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AO TE
KMET HA OEIUI,IHA EAHCKO

AOKJIMHA 3AIII4CKA
OT I4BAH KANEB _ CEKPETAP HA OBIUI,IHA EAHCKO

AHAJII,I3 I4 OE OEIIIEHIIE
HA AHKETHI,I KAPTI4 OT IIPOYIIBAHE HA IIOTPEEI4TEJICKATA

yAOBJTETBOPEHOCT fro OTHOIITEHT4E HA TTPEAJTATAHI,ITE yCJryII4 B
oErrIr{HA EAHCKO 3A MECEU MAPT 2017 r.

HacroarqnflT aHaJII43 or [poyr{BaHero Ha norpe6ureJrcKara yAoBnerBopeHocr rqe 6rAe pa3rneAaH
B CJIENHI{TE IIET ACIIEKTA:

I. Ilenu u sag;ar+r4 Ha rrpoBeAeHara aHKera.

II. Kparro pe3roMe Ha Bbrrpocr{Te B aHKerua-ranapra.

III. [enrorpa(f nx.I{eneBr,r rpynr4

IV. O6o6rqeHl4e B rIpoIIeHTI4 Ha pe3ynrarr4Te or cbAbp)Karrlr4Te ce B aHKerHara Kapra Bbrrpocrl.

V.O6o6rqeHr,re Ha pesynrarrlTe. Mepr<u sa no4o6peHpre kr rrperopbKlr.

I.Ife"un r.r 3aAarru Ha rrpoBeAeHara aHrcera.

Hacroauloro [poyr{BaHe e I{3BbplrreHo ua 6aza MHeHrdero na norpe6vreJrr,rre 3a rrpeAnaraHoro or

O6rqIzHa Bancro aAMI4HI4crparI4BHo o6cryNnane [pe3 rrepr{oAa fl:rryapv- Mapr 2017 r. (Dopuara

I{ cbltpx{aHuero Ha aHKerHI,ITe Kaprr4 e rrpoAr4KTyBaHo or crpeMexa Ha o6rqzHa Bancro

HerlpeK:bcHaro Ia lo4o6pana KaqecrBoro Ha aAMr4Hr4crparr,rBHr4Te cr.{ ycJryrr4. OcuosHz rlejrr{ Ha

aHl(erara ca ycranoB.f,BaHe HI4Boro Ha yAoBnerBopeHocr Ha rrpeAocraBrHoro or O6quna Bancrco

aAMLIHI{crparzBHo o6crryxnane qpe3 [onyqaBaHe Ha odparna unlpoptraqzr Bt,B BprA Ha

KoMeHTaplr, lperropbKu z ga6enexr<u.

Hacro-arqoro [poyuBaHe e rlbpBoro 3a foA]rHara, Karo rrpeAcror{ [poBexAaHero Ha orqQ Tpr{

IIpoyqBaHIIs B xoAa Ha roAr4HaTa.

llpoyrnanero ce u3BbpIIrId Ha qeruplr erarra (no4roronna, rrpoBexAane, o6o6rqeHr4e r{

anuwr3 Ha rlon) {eHI4Te pe3yJlTurur v [peArrpr4eMaHe Ha MepKr.r no no4o6pxBane Ha KaqecrBoro Ha

AO). Anonzunocrra Ha aHKerara rlenlr rrocrlrraHero Ha [o-BrrcoKa o6er<uasHocr [pu
[3pa3tBaIIeTO Ha MHeHI4e OT CTpaHa Ha aHKeTr,IpaHr4Te BCneACTBr4e Ha HerrocorrBarre Ha Jrr4rrHr4

AAHHI4.

4* l"



II. Kparno pe3rcMe Ha Bb[pocrrre B aHKerHara Kapra.

B npoyunaHero ce BKrloqrxa 30 norpe6[TeJrpr Ha arMtrHr4crparr,rBHr.r ycnyrr4. Anreurara Kapra

c:bAbpxa 5 eupoca, qpe3 KoI,ITo ce qenr{ r43fpaxAaHe Ha scHa }r rrbJrHa KaprI4Ha Ha oIIeHKara,

Aa]3a]Fra Hr{ or uorpe6ureJlzTe, KaKTo r4 Ha rexHr{r upo$nn, Bcexu or Bbrrpocr,rre or aHKerHara

Kapra pl3lrbrHsBa KoHKperHa 3aI.ac.a, Kosro ailNwrgxpaHa r4 o6o6qeHa, AaBa Bb3MoxHocT 3a

ToqHo u3rlbnHeHr4e ua no-o6rlr4Te rlenr{ r4 3ap;aqv Ha flpoyqBaHero:

'/ VcranoessaHe HI4Boro Ha yAoBnerBopeHocr Ha fpaxAaHr.rre or orHorrreuldero, Koero

AeMoHcrpr4par cnyx[TeJrr4Te na O6rqrzHa Baucxo ;

'/ Bne'rarreHze Br,pxy npo(fecr.ronarr*ata rroAforoBKa Ha cnyxvrenr4Te n O6quna

Eaucxo;

'/ Oqenra Ha yrracr[ero Ha rpaxAaHr4Te B rrpoqe ca Ha o6crx4aHe r4 pa3Blrrrre Ha

rIoJIIrrI4KI,ITe 14 rIpoeKTLr"Ie Ha O6rqlrua BaHcr<o - Karo rlrno u orHacru1a ce .4o

aAMr4Hr{crparv Buoro o6cnyNn ane ;

'/ I44enru$uuzpaHe Ha AeMofpa$unaHa norpe6rarenr{Te Ha a(Mr4Hr4crparrzBHr.r ycnyrrr;

III. neMorpadraq. Ilerenu rpym{

B eLnrerHoro rlpo) {BaHe B3exa yqacrrle o6qo 30 norpe6vrerrkr:na aAMr4Hr4crparnB:rrvr.yarryrvr,

pa3rrpeAelreHlr rlo cneAHus Haqr,rH:

IIon:

Mr,xe - 17 rruua

Xenu - 13 "unqa

Abps3@aHus;

Bucnre - 12 :r'uua

Cpe4no - 16 nraqa

Ocnoeuo rr [o-Hr4cKo - 1 mzue

Atspgpry;

18-25 r. -
26-'35r.-8maqa

36-45r.-7Jrr{qa

46-55r.-5Jruua

Haa 55 r. - l0 rurua

IV" O6o6ueHlte B rIpoIIeHTr{ Ha pe3yJrrarrrre or cr,Abp}nailIr{Te ce B aHKerHara Kapra

Bbrrpocrr:

1. Karc 6sxre [ocperrlHarrr Ha BxoAa Ha aAMrrnrrcrpaquara?
o Ilpr.rnernraBo c rro3Apan - 28 n.
o Bes no:4pan - 1 n.

o He 6sx ga6enssaH - 1 n.



Or rcoe 3BeHo 6qxre o6c;ryxeHn?
o (Dponr orfnc - 21

o .{elono4crso - 8 -26,6Yo
o Kaca [anrrJLr - 7

o [pyro: o3eJreHfiBaHe ra |PAO -2 n.

C;ryxure.rr[Te Abp)Kaxa Jrlr ce BexJrrrBo rr c yBaxeuue?
o !a - 30 .rr.

o Moxe 14 rro-Bexn[eo - 0
o He-0

Karc oqennBare KaqecrBoro ua o6c.ryxBaHe or crpaHa Ha cJrylmr{Te.rure?
o Or"ruqno - 181.
o Mnoro 4o6po - 11 n.

o [o6po- I n.

o Cna6o -0
Kofi acuercr or o6c.rryxcBaHero Mr.rcJrrrrer.re nafi-prHoro ce Hylr(Aae-or noqo6peur.re?

o Ornoruenne Ha cJryrfl.rreJrrrre r<r,M KJrrreHTr,rre - 5 n.
o 3nanuqra n yMeHr,rflTa Ha cJryxlrreJrrrre - 6 ;r.
o [pyro - 0

o HsMa- 19

3a uo-Ao6pa nn:yaJrrr3allufl Ha [oryrreHrrre B aHKerara orroBopr{, cbrrlr{Te ca
rr[,eAcTaB eldrr rr rpaouq Ho :

)

3.

4.

5.

1. Kax 6nxre Eocpeu{Harh Ha BxoAa Ha

aAMHHl4crpa4Uf ra?

I flpnaerauso c nos4pas {28)

I 6es noa4pao (1.)

r He 6nx sa6ennaan (1)

r



2. Or Koe 3Beilo 6nxre o6cnyxenra?

r <DpoHro$uc (21)

r n[eaoeo4crso (0)

E Kaca flaxuqh (7)

rApyro(osereHflBaHe -1 ra fPAo-
r)

3. Cnyxurenure Abplxaxa nil ce BelK nuuo n c
y8ail{eH}te?

rAa (30)

I Mo)fie t4 no-Bex(nltBo

rHe



4. Kax oqeHf,Bare Kaqecrooro Ha
o6cnyxBaHe or crpaHa Ha cnyx(Hrenylre?

I Ornh.ixo (1.8)

I Mxoro go6po (j.1)

rAo6polr)

I Cna6o

5. Kofi acneKT or o6cny)t{BaHero
M.ACnure, qe ce Hpt{Aae or no46peHhe?

I Olrouesne Ha c-n.1fi{hren[Te

xun xrueHrrre (5)

I3uaunra il yMeHilffra Ha

oryxrarenr,ne (6)

n lpyro

I Hrnna (19)

Baurrnr non e:

r Mrx {17}

r lHexa (L3)



Bme ,fmare cneflHoro o6pa3oBaHne:

r Bncue (12)

r Cpe.qHo {16)

r OcHoBHo r.r no-xncxo {1.)

Bauara Bblpacr e:

r 18-25r. {0}

r 26-35 r. (8)

r 36-45 r. (7)

r 46-55 r. (5)

r Ha.q55 r. (10]

v.o6o6qeHr.re Ha pe3yJrrarrrre. Mepxra sa no4o6peHrre u rperopbKrr
BoAenz or nteJlaHl4ero Aa ce raTe Bb3MoxHocr Ha aHKerr{palr4Te ranspa3flT co6cmeno MHeHr'e,
qacr or BbrIpocI'ITe ca rIocraBeHI'I c orBopen xpafi T.e. c BB3Mo)KHocr 3a AaBaHe na co6crnena
oqeHxa'/npetropbKa. B znrepec Ha peanl43l,IpaHoro rrpor{BaHe rr r43rrbJrueHr4e Ha 3aJro}KeHara rleJr

I4 [ocraBe[vr gaAaqv e Aa or6enexl4M, qe aHanlrubr Ha rronfrgHrlTe orfoBopul, M;1e;51pry_ Lr

KOMeHTapkI' AOBeAe AO OTqkITaHe Ha BI4COKO HI4BO Ha yAOBJIeTBOpeHoCT Ua nOtpe6r4TeJrIITe rra
anMr4ELrcrparkrBEpI ycnyrur' flpeAocraB-flHll or O6ruzna Eancno - 60 % or aHKer[paur4Te crr]rrar,
qe ilpeAocraBtHoro aAMI4HI'IcrparI4BHo o6cnyNnane e orJrr4qH o, a 36,6 o% ro onpe4eJrrr 3a MHoro.

4o6po' Tona nor<asBa, qe ocHoBHara IIeJr Ha aAMr,rHr{crp arfxflTa 3a rrpeAocraBrHe rra KaqecrBerro.



Aocrb[Ho I{ KoMIIereHTHo o6cnyxBaHe or JIro6e3,H[ 14 6e3[pr4crpacrnvr cnyns{TeJlr{, B roJUrMa

cTefIeH e fIocTI4tHaTO.

Anantrsrr Ha orfoBoptrre, ral.oall Ha rrocraBeHr4Te B aHKerara Bb[pocr4 coql{, qe acfreKTbr, Kofiro
ce HyxAae uafi-vuoro or no4o6penue e Ha rrbpBo Mrcro no4o6pxnane Ha cryNe6nara
KoMrrereHTHocr Ha o6rquucxltre cnyxl4Tem (20oh\ a Ha BTopo - orHorrreHrreTo Ha cnyxr.rrenr4Te
K:sM KJrr,reHrme (L6r6 Yo\.

C uen AoycbBbprxeHcrBaHe I4 HenpeKlcHaro no4o6prnane Ha KaqecrBoro ce npelopbrrBa:

1. flponeNAaHe Ha [epI{oAI4qHI4 cperll4 cbc cnyxureJrr{Te Ha arMprHprcrparlr,rflTa, [peAcraBJrflBarrlpr

aAtMLIHI,Icrpar\LrflTa Ha r.Hap. (ppour rurHnr^, Ha Kovro Aa ce [oAr{eprae ueo6xo4rarr.locrra or
cla3BaHe ua neo6xo4vM'krfl. cnyNe6eH errlKer npla pa6ora c KJrr{eHTr{, KaKTo vr raurM 6rgar AaAeHr4

HtKoJIKo ocHoBHI4 yKa3ali.Z.s- sa rlo6esHo rIoBeAeHIze rr aKyparHo r,I KoMrrereHrno o6cnyxBaHe.

2' flponeNAa'e Ha recroBe, KoI4To Aa rlpoBep flT 3Ha.,nflTa Ha cnyxrrrenr{Te, rrpeAcr aBnqBax\Lr

aAMl4Hl'Icrpar\vrara Ha r.Hap' $ponr lrvHtrfl. rlo orHorrreHr4e Ha KoMfrerenTgocr, rro3HaBane Ha

HopMarI'IBHa Lr BBTperxHo-HopMarI4BHa 6asa, IIeHa rr cpoKoBe Ha ycnyrr4Te, neo6xo4rauu

AoKyMeHTI4. Brs ocHoBa Ha nonyqeHzTe or recra pe3ynrarlr cJreABa [a ce [perleHr4

Heo6xo4rzlrocrra or rlpoBexAaHe Ha o6yrenzr rr cborBerHo o6nacma na o6yuenze. Cne4ra 4a ce

rIoMllcJII'I sa neo6xo4l'IMocrra or rIepI4oAI,IrrHo rrpoBexAaHe Ha raKr{Ba recroBe r{nv [poBexAagero
I4M aBToMaTI4qHo cneA BGBeIKAaHe Ha HoBII HopMaTLIBHTI .4oKyMeHtu ulnln r13vrcgBa1vrq.

3. llocran-f,He Ha zusopuaqrloHHo ra6ro rpeA fvrre @o v {erono4orno, cbAbp}r(arrlo

rau(fopuaqrax (cpor<one, AbJIXrIMprraKcLr, ueo6xo4zrr.rur AoKlMeHru) zaHaft-qecro 11peAocraB fl111rre

ycnyrpr, Koero Aa yflecH-flBa uorpe6zreJllrre rIpI4 rIoAaBaHe Ha 3arBneHze 3a.4aAeH BprA ycnyra.
4' HenpercbcHaro aKTy€uII43r4paHe Ha ransopruaquxra, ny6tr{KyBaHa ua o$uquanHr{r eneKTpoHeH

cain Ha O6rquna Bancr<o kr ny6nz.rrrocrra Ha r43BbprrrBaHara or O6rquna Eancr<o

aAMr4Hrrcrparr4 BHa 4efi nocr.

5' 3a uolo6p''va*e c[a3BaHero Ha cpo*oBere 3a aAMr.rHr4crparvB'vr. ycJryrr4 or cJryxrrrreJrr4Te B

aAMl4Hl4crparJkrflTa' ce IIpeIIopbqBa uo4o6pxnane Ha KoHTpoJrHara Aeftnocr or crpaHa Ha

pbKoBoAHrITe cnyxpITeJIH B o6rqzncr<a aAMl4HI4crpaqutBaycKo Ha peryrrrrpHa 6asa nocpeAcrBoM

AeJroBoAHa cr4cTeMa
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