KOAOEKC 3A 3aenHo narpa)kpame cBoeTo 6baelle
ETNWYHO NOBEAEHUVE Cmenun. OtpapeHu. Copuaru.






3a0 BCSAKO MOCTMXKEHME CTOAT MHOXECTBO pelleHus,
pa3roBopm W cnogeneHn HamepeHud. HaudmHbT, no
KOWUTO paboTuM 3aeaHo, obllyBaMe, 3aJaBamMe BbMpocu
M OTroBapsiMe - BCUYKO TOBa onpeaens Hawarta
KynTypa.

Hawnat Kogekc 3a eTMYHO MoBedeHue e noBedye oT
NOMNTUKA - TOMU € aHraXXMMeHT KbM TOoBa KakK ce
OTHacaMe eguH KbM Jpyr, KbM HallMTe NapTHbOpU U
KbM cpefaTa, B KOSATO paboTUM.

Bbnpekn 4ye npegusBuKatencrtesata U rpewkute ca
HEN36eXHN BbB BCAKO 3HA4YMMO HauyMHaHWe, TOBaQ,
KOETO HMU OT/INYaBa, € HAaYUHDBT, MO KOUTO pearmpame: c
OTKPUTOCT, YEeCTHOCT M XXefnaHne pa ce ydynmm. Toea e
cpepnarta, KoATo ce CTpeEMUM Aa Cb3aaBaMe BCEKU OEH.

He cTaBa BbNpoC caMo 3a 3asiBEHU LLleHHOCTU. BaxxHo e
noBefdeHMeTo, KOeTO U3pasaBaMe U KyaTypaTa, KOATO
BbM/bllaBamMe - He 3a TOBa, KOETOo AeKnapupame, a 3a
TOBa, KOETO AeMOHCTpupame. Kato BbpBMM Hamnpea,
Tps6éBa ga npuaaramMe To3W HauMH Ha MWUCNEHe BbB
BCAKa ANCKYCUS, pelleHne 1 B3aMMogemncraeme.

|

AnekcaHabvp MMuUTpOB
N3nbnHuUTeneH gupekTop PrUck
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3ALLLO E BAXHO:
LLEJITA HA KOOEKCA 3A ETUYHO NOBEAEHUE

[ToBeye OT NpaBuia — cnoaeneHu ¢ 3awwmTa Ha poBepueTo, popMUpaHe Ha
LEeHHOCTHU KynTypa

OnpenensHe Ha cTaHpapTUTe 3alL0 e BaXKHO 33 BCUYKM HaC

« Onpepens ACHU 0O4aKBaHMSA 38 ETUYHO U . 3awyTaBa penyTaumaTa HU U M3rpaxaia
npodecnoHanHo noseaeHme OOBEPUETO HA 3aNHTEpPECOBAHUTE CTPAHU

« [Mogkpensa nocnegoBaTenHU 1 cripaBea/IBU « HacbpuaBa 6e3onacHa, npuobLiasalla v
pelweHnsa B udnata opraHmn3auus CbTPyAHUYECKA paboTHa cpena

* [lomara Hu ga ce cnpaBsAMe C KOMMNEKCHN « OcurypsiBa cnasBaHeTO Ha NpaBHUTE U
CuUTyaumm ¢ ypepeHocT perynaTopHu 3agb/KeHUs

* YKpenBa HawunTe LEHHOCTU U Hacbp4yaBa « [leMOHCTpMpPa HalLNA aHFaXXUMEHT aa

CW/THa KY/NTypa Ha yBakeHune nocTbnBamMe NpaBuIHO




KOAEKCHT B ALENCTBUE: TBOATA POJIAA CIIPAMO
HAWWTE LEHHOCTMU

NInpepurte cny>xutenurte
v' [IeMOHCTpupaT eTU4YHO NoBeAeHNE B CBOUTE v Mpunarat Kogekca 3a eTU4YHO noBegeHne BbB
OENCTBUA U PbKOBOASAT C IMYEH NPUMED. BCUUKM 330241 1 peLleHus

v’ HacbpyaBaT KynTypa Ha Npo3pavyHoCT,
OTBOPEHAa KOMYHUKALMA N OTTOBOPHOCT.

v' [lencTtBaT C NOYTEHOCT, YBaXXEHUe "
npogecnoHanan3bm

v OcurypsaBaT MHPOPMUPAHOCT, pasbupaHe n
CTPUKTHO cra3BaHe Ha Kogekca OoT BCUYKU
4Y/1IeHOBE Ha eKumna.

v' [loknagBaT He3abaBHO N AOOBPOCHBECTHO 33
BCAKO HEETUYHO NoBeaeHUE NN NOOO03PEHMNE

3a HapyLeHus
v/ HacbpyaBaT gok/1agBaHeTo Ha npobnemm u

pearnpat 6bp30 U cnpaBennBo Npu v/ 3almTaBaT aKkTMBUTE U NOBEpUTENHATAa
N3BbPLUEHN HApPYLLUEHUA. MHPopMaLmsa Ha tbi group




HUNA EOTIOBOPHOCTTA 3A KOAEKCA U 3ALLO E BAXXEH?

KonekcbT 3a €eTU4YHO nNnoBeAeHue e nosedye OT
NOKYMEHT — TOM € cnogeneHa OTroBOPHOCT, KOSATO
OTpa3siBa KOU CMe HUe U KaK paboTum

Bcunuku
CNY)XUTENMU "
CbOTBETHU |
Tpetu '
CTpaHu

v' Toli ce oTHacsa 3a BCUYKU cnyXuTtenu Ha tbi group,
BK/IIOYNTENHO BUCLLETO PbKOBOACTBO U YSIeHOBETE Ha
YnpaBuUTENHUA CbBET

- npunarart ce ot
v Ton onpepesid o4akBaHUATa U KbM BpeéMeHHO HaeTu J—

CNY)XUTeNn, napTHbOPU, KOHCY/ITAHTU W TpPEeTHU /" Hawwute
CTpaHU, KOUTO paboTAT OT MMETO Ha 6GaHKaTa Uu NPUHLMMM
npeacraBnaBaT HEMHUTE MHTEPECH Ha o

/x noseneHue >
P — ~

v Ype3d npunaraHeTo Ha o06WM cTaHgapTU  Hue /
Hacbp4yaBamMe nocnepoBaTesiHO U €TUYHO MoBedeHUE /
B usanata tbi group 1 B OTHOLWEHUATA C BCUYKKU HalLu <
3anMHTepecoBaHN CTpaHW, BKJIDYUTEJIHO KJ/IUEHTM,
perynaTtopHu opraHu n obLecTBOTO KaTo UsJIo.

KnuneHtnm

/ O6LecTBOTO |
napTHbLOPU | |

\ KaTo usisno
\

BNNAAT CbOTBETHO

\\ Ha




KOU CME HUE: CMEJIN, OTOAAEHU U CBbPLUATW
B AYXA HA HALLNA KOOEKC

Kou cme Hue: Cmenun, OtnageHn n CbpuaTu, BObXHOBEHU OT Hawunsa Kogekc — Taka pabotnm u gemcrteamMme BCEKU OEH.

«" Hue cme CMENUN!
KoMyHUKMpamMe OTKPUTO 1 MoemMame
OTTOBOPHOCT 3a TOBa, KOETO
npaBuM.

[oBOpUM CMeNo, Korato Hewo He €
Hapea.

Hune ce npotuBonoctaBsMe Ha
N3MNNPaHETO Ha napwu,
PUHAHCUPAHETO Ha TEPOPU3SBM W
BCUYKM dopMM Ha PUHAHCOBU

NPECTbNEHUS.
Mocpelwame BCAKaKBU
npean3BuKaTencTBa, BOAEHWU OT

CWUJIHO 4yBCTBO 3a OTroOBOPHOCT U
crnpaBennBocCT.

¢ Hwve cme OTOAOEHWN!
NckpeHo BsApBamMe B ToBa Ja
nocTbnBamMe MNpPaBuU/IHO, BOOEHU OT
MOYTEHOCT W  MNPO3PavyHOCT B
peLleHnaTa cu.
KnneHTnTe HM ca HauCTUHa BaXkHU
38 Hac - THAXHOTO JoBepue,
MOTPEBHOCTN U BNeYyaTNeHns ca B
OCHOBAaTa Ha HaWuTe uenu.
BooeHn OT UCTUHCKa OTOAOEHOCT,
HMEe ce CTPpeEMMM [da Ccb3gaBame
AOBEPUE U YCTONYMBO Bb3OENCTBUE.
3aegHo, B HalwaTa obua
aHraXXMpaHoCT, HMe npeBpbliamMe
NPUHUUMUTE B PEasiHOCT.

@ Hwue cme CbPLATWA!
Hwne sactaBame 3ag 6usHeca cu n ce
noakpensMme B3anMMHO.
OTHacssMe ce KbM BCUYKU C
yBaX€HME W CbMPUYACTHOCT, KaTo

npuemMamMe U  LUEHMM  HawuTe
pasnnyms.
TpeTupame NNYHUTE n

noeepuUtTenHnTe AaHHU C Tprm>xxa "
MOYTEHOCT.

YcTOMYMBOCTTaA U YOBELLKUTE NpasBa
Cca OTroBOpPHOCTN, KOUTO MNCTUHCKWN
npuemMame rpucopue.

@ [ewncTBaMe LeneHacoyeHo n nogabp)kame aucuunnmHa. ToBa e Kyntyparta, KosTo HacbpyaBaMe.



KAKBO
OTCTOABAME?

Hune ce aHraxxmpame na
npepaarame 6aHKoBU
MPOAYKTU N YCNYIr1 No ACEH U
OOCTbIMEeH Ha4yunH, KaTo
pasbnpame Hy>KanTe Ha
KINEHTUTE U UMaMe CUJTHO
»XenaHune aa BHeCeM
MONOXUTENHU NPOMEHU B
TeXHUA PMHAHCOB >XUBOT.

Hue paboTum, gencreame u

B3eMaMe peLlleHna c nornen

KbM YCTONYMNBOTO pa3BuUTmne
3all0TO BApBaMe B TOBa.

Hwne penctBame B Han-go6pus MHTEPEC Ha HaLLUTE KIMEHTHU
— C NOYTEHOCT, YBaXXEHUNE N aHTAXKMMEHT KbM TEXHUTE npasa.

JlenctBame  OTroBOPHO WU €TUYHO, npepsaramku
MHOBAaTUBHU PELUEHUS, KOUTO OOMPUHACAT 3a YCTOUUYUB U

ObNTOCPOYEH YCrex - 3a HaluTe KJIMEHTM M 3a Halus
6un3HecC.

CmaTame, 4e € OT CbWECTBEHO 3HA4YeHUe Oa pasbupame
nal3apa, Ja MUCJIMM N3BDBH PaMKUTE Ha OTAETHUTE CEKTOPU
U Oa ce NoCtaBaMe Ha MACTOTO Ha HawWnTe KJIMEHTW, 3a Aa
MO>XeM [a ce CrpaBnM OTTrOBOPHO C NMNpean3BmnKaTesicTBaTa,
npen KonTo Ca U3rnpaBeHun Te.

[(nepavikn oTBbhg, TpPaaAUUMOHHOTO 6aHKMpaHe, Hue
OTrOBOPHO  pasrno3HaBaMe KJ/4YoBUTE  TEHOEHUUN,
Bb3MOXHOCTU W PUCKOBE Ha pPaHEH eTarn, KOETO HWU

No3Bo/siBa Ja AencTBamMe 6bp30 1 B Han-gobpusa nHTepec
Ha HaWWTE KITINEHTW.



HAWWUTE NPUHUUIMTN HA NOBEAEHUE

YCTONYUBOCT, NMoBeputenHocT KoMneTeHTHOCT,
OTrOBOPHOCT U M 3allmTa Ha CbTPYAHNYECTBO
YyOBELIKM NpaBa NaHHUTE M yBa>KxeHune

YecTHOCT U
Npo3paYyHoCT

HopmaTtusHo
dokyc BbpXy CbOTBETCTBME U CnpaBeanmBocCT
KNMeHTa u 6opba c M 3almTa oT
Herosara 3awmTra duHaHcoBUTE ANCKPUMUHaUNSA
npecTbrJiIeHUs




arl
HYeCcTHOCT 1 Nnpo3payvyHOCT

Hawarta muncusa kato 6aHKa e ocHoBaHa
Ha npuHUuMnmnTe Ha MOYTEHOCT,
Mpo3pa4HOCT U OTTOBOPHOCT.

Kato eTnyHa opraHusaums, Hue cMme
aHra)xmpaHm He camMo ja npenocrtaBsmMe
Ka4yecTBeHU PUHAHCOBU yCnyrn, HO N aa
n3rpaxgame TpamHo goBepue C HawuTe
KNMNEHTU, CAYXXNTENN N 06LLLECTBOTO, KaTo
Lusno. Tesm NpuHUUNM PbKOBOOAT HaWLNTE
peweHnda, ¢opmMmmpaT Halwlata Kyntypa u
onpenenar HadMHa, Mo KOUTO paboTum
BCEKU OEH.

0000
‘gmbm\*ldi YecTHOCTTa B OCHOBaTa Ha HalluTe pelleHus

HenctBame C YECTHOCT, crpaBeg/iMBoCT 7
NPO3PaYHOCT BbB BCUYKO, KOETO MpaBnM.

CnasBaHeToO Ha HaM-BUCOKUTE €eTUYHM CcTaHgapTu
O3HayaBa jJa nocTbnNBaMe nMpaBuAHO, AOPU KoraTto
HUKOW HEe HWN HabngaBa.

222 [lpeBpblWaHe Ha NPUHUUNUTE B eXXeagHeBHa

o'l npakTtuka

KoMyHUKMpamMe OTKpUTO, crnogensame uHpopmMauuns
OTrOBOPHO U NOEMaMe OTFOBOPHOCT 3a AeUNCTBUATA CW.

ToBa usrpa)xaa gosepue y HalmnTe KJIUEHTU, Konern u
NapTHbOPU U YKpenBa penyTaumata HM Ha OTroBOpHa U
eTu4YHa opraHmsauus.




dokKyc BbpXy
- \,,S';“ KJIVeHTa u
.~ — — Herosara
4 { ¢ 3auuTta

Hawnte KIMEHTM ca B LUeHTbpa Ha
BCUYKO, KOeTo npaBuM. PasbupaHeTo
Ha TeXHUTe NOTPEbHOCTU, OYaKBaHUSA U
npeamMsBuKaTencTsa HMU Nos3BossBa Aa
npepsarame nogxoAsly, npospayvyHu um
OTFOBOPHU PUHAHCOBU PELLEHUS.

Hne 3awmrtaBame TeXHUTE nMpaBa,
nasmmMm pOaHHUTE UMM W nNogkKpensame
dMHaAHCOBOTO UM 61arononyyvme. Becsko
B3aMMOOENCTBME Ce€ pPbKOBOAU OT
yBa)>XEHUE, YECTHOCT U CTPEMEX KbM
narpaxgaHe Ha ObArOCPOYHHNU
OTHOLLUEHNSA, OCHOBaHW Ha OOBEPUE.

o o
LﬁT@ KnueHTnTe Ha NbpBO MSACTO C rpuXka U aHraXKMMEHT

Hue cmMme aHraxkumpaHu ga gencrtBame B HamM-Oo6pusa MHTEpeC Ha
KJIMEHTUTE, KaTo npernopbyBamMe camMo nMpoayKTu, KOUTO ca
noaxoasilm  HaMCTHa NONE3HMN.

NHdopmaumaTa ce npencrtaBssd No sCeH U npo3pavyeH HavynH - 6e3
YNIOBKM B APEOHUA WPUPT - Taka ve KIMEHTUTE Oa MoraT ga B3emar
MHOOPMUPAHU PELLEHUS.

2. .4, [IpeBpbuiaMe obewaHUATa HU KbM KJIMEHTUTE B
|§ | ?1] peanHu pencTeus

Hawunat noaxon KbM npoaa)kébmte ce OCHOBaBa Ha JoBepue -
HUKOra Ha HaTUCK, noaseXkaalln TaKTUKU NN CKPUTU YCITIOBUS.

Pasrnexxpame »xanébmte ¢ BHMMaHME U 6bP3MHA, KaTo OTroBapsame
Ha BCEKU NpobeM C yBaXkeHune, cnpaBeaMBoCcT 1 6e3 3abaBsHe.

O6pblllaMe BHMUMaHME Ha obpaTHaTa Bpb3Ka OT KAMEHTUTE W
OeicTBaMe Bb3 OCHOBa Ha Hes, 3alloTO BspBaMe, 4Ye TexHUTe
MHEeHMS HXM nomMaraT aa 6baem rno-gobpu.




YCTONYUBOCT U
OTroBOPHOCT

IlenctBame OTroBOPHO - He caMo
OHEC, HO W B AObJrOCpoYeH naH.
YCTONMYMBOCTTA € 3a10XKEHA B Ha4YMHa,
Mo KONTO paboTUM - OT yrpaBAeHNETO
Ha pecypcuTe OO OueHKaTa Ha
PUCKOBETE U Bb3MOXXHOCTUTE.

OTunTame eKoNormyHOTO, CoLUManHoOTO
N UKOHOMWUYECKOTO BbB3OENCTBUE Ha
HallnTe peweHnd n ce CTpemMnumMm paa
Cb3AaBaMe MONOXNTEJTHU OTHOLUEHUNA
C OKOJTHUNTeE. Mo TO3U Ha4nH
narpaxxgame 6bvaelle, KoeTo € He caMo
ycnewHo, HO 1 eTUYHO U YCTONYUBO.

z @ N3rpa)xaaHe Ha YCTOMYMUBO U €TUYHO 6baelle

Hune cme aHrakmpaHu c cb3gaBaHeTO Ha AbAroTpamHa nonsa,
KOATO € OT 3Ha4YeHne He caMo 3a Halunsa 6u3Hec, HO 1 3a XoparTa,
OOLLHOCTUTE U OKOJIHATa cpefa, BbpXy KOUTO OKa3zBaMe BINSHUE.

TO3M aHraXXMMEHT PbKOBOAW HallaTa Ob/IrOCPOYHA cTpaTerus m
HauynHa, N0 KOUTO M3MepBaMe ycnexa CU OoTBbAd PUHAHCOBUTE
pesynTaTu.

’\ Nopxo)xpame

C @ peuwenmne

OTFOBOpHOCTTa PbKOBOAUN eXeOHEBHUTE HU OEUCTBUA. CTpOFO
crna3BamMe 3akKoHuTe n HOPpMaTuBHUTE U3INCKBaAHUA N aKTUBHO
oLueHABaMe €eKO/IOrMYHOTO U CcouManHOTO BbB3OAEUCTBME Ha
HawnTe peLleHuns.

OTroBOpHO KbM BCAKO Halle

Ctpemum ce pa npaBum wKn360p, KOUTO OTpassdBa HawuTe
OCHOBHU LEHHOCTU N NoaKpens ycTON4YnBoTO 6baelle.
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BapBame, ye e BaXKHO Aa U3BbpLUBamMe
OENHOCTTa CU MO HauuH, KOUTO LieHU U
3a4ynTa npaBaTa Ha HalWUTe KOneru,
KJIMEHTN, 6U3HEC NapTHbOPU N BCUYKMH,

KOUTO Cca 3acerHatm oOT Hawarta
JEeNHOCT.
Cuyntame 3a CblWEeCTBEHO Ba)XHO

HawnTe 6U3HeC OENHOCTU HUKOra aa
He HapylwaBaT MnpaBaTa Ha 4oBeKa U
BCAKAKBU BbBMPOCK, CBbP3aHU C TOBaQ,
KOMTO MoraT ga 3acerHart tbi group, oa
O6baaT paspeliaBaHn CBOEBPEMEHHO.

SO 3awmTa Ha YoBeLIKUTE NnpaBa Ypes3 MNoYTEeHOCT U
~ yBa)keHue

Hune ce cTpemMum ga rapaHTupame, 4e paboTuM C NMOYTEHOCT U
crnasBamMe rnpapara Ha YoBeKa BbB BCUYKM aCNEKTM Ha HallaTa
NEeNHOCT.

Hawwnte OTHOLWEHUSA CbC CNYXXUTENWU, KTMEHTU, LOCTaBYNLU U
OU3HeC MapTHbOPU ca U3rpageHn Ha ocHoBaTa Ha goBepue,
yBaXXeHne n CUJIHa aHra>knpaHoCtT KbM OCHOBHWTE lMpaBa Ha
YOBEKa.

O\
1@\. Hawuat noaxon KbM npaBaTa Ha YOBeKa

Hune cme aHrakmpaHu cbC 3awmrtata Ha JOCTOMHCTBOTO,
npaBaTa 1 cBO60ANTE Ha BCEKM YOBEK, 3acerHar ot tbi group.

Ctpemunm ce pa npeporBparsaBamMe M CMeK4YaBaMe BCSIKO
HebnaronpusaTHO Bb3OENCTBUE BbLPXY MpaBaTa Ha 4YOBEKAQ,
CBbP3aHO C C 6M3HECA U B3BaMMOOTHOLLUEHUSATA HN.




- E’zi He Tonepupame npuemaHe noakynu unm snoynortpeba c Bnact

HopmaTtuBHO
CbOTBETCTBUE

Hawa uen e na cnassamMme BCUYKU
NPUNOXXNUMUN 3aKOHW, pernameHTu
M  BbTPEWHM  perynaumm ¢
BHMMaHME N NocnenoBaTeIHOCT.

Upes dcHM npouecu, rnocTosiHEH
MOHUTOPWUHI n NNYHa
OTrOBOPHOCT rapaHTupame, 4e
HalLUTEe peleHus U AencTBus ca
B CbOTBETCTBUE C PEryNaTopHUTE
M3NCKBaAHUA W 3alumMTaBaT TesW,
KOWUTO pasymnTaT Ha Hac.

KateropnyHo oOTxXBbp/isiME BCSKakBa ¢opmMa Ha noakyn wWam Kopynuus.
Hukora He npepnharame, npumemame WM WU3NCKBaMe nMnogapbun wWIu
NnpuUBUMIErnnN, KOUTO BUXa MOrNM Oa KOMNpomMeTupaT HalwaTa 06eKTUBHOCT
UAN MOYTEeHOCT. BcCHMYKM Hawm [JgencTtBma  oOTpasssBaT MNPoO3pavyHOCT,
cnpaBenIMBoOCT U AoBepue.

= [encrtBame 6€3 KOHP/NKT HA MHTEpPECH

JINYHNTE UMHTEpecu HUKora He TpsAbBa Oa BNUAAT Ha npodecuoHanHaTta
npeueHKa. AKo gageHa cutyaumsa MoXke a NnoBnuse Ha HawaTta 06eKTUBHOCT
(KaTo ceMeNHN BPb3KWU, CTPaAHUYHU OENHOCTU UNKU GUHAHCOBU UHTEPECH),
HUe s pasKpuBamMe U npegnpmemMame HeobxoguMmTe CTbMKK, 3a [da
yrpaBnsiBaMe KOH$MNKTa No OTrOBOPEH HAYUH.

m N3pasgaBaMe MHEHUETO CU, KOraTo Hello He e Hape[

N3pa3saBaHeTO Ha 3arpu>XeHoCT € YacT OT Hallata OTroBOopHOCT. Hue
cbobLlaBamMe 3a Nofo3pPeHUs 3a HapyLeHUs UM HeeTUYHO MoBeaeHue no
Hap/IeXXHUTE KaHanu 1 3almMTaBaMe Te3u, KOUTO CbobLlaBaT, OT pernpecun.
N3pa3aBaHeTo Ha MHeHMe HM MoMara a nocTbnBamMe NpaBusHO.




bopb6a c
¢duHaHcoBuUTE
npecTbrjiIeHus

—————

AHra)kupaHm cme c npenoTBpaTaABaHETOo
Ha M3NUpaHeTo Ha napu, duHaHCUpPaHEeTO
Ha TEPOPN3BM, M3MaMU 1 Apyrn GopmMn Ha
dUHaHCOBW NPECTBLMNIEHUS.

Upe3 epekTUBHU KOHTPOSTHU MEXAHU3MM,
KOMMJIEKCHA TMpoBeEpKa WU pa3BUTU
npouecn no p[OoknagBaHe, HamansiBame
puUcKa U gonpuHacamMe 3a NoaabP>XXaHETo
Ha curypHa omHaHcoBa CUCTEMA.

Bcekun cnyxuten nma pons B
pasno3HaBaHeTO Ha CbMHUTENTHUTE
CUrHanM n npeanpueMaHeTo Ha NpaBUIHU
CbOTBETHU MEPKU — PAHHOTO OENCTBUE €
OT pellaBallo 3Ha4YeHne.

NpepoTrBpaTasBame puUHAHCOBU NPECTbIJIEHUS

[lonpuHacamMe 3a NoYTEHOCTTa Ha ¢MHaHcoBaTa CUCTEMaA, KaTo
aKTUBHO npepnoTBpaTsaBamMe 35oynotpebata ¢ Hes 3a He3aKOHHU
nenHocTn. ToBa BK/IlOUBaA CTPUKTHO cra3BaHe Ha pa3nopenouTe 3a
6opbaTa c n3NnpaHeTo Ha napu 1 PHaHCUPaAHETO Ha TepopU3Ma.

Hue npoakTuBHO Ha6GnwogaBaMe KIUEHTUTE U TpaH3aKumMuTe 3a
NOAO3PUTENHN [OENHOCTUM U He3abaBHO [OOK/IaABaMe BCUYKU
CbMHEHUS Ha KOMMETEHTHUTE OpraHu, B MbJ/IHO CbOTBETCTBUE C
perynaTopHUTE U3NCKBaHUA.

m CnasBame caHKLuuUTe U rnob6anHuTe cTaHpapTu

Hue cnasBame n3usano mMexxayHapoaHute puHaAHCOBU CaHKUUU U
HopMaTUBHa ypenba. HawmTte cMctemMm U KOHTPO/THU MEeXaHN3MM ca
MPOEeKTUpaHN Ja OTKPpMBAT U MNpenoTBpaTdBaT HapylweHUs Ha
MPUNOXNMUNTE CaHKLUWN.

KaTto ocTtaBame 6guTenHn n gencreBamMe OTroBOPHO, MomMmaramMme 3a
3awmTarta Ha tbi group, HawKnTe KNIMEHTU U PUHAHCOBATA CUCTEMA
OT 3/10yNoTPE6tU N yBpeXJaHe Ha penyTaumnaTa.




| ——
= | NMoBepurtenHocT

PRIVACY
(g~ - W 3almMTa Ha
el NaHHUTEe

Hune Tpetupame ugnata nM4Ha M
KOHpuaeHunanHa wmHoopmaumsa ¢
Haln-BMCOKO HMBO Ha NOBEPUTENTHOCT
N rpmxa.

[oBepuneto ce rpagu Ha
ONCKPETHOCT - 3aToBa obpaboTBame
JAaHHUTE 3aKOHHO, €TUYHO U caMo
Korato e Heo6xoanMo.

3awmTata Ha NUYHUTE [JaHHU Ha
HaluTe KIUEHTW, Koneru 7
napTHbOPU HEe e camMo TMpaBHO
3aAb/KeHne, a OCHOBEH M3pa3 Ha
HallaTa NMoYTEHOCT U OTFOBOPHOCT.

M

0 Hue ce oTHacsiMe KbM flaHHUTE C rpuXXa n yBa>keHue

[TogoxoXgaMme KbM BcCSAKa MHopmMauusa ¢ npodecrmoHannsbm U
BHMMaHWe. HeszaBUCMMO pgann ce oTHacs 00 KJIMEHTU, CNYXXKUTeNun
NN NapTHbOPWU, NMOBEPUTENIHOCTTA € OCHOBEH MpuHUMn. Hukora
He pasKkpuBaMe, He W3No/A3BaMe HeNnpaBOMEPHO WU  He
cnogensamMe [OaHHM MO Henogxodsdl, HavyuH U npegnpuemame
aKTUBHU MepKU 3a npepoTBpaTdBaHe Ha HeOTOpU3MpaH OOCTbHM
UNN HapyLUeHUS.

o

CTpUKTHO crnasBamMe 3aKOHUTE 3a 3aluTa Ha JaHHUTE U BbTPELLHU
npasuna. JIndHUTE AaHHU ce cbbupaT, 06paboTBaT U CbXpaHsABaT
CaMO 3a 3aKOHHW UEenun, C SACHW rapaHuum 3a curypHoct. Hue
rapaHTnpame OTroBopHO 60paBeHe C JINYHUTE OdaHHU Ha BCEKMU
eTan - OT CcbbupaHeTo WM [JocTbna Ao TaAX A0 6e30nacHOTo
CbXpaHeHue 1 npaBUIHOTO UM UITPUBaAHE, KaTo noaabp kame
MPO3pPavyHOCT 1 3a4nTaMe OBEPUETO, KOETO ApYyruTe HU rnacysar.

Hue rapaHTupame noBepuTesiHOCTTa U 3allMTaBamMe
IN4yH1UTEe naHHU




CnpaBea/MBOCT U 3alumUTa OT
ANCKPpUMUHaLUNA

Hune ce oTHacaMe KbM BCEKW HYOBEK
cnpaBeniMBo, OOCTOMHO U C YBaXKeHMe.

HacbpyaBame npuobliaBalla cpena, B
KOATO pas3nnuusaTa ce LEeHST U HUKOM
He € B HepaBHOCTOMHO MOMOXKeHne
3apaam ToBa, KOEeTo e.

BcakakBa ANCKPMMUHaUUA Ha
OCHOBATa Ha nNoJi, Bb3pPacT, pesiurnd
eTHNn4YeCKa NMPNHAONEXHOCT,

UMHBa/IMOHOCT, CeKCyals/ilHa OpUueHTauns
Unn apyra JM4YHOCTHA XapakKTepUCTukKa
HAMa MACTO B HallaTa OopraHn3auunA.

o/\o/\o/\e
)I;mir);]( YBa)kaBaMe pasnimumsaTta n BUCOKO LLEHUM XopaTa

Cb3paBame paboTHO MSACTO, KbAETO BCEKM Ce YyBCTBa
3abendasaH, 4yT U UeHeH. HacbpyaBame OTBOPEHUSA OManOr,
npueMamMe pasHOObpasHW egHN TOYKM U rapaHTupame, 4e
BCUYKM MMaT paBeH [OCTbM [0 Bb3MOXXHOCTW, MNoaKpena u
pasBUTUE — HE3ABUCUMO OT NPousxoaa Uin UAeHTUYHOCTTAa CW.

CnpaBennvBO OTHOLWWEHUE BbB BCAKO Hallle pelleHune

OueHsiBamMe XxopaTa WU cuTyaumuTe cnpaBennBo, 6e3
npucTpactusa. Hawute peweHunss - OT HaemMaHe Ha pabota WU
NOBULLUEHUA 0O eXXeOHEBHU B3aMOLENUCTBUSA — CE€ PbKOBOAAT OT
NAPUHUMNNTE Ha 3acnyru, pesyntatm un  npodpecmnmoHanHo
nosegeHve. HMe cme kateropmdHo NpPoTMB BCsIKakBa popma Ha
HecnpaBea/IMBO OTHOWEHME, TOPMO3 WAN AOAUCKPUMUHAUUA.
HawwunTte gencreusa nspassaBaTt yoe)xaeHMeTo HM B PaBEHCTBOTO U
OTrOBOPHOCTTA HWU Ja ro 3awmTaBame.
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i KoMneTeHTHOCT,
RESPECT!
———, CbTPYAHUYECTBO U
Y77 § yBa)keHue
A

B tbi Ha4YMHDBT, MO KOUTO Cce OTHacsame
edVH KbM OpPYr, € CbLOo TONIKOBA BaXXeH,

KOJIKOTO U pesynrature, KOUTO
rnocTurame.

HencrtBame npodecnoHanHo,
nogkpensme CbTPYAHNYECTBOTO U
nogabprkame yBaXKUTeNMHa paboTHa
cpena, 3aWoTo CUHUTE eKunn ce

rpagmnpat Ha agosepwue, Crnpasea/MBOCT U
crnoaesieHa OTroBOPHOCT.

3aeHo cb3daBaMe cpena, B KOATO XopaTa
ce 4YyBCTBAaT LIEHEHUN, YyTU N MOTUBUPAHN
Ja naBaT Han-go6poTo OT cebe cw.

E@ [MpaBuM TOBAa, KOETO € NpaBUHO, MO NPaBUIHUSA HAYUH

¥

[Mooobp>kame BUCOKWM CTaHOApPTU Ha noBegeHue BbB BCUYKO,
KOEeTO npaBunM C KJIMEHTU, KOJTErn U NapTHbOPWN.

[MpodecnoHanmMambT O3Ha4YaBa MOBEYE OT eKcrnepTusa, Towu
BK/1tOMBA HaOEeXAHOCT, YYTUBOCT WU OTroBOpHOCT. Hue ce
OTHacsiMé KbM BCUYKM C YBa)XeHWe, cnywame aKTUBHO W
obllyBaMe SICHO W KOHCTPYKTMBHO, OOpPW Korato rnegHute
TOYKU Ce pasnyasar.

£¥& lNo-cnnHu 3aegHO, BOAEHU OT B3aUMHO yBaXkeHue

BapBame, 4ye Han-pobpute pesyntatu ce nocturat ¢ ooélm
ycunuga. ETO 3allo HacbpyaBamMe KyATypa Ha OTKPUTOCT,
npuobLiaBaHe N ooBepMe.

LleHuM pasHoo6pasHUTe rnegHu TOUYKW, MNoaKpensme ce WU
paspellaBamMe  KOHGJMKTUTE C  MoyTeHocT. HaweTto
CbTPYOHMYECTBO CE€ OCHOBAaBa Ha B3aMMHO YBa)XeHMe N o6La
aHra)KMpaHOCT KbM HalUTe Lenw.




) —~ " HALUMUTE NPUHLMAIMNWN:
b 5 L NMPUJIATAHE HA
-/ V(¢ | KOOEKCAHATIPAKTUKA

NMpunnaraHe Ha NPpUHUUNNTE HA NpPaKTUKa:

« Mucnete, Npean ga gencrtBate - CbOTBETCTBA /I TOBA Ha HaluTe
LeHHOCTU?

« 3agaBanTe BbIMPOCU, KOraTo MMaTe CbMHEHMS.

« JlaBante npuMep W NoAKpensanmTe Konermte cu pa noctbneaTt
npaBU/IHO.

Hawunat Kogekc 3a eTUYHO nNoBegeHMe € noBeye OoT Habop OT npasuna
— TOM € pPbKOBOACTBO 3a TOBaA KakK BCEKU CNYXXUTeN MOoXe [Aa
OoNpUHece 3a NOMIOXKUTENHA, eTUYHA 1 ycnellHa paboTHa cpena. KaTto
cna3BamMe Te3u MNPUHUUNU BCEKU AO€H, HME u3rpakgame aOoBepue,
3alimTaBamMe HawuTe KJIMEHTU U YKpenBamMe HallaTa opraHusaums.




HAWWUTE NPUHUUNN: NTIPUNATAHE HA KOAOAEKCA HA NMPAKTUKA

Kak narnexxaa Ha
rnpakKkTukKa npunaraHeTo
Ha HaLUUTe NPpUHUUNn?

HYecTHOCT M npo3pavyHOoCT - BuHarm pencrtBamte 4YeCTHO U OTKPUTO.
N3pa3saBanTe MHEHUETO CU, aKO 3abenexxnte HeeTU4Ho noBegeHme.

dokyc BbpXy K/IMEHTa W HerosaTta 3awmTta - [puopuTnanpanTe Hyxaute U
CUTYPHOCTTa Ha HalnTe KNMeHTU. N3nonssante TeXHUTE AaHHM C MaKcuMasnHa
rpuka.

YCTONYMBOCT, OTFTOBOPHOCT U MNpaBa Ha 4YyoBeKa- B3emanTte pelweHns, KoUTo
noaKpenaT AbAroCcpovYHUTE NMON3n 3a O6LECTBOTO U OKOJTHATa cpea.

HopmMmaTtuBHO cboTBeTCTBME U 60pba C PuHaAHCOBUTE nNpecTbryieHns — Ctporo
crnasBanTe BCUYKM 3aKOHU U BbTPELWHU NONUTUKN. [JoknagBanTe He3abaBHO 3a
noaoo3puUTenHn OeNHOCTW.

NoBepuTenHocCcT U 3aWmMTa Ha AaHHUTe - [laseTe YyBCcTBUTENHATa MHPOPMaLUS
N 3a4nTanTe HEMPUKOCHOBEHOCTTA Ha NIMYHUTE AaHHU NO BCAKO BpeEMe.

CnpaBegnmBoCT U 3almTa OT AUCKPpUMMHaUUA - OTHacsanWTe ce KbM BCUYKU
eHaKBo, cripaBeninBo 1 06EKTUBHO.

KOMMNETHTHOCT, CbLTPYAHUYECTBO WU YyBaXXeHue - T[looobp)>Xante BUCOKMU
cTaHOoapTM B paboTaTta, NoBeoeHMEeTo U KOMYHuUKaumdata cu. Hacbp4yaBauTe
eKunHaTa paboTa, caywante BHUMaTENIHO U yBaXKaBanuTe pasinymsaTta B MHEHUSATA.
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