[o6pu NpakTUKK Npu ynpaBieHue Ha U3NbJHEHUETO BbB
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B nbpBaTa yacT Ha HawaTa nopeauua (bpoi gekemspu, 2014) Bu npeacraBuxme 17 npumepa Ha Hali-
4ecTo M3non3BaHUTe KntoyoBu nokasatenu Ha usnbaHeHuneto (KMW) BbB GacManTv meHUOKMbHTA,
KaKTO M KOHKYPEHTHWUTE NpegyMCTBa Ha BOAewmTe KOMMaHWMM OT bpaHwa B ynpaB/ieHUEeTO Ha
M3NbAHEHMETO. B Tasu cTatus, we obcbauM nNpuaaraHeTo Ha KoHKpeTHW KM B onepaTuBHaTa
[AeMNHOCT No NoAApbiKKaTa Ha akTueuTe. Te we 6baat pasriefaHu Kato CbBpeMeHHN A06pu NMPaKTUKK
B YNpPaB/leHNETO Ha WM3MbJAHEHMETO, KOWTO ca NOAYMHEHM Ha eAMHHA CTpaTerMa Haco4YeHa Kbm
NOCTUraHeTo Ha BUCOKOKauecTBeH GacuanTU MEHUAKMBHT.

Mpean ga NpUCTBNMM KbM OnNpeaensHeTo, HabnoaaBaHeTo, OTYMTAHeTo M aHanusa Ha KIMU npu
noaApbiKKaTa e HeobxoaMmo Aa paspaboTum AcHa, cucTtemaTuyHa U Aobpe ocMUCIEHa cTpaTerus.
3auworTo,

MeHup)Xxbpute gasart otrosop Ha Bbnpoca KAK, nnagepute otroBapaT Ha
Bbnpoca 3ALLO.

PesynTtaTHaTa cTpaTernsa 4yepTae NbTHATa KapTa 3a NOCTMraHe Ha ycnex, AeduHMpa KakBO O3Ha4aBa
ycnewHo 3asbpllieHa npodecroHanHa 3agada u Gopmyampa nonsmute oT M3bpaHaTa NOCOKa Ha
pa3suThe. [ob6puTe MNPAKTUKM HU MNPefoCTaBAT eAuMH OT BOJAELMTE MEeToAM B CbBPEMEHHOTO
ynpaB/ieHMe Ha U3Nb/iHEHMETO — basaHcMpaHaTa KapTa 3a OUEeHKa M NpocnenABaHe Ha pe3yntatute
(Balanced Scorecard, BSC). PaspaboteHa oT KannaH u HopTbH, BSC e ynpaBneHcKa cuctema ot
noKasaTenm U M3MepuTenun, KOATO OCUTYpABa BpPb3Ka U CbOTBETCTBUE MeXAy KOpPrnopaTUBHaTa
cTpatermna n busHec geitHoctuTe. TAa HabnoAaBa M3NBAHEHWETO Ha KAOYOBUTE Lenn M nogobpasa
BbTpelHaTa M BbHWHA KOMYHMKAuUMA OTHOCHO M3nbaHeHWeTo. KaksBo npepctasnasa BSC npum
bacunnUTN MEHUAKMDBHTA C BUCOKO KadecTBo (MHborpadmka Nel):

dacunnuTn MeHNOKMBHT — BanaHcMpaHa KapTa 3a oueHKa

Kak rnepat
cobeTBeHULMTE/aKLMOHEPUTE Ha
®M npeacTaBaHeTo?

L

KnueHTtn u notpeburenn Mpouecu u ycnyru

Kak KpaitHuTe noTpebutenu reaat - Crpaterus ‘ KakBo Tpa6Ba 4a noao6pum B
Ha Hac? M3MbIHEHNETO?

0O6yueHune n uspacrsaHe

Moxe nu ®M ekunsT aa
NpoAb/XKM Aa ce pa3BuBa 1 Ja
Cb34,aBa CTOMHOCT?

UHporpadumka Nel
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BCbLUHOCT, OTroBOpUTE Ha Te3n 4 0OCHOBHM BbMNpoca OT basaHcupaHaTa KapTa 3a oueHKa, gebuHupart
CTPaTerMyecKuTe Lenu, nnaHnpaHuTe pesyntaT 1 o4akBaHUTe NoA3M OT U3MbAHeHNeTo. ETo KaKkBM ca
NON3UTE OT NPUNaraHeTo Ha CTpaTerna 3a BUCOKOKa4YeCTBeHU yCNyrn BbB d)aCVIfIVITVI MeHUAXMDBHTA:

OyakBaHM NOJI3U OT BUCOKOKa4yecTBeH d)acunmu MEHUAXKMDHT

. osuuasane va oocTIe e - m

e YBennyaBaHe Ha Bb3BpbLLaemocTTa (ROI);
e HamanasaHe Ha obwmTe pasxoam Ha Kak rnegat Ha ®M npeacraBaHeTo
cobcTBeHUUUTE/aKUMOHepUTE?
nputexkasaHe (OPM);

L y,ﬂ,'bl'l)-KaBaHe Ha XXU3HEHUA LLUKDB/1 Ha aKTUBUTE.

e [loBMwWwaBaHe Ha yA0B/ETBOPEHOCTTa Y

notpebuTens;

KnueHTtu u notpebutenm

e KnuneHTuTe noakpenaT HOBU BU3HEC

Kak KpaliHute notpebutenu rnegat WHNUNATUBMN,

?
Ha Hac: e (Cb3gaBaHe Ha JoBepuMe B HMBOTO Ha OM

ycayruTe;

e M3paura v ykpenea penytaumaTta Ha M ekuna.

e [logobpeHa onepaTnBHa ePpeKTUBHOCT U

eduKkacHocT; Mpouecu n ycnyrm

e  Ontummsupann ®M npouecy;

Kakso TpabBa ga nogobpum B
W3NbHEHNETO?

e CucTema 3a KOHTPOA, KOATO HENPEKBCHATO
cNley 32 BUCOKOTO KayecTBOo Ha
M3NbJIHEHUETO.

e M3rpa)Kaa yBepeHocT U ropaocT oT

NPUHAANEXKHOCTTA KbM OM ekunna;

O6yuyeHue n uspacreaHe

e (CucrtemHo ce 3a4bpXKaT U NPUBANYAT LEHHUTE

Kaapu;
Kak ®M eknnbT MOXKe Aa NpoabXM 4a

o e OTAAfeHOCT Kbm HENPEKbCHATO I'IOAOGpFlBaHe
Ce pa3suBa U aa Cb3aaBa CTOMHOCT?

Ha ycayruTe;
e Ob6yuyeHneTo 1 NpodecMoHaAHOTO pa3BuUTHE ca
LLEHHOCTM Ha YneHoBeTe Ha PM ekuna.

Cnep KaTo CTpaTerMyeckute 3a4auy ca UAEHTMOUUMPaHW, cnefBa [a Ce M3rpagy Bpb3KaTa C
NAaHWpaHWUTEe pesyaTaTW, Tbi KaTo, KAaKTO KasBa Ybpumn ,KO/MKOTO M 3abenexuTenHa pa e
cTpaTernaTa, Aobpe e OT Bpeme Ha BPeEMe Aa Noriexaall pesyntature.”



BcAka egHa obnact Ha TasM cTpaTernyecka Kapta Tpabsa ga 6bae npesedeHa Ha e3MKa Ha
CNYKUTENUTE, Ype3 pa3paboTBaHETO Ha KOHKPETHM NOKa3aTen, KOMTO N3MepPBaT U3NbJHEeHNeTo. 3a
LUenuTe Ha HallaTa AMUCKYCUSA, LLe Ce KOHLUEHTpMpame BbpXy ONTUMM3MPAHETO Ha eAuH OT Hakt-
KputuuHuTe ®M npouecn — noaapbiKKaTa.

OnTMMMU3UPaAHE Ha NOAAPDBIKKATA BbB PaCUIUTU MEHUAXKMDBHTA

dacnauntn meHnaKbpa TpAbBa Aa pasnosara ¢ NPaBUIHUTE MHCTPYMEHTU 33 Aa nogobpu aagdeHa
byHKumA. PazpaboTBaHeToO Ha MOKa3aTeNn Ha KayecTBOTO M ycnexa, 4ecTo e 6bonesHeH npouec, Tbit
KaTo He BCWMYKO, KOETO MoKe Aa 6bAe M3MepeHo, 3ac/y}KaBa [a ce KOHTpoaupa v cneau. Tosa e
OTrOBOPHOCTTa Ha GaCUINTM MEHUIMKMbBHTA: a pa3paboTi KoHoBM nokasarteiv Ha U3MbAHEHUETO,
KOMTO Ca ACHW U KOHKPETHM; NO3BOAABAT NepuoamnyHa NpoBepKa W aKTyanusauuma; 3Ha4umm ca 3a
noTpebuTens N OKasBar BAMSAHME B HAN-TONIAMA CTEMNEH Ha KAa4eCcTBOTO Ha ycayrute.

Cneppawata Tabanua cuctematmsmpa KIMW npu noaapbikkata Ha aKTMeBuTe BbB  acuauTtu
MEHUOMKMbBHTA.

KMU npu noaapbKKa Ha akTUBUTE

OnucaHue OnucaHue
M3nbnHeHWe Ha rpaduka Ha >95% TpeHWHr Ha nepcoHan no > 40 vaca
MnaHupaHaTa NoAApPbIKKA nogApbrKKaTa, # YacoBe, rOAULIHO
MpeBaHTMBHa noaapbxka (M) / 70/30 Pa3sxoau 3a noaapbxka/Pasxoam 3a 3-4%
KopekTnBHa noaapbKa (PM) noamsaHa (Ha akTMBa)
MpecToi nopaan HennaHMpaHa <2% MpoueHT Ha peknamauum <5%
nogapbrKKa
HennaHupaHu M3BbHPEaHU < 10% MpucbcTBMe Ha cynepBali3bp Ha > 65%
paboTHW Yacose obeKTa — BpemeTpaeHe
Bpeme 3a peakuma no cnewHocT, # <15 muH. MpougeHT Ha paboTHW 3aaBKK, Kouto ca | >90%
MUWHYTH M3MbJHEHW B PAMKWUTE Ha NNaHUPaHKA

broaxer

Tpabsa ga yToyHnm 4Ye nocodveHute 10 6posa KIMNWM npepcraBnaBat camo Maska 4act oT gobpute
NPakTMKW NpYM nogAapbXKKaTa OT BUCOK Knac. [Npeaussukatenctsoto npu KMWU e pa 6vpat
CeNIeKTUPAHN 1 CBEAEHUN A0 ynpasaseM 6poit, KOMTO ce pasbupa u Npuema oT BCUYKU CAYKUTENMU NO
noaapbKKaTa.

Pa36Mpa ce, noco4yeHUTE B Ta6nmuaTa uenesn nokKasateanm morat “n Tpﬂ6Ba Aa 6'b,CI,aT adanTupaHun
CbrnacHo M36paHVITe KOpNopaTuBHUTE UeENN U CTPpaTETUA. Hanpmmep:

Mpumep 1: PacnanT MEHUANKMBHT CTPYKTYPU, KOATO Ce CTPEMAT KbM BUCOKO KayecTBo, TpAbBa Aa ce
KOHLEHTpUpaT BbpXy MNPeBaHTMBHATa, MNAaHMpaHa nogapbXkka (MM) cnpAmo KopeKTuBHaTa
noaapwbkka (KM) nnm tasm no cnewHoct. ETo 3awo B Tabaunuarta, KMU nocrasa uenTa - CboTHOLIEHME
oT noHe 70% MM kbm 30% K. Npu noaapbKKaTa Ha 5 3BE34HN XOTENN, KNyboBe 1 rond KoMnaeKcu,
AKUNULWHM KOMMNEKCU C KOHTPOIMPAH AOCTbM, KaKTO U NPU UCTUHCKUTE oduc crpagu ot knac ,A“,



KenaTesIHO e MJlaHMpaHaTa noAdpbXKa Aa Haaxsbpaa 70 npoueHTta. Tpabsa Aa otymtame, ye
npeob6nafaBalloTo cboTHoweHue mexay MM u KM (3a Te3n, Kouto ro cneanaT n KOHTPoONpPaT) BbB
bacunnTn MeHUaKMbHTa noHacToAwem e 60/40.

Mpumep 2: enatenHO e, OTHOLWEHMETO MeXKAY FOAMUWIHWUTE Pas3Xoau 33 MOALPDLXKKA Ha AafeH
OBArOTPaeH aKTUB M pasxoguTe 3a NogMAHA C HOB aKTMB Aa Bb3au3a Ha 3% - 4% npoueHTa. To3u
rnokasaTesn gasa MHGOPMaLMA: a) KOAKO A06pK ca onepaTUBHUTE MPAKTUKM MO NOAAPBIKKA; 6) KOJIKO
arpecMBHa e cpefata, B KoATO OYHKUMOHMPA aKTMBa M B) KOAKO pauMoHanHO e 6uno
WHBECTULMOHHOTO pelleHne 3a NpuaobuBaHeETO Ha AafeHuAa akTuB. Bceku pesyntat nog 3% e
OT/IMY4EH W O3HA4YaBa, Ye MeHUZXKbpa MO MNoagpbrKKaTa € eauH OoT Angepute B Tasum cdepa B
mexayHapoaeH acnekt. Ha apyrua nostoc e pesynaTtaT oT 20%, KoeTo 03Ha4yaBa, Ye BCAKa roguHa ce
pa3xoABa TO/IKOBA MHOFO 33 NOAAPBIKKA, Ye BUXTE MOFIM [a 3aKynyBaTe M3LAI0 HOB aKTUB Ha BCEKM
5 rognHu.

Mpu onpeaenaHeTo n noabopa Ha KM, oT 3KAOYNTENHO 3HAYEHME € Aa Ce MPaBKN pas/inKa mexay
npoLeca Ha M3NbJHEHME, BNIOXKEHNA Pecypc, M3XOAALMA NPOAYKT/ycayra U naaHUpaHua pesynTar.
Hanpumep, nosuwasaHe Ha npodecnoHanHUTE KBa/MPUKALUMA Ha eKuna no noaapbiKKaTa
(MHdorpadmkra Ne2).

Kpurepun 3a mogbop ma KITH Texnuka 3a moxbop wa KIIH

Penesanrun
. OTpassaea KOPIOPATHBHATA
: cTparernd; 3HAYHM 3a Baosken pecype IIponec Wsx. npogykT Peaynrar
onpeiesiena cdepa oT YeIvru,
€ Biomxer 3a # HAa TpeHuHD % Ha 0Gy4eHHn
obyuenue yacoBe Ha CIAYVKHTETH % Ha
CITYSRHTET OITAKBAHHS
fcro onpesnesenve # epconan % na
KIIH tpabea ma ca gcHO 1 LSRR # Ha YIOBJIETBOPEHOCT # AuBo Ha
0 YMEHHATA
paséupaenMo TedHHUDPAHN. 0by9eHHETO OpPraHu3HpaHn HA YYACTHHIHTE B N
TPEeHHHT KYPCoBe obyuennero

Kaugecrro / Konugecrso
Edexrusunocr / Eduracrocr
ObexrueHoCT / CyGeKTHBHOCT

Banancupasu JHoxymerntupane ma KITH

Teduaumms
M3amepBa mporieHTa HETHA eTasKHA IJIOLL 3aeTa OT II0JI3BATeIN/HaeMAaTesIn OT O0IIHs pa3Mep Ha HeTHATA eTAKHA ILJIOLI,

MeTox HA H39HCIIEHHE

A = # KB. METPpHU HETHA eTaXHa ILJIOII 3aeTa 0T HOIIBBEiTeJIHfHaeMaTe.TII/I B = # KB. METPHA HETHA eTaXKHa ILJIOIIL
@opmyia (A/B)*100 Bug Ha KIIY Huso
TeH/leHUMATA e OTpHUILATEHA, KoraTo: < 85% ; 95% > Llenesu pesysrar: 90% 10 95%

UHorpaduka Ne2
Mpu obyyeHMe Ha cayKuteaunte nNo nogapbrKKaTa, TpAOBA Aa n3mepum:

a. [Mpoueca Ha obyyeHWe U HEroBUTE KOJIMYECTBEHW XapPaKTEpPUCTUKKU: # (Bpoi) Ha TpeHUHr
YyacoBe Ha CNyxuTen; # Ha OpPraHW3MpaHW TPEHWHr KypcoBe; # mepcoHasa nognomaraly
obyuyeHueTo.

b. ®uHaHcoBuTe pasxoau 3a 0byyeHMEeTO: NoKasaTen Ha epUKacHOCTTa Ha obydeHuneto - €/ 1
obyueH cayxuten.



c. W3xomawmAat npoayKT Ha obyveHMeTo: % Ha 0bydeHu cayutenn; % Ha yaoB/eTBOPEHOCT Ha
y4yacTHUUMTe B 0by4yeHmeTo.

d. MnaHuWpaHuA pe3ynTaT: NokasaTen Ha epeKTUBHOCTTa Ha 0by4yeHNeTOo - % Ha OnJlaKBaHUA OT
KnneHtTu/notpeburenu; ceptndunumpaHo # HUBO Ha yMmeHUATa.

He TpabBa ga ce nogmeHs oO4YaKBaHMA pe3yntaT OT npodecuoHasHoTo obydyeHne, a MMEHHO,
HaMa/iABaHe Ha ONaKBaHMATA C BUCOKUA NMPOLLEHT 0OyYeHU cayKuTtenn. BUCoKusa npoueHT obydeHu
CNyXUTENM [aBa OTroBop Ha Bbnpoca ,Kak?“, unm Konko aobpe ce cnpasATe € ynpaB/ieHMETO Ha
npoueca, HapeyeH nporpama 3a obyyeHue, AOKATO HaMaNABAHETO HAa BPOA Ha ONaKBaHMATA 4aBa
OTroBOp Ha BbNpoca ,3alo?”, nan ganu ypes obyyeHMETo cTe AONPUHECNN 32 KpalHUA pesyaTar:
OO0BOJIHU K/IMEHTU M BUCOKA CTOMHOCT HA aKTUBUTE.



