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AepoapomMcky TepMUHaIM Ce NPOjeKTYjy Mo cTaHAapAMma HuBoa ycnyre koje ypehyje MehyHapoaHo
yApy>Kerbe BaszfyxonnosHux npesosvnaua (MATA). HuBo ycnyre Koju je Ha Taj HaumH Mpy>KeH
My THULMMA, a KOjW Ce NMPeBacX0AHO OAHOCK Ha MpUMapHe NPOLECe, HUje HEOMXOAHO CpasMepaH HMUBOY
ycayre Koju OHU ona>kajy/fo>Kve/basajy. 3BOr CBe Ay>Ker 3ajp>KaBarba y TepMUHaIMMa CeKyHaapHe
aKTWBHOCTY NOCTajy CBE 3HauajHuje y nornedy yTuuaja Ha CBEYKynHU yTucak nyTHuka. Ca uumem
nobo/bluaka aTPakTUBHOCTMW U yHanpeherwa MocnoBara, acoOpoApPOMU BEAMKY NadKhy nocsehyjy
NCNUTMBakbMa ONa>KeHOT HIBOA YC/yre 0 CTPaHe Ny THUKA. Y OBOM pagy Cy NpukasaHa 06a acnekTa
HMBoa ycnyre. KoHUeNnT HMBOA ycnyre Koju je KopuwwheH y Ba3fyXOMNOBHOj MHAYCTPWjU Y CBPXE
MpojeKToBaba 1 nnaHmparba Ny THUYKMX TepMuHana gedmHucaH je joww 1970-1x Ha OCHOBY NPUPYYHMKA
3a NpojeKTOoBawe ay To-NyTeBa. TeMa 0BOr pafa Cy Nocnefre n3meHe yeeaeHe cpeanHom 2014, rogmxe.
Y gpyrom geny pafa objalireHe cy noTpebe ucnnTmBara 1 aHanse 3a40B0/bCTBA Ny THUKA Kao OCHOB
3a yHanpehere nocnoeara aepogpomMa, U gaT je nperneg MeToaa Kojuma ce BpLie Ta UCNUTBaka.
MpukasaHa je Besa uM3mehy NpojeKTOBaHOI HMBOA YCNyre U ONa>KeHor HWBOA YCnyre, Kao U BaXKHOCT
mefycobHor fonytasarba OBa Apa acnekTa.

KrbyUHe peun: aepofpoM, My THUYKM TePMUHAN, HUBO YCayre

1. YBO[,

Ca nopacTom Ba3fyLuHor caobpahaja U3 roguHe y
roAvHy aepojpomu nocTajy cBe MNpomeTHuju. W3-
NOXKEeHW cy NPUTUCKY da ycnyxxe cee Behu 6poj ny-
THWMKa, MUCTOBPEMEHO CTanHO YyHanpehyjyhu ycnyre

KOje UM npyxajy.

MnaHepy N apxXUTEKTE aepoLPOMCKUX MYTHUUKNX
TepMUHaNa ocfamajy ce Ha CTaHfaphe HUBoa ycrnyre
fJedmnHucaHe of ctpaHe MIATA-e. Y 3aBUCHOCTU Of,
LM/baHOT HMBOA YC/yre CTaH4ApAW KOju ce ogHoce Ha
MPOCTOP M BPEME YeKatba Ce Metbajy, OAHOCHO Y3Majy
pasnunumTe BpefHoOCcTU. OHO LITO je GUTHO HArnacuTu
je [a HMBO ycryre Mo KOMe Cy TepMUHan U HErosu
MOLCUCTEMU NPYXKEHW Ha KopuLLhere NYyTHALMMA, He
mMopa 3HaunTu ga he NyTHULM 0BY YCNYTY N JOXUBETU
Cpa3mMepHO TOM HVBOY. [pyruM peynmMa, nyTHUUMMA
MOXe 6UTK Mpy>keH Behn NpocTop, NO BULLEM HUBOY
ycnyre ca nnaHepckor acrnekTa, a fa je HABO ycnyre
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KOjU OHWM onaxajy ocTa0 HernpomeweH. Ca gpyre
CTpaHe, Heku (HaKTopu, Kao Ha MNpUMep CUrHa-
nusaumja, 3abaBHM Nporpamm TOKOM 4eKawa, Koju
HUCY [fe(MHMCaHW CcTaHdapauMa, MOry 3HayajHo
nobosbLlaT  33fl0BO/BCTBO  HWBOOM  YCNyre Koju
aepoapom npyxa NyTHULMMA.

Mpob6nem ca cTaHfapaymMa HMBOA ycnyre je Taj
LUTO CY OHW (opMUpPaHK 3a CBaKW aepojpom ,,Mo uc-
TOM KpOjy*, 04HOCHO 3a CBaKW aepoapoM Mpeasiaxy ce
NCTW CTaHAAPAW, NaKo ce TEPMUHANHe 3rpaje 1 camu
3axTeBM MOTY 3HA4ajHO Pas/IMKOBATW Of aepofpoma
[l0 aepofipoma.

360r Tora je BeoMa BaXHO fa Ce 0BW CTaHZapau
YKpLUTajy ca NnoBpaTHUM MHgopMaumjama of CTpaHe
nyTHWKa, 1 fa ce (4o CKopo) ,,TBpAo” AedmHuMcaHe
BPEAHOCTW He NpuMetbyjy AMPEeKTHO, 6e3 Kopekuuja
Koje y3umajy y 063vp UCKYCTBO MYTHMKa (pasnumTmnx
Knaca, aBMO-KOMMNaHuja, HaLOHaNHOCTU/KYNTYpa,
uTa.).

Kako ce Tpaxha nosehaBa, noTpebaH je Behu
KanauuteT ga 6u ce ogpXao ethukacaH NpPoTOK ny-
THMKa. Ca uubeM LWTO 6orber uckopuwhera no-
cTojehe aepogpoMCKe MHPACTPYKTYpE 1 NAaHunpara
npoLuvpera, y3 MamMeTHWje W HUXe WHBEeCcTULMje,
aepofpomu Tpeba fa UCMUTYjy 1 npaTe 3aZ0BO/LCTBO
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MyTHWKAa MNPY>XEHUM HMBOOM Yycnyre. 3af0BO/bCTBO
MyTHWKa  MpPeAcTaB/ba  K/bYYHU MHAMKaTOp
e(hMKacHOCTMN aepofpomMcKux ycnyra. [1]

Paznmuute meTofe Ce KOpUCTe y OBe CBpXe, 0f
OCTaB/batba KOMeHTapa [0 aHKeTa Koje ce Hajyeluhe
KOpPUCTE Y Ba3fyXOMOBHOj] MHAYCTPUjK. Y3 nomoh
KB/IMTATMBHWUX W KBaHTUTATUBHWUX MojaTaka Of
CTpaHe NYTHWKA, aepoApoMU pafie Ha Hanaxerby
npo6nieMa ¥ HenpecTaHOM NobosbLIaky ycnyre Kojy
npy>ajy nyTHALMMA.

OueHa 3340B0/CTBA MYTHUKA MPYXXEHOM YC/TyroM
Haj6o/be ce MOXe OCTBapuTM MNyTem AUPEKTHOT
KOHTaKTa ca caMuM NyTHUUMMA (YNUTHWLKM, KOMe-
HTapu, okyc rpyne, uta.). Oum nytem je moryhe
OLEHUTUN CBEYKYMHWU YTUCAaK M WCKYCTBO MyTHUKA Y
MYTHWYKOM TEpMWHaNY aepofpoma, W 3a40BO/bCTBO
HWBOOM Ycfyre 3a CBaku MojefvHayHn  nNpoLec
(perucTtpaymja 3a neT, CUrypHOCHa NpoBepa, nacoLuka
KoHTpona, utg.) [2]. Op camor aepogpomMa 3aBuCK
KOjUM efleMeHTMMa HuBoa ycnyre he patu Behy
B&XXHOCT. Y HEKUM MOCMIOBHUM MOZEUMA MOXe BUTK
o, Hajsehe BaXHOCTM MoryhHocT 6p3or nogmsakba
npT/bara HakoH cneTarba aBuoHa, AOK je TO Y Apyrom
cnyyajy 6p3vHa MpoTOKa Kpo3 MNacowky wWau
CUTYPHOCHY KOHTPONY.

Y Tornaesby 2 NpurKasaH je HUBO YCnyre Kako ra
fedmnHnwe MATA, a Koju je OCHOB 3a NnaHuparbe u
MpojeKToBake MyTHUYKOI TEPMUHaNa. AKLEHaT je npe
ceera Ha nocneghwem (10-tom) mnsgawy NATA-nHOT
npupyyHnka n3 2014. rof. Koju yBO4u BaXXHe U3MeHE
y OflHOCY Ha, rofimHama yHa3af, KopuwheH, OCHOBHU
KoHuenT. [Mornas/be 3 paje npernej Metoga 3a
NCNUTUBAbE OMaXarwa HWBOA YCMyre 0f, CTpaHe
nyTHuka. lopehewe OBa fBa acnekTa Aato je Yy
Mornassby 4 1 Ha OCHOBY TOra CY U3BEEHM 3aK/byULI.

2. NATAHMBO YCJIYTE

Beh uyeTnpu feueHnje KpuTepujymu 3a ninaHnpare
M MPOjeKTOBate aePAOPOMCKUX MYTHUUKUX TepMu-
Hana, ca pa3IMuMTMX acrnekata ce Metbajy W npuna-
rofasajy KOHCTaHTHUM MPOMeHaMa Y Ba3sfLyXoM/0BHOj
NHAYCTPUjW.

Ha mehyHapogHOM HMBOY OBY 06nacT ypehyje
NATA y cBom ,,IMpupyyHnKy 3a pa3Boj aepogpoma‘
(paHuje ,,IpUPYYHMK 3a aepojpoMcke TepMUHae”,
HMp. [3], [4]), Koju npeAcTas/ba CKYM NPenopyka of,
CTpaHe CBETCKMX Ba3fyXOrJ/IOBHMX eKcrnepara W
opraHusaumja U Ha oBaj HauMH NPOMOBUMLLE Pa3Boj W
no6osbLLaEe aepoLPOMCKUX TEpMUHANA.

OBV MPUPYYHULIM Ce CMaTpajy M3BOPOM Haj6osbe
nMpakce M M3 OBOr pasfiora Ce KopucTe 3a Mnpolece
MnaHMparba U NpojeKToBarba aepoAPOMCKMX MYTHIY-
KMX TepMUHANTA. Y 0BOM pady akLieHaT je npe cBera Ha
M3MeHama y [JeduHMCaby HUBOA Yciyre Koje cy
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yBefieHe y NOCNefHeM u3farwy npupyyHmnka ns 2014,
rod. [5]

KOHUenT HWBOa ycnyre y MyTHUYKUM MNpuUcTa-
HULLHUM TepMUHaIMMa faTupa o4 Kpaja 70-mx roguHa
MPOLL/IOT BEKA, Kafa Cy of ctpaHe Transport Canada
06jaB/beHu T3B. ,,3aXTEBM 3@ HUBO yCyre Mo jefuHu-
Lama 3a npouecymparse MyTHUKA Yy aepojpOMCKUM
TepMyHan“mMa“, 13BefeHN Ha OCHOBY C/IMYHUX CTaH-
fapia [OKYMeHTOBaHUX Y ,[1pupyyHUKY 3a Kana-
umTet ayto-nyTesa” [1]. Mano nocne Tora, IATA je,
3ajegHo ca AALLLL (Behe 3a KoopauHaumjy yapyxera
aepogpoma) 1981. ob6jaBuna T3B. ,,YNyTCTBA 3a ynpa-
B/bakbe KanauuTeToM U TPaXHOM aepofgpoma” ca
TabenapHMM NPUKasoM HMBOA YC/yre No MpoLecHUM
jefvHULama, 3aCHOBAHVMM Ha KaHafCKOM KOHLEMTY.
Oga ynyTcTBa cy, *90-u1x rogmHa npotunor seka (1990.
1 1996.) y HELITO M3MEHEHOM 06MKY YK/bydeHa Yy
VATA-uH ,,IpupyyHrK 3a pa3Boj aepogpoma. [5]

OBaj KOHLENT HMBOA YCNyre Koju je y3 Marbe
Moau(mKaLmje BaXMo cBe L0 nocnegwer (10-tor)
n3gara npupyyHuka (2014. rog.) pepuHuwE MUHU-
MaHM NpoCTop Koju Tpeba OGMTWU Npy>KeH CBakoM
MYTHUKY YHYTap pas/inymTux CUCTEMA M NOACUCTEMA
TepMUHa/IHE 3rpaje, Kako y NpoTOoYHUM (npouecn u
Kopugopn), Tako M y CTauMoHasHUM (YeKaoHMLe).
MpOCTOPHU KpUTEPUjYMU Ce pa3fnKyjy of jeaHor 4o
Apyror (nog)cuctema, Kao U 0f, Kateropuje nyTHUKa.
Tako, Ha npuMep, MPOCTOPHW 3axTeB 3a CTBaparbe
pefioBa KO Macollke KOHTPO/e je pasinunMt of
3axTeBa KOf, peructpauuje 3a feT, jep Ha NacoLlKy
KOHTpO/ly [ofase camo NyTHUUM (EBEHTyaslHO ca
PYYHUM MpPT/barom), AOK Ha perucrpauujy 3a net
[lonase NyTHULUM ca CBUM CBOJUM MPT/barom, a rnopes
TOra 1 HKUX0BK npaTtvoum. JofaTHo, AeuHULLY ce U
MakCuMa/iHa MpUXBaT/bMBa BpeMeHa uYekawa Ha
CBaKOM Of npovieca.

Mpema koHUenTy m3 2004. rog. (9-To m3gawe
npupyyHuka, [6]) VATA pasnvkyje LWeCT HMBOa
ycnyre, og A po @ (A-E) cy npuxsat/eueu, ® He-
npuxsat/bme. Y Tabenu 1, [6], npukasaHe cy OnucHe
KapaKTepUCTUKe Ca acnekTa TOKOBa, HUBOA KoMgopa
W Kallkerba Y CUCTEMY.

Tabena 1. MATA HuBo ycnyre n3 2004. roguHe

HuBo ycnyre [TOKOBM Komdop Kalrera
A = Of/IM4HO Cno6ogHn OpnnyaH Hema
B = Bucok CTabunHn Bucok Beoma masio
C = [lobap CTabunHm [ob6ap MpuxBaT/bmBa
D = MNMoBosbaH HectabunHn |AgeksaTaH Uensa
NpuxBaT/buBa
E = HenosorbaH HectabunHu |HeaseksataH  [He-
NpuXBaT/bMBa
F=Henpuxsat/bme  [Maf cuctema |He- Maz cuctema
NPUXBAT/bUB
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MATA npenopyuyje kopuwhere H1BOa ycnyre L,
3a NNaHypawe MyTHUYKOT TePMMHANA, Kao HMBO YC-
nyre Koju ofcnvkasa Jobpy ycnyry no ymepeHoj Le-
HW. EQMKacHOCT NyTHUYKOT TepMUHAIA CMakbyje ce ca
nosehateM 06VMa caobpahaja n3Hag HMBOA 3a KOju je
npojekToBaH. MNoja4yaHn UHTEH3UTETU NYTHUYKMX TO-
KOBa y MojefyHUM MoACUCTEMUMA [0BOAe A0 CMa-
Hetba Komopa, reHepucarba Behmx Kallkera, He-
CTabUNHMX TOKOBA, OfHOCHO [0 CMaHetba MPYXeHor
HuBOa ycnyre. MpuxBaT/bKBO je fa ce KBanuTeT yc-
nyre nospemeHo (y BPLIHMM NepuogmMma) cnyctu Ha
[, na yak 1 Ha E, anu, npe Hero LWTo T BPeMeHCKM
nepuoay MnocTaHy 3HayajHW, Tpeba nnaHupatu
MPOLUMPEH-E.

Tpeba MMatn y BUAY U YHEHWLY fa NYTHAUN He
3ay3MmMajy caB MPOCTOp KOju je AOCTYyMaH, ca LubeM
OfpXKaBara CBOje 30He Komdopa. 13 oBor pasnora,
Kafja ce 6poj NyTHWKa nogenn ca NpocTopom [oCTy-
MHUM 3a CTBaparbe pefia 3a Yekawe, YeCTO Ce MOXe
Zohn 10 HMBOA yC/yre KOju je u3Hag Hmeoa L, anm y
CTBapHOCTW MYTHULM MOTY OBO [LOXMBETW Ka0 HWBO
ycnyre L.

HeagekBaTHO Tymauetbe KoHuenTa 13 2004. rogm-
He MOr/I0 je [0BeCcTW A0 HeusbanaHcupaHe KOH(Ury-
paumje ca BULIKOM CNnobOAHOr NpocTopa, a y WCTOo
Bpeme ca moryhHowhy nojaBe gyraukux pegosa 3a
YyeKarbe. OCHOBHY Npo6sieM 6U1O je Y YNHEHULM da cy
BPEMEHCKM 1 MPOCTOPHM MNoKa3aTesby nocMaTpaHn He-
3aBWCHO jeHV 0f ApYruX.

Mopes ToOra, HWje LOBO/LHO MaXKHE HUTU yMy-
TCTaBa NocBeNeHO BPEMEHMMa 3afpyKaBatba MYTHMKA
(“dwell time”) y nojeAMHUM MpoLecuma, YeKao-
HuLama 1 Kopugopuma. Kako ce BpeMeHa 3apXaBara
NyTHWKA Mekajy Yy CUCTeMMMa M MOACUCTEMUMA Y
TEPMUHANHOJ 3rpagun, yTuye ce U Ha Merbare Mpo-
cTOpa AOCTYMHOT 33 MYTHUKE LUTO 0BOAY 40 NPOMEHE
Y NPY>XEHOM HUBOY YC/yre.

lMpomeHe y KOHUenTy HuMBoa ycnyre u3 2014. or-
Nefajy ce npe ceeray nornegy cjefiurasara ABa na-
pameTpa, NpocTopa M MakCUMaJTHOT BPEMEHA YeKara,
pagu WTOo 60/ber NPOjeKTOBakba TEPMUHANHE 3rpage,
1 cBe ca Lu/beM noseharba 6p3viHe, KeanuTeTa u eqn-
KaCHOCTM MpwW YCy3un NyTHAUKA. [7]

Y HOBOM KOHLENTY HUBOA YCyre je NpeTxofHuX
LLECT HMBOA CY)XXEHO Ha YeTupu Kateropuje (cnvka 1:
[5], [7]), ogHOCHO, CBaKWM CUCTEM MOXE OUTU MAEH-
TUPUKOBAH Kao:

»,under-provided* — ncnog onTUManHOr H1BO Ha
nosbMMa MpocTopa M MakCUMa/IHOT BpemeHa ue-
Karba,

,»Sub-optimum® — ucnog onTUManHOr HUBO Ha No-
/by npoctopa VJT/ Ha no/by MakcumasHor Bpe-
MeHa YeKarba,
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,Optimum“— onTUMann HMBO Ha nosbMma Mpo-
cTopa U/NJT makcmasiHor BpeMeHa Yekarba,
,Over-design“ — npeAMMeH31OHNCAHO Ha MosbMa
npoctopa W MakcMmanHor BpeMeHa Yekarba.
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Cnmka 1 - HoBv KOHLEeNT HMBOA ycnyre

OBaj HOBW OKBMP MPeACTaB/beH je Y BUAY NPo-
CTOPHO-BPEMEHCKOI KOHLEeNTa ca UWbeM AetuHK-
carba HMBOA yCnyre OncnyXHux objekarta/cepsuca u
HUX0BMX 0frosapajyhmx npoctopa 3a Yekawe. lMpo-
CTOpHa oca fedmHuLLIe BeNIMYMHY MpOCTOpa pacro-
NOXMBOT 3a MYTHWKa, [LOK BPEMEHCKa 0ca AehuHuLLe
MaKCUMaJTHO BpeMe YeKara NMYTHUKA Y pesy.

VcToBpemeHo, HOBU NapamMeTpm H1BOA YC/yre ce
JethuHMLLY Kao orncer BpeAHOCTW, He Kao TauyHo 0f-
pefleHy BpeAHOCT 3a AaTh HWBO. Ha npumep, HUBO
ycnyre Ll Kof nacowike KOHTposne npema CTapom
KOHLENTY ,,TpaXKn TauHo 1.0 m? [6] no NyTHUKY A0K
je To y HoBOM KoHLenTy oncer og 1.0 m? go 1.2 m? [5].
Os.aj oncer BpefHOCTW [03BO/baBa aepoapoMumMa fa
,,Kpoje CBOje HMBOE ycnyre npema TPXULITY U pe-
FMOHY KOoju oncnyxyjy. Nctn npoctop noHyheH ny-
THULMMA MOXe Ja Oyfe OnaxeH Kao pasnynT HWUBO
yCnyre y 3aBUCHOCTW 0f, KapakKTepucTMKa MyTHUKa
(knaca, aBMO-KOMMaHWja, KyNType W3 Koje Aonasu,

nTg.).

3. OMNAXAKE HNBOA YCNYTE Of, CTPAHE
MYTHUKA

0Op 90-mx rogmHa NpoLL/or BeKa 4o AaHac 6pojHu
ayTopu UCTUYy NOTpeby pasmaTparba HMBOA yCyre U3
nepcreKkTMBe NyTHUKA, Kao 1 BaXaH YTuLaj 40AaTHUX
cagpxkaja (CekyHAapHe akTMBHOCT M 3abaBa) Ha Ona-
Xarbe MPY>XXEHOr HMBOA ycnyre.

CBeCHM BaXXHOCTU MH(opmaumja 0 OnaXKeHOoM
HMBOY ycnyre of CTpaHe NyTHMKa Kao 6UTHOM a-
KTOpy noseharba aTPakKTUBHOCTM Y YC/OBUMA jake KO-
HKYpeHLMje, aepofpoMy CNpPOBOAE KOHCTaHTHA uC-
NUTUBara MyTHWKA Ca UWbeM yTBphMBara Koje yc-
nyre ¥ Ha KOju HauMH Tpeba NPOMEHUTU wu/mnm no-
6orbluaTh. AHKeTe cy Ce MokKasane Kao Haj6orsu Bug
MH(OpMMCarba aepoapoMa 0 ONaXeHOM HUBOY YC/Tyre.
Opf 6pojHMX aHKeTa Koje ce CNpoBOAe Y Npakcu, y
OBOM pajy Cy U3[BOjeHe CamM0 OHe CBETCKMX pasmepa
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Koje Beh TpaauLMoHanHo cnpoBoe MehyHapoaHe op-
raHusauuje.

MehyHapogHo Behe aepogpoma (ALW) npeacTa-
B/ba YAPYXEeHE CBETCKMX aepoapoMa Koja LUTUTH UH-
Tepece aepoApomMa 1 3anaxe ce 3a Nnpomosmcare 60-
/ber pasymeBara MeflyHapoAHUX CTaHfapaa Koju npe-
[CTaB/bajy KaMeH Temerbal, 3a YCreLuHMje NoCN0BaHe
Y OKPYXekY Koje ce HenpecTaHo Mekba 1 passuja. Osa
opraHu3aumja Ha roguLLbem HUBOY foferbyje Harpa-
[le 33 HUBO YC/yre KOoju je MPY>eH Ha aepogpoMuma —
“Airport Service Quality Awards®. Harpage ce fo-
Jerbyjy aepogpoMumMa ca Hajbos/bM HUBOOM YChyre,
Ha OCHOBY aHKeTa KojuMa Cce OLeHYje 3a[0BO/bCTBO U
NCKYCTBO MyTHUKa. [9]

»AHKeTa 0 KBIUTETY yCNyre Ha aepofpomy* npe-
AcTaB/ba MHUUMjatuey ALlM-ja ca unbem fa ce no-
MOrHe aepofpoMuMa fa HacTaBe ca nobosbliakbem
HMBOA YyCNyre KOju HUXOBU MYTHULM LOXKMB/LABajy.
OBaj nporpam aHKeTa UCNUTYyje aepoapome LUMPOM
cBeTa M npenopydyje Hajbosbe nNpuMepe Mo HUBOY
ycnyre Koju npyxajy nytHuumma. Kaga ce aepogpom
MPUK/bYYM OBOM NpOrpamy aHkeTa, obmja moryhHocT
npucTyna nHpopMaLMjama Koje ce TMdy CBUX Apyrux
aepofpomMa unaHoBa 1 Ha Taj HauuH omoryhasa 6eHu-
MapKVHI aepojpoma.

Y nornegy HWBoa ycnyre aepoapoma, 0Baj nojam
npeacTae/ba nopeherwe oapeheHor aepogpoma, O4HO-
CHO HeroBYX NnapameTapa Koju Cy pe3fnyTaT aHKeTa, ca
pesynratuma Apyrux aepogpoma. AepojpomMm Ha 0Baj
HauMH OTKPMBAjy pas3fiuKe y HUBOY yCnyre Koju Hyfe,
KOju npouecu cy npobnemaTuyHK, U Ha Kpajy, Kako Te
npouece nobosbLath pagy 6o/ber YKYnHOr UCKyCTBa
NnyTHUKa. “AHKeTa 0 KBa/IMTeTy ycnyre” Kpo3 camy
MoryhHOCT aepofpomMa Aa npucTyne nMHpopMaumjama
CBMX JPYruX YnaHuua, gaje moryhHoCT yrnopehrBara
CBOjMX, Ca ApyrMM HuBouMMa ycnyra. Kako je 6poj
YnaHoBa U3 rofuHe y roguHy cse sehu, pasnuyunTocTt
mefy aepogpomyma omoryhasa npoHanaxerbe npasor
npucTyna, O4HOCHO M360p afeKBaTHOI HauMHa 3a
no6ossllara H1Boa ycnyre. [9]

MuTama Koja ce Hanase y aHKeTU 06yxBaTajy CBe
acriekTe MCKYCTBa KOje NMYTHUK LOXMB/baBa Ha aepo-
Apomy. Kako 61 ce ocurypanu LWITO Ta4yHWUjU OAro-
BOpPW, NYTHULMMA Ce [ajy aHKEeTe Ha MonykaBakbe npe
yKpLaBara Ha aBuoH, 30-45 muHyTa npe neta. OBaj
BPEMEHCKM OKBUP je YCTaHOB/bEH Kao HajborbK, jep cy
y OBOM C/lyyajy NyTHUUM U Ja/be Ha aepofpoMy U He
Mory 3ab0paBuTV HEKM [e0 UCKYCTBA Y TepMUHAMHO]
3rpagu.

Ca pgpyre cTpaHe, 0Baj MOMeHAT je MpesCcTaB/beH
Kao HajpaHujy moryhu ga ce nyTHUUMMA 403BONM Aa
[OXMBE LLefIOKYMNHO aepoapoMCKO UCKYCTBO, O4HOCHO
fa npohy Kpo3 cBe unu BehuHy npoueca v Apyrux

cagpxaja.
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AHKeTa Ce cacToju 13 34 pasnnunTux efnemeHara
KOjU Cy rpynucaHuW Tako fa OAC/MKajy MNyTOBarbe
nojegvHUa Kpo3 CBe MpoOLEce TepMUHANHe 3rpaje
aepofpoma. EnemeHTU Koju ce ouewyjy Y YNUTHUKY
npukasaHu cy y Tabenm 2 [9].

Tabena 2. EneMeHTU Koju ce oueryjy

Mpuctyn

MpeBo3 fo/of aepospoma,
JOCTYynHOCT NapKuHT MecTa,
Ycnyra cpasMmepHa BUCUHU LieHe 3a NapKUHI MeCTo,

JlocTynHOCT Kouua 3a NpT/bar.
Pervctpauuija 3a net

Bpeme uekarba y pefly 3a perucrpaumjy,
EdmkacHocT ocob/ba Ha peructpauujy,

Jby6a3HOCT 1 YCNYXXHOCT 0CO6/ba.
KoHTpona nacotua
Bpeme uyekarba y pefly 3a NacoLLKy KOHTPONy,

Jby6a3HOCT 1 YCNYXXHOCT 0CO6/ba.
CurypHocHa KoHTpona
Bpeme Yekarba y pefly 3a CUrypHOCHY KOHTpONY,

JleTarbHOCT CMIypHOCHE KOHTPONe,
Jby6a3HOCT 1 YCNYXXHOCT 0C06/ba,
Ocehaj curypHocTu 1 6e36eHOCTU.

CHanaxete y TepMUHaIHOj 3rpagu
Nakoha cHanaxera y TepMUHAIHO]j 3rpagy,
ExpaHu ca nH(opMaLimjama o NeToBMMa,

PasfasbiHa Koja ce mpereLiaym yHyTap TepMUHaIHE 3rpaje,
Nakoha npoHanaxetba N1ETOBA NPU NMpeceaarby.
AepoapoMCKi 06jeKTU 3a YCAyry NyTHUKA

Jby6asHOCT, YCNY>XKHOCT aepOAPOMCKOT 0C06/ba,

PectopaHu,
Ycnyra cpasMepHa BUCUHU LIEHE Y pecTopaHy,
[JocTynHocT 6aHaka / 6aHKoMaTa,

[NpopasHuLe,
Ycnyra cpasmepHa BUCUHU LieHe Y NMPoAasHULN,
MpucTyn nHtepHety / Wi-fi,

[10CNOBHU CanoHu,
JocTynHocT ToaneTta,
YucToha ToaneTa,

Y[o6HOCT y MpocTopujama 3a Yekarbe.
Ycnyre HakoH crieTarba Ha aepogpoM
MacoLuka KOHTpona,

Bp3vHa 1cnopyke npt/bara,

LlapunHcka KoHTposa.
OKpyXXetbe aepoapomMa
UuncTtoha TepmmHanHe 3rpage,

ATMOChepa aepogpoma.
OnwiTe 3340BO/LCTBO a€POAPOMOM

BaXXHO je CKpeHYTU Naxkby Ha eneMeHTe Koju ce
ouewyjy Yy OBMM aHKeTama, a Koju ce Takohe
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JenHMWY 1 KOoA NnaHupaka U NpojeKkToBaka Tep-
MUWHasHe 3rpage. Ty eNieMeHTU cy, npe CBera, BpeMeHa
yeKatba y pefly Ha: perucrpaumju 3a feT, nacoLukoj
KOHTPO/IN 1 CUTYPHOCHO] KOHTPO/IU.

Y cnyuajy yTephuBarba NPYyXXeHor HUBOA YCnyre,
OBW eNeMEHTMN Ce Mepe AMPEKTHO Kako 6u ce fobune
KOHKpETHE BPEAHOCTM, KOje MoCcMaTpaHU MOACUCTEM
cBpcCTaBajy y ogpeheHy kateropujy. MehyTtum, y sehn-
HW CnyyajeBa, Kaja OBW eNeMeHTU UMajy 3a Lnb YT-
BphMBatbe ONaKEHOr HUBOA YCMyre, HMXOBE Bpefd-
HOCTU cy apyradvje. OueHa 0BMX MapameTapa BpLUK
Ce Ha OCHOBY 3a/10BO/bCTBA MYTHUKA NPYXXEHUM HU-
BOOM ycnyre. YMecCTO fa Aajy OKBMPHO BPEME YeKara
Yy pedy 3a Heku 0f MOMEHYTMX npoueca, MyTHULW
BpeMe uekarba OLEHYjy Kao MpuxBaT/buBO/Henpu-
XBaT/bMBO Ha ckanm o4 1 o 5 (1 Kao HajHWKa oLeHa
Tj. HENPUXBAT/bMBO, 5 Ka0 HajBMLLIA OLEHa — MpUX-
BaT/bMBO).

Jow jefHa aHKeTa 3a aHaiM3y 3a/10BO/LCTBA
HWBOOM YC/yre KOju aepofpoM Mnpyxa nyTHULMMA je
,AHKETa 0 NCKYCTBY NYTHMKa Ha aeopogpomy* (“Air-
port Experience Survey”), KOjy ClpOBOAM LLBajuapcka
komnaHuja AKMA [10]. Vima 3a un/b fa npy>xu yBug,
y MoTeHUuujanHe npobneme n cermMeHTe Koje Tpeba
MPOMEHUTK, Kao W Aa Npenopyyy CMepHULe 3a no-
6o/bllarbe, Kako 61 ce LienoKyrnHo UCKYCTBO NMYTHUKA
[,0BE/0 Ha BULLN HKBO.

AHKeTUpatbe NMyTHUKA BPLUM Ce AMPETHO, KOA
13a3a 3a yKpLaBare Ha aBuoH. MyTHULM nonyHaBajy
aHKeTy Koja MoKprBa KOMM/IETHO UCKYCTBO TOKOM 60-
paBKa Ha aepoApoMy (MCKYCTBO Npej NyToBatbe, pac-
MOJOXKEHE, CUTYPHOCT, KymoBuHy uth.). Kao n vy
cnyyajy Apyrux aHkeTa, Moryhe je npucTynuTtii CBUM
pe3ynTaTma M3 CNpoBeAeHUX aHKeTa Ha aepogpo-
MUMa 1 YNopeanTN NOfaTKe, LITO ONaKLlaBa (hoKyCcu-
patbe Ha nocTojehn Npobnem, yKonmko ra nma. Caku
MOAY/N aHKeTe CaApXu feTa/bHa NuTara Kako 6u ce
Ta4yHO MOT/I0 YCTaHOBUTU KOjU €0 TEPMUHAITHE 3rpa-
fe Tpeba yHanpeauTh, 6Uno ga cy To y nuTawy 006-
jexTn, ocobsbe, yenyre, utg. Kao nocnefre nutare Ha
Kpajy cBakor Mofyna nocTaB/ba Ce NuTare CBEeYKy-
MHOT 33/J0BO/bCTBA Kako 61 Ce NakLie AoLWo 40 04-
roBopa Ha TO KOju (haKTOp KOMMKO yTUYe Ha Leno-
KYMHO UCKYCTBO NyTHMKa.

»Skytrax“ ce 6aBu peBu3vjama KBanmTeTa Npou-
3B0fa, yCnyre v NyTHWKA, Kao M CTyAujaMa 3a aBuo-
KOMNaHwje, afivjaHce, aepoapoMe U KOMMaHuje y 0BOj
NHAPYCTPUju LWnpom ceeTa [11]. [1Be Hajno3HaTuje ro-
OVLLHbE aHKETe Cy CBETCKA aHKeTa aBMO-KOMMaHuja u
CBETCKA aHKeTa aepofipoMa.

AHKeTe aepojpoma npeacTas/bajy Hajsehu npe-
rnefi aHKeTa Nno nvTaky 3aL0BO/LCTBA MYTHNKA Ha ae-
pogpoMy. BUTHO je HanoMeHyTW, fa 3a pas/iuky o[
NPeTX0AHMX aHKeTa cnpoBoheHux of cTpaHe AL n
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OKMA, Koje cy 6une 3acHOBaHe Ha AMPEKTHOM aH-
KeTupawy NyTHWKA KOJ M3Ma3a, 0Be aHKeTe ce Mo-
MyHasajy NpPeKko MHTepHeTa. 13 oBOr pasnora He ro-
CTOjM YNAHCTBO HUTW TOAWLUKbA HaKHaja 3a YCnyry.
AHkeTe cy 6a3mpaHe Ha OTBOPEHWM NUTakMMa, BULLIe-
CTPYKUM OLrOBOPUMA W Ha OMWCHOj oueHn og 1 ao 5
(1 je Hajnowwuja, 5 je Hajborba oueHa). Harpage 3a
Haj6orbe aepogpome 13 2015. rogmHe 3aCHOBaHE Cy Ha
13,02 MunvoHa nonyweHUX aHKeTa Of CTpaHe nyT-
HVKa 112 HaumoHanHocTU. OBe aHKeTe NokpurBajy 550
aepofpoma wm1pom ceeta. [12]

AHKeTa CrnpoBejeHa y cBpxe ogpehmeata ,,Haj-
60/bKx 10 aepogpoma” y 2015. roa. Tpajana je 9 mece-
uM. Ha ocHOBY HOMWHaLUMja 0f CTpaHe aHKeTMpaHuX
NyTHUKa, Haj6obux 10 aepogpoma y 2015.rog. y
cBeTy cy: CuHranyp-Yanru, VIH4eoH, MuUHXeH, XOHr
KoHr, Tokno-XaHega, Linpux, Uyby (JanaH), JToHAOH-
Xutpoy, AMmcTepaam-CKunxon v MexkuHr. [13]

4. BE3A UISMEDRY MNMPOJEKTOBAHOI N
OMAXXEHOI HNBOA YCJIYTE

Ha ocHOBY cBera NpeTX04HOr jacHO je Aa cy oBa
[iBa acnekTa, NPOjeKTOBaHM 1 OMaXKeHU HUBO YCAyre,
Mefyco6HO KOMMNEeMeHTapHW U He Tpeba WX noc-
MaTtpaTtu o0fBojeHo jedaH og apyror. MATA-1H H1BO
ycnyre ofjHocu ce Ha npumapHe/o6aBesHe cafpkaje
KOje cBaka TepMUHa/IHa 3rpasia Mopa nocefosartu, Kao
M mpouece Kpo3 Koje CBaKv NYTHWK Y A0Nacky wuau
ognacky Mmopa npohu. Kaga ce npuya 0 onaxa-
HY/[L0XWBIbajy HUBOA YCyre, Tafja ce NoApasymesajy
CBY MPUMapHW, anu U CeKyHAapHW cafpxaju, jep u
jeOHU ¥ Jpyru yTMYy Ha 3af0BO/bCTBA MYTHMKA
yCnyrom.

HuBou ycnyre rnegaHy ca niaHepcKor acnekTa
He y31Majy y 0631p Cy6jeKTMBHE eNeMeHTE KOju yTK-
4y Ha 3a[0BO0/bCTBO MyTHMKA. 360r TOra, ako je Tep-
MWHaN NiaHMpaH No >Xe/beHoM HuBoy L, uam no Ho-
BOM KOHLIENTY, ONTUMa/IHOM HUBOY, Y cMmucny (obje-
KTMBHMX) NPOCTOPHUX/BPEMEHCKMX YCNOBa Y Npumap-
HUM npouecnmMa, MNyTHUUM MOry 0BO (Cy6jeKTMBHO)
LOXMBETU Kao BULLW AN HUXKW HUBO YCyre Y 3aBu-
CHOCTM 0f, fpyrux cepsuca u ycnyra Koje aepofpom
npyxa. ,Skytrax“ kao un AL aHKeTe ucnutyjy
MCKYCTBO MYTHMKA Kak0 Yy MPUMapHUM, Tako U y
CEeKYHZApHUM ycnyrama. Pacnonoxmsu npoctop no
MYyTHWUKY, KOJU je OCHOBHW KpWUTEPUjyM 3a [LuUMe-
H3MOHWCakbe NMPUMapPHMX MPOLECa, je N30CTaB/beH U3
aHKeTa. 3a pas/MKy Of TOra, Bpeme Yekarba y peay je
y cBe BeheM 6pojy aHKeTa YK/byUYeHO Kao NuTakbe of
M3y3eTHe BaXXHOCTW. Y CTaH4apAuMa HMBOA yciyre
Ta4yHO je ofpeheH oncer BpeMeHa 4YeKarba Koju
O/roBapa CBakoM HWBOY, AOK Y aHKeTama MyTHULM
OLeHYjy BpeMe YeKara Kao MpUXBaT/bUBO/HENPUX-
BaT/bMBO, U CTOra HUX0Ba UH(OPMaLIMja MOXE, ann 1
He Mopa, OiroBapaTi TOM HWUBOY YC/yre Koju je kumMa
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npy>eH. CXO4HO YMHEeHULM [a je NYyTHULMMA BpeMe
YeKarba jeHOo 0f HajbuTHUjuX “mepuna” ycnyre oK
Cy Ha aepojpomy, CBe BULUE NaXte Ce MOK/Iawa
no6ossLLaHoj 1 6pxoj yenysu. MehyTum, nako Bpeme
YyeKarba MOXKe OUTW Y OKBMPMMA jeAHOT HMBOA YCNyre,
MYTHULM MOTY JOXMWBETU OBO Kao BULLIW HUBO yCyre
YKONMKO NocToju ofpefheHn 3abaBHK Nporpam 3a Bpe-
Me MpoBefeHo y pedy. 360r Tora, MHOMM aepoapoMU
yBO[le OBY BPCTY 3a6aBe Y CBAKOAHEBHOM pafy.

Kop onaxarba HUBOA YCyre 0f, M3y3eTHOT CY 3Ha-
yaja cBe CeKyHAapHe ycnyre, He camo 3abaBHOr kapa-
KTepa Beh W HNP. MOKPETHW TPOTOapW, CTeMeHuLe,
nndgtosn, 6poj U pacnonoXmMBOCT KONMLA, 3HaUM WH-
thopmucarba, U cn. Mehytum, He Tpeba 3anocTaBuUTh
UMHEHULLY fa JOfATHU cafpXaju HUCYy npecyaHu. Ta-
YHMje YKOMIMKO HMBO yCnyre y NpUMapHUM cagpa-
jyMa 'y cMucny NpocTOPHO-BPEMEHCKMX KPUTEPUjYMA,
Huje 3a40BO/baBajyhu, MO3WTUBHM ediekat 0f Ceky-
HAapHUX cagpkaja he BepoBaTHO 6UTK Makbu, Unn he
yak n3ocTaTu. Huje peasiHo ouekMBaTU ga NyTHULK, Y
yCnoBuMa y KojuMa Hemajy AoBosbaH 6poj ctonuua
WM [0BO/BHO MPOCTOpA Ha pacnonarary, Onaxajy
BULUW HWBO YyCnyre 3aTo LUTO je, peumMmo, 0cobrbe
/by6a3Ho, WM 3aTO LITO CYy NpocTopuje unucte. AKO
MpBW acnekT Huje 3aJ0BO/bEH, HE MOXe Ce Ha Apyru
OCMakbaTh Kao Ha pellere npobnema, Mafa Baxku W
06pHYTO.

"NaBHO orpaHuyerbe y OBOM CAWCAY je LUTO He
noctoje opMasHu MOAENWN KOjuU OACNUKaBajy Be3y
n3Mehy napamertapa Kojuma ce NpPOCTOPHO U Bpeme-
HCKM aeuHULLEe HMBO ycnyre 3a nNoTpebe npojekTo-
Barba aepOAPOMCKMX TePMMHaIA M MOKasaTe/ba ona-
YEHOI HMBOA yCyre of, CTpaHe NyTHKKa. 360r Tora je,
PeLnMo, TELLKO NpefBuaeTV Nobosbllake KBamTeTa
yCnyre Ha OCHOBY YCBOjeHe cTpateruje [14]. Ann, To
HW Maso He JOBOAN Y MUTaHE YnNHEeHULLY Aa Ce 0Ba Ba
acrnekra Jonymwyjy, 1 fa je pasyMeBare HhUX0Be Me-
fycobHe Be3e K/by4YHO 3a edmKacHuje Kopuilherbe
PacnofioXMBKX pecypca 1 NNaHnpare NpoLMperba.

MpOoCTOPHO-BPEMEHCKM CTaHAapau Ccy npenopy-
YeHe BpeAHOCTM U3BefeHe Ha OCHOBY Hajb0sbe Npakce,
an ce 0f, KX MOXE CBECHO W OACTYMUTU. Y KOMMUKO
Cy CTpy4Hbaly Koju pafe Ha nosby NpojeKToBaba W
niaHypara TepMUHANHE 3rpage YMo3HaTh ca Hauu-
HOM (DYHKLMOHMCaa TepMUHaNa Kao LeuHe, CBUX
nojcucTeMa 1 HUXOBUM UHTEpaKLmMjama, Kao 1 Kapa-
KTepucTMKama NyTHUKa Kojuma ce Mpyxajy ycnyre,
OHW MOTY NPeANoXUTY Apyraynje BPeAHOCTU Of OHUX
Koje cy fedmHucaHe of cTpaHe MATA-e.

BpegHocTn ce mMory meraTyt U3 BULLE pasfiora.
JefiaH of pasfnora Koju yTude Ha OBe NPOMEHE je Ky-
NTypHa/HauMoHanHa nosaavHa BehuHCKOr gena nyT-
HMKa. Mo3HaTo je Aa je CTaHOBHMUMMA a3njCKuX 3e-
Ma/ba MOTpebHO Mare MpocTopa Ha OCHOBY Ccame
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rpahe Tena BeNMHCKOr CTaHOBHMLLUTBA. M3 oBor pa-
3010ra ce MpeanoXeHN MPOCTOP HameHseH MpPOCTOo-
pujama 3a Yekarse Mo MyTHWUKY MOXe cMmawuTu. Ca
Jpyre cTpaHe, CTaHoBHULMMa CeBepHe AMEpUKE je Mo
cTaTucTMUM noTpebHo Buwe npoctopa. CnnyaH je
npumep ca NyTHULMMa Koju aonase ca bauckor Wc-
TOKa, KOjVMa BuLLIe NPOCTOpa No NojeAuHLY Hero wro
je nNpessiokeHo CTaH4apauMa, YTuye Ha BULLU HUBO
33/10BO/bCTBA.

Lpyru pasnor Moxe 6UTK TMN aBUO-KOMMNaHuje y
CMUCY TPaAMLMOHANHE HacnpaM HUCKOOYLIETHUX U
pasNMKa Koje u3 Tora NponcTuyy. 3aHUM/BLMBO je a cy,
CYNpPOTHO MpeTnocTaBkama, UCTpakuBama [1] noka-
3ana fa Knaca nyTHVKa He yTuye 6UTHO Ha JOXXUB/baj
HWBOA ycnyre, Tj. Aa NOCNOBHU MyTHULM UCTW Npo-
CTOP HY>KHO He JOXUB/baBajy Kao Matbyl HABO YCayre
04, EKOHOMCKMX MYTHMKA.

5. 3AK/bYYHAK

Ca cBe Behum 6pojeM NyTHMKA ONpeferbeHUM 3a
Ba3dyLLHW caobpahaj, nocTas/ba ce U Behn nputucak
Ha aeopogpomMe fa ce TUM MyTHULMMA MPYXW LWTOo
6orba ycnyra. Ca jeqHe cTpaHe NpuUTUCaK Jonasv of
camux aepoapoma, jep MM 60/ba ycayra JOHOCK W
MOBO/BLHUJU MONOXKaj HA KOHKYPEHTCKOM TPXULUTY, a
ca apyre, o4 caMux MyTHUKA, KOju Kako NyTyjy cBe
BULLE, MOCTajy WCKYCHWjU W MOCTaB/bajy BULLIE
KpuTepujyme.

MyTHULM CBe BULIe BpPEMEHa MpoBOge Y Tep-
MWHa/THOj 3rpasin Kako 61 npoLuv Kpo3 cee noTpedHe
npouece. Ynaxy ce CTafHW Harnopu ja ce 6opasak y
pefoBMMA 32 YEKare CMarbMi Ha LITO Kpahu nepuog
BpeMeHa, jep je TO OHO WTO he MyTHUUMMA [OHETU
Hajsehe 3a0B0/LCTBO. MehyTunM, yCnoXKHbaBare npo-
Leaypa (Npe cBera CUrypHOCHMX npoBsepa), NocTas/ba
036M/bHa OrpaHMYerba No TOM NUTaky. Tako nocTajy
Of, BeNMKe BaXHOCTW AOLATHW cagpxaju, jep mory
No60osbLIATM LieNOKYMHO UCKYCTBO MyTHUKA.

Kagfa ce npojektyje nam npowmpyje TepMUHaiHa
3rpafia Win Heku eH NoACUCTEM, NOMa3HU OCHOB 3a
TO Cy MPOCTOPHO-BPEMEHCKM NapameTpu HUBOA YCy-
re koje npegnaxe MATA. OBu napameTpu cy ce
Metbany BpeMeHoM, Aajyhv NMpBO KOHKPETHE BPefHo-
CTW Be3aHe 3a NoTpeb6aH NMpPoOCTOp Mo NYTHUKY Kao u
BPEMEHA YeKara, A0 PasnnyMTUX Orncera yHyTap Ko-
Jux ce moxe onucatn ogpefeHn HKUBO ycnyre. OHO
LUTO je yYBEK NpefcTaB/bano Npobiem 6unio je nuTare:;
,,Ja N Taj HUBO ycnyre no KOMeE je niaHupaHa Tep-
MWHaNHa 3rpaga, Ofrosapa HUBOY YC/yre Koju nyT-
HULM [OXMB/baBajy?* Pa3sHOBPCHM Cy Npumepu rae
NYTHALW [0XWB/bABajy HUBO YCNyre Kao BULLW WK
HXXWM Y OJHOCY Ha OHaj MO KOMe je NpOojeKToBaH Te-
pMUHan. 13 oBor pasnora noceeheHa je Benvka naxtba
MULLbEeHY MYTHWUKA, U BPEMEHOM CBE BULLIE OPraHm3a-
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Lmja ce 6aBu NPUKYN/batbeM MHGOpMaLmja o CTpaHe
NyTHWKA, Kako 61 1M ce npyxkunna wto 60sba yenyra.

MocToje pasnuunMTe MeTOAe MPUKYM/bakba Moja-
Taka, anv Kao HajnpoAyKTMBHMja NoKa3ana Cce aHKeTa,
6mno 6asnpaHa Ha AUPEKTHOM KOHTaKTy aHKeTapa U
NYTHUKa UM Ha NOMyHaBaky MNyTeM UHTepHeTa. Ha
OCHOBY CY6jeKTMBHMX N 06jeKTUBHUX MH(opMaLmja
[06MjeHMX OBMM MyTeM, aepoApoMU MOCTajy CBECHU
CBOjUX NPEAHOCTM 1 MaHa Y CEKTOpY Yycnyre.

Hajseha npegHOCT yBOhewa aHKeTa je 6una Ta
LLTO OHe y31Majy Y 0631p CTaBKe Koje Cy CybjeKTUBHE,
KOje HMCy [eo CTaHAapha, a UTEKaKo yTUYy Ha HWUBO
ycnyre. Jow jegHa npegHocT Kopuiherba aHKeTa Kojy
BENNKM BpOj Ba3AyXOMNNOBHMX OpraHu3aumja Hyam je
,,0eHUMapKKHr*, MoryhHOCT fga aepogpomu yno-
pehyjy cBoje pe3ynTate ca pesynTaTvMa 4pyrux aepo-
[poma ca BULIMM HUBOOM Ycryre, oMoryhasa naktue
Hanaxere NpobneMaTUyHMX 4eN1oBa yCnyre Kojy Hyae
Kao W Ha4YMH Ha Koju je Mmory nobosbLiaTti.

Mako jow yBek Huje getmHMCaHa AMPeEKTHA Be3a
n3mehy oBa fBa acrnekta HMBOA YCnyre, jacHo je aa
jeMHO KPO3 KOHCTaHTHO npunarohasare NPOCTOPHO-
BPEMEHCKUX KpuTepujyma Ha 6a3n OLeHe UCKyCTBa
nyTHWKa aepAopoMM Mory Aa yHanpehyjy cBoje ycny-
re v TMe Ce YCMeLIHO TakKMuye Ha TPXMWTy. OcTaje
OTBOPEHO NuTake fa v je moryhe Hahu jeIMHCTBEHY
Be3y (3a onwTK cnyyaj), 063MpoMm fa Ha by 3Ha4ajHo
YTUYY KapakTepucTuke MyTHUKA, Waun je 36or Tora u
MOXerbHO OBe Bese AedMHMCATH 3a CBaKM KOHKpeTaH
Cnyyaj nojeanHa4Ho.

6. SAXBATHNLA

Ogaj pag je genom nogpXaH of ctpaHe MwuHK-
CTapcTBa NPOCBETE, HayKe M TEXHO/MOLLKOr pa3Boja,
KpPO3 MCTPaXXMBa4Ku npojekat 6poj TP36033.
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SUMMARY
LEVEL OF SERVICE AT AIRPORT PASSENGER TERMINALS

Airport terminals are designed by level of service standards which are regulated by International Air
Transport Association (IATA). Level of service offered to passengers, regarding to the primary
processes, is not necessarily equivalent to the level of service perceived by them. The fact that passengers
spending longer times in terminals makes the secondary processes more important in passenger
experience. Aiming to improving airport attractiveness, and business success, passenger perception is
approached by paying close attention. This paper discusses the two aspects of level of service. Concept
of level of service used in air traffic industry with purpose of designing and planning of passenger
terminal is derived from the Highway Capacity Manual. Subject of the paper regards last changes which
have been introduced during 2014. Second part of the paper explains the needs of examining and
analyzing passenger perception from the management point of view, and gives overview of methods
which are conducted during researches. Similarities and differences are shown among measurements of
level of service and perceived level of service, including the importance of these aspects mutual
complementing.

Key words: airport, passenger terminal, level of service
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