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AOKJIAA 3A OLUEHKA HA YAOBJIETBOPEHOCTTA HA NOTPEBUTEJIUTE
OT AAMUHUCTPATUBHOTO OBCJ1Y)XXBAHE B OGLLUHA HOBA 3AIrOPA
3A NEPUOAA 01.01.2023 r. - 31.12.2023 r.

I. BbBegeHue

CvrnacHo wu3uckBaHusiTa Ha Hapepbata 3a AAMUHUCTPATUBHOTO
obCnyxBaHe aAMWHUCTpaUUWUTE, MPEeaAoCTaBsAWM aAMUHUCTPATUBHU ycnyrum
CneaBa Aa Cb3AaBaT Bb3MOXHOCT 3a obpaTHa Bpb3ka OT NMOTpebuTenuTte, ypes
U3Non3BaHe W npunaraHe Ha pasiM4yHM MeToaum 3a obpaTHa Bpb3Ka.
fepuoanyHO m3cneaBaT U aHanusupaT pesynTaTuTe oT obpaTHaTa Bpb3Ka OT
notpebutenute u ynpasnsiBaT YAOBMIETBOPEHOCTTAa Ha noTpebutenure OT
KayecTBOTO HA aAMUHUCTPATUBHOTO 06CNYyXBaHe.

B usnbnHeHve Ha Hapepbata u cbrnacHo BbTpewHuTe npaBunia 3a
opraHusauusaTa Ha aAMUHWUCTPATUBHOTO obcnyxBaHe, o6LWKMHCKa
aAMUHUCTPaumnAa Hosa 3aropa ocbuiectssiBa ob6paTHa Bpb3ka OT noTpebuTtenvTe
4Ype3 M3Non3BaHe U NpunaraHe Ha CNeaHUTE MEeTOAM:

* M3BbpLlUBaHE HA @aHKETHU NPOYYBAHUS;

- lpoBexaaHe Ha KOHCYNTauumn CbC CNYXUTENUTE;

+ W3BbplBaHe Ha HabnoaeHWs No MeToaa "TaeH KANeHT";
« AHanus Ha curHanun, NpeanoXeHus, anbu n NoxXsanu;

* AHanu3 Ha MeaunHU Nybnukaumu.

MpunaraHeto Ha MeToAMTE 3a o06paTHa BpPb3Ka Ce OCbLIECTBABA
Cbobpa3HO u3nCKBaHUATA Ha MeTogonorvsTa 3a M3MEpPBAHE U ynpaBfieHNe Ha
YAOBNETBOPEHOCTTA Ha noTpebutenute no 4n. 25 Ha Hapenbara.

OcHOoBHM Uenu Ha o6paTHaTa Bpb3Ka OT noTpeburenure:

. CbbupaHe Ha uHbOpMauusa OT nNoTpebuTenuTe OTHOCHO TSXHaTa
YAOBNETBOPEHOCT OT OCbLIECTBABAHOTO aAMUHUCTPATUBHO 06CYy>XBaHe.

. MpoyyBaHe Ha oueHKaTa Ha NOTpebUTENUTE Ha aaAMUHUCTPATUBHM
ycnyru 3a aAMUHUCTPATUBHOTO 06CNyXBaHe B O6WMHCKA aAMUHUCTpauuns Hoea
3aropa.

. CbbupaHe Ha MHeHMs W npeanoxeHus 3a nogobpsBaHe Ha

AdAMUHUCTPATUBHOTO O6CHY)KBaHe.



. AHanusnpaHe Ha pe3ynTtatute OT ob6paTHaTa Bpb3ka W
npeanpveMaHe Ha Mepku 3a noaobpsiBaHe Ha aAMUHUCTPATUBHOTO O6CNYyXBaHe
M NOBULIABaHe Ha yAOBNETBOPEHOCTTA Ha NOTpebUTENUTE Ha YCAYru.

. OueHka Ha edeKTMBHOCTTAa Ha KaHanuMTe 3a npeaocTaBsHE Ha
MHDOPMaLUA KbM NOTPEBUTENUTE HA YCNYTW.

. OnoBecTsiBaHe Ha pe3ynTaTuTe OT obpaTHaTa Bpb3Ka.

II. AHanu3 Ha nony4yeHata uHdopmauusa oT o6paTHaTta Bpb3ka
M pe3ynatatute OT U3MEpBaHETO Ha YAOBJIETBOPEHOCTTa Ha
norpeéburenute Ha aAMMHUCTPAaTUBHMU YCNyru, npeAocTaBsiHU OT
obuwmHcka agMuHucTpauma Hoea 3aropa 3a nepuoga 01.01.2023 r. -
31.12.2023 .

1. M3BbpluBaHEe Ha AaHKETHM NPOoyYBaHMUA
ObuwunHcka aaMuHUCTpauMsi HoBa 3aropa npoBeAe aHKETHO Mpoy4yBaHe 3a
yCTaHOBsIBaHE Yy/[AOB/IETBOPEHOCTTA Ha noOTpebuTenute OT OCbLECTBABAHOTO
npes 2023 r. aAMWUHUCTPATMBHO O06CNyXBaHEe 4Ype3 aHOHWMMHO aHKEeTUpaHe B
LleHTbpa 3a aAMUHUCTPATUBHO obcnyxBaHe /MHPOpMaLMOHEH LEHTBLP/.

O606L1€eHN pe3yanTaTu OT NONbJIHEHUTE AHKETHU KapTu:

NMepuopa Ha npoBeXxaaHe Ha aHKeTUPAHEeTOo: sHyapu- gekemspu 2023 r.
Bpoit aHkeTupaHum - 34 noTpeburtenu

HaumH Ha nposexpaaHe - AHKeTUTEe ca pa3paboTeHW OT ObLMHCKA
AOMUHUCTPAUMA M Ca Ha pa3nojioXXeHUe Ha NoCeTUuTenuTe Ha aaAMHNCTpauunAaTa
B WHPOPMAUMOHHMA LUEHTbP 32 aAMUHUCTPATMBHO O6CNYXBaHe Ha rpaxaaHu.
Bceku rpaxaaHuH, KOMTO Xenae Aa M3KaXe CBOETO MHEHWUE, MMa Bb3MOXHOCT
Aa NOMb/IHM AHOHMMHO aHKEeTaTa, KaTo cnej ToBa CO6CTBEHOPBYUHO A MOCTaBSA B
3aneyataHa KapTOHeHa KyTua. Cnyxutenute B LUeHTbpa 3a 06CnyxBaHe
Haco4yBaT BHMMAHMETO Ha noOTpebuTenute 3a BbL3MOXHOCTTA Aa NOMbAHAT
aHKeTaTa.

AHKeTaTa BK/IlOYBa 12 BbMpoca, CBbpP3aHW C KAYECTBOTO Ha 06CnyxBaHe,
OTHOWEHWNETO Ha CNyXUTenuTte, npeaoctaBsHaTa MHGOpMauusa 3a AENHOCTTa Ha
aAMWHUCTpauuaTa, HeobxoauMMocTTa OT nopobpeHne Ha ¢opmuTe 3a
obcnyxBaHe, Npenopbkn KbM aAMUHUCTPaLMSTA.

OTroBopute Ha BbMAPOCMTE AaBaT Bb3MOXHOCT Aa Ce aHanusupa
YAOBNETBOPEHOCTTA Ha NoTpebuTenuTe oT aAMUHUCTPATUBHOTO O6CYXBaHe.

CpewHaTtn TpyaHoCcTM - OCHOBHUSAT Npo6/iEM MpU aHKETUMPAHETO Kacae
Harnacata Ha rpaxaaHute ga ce OT30BaT Ha MnoKaHaTa [Aa M3KaxaT CBOEeTo
MHEHME M Aa [fapaT npenopbku KbM paboTtaTta. FonsMa 4yacT OT noceTutenuTe
Ha aAMUHUCTPaUMATA HE NPOSBABAT XenaHue Aa NONb/IHAT aHKeTaTa.

Cnep obobwaBaHe Ha AaHHUTE OT aHKETHUTE KapTW 3a HabnwaasaHus
nepuoa ce nony4ynxa cnegHuTe pesyntaTu:

o oTHOWeEeHWe Ha TuMna y4yacTHUUM B aHKeTaTa, 6sxa npeanoxeHu 3
Bb3MOXHOCTM : YAaCTHO NMuUe, OPUANYECKO NIULE N UHCTUTYLMA.

PesynTtaTtuTe ca cnegHuTe:



e 28 aHKETHW KapTw, NOMb/IHEHW OT HaCTHU nvua
e 3 aHKEeTHMW KapTy NOMbHEHW OT OPUANHECKM nvua
e 1 aHKeTHa KapTa , NonMb/HeHa OT NPEACTaBUTEN Ha MHCTUTYUMUSA
e 2 aHKETHW kapTu , 6e3 oTpa3eHo MHeHWE
Mo oTHOWeHMe npodecnoHanHua CbCTae Ha yyacTBallmMTe B aHKETaTa,
pesynratute no 06nactu Ha paboTa ca cneaHuTe:
e [MeHcuoHepun 7
Ycnyru 4
NkoHOMMKA 3
O6pa3zoBaHue 3
MpOMULLNEHOCT 2
EHepreTtuka 2
3apaBeona3BaHe 1
Cencko cTonaHcTeo 1
CrtpouTtencrso 1
®duHaHcK 1
CounanHu genHocrt 1
Tvproeusa 1
TpaHcnopT 1
Be3paboTHu 1
He ca nocounnun obnact Ha paboTta 5

CpeaHaTa Bb3pacT Ha MOMbJIHWINTE AHKETHW Kaptu € 53 roauHu. 21
yoBeka ca C Bucle obpasoBaHue, 10 cbC cpeaHo obpasosaHue, a 3 He ca
OTrOBOPUIIN.

Bonpoc N21 or aHkerarta: B pamMkuTe Ha 3aKOHOBUSI CPOK /K 6ewe
M3BbpLUEHA XXeslaHaTa oT Bac agMMHUCTPaTUBHa ycnyra?
OTtrosop AA ca ot6enssanu 31 6p. Otrosop HE 3 6p.

Bbunpoc N22: O6cny>xBaluAT nepcoHan 6ewe nun KOMMEeTEeHTEH?
Cnopeg 29 6p. aHkeTupanu [A, cnopea 5 aHketupaH HE.

Bunpoc N23: O6cnyxBaHeTo 6ewe nn nob6e3Ho?

31 6p. aHKeTMpaHu onpeaensT 06CnyxBaHETo KaTo ,/obe3Ho”, a 3 6p. ca
otrosopunu c HE.

Bbnpoc N24: [locTaTb4HO 6bP30 U KOMNETEHTHO /1N 6sxTe obcnyxxeHun?
29 aHkeTupanu otroesapaT ¢ A, a 5 c HE.

Bbnpoc N25: Npu Bb3HMKBAHE HA BbMPOC WU/IN HEACHOTA, 6ewe nu Bu
pa3siCHEHO KaKBO Aa npasure?

30 aHkeTupanu otrosapsaT ¢ A, 3 ¢ HE.EanH He e noco4nn OTroBop.

Bbnpoc N26: YAOBNEeTBOPEHM /I CT€ OT OpraHusauusaTa Ha yc/iyrure u
Ka4yecTBOTO Ha o6cny)xBaHeTo?

C OA oTtroBapsT 29 aHkeTupaHnu. C HE otroBapsT 5.

Bbnpoc N27: Bunu nu cre cBMAETEN HAa KOPYMNUMOHHA NposiBa OT CTpaHa



Ha cay)xuTen B MecTHaTta aagMMHUCTpauma?
33 aHkeTupaHu oTtrosapaT ¢ HE. EQMH He e Noco4un oTroBop.

Bbnpoc N28: lMonyuasate 5 npu noucKBaHe OT aAMMHMUCTpauuaTa
Heo6xoaumaTa nHpopmMauus 3a HeiHaTa pabora?

C [OA oTtroBapaT 26 aHKEeTUpaHw. C HE otrosapaT 6. [1Bama He noco4sat
OTroBOp.

Bbnpoc N29: Opo6psiBaTe /i NPeAOCTaBAHETO Ha aAMMHUCTPAaTUBHU
YC/lyru Mo €/1eKTPOHEH MbT?
28 aHkeTupaHu otrosapaT ¢ [JA. 6 oTrosapaT C HE.

Bbnpoc N210: Bwb3nonssare au ce OT e/IeKTPOHHUTE YC/ayru Ha
o6bwmHara?

11 aHkeTupanu otrosapsT ¢ JA. Otrosop HE ca otbenasanu 22. EAMH He €
noco4un OTroBop.

Bunpoc N211: LleHaTa Ha ycsyrata AOCTbIHaA /iu € 3a Bac?
C A ca otrosopwnu 29 aHketupanu. C HE 4. EAVH HE & NoCo4u OTroBOp.

Bbnpoc N°12: VYpo6Ho snnm e 3a Bac paboTHOTO BpeMe Ha
aAMMHMUCTpaumaTa?
29 aHkeTupaHu otroBapsaT ¢ JA, a 5 ¢ HE.

AHKETHaTa KapTa 3aBbpliBa C BbMNpoC ,KakBu npenopbku 3a paboraTta B
Abp)KaBHaTa aAMMHUCTPauua 6uxre oTnpaBuan?

MonoBuHaTa aHketTupanu (17 6p.) unu He ca ortbenssanu HUWO, WM Ca
OTroBOpUNM, 4Ye HaAMaT npenopbku. B 10 6p. aHKETHM KapTu uMMa OTpaseHu
NoXBanu UK NoXxenaHus, Ho 6e3 Aa nMa AedPUHMPAHO HELLO KOHKPEeTHO. UMa 7
AHKETHM KapTW C KOHKPETHM MNpenopbkKKu, KakTo cnepBa: Aa Ce OCUrypwu
Bb3MOXHOCT BCUYKM ycnyru aa ce nnawat 4ypes NMNOC TepMuHan; Aa ce CbKpaTaT
CpOKOBETE 3a MpeAoCTaBsHe Ha YCnyru; Aa Cce HamanuM nepcoHana B
aAMUHUCTpaUMATa; Aa ce yBenuyu 6pos Ha paboTHUTE MecTa B LEHTbpa 3a
aAMUHUCTPATUBHO OBCNYXBaHe; KMETOBETE Ha cenarta Aa crna3saTt paboTHOTO CH
BpEME;, B aAMUHUCTpauuaTa Aa Ce Ha3HayaBaT KOMMETEHTHM Xopa WU CbC
noaxoaswo obpa3oBaHMe, J[a ce BbBeae YHuUdopMmeHOo obnekno 3a
CAyXWUTeNnuTe; Aa ce npuveMaT AOKYMEHTUM MO eneKTpoHeH nbT, 6e3 hda ce
M3NCKBa ENEeKTPOHEH NoAnuc; Aa ce obnek4yaT rpaxaaHute, KaTto Ce HaManu

6pos Ha AOKYMEHTUTE, KOMTO Ce M3WUCKBAT, @ HYXHaTa MHdopMauusTa aa ce
Habaesa No cnyxebeH NbT.

N3soam:

-  AAMMHUCTPATUBHUTE YCNYrM U3BBLPLUBAHM OT OBLIMHCKA aAMUHUCTpauUMs
HoBa 3aropa ce M3BbpWBAT B paMKUTe Ha 3aKOHOBUS CPOK /91% oT
aHKkeTupaHute/

- O6CnyXBaluAT nepcoHan e komneteHTeH /85%)/

- 06cnyxBaHeTo e ntbesHo /91%/

- 06CNny»XBaHETO € 6bP30 U KOMNETEHTHO /91%/

- [lpy Bb3HMKBAHE Ha BBbMPOC WM HessicHoTa 88% OT aHKeTMpaHuTe ca



NOCOYMNU, YE UM € Pa3siCHEHO KaKBO Aa NpassAT.

- 85% OT noTpebuTenuTe Ha ycnyrn ca AOBOHW OT opraHusauusaTa Ha
paboTa 1 Ka4ecTBoTO Ha 06Cny>XBAHETO

- HUTO eavH OT aHKeTUpaHWUTe He e bun CBUAETEN Ha KOpynuMoHHa NposiBa
OT CTpaHa Ha cnyxuTten B MecTHaTa aAMUHUCTpALMSA

- 77% OT aHKeTMpaHuTe OoTroBapsT, 4€ npu MoucKBaHe ca nony4unun oT
aAMUHUCTpaumuaTa HeobxoanmaTa nHdopMaLms 3a HelHaTa paboTta

- 82% opobpsBaT NPEAOCTAaBAHETO Ha aAMUHUCTPATUBHW ycniyru no
eneKTpoHeH MbT, 18% cuuTaT, Ye ToBa HE € yAauHO.

- OT BbB3MOXHOCTTa onpeaeneHu ycnyrn aa 6baat npeaocTaBsHU MO
enekTpoHeH nbT ce Bb3nonssat 32% OT  aAHKETUPAHUTE. 65%
npeanoYnuTaT TPaAMLMOHHUTE HAYMHWU Ha 3asiBsBaHe U nony4yaBaHe Ha
aAMUHUCTPATUBHU YCNYTU.

- 85% OT MOTpeBuTEenUTE Ha YCNyrn CYuTaT, Ye LEeHWTe Ha ycnyrute ca
AOCTbMHMU

- 85% cuuTtaT, 4ye paboTHOTO BPEME Ha aAMUHUCTpaUnATa € yAO6HO.

2. NMpoBexxaaHe Ha KOHCY/ITauum CbC CayXXutenure

KoHcynTauuMmTe CbC CNYXUTENUTE Ca METOA 3a noslydaBaHe Ha HedopManHa
obpaTHa Bpb3ka OT norpebutenute, npu KOUTO Ce wu3non3BaT OCHOBHO
Bb3NpUATUATA W BMeYaTNeHUATa Ha CHyXUTenuTe, KOWTO KOHTaKTysat
exeaHeBHO C  noTpebutenute B  XoApa Ha  OCbluecTBABaHE  Ha
aAMUHUCTPATUBHOTO Oo6CnyxBaHe (cnyxutenute B MHPOpMaLMOHEH LEeHTbP),
KakTo W  Bb3NpuaTUATA M BMNe4yaTNeHusaTa Ha  cayxutenute  OT
crneunanusnpaHaTta agMUHUCTpauus.

He ca peaku cnydauTe, KOrato NOTPEGUTENAT He Xenae, He3aBuCMMO OT
npuuMHaTa 3a ToBa, Aa npepoctasu (opmanHa (nMMcMeHa uau Cb3HATENHO
noTbpceHa ycTHa) obpaTHa Bpb3Ka.

Bbnpekn TOBa noTpebutenaT Moxe Aa Crnoaenn CbC  CAyXutens B
NHPOPMALIMOHEH LEHTbP WM CbC CNYXUTENs OT aAMUHUCTpauusiTa, C KOWTO
KOHTaKTyBa, CBOETO MHEHWEe WM Bb3MNPUATME OTHOCHO KayecTBOTO Ha
ob6cnyxBaHeTo.

MpunaraHeTo Ha TO3M MeToA B AEWHOCTTa Ha O6WMHCKa aAMUHUCTpauus
HoBa 3aropa ce ocCblUiecTBsBa 4pe3 MNPOBEXAAHETO HA KOHCYNTaTUBHU CpeLiu
Mexay cnyxutenute B WHPOPMAUMOHEH  UEHTbp, CAyXutenute OT
cneuvanusvpaHata aAMWHUCTpauMs W PbKOBOAHMTE 3@ oOpraHuMsauusaTa Ha
aAMUHUCTPATUBHOTO oO6CnyXBaHe B aAMUHUCTpauusaTa 1nuvua, KOUTO Ce
npoBeXaaT Ha roavwHa 6a3a. Te3n KOHCynTauMu ce npoBexaaTr B
NPUCHbCTBMETO Ha BCUYKWU CIYXMUTENN, KOUTO KOHTAKTyBaT C noTpebutenuTe B
X04a Ha OCbLUECTBABAHE Ha aAMUHUCTpATUBHOTO obcnyxBaHe. Ha cpewuTte ce
OVUCKYTUpPa W o06Cbxaa wuaeHTuduumpaHata HedopmanHa obpaTHa Bpb3Ka,
AajeHa oT noTpebutenure.

3a npunaraHeTo Ha TO3M MeTOoA Mpe3 OTYETHUA MEepUoa CNYXUTeNuTe Ha
aAMUHUCTPALUMATa CNoAensAT BhnedaTneHusaTa Cu cnej  npoBexAaaHe  Ha
pasroBOpu/KOHCYNTauumn ¢ norpeburtenure..

C uen AUCKyTMpaHe M ob6CbxAaHe Ha wuaeHTUduumupaHata HedopmanHa
o6paTHa Bpb3Ka, AadeHa oT noTpebutenute npes 2023 r., ce nposeae
KOHCYNTaTUBHa Cpella Mexay CIyXWTenu, KOHTakTyBawwu C notpebutenvte, u
cekpeTtaps Ha O6bwmHa HoBsa 3aropa.



U3soguTte OT HedopmanHata obpaTHa Bpb3Ka ¥ HEeNHOTO obCbXAaaHe Ha
cpewiaTa, nokassaT, Ye:

OCHOBHaTa 4acT oT norpeéurenuTe ca yAOBNETBOPEHW OT BPEMETO, 3a KOeTo
ca 6unn obcnyxern B MHDOpPMaUMOHEH LIEHTDBP, KakToO M OT OTHOLWEHWETO Ha
cnyXxuTenure.

Mpeobnapasawara 4act OT noTpebuTennTe cCa U3pasuin yL0BNETBOPEHOCT
OT BpeMeTo, 3a KoeTo e buna n3sbplieHa ycnyraTa.

CnyxutenuTte, y4actsanu B NpOyYBaHETO W KOHCyJTaTuBHaTaA cpewa,
oTumTaT, 4e noceTuTenuTe Ha NHdopMauMoHEH LUEHTbp Ca n3pasaBanu
NONOXUTENHO OTHOLLIEeHMe KbM 0bCTaHoBKaTa v MHTEpMOpa.

FonsiMa yacT OT noTpebuTenuTe ca CroAensinu, 4e ca CUiiHo yAOBNETBOPEHMU
W 6narogapHu OT npeaocTaBeHaTta Ha  AOCTBNEH e3UK TOo4YHa WU ACHa
nHbopMaUMs U OT3UBUMBOTO KOHCY/NTUPaHE OTHOCHO 3asBsiBaHUTE OT TAX
ycnyru.

Mpea CnyxuTenu ca uspassiBaHn MHEHWA Ha noTpebutenn CbC 3aTpyAHEHUSA
B NPUABWMXBAHETO,  OTpassBalliu NONOXUTENHO WM  OTHOWeEHune U
y[0OBNETBOPEHOCT OT NecHMA A0CTBN A0 NHdDOpMaUMOHEH LEHTBLD, KOWTO € Ha
napTepHus eTax Ha crpagata v 3a npuasmxeaHe A0 KOWTO, UMa u3rpapeHa
pamna C noaxoasLl HaKIOH.

3. U3BbpLIBaHE Ha HabaloaeHus No MeToAa ,TaeH KJneHTt”

CbrnacHo Mervogonorusita 3a W3MepBaHe W ynpasneHwe  Ha
yAOBNETBOPEHOCTTa Ha notpebutenute Mo 4. 25 Ha Hapepbata 3a
aAMVHUCTPATUBHOTO o0b6cnyxBaHe W MeTtoaonorusTa 3a nposexaaHe Ha
HabnoaeHve no Metoaa , TaeH KIMeHT", METOABLT MOXE Aa Ce npunara.

. PerynspHo - PperynspHOTO npwiaraHe BOAW A0 NOBMLIaBaHe Ha
edeKTUBHOCTTa OT HabnwaeHneTo un Cb3Aasa fa3a 3a CpaBHeHME, KOeTo
cnoMara Aa Ce OuEeHW HanpeabkbT U ePEeKTbT OT MPWUIOXKEHUTE MEpKU 3a
nopobpeHne Ha pe3yntatute, B pe3yntat oT MAEHTUdUUMPAHUTE MpU
NpeaxoAHOTO U3cneasaHe npobnemu;

.ad hoc - npu cneuMduyHn CcuTyaumum U NO OTHOLWEHWUE Ha
KOHKpPETHU aAMUHUCTPaLUn.

3a 2023 r. ca nNpoBeAeHU 4 HabnoaeHus No MeToAa ,TaeH KIMEHT Ha

cnyxutenn oT WHdopmaumoHeH ueHTbp. B obxsata Ha HabnwoaeHMeTo ca

BKOUEHM MacoBM YCNyr1, KOUTO CE NpeaoCcTaBaT rofiaM 6poi nbTu. KOHKPETHO
TOBa ca cneaHuTe aAMUHUCTPATUBHU YCNYyrun:

e 1998 W3paBaHe Ha YAOCTOBEpPEHWE 3@ Hananyme unuM nunca Ha
3a4bJ/KEHMNA MO 3aKOHa 3@ MECTHUTE AaHbUU U TaKCun

e 2395 W3paBaHe Ha YAOCTOBEpPEHWE 3a AaHb4Ha OueHKa Ha MnpaBo Ha

nonssaHe

2016 U3paBaHe Ha yaOCTOBEPEHME 3a HacneaHuuUmn

2027 WU3paBaHe Ha CKUUM 3@ HEABUXUMU UMOTHU

2076 W3paBaHe Ha yAOCTOBEPEHME 3a paxxaaHe — aybnukat

2079 WU3paBaHe Ha yAOCTOBepeHue 3a MOCTOsIHEH aApec cnej nojaBaHe

Ha 3asiB/IeHMne 3a 3asBsABaHEe UM 3a NPOMSAHA Ha MNOCTOSIHEH aApec

e 2084 N3paBaHe Ha yAOCTOBEPEHME 3@ TbPMUMOCT Ha CTPOEX

MpoyyBaHETO ,TaeH KAMEHT” ce M3BbpK Mo TenedoHa. N3bpa ce noaxoa



6e3 nof3BaHe Ha BbHLWEH U3MbIHUTEN. MpoyyBaHETO Ce U3BBLPLWN OT BbTPELHWU
Avua OT aaMUHUCTpaumsTa. BCuykm cnyxutenu ot NHdopmaunoHeH LEeHTbp, Ca
npeaBapuTeNHO YBEAOMEHWU, Y€ pabotata M LWe ce npoBepAaBsa nepvoanyHoO
ypes TaHW KINEHTH, 6e3 ce naBaT nosede NOAPOOHOCTW.

Mo CbWecTBO npu nposepkara ce WcKale WHGopMaumnsi, OTHOCHO
LMTUPaHWUTE NO-rope YCNyru, KOSITO BK/TI04BA BLMPOCH KaTo:

- Cpok 3a npeaocTaBsaHe Ha ycnyraTa?

- CpoOK Ha AeiCTBME Ha nony4eHus [LOKYMEHT?

- OpraH npea Kouto Moxe Aa Ce obxansa WHAMBUAYANHUA
aAMUHUCTPATUBEH aKT?

- Pen u cpokoBe 3a obxansaHe Ha AEeCcTBMATA Ha opraHa no npeaocTaesHe
Ha ycnyrarta?

- EneKkTpOHEeH ajpec Ha KOWTO ce NpefocTasA ycnyrarta?

- AAMMHUCTPaTMBHM 3BEHa B KOWTO Ce€ MoAasat JOKYMEHTUTE U Ce
nofy4yaBa nHpopMaums 3a XoAa Ha npenuckara?

- KakBM AOKYMEHTWU Ce U3MCKBAT 3a Aa Ce 3aABU ycnyrata?

- OT Kbae MoraT Aa ce U3TErnaT 3aaBieHns no obpaseu?

- Bbnpocy CBbp3aHu CbC 3anallaHeTo: pasMep, HayuH, MACTO.

LisnocTHaTa npeueHka cnej npoBeAeHOTO HabnwaeHMe no Metopa ,TaeH
KNMeHT”, upe3 cbbupaHe Ha uHdopmaums no TenedpoHa €, Y€
cpeaHocTaTUCTMYecKus notpebuten Ha aAMUHUCTPATUBHN YCNyru uwie OCTaHe
[l0BOJIEH OT paboTaTa Ha oblnHCKaTa aAMUHUCTPpaLnA.

4. AHaNU3 Ha CUrHaNKU, NPEANIoKEHUSA, XKanbu n noxsanu

KaHanu 3a noAaBaHe Ha CUrHanum, NpeasoXeHus, xanbv n noxsanu KbM
O6wmnHa Hosa 3aropa:

- MpeanoxeHus, xanbu u curHanun, nonydexHun ot notpebutenn Ha
aAMUHUCTPATUBHU YyCNyrn, nNogadeHu no nouwa, TenedoH, ¢axkc, eneKTpoHHa
nowa WAM JINYHO B 3BEHOTO 3@  aAMUHUCTPATMBHO obcnyxsaHe
/VHdOpMaUMOHEH LUEeHTbP/.

- NMoweHcKa KyTuss 3@ CUrHanu, npeanoxeHus, xanbu u noxeanu,
HaMmupalla ce Ha ceBepHusa Bxoa Ha O6wmHa Hosa 3aropa.

Mpe3s 2023 r. HAMa nMOCTBNUAM CUTHANW, NPEANOXEHUR, xanbu wu
noxsanu, CBbp3aHM C aAMUHUCTPATUBHOTO obcnyxBaHe B O6LIMHCKA
aaMuHUCTpaums Hosa 3aropa.

5. AHan1M3 Ha MeauiHKn nybnmkaumm

Mpe3 2023 r. ce cneasxa BCUYKU MEAVUNHW ny6ankauum, MMalu OTHOLWEHKE
KbM pa6otata Ha O6wwuHa Hoea 3aropa. PesyntaTtbT €, ue npw
OCbLIECTBSIBAHOTO HabnoAeHWe He ca YCTaHOBEHW nybnukauum, Kacaewwu
aAMUHUCTPaTUBHOTO o06cnyxBaHe B OOWWHCKa aAMUHUCTPaUVUS. Mo Ta3u
NpUYMHA KOHKPETHU AENCTBMA MO aHanu3 Ha MeaAurHU nybnukauuu, MMmalliu
OTHOLEHME KbM AAMUHWUCTPATMBHOTO obcnyxsaHe B O6umnHa Hoesa 3aropa
HAMa.




III. O606WweHn nssoamn

He3aBucuMO, ye AOCTLNBLT A0 cpeacTBaTa 3a o6paTHa Bpb3Ka € CBO6oAeH
W aHOHMMEH, Manka 4acT OoT noTpebuTenute Ha aAMUHUCTPATUBHU YCIYru
nposiBABAT aKTUBHOCT Aa AaAaT OueHKa Ha 06CNyXBaHETO, ako U3PUYHO He ca
NMOMONIEHN 3@ TOBA, WIN Aa W3PassAT MHEHMEe OTHOCHO aAMUHUCTPATUBHOTO
obcnyxBaHe, OCbLLECTBSABAHO OT 06LWMHCKa aaMUMHUCTpaums Hoea 3aropa.

MoTpebutenute, yyacteanu B Npoy4YBaHETO, KaTo LSO Ca YAOBNETBOPEHMU
OT USNOCTHATa AEMHOCT Ha oblKMHCKa aagMuHUCTpauua Hosa 3aropa, cBbp3aHa
C aAMUHUCTPATUBHOTO O6CNyXXBaHE.

HYacTt OT y4yacTHMUMTE B NpPOy4YBaHETO Ca OTMNPaBUIN TMPENOPbKU U
KOHKPETHW NpeaNioXeHUs, KOeTOo we 6bae OoT nonsa, c ornea npeanpueMaHe Ha
MEPKWN 3a@ NOBMLUABaHe y[OBMETBOPEHOCTTA Ha noTpebutenute Ha ycnyru. Ha
WHTEPHET caiTa Ha Ob6lwnHa Hoea 3aropa ce NybnvKyBa akTyanHa MHbopMaums
3a AenHOCTTa Ha KMeTa Ha obwuHaTta M O6WMHCKA aAMUHUCTPaUMs, B T.4. U
OTHOCHO aAMWHUCTPATUBHOTO O6CNyXXBaHe.

IV. Hacoku npe3 2024 r.

Mpe3 2024 r. obWwnHCKa aaMUHUCTpaumua Hosa 3aropa e npoabaXxu Aa
noaabpXxa Auwanor c notpebutennte Ha aAMWHUCTPATUBHU  YCIyrM W
noceTuTennuTe Ha agMUHUCTpauuMATa C uen noaobpsiBaHe U YCbBbPLUEHCTBAHE
Ha aAMUHUCTPATUBHOTO O6CNYXBaHe.

ObwwmHa HoBa 3aropa we ce CTpeMM KbM HEMPEeKbCHATO nojobpsiBaHe
HMBOTO Ha WMH(POPMMPAHOCT Ha rpaXKaaHWTE M HacbpyaBaHe 3asiBSBAHETO Ha
yCNnyru no eneKTpoHEeH NbT.

Lle ce pabotu B Hacoka nopobpsiBaHe Ha GopMUTE 3a 0B6CNYyXBaHe,
KakTo 1 B HacoKa yBe/siM4yaBaHe WM YCbBbpLUEHCTBAHE Ha MeToauTe 3a o6paTHa
Bpb3Ka.

AAMWHWCTPauUMsiTa We NpoAb/IXM Aa wM3cneaBa M aHanusupa
YAOBNETBOPEHOCTTA Ha rpaAaHUTe OT aAMUHUCTPATUBHOTO O6CNyXBaHe.

HenpekbcHaTo we 6bae o6HOBsIBaHa Ny6iMKyBaHaTa MHMOPMauUMs Ha
WHTEPHET caWTa Ha aAMWHUCTpauMATa Taka, ye TS Ja 6bae aKTyasiHa, TO4YHa,
SICHA N n34yepnaTenHa.

FAJ1IA 3AXAPUEBA - /
KmeT Ha O6wmHa Hoea 3 99?"3 \s\/




