OBLUMHA HECEBbBP

NOKNAL

OTHOCHO: MpoyysaHe u vismepsaHe Ha y40BNETBOPEHOCTTA Ha NOTpe6UTENUTE Ha
AAMWHUCTPRATUBHU YCAYIU, NPeaoCTaBAHN OT O6wuHa Hecebwp npes 2020r.

Mpes 2020r. aAMUHUCTPATUBHOTO obcnyxsaHe B O6WMHa Hecebbp ce
OCblueCTBABALIE B CbOTBETCTBME C U3MCKBAHMATA Ha HapeabaTa 3a aAMMWHUCTPATUBHO
o6cnyBaHe (npueta ¢ NMMC Ne 246/13.09.2006r, nocn.uam. 1 gon. AB.6p.9 o7 31.01.2020r.)
vinpu cnaseaHe Ha NpuHUMNUTE B 3aKOHa 3a agMUHUCTPALUMATA U B ABMUHUCTPATUBHO
npouecyanHuna kogekc (AMK).

OcHoBHa uen 3a 2020r. 6e nosuWwasaHe HMBOTO Ha ALAMWMHUCTPATUBHOTO
06cnyBaHe Ha 6usHeca u rpaxgaHnTe C U3MbAHEHWE Ha OeWHOCT KayecTBoTo Ha
AAMUHUCTPATUBHOTO obBCayBaHe.

BbB BPb3Ka € MsMeHeHVe U fonMbAHeHMe Ha HapeabaTa 3a aAMUHNCTPATUBHO
oBcnyKBaHe ,CbC 3aN0BEA Ha KMeTa Ha O6wmHa Hecebbp ca akTyannaupanu BuTpewmuTe
MPaBgnaa 3a opraHnsauMa Ha agMUHWUCTPATUBHOTO OBCAY)KBaHE B ObwuHa Hecebbp u
XapTata Ha KaueHTa., CblUWTe ca MOCTABEHM Ha BMOHO U AOCTBIHO MACTO B, LleHTwbp 3a
BAMWUHNCTPATUBHO U MHPOPMaLUKOHHO obcyKBaHe"/ dpoHT-0dMCM 1 u 2/ u ca
ny6/MKYBaHN Ha MHTEPHET CTpaHMLaTa Ha ObwmHa Hecebbp.

B usnvaHeHue Ha 3aabKeHnsTa no un.24 ot Hapeabata 3a agMuRUCTPaTUBHOTO
obcnyKeaHe, agMUHUCTPATHUBHUTE Oprakn Cb3aaBaT Bb3MOMHOCT 3a 06paTHa BPB3KA OT
notpebutennte Ypes MsNon3saHe u npunaraHe metoamn 3a obpatHa Bpb3Ka. PesyaTature ot
obpaTHaTa BpPb3Ka Ce M3M0A38aT 33 V3mepBaHe W ynpasneHne Ha yAOBNETBOPEHOCTTAa Ha
notpebutenute ot npegocraseHoTo aAMUHUCTPATUBHO 0OCayxBaHe. Beaka roguHa go 1
anpua aAMUHUCTPALMMTE U3TOTBAT rogMiLeH A0KA3 33 OUEHKa Ha YA0BNETBOPEHOCTTa Ha



notpeburenute 3a npeaxoAHata roamHa, KOMTo ce Ny6/AMKYBa Ha MHTEPHET CTpaHMLaTa Ha
CbOTBETHATA aAMUHUCTPALMA.

ObwmHcKa agmuHUCTpauus Hecebbp NepUMOAMYHO M3CNedBa, aHanM3vpa W
ONOBECTABA YA0B/NETBOPEHOCTTa Ha NoTpebutennte OT agMUHUCTPATMBHOTO OBCAYMKBaHe,
KaTo pesy/nTaTuTe ce OMOBECTABAT BEAHBX FOAMULIHO, HO HE MO — KbCHO OT 01 anpun Ha
cnepBallLaTa rogmHa.

M3nonssaHu ca pasnnuHu cpeactsa 3a cbbupaHe Ha MHPopmauma 3a obpaTHa
BPb3Ka M 33 M3MepBaHe Ha yA0BNETBOPEHOCTTa Ha noTtpebutennte Ha agMUHUCTPATUBHU
yCAyru, KaTo:

1. MouweHcKa KyTna 3a NpeanoXeHua U CUrHanm;
2. AHKeTHa KapTa, 0O KOATO MoTpebutenute Ha ajgMUHUCTPATMBHM YCAYrM MMaT
csobogeH aoctobn B, LleHTbp 33 aAMUHUCTPATUBHO U MHPOPMALMOHHO 06CAYXBaHe
» [OPOHT- obducn 1 u 2 /. AHKeTHaTa KapTa e yHubMUMpaHa M npesocTasA
Bb3MOXHOCT 33 CcrnogenAaHe Ha BNeYaTAeHMA, HaboOeHUA, KaKTo U OLeHKa
KayecTBOTO Ha agMUHUCTPATMBHOTO 06CAyKBaHe.

3.CurHanm, »anbu, npeanoxKeHUa U MHEHUA, NOAALEHM NO MOLLa, GpaKC, eNeKTPOHHA
noLLa UAN NINYHO.

Mpoy4yBaHeTO e HacoOYeHO KbM BCUYKM NOTPebuTenu Ha ycnyrn B O6wmHa Hecebbp u
e Ha AOoBPOBOJIEH NPUHUMN 33 yyacTue.

Mpe3 2020 r. He ca NOCTbAWAKM CUTHANWU, NPEeONOKEHWUA U MHEHMA , Kacaelum
aAMMHUCTPATUBHOTO 06cnyKBaHe B Ob6wmMHa Hecebbp, KAaKTO M He ca HamepeHwu
NpeasioXeHUa M CUrHanu B NOLWEHCKATA KYTUA.

MpoyuysaHeTo 3a 2020r. e HanpaeeHoO Ha 6a3a HaMepPEHU aHKETHU KapTU B KyTUUTE 33
aHKEeTHUW KapTn noctaseHn BbB PpoHT opuc 1 n 2 Ha UeHTbpa 33 a4MUHUCTPATUBHO M
MHPOpPMaUMOHHO ob6cnyKBaHe, 3a nepnoga 01.01.2020 ao 31.12.2020r.HamepeHu ca
11 6poa NONBAHEHW aHKETHU KapTHU.

PE3YNITATU OT AHKETHOTO NMPOYYBAHE

AHKeTa: 3a KauvecTBOTO Ha o06caykBaHe H LeHTbLpa 3a agMWUHUCTPATUBHO W
MHbOpMaUMOHHO obcnykBaHe 06w nHa Hecebbp
1. lecHo nu ce opueHTUpaxTe, 3a Aa CTUrHeTe 40 GPOHT oPUca, KbaeTo ce npuemat
WCKaHWATA 33 U3BBPLIBAHE Ha YCAYTM UIN NPeaocTaBaHe Ha MHpopmaums?
Otrosop AA - 100%
Otrosop HE- 0%
Otrosop OTHACTMU- 0%
2. Ton3sanu Au cTe gocera ycayrute Ha HawaTta agMUHUCTpauma ?
Otrosop A - 91%



&

Otrosop HE- 9%
Otrosop OTHACTU- 0%

JlecHo M OTKpuxTe MHOOpMaLMA 3a MHTepecysawata BM agMMHUCTPaTMBHA
ycnyra?

4. Ortrosop JA - 100%

5. Orrosop HE- 0%

6. Otrosop OTYACTMU- 0%

4. O6cnyRunmnaT Bu nepcoHan bele A KOMNETEHTEH?

(%)

Otrosop OA - 100%
Otrosop HE- 0%
OTtrosop OTHACTU- 0%

. O6cnyxBaHeTo Bu 6ele au N106e3HO, BEXANBO U BHUMATENHO?

OTtrosop OA - 100%
Otroeop HE- 0%
Otrosop OTHACTU- 0%
Cnopen Bac npepoctaBa sM ce sAcHa/ fnecHo pasbupaema/, TOYHa M MbjHA
WHOOpMaumMa  3a  ycayruTe,  KOMTO  M3BbPIWBA  aAMUHMCTPALMATA —
MHbOPMaLMOHHK Tabna, Gpowypu, Gopmynapu, OBACHEHUA OT CAYKUTENUTE,
MECTEH BECTHUK, UHTEpPHET?
OTtrosop JA - 100%
Otrosop HE- 0%
Otrosop OTYACTU- 0%
Cnassar n ce 3aKOHOBUTE CPOKOBE 3a M3BBPLUBAHR Ha 3aaBeHaTa oT Bac
aAMUHUCTPaTUBHa ycayra ?

Otrosop A - 91%
Otrosop HE- 9%
OTtrosop OTHACTU- 0%

Buxte nan nonseanu dAMUHUCTPATUBHU YCAYTU NO €NEKTPOHEH nbT?

Otrosop A - 73%
Otrosop HE 18%
Otrosop OTHACTU- 9%
CmATate 2, Ye B8 O6LIMHCKATa a4MUHUCTPALLMA CHLLECTBYBA KOPYNUUA?
10. Otrosop AA - 6%
11. Otrosop HE 85%
12. Otrosop OTYHACTU- 9%



10. Konko speme belwe Heobxoaumo 3a BaweTo obcnyksaHe ? Mona nocoyete B
MUHYTH

- cpefHo speme 10 MuH.
Mpenopbku 3a NnogobpsaBaHe Ha aAMUHUCTPATUBHOTO OBCNYKBAHE — HAMA .
OT U3/10)KEHOTO 4,0 TYK MOXe Za Ce HanpaBAT caegHUTe U3BOAMU:

3anas3Bsa ce TEHAEHUMATA OT NPeAX0O4HU roauHun , norpebutennte Ha
aAMUHUCTPATUBHU YCIYTU Aa He KenasT 4a u3pasasar No3nLUUA, OTHOCHO
aAMUHUCTPATUBHOTO 06CNYKBaHe, BbMNPEKN Ye, AO0CTENA 40 cpeacTeaTa 3a obpaTtHa
Bpb3Ka e ceoboaeH. Ha 6asa HamepeHn camo 11 6pos aHKETHU KapTu He MoXKe aa ce
NoAyYM MbAHA NPeAcTaBa 3a HUBOTO HAa YAOBAETBOPEHOCT Ha rpa*kaaHuTe ot
aAMUHUCTPATUBHOTO 06CNyKBaHe B 0bwmHa Hecebbp.

B nonbaHeHWTe aHKeTHU KapTtu I'IOTpe6VITe.I'IIMTe Ca 3aABUANU, He .

- AOCTbMbT 40 Crpagarta e necek;

- OpMEeHTUpPaHeTo B CrpagaTa e /IeCHO;

- JlecHO ce OTKpuBa MHPOpPMaLMA 3a MHTepecyBaulaTta rm agMUHUCTPaTUBHA YCAyra;

- 85% OT rpaxgaHuTe He ca buan 06eKT Ha KOPYNUMOHHKU AeUcTBKA, @ 9% OTHaCTK.

- Habnwpaasa ce TeHAEHUMATA Ha noTpebutenante Ha agMUHUCTPATUBHU yCAyrn Oa
NpeAnoYnTaT NoaA38aHe Ha aAMUHUCTPATUBHU YCNYIU NO eNEeKTPOHEH NbT, 73%
ca 3asaBUK, Ye BUxa Noa3BanM aAMUHUCTPATUBHU YCAYTA NO €NEeKTPOHEH MbT.

- Karto uano notpebutenute yyactsaau B NpOy4BaHETO NOCOYBAT, Ye Ca JOBOAHU OT
obcnyxsawmte rm caykmrtenn , 100% OT TAX 3aABABAT , Ye CAYKUTeAuTe ca
KOMMETEHTHU, N0OE3HU, BEKANBU U BHUMBTE/THN.

- MNpeobnapasaly npoueHT oT aHKeTMpaHUTE rpaxKaaHu u3passasaT
YAOB/NIETBOPEHOCT OT KayecTBOTO Ha MNpeasaraHuTe ycayru, uspasAasaln ce B
6bp30 0BCNYKBaHE, KaTo BpemeTo Heobxoaumo 3a obcaykBaHe e cBeAeHO
cpegHo go 10 muH, a 91% ca 3asswan , Ye CPOKOBETE 3a M3BbPLIBAHE Ha
3aABeHaTa ycayra ce cnasear.

OT U3paseHuTe MHEHUA Ha NOTPebUTeIUTE Ha aAMUHUCTPATUBHN YCIYTM MOXKE Aa ce
HanpasW 3aKAl0YeHMne , Ye cbagaseHata B O6wuHa Hecebbp opraHusauma e Ha
106p0 HUBO, KaTO HAMA AONYCHAT C/ly4ai Ha HEYA0BNETBOPEHOCT OT U3BbPLUEHNUTE
3AMUHUCTPATUBHN YCAYTW.

Hama ﬂOTpe6MTeJ'I Ha agMUHUCTPATUBHU YCOYTU , KOMTO Aa ce 8b3noa3Bana OT
BBb3MOMHOCTTA Aa Hanuwe cBoeTo , NpednoXeHne nan npenopbvKa .

Mpes 2020r. o6wuHa Hecebbp e npucveanHeHa Kbm EAMHHUA moaen 3a
3aABABaHeE, 3amn/allaHe U NpegoCcTaBAHE Ha eNeKTPOHHN aAMUHNUCTPATUBHU YCAYTK 33
LLeHTPaNHO 3anBsABaHe , Ypes eNeKTPoHHU dopmu , paspaboreHn OT [bpxaBHa areHUUA
»,ENEKTPOHHO ynpasneHue ,. ToBa ocurypasa B 3Ha4ynTe/IHa CTeneH NOBMLIABAHE Ha
KauecTBOTO Ha a4MUHUCTPATUBHOTO obcayKBaHe.



Mpuopureru 3a U3nvaHeHue npes 2021r.

1. Ocurypasane Ha Ka4YecTBeHO, eeKTUBHO 1 CPOYHO SUMUHUCTPATMBHO 0BCnyKBaHE B
» LleHTbp 33 aAMUWHUCTPATUBHO 1 MHGOPMALMOHHO obecnykeare ,, / dpoHT-0duUCcK 1
1 2/ (LUAMO), npu cnassare Ha NPOTUBOENUARMMUYHUTE MEPKI B YCIOBUATA Ha

COVID-19.

2. MMpepocTasaHeTo Ha KAYECTBEHU AAMUHUCTPATUBHI YEAYIU no npo3payeH n oTans4ms
HauyuH,

3. TMopo6pssare Ha cucTemara 3a 06paTHa BpPb3Ka ¢ norpeburtenure Ha
aAMUHUCTPATUBHM yeayru. 8

4. Crpemex 33 nogobpsasane HUBOTO Ha obcnyxBaHe 1 nosMwWasaHe
YAOBNETBOPEHOCTTa Ha noTpebutenure.

5. fa ce nogobpu KoHTPOAa Ha KayecTsOTO Ha NPefOCTaBeHNTE agMUHNCTPATUBHY
yenyru.

HAoKknagbT e nsroteeH ot HayanHux otaen UAMO Ha 16.02.2021r Bb3 0CHOBA Ha NOMbAHEHM
OT PUINYECKM U IOPUAMYECKM NNLA aHKeTHW KapTu, —
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