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TOKJIAT
OT U3MEPBAHE VJIOBJETBOPEHOCTTA HA IIOTPEEUTEJIATE
HA AIMAHUCTPATHBHHA YCJIYTH
B OBIIIHA KHEJKA 3A 2022 r.

HacTosumuar moknan e HM3roTBeH HA OCHOBAaHHE W, 24, an. 8 or Hapenmbara 3a
aJMUHHCTPaTHBHOTO obcmyxsane (HAO) m BrIpemHure NpaBuma 3a OpraHM3anus Ha
aIMHUHHCTPAaTHBHOTO obcmyxBane B O6muHa Kuexa, yTBEpIEHH ChC 3am0Be HA KMETa HA
O6mwHaTa, BBEB BpPB3KAa C HOPMATHBHOTO H3HCKBAHE 32 HM3MEPBaHE H YIpaBICHHE
YHOBJIETBOPEHOCTTA Ha moTpeOuTenmuTe. BBB Bph3ka ¢ miaBa III, pasmen II kacaemr
MEXaHW3MM 332 OOpaTHa BpB3Ka M H3MEPBaHE HAa yHOBJeTBOpeHocITa or HapenGara sa
aIMUHHUCTPATHBHOTO OOCIyXBaHe, BCAKAa aIMHHHMCIpAUMS CBH3JaBa M IPEIOCTABS
HH(OPMAIWS 32 U3MON3BAHATE HAYMHH 32 06paTHA BPH3Ka OT IOTPEOUTENHTE,

AIIMHHHCTpaTHBHOTO o6cnyxBaHe B OOmHHCKA amMuHMCTpanud - Kuoexa e
OPraHU3MpaHo Ha NPHHIUNA “efHO THme* upe3 m3rpameH LleHTbp 3a agMEHHCTPaTHBHO
o6ciyxsane (IJAO) ¢ agpec: rp. Kuexa, yn. ,,Mapun Boes” Ne 69, PAasIoNOXKEH HA IThPBHS
€Tax B crpagara Ha O6muaa Kuexa.

IIpreMBT Ha TOKYMEHTH ce ochInecTBsBa 6e3 mpexsesare ot 08:30 1. xo 17:00 gaca, a
B CIIy4anTe, KOTraTo IPeJ UIleTo UMa nMoTpeOuTeNH Ha a]MHHUCTPATHBHH YCIYTH B Kpas Ha
004BEHOTO pPaGoOTHO BpeMe, paboTaTa NPOIBLIKABA [0 NPHKIIOYBAHE HA TAXHOTO
ofcimyxBaHe, HO He [IOBEYE OT J[Ba aCTPOHOMUYECKH Jaca clefl 0GsSBEHOTO pabOTHO BpeMe.

Hacrosumuar poxnan memn na ce aHanusupa HHGOPMAIMATA OTHOCHO HAIJIACHTE HA
NOTPeOUTENNTe HA aIMUHHUCTPATHBHY ycayrd B O6muna Krexa u 1a ce onpenens TaxHaTa
NpeJCTaBa 3a KaYeCTBOTO Ha MPEOCTABIHOTO aIMHHHUCTPATUBHO OOCITYXKBaHE, MHEHHATA H
npeoKeHndTa uM. OOGIIMHCKaTa aJMHHMCTpanus (YHKIMOHHpA 3apajd TpaxkIaHHTe,
OCHTypSIBalKH Ka4ECTBEHO aJIMHHHCTPATHBHO OOCIIy)BaHe 4pe3 CIia3BaHE HA HOPMATHBHO
ONPENCICHNUTE CTAHAAPTH U OTCTPAaHABAHKH MAKCHMAIHO YCIOBHATA 33 KOPYIIIHAL

Crobpasno BrrpemnnTe mpasuia 3a OpraHu3aluaTa ¥ pelia HA ATMHHACTPATHBHOTO
obcmyxsane H Xapra Ha KineHTa, OGIUHCKA aIMHHHUCTpAIHS — KHexXa H3M0M3Ba e/ THHTE
cpencTBa 3a crbupaHe Ha HH(pOpMamus 3a oOpaTHa Bpb3KA W 3a H3MEpBAaHE Ha
YIOBJIETBOPEHOCTTA HA IIOTPEOUTENNTE HA aIMUHHCTPATHBHY YCITyTH:
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» Kyrus 3a xanGu, CHrHAIM ¥ IPE/ITOXEHUs, HAMApAINA ce B crpaxara Ha OGIIUHCKa
aaMuHMCTpanus rpan Kaexa;

e AHKCTHM KapTH 3a YHOBICTBOPEHOCTTa OT HAYMHA Ha IPEIOCTaBIHE HA
aIMUHACTPATHBHY U TEXHUYECKHU YCIIyTH;

o Curramm, xanOu, IpemIoXeHNI U MHEHHS 3a KaueCTBOTO Ha aIMHHHCTPAaTHBHOTO
o6ciyKBaHe , IOAaAEHH IO O, €IEKTPOHHA ITo1Ia |y JudHo B [AO;

o IIpoBexmaHe Ha KOHCYITALMH CHC CITyKUTEIHTE,

e HM3pwpmBane Ha HAOIIOACHHS IO METOAA ,,TAEH KIHEHT";

» IIpmeMHO BpeMe, B KOETO C€ NMPOBEXAAT cpemn/o6c1:xc,uaﬁnz ChC 3aUHTEPECOBAHH
JIUIG/TIOTPeONTENH Ha aIMUHACTPATHBHY YCIYTH.

B O6mmuHcka agMmuuucTpanus — Krexa ce HM3BBPIOBAT HAKOIKO THIIA AHKSTHH
[IpOY4YBaHHA, OTHOCHO H3MEpBaHe HA YIOBIETBOPEHOCTTA HA moTpebuTennTe Ha
aIMUHHCTPATUBHHA YCIYTH.

Anxemno npoyueane, upes nonvisane na xapmuena ankema ¢ I[A0

Ipes 2022 ropuna B IIAO HAMa NOIBIHEHN aHKETH. AHKETHATA KapTa ChABPKA 6
BBIIPOCA, Yp€3 KOHTO Ce LENH Ja MHHAMHM3HpaMe BpeMeTo 3a IONBIBaHETO M, a
CBUICBPEMEHHO J]a HH 13/ HaIl'BIIHO SCHA KapTHHA 332 CHCTOSHHETO HAa aJMMHHCTPATHBHOTO
o0ciryKBaHe.

Pestomupaiiku BBIpOCHTE B aHKETHATa KapTa, TpIOBa Ja NOCOYNM, e Ca H3MOI3BAHK
MHOTOBAapPHAHTHH BBIPOCH, C LI IO-TOJIEMH BB3MOXKHOCTH 3a HM3pa3siBaHe HA cOGCTBEHO
MHEHHE OT CTpaHa Ha IOIIBJIBALIMS aHKETaTa.

Beexu oT BBIIpOCHTE OT aHKeTHAaTa KapTa H3MBIHABA KOHKPETHA 3ajada, KOSTO €
aHaNM3MpaHa ¥ 0000meHa, aBa Bh3MOXHOCT 34 TOYHO H3IIBIHEGHHE Ha I0-00INUTE NEIH H
3374494 Ha IPOYYBAHETO:

o) YcTaHOBABaHE HHUBOTO Ha YAOBJIETBOPEHOCT HA MPaKIAHATE OT OTHOLICHHETO,
KOETO IEMOHCTPHpAT ciyxurenure Ha Oommna Kuexa;

o) Brnevatnenme BBpXy npodecHOHaNHATA HOATOTOBKA HA CIYKHTEIHTE B
O6mmuna Kuexa,

O6o0menue B NPOLEHTH HA PE3yNTATHTE OT CHALPXKALIATE CE€ B AaHKETHATA Kapra
BBIOPOCH.

Boupoc 1: Kak 61xTe ocpeImHaTH Ha BX04a Ha aIMUHHCTPAIHATA?
o IIpuBerimiBo ¢ mo3apas — 66,7 %

o bes noznpas — 33,3 %

o He 61x 3abensa3an — 0 %

Bnupoc 2:0t1 koe 3BeHO GsixTe 06CTyKEHu?
o ®pont opuc - 33,3 %
o [Menosoxcteo — 0 %
o Kaca magsmu — 0 %
o Jlpyro — 66,6%, kaTo ca BHHCaHH CJIECAHHTE OTTOBOPH: HE YTOUHABaM — 33,3 % u
TEXHAYECKH yciryrd — 33,3 %
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Brnpoc 3:Kak onensaBare kauecTBOTO Ha 00CITyKBaHE OT CTpaHA Ha CIIYKUTEIUTE?
o Ormaaso — 33,3 %
o Mamuoro no6po — 33,3 %
o Hobpo-33,3%
o Cnabo—-0%

Bounpoc 4: Kaksa e Bamara mpeneHka 3a KOMIETEHTHOCTTA HA CIIY)KHTEJHTE,
aHTaXHpaHH B Ipolleca Ha aMAHHCTPATHBHOTO OOCITyKBaHe?
o KommerenTHE ¥ Brajeemy OTIMYHO U3MOJI3BAHETO Ha KAHAIMTE 32 KOMYHHKAIIHASA
-333
o HenocrarpyHo KOMIIETEHTHOCT HAa HAKOH CIIYXXKHTEIH — 66,7 %
© Hanune ca npobnemu npu U3n0JI3BaHETO HA KaHAIHTE 3a KoMyHuKaud — 0 %

Bunpoc S:Kak 6uxTe OIeHHIN Ka4eCTBOTO Ha aIMHUHACTPATHBHOTO 00CITyKBaHe?
o Mmaoro no6po — 50 %

o Ilo-cxopo no6po —0 %

o Hwma m3Bectau npobiemu — 50%

o Hma ceprosnu npobaemu — 0 %

Benpoc 6: Koii acnmekT oT 00CIy)XBaHETO MHCIHTE, Y€ Ha-MHOTO Ce HYXIae OT
noxobpenue?

o OrHomeHue Ha coyxuTenuTe KeM Kimenra — 0 %

© 3HaHUS M YMEHHS Ha CIYXHTEIUTE — 66,7 %

o bes orroeop — 33,3 %

Ankemno npoyusame e upe3 u3non3eane Ha yeb-6azupan Qopmyasp, Kouimo ce
nonw6a OHIANIR

IIpes enekTpOHHHM KaHAI 3a aHKETHU IIPOYYBaHMS B caiiTa Ha obmuHara mpe3 2022 r.
He ¢a ITOCTHIINIIA aHKETH.

Hpaeea:c@aue HA KOHC)Yamauuu cec ciyycumenu

IIpe3 2022 r., perynsapHO ca MPOBEXKIAHU CPEINH U KOHCYNTAIHH MEXIY CITYKUTEIH
or IAQO, nupexropure Ha gupekmusa ,,00ma agmunEcTpanus” H ,,Coerualu3HpaH
aJMHUHHCTpaua” ChC CEKpeTaps Ha oOIMHATA, KAKTO M ChC 3aMECTHHK-KMETOBETE H KMETa
Ha 00IMuUHaTa, Ha KOUTO €a OOCHKIAHH OCBHIIECTBEHOTO HA afMHHHUCTPATHBHO 00CITy)XBaHE U
MOJYYECHUTE B IIPEKH KOHTAKTH C MMOTPEOUTEIHUTE - CHBETH, MHCHUS U PETIOPHKH.

H3eévpuieane Ha Habrwdenue no memooa ,,maeH Kiuenm”

IIpe3 2022 r., mpoBEpKUTE Ce M3BBHPIIMXA OCHOBHO IO TeledOHA OT CeKpeTaps Ha
obmunara Ha oOsiBeHuTe Tenedonu 3a KoHTAKT ¢ [IAO. B pesynrar Ha HabmomeHHETO ce
KOHCTaTHpa, 4de ciayxurenute B I{AO cmasBar craHmapTHTe 3a BpeMe 3a H34YaKBaHe 3a
npueMaHe Ha Tene(QOHHHUTE O0KIAHWI W HMIOCHTU(GHKANWS IPH BOJACHE Ha TelehOHHH
pasroBopH. He ca ycTaHOBEHH OTKIIOHEHHUS U HMPOITYCKH.
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Ananus na cuznanu, npednoscenun, yeanbu u noxeanu

B O6mmucka agMunmcrpanus — Krexa ce m3monssar pasIUYHA KaHAIH 34
NOJTy4aBaHe Ha CUTHAJIH, IIPEIIIOKEHHAS, XKajI0H u moxBann. Te ca KakTo ClIeHBa;

o) Tlowjenckama xymus 3a nodaeane HQ MHeHUS U KOMEHMADY, NPeONONCEHU,
NoNe3HA UHPOpMAYUS, ONNAKEARUSA, NOXBANY, HAXOASIA ce Ha BXoga Ha L[[AQ mpu Ob0muHa
Kuexa, 3a m3MuHanata TomuHa He ca NOCTHIMIM MHEHHS, KOMEHTApH, peIOKeHH,
Tojie3Ha MH(pOpPMAKsl, OTIAKBAHMS H IIOXBAJIH, OTHOCHO 3/IMAHHCTPATHBHOTO OGCIy)KBaHE.

o Ypes umeiina na obwuna Kneoca — 3a meproga 01.01.2022 r.-31.12.2022 1. He
Ca MOCTBIIMIIK CUTHAIN K OXBAIIH, OTHOCHO aIMHHICTPATHBHOTO OOCIyKBaHE.

Hpoeeolcdaue HA KOHCYIMAYUU CoC 3AUHMEPECOGARU CIMPAHU 6 pamKume Ha
KOHCYImMAamUueHU OpP2ani

O6muna Knexa HeNpeKbCHATO 3adBABA CBOATA TOTOBHOCT 33 BOJEHE Ha
KOHCTPYKTUBCH JHAIOI B MHTEPEC HA YJIECHABAHETO HAa KIMEHTUTE HA aJMHHHCTPAlHATA.
IIpakrrka € NPOBEX/IAHETO HA PETYIAPHE CPEIH C IIPEACTABATENH Ha GM3Heca M GPAHLIOBH
OpraHu3alliy, Taka 4Je IPeUIOXKCHUATA BB BPB3Ka ¢ MOJOOpsABaHE HA a/MHHECTPATHBHOTO
obcmyxBaHe n1a 6baaT 0GCHICHH CBOEBPEMEHHO ¢ BCHYKM 3aHHTESPECOBAHHM H JId C& MOCTHTHE
MaKCcuMaiHa YIOBJIECTBOPEHOCT Ha JBETE CIpaHH. IloTpeOHTeNHTe Hal-9ecTO HMAT
KOHKPETHH TIPENOPHKH 3a MUHUMH3UPAHE Ha HOPMATHBHO PErIaMEHTHPAHHUTE H3UCKBAHUS 32
BUJa W (opmara Ha JIOKYMEHTHTE, KOMTO CJEABA 14 NpENCTABSIT 33 WIBBPIIBAHE Ha
Heo0XOMaTa HM yclyra, KakTo H OT HOPMaTHBHATA Ypenba Ha KOHKPETHHTE IIPOLEIYPH B
CIIyJamnTe.

Ilpuemno epeme na xmema, 3amecmHux-kmemoseme, ceKpemapa u 2nA6HUA
apxumexkm

IIpes 2022 r., mpueMbT G BpeMEHHO NIPEyCTAHOBEH, C IleJl OCHTYpSBaHE Ha Ge30macHa
Cpeza 1 oma3BaHe 3[paBeTo M Ha JIBETE CTPaHH, kKaTo oOmuHaTa HH(GOPMHpPa IoTpeOHTEIHTE
Ha aJIMMHHCTPaTHBHH YCIyTH 3a ANTCPHATHBHH HAYMHH 38 KOMYHHKAIHSI C PHKOBOICTBOTO.
Koraro 3abonepaeMocTTa Ge B HHCKH IpaHMIH IPHEMHHTE 9acOBE ce BH30OHOBABAXa. 3a
H3MHHAMA [EpHOA HE ca OTNPaBCHH IIOXBAIM WM  OIUIAKBAHHSA, OTHOCHO
aIMHHHCTPATUBHOTO 0OCITYy>KBaHE.

Moxe na ce HanpaBH 3aKIIOYEHHE, Y€ OT aAIMHHHCTPAIMATA Ce MPEIOCTABAT
Ka9€CTBEHH YCIIYTH, YAOBICTBOPSBAINM IIOTPEOHOCTHTE Ha IPaXKAAHNUTE, B KPATKH CPOKOBE M
¢ HEOOXOZMMOTO OTHOLICHHE, KOETO IBIDKH BCEKH CIyXHUTeNI. BrnHo e, ue NOTpeOHTETUTE HA
aIMWHHCTPATUBHHE YCIIYTH HE NPOSBABAT aKTUBHOCT Ja JaBaT OLEHKAa Ha OOCIy)XBAaHETO.
Hsama nocremmmi cHrHam® 3a mpepiarame Ha (DHHAHCOBH HIH MaTtepuaTHd objaru Ha
CIIy>XHTENIH BB BPB3Ka C aIMHHUCTPATHBHOTO OGCIyxBane. ['paxknanuTe ca yIOBISTBOPEHH
OT Ka4ecTBOTO Ha obcmyxksane B OOmMHCKa aaMHHHMCTpamus — Kuexa. IToxasarenen e
¢hakTBT, Y€ HE ca MOCTBHIBAIH JKAJIOM M CHTHAIH [0 OTHONICHHE HA aIMUHUCTPATUBHOTO
obcnyxsane. HanmpareHuTe M3BOJM He HajaraT NPHEMAHETO Ha IOIBIHHTEIHH MEpPKH 32
nofoGpsBane JEHHOCTTA IO HPEIOCTaBsIHE HA IMHHICTPATHBHH yciyru B o0mmuHa Kaexa.
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W npe3 cnexsamara rojuHa Iie ce NPOABIDKH N4 C€ THPCH aKTHBHO MHCHHETO Ha
NOTpeOUTENUTE Ha aJMHHUCTPATHBHH YCIYTH, Ja OGCHXIAa TEXHHTE HPEIIOKCHHI H
cbo0passBa ¢ TAX, ¢ Iled NoKoOpsABaHe HABOTO Ha aJMUHHCTPATHBHOTO OGCIYXBAHE H 3a
MOBHINIABAHE YAOBIETBOPEHOCTTA OT NIPEAOCTABSIHUTE YCIIYTH.

CormacHo pasmopenbute Ha wi24, an8 or Hapembara 3a aaMHHHCTPATHBHO
obcmyxBaHe, JOKIANBT ce MyOInKyBa Ha opuIMaTHUA caiita Ha O6mmua Kaexa.

Cobraacysau, /II/
Csernana XunkwHa — Cexperap na O6mmEa Knexa

Hzroreun, /1I/
Wnniika Targepa — rir.ekcmepr
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