OAKYINTET ,,OBLLUECTBEHO 3[PABE*
HEHTDHP 3A TUCTAHIHUMOHHO OBYYEHUE

a MEANINHCKA YHUBEPCUTET - IIVIEBEH

Nexuuma Ne IV - 3

YINPABJIEHUVNE HA KAYECTBOTO
HA S3APABHUTE N'PNXXWM - yacTt 1
CblLHOCT, UBMEepPeHMA, Kputepumun, moaenm

3a ducmaHUyuUuoOHHa camorio020moekKa no ,,YnpaesieHue Ha
30pasHuUmMe 2puXxu“ 3a cmyodeHmu om crneyuasiHocm
,,YnpaesieHue Ha 30pasHume 2puxu“— OKC , bakanaebp“

Aou. a-p N'eHa NpbHuYaposa, A.M.



B Ta3n nekuusa:

1. BbBeaeHue

2. OnpepeneHnsa n namMepeHunst Ha NOHSATUETO
,KayeCTBO Ha 34paBHaTa nomouyl' .

3. I3MepeHnsa Ha KayecTBOTO Ha 3[paBHaTa
MOMOLL,.

4. Knacnpukaums Ha KputepmnuTte 3a Ka4ecTBo Ha
3/lpaBHaTa nomotLy

5.KoHUenunn 3a Ka4yecTtBoTO Ha 34paBHaTa
MOMOLL,.

5.1. KoHuenuunsa Ha [loHabeanaH

5.2. KoHuenuua Ha Makcyen

5.3. KoHuenuua Ha C30

2 13.4.2020 .
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[OMBbJIHEHU OT U UHTErpmpaHu cbe
CbllEeCTBYBallUTEe CTpaTermyeckmu
MHUUMaTmBemn, bnuxa nMmanm Ham-rosismMo
B/IUSIHNE BbpPXY pe3ysiTaTtute oT
NENHOCTTa Ha TeXHUTe 3paBHUN CUCTEMMU.

13.4.2020 r.



w

MOBULL D 1C 0\ s]0Js C

pecypcu He MoraTt caMu no cebe cu aa ce
TpaHCcopMMpaT BbB BUCOKOKAYECTBEHA
3/lpaBHa NOMOLL, KOATO nonynaunmte u
MHAUBUAUTE C NpaBoO o4vyaksBaT. ETo 3aLlo0,
HAUYMHDBT Ha NpeaocTaBaAHe Ha 34ApaBHMU

rPXU NpnaobmBa U3KIHOUUTENHA BaXXHOCT.
5

13.4.2020 r.



3/1IPaBHUTE CUCTEMU KbM NMpeaocTtaBsHe U
nogobpsiBaHe Ha KAa4YeCTBOTO Ha 34ApaBHUTE
rPVXM MMa yHaamMeHTasIHO 3Ha4YeHue 3a
Hanpeabka U YOOBNETBOPSBAHETO Ha
OYaKBaHUSATA, KaKTO Ha HaceneHneTo, Taka U

Ha 3apaBHUTE paboTHULUMN.
6
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~ crnocobHocT [a 3a40B0oMsBa 3paBHUTE

noTpebHOCTM Ha XopaTa.
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6bae B LUeHTbpa Ha BHUMMAHUETO Ha
Npon3BOAUTENNTE N KyNMyBaynUTe Ha

MEANLUMNHCKA NnomMoLwy, sapaBHUTE MEHNOXDBPU

M Ha XoparTa.
8

13.4.2020 r.



4 a
' -

M

MEeHUOXXbpW MOraT Aa Bb3AEeNCTBAT BbpPXY
NoTEHUMANHUTE K/IMEHTU, KAaTO HacouaT
TexHust n36op KbM onpeaeneHu
M3BBbPLUNTENN OT 34pPAaBHUTE 3aBeaeHns 3a
M3BbHOONHMYHA N 6ONTHMYHA MOMOLL,.
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- ™

npobsieMmnte Ha Ka4yeCcTBOTO M MOCTUraHETOo

Ha MO3UTUBHA NPOMSHA B 3ApPAaBHUTE
pe3ysiTaTu - MegUUMHCKa KBaJZIUTOJI0OIrus
(oT TepMUHa ,quality” - kadecTBoO.

10 13.4.2020 r.



nv m

Xc
Taka M OT CTpaHa Ha noTpebuTens;

= Habnoanasa ce MHPOpMaLMOHHA acUMeTpus
BbB B3aMMOOTHOLLUEHUATA MeXAy Npon3BoaAnNTESN
n nortpebwuten;

= TbpCEHETO Ha 3ApaBHU YCAYIM NPUHLUMHO €
no nNpuHyaa.

11

A [
J1 4
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AYKTa |

Cb3[laBaHETO Ha NpoAYKTa;

= NAIMa OTHOCUTEJIeH XapaKTep -
CbMNOCTAaB4 Ce C HAKaKbB eTa/ioH Ha 6a3aTa
Ha CpaBHSABaHe WM U3MEPBAHE;
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NnQC

TOYKM Ha NauMeHTa C HEeroBuUTe XXenaHna u
31paBHUTE NPOPECUOHATNCTU C TEXHUTE
no3HaHua n onnt. KpanHaTa uen e ga ce
NOCTUIHE ONTMMaIHO peLleHune,

YAOBJIETBOPABALLO U ABETE CTPaAHMW.
13

13.4.2020 r.
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Bcaka npeanpueMaHa MHUUMATUBA 3a
nonobpsiBaHe Ha Ka4eCcTBOTO U pe3y/iTaTuTe
B 34paBHNUTE AeNHOCTU TpsbBa Aa 3anoyBa C
N3SICHABAHE Ha MOHATUETO , KayecTBo' . be3s
TOBa € HEBB3MOXHO Aa ce noabupat
NMHTEPBEHLUMUTE N MEPKUTE 3a NoaobpsaBaHe
Ha pe3yfsiTaTuTe.

CobllecTByBaT MHOIMo onpeaeneHns Ha
NOHATUETO ,,KQYeCcTBO'", U3MNOJSI3BAHMU 3a
3/lpaBHaTa NoMoLl N 34paBHUTE CUCTEMMW.

1 5 13.4.2020 .



y

oadpirvy = YV / /1 V v / aricC rnad

MakcumasiHu pe3ysrati 6e3 reHepupaHe Ha
3paBHU PUCKOBE MUJIN HEHYXXHUN Pa3xXosu.

16 13.4.2020 r.



2.2. B Okcgpopackmns peyHuk (1988)
KayecTBOTO € OrpefesieHo KaTto ,,CTeNeH uiu
Kareropus Ha oT/IN4YHOTO" U TOBAa
orpesesieHne e LLIMPpoKO Bb3MPUETO.

2.3. AMepukaHckarta areHumns 3a
n3cseBaHusi Ha 3/paBHaTta MnoMolLl
oripe/iesisi Ka4ecTtBOTO Karto ,,CTElNeHTa, B
KOSITO 31paBHUTE YC/1YIrv 3a MHANBUANTE U
obLHOCTUTE NMoBULLIABAT BEPOSTHOCTTA 343
XKeJIaHW 3/4paBHU pe3ysiTaTu U CbOTBETCTBAT
Ha CbBPEMEHHOTO HUBO Ha NMpPoGeCUOHAaTHHN
[MO3HaHUs".

17 13.4.2020 .



Bb
ycroBus.”

2.5. AmMepukaHckarta llporpama 3a 34paBHa
akpeauTaumns oripeaesia KayecrtBoTo Karto
,CTEINEHTA, B KOSITO NMOTpebUTE/IUTE NOoCTUraT
yCcriex OTHOCHO )XeJlaH 34paBeH pe3yarart”.
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BCUUKKM YYACTHMUM B 3 paBHUSA NpoLEeC;
- 1OKa3BaT eqheKTMBHO N paLMOHaJIHO

M3rosiI3BaHe Ha PecypcUTe;
- oCUrypsiBaT BUCOKO HMBO Ha yAOBJIETBOPEHOCT

N CaMoydyBCTBHNE Ha NMalUNneHTnTe.

19 13.4.2020 r.



- KayecTBOTO, B NOBEYETO OT NOCOYEHUTE AO0TYK
NPpUCbCTBAT 06LM NOCTAHOBKMN, KOUTO MNO3BOISABAT
na ce Hanpasu crieaHoTo obobuleHune:

20 13.4.2020 r.



KauyecTrBOTO Ha 34paBHaTa nomMoLy e
CbBKYINHOCT OT Npu13HaLH, yC/I0BUSI U CBOUCTBA
Ha gafgeH npoayKT, npouyegypa naun ycsayra,
Mn3nosi3BaHM B npoyeca Ha npegocraBssHe Ha
3a4paBHa NMOMOLY H 3a40BOoJisABalyn U3LSIJTIO NJTN
HagXBbpJ/IsilUN odYaKBaHUSAATa Ha onpegesieHa
rpyna auya nianm nHagnBuagyasieH rnayneHT.

AKLIEHTBT € BbpXYy npeaBapuTesiHuTe
OYaKBaHMSA U NOCTaBEeHUTE U3UCKBaAHUSA, KOUTO
cneaBa ga 6baaTt M3NbJIHEHU, 3@ Aa MMA KAyecTBo.

Boaella e ponaTa Ha norpeéburensa KaTo
daKTop 3a oueHKaTa Ha KayecTBOTO.

2 1 13.4.2020 .



’ ‘
MOCTUrHaT Haki-6/1aronpuaTHUTe KpanHm
pe3ysTarTty OT rniegHa Touyka Ha

6asiaHCMpaHOTO cbYeTaBaHe Ha
paKkTopuTe Ha pUCKa M rNoJsi3muTe.

22 13.4.2020 r.
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34ApaBHaTa nomoul Tpsabsa aa 6bvae:

24 13.4.2020 r.



= e¢gpukacHa (efficient), T.e.
npeaocTaBsHETO Ha 34paBHUTE yCnyrun aa
6bae No Ha4YMH, KOMTO MaKCMMann3npa
PA3yMHOTO M3MoJsi3BaHe U n3bdarea
NpaxoCBaHETO Ha pecypcuTe;
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= npuemMamBa/OpUNeHTUPaHa KbM
naymeHrta, 1.e. NnpeaoCTaBaAHUTE 34pPaBHU
ycnyrmn TpsibBa Aa otyumTaT npeanovymTtaHusaTa
N CTpEMEXNTE Ha UHANBUAYANTHUTE

noTpebuTenn Ha ycnyru v KyntypaaHuTe

ocobeHOCTU Ha obuHOCTUTE;
26
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coumne | . | /C;

= 6e30mnacHa (safe), T.e. NnpeaocTaBsiHe
Ha 34paBHa NOMOL, KOSATO e 6e3onacHa 3a
nauneHTa U He yBesimyaBa PUCKOBETE 3a
HEeroBoTO 3/paBe.

27
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3ApaBHUTE YCNYIrnU, HAKOU OT KOUTO
NOBTApPSAT NOCOYEHUTE MO-roOpe.

28 13.4.2020 r.



1. HAJINHHOCT N YMECTHOCT

« HaNMYyHOCT - Ha HYXHWNA TeCT, npoueanypa,
neyeHue UnauM ycnyra 3a nauyumeHrta cnopen
HY>XXANTe My.

* YMECTHOCT — CTelneHTa, B KOATO
npeagocrtaBeHaTa rpuxa/MHTepBEHLNS €
pefneBaHTHa M noaxoasia 3a KJIUMHUYHUTE
HY>XOW Ha NauMeHTa U CbOTBETCTBA Ha
CeralwHOTO CbCTOSAHME Ha HAYy4YHUTE
NO3HAHWSA.

29
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2. AOCTBIMHOCT U Bb3MOXHOCT

ToBa 03Ha4yaBa, 4Ye Bcekun TpssbBa Aa mMma
AOCTbM A0 KAaYeCTBeHM 34paBHU FPUXN, T.e.
AOCTBbMHOCTTA Ce OTHAcHd A0 CNoCcobHOCTTa Ha
NMHONBUOUTE Aa MnoJiydaBaT 3paBHU YCIYTn.

PasnnyHm pakTopn MoraT Aa BAUAAT BbpPXY
Bb3MOXXHOCTTA 3a AOCTbMN A0 34pPaBHU YCNyru:
 PascTtoaHue;

« OMHAHCOBU Bb3MOXHOCTHU;

 KynTypa, BApBaHUA U LLEHHOCTMU.
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3. CMPABEAJINBOCT U PABEHCTBO

« CnpaBeaIMBOCT — KayeCTBEeHU YCNyru
TpsabBa Aa 6baaT NpeaoCTaBAHU Ha BCUYKU
HYy>XOaeLln ce 1 To No CXo4eH U CrpaBeanB
HaUUH.

- PaBeHCTBO - KayecTBeHU ycnyru tpssbsa Aaa
6baaT HAaIMYHU HaBCAKbBbAE B AaJeHa CTpaHa,
He3aBMCMMO OT paca, NnoJs, Bb3pacT, penunrus,
HALUMOHAJIHOCT, NOJINTNYECKA
NpUHAANEXHOCT U Ap.

3 1 13.4.2020 .



4. TEXHUYHECKA KOMMNETEHTHOCT

« TexHn4YyeckKkaTta KOMMEeTEeHTHOCT KaTo nHaAuKaTop
3a OCUrypsiBaHe Ha KayecCcTBOTO O3HayaBa, 4e
31paBHUTE NpodPecuoHanncTmn Tpabea aa nMmart
afEeKBATHN 3HAHUSA U YMEHUNS 3a U3NbJIHEHUE Ha
CBOUTE PYHKLUW.

* [1pn nnnca Ha Hy>XHaTa KOMMNETEHTHOCT, NMaLunNeHTUTe
TpsibBa Aa 6bAaT HACOYBAHU KbM APYrU LIEHTPOBE
UIn cneumnasinctmn, KoOMTo ca No-KOMMNETeHTHU 3a
crnpaBsiHe c npobnema.

« TpsabBa Aa ce cneaBaT CTaHAApPTUTE 3a JieyeHue.
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5. HABPEMEHHOCT N NPOABJIDXUTEJIHOCT

- HaBpeMeHHOCT — cTeneHTa, B KOATO AaJeH TecCT,
npoueaypa, nedyeHne, ycnyra nam nHTepBeHuUus ce
NpeaocTaBsT Ha NMaumMeHTa B Han-61aronpmusaTHO U
HeobXxoaAMMO BpeEMe, N Ce Cbr1acyBaT C
N3MbJIHUTENNTE N OpraHn3aunmnTe.

 MpoABbMKUTENIHOCT - TOBA O3HA4YaBa, 4Ye KJIMEeHTbT
nony4yasa NbJIHUA 06xBaT OT HeobxoanMKU 34paBHU
YCZIYIM U KOraTo CNy4yasT € U3BbH Bb3MOXHOCTUTE
Ha 34paBHOTO 3aBeAeHne, TOM Cce HAaco4YBa KbM
APYro BUCOKOKBaIMPULMPAHO HUBO.

33 13.4.2020 .



6. BESOINACHOCT N CUTYPHOCT

« OTHacsa ce oo 6e30nacHOCTTa Ha MauMeHTa U
rnepcoHaslia U o3HayaBa CTerneHTa, A0 KOATO
PUCKDBT NpU AaaeHa MHTepBeHUUSA N PUCKOBETE B
cpefaTta Ha OKa3BaHe Ha 34paBHaTa NMoMoLl ca
peayumpaHu, KakTto 3a nauneHTa, Taka u 3a
nuuaTa npeaocTtaBsWwn 34paBHA MOMOLL.

« be3onacHOCT o3Ha4yaBa CbllOo, 4ye
NpeaoCTaBAHETO Ha 34paBHU YCNYyrn HaMansaa
0O MUHUMYM TpaBMU, MHPEKLUUN, BpEeaHU
CTPAHUYHUN edPeKTn N Apyrm onacHoOCTU 3a
KIVNEeHTUTE N nepcoHana.

34 13.4.2020 .



7. PECIMNEKT U OBIN'PU)XBAHE
(MEXXAYJIMHHOCTHU OTHOLLUEHUA)

PECINEKT U OBI'rPUXXBAHE o3HayaBa 4e:

« MayMeHTHT e BK/IIOYEH BbB B3EMAHETO Ha peLleHus
3a 34paBHUTE YCNYIU;

- lMpepocTaBAaAWMTE 34pPAaBHU YCIIYIU CE OTHACHAT C
DECMNEKT U 3arpuXXeHoCT 3a NauneHTuTe;

« He ce pa3kpuBa kKoHdpUAEHLUMANHA MHPOPMALIMA Ha
HenoAXoAsALWM nmua.

 ToBa gonpuHacsa 3a A406pn B3aMMOOTHOLLEHUS U
NOBEpPUE, KOUTO NAUUEHTUTE CUMUTAT 33 BaXKeH
KOMMOHEHT Ha KayecTBOTO.

35 13.4.2020 .



8. NOJIEBHOCT(NMPOU3BOAUTEJIHOCT)

- lMonesHocT o3Ha4vyaBa Aobpa B3aMMOBpPb3Ka MexAay
pe3ynTaTuTe n pecypcuTte, KOUTo ca U3Non3BaHu 3a
NpeanoCTaBSAHETO Ha FPUXUTE.

- Mone3HocTTa Ce n3passiBa B NpeaocTtaBsHe Ha
BMCOKOKQYe€CTBEHN FPUXN Ha Bb3MOXXHO HaM-HUCKA
ueHa. OT n3NbJIHUTENNTE Ha 34paBHA NOMOL Ce
OoYakBa Aa nocturaTt Ham-gobpo n3non3BaHe Ha
pecypcuTe n aa nlbareaTt npaxoCcBaHe Ha OCKbAHUTE

pecypcu.

36 13.4.2020 .



9. EGEKTUBHOCT U E®OUKACHOCT

« ToBa O3HAa4yaBa CTeneHTa, B KOATO ce

37

npeaocTaBs ycnyrata Uinm MHTEpPBEHLUMATA MO
npaBuaeH Ha4ynH, OTYNTANKN CeralHoOTO
HMUBO Ha MO3HAHUS, C Len NoCTUraHe Ha
XXeslaHn U o4YakBaHW pe3ynTaTu.

BnabT Ha rpuXXnte, KOUTO BOAAT A0
NoO3nUTUBHA NMPOMSIHa B 3paBEeTO Ha NauuneHTa
NN KQ4YeCTBOTO MY Ha >XMBOT; N3MN0N3BaHE
Ha ne4dyeHns Uan npoueaypu, KOUTo ca
ePeKTUBHMN C Bb3MOXXHO Han-a06pa
e(PMKACHOCT NO OTHOLUEHNE HA CbCTOSAHUETO
Ha NayueHTa.

13.4.2020 .



10. YOOBCTBA

« TOBaA Ca HeMpeKkn XapakKTepuCcTukKmn, KOUTo ce
NpeaocTaBsaT OT 3/ipaBHUTE 3aBeieHNs 3a No-
KOM@POPTEH U MPUATEH XUBOT Ha NMaLMEHTUTE.
Te nponpuHacsT 3a yAOB/IeTBOPEHMNE Ha
nauneHTuTe U TbpCceHe Ha 3ipaBHa NOMOLL B
Te3un 3aBefeHnst. TakmBa XapakKTeEPUCTUKU Ca
YyucToTaTa, KOMPOPTHUTE Nersia n MecTa 3a
csaaHe, Haimdme Ha TeneBunu3opu,
obpa3oBaTesniHn 1 BUAEO MaTepuanu,
yKa3aTesiHM 3Hauu, Bb3MOXHO Han-a06pwu
obwmn nomelweHnsa n nobpa pmanyecka

OKOJIHa cpeaa u Aap.
38 13.4.2020 r.



NMEPCNEKTUNBUN HA KAYECTBOTO (T.e.
KaKBO Ceé OYaKBa OT Ka4yecTBOTO)

« 3APAaBHUAT NepcoHan, 34paBHUAT
MEHUOXbP, KJIIMEHTUTE N 0OLLHOCTUTE
— BCUYKMN Te ca CTeUKXosiaepu B
npeaocTaBAHETO Ha 34paBHU YCNyru.
Bcaka OoT Te3n rpynm MoXxe Aa o4YakBa
pPa3/IMYHU Hella OT 34paBHUTE YCNYyTW.

39
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NMEPCNEKTUBATA HA NALUMNEHTA/KJIMEHTA

N3cneaBaHuUdATa NOKa3BaT, 4e
NnauneHTUTe/KINeHTUTE XenaqaTt ycayrm, Kouto ca:
HaBpeMeHHN, NPOAb/IKUTENHN, OKa3BaHU C
pecnekT n obrpm>xBaHe;

Be3onacHun, ¢ no3ntmneeH pe3yntaTt (ePeKTUBHU) u
OOCTbIMHMN;

[lpenocTtaBssHe Ha aJeKBaTHa MHPOpMaLUMA 3a
TAXHOTO CbCTOSAHUE U JleyeHune;
KoH®unaeHUManHocCT;

[lpenoctaBdHe Ha BCUYKUN HYXXHU NEeKapCTBa;
BceobxBaTHM, eAHAaKBU U cnpaBeasiBu YCyru;
BAn3KOo pa3nosioXeHn n NnpeaocTaBeHU Ha

pa3bupaeM e3uk.
40 13.4.2020 .



NMEPCMNEKTUBATA HA
NMEPCOHAJIA/NMPEAOCTABALUANTE YCNYI U

N3NbHUTENAT Ha 34paBHa NMOMOLL MOXe Aa npeaocTaBu
KauyeCcTBEHM PUXK, ako ca Hauue:

ALleKBATHM NO3HAHUA N YMeHUs (TexXHU4Yecka
KOMMETEHTHOCT);

Pecypcu: nepcoHan, nekapcrBa, Matepuanu,
obopyaBaHe, u ap.

be3onacHo M Yncto paboTHO MSCTO;

Bb3MOXHOCT 3@ NMOCTOSIHHO YCbBbpPLUEHCTBAHE;

[Jobpo 3annalwlaHe n oueHka Ha aobpaTta paboTa
(MOTMBaAUUSA);

Jobpn MexaynnyHOCTHU OTHOLUEHUS;

PaBeHCTBO 1 cnpaBeasIMBOCT (eAHaKBU NpeanMCcTBa U
NON3M 3a €4HU U CbLUM CTEMEHU U KAaTeropmu nepcoHan).
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NMEPCNEKTUBATA HA 3APABHUAT

MEHNDO)KDBP

3a 34paBHUA MEHMDKDBP KAaYeCTBOTO Ha

3/lpaBHaTa NMoMoLl, o3Ha4vyaBa:

« EdekTuBHO ynpassieHMe Ha HaIMYHUTE pecypcu;

« Hannmume Ha KOMNETeHTEH M NoAXOoAsL, MepCcoHar
KOUTO NOCTUra rnocrtaBeHuTe Uueam u e
ANCUNNIINMHUPAH;

 PeryndpHa noakpena M HacTaB/lsgBaHe Ha
nepcoHana (nobpu otHoweHns, 6e30MnacHOCT,
CnpaBeaSIMBOCT U PaBEeHCTBO);

« Hannume Ha poCTaTb4yHO pecypcu 3a paboTa u

yanob6cTBa.
42 13.4.2020 r.
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onpeaensaT ce C HOMMUHaHa U
opAMHanHa ckana.

44 13.4.2020 r.



= AMNANUNTHM (CKPUTUN, HEABHWN) -
onpeaensaT ce ¢ eBpUCTUYHN METOAMN.

45 13.4.2020 r.



R — poLleECYaJTHM - ONncCBAaT rnpoueca Ha
U3BbpLUBAHE Ha 3ApaBHU ycnyrn (KakBo, Kak u
KOJIKO € HanpaBeHo);

= Pe3yntaTtuBHM - ONNCBAT Pa3/INYHA

pPEe3ysTaTu OT 34paBHATA MOMOLL,.
46 13.4.2020 r.



= 3aMeCTUTEeNIHU (HenpeKkn, OTHOCUTESTHN)
- onMceaT U n3MepBaT YC/10BUATA, KOUTO
neTepMmMHnpaT MCTUHCKOTO KayecTBo.
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KaA4deCTBO HA 34paBHUTE ITPUXHU,
- Ka4eCTBO Ha 34paBHATA CUCTEMA,
- NMOJIMTUKA MO Ka4yeCTBOTO,

- CTpaTernd 3a Ka4ecrsoTm1o U APp.
49 13.4.2020 r.
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