Where did all the smiles go?
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THEXperts

[[IBequTe ce yCMHUXBAT Ha KIIMEHTUTE CH HAl-MHOT0, a Hall-“KUCENH*“ ca makucTtanuure. ToBa moka3par
pe3yaTaTH OT mpoy4BaHe, o3ariaBeHo Smiling Report 2010, B koeto ce Bxirounxa 14 nppxkaBu. B Hero
yuactBaxa Mystery Shopping komnanuu ot EBpomna, CeBepHa AMepuka u Asusi.

3a npbB BT UMAIlIE U TIPEICTaBUTEN ObJIrapcka cTpana B ymiero Ha Face Off Bulgaria.

O606menute gannu 3a 2009 roauna BriIrouBar oTroBopu Ha 470 680 BeIIpoca, KOUTO MOKPUBAT TPU
OCHOBHU KpUTEpUS — YCMHUBKA, O3/paB U MpeJlaraie Ha JOIbJIHUTENEH NpoayKT/ ycayra. Camo 7 ot 10
KIIMEHTH ca nostydmin yemuBka mpe3 2009 roguna. Cioyxutenute ca nozapasuin 8 oT 10 kineHTH, a camo
5 ot 10 noTpebuTeny ca MoJy4niIv IpeIoKEeHUE 3a TOBJIHUTENEH NPOIYKT/ yCIayra, IoKa3Ba
MIPOYYBAHETO.

Kiauenrure nmojayvaBaTt BC€ I0-MaJIKO YCMHUBKH

€ TPEBOKHHUSAT pe3ynTar oT mpoyuBaHeTo. Cpennusar 3a 2009 r. pesynrar e 71% - Hal-HUCKHUAT OTYETEH
pe3ynTar oT Ha4aJioTo Ha mpoy4uBaHeTo mpe3 2004 r., koraro € 6un 87%. [IbpBeHIIM B 0OCTY)KBAaHETO C
ycmuBka 3a 2009 r. ca mBeaute, nocturHanu 87%. B ta3u kateropust bearapust ce Hapexa 1o cpemara, Ha
7-M0 MsCTO — B 79% OT mocelieHraTa Ha TAWHU KJIMEHTH Y Hac CIIY>KUTEJIUTe ca Ouin ycmMuxHatu. Haii-
,.kucean” ca ounu ITakucranuure — 55%.

B xareropus ,,mo3apas* pe3yntarsT 32 2009 1. € 80% - cX0/1€H A0 TO3M OT NMPEIX0aHaTa TOJIUHA, HO Jajied
MO-HUCHK, OTKOJIKOTO Tpe3 nepuona 2004-2006 r., korato cpeaHusT pe3yirar e oun 87%. Haii-no6pu B
no3apasa KbM KineHTuTe ca Kunbp u YHarapus ¢ 97%, Haii-HenpuBeTiauBu ca Ounu ciayxurenute B [lomma,
¢ pesyarat 31%. 3aenHo ¢ Ecronust bearapus ce Hapex1a Ha BTOPO MSCTO P NO3PABSIBAHETO HA
KiueHTute, ¢ 86%.

IIpensarane Ha JONbJIHUTEJIEH MPOAYKT/ ycayra

OT caMOTO HayaJlo Ha MPOYYBAHETO Ta3M KATErOpUsl OTYUTA HA-HUCKH PE3YITATH B CPAaBHEHUE C
VYemuskara u [loznpasa. [Ipe3 2009 r. B 55% ot citydante TalHUAT KIUMEHT € NOJYy4Yui NPeUI0KEeHHE 3a
JOMBIHUTENHA MOKyNKa. Haif-mobpu B jombIHUTENHATA TpoAaxOa ca narsuniiiute ¢ 83%, a Hall-HUCHK
pesynrar ce otuuta B Kumbp. B Ta3u kateropus bearapus ce Hapexnaa Ha 6-1o mscto ¢ 45%.

HOpI/I XOTCJIIUEPCTBOTO, KbACTO YCMHBKATA KbM KIIMCHTA € BKIIFOUCHA KATO YacCT OT KOPIIOPATUBHU
CTaHAapT B MHOT'O BEPUT'H, PC3YJITATUTEC Ca IIO-HUCKU, OTKOJIKOTO ITPE3U HAKOJIKO 'O ANHH. Bce nak

pa60TemHTe B 0o0JacTTa Ha TOCTOIIPUEMCTBOTO II0JIydaBaT Hal-BUCOKHS pe3yiTaT 1o YCMUBKU B CPABHCHUC
C OCTaHAJINTC 6paHu10Be.

IIo oTHOIIEHWE HA no3apana T€ OCTaBaT €/IBa Ha YETBBPTO MACTO, OTCTBIIBAlKH Ha TPAHCIIOPTA H...
MPaBUTCICTBCHUTE CTPYKTYPHU, KOUTO U3HCHAIBAIIIO I'O U3TIPCBAPBAT 3HAYUTCIIHO.

H_[O CC Kacac 10 IMpeIaraneTo Ha NOI'bJIHA YCIIYI'H, pa6OTeH_II/ITC B TYPUCTUUCCKUA 6paHm IoJjrydaBaT €1Ba
49% - pe3yirar, KOMTO € IOoBeYEe OT 1,5 IObTHU IIO-HUCHK, OTKOJIKOTO B o0JracTTa Ha TPAHCIIOPTA HAIIPUMCD.
SIBHO TYK UMa OlI€ MHOT'O KaKBO Ja CC Hay4YHu U J1a CC HOI[OGPI/I.



