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Mpeaucnosune

Llenv v npuHumnel ctaHaapTusauumn B Poccuinckon ®epepaumm yctaHosneHsl ®egeparnbHbiM 3aKOHOM
oT 27 pekabps 2002 r. Ne 184-®3 «O TexHU4YeCcKkoM perynmpoBaHnny», a npasuna NpuMeHeHns HauMoHannbHbIX
ctangaptoB Poccuiickon ®epepauum — FOCT P 1.0—2004 «CrangapTtusaums B Poccuiickon deaepaunn.
OCHOBHblEe NONOXeHUA»

CBefeHus o cTaHOapTe

1 NOANOTOBJIEH OTKpbiTbiM akuMOHEepHbIM obLecTBoM «Bcepoccuncknii HayyHo-uccnegosare-
NbCkMn MHCTUTYT ceptudmkaumm» (OAO «BHUUC») Ha ocHoBe cOBGCTBEHHOrO ayTEHTUYHOro nNepeesofa Ha
PYCCKMIA A3bIK MEXOYHAPOOHOro AOKYMEHTA, YKa3aHHOro B NyHKTe 4

2 BHECEH YnpasneHuem TexHNM4ecKoro perynmupoBaHua u ctaHaaptmusaumm defepansHOro areHTcTea
Mo TEXHUYECKOMY PETYNMPOBaHUIO U METPOSIOrN

3 YTBEPXXOEH W BBEOEH B OEWNCTBUE [Mpukazom denepanbHOro areHTCTea No TEXHUYECKOMY
perynvpoBaHuto 1 metpornorum oT 13 gekadps 2011 r. Ne 901-ct

4 HacTtoswmn ctaHgapT uaeHTu4eH mexayHapogHomy aokymeHTy ISO/TS 10004:2010 «MeHea-
XMEHT KayecTBa. Y4OBNETBOPEHHOCTb NoTpebutenei. PykoBoasiume ykasaHus N0 MOHUTOPUHTY U U3Me-
peHuto» (ISO/TS 10004:2010 «Quality management — Customer satisfaction — Guidelines for monitoring
and measuring»).

MNpy NpUMEHEHNM HACTOSILLEro CTaHAapTa PEKOMEHAYETCSl UCMOb30BaTb BMECTO CChINIOYHOMO MeXay-
HapoaHOro cTaHAapTa COOTBETCTBYHOLLMIA EMY HaLMOHanNbHbIN cTaHaapT Poccuiickont ®enepauumn, ceeeHuns
0 KOTOPOM NpUBEEHbI B AOMNONHUTENBHOM NpunoxeHun OA

5 BBEJEH BINEPBbIE

UHpopmayusi 06 UsMeHeHUsIX K HacmosiuemMy cmaHdapmy ny6ruKyemcs 8 exxe200H0 u30asaeMoM UH-
gopmayUoHHOM yKkazamerie «HayuoHanbHble cmaHdapmbi», @ MEKCM U3MEHEHUU U MOMNpasoK — 8 exeme-
CSIYHO u3dasaeMbix UHGOPMaYUOHHbIX yKkazamensx «HayuoHansHble cmaHdapmbi». B criydae nepecmompa
(3ameHbl) unu ommMeHbl Hacmosiu,e20 cmaHO0apma coomeemcmeyrouwee ygedomsieHue bydem onybrnukoeaHo
8 exxeMecsiYHO u3dasaeMoM UHEOpMaUUOHHOM ykazamerne «HauuoHanbHblie cmaHdapmbl». Coomeemcmey-
rowast uHghopmauyusi, ysedoMIeHUEe U MeKcmbl pasmMeu,aromcesi makxe 8 UHghopMayuoHHoOU cucmeme obuje2o
Mos1b308aHuUs1 — Ha oghuyuanbHoM calime @edepasibHo20 aezeHmcemea o MexHUYeCKoOMy pe2yiuposaHuro u
Memporsoeauu 8 cemu IHmepHem

© CrangaptuHdopm, 2012

HacTosiwmii ctaHaapT He MOXeT ObITb NMOMHOCTLIO UM YAaCTUYHO BOCMPOU3BEAEH, TUPaXKMPOBAH 1 pac-
MpOCTpaHeH B KayecTBe odumumanbHOro nsaaHnsa 6es paspelleHns egeparnbHOro areHTCTBa Mo TeXHUYECKO-
MY PErynmpoBaHuio U MeTpPosiorim
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BBepeHue

0.1 OGLwMKe NonoxeHus

OpHUM 13 KITHOYEBbIX 3NIEMEHTOB yCrexa opraHu3auuv SBNseTcsl yAOBNETBOPEHHOCTb NoTpebuTenen
opraHu3auven n ee npogykumnen, 4to obycnaesnuBaeT HEOOXOANMOCTb OCYLLECTBASTE MOHUTOPUHT U n3Mepe-
HWe yOoBMETBOPEHHOCTM noTpebuTtenen.

MHdopMauus, nonyyeHHas B pesynsrate MOHUTOPUHIA U U3MEPEHUS YAOBNETBOPEHHOCTM NOTpebuTe-
nem, MOXET MOMOYb B BbISIBIIEHWMM BO3MOXHOCTEN ANSs YNYYLIEHUSA cTpaTerMin, npogyKuum, NpoLeccoB 1 Xapak-
TEPUCTMK OpPraHn3auuun, BaXKHbIX ANs NOoTpebutenen, M MOXET CNYXUTb 3ajadyam opraHu3aumu. Takue
YNYyYLWEHUSA MOTYT NOBLICUTb AOBEpUE NOTPEOUTENEN U NPUBECTU K KOMMEPYECKUM U NPOYNM BbIrogam.

HacTosawun ctaHaapT COAepXXUT pekoMeHaaLmm s opraHmMsaumm no co3gaHnto apgekTMBHbIX npouec-
COB MOHWUTOPWHIAa U U3MepPEHNS YOOBNETBOPEHHOCTM NOTpeduTenen.

0.2 CBsA3b co ctaHaapTom UCO 9001:2008

HacTtoswun ctangapt coBmectMm co ctaHgaptoMm MCO 9001:2008, Lenu KoToporo oH NogaepxmBaeT 3a
CYET NPeoCTaBIEeHNsi PpeKoOMeHAaLMNn N0 MOHUTOPWHIY N U3MEPEHMIO YOOBNETBOPEHHOCTU noTpebutenen.
HacTosiwun ctangapT MOXeT MOMOYb NPY MPUMEHEHUN KOHKPETHBIX pasgenos ctaHgapta MCO 9001:2008, oT-
HOCALLMXCS K YOOBNETBOPEHHOCTM NOTPeOMTENEN, @ UMEHHO:

a) nogpasgena 5.2, kacatoLerocs opMeHTaummn Ha notpebuTens: «Bbicllee pykoBOACTBO JOMKHO obecne-
4YMBaThb onpeaeneHne 1 BbINONHeHWe TpeboBaHui NoTpedbuTenen ANs NOBbLILLIEHNS UX YOOBIETBOPEHHOCTUY;

b) nogpasgena 6.1 b), kacatowerocs meHemxkMeHTa pecypcoB: «OpraHusaunst JormkHa onpeaenuTb u
obecneynBatb pecypcol, Tpebyemble. .. Ans NOBbILIEHUS YO0BNETBOPEHHOCTM NOTpebuTenen nytem BbinonHe-
HUA nx TpeboBaHNNY;

c) nogpasgena 8.2.1, kacarLerocsi yooBneTBoOpeHHOCTM NnoTpebuTteneii: «OpraHnsawms JomkHa NpoBo-
ONTb MOHWUTOPWHI MHpOpMaLUn, KacaloLMAcs BOCNIPUATUS NOTPeOUTENEM BbIMONIHEHMS OpraHu3auuein ero
TpeboBaHuWi, Kak 0OgHOro M3 cnocoboB M3MepeHUs paboTbl CUCTEMbI MEHEMXKMEHTA KadecTBa. [JomkHbl ObiTb
YCTaHOBIEHbI METOAbBI NOMYYEHNST U NCMONBb30BaHNS 3TOM MHopMaLnny;

d) nogpasgena 8.4, kacarollerocsi aHanmaa gaHHbix: «OpraHm3auusa SOImKHa onpeaenstb, coompaTb u
aHanuanpoBaTb COOTBETCTBYHOLLME AaHHbIE ANA AEMOHCTPaUMM NPUrogHOCTU U Pe3ynbTaTUBHOCTU CUCTEMBI
MEeHePKMEHTa Ka4eCTBa, a TakKe OLEHNBAHUS, B Kako 06nacTy BO3MOXXHO NOCTOSIHHOE MOBbILLEHUE pe3yrib-
TaTUBHOCTM CUCTEMbI MEHEIXKMEHTA KayecTBa. [laHHbIe AO0MKHbI BKMNtoYaTh B cebs MHhopMaLmio, NONyYEeHHYHO
B pe3ynibTate MOHUTOPUHIA U U3MEPEHUS U U3 APYTUX COOTBETCTBYHOLLMX UCTOYHMKOB. AHanNM3 AaHHbIX JOMMKEH
npencTaBnsATb MHPOPMALMIO, OTHOCSILLYHOCS K ... YAOBNETBOPEHHOCTM NOTpebuTenen ...».

HacTtoswun ctTaHgapT MOXET Takke UCNOoNb3oBaTbCs He3aBncuMo oT ctaHaapTa CO 9001.

0.3 CgBsa3b co ctaHgaptom UCO 9004:2009

HacTtoswun ctangapt Takke coBMmecTnm co ctaHgaptom MCO 9004:2009, koTopbli faeT pekoMeHaaumm
Mo MEHEKMEHTY Anst AOCTMXKEHWUS] YCTOMYMBOIO yCrnexa opraHu3aummn. Hactoawmii ctaHgapT JOMONHSET AaH-
Hble pekoMeHAaLnm1, NPUBEAEHHbIE B:

- nogpasgene B.2, kacatowemcsi opueHTaumMm Ha notpebutens;

- nogpasgenax 8.3.1 1 8.3.2, kacaloLmxcsa onpeaeneHns Hyxa, OXuaaHun 1 yaqoBneTBOPEHHOCTU NoTpe-
Gutenen.

0.4 CBsa3b co ctaHgaptamu MUCO 10001, UCO 10002 u UCO 10003

Ctangapt ICO 10001 cogepxuT pekoMeHgaumm no npasunamM NoBeAeHUS opraHM3aumnin 4ns JOCTUXKEHUS
YOOBMNETBOPEHHOCTU NOTpedbuTenen. Takme npasuna MoryT yMeHbLLMTb BEPOSATHOCTb BO3HUKHOBEHMS Npobnem u
YCTPaHUTb NPUYMHbI Xanob v pasHornacui, cnocobHbIX NOHU3UTL YOOBMETBOPEHHOCTL NOTpedbuTenen.

Crangapt MCO 10002 cogepxmT pekoMeHaaunm no BHyTpeHHeMyY obpalleHmio ¢ )Xanobamu, OTHOCALLM-
MUCS K NPOAYKUMKN. Takme pekoMeH4auum cnocobHbl MOMOYb COXPaHUTb YOOBMETBOPEHHOCTb U NOANBHOCTb
notpebuTenen 3a cyeT pe3ynsTaTMBHOIO U 3EEKTUBHOIO yperynmpoBaHus xanob.

Ctangapt MCO 10003 copepxuT pekoMeHaaumm no paspeLleHnto CropoB, KacaloLwmMXCcs NPeTeH3nin K
NpoayKUMK, KOTopble He MOryT ObiTb AOMKHbIM OOpa3oM paspelleHbl B pamkax opraHusauun. CtaHpapt
MCO 10003 cnocobeH NOMOYb B CBEAEHUN K MMHUMYMY HEYOOBNETBOPEHHOCTY NoTpebutenen B CBA3N C He-
yperynupoBaHHbIMU xanobamu.

Takum oOpas3om, coBMeCTHOe npumeHenne ctaHgaptos MCO 10001, MCO 10002 n MCO 10003 cno-
CcOoOCTBYeT NOBbILLIEHUIO YOOBNETBOPEHHOCTH NoTpebutenen.

HacTtosawwuin ctaHgapt gononHsaet ctaHgaptel UCO 10001, MCO 10002 n MCO 10003 nyTem npegocTas-
NeHnst pekoMeHaaLUnn N0 MOHUTOPUHIY U U3MEPEHUIO YOOBNETBOPEHHOCTU noTpebutenen. MNonyyeHHas uH-
dopmaLms MOXET ObITb MCMOMNb30BaHa opraHu3aument aAns onpeaeneHms Mep, HarnpasneHHbIX Ha COXpaHeHne
W NOBLILLEHNE YOOBMNETBOPEHHOCTU NOTpebuTenen.

v
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HAUMWOHANBbHBIU CTAHOAPT POCCUNCKOWN GERJREPALMUMNU

MEHEXKMEHT KAYECTBA

YnoBneTBOpeHHOCTb NoTpebuTenen
PykoBogasime yka3aHUsi N0 MOHUTOPUHTY U U3MEPEHUIO

Quality management. Customer satisfaction.
Guidelines for monitoring and measuring

Data BBegeHusa — 2012—06—01

1 O6nacTb NnpuMeHeHusA

HacToswuin ctaHgapT 4aeT peKoMeHgauum no onpegeneHunto 1 OCyLLECTBIIEHNIO MPOLLECCOB MOHUTOPUH-
ra U U3aMepeHnst yaoBneTBOPEHHOCTM NOTpedbuTenen.

HacTosawun ctaHgapTt npegHasHa4vyeH ans Ucrnosfb30BaHUS OpraHn3aumsiMm He3aB1UCMMO OT UX Buaa, pas-
MEpPOB WK BbIMyCKaeMoW NPoAyKLMKn. HacTosaLwmin cTaHgapT akUeHTUMPYET BHUMaHMe Ha BHELLHWX NoTpebuTe-
NSAX opraHu3auun.

HacTtosawuin ctangapt He npegHasHavyeH ans uenen ceptudukaLmm unm 3aknioveHnsa KOHTPaKToB, a Tak-
Xe AN n3MeHeHnsa Kaknx-nnbo npas unm ob6s13aHHOCTEN B paMKax AEeNCTBYIOLLMX 3aKOHOAATENbHbIX UM HOP-
MaTUBHbIX TpeboBaHUN.

2 HopmaTtuBHbIE CCbINKU

HwxenpmBeoeHHbIN CCbINOYHBIN JOKYMEHT ABNSAETCS HEOOXOAUMBIM ANsl UCNOMb30BaHMS HacTOSILLErO
AOKyMeHTa. [ns AaTMpoBaHHbIX CCbINOK NPUMEHSIIOT TOMbKO Ty BEPCUIO, KOoTopas Gbina yroMsiHyTa B TEKCTE.
[ns HepaTMPOBaHHLIX CCbINIOK HEOOXOAMMO UCMONb30BaTh CaMoe NOCreAHee U3naHne OKYMeHTa (BKIovas
nobble Nonpaeku).

MNCO 9000:2005 Cuctembl MeHemkmeHTa kayecTBa. OcHOBHbIE nonoxeHusa n cnosaps (ISO 9000:2005,
Quality management systems — Fundamentals and vocabulary).

3 TepmuHbI U onpeaeneHns

B HacTosiLLeM cTaHaapTe NpUMeHeHbl TepMUHbI, AaHHble B ICO 9000:2005, a Takke criegytoLime Tepmu-
Hbl C COOTBETCTBYIOLLUMU ONpeaeneHusaImMu:
3.1 npoaykuumsa (product): Pesynbsrart npouecca.

MpumeyvaHuns

1 K npogyKummn mMoryT oTHOCUTLCS YCryru, MporpamMMHble CPeAcTBa, TEXHUYECKMe CpeacTBa unu nepepabatbiBae-
Mble MaTepuansl.

2 TepMuH 3auMcTBOBaH 13 nognyHkTta 3.4.2 MCO 9000:2005, Tpn nepBoHaYanbHbIX NPUMeYaHns K KOTOPOMY Obinun
obbeanHeHbl B npuMeyaHmie 1.

3.2 notpe6uTens (customer): OpranHusaumsi Uy NMUO, NosyvaroLme NPOAYKUMIO.

lMpumep — KnueHm, 3aKka34yuk, KOHe4HbIl Nosib308amesib, PO3HUYHbLIU Mopzaoeey, 6eHedpuyuap, NoKyna-
mernb.

MpumeyvaHuns

1 K notpebutensam Moryt OoTHOCUTbLCH ApYyrMe 3auHTEpecoBaHHbIE CTOPOHbI, HA KOTOPbIE MOXET OKa3blBaTb BNUS-
HUe NpoayKuus, NocTaBnsiemasl opraHM3aumnei, 1 KoTopble MOryT BO34eNCTBOBATb Ha YCNeX OpraHvM3auum.

2 XoTda noTpedbutens MOXeT ObITb BHYTPEHHUM UMM BHELLHUM MO OTHOLLIEHWIO K OpraH1M3aLun, HacTOoSALLMI CTaHaapT
aKUEHTMpPYeT BHUMAHNE Ha BHELLIHUX NOTpebutensix.

3 TepmuH 3anmcTBOBaH M3 nognyHkta 3.3.5 MCO 9000:2005, nepBoHavanbHoe NpMMeyaHme K KOTopomy 6biro pac-
LUMPEHO M NPeACTaBeHo B BUAE NpuMeYaHns 1 1 npumedanuns 2.

UspaHune ocpuumanbHoe
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3.3 ynoBneTBopeHHOCTb noTpe6uTtenen (customer satisfaction): Bocnpuatue notpebutenamm cte-
MeHn BbINOMHEHUSI X TpeboBaHWN.

MpumevyaHuns

1 Kanobbl noTpebuTenei aBnsTCS obLWMM NnokasaTeneM HU3KOWM CTeneHu YOOBNeTBOPEeHHOCTN noTpebutenein,
0[HaKO VX OTCYTCTBME He 06513aTenbHO NpeAnonaraeT BbICOKYO CTeMneHb YA0BNEeTBOPEHHOCTM noTpebutenen.

2 [laxe ecnu TpeboBaHnsa noTpebutenen BbInn ¢ HUMK COrnacoBaHbl U BbIMOSIHEHbI, 3TO He oba3aTensHO obecne-
yYnBaeT NOSHy0 YAOBNETBOPEHHOCTL NoTpebuTtenen.

[MCO 9000:2005, TepmuH 3.1.4]

3.4 TpeboBaHume (requirement): MoTpeOHOCTL UK OXMAAHME, KOTOPOE YCTAHOBMNEHO, 0ObIYHO Npeano-
naraeTcs unu siBnsieTcs oba3aTenbHbIM.

MpumeyaHne— TepmnH 3anmcTBoBaH u3 nognyHkra 3.1.2 MCO 9000:2005, naTb NnepBoHaYarnbHbIX NpyMeYya-
HUI K KOTOPOMY ObINM UCKITHOYEHbI.

4 KoHuenuus yooBneTBOPEHHOCTU NoTpebuTtenen

YOoBneTBOpeHHOCTL NOTPEebUTENE onpeaenseTcs pacxoXaeHMEM MeXayY OXuaaHUaMn noTpebutenen
1 BOCMPUSITUEM NOTPEOUTENAMK NPOAYKLMM, MOCTABMSIEMON OpraHm3aumen.

Ons gocTuxkeHus yooBNeTBOPEHHOCTM NOTPebUTenel opraHM3auus OOfKHa, Npexae BCero, NOHNATb
oXugaHusi notpebutenein. Takme oXkuaaHms MoryT ObiTb IBHBIMU U CKPLITBIMU, UMM HE NOSTHOCTLIO ChopMy-
NMPOBaHHbLIMM.

OxupaHust noTpebutenei B TOM BUAe, kak UX NOHUMAaeT OpraH13aLusi, COCTaBISIOT OCHOBY NPOAYKLNM,
KOTOPYIO B AanbHENLLEM NNaHUPYETCs BbiMyckaTb U NOCTaBMATb.

Ta cTeneHb, B KOTOPOIA MOCTaBnsiemMas NPOAYKUMS, N0 MHEHUIO NoTpebuTenei, yaoBneTBopsieT Unm npe-
BOCXOAMUT UX OXWUAAHUS, onpeaensieT cTeneHb YA0BNeTBOPEHHOCTU NoTpebutenei.

BaHO NMoHMMaTb pasnuume Mexay MHEHMEM CaMoW opraHu3auum O KavyecTBe MOoCTaBNSEMON NPoayK-
LMK 1 BOCNpUATUEM NOTPEOUTENSIMU AaHHOW NPOAYKLMM, MOCKONbKY MMEHHO OHO NpeaonpeaenseT yaoBneT-
BOPEHHOCTb NOTpebuTenei. B3aMmMocBaA3b Mexay TOYKaMW 3PEeHUst opraHv3auun 1 noTpedutenei Ha
Ka4yecTBO npeacTaBrnieHa bonee HarnsAHO Ha KOHLENTyanbHoW MoAeny YAOBNEeTBOPEHHOCTHN NoTpebuTenen,
KoTopasi npuBeaeHa B NPUIoXeHnn A.

MockonbKy YOBNETBOPEHHOCTL NOTPEBUTENEN MOXET MEHSTLCS, OpraHM3auns JofmkHa pa3paboTaTtb
npoLecchl perynsipHoro MOHUTOPWHIa 1 U3MePEHUs1 YA0BNETBOPEHHOCTU NOTPebUTenen.

5 OcHoBa MOHUTOpPUHIra u U3MepeHus yaoBNeTBOPEHHOCTU NoTpebutenen

OpraHusauns gomkHa BblpaboTaTb CUCTEMHbIN MOAXOA K MOHUTOPUHTY U U3MEPEHNI0 YAOBNETBOPEH-
HOCTU NoTpebuTenen. Takon NOAxXoa A0SKeH ObITb COBMECTUM C OpraHU3auUnoHHON CTPYKTYpOK Anst obecne-
YeHUS MMaHUMPOBaHWS, BbINOMHEHUSA, MOAAEpPXaHus B [OOIMKHOM COCTOSHUM W YIyYLEeHWs NpoLeccoB
MOHWUTOPWHIa 1 N3MepeHns yaoBneTBOPEHHOCTM noTpebutenen.

lMnaHupoBaHWe BKkNOYaeT onpeaeneHne MeTogoB peanusauum 1 nopsaka pacnpegeneHns Tpedyembix
pecypcoB (cMm. pa3gen 6).

BbinonHeHne cBSA3aHO C BbiSIBNIEHMEM OXuAaHui notpebuTtenen, c6oOpoMm M aHanu3oM AaHHbIX 06 nx
yAOBMNEeTBOPEHHOCTU, obecneyeHnem obpaTHOM CBA3N ANSA yNyYLIEHUSs U MOHUTOPVHIOM YOOBNETBOPEHHOCTM
notpebutenen (cm. pasgen 7).

MopaepxaHne Ha AOMKHOM YPOBHE U yIydLLEeHNe NPOLLECCOB MOHUTOPUHIa M U3MEPEHWUI BKINOYAET aHa-
13, oLeHMBaHWe 1 NOCTOSIHHOE UX ynydlieHue (cM. pasaen 8).

6 MNMnaHupoBaHWe MOHUTOPUHIa U U3MEPEHUSA YOOBNETBOPEHHOCTU
notped6uteneun

6.1 OnpepeneHue uenu u 3agav

B kayecTBe NepBOro wara opraHusaumst AofmkHa YeTKO onpeaenvTb Lenb 1 3a4ayvn MOHUTOPUHIa U 13-
MepeHuns yOOBMETBOPEHHOCTU NOTPeOUTENEN, KOTOPbIE, K MPUMEPY, MOTYT BKIOYaTb:

- OLIEHKY peaKumm noTpebutenen Ha cyLLecTBYIOLLYH0, HOBYHO UM MOAEPHU3MPOBAHHYIO MPOAYKLNIO;



FOCT P 54732—2011/ISO/TS 10004:2010

- Nofy4eHne MHdopMaLMKN O KOHKPETHbIX acnekTax, TakMx Kak BCroMoraTesibHble MpoLecchl, noBegeHne
nepcoHana unu opraHmsauuu;

- UccrnepoBaHue NpUYnH BO3HMKHOBEHUS Xanob notpedurtenen;

- UccrnegoBaHue NpPUYUH NOTEPU OOMNMU PbIHKA;

- MOHUTOPUWHI TEHOEHUUIA, NPUCYLLNX YOOBMETBOPEHHOCTM NoTpebutenen;

- aHanu3 yaoBneTBOPEHHOCTN NOTpebuTenen B CpaBHEHUN C APYTMMN OpraHm3auusamu.

Llenb u 3agaym okasblBaloT BRMSIHWE Ha TO, Kakue, Korga, kKak 1 OTKyAda nonyyeHbl COOTBETCTBYIOLLME
AaHHble. OHU Takke BNUAIOT Ha TO, KaK 3TN AaHHbIE aHaNM3MpyrTCsa U Kakum o6pa3omM ByaeT ncnonb3oBaHa
WHpopmaums.

6.2 OnpepeneHue o6bLema u NEPMOANYHOCTHU

OcHoBbIBasCh Ha Lienn 1 3agavax, opraHmsaums SormkHa onpeaenutb 06bem nnaHnpyemblX UsmepeHni
Kak C TOYKM 3peHus Tuna TpebyemblX AaHHbIX, TaK Y C TOYKN 3PEHUS UCTOYHMKOB MX NOMYyYEeHUS.

Twun cobupaemor HPOpMaLMM MOXET BapbMpOBaTbCH OT AaHHbIX, KacaloLwUXcs KOHKPETHOW XxapakTe-
PUCTUKN, 0O OLEHKN 0bLLEen ya0BNeTBOPEHHOCTU. AHanNormyHeiM obpasom obnacTe NpoBeaeHNst OLEHKM 3aBU-
CUT OT TUNa cermeHTauumn:

- No noTpebutensw;

- M0 PbIHKY;

- MO NpoAYKLMK.

OpraHusaums gomkHa Takke ornpeaennTb NepuoanM4HoCTb cbopa AaHHbIX: PerynspHo, BpeMs OT Bpeme-
HM unn obommmn cnocobamm, kak Toro TpebyoT NOTpeBGHOCTN opraHnsauum (cMm. 7.3).

6.3 OnpepeneHue cnocoboB peanusaunum u OTBETCTBEHHOCTHU

KoHkpeTHasa nHdopmaums, kacarLllasacs yooBNeTBOPEHHOCTM noTpebutenen, MoxeT bbiTb nonyyeHa
KOCBEHHbIM NMYTEM M3 BHYTPEHHNX NPOLIECCOB OpraHM3auumn (HanpumMep, paccMoTpeHmne xanob notpebuTenen)
W N3 BHELUHMX UCTOYHMKOB (HanprumMep, OTYETOB B CpeacTBax MaccoBov uHdopmaumm). Kak npasuno, opra-
HM3auun TpebyeTcsa JONONMHATb TaKyo MHOpMaLUMo AaHHBIMW, MOSTyYEeHHbIMY HEMOCPEACTBEHHO OT NOTPebu-
Tenemn.

OpraHusauns gomkHa onpegensaTtb NyTy BO3MOXHOIO NonyyYeHrs nHgpopmMauumn o6 yaoBneTBOPEHHOCTH
I'IOTpe6VITeJ'Iel7I M OTBETCTBEHHbIX 3a OCyLlleCTBIieHne aTomn AeAaATenbHOCTU. OpFaHVI3aLlI/IF| OOJDKHa Takxe onpe-
OenvTb, KOMY CreayeT HanpaBnaTe UHOPMaLMIO ANS NPUHATUS COOTBETCTBYHOLLNX Mep.

OpraHmsau,vm OOJIXHa nnaHnpoBaTb MOHUTOPUHI NpoueccoB ANa nony4vyeHna n Ncnofib3oBaHUA UH-
dopmaLmm 06 yaoBneTBOPEHHOCTU NOTPebUTENEN, a Takke 0 pe3ynbTaTax U pe3ynbTaTUBHOCTU 3TUX NPO-
LLeccoB.

6.4 BbigeneHue pecypcoB

Opranaau,Mﬂ AOJIXKHa onpeaernntb n obecneynBaTb HEOOXOAUMbIN KOMMETEHTHbIN nepcoHan v gpyrne
pecypcbl ona nnaHMpoBaHUA, MOHUTOPUHIa N UAMepeHnA yaoBJrieTBOPEHHOCTA I'IOTpe6VITeJ'IeIZ.

7 Mepbl N0 MOHUTOPUHIY U U3MEPEHUIO YOOBNETBOPEHHOCTU NOTpebuTenemn

7.1 O6wue nonoxeHns

[nst MOHUTOPUHIa 1 U3MEPEHUS YOOBNETBOPEHHOCTUN NOTPeEOUTENEN OpraHn3aunsi orxKHa:

- onpeaennuTb OXuaaHus notpebutenen;

- cobpaTb AaHHble 06 yO0BNEeTBOPEHHOCTU NnoTpebuTtenen;

- MpoaHanManpoBaThb AaHHble 06 y40BNEeTBOPEHHOCTM NoTpebutenen;

- 0becneynTb 0OpaTHYHO CBSA3b Ans NMOBbLILEHUS YO0OBNETBOPEHHOCTM NoTpebutenen;

- OCYLLECTBMSATb NOCTOSIHHbIA MOHUTOPUHI YAOBNETBOPEHHOCTU NoTpebuTenein.

[laHHble Mepbl U UX B3aMMOCBSA3M 0TOGpaXkeHbl Ha pUCYHKe 1 1 onucaHbl B HXKENPUBEAEHHbIX pasgenax.
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C6op AaHHbIX
BXOAbI 06 YIOBNETBOPEHHOCTM BbIXOLbI

notpebutenen

AHanua gaHHbIx CreneHb

06 YAOBNETBOPEHHOCTH YIOBMNETBOPEHHOCTN
noTpebuTene ydoenemeopeHHOCMU notpeBuTeneii noTpeGuTened

B oTHOLLEHUM Onpegenexue
oXngaHum M3MepeHue

YOOBIIETBOPEHHOCTU
notpebutenea

ObGecneyveHune
obpaTHom cBA3N
ANS1 NOBbILIEHUS

YAOBIIETBOPEHHOCTU
notpebutenen

<::> MoHumopuHz ydosnemeopeHHocmu nompeb6umeneu % <::>

PucyHok 1 — MOHUTOPWHT 1 n3mepeHne yaoBNeTBOPEHHOCTM NoTpebutenen

7.2 OnpepeneHve oXxXugaHMn noTpebutenen

7.2.1 BbisiBneHue notpebutenen

OpraHusauns AomKHa ycTaHaBnNmMBaTb NOTpebutenew, kak CyLLeCTBYHOLLMX, TaK U NOTeHUManbHbIX, OXn-
AaHWs KOTOPbIX OHa HamepeHa onpeaennThb.

Mocne ycTaHOBNEHUS «NOTPEOUTENLCKOM» rPynMbl OpraHM3aLms AOMKHa BbIiBUTb OTAENbHbIX NOTpebu-
Tenem, oXuaaHusa KOTOpbIX cneayeT onpeaenutb. Hanpumep, B cchepe notpebutensckMx ToBapoB pedb MO-
XKET MATM Kak 0 MOCTOSIHHbIX, TaK M O CriydanHbix noTpebutensx. Korga notpebutenem senseTcs opraHmsawms,
OOIMKHbI ObITb BbIOpaHbl OHO MMM HECKOMbKO NuL, paboTaloLwwmux B JaHHOW opraHu3auum (Hanpuvep, u3 otae-
Na nocTaBokK, oTAenNa ynpasrneHns NPoekTaMmu U Npou3BOACTBEHHOMO NoapasaeneHns).

B npunoxenun B (cm. B.2) npuBeaeHbl 4ONONHUTENBHBIE NPUMEPLI TUMOB NOTPebUTENen 1 acnekTsbl,
TpebyoLme yyeTa.

7.2.2 OnpegeneHue oxupgaHun noTpeburtenen

Mpu onpegeneHny oxuaaHuin notpebuTtenen (CM. pucyHok 1) opraHu3aums 4OMmKHa yYnTbiBaTb Cneayto-
wee:

- TpeboBaHwus, yCTaHOBIEHHbIE NOTPebuTenamu;

- nogpasymeBaemMble TpeboBaHWs NoTpeduTenen;

- 3aKoHogaTenbHbIe U Apyrne obasaTenebHble TpeboBaHus;

- Apyrve npeanoyvteHns notpebutenen («cnncok TpeboBaHnny).

BaxHo nmeTb B BMAY, YTO NOTPEOUTENDL HE BCErAa MOXET YEeTKO COOPMYNMPOBaTh BCE acneKTbl NPOAYK-
unn. ACnekTbl, HanMyne KOTOPbIX NpeanosiaraeTcs, MOryT HE YTOYHATbLCHA. HekoTopble acnekTbl MOTyT ObITh
ynyLeHbl u3 Bugy unu 6biTb HEM3BECTHBIMU NOTPebUTEN!O.

Kak nokasaHo Ha npuMepe KOoHLeNnTyanbHOM Modenu (CM. NpurnoxeHue A), YpesBbl4aHO BaXKHO MMETb
YeTKOe M MOSTHOE NMpeacTaBneHne 06 OXMaaHUsaxX NnoTpeduTenen. YOoBNeTBOPEHHOCTb NoTpebutenen byaet
3aBWCETb OT TOrO, HACKOJTbKO MOSHO YAOBNETBOPEHBI UX OXxugaHus. B npunoxenun B (cm. B.3) cogepxartcsa
NpyYMepbl PasfnMYHbIX acMnekToB, KOTOpble HEOOXOAMMO MpUHMMAaTb BO BHMMaHue Ans 6onee TOYHOro
NMOHUMAaHWS OXuAaHun NoTpebuTtenen.

CBA3b Mexay oxvgaHusmy notpebutenen n nx yooBrneTBOPEHHOCTBIO paccmartpuBaeTca bonee nog-
pobHo B npunoxexun B (cm. B.4).

7.3 COop AaHHbIX 06 yOOBNEeTBOPEHHOCTU NOoTpebuTtenen

7.3.1 BbiiBneHue 1 BbIGOp XapaKTEPUCTUK, CBA3aHHbIX C YAOBNETBOPEHHOCTbLIO NOTpebuTenein

OpraHu3zauus JOoMmKHa BbISIBMATb XapaKTEPUCTMKM NPOAYKLUMK, ee MOCTaBKM U CaMoi opraHM3aumm, KoTo-
pble OKa3blBatloT CYLLECTBEHHOE BIMsIHME Ha yOOBIeTBOPEHHOCTL NoTpebutenei. [ina yoobctea xapakTepuc-
TUKN MOTYT ObITb pacnpeneneHbl No CneayoWwmnM KaTeropusim:

a) XapakTepuUCTVKW NPoayKLuK;

Mpumep — SkcnsyamayuoHHbIe nokasamenu (Kadecmeo, HadexHocms), cneyuguyeckue ceoiicmea, ac-

memuka, 6e3onacHocmb, obecrnevyeHue (mexHu4yeckoe obcnyxueaHue, ymunusayusi, obyyeHue), yeHa, noses-
HOCMb, 2apaHMus.
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b) xapaKTepuCTMKM NOCTaBKY;

Mpumep — lMocmaeka MOYHO € CPOK, 6bIMOJIHEHUE 3aKa3a, peMsi pea2upoeaHusl, orepamueHasi UHghopma-
yusi, kayecmeo o6CyKuUeaHusi MPU Nocmaexe.

C) XapaKTepucTtukm opraHm3aumn.

Mpumep — XapakmepucmuKku nepcoHasia (6exnueocmb, KOMIemeHMHOCMb, KOMMYHUKa6eslbHOCMb),
npouecc ebicmasJsieHUs c4emos, paccMompeHue xasnob, 6ezonacHocmb, nogedeHue rnepcoHasna e npouyecce
ocyuwecmeJsieHusi dessmenibHOCMU 8 op2aHu3ayuu (desr08asi amuka, coyuasnbHasi omeemcmeeHHocms), o6uec-
meeHHas perymauyusi, UHhopMayUOHHasi OMKPLIMOCMEb.

OpraHu3auusi JormkHa YnopsiaounBaTth BblOpPaHHbIE XapakTepUCTUKMA ONs OTPaXKeHUs! X OTHOCUTENbHON
3HaYMMOCTU C TOYKM 3peHmnsl NoTpebuTens. B cnyyae Heo6XxoaMMOCTU AOSMKeH ObITb NPOBEAEH OMPOC rpynmbl No-
Tpebutenen ans onpeneneHnst Unu NoATBEPXKAEHUS X BOCMPUATUSA OTHOCUTENBHOM 3HAYUMOCTU XapaKTEPUCTUK.

7.3.2 KocBeHHble nokasatenu yaoBrneTBOPeHHOCTU NoTpebGuTtenen

OpraHusauus gormkHa 3yyvaTb UMELLMECS NCTOYHUKN MHAhOpMaLUK NS NONyYeHUs AaHHbIX, OTpaxa-
IOLLINX XapaKTepPUCTUKKN, CBA3AHHbIE C YAOBNETBOPEHHOCTLIO NOTpebuTenen, Hanpuvep:

- NEPUOANYHOCTb UK TEHAEHLNN BO3HNKHOBEHWS »anob notpebutenen, noctynneHne obpalleHun no-
TpebuTenen 3a NOMOLLLIO Unn ¢ 6narogapCTBEHHBIMU OT3biBaMU;

- MEPUOANYHOCTb NN TEHOEHLUWW, XapaKTepusytowue BO3BpaThl MPOAYKUMM, BOCCTAHOBMEHNE NPOAYK-
LUK Unu gpyrue nokasartenm paboTtocnocobHOCTM NpoayKuumn unnm ogobpeHns co CTOPOHbI NoTpebuTteneli (Ha-
npyMMep, OTYETbI MO MOHTaXY WIM aKTbl AKCMIyaTauNOHHOTO KOHTPONS);

- AaHHblE, NoNyYeHHble B npolecce obLeHnst ¢ notpebutenamu (Hanpumep, cnyx6oi mapkeTuHra, npo-
daBLamu nnu o6cnyXmneawLLMM NepCcoHanom);

- oT4yeTbl 06 06CcnegoBaHNM MOCTaBLUUKOB, MPOBEAEHHbIE NOTPEOUTENBLCKMMI OpraHn3auusiMu, KoTopble
MOMOratoT MOHSITb BOCNPUATME OAHHON OpraHn3aLMmn No CPaBHEHWIO C APYTMMU OpraHn3aLmsamu;

- OTYeTbI rpynn NnoTpebuTenen, KOTopble MOMOraloT MOHATb, KAaK OpraHn3auuns 1 ee NPoAyKLUMS BOCMPUHK-
MatoTCsl NOTPEOUTENSAMM NN MONb30BaATENAMU;

- OTYeThbl B CpecTBax MaccoBOW UHpopmMaLnn, KOTOpble Aal0T NpeAcTaBneHne 0 BOCNPUATUM opraHu3a-
LN 1 ee NpoayKLMK U KOTOpble CamMn MOTYT NOBMMATL HA BOCTNPUATUE NOTpebutenen;

- UCCneaoBaHus, NPoOBOAUMbIE B pamKax CekTopa/oTpacnv NPOMbILNEHHOCTU (Hanpumep, CBA3aHHbIe
CO CpaBHUTENBLHOM OLIEHKOW XapakTepUCTUK NPOAYKLMM OpraHnsaumm);

- OTYETbI UMK NyBNUKaL MM perynmpyowmx BegoMCTB.

Takvne gaHHble NOMOratoT BbISIBUTb CUMbHbIE U cnabble CTOPOHbI MPOAYKLUMU N COOTBETCTBYIOLLMX NPO-
LLleccoB opraHusaumm (Hanpumep, obecnevyeHne Bbinycka NPOAyKLUMK, pacCMOTPEHME xanob n obmeH nHgop-
Maumen c notpebutensmu). AHanu3 TakuxX [OaAHHbIX MOXET MOMOYb B (OPMUPOBaHUM MoOKa3aTenemn
yOOBMNETBOPEHHOCTN NoTpebuTenen. OH Takke MOXET MOMOYb B MOATBEPXKAEHUN UITN AOMOSTHEHUN JAHHbBIX 06
YOOBMNETBOPEHHOCTN NOTPebMTENEN, NONyYEHHbIX HENMOCPEACTBEHHO OT NoTpebutenen.

7.3.3 MpsAmble nokasaTenu yaoBNeTBOPEHHOCTN NoTpebuTtenen

7.3.3.1 O6wme NonoxeHus

Mpwu cyLecTBOBaHMM KOCBEHHBIX NoKasaTernen yaoBNeTBOPEHHOCTM (CM. 7.3.2), Kak npaBuno, Lenecoob-
pasHo nonyyaTtb AaHHble 00 yA0BNETBOPEHHOCTU HEMOCPEACTBEHHO OT NOTpebutenen. Metoabl, Ucnonb3yemblie
ansi cbopa gaHHbIX 06 yAOBNETBOPEHHOCTM NOTPEOUTENEN, 3aBUCAT OT Pa3fnYHbIX (hakTopoB, Hanpuvep:

- XapakTtepa noTpebnTeNbCKOro pbiHKA 1 KAaTEropuii CErMEHTUPOBaHUS;

- MPOJOIMKUTENBHOCTU N NEPUOANYHOCTM B3aUMOLENCTBUSA C MOTpednTensamu;

- Xapaktepa npoayKkuun, NoCTaBnsieMon opraHn3aumen;

- Ha3Ha4YeHNs1 U1 CTOMMOCTU MEeTOoAa OLIEHKM.

OpraHusauus 4ormkHa yunTbiBaTh NpakTUYECKMe acnekTbl, onncaHHble B 7.3.3.2—7.3.3.4, npy nnaHnpo-
BaHUM nogxoga v MeTogoB, ucnonb3yembix And cbopa gaHHbIX 06 yooBNeTBOPEHHOCTU NOTpebuTenen.

7.3.3.2 Bbibop meToaa c6opa AaHHbIX 06 yAOBNETBOPEHHOCTU NoTpebutenen

OpraHusauns gomkHa BblbpaTb MeTod cbopa AaHHbIX, KOTOPbI COOTBETCTBOBaN Obl MOTPEOHOCTU M
TUNy NoAnexalumx cbopy AaHHbIX.

MeTogom, Hambornee YyacTo Ucnonb3yeMbiM A58 cbopa TakmMx AaHHbIX, ABMAIOTCSA 0b6cregoBaHus, KOTo-
pble MOTYT ObITb UNN KAYECTBEHHBLIMW, UM KONMMYECTBEHHBLIMU, UMM TEMU U APYTUMMU.

KauyecTBeHHbIMM 06CNefoBaHUSIMU SABNSIOTCA Te, KOTOPbIE, Kak NPaBuIio, NPegHa3Ha4YeHbl 4ns BbisBMe-
HUSA XapaKTepPUCTUK NPOAYKLMM, NOCTABKN UMW OpraHn3aumnm, OTHOCALLMXCS K YOOBIETBOPEHHOCTM NOTPeOUTE-
ner. OHM 0BbIMHO NPOBOAATCA AN MOHMMAHMS UITU U3YYEeHNS OTAENbHBLIX BOCTIPUATUA U peakuuii, a Takke Ans
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pacKpbITUS naen n BonpocoB. OHM OTHOCUTENBHO MMOKKN 1 yaO6HbI ANst NPUMEHEHMS!, HO MOTYT ObITb CyObEeKTUB-
HbIMW.

KonunyectBeHHbIMU 06CreOBaHNAMN ABNSAIOTCA Te, KOTOPble NpeaHa3HayYeHbl Ans U3MepeHns ctene-
HW yOOBMNeTBOPEHHOCTU noTpebutenen. OHK, Kak NpaBuno, NpoBoaaTca And cbopa 0606LEeHHbIX OAaHHbIX C
npuMmeHeHneM hUKCMPOBAHHbBIX BOMPOCOB UNu kputepres. OHM CNONb3YOTCA AN onpeaeneHuns NonoXeHus
aen, 6eHYMapKuHra unu NpocnexXnBaHUs U3MeHeHNn BO BPEMEHN.

KpaTkoe onucaHve gaHHbIX METO4OB NUCCIIE00BaHUSA Y CPaBHEHME UX MPENMYLLIECTB U OFPaHUYeHniA Npu-
BefeHbl B npunoxeHun C (cm. C.2.4).

7.3.3.3 OnpepeneHue o6ema BbIGOPKM U MeToAa BbIGOPOYHOro KOHTPOJIS

OpraHusauus AomkHa onpeaenuTb Konm4ecTBo NoTpebuTtenen, nognexaiimx obcrnenoBaHuto (T. e. 06b-
eM BblOOpPKM), U MeTod BbIOOPOYHOrO KOHTPOMS ANS U3MEpPEeHWUs YAOBNETBOPEHHOCTU MoTpebuTenen.
Llenb — nony4veHne JOCTOBEPHbIX OAHHBLIX C MUHMMarbHbIMUK 3aTpaTamn. TOYHOCTb COOPaHHbIX AaHHbIX 3a-
BMCUT OT 0Obema BbIOOPKM M MeToAa BbIDOPOYHOrO KOHTPONS.

O6bem BbIOOPKM MOXET ONpeaenaATbCa CTaTUCTUYECKN Ans obecnevyeHns ypoBHEN TOYHOCTU N LOCTO-
BEPHOCTU, TpebyembiX OT NoMny4YeHHbIX pe3ynbTaTtoB. KpoMe Toro, nCnonb3yembli METOL, BbIGOPOYHOIO KOH-
Tponsi AOMmKeH obecneyvrBaTb XOPOLLYIO penpe3eHTaTMBHOCTL BbIOOPKU B UCCriegyemon coBokynHocTn. Oba
acnekta 6onee nogpobHo paccmatpusatoTcs B npunoxeHum C (cm. C.3).

7.3.3.4 ®opmynupoBaHMe BOMPOCOB, KacalolMUXCcA yA0BNeTBOPEHHOCTU NoTpebuTenen

[omkHbl 6bITb YETKO OnpeaeneHbl NPOAYKLUMS U XapaKTEPUCTUKK, Noanexaiime obecnegosaHuio. MNMomu-
MO 3TOro, MOTyT TaKXXe UCCnefoBaTbCs Apyrue xapakrepuctuku (cm. 7.3.1, c). MNpu dopmynuposaHMm BONpo-
COB OpraHu3auus OorkHa B MepByl0 ovepedb onpedenuTb uccrnegyemble obractu, a 3aTeM BblOenuTb
KOHKpETHbIE BOMPOCHI, NonagatoLue B 3T 06nactu, ¢ AOCTaTOMHOM AeTanusaumen 4nsa nonyyeHnss Miopma-
LUK O BOCMPUATUN NOTPEOUTENAMM.

MacwwTab namepeHun, 3aB1UCALLNIA OT COPMYITMPOBAHHBLIX BONMPOCOB, AOIMKEH ObITb Takke YeTKO onpe-
aeneH. [JononHMTeNbHbIE pEKOMEHRAALMM OTHOCUTENBHO ONpPeaeneHns U BKITHOYEHNS] BOMPOCOB B aHKETY CO-
aepxatca B npunoxeHuun C (cm. C.4).

7.3.4 CO60p AaHHbIX 06 yAOBNETBOPEHHOCTN NOTpeduTenen

CO6op AaHHbIX OOMKEH BbITb CUCTEMATM3NPOBAH, AeTanu3npoBaH U OKyMeHTanbHo ocdopmreH. Opra-
HM3auus AOMKHa yCTaHOBUTL NOpsAok coopa AaHHbIX. [py BbIbope MeTOAOB 1 CpeacTB cbopa AaHHbIX A0M-
XKHbl YYUTbIBATLCA KOHKPETHLIE acnekThbl, HanpuMep:

a) TuN 1M JOCTYNHOCTb NOTpebuTenen Ansg nccrnegoBaHus;

b) cpoku cbopa gaHHbIX;

C) vMeloLWwasacs TeXHOMNorus;

d) umetowmecs pecypcol (kBanudukaumsa n 6logxerT);

€) HEenpMKOCHOBEHHOCTb YaCTHOWM XM3HU N KOHUOEHLMANBHOCTb.

[Mpn onpegeneHun NeEpMoaNYHOCTU, CPOKOB UMM CTUMYIOB Ans cbopa faHHbIX 06 yaOBNETBOPEHHOCTH
notpeburtenen opraHnsaumsi 4OMMKHa NPUHUMATL BO BHMMaHME crnegylowme acnekThbl:

- pa3paboTka W1 BbiNMyCcK HOBOW NPOAYKLMNU;

- 3aBepLUEeHME 3HAYMMbIX 3TAMNoOB NPOEKTA;

- BHECEHWE U3MEHEHUI B NPOAYKLIMIO UK B CBA3@HHbIE C HEN MPOLIECChHI, MW B NPOU3BOACTBEHHYIO CPELY;

- CHWXKEHWe yaoBrneTBOPEHHOCTN NoTpebutenen nnm konebaHne o6bLEMOB peanusauumn Npoaykumm (pe-
r’MOHanbHOEe UIN CE30HHOE);

- MOHUTOPVHT 1 CTabunmaaums NocTOsIHHLIX KOHTAKTOB C NOTpebutensimu;

- TEPNMMOE OTHOLIEHNE NOoTpebuTenen k YacTbiM cbopam JaHHbIX.

C6op AaHHbIX MOXET NPOBOANTLCS CaMOM opraHm3aunen. 3To 3KOHOMUYHO U1, C YHETOM 3HaHUS MPOAYK-
U1K unu noTpebutenen, MoOXeT AaTb ONTUMarbHbIE CBEAEHUS, MPUBECTU K Bonee TeCHbIM KOHTaKTaMm ¢ noTpe-
butenamu n 6onee rnybokoMy NMOHUMaHUIO nx npobnem. OAHAKO CyLLEeCTBYET PUCK, YTO HA OOBEKTUBHOCTb
NONy4YeHHbIX aHHbIX MOTYT NOBMAUSTL OTHOLLEHUS C OTAENbHBIMY NULaMKU, y4acTBYOLLMMN B NpoBeaeHUn 06-
cnefoBaHMn. JTOro pUcka MOXHO u3bexaTb NyTeM NpoBeaeHns coopa AaHHbIX HE3aBUCMMOW TPETbEN CTOPO-
HOW.

7.4 AHanu3s paHHbIX 06 yAOBNEeTBOPEHHOCTU NOoTpebuTenemn

7.4.1 OOGOLwme nonoxeHus

Mocne cbopa AaHHbIX 06 YAOBMETBOPEHHOCTM NOTPEOUTENEN OHN AOIMKHBI OblTh NPOAHaNM3NPOBaHbI
AN nonydeHus MHopmMaumm, KoTopas, kak MpaBuo, KacaeTcs:

- CTeneHu yaoBneTBOPEHHOCTN NOTPeOMTENEN N TEHAEHUMNIA €€ UBMEHEHUS;
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- acneKkToB NPOAYKLUUN N MPOLECCOB OpraHn3auun, KOTopble MOTyT OKa3biBaTb CYLLECTBEHHOE BIUAHME
Ha yOOBIIETBOPEHHOCTb;

- COOTBETCTBYIOLLEN NHGOPMALIMM O MPOSYKUMM U NPOLIECCax KOHKYPEHTOB;

- CUINbHbIX CTOPOH OpraHM3auun 1 obnacTen Ans ynyylweHus.

Mpu aHanmn3e gaHHbIX 06 y40BNETBOPEHHOCTU NOTPebUTENEN opraHn3aLnst JOMMKHA NPUHUMATL BO BHU-
MaHue Mepbl, onucaHHble B 7.4.2—7.4.6. lononHUTeNnbHbIE peKoOMeHAaL MU NO KaxXaom NX aTUX Mep coaepxaT-
cs1 B npunoxeHun D.

7.4.2 MNMoaroToBKa AaHHbIX ONs aHanu3a

Bce gaHHble AOMmKHbI ObITh MPOBEPEHBI HA MPpeaMEeT HanNMyns oWNBOK, MOSTHOThLI M TOYHOCTUM U, B Criyyae
HeobXx0AMMOCTU, AOMKHbI ObITb pacnpeaeneHbl Mo YETKO BbiAENEHHbIM KaTEeropusim.

7.4.3 OnpegeneHue meToaa NPoBeAeHUA aHanmsa

MeToabl NpoBeAeHNs1 aHanmn3a 4OJKHbI BbIOMpaThCs B 3aBUCMMOCTM OT BuAa CoObpaHHbIX OaHHbIX U
uenen aHanusa. PasnnyHble MeToabl NPOBEAEHNS aHanu3a AaHHbIX MOryT ObITb KnaccuuLUMPOBaHbI MO
npuHUUNYy:

a) NpAMOro aHanusa, npenonaratLero aHann3 oTBETOB NoTpedbuTenen Ha KOHKPETHbIE BOMPOCH!;

b) kocBeHHOro aHanusa, npegnonarawLlero UCNosfb30BaHUE Pas3NUYHbIX aHaNUTUYECKUX MeTod0B
ONs BbISIBNEHNSI NOTEHLMANbHO 3HA4YMMbIX 0akTOPOB U3 COBOKYMHOCTW AaHHbIX.

Kak npaBuno, gonyckaeTcsa ncnonb3oBaHne o6onx BMOOB aHanu3a ang nosyyeHums nonesHom nHgpopma-
UMM U3 gaHHbIX 06 yOoBNeTBOPEHHOCTU NOTpebuTenen.

7.4.4 MNMpoBeageHne aHanNu3a

Bce gaHHble 4OmMKHbI ObITh NpOaHaNM3MpoBaHbl 4118 NOMyYeHWs criegytolen Hopmaunm:

- 00 yA0OBNETBOPEHHOCTY NOTPebUTEnen (Bcex v oTaernbHbIX KaTeropuin notTpeburtenen) n TeHaeHL -
AX ee N3MEHEHNS;

- 0 pas3nNuMuusax B CTENEHN yOOBNETBOPEHHOCTU MO KaTeropmsam notpedutenen;

- 0 BO3MOXHbIX NPUYMHAX U UX OTHOCUTENBbHOM BUSAHMM Ha YAOBMNETBOPEHHOCTb NoTpebutenen;

- 0 NOANBHOCTM NoTpebuTenen, kKoTopast CBMAETENLCTBYET O TOM, YTO NOTpPebuTens, BEposiTHEE BCETO,
OyaeT v ganblue NoKynaThb TE Xe Unu Apyrne Buabl NpOAyKUNN Y aHHOW OpraHusaumm.

7.4.5 Bannpaumsa aHanusa

Bce pesynbTaThbl U BbIBOAbI aHann3a NognexaT NoATBEPXXAEHMIO 32 CHET UCMONb30BaHWS Pa3fNYHbIX
cnocoboB, Hanpuvep:

- CErMEHTUPOBAHMWS AaHHbIX AN ONpeAeneHns BO3MOXHbIX MCTOYHUKOB UX U3MEHYNBOCTY;

- onpefeneHuns CyLLeCTBEHHOCTU XapaKTepuCTMK NPOaYKUUN: NOEHTUULMPOBAHNE XapaKTEPUCTUK Kak
NoTeHLManbHO BaXHbIX A11S NOTpebutensa n onpeaeneHne nx OTHOCUTENbHON BaXXHOCTU (BKITHOYas BO3MOX-
Hble U3MEHEHUS B XapaKTepUCTMKaX U OTHOCUTENbHYHO 3HAYUMOCTb XapaKTepUCTUK BO BPEMEHN) CYLLIECTBEH-
HO BMUSIIOT Ha pe3ynbTaThbl NPOBOAMMOrO aHanu3a;

- OLleHVBaHUA CTabMNbHOCTU pe3ynbTaToB NyTEM CPaBHEHUS C APYTMMU NoKasaTensamMu Unm TeHaeHuns-
MM B 0651acTaX, KOTOpble Takke OTpaXatoT YAOBNETBOPEHHOCTb NOTpebuTenen, Hanpnmep 06bLEMbI NPOAAX U
Xanobbl noTpebutenen.

7.4.6 lNpeacTtaBneHue oT4yeTa O pe3yfibTaTax U NOArOTOBKa peKOMeHAauum

PesynbTathl npoBOANMOro aHannsa nognexat AOKYMEHTUPOBaHUIO 1 BKITIOYEHMIO B OTYET BMECTE C BO3-
MOXHbIMW pekoMeHAaumsaMmn, YTobbl NOMOYb OpraHM3aumy B BbiSBIIEHU obracten Ang yny4leHus ¢ uenbio
MOBbILLEHMS yOOBNETBOPEHHOCTU NOTpebuTenen.

OT4eT JomkeH cogepXaTb TOYHBIN U KOMMIEKCHBIN NokasaTenb yooBNeTBOPEHHOCTU noTpebutenen.
MOMMMO AaHHbIX, MOJTyYEHHbIX HEMOCPEACTBEHHO OT MOTpebuTenewn, CyLeCcTBYOT OPYIve XapaKTepUCTUKM
UM NokasaTenu, KOTopble Takke OTpaXKatoT yOOBNETBOPEHHOCTb NoTpebuTenen, Hanpumep Te, KoTopble Npu-
BedeHbl B 7.3.2.

KnioueBble NokasaTeny COOTBETCTBYHOLLNX XapaKTEPUCTMK MOTYT ObiTb CBEAEHbI B €AMHbIV NOKa3aTenb,
HOCSILLUI Ha3BaHWe «MHOEKC YOOBNETBOPEHHOCTM NOTpedbuTenen». B kayecTBe MHOeKca yoOBNETBOPEHHOCTM
notpebutenen MoryT UCNonb3oBaTbCs, HaNnpUMep, CPeAHEB3BELLEHHOE 3HAYEHNE pe3ynbTaToB UccrnegoBa-
HWs1 YOOBNETBOPEHHOCTM NOTPEOUTENEN U KONMYECTBO MNOMYyYeHHbIX Xanob ot notpebutenen. iugekc yoos-
NEeTBOPEHHOCTU NOTpebuTenen ABnseTcs yaobHbIM M MONE3HbIM MHCTPYMEHTOM M3MEPEHNST 1 MOHUTOPUHIa
YyOOBNETBOPEHHOCTU MOTPEOMTENEN NO BPEMEHMW UIN MO MECTY HAXOXOEHMS.

B oTyeTe JosmkHbI ObITb Takke onpeaeneHbl COOTBETCTBYHOLLME XapaKTEPUCTUKA U SNEMEHTLI yO0BMET-
BOPEHHOCTU NoTpebuTenen, a Takke NoTeHUMarnbHbIE NPUYNHBLI HEYAOBNETBOPEHHOCTU NOTPebuTenen n dak-
TOpbI, Bbi3BaBLUKE €€.
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7.5 ObGecneuyeHne obpaTHOM CBA3M ANA yNy4lleHUs

NHdopMauus, nonyyeHHas B pesyrnbsrate U3MepeHus n aHanusa AaHHbIX 06 yaoBNeTBOPEHHOCTU NoTpe-
BuTenen, 4OMKHa HaNpaBnATbCS B COOTBETCTBYOLWME (DYHKLUMOHAmNbHbIE NogpasgeneHns opraHnsauum ans
MPUHATMSA Mep NO YMyYLLIEHUIO NPOAYKLIMK, MPOLECCOB UIN CTpaTerMmn, YTo CnocoBCTBYET AOCTMDKEHNIO Lienen
opraHu3aumm.

[ns pelleHns aton 3agaqn opraHn3aLmns MOXeT:

- onpegensTb NPOLECChl M OPraHN30BbIBaTh COBELLAHMA AN N3ydYeHnst Micpopmauum o6 yaoBneTBopeH-
HOCTU noTpebuTenen;

- onpeaensTb, KOMY M Kakylo MHopmaumio cnegyeT HanpaenaTh (BkoYas notpebutenen);

- paspabaTtbiBaTb NnaHbl MEPONPUSATUN MO YIYYLLEHWIO;

- NPOBEPSATH BbIMOMHEHWE NIAHOB MEPONPUATUI NO YNYYLLIEHWIO U NOMYyYeHHble pesynsTaTel HA COOTBET-
CTBYIOLLMX COBELLAHUAX, Hanpumep, B XoAe aHanm3a Co CTOPOHbI PYKOBOACTBA.

MocTosIHHOE BbINOMHEHWE TakMX OEeVCTBUI MOXET NOBbICUTb PE3YNbTaTUBHOCTb M 3hEKTUBHOCTL CUC-
TeMbl MEHEe)KMEHTa KadecTBa opraHn3aumm.

NHpopmaumsa o6 yaoBneTBOPEeHHOCTU NoTpebuTtenen (kak No3uTUBHas, Tak U HeraTuBHasi) CnocobHa no-
MOYb OpraHnsaumm B peLleHumn npobnem, CBs3aHHbIX C BbIMONHEHeM TpeboBaHWiA, yCTaHOBMEHHbIX NoTpebuTte-
nsmu. OHa Takke cnocobHa NOMOYb OpraHM3aumm B MOHUMAaHUM 1 yOOBNETBOPEHUN OXMAaHUA noTpebutenen
unu B peLleHun npobnem, cBA3aHHbIX C BOCMIPUATMEM NOTPeOUTENs MU NOCTaBMSEMON NPOAYKUMN UM CaMOn
opraHu3aumu, 1 TemM cambiM MOBLICUTL CTEMEHb YAOBMNETBOPEHHOCTN NoTpebuTenen.

B npunoxenun E cogepxatcs obLime pekomeHaaLmMm no BO3MOXXHOMY UCMONb30BaHUIO Takon MHAOp-
Mauuu.

7.6 MOHMTOPUHI yAOBNETBOPEHHOCTU NoTpebuTenen

7.6.1 OOLwme nonoxeHus

B 7.6.2—7.6.5 cogepxatca pekoMmeHaaLmMm no MOHUTOPUHIY YOOBNETBOPEHHOCTU NoTpebutenen, ceeae-
HUS O Mepax, NPUHMMAaEMBbIX NS NOBbLILIEHUS CTENEHW YAOBMNETBOPEHHOCTU NoTpebutenen, n pesynsratuse-
HOCTW TaKUX Mep.

7.6.2 UccnepnoBaHue BbIOpaHHbIX NOTpebuTenen n cobpaHHbIX AaHHbIX

OpraHu3auuns gomkHa yoeantbCs B TOM, YTO BbIbDpaHHbIe MOTpebuTenu unm rpynnel noTpedutenen otTee-
yaroT uenu cbopa gaHHbIX M YTO NOSTyYEHHbIE JaHHbIE ABMAAKOTCA MNOMHBIMM U TOYHbIMU. OpraHn3auus JormkHa
N3y4nTb UCTOYHUKM MOMYyYEHUS AaHHbIX 00 yAOBNETBOPEHHOCTU NOTpebutenen (kak NpsMble, Tak U KOCBEH-
Hble) Ha NpeaMeT ux 060CHOBaHHOCTW U NMPUEMIIEMOCTH.

7.6.3 U3y4yeHue nHcopmalmm o6 yaoBneTBOPEeHHOCTU NoTpedbuTenemn

PykoBoaCTBO opraHmn3auumn COOTBETCTBYIOLLErO YPOBHS AOMKHO Yepes onpeaeneHHble MpoMeXyTK/ Bpe-
MEHM OCYLLECTBMNATb MOHUTOPUHT MHGOPMauum ob yooBNeTBOPEHHOCTH NoTpebuTtenen. Xapaktep u oobem
nHdopmaumm, nogrexalien MOHUTOPUHTY, ONPEaENnsIOTCS Hy>XOaMu U LensiMyM opraHn3auum u MoryT BKIHO-
yarb:

- TEHOEHLMMN M3MEHEHUS faHHbIX 00 yA0BNETBOPEHHOCTN NOTpedbuTenen (B LLenom 1, HanpMmep, No nNpo-
OYKUMMW, PETVOHY, TUMNY NoTpebutenen);

- CpaBHUTENbHbIE AaHHbIE UM MHPOPMALMIO O KOHKYPEHTaX;

- cnabble 1 cunbHbIe CTOPOHbI NPOAYKLUK, MPOLIECCOB, TEXHOMOMMIN UNWN NepcoHana opraHnsauuu;

- MePCNeKTUBbI UMK NOTEHLMAaNbHbIE BO3SMOXHOCTMW.

7.6.4 MOHMTOPWHI 4EeACTBUMN, OCYLLECTBNSAEMbIX 4SSl NOBbILWEeHUA YA0BIeTBOPEHHOCTU NOTPebu-
Tenewu

OpraHusaums gormkHa NpoBOAMTbE MOHUTOPWHT MPOLECCOB, C MOMOLLbIO KOTOPbIX OCYLLECTBNAETCH ne-
pefayva COOTBETCTBYHOLUMM (DYHKUMOHaNbHBIM NogpasaeneHnsam CooTBETCTBYOLeN MHpopmaumm 06 yoos-
NEeTBOPEHHOCTU MOTpebutenei, ANa NPUHATUS Mep, HanpaBfeHHbIX Ha MOBbILIEHWE YOOBMNETBOPEHHOCTU
notpeburenen.

OpraHnsaums gormkHa Takke KOHTPONMPOBaTh BbIMOSTHEHNE NPeANnpPUHNMAaEMbIX AEACTBUN, a Takke UX
BMMSIHWE Ha peakuuto NoTpeduTenen Ha KOHKPETHbIE XapakTePUCTUKM UK OBLLMIA YPOBEHb YOOBNETBOPEH-
HOCTW.

Hanpumep, ecnu uHdbopmaums, nonyYyeHHass OT NOTpPeOuTenen, KacaeTcs «HeyaOoBNETBOPUTENBHOMO
YPOBHS NOCTaBKM», OpraH1M3aLmns 40MKHa yA0CTOBEPUTLCS B MPUHSATUM Mep, HanpaBeHHbIX Ha ynyJlleHune Ka-
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YecTBa MOCTaBKW, U B TOM, YTO MOBbILLEHWE YPOBHS YOOBIETBOPEHHOCTM NOTPEOMTENEN HALLSO CBOE OTpaxe-
HWe B nocreayroLen nHdopmawmm, Nony4deHHon ot notpebutenen.

7.6.5 OueHka pe3ynbTaTUBHOCTU NPUHMMAEMbIX Mep

[nsa ocyllecTBNEHNs OLLEHKM Pe3yrbTaTUBHOCTY NMPUHUMAEMbIX MEP OpraHu3auuns gormkHa yoeautbcs B
TOM, 4YTO Nofny4yeHHas MHpopmauusi 00 yAOBNETBOPEHHOCTU NOTPEOMTENEN HE NPOTUBOPEYNT APYTUM COOTBET-
CTBYHOLLUUM NoKasaTensam pes3ynsraTMBHOCTU AeATENbHOCTU UMW NOATBEPXKOAETCS UMMU.

Hanpumep, ecnv namepeHus yaoBneTBOPEHHOCTM NOTpebutenein, NpoBoauMbIE OpraHM3aLmen, UMeT Mno-
TNOXUTENBHYIO TEHAEHLUMIO, 9TO, KaK NpaBuo, JOMKHO OTPaXaTbCsl B COOTBETCTBYHOLLIMX SKOHOMUYECKMX NOKa3a-
Tensx, TakMx Kak yBenuyeHue crnpoca v JONv pbliHKa, BO3pacTaHue MOBTOPHbIX obpalleHun notpebutenen m
yBENMYEHEe KONMYecTBa HOBbIX NoTpebutenen. Ecnu TeHaeHUun nameHeHns yaoBNETBOPEHHOCTU NOTpebuTe-
el He HaxoJdAT CBOEro OTPaKEHWS B OPYrMX NOKa3aTensax 4ernoBON akTUBHOCTU, 9TO MOXET CBUAETENbCTBOBAThL
006 OrpaHMYEeHUsIX UM NOrPELLHOCTAX MPOLIECCOB N3MEPEHUST YOOBIETBOPEHHOCTU NoTpebuTtenen n obecneve-
HMs oOpaTHON CBSA3N.

Kpome Toro, aTo MOXeT CBUAETENLCTBOBATL O TOM, YTO M3MEPEHNE YOOBMETBOPEHHOCTM NOTpebnTenen
He yunTbiBaeT Apyrnx pakTopoB, KOTOpble BIUAIOT Ha pPELLEHMSs, MPUHUMAaeEMble NOTpebuTensamu.

8 NMoppepxaHue Ha [OMKHOM YPOBHE U yny4lleHMUe NpoLeccoB MOHUTOPUHIa
U u3MepeHuns

OpraHusaums OOmKHa Nepuoguyeckn nepecMmaTpmbaTtb CBOM MPOLECCH MOHUTOPUHIA U U3MEepeHUs
YOOBMNETBOPEHHOCTU NOTpebutenen ansa obecnedyeHns nx pesynstatuBHOCTU U 3MEPEKTUBHOCTU U NOMYYEHNS C
NX NOMOLLbIO MHpOpMaLUK, KOTOpas ABMSETCA akTyanbHOW, HeobxoanmMow 1 nonesHon. K TMnnyYHeIM Mepam,
NPYHUMaEMbIM B 9TOM HanpaBneHnn, OTHOCATCS:

- obecneyeHne Hanu4uus nnaHa, rpaduka 1 KOHKPETHOro npolecca A58 OCYLEeCTBIEHNSs MOHUTOPUWHIA U
n3MepeHuns yaoBneTBOPEHHOCTM noTpebuTenen;

- aHanm3 npouecca oTbopa noTpebuTenen n xapakTepucTuK Ans NOATBEPXKAEHNS ero COoTBETCTBMISA Lie-
nsSM u npuoputeTam 6usHeca;

- obecneyeHne akTyarnbHOCTU N KOMMIIEKCHOCTM NpoLiecca BbISIBIEHWS 0XXMAaHWI noTpedutenen (CKpbl-
TbIX M SBHbIX) U ero Bepudmkaumm notpebntensamm (HaCKONbKO 3TO BO3MOXHO);

- NPOBepKa KOCBEHHbIX MoKa3aTenew yaoBNETBOPEHHOCTN NOoTpebuTenen, 4Tobbl y6eanTbcsa B TOM, YTO
NX NCTOYHUKM ABMSIOTCA akTyalnbHbIMWU, BCECTOPOHHUMU U NPpUeMIeMbIMU;

- obecneyeHne OTpaxeHNs1 USMEHSALLNXCA YCNOBUA 1 Lienern BusHeca B MeTogax v npoueccax, Ucnorsb-
3yeMbIx 4N NPsSMOro u3mepeHus yaoBneTBOPEeHHOCTN noTpebutenei;

- noaTBepX4eHne Toro, YTO pasnuyHble COCTaBMSIOLWME N UX OTHOCUTENbHASA 3HAaYMMOCTbL OTpaXKaloT Te-
KyLLme npuopuTeThl B criydae obobLeHnsa aaHHbIX 06 yooBNeTBOPEHHOCTH noTpebutenen B Takom nokasare-
ne, Kak MHAEKC yAOBNEeTBOPEHHOCTU noTpebuTenen;

- Nep1MoanYecKknin NepecMoTp npouecca NOATBEPXAeHNA MHdopMauuyn o6 yaoBNeTBOPEHHOCTM NoTpe-
BGutenen ¢ y4eToM BHYTPEHHWX NOKasaTenemn unv gpyrux nokasarenew 4esTenbHOCTY;

- NPOBepKa COOTBETCTBMA U aeKBAaTHOCTM YCIOBUIA 1 NpoLiecca NOCTOAHHOMo aHanu3a nHdopmaumm ob
yOOBNETBOPEHHOCTN NoTpebutenen;

- NpoBepka paboTocnoCoBHOCTU 1 pe3ynsTaTUBHOCTM NpoLecca nepeaadn nHpopmauum ob yaoenerTso-
pPeHHOCTN noTpebuTeneln B COOTBETCTBYOLWME (PyHKUMOHANbHbIE NoApasaeneHnsi, Hanpumep onpegeneHue
TOro, CHUTAIOT N Nony4aTeny Takyr MHAPOPMaLMIO NONE3HON U MCNOMb3yeTCcH N Takas MHopMaLums;

- BbIsIBNIeHME (DaKTOPOB, NPENSTCTBYIOLNX U CNOCODOCTBYOLMX Nepeaade MHdopmMaumnm o6 yaoBneTso-
peHHOCTW noTpebutenew, ¢ Lenbio COAeNCTBUS YIyYLLEHNSIM.
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MpunoxeHue A
(pekomeHayemoe)

KoHuenTyanbHas mogenb yA0OBNEeTBOPEHHOCTU NOoTpedbuTenen

A.1 OOwme nonoxeHusn

B HacTosiLLEeM MPUIIOXKEHUN COAEPXKMTCS OOMNONHUTENbHAsA UHAOPMaLMs O KOHUEeNTyarnbHoW Modenv yaoBrneTBo-
peHHOCTM noTpebuTenei (cM. pasaen 4). OHa CnyXuUT OCHOBO peKOMEHAaLMN, COAePXKaLLMXCS B HACTOsILLIEM CTaHdapTe.

A.2 KoHuenTyanbHas Moaesnb yAOBNEeTBOPEHHOCTU NoTpebutenen

KoHuenTyanbHas mogernb, NpeAcTaBrneHHasa Ha pucyHke A.1, moka3biBaeT B3aMMOCBA3b MeX Ay TOYKOW 3peHus opra-
HM3aLMM 1 TOYKON 3peHns noTpebuTener B OTHOLLIEHNN KavyecTBa NPOAYKLUN.

OxunaaHus 3annaHvpoBaH-
notpeburenen, Has (opraHusa-
CBsI3aHHble unen)
C npoayKumen npoaykuus
CteneHb CteneHb
yOOBINETBOPEHHOCTU COOTBETCTBUA
(MHeHue nompebumenel (MHeHue opzaHusayuu

0 Kadyecmee) : ; 0 Kayecmee)

Bocnpusatue MocTaBnsiemas
npoayKumm K (opraHnsauven)

notpebuTensmu npoaykuusi

PucyHok A.1 — KoHuenTyanbHas Mofens Y40BNeTBOPEHHOCTU NoTpebuTenein

B paHHoOW Mopenu oxuaaHusa noTpebuTenen, cCBA3aHHble C NPOAYKUMEN, XapaKTEPU3YIOT Ty NPOAYKLMIO, KOTO-
pyto noTpebutenu xenanu 6el nony4nts. OxmaaHusa noTpebutene B 0CHOBHOM (DOPMUPYIOTCS Ha OCHOBE KX ONbITa, UMe-
loLencst MHpopmaLmm u Hyxa. Takve oXuaaHust MoryT HaXOAWTb CBOE OTpPaXKEHNE B KOHKPETHBLIX TPEOOBaHNAX UMM MOTYT
npegnonaraTbCs U HE UMETb YETKOro OnpeaeneHns.

3annaHMpoBaHHas NPoAYKLMSA xapakTepusyeT NPOoAyKUMo, KOTOPYHO OpraHu3auus HamepeBaeTCcs MOCTaBNSTh.
OHa, kak npaBuIio, NpeacTaBnseT cobon KOMNPOMUCC MEXAY TEM, KaK OpraHM3auust MOHMMaeT OXuaaHus noTpeburtenen,
BO3MOXHOCTSIMX OpraHm3auun, ee BHYTPEHHUMU MHTEpPecaMn U TEXHUYECKMMM, 3akoHOoO4ATENbHbIMU U HOPMAaTUBHbLIMU
OrpaHNYeHnAMU, KacaloLwnMNCs opraHm3aummn 1 NpoayKLUmn.

MocTaBnAaemas NpoAyKUUA XxapakTepuayeT NpoayKLmio, BbiNycKaemyto opraHnsaumnen.

CteneHb COOTBETCTBUA, KOTOpas XxapakTepusyeT MHEH/e opraH1M3aummn o kKayecTse, CBUAETENbCTBYET O TOM, Ha-
CKOMbKO MocTaBnsemMas NpoAyKLMS COOTBETCTBYET 3annaHMpOBaHHOW NPOAYKLMN.

BocnpusaTtue npoaykunm noTpebutensmmn xapakrepuayeT NpoAayKUmio Takum obpasom, kak noTpeburtens ee Boc-
npuHMMaeT. Takoe Bocnpusitue hopMupyeTcsl Hy>xaamm NoTpebuTensi, pbIHKOM 1 OKpY>KatoLLeln CpeaoNn.

Y[oBneTBOPeHHOCTb — 3TO OLeHKa, MHEHWe, Bbipaxaemoe notpebutenem.

CreneHb yAOBNETBOPEHHOCTU OTPaXaeT pasHuLy Mexay npeacTaBrneHnem norpebuteneii o6 oxunagaemon npo-
OYKUMWN 1 BOCNPUATMEM MOCTaBNSIEMOW NPOAYKLMM NOTpebutensmu.
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Moatomy cnegyeT yaenaTe BHUMaHne ABYM napamMeTpam:

a) BHYTPEHHWM roKasaTensm KayecTBa B NMPOLLECCEe XN3HEHHOTO LyKna NpoayKLUum;

b) BHewWHUM nokasaTensm, xapakTepuayloLmnMm MHeHMe noTpebutenen o TOM, HaCKOSbKO XOPOLLO OpraHu3aums
YAOBNETBOPSET NX 0XMOAHUS.

Kak nokasbiBaeT KOHUeNnTyanbHas Mogenb, AN AOCTUXKeHWs 6oree NomHOM yAoBNeTBOPEHHOCTU noTpebuTenen
opraHusauusa AormKHa YCTPaHUTb paspbiB Mexady KayecTBOM, KOTOPOro oxugaeTt notpebuTtens, U Ka4ecTBOM NocTaense-
MOW NPOAYKLMU, KaK ero BOCNpuUHUMaeT noTpebutens. [1ns 3Toro opraHM3aums JOMmMKHa NPOWTY KaXAbIN U3 3TanoB B LNKNe
KOHUenTyanbHON moaenu, T. e.:

- NP NPOEKTMPOBAHMK 3annaHNPOBaHHOWN NPOAYKLMM KaK MOXHO fyyLle NOHATb oXuaaHusa notpebutenen n obec-
ne4ynTb BCECTOPOHHEE NHPOPMUPOBaHUE NOTPeOUTENEN O CBOWCTBAX M OrpaHUYEHNsX Npodykumm (3To cdepa onpegene-
HUs TpeboBaHui, oGMeHa nHdopMaLmen N MPOEKTUPOBAHNS MPOAYKLUN);

- MOCTaBNATb MPOAYKLMIO, COOTBETCTBYIOLLYIO 3anfiaHNpPOBaHHOW (3TO cdepa dYHKUMOHANBHOTO MEeHe4XXMeHTa U
ynpasneHus npoeccamm);

- MOHSTb BOCMPUATNE NOTpebuTenemM NocTaBnsemMon NpoayKLUMN 1 MOBLICUTL YAOBNETBOPEHHOCTL NOTpebutenewn 3a
CYeT ynyudLleHun B NPOAYKLMM 1 Bonee NoNHOro MHOPMUPOBaHNS O MPOAYKLUN U CBA3AHHbBIX C HEN OrpaHUYeHnsX (3To
cdhepa obmeHa MHbopMaLmen, MapkeTUHra 1 YCTaHOBINIEHUSI CBSI3EN C NOTpebuTenamn).

OpraHun3aums JOmKHa y4UTbIBaTh, YTO YAOBNETBOPEHHOCTL NoTpebuTenel CBsi3aHa He TOMbKO C XapakTepucTukamm
NpPOAYKLMMN 1 YCNOBUSMMW €€ NMOCTaBKW, HO U C MOBEAEHYECKMMUN XapaKTepuCcTMKammn opraHusasmu.
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MpunoxeHue B
(pekomeHayemoe)

OnpepeneHne oxXuaaHun noTpedburenen

B.1 O6LiMe nonoxeHus

B HacTosiLem NpunoxeHnn cogepxaTcsa AONONHUTENbHAs MHAOPMaLMsa 1 pekoMeHaaumMmM OTHOCUTENbHO onpeae-
NieHns oXXnaaHun noTpebuTtenen B COOTBETCTBUM C 7.2.

B.2 BbisiBneHue notpeburtenemn

PasnuyHble TMnbl noTpebutenei, nognexawmx obcnefoBaHuio (4na onpeaeneHns oXugaHuin unv yaoBneTBopeH-
HOCTU noTpebuTenei), nepedncneHbl HUXKE U UNNOCTPUPYIOTCS NpUMepamu NoTpebuTenei ns pasnmyHblX CEKTOPOB 3KO-
HOMWKW.

a) CyuwecTBylolime noTpeduTenm — 310 NOTPedUTENM, KOTOPble HEAABHO NMpUoGpeTanu NPoayKUMID opraHu3a-
ummn. K HAM MOryT OTHOCUTbCS:

1) NOCTOsIHHbIE NOTPEOUTENM, KOTOPbIE PErYNAPHO MOKYNaT NPOAYKUMIO UMW YCIYyrn opraHn3aumm.

Mpumep — Mompe6bumenu xs1e606y104HbIX u3denul;
2) cnyyanHble noTpebuTenu, KOTopble NEPUOAMYECKN NOKYNAT NPOAYKLMIO OpraHu3aLmm.
lMpumep — lMokynamenu KOMNbLIOMEPHbLIX CaJIOHO8 UJIU alimex.

b) Mpsambie noTpedbuTenn — 370 NOTPebMTENM, KOTOPLIE NOKYNAT NPOAYKLMIO HENOCPEACTBEHHO Y OpraHM3aumu.
Takune notpebuTenu, kak NpaBuo, CoOBLLAI0T O CBOUX OXMOAHUAX HENOCPEACTBEHHO OpraHmn3aumu.

Mpumep — NMompe6bumenu ceapo4yHo20 o60pydoesaHusi.

c) KocBeHHble noTpebuTenun—3Tto notpebuTtenu, KoTopble NOKyNatT NPoAYyKLMI0 OpraHu3auum Yepes gunepa unm
Apyryto opraHnsaumio. B Takux cnyyasix opraHusanum BaXxXHO NOHUMaTh OXMAAHWA Aunepa, a Takke OXnaaHusa KOHEYHOro
notpebutens.

Mpumep — Mompe6umesniu NnopmamueHbIX CeepUsIbHbIX CMaHKoe.

d) MoTteHumnanbHble NoTpebuTenu — 310 NoTpedbutenu, KoTopble MOryT ObiTb 3aMHTEPECOBaHbl B MPOAYKLUMK
opraHu3auumm, Ho NoKa elle ee He Nokynanu. Ha oxuaaHusa Takux notpebuteneit MOXeT BNMATL penyTaums opraHM3aumu,
MOCKOSbKY OHW HE UMENWN C AaHHOW OpraHn3aunen HUKakux OTHOLLEHWIA.

e) MoTepsiHHbIe NOTpebUTenn — 370 NOTPedUTENN, KOTOPLIE PaHee NpuobpeTany NPOAYKLUMIO OpraHn3aumn, Ho
npekpaTWUnn coBepLUaTh NOKynkK. B Takmx cnyyasx opraHnsaums 4omkHa noctapaTbCs NOHATE NPUYNHBI UBMEHEHWS Npea-
noyTeHMn noTpebutenen.

B.3 AcnekTbl, TOMOraroLliue NoHATbL OXuaaHusa noTtpedurenen

OpraHusauusi CMOXeT nydLle NOHATb OXuaaHus noTpedutenew, ecnv 6yaeT NpUHMMaTh BO BHUMaHWE cneayolime
acnekTbl:

- ponb, KOTOPYIO MOTPEOUTENN UrpatoT B MPOEKTMPOBAHMU 1 NOCTaBKe NPOAYKLNM;

- obpaTHas cBA3b ¢ NoTpebuTenamu Ana nonyyeHns nHopmaummn o6 oxungaHmsax notpebuTtenen n BocnpuHUMae-
MOV LIeHHOCTM NOCTaBMSEMON NPOAYKLUN;

- pPofb APYrnX CTOPOH (Hanpvmep, NocTaBLMKa TPETbeN CTOPOHbI N NapTHepa, MW TOro U ApYroro), KOTopble Mo-
ryT oKkasblBaTb BNNSHWE HA YAOBNETBOPEHHOCTL NoTpebuTenei;

- HaMepeHWs NoTpebuTenen No NCMOMNbL30BaHUIO UMK AKCNyaTauuy NPOAYKLMU.

OpraHusauus obs13aHa NOHATL OXMAaHWA noTpebutenen n TpaHcopMMpoBaTh MX B TpeboBaHus.

B.4 OxupgaHuA n yaoBNeTBOPeHHOCTb NoTpebuTenen

YOoBneTBOPEeHHOCTbL NOTpebuTenen CocTomT U3 CreayoLwmnx AByX KOMMNOHEHTOB:

a) yOoBMEeTBOPEHHOCTb KOHKPETHBIMY 3rieMeHTaMu Unn acnekTamv NocTaBnsieMo NPoayKumu;

b) yooenetBopeHHOCTb NOTpebuTenew B LENOM, KOTOpas He ABNAETCA CyMMOW (M CPEAHUM) OTAENbHbIX ANeMeH-
TOB W MO3TOMY [AOIMKHa OLeHUBAaTLCA OTAENMBHO.

MoTpebutenu nHorga yTOYHSIOT HEKOTOPbIE 3NIeMEHTbI MPOAYKLUW, KOTOPbIE HEMOCPEACTBEHHO BNUSIOT HA YAO0B-
neTBOPeHHOCTb. OAHaKo Ha yAOBNETBOPEHHOCTb BANSIOT U APYrMe XapakTepUCTUKN, B3aUMOCBSA3b KOTOPbIX NokasaHa Ha
pucyHke B.1.

MpwnmeyaHune—PucyHok B.1 ocHoBaH Ha mogenu KaHo.

Mogens, npeancrtaesfieHHada Ha pUCyHke B.1, cBA3bIBaeT cTeneHb yAoBNeTBOPEHHOCTU C yaoBJ1ieTBOpeHneM oxunaga-
HWR, YTO BeAET K BO3HUKHOBEHMIO pas3nn4HbIX KaTerOpVIVI 3HA4YUMbIX XapakTepUCTUK, npnBeaeHHbIX HUXe.
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y,D,OBﬂeTBOpeHbI
A YcTaHOBMnEeHHbIe TpeGOBaHMﬂ:
CK bITblE BO3MOXHOCTMU: ] XapaKkTepuUCTUKK, KOTOPble HanpamMyto
P . / CBsA3aHbl C y4OBNETBOPEHHOCTbLIO —
XapaKTepUCTUKn, KOTopble BaXXHbl, HO (noxa) /// B LIerIoM, Yem oonbLue peanusauus,
He npeanonararTca Ui He peanns3yrTca TeMm nydwe

He peanusoBaHbl B Peann3oBaHbl

MopgpasymeBaeMble TpeboBaHUA:

oXunaaeMble XxapakTepuctuku. Nx peanusaums
. BCEro NuLb NoMoraeT n3bexarb HeyaoBnNeTBO-
/ PEHHOCTU, HO He BbI3bIBaeT yAOBNETBOPEHHOCTMU.
OTcyTCTBUME X peanu3aunm NnpuBeaeT K kpanHemn
CTeneHn HeyaoBNEeTBOPEHHOCTU

He yaoBneTBopeHbl

PucyHok B.1 — B3aumocBsAsb mexay pasnuyHbiMu XxapakTepmucTukamm
W YOOBNETBOPEHHOCTbIO MOTpebutenen

XapakTepucTuku UHpacTpPyKTypbl — 3TO XapakTEPUCTUKN NPOAYKLUUK, KOTOpble HEe BMUSIOT Ha yOOBETBOPEH-
HOCTb MoTpebutenen, Ho HeobxoAUMbI Ans OYHKLMOHNPOBAHUS MPEANPUSTUAS UMK SKCTyaTaumMmu NpogyKunm.

lMpumep — Tapenka, Ha komopol nodaemcs nuyya; pabo4yue mopmMo3a aemomobuJisi.

nop,pasymeBaemoe TpeGOBaHMe — 3TO XapakTepuctuka npoaykunun, oxmgaemas I'IOTpe6VITeJ'IeM. Hanunune paH-
HOW XapaKkTepUCTUKN BCEro N1LLb NpeaoTepaLlaet HeynoOoBJIETBOPEHHOCTb. Kak npaBunio, oHa He NMeeT YETKOro Bblpae-
HWUA, HO UrpaeT BaXHYH pPOJib.

Mpumep — lNuuyuya nodaemcs eopﬂqe&; 8 HoB8bIX aeémomMobussix umeemcs aHMU6ﬂOKUpOSO'-lHaH cucmema
MOPMOXXeHUs!.

YcTtaHOBNEeHHble TpeGOBaHMﬂ npencrtasnAarT coboi XapakTepucTtukn npoaykumn, KoTopble HenocpencTtBeHHO
BNUAKOT Ha yOOBNETBOPEHHOCTb UMK HEeYyOOBNEeTBOPEHHOCTb n0Tpe6MTene|7|, T. €. 4YeM NnoJfiHee OHUN peann3yrTCHd, TeM
Bbllle CTeneHb yaoBeTBOPEHHOCTU n0Tpe6MTene|7|. nOTpeGVITeJ'IVI ABHO CTPEMATCA K NONYyHEHUIO TaKUX XapaKTepUCTukK un
npuaoavT UM OonbLUoe 3Ha4YeHue.

Mpumep — Mpy3onodbeMHOCMb NnaccaXxupcko2o aemomMoburisi, pacxod monnauea, pa3mep nuuyybl.

CKpbITble BO3MOXHOCTM NPeACTaBnsaoT COOON xapaKTePUCTMKM NPOAYKLMM, KOTOpble NOTEHLMAanbHO Ype3Bblyaii-
HO BaXxHbl A1 NoTpebuTenei, HO KOTopble B HAcTosILLLee BpeMsl He CchOpMynMpoBaHbl UK He NpeaycMoTpeHbl. OHu npea-
naratoT 6yaylumMe BO3MOXHOCTM ANsi PasBUTUSI U KOHKYPEHTHbIE NpeumyllecTBa. Ecnv Takve BO3MOXHOCTU He GyayT
peanu3oBaHbl, 3TO HE BbI30BET HEYAOBMNETBOPEHHOCTU, MOCKOSIbKY OHU HE OXMAANWUCH UMW He Npeanonaranmce, OgHaKo Ux
peanusauusi MOXeT OKasaTb BECbMa MOMOXUTENbHOE BIMSHWE Ha YAOBNETBOPEHHOCTb. [py 3TOM BaxHO MMETb B BUAY,
YTO TaKkue XapaKTepPUCTUKM NOABEPKEHbI MUBMEHEHUSIM U MOTYT ObICTPO NPEBPaTUTLCS B «Mpeanonaraemble» akTopbl.

Mpumep — Modaya enaxHbIX NoJI0MeHey, mocemumeJsisiM 8 pecmopaHe; ycjiyau rno o6HoeJsIeHUo Mpozpam-
MHOo20 ob6ecrneyvyeHusi; AonosiHUmMesibHoe obyyeHue o6paujeHuUro ¢ NMPOOYKMOM.

PaccmatprBaeMble BbilLe XapakTePUCTUKN OMKHbI PErYNsiPHO KOHTPONMPOBATLCS, MOCKOMNbKY OXUAaHUsi NnoTpebu-
Tenen HeNpepbIBHO MEeHSsIIOTCS. Hanprmep, KOHAMLMOHWPOBaHWE BO3ayXa B aBTOMOOMNAX SIBMSNIOCh CTUMYIUPYHOLLMM
dakTopom, Korga oHo ObIo BnepBble BHEAPEHO, HO Cceyac cYMTaeTca CTaHAapTHBIM CBOMCTBOM, T. €. Tenepb 3To noapa-
3ymeBaemoe TpeboBaHue.

OpraHusauusi OMKHa yYUTbIBaTb 3TU XapaKTePUCTUKM Npu pa3paboTke npoaykuun. Beixoas 3a npegensi chopmy-
NNPOBaHHbIX NOTPEBUTENEM OXNAAHWUIA, OPraHM3aLmMs MOXET NOBLICUTbL YPOBEHb Y1I0BIETBOPEHHOCTN NOTpebuTenei.

BhlwenprBeaeHHbIe KaTeropum CnocoBHbI MOMOYb OpraHM3auun B ONpPeaeneHMn o4epefHOCTU NOoTeHLUManbHbIX
Mep MO YIyuyLLEHNIO, KOTOPblE MOTYT SIBUTLCS pPe3ynbTaToM aHanM3a AaHHbIX, MOyYeHHbIX OT NOTpebuTenei, kak ykazaHo
B npunoxexun D (cm. D.4.3).
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MpunoxexHne C
(pekomeHayemoe)

HenocpeactBeHHOE namepeHue yaoBNeTBOPEHHOCTU NoTpebuTenen

C.1 OOwme nonoxeHusn

B HacTosiwemM npunoxeHun cogepkaTcs SOMOSHUTENbHas MHopMaunsa n pekoMeHgauunm OoTHOCUTENbHO OeNn-
CTBUWI, CBA3AHHbLIX C HEMOCPEACTBEHHBbIM U3MEPEHNEM yOooBneTBOPEHHOCTU n0Tpe6MTer|e17| B coOoTBETCTBMM C 7.3.3.

C.2 MeToabl o6cnegoBaHus yaoBNeTBOPEHHOCTU NoTpeb6uTenen

C.2.1 O6wme nonoxeHus

MeTtogbl o6cnenoBaHus, ucnonb3yemMble Anst U3MepPEeHUsT yaOBNETBOPEHHOCTM noTpebutenen, MOXHO nogpasae-
NWUTb Ha Ka4eCTBEHHbIE U KonuyecTBeHHble. OpraHusaums JomkHa BelbupaTe MeToabl 06cnenoBaHnsi, KOTOpble COOTBET-
CTBYIOT MOCTABMEHHbIM LENSIM U TUMY AaHHbIX, Noanexalumx coopy.

C.2.2 KayecTBeHHble ob6crieqoBaHus

C.2.2.1 O6wme nonoxeHus

OCHOBHbIMM MeTOA4aMM, UCMONb3yeMbIMU AN MPOBEAEHUSA Ka4YeCTBEHHbIX 00CNeaoBaHWi, ABMAIOTCA rMyOVHHbIE
WHTEPBbLIO N ANCKYCCUOHHbIE TPynMbl.

C.2.2.2 T'nybuHHbIE UHTEPBbLIO

NyBVHHbIE MHTEPBbLIO MOMOraloT NOMY4YNTb BonbLIOe KONMMYECTBO MHAOpPMaLMK O bakTopax, BNMSIOLLNX Ha yOO0B-
NETBOPEHHOCTb, M UX OTHOCUTENBHOM 3HAYNMOCTH, @ TaKKe MOMOratoT MyyLle MOHSATb OXUAaHUS U BOCTIPUATUSA noTpebuTe-
nen. OHM MOTYT NPOBOAMUTLCS NPU FIMYHOM KOHTAKTE UK No TenedoHy.

JINYHbIE MHTEPBBIO MO3BOMSIOT MyYlle MNOHATbL OXUAAHWUS NoTpebuTtenen. VIx npoaomkNTenbHOCTb MOXET COCTaB-
naTb oT 45 0o 60 MuH unu 6onbLue. Takoe MHTEPBBLIO MOXET ObITb YaCTUYHO CTPYKTYPUPOBAHO, T. €. MOCTPOEHO Ha KOHCMEK-
Te, NoOMOoraLLEeM BblAENUTb HEKOTOPbIE OCHOBHbIE TeMbI. BaXHO AaTb BO3MOXHOCTb PECNOHAEHTY OTBeYaTb CBOOOAHO U
[0CINOBHO 3anuncbiBaTb OTBETHI.

MHTepBbio No TenedoHy cBsi3aHbl C MEHbLUMMU 3aTpaTaMy U MOMOratT GbICTpee NonyyYnTb pesyrnbTaThl.

C.2.2.3 ANCKYCCUOHHbIe rpynnbli

[NCKYCCMOHHBIE rpynnbl, Kak MPaBUIio, COCTOAT U3 NATU—AECATM y4acTHMKOB. OHM [al0T MeHbLUE MHOPMaLMM Ha
WMHOMBUOYaNbHOM YPOBHE, OLHAKO aKTMBHOE 0OCyXaeHne u 0OMeH MHEHMAMW B rpynne noMorarT BbisiBUTb obLiee MHe-
HMe N BOCMPUATME OTHOCUTENBHO CUMbHLIX M cnabbix CTOPOH NPOAYKLUMM OpraHM3auun, a Takke OTHOCUTENbHYI0 3Haun-
MOCTb (haKTOpOB, CMOCOOCTBYHLUMX YAOBNETBOPEHHOCTU. [JUCKYCCUOHHBLIE TPYNMbl 3a4yacTyl SBMAAOTCA OoratbiM
WCTOYHUKOM MHOPMaLMK U MAEN NO YIyYLLEHWHO.

[lBa BbILLEYNOMSHYTbLIX Noaxoda MoryT 6biTb coBMeLleHbl. Hanpumep, pesynbTaTthl rMyOMHHBIX MHTEPBbLIO MOTYT
ObITb PACCMOTPEHbI B pamMKax AUCKYCCUOHHbIX rpynn. KonMyecTBO MHTEPBbLIO UK TPy 3aBUCUT OT KOHKPETHOW Lienn uc-
CcrneaoBaHWA U OT CTeNeHn OQHOPOAHOCTU NoTpebuTtenen.

C.2.3 Konu4yectBeHHble 06cnegoBaHus

OcCHOBHbIMU cnocobamuy NornyyYeHUst 4aHHbIX HA OCHOBE KONMMYECTBEHHbIX 06CnefoBaHNiA SBNSAOTCS:

- NINYHbIE UHTEPBbLIO UMW UHTEPBbLIO NO TenedoHy;

- CAMOCTOSITENbHO 3anofHAEMblE aHKETbI, KOTOpble MOryT OblTb HanNpaBfeHbl MO NOYTE UMW NPUIOXEHbI K NMPOOYK-
UMKn, UNy NOnyYeHbl B OHNaHOBOM pexume (Yepes NHTepHeT).

JInYHbIE NHTEPBbLIO MeHee NONynsipHbI N3-3a CBA3AHHbLIX C HUMK 3aTpaT U TPYOHOCTU OpraHM3aumm BCTpeY ¢ Npous-
BOACTBEHHbIMU NoTpebutensmu. Hanbonee 4acto ncnonb3yeMbiM1M MeTOAaMN SABASAOTCS ONPOChI NO TenedoHy 1 camo-
CTOATENbHO 3anosiHseMble aHKeTbI, MPUCbINIaeMble Mo noyTe.

C.2.4 CpaBHeHue MeTOO4OB UccrlefoBaHUA

B tabnuue C.1 0006LLeHbl NpenMyLLECTBA M OrpaHUYEeHNs Pa3NNYHbIX METOL0B NUCCIEA0BaHUS.

Tabnunuya C.1— CpaBHeHue METOAOB MUCCrea0BaHMS

MeTop MpenmywecTtsa OrpaHuyeHus

JIN4HbIE NHTEPBLIO
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- KOHTaKT 1 nMyHoe BHUMaHue

- BoamMOXHOCTb 3agaTth Gonee CrnoxHbie 1
LeneHanpaeneHHble Bonpochbl

- T'MBKOCTb B NPOBEAEHNMN MHTEPBbLIO

- besoTnaratensHoe nonyyeHue WHMOP-
maumm

- BO3MOXHOCTb NPOBEPUTH MHOPMALMIO

- TpebyeT Gonblle BpeMeHu, bonee mea-
NEHHbIV npoLecc

- Bonee poporocToswwmin npouecc, ocobeH-
HO ecnu cobeceHWKN reorpadmyeckn pas-
o0LLEeHbI

- Prck BO3MOXHOMO uckaxeHus paktoB co
CTOPOHbI OMpaLlnBaoLLEro




OkoHyaHue mabnuuypi C.1
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MeTtoa

MpenmyLwecTtsa

OrpaHuyeHus

WHTepBbIo No TenedoHy

- MeHee 0OpOrocTosLLMI, HEXENW NNYHbIE
becenpbl

- M'mbkocTb

- BoamoxHOCTb NpoBepuTh HOPMaLmio
- BeicTpoTa npoBeaeHns

- besoTtnaratenbHoe nony4vexHne wHdop-
YT

- Henb3s cdukcmpoBaTtb HeBepbanbHble OT-
BeTbl (HET BMU3yarbHOro KOHTaKTa)

- Puck uckaxeHus aktoB CO CTOPOHbI
onpalumBaroLLero

- MHdopmaumsa orpaHnyeHa oTHocUTENb-
HOM  HEeMmpoAoIKMTENbHOCTEIO  Becefbl
(20—25 muH)

- HexxenaHve notpebutenen yyactsoBaTtb
B UHTEPBbLIO

[MCKyCCHOHHbIe rpynmbi

- MeHbLUKE 3aTtpaTtbl NO CpaBHEHUIO C NNY-
HbIMU MHTEPBbLIO

- YactnyHo CTPYKTYpUPOBaHHbIE BOMNPOCHI
- CnoHTaHHble OTBETHI, Bbi3blBAEMbIE KOJI-
NeKTUBHbIM noaxoaom

- TpebyroTCs ONbITHBLIV KOOPAMHATOP U CO-
oTBeTCTBYHLLee obopyaoBaHue

- Pesynbtat 3aBMCUT OT 3HaKOMCTBa
YYaCTHUKOB C AAaHHOW MEeTOAUKOMN

- BosHukaloT TpyaHocTu, ecnu notpebute-
nu pasbpocaHbl No 6onbLLIOK TeppuTopUn

KoppecnoHaeHTckoe
obcnenoBaHue

- Huskune 3atpatsl

- BoamoxeH oxsaT reorpaduyeckn yna-
FNIeHHOW rpynmnbl PeCrioHAEeHTOB

- OTcyTCTBYET NCKaxeHue (hakToB CO CTO-
POHbI OMpaLLMBaoLLErO

- Bbicokuin ypoBeHb yHUbrkaumm

- OTHOCUTENbHAas NpocToTa NPOBEAEHNS

- MNpoLeHT OTBETUBLLMX MOXET OKasaTbCs
He3Ha4YUTernbHbIM

- CamocTosiTENbHbIN BLIGOP pecnoHAeH-
TOB MOXET MPUBECTM K MOJTyYEHUIO WCKa-
XEHHOW BbIOOPKW, KOTOpasi He oTpaxaeT
uccneayemyto COBOKYMHOCTb

- BO3MOXHbI TPYAHOCTM C NOHUMAHNEM He-
YeTKO ChHOPMYNMPOBAHHBLIX BONPOCOB

- OTCcyTCTBME KOHTPOSSi NOBEAEHUS NPU 3a-
NOMTHEHUN aHKET

- TpebyeTtca Gonblue BpemeHn ans cbopa
OaHHbIX

O6cnenoBaHe B OHNaMHO-
BOM pexume (Yepes NHTep-
HeT)

- Huskue 3atpartbl

- 3apaHee NoaroToBrEHHbIE BOMPOCHI

- OTCcyTCTBYET UCKaXXeHne haKToB CO CTO-
POHbI OMpaLLMBakoLLErO

- Bbicokuin ypoBeHb yHUGMKaLmu/conocTa-
BUMOCTHU

- BbicTpas peanusaums

- MNpocToTa oueHuBaHusA

- H13kunin npoueHT OTBETUBLLMX

- OTCyTCTBME KOHTPOSSA MOBEAEHMWSA NPY 3a-
MOMNHEHUN aHKeT

- 3apepXKku ¢ Nony4yeHnem gaHHbIX

- Bbicokasi BEpOSITHOCTb MpepbiBaHUSA aH-
KETMPOBaHUA B Crydyae HevyeTKo copmy-
NNPOBaHHbIX BONPOCOB

- MpepnonaraeT Hanuune y noTpeduTenemn
obopynoBaHusa U X 3HaKOMCTBO C MeToAu-
Kom

MpeumyLlecTBa u orpaHnyeHnsi, NpMBedeHHbIe B Tabnuvue, npeanonaraT, YTO cO0p AaHHbIX OCYLLECTBNAETCA ca-
Mo opraHusauuen. B cnyyae nepenopyveHus 4aHHOW OeATENbHOCTM HEKOTOPbIE 3aMedaHns MOryT oKa3aTbCsl Henpume-
HUMBIMW.

Ecnu pons oTBeTMBLUNX Npy 06CnefoBaHNM OKaXXeTCsl HU3KOMW, OpraHu3aLms OMmkHa pacCMOTpeTb Apyrue cnocoobl
nony4eHus NNy NoaTBEPXKAeHNst MHopmMauum.

C.3 O6bem BbIOOPKU U MeTOA BbIGOPOYHOro KOHTPONA

C.3.1 O6bem BbIGOPKU
O6beM BbIGOPKN AOMMKEH ONPEeAENATLCA CTaTUCTUYECKN AN 06ecneveHns KOHKPETHOrO YPOBHS OCTOBEPHOCTU pe-
3ynbTaToB C AOMYCTUMbIM NPEeAeioM NOrPeLHOCTH.

lMpumep — Ecnu op2aHu3ayusi He umMeem npedeapumesnibHOlU UHhOpMayuu U xesaem oueHUMb NPoyeHm
nompe6bumenel, komopble 0006psitom Kakyro-n1ubo xapakmepucmuky npoldyKyuu npu doeepumesisHOM ypoeHe
90 % u donycmumou noepewHocmu 2 %, mo mpebyembili 06em ebibopku 6ydem cocmaensime 1,702 (npu ycro-
euu, Ymo coeokynHocmb 6ydem no kpaliHeli Mepe e nNsimb pa3 6osibwe).

CraTncTn4eckn paccynTbiBaeMblii 06beM BbIOOpKM MOXET BbITb Gonblue 06bemMa, KOTOPbI OpraHM3aLms B COCTOSIHUN
obecneunTb. Ha npakTuke ycTaHaBnneaeMbln 06beM BbIGOPKY, kak NpaBumo, npeacrasnseT coboi KOMMNPOMUCC MeXay 3a-
AaHHOWN TOYHOCTbLIO U [OBEPUTENBHBIM YPOBHEM M CTOMMOCTBIO UMW TPYAHOCTbLIO MPOBEAEHUST BbIGOPOYHOTO KOHTPOSIS.

B cnyyae kayecTBeHHbIX 06cnenoBaHnii 06bem BeiGopku ByaeT, kKak npaBmno, HeBGOoMNbLLIMM U OCHOBaHHbLIM Ha Aeno-
BOW OLIEHKeE.
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Ecnu uucno notpebrteneit OTHOCUTENBHO Maro, Kak B Crly4ae MeXKopropaTMBHbIX OTHOLLEHWI, TO MOXeT obcneao-
BaTbCS BCA COBOKYMHOCTb. B Takmx crny4asx mMoryT BbIGMpaTbCst MO HECKOIbKY YEMNOBEK OT KaXKAoW opraHvM3aumu.

C.3.2 MeToA BbIGOPOYHOrO KOHTpPONA

Oprannsauuu Takke TpebyeTcsa onpeaenvTb, Kak JOJPKHA NPOn3BoaANTLCS Bbibopka, 4Tobbl o6ecneunTb penpesex-
TaTMBHOCTb MOMYYEHHbIX Pe3ynbTaToB Ans AaHHOW COBOKYNHOCTU noTpebutenen.

OAunH 13 Noaxo[oB cocToUT B 0TOOpe noTpebutenen nNo NpUHLMNY «Cry4yanHon BelGOpKM», T. €. paBHas BEpOAT-
HOCTb BblIGOpa TOro UM MHOro NOTPEOUTENS U3 COBOKYMHOCTU. Takoi NOAXOA MOXET UCMONb30BaThCS NPYU OTHOCUTENBHO
O[HOPOOHOWN COBOKYMHOCTW MM MpU OTCYTCTBUM UINN HANUYUK OrpaHNYEHHON MHAOPMaLIMM O COCTaBE COBOKYMHOCTH.

[pyroi nogxon COCTOUT B UCMONb30BaHMMN «MOCIOWHOW BbIOOPKUY, KOrga notpedbutenen o0beaMHSIIOT MO pasnuy-
HbIM KaTeropusim (MM «CrosiM») B COOTBETCTBUM C ONPEAENEHHbIMU KPUTEPUSIMU, HANPYMEP MECTOMONOXEHUE, 3HaHNE
Uy yCNoOBWSi UCMONb30BaHMSA NPOAYKLMN, OTHOLLEHKE (TEPNUMOE U HeJOBOMBHOE), Non/Bo3pacTt noTpebutener n ux no-
TeHUManbHas LUeHHOCTb AN opraHu3aummn. 3aTtem M3 Kakaoro Cros COBOKYMHOCTM 6epyT nponopumoHanbHyo BbIOOPKY
ANs nonyyYeHns MHopMaunm o KaxaoMm crioe.

C.4 Pa3pa6oTka aHKeTbl AN U3y4YeHUs1 yOOBNEeTBOPEHHOCTU NoTpe6utenei

C.4.1 OnpepeneHue BONpPoOCOB

C.4.1.1 O6Gwue nonoxeHus

MocTpoeHue 1 cogepkaHne BOMPOCOB 3aBUCAT OT YCIOBWI U LIENKN B KaXKAOM KOHKPETHOM Crny4yae, O4Hako, Kak npa-
BWMO, NPUMEHUMbI HUXE NPUBEAEHHbIE 3Tanbl U PpEKOMEeHOALUN.

C.4.1.2 OnpepeneHue Tpebyemon nHcopmaumm

OpraHusauusi 4OMmKHa CTPEMUTLCH K TOMY, YTOObl MCKOMas MHAOpMaLLMS NMOMHOCTLIO OXBaTbiBana BCE KOMMOHEHTbI
n3yyaemomn npobnembl. [TOMMMO TPaANLMOHHBIX XapakTEPUCTUK KaYeCcTBa, NOCTaBKM 1 LieHbl MOTYT CYLLLECTBOBaTL Apyrue
XapaKTepUCTUKK, BaxkHble Ansi noTpebuteneit, HanpuMmep o6MeH UHMOpMaLUMen Unu NoBeAEHWE OpraHnu3aunm, Unu nosu-
Unsi opraHusaLuum no Bonpocam obLecTBEHHOM 3HAaYMMOCTU. [JOMmKHbI Takke NPUHUMATBLCS BO BHMMaHWe AeMorpaduyec-
Kve nokasaTtenu u gpyrve CooTBETCTBYOLLME XapaKkTEPUCTMKK LieNeBow rpynnbl.

C.4.1.3 Bbibop MeToaa c6opa uHcgpopmaumm

MeToz, Bbibrpaembivi opraHu3aumei ona cbopa nHpopmaumm, 3aBnucuT oT cnocoboB YCTaHOBMEHNS KOHTaKTa C Lie-
NeBON rpynnow un ot Tuna Tpebyemon nHdopmauun. B ceoto ovepeab, MeTon onpeaensieT Nopsaok nonyyYyeHnst Heobxoau-
MOV MHOPMaLUN.

C.4.1.4 OnpepeneHne coaepXaHus OTAENbHbIX BONPOCOB

Oprannsauusa gosmkHa hopMynmMpoBaTh OTAEMbHbIE BOMPOCHI TakMM 06pa3oM, 4Tobbl 06ecneunTb Mx NpaBubHOE
NMOHWMaHne pecrnoHAeHTaMmn 1 nony4nTb Tpebyemyto nHdopmaumio.

Takke pekoMeHayeTCs MCNOoMNb30BaTh 3amMmeyaHns U NPeAnoxeHns notpebutenen npu opmynnpoBaHm BONPOCOB,
4YTOGbI M3bexaTb ABYCMbICIIEHHBIX UNW NyTaHbIX OTBETOB NoTpebuTenen.

C.4.1.5 OueHuBaHne pecnoHAeHTOB

Mpu pa3paboTke MeToAMKM onpoca cneayeT NPUHUMAaTh BO BHUMAaHWE, HACKOSbKO XOPOLLO PECMOHAEHT YMeeT Bbl-
paxaTb CBOM MbICIN, HACKOMBLKO XOPOLLO OH MHDOPMMPOBAH Wi HACKOIbKO XOPOLLIO OH 3HAKOM C npoaykuuein. OpraHusa-
Unst JOMKHA MUHUMU3NPOBaTL ycunus, TpebyemMble OT pecnoHAeHTa, 1 obecneynBaTb NPUEMIIEMOCTb U NETMTUMHOCTb
noucka uHdopMauuu.

C.4.1.6 Bbi6op chopmynupoBKM BONpocoB

OpraHusauus gomkHa:

- YeTKO onpefenuTb Npobnemy: KTo, 4To, Koraa, rae, noYemy v Kak;

- MONb30BaTbCS NPOCTHIM A3LIKOM, T. €. UCMOMb30BaTh CIOBA, OTBEYaKLLME CIOBAPHOMY 3anacy pecrnoHEeHTOB;

- n3beraTb ABYCMbICNIEHHbBIX TEPMUHOB (Hanpumep, «3n1M30anYeckuin» Unm «npodeccnoHanbHbIny);

- n3beratb UCMNonb30BaHNs hOPMYNIMPOBOK, KOTOPbIE MOTYT AaTb NOACKA3KY PECMOHAEHTY UMM OKa3aTb JaBreHue
Ha pecrnoHaeHTa.

C.4.2 Pa3paboTka aHKeTbl

C.4.2.1 O6wme nonoxeHus

AHKeTa JOoMmKHa Ha4YMHATBLCS C YETKMX MHCTPYKLUIA MO UCMonb3oBaHuio. B cnyvyae Heob6xoaMMoCTy B HEl [OJKHbI CO-
JepxaTbCs pekoMeHAaLUMM OTHOCUTENBHO TOro, Kak NOAXOAUTb K KONTMYECTBEHHBIM U (MNN) Ka4eCTBEHHbLIM BOMPOCaM.

Mpu pa3paboTke aHKeTbI cneayoLie NpeasioxXeHns MoryT noMoYb npu cbope Tpebyemor nHdopmaumm.

C.4.2.2 BbI6Op CTPYKTYypbl BONPOCOB

OpraHusauusi JormkHa no BO3MOXHOCTU pacrornaraTe BONPOChl B NTOMMYECKOW NocnefoBaTenbHOCTA U UCMONb30-
BaTb bonee ogHoOro Bonpoca, 4Tobbl 06nerynTb 3agadvy pecnoHaeHTa B TOM Cryyae, eCnv CyLLeCTBYET HECKOMbKO BapuaH-
TOB OTBETA.

Bonpochkl fomkHbI 3afaBaTbCs Ha4YMHadA ¢ 06LWKMX 1 nepexoas kK 6onee KOHKPEeTHbIM. AHaNorMyHelM o6pasom B nep-
BYIO ovepedb crnegyeT nonyuntb 6a3oByto MHMOpPMaLWMIO, a 3aTeM 3a4aBaTb OTHOCUTENBLHO TPyAHbIE, AennKaTHbIE Unn
CMNOXHblE BOMPOCHI.

C.4.2.3 OnpepeneHue popMbl U 06OLLErO BUAa aHKeTbI

AHKeTa He [omKHa NPeACcTaBnATb TPYAHOCTM ANS PECMOHAEHTOB, HAaNpUMep, OHa A0IMKHa CoAaepXXaTb PacnonoXeH-
Hble B NTOTMYECKOM MOpsiAKE U NMPOHYMEPOBaHHbLIE BOMPOCHI B KaXAOM pasgenie U YeTKMe yKasaHusi UNU UHCTPYKLMK.
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OO0wwuin BUAO aHKeTbI Takke JOIMKeH obneryaTte aHanua cobpaHHbIX AaHHbIX, HAaNprUMep MOryT UCMnob3oBaThest rpadibl 4N
OTBETOB.

C.4.2.4 OnpepeneHue WKanbl 6annbHbIX OLLEHOK

Bbi6op wWkanbl 6annbHbIX OLEHOK 3aBUCUT OT TUMNa HeobXoaNUMOM MHpopMaLMK U AOMKEH ObITb YETKO onpeaereH.
Mpu oueHMBaHNM NO3ULMM YacTo MUcrnonb3yeTcs 5-6annbHas Wwkana AN MHOXeCTBa pa3fnnyHbIX KaTeropuin.

lMpumep 1 — «MonHocmbro coanaceH», «CoanaceH», «PasHodyweH», «He coanaceH», «kKamezaopu4ecku He
coasiaceH».

B Tex criyuasix, koraa TpebyeTcs 60nbluas anddepeHLmnaLs, MoXeT UCronb3oBaThes Gornee ykpynHeHHas (Hanpu-
mep, 10-6annbHasg) wkana.

Ecnun TpebyeTcs 3acTaBuTb PECNOHAEHTA 3aHATbL ONpeAeeHHYI0 NO3ULIMIO U n3bexaTb HelTpanbHbIX OTBETOB, LUKa-
na MoxeT ObITb NMOCTPOEHa Ha YeTHOM Konuyectee 6annos (Hanpumep, 4 nnu 6).

lpumep 2 — «BecbMma ydoenemeopeH», «YO0oenemeopeH», «He yooenemeopeH», «[lonHocmbto He ydoe-
JIemeopeH».

C.4.2.5 MNopTBepxaeHWe NyTeM «NpeaBapuUTesibHOro TECTUMPOBaHUA»

«MNpeaBaputensHoOe TecTnpoBaHue» — 370 obcnegoBaHne, NPOBOAMMOE Ha HEBOMbLLUOW, HO NPeACcTaBUTENbLHON
COBOKYMHOCTMN PECMNOHOEHTOB, ANS OLEHKN CUIbHBIX U CrabbiX CTOPOH aHKeTbl. ATO HACTOSATENbBHO pekoMeHayeMas npak-
TUKa, HECMOTPS Ha TO, YTO OHA MOXET OKa3aTbCsi HEOCYLLECTBMMOMN, €CN KONMYECTBO PECMOHAEHTOB OrPaHNYeHO.

Mo mepe BO3MOXHOCTY AOMKHBI TECTUPOBATLCS BCE KMHOYEBbIE aCNEKTbl aHKEThI C MCMOMb30BAHNEM OOHUX N TEX XKe
MeTOAO0B (Hanpumep, NoYTbl Ny TenedoHa), Kak 1 Npu peanbHOM obcregoBaHun. Takoe «npeaBapuTenbHoOe TeCTMpoBa-
HMe» cnegyeT NOBTOPSTh MPU KaXO0M CyLLECTBEHHOM NEPECMOTPE aHKETHI.

PesynbTaThl «npegBapuTenbHOro TECTUPOBAHUSA» AOIMKHbLI ObITb NpoaHanNM3MpoBaHbl AN OLEeHWBaHUS MEeTOAMKN
obcnepoBaHus, ero o6bema 1M YeTKOCTH, a TakkKe peakumn peCcnoHAEeHTOB, U, ecnv HeobxoaMMo, B METOAUKY NpoBedeHNs
obcrnenoBaHns OOMKHBI ObITb BHECEHBI COOTBETCTBYHOLLME NONpaBkn. Hanpumep, ecnv yCTaHOBIEHO, YTO aHKeTa CnuLu-
KOM ASIMHHAsA, ee MOXHO pa3fenuTb Ha HebonbLUNe aHKeTbl, OTBETbI HA BONPOCH! KOTOPbIX MOTPEOYIOT MEHbLLIE BPDEMEHW.

17



FOCT P 54732—2011/ISO/TS 10004:2010

MpunoxeHue D
(pekomeHayemoe)

AHanu3 aaHHbIX 06 yAOBNEeTBOPEHHOCTN NoTpebuTtenen

D.1 O6Lwue nonoxeHus

B HacTosweM npunoxeHun cogepxatcsa 4oNonHUTENbHas MHopmaumsa U pekoMeHgauumn oTHOCUTENbHO aHanmnsa
OaHHbIX 06 yOooBneTBOPEHHOCTN I'IOTpeﬁMTeJ'IeVI B COOTBETCTBUM C 7.4.

D.2 MoaroToBKa AaHHbIX ANA aHanu3a

D.2.1 MNMpoBepka [OCTOBEPHOCTU AAHHbIX

OpraHnsaums gosmkHa NpoBepATb AOCTOBEPHOCTb COOPaHHbIX AaHHbIX, HANPUMEpP, MyTEM MPOBEPKM CNeayrLLmMX ac-
MeKTOoB:

- MOrpeLLHOCTeN Unu owmnboK B AaHHbIX: MOXET NoTpeboBaTbCs MX UCMpaBeHE UNM ycTpaHeHne Bo u3bexaHve
BBOASALLMX B 3abnyxaeHne BbIBOAOB;

- MONHOTbI AaHHBIX: BaXXHO NPOBEPSITh MOMHOTY AAHHbIX, MOJTYYEHHBIX OT NOTpebuTenen, n NpUHMMaTh peLleHne oT-
HOCUTENbHO Nnopsiaka 06paboTKM HEMOMHbLIX OTBETOB;

- TOYHOCTU AaHHbIX: NPU UCMONb30BaHUM METOA0B BbIGOPOYHOro KOHTPONSA peKOMEHAyeTCsA NPOBEPATL COBMECTHU-
MOCTb 06bemMa BbIGOPKM M METOAMKM BbIGOPOYHOrO KOHTPOSS C AOBEPUTENBHBLIM YPOBHEM U AONYCTUMbIM NPEAENOM MO-
rPELUHOCTM, KOTOPbIE MOTYT OrOBapuBaThCs.

D.2.2 Knaccudmkauma gaHHbIX

CobpaHHble AaHHble, rae 3T0 NPUMEHVMMO, A0IMKHbI ObiITb MOArOTOBMEHb! AN aHanu3a nyTem:

- KOOMPOBAHUSA HEOKOHYATESbHbIX OTBETOB U pacnpeneneHns ux no Kateropusiv;

- KOOMPOBaHNSA OTBETOB M pacrnpeaeneHns ux no rpynnam unm cerMeHTam pecrnoHOEHTOB.

D.3 OnpepeneHve MeToAMKM aHanusa

D.3.1 OGwue nonoxeHus

OpraHusauma [ormkHa BbloMpaTb METOAUKY aHanusa B 3aBMCMMOCTM OT COBMpaeMblX AaHHbIX M NOCTaBEHHOW
uenun. BNCO/TO 10017:2003 n UCO/TO 13425:2006 cogepxaTca pekoMeHaaumnm no NCMnosib30BaHM0 HEKOTOPbLIX CTaTUC-
TUYECKMX METOAO0B, NMPUBEAEHHbIX HUXKE.

D.3.2 MNMpsmown aHanu3

Llenb HacTosILLEero aHanM3a CoCToUT B ONUCaHUU MW OLEEHUBAHMM OTBETOB PECMOHAEHTOB Ha KOHKPETHbIE BOMPOCHI.
B tabnuue D.1 npeactaBneHbl HEKOTOPLIE LUMPOKO UCMONb3yeMble METOAbI aHanM3a n Ux Lenu.

Ta6nunua D.1— Metoabl npssiMoro aHanuaa

MeTtoa Lenb Mpumepsbl

MeTopn cpegHux 3HadeHun OnpepeneHune cpegHero oTeeTa Mpu ncnonb3osaHun 10-6annbHON LKankbl,
ecnu oTeeTbl nonyynnu 4, 5,7, 7 n 9 6an-
0B, TO CpeaHMM oTBeTOM byaeT 6, 4

MeTton meamaH YcTaHOBEHNE CPeAMHHOrO OTBETA Ecnn Bce oTBETHI NepeyvrcneHbl No nopsaa-
Ky HOMEepOB, MeiMaHou SBNSAETCs CpeamnH-
Hblli OTBET. B BbiLenpuBe4eHHOM Npumepe
MeguaHou oyner 7.

MpumeyvyaHune—[na 4eTHOro Konu-
YyecTBa OTBETOB MeauaHoun byaeT cpeaHee
3Ha4YeHWe [BYX CPEeAUHHbIX OTBETOB

MeToa pasmaxos OnpepeneHne wHTepBana wmexay Hau- | Bospact yvacTHukoB 3acegaHusi koneb-
MEHBLLUM ¥ HanBONbLUMM 3HAYEHUAMMA netcs ot 20 go 65 net

MeToa cpeaHero kBagpatu- | OnpegeneHne  creneHn  m3meH4mBocTu | CyTouHble konebaHus TemnepaTyphbl B Nyc-

YeCKOro OTKIOHEHMWS OaHHbIX TbiHe Caxapa 6onbLue, yem B bBapcenoHe

MeTop nepekpecTHoro cee- | O6Llee pacnpeneneHne oTBETOB MO Kako- | YOOBMNETBOPEHHOCTb 78 % NOHOOHCKMX

AeHuns Tabnuy, My-nnbo Apyromy napameTpy, npencTtas- | pecrioH4EHTOB B LIENIOM oueHvBaeTcs B 9
ngaLwemy uHTepec unn 10 6annos no cpaBHeHuto ¢ 60 % na-

PWDKCKMX PECMOHAEHTOB
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MeTtoa

Llens

Mpumepbl

Ananus lMapeTto

PacnpeneneHve AaHHbIX MO KaTeropusiM
ANs YCTaHOBMEHUS1 MepBOOYEpPEeaHOCTM
npobnem

C TO4YKM 3peHust kayecTBa NpPoAdyKUUW 3a-
MEeYeHo, YTO B OCHOBe OOonbLUMHCTBA Npo-
6riem (80 %) NexxuT He3HaYUTENBHOE KOMNU-
YECTBO OCHOBHbIX NpuyrH (20 %)

AHanua TeHgeHuunn

BbisiBneHve  HanpasneHus
ynyJLleHve, yxyaweHue)

(ranpumep,

KonuyecTtBo NpeTeH3uin exxerogHo Bo3pac-
TaeTHa 5 %

Cratuctuyeckue KOHTPOIb-
Hbl€ KapTbl

MoOHMTOPUHI MokasaTenen AeAaTenbHOCTU
N BbISIBNIEHNE CTaTUCTUYECKM 3HaYUMbIX
(T. e. Hecny4arHbIX) U3MEHeHUN

YacTtoTa BO3HUKHOBEHUSA HECOOTBETCTBUMN
B MapTnax, NOCTaBJieHHbIX B MocnegHem
KBapTane, Oblina BbiLLe, YeM 0Xnaanochb

Kputepun CtblogeHTa

WccnepoBaHve OBYX HE3aBUCUMBIX Tpymnn
Ha NpeaMeT CTaTUCTUYECKN 3HAYMMbIX pa3-
nnyunn

JIOHOOHCKME PECMOHAEHTbI 3HAYUTENBHO
Bornee yaoBeTBOPEHbI B LIEMOM, YeM na-
PWKCKME PECTIOHAEHTbI

[uncnepcnoHHbIN aHanua

WccnepnosaHue Tpex nnu 6onee HesaBucH-
MbIX TPYNN Ha npegmeT CTaTUCTUYECKU
3HAYUMbIX Pa3nNUunin

CTteneHb yaooBneTBOPEHHOCTN  JTOHOOH-
CKUX, NapWXCKnx u GGDHMHCKVIX pecnoH-
OEHTOB B L|eJTOM CyLLeCTBEHHO OTNn4yaeTcqa
[pyr oT apyra

D.3.3 KocBeHHbIW aHanus3
Llenbto HacTosLero aHanu3a ABnsieTcH BbisBreHNe hakTopoB, OKa3blBaoLLMX 3HAYMTENBHOE BNNSIHUE Ha YAOBNET-
BOPEHHOCTb, U UX 3aBUCUMOCTU Mexay cobon. B Tabnuue D.2 npeacTaBneHbl HEKOTOPbIE LUMPOKO UCMOMNb3yeMble METOAbI

aHanusa n nx uenu.

Tabnwunya D.2— MeTtoapl

KOCBEHHOro aHanmsa

MeTtoa

Llens

Mpumepbl

AHanua B3BELUEHHbIX AaH-
HbIX

OnpepeneHne cpefHEB3BELLEHHOIO OTBE-
Ta

CpefHsisi oueHKa yOoBNETBOPEHHOCTU B
uenomMm coctaensieT 7 6annoB C y4eToMm
pasHbIX TUMOB NOTPedUTENEN U NX OTHOCK-
TENbHOM 3HAYNMOCTU

Koppensauusa

OnpepeneHve TOro, MOryT fn OTBETHI Ha
OOVH BOMpOC ObITb MCNONb30BaHbl Ans
NPOrHo3npoBaHUsi OTBETa Ha ApYron Bon-
poc, U U3MepeHue CTEMNeHn 3aBUCUMOCTHU
Mexay napameTpamu

Cpean pasnuuHbiX acnekToB MNpPOuU3Bo-
[ACTBEHHOW cpedbl YOOBNeTBOPEHHOCTb
«YUCTOTOW» CUUTAETCS Haunyywmm cpe-
[ACTBOM MPOrHO3NPOBaHUS YOOBIETBOPEH-
HOCTW B LIeNIOM, T. €. PECNOHAEHTbI, YA0B-
NEeTBOPEHHbIE  «YUCTOTOWY», MNPOSIBNAT
TEHOEHUMIO K YAOBNETBOPEHHOCTU B Le-
NOM, a PecrnoHAEeHTbl, HeydOBreTBOPEH-
Hble «4UCTOTON», NPOSIBNAIOT TEHAEHLMIO K
obLeit HeyOBNETBOPEHHOCTH

Perpeccus

AHanus 3aBUCUMOCTU Mexay ABYMS WM
Gonee napametpamu U U3MeEpeHWe BO3-
[eNcTBUA ofHoro unv Gonee napameTpoB
Ha KOHKPETHbI OTBET

Mo Mepe CHWXeHUA cTteneHun ynoBreTBO-
PEHHOCTU «YMCTOTOM» CHUXKAETCS CTENEHb
yOoBNeTBOPEHHOCTU B LieJIOM

D.4 MNMpoBeaeHue aHanusa
D.4.1 O6LwMe nonoxeHus

PesynbTaThl aHanM3a gomkHbl cuctemaTuyeckn obpabatbiBaTbCs B COOTBETCTBUM C BbIGpaHHLIM METOAOM aHanmaa.
D.4.2 PaccnoeHue gaHHbIX

[lo npoBeeHnst aHanu3a AaHHble MOryT ObiTb KnaccuULMpoBaHbl Mo onpeaeneHHbIM CIosiM Ui kKaTeropusiM. ATo
rnomMoraeT BbIIBUTb MNONe3Hy UHGOPMaLMIo, Takyto Kak pasnuyHbie cTeneHn YaoBNeTBOPEeHHOCTU NoTpebuTeneil, Hanpu-
Mep, NocpeacTBOM aHannaa NnoBTOPHbIX I'IOTpeﬁl/ITeJ'IeVI B CpaBHeHUU C pa3oBbIMU I'IOTpeﬁl/ITeJ'IﬂMVI, nona nokynartens, BO3-
pacTta nokynatend, MeCTOHaxoXaeHusd I'IOTpGGI/ITGJ'IFl Mnn no Xxapakrtepuctukam npoaykuun, TakMM KakK UeHa U
0CoBEeHHOCTH.
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D.4.3 YcTaHOBneHue NpMoOpUTETOB

OpraHu3auns MoXeT onpeaensiTe U BblAENATb XapakTepUCTUKM NPOAYKLUUK, YIy4LleHWe KOTOPbIX OKa3blBaeT 6onee
CyLLEeCTBEHHOE BO3ENCTBME Ha YAOBNETBOPEHHOCTb. [103TOMY HEO6XOAMMO 3HAaTh CTENEeHb 3HAYMMOCTU, KOTOPYHO NOTpe-
6uTenb NpuaaeT KOHKPETHLIM XapakTEPUCTMKaM, U BIIUSIHUE, KOTOPOE 3TW XapaKTEPUCTUKN OKa3biBalOT HA yOOBMNETBOPEH-
HOCTb B Lieniom (cMm. B.4).

- XapakTepucTukam MHcpacTpyKTypbl NOTpebuTenn npuaaT HeGomMbLIoe 3HAYEHUE; B Cryyae UX yNy4lleHnUst
OHM ByayT Oka3blBaTb HE3HAYUTENBHOE BNUSHME Ha YAOBNETBOPEHHOCTD B LierioM. OpraHu3aums MOXeT pacCMOTPeTb BO3-
MOXHOCTb UCKIIOYEHNUST UMW COKPALLEHNST BIOXEHUIA B STU XapakTEPUCTUKWU ANS CHUKEHWUS 3aTpaT Wnu NpeanoXeHus
fonbLuen LeHHOCTN NoTpebuTento.

- MoapasymeBaemble TpeGoOBaHUA KacalTCA XxapakTEPUCTUK, KOTOpPbIE BaXHbl AN NoTpebuTenen, HO KoTopble
nocrne AOCTWXKEHUSI ONMpeAeneHHOro YPOBHSI OKa3biBalOT OTHOCUTENIbHO HE3HAYUTENbHOE BMUSIHUE HA yAOBIETBOPEH-
HocTb. Kak 1 B cnyyae ¢ xapakTepucTmkamu MHPacTPyKTypbl, OpraHn3aums MOXeT pacCMOTPeTb BO3MOXHOCTb COKpallle-
HUS UMW UCKITIOYEHUS BNOXEHWI B nogpa3dymeBaeMble TpeboBaHus. OgHako nokasatenu nogpasymeBaemblx TpeboBaHuii
He [OIMKHbI OMyCKaTbCH HWXKE AOMYCTMMOrO YPOBHS, MOCKOMbKY 3TO MOXET OKa3aTb HEraTMBHOE BMVSHWE HAa yAOBNETBO-
PEHHOCTb B LIENOM.

- YcTaHOBRNeHHble Tpe6oBaHUs NpeacTaBnsioT cobo XxapakTEPUCTUKU, BaxkHblE A11s NOTpebuTenen 1 okasbiBato-
LLMe CYLLIeCTBEHHOE BINUSIHNE Ha yA0BNETBOPEHHOCTL B LienoM. OHu TpebytoT 0cob0oro BHMMaHWS. YpOoBEHb kKayecTBa ycTa-
HOBIEHHbIX TPeboBaHWIN JOMMKEH NOAAEPXKNBATLCS UMW NOBLILIATHCS, €CMM 3TO SKOHOMUYECKM LienecoobpasHo.

- CKpbITble BO3MOXXHOCTU — 3TO XapaKTEPUCTUKM, KOTOPbIE HE OCO3HAOTCH NMOTPEOUTENAMU UMK HE CYMTAIOTCS
VMU BaXKHbIMW Ha TEKYLLEEM 3Tane, HO KOTOpble B Crly4Yae MX NpaBuibHOrO UCMOMb30BaHWS MOTYT 3HAYUTENBHO MOBLICUTb
CTeneHb YAOBNETBOPEHHOCTU B LenoM. Takne xapakrepucTukn obecneunsaioT HanbornbLuyto BO3MOXHOCTb MOBbILLEHUS
yOOBNETBOPEHHOCTHU.

[ns onpeaeneHus NpUOPUTETHOCTU MEP MO YIyYLLIEHWNIO MOXHO CrpyNnMpoBaTh pa3nnyHble XapakTepucTuKM Nno Ye-
TbIpEM 30HaM, Kak Moka3aHo Ha pucyHke D.1.

XapakTepucTvkn B 30Hax 3 1 4 oKa3biBaloT HanbonbLuee NoTeHUManbHOe BNMsiHME Ha YA0BNETBOPEHHOCTL B LIEMNOM.
Takas tHbopmaL st MOXXET MOMOYb OpraHn3aLmMn B onpeaeneHmn NpuopuTeTHOCTU Mep, BEAYLLMX K NOBbILLEHWIO yOOBMNET-
BOPEHHOCTN NoTpebutenen.

YA
Bbicokas 4 3
Huskast 1 2

>

Huskass Bebicokas X

YcnoBHble 0603Ha4YeHus:
X — cTeneHb 3Ha4YNMOCTH;
Y — cTeneHb yA0BNETBOPEHHOCTU

PucyHok D.1 — Knaccudukaunsi xapaktepuctuk

D.5 MNMoarBepxaeHue pe3ynbTaToB aHanu3a

O60CHOBaHHOCTb BbIBOAOB, CAENaHHbIX NO pesynbTaTaM aHanu3a yOoBEeTBOPEHHOCTW noTpebuTtenen, moxeT
6bITb MOATBEPXAEHA NYyTEM MPOBEPKUN (MOMMMO NPOYMX) HUMKENEPEUNCIIEHHbIX aCneKkToB.

a) CermeHTaums: Hanuyne 60MbLUIOIO KONMYECTBa BAPMAHTOB OTBETOB MOXET OOBACHATLCA HEMOCTOSHCTBOM Ka-
YecTBa noctaBnsemon npoaykumn. OgHako ecnu apyrve U3MepeHns ykasbiBaloT Ha CTabUIbHOCTb KayecTBa MNPOAYKLMUN,
N3MEH4YMBOCTb OTBETOB MOXET CBUAETENbCTBOBATL O HU3KOW CTENEeHN cerMeHTaummn notpeburtenei.

b) 3HauMmocTb XxapakTepUCTUK: OAHOM M3 LieNneln aHan13a SBnaeTCcs BbiBNEHNE XapakTepUCTHK, KOTOpbIE MOTyT
0Ka3blBaTb CYLLECTBEHHOE BNUSHNE Ha YAOBMNETBOPEHHOCTb NOTpebuTenei, a Takke NX 3Ha4MMOCTK, YTO NO3BONUT opra-
HM3aLUMKM aKLeHTUpoBaTb BHUMaHWE Ha KIOYEBbLIX XapakTepucTukax npu NpUHATAM Mep MO COBEpLUEHCTBOBaHMIO. Ecnn
aHanus nokasbIBaeT, YTOo, MO BCEN BUAUMOCTH, He ObInn y4TeHbl XapaKTePUCTUKK, OKa3blBaloLLMe CyLLeCTBEHHOE BNUsiHWE
Ha y[0BNeTBOPEHHOCTb NOTpebutenen, To MX MOXHO ByaeT BbIsIBUTb C MOMOLLIbIO COOTBETCTBYIOLLMX NCCNeAoBaHNN (Ha-
npumMep, B pamkax oKyc-rpynmn uim nyTem noCTaHOBKM BOMPOCOB, AOMNyCKaloLMX pasHble 0TBeThl). BosgencTene Takux xa-
PaKkTEPUCTUK Ha yAOBMNETBOPEHHOCTb NoTpebuTenen AOMKHO OLEHUBATLCA B XOA4E CrieAyloLlero umkna U3MepeHui.
OTaenbHble XapaKTePUCTUKK, BMSAIOLLME HA yOOBNETBOPEHHOCTb B LIEMOM, U UX OTHOCUTENbHAs 3HAYMMOCTb MOTyT Me-
HATBHCA CO BPEMEHEM.
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c) MocToAHCTBO pe3ynbTaToB: TEHAEHLUMS, MPUCYLLas U3MEPEHUsIM YOOBNEeTBOPEHHOCTU noTpebuTenen, He
OOMKHa NPOTMBOPEYNTL APYrMM NokasaTensiM, KOTopble OTpaXKatoT YA0BNEeTBOPEHHOCTb, HANPUMEP NMOBTOPHLIM MOKYMKam
Unu gone pbiHka. ECnv no3vT1BHON TEHAEHUMMN B YOOBNETBOPEHHOCTU MPOTUBOPEYUT HEFraTUBHAsA TEHAEHLMS (Hanpuvep,
B 06beMe npopaax), To 3TO MOXET 0B BbSICHATLCS HECKONBKMMU NPUYMHAMK, HanpumMep:

- MHeHUsi obcrieayemblx NoAen He pa3aensitoT Te NoAK, KOTopble NPUHMMAIOT peLLeHne O NOKYTKE;

- POCTY yOOBNETBOPEHHOCTU NOTpebuTenen cnocobcTBoBana NpoayKLUms KOHKYPEHTOB;

- pasHuLa B LieHax NepeBeLUnBaeT ynyyllueHns B APYrux XxapakTepucTmkax.

D.6 OTueT 06 aHanu3se

D.6.1 O6wme nonoxeHus

Momumo npeacTaBneHus otyeTa o6 yA0BNETBOPEHHOCTU NOTPEOUTENEN B LIENOM M TEHAEHUWM €€ Pa3BUTHKS, Opra-
HM3aunst JOMMKHA NpPeacTaBUTb OTYET O COOTBETCTBYHOLLUX XapaKTEPUCTUKAX U NPUYMHAX, a TakkKe O COCTaBMSIIOLWMX U
YCINOBUSIX YOOBMETBOPEHHOCTW UINN HEYAOBNETBOPEHHOCTH NOTpebmTenen.

D.6.2 MpencraBneHne pe3ynbTaToB

OpraHusauust [omkHa nNpeacTaBnsaTb pesynbTaTbl aHanM3oB ¢ y4eToM notpebHocTen ueneson ayautopun. He pe-
KOMeHAyeTcsl uaoeHTUUUUpoBaTh KOHKPETHbLIX NoTpebuTtenei. Ecnu npeanonaraetca ux naeHTndukaums, Heobxoanmo
nony4YnTb cornacve onpalunBaemMeix NnoTpebutenein. Kpome Toro, Takast uaeHTUUKaLMa gOMKHA COOTBETCTBOBATL AeW-
CTByOLLMM TpeOOBaHUSIM, pernamMmeHTamM 1 nNonuTrKe KOHUAEHLMaNsHOCTU OpraHn3aLnuin.

OddekTmBHBIM cnocobom npeacTaBneHns MHGoOPMaLUnn SBNSOTCS rpadmyeckne n3obpaxeHusi, 4To cnegyeT npu-
HUMaTb BO BHMMaHWE Npu NpeacTaBneHny B NPUNOXKEHUSAX MNOMNyYeHHbIX pe3yrnbTaToB BMECTe C AOMNOMHUTENbHBIMU AaH-
HbIMU.

MHaekc yooBNeTBOPEHHOCTU NOTpebutenemn MoxXeT CNyXuTb pe3yrnbTaTUBHbIM CPEACTBOM MOHUTOPUHTA, JOKYMEH-
TUPOBaHUSI N NPOCIEXNBAHUS OEATENBHOCTU OpraHU3aLMm UM ee KOHKPETHBLIX acnekToB, KacarLmxcs YA0BNETBOPEH-
HoCTK noTpebutenen. OH MOXET ObITb 3NEMEHTOM KUMHAMKATOPHOM NaHeNM» opraHu3aLum, NokasbiBaLLen pesynbTaThl
ee JeATeNbLHOCTH, a Takke KOMMOHEHTOM CUCTEMbI MOOLLPEHUS COTPYAHMKOB OpraHu3aLumn.

D.6.3 ®opmynupoBaHue BbIBOAOB U NPeAsOXeHUn

Mpu BbISBNEHMM NPOBNEMHBIX YH4AaCTKOB UMW MPEaSIOKEHNIA KOHKPETHBIX MEP OpraHu3aums OOShKHA B NEPBYO o4ve-
penb ycTaHaBnmMBaThb NPUYUHBI HEYAOBMNETBOPEHHOCTM NoTpebuTenen.

OpraHusauusi TaKke A0MmMKHA CTPEMUTBLCS K OCO3HAHMIO NMPUYMH PACXOXOEHUS MEXY KAa4EeCTBOM MPOAYKLUN, OXM-
AaeMbIM NnoTpebuTenem, U Ka4ecTBOM MOCTaBNSIEMOW NPOAYKLIMU B BOCMPUSTUM NOTpebutens (kak nokasaHo Ha npuMmepe
KOHUEeNTyanbHON MoAenu Ha pucyHke A.1) 1 omkHa NPUHMMaThL Mepbl AMs ero COKpaLLeHus.
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MpunoxeHne E
(pekomeHayemoe)

Ucnonb3oBaHue nHpopmauum o6 yaoBrneTBOpeHHOCTU NoTpeGuTenen

E.1 O6wme nonoxeHusn

B HacTosLLEM NPUNOXEHN coaepXKaTca pekoMeHA AL Ha OCHOBE NMPUMEPOB TOro, kKak nHgopmaums 06 yaosneT-
BOPEHHOCTM NOTpebunTenen MoxeT MCNONb30BaTLCA AN CTUMYSIMPOBAHMSA YYYLLIEHUA B NPOAYKLMMN UK MpoLeccax opra-
HM3auun B COOTBETCTBUM C 7.5.

E.2 MNepepaya nHcpopmauum o6 yaoBrneTBOPEeHHOCTU NOTpe6uTeneit B COOTBETCTBYlOLWME
dyHKUMOHaNbHble noapasaeneHnus

AHanus yaoBneTBopeHHOCTH noTpebutenen moxeTt obecneynts NoOHMMaHe akTopoB, BIUSAIOLLMX Ha YAOBNETBO-
peHHOCTb. Takasi nHcpopmMaums AOMKHa aHaNM3MpOoBaTLCH BbICLUMM PYKOBOACTBOM U HANPaBnsATbCA B COOTBETCTBYOLLME
yHKUMOHanbHbIe NogpasAeneHns opraHnsaummn ansa NPUHATAS Mep Mo YNyYLLEHUIo.

Bbi6op hyHKLMOHaNbHOro nogpasgeneHuns, B KOTOpoe A0MKHA HanpasBnsaTeCa MHAOpMaLMs, 3aBUCUT OT XapakTepa
MHpOpMAaLIMK, KaK NOKa3aHO B HUXEMPUBEAEHHBIX NpUMepax.

TMpumep 1 — UHopmayusi Moxxem 6bImb HanpaesieHa 8 KOHCMPYKMOPCKUU unu MapkemuH208bIl omadern,
ecsiu OaHHbIe yKa3biearom Ha HeydoesiemeopeHHOCMb nompe6umeneli ceolicmeamu nNPodyKuuU unu ecsau 0aH-
Hble ceolicmea He yeHsimcsi nompebumensimu.

lMpumep 2 — UHopmayusi Moxxem 6bimb HanpaesieHa 8 omades1 cHabxeHusi unu mexHu4yeckuli omden,
ecsiu OaHHbIe ceudemenibCmMeyrom o MoM, 4mo HeydoesiemeopeHHOCMbL nompebumeriel cesizaHa ¢ Ka4ecmeom
Unu (hyHKYUOHaNIbHLIMU XapaKkmepucmuKaMu 3aKyrnaeMbIX KOMIIOHeHMoe.

Mpumep 3 — UHpopmayust Moxem 6bImb HanpaesieHa € npou3eodcmeeHHoe nodpasdeneHue, ecriu nosy-
YyeHHble OaHHbIe yKa3blealom Ha HeydoesiemeopeHHOCMb nompe6umerneli kKayecmeom nocmaesisieMol npPooykx-
yuu.

Mpumep 4 — NUH¢popmayus Moxem 6bImb HanpaesieHa Ha y4acmoK ynakoeku npodykyuu, ecsu Heydoe-
JlemeopeHHOCMb cesi3aHa ¢ npobsieMaMu yrnaKoeKu.

Mpumep 5 — UHghopmayus Moxem 6bImb HanpaeJsieHa 8 NM/1aHo80-NPou3e00CcmeeHHbIl omader, ecyiu rnosy-
YeHHble OaHHbIe yKa3bigarom Ha Heyd00e8/1emeopPeHHOCMb CPOKaMU MoCcmasKu.

lMpumep 6 — NUHpopmayuss moxxem 6bImb HanpaeseHa 8 omaden c6bima u dpyaue coomeemcmeyroujue
nodpasdesnieHus, ecnu nosy4YeHHble GaHHble ceudemesibcmeayrom o HeydoesiemeopeHHocmu pabomoli unu om-
HoweHueM compyOHUKO8 Op2aHu3ayuu, Haxo0ssuWuxcsi 8 HerocpedcmeeHHOM UJlU KOCBeHHOM KOHmMakme ¢ ro-
mpe6umensiMu, Ymo yka3bleaem Ha He06xo0uUMOCmb yJly4uleHus Kaiecmea Mnod20moeKu repcoHarna.

lMpumep 7 — UHopmayust Moxxem 6bimb HanpaesieHa 8 omaes1 UHhopMayUOHHbLIX MexHoJs1o2uli, ecnu no-
mpe6bumenu ebipaxatom Hedogosibcmeo npedcmassieHHol UHgopmayuell, HanpuMmep, NpPu mopzaoeJse 4Yyepes
NumepHem.

lMpumep 8 — UHhopmayusi Moxem 6bimb HanpaesieHa 8 omades1 mexHuU4Yeckol noddepXxku nokynamedsel
npodyKyuu, ecsiu nosy4YyeHHble 0aHHbIe yKa3biearom Ha HeydoesiemeopeHHOCMb orepamueHOCMbIO UJlUu Kavyec-
meom peazupoegaHusi Ha o6paujeHust nompebumened.

Mpumep 9 — UHpopmayus moxem 6bimb HanpaesieHa e cnyx6y ezaumodelicmeusi ¢ nompebumensamu,
ec/iu nosly4eHHble OaHHbIe mpebyrom omeema Ha He2amueHYio peakKyuro nompebumerned.

Mpumep 10 — UHghopmayust Moxem 6bimb HanpaesieHa ebicuieMy pykogodcmey, ecslu yeHa u 80CMpuHU-
Maemasi nompebumernsiMu UeHHOCMb s18/151I0MCsi cepbe3Hol npobnemod.

Mpumep 11 — UHpopmayuss Moxxem 6bImb HanpaesieHa ebicuieMy pykoeodcmey, ecriu nosy4eHHble 0aH-
Hble yKa3blealom Ha nomeHyuasibHbie 03MOXHOCMU ebix00a Ha Hoeble PbIHKU U/u adanmayuu cyujecmeyo-
wieli npodyKyuu K Hoeol KiueHmMckol 6ase.

Mpumep 12 — UHpopmayusi Moxxem 6bimb HanpaeJsieHa 1uyam, 0meemcimeeHHbIM 3a MjlaHuUposaHue unu
u3mepeHue ydoesiemeopeHHocmu nompebumeneu, eciiu Heob6xodumo y6edumabcsi 8 noseaHocmu u docmoeep-
Hocmu nosly4eHHoU UHhopMayuu u 8HeCMuU U3MeHeHUs1 8 coomeemcmeayrujue NPoyecchl.

B BbiLenprBeaeHHbIX NprMepax MHOpMaLMsi, Hanpaensiemasi B COOTBETCTBYOLLME (DYHKLMOHATbHbIE Noapas3ae-
NEHUs, MOXET CTUMYNMPOBATL OPraHN3aLMIo K MPUHSTUIO MEP MO YNYYLLEHWIO U NPUBECTU K NOBLILUEHWIO CTEMEHMN YA0B-
NEeTBOPEHHOCTU NoTpebutenei.
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OpraHusauus Takke AOIMKHA M3y4nTb BO3MOXHOCTb 06MeHa ¢ noTpebuTensmu cCOOTBETCTBYHOLLEN UHOpMaLmen
06 yaoBneTBOPEHHOCTM noTpebutenen n NpMHUMaemblx Mepax no yny4yweHnio. 3To MOXeT NoATBEPAUTL CNOCOBHOCTL
opraHusauumn pearnpoBatb Ha npobnembl NoTpebutenemn n CTUMynNMpoBaThb yyacTne notpebutenen B AaneHenwem name-
PEHUN X YOOBNETBOPEHHOCTU.

E.3 Ucnonb3oBaHue MHhopMauum 06 yaOBNEeTBOPEHHOCTU NoTpebutenen

PekomeHayeTcs 06patutbes K KOHLENTyaneHOM Modenu yAoBNeTBOPeHHOCTN NoTpebuTtenen (cM. pasgen 4 v npu-
noxenwue A), 4Tobbl ybeanTbCcsa B NOTHOMAacITabHOM U pe3ynbTaTUBHOM MCMONb30BaHNM MOMYYEHHON HdopMaLumm.

WHdopmaumns 06 yaoBneTBOPEHHOCTM NOTpebutenen MoxeT ykasbliBaTb Ha Npobenbl B MOHUMaHUN OXUAaHWi no-
Tpebutenen. B aTom cnyyae opraHusauus 4omkHa NnpuHUMaTh Mepbl, obecneynBaroLLme NpaBuiibHOe MOHMMaHNe oxuaa-
HWUIA NoTpebuTenen 1 peanUCTUYHOCTb TaKNX OXXUOAHWUNA.

AHanornyHbeiM 06pasom nHpopmMaums 06 yaoBrneTBOPeHHOCTH NoTpebuTenen MoxeT ykasbiBaTb Ha Npoberbl B BOC-
NPUATUN NOTPEBUTENAMU NONHOTLI YAOBNETBOPEHUS UX oxuaaHuin. OpraHm3daums JoMmKHa CTPEMUTLCH K MOHMMaHUIO Npu-
YYMH Takux Npo6enoB W MpPUHMMaTb Mepbl MO UX YCTPaHeHMo. OTO MOXeT OblTb CBA3aHO C yMNy4lleHUWeM BOCMPUSTUSA
noTpebuTensMmn nocrtasnsieMoln NpoayKkLmmn 3a c4eT MHPOPMUPOBaHUS NoTpebuTenel o CBOWCTBaX 1 BO3MOXHOCTSIX MNOo-
CTaBnsaeMo NpoAyKLUMmn, HanpMmep MyTeM CONOCTaBMeHNs C OTPAceBbIMU AaHHBIMU UNW NPOAYKLMEN KOHKYPeHToB. Ta-
KOW aHanu3 un Takve A4eicTBus ABNSAIOTCA 3NeMeHTaMn ynpasBneHns B3aMMOOTHOLLEHNAMU C MOTpebutensamu.

Mpunoxexne OA
(cnpaBo4Hoe)

CBefieHUs 0 COOTBETCTBUM CCbINTIOYHOIO MeXAYyHapoAHOro ctaHgapTa
CCbIJIOYHOMY HaLMoHanbLHOMy cTaHgapTy Poccuitickon deaepauum

Ta6bnuua OA.1

O603Ha4YeHne CCbINTOYHOro CTeneHb O603HavYeHne n HanMeHOBaHWE COOTBETCTBYHOLLETNO HaLMOHaNbHOro
MeXayHapoaHoro ctaHgapTa COOTBETCTBUSA ctangapTa Poccuiickoin denepaumnn
MCO 9000:2005 IDT [OCT P NCO 9000—2008 «Cuctembl MeHemKMeHTa KadecTBa.
OCHOBHbIE MONOXEHNsS N CNoBapb»

MpunmeyaHune—B HacTosAwen Tabnyue UCNonb3oBaHO crieaytollee ycrnosHoe o603HayeHme CTeneHn cooT-
BETCTBUS CTAaHOAPTOB:
- IDT — ngeHTu4Hble cTaHaapThl.
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[1] 1SO 9001:2008
[2] 1SO 9004:2009
[3] 1SO 10001:2007
[4] 1SO 10002:2004

[5] ISO 10003:2007

Bubnwuorpacus

Quality management systems — Requirements

Managing for the sustained success of an organization — A quality management approach
Quality management — Customer satisfaction — Guidelines for codes of conduct for
organizations

Quality management — Customer satisfaction — Guidelines for complaints handling in
organizations

Quality management — Customer satisfaction — Guidelines for dispute resolution external to
organizations

[6] ISO/TR 10017:2003 Guidance on statistical techniques for ISO 9001:2000
[7] ISO/TR 13425:2006 Guidelines for the selection of statistical methods in standardization and specification
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