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MOAKPEIIA 3A
COILIUAJHO YYACTUE

IIpoexmvm ce ocvwecmsnsa ¢ ¢punancosama
nookpena Ha Onepamueuna npoepama
“Pazeumue Ha uyosewkume pecypcu’,
cvunancupana om Eeponetickus cvio3 upes
Eeponeiickusa coyuanen ¢pono




COPYXEHME “CBOBOAEH MNAAEXKW LIEHTBP”

CeobogeH mnagexku ueHtbp (CMU) e topuonyecko nuue ¢
HecTomaHcka uen, peructpupaHo npes 1997r. n pabotewo B
obwecTtBeHa nonsa. OpraHusaumsiTa u3NbhHABA CrnegHUTE
ABATOCPOYHU MPOrpamu:

- Mnagexka gobpoBonyecka cnyxba

- CoumanHa 1 obpasoBaTenHa noakpena

- InterFace - nporpama 3a 6opba c AuckpumuHauuaTa u 3a
WHTEerpupaHe Ha pPOMCKUSi €THOC

- MexayHapogHO MNagexko CbTPyaHUMYECTBO

Mporpama “CoumnanHa n obpasoBatenHa nogkpena”

CMU e nuueHauMpaH OOCTaBYMK Ha [BEe COLManHW ycrnyru B
obwHocTTa: “CoumaneH acucteHT” u “LleHTbp 3a paboTta ¢ geua Ha
ynuuata”. B nepunoga 2004 - 2008r. copyXeHUETO NpesocTaBm
ycnyrata “CounaneH acucteHt” Ha noeeve ot 200 notpebutenu -
[eua v nuua ¢ yBpexaaHus U CamOTHO XUBEELLW Bb3PacTHU Xopa B
obwwHa BuanH (no npoekt CEMH u no HauuonanHata nporpama
“AcuCTeHTU Ha xopa c yBpexaaHuus’). B LleHTbpa 3a counanHa v
obpa3soBarenHa nogkpena, cb3gageH ot CML, B kB. HoB mbT, BuguH,
opraHm3auusata paboTu C geua B pUCK C NoMoLTa Ha couunanHu
paboTHMUM 1 YyxaecTpaHHu fobposonuw.

3a noseye uHdopmauua nocetete Hawwusa cant - www.fyc-vidin.org




MPOEKT “MOAKPENA 3A COLUMAIHO YYACTUE”

OBLLUA LIEJT: MNMpepocTaBsHe Ha KOMMMNEKCHa NoAKpena Ha geuaTta
C YBpPEXOaHUS U HA TEXHUTE CEMENCTBA 3a COLMAnHO BKIOYBaHE
1 nogobpsiBaHe KA4ECTBOTO MM Ha XXUBOT

CMNeUNoOUNYHN LENA:

- PasButnMe Ha coumanHaTa ycrnyra B OOLIHOCTTa ,couunarneH

acucTeHT” n nogobpsiBaHe Ha HEMHOTO Ka4eCTBO;
OpuveHTnpaHe Ha ycnyrata KbM NEepCneKkTUBHO pasBuUTME Ha
pecypcuTe Ha feTeTo, Ha ©6a3a ekcrepTHa OLEeHKa U NITaHNpaHe;
Pa3BuTre Ha NaKeTHU 1 KOMMIIEKCHWU YCNyrn, 00XBaLLaLLM KaKTo
JeTeTo, Taka U CEMENCTBOTO;
Pas3BuTne Ha MECTHOTO MapTHLOPCTBO MpPU AoCTaBkaTa Ha
coumarnHu ycrnyru.

LIENEBW F'PYTIN: LleneBuTe rpynu Ha NpoekTa BKouBaT deua ¢
mpadiHu yepex0daHus (TpaBM1, YMCTBEHA N30CTaHAaIOCT,CMHAPOM
Ha [ayH, XMNoKNHeTNYHO pascTtponcTteo, OUIM, actma, anabet n
enunencus) xxmeeeLun B obLumHa BuauH, 3aBMCUMM OT NOCTOSIHHK
rPMXn N HeobxBaHaTK OT NPenoCTaBeHUTE B MOMEHTa YCNyru
,CollnaneH acucteHT” n ,JINdeH aCUCTEHT’, KakTo U mexHuUme
cemeticmsa. lNpenswxaa ce B pamkuTe Ha “Ioakpena 3a coumanHo
yyacTtvme” ga nosnyvart coumanHu ycrnyru He no-marnko ot 34 geua.

U3MBJIHUTENN HA TIPOEKTA: lNpoekTbT ce nanbiHaBa OT
capyxeHve CBoboaeH Mnagaexkun LeHTbp - BuanH B napTHLOPCTBO
c MNpodecunonanHa rumHasunsa “Npod. a-p AceH 3narapos”.

NEPWOO HA N3IMBJIHEHME: 01.08.2008r. - 31.07.2009r.

CTOMHOCT HA MPOEKTA: 86 329,11 nB




KAKBO LUE BbAE HAMPABEHO?
HabupaHe Ha noTpebuTenu

OueHaBaHeTO Ha NoTpebHOCTTa OT YCRyrn 3a BCEKM NOTEHLManeH
noTpebuten, oTroBapsil Ha M3MCKBaAHWATA Ha NPOEKTa U U3ABUN
XenaHue ga y4yacTBa B Hero, Le Ce M3BbPLUM OT coumaneH paboTHUK
Ha Oupekuus “CoumanHo nognomaraHe” — BuauH B cbrnacue ¢
MeToamkaTa 3a npegocTaBsiHe Ha ycnyrata B obuiHocTtTa ,CoumnaneH
acucteHt”. 3a uenta Ton Wwe 6bae NOCeTeH M aHKeTupaH, NpuU KOeTo
lie ce MPOBepsAT AeKnapupaHuTe oOCTOATENCTBA U Lie Ce OUeHAT
notpebHoCcTUTE, 32 YMETO 3aJ0BONSIBAHE NPUOPUTETHO NMULLETO Ce
Hyxgae oT rpwxu. MHdopmauusaTta B noaxoasiwa dopma we 6bae
npeaocTaBeHa Ha gocTaevmka - CBOOOAEH MMadeXKM LEHTLP, KOWTO
Lle B3EME OKOHYaTENMHOTO pelleHMe ¢ NnomMollTa Ha EkcnepreH CbBeT.
NbpBOHA4YanHOTO HabupaHe M oueHKa Ha nmoTpebutenuTe We ce
OCblUecTBU B nepuoga asryct - centemspu 2008r.

HabupaHe n 06y4yeHue Ha coumanHu acucteHTu (CA)

MogbopbT Ha CA Le ce M3BBLPLUM Cref OLEHKA Ha HYXOWUTe OT TPYbKu.
Cenekuusita Tpsabea ga NOCTUrHE MBbIHO MOKPUTME WM BMCOKO KayecTBO
Ha npegocTaBeHuTe ycnyru. [poueaypaTta we BkMYBa: nybnukyBaHe
Ha obsBa B mecTHu Meauu, B BT, B CI 1 Ha canTta Ha CMU; npuemaHre
Ha JOKYMEHTW; KOHKYpPC MO AOKYMEHTM U cbbecedBaHe. 3a ANbXHOCTTa
“Ma M3MCKBAHE 3a MMHUMYM CpeaHo obpasoBaHue. peaMmcTBo Lie e
MO-BMCOKOTO 0bpasoBaHue, NoAxoAsila Keanudukauus u onuT - Hanp.
coumanHu paboTHMUW, Yy4uTenun, MeOguUMHCKM CecTpu Lie ca
npegnoyMTaHn. [JonycTMo € HaemMaHe Mo BTOPW TPyOOB AOrOBOP, KaKTO
M Ha neHcuoHepu. PaboTogaTtensar He AUCKPUMUHMPA KaHAuAATUTE
no non, eTHUYeCcKn NPoM3Xoad, Bepou3noBegaHue u np.

OpobpeHnte CA ule npemMuHaT NeTOHEBHO 0Oy4veHue, KOETO Lie ce
opraHusupa oT napTHbopa no npoekta - NI “Tpod.a-p A.3natapos”.
C ycnewHo 3aBbplIMAMTE Kypca we O6baaT CKNYEeHW TPyaoBM
porosopu. HabupaHeto Ha CA e ce ocbLieCTBM Npe3 mecel




centemBpu, a 0by4yeHMEeTO UM - Mpe3 NbpBaTa NOMOBMHA Ha Mecel,
okTomBpyu 2008r. OcBeH BbBEXAALLOTO, Le ObAe OCUIYPEHOo K
nogabpxallo oby4YeHne u cymnepBuUsus.

D,OFOBapﬂHe U nnaHnpaHe Ha counariHuTe ycnyru

[loroBapsiHeTo Ha ycnyraTa ¢ notpebutenute we craHe Ha 6asa
nUCMeH aorosop. [JoroBopbT Lie e CTaHdapTM3upaH, Ho Lwe oTpassiBsa
KOHKPETHO Habopa OT ycnyru, BpeMeTO U peda Ha NonyyYaBaHETo WM.
B Hero we 6baaT onucaHu 3agbiikeHNUsTa Ha ABeTe CTpaHu. [JoroBopbT
e nocnyxu 3a paspaboTBaHe Ha MHamBMAyaneH nnaH 3a couuanHu
ycnyru, KOWTO LWe oTpasu uaeHTUduumpaHute crneundudHu
noTpebHOCTUN, JOrOBOPEHNUTE YCMyry, YectoTata Ha NpPegoCTaBsAHETO
MM, UMETO Ha COLUManHMs acucTeHT, cneunduyuHn obctoaTencTea u
akTtun. NMnaHbT ce U3roTBA CbBMECTHO C NoTpebutens (Herosus
3aKOHEeH npeacTaBuTesn), NOAMMWCBA CE OT [BETe CTPaHM U €
HepasgesiHa 4acT OT JOroBopa C Hero.

MpenocraBsHe Ha ycnyrute

Tasun genHocT we Gbae peanusupaHa yYpe3 exegHeBHaTa pabora Ha
CA B ycnyra Ha noTpebutenute. OpraHusmpaHeTo W e cTaBa Ha
6asa ViHguemayanHu paboTHM nnaHoBe 3a NpedocTaBsHE Ha ycnyraTa
Ha Bcekn CA, usroteeHn Ha 6asa VHguBuayanHute nnaHoBe Ha
notpebutenute. Te wWe CbObPXKAT ONMCAHNE Ha eXecegMUYHUTE W
MEeCe4HuTe ycnyru no notpebutenu, TAXHOTO BPeME Ha NpefoCcTaBsHe
M NpoabIXUTENHOCT. MHAMBMAyanHuaT paboteH nnaH we 6bae
HepasgenHa 4acT OT TPYAOBUS JOrOBOP M U3MbIHEHUETO My Le 6bae
KoHTponupaHo. CA we ce oTyutaTt exemMece4yHo CbC cneuuanHa
copma, onucealla npefocTaBeHUTe YCNyrn Ha BCekn noTpebuten u
noAnucaHa oT Hero (3akoHHWSA npegcTaBuTen).

Pabotarta Ha CA ce KOHTponmMpa OT eKkuna Ha NpoeKkTa Ypes3 NoceLLeHNs
Ha M$SICTO, aHKeTMpaHe Ha MoTpebuTenuTe, AOKYMEHTANHO - 4ypes
poknagute Ha CA v no Apyru HauuHw.




I'IpaBa n 3aa4bIiKeHus Ha n0Tpe6MTeane Ha couunarnHu ycnyru n
Ha counanHuTe aCUCTeHTU

OcHOoBHUTE nNpaBa Ha nompebumenume Ha coyuasnHu ycryau
BKMOYBAT: NMOJSiydMaBaHeTO Ha KayecTBeHa couwanHa ycnyra,
cbobpaseHa ¢ uHAMBUAYaNHUTE HyXXaW Ha noTpebutens; saumtaHe
Ha FMYHOTO MY MPOCTPAHCTBO W AOCTOWMHCTBO; MpaBO Ha
CaMOCTOATENHOCT MU HE3aBUCUMOCT (CouManHUTE aCUCTEHTH
N3BbPLUBAT AEMHOCTUTE CbBMECMHO C noTpebutens, a He emecmo
Hero); NMpaBO Ha HEMPUKOCHOBEHOCT Ha JIMYHUS XUBOT; NPaBO Ha
WMHpopMaLMs; NpaBoO Ha M300p; NPaBO Ha Xanbu n npennoXeHus.
MoTpebutenute (TEXHUTE 3aKOHHW NPEACTaBUMTENM) Ca ANbXHU: Oa
He Bb3narat Ha coumarHua acUCTEHT M3BbPLUBAHETO Ha ApYyru
AEeVHOCTN, OCBEH OOroBOpeHUTEe; Aa OKa3BaT CbAeNCTBUE Ha
A0CTaBYMKa NpY U3NBbIHEHNE Ha 3a0bIPKEHMATA My, KaTto ocurypsisart
AOCTbIN Ha couManHusa acUCTEHT 4O AOMa CU, OCUrypsiBaT BCUYKM
Heobxoaumu cpencteBa M MaTepuanu 3a ocblUuecTBABaHe Ha
AeHOCTTa M Ap.; Aa nHdopmupar oCTaByMKa 3a crneunduyHuTe cu
N3NCKBaAHMA NpWU NpPegoCTaBsiHETO Ha couManHuTe ycnyru; ga
NpeaocTaBAT Ha AoCTaByMKa MHOPMaLNA 3a Ha4YMHa Ha pabora Ha
coumarnHMsg acUCTEHT, KaTo MOAMUCBAT eXeceaMM4yHO CrpaBKu 3a
n3BbpLleHaTa paboTa; npw NOMCKBaHE [a OocurypsBaTt LOCTbM Ha
AOCTaB4YMKa 40 JOMa CU C Orfnef OCbLLECTBABAHETO HA KOHTPOS BbPXY
n3BbplIBaHaTa AenHocT u ap. lNpaBata n 3agbnxeHuaTa Ha
notpebutenute ca onucaHu NoApobHO B JOroBopa 3a couuanHata
ycrnyra, KOWTO € JOCTbNeH Ha canta Ha CML.

OcHoBuWTE MpaBa Ha coyuasiIHUmMe acucmeHmu BKIOYBaAT: NPaBo Ha
TPpyA; 3a4yntaHe Ha THAXHOTO JIMMHOTO [OOCTOWHCTBO;
HEeaNCKPUMUHALMOHHO OTHOLLEHME; NPaBo Aa u3passiBa MHEHNE BbB
Bpb3ka c paboTaTa; HEHaMeca B INYHMS UM XXMBOT M 3aLLMTa CpeLLy
roceraTenicTea Ha YyecTta, 4OCTOMHCTBOTO M AOBPOTO UM MME; NPaBo
Ha paboTa B 30paBOCIOBHa M 6e3onacHa cpena; NpaBo Ha Xanouv n
npeanoxeHnsa. OCHOBHUTE UM 3agb/KEHUSA ca: OopraHuM3upaHe u
OCbLLECTBSBaHE Ha exxegHeBHaTa 4eMHOCT, Ocurypssalla HopMarHus
counaneH XuMBOT Ha obcnyxBaHWTe nuua; CbLencTBue 3a
edeKkTMBHaTa coumanHa MHTerpauus Ha noTpebuTens; rpmxm 3a
HEroBoTO 3apaBe M 6e3onacHOCT; cna3BaHe Ha MOBEPUTENTHOCT Ha




dakTn n 06CToATENCTBA, CBbP3aHM C NOTpedbuTens (OCBEH ako Te
He 3acTpalwaBaTt 34paBeTo unu xueoTa My) u ap. lNpasaTta u
3a0b/KEHNSITA Ha coumanHuTe acucTeHTn ca onmcanun B Kogekca
Ha Tpyga, KakTo M B TMNOBUTE TPYAOB LOrMOBOP U ONTbXHOCTHA
XapakTepucTumka, nyonmkyBaHu Ha canTta Ha CMLI.

Mpoueaypa 3a xkan6um

Bcekn notpebuten (3akoHeH npeacTtaBuTen) uma nNpasoTo Aa
nogage obocHoBaHa xanba, B cnyyan 4ye He nony4yaBsa
AoroBopeHara ycnyra B HeMHUS pasMmep 1 Ka4ecTBO UNN TEXHUTE
npasa ca HapyLleHun No Apyr HauvH. XKanbuTe ce nogasat MMCMEHO
n ce agpecupat go npegcegatena Ha CMLU. MNMocnegHusTt
Ha3Ha4YaBa KOMMUCUS UNKN NMYHO MpOBepsSBa WU3HECEHUTE
obcToaTencTtea n B3ema HeobxogmmuTe mepkum B cpok ao 10
paboTHM OHW OT AataTta Ha nopgaBaHe Ha >xanbaTa, 3a KoeTo
MHopMupa xkandonogaTens.
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