3a10BOJbCTBO KOPHUCHHKA
ycliyrama u pagoM aroTeKa —
OCHOB 3a yHanpeheme
KBAJIMTETA U 0€30€JHOCTH

Camn-a JoBuh



13. peuembap 2011. - wvcnuTMBawe 3a00BOSLCTBA
KOPUCHUMKa ycriyrama npyxeHum y anotekama - ceamum nyT

34 3YA Koje ce Harnase y OKBMPY MfiaHa MpeXxe Ap>KXaBHUX
30paBCTBEHNX YCTaHOBA

Opabup anoteka y cactaBy 3YA -  cnydajHUM Y30PKOM,
15% op ykynHor bpoja anoteka y cactaBy 3YA

jedHOOHEBHa nonyrauuja CBMX KOPUCHWKA Yy opabpaHum
anortekama



3aBpwHOM 0bpagomM KM npukasom pesynrtata obyxsaheHe
Cy TpnaeceT un Tpu yctaHoBe (cBn ocum AnoTteke [laH4eBO)

9178 ynutHMKa
OpA3uB KOpUCHMKa Yy anoTekama je 6uo 66,01 %



Conunoaemorpadcke KapaKTepUCTUKE

npodoun naunjeHTa-KOpuUCHMKa ycriyre anoteke octao UCTU
Kao M NpeTxogHux roanHa

Hajyewhe ocoba xeHckor nona (55,77%), npocevYHnx
roomHa - 50, cpegwer obpasoBawa, ocpeaer
MaTepujarnHor rnonoxaja



Y4yecTajaoCT IOCETE artoreKkaMa

Tabena 1. Pe3yntatn ncnntnBawa 3a0BOSLCTBA KOPUCHMKA Yy anoTeKkama
-noceTa anortekama y nocnegmwux 12 meceum 3a nepuop 2005-2011. rognHe

Kosmko cTe myTa nmoceTu/id anorexky y nocjeamwux 12 mecenu:

bpoj nocera 2005 2006 2007 2008 2009 2010 2011
70 2 myTa 6,74% 7,31% 7,52% 6,52% 6,23% 8,52% 8,61%
3 no 5 nmyra 19.94% | 20,37% | 19,28% | 17,71% | 17,78% | 21,97% | 22,04%
6 MmyTa ¥ BUIIIE 72,60% | 72,11% | 72,68% | 75,16% | 75,20% | 68,94% | 68,74%
HOTpelIad YHOC / / 0,07% 0,05% 0,06% 0,06% 0,07%
0€e3 oaroBopa 0,70% 0,21% 0,44% 0,55% 0,73% 0,51% 0,54%

Hejpehu Opoj McnmTaHuKa anoTteky nocehyjy Buwe oA
lecT nyTta, anuv npoueHaT ce CMawMo Yy OOHOCY Ha
npeTxogHe roguMHe, a nosehasa ce npoueHaT KOpPUCHUKA

Koju-nocenyjy-anoTeky-3 -5 AyTa




‘ JlyK1Ha 4eKamba

Cnuka 1. [ly>KMHa yeKara y pegy, npuv noceTtm anoreum
Yy UM/by Npeysmmarba 1€eKoBa NpoOnuUcaHMx Ha peuent

2.06%
6.68% 0.44%

M He YyeKkam ayxKeon 5 MUHYTa W yekam uamehy 5 un 10 muHyTa
W yekam usmehy 10m 20 muHyTa B yekam npeko 20 muHyTa
M 6e3 ogrosopa

2010. roguHe 61,12% Hunje Yekao gyxe og 5 MuHyTa



JIokamuja anoTeke

Ha nutakke 3a400BOSbCTBA  KOPUCHUKA
nokauujom anoTeka, Hajsehn npoueHaTt
ncnmtaHmka (89,69%) je vsjaBno ga UM y
NOTNYHOCTWU oAroBapa rokauuja anoTeke, a
7,21% pa wvuMm genMMmmyHo  oaroBsapa
nokauwja.



[IpocTopHa opraHu3ainyja anoTeKe

CnhuKa 2. peo npocTopa y anoTeum Koju je HamereH 3a
yeKare nayujeHata/KoOpUCHMUKaA je A0BO/bHO BEIUKK
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ce cnaem He ChaxKem
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Cnvka 3.Y anoteuu uma poBosbaH bpoj pagHux mecra 3a
peuenTypHUM NyATOM 3a Pag, ca naLnjeHTMMa/KOpUCHULMMA
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A3, Cnaemce  AGNMMUYHO Ce  He Chaxem ce
Cnamem

LUUTo ce Tnye nutawa o ob6e3dbeheHoM NpocTopy 3a NoBepPIbLMB

pasrosop 85,06% wucnutaHuka ce cnaxe y MNOTAYHOCTU WNn
OENVUMUYHO Ce cnaxke Aa je oBakaB npoctop obesbeheH, a
10,52% ce yonwTe He cnaxe ca 0OBOM M3jaBOM




CHa0OeBEHOCT allOTEKE

Tabena 2. Pe3syntatm ncnutuBamwa 3af,0BOSbLCTBa KOPUMCHMKA Yy anoTeKkama

efleMeHTu ycnyre: cHabgeseHocT y nepuoay 2005-2011. roa.

CHA0IeBEHOCT aNoTeKe

2005 2006 2007 2008 2009 2010 2011
BEOMa HE3aI0BOJbAH 0,79% 0,44% 0,62% 0,54% 0,45% 1,45% 1,78%
HE3a[0BOJbAH 2.75% 1,68% 1,09% 0,85% 1,01% | 0.67% | 1,00%
HH 3a710B0baH 10,39% | 8.69% 6,94% 5.81% 5.58% 6.59% | 7.94%
HHU HE3a10BOJbAH
32710BOJbAH 56,77% | 5526% | 32.26% | 30.85% | 29.79% | 49.35% | 51,34%
BEOMa 33.10BOJbaH 2327% | 31,51% | 55,02% | 57.73% | 60,16% | 40.40% | 36,57%
MOTPEIIIaH YHOC / / 0,03% 0,01% 0,02% / /
6e3 oroBopa 6.03% | 2.43% | 4.05% 421% 2.98% 1,54% | 1,37%

CHabageBeHoOCT anoTeke je 0obpo oueHeHa 1 3a40BOSLCTBO OBMM ENEMEHTOM
ycnyre je KoHTUHympaHo pacrno go 2009. rogunHe, a 3atnm benexu naa:
% 3ag0BOSbHUX M BeoMa 3a40BOsSbHUX je 80,04 - 86,77 - 87,28 - 88,58 - 89,95 - 89,75 - 874391

TokoMm 2005--2011. roauHe




MehycoOHM 0OQHOC MaljeHaTa-KOPUCHHUKA U
3aIl0CJICHUX Y allOTeKama

[launjeHTU-KOpUCHNLUM CcYy 3adO0BOJbHU eneMeHTUMa
dbapmaleyTcke 30paBCTBEHE yCryre Koju ce ogHoce Ha
rbyba3HOCT NPUINMKOM  KOMYHMKauuje ca HuMma,
OOBOJbHO nocBeheHor BpemMeHa 3a pasroBop W
TEXHUKY NaXIbUBOI chnylwlaka NpuinkoMm KoMyHuKauunje
ca nauvjeHTUuMa-KopucHuumma.

[Tpeko 80% ucnutaHuKa ce usjacHUIo ga ce MoTnyHOo
cnake ca OBMM u3jaBamMa U TO pPeaoM:

0 JbybasHocT - 92,73% (2010. 94,00%)

o nocseheHo Bpeme 3a pasroeop - 82,81% (2010.
83,71%)

0 NaxrbmBo criywawe - 86,55% (2010. 88,16%)
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ACNEKTH yCAyre NPUINKOM U3JIaBamka JIEKOBA
Ha PELEIIT

Pe3ynTtatn no nurawunma:

dapmaueyr je
Ha agekBaTaH Ha4ynH objacHmMo/na genosawe neka - 91,38% (2010.
92,52%)

npy)kmMo/na jacHa u pasymrbmBa ynyTCcTBa Kako Aa ynotpebrbaBam
Moj nek - 89,96% (2010. 91,31%)

ynosopuo/na me Ha moryhe HeXXerbeHe peakumje Ha fiek/oBe Koje
ynoTpebrsasam - 80,10% (2010. 81,13%)

ynosopuo/na me Ha moryhe nHtepakuuje neka/osa Koje
ynoTpebreaBam - 79,42% (2010. 80,40%)

obenexuno mMoj/e nek/ose ca YMTILUBUM U pasyMIbUBUM MUCAHUM
YyNyTCTBOM 3a ynoTtpeby - 87,65% (2010. 89,95%)
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FaI[OBOJBCTBO KOPUCHHUKA YCIyTOM

Cnuka 4. Pe3yntatm ucnutusarba 3a40B0/bCTBA

KOPUCHMKA yCAyrama npyeHum y anorekama
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= Ha ocHoBy onwiTer nMTawa O YKYNHOM 3a0BOSbCTBY KOPUCHMKA YCIyromM

Npy>XeHOM Yy arnoTekama, He3HaTHO ce nosehao 6poj He3agoBorbHUX (2010 -
1,21%, a 2011 — 1,55%), a cmanmMo ce B6poj BeomMa 3a40BOSbHUX Y OOHOCY Ha

2010. roguHy (2010 - 57,26% n 2011 — 54,28%) ann ce moxe pehu ga je u oBe
AFHALIO 1/ o OB AKLO NO—ODIA . e 2RO/
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3a0BOJbHNX N BEOMaA 3a0BOJbHUNX >



Pesume

= 3a00BOSbCTBO KOPUCHMKA Yy norneay OyKuHe yekawa ce cMahsumo y
oaHocy Ha 2010. rognHy

= [lopacTtao je 6poj ncnutTaHMka Koju Ccy 3a40BOSbHM DpojeM pagHmux
MeCTa 3a peuenTypHUM nynTom n obesbeheHowhy npuBaTHOCTM 3a
pasroBop

= Tokom nepuopa 2005-2009. roavMHe 3a40BOSLCTBO KOpUCHMKA
cHaboeBeHowhy anoTeke je KOHTMHyMpaHo pacrno, a og 2010.roa
b6enexxmMmMmo NocTeneHn nag 3ago0BOSbLCTBA KOPUCHUKA.

= Yy wucnutmBawy obaBrbeHom 2011. roguHe, Hajpehn npoueHar
BeOMa 3a[0BOSbHUX WCMUTaHMKA Yy OOHOCY Ha CBE e€efieMeHTe
ycnyre, nokasyje ernieMeHT Jby0a3HOCT 3anocieHnx y KOMyHUKaLnju
ca nauunjeHTuma-kopmcHuumma 92,73%
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[lornen yHamnpea-Mepe 3a yHanpeheme

OpraHunsauuoHe mepe:
= OyXUHa Yekah-a y anoTteuu
= CHabaeBeHOCT

OOHOC Ka KopuUcHUUmMma
= [locBeTnTM OOBOIBLHO BPEMEHA U ChyLlaTH

MNHTepBeHUnje dbapmaueyta n 6e3begHoCT:
= HeXelbeHe peakuuje n nHTepakuuje
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