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NPUJIOKEHUE

HACOKM 3A PA3BUTUE HA JINYHUTE
U MPOPECUOHAJ/THUTE KAYECTBA HA
PABOTELLUTE B TUL|

Hacokute 3a pa3BuTne Ha JTNYHUTE U I'IpOd)ECMOHaI'IHMTe KayecCTBa Ha pa6OTeLU,VITe B
TYPUCTUYECKUTE MH(I)OpMaLI,MOHHM UeHTpoBE NOKPUBAT CheagHUTE TeéMU, KOUTO Ca OT
KAK4Y0OBO 3HA4YeHME 3a NOCTUraHe Ha BUCOKOKa4yeCTBEHO VIHd)OpMaLI,MOHHO
06C}'IY)-KBaHe M yAOB/ETBOPEHOCT Ha NOCETUTENUTE!

® PaboTa c AOCTaBYMLM U NOTPebUTENN HA TypUCTMYECKaTa MHOPMaLUs;

® MexaHM3MM 33 Pa3BUTME N YCbBBPLLIEHCTBAHE HA KOMYHUKALMOHHUTE U TbPrOBCKU
YMEHUS;

® YcbBbpLEHCTBaHe HAa YMEeHUATA 3a pa60Ta B UHAYCTPUNATA Ha NPEXNBABAHUATA;

® YMmeHMA 3a nsrpaxgaHe Ha KoprnopaTmMeHa naeHTMYHocT Ha TUL, n HacbpyaBaHe Ha
Cb3[aBaHeTO Ha NAapPTHbOPCTBA B HAaUMOHAHATa mperKa Ha TULL;

® Bb3MOXHOCTM 3a MpeogonsaBaHe Ha NPUTECHEHWETO OoT paboTa C  HoBuTe
TEXHO/IOTMM U HacbpyaBaHe Ha U3MON3BAHETO UM B €XKeHEBHUTE AEeMHOCTH.

MNo-pony ca NnpeacTtaBeHM HAaCOKM NOOTAENHO 3a BCAKA OT TAX.
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o PABOTA C AOCTABYUUU U NOTPEBUTENN HA TYPUCTUYECKATA
MHOOPMALUA
1. Mony4yABAHE HA UHOOPMALMA OT TYPUCTUTE

MonyyaBaHeTo Ha MHOPMaALMA 33 TOBA KaK NOTpebuTennte BbanpuemaT NPoAyKTa Ha
TUL, e oT CbUWecTBEeHO 3HayeHWe 3a MNPaBUJHOTO YnpaB/ieHWe Ha UeHTbpa. Hal-
A00PUAT HAYMH, NO KOMTO MOraT ga ce cbbepaTt naemn ot HacToALM U BbaeL N KAUEHTH,
Kouto nocewgasaTt TUL, peanHo uam BUpTyanHo, € 4pe3 nojsyyaBaHe Ha obpaTHa
BpPb3Ka.

a) CvbupaHe Ha UHGOPMAyua om nocemumenume 30 MHeHUA U MpernopbKu

3a cbbupaHe Ha MHEHUS U NPEnopbKM OT MNOCETUTENUTE Hal-4yecTo ce W3Non3Bea
MMmeNnn. 3a ycnewwHoTo npuaaraHe Ha To3M MeToz e HeobxogMmo aa:

® ce M3M0/13Ba NepcoHanusmpaH MMeinn, a He 6es3NnNYeH MacoB UMenn;

® ce rapaHTMpa, Ye MNoCeTUTeNAT, Ye Lie Mnoaydynm 6bp3 OTroBop - roAsma 4vact oT
aHKETUpPaHUTE MOCETUTENIN CNOAENAT, Ye ca O6MIM CKAOHHWM Aa nycHat obpaTtHa
BPb3Ka, ako Te ca 3Hae/u, Yye e nosyyat 6bp3 OTroBOp M Ye Le Mma peakuumsa ot
cTpaHa Ha TUL, 3a TAXHOTO MHEHMe AN ONaaKBaHe.

[pyr meToA ca aHKeTUTe. 3a YCMewwHOoTO UM M3No/3BaHe e HeobxoauMo Aa:
® Ca3agafeHu camo BbNPOCK, KOUTO Aa OTrOBaPAT Ha KpaHaTa uen;

® BbLMNPOCUTE Ca NOCTPOEHU UHTENINTEHTHO;

® peilTMHroBaTa CKasa e Noc/ieaoBaTesHa;

® u3berHaTv ca NnoAsexaalim 1 HaToBapBaLlM BbMNPOCHU.

3a yCnewHoTo reHepupaHe W M3MNON3BaHe Ha Tasu MHbopmauma e Heobxoaumo
Cb3aBaHETO Ha CMCTeMa 3a ynpaBieHue Ha obpaTHaTa Bpb3Ka OT KANEHTUTE.

3a uenta TUL, moxe pa um3nonsea npunoxeHusa Kato Trello 3a cb3gaBaHeTo Ha
,MHOOPMALMOHHN AbCKN®, KbAETO Ce KauBaT OT3UBUTE U 3abeNeXKKUTe OT KANEHTUTE n
[0 KOUTO MMa A0CTbM LLENUA BU €KUM .

6) CvbupaHe Ha uHopmayusa 3a yoosaemeopeHocmma Ha nompebumenume
Ta moxe ga 6bae nog popmara Ha:

® KHMWIM 33 NOCETUTENU, CTUMY/IMPALLM BbNPOCHULN UK NpoLEeAypa 3a NpUemaHe Ha
onsakBaHuA nog dopmata Ha KHUra nam 61aHKa;
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® npoBeXgaHe Ha aHKeTHM NPOoy4YBaHMA Ha yA0B/NETBOPEHOCTTA Ha NoceTuTennTe ot
AecTUHaUmMATa;

® y4yacTue B HauMOHa/IHN U MECTHU NPOYy4YBaHUA Ha TYPUCTUTE.

3a reHepupaHe M U3MNO0/3BAHETO Ha Ta3u MHbopmauma Tpsbea Aa 6bae cb3gageHa
cucTema 3a pernctpauma n ob6paboTka Ha TYPUCTUYECKUTE OMNJTaKBaHUA.

8) CvbupaHe uHgpopmayua 3a nompebumenume

3a aa moxe TULL aa npeanara KayecTBeHu ycnyru, Toih TpabBa Aa No3HaBa AeTalnHo
npoduna Ha CBOUTE NMOCETUTENIUTE U TEXHUTE U3UCKBAHUA. [10 Ta3n NPUUYMHA € MHOTO
Ba)KHO Aa M3rpagu cucTema 3a cbbupaHe Ha exxerogHa MHGopmMaLma 3a NoceTUTenuTe.
Ta TpabBa Aa BKAOYBA Hali-MaNKo ChegHUTe AaHHMU:

® 6poil Ha NoCceTUTENUTE;
® pousxoa Ha NoCeTUTENUTE U NPUYMHA 33 NOCELLEHNETO;
® BKJA Ha MCKaHaTa MHOPMALMA UK YCAYra;

® YyNO0B/IETBOPEHOCT, NPeaNOKEHNA U ONNaKBAHUA.

CbbupaHeTo Ha pJaHHUTE 3a noceTutenute Tpsbsa pa 6bae cbobpaseHo ¢
M3UCKBAHMATA HA 3aKOHa 3a 3aluMTa Ha AMYHUTE AaHHW. O60bweHuTe AaHHKM 3a
nocetutenute TpsabBa [AOa ce nNpenocCTaBAT 3a OCbLECTBABAHE Ha MecCTHaTa,
pervoHanHaTa U HauMoHaNHaTa MapKEeTUHIOBU AEMHOCTH.

3a ycnewHoTo n3non3BaHe Ha MHPopmaLmATa e HeobxoANMMO Aa ce M3rpagu cuctema
3a cbbMpaHe Ha CTaTUCTUYECKA MHbOPMaLMA 3a noceTuTenute Ha TULL.

2. MONYYABAHE HA UHOOPMALMA OT LOCTABYULMU

TUL, cbbupa nHpopmaLma CbLLO OT:

® BbPXKABHU UHCTUTYLUNNK;

® OOLWMHCKU MHCTUTYLUW;

® 6paHLWOBK N NPOAYKTOBM acoumaLmu;

® npyrn TULL KakTo 1 OT OTAENHU TYPUCTUYECKM UPMM.

3a Tasu uen TUL, TpabBa Aa pasnonara c PErucTbp Ha MHCTUTYLMUTE, OpraHM3aumnnTe u
KOMMaHuuTe, OT KOWUTO Habupa uHPopmauma. PerncrtbpbT cneasa Oa BKAKOYBA
MUHUMYM:
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® HaMMeHOBaHWE Ha UHCTUTYLUUATA, OpraHn3auunATa, KOMNAaHUATA,
® KOHTAKTHU AaHHW, BKAHOYUTENHO NNLE 32 KOHTAKT,

® peryiApHOCT Ha nogaBaHe Ha WHPopmauua (Hanp., CEeAMMYHO, MECEYHO, Ha
TpUMeceume u T.H.);

® faTa Ha NnocneaeH KOHTAKT M NodaBaHe Ha VIHd)OpMaLI,VIFI.

MHPopmaumaTa ce M3NON3Ba 3a NpenocTaBAsHE Ha aKTya/lHa W A0CTOBEpHa
MHPOPMaUMA Ha NOCeTUTENUTE, 32 MUHPOPMALMOHHUTE MaTepuanum, Komto nsgasa TUL,
KaKTO M 3a noaabpaHe Ha MHPOPMALMOHHOTO Tabno 3a TEKyLWUTEe U NpeacTosaLm
cbbuUTKA.

3. MoNYYABAHE HA UHOOPMALMA OT APYIU U3TOYHULU

TUL, cbbupa uHPoOpmaLMsa M 4Ype3 M3NON3BAHETO HA BTOPUYHM M3TOYHMUM KaTo
obpasoBaTeNlHN MHCTUTYUMM, W34aTeNcTBa, npoyyBaHua Ha MMWE, HauuoHanHua
CTAaTUCTUYECKM UHCTUTYT, MAaPKETUHIOBM U COLMONOTMYECKMN areHL MM U 4pyri.

M3non3saHeTo Ha Ta3n MHPOpPMaLMa ce M3BbPLIBA Ype3 CbbupaHe M KaTasornsmpaHe
Ha Me4yaTHU M34aHuA U ny6AMKauMM, NbTEBOAUTENN 3a AeCTMHaUMATA, MbTenucK 3a
AeCTMHaUMATa, TYPUCTUHECKMU BPOLLYPU U KaTanosu.

MHPopmaumATa ce M3NON3Ba 3a M3roTBAHETO Ha [JAOCTOBEPEH W aKTyaseH
MHPOPMALMOHEH NAKeT 3a noTpebutens.

9 MEXAHU3MWU 3A PASBUTUE U YCBBBPLUEHCTBAHE HA
KOMYHUKAUWOHHUTE U TBPTOBCKN YMEHUA

3a NOCTUraHeToO Ha OCHOBHAaTa uen Ha TUL, a MMEHHO — NpPUBANYAHETO Ha noBseye
NoceTUTENIN W MNPEBPHLLIAHETO MM B JIOAJHM NOTPedbUTENM Ha WMHOOPMALIMOHHMU
TYPUCTUYECKUN YC/IYTU, OT CbLLECTBEHO 3HayeHue e 0b6CNyKBaHETO Ha MOCETUTENUTE U
B/IaZIEEHETO Ha cneunMPpUUHK YMEHUA OT CTPaHa Ha cayXutenute. Hali-BarKHU cpef, Tax
Ca KOMYHUKAUMOHHUTE U TbPrOBCKUTE YMEHMSA.

MEXAHU3MMU 3A PA3SBUTUE HA KOMYHUKALIMOHHUTE YMEHUA

Pa3BMTMETO M YCBbBBLPLUIEHCTBAHETO Ha KOMYHMKAUMOHHUTE YMEHUA Ha NepcoHasia Ha
TUL, e OT KAOYOBO 3HAYEeHWME 3a MNOCTUIHE HA KayecTBO Ha WMHGOPMALUOHHOTO
obcnykBaHe. KnacMyeckute mexaHM3mMu 3a pasBuTUE M NOALDbPMKAHE HA BUCOKO HUBO
Ha KOMYHWKALUMOHHM YMEHUA Ca CBbP3aHW C:

1. odbop Ha npasuneH nepcoHas C [OKa3aHM KOMYHUKALMOHHU YMEHus -—

YCTaHOBABAT Ce Ype3 W3M0/3BaHe Ha Pa3/IMYHU TEXHUKWU, HO Hali-Beye Mo Bpeme Ha
WHTEPBIOPMPAHETO Ha KaHauAaTuTe (3agaBaHe Ha OTBOPEHM BbNpoOcU 33
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»,13BANYaHE” Ha HyXHaTa MHbopmauma — Abstract Questioning n ap.) 3a cbnocTassHe
Ha KOHKPEeTHa CUTyaLmMa C MMHaN ONWUT Ha KaHauAaTa.

Ako TpabBa fa ce ycTaHOBM:

® MeXay/IMYHOCTHUA CTUA Ha KaHauaaTa — ce 3agaBa Bbnpoc: Kol cnopen Bac e
Hali-0o06pPMAT HauMH Aa ce CNpaBUTe C eAn- KO CU TUN KAUEHT?”

® YMmeHMe 3a aKTMBHO CbbuMpaHe Ha nHPopmauma - ce 3agasa Bbnpoc: ,Kakeo bewe
MbPBOTO ONAKBaHe Ha KanMeHTa?"

® BHMMaHMETO Ha KaHAMAATa KbM OKOJIHUTE - ce 3aZaBa Bbnpoc: ,,OT BalWMA MUHAN
OMUT KOW TUM KJIMEHT cMATaTe Ye e Han-TpyaeH 3a obcnyxkBaHe?”

2. ObyyeHue Ha nepcoHana Ha TUL]:

® TeKkywo obyyeHue — MOKe Aa ce U3BbpLUBA OT: a) BbTpelleH obyunten n 6) BbHLEH
obyumten. TULL moxke Aa “3non3Ba M BbTPELUEH, M BbHWEH obyunten. TekywoTo
oby4yeHue oT cBOS CTpaHa MoXe Aa bbae:

I'InaHMpaHo — B CboTBETCTBME C WUHAMBUAYASTHUTE I'IOTpE6HOCTVI Ha
CNYyXKUTENnTe,

Mpy Bb3HWKBAHE Ha NOTPeBHOCT — BbBEXKAAHE HAa HOBM TEXHO/NOMMM, HOBMU
NPOAYKTU 1 Np.

® AnmepHamueHO 0b6y4yeHUe — BbHLWHA KBaNMOUKALMA, KOMMNIOTbPHO 6asmpaHo,
AWCTaHUMOHHO, ApYro

® []lo00bpiaHe HA NepcoHAAHU mpelHUHZ OHe8HUUU — Te MoraTt ga 6baaT yact oT
NepcoHasHUTE A0CUETA Ha CAYXKUTEAUTe, B KOMTO OCBEH AuYHa MHbopmauma u
MHPOPMaLMA 3a 3aeMaHaTa A/TbXKHOCT Ce CbAbPrKa CblLO TaKa MHOpMaLMA 3a:

MpoBeaeHn obyyeHns — no chepu Ha AEMHOCT U MOCOYEHN TEXHUKMU, KOUTO
CNYXKUTENAT e OBNajan;

MnaHupaHn uHAUBUAYANAHM ObydyeHuAa — npubnusutenHn patm (meceu) 3a
Hayano Ha O0bOy4yeHMEeTO C MOCOYBAHE Ha TEXHWKUTE, KOUTO c/reaBa Aa ce
OBNlAJEnAT;

O6yyeHuMn, HeobXOOAMMOCT OT KOWUTO Bb3HMKBA MO Bpeme Ha pabota -
BbBEXXJaHe HAa HOBW TEXHOIOTUU U HOBW MPOAYKTU

Hesasucumo oOT BMAA 06y‘-IeHVIe OoCHoBONnoOJNarawmnTe nNpuUHUMNMU 33 Ka4eCTBEHO
chnymsaHe ce onpenenart oT KIMeHTa — HEroBMUTE O4aKBaHMA U POJ1A 3a busHeca.
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KAKBO OYAKBA FOCTbT OT CIYXUTENA B TUL, ?
® [la e roTOoB Aa NPeaoCTaBu yCnyra;

® [la My OKaXe TMYHO BHUMAHMUE;

e [la my gage nHpopmauma, HO U CbBET;

® [la My oTAENN AOCTAaTb4Y4HO BpEME;

® [la ce AbpXKM N0OE3HO U YBAXKUTESHO.

3a Aa noaydyn noceTuTenAT OYaKBaAHOTO o6cny>+<BaHe, CNAYXKUTENAT CneagBa Aa €
BbTpewHoO y6e,a,eH, 4ye NOCETUTENAT:

® He e HaTpanHMK M He Npeyn Ha paboTtata — caykutenute B TULL ca Tam, 3a ga my
NpeAoCcTaBAT TOYHO Ta3n ycayra. ToBa e BU3HeCHT Ha LeHTPOBETE;

® K/IMEeHTbT e MHAMBUA CbC cneuuduyHa eMoUMOoHaNHa U NCUXONOTMYECKa Harnaca -
CNYKUTENAT TPAGBA Aa BHUKHE B Hes, Aa Hanpasu 6bp3 ,ncMxonormyecku noprpet”
(tabn.3) 1 aa npenoCTaByM ycayra nNo CbOTBETEH HAUMH;

® He e BMHOBEH — 6110 TO Ye He Ce AbPXKM TaKa, KAKTO Ce 04YaKBa W/ Ye He NPOoABABA
MHTepec KbM Hello, KoeTo My ce npegnara. He ce gonyckat KOHGAMKTHU CUTyaLmnm
KaTo ce cnopwu ¢ nocetuTens, 3a ga bbvae ybeaeH B NpOTUBHOTO MHeHMe. [JOKaTo e
notpebuten Ha TUL, cayxutennte ce Abp)KAT YY4TUBO W YBAKUTENHO M TO
obcnykBaT cnopes NpasmaaTa;

® Y10BNEeTBOPEHUAT KNNEHT € Han-gobpaTta peknama 3a TUL, n HerosaTa paboTal

HeobxoaMmo e Cblo Aa ce OCUTYPAT U TEMaTUUYHU 06ydyeHua (BUABLT e No npeLeHKa Ha
MEHUKbPa) 33 YCBOSABAHE M Pa3BUTUE Ha KNHOUYOBM KOMYHUKALMOHHN YMEHUS:

® VYnpaB/ieHMe Ha BPeMETO;
® Pabora c npoayktn Ha Microsoft Office;
® PaboTa C MHTEPHET U COLMANHU MPEKMU;

® (ObyyeHusn, cBbP3aHU C ocbllecTBaBaHe Ha P geltHocTw.

OT KN0YOBO 3Ha4YeHue ca 0byyeHmnaTa 3a:

e OBnagsABaHe Ha cnyXe6HUA eTUKET U AenoBaTta KyaTypa. BaxkHo e ga ce obpblua
BHMMaHME Ha c/le4HUTE BbMNPOCHK:
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KakBa e KynTypaTa Ha cnyKebHUTe OTHOWeHMA? — 6asupa ce Ha obww
cnofeneHu LEeHHOCTU M eKMMNHOCT B paboTaTa.

KakbB e pe4yeBuAaT €TUKET? - Cna3BaT /1M Ce OCHOBHUTE npegnmncaHnA 3a peyesu
€TUKET, aKo MMa TakmBa?

CnasBa nu ce Tel'led)OHHMﬂT €TUKET? - cna3BaT /M CE OCHOBHUTE npegnmncaHnA
34 Tel'le(I)OHeH €TUKET, aKO UMa TakmBa?

CnasBart /1M ce NpaBu/iaTa 3a NocpellaHe Ha noceTuTenuTe B opuca?

CnasBaT /M Ce U3NCKBAHWATA 33 KyATypa Ha NoBeAeHWe W BbHLIHOCT (4MCTO
obnekno, ymcta n opopmeHa Koca, 6aakose, eBeHTyanHO yHUbopmu u ap.)?

CnasBa /M ce NPUHLMNBT 32 6€3KOHGANKTHOCT?

® PewaBaHe Ha nNpobnemHU cUTyauuu npu B3aUMOALENCTBUETO C K/IMEHTa—
npean3BUKaHN OT 0COBEHOCTUTE Ha K/IMEHTa

Haiti-uectTute npobnemm u TPyAHOCTM NPU KOMYHUKAuuUTe C noTtpebutenute
0b6vKHOBEHO nonagart B ABe rpynu (Tabn.l).

TAB/INUA 1. TPYAHOCTU NPU KOMYHUKAUUATA MEXAY NOCETUTE/IUTE U KOHTAKTHUA NEPCOHAN

Hepeanucmql-m O4YaKBaHUA HA noceTuTena HeouyakBaHu Aetl)EKTVI /nponycuu npun
npeaoctaBAHe Ha ycayraTta

1) HeobocHoBaHO UCKaHe 1) YcnyraTa He e ,Ha/iM4HA”- HEe MOXKe Ja ce
2) WcKaHuWA B paspes C NOAUTUKUTE HA npeaocrasu

OopraHu3auuaTa 2) 3abaBeHo nNpegocTaBsAHE Ha ycayrata/ure
3) Henpuemnunso nosegeHMe Cnpsamo 3) Henpuemnwuea ycnyra/u

nepcoHana

4) HeapeKBaTHO CbCTOSIHME Ha MOCETUTENA
(nnaH, gpormpaH un np.)

5) HapyluaBaHe Ha coupmaaHn HOPMU Ha
nosegeHune

6) MoceTuTenu cbe cneundUUH HYKAM

L4 Hepeal'IVICTVI‘-IHVI OYaKkBaHWMA Ha noceTnTena

Hapg 75% oT peructpupaHute TpygHOCTM B KOMYHUKAUMWUTE Ce AOb/KaT He Ha
TeXHUYECKN, a Ha APYrM NPpUYnHU. Te ca CBbP3aHM C HEPeaNMCTUYHMUTE OYaKBaHMA Ha
KNMEHTUTE 3a NO/IlyY4aBaHe Ha AafeHa ycayra:

HeobocHoBaHO McKkaHe — KoraTo TUL, He morKe ga npepocTasu ycayrata uUam
KOraTo MOCeTUTEeNAT WM3UCKBA YycCayraTa M3BbH pPaboTHO Bpeme WAM W3BBH
npueTUTE HOPMM Ha nosepeHue, Hanpumep ,Mons, Wwe gonaeTe M C MeH Ao
obeKTa, Tbi1 KaTo ce cTpaxyBam Aa He ce n3ryba B HenosHaTuA rpaa”;
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NckaHMA B pa3pes3 C NONUTUKUTE Ha OpPraHU3auMATa — OYaKBaHUA, KOUTO He
MoraT ga ce M3MbJHAT, Tb KaTo BAM3aT B pa3pe3 ¢ HopmuTe 3a 6esonacHocT
WKW C APYrU HOPMATUBHM HOPMM, Hanpumep ,MN3BMHETE, TbiA KaTO YaKax Ab/ro
N ce U3HEepPBUX UCKaM Aa 3anans umrapa”;

Henpuemnneo noseaeHWe CNPAMO NEpPCcoHana — BCUYKM ClydYan Ha BepbanHo
M GU3NYECKO HAacUAME CNPAMO NepCcoHana;

HeapnekBaTHO CbCTOSAAHME HA NoceTuTens (MUAH, APOrnMpaH 1 Np.) — KoraTo TakbB
nocetuten snese B TUL, M HacTosBa 3a NOMOLL, Hanpumep, 3a A4a ce NPUABUKK
[OHAKbAE;

HapywaBaHe Ha couManHKU HOPMK Ha NOBeAEeHME — Cayyau, KoraTo nocetuten
Hapywasa obuyaMHaTa couManHa atmocdepa (Hanpumep, roBopu TBbLPAE
BMCOKO, Nee, NoACBMPKBaA A0KaTo ce Hamupa B TULL);

MoceTnutenn cbe cneundUUHU HYKAW — CNeLManHo OTHOLIEHWE WU noBeaeHue
KbM MNOCETUTENN C MCUXOIOTUYECKM W APYTU MEAUUMHCKM yBpEeXAaHuA,
roBopHu gedekTn u apyru.

® HeouakBaHu gedekTn /npoBanu Npu NpesocTaBaHe Ha ycayraTa

Bcekn gedeKT, nponyck Npu nNpeaocTaBAHETO Ha yc/ayra npeacTaBasBa Mo CblEecTBO
KOMYHUWKaLMOHEH ,, ToBap” 3a nepcoHana.

Ycnyrata He e ,HaNM4YHA”- HE MOXKe [a ce npepocTaBu. YecTo cTaBa Ayma 3a
ycnyra, KoaTo ce MpefocTaBA, HO B MOMEHTa He € Bb3MOXXHO, Hanpumep
nopagu CpuB B N1E€KTPOHHATa CUCTEMA

3abaBeHo npegocraBAHe Ha ycayrata — BCUYKKUM Chyd4an KOrato cCe Cb3aaBaTt
OonawKuy OT YaKalun noceTnuTenn

Henpuemnusa ycnyra/v — ycayra U3BbH CTaHAAPTa, HaNnpuUmep /IMNca Ha KapTu
Ha HAaceNeHOTO MACTO UM APYTU PeKNAaMHM MaTepuanm

NpeogonAsaHeTo Ha Te3n CUTyaL MK CTaBa Ypes o6yquV|e Ha nepcoHana

CvBertu:

® [lpepoTBpaTeTe NPEBPBLLAHETO HA JIOWMNTE CUTYALLMW B MO-10LWMK;

® [3nonssanTe Te3U nponyckun n npoAasete MHOBATUBHOCT U NMbBKABOCT.
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OCHOBHW HACOKM NPU PA3BUTUE HA KOMYHUKALMOHHUTE YMEHUA

KOMYHMKaUMOHHUTE YMEHUA, onpeaensam UAN0CTHOTO OTHOWEHME Ha 0OCayKBaLLmS
NepcoHan KbM MOCETUTENUTE Ce OCHOBABAT HA MOCOYEHUTE MNO-A0AY KpuTepum 3a
KauyecTBO, KOUTO C/iegBa Aa Ce Cna3BaT OT BCAKA OpraHM3auma, MsuAn0 opueHTUpaHa
KbM KAMEHTa, KakBaTo e n TULL:

e HapexxpHocT:

BuHarm I'Ipeﬁl,OCTaBﬂ[;iTe ycnyrata no eanH U Cbl Ha4YMNH, TaKa KaKTO CTe o6eu.|,anm Ha
KINEeHTa.

® EdukacHoCT:

YcTaHoBeTe KOHTAKT ¢ ouun ¢ nocetuTens ao 30 cek. cnes NpUcTUraHeTo My, nosapaBeTe
ro Bb3MOXHO Hali-6bp30. MNpeacraBeTe ce N M3N0A3BaTE UMETO CU, aKO e HeEoHXoANMO.
ObnacHeTe cb3ganarta ce cuTyauma (ako ce Hanara ga obcny)KBaTe W gpyr noceTuTen B
CbLLOTO Bpeme).

OTaenete eAHAaKBO BHUMAHUE M HA ABamaTa NOCETUTENN.

¢ [lpeseHTauus:

[0ob6po 06NEKNO M ANYHA XUTMEHA Ce O4YaKBaT NoO BCAKO Bpeme. [NacbT cneasa Aa
pa3KpuBa CNoKoeH NpodecmoHanm3bm 1 Aa Cb3aaBa OTHOLWEHUA Ha AoBepue.

® [podecnoHanusbm:

AKypaTHOCT 1M 3HaAHWe, KOM6VIHVIpaHVI C BHMMaHMNE KbM K/IMEHTA Ca B OCHOBATA Ha
I'IpOd)ECMOHaI'IVBMa N BPB3KUTE C KZINEHTA.

® J1i06e3HOCT M TaKT:

BuHarM ce oTHacsalTe KbM NOCETUTENA C YYTMBOCT WU TaKT. M3barsaitTe npekaneHa
dbamunmapHocT u HabnogasaiiTe peakuuATa Ha MNOCETUTENS Ha BallMA MOAXOA.
BnarogapeTe My 3a NOCELLEHMETO U IO YBEPETE, Y€ o OLLeHABATE.

® [bBKaBOCT M yA06CTBO:

Moka3BaiTe, Ye MOXeTe Aa HanmpaBuTe TOBA, KOETO Ce O4YaKBa OT BacC, AOPWU aKo
NCKaHaTa MHOOPMAUMOHHA ycayra e HeobuyanHa. MMomucneTe Kak moxeTe MAWN Aa
yAOBNETBOPUTE OYAKBAHETO WK A3 NPenoXKuUTe anTepHaTnea. MNonoxete ycunus aa
npeaocTaBuTe ycayraTa.
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e KomyHuKauumsa:

[pbXKTe nocetutennte MHGOPMMpPaAHM 3a TOBA, KOeTo 1 3acara. MHpopmupaiite rm B
Cly4yanm Ha 3aKbCHEHMA W NoAHeceTe M3BMHEHWMA 3a Cb3ZafeHuTe Heypo6CcTBa.
HakapaiiTte rv ga no4yBCTBaT, Ye CTe 3arpuXKeHM 3a TAXHOTO npexussasaHe. Cb3gaiiTe
Bpb3Ka 6e3 ga HaTpanHMYecTBO M KOMYHUKUPAWTE C ApYyrute CAyKUTeAu, 3a Jda
OCUTYPUTE HAZEKAHOCT Ha CbobLLEeHUATa.

e [losepue:

He obelaBaiTe TOBa, KOETO HE MOXKETE Aa U3NbAHUTE. bbaeTe UCKpeH/a n HanpaBeTe
AeWCTBUTENEeH ONUT Aa W3NbAHUTE O4yaKBaHMATA Ha nocetutenda. [lpocnegete
pe3ynTaTa, 3a Aa NOTBbPAUTE YA0BNETBOPEHOCTTA OT yC/yraTa.

® PasbupaHe Ha HyXXAUTE HA KIUEHTa:

HanpaseTe onuT ga pasbepeTe KaMeHTa M pasyeTeTe peakuumute my. OTNycHaT v B
KOM®OPT NN € KAMEHTBLT? U3rnexapa v HeTbpnenms nam obbpKaH? AKO ycTaHoBUTE
HeyBepeHOCT, 33J1aiTe BbMPOCK U O OTNYCHETe.

® BHMMaHwue:

CnepBa pa cre pobpe 3amo3HaT C HYKAMTE HA KAMEHTA WM Aa Oocurypute UAnaTa
HeobxoaMma MHPopMaums.

KOHmpO/'I HaG 83aUuMOOMHoweHuUAmMa Ha repcoHas1a c nocemumersiume

Habntoaasaite/ KOHTPOAMpPaNTe perynspHo (Mo Balla npeueHKa — MeceyHo UaKn Ha no-
rofiAm nepuog oT Bpeme) Aanu ce cnassaT YyCTaHOBEHUTE NpaBu/ia Ha BCUYKM eTanu oT
06CNY)XBAHETO Ha K/AWMeHTa — npeau npucTUraHe B AecTUHauMATa (AMCTaHUMOHHO
B3aMMoZeicTeme), npu nocpeuwiaHeto my B TULL, no Bpeme Ha o6CAy}KBaHETO M MpM
npocneaABalloTo B3aMMoOAEeNCTBME (aKo MMa TakoBa). [epuoanyHO peructpupaiiTe
pesynTaTMTe OT MPOBEPKUTE KaTo M3nonssate KOHTPOAHWM /INCTOBE 3a OLEHKa Ha
Cna3BaHeTo Ha npeanucaHusaTa no mogen (Tabn.2). BcekM MeHMOXbp npeueHssa
KO/IKO AeTalNHO (MO KaKBK MOKasaTenu) e pa3paboTn KOHTPONHUA NCTOBE.
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TABJIULIA 2. KOHTPOJIEH IUCT 3A KAYECTBO HA OBC/1Y}KBAHETO NMPU NOCPELWAHE HA KWEHTU (MOAEN)

CraHaapTtu/ npeanucaHua OA | HE | NMpuemnuso

MpeseHTayma:

[o6po 061eKN0 U NNYHA XUTMEHA

[nacoT paskpusa NnpodpecmMoHansbm 1 NpeansBMKBa LoBepue

YMeHuA 3a nocpelLaHe Ha KANEHTU:

- MHMUMMpPA Pa3roBop, NO34paBABaKN MbPBU BE3/INA KIUEHT;

- MPeKbCBa M3BbPLIBAHA B TO3M MOMEHT aAMMHUCTPATMBHA
paboTa M Haco4Ba LANOTO CU BHUMAHUE KbM K/IUEHT];

- un3cnywsa 6e3 npeKkbcBaHe KNMEHTA, 3a Aa pasbepe Hyxaute
my;

- noanomara c AOMbJAHUTENHU, HACOYBALLM BbMPOCU K/IUEHT],;

- He OTK/NOHABa BHUMAHMETO CU M He NPeKbCBaT pasroBopa C
KNMEeHTa, KoraTo TeledOoHBbT NO3BbHY;

- nobe3Ho OTKIOHABA ONUTU HAa APYTU KAWMEHTM Aa Haco4aT
BHUMaHMETO Ha CAyXUTeNa Kbm cebe cu, KaTo rM HacouBa KbM
cekumATa ¢ 6poluypu, peknamHu matepuanm unu gpyrage (no
npeueHka Ha TULL, Ho MACTOTO e NpeaBapUTENHO
onpeaeneHo)

- YCMUXBa CE U Ce AbPKM NPUATENCKY;

- MPUKIKOYBA pa3roBopa Cc yCMUBKa, KaTo 61arogapu 3a
NMoCeLLEeHNETO N KaHW KIMEHTA OTHOBO A3 NOCETU LEeHTbPa;

MEXAHU3MU U HACOKM 3A PA3BUTUE HA TbPTOBCKUTE YMEHUA

CneumanucrsT ,[Jeck peuenumMoHnUcT ” oTroBaps 3a npoaaxkbute n MHGOPMaUNOHHUTE
ycnyrn. OCHOBHUTE MY TbPrOBCKM 33a4bJ/IKEHMA Ca CBbP3aHM C Npogarkba Ha MecTHM
MapLUPyTH, KapTu, CYBEHMPWU, MECTHWU 3aHAATYMICKM NPOoAyKTM u apyrn. OT Hero ce
OYaKBa Aa OCbLLECTBABA NPOAAXK6A HA AONBAHUTENHWN MPOAYKTU C LEN NoBULIABAHE Ha
npuxoaute 3a TULL. ToBa ce noctMra u Yypes aKkTMBHa pe3epBaLMOHHA AEWHOCT Ha
TYPUCTUYECKM YCAYTU U NPOAYKTU. MocoyeHnTe 06CTOATENCTBA M3UCKBAT MHOMO A06po
No3HaBaHe Ha TYPUCTUYECKMS NPOAYKT, KAKTO U peauua MKOHOMUYECKM, COLMASHMU,
KYNTYPHU U APYTU XapaKTEPUCTUKM Ha CpeaaTa, a Taka CblLO U Ha PasIMYHUTE TUNOBE
KNMEHTU CbC cneundUUHUTE UM HYKAMN.

3a uenTa Hali-4ecTo NpuaaraHUTE MeXaHW3mMM 33 Pa3BUTUE HA TbProOBCKUTE YMEHMUS,
6asnpaHM Ha MHOro A06PO NO3HABaAHE HAa MYpPUCMUYECKUS NPOJYKM ca:

® npoBexgaHe Ha obyyeHue Ha nepcoHana Ha TULL 3a 3ano3HaBaHe ¢ TYPUCTUYECKUA
6U3HEeC B MACTOTO U PEFNOHa;
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rnoceuwjeHue Ha NPOU3BOAUTENUTE HA TYPUCTUYECKM YCIYTU C LieNl 3ano3HaBaHe CbC
CNeunanusnpaHnTe CbOPbKEHMA — ToBa oOcuUrypaeBa no-gobpu npopark6eHu
Bb3MOXHOCTU M NO-4,06pa NpoMOLMA OT CTPaHa Ha NepCcoHana;

compyOdHuyecmeo ¢ Opyeu THWL] B pervoHa 3a 3ano3HaBaHe C pPernmoHaNHuA
TYPUCTUYECKM MPOAYKT M CTUMYAMPaAHE Ha B3auMMHa (cross-promotion) npomouus
Ha TYpU3Ma B LLe/INA PErnoH;

oTnpaBsAHEe Ha MOKaHM KbM cbceaHu TULL ¢ uen 3ano3HaBaHETO MM C MECTHUSA
TYPUCTUYECKN NPOAYKT U U32parOaHe HO MpeXU 3ad cCompyoHuYyecmso B obnactra
Ha B3aMMHOTO NMPOMOTUPAHE;

nposexoaHe HA cbbumusd, opraHusnpaHn ot TULL No AMHMA Ha M3rpaxkaaHe Ha
MPEXKM B TYPM3Ma, U KOMOBUHMPAHETO MM CbC 3aN03HaBaHEe C MECTHUA NPOAYKT.

MexaHusmuTe 3a pPa3BnUTNE Ha TbLPIroBCKUTE YMEHWUA, 6a3mpaHM Ha MHOro ,u,06p0
NO3HaBaHE Ha pPa3/IMYHUTE Murioge KAueHmu ce ceexxaat ao:

MpoBexaaHe Ha 0OyyYyeHMA 3a YCBOABAHE HAa MEXHUKU 3a 8b3delicmeue BbpXy
K/MEHTa — BaXKHO e nepcoHansbT Ha TUL, aa e 0byyeH B KNHOYOBUTE TEXHMKM KaTo:

YMeHna 3a npeseHTMpaHe — Cb3faBaHe W npeAcTaBAHe Ha Bb3AeNCTBalm
npe3eHTaUMmM Ha OcCHoBaTa Ha A06pPO MO3HaBaHe Ha MPOAYKTa M OTYMTaNKK
cneunduyHUTE MHTEPECU Ha KAMeHTa (NOCTaBAT Ce aKUEHTM, CBbP3aHW C
KAMEHTCKUA UHTepec)

YmeHue 3a oBnagABaHe Ha obema ot VIHd)OpMaLI,VIﬂ, HeO6XOLI,MM 3a
B'b3£|,6[;1CTBVIe Had, KOHKpPETEH K/INEHT, I'IpMBE)Kﬂ,ai;IKM ro B CbOoTBETCTBHUE C
HETOBUTE HYXAMN,

M3nonssaHe Ha ¢aKTopuTe LLEHA M KayecTBO KaToO TeXHWKa 3a ybeguTenHo
Bb34ENCTBME BbBPXY BbB3NPUEMAHETO Ha MPOAYKTA, M3XOXKAAWKM OT TuUna
K/IMEHT, KOMUTO € npeg Bac (Tabn.3);

BogeHe Ha npoaaxkbeHuns pasroBop, U3BAUYANKM HEOBXoAMMaTa MHPOPMaLMUA
3a KAMEHTa C Uen npeasaraHe Ha ,HeroBata” ycnayra, BKAKOYUTENHO MO
OTHOLWIEHME Ha LeHa 1 KayecTso U ap.

MpoBexKaaHe Ha obyyYeHUs 3a 3an03HaBaHEe C OCHOBHUTE Muroee KaueHmu — ToBa
obyyeHMe M3MNCKBA M BNALEEHETO HA KOMYHUKALMOHHUTE YMEHUS 3a Bb3AencTBue
BbPXY KANEHTA.

PasnosHaBaHeTO Ha TUMa KAMEHT U aAeKBAaTHOTO My TPEeTUpaHe € 3a/10r 3a yCneuwHa

peannsauusa Ha busHeca (Tabn.3).
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TABJ/IMUA 3. TUNOBE NOCETUTE/IN U NOBEAEHUE HA NEPCOHANA

Tunose notpebutenu Ha ycayru

MNectenus (MKOHOMUCBALL) KIUEHT

enae fa makcMmunsnpa nosyyeHata
CTOMHOCT 3a pa3xoa Ha BpemMe, YCUIUA U
Mapu — YecTo TeCTBAT KOHKYPEHTHAaTa cMAa Ha
opraHM3aumaTa

ETUyeH kKnuneHr

YyBCTBa Ce MOPasIHO aHTraXKMpPaH Aa 3aKynyBa
YCNIYTY Ha onpeenieHa opraHu3aums

KnueHT, nepcoHanusupauy, ycnyrarta

TbpCK CUNHO MHAMBUAYANU3NPAHA yCayra —
Aa 6bae pa3nosHaT, NepcoHansbT 4a
pa3roBopsA C HEro, Aa My OKaxe
W3K/IOYMTENHO BHUMaAHMKE

Tbpcely, ya06CTBOTO KANEHT

ToW e npw Bac 3apaam yaobcTeoTo —
CnecTaBaHe Ha YCWIMA OT Heroea cTpaHa.
[oTOB € Aa 3aniaTtv 3a AOMbAHUTENHWN YCAYTU

NoBepeHue Ha nepcoHana

He ecybeme mo3u KaueHm | — ToBa MoXe Aa e
CUMMTOM — PaHHO NpeaynpeXKaeHue 3a
NnoTeHUMa Ha KOHKYpPEHTHa 3arsiaxa.
MpeanoxeTe My ycayra/nakeT Ha npuemnunea
3a Hero ueHal!

PaspaboTeTe n npednoxceme ycayaa/u,
opueHMUPAHa KbM 0b6WHOCMMA C Len
Cb3aBaHe Ha TaKMBa /IOA/IHU KJNEHTW.
Hanpumep, TYPUCTUUECKM MapLIPYT 3a
MECTHUTE KUTEAN UK 3a AeLaTa OT MecTHaTa
obuwHocCT 1 np.

bvOeme UHGOPMUPAHU 8b3MOXHO Hall-
MHO020 3a mos8a Koli e KnueHmbvm.
Mo3apaBeTe ro U ce 06pbLIANTE KbM HEFO
KaTo U3non3sate MUMeTo my. He ce
orpaHu4yaBaiiTe camo B c/yKebeH pasroBop —
HAKO/IKO AyMMU OT IMYEH XapaKTep e My
[AOCTaBAT YA0BO/CTBUE U LLE TO
npeapasnooKaT 3a MOKyMNKa Ha BaluTe
ycnyru

PasnosHalime mo3u KaueHm.

Mpednoxceme my Habop om AonbaHUMeNHU
ycnyau, U3TbKBalKK ,4e My cnecTABaTe Bpeme
W yCUAWA , HaNnpUMep NpeanoxKerte
€KCKyp30BO/ACKa yc/yra B NpernopbyaH oT Bac
06€eKT, noceleHne Ha 61M3bK PecTopaHT u
npouue.

KAK A NONTYYUM UHO®OPMALUA 3A KTUEHTA?

Yact oT MHPOpmMaumATa 3a KAMEHTA Ce NOoJly4yaBa NPU YCTaHOBABAHETO Ha KOHTAKT C
TULL — npu pernctpupaHe Ha KOHTaKTa (/IMYHU OaHHKM, 3anuTBaHMA M np.) B mHoro
cnyy4am obauye TaKMBa AaHHM JIUMCBAT M HAW-NECHUAT U 6bP3 HAauMH Aa ce MoJyYu
MHPopMaums e aa ce HabaLaBA BHUMATEIHO NOBEAEHMETO Ha rocTa, A4a Ce U3CNYLLBa
BHMMATE/IHO U Aa Ce 3343BaT AE/IMKATHO YTOYHABALLM BbMPOCHU.

e YCbBbPWEHCTBAHE HA YMEHUATA 3A PABOTA B UHAYCTPUATA HA
NPEXUBABAHUATA

B cTpemerk Aa ce NOCTUIHE OCHOBHATa LN — YAO0BNETBOPEH KAMEHT, Ype3 KayeCTBEHO
MHPOPMAUMOHHO 0b6CANyKBaHe, U KOHKYPEHTOCNOCOBHOCTTa,
NPEeBPBbLANKN BCEKU MOCETUTEN B /IOANEH KAWEHT, CeABa Aa Cé MUCIM 33 KpalHUsA

nosuwlaBaHe Ha
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NPOAYKT, a 3a MnNpexmBAHOTO OT

YA0BNETBOPEHUSA KINEHT.

HO HE MNnpoCTo 3a Yy4OOBNETBOPEHUA K/IUEHT,

BaKHO e fa ce O0TYMTa, Ye ce NPOAABaT He YCAyru, a NpexkmeasaHuA. KnMeHTuTe He cn
KynyBaT npocto o6uKofeH Typ B €MOUMOHANHO ¥
MCUXO/IOTMYECKO NPEXUBABAHE, CBbP3aHO C UCTOPMATA, KyNTypaTa M Hac/ieaCcTBOTO Ha

HaceneHoTo MACTo, a

ToBa MAcTO. Ta3m o0cobeHOCT M3WUCKBa cneumaneH ¢GOKyC BbpPXy AeMHOCTTa Ha
NHAYCTPUATA Ha NPEeXKNBABAHUATA, B KOATO TULL 3aema ocobeHo BaXKHO MACTO.

TUL, He npocTo nocpela ntobesHo U ¢ BHUMaHWe nocetutennte, TULL um npegnara
npexkmBABaHe. ToBa O3HA4YaBa HOB8a udeA 3a poaama Ha TULL 8 mypucmuveckama

UHOYCmpus.

EsontoumaTa Ha ponata Ha TULL oT MACTO, KbAETO ce ocbluecTBABa MHGOPMALMOHHA U
TYPUCTMYECKA AEMHOCT B MACTO, KbAETO Ce npeasara npexussBaHe e B OCHOBaTa Ha
HOBaTa MAes 3a MHAYCTPUATA Ha NpPeXKMBABaHMATA. TA ce OCHoBaBa Ha pasnuuuarta/
cneunduKmUTe Ha ycayrata U NPeXKMBABaHETO.

OTroBopuTe Ha BBMAPOCUTE 3a PA3IMUMATA MeXay YCayra U npexusasaHe p[asaT
OTroBop Ha Bbnpoca (Tabn.4) Kak TpsAbBa Aa ce npegnaraT ycayrute M nNpoayKTuTe B
TWL, 3a ga ce rapaHTMpa He3abpaBMMO NPEKUBSABAHE.

TABJINUA 4. PA3IU4UA MEXAY YCNYTA U NPEXXUBABAHE

U3mepeHus Ycnyra MpexxusasaHe
3a Koro e npegHasHayeHo? KnneHTun, nocetutenm lfoctn
Ko# s/ro ynpasnssa ? MeHuaxbp/ynpasuren JOoMaKuH

Kak ce ynpaBnsBsa?

Ko# s/ro npegocrasa?
KakBa e uenta Ha
npegocTtasAHe Ha ycayrata/
npexuBABaHeTO?

KakBo e BpemeTo 3a
npoun3BoACTBO?

KakBu ca HyxauTe?

KaKbB e XxapaKTepbT Ha
npeanaraHeTo?

Kakeu ca ¢pakTopuTe Ha
TbpCeHETO?

KakBu ca c1:o6pa>KevaTa 3a

CUTYPHOCT?

Ypes npasuna,
npeanucaHua, npoueaypu
MNepcoHan

KnneHTcKa ycayra

Mpn NnonckBaHe

3a40B0JIEHN HYXKAU Ha
KANeHTa

PyHKLMOHaNEH

[BUKeHU oT NnoTpebutens

CUrypHOCT Ha uenuTe u
npouecuTe

Kato Teatbp

AKTbOPCKM CbCTaB
MNpeacTtaBneHue

Mpe3 uAnoTo Bpeme Ha
notpebneHune (c MHOro ApebHU
M3HeHaau)

EmMoLMOHanHM 1 ncnxonoru-
YeCKM MpeKMBABaHMA

Ha npexunsasaHe

BoaeHn oT AomaKkuHa

CMprHOCT Ha CnoOmeHuTe

3a Aa ce nocTurHaTt cneumduKMTe Ha NPEKMBABAHETO, A Ce NPeasoXun Hesabpasum
NPOAYKT Ce M3UCKBAT Npeau BCUYKO UHOBAMUBHU M0OX00U WU NO-TOYHO MOAXOAM C
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u3non3eaHe Ha 6vobpaxceHuemo. A BbOOPaXKEHMETO ce MoAXpaHBa OT CAefHuTe
dakTopMU:

® W3rpaxaaHe Ha Ab/ATOCPOYHM B3aMMOLENCTBUA B TYPUCTUYECKATA AECTUHALMSA;
® [lapTHbOPCTBQ;

® BnpAraHe Ha KONEKTMBHM YycuMAMA 33 paspaboTBaHe W npepgjaraHe Ha
NpeXxunBsBaHUA.

Tesan daKTopu  oOCUrypaBaT CUHEPrUs  MeXAy TYPUCTUYECKUTE  aTpaKkuuu,
pa3paboTBaHeTO Ha nasapute U ,npumamiata” (bypkaHa c men). Te ca 6asaTa 3a
nposexxgaHe Ha OpaHAMHI, PEecneKkTMBHO U3paboTBaHe Ha pervoHaneH 6paHa, u
NpPemMmMHaBaHe OT MapKeTUHI Ha A3aAeHO TYPUCTUYECKO MACTO KbM MapKEeTUHr Ha
TYPUCTUYECKUTE NPEIKMUBABAHUS.

,KonekmusHama npusnekamenHocm” Ha TypuCTUYECKaTa AeCTMHALMA CTaBa KPUTUYHA
3@ MoCTUraHe Ha CTpaTernMyeckata uen 3a paspaboTBaHe W npegnaraHe Ha
YKM3HEYCTONYMB, KOHKYPEHTHOCNOCOBEH TYPUCTMUYECKM NPOAYKT. YNpaB/ieHWETO Ha
KOMIEKTUBHATa NPMB/IEKaTENHOCT U3MCKBA YMEHMUA 3a:

® AppecupaHe Ha acnekTW, KoUTo He ca obOeKT Ha fAoroBapsHe — NepcoHasHa
curypHoct n 6e3onacHocT;

e KanuTtanusupaHe Ha 406aBALMA CTOMHOCT GpaKTOp — AECTUHALMOHHUA UMUAOK;

® OdoKycupaHe BbPXYy MNPEKMBABAHETO — [OCTOMPMEMCTBO, Wrpa (M3HacAHe Ha
npeacraBieHue);

L4 CTpaTerMFI 3a ocurypAsaHe Ha yCTOl;'i‘-IVIBO n ABUXKEHO OT O6LL|,HOCTTa TYPUCTUYECKO
Pa3BUTUE,

YcnewHute gecTMHaumMm Hacousat BHUMaHUe Bbpxy paKTopuTte Ha:
® YO0BOJICTBME,;

® Hacnaaa;

® Bb3XULLEHKE;

® Bb3TOpr.

MNepcoHanbT Ha TULL TpabBa pga e obydeH 3a M3NbBJAHEHME HA HOBUTE POMU,
pasnpeaensavikn M Kato posvM MeXAy aKTbOpu B efHa MOoCTaHOBKa. BcAka pona e
cneumduyHa cnaaB OT YMEHUS — KOMYHMKAUMOHHW, TbProBCKM, MHGOPMALMOHHM,
AaHVUMALMOHHU N APYTW.
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o YMEHUA 3A USTPAXKAAHE HA KOPNOPATUBHA UAEHTUYHOCT HA
™My " HACbPYABAHE HA Cb3AABAHETO HA NAPTHbOPCTBA B
HAUUOHAJNTHATA MPEXA HA TUL

Cb30ABAHE HA YMEHUA 3A U3TPAXKOAHE HA KOPMOPATUBHA UOEHTUYHOCT HA TUL, B Bbarapua

KopnopatusHata ngeHTMUHOCT TpsibBa Aa npecb3gasa uanata punocodpus, LEHHOCTH
M ambuumm Ha TUL. Ta moxe Aa ce rpaguM 4ypes nepcoHana Ha TWL, koraTo
CNYXKUTENUTE U3M0/3BaT N0 NOAXOAALL HauYMH (A06POBONHO MK KAaTo YacT OT TeXHUTE
CNyKebHU 3aabkeHusa) cumsonuTe U apTedaktute Ha TUL, — noro, dpupmeHmn
yHUbOopmM, Tabenn n T. H., T. €. BCUYKM OCE3aeMU XapPaKTePUCTUKM, KOUTO rO NpaBsaT
YHWKaneH Ha GoHa Ha obwmTe CTaHAAPTH.

KopnopatMBHaTa MWAEHTUYHOCT BK/OYBA TPW OCHOBHM €NeMeHTa: KOoprnopaTUBEH
[N3aliH, KOPNopPaTMBHA KOMYHUKALUA M KOPNOPaTUBHO NoBeaeHMe.

N3eparcdaHe Ha KopriopamuseH ou3aliH Ha TUL|

3a n3rpakgaHe Ha KopnopaTueeH AnsaiH Ha TUL, npunaraiite cnegHoTo:

® Ygepere ce, 4ye Jsoroto Ha TUL e BM3yanuMsmMpaHoO Ha BCUYKM Baln HU3HeC
MmaTepuanm — BU3UTKKU, dupmeHn 6naHkM, CD 0610XKKU, SUPMEHU NIMKOBE,
PasANYHN O0dULMANHM AOKYMEHTU, aAMUHUCTPATUBHU NEYATHN MaTepuany;

® VYgepeTte ce, Yye noroto Ha TULL e BM3yannsmpaHO Ha BCUYKM BalM PeEKNAMHU
maTtepuanu — 6powypu, daaiepu, nevyaTtHn maTepuanu;

® VYgepeTe ce, ye noroto Ha TUL, e BU3yann3npaHo Ha BCMYKM BalLM NPeACTaBUTENHU
npoaykTn — oduumaneH yebcaiiT, Ha BCUYKM BallM LWAHAOBE; AUNIOMU, Harpaau,
dnarose, TpaHCNapaHTK; yKasaTeNHM Tabenm U NbTenokasaTenn, peknamuHu tabna,
HaAnNUCKM BbPXy aBTOMOOWMAW; CUCTEMM 33 MAEHTUPUKAUMA; ENEeKTPOHHMU
NPUNOXKEHUS;

® VYgepeTe ce, Yye noroto Ha TUL, e BM3yanM3MpaHO Ha BCMYKM BalWK NOAAPbBYHMU
NPOAYKTN — Pa3INYHU NOAAPBUYHN aPTUKYIM U ONaKOBKYK;

® YBepeTe Ce, Ye BCUYKM BaLLU CYKUTENN HOCAT GUpMeHa yHUPopma.

KopriopamueHa KoMyHUKayus

KopnopaTtMBHaTa KOMyHMKaLMA BKAKOYBA BPbH3KUTE C 0OLLECTBEHOCTTA M peKknamarta —
KaKTo Ha TULL KaTo LAN0, TaKa U Ha HEroBUTE NPOAYKTU U YCAYTW..

® YeTeTe peOBHO OT3UBUTE Ha KAMEHTUTE 3a Bac;
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L4 YBepeTe Ce, 4e BawaTa KopnopatnBHa MOAEHTUYHOCT € OPUEHTUPAHA KbM K/IMEHTA,

L4 O6preTe BHWMaHWE, 4e TA Tpﬂ6Ba Aa € KOHCepBaTMBHA KbM 6M3HEeC KANEHTU U
3abaBHa u ¢ npmueanyvalin UBeToBE 3a KpaﬁHM I'IOTpe6MTefIM, 0CO6EHO 3a KNMEHTU C

Aeua;

L4 C'b3,ﬂ,aﬁTe CN NMUCMeHa CTpaTerna KakK Ada WU3MnoJsi3BaTe BalwlaTa KOPMopaTuBHA
NOAEHTUYHOCT.

® JloKymeHTUpalTe Kora M Kak Aa 6baaT WM3NOoN3BaHU pPeKNaMHUTE maTepuanu,
nsobpaxkeHua, fiora U penpoaykumMm Mnpyv NPOMOTUMPAHETO M NpPeacTaBAHETO Ha
Bawwua TULL. MocnegoBaTenHoCTTa LWie BM NOMOrHe Aa ce u3berHaT MnorpeLuHu
Tb/IKyBaHUSA;

e OpraHusnpanTe perynspHo cpeLm CbC CAYXUTENNUTE U NAPTHLOPUTE CU 33 Npernes,
Ha BallaTa KOPMOPATMBHA WMAEHTUYHOCT, 33 Aa Ce yBepeTe, Ye TS BCe owe e
noaxoAawa n epeKkTBHa.

KoprnopamueHo nosedeHue

KopnopaTnBHOTO noBeAeHMe e KPUTUYHO BaXKHO 33 U3rpakAaHeTo Ha KopnopaTuBHaTa
NMAEHTUYHOCT. TO BK/IIOYBA LEHHOCTUTE Ha PUPMaATa U Ha HEMHUTE CAYKUTENN, KAKTO U
MOPAJIHUTE U COLMAJIHN HOPMU, KOUTO Te ciedBaT 1 NpeacTaBaT nybanyHo.

® VYBeperTe Ce, Ye CTe 3an03HaAN HOBUTE CU CAYKUTENN C MUCUATA M BM3UATA Ha TULL;

® Bk/oyBalTe CAYKUTENUTE M MAPTHLOPUTE CM B MONYAAPU3MPAHETO HA BallaTa
MUCUSA;

® BuHarM Korato Haemare C/NyXUTeNW, UM 3aZaBaliTe BbNPOCA KaK Te CU NpeAacTaBaT
edMKacHOTO ¢YHKUMOHUpaHe Ha TUL, n aHKeTMpaWTe cayxutenuTe cu, 33 A3
pasbepeTe KaKBO CMATAT Te 33 BaLWETO Pa3BUTHE;

® QOpraHusupaiTe bpenHcTopMUHr (Brainstorming) cbc caykutenute 3a UAEN KaKBu
MaTepuann aa BKAKYMUTE, KOUTO Aa OTPa3ABaT BallaTa KOPNopaTMBHA UAEHTUYHOCT
M KbE M KaK Aa r'v pasnpocTpaHsBaTe;

HACBbPYABAHE HA Cb3[0ABAHETO HA MAPTHbOPCTBA B HALLMOHATHATA MPEXA HA TUL],
HacbpyaBaHeTo Ha Cb34aBaHETO Ha MapTHboOpPCTBA B HaumoHanHaTa mpexxa Ha TUL,

cnegBa Aa Ce oCbllecTBABa Ypes3:

MapmHeopcmea Ha eceku TUL c dpyaume TUL om mpexcama

® KomaHauposanTe cnyxkuten Ha TUL, 3a yvactme B HAUMOHA/NIHW U PErvOHANHU
nsnoxkeHma B bvarapua, gopm n cammar TULL ga He yyacTea B TAX;
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o KomaHauposaiiTe cnyxuten Ha TULL 3a obmaHa Ha onuT B gpyrmn TUL, B cTpaHaTa;

® BsemanTe yyacTue B exxerogHata cpewa Ha TUL, oT mpexaTa;

® [loKaHeTe cayxxutenm ot gpyrute TUL, aa roctysaT npu Bac ¢ uen obmsiHa Ha onuT;
® OpraHusnpanTe Balle rocTyBaHe C Npe3eHTauum Ha NapTHbopckn TULL oT mpekaTa;
® [lpenoctaBAnTe 4OMAKUMHCTBO 3a rocTyBaHe ¢ npeseHTaumn Ha TUL, oT mperkaTa.

[MapmHbopcmea ¢ 06pazosamesiHU UHCMUMYyUUU U op2aHU3upaHe Ha obpazosamesHu
npoz2pamu

® [lnaHupaiiTe noHe 3 obpasoBaTe/siHW Kypca npe3 roguHata — Mo eauH 3a
TyponepaTopu, XOTE/IMEPU U CTYAEHTU U YYEHULY;

® HanpaseTe Nporpama Ha KypcoBeTe, KOATO Aa BKAHOYBA MUHMMYM: NpeacTaBAHe Ha
AeliHocTtTa Ha TUL, HOBM NPOAYKTU M yCAyrM U ob6CbXaaHe Ha Bb3MOXHOCTUTE 3a
CbTPYAHUYECTBO;

® (Cb3gaiiTe perncTbp Ha npoBeaeHMTe 0b6pa3oBaTe/IHM KypcOBE, KOMTO BK/OYBA
MWHMMYM AaTa Ha NPOBEXKAAHE Ha Kypca, 3a KOro e NnpeAHa3HayeH 1 Nporpama;

e TUL, B ronemuTe rpagose cienBa Aa MHMLMMPAT NAPTHLOPCTBA C BMCLUM y4ebHM
3aBefieHnA, KbAETo ce Npenosasa TYpM3bm 3a 0byyeHue Ha cayutenmn Ha TUL;

® [logaobp:KanTe obpaTHa BpPb3Ka KATO M3Mpawate peryaapHo HOBMHM Ha TUL, ot
Mpe’KaTa- Ypes exxemeceyeH eNeKTPOHEH BoNeTuHY;

e QOpraHuM3supanTe KPbIM Macu MO aKTyasHuM npobnemu 3a [AecTMHauuATa Ha
cboTBeTHMA TULL.

9 Bb3MOXKHOCTHU 3A NMPEOAONABAHE HA MPUTECHEHUETO OT
PABOTA C HOBUTE TEXHONOTUN U HACBbPYABAHE HA U3MO/N3BAHETO
UM B EXXEQHEBHUTE OEMHOCTH

CvBpemeHHuaT TUL, cnepBa Aa BKAOYBA paboTa C Pas3/IMYHN TEXHOIOTMYHM KaTo:

® MeaniHKU CTeHU — meduMiAiHaTa CTeHa 3aema LUfanaTa Ab/KMHA Ha efHaTta cTpaHa Ha
obeKTa M ce M3NON3Ba, 33 Aa Ce MOKa3BaT U peKkAamMmpaT CbbUTUA U NPOAYKTU B
AeCTUHaumMATa. HelHaTa rosieMMHa W aTPaKTMBHOCT MNPMBAMYA BHMMAHMETO Ha
TYpPUCTUTE — Te TPYAHO b1xa A npeHebperHanu

® (O6MmeH Ha nHbopmauma B peanHo Bpeme (Twitter Feeds) — eaHO OT NpuNoXKeHUATa
Ha COLMANHUTE MpPEXM, KOeTO No3Bo/IfiBa OOMEH Ha AaHHWM U CHUMKW B pPeasiHO

Crp. 18

Cxema 3a 6e3sbamesgHa ¢uHaHcoBa nomow, BG 161P0001/3.3-01/2008 ,Moakpena 3a edeKkTMBEH HaLMOHANEH MapKEeTUHr Ha
TYPUCTUYECKMA NPOAYKT U nogobpsasaHe Ha MHPopmauMoHHOTO obcnyskeaHe” no gorosop NeBG161P0001/3.3-01/2008/001-07 3a
NpoeKT “Cb3aaBaHe Ha MpeXKa OT TYPUCTUYECKM MHOOPMALMOHHM LeHTpoBse (TUL,), dyHKLMOHMPALLA Bb3 OCHOBA HA eANHHM CTaHAAPTK”



Bpeme. MHPopmauuA B peasHO Bpeme ce u3nbysa B TUL, Ha eKpaHW, MOHTUPAHU Ha
CTEHWUTE, KaTO BCEKM €KPaH HOCKM NOCNaHNA He camo OT caiTa Ha TUL, Ho cblo 1 oT
MECTHUA TYPUCTUUYECKM BU3HEC N KYNTYPHU LEeHTPOBE B PETMOHA;

® MOHUTOPU Ha pPa3MONOXKEHWEe Ha MNoceTUTeNUTe — Ha pPasno/IoKeHWe Ha
NoceTUTeNNTE Ce MPeAOCTaBAT HACTO/IHM KOMMIOTPM, 3@ Ja TbpPCAT camu
HeobxoamMmaTa UM MHPopMaLns;

® |IHTepaKTMBHM Tabna — TOBa € TEXHONOrMYHO NPWU/IONKEHME, KOETO Momara Ha
nocetTutennTe Aa TbpcaT WHbOpMauma no 3abaBeH M  UHTEPEeCeH HauuH.
MHTepaKTUBHA KapTa, KOATO 4Ype3 M3MO0/i3BaHE Ha CbOTBETHUA KETOH (3a xoTen,
PEeCTOPaHT) MOCTAaBEH BbPXY HEA NOKa3Ba Ha NOTpebutenmte MecTtononoXeHNeTo Ha
obekTUTe OT M3bpaHaTa KaTeropus. O6XBaTbT Ha TbPCEHETO Ce peryavpa 4ypes
eToHa. Ta3u MHTepaKTMBHA KapTa fAaBa Bb3MOMHOCT W 3a pasneyaTBaHe Ha
MHbOPMALMA Ha KeNaHUA OT KANEHTa 06eKT UK ycnyra;

® Pabota B napTHbOpPcTBO Cc Google n Apyrn OHNAMH KaHanu 3a AUCTPUOYUMA Ha
MHPoOpMaLuMA — LenTa e Aa ce rapaHTMpa Ha noTpebutenute, ye TypucTMYecKaTta
MHPOPMaLMA ce M3NON3BA B CbYeTaHME C HAW-MHOMO MPWUAOMKEHUSA 3a aKTyasiHU
KapTW M MEeCTOHaxoXKAeHMA Ha yebcaliTa, KOUTO MoraT Aa ce NoN3BaT AUPEKTHO Ha
notpebutencknte cmapt TenedoHu, Ypes cneumnanHn NPUIOKEHUs 3a CBaNsHE;

® [logaobp:KaHe Ha cobcTBeH 6a0r OT CTpaHa Ha nepcoHana Ha TUL, — uenTa e ga ce
Cb34a4aT YC/0BUA 3@ pearnpaHe B peasHO BPEME Ha OHJMalH 3anuTBaHMA 4ypes
Bb3MOXXHOCTUTE, KOWUTO NpPefoCTaBA couManHata mpexka. Korato nocetutenute
nybAnMKyBaT oOTpuuaTeNHM OT3MBM (N0 Bpeme Ha WKW cnep, MOocCelLeHune),
CNYKUTENUTE HAa MHOOPMALMOHHUTE LEHTPOBE MMAT Bb3MOXHOCT Aa pearupar
BeAHara Ha onJjiakBaHeTo.

Bce NnO-WKMNPOKOTO  pPa3npoCTpaHeHne Ha CbBpeMEHHUTE  TexXHONOIrMnm Ccpen
noceTuTennTe Hanarart HeO6XOp,VIMOCTTa OT HacbpyaBaHe Ha cayxutennte Ha TUL, 3a
M3MNON3BAHETO MM B eXXeJHeBHAaTa pa60Ta Ha UEeHTbPaA.

BnarogapeHre Ha HOBUTE KOMMIOTbPHM TEXHO/IOTMM B OPUCUTE Ce CrecTaBa MHOro
BpEME M Ce yBe/n4yaBa Npou3BoAMTENHOCTTa. HOo TOBa He 03HauyaBa, Ye CAyXKUTenuTe
fia 6bAaT 3an03HaTU M Aa ce CNPaBAT IECHO C TAX.

3a Aa morat aa pasbepart npeanmMcTBaTa Ha HOBUTE MHPOPMALMOHHM TEXHOIOMMK, Aa
nNpeofonieaT CTPaxoBeTe CM M Oa Ce Bb3NOA3BAaT OT TEXHWUTE Bb3MOXHOCTM Ha
paboTHOTO ¢ MmsACTO, cayxutenute Ha TUL TpsbBa aa 6baaT Aobpe obyyeHu U
MOTMBMPaHM 3a paboTa C TAX, Cie[Baliku Nopeamua oT CTbIKKU:
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® Bkawuyete CNyxXutenun cn B npouecCa Ha B3emaHe Ha peleHnA

Ba*kHO ga BKAOUUTE cnyxutenute Cn B npoueca Ha B3eMaHe Ha pelweHnA, 3aloToO Taka
TE We Ce 4yBCTBaT, 4e AONPUHACAT 3a NO/NI0KNTENTHA NPOMAHA B pa60THaTa cpega.

NHdopmupaiite rv 3a npobiemuTte U/MAn orpaHUYEHUATa, CBbP3aHM C U3MON3BaHUTE
TEXHOJIOTMYHN METOAMN, N UM MOCOYETE KaK M3N0/A3BaHETO Ha eAHa HOBa TeXHONOrUsA
MO’Ke A3 NMOMOrHe 33 pellaBaHeTo Ha Te3u npobaemun 1 ga nognomorHe paboTtaTta Ha
BCEKM, 33 4@ NPOTUYA TA MHOTO MO- FAAKO.

YcTaHoBABaWTE HenpekbcHaTa 06paTHa BPb3Ka CbC CAYKUTENUTE CM BbB BpPb3Ka C
M3MON3BAaHETO Ha HOBWUTE TexHonoruu. Korato ce MHTepecyBaTe 3a MHEHWETO Ha
CNYKUTENNTE, KaK Te Bb3NPUemaT PasIMYHUTE TEXHOIOTMYHN Bb3MOXKHOCTK, TOraBga Te
YyyBCTBaT, Ye moraT Aa AoNnpuHecaT 3a NnogobpsaBaHe Ha ceralwHaTa CUTyauus U ToBa M
Kapa 4a ce Bb3MpMeMmarT KaTo 4acT OT NpoLeca Ha B3emaHe Ha peweHus. Korato sawwuTte
CNYMKUTENIN OCb3HaBaT, Ye TEXHUTE MHEHUA Ca OT 3HaYeHne, Te CTaBaT Mo-aHraXKMpPaHu
M NO-CK/NIOHHW [1a Bb3NPUEMAT HOBUTE TEXHO/IOTUMU.

® [lpoabakaBalwo obyyeHne n obpaTHa Bpb3Ka

Cnen, KaTo B3emeTe peweHne, KoA HOBa TeEXHOOMMA Aa W3Nona3BaTe, YBEPETE
CAyxXutenumte cun, 4e e MM ocurypasate noCtoAHHa NOMoOL, U NodKpena, 3a Aa MmoraTt
TE Oa Ce 4yBCTBAT KOMd)OpTHO M da ce CNpaBAT C pa60TaTa C HeA.

Mpy BHeAPABAHETO Ha HOBM TEXHO/IOTMM OOMKHOBEHO OpraHM3aumATa, OT KOATO ce
3aKynyBaT/ KOATO M BHeApsABa OCUIypaBa BbBexKaawo obydeHue. ToBa MoxKe Aa
M3rnexpa Kato [O0CTaTbyHO Oby4yeHWe, HO HemnpekbcHaTo obyyeHMe B X04a Ha
paboTaTa € MHOro Mo-noAe3HO 33 BCMYKM WM MOMara Ha BaWWUTe CAYXUTEAU Ja
npeosonesT NpUTecHeHWeTo oT paboTa C HOBUTE TEXHONOTUMN.

OpraHusupaiiTe peaoBHM nocnedsallM obydyeHus, cnepn BbBeXAaloTo, 3a A3
NPOBEPUTE KaK Ce CMPaBAT BaLlIUTE CAYKUTENN.

CnyXutenute wWe ce 4YyBCTBAT MOOLWPEHM W MNO-aHra*kKMpaHu, Korato ycewat, ye
ynpasutenat ru nogkpena Ha 100%. OcBegomsaBaliTe ce NOCTOAHHO KaK CAyXuTenuTe
BM Ce YyBCTBAT C M3MOA3BAHETO HA HOBUTE TEXHO/OMMM, KaTo noaabprKaTe
HenpeKkbcHaTa obpaTHa Bpb3Ka C TAX. TOBA Lie MOMOrHe Aa Ce YCTaHOBM MO-CUIHO
posepue u KomyHmnkaumua s TULL.

° MOTMBMpaVITe CNNYXKUTENNTE, KOUTO Ca CKZIOHHW O3 M3MNONA3BAT HOBUTE TEXHO/ZIOTMU
Aa NoOMaraTt Ha CBOUTe KoJiern

HAKou cnyutenu ce NpoTMBONOCTABAT NOBeYe Ha NPOMAHATA OT Apyru. Te NpocTo He
MCKaT Aa ce OTKaKaT OT pyTMHATA, OT TOBa, KOETO UM € U3BECTHO.

Ctp. 20
Cxema 3a 6e3sbamesgHa ¢uHaHcoBa nomow, BG 161P0001/3.3-01/2008 ,Moakpena 3a edeKkTMBEH HaLMOHANEH MapKEeTUHr Ha
TYPUCTUYECKMA NPOAYKT U nogobpsasaHe Ha MHPopmauMoHHOTO obcnyskeaHe” no gorosop NeBG161P0001/3.3-01/2008/001-07 3a
NpoeKT “Cb3aaBaHe Ha MpeXKa OT TYPUCTUYECKM MHOOPMALMOHHM LeHTpoBse (TUL,), dyHKLMOHMPALLA Bb3 OCHOBA HA eANHHM CTaHAAPTK”



Onpep,eneTe KOn OT cCcayxutenmte BWU Bb3npunematr HOBUTE TEXHONOIMN U TU
MOTVIBVIpal‘/'ITe Aa NMOMOTHAaT Ha Teé3n, KOUTO U3NUTBAT TPYAHOCTMU.

MoxeTe pa MOTUBUPA C Pas/INYHU d)MHaHCOBM n Hed)MHaHCOBM CTUMYIN KaTo
6e3nnaTHU €KCRYp3nKn, HaCtaBHMYe€CTBO B CEKTOP NO TEXEH M360p nap.

Korato motmsmpate cnyutenmTte cu Aa nomarat Ha gpyrute B oduca, ToBa JONpPUHACS
He camo 3a 0by4eHMeTO MO HOBUTE TEXHONOrMM, HO HacbpyaBa BCUMYKU ga paboTtart
€KUMNHO 3a nocTuraHe Ha obwuTe uenun Ha TUL,.

Crp. 21

Cxema 3a 6e3sbamesgHa ¢uHaHcoBa nomow, BG 161P0001/3.3-01/2008 ,Moakpena 3a edeKkTMBEH HaLMOHANEH MapKEeTUHr Ha
TYPUCTUYECKMA NPOAYKT U nogobpsasaHe Ha MHPopmauMoHHOTO obcnyskeaHe” no gorosop NeBG161P0001/3.3-01/2008/001-07 3a
npoekT “Cb3gaBaHe Ha MpeKa OT TYPUCTUYECKM nHbOopMaUMOoHHK LeHTpose (TUL,), dyHKLMOoHMpaLLa Bb3 OCHOBA HA eAUHHM cTaHaapTH”



