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1.1.  E-INCLUSION
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.

 1.: 

https://www.surveymonkey.com.
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 1. . 
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 200   100   100  .
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1
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 10 
.   4  :
1. : 

 ( , , ,
)

2.

, , 
)

3. : 

4.  -   
, ,  -

).

2
E INCLUSION E: 

https://www.surveymonkey.com/s/ZM2WNX3

3
E  INCLUSION   :  

https://www.surveymonkey.com/s/HLYNYDP

 6 

. 

.4
E INCLUSION E:

https://www.surveymonkey.com/s/ZX8H5DJ

5 E-INCLUSION 
https://www.surveymonkey.com/s/HDLCHG2

. 

.
 (  )

 1   5  (1  .  5- )

. 

.

6 E-INCLUSION 
https://www.surveymonkey.com/s/ZBJDPCC

7 E-INCLUSION 
https://www.surveymonkey.com/s/HCWG8FS

8 E-INCLUSION 
https://www.surveymonkey.com/s/ZXB2WWN

9
E-INCLUSION 

https://www.surveymonkey.com/s/HWNJLGP
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 1   5,   1   5  )
 ( 

, , 
).

10 E-INCLUSION 
https://www.surveymonkey.com/s/ZN9BWPZ
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2.3. 

 E-INCLUSION ,
.  200 

 20 . 
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,  ( , , 

). 
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.   
. 

. 
  

.  51 
.

:  E-inclusion 
 20  200 , 

. 
 20 

.  51 
.  ( )

.  
 IPA CBC BG SR.  (Baseline Research)

. 
 5 

.   468  152
.  30  (  10.

 10.  2014),  14.19%. 
   20 

.  II.
:

 5 
.

.  
 8 .  2 

 (  2).

1 Regulation (EC) No 808/2004 of the European Parliament and of the Council of 21 April 2004 concerning Community statistics on
the information societ
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 2.:   "  "  E-INCLUSION
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:  ( ) 
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 " ".

 "  2020: , 
",  2010. , .

 2020 , 
, .  ( ) 

, 
 2020  " ",  

.

 2.: " "

: http://debategraph.org/Stream.aspx?nid=106828&vt=bubble&dc=all

 13 
:

1.  2013. ,
2.  30 Mbps  2020. ,
3.  50 %  100 Mbps  2020. ,
4.  50 %  2015. ,
5.  20 %  2015. ,
6.  33 %  2015. ,
7.  2015. ,
8.  60%  75%  2015. ,   41%  60%

, 
 30 %  15%  2015. ,

9. 50 %  2015. ,
10.  2015. ,
11.  11 
12. 2020. ,
13.  20%  2020. .

http://debategraph.org/Stream.aspx?nid=106828&vt=bubble&dc=all
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. 

. 
. , 

. 
, .

 2011.  -27  (67%)  
,  2012.  72%. 

.  2007.  2012. , 
 11,4% -27.

 68.4%  OECD , 
. 

, 
 34 , , 

 16.63 %,  851 .  ( , ,
, , )  100% , 

,  13 %  2013.

 (DSL,  ADSL  i  ADSL2+)  57.9%  
. ,  2013. 

, 
 (22%). 

 (19%). , 
,  9,8%.

. 
 2013  18.9%  29,4% .

 1.: ,  2013

: Broadband access in the EU: Situation at 1 July 2013. http://ec.europa.eu/digital-agenda/en/news/broadband-access-eu-
situation-1-july-2013
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, 
.  1.

. 
),  ( ) / 

.     ,  
.  ,   (  264).

. , 
.

 1:. , 

: Concept for Development and Render for
Maintenance and Operation of Regional Broadband
Access Networks in Less Urbanized and Rural Areas.
2010

: 

 20132

 (53,7%) .
 53,6% 

 2.8%  2012. .  20133

 55,8% , 
 8,3%   2012.  ,   14,6%   2011.  .   43,4%

.

2 : Main Results from the Survey on ICT Usage in Households and by Individuals in 2013.National statistical institute. Sofia
2013. Republic of Bulgaria.
3 :Usage of information- communication technologies in the Republic of Serbia 2013. Households/individuals. The Statistical
Office of the Republic of Serbia. Belgrade 2013
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 (63,8%  42,5%).  2012. ,

.  6,3%, 
 9,3%. , ,  2013.

 2.400.000 ,  300.000
 2012. . 

: , , 
,  (web-browsing), , 

,  ,  ,  .
 806.000 . 

 2013. 
 (27%), 

(13,9%),  (7,2%),  (6,5%).
 2013.  19,6% 

, 13,9% ,  10,6% 
. , 87,6% 

,   81,1%  
,  80,8%, 

59,5%. ,  900.000 
,  300.000 

 2012. . , ,
, , ,  2012. 

38,6% 
,  29,2% 

.   2013  
.  51.20%  16-74 

. : , 
, ,  (web-browsing),

, , , -
, .  2013.

 22,6% 

, .  2013. 
20,9% ,
12,7% ,   8,5% .

.
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3.2  - 

-
  39434   km².  -

, . 

.  

. 
.  (

), 

, 
, . 

12 : 6 
, , , , 
 )    6   (

: : : 
: ). 

 2011  
 3,2 .

 2.: 
: http://ec.europa.eu/regional_policy/country/prordn/image.cfm?id=1862

, 
. .  

, 
  . 

 (25.72%)4 .  ,  
, 

    -25.   ,   3,422.00  . 
 39.86%5.  

, . 

. 
,   . 

  . 
  , 

, ,   .
 (  16.2% ).

 74%.  31% 
 33%. 

, , , , ,
   98%  99% 

.   
.  49%  . 

  .

4  Source: Statistical Reference Book 2013. National Statistical Institute. http://www.nsi.bg and Census of
Population 2011. Population – database. Statistical Office of the Republic of Serbia.. Regional Profiles-Indicators of
Development. Institute for Market Economics Sofia 2012
5 : Bulgaria – Serbia IPA Cross-border Programme 2014 – 2020 Draft ProgrammeVersion 2.0 – 8 July 2014

http://ec.europa.eu/regional_policy/country/prordn/image.cfm?id=1862
http://www.nsi.bg
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 3.: ,2011  (  - )

I 128746
1 49720
2 21142
3 19854
4 38030
II 120756
1 13175
2 60045
3 31264
4 16272
III 371003
1 51875
2 8300
3 17846
4 13498
5 9070
6 14802
7 255612
8    15148
9    44156

10    33800
11    74131
12    88377
IV 93339
1 12381
2 12142
3 10115
4 58701
V 222394
1 11462
2 30338
3 22290
4 146640
5 10206
6 1458
VI 226649
1 7987
2 45626
3 21609
4 86120

4a   76164
4b   9956
5 40078
6 20033
7 5196

: , 2011 
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 4:. 

/ [km2]  2011  km2]

88502 6158 7186862 81

I 3507 90 128746 37
1 856 14 49720 58
2 629 23 21142 34
3 932 14 19854 21
4 1090 39 38030 35
II 3624 173 120756 34
1 828 20 13175 16
2 1069 42 60045 56
3 1202 86 31264 26
4 525 25 16272 31
III 2728 282 371003 136
1 707 72 51875 74
2 325 34 8300 26
3 121 16 17846 147
4 193 27 13498 70
5 289 23 9070 31
6 497 39 14802 30
7 596 71 255612 428
8    146 18 15148 104
9    141 13 44156 322

10    182 23 33800 194
11    124 15 74131 815
12    3 1 88377 1804
IV 2761 214 93339 34
1 529 53 12381 23
2 517 46 12142 23
3 483 43 10115 21
4 1232 72 58701 48
V 2770 336 222394 80
1 264 36 11462 44
2 308 48 30338 99
3 337 39 22290 66
4 1025 144 146640 143
5 524 44 10206 19
6 312 25 1458 5
VI 3520 363 226649 64
1 571 37 7987 14
2 461 59 45626 99
3 366 51 21609 59
4 860 105 86120 100

4a   602 84 76164 127
4b   258 21 9956 39
5 264 35 40078 151
6 628 41 20033 32
7 370 35 5091 14

18910 1458 1162887 64

: , 2011 
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 5:. 

/ [km2]

, 2011

 km2]

I 3032.9 142 135 99481 63054 36427 32.80
1 410.7 18 17 6520 5140 1380 15.88

2 165.8 9 9 1293 - 1293 7.80

3 179.2 10 9 5471 2497 2974 30.53

4 501.3 34 32 62348 49633 12715 124.37

5 184.2 8 7 1975 1433 542 10.72

6 402.5 23 22 6440 1193 5247 16.00

7 291 9 8 4615 3158 1457 15.86

8 228.8 7 7 1575 - 1575 6.88

9 109.5 5 5 2908 - 2908 26.56

10 232.6 10 10 4313 - 4313 18.54

11 327.3 9 9 2023 - 2023 6.18

II 3635.5 130 122 145984 93267 52717 40.16
1 465 20 19 18489 13279 5210 39.76

2 308.3 13 12 9140 1524 7616 29.65

3 194.4 10 9 4961 1171 3790 25.52

4 431.5 11 10 9745 3594 6151 22.58

5 240.1 10 9 8061 6179 1882 33.57

6 320.6 13 13 2702 - 2702 8.43

7 323.9 10 9 27839 22306 5533 85.95

8 191.1 5 5 3935 - 3935 20.59

9 652.7 24 23 53236 43375 9861 81.56

10 286.9 10 9 3624 1839 1785 12.63

11 . 221 4 4 4252 - 4252 19.24

III 6947.3 281 263 245616 149595 96021 35.35
1 76.1 1 1 1564 - 1564 20.55

2 142.9 10 9 8490 5618 2872 59.41

3 519 13 12 32952 20242 12710 63.49

4 374.7 20 19 5321 4383 938 14.20

5 295.4 14 14 6281 - 6281 21.26

6 66.9 1 - 4511 4511 - 67.43

7 323.9 34 33 5312 3371 1941 16.40

8 433 19 18 22751 6811 15940 52.54

9 371.7 10 9 11942 10209 1733 32.13

10 . 163.3 4 3 5783 5046 737 35.41

11 541.8 28 27 17732 13074 4658 32.73

12 139.2 1 - 2370 2370 - 17.03

13 302.1 9 7 12602 8341 4261 41.71

14 254.4 14 13 17665 12096 5569 69.44

15 207.9 11 11 2486 - 2486 11.96

16 152.4 2 1 8242 7426 816 54.08

17 316.7 11 10 7543 3782 3761 23.82

18 1209.9 28 27 37739 26529 11210 31.19

19 868.6 38 37 22039 8192 13847 25.37

20 187.4 13 12 9556 7594 1962 50.99

21 70.8 1 1 1262 - 1262 17.82

22 44.4 1 1 1473 - 1473 33.18

IV 1348.9 38 34 1296615 1236606 60009 961.24

1  1348.9 38 34 1296615 1236606 60009 961.24
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/ [km2]

, 2011

 km2]

V 2394.2 171 165 131987 103945 28042 55.13
1 404 35 34 6812 4099 2713 16.86

2 253.9 18 17 2717 1656 1061 10.70

3 138.1 10 10 1596 - 1596 11.56

4 484.2 24 22 96145 81446 14699 198.56

5 540.5 32 31 20631 14317 6314 38.17

6 . 573.5 52 51 4086 2427 1659 7.12

VI 3051.5 182 175 134990 92711 42279 44.24

1 206.2 18 17 8930 5703 3227 43.31

2 135.1 12 11 2848 1224 1624 21.08

3 329.1 17 16 44547 33205 11342 135.36

4 182.3 11 10 5109 2332 2777 28.03

5 959.4 72 71 59913 44111 15802 62.45

6 439.7 23 23 2720 - 2720 6.19

7 361 5 4 2830 2351 479 7.84

8 180.9 5 4 7449 3785 3664 41.18

9 . 257.8 19 19 644 - 644 2.50

20410.3 944 894 2054673 1739178 315495 100.67

: 2011 Population Census - Main Results. National Statistical Institute. http://www.nsi.bg/. “Regions,
Districts and Municipalities in the Republic of Bulgaria 2010”.National Statistical Institute 2012

, ;
, ; 

.   36.61%,  
 26.84%   .  

 42.66%.
. 

  .

 6: 

    

I 37.00% 17.40%
II 39.20% 14.90%
III 47.10% 6.40%
IV 46.80% 9.90%
V 43.20% 14.20%

 ( ), 42.66% 12.56%
I 32.90% 32.00%
II 29.50% 39.00%
III 29.80% 41.40%
IV 32.10% 40.60%
V 25.50% 51.00%
VI 33.60% 42.70%

 ( ), 30.57% 41.12%
 ( ), 36.61% 26.84%

: Bulgaria – Serbia IPA Cross-border Programme 2014 – 2020 Draft ProgrammeVersion 2.0 – 8 July 2014

http://www.nsi.bg/.
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.  56% 
 62%. , , 

, 
. 

. 
, 

, , 
. 

. 
    

. ,
, ,

  ,          
.

: 
.  

. 

. , 
. ,   

. 
. , 

    
.   ,  

. 
. , , , 

  .  53% 
.  3%.

 (70) 
.  

 (59.6%)  8.63% 
. 

.  EUROSTATA   65% 
,  56% . 

 83%.
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 7:. , 2011  -

/

I 27% 14% 59%
1 33% 14% 52%
2 25% 13% 62%
3 25% 15% 60%
4 20% 15% 65%
II 24% 13% 63%
1 18% 11% 71%
2 28% 14% 58%
3 20% 13% 67%
4 23% 14% 63%
III 34% 14% 52%
1 20% 15% 65%
2 10% 10% 80%
3 17% 15% 68%
4 13% 15% 72%
5 12% 13% 75%
6 18% 10% 72%
7 41% 14% 44%
8    27% 14% 58%
9    41% 15% 45%

10    27% 15% 58%
11    39% 15% 46%
12    51% 13% 36%
IV 27% 12% 61%
1 18% 9% 73%
2 19% 12% 69%
3 27% 13% 60%
4 30% 13% 56%
V 23% 14% 63%
1 13% 13% 74%
2 22% 13% 65%
3 17% 14% 69%
4 25% 14% 61%
5 21% 12% 67%
6 10% 12% 78%
VI 25% 15% 60%
1 19% 12% 69%
2 20% 19% 61%
3 19% 14% 66%
4 29% 15% 56%

4a   31% 15% 54%
4b   17% 12% 70%
5 22% 16% 62%
6 24% 13% 63%
7 15% 13% 72%

26.6% 13.8% 59.6%

: , 2011 



29

 8:. 

/ 
  

, 2011 (%)

I 28.6 31.3 18 6460
1 27.3 29.1 2 455

2 3.8 5.3

3 18.4 20.6

4 38.7 42

5 8.5 10.5

6 8.5 9.3 6 2262

7 16.8 19.4 4 1302

8 3.4 4.7 3 1211

9 12 14.1

10 6.6 8.9

11 0 0 3 1230

II 28.7 31.3 0 0
1 28.7 31.3

2 11.6 14.1

3 10.2 11.5

4 12.4 14.1

5 22.2 24.3

6 5.9 7.6

7 32 34

8 10.4 11.7

9 42.5 46.1

10 13.5 14.9

11 . 10.2 12.4

III 36.9 39.2 0 0
1 28.4 32.7

2 48.8 51.3

3 40.7 44.3

4 35.2 30.8

5 23.8 26.4

6 35.9 38.2

7 25.1 26.3

8 41.8 43.3

9 37.9 40.5

10 . 40.3 41.7

11 31 32.5

12 28.6 31.4

13 37.1 40.2

14 45.2 47.1

15 17.6 20.2

16 45.6 48

17 29.5 32.2

18 35.2 38.1

19 33 34.9

20 37.5 39.6

21 29.7 31.2

22 38.5 38.9

IV 62.9 65.3 0 0

1 62.9 65.3
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/ 
  

, 2011 (%)

V 37.1 40 19 6016
1 19.4 21.2

2 9.3 11.1

3 5 6.5 4 1404

4 43.6 46.7

5 27.8 31.1 15 4612

6 . 14.4 15.3

VI 33.1 35.8 32 10251

1 25.9 28.6 9 1661

2 16.2 17

3 38.8 41.9

4 19 21.9

5 35.3 37.9 23 8590

6 5.5 6

7 20.7 23.2

8 33.9 35.8

9 2.4 3.5

37.9 40.5 69 22727

:
1.) 2011 Population Census - Main Results. National Statistical Institute. http://www.nsi.bg/. “Regions, Districts and Municipalities in
the Republic of Bulgaria 2010”.National Statistical Institute 2012
2.). Concept for Development and Render for Maintenance and Operation of Regional Broadband Access Networks in Less Urbanized
and Rural Areas. 2010

http://www.nsi.bg/.
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45% 55% 12% 18% 22% 22% 26% 25% 55% 20% 18% 36% 16% 28% 2%

59% 41% 11% 16% 23% 21% 29% 25% 61% 14% 19% 37% 18% 25% 1%

-

)

52% 48% 12% 17% 23% 22% 28% 25% 58% 17% 19% 37% 17% 27% 2%

 (55%), 
. 

.

:
.  97%

 83%  23% 
.

 10:. 

)

35% 24% 82% 24% 4% 95% 2%

38% 21% 83% 29% 5% 98% 3%

 - 37% 23% 83% 27% 5% 97% 3%

, . 
 2013  98,2%  47,6% .

86,9% ,  31,6% 
.  2013 , 

.
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 2.: 

:
53% , 

 6.9%. 
. , 

 (  10%). 
.

:  53% 
.  2%.

 11.:   

(Dial-Up) DSL (ADS)
(WAP, GPRS)  ( , Wireless

Internet,  WiFi,
WiMax)

2% 25% 8% 17% 48%

3% 26% 9% 17% 45%

 - 3% 26% 9% 17% 47%

 20136

 (53,7%) .

6 : Main Results from the Survey on ICT Usage in Households and by Individuals in 2013.National statistical institute. Sofia
2013. Republic of Bulgaria.
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 20137  55,8% 
,  8,3%  2012. ,  14,6%  2011.

  
. 

 6,3%, 
 9,3%. 

.

 3.:   

 ( ), 
. , 

, DSL (ADSL)  26%, 
17%,  3% . 

,  (broadband)
.  (broadband) 
, 

(download)  (dial-up) 
.  ,  

 2005. 
.   2012 43,4%  (broadband) .

 52,8%,  44,7%,
 37,7%.  53.6% 

 (broadband) . 
 ( ,  . .), .

. 
 (broadband) .

7 :Usage of information- communication technologies in the Republic of Serbia 2013. Households/individuals. The Statistical
Office of the Republic of Serbia. Belgrade 2013
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25%
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 (broadband)  19 ,
  .  19  3 

.

, :  46% 
,  5% ,  

3% .  47% .

 4.:  (  3 )

, ,  3 , 56% 
, 30% 

14% . , 63,1% , 24,6%
,  12,3% . 

   (29%).   (67%)  
. 

.  17% . 
 (34%). 

. 
.  

:  (73.50%); 
 ( . ), , ,

 (24.78%);  (1.71%);
 (2.57%)   MS Office (35.89%).  (

 3%)   web . 
, , 

,  (web-browsing), , 
, , , .

 22,2% 
.

42%

6% 4%

48%49%

4% 2%

45%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

 3  3  1 
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.
.  

, 19,3% 
, 9,2% ,  7% 

. 64,5% 
.

 12.:   

 -

2 25.44% 26.24% 24.67%
1 27.56% 26.24% 28.82%
5 5.56% 5.66% 5.46%

4 19.22% 20.14% 18.34%

3 22.22% 21.72% 22.71%

 5.: 

 2013 
 (69,5%) 

 Facebook  Twiter (68%). 93,4%  16  24 
 (Facebook, Twitter). 

20.9% 
. 

 (27%), 
(13,9%),  (7,2%),  (6,5%).

 2013.  19,6% 
, 13,9% ,  10,6% 

. 
. 

  web .

81%
48%

67%
73%

68%
54%

17%
27%

16%
11%

15%
12%

8%
14%

34%
15%

12%
9%

3%
3%

8%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

 / 
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 / 
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Online   

Online 
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Online 
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, , , 
. 
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, 
.  : 

; ;  ( ); 
 ( ).

: . 
. 

,   .

.  6

 6.: 

.

21.83%

18.46%

59.70%
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 13.: 

 -

48% 47% 48%
 / - 77% 75% 78%

 / 
) 28% 28% 28%

, 
, , 

, 39% 39% 39%

55% 51% 60%
-  / 43% 42% 43%

- 90% 88% 92%

32% 25% 38%
58% 47% 68%
13% 13% 13%

 / 16% 15% 16%
, , 10% 10% 9%

28% 26% 30%

43% 44% 42%

6% 6% 5%

 ( ) 15% 15% 14%
, 32% 25% 38%

 (Microsoft Word) 59% 49% 68%

21% 22% 20%

21% 22% 20%
44% 44% 45%

51% 49% 52%

37% 35% 38%
27% 25% 28%

, 40% 36% 44%

69% 75% 62%
53% 50% 55%

 (  2020, -
) 70% 68% 72%

21% 16% 25%
50% 48% 52%
70% 67% 72%
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 (51.61%). 
. 

.  
.    

 2020,  - ).  27%

 14.: 

 - 
3 21.63% 21.42% 21.83%
1 35.89% 35.43% 36.31%
2 - 21.83% 22.66% 21.07%
4 20.65% 20.49% 20.79%

:
  . 

 (  2).

 ( ):
.   8

  2 . 
 200.    2 

. 
, ,  (

). , 
.   ,  (

). 
 online . 

, .

 online .

 ( ):

.  
. 

.  ( )  1  5 (1
. 5- ) . 

. 
 2.20. 

 11.96% (  13) 
  

.  
 5.98%.
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 13.:  E INCLUSION
 - 

Index
1 - 2.27 2.63 0.37 16%

1.1 2.45 2.78 0.33 13%
1.2 2.25 2.80 0.55 24%
1.3 - 2.10 2.33 0.23 11%
2 2.14 2.30 0.17 8%

2.1  (  2020, -
) 1.85 2.16 0.31 17%

2.2 2.05 2.23 0.18 9%
2.3 2.20 2.30 0.10 5%
2.4 2.45 2.53 0.08 3%

1 - 2.27 2.63 0.37 16%
2 2.14 2.30 0.17 8%

2.20 2.47 0.27 11.96%

.   
.  online

 SurveyMonkey.  (  1  5, 
 1  5 )  ( ,

, ). 
 (  ,  ,  .)   4.43 (  14). 

. 
: , ,   

.

 14.:

 -

4.48 4.45 4.50
4.52 4.48 4.55
4.30 4.25 4.35

4.18 4.10 4.25

4.43 4.40 4.45
4.45 4.40 4.50

4.39 4.35 4.43

, . 
. 

 - .
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, : , , , -
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  ,  
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, .
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. , 
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2013  (53,7%) 
.  53,6% 

 2.8%  2012. . 
 2013  55,8% 

,  8,3%  2012. ,   14,6%  2011.
.  43,4% . 
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 (63,8%  42,5%).   
: , 

, ,  (web-browsing), 
, , , ,

.
7. , 

  . 
 (25.72%) .  

,    , 
    -25.   

,   3,422.00  . 
 39.86%.    ,

. 
.

, 
; , ; 

.
8. :  97%

 83%  23% 
.

9. : 53% ,
 6.9%. 

.
10. :  53% 

.   2%.  
, 26%,  DSL (ADSL) 

 17%,  3% .   
, 

(broadband) .  (broadband) 
,  

 (download) 
 (dial-up)  .  ,  

 2005. 
.   2012 43,4% 

 (broadband) . 
 52,8%,  44,7%, 

 37,7%.  53.6% 
(broadband) . 

 ( ,  . .), .

. 
 (broadband)

.  (broadband)
 19 ,   .  19

 3 .
11. , :  46% 

,  5%  
,  3% .  47% . 
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.  (34%).

.  
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 3%)   web . 
, ,
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, , , 

.  
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  web .
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.  

. 
   (  2020,  - ).

 27% 
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.  
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6.

ADSL (Asymmetric Digital Subscriber Line): 

.  
, 

 6 Mbps.

ADSL  (Asymmetric  Digital  Subscriber  Line):  A  broadband
digital transmission technology that uses the existing
telephone line and provides possible simultaneous data
sending and voice communication. The larger part of
range serves for data sending to user and the speed
extends up to 6 Mbps.

Broadband:  ( .
)  

, 
.

Broadband: A communication system the agent (carrier)
of which (e.g. optical cable) forwards multiplied data
simultaneously, and each individual data is made module
at different frequency.

B2B (Business-to-Bussiness): 

 IP .

B2B (Business-to-Business): Transactions between two
enterprises that are carried out by the way of networks
based on IP and through other computer networks.

B2C (Business-to-Customer): 

IP .

B2C (Business-to-Customer): Transactions that are carried
out between business and private customer through IP
networks and via other computer networks.

CRM (Customer Relationship Management): 
e

o 
e  .  CRM  

,   CRM  

,
, , 

.  CRM  

.

CRM (Customer Relationship Management): It  is  a
process or methodology that helps managing information
about our clients’ needs and habits and developing
tighter relationships with them. CRM contains several
technological components, but in organizational terms,
CRM  represents  a  set  of  processes  for  collecting
necessary information on customers, sales, marketing
efficiency, customers’ reactions and market trends. CRM
helps managing technologies and human resources in
order to have a view of customers’ behavior and value.

Downloading: 
. 

 FTP-

.

Downloading: Electronic transmission of information from
a remote computer to your computer. Downloading of
data  files  from  anonymous  FTP  is  a  popular  way  of
obtaining free of charge software of public property.

Dial-up connection: 
.  

, ISDN  ISDN .

Dial-up connection: Use of a telephone network for the
purpose of connecting to another network. Included are
modem and regular telephone line, ISDN card and ISDN
line, etc.

DSL (Digital Subscriber Line):  (broadband)

.

DSL (Digital Subscriber Line): A type of fast (broadband)
Internet connection that utilizes standard telephone lines.

: 

, . , . , -
, , , „online“

, .

Digital goods or services: Goods/services that can be
ordered or delivered directly via a computer over the
Internet, e.g. music, films, games, computer software,
“on-line” newspapers, consulting services, etc.

E-mail: , 
, , 

. 

.

E-mail: Electronic transmission of messages, including
text and attachments, between computers located inside
or outside an organization. This comprises electronic
mails over the Internet or other computer networks.
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: 

.

Extranet: A secure extension of Intranet enabling external
users to have access to certain parts of the organization
Intranet.

: E-Commerce (Electronic
Commerce)  

,  World
Wide  Web.  

 e-business, 
.

Electronic commerce: E-Commerce  is  the  purchase  or
selling of goods or services over the Internet particularly
via  the  World  Wide  Web service.  Practically,  this  term is
often used instead of the recent one, e-business, which
means business over the Internet.

 ( ) : 

, 

. , 
, 

. ,

, 
.

Electronic (digital) signature: Electronic signature is
meant to be technology used in systems of electronic
business for checking the signatory’s authenticity,
securing the integrity of transmitted information and the
irrevocability of the electronic signature in the message
or document. Therefore, alike the signature in standard
business, the electronic signature is used in electronic
business. Besides, the latter secures electronically signed
messages, which is not the case with personal signatures.

ERP (Enterprise Resource Planning): ERP , aJK afi
,  

.  ERP

 ( . ,
, .) .

,  
, 

,  - , 
.

ERP (Enterprise Resource Planning): ERP is a software
system that monitors all the aspects of business
operations of a company. The implemented ERP system is
able to integrate business operations of different
company functions (e.g. accountancy, sales, production,
etc.) in one entity. Thus, provided is the system through
which one can, on one hand, manage all human and
material resources, and on the other one, develop and
monitor business processes and procedures.

Firewall: 
 ( ). 

. Firewall 
.

Firewall: A combination of hardware and software
keeping the system secure. It is usually used to prevent
any unauthorized access to the internal local network
from the outside. Firewall prevents direct communication
between a network and external computers.

Hardware: ,
, , ,

.

Hardware: A physical unit of a computer system,
including external units, printers, modems, mice, etc.

: . Internet: World computer network.

: ,
,

,  .
.

Intranet: A network inside an organization based on
Internet technologies and protocols, but being only
available to a specific group of persons, e.g. the
employees.

ISDN (Integrated Services Digital Network): 
, 

128 Kbps, 
.

ISDN  (Integrated  Services  Digital  Network):  A  fast
telephone service which speed ranges up to 128 Kbps,
which is several times faster than the analogous modem.



46

Local Area Network (LAN): 
,  

 ( .
).  LAN 

, .

Local  Area  Network  (LAN):  A  local  network  that  covers
and connects a group of computers, printers and other
units within a relatively limited location (e.g. building).
Each connected LAN unit is allowed to communicate with
other networks, if needed.

Network: , , 
,  .,  

, 
. , ,

, , ,
. ,

.

Network: A group of computers or other devices, such as
printers, scanners, etc., being connected to the
communication link, which enables all the devices to
interact. It can be of small range, linked with cables,
wireless, permanently, temporary linked, etc. The
Internet is the largest network, the largest group of all
interconnected world networks.

: , , 
, .

Server:  A  computer,  in  a  network  environment, having
shared resources and used by network users.

: 

.

Virus: A computer program, which, by being started-up
and installed, damages or erases data in a computer.
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 I: 

Questionnaire for training participants

The project E-INCLUSION, within Bulgaria -
Serbia IPA Cross-border Programme is a joint
initiative of the Centre for Development of
Jablanica and Pcinja Districts and Agency for
economic development Kostinbrod. The aim of
this project is to raise awareness of ICT literacy
and lifelong learning culture. In the context of
the this project, we conduct a survey.
Therefore, we kindly ask you to read the
questionnaire carefully and fill it in by marking
one or more of the options. The collected data
will be used for the purposes of the research
exclusively and shall not be passed to any third
party whatsoever without your explicit
consent.

 E-INCLUSION  
  

 - 

. 

.  
,  

. 
  

. 

, 
.

 E-INCLUSION, 

. 

. 
, 

. 

. 

.

Thank you for participating in this Survey.
Please answer all the questions below: . , 

:
. 

:

General Data

Q.1. Gender
(only one answer)  ( ) )
Female
Male

Q.2. Age
(only one answer)  ( ) )
25 or younger 25 25 
26-30 26-30 26-30
31-35 31-35 31-35
36-40 36-40 36-40
40+ 40+ 40+

Q.3.
Please  specify  your  level  of
completed education
(only one answer)

:
) )

Primary education
Secondary school
College (Post-secondary education)  ( )
Bachelors degree or Faculty
Master / Magistar  /  /
Doctorate

Q.4. Professional status
(only one answer)

 ? (
) )

Employed
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Unemployed
Students
Pensioner
Other

Q.5.
Type of organization in which you
work:
(only one answer)

, 
? ( )

:
)

Municipality
State organizations
private company
farmer
Non-governmental organizations
Other

Q.6.
Do you have a computer or other ICT
device at home?
(More than one answer)

? (
)

?
)

Personal computer  -
Portable computer (laptop)
Mobile phone (without Internet
access)

 (
)

 (
)

Mobile phone (with Internet access)  (
)

 (
)

Tablet computer
Television receiver
Game console

Q.7.
What type of Internet connectivity
does your home have?
(More than one answer)

? (
)

?
)

Modem (Dial-up)  (Dial-Up)  (Dial-Up)
DSL (ADS) DSL (ADS) DSL (ADS)
Mobile phone (WAP, GPRS)  (WAP, GPRS)  (WAP, GPRS)
Other broadband connection
(cable,Wireless Internet,  WiFi,
WiMax)

 ( ,
Wireless Internet,  WiFi, WiMax)

  ( ,
Wireless Internet,  WiFi, WiMax)

Without Internet access

Q.8.
What do you usually use a computer
for?
(only one answer) ? ( ) ?

)
Work
Personal Use
Both
Never use a computer

Q.9.
Are you familiar with the existence of
the Bulgaria–Serbia IPA Cross-Border
Programme (only one answer):

-

 (
):

 (
):

Not
Yes, a little , , 
Yes, enough , , 

Q.10.
Training: Which of the following
topics you're interested (More than
one answer):

: ,
 (

):

: 
 ( )
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Communication

Sending/receiving e-mails  / 

Telephoning over the Internet / video
calls (via webcam) over the Internet

 (
) 

 /
 ( )

Posting messages to chat sites, social
networking sites, blogs, newsgroups or
online discussion forum, use of instant
messaging

 " -
", , ,
,  " "

, 
, ,

, 

Access to information

Reading or downloading on-line
newspapers/ news magazines / /  / 

Information search or on-line service -

Downloading software
Looking for a job or sending a job
application   
Use of entertainment
Listening to radios and/or watching
television

 / 

Playing or downloading games,
images, films or music

,
, 

,
, 

Activities relating to the use of
computers

, 

Copying or moving a file or folder

Transferring files between computer
and other devices

Compressing (or zipping) files  ( )  ( )

Connecting and installing new devices,
e.g. a printer , . , 

Word processing (Microsoft Word)  na  (Microsoft
Word)  (Microsoft Word)

Using basic arithmetic formulas in a
spreadsheet

Creating electronic presentations

Other online services
Using services related to travel and
accomodation
Selling goods and services
Internet banking
Looking for information about
bussines education or training

, ,

Downloading official forms

Other training

EU funds  ( Europe 2020, Bulgaria -
Serbia IPA Cross-border Programme)

 (  2020,   -

)

 (  2020, -

)
Business planning
Preparation of projects and business
plans
Farm management
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Questionnaire for ICT usage in
households

Questionnaire for people who have
experience  of  working  with  a
computer

, 

Thank you for participating in this
Survey. Please answer all the
questions below:

. , 
:

. 
:

Q.1 When did you last use a computer
(only one answer)?  ( )?  ( )?
Within the last 3 months  3    3 
More than 3 months ago  3  3 
More than 1 year ago  1  1 

Never use a computer* *
* end of the questionnaire * 

Q.2 How often do you use a computer
(only one answer)? )? )?
Every day
A few times a week
A few times a month

Q.3. How would you rate your computer
skill level (only one answer)?  (

)?
 (

)?
Basic
Good
Excellent

Q.4. Have you had any computer training
(only one answer)?  ( )?  (

)?
Yes
No

Q.5.
If yes, please specify where you
mainly did your training (only one
answer)?

,  

)?  ( )?
School
College
Work
Training Centre
At home/self-led  /   

Q.6.
Purpose of Using Computer and
Internet (please, mark all relevant
options) (More than one answer)

 ( , 
)

 (
)

Communication

Sending/receiving e-mails  / 

Telephoning over the Internet / video
calls (via webcam) over the Internet

 (
) 

 /
 ( )
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Posting messages to chat sites, social
networking sites, blogs, newsgroups
or online discussion forum, use of
instant messaging

 " -
", , ,
,  

" 

,

, , 
,

Access to information

Reading or downloading on-line
newspapers/ news magazines / /  / 

Information search or on-line service -

Downloading software
Looking for a job or sending a job
application   
Use of entertainment
Listening to radios and/or watching
television

 / 

Playing or downloading games,
images, films or music

,
, 

,
, 

Activities relating to the use of
computers

, 

Transferring files between computer
and other devices
Modifying or verifying the
configuration parameters of software
applications

Creating electronic presentations with
presentation software (e.g. slides),
including e.g. images, sound, video or
charts , , 

 ( . ), 
, , 

Installing a new or replacing an old
operating system
Creating a web page
Using MS Office  MS Office   MS Office
Other online services

Agricultural Information Services

Business Information Services
ICT Training Information
Job search
Market  Information Services
Online information-database  - 

Online travelticketing

Online access to a social network   
( face book, twitter)

Online access to public registries   

Online access to Public library

Online Survey Questionnaire
Public procurement ( EU BG SR)  (EU  BG  SR)  (     )
Regulations
Tax Administration
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E-INCLUSION PRE TEST  E-INCLUSION E-INCLUSION 

Q.1.
Evaluate  your  current  knowledge  /
skills  about the following topics on a
scale of 1 (lowest) to 5 (highest)

 1 ( -
)  5 ( )  1  ( )   5

)

E-skills
Using of Computer   
Using of Internet
Using of e - services  - 

Knowledge

EU funds  ( Europe 2020, Bulgaria -
Serbia IPA Cross-border Programme)

 (  2020,
 - 

)

 (  2020,  -

)

Business planning
Preparation of projects and business
plans
Farm management

E-INCLUSION POST TEST  E-INCLUSION E-INCLUSION 

Q.2.
Evaluate acquired knowledge / skills
about the following topics on a scale
of 1 (lowest) to 5 (highest)

/

 1 ( )  5 ( )

 /
 1

)  5 ( )

E-skills
Using of Computer   
Using of Internet
Using of e - services  - 

Knowledge

EU funds  ( Europe 2020, Bulgaria -
Serbia IPA Cross-border Programme)

 (  2020,
 - 

)

 (  2020,  -

)

Business planning
Preparation of projects and business
plans
Farm management
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E-INCLUSION
QUESTIONNAIRE FOR EVALUATION

OF THE TRAINING

E-INCLUSION E-INCLUSION

Please take a few minutes to evaluate
the training. Your answers will help us
to improve the program for the next
training

. 

.

.  

.

Q.1.

How would you rate the training as a
whole?
Evaluate  on  a  scale  of  1  to  5  (5-
Excellent, 4-Very Good, 3-Good, 2-
Can better: 1 - Bad)

?
 1   5  (5-

;4- ;3- ; 2-
  ;1- )

?
 1   5  (5-

; 4- ;  3- ; 2-
; 1- )

The general impression
Examples

My expectations were met

Q.2.

Please rate some aspects of training.
Evaluate on a scale of 1 to 5 (5-More
than true, 4-Quite true, 3-mostly
true, 2-Partially true, 1-False;)

 1   5  (5-
; 4- ; 3-

; 2- ;
1- ;

 1  5 (5-
; 4- ; 3-

; 2-
; 1- ;)

Topics  that  we  processed  are
important to me
The working methods were adapted
to the themes and groups
The organization was good

Q.3. What do you especially liked on the
training? ? ?

Q.4. In your opinion, what was bad,
boring, unsatisfying?

,  ,  ,
?

, 
, , ?

Q.5.
What are your additional comments
and recommendations for improving
the training? ?

?

Thank you for your participation
and responses
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