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bogdobmzgmmmd  dbodzbgemmgsebn  3hmakgbo  aobogdms  Lobgmdbogzm  LgtzoLgdal obznmotgdodo.
9em9gdhGmbyemo ddamm39emmonl 0bLhGdgbhgonls o mebsdgoptmzg doamdgdal LEMI®RN gobosddbom,
bobgemdbogzm LgtzoLgdn Lodotmzgmmdn goddzn®zommyg, bgemdobobzomdn o Jmdxmbbymo goboo
dmdbdoGmgdgmabmaab.

6900bdogto dmdbobytgds, dom dmbob, bobgemdboggm bLgkzabo, Ladoemgdl obznmamgdsl, obzgbobo
00 30d6H030mMRgMM3b9080L. 30bndbyemo dnBbgdalb dobowmbgzawm, Lyt3zabolb dndbmgdgmds mbasbodsinad
16d 30dmo3emnbmlb dmdbobytgdol d0mEgbdo dMbgdmo batzgdgdn, Mmdwmgdog 8330396l obggbl
dmadbdotmydgmms 330gma30emgdedy; 8dob ghm-ghmo gdo 30 9tob dmdbdamgdgmmes 3doymaznemgonl 33e0930.

bogdobmzgmmmdo  Labgmdbogym  Lghzolgdol dmdbdoGgdgmms  3dogmangmgdol 33emg3gdn o6  dMab
bobhgdahndgdymo d LHdbIMOEHNBYONMN: Bmanghm bzsbm mEZebndoznodo nbnbo Loghmme ob (Hotwgds,
13909bm0oddo 3o gb 3mEgLo bHndonGo S 3MIGIENMIMYMNY. ddsbmOb3Y, 33¢193900Lm30L godmaygbgdo
bbgoobbgs dgmmmmmgans, Mol odmy dowgdyemo dggagdol dgwotgds 396 bgbbggds. dbgogbo
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00 Lhobothol dgdydozgdol dodoboo, dgoddbolb bobgemdboggm LyM3z0Lgdal babobbol  3mbhEmeal
d990608d900; 01939, 03069MML LEMBIM S daMa dogs dmbadhmGbanlbs o 8bgotndzemgdgdal
36109H039. 09009300, bagomm3zgmmb gzgms dmgomaggl 996900 B3comds domagmbatalbaob, dmdbdotgdgemdy
mM0gbhnmgdym, Mmym o 3abbobdggdemmonm dobmgonem Lobgmdbogym byhz0Lgddy.

dmdbdomgdgmms  3dogmazogmgdal 33emg30l  bhobobpo  gneobbdmdlb  Lgézobol  d0dbmegdgm
m6asabndoEngddn ghmnsbo B9bgdal dbLYdMOSL, 3gthdme, 330930l dgMommyemmonl, dgmmomemannls
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dmoommod (probability) - bpmdognmdol dgndsmmds sbab Gogbgn, Gmdgmog godmbshegh bpmdogmmaonl
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dmdbdomyogmao - dmdogmady, obg39, LOTMOZOMOM, dMBLTMZMMOM db 3ghdm mMaabodozny, Gmdgmoag
bgG30b00 LOORGIMOL.

d0mpgbhymo Bomo - gotomodomo bobdomg, godmbobymo dhmEgbhgodo.
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d03b6megogemds mGmaobndopnod Ladommgdal dgdmbggzado (Lhoboobhom gom3zsmabbobgdywmo 33930l
30M0).

bobmmdob mby (confidence level) - 3gmdsMMOd, M3 3gbgMammydn ghmmogomonl do6ddghtol
d9930L900m0 3b0d3bgemMd/dga30bgde dmbggds bebmmdnl Bodbotgoyem/dmigdyem 0bhghgomdo.

bodgomm (mean) - dmboggdms dbndzbgenmdgonl dyo bgb oo (39bdhGacyMo thgbwgbznal badmdn).

bobgmadbogm bLgMzobo - oggadoemn 3dhmEgbn, Mmdgmog ddobobhmogoymo ghmgymol dogh
0bognmgdymos Lobgmadbooym 1ybygdedn. dobo dodobo gobemogm Ledmaswmgdabm3znl bonbhglagbm Loznmbal
30004Mo BEdmMaamMgdtnzn bozgmol doboxmbyzoc.

x0doznmo dmdboby@gds - bLobgmdboxm LyhzoLgdol dobmegds mMAdbodsEnal  LyhzabEgbHHdo,
dmdbdotmgdgmol ydyomm 3mbhoddhom mmaebodoznalb 39GLmbagmmab.

dg®hgzo - d9Mhg30m0 ghmmogomonl obg godmzombgs, Mmd dg3demmom dmboggdms 3gbghogmybd
960mO0m008g 3obdmaawgde.

dg®hgzomo ghmmdmomds - 3gbghomyMo ghmmdmomdnab gom33gnma Bgboo dghhggemo bobogmo.

dg@hgzob 0bhgMzomab bmds/dozo - 3gbghomybo ghmmdgmomdols (N) s dghhgzomo ghmmdgmamaonl
(n)3mEYmMO000 M3bdx3MEMOd (d6330¢Mm©gds Yobemmgl dmgem GMoEbiodg).

dgehgzob gomdomgods - obodzgon dogdbodogmyMo goblbgoggds dgbhgznma ghmmdgmamdnl bhodhobhngobs
o 396gGdgmnmo ghmmogmomonl domodghmb dmtab. Lmgommmany®d o dok3ghnbane 33w9390do
3omdogngdal bLodemaMa nMgdgb 5%-b, boenm LobMmmonl EMbywo — 95%-b.



B0bodgdobyg Lobgmddemazobgemmb dodobos, Lobgmdbogym bghzobgdol dodbmegdgem ™mGEsbadozngdl
390003003mb dgommEmemanyho hothm dmdbdotgdgmms 3dogma3ngmgdol 9330gngdgemo o Mg3mdgbogdywmo
33em93900bm300; 0bg39, 63002-6300% dbgMML drmEgL0, mdgmoE beYNd3eOE YOS 0da306M0 33emg30l
9600860 LHObEIGOHEL dgddbslb Lobgemdbogm byhzobgdol dodbmgdgmo mbasbodsigngdobmzal.

bobgemddm3abgmmb bybydhyde:

e 09301 — dmgmgo dmbyhlb 33emg30L dgommegdl;

o 030 2 — dbghlb 33emg30Lm30L Lagotm 9ddndbye s Hgdbagyt MgbykLgdL;
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dgdmbggzado.

o 3304 —335306mAb 3mb3nMLb d00mogol, mEo bghzabob dodbmydgmmo masbndszns dmdbdotgogmms
30094m30emgonl 33emg3oL Mmdgemndg 3m3ddobosl 333900030;

03636 m700 — Lobgemddmzebgmmb dbgmogl gombzotgdobs o 33emggzal bbgs nbbh&ndgbhgdol bodydgoo.

00 o330  @obgnbogmazm, 3 30bm3z0L 900l @obgym3zbogma Lobgmddmzebgemm s Mo dobodogmyMo
3033996300 bdnMgds dab godmygbgdab.

bobgemddmzabgmmm  obgymgbogmns  Labgmdbogym  LgtzoLgdol dodbmegogmo  ™mGEEBEBIENgd0LmZNL.
396 dm 30 00bodbyem 0bLEHOHNE0g00L J390HOYIHIGLM30L, Hmdemab 0336d3090d0E g0l dmdbdatgogmms
dmdboby®godol bababbol 3mbhtmeno 8b/cd dmbohmtdnbazo.

babgemadbogm LyG3z0Lolb dndBrmEgdgmds MmEMasbodoEngdds Lbobgmaddmgabgmmadn dmbgbowon 33emgz9dn
dgndemgde Hosho®mb bogymaho domgdom, b, 3obmbdgdemmonl dgbodedobo, d993390mb 33emaz0m
MM3obndonsl, 06/ admyzngdgmm d33emg30mb.

bobgemddmzabgemmdn Botdmagbogmn dobagms gobgnmzbogmas nd dmdbdamgdemabmzal (d30mbggmmabmzal),
mdgmbog 9936 dobodogmytn 3mddghgbans  33eg30L MomEgbmomog o m30bg0kn3 dgommegddo
(003033000l mby, 8b 33em9390d0 dmbobogmgmonl godmEoogmgds).



00 m03d0 BmaoaE gobgnbomazm 33mgzol dgmmegdly o dom dgbodgmgdemmdgdl: gobzdabdozm, 0y
mdgem dgomeb 300hg30m dmdbdo®gdgmms 3doymaznemgonl gobodmdoe s Godmd. dgdamd me3gddo
IB6O® ©IHIIOE 306379060IOM dIETIOII0 S bLdMI3MBbEBM 33wg30L JMbiMIHIT Bgmmogddy.

bogooagyd  dg3boghgogdbs o dab3ghnbadn 3393900 GHoM©Ids MOMmEgbmdGmngn o ®30bg0Mngn
d90my000, Gmdgmgdas 0bg3g odmnygbgds dmabdotmgdgmms 3dogmazngmgdol 33¢0939000(3.

9L dgommen bogmmdobgyo LBEsZMMMAL 33¢mg30L Ldgdbl s dnbssdbMOMNzaE dmbghl dob. ,m3abgdMazn
dgomegdn Lommdobgymo dgobbogmal bmEnogyd 3bmgkgdsl; bdoé dgdmbzgzedn, gl dgbbogeme
d0dnbotmgmal ok d33emg306mnl ma30bdo 8b bbgs bgemmabytae dgddbog gotgdmdn, sMsdgw 01690603
306mM070d0, 0d, LOESE MJoMYOOP 300060408 YOMNgOHMMOd dddnabgdL dmeal — 0gbgde gb bogmabm
mmabo, bmagemal domadoos, gaBgmab Mgwodians 0y bbgs. !

dogomwomn: My 3033930 dmdbdo®gdgmms  3doygmangmgdol, m300bgdkogzn dgmmeonl godmygbgoom,
d9330dg0o, Lghzobob dodwgdol ob dodbmegdemal 43930 om3bghmm dmdbdocgdemal mzagmnm: dogogmmm
bogmdobgyemo dmboEgdgdn, 0y Mo dmbBmbL dob o Mohmd.

300906030 (996030 96 Bmdogh Lo3zwgz ™Mmo0gdhb, o6y o6 dagbLb dob MOmMEYbmomog doMsedghhgdl
bbgoobbgs Lgowmal dgdzgmdom. 33mg30l m30L906Mm030 dgmmeo bozmgdo LhGYIhyMMgdNmo o
03mMId08709m00.

300906030 dg0mEgd0 39600673l bbgoalbzd 33emg30m (Hggdbngob:

Lom®Mdabgymo 0bhgdzoy — bobogmmotmog Lydydhybobgodymo 0bhghzoy, Gmdgmog Botedsbmgds
B0bobbot dgdydezgdyemo boobgybom gga3dol dobgz0m o d0Bbsc 0bobogl, dgodhymb Ggbdmbogbdal
06 dbmemm odm3ngdnmgds s 3md0End, dMadge dmhnzsEngdo boizmgzn mdngdhol dodotom.

d0g0momo: dmdbdomgdgmmms  3doymazngmgonl  33emgzalb  Mgbdmbegbhgdo dMnsb  dodgoo,
Mhmdmgdddg Mmool goMzzgnew dghomedn donmgl bobgemdbogm dmababyMgos. bogmdobgnemo
0bhgh30L OM™L 0bobo 3309390006 3Mb3MH0 Lgh3z0Lob doggdal bogymot odmpEnmgdsdy,
ombBghgb dmdbobykgdol 3mEgbl o 3edmmg30dgb dmbodEgdgdl Lycazabol botolbolb ob/wo
dmdbobydyg 396GLmbagmalb dgbobgo.

1 mbmonb gggdbogmbo-3bmdstn, 3ebdsthgdomo mggbogmbo-3bmosto bmgoswmy®d dgboghgdgddn, 2014-2016. 30hgamm0d bmgomemmans, 83hmmo
003M 3o330$0330em0.



3m33023300 (Bm33b3m0 Eoblxbod) — bobogmmomoz LhGYIhyMomgdgmo 0bhghzoy, GMmIgmbog
0gL3mbgbhms dznhg 231530000 Md30bR33e0 baYdML Ldbom d¢HOgoL b3gEnemmyMe dmddogoE
Body30b0 (dmgbohmn). bowGdobgyemo 0bhghzonb dbgesLae, 33m3nb2an30L abYLodg babhndsbmgds
B0bobbot dgdydeggdyemo baobgybom 3gadol dobgwznom.

00 dgmmenb godmygbgdom dgbodemgdgemns dnBbmoMnzn 231930L 3obBymdgdnbs o adm3ngdgdgonl
dgbbogemo bogzemgsn bazombal dodobm. dgomealb dmoze60 N3060SHgLMAdS Babmm bdgdhealb dobybgonl
doggds obdyem 30mb3zg0dg. Bm3IL2ana3gdal d(HAMLyghm PdYomms o sbemmb oMol 0nbgdtos
©0L3yb00bmob.  LOYdIGL mazabyomo dobghs bdoMsp  dmymmebgma  0bgm®dsgoal  dowgdal
bOTNOgdabeE ndemgze (383.: ob BLogmemmaonmo gobbymdgdo o gdmEoymo dgo3obgdgdn bozzemgzn
®0099hob dodobm, Mmdwgdbsg Mgbdmbogbhgdn dgndemgds 3963 o3bMONgMgowbgb o3manbanxdo
dmbobogmgmosdg).

m3NLzana3ol dmbobogmgms MomEgbmos 8-ob 10-dg dgbyggmol (dmg dgdmbgggedn — 5-6-
b 12-dgE). Mgbdmbogbhms Mopbzal d3036Mom d98mY3d 930 gdgmny, Moms BMInLzanosnl
dbgmgmmdnbol gzgems dmbabogngl dogigh Logymabo d86mal bGmaw odmmddolb Ladyomgds. my gb
306m0o0 06 LGN, BMIYL23YR0 396 d0by3L dndAbL o dMbsgdgdn Jombyns.

03m37yb2399300 Botddhgool obBogmo 3oblodmamosh 2anasel Bodyzobo 86y dmgbodhmboa: dob ybgd
03mbhMmEmmb obgybool db3ggEmos s doommb dalbgdo 33emg30m 30mbzgody.

03m3ybzanaol  ©obgybod  ymzgmmgal 0bBghgde  oyom/zogm  bodyomgdom, Gab  dgbobgdoy
0gbdmbgbhgdn Bobobbot 3bd 093696 0bxmMdndgdymba. Mgbdmbogbhms 3MbangbEnagmMb
03300 336193000 Jm03obs o 39Mbmbagy® dmboggdms oE3al 3obmbdogdmmdnl dgbsdodobog.

0303902392300 babgGdgmngmady, bmami Bgbo, bLadm-babgzcrnEsb mé bsmodwpyg dghygmab.

96m0 33mg30m0 3Omgdhol 030bamgddo Hobgds Godwgbndy BmInbranmse, Mmdmgdoy bdoMoo
30bLb3030900 093500396 MO0L dobgoz00.

03m3nb23n300  dmbobogmggdl  obhgzgb  L3gndEMo  3B0dgcnndgdol  Loxyndzgemdy, GOMdmgdoy
3960b08m36g00 33emg30L ddMEbYd.

3939momo: dmdbdomgogmms 3d0gma3nemgdal 33emg30bab gbrmo BmLzanazal dmbobogmggdo otnsb
96m0 o 03039 96 AbogLo bobgemdboggm Lgczabol dmdbdatgogmgdn. o6 dtol dodsbdgbmbagma,
960 53mgyb2an3do dmdbdaMgdgmal Lobom 0943bgb 0ydooymo s g3edagydo dotgda, odogyto
00 LBO(HIE9RMbM byMz0Lg000 dmbabagdemg 306gd0 o od.

03m3yb2anng00  3oMad® Nmo3Lbgds 33egzalb  bbzs dgmmegdl, odohmd bdobo @odmoygbgds
0306Ommdobdhoondd  3hmgdhgddo Lbzs dgmmEgdmeb, dom dmbab, 0b39h0cgdLmed  (33emg30lL
MmEgbmdtnzn 3900m0) ghmo. Bm3nbzanasgool dgwgasm domgdymo m30L906m030 0bazm®MBoE0.,



bmambi bgbo, 830Mgdl Gommgbmomons dgwgagdh s, Mog dgdmbzgzodn, blbol dmangbmo dgwganl
3600369emm™dd0.

0333003900 — 3009060030 0byMGToEn0l dgatmzgonl ghm-ghmo dgmmen, Mmdmob EOMLLG
3335m930600 833060900 ©gldmbgbdhol dmddggosl. g mdobgmabogab gobslbgeggogb g. b. ,306Homm”
o ,hoboym” (,dmbobogngmdom”) 8330639000, do63zgem dgdmbggzodo d3zmmgzedo ob ghg3d
dm3emgbgddo, MHmAmgdbog 933000900, bmemm dgmbg dgdmbggzado ob bbHyma 08086 gdL 03306039000
®0099Hmd ymazal, dmbobogmgmdl oghnzmdsdo o gboydcgds 3ogy dom, Gomd 3390, dgobbogrmmb
03060 ©gbdmbogbhgdal 3bmgtgodo.

gbm3®300b 0bH™M0d — dmdbdoMgdgmms 3doymazngmgdal 33e09390d0 9b hgdbogs 3bmMAngNY, OHmamb
,dmdbdomgdemal dmadoytmdnl Gygo”. dob ghomyeo s¢mbghl babgimdgboogom 33emg3zgdal bobogmo.

300906030 33930 o6 Bmdogb bo33mg3 Mongdhl, oM dagbl dob GOMEIbmoMng do6Madghtgol o
o6 0yggbgol bbgoolbzd bZogmal gadmdzabmaznl. 33emg3ol od dgmmeom dgbodgdgmns mMIAS
boyobbyto 3obbbgozgogdol odgho bozzmg3zol mongdhol Lbzoobbgzs dgdmbggzel dméal. Bmazgh ab
960moEghmo Mhgmg3zsbhyco Lodnomgdos 33emg3zal dodbobmgal, mydgs, m30bgoMogn 33emg30L dggagdnl
936 98906hohncmdady 3960 30b0306q0m.

300906030 dgomen  3odmoygbgds dmdbdoMmgdgmms  3ddymmomgdob  My3mAdgbogdymmo
33m™93900bm30b — 39GOdm, 33306, OMEILOE MIMEIbmMIMagn 330mg30b 39390 3odm3zmgbacmad
dmadbobymgonb GmAgmody 3G0dhgcmnydol ba®m3gdo s dbmmme sbgmn dmboggdgde 3G 3zddemyzl
LGOI byMImb 3¢bodbyemo ba®m3zgdab dbablbgemaco.

3009060030 33emg30L badobabdobmp, Momogbmdmnga dgmmgdn (Gmambozds db390hncgds, 3mbhabhob
obogmobo, ,dobhoyMo dgn3geo” o o.0.) dg9a900L @obdobhgdobmazal 0ggbgdh  MOmMEYbmoMos
doh39b90emgob (Jyemgodn, 30mEgbhgdn) o dndbo nbobogl, osanbmb vds my 0d bmEoswyto 03gbmdgbal
30dm3emgbol bobdobyg, godmdmb bdgzemgzn Mmdngdho bbgsaobbgs b3agmal dgdzgmdom s 8d. 1y m30bgdkngn
33930L0b dg93900 d0bsdmbmdmnzny, Memobmdtangn 33emg30bol obobo Mogbgzoma dbadzbgemmagdom
3odmoabobgds.

33gdmomo: oy 3033930 dmdbdomgdgmmo  3dogmangngdsl, GMdmEobmomnzn  dgommeol
303dmygbgdom, d9330demng, ©O30M30¢MMm  3doymaogmo s P3deygmazogmm  dmdbdamgdemgonl
b3ggtomo bogno dom dogoob Momegbmdsdo, 0b/s dmdbdo®gdgmms 3dogmangmgdol bodysgmm
Jogo.

0dmMEbmoMngn 33emg3ob ghm-ghmo Pdmozhgbo @obdbgdss dobo dggagool GMg3698bhonnmmds
— 33m930L 3GmEgbdo gedmzombymo  Mgbdmbgbhgdol dgbhgznmo ghomomomds (godmzombymo



69L3mbgbhgdn) dMM3mMENmOE dbob3L ggbghomyto ghmmdgmomonl (bododby 23n930L) dotMomo
dohzgbgdemgdl, 86y dobo ,,dogbm dmgemns”.

dmEbmoMnzn 33e930b0L ymzgmo Ggbdmbogbhn gobobogngds 96 bnomyd ghmgyma, dMsdge 8ds
0 00 beEndgmo ghmmonb (:33230L) bobogmag, Gmdgmog Bocdmaznagbl mazobbsndo dedndbgdal
3dM o 33063000L 0bymEmFoEndb Hhzgbmzal bnbhghgbm bmEndgM 1gbmdgbdg, ob dob dgmalgdody.

dmdbdomgdgmms 3dogmanmgdol MImEIbmdMnzn 33emg30bab ggbgMmomyMmo ghmmdmombs ngbgds
439md ob dmdbdoMgdgmoa, MmAmgddog donegb bobgemdbogm LyGmzabo, dgdhgzomo ghmmomomdd
30 — b3gpoomyMo dgmmegdom dgdhgymo 23300, OMImab godmzombzog LIdgomgdol dmg3zipadl,
3930300, d00360 OMazmM 330L750b dmdbdsmgdgma (3969M3aMa ghmmomombs) dmdbabyMgdal
boGoabbl.

3309300 ©dmgbmdMngn dgmmmgdn 89Mm0obgdl bbgoalbzs 33emgz0m bhgdbogob:

30Mabdo (face to face) godmznmbgd 567 0b639h0Mg0d — MdMEYbmMIGN30 330m930L y39emadg Babmm©
3930Egmgdymo  Hgdbozs; 030 yeobbdmdl Ggbdmbogbhol 0bihgMzoyatgosl ydyowm 3mbhogdhob
3000 o B0bobbod dgagbogmn d3d3Mam LEHGYIHNOMgoYmo 30mb3oMnm (33em930L 0bbhMydgbdo).
39dm30mb3ol dhakgdlb bobolbobk dmddowgdymmo abhghznyghoa. dotabdobk (face to face) obihgbzoynl
Mhmb 3ob7bgdo smaMopbgos badgdo ob gemgdhembym 3ombzotdn.

306mab3nd (face to face) godmznmbznb owgdoma dbobggdo:
domogmns godmadobybgonl dohgzgbgdgemo;
d9bodemgdgemos 3abnbob docdmgdalb gadmygbgds;
d9bodgyd90d M0d S 3Mddmgdbyto dg3nmbgzgdal gadmygbgds;

0bhghz0960 93mbhtmengol dgzombggdal mobdndwgztmdsl o dgydemos 0bazmddszoal
0301L(hg00;

0bhge30n96GL  dgndemns, 9330600l  Mgbdmbogbdhol 3obybgdol @NmbMORgEMOSL
390035bmU 0b.

doMmabdo® (face to face) godmzonmbzab yJobdymaoma dbosmggda:
botkrzgdn dogogmo;

06LydMOL ,,000h9M30796M0bL 3o3egbab” go3gddo.



bahgmanmbm godmznmbgs — godmznmbzol B3gE3003033600 RMEOTY, HMIgE0E Hob©gds bhgmganMbm
303160303000 Ladyomgdom. ©8dz30b0  godmgombzol  (sb3ghotgool) 0bLhGydgbhns oMo
bHOIIOHIOGOdIm  Jombzeboa. bohgmgnmbm  gadmzombzal d@Hotgdl 0bdhghzongho, MmAgmbog
393mogmo  dg3b Bobobbobo HEgbnbgo. @opgdywmo 3dobybgdo owobogbgds bodgd Jombgzo®do, ob
30dm0ygbgde LohgmgaMmbm 33emg30L b3gEnammymo dhmatmads — CATI.?

bohgmgnmbm godmznmbzelb ogdoma dbabggdo:
LEGVRNY;
00Q300;
dobHnznd HghobhmmoymoE 3oa3dbhymo dmbabgmgmdnl godmznmbas;
06963079600 d3mbHMMmgdl dgznmbzgdol 00bdndgzhmdsl o dgydemos 0byym®mdsinol
03071L(hg00.
bodhgmanmbm gosdmznmbzab yodymagomn dbabggdon:

d9dmyonmos  0bhghzonl bobgbdmogmds. dgbodedobo, db39hob dmEnemos o6 3bgd
009dohgdmeEgl 10-12 30mbgol;

3339306 36 d93b bodyogds, Mmad 88330609l Mgbdmbogbdol Mgodznol jombzgody;

3990100900 0d s 3mddemgdlnmo dgznmbzgdal godmygbgds.

bogmbhm godmznmbzs — godmgzombzol L3gE030YO0 MM, G®Igmog HotMgds RmbHL
LTI 9d0m. BgLb3MbgbRHgdn 9309096 Lobmzmgdge dobodotmBg goadogboem mznmawdnbabhtntgdow
3000b3061 o 30669096 dkgbaMb.
bogymbhm godmzonmbznb oEgdomo dbatmggdo:

000300;

309L030¢YMSE EEYENS SbMbadyHMoY;

06LgdmOL ,,0bhg6307960b 3o3emgbol gx399dho

2 https://www.surveysystem.com/interviewing-cati.htm



bogymbhm godmznmbzab yodmymagomn dbabggdon:
0003¢M00 3ddm3dbybgdal 3GrmEgbeo;
dmboEgdms dgatm3zgool oo phm bdoMgos;
d99myom0d 00d s 3mddemgdlnmo dgznmbzgdal godmygbgds;
d99demg09em00 9GBbGOYMYMR00/0bm3zobn dobbol adybdgds;
333093060 36 9930L Lodyemgdd, Mmd 8333060l Mgb3mbogbhnl Mgadnsl ombzgddy;

06 3mbhmmgds ombgzotal dgzbgdal dMmEgbo o P3bmony, dobdm 9309096 dob, oy
339BIO.

Online 33dm3omb3zd — mobodgdmzg 330939000 BIOMME 3d3MEIMMIoNMa dgmmEo. ol (Hotgds
0bh96byhom, m30000dnbobhEotgoon gemgdhdmbymo 8b3ghob dgdzgmdom. 3sbynbgdl gemadhembyem
300b3063d0 00M0Ebogh mz30mmb Ggbdmbogbdo.

Online 3ddm3znmbzob sgdoma dbsbggdo:
LEGVRNY;
009300;

06 3MbgomaAL ,,0b¢hgM3099600b gogemgbal 9a39dho”.

Online 3gddm3znmbgal Jodymxzoma dbsmggdo:
Abgogdo 3ombggdn Gg36gdgbMhohNmmIsLmsb aze3domgdom;?
0000¢000 3ddm3dbybgdal 3GmEgbeo;

d9dmyonmod  0bhghzonl bobgbdmogmos. dgbodedobo, db39dob dmEyemod o6 3bgd
009doh90megl 10-12 30mbzsl;

d330m93060b 36 993L Lodyemgod, MmAd P8d3300©gL Mgbdmbogbhl Mgodinsl 3ombzgddy.

3 Online godmgnmbzol m®aobodognab 39083 oeydbgdnl (Fodgbgdnl) dgdmbggzedo, Gg3tgdgbhodymmdnl ©op3s dobhn3zns, sdndmad dmabdstgogmms
300gmaz0emgdab 33emgzobmgnl Bobmmo godmaygbgdo.



dmdbdomgdgmms 3doymaomgdol MompgbmdMdagzn 3zmgzabob y3zgmods dod@pozo O 9ugdhnabo
046909, dobo @39603900 dozxboEogmm Lobgmdbogm ULyM3z0bob wmGASL, 3g@dme: 3doMabdnd
(face to face) godmznmbzom d330033bmm xodozzma LyGm3z0bgdo, LoHgmMaRMbm godmzombzom —
boGHgmanMmbm dmdbabyMgdgdn, boagnm Online gadmznmbzd 3odmznygbmm ab@abignydo bgm3zabgdal
dgxa0bgoabob.

308mdz3000md0bd o Gg3hgdgbhobnmmon, dbggy, dmbsggdms dgacrmzgdal dzoEMem RMGIsmabdgonmo
babob godm, GomEgbmobogn dgmmeon y3zgmadyg dgbemghabos Lobgmadbogm Lghgabgdom dsymangmgonl
303mbd33em9300. 0dsb 893L maz30bo dndgbgdo:

33w930b d9093900 1bs ndgmgmegl Ladogdol, Gmd ©nbodngodn O303306MwYm dmdbdotgdgmmms
30094ma30emgo0l ombgl, Mabog y3gemedg 3390 Momegbmadngn dohzgbgdemgdn y8&nbzgmymal;

babyM3zgmng, Lobgmdbogym bghz0bol ddbmgdgmn ™MMRdbndoEngde ghmbsndo dgommpomemmannm
03309300096 dmdbdocgdgmmo 3doymaznemgool, od dgbademgdemmool 30 y39emodg 9390 Gomgbmomonzn
339930 0dgmg30 (3303000 a3mMAsmndgdyemo d9bgdal godm).

3b33b0b Loboo dgodgngds 0mg30L, GMd d7ETNgdg0 33¢09390000L, MMBgdoy (Hotgds dmdbabymgonl
boGobbol oagbogmo dgMomoymmdnm dgboggobgdmaw, dndabdgbmbogmos Gommgbmdmnzn dgmmenl
30dmygbgde; Labgimdgboom  33emg3900 3o dgndemgos  hodobogl Gmagmbi m30bgdMozn, obg3g
0mEgbmdMnzn dgmmon (badatmgdal dobgzom).



B0bodgdobg mo3dn gabznbogmozm dmdbdomgdgmms 3dogma3ngmgdal MomEgbmddmngn o m30bgdMngn
33e930bm300L Lagotm dEdnsby® s Hgdbagyt GgLbYGOLIL.

N1 o N2 bg9dg08g BocmBmagbogmny, my Mo Mamemgonbasb dgoagds dmdbdotgdgmms 3doymazngmgdnl
3393000 31bn. 3063gm Gogdo 3ob3zdobhozm, MGmd mommgym Mamedo dgdegomm bL3ggoomabhomo
omEbmod 033eg0s  33emg30b dobddhodol dobgznm. LJgdgdn @303bmolL d9bg2dgbhol  LhGYIHML
dmdbdo®mydgmmd 3doyma3nemgonl MamEgbmd®ngn s m30L50Mn30 390MEgo0m 33eg30bm30b:

M3 103G™m 0Ny M3MEIbmddngn 33emg30l dghhgznmo dmEmmos 8b/d ggmahoaznymo dMgowma,
300 dd30emEH0Ebm300600 B73gM3008mEoal, 0bhgcz0gMgdals s dmboggdms m3ghapmdmgonl hameno;

00 M3 dgho BmIPL2aYa30 s boem®dobgymo 0bhghzoy Hotmgds m30b906m030 33emg30LL, dom JRMM
0360900 dmgMdhmmdgonbs o/sb abhghgoyghgool Gobgo.

3333000 33600l LHOYJHIM dmAbIdMgdgmmd 3dsymaamgdal MIMEIbmdMazn dgmmeom 33mg3z0bab

33em930L bggmddpgabgemo d33e93060 dbagmagngmbgon
390l 3mmboabspmbo byohabhnzmbo
133962300806 (50)0 dmbogdms 0389000

b3gEnamabh(9d)0

0bhghznnghgdo dmboggdms m3ghshmbgdo



N1 dbsmmdn gobdom@gonmns N1 bggdodg 6omdmEagbacmn mommgyma Mammab bomMagbghogom
2396430900.

33m330m0 33600l bHOYIHyMd dmdbdomgdgmms 3dsymaamgdal m3z0bgdMnze dgmmeom 33emg3z0bIb

33930 bgemddegabgemo d339306m0 dbagmohngmbgdn
0303362399300 / bLogGdobgymo dmEghohm©(90)0 ob/s
0bhghz09L M9367096(90)0 0bhg™30796(90)0 LoeMIobgyemo 0bhghzonbmzal

8m3yb33980b / 0bhgH307L
HMbL3M03H0L b3ggnagmabh(gd)o

N2 obobmdn gobdothgonmos N2 bggdodg Boedmegagbomn  mommgymo hamemal Lambogbhogom
396930900.

0y babgemdbogym Lyzabol dodbmgdgema MmGEEbndsEngdn dmadbdoMgdgmms 3dogmanemgdsl Lbagnmotn
dogngdom 033¢09330, 3o0ogmo 33eg30m0 ©6dYEIonl dhmeydhob dobawgdse, 33wg30m 33bwlb Jbos
3Jmbgl 330003030300 GOMEIbmMdMN3n s m30L906030 dgmmydal odmygbgdodn, dby3g, LadBALM
3mbs MS.Excel-ob, IBM SPSS-ab b bb3s bhodhobihnind dmacadgodo.

03MEbmoMnz o m300906003 33¢m935L 3oblbzoggdnma dotghnaym-¢hgdbogndo dods bfntwmgds.

dmdbdatrgdgemmo 3dogmazngmgdal Gomgbmotaga 33emg30Lmznl 0bgmbdsignal dgatmggds dgbadmmgdgamad
30Uybgoal smbogbgnm Mmambs bodgdo Jombgatgddo, sbgzg Gmdgmedg o3hmdahndgoymoa Jemagazmédal
gmgddhembyem 0b390h9dda (dsg.: SurveyMonkey*, ODK Collect® o .d.). dgmbg dgdmbggzodn, Lagobrmo
06(hg030796m d0dy630 3emobdyhgdom.

ODK Collect-0b gdadmygbgdabsl ot sl oyE0gmgdgemn, 3emobdghl 3dmbgl nbhghbghadbobradgms, dodab,
MmEe SurveyMonkey-ob dgmoham®ds dbmgmme Online ddomdb o GgLbdmbogbhol vb3900609d0LdL

4 Surveymonkey.com
5 docs.getodk.org



bagobmd 0bhghbyhdg b3mas.

dmboggdms d9ahm3900b gemgdhdmbymo dgmahm®mdgdal godmygbgdabol, nbaym®mdszns dsdodn, Excel-bo
ob SPSS-do 03hmdopnMom 39bghnmgos. dgbadodobo, N1 bggdedy dmpgdywo m3ghohmbms Mameno
06 oMol Lognbm dmboggdmo dgbayzobog, mydgs, 930 gdgmns (Hgdbozndoa dgbbmbogmon, Gmdgmog
d900905390b gemgdhdmbyem 0b3ghell ODK Collect-ab ob SurveyMonkey-ob s3médda¢do.

SurveyMonkey dmboggdms 83hmadotnmo om3mal badnomgdobog ndgmgzs, Mo obg3g dmaash mmby
00 9008003616 Mgbycbgol. mydEe, dmboggdms dgatmazgdabs o Eam3mal 83hmadahndgdnma bobhgdgdo
gm39emm3anlb ot dggboosdgds  Mmdgmody 3mbibgbnem 3309300 8dmEabgol. sdo¢md, 3006y dooggdm
o0 dggobobdms godmygbgdol aoobyzghoggdol, 3JoMao dgobbogmgm domo dgbademgdemmogdn o
dogbodogmytma dmotmzgm mg39bL 33emg30b.

9939 003b60dbs3m, ™A Online godmanmbznbmzol dgbademgdgemns mMaobndainol 3903396 mab godmygbgdas,
0 dobo bH®YIHG ndemgze dadmzombzol Hggdbogyé dgbodemgdemAD.

0omEbmoMnzgn  33emg30b dmboggdmo  dydazgdobmgal, oyEemgdgmos Gmdgmedg  Lnahobhogndo
36ma6eds (333.: IBM SPSS o6 STATA).

30bbognmbgonmo hgdbognba Ggbybbgool byemdobobzomdmads db0dgbgemmgobns 33mggz0l mzabgotogn
dgommEol 3odmygbgdal eOmLYE. 16 gogomzamabbobmm, Gmd Mmamby bogmdobgymae abhghgoyl, obg
0™ 39L23393900L d0m/30009m HbBghd 8nE3ggdgmns. sdodhmad nbhghznnghgdo dmdntzombo b 0y3bgb
bdob Hhodbgtrn dmbymdogmmdom, dgbodsdabo 03nbdznal ddmby BHamgnmbom, 8b ogdhmBmbaom.

03m3yb2a399300 Hohamgdabmzgal o7E0egdgemos LdEaLinbom mmobo o, LadoMmgdabadgdc, ©abyboody
00330039000 bogMEg,® Omdgmog 3obmogbgdymos bowabgybom mmabol g39Mmom s Fodmyma3ngmnd
Bogmdbmnzo Lo®Z0m. baobiybom mmobdo dgmazn dmbsbogmggdn 3960 bge3zgb o33003900L LogtEgdo
dyma3 00333060390 9db (333909306 90L). dsbgmo dmbymdngnmds d33¢930690b bodyomgdsl sdgmggl:

000330600090 dmbobogmgms 969396 dsmYE 3mTnb0303000;

©0b3nb00b db3gmgEm®AnLol dmEghodhmdb dobEgb ©edshgoomo domomgdgon, syam s bybhommdoma
393d06ab bodyogdom.

6 39bodmgdgmao, 3336930630 oM Aomzamml bagodm ©Eabnbnody 33063900 o 86 dodmaygbmb baabzggbom LogMay.



00 mo3do gobgnbogmazm dmdbdamgdgmms 3dogma3ngmgdal 33emg30b bod0zgol, bmenm dmdwgzbm mezgddo
9homma 30db29¢m900 Mommgne domaobdy.

33000039 bodozo bggdodhyMog babdmeagbogmns J39dmom.

dmdbdomgdgmmd 3dogmaoemgdob 33emg30lL 63003900

6ddnz0 N1

600030 N2

630030 N3

6dd0z0 N4

6dd0z0 N5

63000 N6

6dd0z0 N7

dmbogdms dgakm3zgdal
dgommoob oMhgzo

33209300 06bHOYgbHL
d9dydoggodo

dg6hgzolb ndonbol
3903003900

0bhgh 309960 m
hMgbobgo

dmbogdma
30006900

dmboggdms Lihahobhognto
00079303900

33em930b obgotndol
d9dydggde

30emmbhotgod

bo3gemg Lodydamgodn
-dmboggdmo dgahmggde

dmbogdms dgy3obo
00d0d0

dmboggdms
300300085300



®330 3. 3330emgdgmo s bakmgzmdgbpogom 33mag3gdn

o300 3.

606020 1. 0380233320 332330

00 o300 3obznbogmogm dmdbdomgdgmmo O3 gdgmo  33emg30l dgmmEgdly o dgMnmEYemmdsl
bobgemdboazm LgeznLgdol dodbmegdgem MMadbndsEngddo.

dbgmo 33e930L Ladmenmm dggans dmadbdotmgdgmms 3dogmangmgdol mbal gadmdzs o dob nbsdnlody
00330603900, 990093900 b ngmb:

e 30dmadgoo

°* (Mmy3Mydgbhopymo

o Mmdo dgMmydiwo.

hodmmzemogna dodbgdol dowbgzs dgbodemgdgemns Mamgbmddmngn 33g3aol Lodyomgdom. dgbodsdobog,
9Y30¢0909eM0 33¢0930 83 3g0mE0m b hagatgl.

0dobm3zol, Mmd bobgmdbogym bghzobgdol dmdbdoMgdgmms 3dogmazngmgonl mby J39960l dobddhodom
3030mdmm, yzgms dbgm mmadbndoznado 33emg930 16 hadotgl ngbdhnMo dgmmomemanom. od gdom
d9bodgmgdgmo 0gbgdo Laghmm doh39b90ml odmmzmd dmenaboE J399babmaznl, Mog BbRHow gbdnsbgds
,dmdbobyMgdal nbgdLol 3mbigegnsb”.”

dmdbdoMmgdgmms 3doymxaomgdal mbol OmAn dgbooMmgdmop, ULabgmdbogm bgbzabol
0006mE90gmadd yzgmd mMmagabadognod, ghmbonmo 3gMomeymmdcm — 3M36d3mgd 6gemabadn
96mnbgm — 3600 3odmozzmoamb gb bdznmba. 33emg30b hahamgdab 3mbzMghym madmoeb babgmadbogm
bg®30b0b d036mEYdgmo MG Zd60d330d EITMY3nEIdmIE 3abladezMmagzl.

bge30b0b dndbmEgdgE MGEB0BENgAL Yudm bldoMowsy dgydwnsm dmdbdotMgogmms 3dogma3ngmgdal
300M33e930 (30a.: Bgemabodn mMzgh, ob 3300HomYMo). 9dol bbgoabbgs gotgdmgds gobbodmzhoglh
(30a.: oy dbaogbo 33em930L dggadE @odm3amnbogds botgzgdgdn; Lgtzabol dndbmgdge MmMAdbndsENslL
by®L, d903mbdmb batz98900L g3admbabEmGmgdma hakgzal 9o39dhn; ob MEMZobndoEnsd asdsdd dbogmo
bge30b0 O 030679dL, dobo dmdbdaMgdggdal 3dogmanggdaE dLObmL dyENgdgem 33eMg30d0).

7 bobgemdBogym Lgbz0b700L 0bgbOL JMbEga3Ens gdy8s3s USAID-0b ,,098m3emshngmmo ddstm3zgemmdnl 0bognshnzgolb” 8boMmaggtom s 830mmdcn3
00 bdghMadmtabm ggdbdghdhms sgdhonmo habmymmdom. gb 30dotmEgds 0m39¢abBnbgdL domsgmbamabbasbo bybzobgdol dobmegdsl, domo dypdogn
398m63g00ms o 3o932md3L500b ghmosbo bhobpsthgdal obgbaznm. nga dbgzy dmnsdegol bymzabgdalb 0bwydLol dmbdomals s dmdbdatgdgmms
3009ma300m9000 33emg300L bhobad "ol dgdydozgdsbsg; dbgzg, dmadbobytmgdal ddns 3oydzm0ogLgdsl Mm3008ga30b900b dgdob08dob bgbaznm.



®a30 3. 3330emgdgmmo s bakmgzmdgbpogom 33mg3gon

0JBNJd320 3323306 6000360

0d mo3d0 3obgnbogmogm, oy Mo dgmmbs s 0bbhMydgbdLb 3049b90m o3ngdgm 33emg30L0b.

hmambE 9¢360dbgm, y3gemodg dobdhnzn o 99399hnsbo 09bgos, my Gomgbmomazn 33wgzal bhgdboggdl
d039Lo©g90m Ldbgmdbogym bgkzabol MGl s doMabdnd (face to face) gadmznmbzal godmznygbgdm
0308037600 bge3z0b0b dga3eLgdabsl, Lodhgmgrmbmb — bhgmgarmbm Lghzobolb dgezobgdolsl, bmenm Online
30dm30mbz0m d930930090m abhabigoyd Lgczabgdl.

bggdd N4 Bahdma300396L MomEgbmdtngn 33emg30L dgmmeEgdl, Gmdmmgdomsi dgndengds dmdbdatgogems
3004ma30emgdol odm3zmgae.

bggdd 4. 33mg30L MdMEgbmdMagn dgmmepab Aghhigzs bygmzabol BHodob dnbgpznm

g08033600 by®30bo ©abhabgoyko bohgmanmbm
bg®30bygbh®@an bgm30bo bg3znbo
e JdoMmobdnd 0bhghazoy; e m30mo0dnbabhtmotmgdowon o bLohgmgmbm godmznmbso
9m9dHObYa 963909, 600g3g0 3639¢hab
e boogdo 9b3gh;
Mmdgambag 030900 395dmygbgd0m, Omdgmbog
® 3060bdnd nbhghzny 0300 3m3bdoc9gdgemn 03b90b 0bphghzaygho;
9adHO™bE0 (69b3mbggbhn),
e Loham9nmbm godmzombas
36390005 ©d H3dTYHNL 3003306089 waxydbydgmo
99dHOMbya 9b3900b
39dmygbgd00m, Mmdgmbog 30dm30mbzol
30dmy96900m, GMm3gmbog
03090L 0bhghz0960; demo(hymmemdnb

bod 5 03L90b 0bhgh3z09960;
® 130003060 ONHGIO©O 007060 9000).
®  33hmdddM0 bLahgmgnmbm

99O ™byE0 9639tho,
3odm30mbgo (dog.: CAT-ab

:?38085;)(:(;;3:22:3@0 bobhgdob gadmygbgdom).
(69Lb3mbgogbpo),

b3gEnagmyMo

0bdhgeoghoymo oxzal

96 Lhgbrob godmygbgdom

0 0b(hgM307960L

d9m39e4g96HgmA00m.



®330 3. 3330emgdgmo s bakmgzmdgbpogom 33mag3gdn

bhmambi 9m3bodbgm Bgdmm (dmboggdms dgatm3zgdol dgmmegdol demogho s Lybho dbocggdal
30bbogmgalbol), Lodhggambm o abHhEbEnydo Lgtzolgdol dgozobgdol 0bLEHGYIgbhmo dmEyMmos ©
bHGIIHIO 3obbbgazwgde 030803960 bghzobol dgaz3obgonl gombzotgdobasb.

bohgmgxMbm 86390839609 8x1dbgdYm0 gemgdhtMmbemnsbighe 9bbgdabdoghomznmadnbabhtnmgoson
300b3060 1bd 0gmb dogbodagnydoco dgnkg dmdal o dobngo; docobdnd 0bhghzoyb dgdmbggzsdo 3o
dg9bodgmgd9e0s NN MIMEIBMONM EIHITIMO S 3Mmd3mgdbyto 30mbzgdal godmygbgde.

00 mo3d0 om3bgho dmdbdomgdgmms  3dagmangmgdol  33emg30b  dgommengol o dob  dgbodsdobog

09030039090 oy30gmgdgmn  33emg30b  0bLhGdgbhgol (30mbzokgdl) ndogydo, Lohgmgnmbm o
0bhabinymo bgMzobgdabmaal; sbggg, 3060906900 b3dgddy, Moms dodHn3o 38ngamm dgmmonlal sMbo.

B30JoNL 30a(MYI6IO6O 3MALAVDIOITIMO 30IMBNIdNL 4333040

dgomengol dobpHngo dbbbobm3nl, 3abznbogmazm bod bagzombl, 3ghdm, Mo skab:

®  (33%00
® (330000 3odmadze

® 00 bgogms
33%930L dmbogdms Lobhgdahndagnodo 3ncmzgeo bav020d (33¢mo©al dgdmegds:

6900bd0gém doboboomgdgmb, Mmdgmog dgodmgds op3mgdmegb dgmhiggzals 96 3mIyemognsda,
B30 96mogde.

33moob 3godmdzs aymolbdmob dobmgzol Mogbzomn d60d369¢mmoal doboggdob goc3zzgnema babob
dobgznm. h3zgxmgdMca3g, 33momn 0dmdgds mmboEb (Lobgmegds, Mogo, 0bhgMzomgdn o
390300 ©300) 90m-g0hm b3lomadg (ombgdy).

03009060030 ©d MIMEIbMOIMNZ0n 3moEgdn gOMmAabgmobagab 3ablbzozwmgds 3odmdgal Lzsmom
(ombom).

®30b30M030 33mogdal ddgomomns:

©oboagdgdalb baopnbo — dghhgzodo ob dmdymognado dob dgodgmgds doogmb dgdegan dbodzbgemmde:
1. obogdgdymo 3gbdm Lgdhmbdo; 2. sboddgdgmo Lorobm bydhmEdo; 3. 3dndgzebo; 4. 936909
d3909emg060do dgma3o; 5. bgbho; 6. M30mdLOJdgoma; 7. 396bombgha o bbgs. dobodgdyemn Mogbgzomoa
db0d3b9¢mm0Og00  d06O™Inm0s,  FohgamMngon  obobgmgdmns  ¥OMSbddndgzhyma, Liowol 3o
(0obogddgdol bnodybol mbg) 06 d93L b 8b dogaemn, dbg3g, boabyobo 8b dmenm dbndzbgemmds.

®30090M030 33™3700b 30H33™M0300 M30LxdM0330 3oblb3zd30g00 O 3Md MimMEPgbmdMmagam (367
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booEom). b3amab Embg 39¢hH33MM0dd O 3G ghmn domgabo 36 dMmab JuM® domoemn 36 IdIMO.
30 Embggob dbmmm 33hg3mMoal babgmma gobabbzoagzgol.

®30bg0M030 g3mopo bobgemegdob (bmdnbogmy®m) b3omodg 0dmdgds.

d9dhy39gmgoab 3obgznmomgonb mby 9x@0ddab ddmbg 603339000 — gb dMab Gogol (Mobgymn) 33emacn,
mdgmddg dghhgzobs ob dmdymognodn dgndemgds doogmb dgdegan 3bnd3bgemmds: 1. sMoxygho; 2.
79bM9o0; 3. 79Lhgdn o 3mdybogzopnalb bybgamo; 4. 3m31b03oE00b by&znmo o bohyzgon; 5. dodotmyemo
30d16030309. dnbodgdnmo Mogbgnmo 3bnd3zbgemmdgdn oM dMab dobmdnmo s dbmem 3ebznmamgdal
bOg3gbyEL dxbadbogl, mydie o6 30300, MdIEIbOE NS gl oblbgoggds.

3m63Mghymop dbgmo g3zmoo Mogal (mG@E0bdwmym) biomady 08mdgds, Lopog dobo Lowogg
033390300 3603369cmmdnb dabgoznm. bdoMow Gogol b3dgol dmbsggdgol 8d9ds39096, Mmambs
dMEbmoMnzn 33emanb dmbaEgdgol.

dmadbobymgonb EOMIMMINL dgxsbgds dmdbdomgdgmms dogh: ,3mbmzm, dgoa3obmm ©gdxmgdgdn,
Gmdmgong dmbydl dmdbabymgool OMYmIsL 5-gymeodb b3owodg, bLosg 5 bodbogb LGy
3900bbdgon”, bogm 1 — ,LeOymose o6 39m0bbdgon”, Mogal g3momas, MmAgmbog 38madazm Mogal
(mOE0bdmym) b3omedy o 300380390m, MMamMME MOMEIbMOMN30 33emanlb dmbaEgdl.

dmadbobymgos dogomy 5 4 3 2 1
w3960 33gdd0

3gmbmbogma bEM%©

SRR BrAD bR o > 4 3 2 1
3G mdmgds/bsgombo

bLBGVR© dM30339M] > 4 3 2 1
dmdbobykgos dogomy

0079™3690em03, 36 dmdnboos 5 4 3 2 1

ME0bo

sbMomdn  Bobdmagbogds mommgymds 9o gded dghhgzedo  dgodemgds  dongmb  bgdnbdogMo
d603369¢mm0d 1-0006 5-dg. dobmagmny, ©obsdznmgdom 3960 30(hy30m, OmI ohgamengdobmzgal
dnbodgonem Mogbznm d603369emm™0agdL dmMal gérmo s 03039 bb3amAdY (3og.: 1-bo s 2-b dmMal gobbbzoggoo
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0bgm039e, Omambog 4- s 5-0 dmbol), mydgd ob yibm Bybhos, 30bg Lbgomds Mogol LIdody
BoGdmagbogm 30(h93mM0goL dmbab. dgbadodobo, dbgm 33¢0g0L Bman d3hmMo Gogol (mGoabsgmy)
300m3d300 mbgdy gobobogmogl, bobogmo 3o — 0bphghzamgdal bomady.

bdoMop Mddgbodg L3OO 3ddmoygbgds Lodmemmm Jymoal dobomgdom o bLododms Fomzgyem
bL3omodg domgdym Jymomd o30d900. ddm 203300 dgxabgdol bL3Idmgob 3Pbmegdgh. dbgozl
d90mb3g30bmob 33043l Logdg dmdbdaMgdgmms 3doymaamgdob dgxasbgdol EMOMLIE (Service
Quality Index), Gmgs gom3gymo 30ohg®@oydaob blomomd Jymgob 30333500 goMizzgymoe bgbom.
domgdymo bIdm@mem Jams dgxobgdol ®mobdndgzmdmdsds dgpb 3zodemagb, ddohmd 20076
b3oemg0dg domgdymao Jyemgdo 0b@hgM3zomgdals s Mogal b3omgdl dmMab mazbgds, bHodobhozydo
360e0Bobab 30 nbobo 06GHgM33emgdal biomgdom gobnbogmgds.

beogoogy® dg3bnghgosdo 33emagoal g3admdzol mbg 0bhgthzagmgonl mbgl nd3znomo dggbodedgde
dogemo bodYbhoom, mydEge 20dyMo dgaabgool Lioggdn, Mmdmgdoy 3edmnyggbgds adm3ngdYgdgdnl,
0900060969000, 3mdH03030008 O dmdbdocgdgmms 3dogma3ngngonl mbal gobadmds, bdodaw gobobogmgds,
hmammz 0bhghzamgonl baome.8

abog3o, m30Mo dgdmbogogmon, Ggogdanol MM s HgddghopnMs MamEgbmdtngn (33¢0g000 S 08mdgde
06963009000 96 dgn3aMgonl Liomady.

»0009M30myM b3omody 0dmdgdod @gzmoo, oy3o dgbodgmgogmns, 3obgbodmghmm bbgomonl
0b@hghzomon dob mé bgoobdogt 36033b9emmdsl dmbol (Msdgbom dghns/bszemgons ghmo dgmbgbmab
3900060900m). 333, d0bmEYHMo byemal YJmbenmadnl godm, dbodzbgmmmismo dgnaMgdal gobbogmge
0dGL M3 gd00. 0b(hgM30mYM (330090 dngdym3bgos dbgo.

dogomomo: H39b dga3ndmns, 30dbzgemmm Lbgomdal 0bhgh3zomBg dbogob ™ dbnd3bgermaosl
dmGab (©odgbo 6o N3embos/yethmbng ghmo 9sdnsbo dgmtmgdg), dogcmod domo dgaamgonl
30bbogmgol (60dgbzgh I3 ™L0S/ROML0s ghmo dgmbgdg) 3860 oMo d93b, Moasb sbagn
30000083GH900 3GV dLMEYHYM0 byeol dodobm, d6ddg dodwnbobg omgbootnma Benob
dobg300, Mmdgmog 033¢908. 07, 30330Md©, Jhmo d3sdndbo 18 Bemabos, dgmtg 3o 36-ab,
Bgemb dgmbg 30639y mMrgc Na3tmbng, ddgcod dmdogam bgmb, Mmgbag doMzgmma 19 Bemal
096909, bognm dgmerg 37-ab, ,,66m930609em0" MbdRIOEMOS PanMM393d (37/1922).°

3bgm 33magol 30bmmYH G 33mImOLIE P6mMEYdgb. senhghbodnyemo Lobgmbmegos ,0d0bmeyHnMHo*
b0dbogl, Mmd d90306©gd0L 33Nl 3MbiMmghyemo dbodzbgemmadgon dObmEBIG bymol dodsbdm

30b000d36900. sLgmn 33emagoLb dng3nm3bgos bgemazslo.

8 3. 30bo, bhapabhogdd bmgoogmye dggboghgdsda, dgbody godmEgds, 2008, 33. 20.

9 6. ytam0dzngmo, bogommmannt dmboggdms sbogmoda, bagngdaom gydbo dogabh®shytabmazol, 2006, mdagmabo, bogoswy®d dgbogtgdoms bgkos,
33.31.
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3030momo: (05370300, gm0 dddnsbol bgmmasbo m3zgdo 100 oMy, bmem dgmbgbo —
200 gmobo. dga3ndemog, 30dbzgemmm GmambE bbgomosdy dom byazabgol dméol (100 ),
obg 099306090089 (306039emb, dgmMgbmeb dge®gdom, mbgM bogwmgdn bgmazobo og3b). od
39dmb3939d0 330930 ddbmEMYHM0 byemo — bgemazabgdn gobbedmahymos bymmob dodsbmgdoom.

d(Mabad®mIdIT0(MO 4304MBNIoNL 33T2330L 330MPN30

dmdbdocgdgmmd 3doygmangmgdol 33emg30l bhaboobbholmznl 3mogedmdm mMo sdbmdntgdymo dgmmoal
399000069000 dogmgdyem 0bbhGdgbhgdL:
e SERVQUAL-0b dgomngs — 0mdogl dmdbdabgdgemms 3dogmazngmgdal ombgl;

e Net Promoter Score-ob (NPS) dgommEngds — dmdozl dmdbdahgogemms gnmoasgmmdl ombgl.

SERVQUAL-0L 3300M9030

SERVQUAL-0b dgomngs a3obmmme addmnygbgds dmadbdoMmgdgmms 3doygmazngmgdol ombol gobodmdag
bbgoalb3zs boygMmdn, dom dmGabos 60Bbgbn, bobgemdboogm bghgabgdo O gobomengds.t©

dmdbdodmgogmal 3dogma3ngmgdol godmdzol goks, gb dgommeo badyamgdol gzedemgal, hmd swdmgohnbmm
bok398900 bgczobdo, godm3zo3emnbmm gobeydrmoglgdgmo bazghmgon s 303m3m dgbodsdolo Mgagnkgdal
308900.

SERVQUAL-0b 30dmygbgdobol, dmdbdotgdgmms 3doymazogmgds 0dmdgos  dgdegan  3Mohgéoyndgdal
bodyogdom:

e bymdobob3zmdmds — mMmaobodognol ondoznbo ohgdmlb gmgdgbdhgdo, ™a3abolb 0bhgcogaly
homzmom;

e bBabEMmMOd — mMaabndoznab ybama, bghzobo dosbmmb YLexMmbm s bdbpm gdnm s dmdbdamgdgemads
030 0360 dbmb oEYI;

o OMYIMMId (M3g9300900) — dBom0bY, dmdbdotmgdgemb goybomb bLEMSGN S MMy dmdbabykgds;

o 3Omxgbombomadda (bgdzobabndmnbzgmymas) —dmdbsbyhgdghlmbogmalynbatgdn, dmdbdatgdgml
3006mmL 0603MmMdsE30d, dgLmaz308mb 3Gmogmadal goabyzghob 3dgon, aobEglb 33d9emoaznznyto 3albo

10 Wisniewski, M. (2001), "Using SERVQUAL to assess customer satisfaction with public sector services", Managing Service Quality: An
International Journal, Vol. 11 No. 6, pp. 380-388.

Parasuraman, A, Ziethaml, V. and Berry, L.L., "SERVQUAL: A Multiple- Item Scale for Measuring Consumer Perceptions of Service Quality' Journal
of Retailing, Vol. 62, no. 1, 1988, p. 25.

Cronin, J. J., & Taylor, S. A. (1994). Servperf versus Servqual: Reconciling Performance-Based and Perceptions-Minus-Expectations Measurement
of Service Quality. Journal of Marketing, 58(1), 125-131. https://doi.org/10.1177/002224299405800110
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00, 830306MmYmMa©, s0dbobythmb dobo bomoy;

° 33Gbmbomab doagmds (9333m08) — 3¢m096(hBg dmEEg0e0/0b603007M0 g MaMgdo.

dgho 030bohnbmgonbmznl, 3Mohghoydgdo smbydommas N5 bggdody.

bggds 5.5
EOHEImOd 39Gbmbocmal 36Gmxgbombsmnddo
300033 (bge30bab babmmodd bgmdnbobzmamos
(695306900)
(9930m00) 18603633myma3o)
330L7bg0 LEGVROE 0dmybgm 30606dY6gm dg90Lmymgm oh39bgm
00 (0079™3b90em03, dmdbdo®mydemgodyg dmdbdotmydgemo, obddnkmgdn 30890yMo
30dmbahgm 0bg39, Gmamb Mmd dobmgdymo Bgbogo
obdotmgool ddomod dmdboby®gdedy bge30b0b 9gb3gMho d99939Mbgdgmo
bobo dnd0m00b domogdn

SERVQUAL-0lb dgmmEogzd, dmdbdo®mgdgmms 3doymaamgdsbmeb gbhmop, dmdogh bomzgdgob o0
dbMog 3MLYoym dmemmEnbgols s dmgdgob dmMab.

N6 bg9dodg Botdmanagbo SERVQUAL-0b 439emadg dob(hng o 9030emsc 3odmygbgooo dmogmb.

bggds 6. SERVQUAL-0b 336gd30mbogmo

bgemdobobzomdmos
OMIYMMIS (099306 900) domgmenbgdo
T, boa63980b dmdbdotmgdgmmmd
NORMNWY 3d094ma30emgdal omby
36mx9bombagmddo omgdgoo

90930000
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SERVQUAL-0b dg9mm0ngol dobgzom, mommggmo  3hopgbondo  dgoagde  J39300hghoydgonbaeb,
mdemgong dmbghgb dob dbndzbgemmool. 43936009009dms MHomMmEgbmds ©odm3ngdemns 0dddg, my Ml
dm00d6 9L bghz0bg00L dndbmgdgmo mGEsbndagns 3nhgthnndgdaco.

dogomomo: 3Mahghoydo ,,30mxugbombimaddo” d3pag0s 0300930 J333M0hHgM0)dg00b336:
396bmbagmal 360Mn, ©ssMb3NbmL dmabdamgdgma ma30b 3G magbnmbagmndddo;
396bmbagmal ybatn, 3mdbdocgdgmb 0bnmmdsEnd dnsbmoml goboggdew;
396bmbagmab yboko, dmdbdotmgdgeb dgyddbob oEymmonb/bondmbmgdal gobis;

396Lmbdgmo 3bdtn, dmdbdocmgdgemlb 03O dbmonbml, GmAd 3hmdgmgdal dmazatgoal boyggomgbm
300 3dodmbabo.

dgbd00dnboE, J393000H9M0ndn0 3Gab dmAbobyMmgdab gohmo $33x0b, d93M0 JOMNAIbgMNALZSb
396Lb303909¢cm0 bHabGHgdalb 6d3Mgdn, GmAmmgdoy dga30dmas, ghma 3mbiMghama 3@ohgmaydab
94399 393930 m036mm. bb3zs Lohyzgdom MmA zmdzom, 3330 0HgM07Yd300L gOhMmMIMmomdS dmbymb
3M0phgGoyadb.

N1 gbbdogndo BoGdmeagbogmos 3gdmm hadmmzgmagmo 5 3Gohghoydolb J39300hathondgon 030d0gybo o
0bhabgnydo Lghzobgdobmazal. LogokoymE, 0bobo dogwnsb 33o3b ™mJ39bL MMRdbNdYENdn obghgnm
bhobab®gdl.’t  3bMogdo  dmEgdymmo 93936000 9M0139000  mGmTNEaMgogdo  bammogbhooms,
360hgh0ydg00b mmdIgmotgdgdn 3o — 99E3og9dgmo.

©0b@Ho6307 M0 I bdHgmManmbm LgM3z0bg00Ldgdmbgzgzedn, dmabobyMgdom 3doymanmgdaldgxsbgdal
4393004h9gM03d900, ®md30b0 dnbddMLomd O MIMEIbmdnm, 3goblbzo3zwgds xndozyzd@a LyG@3abLob
d9x0bg00b J393M0hg®03d900L306. 3oL gobadnm@dgdl bg®3zabol dodbmEgdgem MGZdbodognobmab
3mbpoghob gm@dy, sbg3g, dmdbobyMgdal 3ddoymaagmgdal 33emg30Ld o dmboggdms dgamm3zgdals
dgomEol 330090760900 (mbemanb 3ombzaMab dg3L900 O LdHgM9R®bm 0bdhgMznzyb hophomgds o6
76000 dmombmzwEgl 0@ EOML).

11 53bgemdBogzm o ggdm mMaobodogngol, Mmdgmmog 3633, 3em0gbhgdmob yhmaghmmos s doma dmadbobytgds (53080336M© dowgdgema, bahgmgambm
0y 9mgdhedmbyemo byhzabgdom), 13ghab 8g8mbggzsdn, ebgGORNMN 8J3m 30gbhmab JOM0ghmmdal dows Lhsbpothgodo.



®330 3. 3330emgdgmo s bakmgzmdgbpogom 33mag3gdn

gbMogmo 1.

bgm3zabo

30803960
bge30b900bm30L

Online
bgb30bg00bmz0L

bOOIIBMb
bghz0bgoabmzol

©OMImedd
(0@30306900)
RESPONSIVENESS

bEMox0
dmadbaby®mgoabmazal
d%omdd

dmdbdotmgdmoaly
36 mdemgdaly
©0393L(hg00bm300
dBomoo

dmdbdatmgdmaly
36 mdmgdaly
dma300m900bm30l
ddomds

0300396060 350gd0b
0533000300 dBomdS

dmmbmgbogmo
bge3z0balb LobbMoag /
®3963h07mmAd

BoMob sygm3bgdgmo
39bbogm3d

39Obmbagmal
dnamds (3d3dm00)
EMPATHY

00390050600

bogdoGabo oMl
dmmdnbgdom
©3mdMmOd
dmadbdsmgdemobmzgnl

dmdbdotmgdemaly
0b0gznydmym
bagn®mmgdgdal
30m30em0bbobgdd

dmadbobyegoal
36mEgbdo
dmadbdsmgdemobmzgnl
3mIBmOHIDO
30Mgdmb dggdbo

dmdbdamgdmmaobm3znly
3003000b dggdbo, Gmd
ob 360d369emm30600

3%0096(0b
0b6c00300090¢myM0
bagncmgdgdal
39m35em0bB0bg00

003000806000

3Gmxgbombiwaddn
(bg@30b0b
2863639y x39)
ASSURANCE

396bmbagmol

16060, 33OBTOMY
dmadbdstgdgemo
®a300

3O mn3gbombagnndddn

396bmbagmal ybsto,
dmdbdotmgdgemb
063mGddE0d
3056mmb gobaggdom

396bmbagmob yboto,
dmadbdstmgdgeml
dg993dbob

0331 ™Md0b/
Jboxgmmbmgdal

3003000

396bmbogmo ybato,
dmdbdotmgdgemb
330Mdbmd0bmb,
MHmd 3hmogmgdol
dma300mg00b
boy3gmgbm gds
dmbobo

©0bAHbEyco / Online
doggoob bgbgdal
bodaehzg

dmadbobyhg
396bmbogmaly
3Mbs o Fom30m-
36m009MgdmMOd
bghzobgddo

bobmmdd
RELIABILITY

dmadbaby®mgonl
30009000 (339

36060, ©33MEIY6M
3m09bho, md
dobo 3Gmdmgds
SOOI
30330600900

3sbybolbdggdemmaonl
00900
dmadbdotmgdmmobmzgol
bghz0bol dobmegoaly
dogem 3hmEgbdy

10930m3™M
dmdbaby®goo

30Md©0
dmboggdgonl o3/
JLogmOmbmgde—
3003396©0l/
03em0303000
JLogmdmbmgds
dmdbdo®mgogmal
0b3mMdoz0

dmadbobymgoal
300980l ©EIE3s

bahaeaBmbm
39606 m0b
00303d0Mgd0l
bodab gy



®a30 3. 3330emgdgmmo s bakmgzmdgbpogom 33mg3gon

Net Promoter Score-(Ib (NPS) 808(M3J36300 3(Mabado®Id3%0)0 3304MBNCIJdNL
33233040

dmdbdoMmgdgmms  3doymagogmgdal  33mg3z0bab  ojgogmgdgmoas, 3ondmdmlb  dmdbdoMgdgmms
Mm0aemMo0l Emby, Mobmgabsg 304gbgdm Net Promoter Score-ob (NPS) dgmmwngob. dobo 3306o¢gbmds
bodobhnzggdos: dmdbdotmgdgemb gybzedm dbmemme ghm 30mbgob: ,1Mhgz0m my 96d mg396L sbemmogml
hzgb0 bgezobgdom botggdemIsl?“

3323306 06LOMIFI6OIdNL (300)b30MIdNL) 3JaIA03d60L dNMN0OPN 6IBION

00 93900330 31b30bogmazm 33emg30L 0bLAHMYIgbHOL — ombzamal dgwagbol dotomo 3Mnbizndgob.

N3 obsbmdn Batdmgagbogmns 3ombzahgool bodydgon, Mmdmgdoy dgandwosm, Jdobodnd ob dgnby
(33500¢m 9000 dMaMamm mg396L Lgcz0LgdLe o dmababyGgdal bhebwotgol.

300b3d®0OL dIP336NL 3GN6BN3IdN

bobgemddm3abgmm ombzotgdolb ddo b0dndgdl 3300300mAL, mydze donby dodobdgbmbogmog dognhbogm,
dmgmg 303d036mm 3ombzahal dgwaqgbol oyzngmgdgmo bognmbgdo.

30639 Gogdo, 330060 g3obzdobhmm, MmAd 30mb3zgdal mobdndwgztmds, doboodbo s B3m&mds dognndbag
03dM 300090700 336930b 09dodg, dndobdg, sdmEobgdls o dmboggdms dgathmzgonl 3dgddyg. 3936 o3hmMmU
0930 LodgEboghm 33em939 J0mbzaMab dgagbol 36063039089, ™MYdEe domoa gobbogmgs 83 babgemddmzabgemmb
d0ddbo 86 360l. sdothymd, dgdm3003363mgd0m dbmenme Bmasn 3GnbEndgdnm, Gmdmgdbsg gobgnbogmagm
03600 m790dn Babdmeagbogm dogamnmgody.

e bodoMd@ogg 30Mm3gmo GO93MmIgboEnds  3nmbzoMol dgagbolbolb. b go30m3d0ealbobmm, Mmad
MgbdmbEgb®hgol o6 3y3z0mm Mmymo B0boegdgon s Bowah3nbmywo 0bbh®ydzngdo. ddo¢md,
39939090, 30mbzgon  dobpozoE 0gmb  ggmbdymodgdymoe. dobdozo gbo  Mgbdmbogbhnbmgal
30d0mMObHm0d; 3dsbmobogg, Mmymo Bnbosegdgonl godmygbgonbsl, dob dgndmgds oy3ndegdmao
ddmodhomb ob dabybo, mdgmbog d33emg3060bmzal babykzgmmaw dohbygl;

e 3omb3zol T0bodMLe — Jombzobo dgagds  BOJHMOM03z0 o ULndogddud @odmEnmgdsbomob
0003030069070 3000b390003096;

3330momo: bobgmaddmzabgemmadn gobbogmym ombzahdn a3oddhmdMnznd 30mbzgon gdmamennnl
dgbobgd, bmem  Lydogdhydo  godmEEomgdsbmod  ogezdoMgdymo  jombggdo  dggbgoo
dmdbdotmgodgmol dogbh s6Lgdyemo dmdboby®gdaol dgoz3obgosb.

e 30mb3ob hodgdo — obobo dgndmgde ogmb obymYmo ob 0. Eabymym 3ombzoedo Mgbdmbgbigdl
100308Mgb 3oLYbgdL S bmbm3gb, s0Ghomb ab, Mmdgemog y3geadyg sbemmb asl dom dgbgwyemgdobmob;
000 300b39000 LALOL 86 300308MOm GMondg L3gEna3NH 3Mhg30bl — GgL3MbEgbhgde LM,
0300b70300m 30L7bb bgdgb;
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d0gdmomo: bobgemddmzabgemmdn gobbogmyma ombzotol dobgzom, ,,D5. ML3MbEIbEHL
™33b76M0 daMAIMIMOd“ bymymo 3omb3zos: Mgbdmbgbhl 300308mom dMhg30blL m2obyko
doamdatgmdnl gobbbgazgdyemo gxnbozngdom — ,,33JmGM60bgdgma”, ,,0odmmbabgdyma“,
»390Jm®60bg03m0“, ,,43M030“ — 0O 30bmzm dgbodadobo 3alybol dthg3zol;

»L2. G 360d d9339mmb m@3obodognad ULyM30bob dnddsGmmymgdom, MM 33 jombzody
439madg domoma 39x0bg0d EIbgMM™M?2“ — b 0G0b 0o Hodob 3omb3s, bLdSE OO 300308MOM
139300303960 39603bHJOL o MgbdmbEgbddd ™30 Nbo @obgl Jobybo. MomEgbmddagn
33em9300b0b d0dobdgbmbagmns Y3nMohgboe abymymo 3ombzgonl godmygbgds.

000 Hhnd0b 3000b3900 LodYOgoOL 8dgmg3L 336930693, M MB PBYLHME dGVLBMM goag07e0 3690900
0 30000mb 1b030eM0 0byym&mdoEns. mydEe, ®os hodob 3ombzgodg Jobynbob goEgds Mmyny; 3093
10360m G0y ddmo goobagmndgde: gobbbzaggdymo 3obybgdal 3mobognzarnobmzal, 3339306 g0L
169300 3m06m9d0b (0b. bodozo N5. mo30, ,3m0M500“) bgdal dgdydozgds. 83 dGmEgbdo dgbadgnms
0003003mb M©gLbdmbogbhnbogab dngmgdyma 0bnym®mdsgnolb ghomgodn;

e 3jomb3zol gmMdsho — 3T339306g900 094gbgogb GOdgbody 3o3MEgIMoNE  dgmmelb, Memo
Hodmaygagmndmb 3obybmo 3ohaamMngon abymymo 3ombzgdobmazol. dmaswn Ggimdgboagns sbgmos:
300b30b g3m®Mdaho Pbo dggbodedgdmeagl dob dnbosbbL; dvdogzMmymo, nbhghznygmobmaal s30emo
1bd 0gmb ©gbdmbrgbdol 3obybgdol semMogbgs. dga3sbgdomo 3ombzgdabmgal (dog.: dmdbdatgogemms
3004ma30emgool  godmbogzmgzom) 3dmozhgbo 3ddmoygbgds dodhGogymo gmMdopo: EbMHogmgodo
96000060900 300b3900 (0g01eMg0930), MHMBgEMSE dg30b930L ghmbonto 3odhgambngdo o3m;

d030momo: babgmaddm3zabgemmdn gobbomymo N3 obotmal dobgwzom, E o P dgmmzob
30mb3zgdo dsphMoEyemoo.

o 060003g3MMdd — odmymxgb mMo Hodol 0obodndgzhmdsl, dodmabgddlb o ddmomybgdyma
dodGob dbgogL. dodtnbgdc mabodndgztmosdo gmagemo dmdEg3bm 3ombzd bobs 30mbzgol n303d0bgdd
09 3093 INOM 83mb36MgnHadL dob, bmem ddmoMybgdyem dodMol dLaseszl mobodndwyztmdsdn
3006309 30mb3gdnsb dmao 3ombzgody gomezwngzsbm;

ddgomoamon: o) bobgmddmzabgmmdo dmy3zsbag Zomb3zaMadn doddolgo® mobodndgztmosl
30496900, ©gb3mbEgbhgol 296 3930mbgonm dom Bobdmmagbgddy 30Man dmdbabykgdal dgbabgd,
boenm dgdga 3Mmb3Gghnmaw 3003009006900 domgdyemo bgkzabol botabbl; odmomybgdywma
dodtal dbgaogbo mobodndgzbmads 30 godmnygbgds nd dgdmbgggoedn, Gmogbsg bobslbaM 30300,
m3d Ggbdmbgbhl Bmadm 30mb308g goyndntgds dobybal goEgds, b 86 0gdbgds dmbpnzndgdnemo
bosdobme. dbgm dgdmbzg3adn, 306gg0m 3™ 3066 M, 3Mb3MgDhn0 3000639000 O dO3003306M
Bmaody.
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e 30mb3300b gmMAgmoMdyds — 30mb3zg00 0bg PO Hodmyogmndgl, Mmd MS3008b d3030eMM:

0609M3MgHogngdn O 3o3aaddmdégdo — ob oMol d08obdgbmbogmn gombizgddo L3gB30R05360
(0960dobgdobs o dogmnsb Bmaon ambdymotgdol godmygbgds;

d0gomomo: dmdbobytg 390OLmbagmol  30hma3gbombogmnddol  dgoobgdobol, o6 obMab
dodobdgbmbogmn,  Mgbdmbgbhl 330mbmm, 330030309000 0y 90y  dmdbsbybhg
396bmbagn?” sbgmn wmGOIymohmgds Bmaond o b3gEnwndnd Hg?dobl dgoiosl.
0dob boE3mo, Nbs 3030mbmm: ,md3960 8BMom, Jghbmbowa oMo 9M33930 Y39¢mo
bge30bd0?“ 56 ,,396GLMbN PdgEEMmdme ddomolb?”

303060369090 (d0dommymgdal d0dggdn) 3omb3zgdn — 30mbgzolb mMIYmMoMgds 30 3bgod
1h9b6009L Mgbdmbeogbhl 3obidl, momgmb dobasb gotzzgnmm dobybl dmgnsb;

dd3dmomon: o7 Mgbdmbogbhl 330mbogm, ,Mhg3om my 0Ms mg396L sbemmogmb h3gbo
0060090060 ™M39 0 6030700 dmadbabymgdnm babhagogmmosl?* oo dsbbns, Gmd dogngmmn
3000 MMmEdmYd. bgohtammydo Jmghomoobmgal, 30mb3d 1bos hodmazogomodmm
dnggtdmgdymo o dndsabodbgdgemo bohyzgdal gobgdg (dog.: ,yMhgzmom oy oMo md39bl
obgmmdgeml hggbo dmdbabymgdom babggdemmosl?*).

mM3dogn 3603369cmménb ddmbg Zomb3zgdo — obgmo jombzgdo MM ob dgdy dbnd3b9eMASL
0960m086500 96hm 30mbgadn, Mg 936931 Mgbdmbeogbh;

ddgomomon: ,Lgh30b390hG30  9MLgdIYmo  3ndoggho  oMgdm  Jmdgmbdymo
00033(00Mg0em00?* dg0dgmgde 3okgdm jmadamMbyemns, doghod 36 dMal dsdhnmgdymo,
odohmd  Jobypbolb @opgds 3ombzedg @odnbgds. obgm dgdmbggzodo (mEd 33000,
30306OHMOdL 0837303000MM 33HNMJOEMO), P36M08b0d, Jombzs 8Ly ©3L3dm:
»090300396Gd0 3GLgdIYmMo okgdm y3zg9ms Hodol dmdbdaMgogmobmzol mInmbHITad
(00003(h06gdymnd)?“

06bH™YJg0gdo — Jombzoahgddo dbndzbgemmzobo sanmmn 330300 0bbHGI3090bs s dnbndbgdgol
0bhghz0:960b ob Mgldmbrgbhobmgal;*?

3330momo: P 0¢cnm3n. N2 30mbgol — ,,0bemo gmbmgzm, 03339 ©503emgd960m dg003bmm
dmdbobyMmgds, Gmdgmog doopgm hggbl ggbhMAo?“ — sbemaglb 0bbHMY3ns: ,,ambmzm,
hodmm3mogmo 9090900 dgo30bmm 5-97em00b b3oebg, bowoy 5 603bogL LG
3900bbdgon”, bmem 1 — ,bGHE0dE 06 3900bbdgdn”. dga30bgdal bioemal dbndzbgemdsms

12 ;3000000d060bhM0MgddE0 Jombzatal dgdmbggzedo.
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30b3obhgool gotgdg, dgbodgmgdgemns, bbgoobbgs 0bhgM3z096ML Lbgoobbgegzoto
0m9Mobs 3obybgdn 3b39hodn, Mg dLgdomaE dgEzemnd LHdHELHNZYM Lydsmb.

0333YM0Bgmo —  0Mdbogemgdn dbndzbgemmads gbodgde ombzaMol mozwMEgml, Gmdgmadog
1bd OMBTNbmML Hgbdmbogbhn, Mmd haghmmb godmzombzadn. od babogmdo nbghgde: 33cmgzal
d0B0b0; 0bxmMdsgns od33gmobs o dgdbbyemgdemol  dgbobgd; ©odwgb GOML dmombmal
300b3060ab dg3bg0s; o MMM 3Gl 33mmgzedo dmbobogmgmds dbndzbgemmzgebo. ma393ycEgmady
160 ddMbINbmML G9bdmbogbhn, O™ nbnymGdozny, Mmdgmbsg dosbmgol 33mgznm 23y%3L,

3063300096300 yM0 0gbgodo.

360Mm9ddn Babdmeagbogmo 30mbzgonl gohs, bago@mgdalb dgdmbgzgzsdo, dggndmosm, godmoygbmm
©8d0(h900m0 3ombzgong, Mmdwgdog Bmdogh dmdbabyMgonl babobbl, ob dogdebmgds dobdg dmddgo
030ghmbUb; db939, Lagotms sbogmo bghzobol OLBbgMEdE 8b LdgmTnbogognm LEHMsbhganal dgdndogzgos-
30bbmM09mgdnbmzgal. dogowmoma:

dmdbdocgdgmms adm3ngdyemgdal dgo3abgds dmdbobytgonl i3abol dodsbm;

® ohgdotgdyemo bgezobobs o g30L0L dgbedadnbmod dmdbdatgdgmms dwddom;

® dmdbdo®mydgmmd s dmhgbaoyt dmdbdamgdgmms dmbodkmgdgdn sbogma bghzabol badotmgdsdy;
e bobgmdbogzm Lghz0Lgd0L 3bmodEMONL goBmadgs 9GbgdYMm o dmibgbEnyd dmadbdotgdemgddo;

® YHLYdYMm o dmhgbzoyt dmdbdomgdgmms bomdal gedmdzs Lytzobol dodbmgdgmo mGmasbodoznal
30306 (o 0.d.

30mb3gg00b dgbodydagzgdmo 3odmaygbgm 3ombzaMmal dgwagbnb BgdmombyMoma 3G0bindgdo.
33233006 N6LOMITIGONL 30PMONMIdY

00 003d0 3dbgnbogmazm Mamgbmdmogn 33emg30b ghm-ghom 3b0d3bgmmzeb ghedl —  3ombzatal
3ogmmhntgool o6y dgdmbdgdol.

0dobm3znl, d33mg30mme 2an030b dogt dgdydazgdnmo Jombgzoto, Lozgmg Lodydomgool obygdoedy,
300l B0bobBot dgo3obgdol. gadmgznmbzs Hokmgds bodndby 2an030l 3oty bobogBg. dogmmdozgol dodsbo
bgdobdogbn Lmgnogmybo 33emg30L Rabamgddo ghmbosnbns —  jombzabolb dmddoggds doGomagn
3393006 Loggemg Lodydomgdobmznl, ™mydEs, dobo d3mEabgdn dmg dgdmbzgzadn YRG®m dobA¢HOMNY,
B8mazgM 30 — bogemgdo. gb odm3nEgdyns 33930l d08bgdbo o 8dmEebgods: 0y 3330 Hobgde
1339 9300065070 dgmmME030ms 8 30mb3otnm, 8b 0d 0bbHGdgbHom, Gmdgemog 130300600900 dky
hodhotgonm 3309300, dognmbozol sdmEebgdn dobrhnznd o, dobomoam, dmogash 3ombgotal dhgdbogyb/
bOOYIHOY  dobsbnomgdgmms dgdmbdgde-obggbol; Lb3s dgdmbzgzadn, jombzamal dogmmbezabsl
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d90demg0d ©08333060009L bhodhobh e dgmmEgdal 3odmygbgdos, Mdms e3tMbBdybogm dob 3ogmaoytmdsdo.
30m0EMO™MOd 3Yemolbdmdl godmizmgzal ob @odmdzol 7HboMU, og339hYMOE d90x33Lmb  Lojnmbo,
mdgmbag 030 dogdotmgds. Lobgemddmzsebgemmdn gebbogmyemo dgommngs 83 mdntgdnemns. dgbodedobo,
3000b30600 3ogmmHMgonbob yu3dm dothnzn 0dmEebgdal bnbsdg 30039000: 0b Pbgs hodotwgl babgemadboom
bge30b900L dmdbddatgogemms d3nkg bobogmdg — Logdocobos 40-50 Gglidmbgbdol dmbobogmgmdsg.

0ol 30dmB6dg0m 3ombzatol dogrmbazgobob:

e (ydgbom 3oboggdns yzgma 30mb3o ob gdymgds;

® (ddgbo dggbododgdd gbs oy ob gombzo bedodbg 23YNRUL;
® 9960390 Mdgbo godammnmns 30mbzoko;

e 35bogg9000 0y 3MY Jombzakol 0bbhGJi30g00;

® bmd o6 30l bohyzgdol meTmomgosdo mMedMM3bgds;

® (odgbom 3oboggons hgdbho bdndby 2an930bm30b.

0389 3000900 333303006:

e 30ombgob hndo o g3mbddopo;

® sbymymo 3ombzol sMhgzomo 3obbgdoby o 3mbiGgnhnmo 30mbggdal dgbohyzobmds;

® B900d9h0 o d97bddm ydLgdg00;

e dndsbndbgdgemn/dodotmyemgdal dodggdo 3omb3zgdo;

® 30mb3060b 3okgabymo dbatg o ndonbo;

® 300b3060b bggds, 6eMIgOOP EIYMNRY, 3dEObMAZMY;

e 30mb30Mm0b dgbozbgdoc Lagotm phm;

® 00 30mbzg000006 09070 30(hg3™mM0g00, HmIemgonE dgndemgdd 3ddm3anygbmm 3ombzgdal obobydo;
® Xkl 0y dMd oy gds bgbbodhoyko, edsobgzgemn, godomndnabgdema ob dgyMoigbdymazgemn.

3oemmpn 33em939d0 habmymo 1bs 0gmb 300bzobmsb 30330609070  g439ems ghHomn, ddm dmbab,
d60xhob 8rmdo s Jomamob babobbog go (bddgdn db39hol dgdmbggzoado).

3000b30600 dogmmbozgobolb spdmhgbogn batzgdgdlb 0bhghznngthgdo 0b0dbogzgb LB3gENdTYME odgdNm
0639(90d0 o ghomye 9bgocndl 800Mgdgb ULdghzondmmgdl. Ladmemmme, dogmdozol dgwogagol
30bobogmoggb  d33emg306gon o dgbbmMgdgdn dgod3m  gombzotdo. 30mbgokgdn, GOmImgoni
303mygb9d3cm0s dogmmbod@gdabol o bogotmgol dgbbmemgdol, oM ybs dg3nMoma doMomoon 33emg30Lab
d93Lg07em 30mbzotgol (obnbo odmoygbgds dbmenmeo Jombzamol abobggbow o dobmzal Ladmemmm
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bobolb doboEgdo).

hmambi 3063zgm 908o3do d93bbgbom, H3gb dogh  Botdmeagboema bggdo o0bgdl 3mbibgbymo Lobal
dogmmpnd 33eg30L, mdgmog 300b306m0b dnbosdbly o mmdshdy a3mnboMgds s 3mb3bghywo
bobgeddm3abgmmdn sgmbghngmo dgommognbmaal godmnyggbgos. ab o6 3dobznemgdl yycomgdsl goigdym
3oLybgddg, Mo EOMLYE 30dmBdgdm mommgymo Jombzol 3oemoEyMmdsl s 3049690m LhahobhognMo
0003713039000 3900mg0L 3ombzatnl badmemm 39MLoob dgbedndszgdma.

0dMEbmoMnzgn 33emg30bol dghhgzal gmGdotgds ghm-ghmo bo3zobdm bazombos: bLBmMsw dgbhgymo
9b3mbgbho bLBmMo ob336900L Bobadnbmdos.

dgbhgzab 3GmEgbo  eolbdmdlb  dmdbdobgdgmms  boghmm  GomEgbmdnEsb  (3gbghommybo
9600mdmomoneb) dghhgzoma ghommdgmomonl (bgbdmbgbhgonl) sbhggzol 0dg306o, Mmd gadminmbzal
3obybgdn yobemm3zgdmeal y3gems dmdbdotgogmal godmznmbsznl dgdmbggzadn doggdyem 3obybgdb.

d96mhgz0m0 gOMOMMOd 3mb30 g0 bobgmddmzsabgmmmdn smbgtngmo 33eg30bm30L dMab 33emg30L
396omedo dmdbdo®gdgmms doemnabo Mamgbmdnl ob bobogmo, GmAgmbog godmzninmbogom.

obhobgoybo o Lophgwmgumbm  LyM3zobob dgdmbzgzedn dgbhgznmo ghommdmomds dmoEsesb od
dmdbdotmgdmgdl, Gmdmgdos 9gdhembym  Jombzadl 3908390089 dgo3bgdgb, o6 dmbobogmgmdsl
d00ggdgb Loghgmgambm godminmbgoda.

396h930000 9OMMOE0MO0L MdMEIbmMAd L3gEndmYGo BMmMIYmMom godmomzmgod, Mmdgmog smbyhogmos
d9dc093 mo3do.

M9b3mbgbhol dgdhgzob Bgbo oMol 0obodndwgztmds, Mmool dobgzomoy ybs odmoznmbmb
30063609010 dmdbdabgdemgdn (©gbdmbogbhgdn), dgbhgzomo ghmmdgmomdnl Mamgbmdnl (BmEymos)
d9b0053d0bsc. b Bgbog 0bghogmns dmdwg3bm ma3do.

dgMhg3zd dmoEosl Ggbdmbgbhgol, Gmdmgdbog godmaznmbogm.
dd®mAI3NL LObJJol

d90hg30 9GLgomMAL MG bobol —  dgOdMYMD O  dMBdEASMYMN. dgodMYMNs dghhgzs, GMELys
3969Mmomytn  ghmmogmomonl  g3gmo  gmgdgbdlb  mobsdama  dgbodemgdmmads  8g3b  gedmgznmbzadn
dmbabogngmdnbmzal. obgmo doamdom 33emg3d bgds MgdMgdgbhobymn, oby dgazndemns, dobo
dmbo3gdgdn @obgzodmasamm ggbgthamyt gMhmmdcamdsdy; dMssmdsmybn dghhg3zobolb 3o agbghomyta
9600mdm0mo0l MmommgYe 9em9dgbdHL stmdmobododn (dmg dgdmbggzedo — bygmzsebn) doblbo og3b dgbhgzom
960mdmomosdn dmbobggbo. sbgma dgbhgznm hohotmgdnmo 33emg3d 30 dstal Ggdtgdabiobyemo.

dmMEbmoMnzgn  33emg30bolb  dnBobdgbmbogmos  sgmodmydo dghhgzol  godmygbgds. odobomzal bo
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303M90 396960myto ghommdmomdnl dmEymmds o bhdydhacs, 963 dobo doGomawo dobodghtgodo.
dombobgmgmonl gedmzombgol dgdmbggzadn, 3gbghomydo ghmmomomds oMol  doemosbop  J394960L
86 oG dmbabemgmds, ma30b0 3o6ddghtgdom (3sg.: bggbo, db 30, 3obomemgdal Emby o dmbsbemgmdnl
dMEbmod Mganmbgdal, Jogmadobs oy bmagmgdolb dobgwz0m). 0ba3mMAsENsL dmaoam dmbabgmgmaonl
3060dghG 900l dgbobgd a30dgmgal boygmzgmmom dmbgMs. sbdgmmanytom, dmdbdotgdgmmms 3gbghogmydo
960momomonl dgdmbzgzadn, o 0bgzmMmddEnsl 33063000 dmboggdms 608900, Gmdgmgdbeg dBotdmgogb
bgé30b0b dodbmegdgo MmMadbodsingoo.

amodmymo  dghhgzol  Godwgbodg  Lobg  06MLYIMAL:  LHDohosgogadgdyma,  Jmobhghymo
dobphogn dgdmbggzomo. dmdbdotgdgmms  3dogma3ngmgdal  33emg30bm30L  g3gemedy  Mgmg30bdytns
bHMIHREEMgoYmo  dmdsmydo  dgbhgzs,  Gmdgmog  3ooggdom 3390 18MY639mmymal
936989bhohymmosl, 30ty dobnzo dgdmbggznmo dghhggzs. 8dob magzab dodgdo og3b: sbgm dgdmbggzadn
d96h93000 9OMMOE0MO0L L6, 39bgMomytn ghmmdgomos nymazs 3mdmaqbyt 9392317939000
0 domaob dgomhgzs dgbodsdobo GMomEybmaonlb gemgdgbhgdo. dmadbdotmgdgmms 3doymazngmgdol 33¢mg30Lab
obgmo 3mdmagbyho 3ymgo0s: Lgkzobolb @odo, dmdbdobgdmal Ghodo o o.0. LhGOHERNEMONE
demdsmydo dghhgze Bhol ndznomo byhz0bgonl dmdbdoMgogmms 33eng30d0 Habm30L dgdMMASL Y,
d9b00830bd¢0, Gg36989bhaHYmMMIsLYE. bBmgw dgthhgzal a3mMdnmgdabs o Lodybhobmzgal skl bagobm
dmdbdotmydgmms 0089000 Bocdmydo.

dd®AIA3NL 20801 BM®HANDId

dmdbdoMmydgmmo 3doymaamgdab 33cmg30b0b AgMhgzol BmMIaMgdab dd30emgdb b godmgdmgds, Gma
babgmmadboggm bgb3znbgdaol dndbmEgdgmo MG Zdbadogngdo 3xan3dm d60MAMgdg6 dmabdsmgdgmms
008900 (gmgzgm dgdmbzg3edn, dom gb 6ddznmo dgydmosm).

dmdbdomgdgmms 3dogmangmgonl bhobpotdol dgdydoggdabsl, hg3madgbogdymmas, babgmdboom bgéznbol
d03bmg09emdd mMobndsEnod 608900 sbsbdmmb dgdwgan dozmabnangntgdgmo 33eagdal dobgoznm:

e bodbgomodm bgwmo;

® 3b030emyMo dmdbdamgdgemo;

® 3mb3Mgphnmo Lgkazolbob bobg (dog.: 608bgLol MgaabhHMeEns, doMsmonl dmbdmdnl 8ggds s o.0);
®  3mbhogdhob bobg (308033600 Lyhz0bo, Online/obRHdbEoMa bgbzabo, baghgmgambm bghznlo);

® dmdbdokygommol Bhodo (dmgdomadg 9308037600 dobo, Lobgmadboomdn Ggaabhtokgdymo 0Mooymo
3060, 96dMgdogbhn i30d03nMo Jokon, bbzs babgedbogymda Mgaabihdatgdyemo nytooymma doko);

® LgM3z0bE9bdh®0 (130dognca bLyhzobgdabmzgal);

dmdbobymgdol Gganmbo (530803960 bgbz0bgd0bm30L).
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hmambg bgbo, meaebodognob og3b bgbzobgdn, Mmdmgdbsg 308037600 O 1Moo 306gdo 3oM 33910
3960mEYmmonm 0009090, ghmo doMoo bmdéol djmbg dmdbdebgdgmmo, Mmdgmdsy Lodbgsmadm
3gbomedo Modwgbodg bLgczobo dongm, vl PbozdyMo dmdbdotgdgema. dmdbdabgogmgdn, GmAmgobog
0060030003960 30630 bedMgon 8g3m, §Jdbndb dmdbdamgdgmms 3gbgtdgmn ghmmogmomadl, 3bngomydo
dmdbdobmyodgmgdal dogt doggdymmo bghzobgdo 3o dMal dmdbsabyhgdems ggbghommydo ghmmdgmomds.

306000006 dmdbdomgdgmms 3dogmangmgdal 33emg30L 30¢haMgom Bgemnbadn ghmbgem o dgbodemgdgema
16d 0gmb 3dogmazngmgdol batabbolb dgotgds bghzobolb bobggdol dobgzom, dgthgzal aymGdotgdabol
30bom30emabbnbgdgmas Mmamby bosbgabadm Jgbhomedo gobgymo dmdbabyhgogdol, oby 3bagowmyMo
dmdbdocmgdgmgdal GomEgbmds (sbgmo dgbademgognmdnl sMbgomdnbal).

dd®AA3NL BMAY, dIMAI3NL AMBITIMANL 306L0BQV3MO

dgmhgzob dmgymmos oMol 33mg3z0do dmbobogmg GLIMbEIbHMme GImEIbmdy, GMIgmog
333030900 M93M9896¢ddHImmMInbm3al (60G3MId©a96mmdommdd)

06Lgomol ¢odgbndy 3k dgbgoymgds dghhgzol Lagobm dmdalb dgbobgd. ghm-ghmal msbabdo,
16000 36BYOMAIL oM 33990 dhm3mMEns (3og.: bdoMo dmbndbsggb, thmd dghhgge dmIymonal 5%-b
160 dmoEogegl); dgmg dgbgnmgonm, dghhg3s Nbwo 030Ma3wgl 2000 dgdmbggzol; sbgomdl abgmo
dmbadMgdey, Gmd dghhgzol dmEyemdnl bgdabdogho dho odhwmal dghhggalb dgwgagonl Lodybhgbogs.
g39emo 9b d0amadd d3ekny, MoEasb abnbo o6 gybbmads dghhgzal mgmbaol. dghhgzal dg339¢h 60
domEyemdnl dgboggsbgdma, d33e9300g0ds 1bcd 3oblbodmgtmb mogz08bma dgo30bgdgdal dmbagnmobgmmo
boBYLHY, 0b7 obdzgon bihebsbipnma dgzomdal dmds. 3

3939 300390m0m gmMIgmIbL, Omdab dobgpzomeg dg30dmndm Eim3zdmma dgmhgzal gromdngmgds.

z2pqg (N - n)
(N-1)n

}mO3IYmodo 33mi©gon sbg gobadampgdo:

Z=1.96 - Z-ab 3603369¢m@0d 95%-0060 bLabEMMdL E®bAbM30L

e n= dgMmhgzab dogymmod

® N= 336M3myMo ghnmdmaomdd

® P=0.5— bomdomgdab sgmdommdd 50%, godmbabjmo smbomopomn
¢ g=1-0.5

13 330 03Mob3mmbd-60hdnsbn, g30 bohdosbo 3330l dgmmegdn Lbmpomemany® dgbogtgdgddo” ogasl Lobgmadbogm ybazgdLohghob
300md3gdgmmos 2009.
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dgmhgzob dmEgymmonl  odmbom3zmgmom  304gbgdm gmMmdxmab  3abybodezMmgman
dm3ymognnbomzgol:

z>x (p) x (1-p)
e2

bmgmm 090093 9330 gdmoE 33L6mMgdm 93 dmgymmool Labdymoe 3dmdymogonbimzal,** dobo
8mdab dgbododoboc.

SS
SS-1

new SS = 1+

303mm3mabl  gobododpnggdmowm, Lobgmdbogym bghz0bgdol dodbmegdgmm ™mGOZebndoEngdl 300300Mdm
39 3NmathmEob 39003mU:

https://www.surveysystem.com/sscalc.htmNone

0dxmbg boMdmeagbomoas Gmgmby Eomdomgdal, dbg3zg dgmdhggzel dmEymM™Inb Fdsdmmzemalb
dgbddmydmmos. Confidence Interval-ob gobbztog hobghgo mdoggdal LabyMzgmo Embg, bmerm
Population-ob gobbzhng — a39bgtagmnmon ghmmdgmomodal dmds. ssdatgm momoll Calculate o y36odo
Sample size needed godmhbgdd dghhgzal Logobm dmEymmos. sbogmmanyhew, Sample Size-ob
3obB3M0n3 hobghgm dghhgzol dmEyemmds, Population-ob gobbztog — agbgtamymo ghmmdgmomonl Bmdd
5 3330630 mogmsll Calculate. 30maMmods d3¢mAah GO O30mM3nm Fromdogmgdolb mbgb.

hmamMz dgbndbgm, mMnzg gadmdmzmgmb d93b 39emo Confidence Level o mbo dgbodgmgogmmos —
95% 0 99%. h396 306h9300 95%-086 LObEMMONL mbgl.

14 3mdnemoEns d90dgngds ngmb babeyeo o6 3abybedmatgema, 0dab dobgozom, dgdhgznlb gbhmgyeo badozgmymos oy 3ebybedozmgma. 3obdampgonbmgal:
bBE3MYE0 dmdymoEnd dmoEagh dghhgzolb 9hmgnmgdol M3meE MHaMEbmISL (303.: Yy3gms M9ga0bhtmakmgdymo sdmdcmhgzgmo 3mbiGghawm Jowmogddo
30b3M™gbhym Bgmb); 3obyLodmatgma dmagmoins 4o dgagde dghhgzal gbhmgnamgdal ybabhymm MomEybmdnbsgab (3sg.: dmbghob sggdal dgydmyogn
HOmEgbmoy).



30dmmzgmobl  gobodobhnggdmae, Lobgmdboxm bghzobgool dodbmegdgmm ™mGOZebndoEngdl 300300mdm
39 3md(h MGl 39003mU:

https://www.surveysystem.com/sscalc.htmNone

0dxmbg b6oMdmeaggbomoas GMmgmMy gomdomgdal, obg3zg dgmhgzel dmEym@MOnb Fddmmzemal
dgbodgmgdmmos. Confidence Interval-ob gobbghog hobgbgm Eomdogngool LabyMzgmo mby, bmemm
Population-ob gobbgthng — 3gbghogmybo ghmmommomdnl Bmds. asgatgm mamoglb Calculate o yzModo
Sample size needed godmhbggos dgbhgzol Logobm dmEyemds. sbosgmmganytew, Sample Size-ab
3oLbzhng hobgthgom dgbhggzal dmEyemos, Population-ob gobbghog — ggbghogmyMo ghommdgmomanl Bmds
00 33506090 momo3b Calculate. 30maMmads 83hmadH MO 8gnm3wnm 3mdogmgdol mbgl.

hmambi dgbodbgm, mMnzg godmdmamgmb d93b 39emn Confidence Level o mMo dgbodemgdgmmds —
95% (00 99%. h39b 306hg300 95%-00b6 LobEMMANL EMbgL.

Determine Sample Size Determine Sample Size

Confidence Level:  ®g5% ()99% Confidence Level:  ®g5¢, (Jgg%

Confidence Interval: | | Confidence Interval: |3 |

Population: | | Population: 11000000 |
Calculate Clear Calculate Clear

Sample size needed: Sample size needed:

Determine Sample Size

Confidence Level:  ®95% (099%

Confidence Interval: |3 |

Population: 11000000 |

Calculate Clear

Sample size needed: |1066 |

bogomemmanyh o dobzghnbaym 33emg390dn, Mmamby bgbo Eomdogmgdol dmzhow 0wgogh 3-5%-L
bomem bandgEmmdnl Embyw 95%-U.
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3339momo: 0y dmdbdamgogmms 3odmgnmbaoed ohzgbs, Gmd 75% nMhg3l me30L bogbmol md3gbo
bgG30b00 LOGRgOTMISL, yg3gems dmdbdabgdmmol godmzombgol dgdmbzgzedn, doz0¢mgd0m
330bgmmgo0m 0do39 dggagol.ts

300700mMs© gb Botdmoagbogmas N2 3béogndo:

gbGogma 2. dgG@hg3z0b gomdaggdab 30830madogas

gomdommgdd + 3%
—>

0939 Bobdmanagbm N3 gbbob, Gmdmob badyomgdomog dobpnzs dgdmgdm MmM0gbhMgosl, oy

73% 74% 75% 76% 77% 78%

5300960 Ggb3mbgbhn Y6 3adm3nmbmm 95%-00b0 babmmdnb Embgdy =3 %-08b60, O £5% abod3zgon
3omdoggoab P8Gbzgmbogmase (Confidence Interval).

gbGogmo 3. dg®@hg3z0lb Jmgymmos 3gbgdomyMo ghmmdmomdal, sbg33, Bomdomgdab Lb3zoobbzs 360d36gmmbabmzal

+3%-0060 gomdomgdobmzal +5%-0060 gomdogmgdobmzal
33690 3myMo ghnmdmomds — bagomdm dgmhigzalb dmpgymmos bogomdm dgmhigzal dmpggmmos
dmadbobyMmgonb MompEgbmods (039b3mbegbhms MomM©ybmads) (09L3mbgbhms MomM©ybmabs)
95%-0060 bdbmm®nb mMbgdg 95%-0060 bobmm™dnb mbgdg

1000 516 278

1500 624 306

2000 696 322

2500 748 333

3000 787 341

3500 818 346

4000 843 351

4500 863 354

5000 880 381

10 000 964 383

50 000 1040 383

100 000 1056 383

500 000 1065 383

1 000 000 1066 384

15 3bGogdo BoMdmagbogmos dmgmodmg sdthazemgdyme 360836gemmdgdn (Abmenm m30embahnbmgdabmgab).
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®@M3M® 33d0d2000) BbMN30 63MAMP3I6N0 16BM®HAOBNNL 303(MYI6I0O?

03 093960 ddmEobos dmdbdotmgdgmms 3dogmangmgdnl mbal dbmemme dmeoobmosdn godmmgmoe —
01939, 3oLbab goEgds 30mbgedy: ,,md3960 MMdbabdoznal dmdbdotgoemgdn, 20ddn, Modgbdw 3d0gMma3nemgdn
06036 m93960 dmdLobygdnm?“— dodob bozdaMabng, oboMagdmmmam 3Ebtogmdn Botdmoagbogma Mogbggdom
00 £3%-00b0 3omdogngonl b3ghdo dmEgdyemo dmEyemdgdom.

00033060000, Ldobgatodm bgemdo gobgne dmdbabyMgosms GomEgbmds ggbghommyto ghommdgmomdnl
b3ghdo Botrdmeagbogmn GoEbagdol Gmdgem 0bhghzdmdn gd3g3e o dgnbodedgm +£3 %-00bo 3mdogmgdal
b3ghdo BatdmEagbogmo dmEymmos. m9396 1339 3od3m Mgbdmbgbhms Gommgbmods, Mmdgmog 1bos
303M030mbmo.

d0gomomo: oy Loobgobndm bgemdo 450,000 dmdbabytgos gobogm, b3ghdo 3gbgGamydo
900m0momdd — dmadbobycgdob MomEgbmds sodhngm 500,000, dgdega 30 dmdgdbgm Mogbsn,
Mmdgmog dob gabbghoz oMol habghogmo L3ghdn £3 %-0060 gmdomgdabmzob Lagodm
396hg30b dmgyemdd. m9396 Y6 godmozombmm 1,065 dmdbdotmgdgemo (Mgbdmbogben).

30mhogm dobhGmdhni0E30Mgogemn 33eman — bgbzabol babg.

93960 008sd0 36L7dYma dmbsEgdgdo aygagznm dm3mMEnyma. Bemal gobdagemmdsda gobgyemo 450 000
bgbrgabo dggbododgds 100%-b. dbgms Pbd godmzgomzgammm mommggmoa bghzobolb dbmEgbhyma bogmo
do0sb GomEgbmosdn. ddobomgal mammgyma bgbgobol bemoyo GomEgbmod Nbps gogymm dmemosb
600mgbm0od8g o gogodtogmmo 100-8g.

3330momo: 07 3mdmob d9doagbemmadnl dgbabgd boskdozm 3bmdnl dmdbabybgds YHmegds
90000-U, 30bo 3GMEgbHTmn Bogwo ndbgds 9000/450000%100=20%.
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gbGogmo 4. bgc30bob Labol 3G @3mGE00b dogsmomo

dhmdmbEnd % = bgdzabob

dobmgdgmo bygezabob Gemoydo

bgG30b0b Lobg 6em0®0 G3m©ybmdd/dmenabo
M3mE3bmdd
®30096m05*100
boot bmds gmdemab
doge Gomda gmdero 9000 20%
d9d0c0396emmdnl dgbobgd
Jmbgd0lb B3gmmdnl
00000sbhYMgdgma 115 000 25.6%
badtgnzm 3bmdy
dobab G9a0bhcLE0d 75 000 16.7%
ba0bgMGOTsE0M ddMdMO 75 000 16.7%
Jm®Babgoal MgaabhmaEes 50 000 11.1%
00000900L dmbdmdd 45 000 10%
byem: 450 000 100%

9396 9339 @odmmzmomo gagzm dghhgzolb dmEyemmds — 1065 dmdbdomgdgmo (Ggbdmbogbdn), sbems
30 160 083006g0Mm0dmm dghhgzol dmEywmogdo bLgtzobgdal dobgwznm. 8dobm3zol godmznygbma N4
3bGogmal 3hm3mbEngdn. d9300306mm dhmdmtEns 0by, dmd 1065 dggbodedgomeogb 100%-b o a39gmm
dgbhgzob dmpnemos N6 3bdogmdo dogmgdyma dhm3dmbEoal dgbodsdobam. N5 3béogndo gedmzom3zomgm
39e 3990 bghz0bol dmdbdamgdge Ggbdmbgbhms Mompgbmaogdo.

303omomo: ) 3mdmob 3d9doagbemmdnl dgbobgd Lostdogm Ebmonl dmdbabymgds Benal
306303mm00d0 3onhmems dmgeo dmdboby®mgdol 20%-b, dgbhgzado ob Babdmoagbogmo 0gbgds
1065/100 x 20 = 213 M3yb3mbpgbhom.
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gbMogo 5. OMmIgmo by®3zabob M3dEgbo Jmdbdsdgdgmo b godmznmbmm

M9L3mbegbhmo gababomgds
d96hgzsdo (1065 Mgbdmbrpgb@dn)
=1065/100 x by®3abob
dgbo080d0bo 3G M3mGE0ab dmdd

dhmdmmEed % = bgd3zabab

Gemoymo MHdmEgbmds/damasba
M3m©g6mdd x 100

(N0
33MJdngm 3bmods 3mdgal . e
390500396mm0o0b dgbobgd
Jmbgdol g3gmmdnl
053d0c0bhYMHgogmo 25.6% 272
boadtgnzm 3bmdy
dobob GgaobhmaEnd 16.7% 178
b3bRMGOTIE0M d3MdMO 16.7% 178
Jo®Babgonl MgaobhmdaEns 11.1% 118
030000900L dmBIMS 10% 106
byem: 100% 1065

07 093960 0dmE3dbss dmdbdatgdgmms 3doymazngmgoal botabbol godmmazems bgezabol babal dobgzom —
obg39, 3dLbab goEgds 30mbzedy: ,,30M3mA0L dmBAmMonl bgtgzabol dmdbdaMgdgmms 3doyma3ngmgds JR3GM
dogogmng, 0y dobob Mggaobhtmagnol bgbzobob dmdbdatgogmgdalb?“— dsdob Logobms YJRdM FywEsbdomo
(303.: LOMIHOTENMYOa) dghhgae.

0040300 boobocndm Bgemdn gobgnemo dmadbabytgdgdolb Gomegbmos bghznbob bobggdalb dobgoznm.

30dmm30mgm dghhgzol dmpnemmds mommgymo bBgh3zobobm3znlb. Losdobme dgandmoom gddmoygbmm
qmMIYm, 96 gemgdhGmbymo 3o ymahmeo (ob. Bgdmm)

d0gomomo: oy 3mdwol dgdoagbemmonl dgbobgd Lootdogm bmdal dmdbabytgds doogm
90000-3> dmdbdotgdgemds, 95%-0060 LObEMMONL MYy =3 %-08b0 BMAnggdabm3znl Pbd
30dm3030mbmm 1055 Ggbdmbogbho, bogmm +5 %-00b0 gomdogmgonbmgol — 383.
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gbMogmo 6. dgMhg3zol dmEImMod momnmgymo bgm3z0bobmzol Esdmy3nEgdmaco.

+3%-0060 +5%-0360
Bomdomgdabom3zal Bomdomgdabmzob
bodomm dgbhiggal bagoGmm dgmhigzal
dm3ymmod 95%- 3™ Mod 95%-
0360 Ldbmmdnl 0360 Ldbmmonb

©mbydy ©mbydy

d06m@gdmo
bg®3ab0b GemoyMo

3009600

badmgnzm 3bmds gmdwal

090500396emmo0b dgbsbgd 90000 1055 383
Jmbgdob B3gmmdab
©3350abHIMIOgw0 115 000 1057 383
badtgozm 3bmdd
dobob Ggaabh®mognd 75 000 1052 382
banbmMmdsgom dobama 75 000 1052 382
JoeBabgdal Mgzgabpmagns 50 000 1045 381
0800009000 dmBIMIS 45 000 1042 381
byem: 450 000 6303 2292

magmdE gbMogdo 3bgogzm, mg3gbo dgbhggal dmEnmmos dbndzbgammgbao gondato (ngm 1065), mydge
3mdoggds d60d3b9emm3bo dgdnkes dmemnsbo dmEmmdnbmzab.

6303 G9b3mbgbhobmgol — +1,23, bognm 2292 Ggbdmbogbhobmgal — + 2.04.
doybgogec 0dabs, Gmd omdogngds d9dnMs, dbgmo doamds Btob:

o 0bsblyc batzgdl;

® dd03by60 Mgbymbgool (0bhghz03996mg00L) MmEgbmMASL;

® 33930l EMmL.

3do(hmd N6 gbbogndo Badmagbogmn 30600b¢Hgd00b, dgaademosm sobhomm dgmbg 3o0b0sbho —  £5
%-00b0 3mdogngoobmgal bagobm dghhgzal dmEymmos:

d96hgg0l dmEymmds 3gdbgoom 2292 Ggbdmbgbio;

Bomdogmgds — *2.04 dogmosbo dghhgzabmgal;
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Bomdogmgds — =+ 5 bghzobob babggdol dobgoznom.
0383000 a0©d3MaNn0) aadJo0:
e  Jd9000060mo dmdbdahgogmms 3dogmangmgds bghzobgool dobgzom;

® a38mdmm dmdbdotgdgmms 33ogma3ngmgds o 3abodmasmm ab yzgms bgt3zobdg (99bHM3MEMSENY).

dd®hAI3NL 6IOON3d0L 306L0BQV3MO

9396 1339 030m, Gmdgma byhzobob d0dmgdo s Mddgbo dmdbdotgdgmo Yoo godminmbmm, mydise,
bObHIPgLMY, 3Mb3EMghNEOE G Mbddndyztmdnm o Bgbom ybrs dmbggl gb.

bagommo, B3LHOP 0EMEIM 3369300 B39 g bLedydomgonbmznl gobgymabogma hm. sdobsmzgal dobmgdymo
bge30b0L BeoyMn MHOMEIbmds NbES gozymm LBddydom EMggdal Bemoyt MOmMEIbmdsdy (mgbabboyemgdol
303m3mg00m) o d030¢0900 bge3z0bol EEoYE MEYbmodl. 2020 Bgemb g30d3L 249 Lodydom Y.

N 6500360

249 (5089850 ©MY)

N ©@O0IGOH0 =

d9b0003d0bo, h3gbo dogowomobmznl:

om9do badOMmE MGOESbNBOENd dmdbdotgdgeml 8b3nl 450 000/2491=1807 bgh3z0lLb.

dd®mAI3NL 6IMONIJANL GIMPIBMod (GMAMM 30MAI30) 3MILAVMHIOGITIL
803(M300b30LA30L)

N6 3bMogmol dobgzom, dgbhgzolb dmEyemos Mgdtgdabhopnemo dmboggdgdol dgatmaggdobmgol kol
2292-b. boznmbobagde bLJgdohyMop doEamdom, dgzndmodm, bLagzgmg LOIPAomgdn hadspodmm
2181/1807~(oobemmgdnm) 1-2 mob gobdogemmodsdn, my3n godmozombogm bLgk3zobgbh™dn dobyem
g39ema dmdbdahgogeml. mydie sbgmo dgmmeo Mg3madgbogdyemo oM dMab, Goaob:

o 6333000 dmdsmmMAy, md gy3gms bgMzobob bo3daMal MemMEgbmdsl dmagthmzggdm. dgbodedobo,
31336900 3bd idyghbmm dbmmme bdoMow godmygbgdymo bghzabgdol dmdbdoGgdgmmo
89930L907900;

® dgbodgmme, boggmyg badydomgonbmzol sMhgye mggddo byc3zabl FobEgdbgb dbmeme bLoyzgmgbm
36, d0Mmodom, bogmgooE 3Mmazgbombogmn maboddtmdemgdn o 33emg30b dggagdo mdngdhnMow ob
oboboggl dmdbdamgdgmms 3d0gma30gmgdal.

16 ng30300emM0 bddam EEggdal MomEybmos.
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0930096090709, 3odm3z0m30emmm dobmegdgmo bgezobgdol Lodyemmm m3z0x6m0 GOdMEYbmOd s by
o3m30emmo dghhggab dogo, oby ymzgmo dghodrgby dmdbdomgdgmo 3bd godmazzombmm bLagobm
dMbmonlb Mgbdmbgbdhms dmbagthmggoma.

bobgemddmaabgmmmdn  dmbghogmn  dgmmememanol  dgbadodobo, dgémhggzab doga oMol dobdogmo
dmdbdokmgdgmms Mngnom bmdemgolb dmab.

a06M©JoIT0 LAI®3OLOL MBNIGO GHAIMDPIBMBOY
ddmA3I3NL 8MBIVMdOBI

ddmha3NL o030 =

99399H0sbo Loggmyg Ladydomgdobmgal, Lagabms, 3ognmgsmalbobmm yzgms xvdhmGo s Fymosbdom
0033933M0:

o 300b33M0b dMExMMOd O bodmymg — Lobymddmazobgmmdn smbghogno dgmmeongolb gedmygbgdol
dgdmbgggado (ServQual), 3ombzatol dgbogbgdewm dE30emgdgemas 15-20 bymo, Mgbdmbegbhol 33emggzsdo
dmbdbogmgmoody obomobbdgogemo phmal hamzgemoo.

bb3d Hodob 3ombgzokal odmygbgool dgdmbggzadn, Mm odmom3mgds dogmbn®mgdaol ghoddy.
d9b00830bd¢0, bdggemg badydomgdal 6nb 3339 oRgbnN 39dbg00m, M MM binkmgds Jombzatal
3930900b o 3gEMENBYd0m, M3dwgbn 8b39¢nb dg3bgds dgydemnd mgdo gbhm nbhghznygmb.

o 3mb3Mghymn Lg®@30bol doegdab LobdatMyg: dmagblgbgdom, Gmd Lbzowobbgs Lyhzabl Lb3swobbgs
bobdotno dmobdotgb. gb doh39b909e0 Y6 dERNbMmm Bo3gemg badydomgdal abygdodeyg. domagma
bobdotno dnbmgdyemo bgkzobom 3dogmangmgds Ji3km bLbGMdndE dgo30lgds, nd308moE gadmygbgdyem
dmadboby&gdobmeb dgamgdoom.

390l 39693960 ygmzgmo Eab dmmmb oozl dgbmdymgdgma BsdPdomb dmpymmdsb.
hmambdy 3o 3mb3Mgpamo byd3zobob dmdbdomgdgm MgLdmbpgbdhms Momybmds doowbygl
dgmhg3003om33¢malbnbgdyem 603bxml, Amd36m M0EIbzmababdhgdznygmmsdydomoal
bggdob o 3339 J90Lgoxman LgM3zobob MIMPYbMASL godmMmogbogh iM@AgboemnEab. by
093939 ym39mo dmdy36m bg®@3abob Mybdmbogbhms dgdmbzgzsdo.

o 33dm3dobybgdnb 3GmEgbho — dMo3om 33193009 OYMEbmMOnm, Zodmdslybgdal 3dMmEgbhnma
doh3gbgdgemn  3otobdot  godmznmbgabol  dghygmol 80%-000b 95%-dg. gl 0bozshmbo
083M3000907em00 33609300 d0boambLS o 3ombzotal dmEymmdsdy: Mg YR E0ENS Jomb3doMo o/ob
bgbLOHONMNS 33¢mg39, 300 YROM bo3egdns godm3sbybgdalb 3mEgbdo. dmdbabybgdom 3dogmangngdal
33939003 00 oMol godmbogmabo. doMabdod godmzombzol Loggemg Ladydomgdol oboggadacw,
933960901900, 3odm3abybgdal yz9emoedy odagm dohzgbg0ema 83000mm 80%. Lbbgs bohyzgdom Hm3
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309300, 0b(hgh3079600b dogh dghhgyemds ymzgmds dg-5 3mbihadnhds dgbademgdgemns ot gabosbooml
33993000 dmbobogmgmdsdy. Moibzgodo gb bodbogl, Gma:

0y omgdo 039330300 180 dmdbdomgdemal gadmznmbzal, godm3dobybgdol 3GmEgbhob
30m30em0bbnbgdnm, ogdntgdom 225 (=180/0,8) dmdbdamgdgmmmsb 3mbhogho, Gmd
doommo 180 obkmyemgdnemo nbhgd3zoy.

boghom 20ddo, 3odm3alybgdol 3mEgbhol dohzgbgdgemo Loggemg Lodydomgdol MmL 1/4-0m
3906m0b (dgomogal gom3daobbobgoom).

3330momo: 0y odm3dobybgool 3MmEgbhol oym3zomabbobgdmo, boggmyg Ladydomgdo 3bgd
003906mgd0bsm 12 mgdn, godmdslybgdolb 3mEgbhol gom3zamabbobgdom, y3zgemodg notgl
d9dmbggzadn, 15 Mgdo dLMYMgom.

300dm3obybgdnl 3rmEgbhal sbogmans dgandmnsm godmayggbmm bahgmgambm s Online gadmznmbzabal,
03930 390030¢0bB0bym, Gmd sbgm dgdmbzgzadn odm3slbgdal 3rmEgbhn JR3GM® 808NN O badgomme
50%-b o6 dgdohgde. sdodhmd, 0do3g Gomgbmdnl Mgbdmbogbhme dgthgznbmgal yo3tam dg¢ dmpgbinyd
09b3mbgbhmob dmgnbgzm wago3dntgoy, 30Mg Jokabdntm gadminmbzal dgdmbggzadn.

00310016090 N6 3bbagml, dg39dbsm ab mommgyemo bghzobobdmadbdo®gdemgdobmzgal o gognmzsabbobmm
30dm3dL7bgdal 3mEgbho. 30300, M3 mommgyo Lgh3zobob dobmegdol Lobdobg oblbb3dgwgds (dg-2
0309dhm0). LBmMg ddodhmd 330930 EMYgdnl obbb3dzgdymo Gommgbmods baggemyg bodydambomaab.

N7 3btdogno 33039690, adbemmgdom Godgbo mg 3obhobl baggmmg badydomgdn mommgyma bghzobob
dmdbdotmydgmmms godmznmbgabmaab.

A Lgghdo dmEgdnemos dobrmegdymoa bybzgabol bemoyto Momogbmds;
B b3gthdo — dobmegdymo bghzobob mzoydo GomEgbmos B=A/12;
C Lb3g®hdo — dobmwgdyemo bghz0b0L LG GHOMEYbMOY;

F b3ghdo — dgdhgzolb doz0, o6y ym3zgem dg6madgby dmdbdatgogemasb Nbes o30dyatmm 3mbhodho o
39300300Mm0 33e930d0 dmbobogmgmds. 8dobom3znl gobgymo dmadbsbymgdol mzoyto GomEgbmds 1bos
3939mm (896hg30L dmEnemdsh +20% - 89) (F=BJ/E);

G Lgghdo —  LoO3gyg LOdNdomgdabm3zol Loagobm EMggoal GOdmEgbmods, Mgbdmbogbhmo ®yka
0omEgbmonl godmbomzmgmag. 0y dmdbsabykgdol moyt MomEgbmosl goggmam dghhggalb 003dg
(G=C/F), 303000900 bod39¢mg Laddomgonl dgbdbMymgdmae Logotm E®ggoal GHomgbmdsl.
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gbGogo 7. bo3zgmyg BOdYTdMgdobmzab bagodOm EEggdal gsdmmzems

E. 3odm3obybgdal
A. d06mEgdymo D. +5 %-0360 3G mEgbdob (80%)
bg6znbob Gemoymo 3rm3nmadabozab 39035mabbobgdom,

6 beod B. dobmgdymo C. d06mgdymo 63dwab
300096000 N
(nﬁq;mﬁ)afzna 3000 bafgabob m30360 8a6g0bal eeayGo inan fanhses ﬁabamﬁgijaﬁomaﬁ
3009600 ®3mgbmodd dmpa0dd
®M3s60Bs300b dgodgmgdo

bhoabhn3nEab) BbGocmo N6 9m33060mb

30669360
- _
bodtgnzm
bmdd gmdgmoly
8 400 90 000 7 500 361 368 460
3935c03966mm0d0b
dgbobgo
Jmbgdol ogemmdnl
003900bhcgogmo 115 000 9 583 461 372 465
bootgnzm 3bmde
dobob Gg30LbHGE0Y 75 000 6 250 301 365 456
e by 75 000 6 250 301 365 456
0003m0
Joebobgdol
50 000 4167 200 357 446
©930bhM30d
005009000
030900 45 000 3750 180 354 443
dmbdmds
bygm: 450 000 37 500 2181 2726

9396 @odmmzomgm, 3mbibgphnmo bghzobol dodwgon Madwgbn Ggbdmbogbhn 1bps godmgznmbmm
moy6oE. dgbadodobs, 030m, Mmd bagzgmg badydomgonbmzol bagotms 22 mg.

093mdgbond bdzgmg bddydomgdabmzgab:

e bo39myg badydomgon o6 b Ogdmbagl dgMomel, GmEabsg Lobgmdbogm bghzolol dmdbdotgdgem
™M adb0ds30sb 0930900 093b bgh30b9089. Sbgm ML dMmEbddtydgeL 30LO3emgd0m 0b 3dbLFYMMgoma
306M0d9000 bLMO308MBgb 8ds my 0d Lyh3z0LL, GOE 3o3egbsl obgbl dom 3dogmAngdedy. @ogemgby
d90demgod 0gmb dmBohonmog (dog.: 3obosbo bghzobol yo3obme doggdol dgdmbggzedn) s bggsbhoybog
(30a.: odaoolb godm dmdohgoymmo ©03gon o dotgbgdymo a3odoinMo gaMgdm, ROAMEMNEN
™39603hmegdo o 5.0);
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e bo39emyg bLodydomgonl hogotgdolb EhOm 86 b ogdmbzgl bmEnamyM 36900mamgm3al, Ladbmbgbhm
0930900 o6 bb3d dmzemgbgdl. gb dobobgds dmdbdatgogeBgi o dgadbgdgdo sbomdngdhyco/gowobtogma
096909;

o MMM 0b(h9M3079ML od30mgm 3ablbgogzgonma byMzobgdal dmdbdotgdgmms godmgnmbss. gb
3909306900 gy6omgdal dmybgdabs o dgmdnlb od3900L dgMISMMOSL.

1370m 3odmadnmbzol hadocgdsl Bob ylbmgol mo ghodo: 06dhg@3z0gmms gehigzs s nbhgdzongbmd
6®960630.

0603®3033™0)0 dIMAI30

0930¢0g09em0d, Ldggmg Lodydomgoobmzgol dgodhgl bozdababo GdmMEgbmonl 0bhghzongha. gb Mogbgo
3dm300903em0s dghhgznl dmEgemmoobs o 33emg30L 300009.

baGobboobo 33emg30bm30lL, Mg3mdgbogdymns, gbhmds 0bhghz0nghds mgdo godminmbmlb stdndghglb 10
9L3mbgbhn. 93 bobgeddm3b9ML B30k godn godmygbgdyemo 3ombzatgdal badyogmm bobgMdmazmds,
dobemmgonm, bobggabo Losmos. dgbodedobo, EogMem 1 abhgbzongho dgdemgol 10 abhgbzonb
hohocgdsl.

botalbbol 3mbhMmmemabomzol dbndgbgemmazabns, go3mbhememogl moyta hapabgdymo abhghznygdal
MomEgbmoy:

0y d0bodbymo 30xMo obod3zgddy bogmmgdns, gl dgademgds d0g30b0dbgdglb dgbhgzaol Lobhomymgdy,
ob 0bhgh3z07960L 3odd00g00L B30T gdEMOsg; bmemm ™7 0bhgd309900b HomEgbmds sbodzgd
bo0dodg dghoo, dgbodemms 3ombzdagon adagma batnlbobos, 8b yogodmgds. sbgm dgdmbzgzedn, B3aMymo
00330603900b d9d39md00 ©YHOYMS© Nbos dgobbazemmb nbhghznyghol Lodydom 3MmEgLo O MMM
dooemb goobyzghngmgds bozgemy Lodydomgdoab dmbbbedg, dbg3g, dob dogh dg3bgdymo 3ombzakgdal
0dmmg60dy.

®33(M336©06N00 160IM303IM0O MI3GIONMISNLOI3NL:

® 0bhot3z0yghgonl dghhgzal 3onhgtoyddo gonmzsemabbobgm 3mdybogsenyda, gomdmnza o bbzs bagobm
1606M700;

® 099396000 LOMOEIGINE™M 0bhgh3099Gms Lo, GoEaed dMbgoMAL dgddmmds, Mmd Mmdgmody
0696307960 3odmozmmgl 3GmEgbl hegbobanl gogzmal dgdwaa, ob boggemg badndomgdabsl.
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0603®3033M00 OMI6N680

dg6hggol 39393, d330e909¢m0s 0bhghz0990hmd (Hrgbobzn dgdwga Lognmbgddo:
e 33m930L dnbobo;

® bgkzabgdo;

e 30mbgokmob dg3b900b (Hggdbnge/gemgdhdmbymmo Jombgoakal dg3bgdal (hggdbogs L3gznomydo vdgmngoEnal
bodyogdom;

e dghhgzol doMIGOHOL ©339;
e Lodydom Mmab dgbgzdgbo;

e g199dhoobo 3mdnbogogns dmadbdstgogmmmob

Mbdybom, Omd yzgms 0b(hghz096mb 093 1bob0, Ma30 osbm3zdl Lodydomb. godmysgnm B3gEndmyMo
0b0ddemdgemo (39emab dgbgzgn), HmdgemoE dgmzemynmgmdsl goybgsl godmgnmbaol s ymzgmomoyho
Honddtgol bodydomgdl nbhghz09n96gonligsb.

69303d9600030900 0bhghz0L 3GEgLdy:

e 30mbggd0 Bd0gnmbgm Lo 0d babom, Gmambs dmegdyemos db3ghedo;

® (05039300 om0 19bddndEY3MIMIY;

e (ybdmbgbhnl 30mbzgol n3sbybgm bgohGowmydo;

e d9060mhybgm bgohGommobgho, o6 dgaghymm, hmd gomobbdgdom/st gmabbdgdnm Mgbdmbgbhnlb oBGU;
® 0boyoMgm 3oMm33930m o dmdngton hgddom;

® 00 300b3gg0dg 3obybgdo honbghgm Lopyzobohyzom, s 30y dgMnnmedom;

® aymEobdom o¢mbybbgm 3obybgon (3o0 339300 Y, badgdwn 863900 dgdmbggzada, LyRMo);

® 639000 Hodebgdedg ob goegdesbodpg dgodmbdgm, Ltyma dMob my 9éo dgzbgdyemo 8b39¢9;

® 05039300 33e930L y39emo dobogmal 3mbangbiznogmmos;

® 0bhgh3z03L LMoLl JdEEMOd gowsybawgm Mgbdmbgbhl godmznmbgadn dmbobogmgmdabmaab.
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00 o3do 3obzobogmagzm dmboggdmo LobhgdehndoEnol (3mwotgool) 360bEndgdl; o3bbbom, my Mo @b
1600 3o0skmb Boggemg Lddydomgdabel dgammazgdyemds dmbsggdgods bdhodhobdhody® ©edndoggdsdwoyg; sbg3y,
9hogm 3obgobomogm dmboggdms odydeggdol Bgbgol SERVQUAL-0bs o Net Promoter Score-ob
(NPS) dgomm@03900L 3odmyggbgonbob.

dM60B3a0d JMPN®Id

dmboggdme bihohobhngn® odydeggdody, 360d3bgmmzsb0d, y3gems 3ombzadg obbo sgm3badbmm Gogbznm.
9L GoMmEgbmoMnzn 33¢mg30L M30L9076Mg0vs.

000 300b308g 3ob7bobmzalb Mogbznma dbnd3zbgemdnl 867 Mognmo bmdémal dobadgoslb 3mwnmgds gbmepgds.

3MON®Id0L 30305200)0:

dopbgozo 0doby, Gmd ombzobo d3opMow LHMIYIhyMobgdymes, donbg o0bIOMOL danmo M0y
30bybgdnbmanl (d8g3.: Gmdgemo §394balb dmgogmodg 66 dobgdnm). 3bons, sdmdbykogem 3960 hodmzbybm
39h93mM0g0L, sdo¢hmd, 0y Mgbdmbegbdholb J399sbd o6 dtal hadmbomazagndn, 36g6mm ghoogado ,bb3d" o
30603900 dgbododolb Mogbznm dbodzbgemmasl.

9399069, Mmdgmog dmbsggdms dgyzebnbol dnhzgmae d9a3b3gds, dnogwgdl Mogbznm dbndzbgemmdsl , 15
0 3d03Mdgemgol hadmbomgzomb. gmzgm aobbbgezgdyem d3990bsl dogbodgde a3eblbgegzgonmn Gogbzomo
d600369¢m™M09, bmemm ghmo o 03039 9399560 9¢0b0dbgod ghmo s 03039 Gobznom.
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d33omomo:
I N

bogdobmzgmm 1

odd 2

39Mdsboo 3

0ybdgmo 4

hobgma 5

0bomgmo 6

06dbo 7

3dmmmbgmo 8

myH3no 9
09hI30 10

qbhmbgma 11

13600000 12

6ybgomo 13
godobgma 14

bbgo (hobgbrgm) 15

_839g0m0_

0y 300b3d 0o, 367y o6 33093L Babobbam 3obybgdol Aodmbom3zamn (3o(hgammogdn), 3mwoMgds by
MoEbzomo dbnd3bgemmonl dobodgds 0Bygos 1-cob o 3039mMmgdm doganmgodo smbgtogmn 30nbindnm.

930396005300 3mEacgdabmzal:

e dbgogbn J3obybgdol o0gbhoxogoMgds (ghmo O 0dd33 odMal 3obbb3zoazgdnwmn Lopy3zgdom
3°0dmpgdol dgdmb3zgzadn, 3obybl gbnggds gbhmo O 033y 3mwen);

e 9Mm 33b7bl gbodgds gomo 3mpo;

o o7 3obybdo M3d960dg 3860 0339mg0d, bagoMmm@d dnbo TS O Mom@gymabmzol momm 3moab
d0b0gg09;

® 3obybgonb 300h93mM0g00 30 6O 0ymb JOmoghmaswadxnasmagzn (ghma 3obyba, 636ogmmdMmag, oM
16000 dmogogzwEglb dgmMyg 3abblog);
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e 3MbyomOL dgmabbdgds dmangdmn LHaboasdbymo 3abbob 3MmEgdMab dodommgdom, ddgdmamac:

06 3030/d0dodl dgo30bgdo 99
o6 gbgde 88
1060 30bybdg 77

o dmboggdms 008000 dg9y3060d9, IbMAGMgm 3ombgzaMmgdn; bmdgMo habgbgm bigzndsmyd 3Mogsdo
(,»30mb3zoMm0ab bmdgmo“).

dM60BJa0)0 4393060 60H030

3maMgool  dgdoga, dYE0ggogns  dmboggdo  dobsbmlb  GM™dgmndy  Lhophobhognho  Ihmamsedal
9emggdhembyem 0080dn. 439mady 3o3MEgmgdymn dbmamadgdns: IBM, SPSS, Statisrtcs o STATA. gb
0bbhGN39bhgd0 b3gEndTMa dg0ddbs bmEnomydo dgEbnghgdgddo dmboigdme sdndaggdnbmznl.

bobgemddm3abgemmb dndobn o6 okl od 3macmadgonl ghomyMom aobbomss, ®oasb gb LEgde
dmdbdomgdgmms 3doygma3ngmgonl 33emg3ol bhobobol dgdydeaggosl. Gmambi 1339 90360dbgm (mo3do
,dmdbdotmgdgmms 3dogmangmgdol 33emg930bm30L bagobm Mglyblgdn”), Gmdgmedy sbgmo dmakadal
3mEbs dy30gdgmns 33emg30m0 23330L Lhahobhogol B3gznomabhobmzgal. mydEs, bobgemddemgebgmmmdan
Botmdmagbogmns dmboggdmo dgyzebal nbbdhmydizngdn, MmdmgdnE 30a00030emg0m 8d 3mEgLolb 3oggoob.

dmboggdms dgy3obo 0080d0 og3nbgdsm 0d dgdmbzgzodn, ™y 0b639h0GgdsL hHoshebgdm bodgdon
3000b306 9000 bdYdTYd0m. gengdHPM ™Mb 3admnmbzabal dmbsiggdmo 008900 030 MAdH M 3gbghotgde
bobhgdado. sbgmo d9d900b Pdghabmonl (dog.: Ms. Excel) dmboggdms ggbdmbbhnobgds dothnzae dgodgmgde
bhobhobhge dhmahsedgddn, hmambogss IBM, SPSS o Statisrtcs.

6009300 96399000 3odmznmbzgal dgdmbggzedn, gmezodmdm dmboggdms dsdodn dgyzebolo o 3obdgbal
©I0Hocgm 06bOMII30gdb.

SPSS-0b d880d0 dmbogdms dgyzebab 0bbhdydgns ob. N9 obsbmdo.

dM60B3a0)d 806836%0

dob dgbyg, GoE dmboEgdgdlb dgny30bm d8Bodn, Logobms domo gobdgbgo, 963 0d dgE3mdgonl ogdmhgbs,
mdgmoE oydze: (1) 0bhghz099Mds; (2) 3mahgonl 23y930b Bg3hads; 86 (3) m3ghapmmds, hmdgmdys
dg90y30bo dmbogdgdn.

dmbo39dmo 008030 dg30mAx00b ddmAgbal, gobbmMmgdob o6 habagzmgdol ,,dmboggdms gobdgboo”
96m@gos. gl 3GmEgbo Lagomms dmboggdms boadmabboobo d60ndobmznb. dmbaggdms 3obdgboal
760390MLImyG0 bgMmbo oM 3GLYOMOL — y3zgmo d33mg30Ma LIZJmoMd dnamdol nygbgob, mydgs
SPSS Mydgbndg bddyomgdom 3g39bdoMmgds dggmdal ddmhgboly o gobbmMmgdado.
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093030 003emgds, GmEd 33ool L3ghdo Jobybo dGBLObIENMYdIMOE dMal odmpmzgonma, ob
dmboggdo dgbademm Gogbznm dbod3zbgemmoodg dghn/bogengdos.

dmbogdme 3obdgbonl ghayMo nbbhdydzns nb. N10 obstmdn.

00 0300 EghHomyGoE 3obznbogmogzm dmboggdms odydezgdol bgbgd SERVQUAL-0bs o Net Promoter
Score-ab (NPS) dgmm03900b 3odmygbgdobosl.

3004ma30emgool gobodmado o dg93900L 3abbodobaze, SERVQUAL-0b dgommooglobmzol Modwmgbndy
doamdd 3odmnygbgoo.t” Labgmaddmazobgemmdn gobznbomogzm gho 3mbiMghnem dogamdol. 3gthdme,
dgomeb, Omdgmog 0©agbb 3oblbb3aggdsl m dgnmzl dmboab: ,dmdbdamgdmal dmenmnbgdn boyzgmgbm
dmadboby®gdal dgbobgd” (E dgnmzn) o ,00bgonmao dmdbabytgdom 3dogmangmgds” (dgnmzn P).

dMabadmIdIT0MO 4304MBACI6NL ©@MENL 803MA3P0 SERVQUAL-NL
d300Mw©N30b6 a0ba©300)

dmdboby®gdol bababbol 0bgdbol godmmamal ghodgoo.

ahodn 1. moomgymo J393600hg607dobm3zol godmomzaggm bbgomos bghzabol ogmddal dgnemobs (P) o
bOY39mgL dmemmEabal Jyeab (E) dméob: Gap Score =P-E

9hodn 2. mommgymo 3Oohghydobmzol godmmzsmgm Lodgemm Jymo (Average Gap Score) (3va.:
306390 3Mohghoydob J393600hg603dg0do dogmgdyemo bbgomdgdn O82edgm O 3oys300m J3936000H9M0ndms
dMbmoddY);

ahodn 3. 3admomzomgm bymozg 300hghondol boghom bodyomm Jymeo: domo Jmgdo OO20dJ!
3040300 5-89 (36000h960073900b Gomgbmdody).

30dmm3emgdnl dogonmo ghoma bakadmoagbomns N12 gbMogndo.

090093960, 30000900 ©odgbndg Jyemab:

e [bgomodd bgkzobol oxmddol gyemobs (P) o bgthzobol dmemmobol Jyemel (E) dméoll — Gap Score
000MJY0 939300hgcondobmzal;

® bodyomm Jyme (Average Gap Score) m0mmggeo 3oodhgmondobmzgol;

17 SERVQUAL-0b d90mq030b 303mygbgonm, hotgds dbsgagmo badgaboghm my 3odmygbgdoma 33emg3s. bbgsmabbzs a3dmdon 393t dMogzemmaghmzad
30003m3g90L 33010338m0b, 0ydEd 83 mIYdgbhdo doma Eghowyha gabbogngs oé dngzshbos dnBsbdgbmbomar.
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® bymo3g 3600HgM0ndob Loghmm Lodgemm Jyms — bghzobob botolbbob 0bgdLo, Service Quality Index
(sQl).

dJ©J38300b 30680MOI6O SERVQUAL-0NL 3300MP0306 a0bdP300)

dobo Lodyomgdom d9330dm0s 3ddmazmobmm, Lgkzobolb Mmdgmo 3Godhghondob ob J3g3Mobhgboydal
d9930L900bsL 9M0l yzgmobyg oo 3obLamo dmbagmEbgem/Lobytzgem Lytzoblbs (Expectations) o
bge30b0b oggdol dmbol (Perceptions).

bge30b0b batnbbolb nbgdLolb (SQI) gobdotpgds SERVQUAL-0b dgmmeonzol dobgozom:

° 0y Omdgwody 30ohgcoydbs ob g3g3bobhghoyddo GAP Score-ob d60d36gemmod a@gonma Mogbzns, gb
60dbogl, md dmdbdotgdgemds doopm 0dadg 1390gbo botabbalb Lgcgabo, gobg gemms;

o oy Omdgmodg 3Oohghoydbs ob 93936000h96M0nddo GAP Score-ob dbndzbgemmos bygmolb hmemos, gb
60dbogL, tmd dmdbdocgdgmol dmenmenbgdo bgbzobol batobbobodo LMy godsMmemy;

° 0y Omdgmady 3oohghoydbs ob §39300hghonddo GAP Score-al 360d3b9¢mmds byemab dosbgmmgdyma
1ohymaomo Gogbzns (<-0,5), 9b 60dbogl, Gmd dmdbdatgogal dmenmnbgdo bghzobol botobbobogdo

dghBogmo godammeo;

e oy Gmdgmodg 36ohgboydbs ob J39300hgthonddo GAP Score-ob dbndgbggmmds -0,5-89 bojmgdn
Nhymgomo Mogbzns, b bodbogb, Mmd dmdbdoMgdmolb dmenmnbgon Lybzobol botobbobocdo,
do0mdEOE, 06 godoMmes, 867 ob 339m9L dmdbabykgdol gemmes.

gbMogmo 8. GAP Score-30als 06 Average GAP Score-300b 360d36gmmosms gabdod@pgodo

GAP Score/Average GAP Score-al
360336g¢mm@dgon 3963360900

bg®30Ldd FMEIMENLL FoEdFIMOS JMb3Mghnemo
3600hgm0ydob/d39300hgbondol dobgoznm

GAP Score/Average GAP Score >0

dmdbdotgdemal dmemmnbgdn godabmemes

GAP Score/Average GAP Score =0
/Averag 3m6309dymo 30odhghoydab/gzg3Monhgtondal dobgozom

dmdbdatmgdemolb dmemenbgdo dghbogmo 3odebmems

GAP S A GAP S <0
core/Average core 30b30ghnmo 3hohaboydob/dzg3dohgtoydolb dobgozom

dmdbdoamgdgemo gemmed 33909 dmadbaby®gosl, 3oy
GAP Score/Average GAP Score <0.5 doopm, 3mbitgbymo 3habhgbaydab/d3zgidonhghoydal
dobg30m
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0dobomznl, Mmd byhz0bol dodbmEgdgemdd ™MMRObndSENEd dgog3obml, GMmdgmo  hobgboydlby b
939300 gb03ddo 993b yx3tm dgho boc3zgdo, dgwgagdolb gabdotbgonbol gytoomgds ybos godsbzngmogl
J9emgol dmtol bbgomdsdgs: MoE 1u3Mm ©oE0d Johygmaomo goblbgezgds (GAP Score-ob dsdbmeyphno
d60d369¢mm0d), dom 3mdgmgdy®os bghzabolb gbo oy ob gbohghoydo 8b 39360 00hgcM0do.

3bMoemdo dmEgdnem Jymoms gobdodigdal doamds dogboaggds bghzabol batobbol nbgdbol (Service
Quality Index (SQI) Jymobog

gbGogo 9. 3ombzaMab ddgdgomo

dmdbdamydmab dmgmeabo bayzgmgbem
bg®30L0b dododm (Expectations)

3mbmzm, 5-Jym0ob b3owedg dgom3bmm, Y6 dbobNdMydEgLb My sGs J39dmm hsdmmamomn m30bg0g00
093960300 dmbmgdyem Lobgedbogm bghzoLL

dmdbdamydemab dedds domgdymo
bg®30b0b dndodo (Perceptions)

bEOE0OE O bEE0o LGN 3 beEoo
39mabbdgon 39006b3dgo0 39mabbdgon 39mabbdgon
1 2 3 4 5 1 2 3 4 5

30099360330 1. — EOMYmMM™OS
(6g0300gds) Responsiveness

3009360330 1. — EOMYMMM™OS
(©90300g08) Responsiveness

dmadbabymgosl aym3bgdmn3 30090 o 96

ey — 5 dmdbobymgos dngomy aagboem 35090d0 4
39MLbmbomb LEGMIR g9M 33930 hgdb /i 3gmLbmbomb bEGR goghzgs hgdb 3
bagobmgdgddo bagobdmgdgddo
396bmb 3830 360, Hmd LG

ullasly Oy Sl 00 Y 3 3Omdmgds/bogombo LEMIRSE dm303356M] 5

dmog30mmb Agda 3O MImMgds

39Mbmbogmo snbhghgbgdnmos Bybhom
©303960em0 3300700l 3300

b33y9m™ 1-gmo 3@odHgcmoydobmzob

3M0o@pgcoydo 2. —

E6
E7
E8
E9
E10

badyomm dg-2 3Mohgmoydabmzol

dmdbaby®ygds dngngg oYYm3690em03, 86
dmdoBos mmobo

(5+4+3+2)/4
=35

(4+3+5+1)/4

bodg0mm 1-mo 3G0@gmoydabomzol .

3M0pgcoydo 2. —

P6
P7
P8
P9
P10

badyomm dg-2 3Mohg@oydobmzolb
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3M0hgGoydo 3. — 3Mohg@oydo 3. —
E11 P11
E12 P12
E13 P13
El4 P14
E15 P15
bodgomm d3-3 3G0¢hgG03dobozab bodgomm d3-3 3G0¢hgcm03dobozab
3M0hgGoydo 4. — 3Mohg@oydo 4. —
E16 P16
E17 P17
E18 P18
E19 P19
E20 P20
bodgomm d3-4 3G0¢HgGm03dobm3zab bodgomm d3-4 3G0¢hgcm03dobm3zab
3®0hgc03do 5. — 300pgc0ydo 5. —
E21 P21
E22 P22
E23 P23
E24 P24
E25 P25
badyomm d3-5 3M0hgmnydabmzol badyomm dg-5 3Mohgmaydabmzol

Net Promoter Score-(b (NPS) 303(M0)3206 016LOMJITIBNO

Net Promoter Score-ol (NPS) dgmmeob godmyggbgoom, dmdbdomgdemgon oymaznsb Lod 3ophgamboo:
36000300500, b3g3H03MLYLO S Mg3magbrdpmbygdo.

3600003mbgdo — 0d dmdbdathgogmms b3zgbomn bogno (%), GmImgodog 0-6 Jymom gadmbohgl dobybo
300b300d9: ,1Mhg3000 07 96 MJ390L sbemmdgeml Hzgbo Lgtzabom LabgagdMmosL?“

1393h03mbgdn — 0d dmdbdoMgdgmms bzgtMamn Bogmo (%), Gmdwmgddog 7-8 Jywom gadmbadgl Jobybo
300b3089: ,160hg300000 M7 00 MY390L dbemdgemlb hggba bgtzobnm Lotgagdemdsl?“

93md9bohmMgon — 0d dmdbdomgdgmms bggMomo Bogmo (%), mdggddsi 9-10 Jywom godmbobgl
3oLbo 3ombzody: ,.n6hg30m 07 060 MJ396L dbgrmogmb hzgbo LgMzobom babagdemMASL?“



™330 3. 33303090 o LaMmgzmdgboogom 33mag3960

bggds 7. Net Promoter Score (NPS)

=0 00000

b393h03mbgdn

M93039603¢pmG 300

303dm30m30¢mmo NPS-0b dbndgbgemmoo
®J3MadbLIOMMI0N (%) — 3MAON3MLILN (%) = NPS

30g00m0: 307J30m, 3ddm30mbzobolb Mgbdmbgbhms dobbgdo nbg 3ebobogngs, HmagmM Botdmagbogmny
N10 gb&dogmab dgbodg d636n3do.

® 3Mohogmbms baghmm bggoboma bogmal goboggdo, 1bwo dg3360dmm 0d Mgldmbpgbhms bggoboma
Bogmgdn, HMdgodoy snbhogl 3sbbgdo 0-ob 6 Jymedwg.

3M00038MBJdN (%)=0,2%+0.3% +0.3%+1%+3%+3%+3% =10,8%

e (my3mdgbohmmmo Laghomm bzgoMomo bogmol dobowgose, Nbos d933600dmm 0d Ggbdmbogbhmo
bggoMomo Bogmgdn, MHmdmgddsg snbhogl 3obbgdo 9-0b 10 Jymodeyg.

™J3M3I6®IOMMIdN (%)=51,2%+23%=74,2%

® NPS-0b godmbomgmgma, ©gimdgboshmmms b3godom Bogmb 1bos gedmzaizmmo  b3gdhodmbomo
bggoMomo bogmo. Mgbdmbegbhgdn, GMImgddoy 30mbzodg dobybol gogdobolb sobhogl 7-8 gy,
06000 30b0yM0 dmdbdocmgdemgdo 8 ddmn GMEIBMOd 06 dmbobogmgmdl enmasgmmodnl nbgdbol NPS-
ob godmmggmodo.

NPS=74,2%-10,8%=63,4%
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gb6ogoa 10.

33606m67)
360603mbgda 10.8% baadenambgdn 15% | P37 ‘7’4‘92“3"’ 900
, 2%

o 1 2 3 4 5 6 7 8 9 10
Joms  Jams dJoams dome  dame Jams dame dome dome  dome dame

0.2% 0.3% 0.3% 1.0% 3.0% 3.0% 3.0% 4.0% 11.0% 51.2% 23.0%

Net Promoter Score-(Ibl (NPS) 606300M0Jd0

0 NPS-ab 360d369mmdo 306gma30000 86 b3¢mal (hmemns, 360¢030mLms M3mEgbmds 933MdgoL 8b yhmengde
93m39bahmMms Mogbgb. gb b0dbagb, Gmd dmdbdamgdemgon 3dogmazngnmbo 300sb dmdbsbymgdom o,
dgbodgmgdemmodnl dgdmbaggadn, bghzoblb dnngmgdgh bb3ds mGasbadsiznsdo.

0y 3oLz 3M0h0dmbgobs o Mg3mdgbohm®mgdl dmtmal ogdomns, 9b b0dbogb, Gmd bykzabo
003833094Mm3x30M909e0 (<50%) 96 3o6ans (>50%).

00 00300 30b30b0gma3m, M b3b0gngdnbadb 393790 o Hmam® J399bgde dmdbdatgdgmms 3doymangmgonl
339300 0bgotodn.

m31dgbhn Nbs dgag0mgl d9dga0 1039000306:
® 33tmg30b dodobo;

e 33tm330L d900MEMEMENY;

e dghhg3ol 0Bonbo;

e dmboggdms dgakm3zgdal dgmmegdo;

® doGdmoo dogbgdgdo;

®  330mg300 Eghommymo sbgotndo;

80336900, Gg3mdgbrsingdo.

bobohoymo  obgododob  3odmg3gybgde odm3ngdnemos  bLgkzobob dodbmgdgmo  ™mGEabodaEnab
300006939(h0emg0089. 3903396039 dgodmgds 3obmezbgl Mmamby bhymo dbgotoadn, sbg3g doMomswon
d03b90900 o Mddgbndg Lozzobdm dggan 0bymamonzngol 96 dmboEgdms nbhgMadhoymmo oogmsdol
baboo.



™330 3. 33303090 o LaMmgzmdgboogom 33mag3960

60 063mMdd30s Pbo d0bbmL dggagdal 3080em0dsEn0bob:
* 33wy30b 39G0m0;

® 331930b dano;

e 3ddmygbgdymo dgmmeo;

e (ddgbdd Mgbdmbegbhds dnogm dmbobogngmoy;

® dgbnd 30mdnggds;

® (oL Pdob dmdbdotgdgmms 3doymazngmgonl mby;

® b ykob mmosgmonl mby.

60600 2. ®I3MAI6XIdIT0 4320300

dm3dg3bm 039000  @obzobogmogm, oy Mo BHodob  33mg3g00  3ddmoygbgds  dmdbdaMgogems

3004ma30mgool  3odmbo®3zg3em, 830 gogn 3360939000 gatMd. od dgommegdnm dgbadgmgdgemns
boghome 30  3obobagdmmm, ob godmgoygbmm  OmambE  gzgmo, oby  Gmdgmody  ghomo.

dMabao®I0I0O 3303MBNCJdNL 332330 M3NLIdDHN3N 3IMNMPNL
303(MYJa63200)

9L dgomeo gHTM dMal dsmbgbhoma mogzdo ,dmgmgo 33emg30b dgmmeEgool dgbobgd”, o 3o
30b30bogmazm, emal dhol Mgimdgbogdyemo dobo godmygbgde.

3 SERQUAL-al dgomeozom 33emg30bol domgdgmo 0bpgdbgdn 360 s6mab omgdoma, o339,
3330600905 NPS-0b dmboggdmo bbb 36 dbagmn bLgB 30300l gabznmamgdal Eg@hamgdab dgbbogzmy,
930096090700, 3dIHgo0m hahoMEgl m3z0bgdmagn 33emg39.

300906030 33930 3dbLb3o3gd0 M¥MEIbmdMngn 33emg30L30b: ol 36 dmombmzl oo Gomgbmdom
dmdbdomgdmolb godmgznmbzal o bojemgdn oadndbymo Ggbydbo bdnbgds, MmYdEe BMINLERNBOLY O
bogGdobgymo 0bihghzoynLb Bodyzebl yo3tarm dghn 33003030300 dmgmbmzggds, 3006y 0bihghzoyghb.

330¢pmd, 300G 3 d0bygdm dmbi3gdmd m30bgdMagzn dgmmeom dgaMm3zgdsl, dgg3dmgm, dgbaggmabin
3060 dg0Ghoman m3nbiazanab dmwEyGognabs © bopmdabgymo abhgh@gzoybmgab.

™mM039 390000, 13m3YL231930L obIYLSE S bog®@dabgymo 0bhgh3073, M0bddsM nbaym&mdsEnalb dmazzgdl
bge30b9089, 0ydEe, boe&mdobgyemo nbhghzonl godmygbgds Nadm Mgmgz0bdhyco 0gbgds dmdbdamgogmms
3004mangmgool yobymaznmo 0bgdbolb dgdmbzgzedo (MmEs 3003960 bow®mdobgyen dndgBgol), bmenm
03m33b2399300 ©0bINL0 godmbogans sbagmo dhmendhnb dgddbol, Hgbhotgdal ob dmonnEndgdobmzab.
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®34(MaJ6PoBN3d0 0306IdMN30 3323306 AHOLIOIDIOTIVP

doMomoo 330396330900 m3ybaan30lb hobophoMmgdmop:

96mbo d 03039 093089 (bg?3z0L89), mdemal 3o7ndzmdglgdol ob ebgMazobsg 3gadoszm, dgbodemgdgmns
hohabogl gbhmo Bm3L33%0;

0m3nbzansol dgdoagbemmos dgbodgmgogmos @obbbgoggdmegl gdmaMagogmo 3okmadghhgdal
dobgooz0m;

B0bolbot d90d3do39m 3mM3nLbEanRel Lobgmddymzebgemm, hmdgmog dgagds mg39bmzal bonbhghgbm
boznmbgonligab;

0m3ybzano3ol d9300396mmos Ybs 0gmb  dmBmagbydo (ghmazammgobn) dmdbdotgdmal Hodob
dobg300 (dog.: 008bgL0lL, dmdoeagggonbs o dMamgdowgbho dmgomadggdol nm3ybzanagdo boo
hopobogl Bom-3ow39);

393ME9g09mo 3oz 3Moghnddd 33m3nbranel dmbobogmgmo Baboagmalbgds (Lohydegdom, ogymscn
06080dMgo0m o 0.0);

dgbodgmgdemmonl dgdmbgggzedn, Mg3mdgbgdyemns 3m3NLzana3al obgybool dyomhebgbs, dobo
69369000 60bobBG0 MbbIMoNm;

dmbogdms 0dydo3gonls o obgataddn sbobzalb gobodothngzgdema, 0730 gdgemns, 0M3YLEana3al
0300000300¢M 9000 30dnx3Mo (Htsbbzmnddhol dmddaggos).

doMomoo Mg3mdgboogngdn boe@dnbgymo nbhgd3z0nb habodpoMgdmaco:

bogemdobgymo 0bhghz09bmzal Nbes d30Gmhomm ol Mgbdmbogbhgdn, MmAmgddsy Lbgbzabo md39bL
mMaobndoinado 30009l o POMYM30mOE 903369096 doL;

B0bolbot dgndndogzgm LomGdobgymo nbhghzonl Lobgemddmgebgmm, Gmdgmog dgagde md39bmanl
bO0bhgPgbm baznmbgonligsb;

9930¢0g909e0d bogmdobgneo 0bhgh3zoLb oyomhabgMs, Mgbdmbgbhnl Bobsbbatn mobbdmbom;

dmbo39dmo odydoggonls o 8bgotnddn obobgal gobodothngzgdemo, 8130wgdgmny,  ondogydmb
bogGdobgymo 0bhghznygdal oyoma3dnydo.
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®3b3M6PIB00) ®IMIONMIA6Y BM3IL3dIBALO PO LOY®ANLIITN
0603®303b030L

bogmdobgnemo 0bhghz0Lmz0l dmdbdobgdgmms G9360H0MgdE s 0bhghzagndgdsy Mg3mdgbgdymns
dMEbmoMngn 33930l bozgmg bedydomgdobsl.

obgm dgdmbizgzoedn, 0bhgM3z0796MmgdL 830¢mg096, Mmd odshgonm Low&adobgymo dgmmoom odmznmbmb
dmdbdokgdgmgdn, mdemgdog 1dghgbo Yobymaznm 3abnbgdl LEgdgb dgoz3abgdobol, ob dgymobbdbgb od
bogombdg o bLoggemyg Lodydomgdol d9dga ©YOGOYbEbL dom. o 3MmEglol dotmzs gobbsgymtgdom

dobhn30 0gbgod gemgdhembymo 3b39hobe o Hodemghgdal badyomgonm.

MomEgbmomngn 33emg30l jombzamal dg3bgool dgdoga, 0bdhgtznnghds Ggbdmbogbhl 1bwo bmbmgmb
300093 ©0dgbndg 300b3089 3obybal 3oggds o dmbadtgogonl godmmdds, my Mohmad dgaoobs Jothyma3nma
dmdbabymgode. sbgmo doamdd odmaogl hmb s dmadgdonmgdgdo s dmygmenagmo 0ddgdn oo gdom
3mbagmo 0gbgde.

03m33b2399306 dmdbdamgdgmms Mg36hntgdos sbdgmmanytaw dgndemgds, m1dEe 2332306 hahemgdal hm
00 3300 3oblbgogzgonmo ngbgde.

069630796900 dmdbdotgdgmlb bobmggb, bydzaal dgdmbggzadn, dmbobogngmds doommb 3m3nLzaya3nl
0L3nb0od0n; 93bmdgb MMV, daNELY s d00MMdgdL o 0Bgkgb bozmbhodhm nbazm®masinab.

300m30¢m0bbobgm, Mmd gmgybzanxndo (0byzg, GmambE LowGdobgym 0bhghzondn) dmbobogmgmde
bgdogmayemmdnmos. dgbododobo, godmzombgm dbmemeo ol Ggldmbogbdhgdn, GMAgmgdbsg g99bg0om
d9300b39089 3sLbab 3ogdol byMzogmo.

03m33b2399300m300 OEEJb0m EOHML oY393d0Mhom Mgbdmbogbdl, dgoblgbgm, Gohmd PG9303m ©
bobm3zgm dmbzms Eabinbosdo dmbabogngmdnbmgal.

3bd0y, xm3bzannydo dmbobogmgms Mg3bynhodgds yu3tm Moymos. Lbmgwo sdopmd godmoygbgde
Bodobagmalbigdgemo  doggbnomymo mmbobdogdgdo (Lohydotn, oymn). 93bmogm GgLdmbggbhl dbgmo
bohygegoal dgbobgd.

3obbm3zmgm, Gmd xm3bzayxel dgdoagbwmmosdo 3Pbps ogmb, Uy dgobg, 8 o oMOydghal 12
69b3mbgogbdo.

03m3yb2an930b ©obznLoob bobaMdmozmds dghygmdl 1-ob 3 Losmadeyg, Low&mdobgywmo 0bhghzonb
bobgatdgmnzmds 3o — 0,5 bm-sb 1,5 bm-dg.

BM3I623IBNBO ©O LOVGANLBIIT0 4323306 0680MN3NL 3ILOLIG

03m3yb2an0bs o Loe&dobgymo 33930l 8bgotndo sbdgmogngy®ns, 8dohmd dgndydezgm Bobsobbotmo
39309, 07 Mo 0gdgdo dg3d mg396L EMIYdgbhdn (osbababbgm dgatmzgonema dobogms).
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939089 dob (030096900, 01 09390 od0bsc0bbgdm Memgbmdcngn 33emg30L 06390l dgbodedobog: dbbgogm
39h93mM0sdo hobghgm 300hgcoydgdo, bmemm 93930hHa3MmM0g00bm30L odmoaygbgm J39300hghoydgoo.

000M90 939390930M00b 9398 9mbghgm, Go dmabdnbgm 3mM3nLbranndy ob LowGdobgymo nbhghzonl
6OmL, godmohabgm abagbs s dnybghgm y3zg9mody Ggmgzebhndo gobhobhgon, bobgmgdabs o 3306 gdnl
3dtMgdy, dbmemme dobhmdnmo dxbod3zbom (dog.: 008bgLbol BoGdmdoagbgemn, d0Bbglol Ggaobhmsgnal
bgbgabn).

390200900 000MJY 93939093mM0ddn md396 dogh 3339 @oobogmadgdyemo Logombgoo o dgyboodsdgm
000336900 30(hg3MmE070L.

LObITAGNBM LIM3NBJIdN, GMAM®E BbM3MIdNLIITN BM3TI6IONL
303340 ,,8M3badMIOTINL 3MABOIMGMANL ®IZ0“ — 3IMMPOL aM3I
096dM0

00 939m03d0 3ma308m0m m3009060030 33¢930L 3093 9bm dgmmeb, GmIgmog BIOMME 3edmnygbgde
bge30b900L gob30mMOMo0LY o dMAbdaMgogmms 3doyma3nemgonl dmG030300md oboggdse. dgmmEo
dbmemme Lotgzmdgbognmo.

dmdbdotmgdgmal dmadoytmdnl My3s (Customer Journey Method) 330h39690L dmdbdotgdemab dmadoymmdsl
bge30b0b doggdab 3GmEgbdn. 9b dgndengds dmnEeggl bbgaabbgs bgMz0LLY S (HMEBBIJENL. dmadoytmds
0Byg00 0g, bLosE hbgds dmdbdatgdogal Lagntmgdy, nbatgdmmb dmEgdymo byhzobom, o bEMmgd
0d, baoy dmdbdatgogemo Byzghb bgdzobom bakagdEMASD.

CJM 0h39690L g439emam3ghl, Gog bgds bghzobol domgdol 3mEgbdn, dom dmMab, bobpgdolb bbgswobbgs
9em9dgbhnb yemoghmgdgwogdsel badmdbdatgogmmm godmEogmgdol hadmysgmndgdabsl.

CJM dmgbogmo 0bbhdydgbhnd o mommgyo mmasbodsgns Moz 6939hL, Mo gemgdgbhgon nbos dg30glb
dobdo.

dmaBoytmdnlb Gyzo gabmme godmoygbgos d08bgbdo o Jdgomo abbhGdgbHnd dmdbdamgdgmmmab
160096 mMmo0b bhMahganado dhmgdhal dodbol, bododbg 231939000, domo dmmbmzgbgdabs s gadmygbgdyema
0bbgonl 30870m0boE00bmgab.

dmdbdobmgdgmol dmadoytmdnl 3930630 goblbogymtgdom Lobytagdmms dmozhmonly s Lobgmdbogm
bge30b900bm30L, Moab gb Lgtzobgdo, Mmami Bgbo, Y3M™ oo dmdbabymgdgdos s, dgbodsdobo,
dmdbdatgdmal y3dm oo dmadeyhmoal bobogmns. dgddbogma 63900 330h39690L, 0y Mmamb 2o
30b36mghmo Lghzabo yndm oo byhzoLdo, jowgsg G E3wamgdal dghobss Lagobm, Gs dgadgmgoo
3Ld0MaL 0d 33e0eMg0ob, 08 300mb 3G0L Lagncm 3mdybooEns 9dnb dobombgzsc. G3900 dmbghbgdymas;
dgbodgmgdgemns domo 8dmdg30 8 3900gmdy dndog™godl m3aembahnbmgdabm3al.

Bmaz96 Goymos Mondgb hobghmo LBEMMbaBM3b dmaBoybmaosdn. dgndemgds dMLdMOEgL gobdhmgdgdn,
30327600 9003900, ob 63d02900L dogmnsb oo abdghbns ghmo dmdbdodgdmasb dgmtmgdeg. 83 53mbBg,
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dmdbdobmgogmol dmadoyhmadol My3zob dgagbs dgbodmmms bsbabagdwmm agmb 3hmogmagdolb gobsggdewm
ob 3oobobyzgho. dmdbdotgogmol dmadoghmds dmoEagh y3zgms Lobgmdboxgm bLgczobl, obygdymo
0000009000m0b  3033060907¢m0  dmdbaby®gdgoom O admezhgdyemn 39bbnol dogmgdol b dobab
30Md330eM900bsL bagotm bgezabgdom.

hmambg 6gbo, dmadoytmdsdn bozdomo mdos g30gdbodmgdyemo Bgbhoemgdn, mdemgdoi dbgosbnd yzgms
dmdbdocmgdmobmaonl. 3dzmdgbos 3mbagbhModgds dzothg s 3mbimghne badmdbdamgdmm b3gbatgody.
39009390, dgbodemgdgmos 0d LgM3zobgdal dobgE30m O2FYRJONE0 JMbHbHEL dowmgds, GmImgdoy
9dbabyMgod YRhm gobonm — dmdbdamgomol Lobogmibwm 03oBody dyatgone dmmbm3abgdl (dog.:
396L008g @obzemal oag3d3s).

dmdbdoamgdemol dmadommonl Myzob bggds HMONENYMOE 39003900 3MEMNBMbHOMIMO s 396 HN30eY60
b39h900bab.

3mM0dmbhomyd mghddg 3obmazbgds 13s8gd0, 9dhn3mdgon o bddnzgdn. o ghoddy Nbos dodbogmndgl,
0y ool 06gg0s dmadbdotmgdemolb dmadogthmds? Mmeal Lntgds dob Gondg LyMzobo? GOb 839090l
dmdbdatgdgemo 30639 G0gdn? M 0308900 gongmab? 0ol 0y 9 Mondg b3gE0a3039M0 badnzgdo Mommgymm
03000007 MHmEob d003600g908 dmadanmmos? 303mMns? §MhmgMaoE 3odmnygbgds 0y gobghdmodopam?
o o.0.

390 h03owmydo mghdo dgoEagh b69d0Ldngh odohgdnm 0bxgmmddsEnol dmadaghmdnl 3390 3oa00bm3znb,
30g0m0moE, gb dgndemgds 0gmb: 93mEnyco mbggdo — Gmam ghdbmdl magh dmdbdotgdgema bghzabob
dogmgdol Lbgoolbgs ghoddg; obogmodo, Gmdgmoi dggbgds Lbgoabbgs Hodol dmdbdotgdgml, dom
dombm3gbogmgdgdlbo o 308690L, 0d bozmdybozoom dtbgdl, Gmdgmms badyomgdomag dngbmegds bghzobo
(308.: h9wgnmbo, abhgkbgho, a3mbhs, doMabdntd 3mbhodho), bHGMIIHNOY™ ghmgymgdl o back-end
bobhgdams dbataddgt dgbodg dbatrggdl.

dmdbdobgdgmms  dmadoghmdol  My3g00  Lbb3dobbzobontop godmoaygbgds Lgbzobol dgddbobs ob
gmeasabndognal 3hmigbdo:

dgbodgmms, d90gdbslb dndmmyghnmo dmaBdaghmaos, Gmdgmog 9933dbgos h3gblb 30MmanwL, 0y Amamb dydamal
bgG30b0 sbgma. dbgmo Gy30b godmygbgdom dgbademgdgemns 33emg30l bayghmb gobbadmams, sbggg, dogd
03060 gLgdyem dbahgmogob dmbodmgogdal domgds bgbzobolb dxdomosdy (Mog dgdoamad dgbodemgdgmnd

390000em9L 33¢93900b 3300939000).

0969060300, y39emodg Labobggdmmo My3s, GmIgmog 9yebmos dmdbdoMgogmms 33emg3ol, o 6
0000690 gLgd7em dbabgmo vb gnbol Imbedgogol (sbgo dgdmbggzadn, dmadogcmads sbsbagb mtmzgsbodognal
306070090b dmdbdotgogmmms dodom o bdoMo o6 dggbodedgod dom Ggomye 3edmEEogmgdsl).
330m93089 ©ox3ndbgdymo dmadoyhmdol My3d ©o3gbddtgodm, Mmd dmodmzmm s 3abodmaswpmm
dmdbdotydgmmd dndnboty godmEoomgods. ob 3oh3gbgdm, Gmame dydomal (sb ot dydomob) bgtzabo o
Omam©hoo JOm0ghmoadmznwgdnmgogdn, bow dol db3zngdbgymo ob Lbho dangdn, O 3odmezmmgbl
33s0gmgd0bmgol 3bndzbgemmzeb dgbodmgdemmogdl. 33em93009 og3dbgdyemo dmaBdoytmaonl Ggo obobaglb
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090760 BOomb s 96 9ddnsbms byczngmgdl bgthzobol ddomonbsgodo.

dgbodgmgdgens 9.6. bodmdogemm 3ol dgddbog, Mmdgmog oh39693b, My mambo g30b0s ngmb d0hmEgLo.
dbgmo My3d dgndgmgde 3admznygbmom badydom m3Ndgbholb dhmgdhob bbgoalbbgs ghoddy, Gomea: bgkzabol
300300000700b0b 06 8330090 dM3b3oMgO0L M39eMLBEONLL; dm30603bMm, 300M1b dma30693L 3mdybogains
bgE30b0b goboydzMOgLgdma; 30h39bmm, Mmamt Yo dndomowgl ol s hmame 09bgds s3o3dnkgdymo
36mEgbob 3mddmbybhgon; dgdndoggl bgbzabol dobmmgdal ggado.

hmamMz 003b0dbgm, gmzgmmazal ot dMab dgbademgdgemo bghzabolb LEmGOboBM3dbo dgdnban. gb ghm-
9600 3dss, Gmd s0babmb d0hmEgbol dodnbsbgmds hmdn.

®34(MaJ6PoBNIdN aNLONIMN 34033206 330MPAL 30aMYI6IdNLAIBNL

00 0300 3ob3z0bomogzm GMomEgbmdtMnzn 33930l 30g3 ghmo dgmmeal — ,dobhoymo dynzgmab”
d9b0dgmgdemmMAgoL dmabdotgdgmms 3doymazngmgdal 33emg3ado.

dmdbdomgdgmms 3dogmangdob 33mg3s ,,dobhnydo dyo3zgmab” dgmmeon

dobo o6b0s byz0Lob dga30bg00 h3gnegdtngn dmdbdotgoeal dmBoEnnob o B3gENa303YM0 0bazmMadsinal
d9360™3900 3hmEydhgdol/bgbzobgdal dgbabgd.

,000(honMo  dgn3gmab”  dodomon doBobos  dmdboby®gdol boGobbaol goydrmdghgds. od dgommeb
bge30b0L boGabbol dgo30bgdadn oo okmgdyemgdsl bdgblb 3mbiMghnmo 39Mbmbogmal godmgmgbs,
Gmdmol dmdbabyMgoomog boagmgdo/dghoe 3dogmazngmns dmdbda®mgdgmo. 33emg30m dowgonemma gb
0bym®mdoEnd 360d3b9emm30b0s hakgzgonbmzal, Gmdmgdns 1bs ©o03gadmb dmdbobymgdaol botabbol
30boYd2m09bgdm (AmAbabytyg 3gMbmbagmal goeddogds 3mbiMghyema dodsbmymgdom; badmhngoEom
bggdgoal d9d9do390s, GMBIEE 3o3egbob obgbl JoMmal dmhHngzo3ndds; s y3gema ab bazombo, Hmdmgdni
3Mdgem30000600 d0bobgde dmadbobytgdal bokabbdyg).

hggnemgdtog, ,dobhoydo dgozgemo” gdobg dgdozelgogemns, GMoEaed mGasbodoznol dogh Logymaho
dogmgonm hohocgdyemo dga3abgdabsl dgndemgdgmosd abgmo RdgdhmEmgdnl 1330086 8300, MHMmamMoEss:
bd3dHNd/0bGHN3dhns  MdboddMIgmgoobs o  dgbgdgbhol  dbGosb; Pbomdmmos  dgbogsbgdgemo
396bmbogmol dbMnob; o, Moy dmogzamons, dgommeal godmygbgdol 330¢M003030300Ld O FodmEogmgdal
06 Jmbo.

dgomeab dpbgmo: ,dobhoydo dgozgmo” (L3ganomyboe dmddogdnmn, 0bbhGyIhocgdymmo
396bMmbaobm30lL NEbmdn dddnobn) dool MGEsbodoznodn s dbkYMgdL Mgowyto dmdbdamgdemal
mmb: goyemob/omgol 3Ghmoyndhb/Lghzoblb Bobsbbaé dgdndazgonmo bzgbotob dobgznm s ,, 000
003306039000“ dgommeom  dgobbogemal  bgbzobob dobmegdol 30MmEgblb. 3080¢h0b ©obGEgdal dgdoaa,
030 03090b 30mb3zoMb, Gmdgmoi dgdydazgdymns 3mbihghnmo mMaobodainnl dgbgzdgbdholb dmmbmzboms
d9b0083d0bsc. ,,dobhond dmdbdatgogmb” Bobobbab d93b goagmmowma Bk gbnbggdn boznmbgodg, MmAgdbog
6o dnogd3omb gybomgds. Jombzabo dgwmagos dmdbobytgdol bbgowobbgs db3gdhol dgboggsabgdgemo
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3600960013900 © J3936000H96073900030b. domo dobomoo LBoxydzgmns MmMabNBsEnsdn dGLgdYm
bbb Hgdn dmdbabyMgonl, gmM3mMsgngmo bdznmbgdobs S EMLimoal dbdog.

dobhoyeo dgbynzobob Mm00mgYemo M 38308 o 10bsddemdgemo a30bgds, by dgnbg, bodzgh. dgasbgdal
96m0 hogmems dgbadgdgemns dmoEegzgl 1 33060006 1 m39dcg dg60meb.

bEgbdMNm Bom30emabbnbgdmo bodnogngool gobs, ,dobhoyéo dgozgemo” dmdbobytgool botalbl
0033090L Mgagmycn dyn3gemalbs o 3mbbym @bl Jhmoghmmosdy 3306039000, Mg dnbobgds baghmm
d9930bgd0do.

,30L(h0nM dgn3zgmmo” sbgmon dga30Lgogd0 seodoEbgds b3gEndayM Jombzamdn. dowgdnmo nbyymtmdsinol
bOXYNd39emBy, odmom3myds OMaMEE Mmommgymo 3Mohghoydal, obg baghmm Jnmo.

d9930b900b 0bLEHGYAgbhns LHMYIHIG MM Jombzakoa, dodnmMmdEE ,,30“ ©O 00" 3alybgdom, mydae
ob dg0dgmgde dmoEagogl dga3ebgdal bioemabmgal gobgymgbowm (9.6. bydogdhndo dgo3obgdal) 3ombzgdbog.

dgomeob 3odmygbgdnm 930bgod dmdbabytgool dgdgan dbdgdhgdo:

e [96M30b0b doggdol 30mEgbo;

e bghzobolb bgemdobobzmdmods;

o 3ghbmbomal 39mogmasbbymos dmadbdotgdemal dodobm;

e dmdboby®gdol bhngmo;

®  3Gmydnob/Lyghzobol 3mby;

® 36mydiab/dmadbabygonl goynwzs 8b 3mblymogns dob dgbebyo;
® Jghbmbogmab J3g30 9Mabhebootbyem bodysgnsdo;

® Jghbmboal gotgabymon dbaty;

e Jdmdbdotydgmmob bogmbhoghm LogtEg, bodydom gokgdm s o.0.
000MJY0 360¢hgh0ndobmzol ddoggds J39300hgM0ydgon, mbasbodsgnol Bogdnobmdabs o bykzabol
b3g0a3030L dobgz00.

00000908 Mmambi dmaswoe bghzobol dobmegool, oby dmdbdoGgdgmmmob 3mdnbogognsdn dgman
3006360 9hnmo moboddémdgmal dmdbobytgonl batabbo.

9396 3350930000 3MmELob dbaszbo, ,,dobhoydo dgo3gemolb” dgmmEom 33¢09353 9Hedgo0basb dgoagds,
mdmgong babdmoagbogmos N8 bggdody.
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bggdd 8. ,,dobhoyMda dgn3zgmab” dgmmeaom dmdbabymgdalb dgxrsbgdab ghodgdo

dgomEmmmannl 33m330L 0bbAHGdgbhob dobhoyco dgn3gemob
3903053900 3903003900 dmdBogdo
0bgotndolb dmddoggoy/ boggemg badydamgool
BoGdmagbd hohoagdd

N9 bg9dodg 30 ombgtogmao ,,dobhoyéo dgn3zgemab” dgmmeom dmdbabykgdal dgozobgdal ghodgoo.

bgdgds 9. ,,d0b@HoyMo dyoE3zgmab” dgmmeom dmdbabymgdal Jgxsbgdal g@edgdel smbyms

e Jd9g030bgdol dgbg2dgbhol LhGNIHMal  obLadmahs
d9692096(h00b 00b0ddGOMIgnMInm

l. dgmmmmmannl
dgdgd3gos e 0d9030b900bm30L  Logodm  ©EMINdgbhyco  dobogmab
398M™3900 o dbagmndn
e d9935L900L Mmd0ggdhnto s bongdhb0 3Mahgtnydgonl
3903003900
Il. 33e9300L

d9930L900b b3 6o 0gabgol bzotab
0bbhGNdgbhob dgdndaggd o cEeh 0goosrgn . Ogpabgal  (3001533600)
3903003900

e dobhoybd dgnzgmmms bEgbatgonl dmddogod

e dobhoyd  dgozgmms  HGgbabgn  3mb3iMghyemo
1. doboyéo dgnggamab bgbatd0b dobgrz0m

dmddo9d
™000g00 e Jdgx30bg00b goemgbotymo bggdalb dgagbos

e 0d90300bg00L hohokgds Bobobbot dgagbogma Lggdal

IV. boggemg badydomgoal dobgznm

BodoMgd
2050909 o Lbg6zobob 0Bmgdabs s dmabebydgdal batobbal

3bdb0dmYde
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e Jd930bgdol  moommgyemo  ™o0gdhob  abobosmgde
bYO0g9BHMO S MIngdHMo 3O0wHgtnydgdol dobgzom

V 963060dol dmddogde

o Bo6Bmpaghs o (93m3gbagngdol Bo@dmagbs  dgebgdyw

08b0ddermAgemms dgbobgd

® 63060d0b bobdmagbs Logdnsbmadnl dgbobgo

dobhoyeo dgsbgdol dobomawon dggagoo:

e dmdboby®gdol dmaoon dgo3obgds;

e dmdbobykyg 39GLMbaNL absbosmydy 3Ma¢ghnydgdal dobgwgzom;

e dmdbobykyg 3g96bmbagmal Mgothnbagdo mommgymo 3hobhghoydol dobgozom;
® 051336900 o My3mdgbsingdn.

0dobom30L, M3 dmdbdo®gdgmms 3dogma3ngmgds/dmabobytgds 90399H0sbam o bababagdemmeo dgasbogl
,30b(07M0 dgo3gmal” 3gmmEom, 3abom3deobbnbgogmos Modpgbndy Lojnmbo:

e 0d90300bgd0dg ™MaobndoEnadn Pbd  onbghaml  dmdbdatgogmmms  dmdbabyMgool  Lobsbdo.
B0boomdga dgdmbggzadn, 0936900 dgmmandndo boghnoEnd, GoEadd dmbdwogds b, Gog 2960 96 3GLIIMOL
(067 396bMmbogmds 86 030l, Mmame Yoo dmodigb dmdbdotmgdgmmab s Mo dmgmbmzggds);

e 0d60d3b9cmm30600 303d06no dmadbobytgdal dgo3obgdalbs o 39Gbmbagnal badmpngognm mbabdogdgdl
dobob: 0y 0060dd0mdmolb  BoGmdohgds oM  owabodbgds  dohghoomydno ob  dkadodhghooydo
Bobagmobgdom, gb dotodndmo 063930 dob gdmbnzoEdlb s bdodo Jobygmanmawm dsnbsbgds bytzabob
bokabbdg: 3gbbmbogmo g30demAL, mad by ghmns, Hmagme 0dydeazgdl, Mawasb dobo dogowmo Embab
bogdnobmoy o6 dmM03M390L dadtgdob;

® (001d3909cm0d dg30b900L dggagool dbmemme Laedbzgemm 0bLhGdgbhow godmygbgds: ,dobhoydo
dg0co39emob” dgmmEds 3bes d0dmohnbmb batzgdgdo Lgbzobob dobmgoal 3mEgbdo s ogbdaMmb
300 0dmbx3bzMgmae bagobm mmbabdogdgdol, 33e0emgdgoobs o LBdZMgonl ggad30oL. dbmemeo
obgo dgdmbggzado d93b 8dMon dob godmygbgoob.



0330 4. 33307090 dgmmeEmemmanl®o dmmnbmzbgdo dmdbdsdmgdgmms
3994mx0emgdab 33mg30b 3mb3xmMbabmgzal

0030 4.

00 mo3do gabbogmyemos LoghdEns, MmEd bobgmbogm bgtznbgdol dndbmogdgmo mMaabadsigns d3bowgdl
09bc09Mb dmdbdodmgdgemmo 3doygmangmgool 33emg308g.

03360330 ©030Jdo0L 3IP3I60NL N6LOMITBNO (TOR)

007 3960069390, mad dmdbdocmgdgmms 3doyma3nemgonl 336930 ©13390mm dgbodg dbathgl, 8730090
bohgbgtm Bnboogdnl dmddogod s Hgdbngnto ogzeemgonl dgoagbs.

bohgbghm m3ndgbhdn Yoo dabobmb gzgms sb3gdho, mdmgdog aobom3aabbnbgdgmns 33emg30m0
30bbyHObh0b/mGaab0BsEnnb dbMowob: 33¢mg30L 0dmEsbgdn, Aoboadotgdgema badydomgon, 3mbbyemhebhnl/
mMaobndoinal 3obybobdzgdemmagdo.

0900006936000  Byboo  @obLOBM3GMPmO  Lohgbogbhm  Mm3ndgbhogns  dbndzbgemmzabo  badozno
domogmba®obbosbo 33emgznmo dmdbobytgdobmaab.

6o 308060 9930 H9db03nt o30emgoSL?

9L obnl:

e (ddgbndy 3obnwohnbasb boyzgmgbmb dghhgzal nbbhbydgbdo;
® (00033900 o dgdbyemgdgemlb dmboalb 3mdybozognal bLodyogds;

e 33m330b/30mgdhob dmboghmGnbanl/dgezsbgonl badyegmgos dobo gobbmingemgdnlb dgdoga (Msdwgbo
dgbbemes Hgdbngnt o30emgosdn g3abbodmaztnmao dmmbmabgdn).

bLOOJI6PIM ©M3IFIGONL BM®AVO0N

bomoyMo
bohgbgtm Em3ydgbhol bamsyhdo Yo hobgagl, Ms Hndab 333089 3bogds HgbgMa.

3m6pgdLdo, 33ema30lb dndobo

©m31d9bhnb 83 bobogmdn dmzmage smbghgm, Mo dodbom HaMgdd 33emg3d, Mohma gohbs gb bagobmgds,
6o 0dmE3abgdo 0g3L dob o Gobm3nlb gadmnygbgds 33eg30b dgagoo.
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3904mxz0mgdab 33mg30b 3mb3xMbabm3zal

habadomgdgma boddomgdal dmygymmdd/dmbgMo

00 bobogmdo 0bghgm, Mo bdndomb dgbtymgodlb gemom 3mbbymbebhnbaob/anboabgsb. gb dgndemgds ngmb:
®  33m930bm30b dgdhgzal d9dydaggo;

® 33w9g30b 0bbheydgbhob dgdyndeggde/spadhntrgds;

o 30mbgakob dognmpntgoy;

e 30mb3060b dngmmpnmgonlb dgdgd 3380 gdg00b dghobs badmenmm 396mboodo;
o boggmyg bLadydomgonl (gadmznmbgol) hodotgods;

e dmboggdms dgakm3zgdal badabbal goimbhtmengds;

e dmboggdms 0080b dmddogde (dmboggdme dgyzobs, gobdgbo);

o dmboggdms dbogmndo;

® 33930L 0630600l dmdBogde;

® 33tm330b doGomao dngbgdgdal 36gdgbhoznd 8d339m0/o303d00g01ema dbotggdabomaab.

oOhmono hddhmn/donbmgzbgdo bddydomgdal 330gomab dodobdmgdom

doymomgm bdydomb dgbyemgonl dgeomeo, 3hmgdhol bobgmdemngmds o 308900 (308900L 3obLadmzMe
bababgagdmm 046900 dgotgdom ghdgmadnsbo 3Mmgdhgdobmzgal, Goms JRMm 9039dh0sbop dobmmm

33%0939).

dmmbm3zbgdn ¢9bgm@do dmbabogmg 30Mab/znbal/mMasbadsgonb dodobdm

00 mo3do doymomgm mg39bn dmmbmzgbgdn 33emg30m0 3MbLYHObEHNL/3Nboal/mtaobodsznal dodobm,
396dm, 9930 07 30 dom:

e dgboxghnbo 3edmEomgoy;
o bo3dotobo dsdndbyto gbykbo;

o 0d9bo0ddnbo (hggdbognto rygbydbo.

dmmbm3zbg00 36330030l dndodmm

00 bobogmdo ombBgtgm, Mo Lobal 3bgaM0ndgonl/30mEydhgonl doggds abyhom 33emg3nb dhmEgbdo o dobo
LMool d9dga, dogomnmo:
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3994mx0emgdab 33mg30b 3mb3xmMbabmgzal
®  33tm330b 3mEgbdo d9d1do39079em0 AgMEMEMZN (33¢930L 0bLEHMYIgbH0);
o dyomyoyto dbgamndo;
o Lodmemmm dbgatado;
e 33m330b dobomoo dngbgdgdol 30gdgbhopnd Power Point-0b o3mMdshdo;

e dmboggdms 008900 (Excel, SPSS, Stata).
9L dmmbmzbgon dgndemgds gbgdmegl d9dga Lognmbgdbag:

® 6g06m0ndob dmEymmos (Modgbo g396n);
e 6g0Mm0ndob bhdydhnbos;

o 06g06M0dob ggmMdsho (9emgdhembymo, odgdnmo);

e (0309400em0 363360dg00L M3mMEgbmds (dbgmgdal MomEgbmds).



33209300 byerddegabyeo:

bgemddm3obgmmmol 33emg300L;

30m6OE0bs3nsl P6g3L d33emg3060900b, 3mmbabodhmMgdal, bhsdhobhozmbgdal, bydghzendmmgdoly o
dmboEgdms 008900L LB3gEnoEabdgdal bogdosbmdsl;

d9009d5390L 33em930L 39addL, Lodydam gMexnglbs S 60729ML;

3339306 8bdgm0hn3mbgdmob ghmo dgndydezgol godmzzmmgzal dhmamadsl;
bgemdd3ebgemmal 0bhghzonghms dghhgzol 3G mEgbl o dmbobogmgmdl dsobdo;
890003b90039 ™AL 333300 3900g30L EIE3L;

18676390 ygmnb 33emg30L bocabbl.

333%0930M900:

d90090039096 30dm33emg30L 3Mmamodsl (33emg30b dgbgzdgbiol, d0nzghoby o EhOmomo habhmb
homgmom);18

3900303039096 336m930L dgomEmenmansl;

d90090039096 33em930b 06LAHGOYIFOAL (9639¢hdL) S HdM39008b6 dob Sogmpadgdol;
30m6OE0bs3nsb Y69396 0bhghrz0ygbrms dgthgszol;

bhOBHOLHNZMLMSb ghmogo dgndydezgdgb dghhgzol ndsnbl;

dmbobogmgmagh nbhghzoyghms e gbnbado;

3MmmM0bsinob 169396 bydghzondmMms bagdosbmdsl;

d9009d539096 33mE3abgoL LhoHELHNZMLOLM3NL;

bhohobhogn®d JgmmEgddy oyhbmdnm dgndndozgdgb 33emg30b obgo®ndl o 83859096 33emg30L
bO3MgdbHOBM 39MbND.

18 330m930L d90MEMEMaNYHo s 3O MEIEYIOYM bdznmbgdal hadmysagndgdo.



390l gmmboabshmbgdo:

mMaobndg00L P693L o bgemddm3zabgemmal 0bhghznnghms Hkgboba;

30mGOE0bs30sL Y693L boggemg badydomgob;

30m6OE0bs30sL P693L by3gM3308mMGMS Ldgdnsbmdsl;

890003b90039emAL dghhgzolb docmdmyhob oE3dL 33emg30l sgomdy;

d9009d0390L ymzgemmoy® bodydom g9adolb bydghzondmbgdabs o 0bhghznyghgdobsmgal;

1866390ygmnb bagzgmyg Lodydomgdol EMMY s batabboob dgbkyemgdsl.

by3963008mM(gd)0:

30m6O b0l Pbg3L boggmmg Lodydomgol, dobmzol obbadmahym dghhgzol vtgogmby;

090003b90039emAL  0bRhgM3z0nghms dogh  dgdhgzob doGdMyhol oE3ol, dgbhgzol g3ebLodmagtym
NOINWLE

dmbabogmgmol 0bhghz0196mmo gmzgmomoynmo bodydom 3gadol dgwagbols o dgbymgdodo.

0bdhghzongh(gd)o :

dmbobogmgmdgh badogmmig 33emgzedo;
039396 dgbhgzol domIGYHL;

0007096 GgL3dMbgbhma godmznmbgob.

bhabhobEHagmbo:

dmbdbogmgmol 33emg30L dgommemenmganal dgdydeggosdo;

333%9306090m0b ghmo dgndydogzgdl dgehgzol obdonbl;

dmboEgdms 038900L L3gEndEabhgdabmgal dgndydegzgol ozdemgdel dghhgzol 6odol mGdntgdobm3al;
0903700390L dg®hgz0lb doGAGYAHL;

3335m9306090m0b ghmoe dgndndogzgol 33mgzol bihabhobhognd sdmEobgdl;

93bol dmboggdms bhonobHgye 60890L, dmboigdms dgbayzeboco;

bAHOHOLHZYGOE 8d7dazgoL boggemg bodydomgdabsl dgatm3zgdne nbaymmdsinsl.



dmbo3gdms 038900b b3gznoabhgon:

0636dmydgb dmdbdocgdgemms 00d90L, dghhgzal aBonbobmzal badotm 39emgonl dobgzom;
bhOMHOLHNZMLMSE ghmo dmbabogngmdgb dgthgzal 380l g3mMAnmgdsdo;
160m3b390mymn3gb 608900L eOmyem dobobzmdmosl dgthhgzol aymtddotgdobmzal;

186b39mmyma3gb dghhgzol domdbynHol o3dhmdatndognsl (sbgmo Ladomgdol o/o0b dgbadgmgdemmonl
dgdmbggzado);

0080009096 m3ghahmmgol bhahobihngyt 0880d0 dmbsiggdmo dgbayzoboco.

dmboggdme m3ghodhmMgdo :

bhohobhgNe d9d3d0 dgdgozm godmgznmbaal dggasm dogmgdyemo dmborgdgdo;
63096096 dmboEgdgol;

10676390 ygmx396 dmboEgdms hmyms dgyzebab.

33109300 bgddegsbggmo:

bggdde3gebgemmol 33egasl;

30mM0bsgnsl 1693l d33emg306gd0l, 0939, M93ONHNMdNLY s HEOBLIMN3EN0L b3gEnowabhms
bogddnobmoob;

d9009d0390L 33em930L 39addL, Lodydom gMexnglbo S 00729OL;
30m6OE0bs30sL Y6936 dmEghohmbms/0bhghzonghms dghhggsl;
3339306 3bdgmnhn3mbgdmeb ghmo dgndydezgol godmzzmmgzal dhmamadsl;

bgemdd30b9emmAl 33m3nbzan30L/bom&adnbgymo 0bhgMzonl dmbobogmgme/Ggbdmbogbhms dgbhgzol
00 dmbobogmgmaly dobdo;

890003b90039™AL 333300 3000gd0L EAE3L;

186b39emyma3l 33emgzab batnlbb.



d33e9306m0 dbogmadnimbgdo:

3900303039096 3odm33zemg3nl dmamodal;
d9009d539096 33¢0930L 06LEHGYAgbHL (23M3nbEanR0/Lowm&dobgymo nbhghzoy) Loabinbom 3gadol;
dmbobogmgmdgh dmgbodhmdms/nbhgbzongbms Hgbobado;

d9009d039096 dgehgzol hobhmb m30b5060030 33emg30bm300L; 3obLEdM3E396 Lddndbg 2a31930L bhGdbhytSL
00 03M3YL2a1n93900L/06¢hgM309900L MOMEbMOS;

966690006 MINL23Y30L OLIYLOSL;

390090039096 33em930L 863960l o 0389896 33emg30L LdMgdgbhozm 3gMbnab.

030339023399306/bo0MOdobgymo 0bhghzonl hg3bybhgdo:

33m930b bgaddmzabgmals o d33emg30Mmms  a30eg60L dgbododabo, 0639396 R3M3IYLbrayo30l/
bogGdobgymo 0bihghzoynLb Mgbdmbogbdhgdl 33emg30dn dmbabogngmdnbomanl;

00039696 03m3nL2a1na30L/06¢ghr301L hahatgool gcroaznll;

18616390myma396 dmbobogmgmoe abEMgodl 53m3nbzannLy s boew®adnbgyem 0bhghznydy.

03m3nbzan030b dmghopmma/bogédobggmo 0bhghzonlb 0bighzoygho:

boobznbom ggadolb dgbodedobog, Jdw3gds B3mINL23YRL/bHgGO30L;

01000m/30009™M LT gd0m 06g6L 53M3nLEaYRL/0bHIM307.

03m33b2399306/00¢ 903096 HGVBLIMNIE0L B3gEodTabH(gd)o:

0080009096  RM3Lzana30l/bogwddobggmmoe  0bdhghzonb  HMbLIMN3HL O  BoobEgdgh  d33mgz06
obagmohngmbigol. o

19 3manghm 830mb3zg3edn, HMebbztadhl dmgbanhmtmo ob 333mg3z0tn 33Bogol. 8dal dgbobgd goobyzghoemgds doowmgds 3edmygaemgzal 3G matmedal
3907d03900L0b.



300mbgokob N 3m0 (Gogbzomo dbndzbgemmds)

bgbzobob boby, GmIgmoy doogm
dmdbdodmgdgemads

300b3060b dg3zbgdolb tggombo

dmgagbagndgdoo.

9396 dooggo dmdbobytgos hzgbl 3gbhédn/mbasbodsgnsdn. dmdbabyMgool gendzmdgbgonl
d0dbom, 30006900 dmdbdotmydemgdnbgedmznmbzal. gmbmgm, dnommmdmbsbogmgmay, 3gndslybmom
6039b0dg dg300b308g o Lagymabo bgemommo dgohobmo Lghzobolb goyndzmoghgdsdo. ngoznm
bGP gmobpomo: md39b dogt dmbmgdymo 0byym®dmdsgns 09690 3mbazngbinagmyo
00 36O 3odmhbgds mg39b0 Labgemo o 33060. 3obbgdl gedmznygbgdm gobdmaswgdyma
00 396Lbmbagmy® dmboEgdms iE30m.

B0bobbat gobom doemosl.

demmgn E — dmdbdamgogmol dmenmenbgon Loy3gmgbo dmdbabytgool dgbobgd

30bm3zm, 33030b7bmm, MHmamtnds mg396m30L boyzgmgbm babgemdbooym bgtzabn?

30bm3zm, hadmmzmamo ©gdxmg0900 dgo30bgm 5-9900b b3omadyg, baag 5 b0dbogl ,, LG
3900bbdgon”, bmgmm 1 — ,bbymoso o6 39m0bbdgdn”

- 103600 36
b&E0d© 390-653mgdd  390m0bbdgdn,  LEImOSE o
@363@36360 500’)b306’)0b0’)30b 39m56bdgo0 3902663500, 39006bdgon 3000609 39006bbdgdo
300009 00
39m06bdgdo
OMmYmms (Mgogntgds) Responsiveness
E.1. dmadbobymgdsl ogm3bgdemog 5 4 3 5 1
300090 8 o6 d0bg3b mmabo
E.2. 390Lmbagmo bEMoxnsw 5 4 3 5 1
963393 hgdb bagodOmgdgddo
E.3. 396bmbogmo ddo sMab, dmd
LBEGHIB© Bmsagzmmb hgdo dGHmdgds 5 4 3 2 1
E.4. 396bmbogmo anbhgtgbgdgmmos 5 4 3 5 1

3037600 33g00b Bybhow ©IE30M



0909690900 3ombzamabmaznl

396bmbagmab dogamds (9d30mns) Empathy

E.5. 860000mm0086800/m83080060c0
dgabobygdnsb

E.6. 396bmbogmo bogdamab pmmb
30003m0ob (06 ghymds dmymdgbenmos)

E.7. 396bmbogmo 30gmmdb,
300030e0bbobmb Hgdo nboznEyomyma
bagnmgdgdo (3og.: 9bo)

E.8. 396Lmbagmn 3onmmal,
3mdxnmbOhms© 30360dbm ms30
dmadbaby®mgoob doggdabsb

E.9. 396bmbagmabmgolb hgdo
dmadbaby®mgos d60d36g9emm3z0b0d

béEmos 186
390106bdgd0 390006bdg00,
300069 360

5 4
5 4
5 4
5 4
5 4

dg0-633emgdog

39mabbdgdo

103600 o6
39m06bdgoo,
3006
39m06bdgodo

3mngbombagmaddo (bghzobob BGb3gmymazs)

E.10. 396bmbagmo 3060ado 9033930
g39es bghzobdo

E.11. 396bmbogmo goboggda dobzoob
0b3mMdoEnsl

E.12. dmdbobyMgdol dGrmEgbdo
03310 330dbmo ma3L

E.13. 3960bmbagmo hgdo 3rmdemgdaly
30004000 Loy39mgbm 3ol dmaz0dmMAb

E.14. ©obddnmgol sbeyemgdgh

(9392013960 0bg bEYLEYLS, OMaMO
dobbbnob)

E.15. 3960bmbagmo onbhghgbgdymoas
hgdo 3mogmgdal gowagMom

E.16. 396bmbogmn 3sbbobdzgomasbos,
o0memmdg dodygzgos hgdb bogombl

E.17. 396bmbsgmo 3dgzromdmeo
d3domab

5 4
5 4
5 4
5 4

bobommos (Reliability)

5 4
5 4
5 4
5 4

ONWIN )
39m0bbdgdn



bggmdobobgomdmds Tangibles

E.18. ©obadnmgdl sbeemgdgb
(4390003960 0bg bHYmEgds, Omame3 5 4 3 2 1
dobbb0ob)

E.19. 630803960 goMgdm jmdambipnmod

d0dbdotmgdmobmzgal (dadhoMgdymmas) s © : 2 L
E.20. 396bmbagmal gotgabymo

dobobnomgdemgdon (dognagn, hogdymmds) 5 4 3 2 1
bogdnobod

E.21. 00g0mmbg 06bgonemo 30d0mmyMo

dobogms vo30emgoLb byd3zobzgbhdn 5 4 3 2 1

m®09bhoEnob

demm3n P — 3mbgdyemo dmdboby®gdom 3dogmazngmgds

obgmos gmbmgm, 08039 907509000 dg30bmem dmdbabykgds, Gmdgmoag doowgm hzgbl 39bhéadn?

30bm3zm, hodmm3mogmn ©gdxmgog00 dg0030bmm 5-§1e00b b3omadg, baag 5 60dbagl ,,bEmasE
3900bbdgon”, bomemm 1 — ,,bMymoso o6 39m8bbdgdn*

— 10360m 36
Mo IiN d90)-603mgdo  39m8bb3gdn, bEIYEdE 36
@363@36360 500’)b306’)0b0’)30b 39m56bdgdo 39026bdgdo, 39m56bdgd0 300069 39006bbdgdo
300009 00
39m56bdgodn
OMymmds (©gogntgds) Responsiveness
P.1. dmdbaby®mgos dogowg a©agbagm 5 4 3 5 1
30009000
P.2. 396bmbogmo LEGRBL 3oghaze 5 4 3 5 1
hgdb bagobmgogddo
P.3. 36mogmgds/bagombo LEGRS© 5 4 3 5 1
dm3033009
P.4. dmdbabymgos dngomg 5 4 3 5 1

0874™3690m03, 36 dmdnbos gmmenbo



10360 36

6o
bEYmdE i3 d90-b03mgdo  39mabbadgoo, bEIE0SE 36O
0903690900 Jombgsdabozal 390m06bdgoon BSOWO:)baS:)Z' 39006bdgdon 300009 39070603300
3009 39m06bdgodo

396bmbagmab dogamds (9d30mns) Empathy

P.5. 860000mmd00bs0/m030800b000
dmdgdbobyMmbgb

P.6. 3960Lbmbognds bagdaMobo phOm
©033000m (36 ghymoms dmymdgbemmds)

P.7. 396bmbogmo dBs ngm fgdo

0b0gznmydmyc bygommgogdal 5 4 3 2 1
30Lom30¢m0LB0bgdmo (dog.: 9bv)

P.8. 3gmbmbogmo  mMogbhotmgdyemo

0gm obdo®mgosdyg o o6 d3dmngzemamms 5 4 3 2 1
dbmmm bhabpotpymo dabybgdom

P.9. 396Lbmbagmo mMogbdhotgdymo ngm
3003gmbamnlbbsb dmadbobymgdsdyg

3mngbombagmaddo (bghzobob BGb3gmymazs)

P.10. 3gmbmbogmn gobgsm gh33g3o

439eo bgh3zobdo > 4 3 2 !
P.11. 3g0bmbogmo  goboggda
39630000 063mGIdE0dL > 4 3 2 1
P.12. dmdbobymgoal d0mEgbdo

5 4 3 2 1
0037 330dbmdwn o3l
P.13. 3g6bmbogmds 3hmdgmgdol 5 4 3 2 1

30004600 Loyzgmgbm 3ds dgdmdmozgads

bobommos (Reliability)

P.14. 439ma03960 0bg dgbeymo,
MmammE 5dobbbgl

P.15. 3gmbmbogmo gnembhangmap
306 gMgLgdymo ogm hgdo 5 4 3 2 1
3mOmgdnl goagmom

P.16. 3g6bmbogmn 3abybobdgzgoem- 0sbos:

dmmmdg sdbdybs, dmd dogomy 5 4 3 2 1
bgh3zobo, dmdgmog d§odgdms

P.17. 3g6bmbogmo ydgomdme
dydomab



bgemdobobzomdmos Tangibles

P.18. sangmdg smbgdymo
0049M30emmAd dggbododgde 5 4 3 2 1
dombm3bgol

P.19. 530803960 3o6gdm 3mdnmMbnemos
439e9 (hodob dmdbdomgogmabmzol 5 4 3 2 1
(90083(hn67gd900)

P.20. 3g6bmbagmab hordab bhogmo ©
390930m00 (330070, Hogdymmos) 5 4 3 2 1
bagdnabod

P.21. 30830emyto dobagms, dnbodbgdgdn,
bbRMMAdE0M EIRgdN, dmbahmbgon
3900306090l bgh3z0bEgbHtadn
™m®0gbhoEnol

demm30 L — ¢nmosagmmod

1Mhg30000 0y My mJ396L obemmdgmlb h3gbo dmdbobykgdom bLokagogmIsL? (dgboggobgdma
303m0ygbgm 10-g9em0abo b3ogma, bodE 0 bodboglh ,0Ma30mam dgdmbggzadn ok 3ybhgzn”, bmenm

10 — ,,09609090w00 gydhggea”)
396003360 06gM3079ML: 30mb3d ©gLdab y3gmob

36300060 dgdmbggzedo 30O
o6 396hgawn 396hg30
0 1 2 3 4 5 6 7 8 9 10
300b03Mdgm 3900000 ND -89

o 1bo d93300ML MGEb0BsE0dd LgtzoLol dodoMmymgdnm, md 8d omb3zodg y3gemedy dogmogmo
399300900 dbgbhmm?

0mmgn D — 09dmahoxns, dmgdomodg 30803360 data

gbdmbegbdol ®odo:

domgomogdg 530803900 3060 1
9399060d0 Mgzabhdabgoymo 0yhopoyemo dobo 2
03MgBoogbdo 530803960 doko 3

bb3go g399860d0 MganbhMomgdymo aydooymmo doko 4



9399869, mdmmal dmgomadgi 06 dobgdom

dmbodbgm
bogdobmgzgmm 1
0dd 2
396030b0d 3
0ymggmo 4
hobgmo 5
0bomgmo 6
060bo 7
30mmmbgmo 8
y(h300 9
09330 10
gbhmbgma 11
1360060 12
Mybgma 13
godabgma 14
bbgo (hobgtrgm)
gLdmbrgbhob bggLo:
Jogmo 1
dodogoEn 2
gb3mbgbdol obogo:
9b3mbgbhol mobyho dgmdatgmoo:
o)dmemBabgogmma 1
dJmmbobgdymo 2
300gm®mB0bgdyma 3
936030 4

bb3go (hobgbgm)



gLdmbrgbdhol gobomengdo:

06dbGONEO badyogm
Lo bodyogm
badyemm hggdbogndo (3bmxnhgdbogydo, hgdbogydo)
06m3LMY dogegbo

bEO Jdomemgbo (0bbEHIHO, 603a0LoHIN0)
dodogdgemon/ sbdnMabihnms/ bodgaboghm bababbo (3obwoadn/ Emdhmtn)

0gLb3mbgbhol boadydom Lhahybo (dodomawo bagdnabmoy):

03906039090 dydogn
®30m00b0gdg07ema (badydomb dodiggdn)

m30m00bogdgonemo (dgbotdy, dgydbyg, agotmogzgdnma dotgdal gotgdyg
0b 3ma3gbnymo bagdnsbmodnm s393307em0 dokn)

396bombgo
©930909% 33909590830 dgmxz doco
©0sbobemobo
buegbho
dmbBagmmg
137093960

d99¢y0nema dgbodgmgdemmaonl dgjmbyg (ddd) dota

30bm3zm, bgEMmm d3M3ML s domb&om, hadmmzmomo o7 9dgd0edb Gmdgma

™23bol 930bmdognt damdotgmosl? (gbhmoa dobybo)

B0 deogh g3gmxbob bdgzgody
bozdotobo a3yemo 33043b b 33900b bogoma, dogMad (hobbodemal,
039bboEde0L 06 0903030L0360 baygmAEbm3zcgdm bogmgdal bagnmam
33006930 3ol admazs/ bgbbgds

bogdotmobo a3yemo 33093L b33900b, doM3gemoo obndbymgdaly
(hobbodemabe o 13gblogdemal, n0x3030b03b0 dmdogmy®abs o
boygmazoEbmazcgdm bogmgdal bognmam, dogtmad d3zndomatgdyemo
(hobbodemab ob (hggbnzobmzol 3306930 WYL EedmE3s/ bglbgds

10

obobogb mdzgbo



bo3damnbo g3mo 33993b d30MdEEoMmgoymo HobbsEdmab,
03g9bbEdemob o bagmazogbmzmgom hggbngol bognms, dog®mod
396906000 o bbgmal boynmaE 3306930 3yl Bmags/ Lgbbgde

39330de09, y39monghon dgzndobmm, Mo 330600 5

bobm 07 96 bemEnagmyho 3hmamsdol dmdbdatgogema?

©0ob 1

NON 2

bobro 07 96 ©9360M0/0d79eM9d00 OBV NENGdYMO 3060

©0sb 1

NON 2

demmgn B — 008bgLob dhmazngma:  oydoongmo dobgoobmzgol

Omam& 83bdb0smMydEnm mg396L 008bgLL?

008bgb0b Bmdos dgdmbabgom

dbbzogmo (Bemoyto dgdmbogagmo 60 dognombo @ dgdn, 250-8g dgdo
©3bo7dg09m0m)

badyemm (Bemoyto dgdmbogagma 12-60 dogmombo, 50-250
©3bogdg0m0m)

B3Gogmo (Bemoyto dgdmbogagno 1-12 dogmombo, 10-50 ©obogdgdymmom) 3

d030mmd08bgLo (Bemoydo dgdmbszomo 2 dogmombodgg, 10-dwg
3b0gdgdymom)



00869L0L Gmdgem bozghmb Botrdmadoagbemn dérdsbogdnm?

boggbrm
boazemob dgybbgmds
09383960
bodmmdm3dmggonma bagdosbmds s JoMnghgdal odydzgds

300000003303909em0 d6gb39emmds (33900L dmEYIhgdal, Lobdgemgdobs
00 003009mb 837883909, baggoghm dMgbzgmmos, Hysazob bocdmgdy,
bg-hyob Babdmgds, Jocmomol Batmdmgds, bogodmdiggdemm bagdg,
d9hogy®a0o ....)

9mggdhOmgbgmans, 3odo o byommdmdatoggds

dd9bg0mmabd

bdMYdM S BOEGOTIM F0dMMdY

Mgbhmembgdn o babhydbmgdo

O®bb3mbha, bobabymom dgyMbgmos s 3o3d0MasddyEmmods
230606byM0 bgghmbo
™39630900 3dMd30 Jmbgdom, 0230 Y 3mdghzoymmo bagdnsbmos
30bomemgode
200000330 O beEnagymo dmadbabyMgos

bbgo (hobgtgm)

dgdmbodgm

10
11
12

13



dmagbogmdgdno.

dmdboby®gdol goydzmogbgdol dodbom, 33¢hoMgom dmdbdotgdemgdal odmgznmbzol. gmbmzgm, doommm
dmbobogmgmds, a3030bybme Godgbodg dg30mb3odg o Lagymabo B3momo dgohebmo  bgkzabob
301d2mdgLgdodo.

3mbm3m, 33030bbmm, hmameos mg396m30L bY39Mgbm bdhgmgnmbm  dmdbaby®gds (3MbLYmHE0.).

ambmzm, dmbodbmm, ®ddEgbo  dbnd3bgrmmaobos  mg39bmzol, Mmambi  dmdbdamgdmobmzgal,
hodmmzmogmo 9o gdg00? dga30bgdobmzgal gadmnygbgom 5-9yem0sbo b3oms, bowsy 5 60dbagL ,dogmnsb
db0d3b9emm30600“, bogmm 1 — , bGemoo ydbodzbgemmo*.

JR6OM

dognab d90b6o3mgosw
360d3b6g9¢mm- 8badgbgsoe- db0d3bgemm-  33b6nd3zbgemmo SoHETom
oo 30600, 300009 Fos 136033690mmo
8 4960836900 3
Omymmds (hgogntgds) Responsiveness
E1l. m3ghohoymaoe dmdgdbabytmmb
o hgdo Bodo gobobognmb 5 4 3 2 1
©OY9™3bg003
396bmbogmob doggamds (9d30mns) Empathy
E2. dmdgdboby®mb mo3080060c 5 4 3 2 1
360mx39b0mbagmoddn (bgtzabob PBGbggmymazs) Assurance
E3. 3oMgo 960339mmgb bge3z0Ldo,
5 4 3 2 1
Mmdwob dowgosg dobo
bobmmods (Reliability)
E4. o®mbdybgonmo 30gm, Gmd
5 4 3 2 1
bLBmMoE dmdgdbabyMo
bgemdobobgomdmos Tangibility
E5. dothnzae dgdgdenmb
5 4 3 2 1

bohgegambm 396G Mmab
00303006900



obgmo 30b070MMm 3Mb3iMghma mg39bL dmababykgdedy: hodmanmzmom goxmgdgol s gmbmam,
33030Lbmm, Modwgboe gmabbdgonm dom?

d9930b900bm30b 3ddmoygbgm 5-gyemosbo biome, Lowsy 5 bodbsglh ,LMYmosw 390m0bbdgon”, bmenm 1
—,,bLeYmos o6 39mabbdgdn”

N936Om

dogmnob d9hbogemgdoc
db0d3b9mm- i oNIlIN )
86033[;3@0)- S, G 8508;365({))521(0 3360d3b69¢mmo 1860336
30000 33b60d3bgemm d
Omymmds (©hgogntgds) Responsiveness
P1. phmymaoe dmdgdbobymbgb o
™39Ghoymo gobabagmgl Hgdo 5 4 3 2 1
Boto
396bmbogmob doggamds (9d30mns) Empathy
P1. m39Mmahmbo 0030800000 (o
5 4 3 2 1
gu6omgdnm dmdgdbabymo
36mx39b0mbagmoddn (bgtzabob PBGbggmymazs) Assurance
P3. m3g9Mahmbo 3obasm
96339m©s bdzombdo O aym 5 4 3 2 1
0908gM 3306003030760
bobmmds (Reliability)
P4. do30mg Ldb® (PHystn)
5 4 3 2 1
dmdbaby®mgds
bgemdobobgomdmos Tangibility
P5. bohgemgambm 39bdh ML
5 4 3 2 1

o6 H0300 8373930000



o Logobmgdol dgdmbzgzadn, ydhgzom oy oMo mg39bL obgmmogmlb hgzgbo Lobhgmgambm 3gbhtol
dmdbobymgdom LabEIIMMISL? (Fgboggobgogmo gedmaygbgm 10-giemosbo b3, Losg O 60dbogb
»0030006 dgdmbzgzedo o6 gydhgswo, bmenm 10 — ,030¢0g0emo 3yMhggwoo”)

06v30m060 dgdmbggzedo 0330 9O
o6 396hgzen 396hg3en
30003Mdgm 3900000 ND -89

® 6o 3600 dgE30mmb mMdbndoEndd b gnmbm bytzgabol dodobmymgdom, bmd 8d 30mbzsdg y3gmody
domogmo dga3obgde obgbhmm?

e [963z0bob boby

bgtrgabo 1 1

bgtrgabo 2 2

bg6zobo 3 3
bbgo

* 9396 bohgmgRMbm dmdbabykgds donmgm, Mmamb;

dmgomodg 530803300 306dd 1
9399060d0 Mgza0bhmomgdymads 0ydooymds 30Mdd 2
060698000900 30d0gyM0 o0dd 3
bbzo g3990bodn GMganbhMmgdymds 0ytooymds do6ds 4
e bggbo:
Jogmo 1
d0dd3030 2
e Hbogo
18 bemodog 1
18-29 bgemo 2
30-45 Bgemo 3
46-59 bgemo 4

60 bgemo o dgiho 5



©3bsmmgdn

e (mdgmo 939960 dmgogmodg botm

bagobmzgmm 1
bbgo (hobggm) 2

3090mMmOm 33emg3ddn dmbobogmgmdnbmaab.

©560M0)0 N5. 3000b30MN Online 803(M300b3NLOAO3NL

dmagbogmdgdoo.

dmdbobytgdolb gondzmdglgdolb dodbom, 30theMgdm dmdbdotgdmgdol godmgzombzsl. gmbmzm, doopmm
dmbobogmgmos, 3303obybmem ®odgbodg dg30mb3zodg o Logymamon B3momo  dgo¢obmm  Lythzabob
30932mdgbgododo.

30bmzm, hddmmzmoamon ©gdxmgdgdn 33003bmm 5-J3m036 dmddgoem bidmady, Lawog 1 603bagb
»0OIm0dE 30 39m36bdgon” boagmm 5 — ,,LMOIModE 3gmabbdgdn”

°* 3Gmxgbombimnddo (bgdm3zolob 38MYb39mymxs)— Assurance

E1l. gemgdhdmbyemo bghgabol godmygbgds dothnzn nbos ngmb dmdbdotgdemabomagal

o Ohmymmds (Mgognhmgds) — Responsiveness

E2. gmgdhbmbymo bghzgobo 1bs odemgmegl dmdbobytgdol LOHym s Pbohzgdmeo dogmgdal
bOdOgdb

* ©OHMYmM™Id (Mgd3nMgdd) — Responsiveness

E3. gemgdhGmbyemo bghzobob doggdsdg obsbemn oMm 1bs dggbadedgdmmgl bgbzabol boboyemgbs
0 3OmE9gEYMIAL



©dbammgodn

® bymdabob3zmdmds — Tangibility

E4. gemgdhdmbyemo bghzgobo 3bo agmb dobbhozoo owbsgddgemo (dobpngo bagngsgns)

® doamdd (3d33mnd) Empathy

(64}

E5. gemgdhdmmbymo bghgabo dmtMagdymo 3bws ogmb yzgms hodolb dmadbdotgdgemdy
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FHl Fugee [ Legebe) FE1 | FE2 | FB3 | FE | FE5 | e | Fm Fe8 | Fe3 | SEn | Fen | &
1 1.00 1.00 1.00 £.00 4.00 5.00 4.00 500 400 5.00 4.00 2.00 5.00 2.00 =
= 210 100 100 100 500 100 100 100 500 400 100 100 500 400
100 100 100 500 200 500 400 500 400 500 400 200 500 200
410 100 100 100 500 400 100 100 500 400 1.00 100 500 400
£.00 100 1.00 1.00 5.00 400 1.00 100 5.00 4.00 1.00 100 5.00 4.00
6.00 1.00 100 £.00 4.00 5.00 4.00 100 1.00 1.00 5.00 400 1.00 1.00
7.00 100 1.00 1.00 5.00 100 1.00 100 5.00 4.00 5.00 400 5.00 4.00
8.0 100 100 500 200 500 400 200 500 200 100 500 100 100
300 100 100 100 5.00 400 1.00 100 500 400 500 410 500 400
10.00 100 100 100 5.00 400 100 100 500 400 100 500 400 1.00
1.00 500 4.00 5.00 4.00 200 5.00 2.00 400 200 1.00 500 4.00 1.00
12.00 1.00 5.00 400 1.00 1.00 5.0 400 100 1.00 1.00 100 1.00 5.00 I
13.00 500 400 500 200 2.00 500 200 400 200 500 2100 5.00 400
14.00 100 500 400 100 1.00 500 400 100 100 5.00 400 100 500
15.00 100 500 400 100 100 500 400 100 1.00 500 400 500 400
16.00 1.00 1.00 1.00 £.00 400 1.00 100 400 5.00 4.00 280 1.00 5.00
17.00 5.00 400 £.00 4.00 200 5.00 200 4.00 1.00 100 100 5.00
18 | 1w 1.00 500 4.00 100 100 5.00 400 4.00 5.00 4.00 200 1.00 1.00
1’ | 1o 500 400 5.00 400 200 500 200 200 4.00 1.00 100 500 4.00
20 20.00 100 500 400 100 100 5.00 400 400 400 1.00 100 500 4.00
2 21.00 1.00 5.00 400 1.00 1.00 500 400 400 1.00 500 410 100 1.00
22 22.00 100 100 1.00 £.00 400 1.00 1.00 100 5.00 400 .00 4.00 200
23 | 7w 5.00 400 5.00 100 200 5.00 200 5.00 1.00 5.00 4.00 1.00 1.00 ||
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Complex Samples

1.0 BB Simulation...
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S| @hbgegoln |
1 1.00 10
= 200 10
3 300 19
1 400 14
5 5.00 1.9
& £.00 14
7 7.00 10
E] 800 10
9 | ooo 10
10 10.00 1
1 11.00 50
12 12.00 10
13 1300 5q
W | 1400 10
1 1500 10
16 16.00 10
17 17.00
18 1B.00 19
1 19,00 50
20 20.00
21 21.00 1.0
2 22.00 i
23 | z300 5.0
= 2400 T
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:'leinle' 46 of 46 Vanables

E;mm" #E4 #LE5 duEs || gLET o5 EB #-Eg @ E10 & E11 &
< 4.00 5.00 4.00 5.00 4.00 200 5.00 200 A
BE rosstabs.. 100 100 500 La 100 100 5 00 400
E3 TURF snalysis 4.00 500 400 500 400 200 500 200
[ Batio 1.00 100 £.00 400 1.00 1.00 500 400
Bl E-FPIgls... 1.00 1.00 5.00 400 1.00 1.00 500 4.00
B capios. 4.00 1.00 1.00 1.00 £.00 4.00 1.00 1.00
TEIU o0 1.00 1.00 5.00 4.00 5.00 4.00 5.00 4.00
200 500 400 2.00 500 200 100 500 200 100
500 4.00 100 100 500 500 4.00 500 400
6.0D 4.00 100 100 £.00 4.00 100 500 4.00 1.00
4.00 2.00 £.00 2.00 4.00 2100 1.00 5.00 4.00 1.00
1.00 1.00 500 4.00 1.00 1.00 1.00 1.08 1.00 £.00
400 200 500 2.00 400 200 500 200 5.00 400
100 100 500 400 1.00 1.00 500 400 100 500
1.00 1.00 500 4.00 1.00 1.00 500 400 500 4.00
500 4.00 1.00 1.00 4.00 5.00 4.00 2.00 1.00 5.00
4.00 2.00 500 oo 2.00 4.00 1.00 1.00 1.00 £.00
1.00 1.00 5.00 200 400 5.00 200 2.00 1.00 1.00
400 200 500 200 200 L0 1.00 1.00 500 400
1.00 1.00 500 400 400 100 1.00 500 4.00
1.00 1.00 £.00 4.00 4.00 1.00 G| 4.00 1.00 1.00
500 4.00 1.00 1.00 1.00 500 4.00 £.00 4.00 200
4.00 2.00 5.00 200 5.00 1.00 5.00 4.00 1.00 1.00 ||
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i [ teme [ Twe Widih || Decimals | Labet Valuss Missing | Cowmns | mign | Measww | Ral |
] N Humsric ] 2 Hzns Mara 1 = Right & Scals e It =
2 bgegebn  Humsnic ] 2 Lgfigrlinks Libg, Semdgmoy Brogm Andblutgigrds (1,00, grfoeeds Bya_ More in = Right & Hominal  Ingut
3 fggontn - Numeric B pi sronbrysios Brgligfol: g {100, odoasaln]  Mare 8 = Ragil & Maminal g
4 E1 Humsiic ] H BrilibrephnRil mosyrtiphmng groph oo o Befigl . (100, bergmeesm o Mone ] = Rght <l Orina e Irput
5 E2 Numeric i 2 Aplanisanl Lfoman phginas Rodl Ladofiegdoiin  (1.00 Ly 3 1 = Rght Al Orinad o Iput
= Humsiic ] 2 Igrlinbiuma 1) Frequences 9 = Rght Ml Ordind S Ingut
7 E4 Numatic 8 2 Anlinfisoma 10 = Rght A Ordind ™ irpul
B Es Numeic 8 2 e Nariaiaia o 3 = Rigit il Ortinal 5 Input
] EE Nume.!: il 2 Az, i el E 8 E Right 4 Clniind ™ Inpul
10 (2] Humsiic ] 2 gt | g aw“ss = . [ 8 = Rght 4l Ordin o Ingut
1 EB Humesic i 2 Agrartisamn | o] amot ot . Lim.[_ ] = Right Al Ordina . inpul
12 ES Humseric L] 2 Aglombisnny |l FpFlBrl L i 8 = Rght Ml Crind “ Input
=T Humeiic [ 2 Ao [ E 3pFLeSon P (mosmme [ ; = Raght o Ordinal S Input
W En Humeric 8 2 s | | ] =rgn lloming  input
5 Ew Numenc g 2 Bt [ = gl a = Raght Al Ordinad . Input
% EM Numsric ] 2 IgmBomn | A Display hequencyal ] = Fugnt J artinal * input
1w En Numetic 1 2 oyl — — a = Rght Al Orinal ™ irput
W E® Humsnz  f 3 ie——— (ol (st (pancet] (urion ] 8 = Fght A orina N gt
Numetic [ 2 g SUaplBg g, bermndy Brgaote B 100, Lroygrasg = Hiane ] = Rghl o Ordinal g
Humeric ] 2 5 T Bt {1.00, Urrgeeete 5. Plans 2 = Right Jll orina  Input
fr— ] z Lpfraniols Bogioks spaety sflglmn. sedafimen : a = Rght 2 Ortinal N Input
Humeric (] 2 R0 Bn SREaergl el 3 8 = Right all Ordinal 5 Irput
Numetic [ iz Atlinuanals yof B Ssbsboon b (Bugngn. R a = Rght i Ordinad N Irput
Numeric 8 2 UigFgrliels Bopgiel seppprmal MFliome 3rboemnfn ] = Right il orinal N Input
Humeic 8 2 Brblstroyyts Brgney gepggion gupgiin 8 = Rght alldrdind Il | 7]
2]
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Mumaric ) 2 Hang Hana 4 = Right & Scala “ Inpt =
Mumeanc a ki Lirfgribndy Laby, Mmdnmay Snngn SrdbBumiomes {100, grnl B0, Mone L] = Right & Nomanal * Input
Humanc 3 2 sanbiganls Bralgols fopeito [1.00, wdomobo]. Nana a8 = Right & Nominal N Input
Mumenc ] 2 Bmillsbephoul moryrioieng googd o o Befiggl 100, beooep oo Hons El = Right ol rchinal “ Input
Mumanc 8 2 1 = Right ol Ordinal N Inpt
Humenc £l 2 El = Rught oll Ordnal > Inpat
Mumanc 8 2 10 2= Right ol Ordinal N Input
Mumenc a 2 a = Rught ol Drclinal * Input
Mumenc B 2 g = Right ol Crcinal N Input
Humenc 3 2 3 = Right ol Drdnal ™ Input
Numeric 8 2 8 = Right o Ordinal N Input
Humeric 8 2 E] = Right ol il ~ Inpt
Numenc El 2 2 ikt ol Ordinal S Input
i [E4)
Mumenc ] 2 3gflamBima B = gt ol Drdinal ™ Input
Murmenc 8 2 BraBliatyiy El = Right ol Ordinal N Input
1 En Humenc E ] IglrBien 5 Display Frequenc ables El = Right ol Driral  Inpnt
17 Es Humeric 8 2z pefiadonbl e 3 = Right A Ordirial N Input
W s Numene 8 2 agFlmomn (Lot ) zost | mssm [canaal v | 4 = Right A Oriral N Input
18 E16 Humenc 8 2 gt Sy fhanohn, Smin By (100 Wames s Mane @ = Right ol Drdiral N Input
2 EW HMumenic 3 2 1 ginh Bggromanil 100, bFsgranam 4. Hone 2 = Right i Dl  Inpt
21 E18 Mumenc 8 2 Lgnbals BogoBol sqpanreiy sALyEgmn sedofy: 100, beromwnom o Mane 8 3| Right off Ordinal % Input
22 E3 Humanc 3 2 Fribogfin pifigin b Barmyreh Sndtdsgionk o 100, begmesp e, None 3 = Right ll Oriral N Input
23 E20 Humenc a 2 FnBaimols joAgglmn Bibibnoubabe [Bsgnge 8. [1.00, bmmnog a. None 8 = Right oA Drdiral N Input
29 =] Humens 3 2 liggnbob Bngglels sppmil #bRgme bgueofin . [100, begmem o, Nons 3 = Right il Orinal N Input
;e Mumede 8 2 | BenBlosbighs ngncy) o plioss gapotin JL00. oo 2. Nane L = Fight &l Drdral > Inpul
wiwmm\rm
1B 5733 Slaislice Processir s rasdy Unicats GN | |




308960 momogl ststistics o dbgmaw godmbymm 30bgemdg 360dbogm ,Minimum* ©s ,Maximum®*
00 390l.

a8 ¥ . | T { § m "
Eile Edt  Mew Data  Transfom  Ansle  Graphs  Uliities  Edensions  Window  Help

SHE M- = Bl B BT .19

[ tame | Tawe Widlh | Decimais | Valuas Missing | Cowmes | mign | Meawe | Row | |
1 H Humsiic ] z Hars Mare 1 = Rl & Scale ™ Input B
2 lggabn Humsic ] 2 Lgfigrbels Labg, Hm3gmag Banoey SmdbButgliprds {100, g3t B3 Mors 14 = Rght & Monnal S Irput
3 fggonta Humatic ] 2 B —— e 8 = Ragil & Nominal  Input
4 E1 Humsiic ] 2 Bontlbeptgn A FrEquEncies Statatis X 1 = Right oMl Orinal . Input
5 E2 Humeric ] H Sglarfisant 11 = Rght il Ortinad  Ingut
& E3 Humsiic ] 2 SgFlnBuma 9 = Rght £l Ordind  Input
7 E4 Humatic 8 2 stz 10 = Rght o Ordinad ™ Ingul
= Humeic ] 2 “ehegnain 2 = Right A Ortina  Input
ER Humeic 8 H dnflanfism F a8 = Right i Ortinal  Input
(2] Humsiic ] 2 IplarBime | 8 = Rght Ml Crding  Ingut
ER Humeic ] H gl 8 = Right A Ordinad . Input
g ES Humsric (] 2 3planbiaamn 8 = Rght Ml Crind “ Irgut
13 30 Numeic ] 2 s | ® = Rght ol Ordina . Input
i EN Humsric ] 2 dpFurBime | Values ars group midpainks ] = Right 4l Ortina  Input.
15 Em Humeic ] H mw_ngn:, S e e 8 = Raght i Ortind  Ingut
16 ETI Humsric ] 2 Ll [ S —— I3 ks ] = gt 4l Crina  Input
17 E Humsiic ] H eongill | S agmum = Kuriasia ] = Rght ol Ortinad . Input
il ET Humeanc ] 2 dpfbrtimd] | oy SE mhan 8 = Rt il Ordindl s Input
19 E Humeric B 2 Al = B = Righl o Ordina . Input
W En Humeriz 8 2 o8 ioh Continus || Cancal || Halp 8 = Rt ol orin  Input
21 E8 Humeic ] H Lo B ot s Ui v O AT i s 8 = Right fl Ortinal N Input
2 En Humeric ] 2 RSN . g S S— sl . (1.0, e 8 = Right 4l Ortinal N Input
23 =] Humeiic ] 2 Aol B Bsbsboonbgbo (Bagregn. A {100 [ s = Rght < Ortinal * Input
M (=] Humenc (] 2 ligFgrlinls Bopgiel appnmol Flgiree gebmermge - (100, 1 PMors £l = Right il Ordina s Input
25 P Humeic ] |7 BBt Brgng mepglom Guegtin {100, L Hane H = Raghl il Ordinad . Input =
i )
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[ Mame | Twe | Wiih | Decimas| Missing | Comns | Aign | Measws | Rel | |

1 H Humsiic ] z Tors 1 = Right & Scale ™ Input B
2 lggabn Humsic ] 2 Lgfigrbels Labg, Smdgmag Bonoey SmdbButgbprds Mors 14 = Rght & Monnal S Irput
3 fggontn - Numeric ] 2 Jenbgaiots Blgbels Ao eein More ] = Ragil & Nominal  Input
et Humsiic ] 2| Foepianciec Mone L = Right oMl Orinal N Irgput
5 E2 Humeric ] H Mo 1 = Rght il Ortinad  Ingut
B El Humetic ] 2| aiablss) Hore 9 = Ryght ol Ordinad > Ingut
7 E4 Humatic 8 z Hars 1 = Rght o Ordinad ™ Ingul
_____ B___|ES Humenc 8 2 Hons 3 = Right 4l Ortinal  Input
[l ER Humeic 8 H Hane a = Rght i Ortinal  Input
0 E Humsic L] 2| Mors 8 = Rght «fl Ordinal “ Input
11 ER Humeic ] H 2. Mone ] = Right A Ordinad . Input
2 Es Humeic ] 2| Hars 1 = Ryght ol Ortinal  Irput
13 En Numeic 8 2| | Hane a8 = Rght ol Ordina . Input
i EN Humsric ] 2 D Pore 8 = Fght 4l Ortina  Input.
15 E1 Humeic ] H s Iymoen o Mane a = Raght i Ortind  Ingut
6 EW Humsric ] 2 ok || Baste | Resst |Cancel|| Help fyrien 5 Hone 8 = Right Ml ortinal S Input
17 Eu Humsiic ] * AT SO T B R T T IO BR i 5. Nore a = Rght ol Ortinad . Input
i E Humsnc [} 2 AgFbmBmn monBigRabalamns, pepeleb Agln 36md. (100, Wgmaup o Mons ] = Ryght il (rind N Irput
19 E% Humeiic ] 2 dptbinfisann dolespolypbanaion, bevmedpg Brugobe B (100, Leomosg = Hlone 8 = Rghl f Ortina . Input
2 EV Numeric [ 2 o gl Bgmemigih {1.00, Urgensep 5. Mane 8 = Right Jl orinal  Input
21 E8 Humeic ] H Lpfrgnboks gk spaoety stbpame sohofgome. (100 Lemog o None a = Right fl Ortinal N Input
2 En Humeric ] 2 B, W S— el g (100, Uegeersep 5. Mone 8 = Right 4l Ortinal N Input
2 Ex Humeiic ] 2 darliinols yof B Babelocen o (Bagnegn. . {100 kAo 5 None a = Rght < Ortinal * Input
M (=] Humenc (] 2 gFignlinls Bopgbel sppmmol sFlgimee grbmermfn (100, brgewsg o Mons £l = Right il Ordina s Input

P Humeic ] |7 BBt Brgng mepglom Guegtin {100, Lo 3 Mane H = Raghl il Ordinad . Input =

i )
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SHE M v B30 48 B5 43¢

1:.E2 |t.00 Visitle: £6 of 45 Variables
| _aller ET o dles | FTEEEN|
Copy | 4.00 ;I
2 1160 1.00 400 = 500 41 . 400 1.00 100 5.00 400
E Y 100, 100 g R [P a0 : 400 100 100 500 400
11220 100 40 CoarwinVaratlsLabsls | 5 400 400 100 100 500 400
| 11580 100 100 | 500 400 400 100 1100 5.00 400
| 117 100 40 Gigar | 500 40 401 100 110 100 300
| 1830 100 400 [ insert vaniatie |z am0 400 100 100 5.00 400
| 12070 1.00: 500 400 Sort &scanding | 500 400 400 100 1.00 5.00 400
| 12200 1.00; 500 400 S ey ; 500 4100 400 1.00 1.00 5100, 400
| 12330 100 500 1m0 | 500 410 400 1.00 100 500 400
| 12480 1.00 5.00 4.00 At oo | s 400 : £.00 1.00 100 5.00 4.00
| 1260.0 100 500 4 Descripha Stalishis | 00 400 . 4.00 1.00 1100 500 4.00
12740 100 5.00 400 i St | 500 400 4.00 100 100 5.00; 400
| 12870 100 500 400 T R 5o am 40 100 110 500 400
13010 100 500 400 100 100 500 400 400 100 100 500 400
a0 100 500 400 100 10 500 400 400 100 110 5.00 400
; 13280 100, 500 400 100 100 500 4.00 4.00 1.00 1.00 §.00, 400
13410 1.00; 500 400 1.00 100 500 4.00 400 100 100 5.00. 4.00
| 13550 1,00 500 400 1.00 1.00 200 400 4.00 100 1.00 5.00. 400
| 1388.0 100 500 a8 100 1.00 500 40 400 100 100 5.00 400
| 13820 1.00 500 400 100 1.00 500 41 h 400 1.00 100 5.00 400
13850 100 5.00 a1 100 100 500 40 : 400 100 100 5.00 400
14090 100 100 100 500 40 400 100 1100 500 am A
i ann Lo = wnn Lan Lan Lo can i —
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2°E2 iE oo Visibie® 45 of 45 Vanabies
1 | e | dAe | e | e | Aes | dder | e | | JfEw | dEn |4

100 6.00 L00 100 1.00 500 Loo 100 400 100
too[ s 400 100 .00 500 L0 100 500 L0 100
100 500 400 100 1.00 500 100 100 500 400 100
1.00 5.00 400 1.00 1.00 500 400 100 500 4.00 100
1197.0 100 100 100 500 100 100 100 500 100 100 500 400 100
15350 100 100 100 500 400 100 100 500 100 100 500 100 100
16450 100 1.00 1.00 5.00 100 100 1.00 5.00 100 1.00 500 400 100
1828.0 100 1.00 1.00 5.00 100 100 1.00 5.00 100 1.00 5.00 .00 100

28.00 100 1.00 1.00 5.00 1.00 100 1.00 100 1.00 1.00 5.00 100 100 i
) 4100 100 1.00 1.00 5.00 1.00 100 1.00 100 1.00 1.00 500 100 100
54.00 100 1.00 1.00 5.00 4.00 100 1.00 100 1.00 1.00 5.00 .00 100

£7.00 100 1.00 1.00 5.00 4.00 100 1.00 100 1.00 1.00 500 4.00 100 1

80.00 100 1.00 1.00 5.00 400 100 1.00 100 1.00 1.00 500 4.00 100 |

43.00 100 1.00 1.00 5.00 400 100 1.00 100 1.00 1.00 5.00 400 100 |
106.00 500 1.00 1.00 5.00 4.00 100 1.00 100 1.00 1.00 5.00 4.00 100

107.00 100 1.00 1.00 5.00 4.00 100 1.00 100 1.00 1.00 5.00 400 1.00 |
120.00 100 1.00 1.00 500 400 100 1.00 100 100 1.00 500 400 100

133.00 500 100 1.00 500 400 100 1.00 100 100 100 500 400 100 |
13400 100 100 100 500 400 100 1.00 100 100 100 500 400 100
147 00 100 1.00 1.00 5.00 400 100 1.00 100 1.00 1.00 500 400 100
18000 5.00 1.00 100 500 400 100 1.00 100 100 1.00 500 400 100
AW 100 1.00 100 5.00 400 100 1.00 100 .00 1.00 500 400 100

17400 100 1.00 100 500 400 100 1.00 100 100 1.00 500 a00 100 | |

— 137 AN £ 1L 10 .00, AL A A4 100, .40 A0 —lnon. £.00. Anc. T - ¥ |
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306390 M0gdn, 33mYmmdm 8b390hob; 30dmbBdgdm dgmdom dgy30bngm dmbaEgdl o 306033 gom bBmMa
doh3969dm0m. hzgbo dgmmngzo g30demg3l gocobhsl, Mmad 8b3g¢hodn dg3omdom 396 dmzbodagzm Moibsl,
ddohmd dgomdol dndgBo 3boo 39d9dmm dgy30b0b o6 3mEomgdal ghoddy. @odmbmzgonma dabybgdo
d90dggds 0gmb hmagmME nbhgmd3z0nghol, obg m3ghshmbal dggomado.

0y bbmMo Jobgbolb 0gbhnggnkgdsl 396 30bghbgdm, dom 3dbmamodymam dmzbodbogm, Mmamb
30dm“Hm3909em d60d3bgemmodl (missing values), o 0dm3moibazm 0bagmndabob. Variabel View-do 33¢mo00
E2-0b 3obbgthng, Missing-ob bgghdo, 36960m, 0y Gmdgemo dbndzbgemmds Pbs sdmotogbmb vbdgmnbdagasb
(0b. byGomo N17). doom dmdbdatbgoemol dogh godmdmagdyemo dbod3zbgrnmogdn (user missing values)
96m0g00m. 9b dohzgbgoemgdo ,9hoboGns” dmboEgdme ©dydaggdal dmigbdo. dzzemgzatn bagobmmgdabol
003000 3obbedmzhogh, Gmdgmo dmbaEgdo ngmb gedmbmagdyeo.

by@omon 17. 3g3madnb 3o©d39mgdd godmpm3gdgm 3abybog

a E
Ble Ed1 Mew Data  Transform  Analyze Graphs  Uimies  Eglensions Window  Help

SL LG5 E N s )

| Mame Type WWidth | Decimals Label Valusz Mizzing Columns Align IMeasure Role L)

1 M Humeric B 2 Hans Hanz 4 = Right & Scale ™ Input =
2 Logfgobe | Mumeanc B 2 Lgfgobol babg. HoBgeog Sooge Gndbutglgmds {140, godennls Byf... Mone 4 = Right & Mominal N Input
3 fagnedn | Mumeric B 2 gronbgarsals Baglolols fggonbe . [None 8 = Right o Nominal “ Input
4 Et Mumeric B 2 BmLatmfigiisl s o5 [Hone 3 = Right ol Ordinal N Input
5 E2 MNumeanc B 2 oy .. ‘Mona ik = Right ol Ordinal N Input
& E3 Numeric B 2 5 Mane g = Right =+l Ordinal N Input
7 Ed Humeric B 2 b [Mone 1 = Right 4l ordinal “ Input
i ES Numearnc B z b Mons ] = Right ol Ordinal S Input
9 E& Numaric 8 2 b Mong b = Rught il ondinal  Input
10 ET Mumaric B 2 & [Mana ) = Right 4l Ordinal ™ Input
1 E3 Humearic B 2 5o Mong ] = Right i Ordinal “ Input
12 E4 MNumaric [ 2 4. Monz (] = Right ol Ordinal “ Input
13 Ei0 Numeric B 2 Mane ) 5= Right 1 Ordinal ™ Input
1 EM1 Humeriz ] 2 5... [Hone ] = Right il Ordinal “\ Input
15 Et2 Humeric ] 2 % Hong 8 = Right il Ordinal i Input
16 Ei3 Mumeric B 2 5 Haone B = Right H Ordinal N Ingut
17 E1d Humeric B 2 & |Hane ] = Right i Ordinal M Input
18 E15 Numeric (i z oz 5. Mons i = Right ol Ordinal N Input
19 El6 Mumaric & 2 5 |Mona ] = Rught ol Ordinal N Input
an E17 Mumaric B ? s Mona 8 = Right 4 ordinal . Input
21 E13 MNumeric B 2 Hanz L] = Right il Ordinal “w Input
22 Et3 MNumaric & 2 {100 Hana ] = Right ol Ordinal “ Input
23 E20 Humaric B 2 AgfleBal gy Sehi {1.00 Mana 8 = Right o Ordinal . Inpat
2 E21 Numsric B 2 LgFgobob Sopgbols segnamals of . 100, ® &... (Mona ] = Right ol Ordinal ™ Input

25 P1 MNumearic 5 2 Brudlabeyigbs Bngoey weppgbo {100, ... Mane [ = Right ol Ordinal “ Input . =

2l L]

Dala View | variable View
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dgsmdnm dgygzobogma 3alybgdal gotwo, 9GbgdMAL BobobBsd 3bmdngma gadmbm3agdyemo dbndzbgemmdgdos
(user missing values), ®3893 300090090 3ME0MgdL gHoddy. Gmambz Bgbo, J0mbzotalb dmddawgdabsl
333930600 B0bobba FobLadmamash 3mwmb ,30M0 3obybdg” hodob dga30bg00bm3nl. dogowomaw ,dodomb
3oLybob goEgds” dg0demgdd 9¢0nbndbgdmeal ,99“-0m, 3000 3obybdg” 30 — ., 77“-00. sbgm dgdmbzgzodn,
dmbogdms g300emal dmddagdabolb Bobsbbot 3bmdngmas, Gmdgmo dobybgdo Y6 o9¢0badbmb, Gmambs
»3000m0™390em0  db0d3bgemmos”. oMol obgmo 389dmb3g39003, MMES 0713930930 ,,30dMHM390e0
d60d3bgemmagdn” 33093L.

003700969 N14 Uyboml o 039330009, E6-0b dmboEgdgol. 3bobogm, Gmd godmbmazgdyemo
db0d3b9¢mm0og00 33093b 6 Case-dn. gb 873933930 3odmbm3g0emo 3alybgdns.



d930m3d0b 3odmbozmgbo, 3039mMg0m MabjgnMgonl d0hmEgytol, 0d gobbbgosgdnm, GmAd E6 33mawal
dmboEgdgdl 30baknbbgom Btomdnl dobgz0m. 33eme3 360bEmom 3ombzatal bmdtgol missing-9d0b
30000339M0089, 30dmbdg0m 30mb30Mgol o 30060em0Bgdm dgemdnlb dndgBL. Missing (g8edmbhm3gdyemo
3obybo) dmboggdms 608sdn 9¢bndbygmns Bgbdhogmom (ab. bydomo 18).

bydomo 18. godmpmzgdyma 3obabo

1 *8masdefigdyrma sBammaraie_Lalfazgmsay [DataSet1] - IBM 5955 Statistics Dasts Editar — a '
Ble Ed1  Mew Data  Transform  Analze  Graphs  Ufimies Eglensions Window  Help

ARG M e« B0 M B 4[]
2:EB

Visible: 45 of 45 Variables

2:
p ddex | glles alEs JMes | glEr ez e Aen [ len ez | den dlEnw | glies dee | JiE
1 100 100 500 400 400 100 1.00 500 4.00 500 400 1.00 100 500 =
i3 1100 100 500 ao0] 100 1.00 1.00 500 400 500 400 100 100 =00
3 1.00 100 5.00 400 ] 400 100 1.00 5.00 4.00 5.00 4.00 100 1.00 500
4 1.00 1.0¢ £.00 400 4.00 1.00 100 500 4.00 500 4.00 1.0¢ 1.00 500
g 100 100 500 400 400 1.00 1.00 5100 400 500 400 100 100 500
B 1.00 100 5.00 400 400 100 1.00 3.00 3.00 5.00 400 100 1.00 5.00
7 1.00 100 £.00 4.00 1.00 4.00 1.00 1.00 5.00 4.00 5.00 4.00 100 1.00 5.00
i 1.00 100 500 4.00 1.00 4.00 1.00 100 500 4.00 5.00 4.00 100 1.00 500
3 1.00 100 5.00 400 100 400 1.00 1.00 5.00 400 500 400 100 100 500
10 1.00 1.00 5.00 400 1.00 400 1.0 1.00 3.00 3.00 5.00 4.00 1.00 100 500
1 100 100 &.00 400 100 400 100 1.00 500 4.00 5.00 4.00 100 100 500
12 100 100 500 400 100 400 100 100 500 4.00 500 4.00 100 1.00 500 i
- © 1.00 10¢ 5.00 4.00 1.00 400 1.00 1.00 5.00 4.00 5.00 4.00 10¢ 1.00 500
L] 5 10 400 1.00 100 100 100 100 £.00 400 1.00 100 1.00 500 4.00 100
15 500 400 1.00 100 100 1.00 1.00 500 4100 1.00 100 100 £.00 Lo0 100
C® 500 400 1.00 1.00 1.00 100 1.00 5.00 4100 1.00 1.00 1.00 100 100
17 .00 4.00 1.00 1.00 1.00 1.00 1.00 £.00 .00 1.00 1.00 1.00 4.00 1.00
18 500 4100 1.00 100 1.00 100 100 500 400 1.00 100 1.00 4.00 100
13 500 400 1.00 100 100 1.00 1.00 500 400 .00 100 1.00 0 400 100
20 5.00 2.00 1.00 1.00 1.00 1.00 100 5.00 4.1 1.00 1.00 1.00 5.00 400 1.00
21 500 4100 1.00 oo 100 100 100 500 400 1.00 100 1.00 500 400 100
22 500 400 1.00 100 100 .00 1.00 500 4100 .00 100 100 5.00 400 100
23 5.00 4.00 1.00 1.00 1.00 1.00 1.00 5.00 4.0 1.00 100 1.00 5.00 100 1.00 | |
24 _F 0 A N0 1 A0 1N 4 00 : ian 4 00 AN A 0 - 100 400 100 il A A 00 |l 5

1EM SPSS Siafisties Processaris ready [Unizoge:0n
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9L bobhgdolb dogh dodmdm3agdgemo 3dbbgdns, MboE Modpgbodg dodgdo og3l:

® Bmanghmds Mgbdmbogbhds o6 y3abnbs 30mbgol — godmdmas, doybgogza ndabs, ™A Yoo gdsbyby;
® dmboggdms bgemom dgyz0b0Ldl m3gMohmdmdd oyd3d dgEmads;

® Bmanghmdo Mgbdmbogbhds godmipmas 30mbzd, Maaseb dob ot gbgdmes;

d030momo: dogogmomon: oy L1 3omb3zob ,nMhg3mom 0y o6o mg3gbl sbemmdgeml Hggbo dmdbabytgdom
bOGRJOEMASL?  (gboggobgdmo godmoygbgm 10-gyemoobo b3ogmo, bLoog 0 b0odbogl, 0603000060
d9dmbgg30dn o6 39Mhg3n”, bmgm 10 — ,,8930emgomaE 39Mhg3en)” dmdbdo®gdgemds 10 gnemo dosbodo,
dm3936m 300b30 Y600 odmdm3amb, o dmbaEgdms 0880dn L2 33¢m0dn 33996900 gadmbm3agdyemon dabbgdo.
® d9300mdd 0d33909em0d dmboigdmo bbgs 080cdb 3mbzghhndgdabsb.

3obgobogmmm dobggmo o dgmbg 3o60obdn:

dgmbg 300006h0b OmL dob@Hogo dgo3bgds gadmbmggdymn Jobybgdo domo @odmamgbal dgdaa,



bomm do03zgmo 306006d0b dgdmbzgzadn, d33emg306ds Y6 goabyznhmb, my Gmamé dmagigzs domo
0001303900L d9dmb3ggoda.

0dobmgol godmoyggbgods méo doggmdo:
e dmboEgdgdn gosbdogndgod gedmbm3agdgemo 3obbgdal gokgdy; o
®  addmhmzgdnmo 3obybgdn dgngzbgos Lodyeemm dbnd3zbgemmagdoom.

9L 130bsb3bgema gbgds dbmemme Gogol, 0bhghzomgonl ob d90306go0l bogmal dmboEgdgdl. Moasb
E6 33000 M0gob b3ogmol 30939036908, dgndemgdd ob Hobsizemgl 33emool badysgmm dbndzbgemmdnm
(Series mean) (ob. bybomo N19).
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