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++++++++$'8+$6)6+-3)0&'+,$3+?&1$'8/&*(1I"31"30$'0+0&1(&55(6+
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H"./+*%%&3+%)0+8*&+723)./&+&*'+?3$'8+1&*'+1*./+'*./(+)$13&*./&'8+I&31(4'8*0&'+,$+
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=%++?&1$'8F&3*./(+8&3+B)'8&1/)$2(1()8(+<A'./&'+I"'+effg+L$38&+&*'&+M%@3)0&+F&*+
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7&*(&6+

!*&+L&'*0&3+&3@3&$5*./&+7&*(&+*1(9+8)11+L*3+*'+8&'+b)/3&'+8&3+E3F&*(+F&*+!"'')+<"F*5&+8*&+

1./L&3&+K33&*./F)3#&*(+F&*+X3,(=''&'+*'+Q&,$0+)$@+*'(&3#$5($3&55&+-"3(F*58$'0&'+@&1(1(&55&'+
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%A11&'6+!&3+)55(405*./&+7(3&11+$'8+'$'+'"./+)'0&/4$@(&3+8$3./+8*&+?&1$'8/&*(13&@"3%9+

8*&+8*&+I&3L)5(&'8&'+>4(*0#&*(&'+AF&3+?&FA/3+F&("'(+$'8+I*&5&'+X3,(=''&'+#)$%+'"./+B$@(+

,$%+E(%&'+5411(9+%)./(+8*&+7*($)(*"'+8&3+X3,(*=''&'+*'+*/3&'+:3)k&'+'*./(+5&*./(&3+$'8+

5411(+'$3+'"./+L&'*0+72*&53)$%+@A3+)'8&3&+>/&%&'9+L&''05&*./+1*&+@A3+L*./(*0+&3)./(&(+

L&38&'6+

+

!&3+M'(&3(*(&5+8*&1&3+O&3)'1()5($'0+/&*J(P+='(&3#$5($3&55&+S"'@5*#(5R1$'0&'+*%+

?&1$'8/&*(1L&1&'6+S"'@5*#(5R1$'0+L*&+L*3+1*&+I&31(&/&'9+F&0*''(+F&3&*(1+*%+O"3@&58+8&1+

&*0&'(5*./&'+S"'@5*#(1+W+8$3./+234I&'(*I&+E3F&*(+*1(+&1+%R05*./+&*'&'+S"'@5*#(&+&31(+0)3+

'*./(+)$@#"%%&'+,$+5)11&'+F,L6+*/'+,$+F&03&',&'6+!)1+D*11&'+$%+#$5($3&55&+

M'(&31./*&8&9+&*'&+S$5($31&'1*F*5*(4(+#R''&'++*'(&3#$5($3&55&+S"'@5*#(&+3&5)(*I*&3&'9+L&*5+&*'+

*'(&3#$5($3&55+0&1./$5(&1+E$0&+)'8&3&+N$1)%%&'/4'0&+$'8+G*'(&303A'8&+&3#&''(6+

+

G$4*#2"*52%*7)5*O$C,()4K"YC,*#1//)'L*

D*./(*0+@A3+8&'+/&$(*0&'+>)0+*1(+$'19+8)11+L*3+%*(+=/'&'+*'+8&'+!*)5"0+#"%%&'6+D*3+

L"55&'+%*(+=/'&'+/&$(&+&*'&'+&31(&'+)550&%&*'&'+aF&3F5*.#+AF&3+*'(&3#$5($3&55&+S"'@5*#(&+

&3)3F&*(&'+)$1+43,(5*./&3+$'8+1",*)5248)0"0*1./&3+7*./(6+D*3+I&31(&/&'+8*&+/&$(*0&+

O&3)'1()5($'0+)51+E$@()#(I&3)'1()5($'09+$%+*%+'4./1(&'+7./3*((++=/3&+-)55F&*12*&5&+%*(+8&'+

<&(/"8&'+8&3+*'(&3#$5($3&55&'+<&8*)(*"'+,$+F&)3F&*(&'6+G&$(&+L"55&'+L*3+%*(+=/'&'+8)1+

-$'8)%&'(+1./)@@&'9+$%+8)''+BR1$'01%R05*./#&*(&'+,$+&3)3F&*(&'6+

+

+

+

+

+

+

+

+

+

+

+

+

+

C$(/+D&*0&5l+!"##$%&"'()*9+E'83&)1+7./$5(,9+7GN+

+

+
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D)1+)F&3+*1(9++
L&''+'*./(+!"#$%#&$'(&)*"+,+/)F&'9++
1"'8&3'+!"#$%&'()*+,$-.,$/*"m+

X2)/)*7)"*M)"$'4%$/%&'(*

-5K&/4")+)"$%*@&*O$C,()4K"YC,*$5*89:;:<=*E1'*I'7")$4*>C,&/%@H*D2K/:*
>1@2$/KY7$(1()H*>)/?4%,2/+)@)'%"&5*AB'C,)'*
+
+
S"'@5*#(&+/)F&'+#)''+]&8&3n+S"'@5*#(&+0*F(+&19+L"+*%%&3+<&'1./&'+,$1)%%&'+(3&@@&'6+

S"'@5*#(&+1*'8+)55(405*./+$'8+S"'@5*#(&+1*'8+L*./(*09+L&*5+1*&+)$@+D&'8&2$'#(&+)$@%&3#1)%+

%)./&'+$'8+1"%*(+D&*(&3&'(L*.#5$'0+&3%R05*./&'6+

+
+

+
+
+
+
+
+
+
+
+
+
+
+
+
D)1+*1(+)F&39+L&''+'*./(+<&'1./&'+&*'&'+S"'@5*#(+/)F&'9+1"'8&3'+8&3+S"'@5*#(+8*&+
<&'1./&'+/)(m+
D&''+)51"+8)19+L)1+8*&+:3"8$#(*I*(4(+I"'+S"'@5*#(&'+)$1%)./(9+0)3+'*./(+,$3+K'(@)5($'0+

#"%%(9+D&*(&3&'(L*.#5$'0+)51"+'*./(+1()((@*'8&(9+1"'8&3'+*/3+?&0&'(&*5P+!&3+7()($1+\$"+

L*38+,&%&'(*&3(6+

+

S"'@5*#(&+1*'8+$'#"'(3"55*&3F)39+

-+L&''+1*&+&1#)5*&3&'9+)F&3+)$./+

-+L&''+1*&+$'F&%&3#(+F5&*F&'n+

O"3+)55&%+B&(,(&3&1+*1(+G)$2((/&%)+8&3+O&3)'1()5($'06+

+

E51+N*&5&+8*&1&3+O&3)'1()5($'0+#R''&'+@"3%$5*&3(+L&38&'P+

 
 
 
 
 
 
 
 
 
 
 
 

01'+/2.%)*,$?)'*

 

 

 

 

W+S"'@5*#(&+&3#&''&'+
+

W+S"'@5*#(&+F&)3F&*(&'+
+

W+S"'@5*#(&'+I"3F&$0&'+
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W+01'+/2.%)*)".)'')'9+86/6+1*&+I"'+F5"J&'+<&*'$'01I&31./*&8&'/&*(&'9+
<*11I&31(4'8'*11&'+"8&3+)$./+72)''$'0&'+,$+$'(&31./&*8&'+5&3'&'9+8)%*(+1*&+
,*&50&3*./(&(+F&)3F&*(F)3+L&38&'l+
+
-*01'+/2.%)*?)$"?)2%)'+T5)11&'U9+86/6+1"L"/5+8*&+<R05*./#&*(&'+8&3+!&&1#)5)(*"'+F&3&*(1+
&'(F3)''(&3+S"'@5*#(&+#&''&'9+)51+)$./+8*&+D&0&9+1*./+1./'&55+G*5@&+I"'+)$J&'+,$+/"5&'l+
+

-01'+/2.%)'*E1"?)&()'H++
86/6+$%+%R05*./&+E'5411&+L*11&'9+$'8+)$1+8*&1&%+D*11&'+/&3)$1+S"'@5*#(2"(&',*)5+
3&8$,*&3&'+#R''&'9+8*&+Q&8&$($'0+I"'+M'(&31./*&8&'+&*'1./4(,&'+5&3'&'P+723)./&9+
Q&8&$($'0+8&3+S3)'#/&*(9+C"55&+8&1+E3,(&19+$'8+I*&5&1+%&/36+
+

+
+
+
+
 

 
 
 
 
 
 
 
 
 
 
+

D&''+M'(&31./*&8&+)F&3+'*./(+)51+M'(&31./*&8&+F&03*@@&'+L&38&'9+1"'8&3'+)51+

EFL&*./$'0&'+I"'+iH"3%)5&%j9+F&0*''(+&*'+H&0)(*I#3&*15)$@+I"'+='(&323&()(*"'+$'8+

1&5&#(*I&3+D)/3'&/%$'09+8&3+8$3./+8*&+1"06+I?4%"$.%21'4/)2%)"*0&#&'',&*./'&(+*1(P++

b&8&+7($@&+8*&1&3+B&*(&39+8*&+L&0+@A/3(+I"'+8&'+,$+?3$'8&+5*&0&'8&'+!)(&'9+*1(+&*'&+

-&/5&3V$&55&+*'+8&3+D)/3'&/%$'0+$'8+*'+8&%+8)3)$@+)$@F)$&'8&'+G)'8&5'+$'8+1"%*(+

S"'@5*#(V$&55&+&31(&'+C)'0&16+

^F+23"@&11*"'&55&3+E'F*&(&3+I"'+?&1$'8/&*(18*&'1(5&*1($'0&'9+"F+7&5F1(/*5@&*'*(*)(*I&+"8&3+

:)(*&'(*'_:)(*&'(P+K1+0*F(+8)/&3+0$(&+?3A'8&9+1*./+%*(+S"'@5*#(F&)3F&*($'0+,$+F&@)11&'6+

+

-A3+23"@&11*"'&55&+E'F*&(&39+)51"+X3,(*''&'+$'8+X3,(&+TS5*'*#9+:3)k*1U9+S3)'#&'#)11&'+"8&3+

)$./+S3)'#&'/)$1W7",*)58*&'1(&+*1(+&*'+L*./(*0&1+7(*./L"3(+8)1+8&3+S$'8&'F*'8$'0P++

 

 

EF1(3)#(*"'15&*(&3+

Q&"F)./(F)3&+
D$%)'*&'7*!"+$,"&'()'*

=./+L4/5&+D$%)'+)$1+%&*'&'+
Q&"F)./($'0&'+)$1+

=./+@A0&+V)7)&%&'()'+/*',$+
T#$5($3&55&+$'8+2&31R'5*./&U+

=./+&'(L*.#5&+I''$,5)'9++
)$10&/&'8+I"'+8&'+Q&8&$($'0&'+

=./+,*&/&++
>C,/&44+1/()"&'()'*

=./+&'(L*.#5&+]?)"@)&(&'()'
*'+Q&,$0+)$@+8*&+D&5(+

=./+,$'7/)9+0&1(A(,(+)$@+
%&*'&+aF&3,&$0$'0&'+

+
!*&+")+/)^2E)*
>C,/)2+)P+
M'1&3&+

]?)"@)&(&'_
()'+

F&&*'@5$11&'9+
L&5./&+D$%)'*
L*3+F&*%+

'4./1(&'+<)5+
)$1L4/5&'6+
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6&%)*6"B'7)*`ab*

7(*./L"3(+8)1+8&3+S$'8&'F*'8$'0P++

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
+

7($8*&'+F&5&0&'9+8)11+2"1*(*I&+K3@)/3$'0&'+%*(+!*&'1(5&*1(&3'+*%+!$3./1./'*((+'$3+)'+c+

:&31"'&'9+'&0)(*I&+K3@)/3$'0&'+]&8"./+)'+YY+:&31"'&'+L&*(&30&0&F&'+L&38&'6+

K*'&+Q&1./L&38&+/*'0&0&'9+8*&+&3'1(+0&'"%%&'+L*389+$'8+8*&+%R05*./&3L&*1&+$%0&/&'8+

*'+O&3F&11&3$'0&'+$%0&1&(,(+L*389+&33&*./(+@)1(+8"22&5(+1"+I*&5&+<&'1./&'+L*&+&*'&+

i&*'@)./&j+2"1*(*I&+K3@)/3$'06+<)'+#)''+8)I"'+)$10&/&'9+8)11+8*&+aF&3F3*'0&3+8*&1&3+

0$(&'+H)./3*./(&'+L*&8&3#"%%&'+L&38&'+o+$'8+'*./(+'$3+1*&6+

E$./+@A3+7&5F1(/*5@&03$22&'+0*F(+&1+8*&1&+0$(&'+?3A'8&9+1*./+%*(+8&3+K3#&''$'0+$'8+

BR1$'0+I"'+S"'@5*#(&'+&*'0&/&'8+,$+F&1./4@(*0&'P++

+
+
+
+
+
+
+
+
+
 
 
 
+
+

+

D&''+,6Q6+&*'&+7($8*&+I"%+b)/3+effg+)51+iK3L)3($'0&'+I"'+X3,(&'+)'+Q&35*'&3+

7&5F1(/*5@&03$22&'j+8*&+7*./&3$'0+8&3+\$)5*(4(+*'+8&3+T7&5F1(/*5@&WnUQ&3)($'0+8$3./+

OB"*>)/?4%,2/+)_-'2%2$%2E)'L*
-'%)")44)'#$,"'),5&'(*
+

W+S"'@5*#(P+
++F3*'0(+N142%21')'+,$%+O"31./&*'+
+
W+S"'@5*#(5R1$'0P+
%)./(+-'%)")44)'+TL"%R05*./+&31(%)51+_+++++*'+
I"55&%+M%@)'0U+,$%+?&0&'1()'8+I"'+
O&3/)'85$'0&'+

6&%)*6"B'7)*`8b*

OB"*K"1+)4421')//)*I'?2)%)"L*0&'7)'?2'7&'(*
*

W+<$'8W,$W<$'8W:3"2)0)'8)P+D&*(&30)F&+I"'+666+
+ 666+2"1*(*I&'+K3@)/3$'0&'+)'+∅++c+:&31"'&'+
+ 666+'&0)(*I&'+K3@)/3$'0&'+)'+∅+ YY+:&31"'&'+
+ 666+&3@"503&*./&'+Q&1./L&38&'+)'+∅+ ++h+:&31"'&'+
*

W+7&3I\$)5WS3*(&3*&'+
+ <)(&3*&55&1+M%@&58+
+ N$I&35411*0#&*(+
+ K'(0&0&'#"%%&'+
+ 7"$I&34'*(4(+
+ K*'@A/5$'01I&3%R0&'+

S"'@5*#(5R1$'0+F,L6+
I"3L&00&'"%%&'&+
S"'@5*#(F&)3F&*($'0+
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6&%)*6"B'7)*`Ub*

E'L&1&'/&*(+I"'+X3,(&'+@"3%$5*&3(9+8)''+L*38+8*&1&+-"38&3$'0+L"/5+'*./(+

$'L*8&3123"./&'+F5&*F&'6++

b&8"./+&3R@@'&'+1*./+8)8$3./+&31(+8*&+p/)'.&'9+I"'+@&1(0&@)/3&'&'+:"1*(*"'&'+/*'+,$+

I&3/)'8&5F)3&'+='(&3&11&'+#"%%&'6+

!)1+?5&*./&+0*5(+$%0&#&/3(+F&*+8&%+E'123$./9+8)1+%&8*,*'*1./&+-)./2&31"')5+%R0&+

0&0&'AF&3+8&'+:)(*&'(=''&'+8"./+i)$./+2&31R'5*./&+!*'0&+&3,4/5&'j9+1"+0&4$J&3(+*%+

C)/%&'+&*'&3+:)(*&'(=''&'WQ&@3)0$'0+T-"#$103$22&+YZZZ9+7&5F1(/*5@&,&'(3$%+<A'./&'U6+

D)1+,$'4./1(+)51+N$%$($'0+)'#"%%(9+0&L*''(+*'+8&3+K354$(&3$'0+i)$./+)51+<&'1./9+'*./(+

'$3+)51+-)55+0&1&/&'+,$+L&38&'j9+&*'&+')./I"55,*&/F)3&+!*%&'1*"'+o+%*(+1&/3+0$(&'+

p/)'.&'+,$3+M%1&(,$'06+

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
+
+
+
+
+

+
+
M'8+F&*+8&%+7(*./L"3(+8&3+i2)110&')$&'+Q&/)'85$'0q+1./5*&J(+1*./+8&3+S3&*1+I"'+

iS3)'#/&*(1F&1*(,&3j+,$%+i?&1$'8/&*(1)'F*&(&3jP+

!*&+i2)110&')$&+Q&/)'85$'0j+5*&0(+*'+.))"#+='(&3&11&9+"F+1*&+'$'++

W+8&%+/*22"#3)(*1./&'+K*8+"8&3+

W+8&3+K@@*,*&',+*%+?&1$'8/&*(1L&1&'+I&32@5*./(&(+1*'8+"8&3+&*'@)./+'$3+0&1$'8+L&38&'+

L"55&'6++

M'8+8),$+L*&8&3$%+*1(+&*'&+%R05*./1(+1(R3$'01@3&*&+S"%%$'*#)(*"'+83*'0&'8+'"(L&'8*0+

='1F&1"'8&3&+*%+*'(&3#$5($3&55&'+S"'(&k(+*1(+/*'0&0&'+I*&5@)./&1+7(R3W+$'8+8)%*(+

S"'@5*#(2"(&',*$)5+I&3F"30&'P+

!)1+3&*./(+I"'+$'(&31./*&85*./&'+S3)'#/&*(1#"',&2(&'+T/&*5F)39+(/&3)2*&3F)39+7./*.#1)59+

7(3)@&U+F*1+/*'+,$+8&'+$')$10&123"./&'&'+TL&*5+1"+1&5F1(I&31(4'85*./&'mU+K3L)3($'0&'+)'+

8&'+E3,(+)51+iG&*5&3j+L*&+)$./+$%0&#&/3(+)'+8&'+S3)'#&'+)51+i%*()3F&*(&'8&'9+L&*5+

%A'8*0&'+:)(*&'(&'j6+

 

 

OB"*N$%2)'%-'')'L*K$44()'$&)*V),$'7/&'(+
+

>/&1&P+
+
K31(+L&''+0&#543(+*1(9+L)1+0&')$+H=pG>+I&31()'8&'+
L$38&9+#)''+
W+8*&+-"./,"0#+!*)0'"1&+0&1(&55(9++
W+8*&+1&0#2#33#&#+Q&/)'85$'0+&*'0&5&*(&(+$'8+
W+I"'+8&'+:)(*&'(=''&'+)$./+8$3./0&/)5(&'+L&38&'. 
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8$3./+S"%%$'*#)(*"'+0&L&.#(&++
S$'8&'&3L)3($'0+

()(14./5*./++
0&%)./(&+K3@)/3$'0+

Noch einmal zurück zum Modell des ServQual-Instrumentariums: 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
K1+$'(&31(&55(+BA.#&'+*'+8&3+S"%%$'*#)(*"'+,L*1./&'+!*&'1(5&*1(&3+$'8+S$'8&'+TD&3F$'09+

<$'8W,$W<$'8W:3"2)0)'8)9+666U9+8*&++

- +1*./+*'+8&3+!*1#3&2)',+,L*1./&'+8&3+!"#$"%&'(*8&3+S$'8&'+$'8+S$'8*''&'+)'+&*'&+

!*&'1(5&*1($'0+$'8+8&3+8)''+()(14./5*./+0&%)./(&'+!"+$,"&'(+)$183A.#&'+$'8++

- +&*'&+<&'0&+2'%)".&/%&")//)'*XB'74%1+++F*&(&'6+

+

!*&+>)(1)./&9+8)11+K3L)3($'0+'*./(+05&*./+K3@)/3$'0+*1(9+/)(+8*&1&%+-)./0&1234./+1&*'&'+

>*(&5+0&0&F&'+$'8+@A/3(+)$./+)51+3"(&3+-)8&'+8$3./+8*&+0&1)%(&+O&3)'1()5($'06+N*&5+1"55+

1&*'9+8*&+BA.#&'+,$+1./5*&J&'9+$'8+8)%*(+,$+F&0*''&'9+K3L)3($'0&'+$'8+K3@)/3$'0&'+

1./3*((L&*1&+&*')'8&3+)',$'4/&3'6+

+

+

+

!"()?'244)*$&4*7)'*G1".4,1K4*

+

G1".4,1K*8*6)4&'7,)2%*

*

!&3+D"3#1/"2+3*./(&(+1*./+)'*O&3(3&(&3=''&'+8&1+?&1$'8/&*(1L&1&'9+X3,(&9+S3)'#&'#)11&'+

$'8+1"55+*/3&'++Q5*.#L*'#&5+I&38&$(5*./&'+

+

!4*41//%)'*+1/()'7)*O"$()4%)//&'()'*)"$"?)2%)%*#)"7)'*

W Q&'&''&'+8&3+S"'@5*#(@&58&3++

W D*&+1&/&'+8*&+S"'@5*#(&+)$1+%&*'&'+K3@)/3$'0&'+)$1m++

E51+23"@&11*"'&55+/)'8&5'8&+:&31"'9+)51+K*'3*./($'0+

W D&5./&+K3L)3($'0&'+/)F&+*./+)'+:)(*&'(=''&'_1",*)5&+K*'3*./($'0&'++

+

Lücken 
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G1".4,1K*a*>1@2$/)4L++

!&3+D"3#1/"2+3*./(&(+1*./+)'+O&3(3&(&3=''&'+)$1+1",*)5&'+K*'3*./($'0&'9+8*&+8&'++

Q5*.#L*'#&5+8&3+:)(*&'(=''&'+I&3(3&(&'+

!4*41//%)'*+1/()'7)*O"$()4%)//&'()'*)"$"?)2%)%*#)"7)'*

W Q&'&''&'+8&3+S"'@5*#(@&58&3++

W D*&+1&/&'+8*&+S"'@5*#(&+)$1+%&*'&'+K3@)/3$'0&'+)$1m++

E51+23"@&11*"'&55+/)'8&5'8&+:&31"'9+)51+K*'3*./($'0+

W D&5./&+K3L)3($'0&'+/)F&+*./+)'+X3,(&_+X3,(*''&'9+S3)'#&'#)11&'+$'8+

?&1$'8/&*(1&*'3*./($'0&'++

+
+

+

+

 

 

 

 

 

 

 

 

 

 

 

 

 

 
!"()?'244)*$&4*7)'*G1".4,1K4*

*
+
G1".4,1K*6)4&'7,)2%*
*
+
01'+/2.%+)/7)"L*

W M%0)'0+%*(+E'0&/R3*0&'+

W M'(&31./*&85*./&1+M%0&/&'+*%+<*(&*')'8&3+TE3,(_:)(*&'(=''&'I&3/45('*1U+

W X3,(&+1*'8+1./L&3+,$+&33&*./&'+,6Q6+@A3+-"3(F*58$'0&'+

W 723)./&+$'8+S"%%$'*#)(*"'+*1(+1./L*&3*0+TE3,(_:)(*&'(=''&'I&3/45('*1U+

W M'(&31./*&85*./&1+?&1$'8/&*(1I&31(4'8'*1+*'+$'(&31./*&85*./&'+S$5($3&'+

W <*03)'(=''&'+@A/5&'+1*./+"@(+F&')./(&*5*0(+

+

+
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01'+/2.%+Y//)*$&4*7)"*N"$^24L*

W :)(*&'(=''&'+$'8+%)'0&5'8&+7&5F1(I&3)'(L"3($'0+

W <*03)'(=''&'+5)11&'+1*./+1./L&3+*'+7&5F1(/*5@&03$22&'+I&3%*((&5'+

W X3,(&+$'8+?&1234./1@A/3$'0+1./L*&3*0+

W 7(*0%)(*1*&3$'0+I"'+F&1(*%%(&'+K3#3)'#$'0&'+T,6Q6+K2*5&21*&U+

W E3F&*(+%*(+!"5%&(1./&3'+1./L*&3*0+

W <*()3F&*(+8&3+:)(*&'(&'+*1(+1./L*&3*0+

W S"%%$'*#)(*"'_O&31(4'8*0$'0+

W S$5($3&55&3+M'(&31./*&8+*%+M%0)'0+,L*1./&'+E3,(_:)(*&'(+

+

GB'4C,)*&'7*!"#$"%&'()'L*

W ='(&38*1,*25*'43&1+E3F&*(+E3,(_7",*)5&1+L43&+L*./(*0+

W O&3'&(,$'0+I&3F&11&3'9+,L*1./&'+7",*)5&%+$'8+?&1$'8/&*(P+B*1(&+I"'+

7",*)5F&3)($'011(&55&'+@A3+X3,(&+,$3+D&*(&3I&3%*((5$'0+

W <&/3+*'(&3#$5($3&55&1+D*11&'+I"'+X3,(=''&'+

W O&3%*((5$'0+I"'+<*03)'(*''&'+)'+:1;./"5"0=''&'+T%$((&3123)./5*./U+#)$%+%R05*./+

+

+

G1".4,1K*a*>1@2$/)4*

+

01'+/2.%+)/7)"*&'7*01'+/2.%+Y//)L*

W N*%%&3F&5&0$'0_N*%%&303RJ&+*'+S3)'#&'/4$1&3'6+!*&+)'8&3&'+:)(*&'(=''&'+

F&1./L&3&'+1*./+AF&3+7(R3$'0&'+8$3./+Q&1$./&36+

W Q&/R38&'#"'()#(P+723)./&+$'8+QA3"#3)(*&+1*'8+@A3+<*03)'(*''&'+"@(+'*./(+

')./I"55,*&/F)3+

W S3)'#&'1./&*'&+L&38&'+I"'+8&'+7",*)54%(&3'+'$3+,R0&35*./++)$10&1(&55(6+E$11(&55$'0+

'$3+@A3+8&'+E550&%&*')3,(+

W <&8*#)%&'(&'(&1(1+AF&3+8*&+'*./(+*'@"3%*&3(+L&38&'+

W E$./+%$((&3123)./5*./&+aF&31&(,&3+/&5@&'+'*./(+)$1+E'01(9+8)11+8*&+O&3(3)$5*./#&*(+

0&L)/3(+F5&*F(+

W Q*'8$'0+)'+8&1(3$#(*I&+-)%*5*&'I&3/45('*11&+8*&+8&'+?&1$'8$'0123",&J+&3L1./L&3&'+

W O"3)$1&*5&'8&+S$5($31&'1*F*5*(4(+F&*+Q&3)(&3=''&'+

W <*3)'(=''&'+#"%%&'+F&*+`!*&'1(&'+'*./(+)'`+T='@"1+@&/5&'9+F5&*F&'+$'(&3+1*./9+

7./L&55&'4'01(&U+

W E$./+!"5%&(1./&3+AF&31&(,&'+'*./(+)55&1+T#$5($3&55&+>)F$1U+

W S"%%1(3$#($3+8&3+X3,(&+

W !$58$'0+$'8+S3)'#/&*(P+S"'@5*#(I&3%&*8$'0+)$1+E'01(+

W M'0&1*./&3(&3+7()($1+%)./(+#3)'#9+*1(+)F&3+%&8*,*'*1./+'*./(+F&/)'8&5F)3+

W -)51./&+!*)0'"1&'+8$3./+723)./W+$'8+S$5($38*@@&3&',&'+
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W S3)'#/&*(+r+>)F$*1*&3$'0+T:3"F5&%&_-3)0&'+$'8+7./)%U+

W K11&'12)#&(&+@A3+-5A./(5*'0&9+8*&+K3'4/3$'010&L"/'/&*(&'+'*./(+F&3A.#1*./(*0&'+

+

+

!"#$"%&'()'*&'7*GB'4C,)L*

W S""2&3)(*"'+,L*1./&'+8&'+!*&'1(&'+TS'"L/"L+>3)'1@&3U+

W H&$(3)5&9+#$5($31&'1*F5&+Q&3)($'011(&55&+)$1+8&3+05&*./&'+K(/'*&_C&5*0*"'_S$5($3*

W H&(,&+)#(*I*&3&'*

W 7./3*@(5*./&+N$1)(,*'@"1+F&*+aF&3L&*1$'0&'*

W ?&/+7(3$#($3n+N&*(+'&/%&'+$'8+I&31()'8&'+L&38&'*

W CA.#03*@@+)$@+C&11"$3.&'+8&3+Q&(3"@@&'&'*

W N$0&F&'+#R''&'P+K1+0*F(+S"'@5*#(&n*

W D&0&_BR1$'0&'+)#(*I+1$./&'*

W 7()'8)381+8$3./+E$1()$1./*
+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

X&4$55)'+$44&'(*7)"*!"()?'244)*25*N/)'&5*

*

G)/C,)*01'+/2.%?)")2C,)*(2?%*)4c*

+

aF&3&*'1(*%%&'8+L$38&+F&*+F&*8&'+?3$22&'+@&1(0&1(&55(9+8)11++

W ,$L&'*0+)$@+8*&+C&)5*(4(+8&3+Q&(3"@@&'&'+&*'0&0)'0&'+L*38+TM'(&3F3*'0$'0+_+

K11&'12)#&(&U+
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W 8$3./+@&/5&'8&+S"%%$'*#)(*"'+)$@03$'8+I"'+723)./1./L*&3*0#&*(&'+

Q&/)'85$'01$'1*./&3/&*(&'+)$@(3&(&'+

W I"'+7&*(&'+8&3+7",*)54%(&3+'"(L&'8*0&+43,(5*./&+O&31"30$'0+'*./(+0&'A0&'8+

8*@@&3&',*&3(+L)/30&'"%%&'+L*38+

W &*'&+>)F$*1*&3$'0+I"'+S3)'#/&*(&'+1()((@*'8&(+

W 8*&+E3F&*(+%*(+!"5%&(1./&3'+1./L*&3*0+1&*'+#)''+*'+-"50&+I"'+I"3/)'8&'&'+>)F$19+

@&/5&'8&%+O&3(3)$&'+$'8+L&0&'+8&1+CA.##"22&5$'0123",&11&1+

+

D$"B?)"*,2'$&4*#)"7)'*E1'*7)'*[)2/'),5)"-'')'*7)4*O$C,%$()4*'1C,*

'$C,4%),)'7)*01'+/2.%?)")2C,)*+)4%()4%)//%L*

W 7./L*&3*0#&*(&'+*%+M%0)'0+%*(++Q&/R38&'+

W <&8*#)%&'(&'(&1(1+

W S"%%$'*#)(*"'11(3$#($3&'+F&*+X3,(&'+

W S"'@5*#(I&3%&*8$'0+$'8+8)3)$1+&'(1(&/&'8&+0&1$'8/&*(5*./&+:3"F5&%&+

W C&./(5*./&3+7()($1+L*38+$'0&'A0&'8+F&3A.#1*./(*0(+

W O"3)$1&*5&'8&+S$5($31&'1*F*5*(4(+

W <*03)'(=''&'+1$./&'+!*&'1(&+L&'*0+)$@+

W !*&'1(&+1*'8+L&'*0+)$@+<*03)'(=''&'+&*'0&3*./(&(+

W Q&')./(&*5*0$'0+I"'+<*03)'(*''&'_%)'0&5'8&+O&31"30$'0+

W K33&*./F)3#&*(+I"'+X3,(&'+@A3+*'(&3#$5($3&55&+>/&%&'+1./5&./(+

W 7./L*&3*0#&*(&'+*%+M%0)'0+%*(+E'0&/R3*0&'+

W O&3/45('*1+E3,(_:)(*&'(+

+

01'+/2.%+Y//)*$&4*7)"*N"$^24L*

W Q*'8$'0+)'+8&'+?&1$'8$'0123",&11+F5".#*&3&'8&+-)%*5*&'I&3/45('*11&+

W :)(*&'(+$'8+7&5F1(I&3)'(L"3($'0+L&''+8*&1&+'*./(+L)/30&'"%%&'+L*38+

W E'0&F"(&+@A3+7",*)5/*5@&&%2@4'0&3+"@(%)51+'*./(+I"3/)'8&'+$'8+1./L*&3*0+,$+

I&3%*((&5'+

W ?&1234./1@A/3$'0+I"'+X3,(&'+

+

!"#$"%&'()'*&'7*GB'4C,)*

K*'*0+L)3&'+1*./+8*&+>&*5'&/%&3=''&'+*'+8&%+D$'1./+')./+I&31(43#(&3+S""2&3)(*"'+

,L*1./&'+8&'+&*',&5'&'+E#(&$3&'+*%+?&1$'8/&*(1L&1&'6+

EF&3+)$./+L&*(&3&+DA'1./&+$'8+K3L)3($'0&'+L$38&'+@"3%$5*&3(P+

W O&3%*((5$'0+)'+-)./43,(&+T)$./+%$((&3123)./5*./U+

W ='(&3#$5($3&55&+S"%2&(&',+F&*+Q&/R38&'+$'8+X3,(&'+

W <&/3+*'(&38*1,*25*'43&'+E$1()$1./+,L*1./&'+8&'+Q&3&*./&'+7",*)5&1+$'8+?&1$'8/&*(+

W CA.#03*@@+)$@+C&11"$3.&'+8&3+Q&(3"@@&'&'+

W E'&3#&''&'++I"'+S"'@5*#(&'+$'8+8)%*(+)$./+8*&+Q&3&*(1./)@(+,$3+BR1$'0+
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W D&0&+$'8+BR1$'0&'+)#(*I+1$./&'+

W K'(L*.#5$'0+I"'+7()'8)381+8$3./+E$1()$1./+

W 7./3*@(5*./&+N$1)(,*'@"1+,$+aF&3L&*1$'0&'9+C&,&2(&'+$'8+E'L&*1$'0&'+$%+

Q&3)(&3=''&'+8*&+O&3%*((5$'0+,$+&35&*./(&3'+

W <&/3+N&*(+*'+E3,(_:)(*&'(&'I&3/45('*1+$'8+*'+Q&3)($'0&'_>/&3)2*&+8)%*(+G*5@&5&*1($'0&'+

').//)5(*0+L*3#&'+#R''&'+

W K*'F&,*&/$'0+$'8+7(A(,$'0+I"'+&/3&')%(5*./&'+<$5(*25*#)("3=''&'+

+

I&4?/2C.)*

*

D2)*[)2/'),5)"-'')'*7)4*O$C,%$()4*#1//)'L*

• !*&+-)./0&1234./&+1"55(&'+*'+]&8&%+-)55+@"3(0&@A/3(+L&38&'6+

• K1+1"55&'+%&/3+X3,(&+,$+N$1)%%&')3F&*(+0&L"''&'+L&38&'+

• K1+1"55&'+)$./+)'8&3&+-)./I&3)'1()5($'0&'9+X3,(&#"'03&11&+8)@A3+1&'1*F*5*1*&3(+

L&38&'+1*./+8*&1&%+>/&%)+,$+R@@'&'6+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+
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+

+

+

+

+

Z$C,4%),)'7*,$?)'*#2"*+B"*>2)*I'/$&+4%)//)'*@&"*d'%)"4%B%@&'(*?)2*01'+/2.%+Y//)'*

$&+()+B,"%H*$'*72)*>2)*42C,*()"')*#)'7)'*.3'')'L*

+

!"##$%&"'()*+% Mobile Gesundheitsberatung für Migrantinnen und Ihre Familien 

Landsbergerstr. 45 a, 80339 München 

Tel.: 089 – 505005 

e-mail: info@donnamobile.org 

 

Selbsthilfezentrum München 

Westendstr. 68, 80339 München 

Tel.: 089 – 53295611 

e-mail: info@shz-muenchen.de 

 

KIK Konfliktmanagement im interkulturellen Kontext  

Kooperationsprojekt der  

LH München Sozialreferat  

Herr Daniel Günthör 

Franziskanerstr. 8, 81669 München 

Tel.: 233-40541 

e-mail:  daniel.guenthoer@muenchen.de 

und  

Beratungsdienste der Arbeiterwohlfahrt München gGmbH 

Frau Soraya Attari 

Goethestr. 53, 80336 München 

Tel.: 089 – 54424724 

e-mail: kik.migration@awo-muenchen.de 

 

 

 

 


