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I'OAUIIEH JOKJIA X

3A PE3YJITATUTE OT IPOYYBAHE U UBMEPBAHE HA
YAOBJIETBOPEHOCTTA HA IIOTPEBUTEJIMTE IIPU OCBUIECTBSBAHE HA
AJMUHUCTPATHUBHO OBCJIY’KBAHE OT OBIIIUHA T1OBPUYKA
3a nepuoaa 01.01.2024r. - 31.12.2024r.

I. YBoa

Hacrosawumar aokinaa e M3rotBeH Ha ocHoBaHue wi. 24, ain. 8 or Hapenbara 3a
aaMuHKuCTpatuBHOTO obcayxBane (HAO) u un. 44 or BbTpewiHuTe npaBunia 3a opraHu3auus Ha
aJMMHUCTPATUBHOTO oOciyxBaHe B OOummHa JloOpuuka, BBLB Bpb3Ka C BbBEAEHOTO
HOPMAaTUMBHO M3MCKBAHE 3a MU3MEPBAHE M yNMpaBJIEHUE YAOBJIETBOPEHOCTTA Ha MOTpeOUTETHUTE.
JloknaabT BKAtOUBa MHGOpMaLMs 3a LAIOCTHUS MPOLEC MO OpraHu3alus, U3MbJIHEHHE U
OTYMUTAHE Ha JEHHOCTHTE, CBbP3aHM C TMOJydaBaHe Ha OOpaTHa Bpb3Ka W W3C/IE/IBAaHE Ha
YJIOBJIETBOPEHOCTTA Ha MOTPeOUTENUTE HAa aJMMHUCTPATMBHM YCIYTM, NpPEAOCTaBSAHU OT
aaMuHucTpauuaTa Ha O0wmHa JloGpuuka npu cna3zsaHe Ha U3MCKBaHUATa Ha MeTtoonorusTa
3a U3MEPBAHE U YNPaBJICHUE HA YJIOBJIETBOPEHOCTTA HA MOTpeOUTETHTE.

M3mepBaHeTO M aHAJIM3MPAHETO Ha YAOBJIETBOPEHOCTTAa Ha MOTpeOUTENnuTE Ha
aJMUHUCTPATUBHU YCIYTH UMAT 32 LEeJI:
> Jla ce ynecHAT noTpeOMTENMTE NpPU MOJY4YaBaHETO Ha mnpodecHoHaTHa
KOHCYJITalus 3a BUOBETE aJMMHUCTPATUBHU YCIYTH, 3a 3aAbJUKUTEHUS HAOOP OT JOKYMEHTH,

KOUTO OCUTYpsBAT U3IMBJIHEHUETO HA BCAKA OT TAX U 3a PErIaMCHTUPAHUTE CPOKOBE;

> Jla ce npeaoctaBu HaaexkaHa oOpaTHa Bpb3KA OT MOTpeOUTEIMTE Ha
aJMMHUCTPATUBHHU YCJYTH KaTO ChILEBPEMEHHO CE€ YChBBPIICHCTBAT MEXaHU3MHTE 3a TOBA;
> Jla ce nonoGpu noctbna A0 aJAMUHUCTPATUBHUTE YCJIYTH M Ja CE€ TMOBHIIM

Ka4eCTBOTO HAa aAMUHHUCTPATUBHOTO OGCHy)KBaHe.

II. Meroan 3a oOpatHa Bpb3Ka, H3MO/I3BaHH 32 HM3BbLPIIBAHE HA OLEHKA Ha
YAOBJIETBOPEHOCTTA HA MOTpeduTEINTE.

OOuwumna JloOpuuka M3MoA3Ba pa3ivMuHM METOAM 3a chOMpaHe Ha uHopmauus 3a
oOpatHa Bpb3Ka M 3a M3MEpBaHE Ha Y/OBJIETBOPEHOCTTa Ha MNOTpeOuTeNuTe Ha
aJIMUHUCTPATUBHU YCITYTH.

3a u3MepBaHe y/10BJIETBOPEHOCTTA HA NMOTPEOUTENUTE Ca NMPUIOKEHH CJIeTHUTE METOIU
3a o0paTHa Bpb3Ka:

) M3BbPLIBAHE HA AHKETHU MPOYUBAHUS;

MPOBEXK/1aHE HA KOHCYJITALIMH ChC CITY)KUTEIIUTE;

U3BbpLIBAHE HA HAOMIOIEHUE MO METO/A ,,TAa€H KJIUEHT";
aHaJlu3 Ha CUTHAJIH, MPeIoKEHHs, KaaOu U MOXBaJu;

aHallu3 Ha MeAMKHHU MyOJIMKALNM;

OCUrypsiBaHe Ha MPUEMHO BpeMe 3a rpakJaHu U OpraHu3aliuu.

VVVVVY

III. Ilposeaeno npoy4yBaHe HA y10BJE€TBOPEHOCTTA HAa noTpeOHTEIHTE B O0OMMHA
JloOpnuKa- JaHHH H pe3yJITATH.

3a nepuona 01.01.2024r.- 31.12.2024r. oOpaTHata Bpb3ka C NOTpeOUTENUTE Ha



AIMUHUCTPATUBHHU YCIYTH OTHOCHO aIMMHHUCTPATUBHOTO OGCHy)KBaﬂe € OCBLICCTBCHA 4pe3:

1. H3evpweane na ankemuu npoy46aHus.

AnketHute npoyyBaHusi B OOumHa JloOpuuka ce W3BBpLUBAT LEJOTOAMIIHO Ype3
MOMbJIBAHE HA AHKETHA KapTa, A0 KOSATO MOTpeOMTENMTe HA aJIMMHUCTPATHBHU YCIYrM MMaT
cBoOoaeH nocTbil B LIAO u Ha uHTEepHET cTpaHHLIaTa HAa aAMUHKUCTpauusaTa. HacoueHu ca KbM
BCUUYKM MOTPEOUTEM HA aIMUHUCTPATUBHM YCIyrd. AHKETHaTa KapTa € aHOHMMHA M HE JlaBa
Bb3MOXKHOCT 3a UACHTU(UIIMPaHE Ha 101aTelisl, OCBEH aKo TOMH caM HE Ce € JISTHTUMHpaJl.

[Tpe3 2024 r. B LIAO na OGuuHa Jlo6puuka ca nonbaHeHu 56 Oposi aHKETHU KapTH KaTo
pe3yaTaTuTe OT Npoy4YBaHeTo nokazaxa 97.7 % y/10BI€TBOPEHOCT.

[To BB3pacToBa rpyna aHKkeTMpaHUTE MOTaT Jia Ce pa3/iesiaT KakTo Clie/iBa:
or 18r.n030r.-15,0r30r. 10 60r.-31, Hag 60 r.- 10.

[1o cTrenen Ha oOpa3oBaHUE KaKTO clle/iBa:
¢ BUcLIE - 28, cpe/iHO -24, OCHOBHO - 4, HavyaJiHO - 0, 6e3 oOpazoBaHue - 0.

Ha Bbnpocu, cBbp3aHu Che Cra3BaHe Ha CpOKa U MEPHO/ia Ha U3ITbJIHEHUE HA yciyraTa,
97.7 % OT aHKeTUpaHWUTE ca Jajlu MOoJIOKUTENeH OTroBop. Haii- yecto ce cpeuaxa
OTpHULIATETHU MHEHHsI, CBbP3aHHU C €JICKTPOHHOTO ynpasieHue Ha OOuMHara, B CMUChII, Y€ He
ce MNoJ3BaT e-yClyru.

Bcekr OT BbOpOCUTE OT aHKETHATa KapTa M3MbJHABA KOHKPETHA 3ajaya, KOsTO
aHanu3upa 1 000011aBa, JaBa Bb3MOXKHOCT 3@ TOUHO M3MbJIHEHUE HA MO-00LIUTE UEJU U 3a1a4U
Ha NPOYYBaHETO:

» YCTAQHOBSIBAHE HUBOTO Ha Y/IOBJIETBOPEHOCT Ha I'pa)</JlaHUTE OT OTHOLIEHUETO, KOETO

JIeMOHCTpUpaT cayxutenute Ha O6iuHa JloOpuuka npu ciyebGeH KOHTAKT;

» BIeuyaTieHue 3a npodecuoHaaHaTa NoJAroToBka Ha ciyxurenure B O6uuHa JloOpuuka;
nojiyyaBaHe Ha MOMOIL OT CJYXKMTEJIMTE Ha aIMHUHUCTpaLMsATa NpPH MOMbJABAHE H
1Mo/laBaHe Ha JI0OKYMEHTH;
nosiyyaBaHe Ha MHeHMs 3a kopynuus B O6umHa oOpuuka;

» T10J1ly4aBaHE Ha an)opmaum; 10 OTHOLICHHUE Cla3BaHE HAa 3aKOHOYCTAHOBEHUTE CPOKOBE

\4

Y

3a M3BBPLIBAHE HA 3asBEHM YCJIYTM, LIEHU HA CBOTBETHUTE YCIYrH, MPEANOYUTaH
BapUaHT Ha IJ1alllaHe;

» OlIEHKa Ha UWHTepHEeT cTpaHuuata Ha OOummHa JloOpuuka— HaABPEMEHHOCT Ha
nyOsiMKyBaHata MHpopmaius;

» HHUBO Ha MHTEpEC OT CTpaHa Ha MOTPeOMTENMTE HA YCIIYTH KbM IMOJYy4aBAHETO UM M0
€JIEKTPOHEH ITBT.

P€3yﬂTaTl/lTe OT M3MEPBAHETO I[OKa3zaxa HE CaMo )106paTa OLICHKa 3a pa60TaTa Ha
aJIMUHUCTpalusaTa, CBbp3aHa € AaJAMMWHUCTPATUBHOTO 06CJ'ly)KBaHe. Te ca B momoill Ha
PBKOBOACTBOTO 3a MPEANpPUEMAHE Ha JICHCTBUS B usrpajceHarta IMNoJIMTUKa 3a YJIECHABAHE Ha
I'paXXAaHUTE U OuszHeca [pH noJiyyaBaHe Ha aIMUHUCTPATUBHU YCIIYT'H.

2. Ilposescoane na KoHcyaimayuu cove cayycumenume.

Ha koHcynTaumsi cbC CIy:KUTEIUTE ca OOCHJCHHM BMEYATICHUATA HA CIYKHUTEJIUTE OT
MH(POPMALIMOHHUTE W3TOYHHULIM, MOJI3BAHU OT NOTPEOUTEIUTE HA aIMUHUCTPATUBHU YCIIYTH, C
uen na ce uaeHTuduumrpa HepopmanHara odpaTHa Bpb3Ka, C KOSTO BCEKM OT TAX pasnosara B
pe3ysTaT Ha ciyxeOHUTEe CH 3aabiKeHus. B3emaiiku npeasua odema W BUJa Ha CIPABKUTE,
KOWUTO M3BBPILBAT, MO TAXHO MHEHHE MH(POpMALMATA, NPEAOCTaBEHA HA MHTEPHET CTpaHuLATa
Ha OGwmHa JloOpuuka ¥ B AJIMUHMCTPATUBHMS PETUCTBD, € J0CTaTbyHa M pa3dbupaema OT
NoTpeOMTEIMTE HA aJAMMHUCTPATUBHU YCJIYrM, HO KMMa HEOOXOAMMOCT OT 4YacTH4Ha
aKTyanm3auus/ IOMbJBaHE Ha JAHHM B PErucTbpa, cbriacHo 4i. 25 or Hapenbara 3a
aJIMUHMCTPATUBHUS PETUCTBD.

Kato 110 npekute BreyaTICHUS HA CIY)KUTEIUTE, aHFAKUPAHU C aIMUHUCTPATUBHO



obcnyxpaHe B OOwuHa JloOpuuka ca, ye moTpeOMTENIMTE HAa aJMMHMCTPATUBHH YCIYTH ca
JIOBOJIHH OT MPEJOCTABIHOTO KAYECTBO Ha 0OCITy)KBaHE.

3. U3evpuisane na nabaoenue no memooa "maen Kiuenm''.

ITeppoanuHo ce m3BbpLIM HabMOAeHHe MO TenedoHa Mo MEeToAa ,.TaeH KJIMEHT" Ha
aJIMMHUCTPAaTUBHOTO 00cykBaHe B O6uuHa Jlobpuuka. C 10KJ1a1 OT HErO € KOHCTaTUPaHO, Ye
CIY)KUTEJIUTE, MpPUENH O0aKNaHUATA, M3MBJIHABAT BCUUKM 3ab/DKMTE]IHU CTaHAAPTH NPH
BOZieHE Ha TenedoHeH pa3roBop (uaeHTUHUMpaHe ¢ PaMUIHO MME M HaWMEHOBaHHWE Ha
aJIMMHHCTpauusTa, J100e3HO M OT3MBYMBO OTHouieHWe). [lpenoctaBeHaTa OT ChIIMTE
MHpOpMaLKs 3a aAMUHUCTPATUBHUTE YCIIYTH € ITbJIHA, KOPEKTHA M Ha JIOCTBIIEH €3HK.

4. Ananusz na cuznanu, RPeONOHCeHUA, HCAAOU U ROXBAIU.

[Ipe3 oTyeTHHMs nepuo] BCUYKM MOCTBIWIM JKaiOM, CUTHAIM W MNpeIOKeHHs ca
BIMCAHH B JIEJIOBO/IHATA CUCTEMA Ha OOLLMHATA, KAaTO 3a TAX CE€ BOJM U PErUCTbP HA XapTHUEH
HocuTell. B no-ronsmara cu yact xkanbonojarennTe CUrHAIM3UPAT U THPCAT ChAEHCTBHE 3a
peliaBaHe Ha KOMyHaJHH W OuToBM npoOsnemu, npoOiieMH, CBBP3aHM C HE3aKOHHO
cTpouTeacTBO. Jlpyra yact OT kKanbomojare/MTe CUIHAIM3UPAT U ThPCAT ChIACHCTBUE 3a
paspeiiaBaHe Ha NpoOIeMH, CBbP3aHU C JIOLIN XUTHEHHO- CAHUTAPHU YCJIOBUS M 3aMbpCSBaHE
Ha okoJjiHaTa cpeza. Ilpe3 nenus otyeteH nepuoa ca nocTbnuin obuo 98 curHana, xaiou u
NPEUIOKEHUS, OT KOMTO: OT (u3nyecku suua — 77 Op., oT opuanyecku juua — 6 6p., or
MHCTUTYLIMHU — 15 Op. n OT uHMLMATUBHU KoMUTEeTH — 0 Op.

ITo nomanenuTte xanbu M CUrHaNIM ca MpPEANpPUETH ACHHOCTH MO Ha3HA4YaBaHE Ha
KOMHCHHM 3@ M3BBLPIIBAHE HA MPOBEPKM MO CHUIHAJIMTE, B ChCTaBa Ha KOWTO Ca BKJIKOYEHH
CMELMAIUCTH OT OOLIMHCKATa aJMUHUCTPALMsi, B YUATO KOMIETEHTHOCT € CHIHAaJIbT.
Hanpasenu ca ¥ CbBMECTHHU NMPOBEPKU C BBHHLIHH CIEUUATIUCTH OT APYrH BEJOMCTBA, OT KOUTO
Ob6mmnaTta € norbpcuiia chieiicTBUE 3a paspelaBaHe Ha mnpobGiema. Ilpu KOHCTaTMpaHO
HapyLICHHE Ca BPbUCHH KOHCTATUBHU aKTOBE 3a U3BbPLICHO HAPYLLUEHUE, KAKTO U NpeanucaHus
3a MpearnpyueMaHe Ha JICHHOCTH BbB BPb3Ka C NMOYUCTBAHE 3aMbpCSABAHUATA C OMTOBU U PYTH
OTHa/bliM, 3a MpeMaxBaHe Ha HE3aKOHHO CTPOMTEICTBO, KACTPEHE M NMpeMaxBaHe Ha IbpBETa, U
ap.

3a noaydyenure o6wo 98  kanGu M CUrHANM ca M3BBPILEHH MMPOBEPKH, U3FOTBEH €
OTrOBOP, OCHILECTBEHA € CPELa B IPUEMHMS I€H W JONBJIHUTEIHO € OpraH13upaHa cpeiia ot
KMETa, 3aM.-KMETOBETE U CeKpeTaps Ha o0lMHaTa.

Pesynratute OT M3BBpLIEHWTE MPOBEPKM M CPELIM C€ MPEACTaBAT HAa KMETa Ha
ObummHaTa ¥ KMETCKMS ekun 3a Habens3BaHe Ha ObJeld JEHCTBUS MO MOAOOpsABaHE
aIMMHUCTPAaTUBHOTO 00CITy)KBaHe M A€HHOCTTa Ha OOLLMHCKATA a/IMUHUCTPALMS.

5. Ananusz Ha meouitHu nyoIUKaAUUU.

IIpes 2024r. ne ca wuaeHTUDUUMpPaHW MeaMiiHH nNYOJAMKALMKM B MYOJMYHOTO
NPOCTPAHCTBO, CBbP3aHM C AJAMUHUCTPATUBHOTO oOcCiykBaHe B oOlMHaTa. 3a uenra e
M3BBPLIEH MOHUTOPUHI Ha NEYaTHU U3aHUsl, OHJIAIH U3/1aHUsl, COLMAITHU MPEXKH U JIPYTH.

6. AHnanuz om npuemMHoOmMo 8peme 3a 2pajncoanu u Op2aHu3aAuuu.

[Ipe3 2024 r. npoaBKM NPOBEXKAAHETO HAa CPelld B MPUEMHHUTE [HU Ha KMETa,
3aM.-KMETOBETE M CeKpeTaps B crpajata Ha O6umHara. M3nos3Banu ca antepHaTuBHH Gopmu
32 KOHTAKT — O0sIBEHa €JIEKTPOHHA Molla W Tesle()OHHM HOMEpa 3a Bpb3Ka 3a WHLMACHTHO
Bb3HUKHAIM KOMYHAJIHO- OMTOBM, 3paBHM, COLMATHU MPOOJIIEMH, KAKTO W JAPYrd BaXKHU 3a
00LIHOCTTA BBIPOCH.



IV. AHanu3 Ha H3BBPHIEHOTO MNpPOyYBaHe HAa Y/AOBJETBOPEHOCTTa Ha
NOTpeOHTeIHTEe HA AIMHHHCTPATUBHH YCJIYTH, npeaoctaBsini ot O0muna lodOpnuka.

M3KII04MTETHO MaJIKa 4acT OT NOTPeOUTeIMTe HA AAIMMHUCTPATUBHH YCIIyTH MPOSIBABAT
aKTUBHOCT Ja JaBaT OLEHKa Ha M3BBbpIIBaHOTO OT ObwwmHa JloGpuuka ajAMHHUCTPATHBHO
o0ciyKBaHe, BbIpPEKH OOCTOSATENICTBOTO, Y€ JOCTBIBT JI0 CPEACTBaTa 3a o0OpaTHa Bpb3Ka €
cB00OO/ICH, MOpau KOETO HE MOXKE Jla Ce HalpaBH U 3ab100ueHa NpeLeHKa 3a Hero. Bbnpeku
ToBa 0Oave, MOXKe Ja ce HanpaBu M3BoJ, ue OOumHa J[oOpuuka crna3Ba BCUUKU KPUTEPUHU 3
3aKOHOCBHOOPa3HO, 1OOPOCHBECTHO M OE3MPUCTPACTHO aIMUHUCTPATUBHO 00CTY)KBaHE.

AKTUBHOCTTa Ha MNOTpeOMTENMTE Ha aJAMUHUCTPATUBHU YCIYyTH B €JICKTPOHHMTE
CpEJICTBA ChIIO € HUCKA.

[IpoabikaBa TEHASHUMATA OT MPEAXOJHUTE FOJAMHM, MOTPEOUTEIUTE Ja NPEANOYUTAT
MPEKUsi KOHTAKT 3a A0CTBI 10 YCIYTH.

V. Hean na O6mmuna {o6pnuka 0THOCHO A AMHHHCTPATHBHOTO 00C/Iy’KBaHe.

O6wara uen e obaekyaBaHe U noJo0psBaHe HA aJMHUHUCTPATMBHOTO OOC/TyXBaHE Ha
rpaxaanute W OusHeca. OOwwmHa JloOpuuka uUeaM Ja ocurypsBa MpeJOCTaBSIHETO Ha
KayeCTBEHM YCIIYTH MO OT3UBUYMB, MpO3payueH 1 ePeKTHUBEH HAUKH.

ITpe3 2025r. O6wuna JloOpuuka ie NMpoOABLIKM Ja ThPCH AKTUBHO MHEHHMETO Ha
noTpedUTENNTE Ha aJIMMHUCTPATUBHYU YCIIYyTH U J1a ce choOpassiBa ¢ TEXHUTE MPEIIOKEHHs], C
Lien noodpsiBaHe HUBOTO Ha o0ciyxkBaHe. [IpeJBUIeHH ca ClieIHUTE MEpPKH 3a NoA00psiBaHe Ha
aJIMMHUCTPAaTUBHOTO 0OC/Iy)KBaHe W [OBMIIABaHE JIOBEPUETO M YAOBJIETBOPEHOCTTAa Ha
norpeduTenure:

[Tonnbpikane Ha OTKpUT [uanor ¢ mnotpedutenure, ¢ Len noAaoOpsBaHe U
YCBbBBPLIEHCTBAHE HA AIMUHUCTPATUBHOTO 0OCITYKBaHE M MOBULLIABAHE yIOBJIETBOPEHOCTTA Ha
norpedurenure.

[ToBuiaBane Ha npodecnoHanHaTa NOAroToBKa Ha ciyxutenute ot LIAO 3a naBaHe Ha
apryMeHTUpaHU U KOMIETEHTHH OTTOBOPH.

AKTyanu3upaHe U yCbBBbPIIEHCTBAHE HA UHTEPHET cTpaHuuaTa Ha O6wuHa J{oGpuuka
3a MpeocTaBsHE Ha aKTyalHa, sicHa W u3ueprnartenHa uHQopMauus 3a BUIOBETE
aJIMMHUCTPATUBHU YCIYyrM W NyOJMKyBaHe Ha HOBM HOPMATHBHM aKTOBE, 3aloBeId U
MHCTPYKLIUH.



