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KakBo Hano»uv HanncBaHeTo Ha banarta KHura?

Bbnrapusi moxe fa ce noxsanu ¢ 20 roauliHO AEMOKPATMYHO Pa3BUTHE, B PaMKUTE HAa KOETO
3amnoyHa 1 pedpopma B coumanHata cdhepa, BKIOUMTENHO B 06NacTTa Ha CcouManHuTe ycnyrm u
nogKpenaTa 3a ys3sumu rpynu. MNpes nammHanua neprog 6axa NpueT MHOXeCTBO JOKYMEHTH,
onpegenAwm coymnanHaTta noanTUKaTa B CTpaHaTa. HAKOM OT Hall-BaXkHUTE OT TAX ca:

- [TaKT 32 NIKOHOMMYECKO 1 coumanHo passutue Ha P. Bbarapua go 2009,

- MemopaHayMm 3a coumanHo BKKYBaHe,

- HaumoHanHa nporpama 3a AeMHCTUTYLMOHaNM3aums,

- HaymonanHa ctpaterua 3a geteto 3a 2008-2018r.,

- HaumoHanHa nporpama 3a 3akpwuna Ha geteto 3a 2008 .,

- CTpaterua 3a ocurypsABaHe Ha paBHU Bb3MOXXHOCTY Ha XopaTa ¢ yBpexgaHua 2008 - 2015 .

- MnaH 3a gencTBue 3a ocnrypsaBaHe Ha paBHM Bb3MOXKHOCTM Ha XopaTa C yBpexgaHua 2008 —
2009,

- MonuTtuka 3a NcnxmyHo 3apaBe Ha Penybnuka bbnrapua 2004-2012r.,
- CTpaTerua 3a feleHTpan13auma 1 nporpama 3a U3nbaHeHNeTo Ha cTpaTeruaTta 2006 — 2009 .,
- Nporpama 3a npeBeHUUsA 1 3awmUTa OT JOMALUHO Hacuime,

- HaumoHanHa ctpaterva 3a HaCbpyaBaHe Ha PaBHOMOCTAaBEHOCTTA Ha XeHuTe 1 MbxeTte 2009-
2015,

- HauvoHanHa cTpaterus 3a paBHW Bb3MOXXHOCTY 3a BCUUKU U Ap.

Cnep npoBeXxAaHeTo Ha pefuua NOUTUKY C pasfvyeH coumnaneH ebekT, U NPUCbegNHABAHETO
Ha bbnrapua kbm EC e Hanuue o6l KOHCEHCYC 3a TOBa, Ye pepopmaTa Ha coLmanHaTa cmctema e
3arnoyYHana, KakTo 1 cbriacuie 3a ToBa, ve TA“6yKcyBa” n He BOAW A0 Pe3yNTaTuTe, KOUTO Ce OYaKBaT
OT HeA. B npoBexaaHaTa NnonmTMKa NUMNCBa LANOCTEH U CUHXPOHM3MPaH Noaxof 3a nprobLyaBaHe
N aKTVMBHO BKJIOUBAHE Ha PasnnyHuTE yA3BUMYK rpynu. foNeMmn rpynm oT HaCeneHneTo XMBeAT
BCe Olle B YCJIOBMA Ha KpaliHa 6eAHOCT 1 130Mauma, KaTo Hall-uyecTo CbluecTByBalymTe yCyrm
Ca HeJOCTbMHM 3a TAX U He ca CbobpaseHn C TeXHUTe peanHu noTpebHocTn. Heszasmcnmo ot
HanpaBeHUTe MHBECTULMMN OT Pa3fINYHN JOHOPY M NPOrpaMu, A0 cera HAMa 06eKTVBHA OLeHKa
Ha TOBa, AOKOJIKO Ca 6uny epeKTUBHM MpuUnaraHUTe MepPKM, KakB/M KOHKPETHV pe3yntati ca
NMOCTUIHaTV B ABATOCPOYEH MnaH, Ounm nu ca B3eTW Hal-aieKBaTHUTE PeLIeHUA, HanpaBeH n
e Hali-pobpUAT CcTpaTernyeckn M3bop UMmexay pasfvyHUTE Bb3MOXHW MOAXOAM U [OKOMKO
BNOXEHWTE YCUNA N PeCYpPCU OTFOBAPAT Ha KOHKPETHUTE pe3ynTaTil.

Tesn n ppyrn npobnemn ca MOBAMIaHU B PasfMUYEH KOHTEKCT U Ha pPas3fiMyHO HMBO OT
HenpaBWTENCTBEHNTE OpraHn3aumu, paboTewy B coumanHata cdepa. Han-cepro3HUAT oTroBop
Ha NpobnemuTe, CBbP3aHN ¢ pePpopMmpaHeTo Ha Mofena Ha NpeasiaraHe Ha CouManHn ycyri B
bbnrapua npes nocnegHWTe ABageceT roanHN JO cera, e nogroreeHarta npes 2008 r. ot AsuaHca
om HenpasumesicmeeHu opaaHu3ayuu pabomewu 3a pecpopma e 2puxkama 3a oeyama e beseapus
,Bu3na 3a pedpopmara B rpmKaTa 3a geuarta”’ v MNnaH 3a gelictBre KbM HeA. To3u cTpaTernyeckm
JOKYMeHT e npueT 3a Bogely oT MNnatdopma, CoLmanHu NOAUTUKA" N HErOBUTE OCHOBHU NPUHLIANN
Cca OTpa3eHu B TO3M [JOKYMeHT. YneHoBeTe Ha [lnatdopmata noproremxa HactoAwata bana
KHWra BOAeHM oT pa3brpaHeTo 3a HeoOXOAMMOCTTa OT CMCTEMATMYHO U3NaraHe Ha OTrpaBHNUTE
NPUHLUMNM 3a MOAKPena upes CouuanHyu yCcnyrm 3a BCUYKM YA3BMMMK rpynu. V3AacHABaHeTo
Ha MPUHUMNUTE e 3aAb/KUTESIHO YCNOBMe 3a couManHaTta NoNnTrKa, ako McKkame TA fa 6bae
eBponericka, XyMaHHa, NnofKpensLia v BogeLya 4o NpoMaAHa. Ha npakTrka npes nocnegHnTe roguHn
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CbAbP)KATENHO LIEHHU KOHLEMUUN KaTo AeueHTpanusaumata unn JenHCTUTYLMOHan3aunaTa,
KouTO 6sixa BOAELLM B COLMANIHATA MONUTKKA, HE MOCTUTHAXa TbPCeHUA counaneH edekT, nopaan
Hepa3bupaHe Ha OTNPaBHUTE UM LEHHOCTHM W NMPUHUUMHA OCHOBaHUSA. bAnaTta KHUra uma 3a
Len fa oyepTae OCHOBHWTE MPUHLMNN U LA ONpeaeny HeobXoaumMuTe OelCTBUS CBbP3aHu C
nocsieloBaTeNIHOTO NPOBEXAAHE Ha Te3n NPUHLUMMY B NOAUTUKaTa. Ta MMa 3a LUen 1 Ja u3Bagu
,TOBOPEHETO"” 33 OCHOBAHUATA HA CoLManHaTa NomnTMKa OT TeCHUTe Cpean Ha MUHUCTepCTBaTa
1 eKCnepTHUTE FPYnK, 3a ja CNOMOTHE 3a YCTaHOBABaHe Ha BPb3Ka C ApYrv Ny6AMYHN NONNTUKMK,
KaTo 4acT OT efjHa 06La pamMKa OT LLeHHOCTM.

Mnatdpopma “Coumantu NONUTUKN" BUXKLA CBOATA POJA B Ta3n CUTyalns B CIeHOTO:
9 [JaobeanHu B HacToAwaTa bana KHUra no3uumATa Ha HeNpPaBUTENCTBEHNTE OpraHn3aLun;

= [a noctasu n pa3Bre BbMpoCa KON Ca BogelwunTe npuHUunnu ¢ onpenenduo 3HavyeHune 3a
npoBeXAaHeTo Ha eq)EKTI/IBHa couymnanHa nonnTmnKa B obnacTTa Ha coumnanHnuTe ycnyrm n Kak
Te Morart fa 6'b)J,aT npunaraHu;

S [a npoBokupa febat 3a pesyntatuTe 1 NapameTpuTe Ha coumanHaTa NonmTuKa, KOMTo aa
Ce OCHOBaBa Ha MPVHLUMMHW NOCTAaHOBKU, N3BefeHN B banaTa KHura, ¢ Len onpegensHe Ha
KOHKPETHU MONUTNYECKM AEWCTBUA Y MEepPKM 3a NopobpsBaHe Ha coumanHata nonuTrKa
CMPAMO YA3BMMUTE rpynu;

S [la nocTtaBy HayanoTo Ha akTMBHOTO MPUCHCTBME Ha FpaAaHCKMTe opraHuM3auum Kato
MOHUTOpMpaLy ¢akTop 3a KauyeCcTBOTO M edeKTMBHOCTTa Ha MpOBeKAaHaTa couunanHa
nonnTuKa.

To3n OOKYMEHT MMa npeTeHUMsATa fa Obhe “3asBKaTa” Ha rpaKAaHCKMTE opraHu3aumm 3a
BbBeXXAaHe Ha KoHLUenuuaTa 3a 006po ynpassieHue, BOAELO Ao ebeKTNBHa coLmanHa nogkpena.
MN3noxeHnTe B KHUraTa NpUHLUMNM Ca OCHOBHUTE OCW, 3aAbJIKUTENHM 3a BCAKA efHa couuanHa
NnonuTUKa B NOAKPena Ha yA3BUMUTE rpynu, 3a Aa 6bie TA yCrnewHa W BKIOUYBA KOHKPETHM
npenopbKK, KOWUTO CriefiBa Aa ce NpuemMaT oT NPaBUTeNICTBOTO.

Bbanata KHWra oTnpaBs 3asBKa KbM aHraXkupaHuTe CbC COLManHaTa MOAUTUKA WMHCTUTYLUN:
HapopgHo cbbpaHme, MUHNCTEPCTBO Ha TPYAA U coLManHaTa noanT1Ka C NoguyMHeHUTe My areHLuun,
MwuHncTepcTBO Ha o6pa3oBaHKeTo, MUHUCTEPCTBO HA 3ApaBeona3BaHeTo, MUHUCTEPCTBO Ha
¢drHaHCKTe, [IbpiKaBHaTa areHLMA 3a 3aKpuia Ha JeTeTo U ap.

To31 JOKYMEHTBT CbLLO TaKa, NPeAcTaBsA U OLeHKa Ha GpaKTMUeCKOTO CbCTOAHME Ha coumanHaTa
nonuTMKa B obnactra Ha ycnyrute B bbnrapua. Ha Ta3un Tema e oTAeneHo cepuo3Ho BHUMaHWMe,
TbI KaTo CMe ybefleHN, Ye caMo NPaBUNHOTO NAEHTUGMLMPaHe Ha NpobnemuTe LWe NpeanocTaBn
nprieMaHe Ha afileKBaTHU 1 paboTeLLm MepKu.

W3xogHuun nosnuyun

banaTa KHura ce oCHoBaBa Ha fICHa BM3UA 3a CbLHOCTTA U UenuTe Ha couManHaTta nointuka. Ta e
Mn3roTBeHa Bb3 OCHOBa Ha 06LL|,OI'IpVIETM ,El,eq)VIHVILI,I/II/I Ha OCHOBOMNoONarawn NoHATUA, KaTo:

+ Yassumu rpynm - EdekTrBHa nogkpena
+ CoumanHa nHTerpayma « CoumanHu ycnyru.
- CouwranHo BK/OYBaHe - CouwmanHa pabota

« CoumanHa koxe3us



Yassumu rpynn

YA3BuMM ca oHe3n nuua u rpynn ot Xopa, KOUTO Ca OorpaHN4YeHn B y4aCTUETO CU B COLUManHnA
KNBOT 1 NON1I3BAHETO Ha counasiHn I'IpaBa.yﬂ3BVIMVITe rpynuv He ycnAasaT Aa nonyyat gocton nnm
Aa ce Bb3MnoJsi3BaT OT Bb3MOXXHOCTUTE, KOUTO npeanarat 06LIJ,ECTBOT0 N NKOHOMUKaTa 1 CTaBaT
XepTaBa WK nonagaTt B CUTyalA Ha PUCK OT MapruHanusnpaHe U counasHo MU3KIoYBaHe.
an/ILIVIHI/ITe 3a TOBa Ca pas3inynHn n pa3H006pa3H|/| KaTo: XUBOT B Kpa|7|Ha 6€,E|,HOCT nnn
HUCKM foxoan n matepuanHun nueHna; counanHy n ncnxonornyeckn d)aKTOpVI,' HeOOoCTblHa
cpena; 34paBHN N Bb3PaCcTOBU np06neM|/|; innca nnn HeJoCcTaTbyHU counanHu yMeHUAa n
06pa3OBaHVIe,' OTHOLWeHne, OCHOBAHO Ha npefpasCcbAabun; nunca, orpaHNYeH AoCTbn UNKn
HeafeKBaTHU yCnyru v T.H.

YA3BMMUTE rpynMm OT XOopa MMAaT MNpPaBO HAa 3aunTaHe, YBAaXKEHME U 3aKpuia OT 3aKoHa.
OTHOLLEHVETO HN KbM TSIX € OCHOBAHO Ha MPU3HABaHe Ha TAXHATa PABHOMOCTABEHOCT U PABHU
Bb3MOXXHOCTY. Te ca BaXKHa W MbJHOLEHHA YacT OT O6LWeCcTBOTO 1 3aToBa pPaboTM 3a TAXHaTa
couprainHa UHTerpaums 1 CouranHo BKOUBaHe.

Hvie Bb3npuemame ys3BMMUTE TPyMy OT XOpa KaTo Xopa CbC CMOCOBHOCTM M MoTeHuwman, a
He KaTo Xopa eAVHCTBEHO C NPoGfaemMu 1 OorpaHuyeHusi. PaBHUTE BbH3MOMKHOCTU O3HayaBat
pasnuuHuTe chepun Ha 0bLECTBOTO 1 XKMU3HeHaTa cpela (ycnyru, AeMHOCTU, MHGOPMaUMs 1 T.H.)
Aa 6baat JOCTBIMHYM 33 BCUUKM, BKIOUMTESTHO 1 33 YA3BMMITE FPyny OT Xopa. 3a Aa Ma pPaBHu
Bb3MOXHOCTU TPAOBa fa ce OTCTPAHAT BCUYKM COLManHy Gapuepun — ¢usndeckn, GprHaHCoBU,
CoLMasiHK, NCUXONOTNYECKM, KOUTO OrpaHmNYaBaT MbHOLEHHOTO yyacTie Ha YA3BUMMUTE fiMua 1
rpynu B XXMBOTa Ha 06LLEeCTBOTO.

3a rapaHTUpaHe npagaTa Ha ya3BUMWTE rPynmM OT XOpa e HEOBXOAMMO OCUTypsiBaHe Ha JOCTbI
[O couuanHu, 3npaBHM U 0Opa3oBaTenHW YyCIyr, KOUTO ca JOCTbMHM 1 3@ BCUUKM OCTaHanu
rpaxpaHu. Heobxogumo e aa 6baaT Cb3hafieHn YCI0BYS, KOUTO a OCUIYPAT JOCTBI 1 yyacTue B
nasapa Ha Tpyaa v 3a MbJIHOLEHHO yUacTue BbB BCUYKM Chepy Ha OOLLECTBEHNSA KMBOT.

Hue pa3bupame coumanHaTa MHTerpaumnsa B CMMUCb/Aa Ha OCUrypsiBaHe Ha PaBeH JOCTbM A0
YCyri, Bb3MOXKHOCTY M MPaBa Ha yA3BMMUTE FPYNi, Taka KaTo CbLiMTe Ca JOCTBIMHM 338 BCUYKA
OCTaHanu uneHoBe Ha obuectBoTo. CoumanHata UHTErpauma Ha ya3BUMUTE rpyny O3Hayasa
TAXHOTO aKTVBHO YYacTMe/BrpafeHoOCT BbB BCUYKM chepr Ha 0bLLecTBEHUA XKMBOT. KaTo yacT ot
061LeCcTBOTO, MHEHVETO Ha YA3BMMUTE rPYNM OT Xopa e HeobxoAMMO Aa bbhe B3MMaHo Npeasus
npvi GopMMpPaHETO Ha Pa3INYHUTE 3acAraLiy I NoUTUKN.

3a Hac coymanHo BK/OYBaHE 03HauyaBa BCMYKM XOPa, BbAPeKN 6eHOCT unu apyru npobnemu,
Ja B3UMaT HapaBHO C ApYruTe yyacTve B OOLIECTBEHMA XMBOT. KaTo mpouec couuanHoTo
BK/IIOYBaHEe O3HayaBa Cb3[jaBaHETO Ha YC/IOBMA 33 PaBHOMOCTaBEHOCT Y PaBHW Bb3MOXKHOCTU
npeg ya3BMMUTE TPYNX OT Xopa B pasnunyHu chepy Ha OOLLeCTBEHUA XMBOT (06pa3oBaHUe,
TPy#oBa Cpefa, PenurnosHa AenHoCT, cBoOOAHO Bpeme, pPa3BUTME Ha KMBOT B OOLYHOCTTA,
NOMNTMKA U T.H.), KOUTO fla OCUTYPAT U YNECHAT TAXHOTO MbAHOLEHHO y4yacTue B 3aBUCMMOCT OT
TEXHUTE enaHusa n nsbop.

MNop coumanHa Koxesus pa36|/|pame noaxon m npouec Ha conukaBaHe U I'IpVIO6LI.l,aBaHe
B 06LL|,ECTBOTO, OCHOBaBall Ce Ha npeoponABaHe Ha HepPaBeHCTBOTO, HeCnpaBed/MBOCTTa,
MapruHaan3npaHeTo N CoOUManHOTO U3KMKYBaHE Ha onpeaeneHn uHonBmnan n rpynun. CoumanHata
Koxe3nAa BoAau A0 B3aMMHOTO NMpuemaHe Ha pasnnyHuTte O6|J.|,eCTBeHI/I rpynun, BKNOYNTENHO U
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Te31 Ha HaVI-6e,ELHI/ITe, KaKTO 1 cnojenAaHe Ha OTTOBOPHOCTUTE. CoumanHaTa Koxe3usa He MOXe Ja
pPewmn n npemaxHe coynanHmuTte I'IpOGJ'IGMI/I, HO Ma 3a uen Aa CMeKYn coumanHUTe KOHTpaCcTn 1 aa
0TCNabun MKOHOMUYECKaTa TEXECT BbpXy coumanHo cnabure.

Haweto pa3bupaHe 3a epeKTMBHaA NoAKpena 3a yA3BMMUTE NiMLA U FPYNU OT XOpa BKOYBA
oCUrypsiBaHe Ha afeKBaTHM COLMANHN NMOMOLLM, MOAXOAALMN U JOCTBMHU YCIYrX 1 aganTripaHe
Ha cpefaTa. EdekTmMBHaTa nogKpena e CbBKYMHOCT OT MEPKW, NpUiaraHn 1 NpeaocTaBaHW no
HauuH, CbobpaseH C KOHKPETHUTE U UHAVBUAYANHW HYXOM Ha UNEeHOBETE Ha YA3BUMUTE rpynu
C Uen Ja UM ce NpefoCcTaBAT Bb3MOXHOCTU 32 BOJEHE HAa CAaMOCTOATENEH U HEe3aBUCKM XKUBOT,
[a V3MbJIHABAT KaTo rpa)kAaHy COLMAnNHO 3HaUYMMKN PO, KOUTO akKTMBHO y4yacTBaT 1 aBaT CBOSA
NPUHOC B 06LLECTBEHNA XKIMBOT. ToBa ca pyHAAMEHTaNTHN NOTPEOHOCTY 33 LOCTOMHO CbLeCTByBaHe
1 MbJIHOLIEHEH »KMBOT B CbBPEMEHHOTO 06LLECTBO.

Hve pasbvipame coumanHute ycnyrm Kato [eHOCTM, KOUTO nognomaraT W paswupsasat
BbH3MOXHOCTUTE Ha YA3BMMMWTE FPYnM OT XOpa Aa Pa3BuBaT CBOATA HE3aBUCMMOCT U Aia BOAAT
CaMOCTOATENIEH HAUVIH Ha >KMBOT U @ yNpaxKHABAT npasaTa cu. CoLuanHuTe ycnyru e HeobXxoanmo
[a NoAKpenaT OTAeNHWA UHAUBMUA, CEMENCTBO WM rpyna, KaTo 4YacT oT obWHOCTTa, a He Jda
MMaT CaHKUMOHMpaLy Xxapaktep. CoumnanHute ycinyri ca KOMMIeKc oT AeNHOCTY B NogKpena Ha
YA3BMMUTE FPYMM U UMAT 3a LieNl KakTo NpeBeHLMA 1 OrpaHMYaBaHe Ha 13nafaHeTo B yA3BMMO
NoNoXeHne, Taka 1 MUHUMU3MPAHE Ha HeraTMBHUTE MOCNeAMUMN OT YA3BUMOTO MOJIOKEHUE,
OCbLUECTBABAHE Ha [EMHOCTU K YCIyry 3a pexabunutauma, MHTerpauma u pecoumanmsaumsa
(cnopep Pusapckute npasuna Ha OOH).

CoumanHute ycnyrn ca rapaHT 3a COUMANHO BK/IOUBAHE Ha ysa3BMMMUTE rpynu, Camo TOraBa,
KoraTo ce NpoBeXAaT B AOMb/IHEHNE U KOOPAMHALMA C OOLLOAOCTbIHNTE YCIYT Ha OCTaHanuTe
ny6AnyYHU CEKTOpY — 3paBeona3BaHe, 06pa3oBaHyie, 3aeTOCT 1 611aroyCTPONCTBO.

Huvie BkntouBame B HalweTo pasbupaHe 3a CoLManHM yCyrn He camo ,CTalMoOHapHKTe Taknea” -
KaTo AHEBHM LIeHTPOBE, LIEHTPOBE 3a 00LeCTBEHO NofKpena v T.H., HO 1 MOOUIHUTe GopMM Ha
COLMAJTHU YCNYT I, KOWUTO Ce NPefoCTaBAT Ha MACTOTO, Ha KOETO XKUBEAT NOTpebuTenuTe - KBapTana,
poma. Cuntame, ye ToBa Lie JOMpPUHece 3a MHPOPMMpPaHe, YNeCHABAHETO M ocurypsaBaHe Ha
JOCTBM [0 COLUMANHM YCNyri Ha yA3BUMUTE rpynu.

CouumanHata pabota npeacTaBnaBa CbLHOCTHA YacT Ha coumanHuTe ycnyri. Ypes counanHata
paboTa ce HacbpyaBa cCouvanHaTa NPOMAHA, pa3pellaBaHETO Ha MPO6MeMM Ha YOBeLLKUTe
B3aVIMOOTHOLLEHUA 1 Pa3BUTMETO Ha CMOCOOGHOCTUTE Ha XopaTa C Lies1 NoArnomMaraHe Ha TAXHOTO
6naropeHcTtaue. MprHUMNMTE 3a CNa3BaHe Ha YOBELKKTe MpaBa 1 couuanHaTta cnpaBeasiMBocCT
ca ¢yHOaMeHTanHM 3a coumanHata paboTa. Hue umsxoxpgame oT pasbrpaHeTo, ue KauyecTBeHu
couManHm ycnyru 3a ya3BummTe rpynm MoraT ia ce npefoCTaBAT Npu Hannyme Ha npodecnoHanHm
CTaHZapTM 3a paboTa 1 pa3paboTeHr O6LWM NPUHLMMNN U KNOYOBa KOMMETEHTHOCT Ha BCUYKM
cneumnanncTi 1 mnoarnomMaralym npodecnu, aHrakupaHu B npoueca (coumanHu paboTHULM,
MeAVLUHCKU KaZpu, NCUXON03U, yUnuTenu u apyru).

Orpanleva Ha AOKYMEeHTa

O6WKVpPHOCTTa Ha BBMPOCKTE, CBbP3aHM C MOAKPenaTa Ha YA3BMMU TPYMU U KENaHMETO Ha
aBTOpUTE Aa uaeHTUdMLMpaT Npobnemu, 3a KOUTo Aa 6bAAT HanpaBeHV KOHKPETHY NPenopbKy
Hanarat CJIeiH/TEe OrpaHNyeHns Ha JOKYMEeHTa:



- bsAnata KHUra HAMa npeTeHUMATa fa M36pon 1M NpeacTaBy M3YepraTenHoO PasanyHUTe
yA3BMMM rpynu. HacToAwmAT aHann3 1 JageHuTe NprMmMepmn B HEro ca CBbp3aHn Hall-Beve
C OHe3V YCAYrui 1 LiefieBu rpynu, C KoUTo uneHoBeTe Ha Mnatdopma,CoumnanHm noanTuxkn',
B KauyecTBOTO CM Ha JOCTaBUMLIM HAa COLMASTHU YCIYr! U 3aCTbMHUYECKU OpraHu3aumm,
paboTAT.

- BHacToAWMA BOKYMEHT He Ca BKJTH0UEHN CbC CBOAATA CreunduKa BbMpoCcuTe, OTHaCALM Ce
[0 ManuuHcTeara. MpobnemnTe Ha MaNLMHCTBATA Ca pasriefaHi O TOJIKOBA, OKOIKOTO
Ca CBbp3aHy C NpobemMnTe Ha yA3BMMITE FPYNK, HY>KAAelwm ce OT MoAKPena 3a CoLnanHo
BKJIIOUBAHE 1 yNpaXHsABaHe Ha couuanHu npasa. [NpobnemuTte Ha ManuUMHCTBaTa ca YacTt
N NpeaMeT Ha coumasiHaTa MoJSITUKaA, HO Mopagmn CBOATa crieuyudrika camm no cebe cu
cnepaBa Ja 6baaT pasriefaHun B OTAENEH JOKYMEHT.

- AKUeHTDBT Ha banaTa KHMra e Bbpxy CouManHuTe yCnyru Kato eAuH OT BOAELLUTE eNleMeHTH
Ha coumanHaTa NonanTnKa, Hapeg C NoIMTMKAaTa No JOXOAUTE 1 afanTUpaHeTo Ha cpeaarta.
OcTaHanuTe enemeHTn, C KOUTO COLUMANHUTE YCIYrn Ce OCbLLecTBABAT UHTErPUPAHO ca
JOCTaTbYHO KOMMIEKCHMU, 33 Aia He MoraT Aa 6bAaaTt pasrnefaHn B AeTaliv B HACTOALWMS
LOKYMEHT 1 M3UCKBAT Aa 6bJaT NpeAMeT Ha OTAeNeH aHanms.

EBpOneiickuAT Cbio3 3a cCoLMasHuTe ycnyru

Mop,epHmsaumma Ha counanHnUTe yCcnyrn € aktyaJiHa TéMa 3a BCUYKN ObpPKaBW — YNEHKW Ha
EBpOI‘IeVICKI/Iﬂ cbio3. CoumnanHute yaiyrm Ca CaMmo enH enemMeHT OoT EBpOI'IeI7ICKaTa cncTtema Ha
ycnyrmn ot 06I.I.l,eCTBeH MHTeped, HO Te NpeacTaBiABaT BaXXeH CTOXepP Ha EBpOI'IEIZCKI/IH mopen un
O6LLleCTBOZ. OTepnHa CTPaHa Ka4eCTBEHUTE N AOCTBIMHU COLUUANHN YCNYTU Ca BaXKHa NpeanocTaBka
3a COUManHoO BKMKYBaHE N NOCTUTaHE Ha ColMaliHa KOXe3UnA, a OT Apyra CTpaHa TeXHMA NoTeHUMan
3a Cb3aBaHE Ha pa6OTHI/I MecTa N aHraXnpaHe Ha I'IOTpe6VITeJ1VITe B npoueca Ha npegocrtaBAHe
M, T NpeBpbLaT B MHTErpPasiHa 4acT oT JIncaboHckaTa cTpateruna.

KomneteHunnte Ha EBponenckua cblo3 NO OTHOWeEHMe MpefoCTaBAHETO Ha CouuvanHn
yCnyru cniefBa Aa ce pasrnek[a B KOHTeKCTa Ha KOHLUenumATa 3a nogeneHata OTrTOBOPHOCT 1
KOMMeTeHTHOCT Mexzay EBponeiickna cbio3 1 cTpaHuTe-uneHKu. CTpaHUTe-uUneHKn ca cBoboaHM
[la Aajat onpeneneHme Ha NOHATUETO YTy OT O6LLEeCTBEH MHTEPEC M CbOTBETHUTE UHCTUTYLIUN
MOraT Aa pernaMeHTUpaT CbAbPXKaHUETO Ha yCyrute M Kak Te Aa O6bhaT opraHu3MpaHy,
bUHaHCKMpaHKW, npefocTaBAHN U KoHTponupaHu. OT gpyra cTpaHa EBponelickata o6wHoOCT
M3MCKBa CTPaHWUTe-ufieHKM Aa crna3BaT onpepeneHn o6Wm npaBuna U NPUHLMAN, KOraTo
pernameHTUpaT CbAbPMKAHNETO U NPefoCTaBAHETO Ha YCyruTe.

CoupanHuTte ycnyru ca opraHvM3vpaHn No MHOro pasfivyeH HauuH B OTAENTHUTE CTPaHU-YNEeHKN,
KaTo ca MOAUYMHEHM Ha O6WY NPUHUMNK U TEHAEHLUW, KOUTO oyepTaBaT obuiaTa pamKa Ha
EBponencko HMBO:

1. [bpxaBHWTe OpraHnW Ha pasNMyHUTE YMpPaBIEHCKM HMBa fAa paboTAT 61130 [o
rpaxgaHute. EBponeiickata KOMACUA Npri3HaBa CblUeCTBEHaTa POSIA Ha LEHTPANHUTE Y MECTHY
BIacTU B cdepata Ha coumanHuTe ycryri oT o6l MHTepec, KoMTo 6U crefBano Aa OCbLiecTBABAT
cBOWTE JEMHOCTM NPY NpuiaraHe Ha NPUHUMNG Ha CybCManNapHOCTTa; aHraXXupaHuTe NyoanyHu
WUHCTUTYUUM cnefBa (ToBa e U 3afb/iKeHre) Aa MMaT akTMBHA PONA B OPraHU3UpaHeTo U
drHaHCpaHeTo Ha ycnyruTe.

2. OCVIprFlBaHe Ha TrpaxaaHmte Ha A[JoCTbl OO0 KayecTBeHU couuanHum ydadiyrm Ha

! CoumanHuTe ycnyr ca CbLyecTBeHa YacT OT yCsyruTe oT obLuecTBeH nHtepec criopeq EK.
2 Bana KHWra 3a ycnyrute oT obLecTBeH nHTepec ot 12 mai 2004 r. Ha EBponerickata Komucus.
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TEPUTOPUATA Ha CTPaHWTe-UnieHKN. MNpunaraHeTo Ha TO3M MPUHLMUM € OT CbLECTBEHO 3HaUYEeHUe
3a MOCTUraHe Ha couManHo BKJOYBaHe. He NpocTo ycnyru, a KauectTBeHy, 3a Aa Ce rapaHTupa
edeKTa OT TAXHOTO NpPefoCTaBAHE — a UMEHHO COLMANTHOTO BKIOUBAHE Ha «M3KI0UYEHNTEY,

3. TMpwnaraHe Ha UHAVBYAYaNneH NOAXOA U MPUHLMM Ha CONMAAPHOCTTA NPV NPefocTaBaAHe
Ha coumanHu ycnyru. CoumnanHute ycnyru cnegsa fa 6baaT nepcoHanusmpaHu, ja oTroBapaT Ha
KOHKPEeTHM NOTPeBHOCTW, ia rapaHTpaT OCHOBHM YOBELLKY NpaBa 1 ja 3aKpUIAT Hal-yA3BMMKTe
rpynu;

4. WM3nckBaHe 3a yyacTve Ha TpeTa ¢mHaHcMpallya cTpaHa. Mopagmn cneundukata UM Ha
[LENHOCTUN, HACOYEHN B rofiiMaTa CM YacT KbM YA3BMMU TPynu, COLMANTHATE YCNYTrn He Cb3faBat
TUMUYHKTE 3a [OCTaBYMK - MOTPEOUTEN B3aVIMOOTHOLLEHUA, NPU KOUTO NOTpebuTena Ha efHa
CTOKa WM ycnyra e B CbCTOAHME Aa A 3annatu msusano. Mpu counanHuTe ycnyru ce cb3fasa
e[lHO acMMeTPWYHO OTHOLIEHWe (xunoTesaTa e, ye B npeobrajaBallata YacT OT CllyyauTe,
notpebuTennTe ca B HePaBHOCTOMHO MOJIOXKEHNE), KOETO U3MCKBa HamMeca Ha TpeTa drHaHCKpaLla
cTpaHa. He moxe ycnyraTa fia He 6bie NpefocTaBAHa NPOCTO 3aLoTo NOTPebUTeNAaT He pa3nonara
C 4OCTaTbYHO CPefCTBa, 3a Aa M/aTu 3a Hes.

5. BbBnuvaHe Ha NoTpebuTennTe B NpoLIeca Ha TAXHOTO MPeAOCTaBAHE U aAMUHUCTPUPaHe
(“Hywo 3a Hac 6e3 Hac”). MoTpebuTennTe TPAGBA AKTUBHO [a y4acTBaT B MpoLieca Ha NniiaHupaHe,
NpeAoCTaBsAHe 1 aMUHUCTPYIPAHE Ha YCIyrTe, Taka Ye Te fla 0TPa3saBaT Hali-TOYHO U [1a OTrOBapAT
B MaKCMMaJsHa CTerneH Ha TeXHUTe NOTPebHOCTH.

6. [eueHTpanusauus Ha opraHM3aLusaTa Ha CoLMaHATE YCIYTU OT LEHTPAIHO KbM MECTHO
HUBO. OCblLECTBABAHETO Ha TO3M NPOLEC BOAW [0 NOBYMLIABAHE HA POJIsiTa 1 OTFTOBOPHOCTTA Ha
MeCTHUTE BNacTUN 3a NPefoCTaBAHNTE Ha TAXHA TePUTOPUA COUManHK ycnyri. Te ca MHAMKATOP U
OLEHUTESN Ha MECTHUTE HYXKAMN N NOTPEOHOCTN.

7. Bb3naraHe Ha couuManHy ycniyru ot o6WwecTBeH MHTePeC Ha YacTHU JocTaBumnuu. Mo To3n
HaUMH OpraHNTe Ha LIEHTPAHO U MECTHO HUBO NPOMEHAT CBOATa PoNA U ce GOKYCMpPaT OCHOBHO
BbPXY HOPMATMBHO PerfaMeHTMpaHe Ha COLNAnHNUTE YCyr, TEXHUA KOHTPON 1 drHaHCKMpaHe.
OT cBOA CTpaHa YacTHWTe AOCTaBYMLM NpegnaraT ycnyrute B yCIoBMATa Ha cBobofeH nasap v
KOHKYpeHLMs, C LieNl MOBULWABaHe Ha KayecTBOTO.

8. M3nons3eaHe Ha pas3nuuHn GopmMmu Ha MyBGAMYHO-YACTHU MAPTHLOPCTBA W Ha ApPYru
M3TOYHMLM Ha dUHAHCKMpaHe 3a JoMbriBaHe Ha Ny6nuuHoTo ¢uHaHcupaHe. UcTrHa e, ye 3a
coumanHuTe ycyrum e Heobxoammo obeUHABaHETO Ha MHOXECTBO pecypcu 1 KanauuTeT, 3a Aa ce
NPeLIoXKN Ha «M3XOAa» HEeLLOo CTOMHOCTHO 3a NoTpebutenuTe.

9. Tpo3payHOCT Ha MONUTUKYK 1 Npoueaypu. [po3payHOCTTa € OCHOBOMOMNaraLy NPUHLKMN
npu paspaboTBaHe Ha MOMWUTWKM 3a MYOGAWYHW YCNYry, BKAKYMTENHO COLMANHM YCAyrn oOT
obulectBeH MHTepec. To3n NPUHUMN cnefBa Aa Ce npuiara no OTHOLEHWE BCUYKWU eTamnu,
MMaLLM OTHOLUEHME KbM COUMANHUTE YCNyri: perflaMeHTpaHe, opraHusmpaHe, ¢uHaHcMpaHe,
npeaocTaBsiHe, oLeHKa U ap.

10. MMpaeHa curypHocT. CoumanHute ycinyr Hapea CbC 34paBHUTE YOIy Cca U3KYeHn OT
NPUNOXHOTO NoJsie Ha pamkoBaTa [JupeKkTuBa 3a ycnyrute Ha BbTpelHnA nasap. EBponenckaTa
Komucmsa pasburpa, ye nprnaraHeTo Ha OBLHOCTHOTO MPaBO BbB Bpb3Ka C yCyruTe oT obLiecTBeH
MHTEpeC, BKIOUMTENTHO COLMANTHM YTy OT 06LLECTBEH UHTEPEC, Lie NOPOAY CNOXKHU BbMNPOCK
1 paboTu 3a NoBuMLLaBaHe Ha NPaBHaTa CUIYPHOCT 1 ACHOTa NP NpuaraHe Ha ooLUTe NpaBuna
N NPUHLMNN.

EBpona HAMa 06wy perynaumm no OTHOLLIEHWE Ha COLMANHUTE YCIyri, a N0-CKOPO UMa MPUHLMNY,



KouTo TpA6Ba fa ce cnepdBaT Npy Cb3faBaHETO U NpuiaraHeTo Ha perynauun'. Tosa obave He
M3KJTI0YBA 334 b/IKEHMETO 3a MOCTUraHe Ha onpefesieHV pe3ynTaTii U MMEHHO 3a TOBa Ca U3BefeHu
Te3n o6 NPUHLMMN.

Mpo6nemMHNAT KOHTEKCT Ha couuanHuTe ycnyru B bbnrapus

He3aBucMmo OT nocTurHaTuTe pe3yntatn ot JencTBMATa Ha npasuTencTeaTa, MECTHUTE BNacCTu,
Pa3finyHn OHOPU U AOCTaBYMLUM Ha COUUanHM ycnyru npes nocnegHute 20 roguHun, BCe oule
Ca Hanunue MHOXXeCTBOTO I'lpO6J'IEMM, OT YMETO pellaBaHe 3aBUCK MO-HATATbLIHOTO YCNELWHO
Pa3BUTME Ha NONINTUKATA 3a COUMaHN yCnyrn n eC])eKTI/IBHaTa nogkKpena 3a yassumMmuTe rpynu.
HacTtoAawmAT aHanm3 n3Bexaa HAKONIKO rpynm npo6neM|/| Ha npeaeH nnaH:

. KayeCTBOTO Ha coumnanHuTe ycnyru;

«  CouvanHaTanoAKpena,3aunTallafoCTONHCTBOTOHAIMYHOCTTa—AeNHCTUTYIMOHaNM3auus
Ha dopmMmMTe Ha NoAKpena;

«  pedopmarta B coLManHaTa cucTeMa UK AeLeHTpanm3aumaTa Ha NpakTrKa;
«  QVHaHCMpaHEeTO Ha CoLMaNTHUTE YCyru.

MpenocraBAHe Ha KAYeCTBEHU YCYrun

CamMo npepoCTaBAHETO Ha KauyeCTBEHW YCNyrn Moxe Aa [oBefe JO peasnHa noAkpenara, 3a
yassumute rpynu. CamouenHOTO pa3KkprBaHe 1 npefnaraHe Ha couuanHy ycnyru He BOAU L0
NONOXUTENTHN Pe3ynTaT, a NO-CKOPO “oTunTa AefHOCT” 6e3 edeKT 3a XKMBOTa Ha HyxJaeLuTe ce.
B bbnrapma cuctemarta 3a MOHUTOPWHI Ha KauyecTBOTO Ha NpefoCcTaBAHUTE YCYr He BKOYBa
OLEHKa Ha TAXHOTO Bb3fencTBre. KauecTBOTO Ce OLeHsiBa MO KOMMYECTBEHU MapamMeTpu u
M3MbAHEHN MaTepuasiHu CTaHZapT — 6poli xpaHa, 6poi HowyBKK, 6poi ycnyri, KBagpaTtypa,
ctaHgap™ Ha PUOKO3 n T.H.. Bbnpekn AbnrorofuwHuA ONWT OT NpefocTaBAHE Ha yCnayru,
BCE OLLe HAMA W3roTBEeHV CTaHZAPTV 3a KayeCTBO Ha OTAENHWTe ycnyrn n GopMmU Ha rpuxka,
KOWTO fla M3XOXKAAT OT pe3ynTaTta, KOMTO ce MOoCTura CNpPAMO CbLUHOCTTa (MUCMATA) Ha ycyraTa
1 npomsHaTta/ nopkpenaTa, KOATO TA OKa3Ba 3a KMBOTa Ha nonsatenute. Hapen ¢ ToBa
NPOoBEXAaHNTe OLEHKN PAAKO BOAAT [0 peanHO Bb3AeNCTBME 1 NPOMAHa Ha NOBeJEHNETO Ha
JOCTaBUMKa U GUHAHCMPAHETO Ha OLeHsBaHaTa ycnyra. ToBa Baxu 0cob6eHo 3a 06LWUHKTE, KOUTO
KaTo JOCTaBUMLM Ha YC/IYrv He noAnexaT Ha permctpauma u nmueHsrpaHe (OTHOCHO yCnyru 3a
Jeua). B Ta3n Bpb3Ka, pe3ynTaTbT OT OLeHKa Ha KayecTBOTO Ha MpefocTaBAHaTa yciyra BOAM
CaMO 1 eJVIHCTBEHO A0 MPENOPbKY, YNETO NPUIIOKEHME € OCTAaBEHO Ha JOOPOCHBECTHOCTTA Ha
obLWMHaTa 1 HelMHNUTe cyXmuTenn. CUTyauusaTa oTuMTa MAapajoKCcy B NPeaoCcTaBAHOTO KauyecTBo Ha
yCnyru, KOUTO peanHo 06e3CMUCTAT NPeTEHLUATA, Ye KOHTPO N306LW0o ce OCbLiecTBABa.

BbBeaeHUTe peXxMmMm Ha perncTpaums Ha AOCTaBUMLMTE U JIMLEH3VPAHETO MM BbB Bpb3Ka C
ycnyruTe 3a fela He nocTurat edekTta ia ce rapaHT/ipa KauecTBoO Ha NPeAoCTaBAHUTE COLMAnHN
YCIyru, OLe NnoBeye, Ye Te He BaXKaT 3a BCMYKM AocTaBunuym. OBWmMHUTE Ca U3KIII0YEHM OT ABaTa
pexrima, KOeTo Cb3faBa HepaBHOMOCTABEHOCT MO OTHOLIEHME Ha YaCTHO-MPaBHWTE CYOeKTy,
[OCTaBYMLM Ha couymantm ycnyru. Mpoueaypara 3a IMLEeH3MpaHe Ha AOCTaBYMLMTE HA COLMATHU
ycnyru 3a geua npeg JA3[] e focTa ycnoxHeHa 1 oTHema Bpeme. MpoLleaypata Ha pernctpayus

! EBpona HAMa KOHKpeTHa ANpPeKTNBa NN PerfiaMeHT 3a counanHute ycnyru, HO iMa ANpPeKTUBU Kacaelln
Pa3NnnYHn BbNpPOCK KaTo Hanpnmep HaemMaHe Ha pa60Ta 1 3aeTOCTTa, Aenata Ha EBponenckna cbg, Kakto
n d)VlHaHCVIpaLLlI/ITe nporpamu Ha EC, KonTto cbc CUTYPHOCT OTpa3ABaT U U3MbJIHABAT NOCOYEHUTE NO-rope
npuHUMNnn.
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Ha poctaBunumte B ACI, oTumTta GOpManHM KPUTEPUM 1 U3MUCKBAHUA 3a pPerncTpauyms, Kato
npob6nemn 1 TPYAHOCTA Bb3HMKBAT OOEKTUBHO MpV MOJSiydaBaHe Ha PerncTpaunsa 3a HOBO-
pasKpuBaLLy ce COUMANHM YCnyri.

[Ipumep:
lMpoyedypama 3a nuyeH3upaxe u peaucmpayusa Ha YacmHume 0ocmas4yuyu e ycioxHexa. lpu

uckaHe 3a nuyeH3 om [JA3/] docmaguyuksm mps6ea 0d Noco4u aopec, Ke0emo we npedocmass
ycayeama. Toea He 6u 6us10 8b3MOXHO 04 Ce C/lyyu, dko mol KaHoudamcmaea 3d JluyeH3 3a
ycayed, Koamo He e npedocmasssi 00 MOMeHMA usiu 8 MOMeHma He npedocmass (Hanpumep
uma obs8eH KOHKYpC om obuuHama 3a 0aoeHa ycsyza u uma HamepeHue 0a kaHoudamcmaea
3a HellHOmMo npedocmassHe).

Bwe 8pw3Kka ¢ pecucmpayuama Ha docmasyuyume 8 ACI, 4ecmo 8v3HUK8A C/1e0HUA npobremu
- 3a 0a nosyyam pezaucmpauyus, e Heobxooumo 0a npedcmagam peweHue Ha PYOKO3 u
0M2080PHU UHCMUMYYUU, Ye c2paddama, 8 Komo wie ce U3NsJIHABA yC/lyeamd, e npu2o0eHd 3a
moea.  omHo80 - 00cmasyuKsm He Moxe 0a npedocmasu maxkse OOKYMeHmM, dKko 8 MOMeHMa
He npedocmasa masu ycsyad, ouje nogeye Kamo ce uma npedsud, 4e noge4yemo c2paou, 8 KOUMO
ce npedocmassam ycsyaume ca 06UUHCKU.

Y 8 dsama npusedeHu npumepa 0ocmasyuyume HA COYUAJIHU YC/IyeU ca NocmaseHu 8
cumyayuama Ha ,napazpag 22”.

MoHacToALWEM KOHTPONMBLT BbPXY KauecTBOTO Ha couMarnHute yciyrn e obBbp3aH Hal-Beye C
KOHTpOMa BbpXy U3pa3xoaBaHuTe ny6nnyHmn ¢pruHaHCoBM cpefcTBa (OCHOBHO OT peny6mKaHCKma
6tonxeT). KOHTpON®bT 3a pasxoABaHe Ha CpefcTBaTa He OTUMTa pesynTata OT NpefocTaBAHe Ha
ycnyrata U HelHUA edeKT BbpXy KayeCTBOTO Ha KMBOT Ha notpebutens. Mo KakbB HauuH
onpeferneHa couuanHa ycniyra nofobpsaBa XMBOTa Ha KOHKPETHUA YoBeK, MoTpebuTten Ha
ycnyraTta, He e npeaMeT Ha oueHKa. [IbpXKaBHUAT OpraH, KOWTO MMa OCHOBHM KOHTPOJIHM
dyHKuMM B chepata Ha coumanHute ycnyrn e WHcnekTtopata kbm ACM. OA3[ cbwo uma
KOHTPOMHM GYHKLMM MO OTHOLIEHME Ha ycnyruTe 3a geua. MiHcnekTopaTsT kbM ACI n3BbpLuBat
NJaHOBU U U3BBHMIAHOBYW NMPOBEPKMN Ha MACTOTO Ha NPeAOoCTaBAHE Ha YC/IyriTe, HO NMpaKT1KaTta
NnokKasBa, Ye caMnTe MHCMEKTOPY HAMAT AOCTaTbYHO pecypc 1 KanaunTeT 3a OCbleCcTBABaHE Ha
nposepKuTe.

KoraTo oT cTpaHa Ha o6LMHMTe onpeaeneHn CoLMantmn YCyri ca Bb3NOXeH) 3a NpefjocTaBaHe
OT YacTeH AOCTaBUMK, OOMKHOBEHO, B IOrOBOpPA 3a Bb3/1araHe o6LiMHaTa OroBaps MeXaHU3MumTe
32 KOHTPON Ha [EeMHOCTTa Ha [OCTaBYMKa, BKIOUMTENIHO KauyeCcTBOTO Ha MNpefoCcTaBsHuTE
ycnyrn. CbLMAT TO3M YNPaXKHABaH OT OOLMHATa KOHTPON He € U He MOoXe Aa Oble U3PUYHO
pernameHTVipaH B COLMANHOTO 3aKOHOAATENCTBO. TO31 KOHTPON Ce OCbLLYEeCTBsBa Bb3 OCHOBA U
Mo cunata Ha floroBopa. [1po6nemsbT e, ue 06LLMHMTE HAMAT KanauuTeT fia pa3paboTAT aleKBaTHU
KpuTepum, KOMTO fia CTaHaT YyacT OT AOrOBOPHUTE 1 Aa NOCITY»KaT 3a peasiHa OLeHKa Ha KauecTBOTO
N KpaiiHus edeKT Ha yCNyruTe BbpXy XMBOTa Ha noTpebutenute. MNpakTukaTta nokasea, ye npu
Bb3/1araHe Ha ycnyrv 3a NpefocTaBsHe OT YaCTHW [OCTaBuMUM, OBLIMHMTE CbLIO OCHOBHO Ce
MHTepecyBaT OT GMHAHCOBUTE JOKYMEHTM 33 Pa3xofBaHUTe CPEACTBA, a - OTHOBO - KauyecTBOTO
Ha yCnyruTe He e NpeamMeT Ha OLeHKa.

HopmaTnBHaTa 6a3a, KoATo onpenensa KpUTepUUTe U CTaHAAPTMTE 3a KauyecTBO Ha CouManHnTe
YCYrn 1 PecnekTMBHO 3a KOHTPOJNa BbPXY TAXHOTO KauyecTBo e popmanuaupaHa v ypexpa
OCHOBHO KONMYeCTBEHW MOKa3aTenu, NpuiaraHeTo Ha KOWTO Moxe Aa oTbenexu dpopmanHo
- 6e3 fa ce OTuMTa XapakTepa Ha ycsiyrata - HelHaTa HaNWYHOCT W W3MbHeHue. Jlunceat
MN3MepPVIMN MHAMKATOPW 3a KaYeCTBOTO Ha COLManHUTE YTy 1 TeXHUA epeKT BbPXY XMBOTa Ha
noTtpebutenuTte. Ha npakTuKa ce noslyyaBa napafoKca, Ye ycnyrute B o6LHOCTTa GyHKLMOHMpPaT
B YCJIOBUA, KOUTO Ca MAEHTUYHU C Te3 B CneLmanv3npaHnTe MHCTUTYUUA U cnefiBa ia OTroBapAT
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Ha eaHN N CbLWn CTaHOaPTU U NBNCKBAHWA 3a MECTOMONIOXKEHME N MaTepKUaliHa 6a3a.

[Ipumep:
B HAKou 06WuUHU, npu ocueypAgaHe HA XpPAHA 3d HACMAHeHUMe KaueHmu 8 LleHmwp 3a

HacmaHasaHe om cemeeH mun, 38eHo ,Malika u 6e6e” unu ,LjeHmap 3a paboma c deya Ha
yauyama” u 0p. e noYmu xpdHeHemo 0d ce U38vplWed Maxka Kakmo e 8 cemelicmeo - 0a ce
Kynyea xpaHa om HOpMaseH Mazd3uH, cnopeo exeoHegHUMe Hyou u 6rodxem. [lpudyuHama
3a mosa e, ye ako deliHocmma e [J[1[] mpabea 0a ce cnazam peduya 3aKOHU, NPeOHA3Ha4YeHu
3a cneyuanusupaHume UHCMUMYUUU, U He Cv0bpd3eHU C HOB8UA mun yciyeu — mesu
HopMamugHU akmose ca: 3aKoHa 3a obwecmeeHUmMe NopsyYKU (cnoped Koumo 0a ce ulbepe
docmasyuka3a xpaHa), ,HAPELJBA Ne 5 om 25.05.2006 2. 3a xueueHama Ha xpaHume'; ,HAPE/]JBA
Ne 15 om 27.06.2006 2. 3a 30pasHume U3UCK8AHUA KvM sluyama, pabomewu 8 demckume
3asedeHus, cneyuaausupaHume UHCMUMyyuu 3a 0eya u 8u3pdcmHu, 8000CHaboumeHume
obekmu, npednpuaAMUAMA, Koumo npou3sexoam u/iu maupaysam ¢ XpaHu, 6pvcHApcKume,
(hpusbopckume U Ko3MemuyHUme casoHu” u m.H. Bcnedocmeue Ha koemo, eduHcmeeHume
8B3MOXHOCMU 3d XpAHeHe Ca — COYUAIHU NAMPOHAXU, YYUTUUWHU CMOoJI08e UNTU KemovpuHa.

CoumanHa nogKkpena, 3auMTalla OCTOMHCTBOTO HA JIMYHOCTTA — MPOLLeCHT Ha
BeNHCTUTYLNOHaNnn3auma

OT pewaBalWwo 3HayeHMe 3a pedopmata B couManHata MOAWTMKA € MpouechT Ha
OEVNHCTUTYLMOHANM3aUmMs T.e. Cb3[laBaHe Ha YCJIOBUA 3a XMBOT Ha XopaTa OT yA3BMMUKTE rpyniu
B TAXHaTa HOpMaJiHa cpefa B O6LLEeCTBOTO, @ He 3a TAXHOTO OTAENAHE U CoLManHa, KynTypHa u
obpasoBaTenHa 1M3onauua B UHCTUTYLUN. JenHCTUTyUoHanusaunata B bbnrapus ce pasbrpa
[BYCTPaHHO — KaTo 3aKpyrBaHe 1 NpeobpasyBaHe Ha CbLLEeCTBYBALLUTE N30AMPALLY UHCTUTYLIUN,
TaKa 1 KaTo pa3KpriBaHe Ha yCyry B OOLHOCTTa, KOUTO Ca afTepHaTMBa Ha MHCTUTYLMIOHANHAaTa
rpuxa. Bbnpekn MHOXeCTBOTO AOKYMEHTV NOCOYBALLM BaXKHOCTTA Ha AENHCTUTYLIMOHANN3aLmATa,
KbM HaCTOALLMUA MOMEHT TS Ce peanusmpa no HauvH, KOUTO He BOAV [0 CbLUECTBEHU NMPOMEHN U
[0 BpblUaHe B OOLHOCTTa Ha XMAAAN Jela U Bb3pacTHU.

Jlunca Ha NnaHupaHe 1 pa3KpuBaHe Ha YCNyrn ,Ha YNCT Bb3ayx” n ,Ha napye”

3a cbXKaneHve 4ecTo cpellaHa MpakTUKa e obwurHW Aa pa3kpuBaT ycnyru, 6e3 ToBa Aa e
06BbP3aHO C peaneH aHaan3 Ha NOTPEOHOCTUTE W C HANMYHUTE YCNIOBUA 3a NpeAoCTaBAHe Ha
ycnyrata. B pe3yntat Ha Ta3n TeHAeHUMA ce Cb3hafoxa YCIOBUA ManKkmuTe 1 no-6efHn obwmHmn
Ja pasKpuBaT CoUManHU YCIYr1, KOUTO CJy»KaT MO-CKOPO Ha WMHTepecuTe Ha OOBLYMHCKWTE
aAMMHUCTPALMM, OTKONKOTO Ha MHTepecuTe Ha noTpebuTenute Ha coumanHu ycnyru. ObwmHute
pa3bpaxa, Ye AenernpaHuTe AeMHOCT HOCAT CYGCMANM U PabOTHM MecTa, B pe3ynTaT Ha KoeTo
YecTo ce CyuBa, Ye MPOLIECHT Ha “OTBapsAHe” Ha COLMATHN YCIYrn He e CbobpaseH ¢ peanHuTe
HYX[M Ha NoTpebuTennTe 1 C Bb3MOXHOCTTA Aa ce HaeMe KBanuduumpaH nepcoHasn, KomTo aa
pabotu B ycnyrute. O6LMHCKNTE CTPaTernm 3a pa3BuTeE Ha COLMANHM yCnyri YyecTo ca GopmainHum,
npuanyaT c HeobOCHOBaHO, HamnMcaHy ca Habbp30, 6e3 cbobpasaBaHe C Hy>KAWTe U NpobnemuTe
Ha HaceneHueTo. YA3BUMUTE rpynu, KOUTO Te3n JOKYMEHTU 3acAraT, pAdKO ca MoKaHeHW [a
yyacTBaT B M3roTBAHETO Ha MaHOBUTE AOKYMEHTM, a TOBa € 3aAb/lKuTesiHa NpearnocTaBka 3a
n3rpakgaHeTo Ha Jobpa 1 afeKBaTHa cTpaTerua. YecTto cTpaTterusaTa He e 06Bbp3aHa C KOHKpeTeH
nnaH 3a JencTBue 1 nocnefBall MOHUTOPWHT. 3aMoYyHa fia ce NoBTapA GeHOMEHa Ha MHCTUTYLMKTe,
MHOFO OT KOWTO Ca Pa3nooXeHr B OTAANIeUYeHM 1 OTKbCHATW Maslkn HaceneHn MecTa (OTKbAeTo
naBa n ¢pasata,Ha YMcT Bb3ayX”), KOETO KaTo KpaeH epeKT o3HayaBa:

- orpaHunyeH p[ocTtbn Ao KBaﬂVId)VILWIpaH nepcoHan 3a npefoctaBAHE Ha ydiyraTta:
coumnanHu paﬁOTHVILlVI, ncnxonoswu, cneynanHy negarosu, ynpasneHCK nepcoHan n T.H.;
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—  OrpaHWYeHM BbHIMOXKHOCTM 3a KauecTBEHO 0Opas3oBaHMe, [a He TroBOpUM 3a
MPOABb/IKABALLO NPe3 Lena X1BoT 06pa3oBaHue;

— OrpaHWYyeH AOCTBM [0 cCneuuanvsvpaHa MeauuUMHCKa mnomoly U yciyru (Tbid Kato
cneumanmcTuTe ce Hammpar 06MKHOBEHO B roJIEMUTE rPaLOoBE 1 OBLMHCKIN LIEHTPOBE);

—  OrpaHWYEeHW COLUMANHN KOHTaKTW, BK/IOUATESTHO W Bb3MOXHOCTM 33 paboTa C
6110M0rMYHOTO CEMENCTBO.

[pumep:
lpu kaHOudamcmeaHe 3a cpedcmea om Esponelickus Cvi03 3a OCblUecmsessaHe Ha NPoeKmMu,

C8BP3AHU C nosUWABAHEMO HA 6/120CCMOAHUEMO HA 0eydama — OCHOBHO YcC/losue e
cv0bpazssaHemo Ha npoekma ¢ O6WUHCKAa cmpameaus 3a 0ememo, 8 KOSMo mps6ea 0a e
noco4eHa Heobxodumocmma om npedsiazaHama ycsyaa. [ipednonaaa ce, 4e 8CKa 06WUHA UMA
paspabomeHa cmpameaus, KOSmMo Moxe 0d npedcmasu, CbomMeemMcmedwd Ha Hyxoume Ha
HaceneHuemo. Ho noHsiKoea ce noslydasa o6pam+yomo paspabomea ce cmpamezusi Habsp3o,
€amo 3a 0a g umd, 3a 0a MoXxe 0d ce KaHOUOAmcmaa no Npoekmul.

Pa3kpuBaHeTO Ha HOBW YCNyri He e 6a3npaHo Ha NpeaBapUTESNIHO M3FrOTBEHA KapTa Ha yciyriuTe B
06LWHOCTTa, TO OOMKHOBEHO CTaBa,Ha napye”n He e 06BbP3aHO C NOTPEOHOCTUTE Ha HACENEHNETO
OT onpepeneHy BUaoBe ycnyri. ToBa BOAM A0 NIMNCa Ha CUCTEMATUYHOCT 1 peanHa 060CHOBAHOCT
npwv pasKpriBaHe Ha HOBW YCIYTU.

®uHaHcoBO o6e3neyaBaHe Ha AeNHCTUTYLMOHaNN3auuATa

EOvH OT OCHOBHMTE npobnemMu npen MNPOBEXAAHETO Ha [EVMHCTUTYLMOHAnM3auvsaTa e
drHaHCUpPaHEeTOo, KOETO Ce OCHLIECTBABA Ha MAapUe 1 NPV HeJOCTaTbUYHO MaHUPaHe Ha yCyruTe
B O6OLLHOCTTa.

Ha HuBO AbpXKaBHa NONMNTUKa, npouecnTe Ha AENHCTUTYLMOHANM3aunA 3aBUCAT OT CpeAcTBaTa,
KOUTO Ce OTNyCKaT 3a pa3kprBaHe HayCcnyrmBe O6LL|,HOCTTa, KOWTO CaanTepHaTBa Ha UHCTUTYLUUTE.
Pa3KpMBaHETO Ha HOBW ycnyru ce d)l/lHaHClea oT:

pas3nnyHUTE NpeanpucbeanHnuTenHn GoHAoBe (Beue KbM CBOS Kpali)
onepaTVBHMTE NPOrpamm

penybnnkKaHcky brogxxeT

®oHg,,CoumnanHo nognomaraHe”

JApUTESNICKN OpraHn3aLum n

OOLMHCKUTE BIOXKeTH.

(ONONORONON®)

He3aBMCcMMO OT Taka MOCOYEHUTE U3TOYHULUM Ha d)lechmpaHe, HaMMNPaHETO Ha CpencTBa 3a
Pa3KpuBaHETO Ha ycnyrn B O6LL|,HOCTTa Ce OKa3Ba Npean3BUKaTeNCTBO, KOETO He € O6B'bp3aHO C
HWKaKBW MNIaHOBE U NpOrpamMmun 3a AeNHCTUTYLNOHANM3auus. Jlnncata Ha nonuTtuKa no BbMNpoCa
3a Pa3KpnBaAHETO Ha couManHuTe ycnyrn B O6LL|,HOCTTa 1 TO MO HaUMH, KONTO Aa orpaquM,,on,qa”
Ha MHCTUTYLUUnTE N €HOBPEMEHHO C TOBa Aa o6e3neun MN3BEXAAHETO Ha HAaCTaHEHUTE Jinla OT
cneynanmsnpaHnTe MHCTUTYU WKW, NpaBu npoueca Heeq)eKTVIBeH.

MponbnxKaBaT Aa ce BraraT MHOXeCTBO CPefCTBa 3a GpMHaHCMpaHe Ha CblyecTByBaly popmu
Ha MHCTUTYLMOHAMHA rpuKa, @ He Ha coumanHy ycnyr B oblHocTTa. Mo pa3nnyHmn nporpamum
ce OTMyCKaT CPefCTBa 3a PEMOHTMPAHE Ha CbliecTBYBaLMA crpafgeH GpoHp Ha T.Hap. ,counanHa
MHbPaCTPYKTypa’, KOETO BKIIOUYBA 3aBEAEHNATA OT UHCTUTYLMOHAJIEH TUM, HO He 1 3a Crpagu
MoM3BaHN MW NOAXOAALLM 3@ YCNyry B 06LiHOCTTa. M0 TO3K HauMH gbprKaBaTa NPoLb/KaBa Aa
MHBeCTMPa GMHAHCOB pecypc B CblUeCTByBaLUWTE CNELUaNH/ NHCTUTYLMM (BOMOBE OT BCAKAKbB
TVM), BMECTO fja ce paboTu 3a TAXHOTO NpemaxBaHe 1 3amecTBaHe ¢ GOpMM Ha coLmanHa rpmxa,
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KOWTO OTrOBapAT Ha KpUTepunTE 3a CoLMaliHa NogKpena 1 CoLManHo BKYBaHe. BnoxeHuTe B
PEMOHT Ha MHCTUTYLMUTE CPefCTBa Ce OKa3BaT U apryMeHT CpeLly TAXHOTO 3akpuBaHe. Hapeg
C TOBa MoA MPETeKCT 3a PEMOHT U pedopmMupaHe B UHCTUTYLUWTE Ce Pas3KpuBaT «ycayru B
06LHOCTTax», KOETO NPOTUBOPEUN Ha MPUHLMMITE 3a COLMATHO BKITIOUBAHE M KMBOT B OOLLHOCTTA
Ha yA3B/MUTE TPynu.

PaskpuBaHeTo Ha ycanyrn e 06u4|-|oc1'ra He e OGB'bp3aH0 C AeNHCTUTYL{NOHaNn3aunaTa

Bce no-yecTo ce cpewaT cnyyam Ha pasKpriBaHe Ha COLManHM yCIyrn B 06LHOCTTa, 3aL0TO MMa
dUHaHCKpaHe 3a TAX, KaTo CblUEBPEMEHHO ce 3ara3Ba KanauuTeTa Ha MHCTUTYLMUTE U camuTe
MHCTUTYLUMK. ToBa AaBa Bb3MOXHOCT HA OOWMHUTE Aa MoslyyaBaT CpPeAcTBa upes AbpKaBHO
JenervipaHn GI0KeTn KaKTo 33 MHCTUTYLUMATA, Taka U 3a ycayrata. YecTto paskputute ycnyri B
006LHOCTTa Ca c KanauuTet (6por Non3BaTenu), KOMTO OTFOBAPs Ha HOBO-MOABUIIN Ce NOTPe6HOCTY
1 MHOTO PAZKO BOAV [0 U3BEXaHe Ha NiLa OT MHCTUTYUMUTE. [loCTbMbT [0 YCyriTe B 06LLHOCTTa
Ce orpaHuyvaBa 1 OT NPaKTUKaTa, NpuiaraHa B OTAENHM OOWHN, Ye e4HO SIMLE MOXe [a Mos3Ba
camo o efHa ycnyra C ToBa peasiHO My ce OTHEMa LUaHca fja Non3Ba ycyruTe B 0OLHOCTTa, Npu
KOWTO MACTOTO 3a »KMBOT € passfivyHa yciyra OT ycJiyrata 3a AHEBHM 3aHUMaHUA, 3a passinka ot
WHCTUTYLUATA, KbAETO BCUYKO Ce CJTyuBa Ha eJHO MACTO.

O6LMHCKMTE aAMUHUCTPALMUM HAMAT CTUMY/ Aa PabOTAT 3a 3aKpUBaHe Ha creuuannsnpaHmuTe
WHCTUTYLUMK, 3aLL0TO 3a TsX Ce OCUrypsBaT onpefeneH 6poi paboTHU MecTa 1 Ca CBbP3aHu C
ynpaefieHNeTo Ha GMHAHCOB Pecypc, OT KOMTO KMeTOoBETE He b1xa 1CcKanu Aa ce nwar.

[evHcTUTyLoHanu3ayuaTa nogMnHaBa MHCTUTYLMNTe 3a Bb3pacTHU (nvua Hag 18 r.)

Bcnukn ycunvs 3a eMHCTUTYLMOHANM3aumua B NociefHUTe roanHu 6sxa OpUEHTMPaHN KbM
ycnyruTe 3a feua. Makap pesyntatute fja ca MoBeye OT CKPOMHW, C€ PEerncTpupa HAKaKBoO
LBVKEHMe Hanmpep - Helwo, KOeTO He MOXe fja Ce KaXe 3a UHCTUTyuuuTe 3a Bb3pacTHu. Mo
OTHOLUEHME Ha Te3U UHCTUTYLIUW He ce NPeanpuemat AeiCTBUA, HATO B MOCOKA 3aKPUBaHE, HUTO
B MOCOKa NPEeCTPyKTyprpaHe 1 BBTPeLHO pedbopmmpaHe, Taka ue Aa rapaHTMpaT YoBeLLKMTe
npaBa Ha nonssatenute. MepKkuTe 3a Cb3faBaHe Ha XWIWLLHU YCIIOBUA 3a Bb3pacTHWTE N1Ua B
pamKuTe Ha O6LIHOCTTA Ca KPaHO OrPaHMYeHN 1 He ca 06BbP3aHK C MONUTMKATA Ha KUWLLHOTO
HacTaHABaHe 1 6naroycTposiBaHe - MPUMEPHO upe3 $oHAa OT OOWMHCKU Xunuwa. Jiunceat
COLMAHU YCYTI 3a Bb3PACTHU C aKLIEHT BbPXY AOMALUHUTE FPUXKK, KOUTO GiXa Aasnivi Bb3MOXKHOCT
Ha LA C NO-eKCTEH3MBHA HYXXAa OT FPUXK [ja 3anas3AT CBOSA CaMOCTOATENEH HAUWH Ha >K1BOT 1
[a XKnBesAT B 06LHOCTTa. [pU CTPYKTYPMPAHETO Ha COLMASTHM Yy 3a Bb3PAaCTHU HE Ce OTYmMTaT
0beKTMBHUTE filemorpadCKi MPOLIECH U CTapPEEHETO Ha HaLMATa, KOETO BCe NMOBEYE LUe BAUsE 1 Lie
OKa3Ba HaTMCK BbPXY TbPCEHETO Ha COLMAHM YCIYTi 3a XOpa OT TpeTaTa Bb3pacT. 3a CbhXaneHve
Ce 3aCunBa 1 TEHAEHLMATA B MHCTUTYLMVM 3@ Bb3PaCcTHY Aa Ce HacTaHABaT LA, 3anasunm ceonTa
CMOCOBHOCT 3a HE3aBMCUM XXIBOT, HO MO3BALYM YCYTUTE B CeLmanv3npaHa HCTUTYLUA Nopaam
NNCca Ha Apyra anTepHaTviBa Uy No MKOHOMUYECKMN MPUYMH.(HAMAT OM UK He ca B CbCTOsAHME
[a V34bpXKaT JOMaKUHCTBO). JIMNCBAT NOAKPENALM NPEBaHTUBHY YCIYTU 38 Bb3PacTHM U TEXHUTE
cemelicTBa. KoHcTaTvpa ce nunca Ha ycnyrv B o6LHOCTTa 33 Bb3PaCTHU X0Opa, KOWUTO M313aT OT
6ONHNYHM 3aBEeAEHNs U Ca CbC 3APABOCIOBHY MPOGIeMY, U3UCKBALLM ABArOCPOUHA rpuxa. B
MOMeHTa anTepHaTvBaTa 3a TakuBa NoTpebuTeny - ako 6aM3K1Te UM He MoraT ja UM OCUrypsT
TPVIXKU B JOMALLHA CPeAa - ca CreumanmusnpaHnTe MHCTUTyumun. CneunanmsnpaHnte UHCTUTY LUK
He pasnonarat ¢ Heob6X0oAMMMUA PeCypC 3a OCUIypsiBaHE Ha afeKBaTHU TPUXM U NOAMNoMaraHe
Bb3CTaHOBAIBaHE Ha CMOCOGHOCTTA Ha NOTPe6UTENUTE 3a HE3aBUCUM XKIMBOT.

DdopmanusnpaHe Ha AeVHCTUTYLMOHANN3AUMNATA

3a Ja ce Clyum peanHa [EUHCTUTYLMOHanNM3auus, e HeobXoAMMO peanHO MiaHvpaHe Ha
¢drHaHCOBMTe cpeacTBa M YoBeLKUa pecypc. MNpakTuKaTta NokasBea, Ye HamansBaHe Ha 6pos Ha
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nuuaTta B MHCTUTYLMIUTE, HAaMpUMep, MOXe Aia ce oTyeTe 1 GOpMasHO, Upe3 NOAXOA, KONTO Hue
Hapuuyame,cTaTucTudeckmn”. CneymnanHo 3a geuaTa, HaCTaHEHW B UHCTUTYLIMK, TO3M NOAXOA fOBEAe
[0 HamanABaHe Ha 6posA Ha feuaTta B CreuManu3vpaHn MHCTUTYLMKN C NOBEeYe OT ABeTe TPETH,
KaTo Ce CTECHN HOPMATUBHO MOHATMETO 3a Creunanm3npaHa UHCTUTYLNA, M3BbH KOETO OCTaHaxa
MHOXECTBO M3onMpaLym GopMm Ha oTrexxaaHe 1 rprxa 3a geuata (CMW, BYU n gp.).

Opyr dopmaneH noaxof Ha AeUHCTUTYLMOHaNM3aUmnaTa e NpemMecTBaHeTo OT eAHa UHCTUTYLNA B
JpYra, C KOETO Ce OTYMTa HamarnABaHe Ha 6POA Ha UHCTUTYLUKTE. 3aKPVIBAHETO Ha MHCTUTYLIMM Ce
M3BBbPLUBA KaTo NNLIATa, XKUBEELLW B 3aKpuTaTa MHCTUTYLMA GU3nMYecKn ce npemecTBaT B Apyra.
B Te3u cnyyan He MoXe ia rOBOPYMM 3a peasiHa AeNHCTUTYLMOHanu3aums, Thid Kato ce noctura un
OTYMTa HamanABaHe Ha 6PoA Ha UHCTUTYLMKTE, @ He Ha 6poA Ha NpebrBaBaLLUTe B TAX XOPa.

ColuecTByBaLLMTe MHCTUTYLMUTE KaTo popMa Ha coLmanHa NoaKpena ca n3uano B npoTreopeyme
C NPUHLMNNTE Ha CbBpeMeHHaTa couranHa nonutrka. Gakr e, ye npes M3MMHanMTe roANHU He ce
Hamepw pelleHne, HATO ce MPEMUHA KbM peanHo AeCTBME U CUCTEMATUYEH NOAXOA 3@ TAXHOTO
3aTBapsAHe 1 M3BexAaHe Ha HacTaHeHWTe B TAX Xxopa. ToBa 6e MOBOABLT TO3M BbMNPOC, MaKap u
Ja He e BK/OYEH B MOHWTOPUrOBUTE JOKMaAW, fa Obfe 0bGeKT Ha crneuuanHo BHMMaHue oT
EBponenckuTe MHCTUTYL K.

JeueHTpanusaymvaTa Ha COLQMaNHUTE YCIyrin

CobuiectBeHa pedpopma B HauMHa Ha NPEAOCTaBsHE Ha ycnyrn 6e BbBEXAAHETO Ha MpUHLUMNA
Ha JeueHTpanu3npaHo NpefocTaBsaHe Ha ycnyrute. [leleHTpany3aymata no cBosATa CbLHOCT e
JenervpaHe Ha rnpaea 3a NpefoCTaBAHE Ha YC/yr OT LIeHTpanHaTa BfacT KbM obwmHuTe. ToBa e
MbPBUAT eTaN Ha feLieHTpanm3aursaTa. Bropuar etan e cBbp3aH ¢ NpaBoTo O6LWMHWTE fa oTAagaT
NPeAoCTaBAHETO Ha YCNYruTe Ha YacTeH AOCTAaBUMK, KaTo 3aMasAT OTFTOBOPHOCTTA @ ONpeaenst
NnoTpebHOCTUTE OT YCNyrW, nproputeTute B cdepata, HauMHa Ha TAXHOTO MpefoCTaBsHE,
KOJIMYECTBO, KAYeCTBO; KAaKTO 1 PYTY BbMPOCK, CBbP3aHU C YNPaBIEHNETO U GUHAHCMPAHETO Ha
coumanHute ycnyru. Llenta Ha feleHTpanumsauysaTa e ycinyrute aa ce paskpuvsaTt U NpefocTaBsaT
Ha MACTO, 6nM30 [0 NOTPEOUTENNTE, CbIMACHO MECTHUTE Bb3MOXKHOCTY Ha NpodecroHanHuTe
[OCTaBUMLM, KOUTO B YCJIOBMA Ha Nas3ap M KOHKYpeHUUs, npeasiaraT KauyecTBEHa rpuxa u
nogkpena.

MocTraHeTo Ha Tasu Lief e BCe OLLe MHOrO Janey, Tbid KaTo NPoLechT Ha AeLeHTpanmn3aums Ha
NPaKTUKA € CBbP3aH C MHOXECTBO HEACHOTU U MPo6iieMu, KakTo U KOHOIUKT Ha MHTepecu Mo
OTHOLUEHWE Ha OBLUMHCKUTE agMUHUCTPALMN:

CmecBaHe Ha ponuTe 1 NPUBUIErIPOBAHO MOJNOXKeHe Ha 06WnHNTe

Taka KaKTo ce nMpoBexAa AeLeHTpanv3auusTa, obwmHaTta e nocTaBeHa B ABOMHa pona. OT egHa
CTpaHa Ha Hes 1 e BMEHEHO MPOBEXJAHETO Ha MECTHA NONNTIKA 3a YCNyrMTe, B TOBA YMC/I0 —aHanm3
Ha noTpebHOCTUTE, NNaHMpPaHe, Pa3kpUBaHe Ha YCNYr 1 KOHTPOJT Ha KaueCcTBOTO Ha rpukaTa u
OT Apyra CTpaHa, obLMHaTa MMa NpaBo 1 Aa NpepocTaBs caMuTe YCIyry Kato JOCTaBUYMK. ToBa
CMeCBaHe Ha posiMTe Mpeyn Ha oOLWMHMTE fa OCHLLECTBABAT 3afauUnTe CU 3a LSSIOCTHaTa MeCcTHa
NoNNTUKa Ha YCnyruTe, Tbil KaTo KanauuTeTbT MM € HaCOYeH KbM eXefHEBHOTO yrpaBieHune
Ha ycnyrute. PeaneH KOHNUKT ce monydyaBa M NPU KOHTPOSA M OLEHKa Ha KauyecTBOTO Ha
npefocTaBaHaTa nogkpena. He e peanncTnyHo Aa o4akBame KauecTBO M afleKBaTHOCT Ha YCIyruTe,
KOraTo MMa MOHOMOJ MO OTHOLLUEHMEe Ha B3MMaHe Ha peLleHns, U3MblHeHUe Ha fafeHa QyHKumA
N HEMHOTO OTYUTaHE.
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C'bI.I.IECTBYBaI.I.lIIITe JINUEH3NOHEH N perncTtpayMoHeH peXxmm He ce OTHACAT 3a BCNYKU
AOCTAaBYMNLIN Ha counaiHn ycnyrm

Hape,u, CbCCMECBAHETO Ha ponnTe aeueHTpann3aunATa e CBbp3aHancapyraHepPaBHOMOCTAaBEHOCT
No OTHOWeEeHMEe Ha AoCTaBuMnuynuTe — CbluecTByBalUTe NNMUEH3NOHEH N PETNCTPALNOHEH PEXNM
3a AOCTaBUYMLUTE Ha COUMANHN yCnyr BaXn CamMmo no OTHOWEHWE Ha YaCTHUTE JOCTaBYMLUN U HE
Ce OTHacA 3a O6LIJ,I/IHVITe. ToBa nocTtasAa anpuopu O6LL|,VIHI/ITe B npusmnernpoBaHa nosnumnA, Kakto
NO OTHOLWEHNE Ha N3NCKBAHUATA 3a KA4Y€CTBOTO Ha yd1yrute n KOHTPOJ1a BbpPXy TAX, KAKTO U MO
OTHOLUEeHWNe Ha 4oCTbMa Ao FI)/6J'II/ILIHVI cpencTea 3a d)lechmpaHe Ha ycnyrure.

PernameHTVpaHeTOo Ha KOHKYPCa KaTo efUHCTBEH MeXaHN3bM Ha COLMAIHO JoroBapsAHe He
CTUMynupa npoueca Ha fieLleHTpanm3ayus

HezaBuncrmo, ye B HacToAWaTa HOpMaT/BHa 6a3a Ma pernameHT1paH MexaHr3bM 3a Bb3naraHe
npeAoCcTaBAHETO Ha COLMAITHUN YCITYTY Ha YaCTHM fOCTaBYMLM, TOV He e epeKTBEH 1 He Moarnomara
pa3BUTMETO Ha KayecTBeHU coumanHu ycnyru. OT cybeKkTnBHaTa BONA 1 NpeLeHKa Ha KMeTa Ha
CbOTBETHaTa O6LMHA 3aBMUCU KOW COLManHu yCyri morat fa 6baaTt Bb3oXKeHW Upe3 KOHKYpPC
Ha YacTHM JOCTaBUMLM 1 [any BboOLLe TOBa Lie ce cnyun. He e npeaBuieH BapraHT, Npy KOWTo
npouegypaTa no coymanHo JOroBapsaHe fa 3arnoyBa 1 Mo MHULMATUBA Ha YaCTHU JOCTaBUYLM
Ha COUManHM YCnyr Uiy Ha Apyru o6LUHCKM OpraHu, MMalLm oTHoLleHne KbM cdepata. Jluncea
Bb3MOXKHOCT 3a MPAKO AOroBapsiHe - B cuTyaumn, npu Kouto gageHo HIO e pa3suno ycnyraTa
UK pasnonara cbc cob6cTBeH crpafeH GoHA. B Ta3n Bpb3Ka, KOrato ce NpoBeXAaT KOHKYpCK 3a
TaKu1Ba yC/yru, TO KOHKYPC BT ce npoBexa popmanHo nnm obLymHaTa pellasa cama fia npefocTassa
ycnyrata, KoeTo 06e3cMUCIA yCUnmaTa Ha YacTHUA AOCTaBUYMK 1 HeroBaTa MOTMBaLMA.

MoTpe6HOCT OT ACHN NpaBuNa N yeAHaKBABaHE Ha NPaKTUKNTE OTHOCHO PpUHaAHCMpPaHeTo
Ha coLMaNHNTe YCIyru 1 NpefoCcTaBAHETO Ha NY6NNYHM CpeficTBa HAa YaCTHU AOCTaBUMLA

Heobxoarmo e n3punyHoO Aa ce NpeaBuan Bb3MOXHOCT JOCTABUMKBT NPefoCTaBsaLy ycyraTa ja
u3nonsea GpopmMMPaHUA OCTaTbK OT AenervipaHvs GIoKeT 3a pa3BrBaHe Ha camaTa couumanHa
ycnyra. Xvnotesarta, B KOATO Taka GopMMpaHnsa OCTaTbK CrliefjBa Aa Ce BbPHE OT AOCTaBUYMKA B
OBLMHCKMA BGIOIXKET U OBLIMHCKUAT CbBET B3EMa PELLEHME 3a HErOBOTO M3MON3BaHe Cb3AaBa
NPeAnocTaBKkM 3a HeeheKTUBHO NinaHmpaHe. YecTo Bb3MOXHOCTTA 3a BpblyaHe Ha GopMupaHus
OCTaTbK MOXe [ja CTaHe MpuUYMHa NPV NPOBEXAHETO Ha KOHKYpCWU MO-HUCKaTa LieHaTa Ha
ycnyrata fja e onpegensiy, GakTop 3a cneyenBaHe Ha KOHKYPCa, 3aL0To TOBa O3HauaBa ue Lie ce
dopmupa ocTaTbK, KOWTO Lie MOCTHMN B OOLUMHCKUA BIOAXKET.

He3aBuUcrMO OT BbBEXAHETO HA eAVHEH GUHAHCOB CTaHZAPT 3@ COLUMANIHU YCAYri, KOWTO
obepunHn duHaHcoBuTe naparpadu 3a oHpg ,PaboTHa 3annaTta”  maTepuanHata U3gpbKKa Ha
yCnyruTe, BCE OLLEe MMa OOLLMHI, KOUTO OTCTOSIBAT Te3aTa, Ye KMETbT e paboToaaTtes Ha nepcoHana,
aHraXkmpaH oT YaCcTHMA AOCTaBYMK B MpoLeca Ha NpeAoCcTaBAHe Ha yCIyruTe Uiy Cb3AaBaT peanHu
npo6nemu nNpu GMHaAHCUPAHETO N OTUYMTAHETO HA Pa3xXoABaHUTE CPEACTBA 3a ycnyrute, 6e3 ga
oTuMTaT TAXHATa MUCKA 1 edeKT BbPXY XKMBOTa Ha NoTpebutenute.

[pumep:

pu ¢puHaHcosa nposepka KOHMPOAUPAWUME OBPXKABHU OP2AHU NPOBEPABAM BCEKU HANPABEH
pasxo0 3a He208amMa yesnecvobpd3HOCM U 3dKOHOC®ObpazHocm, 6e3 0a 83umam npedsud
HA4yuHa Ha pyHKyuoHuUpaHe Ha HIMO. Hanpumep me mozam 0a cMemHam 3a HeyenecsobpaseH
u38BPUWEH pazxo0 3a NOOOPBXKA HA KOMNIOMBPHAMA CUCMeMd UJU 3d CY4emOB00HU YCJly2U HA
HI10 noo npe3ymnyusma, 4e moga He ca 0eliHOCMu OUPeKMHO C8vP3aHU C (hyHKUUOHUPAHemo
Ha ycnyeama. Om Opyea cmpaHa obade me3u pasxoou o6c/yxeam obuwomo gyHKUUOHUPAaHe
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Ha opedHu3ayuaMad, 4acm om KOAMO ce A8884d U CbOmM8emHAma coyudsiHa ycayed. Ouje
noeede, 4e B8ceKU eOUH KOHMPOAUPAW OpedH NO/38a UHGOPMAUUAMA, 2eHepupaHa om
cnoMeHamume no-2ope UHHOPMAUUOHHU CUCMeMU, Koumo He Mozam 0a 6s0am npou3sedeHu
8 paMkume Ha camama ycnyza. Obpslwame BHUMAHUE, Ye KO Mo8d e ycJly2d npedocmasaHa
OupekmHo om obWUHAama, Mo 8sNPOCHAMA UHPOPMAYUS CBUO ce hpou3sexdd om no0obHU
UHGOPMAYUOHHU cucmemMu, 3d KOUMOo 0bWUHAMA pa3nosaza cbC ceomaemeH 6100xem. Toecm
me He ca ,6e3n1amHu’; KAKMo mespo0sm puHaHcucmume Ha HAKOU 06uuHU!

DuHaHcMpaHe Ha couVaNHUTe YCRYri

KauecTBeHu coumanHm ycnyrm mMorat fia ce NnpefocTaBaT camo ¢ obesneueH GprHaAHCOB pecypc.
DrHaHCUpPaHEeTO Ha CouUManHUTe YCIyru MMa fBa MHOTO BaXXHW acnekTa. Ha nbpBo MACTO OT
CbLUECTBEHO 3HaUeHMe e pa3Mepa Ha CPefCTBaTa, a Ha BTOPO MACTO e eheKTUBHOTO pa3xoaBaHe
Ha Te3n cpencTea. He BuHary pasxofBaHeTo Ha onpefeneH obem GpUHAHCOB pecypc Boau
3ab/DKUTENIHO A0 OMpeAeneH pesynTaT M KauecTBO, ako He Ce OTYMTa HauuHa, Mo KOWTO ce
yCBOABAT CpPefCTBaTa..

OUHaHCMpaHeToO Ha coumanHuTe YCayru ,ObpXKaBHU AenernpaHn OerHoCT” ce onpefens Ha
HaLUMOHANHO HMBO, KaTo Ha NpakKT/Ka He Ce OTYMTaT MEeCTHWUTE NMOTPEOHOCTN U cneundurKkn Ha
oTAenHuTe HaceneHn mecta. lNpeobnagasalla YacT oT PHAHCOBUTE CPEACTBA 3a COLMANHN YCYTn
ce ocurypsBa oT penybnvkaHckm 6iogkeT. OBLMHNTE MHOTO PALKO Pa3KpMBaT COLMAnHM ycyrm
KaTo,MEeCTHU IeMHOCTU", KOUTO fAa 6bAaT GUHAHCUPaAHW CbC COOCTBEHUN CPeACTBa OT OOLMHCKUTE
6iopkeTn. OBMKHOBEHO eAVHCTBEHATa YC/yra MeCTHa AeHOCT € AOMALLHUA CoLManieH NaTpoHax.
B Ta3m Bpb3Ka pa3brpaema e MOTMBaLMATA Ha OOLMHWTE Ja pa3KpuUBaT YCIyri KaTo, Aenervpanm
ObpXKaBHM [AeNHOCTU” C Len ycBoABaHe Ha QUHAHCKMpaHe OT penybrmMKaHCKy OoaXeT, Ho e
Hecepuo3HO fia ce 0YaKBa, Ye BCUYKMN BULOBE COLMANHY YCNYTI, BKIOUYNTENHO MHOBAaTUBHUTE, B
ObaeLle e NosyyaBaT yCTOMUMBOCT MO TO3M HauVH - 6€3 GMHAHCOB aHrAXXMMEHT Ha OOLUHUTE,

®uHaHcMpaHe cbC CpeAcTBa OT CTPYKTYpHUTe poHA0Be

CoblyecTBeH M3TOYHMK Ha GUMHAHCOBU pecypcu npe3 U3MUHANMTE FOAUHM 6sAxa pasnnyHu
[apUTeNICKM OpraHu3aLun, KOWTO - C YNEHCTBOTO Ha CTpaHaTa B EBponenckus cbio3 - Beye
MocTeneHHO ce U3TerNmxa, C KOeTo CoLUMarnHuTe yCyrn octaHaxa Ha ny6nmyHo ¢uHaHcmpaHe.
CbBCeM JIOTMYHO Crlef] TOBa, AbpKaBaTta npegnprie Mepku fa obesneun GprHaHCUMpPaHETO Ha
coumanHata noakpena cbC CpeAcTBa OT NpeAnpuCbeanHUTENHUTE GOHAOBE U CTPYKTYPHUTE
¢doHgoBe. C ToBa ce ohopMMXa HAKOWN CepPUO3HU Npobnemn npes GpHAHCUPAHETO U PA3BUTUETO
Ha couuanHuTe ycyru, a UMeHHOo:

+  ®OUHaHCOBU CPeACTBa 3a YNpPaB/eHye Ha COLMANHM YCyri ce OTNYCKaT Ha NPUHLUMNa Ha
rPaHTOBMTE CXeMM, KOUTO Ca C MaTbK BI0IXKET U Ca KPaTKOCPOUHWY - TOBa BOAV [0 NiaHMpaHe
1 GUHAHCMPAHE Ha YCyri, KOUTO MAT BPEMEHEH XapaKTep B PaMKITE Ha JafieH MPOEKT 1
He Ce MMCIIN 33 OCUTYPSIBAHETO Ha TAXHATA YyCTOMUMBOCT U peanusunpaHe crief npukIiouBaHe
Ha NpoekKTa.

[pumep:
Hanpumep no OIT «PYP» ¢puHaHcupaHemo 3a yciyeume »coyudsieH acucmeHm» u «0oMauleH

NOMOWHUK» - KO e0Hama 200UHAd KaHoU0amcmeaw u cneyenuw Ha opy2ama He MoXeul.
Moumu HAMa obwWuHA, KOAMO 0a He npedno4Yuma da 83eme napu om penybauUKaHCKUs 6100xem
ceaa, Kamo ce npednosaeza, Ye csied 2013 mpabsa 0a eu u38aou om cobcmeeHus cu 000, 8
cnredcmaue Ha Koemo 8 MOMeHMa me3u ycyau hyHKUUOHUPAm mpyoHo.
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« MUKpPO-MEHUIKMBHT Ha NMporpamuTe. - yrpasnaBallyTe OpraHu, HAMAT HEOOXOAUMUAT
ONUT 1 HanMaLweHy oT 06BUHeHNA B Kopynuusa 1 nposepku oT OJTAD, ocbLiecTBABAT,MUKPO-
MEHVAKMDBHT’, @ He ClefAT 3a KaueCTBOTO Ha M3MbJIHABAHUTE NPOEKTU. [JOKyMEHTaNHOTO
OTUETHOCT Ha pa3XxoauTe B3MMa BPbX Hal MAesATa 3a KauyecTBO Ha MpoekTa U edpekTa Ha
HeroBuTe pesynTaTu.

®uHaHcnpaHe Ha yCyruTe Cbc CpefcTBa OT Abp:KaHuA GropxKeT

CouuanHuTe ycnyru, cnopef Aencrealliata HopMaTMBHa 6a3a, ce onpeaenaT Ha ycnyr JbpKaBHO
genervpaHun penHoctn (OO0) n MecTHM AeNHOCTM. 3a Te3n YCsyru, KOUTO ca B CMUCbKa Ha
ObPKaBHO fenernpaHnTe 4eHOCTY e OCUrypeHo dUHaHCUpaHe OT peny6nKaHCKM BIoaKeT.

MpobnemunTe, KONTO NPOU3TUYAT OT Bb3MOXKHOCTTa 3a A1 duHaHCUpaHe:
« Cnopep 6bArapckoTo HOopMaTMBHa ypeaba 3a coumnanHute ycnyrn OO0 pa3mepsbT Ha
cpefcTBaTa ce onpefenda Ha LEeHTPaHO HUBO C aKT Ha M3MbJIHWTENIHATa BRacT, KaTo He
ce otynTaT cneyndrKkaTa U pasnnKUTe B CTaHZAPTA HA PA3NYHUTE PETVIOHN U OOLUHN B
CTpaHara.

[pumep:
CmaHdapmume 3a u30pwXKAd ca makuea, ye 8 20nam 2pad kamo Cocpus Hanpumep e

noYmu He8®3MOXHO 0d Ce Haemam KeanuguyupdHu cheyuanucmu, koumo 0a pabomsam
3a 8b3HAPAXO0eHUemo, Koemo 00Cmdsyuksm Moxe 0d npedocmdsu ¢ omnycHamume
cpedcmea.

« Hes3aBucumo, Ye VMa ,eiVIHEH CTaHAAPT', KOETO 61 TPAOBANO Aa 3HAUYMN BCEKM AOCTaBUMNK
[a onpefens Bb3HarpakAeHUATa Ha MepPCOHan 1 M3gpbXKKaTa Ha ycnyraTa, npakTukaTa
nokassa, ye oOLWKMHMTe YecTo AaBaT MoBoOA fa ce pa3bepe, ue Bb3HarpakaeHUsiTa Ha
nepcoHana TpAabsa fa cbobpaseHu C Te3n, KOUTO Ce AaBaT B OOLMHCKUTE YCIyTI.

- Pa3kpuBaT ce ycnyry nopagu HanMunmeTo Ha ocurypeHu GprHaHCOBM CpefcTBa upes
efMHeH GUHAHCOB CTAHAAPT, @ He cropes HYXXAWTe Ha HaceneHneTo.

« PeanHo nuncBat mMexaHW3mMu 3a UHaHCUpPaHE, KOHTPOM U peanu3upaHe, KOUTO Aa
rapaHTMpaT eguvH OT OCHOBHWTE MPUHLMMNM Ha YCnyruTe, Aa ca 6nm3KuM fo couumanHata
cpepa.

- TpogbmxkaBa NPWIOKEHMETO Ha MPUHUMMA, 4Ye ,Napute cneaBaT A[OCTaBuMKa/
WHCTUTYLUATA’, @ He Ha NpYHUKMNa ,NapuTe CnefBaT KaneHTa". Bbnpeky, Ye To3U NpUHLMN
€ OTCTOfIBaH OT AbAro Bpeme, KakTo oT MecTHu HIMO-goctaBumum Ha ycayri, Taka u ot
MeXJYHapOLHN eKCMepTy aHrakMpaHy B Npoleca Ha KOHCYNTMpaHe Ha npaBuUTencTBaTa
3a ONTUMKM3MPAHE Ha couManHaTta MojUTUKa B CTpaHaTa, GMHAHCOBMTE MOTOLM He ca
OpUEHTUPaHN KbM NOTpebUTennTe Ha ycnyruTe.

®uHaHcoBa ycTtonumsocT Ha HMO-Ta goctaBunym Ha ycnyru: HIMO-Ta, KOMTO ca aHraXXmpaHu cbc
couManHm ycnyru ca B noBeyeTo ciydyam donor-driven n/vnv ca nogn3nbaHUTENN.

0606wWweHne

MpepcTtaBeHNAT aHaNM3 Ha KOHTEKCTa Ha MpefocCTaBAHe Ha couumanHute ycanyrn B CTpaHaTa
NMOKa3Ba, 4ve:

. Ped)opmaTa B COUManHaTta cd)epa € 3ano4yHana, HO He BOAN A0 OYaKBaHUTE pe3ynTatun,;
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+ couuanHaTta MosnThKa e NleHa OT NocnefoBaTeniHocT. MpreTr ca HoBUTE NPUHLMNMA
Ha coumasnHaTta nogKpena 3a yA3BMMUTE TPYMK, HO CaMO Ha XapTusa 1 HAMa BPb3Ka MeXay
[eKnapupaHuTe NPUHUUNM 1 HOPMAaTMBHaTa 6a3a M peasiHOTO MOIUTUYECKO AeNCTBME
(cTpatervu, nporpamu 1 NPOeKTH);

+  [OeUHCTUTYUMOHanu3auuaTa u geleHTpanusauuata (B HeMHWA BTOPY eTan) ca BCe ole
npean3BrNKaTeNCcTBO;

* JIMNCBa CUCTEMa 3a afieKBaTHa OLUeHKa KakBW ycnyru fa 6b,an paskpuTn;

+ JIMNCBa ABOVHWA NOAXOA KbM npenoCcTtaBAHE Ha BKIIKOYBaWKM yCcnyrn — BK/OYBAHE Ha
yA3IBUMUTE TPynn BbB BCUYKU NONUTUKKU, CbYETAHO C NOINTUKN, HACOYEHN CaMO KbM TAX,
KoraTto e HeOGXO,ElI/IMO,’

+  JIMNCBA MHOXECTBEHOCT Ha AOCTaBUMLUTE Ha COLMANHM YCAYTU — Pa3fIMYyHK MO BUS 1 MO
WHTepec AOCTaBYMLM Ha YCNyTm);

+ B MONAMTMKATA JIMMNCBA UANOCTEH M CUHXPOHU3MPAH MEXAY MHCTUTYLMUTE NOAaXon 3a
nprobLyaBaHe 1 akTUBHO BKJIIOUBAHE Ha PasNMYyHUTE YA3BUMU rPpynu;

* MHOrO 4ecCTo ycnyrute oCtaBaT HeAOCTbMHN N HEOTIOBapALWN Ha I'IOTpe6HOCTI/ITe}

+  HAMa OGEKTVBHA OL|EHKA Ha TOBA, JOKOJMKO ca 6unv epeKTUBHY NpUaraHuTe MepKY,
KaKBW KOHKPETHY Pe3ynTaTi B AbArOCPOYEH MJ1aH ca Aanu 1 JOKOJIKO BIIOKEHOTO OTroBaps
Ha MOCTUIHATOTO W/ € Hali-afieKBaTHOTO KaTo pelleHue;

* OKasa ce, Yye Cnef uvsTernAHe Ha 4vyxgecTtpaHHUTE OOHOPU MHOrO ycnyrm ocCTaHaxa
«HenogKkpeneHwm»;

« cnab KanauuTeT 1 IMnca Ha M3MEPVMMN NHAMKATOPU, KOUTO Aia FapaHTMPaT KauecTBO Ha
ycnyrute;

+  XaOTWYHO M CMOPAAUYHO Pa3KpVBaHE Ha YCIYri, KOETO PALKO Ce OCHOBABa Ha MO3HaBaHe
1 NpeBapUTENHO NPOYYBaHE Ha NOTPebHOCTUTE;

e JIMnNca Ha KapTa Ha ycnyrute B Aai€HO HaCeJNleHO MACTO;
e CUNIHO 6rop0KpaTv|3|/|paHe Ha cncTtemMaTta 3a coumanHa nogkpena;

e JINNCa Ha Bb3MOXHOCTU 3a B/INAHNE U YNPaXHABAaHE Ha KOHTPOJ1 BbpXY hencTemATa n
peweHnATa Ha MeCTHaTa B/1aCT, Ha KOATO Ca NPEeXBbP/I€HN OrPOMHa YaCT OT OTTOBOPHOCTUTE
3a npoeexXxpaaHe Ha counanHaTta NONNTUKa.
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OCHOBHM NMPpUHUMNNN Ha NONIUTUKINTE 3a NoAgKpena Ha yA3BUMUTe rpynn

anHLlVII'II/ITe B banaTa KHura ca pe3ynTaTt OT BU3NATa Ha YneHOBETE Ha I'InaTq)opma L~CoumanHun
nonuTkKn” 3a npoBexaaHe Ha e(l)eKTI/IBHa coumnanHa NoNnTKa B NoAKpena Ha yA3BUMAUTE Tpynun.
M3BexxgaHeTo UM Lenmn NnocTuraHe Ha cbrnacme 3a npunHUMNnNTE N ULEHHOCTUTE Ha NONINTUKUTE 3a
nogkpena v npoBexaaHe B pea/IHOCTTa Ha NOJINTUKA, KOATO ' Bannan3vipa B NpakTrkaTa.

M3BegeHnTe NpUHLUMNY Ca NPAKTUYECKN OPUEHTUPAHN 1 NMOYMBAT HAa OCHOBHUTE MPUHLUMUNK 3a
coumanHa Koxesus, COLManHoO BKIIOYBaHe, coLManHa uHTerpaumna n epektmBHa nogkpena. Te
ca cefjeM 1 MOKpMBaT BCMUKM acMeKTy Ha NPefoCTaBAHETO Ha YC/Iyri B MOAKPeNa Ha yAa3BMMUTe
rpynu:

1. iHTerpupaH nogxop npv npefocTaBAHe Ha NoaKpenaTta v ycnyrute

2.Mopakpena B OTrOBOP Ha NOTPEBOHOCTUTE 1 XKefaHusTa

3. EpeKTUBHOCT Ha nogKkpenaTta

4, DUHaHCMpPaHe OPUEHTMPAHO KbM NOTPebUTens

5.TpepocTtaBaHe Ha couranHu yCnyru B nasapHa cpefa

6. NpodecroHanHo npeaocTaBsHe Ha NoAKpenaTa u ycyruTe

7. TnaHnpaHe Ha NogKpenata u ycnyrute

Kbm BCcekr OT TAX Ca MOCOYEHU Habop OT MPENOPBKM, KOWTO HACOUBaT KbM KOHKPETHU
NONUTNYECKM AENCTBUA U MEPKU.

1. UHTerpupaH noaxop npu npefocTaBsHe Ha NoAKpenaTa u ycyrure

Llenta Ha nogkpenarta 3a ya3BMMUTE Fpyni € Aa JoBeAe L0 MO-BUCOKO KaUeCTBO Ha TEXHUA XKIBOT,
KOeTo O3HauyaBa He3aBMCUMOCT M PeasnHo yyacTne B COLMANHMA XMBOT. Ta3n Lien Moxe fa 6bae
MoCTUrHaTa Npu NpuiaraHe Ha UHTErprpaH Nnoaxof, Npu KOWTO NpefoCTaBAHETO Ha COLMaHu
NMOMOLLM, YCIYT U OCUTYPSIBAHETO Ha [AOCTbMHA Cpeda ce MNpefoCTaBAT B KOOpPAUHALUSA.
MpoBexaaHeTo Ha couuanHa NoANTIKa C MHTErpripaH NoAXo4 U3MCKBa B3aUMHa AOMbIIHAEMOCT
npv NPefoCcTaBAHETO Ha NnoakpenaTta, KOMOMHALMUA Ha OOWMTE U HACOUYEHUTE KbM YSI3BUMUTE
rpynu NOAUTUKY, OGEANHABAHE Ha pecypcuTe Ha Ny6NUYHMA CEKTOP U KOOPAMHALMNA Ha BCUUKM
HVBa MeXAY MHCTUTYLIMUTE, aHraXknpaHy B MPOBEXKAAHETO Ha CbOTBETHUTE MONUTUKU.

B3zaumHa donwsaiHAeMocm npu npedocmassaHemo Ha nooKpena:

OCVIprﬂBaHETO Ha nojKpena 3a YyA3BMMWUTE Tpynn ce ocbllecTBABa WHTErpPmMpaHo, Kato
pasnnyHunTe d)OpMVI Ha nogkKpena — NOMOoLN, ycnyrn n afantrpaHe Ha cpefata ce npefoCcTtaBAT
B KoopAuHauuA. MepKI/ITe BbB BCSIKa OT Te3n 0651acTh He ca napanejiHn " He3aBnCUMK, HO
HanpoTmB Ce aHausupam, njiaHupam u peasiudupam KaTo B3aUMHO-AO0MbJIHAEMN. Bcaka ot
obnactute nma CbLeCTBEHO 3HavYeHMe 3a ocmrypABaHe Ha Ka4dyeCTBOTO Ha XUBOT M CnefBa
peanHo Aa rapaHTMpa npeoosiABaHe Ha n3onaynATa. I'InaHmpaHeTo n 6aﬂaHCVIpaHOTO pa3sButTmne
Ha counanHaTa NoNNTUKa Ha HauMOHaJIHO HMBO MO OTHOLWEHWE Ha YA3BUMWUTE rpynn napanenHo
B TPUTE HAaNpaBNeHNA, rapaHTUPa 3a yA3BUMUTE rpynn MaTepuasiHa nogKpena, peaneH noctbn 4o
HEO6X0,D,I/1MVITE MM YyCNyrn n nsrpaxpgaHe Ha AoCTblMHa cpeaa.

KOM6I/IHaI.|I/Ii| Ha 06I.I.|III N HAaCOYE€HU KbM yA3BMMUTE rpynn NOINTUKN

CoumanHaTa MHTerpaums Ha ysi3BUMUTE rpyny MoXe fa 6bae npeofosifaHa Ype3 KoMomMHaumsaTa
OT BKJIOYBAHETO UM B 06WMTe NOAUTMKM (mainstreaming) W M3rpaxgaHeTo Ha chneuvanHu
NONINTUKKN, HACOUEHN KbM TAX, KbAETo e Heobxoanmo. To3n noaxof rapaHtTupa cbobpassBaHe
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C VHAMBUAYANHUTE MOTPEBHOCTY Ha WHAMBUAWUTE, KOUTO CbCTABMABAT TE3U PYNU, KaKTo U
OTroBapsIHETO Ha Te3u NOTPe6HOCTN.

Me»0ycekmopHo e3aumodelicmeue

BbapuepuTte npen xrBoTa B O6LECTBOTO Ha YA3BMMUTE FPYNUN Ca KOMMIEKCHW, KOETO M3UCKBA
MYATUANCUMNIIVIHAPEH NOAXOS 3a TAXHOTO NpeofosaBaHe. HyxanTe Ha xopaTa ca pa3HOCTPaHHM
N e HY>KeH XONMCTUYEH NMOAXOA 3a TAXHOTO 3afoBoNABaHe. KauecTBOTO Ha XMBOT Ha yA3BAMUTE
rpynu He cfiefBa Aa ce OorpaHMyYaBa eVMHCTBEHO A0 coumanHaTta chepa u MepKuTe 3a nogkpena
npeanprieMaHu B Hesi; TO Ce MOCTMra Ypes KOMOMHaLUA OT YCyr BbB BCUYKIM MYBANUYHM CEKTOPMU.
Heobxofgvma e nogkpena B pasnunyHyi obnact, 1 SOMb/IBAaHE Ha YCIyruTe, NpefocTaBaAHN B
CceKkTopuTe couuvaneH, obpa3oBaHVe U 3ApaBeonasBaHe, KOETO Aa rapaHTUpa MoKpuBaHe Ha
OCHOBHUTE NOTPEOHOCTY Ha YA3BUMUITE rPYNv U Aa NO3BONABa ePeKTUBHO 1 epUKaCHO yCBOABaHE
Ha nybnnyHUTe cpeacTaa.

Oco6eHO BHUMAHME M3MCKBAT HAKOW MO-CNeuueuyHi YA3BUMY rpynu, KOUTO Ce OT/IMYaBaT C
KOMMEKCHOCT Ha NpobsieMunTte, KOUTO MM MOCTABAT B MO-yA3BMMO MOJIOXKEHWe (Hanpumep aeua
C YBpeXAaHus, IMWEHV OT POAUTENCKN FPVIKY; Aeua C YBPEXAaHNA OT MaNyMHCTBEH NPOU3XOL;
Jela 1 iua C YBPEXAaHWSA 1 TEXKM 1 XPOHUYHM 3a60M151BaHNA, LA C YBPEXAAHWA U MCUXNYHA
3a60n1ABaHNsA; Bb3PACTHN XOpa C NCUXUYHU 3a60NsBaHMA 1 MHOTO Apyru). MonuTuknTe TpA6Ba
[a rapaHTUpaT peasiHo OTYMTaHe Ha TexHuTe cneunduyHr OCOBEHOCTM K CbUETAHMETO Ha
Pa3HOPOAEH MO XapakTep MEPKU.

KoopouHayus e pabomama Ha uHcmumyyuume

YcnelwHata NOAMTUKa 3a NOAKpPena Ha ya3BUMUTE TPYNU U3MCKBa KOOPAUHAUMNA B AeACTBUATA
Ha VMHCTUTYUMUTE Ha pa3nnyHu HuBa. OT eflHa CTpaHa e HeobxoAuMa KoopAVHauWsa mMexay
WMHCTUTYLUUTE Ha HMBO LEHTpasHa BNacT, KOeTo fa Ce OoCbliecTBABa B CbOTBETCTBUE C
HOPMaTUBHWTE aKTOBE, CTPATErMUYeCK/ JOKYMEHTU U prHAHCUPALLM MEXAHV3MU, KOUTO ONpefenaT
npasunata Ha gencraune. OT gpyra e HeobxoAMMa 1 KOOPANHALMATA Ha ONepPaTUBHO HUBO MeXAY
MHCTUTYLMMTE Ha LieHTPaJiHaTa BNAcT Y MECTHUTE CTPYKTYpW (Ha AbpKaBaTa) i MECTHUTE BNIaCTU,
KOWTO OTroBapAT 3a Pa3BUTMETO, MNaHMPAHETO U NPefOCTaBAHETO Ha YCNyruTe; U Hal-Hakpas
- AACHO 1 eEKTNBHO NMAPTHbOPCTBO MEXAY MEeCTHUTE BNaCT/ M OpraHM3auunTe, NpefocTaBaLm
ycnyru.

Mpenopbku:

@ [pe-peduHMpaHe Ha OCHOBHWTE TMOHATAA B COLMANHOTO 3aKOHOZATENCTBO, Taka ue
dunocoduaTa Ha 3aKoHa fja OTroBaps Ha U3NCKBAHWATA HA EBPOMENCKOTO HUM UNEHCTBO 1 Aa
rapaHTpa Crna3BaHeTo Ha NpaBaTa Ha BCUUKY rpaxgaHu;

& XapMOHI/I3I/IpaHe Ha HaUyMOHaJIHO HMBO Ha OTAENHUTE NONMUTUKK 3a NoAKpena Ha yA3BuMuTe
I'pyl'WI.TOBa BKJIlOUBa:
e CTpaTernvyecknTe, NporpamHnN N NONNTUYECKN OOKYMEHTU Oa 6'bAaT npepasrnegaHun
N OCMUCJTIEHN B NOCOKa Ha AONMBJ/IHAEMOCT Ha MepKuUTe B NONTUTUKNTE NO AoxoauTe, 3a
ycnyruTe 1 3a ocurypsaBaHe Ha AOCTblMHa cpeaa;
. C'b06pa3ﬂBaHe Ha AencTBmMATa 1 MepKNTE NO KOHKPETHUTE NOJINTUKN, OPUEHTUPaHU
KbM KOHKPETHU LiesieB/ rpynn ¢ KOMMJIEKCHUA XapaKTep Ha npo6neM|/|Te N aHraXunpaHe
Ha CbOTBETHUTE UHCTUTYUMWN B NNaHNPAHETO U peannsaunAata M. ToBa we posefe
40 ocurypdaBaHe Ha ycnyru 1 nogkpena, KOUTo Ce CJiyyBaT B pealiHa cpefa, Taka 4e
coumanHata nogkpena 3a yA3BuMUTE rpynn fa 6'b,E|,e pgonbfiBalla M Aa noanomara
BK/OYBAHETO UM B 06LLlHOCTTa M NON3BaHETO Ha BCUYKN 06LL|,O,D,OCT'bI'IHI/I yanyru;
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* BK/TIOYBAHE Ha yA3BUMUTE Tpyni BbB BCUYKU NONTUTUKI.

& [lpomAHa Ha neranHata geduHMLMA Ha ,coumanHa yciyra” n npemaxBaHe Ha CTPUKTHOTO
pa3rpaHuyeHne mexgy MOHATUATa ,coumanHn” u ,3apaBHn” ycnyrn. CUMHXPOHM3MpPaHO
3aKOHOJATENCTBO W MOA3aKOHOBM HOPMATUBHM AOKYMEHTW B CEKTOpPUTE COLManeH,
obpa3oBaHve, 3apaBeonasBaHe, 61aroycTPoONCTBO, NO OTHOLEHME Ha O6WWTe NPUHLMUMNN
Ha coumanHa nogkpena 3a ya3BMMUTE TPYNy 1 3@ NOCTUraHe Ha LiefiuTe Ha MonuTMKaTa 3a
couuanHa nogkpena Ha ya3BuMuTeE rpynu;

& fAcHn d)yHKU,VIVI M npasoMowWnA Ha UHCTUTYUNNTE, KOUTO MMAT OTHOLWLEHNE KbM NoAKpenaTa
Ha yAasBumMuTe rpynu;

& (b3paBaHe Ha pabotewm mexaHuamy (popmMupaHe Ha pPabOTHW Tpynu, KOMUCUK W
Opyrv  OOLWEeCTBEHN OpraHu), YrecHABalM MeXAyBeAOMCTBEHaTa KoopAauHauusa U
CBTPYAHNYECTBOTO MEXAY Pa3fnyHMTe 3BeHa Ha aAMMHNCTPALMATA Ha LIEHTPaNIHO 1 MECTHO
HVBO 1 HENPABUTENCTBEHUTE OPraHU3aLuu.

2.MogKpena B OTFOBOP HAa NOTPEe6GHOCTUTE U KenaHuATa

CouymanHata nofKkpena ocurypsiBa AOCTbN [0 pPa3HOOOpasHWM ycnyry, CbobpaseHn ¢
MHAUBUAYaNHWTe noTpebHocTW. [MpunaraHeTo Ha TO3M MNPUWHUMUMN BOAW [O rFapaHTUPaHO
pa3Hoobpasye Ha ycnyri, CbobpasHO C HyXKANUTE 1 B OTFOBOP Ha crneunduyHuTe notpebHocTuTe
Ha BCeKM: 1) HAUMHBT, N0 KOWTO Ce OpraHn3mMpa NpeaoCTaBAHETO HA COLMANTHUTE YCITYTU U TAXHOTO
pa3Hoobpasue, BKIOUUTENHO OLIEHKA Ha HY>KANTE OT Pa3KprBaHETO Ha onpeeneH BUg ycnyra; 2)
pa3BUTVETO Ha Masapa Ha couuanHn ycnyr; 3) drHaHCpaHeTo UM, KoeTo TpsAbBa fja Mo3BoNABa
Ha BCAKO nuLe fa npasu n36op. CbLuo Taka, TO MMa OTpaXKeHue 1 B: 4) NoAxofa Ha NpefocTaBsHe
Ha ycsyraTa, KOWTo e poKycupaH OKOJIo MOTPEeBGHOCTHTE 1 XKeNaHWATa Ha KOHKpeTHaTa JIMYHOCT, B
3aBUCMOCT OT HelHWA 1360p 1 peLueHye.

To3v NpWHUMM NPeAnocTaBa OCbLiECTBABAHE Ha M300p OT NMUETO B YA3BMMO MOJIOXKEHMUE,
BKJIIOUMTENIHO 1 B OMPefeNsHeTO Ha NapameTpuTe Ha ycsyrata, KOATO B Haii-ronsima cTerneH
OTroBaps Ha MOTPe6HOCTHTE My. AHFKMMEHTBT Ha CoLMasHaTa NoAKpena Aa rapaHTpa npaBoTo
Ha 1360p, KaTo ¢yHAaMeHTaHO MpaBo, M3KNCKBa B Habopa OT MpPeAoCTaBAHWTE YCIyrn fa ce
BKJIIOUBA - NPW HYXKAA - 1 NOAKpenaTa 3a n36op Ha ycnyra. B 6birapckoto 3akoHoAaTencTBo ca
3anerHanm HAKOJIKO MPUHLMMHY NO3ULMK B Ta3n MOCOKa: NPeA0CTaBsAHE Ha COLManHnTe yCyru,
CbOOPA3HO KEeNaHMETO U JIMYHMA M360P Ha JIMLETO MU OCUTYypsiBaHE Ha AOCTBM [O OCHOBHU
ycnyru. MpakTukaTa no NpuioXKeHne Ha 3aKoHa U Ha OCbLLEeCTBABaHE Ha COLMANHNTE MONUTUKA
He rapaHTpaT npunaraHeTo Ha 3aKOHOAATeNCTBOTO B Ta3n My 4acT. BbarapckoTto coumanHo
3aKOHOLATENICTBO He CTVMYNIMPA AOCTAaTbYHO aKTVBHOTO YUYacTMeTO Ha NoTpebuTens B npoueca
Ha KOHKpEeTHUA 1360p Ha ycnyra, HeMHOTO MnaHupaHe, NpefoCTaBaAHE, KOHTPON 1 B OLEeHKaTa
Ha HeroBuUTe peanHu noTpebHocTn. [lo rofifima CTeneH, pernaMeHTVPaHOTO B NMPaBHNUTE HOPMK
0CTaBa CamMo Ha XapTus.

[pumep:
HopmamugHo e npedgudeHo 0a ce u32omes UHOUBUOyaseH NAH 3d npedocmasAHe Ha

COYUAHU YCITy2u 8 UHCMUMYYUU U 3 COYUAIHU YCITy2u, KOUmMO ce npedcmassam 0s/120CPOYHO
8 06WHOCMMA, HO MA3u NPAgHa pe2iameHmayus He CMUMYIUpAd AKmueHAMAd pons Ha
nompebumens. Ha npakmuka 00cmagyuxksm e akmuseH 8 U320mesHemo Ha UHOUBUOYASTHUSA
NJIaH u KOHMPOJIA No He2080mMo U3na/iHeHue. Cnoped pasnopedbama Ha 4n.40e an.5 om MM3Cl1
docmasyuyume HA COYUASTHU YC/y2u CAMU OUeHA8AM U3NB/IHeHUemo HA NJIaHa HA 8ceku 6
Meceya u npu Heobxooumocm 2o akmyanusupam. OmHo80 8 Mo3u mekcm ce 2ybu ponama Ha
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nompebumeris kamo cybekm Ha yciyeama. TpemupaHemo Ha nompebumesns Kamo obekmu Ha
yc/1yeama, a He KAMo cybekmu, Koumo y4acmaam akmueHO 8 npoueca Ha npedocmagsaHemo U,
ee0Haom npu4uHUMe, KoUmMo 800M 00/IUNCA HA HANPEOB K N0 OMHOWEHUE HAd UHMezpayuama
8 06WHOCMMA U C/1e0 U38eX0aHemo om UHCMUMyyuama.

MpenopbKu:

@ HopmaTMBHO onpefensHe Ha NakeT OT OCHOBHU COLManHm ycnyru (“yHMBepCanHmu coymnantm
ycnyru” (CbrnacHo TepMUHONOrMATa, BbBeAeHa oT EBponeiickata Komucua) 1 rapaHTipaH
[OCTbI, U OCUFYPEHO GrHAHCYPAHE 3a Pa3KPYBAHETO 1 GYHKLMOHVPAHETO Ha Te3U yCiyry;

& WM3rpapeH KOHCEHCYC Mo eanH n3yepnaTtesieH CNUCbK OT 0COBEHO YA3ZBUMM FPYNU 1 TEXHUTE
6a31cHN NoTpebHOCTY;

& W3roTBeHa 1 GpyHKUMOHMPaLLa 06EKTMBHA, afeKBaTHa 1 Mpo3payHa CUCTeMa 3a OLEHKA Ha
NoTPebHOCTUTE, KOATO MO3BOJIABA ACHO Pa3rpaHMyaBaHe Ha PasfvyYHUTE YA3BUMMW Fpymnu,
noTpe6GHOCTUTE 1 CTeNeHTa Ha HeobxofMaTa NoAKpena;

& [bBKaBOCT Ha yanyrute c1>o6pa3Ho npoMeHALNTE Ce HYXXAN Ha BCEKU I'IOTp66VITEJ'I n
ocunrypsaBsaHe Ha nogkpena C NpoAb/IXKUTENTHOCT, CbraCcHO HyXOUTE;

@ HopMaTVBHO MpeaBUXKAaHe Ha MEXaHM3bM 33 PeasiHO NPUIOXKEHWE Ha MPaBOTO Ha 1360p
Ha BCMYKM noTpebuTtenu B 136opa, nnaHupaHe, NpeaoCcTaBaAHEe Ha YCIyriTe U KOHTPosa no
OTHOLLEHME Ha TAXHOTO KauyeCTBO, KaKTO 1 OCUTypeHa MoJKpena U KOHCYNTMpaHe Ha finuata
npwv n36op Ha couranHa ycnyra;

& PeanHo BKJOYBAHeE Ha 3aCTbMHUYECKUTE opraHnsaunn, pa60Teu.||/| 3a yA3BuUMUTE rpynwu,
B npouecmnTe Ha oueHKa Ha NONUTUKUTE N FapaHTUpaHe Ha TAXHOTO NpencTtaBuUTencTBo U
y4dacTtmne npu niaHpaHe Ha nogkpernara n AeNHOCTUTE 3a HelHaTa peann3ayna;

& PernameHTleaHe N peannsnpaHe B NPaKTUKaTa Ha MbBKaBM Me€XaHM3MWM 3a y4yacTue Ha
I'IOTpE6VITeJ1I/ITe B npoueca Ha KOHTPOJa Ha coyuanHuTe ycyru.

3. EpeKTUBHOCT Ha noAKpenara'

Camo npefoCTaBAHETO Ha KauyecTBeHU 1 eDeKTUBHU YyCNyrn MOXe Aa foBefe A0 MosiyyaBaHe
Ha peanHu Nos3u 3a xopaTta OT yA3BumMMTe rpynu. EbekTMBHOCTTa Ha couunanHuTe ycnyru ce
1M3MepBa MO OTHOLIEHME Ha MOCTUIHATOTO COUMANIHO BKJ/IOUBAHE, 3aliMTaTa Ha YOBELUKUTE
npaBa 1 JOCTONHCTBO 1 pPeanHOTO NOBMLLIABaHE Ha KauyecTBOTO Ha XMBOT. OCHOBEH n3MepuTten
3a epeKTVBHOCTTa Ha CouuanHuTe YCIyrn He cnefBa da 6bAaT HAKAKBU WMHCTPYMEHTM Ha
COLMANHOTO MHXXEHEePCTBO, a YAOBNIETBOPEHOCTTa Ha MON3BaTeNNTE U TEXHUTE CeMelcTBa OT
nonssaHuTe ycnyrn. OCHOBHUAT NoKasaTes 3a eGeKTMBHOCTTA 1 KaueCTBOTO Ha YCyruTe, criopes,
EBponelickaTa acoumaumsa Ha focTaBunumTe Ha coumanHu ycnyru (EASPD), e XUBOTBT, KOWTO
XOopaTa X1BEeAT.

nO-KOHerTHO ed)EKTI/IBHOCTTa Ha coOUumnanHata nogkKpena 3a ya3BumMmuTe rpynu € CBbp3aHa C:

« [pepocTaBsHe Ha yCyrM B TACHa BPb3Ka U B3anmopencTeme ¢ 06WHOCTTa, B KOATO
XrBeAT. [0 TO31 HaUMH CoLMaNHUTE YCIYTr He CEerpermpar ysa3ByMUTE TPy OT XKUBOT B
TAXHATa OOLHOCT, @ HANPOTUB MoANoMaraT BNYCBAaHETO UM 1 NMOAKPENAT aKTVBHOTO M
yyactue;

' Tasn yacT e n3roTeeHa Bb3 0cHoBa Ha Quality of social and health services
Social NGOs' recommendations to EU decision makers, Adopted by the Social Platform Steering Group,
6 June 2008
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« Ycnyry, HacoyeHM KbM noTpebuTenute: MpefocTaBAHe Ha MofKkpena CbobpasHo
HY>XUTe Ha XoparTa. T.e. yCJIyruTe fja oTumuTat cneumdukarta v npegnarat rpyxa n nogkpena,
OCHOBaHa Ha AICHO MO3HaHMe Ha MoTPebHOCTUTEe Ha onpefenieHaTa Lienesa rpyna, Kato
ce pasrpaHuyaBaT HyXAuTe, BULOBETE NMOAKPena W CTereHTa, B KOATO TpAbBa TA fa ce
npeaocTass;

« bBKaBOCT Ha yc/yrute: onpefensaHe W NpPeAocTaBAHE Ha YCIyrute CbobpasHo
WHAVBUAYaNHNTE MOTPEOHOCTU U XKeNaHrs Ha Non3BaTens;

« XOMMUCTMYeH noaxon Ha npeaoctaBAHE Ha ycnyrute: U3NCKBa ce NnpefoCTtaBAHETO
Ha ycnyrn fa 6'b,Ele HaCco4YeHO KbM YyAOBNETBOPABaHE Ha KOMIMJIEKCHUTE U UANOCTHU
I'IOTpe6HOCTl/I Ha nnuaTa B YA3BUMO MOJIOKEHNE;

« MpoObmKNTENHOCT Ha NoAKpenaTa: rapaHTUPaHe Ha NPOABIKUTENIHOCT Ha NoAKpenaTa
CbBFNACHO HYXAUTe;

« V3mepBaHe Ha KauyecTBOTO Ha NOoAKpenaTa: BbBeXKAaHe Ha ACHN UHAMKATOPW, KOUTO Aa

OTroBapAT Ha U3MePBaHETO Ha UHOUBUAYANHUTE HYXAN, N3XOXAANKM OT npeanovynTaHNATa
N yaoBJIETBOPEHOCTTA Ha MOJI3BaTe/INTE U 3aJOBOJIABAHE Ha TEXHUTE I'IOTp66HOCTI/I.

Mpenopbku:

&

PaskpurBaHeTO Ha ycnyrn e cbobpasHo C ACHO AedprHMPaHUTE 0COBEHOCTU Ha OTAeNHUTe
YA3BMMYM Fpynu, obnacTute Ha Noakpena, Heo6xoAMMM 3a TEXHUA MbJHOLEHEH XKMBOT B
06LIHOCTTA, KAaKTO W aHanM3a Ha HY>KHUA 06xBaT (KanauunTeT) 3a fafeHa TepuTopus;

I'IpmemaHe Ha 6a31CHK CTaHOapTW 3a Ka4yeCTBO Ha yCnyruTe, Taka Ye 1e fja rapaHTupat peasHo
BKJIlOYBAHE Ha JinlaTa B O6LLlHOCTTa, OTYNTAHETO Ha I'IOTpe6HOCTI/ITe, XONNCTUYHMA noaxon,
MBKaBOCTTa N NPOADBIKUTENHOCTTA Ha NoAKpPenaTa CbrMaCHO HyXAUTe;

Cneumanu3npaHuTe MHCTUTYUMM KaTo Gopma Ha npefocTaBsHe Ha couManHa ycnyra ca
3aKpUTK Unn pedbopmMrpaHn Mo HauvH, NPU KOWTO OYHKLUMOHMPAHETO MM KaTo ycnyra 3a
NMoAKpena HaMmbJIHO rapaHT1pPa CNa3BaHeTo Ha 6Ga3MCHUTE KPUTEPWU 3a KQUeCTBO Ha yClyrute
M NPUHLMNUTE 3a eGEKTUBHOCT Ha NOAKpenaTa;

Pa3paboTeHn ca OTAENHM MONIUTUKM MO OTHOLUEHME HA KOHKPETHUTE YA3BMMW Tpynu,
KOWTO OTUMTaT B MaKCMMasiHa CTeneH TAxHaTa cneuynduka v noTpebHOCT OT MopaKpena;
KOHKPETHNTE MepK/ KbM TAX Ca M3PaboTeHN CbBMECTHO C MPEeACTaBUTENIN Ha LeneBuTe
rpynu v NpeacTaBUTENIHM Ha 3aCTbMHNYECKM OpraHn3aumm;

AKUEHT Ha BCAKa NONUTUKA € NprYieMaHe Ha MepKu 3a NpeBeHuunA 3a 1n3nagaHe B YyA3BUMO
nonoxeHne n couranHa n3onaunsa;

EdekTnBHY, LLeneHacoYeH KOHTPOSTHY MEXaHV3MM 1 OLIEHKA Ha KaueCTBOTO Ha NPefoCcTaBsHe
Ha BCMYKM GOPMM Ha MOAKpPena, NpU KOWUTO WHBECTVPAHETO Ha OnpefeneHy pecypcu
(Ny6nmnyHN GUHAHCOBU CPEACTBA, YOBELWKY pecypc) Aa 6bae 06BbP3BaHO C MOCTUraHe Ha
onpegesneHo KauyecTBo Ha ycslyraTa;

OueHKaTa Ha Ka4eCcTBOTO € PerfiaMeHTPaHO Taka, ue:
+  MOYMBa Ha MOCTUTAHETO Ha ACHW N U3MEPUMM PEe3yNTaTy;
+  BKJ/IOYBA OL|EHKATa Ha YAOBETBOPEHOCTTa Ha MON3BaTeNunTe;
+  OCbLLECTBABA Ce MOCPEACTBOM ACHM 1 U3MEPUMMN UHAKKATOPY,
OPVIEHTVPAHY KbM OLIeHKA Ha pe3ynTara;
+  BKJ/IlOYBa B NpOLIeca Ha OLieHKa Non3BaTennTe 1 TEXHUTE OpraHu3aLuy;
+  rapaHTMpa OTBOPEHOCT ¥ NPO3PAYHOCT Ha OL|eHKaTa 1 e 06Bbp3aHa C
peanHn [LeNCTBMA 3a CaHKUMOHMPAHE MpU HapylWeHWs 1 CTUMynMpaHe Ha [obpute
NPaKTUKW.
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4. DuHaHcMpaHe OpPMEHTUPaHO KbM NoTpebuTensa

DuHaHCMpPaHeTO OPWEHTUPAHO KbM MOTPebuTena, rapaHTMpa Ha BCAKO NMLe B YA3BMMO
nonoeHue JOCTbM 4O YC/YrK 3a NOAKPena U My faBa Bb3MOXHOCT [la peanu3unpa npaBoTo cv
Ha 1360p Ko AOCTaBUMK Ha ycnyrv Aa npegnouete. To CbLio Taka rapaHTipa obLlecTBeHUs
MHTepec 3a edrKacHO ycBoABaHe Ha Nyb6nnyHMTe CpeAcTBa U HefonyckaHe Ha aybnvpaHe BbB
dvrHaHCMpaHeTo.

EOVH OT Hali-CbBpeMeHHUTe MeToAM 3a GUHAHCMpaHe Ha CouManHuTe YCnyrn e upes T.Hap.
«UHAVBUAYANHN OIOMKETU» U/ «AUPEKTHU NAawaHusy». Te3n OBe MOHATUSA B HAKOW CTPaHW
03HauaBaT efJHO 1 CbLLO, a B APYri Ca pasrpaHnyeHi, HO OCHOBHUAT MPUHLNM, KOWTO e 3anerHan
B TAXHATa CbLUHOCT €, Ye MapuTe «CreflBaT» KIMEHTa 1 Ca «<Bbp3aHn» C HETO, a He C AOCTaBUMLUTE
1 duHaHcMpalmTe MHCTUTYLMK. Mpe3 nocnegHUTe feceTUNeTVs ABWXEHWUETO 3a AVPEKTHUTE
nnawaHns U NepcoHasHUTe GIOAKETU ce MpeBbpHaxa B OCHOBA Ha HAKOU MPaBUTENICTBEHU
NONMIMTUKIM', HACOUEHV KbM UHAVBUAYaNM3NpaHe Ha onpegensHeTo 1 (CO6CTBEHO) yrpaBneHvie
Ha couuanHuTe YCnyrv 3a Bb3pacTHM U MAKCMMaNHOTO MM CbobpassiBaHe C HyXAWTE Ha
notpebutenute. OBLLOTO NO OTHOLLEHNME Ha Ta3n dopma Ha GrHAHCKPaHe B OTAENHUTE AbpXKaBu
€, ye NoTpebuTeNnnTe Ha CoLManHK yCyri NoslyyaBaT CbOTBETHA NapuyHa Cyma B 6poii unuv nog
¢dopmaTta Ha Bayuep v C Te3n cpefCTBa MOraT camu fja 3aKkynaT ycsiyrata Uiy nogKpenara, KoaTto
OTroBaps Ha NOTPEOGHOCTUTE UM.

MpunaraHeTo Ha TO3W MPUHLMM FAPAHTUPA HAKOJIKO U3KITIOUMTENIHO BaXKHW pe3ynTaTa:
+  Cb3[aBaT Ce peasiHy YCII0BYA 33 Pa3BUTUETO Ha OPUEHTVIPAH KbM MOTPeOUTENNTE YTy
1 KOHKYPEHTEH Masap Ha COLManHu ycnyru;
< B Haii-rofisMa CTeneH e pesynTaTt Ha n3bopa Ha NoTPedUTens 1 B TO3U CMUCHA C Hal-
1o6po KauecTBo;
«  KOHTPONBT BbPXY Pa3XOABaHETO HA cCpeacTBaTa € 06BbP3aH C KOHTPOSa BbPXY
KauecTBOTO (edeKTa) Ha ycsiyraTa — Ha MpakTMKa MOXe JIeCHO fia Ce OLeHW pe3ynTaTbT,
nosiyyeH OT ycyrara;
+  MO03BONsABa YCNIYruTe fa ce MO3MLUMOHMPAT 1 pa3BMBaT Ha TePUTOPKATA Ha CTPaHaTa,
Cbo6pPa3HO peasiH1Te NOTPEOGHOCTU.

Han-uecto ONPEKTHUTE nNnalwaHnA n/mnn nepcoHanHuTe 6lO,D,)KETVI npencrtasnABaTt CcpencTea,
npenocrtaBAHM OT d)I/IHaHCVIpaLIJ,I/ITe NHCTUTYLUNN (MecTHM BRnacTu, ocuUrypuTenHun CMCTeMM) Ha
Jnuda, 3a KOUTO € HanpaBeHa NnpeueHKa, Ye ce HyX4aAT OT onpefesieHn counanHm ycnyr h KOMto
6uxa ncKkanu camm 4a B3eMaT pelweHnAa 1 Aa 3aKynAT yciyrata, OT KOATO UMaT Hy>Ka, BMeCTO Aa A
nony4yaBat ANPEKTHO OT O6LL|,VIHaTa WX OT HeMNHa CTPYKTYpa. Mo To31 HaunH NruaTa, cnejsa ga
MOraT fa ynpasnABat Te€3n cpeactea CaMmul. AKo TO3M npouec e 3aTpyaHeEH, Nnopaan Hallmyne Ha
WHTENEKTYaNnHO Win Apyro yspexnaHe, Te nojslydyaBat HEO6XO)J,I/IMaTa nogkKpena 3a ToBa, MHOIo
4ecTo N Yype3 TeXHUTe cemencTBa. Cpe,EICTBaTa MoraT fa ce M3non3eaTt NpBKaBo - 3a 3amnJiallaHe
Ha ycnyrm m 3a o6opynBaHe, CbrMacHO HyXAauTe Ha nuueTo. O6LIJ,I/IHaTa nnn cCboTBETHUA
d)MHchmpam OpraH He MOXXe [fa OTKaXxe npefgoCtaBAHETO Ha ,NepCoHalHuTe 6I0}J,)KeTVI",
CbOTBETHO Ha ,AUPEKTHUTE nnamava” N NPaKTUYeCKN OCbLeCcTBABa KOHTPOJT BbPXY pe3ynTata
OT Ppa3xo4BaHETO M.

MonyyaTensaT Ha AVPEKTHO MallaHe/NepcoHaneH OIKeT e 3afb/ikeH [a MpefocTaBy Ha
dUHaHCKpalMa opraH OTYeT 3a JOCTaBKa Ha ycJlyrata, KaTo akLUEHTbT ce MocCTaBsA Ha ,oauT”
BbpPXy pesyntata. Hanpumep, B [epmaHus mpeueHkata ce MpaBu MO OTHOLIEHMe CTerneHTa

! fepmaHus, BenukobputaHusa, XonaHausa nap.
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Ha YyAOoBJiETBOpPABaHE I'IOTpE6HOCTI/ITe Ha nnuata W NOoCTUraHe Ha onpegeneHuTe uUenn.
[okasaTencrtsaTta cfiefBa fja Ce OTHACAT CamMo A0 nony4vaBaHe Ha ycnyrata Uam nonsata OT CTpaHa
Ha I'IOTpE6VIT€J1F|, a He [0 3annaTeHaTa LeHa.

CobluecTBeHO e fia ce OT6enexu, ye MHAMBUAYaANHUTE BI0IXKeTN U/UNn ANPEKTHUTE NnallaHna ca
MHOro fOOpO pelleHre, HO He 3a Bcekn. ONUTBT Ha HAKoW AbpxKaBu (BennkobpuTtaHma) nokassa,
ye OTHOBO Hal-AO6PUAT NOAXOA € MbBKABOCTTA Y Bb3MOXXHOCTTA 3a M360p. B Ta3n Bpb3Ka e BaXKHO
Ta3n popmMa Ha GUHaAHCMPaHe A CbLECTBYBA KaTo Bb3MOXHOCT, HO He KaTo eMHCTBEHA ONLus,
1 aa 6bae cbueTaHa C,TpaauUMoHHMTE” MeToAN Ha pUHAHCKPaHe.

Ha npaktvka AvpekTHUTE nnawaHma W/unv nepcoHanHuTe GIAXeT! CTUMYNMpaT JANYHOTO
yyacTrie Ha NoTpebuTensa u NoemMaHeTo Ha NiYHa OTFOBOPHOCT MPU NMOyYaBaHETO Ha CbOTBETHUTE
rPVXK 11 yAOBNETBOPABAHE Ha CbLLeCTBYBALLM NOTpebHOCTH. ChleBpeMeHHO Te NpefcTaBnaBaTt
n dopma Ha ,MpuBaTU3aLMA” Ha YCIyriTe K Ha KOCBEHOTO UM Bb3JflaraHe Ha Apyrv He3aBUCUMM
[JOCTaBUMLIM Bb3 OCHOBA Ha MpeLeHKa Ha NoTpebuTena (KOMTo cam cn n3brpa AoCTaBUMKa).

CoblueBpeMeHHO TO31 NMPUHLMUM HE MOXe Aa 6be eANHCTBEHUAT MPUHLUMM U Clef aHanm3 3a HAKOU
dopmMM Ha nogKpena, e HeobxoaMMO Aa ce 3ana3un TpaguuroHHaTa dopma Ha rHaAHCKpPaHe Ype3s
CTaHAapTK, 3a fla Ce rapaHTrpa ycTonumsocT. ToBa ce OTHacA A0 yCnyru, npefnaralym cneunduyHm
1 no-peakun Gopmu Ha NoaKpena, KPU3NCHNUTE YCIyr U YCIyriTe 3a MpeBeHUus.

MpenopbKu:

& l'apaHTmpaHo Ha I'Iy6J'IVI‘-IHO d)MHchmpaHe Ha ydiyru 3a BCUYKN nnda OT YA3IBUMUTE Tpynu,
CbrnacHoO I'IOTp66HOCTI/ITe 1 CTENEHTa Ha NoAKpena, OT KOATO Ce HYXKAOaAT;

@ (DUHaHCKpPaHEeTO Ha yc/yruTe 3a NoAKpena Ha yA3BUMMUTE rPpynu ce OCbLIeCTBABa CbIIacHO
npviHUMna ,napuTe cneasat KaveHTa” n Ha 6a3a Ha NepCcoHanHU GIOAKETN U JUPEKTHN
nnawjaHus;

@ 3a cneunduuHnTe, PefKKn, KPU3UCHN 1 YCIyry 3a NMPEeBeHUMs ce npuiara CMeceH Tun Ha
¢drHaHCpaHe — No CTaHAAPTM U Bb3 OCHOBa 6Ot Non3BaTeny;

& OcurypeHn ca Bb3MOXKHOCTM M MoAKpena 3a Aonbisawo ¢uHaHCMpaHe ¥ NpuBnYaHe
Ha JOMbAHUTENHW cpefcTBa (MeCcTHU cpenctBa, dUHaHCKMpaHe oT 6M3Heca, MPOrpamMHo
durHaHcKpaHe 1 61aroTBOPUTENHOCT) 3a AOPa3BMBaHe Ha KauecTBOTO, opmuTe 1 obxBaTa
Ha coumanHaTa nopKpena (BKMUUTESTHO AaHbYHU obnekyeHua u apyrn Gopmu Ha
CTUMynpaHe);

@ Komb6uHaums Ha aBaTta TUna GprHaHCpaHe B 3aBUCMMOCT OT 1360pa Ha KnneHTa.

5. MpepocTraBsAHe Ha coLuManHU ycnyru B na3apHa cpega

CouvanHuTte ycnyru cfiefBa Aa ce nNpefocTaBAT B MasapHa cpeda. KOHKYpeHTHVAT nasap u
OCUTYpPEHUA JOCTbMN JO TO3W Masap Ha PasfUYHK MO rofleMrHa U ONWUT JOCTaBUALM € rapaHT
3a KauecTBOTO Ha YCnyruiTe 1 3a JOCTbMNa Ha NoTpebuTennTe Ao TAX. KaTeropuuHo nsMckeaHe
3a Cb3[aBaHEe Ha peasfieH Masapa Ha YCJlyrute e siCHOTO pasrpaHuMuyeHne U pasnpegeneHve
Ha OyHKUUWTE W ponvTe MeXAy OTAENHUTE aKTbopu. [MNaHMpaHeTo Ha ycnyrute, TAXHOTO
dUHaHCKpaHe 1 HOCEHETO Ha NONUTMYECKa OTFOBOPHOCT 3a TAXHATa HaJIMUHOCT cfiefBa Aa obae
pasgenieHo OT npskaTa JocTaBka Ha ycnyrn. CMecBaHeTo Ha Te3n ¢yHKUMM Cb3faBa YC/IoBUA
3a KOHONUKT Ha UHTepecK (Kou e 6bAaT rapaHUMuTe, Ye Bb3NIOKUTENAT Le NpeanoyeTe Hai-
J06pPOTO 1 KauecTBEHO NpepnaraHe, a He «3axpaHBaHe» Ha CBOSITa COOCTBEHA CTPYKTypa KaTo
[JOCTaBUYMK) 1 MOCTaBA MOJ CbMHEHWE TbPCEHe Ha MaKCUManHO ebeKTMBHUA pesynTaT npwu
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pa3xoaBaHe Ha I'IyﬁﬂI/IHHI/I pecypcn.

Mpe3 nocnefHUTe HAKONKO AeceTWNeTUA pasBUTMETO Ha couuanHute ycnyrm B EBpona ce
XapaKTepursvpa C fiBe napanenHu TeHaeHuun: 1) NnpexsbpriaHe Ha GYHKUUM U KOMMNETEHTHOCT
OT LeHTpasHa KbM MeCTHa BRacT; U 2) yBenuyaBaHe ponATa Ha YacTHWTe AOCTaBUALM 1
Bb3MpUEeMaHEeTO Ha MasapHU NMOAXoAu B NpoLeca Ha NpeAoCcTaBAHE Ha PasfMyHUTE Ny6AnYHM
ycnyrn. Hapep ¢ ToBa ce obpblia 1 3aCieHO BHUMaHWe BbpPXy perynauumte Ha nasapa, Taka ye
TOW fla rapaHT!pa KauecTBeHa NoAKpena 3a BCeKU, CbIlacHO 06LecTBeHNsA nHTepec. B pesyntat
ce NnocTura NapTHbLOPCTBO MEXAY NPeACTaBUTENN Ha LieHTpasiHa/MeCTHa BacT U YaCTHUA CEKTOP
- 6rno 3a JocTaBKa Ha yciyrm nunm 3a cbouHaHcupaHe Ha Te3n ycnyr. QoKycbT Ha AelHOCT n
bYHKUMM Ha MeCTHUTe BNaCTV Ce M3MeCTBa OT MPAKO NPeAoCTaBsAHE Ha COUMANHM YCNyrn KbM
pa3BUTME Ha TEXHUTE KOHTPOJHY QYHKLMN 1 pa3paboTBaHe Ha MeCTHM CTPaTernu 1 MOJIMTUKM 3a
pa3BuTMe. [locTaBKaTa Ha CoLManHm yCayri ce moema OCHOBHO OT YaCTHU JOCTaBYMLIN.

CnepoBaTesiHO CbLUECTBEH efleMEHT Ha Masapa Ha CouManHy YCyrv € JOrOBapAHETO C YacTHU
[AOCTaBYMLN.:
+ To e edpeKTUBHa anTepHaTVIBa Ha MOHOMOJIHOTO NPeOCTaBAHE Ha YCIYTUTE;
+  flcHO ca pa3rpaHMyeHn KOHTPON U NPEAOCTaBAHE; MECTHUTE BIACTK Ce Pa3TOBapBaT oT
OUPEKTHOTO NPefoCTaBsAHe Ha yciyraTa, KaTo B CbLOTO Bpeme GOKycrpaT AeHOCTTa U
BbPXY HEMHOTO GpUHAHCMPAHE N KOHTPOST;
«  CTMynunpa KOHKYpeHLUATa, KOATO yBeIMYaBa OTTOBOPHOCTTA U KauecTBOTO;
+ [o-npo3payHo e pa3xofBaHeTo Ha NyOANYHKTE CPeLCTBa;
+  YriecHeHO e MPUBNNYAHETO Ha JOMbJIHATENHO GUHAHCUPAHE 3a YCIYTrUTe, OT U3TOUHML
[LOCTBIMHM CAaMO 3a YACTHUS CEKTOP.

B bwvneapus u obwuHume mozam 0a 6s0am eOHO8peMeHHO 00CMAsYUK U 8b3/10KUmer. Toga
800U 00 CMec8aHe HA posiume u npednosded HepasHONOCMaseHOCM Ha 0ocMmas4uyume, KOemo
0m 805 CMPAHA HapYWasa u NPUHYUNA 3d 2apaHMUPAHO pa3Hoo6pasue, OeyeHmMpanu3ayus
U npedndzaHe HA ycsiyeume 8 yc108Usl HA KOHKYpeHmeH nasap. KMemsm no HUKAK®8 HaYUH
He e cmuMynupaH (unu neK 3ads/xeH) 0a Mspcu No-006pomo u ehekmusHo ynpasseHue Ha
ycnyeume u 0a npeosioXuU U3BbPWBAHEMO HA ycsyaume HA YacmHu 00cmas4yuyu, Koumo 8
ycs08UAMa HAa Cecme3amesiHOCM 0a NpedsIoxKam Hewjo hogeue. brodxxemHume cpedcmea 3a
(huHaHCUpaHe Ha COYUAnHU ycyau ce pasxo0sam om obWUHUMe, KOUMO ¢d U 00CMAs4yuyU HA
COYUAHU yCI1y2u, a camo Ko KMemsm HA CbOM8emHamad obuuHa pewu — cpedcmeamamozam
0a ce npedocmasam u Ha dpyau 0ocmasyuyu. T.e. 8 bvsizapus kno4osa 3a 00208apAaHeMo Ha
coyuanHu ycnyeu e cybekmugHama no3uyus Ha kmema Ha obujuHamad, Kolimo pewasa Kos
ycnyea we 6v0e npedMem Ha 00208apsHe U KOA yC/ly2a we ce npedocmassa om obuuHama
Kamo 0ocmasyuk.

MpenopbKu:

& [lbnHa PaBHOMOCTAaBEHOCT Ha BCUYKM [OOCTaBYMUW, BKIKOYUTENHO O6LI.I,VIHI/IT€. Korato
06IJJ,VIHMTE peLwat aa NpefoCTaBAT yCyru, ToBa fla Ceé oCbLUeCTBABa Ype3 LeneBo Cb3[aaeHun
OoTAeNHN CyGEKTI/I, KOUTO Aa npefocCTtaBAT yanyrute, cnef CbOTBETHOTO perMCTpMpaHe/
}'II/ILl,eH3I/IpaHe-HapaBHOC‘—IaCTHI/ITe,D,OCTaBLIVILI,M.BCVI‘-IKVIAOCTaB‘—II/ILI,VI)J,a 6'b,Cl.aT KOHTpONNpPaHn
3a Ka4eCTBOTO Ha NpefoCTaBAHUTE OT TAX YCIYyr OT HE3aBUCUM OpPraH;

F  M3rpageH nasap Ha yanyrute, npu KOWTO nonspaTtenute Morat fa Pe€LlaBaT KakBU yCnyrun foa
nonseat 1 npun KOW [OCTaBUYNK;

@ QOcurypeHa MOAXOAAWA AAMUHUCTPATMBHA Cpefa 3a OYHKUMOHMPaAHe Ha uacTHUTe
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I'IpOCI)eCVIOHaJ'IHI/I AoCTaByMLUWM B TOBa YNCNO:

+ e[HaKBW NpaBuva 3a ynpaeieHne Ha JOrOBOPUTE C BbHLUHY JOCTaBUMLY HA COLMANH
ycnyrv v o6LUM HACOKM 3a U3MbJIHEHWE, 3 [1a Ce M36erHe NHTePrpPeTaTUBHOTO ThJIKyBaHe
Ha NpoLuefypuTe OT CTPaHa Ha OOLMHUTE;

+  Mpri3HaBaHe MPaBOTO Ha JOCTAaBYMKA HAa AAMWUHMCTPATVBHY PA3X0AHM 3a ynpaBfieHne Ha
ycnyruTe;

« paspaboTeHM ¥ BbBEAEHM MEPKM 33 OLEHKA Ha W3MbJIHEHMETO Ha [OroBopa 3a
ynpaB/ieHne Ha yCiyruTe OT BbHLUEH AOCTaBUYYK - Upe3 Bb3/laraHe oT CTpaHa Ha obLyrHaTa
Ha HE3aBMCKMA BbHLUHA OLEHKa Ha pe3ynTaTuTe OT paboTaTta Ha AOCTaBUMKa;

+  V3ACHEHU 1 pa3npeaeneHy KOHTPONHN GYyHKLMN MeXAY LieHTpanHaTa 1 MecTHaTa BfacTt
Mo NMOBOA Ha YNPaBNeHNETO Ha JOTOBOPUTE;

& BbBefgeHa Bb3MOXKHOCT 3a MPAKO AOroBapsAHeE;

@ OrpaHyyaBaHe Ha Bb3MOXHOCTTa OOWMHUTE [a NpepasnpeaenaT CpefcTsa oT ycnyru
ObpXKaBHO JenernpaHn JeNHOCTU 1 MOBULLEH KOHTPOM NPY M3Pa3xoflBaHE Ha AbpXKaBHO
JenernpaHnTe GIKeTHY CpefCTBa.

6. MpodecnoHanHo npefocTaBAHe Ha NoOAKpPenaTa u ycnyrure

MpodecroHanHOTO NPeA0CTaBAHE Ha COLMANHM YCIYr rapaHTipa epeKTUBHOCTTA Ha MogKpenaTa
3ays3BuMMTE rpynu. To ce NoCTvra C HaNMYMETO Ha ACHW NPABIANA 33 NPeAOCTaBAHETO Ha YCyTuTe,
KOUTO Ca rapaHuusTta 3a npodecmoHannsma. HecbBMeCTMO C ycioBuATa 3a NPodecmoHanHo
npefocTaBsHe Ha ycyrn e aybnvMpaHeTo Ha GyHKLUUM MeXAy LeHTpanHaTa U MecTHaTa BacT,
B pe3ynTaT Ha KOeTO CyGeKTW, OTFOBOPHMU 3a perfameHTUpaHe, nnaHupaHe, MOHUTOPUPaHe 1
OLleHKa Ha yCJlyrute, MoraT fia 6baaT eAHOBPEMEHHO 1 NpeKn focTaBunLm. [paBunata BKoYBaT
1 HOpMaTVBHa ypeaba Ha KpUTEpUMTE 3a KauecTBO C PeasiHO M3MEePVMM UHAWKATOPW, KOUTO
oTumTaT edeKTa Ha rpYiKITE 1 NMOAKpPenaTa BbpXy KauecTBOTO Ha »KMBOT Ha MOTpebuTens, a He
OLeHKa No GOPMATHUN KOIMUYECTBEHN KPUTEPUN.

MpodecroHanHoTo NPeaoCcTaBsaHe Ha YCIyruTe e CBbP3aHo C:

«  Bb3moOXHOCTTa non3BaTens Ha yciayrute Aa [OroBaps KOHKPETHO C [OCTaBYMKa
rosi3BaHaTa oT Hero ycnyra. Taka, B yC/IOBUA Ha KOHKYpPeHLMA, NPodecoHanHNAT OCTaBYMK
TbPCK Bb3MOXHOCTU [la NPefoCTaBs YCJIYr C NO-BUCOKO KayecTBO, KOUTO B MaKCMMarnHa
CTeneH OTrOBapAT Ha HYXKAWTE Ha YA3BUMUTE Fpynu;

« [lMpodecrmoHanHMTe aHra>XUMEHTW Ha [JOCTaBUMLMTE Ca CBbP3aHM CbC CMasBaHETO U
3almTaTa Ha npaBaTa U MHTepecuTe Ha NoN3BaTeNINTe Ha YCNYruTe, rapaHTipaHe oTCbCTBME
Ha KOHQUKTU Ha MHTEPECH, KaKTO U OCUTypsiBaHe Ha BUCOKOKaUYeCTBEHa rpua, OCHOBaHa
Ha npunaraHeTo Ha CbBPEMEHHN 1 floKa3anu ce Mofenu Ha paboTa, BKIUUTENTHO 1 fobpe
MOArOTBEH, M MOTVBVIPaH NepcoHan;

+ TapaHTUpaHEeTO Ha Bb3MOXHOCTTA 3a YCTOMYMBOCT Ha YCUIMATa Ha JOCTaBUMLMTE Ha
COLMaNHM yCnyru € TakmBa Gopmu Ha foroBapsHe 1 GUHaAHCKPaHe, KOUTO eJHOBPEMEHHO
rapaHTMpaT KaueCcTBOTO Ha NpefoCTaBAHaTa rpyXa U OCUrypABaT Bb3MOXHOCT 3a pa3BuTme
Ha npodecrmoHanH1Te 4OCTaBUNLY;

+ TapaHTUpaHe HanpodecrmoHan3ma Ha nepcoHasna, npeaocTaBaulycnyrute. Heobxonmmo
€ N3roTBsiHe Ha NpodeCcoHaNHN CTaHAAPTY 3a paboTa Ha BCUYKM Nogrnomaralym npodpecuu,
aHraXvipaHu B npoLieca Ha npeAoCTaBAHe Ha COLMANHN yCyrn. AHraXknpaHuTe cneymanmncti
M Kagpu TpAbBa Ja UMaT agekBaTHa npodecroHasnHa MOArOTOBKA, Bb3MOXHOCT [a
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nosiyyaBat AOMbAHUTENHN OByueHus ¥ MpodecroHasiHa CynepBusnsA, Kakto 1 aobpo
3annauwaHe. ToBa ce OTHACA KaKTo 3a MepCcoHasna Ha AOCTaBUMLNTE, TaKa 1 33 OBLYNHCKNTE
N ObPXKABHW CAYXXUTENW, MMALLM OTHOLWEHWE KbM COLMANHUTE BbNPOCK. Bcuuko ToBa e
Ba’KHO, 3a [1a Ce NPUBIEYE 1 3adbPXKMN LOCTATbYHO KaTo OPOI N KaueCTBO YOBELLKM Pecypc,
KOWTO [1a rapaHTMpa npegoCcTaBsAHETO Ha KayecTBEeHa rpuia.

Mpenopbku:

@ M3roTBAHe Ha npodecroHanHn CTaHAapPTU 3a MpefoCTaBAHE Ha OTAenHWTe dopmy Ha
nofKpena, B TOBa YNCIO:
« [Ja ce rapaHTMpaT [o6pu ycnoBus Ha TPy B couumanHata cdepa M afleKBaTHO
3annaiwjaHe;
+  Bcska npodecusn, peanvisvpaHa B CEKTOpa Ha coLManHy ycnyru, ia uma siceH npodun Ha
GYHKLMY, 3abIIKEHVS 1 OTFOBOPHOCTU 1 NPOGECMOHaNHY CTaHAAPTY;

& [Ipnetn eTUYHN HOPMU 1 I'IpO(I)eCVIOHaJ'IHVI npaswia Ha 4OCTaBYMUNTE Ha COUMaNHN ycnyru;

& [preTn ObpXKaBHU M3UCKBaHWUA (CTaHZapTU) 3a MpodecunTte coumaneH paboTHMK. To3u
CTaHAapT TpAbBa ia OTFOBOPM Ha BbMPOCUTE KaKBM Ca OCHOBHUTE GYHKLIMM Ha BCAKA OT Te3n
npodecnm 1 3a BcAKa oT GyHKUMMTE Aa ce onpeaenaT 4eNHOCTUTE, KOUTO Ce N3BbPLLBAT;

& [pretn nsnckBaHmsA (cTaHpapT) 3a 0byueHue 3a npodecuaTa ,coumaneH paboTHUK”;

& Pa3BuTU HOBMW Npodecnmn B obnacTTa Ha Noanomaralute npopecmn Ha MeXANHHO HUBO
(Mexay NoMoLLLeH NepPCOoHan 1 NepcoHarn C yHMBEPCUTETCKO 06pa3oBaHue) - KaTo aHUMaTop,
Bb3MUTaTesl, OpraHn3aTop Ha exefHeBue, IMYHN aCUCTEHTU U Ap.;

@ EdeKkTrBHa cMCTeMa 3a rapaHTVpaHo NPOoLbIiKaBalLo obyueHre 1 npodecmoHanHa nogKpena
Ha cneumanucTTe oT Nogrnomarawure npodpecuy;

& Pa3spaboTeHa cucTema 3a NpefocTaBAHe Ha CynepBu3MA. BKnouBaHe Ha cynepBu3MATa B
obyunTenHuTe ycnyru;

&  PeBM3MA M YCbBbPLIEHCTBAHE Ha CbLUECTBYBALUTE PErMCTPALMOHHU N NULEH3UOHHU
pexxumun. BbexzaaHe Ha cricTeMa 3a akpeguTUPaHe Ha CoLMaNHNTe YCIyri — crief onpeaeneH
nepuog ot Bpeme Ha npefocCTaBAHe Ha JafeHa coLmanHa ycyra, opraHm3aumaTa-goCcTaBumnK
[a Moxe fja 6bfie akpeanuTpaHa, KOeTo a HoCK onpefeneHy CTUMYY 3a AOCTaBYKKa.

7.MnaHnpaHe Ha nogKpenaTta n ycnyrurte

MnaHnpaHeTo Ha NoAKpenaTa 1 yCnyryTe Ha HaUMOHANHO ,PervoHanHO 1 MECTHO HMBO FrapaHTUpa,
ye pa3BUTMETO W MPefOCTaBAHETO Ha COLUMANHWTE YCIYrUTe U YCBOSIBAHETO Ha MybnmuyHuTe
CpefcTBa Ce OCblyecTBABa MO edeKTNBEH, MKOHOMMUYECKM paLyioHaneH 1 Npo3payeH HaumH.

MnaHMpaHeTO Ha Pa3BUTMETO Ha COLUMANHW YCIyrv, No HauyvH, KOMUTO rapaHtipa edpekTuBHa
nopakpena n epuKacHo ycBoABaHe Ha CpefCTBaTa e CBbP3aHo C:

+ OueHKa Ha Hy>AauTe B HaceNeHOTO MACTO 1 M3rpakAaHe Ha KapTa Ha YCyruTe, CbriacHo

Te3r NOTPeBHOCTU, KOUTO HanaraT Cb34aBAHETO HA ONpeaeneHa ycyra.

« [NpunaraHe Ha mogena:,NNaHUpaHe — 4eNCTBUE — OLeHKa"
ToBa e MOfen, KOWTO rapaHTMpa, Ye OeNCTBMATa MO pas3KpuBaHe M pPa3BUTUE Ha
coumanHnuTe ycnyru 3a yA3BUMUTE TPynn ce ClyyBaT He XaOTUUYHO K Cly4YaiHo, a
CbrMacHO yTBbpAEHU MPaBuia, KPUTEPUN U aHaNM3, CbC CUCTEMEH MOHUTOPVIHT 1
oueHKa. M3rotBeHnTe nnaHoBe 3a NpeAoCTaBAHE HA COUMAnHW yCayru He octasat

29



KOHCTaHTHW, a Ce aKTyaJin31parT B pe3ysTaT Ha 3BbPLLEHNA MOHUTOPUHT 1 OTYeTeHaTa
HeobXxoAMMOCT OT MPOMSsIHa.

«  Jlo6po nosHaBaHe 1 pa3rpaHnyaBaHe Ha NOTPEOHOCTUTE 1 CNeunPUKNTE Ha OTAENHUTE
Lienesu rpynu.

lo3HaBaHETO Ha HYXAWTE Ha OTAENHWTE LeNeBn rpynu e OT CbLUECTBEHO 3HaUYeHNe
3a onpepensHe Ha YycnyruTe, HeobxoguMK 3a Y[AOBMETBOPABAaHE Ha TexHWTe
notpebHocTn. OcobeHO 3HayeHWe B C/lyyas UMa OTUMTAHETO Ha MoTpebHOCTUTE,
CBbP3aHN C MOMEHTHO WM3MajaHe B HY)KAQ, KOETO W3UCKBA KPaTKOCPOUHO U
WHTEH3VBHO [eCTBME, KAaKTO - 1 OT Apyra CTpaHa - OTYMTAHETO Ha NoTpebHoCTHTE
Ha NMLa, KOUTO Ce HYXKAAAT OT AbArOCPOYHa FpurKa, MPOAb/IKaBalla npes Lenma um
XKMBOT. BaxkHO € f1a ce 0TUYeTe, Ue Npr MHOTO XOpa OT YA3BUMUTE rPYNU Lie MMa HyXKAaa
OT NPOABIKUTENHA NMOAKPENa, HO Pa3ivyHa MO NHTEH3UTET.

+ TnaHupaHe Ha MECTHO U PErroHanHo HUBO.

[Mo3HaBaHETO Ha HYXXJMTe Ha YA3BMMUTE FPYNn B KOHKPETHaTa OOLHOCT e rapaHLms,
Ye OKa3BaHaTa couuanHa MofKpena yAoBNeTBOPABA peanHuWTe MOTPe6HOCTU Ha
yA3BMMMTE Nnua. NnaHnpaHeTo Ha Pa3BUTUETO Ha YCITYrMTe Ha PErMOoHaHo, He CaMo
Ha MeCTHO HUBO, NO3BONIABA Aia Ce NPefOCTaBAT YC/yrK, 3a KOUTO NOTpebHOCTHTE B
pamKUTe Ha KOHKpeTHaTa OOLHOCT Ca OrpaHUYeHMN.

- CBbp3aHO € C M3rpaxaaHeTo Ha B3aMMOAOMBIIBALLM Ce MOLENU 3a NPefocTaBsHe Ha
YCNyrui, KOWTO NO3BOJIABAT MaKCUMaHO ebrKacHO yCBOsIBaHE Ha CpeacTBaTa.

Heob6xoanmo e niaHpaHo pa3BrTUE Ha YCyruTe Taka, Ye Aa ce nocturHe: 1) B3aMmHa
LOMbIHAEMOCT Ha NpefoCcTaBsHaTa MoAKPena W BAOXEHU pecypcy (MaTepuranHu
1 YOBELLKY), KaTo MO TO3¥ HauVH [ja Ce MOBJIMse HA KauecTBOTO; 2) CbrnacyBaHe Ha
LeHOCTTa U AOMb/IBaHE Ha BNOXEHUTE Pecypcun B ApyruTe cektopy (06pasoBaHue,
34paBeonasBaHe), KaTo Ce M3Mon3BaT CbLUEeCTBYBALMTE CTPYKTYPU U CUCTEMU HA
06LHOCTTa 1 Ce OKa3Ba MoAKpena 3a BnucBaHe B TAX, 6e3 Aa e Heobxoarmo aa ce
M3rpaxkaaT HOBU 1 CErpermpatymn yciyri.

«  M3rpaxpa ce c yyacTMeTO Ha BCUYKM 3aMHTEPECOBAHW CTPaHW M NO3BOJABa yCyrute
Ja 6baaT nopxonAu, OTrOBOP 3a MHAMBMAyanHUTe MOTpebHOCTU U noTpebHOoCTMTE Ha
o6lIHOCTTa.

YuyacTmeto Ha BCUYKM 3aVHTEPECOBaHW CTPaHW MpY MAAHWPAHETO Ha MeCTHO
M HaLUMOHANIHO HVBO W PeasiHOTO BCJyLWiBaHe M Cbobpas3sfBaHe C MO3MUMUTE Ha
YA3BUMUTE FrPynu, TEXHUTE OpPraHn3aLmm, mpaBo3aLyMTHY OpraH3aLum, opraHisauum
Ha AOCTaBYMLUTE 1 ApYrv MO3BOJIsIBA OKa3BaHaTa NoAKpena v niaHupaHnuTe ycnyru
[a 6bpat peaneH oTroBOp Ha NOTpebHOCTUTE.

+ TnaHupaHeTo NpeaBWXKAa CNeuraneH akueHT B AeNCTBMATA 3a NPeBeHLUs.

fonAmMa YacT oT NOTPeBHOCTUTE Ha YA3BMMUTE FPYMN Ca Pe3ynTaT OT HECMOCOBHOCTTa
MM Aa ce BNULWAT B CbLUeCcTBYBaLLMTe colranHu mogeni. MnaHmpaHoTo MHBECTMpPaHe
Ha CpeAcTBa M pasBuTVE Ha ycyru B obflacTTa Ha MpeBeHUMATa Le CroMOrHe
ronsAimMa yacT oT yA3BMMUMTE FPyniu Ja NoslyyaBaT NoAKpena npeaBapuTesHo, 3a Aa He
ce [IoMnyCHe M3MafaHeTo B TEXXKO CbCTOsIHME, KOETO [la AoBefe A0 HeobXoarMOoCTTa
OT MpunaraHe Ha crieuran3rpaHn U YecTo CBbP3aHK C MOBEYe Pecypcy HaUVHU Ha
noakpena.
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Mpenopbku:

&=

HOpMaTVIBHO [a ce pernaMmeHTnpaTt nepnognyHn n B KpaTtkn CPOKOBE OUEHKN Ha HYXXOUTE N
Ha ed)EKTa OT N3MNbJIHEHNE Ha NPOrpaMunTe;

Cb3papeHa npouenypHa 1 afMUHUCTPATUBHA Cpefa, NO3BOMABALLA NONUTUKMTE B MOAKPena
Ha yA3BMMMTE FPYNM Ha HaLUMOHAMHO U MEeCTHO HMBO Ja Cce peanu3mnpaT CbracHo LuKba:
LMNaHnpaHe — AencTBre — oLeHKa”;

MporpamMHU AOKYMeHTW, MOYMBALLM Ha aHanvM3 W K3cnefBaHe Ha MoTpebHOCTUTE Ha
cneumeuyHMTE LIeneBu rpynm, KOMTo oyepTaBaT OCHOBHUTE NPaBuia M HOPMU Ha NoAKpenaTa
3a TAX Aa Ca B OCHOBAaTa Ha NiaHMpPaHeTo Ha YCSTyrTe Ha HaLMOHaIHO U MEeCTHO HIBO;

HopmaTvBHO pernameHTMpaHe Ha PerMoHanaHOTO MAaHWpPaHe Ha yCnyrute, BKIIOUUTENTHO
C Uen cb3fjaBaHe Ha MpeXu OT COLManHu yciyrn BbB BCAKa 0611acT, KOUTO OTroBapAT Ha
HaLMOHanHMTe NPUOPUTETA 1 OTYMTAT OCOOEHOCTUTE HAa MECTHUA KOHTEKCT;

ALMUHNCTPATUBEH KOHTPON BbPXy OO6XBaTa M KauecTBOTO Ha NfiaHMpaHe Ha MeCTHO HUBO,
CboOpasHO peasniHUTe aHanM3K 1 MO3HaBaHe Ha NPOGIEMUTE 1 TEXHUTE NapaMeTPU, KaKTo 1
BbPXY peann3npaHeTo Ha KOMMIEKCeH NOAXOA MO OTHOLUEHVE Ha BCUYKM NMYBNNYHN yCnyru
B CEKTOpUTe 0Opa3oBaHue, 3apaBeonasBaHe 1 CoLuaneH;

AKUEHT BbPXY pa3BMBaHE Ha NMPeBaHTVBHW COLUMAJTHN YyCNyrn, KOUTO Cce NpeaoCTaBAT 61130
oo I'IOTp66VITel'II/ITe, C paHHa CcTeneH Ha nHTepBeHUNA;

[apaHTUPaHO yyacTne Ha OpraHU3aLMnTEe Ha MOTPEOUTENNTE M 3aCTbMHUYECKM OpraHu3aLmnm
B NpoLieca Ha nnaHvpaHe, OLleHKa 1 KOHTPOI.
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REASONS FOR CREATING THIS WHITE PAPER

Bulgaria boasts 20 years of democratic development within which a reform in the social sphere
was started, including in the fields of social services and support for vulnerable social groups.
Over this period a large number of documents were created that shaped the social policies of the
country. Some of the most important of those are:

Pact for economical and social development of the Republic of Bulgaria until 2009
Memorandum for social inclusion

National programme for deinstitutionalization

National strategy for children for 2008-2018

National program for child protection for 2008

Strategy for providing equal opportunities to people with disabilities 2008-2015
Action plan for providing equal opportunities to people with disabilities 2008-2009
Policy for psychic health of the Republic of Bulgaria 2004-2012

Decentralization Strategy and programme for the its implementation 2006-2009
Programme for prevention of and protection from domestic violence

National strategy for the encouragement of equality of women and men 2009-2015
National strategy for equal opportunities for all, etc.

After the implementation of a series of policies with different social effect and the accession of
Bulgaria to the European Union (EU) there is a consensus on the fact that the social reform has
been started but has stalled and is not producing the expected results. The policy that is being
pursued lacks a comprehensive and synchronized approach for the inclusion and active engaging
of different vulnerable groups. Large portions of the population live in a state of extreme poverty
and isolation while in most cases the existing services are not accessible or are not consistent
with the actual needs. Regardless of the investments on behalf of different donors and programs
there has not been an adequate evaluation of how effective the implemented measures were,
what concrete results have been achieved in the long term, whether the decisions taken were the
most appropriate (if the approach used was strategically the best choice), and to what extent the
investment corresponded with the concrete results.

These and other issues have been raised in different contexts and on various levels by NGOs
working in the social sphere. The most appropriate comprehensive answer to the concerns
regarding the 20-year social reform and the model for offering social services in Bulgaria up to
now is the Vision for childcare reform and the contiguous action plan developed in 2008 by the
alliance of NGOs working in favour of the childcare reform in Bulgaria. This strategic document
was adopted as a guideline by the Platform for Social Policies and its basic principles are reflected
in the current document. Guided by the understanding that there is a need to have a systematic
list of basic principles for support through social services for all vulnerable groups, the members
of the Platform created this White Paper. The clarification of the principles is obligatory if we
desire our social policy to be European, humane, supportive and leading to change. In practice in
recent years meaningful concepts such as decentralization and deinstitutionalization, which were
guiding in social policy, did not achieve the desired social effect because of lack of understanding
of the values and principles behind them. This White Paper aims at listing the basic principles and
pointing out the necessary actions for a consistent implementation of the policy. It seeks to take
the discussion of the basis for social policies out of the narrow circles of ministry employees and
to help establish links to other public policies, thus forming a common framework of values.
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The Platform “Social Policies” sees its role in this situation as the agent that:
< Unifies by means of this White Paper the position of NGOs.

< Raises and discusses the question which the leading principles are that render a social
policy effective in the field of social services and the ways of their implementation.

9 Provokes a debate on the results and parameters of social policy based on the principles
of this White Paper that will eventually lead to concrete political actions and measures for
the improvement of social policies regarding vulnerable groups.

< Initiates an active presence of civic organizations as a monitor of the quality and
effectiveness of the pursued social policy.
This document is in its essence is the claim of civic organizations for a government that would
lead to an effective social support. The principles stated in it are compulsory guidelines for any
social policy in support of vulnerable groups that desires to be successful and contain concrete
suggestions that should be adopted by the government.
The White Paper calls out to institutions of power engaged in social policy: the National Assembly,
the Ministry of Labour and Social Policies and its subordinate agencies, the Ministry of Education,
the Ministry of Health, the Ministry of finance, etc.
This document also offers an assessment of the actual state of social policy in the field of social
services in Bulgaria. Serious attention has been paid to this topic as we are convinced that only
the correct identification of problems will allow adequate and effective measures.

BASIC STATUTES

The White Paper rests on a clear vision for the essence an aims of social policy. It has been
developed based on commonly accepted definitions of fundamental terms such as:

«  Vulnerable groups

«  Social integration

«  Social inclusion

«  Social cohesion

- Effective support

«  Social services

+  Social work

Vulnerable groups

We consider vulnerable those persons and groups, which have limited opportunities to
participate in social life and to exercise their social rights. Vulnerable groups do not manage
to gain access to or to benefit from possibilities presented by the society and the economy
and become a victim to or face a risk of marginalization or social exclusion. The reasons for
this are quite varied: living in extreme poverty or with low income and in depravity; social and
psychological factors; inaccessible environment; health and age problems; lack or insufficiency
of social skills or education; biased attitudes; lack of, limited access to or inadequacy of
services; etc.

Vulnerable groups of people have the right to be regarded with respect and protected by the law.
General attitudes towards them deprive them of equality and equal opportunities. Nevertheless,
they are an important and valuable part of society and therefore we are working for their social
integration and social inclusion.

We perceive vulnerable groups as people with capabilities and potential and not solely as people
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with problems and limitations. Granting equal opportunities means that different spheres of
society and the environment (services, activities, information, etc.) have to be made accessible
to all, including vulnerable groups of people. In order to achieve that it is necessary to remove
all social barriers — physical, financial, social, and psychological - that prevent vulnerable persons
and groups from fully participating in the life of society.

For their rights to be guaranteed it is necessary to grant them access to social, healthcare and
educational services used by all other citizens. It is adamant to create conditions that will ensure
their participation in the labour market and all spheres of social life.

We understand social integration as joined existence and education of all, including members
of vulnerable groups. Social integration of vulnerable groups includes their active involvement in
all spheres of social life. As vulnerable groups are a part of society, their opinions have to be taken
into consideration in the process of formulating different policies.

To us social inclusion means that all people, regardless of poverty or other problems, are taking
part in social life on an equal level. As a process social inclusion means creating conditions for
equality and equal opportunities for vulnerable groups of people in different spheres of social life
(education, labour environment, religious activities, spare time, events in the community, politics,
etc.) that will ensure and facilitate their full participation in it depending on their own desires and
choices.

Under social cohesion we understand the approach and the process of bonding with and including
various individuals and vulnerable groups into society, based on overcoming the inequality, unjust
treatment, marginalization and social exclusion they suffer. Social cohesion leads to the mutual
acceptance of different social groups, including the poorest, and sharing the responsibilities. It
cannot singlehandedly solve or erase social problems but strives to soften the social contrasts
and to lessen the economical burden of the socially vulnerable.

In our view, effective support for the vulnerable persons and groups includes providing adequate
social support, suitable and accessible services and adapting the environment. Effective support
is a combination of measures implemented and provided in a way consistent with the concrete
needs of the individual members of vulnerable groups, which aim at providing them with the
possibility to lead an independent life, to play socially significant roles in their capacity of citizens
that actively take part in and contribute to social life. These are fundamental factors of decent
living and adequate life in the society of today.

In our understanding social services are activities that support and amplify the opportunities of
vulnerable groups to develop theirindependence, to lead an independent life, and to exercise their
rights. Social services need to support the individual, the family or the group as a part of society
and not to impose sanctions. Social services are a complex of activities in support of vulnerable
groups and aim at prevention and limiting the extent of vulnerability as well as minimizing the
negative effects of vulnerable situations, providing rehabilitation, integration and resocialization
(according to the Riyadh Guidelines of UN).

Social services are a guarantee for the social inclusion of vulnerable groups only when they are
provided as a complement of and in coordination with generally accessible services in other
public sectors — healthcare, education, employment and public utilities.

Our understanding of social services includes not only ‘stationary’ - e.g. day care centres, centres
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for social support, etc. — but also mobile forms provided at the living place of the beneficiaries -
their home and neighbourhood. In our opinion this will contribute to better informing vulnerable
groups and providing them with greater access to social services.

Social work forms an integral part of social services. It encourages social change, the resolution
of problems in interpersonal relationships and the development of people’s abilities in order
to support their wellbeing. The principles of observing human rights and social justice are
fundamental in social work.

We believe that quality social services for vulnerable groups can only be provided if there are
professional working standards as well as clearly stated common principles and key competences
for all specialists and supporting professions engaged in the process (social workers, medical staff,
teachers, etc.)

LIMITATIONS OF THE DOCUMENT

As the issues related to the support of vulnerable groups are quite extensive and the authors
desire to identify problems on which concrete suggestions can be made, it is necessary to impose
the following limitations on this document:

2 TheWhite Paper does not claim it enumerates and provides a comprehensive description
of all vulnerable groups. The current analysis and the examples in it are mostly related to the
services and target groups the members of the Platform “Social Services” are working with in
their capacity of social service providers and advocacy organizations.

2 In the current document the issues related to minorities are not fully included. The
problems of minorities have been examined here as far as they are vulnerable groups that
need support in order to be socially included and to exercise their social rights. The issues
of minorities are a part of and a subject to social policy but because of their specifics they
should be examined in a separate document.

2 In this White Paper the accent is on social services as a leading element in social policy
together with income policy and adaptation of the environment. Other elements social
services integrate with are too complex to be examined in detail in this document and need
to be the stuff of separate analyses.

THE EUROPEAN UNION ON SOCIAL SERVICES

The modernization of social services is currently a topic in all members of the EU. Social services
are just one of the elements of the European system of services of general interest’ but they
represent an important pillar of the European model and society?. On the one hand, high-quality
and accessible social services are an important prerequisite for social inclusion and achieving
social cohesion. On the other hand, their potential for creating working positions and engaging
the beneficiaries in the process of providing the service turn them into an integral part of the
Lisbon Strategy.

The competence of the EU regarding the provision of social services should be viewed in the
contexts of the shared responsibility and competence concept between the EU and its member
states. The member states are free to define the term ‘services of general interest’ and the

! According to the European Committee (EC) social services are provided as part of the services of general interest.
2 White Paper of services on general interest, EC, May 12, 2004.
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respective institutions may regulate the content of the services and how they are organised,
financed, provided and controlled. On the other hand, the European Community requires the
state members to observe certain common rules and principles when regulating the contents
and the provision of services.
Social services are organised in very different ways across different member states, while still
subject to common principles and tendencies that outline the general framework on a European
level:
1. Stateinstitutions on different government levels work close to the citizens. The European
Committee (EC) acknowledges that the sphere of social services of general interest is an
important part of central and local government’s work and that in it they should observe the
principle of subsidiarity. The public institutions engaged should (and it is their obligation to)
actively take part in the organization and financing of the services.
2. Providing the citizens with access to quality social services on the territory of the member
states. The application of this principle is of utmost importance to achieving social inclusion.
Services should not only exist but also be of high quality in order to guarantee that the
desired effect will be achieved, that being the inclusion of the socially ‘excluded’.
3. Applying individual approach and the principle of solidarity in providing social services.
Social services should be personalized and correspond with the concrete needs of the clients
as well as guarantee the basic human rights and protect the most vulnerable groups.
4. Requirement for the participation of a third financing party. Because of the specifics of
these activities targeting mostly vulnerable groups, social services do not create the typical
provider-customer relations, in which the customer of a service or goods is capable of paying
foritin full. With social services relations are asymmetric (it is very common for the customer
to be in an unequal position), which requires the intervention of a third financing party. The
service cannot be discontinued just because the customer cannot afford to pay for it.
5. Involvement of the customers in the process of providing and administrating the service
(“nothing for us without our participation”). The customers need to participate actively in the
process of planning, providing and administrating the services so that they may best reflect
and satisfy to a maximum extent their own needs.
6. Decentralization of the organization of social services from central to local level. The
implementation of this process leads to increasing the role and responsibility of local
authorities for providing social services on their territory. They are the ones that indicate and
evaluate local needs.
7. Delegating social services of general interest to private providers. This way the central
and local authorities change their role and focus mainly on the legislative regulation,
monitoring and financing of social services. Meanwhile, private providers offer the services
on an open market and are subject to competition, which aims at improving quality.
8. Utilization of different forms of public-private partnerships and other financing sources
supplementing public financing. In reality, social services need to combine various resources
and capacities in order to offer the customers a valuable final product.
9. Transparency of the policies and procedures. Transparency is an underlying principle in
the development of policies for public services, including social services of general interest.
This principle should be applied to all stages of the social service process: regulation,
organization, financing, providing, evaluation, etc.
10. Legal security. Social services, along with healthcare services, have been excluded from
the area of application of the Directive on Services for the Internal Market. The EC understands
that applying community law to the services of general interest, including social services of
general interest, will cause complex issues and works on improving the legal security of and
clarifying the implementation of common rules and principles.
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Europe does not have common regulations regarding social services and rather relies on
principles that should be observed in their regulation’ by the member states. That, however, does
not eliminate the obligation to achieve certain results and precisely for that reason the common
principles have been formulated.

PROBLEMATIC CONTEXT OF THE SOCIAL SERVICES IN BULGARIA

Regardless of the results achieved by the actions of the government, local authorities, various
donors and suppliers of social services in the last 20 years, there still are a large number of issues
on the resolving of which the future successful development of the policy on social services and
the effective support for vulnerable groups depend.

SUMMARY
The conducted analysis of the context of providing social services in the country showed that:

«  The reform in the social sphere has begun but it does not lead to the expected results.

«  Social policy lacks consistency. The new principles of support for vulnerable groups have
been adopted but only on paper and there is no link between the declared principles, the
legislation and actual political actions (strategies, programmes and projects).

- Deinstitutionalization and decentralization (in its second stage) continue to be a
challenge.

«  Thereis no system for adequate evaluation of what services should be created.

«  The double approach is absent in the provision of social services — inclusion of the
vulnerable groups in all general policies combined with policies targeted only at them when
needed.

«  There is no variety in the list of social service providers — providers of varied types and
with targets.

«  Politically there is no comprehensive approach coordinating of institutions for the in
order to involve and actively include different vulnerable groups.

«  Very often services are inaccessible or do not meet the needs.

«  There is no objective assessment of how effective the measures implemented were,
what concrete results were achieved in the long run and to what extent the investment
corresponds with the result as well as whether the solution chosen was the most adequate.
« It turns out that after the withdrawal of foreign donors many services are left without
support.

«  Lax control and lack of measurable indicators that would guarantee the quality of the
services.

«  Chaotic and sporadic opening of services that is rarely based on knowledge and
preliminary analysis of the needs.

+  Lack of a map of services in a certain community.

«  Excessive bureaucracy in the social support system.

« Lackof possibilities to influence or exercise control over the activities and decisions of the
local authorities, to whom a huge proportion of the responsibilities for the implementation
of social policies is entrusted.

' EU does not have a concrete directive or a regulation for social services but has issued directives regarding

different issues such as employment, European court cases, as well as EU financing programmes that definitely
reflect and observe the principles enlisted above.
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BASIC PRINCIPLES OF THE POLICIES FOR SUPPORT OF VULNERABLE
SOCIAL GROUPS

4

The principles of the White Paper result from the vision of the members of Platform “Social Policies”
for the pursuit of effective social policy in support of vulnerable groups. Their formulation strives
to achieve an agreement on the principles and values of the policies for support and the actual
pursuit of a policy that introduces them into practice.

The principles formulated have a practical orientation and are founded in the basic concepts of
social cohesion, social inclusion, social integration and adequate support. There are seven of them
covering all aspects of providing services in support of vulnerable groups.

1. Comprehensive approach in providing services and support.
Support in response to the actual needs and desires.
Efficient support.

Customer oriented financing.

Providing social services in a market environment.

Professionalism in providing services and support.

N o Uk~ wN

Planning of the services and support.

Each of these principles is accompanied by a set of recommendations pointing out concrete
political actions or measures.

1. COMPREHENSIVE APPROACH IN PROVIDING SERVICES AND SUPPORT

The aim of supporting vulnerable groups is to achieve a higher quality of life for them, which
means independence and actual participation in social life. This goal can be achieved by a
comprehensive approach, according to which social support, services and accessibility of the
environment are provided in coordination. The pursuit of a social policy with a comprehensive
approach calls for mutually complementing support actions, a combination of common policies
and policies targeting vulnerable groups, consolidation of the resources in the public sector and
coordinating the institutions engaged in the implementation of these policies on all levels.

MUTUALLY COMPLEMENTING SUPPORT ACTIONS

Providing support to vulnerable groups should be approached in a comprehensive way with the
various forms of support (social support, services, adaptations of the environment, etc.) provided
in coordination. The measures in each of those areas are not parallel and independent but, on
the contrary, should be analysed, planned and implemented as mutually complementing. Each
area is of significant importance in order to ensure quality of life and should guarantee true
overcoming of isolation. Planning and balanced development of the social policy regarding
vulnerable groups simultaneously in all three directions on a national level guarantees these
vulnerable groups material support, actual access to the services they need and building an
accessible environment.

COMBINING COMMON POLICIES AND POLICIES TARGETING VULNERABLE GROUPS

Social integration of vulnerable groups may be overcome by a combination of including them

in common policies (mainstreaming) and, if need be, introducing special policies targeting them
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in particular. This approach ensures that the individual needs of the persons comprising these
groups will be taken into account and satisfied.

INTER-SECTOR COOPERATION

The barriers preventing vulnerable groups from living among the society are complex, which
calls for a multidirectional approach for their overcoming. The needs of people are varied and in
order to meet them a comprehensive solution is needed. The assessment of the quality of life of
vulnerable groups should not be limited solely to the social sphere and the supporting measures
taken within it. It can be achieved by a combination of services in all public sectors. Support in
multiple areas is necessary in the form of mutually complementary services in the social field,
education and healthcare, which will guarantee coverage of all the basic needs of vulnerable
groups and will allow public funds to be used more efficiently.

Some of the groups with more complex problems, placing them in a more vulnerable position (e.g.
children with disabilities, children deprived of parental care, children with disabilities belonging
to ethnic minorities, children and adults with disabilities and severe chronic diseases, people with
mental diseases and disabilities, elderly people with mental diseases and many others) deserve
special attention. Policies should take into account the specifics of these groups and combine
measures of varied types.

COORDINATION BETWEEN AGENCIES

The successful policy in support of vulnerable groups requires coordination of the actions of
agencies on different levels. Firstly, coordination is needed among central authorities, in line
with legislation, strategic documents and financing mechanisms, which define the rules of
action. Secondly, coordination on the operative level is necessary between central agencies,
local agencies and authorities that are in charge of development, planning and providing the
services. And lastly, a clear and efficient partnership is required between local authorities and the
organizations providing the service.

Recommendations:

& Basic terminology in social legislation should be redefined so that the philosophy of the law
meets the requirements of our membership in the EU and the observation of the rights of all
citizens is guaranteed.

& Various policies supporting vulnerable groups should be synchronized on a national level.
This includes:

+ Re-evaluating strategic, programme and political documents in order to make measures
on income policies, services and measures for creating an accessible environment mutually
complementary.
« Taking into account the complex character of the problems when appointing measures
within concrete target group oriented policies and involving the respective agencies in their
planning and implementation. This will lead to providing services and support that work in
the actual situation allowing social support of vulnerable groups to become comprehensive
and to assist their inclusion into the community while they gain access to all generally
accessible services.
+ Including vulnerable groups in all general policies.

& The legal definition of the term‘social service’should be changed and the strict differentiation
between the terms ‘social’ and ‘healthcare’ services removed. Synchronizing the legislation
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and regulations in the social, educational, healthcare and public utility sectors is needed with
regard to common principles of social support for vulnerable groups and in order to achieve
the goals of the social support for vulnerable groups policy.

& Functions and rights of the institutions engaged in the support of vulnerable groups should
be clearly defined.

& Working mechanisms (workgroups, committees and other public structures) should be
created to facilitate the coordination among agencies and the cooperation between different
administrative structures on central and local levels and NGOs.

2. SUPPORT IN RESPONSE TO ACTUAL NEEDS AND DESIRES

Social support grants access to a varied array of services tuned to individual needs. The adoption
of this principle leads to a guaranteed variety of services in line with the existing necessity and
the specific needs of individuals. It has a positive effect on: (1) the way in which social services
are delivered as well as on their variety, based on an evaluation of the need for opening a certain
service; (2) the development of a social service market; and (3) the funding of services in order to
allow for providing each client with a choice. It also influences: (4) the approach in providing the
service by focussing it on the needs and desires of the person depending on their own choices
and decisions.

This principle allows the vulnerable person to choose the service, the parameters of which best
meet their individual needs. The commitment of social support to guarantee the ability to choose,
as a fundamental personal right, calls for the array of available services to include, when needed,
support for choosing the most appropriate option. In this respect Bulgarian legislation formulates
several principles: providing social services according to the desires and personal choice of the
client and ensuring access to basic services. The actual implementation of the law and the social
policies does not guarantee the fulfilment of this part of the legislation. Bulgarian social legislation
does not sufficiently stimulate the active participation of the client in the process of choosing a
concrete service, planning it, providing it, controlling it and in the evaluation of their actual needs.
To a large extent, the decrees of the legislation in this area remain only on paper.

Example:
The legislation provides for the elaboration of an individual social service plan in institutions

and for long-term social services in the community but this provision does not stimulate the
active participation of the client. In practice the provider is the active part in elaboration of the
individual plan and in monitoring its implementation. According to art. 40, paragraph 5, of
the Implementing Regulations to the Social Support Act (IRSSA) the providers of social services
themselves evaluate the implementation of the plan every 6 months and update it if necessary.
In that same text the role of the client as a consumer of the service is lost. He is being treated as a
subject of the service and not as an active participant in the process of delivering it and this is one
ofthe reasons that lead to lack of progress in the integration of clients in the community after they
leave the institution.

Recommendations:

& A package of basic social services (social services of general interest according to the
terminology adopted by the EC) should be appointed through legislation and guarantees
should be created for the access to and financing of the opening and maintaining of these
services.
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& A consensus should be reached on a comprehensive list of especially vulnerable groups and
their basic needs.

@ Afunctioning objective, adequate and transparent system for the evaluation of needs should
be created, which will allow for differentiation between various vulnerable groups, their
needs and the extent of the need for support.

& Flexible services should be provided responsive to the changing needs of each client and
they should be available for as long as they are needed.

& Legislation should be passed that provides for a mechanism for all clients to actually exercise
their right to choose as well as receive support and advice when deciding on a social service,
in its planning, providing and the control over its quality.

& Advocacy organizations working in favour of vulnerable groups should actually be included
in the processes of evaluation of the policies and guarantees should be provided that they
will be represented and take part in planning the support activities.

& Regulation should be created and flexible mechanisms should be introduced into practice
for the involvement of clients in the process of control over social services.

3. EFFICIENT SUPPORT’

Only the delivery of quality and efficient services can produce actual benefits for the members
of vulnerable groups. The efficiency of social services is measured by the level of social inclusion
achieved, that of respect to human rights and dignity, and the actual improvement in the quality
of life. The chief indicators for the efficiency of social services should not be some tools of social
engineering but the satisfaction of the beneficiaries and their families with the services received.
The main indicator of the efficiency, according to European Association of Service Providers for
Persons with Disabilities (EASPD), is the life people lead.

The efficiency of social support for vulnerable groups in particular is connected with:

M Providing services in close collaboration with the community in which beneficiaries live. In
this way social services do not segregate the vulnerable groups from the life of the larger
local community but, on the contrary, support their integration and active participation.

M Consumer targeted services. Support is provided according to the needs of the people, i.e.
services take into account specificities and offer care and support based on clear knowledge
of the concrete target group while differentiating between needs, types of support and the
extent to which support has to be granted.

M Flexibility of services. Defining and providing services according to the individual needs and
desires of the customer.

M Holistic approach in providing the services. It is necessary that the services provided aim at
fully satisfying the complex needs of people in a vulnerable position.

M Continuity of service. Guaranteed provision of the service for as long as it is needed.
M Evaluation of the quality of support. Introducing clear indicators that correctly measure the
satisfaction of clients and their needs according their individual situation and preferences.

! This section has been developed on the basis of Quality for Social Health Services - Social NGOs' recommendations
to the EU decision makers, adopted by the Social Platform Steering Group, 6 June 2008.
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Recommendations:

& (Creating new services should take into account the clearly defined peculiarities of concrete
vulnerable groups, types of support needed in order to grant full participation in community
life, as well as the analysis of the scope of service necessary in a certain community.

@ Basic service quality standards should be adopted that guarantee the effective inclusion of
vulnerable personsin the community, the taking into account of their needs, a comprehensive
approach, flexibility and continuity of the support according to needs.

& Specialised institutions in their capacity of a social service provider have to be closed or
reorganized so as to provide support services that fully meet the basic quality criteria and
observe the principles of effective support.

& Separate policies should be developed targeting concrete vulnerable groups, which to
the maximum possible extent take into account the specifics of the group and its support
needs. Specific measures for theirimplementation should be developed in cooperation with
representatives of the target groups, as well as representative and advocacy organizations.

& The centrefold of every policy should be the adoption of measures preventing vulnerable
situations and social isolation.

& There should be efficient and targeted control and quality evaluation mechanisms for all
forms of support whereby the investment of resource (public finances, human resources)

becomes linked to certain service quality level.

& The assessment of quality should be regulated so as to:
« Be based on achieving certain measurable results.
+ Include an evaluation of customer satisfaction.
« Be carried by means of clear and measurable result oriented indicators.
+ Involve in the process customers and their organizations.
« Guarantee transparency of the evaluation and binding it to sanctions in case of violations

or to stimulation of good practices.

4. CUSTOMER ORIENTED FINANCING

Customer oriented financing ensures that every vulnerable person gets access to support services
and gives them the possibility to exercise their right to choose which service provider to prefer.
It also protects the public interest in efficient investment of public funds and prevents double
financing.

One modern method of financing social services is through the so called ‘individual budgets’and/
or'direct payment’ In some countries these two terms mean the same thing and on others they are
differentiated but the basic principle behind them is that money ‘follows’ the client and is ‘bound’
to them and not to the provider or the financing agency. In the last decades direct payments and
individual budgets became fundamental for some government policies aiming at individualizing
and (self) administration of the social services for adults and their maximum conformity with the
needs of the customers. The common quality of this form of financing in all countries is that the
clients of social services receive the funds in cash or in the form of a voucher that they themselves
use to buy the service or support that best meets their needs.

Applying this principle ensures several results of utmost importance:
2 ltcreates conditions for the development of customer oriented services and competitive
social service market.
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2 The most influential factor is the choice of the customer which ensures quality.

2 Control over expenditures becomes linked to the service quality control (service effect)
—that makes it easier to evaluate the result a certain service achieved.

2 It allows services to distribute and develop over the countries territory depending on
actual local needs.

Most often direct payments and/or personal budgets are funds granted by financing agencies
(local authorities, social security systems) to persons, who have been evaluated to be in need
of a certain social service and who would like to decide themselves and buy the service rather
that receive it directly from the municipality or its agencies. This way the person can administrate
the funds themselves. If the process is hindered because of an intellectual or other disability, the
person receives the necessary support, very often through their family. Funds can be used flexibly
for the purchase of services or equipment according to the needs of the person. The municipality
or respective financing agency cannot refuse concession of direct payment personal budgets
and, in practice, exerts control over the result of their expenditure.

The receiver or a direct payment/personal is obliged to submit to the financing agency a report
on the delivery of service where the stress is on the audit of results. In Germany, for instance, the
extent of satisfaction of the person’s needs and the achievement of certain goals is evaluated.
Proof is only provided of service delivery and the benefit the client received and not of the price
of service.

It is important to underline that individual budgets and/or direct payments are an excellent
solution but not for all. The experience of some countries (such as the United Kingdom) shows
that the best approach is, once more, flexibility and the ability to choose. Along these lines of
thought, it is important to have the option of this type of financing although not as an only option
but rather in combination with ‘traditional’ financing methods.

In reality direct payments and/or personal budgets stimulate the personal involvement of the
clientand encourage them to take responsibility for receiving care and satisfying their own needs.
In the same time they represent a form of ‘privatization’ of services and indirectly assign them to
other independent providers based on the judgement of the client (who chooses the provider
themselves).

In the same time, this principle cannot be the only one used. An analysis shoes that for some
forms of support it is necessary to keep the traditional forms of financing through standards in
order to guarantee stability. This refers to services offering special and rarer forms of support,
crisis services and preventive services.

Recommendations:

& Public financing should be guaranteed for services for all members of vulnerable groups
depending on their needs and the extent of support necessary.

& The financing of support services should be implemented according to the principle ‘money
follows the client’and based on personal budgets or direct payments.

& In the cases of specific, rare, crisis and prevention services a combined form of financing
should be used - according to standards and based on the number of clients.

& Possibilities and support should be provided for additional financing and attracting of
complementary funds (local funds, business funds, programme financing and charity) in order
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to further develop the quality, forms and scope of social support (including tax concessions
and other forms of stimulation).

& The two types of financing should be used in combination depending on the client’s choice.

5. PROVIDING SOCIAL SERVICES IN A MARKET ENVIRONMENT

Social services should be offered in a market environment. A competitive market openly
accessible to providers varied in size and experience is a guarantee for the quality of service and
their accessibility to the clients. An absolute requirement in order to create true market of services
is the clear formulation and distribution of functions and roles of different agents. Planning the
services, their financing and the political responsibility for their availability should be separate
from the direct provision of services. Combining these functions creates conditions for a conflict
of interests (what guarantee is there that the contracting party will prefer the best and highest
quality option instead of ‘feeding’ its own provider structures) and renders doubtful that the
public funds will be invested according to the best result.

In the last few decades the development of social services in Europe has been marked by two
parallel tendencies: (1) transferring functions and competences from central to local authorities
and (2)increasing therole of private providers as wellas adopting market approaches to the process
of providing various public services. At the same time greater attention is being paid to market
regulations so that it will guarantee quality support to everyone according to public interest. As
a result a partnership is forged between representatives of the central/local authorities and the
private sector, be it for delivering or co-financing services. The focus of work of the functions of
local authorities shifts from directly delivering social services to adopting control functions and
elaboration of local development strategies and policies. The delivery of social services becomes
chiefly the task of private providers.

This means that negotiation with private providers is an essential element of the social service
market:
< This s an effective alternative to service provision monopoly.
2 Control and provision functions are clearly delimited - local authorities are liberated of
directly providing the service while focusing on financing and control.
9 This stimulates competition, which raises quality and responsibility.
2 Expenditure of public funding becomes more transparent.
9 It becomes easier to attract additional funding from sources accessible only to the
private sector.

In Bulgaria municipalities can be contracting party and provider at the same time. This leads to
confusion of roles and inequality among providers, which in turn violates the principle of guaranteed
diversity, decentralization and delivering services in a competitive market environment. Nothing
encourages (neither obligates) the mayor to seek better and more effective service management or
to offer to delegate them to private providers, which would offer more in a competitive environment.
The budget for social services are spent by the municipalities as social service provider and only when
the mayor decides funds can be granted to other providers. This means that in Bulgaria the key to
negotiating social services is the subjective attitude of the mayor, who decides which services will be
subject to negotiation and which will be delivered by the municipality itself.

Recommendations:

& All providers should be equal in rights, including municipalities. When municipalities decide
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to provide a service, this should be done through specially created registered/licensed
agencies that work parallel to the private providers. All providers should be subject to service
quality control by an independent agency.

A market should be developed where all clients can decide the service of which provider
they will use.

A suitable administrative environment should be created to allow private professional
providers to work, which means:
 Identical rules for the management of contracts with external social service providers
and common guidelines in order to avoid unsuitable interpretation of procedures on behalf
of the municipalities.
« Recognizing the right of the provider of administrative expenses for service
administration.
« Development and implementation of evaluation measures for the execution of the
contract for administration of the services by the external provider through an independent
external evaluation of the results of his work commissioned by the municipality.
- Contract management control functions clearly distributed between the central and

local authorities.

& A possibility for direct negotiation should be introduced.

& The possibility for municipalities to redistribute funds for social services should be limited

and the control over the way state funding is pent should be increased.

6. PROFESSIONALLY DELIVERED SERVICES AND SUPPORT

Professionally delivered social services guarantee the efficient support of vulnerable groups.
Professionalism can be ensured by introducing clear rules for their execution. The situation where
Central and local authorities combine the functions of regulation, planning, monitoring and
evaluation with the role of a direct provider contradicts this principle. The rules include legislative
regulations and quality criteria based on measurable indicators, which measure the effect of care
and support on the quality of life of the client, rather than on formal quantitative indicators.

Professional execution of the services is characterized by:

The possibility for the client to negotiate the service directly with the provider. This way a
competitive professional provider will seek ways to offer higher quality services, which best
meet the needs of vulnerable groups.

Providers are professionally committed to observing and protecting the rights of clients
and preventing conflicts of interests as well as to providing high quality care through the
implementation of modern work models that have already been proven as effective and with
the help of well trained and motivated staff.

Ensuring the possibility for providers to offer a stable service by means of negation and
financing forms that guarantee quality of care and at the same time enable professional
providers to develop.

Providing guarantees for the professionalism of caregivers. It is necessary to develop
professional work standards for all supporting professions engaged in the process of
providing the care. The specialists and staff need to have adequate professional training, a
possibility to undergo additional training and professional supervision as well as to be well
paid. These conditions are relevant not only for the providers’ staff but also for municipality
and government officers related to social work. All these factors are important in order to
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attract and retain enough and sufficiently qualified human resources in order to be able to
provide high quality care.

Recommendations:

& Professional standards should be developed for each form of support including:
- Ones that assure good working conditions in the social sphere and adequate
remuneration.
« A clear list of functions, obligations, responsibilities and work standards for each

profession in social services.

& Ethical norms and professional rules for the social service providers should be adopted.

@ State requirements (standards) should be approved for the social worker professions. These
requirements have to answer the questions what the basic functions of each of these
professions is and list the activities included in each function.

& Training requirements (standards) should be adopted for social work professions.

& New midlevel supporting professions should be determined (support staff and staff with
higher education) such as animator, educator, routine organizer, personal assistant, etc.

& An effective system for guaranteed on-the-job training and professional support of
supporting specialists should be created.

& A supervision system should be developed and supervision should be included in training
services.

& The existing registration and licensing regimes should be revised and improved. A system
should be introduced for social service accreditation — after a certain period of existence
the service should be accredited and this accreditation should bring certain stimuli for the
provider.

7. PLANNING SERVICES AND SUPPORT

The planning of services and support on national, regional and local level ensures that the
development and provision of social services and the expenditure of public funds will be done in
an effective, economically efficient and transparent way.

The planning of social service development in a way that secures effective support and efficient
fund expenditure depends on:
< Evaluation of the needs in the community and building a map of service types according
to these needs.
S Implementing the planning-action-evaluation model. This model ensures that the
opening and development of social services for vulnerable groups will not be chaotic and
arbitrary but will follow certain rules, criteria and analysis and be subject to systematic
monitoring and evaluation. The social service plans do not remain constant but are revised
after monitoring if a need for change was observed.
9 Good knowledge of and a distinction between the needs and specifics of separate
target groups. The knowledge of the needs of individual target groups is of key importance
to identifying the services that would best satisfy them. An especially important point is to
identify needs related to temporary necessity, which call for short term intense action, and
on the other hand the needs of people who need long term care over the span of a lifetime.
It is important to take into account the fact that many members of vulnerable groups will
need long term care but with varied intensity.
46



<2 Planning on local and regional level. The knowledge of the needs of vulnerable groups
in a certain community is a guarantee that the social support granted will meet the true
needs of vulnerable persons. Planning the development of services on a regional and not
only on a local level allows services to be provided for which there is limited need in the
community.

9 Offering mutually complementary services that will allow for the most efficient
expenditure if funds. The development of services has to be planned so as to provide (1)
mutually complementary forms of support and investment (of financial and human resource)
that in turn will influence quality and (2) coordinating activities so as to supplement the
resources invested in other fields (education, healthcare) by making use of existing systems
and structures in the community and offering support for integration into them and avoiding
the need to build new segregating services.

2 Includingallinterested parties in the planning and allowing services to answer individual
needs and the needs of the community. The participation of all interested parties in planning
onalocal and national level and actually taking into consideration the opinions of vulnerable
groups, their organizations, advocacy organizations, organizations of providers and others
allows the support granted and the services planned to realistically answer needs.

9 Accentuating preventive measures during planning. A large proportion of the needs
of vulnerable groups are a result of their failure to integrate into existing social models.
Planning an investment and the development of services in the field of prevention will help
a large portion of the vulnerable groups to receive support beforehand and not to fall into a
dire necessity situation calling for specialized and often more expensive support measures.

Recommendations:

&

Legislation should regulate recurring short-term re-evaluations of needs and the effect of the
programmes in existence.

A procedure and an administrative environment should be created that allow policies
supporting vulnerable groups on a national and local level to be executed according to the
planning-action-evaluation cycle principle.

The planning of services on national and local level should rely on programme documents
based on analysis and the study of needs of specific target groups which outline the basic
rules and norms of their support.

Regional planning of services should be regulated by legislation inclusively in order to create
networks of social services in each region, which will fulfil national priorities and take into
account local context.

Administrative control should be exercised over the scope and quality of planning on local
level according to actual analysis and knowledge of the problems and their parameters
as well as over the implementation of a comprehensive approach in relation to all public
services in the sectors of education, healthcare and social care.

An emphasis should be placed on preventive social services for early prevention provided in
close proximity to the client.

The participation of client organizations and advocacy organizations in the planning,
evaluation and monitoring processes should be guaranteed.
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Mnatdopma “CoupmanHu NOUTUKK” 0beanHaBa:

»S0S [letckn cenuwa bbarapua”,

Bbarapcka acouuauuma 3a vua ¢ UHTENIEKTYyaslHU 3aTpPyAHEeHUA,
BbarapcKu LeHTbp 3a HECTONAHCKO npaso, ,,/lusa”,

¢oHpgauuma ,EKUMN”, poHpaauma ,,3a HawuTe pgeua”,

»3APaBHU NPo6/1eMU Ha MasIlMHCTBaTa”,

UHCTUTYT No coumanHu AeMHOCTU U NPaAKTUHMU,

HKaputac Bvarapusa, MexgyHapogHu counasHu cay6u Bbuarapus,
MapTHbOpU Bbarapus, ,,[loMmorHu Ha Hy®paewurte ce”, ,,CamapaHun”
,CTblNKa no cTbnKa”




