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AOKJIAZ 3A OLIEHKA HA YAOBJIETBOPEHOCTTA HA NOTPEBUTENIUTE
OT AAMMHUCTPATUBHOTO OBCJTY)XBAHE B OBLUMHA HOBA 3AroPA
3A NMEPUOAA 01.01.2022r. - 31.12.2022 r.

I. BbBegeHue

CbrnacHo u3uckBaHWATA Ha Hapeabata 3a agMuHucTpatueHOTO
obcnyxBaHe aAMUHUCTpaLMUTE, MPEAOCTaBAWM  aAMUHUCTPATUBHU  yCAyru
CN€ABa Aa Cb34aBaT Bb3MOXHOCT 3a 06paTHa Bpb3ka OT noTpeéurtenute, upes
W3NON3BaHe W npunaraHe Ha pasnyHM MeToaM 3a obpaTHa Bpb3Ka.
MepuoanyHo muscneasaT u dHanusMpart pesyntatute ot obpaTHaTa Bpb3ka OT
noTpebutenute wu ynpaensear YAOBNIETBOPEHOCTTa Ha noTpebutenute OoT
KQ4YE€CTBOTO Ha aAMUHUCTPATUBHOTO O6CYXBaHe.

B wu3nbnHeHne Ha Hapepbata wu CbrnacHoO BbTpewHuTe npasuna 3a
opraHusauusaTa Ha aAMUHUCTPATUBHOTO obcnyxBaHe, obLwmnHcka
aAMUHUCTpaumsa HoBa 3aropa ocbliecTBsiBa obpaTHa Bpb3ka OT NoTpebutenuTe
HP€3 U3NoN3BaHe 1 npunaraHe Ha CrefHuTe MeToau:

* M3BbpwBaHe Ha aHKETHM NpoyyBaHus;

- lpoBexaaHe Ha KOHCYyNTaUMM Cbe cnyxuwrenure;

* W3BbpliBaHe Ha HabnwaeHUs no MeToAa "TaeH KIneHT";
« AHanus Ha curHanm, NPEANOXeHUs, xanbu n noxsanu;

* AHanus Ha MeauiitHu ny6nukaumm.

MpunaraHeTo Ha wMeToauTe 3a obpaTHa Bpb3Ka Ce OCbLIECTBSBA
CbOobpasHO M3nCKBaHMATA Ha MeToaonorvsTa 3a U3MepBaHe U ynpaBneHue Ha
YAOBNIETBOPEHOCTTA Ha NoTpebuTtenute no yn. 25 Ha Hapepb6ara.

OcHOBHM uenm Ha obparHara BPb3Ka OT noTpeburenure:

. CvbupaHe Ha uHdopMauus or noTpebutennTe OTHOCHO TAXHaTa
YAOBNIETBOPEHOCT OT OCbLUECTBABAHOTO aAMUHUCTPATUBHO obcnyxBaHe.

. MpoyyBaHe Ha oueHkaTa Ha noTpe6uTenuTe Ha AAMUHUCTPATUBHU
YyCyrn 3a aAMUHUCTPaATUBHOTO O6CyXBaHe B 0O6LWMHCKA aAMUHUCTpaumna Hoea
3aropa.

. CbbupaHe Ha MHeHus u npeanoxeHusa 3a nopjobpsiBaHe Ha
AAMUHUCTPATUBHOTO 06CNyXBaHe.



. AHanusunpaHe Ha pesyntatute ot o6paTHaTa BPb3ka u
NpeAnpruemMaHe Ha Mepku 3a noaobpsieaHe Ha dAMUHUCTPATUBHOTO 06CNyxBaHe
¥ NoBULIaBaHe Ha ya0BNETBOPEHOCTTa Ha notpeburenure Ha ycnyru.

. OueHka Ha edeKkTUBHOCTTE Ha KaHanuTe 3a npepoctaBsHe Ha
NHPOPMaLUMSA KbM noTpebuTtenute Ha ycnyrw.

. OnoBsecTaBaHe Ha Pe€3ynTatuTe OT 06paTHaTa Bpb3Ka.

II. AHanus Ha nonyyeHara mHpopmayma or obpaTHaTa Bpb3ka
M  pesynratute oT M3MepBaHeTO Ha YAOBJ/IETBOPEHOCTTa Ha
norpeburenure Ha AAMWHUCTPaTUBHU ycnyrwy, npepocraBsHM oOT

obwmHcka aAMUHMUCTpauus Hosea 3aropa 3a nepmoga 01.01.2022 r. -
31.12.2022 .

1. M3BbpluBaHe Ha aHKeTHMU npoyy4yBaHus
O6wunHcka dAMUHWUCTPaumsa Hosa 3aropa NMpoOBEAE aHKETHO npoy4yBaHe 3a
YCTaHOBABaHe y/OBNETBOPEHOCTTa Ha noTpebuTennTe OT OCHLECTBABAHOTO
npes 2022 r. aAMUHUCTPATUBHO 06CNYyXBaHe HPE€3 aHOHWMHO aHKeTupaHe B
LleHTbpa 3a aAMWHUCTPATUBHO 06CNyXBaHe /VHdopMaumnoHeH UeHTbp/.

O606uieHn DE3YNTATH OT NONBAHEHUTE AaHKETHU KaprTu:

Mepuopg Ha NpoBeXxaaHe Ha aHKeTUpaHeTo: AAHyapu- nekemepu 2022 r.
Bpoi aHkeTupaHm - 32 noTpebutenu

HauuMH Ha nposexpane - AHKeTUTe ca pa3paboTeHu oT obwmHcka
aAMUHUCTPaLMA U ca Ha pa3nosioXeHue Ha NOCETUTENNTE Ha aAMUHUCTpaUMSTa
B MHdOpMaLMOHHUS UEHTLP 33 aAMMHUCTPaATMBHO O6CnyxBaHe Ha rpaxxaaHu.
Bceku rpaxaaHuH, koiTo xenae Aa U3Kaxe CBOETO MHEHWE, MMa Bb3MOXHOCT
Ad NOMbJIHM AHOHUMHO aHKeTaTa, KaTo crea ToBa CO6CTBEHOPBYHO S NOCTaBs B
3aneyaTtaHa KapToHeHa KyTus. ChayxuTenute B UeHTbpa 3a o6cnyxsaHe
Haco4yBaT BHMMaHWETO Ha noTpebuTenuTe 3a Bb3MOXHOCTTa Aa NOMBbAHAT
aHKeTarTa.

AHKeTaTa BK/o4YBa 12 BbMNpocCa, CBbpP3aHM C KAaYeCTBOTO Ha obcnyxBaHe,
OTHOLUEHMETO Ha CNyXuTenuTe, npeaocTassHaTa WHpOpMaLmMa 3a geifHOCTTa Ha
aAMUHUCTpaumMaTa, HeobxogmMMocTTa oOT nopobpeHve Ha dopmute 33
obcnyxBaHe, Npenopbku KbM aAMUHUCTpauusaTa.

OtroBopute Ha BBbMApocUTe AABAaT BB3MOXHOCT Aa ce aHanusupa
YAOBNETBOPEHOCTTa Ha noTpebuTtenuTte oT aAMUHUCTPATUBHOTO O6CNyXBaHe.

CpewHaTn TpyaHocTM - OCHOBHMST npobieM npu aHKeTUpaHeTo kacae
Harnacata Ha rpaxgaHute aa ce OT30BaT Ha NOKaHaTa Aa u3KaxaT CBOeTo
MHEHWE U Aa AagaT npenopbku KbM paboTaTa. [onsMa YacT OT noceTuTenute
Ha aAMUHUCTpaumMATa He NPosBABAT XenaHue Ad NONBbAHAT aHKeTaTa.

Cnep obobwaBaHe Ha gaHHUTe OT AdHKETHUTE KapTu 3a HabnwaaBaHuUs
MEPUOA Ce nony4ymxa cnegHUTe pesyntaTi:

Mo oTHoweHue Ha Tuna yHacTHMUM B aHKeTaTa, 6s1xa npeanoxeHu 3
Bb3MOXHOCTM : 4aCTHO NuLe, IPUANYECKO NUuUe U UHCTUTYUMS.

Pe3yntaTtuTe ca cnegHuTe:



e 22 aHKETHM KapTu, NONbJIHEHWN OT HacTHWU Nnua
e 7 aHKETHW KapTu NOMbJ/IHEHW OT HOPUANYECKM NMLa
e 3 QHKETHU KapTu , NOMb/IHEHN OT NPEACTAaBUTENN HA UHCTUTYLNN
Mo oTHoweHue npodecrMoHanHus CbCTaB Ha y4vacTBalMTe B aHKeTaTa,
pesyntaTuTe no o6nactu Ha paboTa ca CeAHUTE:
e WkoHOMMKA 5
NMeHcuoHepu 5
MpoMuwneHocT 3
Cencko CTonaHcTeo 3
CtpouTtencrso 2
®dUHaHCK 2
Coumanuu genHoct 1
Tbprosusa 1
TpaHcnopT 1
Kyntypa 1
EHepretuka 1
CbaebHa cucrema 1
MBP 1
He ca nocoumnu obnact Ha paboTa 5

CpenHata Bb3pacT Ha MNOMBbAHWIMTE AQHKETHW KapTy e 47 rognHu. 17
yoBeka ca C Buclwe o6pa3oBaHue, 9 CbC CpeAHO obpa3oBaHue, a 6 He ca
MOCOYUNIN HULLO.

Bbnpoc N21 oT aHkerata: B paMkuTe Ha 3aKOHOBMS cpok nu bewe
M3BbpLUEHA XXenaHaTta oT Bac agpMMHUCTPpaTUBHA ycnyra?
OTtrosop [A ca ot6enssanu 31 6p. Otrosop HE 1 6p.

Bbnpoc N22: O6cny>kBalMAT nepcoHan 6eLle Sin KOMMNETEHTEH?
Cnopes 31 6p. aHkeTupanu 1A, cnopea 1 aHKeTUpaH HE.

Bunpoc N23: O6cnyxBaHeTo 6ewe nun nwb6esHo?
29 6p. aHKeTMpaHwu onpeaenaTt o6CnyXBaHETO KaTto ,nobe3Ho”, a 3 6p. ca
otrosopunu c HE.

Bbunpoc N24: [loctaTb4HO 6BP30 U KOMMNETEHTHO /1K 6saxTe o6CcnyXKeHun?
28 aHkeTupaHu oTtroeapsaT ¢ A, a 4 ¢ HE.

Bbunpoc N25: NMpu Bb3HMKBAHE Ha BbMPOC WU HEACHOTa, 6ewe nn Bu
pa3siCHEHO KaKBO Aa npasurte?
25 aHkeTupaHu otroBapsaT ¢ A, a 7 ¢ HE.

Bbnpoc N26: YAOBNETBOPEHU /M CTE€ OT OpraHM3auusiTa Ha yciyrute m
KauyecTBOTO Ha 06cny>xBaHeTo?
C A oTroBapsiT 28 aHkeTupaHu. C HE otroBapsT 4.

Bbnpoc N27: Bunu nm cre cBMAETENl HA KOPYNUUOHHA NposiBa OT cTpaHa
Ha CNY)KUTEN B MEeCTHaTa aAMMHUCTPaUMA?
BcuukuM aHkeTupaHu otrosapsT ¢ HE.



Bbnpoc N28: Monyuasate sM NpuM MNOUCKBaHe OT aAMMHUCTpauusATa
Heo6xoauMaTa nHdopMauua 3a HelHaTa pa6ora?
C A oTtrosapsiT 29 aHkeTupaHu. C HE otrosapsT 3.

Bunpoc N29: Opo6bpsBate nM nNpeaocCTaBAHETO Ha AAMUHUCTPATUBHMU
YCAYrv no eNeKTpPpoHeH NbT?

24 aHkeTupaHu otroBapaT ¢ OA. 4 oTroBapatT ¢ HE. 4 aHKeTMpaHu He ca
otbenazanu HULLO.

Bbnpoc N210: Bb3nonssarte Jiu Ce€ OT E€ENIeKTPOHHUTE YC/IyrMm Ha
o6wmHara?
14 aHkeTupanu otrosapsaT ¢ A, a 18 ¢ HE.

Bunpoc N211: LieHaTa Ha ycnyraTa AOCTbMHa /im € 3a Bac?
C OA ca otrosopunun 28 aHkeTupaHu. C HE 4.

Bbnpoc N212: Ypo6Ho snm e 3a Bac pa6boTtHOTO BpemMe Ha
aAMMHMUCTpayusaTa?
26 aHkeTupaHu otroeapaT ¢ A, a 6 ¢ HE.

AHKeTHaTa KapTa 3aBbplwBa C BbnpocC ,KakBu npenopbku 3a paborara B
Abp)XaBHaTa agMUHUCTpauusa 6uxre oTnpasuan?

24 aHKeTupaHu Ca OTroBOPWU/IN, Ye HAMAT Npenopbku, WM He ca oTbensasanu
HAWO. 2 npenopbyBaT paboTewmte B aAMUHUCTpaUMATa Aa CUM noBUWAT
KOMMNETEHTHOCTTa. 2 He Ca CbrNacHW C pa3Mepa Ha TakCUTe U LUEeHUTe Ha
ycnyrute, WU npeanarat HaMmanseBaHe Ha  CbWwuTte. 2 npeanarart
aAMUHUCTpauuATa Aa BbBeAe No-rb-BKkaBo paboTHO BpeMe, 6e3 Aa yTouHsABaT. 1
npeanara aa ce yab/ixu paboTtHoTo BpeMe a0 17:30 4yaca. 1 aHKeTuMpaH uMa
Npenopbku KbM paboTewmTte aa 6baaT no-nobe3Hun.

n3BoAam:

- AAMUHUCTPATUBHWUTE YCNYrM M3BbPLUBAHU OT OBLMHCKA aAMUHUCTPaLMUS
HoBa 3aropa ce u3BbplwBaT B paMKUTE Ha 3aKOHOBUSI CPOK /97% OT
aHKeTupaHute/

- O6cnyxXBawWwmAT nepcoHan € KoMneTeHTeH /97%)/

- 0O6cnyxBaHeTo e nwbesHo /91%/

- 0O6cnyxBaHeTo e 6bp30 U KOMMNETEHTHO /88%)/

- [pn Bb3HMKBaAHE Ha BbMNPOC UM HesacHoTa 78% OT aHKeTUpaHuTe ca
MOCOYUIN, Y€ UM € pPa3sACHEHO KakBO Aa npassaT. 22% He ca A0BOJIHU OT
NONy4YeHUTe passiCHEHUS

- 88% oT notpebutenute Ha ycnyrum ca AOBOSIHM OT OpraHu3auusTa Ha
paboTa M Ka4ecTBOTO Ha 06CNy>XXBAaHETO

- HwuTO eanH oT aHkeTupaHuTe He e 6un cBuaeTeN Ha KOPYNUMOHHA NposiBa
OT CTPaHa Ha CNyXuTes B MecTHaTa agMUHUCTpauums

- 91% OoT aHKeTMpaHuTe OTroBapsT, Ye Mpu MOWUCKBAHE Ca MOAYYMNU OT
aAMUHUCTpaumATa HeobxoanumMaTa MHPOpMauns 3a HenHaTa paboTa

- 74% opobpaABaTt npeaocTaBAHETO Ha aAMUHUCTPATUMBHW YCIYrn no
€NeKTpoHeH nbT, 13% cuyuTaT, 4Ye TOBAa He € yaayHo. 13% ot



aHKETUpaHWUTE HAMAT MHEHME MO BbMNpPOCa

- OT Bb3MOXHOCTTa OMpeaeneHn ycnyrn aa 6baaT npeaocTtaBsaHU Mo
EeneKTpoHeH MbT ce Bb3non3sar 44% OT aHKETUMpaHUTE. 56%
npeanouynTaT TPAAWLMOHHMTE HauMHM Ha 3asBsBaHE W Nosy4yaBaHe Ha
aAMWHUCTPATUBHU YCNYTU.

- 88% OT noTtpebutenuTe Ha YCnyru CUUTaT, Ye UeHUTe Ha ycnyrute ca
AOCTbMHU

- 81% cuuTaT, Yye pabOTHOTO BPEME Ha agMUHWUCTpauusTa e yaobHo. 19%
MMAT HAKOWU 3abenexkn, KOMTO Ca OTNPaBEHM KaTo NPENnOpPbKX.

2. NpoBexxaaHe Ha KOHCY/ITalUMU CbC CIY)XXUTeNunTe

KoHCynTauuuTe CbC CNYyXUTENUTE Ca METOA 3a nosyvyasBaHe Ha HedopMasHa
obpaTHa Bpb3ka OT noTpebutenute, nNpu KOWTO CE€ WU3MNON3BAT OCHOBHO
Bb3NpUATUSATA W BMevYaTNeHusaTa Ha CNYyXWUTEeNnuTe, KOWUTO KOHTaKTyBaT
exeagHeBHO €  noTtpebutenute B  Xo4a Ha  OCbliecTBsBaHe  Ha
AAMUHUCTPATUBHOTO 06cnyxBaHe (cnyxutenute B MHOOPMaUMOHEH LEHTHP),
KakKTO W  BBb3NpUATUATA U BMNeyaTneHusTa Ha  Cayxutenure  OT
cneymanusmpaHaTa agMUMHUCTpaLmS.

He ca peaku cnyvyauTe, KOorato noTpebutenssT He Xenae, He3aBUCUMO OT
npuyMHaTa 3a ToBa, Aa npepoctaBu dopmanHa (NMCMEeHa WNuM Cb3HATeNHOo
noTbpCeHa ycTHa) obpaTHa Bpb3Ka.

Bbnpekn TOBa noTpebuTensaT MOXe n[a Cnoaenn CbC CRAyXuTens B
NHdDOpMaUMOHEH LUEHTbP WKW CbC CNYXWUTENss OT aAMUHUCTPaUMATa, C KOWTO
KOHTakTyBa, CBOETO MHEHWEe WIN Bb3NPUATUE OTHOCHO KA4YecTBOTO Ha
obcnyxBsaHeTo.

MpunaraHeTo Ha TO3W METOA B AEMHOCTTa Ha OB6LWMHCKA aAMWHUCTpaLMUS
HoBa 3aropa ce ocbliecTBABa Ype3 MpOBEXAAHETO HA KOHCYNTaTUBHU CpeLuu
Mexay cnyxutenute B MHPOpPMAuuOHEeH UeHTbp, CAYXUTenute OoT
cneunanusvpaHaTta agMWUHUCTPAUMUA U PBbKOBOAHUTE 3a OpraHusauusaTa Ha
AAMUHUCTPATUBHOTO 06CNyXBaHe B aAMUHUCTpauMATa nuvua, KOUTO ce
nposexaat Ha roauwHa 6asa. Te3n KOHCynTaumMm ce npoBexaaT B
NPUCHCTBMETO HA BCUYKU CNYXWUTENN, KOUTO KOHTaKTyBaT C notpeébutenute B
X0Aa Ha ocCbluecTBABaHe Ha aAMMHWUCTPATMBHOTO o6CnyxBaHe. Ha cpewuTte ce
ANCKYTUPa W o06CbxAaa wuaeHTMdMUMpaHaTa HedopMmanHa obpaTHa Bpb3Ka,
AaneHa oT notpebutenuTe.

3a npuiaraHeTo Ha TO3M MEeTOA MNpe3 OTYETHWUS NEepuoj CAYXUTenuTe Ha
AaAMUHUCTpaUMATa CMOAENAT BMevYaTNeHuaTa Cu  cnej  npoBexaaHe Ha
pa3roBOpuU/KOHCYNTauMmn c noTpedburenure..

C uen AuckyTMpaHe u o6CbxaaHe Ha uAeHTMbUUMpaHaTa HedopManHa
obpaTHa Bpb3Ka, ApaaeHa OT notpebutenute npes 2022 r., ce nposeae
KOHCYNTaTUBHa Cpelia Mexay CNyXWUTENW, KOHTaKTyBalu C notpebutenure, u
cekpeTtaps Ha O6wuHa Hosa 3aropa.

U3BoauTe oT HedopmanHaTa ob6paTHa Bpb3Ka M HEMHOTO 06CLXAAHE Ha
cpelwiaTta, nokassar, 4e:

OcHoBHata 4acT oT noTpebuTtenuTe ca y40BNETBOPEHM OT BPEMETO, 3a KOETO
ca 6unu obcnyxeHn B NHPOpMaUMOHEH LIEHTHP, KaKTO M OT OTHOLIEHUETO Ha
Cny>Xutenure.

MpeobnapaBawara 4Yact OT noTpebuTenuTe ca M3pasunu yAoBNETBOPEHOCT
OT BPEMETO, 3a KOETO e 6una u3BbplweHa ycnyrara.



CnyXvTenute, y4acTBanu B MpOy4YBAHETO U KOHCyNnTaTMBHATa Cpela,
oTuMTaT, Ye noceTutenute Ha MWHDOPMAUMOHEH LeHTbp Ca u3passBanv
MOSIOXUTENHO OTHOLLIEHME KbM 06CTaHOBKATa U MHTEpUopa.

FronsiMa 4yacT OT noTpebuTennuTe ca CNoAensnn, 4e ca CUIHO yAOBNETBOPEHM
W 6narogapHuM OT npeaoCTaBeHaTa Ha AOCTbMEH €3MK To4Ha W sACHa
MHbOPMaALMA M OT3UBYMBOTO KOHCY/ATUPaHeE OTHOCHO 3asiBABaHUTE OT TAX
ycnyru.

Mpea CNyXuWTenu ca uspassiBaHW MHEHWUS Ha NOTpebuTenun CbC 3aTpyAHEHUS
B MPUABMXBAHETO, OTpassiBallyM  MOMOXUTENHO WM OTHOWEHWE U
yAOBNETBOPEHOCT OT JIECHMA A0CTbN A0 MHMOPMaLMOHEH UEeHTbp, KOMNTO € Ha
napTepHUsl eTax Ha crpagata U 3a NpUABWMXBAHE A0 KOWTO, MUMa MU3rpajeHa
pamna C NoAxoAsLy HaKJIOH.

3. U3BbpliBaHe HA HabnwaeHMA NO MeToAa ,, TaeH KJIMeHT”

CvrnacHo MetopgonorusTta 3a WU3MepBaHe U ynpaB/ieHWe Ha
YAOBNETBOPEHOCTTa Ha notpebutenute no 4n. 25 Ha Hapepbata 3a
aAMUHUCTPATUBHOTO o0bcnyxBaHe U MeTogonormata 3a nMpoBexaaHe Ha
HabnwaeHne no Metoaa ,TaeH KNMEHT", METOABT MOXE Aa ce npunara:

* perynsipHo - perynsipHoTo npunaraHe BOAW A0 MOBMULIABAHE Ha
edpekTMBHOCTTa OT HabnwaeHWeTo W Cb3paBa 6asa 3a CpaBHEHWE, KOEeTO
cnoMara Aa ce OueHM HanpeabKbT U edeKTbT OT MNPUIOXKEHUTE MEpPKU 3a
noaobpeHne Ha pesyntatute, B pe3ynTat oT UAEHTUDUUUPAHUTE npwu
npeaxoaAHOTO u3cneaBaHe npobnemu;

«ad hoc - npu cneumduYHM CUTyauum W NO OTHOLEHUE Ha
KOHKPETHU aAMUHUCTpaLnu.
3a 2022 r. ca npoBeaeHu 2 HabNAEHUA MO METoAa ,TaeH KIAUEHT" Ha
cnyxutenu ot WHdopMaumoHeH ueHTbp. B ob6xBata Ha HabnwaeHueTo ca
BK/TIO4YEHN MacoBu yCnyru, KOUTO Ce NpefoCcTaBsaT ronsMm 6poii NbTu. KOHKPETHO
TOBa Ca CnegHUTe aAMUHUCTPATUBHU YCNYru:

e 1998 MW3paBaHe Ha yAOCTOBEpPEHWE 3@ HanWuMe WAM NUnca Ha
3aAbIXKEHNA NO 3aKOHA 3a MECTHUTE AaHbLM U TaKCu

e 2395 W3paBaHe Ha yAOCTOBEPEHME 3a AaHb4YyHa OLEHKa Ha npaBso Ha
non3saHe

e 2016 U3pnaBaHe Ha yaoCTOBEpPEHME 3@ HacneaHUUM

e 2027 WN3paBaHe Ha CKULUM 33 HEABUXUMU UMOTU

e 2076 WU3pnaBaHe Ha yaoCTOBEpEHME 3a paxaaHe — Ay6nvkart

e 2079 U3paBaHe Ha yAOCTOBEpEHWME 3a MOCTOSIHEH aApec chnei NnoaaBaHe
Ha 3aAB/E€HME 3a 3aABsSIBAHE WK 3a NPOMSiHA Ha MOCTOSAHEH aapec

e 2084 M3paBaHe Ha yAOCTOBEPEHME 3@ TbPNMMOCT Ha CTPOEX

[poy4BaHeTo ,TaeH KAMEHT” ce U3BbLPWM MO TenedoHa. N36pa ce noaxon
6e3 nonsBaHe Ha BbHLWEH U3MbAHUTEN. MPOyYBaAHETO Ce U3BBLPLIK OT BbTPELUHMU
nvua oT aaMuHUCTpaumnaTa. Cnyxutenute ot MHDOPMaUMOHEH LEHTbP, KOUTO
6sxa onpeaeneHun 3a o6ekT Ha Npoy4yBaHeTO 6Axa NpeABapUTENHO yBeAOMEHM,
4e paboTaTa MM wWe ce nNposepsiBa NMEPUOAUYHO UPE3 TalHU KAWEHTU, 6e3 ce
AaBaT noseye NogpobHOCTM.

Mo cbwectso npu nposBepkaTa Cce WCKawe WHDOPMaLUS, OTHOCHO



LMTUPAHWUTE NO-TrOpe YCNyru, KOATO BKJIKOYBA BbNPOCH KaTo:!

- Cpok 3a npeaocTaBsiHe Ha ycnyraTa?

- Cpok Ha aeincTBMe Ha NonyveHus NOKYMEHT?

- OpraH npea KOMUTO Moxe jAa ce obxansa WHAUBUAYANHUS
aAMUHUCTPATMBEH aKT?

- Pen un cpokoBe 3a 06XanBaHe Ha AeNCTBMATA Ha opraHa no NpeaoCTaBsHE
Ha ycnyraTta?

- EnekTpoHEH aapec Ha KOWTO ce npeaocTassa ycnyrata?

- AOMMHUCTPATUBHWM 3BEeHa B KOUTO Ce nojaBaT [AOKYMeHTUTE U Ce
nonydasa MHGOpMaLMs 3a Xxo4a Ha npenuckaTa?

- Kaksu JOKYMEHTM Ce M3UCKBAT 3a Aa Ce 3aABu ycnyrara?

- OT Kbae MoraT Aa ce U3TernsaT 3asBneHus no obpaseu?

- Bbnpocu cBbp3aHM CbC 3annawaHeTo: pasMep, HaunH, MACTO.

LisnocTHaTa npeueHka cnea npoBeAeHOTO HabnwaeHMe no Metoda ,TaeH
KNMeHT”, 4ype3 cbbupaHe Ha uHdbopmaums no TenedoHa €, 4e
CPEeAHOCTAaTUCTUYECKUS noTpebuTen Ha aAMUHUCTPATUBHU YCNYrn Lie OocCTaHe
AOBONIEH OT paboTaTa Ha O6LWKMHCKAaTa aAMUHUCTpaLuUS.

4. AHaNN3 HaA CUrHaNu, NpeaNoXKeHUsN, anbu n noxsanm

KaHanu 3a nogaBaHe Ha CUrHanu, npeanoxeHus, »anbu 1 noxsanu KbM
O6wwunHa Hosa 3aropa:

- NMpeanoxeHus, »anbwu wn CuUrHanu, nNosayyYeHu OT noTpebuTenn Ha
aAMUHUCTPATUBHU YCNyru, nogageHu no nowa, TenedoH, akc, enekTpoHHa
nowa waM NMYHO B  3BEHOTO 3@ AAMUMHUCTPATMBHO  O6CNyXBaHe
/WHMdOopMaUMOHEH LeHTbP/.

- MNMoweHcka KyTus 3@ CUrHanu, npeanoxeHus, xanbu u noxsanu,
Hamupalla ce Ha ceBepHusa Bxog Ha ObwmHa Hosa 3aropa.

Mpe3s 2022 r. HAMA NOCTLNUAM CUTHANW, MNPeanoXeHus, xanbu wu

noxBasn, CBbpP3aHM C aAAMUHUCTPATMBHOTO O06CnyXBaHe B O06LWMHCKA
aaMUHUCTpaums Hoea 3aropa.

5. AHanu3 Ha MeannHKN nybnamkaumm

MNpe3 2022 r. ce cneasaxa BCUYKN MeAUWHU NyBNAMKaLMM, UMALLKM OTHOLLUEHUE
KbM pabotata Ha O6wwuHa Hoea 3aropa. Pe3yntaTbT e, ue npu
OCblLLEeCTBABAHOTO HabnwaeHne He ca YCTaHOBEHW nybnukauuu, Kacaewm
aAMUHUCTPATUBHOTO 06cCnyxBaHe B O0OOWWHCKa aaMUHUCTpauusa. Mo Tasu
MPUYMHA KOHKPETHU AEUCTBUA MO aHaANM3 Ha MeaAurHW nybnukauuu, mMmalm

OTHOWEHNE KbM aAMUHUCTPATUBHOTO ob6cnyxeaHe B O6wwuHa Hoea 3aropa
HaMa.

III. O606wWweHnn nssoamn
He3aBucmMo, 4e AoCTbNbT A0 cpeacTBaTa 3a obpaTHa Bpb3ka € cBoboaeH
W aQHOHMMEH, Maska 4act OT noTpebutenute Ha aaMUHUCTPATUBHU YCNYru
NnposABABAT aKTUBHOCT Aa A3AaT OueHKa Ha 06CnyXBaHeTO, ako M3PUYHO He ca
MOMONEHM 3@ TOBaA, UM Aa U3PA3AT MHEHWE OTHOCHO AaAMUHUCTPATUBHOTO
obcnyxBaHe, OCbLEeCcTBSABAHO OT 06WMHCKa aaAMUHUCTpauns Hoea 3aropa.
MNoTtpebutennte, yyactsanu B NpPOy4YBAHETO, KaTO LSO Ca YAOB/ETBOPEHMU



OT USANOCTHaTa AeMHOCT Ha o6LmMHCKa aAMUHNCTpaumns Hosa 3aropa, cBbpsaHa
C aAMUHUCTPATUBHOTO 0BCNyXBaHe.

Hact ot yyacTHuuuTe B POYy4YBaHETO ca OTNpaBWAM nNpenopbku u

OTHOCHO AaAMUHUCTPATUBHOTO obcnyxBaHe.

IV. Hacoku npes 2023 r.

Mpe3 2023 r. o6wuHcka aAMUHUCTPaumna Hosa 3aropa we NPoOAbLSIXWN Aa
NOAA®PXa Auanor c noTpebutenure Ha  aAMWHWUCTPaTMBHM ycnyru u
NOCETUTENNTE Ha aAMUHUCTpaumsTa C U€n nopobpsiBaHe U yCbBBLPLWEHCTBAHE
Ha aAMWHUCTPaTUBHOTO 06CnyxBaHe.

O6wmHa Hosa 3aropa e ce cTpeMu KbM HENpEeKbCHaTo nogobpsisaHe
HWBOTO Ha MHMOPMMpaHOCT Ha FPaXAaHnTe M HacbpyaBaHe 3asBABAHETO Ha
YCNyru no enekTpoHeH MbT.

Lle ce pa6otn B Hacoka nosobpsisaHe Ha ¢opmute 3a ob6cnyxBaHe,
KaKTO M B Hacoka yBenu4yaBaHe u YCbBbpLUEHCTBAHE Ha MeToauTe 3a obpaTHa
Bpb3Ka.

AAMUHUCTpaumsATa  we npoAbIXU  Aa  wu3cnegsa U aHanusnpa
YAOBNETBOPEHOCTTA Ha rpa)xaaHuTe oT aAMUHUCTPATUBHOTO 06CNyXBaHe.

HenpekbcHaTto we 6bae o6HoBsIBaHa nybnukysaHata uHgopmaums Ha
WHTEPHET cailTa Ha aaMWHUCTpaumsTa Taka, 4e 1A pa 6vae akTyanHa, TOYHa,
ACHAa N uU34yepnaTenHa.

FANSA 3AXAPUEBA - LY
KmeT Ha O6wuHa Hosa Satropaa .



