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EYXAPIXTIEY

H rmopobdoo owmlouoatiky amotelel 10 emioTtEYOOcUO.  UIOG
TEVTOETOVS TPOOTOOEIOC TOD WG OTMDTEPO OTOXO THG Elye TNV
OTOKTNON OgUELIOWDV YVDOEWY, YOP® OO TO OVIIKELUEVO TOD
Mnuyovikod Hopoywyns & Aroiknong.

Oa 1n0clo oe avTO TO OHUEID VO EKPPOOW TOV OELOCUO KAL THV
extiunon uov, orov emplémovia Kobnynty uwov, Evayyelo
I pnyopovon. Tov svoyopiord t000 Yo TNV GPLOTH COVEPYATIO. LU0,
oT0. TAQLOLO. EKTTOVHONS TG OITAMUOTIKIG OV EPYOOLOS, 000 KOl
VIO TO GDVOAO TWV YVWOOCEWDY TOD UOD UETEOWOE OTO. XPOVIQ THG
poitnong uov oto Ilolvteyveio Kpntng.

Evyopiotew  emions tov tpome{ikd opyoviouo orov omoio
TPOYUOTOTOINONKE 1 TOPOKATW EPEVVO, TKOVOTOINONSG VIO TIG
TANPOYOPIES KOL TIC YVWOEIS TOV UOV UETEPEPAV, TO YPOVO TOD
OV QQIEPWTAY OLLG KOL THV QYOYN GDVEPYOTILO, OGS OO ODTO TO
xpoviko odotnuo. . EAmilw 10 amotéleouo, va oppoyilel ue tov
KQADTEPO OVLVATO TPOTO THV GVVEPYOOLO OGS OVTH.

Oélw vo apiepdow TNV OITAMUOTIKY OV  EPYATIO.  OTHY
Oixoyévelo, 1ov, oL YwpPIic ™V NOIKN Kal VAIKH DVTOGTHPICH THG
omoiag, eAdyiota Qo eiyov emitevydet.

TéAog, evyoplotw TODS QEIAODG OV YI0. TIC WPALES OALG KOl TIC
OVOKOAES OTIYUES TOD UOIPOOTHKOUE KOTG THYV OLOPKELD, TV
QOITNTIKDV UOC YPOVDV.

IIAIIOYTXH EIPHNH



2TOVG YOVEIG LUOD ,TO. AOEPPLO, UOD
kat v Mopiovva

VIO TV OYOTTH KOL THYV OOUTTOPCOTOCH
OV OV TIPOTPEPODY ATAOYEPO.

A0, OVTA. TOL YPOVIdL ... ... ...
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Iepidnyn

Ot olOyypovec EMYEPNCES KOL OPYOVICUOL O@egiAovLY va
EPEVVOVV GLVEYDG TNV 1KOVOTOINGT TOL TPOGMOMTIKOD OAAL KOl
TV melotov tovg. H pétpnon g ikavomoinong Kol to
anoteAéopato NG €lvar Poackd epyaieio yuo TN O0pKM
BeAtioon vanpecIOV Kot TPOIOVIMV.

H woavomoinon melatdv kot vraAAnAmv ennpedlel Kol TOV
tpanelikd kAdoo. H Peirtimon  tov mpoidviov kot ToV
TOPEYOUEVAOV DINPECIDV EIVOL EMITOKTIKY OAVAYKT CTILEPA TTOV O
AVTOYOVIGUOC UEYOADVEL GULVEXMG, Ol CLUYYMOVEVGES TWOV
tpaneldv  akoAovBodv M o v GAAN eved  mapdAinio
adlaKomn eivor Ko 1 ELEEvVIon VEOV TpareCIk®V 10pVUATOV.

2NV TopovGa HEAETN TOPOVGLALETOL [0, TTPOYLLATIKY] EpELVOL
IKOVOTOINOMNG  €0MTEPIKOV Kol  EMTEPIKOV  TEAATOV Yo
Aoyaplocud evdg opidov tpameCov. H  aloddynon tov
otolyelowv mov ovykevipoOnkav omnpiybnke o€ UHOVIEAO
TOAVKPLTI P0G aVOALONG KOl EWOIKOTEPO. OCE  LOVIEAQ
AVOALTIKNG  OLVOETIKNG  TPOGEYYIONG KOl YPOUUIKOD
TPOYPOLUATICHOD. Baoikdg otodY0g €ivol 0 €VIOMOUOS TV
onueiov ota omoio KpiveTal amapoitnto va wpaypatorombovy
aAAaYEC Yoo vau Elvol TEPIGCOTEPO KOVOTTOUEVOL TTEAATEG KO
avOpOTIVO SVVAULKO.



KE®AAAIO 1°

EIXATQI'H

H emrtoyio @aivetal vo gival Kupilmg
CnTnro empovig 0tav ot GAAot £10vV
moparTiOsl.

(William Feather)




1.1 IMapovciaon Tov TPpofAnaTog

O tpdmeleg onuepa eivan Bpiokovianr 6 Eva GUVEYES AyDOV
OpPOLOV TPOKEIUEVOD VO KATOPEPOLY VA EMPLOGOLY Kol Vol
VIEPVIKTIGOVV TOV OVIAYDVIGUO.

O ovtayovioudg emPdiier  cofapovc  OpYOVEOGLOKOVS
LETOOYNUOTIOCLOVS GTNV TOALTIKY] KOl GTIS TPOKTIKEC d101KNoNG
TV aviporivov topwv.(Kochan and Dyer, 1993). Kot cuvéneio,
ol tpanelec mpoomabovy HEGO TNG TOIKIMOG TV TPOIOVIMV, TNG
OLOLPNONG, TOV GLVEYOUEVAOV OEAEACTIKAOV TPOGPOPAOV, TNV
TOPOYN TOLOTIKAOV LANPECIOV HE YOUNAO KOOTOG Kol TTAVTOL
YVOUOVO TNV 1KOVOTOINoN T®V TEAATOV Tpocmtadolv  vo,
TPOGEAKVGOVV VEOUC TEAATEC OAAA KOl VO, O1OTPT)COLY TOLG
moAovg. Eivor mpopavég o011 otnv mpoomdBeio avty eivon
amaPaiTNTN M omapén Kol cupfon 1KOVOD
npocsmmikov.(Keltner,1995).

‘Eva. axopo HETPO Yoo TNV OVIIUETMOTIGT) TOV OVTOYOVIGLHOV
elvar ta Tpoypdupata Pertioonc moldtntag mov epapuoloval
G€ 0PYOVIGLLOVS TOPOYNG VINPECSLOV AL Kal 1) TAGN Yo Yp1on
OLOOTKDOV GYNUATOV OC HECOV BEATIOONG TNG EMKOVOVIOG Ko
Vv €£0GPAMGOT TNG EVEPYOD SEGUEVONG TV EPYULOUEVMV TPOC
M Peltioon ¢ modttag. AveEdpnrta amd to Padud doknong
OOIKNTIKOD  EAEYYOL OTO GULUUETOYIKA OLTE oynuata, Ot
epyalouevol amorlapufdavovv aisOnt avTovouio Kol avTicToym
JlaKpLTiKn evyépeln ota OEpata mov yepilovionl ¢ AmOTEAEGLO,
MG MEPOCOTEPO  aveEaptntng  vmevbuvotntac — mov
emoekvoouy.(Ilpotomanag,1997). Ilapddiinia ot epyalduevol
EUTAEKOVTOL OAOEVOL KOl TEPIOGOTEPO GTN ANYN OTOPAGEMV
otav &ovv otdyo T ovveyn PeAtioon UEGH TNG OUAOIKNG
npocnddetoc.(Hill and Wilkinson,1995).

To avOpomivo dvvoukd propet va fondncetl pe dvo TpoOTOLG
ot Peitioon ¢ mowdtntog cvuewve pe tovg (Bowen and
Lawler,1992):

v ova dnuovpyncel ™ Qloco@io. TG TOWOTNTOG O

VOdEYUO. UEGH GTO 0Pl TOL OIKOV TOL AEITOVPYIKOV
YOPOL



V' vo nynfei pog tpotofoviiog owth 1 6éa vo eEamiwOei
TovTov péco otnv  Etapioe pE oxkomd va  yivouv ot
AmaPaitNTEG AAAAYEC YIOL TV EMITEVEN TOL GTOYOV.

H pétpnon g ikavomoinong tov meAdtn anotelel emniong Eva
amd To, CNUOVTIKOTEPD, OEpaTO EVOLAPEPOVTOC TMV EMLYELPNCEMV
Kol TV opyavicpuav. H apyn e uétpnong amotelel g and Tic
mévie Pacikéc Aeltovpyiec TG OLOIKNTIKNG ETIGTNUNG Kot Olvel
™ OVVATOTNTO. TNG KOTOVONOMNG, TNG  OVAALONG Kol TNG
BeAtimong.(Massnick, 1997).

To kAipo TOL OVTOYOVIGUOD KOAOVUVTOL VO OVTILETOTIGOVV
ONUEPO KO O1 EAANVIKEG TpAmelec TOV UEYPL TNV OEKOETIO TOV
‘80 dev yvoplav. Ilpoc 10 Téhog TG Tpoavapepbeicag
dekaetiog anelevfepovetal 10 GOGTNUO Ko Yivetow €vrovn 1
mapovcia TV  Wwtkov tpoanelov. H kotdpynon tov
TIOTOTIKOV EAEYY®V, T GPON TOV EMTOKI®V, 1 TEPOLTEP®
avamtun G KepoaAowayopds, M eAevbepian KiviiceE®V  TOL
KeEQoAOioOV Kol M €6000G TOV EVPOTUIKOV TPATECIK®OV OMA®V
gvioyvoay Tov avIoyOVIGUO.

To avtayoviotikd avtd mepiPdilov odnynoe 1ig tpdneleg o€
aAAOYEC OTIC TOPEYOUEVEC VINPECIEC TPOKEWEVOL Vo, avTEEEL
oTIC  oLvéxels,  véeg  mpokAncelc. O aviayovierog
OVTILETOTMIOTNKE GOV o Gvveyn 7TPOKANon and  Tig
eumiexopevec tpdmelec kot elye ¢ emokOAovbo v PeAticon
NG TOOTNTOS TOV TPOTOVTIMV KOl aVENGCT NG OO0 TIKOTNTOG.
Apketd  moTOTIKA Wpvuoto oL dev Ba  aviéEouv TNV
Katdotoon avt o avayKaosTovv Vo GUYY®VELTOVV UE GAAOL
woyvpotepa. (IMpwtomanag,1997). Avtéc mov Ba kataeEpovy va
empProcovv TPOKEWEVOL v €EAGPOAIGOVLY Kol va
1GYVPOTOMGOoLVY TN B€on TOVC TOAAEC POPES KATAPEDYOVV OTN
Abomn G UETPNONG TNV IKOVOTOINGONG  ECMTEPIKOV KOl
e€mtepikv mehatwv. M té€tola €pevva OBa yiver ko oty
Tpanefo OV UEAETAUE WHE OKOMO Vo Tpayuotorombovv
BeAtiwoelg yo tnv adénomn e iKavomroinomg .
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1.2 Opwopol Baocikav evvormv

Boowd ocvotatikd yio va EeKtvioel Kavelg i Epevva givon
va, Tpocdlopicel Toug Pactkods OPICUOVE TV EVVOLOV OV Ha
AMOTEAEGOVY  KEVIPO UEAETNC Kol Ba Tov 00Mynoovv o€
opBoloyikd amoteAéopaTal.

1.2.1.0p1opdg Kavomoinong

H wavomoinon tov merdtn, GOUQOVO LE W0 ETIGKOTNON
tov Yi (1991) opileton pe dvo 7Tpomovg: eite ¢  Eva
amotéAecpa, €ite G o Odikacia. XOUP®VO HE TOV TPAOTO
TPOTO 1 KOVOTOINGT OMOTEAEL TO AMOTEAECUO LOG EUTELPLOG
KOTAVAA®GNG 1 (P1ONG TPOIOVTOG 1] YPTON VINPECIOC.
210Y0¢ NG KAVOTOINGoNG TOV TEAATMV €IVOL 1] EKTANPOON TOV
TPOGOOKIOV TOV TEAATN.

H woavomoinon tov mehdtn dopépel avaroyo Le TO ERIMEDO
amocaenviong kot to ovrtikeipevo eotiaong (Yi, 1991)
(I'pnyopo0ong,2000):

v’ Ikavomoinon amd éva Tpoidv 1) vanpecio

v’ Ikavomoinon amd pio epmelpio amdQocng ayopic

v Ikavomoinon amd £vo, YopaKTNPLoTIKO amdd0oTg

v’ Ikavomoinon amd o epmelpio Katavaimong — xprong

v’ Ikavomoinon amd £va TUALO | KATAGTNO TNE ETOLPIOC

v' Ikavomoinon oo o TPo-ayopucTIKY EUTELPiO

Evdewctikol opiopoil mov €yovv 000el yioo v 1Kavomoinomn twv
TEAOTAV :

H kovomoinon eival pia yvwotiky kotaotaon tov TeAdty, 0Gov
AQOPa. OTNY ETXOPKN 1 OVETOPKY avVTouolfn tov yio tig Qvoies kot
T1¢ Tpoomaleles mov Exel KaTofolel.

(Howard and Sheth ,1969)

H xavomoinon eivor wio ovvaioOnuotiky oavtiopoon ot
EUTELPIES TOV TEAGTH, 01 OTOIES GYETILOVTAL EITE UE OVYKEKPLUEVAL

11



TPOIOVTO. KO DTTHPETIES, EITE UE TIC OLOOIKOOIES THG OYOPOGS, EITE
OKOUN UE TUYKEKPLUEVO, XOPOKTHPLOTIKG, TOD TEACTH ODTOD.

(Westbrook and Reilly,1983)

H ixavomoinon eivor to amotédeoua e oyopag Ko ypnons evog

TPOIOVTOS 1] ULOG DTTHPEDLOG, TO OTOIO OTOPPEEL OO TH CUYKPION
TOD TEAGTH OVOUECO. TNV OVIOUOLSH KOl TO KOOTOG THS GYOPdG,
Aaufovovras vmown Tic TPOGOOKMDUEVES ETITTWOEL.

(Churchill and Suprenant,1982)

H 1xavoroinon eivar wio. orooikacio alloloynong, n omoia
paciletor 010 KOTA TOCO N GUYKEKPLUEVH EUTELPIO. NTOV TOGO
KaAN 000 Kol 0 TeAatne mioteve otl Ha givai.

(Hunt,1977)

H 1xavoroinon  eivou o olooikaoio acloloynong, n omoia
eletalel oV 1 OVYKEKPLUEVY ETIAOYYN &lvol oovuforn ue Tig
TPOYEVETTEPES TEMOIONTEIS TOV TEAGTH.

(Engel and Blackwell,1982)

H ixavomoinon eivor n avtidopoon tov KotOVOAWTH OTH
010.01K0010. 0.C10A0YNaNG, 1 ool eCETALEL TIC ATVUPWVIES UETOLD
TPOYEVEGTEPYV TPOCOOKIWYV KOL TOD TPOYUCTIKOD ETITEOOD
OTO000NG TOV TPOIOVTOS, OTMS YIVETOL OVIIANTTO OTO TOV

KOTOVOAWTH UETO TN YPHON TOV.
(Tse and Wilton ,1988)

1.2.2 Opropdc morotnTog

MHowtnta 6Oo pmopodoe vo 0OpPwGTEL TO GUVOAO TOV
YOPOKTNPIOTIKAOV Kol O10TNTOV EVOC TPOTOVTOS 1N LANPESING,
TOL OVOPEPOVTIOL OTN OLVATOTNTO TOVG VO IKOVOTOLOVV Lol
ekppacuévn N svvayouevn avaykn. H kaAn moldtnta cuvovdlet

12



TEXVIKA YOPOKTNPIOTIKE Kot eELMNPETNON Kol OEV GUVETAYETOL
OTL 0 avIOy®VIGUOC €YEl  ®C OLVEMED TNV KOAM
ToL0TNTO. (ZTavdc,1993).
INati n TowdTnTOo ElvOl GNUAVTIKY
O medditec O€Aovy moldTNTA Y10Ti:
o 0élovv a&ldmoTEC VINPETIES
e 0£AOVV VO KOADYOLV TIG AVAYKEC TOVG
e OAovv Kol Tomo0ETNoN TOV ¥PNUAT®V TOVG
e 0£LovV TPOGOYN KOl COGTNH GLUTEPLPOPA
Ta oteréyn BELoVY ToLOTNTA YioT:
® ypeldloVTal IKOVOTOINGCT 0o TNV EPYNGIO TOVG
e 0élovv cefacpd and Tov TEAT
e DEAovV EPYOGLAKT) AGPAAELD
e 0élovv va viowBovv vmepnedveln yioo TV €Toupio. TOV
epydlovran
e 0&lovv va amaALOYODV OtO TOV EKVEVPIGHUO KOl TO GTPEG
e 1 molwTNTA ONWOVPYEL TMEANTEC MO TMIOTOVG KOl LUE
TEPIGGOTEPT] OVOYT OTa AGON
H etaipio OEAel mordtta yori:
e 10 0€LovV O1 TEANTEC
e 10 péEAOV NG e€aptdTal amd avT

XopaKTNPLOTIKES ATOWYELS VIO TV TOLOTN T

H rmoiotnto. ovupéper. Ooo mepioootepo emevovel oe mOIOTHTO. )]
etolplo.  GALO TOOO KOl TEPIOOOTEPO KEPOILEl. ATO Epevva
amoociynre ot éva 20 ue 30% 100 tlipov TS EMIYEIPNONS
OUVOVALETOL LUE TNV EIKOVA TOV EYEL TO KOIVO Y10, TV TOLOTHTO, TOV
0VOUATOC THG.

(Claus Moller)

Tloio¢ umopet va. omwotiunoel 10 KEPOOS GO THY IKOVOTOINGH EVOG
TEAQT) KOl TOLOG UTOPEL VO, DTOAOYIOEL TO KOOTOG EVOG

OVOOPETTHUEVOD TEAATY;
(W.E. Deming)

13



Aev gloal avayKkoouEVos vo, T0 KAVELS aVTO0, 1] EMPIwTH OeV Eival
DIOYPEDTIKY.
(W.E. Deming)

H moidtnto oev ovufaiver toyoia, mpémetl vo, TpocyedlooTel.

(Juran)

1.2.3 Opropdc mehoTOV & KOATAVOAOTIKIG
CUUTEPLPOPAS

O mehditeg wog entyeipnong eival ta dtopa wov Aappdvovv
TIC OMOPAGEIS AYOPAC TV TPOIOVIMV 1| TV VTNPECLOV TOL
daBéter | etapio avtr) .(Cpnyopondng, 2000).

Avvntikoi meddtec Oempodvtan T ATop TOL £XOVV:

e TNV avaykn 1N Vv exBouio yio v oyopd voc mpoidvtog 1
VN PECIOG

® TO KivNTPO Y10 VO TPOY®PNGOVV GTN GLYKEKPLUEVT) AyOPa.

® TOVUG OMOLTOVLEVOLS OLKOVOUIKOVS mopovg (UeTpnTtd N
TioTOOoN)

e ™ oOvvototnta 7npocPacng oto onueia ddbeonc TV
TPOIOVI®V 1 LINPECLDOV

‘Evag evallaxTikdg 0pio oS TEAUTMV TOV TPOTEIVETAL OO TOV
(Edosomwan,1993) eivou:

lleAatng eivor 10 dtopo N 1 OGO, ATOUWY TOL AoUPOver To
TOPOYOUEVO OTOTELEGUO. UIOG EPYATLOG.

XOUQOVO,  UE TOV  GCLYKEKPIUEVO OPICUO  dlakpivovtor ot
TOPAKAT® KATNYOPIES TEAATOV:
o Ilerhdtng — dropo: Ola ta dtopa umopovv va Bempnboiv
®WC TMEANTEC TMOV EOLTMOV TOVC, OE0OUEVOL OTL €lvan Ol
TPAOTICTOL OMOOEKTEG TOV TPOIOVTOG NG epyociag. H

14



Katnyopio avt) ogegidel va yopakmmpiletor amd o
emBopio avtofeArtioong Kol VITEPOYNS

e Eocwtepikol mehates: To mpoocomikd pog emyeipnong 1
EVOC OPYOVIGLOD ONOTEAEL TO GUVOAD T®V ECMOTEPIKAOV
nelatav. Ot meldteg avtol elvar o1 YpMNOTEC TOV TPOTOVTI®V
KOl DANPECSLOV TOL TOPAYOVIOL OO TIC ECMOTEPIKES
dadikaoiec TG emyeipnong

o Elmtepwkol merdtes: Ilpdkettor Yoo Tou¢ oyopoaotég M
YPNOTEG TOV TEMKAOV TPOTOVIOV KOl VANPECIOV NG
EMLYEIPNONG N TOV OPYAVIGLOV

O oplondS TG CLUTEPLPOPAC TOL KOUTOVUAMTI] TOL OlVETOL
a6 tovg Engel - Kollat xouw Blackwell eivar o axdéiovBog
(Zmavog,1997):

H ovumepipopa tov katavolw eivor Evo, 60V0L0 EVEPYEIDV TWV
QTOU®YV TOD ODVOEOVIOL OUECO, MHE THYV OTOKTNON KOl
XPNOWOTOINGY — OIKOVOUIK®Y  0yafmVv Kol  OTHPEGLOYV  TOD
TEPLAOUPAVODY TIC OLOOIKOOIES ANWHG OTOPOOEMYV Ol OWOIES
TPONYOOVTOL KOl TPOGOLOPILOVY OTES TIG EVEPYEILEG.

H Oewpio ™¢ KATOVOAOTIKAG GLUTEPLPOPAS TEPACE LI
e€eMKTIKT dradikacio wov meptlapfPdvel epyaciec / LOVTEAD TTOV
Umopovv va, TaEtvounboldv oe TpELS Kot yoplec.

Ta «Movtéha XOykpovonoy meptypdeovv v  avOpomivn
GUUTEPLPOPE. GOV TO OTTOTELEGLOL LOC LAYNGS LETAED TOV KOAOV
KOl TOVL KOKOV ,6TNV oot To dtopo Pactkd Oewpeitonr apéToyog
TopaTNPNTNS aveLOVVOC Y1a TIg TPAEELS TOV.

Toa «Mnyovik@ Movtéha» mov eotialovion Kvpiwg otV
aAAnAovyio epedicpatog — avtamokpiong tomov Pavlov.

Ta «Avorytd Moviélo» mov €yovv Gov KOPLO YOPUKTNPIOTIKO
M Oe®pPMNON TOL ATOUOV GV EVEPYNTIKO GTOLXEIO GTO YDOPO TNG
Cong tov, kot Oyt mabntikd. Xe avtod to povtélo Bewpeital OTL
TO ATOHO Opa. He PAoN KATOI0VG GTOYOVS KOl GKOTOVG, TPAYLLO,
mov TPoVmoBETEL OKEYN, OYEOCUO Kol AWM OTOQAGEMV.
Eniong xaBop1otikd oto1yeio T KoToVAA®TIKNIG CUUTEPIPOPAC
elvor M “emAexTikn ocvumeprpopd”.(Paul James,1998). Amd Tig
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Oewpieg avtéc avamtuyOnkav to povtélo tov Nicosia, tov
Howard/Sheth ka1 tov Engel, tov Kollat kor Blackwell.

1.3 Xtoyor NG epyaciog

YKomdg TG €pYOciag avTng NTaV Vo EVIOTIGTOVV Td duvaTd
Kol ad0vaTo ONUEID TOV TPOCEEPOUEVOV VINPECIOV TNG
Tpdneag 6Toug meEAdTEG OALNG Kot po petpndel n wkavomoinon
TOV EPYALOUEVOV TG,

[To ocvykekpuéva vo peretnBel n GLVOAIKT KOVOTOINGN TOV
TeEAATOV, va depevvnBel M GLUTEPLPOPA TOVS AMEVAVTL OTIG
VINPEGIES KOl TOVG VITAAANAOLG Kol va e€ayBovv cuumepdopato
YL TNV TOALTIKY] OV TPENEL Vo, aKoAovOncel o tpomelikdg
outhoc. Ovoctlootikd 1 Tpoomdfeln.  €0TIOOTNKE G©TO Vol
kabopicovpe tovg mopdyovieg mov  emnpedlovv NV
1KOVOTTIOIN G TOV TEAUTOV, TOGO CIUOVTIKOC ivon kafévac amod
aVTOVC, OGO 1KOVOTOMuUEVOL givanl ot TeEAdTES, molo €lvot To,
TOPATOVOL TOVG OO TIG TPOCPEPOUEVEG VLANPECGIEG KOl TO
avOpoOmivo duvouko, tu givon amopaitnto vo Peitiowbel, moia
glval to onueior TOLV VOTEPEL KOl O OVTA TOL LIEPTEPEL KO
oo, M Béomn ¢ avaueco oe AAAeg Tpdmelec Ue TIC omoieg
ocvvepydlovton ot TEAATES TNG.

Oocov agopd MV HEAET GTO TPOCHOTIKO 1 EPELVOL EGTIAGTNKE
6TO TOGO 1KOVOTOMUEVOL 1 Oyl €ivol amd v pEYPL TOPO
cuvepyoacio pe TNV Tpamelo, mOWOL Ol TOPAYOVTEC 7OV
emMpedlovv TV 1KOVOTOINoT TOLS, TOGO GMNUOVTIKOS &lvol O
Kabévag and avtolg, mown To wapdmwove Toug, TL Bo TpEmeL vo
BeAtiwOel ko kotd mOG0 ePiktO givar avtd. OAa T Tapandveo
epevvnONKay pe okomo va avénbet 660 to dSLVVATO TEPIGGOTEPO
TO TOGOGTO TMV IKOVOTOUUEVOUE TEAATAOV KOl VITUAANA®V.
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1.4 Aopn TG gpyaoiog

Xy mpoormdbelo  va emtevyfolv o1 TopUTAVED OTOYOL
KkpiOnke omapaitmto va onuovpyndei éva apywkd mhdvo ot
mAaicto Tov omoiov Ba delaybel n cvykekpuévn Epevva. Eva,
YEVIKO TAOIG10 GYENAGLOD TOV TPOYPAUUATOS YIoL TV UETPNON
1KOVOTTOiNon G TeAATOV cOUPmVA e Tovg (Naumann and Giel,1995)
glvol T0 TOPOKATE:

v Kabopiopog otoymv

V' Zyedloopnog Kot ovATTuEn TG £PEVVOC

v’ TIpo6810pIo oS TV KPIGU®OV S106TACEMY TKOVOTOiNoNg

v Zyedaopog EpOTNUUTOA0YIOD

v Kabopiopog g dtodikaciog derypotoinyiog

v TIpokotopkTikog EAeyyoc ¢ dradikociog

v ZoAoy1 dedopévov

v' Avldlvon dedopévav

v EKpetdAlevon amotelecudtov

o [eltimon TPosPEPOUEVOV TPOIOVIMV KO DITN|PECLOV
e PeAitimon mopay®YIKOTNTOG KUl ECOTEPIKNG OATOOOGTG
® OVAALOT EMOOCEMY GE GYECT LLE TOV OVIAYOVIGLO
v Avobedpnon ¢ Sadikociog UETPNONG TKOVOTOINoNGC
TelTOV —pyaloUEVOV

[To avoivtikd apyikd Kabopiotnkayv o1 6TOYOVE TG UEAETNG
YL TOVG £0MTEPIKOVG Kol e€mtepkove meldtec. 'Emetta €ywve
npoomdfeln. va OLOHOpP®OEL Lo YEVIKT] €IKOVA KO Y10 TIS OLO
Kot yopieg pe okomd va devkolvvOodue otov kabopioud t®v
TOPAUETP®V Kavomoinons. Avtiy 1 dwodkacio pag Pondnoe
ot oLVTOEN OLO EPMTNUONTOAOYI®V KOl GTNV OPYAV®OOCT TNG
onuookdmnon. Metd v couTANp®oN TOV EPOTNUATOAOYIMV
and meAdTEC Kol TPOocmTIKO, pe v Pondeia tov poviélov mov
emAéCape akohovOnce m emelepyacio TV OEdOUEVOV  TTOV
ocuAMExOnKav. H avdivon €xel okomo va pog fondnoet oto va
eEdyovpe ovumepdopato  0AAG TOVTOYPOVO VO TPOTEIVOLLE
AOoEIC Kot TPOTAGELC Yo, Pedtimon g moMTIKNG TG Tpanelog.
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KE®AAAIO 2°

BIBAIOT'PA®IKH ANAXKOITHXH

AWAYTNKO TMS 0 OPONOS TG TPOOOOV
ogv givarl 00TE EVKOLOG 0VTE YOPYOC.
(Curie,1867-1934).
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2.1 Ixavomoinon & mwowdTnTO

Ymv mpoomdbela Yoo €mMAOYN] TOL KOADTEPOL  TPOTOL
deaymyng g épevvac  OBewpnOnke  amopaitmro M
TPOYLOTOTOIN G uw  Piproypoapikne  avaokdémnong o€
TPOCTAOEIEC UETPMNONG TNG IKOVOTOINGNG ECMTEPIKAOV KOl
e€mtepkaVv eoTidlovtac kKupime otov Tpaneliko KAddo.

H oavoackdénnon pog é0moe v duvatdtnTo Vo LEAETIIGOVUE
oPoPETIKOVG TPOTOVS, pHeBodoloyieg, HOVTEAM KOl KPLTHPLaL.
Av1t6 anotédece EQUATIPLO 6NV TPOGTADELD VO EMAEEOVIE TOV
TPOTO AEEAYDYNG TNG EPEVVAS , TIG OLOIGTACELS TIG IKAVOTTOINGNG
Kol TO HOVTELO emeEepyaciog TV cLAAEYOEVTOV GTOTYEIMV.

O Baoudg o1d)0g Aowdv ™ PPMOYpaPikng Epgvvag NTay vo
EVTIOMIOTOVV o€ KAOE mpoyevéoTepn mpoomdbeia To dOvvaTd Kot
adbvato onueio 6cov  agopd TOV TPOTO UETPNONG NG
KavoToinong Kot ta epyaieio mov ypnoporomdnkay. Kot avtod
o101t Ba €tol Ba dlevkoALVOTOV N EMAOYN TOV KOTOAAANA®V
Kpuplwv mov Ba enétpenay petd and v eneepyocia pe Eva
aomioto povtého va koataAnovpe 6 cuumepdopoto mov Ha
BeAtiooovy mpaypatikd tnv ikova g TPdnelac 6TovG TEAATES
aAAQ KO GTO TPOGMOTIKO.

E&dAlov wa tpdmelo dtav 0EAel va PEATIOGEL TIC LVINPEGIES
¢ eoTidleton ota Kuping ota akOAovba (TMpwtomanag, 1997):

e Oplopog TG TO1OTNTOG

e Koabopiopdg kot yvwoTomoinon omocTtoANg Kol CKOTMOV

o6ToVG £pYALOUEVOVC

e YmevBuvomnrta g d1oiknong
XopoaKTNPIoTIKE TNG 0PYOVOGIOKNEC KOVATOVPOS
[IpoomdBeila aAlayng OpyoVmGLUKTG KOVATOVPOS

e POAOC TOL TUNUOTOC TTPOGHOTIKOV — avOpOTIVOV TOPWV

[Tio ovykexkpuéva Ba mpénel vo 0picel KAVEIC TOL GLOTATIKA
MG TOLOTNTOS TV TOPEYOUEVOV VRINPECLOV. XVVETWOS O
opouog ¢ molotnrog Bo umopovce va  cvumepAdPel To
TOPOKATO:

o [lapoyn vanpesidv LYNAOD ETTEOOL Kot akpiPeiog

e Tayvmra kol tpobopio eEummpétnong

e To va &govue TEAATES EVYOPLOTNUEVOVC
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e Aloatnpnomn KaldV GYEGEMV LUE TOVE TEAATEC

o Tlapoyn mpoidvT®V Kol LANPESLOV UE VYNAT ardOoo

o [lapoyn COOTOV VINPEGIOV UE TNV TPDOTN QOPL.

e Tlapoyn vanpecidv mov emBovpel o TeAdng

e [Ipocpopd TPOoIOVIWV Kol LVINPECIOV YOPIC EAATTOUOTO,
o JVUUOPPMOT] LUE TIC TPOILAYPAUPES

Mia tporelo yia vo KOTAQPEPEL VO, OLOTHPHOEL TOVS DICPYOVIES
TEAGTESC UECO, OE EVO 101GITEPO OVTOYWVIOTIKO mepifaiiov Oa
TPETEL VO OWOEL 1OLALTEPT] TPOGOYH TTHV QVTIANYN TWV TEAOTWOV
VIO TV TOLOTHTO, DTNPETLOY KOl TV TPOIOVIWV.

(Berry 1995, Zeithaml and Bitner,1996)

H moiotnro. vanpeoiaov €yel mpoadiopiotel oov — Evag  TOAD
ONUOVTIKOS — oVUPOLLOVTOS — Tapdyoviag ot ODVATOTHTA
0pPYOAVWONS THS ETOIPIOS VO OLATHPNOEL TOVS TEAGTEG.

(Ennew and Binks, 1996)

Oumg n évvola ¢ mot0TnToS €IVl GTEVAL GLVOGUEVT UE TNV
Kavomoinomn, n omoio cvvoyileton ota mopakdTo(IIpomtonomrac,
1997):

e Trpnon otoyciwv yia otabepdTnTo TALETDOV

¢ Awmictowon Baduov cuctaong e tpanelog e AALOVG
E&étaon g mokiMag tov avatifEpevav epyociov
E&étaom anoxkAelotiknc cuvepyaciog pe v tpdmrela
e Tripnon otoyelov Kol  OlEpedvnon  TOV  OUTLOV

KAEIGIHATOC AOYOPIOGLLOD
® YUYKEVIPMOGOT GTOLYEI®MV Y10 TNV IKOVOTTOINGT| TEAATMV

H 1kavomoinon kot ot d0oTdCES TNC YL VO OITOKTI|GOVY
vonua Ba mpémer va  petpnBovv. e yeviKEG YPOUUES Ol
KUPLOTEPOL AGYOL UETPNONG TNG KAVOTOINONG TOV TEAATOV
eotialovton ota €€Ng onueia (Customers Satisfaction Council, 1995,
Dutka, 1995):
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e H 1woavomoinon tov meAdtn oamotehel v  wAEOV
OVTIKEWWEVIKT] AN popopio TS ayopdc. 'Etot, olveton
dVVOTOTNTO GTNV EMYEIPNOT VO avTIANPOEl TV TpEYovoa,
KATACTOOT TNG ayopdc Kot Vo SLUUOPPDOCEL OVAAOYOL TOL
UEAALOVTIKA TG TTPOYPELLLLOTOL.

e Mo peydin pepido TEAATOV ATOPEVYOVV VA, EKPPACOVLV
TO, TOPATOVA 1] TN OVGAPECKELN TOVS OO TN YPNON TOV
TPOIOVTIOV/VTNPECIOV N TNV EELTNPETNON TNG ETAPELNC,
elte AMOYy® ovyKeKPUEVC vooTpomiog €ite Yot Oev
motevovy Ot N emyeipnon Ba mpoPel oe cLyKEKPIUEVES
OopO®TIKEG EVEPYELEC.

e H pétpnon g kavomoinong tov mtelat®v gival oe 0éon
Vo TPOGO10picel MOOVES KEVKAIPIES) GTI CUYKEKPLLEVT
ayopq.

e H epapuoyn tov Poacikov oapyodv 1Tng GLVEXOLS
BeAtioong omoutel TNV OmOPEN  GLYKEKPIUEVNG
Jdtkaciog PETPNONG TNG KAVOTOINONS TMV TEAUTMV.
Me avtov tov t1pomo ot evépyeleg Pertimong Pacilovrat
G€ MPOTLTTOL TOL €IVl GUUEOVO HE TIG AVAYKESC KOl TIG
embopiec Tov TeELATOV

e H uétpnon g wkavomoinong umopet va fondncel oy
KOTAVONGT] TV YEVIKOTEPWOV OVTIAYE®Y TOV TEANTN Kol
O GUYKEKPLEVH, GTOV TPOGOIOPICUO KOl TNV OVAALGOT
TOV OVAYKOV, TOV TPOGOOKIOV Kol TOV EMOLUOV TOL
TEMATN

e To mpofAnua g VIAPENS SPOPETIKNG AVTIANYNG TNG
1KOVOTOiNoM G avAUESH GTOV TEAATN Ko TN 010ikno™M NG
etoupeiog pumopel va mpocdloplotel amd TtV vAOTOINoN
EVOC TPOYPAUUOTOS HETPNONG TNG Kavomoinonc. Ma
avTdV TOoV TPOTO divetar 1 dvvatotnta va apfivviovv
QVTEC O1 OLPOPES AVTIANYNG

H oyéon «ikovomoinon — oamoooTikotnHToy EIVOL OKOUO TILO
ONUOVTIKY VIO, DTHPETIES TOV OPOPODY TOV TPATECIKO KAGOO KOl
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eivar oot mov kobopilel TV 1KOVOTOINCH TOL TEAATH KOl TH
OLAPKELO, TS TUVEPYOTIOS TPOATECOS — TEAOTH.

(Berry, 1995, Leverin and Liljander,2006)

To onuovTiKOTEPO TAEOVEKTNUOTO LIOG EPEVVOG LETPNONG TNG
Kavomoinong tev meAatdv ovvoyilovion oto €€Nc omueio,
(Dutka, 1995, Naumann andf Giel, 1995, Czarnecki, 1999):

e Ta mpoypAppOTO UETPNONG  IKAVOTOINONG, €POGOV
OMOTEAOVV OGULVEYEIS KOl GLOTNUOTIKEC TPOCTAOEIEC TNG
etoupeiog, PeEATidvVOLY TNV EMKOVOVIO L€ TO GOVOAO TOV
TEAATOV

e H etoupeio pmopel va 0l Katd mOGO Ol VANPEGIEG NG
OVTOTOKPIVOVTOL  OTIC  TMPOCGOOKIES TV — TEAATMOV.
EmnpocOeta, olvetor mn ovvatotnra vo peietndel kotd
OGO VEEG EVEPYELEC, TPOOTAOEIEC KOl TPOYPAULOATO EXOVV
aVTIKTLTTO TNV TEAUTEIN TNG EMLYEIPNONG

e Evtoniovtal o1 KpiGIUES SIOGTAGELS TNG IKOVOTOIN GG TOV
Ba mpémer vo PeltimBovv kabm¢ kol o1 TPOTOL UE TOVG
omoiovg Oa emitevyBei n feAtiwon avtn

e [Ipocolopilovial Ta CNUAVTIKOTEPU TAEOVEKTNUOTO KO
LEWOVEKTNUOTO TNG EMYEIPNONG GCE OYECN UE  TOV
AVTAYOVICUO, COUPOVA UE TIG OTOYELS KO TIC AVTIAYELG
TOV TEAATAOV

e Aivetor éva Kivtpo O©TO TPOCOMIKO TNG €TOPEiNG Vo
aL&NoEL TNV TOPOYOYIKOTNTO TOV, Og00UEVOL OTL Ol
npoomddelec PeEATimONG TOV LANPEGIOV TOL TPOCPEPOVTOL
aEloAOYOLVTAL OO TOVG 101006 TOVG TEAATES
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2.2 M£00601 péTpnong ikavomoinong

Ye autd 10 onueio ¢ PiProypaeikng avaockdmnong Oo
ueletnBovv o1 TpoOmol Ko To. dabEciuo LEGH Yol VO LLETPNGEL
KOVEIC TNV 1KavoToinon tov e€OTEPIKOV TEAATOV. L& YEVIKEG
YPOUUEC TO GUGTNUOTO HETPNOMNG IKOVOTOINGNG UTOPOvV Vo
YOPIGTOVV OTIC €ENG KaTnyopiec, ovaloyo He TNV TNyn g
draBéoung manpogopiac (Woodruff and Gardial, 1996, Cadotte and
Turgeon, 1988):

e Apeoa ovotipote pérpnons: Toa ovotiuota avtd
Bacilovionr ce d€dOUEVO TTOV TTPOEPYOVTOL AUEGO ATd TO
GUVOAO TV TEAATAOV, OTMC IVl 01 EPEVVES TKOVOTOINGTG,
TOL TTOPATOVO TOV TEAATAOV, Ol TPOCMOMIKES GLVEVIEVEELG,
KA.  Ymlpyovuv apketd €10n OQUECOV  GULGTNUATOV
HETPNOMNG IKavOoToinong melat®dv kot kKAe €va and avtd
TOPEXEL AVOALCT] TOL GLYKEKPIUEVOL TPOPANUATOC amd
dlpopetikny omtikn yovia. o mapdderypo, eved ot
gpevveg Kavomoinong eivonr oe Béon va avaldcovy TIC
TPOGOOKIES KAl TIS OTOLTIGES TOV TEAATAOV, TO GCUGTN LI,
eummpétong kol XEPOUOL  Topandvev  eoTidlETON
KUPIWG 6T0 GUVOAO TV OLCOPECTNUEVOV TEANTOV, LE
otOY0 TN dwTnPNon G MEANTEWKNG PdAong kot v
avaKINon NG KotovoA®Tikng mwiote. Ta  dueca
GUGTNUOTO UETPMNONG EXOVV VAL KTTPOANTTIKO» YOPOKTI PO,
dgdopévov  OTL  pmopovv  va  mpoteivouv  dopOlwmTikég
evépyeleg  mpwv  ovuPodv  avemBOuNTEG  KOTACTACELS
(dvcapéokela, TaPATOVO TEAATOV, KAT).

e 'Eppcsca ocvompoata pértpnong: Iopd to yeyovdg oti to)
EUUEGO GLOTNUOTO LETPN OGS OV lvor 6e BEom amd pova
TOLG VO EMADGOVV TO TPOPANUA TG UETPNONS NG
KOVOTTOINONG TV TEANTAOV, UTOPOVV VO TPOSPEPOLV
onuavtikn Ponbew. Ta ocvykeKPUEVA  GLGTHUOTA
Baocilovion e dedouéEva OV AMOTELOVV TO OMOTEAEGLOL
NG KAVOTOINoNG TOV TEANTOV, OTMG £ival TO VYOS TMOV
TOAMCE®Y, TO UePidlo ayopdc, KAm. I'a to AOYo avtd ot
evépyeleg mov Poacilovtor ce TETOOL €idOVE dedopéva
UTOPOVV Vo YopoKTNPLe0obv ®¢ «OepamevTikécy, apov
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npoonafovv va dopbdcovy avemBounTteC KATOUOTAGELS
oL £yovv NoN cvuPei.

‘Evag evaAlakTikOg 010y®mpiopos TV CUCTNUATOV LETPNONS
kavomoinong melatmv mpoteivetal amd tov Czarnecki (1999) ko
amoteAeital oo TIc €€NC KATNYOpies:

Aneco. CUGTI LT nETPN oG, o omoia
YPNOIUOTOOVVTAL GLVOWS Otav pw dtdtkocio 11 Eva
YEYOVOS  KOTOYPAPETOL GE  €VO.  OUTOUOTOTOUNUEVO
ocVoTNUo. Kotd TN Odpkeln mov ovtd ocvpPaiver (m.y.
dueon xotaypaen mapandvov o H/Y vy éva kévipo
eELINPETNONC TEAUTOV).

"Eppeoa GUGTNLOTO, nETpOoIC, o omoia
YPNOLOTOIOVVTOL YO TNV KOATAYPOPN YEYOVOT®V TOL
Exovv No1 cvuPet (.. avaAVGT SEOOUEVOV TOANCEWDV).
YTOTWOTIKG  oglypata, To  omoid  umopovv  vo
ypnoworomBovv ya ™ Spdpemon mpoPAéyewv ce
TEPITTMOON TOV TO GLVOAD T®V OEdOUEVMV €lte dev elvar
dwaBéaipo, eite eivar apketd OVGKOAO va amoktnoel.
YUvevTEVEELS KOl EPEVVES, Ol OTTOLEC ATOTEAOVY TO TAEOV
GUECO CUOTNO LETPNONG TNS IKOVOTOINGTG TEAATMV Kl
TNV HOVOOIKY] EMAOYN G€ TEPIMTOON OvVAALGONG NG
GUUTEPLPOPEC TV TEAUTDV.

Mo dAAN KOTNYOPlOmOiINoT TOV EPELVAOV  1KAVOTOINGMG
TEPMOUPAVEL TOGO TIG TOLOTIKESG, OGO KOl TIC TOGOTIKEC EPEVVEC,
01 0ToieC 01 POPOTOLOVVTOL KVPIMS OVAAOYO LE TO TEPIEXOUEVO
Kol TouG otdyovg tovg (Dutka, 1995). O PBaciko¢ 6TOYOC TOV
TOLOTIK®V EPEVVAOV 1KOVOTTOINGNG €lvol 1 EE0YMYN OVOAVTIKNG
TANPoQopiag Kol TPOGHETOV SIEVKPIVICE®Y Y10 TI] GTACT] KO
TIC AMOYELC EVOS GLVOAOV TEAATMV.

To KOp1OL YOPAKTNPIGTIKA TV TOLOTIKOV EPELVOV EGTIALOVTOL
Kupiwg ota £€N¢ onueia (Taylor and Bogdan, 1975):

Ot amovtoel TV TeEAAT®OV dev €YoV TPOKAOOPIGUEVN
Hopen.
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e To amoteléopato TOV TOOTIKOV epevvav Pacilovial, o€
éva peydio Babud, otny mapatrpnon.

e To delypo tov meAat®dv OV ypnoluomoleiton eivor pUikpo,
aAQ  mpayuatomoleiton  oe  PabBoc  avdivon NG
GUUTEPLPOPEC TV TEAAUTOV.

e YuvNbwg, dev  elvor  Ovvar] 1N YEVIKELON  TOV
OMOTEAECUATOV.

To mAéov ocvvnOiopéva mapadeiyuoto TO0TIKOV EPELVOV
avantbeoovtal and tovg (Dutka,1995, Naumann and Giel, 1995,
Woodruff and Gardial ,1996, Kessler,1996) kot ivout:

o Yvyvevreviels oe PBaBog: Ilpokertar Yo TPOGOMIKEG
OUVEVTEVEELS UE TEAATEC NG ETAPEiNC, Ol  OMOlEC
neptlapPdvoov  ocovnbog  vevikég  gpomoels. Ot
OTAVINOEIS TOV TEAATOV €ival oVOIKTEC, 0EO0UEVOL OTL
dev VIapyEL TPOKAOOPIGUEVO EPMOTNUATOAOYI0, OALE Eva,
YEVIKO TEPlypapo P To KOpLow onpeion TG cuvEVTELENC.
O ypoévog ¢ ovvévievéng elvor oyetikd peyarog (1-2
wpeg), evod Ba mpénel vo onuelwbel witepa OTL KAbE
€100V €100V cLVEVTELEN Ba Tpémel va. avtipetomileTon
®¢ Ho EEYOPIoTN KAl LOVOOLKY] HOPPN EXIKOIVOVIOG LE
TOV TEAATN).

e Opaosg ovlntmong merhatov: To cvykekpluévo €idog
TOL0TIKNG €pELVOG apopd opddec meratmv (5-10 atduwmv)
LE GLYKEKPIUEVA YOPOUKTNPIOTIKA, Ol 0moiec ovintovv
avolKTa YOp® amd €va mpoxkabopiouévo BEua mTov apopd
v etopeio. H cvlntmon ovcwoctikd mpaypotomotleitol
uetaly tev melatmv, dedouévov OTL 0 LIEVOBLVOC NG
etoupeiog amAd cvvtovilel T pon Kot TO TEPIEYOUEVO TNG
Kol €tol dtvetar 1 dvvatdOTNTO, 1 OTAVTNON KATOL0V
TeEMAT Vo TPOKAAESEL TO. GYOAM €VOC AAAOL TEANTN
K.0.K. Eivar o@oavepd 011 tOo 0amoteAéopato NG
CUYKEKPUEVNG  Katnyoplog €pevvav  €E0PTOVTOL  OF
ueydio Babuo amd t ovvbeon g opddas. I'a to Adyo
aVTO TPOTIUATOL O CYNUOTICUOS TOAADY OLOPOPETIKMDV
oUAd®V TEANTOV, UE EExmPloTd yopakTnploTika (Gerson,
1993).
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o Tlapoatnprocis: Xe 0PKETEC MEPIMTMOGELS, Ol TEAATEC OV
elvar oe 0Béomn va yvopilovv TIC OvVAYKES KOL TIC
TPOGOOKIEC TOVG, TOVAAYIGTOV GE £vOl GLVEIONTO EMIMEDO.
‘Etol, m oLAAOY aUTAG TNG TOLOTIKNG TANPOPOPIoG
Baciletor oty mOPATAPNON TOV TEANTOV KOTA TN
OlapKel ayopdic M YPNONG EVOC TPOTOVTOG 1 LINPEGING.
Me oavtdév 1OV TPOTO EAAYICTOMOLEITAL 1) EMPPON TOV
TOPOYOVIMV TNG £PEVVOG IKAVOTOINONG (EPOTNUATOAOY10,
EPMOTAV, KAT), OGOV 0QOPA GTNV OVTIKEILEVIKOTNTO TOV
anoteAecpdtov. Or TEYVIKEG TOPATPNONG OLPEPOLY
onNUovTIKd petacd tovs. Mmopel gite va €govv T HopeN
EMIONUNG TOPATNPNONG ANO EKTAIOEVUEVO TTPOCMOTIKO TNG
gtoupeiac, €ite vo  TPOYUATOTOODVTOL YEVIKA OO
VTOAANAOVG TOV £PYOVIOL GE EMOPN UE TOLG TEAATEC
(ToANTéC, TEYVIKOL, KAM). X€ KOAMOLEG TEPWMTOCELS, M

GUYKEKPIUEVT TOLOTIKN Epevval umopet vo
npaypotorombel  kor  pe  unyovikd  péca  (my.
BivteookoOmMon).

o YvuPovievtikég opdoeg mehatov: Ilpokeitar yo €va
€l00C TMOWOTIKNG €pevvag tKavomoinone mn omoio potdlet
apKETA UE TIC Oonadec ovlinmong meiotowv. H Paocum
dtopopd eotidleTon 6T GVGTOCT TNG OUAONG TEAATMV, M
omoia: €yel Owdpkewn 1-2 €, €yl peydho Pabuod
OUOYEVELOG KOl OoyoAeiton Kol ocvlntd €va YvmOGTO Kot
npoxkabopicuévo BEpa.

Avtifeto 01 TOCOTIKEG £PELVEG KOVOTOINGNG €YOVV MG
Baocikd otdxo TV €aymy OCLYKEKPIWEVOV UETPOV  TNG
1KOVOTTOINoNG TOV TEAATOV, To ool Pacilovtol G GTATIGTIKA
aSomiota ogdouéva. Me avtdv tov Tpdmo elvor dvvorn M
YEVIKELON TOV OTOTEAECUATOV TNG £PELVAC GTO GUVOAO TOV
minbovcuod ¢ melatewokne  Paonc. Al oMUOVTIKA
YOPOKTNPIOTIKA TOV TOWOTIKOV EPELVAOV KAVOTTOINGMG &lvart
(Dutka,1995):

e [a ™ Odwelaywyn ™G £pevvag YPMNOULOTOLEiTOL  Eval

OOUNUEVO  EPMOTNUATOAOYI0, EVEO  OMOPEVYOVTOL Ol
«ovolKTEC) epmtnoels. To péyeboc e mAnpogopiac mwov
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OLAEYETE Yoo KABE meAdn elvol oyeTiKd HKpO, GAAL TO
detyua ¢ €pevvag ival apkeTd LEYAAO (CUYKPITIKA LUE TIC
TOGOTIKEC EPEVVEC).

e To amoTEAEGUAT TOV TOGOTIKOV £peLVAOV Pacilovtal, €
OVUYKEKPIUEVEG  EMIGTNUOVIKEG UeBOdOVE Kol  povTEAQ
TOCOTIKNG OvAAvong (avaAivorn OedouévmY, GTOTIGTIKY,
KAT).

e Eivon dvvatiy n pé€tpnomn mmg allayng g oTdong Kol Tov
ATOYEWMV TOV TEAATOV KATA TN SLAPKELD TOV YPOVOV.

Ot ocvvnbéotepor tpoOMOL AECAYDYNG TOGOTIKOV EPELVOV
kavomoinong eivon (Gerson, 1993, Massnick, 1997):

o Tayvopomkéc éEpevves: Ilpokertar Yoo tov  mAEoV
YOPOKTNPLOTIKO TPOTO JeCaY®MYNG TOCOTIKNG EPELVOG
Kovomoinong, 0edouévou OTL T0 KOOTOG €lvol GYETIKA
YOUNAO. Ot ToyLOPOIKES EPEVVEC UTOPOVV VO KOADWYOLV
eOKOAO UeYBAo Oelypota TEAATOV OO  OLOPOPETIKES
Ye®YPAPIKES TEPLoYEC. H cvyypovn teyvoroyia pumopel va
dMGEL AVGELS 6TO TPOPANUO TS AVTOUATNG EICOYMOYNS TNG
minpogopiag Kot G avamtuéng  oyeTiknGg  Pdong
dedopévav. Ot ToyLOPOMIKES EPEVVEC OTOTEAOLV 1N
BéATiotn AOoM o€ TEPIMTOGEI OMOVL &ivar OVOKOAN M
TNAEPOVIKY] ETKOWVOVIOL 1 1 TPOCMTIKT] GLVAVINGT] LE
TOV TTEANTY).

e IIlpoocomkéc ocvvevreviels: H ovykekpuevn xatnyopio
TOLOTIKMOV €PELVOV Olvel TN SVVOTOTNTO TPOCOTIKNG
emaeng pe tov meAdn. ['a 10 Adyo avtd mpoTIidVTIOL GE
OPKETEC TEPWITMGELS ONO TIG EMYEIPNCES KOl TOVG
OPYOVICHOVG, ©6TO TAiclo Onovpyiog wag opofoiog
ox€oNg EUMOTOGUVNG Kol  €vOG  UOVILOL  O10VAOV
EMKOVOVIONG, av Kol TopovVcLalovv OPKETA
LELOVEKTNLOTO KOl OETOVY 0pKETOVE TEPLOPIGLOVE (VYMAO
KOOTOG, £€E10IKEVIEVO TPOCMOTIKO, KAT).

o Tniepovikég é€pevveg: H  tedevtaioc  onuavtikn
Katnyopiot OovoQEPETOL OTIC TNAEPOVIKEC €PELVEG, Ol
omoieg o€ éva Babud cuvovdlovy T YUPAKTNPIOTIKA TOV
wponyovuevov €0wv. Etol, ot Thiepovikés E£pevveg
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oltnpobV 10 OTOWEID TNG TMPOCOMTIKNG ETMAPNG, EVO
ToVTOYpova divetar 1 dvvaTdTNTO EVUKOANG KAALYNG
OTTOUOKPUOUEVDV YEQYPUPIKDOV TEPLOYDV KOl UEYAA®V
deyndtov. To onNUOVTIKOTEPO YOPAKTINPIOTIKO TMV
TNAEPOVIKOV EPELVAOV EGTIALETOL TN OLVATOTNTA AUECNG
O100ec1UOTNTOC TV  OMOTEAECUAT®V, OAAD KOl OTN
LEI®ON TOL OTATIOTIKOD GOAALATOS TOV OPEIAETAL GTNV
dpvNom amOKPIoNG TOV TEAUTMV.

To  onuovTIKOTEPD TAEOVEKTNUOTA TOV  TOYLOPOUKOV
EPELVAOV ElvaL:

To K6010G €lval GYETIKA YAUUNAO

O mweAdTNC £xEL TN SOLVATOTNTA VO LEAETIGEL TPOGEKTIKA TO
EPOTNUATOAOY1O

H «dioyn odeiypotog melatodv omd  SOPOPETIKEG
YEDYPAPIKES TEPLOYES EIVOIL GYETIKA EVKOAN

Agv vrépyel duvatOTNTO ETPPONG TOV TEAATN OO TOV
EPOTOVIA,

Ae diveton oe wopio wepimtwon 1M aicBnon ¢
(POPTIKOTNTOG

O YpOVOC GLUTANPWOONG TO EPOTNUATOAOYIOV EMAEYETOL
and Tov mEANTN Kol 1 dtodtKacion Umopel v dlaKomel Kot
VO, GUVEYLIOTEL avaAoya e TIS EmBLLiEC TOV

Avvatodtnrto TPNoNS TG AVOVLUING TOL TEANTT

Evo ta onuavtikotepa pLeloveKTHaTO, EIVAL
e O ypdvog Olekmepaimong Tne £€pevvac elvorl apketd

UeYAAog

Ag divetor M OLVATOTNTO TPOCEKTIKNG OVAYVOGCNG KOl
LUEAETNG TOL EPMOTNUATOAOYIOV atd TOV TEAATN

Agv VILAPYEL n dvvatotnTo GUVTOVIGLOV,
TOPAKOAOVONGNG Kl EAEYYOV TOV ATAVINGEMV

Y& OPKETEC TEPIMTMOGELS £fval OVGKOAN N KOOTKOTOINO™NG
Kol 1 oavédAlvon TS TANPoEopiac mov TPOoEPYETAL Amd
KOVOIKTESH EPMTNGELS

To epOTNUATOAOY10 TPEMEL VO UNV €TVl TOAVTAOKO
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e O ypdvoc Olekmepaimong e €pevvac elvol  apKeTA

UEYAAOG

e To MOGOGTO AVTOTOKPIONG TV TEAATMOV Elvol GYETIKA

XOHNAO

e To KO60TOG €lval GYETIKA VYNAO

2HETIKA pe TNV HLEB0OO TV TPOCOTIKMOV GUVEVTEVEEMV TO,
TAEOVEKTN AT Elva:

Ymapyel n dSuvotdHTNTO GLVTOVIGLOD, TOPUKOAOVONONC Kot
ELEYYOL TNG ATOKPIGNG TOL TEANTN

Ot avtopdoelc Tov MEAAT KOTA TN OUPKEWD TNG
GUVEVTELENG LTOPOVV VO KOTOLYPOUPOVV KOl VAL, AvOAVOOHV
Atvetor 1 dvvatOTNTOL  TPOCMOMIKNG KOl GUECTC
EMKOWVAOVIAG LE TOV TEANTT

Mmopotv va 1000V TpocOeTeC EMEENYNUATIKES EPOTNGELGS,
EKTOC EPOTNUATOAOYIOV

Aivetat n SuvaTOTNTO YPNCYLOTOINGNG OTTIKAOV LECHV KO
TOPOGTAGEDV

Avtifeta o petovektnuato eivot:

O xaBop1odg Tov delyHaTog lvo apKeETA OVGKOAOG.

Ag odlvetalr m OvVATOTNTA TPOGEKTIKNG OVAYVAOGOTG Ko
LEAETNG TOVL EPOTNUATOAOYIOV OTO TOV TEAATN

Etvoar dvokoAn m kdAvyn Oetypuotog omd OlopopETIKES
YEOYPOUPIKES TEPLOYES

O epot®V umopet vo eMNPEAGEL TIC ATOVTINGELS TOV TEAAT
H ovykexkpiuévn épesvva pumopel vor OnNUovpyncel kAo,
QOPTIKOTNTOG

H ovvévievén oe Ba mpémer va dwaxkomel kab’ OAn 1
ddpreld g

Amouteitar onuovtikny e€eldikevon Kol eKmoidgvon omod
TOV EPOTOVIO,

Eniong ypnowomoioviag TG  TNAEQPOVIKEG — €PEVVEG
wKovomoinong  umopel  koveic  vo  OlOmMIGTMOCEL  OTL  TO
mAeovekTnUaTa TG nebodov givat:
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Yndpyet n OuvatOTNTO GLVTOVIGUOV, TOPUKOAOVONCNC Kot
ELEYYOL TNG ATOKPIONG TOL TEANTN

To moc0oTO AVTATOKPIONG TOV TEAATOV Elvol OYETIKA
VYMAO

O ypovog dekmepaimonc TG Epevvag elvort oYETIKE LKpOC
H «dioyn odeiypotog melatodv omd  SloPOPETIKEG
YEOYPOUPIKES TEPLOYES EIVAL GYETIKA EDKOAN

To epoTNUATOAOY1I0 Umopel va elvort apkeTd TOAOTAOKO
Mmopovv va 1000V Tpdobetec emeENyNUATIKEG EPMOTNCELS,
EKTOC EPOTNUATOAOYIOV

To amoteAéopata eivor O100E01IL0. GE GUVTOUO YPOVIKO
ddoTnua

Evo ta petovektiuatoa g etvon to akdAovba

MeydAn duckoiio TPOGEYYIONC OPICUEVOV TEAUTDOV

Ag odlvetar m OvVATOTNTO TPOGEKTIKNG OVAYVOONC KoL
LEAETNG TOVL EPOTNUATOAOYIOV OO TOV TEAATN

O epOTOV Umopel val EXNPEAGEL TIC ATOVTIGELS TOV TEAATN
H ovykexpiuévn €pevva pumopel vor ONMUIOVPYNGEL KA
POPTIKOTNTOG

H ovvévtevén oe Oa mpémer va Owakomel kah® OAn 1
SLApKEL TNG

Agv vmapyer M SuvoTdHTNTO  YPNGLULOTOINGONG OMTIKAV
LECMV KOl TOPUGTACEDV

Mwo  evOAAOKTIKT]  KOTNYOPLOTOINGT TV EPELVAV
wkavornoinong Paciletar oto péco mov eivar vmevBouvo yia ™
dayeipon ¢ €pevvac. ‘Etor Eegympilovv tao akdrlovBa €idn
(Vavra, 1997, Hill, 1996, Customer Satisfaction Council, 1995):

e 'Epevvec 1kavomoinong dayelptlOUEVES OO TO TPOCMTIKO

™G E€TAPENG, OMMC Ol TMPOCMMIKEG GCLVEVTELEEIS, Ol
TNAEPOVIKEG EPEVVEG, KATL.

‘Epevveg kovomoinong otoyelptlOUEVEG OO UMYV LOTOL
OTmC 01 €pevveg kovomoinong oto Internet, 1 AmOGTOAN
EPOTNUATOAOYI®V UE O10KETEC, TO E€O0IKA KIOOKIO UE
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QLTOMOTEG  UNYOvEG Tomobetnuéva o YOPovg Omov
oL VALovV TEAATEC, KAT.

AvtodtoyelptllOueves  €pevuveg  kavomoinonsg, Omme ot
TAYVOPOUIKEG EPEVVEG, 1| CUUTANPMOGCT EPOTNULATOAOYIOL
Kotd T Odpkew eEumnpétong  (my.  Eevoodoyeia,
oLuvEdPLO, KATT) Kol YEVIKA GE TEPIMTMOELS OMOL &iva
otaféoun n peydin udlo TV TEAATOV

H épevvo. ikovomoinong welatav mpayuotonoieitor ue t fonbeio
EPWTNUOTOLOYIWV.

(Lin,1997)

O 1pOTO¢ Y10 VO UETPIOEL KAVEIS THV TOIO0TNTA EIVOL TO, TOPOTOVOL
TV TEAOTOV KAl 1] EPEVVO, IKOVOTOINONG TEAATDV.

(Chapman,1997)

Ocov agopd TV HETPNOTN KAVOTOINGNG a0 TO GYEOLNCUO
TOV TPOIOVIOV KOl TIG VANPEGIES, Ol TPOTOL TOL UTOPEL pio
TpAmeo VO GLYKEVIPMOGEL TIC OOPOUTNTES TANPOPOPIES Elvar Ot
akoAov001 (ITpwtonanac,1997):

‘Epevvec ayopdc

[TAnpopopnon péow benchmarking

EvBdppovon tov vroAAov  va  mpofdAlovv  Tig
OTALTY|CELS TOV TEAUTDV

Atumeg ou{NTOoELS e TEAATEC

[TAnpo@dpnon HEcm mpounBevtv

AmOGTOAM EpOTNUATOAOYIOV

YnofoAn mpotdcewv amd TEAATEC

YVVOVTNOELS L€ OUAOEC TTEAATMV

EmumAéov n etapia Inquire Market Research vrootnpilet 61t
N wovomoinon PeAtidvetor HOVO OTAV EKUETOAAELTOVUE TO,
OMOTEAEGUOTO OC £PELVOG IKAVOTTOINONG. AVTO GLVERAYETOL
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o1l To. amoteAéopato Tov Bo oG 0N YHoCOLY OTNV EMAOYN TOV
KOTOAMANA®YV  0AAOY®V — OTOTOUV KOl TO  OVTIGTOU(O
EPOTNUATOAOY10.

To cwotd SouNUEVO EPOTNUATOAOYIO TPEMEL VO TEPLEYEL
avolYTol KOl  KAEWOTOO  TOMOL  EPMTINCELS, EPMTNOELS
1KOVOTTOINONG, EPMTNCEIS OV OPOPOVV TIC TPOCIOKIES TMV
TEAATOV, KOTAAANAG emAEYUEVT] KAILOKO KOl TPOTAVI®V VO,
anevBovovton oe apepdAnmto deiypua. Idwitepn Eupaocn mpémel
va, 000el 010 YEYOVOC OTL M Kavomoinom umopel vo ivorl ko
LETPO OIOO00TC TNG ETALPIOG.

AomoToveTol OTL:

Ikavomomuévog meAdng < mMGTOC TEANTNG

H napandveo oyéon oeiyvel 6Tt 0 TGTOG TEAATNG UTOPEL VO UNV
elvar amdAlvto kavomomuévog oAld umopel vo punv gival oe
0éon va kaver o aAdayn. O avikovorointog maAl umopet va
glvon moToG.

ITiot6g meEAdTNC & KEPOOPOPOG TEAATNG

H napandve oyéon emonuoaivel o motdg meldng Ogv eivor
amopoitnTo KePOOPOPOC.

Ikavomoinom < k€pdn

Ikavomoinomn & deiktnc amodoTKOTNTOC

Avtd mov mpoteivetor e€ivar vo HeAETNOOVV TPOGEYTIKA Ol
TOPOTAVED  GYECELS KO TOVTOYPOVA  GUUE®VO,  UE  TO
OMOTEAEGUATO. NG EPELVOG VO GYEOIGTOVV Ol EMOUEVEG
KIWWNOELS Kol aAAayEC TG Topeiag e entyeipnong.(Craig C.J. and
Ramaseshan B., 1994).
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H évvoia 100 uapketivyxk koi 1 oyéon mWEACTH —EMLYEIPNONG
OTOTEAEL  éva.  «ONUEIO EOTIOONGY, TOL EVOMUATWVEL THV
eCOTNPETNON TEAOTOV KO TNV TOIOTHTO. COUPWVO. TAVTO, UE TOVS
KOVOVES THS 0YOPUG.

(Christopher, 1991)

To mo onuovtiko e€ivar 10 oxé010 ™S oTPoTNYIKNG Tov Oo
oxKoAovOnoel uia  emyEipnon Vo TPAYUOTOTOIEITAL KOI VO,
amodelkvoel ooa vmooyetal. Eivor dypnoto évo, midvo marketing
OV OEV UTOPEL VO TPOCPEPEL TOLOTIKG 0000 Kol DTHPETIEC.

(Payne and Clark, 1996)

2.3 'Epevveg wkavomoinong eEOTEPIKAOV TEANTOV GE
TPOmeCIKA 10pOpaT

XV mapodcsa evOTNTo. 0 GTOYOC €lval 1 dlepevvNoN TOV
JOOTAGEMV IKOVOTOINoNG TOV TEAATOV 6TOV TPATECIKO KAAOO.
ITo ovykekpéva Ba  yivel ovaeopd o©e€  EPEVVEG  TOV
npayuotortomnkayv ce dAla Tpomelikd 10pOUATO TPOKELUEVOL
VO LETPNIGOVV TIG EMOOGELS TOVG.

To 1998 (TloAitng) mpaypotomo|Onke Yoo AOYOPLACUO TNG
Eumopucric  Tpdmelog oto  voud Xoviov por  €pgvva
Kovomoinong meAatwv. To epOTNUATOAIYIN. CUUTANPOVOVIAY
and TEANTEG TOV GUVOALAGCOVTAY [LE TO KOTOGTILOTO OVAOVULLOL
KOl GUAAEYOVTOV OTIC KAAmeg mov elyov tomoBetndel y 10
OKOTO aVLTO .XTNV €PELVA TO UEYOADTEPO TOGOCTO TMOV
epOTNOEVTOV NTOV 101DTEC KOl TO DITOAOUTO NTOV ETLYEIPTCELS.
To kprtplo mov ypnolpomomdnkay yio TNV opydvmoen Tov
EPOTNUATOAOYIOV MTOV TO TPOCMTIKO, TO TPOIOVTIA, 1 EKOVA
oV TpomelKov opilov, N e&vmnpétnon ko 1 TpocPocn ota,
kotaotnuato. Ilo avaAvtikd ot empuépovg Sl0GTACES TOV
Kprtnpiov Nrav:

e [Ipocomiko

1. YW®GCELS TOV TPOCOTIKOV
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2. tayvTa — akpifeto eEummpétnong

3. EMKOVOVIOL LLE TOV TTEANTN

4. PIAIKOTNTO — TPOCMOTIKN GYECN
[Ipoidvta

1. moucida tpoidviwv tpdmelog

2. andooon

3. €EE101IKEVUEVEC EpYOGiES

4. emPapovon
Ewova

1. péyebog opirov

2. TEYVOAOYIKT] LITOOOUN

3. TANPOTNTA TOPOYDV OLUAOV
E&vmmpémon

1. mepiBariov — opBotnTa YDPOL

2. xpOVOG OVOLLOVTG

3. ddikacieg eEumnpétnong —ypagelokpatio

4. evnuépmon
[IpocPaon / mpocéyyion

1. diktvo tpamelog

2. SLGAEITOVPYIEC GLGTNUATOC EELINPETNONG
tomofecio KataoTUdTOV

Y& £pevvo mov mpoayuotomoincav ot Metawa, Almossawi
(1998) otovg mehdteg TV TpOmMELDOV OYETIKA pHE TNV
IKOVOTTOINGT TOVC OO TO TPOIOVTO KUl TIS VANPEGIES TOV TOVG
TpocPEpel M tpdmelo mov GuVVEPYALOVTAL, TO EPWTNUATOAOYIO
TEPIMAUPOVE EPOTNGELS TOL AUPOPOVGAV:

o [lpocomikéc AeTTOUEPEIEC, OTTMG:

1. Tovg AOyovg oL TOLG 0ONYNCGAV GE CUVEPYACIN LE
v tpdnela
2. To ypoviko ddotnua cuvepyaciog
e YTOlYEld TOV APOPOVV TOV AOYAPLAGHO TNG Tpdmelog:
1. IT6ca dtopa mepriapfdvovtol 6To Aoyoplocuo
2. To ypovikd ddotnuo mov YPNGLOTOIETAL and TOV
TELATN O AOYOPLOGUOC
e Ikavomoinon amd KavoviGpovg mov emiPdilovtol amd
TN KOtoyn AOYoplocu®my, Ommd:
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1. [IpoPApota. mov £YOVV OVTIUETOTICEL HE TOVG
KOVOVIGUOVG
[kavomoinon and KavoviGrovg
['vooun and kupwcelg mov emPdilovton
Evnuépmon ex uépovg tce tpdmelog
2oyvOTNTo. MOV  £PYOVIOL  OVTIIUETOTOlL  LUE
TpofAnuoTo;
e [lapamova
1. 'Exovv kdvelr moté mopdmova, yio OLGAEITOLPYIES
KoL TpoBANpoTo,
o [IpounbBelec — ypewoelc
e [loco mov £yel kataPinbdel cuvolikd OAa T YpOVIOL TNG
ocvvepyaciog pe v tpdmelo
e Yuyvommta KkataPoAng mpounbewdv —  @Opov  —
YPEDCEDV

bW

Mw and6 T11¢ yvoototepeg tpameleg ot ItoAia
TpaylaTonmoince £pgvva tkavomoinong neiotov 1o 2005. Xty
épevva ovppeteiyav 2105 meddteg and 118 vmokatactruoTo
tov opihov. H wavomoinon tov meldtn mpoodiopileton amnd 2
K0Oop1oTIKODG TOPAYOVTEG: TOL TPoiovTa kot v tpdmela. H
HEAET TOV  omOTEAECUAT®OV  VTooTNnpilel okOpo  OTL  «O
KOVOTTOTNUEVOC TTEAATNG» Elval Kol «TOTOOY.

Ta kprtplo a&loAOYNoNE TNG IKOVOTOINGCNG TOV TEANTMV
gltvat:

o Ewova tpdmelog

e Yyéom He TOV ovvePYATN TG TPATELAC- IKOVOTOinon and
TPOGMOTIKO

e Apeon- amoteAecpatikn eEummpétnon

e [lowiAia mpoiovimv

e AmOd00T —0GPAAELD TPOTOVTOV

o XpoviKd O1AGTNUO GLVEPYOGTOG

e YuYVOTNTU GLVOALAYDV

e [Kavomoinon amnd YPeOGELS

e [Kavomoinon and to diKTLO TOV OUIAOV

e MikpOc YpOVOG VaLOVIG
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e EvVKoAN mpoOGPaot 6To VTOKATAGT LT

O Bitner (1990) ypnotiuomoinoce TeEYVIKEG Kol HEDOIOVC
TPOKEWEVOD VO, SLOMIOTMOCEL TOVC AOYOLG 7OV Umopel va,
YOPOUKTNPIGOVV TOV TEAATN TKOVOTOMUEVO 1] U1 IKOVOTOINUEVO.
Evtomoe Aourdv pa facikn katnyopio Tov apopd Tn GYEGT TOL
weAMdTN pe tovg vaAANAove. ITo cvykekpuéva mapabiter po
CEPA  YOPAKTINPIOTIKOV Ol0GTACE®Y oV gvhvvovtol Yo TV
ovUTEPLPOPE (IKOVOTTOINGT) - SUCOPECKELD) TOV TEANTY:

e [KOVOTOUUEVOL TEAATEC

1. OeTiKn] OVTOTOKPIOT VIOAANA®DV OTIC OVAYKES Kol
TO, UTNUOTA TEAATAOV (1] OvvatOTN T Kot 1 Tpobupia
TOV VTOAAMA®V LECH TN EMOPNG LE TOVG TEAATEG
vo, avtanokplBodv otig mpochetec avdykec kol to
TPOGOETO AT UOTO TOVG

2. Ambvimon — g€nynon vroAANA®v ot TpoPAnuaTo
TOL GCULOTNUOTOC TAPOYNG LANPESIOV (M  AueoT
OVTOTOKPIOT TOV VTOAAMNA®V GTIS OmOTVYIES TMV
VANPECIOV KOl TO TPOPANUOTA VLANPECUDV TOV
TPOKAAODVTIOL OO  TO OVETOPKEG  GLOTNUA
VANPESLOV, T ovOpdTIVOL LGB, | AALEC auTiec)

3. Ot vtaAAnAot evyopleTovY ALOOPUNTI TOVE TEAATEG
EVYEVIKT] CLUTEPIPOPE  TOV VITOAAA®V ATEVOVTL
oTOVG TEAATEG, OV €ivol aANOVA amPOGOOKNTEG
amd avTovS, ALY OVTIANTTH Kol KOAOOEYOVLLEVT

e AvcapeotnuUévol TEAATES

1. Amotuyio. vo oavtomokpel oTic avdykec kol Tto
aUTNUOTO TEAATOV (ayVOOVTOGS TIS OVAYKES Kol TO
QITAUOTO  TOV  TEAOTOV  ONA.  ampoBvuio  va
eCummpenoel oe  TVYOV TPOCOETEC  EPWTNGELC,
amopieg Kol SIEVKPIVIGELS)

2. Amotuyio vo amokpibel 6e TUYOV OSLGAELITOVPYIEG
TOL GUGTNUOTOC TOPOYNS LANPESIOV (amoTvyia, va
OVTILETOTIGEL 0 VRAAANAOC TNV KOTACTOON KOl
otvel  apyntikég omavtinoelg 1 okouo  Oetikéc
OTTOVTIGELS TOL OU®E Otvovton ampdbvua
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3. Ot vadAAnAotr amoyontehovy OmPOCUEVO  TOVG
meldteg (01 VTAAANAOL TAPEYOLY VTNPECIEC GTOVC
meldTeC ue doynuUo TPOTO, AMPOGOOKNTO KOl VIOV,
aPVNTIKO)

Ye por akopa Epevva Tov mpoypatonodnke oe tpdmeles
ot Néo Znlavdio Kol a@opd TNV IKOVOTOINGCT TEAUTMOV

(Colgate and Kate,1996) e£eTdoTnKOV O TOPAKATW TOPALETPOL:

¢ H wavomoinomn tov teEAAT®V 0€ GYEGN LE TNV TPOCOTIKY
andooon TV  TPUneloDMOAMA®Y pHE TOVG  OmMOioVG
EPYOVTOL GE EMAPT] OE CUYKPION LE EKEIVOVG TOVG TEANTEC
TOL O0EV £YOLV £VaV TPOSHOTIKO TPOTELOVTAAANAO

e H dvcapéokeln TV TEANTOV GE GYECT UE TNV TPOGMOTMIKN
anddoon TV TPONELOVMOUAANAOV GE  oLYKPION L€
EKEILVOVG TOVG TEANTEG OV OEV  €YOVV EVOV TPOGMOTIKO
TpaneCoVTAAANAO

e [voom 7 Oyt TOL OVOUOTOC TOV  TPOCOTIKOV
TpaneCoVTAAANAOD

e YUYVOTNTO EMOPTC TOL EPYETAL GE EMAPN O VITAAANAOG e
TOV TEANTY| LE TTOPOTPLVGT) TOV TEAELTOIOV

e YuYvOTNTO EMOPNC 7OV EPYETAL O TEAATNG MUE TOV
VILAAANAO LE TOPOTPVVOT] OO TOV TEAELTOIO

e ['evikn amoddoon tpaneldv

e [[BavotNTO NG OLVEYIONG TNG OLVEPYLCIOG HE TN
GUYKEKPLUEVT Tpamela

e [lBavéTMTOa G oOVotaong g tpdmelag o GAAOVG
EVOLOPEPOLLEVOVG

Xy Taidavon mpaypotoromdnke pion OLOKANp®UEVT EpEVVA
YL TNV 1KOVOTOINGT TOV TEAAT®V, TNV OYECN TOLG LE TOLG
VILAAANAOVG, TNV GYXE0T TOVC WE TIC LAINPEGIES TNG TEYVOAOYIES
aAAQ Kol omd TIC vanpeciec mov dgv oyetilovion pHE TO
O1odikTvLo. AkoAovOel TO  EVOEIKTIKO EPOTNUATOAOYIO TTOV
YPNOLOTOONKE KOt £YEL YOPIOTEL GE OYTM EVOTNTEC.
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Evompra 1": Aiampoowmixyy  wkavomomtikyy  oyéon meAdtn-
ePYa.LoUEVOD

1.

2.

O vVdAANAOC GaC TOPEYEL TIC AMAPAITNTEG TANPOPOPIES
yio va ANeBovV amd £64C 01 GOGTEC ATOPACELS;

O VTAAANAOC GOG EVILEPDVEL OUECMS KOl CLVEYMC Y10l TIC
CYETIKEC KOl YPNOULES TANPOPOPIEC TOL GO EVOLOUPEPOLY
dueca;

. O vrdAnioc Bo cog evnuUeEPOGEL AQUECOH  YiOL TN U

daBéoiun vnpecia;

. O vndAnAoc OBa ocoac evnuepovel mOTE Kol YTl M

vanpecio.  mov  ypewdlecte  Ogv  elval  €QIKTO v,
wpayuotorombel topa

. O vtdAANAoC GOC TOPEYEL TIC TANPOPOPIES - VLINPECIEC

PIMKO TPOTO;

. O vrdAAnAog elvar o€ BEom va amodwcel KOAG KAT® oo

TIC OUCEVEIC TEPIGTACELC;

Evomnra 2": Aiampoowmixiy un — ikavomointiky cyéon meAdtn —
ePYaLoUEVOD

1.

2.

Ot MAeQOVIKEG YPOUUEG TOL KEVTPOL eEvmnpEnomg
TEAATAOV  €lvol TAVTO TOAVAGYOAEC;

O vraAAniog OEV OMOKPIVETAL OGTA TNAEQPOVILOTO
apéoms Kot ovvnbmg cog Palel ot avapovny yu vo
OTTOVTI|GEL GE L0 AAAT YPOLLLT;

. O vrdAAniog etval avikavog va AVGeL Ta TpoALaTa 1oV

TaPoLGLALoVTOL GE VANPECIOV GAA®V TUNUATOV;

. O vmdAAnAoc dev cvvioviletar pe GAAQ TUUOTO OTOV

aVTO KpiveTol aTapaitnTo Yo TNV enidvom tpofAnudtov;

. O vmdAAnloc dev umopel vo eAEyEel TIG avTIOPAGELS

TOV/TNG

. O vrdAAnhog dev  KpOTA TIC AEMTOUEPEIES TV

YOPTOPVAOKIOV GOG KPLPEC;

Evémnra 3": Ikavomoinon ard ypron ornpeciddv tov O1adiktoov

1.

Etvow éva «amevbeiagy eumdplo mov pmopel kaveig vo
EKTEAEGEL AMO OMOLONTOTE GTOV KOGUO apKel vo, umopel
va, cuvoebetl pe To AadiKTvo
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2.

3.

4.

Ov ypnoteg pmopoHv va AdPovv Tig o€ TPAYUATIKO YPOVO
TIC AVOPOPES OO TIC CUVOALAYEC TTOV TTPOY LA TOTOINCOV

‘Evag ypiotne  elvon oe Béomn va eAéyéel TiIc avapopéc

GUVOAAOY®OV  CUEGHOG OTAV OTOUTOVVTOL OKOMO, KOl OTOV
dev umopet va €pBet og emapr He TOV LIAAANLO TOV

Ot ovvoAloYéC  TPAYUOTOTOOUVIOL  OUECHS  YOPIC
KaBLoTEPNOELS

Evétpra 4": My - wxavomoinon amd ypHon vanpeciov Tov
O1001KTOOD

1.

o1 A~

Ov eumopcég ocvvorlloyes — HEGH  OOOIKTOOL  EYOLV
LEPKOVG TePLoplopovs (m.y uéyebog ypnuotikod mToGov
KotdOeomnC)

. Ol eumopikég GUVOALAYEG HEGH OLOOIKTVOVL  €YOVV TOV

TEPLOPICUO OTL TPEMEL VO VILAPYOLY MO EVa YPMUOTIKO
TOGO GTOV AOYOPLOGUO Y10 VO EKTEAECTEL LIl TAT|POUN

. M. emBefoioon g ovvarlloyng HECE®  OOIKTVOL

umopet va, givot ToAL apyn

. M cuvaridoyr) LEG® O1OIKTOOV  YAVETOL LLEPIKES POPES
.'BEvag ypNotng moArEg popég  eival advvato vo cuvoedet

LE TO O1KTLO

. 'Evog ypnotg dev umopel vo eKTEAECEL WA GUVOAAOYN

ywouti to ocvotnuo pe to omoio BéAel va cvvdebel eivan
EKTOG Aettovpyiog

Evomnra 5" H diampoowmiky - ikavomwotikiy oyéon melarn -
oA L0V

1.

2.

O vmdAlniog g tpdmelac elvonr mpdOvuoc vo e
EVIUEPDGEL Y10, TN U1 StofEoun vanpecio,

O vndAindoc g tpamelog elvon OwmBEcog va
eknynoet  mote ko yoti N tpanelikn vanpecio sival
OVGKOAO VO EKTEAECTEL

. O vrdAniog g tpdmnelag vmofariel £kBeon v To

AGON ™ Tpdmelog apEcmg

. O vraAnioc g tpdmelog eivor aueca dabEGLog va

EEVMINPETNOEL GE AMOTLYNUEVEG CUVOALAYEC  OALG Ko Vo
eMOOPODOCEL KO AGTOYIEC VIINPESIOV VPN YOPO,
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5. O vmaAnioc tpdmelog moapEyel vaNPECiec He  OLAKN
o1d0eom Kol emayyeAUOTIGUO

6. O vmdAdAnioc g tpamelog eivar o BEon va amodmGeL
KOAQ OKOUOL KOl KAT® om0 OLCUEVEIS ovvOnkeg o€
TEPIMTAOKES TEPIGTAGELS

7. O vrmdAinrog e tpdmelac mapExel TANPOPOPiEC Ko
BonBd ovoclactikd oto va. AneOBohV o1 KATAAANAOTEPES
OTTOPAGELC

8. O vwaAlniog ¢ tpamelog eivar mwpodBvuog va mapéyel
KOs opd TNV vanpecia mov emtBuuel 0 TEAATNG

9. Mnopet 0 meAdtng vo LVITOPAAEL TIC EPOTNGELS TOV M VO
(nmoet Pondeia and tov LVIEAANAO Kol vo ThpEL Lo
OTAVINGN YPNYOPA KOl AUECO

10. O vrdAAnAiog g tpaneloc umopet vo kotaldpet to
TPOPAUOTA KOl TIC AVAYKES TOL TEANTI] EVKOAN

Evomyro 6": H diampoowmiki] un 1kavomomtiky cyéon meldtn

— DTOAARAOD

1. O vndAndoc g tpdmelac oev umopel vo eAEYEeL TIG
GUYKIVI|GELS TOV/TNG

2. O mehdtng mepuével  mAVTOL o€ oL UEYAAN  GEPA
aVOLLOVNG OTaV OEAEL VO TPAYUOTOTOGEL TIC GLUVOAAAYEC
o€ évo vrokotdotnua tpdrelog

3. O vmédAAnhog ¢ tpdmelog Oev pmopel vo mapExEL
OMTOTEAEGLATIKEG VTN PEGIES GTIC MPES OLYLUNG

4, O vndAniog g tphmelag elvmmpetel anpdoexta, 1
OTEPEITOL TOV EMAYYEAUATIGLO

5. Megpwkol  vmdAlniot  tpamel®v  O0gv  UmOpPOVV V.
AVTIKOTOGTNGOVV £VOL GUVAOEAPO TOL  EIOIKEVETOL  OF
GALEC LINPETTEC

6. ITopatnpodvtol KAOLGTEPNOES TOV — VIOAANA®Y TNG
TPATECOC TTOV TAPEYOVY EVIUEPMDTELS AOYOPLUG LDV

7. O vraAlniog ¢ tpamelog 0ev KpOTé MUOTIKEG — TIC
AEMTOUEPELEG TOV  AOYOPOCUOV Kol To  gvaicOnta
TPOCMOTIKA OEO0UEVOL TOV TEAATN

Evémnra 7" H ikavomomntiki oyéon meldtn — teyvoloyiog

40



1. O mehdng pmopel vo Adcel to emetyovia mpofAnuotd
EYKAlp®C LECH TOV JAIIKTVOL

2. Ov 1pamelikég epyaciec dadiktvov  Kabiotodhv  TIC
GUVOAAOYEC EVKOAOTEPES

3. Ot tpamelikég GLVOAAAYEC LEC® OLAOIKTVOV ETvOl EDKOAEC
KOl €0YPNOTEC OKOUO KOl Y10 TEAATEC TOL OEV EYOLV
10101TEPEC YVADGELS GE VITOAOYIGTEG

4. H expdbnon yio t1g véeg vmmpeoiec g tpdnelog omd tov
16TOYMPO NG TPATELOC Elval KOTOVONTESG

5. Ot tpamelikég epyaciec LEGM OLOOTKTVOV EMTPETOVY GTOV
TEAATN VO EKTEAEL TIG GUVOALAYEG TOL OveEApTNTOL

6. EmBvupel o meldtng va kavel Tig GLVOAAAYEC TOL O 1010€
HECH OLOOTKTVLOV

7. Ov tpamelikéc epyacieg HEC® O1AOIKTVOV EMTPETOVV GTOV
TeEAMATN va Exel TPOGPaoT GTO EMTOKIO 1] GE TANPOPOPIES
Y10L TNV GUVOALQYLOTIKN 1GOTLLLO

8. O tpanelikéc epyacieg péow dadtkTvoov Ponbovv yio va
KEPOIGEL 0 TEAATNG YPOVO GTIC GUVOALAYEC

9. Mropet 0 meAdtng vo TAPEL AUECH TO 10TOPIKO TMOV
cLVOALOYDV OToTE BEAGEL LEGM d1ASIKTOOV

10. O tpamelikéc epyacieg LEGH  OLOOTKTOOV UTOPOLV
VO, EKTEAEGTOVV OTO OTOVONTOTE GTOV KOGULO

11. Mmopel o meAdtne vo AdPet 10 10TOPIKO TOV
GUVOAAOY®DV QLECO KO YPTYOPQL

12, Ot tpamelikéc epyacieg HEC® OLOOIKTVOV EMITPETOVY
OTOV TEAATN VA OSWUOPPOGEL TIS VLANPECIEC OV TOV
EVOLOPEPOVY CUUPOVOL LE TIC AVAYKES TOV

Evomnra 8": Avoopéokeio ard ) oyéon meldrn — teyvoloyiog

1. Ov tpbmeleg dev eEac@aiilovv OTL TO. GUGTNUOATO OTO
OaOIKTVO UTOPOVV TPAYUOATIKA VO GLVOEGOLY  AUEGH, LIE
TOV TPOCMTIKO VITOAOYIGTH TOL TEAATN TAVTOL

2. Or tpamelikéc oLVOAAOYEG HECH OLOOIKTVOL YAVOVTOL
HEPIKES POPEG

3. Aev gival BéBatog o meEAATNC Yo TO TOOC Eival apuUOdLOg
Y10 TIG OTOTLYIEC OTT JL0OIKAGIO VIINPECLOV
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4, Mo emPefoivon TtV Tpamellk®V  GLVOAAAYDV
Al diktoov mov yivovton UEG®m Tov ALIKTOOV  KATOLES
QOpPEC YiveTaw TOAD apyd

5. Ov 1pamelikéc epyocieg péom  SaOKTOOL  EYOLV
TEPLOPIGUOVS GTOV  YPNUOTIKO TOGO TOL UTOPEL va
GLVOALOYN

6. Aev umopel 0 mMEAATNG VO TPOYUOTOTOCEL OAEC TIC
VN PEGiEC LEGH OLOOTKTHOV

7. Ov tpanelikéc epyacieg Awadiktvov eivor ovikavee va
TOPEYOVV TIG 101EC LINPEGIEC LE €VOL DTOKATAGTNO TNG
Tpanelog

H chipoxa mov ypnoiporomdnke yio va fabporoynfodv 6ra ta,
mopomdved Ntoav  meviaPdduio.(amoAvTo  ELYUPICTNUEVOS —
amOAVTO JLGAPECTNUEVOC).(Srijumpa, R., Tanyamai Chiarakul and
Mark Speece).

2.4 ' Epevuveg IKavomoinong ecMTEPIKAOV & eEOTEPIKAOV
TELATOV GE TPUTECIKA 1OPOUATA,

[ToAlég tpamelec Aaupdvovtog vdyn 10 YeEYOVOg OTL
GYECT EUTIGTOGUVNG TTOV LIAPYEL UETAED TOV TEAUTOV KOl TOV
VTOAANA®V — TTPAYUOTOTOO0V  €PELVEG  WETPNONG NG
1KOVOTTOINoMG Kol Yo TI§ 0vo epmtwoels. Onmc vrootnpilovv
Kot ot mopakdtw (Parasuraman, Berry and Zeithaml,1998): H
emruyio kabBoonyeital amd TV opyavwon e enLyeipnong mpog
TOVG TEAATEG, TOVG OVIAYOVIOTEC, GAAQ KoL TN oY€on TG Ue
ToV¢ gpyalopnévoug tc. H opydvoon €xel ovotatikd e to
«EEMTEPIKO UAPKETIVYK» OV QPOpd TN GYéom UeTaEy etanpiog
KOl TTEAOTMV, TO KECGMTEPIKO» OV EMIKEVIPMVETOL OTN GYEOM
™mMC  etoupilag UE TOLG VROAANAOLC Kol TO  «OLOAOYIKO
LAPKETIVYK» TTOL apopd TNV oxéon mov Onuovpyeitor PeETAD
nelatv ko epyalopévov. To Pacikd ce o Epsvva gival va
avtiineBovue t0 TG evepyel 0 TEAATNG Ko v avOmTUEOLUE
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EPYOLELD KO TEYVIKEC TTOL VO OVTOTTOKPIVOVTOL GTIC OVAYKEG TOV
KOl TOV TKOVOTTOL0VV AT PMC.

O James Swann (2006) ava@épetl emione OTL TO O CULAVTIKO
otolyeio yw va Aertovpyel o tpamefo  ocwotd €ivar ot
epyalouevot. Opeider Aowmdv wa tpdmeo vo eival dwaitepa
TPOCEYTIKN] OTAV EMAEYEL TOVC VWOAANAOLS TNS. Me cwotd
EMAEYUEVOVE VTOAAAOVG UITOpeEl VO LEUDOEL TOV KOKAO TV
EPYOCLOV TNG OALA KO VO IKOVOTIOLEL KOl TOVG TEAATES TNG.

v O Dana Turner (President of Security Education
System) vrmootmpiler 6Tt 0 60% 7TOV TpOmME(DV OF
TOYKOOUO  €mIMEdO OV YPNOUOTOIOVDV  TO GHOGTA
KpITpla Ko gV akoAovBovv o kotdAAnia frpota yio
TNV ETAOYT TOV UEALOVTIKOV DITOAANAW®V.
>10 1010 apOpo emonuaivetal 6t yro pio Tpanelo. 0 alOmoTOog
epyalopevog etvon CoTiKng onuaciog.

A&16miotog vTIAANAOC & ZoTikng onuociog yu tnv Tpdrela

Etvalr amapaitmto yuo po tpdmefo vo oabetel EUmIGTOVG
epyalopevoug mov Bo TPOovV TOVE VOLIKOUS KOVOVIGUOUS TTOL
a@OPOLY TNV KAALYT TOV TEAATOV KOl TOV TPOCSOTIKMV TOVG
oToyEiOV.

H oyéon meratn — tpamelog kot o fabuog ixavomoinons tov amo
TIC TOPEYOUEVES VTHPECIES — Tpoiovia &lvar  £vo, GOVOAO
ODOOWPEUEVHS EUTELPIOG.

(O’Loughlin ,2004)

Av 0o mehdtng dev  uetvel  evuyoplotnuéVog amd TN
ocvvepyacio and to avBpomvo dvvaukd e tpdmelog TOTE
VIapyeLl peydAn mbavoétro va aroympnoet. H Royal Bank of
Canada vrootnpilet (Vandermerwe,1993) ot EVag
dvcapeotnuévog meAdtne mov Bo  amogocicel vo  oAAAEEL
tpanelo Bo to mEL oe GAa déka mepimov dATOpHO Yoo TNV
dvcdpeotn eumelpio. mov elye Kol TNV YOUNAN moldtnTo
VINPECLOV TOL TPOGPEPEL avT 1 TpAmelo, EVO EVOG
Kavomomuévog meAdtng 0o polpactel oty v eumelpio pe
dAAa 6vo 1M Tpia ATopa aKOUO.
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H ovoapéokeia twv meAatwv Eyel w¢ amotélecuo Vo UELDVETOL O
oplBuos twv melatwv upog, N Asttovpyio. ™S TPOTECOS VO
oTNPILETAL TE OAOEVO. KOL UIKPOTEPO OELYUO. TEAATWV OALC, KOl VO

olafpwvetar n eHuUnN THG.
(Levesque and McDougall,1996)

Avto T0 QOIVOuEVo Elval WO EVTOVO OTIC TEPITTMOOEIS TOV O
TEAGTHGS EIVOL OVTOPECTHUEVOS OTTO TV TOPOYH DINPECIDV.

(Singh,1990 Fornell,1992)

H ovoapéoreio exppaletor ue ovo tpomovs, €ite Ue amoywpnon
TOV TEAATH KOL O10KOTH THG 1O DICPYODOOS GUVEPYATLAS EITE UE
TOPOUOVI] KOL EKONAWON THS ODOOPECKELOS UECH TOPATOVDV.
Mdlioto. TOALES POPES O OVOOPETTHUEVOS TIEAGTHG TLOTEVEL OTL ]
TOPOUOVI] TEOPC TH OVOOPETKELL UTOPEL VO, OTOTEAECEL EPOATIPLO
VIO PEATIOOELS KO OPOOTIKES OALAYES,

(Hirschman,1970)

TovAdyiarov to 70% twv dvoapeatnuévmy TELATOV Jev o KAVel
rapamovo, kal Qo amopacioer vo, oirocel tpamela.

(Vandermerwe,1993)

210 emipoyo Onuo TS TPOoTADEINS VO KATAPEPOLY Ol
TPAmeleC VO SLUTNPT)COVY TOVG TOALOVEC TEAATEC OAAL Kol Vo,
ATOKTICOVY VEOLG £GTIOGE 1 £PEVVA TTOL TTPAYUOTOTOMONKE OE
tpdneleg otnv Ivdia. ITo ovykekpuéva peietnOnke mwoOGO
eEMMPeAlel M GLUTEPLPOPA €VOG VTAAANAOL TNV EKOVO TOV
TEAATOV Yo TNV TpAmela Kol TOGO UTOPEL OTH Vo ETNPECOEL
TEPETALPW ATOPACELS Y10 GLVEYLGT 1 OYL TNG GLVEPYAGIOG.

To epOTNUATOAOYIO TEPLEIYE EPMTINGELS YO TNV 1KOVOTOINGM
TOV TEAATOV OO TO TPOIOVTO, TO TPOCMOMIKO, TNG TAPEYOUEVES
VINpPECieg Kol TNV opydvemon ¢ tpamelog ue TtV omoia
ocvvepydlovtat. AkOHO Ol  EPOTOUEVOL  KAAOVVTOV VO
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OTOVICOLV Y10 TG, OV GKOTELOLV VO OlOTNPHGOVY TN
ocvvepyacio. ©6to UEAAOV, OV EUTIGTEVOVTINL TO TPOCMTIKO KOl
Bewpodv OTL  OLPUVAGCGEL TO. TPOGMOMIKA GTOUEID TOVLG Ko
Bempovv 0t N Tpdmeo KOAVTTEL TIC OVAYKES KOl EKTANPOVEL TIC
Tpocdokieg tovg. Emedn 6toyog oV va TpocdloploTel ) 16y0G
TOL OGOV meEAdTn — Tpdmelas, Ol EPOTMUEVOL KAAODVTOL VOl
dtevkpvicovv av ocvvepydlovtor pe GAAN tpdmelo Kol molo M
GYECT TOVG LE OVTH.
Ot Baocwoi mapdyovieg mov kabopioTnKoy TPOKEIUEVOL VL
TPOGOI0PIOTEL 1| GYEoM TpaAnmelog — TEAATOV Elval:
> H woavétmta 100 TPOocOTIKOD VO OEKTEPUIDVEL LE
emruyio TIC anapoitnTeg oladkacieg kabe Kot vo TapEyel
TOLOTIKEG VTN PEGIEC
» Ta dwBéoya Tpoidvia — VINPECIEC TOV TPOSPEPEL KADE
TpaneCKdg OUAOC
» H Papdmmro mwov divouv ol TEAATEC GTOLG TAPATAV®
TOPAYOVTEG

Mo dAAN owkoyéveln kprtnpiov mov mPoEpyeTal  Amd
épevva oL  mpoypotomomOnke oe  eAANVikEC  tpdmelec
(Mpotémanag,1997) oto mAaiclo ™G agloAdynong e oxEomg
TeEAATOV — TPATELOC, E0TINCE KUPIWG 6T akOAoLOL:

o YyeOL00UOC TPOIOVIMV TOV TKOVOTOL0VV TOVS TEANTECG

e Epopuoyn  dpactmpot)tov  ywoo ™  PeAitioon
eEummpEong TV TELATOV

e YVVEWONTOTOINGT AVAYKNG Yot EELTNPETNONG TEAATMDV

¢ Eocmtepikdc 6Yed106UOC KATASTNUAT®V

e Mopo1 KATOCTNUAT®V

o Kpumpia aloAdynong oTeAey®V Kol  LITOAANA®V TOL
EEVINPETOVV TEANTEC

e [Kavomoinon tov meAd N

Méca omd 1o Poocwd ovtd onuein mapovoidletor  pio
oloKAnpouévn €kéva yio t0 TG umopel pon tpamela vo
opYavVMOGEL Vo, Tapel TpwToPovAicg BeEATimonC TG TO1OTNTOS TOV
VANPECIOY NG Kol TO¢ Hmopel vo  0ElOMOMGEL  TOLG
avBpomvoug wopovg g Ovolactikd 1 Epegvva mpoomabel va
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TPOGO0PIcEL TN oNUacio TOv £YEL 1| TOWOTNTA TOV TPUTELIKDV
VANPECIOV KOl 1 IKAVOTOINGTN GTO GUYYPOVO OVIAYMVIGTIKO
neptPdirov, emelnyel 10 oTPATNYIKO YOPAKTPA TNG TOLOTNTOG
KOl TOL TAEOVEKTILLOTO TTOL EEQGPOAILEL KO OVOAVEL TIC POOKES
TOV  UTOPOVV VO EQOPUOCTOVV Y10  EMTUYN  OVATTUEN
mpwtofovMav Peltimonc.

[TapdAinio aviyvedel 11 OOTACEIS NG TOWOTNTAC TMV
VINPECLOV, Ooplobdetel TV €vvoll TOL EO0MTEPIKOD TEAATN,
toviCer v onuacic Tov AvOPOTIVOL TOPAYOVIO OTIC
npoondfeiec Peitioong, evromilel Tpdmove alomoinone Twv
avBponowv péca o€ TEPPAALOV  TPOGAVOTOAGUEVO  GTNV
mol0TNTA, OEPELVA TNV OYECT AVOUEGOH OTIS TPOTOPOVLAIES
BeAtimong Kal 6TIC TOMTIKEG TNG O101KNoNG TOL £PapUOlovTot
Kot T€A0og a&loloyel Kot amoTipd TG mpoomdfeieg PeAtiwong g
nolotntog. Kuping eotidlel otny tkavomoinomn tov epyalouévev
Kol Tg  umopel va. aSloloyndel 1 cuvoMkt) Tovg elKoOva pEca
amd TOLG TEANTEG:

e AmotelecpatikdOTnTa €ELINPETNONG

¢ Relationship banking

o OruikdéTTO

e Toayvinta

e ATOJ0TIKOTNTO GLUVAAALY DV

e Cross-selling

H wovomoinon towv meAatdv, OTMG OVOPEPETOL GTNV £PELVA
cvvoyileton ota €ENG:

v' Thpnon otoyeinv yio 6tadepdTnTo TOAETOV

v E&Etaom 0mOKAEIGTIKNG cuvepyaoiag pe TNV tpdmnela

v’ ZUYKEVTP®OT GTOLYEIMV Y10l TNV IKOVOTOINGT TEAUTOV

v’ Awrtictoon Bodpod cvotoong e Tpdmeloc o€ GAAOVG

v Tapnon otoyeiov Kot  Olgpedhvnon  TOV oLtV

KAEIGIHLATOC AOYOPIOGLLOD

Ev®d n wkavomoinom tov meAdtn avéavetor OtV T0 TPOSOTIKO
npoomafel pe kdBe TpOdmO va  PEATIOCEL TO  TOPUKAT®
YOPUKTNPIGTIKA!

v Eotiaon otov eEmtepikd mehdtn
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v TTopoyn ovUBOVAEVLTIK®VY VITNPECIHOV
v BEvepyog avauén otn  mpoomdfeio  Peitioong g

TOLOTNTOG

v Ouolo0TIKy  CUHUETOY} ot Olepyosia  emidlvong
TpoAnud TRV

v EvepyOg GOUUETOYN OTNV EMKOVOVIO Kol 5148001 apydVv
ITolwottoc

Lo vo ueiver évag TeAdTns 1KavoToUEVOS Kol VO GUVEXITEL VA
ovvepyaletor ue pia tpamela givol vrevbovvor 040l o1 vraiiniol
OV EIVAL DTTOYPEMUEVOL VA, TOV ECOTNPETOVY KOl Vo, TOV fonBodv.

(Goldzimmer,1990)

H enduevn pelémn mpoaypatomomOnke and tnv tpdnela
«Bendigo Bank» (Galik,) pe oxomd va OlOMIGTOGEL TNV
1KOVOTOINo™ TOV TEAATAOV Kal va Bpel TpOTovg Yo vo BEATIOCEL
TIC TWOANCES TNG. 2TOYOC TAVIA MTOV 1 1KAVOTOinoTn T®V
TPOGOOKIDV TOV TEANTMOV Kot 1 Onpovpyios €vog 100VIKO
YOPOV gpyacioc yiu T0 TPoowniko. O cuVIVAGUOS AVTOV TV
dVO OTOLEI®Y 00NYNGE OTNV EMAOYN TOV KPITHPLOV Y10 TN
LETPN O™ TNG IKAVOTTOINGTG.

And ™ pwo mievpd kabopilovion or mapdyovieg mov Ha
Kafopicovv kot Bo BEATIOGOLY TN GYECT TOL TPOCHOTIKOV LE
TOVG TEANTES, OTLMC!

e Emwowwvel aplota e TOLG TEAATEC;

Etvai mévta TpoBupo va eEunnpetoet;
[Tapéyel Tic amapaitnteg TANPOPOPiES;
Katolafaiverl tic avdykeg Tov mehdn;

e Eumvéel eumiotoouvn;

Eved omd v aAAn mievpd €yovpe tovg meldtec mov Oo
petvouv  guyoploTnUéEVol omd 10  avOpOTIVO  OLVOUIKO OV
vépyovv to EENC:

e Eumepia , popemon epyalopevav

e [kavomoinomn amod YpeMdGELS VANPECIOV
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e Ymootmpi&n Kai enilvon tpofAnudtov

e Yvyvéneln tpanelog

XTI ypPYopn KOl  OMOTEAECUOTIKY] €ELMMPETNON TOL
TPOGMOTIKOV

A&lomiotio TPoioVT®V, VIINPECLOV

KdaAiovyn anoitroemv

Amndooon mpoidovTmv

X¥€0M EUMIGTOCVVIG LE TO TPOGMOTIKO

Eva k0o eowtepino O101knTIKO GOOTHUO EVIGYDEL THV TEMO0IONOH
OTOVG EPYOLOUEVOVS OTL EIVOL ODVOETIKOS KPIKOG O€ UIOL OADTLOO
OV EVAVEL TV ETMIYEIPNON UE TOVG TEAATES. Apa kabe kiviion kou
EVEPYELD, TPETEL VO OKOAOVBEL LioL OTPOTHYIKY TOV VO QOEAVEL THV
OTOOOTIKOTHTO. THS ETLYEIPNONS KOI VO, EVODVOUMVEL TH OYEoN
etoplog — melary.

(Panda)

O James Swann vmoompiler 0Tt Yoo va €yel o Tpamelo,
IKOVOTTOINUEVOVG TEAATEC  TPEMEL VO OTEPMOC TPOGEYTIKN
TNV EMAOYT TOV £PYOLOUEVOV TTOV £PYOVTOL GE GUECT] ETOPT
He tovg meAdtes. Aniadn epyalduevor mov Ppickovior ot
Tapelo, oTig eykpicelg oavelmv, £kd00Tm KOPTOV KOl OTIG
TANPOPOpPiEC oPeiAovY va:

o ['vopiletl 1 appodiotteg TG B0 epyaciog Kald

e 'Eyel YVOGELC TOV 0POPOVV TO OVTIKEILEVO EPYOGIAG

o [Ipocpépel mAnpogopiec yia exilvon wpoPAnudtov

e Eivat daBéo1pog va emidoetl TuyOv amopieg

e Eivaul Emikotvoviaxkdg kot 0EMKTOC

To mo onuovtko civar va ailalovue T4 VOOTPOTIO. TWV
EPYOTIKOD ODVOUIKOD KOl VO TODS TEICOVUE OTL TO TIO CHUGVTIKO
givar : «No. Kkdvovy To awaTto amo Ty TPOTH POPa ».

(Oakland,2000)
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Tote povo umopel va ¥TIoTEl oL 6YECN EUTIGTOGUVNG UETAED
tpdnefac ko meAaTdv mov Ba vidmBouv OTL 01 TPOGOOKiE,
amatoelg Tovg tkavomotovvtol.O Kasper (1999) amd v GAAN
eEétaoce OLAPOPES EVOAAOKTIKES GTPOTNYIKES Y10 TO UAPKETIVYK
VINPECLOV Kol €0mOoE 10woitepn  EU@OoT oty avaykn evog
GMGTOD ULYUOTOC DANPECLOV TOV VINPECLOV — TPOTOVTOS, TOV
avOpOT®V, TOV GLOTAUATOC KOl TNG TEXVOLOYIOG OV divel TNV
guKalpio oTIC EMLYEPNGELS VO AVENGOVY TOVE IKAVOTTOTNUEVOVS
TeEAATEC.

Mo amd 11 peyaivtepeg tpamnelec maykoouing, n Barclays
Kol éva, amd Ta onuovtikotepo oteAEyn g, o Peter Harvey
VTOGTNPILOVY OTL TO LVGTIKO Y10 TKOVOTTOULEVOLG TTEANTEC Elvat
ol Kavorompévol vwdAiniot. H otpatnywm mov epapuoletot
OTNV GLYKEKPLUEVT Tpamela €ival vo diveTal EUQacn G6To vo
EMUOPPAOVOVTAL KATAAANAG Ol epyalOUEVOlL  KOL VO TOVLG
TOPEXOVIOL  TO  KOTAAANAOQ €QOd0L  KOL  HEGO Yo Vo,
tkovomomBovv ot tpocdokiec Tovg. Ot vevBuvor g Tpdmelog
vrootnpilovv OtL OTav o1 gpyalduevol givol KOVOTOIUEVOL
TOTE KO 1] GLUTEPLPOPA TOLG EIVOL 1| TPETOVGO OTEVOVTL GTOVG
neMdTeg oTovg omoiovg mapéyovv TN Ponbew tovg ywpic vo
dvcavacyetovv. Mdiiota vrootnpilovy 0Tt 1 d10POPA TOVS IO
TIC QAAeg tpdmelec dev eivar ota mPoidvto OAAL  OTOVG
epYaLOUEVOVC KOl TNV €ELANPETINCT] TOL  TPOGPEPOLV.
Enevovouv peydlo ypnuotik@ TOCA OTNV  KOTAPTION TOV
VLOAANA®V TPOKEUEVOL VO OVTOTOKPIVOVTOL GTIC OTOLTNOELG
TOV TEAUTOV. XOPOKTNPLOTIKE OVaPEPETOL OTL Y10 TEPIGCOTEPO
amOd 21 nMuUEPES mPOCEPEPAV GEULVAPLO GE TEPICGOTEPOVS OO
21000 vTaAAMA0VG TOVE TPOKEYEVOD VO TOVE EVI|LEPDGOLY Y10
TN OTPOTNYIKN TOL TPEMEL VO aKOAOVOOUV oamévavilt oTov
meMdTN, ¢ Oo KoTaPEPOLY Vo TEIGOVV TOV TEAATN OTL TOV
TPOCPEPOVV TO TPOIOV OV OVIOTOKPIVETOL GTIC OTTOLTIGELG
Tov.(Turnbull P. and Moustakatos Th., 1996)

H xotaption eivor onuavtikn aiL6 To0TOYpOVA KOL OOTOVHPY.
Exel ouwc mov mpémer vo. dobei Eupaon eivar o tpomog ue tov
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omoio umopel vo.  Ponbnoer, va Peitiwoer ™ Oioyeipion
010.01K00100V, KOOGS TIoNS KoL Vo, COUPOIAEL OTIC AVAYKES KO TIC
TPOCOOKIEC TTOV GTOYEVEL ) GVYKEKPLUEVY KAOE popa. eTLUOpPwO.

(Oakland,2000)

Av o tpamelo. umopel vo. €ivar  avioywvioyn Kol Vo
(ETPLOVELY TO 0QEIAEL OTNH TOLOTHTO DIHPETIOV TOV TPOCPEPEL
KOl OTO EPYOTIKO OLVOUIKO. Apo. Ol EMElpnoels mPETEL Vo
Tpooioufavovy vTaiiniovg 1ayvpois, ue 0éinon yio epyooio. .

(Berry,1995)

Mo épevva Qa mpémer va atoyedel 6ToV TPOTOLOPIGUO TWV POAWY
TV OUGOMYV TOD GUVODTGPYOVY OE L0, EMLYEIPNON OJAG Kl
0pYOVWON  TWV  UEUOVOUEV®DYV  DTOAANAWY — KoBmS Kot

TPOCOIOPLOUO TV GPUOOLOTHTOV TOVG.
(Berry,1981)

2.5 Aowurtég épeuveg o€ Tpamelikd 16popdTa

XNuepa ot Evtovol pvOuoi Cmng emPBairlovy TV amAomoinom
TOV TPATECIKOV GUVOALAYDV HECO OO VINPEGIES OLOOTKTVOKEG.
Avto 00MyNGce TIS TPAmECES GTNV TOPOYN VANPESIOV UEGHD OO
10 dadiktvo. O Bitner (2000) tovilel ko o poéAo mov mailel N
TEYVOLOYIO KOl 1) EVOOUATMOON TOV TEXVOLOYIK®V EMITEVYUATOV
GTNV TOPOYN VANPECIOV. XAPAKTNPIGTIKA TOV EXNPEALOVY TNV
Kovomoinom eivat:

e EVKOAN — guydplotn ¥pN o1 GLGTNUATOV
e Evélikta — e0ypnoto GLGTHHOTO
e ['pryopn amoxatdotacn kot emdtopbwon Prafav

O Meuter (2000) mpoteivel Kol OVTOC YOPOKTNPIGTIKA TOV

emmpedlovv TNV 1Kovomoincn OGov a@opd TO KOUUATL 7OV
aPopa To dLodiKTLO Kot TIG VI PEcieg Tov (e- banking):
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® [kovoTO1NUEVOL TEACTES

1. KoAn evoALOKTIKY] ADOT GE GYEOT UE TOV  TOPOOOCIOKO
TPOTO (01 EHYPNOTES AMALC KO COPELG 00MYieC He (o amAn
ddtkacio To kabloTovv €dkolo va ypnouomoindel pe
emTLyin)

2. ATOQeDYETE N EMOPT TEANTAOV - TPOCOTIKOV (Umopel va
eKTeEAEcEL TNV vampecio yopic va mpémer va €pbel oe
EMAPT UE VTOKATACTNLO TS TPATECOS

3.0 ypbvog mov «xkepdiler, m embBounty cLVOALOYT
eKTEAELTOL YPNYOPO KAl OO OTOVONTTOTE

4. Ta kepdiopéva ypnuata (o1 cuvariayéc péo® AladitktHov
EMTPEMOVY GTOVC YPNOTEG VO KEPOIGOLV YPNUOTO UE TN
duvatoOTNTO VO SLOTPAYUOTELOVTOL KAADTEPA OO OVTA
nov Oa kKEpAav e TOV Tapadoslokd TPOTO)

5. Kdvouv tic suvaliayég omote kot otav BElovv (umopovv
VO TTPOYLOTOTTO|COVY  GUVOAAOYEC OKOUOL KOl KOTE TN
dldpkeln TG vOYTOG)

6. Mmopodv vo TPAYUATOTO|COVY TIS OCUVOAAAYEG Omd
omtovONToTE (0O TO GTiTL, TO YPOPELD, TIG OUKOTES)

7. Zompla Aon Yoo vo emAvfodv  dueca Kol ypryyopa
GUVOAAOYEC EMETYOVOEC

o Avoapeotnuévol TEAATES

1. Atoxomn - amotvyio mwpoypatonoinong cvvoailayne (m
TEXVOLOYiO OEV AELTOVPYEL KOAQ)

2. Dtoyos  oyxedwopds  (0ha  Aettovpyovv Om®G
oxeddlovtor, OAAG pmopel vo  glvor  avemoapkéc,
TPOKOAMVTOG OTOVG TEAdTEG TPOcOeTn epyacio Kol va,
omotaAncovy Ypovo. Avtd To TpoPANuaTe pmopel va
ONMOVPYOLV GUVEYXELD TPOPANUOTO GTO GCLOTNUM, £TCL
(OCTE OMOLOWNTOTE TEANTEG TOL  YPNGLLOTOOVV  TO
Awadiktvo Ba epydtav avTipéTomnot pe to 1010 {ntnuoa

3. Kako¢ oyedl06UOG TV TPOGPEPOUEVOV VINPECLOV LEGH
OLOTKTOOV (KaTA cLVETELD O TTEAATNC dev eEvmnpeTeiton
OLGLOGTIKA)

4, Amotuyio amoteAecUOTIKNG ocuvoAllayns eEoutiog Tov

XPNoTN
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H emopn ue v teyvoloyia yio tv oiekmepoiwon twv tpomelik®y

ovvarlaywv (my n vanpeoio. tov internet banking) diver otovg

TEAGTES TNV aioOnon OTL EAEYYOVY GuUECO. THY KOTATTOON O1 LO101.
(Dabholkar,1996)

H teyvoloyio eionybn otic tpameles mpoxeyuévon va ueiwbel to
ODVOAIKO KOOTOC AEITOVPYIOG, UTOPEL OUMS VO, GTOYEVGEL KOL VO
OLEKTIEPOLMTEL UE OTTOTEAECUOTIKOTNTO. GALES AEITOVPYIEC.

(Smith,1987)

H tpdmnela Carribean Commercial Bank zpoyuotonoince
LU OKOUOL €PELVOL GTO OlOOIKTLO Yol VO, OELOAOYNGEL TNV
amodoon TV vanpeocidv Web- banking kot tov tAspmvikol

KEVIPOL HEGM TNG KOVOTTOINoNG TV TEAATOV—YpNnoT®Vv.(Cheng
E., David Y.C. Lam, Andy C.L. Yeung, 2006).

Ta kpurplo e Epgvvag NTov:
e ['VOoM OA®V T®V LINPEGLOV TOV TPOGPEPEL TO SLOOTKTLO
o YuyvOTNTA XPNONG TNAEP®VIKOV KEVTPOL
o ['voon ypnong tov web- banking
* Xyyvotnto xpNong
e AvGKOAieC oTNV YpNoN
¢ Ixavomoinon and avafaduion vanpeciog
o [IpoTiuntéotl TPOMOL ATOTANPOUNG OPEINDV
e AicOnon ac@areloc amd GUVOALAYEG GTO SLOOTKTVO
e ['voomn — yp1on TNAEPOVIKOD KEVIPOL
e Efvmnpétmon and tpocomikd
e [Ipotiuntéa mpoidvia

H teyvoloyio emitpemer kou oTtovg TEAATES QAAG KOI OTOVS
EPYOLOUEVODS VO, EIVAL TLO OTOTEAECUOTIKOL OTH ANyn TV
OTOPOOEMY KO TLO OTOOOTIKOL OTH TOPOYH TV DTHPETLOV.

(Bitner,2000)
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‘Evac axopoa mapdyovtag mov ol meAdtec oivouv 1diaitepn
Bapdtnta eivor M kavomoinon amd TO VOWKO TAGiclo, TO
OIKOLOUOTO, KOl 1| QEPEYYLOTNTO TOV TPOGPEPOVY TA, JAVELQ.
M épevva pe otdY0 TN UETPNON  IKAVOTOINGNG TWV
daveloAnmtov Tpoyuotonoinoe 1 Bank Mondiale (Line R., Sioufi
M., 2001) ka1 Baciotnke kvpime ota ENG:

+ Tono daveiov

# Emtokio —mpopun0eiec — ypedoelc daveiov

# Opot —eyyomon daveiov

* Xpovikd draotnpo E6pANoNC

* Tpomoc amonAnpoung

*+ Anopaitnta Sikooloyntucd

# Nopukn kédioyn — acedieto

+ Iepropioticoi opot

+ Kvphoeig o€ mepintmon akdpmonc

£ Métpa 68 mepintoon pn yKvupng omonAnpmunc

£ [T\ png evnuépmon ypYoTn Yo Toug POV TOL Soveiov

* TpOMog EVNUEPMOGTC GYETIK LE TNV KIVoT AOYOPLOGHOD

TOV OVEIOL

+ Iicavonoinon omd emkovmvia pe v tpdmela

cuvepyaciog

YNUEPO Ol TEPLOGOTEPOL TEANTEC OTIS TpAmeleg elvor kot
YPNOTEC TIOTOTIKMV Kot YpeE®oTIK®V Kaptomv. H Patricia Preston
emonuaivel 0Tt o TpaneliKds KAEO0G KpOPeEL LEGH TOV TOAAN
HEYAAN OVVOUT, TNV Omoila TMPEMEL VO EKUETOAAEVTEL UE TOV
KaTdAANAO TpoOTOo. [dwaitepn Enpacn mpémel va 600el otn ypron
TOV TIOTOTIKOV- YPEOCTIKOV KopTt®v. Epevvec €yovv deiéet
oTL

* T0 1/310v TELOTOV YPNOOTOIE] TIGTOTIKEG KAPTES Y10

TIC KOOMUEPIVES QYOPES, GLVOAANLYES
* To 38% tmV TEAATMOV TPOTIUY T YPYOT TOV YPEDCTIKMDV
KOPTOV Y10l TIC CLVOAALYES TOV
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[o ovtd 10 AOY0 Kamoleg tpamelec amo@dAcicay Vo
EMKEVIPMOGOLV TIG EPEVVES TOVS YOP® OO TNV KAVOTOino™m amnd
T1¢ motoTikéc kaptec. H World Bank éxave pia tétola épevva
YL TV XPNOT TMOTOTIKOV KOPTOV UE OKOTO Vo PEATIDCEL TIg
VN PEGIEC TOV TPOCPEPEL La, TETOL0 KAPTA, VO TPOGOI0PIGEL TO
TAQIG10 TOV KIVELTOL 1] OlKovouio Kol Vo, Ol0TIGTMGEL KATA TOGO
eEVIUEPOUEVOL €lvarl Ol €VOLLPEPOUEVOL Y10 TO. TPOTOVIO TTOL
YPNOYLOTOLOVV.

H épevva e€etdlel av ol meAdtec tov tpamel®v £xovv GTNnNV
KOTOYT] TOVG TOTOTIKEG — YPEMOTIKEC KAPTES, Y10 TOLOVG AOYOVC
TIC XPNOUOTO00V, TL OGO KotafdAlovy unvioimg, ov eival
OUVETEIC OTIC TANPOUES TOVG, UE MO0 TPOMO KAVOLV TNV
amOTTANPOUN, HE TOceg Tpamelec ovvepydlovial, TG
aEoA0YoUV TNV amOO00T TOV KOPTOV, TN YVOUN £XOVV Y10 TIG
wpoun0elec —ypedGeElS Kol moleg Pertiwoelg Ba emdgyoviay ot

VINPECIEC TOV TPOGPEPEL pia KapTa. (Brandon R., Randall C. and
Campbell, 2007).

Extog amd v épevva g World Bank kdbe ypoévo oto
Hvoupévo Boaoikelo opyovovetor g avtiotoyn €pevvo,
1KOVOTOINoMG TEAATOV amd TN YPNON TIGTOTIKOV KAPTOV OT0
Oleg g tpameles. H épevva pedetd mOco gvyoplotnuévor ivat
01 ¥PNOTEG OO TNV €ELANPETNOT TOV TPOCOTIKOV, TIC YPEDGELS,
TO TGTOTIKO OPLO TNG KAPTOGS, TO YPOVIKO OLAGTILLA YPT|ONGC, TOV
TPOTO TOL EMAEYOLV Y10 VA KAVOLV TIG GUVOAANYEC TOVS KoL
KOTd TOGO Yvopilovy Ta EMTOKIN KAl TIC YPEDGELS TOV KAPTAOV.
[TapdAinioa  eviomiler otv  wepimtowon  mov  givon
dvcapestnUéVol Totot Adyot Ba Tovg Ekavay va, Uy cLGTICOVY
Vv tpdnela o Eva pilo / YvmoTO.

Ot onuavtikdtepot ivan ot e€NC:
* Yyno emitoxio
+ Kakn eEvmnpémnon
£ AvEnuéveg Ype®GELG — TPOUNOELEC
£ ElMenyn TAepovikod kévipov Yo eEvampétnon  os
TEPITTOOT ATMOAELNG TNG KAPTOG
# Mikpd TGTOTIKO Op1o
* Mn )pnon vrocyicemv Tplmelog
# Mn GULPEPOVTES OPOL —KAVOVIGLOT
# Oyt koAl opyovopévo diktvo ATM Kot KOTasTNUATOV
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£ Yyni cuyvotnta mpoPAnudtomv — SuGAEITOvpYIHV
AVeETapPKELD KATACTNUATOV G AALEC YDPES
* [Tpoidvta pe yapnin oarnddoon
H épevva oot die&ayeton kdbe ypovo otic tpanelec: Barklays,
Lloyds, RBS, HSBC, A&L, Halifax, Nationwide, First Direct,
Natwest, Yorkshire Bank, Smile, Woolich, Alliance Bank xu
Clydesdale pe okomod v BeAtimon TV TPoidoVIOV QLTOV.
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KE®AAAIO 3°

MEG®OAOAOI'TA EPEYNAYX IKANOIIOIHXHX

HoapaddEmg, povo oty avartoly,
oT pETOPPLOMION KO TNV CALOYT
nmopet vo. Bpedei n ain0v)
olyovpid.

(Anne Morrow Lindberg).
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3.1.Xtoyyelo Yo Tov Tpomeliké opyoviono

To 1993 1o Opopa Yoo v idpvon wog tpamnelog e
KOWVOTOUOL  YOPOKTNPIOTIKA  €£yvol  TPOYUOTIKOTNTO O  £val
TeEPPAAAOV  OIKOVOUIKA aotaféc temxkd métvye. 'Etot
onuwovpyndnke m ovvetapiotikny TpdmeCo mov  onuepa
dekatéooepa YpOVIAL LETA TNV 1OpvoN TG cvveyilel TV AVOOIKN
G mopeia pe mep1osotepovs amd 26.000 cuppEToyove, S1OPKDS
av&avouevo aplipd LIoKATAGTNUATOV Kot TPoidvimv Kol BETel
0AOEVA KOl IO DYNAODVS GTOYOVS YO TEPULTEP® OVATTTUEN YOPIg
OUMC VO, EYKATAAEITEL TIC OPYES UE TIC OMOieg EEKIVNOE.

Nuepa o TpamelikOc aVTOg OUAOG EXEL VTTOKOTAGTILOT GE
oAoKkAnpn v Kpnt kot 6tov vopud ATTIKNG OmoGYOAMVTAG
nep1ocoTePoLg omd 100 vraAAniovg. Ot meddteg elvon Kupimg
WIKPES, HeoOleC KOl UEYOAEG EMLYEPNOCELS, EMOYYEAUATIES,
EUTOPOL, EAOLOTOPAY®YOL Kol  KOAAEPYNTEC Oepuoknmiov,
Eevodoyeio Kol TOUPIOTIKA KATAGTIUOTO, TEXVIKES ETAPIES Kl
KOTOOKELOOTEG, EMEVOLTEC  KOL  OMMOTOUIEVTEG  OAAD Kol
vowkokvpld. Eveo pepwkd oamd to  mpoidvia  elvar 1
YPNUOTOOOTNOT  ETLYEPNUOTIKOV  doveiwv, To Odvew, Ot
KatafeTikol Aoyaplacuoi, ot TpEYOVUEVOL AOYOPLUGHOL OYEWG,
T0 GLVAAAOYUO, Ol TIOTOTIKEG  OLEVKOADVOELS, M oyopd
CUVOALAYUOTOG, TO  eUPACUHOTO KOl Ol YPNUATICTNPLOKEG
VTN PEGIEG.

3.2 IIpoyevéoTEPES EPEVVES IKAVOTTOINGTS KOL
a&rloAoynong

O tpomelikdg OLIAOG e OKOTO Vo, BEATIOVETOL CUVEXMG £TGL
wote  eowtepikol ko eEmtepikol meAdtec  va  glvat
Kavomomuévol glyo KAavel Kal oto mopelBov mpoomdOeieg
HETPNONG NG KOVOTOINONG T® TEANTOV TPOKEYEVOL VO
EMLTVYEL TOVS GTOYOVG TOV.

To 1999 mpaypatomoleiton pio £pevva GTAGNG TOL KOWVOU UE
EPELVNTIKO GTOYO TU TOPOKAT:
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[HEN

. I'vidon / Xpnon tpanelag otnv guputepn meployn
2. Ikovomoinon amd v I'voon / Xpnon 1tov tpamelik®dv
TPOTOVIMV
3. Ixavomoinon meAatddv oamd v tpdmelo GYETIKA UE TNV
opybvwon g tpameloc, TNV mopeyouevn eéummpétnon
and TO MPOCHOMIKO, TNV eveMio Kol TIC mapoyEC, TNV
ava@opd o€ ToxOV TPoPANUOTA 1) OVCOPECKELD TMOV
TEAUTOV
IInyéc mAnpo@dpnong amd v tpdnelo
AvtihapPavopevn eikova and v tpamelo,
[TiBavOTTO LEALOVTIKNG GUVEPYOGING Y10 TOVG LT TEAATEC
Tpanelikéc dtpnuicelg mov Bupodvro
[Tapdyovieg ®G mPOg TOLG OMOIOLG Ol KATOIKOL TNG
EVPUTEPNG TEPLOYNS avTIAapuPBdvovTol 1 Oyt av ot Tpdmele
OLaPEPOVY
9. 'Exfeon o€ padidemvo Kot TnAedpoon
To amoteAéopoto ™G Epevvag NTav:
v Yynii olMkn kavoroinon eEOTEPIKOV TEAUTOV
v' O1 10 YVOOTEC KOTYOPIES TPOTOVTMOV TOV YPNGILOTOLOVY
ol meAdteg etvar ol Katabéoelg, Ta OdveLn, To ETEVOVTIKA
TPOIOVTA, Ol LEGOAUPNTIKEG EPYAGIES KOl TO GUVAALAYLLOL
v O1 koatabéoeic Oyeme pe emrayéc kot ol kataféoelc
TapELTNPlov  €ivol amd TOVC O GLYVODG  TOTOLG
KOTaOECEDV TOL YPNCLOTOLOVVTOL
v And 10 Tpoidvio KaTavoAMTIKAG Tiotng 1 otovg 3
YPNOWOTOIEL GLUYVA TOTOTIKEG KAPTES, MHETAD TOV
uecolafntikwv gpyaciwv 1 otovg 3 cuvvetaipovg
YPNOIUOTOlEL  emMTAYEC €VO  Alyol €ivol  ovtol  mov
YPNGLOTOLOVY eUPdooto
v To Baocikd kprtiplo cuvepyoasiog pe v Tpdmelo yio Tovg
TEPIGGOTEPOVS CLVETAIPOVS €lval TO PIAKO TePIBAALOV, M
VIapEn TOV VITOKATOGTNUATOV GTNV KATAAANAN 0€on, ta
emtokia, N eNun ™G Tpameag ov Kol €ival TOMIKY
tpdmelo
v Oetikd otoyeio oty ewova ¢ tpamelog avayvopilovta
TO, TOPOKATO : 1] TOWOTNTO VANPESIOV Kol 1] eEvmnpéTnon,
N eveMia, 1 ToHTNTO KOl TO TPOCOTIKO

©o~NoOh
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v' O ovvetaipot avtilapfdvovtot TepIecOTEPO amd TOLE Un
TEMATEG OTL VILAPYOVY OLUPOPES HETALD TV TPATELDV EVD
OLOl TIGTEVOLY OTL TO GTOLYEIDL TTOV OLLPOPOTOIOVY TIC
tpdneleg petald tovg elvar: M enun g Tpdmelac, 1
TaYVTNTO ELINPETNONG, TO TPOCSPEPOUEVOL ETLTOKLIO KOl 1)
dKTO®ON TS Tpanelog

v O1 meldteg oe peydrho mocootd Oa ftav mpdbvuor vo
GLGTNGOVV 6€ PiLo / Yvwotd v Tpanela

v To 93% to tekevtaio eEqunvo Tov 1999 dnidvouy Oti dev
glyav mpoPAnuato Kot 0ev eKOPALOVV TOPATOVO GYETIKA
LE TNV UEYPL TOPO CLVEPYOGTNL

v Ta TopAmova ETIKEVIPOVOVIOL KUPIMG GTNV ETLYOPTYNoN
davelmv kot oe Oépata eSummpéInone — OVPOV GTIC
Tpoun0eleg

v ' H xdpia wnyq mAnpoedpnone ywo. v tpamelo eivor m
dlapruon

v ' H tpmelo éyel kovomomTikd eminedo omodoyng Kot
EKTIUNONG GTNV £VPVTEPN TTEPLOYN

v Qceopeitar 0Tt Sapépet o€ eminedo eEvmnpéTnone TeEAATOV
Kol o€ eminedo un-medotov epeoaviCel Oetikr] mpobeon
LEAALOVTIKNG GLUVEPYOCTOG

Ta kpurrnpla Kol 01 TaPAUETPOL TOV YPNOLLOTOONKAY Yoo vol

KOTOANEOVLE GTO TOPATAVE® GLUUTEPAGLLATO NTOV TO, KOAOVOL:

e XPNUOTOOIKOVOUIKA TPOIOVTA-VINPECIES

o IInyég mAnpopdpnong

o Kpimmpua emioyne (avBpomokevipikd, eSummpétnon
Jotnyopia tpdmelag, péyeboc tpdmeloc wor HOPON
cuvePYUciog)

e ['vooon kot eikova g Tpdmnelog

e AicOnomn tov petdyov oty tpdmela

o Xopoktnplotikd ¢ tpdmeloc (avepyoOuevn, @UMKY,
EVEMKTI], ULOVIEPVA, QPECKLN, OELOKPOTIKY], KOLVOTOWIA,
aicOnon oryovpldc, TOTKOS YOPAUKTHPOC)

o ECuc@diion LETOY®V GE TEPIMTOOT YPEOKOTIOG

e Eumcetocivn Kovou
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e 'Euyvyo ovvauko tpdamelog (oteléym, e&vmmpétnon,
EUMKOTNTO, EUQPAVIOT], EVYEVEWN, VTOMIO TPOCMTIKO,
YVOOT] KOl ETIKOIVOVIQ)

e TomoBecio tpdmelog

e Ecwmtepikoi ko eEmTEPIKOL YDOPOL KATAGTNUATOV

To 2006 mpaypatomoleitonl (o aKOU EPEVVA, GTO TAAIGLO TNG
oyéong mov £yel avomtvybel avapeco oty Tpanelo Kol oTo
wEAn mc. H épevva €yer otdxo va diepevvioel oe Pabog
TOAMOTAEG TAEVPEG TNG OYEONC TOL OMUIOLPYEITOL OVAUESH,
otV tpamelo Kot Tovg meAdteg — HEAN. ‘Evog axkoupo otdyog
NTav 1 OmIGTOOT TOL EMMEIOV IKOVOTOINGNG TOV TEAUTOV
LEA®V Ol TIG TOPEYOUEVES VINPEGIEG AAAN TOVTOYPOVA KAl O
TPOGOLOPICUOG TNG EIKOVA TTOV €YOLV Ol 10101 Yo TV Tpanela.
[MTapadAinia Bo Empeme vo. TPOGAHOPIGTOLV Ol OVAYKES, Ol
ATOLTAGELS KO Ol TPOGOOKiEG TOv TEAdTN amd TV Tpamela Yo
vo, emAgyodv Kol vo kKaBopiotohv ot moMtikég mov Oa
aKoAovONBovv Yo va ytiotel pa yepr otabepn paxpoypovia
oyéon opoBaiov opélovc. ITo ocvykekpiuéva mn €pevva o
KOTAYpOPE TNV 101N LIEAPYOLOO KATAGTOGT LUE GTOYO VO Yivouv
ol amoapaitnteg PeEATIOOES Yoo avénomn ¢ 1Kavomoinong amod
TPOTOVTO KUl VTN PEGIEC.
AvOALTIKOTEPO O1 GTOYOL TNG EPEVVNTIKNG AVTNG TPOCTAOELNG
cuvoyilovTol 6To TOPUKATO:
1. IIpocdlopiopndg Babuod wavomoinong t®v HEADV 1TNG
TpAneCog amd TIC TAPEYOUEVES VIINPECIEC

2. Atgpebymon ¢ ewovoag ™G Tpdmefog Kol TOV
TOPOUETPOV TTOL TN SLULLOPPDVOVY

3. Ilpocdiopiopudg  Pabuod  yvoong Kol  YPRoONG TV
TPATECIKAOV VINPECIOV TNG TPATECOC

4. Extipnon ¢ 6éong g tpamelog  Evavil  TOL

OVTOYOVIGLLOV
5. Extiunon mg mopeiag g tpdmnelog dioypovikd
6. A&lohdynon ™me OTTOTEAEG LATIKOTNTOG TV

EMKOVOVIOKQOV UNVOUATOV
Ye avut) v €pevva egetdotnkav Ovo mBavoi Tpdmol
oeaymyng m™¢g  €pevvoag. H  péBodoc g  mpocwmmikmg
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oLVEVTELENG amd ToV 1010 TOV €pevvNTN UE TN XPNOTM EVILITOV
dounuUEVOL epOTNUATOAOYIOV 1 N amevbeiag cLUTANP®OON T®V
EPOTNUATOAOYI®MV aItd TOVE EPMTOUEVOVS YOPIC TNV ETPPOT Kol
™ Ponbeta Tov gpevvntn. O1 cuvevtedielg deEnydnoav oe Ao,
TO, KOTOGTNUATO TNG XVVETUPLOTIKNG Tpdmelog 6Toue vOUoug
oL OPaCTNPLOTOLEiTAL KOOMC Kot 6TV Tpwtevovoa. O apOuoc
TOV EPOTOUEVOV 6€ KAOE VTOKATAGTNUO TPOoEKLYE KaT'
avoAroyio pe tov aplBud tov pedwv mov eEvmmpetel. H mpo
1EBodOC eyyvdrtol KaADTEPH TOGOGTA OVTATOKPIONG KABMS Ko
HEYOADTEPT] EVKOAO GLUTANPOONG TOV  EPOTNUATOAOYIMV,
yeyovog mov Ponbd Toug EPOTOUEVOLS KOl HELDOVEL TNV
mBavotmra  Aavlaouévov amavimoewv. H  Ponbeia  tov
gpevvn T mePLopilel TN dLVGKOAIN KATOVONOTG TOV EPMTICEDY
Kol PonBd €161 6T GLALAOYY| TOV TPAYUATIKOV OTOVTIGEDV.
2T0 APVNTIKG GLYKATOAEYETOL I} OV ETPPOT] TOL EPELVNTH
OTIC OMAVINGELS TOV EPOTOUEVOV, KADNDG 1N Tapovsio Tov Kot
uovo moAL cvyvé Tovg odnyel 6to Vo unv ekepdlovv TNV
TPOYUOTIKY] TOVG AmoyT OAAQ 6TO0 Vo TpooTafohv va, dMGOoVV
TV Amoyn mov eKEIVOl MoTEVOVY OTL PPioKETAL TO KOVTA GE
avtnv Tov gpevvnt. H amevbeiag couninpwon mepropilel oto
EMAY1GTO TNV EMIPPOT TOV EPELVNTI QAL dEV EYYLATAL OVTE TN
CWMGTI] CUUTANPOOT] TOV EPOTNUATOAOYIOV OALA KOl 0OVTE TNV
OTOLTOVLEVT] OVTOTTOKPIoT TOv Kowvov. H mapavoneon kdmoiwv
EPOTNCEMV GAALA KAl TO YEYOVOG OTL eV LIAPYEL EAEYXOC TNG
OMOTNG CLUTANPWOONC UTOpPeEl Vo €YEl OC OMOTEAEGUO TO
otoryeia mov Ba TpokOLYoLV va Exovv puKpn aéia.

To epoTUOTOAOYIO0 TTOL Y¥PMNGIULOTOMONKE GTNV €pELVA, LE
Bdon to omoio CLAAEYTNKOV TO GTOLEIN KOL GTNV GLVEYELN
enelepydctnroy yio v €£aywyn TOV GUUTEPACUATOV CYETIKA
He Vv 1kavomoinon tev pelov e Tpdreloc ywpiletar oe
névte Oepatikég evotnteg avAaloyo UE TO TEPLEYOUEVO TMV
EPOTNCEOV KOl TOV GCLUTEPACUATOV TOL OVOLEVOVTOV VOl
TPOKVLYOLV.

H npot evotnta mepthdufoave yeVIKES EPMOTIGEIS YIOL TOVC
ovvetaipovc. E&ftalav m Odpkewn kot 1o péyebog g
CLVEPYOCTIOG TOL EPOTMOUEVOVL HE TNV TPATELO, AVOPEPOVTOV
YEVIKG OTN ovvepyacio TOL GLVETOIPOL He AAAeC Tpdmelec,
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VINPYOY EPMOTNCELS OUPKETA YPNOIUES MOTE VA damoT®Oel Yio,
TOVG AOYouC, afloloymvtog v mopeABodca coumePlpopd
T0V, 0 ovvétopog Ba Mrav dSwatebelnévog va OloKOWeEL T
cuvepyacio Tov pe v tpanela.

H devtepn evoTnta ava@époviay GTn Yvaon Kol T Ypnon
TOV TpanelIk®v Tpoiovimv mov npocepépel N Tpamela. E&étale
oo Tpamelikd mpoidvia yvmpilovv Ol GLVETOPOL, ol 0o
aVTA  YPNOLUOTOOVY, mowd oamd ovtd &yovv mpodbeomn va
YPNGLUOTOU|GOVV GTO AUeco pEAAOV. Idtaitepa onuovTIKO NTOV
va, owmiotmdel edv oyetiletor n yvdon HeE TN (P1omn, ONAaoN
€6V VYNAG TOGOGTA YVAOGTG GLVOSELOVTAV OO VYNAL TOGOGTH,
ypnons. Emiong 1dwitepa onuoaviky frav n eétoon TtV
LEAALOVTIK®OV TPOBEGEDV TOV EPOTOUEVOV MGTE 1M Tpanmelo va
elvar og 0éom va TpoPAdyel mola TPOIOVTO OVAUEVETAL VO £XOVV
avEnuévn (momn oto dueco péAAoOv kol mown Oyl Mo
teElevTaion EpOTNON TG €VOTNTOS OKOMO €ixe va  eEdyet
CUUTEPACLOTO CYETIKG UE TNV TPOTIUNGN TOV UEADV TNG
Tpdnelac O TPOG TOV TPOTO EEVTNPETNONG.

H tpitn evomrto nepthdufove epmTNGEIS TOV OVAPEPOVTOV
otV a&ordynon g Tpdmelag Kot ToL avVTay®VIGHOD, OAAG Kot
GTNV 1KOVOTOINGY 0Omd TG TPOGPEPOUEVEG VvINpeciec. Mo
TPOTN EPAOTNGT OVAUEVOVTOV VO ODGEL OTOVINGCELS GYETIKA LLE
TOVG AOYOVC IOV EMEAEEAY Ol EPOTMUEVOL VO GLVEPYACTOVV LE
mv Tpdnela, evd pior 0gVLTEPN E€PMOTNON OVALEVOVTOV VOl
TPOCPEPEL YPNOULN CUUTEPAGUATA CYETIKA e TN O€om g
Tpdrelog £vavilt TOL AVIOYOVICUOV GTOLG VO O KPIGLLOVG
touelc g efummpémmone Kol TG MOLOTNTOS TV
TPOCPEPOUEV®Y TTPOiOVT®MV. Mo Tpitn epmdTNnon €0tve otoryein
mov agopovcsav v afloddynon g Tpameloc oamd TOLg
GUVETOIPOVC GTOLG MO CTLAVTIKOVS TOUEIS Ko deiyvel To Babuod
wovormoinong tovc. H  tedevtaia epotnon g evotnrac,
EPEVVOVCE TI OlOYPOVIKN TOpPEia TG TPATELAC Kot TIG AAAAYEC
OV £YOLV GUVTEAECEL GTO TTO KPioiuo CNTNUOTO TOV TEAELTOLO
ypOvo kot e€€tale v mBavotnta cvotacng e Tpanelog amo
TOVG EPOTAOUEVOVS GE OUVITIKOVG TEANTEC.

H tétapmm evomra avaeépoviav otnv  agloldynon g
emKovoviokng moMtikng g Tpdmelac. E&étale Tig mmyéc
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EVIUEPMOTNG TOV EPOTMOUEVDV, EVAD GYETIKEG EPMTNOELS EOVALV
YPNOUO CUUTEPAGUATO YI0, TNV ETLTUYIOL TOL OLUPTUIGTIKOD
UNVOLOTOC TG TPATECOS KOl TOV TPOTO TTOL Ol EPOTMUEVOL TO
avTilappBdavovtat.

21N ovYKeKpuEvn €peuva 10 cuvoMkd Oelyna eivar 400
LEAN-cLVETALPOL TNG TPdmeCaC, aveapTNT®MS VA0V Kot NAKIOGC.
H pébodoc oderypatonyioc mov oakolovdnnke mntav 1
derypotonyio katd otpouata. ITo cvykekpléva yopiotke o
GUVOAIKOC TANOLOUOC GE KOTNYOpPleC avAAOya LE TNV TEPLOYN
KoTtolkiog (oTpOua), oynUatiotnke Eva amAd Toyaio detyuo kKot
TEAOC cvvevankav ta empuépovs delypato ce €va eviaio, Yo,
olMokAnpo tov  mAnbvouo. To  delypa  Aowmdv  mov
ypnoonomOnke ywu v e€aymyn TV CUUTEPAGUATOV, lvor
TVYOI0 KOl OVTIITPOCOTEVTIKO MG TPOG TN YEMYPOPIKT) TEPLOYN.
O1 yeypagikég TEPLOYEC, KOAVTTTOVY TOVG EVPVTEPOVS VOLOVS
oL dpactnplomoleitor n tpdmelal.

3.3 Mé0ooog MUSA

H péboodoc mov Ba ypnoIULOTOGOVLE Y10 VO ETEEEPYOGTOVLE TO
dgdopéva, mov CLAAEEOUE OO TO EPOTNUATOAOYIO E€ival M
nolvkprtnpla pébodoc MUSA.

H pébodog MUSA amotedel TNV TOALKPLTNPIOKT OVOAVTIKN-

OLVOETIKY] TPOGEYYIOT Y10, TO TPOPANUA TNG UETPMNONG KO TNG

avaAvonG TG tkavomoinong (Ipmyopovdng kot Xickog,2000). H

npwtoéHTLRN oVt peBodoroyio Pacileton otV TOALKPLINPLO

avdlvor ano@dcemv, vVioBeTtdvtog TG PacKES apyEéS NG

OVOAVTIKNG-GLUVOETIKN G TPocEyyong kot ¢ Oewpioag TtV

CLCTNUATOV OOV 1 XPNOIUOTNTOGS.

O KOpleg mopadoyES TOL APOPOVY TNV avATTLEN TS HeBOdOV

MUSA eotialovtot ot €ENc onueio:

e OpOoroyikog katavorots: H ovykexkpiévn vndbeon
oyetiCetar pe v OmopEn  opforoyiK®v TEAATOV Kol
OLVOVTATE G©TO GUVOAO TOL YOPOL NG EMOTNUNG TOV
Amopacewnv
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o Kpimpro wkavomoinong: H uébodog MUSA vmobéter v
OVmopEN €EVOC GLVOAOL YOPAKTINPIOTIKOV ToL e&etaldpevov
TPoidVTOC 1N vaAnpeciog, COUP®VE UE TO OTMOio. Ol TEAATES
avtilapPdvovtar v kavomoinon tovc. To cvvoro avt®V
TOV YOPUKTNPLOTIKOV OTTOTEAEL TOL KPLTNPLOL IKOVOTTOIN GG TOV
TELATOV Kl OPEIAEL VO TANPEL GLYKEKPIUEVES 1010TNTEG

e [IpocOcTiKO povrtého ovvBeong: Téhog, yivetar 1 mapadoyn
OmapEne evog mpocheTikoy HovTELOL GVUVOESNC TOL GLVOAOL
TOV KPUTNPIoV 1KAVOTOINonS Kot €101KOTEPO, Lo TPOCOETIKN
cuvapTnomn aSimv
Oa mpénel emione va onuemdel 0tL  cvykekpuEvn nEBooog

Baciletalr oe mpmTOYEV OEOOUEVO OV TPOEPYOVIOL OO TO

OUVOAO TMV TEANTOV MG EMYEipNONG Ko Yo avtd T0 AOYO

KPIVETOL OTOPOATNT 1) EVOOUATMOGY) TNG CE MO YEVIKOTEPM

ueboooroyia EQPOPLOYNG TPOYPOULATOV LETPNOMNG

1KOVOToinomgc.

Metd ™ OLUTANPWOT TOV EPOTNUATOAOYI®OV amd TOVC
neAdTeg akoAovBel 11 cLAAOYN TOVC UE po TPOTN emesepyacio
TOV OTAVINCE®V TOL £Y0oLV 000el, N elGAY®Y TOV dEOOUEVOV
oL TPoEPYovTol am’ avtd otn nEbodo MUSA kot n epapuoyn
¢ neBodov Yo TV €£QY®YN TOV OMOTEAEGUATOV GYETIKA LE
TNV 1KOVOTOINGT TOV TEAATOV.

Metd 1 GLAAOYN TOV EPOTNUOTOAOYIOV KOl TPV TNV
glooymyn tov ocdouéveav otn pébodo MUSA yivetar évog
TPOKATOPKTIKOC EAEYYOC TV OTOWEIOV 7OV GLAAEYOVTOL
KOTOPYNV YO T1] AOYIKY] GUVETELN TOV ATAVTIIGEDV TOL didovTal
and tovg meAdtes. To EpOTNUATOALOYIO EKTOC OO TIG EPWTNOCELS
TOL OVAPEPOVTAL OTIC OLOGTAGELS IKOVOTOinoNg, meplapuPdvel
KOl pio €pMOTNON TOL OPOPA OTNV OAIKI 1KOVOTOINGN TOV
meAatn. Oa mpémel Yoo TOPAOELYHO. VO VTAPYEL UL AOYIKT
oLOYETION UETAED TOV OMOVINGEDV OTIC EPMTNCELS LEPIKNG KoL
oMKNG  kavomoinone. Av  oe  éva ueydho  uéyebog
EPOTNUATOAOYI®V OEV VLIAPYEL QTN 1 AOYIKI] GUGYETION TOTE
TPEMEL VA EMAVEEETAGTOVV 01 OUCTAGELS IKAVOTOINGCNG, EVAD OV
t0 péyebog eivor wkpO TOTE OALTA TO  EPWOTNUATOAOYIO
dtaypagovtal omd To 0edoUEVO. AQOD TEAELOCOVLUE UE TOV
TPOKATOPKTIKO €AEYY0, Vmapyovv otn 01beocr pog T
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KOTAAANAQ dedopéva yia TV epapuroyn e uebodov MUSA. Ta,
dedouéva avtd elvorl o1 daoTdcES 1KAvVOToinone, Ta. emimedo
KOVOTOinonG, 0 apuUoOC TOV TEAATMOV TOV GLUUETELYOV TNV
gpevva KaBmG Kot 01 amaVvINOELS TOV £dmcay Yio Kibe d1doToon
1KOVOTTOINoNG Kol Yoo TNV OMKY tKavomoinonc. Me v ypnon
OAOV QVTOV TOV 0E00UEVOVY ETADOVE TO AVTIGTOLYO YPULUIKO
npdypaupo pe ™ Ponbeta e ueBdéov Musa ko eEdryovue ta,
OMOTEAEGLOTO TTOV OPOPOVV GTNV IKOVOTOINGTN TOV TEANTOV.

To amoteréopata g pebodov MUSA mepirapfdvoov:

» Ta Bapn mov amodidovtal o KAOE O100TACT) IKAVOTOINONG

» To péoco Odeiktn kavomoinong vyw Kabe Oidotaom
1KOVOTTOIN oM G AAAN KOl TOV OAKO

» To péoco Oeiktn omotnTIKOTNTAC Yoo KAOE O10GTOoN
1KOVOTOinome aAAd Kot TOV OAMKO

» To néco OeikTn OMOTEAEGUATIKOTNTOC Y10, KAOE O1doTAOoN
KOVOTTOINGMNG

» Tn ovvdptnon G OAKNC IKOVOTOINONG Kol  TIC
CUVOPTNOELS HEPIKNG KOvomoinong yw kabe didotoom
KOVOTTOINGMNG

» To didypappa, dpdong

» To odypappa Bedtimonc

Ady® 10V pEgYAAoL TANOoLS EpOTNUATOAOYI®VY amalTeiTOL N
ypnon tov Aoyispukod MUSA for Windows. To Aoyiopikod avtd
nogc otvel tn dvvatotnta Katevdeioy E1Gay®YNC TOV OEOOUEVOV
TOV TPOOVOAPEPALE 1 TNV AVAYVHOGT TOVC amd AAAEC YEVIKEG
epappoyéc (Microsoft Excel).

Ta kOplo amoteEAECUATO TTOV TPOKVTTOVY OO TNV EQPAPUOYT
™¢ uebddov MUSA eivar avtd mov avapépnkay mopomdve
Kol wopovotdlovion 1060 apluntikd 0GO Kol GE YPOPTLLOTA.
SNUoVTIKO elvart To YEYOVOS OTL TO AOYICUIKO 0VTO KOTAGKEVALEL
KoL ToL o1y pAMLaTa. dpaomc kKot Pertimong.
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3.3.1. Baowkég apyéc e nedodov MUSA

H moivkprmpio puéBodog MUSA otpileton ot obvBeon
TOV TPOTIUNCE®MY €VOC GLVOAOL TEAATMOV GE WioL TOGOTIKY,
wabnuatikny ovvaptnon oaiwv. H pébodog vmobéter 6t 1
OLVOMKN KavomoineT mov amokopilel évac mehdng eoptdrTon
and évo. GOVOAO UETAPANTOV, TO OOl AVIITPOGMOTEVOVV TO
Kpumpww  mov  emAéEope.  YmoBétoviag OTL 1 GLVOAIKY
1KOVOTOIN o™ TOL TEANTN EE0PTATAL OTTO £V GUVOAO KPLTNPIOV M
EKTIUMO™M NG KOVOToinong €vOC GLVOAOL TEANTOV UTOPEL Vo
Oeopnbel cav €éva mpOPANUO ©0TO EMGTNUOVIKO TESIO TNG
IToAvkpitplac Avaivong. Ta xpumpio avtd ovoudlovtol
OlOOTACELS  IKOVOTOINONG KOl  OLTIOAOYOUV TNV £Vvoll TNG
OAVOAVTIKNG-GLVOETIKNG Tpocéyyone ¢ uebodoroyiag. Ta
deodouéva e neBoddov cvAiéyovtor pe t Pondeta evog amion
Kol €EEOTKEVIEVOL EPMOTNUATOAOYIOV LEG® TOL Omoiov OlveTon
N duvatoOTNTOo G€ KAOE TEAATN VO AELOAOYNGEL TIC VINPECIES TTOL
TOL TPOGPEPOVTAL, ONANOT VO EKQPPACEL TN GLVOMKTY] OAAG Ko
TNV EMUEPOVS KOVOTOINGN TOL Yoo KaBEva amd To. KPLThpio-
YOPUKTINPIGTIKA TOV TPOIOVTOC 1 TG vanpeciac avtg. Ot
OCUYKEKPIUEVEG TPOTIUNCELS ek@pdlovtal pe T Ponbeia piog
LovOTOVNG TPOKAOOPIGUEVIC TTOLOTIKTG KMUOKOLC:

Yyuo 2.1: Evéektiki molotiky KAIpoka tkovomoinong

AmolvTo tkavomoiuévog
o0 ikavomoiquévog
Ixkavomomuévog

Aiyo ikavomomuévog
KaOolov ikavomomuévog

XOueova pe v mpotetvouevn uebodoroyia, 10 pHOvTELO
MUSA an6 v enelepyacio tov 0e00UEVOV (TOV TPOTIUNGEDY
oV eKEPELovTal amd TO GUVOAO T®V TEANTMV) EKTIUAEL TN
GUVOAIKT] KO TIG EMUEPOVS GLVAPTNCELS KOVOTOINOTC.

H pébodog MUSA axoAovBel Tig yevikég apyEg TG mTOL0TIKNG
AVOALONG TOALVOPOUNONG VO TEPLOPICUOVE, YPNOLOTOUDVTOC
TEXVIKES YPOUULKOD TPOYPOUUATIGHOD Y10, TNV EMIALGT TTC.

66



3.3.2.I1apovoiocn amoteieoparoov MUSA

Ol eKTILMUEVEC GLVOPTIGCELS KOVOTOINONG OMOTEAOVY TO,
oNUOVTIKOTEPO amoTeAécuota TS HeBOdov, dedouévov OTL
eKQpalovv v mpayuatikn aéio mov Tpocdidel To GHVOAD T®V
TeEAATOV € £va KaBoplonévo moloTikd enminedo wavoroinong. H
LOPPT] TOV GLVOPTICE®MY aVTOV givan e BEomn va Tpocdilopicet
10 Babud amortnTikdTNTAG TOV TEAAT®V. EYouue T1g akdAovheg
OUAOEC TEAATAOV:

» Ovoétepor TEAGTEG: 1) CLVAPTNON KOVOTTOINONG £XEL
YPOUUIKY)  HOPON  YEYOVOG TOL  onuaivel  OTL Ol
GUYKEKPIUEVOL TEAATEG OGO TEPIGGOTEPO IKAVOTOUUEVOL
onAmvouv 0Tt gival, TOGO UEYOADTEPO Elvol TO TOGOGTO
TOV TPOGOOKIOV TOVE TOL EKTANPDOVETOL

» AmoautnTIKOol TELATES: 1 CLVAPTNON KOVOTTOINGONG £XEL
KUPTN HOPPT]. AgOOUEVOL OTL 1] OUAOO QVTY] TV TEAATOV
dev eival kavomotnuévn mopd LOVO oV TOVS TPOGPEPETOL
10 BEATIOTO EMIMEDO VAN PECLOV

» Mn-0mouTNTIKOl EAGTES: 1] GLVAPTNOY 1KAVOTOINoNG
Exel KolAn popoeN, YEYOVOS TOL VTOONAMVEL OTL Ot
GUYKEKPIUEVOL TEAATES ONADVOLV OTL ElvOll IKOVOTTOTNUEVOL
TOPOAO OV UOVO vl LKPO TOGOGTO TMOV TPOGOOKIDV
TOVG EKTANPAOVETAL

Ta Bapn tov xprmpiov Kovomoinong VIToONAOVOLY TO
oxeTIKO PBabud omovdatdtnTag oL divEL TO GLVOLO TOV TEAUTOV
oTIS 0&ieg TV d0oTACEMV IKAVOTTOINGN G oV £Y0LV KaBOPIoTEL.
To yeyovdg avtd vmodniwver OtL 11 amdOPOCT Yo, VO KATO10
KPLUINPLO ®OG «ONUAVTIKO», o€ &va Babud, eaptdton kou and 1o
mANboc tv Kpumpiov mov ypnowwomorovvtol. Me Pdon to
amoteAEGUaTO TNG HEBOSOV TTov £yovV 1ON TOPOVCLUGTEL, Eivat
dVVaTOC 0 OPIGUOG EVOG GLVOAOV UECHV OEIKTMOV TKOVOTOINGNG,
1000 OAMKA, Oc0 Kol Yoo K&Be Eva omd 1O KpLrTplo
KOVomoinomgc.
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O opopds TV PECOY OEIKTOV 1KAVOTOINGTC GUUTANPOVEL
ta, Ovvatd anoteréopata e puebodoroyiogc MUSA xat kpivetou
avorykoiog 010TL:
» mapovoldlel HE amAd  KOL  KOTOVONTO TPOTO TNV
KOTAGTOO™ TNG  1KOVOTOINGoNG EVOC GCLVOAOL TTEANTOV

» ovvovdlel to amoteAéopato TG puebodov MUSA pe v
TEPLYPOAPIKT]  OTOUTIOTIK]  OVAALON NG EPELVOC
IKOVOTTOINGMG

» Olver 1t dvvatdTNTO VAOTOINONG €VOC  GLOTNLOTOS

aEloAOYNoNG TG EMXEIPNONG

To 0Oépua g oamortnTIKOTNTAC TOV TEAATOV €Yl MOM
TOPOVCIOGTEL OPKETA KOl TPOKVATEL 1] OVAYKN YO TOV OPIGUO
EVOC GLVOAOL LECMV OEIKTMOV OTOLTNTIKOTNTOAS, OEOOUEVOL OTL
LLE TOV TPOTO ALTO:

» opiletonl uo. TOCOTIKN HETAPANTA Yoo TNV €vvoll TNG

OTTOLTNTIKOTNTOG

» EKUETOAAEVETOL TANPWS TO GUVOAD TMV TANPOPOPLDY TOV

dlvouv 01 GLVOPTNGELS IKAVOTTOINONG

Qo mpémer va onueiwbel OTL 01 GUYKEKPIUEVOL OEIKTEC
eKQPALOLV TNV PECT] AMOKAOT] T®V GLVAPTNGEMV IKAVOTOINGCNG
amd UL «KOVOVIKIY 1 «OVOETEPT» (YPOUULKT) GLVAPTNON
aSldv, YEYOVOC TOL ONUOIVEL OTL Ol OEIKTEC OMOLTNTIKOTNTOG
UTOpEL va £Y0VV OLUPOPETIKES TUYLES GE SLOUPOPETIKA EMITE TNG
TOTOTIKNC KAILOKOG 1KOVOTTOINGNG.

Eniong ot 0elkteg amontnTikOTNTaC €KTOC amd ToV KoBopIoro
TOV TPOTIUNGEMV KOl TOV TPOTOV GUUTEPIPOPAS TOV TEAUTDV,
Umopovv vo. vodeiEovy kot 1o péyebog g mpoomddelng ToL
npénel vo, KataPAnOel amd v mAgvpd ™G emyeipnong yo ™
BeAtioon G ovykekpuévne  ddotaonc  1Kavomoinomg.
Xvvovalovtoag ta Bapn OV KpUnpiov 1KOvomToinone He TOLG
LUECOVC OeiKTEG IKOVOTTOINoNG £lva SLVATOS O VITOAOYIGUOG LIOC
oelpdc Jwypappdtov  dpdong To. oMol UmOpovV Vo
TPOGOI0PICOVY TTO1a EIvVaL TOL SLVATA KO T AOVVOLTO GTUETDL TN
KOVOToiNoNG TV TEAATOV, KAOMOC Kol TO 7OV TPEMEL Vol
oTPOPOVV 01 TPpocTAdeleg PerTimonc.

To Swypdupoata (Pr. ZxAua 4.30) avtd €lvol OVCLOGTIKA
YOPTEC ATOOOGTC-CMNUAVTIKOTITAC, EVD OVAPEPOVTOL GUYVE Ko

68



MG GTPOTNYIKOL YAPTES, YAPTES ATOPOCTC 1| AVTIANTTIKOL YAPTEG.
To obypappa dpdong ywpiletal oe TETAPTNUOPLO AVALOYO, LUE
TNV 0OO0CT] KOl T1 CNUAVTIKOTNTO TOV KPLUTpimv.

Ot meproyég mov ywpileton o ddypappo givor:

o mePLOYN] oyvovcas Kotdotaon-status quo (younin
07T00001 KOl YOUNA CNUOVTIKOTNTO): 1KOVOTOiNoNG 0€
DewpovvTal CNUAVTIKEC amd TOVC TEANTEC

o mePLOY] oxvos (VynAn  0m000061 KOl vWnAN
ONUOVTIKOTNTA): TO YOPOKTNPIGTIKA 7OV OVNKOLV GE
aVTO TO TETAPTNUOPLO UTOPOVV va, ypnciporombodv g
TO GLYKPITIKO TAEOVEKTNUO TNG ETALPEING ATEVOVTL GTOV
OVTOYOVIGUO. XTI TEPIGCOTEPEG  TEPWITOGELS Ol
CUYKEKPULEVEG OLOCTACELS 1KAVOTTOINGCNG OmOTEAOVYV KoL
™ Bacikn ottio Kot €1007T010 dAPOopPA TOL £YEL EMAEYEL M
ypnon (ayopd) Tov ££eTalOUEVOL TPOTOVTOC 1| LINPEGIOC

o meproyn Opaong (yopmA om606006m KOl VYN
ONUOVTIKOTNTA): GTO TETOPTNUOPIO CALTO OVIKOLV T,
TAEOV KPIGUOL YOPAKTNPIOTIKA TOV TPENEL Vo BerTtimBovv
OTOGONTOTE MOGTE vo. awéndel 10 emimedo Kavomoinong
TOV TEAATOV

o TEPLOYN] METAPOPAS TOPOV (VYNA] amodoon Kot
YOUNA ONUAVTIKOTNTA): Ol TOPOL KOl YEVIKOTEPO T
mpoondfel NG emyeipnong  mov  apopovv  GTo
GUYKEKPIUEVO  YOPAKTINPIOTIKA TOL TPOIOVIOG 1 TNG
VANPEGIOG UTOPOVV va. ypNoLomon oy pe O10POPETIKO
pomo (m.y. Pertioon TV SGTAGEDV 1KOVOTOINGMG TOV
AVIKOLV GTNV TEPLOYN OPACTC)

H cepd 1oV mpotepatot) v TG EMLEipnong Exel oG EENG:

» H mepoyn Opdong eivar 1 mpodTn TPOTEPUOTNTO TN
EMYEIPNONG, OPOV OGTO OCULUYKEKPLUEVO  TETAPTNUOPLO
OVIIKOUV GTUOVTIKGA KPITNPLOL Yo TO. OTTOiol Ol TEANTEC OEV
eLQaviCovTol IKOVOTOUEVOL

» H devtepn katd celpd mpotepardtnTa TG EMLyeipnong Oa
mpénel va emkevtpwbel ota kprrnplo tov Ppickovial otV
TEPLOYN 1OYVOG

69



» H tpit mpotepatdTnTa TG EMYElpNoNG sivan 1 mTePLoyn
G 16YVOVGAC KATAGTOONGS, UOAOVOTL Ol GLYKEKPIUEVES
daoTdoELS IKavomoinong dev lvan 1daitepa KpiGILES

» H mepoyn uHetapopdc mOpwV amoteAel TV TeEAEvTAiN,
TpotepAUOTNTO. NG  emyeipnong,  0edopévov  OTL
weptauPavel  yopoxINPoTIKE TOL Oomoio.  dev  givan
ONUOVTIKA Y10 TOUG TEANTEG Kol TOPAAANAQ 1 amrOd0oN

NG emyeipnong etvor LYNAN

Ta owypaupoto PBeAtioone (Pr. Zynuo 4.31) umopovv va
VIOdEiEOVY  TOlEC  OlOCTACELS — IKOWVOTOINoNG  TPEMEL VO,
BeAtiwBovv, aAld dev eivon oe BEom va Tpocdiopicovy molo Ha
etvar 10 amotélecua TV evepyEL®V Pedtimong, ovte To pEyebog
MG mpoomabelog mov ypewdleton Yo vo  emtevyfel 1
TPOGOOKMOUEVT Pertimon.

To mpoPAnuo avtd Advetor UE TNV  KOTOOKELT) TOV
dypappdtov Beltioong, 6mov:

» Ot péoot deikTec amoutnTIKOTNTOG O8iyvouy to uéyebog e
npoondfelog mov Katafdiletor Yoo ™ Pertiomon evog
YOPOKTNPLOTIKOV, OE00UEVOL OTL OGO MO ATTOUTNTIKOL Efvat
0ol TEAATEC, TOGO TEPLGOOTEPO TPEmel vo. Peltiwbel T0
EMIMEDO KOVOTOINGONG Yo VO EKTANP®OOVV 01 TPOGOOKIES
TOVG

» To amotélecpa TV evepyelmv Pertioong eaptdtor 1060
omO TN ONUOVTIKOTNTO TOL KPitnpiov, 0G0 Kol Omd TN
GUVEIGPOPAE TOV GTN U1~ IKOVOTOINGT TOV TELATMV

» Kdabe duaypoupo PBertioong yopiletal o teTOpTNUOPLO.
avaAOyOL Le ™mv OTOLTNTIKOTNTA Kol mv
OMOTEAEGUATIKOTNTA TOV OGTACEMV 1KOVOTOINoNG, LE
OMOTEAEGO. TOV  TPOGOIOPICUO  TMOV  TPOTEPULOTITOV
BeAtioong

» H emyeipnon Oa wpénel va emkevipmoeL TI§ TPOoTAOELEg
BeAtioong ot O0OTACES 1KOVOTOINoMNG 7oL £YOVV
LEYAAN  OMOTEAECUOTIKOTNTO VM Ol TEAATEG OEV
eueaviCovton 1ditepa amalTnTiKol

» H 0ebtepn mpotepatdTNTa. TOV £VEPYEI®V PeAtioong
OTOTEAOVV TO KPITNPLO. OV €1T€ TOPOLSIALOVV UEYAAN
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OMOTEAEGUATIKOTNTA Ko peyddo Babud amoutntikdtnToc,
elte  eueaviouv UIKPY OTOTEAEGUOTIKOTNTA, EVO Ol
meEAATEG O€ PaivovTal 1010HTEPA ATALTNTIKOT

» Téloc, TO YOPOKTNPIOTIKA 7OV TOPOLGLALOVY  LIKPN
OMOTEAECUOTIKOTNTO  KOL  HEYOAN  OTOLTNTIKOTNTO
ATOTEAOVV TNV TEAEVTOLN TPOTEPALOTNTA PEATIOONG

3.3.3.EKTiuncn  omoTEAEOHATOV KOl  OEIKTES
oPaANOTOS

H extiunon tov anotedecudtov g pedddov MUSA,
oyetileton pe Tic €€Ng TpoPANUATIKES:
e [Babuoc mpocapUOYNC TOL HOVIEAOL GTO. OEOOUEVO TOL
TPoPANUaTOS 0ELOAOYN OGS TNG IKOVOTOINGNG TEAUTMOV
e gvoTAOE.  TOV  OTOTEAECUATOV NG  OVOALOTG
uetafertiotonoinong

3.3.4.M£60G OEIKTNG TPOCUPROYIS

H mpocopuoyn tov HOVIEAOL 0POPE GTNV €VPECT EVOC
ocvotnuatog  aflwv  (GLVaPTACES  kovomoinong,  PBapn
KPUINpiov) Yo 10 GOVOAO TOV TEANTOV, UE TO EANYIOTA duvaTA
ocpdApata. T 10 AOyo owtd, o1 PEATIOTEG TWEG TV
LETAPANTOV  CEAAUOTOS VTOONADVOLY TNV AEOTIGTIOL TOL
GUGTNUATOG AELDV TOV EKTLUATOL.

O oplopdg €vOC KAVOVIKOTOMUEVOL OEIKTN TPOGAPUOYNS
Kpivetol amopoitntoc, 0e00UEVOD OTL 1] GUVOALKT] TOGOTNTO TMV
CPOAUATOV EKTIUNONG EE0PTATAL OO TOV APOUO TOV TEAUTOV.
Avtdg eivar 0 péoog deiktng mpooapuoyng e Hebodov
MUSA.

3.3.5. Méoog d€ikTng gvoTaderog

H evotdfesi toov  amotedecpdtov G avAALoMG
uetafertiotonoinong anoterel éva mpdPANUa aveEdptnto amd
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10 Babud mpocappoyns e pebodov MUSA. H mpotevduevn
avaAivon petafertictonoinong ival pa dadikacio ovalnong
NUWPEATIGTOV AVCE®MV e GUYKEKPIUEVEG EMOLUNTEC 1010TNTEC N
omoia Tawtdypova eivar oe Béon va deiEel v gvotdbeln TV
AMOTEAECUATOV TOL HOovTEAOVL. IIo ocuykekpluéva, Kotd TN
ddpkela ™G  @donc uetafeAtictonoinong  emtAvovial N
YPOULUKA TPOYPALLUOTO, TO OTO10L LEYIGTOTOLOVY S1000Y LKA TO
Bapoc xdéBe wprmpiov. Q¢ teMk” Avon ywo to PBdpn TOV
Kprnpiov vroloyiletar n uéon TN TV Bapdv TV YPOUUIKOV
QVTOV TPOYPOULLULATOV.

Mo v avdivon g €voTadElng TOV OTOTEAEGUAT®OV NG
nebodov eivar dvvatd va ypnowwomomnbel 1 dtakvUOVOT TOV
Bapav Tov kprtnpiov tov wivaka petapfeitiotonoinons. ‘Etot, o
néoog dgiktng gvotdderiog o propovce va oplotel MG 1 HEoM
TN NG KOVOVIKOTOUUEVNG  TUMIKNG  OMOKMONG  TOV
EKTILOUEVOV BopdOV TOV KPITNPI®V TOL TPOPANLOTOC.

3.3.6.ITAgovekTpnata ¢ ped660v MUSA

AmO OAeg TIC HeBOOOVE OV AVOPEPOLE OGE TPONYOVUEVN
nopdypago, povo n uEBodog MUSA €yxet avamtuybel €101kd yio,
TV UETPNOM TN¢ tKavomoinong melatov oG entyeipnone. Ot
vrorowmeg eivor otoTioTikéEG UEBOOOL, Ol Omoieg UmopovV Vva,
ypnowonomfodv Kot ywu TNV UETPNOTN 1KOVOTOINoNG TMV
nelaTOV. XVven®¢ elvor Aoyikd mn puébodog MUSA va pnv
ToPOLGLALEL TOL PEIOVEKTHUOTO 7TOV £yovv ol GAleg pEBodot,
ONAad” TPoPANUOTO LE TNV TOCOTIKOTOINGN TOV OE00UEVMV
(TOALamAN] avAALOT TOAVOPOUNCNS, TOPAYOVTIKY OavAAvLoN,
OloKPITIKN avaAvon), N VIaPEN TOAAATANG GLYPAUUIKOTNTOC
(moAAOTAY] avAALON TOALVOPOUNGNG, TOPOYOVTIKY] OVAALGT,
OLOKPITIKT] OVAALCT)) 1) OLOKOAID KOTOVOUNG TEAATMOV OTMG
yiveton pe Tic probit ko logit analysis.

H pébodoc MUSA mapovcidlet éva onpavTikd TAEOVEKTLO
gvavtt Tov dAov uebddwv to omoio elvor 10 €ENC TO
AmOTEAEGLATO TNG LEBOOOV aLTNG UTOPOVV VA PN CILOTOO0VV

72



yio ™ ovveyn Peitioon tov ovotiuatoc mowdtntac. Ot
vorouteg  nébodol  divouv  amAMdC U0 TOCOTIKOTOWMUEV
EKTIUNON TNG OLVOAIKNG 1KOVOTOINGCNG TOV TEANTOV Kot O)l
IKOVOTIONTIKN AN pOo@OpNoN Yo pa o PdBog avaivon g
IKOVOTTOINONG TOV TMEAATMOV KOl GCUYKEKPIUEVA Yo, KAOe
ddotaon tkavomoinong mov €yer koabopiotel. AvtiBeta 1
néBodog MUSA 6yt uovo mpocdopilet, eKTOC amd TV OAKI Kot
TNV UEPTIKT IKavoToinon v Kébe didotacn Kavomroinong, aAid
LE TNV KOTOGKELN TOV OOYPUUUATOV dpaone kot PeAtioonc
VTOJEIKVVEL TO, ONUEi oToL omoia, M emyeipnon mpémel va
BeAtiwOel yo vo ovENGEL TNV IKOWOTOINGT TOV TEAATOV TNG
KaODC Kol TNV TPOTEPOLOTNTO TOL TPEMEL VO OMOEL GTIG
evépyeleg Pertimong.

3.4. XOvtaln ep@TNUATOAOYIOV EEMTEPIKAOV TEAUTOV

Baowkd otoryeio g épevvog amotedel TO £POTNUATOLOYIO
TOV EC0OTEPIKAOV Kot eEOTEPIKAOV TEAATOV. O1 d06TACES TOV
uelemOnkov oe kdbe mepimtwon eiyav Kowd yvouovo TN
1KOVOTTOIN G TELUTMV KOl TPOGMOTIKOV.

Ocov agopd tOVC mMEAdTEG M mpoomdbel MTOV GTO VO,
EVTOTIGTOVV OTA OV OPEIAEL Vo TPOGPEPEL N TpAmeCo GTOVG
neMdteC €161 Wote va. cuveyilovv v ovvepyacia pali .
[Ipota an’ 6Aa poviicape vor GLAAEEOVE TANPOPOPIES YO TO
TPoPid TV epoBEvTmv. Ta otoryeio avtd oyetiCovav pe v
nAkia, T0 EOAO, TO ETAYYEALO, TNV OIKOYEVEIOKT] KOTAGTOO,
NV ekmaidevon, 10 ¥podvo cuvepyasiog pe v tpdmelo Kol To
oLuvePYULOUEVO VTOKOTAGTILLC.

Ymv ovvéxeln émpeme vao. KaBopiotodv TS Ol0OTACELS
1Kavomoinong mov Ba LG amacyoAcovy. ZOUP®VO, UE EPEVVEC
1KOVOTTOINoN G AAA®Y TPOmE KOV 10pLUATOV KaTaAnEaue OTL M
Kavomoinon  eEoptartot dueco omd TV TOKIMa TOV
TPoidvVT®mV, TOLG OpoVG ouvvepYacoiog, TIC EEEIOIKEVUEVEC
VN PECiEG OALG Kol VANPECIEG UEGH OLAOIKTVOV TTOL UTOPOVV
Vo S1EVKOAVVOLYV TIG TPUTECIKES EPYOGIES.

Ta mpoidvia Ouwc yperdlovior ™ pHeGOAAPNoON Ko TN
BonBela TV vroAM AV Yo va. eival o BEon évac meEAdTNG va
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EMAECEL TO KOADTEPO Yoo TIG ovaykeg tov. O gpyalduevol
lowmdv ogeidovv va eivar @ulkoi, va egivalr oe Béomn va
e€ummpetTovv pe akpifela Tov mEAATN 0AAQ KOl Vo UTopovyV va
KOTOVOT|GOLV TIC OVAYKEC TOL KOL VO TOL TTPOTEIVOLV AVGELC.
ITapdAinio eivor amapaitnto o TpanelikdS OpyovVIoCUOS Vo
OlELKOAVVEL TIC GLVOALAYEC UELOVOVTOS TO YPOVO OVOLOVNG,
TPOGPEPOVTAG EVKOAN TPOGPOOT OTO VTOKOTACTILOTO OCE
GLVOLAGUO LE EVYAPLOTO TEPPAALOV.

O «KovOTOMUEVOS TEAATNC elval onUavTIKO vo vVidmBel 0Tt
N 6x€omn 1oL e tov TPAneCKd OAo €ival GYECT EUTIGTOGUVNG
kol aglomotiac, n onoia 6to pUEAAOV Ba pmopel vor KOAOWEL
KkéOe tov avdykmn. ‘Evac axdpa mopayovrog (OTIKNG onuaciog
ntav 1n UeEAETN NG OSvUPoAg ™G TpAmeElOC OTNV  TOTIKM
Kowvovia kot owovouio. Emedn dpuwg vrdpyet n mbavotnta ot
meMdteg vo. ovvepydlovtor Kol pe OAAeg tpamelec, MrTov
anapaitnto vo peletnfel n ewkdvo KoL 1 IKOVOTOINGCT TO®V
TEMUTOV HOC OE OYECN MUE TO TOPEYOUEVO TPOIOVTO Kl
VINPEGIEG TOV TOVE TPOSPEPOVY AAAOL TPATECIKOT OPYOVIGLOL.
[TapdAinio owomict®OnKe av ot meddteg Oa Ntav wpoOvpotl va
GLGTNCOLY TNV TPATEL GE KATO10 IO 1| YVOGTO.

[Ipokeévov va PBeAtiobBodv ot SN UoTIKEC TPOGTADELES
G enyeipnomnc, ot ep®TNOEVTEG KOAODVTOV VO OTTOVIIGOVY GTO
moleg omo oavtéc OBovpovviar. To tehevtaio KOUUATL TOV
EPOTNUATOAOYIOV €0vE TNV dLVATOTITO GTOVG £PpWTNOEVTES Vol
EKQPACOLY T GYOAO — TOPATOVO TOVG OAAG KO VO, KAVOLV TIG
OéC TOovGg mpotAceElg pe otdyo mhvta T Pertioon TV
TPOCPEPOUEVMV VTNPECLOV KO TNV KAADTEPT EEVTNPETNON.

Exto¢ and T1g epmTNOEIC TOV TEPIELYE TO EPOTNUATOAOYIO GTO
TEAOC €0ve TNV €ukoupio. oTov TEAATN VO EKQPACEL TLYOV
TOPATOVA, TOPATNPNCES OAAE Kol Vo KOVEL TPOTAGELC Yo
TEPETAUP® PEATIOCELC.

YOUPOVO LE TOVG TAPAYOVTES TTOV avaPEPONKaY opyavmOnKe
TO EPMOTNUATOAOYIO TOL AKOAOVLOEL.

"Epegvva Ikavomoineng llehatov

Ayatrnté reAdTn,
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2TV mpoomoleld 1os vo. PEATIOCOVUE OKOUN TEPLOTOTEPO TIG
vENpeciec Kol TV eCOTHPETHON OV TopEyovus, Qo Oclaue va oe
TOPOKOAECODUE VO GOUTANPMOOEIS  OVOVOUL TO 0KOAODOO
EPWTNUOTOLOYIO.

A. IIoco wavomomuévoc/n €lote omd TOVS TOPUKATM
nopayovieg mowdTNTOS TNG EEumMpPETNONS KOl TV
TPOTLOVTOV/ VAN PEGLAOV TOV TPOGPEPOVUE;

IIpoocowmiko

Toyotnto Kot oxpifeto. eEOTNPETNONS OTO TO TPOCWTIKO
Ikovotnteg Kat yvwoels T0v TPOTOTIKOD

Korovonon avayrxdv kail mpotervoueves ADGEIS OO TO TPOTOTIKO

IIpoiovta

LowkiAio mpoioviwv/vrnpeaiav s Tpamelog

Opo1 ovvepyooiog (emitokio, 0pol 0aveiwv, mpounbeies, ki)
Avvatotnto. wopoyne eLEIOIKEDUEVWYV DTNPETIOV (ETEVODTIK,
00QAAEIES, KAT)

Yrnpeoies web-banking

E&vanpéton

Llepifaiiov TO0 KaATAOTHUOTOG

Xpovog avauovig yio eCOTNPETHON GTO KOTATTHUO,

Awaowkooiec  eComnpétnons s IpameCoc  (taydtyta,
VPOPEIOKPOTIA, KAT)

Evnuépwon mov oac mopéyer n Tpamelo. (vmnpeoieg, mpoiovia
VEa, Opol GLVEPYATIOGC)

Evkoliec  mpoofaong  (tomobecio.  koraotiuotog,  OIKTVLO
katootnuotwv/ATMs)

Ewova

Eumorooivy kou alromotia Tporelog
AvvoTotnTa KGADYNS UEALOVTIKDV OVAYKWDV
2oufoln atyy TomK) 01KOVOULO/KOIVWVIA
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Ol wavomoinon amé 11 ocvvepyooia cog pe v Tpanela
Xaviov

YUVOMKGA, ©€ oyEcn UE OVTO 7OV  TWEPLUEVOTE, TO.
TPOLOVTO/ VN PESLES KOl 1] EEVANPETNG TOV GOS TUPELOVTIL
givae:
Xelpotepo

MddAiov yeipotepa

Llepimov onwe mepiueva

MdAlov kalvtepa

Koalvtepa

IIoco mOavo sivar va ovoetioetre v TpaneCo Xaviov og
KATOoW0 Qiro, YVOGTO 1| GLYYEVY;

Koboiov mbavo

Mdiiov armiBavo

11i6ovo

LIloAd mbavo

2iyovpao.

B. Xpfon tponelik@v Tpoiovtov - Xovepyoaoio pe Tpameleg

IHow oné To mopaxkato mpoiovra/vanpesies e Tpanelog
ypnononoreite; (onuewote 1 1 meprocotepa)

KoraOetika 1010tV (Aoyopiacuog touientypion, oyewg, kKAm)
Kotabetikd emiyeipnoewv (Loyapiacuos owewg, pioboodoariag,
KAT)

Advero 101wtV (KOTOVOADTIKG, OTEYOTTIKG, KAT)

Aqvela emyeipnoemy (EXOYYELUOTIKNG OTEYNGS, TOYIMV, KEPAAALO
KIVIONG, KATD)

Emevovtika mpoiovro,

Thiotwtikés Kaptes

Web Banking

AAda mpoiovra/vrnpeaieg (GVVAALOYUA, KAT)
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Xvuvepyaleote pe aireg Tpamelec;
Nou
Oy

Av Na, pe moieg; (onuerwote 1 | TEPL6cOTEPEC)
Aypotikn Tpomela

Alpha Bank

EOvikn Tpamelo

Eumopixn Tparelo

TpameCo. [eipoimg

Arin Lovetoupiotikny Tpamelo.

Arin Tpomela (mpoooiopiote)

H mowotnra eummpétnong g Tpanelog cvykpitikd pe Tig
aAleg Tpameleg eivan:

Xeipotepn

Mdailov yepotepn

To io10

Malov kadvtepn

Kolvtepn

O 0por ovvepyaoiog (emtoKia, mpoundeieg, opor daveiv)
™G Tpanelog ovyKPITIKG pE TS arleg Tpameles eival:
Xelpotepol

Mdilov yepotepot

To io10

Mdailov kalvtepot

Kolobtepor

Iloweg mpocpateg owopnuioTiKEG Tpoomadereg g Tpamelag
Ovpdcaocte; (onuel®ote 1 1) TEPLOGOTEPES)

Paoiotnieontino omot

Evrorn katoywpnon (epnuepiosg, mepiooika,)

A1apnuioTiko pvALGOLO

Kouio
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A. Xtoyyeio meldTn

dvro:
Tovaika
Avopog

Hhakio:
wc¢ 30 etwv
31-40 erwv
41-55 etawv
> 55 etwov

Owoyevelokn KoTAoTOG:
Ayouoc/n
Eyyouog/n

Endayyeipao:

Aypotng

2ovtoliovyog

Enryeipnuotiog

EAed0. Erayyeluotiog
Anuoaoiog/Ioiwtixos Yraiiniog
AlLo (mpoooiopiorte)

Exnaidogvon:
Anuotixo
T'vuvaoio/Adxero
AEI/TEI

Xpovog ovvepyaoiog pe Tparela:
Ayotepo. oo 3 €n
3-5 étn

TEPLOTOTEPO, OTTO S ETH

Ynokatdotnpo Tpamelag mov cuvepyaleote:
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E. Zyoma-Ilpotdoerg

I poyte arov emouevo ywpo, epocov to emboucite, omo100nTOTE
TOPATHPNON, TOPATOVO 1l DTOOEILH, TOvL Ha umopovoe vo oS
Ponbnoer va feiticdcovus TV TOLOTHTO. TWV DINPETLOV TOV GOC
TOPEYOVLLE.

3.5. ZOvtaén £pOTNUOTOLOYIOV ECOTEPIKAOV TEAUTOV

To epOTNUATOAOYIO TTOV APOPOVGE TO AVOPOTIVO OLVOLLKO
Baciotmke mhveod otv 0w OwdlKacio OmMC aLTO  TOV
eEOTEPIKAOV TEAATAOV. AP0V GLYKEVTIpOONKAY KATOWD YEVIKE,
ototyeia Yo To OAO, TNV NAIKiO, TNV OIKOYEVELOKT] KOTAGTOGOT),
mv wpodmnpecia, ™ Pabuida kot t Béon mpocolopicaue TIg
dl0oTACELS  Kavomoinong Yoo tovg vmaAAniovs.  AdOnke
Eupaon oty epyocia, TG ovtapolPé, v avdmtvén, v
EMKOIVOVIOL OAAQ TNV E1KOVA TNG ETAPLOG.

[Tio ovykekpyéva pomOnke 10 TPOCOMKO av &lval
EVYOPICTNUEVO OO TO TEPLEYOUEVO TNG EPYAGINS OAAG KoL TIG
apuodotTeS Tov. MeretnOnke axduo M 1KOVOTOiNocM TOL MG
Tpog  To TEPIPAAAOV gpyaciog KOl TNV EPYOCLOKY] OGPAAELD.
Xy Katnyopia tov aviapolBaov d60nke Eueacn otic apolPég
Ko TI¢ TpOcOeteg mapoyéc. ‘Eva axdpa kpitmplo mov eviaydnke
GTNV KaTnyoplo avTh €Ival 1 IKOVOTOINGT TOL TPOCSOTIKOD OO
TNV OVOYVOPIoT TOV TPOCSTOOEI®Y 0O TOV TPOIGTAUEVO 1| TN
d1oiknomn cuvoAKd.

Yto emOpEVO, KPUTNPO. 1 UEAETN EMIKEVIPMOVETOL OTIG
eokalpiec v mepartépm €EEMEN oAAG KOL TPOGMOMIKNG
avATTUENG HEGH om0 OLVATOTNTEG OMOKTNONG EUTEPIOC Ko
exmoidogvon/ Katdption. X100 onueio ovtd o1 epOTNOEVTEC
KOAODVTIOL VO OTTOVTIIGOLV OV Elvol  IKAVOTOUUEVOL 1)
dvcapestnuévol amd v aloAdynon and To AVOTEPO GTEAEYN
NG eTOUpiog.

Emouevn katnyopio €lvor vt mOov 0QOpPA TNV ETKOVOVIAL.
Yy nepintoon avtn e£eTdotnKe TOGO ELYUPLGTNUEVOL Elval Ol
VLAAANAOL OO TNV EMKOVOVIOL L€ TOVE CLUVAOEAPOVS KOl TN
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dloiknomn oOuemva TavTa pe To EpYareia Kol HECO TOV EYOVV
ot o1dbeomn Tovc.

Tic Olnotdoelc kavomoinong mov opicaupe akoAovOnoe m
EPMTNOTN OAKNG IKOVOTOINGNG amd TNV UEYPL TOPO GLVEPYOGIAL.
2TO0 TEAELTAIO UEPOC TO EPOTNUATOAOYIO €0ve TNV gvuKalpio
OTOVG EGMTEPIKOVS TEAATES VO EKPPAGOVV TO. TOPATOVA OAAD,
Kol TPOTACES PeATioNG TOVC OM®G £Yve OVTIOTOLYOL KOl LE
TOVG EEMTEPIKOVG TEAATEG.

Ol T TOpOTAVEO  YpNOLOTOMONKAY  TPOKEWEVOL Vol
opyavmbBel 10 gpotnuotordylo mov Ba  perpnoel v
1KOVOTTOIN G Kol TN SVCOPECKELD TOV avOPOTIVOL dVVOLLKOD.

Epompatoroyro Ikavoroinong Avlpomivov Avvapikod
A. T'evikd Xtoyyeia

dvro:
Tovoika
Avopog

OwKoyEvELOKT KOTAOTAO:
Avyouoc/n
Eyyopoc/n

povmmpeoia oty Tpanela:
wg 2 étn

2-5 &ty

> 5ém

Hl\wio:
wc¢ 30 etwv
31-40 etawov
41-55 etawv
> 55 ety

BaOpida:
Yraiiniog
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2TEAEYOG
Arevbovng

Ofon:
Koataortnua
Awoiknon

B. Ikavomoinon

Epyoacia

Llepieyouevo epyoociog (OTOITHOELS, EVOLAPEPOV KOI POPTOG
EPYOOLOG, YPOVIKY TIETH, KAT)

Llepifoirov epyooiog (ywpog, eCOTAIOUOG, VYIEIV KOl OOQPAAELO,
OTO Y(WPO EPYOTLAS, KAT)

Apuooiotnree kol  mTPWTOPOVAIES  (EKYWPNON  APUOOIOTHTMV,
OVVATOTHTO. Y10, TPWTOPOVAIES, KAT)

Epyaoioaxn aopdieia (aicOnon aocedleiog yio ty Oéon epyoaoiog
OTO GUECO UEAAOV)

Avraporég

Auoiféc (olog, aopdiion kar drlec Pooikes aviouoifeg)
llpooOetec  mopoyéc-Bonus  (bonus xoi dileg mpoobetes
oVTOUOLPES)

Avoyvaopion (avoyvwpion Tpoortabeiy amo 10V TPoioTaUEVo 1
t Aroiknon oovolixa,)

Avamtoén

Evkaipies elélilng (evkoupiec yio mepoutépw elériln  atyv
TpameCo. Xoviwv)

llpoowriky  ovamtoln  (OVVATOTHTES  KOPIEPOS,  OTOKTHONG
EUTEIPLOG, EKTOLOEDONS/KATOPTIONS, KAT)

AC1oAoynon (ovtikeiuevikn aclol0ynon omo T0V TPOIoTOUEVO)

Emkowvovia
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Evnuépwon  (epyoleio kou uéoo evyuépwong, mpooPacn oe
YWAOEIS KOI TANPOPOPIES, KAT)

Emikowvowvia ue ovvoadélpovg  (ovvatotntee  emKOIVWVIOLG,
EPYAAELO KO UETOL ETIKOIVWVIOG, KAT)

Emikowvawvia ue oioiknon (ovvoarotntes emikoivwviag, epyoieia
KOl UETO ETIKOIVWVIOG, KAT)

Etapia

Ilpoiovro/vrnpeoiec  (moldtnTO.  TPOIOVIWV/OTHPESIWV — TOD
TPOCYEPOVTOL TTOV TEAGTH)

Ewcovo etaipeiog (eikovo kar onun e Tparelog Xaviwv oty
ayopa,)

2votnua ooiknong (otold oroiknong, atoyobétnon, oouusToyn otn
Anyn amopoocewv, KAT)

lloitiky mpoowmikoDd (MOMITIKY — ETOUPEIOS OYETIKA UHE TO
TPOCWTIKO)

YyvoMK) wKavomoinoen oamd TNV gpyocio otnv Tpanela
Xaviov

I'. Zyoho-Ilpotaocers

I payte arov emouevo yawpo, epoocov 1o emBvueite, omo10.0NTOTE
TOPATHPNON, TOPATOVO 1 VTOOEICH Tov Qo umopovoe vo. UOG
ponbnoer va Peltivoovus ™V epyoacio 100  AvBpwTIVOD
ovvauikod g Tparelog.

3.6. Tpomog oreCaymyng g épeuvog

H épesvva 1kavomoinong 1tov eEOTEPIKOV — TEAATMOV
Tpayuotortomnke oe OA0 TO VITOKOTAGTUOTO TOV TPATECIKOV
WpOHaToS.  Xg  k@Oe  wotdotnuo  vanpyov  dwwbéciua
EPWOTNUATOAOYIO TTOV UTOPOVGE KAOE TEAATNG VO GLUTANPDOCEL
OVOVOUO. XTI GLVEYEWL TO GUUTANPOUEVO EPOTNUATOAGYLN
torofetobviay  amd TOoVg epwtnOEévieg oe  kAAmec. Ta
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EPOTNUATOAOYIO NTAV OOECIUO TPOG CLUTANP®OT UOVO Yl
tpelg ePdouddec. Metd 1o WEPOC TOL OLGTHUATOS OVTOV
CLAMEYONKOV Kol ApYLoe 1 CLAAOYN TOV OEOOUEVOV KOl TNV
GLVEYELD M) ENECEPYAGIO TOVC.

Metd v OAOKANPMGCT TNG £PELVOG 1KOVOTOINGoNG TMV
e€mTEPIKOV  TEANTOV, Eekivnoe LT MOV  APOPOVGE  TO
avOporivo  dvvauikd. Ta  epOTMUOTOAOYIL GTO  YPOVIKO
ddomua t@v O0vo gfdouUdd®V CULUTANPOONKAY Omd TOLG
VTOAAMAOVE OA®V TV VTOKATACTNUATOV Kol NG O10iknomg.
21 ovveyeln ovykeviponkav otnv AtevBvvon AvOpomivov
Avvopukod kot - dpyloe M KOTOYPOPN) TOV  OEOOUEVOV.
AxolovOnoe N enelepyocia kol N EQY®YT] GLUTEPAGUATMOV KO
OMOTEAECULATOV.

3.6. To mpo@ik Tov deiypoTog

O oaplBuog tov epoTNUATOAOYIOV OTAV OAOKANPOONKE TO
YPOVIKO OtdoTnuo. OlEEOYy®mYNG TG £pevvac Yo TN UETPNON
kavomoinong tov eEmtepikav melatov Ntav 382. And avtd
eMALEQUE LOVO OVTA TTOL MTOV TANPOC GLUTANPOUEVO KO
amoppiYalE oo TO delypo EPOTNUATOAOYLN LE EAATN GTOLYE L.
Katd cvvénela to telko detypo mwov ypnoiomomdnke yio v
avdivon kot emefepyacsia MTav 311 gpotnuotordyL.
[Tapampnoope OTL €va oNUOVTIKOS aplOuog omd avtd 1nTov
COUTANPOUEVO  YOPIS OUMC VO LTAPYEL OmAVINGCT oIV
Kavomoinon ond v vanpecia  web-banking. Avto eiyxe oc
OMOTEAEGUO VO YWPIioovUE TO OElypo o€ OVO  KOTNYOPlEC
nelatov. H mpdtn xoatnyopia apopd meldtec mov ival ypnoTeg
¢ vanpeciog oS (247 epOTNUATOAOYLN) KOL 1) OEVTEPT] TOVG
howmovg meldteg (64 epotnuatordyn). ‘Etolr otnv avdivon mov
Tpayuotortomaoape pe ™ Pondeia e moAvkpirnpog pnebodov
MUSA omv pio mepintmon to Kpitnpo Tay UEIOUEVO KOTd,
é&va apov amovciale TO KPUTNPLO TNG 1KOVOMTOINoNg omd TNV
vinpeoia web-banking. Evd yia ) otatiotikip avaiven oAAd
KOl  TIC  EMUEPOVC  OvVOADGEIC ovd  ouddo  TeEAATOV
YPNGLUOTOONKE OAOKANPO TO detiya.
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2NV TEPITTMOON TOV AVOPOTIVOL GLYKEVTPOONKAY GLVOAIKA
122 epomuotordyla Ta omoio ypnoipomomOnkay oA yio TV
uétpnon ¢ wavomoinong. Ta  epOTNUATOAOYIL  aLTA
ocoumANPOONKaY amd OA0LG TOVG LTOAANAOVLG TG TPAmeloC.
EmmAéov to detypa dev ypeldotnke vo ympPloTel 6 KaTNyopieg
Om®G ldaUE TPONYOLUEVDS 0TO Ociyua TV melatdv. 'Etol ta,
OTOLYElD. TOL GLYKEVTPOONKAV OO TO EPOTNUATOAOYIO OVTA
YPNOIUOTTOMONKE TOCO Y10 CGTATIOTIKN] AVOALCT] OGO Kol Yo
eneCepyacia pe Aoyoukd e MUSA.
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KE®AAAIO 4°

AITIOTEAEXMATA EPEYNAX IKANOIIOIHXHX
EZQTEPIKQN ITIEAATQN

H vy ooty to,
EMTLYYAVETOL OTAV 01

TTPOGOOKIES LKAVOTOLOVY
(Gronroos ,2001 Zeithaml,1993)
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4.1. Tlopovoioon OTUTIOTIKAV  OTOTEAEGUATOV
eEOTEPIKAOV TEAATOV

H ¢épevva pog mepilopPdver xair v mapovcioocn Tov
ocuyvottov o€ K&Be wkprmpro. To  dwypdupota 1oL
akoAovBovv  pog  Ponbodv  va  dwumotdcovue  TOCO
KovoTTotnNUEVOL M Oyl €lval o1 TEAATEC LOG GE OYECT UE QVTH,
mov mpoopepel M Tpdnela. Kabe otoiyeio mov mepiéyovv Oa
AmOTELEGEL 00MNYO OTOLXEID Yo PBEATIOCELS KoL OAAQYEG GTNV
ToMTIKT] TOL 101 axoAovOel n Tpdmeloa.

Ocov apopd v katnyopio TOL TPOCOTIKOD TPOEKLYOV T
TOPOKATO:

Zyua 4.1 dukdtnTa eEumnpétnong and TO TPOCOTIKO

QIMKOTNTA EGUTTNPETHONG ATTO TO TTPOTWTTIKO

AuoapeoTnuévog

MaMov duoapeoT.

QOure IKavoTr./oUTE duoap.

MaMov ikav.

[KavoTToINuéVog

86



Zyqua 4.2 Tayvmto ko akpipeto euanpétnong amd To TPOcOTIKO

TaxutnTa Kol akpifela §UTNPETRONG ATTO TO TTPOCWTTIKO

AuoapeoTnuévog

MdaMov ducapear.

Oure IkavoTr./ouTe duoap.

MaMov IKav.

IKavoTToInuévog

ymua 4.3 Tkovotnteg Kot YVOGELS TOV TPOCMITIKOV

IKavOTNTEG KAl YVWOEIG TOU TTPOCWTTIKOU

AucapeaTnuévog

Md&Mov ducapeaT.

Oure IkavoTT./ouTe duoap.

MaMov Ikav.

IKavoTToINuéVog
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Zyua 4.4: Katavonon avaykdv Kot TPoTEVOUEVES ADGELS OO TO TPOCOTIKS

Katavonon avaykwv Kail TpoTeIvOEVEG AUOEIS AT TO TTPOCWTTIKO

AuoapeoTnuévog

MaMov ducapear.

Oure IkavoTr.JouTe duoap.

MaMov iKav.

IkavoTToInuévog

2T KPP0 TOL ApOPOLY TNV GYECN TV VITUAANAWMV LUE TOVG
TELATEC POLVETOL OTL 1] YVOUN TOV TEAELTOUWMV £ival TOAD AoV
TO, TOGOGTA 1KOVOToinong €ivar moAL vynAd. MdMota To
LEYOADTEPO  TOGOGTO  IKAVOTOINoNG  eueaviCetar oty
EIMKOTNTO EELTNPETNONG OO TO TPOGMOTIKO.

Mo v xamyopio v Tpoidviwv Exovue ta akdiovda:

yua 4.5: Tlowidio tpoidviev / vimpeciov g Tpanelog

MoikiAia TpoIdVTWYV/ UTTNPETIWY

AucapeoTnuévog

MdaMov ducapeoT.

OuTe IKavoTT./oUTE duoap.

MaMov IKav.

IkavoTroinuévog
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Zyua 4.6: Opot cuvepyaoiog (emitokia, 6pot daveimv, Tpouneteg KAT)

Opol cuvepyaaiag

AuoapeaTnuévog

MaAov ducapeaT.

Oure IKavoTT./ouTe duaap.

MaMov IKav.

IkavoTToInuévog

Zyua 4.7: Avvoatdtra mopoyng EEOIKEVUEVOV VINPECIOV (ETEVOVLTIKA, ACPALEIES)

AuvvartétnTa TAapOoXNG ESISIKEUPMEV WV UTTNPECIWV

AucapeaTnpévog

MéaMov ducapeoT.

Oure IKavoTr./ouTe duaap.

MaMov IKav.

[KavoTroINUéVOG
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Yynua 4.8: Yranpeosieg Web-banking

Web-banking

AuoapeaTnuévog

MdMov duoapeoT.

OuTe IKavoTT./oUTe duoap.

MdaAov IKav.

[kavoTroInpévog

Xy katnyopia tv mpoidviwv mov mpooeépel Mn Tpamelo
OTOVG TEAANTEG OTL GE YEVIKEC YPOUUUES 1) IKOVOTOINGT) KLUOVETOL
o€ OPKETA LYNAL TOCOOTE, €VO ONUOVIIKA &lvol kot To
TOGOGTA QVTOV TTOV OV Elvail Kol TOGO EVYOPIGTNUEVOL ATTO TNV
TOWKIMa, TOvg Opove ovvepyaoiog Kol TG EEELOIKEVUEVEG
vmpeciec. Metad oavtov TV kpunpiov  ekeivo  mov
GUYKEVTIPOVEL T LEYOAVTEPO TOGOGTA dVGAPECKELNS EIVAL AVTO
TOL  OVOPEPETOL OTOVS Opove cuvepyaciog (emitdkia, Opot
davelwv, mpounbeieg). Ilpémel emiong va avaeépovpe OTL M
vampecio tov web-banking ocvykevipmver vynAd mocGooTd,
Kavomoinong aeov  Alyo mePooOTEPOL OO TOVG  MGOVG
delyvouv TOAD 1KOVOTOINUEVOL.

[TopdAAnN Ao VTOAOYIGTIKOV KOl TO TOGOGTE IKOVOTOINoNS Yo
TO, EMUEPOVS TUNLLOTA TNG Kot yopiag Tne eEummpetnonc.
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Zyua 4.9: TleptpdAlov Tov KOTOGTAOTOG

MepiBdAAov TOU KATAGTAATOG

AuoapeoTnpévog

MdaMov ducapear.

OuUte IkavoTT.JoUTE duoap.

MaMov Ik av.

[kavoTroInuévog

Zyua 4.10: Xpdvog avapovig yio eEumnpETnon 6To KATAGTN L

Xpovog avapovig yia §uTTnPETNON OTO KATAGTNUA

Aucapeatnuévog
MdAAov duoapeoT.

Oure kavorr ./oUTe duaap.
MaAAov Kav.

IkavoTT oinpévog
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Zyua 4.11: Awdwaocieg eEummpétnong g Tpanelog (toyvtnTo, Ypopsiokpatio)

Aladikaoieg e§utrnpETNONG TNG TPATTE(AS

AuoapeoTtnuévog

MdaMov bucapeaT.

OuTe Ikavot./ouTe duoap.

MaMov IKav.

IkavoTroInpévog

Zyua 4.12: Evnuépwon mov cag mapéyet n Tpanela (vanpeoieg, véa mpoidvta, Opot
ocuvepyasiog )

Evnuépwon mou oag Tapéxel n tpdmeda

AuoapeoTnuévog
MéaAAov SuoapeaT.

Ourte kavorr ./oUTe duaap.
MaAAov Ikav.

IkavoTT oinpévog
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Yynuo 4.13: Evkolieg mpocPaong (tomobesio katactnpatog, diktvo ATM/S )

EukoAieg mpoéoBaong

AucapeoTnuévog

MdMov ducapear.

Oure IKavoTT.JouTe duoap.

MdaMov IKav.

IkavoTroinuévog

To wopamdve GYNUOTO POPOVV TIC GLUYVOTITEG TOV KPLTNPImV
mov oyetiCovron pe v eévmnpétnon tov melatov. Kat 0o 1
1KOVOTTOIN o TOV TEAATMOV KVUoUvETAL 6€ vYNAQ enineda. Exeivo
IOV GVYKEVIPAOVEL TO UEYOAVTEPO TOGOGTO KOVOTOINGoNG €ival
ol dwdwkaociec eEvmnpémons. Aev Oo mpémer Opwg  va
OUEAGOVUE TO TOCOGTO EKEIVOV OV SELYVOLY OLGOUPEGTNUEVOL
amd T0 YPOVO OVALOVIG GTO VITOKOTAGTILOLTA.

Kot yia v tedevtaio katnyopia kprtnpiov tposékoyay o
TOPOKATE:
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Zyua 4.14: Epmortooivn kot aglomotio Tpdmelag

EpmaToolvn kai aflomioTia g Tpdmelag

AuoapeoTnpévog

MaMov duaapeoT.

Oute IkavoTT.JouTE Buoap.

MaMov Ikav.

IKavoTroInuévog

Zyua 4.15: Avvatdtmra KOAVYNG LEALOVTIKAV aVayK®V

Auvarétnra KGAuyng HEAAOVTIKWVY OVaYKWV

AuoapeaTnpéVOg

MdaMov duoapear.

Oute Ikavotr.JouTe duoap.

MaMov Ikav.

[KavoTroInpévog
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Zyuo 4.16: Zopfoin otny TOMTIKY KOwovia

ZupBoAf OTNV TOTTIKA KOIVWVia

AucapeoTnuévog

MdMov ducapear.

Oute IKavoTT./oUTe duoap.

MdaMov IKav.

IkavoTroinuévog

Ta mapomdve amoteAéopata deiyvouy 0Tl 01 TEAATEG Elvar TOAD
TKOVOTTOIMUEVOL OTTO T GYECT] EUMIGTOGVVNG Kol 0EL0MIGTING TOV
gxovv upe v u€Ypt tOpo ovvepyoacio pe v Tpdmela.
ITepiocotepol and tove picovg miotevovv OtL 1 Tpameloa Oa
KOTOQEPEL VO, KAADWEL UEAAMOVTIKEG TOVLG OVAYKEG , EVO
mopdAANAa.  Oclyvouv va  glvol  Kavomompévolr omd TNV
TPOCPOPE Kol GLUPBOAT TNE GTNV TOMIKY| KOWV®Via.

H oAkn ikavomoinon tov TeAaT@v amd T GLVEPYAGin LE TNV
Tpdrelo cvvoyiletol 6TO TOUPAKAT® OLUYPOLLLLAL:
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Zyua 4.17: Olkn ikovoroinom amd T cuvepyasio TOV TEANTOV pe TV Tpamela

OAIKA IKavoTtroinon

AucapeaTnuévog

MdaMov ducapear.

Oute IkavoTT./oUTE duoap.

MaMov Ikav.

[kavoTroinpévog

[Tapatnpdvtog T0 TOPATAVED CYNLA OUTICTOVOVUE OTL 1 OALKY
KOVOTToiNon TV meAat®V £ival moAd VYNAd, v TO TOGOGTO
eKelvoV OV €lvol OLCOPESTNUEVOL Elval QUEANTEO.

Enionc mopokdtem mopovsidlovial ot GLYVOTNTEG Yo TIC
VILOAOUTEG EPMTNGELS TOV EPOTNUOTOAOYIOV.

2NV EPAOTNON TOV APOPd TNV 1KAVOTOINoTn amd to Tpoiovta, /
VANPEGIEG KO TNV EEVANPETION OV GOC TAUPEYOVTAL OVOAOYD, LE
QVTO OV TEPIUEVATE Ol OTMAVINCELS TOV TEAUTMOV GLVOYilovTal
TOPOKATO:

Yymua 4.18: Ikavomoinon amod tpoidvra / vanpecieg / e&umnpétnon

IIpoiovra / vinpeoieg /
eCovmnp. ITocooTo
Xepotepn 1.92%
Mdailov yelpotepn 4.85%
To 1010 23.15%
MaAirov kaAvTEP 26.68%
KoaAvtepn 43.40%
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2TV EMOUEVN EPATION TOV EPOTINUATOAOYIOL OV APOPA TNV
mBavotnta. or meAdtec 1 Tpamelog va TV  GLGTNCOLV GE
KOO0 @iAo, YVOoT1d 11 GLYYEVN, Ol GLYVOTNTES PAIVOVTIOL GTOV
TOPUKATO TIVOKOL:

Zyua 4.19: IIibavotta cvotaong oe Gilo Guyyevh 1| YVOGTO

IIBavoTyTO GVGTOGNC 060670
Kobo6rov mbavo 2,89%
MdaArrov mOavo 3.46%

I[TBavo 15.11%
IToAV mOavo 26.45%
Xiyovpa, 52.09%

Yvunepoaivoope 0Tl pHEYAAO TOGOGTO TMEAATOV Oewpel OTL TO,
mpoidvto. kKou ot vanpeociec g Tpdamelog woldmTel TIC
OTOLTIGELS KOl UAAOTO OUTA TOV TOPEYOVIAL Eival KOADTEPQ,
TV mpocsookiwv Tov. Koatd ovvémewn pe evyapiotnon Oa
mpdtewvay o€ kdmolwo ¢@iho M yvootd v Tpdnelo Yo
GLVEPYOGiaL.

‘Eva axdépo otoryeio mov Mtav amapoitnto otnv  £pEuva oG
Ntav vo 00VUE GE TO10 1) 7Ol Omd TO TPOIOVTO KOl VTN PECIES
¢ Tpanelog etvar ypnoteg or meddteg pog. Katd cvvénela o
TOPOKAT® TIVOKOS TAPOVGLALEL TIC GLYVOTNTES YPNoMG KOs
KaTnyopiog oamd to mPoiovto / VANPEGIES CLUPOVO UE TIC
ATOVTIGELS TTOV 000N KOV atd TOVG TEANTES LOC.

yua 4.20: Ipoidvta mov ypnoionotohv ot TEAUTES

IIpoiovra IlocooT0
Koatafetikd diotov 65.59%
Koatafetikd enryeipricemv 29.90%
Advelo 1010TOV 23.47%
Advela emyelpnoemv 27.09%
Emnevovtikd npoidvia 16.72%
[TiotwTiKég KbpTeg 16.07%
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Web-banking 13.82%

Ao TpoidvTa, 5.78%

O1 amoavinoelc Oelyvouv OTL TO WHEYOADTEPO TOGOCTO TMOV
TEAATAOV 1Vl YPNOTES KOTAOETIKAOV Yo 1010TES. AkoAovBovV e
HEYAAN Olopopd To KOTAOETIKE EMLYEPNCE®Y KOl TO OAVELQ.
Axouo  HIKpOTEPO TOGOGTO GLVOVIA KOVEIS O©Tn  YPNom
EMEVOLTIKMOV TTPOIOVIMV, TOTOTIKOV KOPTOV KOl TNG VANPECIOG
web-banking.

nuovtikd Ntav vo yvopiloope av cuvepydlovior ol mEAATES
noc pe dAleg tpamelec ko av var pe mote. Ov amavinoels

napovctdlovtol 6to akOAovOa coynuoTa.

Xvvepyaleote pe AAAN Tpanela;

Nat O

89,85% 10,15%

Tparelo Xvvepyaoiog IlocooT0
Avypotikn Tpdnela 29,26%
Alpha Bank 32,79%

EBvum Tpdmelo 36,01%
Eunopwkn Tpdmela 23,79%
Tpdmela Ieyponmg 21,86%
AM Zovoutepiotikn Tpdmela 21,54%
AAN Tpbnelo 18,32%

Etvot mpogavég 0Tt o1 mepiocdTepol meAdTEG Hag cuvepydlovTat
Ko pe GAAlec tpdmeles. ITo ocvykekpiuéva ot ONUOPIAEGTEPEC
amd avtég eivar n EOvikn TpaneCo, n Alpha Bank kot
Eumopwkn Tpamnela.

‘Eneita and ovtd, 0 enOUEVOS  OTOXOC TNG €PELVAC NTAV VO
npocmodncovy ot gpotBéviec  va  ovykpivoov v
ovvepyalouevn Tpamelo pe aAdeg tpameleg 6cov apopd TV
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mo10TNTO. EELTNPETNONG KOl TOLG OPOVE cuveEPYaciag (emToKia,
wpounbeieg, oOpot daveiwv). Ot mivakeg mov oakoAovOodv
oKLLYpa@oOvV TNV €KOVoL Tov £Y0ouV ol  eEMTEPIKOL TEAATECG
teMkd Y v Tpdmela.

Yymua 4.21: [Towvmra e&uanpétong and v tpdnela e oyéon pe GALe

IHowtnta evanpétnong IlocooT0
Xelpotepn 3.41%
MaAirov yelpotepn 5.60%
To 1010 12.54%
MdaAlov kaAVTEPN 33.44%
KoAvtepn 45.01%

Yymua 4.22: Opot cvvepyaciog g Tpanelog o oyeon pe dALeg

‘Opor ovvepyoaoiog Ilocoo10
Xelpotepn 10.53%
MaAilov yelpotepn 19.68%
To 1010 26.36%
MaAilov kaAvTepN 20.93%
KoAvtepn 22.25%

Méoa and avtéc TG epMTIOELS o1 EpOTNOEVTEC KaAovVTOL VO
ovykpivoov v modtnta €fumnpETNoNg Kot TOvg OPOvG
ocvvepyaciog ™ Tpamelac pe dAlo tpoamelikd 10pOUATO TOL
ovvepydlovtat. Ta mocootd Oeiyvouv peydAo oyxeddv ot ool
Oewpobv TV moldTNTOL €CLMIMPETNONG KOAVTEPT OO GAAEC
tpdneles. Ocov apopd TOVG OPOVE GLVEPYAGTOG Ol TEPIGGOTEPOL
Bewpodv OtL eivar 10101 pe Tic dAdec tpameles. Iowaitepn
Bapvtnta Bo mpémel va 600el 6To YeYOVOS OTL TO TOGOGTO TV
ePOTNOEVTOV OV TIGTEVEL OTL 01 OPOL GLVEPYAGING GE OYECT LE
dAAec tpdmeleg eltval LAALOV XE1POTEPOL EIVOL CTIUOVTIKO.

Ymv  teAevtoion pOTNOT TOL  TPITOL  PEPOVS  TOV

EPOTNUATOAOYIOV O1 TEAATEG KAAODVTOV VO OTOLVINGOVV TTOLEC
TPOCPATES SUPNUIOTIKEG TPOooTADEES (POOIOTNAEONTIKO OTOT,
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EVILTN KOTAYMPNOT, OPNMUOTIKO EUAAGS0) ¢ Tpdmeloc
Bopovvtat. Ot amavtneel Tovg cLVoOYilovTol GTOV TUPUKATM
Tivaka.

Yymua 4.23: Ot d1pn o Tikég Tpoomtadeteg mov Bupovvion ot meAdte TG TpaneCog

AL0.QNUIOTIKES TPOSTAOELES Iloc0670
PadiotnAeontiko 6ot 27.718%
‘Evtunn kotoy®pnon 33,15%

Ao UIGTIKO PUAAAOL0 17.39%
Kaud 21.67%

Ov  mepiocotepor  meAdteg  OBopovvior Ot M TEAELTOHN
PN UIOTIKT TPOOTAOELD TOV €100V NTOV EVTLTN KOTOYDOPTON
KOl POOTOTNAEOTTTIKO GTOT.

To mpopilk 1OV epwTOEVIOV Guvoyileton o©TO TOPAKATM
GYNUOTA.

Zymuoa 4.24: Goro

dvro ITocooTo
IMuvaiko 30,01%
Avopag 69,99%

ymuo 4.24: OKoyeveLoKT KOTAGTOON

Owoyeveroxkn Kotdotaon Iloc0oo70
Avyapoc 34,73%
‘Eyyopog 65,27%

yua 4.25: Exnaidevon

Exnaidogvon Ilocoo10
Anpotiko 5,14%
IMuvéoio/Avkero 48,68%
AEI/TEI 46,18%
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Yynpa 4.25: Hukio

Hhlkia IlocooTto
oG 30 etV 20,68%
31-40 etv 28,36%
41-55 gtov 33,47%
>55 etV 17,49%
Zyuo 4.26: Endyyelpo
Endayyeina Ilocooto
Emvyeipnuortiog 35,76%
Ele00.emayyedpatiog 20,56%
Anudc10¢/1010T1IKOC VITEAANAOG 22,82%
Aypotng 6,50%
Xuvta&lovyog 7,39%
AALo 6,81%
Zynuoa 4.27:Xpovog cuvepyaciog
Xpovog ouvePYaoiog IlocooT0
MyOtepa. amd 3 €1 29,36%
3-5 ém 32,22%
TEPIGGOTEPQ OO 5 €11 38,42%

To epotuotoAdylo 7oL YpnolwomomOnKe Yo TV £pegvva
mopeiye TNV OLVATOTNTA GTOVE TEAATEC GTO TEAELTOUO KOUUATL
TOL VO EKOPACOLV TIS TOPOTIPNOELS,
VTOJEIEEIS Kal 0TONTOTE AALO MBehay. Ot TapaTNPGELS OVTEG
o pog kaBodnynoovv oIV EMCTNUOVOTN TOV CNUEI®V 7OV
yperalovror arilayn kot Bertioon. Ta onuavtikdtepa mapdmova
— o0, £T01 OTMOC OTLTOOMKAY ATO TOVG epMTNOEVTES €lvar

To akOA oL

o To evnuepmtikd ypnomng dev eueavilel toug deikteg (p/e,

roe, p/bv, growth )

O TTOPATOVO,

e Altnua Yo TEPIGGOTEPU VITOKATAG T LLALTOL
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Toydtepn eEunnpénomn Kot TEPIGGOTEPO TPOCTOTIKO

[Tio eEedikevuévo  TPOCWOMIKO Kol HE TEPIOCCOTEPEC
YVAOGELC

ATAEC KOl KATOVONTEG TANPOPOPIES Amd TOVG VITOAANAOVC
Meiwon TtV emtokiov oTa emayyEAUATIKA dAvELD

[ToAD KoAn TO1dTNTO LINPESLOV

Xpewotikég kaptec (Visa Electron)

[Tapoyn Pipriov emrayodv Yo OlELKOAVVOT TV
GUVOAAOY DOV

YnepPBoiikd k66106 Yo EuPacpa oe AAAN YOpo

Avénuévo k6ctog TpounHetog

ITpofAuata pe tovg ympovg otdbucvonc yop® omod
LEPTKA VTTOKOTOG T LOTOL

Yynid emitoKio 6€ GYECT UE TOVG OVTOYOVICTEG
[TpomAnpwuévec MOTOTIKEG KAPTES

[Tapoyn P.O.S og enyeipnoeic

ITepiocotepa ATM

Elevpeon Adong vy acQOAECTEPN  UETAPOPH TV
YPNUATOV and Tov Avpéva otn Bdhacoa

Aryotepo ypovoPopa dradkacio yio Ty £YKpion 0oveiwv
MeyaAdtepn motkidia TpoidvIwv

[Tio Aemtopepn Kol OVOALTIKOTEPT EVNUEPMOGT Yl TO
uepiopoto

[To ypiyopn eSummpénon

TomoBétmon  unyovnudtov — ywoo  TpNon  GEWPOC
TPOTEPALOTITOG

Oy mpounBeta yioo evioAés kivnong kepoioiov ce GAAEG
Tpdmeleg

Xvveyne Pelticon ota vEo O1KOVO LKA OEd0UEVOL

[oGE10¢ d10KaVOVIGUOG Y10t VEOLS KOl TOALOVG LETOYOVG
TomoBétmon  unyovnudtov — ywoo  TpNon  GEPOC
TPOTEPUOTNTOG

[Teprocdtepot vTAAANAOL GTA TOELD

Avcapéokelo and Tov TPOTO TPOGANYNS TOV LVITUAANAWDV
otV tpdmelol

AVTOyOVIGTIKOTEPO TPOTIOVTO — DINPEGIES
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o Yuvepyaocia pue 1o Tpdypouua Tepeciog

e Meydrog xpdvog avapovic yia ypromn Bvpidag

e XpPNUATOOOTNOT KOVOTOUMDV

e Mn oamopoitntn mn vEoypaen €yyvntn yw TNV £YKpion
daveiov

o XPNUOTOOOTIKA TPOYPAULATO YL TNV £YKPIOT] OAVEI®VY V1o
TNV 0YOPA OVTOKIVITMV KO LNYOVAOV

o EvOypnotn, evéhiktn kot Tpootty ypron Tov Web- banking

4.2. Avalvon tehatov web-banking pe ™ pédodo
MUSA

To oedopéva mov GLAAECaUE TO OVOADGOUE KOL UE TNV
molvkprtnpu  péBodo  kavomoinong MUSA. Ta dedopéva,
€1G000V TOL Y¥PNCILOTOMONKAY anmd 10 AoYyoUIKO TPoNADay
and TO TUNUO TOL EPOTNUNTOAOYIOL TOL OPOPOVGE TNV
wavoroinomn. ITo cuykexkpyéva pe t Ponbeta evog AoyloTikov
QOALOL  EIGAYAYOUE TIC OTOVINGEIS TOV epOTNOEVTIOV OTO,
EMUEPOVG KPP 6TO Aoyioko. o va dnuovpynbetl 1o
eEmteptkd avtd apyeio kpibnie amapaitnto va kabopioTovv ot
LeTaPANTEC TOV TPOPAUOTOS ONAON:

e O titAog TOVL TPOPANLATOG

e O aplBuog TV TEAUTOV

e O aplBuog tov kprrnpiov

e Ta enmineda kavomoinong yia kébe kprrnplo aArd Kot yio

TNV OAIKT] 1TKOVOTTOIN oM
o [livaka odedouévmv (OmMOVINGES — TPOTIUNGES TOV
TEAOTOV)

AoV Aouwov oAlokAnpwbel M JSwdikacio €16600V TOV
de0oUEVOV, TO AOYICUIKO HOG ®C OgdouEva  €E0O00L  TIG
CUYVOTNTEG TOV OTTOVTICE®Y, TOV OEIKTN OAKNG 1KOVOTOINGNG,
TOVG OEIKTEC 1KavoToinong OAmV TV Kputnpiov, to fapn tov
Kprnpiov aAld Kot Ta Stypdupoato 0pdong.

>10 detypa mov a@opovcE TOVG MEAATEG ONOLPYNGOUE 2
AOYIOTIKA @OALD. XNV TPDTN TEPiMTOON 1 avdivon Pacictnke
oe (17) «xpumpla, &eved otV OELTEPN  TMEPIMTOON
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ypnowwomomnkav (16) kpirppia a@od 10 KpLTHPLO TOL WED-
banking eiye agoipebei. O doympiopds avtds oPeileTal 6TO
YEYOVOS OTL £val OPKETE HEYAAO UEPOC TOV EPMTNUATOAOYIMV
elyav ovumAnpwbel TANP®SG €KTOC OMO TO GLYKEKPIUEVO
KpLTnplo.

YVVETMOC T AMOTEAEGUOTO TNG TOALKPLUTPLaG ueBddov Musa
Yoo TV 1Kovomoinon Tov e OTEPIKOV TEAATOV Yo TNV
nepintwon mov  meptauPdvovtor 6o to  kpumpwa  (17)
oLVOYILoVTOL GTOVG TOPUKAT® TIVOKES KOl OOy POLLLLOTAL.

O wivaxog mov akolovbei mapovotdletl Ta fapn Tov kprtnpiov:

Zymua 4.28: Bapn kprnpiov

Kpivmypro Bapog kprtnpiov
Do TO EELTINPETNONG 8,20%
Toayvnrto ko akpifelo, 5,88%
ECUTNPETNONG
[kavoTnTEC KO YVAOGELS TOV 6,25%
TPOCMOTIKOV
Katavonon avaykov Kot 6,25%

TPOTEWY. ADGELG

[TowiAio TpoidvTmv

/O PEGLOV 6,18%
Opot cuvepyaoiog 5,58%
Avvatotnto Tapoxng
€€10. VN PECIOV 6,25%
AvvotOTNTO TOPOYNG
e€10. v peECIOV 6,25%
Web - banking 6,18%
[TepBdilov KoTAGTAUATOG 6,25%
Alodtkacisg eEummpétnong 5,88%
Evnuépmon mov mapéyel n
tpamelo 6,25%
EvkoMeg mpocPaomc 6,18%
Eumotoovvn ko aélomictio 6,25%
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tpdmelog

Avvortotnto KdAvyng
LEAAOVT.OVOYKOV 6,18%

YouPBoAr] otV ToMKN Kotvevio 5,98%

OMn) ikovormoinon

[Tapatnpovue OTL o1 TEAATEG KPIVOLV MC MO GNUOVTIKO TO
KPUIMPLO 7OV 0popd. TNV QUMKOTNTA EELANPETNONG OO TO
npoconikd. 'Enerta akolovbovv pe idta Bdpn ta Kpithpilo. wov
ava@épovtol oty eumiotoovvn kot aélomotio g Tpaneloc,
TNV EVNUEPDOT] TOV TTOPEYEL, TO TEPIPAALOV TOV KATACTNUATOV,
v ouvatoTNTe. TOPOYNG EEEOIKELUEVOV  VINPECIOV ,TIC
IKOVOTNTEG KOl YVOOES TOV TPOCHOTIKOD OAAE Kot TNV
KOTOVOT|GT) TOV OVOYK®OV TTOL £X0VV OIT0 TOVG VITOUAANAOVG. ZTNV
cuvEYel akoAovOel pe pukpn dtopopd To KPLTPLO0 TOL YPOVOL
avapovng vy eEumnpénon oto Katdotnua. Metd cuvavtdue o
KPUINPLo. TNG OuvarTOTNTOG KAALYNG UEAAOVTIK®OV OVAYK®V ,TIG
€VKOAIEG TPOGPaoNG, TNV TOKIATIL TPOIOVIMV KOl VIINPECIDOV KoL
10 Kprmpto tov Web-banking mov éyovv ta idia Bapn cOpPova
LE TIC OMOVTNGES TV TeAoT®OV. Ta 7o oacnuovio KpiTnplo
COUQMVO LE TO OTOTEAECUOTO (QOiveETOM Vo €lval ovTd TOL
apopovy  TIG  Owdlkaciec  efummpétnong,  Tovg  OPOovG
cuvEPYOCSTOG Kol TNV TayDTNTO Kot akpifeio otnv eSunnpétnon.

O emopevoc mivokog mapovctdlel Tovg UEGOVG  OElKTEG
wKovomoinong Olwv TtV kpunpiov oAAd Kot NG OAKNG
1KOVOTTOINoMG,.

ymua 4.29: Méoog deiktng tkavomoinong

Kprripro MEéEo0g 0€IKTNG IKOVOTOINoNS
durikodT™TO EELTINPETNONG 95,69
Toyvt o Ko axpifeta
e&umnpeTnong 91,61
[KavOoTNnTEG KO YVOGELS TOV
TPOCMOTIKOV 90,74
Katavonon avaykav kot
TPOTEWV. MOGELG 90,41
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[TowAia tpoidovimv
/O PEGLOV 79,76
Opot cuvepyaoiog 72,75
Avvatotnta Topoyng
e€10. v pECIOV 79,62
AvvotOTNTO TOPOYNG
€€10. 0N PECIOV 81,50
Web- banking 91,59
[TepBdAlov KOTOGTAUOTOG 91,24
Awodikacieg eEumnpétnong 88,93
Evnuépmon mov mapéyer n
Tpamelol 87,92
EvkoAiec mpocPaong 89,25
Eumoetoovvn kot a&lomiotio
tpdmelog 90,30
Avvatdtnto KdAvyng
LEAAOVT.OVAYKDOV 86,01
2ouPoAr] 6TV TOTIKY KOolvmvia 86,38
OMn ikovomoinon 90,45

XOUQOVO, PE TOV TIVOKO TO KPUTNPLO NG QUMKOTNTOS NG
eummpétong  ogaivetor va €yl TO  UEYOAVTEPO  OElKTM
IKOVOTOINoMNG UE OpPKETA HEYAAN O0@Oopd domd aLTA 7OV
akolovBovv. Eve avtifeta ot Opor cuvvepyacioag €xovv To
YOUNAOTEPO  dgiktn wKavomoinong. O 0Oelkng ™G OMKNG
tKovomoinong eatveton apketd LYNAOS, KATL TOV dNAMVEL OTL O1
meEMATEC €lval apKeETE 1KAVOTOMUEVOL OO TIC TOPEYOUEVES
VTN PEGIEG.

To Oowypapuo Opdong HOC GLVOEEL 2 TOPAUETPOVS TTOV
yopokTNpilovy TIG dCTACELS TG KOVOoToinomng, TV anddoon
KOl TNV onuavtikotnta. Xopiletolr 6e T€06EpO TETAPTNUOPLO.
AvéLoyo, o€ TO10 TETOPTNUOPLO OVIKEL KADE KPITNPLo ElpacTE
o€ 0éon va TPoCAIOPIGOVE TIC AMOUTOVUEVEG EVEPYELES Y10, VO
BeAtidoovpue 1 Oyt v wovomoinon. Koatd ocvvémein kdOe
TEPLOYN VO OTOLTEL KOl OLOLPOPETIKY] OVIUETOTICT OO TNV
Tpdamrela.
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O T€60ep1C YOPAKTNPIOTIKESG TEPLOYES ETVOL:
o Ilgproyn sStatus quo (younAn omdoocT KOl  YOUNAN

ONUAVTIKOTNTO): OTNV TEPIMTTOOT ALTH M EMLyEipnomn dev
opeirel cuvnBmg va Kdvel Kapio Tpdcbetn evépyela
ITepoyn  woyvoc  (vynAp  amddoon Kol VYNAN
ONUOVTIKOTNTA): TO YOPOKTNPIOTIKA oL PpicKovtol oty
TEPLOYN OLTN UTOPOVV vo ypnoluomombovv amd v
ETALPIO MG TAEOVEKTIULOL OTTEVAVTL GTOVG OVTOYDVIGTEG
ITeproym upetagopdg mopwv (VYNAN amddocN Kot YOUNAN
ONUOVTIKOTNTA): TO YOPOKTNPIOTIKA OovTéd HITopovV Vo
ypnopomonovv and v etoupia po O1POPETIKO TPOTO
ITepoyn  opdong  (younAr omdd0cT] KOl LYNAN
ONUAVTIKOTNTO ): TO GUYKEKPULEVO TETAPTNUOPLO TEPLEYEL
YOPOKTNPIOTIKA 7oL Ypeldlovion onwcdnmote PeAtioon
TPOKEWEVOL Vo vENDOEl 10 eminedo 1Kavomoinong

Zymua 4.30: Avypappo Apdong

A16doon

Aigypaupa dpdong

DIAKOTNTO
MepiBaAAoV ¢

E¢umnpétnon Evnuépwon
AGB Euxo)\iaé ™ éoBaongﬁ EutmioToouvn
100IK.EGUTTNPETNONG & )\ oo

Xpo6vog avapovhg

' ¢ AUTAVOTOT] GVUYRKWV
SupBoAf * | Kehuwn
TOTT IKF) KOIVWViat EAAOVTIK.QVOY KWV
Ko IWebbank g

[MoikiAia T p0|c'>v1wv’ ¢ EfiOIKeup.UTT Npeoieg

Opol ouvepyaaiag

ZNMAVTIKOTNTO

TO, KPUTNPlO. €Ival KOTOVEUNUEVE KOl OTIC TEGOEPIC TEPLOYEG.
Yrndpyovv pdMoto Kol opkeTd KPLThplo. mov Ppickovtor o€
oploKd onueion TOL GVNKOVV GE YEITOVIKEG TEPLOYEG OMMC M
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TopoyY EEEOIKELUEV®VY TTEPLOY DV, 1] 1] EVIULEPMGCT TTOL TAPEYEL M
tpdmela. Xyxedov OAa to. Kplrtnplo. Ppiockovion oe onueio. ToAD
KOVTA GTO GUVOPO TOV SLPOPETIKOV TePLoydv. Katd cuvénesia
o, piKpn oAAoyn o€ outd pmopel vo TPOKAAECEL TNV
petaxkivnon tovg oe o GAAn mepoyn. o mapddsrypo to
KPP0 NS GVUPBOANG OV TOTIKN KOW®VIol OVIKEL OTNV
meployn status quo mov amottel cvvnBwg kouio aAloyn oo
LEPOVG TNG EMLYEIPNONG, OUMC UE U0 UIKPT) OAAayn] UTopel va
aAlaEel meproyn kot va Bpebel oy meployn LeTOPOPAC TOPM®V.
Mévo ta kprnpla g GUAKOTNTAC TOL TPOCMTIKOD KOl TMV
OpwV GLVEPYOCTOG OMEYOVY OPKETA OO TOL OPLOKA GMUELD TOV
dywpilovv T1g TEPLOYES Kat avikovy Eexdbopa G Lo TEPLOYT).
To Aoywopkd oto 0edopéva €000V HOG Olvel €va akouo
OWypOappo.  TOL  GLVOEEL TNV ONOLTNTIKOTNTO KOl TNV
AMOTEAEGUATIKOTNTO TOV Kputnpiov. Kot avtd to odypoppa,
amoTeAElTOL MO TEGGEPIS TEPLOYEC MOV Kabepio pog Oelyvel Tic
QTTOLTOVUEVES PEATIOCELS TO KPITNPIOV OTMC KO TO TOPOUTAVE®.
To ddypappo mov Tposkvuye NTav To akOAovHo:

Zynua 4.31: Avdrypappa Betioong

Alaypappa BeAtiwong

& OAKSOTNTA
Alodikaoieg

EEUTTnpémOn * ] ELUTTNP. ® MeANovTikEG avaykeg # Opol cuvepyaciog
Katavonon avayiiy o % @ TOTTIKN KOV WVity o e 51ce . uTT pEGiEG
Xpovog avapovig | Bvnpépwon w eb-ban inq_I . .
Kav6TTE Epm 10T000VI £ o\jec T péoBaGNG loikIAial T pOIGVTWV
, MepiBaAAov
YVWOEIG

ATTaITNTIKOTNTO
*

AtroteAeopaTIKOTTA
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Ta kpitpla PBpickovion otig meproyéc status quo kot mePLoxm
dpaonc e e€aipeon to KPITNPLo TS PIAMKOTNTAC TOL PpiokeTan
GTNV TEPLOYN LETAPOPEC TOPWV.

Ta kprtpila. IOV VKoLV GTNV TTEPLOYN OpAcTS OTTMC 01 Hpot
ocvvepyaciog, N KAALYN LEALOVTIKOV avayK®OV, 1) GLUBOAN otV
TOTIKY Kowvovia K.T.A  yperalovionl onwcoonmote PeATIOGELS
TPoKEWEVOL vo. PeAtiowbel To emimedo 1kavomoinong TV
neratov. Ta kprtiplo Tov Ppickovial oIV YELTOVIKY TEPLOYN
status quo dev amoutovv Kopio OAAOY] om0 TNV UEPLA TNG
Tpdamelac.

4.3. Avaivon Aowt@v tehat@v pe T péooo MUSA

Ao 1 0€0TEPN AVAALGT] OOV ATOVGLALEL TO KPITHPLO TOV
web-banking to Aoyiouikd vmoAdyice yia pog ta Bdpn tov
Kpunpiov, Tovg O0elkTeg 1KAVOTOINoNG KOl TO OloypaLoTo
onw¢ Kar mponyovueva. Mo avolvtikd o wivakoag mov
aKoAoLOEL avapépeTan ata fapn TV KprTnpimv.

2ynpo 4.32: Bapn kpurenpiov

Kprripro Bapog kprtnpiov
duikodTTO EELTINPETNONG 7,00%
Tayvra ko akpifelo,
eEumnpénong 13,03%
[KavOoTNnTEG KO YVOGELS TOV
TPOCMOTIKOV 6,66%
Katavonon avaykaov kot
TPOTEWY. ADGELS 6,66%
[TowiAia TpoidvTmv
/O PEGLOV 6,66%
Opot cuvepyaoiog 5,50%
Avvatotnta Topoyng
€€10.vNPECIOV 5,73%
ITep1BaAiov KOTOGTLATOG 6,66%
XpOvog avopovig yio
eEummpéton 6,66%
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Awodikacieg eEummpétnong 5.79%
Evnuépmon mov mapéyel n

tpbmela 5.96%

EvkoAiec mpocPaong 5.96%

Eumotoovvn ko aélomictio
tpdmelog 5.96%
Avvatdmnro KdAvyng
LEALOVT.AVAYKAOV 5.96%
YuuoAn 6TV TOmKN Kowvmvio 5,71%
OAkn ikavomoinon

To detypa mov ypnoponomdnke otnv mepintwon ovTy NTOV
UIKPOUETPO (64 epOTNUATOAOYID) GE GYECT WUE TNV PO
nepintowon. Ot meldteg mov O0ev givan YpNoTEG 1 YVOOTES TNG
vinpeoiag web-banking eaivetot 611 kpivovy GNUOVTIKOTEPO TO
KPP0 TNV toyvtnto. kot oxpifelo e eSummpémong Kot
aKoAOLOEL pe PEYAAN O10(QOPA TO KPLTHPLO TNEG PUMKOTNTOS TOL
npocmnikoV. 'Emeita akoiovBovv apketd 166Papn kprrplo
O M KATAVONGT AVOYKOV KOl Ol TPOTEIVOUEVEG AVGELS OO TO
TPOGMOTIKO, N TOIKIA TPOTOVIOV KOl VLINPESLOV, O YPOVOG
OVOLLOVIG GTO KATAGTNLA Kol TO TEPYPAALOV TOV KATOUGTNLOTOC,.
H mo aonuovtn 61d6tacn e 1Kavomoinone cOUP®VO HE TIG
amavINoELS €tval 1 cLUPOATY GTNV TOTIKY KOVmVia.

O mopoakdto wivakog mTopovctdlel TOvg HECOVS OeikTEG
tKovomoinomg o€ Kafe 0106TOO0T TNG IKOVOTOINGoNG AAAG KO TOV
delktn TG OAMKN G 1KavoToinomc,.

Yymua 4.33: M£601 0elKTEC OMOTEAECUATIKOTNTOG

Kpiripro MEéEoog 0€iKkTNG IKOVOTOINoNG
durikodT™TO EELTINPETNONG 97.93
Toyvtta Kot akpifela
eEummpénonc 95.94
[KavOoTNnTEG KO YVOGELS TOV
TPOCMOTIKOV 94.40
Katavonon avaykav kot
TPOTEWV. MOGELG 92.03
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[TowiAia Tpoidvtmv
/O PEGLOV 81.69
Opot cuvepyaoiog 71.98
Avvatotnta Topoyng
e€10. v pECIOV 79.38
ITep1BaAiov KOTOGTHULATOG 95.70
XpOvog avopoviG yio
eEummpénon 96.61
Awodikacieg eEummpétnong 89.35
Evnuépmon mov mapéyel n
tpdmela 89.58
Evkolieg mpocPaonc 91.97
Eumoetoovvn kot a&lomiotio
Tpanelog 89.92
Avvatdmnro KdAvyng
LLEAAOVT.OVAY KDV 86.52
YouPoAr] otV TomKN Kotvmvio 88.34
OMn ikavomoinon 92.70

To xpunpo 1¢ eukoTTag TG eévmnpétnong £xel Tov
VyNAOTEPO deikTn tkavomoinong. Avtibeta ot meldtec deiyvouv
MYOTEPO IKAVOTOUUEVOL OO TOLG OPOVE CLVEPYOCIOC UE TNV
TpaneCo. H oAkn woavomoinomn mopovctdleton UE OPKETE
ueydlo deiktn, deiyvovrog pog mOcOo Kavomompuévol gtvarl ot
TEALATEC.

Tao Swypdupoto dpdcng kot PeAtioong mov akoAovBovv
€Yovv OouUN OTTMG Kol TO, OLYPAUUOTO TTOL TTponynOnkav Kot
otOYo €yovv va Pondncovv va Peltiwcovue 1 Oyt Kdmolo
YOPOKTIPLOTIKA.
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Yymua 4.34: Avdypoppa Apdong

Aiaypappa dpdong

& ESutrnpémon
<3 .
] MoikiAia Trp. Karavénan avaykev
o .[KOVOMTEG KOl YVWOEIG
0 . ——o oo OepiRAAAQV- DINKATNTA
‘g Evnpépwon — Xpévog avapovrig
< * © * ,EUKﬁMK T P0G, Eptrigroavn

Egoik.umnpe.  KGAuwn peAA 4 Boﬁwémcm’eg €guT.
QVayKQv eHEOR I o Aiko T
TOYT K KOIV.
ZNUAvVTIKOTNTA

Ot teplocdTEPES SLOGTAGELS TNG IKOVOTOinoNg atvetol va, gtvor
GUYKEVTIPOUEVEG GE OPLOKA ONUEia HETASD TOV TETAPTNUOPIOV
OTMC Yo TOPAOELY O 1 KOTOVONGT TOV avayk®v. Ot tkavotnteg
KOl  YVOGEWS, TOL  TPOCMOMIKOV, TO TmePPIALOV TV
KotooTNUATOV. To HOVO KPLTNPlo TOv GOivETOL Vo Eivot apKETA
OTOUOKPUCUEVO OO TIG OPLOKEG TEPLOYES €lvol eKelvo g
eELIMPETNONG KO TO OO0 AVIKEL GTNV TEPLOYTN 1GYVOC.

To dudypappa Bertioong wov tpoékvye akolovoet :
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Zyuoa 4.35: Awdypappo Bedtioonc

Aildypappa BeAtimong

Tom kA Kovwvia
I0TO!

ATTaITnTIKOTNTA

Xpbvog avapovig A

DIAKSTNTA

MepiBaAAov

EukoAieg mpbop.
kavomteg @
nreg o

*

‘4

c

oUV
> Alaﬁu(.aiun ne.

Evnuépwon

0 ¢ R EEES # Opol cuvepyaaiag
KéAuwn peAA.avaykwv

# [MoikiAia T poIdVTWY

Eguirnpémon

Karavd

non & yvwoeig

AtToTEAEOHATIKOTNTA

Ta kprmpla gival cvuykevipoueva oTig TeployEc status quo kot
dpaonc. Kdmoleg amd g 0106TAGELS IKOVOTTOINGNG TTOL GVIKOVV
otnv mepoyn Status quo etvar o ypOVOC aVOUOVNG, TO
nepBariov eEumnpénong, N PIMKOTNTO TOV VITAAANA®V KOl Ol
EVKOALEC TPOGPaoNGC. ZTNV YEITOVIKY] TEPLOYY] AVIIKOLY Ol OpOl
ocuvepyaciog, 1 EVNUEP®OTN, M TOWKIAIL TOV TPOIOVI®V, Ol
ddkacieg eEummpétong 1N KEALYT HEAAOVTIKOV OVAYKOV, 1
eumotooHvn Kal aélomotia g Tpamelag kot 11 cuuPoin otnv

TOTIIKT] KOWvVVia.

O enduevog mivokac moPOLCIALEL TOVG O&IKTEC OAMKNG
IKOVOTTOINoMNG VA LVITOKATAGTI|LLOL.

yua 4.36: Méoot delkTeg OAKNG 1KAVOTOINGNG 0vVAL KOTAGTLLOL

Koataotnpa Mécog dgikTng OMKRG
LKOVOTTOiNG61G
>nteio, 72,30%
Alkiavog 63,70%
[MAatavovu 71,90%
[Matoavid Xoviov 58,00%
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Avyiov NikoArdov 69,80%
Kioosdauov Xovid 77,30%
Iepdmetpa 79,80%
P&Bouvo 70,20%
ABMva, 82,30%
Aew@. Kvooooh HpdxAelo 98,00%
EAevBepiov Beviléhov Xavid 77,80%
Mopov Hpaxieiov 83,10%
25" Avyovotov Hpdicheto 75,00%
["'ewpyrovmoin 68,40%
XePoOVNGOG 66,00%
Kicoopog 66,65%

XOUQOVO, L€ TOV  TOPOTAvVE Tivako o  Oelktng OMKMG
1KOVOTTOINGNG KUUAIVETOL GE OPKETE LYNAQ emineda 6e OAA TO,
vrokatooTHHato. To VITOKATAGTNUO UE TO HEYUADTEPO OEIKT
elvar avtd mov Ppioketar ot Aewe. Kvowoov oto Hpdichero.
Evd avtifeta avtd pe 1o younAotepo oeiktn eivol avtd mwov
Bpioketar otov IThatavid Xaviov. Mo yevikn ewdvo tov

JEIKTMV OelyveL OTL KIvoOVTOL KLPIWG 6€ TOGOGTA HETASD 65%-
80%.

4.4 T1apovoioon OTOTEAECUATOV AV OUAO0 TEAATOV
CUUPOVO LE TO YPOVO cLVEPYUGLOG

To epOTNUATOAOYIO TOV OPYAVMOGUUE Y10 TOVG TEANTEG GTO
TEAELTOUO HEPOC LaC £01VE TNV gvkapia va TAnpopopnovpie yio
YOPOKTNPIOTIKA TOV TEANTAOV HOGC. XOUQOVO HE OVTA KOAVOLE
EMUEPOVS OVOADGELS avAAOYD HE TO YPOVO GLVEPYOGINC, TNV
nikia Kabm¢ kot AALES TAPAUETPOVC.

H nmpodm xammyopio mov peietnoope Mtov TEAATEC TOL
cvvepyalovton pe Vv Tpdmelo ¥poviko OAGTNU ULKPOTEPO OO
3 ém. Ot mapoxdte mivakeg pog dtvouv mAnpoeopiec yo To
YEVIKA YOPOUKTNPIOTIKA TV EpOTNOEVTOV OVTNC TS KaTnyopiog.
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Yynpa 4.37: Hukio

Hlkio Ilocooto
Q¢ 30 etarv 27,50%
31-40 etV 31,25%
41-55 gtov 28,75%

>55 etV 6,25%

Zympoa 4.38: Okoyevelokn Kotdotaon

OwKoyEVELOKT] KOTAGTOON Iloc0670
Ayopog 28,75%
‘Eyyoapog 71,25%

Zyua 4.39: Exnoaidevon

Exnaiogvon Iloc0670
Anuotiko 5,00%
[Mouvacio/ Mkelo 52,50%
AEI/TEI 32,50%

Zynpa 4.40: Endyyeipo

Endayyeina Iloc0670
Emyeipnuortiog 37,50%
EAevOepoc emayyeiuotiog 20,00%
Anuocrog / Idwt. vrdAANA0C 26,25%
Aypotng 6,25%
Xuvta&lovyog 6,25%
AALO 1,25%

ITapatnpovpe OTL T0 HEYOADTEPO TOGOGTO TV TEAUTMOV E£XEL
nilkio 31-40 etdv, sivor €yyapot kat tedeidpottol M'vpvaciov /
Avkelov. MdAota o1 meplocdTEPOL  amd AVLTOVG £YOVV GTNV
KOTOYN TOVG EMLYELPNGELC.
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2TINV EPATNGT TOL AVOPEPETUL GTNV GUVOALKT IKOVOTTOINGN amd
T0, TPOIOVIO KOl TNG VANPECIEC GE GYEON WHE OVTO TOL
TEPLEVOVE, O1 ATTOVINGELS TOUC POIVOVTUL TOPUKATO.

Symua 4.41: [Towdmra e&uanpétong and Tpoidvia / VINPecieg

IlocooTto
Xepotepa 2,50%
Mdaiiov yelpotepa, 1,25%
ITepinmov O6nwg mepipeva, 28,75%
MdaAlov kaAVTEPQL 23,75%
KoaAvtepa, 42.50%

A&loonueimto givar To YeYovog OTL 01 TEPIOGOTEPOL OO AVTOVG
glvol TOAD 1KAVOTOMUEVOL OO TIC TOPEYOUEVES VANPECiES /
TPOIOVTO GE GYECT] L0 AVTO TOL TEPILEVALV.

Ocov agopd v mBavotnTa Vo GLOTNCOVY GE KATOO QiAo 1)

YVOOTO TNV Tpamelo, 1 mAsoyneio eaivetal 0Tt Ba 0 £Kave
YOPIG EVOOLAGLLO.

Zyua 4.42: ITiBavotta svotaong o @ilo / cuyyevn

ITocooto
Koaboriov mbavo 1,25%
MdaArrov mhavo 2,50%
ITOavo 11,25%
IToAV mOavo 36,25%
Xiyovpa 48,75%

Ot mep1osdTEPOl MEAANTEC TNG KATNYopiog OVTNC Qaivetol vo
glvor ypNoTeC KATOOETIKOV TPOYPAUUATOV YO 1OIOTEC KO

EMYELPNOELC EVO TOAD HUKPO TOGOGTO OO OTOVS Y PN CLUOTOLEL
T0 Web-banking.

Zyua 4.43: Tlpoidvta mov ypnoIonoloby ot TEAATES oG

IIpoiovra. IlocooT6

Katabetikd 1drtotomv 56,25%
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Katafetikd enryeipriocemv 30,00%
Advelo 10O10TOV 22,50%
Advelo eTryelpncemv 27,50%
Enevovtikd npoidvia 15,00%
[TiotmTiKeg KapTEC 11,25%
Web-banking 10,00%

AMo TpoidvTa/ VI pecieg 5,00%

‘Eva dA\o otoyeio mov peletnoape ivol 1 cuvePYAcio TOVG UE
dAAec tpdmelec.
Zyua 4.44: Zovepyaoio melatdv pe dAdes tpaneleg

Jovepyaoia Ilocooto
Noit 88,75%
O 11,25%
Yymua 4.45: Tpanreleg mov cuvepyalovtol o1 TEAATEG
Tpanela IlocooT0
Aypotikn tpdmelo 31,25%
Alpha bank 30,00%
EBvum tpamela 27,50%
Eumopikn tpdmeloal 17,50%
Tpdmela Ieypomg 25,0%
AAAN cvveTtouploTikn tpdmela 26,25%
AAN tpdmelal 18,75%

Awmotdcovpe 0Tl T0 PEYOADTEPO TOGOGTO Elval TEAATEC Ko
c€ OQALOVLG TPOmECIKOVS OPYOVIOUOVS Kol UHAAGTO Ol T
dnuoeireic and avtéc eaiveton va gival n Aypotikn) Tpanela, N
EOvuc Tpanela kon n Alpha Bank.

[dwaitepa tkavomomuévol @oivovtal ot MEAATEC UG amd TNV

molotNnTo. e€umnpénone o€ oyéon ue GAAec tpameleg e
10600610 oL PTavel To 37,50%.
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Zyua 4.46: Towdtta eEummpétnong amd mpoidvia / vanpecieg

IHowtnta evanpétnonc 060670
Xepotepn 1,25%
MdaAlov yelpdtepn 1,25%
To o010 23,75%
MaAilov kaAvTepY 37,50%
KoaAvtepn 37,50%

Avtd mov Oa mpémer va mpooéfel kavelc elvar 0Tl Ot
TEPLGGOTEPOL BEPOVV OTL 01 OPOL GLVEPYAGING lval TO 1010 pE
dAAec tpdmelec.

Yymua 4.47: Ikavomoinom amd dpovg cuvepyaciog

‘Opor covepyaoiog Ilocooto
Xelpdtepot 3,75%
MaAilov xelpdtepot 12,50%
To id10 37,50%
MdaAlov kaAVTEPOL 26,25%
KaAvtepor 0%

Ocov apopd T1g 10PN UOTIKEG TPOSTADEIEC TOVL EXOLV YiveL OO
uépovg ¢ Tpamelog o1 mePocOTEPOL AmO OVTOVS €ITE €YOLV
evnuepmBel péoo amd o EVIvmn Katoympnon £ite dev €xouvv
del Kapio TpOGPATN SOPNUIGTIKT TPOGSTADELD.

Yyuo 4.48: AloenioTikég TpocTafEleg

Al@MUIOTIKY] TPOGTAOELN Iloc0670
PadtotnAeontikd omot 21,25%
"‘Evtonm katoympnon 32,50%
Ao UIGTIKO PLAAAOL0 17,50%
Koud 28,75%

O mopokdte® mivakog 7mopovcstdlel TV  IKOVOTOiNon Tt®v
TeEAMTOV 6€ KOO €va amd to EMUEPOVS KPITNPLO. AAAE Ko TN
ocvvoMkn kavomoinon. Ta mocootd deiyvouv OTL  OTIC
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TEPIOCOTEPEC OLAGTAGELS TNG IKAVOTOINONC 01 TEAATEG OElyvOouV
OPKETA IKAVOTTOUNUEVOL, EVD OV OELYVOLY OVTE TKOVOTOIMUEVOL,
o0TE dvosapeotnuévol amd TV vanpecio Tov web-banking kot
™G GVUPBOANG TNE TPdmelag GTNV TOMIKN KOvmVia.

Symua 4.49: Ikavomoinom TEAATOV 6T EMUEPOVS KPLTHPLNL

Kpuipwo | Ikavomor- | Mailov Ovte Mailov | Avcapeotn-
nuévog IKOV. | IKOV./00TE | dvoap. pévog
ovoap.
durikod™TOL 90,00% | 28,75% 0% 0% 1,25%
eEumnpémong
Taydmra kor | 81,25% | 15,00% | 12,50% 0% 2,50%
axpifela
Ikavotnreg 77,50% | 16,25% 5,00% 0% 1,25%
KOl YVOGELG
Katavonon 70,00% | 20,00% 7,50% 1,25% 1,25%
OVOYKOV
[MowiMia 46,25% | 20,00% | 30,00% 6,25% 5,00%
TPOTOVIWV
Opot 38,75% | 20,00% | 30,00% 6,25% 5,00%
GLVEPYOGIaC
E&eok. 45,00% | 26,25% | 25,00% | 25,00% 1,25%
VN PECIEC
Web-banking | 36,25% | 15,00% | 37,5% 2,50% 2,50%
[TepiBarrov | 73,35% | 13,75% 7,50% 1,25% 3,73%
KOTOG T LOTOC
Xpovog 76,25% | 15,00% 3,73% 1,25% 2,50%
OVOLLOVTG
Awodik. 80,00% | 11,25% 5,00% 1,25% 1,25%
ECummpétnong
Evnuépwon 70,00% | 23,75% 3,75% 1,25% 1,25%
Evkolieg 66,25% | 23,75% 7,50% 0% 2,50%
npocPacng
Eumiotoovovn | 63,77% | 23,75% | 11,25% 0% 1,25%
Kol a&lomoTtio
Kéioyn 55,00% | 28,75% | 12,50% 2,50% 1,25%
HEAAOVT.
VYKV
YvpPorn oty | 33,81% | 26,19% | 37,5% 1,25% 1,25%
TOTIIKN
KOW®Vio,
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Ol 66,00% | 25,00% 8,75% 9,00% 1,25%
1KOVOTTOiN oM
and v
cuvepyaoia,
ooG LLE TNV
Tpamela

[Tio cvykekpluéva N EIAIKOTNTO TOL TPOCMOTIKOV QOIVETOL VO
wkavormolel 1o 90% tov medatdv. Emiong peydio mocootd
Kovomoinong eueaviCoov o KPP NG TaYLTINTOS KO
akpifelac tov avlpomivov SuvopIKoD, Ol IKOVOTNTES Kol Ol
YVAOGELC, 01 dladIKaciec eELINPETNONC, O ¥POVOC AVOLLOVIG KOl T
evnuépmon. Ta kpurpla mov @aivetal 6Tl 0VTE 1KAVOTOLOVV /
o0TE dLOUPEGTOVV TOVG TEANTEC €lvanl o1 vanpeciec Tov Web-
banking kot 1 ovuPoin g Tpdmeloc oty Tomiky Kowvwvio. H
OMKN Kovomoinon ot1o JSelypo avtd KLUAIVETAL GE OPKETA
VYNAO emimedo.

H enduevn opddo mov PEAETNGOUE TV QLT GTNV OTOid
KOTOTAGGOVTOL ATOMO 7oL ovvepydloviar pe v tpamelo
YPOVIKO SLACTNUO UEYOAVTEPO amd 3 €11 KOl UKPOTEPO OO 5
¢m. And 1o PacIKO GTOTICTIKG TOL TPOEKLYOV TOPOATI|POVLE
OTL T0 HEYAADTEPO TOCOGTO GE QTN TNV Kot yopio £xel nAkio
41 — 55 etov, gival €yyapotl Kot o1 TEPIGCOTEPOL Elval ATOPOITOL
Avkeiov / youvaciov. Emayyeipotikd eivor emyeipnuotieg 1M
onuoctot / wwwtikol vwdAiniot. IToAv pkpd mocootd amd
aLTOVG  OGYOAOLVTOL HE  OYPOTIKEG gpyaciec N elvon
oLuvTaElovYOoL.

Zynua 4.50: Hlukio telotov

Hl\wio ITocooTo
Q¢ 30 etV 23,40%
31-40 gtV 29,78%
41-55 etov 35,10%

>55 etV 8,51%
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Zynpa 4.51: Owoyevelokn KOTAOTOOT) TEAATOV

O1KOYEVELOKT] KOTAGTOON Iloc0670
Avyapog 30,85%
‘Eyyapog 69,15%
Zynpa 4.52: Exnoidevon meratdv
Exnaiogvon Ilocoo10
Anpotiko 3,19%
[Mpvéioo/ Mkelo 60,38%
AEI/TEI 31,91%
Yyuo 4.53: Endyyelpo telotov
Enrayyelpa Ilocooto
Emyeipnuotiog 30,85%
Elev0epog emayyelpatiog 24.,46%
Anuédeiog / Idwt. vaAANAOC 34,04%
Aypotng 6,38%
2vTaE100y0G 6,38%
AALo 2,12%
yMua 4.54: Ikavoroinon and mpoidvta / vanpeocieg
IlocooT0
Xepotepa 4,25%
MaAidov yerpdtepa 0%
[Tepimov 6nwg mepipeva 15,95%
MdaAilov kaAvTepa 29,78%
Kolbdtepa 48,09%

H ovvoAlikn wkovomoinon tovg and ta mpoidvia / vanpecieg e
oyYéon He autd mov mepipevav amd v Tpdnela @oaiveTon 0Tl
gtvot oD TopomTAve oo TIG TPOCOOKIEC TOVE APOV GYEOOV OL




ool Bewpodiv 6tL avtd mov mpooeéper N Tpdmela

KOALTEPQ OO OVTA TTOL ToTELAY.

Zynpa 4.55: IIiBavdtta cVueTaon

givai

IMocooTo
Kafolov mbovo 0%
Maiiov mbavo 3,19%
[TOovo 14,89%
IToAV mOavo 22,34%
Xiyovpa 58,51%

Ocov apopd v mlavotnto vo. GLGTHoCOLY GE &va. PIA0 1)
YVOoTd TNV Tpamelo, T TocooTd dgiyvouv 0Tt Ba 10 EKavav

clyovpa TEPIGGOTEPOL OO TOLG HMGOVC.

Yymua 4.56: [Ipoidvta mov xpneomolovy ot TeAdteg TG Tpdmelog

IIpoiovra IlocooT0

Katafetikd 101otmv 77,65%
Koatafetikd enryeipricemv 31,91%
Advelo O1OTOV 24.46%
Advelo emryelpnoemv 27,65%
Emnevovtikd npoidvta 17,03%
[TiotmTicég KépTeg 25,53%
Web-banking 19,14%

Al TpoidvTa/ v pEGieg 8,51%

To mpoidvio mov YPNOIUOTOIEL M KOTNYyopid ot KATE KOPL0
AMOYo etvar to xatabetikd mpoypdupoato yioo w0wwte. Evo
aKoAoLOOVLY pE peYAAN Opopd To OAVELD ETMLXEPNCEW®V,
WOOTOV Kol 01 TOTOTIKESG kapTtes. Kot og ot v katnyopia
OTMG KOl GTNV TPONYOVUEVN PaiveTal OTL Elvar Atyotl avtol mov

YPNCLUOTOL0VV TNV VI pecia Web-banking.

122




yua 4.57: Xvvepyooio telotdv pe dAAeg Tpameleg

Yovepyooia 060670
Nau 91,48%
O 7,38%
Yymua 4.58: Xvvepyaldpeves tpameleg
Tpanela IlocooT0
Aypotikn tpdmelo 28,712%
Alpha bank 26,59%
EBvikn tpamela 38,29%
Eumopwcr| tpdmelo 31,91%
TpdmeCa Ieypomg 21,27%
AN cvvetouploTikn Tpanela 25,59%
AM tphmela 13,83%

2xedOV OAOL Ol TEAATEC TNG KoTnyopiag avtng ocvvepydlovral
Kol e AAAES Tpameleg Ko LAAGTO Ol TEPICGOTEPOL OO OVTOVG

delyvel va, £xovv cuvepyacio
Eumopwn Tpdmela.

ue v EOvum Tpdmelo kot v

Otav pombnkav av n mwototta e&ummpétnong g tpimelag
CUYKPLITIKA e GAAeG Tpdmeleg av elvar KaAvTEPT 1) Y(EPOTEPT, Ol

AmAVINOELS TOL d0ONKaVY gival

ELVOIKEG Yoo TNV TpATeELD 0POV

TOPATAVEO o0 TOVG UIooVS Bewpobv Ot 1| ToldTN T Elvarl TOAD

KOAVTEPN.

Yymua 4.59: Ikavomoinon amd motdtnta e&umnpétnong

Iowtnta eSvanpétnong IlocooT0
Xelpotepn 1,06%
Mdailov yepdtepn 0%
To 1010 8,51%
Mdéilov KaAvtepn 38,29%
Kolbtepn 51,06%
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Ocov agopd Tovg OPOVE GLVEPYOGIOC Ol ATOVINCELS POIVETOL
va, gival polpacuéves. Yapyel Eva apKeTd LEYOAO TOGOGTO TOV
Oewpel OtTL o1 Opol ocvvepyaciog eivar 1o 1010 1| UAAAOV
KOAOTEPOL O oYéomn Uo AALeg Tpdmelec Kal Eva emiong apKeTa
Leydho 1ocootd mov Bewpel OTL elvar LAALOV XEIPOTEPOL.

Yymua 4.60: ‘Opot cuvepyaciog

‘Opor cvvepyaoiog 060670
Xelpdtepot 4,25%
Mailov yelpdtepot 19,14%
To id10 27,65%
MdaAlov kaAVTEPOL 28,712%
KaAvtepor 17,02%

O meprocdtEpOL £pTNOEVTEC OLTNG TG KaTNyopiag mTPpOCPATOL
Exovv evnuepmBel Yo o Tapeyoueva Tpoidvta / vanpeciec ™G
Tpdnrelog HEca amd EVIVTEG KATOYMPNOELS KAl PAOLOTNAEOTTIKA.
OmMOT, &V® £vo ONUAVIIKO Toc0ooTd 08V €xel O&l Koo

PN UIGTIKN TPOooTAdELQ.

Zyua 4.61: Alapnpiotikég tpoomdbeieg e tpamnelog

Al@NUIOTIKY] TPOoTAOELN IlocooT0
Padtotnieontikd omot 31,91%
‘Evtunn kotoyopnon 36,17%
Al UIGTIKO PLUAAAOL0 21,27%
Kaoud 17,02%

O mapaxkdto mivakog mopovcsldlel TNV 1Kavomoinon  Tov
TELATOV OTIC EMUEPOVE KPLTNPL £TGL OTTMOC SLOTLTOONKAY GTO
TPDOTO UEPOC TOV EPOTNUATOAOYIOV.

Yymua 4.62: Ikavomoinom meAatdv 6To EMUEPOVS KPLTHPLOL

Kpvmpwo | Ikavomor- | MaArov Ovte Mairov | Avcapeotn-
nuévog IKOV. | IKav./o0TE | dvocap. pévog
ovoap.
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Do TO 90,42% | 6,38% 1,06% 0% 2,12%
eEumnpéong

Toyvmmra ko | 84,41% | 10,36% 2,17% 1,06% 2,12%
axpifela

[kavotnTeg 76,59% | 17,02% 3,19% 1,06% 2,12%
KOl YVOGELG

Kotavénon 71,25% | 19,14% 5,31% 0% 2,12%
OVOYKDOV
[TowiMia 4787% | 29,78% | 17,02% 1,06% 2,12%
TPOIOVT®V
Opot 42,55% | 25,53% | 21,27% 5,31% 5,31%
GLVEPYOGIOC

E&eok. 40,42% | 29,78% | 23,34% 7,50% 2,12%
VN PECIEC

Web-banking | 45,74% | 13,82% | 17,02% 1,06% 2,12%

[lepBérrov | 77,65% | 12,76% | 5,31% 1,06% 2,12%
KOTOGTILOTOC

Xpbdvog 82,97% | 12,76% 0% 1,06% 3,19%
AVOLOVNG

A0dIK. 74,40% | 15,95% 4.25% 2,06% 3,19%
E&vmpétong

Evnuépoon | 65,95% | 21.27% | 6,38% | 21,27% |  3,19%

Evkolieg 70,21% | 19,14% | 5,31% 3,19% 2,17%
pdGPaong

Epmotooovn | 77,65% | 14,89% | 4,25% 2,12% 1,06%
Ko a&lomotio

Kdaioym 58,51% | 26,59% 9,53% 2,12% 2,12%
UEAAOVT.
OVOLYKOV

SvuPBoAn oy | 68,08% | 23,34% 6,38% 1,06% 1,06%
TOTUIK)
Kowovia

Ol 71,27% | 20,00% 3,19% 3,47% 2,06%
KOvVoToinom
and TNV
cuvepyooia,
coG LLE TNV
Tpamela

To onuovtikd €ival 0Tt 68 OAEC TIC EMUEPOVS OLOGTAGELS TNG
1KOVOToiNonG ot meEAdTeS pac OElyvouv TOAD €LYUPIOTNUEVOL,
TPAYLO OV ATOOEIKVOOLV TOL TOGOGTA TOL PTévovy T0 90%.
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AMG kot 11 cuvoMKN Kovomoinom €ival OpKETA VYNAN OE
GYECT LE VT NG TPonyouuevnc opuddac. Kot 6tig 0vo oudodeg
T0, TOCOGTA IKOVOTOINGNG 7OV  aPopovY TNV  LMKOTNTO
eEummpémmong, v Taydnta Kot akpifela, TG wKavoTnTeG Ko
YVOCEI, TNV KOTOVONCT OVOYKOV KOl TNV TOWKIAINL T®V
TPOIOVTOV elvat oxedOV 1010

H tpitm xatr tedevtoio ouddo TEAATOV OVOQEPETOL GE
TEAATES TTOV £Y0VV LAKPOYPOVIO. GLVEPYAGI LUE TNV TPATE O KO
udMotao Yoo meplocotepa amd S £11. AvticToy o Kot GE  OVTN
mv katnyopio ta Pacikd oTATIOTIKA Gvvoyiloviol GTovg
nopokdto wivakes. Kot 6 autr) v Katnyoplo o1 TEPIGGOTEPOL
nAkloka etvor petald 41 — 55 gtav, €yyauotl, ival amd@o1Tol
TEI/AEI ko gfvon emuyeipnuatieg.

2yuo 4.63: Hlkia melatdv

HAlwio ITocooTo
Q¢ 30 etarv 7,16%
31-40 etov 27,18%
41-55 etv 36,89%

>55 etwv 2,35%

Zynua 4.64: Owoyevelokn Kotdotaon

OW1KoYEVELOKT] KOTAGTOON Iloc0670
Ayopog 23,01%
‘Eyyapoc 77,66%

Yynpa 4.65: Exnaidevon meratov

Exnaidogvon Ilocoo10
Anuotiko 7,710%
[IMpvéioo/ Mkelo 33,00%
AEI/TEI 54,36%
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Zynpa 4.66: Endyyehpo merotmdv

Erayyelpa, IlocooTto
Enyepnuatiog 46,50%
EAevBepoc emayyeruotiog 19,40%
Anuocrog / Idiwt. vrdAAnAoc 14,56%
Aypotng 8,73%
20VvTaEl00Y0G 10,75%
AALO 0,06%

Ot anavtoelg Toug OGOV aPOPA TNV IKAVOTOINGT TOVS amtd TV
TO1OTNTO, TOV TOPEYOUEVMOV DINPECLOV / TPOTOVIWOV QAIVETOL VO
glvar gvvoikn yo v tpanelo oo o1 TePLecoOTEPOL BEpOHV
0Tt elval KOAVTEPES 01 GLVONKES AmO AVLTO TOL TTEPIUEVAV.

Zyua 4.67: Ikavoroinon and wpoidvta / vinpecieg

Ilocoo10
Xepotepa 2,91%
MdaAlov yelpotepa, 1,94%
[Tepimov Onwg mepipeva 29,12%
MdaAilov kaAvTepa 28,15%
KoAvtepa 35,95%

Ot teprocdTEPOL OO awTOVG Giyovpa Ba choTNVAY TV TpATE D,

o€ KOO0 @ilo 1 YV®OGTO.

Yymua 4.68: [TiBavoTa choTOONG GE PIAD / GLYYEVN

INocooto
Kafoiov mbovo 5,82%
Madailov mOavo 0%
I[TOavo 16,50%
[ToA0 mbavo 28,15%
Xiyovpa 35,95%
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Kot og avt v avédivon tov omovticemv @aivetal OTL Ot
TEPIGGOTEPOL OO OWTOVG  €lval  ¥pnoTeC  KATAOETIKOV
TPOYPAUUATOV Yo 1010TEC. TO MOCOCTO TV YPNOTOV TNG
vrnpeciog web-banking eivat apketd yopnAo.

Zymua 4.69: I[Ipoidvta mov ¥pPNGILOTOI0VV 01 TELATES

IIpoidvta Ilocooto
Koatafetikd 101otmv 74,75%
Katafetikd envyeipricemv 35,93%
Advera 101tV 29,12%
Advela emyelpnoemv 31,06%
Enevovtikd npoidvia 20,38%
[Tiototikég KapTEG 16,26%
Web-banking 13,95%
Ao TpoidvVTa/ VINPEGIEG 9,56%

‘Eva peydlo mocootd TtV mEAAT®OV TOv  cvvepydlovtal
Hakpoypovia pe v tpdmnela £xovv TapdAANAN Guvepyasia Kot
He AaAAo tpomeltkd 1WPOUATO KOl UAAIGTO Ol TEPLGCOTEPOL
ocvvepyalovro pe v EBvikn Tpaneloa.

Yymua 4.70: Xvvepyacio pe GAlec tpdmeleg

Yuovepyooia IlocooT0
No 94,14%
Oy 5,86%

Yymua 4.71: Xovepyaldueveg tpameleg

Tpanela IlocooT0
Aypotikn tpdmelo 29,12%
Alpha bank 45,57%
EBvum tpamela 50,48%
Eunopikn tpanela 26,21%
Tpdmela Ieyponmg 25,24%
AN cvvetouploTikn Tpanela 17,29%
AM tphmela 25,24%
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ymua 4.72: TTowdotnrta e&vmnpétnong

Howtnta eEvanpétnonc Iloc0670
Xelpotepn 2,93%
MdaAlov yelpdtepn 1,96%
To 010 9,09%

MaAilov kaAvTepY 32,08%
KoaAvtepn 53,89%

Otav (nmOnke otV opdda 0T Vo, GLYKPIVOLY TNV TOLOTNTO
eEummpétmong oe oyxéon ue Gilec tpamelec, Qaiveror OTL O
amaVINOELS Elval TOAD EVVOIKEC Y10 TO GLYKEKPIUEVO TIOTOTIKO
{OpLUO 0OV TEPLGCOTEPOL OO TOVC WooVS Bempovv OTL 1
TO1OTNTO £Vl TOAD KOADTEPT).

yua 4.73: Opot cuvepyaciog

‘Opor ovvepyaoiog Ilocoo70
Xelpdtepot 11,67%
Maidov yelpdtepot 22,35%
To o010 24.29%
MdaAlov kaAVTEPOL 13,59%
KaAvtepor 27,19%

Ocov apopd TV €1KOVA TOV £YOVV GYNUOATICEL Y10 TOVG OPOLG
ocuvepyaciog, ol amOYES MOWKIAOVY Kot €vol OPKETE UEYAAO
TO0G00TO MIGTEVEL OTL 01 OPOL EIVOL YEPOTEPOL GE GYECT UE AALES
TpdmeCed.

yquo 4.74: Aen o tikég TpooTadeieg

A0@NUIGTIKI TPOoTAOELN IlocooT0
PadtotAeontikd omot 26,21%
‘Evtunn katoydpnon 33,09%
Ao UIGTIKO PUAAAOL0 18,44%
Kopd 21,35%
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Ot mep16oOTEPOL QOIVETOL OTL EVIUEPMOVOVTOL Y10 TOL VEQ TOV
Tpame(Koy 10pVUATOC UEGOH OmO EVTUMEC KOTOYWPNOES Kol
padtotnAeontikd omot. Oumg Kol otnv Katnyopio avtn ival
HEYAAO TO TOCOOTO T®V MEANTMOV OV dgv  €yovv O€l Kauio
OLOPNUIOTIKN TPOCTADELN .

O mivakag mov oakolovBel a@opd TNV 1Kavomoinomn oTig
EMUEPOVE OCTACELS KOl TNV OMKN tKavoToinon amd tnv uéypt
TP GLVEPYOGIA.

Yymua 4.75: Ikavomoinon meAATOV 6TO EMUEPOVS KPLTNPLOL

Kpvmpwo | Ikavomor- | MaArov Ovte Mairov | Avcapeotn-
NUEVOS KOV, | IKav./ovTe | dvoap. REVOG
ovoap.
duukoTTO 87,37% 9,70% 0% 0,91% 1,94%
eEumnpéong
Taybdmra kot | 72,81% | 16,50% 5,83% 1,94% 2,91%
axpifelo
Ikavotnreg 70,38% | 19,41% 2,91% 4,85% 2,47%
KOl YVOGELG
Kotavénon 68,93% | 18,44% 9,70% 0% 1,94%
OVOLYKOV
[MouwAia 42.71% | 32,03% | 16,62% 7,76% 3,83%
TPOTIOVIWV
Opot 34,09% | 21,19% | 26,21% 9,79% 8,76%
cLVEPYOCIaC
E&eowk. 39,80% | 27,18% | 19,41% 7,76% 1,94%
VINPEGIEG
Web-banking | 40,71% | 19,37% | 19,74% 9,99% 9,94%
[TepiBarrov | 70,87% | 17,47% 7,76% 1,90% 1,98%
KOTOG T LOTOGC
Xpovog 70,83% | 21,31% 5,50% 1,91% 0,91%
OVOLLOVTG
Aok, 65,04% | 29,60% 2,79% 0,99% 1,94%
ECummpétnong
Evnuépmon 55,33% | 32,03% 7,76% 1,00% 3,88%
Evkolieg 69,90% | 18,44% 7,66% 1,09% 2,91%
npocPaong
Eumoetoovvn | 67,96% | 22,33% 5,83% 0% 3,88%
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KOl 0ELOTIOTIOL

Kdaioym 51,47% | 27,48% | 14,59% 2,94% 2,99%
HEAAOVT.
VYKV

SvupBoAn omv | 61,50% 23, 7% 4.88% 5,85% 3,88%
TOTUIKT)
Kowmvio

Ol 50,88% | 38,93% | 3,97% 3,97% 1,94%
1KOVOTTOiN oM
and v
cuvepyacio
oaG LE TNV
Tpamelo

Kot omv opddo ovt] OT®G Kol OTIS TPONYOVUEVEG M
eumxkom o &umnpétnong, N ToaxLdINTA Ko 1N okpifela Kol ot
YVOGEIS £YOvV  Ta.  LYNAOTEPO TOCOGTA  IKOVOTTOINGTC.
[Tapatnpodpue emiong 0Tl 6€ OAEG TIC EMUEPOVS OLOGTAGELS Ol
epotOévtec eivar amoOAivta wavomomuevol. To pikpodTEPO
TOGOGTO 1KOVOTOINGCTG TAPOLGIALETAL GTOVS OPOVE GLVEPYOGIOG
Kol 6TIC €EELOTKEVLEVEG VN PECTEC.

4.5 Ilapovoioon aTOTEAECNATOV AV OLAO0 TEAATOV
oOUPOVO BE TNV NMKI

Topa Bo KaTYOPlOmTOMGOVE TOVE TEAATEG OVAAOYO E TNV
nAkio kou o pedetnoovue v kdbe oudda Cexywprotd. H
TpOTN opddo mepropuPavel  mehdteg moOv  dgv  €YOLV
CUUTANPDOCEL OKOUO TO TPLIKOGTO £TOC TNG MAKING TOLG.
XOUQOVO, L€ TIC ONOVTIGES TO HEYOADTEPO TOGOGTO TMV
epOTOEVTOV glvor AvOpEG.

Zynua 4.76 : @O0 melaTmOV

dvro ITocooTo
Muvaixka 43,13%
Avdpag 52,94%
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€ oY£0M UE aVTO TOL TEPIUEVAY TO TPOTOVTO KOl Ol VAINPECIEG,
OM®C POIVETOL 1KAVOTOIOVV TOVG TEPIGCOTEPOVS TEAATEC GE
ueyélo Poabud evd 1O TOGOCTO ekelvwv OV  glvoan
dvcapeoTnUéVol Eival apeAnTéO.

Zyua 4.77: Tlowdtnta vanpecidv / Tpoidvimv

IlocooTto
Xepodtepa 0%
Maidov yelpdtepa 1,52%
ITepimov 0w mepipeva 25,94%
Mailov kaAvTepa 25,49%
KoaAvtepa 47,05%

MdAota o1 meptocOTEPOL O owTOvS Bol GLGTNVAY Giyovpa. TV
tpdnela 6€ KAMOW0 QIAO 1] YVOOTO 1) GLYYEVN] EVD OEV LITAPYEL
Kaveig mov dev Ba 10 £kave.

Zyua 4.78: ITiBavotta svotaong o @ilo / cuyyevn

ITocooto
Kabo6rov mbavo 0%
MdaArrov mOavo 0%
[TOovo 13,72%
IToAV mOavo 35,29%
Xiyovpa 50,98%

Ocov agopd ta mpoidvia mTov YPNGUOTOLOVV TEPIGCOTEPO Ol
TELATEC TNG OULAO0G ALTNG Elvart Kot TAAM To KOTADETIKA 1010 TOV.

Axorovfel mivakoag mov Oglyvel 6€ TL TOGOGTO YPNGLUOTTOIEITOL
Kabéva and ta dStubécia Tpoidva.

yua 4.79: Tlpoidvta mov ¥pnoIonolovy ot TedTes TG Tpdmelog

IIpoiovta IlocooT0

Koatafetikd diotmv 80,39%
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Katafetikd enryeipriocemv 33,33%
Advelo 10O10TOV 15,68%
Advelo eTryelpncemv 23,52%
Enevovtikd npoidvia 17,64%
[TiotmTiKeg KapTEC 21,56%
Web-banking 25,49%

AMo TpoidvTa/ VI pecieg 5,88%

Me po pd™ HoTId OOmIGTOVEL KAVEIC OTL oYeddv OAol o1
TEMATEC TNG KOTNYOPIaG YPNOLUOTO00V KoTOOETIKA TPOTOVTO
Y10 OLOTEG. € GYECT UE TN YPNON TPOIOVTOV OO AALEC OUADES
€00 TAPATNPOVUE  UEYAADTEPO TMOGOCTO  TEANTAOV OV
YPNCLLOTOL0VV TNV VLI pecia Web-banking.

yua 4.80: Xvvepyocio melotdv pe dAAeg Tpameles

yvepyooia Ilocoo70
No 94,14%
O 5,86%
yuoa 4.81: Xvvepyaldpeveg tpdmeleg
Tpanela Ilocoo70
Avypotikn Tpamela 29,12%
Alpha bank 45,57%
EBvum tpamela 50,48%
Eumopikn tpdmeloal 26,21%
Tpdmela Ieypomg 25,24%
AAAN cvvetouptoTikn tpdmelo 17,29%
AM tpdmelo 25,24%

To 94,14% ocvvepydleton ko pe aAAo Tpomeltkd 1OpOUHATO KOl
TO 7O ONUOPIAEC artd avTd eivarl ) EBvikn Tpamelo.

yua 4.82: TTowdtra wovomoinong

ITocootod

IHowtnta evanpétnonc
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Xepodtepn 0%

Mdailov yepdtepn 0%
To id10 13,72%
MdaAiov kaAVTEPN 29,41%
KoAvtepn 56,87%

H nmowdmra eévmnpémong eaiveton 6Tl a@pnvel TEPIGGOTEPOVC
amd TOLG HOOVE KOVOTOMUEVOLS. EmmAéov 10 m0c06ToO TV
dVGAPESTNUEVOV Efval UNOEVIKO.

H epomomn mov avaeépetor 6Toug 0povg cuvepyosiog Oivel
OMOTEAEGLATO TTOV TTOIKIAOLV.

yua 4.83: Opot cuvepyaciog

‘Opor ovvepyoaoiog Ilocoo70
Xelpdtepot 3,96%
MaAidov yelpotepol 11,86%
To o010 33,83%
MdaAilov kaAvTEpPOL 27,54%
KoaAvtepor 22,56%

‘Eva peydho tunua omavtoemy olyvel 0Tt o1 TeAdTeg OV elva
0VTE TOAD €VYUPLOTNUEVOL AAAL 0VTE Kol TO avTifeto moTebovy
OTL 01 OpOl CLVEPYAGIAC KIvOUVTOL GTO, 1010l EMITEN UE TIC AAAEG
tpanelec.

\Eymua 4.84: Awenpiotikéc tpoondOeteg

A0@NUIGTIKI TPOoTAOELN IlocooT0
PadtotnAeontikd omot 43,17%
‘Evtunn katoydpnon 35,29%
Ao UIGTIKO PUAAAOL0 17,64%
Kaud 13,72%
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Ot mo wpdoaTeS SLOPNUIOTIKEG TPOGTAOEIEC TOL BLpOVVTOL O1
meEAMdTEC pog elvol T POOIOTNAEOTTIKA OMOT KOL Ol EVTUTEG

KOTOYWPNGELS GE TEPLOOIKE Kol e UEPIOEC.

IMopaxdto pmopel koveic vo S1OMIGTOGEL TOGO 1KAVOTOIUEVOL
N Oyt eivan o1 epBEvTeC 6€ KABE KPLTNplo Kol Tov Kvuaivetot

1] GLVOAIKT] IKOVOTOINGT).

Yymua 4.85: Ikavomoinon meAat®dV 6To EMUEPOVS KPLTNPLOL

Kpvmpwo | Ikavomor- | Mairov Ovte Mairov | Avcapeotn-
NREVOS KOV, | IKov./ovTe | dvoap. REVOG
ovoap.
drikod™TOL 100% 0% 0% 0% 0%
eEumnpémong
Taydomra ko | 80,39% | 17,64% 0% 0% 1,96%
axpifelo
Ikavotnreg 76,47% | 17,64% 5,88% 0% 0%
KOl YVOGELG
Kotavénon 66,66% | 21,54% 9,80% 0% 0%
OVOLYKOV
[MowiAia 43,13% | 35,29% | 17,64% 0% 0%
TPOTOVIOV
Opot 35,29% | 2459% | 31,37% 3,92% 5,55%
GLVEPYOGIAC
E&eok. 45,09% | 33,33% | 17,64% 1,96% 0%
VN PECIES
Web-banking | 54,90% | 21,56% | 21,56% 1,00% 0%
[TepiBarrov | 70,58% | 17,64% 5,88% 1,96% 2,98%
KOTOGTILOTOG
Xpovog 84,31% | 9,80% 0% 1,96% 3,92%
OVOLLOVTC
Aok, 74,50% | 19,60% 1,96% 1,96% 1,98%
ECummpétnong
Evnuépmon 68,62% | 27,45% 3,92% 0% 0%
Evkolieg 78,43% | 13,72% 5,88% 1,96% 0%
npocPacng
Eumiotoovvn | 78,43% | 15,68% 5,88% 0% 0%
Ko a&lomoTtio
Kdaioym 56,86% | 35,29% 2,18% 0% 0%
UEAAOVT.
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OVOYKDOV

Svppoin oy | 60,78% | 33,33% 5,88% 0% 0%
TOTUIKT)
Kowmvio

Ol 64,70% | 33,34% 1,99% 0% 0%
Kovomoinom
amd TNV
cuvepyacio
coG LLE TNV
Tpamela

To mpwyto Mpdypo mov domioT®VEL Kovelg eival 0Ao 1o delypa
nelaTOV  €ivol amOAVLTO IKAVOTOMUEVO OO TN EIMKOTNTO
ecummpémone. Kot €0 to kpuhpla g ToyLINTOG Kot
aKpifelog Kal Ol YVOGELS TOV TPOCOTIKOV KOUTEXOLV 1010iTEPAL
VYNAQ mocootd ikavomoinone . To yoaunAdtepo mOGOOTO
IKOVOTTOINGNG TOPATNPEITOL Y1o O, OKOUO GOPA GTOVS OPOVG
ocvvepyaciog. [ToAd kavomomuévor detyvouv ot meAdteg and To
YPOVO OVOLLOVIG, TIG EVKOAES TPOGPAoNG KOl TNV EUMIGTOCVVN
ko a&lomotio e Tpdmrelog.

H enopevn xamnyopio agopd meldteg pe nikia 31-40 etov.
AxoiovBolv mivakeg mOL  HOC TANPOPOPOLV YO TO TO
YOPUKTIPIOTIKA KOl TNV IKOVOTTOINoT TOL 01y UATOC,

Zynua 4.86: dVA0 TerOTOV

dvlro ITocooTo
IMuvaiko 27,40%
Avdpog 72,60%

Kot og avt) v Katnyopio o1 mepiocdTEPOL EIval dvOopec.

Onwg paiveton 6Tov TopaKAToO TTivaKo TO HLEYOADTEPO TOGOGTO
detyvel OTL o1 wapeyoueveg vanpecieg / mpoidvia eivar LaAAov
KOAVTEPA QIO OVTO TTOL TEPILEVE.

yuoa 4.87: TTowdtta amd Tpoidvta / vanpecieg

ITocooto
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Xepotepa 1,33%
Mdailov yepdtepa 5,33%
ITepimov 6nw¢ mepipeva, 26,76%
MdaAlov kaAvTEPQ 25,33%
KoAvtepa 40,00%

H wavoroinon and v uéypt topa cuvepyocio Oa umopovoe va
amoterécel kivintpo yia to 48% amd avtovg mov Ba cuoTVa
avemeOAaKTa TNV Tpdnea oe eilo N YVOGTO.

Zyua 4.88: IIibavotta suotaong o @ilo / cuyyevn

ITocooto
Kafolov mbovo 4,00%
Mairiov mbavo 1,34%

[TOovo 18,67%

IToAd mBavo 26,75%

Xiyovpa 48,00%

Zyua 4.89: Tpoidvta mov ypnc1ponotohv ot TEAUTES

IIpoiovra. IlocooT0

Katabetikd drotomv 56,00%

Koatafetikd envyeipiioemv 38,67%

Advelo 1010TOV 29,34%

Advela emyelpneemv 29,34%

Enevdvtikd npoidvta 10,00%

[Tiototikég KapTe 18,67%

Web-banking 14,90%

Ao TpoioVTO/ VINPEGIES 9,40%

Yymua 4.90: Xvvepyaoio pe aAle tpdmeleg

Yyvepyooia Iloc0oo70

No 86,69%

Oy 13,41%
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[No poe akopa @opd mapatnPovUE OTL Ol TEPICCGOTEPOL Eival
ypNotec Katadetikdv Tpoidvtwv. H vanpeoia tov web-banking
QOIVETOL VO GUYKEVIPMVEL £VO, OPKETE YOUUNAO TOGOGTO, GYEOOV
TO0 OO GE GYE0T UE AVTO TNG TPOTYOVLEVIC OLAOOC .

ymua 4.91: Xvvepyaldueveg tpameleg

Tpanela Ilocooto
Avypotikn Tpamelo 16,00%
Alpha bank 33,90%
EBvicn tpamela 32,00%
Eumopikr| tpdmelo 29,40%
TpdreCo [Tepoimg 29,40%
AN cvvetouptloTikn Tpdmelo 17,40%
AM tphmela 21,34%

Ot teprocotepot meldteg cvvepydlovral ue tnv Alpha bank, v
EOvun Tpdnelo. Apécmg petd pe pikpn otopopd akorovfovv N
Eumopun xou n Tpdamrela [eypoumg.

Zymua 4.92: [Towvtta e&unnpétnong oe oxéon He dAieg Tpameleg

IHowtnta suanpétnong IlocooT0
Xepdtepn 2,67%
Mdaidov yelpdtepn 2,67%
To 1010 13,40%
MaAirov kaAVTEPN 32,00%
Kohdtepn 45,33%

To 45,33% motevel OTL 1 TOWOTNTA TOV  TOPEYOUEVOV
TPOIOVIMV, LANPECIOV Kot 1 EuanpETnon elvor ToAD KaAVTEPN
o€ oyéomn pe avtd mov mepipevav. Eniong mpémel vo onuelwbel
OTL TO TOGOGTO TOV SVGUPESTNUEV®V EIVAL AUEANTEO.

ymua 4.93: Opot cuvepyaoiog

‘Opor ovvepyaoiog 060670

Xelpotepot 6,70%
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Mailov yelpdtepot 17,40%
To 1010 20,00%
MdaAlov kaAvTEPOL 24.,00%
KaAvtepor 16,00%

Ocov apopd Tovg OPOVE CLVEPYAUGIOC O1 OTTOYELS TOV TEAUTDV
TOIKIAOLY KOl Elvol GTUOVTIKO TO TOGOGTO OTOV oL Be®povv

OTL o1 Opot elvar pdAAov yepOTEPOL

tpdmelec.

Yymua 4.94: Avoonpiotikég mpoonadeieg

oe oyéon po GAAEG

A@NUIOTIKY] TPOoTAOELN Ilocoo10
PadlotnAeontikd omot 28,00%
‘Evtunm katoyopnon 30,70%
Ao TIKO UAAAOL0 17,60%
Kaud 23,70%

Evolapépov mapovctdlel 10 mOGOGTO TOV MEAATOV TTOL OEV
&xouvv d€l kopio dtoPNUeTIKY TpooTdbelo apov eivol apKeTA
VYNAO o€ oyéon Ue AAAEC ouddeC oL peAetnoape. AveEdptnta
Ou®G amd avtd kol o€ ouTtd TO Oelypo Ol TMEPIGGOTEPOL
evnuepovovton yioo ta véa ¢ TpdmeCog HECH TOV EVTILTTOV
KOTOYMPTGEMV KOL TOV POOIOTNAEOTTIKOV GTOT.

Zyua 4.95: Ikavoroinom meAaT®V 6T EXUEPOVS KPLTHPLOL

Kpirmpwo | Ikavomor- | Mailov Ovte Mairov | Avcapeotn-

NUEVOG KOV, | IKOV./00TE | dvocap. pévog
ovoap.

Do TO 88,33% | 10,67% 1,34% 1,34% 1,34%

ggummpEtnong

Tayomra kot | 80,00% | 14,67% 2,67% 1,35% 1,34%

axpifela

Ikavotnreg 76,00% | 14,76% 8,00% 0% 1,34%

KOl YVOGELG

Katavonon 69,34% | 17,34% | 10,76% 1,34% 1,33%

OVOYKOV

[TouciMia 42,67% | 26,67/% | 20,00% | 4,00% 6,67%
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TPOIOVT®V

Opot 38,67% | 20,00% | 24,00% 5,33% 13,34%
GLVEPYOGIOC

E&eok. 40,00% | 26,67% | 22,67% 8,00% 2,26%
VN PECIEC

Web-banking | 37,33% | 16,00% | 24,00% | 5,33% 1,34%

[leppérrov | 74,67% | 12,00% | 10,76% 0% 2,67%
KOTOGTILOTOG
Xpovog 76,00% | 17,34% | 2,67% 2,67% 1,33%
QVOLOVNG
Aw0d1K. 70,67% | 18,67% | 8,00% 1,33% 1,33%
E€umnpémong

Evnuépoon | 62,66% | 24,00% | 8,00% | 1,33% | 4,00%

Evkolieg 62,67% | 20,00% | 13,33% 1,33% 2,67%
pdcPaong

Epmotooovn | 73,34% | 14,67% 8,00% 1,33% 2,67%
KOl 0ELOTIO T

Kdaioym 60,00% | 21,33% | 14,67% 1,34% 2,67%
HUEAAOVT.
OVOYKOV

>vupBoAn omv | 65,33% | 20,00% 9,33% 2,67% 2,67%
TOTUIK)
Kowmvia

Ol 58,67% | 28,00% 8,00% 1,34% 3,67%
Kovomoinom
and TNV
cuvepyooia
coG LLE TNV
Tpamelo

XOUQmVO, UE TOV Topamdve mivako ol meAdteg Oeiyvouv
IKOVOTTOIMUEVOL GTO TOPUKATO KPLTNPLY, EVAO T TKOVOTOINom
peylotonmoleitor Otov TPOKELTOL YO TV TOYVTNTO EEVTNPETNONG
KOl TNV  QUMKOTNTOL TOV TPoooTkoL 1TN¢ tpanmelos. Ta
YOUNAOTEPO TOGOGTA 1KAVOTTOINoNG ER@avilovtal 6TV TotKiMa,
TOV TPOIOVIMV KOl GTOLG OPOLG GLVEPYAGING.

H endpevn opdda mov Ba peletnoovpe eival vt mov apopd

nelatec 41-55 etov pe kOpo YOPOKTNPIOTIKO TO UEYAAO
TOGOGTO TV AVOPMDV - TEANTMV Y10l KOO, Ut opPdL.
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Yynpa 4.96: VA0 TEAOTOV

dvlro ITocooTo
IMuvaiko 16,30%
Avopag 83,70%

H ocvvolikn kavomoinon amd Tig vanpecieg Kol to mpoiovto
dtatnpeitar 6e VYNAG emimedo OMWG KAl OTIS TPONYOVUEVEG
avOADGELS.

Zyua 4.97: Ikavoroinomn and wpoidvta / vinpecieg

Ilocooto
Xepodtepa 2,11%
Maidov yelpdtepa 0%
ITepimov Ommg mepipeva 23,91%
MdaAlov kaAVTEPQL 30,43%
KoaAvtepa, 36,95%

H mieioynoeio pe oryovprd o cdotnve v tpdmelo 6€ KATO10
@iLo N YVOOTO Yo GuvepYAsia.

Zyua 4.98: IIibavotta cuotaong o ilo / cuyyevn

Iocooto
Koabo6rov mbavo 2,17%
Maiiov mBavo 3,27%
[TOovo 15,21%
[ToA) mBovo 20,65%
Xiyovpa 53,26%

To katafetikd TPoypAUUOTO Y10 IOOTEG GOIVETOL VO EPYOVTOL
mpota o€ (nomn yu axopo pe eopd apov 10 76,65% eivon
YPNOTEC TOVG. EmmAéov 11 ypron TOTOTIKOV KopTdV Kot Web-
banking dwatnpeitor og mocoatd mov dev Eemepvovv o 16%.

yuoa 4.99: TIpoidvta mov ¥pNeIonotohy ot TEAAUTES

IIpoiovta Iloc0670
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KotaOetikd 1diwtomv

76,65%

Koatafetikd enyeipriocemv 34,69%
Advela O1OTOV 33,69%
Advelo emyeipioewv 18,47%
Enevdutikd mpoiovta, 17,59%
[TiotmTKeg KApTEC 15,21%
Web-banking 14,90%

AM\o TpoidvTa/ vnpecieg 4,34%

Kot €00 ot gpombBévieg g ouddag ovtg o¢oiveton vo
ocvvepydlovtot kot pe AALeg Tpameleg Kol LAAMOTO Ol TTO TOAD
Exovv emaéc pe v EOvikn Tpdamelo kou v Alpha bank kot
mv Aypotwikn Tpdnela. o mpdT Qopd cvvaviaue kot £vo,
LEYAAO TOGOGTO TEAATMOV 7OV GLVEPYALOVTOL KOl HE OAAN
GUVETOPLOTIKT] TpaneCL.

Yymua 4.100: Xvvepyaoia pe aAieg Tpameles

Yuovepyooia IlocooT0
No 93,47%
Oy 6,53%

Zyua 4.101: Zovepyalopeveg tpameleg

Tpanela IlocooT0
Avypotikn Tpdmela 30,04%
Alpha bank 31,52%
EBvum tpamela 45,65%
Eunopkn tpanela 26,08%
Tpdmela Ieypomg 22,82%
AAAN cvvetauplotikn tpdmela 30,42%
AAN tpdmelal 21,73%

Yymua 4.102: TTowdtta eEummpénong and TpoidvTta / VANPEGIES

IHowtnta svanpétnong Iloc0oo70
Xepdtepn 1,08%
Maidov yelpdtepn 2,15%
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To id10 11,95%

Mdéilov KaAvtepn 38,04%

KoaAvtepn 43,47%

A@oV 01 TEePLGoOTEPOL £PYOVTOL OE EMOPN Kol HE OAAEC
tpdnelec, eivar oe 0Oéomn va  ovykpivouv TV  TOLOTNTA
€ELINPETNONG KAl Ol OTTOVINOCELS TOVS QPOIVETOL VO EIVOLL EDVOTKEG
v TNV Tpanela.

Yymua 4.103: Opot cuvepyaciog

‘Opor ovvepyoaoiog Ilocoo70
XepoTtepot 10,86%
MdaAlov yelpotePOL 19,56%
To 1d10 29,34%
MdaAlov kaAVTEPOL 16,30%
KoaAvtepor 16,30%

To peyoaAdTEPO MOGOGTO TV TEANTOV Oewpel OTL oL OpOL
ocvvepyaciog eivor 1o 1010 pe GAiec tpdmeles. ® mpémer va
onuelwdet ot

Zymua 4.104: Atognpuotikéc mpoomifeieg

Aw@nueTiKI Tpoomadeia Ilocoo70
PadlotnAeontikd omot 16,30%
‘Evtonm xatoyopnon 34,78%
AN oTIKO ELALASL0 20,65%
Kaud 27,171%

Ot melditeg o€ aVT TV Katnyopio QoiveTol vo evnUEPOVOVTOL
and TO EVIVTEC KOTOYWPNGES Yoo To vEa NG Tpameloas. Evo
YOUNAOTEPO EIVAL TO TOGOGTO EKEIVOV TOV EVNUEPDVOVTAL LECOL
and POOOTNAEONTIKO OMOT. X& TOPOUOLN EMImEdD UE GAAEC
Kot yopieg elvol o m0cootd ekeivav mov 0ev €xovv £xovve O€L
KO0 SLPNUIGTIKN TPOocTADEL.
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Kot og oavtd tov mivoko 1KOVOTOINoNG OTIS EMUEPOVS
OloTAGES, 1N PIAKOTNTA TOL TPOCMOTIKOD KOl 1 TOYOTNTO,
eEuINPETNONG £XOVV TO HEYOADTEPO TOGOGTO TKOVOTOINGTG,

yua 4.105: Ixavomoinon TEAATMOV 6T EXUEPOVG KPITPLOL

Kpupwo | Ikavomor- | Mailov Ovte Mailov | Avcapeotn-

NuéEvog KOV, | IKav./o0TE | dvoap. pévog
ovoap.

drukoTTO 80,00% | 8,70% 0% 0% 3,22%
£CLTMPETNONG

Toyvmmra kon | 78,26% | 14,13% 4,31% 0% 3,26%
axpifela

[kavotnreg 75,00% | 17,39% 3,26% 1,08% 3,27%
KOl YVOGELG

Kotavénon 7391% | 17,39% | 4,34% 0% 3,26%
VoY KDV

IMowAia 4555% | 27,17% | 18,47% 5,43% 3,27%
TPOIOVT®V

Opot 33,96% | 26,08% | 25,00% 7,60% 7,60%
GLVEPYOGIOGC

E&eok. 39,14% | 22,83% | 28,26% | 4,34% 3,26%
VN PECIEC

Web-banking | 41,30% | 13,04% | 16,51% | 13,04% 16,31%

[lepérrov | 77,17% | 13,04% 5,43% 1,09% 3,40%
KOTOG T LOTOG

Xpovog 76,08% | 15,22% 4,34% 2,18% 4,4%
OVOLLOVTG

A0dIK. 72,82% | 18,50% 2,18% 1,09% 5,44%
E&vmpétong

Evquépoon | 50,00% | 30,44% | 9,80% | 3,30% | 4,30%

Evkolieg 62,95% | 23,40% | 6,50% 1,09% 4,40%
pdGPaong

Epmotooovn | 65,21% | 25,00% | 4,43% 1,09% 3,70%
Kol aSlomotio

Kéioyn 57,60% | 23,91% | 13,04% 1,09% 4,40%
HUEALOVT.
OVOY KDV

Svppoin oty | 55,43% | 25,00% 9,87% 4,34% 4.34%
TOTUIK)
Kowovia

OMicn 63,04% | 25,00% | 12,78% 0% 0%
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1KOVOTTOiN oM
and v
cuvepyacio
o0G LE TNV
Tpamela

2€ OYECN UE TNV TMPONYOLUEVY] KOTNYOPIOL TOPOTNPOVUE UL,
UIKPT TTOOT TNV PIAKOTNTA €ELANPETNONE KOL TNV TAYVTNTO
Kol akpifela. ZyeTikd Le TO KPITNPLO TOL ¥POVOL OVOLOVIG TO
TOGOGTO KOl OTIC OVO TEPIMTMOGELS €ival 1010. Oa mpémel va
EMICT|LAVOVLE KOL TNV HKPTN OENGT] TOV TEAATMOV TOV KAVOLV
yprion tov Web-banking oe oyéon pe v Tponyoduevn oudda.

Me v Katnyopromoinon avaioyo He TV NAKIO TPOEKLYE Kot
N TeAEVTAiO OUAOO TTOL AVAPEPETOL GE MEANTEC OV Elvol AV®
TOV 55 €TOV.

€ aVTN TNV OUAO oYe0OV OLOL O1 TEAATEC lvarl AVOPEC.

Zyua 4.106: ®HOA0 TEAATOV

dvlro ITocooTo
[IMuvaixo 8,56%
Avdpog 91,43%

[TeptocdtEPOL OO TOVE OOV €vVOL TTO TOAD 1KOVOTOIMUEVOL
and ovutd mov mapEyEl N TpAmelo o€ oYEON UE OVLTO OV
mepipevay.

yua 4.107: Ixavomoinon nehatdv

Iloc0oo70
Xepotepa 0%
MaAidov yelpdtepa 4,74%
ITepimov Ommg mepipeva 20,00%
MaAilov kaAvTEpO 22,85%
KoaAvtepa, 51,42%

145




Apketol miotebovv Ot givar moAd mBavd va cvoTHVaV TNV
tpdnela o€ Kdmolo @ilo. Eva elval undevikd to mosostod avtmv
mov ogv Ba to Ekavay KaboAov.

ymua 4.108: TThBavotta chotaong o€ @ido / cuyyevn

Ilocooto
Koabo6rov mbavo 0%
Madilov mOavo 0%
IT0avo 8,57%
IToAV mOavo 31,42%
Xiyovpa 48,57%

O1 meprocOTEPOL EIval YPNOTES KATADETIKOV TPOYPOUUATOV Yo
0IOTEC, EVO TOAD HIKPO €lvol TO TOGOGTO TOV TEAATMV 7OV
Eyovv mapet davela and v tpdnela €ite Y10 TPOCOTIKT ¥PNO1,
elte Y100 TNV €M EipNON TOVG.

Zyua 4.109: Tpoidvia mov ¥pnoLoTOovY 0l TEAATES

IIpoiovra Ilocoo70
Katafetikd 101otmv 65,71%
Koatafetikd enyeipricemv 14,28%
Advelo O1OTOV 8,57%
Advela enryelpricemv 5,71%
Emnevovtikd npoidvia 11,42%
[TiotwTicég KépTeg 8,57%
Web-banking 9,82%
AALo TpoidvTa/ VINPEGiEg 2,45%

IV Koatnyopio oUT) GE GYECM UE TIG MPONYOVUEVEG Elvar
VYNAO TO TOGOGTO TMV TMEANTMOV TOL OV GLVEPYALOVTOL LE
AN tpdimela.

Yymua 4.110: Zvvepyaoia pe aAdeg Tpameles

Yuovepyooia IlocooT6

No 17,14%
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Oy 22,70%
Symua 4.111: Zvvepyaoia pe dAieg Tpamelec
Tpanela Ilocooto
Aypotikn tpdmelo 42,85%
Alpha bank 31,42%
EBvikn tpdmela 40,00%
Eumopikn tpdmeloa 8,57%
TpdreCo [Teypodg 22,85%
AN cvvetouploTikn Tpanela 14,28%
AMA Tphmela 14,28%
Zyqua 4.112: TTowdwnta e§uanpétong
Iowtnta evanpétnong Ilocoo70
Xepdtepn 0%
MaAirov yelpotepn 0%
To 1010 17,14%
MaAilov kaATePN 31,14%
Kohbtepn 45,71%

To 45,71% Bewpet 6t | mordTTOL E&LANPETNONG Elval KOADTEPT
oe oyéon uHe OAleg tpdmelec, eved 0ev vmdpyovv KaBOAOL

dVGAPECTNUEVOL TEAATEC.

Yymua 4.113: Opot cuvepyaciog

‘Opor ovvepyaoiog Ilocoo10
Xepotepot 2,85%
MaAilov yelpdtepot 8,57%
To id10 22,85%
MdaAilov kaAvTEpPOL 31,42%
KaAvtepor 31,42%

[Tapatnpodue OTL G6€ GYEOMN UE TPONYOVUEVOLS TIVOKES TOV
AVOPEPOVTAV GTOVEC OPOVLS GLVEPYUSTIOG, €0M Ol TEPIGGOTEPOL
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Bempovv OTL 01 Hpot elvar KAAVTEPOL, EVED TO TOGOGTO OVTAOV TOL
Bewpov OT1 ivar YelpoTEPOL Elvar puKpo.

Zyua 4.114: Alapnpuiotikég Tpootadeieg

Al@MUIOTIKY] TPOGTAOELN 060670
PadtotAeontikd omot 28,75%
‘Evtunn kotoy®pnon 42,83%
Ao UIGTIKO PUAAAOL0 20,00%
Kapa 7,711%

To 42,83% evnuepovetoar péca amd EVILTES KATAXWPNOELS Yl
TO TPOYPAUUATO KOl TIC VANPECIEG TOL TAPEYEL O TPOTELIKOG
OUIAOC. XNV OUddn T TOPOTNPELTOL KOl CUOVTIKY UEImO
TOV TMEAATOV 7OV Ogv  £YouV  TapaKoAovOncel koo
PN UIGTIKN TPOooTAdELQ.

O wivaxoag wov akolovdel pumopel vo pog dMoEL TANPOPOPieS Y1
TNV IKAVOTTOINGT 6T EXUEPOVS KPLTHPLOL.

Zyua 4.115: Ixavomoinon TeAATOV GTO EXUEPOVS KPLTPLL

Kpirmpw | Ikavomor- | MaArov Ovte Maidrov | Avcapeotn-
NUEVOS IKOV. | IKOv./0o0TE | dvocap. pévog
ovoap.
Do TO 88,57% | 11,42% 0% 0% 0%
eEumnpémong
Taybdmra ko | 74,28% | 20,00% 2,85% 2,85% 0%
axpifela
[kovoTnTEg 68,57% | 28,57% 2,85% 0% 0%
KOl YVOGELG
Kartavonon 71,42% | 28,57% 0% 0% 0%
VYKV
[TowiMia 57,14% | 34,28% | 20,00% 3,87% 0%
TPOTOVIWV
Opot 45,71% | 34,28% 8,75% 0% 0%
GLVEPYOGIOG
E&edwk. 45,71% | 22,54% | 20,00% 3,87% 0%
VN PECIEC
Web-banking | 42,85% | 8,67% 8,56% 0% 0%
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[lepBérrov | 80,00% | 14,28% 0% 5,72% 0%
KOTOGTILOTOG

Xpovog 74,28% | 25,71% 0% 0% 0%
OLVOLLLOVTC

Al0dK. 82,85% | 11,42% 5,71% 0% 0%
E&vmmpétong

Evnuépmon 80,00% | 20,00% 0% 0% 0%

Evkoliec 77,41% | 20,00% 2,85% 0% 0%
npocPaong

Eumiotoovvn | 60,00% | 28,57% | 8,57% 0% 0%
Ko aE10mIoTio!

Kdaioym 71,42% | 20,00% 8,67% 0% 0%
HUEAAOVT.
OVOYKOV

Soupon oy | 65,71% | 25,71% 8,57% 0% 0%
TOTIIKN
Kowmvia

Ol 71,42% | 25,00% 3,58% 0% 0%
1KOVOTTOiN oM
and v
cuvepyooia,
oaG LE TNV
Tpamela

[ToAd woavomomuévor Oetyvouv ot TEAATEC TG OUAOOS VTG
and 1o MEPPAAALOV TOV KATOGTAUATOS, TNV EVNUEPMOCT KOl TN
eumxkomro  eéuvmnpémonc. Ilepiocdtepor amd TOVC WGOVG
IMAGVOLV EVYAPICTNUEVOL OTO TNV TOIKIALL T® TPOIOVT®V TTOL
napéxel o Tpanelkdg opyaviopog. Ot eEEOIKEVUEVES VIINPEGIES
@OaivOVTOl VO IKAVOTTOL00V TV KA TNYopio ot TEPIEGOTEPO Ao
KOs GAAN amd TG mpomyovuevec. Emiong wor M oAk
IKOVOTOINGT OTNV TEPITTMOON  OVT  QTAVEL GTO VYNAOTEPO
TOGOGTO.

4.6 T'evikn] Avaokomon — XOUnEPACHUTO,

Amd TIC EMUEPOVE OVAADGEIC TOL TPOYLATOTOMONKAY GTO
OMKO Oelyplo TV TEANTOV OVAAOYO LE TO YPOVO GLVEPYLCIOG
Ko pe v nuxia eipoote og Béomn va Pydlovue kamolo yYevikd
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CLUTEPACUOTA TTOV OPOPOVV OmMC deiyvovv o1 TopPATdvE®
TIVOKES TOVG TEPIGGOTEPOVC EPMTNOEVTEC.

e O1ePLoGOTEPOL OO TOVG TEAATES EIVOL EVYOPIGTIUEVOL
and v eEumnpEon, T TPOIOVTO, Kol TIG VANPEGIES
TOL TOVC TOPEXOVIAL GE GYECT] LE OVTO TOL TEPIUEVAV

e Xiyovpa OBo cvotmvav v tpdnelo oe @ilo, YVOGTO M
GLYYEVN

e Ot meplocOTEPOL €lval YPNOTEC KLPIMEC KATAUOETIKAOV
TPOYPOUUUATOV Y10 1OUDTEG

e O apBudc tov ypnotwv ¢ vanpeciag web-banking
gtva TOAD LkpOg

e Yyed0v 0A01 01 TeEMdTEG TNG TpaAneCag cuvepydlovTal Kot
ue dAla tpamelikd 1WpLUOTO,

e Qaivovial 01 TEPIGGOTEPOL OO  OLTOVG  OPKETA
IKOVOTOmMUEVOL  oamd v mowdtnto  €EumnpETNONG
CUYKPLTIKA e AALES TPpATELEG

e H damoyn moAlwv omd owvtodg eivar O0tL ot Opot
cvvepyaoiog eivat To 1010 pe dileg Tpdmeleg

e Evnuepaovovior kvpiog amd Ol0@NUICTIKE GTOT Kot
EVTLTTEG KOTOYMPTGELS Y1a TOL VEX TNG TPATELOC

e Ot mo mollol eivar emayyehpotiec Kol omOPOITOL
youvaciov / Avkeiov

o ApKeTd IKOVOTOUUEVOL £MC TOAD  IKOVOTOINUEVOL
delyvouv va gival 6to TEPIGGOTEPA KPLTI PO

e H ol wavomoinon amd v UEypl TOPO cLvEPYAGia
le v tpamelo KuHoiveTal 6€ ApKETA LYNANL TOGOGTA

e Ta peyoldtepa mocootd wavomoinong napovsidlovrol
otV EUMKOTNTA KOl 6TV ToyOTNTO EEVTNPETNONG TOL
TPOGMOTTLKOV

e To WKkpOTEPO TOCOGTO KAVOTOINGCNG ELPOVICETON GTNV
vrmpecio web-banking

e To TOGOGTA TOV SVGAPECTNUEV®V TEAATOV €IVl TOAD
UKpd o€ OAO TOL KPLTNPLOL
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KE®AAAIO 5°

AITIOTEAEXMATA EPEYNAX IKANOIIOIHXHX
EXQTEPIKQN ITEAATQN

O vrarinror Tpémer va gival
TOAAVTOVYOL , KOAG KOTOPTIOUEVOL
KO EKTOLOEVHEVOL KUL VO, GTOYEVOLV

070 vo. fEATIOVOVTOL GUVEYACG.
( Berry,1995)
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5.1. IHapovcioon  GTOTIGTIKOV  OTOTEAECUATOV
ECOTEPIKAV TELUTOV

210 KeQPAAO 0VTO B0 TAPOVGLUGTOVY TO, OTTOTEAEGLLATO OTTO
NV £PELVA Y10 TV IKOVOTOING™ Tov avlpomivov dvvapikov. Tao,
dwypaupato  mov  mopatiBevron  mpoékvyav  amd NV
CUUTANPMGT] TOL EPOTNUATOAOYIOV OO TOVG VITAAANAOVG.
Katd ocvvémeln yioo v katnyopio g kavomoinong and tnv
EPYOGIO EYOVLLE :

Zymua 5.1: Tepeyopevo epyaciag

Mepieydpevo epyaaiog

Avoapeamévog

MaAov duoopear.

Qure Ikavor Joute Buaap.

MaAov Kkav.

IkavoTT oInpévog
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Zyua 5.2: Tlepiaiiov epyaciog

Mepifdrhov epyaaiag

Auvoapeomuévog

MaAAov duaapeoT.

Qure kavorr.Joute duaap.

MaAAov kav.

lkavorr onuévog

yquo 5.3: ApHodtotnTeS Kot TpmTOPovAieg

AppodioTnTeg Kai TpwTOPouAicg

Auoapeotnuévog

MaMov ducapear.

QOuTe IkavoTr./oUTE duoap.

MaMov Ikav.

IKavoTroInuévog
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yua 5.4: Epyaciokn Acodieio

Epyaciokn ao@ dAcia

Auoapeatnuévog

MaMov duoapeor.

QOure IkavoTT.JoUTE duTap.

MaMov ikav.

[kavoTToInuévog

[Tapatnpovpue OTL 1o TO KPITNHPLO TOL ALPOPOVV TNV £PYOcio Ot
VITAAANAOL Elvort TOAD IKOVOTTOINUEVOL GYETIKA e TO TTEPIPEAAOV
EPYOCIOG KOl TNV EPYOCLOKY] OGQAAEWN. XYETIKA UE TIG
APLLOSTOTNTES KOl TIG TPWTOPOVAIES Eval aPKETA LUEYAAO TOGOGTO
eaivetor vo pnv  givol  OpKETA 1KOVOTOIMUEVO, KOTL TOL
amodEKVOOVV Kot To. amoteAéspata and t MUSA. Inuoavtikd
eniong elvot Ko 10 TOGOGTO TV €PYALOUEVOV TOV OElyvEL Va
€VOL IKOVOTTONUEVO OO TO TEPLEYOLEVO TNG EPYOCTOGC.
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v enduevn Kotnyopio cLvVOVTAUE TNV KOotnyopio TV
avtapolPav. Ot cuyvotnteg Yo Kébe kprnplo Ntav:

Zynpa 5.5 Apoéc

Auoifég

Auoapeomnpévog

MaMov ducapear.

QOute Ikavotr.JouTe duaap.

MaMov Ikav.

[k avoTroInpévog

yua 5.6: TIpocOeteg mapoyéc —Bonus

Mp6obeteg apoyES -bonus

AuoopeoTnuévog

MdaAAov ducapeoT.

Ourte Ikavotr./o0Te
ducap.

MdAAov ikav.

[KavoTToInuéVOS
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Zymua 5.7: Avayvopion

Avayvwpion

AucapeoTnuévog

MaAAov ducapeaT.

OUTe IKavoTr./oUTe
duoap.

|
MdaAAov Ikav.
-]

IkavoTToINuévog

XNV Kotnyopio vt £va apKeETE LEYAAO TOGOGTO OElyVEL Vol
elvol HLAAAOV 1KOVOTOMUEVO OO TIG OLKOVOUIKEC OmOACPEC.
AvtiBeta dcov agopd Tic TpdcheTeg TaPOYES VILAPYOLY TOALOT
mov dev @aiveton va elvar woavorompévol. To kpithplo g
aAVOYVOPIoNG TapOoLOIALEL €MioNC HEYAAO TOGOGTO VITOAANA®Y
7oL €ival SuoopeSTNUEVOL.

[Mo v emdpevn Katnyopio TOv OVOPEPETOL TNV AVATTLEN
Eyovue Tao akOAova.

yua 5.8: Evkoupleg e£€MEne

Eukaipieg e€€Aigng

AuoapeaTnévog

MaMov ducapear.

Oute IkavoTT.JouTE Buaap.

MaMov ikav.

IKavoTroInuévog




Zyua 5.9: Tlpocwmikny Avémtuén

MpoowTikA avamru¢n

AuoapeaTnuévog

MaMov duoapear.

QOure Ikavotr.JoUTe duoap.

MdaMov ikav.

[KavoTToInuévOg

yquoe 5.10: A&oAdynon

ASloAdynon

AucapeoTnuévog

MdaMov ducapeaT.

Oute IkavoTT./ouTe duoap.

MaMov Ikav.

IkavoTroinuévog

Afoonueioto  €ivar  t0  TOCO0TO  gkeElvv  mov  glvon
wovomomuévor  and v afloAoynon. Emmiéov  olte
IKOVOTTOINUEVOL / 0UTE dVGOPESTNUEVOL QoiveTon vo glvol ot
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epyalopevol amd TIg evkoupieg €EEMENG Kol TNV TPOCMTIKY
avATTTUED.

H «xamyopio mov axolovbel apopd tv emwkowvwvia. Ta
oynuato  mov  akoAovBovv  mapovclalovy  TOL  TOGOOTA
kavomoinong o€ KdOe katnyopia.

Zymua 5.11: Evnuépaon

Evnpépwon

AuoapeoTnuévog

MdaMov ducapeaT.

Oute IkavoTr.JoUTe duoap.

MaMov Ikav.

[kavoTroInuévog

Zynupa 5.12: Emkowveovia pe cuvadéigpoug

Emkoivwvia pe ouvadédgoug

AuoapeoTnuévog

MaMov duoapear.

QOure IkavoTT.JouTe duoap.

MaMov ikav.

[KavoToInuévog
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Yynpa 5.13: Emkowvevia pe doiknon

Emikoivwvia pe dioiknon

Auoapeotnpévog

MaMov duaapeor.

OuTe Ikavor./oUTE duoap.

MaMov Ikav.

[KavoTroInuévog

And to mopamave oynuato eoivetal 0Tt ot gpyalduevotl givon
TOAD €VYOPIGTNUEVOL amtd TNV amd TNV EMKOWMOVIO UE TOLG
CUVOOEAPOVG OAAG Ko He TN O101KNoM aPOVy T TOGOGTA
KOVOTOINoNG €ival LYNAG. ZYETIKA UE TNV EVIUEPMOON GYEOOV
ol ool deiyvouv UAALOV 1KAVOTOINUEVOL, EVM GTNUOVTIKO
TOGOGTO OV EIVOL OVTE IKOVOTOUNUEVOL / OVTE OLGAPECTNEVOL.
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Kot axoAiovBel n) tedevtaio kotnyopia g tkavomoinong mov
OVOPEPETOL GTNV ETOLPIOL.

Zyua 5.14: Ipoiovta / vanpeoieg

Mpoidvrtal umrnpeaicg

Avoapeamuévog

MaAhov duoapear.

Olre kavorr Joute duaap.

MaAAov Kav.

kavoronuévog

Zyua 5.15: Ewova etarplog

Eikéva eTaipiog

AucapeoTnévog

MaAAov duoapear.

QOute kavorr .JoUTe duaap.

MaAAov Kav.

[kavotronpévog
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Zyua 5.16: Zdotnpa dtoiknong

Zootnua Sloiknong

AuoopeoTnpévog

MaMov ducapear.

Oute Ikavotr.JoUTE duoap.

MaMov Ikav.

[KavoTroInpévog

Yynpa 5.17: IToAtikn Tpoc®mmTKon

MoAITiKA TTpOcWITIKOU

AuoapeoTnuévog

MaMov duaapeoT.

Ourte IKavoTT.JouTe duaap.

MéaMov IKkav.

[KavoTroInuévog

To otatiotikd oamoteAécuoto Ociyvouv OTL 10 ovOpdOMTIVO
SVVOLIKO EIval IKOVOTOUNUEVO OO TOL TPOCPEPOUEVA TPOTOVTOL /
VANPEGiEG aAAG Ko amd TNV €kova g tarpioc. Agloonueimto
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glvot To yeyovog 0Tt To cVGTNUA S10TKNoNG OAAG KO 1) TTOAMTIKN
TOL TPOCMOTIKOV OV @aiveTol Vo, 1KOvomolel 1dtoitepa TOLG
VITOAAAOVC.

To TOPAKAT® OTOTEAEGUOTO LLOC EVIUEPMDVOLV Y10 TO TPOPIA
TOV VTOAMA®V, divoviac Hog TANPOQOPIES Yo TO QVUAO, TNV
NAKio, TNV OWKOYEVEWNKY KATAoTOON, TNV TpoLmnpecio, N
BaBuida kot ™ 0€om mov katéyovv oty Tpanelo.

Zyua 5.19: @oro

dvro ITocooTo
INuvaiko 39,29%
Avdpog 60,71%

Zyua 5.20: Huxio

HAlwio ITocooTo
oG 30 etV 50,00%
31-40 gtV 43,75%
41-55 gtov 4.46%

>55 etov 1,79%

Zynpoa 5.21: Owoyevelokn Katdotaon

Koataotaon IlocooT0
Avyapog 60,33%
‘Eyyapog 39,67%

yua 5.22: Ipovmnpesio vToAA|A®V

Ipovnnpeocia Ilocoo10
‘Ewg 2 €1 33,93%
2-5 ém 32,14%
[Tavo omd 5 €t 33,93%
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Zyque 5.23: Babuida epyaciog

BoOuioo 060670
Y wéAAnAog 75,90%

XTENEYOG 9,82%
AtevBoving 14,28%

Zynpa 5.24: Oéon gpyaciog

Ofon Iloc0670
Kotdomua 92,86%
Aroixnon 7,14%

2x€0OV OAO1 01 VITAAANAOL £pYALOVTOL GTO VITOKOTOGTILOTO TNG
Tpdnelog kot Oyt otn ooiknon. Eniong ot mepiocdtepot xovv
nAikio €o¢ 30 etav. Ocov agopd v mpobmnpecio otnv
Tpdmela elvon oxeddV ica To TOGOGTA o€ KAOE Katnyopia.

Onm¢ Kol 6T0 EPOTNUATOAOYLO Y10, TOVG EEMTEPIKOVS TEAATEG,
€101 KOl GE QVTO Y10 TOVG ECOTEPIKOVE TEAATES, Ol EpMOTNOEVTEG
LUTOPOVCAV VO EKPPAGOVV TLYOV TOPOTNPNCELS, VTOJEIEELS Kot
mopdmova and TNV pEYPL Tpa cvvepyacio pe v Tpamelo
aAAd Kol Ttpotdoelc Y Bertioon. Ta mwapdmova — oyOAlo TOV
avBpomivov dvvopkod Oa pog vmodeiEovv  mola  ompeia
yperalovtor aArayéc N Pertioon. Ta onuavtikdOtepa omd avTA
KOTaypAPovTol 6TNn AloTa Tov akoAoLOEL:

e 'Elewyn mpocfacng otov wotoywpo ¢ Tpdmelog
KOG Kol 6€ 16T00EMIEG AAL®V Tpame DV

® AveEmMOPKNG EKTAIOELON TPOGMOTLKOV OTIC
TPOGPEPOLEVES VTN PEGIEC KUl TPOTOVTQL

o Néa BeATiopévn Kot o KOAL OPYOVOUEVT] GTPOTNYIKN
yio aOENGM TOV TEAATOAOYIOV

® etk 1| TPOCTADELD Y10l NUEPTGLOL EVI|LEPMOCT

o [lpocOetec mapoyéc — bonus

e Anuwovpyioc GULAAOYOVL TPOGMOMIKOD UE OKOMO TNV
EVOLVALMON TV GYECEDMV UETAED TOV GUVUOEAPOV

163




Evioyvon g mapovciog g tpdmelag oty TOMIKN
KOwmVia UE yopnyieg, EKONAMOCELS KOl TPOTOTOPIUKES
TPWOTOPOVAIEG

Kwodtkomoinon kavovioumv Yopnynoemv — KatabEcemv.
KaAvtepo wpdpro epyaciog

A&lokpartio ko g@appoyn tov apbpov 2 [mapdypoapog
2] oyxetika pe «tnv ypnon Beputodv pEcmv mpog emitevén
VN PEGLOKTC EDVOLOS»

H acpuktikn moitikn ota Oéuata g tpdnelog ota,
Oéuata yopnynoewv amoTpEMOVY GTOLG OlELOVVTES val
OOKNGOLV TOTOOOTIKT) TOALTIKN

Katdpynon exyprtkov opiov

Emoxéyelc tov oteleydv tov TUNUOTOC avOpOITIVOL
OLVOUIKOV OTO KOTAUGTILOTO Y10 TTLO EUTEPICTUTMUEVN
EVIUEPMON KOl EIKOVOL TOV TPOGMOTIKOV KO TIC OVAYKEG
TOV
Opyavoon cepuvopiov
Meyalvtepn nelbapyeio. 6To TPOCOTIKO
KoaAvtepo  gpyactokd mepifdArlov ko cuvOnkeg
EPYOGIOG
KoaAvtepec owovoukéc anmoraBéc kot apoBEg copueovn
He TV oLALOYIKY] ocVuPacn epyaciog Tov tpanel®v Kot
TPOCUETPNON TPOGHET®V TPOSOHVTOV KAOE DITOAANAOL
[Tapoyn Tov ETOOUATOC 1IGOALOYIGHOD GTO TPOGHOTIKO
Avotpdtepn dadiKacion ETAOYNG VEOL TPOCOTIKOD
Oyt ot1c oVvEYEIS LETAKIVIGELS TOL TPOGMOMTIKOV YTl
TPOKAAEITOL AVOGTATMOON
Apeon kor ypnyopn mpocoppoyn e tpdmelog oTig
EKAOTOTE OIKOVOLUKEG GLUVONKEG TNG KOVOVIOG
AVIOY®OVIGTIKOTEPO, TPOIOVTIO KOl VINPEGIEG GE OYEOM
ue dAAeg tpdmelec

Amo Tt oydAlL Kol TIG TOPOTNPNCES TOV TPOCMOITLKOV
emPeforcdyvovror Kot eVieyHOVTOL TO TOGOGTH OVGUPECKELNS GTO,
EMUEPOVS KPP0 OTTOS YL TOPAOEIYUO GTO KPITHPLO TOV
npdchetv mapoy®v 1N o€ BEHato TOL APOPOVV TO CVLOTNU,
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droiknong. [HapdAinia puropel koveic vo S1OMIGTMOCEL KAVEIS TNV
emBupio TOL TPOGMOMIKOV Y10 GLVEYN KATAPTIOT Kol EKTAIOELO
GAAQ KO TNV aVAYKT Y100 KOADTEPT] OPYAVMOOCT] TNG 0101KNGMC.

5.2. Anoteréopata pe 1 néBooo MUSA

‘Eneito amd v oTOTIOTIK] OVAALOT] TOV  OEOOUEVOV
aKolovOnoe Kol po emeEepyacio pe v uEH0SO TOAVKPITPLOGC
avaivong MUSA. AxolovOncape axpifodc v 10w dadikascio,
Om®OC Ko otV avdivon Tov TEAATOV. Anuovpynoape &va,
AOYIOTIKO  QUAAO e Ta dedOpEVD, E1GOO0V opicape Tov aplBud
Tov Kkpunpiov, tov titho tov WpoPANuaToc, TNV KAMpOKO
wovomoinong kot tov aplud towv meiotwv. Ta dedopéva,
TPOEPYOVTIAY OO TIG AMAVTIGELS TOV OVOPOTIVOL SVVOULKOD GE
17 epomuoto TOL ATOTEAOVY Kol TIC OIUGTACELS IKOVOTTOIN GG,

O wivaxac mov akolovOel avapepetat ota fApn TOV KPLTHPLOV:

Zynpoa 5.25: Bapn kpunpiov

Kprripro Bapog kprtnpiov
[Tepreyduevo epyaciog 5.88%
[TepiBdirov epyociag 5.88%

Appodidmeg Ko
TPOTOPOVAES 5.88%
Epyocioxn acpdaieio 5.88%
ApoBég 5.40%
[TpocOeteg mapoyéc -bonus 4.87%
Avayvopion 5.15%
Evkaipieg €EEMENG 5.88%
[Tpocowmikn avdmtuén 5.88%
A&loldynon 9.66%
Evnuépwon 5.40%
Emikowvovio pe cuvadéApoug 5.88%
Emikowvovia pe droiknon 5.60%
IIpoidvta /vmmpeoieg 5.88%
Ewova etoupiog 5.88%
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2HoTnUo 010TKNoNG 5.88%

[ToArtik] TpoCOTIKOV 5.06%

OAkn ikavormoinon

To kpurpo pe to peyaddtepo PAPoc €ival M OVTIKEWEVIKN
a&lorldynon and Tov TpoicTauevo. AkolovBovv pepikd 1cofapn
KPP0, OGS TO TEPLEYOUEVO Kol TO TEPIPEALOV TG epYaciag,
Ol OPUOOIOTNTEG Kol TPOTOPOVAIES, M EPYOCIOKT ACQAAELD, T
TPOGMOTIKY OVATTLEY, 1 EMKOW®OVIO HE GLVAOEAPOVS, TO,
mpoidvta, 1 €KOVO TG eTopiog Kot To cvotnuo dtoiknong. H
dldoTaom NG Kavomoinong He to younAotepo Papog eivar ot
npoobetec mopoyEc — bonus.

O endpevog mivakoag mapovctdlel tov HECO OElKTN OAKNG
1KOVOTTOIN GG OAAL KOl TOVG HEGOVS OEIKTEG 1KOVOTOINGNG OTIG
17 owotdoelg g 1kavomoinone €101 OMMG opioTnKoy GTO
EPWTNUOTOAOY10.

yMua 5.26: Méoog deiktng tkavomoinong

Kprripro MEo0g 0EIKTG IKOVOTOINoNS
[Tepreyopevo epyaciog 78.03
ITepiBariov epyociog 86.53

Appodidmeg Ko
TPOTOPOVAIEG 75.54
Epyocioxn acepdieio 77.45
ApoBéc 66.72
[TpdcOetec mapoyéc -bonus 55.71
Avayvopion 69.82
Evkopieg eEéMEnc 75.16
Ilpocomikn avémtuén 77.10
A&loAoynon 87.12
Evnuépmon 70.73
Emcowvavia pe cuvadEApovg 83.64
Emkowvavia pe dtoiknon 74.35
I1poidvta /vmmpecieg 71.02
Ewova etopiog 79.56
Voo 010iknong 71.62
[ToMTiKn TPOGOTIKOD 63.13
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OMkn Kavomoinon | 82.96 |

O péoog oOelktne oMKMC tkavomoinone ivar apketd vYNAOS
OOUQMVO UE TIC OmOVTNOES 7oL d00nKav. Ot epyalduevol
eaivovtol ToAD Kavomomuévor amd 1o mePPEALOV epyaciog
kot Vv alodldynon. Avrtifeta  AydtEPO  1KOVOTOIMUEVOL
eaivovtal va ivol oo TV TOALTIKY] TOV TPOGMOTIKOV.

H pébodoc Musa pog divel axduo g oedouéva e£doov ta
dwaypdupato  Opdong kot PeAtioong mov  mopatiBevron
TOPOKATO :

Zymua 5.27: Avdypoppo Apdong

Aldypappa dpdong

MepiBaAAov epyaaiag AgoAGynon

p EmiKovwvia pe ouvadéAgoug *
Eikéva eTaipiog

3 QoIaK ao@AAEIa
Foy v q)EUKulpizg eEENIENG

4
ETT IKOIK.E SIOIK. MoooWT KA UVdIfIgén )
-APHOBISTATES

*

Avayvipnon o F 3 I'Ip'mévmlun r']peoisg
MpoowTT KA avaTT Tugn 200Tnua dioiknong
ApoiBég * MpéoBeTeg TTaPOXES
MoAmKA T poowTT IKOU > Mepiexdpevo epyaaiag

Amédoon

MpdoBeTeg TTaPOXES *

ZNMAVTIKOTNTA

‘Eva peydro pépog tov kpurnpiov Bpioketal e oprokd onueio
HETOED TOV TEPLOYDV NG TEPLOYNG 1GYVOC KO TNG HETOPOPAS
TOPOV ONMG 1 EMKOWVOVIN LE TOVG GLVAOEAPOVC, 1| EIKOVAL TNG
eToupiog, N EPYNCIOKN AGQPAAELD, Ol gvkalpiec eEEMENG Kol M
TPOCMOTIKY ovamtuln. Xtnv meproyn Status quo Ppickovrtol to.
KPUINPLO. TG OVOYyVMPIoNG, TNV TOALTIKT] TOV TPOCMTIKOV, TIG
npdcleteg mopoy€c, TIC OQUOPEC KOl TG TOMTIKNG  TOV
TpocoTIKoV. Evd oty meployn pokpld omd to oplokd onueio
glva to kprnplo a&loAoynong.
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Axolov0el To didypappo Bertimong:

ymua 5.28: Atdypoppo BeAtioong

Aiaypappa BeAtiwong

ATTaITnTTIKOTNTO

Epyaoiakn aogohela  Avayvipnon TTOATIKA TTpOCWITIKOU
Eukaipieg £€EAIEN . ) & MNpdéobeteg TTAPOXES
EK6val £TaIpiog & Em n<onvwwg ;ﬂ]ﬁc;%ségcn

’ Py
. o %o ‘4>EV”“59‘*W¢ AppoBIdTTES
EITIK.OUVaSEAQ. AgloA6ynon MEPIEXOHEVO EPY.

MepiBaAAov epyaaoiag

ZUoTnua dioiknong
MpoidvTa /utr npeaieg

MpoowTtT KN avaT Tugn
*

AgloAdynon

AtroTeAeCHATIKOTTA

Olo T xpunpo  Ppiokovior GLYKEVTIPOUEVA GTO  OLO
TeTOPTNUOpl  mov  PBpiokovtor 610 KAT®  HEPOS  TOL
Oy PAUIOTOC, K TOV OTOIMV TO £va EIvVOL L0 TEPLOYN XOUNANG
QTTOLTNTIKOTNTOG KOl YOUNANG OTOTEAEGUATIKOTNTOS KO Lo
TEPLOYN YOUNANG ATTOLTNTIKOTNTOG Kol VYMANG
anotelecpaTikdtnTa. [Topatnpodpe 0Tt T €ival GUYKEVTPOUEVQ
o€ ONUEld KOVIA OTI TEPLOYN TOL EVAOVOVIOL TO OVO
TETAPTNUOPLOL.

5.3 IHopovoioon omoTeAEONITOV  OVA  OpadaG
VTOAM|A®V GOUPOVO. UE TV TPOVTIPECLA,

Metd v enelepyacio tov dedopévav pe 1 Ponbeta tov
novtélov MUSA «ai ™g oToTIoTIKNG avAaAvong 6€ OAO TO
detypo mov emAEYONKE, EMUYEPNCOUUE O TEPAITEPWD AVAALON
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avOAOYO HE TO YOPOKTNPIOTIKA TOL avOp®OTIVOL OLVAUIKOD.
IIpocraBnoaye va petpricovue v tkavomoinomn o€ Kébe opdda
avaAoyo pE TNV mpoOmMpecios mov £yovv Ol VIAAANAOL, TNV
nikia tovg, v Béon mov Katéyovv otnv Tpamelo kot v
Babuida.

2OUQOVA, LUE TO OO WOPIGUO TOV TPOCMOTIKOV AVAAOYA, LE TNV
npovmnpecio onovpynoaue Tpelg opddec. H mpaotn xoarnyopio,
aPOPA LIAAANAOVG e TpoDTNPEGia UikpOTEPN amd 2 £T1). ZTOVG
nivakeg mov akKoAovBoOv umopel Kaveic va O10mGTOGEL TOGO
TKOVOTTOMUEVOL 1 dLGAPESTNUEVOL €lval Ol DTOAAANAOL OO TO
GUVTOUO YPOVIKO SLAGTNLO TOV £PYALOVTOL Y10 AOYOPLUGHO TNG
Tpdamelac.

Zyua 5.29: BaBpioa epyaciog

BaOpioa Iloc0670
Y mdAAnAog 95,25%

2TEAEYOG 0%
AtevBuvi|c 4,76%

ymua 5.30: ®éon epyaciog

Ofon IlocooT0
Koatdaomuo, 90,47%
Atoixknon 9,5%

[Tapatnpodpe Aowmdv OTL 10 UEYOADTEPO TMOGOGTO TV
VEOTPOGANPOEVTOV VTOAM AWV EPYALETOL GTO, VTTOKOTOGTILLOTO,
¢ Tpanelac. EmmAéov givan pikpd 10 TOGOGTO TOV ATOU®Y
avTOV oL £ival devbuvtéc, evd Kavévag dev epydletor Gav
oTEAEYOC.

O mopoxkdate® wivakoag Oelyvel TV  1Kovomoinon TV
VIOAMA®V e KaBévo amd TO KPITNPLO. 7OV TEPLEXEL TO
EPOTNUATOAOYIO GTO OEVTEPO GKEAOC KO 1) TEAELTOLN YPOLLUN
AVOQEPETAL OTNV OAIKN 1KOVOTOinon omd Tnv UEYPL TOPO
GLVEPYOGiaL.
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Zyua 5.31: Ikavomoinomn Twv VIEAAMA®Y GTO ETUEPOVG KPLTPLOL

Kpuipwo | Ikavomor- | MdaAhlov Ovte Marrov | AvoapesTy-

nuévog IKOV. | 1KOv./o0TE | dvoap. pévog
ovoap.

[lepreyduevo | 54,76% | 28,57% | 16,66% 0% 0%

gpyaciag

[lepBérrov | 66,66% | 23,80% 9,52% 0% 0%

epyaciog

Appodomteg | 28,57% | 26,19% | 38,09% | 7,14% 0%

Kol

TPWOTOPOVAIEG

Epyocuoxn 38,09% | 33,33% | 21,42% | 4,76% 0%

acQAAELD

ApoBég 26,19% | 47,61% | 19,04% | 4,76% 2,38%

[1pdcbeTec 19,04% | 26,19% | 30,95% | 19,06% 4,76%

TOPOYES

Avayvopon | 40,47% | 38,09% | 16,66% | 14,28% 0%

Evkanpiec 30,95% | 35,71% | 26,19% 4,76% 0%

e€éMeng

[Tpocomikn 4523% | 23,80% | 26,19% 7,14% 0%

avamTTuEn

A&ordoynon | 61,90% | 16,66% | 19,04% | 4,76% 0%

Evnuépmon 28,56% | 38,09% | 21,42% 2,38% 2,38%

Enwowovia | 54,76% | 40,47% | 4,76% 7,15% 0%

ue

GUVOOEAPOVC

Enwowovia | 47,61% 16,4% 33,33% 0% 2,4%

ue dtoiknon

[Ipoidvro/ 30,95% | 57,00% | 11,90% 0% 0%

VN PEGIES

Ewéva 54,76% | 30,95% | 14,28% | 16,66% 0%

gTapiag

YvoTua 38,90% | 26,19% | 33,33% 0% 0%

drotknong

[ToAtikn 35,74% | 26,19% | 26,19% | 11,90% 0%

TPOCMOTIKOV

SVVoMKN 35,71% | 38,09% | 14,28% 0% 0%

KOVoToinom

and TNV

gpyacio oTnv

Tpamela

170




[Tapatnpodue Aowmdv 0Tl mopd TO  GOVTIOUO  YPOVO
ocvvepyaciog ot LIAAANAOL OElyvoLV  1KAVOTOUEVOL  GTO
neplocotepa kprtnpia. I1o cuykekpluéva 1o TEPIEYOUEVO KOl TO
nePIPAAAOV TG epyaciog QoiveTon OTL OVTOTOKPIVOVTOL GOTIC
npocookieg tovg. Ta amoteléopata deiyvouv akoOuo peydio
TOCGOGTA 1KOVOTOINong 6cov agopd tnv afloAdynon Kot Tnv
TPOCOTIKY avATTLEN. AlyOTEPO IKOVOTOINUEVOL POIVETOL TTMG
elvar amd Tic apoéc ko Tic mpdobetec mapoyéc. Emiong m
EMKOWVOVIOL HE TOVC CUVOOEAPOVC OGO Kol UE TN Oloiknom
eaivetol va, ival Ko GOUGOVO UE TO TOGOGTE TOL MIVOKO.
[TapdAinio peydAo mOGOGTO IKOVOTOINGNG CLVOVTA KOVEIC GTO
KpUIMplo ¢ ewovag e stoupiog. Emmpdobeta n cuvoAkm
KOVOTOINoT KLUOUVETAL GE LYNAG €mMimedn €V TOL TOGOGTA
dVGUPECKELNG 0 OA TO KpLThpla Elvor pkpd.

H emopevn katnyopia etvor ov gpyaldpevol pe mpodmnpeciol
and 2-5 £€1m. AkoAovBovv ot avTicTor 0l TIVAKES TOV AUPOPOVV

TNV opdda oTY.

ymua 5.32: BaBuida epyaciog

BaOpidoa Ilocoo70
Y AN A0C 74,35%

2TENEYOG 10,25%
ArtgvBuvng 12,82%

Zymua 5.33: ®éon gpyaciog

®fon IlocooT0
Koatdompa 87,17%
Aloiknon 12,83%

Mmopovue Ko €0 vo, KAVOVuUE TNV 1010 TOpATHPNOT OTMS Kot
TPONYOLUEVMOS OTL TO UEYOADTEPO TOGOGTO TV LVIOUAAA®V LE
npobmmpecio 2-5 & epydletoan ota Kataotuoato. Emiong ta
TOGOGTA TOV LIUAANA®V 7oL glvan dtevBuvtéc 1 oteléyn ival
oxeddv ioa.

171




O enduevog mivakag oelyvel TNV Kovomoinon tTwv epmTOEVTIOV
™me kotnyopiog avtng oe kAbe €va kpumplo aAAd Kol T

GUVOAIKT] 1KOVOToinot.

Zyua 5.34: Ikavomoinomn Twv VIEAAMA®V GTO ETUEPOVG KPLTPLL

Kpupwo | Ikavomor- | Mdarhlov Ovte Marrov | Avcapeoty-
NuéEvog KOV, | IKov./ovTte | dvoap. REVOG
ovoap.
[Tepreyopevo | 23,07% | 46,15% 15,3% 10,25% 5,12%
gpyaciag
[lepparrov | 66,66% | 15,38% | 15,38% 2,56% 2,58%
epyaciog
Appoddmreg | 30,76% | 33,33% | 25,64% | 10,25% 0%
Kol
TPOTOROVAIEG
Epyacioxn 23,07% | 35,89% | 30,76% 5,12% 5,16%
acQAAELD
ApoBég 12,82% | 41,02% | 28,20% | 15,38% 2,56%
[IpdcOetec 10,25% | 28,20% | 28,20% | 17,94% 16,38%
TOPOYEC
Avayvopion | 23,07% | 38,46% | 28,071% 2,65% 7,69%
Evkanpiec 28,02% | 38,46% | 23,07% 5,12% 0%
e€éMEng
[Tpocomikn 25,54% | 43,58% | 23,07% 7,69% %
avamTTuEn
A&oroynon | 33,33% | 38,46% | 23,07% 5,12% 0%
Evnuépoon | 20,51% | 41,02% | 28,50% 2,56% 7,96%
Enwowovia | 43,58% | 41,02% | 10,25% 5,12% 0%
ue
GLVAOEMPOVE
Enwowovia | 28,20% | 30,76% | 25,64% | 10,25% 5,12%
ue dtoiknon
[Tpoidvta/ 12,89% | 43,58% | 23,07% | 17,94% 2,56%
VN PEGIES
Ewéva 17,94% | 35,89% | 35,89% | 10,25% 0%
gToupiog
YvoTua 33,33% | 20,51% | 33,33% | 12,8% 0%
drotknong
[ToAtikn 23,01% | 17,94% | 36,89% | 10,25% 12,82%
TPOCGMOTIKOV
YUVOMKN 25,64% | 33,33% | 25,64% | 10,26% 0%
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1KOVOTTOiN oM
and v

gpyacia oty
Tpamela

MdaAiov kavomomuévolr Oelyvouv ot epyalOUEVOL OLTNG TNG
Kotnyoplog ota meplocotepa Kprtnplo. To KpuThplo pe 1
HeyaAvTteEPN Kavomoinom eivar ovtd mov oyetiletar pe 1O
nepiPdirov gpyaciag. Onmmg kot oty mTponyoduevn Katnyopio
dvcapéokeln epeavitetoan amd 11 Tpocbeteg mapoyéc. EmumAéov
ONUAVTIKO TOGOGTO OLGAPECKELNS OLOMIGTOVETOL GTNV TOALTIKY)
TPOCMOTIKOV, GTNV EVIUEPMON KOl TNV OVAYVOPION. XE OYEOM
HE TNV  TPOMNYOLUEV Kotnyoplo oamapaitnto €ivalr  va
AVOPEPOLUE OTL TO TOCOGTH TMV TKOVOTOUUEVOV VITOAANADV
amd TNV ENKOVOVIO LE TOVG GLVAOEAPOVS AAAN Kol T dloiknon
etvan pikpotepa. Kot otny katnyopio ovt O0TIGTOVOVUE OTL 1)
GUVOAIKT] 1KOVOTTOINGT KupoiveTon o€ apKeTd VYNAL emineda.

H tpitn xou tedevtoio xoatnyopio agopd vTaAANAOLS TOL
g&xovv mpovmnpecio meplocdTEPo and S €. Ot wivakec mov
aKOAOVOOVV UTOPOVV VO HOC GKLOYPAPT)GOVV U EIKOVOL TNG
IKOVOTTOINGNG TOLG OO TNV HAKPOYXPOVIO GLVEPYOGIH TOVG e
v tpdmela.

Zynpa 5.35: BoOuida epyaciog

BaOpidoa Ilocoo70
Y AN A0C 48,71%

2TEAEYOG 25,07%
Atevbovtic 25,64%

ymua 5.36: ®éon epyaciog

®fon IlocooT0
Katdotua 82,05%
Aoiknon 17,95%
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Alomotdvovue 6 o€ UE TIC OLO TPONYOVUEVES KOATNYOPIES
0Tl 060 aVEAVETOL O YPOVOC CLVEPYUCIONS TOGO OVEAVETOL TO
TOGOGTO TOV VIUAANA®Y OV £lvat oTeEAEYN Kol d1evBuvTéC aAAd
Kol qVTOV epyalovion otn 010ikn oM.

O mivakag mov axkoAovBel agopd TV Kavomoinomn TV
EPOTNOEVTOV OVTNG TNG KATYOPLS GTO EMUEPOVS KPLTH PO

Zyua 5.37: Ikavomoinomn Twv VIOAAMA®V 6T ETUEPOVG KPLTPLOL

Kpivmpwo | Ixkavomor- | Mdaiiov Ovte Maidrov | Aveapeotn-
NUEVOg KOV, | WKav./o0Tte | dvoap. pévog
ovoap.
ITepieyopevo | 15,38% | 35,85% | 33,33% 15,3% 0%
gpyaciag
[lepiBarrov | 43,58% | 30,76% | 15,38% | 10,25% 0%
ePYaciog
Appoddmreg | 23,071% | 38,46% | 28,20% 7,69% 0%
Kol
TPOTOPOVAiEG
Epyacioxn 17,94% | 41,02% | 23,07% 7,69% 10,25%
acQAAELD
ApoiBég 7,69% | 25,64% | 20,51% | 25,64% 20,51%
[1pdcOetec 7,69% | 23,07% | 25,64% | 30,76% 12,82%
TOPOYEC
Avayvopon | 20,51% | 17,94% | 28,20% | 15,38% 17,94%
Evkonpieg 20,51% | 28,20% | 25,64% | 20,51% 5,12%
eEEMENG
[Tpocomikn 15,38% | 38,46% | 25,64% | 17,94% 2,56%
avAmTuEN
A&oroynon | 15,38% | 30,76% | 38,46% | 15,38% 0%
Evnuépmon 12,82% | 43,58% | 15,38% | 17,94% 5,12%
Enwowaovia | 23,07% | 46,15% | 25,64% 0% 2,56%
ue
GLVAOEMPOVG
Enwowovia 15,38% | 38,46% | 28,40% 10,25% 5,12%
ue dtoiknon
[Ipoidvro/ 2,56% | 48,71% | 35,89% 2,56% 2,56%
VN PECIEC
Ewéva 23,07% | 46,15% | 17,94% 7,69% 7,69%
gToupiog
XHotuo 10,25% | 28,20% | 33,33% | 15,38% 0%
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drotknong

[ToMtikn 20,25% | 25,64% | 15,38% | 17,94% 23,82%
TPOCMOTIKOV

Yuvolkn 10,25% | 38,46% | 28,20% 7,96% 0%
Kovomoinom
and TNV
gpyacio 6TV
Tpamela

[Tapatnpodue OTL ©€ avt TNV Kotnyopio OmM®E KoL TNV
TPONYOVUEVN GTO TEPICCOTEPA KPLTPLO OL VITAAANAOL OElYVOLV
apkeTd wKavorompévol. Movadikd Kpitplo mov @oivetor OTL
EYOVUE TO UEYUADTEPO TOGOGTO IKOVOTOINGNG €ival 0LTO OV
oyetiCeton pe to mepiPdAlov epyaciog. Xtnv Katnyopio avtn o
TEPIOCOTEPO KPLTNPLL TOPOLGLALOVY WKPA TOGOGTA UEYAANG
Kovomoinone, Omwe To KPPl TV TPOIOVTI®V, TOL
CUGTNUOTOG O10IKNOMG, TNG EVNUEPMONG KOl TNG TPOCMOTIKNG
avantoéng. To kprtplo tov apoav Kot tpdchetwv Tapoymv
OTMG KOl OTIC TPOTNYOVUEVES KATNYOPieS patveTan voL OLCOPECTEL
ToAAOVG epyalduevovs. Emiong 1o cvotnua dtoiknong kot 1
aE10AOYN O GLYKEVIPAOVOLV UEYAAO TOGOGTE OLGOPECKELNS GE
GUYKPLON UE TIC OVO TTPONYOVUEVES Katnyopiec. Ta mocosTd mov
a@OPOLV TNV OAIKY] 1KOVOTTOINGT Kupaivovion ota 1010 emxineda
LE TNV mpomnyovuevn Koatnyopio OGOV a@Opd OVTOVG TOL
OMADOVOLYV HEAALOV 1TKAVOTOUUEVOL, EVM TO TOGOGTO TV TOAD
IKOVOTOMUEVOY  glvol  TO  UIKPOTEPO GUYKPITIKA UE  TIG
TPONYOVUEVEG OUAOES TTOV LEAETIGOLLLE.

5.4 Ilapovoiocn oamoterleopdTodv  ovad  opdda
VTOAMAQV cOPQOVE pe TNV 0o gpyociog

2NV mEPITTOOoN ot LEAETNGOUE TNV  1KOVOTOINoT
yopilovtac t@po 10 avOpOTIVO OLVOUKO GE OVO UEYAAES
Katnyopieg avdioyo pe to av gpyalovtor otn dloiknomn 1N o€
Kotdotnuo. ‘Etol mpoékvyoav ot dvo mivakes mov akoAovBovv
KOl OVOPEPOVTOL TNV IKOVOTOINGT GTIC EMUEPOVS OLOGTAGELC.
O mp®dTOC Mivakag apopd Tovg £pyalOUeEVOLS TNG O10TKNOMG.
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Zyua 5.38: Ikavomoinomn Twv VIEAAMA®V 6T ETUEPOVG KPLTPLL

Kpuipwo | Ikavomor- | MdaAhlov Ovte Marrov | AvoapesTy-

nuévog IKOV. | 1KOv./o0TE | dvoap. pévog
ovoap.

[lepreydpuevo | 12,50% | 37,50% | 37,50% | 12,50% 0%

gpyaciag

[lepBérrov | 75,00% | 25,00% 0% 0% 0%

epyaciog

Appodomteg | 37,5% | 37,50% 0% 12,50% 0%

Kol

TPWOTOPOVAIEG

Epyacioxn 12,50% | 3,50% | 50,00% 0% 0%

acQAAELD

Apoféc 37,50% | 25,00% | 25,00% | 12,50% 0%

[1pdcbeTec 25,00% | 50,00% | 25,00% 0% 12,50%

TOPOYES

Avayvopon | 37,50% | 50,00% 0% 0% 12,50%

Evkaipieg 37,50% | 37,50% | 12,50% 0% 12,50%

e€éMeng

[Tpocomikn 37,50% | 25,00% | 25,00% 0% 12,50%

avamTTuEn

A&oroynon | 37,50% | 50,00% | 12,50% 0% 0%

Evnuépoon | 25,00% | 50,00% | 12,50% 0% 0%

Enwowovia | 25,00% | 62,50% | 12,50% 0% 0%

ue

GUVOOEAPOVC

Enwowovia 12,50% | 50,00% | 25,00% | 12,50% 0%

ue dtoiknon

[Ipoidvro/ 12,50% | 50,00% | 25,00% | 12,50% 0%

VN PEGIES

Ewéva 25,00% | 62,50% | 12,50% 0% 0%

gTapiag

YvoTua 25,00% | 12,50% | 62,50% 0% 0%

drotknong

[ToAtikn 37,50% | 12,50% | 32,50% | 12,50% 23,82%

TPOCMOTIKOV

YVVOMKY 50,00% | 25,00% | 12,50% 0% 0%

KOVoToinom

and TNV

gpyacio oTnv

Tpamela
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H mieloynoia tov epyalopuévov g eival Kovomomuévol
and to mepifdriov epyaciac. MdAota peydio mOGOCTH,
Kovomoinong moapovsidlovior 0Gov agopd TIC aUolPBES, TIg
evkapieg e£EMENG ko TV mpoocomikn eEEMEN. H epyaciaxm
aCPAAEID. KOL TO OVOTNUO Otoiknone ooaivetar OTL 0VTE
Kovomolovy  /  o0teE  dVGAPESTOVV  TOUC VTOAANAOVLS NG
odoiknong. Ta vrdiowma kprriple woPOLGIELOVY TOGOOTA
VYNAQ TOL APVOLV TO TPOCMOTIKO WUAAAOV 1KOVOTOINUEVO.
EmmAéov n ol ikavomoinom deiyvel va tkavomolel woAd tovg
LUIG00G amd TOVG EpOTNOEVTES QTG TNG Kot yoplog.

AxolovBel o devtEPOC TivoKOG TOL APOPA VTOAANAOVLS TV
VITOKOTOO TN LAT®V.

Zyua 5.39: Ikavomoinomn t@v VIOAAA®V 6T ETUEPOVS KPLTHPLL

Kpivmpwo | Ixavomor- | Mdaiiov Ovte Maidrov | Aveapeotn-
NUEVOg KOV, | WKav./o0Tte | dvoap. pévog
ovoap.

ITepieyopevo | 31,42% | 39,04% | 20,95% 6,66% 1,93%
EPYOGiog

[TepiBdrrov | 58,09% | 25,71% | 12,38% 2,85% 0,95%
epyaciog

Appodomteg | 26,66% | 32,38% | 35,23% | 5,71% 0%
Kot
TPOTOROVAEG

Epyoacioxn 14,28% | 39,04% | 24,76% | 4,76% 3,80%
acQAAELD

ApoBéc | 11,42% |41,90% | 22,85% | 1523% | 5,71%

[1pdcBeTec 27,61% | 22,85% | 30,47% | 21,90% 10,47%
TOPOYES

Avayvopon | 24,76% | 31,42% | 29,42% 6,6% 4,76%

Evkoupiec 26,66% | 36,19% | 26,7/1% | 11,42% 1,90%
eEEMENc

[lpocowmky | 38,09% | 39,04% | 24,76% | 9,52% 0%
avAamTLEN
A&lordynon 20% 27,61% | 26,66% | 7,61% 0%
Evnuépoon | 41,90% |43,80% | 22,85% | 8,5/% 3,80%
Emxowovia | 30,47% | 42,85% | 13,33% 1,90% 0%
ue
GUVOOEAPOVC
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Enwowovia 16,19% | 29,52% | 30,47% 6,66% 2,85%

ue O01oiknon
[Ipoidvrta/ 36,19% | 44,76% | 23,80% | 12,38% 2,85%
VN PECIEC
Ewdva 25,71% | 35,23% | 21,90% 6,66% 0,95%
gTapiag

Yoot 21,90% | 27,61% | 33,33% | 10,47% 2,85%
drotknong

[ToAtun 21,90% | 23,80% | 31,42% | 13,33% 9,52%
TPOGOTIKOV

2VVOAIKN 21,90% 40% 23,80% | 5,71% 0,95%
Kovomoinom
and TV
gpyacio oTnv
tpamelo

[Topammpovtog tov mapamndve Tivako OlmIGTOVOVUE OTL Ol
epyalOuevol  ©OTOL  LWOKOTACTNMOTO  Oglyvouv  TOAD
Kovomomuévol and to mepdAlov  epyacioc kot mv
EMKOIVOVIOL LE TOVC GLVAOELPOVS. Avtifeta dgv paivovtol ovTe
wovomomuévol / obte dvoapestnuévol amd TIC TPocbeteg
TOPOYES, TNV EKOVA TNG ETALPIOG, TO GUGTNLO OLOIKNONG KOl TNV
TOMTIKY] TPOoOTIKOV. To LITOAOITO KPLTNPLOL GOUP®VO UE TO
TOCOGTA TOL Tivaka @oivetol UOAAOV VO IKOVOTOLOUV TOVG
epYaLOUEVOVC. ZUYKPIVOVTOS TOPO TO, OMOTEAECUOATO OVTA LE
QVTA OV TPOEKLYAV Y. TOLG EPYOULOUEVOVS TNG O10IKNOoNG
napatnpovpe Ot ot gpyaloupevolr otn  dwoiknomn  eivan
TEPIGGOTEPO EVYOPIGTIUEVOL UE TIC OWKOVOUIKEC amOAPES Kat
TG Tpoobeteg mapoyéc. Oumg Kot ot dvo opddec eivar TOAD
wKavomomuévee e 1o meppdirov epyaciag. Ocov apopd v
TPOCOTIKY OoVATTLEN Kol TG evkapies €EEMENG €YOovUe
LEYOADTEPO TOGOCTA 1KOVOTOINGNG OTOVE €PYALOUEVOLS OTN
dtoiknon. Télog O10MIGTOVOVUE OTL 1) GUVOMKN 1KOVOTOINoM
TOV  €PYOLOUEVOV  OTO. VTOKATACTIUOTO €YEL  YOUNAOTEPO
TOCOCTA  Oomd  OLTO 7OV  OVOQPEPETAL  GTOVC  TOAD
TKOVOTIOINUEVOLS TNG TPADTNG OULASOC.
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5.5 Ilopovoiaon oamoteleopdtoOv avd opdoo
VTOAMA®V GOPUQPOVA HE TV NMKiQ

Xvveyilovtog 1NV emefepyoacio TOV  EPOTNUATOAOYIOV,
YOPICOUE TOVG VTOAANAOVE GE TECGEPIS UEYAAEC KATIYOPieg
avaloyo e TV NAKio, HeEAeTNoOUE OU®S OVO OO AVTES, AVTEC
mov TO Oglypo umopovoe va  HOC  OMOEL  CNUOVTIKEG
mnpoopiec.(émc 30 etdv, 31-40 etmv). 'Etol mpoékvuyav ta
akdAovBa GTotYEID YO TNV TPAOTH TEPIMTTOOT).

yuo 5.40: Babuida epyaciog

BaOpioa Iloc0oo70
Y AN AOC 94,45%

2TEAEYOG 4,19%
AtevBoving 1,36%

Zymua 5.41: @éon epyaciog

Ofon IlocooT0
Kotdomua 90,16%
Aoiknon 9,84%

Zynuoa 5.42: Owoyevelokn Katdotaon

Kataotaon IlocooT0
Ayopog 91,16%
‘Eyyapog 8,84%

yua 5.43: Ilpovmnpesio vTOAA|A®V

Ipovnnpeocia Iloc0670
‘Ewg 2 €1 55,37%
2-5 ém 36,06%
ITavw omd 5 €t 8,57%

Ot mopomdve wmivokeg pog Ponbodv vo oKlAypo@)GOLUE TO
TPOPIL  TNC ouddac mov peietdue. Ilapatmpovrtog o
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OTOTELEGLLATO OLOTIGTMOVOLUE OTL TPOKELTAL Y10, VITUAANAOVC e
UIKPO YpOoVIKO O1oTNUO. cuvepyaciog pe v tpdmelo Kol ot
omoiot epydlovTal Kupimg 6To VITOKATAGTI LT,

210V Tivaka 7ov oakoAovdel @aivetor M Kavomoinon TV
VITOAAMA®V GTIC ETUEPOVE OLUCTACELC.

Yymua 5.44: Txavomoinon LIEAAA®Y GTO ETUEPOVS KPLTHPLOL

Kpumipw | Ikavomor- | Mdariov Ovte Marrov | Avcapeotn-
NUEVOg KOV, | IKav./o0Te | dvoap. pévog
ovoap.
[Tepreyouevo | 34,42% | 40,98% | 16,39% 4,91% 3,30%
epyaciog
[lepiBarrov | 57,37% | 27,86% | 14,80% 0% 0%
epyaciog
Apuoootnteg | 22,95% | 32,78% | 37,70% | 6,57% 0%
Kol
TPOTOPOVAEG
Epyacioxn 18,09% | 45,90% | 19,67% | 14,75% 1,64%
acQAAELD
ApoBég 14,75% | 22,95% | 27,86% | 21,31% 8,19%
[1pdcBetec 34,42% | 34,42% | 22,95% | 4,94% 3,27%
TOPOYEC
Avayvopion | 21,31% | 44,26% | 26,22% 6,55% 1,63%
Evkoupieg 27,86% | 40,98% | 26,22% 4.91% 0%
eEEMENG
[lpocomkn | 47,54% | 22,96% | 26,22% 3,27% 0%
avOTTLEN
A&roynon | 24,59% | 42,62% | 19,67% 6,55% 4,91%
Evnuépoon | 42,62% | 47,54% 6,55% 3,27% 0%
Enwowaovia | 32,78% | 27,86% | 31,14% 4.91% 3,27%
e
GUVOOEAPOVC
Enwowaovia | 42,62% | 47,54% 6,55% 3,27% 0%
ue dtoiknon
[Tpoidvrta/ 32,78% | 27,86% | 31,14% | 4,91% 3,27%
VINPEGIEG
Ewova 18,03% | 47,54% 6,55% 3,27% 0%
eToupiog
XHotuo 36,06% | 37,70% | 24,59% 1,69% 0%
droiknong
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[ToAtun 29,50% | 26,22% | 37,70% | 6,55% 23,82%
TPOGOTIKOV

Yuvolkn 26,22% | 44,26% | 19,67% 1,63% 0%
Kovomoinom
amd TNV
gpyacio 6TV
tpamela

IToapampodue 611 o1 LVWAAANAOL OLTAC NG ouddac eivor
wavomomuévor and 1o  mEPPAAOV TG  epyaciag, NV
TPOCMOTIKT] OAVATTLEY, TNV EVNUEPMGCT OAAG KOl TNV EMIKOVOViO
LE TOVC GUVOOEAPOLS. AlyOTEPO KaVOTTOINUEVOL gppavifovTol
amd TO TEPLEYOUEVO TNG EPYACING, TNV EPYACLUKT] OGPAAELD, TNV
aVOLYVOPLoT), TIC evkaipieg eGEMENC, TNV aEloAOYN o, TNV EIKOVA
MG €TOUpiag, TNV EmKOveVvia Le TN O0101KN oM Kol TO GOGTNUO
doiknong. H dvocapéokelo tovg @aivetor oto KPLTnpl mov
AVOPEPOVTOL GTIG OUOPBES KO TNV TOALTIKY] TposmmikoV. Emiong
1 OMKN KOVOToiNoT KVHoiveTol 6€ VYNAQ eninedal.

To amotelécpata yo v endpevn xatnyopio ocvvoyilovio
TOPOKATO:

Zynpa 5.45: BoBuida epyaciog

BaOpidoa IlocooT0
Y mdAAn oG 58,82%

2TEAEYOG 20,60%
AtgvBovtic 20,58%

Zymua 5.46: @éon epyaciog

Ofon Iloc0670
Katdotuo 85,29%
Aroixknon 14,71%

2yuoa 5.47: Owoyevelokn Katdotaon

Koataotaon IlocooT0

Avyauog 35,8%
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‘Eyyopog 64,20%

Yymua 5.48: [povmnpecia viaAlAov

IIpovnmmpeocia Iloc0oo70
‘Emg 2 ¢t 16,64%
2-5 ¢ 23,071%
[Tdvo and 5 €t 60,29%

YOUQmVO  UE  TO  OMOTEAEGUOTO  TTOPATNPOVUE  OTL Ol
TEPLGGOTEPOL EPOTNOEVTEC EYOVV TPODTNPEGiQ LEYOADTEPT OO
5 €tm, pdAoto apkeTol amd avtovg epydlovior ¢ d1evBVVTEG
KOl GTEAEYM.

XN OLVEYELD TOPOLGCIALETOL 1) TKOVOTOINGT TV VITUAANA®V
(31-40 e10dv) oTIC EMUEPOVG DLOGTAGELS TNG IKOVOTOINGNG,.

Zyua 5.49: Ikavoroinon vToAANA®Y 6T ETUEPOVS KPLTHPLOL

Kpvmpwo | Ikavomor- | MdaAiov Ovte Mairov | Avcapeotn-

NUEVOS KOV, | IKav./ovTe | dvoap. névog
ovoap.
[lepreyopevo | 32,35% | 29,41% | 29,41% 8,82% 0%

epyaciog

[lepBérrov | 63,25% | 17,64% | 11,76% 5,88% 1,47%
epyaciog

Appodotreg | 33,82% | 38,2% | 25,00% 5,88% 2,00%
Kot
TPWOTOPOVALEG

Epyacioxn 26,47% |51,47% | 11,76% 7,35% 2,95%
acQAAELO

ApoBéc | 14,70% |38,23% | 2500% | 14,70% | 7,35%

[1pdcBetec 23,92% | 32,35% | 29,41% | 17,64% 13,23%
TOPOYEC

Avoyvopion | 32,35% | 30,88% | 22,05% | 11,76% | 1,47%

Evkoupiec 16,17% | 39,70% | 27,94% 10,29% 0,01%
eGEMENG

[Mpocowmky | 39,70% | 38,23% | 27,94% | 10,29% 5,88%
avamntoén

A&wroynon | 16,17% | 39,70% | 20,58% 1,47% 0%
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Evnuépoon | 16,17% | 38,23% | 28,90% | 10,29% |  5,88%

Emxowovia | 39,70% | 38,23% | 20,58% 1,47% 0%

e
GUVOOEAPOVC

Ernwowovia 25,00% | 29,41% | 33,82% 7,35% 4,42%
ue dtoiknon

[Ipoidvro/ 13,23% | 42,64% | 29,41% 7,35% 7,35%
VINPEGIEG

Ewova 38,23% | 33,82% | 16,17% | 11,76% 2,94%
gToupiog

YvoTuo 23,52% | 25,00% | 32,35% | 13,23% 5,88%
dtoiknong

IToArtukn 22,05% | 25,00% | 27,90% | 10,29% 14,70%
TPOCMOTIKOV

YVVOAIKY| 22,05% | 35,29% | 35,20% 7,35% 2,94%
1KOVOTTOiN oM
and v
gpyacia otnv
Tpamela

Me 1 Bonfeia TV Tapandve amoTEAECUAT®Y OLOTIGTOVOVLLE
0Tt ol vmdAAnAot TG Kotnyopiac OvTAG  &lval  mOAD
IKOVOTOMUEVOL om0 10 TEPPAALOV KOl TO TEPLEYOUEVO
EPYOGIOG, TNV OVAYVOPICT, TNV TPOCONIKY OoVATTLEN, TNV
EMKOWVOVIOL UE TOVG GLVASEAPOUC CAAG KOL TNV €KOVA TNG
etaplag. AryotePo KOVOTOMUEVOL QOIvETAl Vo givonl amd TIg
ToPpOYEC, TIG OUOPBES, TIC evkapieg EEMENG Kal TNV a&loAdynon.
H emcowvovio pe ) dtoiknon, 1 TOAMTIKY TOL TPOCOTIKOV KoL
T0 oVOTNUO OlOIKNOoNG QoiveTol OTL OEV TOLG OAPNVEL OVTE
TKOVOTTOIMUEVOUC OAAG OVTE KOl OUGUPEGTNULEVOLC.

AV T0pa cuykpivove To VO AVTA JEIYHATO TOPATPOVUE OTL
KOl OTI OVO TEPWITOOEL,, Ol VLTAAANAOL €lvar  TOAD
wovomomuévor and to mEPPAALOV TG epyaciog Kot TNV
TPOCGMOTIKY]  OVATTUEN KoL TNV EMKOWOVIOL  HE  TOVG
cLVadELPOVG. Ocov agopd Tig TpOcOETES TOPOYES TEPIGGOTEPOL
Kovormomuévol  etvor ot VTAAANAOL TG TPOTNG OUAdC.
EminpdcOeta o1 tedevtaior paiveron va £yovv KaAdTepT KOV,
Yoo TV €Tapion Ko TNV EVNUEPMOT OO OVTOVS NG OEVTEPNG
Kotnyopiog. AKOUO TO KPLTPLO TNG TOALTIKNG TOV TPOGMOTIKOV
(QOIVETOL KOl OTIS OVO TEPUTTMOCELS VO U1V QLPTVEL TO TPOCMOTIKO
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o0te Kavomouévo / ovte dvoapeotnuévo. TéELog 6cov apopd
TNV OMKY Kavomoinon amd v gpyacia otnv Tpanela kot ot
oUAOEC 0V QaivovTal 1010iTEPA IKOVOTTOINUEVEC.

5.6 'evik©] AvookoOnnon — XounEPACHOTO,

e Ot vtdAANLol delyvouv TEPIGGOTEPO IKOVOTOMUEVOL OO
10 TEPIPAALOV KOl TO TEPLEYOUEVO TNG EPYACING

e Auydtepol gvyoploTnUEVOL Oglyvouv va glvorl omd TIG
apo1BEC Kal TIG TPOGOHETES TOPOYES KL TV OVAYVDPIoN

e OVte KavOTOMEUEVOL / 00TE OLGAPEGTNUEVOL PATVETAL TTMG
glvol 10 avOpOTIVO SVVOLIKO amd TNV EMIKOWVAOVIO LE TN
O10iKNoN, TO GUGTNUO Ol0TKNONG KOl TNV TOALTIKY TOV
TPOGMOTLKOV

e H cvvolxkn| kavomoinon and v tpdnela KopoiveTon oe
APKETA IKOVOTTOMTIKA EMImMEd QL

e To mOGOGTA Y100 TO TPOGMOMIKO MOV €IVOL OLOAPECTNUEVO
o€ OAa. TOL KpLTnpaL elvor pukpod

e Oco av&bvetar n mpodrnpecio Kot 0 ¥pOVOC GUVEPYOGIOGC
TOPOLVCIALoVTOL HIKPOTEPO. TOCOGTA IKOVOTOINoNG OTo.
TEPIGGOTEPA KPLTH POl

e H mieioynoia tov epyoalopévov ocvvepyalovtol HIKPO
YPOVIKO drdotnua pe v Tpamela

o Y& vyevikéC YPOUUEG Ol VIAAANAOL NG  dtoikmomg
TOPOLVCIALOVY  UEYOADTEPH. TOGOGTA  IKOVOTOINGNG O€
oYE0N WE TOUG LITOAANAOLG TOV LITOKOTACTNUATOV OTO
TEPIGCOTEPD, KPLTIPLOL
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KE®AAAIO 6°

YYMIIEPAXMATA KAI EIIEKTAXEIX

X0@io oNUOiveL VO OLaTNPELS

o aicOnon Tog epmepLEyovy
OQAANG OLES OL UTOYELS NOG KL

o1 10€€¢ , TG VTapyel afefaroTnTo
KOl 06700810 0TO TPAYHOTO,

EKELVA TOV TEPLGGOTEPO VITOAOYILOVUE.
(Gerald Brenan)
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6.1. I'eviké Xounepaocporo,

H épevva mov mpaypatomomOnke otov mapamdve tpamelikd
0pYOVIGUO omoTeAEl KivTpo Yoo aALaYES Kal BEATIOOELS Yo Vo
avénbel 1 wavomoinon TOCO TOV TEANTOV OGO KOl T®V
epyalouévov. Ta amoTeAEGUOTO KOl TOL GTATIOTIKE OGO KOl QLTA
TOL TTPOEKLYOV oo TNV oAvkprpla nEBodo MUSA odeilyvouv
va, elvol 0pKETA IKOVOTOMNTIKA Yo TNV Tpdmelol.

Xe YEVIKEC YPAUUES Ol TEAATEG Elvol TOAD EVYAPIGTNUEVOL OO
TNV ovvepyacio Tovg HE avtd Tov Qopéa. Ta peyoaAvtepa
TOGOGTO 1KAVOTTOINGMG PAIVETOL VO TPOEPYOVTOAL OO TNV GYECT
TOVG HE TO TMPOCHOTIKO Kot Tnv toyvtnta eSumnpétnons. Ot
nePLoGOTEPOL UOAoTO B cvotnvav v tpdnelo o€ KAmO10
YVooto / ¢ido 1 ovuyyevn. Oswpodv  OTL 01 OpOl GLVEPYOGIaG
elvon 101eg pe dAleg tphmeleg mov cvvepydlovior. Melwpévn
Kavomoinon &yovv omd Tig vanpecieg tov web-banking kai tov
e€e1dkevUEVOVY TPOIOVTMV.

Ao Vv AGAAN 10 OovOpdTIVO SUVOUIKO OElyVEL OPKETA
EVYOPICTNUEVO OO TO TEPLEYOUEVO TN EpYAing, TO TEPPEALOV
KOl TIG apUOSLOTNTEG TOV. AVTO TOV OEV POAIVETOL VO TKOVOTTOLEL
apkeTd TouG epyalopevovg eivor ot apoiPés, ot mpoOcOeTeC
mopoyEC Kol ot evkopieg €EEMENG. Emionce éva oefaoctd
T0G0GTO VTOAANA®V LTOGTNPILEL OTL 1 EMKOWVOVIO, TOV [E TNV
dtoiknomn 1N pe tovg cvvadéhpovg €xel mpoPfAanuoata. Oume M
GUVOAIKT]  1KOVOTOINGT TOV TMPOCMOTIKOV KLUOIVETOL OE
TKOVOTTOUTIKG EMImTEDAL.

6.2 Ilpotdoeig fertiooong

O Baokdc o1d)0C TG £pELVOC NTAV VA TPOTEIVOLIE AALAYES
Kol BEATIOGELS OTNV TOALTIKN TOL akoAovBovce UEypt onueEPa,
10 tpamelikd idpvua. Ilpoteivovtor Aowmov PeAtidoelg kot
aAloyEC oTol EENG:
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Néa 0pyovmoLOK KOVATOVpO
H Baocwn myn aAdayov Eexiva péoa and 1 doiknon mov o
NTOV AmOPAiTNTO VO, E0TIOGTEL 6T €ENC!
v Zyedloopog Kot avamTuEn VE®V TPOIOVI®MV — DIINPECILOV
v Néa kpitiplo. TpOSANYNGS TPOCOTIKOD
v Evioyvon ¢ cuyvOTNToC TMV GUVAVTHOEMY CTEAEXDV TOV
KOTOOTNUATOV [LE TO TUNUOTA TNG S101KNoMG
v Enavompocdlopiotog ToL opiorod TNne Tol0TNTOC
vV Tyedloopdg  kor  viomoinon vE®V  EKTOUOELTIKMOV
TPOYPAUUATOV Y10, TO AvOpOTIVO OLVOLLKO
v Ecotepikéc HeTproelc amdd0omg
v’ Toveyeic petpioelg Tov eEOTEPIKOV TEAUTOV
v Kabopiopog kot teptypopn apHodloTHTOV TOV VTUAANA®V
Ovolootikd éva KoAd EKTAIOEVLUEVO TPOCOTIKO LE EVIGYVLUEVO
10 aicOnuo ™™g €vBdvVNng aAAd Kol pe peyoldTeEPN TOKIAQ
mpoiovtev kot vanpecsiov Ba eEacparicel otnv Tpdmelo o
TTL0 VY1 OYE0T UE TOVG TEANTEG.

Xp1on vEmv TEYVOLOYLOV
ITpokewevov va avipetonioer 1 TpdneCo 10 OvVIAY®VIGTIKO
KMUo Tov emKpoTElL CTIUEPA KO VO 1GYLPOTOMGEL TN BEom NG,
KplveTol oamopoitnIn  €100ymyn TV  VEOV  TEXVOAOYIK®OV
EMTEVYUATOV OTIG OladIKaGieg Aettovpyiag, OTWG:

v’ TIeploGOTEPO, UNYOVALLOTO CUTOUATNG AVAATIYNC

v’ Teppotikd oe onueio toinocemv (EFT/POS)

v Zvotiuozo tnAeEunnpétnong

V' Xpron TANpoQoplakdV GLGTNUATOV d1oiknong

v Yw0émon tov  diebvoig  ovotiuatog  tpomelikdv

GUVOALOY DV

v’ TIpoypbupozo avaivong Kivoovaov

v Yrnpeoia phone banking

v Tootuo dvopevov: TEIPEXIAX

v Zootnuo eEumnpETNoNE KOTavoAmTIKOV Saveiny
H ocvveyn e&éMmEn ko mpoocapuoyn g Tpamelog ota véa
TEXVOLOYIKA OEOOUEVO, TPOGPEPEL GTOVG TEAATEC TNG VEEG
BeAtiopéveg Kol o 0EOMOTEG  VANPECIES, EVD TALTOYPOVA

187



OlEVKOAVVEL TO OVOPOTIVO SUVOUIKO HEIOVOVTOS TO YPOVO
eEummpéong.

Beltimon eEumnpéTnong EEOTEPIKAOV TEAATOV
Oocov apopd ™ oyéon meAot®v — epyalouévav, ol Teldteg ivon
apPKETA  Kavomomuévol amd v eEummpémon  oto
VITOKOTOOTHHATO, OEEAMHO Aowov Ba MTav va evioyvbel 1
TOPOVGH KATAGTUOT) LECO OTTO:
v EvOBdppuvon tpocmmikoD yio ovainyn tpotofoviimy
v Néeg Oéoeic vmoAAqrlov yoo v eévmmpétmon Tov
TEAATMOV
v Atoneg oulntioelg pe meAdteg ywoo dlomictmon Ko
a&lomoinom TV Topatdvev
v Zvveyn mopakoAovdnon  ocwotig  Asrtovpyiag ko
OVEPOJLAGLOU TOV UNYOVIULATOV QVTOUOTNG AVOAYNG
v Tyetikd Meioon ypovov petald Tng £16000V TOL TEAGTN
Ko NG Evapéng eSummpétnong
v Métpnon ¢ toydTNTOG OmAVINONG OTIC THAEQOVIKEC
KANONG Kol 0TdvINoT 6TV aAANAOYpaQio,
v Kotaypagpr tov ypdvov emnilvong
'Hon and ta anoteAéopata g epyaciog @aivetal 0Tt ot TEAATESG
gtva TOAD 1KOVOTOMUEVOL OTTOTE E1VOIL GTUOVTIKO Y10 TNV EIKOVOL
™mMe M Tpdmefo vo EVIoYUGEL OKOUO TEPIGGOTEPO OVTO TO
ototyeilo Héca amd amAeg OadKacies Kol aAloyEC.

Ixavomoinon TtpocoAIKOV
e OAeg T1g BelTivoelc mov Eyovv emmbel B mailovv onuavTiko
poOAO  peTOPANTEC MOV APOPOVV TNV 1IKOVOTOINGT  TOV
avOpOTIVOL SUVOUIKOD OTTMC:

v H gvioyvon ¢ emikovoviag petacd tov vrolAAny

v ATOTEAEGHOTIKOTNTO GTNV OLODIKT EpYOGia

v’ Kohbvtepeg apoiBéc Baoet amddoong

v Yyniq epmictocivn

v BEveMéio kivioemv

v Evepyn 6LUPETOYNG OTIC OTOPAGELC

v Avoyvdpion Kot EDKopiec 1o Tpoc®IKY avamTTuén
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Av 0gv GLVEWONTOMOGOVV Ol VITAAANAOL TIC OPUOSIOTNTES TNG
EPYOGIOG TOVG, TOV KOWO GTOYO Yo cuveyn PeAtioon kot oev
YivOUV VTOGTNPIKTEG VTG NG Tpoomdbelag péoa and Kiipo
ovvepyaciog tote Kapio mpoomadelo dev Ba PEPEL OLGLACTIKA
AmMOTEAEGUOTO. XPEWALETOL OCLAAOYIKT] OOVAELd UE  €veEPYN
ovupetoyn o€ kéBe mpoomabeta Peltiowonc.

6.3. XOykpion omOTEAEGNATOV EEMTEPIKAOV —
ECOTEPIKAOV TELUTAOV

TOGO 10 AMOTEAECUOTO TOV ECGOTEPIKMOV, TOGO KOl OVTH TOV
eEOTEPIKAOV TEAATOV delyvovv OTL HETAED TOLG VLTAPYEL oL
KOAN GY€0mn AoV Ol TEAATEC ONAMVOLV TOAD EVYOPLOTNUEVOL
amd TNV EUMKOTNTO TOV TPOCOTIKOV, TNV TOYLTINTA Kol akpifeia
eummpétong, TIC KOVOTNTEG KOl YVOOES OAAA Kol TIC
TPOTEWVOUEVEG AVGELS AmO TOLG LIOAANAOVGS. AvTo Bo Tpémer va
OMOTEAEGEL TLPNVA, TOV OAAAYDV TPOKEEVOL v dtatnpn el oe
VYNAG eninedo aAAd Kol vo evioyvbel av gival epiktd M KOAN
EMKOIVOVIO KOl GYECT TEANTOV Kot VITAAANA®V. Ot BeEATIGELS
Aoy givan amopaitnto va yivouv e TETO10 TPOTO MOTE LT M
oYEOM Vo unv ennpeactel aAAd avtibeta vo yivel mo 1oyvpn.
Oco «oataeépovpe vo  avénoovue TNV IKAVOTOINGT TOV
TPOCOTIKOD Y10, TOPAOEIYU PEATIOVOVTOS TIG QTO00YEC, TOGO
o armodoTikog Ha yiver o vtdAAnAog mov Oa eEvmnpeTnoeL ToV
TEAATN ALPTVOVTOG TOV TEAELTOLO TTOAD EVLYOPIGTILEVO.

6.4. MeAAOVTIKEG EMEKTAGELS

2NUEPO TOV 1] OWKOVOUIKT] KOTAGTOOT TOYKOGUIMS €lvol TOGO
pevotn, ol tpdmelec Oo TMPEMEL VO EVEPYOMOU|GOVV TOVC
UNYOVIGHOVS  TOUGC TPOKEIWEVOL  va  avtipetonilovv  kdbe
dvokoMa  0AAG Kol VO OVTOTOKPIVOVTOL OTIC  GULVEYMG
aLEAVOUEVEG OMOUTNOELS TOCO TMOV TEAUTOV OGO KOl TOV
TpoconkoV. Kot apov Kotvdg mapovouasTic Kot TV OVo eival
N wavomoinon tovg amd 10 Tpomelikd idpvua, Oa mwpémer 1
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TEAELTOUO VO LETPATE GLYVA TTPOKELLEVOL 1) O10IKNOT| VoL EPYETOL
OVTILETONY UE TO OLCLNOTIKA (ntuoatoe mov  ypetdlovral
BeAtiwoelg. To va xatagépel éva tpomelikd idpvouo vor €xel
ELYOPIOTNUEVOLS  TEAATEC KOL  VEWOAANAOLG dev  eivan
aKkatopfmto opkel va oapovykpdletor TV OLOOPECKELN, TO
TOpATOVO,  TIC  OVAYKEG, TIC  OMOLTNGES HEco  amo
EPOTNUATOAOYIO, TPOCMOMIKES CLVEVIEVEELS OAAL KOl OAAEC
1uebBdOo0LVE TOV UTOPOVV VA TNG OMGOLY TO ATAPAITTO GTOLYELN
TPOKEIUEVOD VO TTPOYMPNGEL GE OAAOYEC TNG TMOALTIKNG TOL
akolovBovoe péxpt onuepo. Kdabe tpamefo umopel va
opyavavel o€ €mola Pdon  UETPNOCES  IKAVOTOINOMNG
ECOTEPIKOV Kol €EOTEPIKOV TeEAat®V. Mmopel axdupa o
LEAETN VO E€OTIOCTEL OE KOMOWO0 GUYKEKPIUEVO OEpo Ommc
1KOVOTTOIN G 00 TOTOTIKEG KAPTEG 1) OAVELN. XTO TPOGMOMTIKO Ol
LETPNGELS TKOVOTOINGNS LTOPOVV VO TPOY LOTOTOLOVVTOL OKOLLOL
T GLYVE UEGH QUAA®Y 0ELOAOYNONG, EPMOTNUATOAOYIO KOl
TPOcOTIKEC cuvevtevEelc. [Iépa amd T1Ig KAaooeg pueboodovg
HEtpnone ¢ kavomoinong, kabe tpamelo Oo umopovoe va,
opYovmOGEL £vo TUNUO Tapandvev mov  kodnuepvd  KdOe
meldtng 1 epyalopevog Ba pmopel vo EKPPAGEL TNV OLCAPECKELD,
TOVL 1 TNV IKAVOTOINGN TOVL.

Amnapaitnto ce Kd0e mpoomabelo LETPNONG TG TKOVOTOINOTC
Vo EMAEYETAL KOl M KOTOAANAN wéBodog mov Ba mapéyet
aELOTTIOTO OTOTEAEGUOTO. ZVVETMG TOL GLGTIUOTO UETPNONG TNG
KOVOTOINoMC TPEMEL VO PEATIOVOVTOL GLVEXDG.

EEEMEN TV nedid®v pETPNONS IKAVOTTOINOG
Mo onuovtik] mpoomabelo otnv €EEAEN NG UETPNOMG
1KOVOTTOINGONG OOTEAOVV 1) OVATTLEN Kol €QPOPUOYT HOVIL®V
BapouéTpav wkavomoinong Onwe:
v BpoPeio modotntoc Malcolm Baldridge
v EOvikd Bopduetpo wkavomoinong (yeppovikd / coondikd
Bapopetpo woavomoinong
v Khadikd Bopouetpo. ikovomoinong
v' Xprion tov Augpikavikov deiktn motdtnrag
O PBaowkdg otOY0¢ TV PopousTpmy KavoToinone eivar M
GLALOYT dEOOUEVMOV Y10 TN CUYKPLTIKT] AVAALGT) TOV EMOOGEMV
TOV EMYEPNCE®Y, OGOV APOPA TNV 1KAVOTOINGT TV TEAUTMOV
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KOl TNV TopaKoAovOnon Ttwv UETAPBOA®Y TOL OMKOU 1 TV
LEPIKADV OEIKTMOV TKOVOTOINOTMC KATA TN O1APKELD TOL YPOVOU.

Axouo kot m ypnon Tov povtédov Servqual omotelel v
tpocndfelo avATTLENG VOGS LOVILOL BaPOUETPOL TKOVOTTOINGNG
mov TopEyel éva otafepd aplBud OIGTACE®Y 1KAVOTOINOoTC
divovtac v evkapio. GTO ¥PNOTN Y10, GUYKPLTIKT OvAALGT Kol
TOPAKOAOVONON TV LETAPOADY TNG TO1OTNTOC.

YmoAoylopog 0EIKTOV PeATiONONC
Ou dcikteg PeAtimong mov oivovv N dvvaTOTNTO GE Lo
Tpanelo vo LETPNOEL TIG EMOOGELS Elvat:
v Ap1Ouog melatdv
v AamGvec TPOSHOTIKOD ME TOGOGTO KUKAOL EPYUCLOV
v’ Miktd képdn avd epyoalouevo
v Yyog kotabéosmv avd epyaldpevo
v "Yyog yopnynoemv avd epyaldpevo
v Ap1Ouog melatdv ava epyoalouevo
v Evpiuata omd épevveg meAateiog
v Ap1Budc mepoatmOévtav Epymv
v ATOTEAEGLOTO EPEVVADV GTAGCEMY TPOCHOTIKOD
v’ TTowotikn a&loddynon mpounevtmdv
v Ap1Oudg TopomdOvVeV TEAUTOV
v’ TTocootd enilvong mapoumovov
v’ Zro1yeio KOGTOVE TOLOTNTAG
v Amodotikdtnta enevévcemy Yo fedtioon Totdtnrag
v ApiBudg Kol TOC00TO GLUUETACYOVI®V GTO, TOPUTOVED
Epya
v Ap1Oudg opddmv Beltinong moldtnrog

["o omowdnmote Peltimon kol aAlayn elvor amapaitnto vo

Bopdton koveig 0Tt yo va €yer po tpdmelo IKovomomUEVOUS
neldtec Oo TPEMEL TPOTO VAL EIVOL IKOVOTTOIMUEVO TO TPOGMOTIKO.
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Epotnuatoroyio tKavomoinens teAat®v amo otedveig
Tpamelec

IMopaxdtew  mopotifeviar  UepkA  EPOTNUATOAOYID. OV
TpayLaTomoinoay ol pueyalvtepeg tpaneleg Tov KOGHOL Yo Vol
LLETPTIGOVV TNV IKAVOTOINGT TOV TEAATMOV TOVG,.

1)Epotuatordyro tne Bank Of America Corporation
Bank of America Corporation
AML Questionnaire

Name of Entity Completing Questionnaire:

Bank of America Corporation, on behalf of its subsidiaries and affiliates
Date Completed: June 5, 2007

Completed by:

William J. Fox

Title: Global Anti-Money Laundering Executive

Position: Senior Vice President

Email Address: william.fox@bankofamerica.com

I. General AML Policies, Practices and Procedures:

1. Does the AML compliance program require approval of the Financial Institution’s (FI's) Board or
a

senior committee thereof?

YXNo

2. Does the Fl have a legal and regulatory compliance program that includes a designated
Compliance officer that is responsible for coordinating and overseeing the AML program on a day-
today

basis, which has been approved by senior management of the FI?

Y XNo

3. Has the FI developed written policies documenting the processes that they have in place to
prevent, detect and report suspicious transactions that has been approved by senior
management?

YXNo

4. In addition to inspections by the government supervisors/regulators, does the FI client have an
internal audit function or other independent third party that assesses AML policies and practices on
a regular basis?

YXNo

5. Does the Fl have a policy prohibiting accounts/relationships with shell banks (A shell bank is
defined as a bank incorporated in a jurisdiction in which it has no physical presence and which is
unaffiliated with a regulated financial group.)?

YXNo

6. Does the Fl have policies covering relationships with politically exposed persons consistent with
industry best practices?

YXNo

7.Does the Fl have appropriate record retention procedures pursuant to applicable law? Y X N o

8. Does the FI require that its AML policies and practices be applied to all branches and
subsidiaries
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of the FI both in the home country and in locations outside of the home country?
YXNo

Il. Risk Assessment
9. Does the Fl have a risk focused assessment of its customer base and transactions of its
customers?

YXNo

10. Does the FI determine the appropriate level of enhanced due diligence necessary for those
categories of customers and transactions that the FI has reason to believe pose a heightened risk
of

illicit activities at or through the FI?

YXNo

lll. Know Your Customer, Due Diligence and Enhanced Due Diligence

11. Has the Fl implemented systems for the identification of its customers, including customer
information in the case of recorded transactions, account opening, etc. (for example; name,
nationality, street address, telephone number, occupation, age/ date of birth, number and type of
valid official identification, as well as the name of the country/state that issued it)?

YXNo

12. Does the FI have a requirement to collect information regarding its customers’ business
activities?

YXNo

13 Does the FI collect information and assess its FI customers’ AML policies or practices? Y X N o

14. Does the FI have procedures to establish a record for each customer noting their respective
identification documents and Know Your Customer Information collected at account opening?

YXNo

15. Does the FI take steps to understand the normal and expected transactions of its customers
based on its risk assessment of its customers?

YXNo

Bank of America Corporation
AML Questionnaire

IV. Reportable Transactions and Prevention and Detection of Transactions with Illegally
Obtained

Funds

16. Does the FI have policies or practices for the identification and reporting of transactions that

are required to be reported to the authorities? Y X N o
17. Does the FI have procedures to identify transactions structured to avoid large cash reporting
requirements? Y X N o

18. Does the FI screen transactions for customers or transactions the Fl deems to be of
significantly high risk (which may include persons, entities or countries that are contained on lists
issued by government/international bodies) that special attention to such customers or

transactions is necessary prior to completing any such transactions? Y X N o

19. Does the FI have policies to reasonably ensure that they will not conduct transactions with or
on behalf of shell banks through any of its accounts or products? (A shell bank is defined as a
bank incorporated in a jurisdiction in which it has no physical presence and which is unaffiliated

with a regulated financial group.)Y X N o
20. Does the FI have policies to reasonably ensure that it only operates with correspondent banks
that possess licenses to operate in their countries of origin?Y X N o

V. Transaction Monitoring
21. Does the FI have a monitoring program for suspicious or unusual activity that covers funds

transfers and monetary instruments (such as travelers checks, money orders, etc.)? Y X N o

VI. AML Training

22. Does the FI provide AML training to relevant employees that includes identification and
reporting of transactions that must be reported to government authorities, examples of different
forms of money laundering involving the FI’s products and services and internal policies to prevent

money laundering? Y X N o
23. Does the FlI retain records of its training sessions including attendance records and relevant
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training materials used? Y X N o
24. Does the Fl have policies to communicate new AML related laws or changes to existing AML
related policies or practices to relevant employees? Y X N o

25. Does the FI employ agents to carry out some of the functions of the FI and if so does the FI
provide AML training to relevant agents that includes identification and reporting of transactions
that must be reported to government authorities, examples of different forms of money laundering

involving the FI's products and services and internal policies to prevent money laundering?Y X N o
Please provide comments on any no responses:

2) Epotuotoidylo épgvvag ikavoroinong ot tpamelo

This questionnaire was developed by a bank member of the ABI for use in
preparing an inventory of all their practices involving the use of customer
information. The inventory is one of the first steps in confirming that all relevant
activities are brought into compliance with the Gramm-Leach-Bliley Act. The
Questionnaire will need to be tailored to each company's situation, but might serve
as a helpful starting place. This material is provided solely for educational and
informational purposes with no warranties, expressed or implied, being made
regarding the information.

CUSTOMER PRIVACY QUESTIONNAIRE

e A “customer” refers to consumers and sole proprietorships (not corporate or small
businesses), and includes prospects, declined applicants, current customers, and
former customers.

e A “customer” can be located in the U.S. or can be international.

e The term “customer privacy” refers to how “Bank” protects the privacy of its
customers.

e The term “business unit” refers to your organizational unit within your line of
business, which may be an affiliate, a division, a delivery channel, or other discrete
entity.

e The term “third party” refers to a “non-Bank” entity. There are two types of third
parties; those to which you outsource certain business functions (“outsourcing third
parties”) and those with whom you have affinity, co-branded, joint venture or other
marketing-related relationships (“unaffiliated third parties”).

Notice and Awareness

1. Does your business unit inform customers about its customer information
practices?

la If yes, do you accomplish this through your FCRA Notice? Please specify the
frequency with which this notice occurs.

1b Do you accomplish this through a privacy policy or practice statement separate
from the FCRA notice? If yes, please attach. Please specify the frequency with which
this notice occurs.

1c Is the privacy policy or practice statement conspicuous and readily available to
customers? Where does this notice appear?

2. Do you inform customers of how your business unit collects personal data? If so,
how?

2a If yes, are customers notified prior to initial collection?

3. Do you inform customers of how your business unit intends to use the information
collected? If so, how?

3a if yes, are customers notified prior to initial collection?
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4. Do you inform customers that their information may be shared with third parties? If
so, how?

5. Do you educate consumers about privacy in other ways than described above? (e.g.,
FAQs document, hyper-link to external privacy resources) If yes, how and where? If
yes, please attach.

Collecting Customer Information

1. How do you collect information from your customers (applications, Internet,
telephone, etc.)? Please describe.

7. What type of information do you collect from your customers? Please describe.

8. Do you purchase or collect information about your customers from outside sources
(e.g., outside lists, marketing companies, external databases)?

8a If yes, please specify the names of these outside data sources.

8b. Describe the type of information collected.

1. Do you purchase or collect information about prospects (potential customers) from
outside sources (e.g., outside lists, marketing companies, external databases)?

9a If yes, please specify the names of these outside data sources.

9b Describe the type of information collected.

10. Do you collect information about customers from other “Bank” business units? If
so, please describe.

10a If yes, please specify the names of these business units.

10b Describe the type of information collected.

Using Customer Information within the Corporation

11. Do you provide customer information to other “Bank” business units for purposes
other than a customer-initiated transaction (e.g., marketing or cross-selling)? If yes,
please identify which business units.

11a If yes, please describe what type of data is shared.

11b Please describe how this data is shared.

3

12. Can customers opt-out of data sharing across the corporation for purposes other
than a customer-initiated transaction?

12a If yes, are these opt-outs provided prior to sharing? If so, how?

12b Can customers opt-out of marketing based upon type of channel (i.e., email,
phone, direct mail)? If yes, please describe.

12c¢ Are customers informed of the consequences of opting out of collection, use or
marketing of personal data? (e.g., no notice of special offers or relationship pricing)
13. Do you provide your customers the ability to opt out of the marketing of other
products and services offered by your business units? If yes, where and when does
this opt-out choice take place?

14. Is there an authorization process through which other business units must go in
order to access and use your customer information? If yes, please describe.

15. Do requests for customer lists go through a list management organization? If yes,
please describe where this list management function resides and who is the point of
contact.

15a Does list management filter out customers who have opted out via FCRA (Fair
Credit Reporting Act)? If yes, describe where this filter file is located and who is
responsible for managing it.

15b Does list management filter out customers who do not want to receive marketing
solicitations? If yes, describe where this filter file is located and who is responsible
for managing it.
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15¢ Does list management filter out customers from sold banking centers according to
regulations? If yes, describe where this filter file is located and who is responsible for
managing it.

15d Does list management filter out customers whose names appear on the Direct
Mail Association (DMA) ‘do not call’ list? If yes, describe where this filter file is
located and who is responsible for managing it.

15e Are the filter files described above combined, or exist separately?

15f Are there any other filter files not mentioned here? If yes, please describe.

15g Are the filter files refreshed periodically? If yes, how often?

16. Are certain customers provided (or need to be provided) higher levels of privacy
protection based upon business needs or regulatory requirements? If yes, please
describe.

17. Are there certain business units with which you do not want to share customer
information? If so, please describe.

18. Do you use information about other business units’ customers for marketing
purposes? If yes, describe how you obtain the customer lists.

19. Are formal agreements established with other “Bank” business units for customer
data sharing? If so, please attach.

21. For the information you retain on former (attritted) customers, do you use this
data?

21a. If yes, this is former customer information used for marketing purposes such as
reacquisition? Please describe.

21b Is this former customer information provided to other “Bank” business units?
Please describe.

21c For how long is information about former customers retained?

22. Do you maintain information on declined applicants?

22a If yes, is this declined applicant information used for marketing a different
product offering? Please describe.

22c For how long is information abut declined applicants retained?

Is customer information being shared between your business unit and third
parties? If yes, please continue here. If not, skip to the next section. Note that
there are two types of third parties—those to which you outsource certain
business functions (“outsourcing third parties”) and those with whom you have
affinity, co-branded, joint venture or other marketing-related relationships
(unaffiliated third parties)

23. Do you outsource certain business functions to third parties which have access to
your customer data (e.g., data processing, billing, customer service)? If yes, please
identify each outsourcing third party and type of data shared.

23a If yes, do the contracts established with outsourcing third parties address the use
of customer information? Please describe.

23b Are there other controls or practices (beyond the contract) to protect customer
information? If yes, please describe.

24. Do you use third parties to sell your business unit’s products (e.g., mortgage
brokers, online business partners)? If yes, please describe.

24a If yes, are there contract provisions which address the use of customer
information? Please describe.

24b Are there other controls or practices (beyond the contract) to protect customer
information? If yes, please describe.

25. Do you securitize any of your products?
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25a If yes, are there contract provisions which address the use of customer
information? Please describe.

25b Are there other controls or practices (beyond the contract) to protect customer
information? If yes, please describe.

26. Do you sell the servicing of any of your products?

26a. If yes, are there contract provisions which address the use of customer
information? Please describe.

26b Are there other controls or practices (beyond the contract) to protect customer
information? If yes, please describe.

27. Do you share customer information with other types of unaffiliated third parties?
(e.g., marketing, independent user)? If yes, please identify each third party and type of
data shared.

27a If yes, are there contract provisions which address the use of customer
information? Please describe.

27b Are there other controls or practices (beyond the contract) to protect customer
Information? If yes, please describe.

28. Do you receive income for customer information provided to unaffiliated third
parties?

28a. If yes, what is the nature of the exchange? Please describe.

28b what type of information is provided (e.g., name, address, transaction history,
social security #)?

28c what are the names of these unaffiliated third parties?

28d Are there other controls or practices (beyond the contract) to protect customer
Information? If yes, please describe.

29. Are you aware of any third parties which share your customer information with
other third parties? If yes, please describe.

30. Is there an authorization process to sign on additional unaffiliated third parties? If
yes, please describe.

31. Are third parties periodically audited or reviewed to validate their continued
compliance with customer privacy and security requirements? If yes, how?

32. Are customers allowed to opt-out of the sharing of their information with
unaffiliated third parties?

32a If yes, are these opt-outs provided prior to sharing? Please describe.

32b Are customers informed of the consequences (e.g., no special offers, reduced
Internet functionality) of opting out of information sharing with unaffiliated third
parties?

27. Do you acquire customers in bulk from other corporations (e.g., loan portfolio
purchases, securitizations, mergers and acquisitions)? If so, please describe.

33a if yes, do you respect their previous choices for opt-out (if any)? If so, how?
33b Do you provide these customers with a new opt-out opportunity? If yes, please
describe.

Customer Access and Correction

34. Do you allow customers access to the customer-supplied data that is maintained
by the corporation (e.g., privacy preferences, email address)?

34a If yes, please describe how customers access this data.

34b Please describe what type of data customers can view.

35. Can customers submit changes to customer-supplied information? If yes, how?
36. Do you allow customers access to the corporation-generated data about the
customer (e.g., customer segment, credit score)?

36a If yes, please describe how customers access this data
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36b please describe what type of data customers can view

37. Can customers submit changes to corporation-generated information? If yes, how?
38. How quickly do you respond to correct inaccurate or updated information?

39. Are confirmations given to the customer that their corrections have been effected?
If yes, how?

40. Are changes communicated to other business units with which the customer has a
Relationship? If yes, describe.

Information Security

41. Do you have controls to protect customers’ social security numbers beyond those
controls for other types of customer data? If yes, please describe.

42. How do you use social security numbers to identify customers within your
business unit?

42. Do you provide customers’ social security numbers to unaffiliated third parties? If
yes, please describe.

43. Do you have formal procedures for authenticating customers via the telephone or
by fax? If yes, please describe.

44. Do you have formal procedures for authenticating customers via the Internet? If
yes, please describe.

45. Do you have formal procedures for authenticating customers in person at banking
center? If yes, please describe.

46. Do you have formal procedures for authenticating customers through the mail? If
yes, please describe.

47. Do you have formal procedures to assist customers who have forgotten their
password, PIN or other identification? If yes, please describe.

Accountability

48. Is there a single point of contact in your business unit responsible for addressing
customer information practices? If so, please indicate this person’s name and phone
number.

49. Do you inform customers how to contact your business unit or the corporation
regarding privacy questions or concerns? If so, please indicate how.

50. Is there an escalation process to address privacy concerns, if necessary? If yes,
please explain.

51. Are you aware of any loss of business due to your customers’ concerns over
privacy? If so please describe.

52. Do you measure or track customer privacy complaints or concerns? If yes, please
describe.

53. Are your customers’ information practices audited or reviewed?

55a If yes, is this review related to FCRA? If yes, please describe.

55b Are there other (non-FCRA) reviews performed? If yes, please describe.

Do you have any customers located outside the US? If yes, continue here. If not,
skip this section.

54. Do you have customers located in the European Union (EU)? If so, approximately
how many?

55. Do you have customers located in non-EU countries? If so, approximately how
many? Please list major countries.

56. Does your business unit handle customer privacy issues differently for customers
located outside the US? Please describe.

57. Has your business unit specifically addressed the European Union Privacy
Directive? If yes, please describe.
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58. Are there planned initiatives within your business unit for 2000 to establish a
presence outside the US? If yes, please describe.

Does your business unit collect information from customers or visitors through
the Internet? If yes, please continue. If no, skip to the next section.

59. Do you collect customer data or manage transactions through the “Bank”.com
web site? Ifyes, please describe.

60. Do you collect customer information or manage transactions through your
business unit’s web site? If yes, please provide the web address in the comments
section.

63a If yes, please describe the type of information collected.

63b If yes, does that web site have a posted privacy policy? Please attach.

63c If yes, does that web site use cookies to track visitors? If so, please describe.

61. Do you collect customer data through a relationship with a “non-Bank” or shared
web site (e.g., joint marketing effort with a strategic partner such as Excite or AOL)?
Please provide the web address in the comments field.

APO PRIVACY QUEST
3)Epomuatordylo £pevvag 1kavomoinong TeEAaTmv

Bank Account Internal Control Questionnaire

(To be used in support of an application to open a bank account)

Name of Proposed Account:

Department:

1. Are cheques written on this account to be signed by two officials of the organization?
Yes No If no, explain in detail why arrangements cannot be made for two officials to sign
the cheques or what compensating controls exist.

2. Will all cheques have a preprinted consecutive form number affixed by the printer?
Yes No

3. Is a detailed record of cheques maintained (ie, cheque register, cheque stub, cheque
copy, other) containing at least the cheque date, cheque number, payee and amount?
Yes No

4. If this is a transfer account, name the institution(s) to which funds will be transferred.
How are transfers to be made?

By cheque automatically by the bank Other, Explain

5. What are the sources of the deposits?

How frequently will deposits be made? What is the expected dollar value of deposits?
Are deposits primarily cash, cheques, or a combination?

6. Explain how the system will ensure that the source of all moneys deposited can be
determined (ie, detailed on deposit slip or balances to cash mail record which provides
details, etc.)

7. Will a senior official independent of the cash handling and depositing function
periodically review deposits made to ensure that only moneys received from sources
described above are being deposited to this bank account? Yes No If no, explains why.
If yes — who will be doing this review?

— How often will the review be done?

— What procedures will be followed by the individual in conducting the review?

— What evidence will be available to ensure that this review has actually been done (ie,
initialling of certain documents, etc.)?

8. How often will a bank reconciliation be prepared?

Who is responsible for preparation of this reconciliation?
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9. Is this person independent of the cash receipt, cash handling and depositing functions?
Yes No If yes, who will be approving the bank reconciliation?

If no, explain any compensating controls.

Signed Executive Director/Director of Administration

APO BANK ACCOUNT INTERNATIONAL

4) Epotuatoroyio g tpanelog Emirates Bank

Know Your Customer (KYC) Questionnaire

Emirates Bank International PJSC provides the following standard anti-money
laundering (KYC) Questionnaire:

We confirm that the following areas of our organization are covered by the
responses contained in this

Questionnaire:

Emirates Bank International Head Office and domestic branches: Yes No
Overseas branches: N/A (no overseas branches)

1. Institution Name: Emirates Bank International PJSC

2. Address:

Registered Office: P.O. Box 2923

Dubai, United Arab Emirates

Principal place of business: Same as above

Location of Head Office: Same as above

Overseas Branches: N/A

3. U.A.E. Registration / License No.: 209047

4. Compliance Contact Name: Peter Brady

Telephone: + 971 4 209 2601

5. Website address:

www.emiratesbank.ae

6. Is money laundering a criminal offence in your country?

Yes No

7. Are there specific laws and/or regulations in place covering Anti-Money
Laundering? If so, what are these called?

Yes No

Regulation concerning Procedures for Anti-Money Laundering dated 14 November
2000 and subsequent amendments issued by the Central Bank of the United Arab
Emirates.

8. Do the regulations require banks / financial institutions to Know Your Customer
before transacting any business with them?

Yes No

9. Do the regulations require banks / financial institutions to have effective
controls in place to prevent and identify the proceeds of crime being laundered
through their systems?

Yes No

[l
[
[
[l
[

10. Do the regulations require banks / financial institutions to report any
suspicious transactions to a law enforcement or other agency designed for that
purpose?
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Yes No

11. Do the laws and regulations in your jurisdiction limit or prohibit the opening
or maintenance of anonymous or numbered accounts?

Yes No

12. Are you publicly owned?

Yes No

Ownership Structure: Emirates Bank International is owned 76.62% by the
Government of Dubai.

13. Are you listed on any stock exchange? If so, please specify the name?
Yes No

Emirates Bank International is listed on the Dubai Financial Markets ("DFM”).
14. Do you verify the identity of all customers prior to opening accounts?

Yes No

15. Please confirm that you provide banking services only to other banks /
financial institutions with a physical presence and not shell banks?

Yes No

16. Does your organization have an established employee training program to
educate employees about combating money laundering and to assist them in
identifying suspicious transactions?

Yes No

17. Do you have policy and procedures for audit or compliance testing of your
anti-money laundering compliance?

Yes No

At least annually.

18. Do you have a Money Laundering Reporting Officer responsible for
coordinating / monitoring compliance?

Yes No

19. Does your organization maintain records of account holders and beneficiaries,
transactions history, correspondence etc. for a specified period of time?

[

(N O O A B R O

[]

Yes No

20. Does your organization have a policy of not opening accounts in fictitious
names?

Yes No

I confirm that I am authorized to complete this document.

Name: Peter Brady

Title: Head of Group Compliance

EMIRATES BANK

5) Epotnuotoloyio 1kavomoineng TeAatov
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Privé et confidential QUESTIONNAIRE DE LA BANQUE
1. Types de prét.

a. Veuillez décrire les types de prét accordés par votre institution et le volume total et le
pourcentage des préts que représente chaque catégorie (par ex., crédit aux entreprises
(capital et ligne de crédit crédit revolving, crédit personnel crédit immobilier,
automobile, etc.).

b. Quelle fraction/ portion du crédit est accordée a des institutions affiliées (c-a-d.,
connected lending)? Décrivez toute restriction d’ordre 1égal ou interne mise a ce type
de crédit.

2. Taux d’intérét. Quels sont les taux d’intérét facturés sur chacun des types de crédit
susmentionnés ?

3. Siireté /Nantissement.

a. Quelle est la proportion des crédits aux entreprises assortis d’une garantie ? (par
catégorie)

b. Quels types de siireté /nantissements la Banque exige-t-elle et quelle est la forme
préférée (ou la plus fréquemment utilisée) ?

c. Décrivez les principaux problémes que posent la constitution, 1’inscription
I’enregistrement et I’exécution des sliretés et nantissements ?

4. Recouvrement et gestion du risque de crédit.

a. Existe-t-il dans votre institution une direction du contentieux/du recouvrement chargée
du recouvrement des crédits impayés des débiteurs défaillants ? Dans I’affirmative,
décrivez les aspects suivants:

1. Structure organisationnelle de la direction/du département, nombre de ses
agents a I’échelle de la banque, et processus décisionnel.

ii. Qualifications requises et processus de formation du personnel de cette
direction.

iii. Toute procédure standardisée employée pour le recouvrement et existence
éventuelle d’un guide ou d’un manuel opérationnel général.

Le présent questionnaire est établi en relation avec une étude effectuée par la Banque mondiale pour
évaluerl’efficacité des systémes régissant la protection des droits des créanciers et le traitement de
I’insolvabilité [au/enNom du pays]. Cette étude est menée en collaboration avec [le/la Nom de
I’autorité homologue] dans le cadre d’unprogramme organisé conjointement par la Banque Mondiale
etle Fonds Monétaire International pour évaluer lessystémes nationaux au regard des pratiques
optimales existant au plan international dans les principaux domainesaffectant la stabilité financiere et
I’intégrité des marchés. Les réponses a ce questionnaire permettront d’élaborerdes résultats et des
conclusions d’ensemble sans faire référence spécifiquement aux institutions interrogées, a leursclients
et aux crédits ou créanciers, sauf lorsque cette information est du domaine public, ou que sa diffusion a
étéautorisée. Les réponses au questionnaire doivent étre aussi détaillées que possible, et
accompagnées/justifiées parles statistiques et données pertinentes, lorsqu’elles existent/ sont
disponibles.
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- 1 - Privé et confidential
b. A quel stade un crédit est-il transféré au service du contentieux ou des recouvrements ?

c. Données sur le niveau des préts non productifs (PNP) de votre institution sur une base
annuelle pour les cinq derniéres années/exercices, en montant /valeur absolue et en
pourcentage en ce qui concerne i) les volumes globaux, ii) les montants par type de
crédit fourni par votre institution (comme indiqué a la question 1), et iii) par secteur
d’activité/ branche..

d. Joindre une listes des montants et pourcentages des préts classés dans chaque catégorie.
5. Méthodes de recouvrement des crédits.

a. Pour chacune des catégories ci-apres, indiquez le nombre des crédits litiges, les
montants et les pourcentages (en % du total des crédits en cours de recouvrement):
i. vente du crédit a une tierce partie (cession de créance a un tiers);
1i. restructuration/rééchelonnement de la dette;
iil. arrangement /traitement informel/ a ’amiable;
iv. résiliation du prét ou exécution par des voies autres que judiciaires;
v. résiliation judiciaire (actifs immobiliers);
vi. Procédure judiciaire d’exécution (actifs mobiliers);

vii. Procédure de liquidation (par ex., liquidation judiciaire) ;

- 2 - Privé et Total des Montant moyen Montant moyen Durée moyenne Coiit moyen
confidential Crédits en recouvré recouvreé encouru
Méthode de cause (% du total dii) (% du nominal)
recouvrement

Nb. Montant

i) Cession de créance a un tiers

i1) Rééchelonnement des dettes

iii) Accord amiable

iv) Résiliation amiable du prét, mesure d’exécution

v) Résiliation judiciaire (actifs immobiliers)

vi) Procédure judiciaire d’exécution (actifs mobiliers)

vii) Liquidation judiciaire

viii) Redressement judiciaire, concordat ou autres
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ixX) Compensation entre une dette et une participation

x) Autres

viil. Procédure de redressement (formelle/officielle, sous controle judiciaire; par
ex., concordat ou redressement judiciaire, etc.) ;

ix. Conversion de la dette en prise de participation ;
X. Autres (description).

b. Pour chacune des catégories énumérées en 5.a., indiquez, dans la mesure du possible,
sur une base annuelle pour les 4-5 derniéres années: i) les taux moyens de
recouvrement (en pourcentage du crédit total du, y compris les intéréts) ; ii) les taux
moyens de recouvrement (en pourcentage de la valeur nominale du crédit) ; iii) la
durée moyenne de recouvrement ; et iv) le colit moyen exposé pour essayer de
recouvrer les préts (par ex., colits de procédure, colt des avocats extérieurs, rapports
d’évaluation, colts de mise aux enchéres ou d’ exécution, experts.). Le tableau ci-
dessous est probablement utile pour recueillir I’information demandée aux sections a.
et b. de la présent question.

6) EpotmuoatoAidyio mov ékave n World Bank

The World Bank is undertaking a study about the effectiveness of the business credit
information industry and the related public information sector. Trade credit is known to be the
largest source for short term capital performing a critical function in economic development.
Trade credit and credit information are intertwined, because the extension of trade credit
depends largely on the availability of accurate, reliable and timely information.

The purpose of the study is to:
e provide an overall picture of business credit information development worldwide,
e strengthen the legal and regulatory framework and
e improve the accessibility and quality of public information sector databases

The study is targeted at commercial credit bureaus, credit information companies, credit insurers
and organizations, which maintain databases suitable for credit assessment.

The findings will help demonstrate to credit grantors and policy makers around the world the
importance of business credit information in the credit granting process. From this study, general
recommendations will be generated with regards to the development of legal and regulatory
framework, public database enhancement and credit education and outreach.

Your contribution to this study is greatly appreciated. For additional information on the credit
reporting work in the World Bank, please visit our website:

http://www.worldbank.org/finance/creditreportin

Terms/Definitions:
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Business Credit Information
Commercial Credit Bureau

Credit Inquiry
Credit Management Outsourcing

Data Appending
Data Rationalization
Data Verification
Intercompany Loans

Monitoring Services
Permissible Purpose

Public Sector Information
Public Sector Data Sources
Private Sector Credit Bureaus
Trade Credit Lines

Trade Information

General Information (Respondent Data)

1) Contact Data

Information on businesses (not Consumers)
Company processing loan and credit data on
businesses (not consumers)

Request for credit information

Monitoring / alert services / credit limits /
credit approval / credit scores supplied by credit
information company

Updating and downloading of data elements
Formatting / verification of data files
Updating / cleaning of data elements

Loans between parent companies,
Subsidiaries and between affiliated companies
Event driven alert services

Restriction of use of data for credit
assessment purposes only

Company information in the public domain
Company data sources in the public domain
Privately owned credit bureaus

Trade information (payment performance)
Trade information (payment performance)

Company Name

Address

Town, State / Region

Country

Telephone

Fax

Website

Name of Respondent

Title

E-mail

2) Company Background

Number of Years in Operation

as full time equivalent

Total Number of Employees (2004) Including part-time

Total Annual Revenues (2004)

Please specify the Currency

Commercial Credit Information Revenues

Consumer Credit Information Revenues

Other Information Services

Number of Commercial Credit Inquiries (2004)

Legal Structure

Private Sector

Public Sector

Listed Corporation N/A
Privately Held Corporation N/A
Partnership N/A

Association
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Not for Profit Institution

Government Institution Involved % of ownership: % of ownership:
in Ownership

3) If you are a private company, please select in the following which best

describes your firm or organization's ownership? (Select only one)

0 with no ownership by credit bureau, financial institutions, or other credit providers

0 with majority ownership (more than 50%) by credit bureau, financial institutions,
or other credit providers

0O  with minority ownership (50% or less) by credit bureau, financial institutions, or
other credit providers

00 Other (describe):

4) Is your organization a member of a professional information association
network?

[ ] Yes; please provide the name of the organization (s):

[ 1No

5) Competing business credit information companies in your country

Please list names of companies below (if there are none, state none): and also mark
the most important

B) Scope of Information Processed and Stored [Data Elements]

1) Business Credit Information
a) Data on Businesses

Please indicate (X) whether data elements are collected and supplied to clients.
Indicate (NA) when not applicable

Data Elements Collected Supplied to
clients

Name of firm

Legal Status

Address of firm
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Unique identification number (for example
registration number, tax ID, etc)

Shareholders

Directors

Business Activity (SIC Codes or other)

Financial Statements (Audited / non audited)

Tax Filings

Suits, liens, jugements

Bankruptcies

Trade credit lines

Other demographic and operational information

b) Data on bank loans

Please indicate (X) data collected and supplied to clients

(X) if applicable (NA) if not applicable

Collected

Supplied to
clients

Name of reporting institution

Amount of loan

Type of loan

On-time payments (on time settlement)

Amount past due

Interest rate of loan

Maturity of loan

Type of collateral securing loan

Value of collateral securing loan

Guarantees securing the loan

c) Data on financial transactions — inter-company loans (between

parent/affiliated companies)

Please indicate (X) data collected and supplied to clients

(X) if applicable (NA) if not applicable

Collected

Supplied to
clients

bureau / investigation)

Source of information (name of institution / credit

Amount of inter-company loan

On-time payments (settlement on time)

Late payments — days past due (30 days
increments)

Amount past due

Others

2) Products & Services:

Please indicate which of the following products or services your firm can provide.

(mark all that apply)
O Standard Credit Report
O Comprehensive Credit Report
Q Short Form Credit Report
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Small Business Report
Credit Score

Monitoring Services
Public Records Extracts
Directors Reports
Other (please specify)

Iy

Data Sources: Which of the following institutions provide information to commercial
credit bureaus / credit information companies?

3)

4)

Data Sources

Yes —
Institutions
Provide
Data

Most
important
source (mark
ONE only)

Private commercial banks

Public commercial or development banks

Credit union/coops

Finance companies / leasing companies

Micro Finance Institution

Credit card issuers

Firms subject to inquiry

Firms providing trade information

Firms providing loans to other firms

Retailers and merchants

Public credit registry operated by the Central Bank or
Bank Supervision

Utilities (Gas / Electric / telephone (incl. cell phones)

Public registers (courts, tax, social security, collateral
registers, etc.)

Private sector credit bureaus

Insurance companies

Chamber of commerce / commercial associations

Stock exchange

Law enforcement agencies

Factors determining inclusion in database
a) Credit application
a Yes
a No
b) Credit transaction
a Yes
a No
¢) Minimum transaction size
a Yes
a No
If yes, please indicate the amount
d) Complete Database of Business Records
a Yes
a No

Measuring magnitude of credit risk
Means of measuring credit risk of companies
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O Credit rating
Q Credit score

Q Paymentindex (based on DSO or other)

5) Credit Scoring — Commercial Enterprises

Q Standard bureau score
Q Customized credit score
Q Small Business Score

6) User Segment: Who are the primary users of the credit information products

and services?

Banks

Credit Insurers

unions)

Other financial institutions (e.g. finance companies, leasing companies, credit

Credit card issuers

Commercial enterprises

Retail companies

Regulators (central banks / bank supervision

Other

7) Current Price of Standard Business Credit Report

Please specify the currency

Report

Lowest Price

Highest Price

Commercial Credit Bureau Report

Commercial Credit Report (Non Bureau)
supplied by credit information companies

8) Services provided to clients other than credit information products (please

mark all that apply):

Credit Management/Outsourcing
Accounts Receivables Services
Debt Collection / Recovery
Credit Insurance

Export-Import Assistance
Marketing Lists

Iy I oy Ny

C) Database Breadth:

Data Appending / Rationalization / Verification

Number of full records* maintained in the database as of Dec. 31. 2004 (*at least 5 years
history of payment performance data [positive/negative])

Number of records on businesses:

D) Data Quality Issues:
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E)

1) How long is the historical data preserved?
0 Lessthan 1 year

1-2 years

3-4 years

5-7 years

8-10 years

more than 10 years

ooooo

2) How much historical data is made available for distribution to clients?
Current month

Current year

1-2 years

2-5 years

6-10 years

more than 10 years

(]

ooooo

3) Data maintenance:
Frequency of update?
(i) Daily [ ]
(ii) Weekly [ ]
(iii) Monthly[ ]
(IV) OB . e e

Regulatory Issues:
1) Do businesses have the right by law or regulation:
a. the right to access and inspect their own data
O Yes
O No

b. the right to challenge erroneous data through an established dispute resolution

process
0 Yes
ad No

2) Are there legal requirements which regulate the privacy / confidentiality of credit data

/ information?
0 Yes
0O No

3) Are there legal requirements which bind the user to a permissible purpose?
O Yes
O No

4) Are Commercial Credit Information Businesses required by law or regulation to provide

their Financial Statements to a regulator, public data base or to any public registry?
a Yes
a No
If yes, please name the law
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F)

G)

5) Are there specific laws governing the licensing or operation of a Commercial Credit
Bureau or commercial credit information business (private and/or public) in your country?

0 Yes,
0 No

00 Alaw on this topic is pending or under development. If yes, please name the

law

6) Do bank secrecy laws in your country have an affect on credit reporting in your

country?
(Select only one)

I I B |

7) s there a regulator for commercial credit reporting?

O Yes
0 No
0J

Success Factors:

Yes, the bank secrecy law is restricting the sharing of credit data
No, the bank secrecy law is not a problem with respect to sharing credit data
No, there is no law for bank secrecy
A law on bank secrecy is pending or under development

What are the two or three most important factors (internal or external) that if changed
would fundamentally improve the efficiency of your operations and the reliability of credit

information?
1.

2.

3.

Basic Information on Public Sector Information

Contact Information

Public Database Name of Name of Phone Email
Database Organization

Collateral / Secured

Interest Filings

Juridical/Court

Bankruptcy

Liens, suits, judgments

Corporate Registry

Data format and cost (Yes = X, No = --)
Public Database | Data Data Format Average
accessible | Data in | Datain Data in Data in cost per
Paper Electronic | Micro electronic | report
Form Image Fiche format (USD)
Form (Database)
Collateral /
Secured Interest
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Filings

Juridical/Court
Bankruptcy
Liens, suits,
judgments

Corporate
Registry Data

H) Service Satisfaction

a. Does your firm collect public sector data? How satisfied is your firm with the
availability and the accessibility of the information provided by the following public

databases?

Public Information Sector

Collected and
processed
(Yes/No)

Quiality of Public
Data

Rank degree of

satisfaction on a
scale of 0 (not

Relationship with
Source

Rank degree of
satisfaction on a
scale of O (not

satisfactory) satisfactory)
to 10 (very to 10 (very
satisfactory) satisfactory)

Information on Collateral /
Secured Interest (fixed and
movable)

Juridical/Court
Bankruptcies,
Suits, Liens, Judgments

Corporate Registers

b) Public Sector Information / Private Sector Relationships
Are there government laws or regulations regulating the reuse of public data by the

private information sector?
aQ Yes

Please state the laws and/or regulations

O No law or regulation

c) Ifthereis a law or regulation, is it fairly administrated?

a Yes
Q No

d) Does the Public Sector Information compete with the Private Sector?

0 Yes

Please state the type of information

e) If your firm does not collect public sector data, provide the reasons (mark all that

apply):
O Dataisincomplete
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Data is incorrect

Slowly gets updated

Limited to one region only

Data is not accessible: Please state the reasons:
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I) Relationship
Please indicate the relationship between you and the following institutions:

Players Competing Complement No relation

Private Consumer Credit
Bureau

Public Consumer Credit
Registry

Private Commercial Credit
Bureau

Public Commercial Credit
Bureau

Collateral Registry

Juridical/Court

Corporate Registries

Credit Rating Firms

J) Sample Report
Please provide a sample of your business credit report and/or credit score report.

APO BUSINNES CREDIT CADR FIRM

7) EpotuotoAdylo ikoavomoinong

FINANCIAL SUPERVISION COMMISSION
BANKERS’ QUESTIONNAIRE

Notes for the appointee

This Questionnaire should accompany a fully completed Personal
Questionnaire

This Questionnaire should be completed in respect of an
appointee’s main bank.Where an appointee has changed their
main bank and/or branch within the last5 years, a bankers’
guestionnaire should be completed in relation to EACH bank and
or branch respectively.

Please note, submission of incomplete questionnaires and
failure to disclose full information may result in significant
delays. Incorrect or incomplete questionnaires may be
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returned. The Commission does not accept responsibility for
any loss incurred in these circumstances.

The provision of inaccurate or incorrect information can be
taken into account when considering whether or not a person
is ‘Fit and Proper’ for the proposed role. It is a criminal
offence if he knowingly or recklessly give any information
which is false.

Please return this form to:-

Financial Supervision Commission

P O Box 58

Finch Hill House

Bucks Road

Douglas

Isle of Man

IM9O9 1DT

VERSION: JULY 2005

Bankers' Questionnaire

2

SECTION ONE

AUTHORITY TO THE BANK TO PROVIDE INFORMATION
(TO BE COMPETED BY THE APPOINTEE)

Please write clearly in BLOCK CAPITALS in black ink or black

ballpoint pen.
| (name)

Of (address)

Hereby authorise (full name of bank and branch details)

To answer the questions set out in Section 3 in full and to send the completed
guestionnaire directly to the Financial Supervision Commission.

Signed:

Date:

NOTE

TO ASSIST THE BANK IN IDENTIFYING YOUR ACCOUNT, WE WOULD
ASK THAT YOU SUPPLY YOUR BANK’S SORT CODE AND YOUR
ACCOUNT DETAILS ON PAGE 5. THE COMMISSION WILL NOT RETAIN
THIS INFORMATION. ONCE THE BANK HAS RESPONDED TO THE
QUESTIONNAIRE, THE PAGE WILL BE DESTROYED. SHOULD YOU NOT
WANT TO SUPPLY YOUR ACCOUNT DETAILS, THIS WILL NOT AFFECT
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OUR ASSESSMENT PROCESS. IT MAY, HOWEVER, LEAD TO DELAYS
WHERE THE BANK IS NOT ABLE TO RESPOND QUICKLY TO THE
REQUEST. PLEASE NOTE, SUCH DELAYS ARE OUTSIDE THE
CONTROL OF THE COMMISSION.

Bankers' Questionnaire

3

SECTION TWO

THE ROLE PROPOSED FOR THE APPOINTEE

(TO BE COMPETED BY THE FINANCIAL SUPERVISION

COMMISSION)

The Financial Supervision Commission (“the Commission"”) is responsible -
inter alia - for the licensing, regulation and supervision of Banks, Building
Societies, Investment Businesses and Corporate Service Providers in the Isle
of Man. The Commission is also responsible for the authorisation, recognition
and regulation of Collective Investment Schemes.

The person named in Section One has applied to the Financial Supervision
Commission to act in the following capacity(ies):-

Director of a Bank/Building Society

Controller Investment Business

Manager Collective Investment Scheme

Secretary Fiduciary Service Provider

Key Person*

*Key Person applies to Fiduciary Service Providers and is as defined in the Fiduciary
Service Providers

(General Requirements) Code 2005.

Bankers' Questionnaire
4
SECTION THREE

QUESTIONNAIRE TO BE COMPLETED BY THE BANK

If you experience any difficulty in completing this form, please contact the
person whose name appears at the end of this questionnaire at the address
on the front page or by telephoning (01624) 689300. (i) How long has the
individual been a customer of this branch of the bank?

Year(s) If this relationship has ceased, please state the period during which it
existed. : : to : : (ii) Is the bank satisfied with the manner in which the
individual has conducted his financial relationship with it?

Yes* | No*

(If the answer is “No”, an explanation would be useful)

(iii) During the period detailed at (i) above, do you consider

your bank to have been the individual's main banker? Yes* / No*
(AUTHORISED SIGNATORY) SIGNATURE OF BLOCK CAPITALS
AUTHORISED SIGNATORY (OFFICIAL STAMP OF BANK) (POSITION
HELD IN BANK)

Date:

Thank you for your co-operation in completing this form.

The Commission is aware that your Bank is not a Credit Reference Agency
within the terms of Section 145(8) of the United Kingdom Consumer Credit
Act 1974. Disclosure of the source and content of this information is not
required by that Act.
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FOR AND ON BEHALF OF THE COMMISSION NAME IN BLOCK
CAPITALS
* Delete as appropriate

Bankers' Questionnaire

5

ACCOUNT INFORMATION

TO: (Insert bank details)
NAME: (Appointee’s name)

To assist with the location of my account and the completion of the
guestionnaire in Section Three, my account details are as follows:
Sort Code Account Number Account Name

BQ

8) Epotnuatordylo HETpnong tkavomoiong

Annex 1
CONSUMER SURVEY INTERVIEW

1 Sex of respondent

Male

Female

2. How old are you?

16 to 29 years

30 to 49 years

50 to 64 years

65 or over

3. Do you work?

Yes

No

4. 1s it a full-time or a part-time job?

Full-time

Part-time

5. How would you best describe your occupational
Category?

White-collar worker or executive

Skilled worker

Blue-collar worker

Self-employed or business manager (including
Company director)

Farmer

Other

In the case of “no work”:

Retired

On early retirement

On sick leave

Student

Housewife/house-husband

Unemployed or other

6. The next two questions deal with the economic
situation in Belgium.

In your opinion, over the past twelve months, has the general economic situation
in Belgium become slightly better much better slightly worse much worse or remained the same
7. And what about the next twelve months?

Will the general economic situation in Belgium get better or worse, or remain the same.
Slightly better

Much better

Slightly worse
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Much worse

The same

8. And prices? Do you think that prices have

risen, fallen or remained more or less steady

over the past twelve months?

risen:

Sharply

Moderately

Slightly

Fallen

Remained steady

9. What about the next twelve months?

Do you expect prices to rise, fall or remain

steady?

Rise:

Sharply

To the same extent

Less sharply

Fall

Remain steady

10. What do you think will happen to unemployment

in Belgium over the next twelve months?

Do you believe that it will rise, fall or remain

steady?

Rise:

Slightly

Sharply

Fall:

Slightly

Sharply

Remain steady

11. As regards furniture, a washing machine, television and other durables, do you think that
now is a good or bad time for people to make such a major purchase, or neither good nor bad?
Good

Not good but not bad either

Bad

12. Do you expect to buy a car within the next two years?

Yes, possibly

Yes, definitely

Probably not

Definitely not

13. And do you think that you will be buying a house or having one built within the next two
years?

Yes, possibly

Definitely

Probably not

Definitely not

14. Do you plan to spend a substantial amount on maintaining or improving your home over the
next twelve months? Examples might be major redecoration, heating or plumbing work, a new
kitchen, conversion, insulation, etc.

Yes, possibly

Definitely

Probably not

Definitely not

15. As regards major purchases such as furniture, a washing machine, a television or other
durables, do you think that over the next twelve months your household will be spending more,
less or the same on such durable goods as over the past twelve months?

A bit more

Much more

A bit less

Much less

The same

16. Here is a question about the financial situation of your household. Would you say that your
financial situation has got better or worse or remained unchanged over the past twelve months?
Much better

Slightly better

Much worse
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Slightly worse

Remained unchanged

17. And what about your financial situation at the moment? Is your household in a financial
situation where you are short of money, or have money to spare, or can just get by?
Getting into debt

Using savings

Plenty over, saving

Saving a bit

Just getting by

18. What do you expect to happen to the financial situation of your household? Over the next
twelve months, will it get better or worse or remain unchanged?

Slightly better

Much better

Slightly worse

Much worse

Unchanged

19. Do you think that you will be able to put any money by, i.e. save, over the next twelve
months?

Yes, possibly

Definitely

Probably not

Definitely not

20. If you look at the general economic situation, do you think it makes sense to save?
Yes, possibly

Definitely

Probably not

Definitely not

21. For a survey such as this we need to be able to place people in broad income groups. May |
therefore ask you to class yourself in one of the following income groups (= total net household
income per month in EUR)?

Under EUR 1,000 per month

Between EUR 1,000 and 2,500 per month

Between EUR 2,500 and 4,000 per

Month

Over EUR 4,000 per month

22. And finally, what is the highest standard of education that you attained?

Elementary school

Lower intermediate

Higher intermediate

Higher non-university education

university

End of questionnaire.

APO COSSUMER SURVEY

Copyright Logotron Ltd 2007

9) Epomuatordylo kavomoinong melotwv oe tpdmelo oty
AyyMa

Customer Focus Self Assessment Questionnaire

This self-assessment questionnaire is desighed to be used in preparation for
work developing team and service awareness of their customer focus.

(3. Are you able to tell whether your services are reaching their target group?
Would you be able to tell if any priority customers are failing to get a service?
1 some way to go 3 doing well

2 acceptable 4 not applicable

(4. Do you monitor service use for equal opportunities purposes to ensure a
fair and consistent service is received by all your customers?

1 some way to go 3 doing well
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2 acceptable 4 not applicable

(5. Are you confident that staff structures reflect the needs of customers?
1 some way to go 3 doing well

2 acceptable 4 not applicable

(6. Are services being designed in conjunction with key partners to ensure
joined up or ‘seamless’ delivery to customers?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(2. Is it clear who the service or services are targeted at?

1 some way to go 3 doing well

2 acceptable 4 not applicable

Focussed Services (1. Is the key purpose of the service or services clearly
defined?

1 some way to go 3 doing well

2 acceptable 4 not applicable

Copyright Logotron Ltd 2007

Where more than one organisation or part of the Council delivers to the same
group of users: (7. Are services being designed in conjunction with key
partners to ensure joined up or ‘seamless’ delivery to customers?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(8. Has the customer journey been mapped and services changed to ensure
that they are customer focussed?

1 some way to go 3 doing well

2 acceptable 4 not applicable

Clear standards

(10. Are clear and relevant service standards in place?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(11. Is performance monitored against agreed standards in order to make
improvements?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(12. Is performance benchmarked with other organisations and services?
1 some way to go 3 doing well

2 acceptable 4 not applicable

(9. Can you demonstrate that your service provides value for money?

1 some way to go 3 doing well

2 acceptable 4 not applicable

Copyright Logotron Ltd 2007

(14. Is customer feedback gathered and used to make direct service
improvements?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(15. Are employees given the opportunity to make suggestions for service
improvements?

1 some way to go 3 doing well

2 acceptable 4 not applicable

Communication

(16. Are service standards and complaints procedures communicated to
customers?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(17. Are your communications in plain English?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(18. Are all your customer-facing communications available in other
languages?
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1 some way to go 3 doing well

2 acceptable 4 not applicable

Engagement

(13. Are customers involved in the planning of new services?

1 some way to go 3 doing well

2 acceptable 4 not applicable

Copyright Logotron Ltd 2007

Responsiveness to customer needs

(19. Are new ways of providing your services being investigated in order to
better meet the needs of your customers?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(20. Has the learning and development required to ensure continuous
improvement in ycustomer service been identified?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(21. Do you have any (ICT based) processes in place that enable customer to
self-serve?

1 some way to go 3 doing well

2 acceptable 4 not applicable

(22. Do customers advocate the service?

1 some way to go 3 doing well

2 acceptable 4 not applicable

APO CUSTOMER FOCUS

Copyright Logotron Ltd 2007

Q3. When did you last phone us?

In the last month In the last 3 months In the last 6 months More than 6 months ago
Q2. How satisfied are you with:

Very

Satisfied

Satisfied Dissatisfied Very

Dissatisfied

No

Experience

The time taken by members of staff to answer the telephone?
The way in which staff members answer your call?

The clearness of the staff member's voice?

The ease of reaching the person you need to speak with?
How quickly your enquiry was understood and responded to?

CCuusstioomecrr Staatiiis=flascctiiioon
Souurrvvecy

Q1. How satisfied are you with the way we:
Very

Satisfied

Satisfied Dissatisfied Very

Dissatisfied

No

Experience

Handle your account efficiently, without mistakes?

Apologise for any mistakes?

Explain charges clearly?

Please tick a box on each line to show how you feel about the different areas of our
service.

Q4. How satisfied are you with:
Very
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Satisfied

Satisfied Dissatisfied Very
Dissatisfied

No

Experience

The time taken by us to respond to your letters?

How easy our letters are to understand?

How clearly our letters answer your enquiry?

Copyright Logotron Ltd 2007

Please answer the following questions about the branch you visit most often.

Q7. How satisfied are you that we have staff who are:
Very

Satisfied

Satisfied Dissatisfied Very

Dissatisfied

No

Experience

Knowledgeable about the services we offer?
Able to give good advice?

Able to give you 100% of their attention?
Pleased to be assisting you?

Smart and professional?

Q8. How satisfied are you with:

Very

Satisfied

Satisfied Dissatisfied Very

Dissatisfied

No

Experience

The level of privacy we offer in the branch?

The cleanliness of the branch?

How your enquiries are passed between staff?

How often you have to queue?

How long you have to queue?

Our efforts to reduce queuing time?

How quickly our cashiers carry out your instructions?
Q6. If you have complained, please tell us how satisfied you were with:
Vel

Satir};fied

Satisfied Dissatisfied Very

Dissatisfied
N/A

The way your complaint was handled

The person who sorted out your complaint

The time taken to sort out your complaint

The follow-up contact you received

Q5. Have you experienced any of the following issues in the last six months? If
not, go to Q7.

Happened Complained about

A mistake on your account

Instructions not carried out

Your name or address misspelt on letters

A mistake with a standing order or direct debit

A disagreement about charges

Unhelpful staff

Other reason to complain (Please give reason below):
Copyright Logotron Ltd 2007

Q11. How likely are you to:

Very Likely Likely Unlikely Very Unlikely

Recommend this bank to a friend or relative?

Remain a customer of this bank?

Buy another product or service from this bank?
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Q12. Have you actually recommended BankX to a friend or relative?
Yes No

Q10. When were you last in the branch?

In the last month In the last 3 months In the last 6 months More than 6 months ago
Q15. What one aspect of service could the branch you visit most often
improve?

Thank you for taking the time to fill in this survey.

Please return it in the enclosed envelope to: BankX, PO Box 56, London
Q13. Overall, how satisfied are you with the service you receive?

Very Satisfied Satisfied Dissatisfied Very Dissatisfied

Q14. Over the last year, has our service:

Got Better Stayed the Same Got Worse

Q9. How satisfied are you with this branch's cash machines:
Very Satisfied Satisfied Dissatisfied Very

Dissatisfied

No Experience

Being open?
Being clean and tidy?
Providing readable printouts?

APO CUSTOMER SATISFFFACTION

Copyright Logotron Ltd 2007

10) Epotuotoldylo tkavomoinong mteAatdv mov eotidleton
GTNV €IKOVA amd TO VTOKATAGTILOTO TNG TPAmE O

How often do you visit your preferred branch? (i.e. go into the branch, and not
just use the external cash point machine).

™ [ 'More than once a day [ [ Toncea day ™ [ 72-3timesa
week [ | lonce a week

[ |Once a fortnight ™ [ "once amonth [ Rarely
| [ Never

Customer Service Monitoring
All of your answers should relate to your personal dealings with the bank,
rather than any

dealings you may have had for business purposes.
As far as you know, what are the weekday opening hours of this branch?

™ [ 18.30am-4.30 pm ™ [ 79.00 am -4.30 pm
™ [ "830am-5.00 pm ™ [ "9.00am-5.00 pm

™ [ 18.30am-5.30 pm ™ [ 9.00am-5.30 pm
How acceptable do you find these weekday opening hours?

M Very acceptable o Fairly acceptable o Not very

acceptable T Not at all acceptable

At what time of day do you normally visit this branch on a weekday? (Again, we mean
actually go into the branch for service, not just to

use the cash machine.)
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™ [ "'Before 9.00 am ™ [ 7112.00 noon to 2.00 pm | 430 pm
to 5.30 pm

[ [ 119.00 am to 10.00 am ™ [ 12.00 pmto3.30 pm ™ [ ‘ona
weekday, but not at any specific time

[ [ 1110.00 am to 12 noon [ [ 13.30 pm to 4.30 pm

[ Normally on a Saturday
Please write in the sort code for your branch here.
(The code appears on all of your cheques as a six digit number e.g. 68-06-08).
Please write the address of the branch, where your account is held,
in the space below. Does the branch you visit most often have an external cash
point machine?

I lYes [ No

If you visit another branch more often than your own account branch (as
named in Question 1 above) please can you write the address of your preferred
branch here? (If you are unsure of the exact address, then give the street and town).

APO CUSTOMER SERVICE

Copyright Logotron Ltd 2007
Please answer the following questions about teamwork as honestly as
possible.
Strongly
Disagree
Somewhat
Disagree
Undecided Somewhat
Agree
Strongly
Agree
In my department, teamwork is encouraged.
o I [ [ [
Team members are held accountable for the decisions they make.
o [ . [
Work assignments are distributed fairly.
r o I Tngp O o I© o I I
Sufficient effort is made to get the opinions and thoughts of all people who work here.
o [ l_
There is good alignment between my department and others with whom | need to
coordinate. o o o o I
My department knows enough about what other departments are doing.
o [ I l_
Overall, how satisfied are you with the spirit of teamwork within [Company].
o I B
How satisfied are you with the quality of the customer service provided by
your department?
Iy

Extremely satisfied

™ | [ satisfied ™ | [ Undecided ™ | Dissatisfied .

Extremely dissatisfied
Please answer the following questions about Customer Service as honestly
as possible.
Strongly
Disagree
Somewhat
Disagree
Undecided Somewhat
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Agree

Strongly

Agree

My department listens attentively to identify and understand customer concerns.
o [ I [

My department responds promptly to customer requests, despite a busy workload.

o 0 [ [ [ [

My department consistently provides courteous service even when the customer is

unreasonable. [ [ I [ [

Department Customer Survey
Introduction text
Thank you for completing this survey.

APO DEPARTEMENT

Copyright Logotron Ltd 2007

Q1. How did you contact our customer service?

Email Fax Telephone Web In person

Other

Q2. If you called on the phone, how quickly did you get through?
Immediately Under 30 seconds About 1 minute 2-5 minutes

More than 5 minutes | left a message Does not apply

Customer Service Questionnaire

Q5. Overall, how satisfied are you with the customer service you received?
Very satisfied Satisfied No opinion Dissatisfied Very dissatisfied

Q6. Was your customer service representative:
Yes No No opinion

Quick

Courteous

Professional

Knowledgeable

Respectful

Patient

Helpful

Q3. If you contacted customer service by Fax or Email, how long did it take to get a
response?

Under 2 hours 2-6 hours 6-12 hours 1 business day

More than 1 business day They never replied Does not apply

Q4. What was your reason for contacting our customer service?
Not satisfied with a product Did not receive a product

Unable to order product / service Problem with website

Needed more product information Query about invoice

Other

Copyright Logotron Ltd 2007

Q8. Do you have any suggestions that would help us improve our customer service?

Q7. In thinking about your customer service representative, did they:
Yes No No opinion

Have the right information?

Quickly understand your questions?

Provide clear answers?

Solve the problem?

Appear well organised?
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Thank you for taking the time to complete this questionnaire.

CUSTOMER

11) Epomnuoatoldylo yio v uETpnon iKavomoinong

Section B3
September, 1999 B3.1

QUESTIONNAIRE C

Personal questionnaire to be completed and signed by the prospective
executives and employees (directors, partners, managers, consultants)
of an established or proposed International Financial Services Company
(“IFC”)

This questionnaire must also be completed by the beneficial shareholders or
partners of an applicant who has completed "Questionnaire A", where the said
beneficial shareholders or partners are natural persons

(Please submit this questionnaire to the International Banking and Financial
Services Supervision Department of the Central Bank of Cyprus)

Name of IFC in connection with which this form is being completed:

A. PERSONAL DETAILS

1. Individual's full name:

2. Date and place of birth:

3. Nationality:

4. Residential address:

5(a) Educational qualifications with dates:

(b) Other relevant professional qualifications:

(c) Training and experience in financial services:

September, 1999 B3.2

6. Please provide details of current memberships of relevant professional
bodies, the year of admission and their address.

(As regards 5 and 6 above, copies of the relevant certificates should be
attached)

7. Please state in what capacity you are completing this questionnaire ie as a
director, chief executive, senior manager, manager or any combination of
these. Please also describe the specific duties and responsibilities that you
will assume. If you are completing this form in the capacity of a director,
please indicate whether you will assume executive responsibilities for the
management of the IFC's business or whether your appointment is of a non-
executive nature.

8. Please describe your experience in relation to investment business.
September, 1999 B3.3

B. EMPLOYMENT HISTORY

Please provide details of your employment history (last 10 years, most recent
first)

(i) (&) Name of employer:

(b) Full postal address of employer:

(c) Facsimile number of employer:

(d) Contact person:
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(e) Nature of employer's business:

(f) Period of employment: (please give dates) : From:

To:

(g9) Reason for leaving:

(h) Position held and responsibilities:

(ii) (a) Name of employer:

(b) Full postal address of employer:

(c) Facsimile number of employer:

(d) Contact person:

(e) Nature of employer's business:

(f) Period of employment: (please give dates) : From:

To:

(g9) Reason for leaving:

(h) Position held and responsibilities:

September, 1999 B3.4

(iii) (a) Name of employer:

(b) Full postal address of employer:

(c) Facsimile number of employer:

(d) Contact person:

(e) Nature of employer's business:

(f) Period of employment (please give dates) : From:

To:

(9) Reason for leaving:

(h) Position held and responsibilities:

(iv) (a) Name of employer:

(b) Full postal address of employer:

(c) Facsimile number of employer:

(d) Contact person:

(e) Nature of employer's business:

(f) Period of employment (please give dates) : From:

To:

(g) Reason for leaving:

(h) Position held and responsibilities:

Note: If the space provided is insufficient, please attach a separate sheet of paper.
September, 1999 B3.5

C. REPUTATION AND CHARACTER

Please answer the following questions, giving full particulars, on a separate
sheet of paper in case where a question is answered in the affirmative.

1. Have you ever been convicted of any offence (other than minor motoring
offences) in any country?

YES NO

2. Are you the subject of criminal or civil proceedings not yet determined, in
any country?

YES NO

3. Have any legal proceedings been brought against you in any country in
relation to the provision of financial services?

YES NO

4. Have you ever been the subject of an investigation into allegations of
misconduct or malpractice in any country in connection with the provision of
financial services?
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YES NO

5. Have you (or any institution with which you have been connected in its
management or conduct of affairs) been censured, disciplined, warned as to
future conduct or publicly criticised or made the subject of a court order at the
instigation of any governmental or regulatory authority or any professional
body to which you belong or belonged?

YES NO

6. Have you at any time in the previous ten years, in any country, been
refused or had revoked any licence or authorisation to carry on banking,
insurance business, broking, fund management or any other financial
services?

YES NO

September, 1999 B3.6

7. Have you at any time, in the previous ten years, been refused or had
revoked membership of any professional body or association or of any stock
exchange in any country?

YES NO

8. Have you resigned from such body or organisation or association (as in 7
above) at any time during the previous ten years or decided after making your
application, not to proceed with it?

YES NO

9. Have you ever been disqualified under the laws of any country from acting
as a director of a company or from acting in the management or conduct of
the affairs of any company, partnership or unincorporated association?

YES NO

10. Have you been dismissed or requested to resign from any office or
employment, removed from any fiduciary office or position of trust, subject to
disciplinary proceedings by your employers or barred from entry to any
profession or occupation?

YES NO

11. Has any body corporate, partnership or unincorporated institution with
which you are or have been associated as a director, partner, officer,
manager or shareholder been put into compulsory liquidation, had a receiver
or administrator appointed or entered into any arrangements with its creditors
or been convicted of any criminal offence?

YES NO

12. Have you failed to satisfy any debt adjudged due and payable by you as a
judgment debtor under an order of a court of any country or made any
compromise arrangement with your creditors within the last ten years?

YES NO

September, 1999 B3.7

13. Have you, at any time in the previous ten years, been declared bankrupt
or had your estate sequestered or are you currently the subject of bankruptcy
proceedings for the sequestration of your estate or are you aware of any such
proceedings pending?

YES NO

D. OTHER INFORMATION

Other information which the applicant may wish to disclose in relation to the
application:

September, 1999 B3.8
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E. SOURCES OF INFORMATION

Please note that the Central Bank of Cyprus shall be approaching all ex
employers listed under

B above. In addition you are requested to provide other sources of information
(at least three)

such as business associates, banks, regulatory authorities, etc., which may
be approached directly by the Central Bank of Cyprus, for the purpose of
obtaining appropriate references.

Full particulars including name, address and facsimile number of the above
sources as well as a contact name should be provided below.

For the above purpose, please sign and return to the International Banking
and Financial Services Supervision Department of the Central Bank of Cyprus
the attached Declaration"/"Letter of Authorisation" which will enable the
Central Bank of Cyprus to obtain and/or exchange information from third
parties.

(a) Source of reference:

Relationship with applicant:

Contact name:

(if the source of reference is a company)

Occupation:

(if the source of reference is a natural person)

Full postal address:

Facsimile No:

(b) Source of reference
Relationship with applicant:
Contact name:

(if the source of reference is a company)
Occupation:

(if the source of reference is a natural person)
Full postal address:
Facsimile No:

September, 1999 B3.9

(c) Source of reference:
Relationship with applicant:
Contact name:

(if the source of reference

is a company)

Occupation:

(if the source of reference

is a natural person)

Full postal address:
Facsimile No:

(d) Source of reference
Relationship with applicant:
Contact name:

(if the source of reference

is a company)

Occupation:

(if the source of reference
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is a natural person)
Full postal address:

Facsimile No:
Note: If the space provided is insufficient, please attach a separate sheet of paper.

September, 1999 B3.10
Declaration/Letter of Authorisation
A. This declaration must be signed by the individual to be employed by

(Please insert name of IFC)
| declare that the information supplied in this questionnaire is complete and
correct. | also agree to provide the Central Bank of Cyprus with any
supplementary information and/or clarifications, it may require, in connection
with the completion of this questionnaire. | hereby irrevocably authorise the
Central Bank of Cyprus as well as its officers or employees to obtain and/or
exchange information, as deemed necessary by them, with any third party
such as banks, my present and past employers, foreign banking or financial
supervisory authorities etc, to determine my fitness in providing financial
services to the public.
SIgnAature .....ccceeeeeeeeeeeeeeceeeeeeeeee,
Date ..o
B. This declaration must be completed by the International Financial Services
Company which intends to employ the above individual.
We intend to employ MI/MIS .....ooiiiiiiiccceeceeeeeeee e
(Full name) as a Director/Partner/Manager/Consultant/Other *
We believe that, on the basis of due and diligent enquiry, he/she is a fit and
proper person to be employed in the financial services industry.
Forand on behalf Of ...
(Name of International Financial Services Company)
AULhOriSed SIGNALUIE ........ueeviiiiiiiiieeeee e
(Full name and title)
Date: ...

e Please delete as appropriate

ISFR QUESTIONNAIRE

12) Epotuatordyto yio Ty HETPNOT KOVOTOinomg
RECLAIM YOUR BANK CHARGES QUESTIONNAIRE

Thank you for your interest in our service and downloading our questionnaire. We
have designed it to be as simple and straightforward as possible to complete.
However, please do not hesitate to contact us should you have any questions at all.
On the next few pages, we ask you to provide some details about yourself and the
overdraft charges levied on your bank account.

This will help us to analyse your case and decide whether or not there are sufficient
grounds to challenge the charges with the intention of having them refunded to you.
Please try to fill in all the boxes if you can. Also, it would be most helpful if you could
write as clearly as possible, using a black pen. If you need extra space when
answering a question, please use

Section 6.
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All the information you give us is treated in the strictest confidence and will only be
used to further your case. We never pass on any information to third parties or use it
to try to sell you products or services. We are a dispute resolution and mediation
company only — we are not engaged in any other business.

If you received a positive result to the “Quick Test” on our website, then the additional
information we ask you to provide in this questionnaire will give us the best chance to
prove that your bank acted unlawfully in levying charges on your account. If we are
successful, then your bank will have a legal duty to refund all your charges, plus
interest.

If you did not take our website’s “Quick Test” then don’t worry. Just complete this
guestionnaire and send it to us. We will let you know straightaway whether you have
a good case for claiming redress.

Once you have completed this questionnaire, please send it to us at the following
address: Investor Mediation Services Limited

144 Imperial Court

Exchange Street East

Liverpool

L2 3AB

A final note: if you have anti-virus software or an automatic "junk" mail facility on your
PC then please ensure it is set to accept emails from us. We correspond as much as
possible by email to quicken the process and will acknowledge safe receipt of this
guestionnaire by this method.

Investor Mediation Services Limited

Email: enquiries@investormediationservices.co.uk

Tel: 0151 256 6722

Fax: 0151 236 5501

Investor Mediation Services Limited is regulated by the Department for Constitutional
Affairs in respect of regulated claims management activities. Our registration is
recorded on the DCA's website at: www.claimsregulation.gov.uk. Registration
Number CRM 4368.

In order to safeguard your personal data, we are registered with the Government's
Information Commissioner in accordance with the Data Protection Act 1998.
Registration Number: 29926724.

Copyright © Investor Mediation Services Limited. All rights reserved.

Part A: Confidential Questionnaire
1. Personal Details

Your name:

Your address:

Post code:

Your date of birth (dd/mm/yyyy):
Your National Insurance Number: (leave
blank if not known)

If your account is in joint names:

Second account holder's name:

Second account holder's National Insurance No.: (leave
blank if not known)
Your email address:

(We correspond by email as much as possible to save you time and money. Please
print clearly)
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Contact phone no.: (include area
dialling code)

(Only used in exceptional circumstances. All communication will be via email/letter)
Where did you find out about us?

If by leaflet/poster, please quote the reference on the bottom
line:
If from an existing client, please quote their name and client reference:

2. About your bank account
Write your bank account number here:

(try to make sure you do not confuse it with any other account number)
Account name:

Sort code:

What is the name of your bank:

What is the bank's address:

How many years have you been a customer of this bank:

3. About the reasons for the charges

Your answers to the following questions will guide us when analysing your case.
Question

Number

Question Yes No

1. Did you suffer default charges as a result of not arranging an overdratft facility in
advance?

2. Did you suffer default charges as a result of exceeding your agreed overdraft limit?
3. Did you suffer default charges as a result of not having sufficient

funds in your account to cover direct debits and/or standing orders?

4. When exceeding your overdraft limit or becoming overdrawn, was it usually by a
high amount?

5. Did you frequently exceed your overdraft limit or become overdrawn?

6. Did your bank inform you that it would be applying default charges to your account
prior to doing so?

Copyright © Investor Mediation Services Limited. All rights reserved.

4. Previous complaints

Have you ever made a complaint about overdraft charges: Yes: No:

If ‘Yes’ do you have copies of your original complaint

letter and the firm’s final decision letter: Yes: No:

If ‘Yes’ to both questions, please copy this correspondence for us and send it with
this completed questionnaire.

5. Amount of charges

How much have you paid in bank charges (max 6 years): £
Is this figure: exact approximate:

Over how many years have you paid these charges: 123456
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(please ring the most appropriate number of years)
6. Please use this space for any other comments you would like to make:
Copyright © Investor Mediation Services Limited. All rights reserved.

Part B: Appointing us as your representative

Finally, we just need you to sign the Letter of Authority overleaf.

This assigns us as your representative, thus giving us authority to bring a complaint
on your behalf, to argue your case, negotiate appropriate settlement and obtain any
document from your bank to both assist your claim and confirm the accuracy of any
redress offer. It is also your agreement to our Terms of Business (as outlined on the
last page). We cannot act for you without this authority.

Charging Plans (please retain this page for your records):

We have two alternative Charging Plans for our Private Clients to choose between.
Please indicate on the "Letter of Authority” which one you prefer. If no indication is
given, we will assume Standard Terms are to apply.

1. Standard Terms:

This is a guaranteed “no win, no fee” service.

If, after analysing this completed questionnaire, we do not consider there is a decent
chance of success, we will tell you so and make no charge for this analysis service.
If we take your case on and win a refund of your charges, our fee will be payable. It
will be 17.5% (plus VAT on our fee) of the refund plus interest. (Please note, our fee
is subject to a £100 plus VAT minimum.)

If we do not win a refund of your bank charges, there will be absolutely no charge for
our services.

2. Optional Terms:

If you prefer the fee structure of the Consumers’ Association then we will be happy to
accommodate you.

Firstly, there will be an initial case analysis fee of £25 plus VAT (total £29.37). A
cheque should be included with this completed questionnaire and made payable to
"Investor Mediation Services Ltd".

Secondly, if we take your case on and win a refund of your charges, a further fee will
be payable. It will be 15% (plus VAT on our fee) of the refund plus interest. (Please
note, our fee is subject to a £100 plus VAT minimum.)

If we do not win a refund of your charges, the second fee will not apply.

(VAT rates are those currently in force, but may change in the future. Examples of how our
fees are calculated are available on our website. Click on "Our Fees" from the Home page.)
Copyright © Investor Mediation Services Limited. All rights reserved.

Letter of Authority

To whom it may concern:

I/We, the undersigned, authorise Investor Mediation Services Ltd to act on my/our behalf in
the matter of my/our complaint concerning unauthorised overdraft default charges. This Letter
of Authority will endure until cancelled by me/us.

This authorisation extends to my bank only and includes your agents, representatives,
servants, employees and all associates of your firm and its predecessors, if appropriate.

I/We confirm that any correspondence in connection with this matter should be between you
and Investor Mediation Services Ltd.

I/We also grant authority to Investor Mediation Services Ltd to request and receive any
document or information relevant to this matter that I/we would be entitled to request and
receive in law.

We give Investor Mediation Services Ltd authority to refer my/our case to the Financial
Ombudsman Service or the Small Claims Court, if it believes this to be appropriate.

I/We confirm that all information given to Investor Mediation Services Ltd is full and accurate
to the best of my/our knowledge and belief and that I/we agree to its Terms of Business. With
regard to fees, l/we have chosen:

Standard Terms OR Optional Terms

Account holder 1 Account holder 2 (if appropriate)
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Signed: Signed:

Date: Date:
Name: Name:
Address: Address:
Post Code: Post Code:

Bank account no.:
Sort Code:
Copyright © Investor Mediation Services Limited. All rights reserved.

Part C: Terms of Business

Please retain this page for your records

We/Us/Our = Investor Mediation Services Limited of 144 Imperial Court, Exchange Street East,
Liverpool, L2 3AB.

You/Your = The person or persons that engages us to act in the matter of unauthorised overdraft default
charges.

Our Service Commitments to You:

1. We will analyse the information you provide in order to determine whether or not you have a case for
reclaiming the unauthorised overdraft default charges levied on your bank account.

2. If we undertake to act on your behalf, we will exercise our expertise at all times in your best interests.
3. We will keep you fully informed of events as your case progresses.

4. If we need additional information from you, we will ask for it promptly in order that your case is not
unnecessarily delayed.

5. Most communications will be in writing via email in order to progress matters as quickly as possible.
All other communications will normally be by first-class post.

6. All email communications will be virus scanned before issue for your protection.

7. We will endeavour to keep the process as simple and easy to understand for you as possible. All
communications will be in plain English.

8. We will comply with all requirements of the Date Protection Act 1998. In particular, we will not pass
any of your personal data to third parties (except in strict furtherance of your case) and we will not use it
to offer or sell you other products or services. We are registered with the Information Commissioner.

9. We will immediately return our initial fee to you, uncashed, if we do not consider your case is likely to
be successful.

10. We will not invoice you for any fees if your case is unsuccessful.

11. You have the right to cancel this agreement at any time within 14 days of signing our "Letter of
Authority". Any initial fee you have paid will be immediately refunded to you.

12. We have a complaints process that accords with rules laid down by our regulator, the Department
for Constitutional Affairs, should you be dissatisfied in any way with our service. A copy of our
complaints process is available upon request or can be downloaded from the "About Us" page on our
website: www.investormediationservices.co.uk/iccomplaintsprocess.

13. If you were referred to us by an existing client through our Referral Scheme, our existing client will
be entitled to a referral fee from us. This will be paid only if we accept your case and win redress for
you. The referral fee is 10% of our fee. It is paid from our fee and will not be charged to you.

Your Commitments to Us:

1. If we take your case on and it is successful you agree to pay our invoice, if a refund of charges is
awarded.

2. To reply promptly to any request for information that we may require in furtherance of your case. Such
information is to be accurate to the best of your knowledge and belief. If you do not respond to our
communications for more than one

calendar month, we reserve the right to end this agreement when the terms in clause 3 below will apply
with regard to the covering of costs incurred up to the date of cessation.

3. Should you wish to cancel this agreement, you agree to let us know by writing to us. In order to cover
our costs, either (a) if your case is, in our professional opinion, likely to be won in the near term then we
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reserve the right to continue with it until conclusion; or (b) in all other cases we reserve the right to
invoice you for a maximum of £100 plus VAT.
4. Signing the "Letter of Authority" form is your agreement to these Terms of Business..

IC BANKING

In pursue of supporting international commitment on combating the crime of money
laundering and terrorist financing, BNI has and consistently implements policy
concerning Know Your Customer Principles and Anti Money Laundering, which includes:
1. Guidelines for implementation of Know Your Customer Principles

2. Procedures for customer acceptance

3. Guidelines for conducting business relation with high risk customer, high risk business,
and customer from high risk countries

4. Procedures for customer identification and verification

5. Procedures for recording and documentation customer’s data/information

6. Procedures for up-dating customer data/information

7. Procedures for monitoring of customer’s accounts and transactions

8. Process of identifying suspicious transaction and cash transaction

9. Procedures for reporting cash transaction and suspicious transaction

10. Procedures for opening customer’s information

11. Procedures for Freezing Customer’s Account

12. Anti-Tipping Off Policy

13. Training and Development

14. Assessment / audit of implementation KYC Principles and Anti-Money Laundering
Program In order to comply with article 4, 5, 6, and 7 Bank Indonesia Regulation No.
3/10/PBI/2001 concerning the Implementation of Know You Customer Principles as
amended by PBI No.3/23/PBI/2001 and PBI No. 5/21/PBI/2003 we kindly require all
Correspondent Banks to fill up the KYC and AML questionnaire below.

Know Your Customer (KYC) & Anti-Money Laundering (AML) Questionnaire
1. Does your bank have a “physical presence” at the address to which we are sending the KYC
Questionnaire? (Physical Presence means that your bank maintains a place of business that is
located at a fixed address (other than solely an electronic address) in a country in which it

is authorized or licensed by such country to conduct banking activities and, at which location it
employs one or more individuals on a full-time basis and maintains operating records related to its
banking activities; and is subject to inspection by banking authority that authorized or licensed it
to conduct banking activities)

Yes No

2. Is your country considers money laundering as a crime in? Yes No

3. Does your bank comply with all rules and regulations relating to AML & KYC of your home
country?

Yes No

4. Please state the name of the AML supervisory authority

5. Has your institution appointed a person responsible for AML & KYC arrangements?

If YES, please provide name and contact details:

Yes No

6. Does your bank have written AML/KYC policies and procedures?

If YES, please confirm whether your AML/KYC policies and procedures have addressed the
following issues:

Yes No

a) Identify the true identity of customer and beneficial owner of funds Yes No

b) Staff training in terms of AML Yes No

¢) Procedures for reporting of suspicious transaction Yes No

d) Audit and compliance review function to test the adequacy of antimoney laundering procedures
and policy.

Yes No

7. Does your AML/KYC policies and procedures allow to:

a) Provide financial services to Entities that meet the general definition of a “shell bank”? (A “shell
bank” is generally defined as an entity that does not maintain a physical presence)
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Yes No

b) Provide financial services to Bank operating under an offshore banking license?

Yes No

¢) Provide financial services to Senior political figures (past and present)

Yes No

d) Open or maintain anonymous accounts? Yes No

8. Have you employed a customer identification program that is designed to obtain and verify
information regarding your customers true identity, source of wealth, economic activity, and the
nature of anticipated transactional activity?

If YES, please describe.

Yes No

9. Does your country identification program require that enhanced due diligence be conducted
regarding certain customer that may present a heightened level of money laundering and terrorist
risk to your institution, such as international private banking and correspondent banking
customers or customers posing a high risk of money laundering and/or terrorist financing?

Yes No

10. Have you employed a monitoring system that designed to facilitate the identification of
suspicious transactional activity? If YES, please describe.

Yes No

11 Do you provide anti-money laundering and anti-terrorist financing training on a periodic basis
to those employees who work directly with your customers and to those employees who work in
other areas or jurisdiction that may be exposed to money laundering and terrorist financing?
Yes No

12. Have you implemented an independent testing program that designed to assess your
institution’s compliance with international anti-money laundering and anti-terrorist financing
policies and procedures and relevant laws regulations? If YES, please describe.

Yes No

13. Please indicate whether your anti-money laundering and anti-terrorist financing program is
applicable to all agencies, branches, and subsidiaries of your financial group on a global basis.
Yes No

Signature: Completed by:

Position: Date:

Name of Institution:

Address of Institution:

E-mail Address:

Kuc
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Client Satisfaction Questionnaire
Your Bank’s Name

We are constantly working to improve the service we give our customers. Please give
us your feedback.

Please rate us on the following characteristics by circling HIGHER numbers for
BETTER scores and LOWER numbers for WEAKER scores. Circle your choices.

How do we score? How
important is this to you?
SERVICE 6 5 4 32 1 6 5 4 3 2 1
1. Courtesy of our employees 6 5 4 3 2 1 6 5 4 3 21
2. Speed of our service 6 5 4 3 2 1 6 5 4 3 2 1
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3. Errors corrected promptly 6
4. Professionalism of our employees 6
5. Hours of operation
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LOCATIONS 6
6. Convenience of branches 6
7. Privacy in branches 6
8. Convenience of ATMs 6
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10. Parking 6
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PRODUCTS & SERVICES 6
11. Checking services 6
12. Fees & service charges 6
13. Savings/CD services 6
14. Investment services 6
15. Loan services 6
16. Telephone banking 6
17. PC banking 6
18. Account statements 6
19. Rates on loans 6
20. Rates on savings 6
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OVERALL SATISFACTION
21. What is your overall satisfaction 6 54 321

YOUR COMMENTS

Client Satisfaction Survey

Your Bank’s Name

Please circle your answers to these questions

22. Would you recommend us to a friend?
Certainly  Probably = Maybe  Unlikely No

23. Will you consider us for you next loan?
Yes Probably = Maybe  Unlikely No

24. Will you consider us for your next new deposit account?
Yes Probably = Maybe  Unlikely No

25. Will you consider us for your next investment service?
Yes Probably = Maybe  Unlikely No

26. How does our service compare with other financial companies you use?
Much Better Better Same Worse

27. How does our service compare with other companies, in general?
Much Better Better Same Worse

Other Questions
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Please put your questions in here...number them beginning with 28.

TELL US ABOUT YOURSELF (circle your answer)
1. What is your age?

Under 24 24-34  35-44  45-54 55-64 65-74 75+
2. What is your annual family income (000s)?

Under $20  $20-$39  $40-$59  $60-$79  $80-$99  $100+
3. What are your total investment balances (000s)?

Under $5 $5-$9 $10-$19  $20-$49  $50-$99  §$100+
4. Do you have a personal loan with us?

Yes No
5. My accounts are primarily:
Personal Business

6. My Branch Location:

(note: bank user defined code here)

MSWORD QUESTIONNARIE

14) EpomuatoAdylo £pevvag IKavomoinong

Please answer the following questions, indicating “not applicable” or “none” when
appropriate. Signed supporting statements may be attached when the space provided is
inadequate. The completing executive officer must certify the validity of the answers by

completing the certification form at the end of the document.

1. List all extensions of credit and corresponding balances which, since the previous
examination, have been renewed or have had their due dates extended: (a) Without
full collection of interest thereon; (b) by acceptance of separate notes in payment of
interest; or (c) by capitalization of interest to the balance of the note. Consumer
credit/installment loans may be aggregated by number and total volume. For all
listed loans, state which of (a), (b) or (c) applies.

2. List all extensions of credit secured by stock of other financial institutions or financial
institution holding companies, where the total of all shares held as collateral
represents five percent or more of the entity’s outstanding shares. List:

« the name and location of the entity
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- the name of the stockholder and borrower
- the number of shares held as collateral

- the certificate numbers

- the original amount

« the current balance

- the origination date

- the maturity date, and

- the interest rate

3. List all extensions of credit for the accommodation or direct benefit of persons or
entities other than those whose names appear either on the note or on other related
credit instruments. Only include extensions of credit made since the previous
examination. Indicate if any executive officer, principal shareholder, director, or
their related interest (as per Federal Reserve Board Regulation O) is or has been

involved. Ofﬁcer’s Questionnaire Release Date: (1/03) 2 Texas Department of Banking
4. List all extensions of credit to officers, directors, and their related interests of other
financial institutions or holding companies. Provide the following information for each
listing:
+ Name and title of director, officer, or related interest
+ Name and location of financial institution or holding company
« Original amount
« Original date
« Current balance
+ Maturity date
- Interest rate
« Security
- Purpose
Exclude the following loans from the list:
« Loans used to finance the education of the individual’s children
« Loans used for the purchase, construction, maintenance, or improvement of the
individual’s primary residence
« Loans aggregating $50,000 or less to one individual, regardless of purpose
« Loans secured in the manner prescribed in Section 337.3(c)(2) of the FDIC Rules
and Regulations for nonmember and Section 215.4(d)(3)(A) (Regulation O) for
member banks.

5. List all non-regular transactions between the institution and any of its executive
officers, principal shareholders, directors, or their related interests. Non-regular
transactions consist of all transactions except the following:

- Loans

« Deposits

- Bonuses

« Salaries

« Director fees

Include the insider’s name, as well as the date and nature of the transaction. List
only transactions that have occurred since the last examination. Officer’s

Questi on nai I'@ Release Date: (1/03) 3 Texas Department of Banking
6. List any extensions of credit made by the bank made through no-liability notes, i.e.,
whereby the borrowing entity is not liable to repay the obligation.
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7. List all extensions of credit held by the bank (including any charged off loans) which
are direct or indirect liabilities of any bank examiner or assistant examiner who
examines or has authority to examine this bank.

8. List all extensions of credit to accountants, lawyers, consultants, appraisers, and other
similar individuals (including their related interests) who are not directors, officers,
or employees, but perform (or since the previous examination have performed),
professional services for the institution. List the name of the borrower, the
borrower’s relationship with the bank, and the present balance of the extension of
credit.

9. If any director of this bank became ineligible or disqualified from serving as a director
since the previous examination, furnish the name and the reason for his/her
disqualification.

10. Has any director, officer, or employee of the institution criminally misused,
embezzled, abstracted, or willfully misapplied any funds or property, real or
personal, of the bank, or for which the bank is responsible? State whether prompt
notice was given to the proper authorities and the fidelity bond carrier. If either or
both were not notified, explain in full in a separate memorandum to the examiner-
in-charge. Provide the names of all individuals involved, the date and nature of the
irregularities, and the extent of restitution made, if any. Do not include instances

which were reported in previous examination reports. Officer’s

Quest|0nna| '€ Release Date: (1/03) 4 Texas Department of Banking
11. List the name of any director, officer, or employee (not reported previously in writing
to the regulatory authorities), who has at any time been convicted of, or who is presently
under indictment for, any criminal offense involving dishonesty or breach of trust.

12. List any management official (as defined by Regulation L) or other bank employees
who serve other federally insured depository institutions or holding companies as
officers or directors, giving the names of the other institutions and the capacities
served.

13. List the names of any active officers and employees who, during the last calendar
year, did not remain continuously absent from duties at the bank for a minimum of
two weeks during vacation period and/or official business.

14. List all arrangements where the institution is obligated to make payments to an
institution-affiliated person (per Section 3 of the FDI Act) who has left the
institution’s employment, or has otherwise terminated his/her affiliation with the
institution. Provide the following information for each listing:

« Name of person receiving payments
« Total amount of payments (or basis for payment, if applicable)
« Explanation of the type of agreement (severance pay, deferred compensation, etc.)

If more than one person is covered by a single agreement, list the plan only once
and summarize the plan’s coverage.

15. List any oral or written agreements with correspondent depository institutions
establishing balances to be maintained or other considerations given by either
institution in connection with loans to either of the institutions’ directors, officers,
employees, or five percent shareholders.

Officer’s Questionnaire Release Date: (1/03) 5 Texas Department of Banking
16. List all assets of value the institution owns but does not show on its books.

17. If the institution is a defendant in any lawsuit, provide the following summary
information:
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+ Names of the plaintiffs

« Amount sued for

« Nature of, or basis for, litigation

« Expected result, including any probable loss

Also, provide full details to examiners, either orally or in a separate memorandum.
18. List all organizations that are directly or indirectly affiliated with, or otherwise related

to, the institution in any way, including fiduciary relationships and subsidiaries.

Related organizations may be corporations, partnerships, business trusts, or any

similar organization. Provide the following information for each listing:

+ Name of affiliate/subsidiary

« Location

« Type of business

- Current balance of all direct and indirect extensions of credit to the affiliate (per
Section 23A of the Federal Reserve Act)

« Current balance of all loans to third parties, where the loans are collateralized
with securities issued by the affiliate

19. Please provide a list of all nonbank activities performed by the bank, i.e. trust
activities, insurance sales, mutual fund sales, etc. Also, provide the name of the
person in charge of the indicated activity. Officer’s Questionnaire reiease
Date: (1/03) 6 Texas Department of Banking

20. What electronic banking products or services, if any, does the bank offer? For
example, a web site, bill payment programs, telephonic account inquiries, etc.

21. List any contract or agreement, whether written or oral, with other entities for services
provided to the bank or activities performed on behalf of the bank, including the
servicing of investments, funds management assistance, nondeposit investment
sales, etc. List the name of the party contracted with, the date of the contract, and a
brief description of its terms and conditions.

22. Does the bank process data internally, or is it serviced by an external data processing
provider? If the latter, please provide the name and address of the processor(s).

23. List the locations in which the bank is doing business, including branches, loan
production offices, storage facilities, securities sales locations (if distinct from
branches), and locations of agencies performing business on behalf of the bank.

24. Is the bank empowered to act as agent for another financial institution? If so, indicate
the nature and scope of the agency agreement and the name and location of the

other institutions. Officer’s Questionnaire Release Date: (1/03) 7 Texas Department
of Banking
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25. State the aggregate balance of inactive or dormant deposits transferred, directly or
indirectly, through service charges or otherwise to profit, income or reserve
account since the last examination, and supply the full details of the bank’s
authority to make such transfers.

26. List all on-book assets in which dividends, interest, or payments are paid to the bank
by a third party. This would include deposits, securities, loans and leases, accounts
receivable, etc. Examples would include: certificates of deposit purchased through
a broker or other party in which the earned interest is paid by a broker or other
third party or loans purchased with or without recourse in which payments are
collected and remitted to the bank by someone other than the obligors of the notes.

27. List all other contingent liabilities or obligations of the bank that are not carried on the
bank’s books or previously disclosed in this questionnaire. Such liabilities or
obligations may include, but are not limited to: guarantees by the bank for its
benefit or other parties; a pledge of assets; agreements to purchase an asset; or
incur a liability or obligation.

I do certify that the foregoing statements Bank Name and Location (City and State)
are true and correct to the best of my
knowledge and belief. Chief Officer’s Name
and Title

Officer’s Signature Date Signed

NRFO1

14) Epotuatoroyo g Arab Bank
Oman Arab Bank SAOC
Client Risk Profile Questionnaire

Many customers look for investments which will give the best return for minimum risk.
However, the level of risk with which investors are comfortable varies from individual to
individual. The more conservative investors are with their risk tolerance, then the more
conservative they should be in their return expectations (and vice-versa).

This questionnaire is designed to help Arab Bank plc understand your financial and
investment needs, which is a necessary step for us to be able to provide you with the
information, products and services that will help you meet your investment objectives. We
therefore seek your co-operation and patience in completing this confidential questionnaire.
A. PERSONAL

1. Name

2. Address

3. Marital Status 4. Date of Birth

5. Passport No

6. Dependents (No) Age(s)

B. INVESTMENT EXPERIENCE

7. How would you describe your investment experience/knowledge?

Inexperienced | need some assistance before | select suitable investments

Somewhat experienced | have studied/made investments before. | can probably make my own
investment decisions after evaluating the information and guidance that you provide me with
Experienced | understand how financial instruments (money market, bonds, equities etc) and
markets work, including their risk and return profiles. | can make my investment decisions on
my own.

8. The following table will help us to understand your experience with some of the readily
available financial instruments. Please indicate with which products you have had experience
and whether such experience has been favourable or otherwise.

HAD EXPERIENCE? IF YES
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YES NO FAVOURABLE UNFAVOURABLE

Time Deposits

Foreign Currency Deposit

Unit Trusts

Bonds

Equities

F/X Dealings

Residential Properties

Commercial Properties

Precious Metals

Futures, Options

INSTRUMENT

9. Have you personally experienced an extended market downfall or a loss on an investment
product?

YES NO

C. RETURN EXPECTATIONS & ATTITUDE TO RISK

10. Investments with higher risks may offer potentially higher returns. Which of following
descriptions best describes your attitude towards investment risk?

Very conservative | do not want to see any capital erosion or have any negative return, even if
this is temporary.

Conservative | am willing to take a limited risk on my capital (less than 5% downside risk) in
exchange for the possibility of a return higher than that of deposits.

Moderate | can risk between 5% to 10% of my capital but expect yet higher returns.
Aggressive | can risk between 11% to 20% of my capital with the expectation of yet higher
returns.

11. What is your primary financial goal?

To preserve my wealth against unforeseen events such as inflation, currency depreciation,
political and social unrest

To provide current income to meet my annual expenses in a more robust way than that which
is currently possible

To meet the foreseen cost of a known future expense such as a wedding, education fees etc
To provide for my retirement and provide a nest egg sufficient to meet my needs

12. What are your time parameters for the investment you are currently considering?

Within 12 months Up to 3 years

Up to 5 years Beyond 5 years

13. How much are you currently considering to invest?

Amount in OMR

What percentage is this of your total free available capital funds (i.e.- free funds available for
investment after allowing for investment in your home and cash contingencies)?

14. Do you foresee that you may require access to the sum shown in 13 above at short
notice?

YES NO

Signature of Customer Date

Signature of Bank Officer Date

OMAN ARAB Bank

15) ' EpomuatoAdylo £peuTvog IKaVOTOLNoTC TEAUTMOV

1/12

16 September 2005

QIS 5 data quality questionnaire

The purpose of this questionnaire is to survey bank practice in order to better understand
the reliability and dispersion of QIS 5 results. The questions are not intended to test
banks’ compliance with the Basel Il Framework. Indeed, the fact that certain practices are
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mentioned here should not be taken as an indication either that such practices will be
encouraged (or even allowed) in implementation, or that they are a standard industry
practice. Banks should not be discouraged from completing the QIS 5 if their practice
does not yet fully conform with the requirements in the Basel Il Framework.

In the remainder of this questionnaire, two types of questions have been distinguished
according to their importance for the analysis of the results.

0 The answers to questions with an asterisk (*) will be important for the analysis of

QIS 5 as well as for the work of certain other working groups of the Basel

Committee. Members of the OC/QIS Group are therefore asked to ensure that they will
be in a position to provide answers to these questions for each of their

participating Group 1 banks in time for inclusion in the QIS 5 analysis work.

Question 10 should be answered by all banks aiming at the Standardised approach.

0 By contrast, the answers to all remaining questions are intended to provide

supervisors with guidance when talking to their banks about the QIS 5 process.
Supervisors might wish to collect answers on some of the questions in a systematic

way; however these questions can also be used as an aide-mémaoire to support

bilateral discussions with banks once the results have been collected. Whilst the majority
of the questions relate to the IRB approaches, the questions in sections 1, 2, 5 and 6 are
also relevant for non-IRB banks and supervisors will need to have a feel for

the answers also from banks only providing data for the Standardised approach.

2/12

Questions

1. General questions on credit risk data

Q 1* Please indicate whether the bank is able to allocate its exposures appropriately
along the various exposure classes and if not, what serious obstacles were experienced.
Q 2* Describe material instances in which exposure amounts included in each worksheet
are approximated based on available information because systems are not adequate for
generating exposure data in the specific form requested.

Q 3* If the bank is providing data for the IRB approaches, please indicate whether the
bank is able to assign appropriately all its exposures to grades within every portfolio and
if not, what serious obstacles were experienced and what assumptions had to be made
to produce a meaningful distribution of the exposures of every portfolio across grades.
Q 4* Please indicate how credit risk mitigation has been taken into account by the bank.
(Please complete per portfolio if necessary.)

@ The bank has taken into account all available collateral and guarantees.

@ The bank has assessed the value of collateral and guarantees for a sample

of its portfolio and generalised the effect to the portfolio as a whole.

Please describe the nature of the sample. Was it a true random sample, or a
convenience sample? In what respect could the convenience sample differ from a true
random sample?

@ The bank has only taken into account collateral and guarantees where data were
available.

For what percentage of loans is data on collateral and guarantees available? Please
describe whether there are any systematic differences between loans for which collateral
data is available and loans for which this is not the case.

@ Other.

Please explain.

Q 5 Please indicate how the value of collateral has been assessed.

Are the estimates unbiased or conservative? If own haircuts are used, how have they
been determined?

3/12

Q 6 Please explain whether the bank used IFRS-based data or data based on other
national GAAP for this exercise.

If the bank already participated in previous exercises, and the accounting principles
differ from these exercises with significant impact (for instance, because of a change

in the accounting or reporting rules) please explain the impact on the QIS 5 results.
Please also mention whether the bank expects to adopt different accounting
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principles at the time of implementation and this is expected to have an impact on the
results.

2. Standardised approach

Q 7 Please indicate the external credit assessment institutions (ECAIS) whose ratings
are used to determine the risk weights within the Standardised approach.

Q 8 How are the ratings of these ECAIs mapped to the risk weights categories within the
Standardised approach?

Q 9 Which portion of the individual portfolios (in terms of exposure value) is covered by
these ECAIS?

Q 10* What portion of the unrated exposure amount will still be unrated after
implementation?

4/12

3. IRB approaches

3.1 PD estimation (FIRB and AIRB)

Please provide answers for all the questions in either section 3.1.1 or 3.1.2 for each of
the bank’s most material rating system(s) in each regulatory portfolio (an 80% coverage
target may be appropriate).

3.1.1 Corporate, SME corporate, bank and sovereign portfolios

Q 11* What data has been input into the sample for estimation?

@ The bank’s own default data.

How many years of data have been used? On which period of time? Of this

total number of years, please indicate how many years with individual

operations data have been used and how many years with aggregated data were
employed.

© External data.

How many years of data have been used? On which period of time? Please

identify the source/vendor and any criteria that have been applied to confirm its
suitability.

@ The bank’s own default data supplemented from an external source.

How many years of data have been used? Please identify the source/vendor and any
criteria that have been applied to confirm its suitability.

Q 12* Changes in credit quality over the economic cycle ... (please choose one option
only)

@ are primarily reflected in ratings assigned to obligors, rather than in the PDs assigned
to ratings.

@ are primarily reflected in PDs assigned to ratings, rather than in the ratings assigned
to obligors.

@ have little effect on either PDs or ratings, since PDs and ratings already reflect
conservatism or stress.

@ have little effect on either PDs or ratings, since PDs and ratings already reflect an
extended time horizon.

@ are reflected in both PDs and ratings. 5/12

Q 13* Total predicted defaults, defined as IRB PDs multiplied by the number of
exposures, will... (please choose one option only)

© (a) remain relatively stable.

@ (b) vary with the economic cycle as might be expected from a portfolio rated by S&P
or Moody's (with some migration between grades) and to which default rates averaged
over a very long term have been assigned.

@ (c) vary more than suggested by (b), perhaps because PDs are averaged over a
shorter term (e.g. 5-6 years) or because there is more migration than observed among
the grades assigned to corporate borrowers by Moody’s or S&P.

@ (d) reflect the full volatility of conditional PDs. This could arise because conditional
PDs define grades, and the average conditional PD is assigned to each grade. Although
the PD assigned to each grade is stable, migration will mean that the full volatility of
macroeconomic conditions is reflected in total predicted defaults.

@ (e) Other.
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Please explain, indicating whether the resulting volatility is closest to that associated with
options (a)—(d).

Q 14* What portion of risk-weighted assets has been rated by this model?

3.1.2 PD estimation retail portfolios

Q 15* Changes in credit quality over the economic cycle ... (please choose one option
only)

@ are primarily reflected in ratings assigned to obligors, rather than in the PDs assigned
to ratings.

@ are primarily reflected in PDs assigned to ratings, rather than in the ratings assigned
to obligors.

@ have little effect on either PDs or ratings, since PDs and ratings already reflect
conservatism or stress.

@ have little effect on either PDs or ratings, since PDs and ratings already reflect an
extended time horizon.

@ are reflected in both PDs and ratings.

Q 16* Please classify the sensitivity of total predicted defaults (defined as IRB PDs
multiplied by the number of exposures) to the economic cycle on a scale of 1-4 This
scale should be conditional on the asset class in question where: 1 — relatively stable; 2 —
mild fluctuation; 3 — strong fluctuation; and 4 — predicted defaults reflect the full volatility
of conditional PDs.

Q 17* How many years of data have been used in the pool allocation and PD estimation
process? On which period of time?

Q 18* What portion of risk-weighted assets has been rated by this model?

6/12

3.2 LGD estimates (AIRB and Retail IRB only)

As in some cases a bank may have used a relatively simple LGD estimation
methodology on a “best-effort basis” since the envisaged methodology is still under
active development, the bank should indicate whenever an answer to the questions in
section 3.2 would change as soon as the methodology that is still under development is
applied.

Q 19* In which asset classes or at which more granular level does the bank employ
internally developed (expected) LGD estimation models based on internal default data
and in which cases external models and/or external data?

How did the bank ensure that external data are representative for the bank’s actual
lexposures? If external data are used, in which cases do they comprise market data
and which kind of data is used (for example, credit spreads of traded defaulted or
non-defaulted debt)?

Q 20* (a) Does the bank first estimate an (expected) LGD (or a recovery rate) on a facility
basis that was later aggregated to an (expected) LGD for the

respective exposure bucket, usually represented by a column in the QIS

spreadsheet (“bottom-up approach”), or does the bank estimate (expected)

LGD directly on a bucket level (“top-down approach”)?

(b) Does this methodology depend on the asset class?

Q 21* In which way and to what extent are (direct and indirect) work-out costs
incorporated in the (expected) LGD estimation methodology? Please describe the types
of costs included. Please complete per portfolio if necessary.

Q 22* Please complete per portfolio if necessary:

(a) Which discount method is used for the (expected) LGD estimation? Does it depend
on the asset class?

(b) Are different discount methods used for defaulted and non-defaulted exposures?

(c) Does the bank’s methodology account for the opportunity costs of holding defaulted
assets over the workout period?

Q 23* In which asset classes or at which more granular level (e.g. which facility) (if any)
does the bank face practical constraints in particular for the measurement of downturn
effects? If ad-hoc assessments are used in these cases, please describe their key idea.
Q 24 (a) Does the bank define downturn conditions at a more granular level than the
asset class (e.g. at the facility level)? If yes, at which level?
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(b) How does the bank define downturn conditions for each asset class (or for each more
granular level)?

(c) In which asset classes (or at which more granular level) is the economic downturn
identified on a cross-country basis instead of a country-bycountry basis?

Q 25 How does the bank determine dependencies between default rates and loss rates
or recovery rates for each asset class (or for each more granular level)?

7112

Q 26 (a)

How does the bank incorporate identified dependencies between default rates and
recovery rates to produce LGD parameters consistent with identified downturn
conditions?

(b) Has the bank’s own default data been used for the validation of the LGD estimates? If
so, how? If not, how was the suitability of the data confirmed?

Q 27* In which asset classes (or at which more granular level) and on which basis does
the bank consider downturn LGDs to be equal to the long-run default-weighted average

LGDs?

Q 28* Please indicate whether the bank uses the same data and the same default
definition for estimation of PD and LGD. (Please choose one option only.)

@ (a) Default definition and data set are identical.

@ (b) Data set is identical, default definitions are different.

@ (c) Default definition is identical, data sets are different.

@ (d) Data set and default definitions both are different.

For (b) and (d), please describe the differences in the default definitions for PD
estimation and LGD estimation. Please indicate whether either default definition tends to
identify defaults that are not identified as defaults under the other definition.

For (c) and (d), please describe the difference between the data sets. Please also
describe any mapping procedure that is used to achieve consistency between the data
sets and with different default definitions.

3.3 Credit risk mitigation
Q 29 (a) Has the bank been able to separate exposures eligible for the double default
framework and report them in the respective worksheets?

(b) Does the bank intend to apply the double default framework after implementation?

Q 30 Please answer the following questions for those guaranteed exposures which are
subject to PD substitution or the double default framework under the AIRB approach.

(a) For what proportion of exposures has the bank used the LGD of the guarantee?

(b) How has the bank estimated the LGD of the guarantee?

(c) What data did it use, covering what years?

(d) What criteria did the bank use for using the LGD of the guarantee rather than the LGD
of the underlying transaction?

(e) If the bank had used the LGD of the underlying transaction rather than the
LGD of the guarantee, estimate the effect this would have as a relative change to capital
for these exposures.

8/12
3.4 EAD estimates (AIRB and Retail IRB only)
Q 31 How have the EAD estimates been obtained?

@ The bank uses an external model that generates EAD estimates.

What kind of data have been used for calibration? Please identify the model and vendor if
applicable.

@ The bank uses an internal model that generates EAD estimates.

What kind of data have been used for calibration?

@ The bank has generated EAD estimates for a sample of its exposures and
generalised these estimates to the portfolio as a whole.

Please indicate whether the sample used was a random sample (e.g. the bank has
manually collected the required data for a certain percentage of its exposures) or a
convenient sample.

@ A historical average EAD has been used to approximate EAD for different segments
of the bank’s portfolio.
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Please indicate the time period covered.

@ Other.

Please specify.

Q 32 Please indicate whether the bank uses the same data and the same default
definition for estimation of PD and EAD. (Please choose one option only.)

@ (a) Default definition and data set are identical.

@ (b) Data set is identical, default definitions are different.

@ (c) Default definition is identical, data sets are different.

@ (d) Data set and default definitions both are different.

For (b) and (d), please describe the differences in the default definitions for PD
estimation and EAD estimation. Please indicate whether either default definition tends to
identify defaults that are not identified as defaults under the other definition.

For (c) and (d), please describe the difference between the data sets. Please also
describe any mapping procedure that is used to achieve consistency with external data
sets and with different default definitions.

Q 33 Has the bank’s own default data been used for the validation of the EAD estimates?
If so, how? If not, how was the suitability of the applied data confirmed?

Q 34 Where, why and how has the bank applied conservatism in its EAD estimates?
9/12

4. Trading book-related issues

Q 35 How have collateral and margin agreements been treated in the calculation?
Please explain if the firm has been able to model margin agreements for the Internal
Model Method (IMM) or used a shortcut approach. Please describe if the treatment is
different according to types of portfolios, contracts or counterparties.

Q 36 How has netting been treated in the calculation?

Has the firm incorporated cross product netting in the calculations? Please describe if the
treatment is different according to types of portfolios, contracts or counterparties.

Q 37 If the IMM was used, is the calculation compliant with the Committee’s document on
The application of Basel Il to Trading Activities and the Treatment of Double Default
Effects?

Q 38 If IMM was used, what approach(es) did the firm use to calculate the exposure?
Please describe (e.g. EPE or VaR, analytic or simulation model). Does the approach
differ depending on the contracts, portfolios or counterparties, etc.? Has the firm
identified any particular issue about compliance of the approach used for the calculations
with the regulatory requirements on use test for IMM?

5. Securitisation

5.1 Current Accord

Q 39 Treatment of liquidity facilities

(a) What proportion of the unrated exposure belongs to liquidity facilities?

(b) What proportion of the liquidity facilities have an original maturity of more

than one year?

5.2 Standardised approach

Q 40 Treatment of “unrated exposure subject to concentration ratio in EU”

(a) What is the applied average concentration ratio?

(b) What is the applied average risk weight?

Q 41 Treatment of liquidity facilities

(a) What proportion of the liquidity facilities have an original maturity of more

than one year?

(b) Please indicate the applied risk weight.

10/12

5.3 IRB approaches

Q 42 What types of underlying exposures are not subject to the IRB approaches?

Q 43 For what types of exposures neither the RBA, the I1AA nor the SF can be used?
What was the reason for the inability of using neither the RBA, the IAA nor the SF?

@ An IAA does not exist for this asset class.

@ Available information did not allow to apply the RBA, the IAA or the SF and

such information will not be available in the future.
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@ Sufficient data is available but due to technical issues the data could not be

used for QIS purposes.

Q 44 For how many transactions where the bank acts as an investor is it able to calculate
Kirb?

Q 45 Please describe very briefly the methodology behind the application of internal
ratings of ABCP positions.

6. Operational risk

6.1 Standardised approach (if applicable)

Q 46 Please indicate whether the bank was able to allocate its income appropriately
along the various business lines and if not, what serious obstacles were experienced.

6.2 AMA (if applicable)

Q 47 What analytical framework was used to quantify operational risk exposures?

Q 48 What was the unit of measurement in the assessment of operational risk exposures
(e.g., major business lines, second level business lines, across all loss types, etc.)? 11/12
Q 49 Describe how the following elements were individually incorporated into this
framework: (a) Internal data. How were internal data incorporated into the model? Are
there components of the model that rely solely on internal data? If so, how did the bank
assess data sufficiency?

(b) External data. Were external data a direct input to the bank’s model? If so, describe
the process for determining when external data were included. If external data were not
used as a direct data input, how were they used (e.g. scenario analysis, fit severity
distributions, and/or understanding industry experience, etc.)?

(c) Scenario analysis. Describe how scenario analysis was used in the

analytical framework. Were scenarios a direct input into the bank’s model?

If so, describe the process used to determine when scenarios were included.

(d) Business environment and internal control factor assessments (and any other
gualitative adjustment factors). Were business environment and internal control factor
assessments included in the bank’s model? What parameters did the bank incorporate
into its model to adjust the operational risk exposure number to reflect these qualitative
assessments?

Q 50 (a) What weighting scheme or methodology was used to incorporate each of the
four components listed above?

(b) Did the weighting vary by business line and/or event type, or for different units of
measurement?

Q 51 (a) What specific statistical distributions (e.g., frequency and severity) were used to
fit loss data?

(b) Did these vary by data type (i.e. internal, external, scenario), business line, or event
type? If so, how?

Q 52 Were adjustments made to internal or external data to account for changes in the
scale or scope of the business, or factors such as inflation?

Q 53 Describe any correlation and diversification benefit assumptions used as part of the
operational risk exposure calculation.

Specifically, what model parameters were used as they relate to these assumptions (e.g.,
an x% correlation in operational losses across different business units)?

Describe how the bank arrived at these assumptions and the process to ensure that
these assumptions are reasonable. If there is a diversification benefit, is that amount held
at the consolidated entity level or allocated back to the business line? If so, how?

Q 54* Does the operational risk exposure number represent the sum of expected losses
(EL) plus unexpected losses (UL), or UL only? 12/12

Q 55 If the operational risk exposure number represents UL only, provide the following
information: (a) Provide the EL amounts, and describe how EL is derived (e.g. statistically
measured, subjective estimation, etc.).

(b) Describe how EL is accounted for. In particular, describe if operational risk

EL is addressed through GAAP-compliant reserves/provisions, pricing or

other internal business practices.

(c) Describe the methodology used to categorise fraud-related losses as UL or EL.

Q 56 What loss data thresholds were used to collect the internal data underlying the
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calculations reported?

Please be as specific as possible. If different thresholds were used for different business
lines and/or event types, then each threshold should be listed together with a brief
rationale for why that threshold value was chosen. Was there a mechanism through
which losses under the threshold were reflected in either EL or in the estimate of the
operational risk exposure (EL+UL)?

Q 57 Describe the methodology used to take account of the effects of insurance.

Q 58 Describe how the bank is planning to allocate group AMA capital to subsidiaries.
Please provide details on the methodology that would be used.

QUIS 5 DATA

16) Epomuoatordylo EPELVOG 1KOVOToinomg OV
npoyuotonoince 1 Bank of Moscow

QUESTIONNAIRE OF THE BANK OF MOSCOW
FOR LEGAL ENTITIES AND THEIR SEPARATE SUBDIVISIONS

1. Customer’s full name

2. Address

3. Telephone

4. E-mail/website

5. Stated Authorized capital

6. Paid-in Authorized capital

7. Prospects of Authorized capital increase (when and up to what
value it might increase)

8. Possession of licenses (permits) for undertaking definite types of business or transactions (license (permit)
number, date and authority of its issuance, which type of business (transaction) it was issued for)
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9. Company’s types of business (including goods, works and services)

10. Permanent counteragents

11. History (reorganizations, changes in nature of business)

12. Major serviced markets, main stake in competition and market share

13. Operating period at the Russian market

14. CEOQ (full name)

Date of birth
15. Representative (full name)

Date of birth
16. Chief Accountant (full name)

Date of birth
17. Shareholders
(a) individuals (full name and share of the Authorized capital)

(b) Legal entities (names, types of business, paid-in Authorized capital, average monthly turnover, share of the
Authorized capital)

18. Current year average monthly turnover for the current
(a) in rubles
(b) in foreign currency
19. Last month turnover
(a) in rubles
(b) in foreign currency
20. Average monthly balance of account
(a) in rubles
(b) in foreign currency
21. Expected average monthly turnover
(a) in rubles
(b) in foreign currency
22. Expected average monthly balance of account
(a) in rubles
(b) in foreign currency
23. Stable partnerships (term, joint business sphere)
(a) Russian companies

(b) foreign companies

24. Volumes and terms of contracts
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25. Accounts (please specify types of accounts) opened in other banks (if any)

26. Loans from other Banks (during the last 3 years)

27. Loan security (bank guarantee, collateral etc.)

28. Foreign banks - recipients and originators of the Customer’s cash flows

29. List of the Bank’s products, which the Customer intends to use most frequently (please tag the box)
@ ruble settlements
@ forex settlements

cash acceptance
cash withdrawal

@ forex purchasing

@ forex sales

@ borrowings

@ letters of credit

@ guarantees

@ bills

@ deposits

@ financial consultations
@ other

30. Option of placement in deposits (amount and term)

31. Beneficiaries (persons, for whose Benefit the Customer acts, on the bases of agency, commission and trust
management contracts and another deals)

(a) individuals (full name, identity card details, date and place of birth, legal address (place or registration) or
place of residence; migration card details (number, tenure beginning and expiration dates) and details of the
document confirming the right of a foreign citizen or an apatride of staying (residence) in the Russian
Federation

(b) legal entities (name, Russian registration number (OGRN), number, date and place of registration,
Taxpayer identification number (INN), foreign entity code number (KI10), legal and postal addresses) (if
there are several beneficiaries please provide the details on each of them)

Hereby the Customer agrees to furnish the “Bank of Moscow” JSC with information on beneficiaries.

QUESTIONNAIRE OS THE BANK OF Mocow
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17) EpotpoatoAdylo 1Kkovomoinong

QUESTIONNAIRE ON THE ELECTRONIC MONEY DIRECTIVE (2000/46/EC)

I. Review of the primary goals of the E-Money Directive

1. Recital 12 of the E-Money Directive refers to the need to preserve a level playing field
between electronic money institutions (ELMIs) and other credit institutions issuing
electronic money and, thus, to ensure fair competition among a wider range of
institutions to the benefit of bearers.

Questions:

a) Has a level playing-field between ELMIs and other credit institutions issuing
E-Money been achieved?

b) Has a level playing-field between ELMIs and other pre-paid payment service
providers issuing E-Money been achieved?

c) Has the Directive encouraged competition? If so, is competition between
institutions issuing E-Money “fair”?

d) Has the Directive encouraged new market entrants?

2. The Explanatory Memorandum of the original E-Money proposal argued that there was
no clear legal framework for electronic money issuance and that if the regulatory
issues were not addressed this business would be carried out on an unregulated basis.
It was claimed that the directive would “create legal certainty, encourage new market
entrants, encourage competition, and contribute generally to the development of
electronic commerce”.

Questions:

a) Have the harmonised provisions of the E-Money Directive eliminated legal
uncertainty in the field of E-Money?

b) Does the directive establish the conditions necessary to ensure that any kind of
E-Money issuance takes place within a clear legal framework?

c) Does the Directive establish market confidence in, and public awareness of, E-
Money?

3. The Explanatory Memorandum of the original proposal argued for a regulatory
framework for the business of ELMIs which aimed to ensure the stability and
soundness of issuers, thereby ultimately safeguarding customers’ interests. It argued
that the financial integrity and the operations of electronic money issuers needed to be
secured, on the one hand in order to ensure the stability and soundness of issuers of
electronic money, on the other hand in order to ensure that the failure of any one
individual issuer would not result in loss of confidence in this new and developing
means of payment.

Questions:

254



a) Has the regulatory prudential framework achieved its objective of ensuring
stability and soundness of issuers?

3
b) Has the regulatory prudential framework increased business and consumer
confidence in E-Money products?

4. The Explanatory Memorandum further argued that within the wider context of the
rapidly evolving electronic commerce, it was desirable to provide a regulatory
framework that assisted electronic money in delivering its full potential benefits and
avoided hampering technological innovation in particular.

Question:

a) Has the regulatory framework of the E-Money Directive assisted the
development of E-Money in the context of electronic commerce and avoided
hampering technological development?

b) Has the Directive encouraged technological innovation?

5. The Explanatory Memorandum argued that the E-Money Directive would facilitate
access by ELMIs from one EEA Member State, into another EEA Member State
(remotely or via a branch), contributing to the free movement of capital and to the
freedom of cross-border services.

Questions:

a) Has the E-Money Directive facilitated access by ELMIs from one Member
State to another?

b) To what extent has the E-Money Directive facilitated integration of E-Money
Market across the EEA?

6. The Explanatory Memorandum argued that it was vital that development of E-Money
be allowed to take place unimpaired by strict technological rules which would hamper
innovation and restrict competition.

Questions:

a) Has the regulatory framework of the E-Money Directive enabled the
development of E-Money unimpaired by strict technological rules?

b) To what extent has the regulation of E-Money succeeded in its original aim of
remaining technologically neutral?

7. Goals of the E-Money Directive
Questions:

a) Do you agree that the original goals of the E-Money are those which the
Commission has identified above?
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b) Is there a risk that the goals as set out above conflict with one another (e.g. the
need to ensure stability and soundness vs. encouraging new market entrants
and assisting the development of E-Money)?

c) Is there a need to re-assess the original goals and to perhaps establish new
goals? If so, what should these be?

4
d) Should e.qg. establishing consistency with the New Legal Framework for Payments
be considered as a new goal?

I1. Review of the Directive in accordance with Article 11 of Directive 2000/46/EC

Article 11 of the E-Money Directive originally mandated the Commission to present a
report to the European Parliament and the Council on the application of this Directive, in
particular on:

» the measures to protect the bearers of electronic money, including the possible need
to introduce a guarantee scheme,

* capital requirements,

 waivers, and

* the possible need to prohibit interest being paid on funds received in exchange for
electronic money.

8. As regards the protection of E-Money bearers, the Directive introduces controls on the
activities of E-Money institutions, limits investments to sufficiently liquid assets,
establishes prudential controls on own funds and the minimum level of initial capital,
requires internal control mechanisms and introduces a right for the bearer to redeem
E-Money at par value.

Questions:

a) Has the Directive created an appropriate legal background to protect E-
Money bearers?

b) Have there been cases of consumer detriment caused by the lack of adequate
measures to protect E-Money bearers?

c) Is there a need for additional measures aimed at the protection of bearers of
electronic money?

d) Do you think that E-Money should be covered by a guarantee scheme?
e) If so, how should it be funded?

9. As regards capital requirements, Article 4 establishes rules on initial capital and
ongoing own funds requirements: ELMIs must have initial capital of €1 million and
own funds of 2% or above of financial liabilities related to outstanding electronic
money.

Questions:

a) Is there a need to review provisions on initial capital and ongoing own funds
requirements?
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5

b) Are the requirements of the Directive proportionate to risks E-Money
institutions are exposed to?

10. As regards waivers, Article 8 grants Member States the possibility to waive some or
all of the provisions of the Directive for ELMIs where the total E-Money business does
not normally exceed €5 million and never exceeds €6 million, or where the E-Money is
accepted by only by the ELMI’s subsidiaries, or where the E-Money is accepted only by a
limited number of localised undertakings or undertakings which have a close financial or
business relationship with the ELMI.

11.

Questions:
a) What has been your practical experience of the application of waiver rules?

b) Do the existing rules correspond to the needs and realities of E-Money
business?

c) Should the rules on waivers be changed, and if so in which way?

d) Could the extensive and consistent application of waivers encourage E-Money
issuance at national level?

e) Should the threshold of financial liabilities (€ 6 million) related to outstanding
E-Money be amended or removed?

) Is the amount of maximum storage at the disposal of bearers for the purpose
of making payments (€ 150) still relevant in the case of a waiver?

g) Is there a need to allow the competent authorities of Member States to waive
the application of provisions of the Directive in other specific cases not
provided for in the Directive?

h) Should the waiver be granted automatically or should every waiver be
decided by the competent authority case by case?

During negotiations prior to the adoption of the E-Money Directive, certain Member
States sought to insert a provision prohibiting ELMIs from paying interest on funds
received in exchange for electronic money, in order to prevent the lighter regulated
ELMIs from competing with banks for deposits.

Questions:

a) Are there any examples of ELMIs having offered to pay interest on E-Money
or demanding the right to pay interest?

b) Is there a need to prohibit interest being paid on funds received in exchange
for electronic money?

I11. Review of Other Provisions of the Directive

Article 1: Scope of the Directive, definitions of ‘electronic money institution’ and
‘electronic money’ and restriction of activities

12.

In article 1.3(a), “electronic money institution" is defined as “an undertaking or any
other legal person, other than a credit institution as defined in Article 1, point 1, first
subparagraph (a) of Directive 2000/12/EC which issues means of payment in the form
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13.

of electronic money”. At the time of its adoption, the E-Money Directive was
concerned with electronic money per se, and had not been conceived to cover prepaid
phone cards which might also give rise to the issuance of E-Money. The extent to
which mobile operators should be covered by the Directive has been the subject of a
specific Commission review in 2004. In its Guidance note on the application of the E-
Money Directive to mobile operators, the Commission services noted that there had
so far been no evidence of harm done to consumers or to the stability and good
functioning of payment systems as a result of the issuance of E-Money by mobile
operators. Rather, the debate had centred on the obligations of mobile operators as
issuers of E-Money and the need to create a level playing field with existing E-Money
institutions.

Questions:

a) Should the definition of E-Money institution be broadened/narrowed to
cover/exclude institutions issuing a prepaid means of payment for their core
service but which may also issue E-Money as a non-core part of their
business (e.g. mobile operators and other ‘hybrid institutions”)?

b) Should a special EU regime be introduced for institutions issuing E-Money as
a non-core part of their business (e.g. mobile operators and other ‘hybrid’
prepaid instrument providers)?

In article 1.3(b), E-Money is defined as a “monetary value as represented by a claim

on the issuer which is:

(i) stored on an electronic device;

(i) issued on receipt of funds of an amount not less in value than the monetary value
issued;

(iii) accepted as means of payment by undertakings other than the issuer.”

According to Recital 3, electronic money can be considered as an electronic surrogate for
coins and banknotes. In its Guidance note on the application of the E-Money Directive to
mobile operators, the Commission services supported the view that E-Money was created
when the monetary value stored on a pre-paid card was accepted as payment by a third
party merchant in line with Article 1.3(b)(iii) of the Directive. However the Commission
services also argued that in practice there were few instances where mobile operators
were acting simply as payment agents for customers vis-a-vis third party merchants, and
that the Directive would only apply in a correspondingly limited number of cases. A
payment relationship was only established when:

» There was a direct transfer of e-value

» The (mobile) operator was acting as a facilitator (or intermediary) in the payment
mechanism in such a way that customer and merchant would also have a direct
debtor-creditor relationship.

Questions:

a) Is the definition of E-Money appropriate and adapted to any kind of E-Money
issuance?

b) For the sake of clarity and to avoid any legal uncertainty, does the definition
of E-Money need to be clarified? Has the definition of E-Money given rise to
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different interpretations, either across different business models or as a
result of different Member States’ interpretations?

c) Does the definition of E-Money correspond to the way the market has
developed or is likely to develop?

7d) Is there a need to review the definition of E-Money?

14.

e) Do the three criteria in the definition of E-Money (stored on electronic device,
issued on receipt of funds not less than monetary value issued, accepted by
undertakings other than the issuer) constitute the determining elements as to
what really constitutes “electronic money”?

f) Would it be appropriate to introduce a reference to ""any prepaid float/funds
allocated to payment”?

g) Which payment instruments in your experience/country fall under the
definition of E-Money?Should the definition of E-Money cover pre-paid
products of mobile operators?

In Article 1.5, the activities of ELMIs are restricted to closely related services such as
issuance of E-Money and administering other means of payment, but excluding the
granting of any form of credit and to storing data on the electronic device on behalf of
undertakings or public institutions. Furthermore ELMIs are forbidden from having
any holdings in undertakings other than when these undertakings perform operational
or other ancillary functions relating to E-Money issued or distributed. Recital 2
explains that the rational for these restrictions is the need to ensure a level playing
field between ELMI’s, which benefit from a lighter prudential supervisory regime,
and other credit institutions which are subject to the full regulatory regime.

Questions:
a) Is the limitation of E-Money institutions’ activities too restrictive?

b) Does the limitation of activities discourage new entrants, restrict competition
or hinder innovation?

c) Does the limitation of activities contribute to preserving a level playing field
between ELMIs and other credit institutions or alternatively disadvantage
ELMIs in comparison with other credit institutions that issue E-Money??

d) Does the restriction on the granting of any form of credit have an impact on
the payment possibilities offered through E-Money instruments? For
example, does the delay in some payment transactions constitute “credit” in
your experience/Member State?

Article 2: Application of banking directives

15.

Acrticle 2 applies a number of provisions in Directive 2000/12/EC to ELMIs. This is
supplemented by Directive 2000/28/EC relating to the taking up and pursuit of the
business of credit institutions, which modifies the definition of “credit institution” to
include ELMIs, thus ensuring that in particular those provisions in Directive
2000/12/EC referring to the freedom of establishment and freedom to provide
services - can also apply to ELMIs.

Questions:

259



a) Has the application of the passporting provisions of Directive 2000/12/EC
given rise to any specific problems?

b) To what extent has the single passport been used by licensed ELMIs?

g c) Is it still valid to define an ELMI as a credit institution under Directive
2000/12/EC (as amended) despite the fact that ELMIs are legally barred from
granting credit and from paying interest on funds received in exchange for E-Money
issued?

16. According to Article 2 (3) of the E-Money Directive, the receipt of funds (or in other

words, the issuance of electronic money) does not constitute a deposit or other
repayable funds according to Article 3 of Directive 2000/12/EC, if the funds received
are immediately exchanged for electronic money. A bearer of electronic money may,
during the period of validity, ask the issuer to redeem the electronic money at par
value in coins and bank notes or by a transfer to an account (Article 3(1) of the
Directive). However Recital 9 clarifies that redeemability does not imply, in itself,
that the funds received in exchange for electronic money should be regarded as
deposits or other repayable funds for the purpose of Directive 2000/12/EC,
redeemability being necessary for electronic money in order to ensure bearer
confidence. Moreover the explanatory memorandum of the original proposal explains
that, unlike a depositor, a user does not advance funds to an issuer in order to ensure
their safe keeping and handling.

Questions:

a) Is it still valid to distinguish between the different nature of the issuance of
electronic money and a deposit-taking activity in the interests of bearer
confidence?

b) If funds received are “immediately” exchanged for E-Money, at which point
in time does the conversion into E-Money actually take place?

c) Should the notion of deposit-taking in Article 3 of Directive 2000/12/EC be
clarified?

Article 3: Redeemability requirements

17. Article 3 of the E-Money Directive introduces a right for the bearer of electronic

2

money to ask the issuer to redeem the electronic value at par value in coins and bank
notes or by a transfer to an account. It also allows for the contract to stipulate a

minimum threshold for redemption which should not exceed €10. The European
2

Central Bank argued at the time that the redeemability requirement was necessary in
order to preserve the unit of account function of money, to maintain price stability by
avoiding the unconstrained issuance of electronic money, and to safeguard both the
controllability of liquidity conditions and the short-term interest rates set by the
ESCB.

Opinion of the European Central Bank, 18 January 1999, official Journal of the European

Communities, 6.7.1999, C189/7

9
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Questions:

a) Does redeemability at par value pose any special problems for E-Money issuers?

b) How could this rule be adapted to institutions issuing E-Money as a non-core
part of their business (for example, mobile operators) for which the E-Money
float on prepaid cards or accounts is only known “ex post” when customers
have purchased goods and services from a third party ?

¢) Is a minimum threshold of EUR 10 for redemption at par value still relevant?

Article 4: Initial capital and ongoing own funds requirements

This Article is reviewed under section IlI.

Article 5: Limitations of investments

18. Article 5 establishes certain limitations on the investments ELMIs are allowed to

undertake. ELMIs must hold investments of no less than their financial liabilities in
outstanding E-Money, and these must be limited to highly liquid asset items (zero risk
weighted, Zone A sight deposits, etc). These investments may not exceed 20 times the
own funds of the ELMI, and are subject to limitations which are at least as stringent
as those for credit institutions. ELMIs are further limited in their use of derivative
instruments, which must be solely intended to fully eliminate market risks. Member
States must also impose appropriate limitations on the market risks incurred by
ELMIs due to the liquid asset items held, and if the value of such items falls below
the amount of outstanding electronic money, the competent authorities are obliged to
take appropriate measures to ensure the situation is remedied. Recital 2 explains these
measures as being necessary in order to preserve a level playing field between ELMIs
and other credit institutions issuing electronic money and, thus, to ensure fair
competition among a wider range of institutions to the benefit of bearers. The less
cumbersome features of the prudential supervisory regime applying to ELMIs are
balanced by provisions that are more stringent than those applying to other credit
institutions, particularly prudent limitations of their investments aimed at ensuring
that their financial liabilities related to outstanding electronic money are backed at all
times by sufficiently liquid low risk assets.

Questions:

a) Have the provisions of the Directive on limitation of investments achieved
their aim of establishing a level playing field between ELMIs and credit
institutions?

b) Are the provisions of the Directive too restrictive for ELMIs?

c) If so, have they deterred new market entrants, restricted competition or
hindered innovation?

Article 8: Waiver

Questionnaire on the electronic money

Page 1 of 3 2007/05/17
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18) Epotuatordyio e Whitney National Bank

WHITNEY NATIONAL BANK
COMPLETED ANTIMONEY
LAUNDERING QUESTIONNAIRE

Financial Institution Name: Whitney National Bank

Location: 228 St. Charles Ave., New Orleans, Louisiana, 70130, United States of America
Name of Stock Exchange Listed on: NASDAQ Global Select Market

(Symbol: WTNY, Whitney Holding Corporation)

Name of Regulating Authority: Office of the Comptroller of Currency (OCC)

Does your AML Policies apply to your foreign branches & subsidiaries: yes

BSA/AML Compliance Manager: Veronica Kittok

Name of Person completing questionnaire: Sarah Lanneau

Title: International Department, Compliance Specialist

Date: 05/10/2007

I. General AML Policies, Practices and Procedures:

1. Does the Fl have a legal and regulatory compliance program that requires approval of
the FI's Board or a senior committee thereof?

Y

X

N

2. Does the FI have a legal and regulatory compliance program that includes a designated
Compliance officer that is responsible for coordinating and overseeing the AML program
on a daytoday basis, which has been approved by senior management of the FI?

Y

X

N

3. Has the FI developed written policies documenting the processes that they have in
place to prevent, detect and report suspicious transactions that has been approved bysenior
management?

Y

X

N

4. Does the FI have selfassessment procedures as part of its internal control environment to
assure compliance with applicable laws and internal policies?

Y

X

N

5. In addition to inspections by the government supervisors/regulators, does the Fl have an
internal audit function or other independent third party that assesses AML policies and
practices on a regular basis?

Y

X

N

6. Does the FI have a policy prohibiting accounts/relationships with shell banks? (A shell bank
is defined as a bank incorporated in a jurisdiction in which it has no physical presence and
which is unaffiliated with a regulated financial group.)?

Y

X

N

7. Does the FI have policies covering relationships with politically exposed persons consistent
with industry best practices?

Y

X

N

8. Does the FI have appropriate record retention procedures pursuant to applicable law? Y
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X
N

9. Does the FI have a Code of Conduct and representations by their employees of their
understanding and agreement to abide by the Code of Conduct including AML provisions?

Y

X

N

Page 2 of 3 5/17/2007

10. Does the FI require that its AML policies and practices be applied to all branches and
subsidiaries of the FI both in the home country and in locations outside of the home country?
Y

X

N

Il. Risk Assessment

11. Does the FI have a risk focused assessment of its customer base? Y

X

N

12. Does the Fl identify the categories of customers whose transactions and banking activities
are routine and usual?

Y

X

N

13. Does the FI determine the appropriate level of enhanced due diligence necessary for
those categories of customers that the Fl has reason to believe pose a heightened risk of illicit
activities at or through the FI?

Y

X

N

lll. Know Your Customer, Due Diligence and Enhanced Due Diligence

14. Has the FI implemented systems for the identification of its customers, including customer
information in the case of recorded transactions, account opening, etc. (for example; name,
nationality, street address, telephone number, occupation, age/ date of birth, number and type
of valid official identification, as well as the name of the country/state that issued it)?

Y

X

N

15. Does the FI have a requirement to collect information regarding its customers’ business
activities?

Y

X

N

16. Does the FI collect information and assess its FI customers’ AML policies or practices? Y
X

N

17. Does the Fl have procedures to establish a record for each customer noting their
respective identification documents and Know Your Customer Information collected at
account opening?

Y

X

N

18. Does the Fl take steps to understand the normal and expected transactions of its
customers based on its risk assessment of its customers?

Y

X

N

19. For legal entities, does the FI obtain copies of the constitutive documents of their
customers?

Y

X

N
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IV. Reportable Transactions and Prevention and Detection of Transactions with
lllegally

Obtained Funds

20. Does the FI have policies or practices for the identification and reporting of transactions
that are required to be reported to the authorities?

Y

X

N

21. Does the FI have procedures to identify transactions structured to avoid large cash
reporting requirements?

X
N

22. Does the FI have automated systems to screen all transactions (originators and
beneficiaries) against lists issued by government/international agencies of known or
suspected terrorists and narcotics traffickers prior to conducting a transaction?

Y

X

N

23. Does the Fl have policies to reasonably ensure that transactions are not conducted with
countries that appear as sanctioned entities on lists provided by government/international
bodies?

Y

X

N

24. Does the FI have a process to ensure that they do not conduct transactions with or on
behalf of shell banks through any of its accounts or products?

Y

X

N

Page 3 of 3 5/17/2007

25. Does the FI have policies to ensure that it only operates with correspondent banks that
possess licenses to operate in their countries of origin?

Y

X

N

26. Does the FI have policies to ensure that it will not conduct transactions with or provide
downstream products and services to other Fls that do not comply with\ industry best
practices? (Downstream products are defined as a correspondent banking client who receives
correspondent banking services from an institution and itself provides correspondent banking
services to other financial institutions in the same currency as the account it maintains with
the institution).

Y

X

N

V. Transaction Monitoring

27. Does the FI have a monitoring program covering incoming and outgoing funds transfers
for suspicious or unusual activities?

Y

X

N

28. Does the FI have a monitoring program covering the purchases and redemptions of
monetary instruments for suspicious or unusual activities?

Y

X

N

VI. AML Training

29. Does the FI provide AML awareness training to its employees and agents that includes
identification and reporting of transactions that must be reported to government authorities,
examples of different forms of money laundering involving the FIs products and services,
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internal policies to prevent money laundering as well as the process to report suspicious
transactions?

Y

X

N

30. Does the Fl retain records of its training sessions including attendance records and
relevant training materials used?

Y

X

N

31. Does the FI have policies to communicate new laws or changes to existing policies or
practices to its employees and agents?

Y

X

N

32. Does the Fl employ agents to carry out some of the functions of the Fl and if so does the
FI provide AML training to relevant agents that includes identification and reporting of
transactions that must be reported to government authorities, examples of different forms of
money laundering involving the FI's products and services and internal policies to prevent
money laundering? Not applicable No

AML functions are outsourced

YN

33. Has the Fl participated in /attended industry/government AML seminars? Y

X

N

duediligence@bankersalmanac.com

265


mailto:duediligence@bankersalmanac.com

Ilivakeg osktov amd MUSA

H Mé6odoc MUSA mov ypnoipnomomoape yioo thv enelepyacia
TOV 0EOOUEVOV OTO OOTEAECUOTO, OlVEL Kol TIVOKEC 7OV
AVOQEPOVTOL GTOVG WECOVLS OEIKTEC OMOTEAEGUATIKOTNTAC KO
anortnTikorog. Ot mivakeg avtol ypnoipwomomdnkay yuo v
KOTOOKELT TOV SLypaUUdTOV Opdonc kot feltimong.

IMopaxdto mopatiBevtor o1 mivokee 7TOL  APOPOVV  TOVG
ECMTEPIKOVE TEAATES KOL YO TO OVO OEIYUOTO TOV UEAETIGOLLE
OVAAOYOL LLE TO OV OTO KPLTNPLO TEPIEXETOL TO KPLTHPLO TOL Web-
banking 1 oyt

Zyquoa 1.1 : Méoog deiktng amoTeAeGLATIKOTNTOGC

Kpirmypro Méoog oeikTng
OTTOTEAECUATIKOTNTOG
Do TO EELTINPETNONG 0,35
Toyvtn o ko axpifeia 0,49
eEumnpénonc
[kavoTnTES KO YVADGELS TOV 0,57
TPOGMOTIKOV

Katavonon avaykov Kot 0,59

TPOTEWV. AMOGELG

[TowiAio TpoidvTmv

/O PEGLOV 1,25
Opot cuvepyaoiog 1,52
Avvatotnta Topoyng
€€10. VN PECIOV 1,27
AvvotOTTo TOPOYNG
€€10. VN PECIOV 1,44
Web- banking 0,52
[TepBdilov KaTAGTAUATOG 0,54
Alodtkacisg eEummpétnong 0,65
Evnuépmon mov mapéyel n
tpdmela 0,75
EvkoMeg mpocPaonc 0,66
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Eumotoovvn ko aélomictio

tpdmelog 0,60
Avvatdmnro KdAvyng
LEAAOVT.OVAY KOV 0,86
YouPoAr] otV TOMKN Kotvmvio 0,81
OAMn ikovomoinon
ymua I1.2 1 Méoog deiktne amontntikdtnTog
Kpirmypro Méoog ogikTg
OTTOLTN TIKOTNTOG
Do TO EELTINPETNONG 14,36
Toyvtnta ko axpifeta -3,87
ECLTNPETNONG
[kavoTnTEG KO YVAOGELS TOV -16,61
TPOGMOTIKOV
Katavonon avaykov kot -16,80
TPOTEWV. AMOGELG
[TowiAio TpoidvTmv
/O PEGLOV -15,91
Opot cuvepyaoiog -15,91
Avvatotnto Tapoxng
€E10.VMINPECIOV -6,84
AvvatotnTa TOpoYNS
€€10.VNPECIOV -16,74
Web- banking -15,91
[TepBdilov KaTAGTAUATOG -16,80
Awodikacieg eEummpétnong -16,45
Evnuépmon mov mapéyel n
tpamelo -11,60
EvkoAiec mpocPaong -15,90
Eumoetoovvn kot a&lomotio
Tphmelog -15,91
Avvatdtnto KdAvyng
LLEAAOVT. VALY KDV -16,84
YVUBoAr] otV TOMIKN KOtvmvio -5,30
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OMn) ikavormoinon -34,24

Ot emduevolr mivokeg o@OpPOLY TNV TEPIMTMOGN 7OV OEV
ueletnoaype to kpitiplo tov Web-banking.

Yymua I1.3 : Méoog deiktng amoTeAeGHATIKOTNTOG

Kpimipro Méoog dsikTng
OTTOTEAECUOUTIKOTNTOG
Dot T eELINPETNONG 0,14
Toyvtnta ko axpifeia
eEumnpétnong 0,52
[KavOTNnTEG KO YVDOGELS TOV
TPOGMOTIKOV 0,37
Katavonon avaykov kot
TPOTEWV. AMOGELG 0,53
[TowAia tpoidovtmv
/O PECLOV 1,22
Opot Guvepyaciog 1,54
AvvatotnTa TOpoYNS
€€10.VNPECIOV 1,18
[TepBdAlov KoTAGTUOTOG 0,28
XpOvog avapovig yuo
eEumnpéton 0,22
Awdikaoieg eEumnpétnonc 0,61
Evnuépmon mov mapéyel n
tpdmela 0,62
EvkoMeg mpocPaonc 0,47
Eumoetoovvn kot a&lomotio
Tpdmelog 0,60
Avvatdtnto KdAvyng
LEAAOVT. VALY KDV 0,80
YouPoAr] 6TV TOMIKN KOtv®Vvio 0,66
OAMn ikoavormoinon

268




Zyquo I1.4 1 Méoog deiktng amontnTikdtnTog

Kpimypro Méoog osikTng
OTTOLTN TIKOTNTOG
duikot T eEumnpénong -25,14
Toydtn o ko axpifeta
eEumnpénong -17,79
[KavOTNTES KO YVOGELS TOV
TPOGMOTIKOV -20,98
Katavonon avaykaov kot
TPOTEWY. ADGELG -21,71
[TowAia Tpoidovimv
/O PEGLOV -21,93
Opot cuvepyaciog -5,57
Avvatdtnto Topoxng
€€10.VNPECIOV -1,35
ITepiBdAiov KOTOGTLATOG -21,66
XpOvog avopovig yio
eEummpéton -21,59
Awodikacieg eEummpétnong -10,3
Evnuépwon mov mapéyxer
Tpdmela -12,85
EvkoAiec mpocPaong -12,85
Eumotoovvn ko aélomiotio
TpAnelog -12,85
Avvatotnro KdAvyng
LEAAOVT.OVOLY KOV -12,85
YouPoir) 6TV TOTIKY Kolvmvia -8,95
OAK1| iKavomoinon -0,39

AxoAovBolv o1 avtioTor ol mivakeS TOL TPOEKLYOV Ad TNV
eneepyacio Tov detypotoc mov apopd 10 avhpOTIVO SLVOLILKO.

ymua IS5 : Méoog deiktng amoTeAeGLATIKOTNTOG

Méoog oeikTG
Kprripro OTTOTEAECUOTIKOTNTOG
[lepleyouevo epyaciog 1,29
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[TepiBdirov epyociog

0,79

Appodidmteg Ko

TPOTOPOVALES 1,43
Epyociaxkn acedieio 1,32
ApoBéc 1,79
[IpdcBeteg mapoyéc -bonus 2,15
Avayvopion 1,55
Evkaipieg eEEMEng 1,46
[Tpocomikn avémtuén 1,34
A&ohoynon 1,24
Evnuépmon 1,58
Emcowvavia pe cuvadEApovg 0,96
Emkowvavia pe dtoiknon 1,43
[1poidvta /vmnpecieg 1,70
Ewova stoapiog 1,20
20oTNHo 0101KNo™MG 1,66
[ToArtikt] TpocO®TIKOV 1,86
OAKY| Kavomoinon
Yymua I1.6 1 Méoog deiktng amontntikdtnTog
Méoog oeikTnG
Kprripro OTOLTN TIKOTNTOG
[lepeyopevo epyaciog -23,00
[TepiBdirov epyociag -20,80
ApHodtotTTES KO
TPWOTOPOVAIEG -22,50
Epyaciokn ac@dielo, -24,85
Apofég -18,60
[TpocOetec mapoyéc -bonus -9,72
Avayvopion -14,63
Evkaipieg €EEMENG -25,20
[Tpocowmikn avéntuén -25,20
A&loAoynon -54,48
Evnuépmon -18,60
Emikowvovia pe cuvadéApovg -25,20
Emikowvovia pe dtoiknon -21,52
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[1potdvta /vmnpecieg

-25,20

Ewova etopiog -25,20
X0oTnuo 010iknomng -24,20
[ToAlTiKT] TPOCOTIKOV -13,10
OMn) ikavormoinon -37,73
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