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T'OAUIIEH JOKJIAL

3A PE3VJTATUTE OT IPOYUYBAHE 1 UBMEPBAHE HA
YAOBJETBOPEHOCTTA HA NOTPEBUTEJIUTE 1P OCBIIECTBABAHE HA
AJIMUHUCTPATUBHO OBCJIYKBAHE OT OGIIIMHA TOGPUYKA
3a mepuoaa 01.01.2025r. - 31.12.2025r.

I. VYBog

HacTosSmuaT IOKIan € M3rOTBeH Ha ocHoBamwe wi. 24, an. 8 or Hapenbara 3a
agMuHECTpaTuBHOTO 00cmyxBaHe (HAO) u 4. 44 or Berpemnnute mpaBuiia 3a Opranu3anys Ha
aJIMHHHCTpaTHBHOTO obcnyxBaHe B OOmmuua JloOpwuka, BBB BpB3Ka C BBBEICHOTO
HOPMATHBHO M3HCKBAHE 32 M3MEPBaHEe W YIPAaBICHUE YIOBIETBOPEHOCTTA HA TIOTPEOUTEIHTE.
JlokmansT BKMOYBA HWHGOpPMAUUS 3a MSUIOCTHHUSA ITPOLEC IO OpraHu3anys, M3IbJIHCHUE H
OTYMTAaHE Ha JEHHOCTHTE, CBBp3aHM C MOJNydaBaHe Ha oOpaTHa Bpb3Ka W H3CICIBAHE Ha
YIOBIETBOPEHOCTTA Ha IOTPEOHTENHTE Ha AIMUHUCTPATHBHH YCIYTH, NpPEIOCTaBAHH OT
anMuHACTparusTa Ha O6mmea JIoGpudKka IpH Cra3BaHe Ha M3KCKBaHMsITa Ha MeTozonorusTa
3a M3MepBaHe U yIpaBIeHUE HA yIOBIETBOPEHOCTTA Ha MOTpEOUTEHUTE.

J3MepBaHETO M aHATM3MPAHETO HA YIOBIETBOPEHOCTTA HA TNOTpEOHTEINTE HAa
aJIMUHUCTPATHBHHU yCIyI'H UMAaT 3a Ll

» Jla ce ynecHST NOTpeOWTENWTe IpPH IIOTYYaBaHETO Ha MPOGECHOHATHA
KOHCYJITAIMS 32 BUIOBETE aIMUHUCTPATHBHH YCITYTH, 3 3aIbJDKUTEITHIS Ha0Op OT OKYMEHTH,
KOHTO OCHTYpSIBAT M3II'HIHEHUETO Ha BCAKA OT TAX U 32 PETIaMEHTHPAHUTE CPOKOBE;

> Jla ce mpenocTaBd HajeXIHa OOpaTHa Bpb3KA OT MOTpPEOUTENMTE HA
aJIMAHHACTPATUBHY YCIIyTU KaTO CHIIEBPEMEHHO C€ YChBBPIICHCTBAT MEXaHU3MHTE 34 TOBA;
> Jla ce momoOpy OOCTBIIA IO aJMHHHMCTPATHBHHUTE YCIYTH M Jia CE IMOBHIIH

Ka4yeCTBOTO HAa aAMHUHUCTPATUBHOTO OGCJIy}I(BaHe.

II. Meroau 3a o0OpaTHa BPb3Ka, M3I0J3BAHH 32 U3BBPIIBAHE HA OWEHKA HA
YAOBJIETBOPEHOCTTA HA NOTPEOHTEIHTE.

O6mmua JIo6GpUuKa M3ION3Ba Pa3iMYHE METOMM 3a ChOupaHe Ha MHpOpMALMs 3a
oOpaTHa BpB3KA M 3a H3MEpBaHe Ha YJIOBJIETBOPEHOCTTA Ha OTPEOUTENUTE Ha
aJIMUHUCTPATUBHU yCIIYIH.

3a M3MepBaHe yIOBJIETBOPEHOCTTA HAa MOTPEOUTENUTE Ca IPUIIOKEHH CIEIHUTE METOIH
3a oOpaTHa BpB3Ka:

U3BBHPIIBAHE HA AHKETHHU [IPOYYBAHUS;

IPOBEK/IaHE Ha KOHCYJITAIIMU ChC CITYXKUTEIUTE;

M3BBpIIBAHE HA HAGIIOICHNE 110 METO/IA ,,TAEH KIIMEHT "
aHAIM3 HAa CHTHAJIH, [IPE/IIOKECHUS, XKaIOu 1 IIOXBAJIH;

aHaIW3 Ha MEIUWHY ITyOJINKalWH;

OCHI'ypsIBaHe Ha IIPUEMHO BPEME 3a TPKIaHH U OpraHu3aluu.

YVVVVVY

III. IIpoBeneHo npoyuBaHe HA YA0OBJIETBOPEHOCTTA HA IOTPEOUTEINTE B Oo6muna
JoOpu4ka- JaHHH H pe3yJITaTH.

3a mepuoma 01.01.2025r.- 31.12.2025r. oGpaTHata Bpb3Ka C IOTPEOUTENTHTE HA



AJIMAHUCTPATUBHHU YCJIIYTH OTHOCHO a/IMUHHUCTPATUBHOTO 06CJIy)KBaH€ € OCBIIECTBEHA YPE3:

1. H3evpuieane Ha aHKemMHU RPOYYBAHUA.

Ankernute npoyuBaHus B OOmumHa JloOpuuka ce HM3BBpIIBAT IIEJIOTOJUINTHO Ype3
NOI'BJIBAHE HA aHKETHA KapTa, J0 KOSITO NOTPeOMTEINTE Ha aAMUHUCTPATHBHH YCIYyTH HMAT
cBobojieH ocThll B [JAO 1 Ha UHTEpPHET CTpaHULIATA HA aAMUHUCTpanusaTa. Hacouenu ca kpM
BCUYKH MOTPeOUTENN HA aIMAHUACTPATUBHHU YCIyI'M. AHKETHATa KapTa € aHOHUMHA ¥ HE JlaBa
BBH3MOXKHOCT 32 UJISHTH(HUITpPaHE Ha [TOaTeNsl, OCBEH aKO TOM caM He Ce € JIeTUTUMHUPAIL.

[Tpe3 2025 r. B [IAO na O6munHa Jfo6pruka ca nonbjaHeHu 54 6post aHKETHH Kapm KaTo
pe3yATaTuTe OT IPOyYBaHETO Mmokazaxa 97.8 % yoBIEeTBOPEHOCT.

[To BB3pacToBa rpyma aHKETHPAHUTE MOTaT Jia ce pa3AeiisiT KakTo ClieBa:
or 18 1. 10 30r. - 16, 0T 30 1. M0 60 1. - 32, Hax 60 r.- 6.

[o crenen Ha 0Opa3oBaHUE KAKTO CIEIBA:
¢ BucIe - 24, cpeaHo -26, OCHOBHO - 4, HavanHo - 0, 6e3 obpazoBanue - 0.

Ha Bbnpocu, cBbp3aHy ChC ClIa3BaHE HA CPOKA U IIEPUO/A HA U3I'BIHEHUE HA yCIyraTa,
97.8 % oOT aHKeTHpaHHUTE ca Jallid IOJOXHUTEIEeH OoTroBop. Haii- decto ce cpemaxa
OTpUIIATEIH MHEHUS, CBbP3aHH C €JIEKTPOHHOTO yIpaBicHue Ha OOmuHarTa, B CMECHI, Y€ HE
Cce IOJI3BaT €-yCIyTH.

Bcexkn OT BBIPOCUTE OT aHKETHaTa KapTa H3IBJIHSIBA KOHKpPETHa 3a7ada, KOSTO
aHanu3upa u 0000111aBa, JaBa Bb3MOXKHOCT 32 TOYHO M3IIBIHEHUE Ha ITO-00IIUTE IIeJTU U 331a4H
Ha [IPOYYBAHETO:

» YCTaHOBSIBAaHE HHUBOTO HA Y/IOBJIETBOPEHOCT Ha TPaXKIaHUTE OT OTHOIIEHHETO, KOETO

JNeMOHCTpHpaT cinyxutenute Ha O6umHa J[oOpruka npu ciy ebeH KOHTaKT;

» BIeYaTIeHHE 3a podecnoHaHaTa MOAr0TOBKa Ha ciryxutenute B O6muHa Jlo6puuka;

» ToJlyyaBaHe Ha IMOMOII OT CIYXXHTEIHTE Ha AJAMHUHUCTpAIMATAa NPH IONBIBAaHE H
no/IaBaHe Ha JJOKYMEHTH;

» ToJlyyaBaHe HAa MHEHHS 3a Kopymmus B O0uuHa JoOpruka;

» TojyyaBaHe Ha HH(OpMAIIHsI IO OTHOIIIEHUE CIIa3BaHe Ha 3aKOHOYCTaHOBEHUTE CPOKOBE
3a W3BBpIIBAaHE HA 3asBEHH YCIYTH, IIEHU HA CHOTBETHUTE YCIYTH, MPEINOYHTAH
BapHAaHT Ha IUIAIAHE;

» OIeHKa Ha WHTepHeT crpaHuiara Ha OOmmHa JloOpuuka— HaBPEMEHHOCT Ha
nyOnuKyBaHaTa HHGOpMAaIIHUS;

» HHBO Ha MHTEpPEC OT CTpaHa Ha MOTPEOMTENUTE HA YCIYI'M KbM ITOJy4YaBaHETO MM IO
CJICKTPOHEH ITBT.

PesynraTure OT HW3MepBaHETO ITOKa3zaxa He camMo jgo0Opara oleHka 3a paboTrara Ha
aJIMHHUCTpALIUATA, CBBbp3aHAa C AJMHUHHCTPATHBHOTO oOcmyxBaHe. Te ca B momom Ha
PBKOBOJICTBOTO 3a TIpEIIIPUEMaHe Ha IEHCTBHS B M3rpajieHara MOJIMTUKA 3a yJECHSBAaHE Ha
rpaxJIaHuTe U OU3Heca MPH MOJTy4aBaHe Ha aIMUHUCTPATUBHYU YCIYTH.

D Ilpogescoane Ha KOHCYIMAWUU CvC CylHcumenume.

Ha xoHCynTanus ¢hC CIYXHTEIHTE ca OOCHICHH BIECUYATICHUSATA HA CIYXHUTEIUTE OT
WHGOPMAIHOHHUTE U3TOYHHUIIM, TTOJI3BAHU OT MOTPEOUTENNTE HA aIMUHUCTPATUBHY YCIYTH, C
el na ce uaeHtuduuupa Hegopmainara oopaTHa Bpb3Ka, C KOSATO BCEKHM OT TSAX pasmojara B
pe3yaTar Ha ciy)XeOHHUTe cH 3aab/DKeHUs. B3emaliku npeasua obema M BHIAa Ha CIPaBKHTE,
KOWTO U3BBPIIBAT, [0 TSXHO MHEHHE HH(OpMaIHsTa, IPEeAOCTaBeHa Ha HHTEPHET CTPaHULaTa
Ha OOmmua JloOpuuka 1 B AIMUHHCTPAaTHBHHS PETHCTBD, € AOCTaThuHa W pazdupaeMa OT
notpebuTenuTe Ha AIMUHUCTPAaTHBHH YCIYyTH, HO HMMa HEOOXOJUMOCT OT YacTH4YHA
aKkTyanuzanus/ JONbJIBaHE HAa JaHHM B pPErucTbpa, cbriacHo wi. 25 ot Hapenmbara 3a
a/IMUHUCTPATUBHUS PETUCTHP.

Kato 1s10 mpekuTe BHeYaTIeHUs HA CIYXKUTEIUTE, aHTXKHUPAHHU C aJIMUHUCTPATUBHO



ob6enyxpane B O6umHa JloOpuyka ca, de noTpeOuTeNUTe Ha aIMUHHUCTPATHBHH YCIIyTd ca
JIOBOJIHH OT MPEIOCTABSIHOTO Ka4eCTBO Ha 00CITyKBAHE.

3. HM3eévpuisane na Hab100eHue no memooa "maern KiueHm 6

[lepronM9HO Ce M3BBPIIM HAOIIOACHHE MO TeqedoHa MO METOJA ,,TaCH KIMEHT" Ha
QIIMAHICTPATHBHOTO 00ciyskBane B O0mmna Jlooprika. C moKJa OT HEro € KOHCTATUPAHO, U
CIIyXHTENNTe, TPHEIN OOaKIAHHATA, U3IBIHABAT BCHUKH 3aIBIDKHTCIHHM CTAHIApTH pu
BoJeHe Ha Tene(OHEH pasroBop (MAEHTH(HIMPAHE C (GamMuIHO MME M HAaMMCHOBAHME Ha
a[MAHHCTpAIMATA, JTIOO0E3HO ¥ OT3HUBYHMBO otHomenue). IlpemoctaBeHara OT CBHIIUTE
uH(OPMAIHS 33 AIMAHACTPATHBHUTE YCIYTH € IIBIIHA, KOPEKTHA U Ha I0CTBIICH E3UK.

4. AHanu3 Ha CUZHALU, RPEOSIONCCHUA, HCanou u noXeasl.

[Ipe3 OTYETHUS NEPHOJ BCHYKHA IOCTBIIAIHA KajaOM, CHTHAIM U TPENJIOKEHHS ca
BIIMCAHH B JIEJIOBOJHATA CHCTEMA Ha OOIIMHATA, KATO 3a TAX CE BOAW U PETUCTHP Ha XapTUCH
HocHTenl B TMO-roisiMaTa CH 4acT JKalbOmoJaTeNuTe CUTHATM3UPAT U THPCIT CHACHCTBHE 3a
pelaBaHe Ha KOMYHAIHH H OHTOBH npobiemu, HpoOIeMH, CBBp3aHH C HE3AKOHHO
CTpoMTeNCcTBO. J[pyra 9YacT OT JKauOOIOoAaTeluTe CUrHATH3MpaT W ThpeAT ChIEHCTBHE 3a
paspelnaBaHe Ha IPOOIEMH, CBHP3aHHU C JONIH XUTUCHHO- CAHUTAPHH yCIOBUS 1 3aMBbpPCABAHE
Ha OKOJHATA cpena. [Ipe3 menus OTYETeH MEepruoJl Ca MOCThINIIN 06mo 152 curnana, xandu u
TIpeIOoKEH s, OT KOUTO: OT (GHU3MIECKH JIHIA — 124 6p., OT OpUAXYecKH nHuna — 5 Op., OT
UHCTUTYIWH — 19 Op. ¥ OT MHUIHATHBHYA KOMUTETH — 4 op.

[o mojafeHWTe XaJOM W CHUTHAIM ca IPEINpHEeTH [ACHHOCTH IO HasHadaBaHC Ha
KOMHCHM 32 M3BBPIIBAHE Ha NPOBEPKH IO CHTHAIUTE, B CHCTABa HAa KOUTO Ca BKJIIOYUCHH
CIIENMANMCTH OT OOIMHCKAaTa aJMHHMCTpalus, B 4YHATO KOMICTCHTHOCT € CHIHAIBT.
HamnpaBeHH ca U CHbBMECTHH IIPOBEPKH C BHHIIHY CIEHUATUCTH OT APYTH BEAOMCTEA, OT KOWTO
O6muHaTa € TOTHPCHNIAa ChAEHCTBHE 32 paspellaBaHe Ha npobiema. [Ipu KoHCTATHPAHO
HApyIIeHHE Ca BphYCHH KOHCTATHBHY aKTOBE 32 M3BBPLICHO HAPYIICHUE, KAKTO 1 IIPE/ITHCAHUS
3a mpe/IpueMaHe Ha JeHHOCTH BbB BPB3Ka C MOYMCTBAHE 3aMbpCABAHISTA C OMTOBH W IPYI'H
OTMA/BIA, 3 IPEMaxBaHe Ha HE3aKOHHO CTPOUTEIICTBO, KaCTPCHE M IPEMAXBAHC Ha JIBpPBETA, U
Ip.

3a monydeHuTe oOwo 152 xanOu ¥ CUTHAIM Ca M3BBPLICHH NPOBEPKH, HU3TOTBEH €
OTTOBOP, OCHIIECTBEHA € CPellla B TIPUEMHUS JIeH WK JIOUBIHUTEIHO ¢ OpraHusipana cpela oT
KMeTa, 3aM.-KMETOBETE U CeKpeTaps Ha OOIIHHATA.

PesynTaTdTe OT H3BBPIIEHWTE MPOBEPKHM W CPCIIM CC MPEJACTABAT HA KMeTa Ha
OGmMHATA ¥ KMETCKHS €KWl 3a HaOens3BaHe Ha OBIemd neficTBUs 110 TOA0OpsABaHE
QJIMHHHCTPATHBHOTO OOCITy’KBaHe U [ICHHOCTTA Ha OOIIMHCKATA aIMUHUCTPAITAS.

5. Ananu3 Ha MeOuliHU NYOIUKAWUU.

[Ipes 2025r. He ca HACHTUQUIMPAHH MEIMHHM IyOJuKamyu B IIyOJIUYHOTO
IPOCTPAHCTBO, CBBP3aHH C aJAMHHHCTPATHBHOTO obcnyxBaHe B oOmuHAaTa. 3a LenTa €
M3BBPIIEH MOHUTOPHMHT Ha [IEYaTHU W3/IaHus, OHJIAMH U3AHMs, COLHATHI MPEXH U JPYTH.

6. AHau3 om npUeMHOMO peme 3a 2padCOaHU U Op2AHU3AUUU.

IIpe3 2025 r. MPOBIDKH MPOBEXIAHETO HA CPCINM B NPUEMHATE IHH Ha KMETa,
3aM.-KMETOBETE ¥ ceKpeTaps B crpajara Ha O6mmuara. M3mosssany ca anTepHaTHBHH bopmu
32 KOHTAKT — OOfSBEHA eJeKTPOHHA Moma YU TeneGOHHM HOMEpa 32 BpB3Ka 32 HHIMACHTHO
BBL3HMKHAIM KOMYHAITHO- OMTOBH, 3/{paBHH, COIMAIHU npo6ieMy, KaKTO M JPYI'W BaXKHH 3
OOIIHOCTTA BBHIIPOCH.



IV. Amasim3 Ha H3BBPIIEHOTO I@IPOYyYBaHe Ha YJAOBJIETBOPEHOCTTA HA
NoTpedHuTeIMTE HA AIMHHHCTPATHBHH YCJIyTH, IpejocTaBsaHu oT O0muna {o6puuka.

M3KIF0UMTENHO MaJIKa YacT OT NOTPEOUTENNTE Ha aAIMUHUCTPATHBHH YCIIYTH TIPOSIBSIBAT
aKTUBHOCT Jia JaBaT OLEHKa Ha W3BbpIIBaHOTO 0T OOmmHa J[oOpuyka agMHUHHCTPATUBHO
oOciyBaHe, BBIIPEKH OOCTOSATENCTBOTO, Y€ NOCTBIBT OO CpeacTBara 3a oOpaTHa Bpb3Ka €
cBOOO/IeH, MOpaay KOETO HE MOXKE J1a ce HalpaBH U 33aJbJIOOUEHA IIpEelieHKa 3a Hero. Berpeku
TOBa 00ave, MOXKE Jia ce HampaBd u3Boj, ye Ob6muHa JloOpuyka cna3Ba BCHUKHA KPUTEPUH 3a
3aKOHOCHOOpa3HO, TOOPOCHBECTHO U OE3MPUCTPACTHO aIMUHUCTPATHBHO OOCITY>KBaHE.

AKTHBHOCTTa Ha TNOTpeOUTENUTE HA AJIMUHHUCTPATUBHHU YCIYTH B EJIIEKTPOHHUTE
CPEJCTBA CHIIO € HUCKA.

[IpogbmxaBa TEHIEHIUATA OT MPEAXOJAHUTE TOAWHH, IOTPEOUTENUTE 1a MIPEAIOYUTAT
MPEKHsI KOHTAKT 3a JOCTBII JI0 YCIYTH.

V . lemu na O6muna {oOpudka 0THOCHO aIMHHHCTPATHBHOTO 00C/IyKBaHe.

O6miara 1en e o0sekyaBaHe W MOA0OpsBaHE HA aJMHHHUCTPATUBHOTO OOCIy>KBaHE Ha
rpaxaanute u OwusHeca. OOmunHa J[loOpuuka mend Aa OCHIypsiBa NpPEAOCTaBSHETO Ha
Ka4eCTBEHH yCIYTH 110 OT3UBYMB, IPO3paYeH U e(PEeKTUBEH HAUUH.

[Ipe3z 2026r. O6mmua JloOpuuka Ie NPOABIDKM Ja ThPCH AaKTMBHO MHEHHETO Ha
NOTPEOUTEIUTE HA aJ]MUHUCTPATHBHU YCIIYTH U Jla c€ ChoOpa3siBa C TEXHUTE MPEIIOKECHHUS, C
1es1 moto0psiBaHe HUBOTO Ha oOcity>xBaHe. [ [peaBUIeHH ca clleqHUTE MEPKH 3a TOA00psiBaHe HA
aJIMHHUCTPATUBHOTO OOCIy>)XKBaHE€ M IIOBUIIABaHE JOBEPHETO U YAOBIETBOPEHOCTTa Ha
HOTpeOUTENHTE:

[lommbpxkane Ha OTKPUT JHAJIOT C NOTpeOUTenHuTe, C Iel MNnoAoOpsBaHe H
YCHBBPUICHCTBAHE Ha 3/IMUHUCTPATUBHOTO 00CITy >KBaHE U IIOBHUIIABAHE YIOBIETBOPEHOCTTA Ha
noTpeduTeNnuTe.

[NoBumaBane Ha nmpogecruoHaIHaTa IOAr0TOBKA Ha ciayxurenure ot LIAO 3a naBane Ha
apryMEHTUPAHU U KOMIIETEHTHU OTTOBODH.

AKTyaliM3upaHe U yChBBPIIEHCTBAHE HA MHTEPHET cTpaHunara Ha O6muna J{o6puuka
3a MpeIoCTaBiHE Ha aKTyaJHa, fCHAa M u3uyepnarenHa HHpopMmanus 3a BHAOBETE
aIMUHUCTPATUBHU YCIYyTd M IyONMKyBaHE€ Ha HOBM HOPMAaTUBHU AaKTOBE, 3allOBEIU H
HUHCTPYKIUH.



