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[lpeaucnoBue

LlennunpuHuMnel ctTaHgapTusauum B Poccumnckon PeagepaummyctaHoBneHbl PegepanbHbIM 3aKOHOM OT
27 nekabpsa 2002 r. Ne 184-03 «O TexHU4YecKOM perynupoBaHun», a npaBuna npmMmeHeHuns HauMoHanbHbIX
ctaHgaptoB — [OCT P 1.0—2004 «CtaHaapTtunsauunda B Poccuimnckon egepaunn. OCHOBHbIE MONOXEHUSA»

CBeneHNnA o ctaHaapTe

1 NMOAINOTOBIJIEH ®eaepanbHbIiM rocyaapCTBEHHBIM yUpeXaeHUeM «YpanbCKUA LLeHTP cTaHaapTM3a-
L, meTtponorun u ceptudpukaumm» (Pry «YPAINTECT») Ha ocHOBe ayTeHTUYHOro nepesoda craHaapTa,
BbIMOTHEHHOTO Y parbCckon TOProBO-nNpoMbILLIEHHOW NanaTou, yKasaHHOro B NyHKTe 4

2 BHECEH TexHunyeckum komutetom no ctaHaaptusaunm TK 417 «besonacHocTb M s PEKTUBHOCTL
MaTepuanoB, BeLlecTB, 060pyaoBaHUS U TEXHONMOTNMYECKUX YCTAHOBOK, UCNOMNb3YEMBbIX B BOAHOM XO39MACTBE»

3 YTBEPXXOEH W BBEAEH B JEWCTBUWE [MMpukasom PeaepanbHOro areHTCcTBa no TEXHNYECKOMY
perynupoBaHuto n metponorin ot 15 aekabpst 2009 . Ne 949-cT

4 Hactoawun ctaHgapT ngeHtudeH mexagyHapogHomy ctaHgapTty NCO 24510:2007 «leaTenbHOCTD,
CBsI3aHHas1 ¢ ycnyramy nnTbeBOro BOAOCHADXeHUS1 U yaaneHUa CToYHbIX Bo4. PykoBoasdulnMe yKasaHusa no
OLeHKe 1 yNydLeHnto yenyrn, okaseiBaemon notpedutenam» (1ISO 24510:2007 «Activities relating to drinking
water and wastewater services — Guidelines for the assessment and for the improvement of the service to
users»).

[Tpy NnpMMeHeHUN HACTOALLEro ctaHaapTa pekoMeHaYyeTCs UCMNONb30BaTh BMECTO CChINTOYHBIX MeXayHa-
POAHLIX CTAHAAPTOB COOTBETCTBYOLME UM HaUMOHaNbHble cTaHgapTel Poccunckon @eaepaun, ceeaeHUa o
KOTOPbLIX NpUBeaeHbl B NpunoXxeHun A

5 BBEAEH BINEPBbBIE

ViHgbopmauuss 00 U3MeHeHUSIX K HacmosuweMy cmaHoapmy nybrnukyemcss 8 eXe200H0 u3dasaeMoM
UHOpMaUUOHHOM YKazamere «HayuoHalbHbie cmaHoapmbi», a mekKcm UaMeHeHUU U rornpasoK — 8 eXKeMe-
CAYHO U30asaeMbiX UHPOPpMaUUOHHbLIX YyKazamensx « HayuoHanbHbele cmaHOapmely. B criydyae riepecmompa
(3aMeHbl) Ui OMMeEHbI Hacmosau,e20 cmaHoapma coomeemcemesyrouiee yeeoomreHue byoem ornybnukosaHo
8 eXXeMeCsIYHO U30asaeMoM UHpopMayUOHHOM yKkalamerne « HayuoHanbHbIe cmaHOapmeily. Coomeemcmeay-
fowasi UHQopMayusi, yeeooMIIeHUS U MeKCcmMbI pazMelaromces makxke 8 UH(bopMalUoHHOU cucmeme obujezo
rone308aHuUss — Ha ouuuanbHOM calime PedepallbHO20 a2eHmemea rno mexHU4ecKoMy pez2ynupogaHuro U
MempoJsioauu 8 cemu MIHmepHem

© CtaHpapTuHdopm, 2011

HacToawumn ctaHaapT He MOXeT ObITb MNOMHOCTLIO UITU YacTUYHO BOCTNIPOU3BEAEH, TUPaXXMPOBaH U pac-
MpocTpaHeH B KayecTBe oduumanbHoro nsgaHma o6es paspeweHns PegepanbHOro areHTCTBa Mo TEXHUYECKO-
MY PErympoBaHnto 1 MeTPOoorum
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BBenoeHue

CtaHpapT CO 24510 asnsieTca 0 AHUM U3 Cepun CTaHOapTOB, NOCBALLEHHbIX yCyram BOAOCHabXeHUS.
B 3Ty ceputo BXoOAT cneayiowme mexayHapoaHele cTaHaapThl:

- NCO 24510 Buokl 0desmernbHocmu, ces3aHHbIe ¢ 8000CHabXeHUeM U CMOYHbIMU 8o0aMu. PyKO80-
oaujue ykasaHus rno OUEHKe U yrnyJduweHur ycryea O1s rofib3osamerneu,

- NCO 24511 Buoskl oesmernbHocMuU, cesa3aHHbIe ¢ 8000CHabXeHUeM U CMOYHbIMU 8o0aMUu. PyKO80-
odaujue yKkasaHUus rno MeHeOXMeHMYy COOPYXKeHUU 0111 CMO4YHbIX 800 U OUEHKEe yCilye, C8s13aHHbIX CO CMOYHbIMU

godaMu;
- NCO 24512 Buokl 0desmernbHocmu, cesi3aHHbIe ¢ 8000CHabXeHUeM U CMOYHbIMU 8o0aMu. PyKO8O-

oAauue yKasaHus 1o MeHe OXXMeHMY COOPYXKeHUU O numbe8oU 800b1 U OUEHKE yCIye, C8s13aHHbIX C Numbseeol
8000U.
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HAUUWOHANBbHBILU CTAHOAPT POCCUUCKOWNW OGEOLEPAUUNMN

AEATENNBHOCTb, CBASAHHAA C YCINYIAMUA NMUTBEBOIO BOOAOCHABXEHUA
U YOANIEHUA CTOYHbIX BO[L

PykoBoaAlwue ykazaHUA MO OLeHKe U YyIyUlleHUIo YyChnyTru,
oKa3blBaeMoOM NoTpedbuTenam

Activities relating to drinking water and wastewater services.
Guidelines for the assessment and for the iImprovement of the service to users

Nata BBegeHna — 2011—01—01

1 Ob6nacTb NpUMeHeHus

Hactosawmn ctaHgapT onpeaensieT aNeMeHThl YCyr NMTbEBOro BOAOCHADXeHUA 1 yaaneHUsl CTOYHbIX
BOA, UMEKOLLIME OTHOLLEHWE U NpeacTaBNdAoLINE UHTepeC ANs noTpebutenen. B Hem Takke cogepkaTcs ykasa-
HUANA MO oNpeaeneHnto HYXa N OXuaaHU NoTpedbunteneun 1 oueHKe CTENEHU UX YOOBNETBOPEHUS.

HacTodawmm ctaHgapToM pernameHTUpyoTCA criegyolie BONPOChI:

- onpejgernexHune sisblka, ABMNSALErocs oowmm Ang pasHbliX 3anHTEPeCcoBaHHbIX CTOPOH;

- onpeaeneHne KNIYEBbIX 3NTIEMEHTOB N XapaKTepPUCTUK YCNYTU NOTPeDUTENAM;

- LUEennycnyrn oTHOCUTENBHO HYXKA U OXKnAaHNN noTpedutenen;

- PYKOBOASALLME YKa3aHUA NO yOAOBNETBOPEHUIO HYXA U OXXnaaHU noTpebutenen;

- KPUTEPUN OLLEHKN YCITYTU NOTPEDUTENAM;

- npeagcTaBneHue nokasartenen geaTenbHOCTH;

- NpUMepbl NokasaTenen AesaTebHOCTH.

B HacTosweM cTaHOapTe He paccMaTpuBaroTca crieayolne Bonpochl:

- MeToAbl MPOEKTUPOBAHUA U CTPOUTENBCTBA CUCTEM MUTLEBOIO BOAOCHADXEHUA N yaaneHUs CTOUYHbIX
BOA;

- perynupyrollas ynpasneH4yeckas CTpykTypa n MeTo4oNorns ocyLlecTBNeHNAa U ynpaslieHns Meponpiu-
ATUAMU, CBA3AHHBIMW C YCITyraMmu NUTbEBOIC BOAOCHADXEHMS 1 yaaneHuUsa CTOUHbIX BOA, BKNOYasi CoCTaBIe-
HUE KOHTPAaKTOB;

- TeMbl, OTHOCALLMEeCcA K cucteMam BHYTPU 3gaHUMN.

[MTpumevanwmne 1—Hactoawun ctanpgapt, [OCT P CO 24511 u TOCT P MCO 24512 npeactaBnsioT cObBOW
CepUIC CTaHAAPTOB Mo ycnyram BogocHabxeHus. [1oaTomy uenecoobpasHo NCrnonb3oBaTtb 3TU TPU CTaHAapTa BMECTE.

[TpumevaHne 2— CnMCOK TEPMUHOB M onNpeaeneHun B pasagene 2 apnsaetcsa obwmm ans HacTOSALWEro CTaH-
naprta, ctaHgaptoB NCO 24511:2007 n NCO 24512:2007.

[TpnmevaHune 3—Illpunoxenne AcoaepXxXut Tabnuuybl COOTBETCTBUA 9KBUBANEHTHbIX TEPMUHOB HA aHINTNK-
CKOM, hpaHLy3CKOM M NCNAHCKOM SA3blKax.

2 TepMUHbI U onpegeneHns

B HacTodawWweM cTaHaapTe NpUMeHeHbl cneayoume TepMUHbl C COOTBETCTBYIOLW UMK onpedeneHUsaMu.

TepMUH, onpeaenaemMbli B KaKOM-rMOO ApyromM MecTe HacTOosILWero pasgena, BblaeneH nonyXMpHbim
lpndpToM. 3a HUM B cKODKax cregyeT ero nopsiakoBbi HOMeP. Takon TEPMUH MOXET ObITb 3aMeHeH ero
COBCTBEHHbLIM ornpeaeneHnem.

2.1 TouyHoCTb (accuracy): [NpndnmkeHHOCTbL COOTBETCTBUSA MeXay U3MepeHHLIM nokasaTtenem 1 npuHa-
TbIM CNPaBOYHbIM 3HAYEHUEM.

U3paHune odbmumanbHoe
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[TpumevaHune 1— TePMUH «TOYHOCTb», MPUMEHSEMbBIN K CEPUN U3MEPEHUN, BKITHOHAET KOMBMHaUWMIO Cryvan-
HbIX COCTaBNAWMX U PACTIPOCTPAHEHHYIO CUCTEMATUYECKY IO OLUMDKY MINN CUCTEMATUHECKYIO MOMPELLHOCTb.

[MTpumevaHne 2— OnpeageneHne agantupoBaHo na ctadHpgaprta NMCO 5725-1:1994.

2.2 3KOHOMMUYecKaa paoctynHocTb (affordability): CnocobHOCTL ObITb SKOHOMUYECKM NpUemMeMbiM
ansinotpedutenen (2.50).

[TpnMeyaHUne— IKoOHOMUYECKAs] AOCTYNMHOCTb MOXET OLEHUBATLCS NOCPEACTBOM CTEMNEHU, B KOTOPOW NnaTta
3a ycnyrmn (2.44) moXeT BHOCUTbCH LENEeBbIMM cCOUMarnbHbIMU TpynnaMmu notpedutenen 6e3 3HauvUTENnbHbIX Hebrna-

FONPUSTHbLIX SKOHOMUYECKUX UNN COUMAanbHbIX NOCNEACTBMI AN HUX, C y4ETOM NOCOOMM n cydocnanm n nporpamMmm nomMoLLm
ans notpebutenenm ¢ HU3KMMK JoOXo4amMM.

2.3 oleHKa (assessment): [Mpouecc (2.31) unu pesynbTaTt 3TOro npoLecca — cpaBHEHMNE KOHKPETHOro
00beKkTa ¢ COOTBETCTBYHHLLUMMU CNPaBOYHLIMU AaHHBIMN.
2.4 akTuBbl (asset): ToBapbl, popMUPYIOLLKE KannTamn, UCMoNb3yemMble ANd okasaHusa ycenyru (2.44).

[TpumevaHune 1— AKTUBbI MOryT BbITb MaTepuanbHbIMU UM HEMAaTEPUanbHbIMU. [1puMepbl MaTepuanbHbIX
aKTUBOB:. 3eMI1s1, 30aHus1, TPYObl, CKBXXUHbI, pe3epByapbl, OYUCTHbLIE YCTAHOBKM, 000pyaAOBaHWe, annapartHblie cpeacTBa.
[Tpymepbl HEMaTepuanbHbIX aKTUBOB: NporpamMmmvHoe obecneveHne, 6a3sbl AaHHbIX.

[MpumevaHune 2—B onnune OT NpeaMeToB NOTPEDNEHNA B OTYETHOCTU MOXET OTpaXXarbCsa aMopTU3aLmna
aKTUBOB.

2.5 ynpaBneHue aktupamMu (asset management): lNpoueccbl (2.31), C NTOMOLLLIO KOTOPLIX CUCTEMA
KOMMYHanbHOro BogocHabxeHuna (2.53) MoXeT HanpaBnAaATb, KOHTPONUPOBAaTL U ONTUMUINPOBATL Npea-
ocTaBneHune, obcnyxuBaHue (2.19) n ncnonb3oBaHMe akTUBOB (2.4), UH(ppaCTPYKTYpbI (2.17), BKNoUas
HeobXxoauMble 3aTpaThl HA onpeaeneHHble BUabl AeATENbHOCTU (2.24) B Te4eHUE UX CpoKa CNYXOBI.

2.0 gocTtynHocTb (avallabllity): CTeneHb, B KOTOPOU UHppacTpyKTypa(2.17), akTuBbI (2.4), pecypchbl U
PabOTHUKN CUCTEeMbl KOMMYHaribHOro BoaocHabxeHuUA (2.53) moryT adppekTUBHO NpeaocTaBnsATh YCny-
ru (2.44) notpedburtenam (2.50) B COOTBETCTBUM C onpeaeneHHbIMU BUgamMmmn AeATENbHOCTU (2.24).

2.7 MecTHoe coobwecTBO (community): OgHO NN HECKONBKO PUINYECKNX UMK FOpUONYECKUX NALL U B
COOTBETCTBUM C HALUMOHAaNbHbIM 3aKOHOAAaTeNbCTBOM UMMM MEeCTHOU NPaKTUKOW X accoumalnn, opraHmsaumnm
MK rpynnbl, UMerLWne MHTepecC B TON cgpepe, rae npegocrtasnaetca yenyra (2.44).

2.8 cTeneHb AocToBepHOCTU (confidence grade): OueHKa (2.3) kKavyecTBa (2.32) OTHOCUTENLHO NoKa-
3aTenen TOMHOCTU (2.1) M HaAeXHOCTU (2.37).

2.9 coeauHeHue (connection): Habop puruanyecknx KoOMNOHEHTOB, 0becnevynBatoL X CBA3b MEXAY TOY-
KOWU AO0CTaBKMU (2.26) 1 MECTHOU BOACNPOBOAHOWN MarucTpansio N Toukon coopa (2.25) n kaHanusaumnen.

[TpumevaHune 1—/[nscncrtem NMTbLEBOro BOAOCHAGXKeHNA (2.12) B HACTOsILWEE BPEMSA UCMONb3YETCH TEP-
MWH «OTBETBINEHNE TPydonpoBoaa», HO COEQUHEHNE MOXET BKNOYATE KOMIMOHEHTbI, OTNIMYHbIE OT OTBETBIIEHMW, HANPUMep
KNnanaHbl, CHETHUKN U MNp.

[TpumevaHune 2—B aHmMoroBopsilWMxX cTpaHax ansi CUCTeM yaaneHna CTOMHbIX BoA (2.52) Takke MOXET
NCMONb30BaTLCH TEPMUH «APEHaXHas CUCTEMA»; COEAMHEHNE MOXET TakKXe OCHALWLATbCA AONONMHUTENBbHBLIM 060pYa0Ba-
HUEM.

2.10 oxBart (coverage): CTeneHb, B KOTOPOWN aKTUBbI (2.4) CUCTEMbI KOMMYHaNbHOro BoAaoCHabxe-
HUA (2.53) No3BONAIT NpeaocTaBNAaATb yenyru (2.44) notpebuTtenam (2.50) BHyTpM onpegeneHHoro panoHa
ee OTBETCTBEHHOCTMU.

2.11 nuntbeBagd Boga (drinking water): Boga, npeagHasHavyeHHaa A4nsi noTpedbneHnst YenoBEKOM.

[TpumeyaHune— TpeboBanuna (2.40) K cneundurkaumsm no KavecTny (2.32) NUTLEBOW BOAbI B LIENOM Onpeae-

NAKTCH HAUMOHAINBHBIMY KOMMNETEeHTHbIMM opraHamm (2.36). PykoBogsiwmne ykazaHms ycTaHOBIEHbI BCEMUPHON OpraHu-
3aumnen 3gpasooxpanenuns (BO3).

2.12 cuctemMa nuTbeBOro BoaocHabxeHua (drinking water system): MatepunanbHble akTUuBbI (2.4),
Heobxoaumble ANsl U3BNeYeHUS, CYNCTKN, pacnpeaeneHnd Unn nocTaskn NUTbeBOM BoAbl (2.11).

2.13 abdekTUBHOCTDL (effectiveness): CTeneHb, B KOTOPOU peanmayroTCcd NaHUupyeMblie MeponpuUsTUS
N OOCTUraroTCA NNaHnpyeMble pe3ynbTaThl.

[NCO 9000:20095]

2.14 koadchduumneHT nonesHoro pgencrteua (KMNpQ) (efficiency). OTHoWEeHUe mMexay AOCTUMHYTHIM
pesynbTaToM U UCTMOJNb3OBaHHbLIMK pecypcamu.

[NCO 9000:20095]

2.15 okpyxawwasa cpeaa (environment): OKpyXeHne, B KOTOPOM paboTaeT opraHnsauunst, BKIovas
BO34YX, BoAy, 3eMo, NpupodHble pecypckl, priopy, dayHy, ntogen u nx B3aMMmooTHOLLEHUA.

IMCO 14001:2004 ]
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[TpumedaHune 1— TepMUH «OKPYXXEHME» B 3TOM KOHTEKCTE pacLlIMPEH OT OKPYXEHUA B paMKax opraHn3aumm
10 rmodanbHON CUCTEMBI.

[TpumedvdaHune 2—[dna uenen npuMeHEHN HACTOSWEro cTaHgapTa oKpyXxatrLwas cpega cHMTaeTcs cneum-
dnyeckon 3amHTepecoBaHHOWN CTOpPOHOW (2.47). VIHTepecbl AaHHOW cneundPunyeckon 3anHTepecoBaHHOWN CTOpO-
Hbl (2.47) MOIryT NPeacTaBnsTb KOMNETEeHTHbIE opraHbl (2.36), MecTHble cooblwecTBa (2.7) unu apyrme rpynnbl, Hanpw-
Mep HenpaBuTENbCTBEHHbIE opraHn3aumm (NGO).

2.16 nokasatenb (Indicator): [lapameTp nnn sHadveHne, NoNy4YeHHoe 13 NapamMeTpPoB, AdaloLlne MHEPOoP-
MaLuio 0 paccMaTpUBaAaeMOM ODBLEKTE, 3HAYMMOCTb KOTOPOW ropasao Bbille, YEM 3HAYMMOCTb, HEMOCpe-
OCTBEHHO accoLUuMpylolaacya co sHadyeHeM napameTpa.

[MTpunmevaHnunme 11— Onpegenenne agantnposaHo n3 gokymeHta O3CP «OcHOBHblEe HAbOpbI NOKa3aTeneun
05 aHanu3a gesaTenbHOCTU Mo 3awmTe okpyxaruwewn cpegbi» [10].

[Tpumevanune 2—IllokaszaTenn MorytT OTHOCUTBCH K KOHTEKCTY, YCIOBUAM, CpeacTBaM, MEPONPUATUAM UMK
BUAAM OEATENbLHOCTHU (2.24).

2.17 nHpacTpykTypa (infrastructure): Cuctema  mMaTtepuanbHbBIX  CTaUUOHAPHBLIX  aKTU-
BOB (2.4) — OCHOBHbIX CpeACTB, HEODX0AUMbIX ANd 3KcnnyaTaunun CUCTeMbl KOMMYHanNnbHOIro BoAOCHab-
XeHua (2.53).

[MTpumevaHune 1— OnpegenedHne agantupoBaHo na cradHgaprta NCO 9000:2005.

[TpunmevaHnune 2—[Onacucrtembl KOMMYHaNbHOIro BOAOCHA0XeHUA (2.53) MOXET DbITb TakKe HEODX0ANMO
NCMONIb30BaHNE TEXHUYECKOro 0bopyaoBaHus Anst TPAHCNOPTUPOBAHUS, KOTOPOE HE ABNSETCS CTaUNOHAPHbLIM (Hanpumep,
rpy30Bble aBTOMOOUNN, PyproHsl, ByTbiNn), HA NOCTOAHHOW UITN BPEMEHHOW OCHOBE UITN B YPE3BbIYaWHbIX CUTyauusx. Pe-
KOMEHAYETCH NCNONb30BaTh TEPMUH «MHAPACTPYKTYPa» TONbKO ANS CTauMOHAPHOro 060pyaoBaHns U yCTaHOBOK.

2.18 npepbiBaHue (interruption): Cutyauunsa, korgaycnyra (2.44) HegocTynHa.
[TpunumeyaHwmne—IllpepbiBaHNS MOryT ObITb MNAHOBLIMU UITU HE3ANNMAHUPOBAHHbLIMM.

2.19 obcnyxuBaHue (maintenance). KomobuHauus Bcex TeXHUYECKUX, adMUHUCTPATUBHLIX U yNpaBs-
NeHYecKnxX AeNCTBUN B NpoLecce cpoka cnyobl akTuBa (2.4) B Lensax nogaepKaHus ero B COCTOAHUN, B KOTO-
POM OH MOXET BbINONHATL TpebyeMble PYHKUUN, UMY BO3BPAaLLEHUS ero B Takoe COCTOSIHUE.,

2.20 MeHeaAXMeHT (management): CkoopaAnMHUPOBaHHLIE MEPONPUATUA ANA ynpaBieHUa opraHnsaum-
e U KOHTpONA 3a Hel.

[CO 9000:2005]

[TpumevaHnne 1 —B aHMUNCKOM A3bIKE TEPMUH K MEHEKMEHT» MHOIAA OTHOCUTCH K NIOASAM, T. €. K NTNUY UIn
rpynne nuu, MeLWnX NONMHOMOYNA N HECYLLMX OTBETCTBEHHOCTb 3a PYKOBOACTBO OpraHmn3aunen U KOHTPOIb Ha4 HEW.
Korga crnoBo «MEHEeMKMEHT» UCMNONb3YETCA B 3TOM CMbICIE, BCerga cneayet AOnoNHATb €ro Kaknm-nmbo yTouHEHUEM

BO n3bexXaHne nyTaHnubl C MOHATUEM « MEHEMKMEHT», MPUBEAEHHbIM Bblle. Hanpumep, BblpaXXeHne « MEHEMKMEHT A0I-
KEH ...» HE MPUBETCTBYETCH, @ BbIPAXKEHNE « TOMN-MEHEPKMEHT JOIMKEH ...» BMOMHE MPUEMIIEMO.

[TpumevaHne 2— TepMUH «k MEHEMKMEHT» MOXET ONpeaensATbCH TON cdhepon, K KOTOPON OH OTHOCUTCH B KOH-
TEKCTE, HanpuMep: MEHEOXKMEHT B cApepe 34paBoOOXpaHEHNs, MEHEPKMEHT B CPEPE OXPaHbl OKPYXaloWen cpeabl, MEHEA -
XMEHT PUCKOB U T. A.

2.21 cuctema MeHegXMeHTa (management system): Cuctema ansa paspaboTKn NONMUTUKA U Lenen v
OOCTUMXKEHUSA 3TUX Leneu.

[CO 9000:2005]

[TpnumeyaHune—Cucrema MEHEQKMEHTA CUCTEMbI KOMMYHAaNbHOro BOAOCHA0XeHNA (2.53) MOXET BKINHO-

YyaTb Pa3Hble CUCTEMbI MEHEKMEHTA, HANPUMEP: CUCTEMY MEHEMKMEHTA KavecTBa (2.32), cuctemy UHAHCOBOIO MeHe-
XXKMEHTa NI CUCTEMY MEeHe)KMEHTA B cdhepe OKpyKaloLen cpeab.

2.22 nokanbHaa cuctema (on-site system): Habop dpmsndecknx aktuBoB (2.4), HeoOXOANMEIX ONA
MOCTaBKM NMUTbeBOU BoAbl (2.11) nnu cbopa n oUYUCTKM CTOYHbIX BoA (2.51) 6e3 pusnyeckoro coeguHe-
HUA (2.9) c ueHTpann3oBaHHbLIMU YCTAHOBKAMU CUCTEMbl KOMMYHaNbHOIo BOAOCHabXeHUA (2.53).

2.23 onepartop (operator): Jluuo unu opraHmnsauus, BeINosHAKOLWME NoOBCegHEBHbIE NpoLueccehbl (2.31) U
MepOonpuUAaATUA, HeobxoamMmMble AN oKasaHUa ycnyru (2.44).

[MTpunmevanume 1—[Ona gaHHOW CUCTEMbl KOMMYHANIbHOro BOAOCHa0GXeHMA (2.53) moxeT BbITb OgWH UNu
HECKOINBbKO ONEPAaTOPOB, HANPUMEP OTAENbHbIE onepaTopbl Ans yenyr (2.44) no ynpaBneHnto yCTaHOBKaMW, BbICTABIIEHUIO
CYETOB M PEMOHTY. VX 3agaum onpeaensoTcs OTBETCTBEHHbIMM opraHamm (2.42). Oneparop MOXET nepegarb HEKOTOPLIE
cBou pyHKUMK cybnogpsadunkam, eCnm 310 A0NyCKaeTCcs OTBETCTBEHHBIM OPraHoOM.
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[MTpumevaHnune 2— Oneparop (onepartopbl) MOXET KOPUANYECKM OTNUYATBCSH UM HE OTNMYaTbCH OT OTBe-
TCTBEHHOro opraHa (2.42). OHn moryT 6bITb rocygapCTBEHHLIMU UMK YaCTHLIMW. [TpuMepbl, KOrga OTBETCTBEHHbLIW OpPraH u
oneparop PNANYECcKN He OTNNYAIOTCA APYr OT gpyra. TEXHUWYECKMW OTAEN MyHMUMNanuteTa, cneunanbHoe nogpasgerne-

HWE permMoHanbHOro opraHa snactu. [lpumepsbl KOPUANYECKN OTNTIMHAIOLLIMXCHA OTBETCTBEHHOIO OpraHa u oneparopa: obec-
TBEHHas opraHn3auus, YacTHas KOMNaHus, Menkum noapsaauvk, HenpaBUTENbCTBEHHAA OpraHmn3aLumns, KoonepaTmB.

[TfpumevdyaHnune 33— B KOHTEKCTE HACTOSILLEro cTaHaapTa «oneparop» He SABNAETCH NMULOM, HAHATBIM OpPraHu-
3aumnen ans ynpaeneHns eanHnuen obopyaoBaHus nnu npoueccom (2.31).

2.24 peATenbHOCTDL (performance): JocTkeHUs B Xoae MeponpuaTus, npouecca (2.31) unm opraHu-
3aLun.

2.25 TO4Ka cbopa (point-of-collection) (cTouHbIX BOA): Pusnveckas puKCMpoBaHHas rpaHuLa, Bblle
KOTOPOWU MO HanpaBneHUo NOTOKa CUCTEeMa KOMMYHanbHOIo BoAOCHabXeHUA (2.53) He HeceT obLLen lopu-
ONYeCcKoN OTBETCTBEHHOCTU 3a yenyry (2.44) unn UHppacTpykTypy (2.17).

lMpumep — Mpanuya mexdy YyacmMHbLIM U 06U eCME8eHHbIM UMY UW,eCMaoM.

[MTpumevaHune 1— Touka cbopa B LENOM ONpeaensieTcsi B cornaweHunmn ob ycnyre (2.45).

[TpnmevaHnue 2—B uenom paboTHUKM CUCTEMbI KOMMYHANbHOIO BOAOCHADXEHNST HE 0DNagaT puagnyec-
KUMKW MONMHOMOYUSMMN HA MONy4eHne NpsMoro hnan4ecKkoro 40CTyna K yCTaHOBKaM, PacnonoXeHHbIM Bbille TOHKM cbopa no
HanpaBneHunto NoToKa.

2.26 Touka gocTaBKU (point-of-delivery) (nuTbeBon BoAbl): PUsnyeckaa pUKCUpoOBaHHaA rpaHuua,
HUXKE KOTOPOW NO HanpaeeHUo NoOTOKa CUCTeMa KOMMYHanbHOro BoaocHabxeHua (2.53) He HeceT 0bLLEeN
lopuandeckon OTBETCTBEHHOCTU 3a yenyry (2.44) Uni UHppacTpyKTypy (2.17).

lMpumepbr — Kopobka coeduHeHus (2.9), cyemyuk, 2paHuya Mexoy 4YacmHbiM U obuwecmeeHHbIM UMY-
ujecmeom.

[TpumevaHune 1— Touka goCTaBKM B LENOM ONPeaensieTcsi B cornaweHunmn ob ycnyre (2.45).

[TpnmevaHnue 2—B uenom paboTHUKM CUCTEMbI KOMMYHaNbHOIO BOAOCHAOXEHNST HE 0DNagaT opugnyec-
KWMW MONMHOMOYUSIMY HA NONyYeHne NPSMoro uanyeckoro A0CTyna K ycTaHOBKaM, PacnonoXeHHbIM HUXE TOUKM AOCTABKN
NO HaNpaBNeHWIo NOTOKA.

2.27 TO4Ka cbpoca (point-of-discharge): dusmnueckas puUKCcMpoBaHHaga rpaHuLa, rae oobIMHO NMPOUCXO-
OUT cOpoc cToUHbIX BoA (2.51) noTpebuTtenem (2.50) ona cbopa n yganeHus.

lpumepbli — PakosuHa, yHUmaas.

2.28 TOouKaucnonb3oBaHUA (point-of-use): Pusnveckasa puKCcMpoBaHHaga rpaHmua, raoe oobIYHO NOTpe-
ouTtenb (2.50) 3abupaeT BOAY AN NCMOMb30BaHUS.

lMpumepbl — KpaH, numbegot ¢hoHmaH4YuK obuwe20 docmyna.
[MTpumevaHune 1— Toyka MCNoNb30OBaHUA MOXET HAXOAUTBCA B HAaCTHOW UMK 0DLWEeCTBEHHON CODCTBEHHOCTMN.

[TpumevaHue 2— To4yka NCMONMBb3OBAHUA MOXET COBNaAaTh C TOMKOWN AOCTABKM (2.26), Hanpumep B cry4vae
NMMTBLEBOIO ooHTaH4YMKa obLero gocryna.

2.29 ueHa (price): KomneHcauunsa B AeHEeXHOM UINMX APYroM BhlpaXKeHUM 3a NOCTaBKy NpoAyKTa Ui okasa-
HUe ycnyru (2.44).

[ PMMEYaAaHWE— D:l,e NnpuemMIiiemo, LeHa BblpaXaertcHd B OTHOWEHUN eANHULbI NPOAYKTAa UITN YCITYTN.

lMpumep — Llerna Kybu4ecko20 mempa numbegolu 800b! (2.11), yueHa nodcoeduHeHus (2.9) 3a 20 mempoe e
OJTUHY.

2.30 npouepypa (procedure): OnpegeneHHbIn cnocob OCyLECTBNEHUSA MEPONPUATUSA UK npoLuec-
ca(2.31).

[TpnmeyaHune—Illpoueaypbl MOIyT BbITb AOKYMEHTUPOBAHbI UIMN HE AOKYMEHTUPOBAHDI.

2.31 npouecc (process). Habop B3aMMOCBA3aHHbLIX UM B3aMMOAEUCTBYHOLMX MEPONPUATUN, C
MOMOLLIbIO KOTOPbIX BITOXKEHUA Ha BXoAde TpaHCOPMUPYHOTCA B pesynbTaThl Ha BbIXoAe.

[MCO 9000:2005]

2.32 kadecTtBo (quality): CTeneHb, B KOTOpPOU HabOOPp HEOTLEMIIEMbLIX XapaKTePUCTUK COOTBETCTBYET
TpeboBaHuaAM (2.40).

[MCO 9000:2005]
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[TpunmedyaHwmne— CywecTBYET HYETKOE pasnnymne Mexay Kav4ecTtBoM npogykra [nnteeBon Boaown (2.11) nnu
OYNLLEHHBIMU CTOMHBIMW Bogamu (2.51)] n kavectBom yenyru (2.44). Hactosiwmy ctaHaapT He Coaep KT crneundmkaumnm
No Ka4eCcTBY NPOAYKTa.

2.33 HopMa npubbInu (rate ofreturn): NMokasatenb NpPUOBLINBHOCTU NPOEKTa B NPOLLEeHTaX, paBHbIN JOXO0-
[y OT MpoeKTa, noJefIieHHOMY Ha MHBECTULIMN B MPOEKT.

[TpwumeyvaHwmne—lleprnoa onpegenenns Nokasarens MOXeT ObITb paBeH rogy nnu CPoKy UHBECTUPOBAHWA.

2.34 3aperucTpupoBaHHbIN NOTPeOUTenNb (registered user), 3akaszunk (knneHT): MoTpedbutenn (2.50),
0719 KOTOPOro pPerucTpupyeTcsd CooTBETCTBYOWAada MHopMaLUnusa oTBeTCTBEHHbIM OpraHoM (2.42) nnu one-
paTopom (2.23).

[TpumMmevyaHWne— TepMUH «3aKasuuK (KIMEHT)» MOXET CHMTATbCH CUHOHMMOM, €CNKU 3aKa3vynK UMEET KOMMEP-
YECKNe OTHOLIEHUS, HAaNPUMepP B paMKax cornaweHna ob ycnyre (2.45), ¢ CNCTEeMOW KOMMYHanNbLHOro BOAOCHa0Xe-

HUA (2.53). TepMUH «3aKas4vmK (KITMEHT)» B HACTOSILLEE BPEMS UCTIONB3YETCH B TAKMX BbIPaXXEHUSIX, KaK «B3aUMOENCTBUE
C 3aKasumkammn», KKIMMEHTCKNE OTHOLLEHNSA».

2.35 BoccTaHoBneHue (rehabilitation): deucteue, BOCCTaHaBnMBarwwee onpeaeneHHbI YPOBEHb
UHPaCcTPYKTYpbI (2.17) UM COBEPLUEHCTBYOLWEee ee ANA OOCTKeHUA bonee BLICOKOro YPOBHS AeATeNb-
HOCTU (2.24).

2.36 KoMneTeHTHbIN opraH (relevant authority): 'ocynapcTBeHHbIN (0OLWECTBEHHLIN) OpraH, UMeroLWniA
NpaBo yCTaHaBNMBaTb OOLLYI0 MNONMUTUKY, NNaHbl N TpeboBaHua (2.40) Unn npoBepATb COOTBETCTBME 3TUM

npasmnam no BCEM CUCTeMaM KOMMYHanbHOro BoaocHabxeHua (2.53), BXoadwWMM B ero cpepy Komne-
TeHLWN.

Mpumepbl — HayuoHanbHble, pe2uoHanbHble UNTU MeCMHbIe npasumesnibcmea, 20cydapcmeeHHbie (06-
wiecmeeHHbIe) op2aHbl, pe2yupyrouwjue UHcCmaHyuu.

[TpumeyvaHwmne— [nsa KOHKPETHON CUCTEMbI KOMMYHAINbHOIO BOAOCHAOXKEHUSA MOXET OblTb HECKONBKO KOMIE-
TEHTHbIX opraHoB, obnagatowmx KOMNETEHLMEN B Pa3HbIX 0bnacTsx.

2.37 HagexHocTb (reliability) (nHdopmaunn): CTeneHb yBepeHHOCTU B UHpOpMaLUK Npu npeacTaBe-
HAW UMN CLLEHUBaHUN COOTBETCTBYIOLLEro paccMaTpUBaEeMOro obdbLekTa.

[TpnumeyaHwune—VHpopmauma MOXET ObiTb B BUAE AaHHbIX, nokKa3arenen (2.16) wnn npubnuantenbHbIX
OLIEHOK.

2.38 HageXxHocTb (reliability) (aktuea, npouecca): BeposaTHOCTb, UTO YCTPOUCTBO, cUCTEeMa UM NPO-
uecc (2.31) 6yayT BLINOMHATL NpeanuceiBaemMyro UM pyHKLMIO B6e3 cboeB B TeUeHNe onpeaeneHHoro BpemMeHu
NPWY KOPPEKTHOM ynpaBleHUX B OrOBOPEHHOU OKpyXKatoLlleun cpeae.

2.39 peMoHT (repair): lenctsmMe B OTHOLUEHUM HECOOTBETCTBYIOWEro nNpoaykra, odbopyaoBaHUsa UNn
npucnocobneHnsa ¢ Lenbio caenaTb UX NpuemMneMbiMn 4nst ICNONb30BaHUA NO Ha3zHa4YeHUo, HO NMPU 3TOM He
M3IMEHAA NepBOHavalbHbIe NapaMeTphbl Npoaykta, cbopyaoBaHUa UK NpUcnocodbneHus.

MpumevaHune 1— OnpeaeneHne agantuposaHo na ctadHgaprta MCO 9000:2005.

[TpumedaHune 22— PeMOHT BKIIOYAET yCTPaAaHEHNE HENCTIPABHOCTEN B OTHOLWEHUN NPOAYKTa, paHee COOTBE-
TCTBOBAaBLLEro TpeboBaHUAM, B LENsIX ero BOCCTAHOBNEHUS AN AanbHEWLLEro ncnonb3oBaHUSA, HaNnpumep, Kak 4acTb 06-
cnyxuBaHua (2.19).

[ PUMEYAHMWE 3 — PeMOHT MOXET NOBIMUATb HA YacTw HEeCOOTBETCTBYHOLWETO Nnpoaykra niimn MISMeHUTb UX.

[TpumevaHune 4—PemOHT MOXET BbITb NNAHOBBLIM [HANpUmMep, NnpodunakTnieckoe oocnyxuBanue (2.19)]
NI BHENNAHOBLIM (HAaNpuUmMep, B Cny4ae nosioMKu).

2.40 TpeboBaHue (requirement): NoTpedbHOCTL UMK OXUaaHUe, KOTopble CPOPMYNUPOBAaHLI, B LIENTOM
noapasymMeBaroTCA UNK SIBNSIOTCA 0bA3aTeNMbHbIMMA.

[CO 9000:2005]

[TpwnmMmeyaHmne— BolpaxeHne «B LeNoM NogpasymMeBatoTCs» 03HAYaET, YTO 3TO 0ObIYHAasA NpakTuKa gnst CUCTe-
Mbl MMTBEBOIO0 BOAOCHABXEHUS NN yaaneHus CToYHbIX Bo4, noTpebutenen (2.50) yenyrm (2.44) n apyrmx 3anHTEpPECO-
BaHHbIX NUL, YTO paccMmaTpuBaemMas NoTPebHOCTbL UMK OXXnaaHue NoapasymMeBatoTCs.

2.41 otxopabl (residues): CybnpoayKTbl, NonyyYeHHbIe B pe3ynbTaTe pasnnMyHbix npoueccoB (2.31), BO3-
OeUCTBYHOLWNMX Ha NUTbeBYK Boay (2.11) N cTouHble BoAbl (2.51).

[ PMMEe4yYaHWE— OTXOJEI,I:I MOIYT ObITb KUOAKMMU, TBEPObIMMA, rasooGpasHblmm Ui CMEeLLaHHBIMN.

lMpumepsbl — psizb, 0Ca00K OMCMOUHUKa, NeCOK Us1u 2pasull, Macrsio, Mycop.
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2.42 oTBeTCTBeHHbIN opraH (responsible body): OpraH, Hecywni OOLLYIO IOPUONYECKYIO OTBETCTBEH-
HOCTb 3a OKasaHue ycnyr (2.44) no npegoctasneHUo NUTbeBOU BoAdbl (2.11) nnu yaaneHMo CTOYHbIX
BoA (2.51) ana gaHHoro reorpadpuyeckoro pamoHa.

lpumep — MecmHbiIti unu MyHuyunanbHbil op2aH efracmu (Hanpumep, adMuHucmpauyusi 2opoda, cerne-
HUs1), pe2auoHasibHasi aOMuHUcCmMpayusi, HayuoHasibHoe unu ¢gedepasnibHoe npasumesibcmeo, delcmeayroujee Yye-
pe3 cneyuanbHoe 8edoMCcmeo0, Uslu YyacmHasi KOMnaHusl.

[MTpnmevanHune 1— OTBETCTBEHHbLIN OPraH MOXET BbITb rocyaapCTBEHHbLIM UIMTU YACTHbLIM.

[ITpumedvdaHune 2— OTBETCTBEHHbIN OpPraH AEUCTBYET B paMKax 3akoHodartenbCcrea u NnormHOMOYNN, YCTaHOB-
NTEHHBIX KOMMNETEeHTHbIMM opraHamm (2.36); OH BbIbupaeT cTparernto, KOHKPETHbIE NPUHLUMMNLI, 34aNTUPOBAaHHbLIE K XapakK-
TEPUCTUKAM CBOEND panoHa OTBETCTBEHHOCTU, U ODLLYIO OpraHn3aunto COOTBETCTBYIOLWEN CUCTEMbI KOMMYHAaSNIbHOIO BO-
AOCHabXeHuA (2.53).

[TpumevaHune 33— OTBETCTBEHHbIW OPraH MOXET 3KCMNyaTMpoBaTb CUCTEMY KOMMYHAaINbHOIO BOAOCHAaDXe-
HUSA HANPAMY0 ¢ NOMOLWbIO CODCTBEHHbLIX CPEACTB YEPE3 BHYTPEHHENO onepaTtopa [MPAMOW UMM BHYTPEHHUA MeHeAa-
XMeHT (2.20) nnn BHYTPEHHUN MECTHBLIW] UMK MNOPYHUTb OQHOMY UITU HECKOIBbKMM onepaTtopam (2.23) BbINONHEHWE Onepa-
LMA (MEHEQXKMEHT «MN3 BHELLHUX NCTOYHUKOB» U NO KOHTPAKTY ).

2.43 orpaHudveHue (restriction): Cutyauund, korga ycnyra (2.44) He oTBedaeT YyCNOBUAM AOCTYMNHOCTMN,
OrOBOPEHHLIM B cornaweHnn od ycnyre (2.45).

[ PUMEYAHWE — OrpaHH‘-IEHHFI MOTYT ObITb NTAHOBLIMW UITU BHENTTAHOBbLIMMW.

2.44 ycnyra(service): PesynbtaTt npouecca(2.31).

[Tpunmevanmne 1—O0npegeneHne aganTtUpoOBaHO W3 OMpedeneHns TepMuHa «MNPOoAyKT» B CcTaHpapTte
NCO 9000:2005.

[TpumevaHune 2— YCnym ABNAKTCA OQHON U3 YETbIPEX BUAOBLIX KATEropun NPO4yKTOB BMECTE C Nporpam-
MHbIM OBecnevennem, annaparHbiMK CPEACTBAMU U TEXHONOMMYECKUMN MaTepunanamn. MHorne npoayKTel BKITIOYALOT 3ne-
MEHTbI, NPUHaANexauwme K pasnmyHbiMm BUWAOBbIM Kateropnsam. OT JOMUHUPYIOLWErO 3NeMeHTa 3aBUCUT, MOXET N NPOAYKT
Ha3bIBATbCH YCNYyron.

[TpumevaHune 33— Ycnyra gBNSAETCsH pe3ynbTartoM Mo KpanHen mepe 0gHOro 4eNCTBus, KoTopoe B 0653a-
TENbHOM MNOPSAAKe BbINONHAETCS HA CThIKE B3aMMOAENCTBUA NOCTABLLMKA YCIYTU U, BO-NEPBLIX, ee noTpebutensa (2.50), a
BO-BTOPbLIX, 3aUHTEpPEeCOBAHHOW CTOPOHLI (2.47). Ycnyra obblMHO HemMaTepuanbHa. [pegoctaBneHne yenyrm Moxer
BKINOYaTb, HAaNpumep, cregyroulee:

- AEeAATENBbHOCTb B OTHOWEHUN MaTepPUanbHOro NPoAykTa, NOCTaBnsaeMoro noTpedbnTenem, HanNnPUMepP CTOUYHbIX
Bon (2.51);

- AEesAITENBbHOCTb B OTHOLWEHNN HEMATEPUANBbHOIO NPOAYKTAa, UCXOASIWEro OoT NnoTpebuTens, Hanpumep obpaboTka
3aKa30B Ha HOBOE noacoeaAnHeHwe (2.9);

- MOCTaBKa HeMartepuarnbHOro NpoaykKra, HarnpmMmep NocTaBka MHPoOpMauuu,;

- cO34aHUne OKPYXeHUA ans notpebutens, Hanpumep obcnyxmneawmx opncos.

[TpumevaHnune 4— Cnoeo service (ycnyra; cnyxda) B aHIMUNCKOM A3bIKE MOXET TAKXKe OTHOCUTBLCS K Hopuamn-
YECKOMY Ny, OCYLWECTBNAOLWEMY AENCTBUSA, OTHOCALWLMECSH K pacCMaTpUBaeMoMy BOMNPOCY, Kak, Hanpumep, nogpasyme-
BAETCH B BbIPpaXXeHUsX bus service (aBTobycHoe cooblieHune), police service (nonuuenckas cnyxba), fire service (noxapHas
cnyx6a), water or wastewater service (BogocHabxXeHne nnum yganeHne CTouHbIX BoA). B 3TOM KOHTEKCTE CNoBO Service noa-
pasyMeBAaET IOPUANYECKOE NMNLO, OKasbiBaloWee yenyry (Hanpumep, «nepeBo3ka NaccaxXupoBy, «obecriedeHne obulec-
TBEHHON BE30NACHOCTUY, «MOXAPHAA 3aWMTa U NOXKAPOTYLWEHNE» U «A0CTaBKa NUTLEBOW BOAbL!I UMK COOP CTOYHBIX BOAY ).
Ecnin cnoBo service NOHMMaeTcs Takmm 0bpasom, water service (BogocHabxenune) asnsercs cmuHoHnmom water utility (cwnc-
TeMa KOMMYHanNnbHOro BoAOCHabxeHnA) (2.53); NnosToMy B HACTOSIWLEM CTaHAapTe BO n3bexaHne nytaHuLbl NPUMEHSET-
CS TONbKO onpeaeneHne B nyHkTe 2.44.

2.45 cornaweHue o6 ycnyre (service agreement): loctuxkeHne 4OroBOPEHHOCTN MeXay 3aperncTpu-
poBaHHbLIM notpedutenem (2.50) 1 cUCTEMON KOMMYHanbHOro BoaocHabxeHua (2.53) Ha yCnoBUsIX
npeaocTaBneHnUsa ycnyru (2.44).

lTpumep — Konmpakm.

[ PUMEYAHWE — Cornawenue o6 VCITyre moxert ObITh rnoapasymeBaemMblM UTTN ACHO BblPpa>XeHHbIM.

2.46 panoH obcnyxuBaHua (service area): MecTHbIW reorpadnyeckin pamoH, Ha KOTOpPbIA pacnpoc-
TpaHdaeTca lopuaudeckas Unn KoHTpakTHad 0b43aHHOCTbL OpraH1sauMm No npegocTaBneHno yenyru (2.44),

[TpumeyaHwmne—IlpaHnubl panoHa obecnyXMBaHMsa MOryT cCoBnagartb C NOIMTUYECKUMU rPpaHnLLaMn (Hanpumep,
KOMMYHaInbHOE X035IMCTBO ropoaa), Moryt ObiTb YCTAHOBIEHL! 3aKOHOAATENBHBIM aKTOM (Hanpumep, co3gaHne panoHHOro
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KOMMYHaIbHOIo X035MCTBA) UMK COrMaleHnaMU MeXQy PasHbIMU IOPUCONKUMAMU [HanpumMmep, cornawleHnst Mexay ropoga-
MW O NMPEeaOCTaBNEHNM YCNYT NO yAaneHuo CToMHbIX BoA (2.51)].

2.47 3aMHTepecoBaHHasa cTopoHa (stakeholder): Jlnyo, unu rpynna, nnu opraHmnsaung, sanHTepeco-
BaHHbIE B AeATeNbHOCTU (2.24) unun ycnexe opraHmnsayunn.

lNpumepsr — lNMompebumenu (2.50) u cobcmeeHHUKU 30aHul, KOMIemeHMHbIe opa2aHbl (2.36), omeem-
CMeEeHHbIe op2aHbi (2.42), onepamopsbi (2.23), pabomHuKu onepamopa, HeuwHUe nocmasuwuku npooyKyuu, no-
cmasujuku dpyaux ycnyea (2.44), nodpssd4yuku, Mecmmrsbie coobuecmsa (2.7), 3aKka3qyuku u accoyuayuu no 3awjume
OKpyxXarouwjel cpedbl, puHaHCO8bIe UHCMUMYMbI, HAY4YHbIEe U MEeXHUYeCKuUe op2aHu3ayuu, nabopamopuu.

[Tpumevanumne 1— OnpegeneHne aganTUpPoOBaHO U3 OMNnpeaeneHns «3anHTepecoBaHHas CToOpoHa» B CTaHOap-
Te NCO 9000:2005.

[TpumevaHune 2—B uensax npMMeHeEHNs HACTOALWEro CTaHaapTa oKpyxeHune (2.15) cuntaertca cneymndundec-
KOW 3aUHTEPECOBAHHON CTOPOHOM (CM. 2.15, npumedanue 2).

2.48 ycTonuuBoe pa3Butue (sustainable development): Passutne, kotopoe yaoBnNeTBOpSAET NOTPeb-
HOCTU HACTOSILWEro MOoKONeHUda, He noaBeprasi pUcky cnocobHOCTL OyayLWMX MOKONEeHWN yOOBMNETBOPATH
cOBCTBEHHbIE MOTPEBHOCTN.

2.49 Tapudy (tariff): CTpykTypupoBaHHble 0DOWEAOCTYNHLIE 3NEeMEHThI, MNO3BOMNAKWNE paccynTaTb
LeHY (2.29), ynnadynBaemyo 3a NpoaykT unnyenyry (2.44).

lMpumep — TeepOdbiu (eQuHbIl) mapugh 3a Kybudeckuu memp numbeaou 800bl! (2.11), 610ku ¢ nponopyuo-
Hal/lbHO y8esiudu8aroLlyuMucst uniu CHWKarmwumucs yeHamu (2.29), yeHb! npucoeduHeHus (2.9) e 3asucumocmu
om duamempa mpyb6aoi.

2.50 noTpebutens (user): Ilnuo, rpynna nnu cpraHnsauunsa, nonydvarolime Bbirogqy oT AOCTaBKA NUTbe-
BoU Boabl (2.11) MCBA3AHHBLIX C 3TUM YCnyr (2.44) Un1 MeponpuaTUA Nno yaaneHuio CTouHbIX BoA, (2.51).

[MTpunmevaHnune 1—TloTpebutenn ABNAIOTCA OQHOW N3 KATENOPUN 3aUHTEPEeCOBaAHHbIX CTOPOH (2.47).

[MTpumevaHune 2—I[lotpedbutenn MorytT OTHOCUTBLCS K PA3HbIM 3KOHOMUYECKUM CEKTOpaM: DbITOBbIE NOTPEOU-
TENnw, TOProBnsl, NPOMbILNEHHOCTb, cdhepa YyCnyr, CeNbCKOe XO35NCTRO.

[TpnmevaHmne 33— TepMnH consumer (NOTPEOBUTEND) TOXKE MOXET NCNONBb30BATLCH, HO B DONbLLUMHCTBE CTPaH
OTHOCUTENBHO KOMMYHAaIbHbIX YCNyr bonee 4yacTto ynotpebnsercs TepMuH user. [NepBbin TEPMUH HE NMOAXOANT ANS YCNVI,
CBSI3aHHbIX C yganeHneM CTOUHbIX BOA.

2.51 cTouYHble BoAbl (wastewater): Boaa, Bo3HUKaoLWas B pesynbtaTe Niobon KoMbUHaLMmM AoMalLLHeN,
NPOMBbILLUITEHHOW UM KOMMEPYECKON AEATENBHOCTU, NOBEPXHOCTHbBIE CTOKU M BOAA U3 KOMNEKTOPOB, UTO MOXET
BKIHOYaTb MITMBHEBbIE CTOKU, BbINYyLLEHHAasA B OKpyXarwLwyr cpeay (2.15) unnkaHanmsauUoHHbIN KONNEKTOP.

[MTpumevaHnune 11— OnpegeneHne CTOYHbIX BOA B HACTOSALWEM CTaHAAPTE TaKKe BKIIoYaeT ObITOBbIE OTX0Abl B
Hepa3baBneHHOM BUAe.

[MTpumevyaHumne 2— CTouHblE BOAbLI MOTYT NOCTYNAaTb B OTAENBHYIO UNN KOMOUMHUPOBAHHY0 KAHANM3aUWUOHHYI0
CUCTEMY.

2.52 cucrtema ypaneHus cTouHbIX Bog (wastewater system): MatepuansHble akTuBbI (2.4), HEODXO-
anMble ansa cobopa, O4UCTKU U yaaneHust Unm NOBTOPHOMO MCNOMNb30BaHMS CTOUHBLIX BOA (2.51), a TakKe 0TXO-
AoB (2.41) cTOUHbIX BOA (2.951).

2.53 cucrtema KOMMyHanbHoOro BoaocHabxeHusa (water utility): Llenas cuctema opraHmsauunm, npo-
ueccoB(2.31), MeEPONPUATUIN, CPEACTB U PECYPCOB, HEODXOAUMbIX AN N3BNEYEHUS, O4YNCTKU, pacnpeaeneHus
NN NOCTaBKM NUTbeBOU BoAbI (2.11) unun ans cbopa, O4UCTKN U yaaneHnst CTOUHbIX BoA (2.51) n Ang okasa-
HAA CBA3AHHbLIX C 3TUM Yyenyr (2.44).

[TpumevaHune 1— HeKOTOPLIMUKITIOHEBLIMU XapPakTEPUCTUKAMUN CUCTEMbI KOMMYHAaIIbHOIo BOAOCHabXeHUS
ABISAIOTCA Crieayoume:

- €€ 3a71a4a 3aKn4aeTcs B NPeaoCTaBNeHNN YCIYT MMTbEBOIo BOAOCHADXEHUS NN yaaneHns CTOYHbIX BOA UK
ycInyr o6onx Bnaos;

- (PU3NYECKUM PpanoH ee OTBETCTBEHHOCTU N HACENEeHNe, NPoXUBatroLee B STOM PanOHE;

- OTBETCTBEHHbIN OpraH (2.42) cnctemsi;

- obuwas opranmnsauyus, rae PyHkumio onepatopa (2.23) BbINONHAET OTBETCTBEHHbLIV OPraH U IPUANYECKN OTIN-
YaKLWMNCS OT HEro onepaTtop (onepartopsbl);

- TN PN3NYECKNX CUCTEM, NCNONb3YEMBbIX ANA NPEAOCTABINEHNS YCIYT C pa3HbIMN CTEMNEHAMM LEHTpann3auum.

[MTpumevaHnune 2— Cucrema NUTbLEBOIO BOAOCHADXEHUST O3HAYaeT cUCTEMy, paboTatoLLYI0 TONbKO C NUThE-
BOW BOAOW, CUCTEMA YAANEHUS CTOYHbIX BOA 03HAYaET CUCTEMY, paboTatowyo TONbKO CO CTOYHLIMWU BOAAMM.
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[TpumevyaHune 33— Ecnv cnOXHO OTNINYNUTBL OTBETCTBEHHbLIW OPraH oT oneparopa unin B 3TOM HET HEObBX0au-
MOCTU, TEPMUH KCUCTEMA KOMMYHAaINbHOIo BOAOCHABXKEHNS» OXBaTbIBAET 06a NOHATUSA.

[Tpumevatnune 4 —BaHmMMNCKOM A3blke water service (cuctema BOAOCHADXEHNA) MOXET BbITb MCNONb30BaH
Kak CMHOHMM TepmuHa water utility (cuctema KoMmMmyHanbHOro BogocHabxxeHus) (cm. 2.44, npnmevanune 4), HoO HaCTOSLWNN
CTaHAAPT HE PEKOMEHAYET UCNOSMBb30BAaTh 3TOT TEPMUH TAKUM 06pasom.

3 OneMeHTbl YCrnyru, oTHOCALWMeECH K NoTpednTensam

3.1 O6wme nonoxeHUA

[na cogencTBUs NOCTOAHHOMY YNyULLEHUIO YCIyr NoTpedbuTensam cHadana cneayet onpeaennTb ee
anemMeHTbl. CylwecTBEHHBIMW 3N1eMeHTaMun YCNyru noTpedbutensm siIBMstoTCA:

- JOCTYn Kycnyre nee npeaoctaBneHune;

- yrnpaBneHne KOHTpaKTaMun 1 BbiICTaBNeHNe CYeTOB,;

- noaaepXxaHne XopoLwnx oTHOLWEHUA ¢ NoTpedbutenamu;

- 3alunTa oKpyXarLen cpeabl;

- MeHeIKMEHT B chepe obecneveHnst 6e30MacHOCTU U Ype3BbIMaNHBIX CUTYaL .

Ecnn He ykaszaHO MHoe, BOMbLUMHCTBO 3MIEMEHTOB YCNYyrd OTHOCUTENbHO NOoTpebuTernen sBNaeTCs
0B LM NS YCNyr NUTbeBOro BOAOCHabXEHUS U yCIyr no yaaneHuio CTOYHbIX BOA,.

3.2 JocTtyn K ycnyram BoAOCHabXeHuUA

[ocTyn Kycnyre o3HavaeT He TONbKO NoAcoeJNHEHNE K CETAM CUCTEM NMNTLEBOIC BOAOCHAbXeHUs 1 yaa-
NEeHNs CTOYHBIX BOA, HO TakKe, €CN OHU HeAOCTYIMHLI, AOCTYM K APYrMM cpeacTBaM NpeaocTaBeHns yenyru.
[ns1 nocTaBoOK NUTLEBOW BOALI MOTYT UCNOSIb30BAaTLCA APYrMe BapuaHThl, TakMe Kak CKBaXKUHbI, cpecTBa ans
MOBUNBHOW AOCTaBKW BOAbI, MOCTaBKa BOAbl B OYThINAX, MYHKTbI BOAOCHADXeHUs. [Ins yenyr yaaneHust CTou-
HbIX BOA BapUaHTaMn MOTyT ObITb OTCTOUHUKIN, YOOPHLIE, BUoTYyaneThl U Apyrue gopmMbl yTUNU3aLNNA.

3.3 lNpepocTaBneHue ycnyrin

3.3.1 O6GpaweHune 3aycnyromn

ObpalleHne 3a ycnyrom BKIovaeT BCe npoLeaypbl, OCYLLECTBSIEMbIE MOTPebuTensamMmum npmn ocbpalleHmnmn
3a ycnyramu BoaocHabXeHus.

3.3.2 locTtaBKa NUTbLeBOU BOAbLI/COOP, OUMUCTKA U YTUNU3aLNA CTOUYHbLIX BOA

[locTaBKka NMTLEBOW BOALI OXBaThbIBaET BCe Nnpoueaypbl NOCTaBKA U NoagepXaHnuga KadyecTBa yCryrniTbe-
BOro BogocHabxeHus. Coop, ovnCTKa U YTUNN3aLUMsl CTOUYHBIX BOA BKITHOYALOT BCe NpoLeaypbl no npeaocrasne-
HUIO KU NoaaepXXaHU KadecTsa yCnyr no yganeHuo CTOUHbIX BOA.

3.3.3 KavyecTBO NUTHEBOU BOADLI
Ka4yecTBO NMTLEBOW BOALI OXBAThLIBAET acneKkTbl 6e30nacHOCTM ANd 340POBbSA U 3CTETUYECKOU NpuemMre-

MOCTU MOCTaBNAEMON NNTbLEBOU BOAbI.
3.4 YnpaBneHWe KOHTpaKTaMu 1 BbiCTaBl1eHUe CHYETOB

3.4.1 CornaweHue o6 ycnyre
CornaweHue 00 ycnyre BKIOYaeT 3akoueHUe cornalweHuns, noapasyMmeBaeMoro UnmsiCHO BblpakeHHO-

ro, Mexagy 3aperncTprupoBaHHbIM notpedutenem n CUCTEMON KOMMYHaNbHOro BOAOCHabXeHns.

3.4.2 BbicTaBneHue cUeToB
BricTaBneHMe cHeTOB BKNOYaET YCMOBUSA, HA KOTOPLIX BEICTABMAKTCA cHeTa 3a YCNyry, YCnoBus onnarthl

N MHGpoOpMaL A NO AEUCTBYIOLLMM CTaBKaM.
3.5 lNoaaepxaHue XopoLLUX OTHOLLUEHUU C NOTPpebUTeNnaAMHU

3.5.1 O6wan uHcbopmaLua
Obwas nHdopmMmaLmnsa BKNOYaeT BCe npoueaypsl No npeaoctaBneHunto notpebuntensam nigopmaunn ob

ycnyre (MMs/HanMeHoBaHue, agpec, KOHTakTHasa MHpopmaLuus, ctTaHAapTHbIe npoLeaypbl NT. 4.).

3.5.2 KoHTaKT ¢ noTpebutensamu
KOHTaKT ¢ noTpebutensmmn srkovaeT Bce opMbl 0OLLEHUS MeXay NoTpebntenem n CUCTEMON KOMMY-

HarnMbHOIo BOOOCHADXeHUS.

3.5.3 ObpaboTka3anpocoB U NpockLO

Takasi obpaboTka nogpasymeBaeT MUCbMEHHbIE UMW YCTHble OTBEThblI NOTPEebUTento U Kakne-nmbo
OEeNCTBUA B pesynbTaTe, Heobxoanmele Ansl pearnpoBaHns Ha Npockby, xanodby nnu yseaomneHue notpedu-
TEens.

3.5.4 YyacTue notpedburtenemn

YyacTtue notpedbutenen BkIoYaeT pasnnMyHble NpoLecchl, No3BoNALnMe NoTpedbutenam:
- NPUHUMATbL y4acTue B NpeaocTaBneHnn YCIyru;
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- npepgnaratb yCOBepPLUEHCTBOBAHUSA;

- 3anpalwmBaTtb UHOpMaLULO.

3.6 3awuTta okpyxawLieu cpeabl

Takad 3almTa oxBaTblBaeT BCe acrneKTbl MOCTOSAHHONC U BPEMEHHOTO BO3AENUCTBUA Ha OKpYXKaloLL Yo
cpeny B pesynbraTte AeATENbHOCTU CUCTEMbBI KOMMYHaNbLHOMO BoaocHabxeHus. Croa BXoaUT KavecTBO cobpa-
CblBaeMbIX CTOYHbIX BOA, KOTOPble MOTYT OKa3blBaTb BNUAHME Ha BOAHbIE OOBLEKThI B OKPYXXEHUN, N COOTBE-
TCTBYIOLLEe ynpaBlieHne nonydyaemMbiMU OTXo4aMU U OoCcTaTKaMu. 3aliuTa oKpyXatlwen cpeabl BKoYaeT
TakkKe nogaepXaHme HopManbHOro COCTOAHUA MHPPACTPYKTYPLI U OXpaHy BOOHBLIX PeCcypCoB B AONMTOCPOYHON
nepcrneKkTuBae.

3.7 MeHeaXxMeHT B cpepe obecnevyeHnsa 6e3o0nacHOCTU U Ype3BbIYauHbIX CUTYaL U

B uncno npoueayp MeHegkMmeHTa B cpepe obecneveHnss 6€30nacHOCTM B Upe3BblMaHBLIX CUTYaLMSIX
BXOOAT MHGQOPpMaLUA, NNaHbl U pelleHus No nogaepXaHuo UM BOCCTAaHOBNEHUIO YCIYTU B cnyYasaXx cepbe3HbIX
MNPOUCLUECTBUN NN CTUXUUHBIX DEaCTBUN.

4 Llenun ycnyrn oTHOCUTENBLHO HYXA U OXUAaHUN NoTpeduTenen

4.1 O6LWMe NnonoXeHus

[TonoxeHna HacTosIWero nogpasaena cregyeTr UCnonb3oBaTh AN onpeaeneHns HYXXa N OXXnaaHun
noTpebutenen. Kauectso npegocTaBnsieMon NOTPedUTENAM YCIyrn 3aBUCUT OT CNOCOBHOCTN opraHMsaunn,
npeaocTaBnNsIIOLWLNMX YCNYIrM BOJOCHADXeHUs, A0DUTLCA YOOBNETBOPEHUSI HYXO N OXKnaaHuia notpebutenein B
CTabUnbHLIX YCNOBUAX. BCce nepevncneHHble anemMeHTbl HYXA U OKWAaHUA OTHOCATCH K yCryram nuTbeBoro
BOAOCHA0XEHUA 1 yaaneHnst CTOYHbIX BO, €CIIN He yKa3aHo UHoe.

B nononHeHne K Hy>XXaam 1 OXXUaaHUsIM, BKIFOYEHHBIM B HACTOSILLMA nogpasaen, noTpebutenn oxxnaator,
YTO BCE MPUMEHUMBLIE 3aKOHbI M NOCTAHOBEHUS, PerfiaMeHTUpyowmne yernyrin BoaocHabXeHnst 1 yganeHus
CTOYHbIX BOA, cCODNIOAA0TCA U BBINOMNHATCA B NI0Doe Bpems.

4.2 NocTtyn Kycnyram BoAOCHabXeHUs

[TockonbKy BoAgocHabxeHne cuntaeTca 6asoBon NOTPeOHOCTLIO YemoBeKa, NoTpedbuTten nnoTeHumars-
Hble NoTPpedbuTenn oxmnaatoT, YTo ANa obecneveHns X 4ocTyna K ycnyram BogocHabxeHunst oyayt npeanpuHs-
Tbl BCE NpakTndeckne mepsl. Notpedbutenn oxxngarT, 4To MM ByaeT npeaocTaBrieH AOCTYN K YCNyre, AaXKe ecru
OOCTYN He BKNtovaeT unandeckoe noacoegnHeHne K nHdpactTpyktype. MNotpedbutenn Takke oXunaatoT, UTo
KaKON-NMbo KOMNETEHTHbLIA opraH WU OTBETCTBEHHbI OpraH 3aHUMaeTcs MNaHUPOBaHMEM pPa3BUTUS W
npeaocTaBneHns yenyr BoAocHabXeHUs B rpaHuuax panoHa obenyxmsaHus n bygeTt MHpopmMnupoBaTh UX O
CpoKax npeaocTaBNeHns Takoro AocTyna.

4.3 llpepocTaBneHue ycnyriu

4.3.1 Bpema gnanoaroTtoBKU K NnpeaocTaBrieHUIO HOBOU YCIYTU

[ToTpebutenb oxxnaaet, YUToemy byaeT npeaocTaBneHa ycnyra B pasyMHble OrOBOPEHHbLIE CPOKU B rpaHu-
Lax panoHa obcnyxmnsaHusa. MoxeT notpeboBaTbCs NOACHEHWUE MO KOHKPETHBLIM YCINOBUAM NpeaocTaBIEHNS
YCINYrn 1 CpoKam ee npegocTtaBleHns.

4.3.2 PeMOHTHbIe paboThbl

[ToTpebuTtensb oXXNMaaeT, YTO PEMOHTHBLIE PaboThl, BNUSIIOLLME Ha NpeaocTaBneHne yenyru, byayT 3aBep-
LLIeHbl B pa3yMHbIE CPOKU U OH ByaeT 3apaHee yBeAOMMNEH O NNMaHOBLIX PEMOHTHBIX paboTax, KOTopble MOTryT
NOBNUATbL Ha NpeaocTaBneHne ycnyrn. Bo Bcex crnyvyaax notpedutenb oXXuaaeT, uYTo HeyaobcTBa byayT ceee-
Hbl K MUHUMYMY .

4.3.3 LUeHaycnyru

[ToTpebutenb oxxnaaeT, uYTo 3a yenyry byaeT B3uMaTbCs cnipaBeasinBasi LleHa M4To KOMNeTEeHTHLIN opraH
N/ OTBETCTBEHHbLIN OpraH NpUoXar Bce yCunust, Ytobel ycnyra oblna 3KoOHOMUYECKU AOCTYNHA.

4.3.4 O6beM nocTaBKU NUTbLEBOU BOAbI

[MoTpebuTtenb oxuaaeT, YTo OH ByaeT nony4vaTtb BOAY B TOUKE AOCTABKA B AOCTATOMHOM obbeme aAns
yAOBETBOPEHUSI CBOUX HYXKA, KOTOPbLIE B LLENOM OTpaXkatoT obLue oXXnaaHua notpedbuTens.

4.3.5 KavyecTBO NUTLEBOU BOAbI

[ToTpebuTtens oxxnagaeT, YTo eMy ByaeT NoCTaBNATLCA BoAa, NpuroaHas ang notpedbneHnsa YenoBeKoM.

4.3.6 JcTeTn4YecKne acnekTbl YCNyr BOOOCHabXXeHuUs

[MoTpebutens oxmnaaeT, UTo eMy DyaeT NOCTaBNSATLCS NUTbEBAS BOAA, YAOBNETBOPSAOLW A 3CTETUYEC-
KUM TpeboBaHUSIM NO BKYCY, LIBETY U 3anaxy.

[MToTpebutenb oXxumgaeTt, 4YTO yaaneHue CTOUHbIX BO[ He OyaeT conpoBOXAaTbCA HENnPUSITHbIMA
3anaxamu.
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4.3.7 NaBneHue npu noctaBKe NUTLEeBOU BOAbI

Ecnnnotpebutens umeeT pnsnyveckoe nogcoeguHeHMe K CUCTeEME NOCTaBKN MMTEEBOW BOAbI, OH OXKNaa-
€T, YTO B TOUKE AOCTaBKU B NMtoboe BpemMsi byaeTt AoCTaTOYHbIA YPOBEHb AaBneHUs (Hanopa) Boabl.

4.3.8 HenpepbIBHOCTbL NOCTAaBKU NUTbLEBOU BOAbLI

Ecnnnotpebutens umeet punsnyveckoe nogcoeguHeHMe K CUCTeMe NOCTaBKN MMTbEBOW BOAbI, OH OXXKnaa-
eT,YTO NOCTaBKa NUTbEBOW BOAbl OyaeT HenpepbiBHOW. B cny4vae, korga HenpepbiBHasi NOCTaBKa HEBO3MOXKHA,
noTpeduTenb OXXUaaeT, YTo ynpaBneHne noctaBkon OyaeT npon3BoanTLCS NpUeMnemMsiM od0pasom M oH byaeT
nponHgopmMnpoBaH ob ycrnoBusax 1 rpadurke npepbiBaHUN.

EcnnnoTtpebutens He uMeeT PU3NYeCcKoro noacoeanHeHnst KCUCTEME NOCTaBKU MUTLEBOW BOAbLI (HAMPU-
MEp, B cliydae BoAOHaNopPHOW TpyObl 0OLLEro nonbL30BaHUA UM NOCTAaBOK BOAbl aBTOTPAaHCMNOPTOM), OH OXKMaa-
eT,YTO NocTaBka OyaeT OCYLIECTBMNATLCS HA perynsapHoOn OCHOBE.

4.3.9 OxBaT U A4OCTYNMHOCTb YCNYr NUTLEBOro BOAOCHabXeHUs

EcnnycnyranpenocrtaBnseTcs Ha 0CHOBE PU3NYECKUX NOACOeANHEHUN B rpaHULax panoHa obCcnyXmea-
HUARA, NOTPEDbUTENb OXNOAET, UTO NOCTaBKa NUTbEBOWN BOALI OyAeT OCYLIECTBNATLCA Ha TEPPUTOPUN panoHa
oD CnyXnBaHus, a B NpOTUBHOM criydyae byayT AOCTYMNHbI anbTepHaTUBHLIE CUCTEMbI AOCTABKA BOAHLI.

4.3.10 OxBaT 1 OCTYNHOCTbL YCNYT NO yAaneHUI CTOUYHbLIX BOA,

Ecnn ycnyra npeaocTaBnseTca Ha ocHOBE PU3MYECKUX NOACOeANHEHNIN, NOTPEbUTENb OXUAAET, YTO
ycnyra no yganeHuo CTOUHbIX BoA4 OyAeT NpedoCcTaBNATLCA Ha TEppUTOpUn panoHa obenyknsaHus. B Takux
CUCTEMaxX NoTpebuTens OXXMaaeT, YTo OH byaeT MMeTb BO3SMOXXHOCTb OCYLLECTBUTL COPOC CTOUHLIX BOO HEMOC-
peaACTBEHHO B CUCTEMY YAaNeHUs1 CTOMHbIX BoA B N0boe BpeMs 6e3 3aaepKeK U yrpo3bl 340PO0BbLIO.

Ecnn cuctema yganeHust CToUHbIX BoA He basupyeTcd Ha pU3NHeCcKnX NnoacoeanHeHUsX, noTpebuTtens
oXungaeT, YTo eMy OyayT OOCTYNHbI anbTepPHATUBHLIE YCIYT NO cOOpY CTOUHBLIX BOA. B Taknx cuctemax notpe-
duTenb oXXngaeT, YTo OH OyAEeT UMETb BOSMOXHOCTb YTUMUM3NUPOBATL OTX0Abl C NOMOLLLIO APYrMX cpeacTB Mo
Mepe HeobXOOAMMOCTU, Yepes perynspHele NMpOMeXyTKM BpeMeHW, 6e3 ANUTEeNbHLIX 3adep)Xek U yrposbl
340POBbLIO.

4.3.11 3atonneHue o6 bLEKTOB HEABUXUMOCTU CTOUYHLIMU BOAAMMU

[ToTpebutens oXXnaaeT, YTo He NPpon3onaeT 3aToNNeHUA 00 BLEKTOB HEABMXKUMOCTU UMK YNUL, CTOYHBIMU
BOJaMU BCNeaCcTBME NepefiMBOB UM 3acopeHUn B cucTeMe yganeHus CTouHbIX Boa. B cnyyae sacopeHuin Unu
3aTonneHus noTpebutenb oXuaaeT, YTO NPOAOCIKUTENBHOCTL UMM NOCNeACTBUS TakuxX cOObITUM DYAYT MUHK-
MU3NUPOBAHbI N YTO CUCTEMA KOMMYHalNbHOro BOAOCHADXEHUSA UMM COOTBETCTBYIOLWUN OpraH OKa)XyT coaeun-
CTBUE NX YCTPaHEHUIO.

4.4 YnpaBneHUue KOHTpaKTaMu U BbiCTaBlleHUe CHEeTOB

4.4.1 BO3MOXHOCTb 3aKNMK4YEeHUA ACHOIO U NOHATHOrO cornaweHusa od ycnyre

[ToTpebuTtenb oXXnaaeT, YTo cornaweHue ob ycnyre byaet coaepXatb ICHbIE, MOHATHbIE N OO BLEKTUBHBIE
YCNOoBUA M OyaeT Haanexalwmm obpasomMm opopMneHo AokyMeHTanbHo. [NoTpebutens oXXnaaeT, UTo ero NPouH-
POpPMUPYIOT O NMIOOLIX U3MEHEHUAX COrMalleHUsa U1 ero yCnoBMA 3a pasyMHbIN CPOK A0 BCTYNIEHUSA N3MEHEe-
HAA B cuny. loTpedbuTtenb Takke OXMOaeT, YTO AN 3aKNYEeHUa U aHHYNIMPOBAHUS cornaweHusa oyayT
OenCTBOBAaThb onpeaeneHHble NpoLeayp.l.

4.4.2 TOYHOCTb NpU BbICTaBNeHUN CHETOB

[ToTpebuTtens oXXnaaeT, YTo eMy OyAYT BbICTABNATLCH OO BEKTUBHLIE U TOUHBIE CHETA 3a NPeAoCTaBlEH-
HYIO YCIIYTY.

4.4.3 OTBeT Ha Xanoobbl, cBA3aHHbIE C BbICTABNIeHUEeM CYETOB

Ecnnnotpedbutenb npeabsiBuUn kanoody Ha BLICTABNEHHbIN CYET, OH OXKOaeT OTBETA OT CUCTEMbI KOMMY-
HanbHOro BogocHabxeHus. [NoTpebuntens oxkngaeTt,YTo B OTBETE Npobnema byaeTt pasbsacHeHa W/Unn pellueHa
B pa3yMHbIe CPOKW CO cnpaBeanMBoOn KoMNeHcaunen AeHeXHbIX pacxoaoB, NOHECEHHbIX BCNeACTBME OLLNOOKB
cuerTe.

4.4.4 7lcHOCTb BbICTaBJIeHHbIX CHETOB

[ToTpebuTtenb oXXngaeT, YTo UHpOPMaLUA MO CTPYKTYPE U coaepXaHUo cHeToB ODyaeT ACHOW, TOUHON U
noapobHon.

4.4.5 CnocobObl onnaTtsbl

[ToTpebuTtens oXXMaaeT, YTo cueTa OyayT BLICTABNATLCH PErYNSIPHO, a cnocobbl X onnaThkl OyayT pasHo-
06 pasHbIMN N YAOBHBIMM.

4.5 lNopapepxaHne XOopoLLNX OTHOLLUEHUN C NOTpebuTenaMmn

4.5.1 OOLWMe nonoXxeHuUs

[ToTpedbutens oXXugaeT, YTo:

- NMobon BOMNPOC, agpecoBaHHbIN OTBETCTBEHHOMY OpraHy, onepaTtopy UM KOMMEeTEHTHOMY OpraHy
NOOLIM AOCTYMHBLIM CNOCODOM, ByAEeT pasbsACHEH U/MNK PELLIEH B pa3yMHbIE CPOKMU;

- emy byget rapaHTupoBaHa KOHQUAEHUNANBHOCTD;
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- eMy BbyaeTt AocTynHa TekyLwasa MHpopMaLns;

- KOHTaKTHble Nnua dyayT KOMNETEHTHLIMU 1 BEXNUBLIMMN.

4.5.2 NMucbMeHHbIe obpaLleHUs

[ToTpebuTtensb OXMaaeT, YTo B cryvyae NMUCbMEHHBLIX obpalleHn [HanpmumMmep, MMCbMOM, MO SMEKTPOHHOM
nouTe, pakcy, C NOMOLLLIO KOPOTKOro coodueHnst (CMC)] OH NONMYyYnUT OTBET B pa3yMHbIe CPOKA U B BEXITUBOW
dopme.

4.5.3 O6paweHusa no tenedgoHy

EcnntenedoHHada cBA3bL AOCTYNHA, NOTPpebUTeNb OXKMAAET, UTO OH NONYYUT OTBET Ha CBOW TenePOHHbIN
3BOHOK B pa3yMHbIe CPOKU HaNpsIMyHo UMK ero 3BOHOK byaeT nepeBeaeH B TpebyeMbln 0TAeN No 0bCnyXnBa-
HAto. TloTpebutens oXxumaaeTt, YTO OH OyaeT UMETb BO3MOXHOCTb YBEOOMUTb CUCTEMY KOMMYHaNbHOro
BOAOCHabXeHWs o Nobon YpesBbivaHOW cCUTYaLMK, CBA3AHHOW C HEN, B NoDoe BpeMs.

4.5.4 Busutbl notpedbutena B opucbl CUCTEMbI KOMMYHaNbHONO BOAOCHabXeHUA

[ToTpebuTtenb OXXnaaeT, YTo OH ByaeT XOPOLLO NPUHSAT U MONYYUT NOMOLLL NN ByaeT HanpaB/IeH K HY>KHO-
MY niuy. Takke noTpedbutenb oXXnaaer:

- yaoObHble Yachl npuema, Kotopble cobnogaroTca NepcoHanoMm;

- pa3yMHble perynmpyemsble Cpokn OXXngaHus;

- yaoOHble NnoMelleHus ansi npuema, cbecnevneatroLlme cobnogeHmne KoHpUaeHUNaNLHOCTK,

- yaobHoe pacrnonoxeHne ooncos.

4.5.5 Busntbl K notpedbutenio

[ToTpebutens oXxunaaer, YTo paboTHUKKM onepaTtopa byayT cobnogate HasHa4YeHHOe BpeMs BCTPeYN,
NpPeabABAT HEObXoAMMbIE AOKYMEHTHLI, YAOCTOBEPSOLME NNYHOCTb, U CBEeAYT K MUHUMYMY Nntobble Heyao0-
CTBa Ans notpebutens.

4.5.6 JXanoO6bl n 3anpochobl

[ToTpebutenb oxmnaaeTt, 4To nodas xanoba Unu sanpoc (BkN4vas ycTHoe oblieHne, oblleHue nocpea-
CTBOM 3NEKTPOHHbLIX CpeaACTB CBSA3U — MO 3NEKTPOHHOM NoYvTe Unn no dakey 1 1. 4.) dyayT TwartensHo pac-
CMOTPEHLI. [1oTpebutens oXxXmnaaeTt YETKOro, TOYHOro, aAeKBaTHOO OTBETA B PasyMHbIe CPOKN.

4.5.7 YBeaomrneHue ob orpaHNYeHUAX U npepbiBaHUAX

[ToTpebuTtensb oXXUaaeT, UTo OH OyaeT yBeAOMITEH O BO3HUKHOBEHWU ONACHBLIX YCNOBUN UK O KAKUX-NTNDO
orpaHnYeHUsax, U1 NpepbIBaHUAX NPpeaocTaBNeHUs YCNyTri.

4.5.8 [locTynHOCTbL UHhOpPMaL UK NO yCchnyre

[ToTpebuTtensb oXXngaeT, UTO BCA MHGOopMaLns, KacaroLascs nybrnmyHbIX acnekToB YCNyrn, B COOTBET-
CTBUU C MECTHBLIMW YCNOBUAMW, BKNOUAa pacnpeaeneHme oba3aHHOCTEN N BLINOMHEHUE YCNnyrn, byaeT npea-
CTaBNeHa B OTKPbLITOW KU Npo3pavHon opMe.

4.5.9 Meponpusatusa, npoBoauMblie B MECTHOM CcOODLLlecTBe

[ToTpebutenb oXXnagaeT, YTO CUCTEMA KOMMYHalnbHOro BoAgocHabXeHUa oyaeT B npodounakTtuieckmx
Lenax npeagoctaBnaTh MHGOpMaLUIo 0 cebe N CBoen AeATENbHOCTIU, UICNOMNb3YA ANl 3TOr0 MePONPUATUS, NPO-
BOANMBIE B MECTHOM cOOBDLIECTBE, UM NPOrpaMmmMbl MOMOLLIA.

4.5.10 Yyactue notpebutenen

[ToTpedbutenb oXnaaeT, YTo ero ydactue dyaeTt NOOLWPATLCS M OyaeT BO3MOXHbIM bnarogaps npospau-
HOMY MpoLeccy y4acTus 1 NpaBy BblABUXKEHUSI HA NEPBLIA NMaH MHTEPECOB NOTPebuTenen B TakKnx BONpocax,
KaK LleHbl, cTaHaapTbl, rusnveckoe noacoeanHeHne Nnnm pasButue anbTepHaTUBHOW YCNYTI.

4.6 3aliuTa oKpyxawLieun cpeabl

4.6.1 O60CHOBaHHOE UCNONMb30BaHMNe NPUPOAHLIX pecypcoB

[ToTpebuTtensb oXuaaeT, YTo ONepaTop, OTBETCTBEHHLIN OpraH U KOMMETEHTHLIE opraHbl dyayT coaeu-
CTBOBAaTb U NPUAEPKNBATLCH B CBOEU NPAKTUKE NMPUHLMNA 0OOCHOBAHHOTO MCMNOMb30BaHUS BOAHbLIX PECYPCOB,
a Talkke Apyrnx NnpUupoaHbIX pecypCcos.

4.6.2 O4YUCTKa CTOUHbLIX BoL

[ToTpebuTtens oxknpaeT, YTo OyaeT npoussegeHa s ekTUBHAA U pe3ynbTaTUBHAA O4UCTKA CTOUYHbLIX BOA
nepenBO3BPATOM UX B OKpyXKatoLLyto cpeny. [oTpebutens Takke oXXnMaaeT, YTo 0cagoku apyrne octatkmoyayr
YTUNN3NPOBaHbI UMW C BbIFGACW NOBTOPHO UCMONb30BaHbI KAKUM-NMOO crnocobom, KoTopbin besonaceH Ans
300POBbSA YeNoBeKa 1 oKpyXXaroLleu cpeabi.

4.6.3 BnusHue Ha oKpyXamwLlylo cpeny

[ToTpebutenb oXXmaaeT, UTo NodbIe oTpULUaTeNbHbIE BIUAHUSA HA OKPYXKatoLLYHo cpeay, BO3HUKatoLW e B
pe3ynbTaTe NpeaocTaBneHns yenyru, oyayT ceBeaeHbl K MUHUMYMY.

4.7 MeHepXMeHT B chepe obecnevyeHUs 6€30NacHOCTU U Ype3BbIYanHbIX CUTYaLUIA

B cny4yae BO3HUKHOBEHUSA Ype3BblHaHOW CUTYaLU MU, BNUSIKOLWLEN HA npeaocTaBneHne yenyr nnm 6eso-
MacHOCTb NoTpedbuTtenen, noTpedbuTtenb oXUaaeT, YTO NpeaocTaBneHne ycnyrn oyget BOCCTaHOBMEHO B pas-
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YMHbIE CPOKU N YTO PUCKKA N HeyaobcTBa ByayT YMeHbLIEHbl, HACKOMbKO 3TO BO3MOXHO, B COOTBETCTBUU C
MECTHbIMU YCNOBUAMN ANA NpeaoTBpaLlleHUs:

a) npepbiBaHUN NpeaocTaBneHnsa yenyru Bcrneactame npobnem ¢ kKaueCTBOM N KONMNYECTBOM;

L) 3arpasHeHnsa BOOHLIX PeCcypCcoB UMK OKpYy>KatoLeu cpeabl.

Kpome Toro, B cnyvyae BO3HUKHOBEHUA Ype3BbIYaNHOU CUTYaLMM NOTpebUTeNb OXXMaaeT CBOEBPEMEHHYIO
MHPOPMaLUIO O CneayioLeM:

- XapakTtep 4Ypes3BblManHOU CUTYyaLUN U PUCKU (B cliydae UX Hannduns);

- KOHTaKTHble AaHHble NpeacTaBuTenein CUCTeMbl KOMMYHaNbLHOIO BOAOCHADXKEHUS;

- YTO OOJIKeH genatbh NoTpebuTtens (ecnu HeobXoaumo);

- BpeMs 10 BOCCTaHOBMNEHNS HOpMarnbHOW ycnyrn U 6yaeT nn opraHn3oBaHo NpeaocTaBleHne anbTep-
HaTUBHBIX YCNVT.

5 PykoBopgsilume ykasaHuUA No yAOBIEeTBOPEHUIO HYXA N OXKNOAHUN
noTpeoutenen

5.1 O6wue nonoxeHus

Ycnyra, npeaocTtaBnaemMas notpedutenam, MoxXeT ObITb yydlleHa ¢ yY4eTOM HYXKO M OXaaHUN NoTpebu-
Tenen. Ana nx yaoBneTBopeHns Heobxoanumo onpeaennTb AeUCTBUS, ANA KOTOPLIX AaHHbIE HYXAbl U OXXnaa-
HUA ByayT sABNATLCA UensMu. Ecnn 3To He oroBapuBaeTCsl B PYKOBOAALLUMX YKa3zaHUSX, cneayeT 3apaHee
onpeaennTb 3aMHTEPECOBAHHYIO CTOPOHY, KOTOpad OTBeYaeT 3a BbINOJIHEHUE KaXXA0ro AeNCTBUS (KOMNETEHT-
Hbl OpraH, OTBETCTBEHHbLIN opraH unmonepaTtop).

B HacTodaweM pasaene gaHbl ykasaHUA No onpeaeneHuio Taknx 4enctsmin. PesynbTtaThl AEUCTBUN creay-
eT OLeHUTb Mo KpUTepusm, npeactaBneHHbIM B pasgene 6.

C y4yeTOM pas3IM4yHON cTeneHn 3KOHOMUYECKOro pasBUTUA NpMMeHeHe NpeacTaB/ieHHbIX 3eCb YKa3a-
HAW B NONHOM 0ObeMe B HEKOTOPLIX CTpaHaxX MOXeT ObITb HEAOCTUXKUMBIM, B TAKOM Cly4Yae OHU MOTYT BbICTY-
NaTb B KAYeCTBe Luenen aAns NOCTOsIHHOMo yny4JlleHus.

B ntobom cnyvae npeaocraBneHmne Hagnexalmm obpasom yenyrm notpedbutento Bcerga AoMKHO OCHO-
BbIBaTbCSl HA CODNMIOAEHUN NMPUMEHUMBIX K YCyre 3akOHOB U NOCTAHOBNEHUA. [1pU OTCYTCTBUN KOHKPETHBIX
3aKOHOB 1 NOCTAHOBNEHUA COOTBETCTBYOLLNE 3aNUHTEPECOBaHHbIE CTOPOHLI ACITKHBI COrnacoBaTh HEODXOaU-
Mbl€ YCNOBUS, rapaHTUpYyoLWne NpeaocTaBneHne yenyriu Hagnexawmm odopasom.

[ononHUTenbHbIe YKazaHUAa No MeHEAKMEHTY CUCTEM KOMMYHalbHOIo BOAOCHaDXeHUs1, npeaycMaTpul-
BaloLLMe yOOBMETBOPEHUE HYXKO U OXUOaHUWA noTpedbuTtenen, gaHel B ctaHaaptax MCO 24511:2007 wn
NCO 24512:2007 .

5.2 JocTtyn K ycnyram BoAoOCHabXeHuUs

KoMneTeHTHbIE opraHbl U OTBETCTBEHHbIE OpraHbl B npeaenax TeppuTtopun nx panoHoB 00CNYXMBAHUS
OOIMKHBI onpeaennTb M BHeAPWUTb MUHCTUTYLUOHAalNbHLIE U 3KOHOMUYeCcKne Unnm (oMHaHCoBbIe Mepbl MO opraHun-
3alMn CUCTEM NOCTaBOK NMTLEBOU BOALI M yAaneHUo CTOYHBIX BOA4, cloga MOTryT BXOAWUTb MEHEXKMEHT pecyp-
COB, paclunpeHne punsnvyeckon MHPPaCTPYKTYPLI, anbTepHaTUBHLIE CcpeAcTBa OYUCTKMA U NOCTaBKU BOAbLI MU
cbopa CTOYHbIX BOA ANl TeX NoTpebutenen, KotTopble He nogcoeguHeHbl K ceTu.

OTCyTCTBME NOACOEAMHEHUNSI KOHKPETHBLIX MECTHBIX COoOBDLEeCcTB n/mnnu notpebutenen K gpusanyeckon
MHPPACTPYKTYPE NMUTLEBOIO BOAOCHADXEHUS N yAaneHUsl CTOYHbIX BOA HE O3HAYaeT OTCYTCTBUE YCNYTN, K
KOTOPOWU MOr Obl ObITb MNPUMEHEH HacTosIlWKMKA cTaHaapT. CneayeT paccMmaTpuBaTbh Apyrne BapuaHThl
npeaocTaBneHUs yenyr, Hanpumep:

- CKBa)XWUHHbI;

- MODUNbHAY AOoCTaBKa NMMTbEBOU BOAbI;

- perynumpyemsle aBToMaThl A MyHKTbl MUTbEBOIC BOAOCHADXEHUS;

- YOOpHbI€;

- OTCTOUHUKMU;

- yaaneHune ocagka 3 OTCTOMHUKA N TPaHCNOPTUPOBAHUE;

- apyrue popMbl NpeaocTaBNeHUs YCnyr, BKNoYas caMmocHabXXeHne Ha MecTe.

KoMneTeHTHbIe opraHbl M OTBETCTBEHHbIE opraHbl ACIKHbI NPeanpUHATL Mepbl No obecneveHnto obbek-
TUBHOTO U SKOHOMUYECKU BO3MOXHOIC Aoctyna. 9T Mepbl MOTYT BKIOYATL IrpaHThl (B TOM YMCe NOMOLLb B
noagcoeauHeHnn ansg ManoumyLLnx), ccyabl, collanbHble Tapudbl (B TOM YUCE BO3IMOXHbBIE TapUdHBbIE BNOKK
C HYNEBOU CTaBKOW AN caMbIX OegHbIX), CydCcnann, nepekpecTHble cydbcruanmn mexay AoMallHUMMN XO3AUCTBAa-
MW C pasHbIMU YPOBHSAMW AOXCA0B UNK Apyrue Buabl PUHAHCOBOW NOMOLLIN.

OTBETCTBEHHbLIE OpraHbl AOITKHbI MPEanPUHATE Mepbl Mo obecnevyeHnto AoCTyna BCEM MONbL30BaTENSM K
OOoCTaTOMHOMY 00beMy BOAbI ANs1 YAOBMETBOPEHUA OCHOBHBIX YENMOBEYECKUX NOTPEOHOCTEN B COOTBETCTBUN C
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MECTHbIMU YCNOBUSIMA N KOHCYMbTaLUAMU OpraHoOB, OTBETCTBEHHbLIX 3a caHUTapHbIM Haasop. Npu BeIDoOpe
TakKMXMep, KoTopble MOryT HOCUTb BpeMEHHbI XapakTep, cneayeT npuHMMaTh BO BHUMaHMe 3aTpaTthl U3 ek-
TUBHOCTb MNepekpecTHbIX cybcnaun wmexagy notpebutenaMmm U  QUHAHCOBYIO XU3HECNOCODOHOCTL W
YCTOUYNBOCTb YCITYT.

5.3 lNpenocraBneHue ycnyru

5.3.1 Bpema gnanoAroToBKU K npegocTtaBrneHU0 HOBOU YCNYTU

Cucrema KOMMYyHanbHOro BOAOCHADXEeHUA A0MKHA YCTAHOBUTL CTaHO4apTHOE BpeMs ANs NOAroTOBKU K
npeaocTaBEHNIO HOBOW YCNYTN B CETEBLIX CUCTEMAX U CTPEMUTLCA cobnogaTh 3TOT BpeMeHHOW nepuoa Ans
BCeX NOCTOAHHbIX NoacoeAUHEHNN.

[1nsa Bcex cuctem Ao/mKHa ObiTb BOSMOXHOCTb OLUEHUTb U COODLWNTL NMOTPEeBbUTENto, CKONMbKO BPEMEHU
noTpebyeTcs, YTOObI BHEAPWUTL HOBYHO YCITYTY UM YCTAHOBUTL HOBOE coeainHeHne. OLueHKa JO0MKHA BKITYaTh
TaKKe pasyMHbIN A0MYCK Ha 3aep KK UM HenpeaBuaeHHbIe 0DCTOSITENbCTBA HA MECTE, KaK OTOBOPEHO HUXKE:

- CTaHAapTHOE BPeMS onpeaensieTcs Kak nepuo ¢ MOMeEHTa 3aBepLueHust notpedburtenem npoueaypobl
noaayvun 3asiBKM 40 MOMEHTA, Koraa ycryra cTaHOBUTCH AOCTYNHOW NOTPebUTENIo;

- npoueaypbl Nogavn 3asBKN YETKO oNpeaensaoTcsa CUCTEMON KOMMYHaNbHOTO BOAOCHabXeHUS.

[Tpn oTcyTCTBUN TPYOONPOBOAHOW CUCTEMBI NOTPEedbUTens crneayet nponHPOpPMMUpoBaTh O TOM, Koraa
byneTt NnpenocTaBnATbCA yenyra — nocrne pacluMpeHmns cylecTBYyioLWen MHPPacTPYKTYpbl N NoCpeaCTBOM
anbTepHaTUBHLIX CNOCODOB.

5.3.2 PeMOHTHbIe paboThbl

[Tpn npoBegeHUN NNMaHOBOI0 PEMOHTAa CUCTEMA KOMMYHalbHOro BoAOCHabXeHUs AoMKHa 3apaHee npo-
MHPOPMNPOBAaTL TeX NOTpebutenen, Ha NpegocTaBNeHMNe YCNYrn KOTOPbLIM BIUAKOT PEMOHTHbIE paboThl, O
NPUONN3NTENBHOM BPEMEHU N NPOACITKUTENBHOCTU NpepbiBaHUd yenyri. [inst HesannaHupoBaHHbIX PEMOHT-
HbIX PaboT, KOTOpPbLIE BIUSIIOT Ha NMpeaocTaBneHne yCnyru, cuctema gomkHa nNpuHAaTb Mepbl No MHPOoOpMNpoBa-
HAKO nNocTpagaBWuMX noTpedbutenen o© MpUBIU3NTENbHOM BpPEMEHU BOCCTAHOBIEHUSI HOPMAanbHOro
npeaoctasneHns ycnyriu. [llpn npoBeaeHMM nMHOOBIX PEMOHTHbIX pPaboT cUucTeMa KOMMYHanbHOMo
BOAOCHaDXeHNA O0MKHA MUHUMU3UPOBAaTL HeyaobCTBa Ans noTpebutenen.

5.3.3 LUeHaycnyru

OnepaTop, OTBETCTBEHHbINA OpraH U KOMMNeTeHTHbIe OpraHbl AO/MKHbI CTPEMUTLCH K NpeoCTaBNeHUto
YCIyrn rno cnpaseannsomn LeHe. [inst onpegeneHns Takom LeHbl cnegyeT npuHMMaTh BO BHUMaHWUe crnegyrowme
3NMEMEHTBI:

- 3KOHOMMUYEecKasi AOCTYMNHOCTb;

- oblKne 3aTparThl;

- UCTOPUYECKNE YPOBHU LUEH U MHDNALUUS;

- HOpMa NpUOLINN;

- BIUASIHWE Ha BO3MOXHOCTb NOMb30BaHNSA BOOOMN.

[Ona npuHaTua notpebutenamm crnpaseaiMBon LeHbl MOXET NoTpeboBaTbes UHGQOPMUPOBaHME ObLLECT-
BEHHOCTU O KOMMOHEeHTax LeHbl U CTeNneHn, B KOTOPOW 3aTpaThl Ha NpeaocTaBNeHne yCnyri nokKpbiBaroTCH
MNOCTYNNEHUAMM OT NOTpedbuTenen.

Cneayet onpeaennTb CTEMNEeHb, XapaKTep U Uuenb COOTBETCTBYOLWNX CYOCUAONNA, TAKXKe KaK 1 Nobble pac-
YyeThbl N0 SKOHOMUYECKOW AOCTYMNHOCTM Ang notpebutenen. Cneayet npeaoctaBuTb M MHQOPMaLIUIO O haKTo-
pax, BNUAOLWNX HAa KonebaHus LUeHbl (HanpumMmep, pocT U3gepKeK Npon3BoACTBa, 3aTpaThl Ha NpUBeYeHne
KanuTtana, 3aKoHbl M NOCTaHOBMNEHUS 00 OXpaHe oKpyXatolWen cpeabl, YpesBbiHauHbIE CUTYaLUK, pacluupeHne
ceTeun, KayecTBO 1 AOCTYNHOCTbL BOAbI, HANOTA).

5.3.4 O6beM NoCcTaBKMU NUTHLEBOU BOAbI

OnepaTtop, OTBETCTBEHHLIN OpraH U KOMMNETEHTHLIE OpraHbl AOMKHbI MPUNOXNTL BCE YCUNUA, YTOObI
obecrneynTb yaOBNETBOPEHUE TEKYLLErO cripoca HaBoay. Co CBOEW CTOPOHBLI MOTPebUTeNn A0MKHbI CTPEMUTb-
CA K paunoHansHomMy U sodpeKTUBHOMY UCMNONb30BAHMIO BOAbLI, U X AeUCTBUA B 3TOM HanpasneHUn gOMKHbI
CTUMYNUPOBAaTL onepaTopa, OTBETCTBEHHbIV OpraH M KOMNeTeHTHbIe OpraHhl.

OnepaTtop, OTBETCTBEHHLIN OpraH UM KOMNETEHTHLIE OpraHbl A0MKHbI NPON3BOAUTL OLEHKY 0bbemMa
Oyayllero cnpoca. Ha oCHOBe TaKUX OLIEHOYHBIX pac4eTOB A0MKHbI ObITb OpraHM3oBaHbl HAAEXHbIE U YCTONYIN-
Bble MNOCTaBKM NMTLEBON BOALI B ODyayLleM ANgA yOoBNeTBOPEHUSA cripoca.

5.3.5 KavyecTBO NnuThbeBOU BOAbLI

OnepaTtop, OTBETCTBEHHLIA opraH WU/WMN KOMMNETEHTHble opraHbl AOMKHBI NpeaoTBpallaTh NMOCTaBKY
TaKoOW NUTLEBOW BOAbI, KOTOPAst MOXKET OKasaTb NarybHoe BNusiH1Ue Ha 340p0BbE NMoAen, UICNONb3YIOLWNX TaKyo
Boay. OnepaTtop, OTBETCTBEHHBLIN OpraH W/MNU KOMMNETEHTHLIE opraHbl ACIKHBI PETYNSPHO OCYLLIECTBNATL
3a00pbl aHan13 nNpob Boabl B OnpeaeneHHbIX TOUKaX, BKNOYast TOUYKN MCMONb30BaHUA, YTODLI onpeaennTs ee
Oe30nacHOCTb A UCMOMb30BaHUA U NOTPEDNEHUSA YENOBEKOM.
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B pe3ynbTaTe Takoro aHanumsa gomkKHO BbISIBNATLCS COOTBETCTBUE TRPEDOOBAHUAM NPUMEHAEMBIX 3aKOHOB
N nocTaHoBNeHUN. [pn OTCYTCTBUM TaKMUX 3aKOHOB 1 NOCTAHOBMEHUA NUTbEBAA BOAA A0IKHA, KAK MUHUMYM,
COOTBETCTBOBATbL YKazaHuaM BceMmnpHoOU opraHmsalnm 3gpaBooXpaHeHus.

OnepaTtop, OTBETCTBEHHLIN OpraH W/ KOMMETEHTHLIE opraHbl ACIMKHBI 0becnevnTb AOCTYMHOCTL
PEe3yNbTaTOB 3TUX aHAMMU30B ANs1 MOTPEeObUTENEN N BKNOYATL B PErYNSIPHBIN OTYET (Hanpumep, roaqoBOMN OTYET)
KpaTKue cBeAeHUSA O KavYeCcTBe BOAbl U KaKUX-NNMDO CBAAZAHHBLIX C 3TUM npodnemax.

Ecnn B pesynbTaTte YpesBblMalHOMN CUTYyaLUUM BO3HUKAET Kakou-nmbo BeIOpOC B pacnpeaennTenbHyo
CUCTEMY MUTLEBOIO BOAOCHADXEHNS, KOTOPLIA MOXET NarydbHo ckasaTbCs Ha 340pOBbe NoAe, CUCTEMA KOM-
MYHalnbHOro BOAOCHaDXeHUA NN APYron OTBETCTBEHHbLIWA opraH npeAnpuHUMatloT BCE BO3MOXHbIE Mepbl No
yOoaneHUo 3apaXeHHoOU BoAbl U3 cUCcTeMbl. Ecni Takoe yganeHue HeBO3MOXHO, cUCTeMa KOMMYHanbHOro
BOOOCHADXEHWUA, KOMMNETEHTHbLIN OpraH U1 Apyron oTBeTCTBEHHBLIN opraH MHAQOPMUPYIOT NMOTEHLUMaNbHbIX
noTpedbutenen o BO3HUKLLNX pUCKaX U NpeaocTaBnaloT UM anbTepHaTUBHbIE CpeAcTBa NOCTABKA MUTLEBOW
BOAHI.

5.3.6 IcTeTUYeCKUe XapakKTepUCTUKU BOAbl

Cuncrtema NnMTbLEBOIO BOAOCHADXeHUS O0TKHA BHEAPATb MePbl, 3KOHOMUYECKU NpuemMnemMble ans noTpe-
butens nobecnevnBaroLLMe NOCTABKY BOAbI, YAOBNETBOPAOLLEN 3CTETUYECKUM TPEebOBaHUSM, Ha PerynsapHon
ocHoBe. Cncrtema nmTbeBOro BOAOCHabXKeHUA OTCNEXMBaET Kanodbbl Ha KAYeCTBO BOAbl, HE COOTBETCTBYOLLEE
aCcTeTUYECKUM TpeboBaHUAM (MO BKYCY, LUBETY 1 3anaxy), W/MnnnpoBoanT perynsipHble onpockl NoTpedbuntenei
OTHOCUTENbHO 3CTETUYECKUX XapaKTepUCTUK Boabl.

Cucrtema KOMMYHaJIbHOTO BOJOCHADXeHNS BHEAPAET MEPbl, SKOHOMWYECKHA NMPpUeMIieMble OJ14 I'IOTDGGI/I-
Tend Nt MUHUIMU3NUPYROLWAE NMOABJTIEHNE HETNPUATHDBIX 3allaX0B, CBA3aHHbBIX CO CTOYHBIMIA BOAAMIA.

5.3.7 [aBneHue npu nocrtaBke NMTbLEeBOU BOAbI

Korga nutbeBasi Boga NocTaBnsieTcsl Yepes ceTb TpybonpoBOoAOB, CUCTEMA KOMMYHaNbHOro BOAOCHAD-
XeHUs aomkHa obecneynTb A0CTaTOUHbIN YPOBEHb AaBNeHUa Boabl U NponHdopMmnpoBaTh noTpebutenen o
MUHUMaNbHOM U MakCMManbHOM YPOBHAX AaBneHUA. B ntodbom cnyvyae cuctema obecnevymBaeT Takoe COCTOSA-
He TpyOONpPOBOAOB, KOTOPOE HE NMPENATCTBYET NogaepKaHuio TpedbyemMblX YPOBHEN AaBNEHUA.

5.3.8 HenpepbIBHOCTbL NOCTaBKU NUTLEBOU BOAbI

Cu1UCcTEMON KOMMYHanbHOro BogocHabXeHus npeanpruHnMatoTca Bce Heobxogmmblie Mepsbl o cbecneye-
HUIO MOCTaBKU NUTLEBOW BOAbl HA NOCTOAHHOW OoCcHOBe. Ecnn 3TO HEBO3MOXHO, NMOCTaBKa A0/KHA NPON3BO-
ONTbCSA TaKUM cNocoOOM, KOTOPLIN ABNAETCA NpueMieMbiM 48 notpebutenen.

Cuctema Takke npeanpuHMMaeT Bce HeobXxoanmble Mepbl, YTODbI CBECTU K MUHUMYMY BITUSIHUE TaKMX
coObITUI, KaK cOOW B paboTe CUCTEMBI MU NPOBOANMBIE PEMOHTHBIE NN BOCCTAHOBUTENbHBIE padboThl, MPUBO-
Osilme K npepbiBaHMIO NOCTaBKM NMTbeBOW BOAbI NoTpebutenam. Cncrtema gomnkHa cBoeBpeMeHHO MHDOPpMU-
pPOBaTb NOTPEbUTENEN O NPEPbIBAHUN MOCTABKN.

B cnyyae HeceTeBOM NOCTABKU MUMTLEBOW BOAbLI CUCTEMA KOMMYHalbHOIC BOAOCHaDXeHNs obecnevnBa-
eT NOCTaBKY NMTbLEBOW BOAbl HA PerynsipHoOn O0CHOBE N MHPOPMUPYET NOTPpebUTenen o Toukax, UHTepBanax
BpeMeHU NpeaocTaBNeHnda NMTLEBOU BOAbI.

5.3.9 OxBaT 1 AOCTYNHOCTb YCNYr NUTLeBOro BOAOCHabXeHUs

3a reorpadpnyecknin oxeaT yCnyr NMTbeBOro BOAOCHADXEHNS OTBEYaOT KOMMNETEHTHLIN OpraH U OTBEeT-
CTBEHHbIN OpraH, KoTopble A0IMKHbI NPUHMMATL BCe pasyMHble Mepbl, YTODbI Npe4oCTaBNATb YCNYTN Ha crnpa-
BEA/IMBON OCHOBE B paMKax BCeX CElTIbCKNUX U rOpOACKMX pariOHOB U MeXay HUMWU. [na uenu makcumMansHoro
oxBaTa MOryT noTpedoBaTbCs pasHble MeTOAbl 4OCTABKM YCNYT B COOTBETCTBUU C MECTHLIMW YCIOBUAMMN.

Ecnn HaceneHne nonyyaeTt ycnyrn He nocpeacTtBoM ceTu TpybonpoBoAoB, OTBETCTBEHHLIA OpraH
COCTaBNAET Nf1aH NpeaoCcTaBNeHUsa yenyr Ha OCHOBe afbTepHaTUBHBIX CPEACTB, TAKMUX KaK 0bLLeCTBEeHHbIE MyH-
KTbl BOOOCHabXeHUs1, aBToUMUCTEPHBbI 1 T. 4. [peanonoXeHue 0 ToM, 4TO reorpaguieckun panoH MoXeT BbITb
HEeBbIFO4HbLIM C KOMMEPUECKON TOUKMN 3PEHUS, HE AOIMKHO ABNATLCA NPEnATCTBUEM NS NPeaoCTaBNeHUs YCNyr.
[nanasoH BO3MOXHbIX MOAENen NpeacCTaBNEeHNA YCIYT OOMKEH BKNOYAaTb HA3KO3aTpaTHbIE allbTEPHATUBLI U
LleHbl, aaanTUPOBaHHbIE K 3KOHOMUYECKN HEBBIFOAHBIM 30HaM C NePCNEKTUBOW paclUMpeHUs oxBaTa YCyr.

ObObeM NUTbLEBOU BOAbLI, AOCTYMHLIA NOTPEbUTENIo, A0MKEH NO KpanHen mepe COOTBETCTBOBATbL OCHOB-
HbIM TpeboBaHMAM NoTpebuTens, onpeaeneHHbIM BceMnpHON opraHusaunen sgpaBooxpaHeHUsd, U rapaHTr-
pOBaTh 3aLWNTY OT OONEe3HeNn, CBA3AHHbLIX C HEXBATKOW U NNOXAM Ka4eCTBOM BOAbI.

OXBaT U OOCTYMHOCTb YCNYr AOMMKHbI OblTb NPUMEMMNEMBIMA C 3KOMNOTMYECKON U (PUHAHCOBOWN TOYeK
3peHuns.

5.3.10 OxBaT 1 AOCTYNHOCTb YCNYr NO yAaneHUIo CTOUHbLIX BOA,

3a reorpaduryecknin oxeaT yCiyr no yganeHuto CTOYHbIX BOA OTBeYatoT KOMMNETEHTHbLIA OpraH U OTBET-
CTBEHHbI OpraH, KoTopble A0MKHbI NPUHUMAaTbL BCe pa3yMHble Mepbl, YTODbI NpeaoCcTaBNATb YCIyry Ha cripa-
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BeATMBOUN OCHOBE B paMKax BCeX CellbCKUX YU ropOoACKUX PaNOHOB U MeXxay HUMW. na uenu makcumMmanbHOro
oXBaTa MOryT noTpeboBaTbCA pasHble MeToAbl NpeaocTaBlIEHUA YCIMYrM B COOTBETCTBUUM C MECTHbLIMU
YCNOBUAMMN.

B Tex MecTax, rae AeNCTBYIOT cUCTEMbBI TPYOONPOBOAOB ANd cOopa CTOUHbIX BOA, cneayeT KOHTPOMUPO-
BaTb KA4YeCTBO YCTAHOBMEHHbIX cOoedMHEeHWA U chpacbiBaeMblX CTOUHbIX BoAd. CUCTeMa KOMMYHaNbHOro
BOAOCHaDXEeHUA A0IMKHA YeTKO MHOPMUPOBAaTL NOTPEbUTENEN O TOM, YTO MOXKHO M YTO HENMb3sI cbpackiBaTb B
KaHanunsaunoHHble Tpybonposoakbl. [oTpedutenn AomKkHbl cobnoaaTth 3T TpebOoBaHUS.

EcnunHaceneHue nony4yaeT ycnyry He nocpeCTBOM CETU TpyOONpoBOAOB, OTBETCTBEHHLIN OpraH niaHu-
pyeT npeaocTaBnsATh NOTpebuTensam anbTepHaTUBHbIE POpMbl COOPa N OYUCTKU CTOYHBLIX BOA, Takue, Kak yoop-
Hble, CenTUuK-TeHKWU. [MpeanonoXxeHne o TOM, YTO reorpadpuyecknin panoH MoXeT OblTb HEBLIFOAHLIM C
KOMMEepPYeCKOU TOUYKU 3peHns, He O0IMKHO SABMATLCA NPpenaTcTBUEM ANdA npegoctaBneHusa yenyr. manasoH
BO3MOXHbIX MoAernen npegocTtaBlieHNs YCNyr gomkeH BKNoYaTh HU3Ko3aTpaTHbIe anbTepHaTUBbLI U LEHHI,
aganTUpoBaHHbIE K 3KOHOMMWYECKN HeBbITOAHBLIM 30HaM C NepcCcrneKTUBOU pacluMpeHnda oxeaTa yCnyru.

Cuctema yganeHusi CTOUYHbIX BO4 A0MKHa paspaboTaTbh U BHEAPUTL NpOorpaMmmy akcnnyataumm n obcny-
XXNBaHUS N9 PEMOHTa UM BOCCTAHOBEHUS aKTUBOB, YTODbLI 0becnevynTb NoTpeduTento BO3MOXKHOCTb cOpoca
CTOYHbIX BOA UMW 0cagKka U3 OTCTONHUKA.

Takke cucteme yaaneHuUss CTOUHbIX BOA crneayeT obecneynts HadeXXHoe npenocTaBneHne yenyru u
CBECTU K MUHUMYMY HE3aNnnaHUpoBaHHbIE NPepbiBaHUSA e€ NpeaccTaBneHunst, NPenaTCTBYOLWME NOTPEDUTENIO
OCYLLEeCTBNATL COpOC.

OxBaT WU OOCTYNHOCTb YCNYr OOMKHbI ObITb NMPUEMIEMbLIMU C SKONOTMYECKON U DUHAHCOBON TOYeK
3peHuns.

5.3.11 3aTonneHue o0bLEKTOB HeABMXUMOCTU CTOUYHLIMU BOoOgaMI

Cuctema KoOMMyHanbHOro BoaocHabXXeHUsa AomkHa npeanpuHMMaTh BCe pa3yMHble Mepbl, YTODbI CBeC-
T K MUHUMYMY PUCK 3aTONNEHUS CTOUYHBbIMW BogamMn. CUCTEMa KOMMYHaNbHOMO BOAOCHaADXEHUS UMM MECTHbIV
KOMMEeTEeHTHbIN opraH NpeaoCcTaBNAT YeTKYIo MHPOpMaLIMIo O pUckax 3aTonNeHNa CTOYHBIMY BOAaMK B pano-
He OoBbCny)XMUBaHUS U Mepax, KoTopble NoTpedbutenn n Bnagenblbl 0OLEKTOB HEABMXKUMOCTU MOTYT MPUHSATS,
YTOObl MUHUMN3NPOBATL BO3IMOXHOE BNMSIHME 3aCOPOB UMW 3aTONMeHUa (HanpumMmep, Haanexawmnn copoc
CTOUHBLIX BOA, HeobXoaAuMble BHYTPEHHUE YCTAHOBKW, UCMOMNb30BaHWE HEBO3BPAaTHLIX KManaHoB, HACOCHLIX
yCTaHOBOK). OnepaTtopy cneayert paspadboTaTh NnaH OTBETHLIX AEUCTBUI Ha cnyvan cboeB B paboTe CUCTEMBN
yaaneHuda CTOYHbIX BOA.

5.4 YnpaBneHuWe KOHTpPakTaMUu U BbIiCTaBlNIeHME CYETOB

5.4.1 BO3MOXHOCTb 3aKN4YeHUA ACHOIo U NOHATHOrO cornaweHuna o6 ycnyre

Cucrtema KOMMyHalbHOMoc BOAOCHaADXEHUS AOMKHA 3aKnovaTh ¢ NOTPedbUTensiMmn siCHble N NMOHATHBbIE
cornaweHuns od ycnyre Ha crnpaseannBebiX ycnosusix. CornaweHue ob ycnyre A0MMKHO BKTHOYaTb YeTKMe 1 40C-
TYMHbIE YCITOBUA M COOTBETCTBOBATL TREOOBAHUAM NMPUMEHUMBIX NOCTAHOBMEHWA U PYKOBOAALLMX YKa3aHWUA. B
NnoboMm cnyvae HET HeOBXOANMMOCTU B MHANBUAYANbHBIX UMW MUCbMEHHbIX KOHTPaKTax.

Ecnn cuctemMon KoMMyHanbHOro BOAOCHaDXEHMS1 UCNONb3yeTCHd cTaHaapTHOe cornatueHmne ob ycnyre,
OHO AOMKHO BbITh 4OCTYNHO AN O6LLECTBEHHOCTH.

Ecnncuctemanpegnaraet BHECTU U3MEHEHUS B CYLLIECTBYOLLIEe cornawleHne ob ycnyre, KNMeHTbl A0MK-
Hbl MONY4YUTL yBeAOMNEHME O NOAPOOHOCTAX BHOCUMBIX U3MEHEHUA U UMETb BO3MOXHOCTb BbiCKa3aTb CBOWU
KOMMEHTapWUK1 No oKoHYaTeNbHOMY peLleHUIo.

Cuctema gomkHa noaroToBUTb U caenaTtb AOCTYNHBIMKU ANA NoTpebutenen npoueaypbl 3aknoYeHUsa
aHHYNMPOBaHWUA cornaweHun. lNpoueaypbl aHHYNUPOBaHUA A0MKHBI ObITb NPOCTBIMMN.

5.4.2 ToyHoOCTb NpU BbICTABNE€HUU CHETOB

Cuncrtema KOMMyHanbHOro BOAOCHabXeHUs A0MKHa NPUHSATL BCe Heobxoammble Mepsl, YTODbI obecne-
YUTb TOYHOCTb NPU BLICTABNEHNN CHETOB KNMeHTaM. B cny4dae xanoodbl Ha TOMHOCTb CHETUYMKA, UCMONBb3YEMOTO
ONs1 U3SMepeHnd NoTpedbneHns yCnyri, onepaTtopy crneayeT NPOBECTU MPOBEPKY CHETYUKA U 3aMEeHNUTL ero npu
HeobxognmocTn. CrneayeT paspaboTaTb HeTKYIO NpoLeaypy BHECEHUS KOPPEKTUPOBOK B Clyvae oLNOKK, cTa-
BALLIEeW NOTpebnuTens B HEBLIFOAHOE NONOXKEHUE.

Ecnn cyeTa BbICTABNAKTCA HA OCHOBaHUM APYrMxX MeTOoA0B, OTNUYHLIX OT CHATUK NOKasaHUM cHeTvMnKa,
onepaTtop A0MMKeH AaTb NOSICHEHUA MO OCHOBE ANd pacyeToB U NpeayCMOTPETb MexaHU3Mbl, NpeaoTBpallato-
LLie NOosIBNEHNE OLUMOOK UMM HECOOTBETCTBUN B cHeTax. B 3aBUCMMOCTU OT YCNOBUN cornallerunst ob ycnyre B
criydae HEeBO3MOXHOCTU OCYLLUECTBMNEHUS MOCTaBKM CyMMa cyYeTa A0KHA ObITb YMeHbLUEeHa COOTBETCTBYHO-
LLIMM 0Dpa3omMm.

5.4.3 OTBeTbI Ha Xanoobbl No cyeTam

Cucrtema KOMMyHallbHOro BOAOCHADXEeHUA O0MKHA B pa3yMHble CPOKU AaTb CBOEBPEMEHHbIA OTBET
3aperucTpupoBaHHOMY NOTPEOUTENIO, B KOTOPOM ODBACHAETCS UNK peluaeTcd npobnema nnm yaoBneTBopsi-
eTcd xanoba.
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Cunctema gormkHa npuaepKmMBartbesl 00s13aTenbCcTBa (KOTOPOoE MOXKET DbITh BKITHOYEHO B cornatueHme ob
ycnyre), orpaHM4nBaloLLero MakcuMmanbHoOe BpeMs A OTBETA Ha »Kanobkl No cyeTam.

B 3aBUCMMOCTU OT YCNOBUU cornawieHnst ob ycnyre cuctema gomkHa paccMmaTpuBaTh AeHEXKHbIe BONPO-
Cbl, BO3HMKAOLME B CBSA3U C OLUMBKamMun B cHeTax,  BLIHOCUTb Mo HUM NpUuemMiiemMble peLleHus.

5.4.4 7ZICHOCTL BbICTaBlIeHHbLIX CHETOB

CUCTEMON KOMMYHaNbHOIO BOAOCHADXEHUA NCNONb3YyeTCH CUCTEMA BLICTABNEHUS CHETOB (OUMMNHIO-
Basi cMCTeMa), BbiNUCbIBatoLLAaa NoTpebutenam cyeta B OymakHon oopMe Unn B SNEKTPOHHOM BUAE, NN APY-
rMe cpeacTBa, MNPy 3TOM cHeTa AOIMKHbI ObITb TOYHBIMUW, MOHATHLIMW, CBOEBPEMEHHBLIMW 1 MOTHBIMMA.

Cuctema npeaocTaBnsieT NoTpeduTensm noapodHy o MHPOPMaLUIO O CTPYKTYPE N coaepXaHnumM CHETOB.
OTa nHdopMaums A0MKHA ObITb ACHON, NOHATHOW, UCNOSb3YICLLEN NPOCTOMN A3bIK M OAHO3HAYHbIE NpeacTaBe-
HUA. TpumMepbl AOKYMEHTOB, KOTOpPbIE MOTYT ObITb UCNOMb30BaHLI, YTODLI NPeaocCTaBUTbL NOTPEOUTENAM 3TY
MHOPMaLMLIo, BKITHOYAIOT nepeveHb TapnudgoB, OnUcaHnUst HacTHLIX CIy4YaeB U T. 4.

Ecnun anst pasHbIX yCnyr UCNonb3yeTcst 04uH obLLMINA cHeT, COBMECTHbIW C yCnyraMmn nNMTbEBOro BOAOCHAD-
XEeHUS Unn ycnyramm no yaaneHuto CTOYHbIX BOA, coaepKaHne AOMKHO YeTKO pasnnuaTbhCd U Kaxkaaa ycnyra
OomMKHa BbITb YETKO onpeaerneHa.

5.4.5 Cnocobbl onnarhl

Cucrtema KOMMyHanbHOro BogocHabXXeHUst A0MKHA NPUHATL HEOBXoAMMbIE MEpPbBI, YNPOLLAOLNE OCY-
LLIeCTBNEeHWE nNnaTeXen noTpebunutenamu, nocpeacTBOM:

a) perynsapHoOro BbiCTaBMNEeHUS CHETOB;

b) BO3MOXHOCTU BEIBOPA U TMOKOCTN CNOoCcOBOB onnaThl;

C) 4YacToThbl NNaTeXeu;

d) MUHUMYMa HeyaoBCTB (Hanpumep, OTHOCUTENBLHO MECTOHaXOXAEHNSA TOYEK BHECEHUS NNAaTEXEN UMK
Hann4nusa ANUHHBIX ovepenen).

B COOTBETCTBUM C MECTHBLIMU OBBIYAsIMU U NPAKTUKON cnocobbl onnaThl MOTYT BKMOYaTb:

- Hanu4HblIE;

- YeKW;

- BaHKOBCKUA NepeBoa;

- npeaBapuTenbHO onladMBaemMble « MapKu No ycrnyram BOAOCHabXeHnay;

- KpegWUTHbIe KapThbl;

- Apyrmne cnocoobl.

Cneayer yunuTbiBaTh, YTO HAUMeHee obecneYveHHble KNMEHTLI NpeanovnuTaloT BHOCUTb YacThle NaTeXu
Ha HeDONbLUWE CYMMBbI, U perynmpoBaTh CUCTEMBI BbICTABTEHUSA CHETOB CY4ETOM 3TOro oakropa, eCrnmsTo BO3-
MOXXHO.

CneayeT BECTU y4ET BHECEHUS NNATEXEN C BOSMOXHOCTbLIO AN NoTpebuTenen npoBepmnTs BHECEHHLIE
nnaTeXm OTHOCUTENbHO BbICTABMEHHbIX CHETOB.

5.5 lNMoaaepxaHue XopoLIUX OTHOLLUEHUU C NOTPebUTEeNAMU

5.5.1 O0LWwue nonoxeHus

Cuncrtema KOMMYHarnbHOro BOAOCHADXeHUS B CBOEW AeSATENNbHOCTU AOMKHA ONUpaTbcsl Ha OXKUAAHUS
notpedbutenen. OHa AoMKHa BHEAPUTL NpoLeaypbl, HanpaeneHHble Ha noaaepXaHne XopoLUnUX OTHOLLEHNN U
ydyacTtue notpedbutenen. Ansa obuieHUs ¢ noTpedbutenamm AomkHa BbITb NpegocTaBneHa KOHTakTHast MHAop-
Mauusi. Cncteme KOMMyHalnbHOMoC BOAOCHaADXeHUA crnegyeT Takke paspadboTaTb npoueaypbl obpaboTkn
3arnpocoB noTpebutenen, No3sonaoLWne aaTtb NOACHEHUSA /N peLnTb NpobrieMy B pasyMHble CPOKN. Takue
npoueaypbl A0IMKHBI rapaHTUpoBaTh NoTpedbuTento KoHUaeHUNaNbLHOCTL, OHU BLIMOMHAKTCH NEPCoHanomMm,
MMeELWMUM OOCTYN K TekyLen MHdopmaLni.

Cuctema gormkHa npuaepKmMBatbesl 00s3aTeNnbCcTBa (KOTOpoe MOXKET ObITh BKITHOYEHO B cornatlueHume ob
ycryre), orpaHnymMBaoLLero MakcumanbsHoe BpeMsi AN 0TBeTa Ha 3anpochl.

5.5.2 NMncbMeHHble o6palLleHnA

CucrtemMa KOMMyHanbHOro BOAOCHADXeHUSa OoMmkHa onpeaenntb BO3MOXHbIE (POPMBI MMCbMEHHOMo
obLeHns, aganTMpoBaHHbIE KHYXXaaM noTpebuTtenen, naaBaTh OTBET B pasyMHble cpokn. OHa AomKkHa AaBaTh
npuemMnemMble OTBEThI UM PELUEHUS.

Cuctema gormkHa npuaepKMBaTtbesi 00s13aTeNnbCcTBa (KOTOpoe MOXKET DbITh BKITHOYEHO B cornatueHme ob
ycryre), orpaHu4MBatoLlLerc MakcumanbHoe BpeMs 4519 oTBEeTa B clyvyae NUCbMeHHbIX obpalleHni.

5.5.3 OOpaweHusa no tenedoHy

Ecnn TenedoHHaa CBA3b AOCTYMNHA, CUCTEMA KOMMYyHalIbHOr0 BOAOCHADXEHUA O0MTKHA obecneyunTb
Hanuuyme cnykdbl, oTBeYaroLWen Ha NPUHATLIE TeNnedOHHbIE 3BOHKU B PasyMHbIE CPOKK, a Takke paspadoTaTh
npuemMmnemMsble peLlleHnst Ui oTBEThl NOTPebuTensim.

TenedoHHasa cnyxba gomkHa ObITh B Modoe BpemMst AOCTYMNHa A5 OTBETa Ha 3BOHKU O Ype3BblYanHbIX
cutyauusix. Cuctema gormkHa npuaepkmeaTtbest 0bssaTtenbcTBa (KOTOPoe MOXET ObITb BKNHOYEHO B cornatle-
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H1ne 00 ycnyre), orpaHM4YMBarOLLEro MakCUMaribHOe BpeMst OXUaaHUAa U MakcumarbHOe BpeMst Asl oOTBeTa B
cnydae obpalleHnn no TenedoHy.
B palioHax, rae TenedoHHada CBs3b HeAOCTYMNHA, cUMcTeMe crneayeT obecneynTb anbTepHaATUBHLIN Bapu-

aHT AN OTBETA Ha 3anpockl NOTpedbuTenen NN pearmpoBaHUs Ha coobLLEHNUS O Ype3BbIYaUHbIX CUTYaLUSIX.

5.5.4 Busutblnotpebutens B ochucbl CUCTEMbl KOMMYHarIbHOIo BOAOCHa0XeHUs

Cunctema KOMMyHanbHOro BoAoCHabXeHUa AoMKHA UMeTb onpeaeneHHyo MHAPaCTPYKTYPY AN npue-
Ma noTpebutenen. CneayeT yCTaHOBUTL paboyne Yachl, KOTopbIe A0MKHBI cobnogaThes, U pasyMHOE U XOpo-
IO perynupyemMoe BpeMs oXuaaHust anst nocetutenen. lNpuem O0MmKeH npoBOAUTLCA B YAODHBLIX AN
notpebutenen opuncax. B cenbCknx UM manoHaceneHHbIX paloHax, rae ctaunoHapHble opuchl OTKPbIBATH
HEBLIFOQHO, CUCTEME crneayeT obecnevyntb Hanuvne anbTepHaTUBLl (HanpMmep, MobunbHble OPUCHI, 3MEKT-
POHHbLIE NMPUEMHEIE).

MHpacTpyKTypa OoMMKHA npeaycMaTpuBaTth KOHpUAEHUMANBHOCTL, a pabDOTHUKUA CUCTEMBI, paboTalto-
LLie C NOCEeTUTENAMU, A0IMKHbl UMETb 3HAaKW, yOOCTOBepAoLME NMUYHOCTD.

B opucax nocetutensam A0MKHbl ObITb AOCTYMHbI MOHATHbLIE AOKYMEHTbLI, OTHOCALUMECS K OCHOBHbLIM
XapakTepucTukam npegoctaBndemMelx ycnyr. Cioga BXoauT Takke MHdpopmMaLnd, B KOTOPOU NPOCTLIMU TEPMU-
HaMun OO BSICHAETCS npoLeaypa cdpalleHns ¢ 3adBKOMN Ha NpeaocTaBNeHne yCenyr CUCTeMbl KOMMYHaNbHOMo
BOOJOCHaDXeHUs.

5.5.5 Bu3ntbl K notpedburtento

Cuncrtema KOMMyHalbHOIro BOAOCHaDXEeHUS A0MKHA NMPUHATL Npoueaypsl, rapaHTUpyoLwme cobnogerme
PaboOTHMKAMUN CUCTEMBI HA3HAYEHHOIroC BPpEMEHM BCTPEUYN NPpU BU3NTaxX KnoTpedbutento. lNpoueaypbl Takke 40M-
XXHbl pernameHTUpoBaThb HanNnU4ne y padboTHUKOB COOTBETCTBYIOLLNX ONO3HABaTENbHbIX 3HAKOB, YAOCTOBEPSIO-
LLNX JMYHOCTb, KOTOpble paboTHUK nokasbiBaeT notpebutento. lloTpedutenn AOMKHBI 3HATb O TaKoOM
TpeboBaHUN.

PaboTHUKaM cUCTeMBI creayeT CBECTU K MUHUMYMY NMobble HeyaobcTea Ans notTpebutens n cobnogaTb
KOHUAEHUMANbLHOCTb BO BpeMS U Nocne BUsnTa. PaboTHUKN, HAHOCALLNE BU3UTLI NOTPEOUTENAM, AOMKHbI
obnagatb HeobxoaUMbIM YPOBHEM KOMMNETEHUMMA OTHOCUTENbHO MPUYUHBI BU3UTA WU Bcerga BeCcTU cebH
BEXXINBO.

5.5.6 JKano6bl u npocbOLI

Cuctema KOMMyHanbHOro BOAOCHabXXeHUA AoMmKHa paspabdboTaTh Npoueaypbl ANa oTBETa U/ NN NPUHSI-
TUS pelleHna no xanobam 1 npocbbam notpebutenen. Cuctema OomKHa npmaepXmMeaTbcsa obasaTensCcTBa
(KOTOpOE MOXEeT DObITb BKMOYEHO B cornaweHue ob ycnyre), orpaHU4YMBaoWLEro MakCcumansHoe BpeMst AN
OTBETa Ha Xanodbl Uunpockbbl NoTpebutenen. OTHOCUTENLHO BCEX Kanob n npocbb AonKHa AeUCTBOBATL CUC-
TemMa MOHUTOPWUHIa And oL eHKU BpeMeHM OTBeTA.

Cnocobbl nogavn xxkanobbl Umv NpocbOLI BKOYAOT:

- MUCbMEHHbI;

- No TenedoHy;

- MO 3MNEKTPOHHOW NoYTE;

- N0 paKcy;

- YCTHO BO BpeMs BU3UTa notpebutenst Unn nHeiM obpasom:;

- YCTHO BO BpeMs BM3nUTa paboTHUKOB CUCTEMbI KOMMYHaNbHOIO BOAOCHA0XEHUS.

danbHenwne ykasaHust no obpabotke xanob wn npocbd noTpebutenen pgaHbl B cTaHaapTe
MCO 10002:2004.

5.5.7 YBeaomneHunsa o6 orpaHMYeHUAX U NpepbiBaHUAX

Cuncrtema KOMMyHanbHOro BoAOCHaDXeHUS A0MKHA MCNONb30oBaTh HAMboNee NoaxoasLwnmn cnocod yee-
aOoMNeHunst notTpedbuTenen o BO3HUKHOBEHUN ONMACHbLIX YCMOBUN UM NNAHOBLIX OrpaHUYeHUA, N NpepbiBaHUi
npegocTaBneHnsa yenyri. B cnyvyae He3annaHUpoBaHHbIX MW Ype3BbldanHbIX orpaHu4eHU Unn npepbiBaHUM
npeaocTaBnNeHNsa yCnyrm cCUCTemMa AoMmkKHa Kak MOXHO ckopee NponHQopMMpoBaTh NOTpebutenen, KoTopblx
3TO KacaeTcd, 0 NpudMHax, npeanonaraeMon npogomKMTeNbHOCTU orpaHUieHUA UNn npepbiBaHUI.

PekomeHayeTcs, UTODbI cUCTEMA NpUAEPKMBanack 0ba3aTenbCcTBa (KOTOPOE MOXET ObIThb BKMIOYEHO B
cornawleHue ob ycnyre), yctaHaBnmBaroLWero MMHUMansHbI CPOK YBEAOMMNEHUS NOTPEDBUTENEN, KOTOPLIX 3TO
KacaeTCd, O NMTaHOBLIX OrpaHUYeHUSIX U NPepbIBaHNAX NpeaoCcTaBNeHNs YCyTin.

5.5.8 JocTtynHocTb MHopMmauuu od ycnyre

OnepaTop, OTBETCTBEHHbLIA OpraH U KOMMETEHTHbIE OpraHbl AOMKHbI NMPeaoCcTaBNATb NOTPedbUTensam
OTKPLITYO U Npo3padHyto MHopMaLnio oDLLEero xapakrepa, KacatoLlytocsa obLeaoCTYNHbIX aCNeKTOB YCNyru,
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BKITIoYasa pacnpegeneHne ob6s3aHHOCTEN U BbINMONHEHME YCIYT B COOTBETCTBUU C MECTHLIMW YCITOBUSIMU. 3Ta
MHGOPMaLMAa Ao KHa ObITh NpeacTaBneHa Takum odbpasom, YToObl ObITb MaKCUMManbHO NOMIE3HON MakCcMarb-
HOMY Y/CTy NoTpebuTeneun.

[MoTpebutenu moryt obpaTtutbcsa K onepaTopy, OTBETCTBEHHOMY OpraHy U/Mnmn KoOMMeTeHTHBIM OpraHam ¢
3anpoCcoM O packpbiTUM MHAOPMaLUN. B HEKOTOPBLIX Crydasax packpbiTne MHAOPMAaLMN perynmpyeTcs 3ako-
HoM. MHpopmMaLnsa moxeT BbiTb AOCTYNHOW, HO Heobsa3aTeNnbHO pacnpocTpaHaemon ans obuwero goctyna. Ho
ecliM BO3MOXHO, onepaTop, OTBETCTBEHHbIN OpraH U KoMNeTeHTHbIe opraHbl 4OTKHbI NpeAoCcTaBUTb BCHO A40C-
TYMHYO N0 3aKOHY MHdOpPMaLUo B OTBET Ha Takon 3anpoc.

lpumep — B3asucumMocmu ommMecmHbiX ycrioguil o6wedocmynHbie acneKkmabi ycayau Mo2ym 8KNTH0Yamb:
a) 80onpocCh! OXpaHbi 300pP08LST YE/108€EKa:
- pe3ynbmambi NPO8EPOK Kadecmea;
- nepuodu4yecKue omyemsl! 0 Ka4ecmee e00bl;
- nepuodudyecKue omyemsbl! 0 Kad4ecmee CMOYHbIX 800 U ymunu3ayuu omxo0os;
b) knuenmckoe obcnyxueaHue:
- KOHMaKmMHbIe 0aHHble (Yacbl pabombr ogpucos, menehoHbl);
- npoyedypbl nodaYyu xanobsbi;
- npoyedypbl 8bICMas/IeHUSsI C4emos U onjamabi;
- Kak nony4Yyums mpebyemyro ¢puHaHCO8YIO noMoOuwb OJis onsiambsl c4emos8 (Hanpumep, coyuanbHoe
obecnevyeHue);
C) npasoebie paMKu:
- KOHMpaKkmabi ¢ KITueHmamu;
- npaea nompebumeneu;
- 0bsi3aHHoCcMu nompebumerneu;
- mapubi;
- npoyedypbl ycmaHoO8KU mapugoe;
- cywjecmeyrouwjue KOHmMpakmabi (Hanpumep, co2saueHus o 1baomax, co2nauweHust 06 ynpasseHuu);
- NpeosIoXeHUs: Mo HO8bIM UJTU 803006HO8IIeMbIM KOHMPaKkmam (Hanpumep, no coa2sj1awieHuUsiM 0 /ib20-
max, co2s/1aweHuUsiMm 06 ynpasneHuu);
- npoyedypbl 3aK/IF0YeHUSTI KOHMpPaKkmos (Hanpumep, coasiauweHul o 1b2aomax, coa2nauweHuu o6 ynpas-
JTeHuu);
d) eonpochbi 3kcrnayamayuoHHO20 Xapakmepa:
- CPOKU pacuwiupeHus ycnayau;
- NOpsIOOK delicmeaull 8 Ype3zabivdaluHbIX cumyayusix;
e) ¢puHaHcoO8blIe 8ONPOCHI:
- CMpyKmypa 3ampam;
- ¢hopmyna yeHoobpaloeaHus;
f) ebinonHeHue ycnyau:
- nokalzamersu npousgodumenbHOCMU, NybiuKyembie, HarnpumMep KOMNeMeHMHbLIMU Op2aHaMUu.

5.5.9 MeponpuaTtusa, npoBoauMble B MECTHOM coobLlecTBe

Cuctema KOMMyHanbHOro BOAOCHabXXeHUA A0KHA NPUHUMATE ydacTue B MePOonpUATUAX, MPOBOAUMbBIX
B MECTHOM co0bLlecTBe, He3aBUCUMO OT TOTO, HACKOMNbLKO OHU CBSA3aHbl C YCNYron, Unn MOXXeT OpraHn3oBaTh
CBOWN COOCTBEHHbIE MEPONPUATUSA, HAaNpUMep OHWU AN NOCeLeHNs U 3KCKYPCUN Mo NPOU3BOACTBEHHLIM MNNO-
LWaakam cuctembl. CUcTeMa AoMkHa NnoaaepKnBaTbh XopoLllme OTHOLWEHUSI C MeCTHBIM COODLECTBOM NyTeM
npounakTu4eckoro npeagoctaBneHnsa MHgopMaunm 1 nogaepXmeasa CBOK OCBEAOMIIEHHOCTb O MECTHbIX
OXNOaHUAX (pe3ynbTaTOM MOXeT OblTb, HANPUMep COTPYAHNYECTBO C COODLLIECTBOM N yvacTue 40DPOBONLLEB
B Cny4Yae BO3SHUKHOBEHUSA Ypes3BblYaMHbIX CUTYaLNN).

5.5.10 YyacTue notpedutenen

OnepaTop, OTBETCTBEHHbLIN OpraH U/Unn KOMNEeTEeHTHLIE opraHbl AOMMKHBI CTUMYITMPOBATL U NOOLWPATH
yyacTune notpedbutenen (B paspaboTke 3akoHoAaTENbHbLIX pernameHToB, PUHAHCUPOBAHUN U T. A.), KOTOPOE
MOXET NPUHUMATL pasHble POPMBIL.

lTpumepsbi

- npogedeHuUe KOHCynbmauyul 8 NOCMOSIHHbIX KOMUCCUSIX nompebumenel, KOMopbie MO2ym OMCIeXu-
eamb Xanobbl u cobriroderHue cmaHdapmos npedocmassieHust yenayau;

- y4Yacmue 8 QUCKYCCUSIX IO YaCMHbBLIM CITy4asiM;

- KOHCYynbmayuu no acrieKkmam K/Io4e8biX pelweHul, makux, KaKk Hoeble rpoapaMMbi N0 pacuWlupeHuro
cemu, yCmaHO8J/IeHUS1 UeH Ha HO8bIlU nepuod, paccMOmMpeHUs1 coO0epXXaHUsi HO8bIX KOHMPaKmoe u/usnu uaMeHe-
HUs1 OM8emMCcmeeHHO020 op2aHa; KOHCYyNbmayuu Mo2ym nposodumbcst MeXX0y nompebumernsmMmu u onepamopa-
MU, OmeemcmeaeHHbIMU Op2aHaMu u/unu KoMNemeHmMHbIMU Op2aHamMu, CO8MECMHO UJTU M0 omoesibHoOCMu.
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5.6 3awuTta okpyxawLieu cpeabl

5.6.1 Ob6ocHOBaHHOE UCNONb30OBaHUe NPUPOAHLIX pecypcoB

Cucrema KOMMyHalbHOro BOAOCHADXEHUA O0MKHA CTPEMUTLCS K 3P ekTUBHOMY U 0OOCHOBAHHOMY
MCNONb30BaHUIO BOAHBLIX U APYIrMX pecypcoB (Hanpumep, aHeprun).

En Takke cnegyeT npegnpuHMMaTh Takne AeUCTBUS, KakK:

- MUHUMU3ALNA yTeuek;

- MUHUMU3ALUA 3arpssHeHUA oKpyXatoLlen cpeasbl;

- obecnevyeHne oxpaHbl BOOHOMO UCTOYHUKA, BKIOYas MeXaHW3Mbl AOMNTOCPOYHOro pacnpeaeneHus
PEeCcypCoB,;

- HabnwgeHne 3a Ka4eCTBOM U KONMMYECTBOM BOAHLIX PECYPCOB B paloHax Boao3abopa;

- y4yacTue B KOMUCCUSIX, 3aHUMatoLLUXCSl BOMPOcaMn ynpaBneHust pevHbiMyu baccenHamm;

- obecneveHne oby4yeHUa U NpegocTaBneHnsa odbuen nHgopmaunm notTpedbutenam ob apPeKkTUBHOM
MCMOMNb30BAHUM BOAHBLIX U APYTMX NPUPOAHBIX PECYPCOB;

- YCTAHOBMNEHUE TapuUgoB WU/MUNK NPUHATUE Mep, coaeUcTBYOLWNX 3PPEKTUBHOMY UCMOMNb3OBAHUIC
BObI.

OanbHenwne ykaszaHua gaHel B cTaHaaptax MCO 24511:2007 nACO 24512:2007 .

5.6.2 O4yucTKa cTOoUHbLIX BOA

OTBETCTBEHHBLIN OpraH U/ KOMMEeTEHTHLIE OpraHbl 0becnevmnBaroT 4OCTAaTOUYHYHO OUYUCTKY CTOYHbIX BOA
ONs npegoTBpalleHnst yrposbl 340POBLI0 U MUHUMU3ALU A HEDONAronpUATHOIO BO3AEUCTBUS HA OKPYXXaKOLLYHO
cpeay.

OnepaTop, OTBETCTBEHHbLIN OpPraH /1N KoOMMNeTeHTHbIE OpraHbl AOIBKHbBI NPeAoCTaBNATL NOTPEbUTEeNnam
MHpopMaLnto O NOOBLIX MPUMEHNMbBIX MOCTAHOBMNEHUSIX U YKA3aHUAX, a TaKKe O CTeNeHN cobnioaeHnst Takmx
NOCTAHOBMNEHUN U yKa3aHUMN.

OanbHenwne ykaszaHua gaHel B ctTaHaapte MCO 24511:2007 .

5.6.3 Bo3gencTBue Ha OKpyXaloLWyLo cpeny

OnepaTop, OTBETCTBEHHBLIN opraH 1 KOMNEeTEeHTHbIe opraHbl A0MKHBLI NpeaAnPUHUMAaTL BCe BO3MOXKHbIE
OeNCTBUA MO MUHUMKU3ALIUU BNIUAHUA UX OeATENbHOCTU Ha OKpYXKatoLyo cpeay. Pe3ynbTaTthl BHEAPEHUA TaknX
OencTBumcneayet coodblaTb 3aMHTEpPECOBaHHLIM CTOPOHAM. TakmMe AenUCcTBUA cneayeT NpoBOAUTL B COOTBET-
CTBUM C NPUMEHNMBIMWN NOCTAHOBNEHUSIMU U YKa3aHUSAMW, U 3P PeKT OT HUX MOXKET ObITb YCUNEH BHeAPEHNEM
CUCTeMBI akonoriudeckoro MmeHemkmeHTa (Hanpumep, NCO 14001:2004). OnepaTtop, OTBETCTBEHHLIN OpraH
N/ NN KOMMNETEHTHBLIE OpraHbl AOIMKHLI PerynapHo npegoctaBnaTbh HGQOpMaUnio 0 BO3AENCTBUM CBOEUN Oes-
TeNbHOCTW, CBA3AHHOW C yCryraMmu BogocHabXeHUs, Ha oKpyXatoLlyto cpeay.

[NanbHenwune ykasaHus gadbel B cTaHaaptTax NCO 24511:2007 n ACO 24512:2007 .

5.7 MeHepXXMeHT B chepe obecnevyeHUa 6e30NacHOCTU U Ype3BbIYaUHbIX CUTYaLUN

OnepaTop, 0OTBETCTBEHHLIN OpraH M KOMMNETEHTHLIE OpraHbl ACMKHLI pa3paboTaTth U PerynsapHo TeCTUPO-
BaTb COOTBETCTBYOLLME NMaHbl AeUCTBUN B Ype3BblHaNHbIX CUTYaLUSX U NpodpUNakTU4YeCKUX Mep, OCHOBLIBA-
ACb Ha NPUHLUMNAX MEHEeXXKMEHTAa PUCKOB, Kyda BXOAAT:

a) npodgpunakTniyeckme mepsbl;

L) BHYTPEHHAA opraHunsal g no Ypes3BblbMaHbIM CUTYaLIUAM;

c) obyvatoume npoleaypbl ANg padboTHUKOB;

d) cooTBeTCTBYOLWAs MHPOpMaLmMsa Ang noTpebuteneu;

e) npoueaypbl ANs BOCCTAHOBMEHUSI HOPMAaNbHOIo NpeaocTaBneHUs YCnyru.

[TnaHbl AEUCTBUA B Upe3BbiYaWHbLIX CUTYyaLUAX cneayeT paspabaTtbiBaTbh TakKMM 0bpa3oM, YTOOLI OHU
npegycMmaTpuBani BOCCTAaHOBMNEHME NpeaoCTaBNeHUA YCYTr NoTPpeduUTensimM B pasymMHble CPOKN U YMEHbLLIe-
HUAE PUCKOB N HEYAODCTB, HACKOBKO 3TO BO3MOXHO, B COOTBETCTBUN C MECTHBLIMM YCNOBUSIMA. OTU NNaHbl TakK-
Xe OO0MKHbI npeaoTepallaTth NpepbiBaHne NpeaocTaBNeHnUsa yCnyr no npudmHe npobnem ¢ KavyecTBoOM UM
KONMMYeCTBOM NOCTaBNsAe MO BOAbI UM yXyALUeHWNs1 BOAHLIX PeCYPCOB UMW OKpYXatoLllen cpeabl.

[TnaHbl AeUCTBUN B Ype3BbiYaUHbBIX CUTYaLUAX OOIMKHBI COOTBETCTBOBATL M BCTpanBaTbLCHA B COOTBET-
CTBYIOLWME obLWKMe nnaHbl Ans tepputopun. Onepartop, OTBETCTBEHHLIN opraH W/mnn KOMMeTeHTHbIE OpraHbl
OOITKHBI 0ONerYnTb KOHTAKT C HUIMU BO BpeMst YpeaBbiYanHOW cuTyauunn. Cnocobbl KOHTaKTa MOryT ObiTb OOLLIK-
MW AN BCeX BUAOB Ype3BblYaMHbIX CUTYyaLn B JaHHOM panoHe.

Bo BpemMd nodon Ypes3BbiYanHON CUTYaL M onepaTop, OTBETCTBEHHLIW OpraH MM KOMNETEHTHLIN opraH
OOIPKHBI NPeaoCTaBNATb CBOEBPEMEHHYIO MHPOPMAaL MO NOTPEdUTENAM NO CneayoLnmM Bonpocam:

- XapakTtep ypes3Bbl4anHOW CUTYyaLUM U PUCKU (B ciydae NX Hanunduna);

- KOHTaKTHblE€ AaHHble NpeacTaBuTenen CUCTEMbI KOMMYHarbHOro BOAOCHaDXEeHNUS;

- 4TO AOJKEeH agenaTb noTpebutens (ecnu HeobXxoanmo);

- BpeMsS A0 BOCCTAHOBMNEHUS HOPManbHOMW yCnyrin n 6yayt num npeanoXeHsl Kakme-nmbo BpeMeHHble
peLlleHnd.
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NHdopmaLnio cneayet pacnpocTpaHAaTh cpean noTpebutenen noaxeasawmMmm n A0CTYNHBIMUA MEeTo4aMU
B YCIOBUAX Ype3Bbl4aUHOU cUTyaL N,
OanbHenwne ykasaHus aadel B cTaHaaptax NCO 24511:2007 nCO 24512:2007 .

6 Kputepum oUeHKM yCcnyru notpeontenam

6.1 O6wmne nonoxeHuUn

Ycnyry notpebutenam cneayet oLeHUBaTL, NPUHUMAadA BO BHUMaHWE HY>XXAbl U OXXaaHUs noTpedutenein
N pe3ynbTaThl 4EUCTBUN, ONpeaeneHHbIX Ha OCHOBE yKasaHUK, npeacTaBNeHHBIX B pasgene 5. YOoBNeTBope-
HUEe 3TUX HYXXO U OXMNOaHUA M CTeNneHb YCnelwHOCTU AEUCTBUN MOTYT USMEPATLCA C MOMOLLbIO NoKasaTenen aes-
TEeNbHOCTH.

B Taknx cny4dyaax ana onpegeneHna KOHKPETHLIX nokasaTtenen aesatenbHOCTM B HACcTOodLWEeM pasgene
npeacTaBneHbl KIoYeBbIe KPpUTEPUN OLEHKN, Heobxoanmble AN XapakTepUCTUKU BbIMONMHEHUS MOCTaBNEHHbIX
Lenen. [Ans Bcex HyXa U OXXnaaHUn noTpedbuTtens, npuBeaeHHbIX B pasgene 4, AaHbl pykoBoAsALLME YKa3aHUS B
pasgene 5 U COOTBETCTBYIOLWME KPUTEPUU OLLEHKM — B HAcTosALWeM pasgene. [na kaXxgon Lenu, nocTaBeH-
HOW CUCTEMOWN KOMMYHAalbHOM0 BOAOCHADXEHUS, COOTBETCTBYOWAA 3auHTEpEeCcOBaHHAs CTOPOHA AOOJKHA
paspaboTatb OAUH UMW HECKONMbKO nokasaTtenen AedaTenbHOCTU ANA NCNONb30BaHUA B NPOLECcce OLEHKN yCIy-
M OTHOCUTENBbHO 3TOU Lenn. KoOHKpeTHbIe UCNonb3yeMble nokasatenn AeATeNnbHOCTU 3aBUCAT OT MECTHbIX
YCINOBUN (HanpumMep, ecn ypoBeHb HErpamMoTHOIo HaceneHusl OueHb BbICOK, NoKa3aTenn AedATeNIbHOCTU, OCHO-
BaHHblE HA MMCbMEHHbIX )Xanobax, He UMEIOT LLeHHOCTU; ANst HeCeTEBLIX CUCTEM He NoAXOoAST NoKasaTenu aesi-
TEeNbHOCTWU, CBSI3aHHbIE C U3MepeHMeM AdaBfeHus, U T.4.). B kaxagom cnydvae cneanyeT paspadartbiBaTh
nokasaTtenn AeaTenbHOCTU C UCNONb30BaHUEM OQHOMO UMM HECKOMbKUX KPpUTEPUEB OLLEeHKU, NpuBeaeHHbIX B
OaHHOM pasaene, MMeTogoNornn, npeacTaBneHHoU B pasaene 8. ['lpumMepbl nokasatenen gedaTeNbHOCTU AaHbl
B nNpunoxeHun B.

6.2 JocTtyn K ycnyraMm BoAOCHabXeHUsA

Kpntepun oLLleHKU BKHOYaoT:

- 00beM Bobl, ACCTYMHLIN NOTPEOUTENISIM;

- paBHbLIA AOCTYN ANA BCeX NoTpedutenen K ycnyram NMTbEBOro BOAOCHADXeHUs 1 ycnyram no yaane-
HIO CTOYHBIX BOA,;

- JOCTyn Kycnyram nuTbeBOro BOAOCHADXEHUSA 1N ycnyram No yaaneHuo CTOUYHbIX BOA B CeNbCKUX 1 bea-
HbIX panoHax;

- AOCTYN AOMaLUHUX XO3SIUCTB C HU3KUMM A0X04aMU K yenyram NMTbEBOro BOAOCHaDXeHUS U yCnyram no
yaaneHuo CTOYHbIX BOA,;

- 3KOHOMMWYecKasa AOCTYNHOCTb NOCTaBKM BOAbLI M YCNYT NO yaaneHUo CTOYHbIX BOA,;

- BHeApeHue rocyaapcTBEeHHOW MNONMUTUKK N 0becnevyeHmnto A4oCTyna K ycrnyram nMTbeBOro BoAoCHabxe-
HUA 1 ycnyram no yganeHuo CTOUYHbIX BO4 MalouMyLLero HaceneHus;

- OOCTYNHOCTbL pearibHbIX 1 3KOHOMUYECKU NMpUeMneMbIX anbTepHaTUB yCnyre,;

- YCTOWMUBOCTL YCNYT NUTLEBOIO BOAOCHADXEHUA N yCNyTr NO yaaneHUo CTOUHbIX BOA,.

6.3 lpeanocraBneHue ycnyrn

6.3.1 BpemaananoaroToBkKU K npeaocTtaBleHUIO HOBOU YCNYTIA

Kputepumn cUeHKU BKNoYaroT:

- cobnoageHne ctaHOapTHOrO BpEMEHU NoacoeAUHEHUS K YCNYTe;

- MPOCTOTAa YCTaHOBIEHUA HOBOTO nNogcocegnHeHUsa K ycnyre;

- cpeaHee BpeMsi Ansi obecneyvyeHUsa anbTepHaTUBHBIX POopM NpeaocTaBNEHUA YCYTI.

6.3.2 PeMOHTHbIe paboThl

Kpntepun oLLleHKU BKHOYaoT:

- BNUSiHWE Ha NoTpedbuTenen NnpepbiBaHNK NpeaocTaBneHns ycnyru (NnaHoBble/BHENNAHOBLIE);

- cTeneHb MHPOPMUPOBAHUA NOTPEdUTENEN O NpepbIBaHUAX (NNAaHOBLIX/BHENNAHOBLIX);

- CcTeneHb yCcnewHOCTW 3aBepLUeHUA NNaHOBbLIX PEMOHTHLIX pabOT B OrOBOPEHHbLIE CPOKN.

6.3.3 LeHaycnyrn

Kputepumn cueHKU BKIoYaroT:

- KonebaHus LeHbl OTHOCUTENbHO €e UCTOPUYECKUX YPOBHEN (C y4eTOM KonebaHUd BantoTHLIX KYPCOB);

- CTeneHb BO3MeLleHNd 3aTpaT U CTeNeHb oXBaTa cybcngmnsamu;

- 3KOHOMWYecKada AOCTYNHOCTb YCNYru;

- CpaBHeHMe ¢ apyrummn dpopmamm npeaocTaBneHns yenyr sogocHabeHuns (Hanpumep, CoOOTHOLLEHNE
LileH B aBTOMaTax U LIleH CUCTEM TpyOONpPOBOAOB);

- CpaBHeHWe C APYrMMKn ycrnyramu, npegoctaBndemMbiMy NOCPeaCTBOM CETEN.
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6.3.4 O6beM nocTaBKU NUTHLEBOU BOAbI

Kputepum oUeHKN BKIoYaloT:

- MNaH pas3BUTUSA YCIYTU;

- DanaHc Mexay CrnpocoM U eMKOCTbHO CUCTEMbI MOCTABKN MATHEBOU BOAbI;
- KA ncnonb3soBaHusa BoAbl M BOAHBLIX PECYPCOB,;

- 0bbem unu kospbULMeHT NoTepb BOAbLI.

6.3.5 KavyecTBO NUTHLEBOU BOADLI

KpnTtepum oLLeHKN BKIHOYatoT:

- pesynbTaTtbl aHanusa npod 1 nx cooTBeTCcTBNE TpeboBaHNAM NMPUMEHUMbIX NOCTAHOBIEHUA U YKa3a-

- Kanobbl HA KA4eCcTBO NMMTbEBOW BOAbI.

6.3.6 IcTeTUYeCKUe XapaKTepUCcTUKM Boabl

Kputepumm oUeHKN BKIoYaroT:

- KanoObbl Ha 3CTETUYECKUE XapaKTEPUCTUKN MUTbLEBOW BOAbI;
- anoObbl Ha 3anaxu, CBA3aHHbIE CO CTOYHBIMU BOJaMU.
6.3.7 JaBneHue npu nocrtaBKke NUTbLEBOU BOAbDI

KpnUTepun oLLeHKU BKITHOYatoT:

- COOTBETCTBUE TPEOOBAHUAM MO YPOBHSAM AaBNEeHUS NPUMEHUMBIX YKa3aHWiA 1 NOCTaHOBNEHUN;
- >KanoObl Ha ypOBeHb AaBNEeHUS.

6.3.8 HenpepbIBHOCTbL NOCTaBKU NUTLEBOW BOADI
Kputepum oUeHKN BKIoYaroT:

- CTerneHb HernpepbIBHOCTU NOCTaBKMU;

- perynsipHoOCTb HECETEBLIX CNOCODOB NOCTABKU;

- Xanobkl, cBA3aHHble ¢ HecobnogeHneM HenpepbIBHOCTU NOCTaBKMU.
6.3.9 OxBaT 1 AOCTYNHOCTb YCNYT NUTLEBOro BOAOCHabXeHUA
KpUTepum oLLeHKU BKITHOYaoT:

- CTeneHb oxBaTa UMnn AOCTYNHOCTW;

- CnpaBeaSIMBOCTb OXBaTa UMM AOCTYMHOCTH.

6.3.10 OxBaTun AOCTYNHOCTb YCNYr No yaAaneHU CTOYHbLIX BOA
Kputepum oeHKN BKIoYaroT:
- CTeneHb oXBaTa U OOCTYNMHOCTN;

- cnpaBeaIMBOCTb OXBaTa UM AOCTYNHOCTU;
- npepbiBaHNA NpeaocTaBneHns yenyr no cbopy cToYHbIX BOA U ocaaka U3 OTCTOMHUKOB M BO3MOXKHOCTU

cbpoca.

6.3.11 3artonneHue o6 bLEKTOB HeABMXKMMOCTU CTOUYHBLIMU BOgaMI

KpUTepum oLLeHKU BKITHOYaoT:

- yuiepb oT 3aTONNEeHUa CTOYHbIMU BOJaMU;

- Hanu4ymne Mep No npeaoTBpaLleHUo 3aTONNEHUS CTOUHBIMY BOAaMWU;

- Hanu4Me NNaHoB AENCTBUN, BKITHOYadA COODLLEHUA Ha crnyvyan 3aTONMEHNUA CTOUYHBIMW BOAaMMU;

- ’KanooOkl, CBAI3aHHbIE C 3aTOMNNEHUEM CTOYHLIMU BOAaMM.

6.4 YnpaBneHune KOHTpaKkTaMu U BbICTaBNeHUE CYETOB

6.4.1 BO3MOXHOCTb 3aKMNMK4YeHUA ACHOIO U NOHATHOIO cornaweHunsa ob ycnyre
KpUTepum oLLeHKU BKITHOYaoT:

- Hanu4yue odLEeAOCTYNHOro, SICHOMC U NOHATHOrO cornaweHus ob ycnyre;
- XanoObl, cBA3aHHbIe C cornaweHnem ob ycnyre;

- Hanu4yue obLeaoCTYNHOro obpasua cornaweHmna od ycnyre.

6.4.2 TOYHOCTb NPU BbICTABNEeHUN CHETOB

Kputepum oUeHKN BKIoYaroT:

- ucnpaBfeHHble cHeTa;

- OLUNDOKN B CHATUM MOKa3aHWN CHETUYNKOB;

- pe3ynbTaThbl NPOBEPOK CHETHYUKOB.

6.4.3 OTBeThbl Ha Xanobbl, cBsA3aHHbIE CO cHYeTaMu

Kputepum oeHKN BKIoYaroT:

- K4 obpadboTku xanob;
- ahpeKTUBHOCTL 0OPabOTKN Kanod;

- cobnogeHne ctaHaapTHONO BpeMeHu Ad oTBeTa.
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6.4.4 fIcHOCTb BbIiCTaBNIeHHbIX CHETOB

Kputepumn cUeHKU BKIOYaroT:

- obpalleHna no NoBoay cYeTa;

- Hanuyue AononHUTEeNbHOU MHPOPMAaLIMK, KacatoLllecs cHeTa;

- OMpPOCHI KNMMEHTOB HA TEMY cYeTa.

6.4.5 CnocobObl onnartobl

Kputepun cUeHKU BKIoYaroT:

- BbIGOpP cnocoboB onnaThl;

- pa3Hoobpasune crnocodoB onnaThbl;

- yOoOCTBO pacnoioXXeHUs To4YeK NpuemMa nnaTexxem;

- Kl cuctemebl ydeTa nnatexen.

6.5 lNMoaaepxaHue XopoLLIUX OTHOLLUEHUU C NOTPpebUTENAMU

6.5.1 OOLWue nonoxeHus

Kpntepun oLLleHKU BKHOYaoT:

- Hanu4ue agMUHUCTPaTUBHOroC NnoapasaenieHns, 3aHMMaroLWeroca KMMeHTCKUMMU OTHOLLEHUSIMIA;

- Hanu4ymne cxem y4dacTtusi Ansa notpebutenen;

- OMpocChkI NOTPedbUTENEN HA TEMY OTHOLLUEHNIN C CUCTEMON KOMMYHabHOIro BOAOCHADXKEHUS;

- cTeneHb KoHNaeHUNansHOCTK ANnga noTpebutenen.

6.5.2 NMnucbMeHHble 0bpalLleHnA

Kpntepun oLLleHKU BKHOYaoT:

- 3 PeKTUBHOCTb 0BPaABbOTKN MUCbMEHHbIX OBpaLleHWIA;

- cobnogeHne orpaHMYeHHOro MakcMmMmanbHOro BpeMeHu ans oTeeTa.

6.5.3 O6paweHunsa no tenedoHy

Kputepumn cueHKU BKIoYaroT:

- 3achbdheKkTUBHOCTL 0BPaboTKM cbpaLleHni No Tenegony;

- cobnogeHne orpaHNYEeHHOro MakCMmManbHOro BpeMeHu Anst oTBeTa;

- cobnogeHne orpaHNYeHHOro MakCMManbHOro BpeMeHn OXXnaaHus.

6.5.4 Buantbl notpedbutensa B opucbl cUCTEMbl KOMMYHarIbHOro BOAOCHa0XXeHusA

Kputepumn cueHKU BKIoYaroT:

- JOCTYMHOCTb U yA0DCTBO pacnonoXeHns onUCcoB;

- KM obpaboTkn BU3NTOB notpedutens B ohuchl;

- ahdheKTUBHOCTL 0OPabOTKN BU3UTOB NoTpedutenst B opuchl.

6.5.5 BU3anTtbl K noTpedutenio

Kputepun cUeHKN BKIoYaroT:

- Hanu4vue npoLeaypbl BU3UTa K NoTpebunTtento, BKoYasa npoueaypbl U acHTUGUKaLmMm NMYHOCTU paboT-
HUKOB;

- Xanobbl, cBA3aHHbLIE C BUSUTAMUW K MOTpebutento.

6.5.6 XXanoobl U 3anpockbl

Kputepumn cUeHKU BKNoYaroT:

- HanM4ue U Ncnornb3oBaHUe npoueaypbl 06paboTkM Xanob 1 3anpocoB UMM CUCTEMbBI UX MOHUTOPUHTA
(Hanpumep, no ctadHgapty MCO 10002:2004 );

- KMNa obpaboTkn kanod n 3anpocos;

- 3 peKTUBHOCTL 0OPabOTKN Kanod 1 3anpocos.

6.5.7 YBegomMmneHue o6 orpaHnYeHnAX U npepbiBaHUAX

Kpntepun oLLleHKU BKHOYaoT:

- KM yBegomneHusa notpebutenen o npepbiBaHUM NpeaocTaBNeHUS YCNYTri;

- 3 PeKTUBHOCTL YBEAOMMNEHNSA NOTPedbUTeNen o NpepbIBaHNN NpeaoCcTaBNeHUst yCnyru;

- cobnoaeHmne yCTaHOBMNEHHOTO Cpoka yBeAOMITEHUS.

6.5.8 JoctynHocTb MHopMauum ob ycnyre

Kpntepun oLLleHKU BKHOYaoT:

- JOCTYNHOCTb UHpopMaLuum ob ycnyre lwmpokon nybnuke (Beb-canT, perynsipHble oTYETbI U T. A4.);

- Kanobbl, CBsI3aHHbIE CO CTENEHbIO AOCTYNHOCTU MHOPMALNN;

- yaobcCTBO AOCTYyNA K NpeaocTaBnaeMon nHgpopmaumn (NoTeHunansHoe KoNnM4ecTBo noTpebutenen,
MMeELLMX AOCTYN K KaHanam nHdpopmauun).

6.5.9 Meponpuatus, npoBoaumMbie B MECTHOM cooDLLlecTBe

Kputepumn cueHKU BKIoYaroT:

- Hanu4yme nNoJINTUKN y4acTUs CUCTEMbI KOMMYHAaNbHOro BOAOCHADXEeHUSA B genax MecTHOro coob-
LLIeCTBa;
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- 3anHTepecoBaHHbIe CTOPOHLI, HenocpeaACTBeHHO BOBMEYEHHEIE B MEPONPUATUS, CBA3AHHbIE C yCryra-
MW MMTLEBOIO BOAOCHADXEHUA U yCryraMm No yaaneHuo CToYHbIX BOA (BU3UTLI HA NpeanpuaTue, LLKOMbHbIE
nporpamMmel, pacnpocTtpaHeHne MHPOPMaLUOHHBIX KOMMNEKTOB UT. 4.).

6.5.10 YyacTue notpedurtenen

Kputepum oUeHKN BKIoYaroT:

- Hanunume 3akoHodaTeNbHLIX PaMOK UMK KOMMEKTUBHBLIX cornaweHu, pernamMmeHTUpyrLWmnx ydactue
notpebutenen;

- CTeneHb y4acTusa notpeburenen B KOHCYNbTaLKUAX N0 BONPOCcCaM PYKOBOACTBA YCIYIOu;

- ydacTue KOMUCCUN NoTpebutenen.

6.6 3awuTa oKkpyxawLieun cpeabl

6.6.1 ObocHOBaHHOE UCNONb30OBaHUe NPUPOAHLIX pecypcoB

Kputepumm oUeHKN BKIoYalroT:

- Hanu4ue cUCTeMbl 3KONOrM4yeckoro MeHegxmeHTa (Hanpumep, no ctadHgapty MCO 14001:2004);

- NMOoTepu BOALI;

- KM notpebneHnsa sHeprum;

- K4 ncnonb3oBaHna BoAbl OLITOBBIMW U NPOYNMUM NOTPEOUTENSIMMA.

[lononHuTenbHble KpuTepun aaHbl B cTaHaapTax MCO 24511:2007 nNCO 24512:2007 .

6.6.2 O4yucTKa CTOUHbLIX BOA

KpnuTepum oLLeHKU BKNYatoT:

- MOLLHOCTU MO OYNCTKE CTOUHbIX BOA,;

- pesynbTaTbl aHanmMsa CTOYHbLIX BOA U OKPYXXaoLWKUX BOAHBIX PECYPCOB;

- BO3OeWCTBME Ha OKpYXaloLLyto cpeay copackiBaeMbIX CTOUHbLIX BOA,

- BO3dencTBUe cOpoca CTOYHBbIX BO Ha 3[10POBLE YeloBeKa.

[lononHuTenbHbIe KpUTEepUK AaHbl B cTaHgapTe NCO 24511:2007.

6.6.3 Bo3pgeuncrtBue Ha okpyXalwLylo cpeay

KpUTepum oLLeHKU BKITHOYaoT:

- Hanudune cUcTeMsbl 3KOIOrM4eckoro meHeaxxmeHTa (Hanpumep, no ctaHgapty MCO 14001:2004);

- cobntogeHmne NpUMeHUMBbIX NOCTAHOBNEHWNI U YKa3aHWUI;

- 00LMe BbIOPOCHI 3arpsI3HSALLMX BELWECTB OT CUCTEMbI MUTLEBOIO BOAOCHADXEHNA NN CUCTEMBI YA a-
NEeHNA CTOYHLIX BoA (ra3ocobpasHoe/)Kuakoe/TBepaoe COCTOAHNE);

- BO3AeUCTBME BOAO3abOpa Ha OKpYXKaloLLyto cpeay.

[lononHuTenbHLIe KpuTepun aarbl B ctaHgapTax NCO 24511:2007 nACO 24512:2007 .

6.7 MeHeaXxmMeHT B ccpepe obecnevyeHnsa 6e3o0nacHOCTU U Ype3BbIYaUHbIX CUTYaLUN

Kputepum oUeHKN BKIoYaroT:

- Hanudue 1 perynapHoe TecTupoBaHue nnaHa gencTBUi B UpesBbldanHbIX CUTYaLUax (BKITHoYasa Npogomn-
nakTundeckme MeponpuaTus);

- BO3MOXHOCTb OCYLUECTBNEHNA 3arnpoCoB BO BpeM4dA YpesBblYaUHbIX CUTYaLUN;

- KI'A npepoctaBneHna nHgopmMaLnm no YpessblHanmHbIM CUTYaLMAM;

- 3P PEeKTUBHOCTL NpeaocTaBneHna MHopmalnm no YpesBbiHauHbIM CUTYaLUAM.

[ononHutensHble KpuTepun aaHbl B ctTaHaapTax MCO 24511:2007 nNCO 24512:2007 .

7 OueHkKa ycnyr BOAOCHabXeHus

7.1 Obwue nonoxeHUnN

OLUeHKa Kak NpoLLecc UCNOoNb3yeTcs AN AOCTUXKEHUS YeTKO OnpeaeneHHoro 3aaMmeicna n paccMaTpmBaeT-
CH OTHOCUTENbHO Lilenen, HaMeyYeHHbIX cornacHo pasgeny 4. CneaytoLme acnektbl AOMKHBI ONpeaensaTbCs Kak
4yacTb BCeOObeMMoWen NOSINTUKU (CM. 7.2):

- 3aga4a n obbem oLUeHKU (CM. 7.3);

- CTOPOHBLI, MPUHUMAaloLLME yHacTue B OLleHKe (CM. 7.4);

- MeToaonornga oueHkU (cm. 7.95);

- HeobXxoaumble KpUTEPUN OLLEHKM yCryrn (CM. 7.6);

- pecypchl, Tpebyemble AN NpoBeAeHUs OLUEHKU (CM. 7.7);

- nogseaeHne UTOroB 1 pekoMeHaaLunn No X UCnonb3oBaHuIo (CM. 7.8).

Takxke cnegyet onpeaennTb, KakKMm obpaszom 1 Kem byaeT UCnonb3oBaTbCs MHGOPMaLIUA, NoNyYeHHas B
pe3ynbTaTe OLEeHKN.

[Tpn OTCYTCTBUM AeTarnbHbIX NpeanMcaHniA oLeHKa MOXET cTaTb NPUYNHOW pasHornacum Mexxay BoBIe-
YeHHbIMW B HEE CTOPOHaMM.
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CywecTtByeT bonbLioe pa3Hoobpasue TUNOB OLEHOK B 3aBUCUMOCT OT NepeynCrieHHbIX HXKE XapaKTe-
DUCTUK.

lMTpumep — OueHka so3delicmaust X03s7UCMBEHHOU dessmesIbHOCMU Ha OKPYXKarouwyro cpedy, OUeHKa coom-
gemcmaeusi OMmHOCUMesibHO y4Yuwiux Memodoe op2aHu3ayuu pabom, oyeHKa puckoeg, ayoumopckue nposepkKu.

Pes3ynbTaThl 3TOro npouecca (7. e. OLleHKa Kak pe3ynbTaT) ynpolwaoT ganbHenwWwnit npoLecc NpUuHATUA
pelleHNN AN 3aNHTePEeCOBaAHHOW CTOPOHLI, 0OpaTUBLLENCS C 3aMpPOCOM O NMPOBeAeHUN OLIEHKN.

7.2 TMonuTnka npoBefeHUA OLEHKHN
OTBEeTCTBEHHLIN OpraH A0TKeH paspadboTaTb BCEOOBLEMMIOLLYIO NOMUTUKY MO OLIEHKE YCIYTA.

PasymHas nonntuka npoBeaeHns oLeHKN ABNAETCA KIYEeBbIM KOMMOHEHTOM NOCTOAHHOMO Yy4YLUeHNS
yenyrii. OHa gomkHa ycTaHaBnmMBaTh obLwme pamky oLeHKN. Takasa nonMTruka ynpowaeT onpegeneHue dpakTtu-
4YeCcKon cuTyauum U BNnsiHMe Ha paboTy cUcTeMbl CTpaTerM4eckoro NiiaHMpoBaHUA U NPUHATUSA PeLLEHNA.

[TonnTnKa NnpoBeaeHUS OLEHKM A0IMKHA paccMmaTpuBaTth obwnin (pesynbtupytowmia) K v agpdpektnse-
HOCTb CTPAaTErm4eCcKoro ninaHUpoBaHUA U NPOLLECCOB NPUHATUA pelleHnin. [onuTtmnka gomkHa obiTb pa3pabdoTa-
Ha Takum 0bpa3oMm, 4TODLI OXBaTbIBaTb BCE MHOroobpasmne CUCTEM yNpaBNeHust nynpaBneH4Yeckux npoueayp 1
BK/Il0YaTb CaMOOLIeHKY KOMMOHEeHTa MeHe)KMeHTa.

OHa gomkHa coaencTBoBaTb B USMEPEHUNN AOCTMKEHUI pasnuyHbIX YHKLUA N MEPONPUATUR, BbIMOSTHSA-
eMbIX 1 NPOBOAMMbIX B MpoLiecce NpeaocTaBneHnsa yenyri, 3aMmblkas LMK 1 CBA3bIBas Mexay cobo:

- Habop uenen, NnpeayCcMOTPEHHLIX pas3aenom4;
- PYKOBOASLLME yKa3aHWUs N0 YAOBNETBOPEHWNIO HYXXA 1 OXXnaaHn noTpebutenen cornacHo pasaeny 5;
- oTobpaHHbIE KPUTEPUIN OLLEHKU U3 pa3gena 6.

OueHKa aomkHa paspabaTbiBaTbCsl U BHEAPATLCS B KAYECTBE MHCTPYMEHTA, KOTOPbIN CTUMYNPYET pa3-
BUTNE KONMEKTUBHOIo 0By4eHns n obpaTHOM CBSA3U B NpoLLecce NPUHSTUS peLLIeHNA.

7.3 3apavyau oobeM OLeHKHU

Obwasa 3agada oLEeHKU 3akoyaeTcs B NPOBeEpKe JOCTMXKEHUs Lienen BogocHabXeHns, KacaroLmxcs
notpebutenen. Llenn ycnyru, npegoctasnsaemon notpedbutensam, npeaycMoTpeHbl pasaenom 4.

3agava 1 06 beM KOHKPETHOWM OLLeHKN A0MKHbI ObITh YeTKO onpeaeneHsl.

Hactoawmnmn CTaHdapT HE perllaMeHTUpyeT OUEeHKY MEeHE>KMEHTa CUCTEMbl KOMMYHAJIbHOTO BOJOCHAa0-
KEHNHA.

OueHKa ycnyru gofmkHa KOHUEeHTPUpoBaTbCHA Ha BLINONMHEHUU YCNyryu, YAOBNETBOPEHUU MOXenaHUn
noTpeduTtenen, AOCTUXKEHNN LieNnen ycnyri, Ho He POKYCMPOBaTbCS Ha UCMOb3yeMbIX cpeacTBax Mnn noapot-
HOW opraHn3aunm npoLecca AoCTUXKEHUS Lienen.

YacTb oueHKM ycnyr BoaocHabXeHus cBsaA3aHa ¢ oUeHKon yenyrm notpebutenam. OTHOCUTENBHO YCNyTi
oueHKa AgoMmkHa ObITb cocpegoTodeHa Ha B3aMMOAEUCTBUU CUCTEMBbI KOMMYHAarnbHOTO BOAOCHADXEHUS U
noTpedutensa (HanpuMmep, aMmepeHne CTeneHn yaoBNeTBOPEHHOCTU NoTpebuTens). B npouecc oueHKU ycnyri
o PeKTUBHO BOBNEKAOTCA U noTpebutenm ycnyrn. OTHOCUTENBHO OLLEHKN yCNYyTr BOAOCHAaDXeHUS (B AOMNONHe-
HUE K OLeHKe yCnyru notpebutensm) obuas pekoMmeHgauuns 3aknovaeTcst B TOM, UTOObI CPOKYCUPOBAaTL BHU-
MaHue Ha BbINONHeHUNn ycnyru. OgHako HeKoTopble MeponpuaTua HeaocTaTouHO noaxoddar And
HenocpeaCcTBEHHOIo U3MepPeHns1 CTeNeHn X BeINONMHeHUs. B Taknx cnydasx KocBeHHad oLeHKa UX BbINoNHe-
HUS MOXeT NPOBOAUTLCSA NOCPEACTBOM OLUEHKN HEeKOTOPbLIX CUCTEM ynpaBneHUda (Hanpumvep, MeHeKMeHTa
DUCKOB, MEHEIKMEeHTa De30NacHOCTU, MeHePKMEHTA akTUBOB). loNONMHUTENbHLIE YKa3aHWs MO OLeHKE YCIyr
BoAdoCHabxeHnsa aaHbl B ctaHgapTtax MCO 24511:2007 nNCO 24512:2007 .

7.4 CTOpPOHbLI, NPUHUMaAKOLLME YHACTUE B OLlEHKe

OTBeTCTBEHHbIE CTOPOHLI U BCe NpoYne CTOPOHbI (Hanpumep, KoMaHaa, nposoadalada oueHKy), ydacTBy-
loLLME B OLIeHKe, AOMKHBI ObITb YeTKO onpeaeneHbl. CneayeT oroBopuUTb NX 0093aHHOCTK, PONK B NpoLiecce U
DaAMKN AeUCTBUN KayKJ0WU CTOPOHBDI.

Ecnn oTBeTCTBEHHLIN opraH 1 onepartop (onepartopbl) He COBNaaatoT IopUaUYecKuy, npoueaypbl OLEHKH,
He onpeaeneHHble 3akOHHbIMU TPebOBaAHUSIMM KOMMETEHTHbIX OPraHoB, COIMMAacylTca 3apaHee AN
NpeaocTaBIeHNs1 CBA3AHHbBIX MeXay cobOon pe3ynbTaToB OUEHKM OT BCEX y4acTBYIOLWMX CTOPOH B COOTBE-
TCTBWUU C NX NpaBamMun n 06s13aHHOCTSMUN. UTO KacaeTcs yenyrn noTpedbutensiM, OTBETCTBEHHbLIW OpraH 1 onepa-
TOp (onepaTtopbl) ACMKHbI 3aHUMaTb NMocneacBaTeflbHYy0 NO3ULUI0 N0 OTHOLWIEHWUIO K NpoLeaypam OLEHKU
yCcrnyrn notpebutenam.

7.5 MeTopgonorus oueHKU

Bcneacrtesue pazHoobpasunst opruanveckmnx, MHCTUTYLMOHATbHBIX N YNIPaBEHYECKUX CUCTEM, PErNaMeH-
TUPYHOWMX YCIYrn BOAOCHADXEeHUSA, HAacTOALWNIA CTaHO4apT He yCTaHaBnMBaeT nogpobHbIX npoueayp OLeHKN

ycnyr. Ho HacToawunn ctaHgapT AOMMKeH NCnonb3oBaTbLCa ANa POopMUPOBaHUA NnpoLeayp oueHKU, nogxoaa-
LLIMX NS MEeCTHBLIX YCITOBUMN.
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BbIOOP MHCTPYMEHTOB OLeHKN A0MKEeH COOTBETCTBOBATL 3a4adYamM M obbemMam oLeHKU. CUCTeMEbI NoKasa-
Tenen AeAaTeNbHOCTU ABNATCA OQHUMU U3 TaKUX MHCTPYMEHTOB (CM. pasaen 8).

[TpunmeyaHun e— B HEKoTOpbIX crny4asix nogpobHble cneundukaumm no oUeHKe MoryT NnoTpeboBaTtb KOMMNETEH-
THbl€ OpraHbl UM OUHaAHCOBbIE NHBECTOPHI.

MeToagonorna unpoueaypbl OLEeHKUA OOIMKHbI:
- ObITb paszpabdboTaHbl C yY4ETOM BO3MOXXHOCTW NOBTOPHbLIX MU3AMEPEHNIN ANS onpegeneHnst TpeHOoB;
- nepuogunyeckun nepecmaTpusatbcsa ANga nposepkn nx KINQ n spdpekTnBHOCTKU, NpU 3TOM crieayeT OCo-

60e BHUMaHUe yaenuTb U3bexxaHno NOBTOPEHWUN;

- ObITb TMOKUMW, YTO MNO3BOMNUT KOPPEKTUPOBATL UX C Y4ETOM USMEHEHU 3adaY, paMOK, KpUTepUeB OLEeH-
KN 1 NoKasaTeneun npm NnonyvYeHmmn HOBbIX SHaHUN.
HekoTopble BUAbI NpoLLeayp OLEeHKN MOryT ObITb Y)Ke pernamMmeHTUpoBaHbl cTaHAapTaMn. B Taknx crnyvasx

PEKOMEHOYETCAH MCNOJIb30BaTb COOTBETCTBYHOLLUMAE CTaHOAPTHI.

lNpumep — lNMepecmomp [cmarndapm NCO 9000:2005, nodnyHkm 3.8.7]; oyeHka eo3zdeucmeausi 0essmesibHOC-
mu Ha OKpyxarowyro cpedy [cmandapm NCO 14031:1999, nyrkm 2.9].

EcnunHa cooTBEeTCTBYIOWEM reorpadpnieckomM ypoBHe (CTpaHa, permoH nuropon) yctaHoBneHbl cneyudgu-
KaLWn no ycnyram BoAOCHabXeHUs1, TO 3TU crneundnkaLmm AoMmKHbI TaKKe BKMHOYaTb NONOXKEHUS, KacaroLMecs
NPOLLEeCCOB OLEeHKU (Hanpumep, cTeneHb yaoBNeTBOPEHHOCTN NOTPebUTens).

7.6 Kputepumn oLueHKU ycnyru

Heobxoanmble KpUTEPUN OLEHKNU YCIYTU ACTTKHBI ObITh 0TOOPaHbI B COOTBETCTBUM C LIENSIMU U TpeboBa-
HUAMW, NpeaCcTaBNARLWMMU MHTepeC OANA 3aUHTepeCcoBaHHbIX CTOPOH U onpegeneHHbIMU MU C y4eTOM MeCT-
HbIX YCITOBUMN.

Kputepumn oLeHKN yCnyrn npeactaBnsaoT cOO0U CBA3YIOLLEES 3BEHO MeXay LensiMu 1 nokasaTensiMuy aest-
TenbHOCTU. pnBeaeHHLIN HUXe NMpUMep NoKasblBaeT BO3MOXHbIE KPUTEPUU OLLEHKU yCnyrn And ogHou 13
Llenen, npeanoXeHHbIX B pasaene 4. B pasgene 6 npeactaBsneHbl KOUTEPUM OLEHKN YCITYTU NOTpebuTenam no
Ka)Xaou Lienun, nepevyncneHHon B pasgene 4.

CnegyeT OTMETUTb, YTO OAUH KPpUTEPU CLEHKM YCIYTU MOXKET ObITb CBA3aH C HECKONMbKUMUN LieNAMMN.

lpumep

Llenb: nucbMeHHbIe obpaweHust

Bo3MOXHBIE Kpumepuu OUeHKU ycnyau:

- ahgpekmusHOCMBb 06pabomku NUCbMEHHbLIX 0bpauieHul;

- cobsrrodeHue o2paHUYeHHO020 MaKCUManbHO20 epeMeHU 07151 omeema.

7.7 Pecypcbl AnA npoBeAeHUA OLeHKHU
OTBeTCTBEHHAA 3a NPOBeAeHNE OLUEHKN CTOPOHAa A0/MKHA obecnevnTb AOCTYNHOCTh BCeX HEOOX0ANMMbIX

pDECYpCOB, BKoYasa TpyaoBble, hnHaHCOBLIE, OpraHn3aLoHHbIe pecypchl U TpebyemMble MHAOPMaLIMOHHbIE
TexHonorn. CnegyeTt YeTKo onpeaennTb KoMaHAQy, OTBETCTBEHHYI0 3a npoBedeHue oueHkn. OHa aomkHa
AMETb MOSIHOMOYNS, NO3BONALWME ONpeaenaTb N PYKOBOAUTb MPOLECCOM OLUEHKW B 3a4aHHbIX paMKax
(Hanpumep, ycTaHaBNMBaTb 3ada4n, o6beM, pecypchl, y4acTBYHOLLIME CTOPOHbI, METOAOCNOMMIO, pe3ynbTaThl).
7.8 NMoaBeaeHUe NTOroB U peKOMeHAaLuM No UX MCNONb30BaHUKO
Torom oueHkn AomKkeH ObITb OTYET O NpoLecce oueHKN 1 ee pesynbTatax. OH JoSKeH BKIToYaTb A0MO/-
HUTENbHbIE YKa3aHWNs Mo NCNOoMNb30BaHUI0 NONYyYeHHbIX NTOroB. Tor oL eHKM A0MKeH NoKasaTth pasnmyms Mex-

oy onpegeneHHbIMU LensamMmm n pakTtndeckom yCnyrou.

8 lNokaszaTtenun neATeNnbHOCTWU

8.1 O6bwme nonoxeHUN
[TlokazaTenn aeatenbHOCTU ncnonb3yTca ana namepeHna Kl n appekTMBHOCTU CUCTEMbBI KOMMY-

HanNbHOro BOAOCHADXeHUs B npouecce JOCTUXKEHUS elo CBOUX Lenen (nogpobHo uenn onpeaeneHbl B pas-
nene4).
CucteMsbl nokasaTtenen AoeaTenbHOCTU CHUTAKTCA KIHKOYEBLIM UHCTPYMEHTOM OLLEHKN Cpeaun pasfINYHbIX

CYLLECTBYHOLLUNX MHCTPYMEHTOB (CM. pasaen /).
[TokazaTenn aesaTenbHOCTU AODKHBI MPUMEHATLCH B KOHTEKCTE ODLLEN CUCTEMbI OLIEHKN YCIYT. DTa CUC-

TeMa JOJPKHa BKNoYaTh cpeaun nNpodYmx MHCTPYMEHTOB Habop CBA3aHHbLIX nokasaTenem U KOMNOHEHTOB, YTO
No3BONSAET AaTh YeTKoe onpeaerieHne 3TUM nokasaTensam U NoMoYb B UX TONTKOBaHUMW.
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8.2 CucrteMbl NnoKaszaTteneun geatenbHOCTU

3.2.1 Knw4yeBble KOMNOHEHTbI CUCTEeMbI NOoKa3aTenen AeaTeNbHOCTH

Cuctema nokasartenen gedatensHOCTU BKNoYaeT Habop cneayowmx KnoveBbiX KOMMNOHEHTOB:

- NMokasaTenun agedaTenbHOCTH;

- KOHTEeKCTHast MHopMaLUuns;

- NepemMeHHbIe.

[ononHUTEeNbHO ycTaHaBNMBAOT U B OOLIMHOM NMOpsaAKe NPOBEPSAIOT onpeaeneHHble NnaHoBLIE 3HaYe-
HAS NO KaXXAOMY NoKasaTento, UX OTCNEXUBAKOT U KOPPEKTUPYIOT B crnyvyae HeobXoanuMoCTu.

8.2.2 lNoka3zaTenu gesaATenbHOCTU

OTAaenbHbIe NoKasaTenn AesTeNbHOCTU A0MKHbBI ObITh OAHO3HAYHO onpeaensieMbIMN U B COBOKYMHOCTU
NPUroAHbIMU ANSA OTPAXEHUS COOTBETCTBYHIOLLMX aCNEeKTOB YCNYrn AOCTOBEPHO N OO BEKTUBHO.

KaXKabl NoKa3saTenb AeATeNTbHOCTU O0OITKEH:

- ObITb YETKO onpeaeneHHbIM ¢ KpaTKUM M 04HO3HAaYHbIM TOSIKOBaAHUEM;

- noanexaTb OUeHKe, UcXodd U3 nepeMeHHbIX, KoTopble nerko U AOCTOBEPHO U3IMePATCA Mpu
pa3yMHbIX 3aTpaTtax;

- BHOCUTbL BKNaAa B BblpaXeHWe ypPpOBHA pakTUYeCKoOU AeATeNnbHOCTU, AOCTUTHYTOro B onpeaeneHHou
obnacTtu;

- ObITb CBSI3@aHHBLIM C KOHKPETHbLIM recrpaduieckum panoHoMm (M1 B criydae cpaBHUTENbLHOMO aHanmaa oH
OOIMKeH onpeaensaTbCcs ANnsl AaHHOTo reorpaduUyeckoro panoHa);

- ObITb CBSI3aHHBLIM C onpefeneHHbIM NepuoaoM BpemMeHu (Hanpumep, ObiTb FOAOBBIM UMK KBapP-
TalbHbLIM);

- MO3BONATL NPOBOANTL YeTKOE CpaBHEHMUE C NNaHUpyeMbIMU LEeNaMM 1 yNpoLWaTs CNOXHBIA aHaNM3;

- ObITb NoAAaLWMMCSH NMPOBEPKE;

- ObITb MPOCTLIM U NErkm Anst NTOHUMaHUSA;

- ObITb OO BEKTUBHLIM U HE AoNYyCKaTb BUAHUA KAKUX-NTMOO NUYHBIX TN CYOBEKTUBHBLIX OLIEHOK.

[TokazaTenn gesaTenbHOCTU OOBLIMHO BbIPpaXKatoTCH KaK COOTHOLLEHUA NepeMeHHbIX. OTU COOTHOLLEHNS
MOTYT ObITb COpasMepHbIMU (Hanpumep, NpoLEHTbLI) NN HecopasMepHbIMU (Hanpumep, pyo./kyb. m). B cny4ae
HecopasMepHbIX COOTHOLWEHUN 3HaMeHaTeNb A0IKeH nNpeacTaBnaTb OAHO U3MepeHne CUCTeMBI (Hanpumep,
KONUYEeCTBO NoAcoeANHEHNN K ycnyre, obLasi NpoTAXKEeHHOCTb BOAONPOBOAHON MarMcTpanu, roaoBbie 3aTpa-
Tbl). OTO MO3BONUT NMPOBECTU CPaBHEHWE 3a Nepuo BpeMeHU U Mexxay cuctemMamu,

[TepeMeHHble, KOTOPbIE MOTYT CYLLIECTBEHHO MEHSTLCA C TEYEeHNEM BpeMeHW (Hanpumep, roaoBble obbe-
Mbl M3BNeYeHusi/copoca BoAbl), OCODEHHO ecnM OHU He KOHTPONMUPYHTCA CUCTEMOW KOMMYHaNbHOMo
BOoOOCHabXeHUs, He cneayeT UCNONb30BaTh B KAYECTBE 3HAMeHaTeNd B COOTHOLWIEHUAX NoKkazaTenen. cknto-
UeHne MOXKET DbITb caenaHo B TeX cny4asx, Korga YMcnuTenb MeHsaeTCHa NponopLUmMoHansHo 3HaMeHaTern!to.

CnepayeT onpeaennTb YeTKoe npaBmno o0bpaboTKM AaHHBLIX MPU pacyeTe KaXaoro nokasartens. B npaBu-
ne OOMKHbI ObITb OrOBOPEHLI BCe TpebyemMble nepeMeHHble U uxX anredbpandyeckne kKomouHauunn. NepemeHHble
MOTYT ObITb NONyYeHbl U3 AaHHLIX BHYTPU CaMOW CUCTEMBI KOMMYHalnbHOro BOAOCHabXeHUs (gaHHbIe cUCTe-
Mbl) UM N3 BHELWHUX UCTOYHUKOB (BHELLUHWE AaHHbIe). B ntobom cnyvyae Ka4ecTBO AaHHLIX crieayeT OUEeHUTh
(CM. 8.3) nNpoBepUTL. ToNKOBaHMe NokasaTtenen AeaTenbHOCTU cnegyeT OCYLWEeCTBMNATL C y4eTOM KOHTEKCTA,
0CODEHHO ecn OHO OCHOBAHO Ha CpaBHEHWUU € ApYyrMMu cny4YasamMmun. [NodToMy B AONONHEHUE K NoKasaTenam
O0eATeNbHOCTU KOHTEKCTHasa MHpopMaL Mg OOMKHA YYUThIBaATb TaKKe XapaKTepUCTUKU CUCTEMBI U pernoHa, rae
npeaocTaBNATCA YCIYII.

[lononHUTenbHas MHoOpPMaLUA O NoKasaTenax AeaTeNnbHOCTU U CUCTeEMaX onpeaeneHnd cteneHn oc-
TOBEPHOCTU 3TUX NoKasaTeneun gaHa B npunoxeHunax B u C.

8.2.3 [lepeMeHHble

Kaxgad nepeMeHHast A0MKHa:

a) COOTBETCTBOBAaTb onpeaenieHUIo nokasatens AedATeNbHOCTU UMM KOHTEKCTHOW UHJGopMaLu 1, Ans
KOTOPLIX OHa UCNOMb3yeTCs;

D) OTHOCUTBLCA K TOMY XXe reorpauyeckomMy panoHy U TOMY Xe nepuoay BpeMeHU UNN KOHTPOIbHOW
naTe, UTO U nokasartenb AeATENbHOCTU UMW KOHTEKCTHas MHpopMaLnsa, aAns KOToOpbIX oHa byaeT UCMNOoMb30-
BaTbCH;

C) ObITb AOCTOBEPHOW U TOYHOW, HACKOMNbKO 3TOr0 TPEDYHIOT peLllueHUst, NpUHMMaeMble Ha NX OCHOBE.

HekoTopble nepemMeHHbIe IBASIOTCH BHELUHUMM aHHBIMU U TMaBHbIM 00pa3omM MHQOPMAaTUBHLI, X A0C-
TYMHOCTb, TOYHOCTb, KOHTPOMbHbLIE AaThl U FPaHULIbI COOTBETCTBYOLLEro reorpadonieckoro panoHa obbI4YHO He
KOHTPOMUPYHOTCHA CUCTEMON KOMMYHAanNbLHOro BOAOCHabXeHUA. B 3TOM cnyvae nepeMeHHbIe A0MKHbI TAKXKe:

- BCSIKWKM pas, Korga ato BOSMOXHO, cobupartbes U3 oduLManbHbIX UCTOYHUKOB, KOTOPLIE BKHOYA0T AaH-
Hble O TOYHOCTU U AOCTOBEPHOCTU NepeMeHHOW (MepeMeHHbIX);

- ObITb CYLLIECTBEHHO BaXKHLIMU 151 OLLEHKU UITN TOSTIKOBAHUS noKasaTens AeATENbHOCTMW.
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8.2.4 KoHTeKkcTHada uHdopmauus

KoHTeKkcTHaga MHdpopMmauuns onpeaenset HeOTbeEMNEMBIE XapaKTePUCTUKU CUCTEMBI, KOTOPLIE OTHOCATCS
K TONMKOBaHWUIO NokKasaTtenen aesatenbHocTU. CyllecTByeT ABa BO3IMOXHbLIX TUMa KOHTEKCTHOW MHpopMaLIUIA:

- MHpopMaLuns, onuckiBaroLLast YACTbIA KOHTEKCT U BHellHWe paKTopbl, KOTOPbIE HEe KOHTPOMUPYOTCS
CUCTEMON KOMMYHalnbHONC BOAOCHADXeHUA (Hanpumep, aemorpaduyeckas cutyauusi, Tonorpaduyeckme
XapaKkTepUCTUKA, KNUMarT);

- XapaKTepUucTuKn, BNUMAHME Ha KOTOpLIe yrnpaBneH4YecKne pelleHNda MOryT okasaTh TONbKO B AONTOCPOY-
HOW nNepcneKkTuee (Hanpumep, BO3pacT MHPPaCTPYKTYPhI).

8.3 KavecTBO UHOpMaLUK

KayeCTBO AaHHbLIX ACJTKHO OTpaXaTb BaXXHOCTb NPOBOANMON OLLEHKMA.

Heobxoanma cxema, npegocrtasndawowlas MHpopMaunio O KadecTBe AdaHHbIX, YTO MO3BOMUT NULaM,
MCNONb3YIOLWMM NokasaTenu AeaTeNNbHOCTU U KOHTEKCTHYH MHJopMaLMio, 3HaTb O HAAeXXHOCTU U JOCTOBEP-
HOCTW AOCTYNHOW MHopMaunn. LIeHHOCTb NokasaTenen AeATeNnbHOCTU Be3 TaKoU CXEMbl MOXET CTaBUTLCH
noa COMHeHue.

CTeneHb AOCTOBEPHOCTU NoKasaTens AeATeNbHOCTU MOXET OLIeHUBATLCH C TOUYKM 3peHUA TOYHOCTU U
HaaeXXHoCcTU. OT CTeENEHN TOYHOCTU 3aBUCUT HanM4mne oLlMBOoK U3MEPEHMs B NONy4YeHUN MCXOAHbIX AaHHbIX. OT
cTeneHn HaaeXXHOCTU 3aBUCAT KonebaHus Npu oueHKe HaaeXHOCTU UCTOYHUKA AaHHbIX.

[TpumMmep cxembl onpeaeneHns cTeneH 4OCTOBEPHOCTU NpeacTaBneH B npunoXxeHun C.

8.4 lNMpuMep nokasaTend geATeNbHOCTHU

[TokazaTenn 4eaTeNsbHOCTU OTHOCATCA K KPUTEPUAM OLLEHKNM YCINYTU, C KOTOPbIMU OHU CBA3aHbI. [1puBe-
OEHHBLIA HXKe NPUMED NMoKasbliBaeT BO3IMOXHbIe NoKasaTenu AeATeNbHOCTU No 0AHOU U3 LUenen, npeanoXKeH-
HbIX B pasgene 4, oTHocsAwWMeca K 0gHOMY U3 KpUTepues OLUEHKM yCcnyru B pasgene 6. JononHUTenbHbIe
npouUmMepbl NpuBeaeHbl B NPUNoXeHnn B.

lpumep — Uenb: nuceMeHHBIe 0bpallieHUS.

[Tompebumerns oxudaem, 4mo 8 criy4ae rnucbMeHHbIX obpaweHul (MUCbMOM, 110 911IeKMPOHHOU rioyme, (bakcy, ¢
MTOMOLUBHO KOPOMKO20 CO0bUWeHUs (eMmc) um. O.) OH rony4um omeem 8 pa3yMHbIE CPOKU U 8 86XXUBOU hopme.

BoO3MOXHBIU Kpumepuu oyeHKU ycnyau: cobnrioeHue ogpaHudeHH020 MakcuMarbH020 8peMeHU Ond omeema.

Bo3MOXXHBIU NOKazamesb 0esimesbHOCMuU: 0meem Ha nuUCbMeHHbIEe Xarnobabl.

lTokazamenb dessmesnibHOCMU: OME8eM Ha rNUCbMeHHbIe Xarnobsi (%).
OnpedesieHue: (Konu4yecmeao ruUcbMeHHbIX 0meemos 8 ripederiax 3a0aHHO20 8peMEHU 8 meyeHue riepuoda OUeH-
KU/Konu4ecmeo rnucbMeHHbIX xanob e meyeHue riepuoda oyeHku) x 100 %.
l[Ipasuno ob6pabomku OaHHbIX: | g5, = F 5, /F 55 x 100 %,
20e IQ ag4 — [1OKa3amerne dessmeribHocmu 1o Kl omeemos Ha nucbMeHHbIe arnobbl, 8 MpoueHmax;

F,, — KOnu4ecmeo rucbMeHHbIX 0mMmeemaos;

F,4 — KOU4EeCMeEO ruUcbMeHHbIX aroo.
KomMmeHnmapuu: oUeHKa 3moa2o riokasamersisd MOXXem riposooumscs 3a rneplod MeHee 00H020 200a, Ho ocoboe sHuUMa-
HUe mpebyemcs 8 ripoyecce MoKo8aHUs pe3ynbmarmos rpu 8HymMpeHHUX Unu 8HEWHUX cpasHeHUsX. [laHHbIU rToKa3a-
mersib MPUMEeHAemcs 8 criydasax Hanudusa CxeMesl 2apaHmupo8aHHbIX cmaHoapmos.
Koo IWAT: QS34

IWA: MexagyHapoaHas accounaums no BogHbIM pecypcam [11].
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Tabnuubl COOTBETCTBYIOLLUX TEPMUHOB Ha aHIMMMMACKOM, (ppaHLy3CKOM U UCMTAHCKOM A3blKaxX

[aHHOe NpunoXXeHne coaepXuT Tpu Tabnuubl COOTBETCTBUSA SKBMBANEHTHbLIX TEPMUHOB HA aHITTMUCKOM, OPaHLy3-
CKOM M UCNAHCKOM fA3blkaxX. B Tabnuue A.1 nepeyncrnenbl aHIMMNCKUE TEPMUHBI, OnpeaeneHns KOTopbIM AaHbl B pasgene 2,
B andaBsnTHOM NOpPsiAKe, C COOTBETCTBYIOLMNMN TEPMUHAMMU HA PPaHLY3CKOM M UCMAHCKOM si3blkax. B Tabnuue A.2 npuse-
OeHbl hpaHUuy3CKne TEPMUHBbI B anpaBuTHOM NOPsSAKe C COOTBETCTBYIOWMMN TEPMUHAMN HA AHTTIMUCKOM N UCMAHCKOM
A3blkax. B Tabnuue A.3 npyBeaeHbl UCNAHCKUE TEPMUHLI B anaBUTHOM MOpsigKke ¢ COOTBETCTBYIOWMMUN TEPMUHAMM HA
aHITIMNCKOM 1 PaHLYy3CKOM A3blKax.

[MpunoxeHune A
(cnpaBoO4HOE)

Tabnwuua A1— Tabnuua COOTBETCTBYIOWMNX TEPMUHOB B andaBnUTHOM NOPSAKE HA aHITTIMUCKOM S3bIKE
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T;Is::jﬁa English French Spanish

2.1 accuracy exactitude exactitud

2.2 affordability accessibilité économique asequibilidad

2.3 assessment évaluation evaluacion

2.4 asset bien activo

2.5 asset management gestion du patrimoine gustion de infraestructura

2.6 availability disponibilité disponibilidad

2.7 community communauté comunidad

2.8 confidence grade niveau de confiance nivel de confianza

2.9 connection branchement conexion

2.10 coverage couverture cobertura

2.1 drinking water eau potable agua potable

2.12 drinking water system systéme d’alimentation en eau | sistema de agua potable
potable

2.13 effectiveness efficacité eficacia

2.14 efficiency efficience eficiencia

2.15 environment environnement medio ambiente

2.16 indicator iIndicateur indicador

2.17 Infrastructure Infrastructures Infraestructura

2.18 interruption interruption interrupcion

2.19 maintenance maintenance mantenimiento

2.20 management management gustion

2.2 management system systéme de management sistema de gustion

2.22 on-site system systeme autonome sistema local

2.23 operator operateur operador

2.24 performance performance desempeno

2.25 point-of-collection point de collecte punto de recoleccion

2.26 point-of-delivery point de livraison punto de suministro

2.27 point-of-discharge point de rejet punto de descarga

2.28 point-of-use point de consommation punto de uso

2.29 price prix precio
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Tgs::jﬁa English French Spanish

2.30 procedure procédure procedimiento

2.31 Process Processus pProceso

2.32 quality qualité calidad

2.33 rate of return taux de retour tasa de retorno

2.34 registered user abonné cliente registrado

2.35 rehabilitation réhabilitation rehabilitacion

2.36 relevant authority pouvolirs publics autoridad competente

2.37 reliability <information> fiabilité <informations> credibilidad <informacion>

2.38 reliability <asset or process> fiabilité <bien ou processus> confiabilidad <activo o proceso>

2.39 repair réparation reparacion

2.40 requirement exigence requisito

2.4 residues résidue residuos

2.42 responsible body organisme responsable organismo responsable

2.43 restriction restriction restriccion

2.44 service service Servicio

2.45 service agreement contrat d’'abonnement acuerdo de servicio

2.46 service area zone de compeétence area de servicio

2.47 stakeholder partie intéressée parte interesada

2.48 sustainable development développement durable desarrollo sostenible

2.49 tarift tarf tarifa

2.50 user usager usuario

2.5 wastewater eaux usées agua residual

2.52 wastewater system systéme d’assainissement sistema de agua residual

2.53 water utility service public de I'eau entidad prestadora de serviciosde
agua

Tabnnua A2— Tabnuua COOTBETCTBYIOWMNX TEPMUHOB B andaBnTHOM Nopsigke Ha PPaHUy3CKOM A3bIKE

TSS&T:EB French English Spanish
2.34 abonné registered user cliente registrado
2.2 accessibilité économique affordability asequibilidad

2.4 bien asset activo

2.9 branchement connection conexion

2.7 communauté community comunidad

2.45 contrat d’'abonnement service agreement acuerdo de servicio
2.10 couverture coverage cobertura

2.48 développement durable sustainable development desarrollo sostenible
2.6 disponibilité availability disponibilidad

2.1 eau potable drinking water agua potable

2.5 eaux usées wastewater agua residual

2.13 efficacité effectiveness eficacia
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OkoHyaHue mabnuubsi A.2

Homep

TepMUHa French English Spanish

2.14 efficience efficiency eficiencia

2.15 environnement environment medio ambiente

2.3 évaluation assessment evaluacion

2.1 exactitude accuracy exactitud

2.40 exigence requirement requisito

2.38 fiabilité <bien ou processus> reliability <asset or process> confiabilidad <activo o proceso>

2.37 fiabilité <informations> reliability <information> credibilidad <informacion>

2.5 gestion du patrimoine asset management gustion de infraestructura

2.16 Indicateur Indicator Indicador

2.17 Infrastructures Infrastructure Infraestructura

2.18 interruption interruption interrupcion

2.19 maintenance maintenance mantenimiento

2.20 management management gustion

2.8 niveau de confiance confidence grade nivel de confianza

2.23 opérateur operator operador

2.42 organisme responsable responsible body organismo responsable

2.47 partie intéressée stakeholder parte interesada

2.24 performance performance desempeno

2.25 point de collecte point-of-collection punto de recoleccion

2.28 point de consommation point-of-use punto de uso

2.26 point de livraison point-of-delivery punto de suministro

2.27 point de rejet point-of-discharge punto de descarga

2.36 pouvoirs publics relevant authority autoridad competente

2.29 Prix price precio

2.30 procédure procedure procedimiento

2.31 Processus Process pProceso

2.32 qualite quality calidad

2.35 réhabilitation rehabilitation rehabilitacion

2.39 réparation repair reparacion

2.4 residue residues residuos

2.43 restriction restriction restriccion

2.44 service sService SEervicio

2.53 service public de 'eau water utility entidad prestadora de serviciosde

agua

2.22 systéme autonome on-site system sistema local

2.12 systéme d’alimentation en eau | drinking water system sistema de agua potable
potable

2.52 systéme d’assainissement wastewater system sistema de agua residual

2.2 systéme de management management system sistema de gustion

2.49 tarif tariff tarifa

2.33 taux de retour rate of return tasa de retorno

2.50 usager user usuario

2.46 zone de compétence service area area de servicio
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Tabnunua A3 — Tabnuua cCoOOTBETCTBYIOWMNX TEPMUHOB B andaBUTHOM NOPSAKE HA NCNAHCKOM $13blKe

TSS&TEEB Spanish English French

2.4 activo asset bien

2.45 acuerdo de servicio service agreement contrat d’abonnement

2.1 agua potable drinking water eau potable

2.5 agua residual wastewater eaux usees

2.46 area de servicio service area zone de compétence

2.2 asequibilidad affordability accessibilité économique

2.36 autoridad competente relevant authority pouvoirs publics

2.32 calidad quality qualité

2.34 cliente registrado registered user abonné

2.10 cobertura coverage couverture

2.7 comunidad community communauté

2.9 conexion connection branchement

2.38 confiabilidad <activo o proceso> reliability <asset or process> fiabilité <bien ou processus>

2.37 credibilidad <informacion> reliability <information> fiabilite <informations>

2.48 desarrollo sostenible sustainable development developpement durable

2.24 desempeno performance performance

2.6 disponibilidad availability disponibilité

2.13 eficacia effectiveness efficacité

2.14 eficiencia efficiency efficience

2.53 entidad prestadora de serviciosde | water utility service public de 'eau
agua

2.3 evaluacion assessment évaluation

2.1 exactitud accuracy exactitude

2.20 gustion management management

2.5 gustion de infraestructura asset management gestion du patrimoine

2.16 iIndicador iIndicator Indicateur

2.17 Infraestructura infrastructure Infrastructures

2.18 interrupcion Interruption Interruption

2.19 mantenimiento maintenance maintenance

2.15 medio ambiente environment environnement

2.8 nivel de confianza confidence grade niveau de confiance

2.23 operador operator opérateur

2.42 organismo responsable responsible body organisme responsable

2.47 parte interesada stakeholder partie interessee

2.29 precio price Prix

2.30 procedimiento procedure procedure

2.31 Proceso process Processus

2.27 punto de descarga point-of-discharge point de rejet

2.25 punto de recoleccion point-of-collection point de collecte

2.26 punto de suministro point-of-delivery point de livraison
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OkonyaHue mabnuubsi A. 3

TSSSEEﬁ Spanish English French

2.28 punto de uso point-of-use point de consommation

2.35 rehabilitacion rehabilitation réhabilitation

2.39 reparacion repair reparation

2.40 requisito requirement exigence

2.4 residuos residues residue

2.43 restriccion restriction restriction

2.44 Serviclo Service Service

2.12 sistema de agua potable drinking water system systeme d’alimentation en eau
potable

2.52 sistema de agua residual wastewater system systéme d’assainissement

2.21 sistema de gustion management system systéme de management

2.22 sistema local on-site system systéme autonome

2.49 tarifa tarift tanf

2.33 tasa de retorno rate of return taux de retour

2.50 usuario user usager
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[MpunoxeHve B
(cnpaBo4HOe€)

[TpuMepbl NoOKazaTenen AeATeNIbHOCTI

B.1 Oowme nonoxeHwnA

B HacTosiwem npunoXeHnm npeacraBleHbl KOHKPETHbIE NPUMEpPbI NoKalaTenen AesTenbHOCTU, pa3paboTaHHbIE B
COOTBETCTBUUN C KPUTEPUAMU OLUEHKN, coaepXawWwmMmMmnucs B pasagene 6, U MeTogonornen, npeactasneHHon B pasaene 8.
[Tokazarenun aeAaTenbHOCTU A0IKHbI UCNONb30BaTLCH ANS OUEHKN BbINONTHEHNA YCNYIM OTHOCUTENBbHO LUENen, yCTaHOB-
NTEHHbIX B COOTBETCTBUM C HYKAAMU N OXKUOAHUSAMU NOTPEdUTENEN, BKITIOYEHHBIMUY B pasaen 4.

HeKkoTopble KPUTEPUMN OLLEHKN YCITYTU NOTPEBUTENAM, NEPEYNCIIEHHbIE B pa3aene 6, TpebyoT Ka4eCTBEHHOWN OLEHKN
NN NPUNONN3NTENBHOW OLUEHKN AaHHbIX AN NONTYYEHUs pacHeTHbIX AaHHbIX. HECMOTPS HA TO YTO NPUHLWUIBI NCTMONBb30BA-
HUS NMoKasaTenen AeATenbHOCTU NPOTUBOMOMNOXHbI NPUHLUMNAM UCNONb30BAHUS pacHETHbIX AaHHbIX, ecnn HeobXoanmo,
NONYy4YEeHNE TAKNX PACYETHbIX 4aHHbIX AOJTKHO NPON3BOANTLCH CUCTEMATUYECKM U MO COrMaleHnio Co BCEMU 3anNHTEPECO-
BaAHHbIMW CTOPOHAMMU, YYHaCTBYIOLLMMIN B NPOLIECCE OLEHKM.

[IpyBEegeHHbIE HNXE NPUMEPDLI HE ABJAITCA cHepnbiBalo WM. pyrne noxoxue npumMmepsl nokasarternen gesarenb-
HOCTU MOryT ObITb pa3paboTaHbl UM HAaNZEHbI B cnpaBoYHuUKax (Hanpumep, cMm. CnpasovnHuku [11], [12]) ans npumeHeHus
HACTOAWEro cranHgapra. Ha nokasarenun geatenbHOCTU OKa3biBaOT BIUAHUE MECTHbIE YCITOBUSA, NO3TOMY NoKasaTenwu
cneayert agantupoBaTtb KHUM. [lokaszaTtenu gesatenbHOCTU B 3TOM MPUNOXEHUU NMpeanaratoTCs TONbKO B KAYECTBE NpuMe-
POB, UX HE CNeAyeT NCNONb3oBaTh 6€3 NOATBEPXKAEHUA X YMECTHOCTU U NMPUMEHUMOCTW.

[1py TONKOBaHWM NokasaTenen geaTenbHOCT CneayeT y4YUTbIBaTh KOHTEKCTHYIO MHApOPMaLU MO, KOTOpas BKNoYaeT
XapakTepPUCTUKN CUCTEMBbI U PETNOHA.

B.2 JocTtyn Kycnyram nuTLeBOro BOAOCHAa0XeHus

[TokazaTenb AeATEeNbHOCTU: KONUYECTBO HACETEHUS B pacyeTe Ha OAMH KPaH UNun BOAOHANOPHY Tpyby obuwero
NoONb30BaHUSA (Yen./Kpan).
OnpepeneHune: NOCTOSAHHO NPOXUBALIOLLEE HAceNneHne, 0b6CnyxnBaemoe CUCTEMON KOMMYHaNbHOIo BoO40oCHabXeHUs
NOCPEACTBOM KPaHOB UMM BOAOHANOPHLIX TPYD 06LWWEro NoNb30BaHUs, B pacyeTe Ha KONMMYECTBO KPAHOB NN BOAOHA-
NOPHbLIX TPYH 06LWEro NoNeL30BaHUA.
[lpaBMno 0bpaboTkn AaHHbIX: |gq = F4/Fg,
rae logg — Nokaszatenb AesiTeNbHOCTU MO KONUYeCTBY HACeNeHusl B pacveTe Ha OAVH KpaH uiv ogHy BOAOHANOPHYHo
Tpyby 06LWero NoNb3oBaHUS, Yern./KpaH,;

F, — konn4ecTBO HaceneHus, 06CnyxnBaemMoro NoCPeAcTBOM KPaHOB UMW BOAOHaNOPHbLIX TPYO 00LLEro NoNb3o-
BaHWS;

Fgq — KONM4eCcTBO KPaHOB UK BOAOHAMNOPHbLIX TPYO 06LEero nonb3oBaHus.
KoMMeHTapun: 3ToT nokasaTtelb OUEHUBAETCH OTHOCUTENBHO KOHTPONbHOM AaTbl. OH OTHOCUTCH TONMBbKO K pa3BUBalo-
LLIMMCSH PErMoHam, rae CyLecTBeHHas A40NA NOCTaBKU BOAbI NPOM3BOANTCH Yepes KPpaHbl M BOAOHANOPHbIE TPYO bl 00 LLLE-
r0 NONb30BaHUA.

Kog IWA: QS9

B.3 lNpepoctaBneHne ycnyrm
B.3.1 Bpemsa ananoarotoBKU KNpeaoCcTaBrieHUIO HOBOW YCIyI¥

[MokazaTenb geatenbHocTKn: K[ HOBOro nogcoeanHeHns (QHen).
OnpepeneHne: obulee BpeMs, NOTPA4YEHHOE HA YCTAHOBNEHNE HOBbLIX NOACOEAUHEHUI, 32 NEPUNO OLLEHKN/KONUYECTBO
HOBbIX MOACOEAVHEHNWN, YCTAHOBIIEHHbIX 3a Nepnog OUEHKMN.
[MpaBunno o6paboTKM AAHHLIX: IQ823 = Fqo/F 40,
roe |Q823 — nokazartenb aesatenbHocTU o KINAd HOBbIX NnogcoeaAMHEHNWN, B OAHAX;
F o — BpeMs yCTaHOBKWU HOBbIX NOACOEANHEHUN, B AHSX;

F ;o — KONM4ecTBO YyCTAHOBINEHHbIX HOBbIX NOACOEANHEHUN.
KommeHTapun: OLEHKY 3TOro nokasaTtens He criegyeTt npoBoaAnTb 3a Nepuog MeHee ogHoro roga, MNoCKoIbKY 3TO MOXET
NpMBECTU K OlUMBOYHbIM BbiBOAAM. ECnn nepnoa oueHKn BCe XKe COCTaBIsIET MEeHee roga, crneayet TONKoBaTh Pe3yrib-
TaTtbl ¢ 0cObbIM BHUMaHMeM. CneayeT naberatb BHEWHUX CPABHEHMW HA OCHOBE TAKMX BPEMEHHbIX NEPUOAOB. ITOT
nokasartenb OTHOCUTCH K HOBbIM KOHTPaKTaMm, Korga nogcoeanHeHme K yCnyre yxe cyuecTByer.

Koa IWA: Q523
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B.3.2 PemoOHTHbIe paboThl
B.3.2.1 Konn4ecTBO NpepbIiBaHUN B pac4vyeTe HA COegNHEeHMe

[loka3zaTenb AeATenNbHOCTWU: KONMUMYECTBO NpepbiBaHUW B pacdete Ha coegmHeHue (konmyecteo/1000 coeaunHe-
HUW/roa).
OnpepeneHne: [(06Wwee KONUYECTBO NPEPLIBAHNN 3a NEPUOL OLUEHKUN x 365)/(nepnoa OLueHKN x KONMM4YeCcTBO Noacoemn-
HeHnn K ycnyre)] x 1000.
[paBMno 06paboTkM AAHHBIX: |g14 = D3g x 365/(H, x C,4) x 1000,
rae logq 4 — NokKasartenb AesTenbHOCTM N0 KONUYECTBY NpepbiBaHWW B pacyeTe Ha coegnHeHune, konuyectso/1000 coe-
ANHEHNW/TOA;

D, — KONUYECTBO NpepbiBAHUN NPeaoCTaBNeHUs YCnyru;

H, — nepnop oueHKW, B AHSX;

C,4 — KOINMUYECTBO NOACOEANHEHNWN K YCIYTE.
KoMmmeHTapun: OLEHKY 3TOro nokasartesns He CcregyeTt npoBoAnTb 3a Nepuog MeHee ogHoro roga, MNoCKOIbKY 3TO MOXET
NPUBECTU K OLUMBOYHBLIM BbiBOAAM. ECnmn nepmnoa oUeHKU BCE XXe COCTaBISET MEHEE roaa, crneayeTt TONKOBaTh Pe3yrib-
TaTbl ¢ 0c0ObIM BHUMaHneM. CrnieayeT naberatb BHEWHUX CPABHEHNN HA OCHOBE TaKUX BPEMEHHbIX NEPUOAOB.
Koa IWA: QS14

B.3.2.2 CpeaHee BpemMsA npepbiBaHNA

[TokazaTenb OeAaTeNnbHOCTU: CpeAHEE BPEMS NPepbIBAHUSA (AHEN).

OnpeneneHwve: cpeaHssA NPOAOIIKUTENBHOCTL BCEX MNPEPbIBAHUN, UMEBLLUUX MECTO 3a Nepuoa OLEHKMN.

[MpaBuno o6paboTKn AaHHLIX: 00 ee BpeMS NpepbIBaHUIA 3a Nepunod oUueHKM (B AHAX) obLee KOnnM4ecTBO NpepbiBa-
HUW 3a NePNO OLUEHKMN.

KoMmMeHTapwun: oueHKy 3TOro nokasartens He crneayert npoBoAnTb 3a nepnog MmeHee ogHoro roga, NoCKONbKy 3TO MOXET
NPUBECTU K OLLMOOYHBIM BbIBOAAM.

B.3.3 LUeHaycnyrw

[TokazaTenb OeATeNbHOCTU: 3KOHOMMYECKANA JOCTYNHOCTb 3aTpaT Ha nogcoeanHeHune (% ).

OnpepeneHne: LeHa HOBOro NOACOEANHEHUSA K YCITyre B panoHe, rae TpebyeTcs paclumpeHne cetun, OTHOCUTENBHO
cpeaHero 4oxoaa B panoHe.

[MpaBuno o6paboTKM AaHHbIX: (LEeHa HOBOIro NoacoegnHEHUS K yCnyre B panoHe, rge tpebyertcs pacwmpenne cetu/
cpeaHUn MeCHYHbIN 40X04 AOMAaLLHEro xo3sancTea B panoHe) x 100 %.

KoMmMmeHTapuK: npoueaypa pacyeta eXemMecs4yHoro 4oxoaa AOMallHEero Xo3siMcTBa B panoHe A0IMKHA BbiTb YETKO
onpeaeneHa 3apaHee n cornacoBaHa co BCeMU y4acTBYIOLLMMN B MpoLecce 3anHTepecoBaHHbIMN CTOPOHaMMN,

B.3.4 ObbemM nocTaBKM NNTbeBOW BOALI

[TokazaTenb OeAaTeNnbHOCTU: BPEMS AENCTBUS OrPaHNYEHN HA ncnonb3oBanne Boasl (%).

OnpepeneHune: NpoUeHTHANA 40N BPEMEHU B roay, Korga 4encTBoBanu orpaHNYeHust Ha NCNonb3oBaHue BoAbl 406po-
BOJIbHOIO UMW 3aKOHOAAaTENBHO ONpeaeneHHOro Xxapakrepa.

[MpaBuno obpaboTKn AaHHBLIX: [AHW B roay, Korga AencrteoBano 4o6poBONbHOE OrpaHNYeHne Ha UCMONb30BaHUE
BOAb! (KONMMYECTBO) + AHU B roay, Korga 4encTBoBario 3akoHogaTenbHo onpeaeneHHoe orpaHnyeHmne Ha NCnonb3oBa-
HUe Boabl (konn4vecTtso)] x (100/365).

KoMmmeHTapun: uncno 365 sameHsieTcs Ha Yncno 366 ans BucokocHoro roga. ['lpy pacuerte sToro nokasarens AesTernb-
HOCTU CrneayeT BKIHYaTb TONbKO OrpaHUYEHNs HAa UCMONb30BaHME BOAb!, 0OYCNOBNEHHbIE HEAOCTATOYHbIM OO BEMOM
BOAbl B UCTOYHUKE. CUCTEMBI KOMMYHAaNbHOIo BOAOCHADXEHUA MOTYT MO CBOEMY YCMOTPEHUIO NCNONBb30OBaTh OTAENb-
Hbl€ NoKa3aTenn 4esATENbHOCTU ANS OTPaXXEHUA JOOPOBOIbHBLIX M 3aKOHOAATENbHO ONpeaeNeHHbIX OrPpaHU4YeHnN.

B.3.5 KavyecTBO NnTheBOU BOAbI

[TokazaTenb AeATeNnbHOCTU: KAYECTBO NocTaBnsiemomn Bogbl (%).

Onpeaenenune: (06WeEE KONMYECTBO NPOBEPEHHBIX NPOO OUUNLLEHHOW BOAbLI, COOTBETCTBYIOLMX MPUMEHUMbIM CTaHaap-
TamMm nnu TpeboBaHUSIM 3aKOHOATENbCTBA, 3a NeEpuod oueHkn/obulee KONMMYecTBO NMNPOBEPEHHBIX NPOD OYNLLEHHON
BOAbI 3a nepuop oueHkn) x 100 %.

[lpaBMno 06paboTkn AaHHLIX: |gq1g = ((Dgy + Dgz + Dgy + Dgs)/Dgq) x 100 %,

rae lngqg — NokasaTtenb A4eATenbHOCTU No Ka4YeCTBY NOCTaBNSAEMON BOAbI, B NMPOLEHTax;

Day, — KONMUYECTBO NPO6, COOTBETCTBYIOLLNX SCTETUHECKUM KPUTEPUSM;

Doy — KOMUYECTBO NPo6, COOTBETCTBYIOLLNX MUKPOBNONOrMYEeCKUM KPUTEPUSAM;
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Dg4 — KONMM4YECTBO NPOB, COOTBETCTBYIOLLNX (PDU3UKO-XUMUYECKUM KPUTEPUAM;

Dgs — KOnn4ecTBo Npo6, COOTBETCTBYIOLMX KPUTEPUAM PAANOAKTUBHOCTN,

Dz, — KONMYecTBO NPOBEPEHHLIX MO KAYECTBY npob6 O4YNLLEHHOW BOAbI.
KoMMeHTapun: oueHKy 3Toro nokasartens MOXHO NpoOBOAUTL 3a Nepnog MeHee 04HOro roga, Ho npm 3TomMm cnegyeT TOor-
KOBaTb Pe3ybTaTbl C 0CODLIM BHUMAHMEM, OCOBEHHO KOraa OHU NCNONb3YIOTCA ANSA BHYTPEHHUX UMY BHELLHUX CPaBHE-
HUW.
Kog IWA: QS18

B.3.6 3cTteTnvyecKkne xapaktepucTkKm Boabl

[Toka3aTenb AeATenbHOCTU: Xanobbl Ha Ka4ecTBO BOAb! (% ).
OnpeaeneHne: (KONMYeCcTBO Xanob Ha Ka4yecTBO BOAbL! 3a Nepunog OLEHKU/KONMM4YecTBO Xanob Ha ycnyry 3a nepuoa
oueHkn) x 100 %.
[paBnno o6paboTkmn AaHHbIX: |ng35 = F4g/F45 x 100 %,
roe lngzg — nokasarternb AeATEeNbHOCTU NO Xanobam Ha kKa4vecTBO BOAbI, B NPOLEHTAX;

F g — KONM4ecTBO Xanob Ha Ka4eCcTBO BOAbI;

F,5 — KOnn4ecTBO xanob Ha ycnyry.
KoMMeHTapuKn: OLEeHKY 3TOro nokasaTtess MOXHO NPoBOANTL 3a Nepnog MeHee 04Horo roga, Ho nNpum 3ToMm cnegyeT TOJ-
KOBaTb pe3ynbTaTbl C 0COObIM BHUMaHUEM, OCODEHHO KOorga OHM UCMONb3YHTCH AN BHYTPEHHUX UMW BHELWWHUX CPaB-
HEHUW.

Koa IWA: QS30

B.3.7 HaBneHve npnnocTtaBKe NUTLEBON BOAbI

[TokazaTenb AeATeNnbHOCTU: XKanobbl Ha ypoBeHb AaBneHust (% ).
OnpeaeneHne: (KONMYECTBO Xanob Ha ypoBeHb AaBNeHUs 3a nepnod oueHKN/Konn4ecTBo Xanob Ha yenyry 3a nepuoa
oueHKn) x 100 %.
. — 0

[paBuno o6padoTkm AaHHbIX: |gye = Fg/F 15 X 100 %,
rae lngog — NOKasaTtenb AessTeNbHOCTU MO Xanobam Ha ypoBEHb AaBINeHWs], B NPOLEHTax;

F 14 — KONWUYecTBO Xanob Ha ypoBeHb AaBreHus;

F . — KOnu4ecTBo Xanob Ha ycnyry.
KoMMeHTapuKn: OLEHKY 3TOro nokasaTterss MOXHO NPoBOANTL 3a Nnepnog MeHee 04HOoro roga, Ho Npu 3ToMm cnegyer TOoJ-
KOBaTb pe3ynbTaTbl C 0COObIM BHUMaHUEM, OCODEHHO KOorga OHU UCMONb3YHTCH AN BHYTPEHHUX UMW BHELWWHUX CPaB-
HEHUN,

Koa IWA: Q528

B.3.8 HenpepbIBHOCTL NOCTABKM NUTbE€BOW BOALI
B.3.8.1 HenpepbIBHOCTL NOCTABKW

[TokazaTenb AeATeNbHOCTU: HEMPEPLIBHOCTL NMOCTaBKU (%).

OnpepeneHne: [KONIMYECTBO YaCoOB, B TEYEHNE KOTOPLIX B CUCTEME NOAAEPHKMNBAETCH AaBleHNe, 3a Nepuo OLEH-
kn/(24 xnepunog oueHkn)] x 100 %.

[paBnno 06paboTkM AaHHLIX: |~g4, = Hy/(Hy x24) x 100 %,

rae lyg1, — Nokasatenb A4esTenbHOCTU N0 HENPEPbIBHOCTU NOCTABKM, B NPOLEHTaX;

H, — Bpewmsi, B Te4eHne KOTOpOoro B CUCTEME NoAAePXUBAETCA AaBNeHNe, B Yacax;

H, — nepnoa oueHkn, B AHSIX.

KoMMeHTapuK: OLEHKY 3TOro NokasaTens He cneayeT NpoBoANTL 3a Nepunog MeHee o4HOro roga, NoOCKONbKY 3TO MOXET
NPMBECTU K OlINBOYHBLIM BbiBOAAM. ECnn nepnoa oueHKn BCe Xe COCTaBISET MEHEE roga, crneayeTt TONKOBaTh Pe3yrib-
TaTtbl ¢ 0cObbIM BHUMaHMeM. CneayeT naberatb BHEWHUX CPABHEHMW HA OCHOBE TaKMX BPEMEHHbIX NEPUOAOB. ITOT
nokasaTenb nogxoauT Ans CUCTEM MEPEMEXaIoLMXCH NOCTABOK. B 3TOM nokasartene He yunTbIBaKTCS MNpepbiBaHUS
BCNeACTBUE BHEMMAHOBbLIX COOEB B paboTe CUCTEMbI, NPOBOAALLNECH PEMOHTHbIE PabOTbl, BOCCTAHOBUTENbHbIE PabO-
Tbl. [1py HANMYMKM NOACUCTEM, OCYLWECTBNAOWMX MOCTABKY B pa3Hble Nepunoabl, NoKasaTernb OLeHUBAETCS OTAENbHO NO
KaXXgon nogcucrteme. PesynbTaTr npeacraBnseT cobon cpegHEB3BELLEHHYIO BENNYNHY, BECOBbIM KOSMIDUUNEHTOM
ABNAETCH KONUYECTBO NOACOEANHEHNW K YCITYTE MO KaXXA0W NOACUCTEME.

Koa IWA: Q512

B.3.8.2 YacToTa 4O0CTAaBKM NNTLEBOW BOAbI B HECEeTeBbIX CUCTEeMaX

[Moka3zaTenb AeATENbHOCTU: HacTOTa AOCTABKU NUTLEBON BOAb! B HECETEBLIX CUCTEMAX (KONMYECTBO/AEHD).
OnpeneneHune: yacTtora 4OCTaBKM BOAbl B HECETEBbLIX CUCTEMAX.
[MpaBuno ob6paboTKM AaHHbIX: KONMYECTBO A4OCTABOK BOAbI B pacyeTe Ha noTpebuTens B roay/365 gHen.

KoMmMeHTapun: 3T0T nokasarersnb AeATENBHOCTU MOXET UCMNONIb30BaTLCH TONMBKO B HECETEBLIX CUCTEMAX, e OCyLLe-
CTBNAETCHA AoCcTaBKa notpebutento. Yueno 365 sameHseTcss Ha Ymeno 366 Ans BUCOKOCHOro roga.
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B.3.9 OxBaTt n AOCTYNHOCTbL YCNyr NMTLEBOro BOAOCHA0XeHNA
B.3.9.1 OxBaTHaceneHun

[TokazaTenb geatTenbHOCTHU: OXBaT HaceneHus (% ).
OnpepeneHne: (NOCTOSIHHO NMPOXUBAKOWEE HACENEHNE, ODCNYXMBAEMOE CUCTEMON KOMMYHAaIbHOIO BOAOCHabXe-
HUs/obLLee YNCO NOCTOAHHO NpoXneatowero HaceneHns) x 100 %.
[paBuno o6padboTkm AaHHbIX: | g5 = F/E5 x 100 %,
rae lngz — NokasaTenb AeATeNbHOCTM NO OXBaTy HACEeNeHusl, B NpoLeHTaXx;
F, — obcnyxnBaemoe NOCTOSIHHO NPOXMBaloLLee HaceneHne, YenoBek;
E: — noctosiHHO NpoXuBatLlee HaceneHme, YenoBekx.
KoMMeHTapun: 3T0T NokasaTenb OLEHNBAETCS MO COCTOAHUIO HA KOHTPONbHYIO AarTy.

Kog IWA: QS3

B.3.9.2 PaccTtosiHme oT AOMALIHUX XO3ANCTB A0 NYHKTOB BOOOCHADXeH A

[TokazaTenb OeATeNbHOCTU: PACCTOSHME OT AOMALLIHMX XO38NCTB 40 NYHKTOB BOAOCHADXEHUS (B MeTpax).
OnpepeneHne: CymMMpoOBaHUE 1151 BCEX NYHKTOB BOAOCHADXEHUS PACCTOSHUS MEXAY KX AbIM NYHKTOM BOA4OCHabXxe-
HUA U Hanbonee yganeHHbIM AOMALHUM X03AUCTBOM, 0DCNY>XMBAEMbIM UM, OTHOCUTENBHO OBLWEro KONM4YecTBa MyH-
KTOB BOAOCHAabXeHus.

[MpaBuno o6paboTKM AaHHLIX: 0bLEE PACCTOSIHME OT NYHKTOB BOAOCHABXEeHUA A0 A0OMALLHUX XO38UCTB/0bLWee KOnu-
YECTBO NYHKTOB BOAOCHADXEHMS.

KoMMeHTapuK: 3TOT NokKasaTenb OUEHUBAETCH MO COCTOSIHUIO HA KOHTPONBbHYIO gaTy. [TyHKTbl BOAOCHABXEHNSA OTHO-
CATCH K NYHKTaM NoTPpebnenns, rae HaxoasaTcsl O4AUMH UMW HECKOIBKO KPaAHOB UMM BOAOHAMOPHbLIX TPYH 06LWero nonb3o-
BaHNA. OH OTHOCUTCH TOJMBKO K pa3BMBaOWMMCH PpErmoHam, rae CywecTBeHHas 4ons noctaBkm Bo4bl NMPON3BOANTCH
Yyepes KpaHbl U BOAOHANOPHbIE TPYOb! 06LWEro NonbL30BaHUS.

B.3.10 OxBaT n AOCTYNHOCTbL YCIYr NO yAarneHUIo CTOUHbIX BOA,

[Toka3aTenb AeATerIbHOCTU: NOCTOSHHO NPOXMBAalOWEeE HAaceneHne, UMetoLLee NogcoeanHeHne K KaHanmsaunoHHOW
cucteme (%).
Onpeaenenne: (NOCTOSIHHO NPOXUBAIOLWEE HACENEHNE, UMEIOLLEE NOACOEANHEHNE K KAHANN3aLUMOHHON CUCTEME, IKC-
NyaTMpyemMon CUCTEMOWM KOMMYHanbHOMo BOAOCHADXeHus/obuwee 4YMCNo NOCTOSAHHO NPOXUBAKOWEro Hacene-
HUA) x 100 %, NO COCTOSAHNIO HA KOHTPONbHYIO AaTy.
[paBuno o6bpadboTkm AaHHbIX: | g = We,/WE4 x 100 %,
rae l,,qgq1 — nokasaTtenb OeATeNbHOCTU MO NMOCTOSAHHO NPOXUBAOWEMY HaCEeNeHuo, NMetoLeMy nogcoeanHeHne K
KaHanM3aunoHHOW CUCTEME, B MPOLEHTAX,;

Wg, — HaceneHue, uMmetolee noacoeanHeHne K kaHanna3aunoHHON CUCTEME, YENOBEK;

W4 — NOCTOSAHHO MNPOXUBaIoLLEe HaceneHmne, YenoBekx.

Kog IWA: wQS1

B.3.11 3atonneHvie o0 bLeKToB HeABWXMMOCTN CTOUHbLIMM BOAaAMM
B.3.11.1 3aTtonneHne obbLEKTOB HEABUXMMOCTU CTOMHLIMM BOAAMM U3 KaHANMW3ALUWNOHHbLIX KOMNEeKTOpPOoOB
CMEeLUaHHOro TMNa B CbIPYIO noroay

[MlokazaTenb geATeNnbLHOCTU: 3aTONNEeHNe OO BEKTOB HEABUXMMOCTU CTOYHBIMY BOAAMU M3 KAHANU3aUWOHHbIX KOTIEK-
TOPOB CMELAaHHOro Tuna B coipyto norogay (konnyecteo/1000 06 bEKTOB HEABMXUMOCTU/TOA ).
OnpepeneHne: [(KONNYeCcTBO OO BLEKTOB HEABWXNMOCTU, NOCTPAAABLLUMX OT 3aTOMNMEHUS CTOYHLIMM BOAAMM N3 KAHAIW-
3aLNOHHbIX KONMNEKTOPOB CMELLAHHOIO TUNa B CbIPYIC NMOroay, 3a nepuno oueHkn x 365)/(nepmnoa OUEHKN X KONTMYECTBO
NoacoeaAUHEHHbIX OB BEKTOB HEABUXUMOCTU MO COCTOSAHUIO HA KOHTPONbHYO aaTty)] x 1000.
[paBuno 06paboTkM AAHHLIX: |, 1513 = (Wrg X 365/(W; xWepg)) x 1000,
rae l,qgq13 — nokasarernb 4esATeNbHOCTU MO 3aTONITEHUIO ODOBLEKTOB HEABUMXMMOCTU CTOYHBIMW BOAAMW M3 KaHANM3auu-
OHHbIX KOMNMEKTOPOB CMELLAHHOIo TUNa B Chipyto norogy, konn4vecteo/1000 06bEeKTOB HEABUMXNMOCTU/TOA;

Wgz — KONMYECTBO 3aTOMNMEHUN B CbIPYIo NOrody 00bEKTOB HEABMXMMOCTM CTOYHBIMW BOAaMU U3 KaHanuaauu-
OHHbIX KONMEKTOPOB CMELWAaHHOro TUNa;

Wi« — Nepuroj OUEHKH, B JHSIX;

Wrpg — KONMMYECTBO NOACOEANHEHHbIX OOBbEKTOB HEABUXUMOCTMW.

KoMmmeHTapwun: 3T0T nokasaTtenb AeATENbHOCTU MOXET OUEHMBATBLCA 3a Nepunoabl MeHee roga, Ho PpeKoOMeHayeTCs
NCMONb30BaTb €ro, Koraa AaHHble No NepeMeHHbIM CObpaHbl NO KpanHen mepe 3arog. Ecnm aToT nokasartenb UCnonb3y-
eTcsa ans bonee KOPOTKMX NEPNOAOB, CrieayeT ¢ 0CobbIM BHUMAHNEM NPOBOAUTL CPABHEHUS, KAK BHYTPEHHNE, TaK U
BHELLUHWE.

Koa IWA: wQS13
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B.3.11.2 lNpepbiBaHNA NnpegoCcTaBrieHUA YCIyr no coopy v TPAHCNOPTUPOBAHNIO CTOMHbLIX BOA,

[MokazaTenb AeAaTenbHOCTU: MPEPLIBAHNA NPEA0CTABNEHNA YCIYT N0 COOPY U TPAHCNOPTUPOBAHUIO CTOYHBLIXBOA (%).
OnpepeneHune: (CyMmmMapHOE KONMMYECTBO 3a Nepmno OLUEHKN ODBEKTOB HEABMXMMOCTHU, NOCTPaAaBLLUMX OT NPEP bIBAHUN
NpeaoCTaBNEHUS YCIYTN, YMHOXEHHOE Ha NPOACIIKUTENBHOCTb NPEPLIBAHUN B Hacax)/(Konnm4ecTBoO NoacoegNHEHHbIX
OO BLEKTOB HEABMXUMOCTHM MO COCTOSHUIO HA KOHTPOIbHYIO AaTy x 24 xnepunog oueHkn) x 100 %.
[paBnno ob6paboTkn AAHHBIX: |, (g5 = (Wr7/(Weog X 24 xWiyq)) x 100 %,
rae |, qg15 — nokasartenb AesTenbHOCTY NO NpepbiBaHVAM NPpegoCTaBIeHUst yCnyr no cOopy 1 TPaAHCMOPTUPOBAHUIO
CTOYHbIX BOA, B NPOLEHTAaX;

Wg; — CYMMapHoe KONU4YeCTBO 3a Nepuoj OLEHKN 0ObeKTOB HEABUXUMOCTK, NOCTPaAaBLLMX OT NpepbiBaHnK
NpeaoCTaBNEHUS YCNYIN, YMHOXEHHOE HA NPOAOITKUTENBHOCTL NPEPLIBAHUN, B Yacax;

Wog — KOMUYECTBO NOACOEAUHEHHBIX ODBEKTOB HEABUXNMOCTH;

Wy, — Nepunop oUeHKH, B AHAX.
KommeHTapuin: 3TOT NoKasaTternb AeATENBbHOCTU MOXET OLEHMBATBLCS 3a NEPUobl MEHEE roga, HO crnegyeT ¢ 0CobbIM
BHUMaHNEM UCNONMb30BAaTb €ro Ansl CPaBHEHUN, KaK BHYTPEHHUX, TaK M BHELLHUX.

Koa IWA: wQS15

B.4 YnpaBneHvne KOHTPAaKTaM/ U BbICTaBJIeHVe CHeTOB
B.4.1 BO3MOXHOCTb 3aKnIO4YeHNA ACHOIroO U NOHATHOIO cornaweHuns ob ycnyre

[TokaszaTenb AeATeNnbHOCTU: Xanobbl M 3anpock! NoO cornaweHuto 0b ycnyre (Konn4ecTBO/KINNEHT/roa).
OnpepeneHne: (KONMYECTBO Xanob v 3anpocoB No cornaweHnto ob ycnyre 3a nepuog oueHkn x 365)/(nepnog oueH-
KN X KONMYECTBO 3aperncTpupoBaHHbIX MOTpebutenen).

[MpaBuno o6paboTKM AaHHbIX: aHanornvHo nokasarenio IWA QS32 (cvm. B.4.2).

B.4.2 ToyHOCTL BbICTaBNEeHNA CYETOB

[Toka3zaTenb AeATeNbHOCTU: Xanobbl K 3anNpPoOCk! NO BbICTABIEHNIO CHETOB (KONMYECTBO/KITMEHT/ToA).
OnpepeneHune: (KONMUYECTBO Xanob u 3anpocoB MO BbICTABMEHNIO CHETOB 3a Nepuoa OUeHKU x 365)/(nepnog oueH-
KN X KONMYECTBO 3aperncTpupoBaHHbIX NOTpebutenen).
[paBnno obpaboTkn AaHHLIX: |g3, = Fy x 365/(Hy X E ),
rae lnga, — NokasaTtenb AessTeNnbHOCTU Mo Xanobam 1 3anpocam No BbICTaBNEHUI0 CHETOB, KONMYECTBO/KIMEHT/rop;

F o — KONUYeCcTBO Xanob 1 3anpocoB Mo BbICTABIEHNIO CHETOB;

H, — nepuog oueHKn, B OHSIX;

E., — KONU4ecTBO 3aperncTpupoBaHHbIX NOTpebutenen.

Koa IWA: QS32

B.4.3 OTBeTHa XanoObl, cBA3aHHbIE C BbICTABNEeHNEeM CHeTOB

[TokazaTenb AeATeNbHOCTU: CBOEBPEMEHHOE YPErynmpoBaHue xanob, CBA3aHHbIX C BblicTaBneHnem cHeToB (%).
OnpepeneHune: NnpoueHTHas gons xanob o1 obwero KonnyecTBa xXanob, CBA3aHHbIX C BbICTABNEHNEM CHETOB, Ypery-
NMMPOBAaHHbLIX B NMpeaenax MmakCumarnbHOro onpeaeneHHoro cpoka.

[MpaBnno oopadboTKn AaHHbLIX: Xanobbl, CBA3aHHbIE CO cHeTaMM, NOAAHHbIE B TEYEHUE KaNneHaapHoro nepnoga, KoTo-
pble BbINN yperynmpoBaHbl B Npegenax ycTaHOBNEHHOIO CPOKa (KONnM4ecTBo )/ Kanobbl, CBA3aHHbIE CO CHETAMMU, NOAAH-
Hbl€ B TEYEHWE KaneHaapHoro cpoka (konn4vecteo)] x 100 %.

B.4.4 AcHOCTL BbICTaBNEeHHbLIX CHETOB

[TokazaTenb AeATeNbHOCTU: Xanobbl N 3anNpoChbl HA HEACHOCTU B BbICTABIEHHbIX cHeTax (KONMYeCTBO/KNNEHT/roa).
OnpepeneHne: (KONUMYECTBO Xanob m 3anpoCoOB HAa HESACHOCTU B BbICTAB/EHHbLIX CYeTax 3a nepuoa OUEH-
KN x 365)/(nepnoa OUEHKN X KONMMYECTBO 3aperncTpupoBaHHbIX MoTpebutenen).

[MpaBnno o6paboTKM gaHHbIX: aHanorndyHo nokasartento IWA QS32 (cm. B.4.2).

B.4.5 CnocoOblonnaThl

[TokazaTtenb AeATENbHOCTU: PACCTOSIHUE OT AOMALLHNX XO3AWCTB A0 NYHKTOB ONnaTthl {M).

OnpepeneHne: CcyMmmMMpOBaHUE NO BCEM MYyHKTaM OMNMaThl PACCTOAHUW OT NYHKTA onnaTtel 40 Hanbornee yaaneHHoro
AOMALLHEro X035IMCTBA, 06CNYXMBAEMOro nM/odLee KONMMYeCTBO NMYHKTOB ONIMaThl.

[MpaBnno oopaboTKn AaHHbIX: 0bOUlee PacCTOSIHME OT AOMALLHUX XO3AUCTB A0 NYHKTOB onnaTtbl/obuiee KONM4YecTBO
NYHKTOB ONIarhbl.

KoMmmeHTapun: a10T nokasartesib OLEHUBAETCH NO COCTOAHUIO HA KOHTPONbHYO AaTty. [ lyHKTLI 0nnaTtbl OTHOCATCH K TOMY-
Kam, rae MOXXHO NMPOn3BECTU NNaTeXx 3a yenyry. 9ToT nokasaTelb akTyaneH Nuilb 418 TEX PErMOHOB, IAe HEQOCTATOYHO
XOPOLWO pa3BuTbl anbTePHATUBHbIE CNOCODLI ONNaThl.
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B.5 NogaoepxaHne XopoLwwMX OTHOLWLEHUN C NOTpeonTenamm
B.5.1 Obwune nonoxeHuns
B.5.1.1 Hanu4yue cxembl y4yacTtna gnqa notpedbutenen

[TokazaTenb OeATeNbHOCTU: HANMYNE CXEMbI yHaCTUA ANd noTpedutenen (aa/Her).
[MpaBuno oc0paboTKM AaHHBLIX: CYLLECTBYET TN CXEMA, NOCPEACTBOM KOTOPON NOTPEDOUTENN MOTYT NPUHATL YHaCTUE B
yrpasneHum ycnyron? (aa/Her).

B.5.1.2 lepcoHan no paboTe ¢ KNNeHTaAMWm

[TokaszaTenb geaTenbHOCTU: NepcoHan no pabote ¢ knneHtTamm (%).
Onpeaenenne: (KONMYECTBO 3aHATLIX NOMNHbIN padbounin AeHb PabOTHUKOB, 3aHUMAIOLMNXCH BEAEHUEM YHETA U KOHTPO-
nem, KMIMEHTCKUMU OTHOLLEHUSAMU YU MEHEIXKMEHTOM/ KONUYECTBO 3aHATLIX MNOMHbIN pabo4vnin AeHb PpaboOTHUKOB CUCTE-
Mbl KOMMYHanNbHOro BogocHabxenuns) x 100 %.
[MpaBuno obpadoTkn AaHHLIX: |5 = B-/B, x 100 %,
rae lo ., — nokasartenb AeATenbHOCTM Mo NepcoHany no paboTe ¢ KNMeHTamu, B NPpOoLEeHTaXx;
B: — konu4yecTBo nepcoHana no paboTe ¢ KNMeHTamu;
B, — o0uiee konn4ecTBo NepcoHana.
KommeHTapun: 3T0T nokasaTenb OUEeHUBAETCH MO COCTOAHUIO HA KOHTPOIIBHYIO AaTy.
Koa IWA: PeG

B.5.2 NncbmeHHbIE 00OpaLleHnA

[TokazaTenb OeATeNbHOCTU: OTBET HA MMCbMEHHbIE Xanobbl (%).
Onpeaenenne: (KONIMYECTBO NMCbMEHHbLIX XXanob B paMmkKax 3agaHHOro Cpoka 3a nepno oUueHKn/ KonmyecTeo MNUCbMEH-
HbIX }Xanob 3a nepunog oueHkn) x 100 %.
[paBnno o6paboTkmn AaHHbIX: |ng34 = F5o/F53 x 100 %,
rae lngay — Nokasatenb AesATeNbHOCTU MO OTBETY Ha NMCbMEHHbIE XXanoobl, B NPOLEHTaXx;

F,, — KONN4eCcTBO NNCbMEHHbIX OTBETOB;

F,2 — KONU4eCcTBO NUCbMEHHbIX »Karnoo.
KoMmmeHTapun: 3TOT nokasaTternb AeATENBHOCTN MOXET OLEHMBATBLCS 3a NePUobl MEHEE roga, HO crnegyeT ¢ 0CoObIM
BHUMAaHNEM TONKOBATh Pe3yNbTaTth! NPU NCMONb30BAHUN €r0 ANA BHYTPEHHUX U BHELLHNX CPaBHEHUN. DTOT MNoKasaTelb
NPUMEHUM B CIy4ae HaNn4Yns CXemMbl rapaHTUPOBaHHbIX CTAHO4APTOB.

Koa IWA: QS34

B.5.3 ObpaweHunsa no tenedoHy

[Toka3zaTenb geaTenbHOCTU: 0OpaLleHns No TenedoHy, OTBET HA KOTOPLIE AaH CBOEBPEMEHHO (% ).

OnpepeneHne: NpoueHTHaNA 40NN OT 0blero konnyecTea obpaweHnn notpebutenen nNo teneoHy, Ha KOTOpPblE AaH
OTBET KOMMNETEHTHLIM NO AaHHOMY BOMPOCY NNLOM, B paMKax yCTAHOBIEHHOIO BPEMEHMW.

[MpaBnno obpaboTKn AaHHLIX: [TenedoHHblIe obpaleHns noTpebutenen B kaneHgapHoMm nepmuoae, Ha Kotopble aaH
OTBET KOMMETEHTHbLIM NO 4aHHOMY BOMPOCY NULOM, B NMpegenax MmakCumasrbHOro yctTaHOBIEHHOIoO BpeMeHu alsi oTBeTa
(konnyecTBo)/TenedoHHbIE 0bpalleHns noTpebutenen B kaneHgapHom nepuoae (konmnyectso)] x 100 %.

KommeHTapun: nepnoa BpeMeHu crieayeTt uaMepsiTb C MOMEHTa NepBoro tenedoHHOro obpaweHns notpebutens.

B.5.4 Bun3utbl notpedbuTtena B opnc cncrtemMbl KOMMYHaNbHOro BOAOCHaA0XeHUS

[Toka3zaTenb geATeNnbHOCTU: BU3NTbI B 0OPUC CUCTEMBI KOMMYHaNbHOIO BOAOCHADXEHNS, NO KOTOPbLIM CBOEBPEMEHHO
okasaHa nomoub (%).

OnpepeneHne: NPoUEHTHAsS A0ONA OT OOLWEro KONMYecTBa BU3NTOB NnoTpebutenen B opnc CMCTeMbl KOMMYHANBHOTO
BOAOCHADXeHUS, N0 KOTOPbLIM OKazaHa NoMOLWLb B Npeaenax yCTaHOBNEHHOIO BPEMEHMN.

[MpaBnno obpaboTKM gaHHbIX: [MoceTnTenu, npuxoauBLUne B 0OUC B KaneHgapHoM nepunoage, Kotopbim Oblna okasaHa
NOMOLLb B paMKax yCTAHOBNEHHOIo BPEMEHU (KONMYECTBO )/ NoceTUTENN, NpUXoanBLLneE B 0punc B KaneHaapHOM Nepuo-
ae (konnyvecteo)] x 100 %.

KoMMeHTapuKn: namepeHnss MoryT npoBoANTLCH B BUAE 3aNONTHEHUS MOCETUTENAMU, Npuxoasawmmmn B odomnc, bnaHka
aHkeTbl. OTaenbHblE NMokasartenn AeATENbHOCTU MOryT U3MEPATBLCH MO KaXaomy opucy cUCTemMbl KOMMYHalbHOIO
BOAOCHADXEHUS, B 3TOM Clny4ae UTOroBbIN NOKa3aTeNb AEATENBbHOCTU MOXET ABNATLCH CPEAHEB3BELWEHHbBIM NMPOLEHT-
HbIX AONen oT 0bWero KonnyecTea 0OncoB, B3BELLIEHHbIX MO KONMYECTBY noTpebutenen B reorpapmn4eckom panoHe,
obCcnNyXMBaemMom AaHHbIM OOUCOM.
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B.5.5 Buantbl K noTpedutento

[TokazaTenb AeATeNbHOCTK: Xanobbl 1 3aNpoChl HA HESCHOCTU B BbICTABMEHHbLIX cHeTax (KONMMYeCcTBO/KNNEHT/roa).
OnpeaeneHne: (KONUYECTBO Xanobd M 3anpoCOB Ha HESICHOCTM B BbICTABMEHHbIX CYeTax 3a Nepuog OLEH-
Kn x 365)/(Nnepnog OLEHKN X KONTMYECTBO 3apPErMCcTPUPOBaHHbIX NOTPebUTENnen).

[MpaBuno ob6paboTKM AaHHbIX: aHanorn4Ho nokasarenio IWA QS32 (cvm. B.4.2).

B.5.6 XanoObl n 3anpochl

[Toka3zaTenb AeATeNbHOCTU: Xanobbl M 3anpocCkl, YperynmpoBaHHblie CBOEBPEMEHHO (% ).

OnpepeneHune: NpoUeHTHas 40NA OT 0OLWEro KONMYECTBA Xanob 1 3anpocoB NOTPedbUTENEN, KOTOPbLIE BbINK yperynum-
POBaHbl B Npeaenax BpemMeHun, CoobLEeHHOro noTpedunTento.

[MpaBuno o6 padboTKM AaHHbIX: [Xanobbl M 3anpochl, N0JaHHbIE B KANneHA4apHbIM Neprnoa, KOTopble Dblnn yperynupoBa-
Hbl B Npeaenax BpeMeHn, COOBLEHHOro noTpebutento (Konu4ecteo ) xanobbl 1 3anpocsl, NOAaHHbIE B KANEHAAaPHbIN
nepunog (konnyvectso)] x 100 %.

KommeHTapunin: nepnoa BpeMeHU crnegyeTr U3MepsTb C MOMEHTA, KOorga CUCTEMA KOMMYHAalbHOIoO BOAOCHABXEHNS
nony4aeT xanoby nnu 3anpoc, n 40 MOMEHTA, Korga xanoba nnm 3anpoc yperynuposadbl. 3ta popma nokazarens aesi-
TENBbHOCTU A0IMKHA BbITh aAanTUPOBAHA K UBMEPEHUAM B CIy4ae KOHKPETHLIX cnocoboB nogayn xanobbl nnmn 3anpo-
ca — B MMCbMEHHOWN POpME, Mo TeNePoHy, No INEKTPOHHOW MOYTE UMK NO PaKcCy.

B.5.7 YBegomneHnda ob orpaHU4YeHUAX U NpepbIBAHUAX

[Moka3zaTenb AeATeNbHOCTU: CPOK YBEAOMITEHNSA O NMAHOBLIX OrPaHNYEHUSIX U NPEPbIBAHNAX (AHEN ).

OnpepeneHwne: cpegHUN CPOK yBEAOMITEHUA NOTpebuTens (Hanbonee nogxoasiWwmm cnocobom) B AHSX ANSA NNAHOBbLIX
OrpaHUYeHnn N npepbIBaHnMN.

[MpaBuno o6paboTKM AaHHLIX: [0DLWEee KONNMYECTBO AHEW YBEAOMNEHNA NOTPEBUTENEN B CNy4ae NNaHOBbIX OrpaHnye-
HUW NN NPepPbIBAHUN B rog (AHEW)/ KONMNYeCTBO YBEAOMINEHUS O NNAHOBbLIX OrPaHUYEHUSIX U NPEPbIBAHNAX NOTPEbUTE-
NsiM B rof, (KonnyecTBo)].

KoMmMeHTapun: cpegHnu CpoK yBe4OMITEHUS MEHEE MUHUMATIBHOIO ONpeaeneHHoro nepnoga o3HavyaeT HegoCTaTOuHO
yAOBMNETBOPUTENBHYIO AEATENBHOCTL, CPe4HNN CPOK YBEAOMITEHUSA, PaBHbIV TN MNP EBLILWAD WM MUHUMAaTbHbIN OMNpe-
OEeneHHbIV Nepnog, 03HavaeT yaoBNeTBOPUTENBbHYIO AEATENBHOCTL (B CPEAHEM).

B.5.8 HoctynHocTb MHdopmaunm od ycnyre

[Toka3zaTenb AeaTenbHOCTKU: OXBaT MHpopmaumen ob yenyre (%).

OnpepeneHune: NpoUeHTHas AoNsA noTpebuTenen yenyry, KOTopble MOryT Nony4YnTb A4OCTYN K MHpopmaumm ob yenyre.
[MpaBuno o6paboTKM AaHHBLIX: (OLUEHOYHOE KONUYECTBO NOTPEBbUTENEN, KOTOPbLIE NOTEHUMANBHO MOTYT NONYYUTb A0C-
TYN K nHopmMmauum no ycnyre/odbuwee konn4vectso notpedbutenen yenyrn) x 100 %.

KoMmmeHTapun: gaHHbIVM NoKkasaTenb yCnyrn Bcerga 3aBMCcuUT OT OLLEHOYHbIX 4aHHbIX MO LeNeBbIM ayauTopuUsaM 4515 KOH-
KPETHOro KaHana nepeaadm nHdopmaumnmn. PacueT gOImKeH NPOBOANTLCA peanncTuyHbIM cnocobom (Beb-canT noTeH-
unanbHo goctyneH 100 % HaceneHus, HO PaKTUYECKN €ro MOryT NMNoceLwaTh TOJNIBKO Te, KTO UMEeeT 4OCTyn B VIHTepHeT u
obnagaet HeobXxoanmMbIMM HaBbIKaMK). [poueaypa no OUEHKe KONMMYECTBa NOTPEDUTENEN, UMEIBLLNX JOCTYN K NHPOP-
Mauun, JOMKHA ObITb YETKO ONpeaeneHa 3apaHee u cornacoBaHa co BCEMU y4acTBYIOLWMUMN 3aUHTEPECOBAHHBIMU CTO-
POHaMM.

B.5.9 MeponpunaTua, npoBoanmbie B MECTHOM cOODLLEeCTBE

[Toka3zaTenb AeATeNbHOCTU: NOTPEDBUTENN, HENOCPEACTBEHHO BOBIEYEHHBIE B MEPONPUATUS], CBA3AHHbIE C yCNyramm
NMMTBEBOIo BOAOCHABXEHNA nnn yaanenns ctouHbiX Boa (%).

OnpegeneHvne: npoueHTHaAs Aonsa notpebutenen, HENOCPeACTBEHHO BOBMEYEHHbIX B MEPOMNPUATUS, CBA3AHHbIE C
yCrnyramu NnMTbEBOro BOAOCHADXEHNSA UMK yaaneHusl CTOYUHbIX BOA, B rog.

[MpaBuno o6paboTKM AaHHLIX: (KONMYECTBO NOTPEDUTENEN, KOTOPLIE HENOCPEACTBEHHO BOBNEYEHbI B MEPONMPUATUS,
CBSI3aHHbIE C yCnyramm nMTbEBOro BOAOCHABXEHUSA UNn yaaneHus CTOYHbIX BOA, Brog/HaceneHmne panoHa, sBnsitoLero-
CH 30HOW OTBETCTBEHHOCTU CUCTEMbI KOMMYHarnbHOro BogocHabxenums) x 100 %.

B.5.10 Y4yactne noTpebuTtenen

[TokazaTenb AeATeNbHOCTU: NpaBa y4actusa notpebutenen (ga/Her).

OnpeageneHvne: Hann4yne 3akoHo4aTesIbHO OnpeaeieHHbIX PaMOK UIMN KOJTNEKTUBHbLIX COrnalweHnn, pernamMmeHTupyo-
LWLKMX yHacTrne notTpebutenen B ynpaBneHum ycnyrom.

[MpaBuno obpadboTKM AaHHLIX: HANM4YMe 3aKoHOAATENBbHO OnpeaeneHHbIX PpamMoK U KONMEKTUBHbLIX cornalweHnm,
pernameHTUpyroLWmnX yqactme notpeburenen (aa/Her).
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B.6 3awnTa okpyxarwuwewn cpeabl
B.6.1 ObocHoBaHHOE NCNONb30BaHNe NPUPOAHLIX PeCypcoB

[TokazaTenb geaTenbHOCTU: NOTPebNeHne peakTMBHON aNeKTPpoaHeprum (% ).

OnpepeneHne: (noTpebnenHne peakTMBHOW 3NEKTPOIHEPIMKN ANA SKCNNyaTaunum HACOCHOM YCTaAHOBKM 3a Nepunoa oL eH-
Kn/obuee noTpebneHne anekTPosSHEPIMn Ans aKkcnnyatauum HAaCOCHOW YCTaHOBKMU B nepuof oueHkn) x 100 %.
[MpaBuno o6padboTkmn AaHHbIX: |, . = D,/D, x100 %,

rae lo . — nokasarenb A4eATENbHOCTM NO NOTPEDNEHNIO PEAKTUBHOWN SNEKTPOSHEPTUN, B NPOLIEHTAX;

D, — noTpebneHne peakTMBHOW 3NEKTPOSHEPTUN, KUNOBONbT-aMnep peakTUBHbIN;

D, — NoTpebneHne anekTposHeprumn Ans skcnnyaTauum HACOCHOW CTaHLuK, KBT - u.

KoMmMeHTapuK: 3TOT nokasaTtersb AeSATENBHOCTU MOXET OLEHMBATLCSH 3a NEPUOAblI MEHEE roaa, HO cneayeTt ¢ 0cobbIM
BHUMaHWEM TOJTKOBAaTL pe3ynbTaThbl NPV NCNONb30OBAHNN €ro A48 BHYTPEHHUX M BHELWWHUX CpaBHEHUW. EQnHnuanamepe-
HUS PEAKTUBHOW SNEKTPOIHEPrnn — KUNOBONbT-aMnep pPeakTUBHbLIW, eAnHULAa U3MepeHuns noTpedbneHns sneKkTpo-
SHEPIrUN — KUNOBAaTT - 4ac. Ho 3Tn eANHNL I U3MEPEHNS SKBUBANEHTHbI M UX COOTHOLLEHNE SBISAETCH pa3MepPHbIM.

Koa IWA: Pho

B.6.2 O4yncTtKa CTOUYHbLIX BOAO

[Toka3aTenb AeATeNbHOCTN: COOTBETCTBME CTAHLMN OHNCTKU CTOYHBIX BOA TpeboBaHuAM paspeweHnm Ha copoc (%).

OnpeaeneHve: npoueHTHAsA AONSA SKBUBANEHTa HaceneHus (ecnm 310 NPUMEHMMO), ODCNYXMBAEMOro CTaHLUUAMM
OYUCTKN CTOUHbIX BOA, KOTOPbIE COOTBETCTBYIOT TPEOOBAHUSM NPUMEHNMbIX pa3peLleHnit Ha coOpoc.

[MpaBuno o6padboTKM AaHHBLIX: [3KBUBAINEHT HACENeHns, 0BCNy>XMBaemMoro CTaHUMAMM OHNCTKU CTOYHbIX BOA, KOTO-
pble COOTBETCTBYIOT MPUMEHUMbBIM CTaHAapTaM (KONMMYECTBO )/ 9KBUBANEHT HAceneHus, 06Cny>KnBaemoro CTaHUNAMM
OYUCTKU CTOYHBbIX BOA, YNPaBNSAEMbIMU CUCTEMON KOMMYHanNbHOIro BOAOCHabxeHus (konmnyectso)] x 100 %.
KoMMeHTapuK: KaXgblh KOMNETEHTHLIM OPraH yCTaHaBNMBAaET 3akoHOAAaTeNbHbIE TPEDOBAHUA K pa3peLlleHnsiM Ha
BesonacHbIn COPOC CO CTAHUMW OUUCTKN CTOUHBbIX BOA B OKPYXKaIOLWYIO Cpeay 1 UCNosb3yeT noaxoasime Mmetoabl n3ame-
peHun. Paspelwenns Ha cOpoc cebinaTcsa Ha NPUMEHUMbIE CTaHAAPThl KAYEeCTBa OUULLEHHbIX CTOYHbIX BoA4. CooTBe-
TCTBUE OLEHUBAETCSH B 3aBUCUMOCTU OT Harpy3ku UMM KOHUEHTPaUumM U UX BO3MOXHOIO BIUSHUA HA OKPYXaloLLYIo
cpeay. ITOT nokasartenb 00bIMHO OUEHMBAETCH 3a nepunod B oavH rod. OH Takke MOXEeT OLEHMBATLCH 3a Nepunoab!
MEHee roga, Ho crneayert ¢ 0cobbIM BHUMAHUEM TONKOBATb Pe3ynbTaThl MPU UCNONMb30BAHUN €ro Ans BHYTPEHHUX W
BHELUHUX CPaBHEHUN.

B.6.3 BnnaHune Ha oKpyXalowyto cpeay

[Moka3aTenb OeATENBHOCTWU: HANMYNEe CUCTEMbI IKOJTOTMYECKOIo MeHeXKMeHTa (ga/HeT).
OnpepeneHwne: BHeAPEHA NN OTHOCUTENBHO YCIYIM CUCTEMA IKOINOTMYECKOro MeHepKMeHTa (ga/HeT).

B.7 MeHenoxmMmeHTB cepe obecneveHmns 6e30nNacHOCTU N YpPe3BbIMaUHbIX CUTYyaUun

[loka3zaTenb AeATeNbHOCTU: HANTNYNE N PETYNSAPHbIE NPOBEPKU NNaHa AENCTBUN B YPE3BbIYAUHbBIX CUTYaLUAX (BKIHO-
Yyasa npounnakTnyeckmne meponpusaTms) (aa/Her).

OnpepeneHne: ectb N1 NnaH AENCTBUN B Ype3BblYauHbIX CUTyaUUAX U NMPOBOASATCH NN €ro PerynsapHbie npoBepKun
(pa/ner).
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[MpunoxeHune C
(cnpaBo4HOe€)

[TpuMepbl cXeMbl onpeaeneHuda cteneHn 4OCTOBEPHOCTU
ONs1 CUCTeM nokKasaTteneun AesaTenbHOCTIA

KavyecTBO BBOAUWMbBLIX AaHHbBIX A0OJITXHO OUEHUBATbCH C TOYKHU 3PEHUA HAAEXHOCTU NCTOYHWKAa N TOHHOCTU AaHHbIX. OT
HaASeXHOCTUN UCTOYHUKA 3aBUCUT HAlITMYNE HETOYHOCTEN W HaACeXXHOCTb AadHHbIX, T. €. CTElNEeHb, B I{OTODOF'I NMCTOYHUK AAdHHbIX
Aaaet rnocneoBartelibHbIE, cTabuinbHbIE U ednHble Ppe3yIibTaTbl MO NOBTOPAKLWLWUMCH Habm KAeHWUAM NI USMEPEHUHAM TPU
TEX e YCITOBUHX. OT TOYHOCTU 3aBUCUT HaANU4ne onbOoK B N3MepeHUnAX Nnpu noJiy4eHmMm BolXO4HbIX AaHHbIX.

MTpumevannme 1— HuogHo cpeacTBo N3MEPEHUA HE ABNAETCHA COBEPLUEHHO TOYHbIM, M HEKOTOPbIE AAaHHbIE
0718 UCNONb30BaHUSA B OLEHKE NoKasatenen AessTeNbHOCTU MOIYT ObITb NONy4€Hbl MEHEE TOYHBIMN METOJAMM.

[TpnmevaHnune 2— HacTtapblie gaHHbIE MOXHO ONUPAaTBCH NPU OTOBPaAKEHMMN TEKYLLETO COCTOSTHUS aKTUBOB.

[TpakTuka nokasbiBaeT, YTO BOOOLWE npoBanaepbl AaHHbIX HE obnagaloT nogpobHon nHpopmMmaumen o HAgeXHOCTU U
TOYHOCTU, HO MOTYT NMPeaoCcTaBUTb 0OOCHOBAHHLIE OLUEHOYHbIE AaHHbIE, ECNU NPUHAT LUMPOKMU AManasoH AaHHbIX. [1pu-
Mep BO3MOXHOW TOYHOCTM Anana3oHa AaHHbIX npeacTtasneH B Tabnvue C.1.

Tabnwuuya C.1—Tllpumep AgnanasoHOB TOYHOCTU OAHHbIX

[dnanasoH TouHoCcTU, % ConyTcTByloLas NnorpeLlHoCcTh
0—5 PaBHa £ 5 % unu meHee
5—20 Boiwe yem + 5 %, HO paBHa + 20 % unn meHee
20—50 Boiwe vem = 20 %, HO paBHa + 50 % unu meHee
> 50 Bbiwe vem = 50 %

[Tpymep BO3MOXHbIX AMana3oHOB NO HAAEXHOCTU UCTOYHMKA NpuBeaeH B Tabnuue C.2.

Tabnwunuya C.2—lpumep ananasoHOB HAOAEXHOCTU MCTOYMHUKA AAHHbIX

[1Mana3oH HageXXHOCTH OnpeneneHune

i ICTOYHUKM OAHHbIX C BbICOKOW CTENEHbIO HAAEXHOCTU. AaHHbIE, OCHOBAHHbIE HA KAYE€CTBEH-
HbIX 3anucsXx, nNpoueaypax, nccnegoBaHusaX UNU aHanuise, KoTopble Hagnexawmm odpasom
3a40KYMEHTUPOBAaHbI N MPU3HaHbI NMyYWNMU AOCTYNHBIMW METO4AMUN OLLEHKA

*x MICTOYHUK OTHOCUTENBHO HAAEXHbIX AAHHbIX. CTENEHb HAAEXHOCTU HUXE YeM™ ™, HO BblLLE
yem®
* MCTOYHMK HEHaaeXHbIX OaHHbIX: JaHHbIE, OCHOBAHHbIE HA 3KCTpanonsuun, nony4eHHon mn3

OrpaHNYeHHbIX Hage*XHbIX AaHHbIX UITU 0OOCHOBAHHBbIX npe,qnonml{emﬁ

lNpumep — lNepemMeHHas, uU3MepeHHas1 C OUeHOYHOoU noa2peuwiHocmbro + 12 % u nony4vYeHHasi U3 UCMOYHUKa C
8bICOKOU CMmeneHbLo HadexHocmu, 6ydem Xxapakmepu3logambCsi cmerneHbr 00CMOo8epPHOCMU, PpasHOU

[5 %—20 %***].

HaaeXHOCTb M TOYHOCTb UCTOYHMKA OAHHbLIX OOIMKXHbI OLEHUBATBLCH AN KaXXJ0W BBOAUMOW NEPEMEHHOMN.

O4yeBMAHO, YTO CTENEHb AOCTOBEPHOCTHU, paBHas [0 %—5 % ***], MOXeT ObITb AOCTUTHYTA ANS HEKOTOPLIX BBOAUMBbIX
NEPEMEHHbLIX, XOTH B LENOM AN KaXXA0MN NEPEMEHHON OHA He gocTmxMnma. Cnctemam KOMMYyHanbHOro BO4OCHa0XeHUS
crnegyeT CTPEMUTBLCSH K CTENEHU AOCTOBEPHOCTU, PaBHOU MUHUMYM [5 %—20 % ™.

CteneHb AOCTOBEPHOCTU MOXET OLEHUBATBLCH TONBbKO HENOCPEACTBEHHO ANS NepemMeHHbIX. Ha 0OCHOBaHWUKM 3TOro
OOJIKHA OLEHNBATBCA TAKXKe NOMrPELLHOCTL OLEHKN PE3yNbTUPYIOLWEro nokasarens 4eAaTeNIbHOCTU — KOJTMYECTBEHHO NN
No KpanHen mepe KavecTBeHHO. KonnvecTBeHHAas oUueHKa AoMKHA DadanpoBaTbCA HA TEOPUMN pacnpoCTPaHEHUS MOrpeLL-
HOCTU B COOTBETCTBUM C PYKOBOACTBOM MO BbIPAXEHUIO MOrPELHOCTUN B namepenunsx (GUM) [9].

CTeneHb 4OCTOBEPHOCTU MOXET OLLEHUBATBLCH ANA KX A0W yCIyrn BOAOCHADXEHNA M ANA KaXXaoro nokasarens. ns
NpoBeAEHNA CPaAaBHEHUN MEXAY YCnyramu cnegyeT Hagnexawmm odpasom BeldbpaTb CTENEHN AOCTOBEPHOCTU U NOCNEA0-
BaTeNbHO MPUMEHSATb UX.
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Mpunoxenwne A
(cnpaBo4HoOe€)

CBeaeHNA 0 COOTBETCTBUU CCbINMOYHbIX MeXAYHapoOHbIX CTaHOAAPTOB
CCbINTIOMHbLIM HaluUuoOHanbHbIM cTaHgapTamMm Poccunckoum @epgepauumm

Tadbnwua OA.1

OBo3HavYeHne cCblTOYHOro CteneHb
OB03Ha4YeHUe U HaMMeHOBaHUE COOTBETCTBYIOLLEro HaUNMOHANBHOIO cTaHgapTa

MeXAYHAPOOHOIO CTaHAapTa COOTBETCTBUA

NCO 5725-1:1994 IDT [OCT P UCO 5725-1—2002 «To4HOCTb (NpaBunbHOCTL U MPEeUn3noH-
HOCTb) METOAOB U pPe3ynbTaToB namepeHnn. Hactb 1. OCHOBHbIE NONOXe-
HUA U onpeaeneHus»

NCO 9000:2005 IDT [OCT P NCO 9000—2008 «Cuncrembl MeHegpXmeHTa kavyecTBa. OCHOBHbIE
NONOXEHNA N CNOBapPb»

NCO 10002:2004 IDT [OCT P NCO 10002—2007 «MeHemKMeHT opraHnsaumnn. Y 40BNETBOPEH-
HOCTb NOTpebutens. PyKOBOACTBO MO yNpaBneHUo NPETEH3NSAMNU B Opra-
HU3aLUAX»

NCO 14001:2004 IDT [OCT P NCO 14001—2007 «Cuctembl 3KONMOrMYECKOro MeHemKMeEHTA.
TpeboBaHus N pyKOBOACTBO MO NPUMEHEHUIO»

NCO 14031:1999 IDT [OCT P MCO 14031—2001 «YnpaBsneHune okpyxatwen cpegon. OueHn-
BaHWe skonorndeckon ahdektnsHoctn. Obwme TpeboBaHnA»

NCO 24511:2007 IDT [OCT P NCO 24511—2009 «lesaTenbHOCTb, CBA3aHHAA C yCrnyramm nntb-
€BOro BOAoOCHabXXeHus n yaaneHnsl CToMHbIX BoAd. PykoBoaswme ykazaHus
OANA MEHEMKMEHTA KOMMYHAanNbHbIX NPeanpuaTunM N OUEHKN YCIyr yaane-
HUSA CTOYHbIX BOO»

NCO 24512:2007 IDT [OCT P NCO 24512—2009 «HdeaTtenbHOCTb, CBA3aHHAsA C yCryramw

NMUTBEBOro BOAOCHADXEHUSA U yaaneHusi CTOYHbIX BOA. PykoBoasilmne yka-
3aHUSA AN MEeHEeMKMEHTa CUCTEM MUTBLEBOr0 BOAOCHAOXKEHUS U OUEHKU
YCIYr MMTbEBOIo BOAOCHAOXEHNAY

BETCTBUH CTaAHOAPTOB.

- IDT — npeHTnyHble cTaHaApPThHI.

[Tpunmedanune—B HacToawen Tabnuue NCNonb3oBaHO cneayLlee ycnoBHoe 0603Ha4YeHNe CTENEHN COOT-
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