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TOANIIEH JOKJIAT

3A PE3YJITATHUTE OT TIPOYUBAHE 1 U3MEPBAHE HA
YJAOBJIETBOPEHOCTTA HA IOTPEBUTEJIMTE ITPH OCBUIECTBSIBAHE HA
AJMUHHUCTPATHBHO OBCJIYAKBAHE OT OBIIUHA JIOGPHYKA
3a nepuoaa 01.01.2023 r. - 31.12.2023 r.

I. YBoa

HacrosmusaT Aokyan € U3roTBeH Ha ocHoBaHue ui. 24, an. 8 or Hapenbarta 3a
aJMUHHUCTPAaTUBHOTO obciykBaHe (HAO) u un. 44 ot Bbrpelnute npaBuia 3a Opranusanys Ha
aJMUHMCTPAaTUBHOTO oOb6cayxBaHe B OOmuua JloOpuyka, BBB BpBH3KA C BBBEIECHOTO
HOPMAaTUBHO M3MCKBAaHE 3a U3MEPBAHE U YNpPaBJCHUE YIOBJICTBOPEHOCTTA Ha MOTPEOUTENHUTE.
JloxnaabT BKJIIOYBA MH(QOpMaLMs 3a LSUIOCTHMS MPOLEC MO OpraHu3auys, W3ILJIHEHUE U
OTYMTaHE Ha JEHHOCTHUTE, CBBP3aHU C MNOJydyaBaHe Ha oOpaTHa Bpb3Ka M H3CIEBaHE Ha
YIOBJIETBOPEHOCTTA HA MOTpeOUTENUTE Ha aJMHUHMCTPATUBHM YCIYrd, MNPEAOCTABAHU OT
aaMuHucTpauuara Ha O6umHa JloOpuuka Npy cnazBaHe Ha U3UCKBaHUATA HA MeTo0NIorusTa
3@ U3MEpPBAHE U YNPaBIeHHE HA YIOBJIETBOPEHOCTTA HA NOTpedUTENUTE.

H3mepBaHeTO M aHaIM3UPaHETO HAa YJOBIETBOPEHOCTTA HAa NOTPEOUTENUTE  Ha
aJIMMHUCTPAaTUBHU YCIYI'H UMaT 3a Lel:

> Ja ce ynecHAT noTpeduTenuTe nNpy MNONYyYaBaHETO Ha npodecuoHaNHa
KOHCY/NTallusl 3a BUAOBETE aAMUHUCTPATUBHHU YCIIYTH, 38 3aAbIDKUTEIHUS HaOOp OT JJOKYMEHTH,
KOUTO OCUT'YPSIBAT U3ITBJIHEHUETO HA BCSAKA OT TSX M 33 PEersiaMeHTHPAaHUTE CPOKOBE;

> Jla ce nmpenoctaBd HajaexaHa oOpaTtHa Bpb3Ka OT TNOTpeOUTENnuTEe Ha
aJIMUHUCTPATUBHU YCIYTH KAaTO CHIICBPEMEHHO C¢ YChBBLPIUCHCTBAT MEXaHU3MHUTE 3a TOBA;
> Ia ce nmogoGpu Aocthbna A0 aAMMHUCTPATHBHUTE YCAYrMW M Ja C€ NOBHLIM

KQYeCTBOTO Ha aAMHHUCTPATHBHOTO 06cny)1(BaHe.

II. Metoan 3a oﬁpaTHa BpbH3Ka, M3MOJ3BAHH 32 H3BLPIIBAHEC HA OUECHKA HA
YAOBJECTBOPECHOCTTA HA HOTpeﬁﬂTeJ]ﬂTe.

O6muna JloOpuuka M3MoN3Ba pasiMdHM METOAM 3a ChOMpaHe Ha MHQOpMauMsA 3a
ofpatHa BpB3Ka M 3a M3MEepBaHE Ha YIOBJETBOPEHOCTTAa Ha INOTPEOUTENMTE Ha
aJMHUHUCTPATUBHH YCIYTH.

3a u3MepBaHe yJOBJICTBOPEHOCTTa HA MOTPEOUTENUTE ca IPUTOKEHU CIIEAHUTE METOAU
3a o0paTHa Bph3Ka:

U3BBPLIBAHE HA aHKETHU IIPOYYBaHUS;

MPOBEKIaHE HA KOHCYNTAlUU ChbC CIIYXUTENUTE;

U3BBPLIBAHE HA HAOIOACHUE 10 METOAA ,,TaCH KIMEHT";
aHaJIM3 Ha CUTHANY, [IPEJIOKEHUS, KaN0u U NOXBany;

aHaJlu3 Ha MeUiHu NyOnuKauuu;

OCUT'YPSBaHE HA IPUEMHO BpPEME 3a MPaKJAHU M OpraHu3aiuy.

VVVVVYY

III. I[IporexeHo npoy4BaHe HA YIOBJIETBOPEHOCTTA HA NOTpeduTEMTE B O0mMHA
JdodpuuKa- TaHHE U pe3yJITATH.

3a nepuoga 01.01.2023r.- 31.12.2023r. obOpatHata Bpb3Ka C NOTPEOMTEIMTE Ha



AIMHUHHUCTPATUBHH YCIIYTH OTHOCHO afiMUHHUCTPATUBHOTO O6CJ'ly)KBaHG € OCBUICCTBCHA YPEC3:

1. H3evpuieane na ankemuu npoy46aHusl.

AuketHute npoyusaHus B OOwmuuHa [loOpuuka ce M3BBPUIBAT UENOTOIMIIHO upe3
NIONbJIBAHE HA aHKETHA KapTa, 0 KOSTO NOTPEeOUTENNUTE Ha aJMUHUCTPATUBHHU YCIYTH UMaT
cBob6ozeH gocTen B LIAO U Ha MHTEpHET CTpaHUUaTa HAa aAMUHUCTpauusTa. HacoueHu ca KbM
BCUYKM NOTPEOUTENN HA aAMUHUCTPATUBHU YCIyrd. AHKETHaTa KapTa € aHOHMMHA M He JaBa
BB3MOXKHOCT 32 UACHTU(DUUMPaHE Ha MOJATENs, OCBEH aKO TOM caM He CE € JIETUTUMUPAJL.

Ipe3 2023 r. B LIAO Ha O6miuna Jlo6puuka ca nonbiaHeHH 52 6post aHKETHU KAPTH KaTo
pe3ynTaTMTe OT MPOYUYBAHETO Mokazaxa 97,6 % ynoBaeTBOPEHOCT.

o BB3pacToBa rpyna aHKETMpaHUTE MOTAT Jia c€ pasesaT KakTo cleaBa:
ot 18r. 1030r.-14,0r30T. 1060 T. - 32, Hax 60 r.- 6.

Ilo cTeneH Ha o6pa3oBaHUE KaKTO ClE/iBa:
¢ BHcLI€ - 25, cpeiHo - 23, OCHOBHO - 4, HayaJiHoO - 0, 6e3 obpa3oBanue - 0.

 Ha BBIpoCH, CBbP3aHM ChC CMIa3BaHE HA CPOKa M MEPHO/ia Ha U3ITbJHEHHe Ha yciyrara,
97,6 % OT aHKeTUMpaHWUTE Ca Aajii MOJIOKHUTEEH OTTOBOP.

Bceku OT BBIPOCUTE OT aHKETHaTa KapTa MU3MbJIHABA KOHKPETHA 3ajaya, KOSTO
aHanu3upa u 06061uaBa, JaBa Bb3MOXHOCT 32 TOYHO U3ITbJIHEHUE Ha MMO-00MTE LIE/IU U 334241
Ha MPOY4BAHETO:

> YCTAHOBSIBAHE HHUBOTO HA YAOBJCTBOPEHOCT HA IpPaXJaHMTE OT OTHOMICHHACTO, KOCTO
JeMOHCTpUpar cnyxurenute Ha O6mna J[oGpuyka npu cinyxebeH KOHTaKT;

> BhieyariieHue 3a npodecuoHaTHaTa MOAroToBKa Ha ciyxurenute B O6iwuna Jlobpuuka;

> nofyyaBaHe Ha MOMOLU OT CIYXUTENUTE Ha aJMUHACTPALMATA IPH MOTTbABAHE M MOJABaHe Ha
JOKYMEHTH; :

» nonyudaBaHe Ha MHeHHA 3a kopynuusa B O01uuna J{oGpuuka;

> nonyvaBaHe Ha uHGOpMaLMs 1O OTHOLIEHHE Clla3BaHe HA 3aKOHOYCTAHOBEHHMTE CPOKOBE 3a
M3BBPIUBAHE HA 3ajABEHH YCNYTH, LEHH Ha CHOTBETHUTE YCIYrH, MPEANOYMTaH BAPHAaHT HA
wiallaxe; _

> olleHKka Ha WHTepHeT crpaHunara Ha OQbuwmHa Jfobpuuka— HaBpeMEHHOCT Ha myOMKyBaHaTa
nudopmauus;

> HHBO Ha UHTEpeC OT CTPaHa Ha NOTPEOUTENNTE HA YCIYTH KbM MONYYaBaHETO UM 110 eeKTPOHEH
IIbT.

PesyntatuTe OT M3MEpBaHETO MOKazaxa He camMo jaoOpata OlUeHKa 3a paboTata Ha
aJMUHKMCTpALIMATA, CBbp3aHa C aJMMHUCTPATMBHOTO OOCHy)KBaHe. Te ca B momoui Ha
PBKOBOACTBOTO 3a MpeAlpueMaHe Ha ACHCTBUS B M3rpajeHaTa MOJMTHKA 3a YIECHABaHE Ha
rpaxaaHuTe U OM3Heca NP MoJy4aBaHEe HA aAMUHUCTPATMBHHU YCIYTH.

2. Ilpoeercoane Ha KOHCYTMAUNUY CbC CYHCUMeTume.

Ha KOHCYNTAUMs ChC CHAYKUTENMTE ca 0OCHACHN BNEUATICHUATA HA CIYXUTEINTE OT
MH(OPMALMOHHUTE U3TOYHUUM, NTOJA3BAHU OT MOTPEOUTENUTE HA AAMUHUCTPATUBHU YCIIYTH, C
1ien Aa ce uaeHTuhuMpa HepopmanHara odpaTHa Bpb3Ka, C KOSTO BCEKM OT TIX pasnojara B
pe3yaTaT Ha ClyKeOHMTE CH 3aabikeHHs. Biemaliku npeapua obeMa U BHJa Ha CIIPAaBKMTE,
KOMTO HU3BBPILUBAT, N0 TAXHO MHEHHE MH(pOpMaLMsTa, NPeAOCTaBeHa HA UHTEPHET CTpaHUuLaTa
Ha OGmunHa JoOpuuka U B AJIMWHUCTPATUBHUS PETUCTBP, € JOCTaTbYHA U pazbupaeMa OT
noTpeOUTENUTE Ha aAMMHUCTPATUBHM YCIYTM, HO MMa HEOOXOAMMOCT OT 4YaCTU4HA
aKTyanuzauus/ JONbJBaHE Ha JAaHHM B PErHCTbpa, cbriacHo un. 25 or Hapenbara 3a
aJIMUHUCTPATUBHHUS PETUCTBHD.

KaTo 1s10 NpeKuTe BIEYATICHUS Ha CIY)KUTEJMTE, aHTaKUpaHU C aAMUHUCTPATUBHO
obcnyxsaHe B O6wmna Jlobpuuka ca, ye notpeOUTENUTE HA aAMUHUCTPATUBHU YCIYTH ca
JIOBOJIHU OT MPEAOCTAaBIHOTO KaueCTBO Ha 0OCTy)KBaHe.



3. H3evpweane na nabnooenue no memooa "maen kiuenm''

IeproauuHO ce M3BBLPIIM HaOMoAeHUe No TenedoHa Mo Meroaa ,,TacH KIAMEHT" Ha
aJIMUHHCTPaTUBHOTO obcayxBaHe B O0wuHa Jlo6puuka. C moKjiaa OT HEroO € KOHCTATHPAHO, ue
CIY)KUTENUTE, MpUed 00aXX1aHUATa, U3NbIHABAT BCUUYKM 3aJb/UKUTENIHU CTaHAAapTU MpU
BoJieHe Ha TesiehoHeH pa3roBop (uaeHTUULMpaHe ¢ GaMUIHO MME W HAaMMEHOBAHHE Ha
aZMUHHMCTpaLMATa, JH00E3HO M OT3MBUMBO OTHoueHue). [lperocTaBeHata OT ChIIMTE
vHopMaLMg 32 AIMUHUCTPATUBHUTE YCIYTU € bJIHA, KOPEKTHA M Ha JOCTBIICH €3HK.

4. Ananuz Ha cuzHaRU, NPEONIOICECHYSL, JCANOU U ROXBANN.

Ilpe3 oTyeTHUs nNEpPUO] BCHUUKM MNMOCTBNOMAM KanOM, CUTHAIM M TPEUIOKEHUS ca
BIIMCAHW B JICJIOBOJHATA CUCTEMA Ha O0lIMHATa, KaTo 3a TAX C€ BOJM U PETUCThP Ha XapTHEH
Hocutel. B mo-ronsmara cu 4acT kanbonoaaTeMTe CUTHANIM3UMPAT U ThPCAT ChACHCTBUE 3a
pellaBaHe HAa KOMYHaJHM M OUTOBM npobnemu, npodieMH, CBBbP3aHM C HE3aKOHHO
crpouTencTBo. Jlpyra yact OT KanOonojarenure CUrHaiu3upaTr ¥ TbpPCAT ChACHCTBHE 3a
paspeliaBaHe Ha IpoOJIeMHU, CBbP3aHH C JIOLIM XUTHEHHO~ CAHUTAPHHU YCJIOBHS U 3aMbpPCSIBAHE
Ha okousiHaTa cpena. Ilpes nenusa otyereH nepuoj ca nocTbiunu oouo 111 curHana, xandou u
NPEJIOKEHHS, OT KOUTO: OT (u3uuecku iuua — 95 6p., OT opuadueckd nuia — 9 6p., oT
MHCTUTYLMHU — 7 Op. ¥ OT MHULIMATUBHKU KoMuTeTH — 0 Op.

[lo nopapeHuTe Xanbu U curHanud ca NpeAnpueTd ASHHOCTA NO HazHauaBaHe Ha
KOMHCHM 32 M3BBPILIBAHE HA NPOBEPKMU 10 CUTHAJIMTE, B ChCTaBa HA KOWUTO Ca BIJIIOUYEHM
CHEeLMAIUCTH OT OOLIMHCKATa aJMUHMCTPALMS, B YHUATO KOMIIETEHTHOCT € CHMIHABT.
Hanpasenu ca ¥ ¢hbBMECTHM NPOBEPKH C BHHIIHU CIECIUAJMCTH OT APYrd BeAOMCTBA, OT KOUTO
OObuiMHaTa € noTbpcuia CHACHCTBUE 3a paspewiaBaHe Ha npobjieMa. Ilpuy KoHcTaTHpaHO
HapyLlEHUE ca BpbUEHU KOHCTATMBHU aKTOBE 33 U3BBPIICHO HAPYLICHUE, KAKTO U NMPEANUCAHMS
3a IpeAlpUeMaHe Ha ACHHOCTH BbB BPb3Ka C MOYHUCTBAHE 3aMbpCABaHUATA C OUTOBU U JAPYry
OTNAbLIMY, 33 IPEMAXBaHE HA HE3AKOHHO CTPOUTEJICTBO, KACTPEHE U TPeMaxBaHe Ha AbPBETA, U
zp.

B 3arnoueHue moxe 1a ce otoenexu, ye 3a nosyuesure oomo 111 xanbu v curvanu
Ca U3BBPLICHU TPOBEPKU U € U3TOTBEH OTIOBOP, KATO MPU HEOOXOAMMOCT OT U3BbPIUBAHE HA
JOI'BJIHUTENIHN IPOBEPKH, 3aIMTBAHUS M NTPOYUBAHUS CPOKBT € OUJ YABIKEH. :

5. Ananuz Ha medulinu nyoaukayuu.

IMpe3 2023 r. He ca HAGHTUPULMPAHU MeAMHHM NyYOJIMKaLMM B MyOJIMYHOTO
NPOCTPAHCTBO, CBbP3aHM C AJAMMHUCTPATHBHOTO oOCHyXBaHe B oOmiuHara. 3a Lenta €
M3BBbPIIEH MOHUTOPUHI HA NIEYaTHYU U3AaHMsl, OHJIAlH U3aHusl, COLIMAJIHI MPEXHU U APYIu.

6. AHanuz om npuUEMHOmMo peme 3a parcoanu U 0p2anu3ayuu.

IIpe3 2023 r. NpoAbLIKK DIPOBEXKAAHETO HA CPEILM C IPAXKJAaHUTE B IPUEMHUTE JHU Ha
kMeTa Ha OOIMHaTa, 3aM.- KMETOBETE M ceKkpeTaps B crpanarta Ha Obumnara. Msnonseanu ca
antepHatuBHU GOPMHU 38 KOHTAKT — OOsIBEHA €JIEKTPOHHA NO1A U TenedhOHHU HOMEPa 3a BPb3Ka
3a PeliaBaHeTo Ha BCHYKHM MHLMAEGHTHO Bh3HUKHAIM KOMYHAIIHO- OUTOBH, 3/paBHH, COLMAIHN
npobJieMHU, KaKTO U Jpyry BaXKHH 3a 001HOCTTA BBIIPOCH.

IV. AHaqn3 Ha M3BBPIICHOTO MNpPOyYBaHE HA YAOBJACTBOPEHOCTTAa Ha
moTpeduTeIHTE HAa AIMHUHACTPATHBHH YCJIYTH, npeaocrapsnn o1 O6mnna loopnuka.

H3K1104MTENHO MaJIKa YacT OT NOTPEOUTETUTE HAa aAMUHUCTPATUBHY YCIYTH NPOSIBABAT
aKTHBHOCT Ja MABaT OlIGHKA Ha W3BLPLIBAHOTO OoT OOuwwmHa [loOGputuka agAMUHUCTPATUBHO
obciyKBaHe, BhIIPEKU 0OCTOATENICTBOTO, Y€ AOCTBHIBT A0 CpeACTBaTa 3a 0O0paTHa Bpb3Ka €
cBOOOEH, MOpaay KOeTO He MOXKE J]a ce HalpaBu M 3a1bJ004EHa NpeLieHKa 3a Hero. Brrpeku
ToBa 00aue, MOXKe Jia ce HanpaBu W3BoA, ye O0wmwuna J[oOpuuka cnazsa BCHUKU KPUTEPHUHU 32



3aKOHOCHOOPa3Ho, 106POCHBECTHO M 6E3NPUCTPACTHO AIMUHUCTPATUBHO 0OCITYKBaHE.
AKTHBHOCTTa Ha NOTpeOUTENUTE HA AJMHUHUCTPATHBHH YCIAYTH B €JNEKTPOHHHTE
CPEACTBA ChILO € HUCKA.
IMpombikaBa TEHASHUMSATA OT NMPEJXOJHUTE FOAMHM, MOTPEOUTENUTE A2 MPEANOYUTAT
TMPEKHUsi KOHTAKT 3a J0CTHII IO YCITyTH.

V . leau na O0muna JJo6puyKa 0THOCHO aAMHUHHCTPATHBHOTO 00C/IyKBaHe npe3
2024 r.

O6iaTa ues e obnexyaBaHe U noAoOpsiBaHE Ha aMHHUCTPATHBHOTO OOCITY)KBAaHE Ha
rpaxnandte M OusHeca. OOwmHa [JloOpuuka Lend JAa OCUrypsBa IPENOCTaBAHETO Ha
Ka4yeCTBEHU YCIYTd MO OT3UBYMB, MPO3payeH v ehEeKTUBEH HAUMH.

ITpes 2024 r. ObumHa JoOpuuka e MpOALIKM Ja ThPCH aKTMBHO MHEHHETO Ha
noTpebUTENUTE Ha aAIMUHUCTPATUBHU YCIIYTH U J1a ce cbobpassiBa ¢ TEXHUTE MPEIJIOKEHUs], C
1en noaoOpsBane HUBOTO Ha obcmyxBane. [IpenBuaeHY ca cegHuTe MepKH 3a noodpsiBaHe Ha
aZMMHHUCTPAaTUBHOTO OOCIyXBaHe M MOBMUIIABAHE [OBEPHETO U YJOBIETBOPEHOCTTa Ha
notpeduTenure:

IlonaepikaHe Ha - OTKpPUT J[Manor ¢  noTpebuTenure, ¢ Ued nojobpsBaHe U
YCHBBPLICHCTBAaHE HA aIMMHUCTPATUBHOTO 00CTyKBaHEe U NMOBUILABAHE YAOBJIETBOPEHOCTTA Ha
noTpedurenure.

IloBuiiaBane Ha npodecuoHaNHaTa NOArOTOBKa Ha ciyxurenute ot LIAO 3a naBaHe Ha
apryMeHTUpaHU U KOMNETEHTHU OTrOBOPH.

AKTyanusupaHe U yCbBBPIIEHCTBaHE Ha MHTEpHET cTpaHuuara Ha O6wuHa Jlobpuuka
3a MpelOCTaBsHE Ha akTyalHa, fACHa M uW3YepnarejHa uHGOpMalMs 3a BUIOBETE
aJIMMHUCTPATUBHU YCIAyrd W MyO/lMKyBaHE Ha HOBM HOPMATHBHM aKTOBE, 3allOBead H
WHCTPYKILIMM.



