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[lpeagucnoBue

Llenn 1 npuHumMnel cTaHgapTusaunm B Poccunckon ®egepauum yctaHoeneHsl PegepanbHbIM 3aKOHOM
oT 27 aekabpsa 2002 r. Ne 184-P3 «O TeXHNYeCKoM perynmpoBaHn», a npasuna npuMeHeHUs HaunoHanbHbIX
ctaHaapToB Poccunckon ®egepaummn — FrOCT P 1.0—2004 «CTtaHaapTnsaumna B Poccunckon Pegepadini.
OCHOBHbIE NONOXEHUA»

CBeaeHUA o0 cTaHpapTe

1 NMOAIrOTOBJIEH OTKpbITbIM akuMoHEepHbIM 00LWecTBOM «Bcepoccnmckmin HayvHo-UccnegoBaTe-
NbckA MHCTUTYT cepTudmnkaummn»y (OAO «BHUNUC») Ha ocHOBe CODCTBEHHOrO ayTeHTUYHOro nepesoaa Ha
DYCCKUN A3bIK MeXAYHapoAHOro AoOKYMeHTa, yka3aHHOro B NyHKTe 4

2 BHECEH YnpasneHunem TexHM4eCcKoro perynmpoBaHuga n ctaHgaptusaunm $egepanbHOro areHTCcTBa
No TeXHUYECKOMY perynmposaHuio 1 MeTponorum

3 YTBEPXXAEH W BBEAEH B OEWNCTBWE Mpukasom PenepanbHOro areHTCTea no TeXHUYECKOMY
perynupoBaHuto n metponorum ot 13 aekadpa 2011 r. Ne 901-ct

4 HacTosiwmn ctaHaapT naeHTudeH mexayHapogHomy acokymeHTty ISO/TS 10004:2010 «MeHen-
XXMEHT KauecTBa. YAOBNETBOPEHHOCTL NoTpebuTtenen. PykoBoasuine ykasaHus No MOHUTOPUHTY N U3Me-
peHuo» (ISO/TS 10004:2010 «Quality management — Customer satisfaction — Guidelines for monitoring
and measuring»).

[1py NpUMeHeH HacToALWero ctaHgapTa pekoMeHAYyeTCcsa UCMONb3oBaTh BMECTO CChITOYHOro MeXxay-
HapOAHOro cTaHgapTa COOTBETCTBYOLWMA eMy HauMoHanbHbINM cTaHaapT Poccunckon deaepaunn, ceeaeHus
O KOTOPOM MNMpuBedeHbl B AONONHUTENBHOM NpuUnoXxeHun A

5 BBEOEH BI'NEPBbIE

VIHQpopmauusa 0b UsMeHeHUsX K HacmosiwemMy cmaHoapmy rnyobrukyemcsi 8 eXXe200H0 u3dagaeMoM UH-
OopMaUUOHHOM yKazamere «HaluuoHanbHblie cmaHoapmsbly, a meKkcm U3MeHeHUU U rnorpasoK — 8 exemMe-
CSYHO U30asaeMbixX UHpOpMaUlUOHHbLIX YKalamernsix «HauuoHaneHbie cmaHoapmbi». B cniydyae riepecmompa
(3aMeHbl) Unu ommMeHbl Hacmosuw,e2o cmaHoapma coomeemcemesyroujee yseoomreHue byoem onybriukoeaHo
8 eXXeMeCSIYHO U3dagaeMoM UHpOopMalUulUOHHOM yYKa3zamere «HalyuoHarnbHbie cmaHOapmably. Coomeemcmay-
rowast UHopmMauus, yeeooMIIeHUe U meKcmabi pasMelaromcs makxe 8 UHQopMalyUuoHHOU cucmeme obuiez20o
rnonb308aHUs — Ha obuluanbHoOM caume PedepanbHo20 azeHmemaea rno MmexHU4YeCcKoMy peaynuposaHuro U
Memporsnoauu 8 cemu ViHmepHem

© CtaHgaptuHdopm, 2012

HacTtoawmnn ctaHgapT He MoXeT OblTb MOSHOCTLIO UMM YaCcTUYHO BOCTIPOU3BEAEH, TUPaXKUPOBAaH U pac-
MpocTpaHeH B KayecTBe oduLmanbHoro nsganua 6es paspeweHns PegepanbHOro areHTCTBa No TeXHUYECKo-
MY PeryimpoBaHno N MeTPOSIoru
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BBegoeHue

0.1 O6wue nonoxeHus

OOHUM U3 KITHOYEBLIX 3MTIEMEHTOB yChnexa opraHm3aunm ABNSETCH YOOBNETBOPEHHOCTL NOTpebutenen
opraHumsaLmnen n ee npoaykuuen, 4to odbycnaBnmBaeT HEODXOAUMMOCTb OCYLLECTBMATL MOHUTOPUHT U U3MEpeE-
HUe YyOOBNETBOPEHHOCTN NOTPEedbUTEnen.

NHpopmaums, nonyyeHHas B pesynbrate MOHUTOPUHIA N M3MEPEHUA YOOBMNETBOPEHHOCTU NOTpebunTe-
neun, MOXeT NOMOYb B BLIABNEHUN BO3SMOXHOCTEW AN YydlleHUs cTpaTteriii, NpoayKkuunn, NnpoLeccoB 1 Xapak-
TEPUCTUK OpraHusaunn, BaXKHbIX ONA noTpedutenen, N MOXET CNYyXXUTb 3agadyaM opraHusauun. Takue
yNy4LeHns MOryT NOBLICUTL AOBEpUE NOTPedbuTenen 1 npUBECTU K KOMMEPYECKUM 1 NPOYAM BbIrogaMm.

HacTtodawmnn ctTaHaapT cogepXuT pekoMmeHaaunn Ans opraHnsaunm rno cosgaHuio sdodpekTUBHBIX NpoLec-
COB MOHUTOPWUHIA N UBMEPEHUNS YOOBNETBOPEHHOCTU NoTpedbuTtenen.

0.2 CBa3b co ctangaptom UCO 9001:2008

Hactosawmnn ctaHgapT coBMmecTuM co ctaHaaptTom MCO 9001:2008, uenun KoToporo oH nogagepKMBaeT 34
CYET NnpeaocTaBneHnsl pekoMmeHaaumid N0 MOHUTOPUHTY U U3MEPEHUIO YOOBMNETBOPEHHOCTU NOTpebuTteneun.
HacTodawmm ctTaHgapT MOXeT NoMoYb NpK NpuMeHeHn KOHKpeTHBIX pasgenos ctaHgapta MCO 9001:2008, oT-
HOCSALLIMXCS K YOOBNETBOPEHHOCTU NOoTpedbutenen, a UMeHHO:

a) noapasgena 5.2, KacalLllerocs opueHTaLUumn Ha noTpebutens: « Beicllee pyKOBOACTBO AOIMKHO obecne-
YMBaTb onpegeneHne 1 BeINoNHeHUe TpeboBaHMA NOTpebuTenen Ans NOBLILLEHUSA UX YOOBNETBOPEHHOCTY;

b) noapasaena 6.1 b), kacalwlerocsa MeHegkMeHTa pecypcoB. «OpraHMsauna gomkHa onpedenntb U
obecne4ynBaTh pecypchl, Tpedbyemble... ANd NOBbILLEHNS YAOBNETBOPEHHOCTU NOTPEOUTENEN NYTEM BbINOTHE-
HUA NX TPEDOBAHUINY;

c) noapasgena8.2.1, kacarolerocs yaoBneTBOpPeHHOCTU noTpedbutenen: «OpraHMsauns AomKHa NpoBo-
OUNTb MOHUTOPWUHI MHPOPMAaLMN, KacatoLwWwnUACa BOCMNPUATUA NMOTpedbuTenem BbINMOIHEHUS opraHu3aunen ero
TpeboBaHUN, KakK 0aQHOro U3 cnocoboB namMepeHns paboTbl CUCTEMBI MeHeKMeHTa KadecTBa. [JomKHbI ObITb
YCTAHOBMNEHblI MeTOAbl MOMyYeHNS U UCMOMb30BaAHUA 3TOU MHOpMaLUNy;

d) noapasgena 8.4, kacarowlerocs aHannsa gaHHbix: «OpraHMzaunsa OomkHa onpeaensTts, cobupatb U
aHanM3npoBaTb COOTBETCTBYOLWME AaHHbIe ANS AeMOHCTPpaLUUM NPpUrogHOCTU U pesynsTaTUBHOCTU CUCTEMB
MEHEKMEHTAa KavecTBa, a TakkKe OLeHMBaHUA, B KakoW 0bnacTt BO3MOXHO NOCTOAHHOE NOBLILLUEHWNE pe3yrb-
TATUBHOCTU CUCTEMbI MEHEKMEHTA KavecTBa. [laHHbIe ACMKHbI BKNOYaTh B cedst MHQopMaLIUIC, NONMYYEHHYIO
B pesynbrate MOHUTOPWUHIa U N3MepeHUs 1 U3 ApYyrmx COOTBETCTBYOLWMX UCTOYHUKOB. AHaNM3 aHHbIX A0IKeH
npeacTaBnaATb MHPOPMALIUIC, OTHOCALLYIOCH K ... YAOBNETBOPEHHOCTU NoTpedbutenen ...».

HacTtosawWwnn cTaHaapT MOXET TakKe UCNoNb3oBaTbcAa He3aBUCMMO OT cTaHaapTta NCO 9001.

0.3 CBAa3b co ctaHgapTom UCO 9004:2009

Hactoawum ctaHgapT Takke coBmecTUM co ctaHaaptom NMCO 9004:2009, koTopbin gaeT pekoMeHaaLnm
No MeHeKMEeHTY ANA AOCTUXKEHUS1 YCTOUYUMBOTO yenexa opraHusauun. Hactosawmmn ctaHaapT A0ONONHAET AaH-
Hble pekoMmeHagaunn, npuBeaeHHbIe B:
- nogpasgene B.2, kacawowemca opueHTaumMm Ha noTpedbuteng;
- nogpasgenax 8.3.1 1 8.3.2, kacawlmxcs onpegeneHns Hya, okngaHUi U yagoBNETBOPEHHOCTU NOTpe-
butenen.

0.4 Cea3b co ctaHaaptamu UCO 10001, UCO 10002 u UCO 10003

CtaHgapt NCO 10001 coaepXUt pekoMmeHgaL 1 no npasunam noBeaeHnUsa opraHmn3aLiai ansg AoCTUXKEHUS
YAOBMNETBOPEHHOCTU NOTpedbutenen. Takme npasmnna MoryT yMeHbLUTb BEPOSITHOCTb BO3SHUKHOBEHUS Npobnem v
YCTPaAHUTb MPUYUHBI XKanod 1 pasHornacuii, cnoCobHLIX NOHU3UTL YAOBNETBOPEHHOCTL NOTpebuTenen.

CrtaHgapTt MCO 10002 cogepknTt pekoMmeHaaL M no BHyTpeHHeMY obpalleHuto ¢ Xkanobamm, OTHOCSLLN-
MWUCS K NpoAayKUunn. Takmue pekomeHaauum cnocobHbl MOMOYUbL COXPaHUTb YAOBMETBOPEHHOCTL U NOANBHOCTL
noTpebutenen 3a cueT pesynbTaTUBHOMO U 3G EKTUBHOIC yperynmpoBaHus »anoo.

Ctangapt MCO 10003 coaepX1UT pekoMeHaauun no paspelleHUo CrnopoB, KacalLWnUXcsa NpeTeH3nn K
npoayKuMKU, KOTopble He MOryT OblTb AOMKHBIM 0OpasoM paspelleHbl B pamMkax opraHuszauuu. CtaHgapT
MCO 10003 cnocobeH noMmoYb B cBeAEHUN K MUHUMYMY HEeYAOBNETBOPEHHOCTU NnoTpedbuTenen B CBA3N C He-
yperynmpoBaHHbIMU anobamu.

Taknm obpasom, coBMmecTHoe npumeHeHue ctaHgaptos ACO 10001, MCO 10002 n NCO 10003 cno-
CODCTBYET MOBLILLIEHUIO YOOBMNETBOPEHHOCTN NOTPEbUTENEN.

HacTtoawum ctaHgapt gononHaet ctaHgaptel MCO 10001, NCO 10002 n UCO 10003 nytem npegocTtan-
NeHnsa pekomeHaauun No MOHUTOPUHTY U N3SMEPEHMNIO YOOBNETBOPEHHOCTU noTpebutenei. Nony4veHHasa MH-
hopmaumst MOXKET ObITb UCMOMNb30OBAHA opraHusaumen ans onpegeneHns Mep, HanpasneHHbIX Ha CoXpaHeHume
MM NOBLILLEHNE YOOBMNETBOPEHHOCTU NOTPebUTENEN.

IV
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HAUMWOHANBbHBIWN CTAHOAPT POCCUUCKOWN PEOEPALUMN

MEHEOXMEHT KAHECTBA

YAOBNEeTBOPEHHOCTb NOTpebuTenen
PykoBogsiwme yKkazaHMa N0 MOHUTOPUHIY U U3MEPEHUIO

Quality management. Customer satisfaction.
Guidelines for monitoring and measuring

Ilata BBeaeHna — 2012—06—01

1 Ob6nacTb NpUMeHeHus

HacTosluin cTaHaapT AaeT pekoMeHaauUnm no onpeaeneHnto N ocyLecTBAEHUIO NPOLLECCOB MOHUTOPUH-
ra U UI3SMepeHns yaoBNETBOPEHHOCTN NoTpebutenen.

HacTosiwmn ctTaHgapT npegHasHadYeH A UCronb3oBaHUa opraHn3aumMaMmm HesaBMcuUMo OT UX BUaa, pas-
MEPOB UM BbINyCcKaeMoun npoaykuun. Hactoawmnm ctaHaapT akUEeHTUPYET BHUMaHWUe Ha BHELWHUX NoTpebuTe-
NAX opraHusauunn.

HacToawmn ctaHaapT He npegHasHaveH ans uenemn ceptudnkaumm Unm 3akmodeHnst KOHTPaKTOB, a Tak-
Xe ANsl UIAMEHEHUS KaKnX-nndo npae Unmn obs3aHHOCTEN B paMKax ASUCTBYHOLLMX 3aKOHOAATENBHBIX NN HOP-
MaTUBHLIX TpeboBaHUN.

2 HopMaTuBHbIE CCbINKN

HukenpuBeaeHHbIN CChINMOYHbIA AOKYMEHT SIBMIAETCH HEOOXOAUMBIM ANSA UCMOMNb30OBAHUS HACTOSILLErO
aokymeHTa. [ns aatnpoBaHHbBIX CChINOK NPUMEHSIOT TOMbKO TY BEPCUID, KOTOpas ObiNa ynoMsiHyTa B TEKCTE.
Ons HegaTMpoBaHHBIX CChINOK HECDXOAMMO UCMNOMb30BaTh cCaMoe nocnegHee U3gaHne AoKyMeHTa (BKoYas
Nnodble nonpasku).

NCO 9000:2005 Cucrtemsbl MeHemkmeHTa KadecTtBa. OCHOBHLIE nonoxeHus 1 cnoBapb (ISO 9000:2005,
Quality management systems — Fundamentals and vocabulary).

3 TepMUHbI N onpeaeneHuns

B HacTodaweMm cTaHgapTe npuMmeHeHbl TepMuHbl, gaHHbIe B UCO 9000:2005, a Takke cnegyrowine TepmMu-
Hbl C COOTBETCTBYIOLLMMUN onpeaeneHUamMn;
3.1 npoaykuua (product). Pesynetart npouecca.

[TpumevaHus

1 K npoaykumm moryt OTHOCUTBCS YCNyrv, NporpaMmMHble CpeacTBa, TEXHUYECKUE cpeacTBa unu nepepabdbartbiBae-
Mbl€ MaTtepuarnsl.

2 TepmuH 3anmctBoBaH U3 nognyHkra 3.4.2 NCO 9000:2005, Tpu nepBoOHavanbHbIX NPUMEYaHUS K KOTOPOMY Bblnn
ob6beanHeHbl B npumevanue 1.

3.2 norpebutensb (customer): OpraHnsauus nnm NUUo, Nony4vatolme NpoayKLMH.

lMpumep — Knuenm, 3aka34uK, KOHe4YHbIU nonb308amersib, PO3HUYHbLIU mopaoaey, beneuyuap, NoKyna-
mernek.

[TpumevaHus

1 K notpedbuntenam MmoryT OTHOCUTBCS APYyrue 3anHTEpPEeCOBaAHHbIE CTOPOHbLI, HA KOTOPLIE MOXET OKa3blBaTb BIIUSI-
HME NPOAYKUWA, NOCTaBNsAeMas opraHn3aymen, n KoTopblie MOryT BO34EUCTBOBATL HA yCNEX opraHn3auuvn.

2 Xotsanotpebutenb MOXeT OblTb BHYTPEHHUM UINX BHELLHUM MO OTHOLWLEHUIO K OpraHn3agmm, HacTosAWnn ctaHaapT
aKUEHTUPYET BHMMAHME HA BHELLHUX NOTPeObnTENX.

3 TepmuH 3ammcTBOBaH M3 nognyHkTa 3.3.5 MCO 9000:2005, nepBoHavanbHOE NpUMeYaHne K KOTOpomMy Bbino pac-
LLNPEHO U NPeACTABNEHO B BUAE npumMmedaHus 1 n npumedaHums 2.

U3pgaHne odbvumanbHoe
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3.3 yAOBNeTBOPeHHOCTb NoTpebutenen (customer satisfaction): Bocnpuartue notpebutensamu crte-
MeHW BbINOMTHEHUA X TpeboBaHUN.

[TpumMmevyaHns
1 XKanobbl notpebutenen sBNAOTCH OBWMM NokasaTenem HU3KOW CTENEHU yAOBNETBOPEHHOCTU NOTpebuTenen,
OAHAaKO X OTCYTCTBME HE 0DA3aTeNbHO NpeanonaraeT BbICOKYIO CTEMNEHb YAOBNETBOPEHHOCTU NOTPEBUTENEN.

2 Haxe ecnu TpedboBaHua notpebutenen Bbinm ¢ HUMKU COrMacoBaHbl U BbIMOMHEHbI, 3TO He 0bA3aTenbHO obecne-
YMBAET MONHYO YOOBNETBOPEHHOCTL NOTPEbUTENEN.

ICO 9000:2005, Tepmu 3.1.4]

3.4 TpeboBaHue (requirement): MoTpebHOCTb NN OXKMAAHNE, KOTOPOE YCTAaHOBEHO, OObLIYHO NPeano-
naraeTcsa Unn aengaeTcd obasaTenbHbIM.

[TpnmedaHwne— TepmnH 3anmcTBoBaH n3 noanyHkra 3.1.2 NCO 9000:2005, naTe nepBoHavanbHbIX NpUMeYa-
HUW K KOTOPOMY ObINTN UCKITIOYEHDI.

4 KoHuenuua yaoBneTBOPEHHOCTU NoTpebuTenen

YOOBNETBOPEHHOCTL NOTPebUTENnen onpeaensieTca pacxoXXaeHmem Mexay oxXngaHusamm notpebutenen
1 BOCNPUATUEM MOTPEOUTENAMN NPOAYKLWN, NOCTaBNAEMOU opraHusayuen.

[na pocTtwkeHns yaoBNETBOPEHHOCTU NOTpedbuTenen opraHMsauma OOJDKHA, npekae Bcero, NoHATb
oXngaHusa notpebutenen. Takne oxngaHusa MoryT ObiTb ABHBIMW UITU CKPBLITBIMU, UM HE NOMHOCTLIO chopMYy-
NTMPOBAHHBIMMU.

OxuagaHua notpebuTtenein B TOM BMAE, Kak UX MOHUMaET opraHuM3aLns, COCTaBNAKT OCHOBY NPOAYKLUN,
KOTOPYIO B JalnbHENLLEM NnaHnpyeTcs BbiMyckaTb U NOCTaBMATb.

Ta cTeneHb, B KOTOPOW NocTaBngemMasi NpoAyKLUMs, Mo MHEHWUIO NOTpebnTenen, yaoBneTBoOpsAeT U npe-
BOCXOANUT NX OXXUOaHUSA, onpeaenseT cTeneHb yaoBNeTBOPEeHHOCTU noTpebutenen.

BaXkHO NoHUMAaTL pasnuyinMe Mmexagy MHeHUeM caMmoun opraHusaunn 0 KavyecTBe NMocTaBIdeMon nNpoaykK-
LI 1N BOCTIPUATUEM NOTPEDUTENAMM AaHHOWN NMPOAYKLUN, NOCKONLKY UMEHHO OHO npeaonpeaenseTt yaoBneT-
BOPEHHOCTb noTpebutenen. B3anMOCBSI3b MeXay TouKaMU 3peHUs opraHusaumm n notpebutenen Ha
Ka4yecTBO npeacrtasneHa bonee HarNsggHO Ha KOHUENTyanbHOW Moaen yaoBNeTBOPEHHOCTU NoTpebutenen,
KoTOopaa NpuBegeHa B NpUnoXeHun A.

[lockonbKy yAOBNETBOPEHHOCTb NOTPebuTenen MoXxeT MEHATLCA, opraHu3aLna AormkHa paspaboTaTb
rnpoLecchl perynsapHoro MOHUTOPUHra N U3MepeHns yaoBneTBOPEHHOCTU NoTpebuTtenen.

5 OcHoBa MOHUTOPUWHIra U N3MepeHns YyAOBNeTBOPEHHOCTUN NoTpeouTenen

OpraHusaunsa aoimkHa BblipabotaTb CUCTEMHBIN NOAX0A K MOHUTOPWUHTY U USMEPEHUIO YAOBNETBOPEH-
HOCTW noTpebutenen. Takon noaxoa Ao/KeH ObiTb COBMECTUM C OpraHn3aLuoHHON CTPYKTYpol Ana obecre-
YeHUs MNMaHUPOBaHUA, BbIMOMHEHUS, NOoAAepP)KaHWA B AOMKHOM COCTOSHUM W YNyYLWEHUS NpoLeccoB
MOHUTOPUHIA U N3MepeHns yAoBNEeTBOPEHHOCTU NoTpedbnTtenen.

[TnaHnpoBaHMe BKMoYaeT onpeaeneHne MeTo40B peanusauun 1 nopsaaka pacnpeageneHns tpedyembix
pecypcoB (CM. pasaen 6).
BuinonHeHWe CBA3aHO C BbIABMNEHMEM OXUAaHUW noTpedbutenen, cOopoM U aHannM3oM AaHHbIX 00 UX

yOOBNETBOPEHHOCTH, obecrnevyeHnem obpaTHOW CBA3M ANS YNYyYLLIEHNS U MOHUTOPUHIOM YAOBNETBOPEHHOCTU
notTpedbutenen (cMm. pasgen 7).

[MoaaepxaHue Ha OMKHOM YPOBHE 1 YyYdLLIEHWE NPOLECCOB MOHUTOPUHIA N U3MEPEHUI BKITIOYaeT aHa-
N3, oUeHNBaHKEe N NOCTOAHHOE NX ynydlleHne (cM. pasaen 8).

6 lNnanuvpoBaHve MOHUTOPUHra U N3MepeHusl yaoBNeTBOPEHHOCTMH
noTtpedutenen

6.1 OnpeaneneHue Uuenu n 3agav

B kayecTBe nepBoOro wara opraHusauusa AoimkHa YeTKo onpeaennTb Lenb U 3a4avym MOHUTOPUHIa 1 Us-
MepeHUs yaoBMeTBOPEHHOCTN NoTpebuTenen, KoTopble, K NPMMepy, MOTyT BKITHOYATb:

- OLIeHKY peakuumn notpebutenen Ha cyLecTBYIOLWYIO, HOBYHO TN MOAEPHU3NPOBAHHYIO NPOAYKLMNIO;
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- NonyvyeHue NHpopMaLnM 0 KOHKpeTHLIX acrneKkTax, Takux Kak BcrnoMoraTtebHble NpoLecchl, NoBeaeHue
nepcoHana Unu opraHnsauum;

- nccnegoBaHue nNpuyYnMH BOSHUKHOBEHUSA Kanob notpedbutenen;

- uccnegoBaHue NpUYnNH NOTEPU A0NN PLIHKA;

- MOHUTOPWHI TEHAEHUMA, NPUCYLLIXX YOOBNETBOPEHHOCTU NOTPpebuTenen;

- aHan13 yaoBNeTBOPEHHOCTN NOTPEBUTENEN B CPABHEHWNN C APYIMMK opraHu3aunsiMu.

Llenb 1 3agayn oKasblBaloT BIUAHME Ha TO, KakuMe, Korga, kak U oTkyda nofy4vyeHbl COOTBETCTBYOLWME
OaHHble. OHWU TakXKe BMUSIIOT Ha TO, KaK 3TU AaHHble aHaNM3UPYHTCHA N Kakum obpasom DyaeT UCMOoNb30BaHa
MHJopMaLnA.

6.2 OnpepeneHue o6bemMma U NepUOOUYHOCTI

OCHOBbIBasICb Ha LenNu 1 3agavax, opraHusaunst 4omkHa onpeaennTb 06 bemM NaHupyemMbiX M3MepeHUin
KaK C TOYKM 3peHUs Tuna TpedbyemMblX daHHbIX, TaK N C TOUKU 3PEHUSI LCTOYHUKOB NX NOSTYyYEHUS.

Tun cobupaemon nHpopmMmaLnm MOXET BapbMpOBaTLCS OT AaHHbIX, KacaroLMXCsl KOHKPETHOWN XapaKTe-
PUCTUKN, OO OLEHKU obLen yaoBNeTBOPEHHOCTN. AHanorMuHbIM 0bpaszom obnactb NpoBeAeHNs OLLEHKN 3aBU-
CUT OT TUNa cerMeHTaLum:

- M0 NOTPEdUTENAM;
- MO PbIHKY;

- N0 NPOAYKLMMN.

OpraHunsauuma AoMKHa Takke onpeaennTb NepnoanyHoCcTb cbopa AaHHbIX: PErynspHo, BpeMs OT BpeMe-
HU U 0OOKUMUK cnocobamMun, Kak TOro TpebyloT NOTPedbHOCTU opraHnsaunm (cm. 7.3).

6.3 OnpepgeneHue cnocoboB peann3auun N OTBETCTBEHHOCTI

KoHKpeTHada nHdopmMaLns, Kacarowasacs yaoBNeTBOPEHHOCTU NoTpebutenen, MoxXeT ObiTb NOoMny4vyeHa
KOCBEHHbLIM MYyTEM U3 BHYTPEHHUX NMPOLLECCOB opraHn3aLnm (Hanpumep, paccMoTpeHne Xxanob notpedurtenein)
M U3 BHELWHUX MCTOYHUKOB (Hanpumep, OTYETOB B cpeacTBax MacCcoBOW MHGpopMaunmn). Kak npasuno, opra-
HU3aL MK TpebyeTcHa AONONHATL Takyo MHopMaLnio AaHHBIMU, NONYYEHHBIMU HEMOCPEACTBEHHO OT NOTPEOU-
Ternewu.

OpraHusauns gomkHa onpeaenstb NyTU BOIMOXHOIo nonyyeHus nHgpopmaumm od yaoBNeTBOPEHHOCTU
noTpebuTenen n OTBETCTBEHHLIX 3a OCYLLECTBNEHNE 3TOMN AeAaTensHOCTU. OpraHusauus AoMMKHA TakxKe onpe-
OennTb, KOMY cnegyeT HanpasnaTbe MHoOpMaUMIo AN NPUHATUA COOTBETCTBYHIOLWMX MEP.

OpraHunsauma gomkHa nnaHupoBaTb MOHUTOPUHE NpoLeccoB AN NonyvyeHUs 1 UICNoNb30BaHUA UH-
dpopmaunm ob yaoBNeTBOPEHHOCTU NOTPEDUTENEN, a TAKXKe O pe3ynbTaTax 1 pe3ynbTaTUBHOCTU 3TUX NPO-
LLeCCOB.

6.4 BbiaeneHue pecypcoB

OpraHusaunsa aorkHa onpeaennTs U obecrnevnBaTb HeOOXOAMMBIA KOMMETEHTHbLIW NepcoHan n apyrue
pecypchl ANA NaHUPoBaHNSA, MOHUTOPUHIA U N3MepEeHUs YAOBNEeTBOPEHHOCTH noTpebuTtenen.

7 Mepbl MO MOHUTOPUHIY U U3MEPEHUIO YAOBNETBOPEHHOCTN NOoTpebuTenen

7.1 O6LWwMe NonoxeHunA

Ona MoHUTOpUHra n usmepeHnst yaoBneTBOPEHHOCTN NoTpeduTenen opraHn3auma gomKHa:

- onpeadenuTb OXugaHua notpebutenen;

- cobpaTtb gaHHble 00 yOOBNETBOPEHHOCTU NoTpebutenen;

- NpoaHanM3npoBaTh AaHHble 006 yOOBNETBOPEHHOCTU NOTpedbuTeneu;

- obecneunTb 0bpaTHYIO CBSI3b ANA MOBLILLEHNS YOOBNETBOPEHHOCTN NOTPebuTenen;

- OCYLUECTBNSATb NOCTOAHHBIA MOHUTOPUHT YAOBNETBOPEHHOCTN NnoTpebutenen.

[aHHbIe Mepbl U NX B3aUMOCBSA3U 0TOBpaXkeHbl Ha pPUCYHKe 1 U onucaHbl B HXKENPUBEAEHHBIX pasaenax.
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Cobop gaHHbIX
00 yooORNeTBOPEHHOCTH
norpedurenen

BXOAb BbIXOAb!

OnpepeneHue
oXMOaHIA aMepeHue

AHanu3 gaHHbIX CteneHb

o6 yaoBneTBOpeHHOCTH YOBMNETBOPEHHOCTH
nOTpesﬂTBHEH yaoeﬂem BOPEHH ocmu nﬂTp36HT3ﬂEﬁ ‘ nﬂTPEEHTeneﬁ

B OTHOLLEHWIK
YAOBNEeTBOPEeHHOCTH
notpedburenen

ObecneveHune
obpaTHOW CBA3U
ANA NoBbiLLEeHUS

YOOBNETBOPEHHOCTH
norpedurenen

<::> MornumopuHa ydoenemeopeHHocmu nompebumeneu % -

PucyHok 1 — MOHUTOPUHI N nameperHne yaoBNeTBOPEHHOCTU NOTPEbUTENEN

7.2 OnpeneneHne oXxupgaHum noTpedbutenen

7.2.1 BbiaBneHune notpeburtenen

OpraHusauuns oMmKHa ycTaHaBNMBAaTb NOTpebuTenen, Kak CyLeCcTBYOLWMX, Tak U NOTEHUUAaNbHbIX, OXUN-
OaHUA KOTOPLIX OHa HaMepeHa onpeaennThb.

[Tocne yCcTaHOBNEHUSA «MOTPEOUTENBLCKOW» FPYNMbl OpraHn3auna 4omKHa BbISIBUTb OTAENbHbLIX NOTPebu-
Tenen, oXXnagaHus KOTOpLIX cneayeT onpeaennutb. Hanpumep, B cpepe noTpebntensCcKnx TOBApOB peyb MO-
XXeT MATU KaK O MOCTOSIHHBIX, TaK U 0 cnydanHbIX noTpebutensax. Korga notpedutenem sBNSIETCA opraHM3aLms,
OOJDKHbI ObITh BbIOpaHbl 04HO UMW HECKOMBbKO NAL, paboTalolwnx B AaHHOW opraHnsaunmn (Hanpumep, Us otae-
na nocTaBOK, oTAena ynpaBneHust NpoekTaMmmn Unu npousBoACTBEHHOro noapasaeneHus).

B npunoxeHun B (cm. B.2) npmuBeaeHbl Ao0NONHUATENBbHbIE NPUMEPLI TUMOB NOTPEOUTENEN N aCMEKTHI,
Tpebyloune yyeTa.

7.2.2 OnpepneneHue oXxugaHum notpedburtenen

[Tpyn onpeaeneHnn oxxnagaHmi notpedbutenen (CM. pUCyHok 1) opraHnusaums 4oKHA YYUTbIBATb CNeayo-

Lee:

- TpeboBaHUSA, YCTAHOBMEHHbIE NMOTPEOUTENAMU;

- NogpasymMmeBaemMble TPeboBaHUSA NOTPebuTenen;

- 3aKoHoAaTenbHbIE N Apyrue obsisatenbHble TpeboBaHUS;

- Apyrue npeanoyTeHust notTpedutenein («CnMcok TpedboBaHUNy ).

BaXXHO MMeTb B BUAY, UTO NOTPedUTENb HE BCerga MOXeT YETKO CpopMyNIMpOBaTh BCE acneKThl NpoayK-
L. AcnekTbl, Hanu4ne KOTopbIX npeanonaraeTcs, MOryT HE YTOYHSATLCS. HekoTopble acnekTbl MOryT ObITh
ynyLwieHbl U3 BUAY UMK ObITb HEU3BECTHLIMWU NOTPEDUTEN!IO.

Kak nokasaHo Ha npumMmepe KoHUenTyanbHOU Mmodenun (CM. npunoXeHue A), YpesBblHalHO BaXXHO UMEThH
yeTKoe U NoNHoe npeactaBneHne 0b oXXnaaHusax noTpedbutenen. YaoBNeTBOPEHHOCTL NoTpedbutenen byaeT
3aBUCeTb OT TOro, HACKONbKO NMOJTHO yAOBNETBOPEeHbl UX oxkngaHuda. B npunoxeHun B (cm. B.3) cogepxaTtcs
NPUMEpPLl PasfMYHbIX acnekToB, KOTOopble HeobxoaumMo NpMHUMAaTb BO BHUMMaHMe Anda 0onee TOYHOro
MOHUMAaHUS OXUadaHUW NnoTpedbutenen.

CBA3b MeXay oXunaaHuamm notpebutenen n nx yaoBNeTBOPEHHOCTLIO paccMaTpuBaeTcsl bonee noa-
pOOHO B npunoxxeHnn B (cm. B.4).

7.3 COop AaHHbLIX 00 yAOBNEeTBOPEHHOCTU NOTPpeduTenen

7.3.1 BbisiBNeHne N BbIOOP XapaKTepUCTUK, CBA3aHHbIX C YAOBNETBOPEHHOCTLIO NOTpebutenen

OpraHnsauna OomkHa BeIABNATE XapakTepUCTUKU NpoayKuMn, ee NoCcTaBKU M caMon opraHusaLnin, KOTOo-
pble OKa3bIBaloOT CYLLECTBEHHOE BMUAHNE HA YOOBNETBOPEHHOCTL noTpebutenen. Anga yaodbcTea xapakrepuc-
TUK MOTYT ObITb pacnpeaeneHsl No cneayiownm KaTeEropusam:

a) XapaKTepUCTUKM NpoayKLUUn;

lTpumep — dkcrninyamayuoHHbIe nokalamenu (Kadvecmeao, HadeXXHocmb), cneyugu4vyeckue cgoucmaea, 3c-
memuka, 6e3onacHocmb, obecrniedyeHue (mexHu4YyecKkoe obcnyxuesaHue, ymunuszayusi, oby4yeHue), yeHa, nose3s-
HOCMb, 2apaHmusi.
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D) XapakTepUCTUKU NOCTaBKMU;

Mpumep — [Mocmaeka MOYHO 8 CPOK, 8bINOJIHEHUE 3aKa3a, 8 peMs] pea2upos8aHusi, onepamuseHasl UHghopma-
yusi, Kayecmeo obcCyXusaHuUs rpu Nocmaskxe.

C) XapaKTepUCTUKU opraHmnsaLunu.

Mpumep — XapakmepucmuKu nepcoHasna (8exnueocmb, KOMMIEMeHMHOCMb, KOMMYHUKabenbHOCMb),
npoyecc ebicmassieHUs1 cyemos, paccMompeHue xanob, 6ezonacHocmb, nNogsedeHuUe rnepcoHana 8 npoyecce
ocywecmesieHus1 dessmesibHOCMU 8 op2aHu3ayuu (Oesroeast amuKa, coyuasibHasi omeemcmeeHHocmb), obujec-
MmeeHHas1 penymauyusi, UHhopMayUuoOHHast OMKpPbLIMOCMb.

OpraHusaumst AormkHa yrnopsiaoumBaTh BblOpaHHLIE XapaKTePUCTUKUA ANt OTPaXKEHUSA UX OTHOCUTENBHOM
3HAYMMOCTIN C TOUKN 3peHnst noTpedbutensa. B cnyvae HeobXoaUMMOCTU A0MKeH ObITb NPOBEAEH ONPOC rpynnbl Mno-
Tpebutenen ang ocnpeaeneHnsa N NoATBEPKAEHNS X BOCNPUATUA OTHOCUTENBHOW 3HAYUMOCT I XapaKTe PUCT UK.

7.3.2 KocBeHHble NoKasaTtenu yAoBNeTBOPEHHOCTU NoTpebuTtenen

OpraHmsaums AomkHa U3ydaTb UMetoLnecst ICTOYHMKN MHdpopMaLMm ANs NoNyYeHnst AaHHbIX, OTpaXka-
IOLLIMX XapaKTEPUCTUKN, CBSI3aHHbIE C YOOBNETBOPEHHOCTLIO NOTpebuTenen, Hanpumep:

- NepUoANYHOCTb UNN TEHAEHLIUN BOSHUKHOBEHUS XXanob notpebutenen, noctynneHue obpalleHuin no-
TpebuTenen 3a NoMoLLbLIO N ¢ bnarogapcTBEHHLIMW OT3bIBAMU;

- NepnoanYHOCTb UNMN TEHAEHUWUN, XapaKTepuayolwne Bo3BpaThl NpoayKLUMN, BOCCTAHOBMNEHUE NPoAaYK-
LK1 UK Apyrue nokasartenun padbotocnocobHOCTU NPpOoayKLUUM NN oaobpeHnst Co CTOPOHBLI NoTpebuTenen (Ha-
NpUMep, OTYETLI MO MOHTaXy UMK akTbl 3KCnnyaTauUuoHHOIo KOHTPONA);

- AaHHbIE, NoNyYeHHbIE B NpoLecce obLeHns ¢ noTpebuntensammn (Hanpumep, cny>xbomn mapkeTuHra, npo-
aasLamMn NnNu obCny>XKMBaoLLIMM NepCcoOHarom);

- OT4YeThlI 06 06CcNeaoBaHUM NOCTABLUMKOB, MPOBEAEHHbIE MNOTPEOUTENBCKUMN OPraHnU3aLUaAMUn, KOTOPLIE
MOMOraroT NMOHATL BOCNPUATUE AaHHOW opraHM3aunn rno cpaBHEHUIo ¢ ApyrMMy opraHnsayMsamu;

- OTYETHI FPYNN NOTPebUTENEN, KOTOPLIE MOMOTatoT MOHATh, KaK opraHmnsaums 1 ee NpoayKUUs BOCNPUHN-
MatoTCH NoTpedbuTensiMn Unn Norb3oBaTeNsAMU;

- OTYETHI B cpecTBax MaccoBOU MHJOPMaLIMKA, KOTOpbIE AatloT npeacTaBleHne 0 BOCNPUATUM OpraHu3a-
LU 1 ee NPOoAYKLIMAN N KOTOPLIE CaMU MOTYT MOBMUSATbL HA BOCNIPUATUE NMOTpebuteneu;

- UICCcneaoBaHus, NPOBOAUMbBIE B paMKax ceKropa/oTpacnn NpoMbILNIEHHOCTM (Hanpumep, CBA3aHHbIE
CO CpaBHUTENbLHOM OLEHKOW XapaKkTepUcTUK npoaykumm opraHnsaunn);

- OTYETHLI UNK NYONMKaLMM perynmpyromnx BeaoOMCTB.

TakuMe gaHHble NOMOratoT BbIABUTb CUMbHbIE KU cnabble CTOPOHLI NPCAYKUMKA U COOTBETCTBYHIOLLMX NPO-
LleCCOoB opraHmsauun (Hanpumep, cbecrneveHne Beinycka npoayKLum, paccMmoTpeHne xanood 1 oomeH nHgop-
Maunen ¢ notpedbutenammn). AHanM3 TakuUX AaHHbIX MOXEeT MnoMovb B (POPMUPOBAHUW MoKasaTeneun
yOOBNETBOPEHHOCTU NoTpebutenen. OH Takke MOXeT NOMOYbL B NOATBEPKAEHUN UM AONONMHEHNN AaHHbIX 0D
yOOBIMETBOPEHHOCTU NoTpebutenen, nonyyveHHbIX HeNoCpPeaCTBEHHO OT noTpebuTtenen.

7.3.3 lNpamble noKka3aTenu yaoBrnNeTBOPEeHHOCTU NoTpebuTenen

7.3.3.1 O6Lwune nonoxeHun

[1pn cyleCTBOBAHNUN KOCBEHHBIX MoKasaTenen yaoBneTBOPEeHHOCTU (CM. 7.3.2), KaK NpaBumo, Lenecoob-
pasHo nony4aTb AaHHble 00 yAOBNETBOPEHHOCTU HENOCPEACTBEHHO OT noTpedbutenen. Metoabl, UICNOMNbL3yEMbIE
ansa cobopa aaHHbIX 00 yOOBNETBOPEHHOCTU NOTPEDUTENEN, 3aBUCAT OT pasnUYHbIX aKTopoB, Hanpumep:

- Xapakrepa noTpedbuTenbCKoro pblHKa U KaTeropuii cerMeHTUpOBaHUS;

- NPOACIKUTENBHOCTU N NEPUOCANYHOCTU B3aMMOAENCTBUSA C NOTPEDUTENAMMU;

- XapakTtepa npoaykuun, noctaBnsaeMon opraHmsauuei;

- HA3HA4YEeHUA N CTOUMOCT METOda OLIeHKN.

OpraHusauua gomkHa yunTeiBaTh NnpakTtuydeckne acnekTol, onucaHHble B 7.3.3.2—7.3.3.4, npu nnaHUpo-
BaHWW Noaxocaa N METOA0B, UCNONb3yeMbIX AN coopa AaHHbIX 00 yAOBNETBOPEHHOCTU NOTPebuTenen.

7.3.3.2 Bbibop MeToaa cbopa AaHHbIX 00 yAOBNETBOPEHHOCTU NOTPebUuTenen

OpraHmsauna gosrkHa Bolbpatb MeTog cbopa AaHHbIX, KOTOPLIA COOTBETCTBOBA Obl MOTPEOHOCTU U
TUNY noanexalwmnx cbopy AaHHbIX.

MeToaom, Hanbonee 4acTo UCNOMNb3YEMBIM AN cOopa TakUX AaHHLIX, SBNAOTCA 0OcneaoBaHUs, KOTO-
pble MOTYT ObITb UMW KAYECTBEHHBIMU, UM KONMMMYECTBEHHBIMMW, UM TEMWU N APYTUMMA.

KavyecTBeHHbIMU 0OCeOBaHUAMM SBNAIOTCA TE, KOTOPLIE, KaK NpaBuio, npeaHasHadveHbl Ans BbidBne-
HUSI XapaKTepUCTUK NPoayKLUM, NOCTaBKN UMK opraHn3aLnn, OTHOCSLLIUXCS K YAOBMNETBOPEHHOCTM NoTpebuTe-
nen. OHM oBbIMHO NPOBOAATCS ANSl MOHUMAaHUS UM U3YUEHUS OTAENBbHBIX BOCTIPUATUN U peaKkuuin, a TakKe Ans
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packpbITUA naen n BonpocoB. OHN OTHOCUTENNBbHO MTMBKN 1 yOOOHBI ANA NPUMEHEHUS, HO MOTYT ObITb CYOBEKTUB-
HBIMMW.

KonuyecTBeHHbIMU 00CNeOBaHUSIMU ABMIAOTCA Te, KOTOPbIe npeaHa3HavYeHbl 419 U3MepeHns crtene-
H yOOBNETBOPEHHOCTUN noTpebutenen. OHK, Kak NpaBuno, nNpoBoasTcsa Ans coopa odbobLEHHbBIX AaHHBIX C
TPUMEHEHNnEM PUKCUMPOBAaHHBLIX BONPOCOB UMK KpuTepueB. OHU UCNONb3YIOTCA ANd onpeaeneHns NonoXXeHUs
nen, 6eHYMapKuHra unm NnpocneXXnBaHUa N3SMeHeH1in BO BPpeMEHMN.

KpaTkoe onncaHne aaHHbIX METOAOB UCCNEeOoBaAHUS U CPaBHEHUE UX MPEUMYLLECTB 1 OrpaHUYEeHNA NpK-
BeaeHbl B npunoxeHun C (cm. C.2.4).

7.3.3.3 OnpepeneHue ob6bemMa BbIOOPKU U MeTOAA BbIOOPOYHOIO KOHTPONA

OpraHusauust AoKHa onpeaennThb KONMMYeCcTBO NoTpedbutenen, nognexawmx oocnegoBaHuio (T. . 00b-
eM BbIOOPKM), U MeTo[ BbLIDOPOYHOrO KOHTPONSA AN U3MEpEeHUs YyOOBNETBOPEHHOCTU noTpebutenen.
Llenb — nony4yeHne AOCTOBEPHBLIX AaHHbLIX C MUHUMABHBbIMUK 3aTpaTaMn. TOYHOCTb COBpaHHbIX AaHHbLIX 3a-
BUCUT OT obbema BbIDOPKU N MeToaa BbIODOPOYHOTO KOHTPOMS.

ObbeM BLIOOPKU MOXET onpeaensTbCsl CTaTUCTUYECKM AN obecneveHnst ypoBHEW TOYHOCTU U A0CTO-
BEPHOCTKN, TpebyeMbIX OT NMoNyvYeHHbIX pe3ynbTaTtoB. KpoMme Toro, Crnonb3yemblid MeToq BbIBOPOYHOro KOH-
TPONA AOMMKEH obecneynBaTbh XOPOLWIYO penpe3eHTaTUBHOCTL BbIOOPKK B nccneayemomn coBokynHoctn. Oba
acrnekta bonee noapobHO paccMmaTpuBaroTcs B npunoxeHun C (cm. C.3).

7.3.3.4 ®opmynupoBaHune BONPOCOB, KacawlUXcA YAOBNETBOPEHHOCTU NOoTpedbuTenei

[ omKkHbl ObITh YETKO onpeaeneHsl NPCAYKLUA N XapaKTepUCTUKAU, noanexalimne oocnegosaHuio. Nomu-
MO 3TOro, MOTyT TakKKe nccnegoBatbCcd Apyrue Xxapaktepuctukn (cm. 7.3.1, ¢). I'pu popmMmynnpoBaHUM BONPO-
COB OpraHumsauua OofkHa B MepByko ouvepenb onpeaennTb Uccneayemble obnactu, a 3aTemM BblAeNnUTb
KOHKPETHbIE BONPOCHI, NonagatoLime B 3t obnacTtu, ¢ 4oCTaToOuMHOW AeTanmsauunen anst nonyvyeHns nHpopma-
LU © BOCTIPUSITUN NOTPEedbUTENSaMN.

MacwTtad nsmepeHnn, saBmcaLLnMin oT cPopMynMPOBaHHbBIX BONPOCOB, AOIMKEH DbITh TAKXKe YETKO Onpe-
neneH. lononHutenbHble pekoMmeHgaununm OTHOCUTENBLHO onpeaeneHnst U BKINHOYEHNST BOMPOCOB B aHKETY CO-
aepxatca B npunoxeHun C (cm. C.4).

7.3.4 CO60p paHHbIX 00 yAOBNETBOPEHHOCTU NOTpeduTenen

COop AaHHbIX O0MKEH ObITb CUCTEMATU3NPOBAH, AeTann3npoBaH N AoKyMeHTanbHO odpopmneH. Opra-
HU3aUMA OOIMKHA YCTaHOBUTL NMOopsaack cbopa aaHHbIX. [pn BbIDOpE MEeTOA0B U cpeACTB cbopa AaHHbIX A0IM-
XKHbl YYUTBIBATLCH KOHKPETHBIE acneKkTbl, Hanpumep:

a) TUN U AOCTYNHOCTbL NoTpebutenen Ans nccneaoBaHUs;

b) cpoku cbopa aaHHbIX;

C) UMerLWaaca TEXHONOMS;

d) umerowmecs pecypchl (KBanugmkauusa n 6roaxkerT);

€) HENPUKOCHOBEHHOCTb YaCTHOW XXNU3HWN N KOHPUAEHUNANBbHOCTD.

[Tpn onpeageneHnn NepmognyHOCTU, CPOKOB UMM CTUMYNOB Ansl cbopa AaHHbIX 00 yAOBNETBOPEHHOCTH
noTpebutenen opraHnsauns AomkHa NpUHUMaTbh BO BHUMAHUE crieayoLiue acnekThl:

- pa3paboTka UnNu BbINYCK HOBOW NPOoAYKLNN;

- 3aBepLlUeHne 3Ha4YNMbIX 3TanoB NPoeKTa;

- BHECEHWE N3MEHEHWNI B NPOAYKLINIO UITN B CBA3AHHBLIE C HEW NPOoLECcChl, UM B NPOU3BOACTBEHHYIO cpeay;

- CHUXKEHUE YAOBMETBOPEHHOCTU NOTpebutenen nnmn konedaHmne o6 bLeMOB peanuaaunum npoayKuum (pe-
MOHAaNIbHOE UM CE30HHOE);

- MOHUTOPUWHI U cTabununsauna NoCTOAHHBIX KOHTAKTOB C NOTpebuTenamm;

- Teprnmoe oTHoLWeHue noTpedbuTenen K YyactblM cbopam JaHHbIX.

COop AaHHbLIX MOXET NPOBOANTLCA CaMON opraHMu3aunen. 310 3KOHOMUYHO U, C YYETOM 3HAHUS NMPOAYK-
L MNn noTpebutenen, MOXeET AaTb ONTUMAarnbHbIE CBEAEHUS, MPUBECTU K BoNnee TECHBIM KOHTaKTaM C NoTpe-
butensamn n bonee rnydbokoMy NOHMMaHUIO X Npodbnem. OgHaKko CyLECTBYET PUCK, YTO Ha OOBEKTUBHOCTL
MNONyYEHHbIX AaHHbLIX MOTYT NOBNUATL OTHOLWIEHWS C OTAESNBbHBIMW NTLAMW, YHaCTBYOLWMMK B NpOoBeAeHUN 00-
cneaoBaHUn. OTOro pmcka MOXKHO n3bexartb NyTeM NpoBeaeHunsa cbopa AaHHbIX HE3aBUCUMOW TPETLEN CTOPO-
HOMW.

7.4 AHanu3 gaHHbIX 00 yAOBNEeTBOPEHHOCTU NOTPpebutenen

7.4.1 O6bwue nonoxeHus

[Tocne cbopa gaHHbIX 00 yAOBNETBOPEHHOCTN NOTPEbUTENEen OHU AOMKHbI ObIThb NPOaHaNM3NpPoOBaHhI
ansa nony4veHnst tHopmMmaumn, KoTopasi, Kak npaBuo, KacaeTcs:

- CTENeHn yaoBNETBOPEHHOCTU noTpebutenen n TeHAeHUMN ee N3SMEHEHUS;
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- acMeKTOoB NnpoayKuun 1 NpoLeccoB opraHmsaun, KoTopble MOTYT OKasbiBaTb CYLLECTBEHHOE BIUSHUE
Ha yOOBNETBOPEHHOCTD;

- COOTBETCTBYIOLLEN MHpopMaLUK O NpoayKUMM N NpoLieccax KOHKYPEHTOB;

- CUNBbHBIX CTOPOH opraHusaunm n obnacrten ans yny4vweHus.

[Tpn aHanuns3e gaHHbIX 00 yOOBNETBOPEHHOCTU NOTPEbUTENEN opraHn3aLna AomKHa NPUHNMATL BO BHU-
MaHue Mmepbl, onucaHHble B 7.4.2—7.4.6. [lononHUTEeNbHLIE peKoMeHaaL N Mo KaXXaon UX 3TUX Mep cogepKaT-
CA B npunoXxeHun D.

7.4.2 llogrotoBKa AaHHbLIX ANA aHanu3a

Bce aaHHble AOMKHBI ObITb NPOBEPEHBbI HA NpeaMeT Hann4ust oLMOOK, NOMHOTHLI M TOYHOCTU U, B CriyYae
HeobXoAMMOCTIN, ACIKHBI ObITh pacnpeaerneHbl No YeTKO BblAeNeHHbIM KaTeropusam.

7.4.3 OnpepeneHue MmeToaa npoBegeHUA aHanusa

MeToabl npoBeaeHUsl aHanna3a go/MKHbl BbIDUpaTbhbCca B 3aBUCUMOCTU OT BUaa cobpaHHbIX AaHHbIX U
Lenen aHanunsa. PasnuyHble MeToAdbl NpoBeAeHUA aHannsa AaHHbIX MOTYT ObITb KnaccnuumMpoBaHsl No
NPUHLUNY:

a) NPAMOro aHanu3sa, npeanonararwLlero aHanms OTBETOB NOTpPebuTenen Ha KOHKpPEeTHbIE BOMPOCHI;

D) KOCBEHHOro aHanusa, npegnonararlwero UCNonb3oBaHMe pasNUYHbIX aHanUTUYecknx MeToaoB
ONA BbISIBNEHUS NMOTeHUManbHO 3Ha4YUMbIX pakTOpPOB U3 COBOKYMHOCTU AaHHLIX.

Kak npaBumio, AonyckaeTcs UCNonb3oBaHne obouUxX BUAOB aHanusa ans nonyvyeHumst nonesHon nHgpopma-
LN N3 JaHHbIX 06 yAOBNETBOPEHHOCTU NoTpedbuTtenen.

7.4.4 llpoBegeHue aHanusa

Bce gaHHbIe AOMKHBI ObITE NpoaHaNU3UPOoBaHbl AN Nony4YeHns cneayrouen nHdopmaLmm:

- 00 yOOBNEeTBOPEHHOCTU NOTPebuTenen (Bcex Unn oTAeNbHbLIX KaTeropumn notpebutenen) n TeHAEHLN-
X ee U3SMEHEHUS;

- O PasnNn4nax B CTeneHn yaoBneTBOPEHHOCTMN MO KAaTeropmsam notpedbutenen;

- O BOSMOXHbIX NpUYUHaxX U UX OTHOCUTENbHOM BNUSIHUK HA YOOBNETBOPEHHOCTL NMOoTpebuteneu;

- O NOANLHOCTU NoTpebuTenen, KotTopasi CBMAETENLCTBYET O TOM, UTO NOTPEDUTENL, BEPOSITHEE BCETO,
OyaeT 1 Aanblue NoKynaTbh TE XKe Unu apyre Buabl NpoayKUMKM Yy AaHHOMW opraHn3aLun.

7.4.5 Banupgauua aHanu3sa

Bce pesynbTaTthl U BLIBOALI aHanM3a nognexart NoAdTBepXX4eHUo 3a cHeT UCNONb30BaHUA PasfmMYHbIX
cnocoboB, Hanpumep:

- CerMeHTUPOBaHMA AaHHbIX ANng onpeaeneHns BO3MOXHbIX MCTOYHUKOB UX M3MEHYNUBOCTH;

- onpegeneHna CyLecTBEHHOCTU XapakTepUCcTUK Npoaykumn: naeHTUgpUUMpoBaHnUe XapakTepUCcTUK Kak
NOTEHLMANbHO BaXXHbIX ANSA nNoTpedbutensa u onpeaeneHne nx OTHOCUTENbLHOW BaXXHOCTU (BKIOYas BO3MOX-
Hble U3MEHEHUS B XapaKTepUCcTUKax U OTHOCUTENBHYIO 3HAYUMOCTb XapaKTepUCTUK BO BpeMeHUN) CYLLIECTBEH-
HO BIMUAIOT Ha pe3ynbTaThkl NPOBOAMMOIC aHanumsa;

- OLleHVBaHUA CTAOUNLHOCTU pe3ynbTaToB NYTEM CPaBHEHUS ¢ APYTMMK NoKasaTenaMmn Unnu TeHAeHLUS-
MW B 0ONacTaX, KOTOPpbIE TaKKe OTpaXKatoT YOAOBNETBOPEHHOCTb NOTPebuUTenen, Hanpumep obvemMsbl Npoaax u
Xanobbl noTpebutenen.

7.4.6 [lpeacTtaBneHue oT4yeTa O pe3ynbTarTax U NOAroTOBKa peKoMeHaauuu

Pe3ynbTaThl NPOBOAMMOrc aHanusa nognexart AOKYMeHTUPOBaHUIO 1 BKIIOYEHUIO B OTYET BMECTe C BO3-
MOXHBIMU pekoMeHaaunsMmn, YTodbbl MOMOYb OpraHmsaL i B BeIIBNEHMM obnacten aAns ynyJvweHuns ¢ uenbio
MNOBbILLIEHNSA YOOBNETBOPEHHOCTU NOTPeDbUTENEN.

OTYeT AOMKEH cogepKaTb TOUHbIA M KOMMMEKCHLIM NoKasaTefb YAOBMETBOPEHHOCTU NMoTpedbuTenen.
[TOMUMO AaHHBLIX, NONYYEHHbIX HENOCPEACTBEHHO OT NOTPebuTenen, CylecTBYIIOT ApYyrie XapakTepuUcTUKn
NN NoKasaTenn, KOToOPbIE TakKe oTpaXKaloT YAOBNETBOPEHHOCTL NOoTpebuTenen, HanpumMmep Te, KOTopble Npu-
BeaeHbl B 7.3.2.

KntoueBble nokasaTenn COOTBETCTBYOLWNX XapakTeEPUCTUK MOTYT ObITb CBeAEHbI B €AMHbIN noKasaTensb,
HOCALLWN HAa3BaHUE «MHOEKC YOOBNETBOPEHHOCTU NoTpebutenen». B kayecTBe MHAEKCA YyAOBNETBOPEHHOCTU
noTpebutenen MoryT UCNoNbL3oBaThCH, HAaNpUMep, cpeaHeB3BELIEHHOE 3HaYeHNe pes3ynbTaToB UCCneaoBa-
HAA YOOBMNETBOPEHHOCTM NOTPEedUTENEN N KONMNYECTBO NONMYYEHHBIX XXanob oT noTpebutenen. NHaekc yaos-
NeTBOPEHHOCTU NoTpebutenen apnaetcs yaoobHbIM YU NONe3HbIM UHCTPYMEHTOM U3MEPEHUA U MOHUTOPUHTa
yOOBIMETBOPEHHOCTU NMoTpebutenen no BpeMeHn Unn No MecTy HaxoXaeHus.

B oTueTe A0MmKHbI ObITh TakKe onpeaeneHbl COOTBETCTBYIOLLNE XapaKTEPUCTUKN N SNEMEHTHI YaOBNET-
BOPEHHOCTU NnoTpebutenen, a Takke noTeHUManbHbIE NPUYNHBI HEYAOBMNETBOPEHHOCTM NOTPEDbUTENEN N hak-
TOpPbI, BbI3BABLUNE €€.
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7.5 ObecnevyeHne obpaTHON CBA3U ANA YNYULLEHUSA

NHdopmauus, nonydyeHHas B pesyrnbsraTe U3MepeHust U aHanmaa gaHHbiX 06 yaoBNeTBOPEHHOCTU NOTpe-
buTenen, JomMKHa HanNpPaBnsiTbCA B COOTBETCTBYOWME (DYHKLUMOHAlNbHBLIE NoapasaeneHnus opraHmnsauin ans
MPUHSATUS MEeP MO YIyYLLIEeHWUIO NMPOAYKLWA, MPOLUECCOB UMK CTPpaTermn, YTo cnocobCTBYET AOCTMKEHUIO Lenei
opraHmsaumm.

[1na pelueHUs 3ToM 3agavn opraHn3aunsa MOXeT:

- onpeaensTb NPoLecchl U OpraH1U30BbIBaTh COBELLaHUA Anst n3ydeHumnst uHdopmMaumnm ob yaoBneTBOpPEH-
HOCTWU noTpeduTenen;

- onpeaensTb, KOMY 1 Kakyto MHdbopMaLuio crneayeT HanpaendaTh (BKoYast notpebutenein);

- paspabaTbiBaTb NiaHbl MEPONPUATUN NO YNYyYLLUEHNIO;

- MPOBEPATL BLINMOMTHEHUE MITAHOB MEPONPUATUI NO YNYULLEHMNIO N NOMYyYEeHHbIE pe3ynkTaThl Ha COOTBET-
CTBYIOLLIMX COBELLaHUAX, Hanpumep, B Xoe aHanusa co CTOPOHbI PYKOBOACTRA.

[ToCTOSIHHOE BLINOMHEHNE TakKNX ENCTBUN MOXKET MOBLICUTb PEe3ynbTaTUBHOCTL U 3O EKTUBHOCTL CUC-
TEeMbl MEHEKMEHTa KadecTBa OpraHm3aLunu.

NHdopmaums 06 yaoBneTBOPeHHOCTU noTpebutenen (Kak no3uTuUBHas, Tak 1 HeratueHast) cnocobHa no-
MOYb OpraHmM3auum B peLlueHnn npodnem, CBA3aHHbIX € BINONHEHUEM TpeboBaHU, YCTAHOBNEHHLIX NOTPebuTe-
naMmn. OHa Takke crnocobHa noModb opraHusaunm B MOHUMaHUK U YOOBMETBOPEHNN OXUOaHWUA NOoTpeduTenein
AN B pelleHnn npobnem, CBA3aHHbIX C BOCTIPUATUEM MOTPEDdUTENAMN NocTarnsieMon Npoaykum Unu camomn
opraHm3auum, N TeM cambiM NOBLICUTb CTENEHb YAOBMETBOPEHHOCTU NOTPpedbuTtenen.

B npunoxeHun E coagepxatca obme pekoMmeHgaLumum rno BO3SMOXHOMY UCMNONb30BaHUIO TaKon MHOP-
MaLnn.

7.6 MOHUTOPUHTI YAOBMNETBOPEHHOCTU NOTpebuTenen

7.6.1 O6wue nonoxeHuA

B 7.6.2—7.6.5 cogepxaTcs pekoMeHaaLnum no MOHUTOPUHIY YOOBMETBOPEHHOCTM NOTPebuTenen, ceeae-
HUA O Mepax, NPpUHUMaeMbIX A1 NOBLILLEHWUSI CTENEHU YOOBMNETBOPEHHOCTU NOTPEebUTENnen, n pesynsraTme-
HOCTU Taknx Mep.

7.6.2 UccnepoBaHune BbIOpaHHbLIX NOTpebUTenen n codbpaHHbIX AaHHbIX

OpraHusaumst AomkHa yoeauTbcs B TOM, YTO BblDpaHHble NoTpedbuTenn unu rpynnesl Nnotpebutenen oTee-
YyaroT Lenu cbopa gaHHbIX U YTO NONyYeHHble AaHHbIe ABMAKTCA NOMHLIMUA N TOYHBIMW. OpraH13aunsa OoMKHa
N3YYUTb UCTOYHUKN NONYyYEHUS1 AaHHbIX 006 yOOBMNETBOPEHHOCTU NOTpebuTenen (Kak npsimble, Tak N KOCBEH-
Hble) Ha npeaMeT UX 0OOCHOBAHHOCTU U MPUEMIIEMOCTMN.

7.6.3 U3syyeHue nHcdpopmauum o6 yaoBneTBOpeHHOCTU NOTpeOUTeNei

PYyKOBOACTBO opraHu3aLnMM COOTBETCTBYOLLEro YPOBHA AOIMKHO Uepes ornpeaeneHHble NPOMeXYTKU Bpe-
MEHWN OCYLLUECTBNATE MOHUTOPWUHI MHopMaunun ob yaoBNeTBOPEHHOCTU noTpebutenein. Xapakrep 1 odbem
MHpOpMaL MK, noanexalwen MOHUTOPUHIY, onpedensoTcs HyXdaMn 1 LensMn opraHmsaunm M MOryT BKITHO-
YyaTb:

- TeHAEHUWN N3MEHEHUNA AaHHbIX 00 yAOBNETBOPEHHOCTU NOTPpebuTenen (B LEenom 1, HanpUMep, Nno NpPo-
OYKLMW, PETNOHY, TUNY notpebutenen);

- CpaBHUTENbHbIE AaHHbIE UM MHJXOPMALUIC O KOHKYPEeHTaX;

- cnabble U CUMbHbIE CTOPOHBLI NPOAYKLIUN, NPOLIECCOB, TEXHOMOMMA UMK NepcoHana opraHnsaLuu;

- NepCcneKkTUBbLIl UMK NoTeHUUanNbHblIe BO3MOXHOCTH.

7.6.4 MOHUTOPUHI AeUCTBUN, OCYLLECTBNAEMbIX AJ1F NOBbILWWEHUA YA0BNEeTBOPEHHOCTU NOTpebu-
Tenewn

OpraHusauuna aomkHa npoBoAUTb MOHUTOPUHT NMPOLECCOB, C NOMOLLLHO KOTOPBLIX OCYLLEeCTBNsAeTCA ne-
pefada COOTBETCTBYOLWNM PYHKLUOHANBHBIM NogpasgeneHnam COOTBETCTRYOLWEN UHopMaLMn ob yaoB-
NEeTBOPEHHOCTN NOTpedbutenen, Ang NPUHATUS Mep, HanpaBneHHbIX Ha MOBbILWLEHWE YyOOBNETBOPEHHOCTU
noTpedburenen.

OpraHnsauuns gomkHa Takke KOHTPONMPOoBaTh BLINMOMHEHUE NpeanpUHUMaeMbIX AENCTBUN, a TakKKe UX
BMTUSIHWNE Ha peaKkuunio NnoTpebutenen Ha KOHKpPEeTHbIE XapakTepUCTUKN UM OO YPOBEHb YAOBMETBOPEH-
HOCTW.

Hanpumep, ecnn nHdopmauus, nonyvdeHHasa oT notpebutenen, Kacaetca «HeyaOoBNETBOPUTENbHOTO
YPOBHSI MOCTaBKWU», OpraHMn3aLuna 4omKHa yaoCTOBEPUTLCH B MPUHATUN Mep, HanpaBleHHbIX Ha yNny4dlleHne Ka-
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yecTBa NOCTaBKU, U B TOM, YTO NOBLILLEHWE YPOBHSA YAOBNETBOPEHHOCTU NOTPEObUTENEN HALLMNO CBOE OTpaXe-
H/e B nocneayroLwein nHgpopmauun, noyv4YeHHoW oT noTpeduTenen.

7.6.5 OueHKa pe3ynbTaTUBHOCTU NMPUHUMAEMBIX Mep

[na ocylecTBNeHNUA OLUEHKU pe3ynsTaTUBHOCTU NPUHUMAEMBIX Mep opraHusauns aomkHa yoeautbes B
TOM, YTO NofnyvyeHHas nHgopmMaumna ob yaoBNeTBOPEHHOCTU NOTPEbUTENEN HE NPOTUBOPEUNT APYITMM COOTBET-
CTBYIOLLIMM NOKasaTensam pesynsTaTUBHOCTU AeATENbHOCTU N NOATBERXAAETCA UMM,

Hanpumep, ecnn namepeHuns yaoBneTBOPEHHOCTU NOTPebUTENEn, NPOBOANMBIE OpraHn3aLmMen, UMeoT MNo-
NOXUTENbHYIO TEHAEHLUMIO, 3TO, KaK NpaBuio, A0IMKHO OTpaXKaTbCs B COOTBETCTBYIOLLMX 3KOHOMUYECKUX NMoKasa-
TENAX, TAKUX KaK yBeNUMYEeHne cnpoca U AoNnu pbliHKa, Bo3pacTaHUe NMOBTOPHLIX obpalleHn notpebutenen v
yBENM4YeHne Konn4ecTBa HOBLIX notpebutenen. Ecnn TeHAeHUUN N3MEHEHUS YOOBNETBOPEHHOCTU NOTPEbUTE-
Nnen He HaxoOsaT CBOEro OTpaKeHUsa B ApYrnux nokasarensax 4eNOBON akTUBHOCTU, 3TO MOXKET CBUAETENbCTBOBATL
00 orpaHUYEHMSIX NN NOTPELLHOCTSX NPOLECCOB M3MEPEHNS YOOBNETBOPEHHOCTU noTpedbuntenen n obecneve-
HUS1 0BpaTHON CBA3MN.

Kpome Toro, aTo MOXeT CBUAETENLCTBOBATL O TOM, YTO U3MepeHne yaoBNETBOPEHHOCTU NOTPEbUTENEN
He yUYMTbIBaeT Apyriux pakTopoB, KOTOPbIE BMUNAIOT Ha PEeLUeHUs, NPUHUMaeEMbIe NOTPEbUTENAMMN.

8 lNoapepxaHue Ha 4ONXKHOM YPOBHE U yNyylleHne NpoLeccoB MOHNUTOPUHra
N U3MEpPEHUA

OpraHnsauuss AomkHa nepuoandeckn nepecmarpuBaTb CBOW NPOLECCbl MOHUTOPUHIA U U3MEPEHUS
yYOOBNETBOPEHHOCTM NOTpebutenen ansa obecneyveHnsa nx pesynbtTatuBHOCTU N 3PP EKTUBHOCTU U NOMYYEHUS C
X MOMOLLIbIC MHOPMALMK, KOTOPas ABMNSETCH akTyalrbHOW, Heobxoanmon 1 nonesHon. K TunM4HbIM Mepam,
NMPUHUMAEMBIM B 3TOM HanpaBneHWU, OTHOCATCS:

- obecnevyeHne HaNU4MA NnaHa, rpaguka U KOHKPETHOro npouecca ANg ocyLecTBNEHNUA MOHUTOPUHIa W
N3MEPEHUNA YOOBNETBOPEHHOCTU NOTPEDUTENEN;

- aHanuns npouecca oTbopa noTpeduTtenen n xapakTepucTuk ans noaTBepKaeHust ero COoTBETCTBUSA Lie-
9M U npuoputTeTam busHeca;

- obecneveHne akTyanbHOCTU N KOMMMEKCHOCTM NpoLecca BbISIBNEHUSA OXXnaaHUi notpedbutenen (CKpbl-
TbIX N SIBHbIX) U ero Bepudukaummn noTpedutenssMmm (HackobKo 3TO BO3MOXHO);

- MPOBEPKAa KOCBEHHLIX NokasaTenen yaoBNeTBOPEHHOCTU noTpebutenen, 4todbbl yoeanTecst B TOM, UTO
MX NCTOMHUKU SIBNAOTCS aKTyanbHbIMW, BCECTOPOHHUMM N NPpUeMneMbiMU;

- obecneveHne oTpaXKeHUs1 USMEHSAIOLLIMXCS YCNOBUA U Lienen busHeca B MeTodax 1 npoueccax, UCMosb-
3yeMbIX AN NpsMOro UaMmepeHns yaoBneTBOPEHHOCTU NOTpedbuTeneu;

- NoATBEPXAEeHWEe TOro, UTO pasfIMYHbIe COCTaBNAOLWNE U UX OTHOCUTENbHAA 3HAYMMOCTb OTPpaXKaloT Te-
KyLLMe NpUuopuTeThI B cnyvae obobuleHns AaHHbIX 00 yOOBMNETBOPEHHOCTMN NOTPEObUTENEN B TAKOM NoKasaTe-
ne, Kak MHOEKC yaoBNETBOPEHHOCTN NOTPEDUTENEN;

- NepuoanveckMn NepecMoTp npouecca noarsepaeHna nHgpopmaumm od yaoBNeTBOPEHHOCTU NoTPe-
ouTenen ¢ y4eToM BHYTPEHHUX NOKasaTenem nnn apyrux nokasartenen aedaTenbHOCTU;

- MPOBEpPKa COOTBETCTBUA U aAeKBaTHOCTU YCNOBUA U NpoLecca NOCTOAHHOro aHanusa nHgopmaumm oo
yOOBMNETBOPEHHOCTU NOTpebutenen;

- MpOoBepKa paboToCNOCODHOCTU N Pe3ynbTaTUBHOCTK NpoLLecca nepenadvn nHgpopmarm ob yaoBneTBo-
PEHHOCTU NOoTpedbuTenen B COOTBETCTBYIOLIME (PYHKUMOHANBHBIE NoapasaeneHns, Hanpumep onpeaeneHue
TOro, CHATAIOT X NonydyaTenuy Takyo UHpopMaL Mo nonesHon 1 MCNonb3yeTcd N Takasa MHpopmMaLuuns,;

- BbISIBTIEHWE (PaKTOPOB, NPENATCTBYOLWNMX U CNOCODCTBYIOWNX nepeaade nHopmMmaumnum ob yaoBneTBo-
PEHHOCTU NOTPEBUTENEN, C LENBIO COAEUCTBUA YNYUYLLEHUNSIM.
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[MpnnoxeHve A
(pexomeHayemoe)

KoHuenTyanbHasa Moaenb ya4OBNEeTBOPEHHOCTU NoTpebuTenen

A.1 O6wme nonoxeHuns

B HacToAwWweM NpuUnoXeHnn cCoaepXXuTcsa 4onoNHUTENbHas MHpopMaUnsa 0 KOHUENTyarnbHON MOAENN yOOBMNETBO-
PEHHOCTU NnoTpebuTenen (cm. pasgen 4). OHa crnyXuT OCHOBOW PEKOMeHAAUNN, COAEPKaLlMXCH B HACTOALLEM CTaHAAPTE.

A.2 KoHuenTyanbHaa moaenb yAOBNEeTBOPEHHOCTU NOoTpebnTenen

KoHuentyanbHasa mogenb, npeacraBneHHas Ha pucyHke A.1, NnokasbiBaeT B3aUMOCBS3b MeXAY TOYKON 3PEHUS opra-
HMU3AaUUN N TOYKOW 3PEHNA NOTPEOUTENEN B OTHOLWLEHUM KQ4YeCTBa NPOAYyKLWN.

OxupaHusa 3annaHupoBaH-
noTpedouteneu, HaA (opraHu3a-
CBSI3aHHbIe Luen)

C nNpoaykKumnen npoayKuusA

CTeneHb CTeneHb
yaOBNEeTBOPEHHOCTH COOTBETCTBUSA
(MHeHuUe nompebumerneu (MHEeHue opeaHu3sayuu
0 Kadecmee) O Ka4ecmee)

BocnpusaTtue [locTaBnsiemas
NpoayKLUun (opraHu3auuen)
noTpebutensamu npoaykKuma

PUcyHOK A.1 — KoHuenTtyanbHas moaenb yaoBNeTBOPEHHOCTU NoTpebuTenen

B gaHHon mogenu oxXnaaHma noTpeounTenen, CBA3aHHbIe C NPOAYKUMEN, XapaKTepPU3yIoT Ty NPOAYKUNIO, KOTO-
pyto noTpedbutenu xenanu 6ol nony4ntb. OXxXugaHns notpedbutenen B OCHOBHOM POPMUPYIOTCH HA OCHOBE UX ONbITa, UME-
lowencst HpopMauum n Hyxa. Takme OXnaaHns MOryT HaxoauTb CBOE OTPaXeHUe B KOHKPETHbLIX TPebOBaAHUAX UM MOTYT
npeanonaratbCs N HE UMETb YETKOro onpeaeneHus.

3annaHMpoBaHHAA NPOAYKLUMA XapakTepuayeT NPoAYKUUIO, KOTOPYIO OpraHm3aumnsi HamepeBaeTcs MNOCTaBNATh.
OHa, Kak NpaBuno, npeacraBnsieT cobon KOMNPOMUCC MEXAY TEM, KaK OpraHn3aumsi NOHMMAaeT OXngaHust NnoTpebutenen,
BO3MOXHOCTSIMU OpraHm3aumm, ee BHYTPEHHUMU MHTEPECAMMN N TEXHUYECKUMU, 3aKOHOAATENbHBIMU U HOPMATUBHbBIMU
OrpaHUYEHNAMI, KacaWMMUCs OpraHn3aumm n Npoaykumm.

[MocTaBnAaemasa NpoayKUUA XapakTepusyeT NPoayKumio, BbiNyCKAEMYIO OpraHn3aumen.

CTeneHb COOTBETCTBMA, KOTOPas Xapakrepmndyetr MHEHWE OpraHn3aunn O KaYecrtee, CBUAETEelJIbCTBYET O TOM, Ha-
CKOJIBKO NocTaBlidemMas rnpoaykund COOTBeTCTBYEeT 38I’IJ’IE]HHDOBBHHOﬁ NMNPOAYKUUNMN.

BocnpuaTtve npoaykumm noTpeduTenamMmm xapakrepuayeTt Npoaykumio Takmm obpasom, Kak noTpebuTernb ee BOC-
NpuHUMAaET. Takoe BocnpusatTne opMmpyeTes HyXgamm notTpebutenst, pbIHKOM U OKpYXXatoLwWwen cpeon.

YO0BNeTBOPEHHOCTb — 3TO OLEHKA, MHEHUE, BblpaXkaemoe notpeburenem.

CTeneHb yAOBNeTBOPEHHOCTU OTPAKAET PasHULY MEXAy npeacTtaBneHnemM norpedurenen o6 oxxmagaemon npo-
OYKUUM U BOCMNIPUATUEM MOCTABNAEMOW NPOAYKLUMK noTpebutensmu.
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[ToaTOMy cneayeT yaensaTe BHUMaHWE ABYM NapameTpam:

a) BHYTPEHHMM MNoKasaTensm Ka4yecTBa B NPOUECCe XUIHEHHOIO LMKNAa NPOaYyKLUNK;

b) BHEWHMM NMokasaTensiM, Xapakrepusyrwmm MHEHUE NOTpedbuTenen 0 TOM, HACKONbKO XOPOLWO OpraHu3ayms
yOOBMNETBOPAET X OXNOAHUA.

Kak nokasblBaeT KoHUenTyanbHasi Mmoaenb, Ans gocTmkeHnsa bonee nonHon yaoBneTBOPEHHOCTU noTpebutenen
opraHm3aumst 4OImKHa yCTPaHUTb Pa3pbiB MEXAY KA4eCTBOM, KOTOPOro OXugaet noTpedbuTens, N KAYECTBOM MOCTaBsie-
MOW NMPOAYKUMWN, KaK €ro BOCNPUHUMAaET NoTpeduTens. Nna a1oro opraHnsaumns 4omKHa NPOUTU KaXabin U3 3TanoB B LIMKIE
KOHUENTyarnbHOU MOAENMN, T. €.:

- MPU NPOEKTUPOBAHUN 3aMNaHUPOBAHHON NPOAYKLUMM KaK MOXHO NyYlle MOHATb OXuaaHus notpebuntenen n obec-
NevYnTb BCECTOPOHHEE NHDOPMUPOBAHME NOTPEDUTENEN O CBONCTBAX U OrPaAHNYEHNSAX NMPOAYKUMKM (3TO chepa onpeaene-
HUA TpeboBaHun, 0bMeHa NHpoOpMaLUUEN U NPOEKTUPOBAHUA NPOAYKUNN);

- NOCTaBMNATb NPOAYKUMIO, COOTBETCTBYIOLLYIO 3arniaHnpoBaHHOM (31O cdpepa PyHKUMOHANBbHOIO MeHEOXXMEHTa U
ynpasrieHns npoueccamm);

- MOHATb BOCMPUATUE NOTPEbUTENEM NOCTABMAEMON NPOAYKLUMUN N NOBLICUTL YAOBNETBOPEHHOCTL NOTPEBUTENEN 33
cYUeT ynydlweHun B Npoaykumm n bonee nonHoro MHQOPMUPOBAHUA O NPOAYKUMN U CBA3AHHbBIX C HEW OrPaHNYeHnsIX (310
chepa obmeHa nHhopmaunen, MapKETUHIa U YCTAaHOBNEHUS CBA3EN C NOTPEDUTENSIMN).

OpraHusayus 4omKHa yuYnTbIBaTh, YTO YAOBNETBOPEHHOCTL NOTPEOUTENEN CBA3AHA HE TOSBKO C XapaKTepucTUKamm
NPOAYKUMN M YCITOBUSAMU €€ NOCTaBKN, HO U C NOBEAEHYECKUMUN XapaKTeEPUCTUKaMN opraHn3aunm.
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[MpynoxeHve B
(pexomeHayemoe)

OnpepeneHne oXXngaHum notpedbutenen

B.1 Obwwre nonoxeHuns

B HacTosweM NpunoXXeHnn coaepxatcs gonornHUTenbHas nHpopmMauusa N pekoMmeHgaumm OTHOCUTENBbHO onpeae-
NeHus oxXxngaHum notpedutenem B COOTBETCTBUMN € 7.2.

B.2 BuisgBneHne noTpedutenen

PasnuyHbie TMNbI nOTpedbuTenen, noanexawmx obcnegoBaHuio (4nNa onpeaeneHnst OXKMAaHMM U1 yaoBlNeTBOPEH-

HOCTK NOTpebuTenen), NepeHncrieHbl HAXKE U NNICTPUPYIOTCH NPUMEPaMK NOTpednTenen na pasnn4HbiX CEKTOPOB 3KO-
HOMMKM.

a) CywecTtBywowmne norpedontenn — 370 NOTpebuTenn, KOTopble HEJABHO NpuodbpeTany NpoayKUmMo OpraHmn3aa-
LUnn. K HUM MOryT OTHOCUTBCS:

1) NOCTOsIHHbIE NOTPEDUTENN, KOTOPLIE PEryNsPHO NOKYNaloT NPOAYKUMIO NN YCNYIn OpraHmn3aumm.

lNMpumep — Nompebumenu xneb6obyrnouyHbIxX uldenuu;

2) cnydanHble noTpebuTenn, KOTopbie NEPUOANYECKN MOKYNAOT NPOAYKLMIO OpPraHmn3auunn,.

Mpumep — Mokynamenu KOMMNbLIOMEPHbIX Ca/IOHO8 UJTU armex.

b) Mpamble noTpeduTenn — 310 NOTPEOUTENN, KOTOPLIE NOKYNAKT NPOAYKUWIO HENOCPEACTBEHHO Y OpraHn3auyunm.
Takve noTpebuTtenun, Kak NpaBuno, coodbLalT 0 CBOMX OXUOAHUAX HENOCPEACTBEHHO OpraHn3auum.

lMpumep — lNompebumenu ceapo4yHo20 ob6opydo8aHusl.

c) KocBeHHble noTpebnTenun —ato noTpedbuTenmn, KOTOPbIE NOKYNaT NPOAYKUMUIO OpraHu3aunm Yepes aunepa unm
OPYryto opraHnsauunto. B Takmx cnyvasx opraHm3aymm BaXKHO NOHUMATb OXMAAHUS AUNepa, a Takke 0XXnaaHus KOHEYHOIO
noTpebuTens.

Mpumep — Mompebumenu nopmamueHbIX C8ePSTUNbHBLIX CIMAaHKOS.

d) NMoTeHunanbHbIe NoTpedbuTenn — 37O NOTPEDUTENN, KOTOPLIE MOINYT ObITb 3aUHTEPECOBAHbLI B MPOAYKLWUY
opraHm3aumnm, HO MNMoKa elle ee He nokynanu. Ha oxxnaganms taknx notpebutenen MOXeT BNUATb penyTaunst opraHm3anmnm,
NOCKOJIbKY OHU HE UMENWN C AaHHOWN OpraHmn3aumen HUKakmx OTHOLLEHUN,

e) MNMoTepsiHHbIe NOTpeduTenn — 370 NOTPEDbUTENN, KOTOPLIE paHee npuobpeTtann NPoAYKUNIO OpraHmn3aunm, HO
NPEKpaTUIIN COBEPLLATL MNOKYMNKN. B Takmnx cnyvasax opraHm3aymsi 40IMKHA NocTapaTbCH NOHATb NPUYMHBI MBMEHEHUSA Npea-
NOYTEHUN NOTpebUTENEn.

B.3 AcnekTbl, nOMOrawlme NoHATb OXUOgaHUA NoTpebuTenen

OpraHmsayumsa CMOXET Nnydlle NOHATb OXXnaaHust noTpebutenen, ecnu dyaeT NPMHUMAaTL BO BHUMAaHWE crieayome
acCrneKTbl:

- pOnb, KOTOPYIO NOTPEOUTENN UIPaIOT B NPOEKTUPOBAHUN N NOCTABKE NPOAYKUWN;

- obparHas cBs3b € NOTpebutTensaMmn Ansa nonyyeHns nHpopmaumm 06 oxmagaHusax notpebutenen n BOCNpPUHUMaEe-
MOW LEHHOCTU MNOCTaBIAEMON NPOAYKUNW;

- pPONb APYIMX CTOPOH {Hanpumep, NOCTaBLUWKA TPETbEN CTOPOHbI UMK NAPTHEPA, UMK TOr0 U APYroro), KOTopbie MO-
ryT OKa3blBaTb BMUSIHWE HA YAOBNETBOPEHHOCTb NOTpebuTenen;

- HAaMepeHUs NoTpebuTenen NO NCNONbL3OBAHMIO UMW 3KCMNyaTauymm NpoayKUumm.

Opranunsaumst obsizaHa NOHATb OXXugaHus NoTpebutenen n TpaHchopmmpoBaTh UX B TpeboBaHUA.

B.4 Oxnaauva v ygoBneTBOPEHHOCTbL NOTpednTenewn

YOBNETBOPEHHOCTb NOTPEDUTENEN COCTONT N3 CNEAYIoLLNX ABYX KOMMNOHEHTOB:
a) yaOBNEeTBOPEHHOCTb KOHKPETHBIMM 3NEMEHTaMMN TN acneKkTaMmu NOCTaBNsIeMON NPOAYKLUNW;

b) yaoOBNeTBOPEHHOCTL MNOTPEBUTENEN B LENOM, KOTOPAs HE ABNSIETCH CYMMOU (MM CPEOHUM) OTAENbHbIX 31EMEH-
TOB M MO3TOMY OOJTKHA OUEHMBATLCHA OTAENBHO.

[ToTpebutenn nHorga yTouHAIT HEKOTOPLIE 3NEMEHTLI NPOAYKUUN, KOTOPbIE HENOCPEACTBEHHO BIUSAIOT HA YO0B-
neTBopeHHoOCTb. OgHaKo Ha YOOBINETBOPEHHOCTL BIIUAIOT U APYIMe XapakTeEPUCTUKNA, B3AaNMOCBSA3b KOTOPbIX NOKa3aHa Ha
pncyHke B.1.

[TpnmedaHwne—PucyHok B.1 ocHoBaH Ha mogenn KaHo.

Mopgenb, npeacTaBneHHas Ha pucyHke B.1, cBA3bIBaET CTENEeHb yAOBNETBOPEHHOCTU C YAOBNETBOPEHUEM OXNAA-
HUW, YTO BEAET K BO3HUKHOBEHUIO PA3NNYHbIX KATEropuUn 3HAYMMBbIX XapakTepucTuK, MPUBEAEHHbIX HUXE.
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YOoBneTBOpeHb!

YcTaHOBNeHHble TpeboBaHUA:

XapaKkTepuCTUKWN, KOTOPbIE HaMpPsMYIO
CBSA3aHbl C YAOBNETBOPEHHOCTbLIO —

XapaKTepUCTUKU, KOTOpble BaXKHbI, HO (NOKa) B LieSIOM, 4YeM Bonblue peanu3aius,
He npegnonarakTcs UNU HE peanu3yloTCH TEM NnyyLLe

CKpbITblie BOSMOXHOCTM:

—
mamn
o
_——_‘
p———— L
I PN N .

- PeannisoBaHbl

pmm——y R R R NN
o
—

He peanunsoBaHbl

[NoapasymeBaeMble TpeboBaHUA:

oXnaaemble XxapakrepucTuku. x peanusayus
BCEro Nu1Llb nomoraet nsbexarb Hey4oBNeTBO-
/ PEHHOCTH, HO HE Bbi3bIBAET YAOBNETBOPEHHOCTMN.
OTCyTCTBME UX peanu3aluu NnpuBeaeT K KpauHeu
CTeneHn HeygoBNeTBOPEHHOCTH

He yooBneTBOPEHDI

PUCYHOK B.1 — B3ammocBa3b Mexay pasrnndHbiMU XapakTepUCTUKamm
N YOOBNETBOPEHHOCTBLIO NOTPEbUTENEN

XapakTepuCcTUKN MHPPACTPYKTYPbI — 3TO XapPakTEPUCTUKMN NPOAYKLUUK, KOTOPLIE HE BNUAIOT HA YAOBNETBOPEH-
HOCTb noTpebutenen, Ho Heobxognmel ANt PYHKUMOHUPOBAHUSA NPeAnpPUATUSA NN 3KCNnyatauum NpoayKuum.

Mpumep — Tapenka, Ha Komopou nodaemcs nuyya; paboyue mopmosa asmomobuns.

[MogpasymeBaemoe TpeboBaHMEe — 3TO XapakKrepucTuka Npoaykummn, oxxmagaemas norpeburenem. Hanmume gan-
HOW XapaKTepUCTUKU BCEro NMuULlb NPeaoTBpallaeT HeyaAoBNeTBOPEHHOCTh. Kak npaBuno, oHa He MMEeEeT YEeTKOIo Bblpake-
HWUS, HO UTPAET BaXXHYIO POrnb.

Mpumep — MNMuyuya noBaemcs 2opsivyell; 8 HOBLIX a8MOMOBUISIX uMeemcst aHMub/IOKUpPO8OYHasi cucmema
MOPMOIKEHUS].

YcTaHOBNEHHbIe TpeboBaHMA NMpPeACTaBnAT COOON XapaKTEPUCTUKU MPOAYKUMU, KOTOPble HENOCPEACTBEHHO
BMUSIIOT HA YAOBNETBOPEHHOCTb UMW HEYAOBMETBOPEHHOCTb NOTPEDOUTENEN, T. €. YEM MNONHEE OHU PEeanun3yloTcs, TEM
BblLLE CTENeHb yAOBNETBOPEHHOCTU NoTpedbutenen. [Notpebuntenn SBHO CTPEMATCS K NONYYEHUIO TAKMX XapaKTEPUCTUK U
npuaaT v bonblIoe 3HAYEeHUE.

Mpumep — Mpy3onodbemMHOCMB Nacca)KupcKko20 aemomobusisi, pacxo0 monnuea, pasMep nuyuybl.

CKpbITbie BO3MOXHOCTMW NMPeAcTaBnsaoT cobon XxapakTepucTUKu NPOAYyKUUN, KOTOPbIE NOTEHUMANBHO Ype3BblYan-
HO Ba)XHbl AN NOTpebuTenen, HO KOTOPbIE B HACTOSLWEE BPEMST HE CPOPMYNMPOBaHbLI UK HE NpeaycMoTpeHbl. OHM npea-
naratT byaywme BO3MOXHOCTU AN Pa3BUTUS U KOHKYPEHTHbLIE nMpeumMylecTBa. Ecnn Takne BO3MOXHOCTU He OyayT
peann3oBaHbl, 3TO HE BbI3OBET HEYAOBNETBOPEHHOCTU, MOCKONbKY OHU HE OXUAAanuUcb WX HE Npeanonaranucb, 0AHAKo UX
peann3aumns MOXeT OKasaTb BECbMa MONOXUTENbHOE BMUSIHWE HA YAOBMETBOPEHHOCTDb. [1pyn 9TOM BaXXHO MMETHb B BUAY,
YTO TaKNe XapakTepUCTUKN NOABEPKEHbI UBMEHEHUSM U MOTYT DbICTPO NPEBPATUTLCS B «NpeanonaraemMbsle» Pakropsbl.

lNMpumep — lNoda4a enaxHbix NOJIOMEHeY NTocemumesisaMm 8 pecmopaHe; ycsyau no o6Ho8IeHUro npo2pam-
MHO20 obecniedeHusr; 0onosiHUMersibHoe oby4yeHue obpauleHuUro ¢ NPooyKMom.

PaccMaTPUBAEMBbIE BbILLE XapakTEPUCTUKN JOIKHbI PErYNSPHO KOHTPONMMPOBATLCS, MOCKOMbKY OXXnaaHus notTpebu-
TENEW HEMPEPLIBHO MEHAOTCA. Hanpumep, KOHAMUMOHUMPOBAHUE BO34yXa B aBTOMOOUNSAX SIBMANOCb CTUMYIUPYIOWNM
dhakTopom, Korga oHoO BbINO BrNeEpBble BHEAPEHO, HO CENYAC CHNTAETCH CTAHAAPTHBIM CBOMCTBOM, T. €. TENEPb 3TO Noapa-
3ymeBaemoe TpeboBaHue.

Opranmnsaumsi 4OMMKHA yYUTbIBATb 3TU XapakTEPUCTUKN Npun paspadboTke npoaykumn. Beixoas 3a npeaensi cPopmy-
NMMPOBAHHLIX NOTPEBUTENEM OXMOAHNIW, OPraHn3aunsi MOXET MOBbICUTb YPOBEHb YAOBMETBOPEHHOCTU NOTPEbUTENEN.

BbllenpmBegeHHblE KaTeropum cnocobHbl MOMOYb OpraHu3auum B onpegeneHnmn ovepeaHoCT NOTEeHUWAarbHbIX
MEP MO YNyYLLEHUIO, KOTOPLIE MOTYT ABUTLCS PE3yNnbTaTtoOM aHanmaa daHHbIX, NONYYEeHHbIX OT NOTpebuTenen, Kak ykasaHo
B npunoxenun D (cm. D.4.3).
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[MpynoxeHue C
(pexomeHayemoe)

HenocpeacrtBeHHOe U3MepeHUe yAOBNEeTBOPEHHOCTU NoTpebutenen

C.1 Oowme nonoxeHwus

B HacTosiwem npunoXeHun coaep)Xartcs AOMONMHUTENbHasA MHPOpMaUMsa U pekoMeHgauum OTHOCUTENBHO OeW-
CTBUW, CBSA3aHHbIX C HEMNOCPEACTBEHHBLIM U3MEPEHNEM YAOBINETBOPEHHOCTU NOTPEBUTENEN B COOTBETCTBUN C 7.3.3.

C.2 MeToabl obcneaoBaHusa yooBneTBOPEHHOCTHN NoTpednTenen

C.21 Obwme nonoxeHunA

MeToabl obcnegoBaHus, NCNonb3yemMmblie AN n3MmepeHusl yaoBNeTBOPEHHOCTU NMOTPeEbUTenen, MOXHO noapasae-
NUTb HaA KQYE€CTBEHHbIE U KONUYECTBEHHbIE. OpraHn3aumns OormkHa Bolbnpatb MmeTogbl 006CcneaoBaHus], KOTOPble COOTBET-
CTBYIOT MOCTABNEHHbIM LENsAM U TUNY AaHHbIX, nognexawmx coopy.

C.2.2 KavyecTBeHHble obcneaoBaHuA

C.2.2.1 OOwme nonoxeHwun

OCHOBHbLIMU METOA4aMU, UCMNOMb3yEMbIMU ANS NMPOBEAEHUS KAYECTBEHHbLIX 0O6CneaoBaHUN, SBNSAOTCH rMyOUHHbIE
NMHTEPBbLIO N ANCKYCCUOHHbBbIE IPYMMbI.

C.2.2.2 'nyOVHHbIE MHTEPBLIO

[ TyBUHHBbIE MHTEPBLIO NOMOrateT MONy4nTb BONbLLUOE KONUYECTBO MHdOpMaLmn o hakTopax, BNMUAIWUNX HA yO0B-
NETBOPEHHOCTb, U UX OTHOCUTENIBHOW 3HAUMMOCTHU, a TAKXKE NOMOratT Nnyylle NOHATb OXXNOAHUSA U BOCNPUATUA NOTPebuTe-
nen. OHM MOryT NPOBOAUTLCH MPU NIMHHOM KOHTAKTE UIn No TeNnewgoHy.

JInYHbIE MHTEPBBLIO NO3BONMAKT NyYlle NOHATL OXUAAHUS noTpedbutenen. VX npoaomKuTensHOCTb MOXET COCTaB-
natb 0T 45 a0 60 MuH nnun Bonble. Takoe MHTEPBLIO MOXET BbITb HACTUYHO CTPYKTYPUPOBAHO, T. €. MOCTPOEHO HA KOHCIEK-
TE, NOMOrarLWemM BblAENUTb HEKOTOPbLIE OCHOBHLIE TEMbI. BaXXHO AaTh BO3AMOXHOCTb PECMOHAEHTY OTBEYATb CBOOOAHO U
OOCINOBHO 3anncbiBaTbh OTBETHI.

MHTepBbio NO TeneoHy CBA3aHbl C MEHBLLMMM 3aTpaTamMmn U NOMOratoT BeicTpee NoNy4YnTb Pe3ynbTaThl.

C.2.2.3 OWCKyCCMOHHbIE rpynnol

[dnckyccnoHHble rpynnbl, Kak NpaBuno, COCTOAT N3 NATU—AECATU y4acTHUKOB. OHM galoT MeHblle MHZpopMaLUnmn Ha
NHAVNBUAYAlNbHOM YPOBHE, OIHAKO aKTUBHOE 0bBCyXaeHne n 0bMeH MHEHMSAMIN B rpyrnne nomMoratoT BbISIBUTb 00LLEE MHE-
HUE N BOCMIPUATUE OTHOCUTENBHO CUNMBHLIX U CNabbiX CTOPOH NPOAYKUMN OpraHn3aumm, a TakKke OTHOCUTENBbHYIO 3HAYU-
MOCTb (DaKTOpPOB, CNOCOBCTBYHOWMX YyAOBNETBOPEHHOCTU. [UCKYCCMOHHBIE rpynnbl 3a4acTyid SABNSAKTCA boratbim
NCTOYHUKOM MHopMaymm n ngaen no ynyyweHuo.

[1Ba BbiWeynoMsHyTbIX nogxoaa MmoryT ObiTb COBMELLEHbl. Hanpumep, pesynbTaTbl MyOUHHBIX MHTEPBLIO MOTYT
ObITb PACCMOTPEHbI B paMKax ANCKYCCUOHHbLIX rpynn. KonnyecTBO MHTEPBBLIC UMW FPYNN 3aBUCUT OT KOHKPETHOW LIENY UC-
crneaoBaHus N OT CTENeHW OQHOPOAHOCTU NoTpedbuTenen.

C.2.3 Konun4yecTBeHHbIe obcneaoBaHuA

OCHOBHbIMUK criocobamm Nony4vYeHus 4aHHbIX HA OCHOBE KONUYECTBEHHBLIX 0b6CcneaoBaHuN SBNSIOTCS:

- NMNYHbIE NHTEPBbLIO NN MHTEPBLIO MO TENEOHY;

- CAMOCTOSATENBHO 3aMNOJIHAEMbIE aHKETbI, KOTOPbIE MOTryT ObITb HANPAaBeHb! MO NOYTE UIMN MPUNOXKEHBbI K NPOAYK-
LMW, UNW NONYYEHbl B OHNANHOBOM pexume (Yepes3 VIHTepHET).

JlnyHbIe MHTEPBLIO MEHEE MNONYINAPHbI N3-3a CBA3aHHbLIX C HUMW 3aTpaT U TPYAHOCTU OpraHmn3auynm BCTPEY C MNpouns-
BOACTBEHHbIMK NOTpedbuTensamn. Hanbonee 4acto Ncnonb3yemMmbeiMmn METOAAMN ABMNSAKOTCS ONPOCHI NO TENeMOHY N camo-
CTOSATENBbHO 3aNONHAEMbIE aHKETHI, NPUCHLINIAEMbIE MO MOYTE.

C.2.4 CpaBHeHVe MeTOA40B NccrneaoBaHuA

B tabnnue C.1 0606WeHbI NPEUMYLLLECTBA U OFPaHUYEHUS Pa3NNYHbIX METOA0B UCCNEA0BAHUS.

Tabnuua C.1— CpaBHeHne MeToaoB NccneaoBaHnS

MeTton [lpenmyllecTBa OrpaHu4eHuns

JIn4yHbIE MHTEPBLIO - KOHTaKT 1 nn4Hoe BHUMaHue - Tpebyet bonble BpemeHn, bonee men-
- BoamoxHocTb 3agatb bonee CnoXHble U | NeHHbIN Npouece
LeneHanpaBneHHble BOMNPOChH! - bonee goporocrosiWwmMm npoLece, oCobeH-
- [MBKOCTb B NpoOBeJeHUN UHTEPBbLIO HO ecrnu cobeceaHUKKU reorpaunyeckmn pas-
- be3oTtnarateneHoe nony4veHne WHGOP- | OBLLEHB!
MaLuum - PUCK BO3MOXHOIo nckaxeHms haktoB co
- Bo3aMOXHOCTb NMPOBEPUTL MHAPOPMALUUKD | CTOPOHbLI OMNpallVuBaKOLWEro

14



OkonyaHue mabnuubi C.1

FOCT P 54732—2011/ISO/TS 10004:2010

MeTton

[lpenmyLlecTBa

OrpaHu4eHus

MHTepBbLIO MO TENEMOHY

- MeHee aoporoctosWmm, HEXENN NINYHbIE
beceabl

- [MBKOCTB

- BoamoxXXHOCTL NpoBepUTL MHPOPMAaLUIO
- beicTpoTa NnpoBeaeHUS

- besotnararenbHoe nonyvYeHne WHQPOP-
Mauunn

- Henb3sa oukcmpoBaTb HEBepbanbHbIE OT-
BETbl (HET BU3yaribHOIoO KOHTAKTA)

- Puck wmckaxeHunsi akTtoB CO CTOPOHLI
onpaLlnBatoLLLEro

- Mndpopmaymsa orpaHnyeHa OTHOCUTEb-
HOW HENPOAOIMKUTENbHOCTLIO  Deceabl
(20—25 MuH)

- Hexxenanmne notpebutenen y4yacTBOBaTh
B UHTEPBbLIO

[NCcKyCCUOHHBIE rpynnbi

- MeHblmne 3aTpaTbl N0 CPABHEHUIO C NMUY-
HbIMW UHTEPBbIO

- HacTU4HO CTPYKTYPUPOBAHHbIE BOMPOCHI
- CNoHTaHHble OTBETHI, Bbi3bIBAEMbIE KOI-

JNeKTUBHbIM MNMoAXo0A0M

- TpebyloTcH ONbITHLIW KOOPAWHATOP U CO-
OTBETCTBYIOLLEE 0DOPYAOBAHNE

- Peaynbtat 3aBuCcUT OT 3HaAKOMCTBA
YYACTHMKOB C JaHHON METOOUNKOW

- BosHukatoT TpyaHOCTH, ecrnn notpebuTte-
nn pasbpocaHbl No BONbLLION TEPPUTOPUN

KoppecrnoHaeHTcKoe
obcneaoBaHue

- Hn3kune 3artparsl

- BoamoxeH oxeBar reorpapunyeckm yaa-
NEHHOW rpynnbl PeCrnoH4EeHTOB

- OTCYTCTBYET UCKa)XeHNe PakToB CO CTO-
POHbI OrpalunBaloLWEro

- BbICOKMM ypOBEHb YHUMUKALNN

- OTHOCHUTEnbHas NPoCcToTa NPoBEe4EeHUSA

- [1pOUEHT OTBETUBLLUMNX MOXET OKa3aTbCH
HE3HAYUTENbHbIM

- CamocTosaTenbHbi BbIOOp pecnoHaeH-
TOB MOXET NPUBECTU K MOJTYYEHUIO UCKa-
XEHHOW BbIDOPKU, KOTOpAas HEe OTpaxaer
nccneayemyto COBOKYMNHOCTb

- BO3mMOXHbI TPYAHOCTH C MOHUMAHUEM He-
YETKO COPMYIMUPOBAHHbLIX BOMNPOCOB

- OTCcyTCTBME KOHTPONSA NOBEAEHUSA NPW 3a-
NONTHEHUWN AHKET

- TpebyeTtcs bonbwe BpemeHn ans cbopa
NAaHHbIX

ObcnegoBaHuUe B OHMNAWHO-
BOM pexunme (dYepes VIHTep-
HET)

- Hn3kune 3artparsl

- 3apaHee NogroToBNeHHbIE BOMNPOCH!

- OTCYTCTBYET UCKaXeHne (PaKToOB CO CTO-
POHbI OrpaluBaloLWEero

- BeicOknn ypoBeHb yHUUKaummn/conocra-
BUMOCTWU

- beicTpas peannsayms

- [lpocToTa oueHNBaHUA

- H13kMM NpoueHT OTBETUBLLNX
- OTCcyTCTBME KOHTPONSA NOBEAEHNS MNP 3a-
NONMHEHUN aHKET

- 3aepKKU € NONyYeHNeEM OaHHbIX

- Bblcokasi BEpPOATHOCTb MPEPLIBAHUSA aH-
KETUPOBAHUA B Cny4vae HeveTKo chopmy-
NMMPOBAaHHbLIX BOMPOCOB

- [lpegnonaraet Hanuume y noTpebutenen
060pYyAOBAHUS U NX 3HAKOMCTBO C METOAU-
KOW

[TpenmyliecTsa n orpaHudeHus], NPpUBeAeHHbIE B Tabnuue, npeanonaratoT, YTo cbop AaHHbIX OCYLLECTBAETCS Ca-
MOW opraHnsaumen. B cnydae nepenopy4eHuns gaHHOW AeATENbHOCTU HEKOTOPbIE 3aMeYaHusa MOIryT OKa3aTbCHA HEMpUMe-
HUMBIMMW.

Ecnv gons oTBeTUBLIMX NMpu 06CnegoBaHUM OKaXKETCS HU3KOW, OpraHn3aumns AomKHa paccMoTpeTb gpyrne crnocoosl
nonyYeHus1 UNu NoATBEPXXAEeHNA NHpopMmaLu.

C.3 Obbem BLIOOPKM N meTOoA BLIOOPOYHOIrO KOHTPONA

C.3.1 Obbem BbIOOPKN

Ob6bem BbIDOPKM JOMKEH ONpeaenATbCs CTaTUCTUYECKN AN obecnevyeHnst KOHKPETHOro ypoBHS JOCTOBEPHOCTU pe-
3yNbTATOB C AONYCTUMbIM NPEAENIOM MOrPeLHOCTMI.

lMpumep — Ecnu op2anu3ayus He umeem npedsapumenbHol uHpopMayuu u xXemaem ouyeHuUmMb rnpoyeHm
nompebumenel, Komopbie 0006psTFOM Kakyro-1ubo xapakmepucmuKy npoodyKyuu npu dogsepumenbHOM YPO8HEe
90 % u donycmumou noz2pewHocmu 2 %, mo mpebyembit 06eM abibopku 6ydem cocmasnsmb 1,702 (npu ycno-
8uu, Ymo co8oKynHocmb 6ydem no KpalHel mepe 8 nssmb pa3 6onbuie).

CTaTUCTUHECKN paccUnTbIBAEMbIN 0O BEM BbIOOPKM MOXET ObITb DonblLe 0O6beMa, KOTOPbIN OpraHn3aymsi B COCTOAHUN
obecrneuntb. Ha npaktuke ycrtaHaBnmBaemMmbin 06 beM BbIDOPKU, KaK NpaBuno, NpeactaBnsetr cobom KOMNPOMUCC MEXY 3a-
OAHHOW TOYHOCTBIO U AOBEPUTENBHBIM YPOBHEM U CTOMMOCTBIO UINN TPYAHOCTBIO NPOBEAEHUS BbIDOPOYHOIO KOHTPOIS.

B cny4ae kavecTBeHHbIX 0b6cnegoBaHnmn ob6bem BeIDOPKM ByaeT, Kak npaBuino, HEGONbLWNM 1 OCHOBAHHLIM Ha AE0-
BOW OLUEHKE.
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Ecnun yncno notpedbutenem OTHOCUTENBHO Maro, Kak B Cny4vae MeXKoprnopaTUBHbLIX OTHOLWWEHUIW, TO MOXET 0b6cneno-
BaTbCH BCS COBOKYMHOCTbL. B Takmx cnyvasx Moryt BblbupaTtbCsi NO HECKOINbKY YENOBEK OT KaXX oW opraHn3auunn.

C.3.2 MeToa BbIOOPOYHOIO KOHTPONSA

OpraHusaumm Takxe TpedyeTcs onpeaennTb, Kak 4ormKHa Npon3BoanTbCs BbIDOpKa, YTOObI 06ecneunTb penpeseH-
TaTUBHOCTb MNONYYEHHbIX PE3yNbTaToB A5l AaHHOW COBOKYMHOCTU NOTpebutenen.

OavH 13 NoaxoaoB COCTOUT B OTOOpE noTpebutenen no NpUHUMNY «CryvyamHoWu BoIDOPKU», T. €. paBHas BEPOST-
HOCTb BbIDOpa TOro NN MHOro NOTPEbUTENA N3 COBOKYNMHOCTU. Takon Noaxoa MOXET UCMONb30BaTbLCH MPU OTHOCUTENNBHO
OAHOPOAHON COBOKYMHOCTU UIN MPU OTCYTCTBUU UIMN HANMNYUWN OMPaAHNYEHHON NHPOPMaLNN O COCTaBE COBOKYIMHOCTW.

dpyron nogxon coCToNT B UCNONb30BaHUN «MOCNOMHOW BbIBOPKNY», Korga notpeburtenen o6begnHAOT NO pasnny-
HbIM KaTeropusm (MNn «Cnosim») B COOTBETCTBMU C ONpPeAeneHHbIMU KPUTEPUAMU, HANPUMEP MECTOMNONOXEHNE, 3HAHNE
NN YCNOBUS UCNOMb30BaHUS NPOAYKUUN, OTHOLLEHWE (TEPMUMOE UNN HEAOBONBHOE), NON/BO3pacT NoTpebutenen un nx rno-
TEHUMAaNbHAasA UEHHOCTb AN OpraHn3aunn. 3atemM U3 Kaxaoro Crosi COBOKYNHOCTM BepyT NponopumnoHanbHyo BbIDOPKY
ONA NONyYeHnsa nHpoOpMaunum 0 Kaxgom croe.

C.4 Pa3paboTka aHKeTbl Ans U3y4YeHNA yOOBJeTBOPEHHOCTHN noTpebuTtenen

C.4.1 OnpeneneHve BOMNPOCOB

C.41.1 O6wme nonoxeHuns

[TocTpoeHne n cogepxaHne BONpoCcoB 3aBUCHT OT YCINOBUN U LENN B KAXXO0M KOHKPETHOM cly4vae, 04HakKo, Kak rnpa-
BUIO, NMPUMEHUMbI HUXE NPUBEAEHHbIE 3TaNbl N PEKOMEHJaUNN.

C.4.1.2 OnpepeneHne Tpedyemon nHpopmaumm

OpraHusauusi 40KHA CTPEMUTBCSH K TOMY, YTODLI MCKOMasa MHpOpMaUMS NONHOCTLIO OXBaTbiBana BCe KOMIMOHEHTHI
n3yvaemon npodbnemol. [NoMmMmo TpaaMLUMOHHBLIX XapakKTEPUCTUK KAYECTBA, MNOCTABKM U UEHbI MOIYT CYLLECTBOBATbL Apyrue
XapakTepPUCTUKN, BaXXHble ANs noTpedutenen, Hanpumep 0omeH nHdhopMmaunen nnm noBeaeHmne opraHmn3aumm, nnm no3u-
LUs1 opraHn3auum no Bonpocam obLwecTBEHHOW 3HAYMMOCTU. JJOMXHbl TakKe NpUMHUMaTbCA BO BHUMaHUE aemorpadpunyec-
Kne rnokasatenu n gpyrme COOTBETCTBYIOLLNE XapaKTEPUCTUKN LLeNeBon rpynnbi.

C.4.1.3 Bbibop meToga coopa nHdbopmauun

MeToa, Bbibupaembin opraHnsaumen ans cbopa nHdopmaumm, 3aBnMcuT OT CrnocoboB YCTAHOBNEHUSI KOHTAKTA C Le-
NEBOW rpynnon n ot Tuna Tpebyemon nndopmaumn. B ceoto ouepeab, MeTo onpeaenseTt NoOPsiAoK NonyveHmns Heobxoam-
MOW MHPOpMaLInW.

C.4.1.4 OnpepeneHve cogepXaHnAa oTaeNbHbIX BOMPOCOB

OpraHusauus gormKkHa popmynmpoBaTh OTAENbHbIE BONPOCH TAKMM 06pas3om, 4Tobbl 06ecneunTb X NpaBuIbHoOE
NOHMMaHWe PeCnoOHAEHTAMN N NONY4YUTb TPeEByeMYIO MHPOPMAaLNIO.

Takxe pekoMeHayeTCs1 UCNONb30BaTh 3aMeYaHns U NPeanoXeHnsa noTpedutenen npm popmynmpoBaHnm BONPOCOB,
4YTOObI N3bexarTb ABYCMbICNEHHbIX UMW NYyTaHbIX OTBETOB NOTPEbUTENEN.

C.4.1.5 OueHnBaHne pecrnoOHOEHTOB

[Tpn paspaboTke METOAUKN Onpoca cneayeTt NPUHNMaTb BO BHUMaHWE, HACKOMNbKO XOPOLWO PECNOHAEHT YMEET Bbl-
paXaTb CBOW MbICINWN, HACKOSBKO XOPOLWO OH MHAOPMUNPOBAH UIMN HACKONBbKO XOPOLLO OH 3HAaKOM ¢ npoaykunen. OpraHmsa-
LMSA OOITKHA MUHUMU3NPOBATb yCUnusl, Tpebyemble OT pecnoHaeHTa, n obecneymBaTtb NPUEMIEMOCTb U NEMTMTUMHOCTb
noncKka nHpopmaummn.

C.4.1.6 Bbioop dhopmynnupoBKN BOMNPOCOB

OpraHnsauust 4oJKHa:

- YETKO OnpeaennTb Npodnemy: KTo, 4To, Koraa, rae, novemy u Kak;

- NONIb30BaTLCA MPOCTLIM A3bIKOM, T. €. UCNOMNb30BaTh CMNOBA, OTBEeYalowWwme CoBapHOMY 3anacy pecrnoHaeHToB;

- n3berartb ABYCMBbICIEHHbBIX TEPMUHOB (HANPUMepP, «3NMM304NYeCcKNn» Unn «NpodreccnoHanbHbIN );

- n3berartb NCNONb30BaHUsA QOPMYITMPOBOK, KOTOPbIE MOIYT AaTb NMNOACKA3KY PECnOHAEHTY UMM OKa3aTb AaBITEHNE
Ha pecrnoHaeHTa.

C.4.2 Pa3paboTKa aHKeThl

C.4.21 O6wme nonoxeHus

AHKeTa A0MKHA HAYMHATBLCA C YETKUX MHCTPYKLMIK MO NCNONb30BaHUIO. B crniyvyae HeobXxognmocTn B HEN JOJTKHbI CO-
OepXaTbCs PpEKOMEHZALUNN OTHOCUTENBHO TOrO, KaK NOAX0AUTb K KONTMMECTBEHHBIM U (UMW) KAYE€CTBEHHbBIM BOMNPOCAM.

[Tpn pa3paboTke aHKETbI CNeayrLwme NPeanoXeHns MoryT nomods npn cbope tpebyemon nHpopmaumm.

C.4.2.2 BbIbOp CTPYKTYPbI BONPOCOB

OpraHusauusi JormxKHa no BO3MOXHOCTU pacnornaratb BOMNPOChl B NTOTMYECKOW NOCNeaoBaTeNbHOCTU U UCTMONb30-
BaTb bonee ogHOro Bonpoca, 4tobbl 0bneryntb 3agady pecrnoHgeHTa B TOM Criyvae, eCrnn CyLWEeCTBYET HECKOIBKO BapuaH-
TOB OTBETA.

Bonpocbl AOMKHbI 3a4aBaTbCs HAYMHAS € 06LWKMX U nepexoas K bonee KOHKPETHbIM. AHaANoOrM4YHbIM 0B6pa3oMm B Mnep-
BYIO odvepeab cneayet nonyunts 6as3oByo MHQOpMaUMIo, a 3aTeM 3agaBaTb OTHOCUTENBHO TPyAHbIE, AENUKATHbLIE UMK
CNOXHblE BOMPOCHI.

C.4.2.3 OnpepneneHve chopmbl 1 00LLEro BMAa aHKeThbl
AHKeTa He 4OoImKHa NpeacTaBnATb TPYAHOCTU A5 PECNOHAEHTOB, HANpPUMep, OHa 4O0JHKHA CoAepXaTh PacnonoXeH-
Hble B NOMMYeCKOM Mopsake N NPOHYMEPOBAHHLIE BOMNPOCHI B K&XXAOM pasgenie u YeTKUEe yKasaHus U UHCTPYKUNN.
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O6LWwmn BUA aHKETLI TaKXKe AoIMKeH obnervaTte aHanmn3 cobpaHHbIX AaHHbLIX, HANPUMEP MOryT UCNOSb30BaTLCAH rpadbl ANs
OTBETOB.

C.4.2.4 OnpeaneneHve WKanbl banfbHbIX OLEHOK

Bbibop wkanbl 6annbHbIX OLEHOK 3aBUCUT OT TUNa Heobxoanmon nHcopmMaumum n AomMKeH OblTb YETKO ONpeaerneH.
[Tpy oueHnBaHUM NO3NLUK YacTO UCNONb3yeTcs 5-bannbHas WkKana agns MHOXeCcTBa Pas3fnnyHbIX KaTeropumn.

lMpumep 1 — «lMonHocmbro coz2naceH», «CoanaceH», «PagarHodyuweH», «He coanacern», «kKamezaopu4yecku He
co2Js1aceH».

B Tex cnyyasix, korga Tpebyercst 6onbwas andpdhepeHumanms, MOXeT MCNonNb3oBaTeCs Bonee ykpynHeHHas (Hanpw-
mep, 10-6annbHas) wkana.

Ecnun TpebyeTcs 3acTaBUTb PECNOHAEHTA 3aHATL ONPeaAeneHHYo NO3NLUI0 N n3bexaTb HENTPAarbHbIX OTBETOB, LLKA-
na MOXeT ObITb NOCTPOEHA HA YETHOM KoNnu4vecTBe bannoe (Hanpumep, 4 nnm 6).

lpumep 2 — «Becbma ydosnemeaopeH», «YooanemeaopeH», «He ydosnemeopen», «flonHocmbro He ydos-
J1IemMeopeH».

C.4.2.5 lNMoarBepXxaeHne nytem «npeaBapuTenbHOro TeCTUMpoBaHNA»

«[lpepBaputenbHOEe TECTUPOBaAHUE» — 3TO 0bBCnegoBaHWe, NPOBOANMOE Ha HEDBONbLLIOW, HO NPEACTABUTENBbHON
COBOKYMNHOCTU PECMOHAEHTOB, 4151 OLUEHKN CUIMBbHBLIX U CNAabbIX CTOPOH AHKETbI. ITO HACTOATENBHO PEKOMEHAYEMAS MPAK-
TUKa, HECMOTPSA Ha TO, YTO OHA MOXET OKa3aTbCs HEOCYLLECTBMMOWU, €CNN KONNYECTBO PECMOHOEHTOB OrPaHU4eHo.

[0 mepe BO3MOXHOCTU AOIKHbI TECTUPOBATBLCH BCE KIMIOYEBbLIE ACMNeKThbl aHKETbI C NCNONb30BaAHNEM OHUX U TEX XKE

METOAOB (Hanpumep, NoYyTbl UK TenedoHa), Kak n Npu peanbHoM 06cneaoBaHnn. Takoe «npeaBapuTernbHoe TECTUPOBA-
HMe» crnegyeTt NOBTOPATL NPU KaX QoM CYLWECTBEHHOM MepecMoTpe aHKeTbI.
Pe3ynbTaTthl «NPeaBapUTENbHOIO TECTUPOBAHUSA» AOIMKHbI ObITh NPOaHaNM3npoBaHbl ANA OLEHUBaAHUA METOAMNKU
obcneaoBaHust, ero oobema n YEeTKOCTU, a TaKKe peakunmn pecrnoHgeHToB, U, eCNN HEOBXOAMMO, B METOANKY NPOBEAEHUSA
obcnenoBaHns AOMKHblI ObITb BHECEHBI COOTBETCTBYOLWME NoNpasku. Hanpumep, ecnmn yCTaHOBNEHO, YTO aHKeTa CINULL-
KOM ANTMHHAsA, €€ MOXHO pa3aennTb Ha HEBONbLUME aHKETLI, OTBETHI HA BOMNPOCH! KOTOPbLIX MNOTPEDBYIOT MEHbLLE BPEMEHW.
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[MpynoxeHwne D
(pexomeHayemoe)

AHanun3 gaHHbIX 006 Y40OBNEeTBOPEHHOCTU NOTPpeduTenen

D.1 Obwme nonoxeHuns

B HacToswem npunoXeHnn cogepXartcs AononHuTenbHas nHdpopmMmaums n pekomeHgaumm oTHOCUTENbHO aHanmnaa
OAaHHbIX 00 yAOBNETBOPEHHOCTU NOTPEDOUTENEN B COOTBETCTBUN C 7.4.

D.2 MNMoarortoBka oaHHbLIX ANA aHanu3a

D.2.1 lNMpoBepka 4OCTOBEPHOCTU AAaHHbIX

OpraHusauus 4onmKHa NpoBePsTb AOCTOBEPHOCTb CODPAHHBIX AAHHbIX, HANPUMEP, MYTEM NPOBEPKN CNEAYIOLLNX ac-
NEKTOB:

- MOrPELWHOCTEN NN OWKMBOOK B AaHHbIX. MOXET NoTpeboBaTbCH UX UCNPAaBEHMNE UK YCTPaHEHNE BO n3bexaHune
BBOASLWMX B 3aDNyXAeHne BbIBOAOB;

- MONHOTbLI AAHHBIX: BaXHO NPOBEPSATL MONHOTY AAHHbLIX, NONY4YEHHbLIX OT NOTPEBUTENEN, N MPUHMMATL PEeLLEHNE OT-
HOCUTENbHO NOpsAKa 0bpPabOTKM HENOMHbLIX OTBETOB;

- TOYHOCTU AAHHBLIX: NPU UCTMONb30BAHUN METOA0B BbIDOPOYHOIO KOHTPONSA PEKOMEHAYETCH NPOBEPATL COBMECTU-
MOCTb 06beMa BbIDOPKN U METOAUKN BbIBOPOYHOIo KOHTPONA C AOBEPUTENBHBIM YPOBHEM U AONYCTUMbIM MPEAENOM No-
[PELLHOCTU, KOTOPbIE MOIYT OroBapuBaTbCS.

D.2.2 Knaccudmkauma aaHHbIX

CobpaHHble AaHHble, rae 3TO MPUMEHUMO, OAOIMKHbI ObITb NOArOTOBNEHBLI AN aHanmnaa nyTem:

- KOOMPOBaHUSA HEOKOHYAaTENbHbLIX OTBETOB U pacnpeaeneHnst uxX no Kateropusim;

- KOQUPOBaHNA OTBETOB M pacnpeaeneHns nx no rpynnam unn cermeHTam pecrnoHgeHToB.

D.3 OnpepeneHve meToankKkmn aHanwvsa

D.3.1 Obwme nonoxeHuns

OpraHusauus gomkHa Bblbupare METOAMKY aHanu3a B 3aBUCUMOCTU OT cobupaemblX OaHHLIX U NOCTaBMEHHOW
uenun. B NCO/TO 10017:2003 n MCO/TO 13425:2006 copepaTtcs pekoMmeHaaumnm rno NCnorb3oBaHUIO HEKOTOPLIX CTaTUC-
TUYECKUX METOOOB, NPUBEAEHHbBIX HUXKE.

D.3.2 NMpamon aHanwn3s

Llenb HacToALWEro aHann3a cocTouT B ONUCaHUN UINMU OUEHNBAHUN OTBETOB PECNOHAEHTOB HA KOHKPETHbIE BOMPOCHI.
B tabnuue D.1 npeacraBneHbl HEKOTOPLIE WWNPOKO UCMONBb3YyEMbIE METOAbI aHANN3a U UX LENW.

Tabnuwua D.1— MeToabl npaAMoOro aHanmaa

MeTton Llenk [Tpumepsbl

MeTtoa cpeHNX 3HaYEHUN OnpeaeneHne cpeaHero OTBeTAa [Mpn ncnonb3oBaHnm 10-6annbHON WIKanbI,
ecnun oTBeTbl nony4nnn 4, 5, 7, 7 n 9 b6an-
OB, TO CpeaHnM OTBETOM byaeT 6, 4

MeTtoa meanaH YcTaHoBneHne cpeanHHOro OTBETA Ecnn Bce oTBETHI NEPEHUCTIEHI MO NOPSAa-
Ky HOMEPOB, MEANAHOWN ABIIAETCH CpegnH-
HbI OTBET. B BbllLenpuBeA4EHHOM NPUMEpPE
MmeanaHom byaer 7.

[TpumevyaHne—[na 4YeTHOro KOIK-
4YeCcTBa OTBETOB MeanaHon byaert cpegHee
3HaYeHne AByX CpedunHHbIX OTBETOB

MeToa pazmaxosB OnpepeneHne wHTEpBana mexay Hau- | Bo3pact y4acTHMKOB 3acefaHusi Korneo-
MEHbLUUM U HANBOMbLUNM 3HAYEHUAMMN netcsa ot 20 oo 65 net

MeTtoa cpeagnero kBagpatn- | Onpegenedne crteneHn  unameH4YmBocTU | CyTodHble kKonebaHnsa TemnepaTypbl B NMyC-
YECKOro OTKIOHEHUS OaHHbIX TbiHe Caxapa bonblue, Yem B bapcenone

MeToa nepekpectHoro cee- | Obuwee pacnpegeneHne OTBETOB MO Kako- | YAOBNEeTBOPEHHOCTb 78 % NOHAOHCKUX
neHns Tabnuy, My-nnbo gpyromy napameTpy, npeacras- | PeCnoHAEHTOB B LENOM oueHMBaeTcs B 9
NSAWEMY UHTEPEC mnmn 10 6annoB no cpaBHeHuto ¢ 60 % na-
PUXCKUX PeCnoOHAEHTOR
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MeTton

Llenb

[Tpumepsb

AHanuna [lapeto

PacnpegeneHne AaHHbIX MO KaTeropusim
ONnsi  yCTaHOBMEHUS MNepBOOYHepPeqHOCTU
npobnem

C TOYKM 3peHuns Ka4vecTBa npoaykummn 3a-
MEYEHO, YTO B OCHOBE BONBbLUMHCTBA MPO-
bnem (80 %) NeXxXnuT He3HAYNTENBHOE KONKU-
4eCTBO OCHOBHbIX NPpU4unH (20 %)

AHann3 TeHaeHUnn

BoisiBneHne HanpaseHus
yrnydleHne, yXyaweHune)

(Hanpumep,

Konn4ecTBO NPeTEH3NN €XerogHo Bo3pac-
TaeT Ha 5 %

Cratuctnyeckue KOHTPOIb-
Hbl€ KapThbl

MOHWTOPUHI NoKasaTtenen AesATENbHOCTU
N BbISIBlIEHNE CTATUCTUYECKN 3HAYUMBbIX

(T. €. HECNYYanHbIX) N3MEHEHWNI

UacToTa BO3HUKHOBEHUA HECOOTBETCTBUN
B NapTUSAX, NOCTaABNEeHHbIX B MNOCNeAHEM

KBapTane, bbina Bbille, YEM OXMAAanoch

Kputepun CTbloaeHTa

ViccnegoBaHne OBYX HE3aBUCUMbIX TPYII
Ha NpeamMeT CTaTUCTUHYECKN 3HAUUMbIX Pa3-
NMNYNKU

JNloHaoHCKMe pecnoHAeHTbl 3HAYUTENBHO
bonee yaoBNeTBOPEHbl B LENOM, YEM Na-
DUXXCKME peCcrnoHaeHThI

HncnepcnoHHbIN aHanmsa

MiccnepoBaHme Tpex unm bonee He3aBUCK-
MbIX TPYyMnn Ha npegmMmeTr CTaTUCTUYECKWU
3HAYUMbBIX Pa3NN4nin

CTeneHb YyAOBNETBOPEHHOCTU IOHAOH-
CKUX, MapUXCKNX U OEeprIMHCKUX pPeCnoH-
OEHTOB B LENOM CYLWECTBEHHO OTNNYaETCS

Apyr oT Apyra

D.3.3 KocBeHHbLIV aHanNun3

Llenbio HacToAwero aHanusa sBMAeTCA BblABNEHNE PakTOPOB, OKa3biBAOLWMX 3HAYNTENBHOE BITUSIHNE HA YOOBIET-
BOPEHHOCTb, N UX 3aBUCUMOCTU mexay cobon. B tabnuue D.2 npeacraBneHbl HEKOTOPLIE LUMPOKO UCMNOSNb3YEMbIE METOAbI

dHaliln3a N UX Uelin.

Tadbnuwua D.2—MeTtoab

KOCBEHHOIo aHalin3a

MeTton

Llenb

[Tpumephl

AHanNM3 B3BELUEeHHbIX AOaH-
HbIX

OnpepeneHne cpeaHEeB3BELLEHHONO OTBEe-
Ta

CpegHsisi OUeHKa yAOBMEeTBOPEHHOCTU B
uenom coctaBnsier 7 6annoB ¢ y4eTOM
pa3HbIX TUNOB NOTPEOUTENEN N NX OTHOCKU-

TenNbHOW 3HAYUMOCTWU

Koppensuus

OnpegeneHne Toro, MOrytT nm OTBETbl Ha
OOWH BOMPOC OblTb WMCMNONbL30BaHbl A1
NPOrHO3NPOBAaHNA OTBETA HA APYron BOI-
pPOC, U U3MEPEHNE CTEMEHN 3aBUCUMOCTH
MEXY NnapameTpamm

Cpean pasnnyHbiX acrnektoB MpOn3BO-
OCTBEHHOW cCcpeabl YOAOBNETBOPEHHOCTL
«YNCTOTON» CUNTAETCHA HaWUNy4lUM Cpe-
OCTBOM MNPOrHO3NpPOBaHUA yOOBIIETBOPEH-
HOCTW B LENOM, T. €. PECNOHAEHTbI, YAOB-
NETBOPEHHbLIE  «YUCTOTON», MNPOSABMNAIOT
TEHOEHUNIO K YOOBNETBOPEHHOCTU B LE-
NnoM, a PecrnoHAeHTbl, HEeyOOBETBOPEH-
Hble «HNCTOTOU», NPOSABNAOT TEHAEHUMIO K
obLWen HeyaoOBNETBOPEHHOCTU

Perpeccust

AHanmnsa 3aBUCUMOCTU MeXay ABYMS UMW
bonee napameTpamMm U U3MEPEeHUe BO3-
OEeNCTBUA OQHOro mnm bonee napameTpoB
Ha KOHKPETHbIUN OTBET

[To mepe CHumXeHus cTeneHun yaoBIreTBO-
PEHHOCTU «4YUCTOTON» CHUXAETCH CTENEHb

vAaoBJIeTBOPEeHHOCTU B UEJTOM

D.4 lNpoBegeHne aHanwu3a

D.4.1 O6wme nonoxeHuns

D.4.2 PaccnoeHve AaHHbIX

De3yﬂbTaTbl dHalln3a AOJPKHblI CUCTEeMaTUYHEeCKHU 06pa6aTbIBaTbCﬂ B COOTBETCTBUN C Bbl6paHH biM METOOOM aHallN3a.

1o npoBeaeHns1 aHanuaa gaHHble MOryT ObITb KnaccupunumpoBaHbl NO onNpeaeneHHbIM CNOAM UNK KaTeropusim. 310
NOMOraeT BbISIBUTb MOMNE3HYI0 MHPOPMALUIO, TAKYIO KaK Pa3nnyHble CTENEHN YOOBNETBOPEHHOCTU NOTPEBUTENEN, HANPW-
MEP, NOCPEACTBOM aHanm3a noBTOPHbLIX NOTPEbUTENEn B CPaBHEHUN C PA30BbIMU NOTPEDUTENSAMMK, NOMA NOKYNaTens, BO3-
pacta nokynaTtensl, MeCTOHaXOXAeHuUs noTpebutens wunm no XapakTepucTukam nNpoAyKUMKM, TaKMM KakK UeHa W
OCODEHHOCTM.
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D.4.3 YcTaHOBNEeHWe NpuopuTeToOB

OpraHusaunst MOXeT onpeaensite U BbIAENATb XapaKTEPUCTUKM NPOAYKLUMN, yIyHLLEHWE KOTOPbLIX OKa3bIiBaeT bonee
CYLEeCTBEHHOE BO3AENCTBME HA YAOBNETBOPEHHOCTL. [103TOMY HEOBX0AMMO 3HATL CTENeHb 3HAYUMOCTU, KOTOPYHO NOTPE-
buTenb NPUAAET KOHKPETHLIM XapakKTEPUCTUKAM, U BITIUSHUE, KOTOPOE 3TU XapaKTEPUCTUKU OKa3bIBAOT HA YOOBNETBOPEH-
HOCTb B Lenom (cm. B.4).

- XapakTtepucTukam MHGpaCTpPYKTypbl NnoTpebutenu npnaaoT HEDONbLWOE 3HAYEHUE,; B Clyvae ux ynydleHus
OHM ByayT OKa3sblBaTb HE3HAYNUTENIBHOE BITUSHUE Ha YAOBMNETBOPEHHOCTL B Lenom. OpraHnsaumnst MOXeT pacCMOTPETb BO3-
MOXHOCTb UCKITIOYEHUS UMK COKPALLEHUS BNOXEHUU B 3TU XapPaKTEPUCTUKN AN CHUXEHUA 3aTpaT unn npeanoXeHus
bonblwen ueHHoCTH noTpebuTtento.

- Mopgpa3ymeBaemMble TPEOOBAHNA KACAIOTCH XapaKTEPUCTUK, KOTOPbIE BaXHbI A5 NOTPEDUTENEN, HO KOTOPbIE
nocrne AOCTUXEHUS ONpeaeneHHOro ypoBHS OKa3blBAlOT OTHOCUTENbHO HE3HAUYUTENbHOE BIUSIHME HA YOOBIETBOPEH-
HOCTb. Kak n B cny4ae ¢ XxapakTepucTtmkamm MHQPPACTPYKTYPbI, OpraHn3auunsi MOXeT pacCMOTpeTb BO3MOXHOCTL COKpalLe-
HUSA TN UCKITIOYEHNSA BITOXEHUW B nogpasymeBaemsble TpeboBanus. OgHaKo nokasarenu nogpasymeBaemMbiX TpeboBaHnm
HE QOIMKHbI OMYyCKATbCS HUXE OOMNYCTUMOrO YPOBHS, MOCKOSNBKY 3TO MOXET OKa3aTb HEraTUBHOE BIUSIHWE HA YOOBIETBO-
PEHHOCTb B LEINOM.

- YcTaHOBNEHHbIe TpeboBaHMA NpeacTaBNAlnT cobon XxapakTepUCTUKN, BaXXKHble AN NnoTpebuTenen n okasbiBato-
LLIne CYLLECTBEHHOE BITUSIHWE HA YAOBNETBOPEHHOCTL B Uenom. OHn TpebytoT 0coboro BHUMaHus. YPOBEHDb KAa4eCcTBa yCTa-
HOBMEHHbIX TPEeDOBaHUN OOIKEH NMogaepXXUBaTbCH UMK NOBbLILLATBLCSH, €CINN 3TO 3KOHOMUYECKU LenecoobpasHo.

- CKpbITbIe BO3MOXHOCTN — 3TO XapaKTepPUCTUKN, KOTOPbIE HE OCO3HAKTCA NOTPEObUTENAMN NN HE CHUTAIOTCH
MM BXXHBIMW Ha TEKYLLEM 3Tane, HO KOTOPbIE B CNydae UX nNpaBuUIibHOro UCMNosib30BaHUA MOIYT 3HAYUTENBHO MOBLICUTL
CTENEHb YOAOBNETBOPEHHOCTU B LENOM. Takne XapakTepUCcTUKM obecnevmBatoT HaMbomnbLUYO BO3MOXHOCTb NOBbLILLEHUA
yOOBNETBOPEHHOCTH.

[ns onpeaeneHns NpUOPUTETHOCTU MEP MO YNYULIEHUIO MOXHO CrpynnUpoBaTh PasfiNYHble XapaKTEPUCTUKU MO Ye-

TbipeM 30HaM, Kak nokasaHo Ha pucyHke D.1.
XapakTepucTukm B 30Hax 3 U 4 okasbiBaloT Hanbonbluee NoTeEHUNAaNbHOE BITUSIHWE HA YAOBINETBOPEHHOCTL B LLENTOM.

Takast uHhopMaLnsa MOXET NOMOYb OpraHu3aumnm B onpeaeneHmnm npuopuTeTHOCTU Mep, BeAy LLMX K NOBbILWLEHWUIO YAOBNET-
BOPEHHOCTU NoTpebutenen.

Y
Bbicokas 3
Huakasn )

Huakaa Bbicokaa X

YcnoBHbIe O00O3HAYEeHWNA:
X — CcTeneHb 3HAYUMOCTMU;
Y — cTeneHb yaoBNeTBOPEHHOCTU

PUcyHoK D.1 — Knaccnukaumns XxapakrepucTumk

D.5 NoaTBepxaeHve pe3ynbTaToOB aHaNn3a

OB60CHOBAHHOCTb BbIBOAOB, CAENAHHbIX MO pe3ynbTaraMm aHanu3a yaoBNeTBOPEHHOCTU noTpebutenen, MOXeT
ObiTb NOATBEPXKAEHA MYTEM NPOBEPKM (MOMUMO NPOUNX) HXKENEPEUNCNEHHBIX aCNEKTOB.

a) CermeHTauma: Hannume DONbLIONO KONUYECTBA BAPUAHTOB OTBETOB MOXET 0O BACHATBCH HEMOCTOAHCTBOM Ka-
YyecTBa NocTaBnsemMmon npoaykuumn. OgHako ecnu gpyrme naMmepeHuns ykasbiBadT HA CTabUNbHOCTb KavecTBa NPoayKumm,
M3MEHYNBOCTb OTBETOB MOXET CBUAETENbCTBOBATb O HU3KOW CTENEHU CErMEeHTaUumn noTpebutenen.

b) 3HAYMMOCTb XapPaKTepPUCTUK: OOHON U3 LENen aHannaa sIBMsaeTcs BbIABMNEHUE XapaKTePUCTUK, KOTOPbIE MOTYT
OKa3blBaTb CYLLECTBEHHOE BIIUSHNE HA YAOBNETBOPEHHOCTb MNOTPEBUTENEN, a TAKKE X 3HAYUMOCTH, YTO NO3BONUT Opra-
HU3aUMN akUEHTUPOBATb BHUMAHME HA KITIOYEBLIX XapakTepUCTUKAX NPU NPUHATUM MEP NO COBEPLLEHCTBOBaHMIO. Ecnn
aHarnma NnoKasbIBaeT, YTo, No BCEW BUOANMOCTU, HE DbINN YYTEHLI XapaKTEPUCTUKU, OKA3bIBAKOLWME CYLLLECTBEHHOE BNUAHUE
Ha yOO0BNETBOPEHHOCTb NOTPEDBUTENEN, TO NX MOXHO BYAET BbISIBUTL C NOMOLLBbIO COOTBETCTBYIOLUMX UCCNEA0BaHNN (Ha-
NpPUMEP, B pamkax OoKyC-rpynn nnmv nyTem NnoCTaHOBKM BOMNPOCOB, AOMNMYCKAKLWMX pa3Hble OTBETHI). BO3aencTBmne Takmnx xa-
PAKTEPUCTUK HA YOAOBMNETBOPEHHOCTL MOTPEOBUTENEN AOIMKHO OUEHMBATBLCH B XO4E€ CrNeaylowero Uukna U3MepeHun.
OTAenbHbIE XapakTEPUCTUKN, BINAKOLWME HA YOOBNETBOPEHHOCTL B LUENIOM, N UX OTHOCUTENbHAA 3HA4YUMOCTb MOIYT Me-
HATLCHA CO BPEMEHEM.
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c) MoCTOAHCTBO pe3ynbTaToOB: TEHAEHUUS, MPUCYLLAA M3MEPEHUSM YOOBMNETBOPEHHOCTM MOTPEOUTENEN, HEe
OOMKHA NPOTUBOPEUNTb APYIMM NOKA3aTensiM, KOTOPbIe OTPaXatoT yAOBMNETBOPEHHOCTb, HAaNPUMEP NOBTOPHbBIM MOKYMKaM
Unu gone pbiHka. Ecnv no3anTmMBHOW TeHAEHUMM B YAOBNETBOPEHHOCTU NPOTUBOPEYUT HEraTUBHAS TEHAEHUMSA (Hanpumenp,
B 00bemMe Npoaax), TO 3TO MOXET ODBACHATHCH HECKONBKUMUW MPUYNHAMMW, HAanpumep:

- MHEHUS1 0bcneayemMblX NIOAEN HE pa3gensaT Te Noaun, KOTopble NPUHUMALOT PELLEHNE O MOKYIKE,

- POCTY YAOBMETBOPEHHOCTU NOTpebutenen cnocobcTBoBana NpoaykUumMsi KOHKYPEHTOB,;

- pa3Huua B UEHaX NEPEBELLIMBAET YNYULLEHNA B APYINX XapaKTepucTUKax.

D.6 Ot4yeT 00 aHanun3ae

D.6.1 Obwme nonoxeHns

[Tomnmo npeacraBneHus otyeta 0o yaoBneTBOPEHHOCTU NOTPebUTENEN B LENOM U TEHAEHUMN €€ Pa3BUTUS, Opra-
HM3auus QOMKHA NMPeacTaBuTb OTYET O COOTBETCTBYIOWMX XapaKTEPUCTUKAX U NPUYMHaX, a Takke O COCTaBNAWNX U
YCITOBUSIX YAOBNETBOPEHHOCTU UNN HEYAOBNETBOPEHHOCTU NMOTPEBUTENEN.

D.6.2 lNpencraBneHne pe3ynbTaToB

OpraHu3auus aonkHa npeactaBnsaTe pe3ynbTaThl aHANM3OB C y4eTOM NoTpebHoCTEN LeneBon ayantopun. He pe-
KOMeHAyeTCs naeHTUOUMUMPOBAaTh KOHKPETHLIX nNoTpebutenen. Ecnu npegnonaraercsa nx naeHtnpukaymsi, Heob6Xoanmo
NoONy4nTb cornacue onpawmBaemMmblX notTpebutenen. Kpome 1oro, Takas ngeHtudpmnkaumnsa aonmxHa COOTBETCTBOBATL AEW-
CTBYIOLWMM TPebOBaHUAM, pernamMmeHTam u rnofiIMTUKE KOHPUAeHUMansHOCTU OpraHmn3auum.

PP eKTMBHLIM Crocobom npeacTasneHns nHhopMaunum ABNSIOTCSH rpanyHeckne N3odpaxXeHunst, YTo cneayer npw-
HMMaTb BO BHUMaHWE Npu npeacrtaBneHny B NMPUNOXEeHUAX NonyYeHHbIX pe3ynbTaTtoB BMECTe C AOMONHUTENbHbIMU OaH-
HbIMW.

MHaeKe yaoBNETBOPEHHOCTU NOTPEDUTENEN MOXET CNYXUTb PE3yNbTaTUBHLIM CPEACTBOM MOHUTOPUHIA, JOKYMEH-
TUPOBAHUS U MPOCNEXNBAHNA OEATENBHOCTU OpraHn3auumn Unn ee KOHKPETHbIX aCneKToB, KacaloWwmnXes yaoBI1eTBOPEH-
HOCTK noTpebutenen. OH MOXET BbITb INEMEHTOM «MHANKATOPHOWN MaHenn» OpraHn3auumn, rnokasbiBatoLWEN pe3ynbTaThl
ee AeATENbHOCTHU, a TaKkKe KOMMOHEHTOM CUCTEMbI NOOWPEHNA COTPYAHUKOB OpraHn3auum.

D.6.3 ®opmynunpoBaHMe BbLIBOAOB U NpPeanoOXeHUN

[Tpn BbISIBNEHMM NMPOBNEMHBIX YHACTKOB UIMU NPEANOXEHUN KOHKPETHBIX MEP OpraHu3aunsa AormKHa B NEPBYIO O4e-
peab yCTaHaBNMMBaTb NPUYNHLI HEYAOBMETBOPEHHOCTU NOTPEBUTENEN.

OpraHmsaums Takxke gofmKHa CTPEMUTBCH K OCO3HAHUIO NPUYNH PacXoXaeHus Mex gy KavyecTBOM NPoayKUUK, OXK-
OaemMbiM nNoTpebutenem, n KA4eCTBOM MNOCTABNSEMON NPOAYKLUMN B BOCNPUSTUMN NOTPEBUTENS (KaK NOKA3aHO Ha NpUMepe
KOHUENTyanbHOW MOAeNun Ha pucyHke A.1) n gonmxHa NnpuHMMaTh Mepbl AMns €ro CoKpaLwleHus.
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[MpynoxeHue E
(pexomeHayemoe)

Ucnonb3oBaHue uHdopmaLumn o6 ya0BNeTBOPEHHOCTU NOTpebuTenen

E.1 Obwme nonoxeHunA

B HacToAweM NpunoXeHnu cogepxaTtcsi pekoMmeHgaumm Ha OCHOBE NPUMEPOB TOrro, Kak nHdopmauus 06 yaoBneT-
BOPEHHOCTU MOTPEOUTENEN MOXKET NCNONBb30BATLCH A5 CTUMYNTMPOBAHUS YITYHLWLEHWI B NPOAYKLUMN NI NPOoLEeccax opra-
HMU3aUMM B COOTBETCTBUM C 7.5.

E.2 lNepeaavya vHpopmaumm o6 yaoBneTBOPEHHOCTU NOTPebOMnTenen B COOTBETCTBYIOLWMNE
byHKUMOHANbHbIE Nogpa3aeneHns

AHanu3 yaoBNeTBOPEHHOCTM noTpebuTtenen moxert obecnevnTb NOHMMaHne HakToOpoOB, BIUSIOWMX HA YOOBNETBO-
PEHHOCTb. Takasi uHpopmauus AOIMKHA aHaNM3npPoOBaTbCH BbICLUMM PYKOBOACTBOM U HANPaBnsiTbCA B COOTBETCTBYIOLWMNE
dyHKUMOHaNbHbIE NOAPA3AeNeHnst OpraHn3aummn ansa NPUHATUS Mep NO YITYYLLEHWUIO.

Bbibop hyHKUMOHANBHOIO NogpasaeneHus], B KOTOpoe AOMKHA HanpaBnsaTbCsA MHPoOpMaLKns, 3aBUCUT OT Xapakrepa
MHOPMaLUMK, Kak NOKa3aHo B HUXKENPUBEAEHHbIX NPUMepax.

lMTpumep 1 — Unhopmayust Mmoxxem 6bimb HanpassIeHa 8 KOHCMPYKMOPCKUU UJTuU MapKkemuH208biU omdoer,
ecsiu OaHHbIe YKa3bigarom Ha HeydoegsiemeopeHHOoCcMmb nompebumeneu ceoucmeamu nNpoodyKyuu usau ecsu 0aH-
Hble ceolicmea He yeHssmcsi nompebumensimu.

lMpumep 2 — UHpopmayus moxem O6bimb HanpassieHa 8 omdesi CHabxXeHuUs1 unu mexHu4YecKuu omder,
ecsiu 0aHHbIe caudemenbLCcmayrom 0 MOoM, 4o Heydo8s1ema8opPeHHOCMbL nompebumenel ces13aHa ¢ Ka4ecmaom
unu QbyHKYUOHAaNbHbLIMU XapakmepucmuKaMu 3aKynaeMbiX KOMITOHEeHMoas.

lMpumep 3 — Unpopmayust moxxem 6bimb HanpaeassIeHa e nNpou3eodcmeeHHoe nodpa3sodesneHue, ecriu nony-
YeHHble OaHHbIe YKa3bigarom Ha Heydoesiema8opeHHoOCMb nompebumenel Ka4ecmaom nocmasnsaemol npooyk-
yuu.

lMpumep 4 — Unhopmayusi moxxem 6bimb HanpasrieHa Ha y4aCcmoK yrnakKo8Ku npoodyKyuu, ecnu Heyodoe-
J1IeM8OPEeHHOCMb c8si13aHa ¢ npobrieMamMu yrnakogsKu.

lMpumep 5 — UHpopmayust moxxem 6bimb HanpaesieHa 8 N1aHo8O-NPouU3e0dCMEeHHbLIU omaoers, ecsiu nony-
YeHHbIe OaHHbIe YKa3bi8arom Ha Heyooe8s1emeoOpeHHOCMb CPOKaMu nocmaskKu.

lMpumep 6 — NHpopmayusi moxxem 6bimb HanpaesieHa 8 omaesn cbbima u dpyaue coomeemcmaeayroujue
noopa3sodesieHuUs1, ec/iu Nony4YeHHbIe OaHHbIe ceudemesibcmayrom 0 HeydossemeaeopeHHocmu pabomou unu om-
HOWeHUeM compyOHUKO8 Oop2aHu3ayuu, Haxoo0sauwuxcst 8 HenocpedcmaeeHHOM UJIU KOC8EHHOM KOHMaKme ¢ no-
mpebumernsmMmu, Ymo yKasblieaem Ha HeobxodumMocmsb yryqUWeHUss Ka4yecmeaea nod20Mmoe8KuU rnepcoHarna.

lMpumep 7 — UHpopmayust Moxxem 6bimb HanpassieHa 8 omaoest UHOPMayUOHHBLIX MEeXHO/102uuU, ecrnu no-
mpebumernu 8bipa)arom Hedo80JsIbCME8O npedcmassieHHoU UHopmMayuel, Hanpumep, Npu mopaosse 4yepe3s
NumepHem.

lMpumep 8 — Unpopmayuss moxxem 6bimb HanpassieHa 8 omaoesi mexHU4YecKolu noooepXKu noKynameneu
npooyKyuu, ecsiu nonayvdeHHble 0aHHbIe YKa3biearom Ha Hey0do08/1emeoOpPeHHOCMb OnepamusHOCMbIO UJTU Kavec-
meom peazuposaHusi Ha obpawerHuss nompebumened.

lMpumep 9 — UHpbopmayusi moxxem 6bimb HanpaesneHa 8 cnyxby ezaumodeltcmeauss ¢ nompebumensmu,
ecsiu nosiy4eHHbiIe daHHblie mpebyrom omeema Ha He2amus8HYH peakyuro nompebumenedl.

lMpumep 10 — Unpopmayus moxxem 6bimb HarnpassieHa sbicWeMy pyKogsodcmaeay, ecsiu yeHa u 80CNpuUHuU-
Maemasi nompebumensiMmu YyeHHoOCmb si8NIsIOMcsi cepbe3Hou rnpobremod.

lMpumep 11 — Unpopmayus moxxem 6bimb HanpassieHa abiCWeMy pyKogodcmaey, ecsiu nosiy4YeHHbie OaH-
Hble yKa3bigarom Ha NOMeHyuasnibHbIe 803MOXHOCMU 8bIX00a Ha HO8bIe PbIHKU Unu adanmayuu cyujecmeayro-
wieu npodykyuu K Hoeou KrinueHmMckKkou 6ase.

lMpumep 12 — Unpopmayus moxxem 6bimb HanpassieHa nuyam, omeemcmeeHHbIM 3a n1aHuUpog8aHue unu
uamMepeHue yodossnemeaopeHHocmu nompebumenet, ecnu Heobxodumo yb6edumbcsi @ nose3Hocmu u docmoeep-
HOCMU NoJs1Iy4YeHHoOU uHpopmMayuu u 8HeCMuU U3MEHeHUs1 8 coomeemcemayrujue npoyeccsol.

B BbiluenpuBeaeHHbIX NpuMepax nHpopmauust, HanpaeBnsemas B COOTBETCTBYOWME DYHKLUNOHAlNbHbIE nogpasae-
NEHNSA, MOXET CTUMYNIMPOBATb OPraHN3aumnio K NPUHATUIC MEP NO YNYYLWEHUIO U NPUBECTU K NOBbLILWWEHNIO CTENEHN YO0B-
NETBOPEHHOCTU NOTPEDUTENEN.
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OpraHu3auus Takke AomKHa U3y4nTb BO3IMOXHOCTE OBMeHa € NOTPeEdUTENAMIN COOTBETCTBYIOLWEN MHDOPMALNEN
00 yAOBNETBOPEHHOCTU NOTPEBUTENEN U MPUHMMAEMbBIX MEPAaX MO yNy4LWEHUD. ITO MOXET NOATBEPANTL CMOCOBHOCTL
OpraHm3aumm pearmpoBaTb Ha Npobnembl NOTpebuTenen n CTUMyNUMPOBaTh y4acTme notpebutenen B ganbHENLLEM N3ME-
PEHNN NX YOOBNETBOPEHHOCTMN.

E.3 Ucnonb3oBaHne nHdopmaumm 00 yaoBnNeTBOPEHHOCTN NoTpebnTenen

PeKoOMeHAyeTCH 0bpaTUTbCH K KOHLENTYyarnbHOWM MOAENN YAOBNETBOPEHHOCTU NOTpebutenen (cm. pasaen 4 n npu-
noxexne A), 4tTobbl yoeanTbcsi B NONHOMACWTABHOM U Pe3ynbTaTUBHOM UCNONb30BaHMUN NONMYYEHHOW MHDOPMAaLNW.

Mucpopmaumnsa 06 yaoBNeTBOPEHHOCTU NOTPEBUTENEN MOXET yKadbiBaTb HA NPOBErbl B NOHMMAHUN OXUOAHUW MO-
Tpebutenen. B atom cnyvae opraHmaaumst 4OMMKHA NPUHUMATL Mepbl, obecneunBatlone npaBuibHOE NOHUMMaHNE OXnaa-
HUM NOTpebuTenen n peanucTUYHOCTb TakKUX OXUOAHUN.

AHanorm4HeIiMm 06pasom nHpopmaumns 06 yaoBNETBOPEHHOCTN NOTPEDUTENEN MOXKET YKa3blBaTb Ha Npobenbl B BOC-
NPUATUN NOTPEDUTENAMN NONMHOTHI YAOBNETBOPEHUS X OXnaaHun. OpraHn3aunst A0IKHA CTPEMUTBCHA K MOHUMAHWIO MPU-
YMH Takux NpobenoB N NPUHUMATb MEPLI MO UX YCTPAHEHUID. ITO MOXET DObiTb CBA3AHO C YIy4YWEHNEM BOCNPUSATUSA
noTpebuTensaMmm NocTaBnAeMon NPoOAYKUMN 3a cHeT MHPOPMUPOBAHUA NOTPEDUTENEN O CBONCTBAX U BO3MOXHOCTAX NO-
CTaBNsEeMON NPOAYKUMWN, HANMPUMEP NyTEM CONOCTABMNEHUA C OTpacneBbiMM JaHHbIMW UITN NPOAYKUMEN KOHKYPEHTOB. Ta-
KOW aHanu3 n Takne AencTBUs SIBMAKTCH 3NEMEHTAMM YNPABNEHNSA B3AMMOOTHOLIEHUSAMIM C NOTPEDUTENAMM.

Mpunnoxenve OA
(cnpaBo4HoOe€)

CBeaeHNA O COOTBETCTBUU CCbINMOYHOIoO MeXxayHapoaHoro ctaHgapra
CCbITOYHOMY HauyMoHanbHOMY cTaHgapTy Poccunckoun @egepayun

Tabnwuwua HOA.1

OBo3Ha4YeHUe CCbINOYHOro CTeneHb O6o3HavYeHUe U HaUMEHOBaHNE COOTBETCTBYIOLLErO HAUMOHANBHOTO
MeXAYHapOOHOro ctaHgapTa COOTBETCTBUA ctaHgaprta Poccunckon Genepaunm
NCO 9000:2005 IDT [OCT P MCO 9000—2008 «Cuctembl MeHemKMeHTa KadvecTBa.
OCHOBHbIE NONOXEHNA U CINOBaPb»

[TpnmeyaHune—B nHacToawen tabnuue NCnNonb30BaHO crneayouee ycnoBHoe 0003Ha4YEeHNe CTENEHN COOT-
BETCTBUS CTAHOAPTOB:
- IDT — npeHTn4YHbIE CTAHOAPTHI.
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