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HAUWOHANbHBIMN CTAHOAPT POCCUWMCKOW OSGEALEPALUNUMN

Ycnyrn HaceneHuio

HOMEHKNATYPA MOKA3ATE/IEA KAUECTBA YCNYT

Services to the public. Nomenclature of quality indices services

fata BBegeHna — 2016 — 01 — 01

1 O6nacTb NpUMMEHeHNA

Hactosiwumii cTaHaapT ycTaHaBNvMBaeT HOMEHKNATYpy nokasartesieil kauecTa ycnyr u nopsgok Bobibopa
HOMeEHKNaTypbl, Knaccudukaumio 1 NpUMeHSeMOoCTb MeTOA0B KOHTPO/A W OLEHKM nokasaTenei kayectsa
ycnyr.

MonoxeHns HacToALLEro cTaHjapTa pacnpocTpaHAlTCsa Ha yCyrv, npegocTaBiseMble pUuaNnYeckuMm
nnuaMy pasnnyHbIX OpraHn3aunoHHO-NpaBoBbIX hopMm, a Takke UHANBUAYANbHBIMU NpeanpyHUMaTENsaMN.

CTtaHaapT MOXeT 6bITb MCNOMb30BaH A1 OLEHKN CUCTEM MeHe[KMeHTa KayecTBa B OpraHu3sauusx,
npeAocTaBNALWMX YCYrn HaceneHnto, npy paspaboTke cTaHAapTOB Y TEXHUYECKUX AOKYMEHTOB Ha ycnyru,
a Takke npu NoATBEPXAEHUWN COOTBETCTBMS B cepe ycnyr v nposBefeHun A0OpOBO/bLHON cepTudmkalmn
CUCTEM MeHeMKMeHTa KayecTsa yCnyr.

2 HopmaTuBHbIe CCblKK

B HacToALleM cTaHAapTe UCMO/b30BaHbl HOPMATUBHbBIE CCbIJIKW Ha Creayloline AOKYMEHThI:

FOCT ISO 9000 Cuctembl MeHemKMeHTa KayecTBa. OCHOBHbIE MOMOXEHNUS 1 C/loBapb

FOCT ISO 9001" Cuctembl MeHeMKMeHTa kavecTBa. TpeboBaHus

FOCT P 50646 Ycnyru HaceneHuto. TepMuHbl 1 onpegeneHuns

FOCT P 50691 Ycnyru HaceneHuto. Mofesnb cucteMbl o6ecrneyvyeHns kauyectsa ycnyr

OK 029 (KOEC Pep. 2) O6uwepoccuiickuii knaccudmkatop BUAOB 3KOHOMUYECKON [AeATeNbHOCTU
(OKB3A2)

OK 034 (KMEC 2008) O6uepoccuiickuii knaccugmkaTop npoaykuMuM no BuAaM 3KOHOMUYECKOW
pesatenbHocTn (OKMA2)

MpumeyaHue — Mpy NOML30BAHUN HACTOSILLMM CTAHAAPTOM LLE/1eCO06PA3HO NPOBEPUTL AEWCTBUE CCbIIOUHBIX
CTaHAapTOB M KNACCU(MKATOPOB B MH(IOPMALIMOHHOI cucTeMe 06LLero nofb3oBaHns — Ha ouumansHoM caiite depe-
pasibHOro areHTCTBa Mo TEXHUYECKOMY PEry/iMpoBaHuio N METPOIOTUN B CETU IHTEPHET U/ MO eXErogHoOMy nHgopmaym-
OHHOMY yKa3aTeso «HalunoHabHble cTaHAapPTbI», KOTOPbI 0Ny6GANKOBAH NO COCTOSHMIO HA 1 AHBApS TeKyLLero roga, 1 no
BbIMyCKaM eXeMeCcs4HOro MHGOPMAaLMOHHOTO ykasaTens «HauuoHanbHble CTaHAapThi» 3a Tekywuit rog. Ecnu 3ameHeH
CCbINIOYHbI JOKYMEHT, Ha KOTOPbIN flaHa HeJaTMpoBaHHasA CCblfKa, TO PEKOMEeHAYeTCsl UCNOoNb30BaTh AelCTBYIOLLYI0 Bep-
CUI0 9TOTO JOKYMEHTA C YUETOM BCEX BHECEHHbIX B JaHHYI0 BEPCUI0 M3MEHEHWIA. EC/IM 3aMEHEH CCbI/IOUHbII JOKYMEHT, Ha
KOTOPbIA faHa AaTMpOBaHHas CCblfika, TO PeKOMeHAYeTCsi UCMOMb30BaTb BEPCUI0 3TOTO JOKYMEHTA C YKasaHHbIM Bbllle
rof4OM yTBEPXAEHMUS (MPUHATUS). ECIM nocnie YTBEPXAEHNS HACTOSALLEro CTaHAapTa B CCbI/IOYHbIN AOKYMEHT, HA KOTOPbIA
[laHa faTupoBaHHas CCblfka, BHECEHO M3MEHeHMe, 3aTparuBaloliee NosoXeHne, Ha KOTOpoe faHa CCblika, TO 3To no-
JIOKEHWE PEKOMEHAYETCS MPUMEHSATL 6€3 yyeTa JaHHOTO N3MEHEHUs. EC/IM CCbITOUHbINA LOKYMEHT OTMEHEH 6e3 3aMeHbl,
TO NONOXEeHWe, B KOTOPOM flaHa CChiska Ha Hero, peKoMeHayeTCsi TPUMeHsAThL B YacTu, He 3aTparuBatoLeii aTy cCblky.

1» fleiictByeT FOCT P NCO 9001—2015.

M3paHve oduynansHoe



FOCT P 52113—2014

3 TepMuUHbI 1 onpepeneHns

B HacTofwem cTtaHgapTe npuMeHeHbl TepMuHbl no FOCT P 50646, TOCT ISO 9000. TOCT P 50691.

4 OCHOBHblE MOJIOXEHUA

4.1 HomeHknaTypa nokasaTeneli kKayecTBa yC/nyr — nepevyeHb KayeCTBEHHbIX W/WMAN KONNYEeCTBEHHbIX
XapakTepucTuK rnokasartenei (CBONCTB) ycnyr, obecneymBalonx nx CNOCO6HOCTb Y0BNETBOPATL YCTAHOB-
NeHHble UK npegnonaraemMble NOTPE6HOCTV NOTPeOUTENA N BO3MOXHOCTb OLIEHKWN YPOBHSA KayecTsa yCnyr.

4.2 K KONn4ecTBEHHbIM XapakTepucTUKam nokasartesnei ycnyr OTHOCAT NPOAO/MKUTENBHOCTb UCMOMNHE-
HUS ycnyru, nokasateny 6e30nacHOCTM ANA XU3HU U 300POBbA NOTPebuTens.

4.3 KauyeCTBeHHbIMU XapakTepucTukamu nokasateneli ycnyr sBnsoTcsa npogeccuoHanbHas noaroTos-
Ka 1 KBanuukauma nepcoHana, CaHMTapHO-TMIMEHNYECKME N 3PrOHOMUYECKME YCIOBUA OOCNYXMBaAHUA NO-
Tpebutenei, BHUMaTeIbHOCTb U NpeAynpeanTe/IbHOCTb B OTHOLLEHUSX C MOTPebuTensamu.

4.4 HomeHknatypa nokasatesieil Kauectsa yCcyr, OTpaxatoLmMx COCTaB 1 CTPYKTYPYy XapakTepusyemblx
CBOICTB, NpuBeAeHa B NnpunoxeHun A. Tabnmua A.1.

5 Bbi60p HOMEHKNATYpbl NokalaTesnei kayecTsa ycnyr

5.1 [ns Bbibopa HOMeHKNaTypbl NokasaTeneli kayecTBa ycnyr He06XoAuMo onpeaennTh:

- rpynny (BUA) OfHOPOAHBIX YCAYT:

- HanMeHoBaHue (CoaepxaHue) ycnyru,

- LieNb NPUMEHEHUS HOMEHKNATYPbI NokasaTeneii kayecTsa ycnyr;

- MeToA BblI6Opa HOMEHKNATYpPbI NoKasaTtenei kavyecTsa;

- UCXOAHYI0 HOMEHKNAaTypy nokasaTeneli kauecTsa,;

- UCXOAHYI0 HOMEHKNaTypy nokasaTeneli kauecTBa no AaHHOW rpynne.

5.2 Tpynny (BuA) 0AHOPOAHbIX YCAyr BblibnpatoT B cooTBeTcTBUMN ¢ OK 034 1 OK 029 c yueToM HasHaue-
HUA 1 LensamMm NpUMeHeHs.

5.3 BO3MOXHble Lenu NpuMeHeHUs HOMeHKNaTypbl nokasaTtenei kayectsa NpvBeAeHbl B Mpuioxe-
HUK B.

5.4 VcxofHylo HOMeEHKNaTypy nokasarteneil kayectsa BblGupatoT no Tabnuuye B.1 (cMm. npunoxenune B)
C yyeTom TpeboBaHuii 4.3.

5.5 McxofHyto HOMeHKNaTypy no kaxaol rpynne nokasartefieil kauecTsa yc/yr ycTaHaBvMBalT B CTaH-
JapTax nvnu meTtoankax Bblbopa HOMEHKNaTypbl nokasaTeneli kavyecTBa, WM MeTOAMKax OLEHKA YPOBHSA
kavecTBa.

5.6 BblGbpaHHasi COBOKYMHOCTb Mokas3aTeneil kauyecTBa AaHHON rpynnbl (Buga) OAHOPOAHOW YCIyru
[O/MKHa oTpaxaTb cneundrKy JaHHOW rpynnbl (BuAa) OA4HOPOAHbIX YCNYT Y NO3BOMATD;

- (hopMynMpoBaTh 1 OLLeHNBaTh CTeMNeHb peanusaunm NnoNuTuk1 B 061acTv KauecTBa NpeanpuaTus, oka-
3bIBAIOLLETO YCYIN:

- BHEAPSATb M NPUMEHSTbL CUCTEMY obecneyveHnss kavecTa ycnyr B cootBeTcTBumn ¢ FOCT P 50691;

- OCYLL,ECTBNATL OLEHKY COOTBETCTBUSA YCyru.

5.7 Moka3aTenu kayecTsa yCTaHaBMBAIOT Ha ONpefeeHHbIX aTanax XU3HEeHHOro LMKIa yciyru.

5.7.1 3Tanbl XNU3HEHHOrO LMKNa yCyrn ycTaHaBNMBalOT B CTaHAapTax Ha KOHKPETHYI0 YC/yry Ha OCHO-
BE aHasm3a npouecca ee npefocTaBneHus.

[na Hanbonee CNOXHbIX MaTepuasibHbIX YCNYr NepeyeHb N CoAepXaHne aTanos ycTaHaB/IMBaOT B CO-
oteetcTBun ¢ NOCT ISO 9001.

[na ocTanbHbIX BUAOB YCNYr MOTYT UCNONb30BaThLCA CeAytoLive aTanbl XXU3HEHHOTO LuKna ycnyru:

- npegocTasneHne nHdopmauum 06 ycnyrax, npegnaraembix NOTpeduTento:

- NPUHATME 3akasa Ha ycnyry, 3ak/t4yeHmne forosBopa okasaHus yenyr;

- UCMONHEHNe 3akasa Ha ycnyry;

- KOHTPO/Ib KaYeCcTBa TEXHO/IOrMYECKOro npoLecca UCMOMIHEHUS YCYTN U UCNOSTHEHNA 3aKas3a;

* OLleHKa pesynbTarta ycayr v Bblgaya 3akasa Ha ycnyry notpebutentio.

5.7.2 Ona Kaxporo atana XW3HEHHOro Uuukna yCnyru npegnoytTuTenibHbIMW SBASIOTCA nokasaTenu
ycnyru:

- UCNOMb3yeMble Ha NPeanpuATUSX U B OpraHu3aumsax aHHoli rpynnbl O4HOPOAHbIX YCYT, OLeHKa KOTo-
pbIX MOXET ObITb CeNaHa Ha OCHOBE y4YeTa HENOCPEACTBEHHO Ha 3TUX NPeAnpUATUSX/OpraHn3aLmnsx:

2
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- paccunTbiBaeMble WWUnM n3MepsiemMble (ONpeaensiemMble) ¢ NPUMEHEHUEM MPOCTLIX METOAOB M3MEpe-
HUIA (KOHTPONA, aHann3a, OLUEHKN, MOHUTOPUHTA).

6 HomeHknaTypa nokasaTefieil kauyecTBa ycnyr

6.1 HacToAwuii cTaHfapT ycTaHaBnvMBaeT CeAyloLy0 HOMEHKNaTypy OCHOBHbIX TPynn nokasaTtener
KayecTBa Mo XxapakTepusyembiM VMU CBOWCTBAM yCnyr (CM. npunoxeHue A. Tabnuua A.1);

- nokKasartenu HasHauyeHus;

- nokasartenn 6e30nacHocTU.

- nokKasartenu HafeXxHoCTH;

- nokasartenu npogeccroHanbHOro ypoBHA nepcoHana.

6.2 lMpu oueHKe YPOBHA kadvecTBa YC/yr HE06X0AVMO yuuTbiBaTb Takke 3KOHOMUYeCKne nokasaresnu,
XapakTepusyllLe CTOMMOCTb YCyru, 3aTpaTthl Ha ee pa3paboTky 1 okasaHue (npefocTaBrieHne).

6.3 B 3aBMCMMOCTM OT cneLmnuyecknx 0cCobeHHOCTEeR yCnyr 1 YCNoBUiA UX OKa3aHUsi HeKoTopble rpyn-
Nbl NOKa3aTtesnei kayecTsa, NpMBedeHHbIe B 6.1, MOryT OTCYyTCTBOBATD.

6.4 MNokasaTenn HasHayeHus AaHHOW rpynnbl (BMAa) YCAyr xapakTepusylT Habop CBOMCTB ycnyru,
onpefensowuii Ka4ecTBO BbIMOMHEHUS PYHKLMWIA, 418 KOTOPbIX OHA NpeHa3HayYeHa.

3OTa rpynna nokasaTeneli nogpasfenserca Ha YyeTbipe noArpynnoi:

- nokasarenu NpUMeHeHus;

- nokasartesin COBMeCTUMOCTH:

- nokasaTtenu Kayectsa npeanpuaTmA:

- cneuncpryeckne nokasartenu.

6.4.1 TokasaTenn NPUMEHEHWNS XapakTepusyoT CBOCTBA yCyru, onpeaensioline 0CHOBHbIE YHKLUN,
NN BbINOMHEHUS KOTOPbIX OHa NpeAHasHavyeHa, 1 06ycnoBaMBaloT 061acTb ee pacnpoCTpaHeHus.

6.4.2 MNokasaTensimm, 06yCNOBAMBaAKOWMMY 061aCTb NPUMEHEHNS, MOTYT TakkKe CYXUTb nokasatenu
COBMECTVMOCTM NpoAyKummn (M3ennit) kak pesynbTaTa okasaHus MaTtepuasibHON ycnyru ¢ Apyrummn usgenvs-
MW UM NokKa3aTesim COBMECTUMOCTU npouecca okasaHns AaHHol YCnyru ¢ Apyrovi ycnyroin. B oCHOBHOM pas-
nuyatoT cnegyolme BuAbl COBMECTUMOCTHU YCAYr:

- (hyHKUMOHaNbHas COBMECTUMOCTb (OTCYTCTBUE NPENnATCTBUIA K UCMONHEHWIO APYTUX YCAYT);

- reomeTpuyeckas COBMECTUMOCTb (COBMECTUMOCTb pe3ynbTaTa faHHOW ycniyr ¢ ApYyrMMu COBMECTHO
MCNoNb3yembiMN U3[eNMAMM No rabapuTHbIM pasmepam, hopme U T. n.);

- buonornyeckas COBMeCTUMOCTb (COBMECTUMOCTb, Hanpumep, no BO3MOXHOCTW COBMECTHOrO npumMe-
HEeHUS PasfIMYHbIX MULLEBbIX NPOAYKTOB, KOCMETUYECKUX CPeACTB N0 OTCYTCTBUIO a/Iepruyecknx peakLuii
npv MeANLMHCKOM 06CNYXMBaHUW W/MNN B NpoLiecce NMUTaHWA):

- 9/1IEKTPOMArHuTHas COBMeCTUMOCTb (BO3MOXHOCTb COBMECTHOrO MPUMEHEHWNS pesynbTaTta YCayrum u
ApYrux n3genuii No oTCYTCTBUIO B3aUMHbIX 3/IEKTPOMArHUTHbIX NMOMEX):

- 3/1eKTpUYecKass COBMECTUMOCTb (Hanpumep, BO3MOXHOCTb MOAK/IOYEHNS pesynibTara yCcyrm K UcTou-
HUKY NUTAIOLLMX HANPSXKEHWUI UK CUTHAMOB C faHHbIMU 3HAUYEHNAMMW HaMpPsHKeHWs, ToKa, MOLLHOCTK):

- MPOYHOCTHAA COBMECTUMOCTb (COOTBETCTBME MPOYHOCTW pesynbTarta YCAyr NPOYHOCTU APYrux co-
BMECTHO paboTarLLnx u3genuii);

- nporpammMHasi COBMeCTUMOCTb (OnpeesniaeTca BO3MOXHOCTbIO MCMOJIb30BaHUA eAWHbIX nporpamm u/
WM A3bIKOB NPOrpPamMMypoBaHNs A1 COBMECTHO UCMOMb3yeMbIX pedynibTarta YCayrun u gpyrux n3genuii):

- TEXHo/I0rMyeckas COBMeCTUMOCTb (onpefenseTcs OTCYTCTBMEM NPUMEHEHUA B MpoLecce npefocTas-
NeHWsA ycnyrn unm B pesynbTaTe YCnyru TeXHONOrNiA, He COBMECTUMbIX C TEXHONOMMSAMU APYTUX COBMECTHO
MCMosb3yeMbix 06 bEKTOB);

- MeTposiornyeckas COBMeCTUMOCTb (onpefensieTcs B3avMHbIM COOTBETCTBMEM HOPM W AOMYCKOB Ha
napameTpbl COBMECTHO MCMNONb3YyEMbIX pe3ynbTara ycnyrv u Apyrux usgenuii, a Takke cootseTcTenem Tpeby-
eMbIX TOYHOCTEW N3MepeHnss napameTpoB M NOrpeLIHOCTel CpeACcTB U3MepeHui);

- MHhopMaLOHHas COBMECTUMOCTb (COOTBETCTBME 06bema, BUAa 1 hOpMbl NpefocTaBieHns nHgop-
Mauum TpeboBaHNsIM NOTPEBUTENS AN COBMECTHO UCMO/b3yEMbIX 06HEKTOB).

6.4.3 K nokasatensam kavecTtsa npegnpusaTua cdepbl yCryr, XapakTepusyoLwM ero 0CHOBHbIE BO3MOX-
HOCTV MO OKa3aHuto YCNyru, 0OTHOCAT, B YHACTHOCTU:

- MaTepvanbHO-TEXHUYECKYto 6a3y npeAnpuaTUs;

- CAHMTapHO-3NMAEMMNOIOTMYECKME U IPFOHOMUYECKME YCIO0BUA 06CNYXNBaHNS noTpebuTenei;

- 3TUKY O6LLEHNA N BO3MOXHOCTb MOyYEHUA [OMNOSHUTENBHBIX YCAYT;
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- MPOAO/MKNTENIBHOCTb OXUAAHUA UK 06CNYXMBaHWUA NOTpebuTenei, KoIM4ecTso notTpeduTeneir, 06-
CNyXWBaeMbIX B €4VHNLY BPEMEHW, a Takke Hanuuve B npaBuiax 06CnyxmBaHWA onpegesneHHbIX /IbroT 1
yCNnoBuiA Ansa notpebuTteneli NPUOPUTETHLIX KaTeropuii (geTu, noxwnble, BeTepaHbl, NOTPeObUTENN C orpaHu-
YeHHbIMN PU3NYECKMMU BOZMOXHOCTAMU U Ap.).

6.4.4 Cneundmnyeckne nokasarenm xapakrepusyoT CBOWCTBA KOHKPETHOW rpynnbl (BUAa) yCryr.

6.5 Mokasatenn 6e30MacHOCTM XapakTepusyroT 6e30MacHOCTb pesynbTara U npouecca okasaHus yciyr
[ONA XN3HW, 300POBbLSA, UMYLLECTBA NOTpebuTenell n okpyxarLein cpebl.

3OTa rpynna nokasartenei BKAYaeT TPy NOArpynnbl:

- nokasaTenu 6e30MacHOCTU A/18 XU3HU, 3[40POBbA U UMYLLECTBA NoTpebuTeners;

- nokasaTenu 6e30MacHOCTU 1A OKpYXalLeid cpeasl;

- nokasaTenu COXpaHHOCTU MHopMaLMn 1 uMyLLecTsa notpebuteneii.

6.5.1 lNokasaTenu 6e30NacHOCTW A1A XU3HU, 340POBbA U MMYyLLECTBa NOoTpebutenein oTpaxarT CoOOT-
BETCTBME pe3sy/bTarta 1 npoLecca okasaHus ycnyr TpeboBaHusM No BCEM BUAAM ONACHbIX Y BPELHbIX BO3Aei-
CTBUIA. OCHOBHbIMY ABNSIOTCA cnegyloLme nokasaTenm:

- 371eKTPo6e30nNacHoOCTb;

- noxapHasi 6e30NacHOCTb;

- B3pbIBO6E30MAaCHOCTb;

- pagnaumnoHHasn 6e30nacHoOCTb;

- 6e30nNacHOCTb OT BO3AENCTBUS XUMUYECKUX W 3arpAa3HAIOLLMX BELLECTB, B TOM Yuc/e NpefenbHo [0-
nyCcTUMble KOHLEHTPaLuy BeLeCcTB NN BXOAALMUX B HUX KOMMNOHEHTOB;

- 6e30MacHOCTb NpY 06CYXNBAHUM MaLLVH 1 060pyA0BaHUSA, B TOM YMCe NPY OLINOOYHBLIX AeNCTBUAX
o6CcnyxmBaroLLero nepcoHana 1 caMonpousBo/IbHOM HapyLleHUn PyHKLNOHNPOBaHUS;

- 6e30nacHOCTb 3a CYeT 3alMTHbIX CPEACTB U MeponpuaTWii obecneyeHns, B TOM 4ucre: YCTPOICTB
orpaxgeHus, orpaHnyeHnii xoga, 6/10KMPOBOK, KOHLEBbLIX BbIK/tOUaTeeli NOABWKHbIX 3/1EMEHTOB, KpenneHui
N hrKCcaToOpOB NOABWXHBIX YacTeil, ocHalleHnss pabounx MecT, opraHoB yrnpaBfieHns 1 NpubopoB KOHTPONS,
aBapuwinHOWM CMrHanM3aumn, CUrHanbHbIX LBETOB U 3HAKOB 6€30MNacHOCTU, yAaNeHUs, CHUXEHNA, nokanusauum
onacHbIX 1 BpeAHbIX NPOM3BOACTBEHHbIX (DAKTOPOB O MecTax 1x obpasoBaHus;

- 6e3onacHoOCTb OT BO3AENCTBUS akyCTMYECKMX (LLYMbl, YIbTPa3BYKOBbIe CUrHasbl), TEMNMNOBbLIX (MH(pa-
KpacHbIX). CBETOBbIX (B T. Y. 1a3€PHbIX) U3NTyUYEHWA;

- 6e30nNacHOCTb OT BO3eCTBMA TEXHONOTMYECKNX Cpea 1 Apyrnx oakTopos B NpOLLecce OKasaHus ycyr,;

- cneymdunyeckne Buabl 6€30nacHOCTV ANSA OTAENbHbIX YCyr.

6.5.2 lMoka3aTenu 6e30MacHOCTU ANA OKpyxXaiLeli cpepbl (3konornyeckoin 6esonacHoCTy) oTpaxaroT
CTeneHb 3aluTbl OKPYXaloLed NpupoAHOI cpefbl OT BPpeAHOro (OnacHoro) BO3AercTBus pesynbTata u/nnm
npouecca okasaHusa yciyru. T nokasaTenn yunmTbiBaloT BO3AelCTBME Ha dhiopy, hayHy, BO3AYLIHbIA 1 BO-
[OHbI 6acceliHbl, NOYBY, Heagpa, MOHOCepy 1 T. N. NPM NPOU3BOACTBE, XPaHEHWUW, TPAHCNOPTMPOBAHNUW, 3KC-
nayataummn (NPUMeHeHnn) 1 yTuansaunm pesynbtara ycayrn n npouecca okasaHus ycnyru.

Mokasatenu 3Kkonornyeckoii 6e30MacHOCTM BK/OYAIOT:

-AonycTumble (N0 YPOBHIO ¥ BPEMEHU) XUMUYECKMNE, MEXaHU4eckue, pagnauroHHble, 3N1eKTPOMarHnT-
Hble. TepMuyeckme, 6ronornyeckme Bo3AenCTBNA Ha OKPYXatoLLyto cpeay;

- YCTONYMBOCTb (BPEMS BPEAHOIO WM ONACHOro BO3AENCTBUSA) 3arpA3HAIOLLNX, SA0BUTbIX, ONACHbLIX Be-
LLecTB. MonagatoLLmx B OKPYXaloLLyto cpefy Ha aTanax XW3HEeHHOro Lukna pesynbtara ycnyru (Bknoyas ytu-
nM3auuio) uav B npouecce ee okasaHusa (BkIOYas 3aXOpOHEHWe 0TXOA0B);

- cneymdnyeckne nokasarenu gnsa oTAesnbHbIX rpynn (BUAOB) YCyr.

6.5.3 loka3aTenu coxpaHHOCTM UMyLLecTBa moTpeéuteneid n/unm coxpaHHoCTU (KOHUAEHLMaNbHO-
CTW) MHOPMaLMM OTPaXKaloT CTeNeHb COOTBETCTBYIOLLEN 3aLuWThl B NPOLECCe OKa3aHns YCryr.

Moka3aTenn COXPaHHOCTY MMYLLECTBa NOTPeGuTenein MoryT BbipaxaTbCsi Yepes rapaHTuy (KomneHca-
umio ywep6a) unm onpegenaTbca yC10BUSMMN CTPaxXoBaHUS.

Mokasatenu coxpaHHOCTU MHpopMaLun ycTaHaBAVBaKOT A1 BULOB YCYr, CBA3AHHbLIX C 06palleHnem
CO BCEMU BUSaMW NHTENEKTyasIbHON COGCTBEHHOCTH NOTPe6UTeNs ycnyru. FapaHTum 6e30nacHoCTU OTHOCAT
Kak K matepuasibHOMy, Tak N K MOpanbHOMY yliepby notpebutens. Mokasarenn coxpaHHOCTU KOHUAEHLN-
anbHOCTU MHOPMaLUM MOryT NOATBEPXAATLCA rapaHTUAMK OTCYTCTBUS HECaHKLMOHMPOBAHHOMO AocTyna
UM OTCYTCTBUSI UCKaXKEHWA UHCDOPMALMK B KOMMNbIOTEPHbIX CUCTEMAX «BUPYCaMU».

6.6 Moka3aTenn HafeXHOCTN XapakTepusyloT CBOCTBa HAAEXHOCTN U CTOMKOCTU K BHELUHUM BO3Ael-
CTBUAM pe3ynbTaTta YCnyru, noMexosalueHHOCT! pesy/bTata U npoLlecca okasaHus ycnyru, HafexHocTu
npefocTaBneHust ycnyrn notpebutento. Ty rpynny nokasatesieil noapasfensioT Ha YeTbipe NoArpynbl;

- HaAeXHOCTb pe3ynbTara ycnyru;
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- CTOWKOCTb pe3y/fibTaTa oKasaHus YCyr K BHELUHUM BO3AEWCTBUSIM:

- MOMeXx03aLLMLLEeHHOCTb!

- HafeXHOCTb NMpefoCcTaB/eHNs YCNyru.

6.6.1 lNokasaTenn HaAeXHOCTW pesynbTaTa YCAyry OTpaxalT BbINOSIHEHWE (COXpPaHEHWE) UM CBOUX
yHKUMIA. 3TN NoKasaTenn MOryT BblpaXaTbCsA B BUAE KOIMYECTBEHHbIX 3HAYEHWI KOMMNIEKCHbIX NokasaTenei
HafeXHOCTU NPOAYKUMN WWIN efUHNYHBIX NoKa3aTeneli ee 6e30Tka3HOCTU, AO/ITOBEYHOCTN, PEMOHTONPUIOL-
HOCTW ¥ COXpaHAEMOCTMU.

6.6.2 lMokasaTenn CTOWKOCTM pe3ynbTaTta YC/yrn K BHELWHUM BO3AeiCcTBMAM OTpaxatoT obecnevyeHune
(coxpaHeHne) paboTocnoco6HOCTM NpU BO3AEWCTBMM W/MNKM Nocne BO3AENCTBMA CONPSAraeMbiXx 06BHEKTOB 1
NPUPOAHOIA cpefibl, B TOM YuChe:

- MexaHN4ecknx BO3LeiCTBUIA (BUOPALMOHHbIX, yAapHbIX, CKPYUYMBAIOLWMX, BETPOBbLIX U T. M.);

- KIMMaTUYeCKNX BO3aeicTBuiA (konebaHuini Temnepartypbl, BNaXXKHOCTU U aTMOCEPHOro AaB/ieHns, CoJl-
HeyHoli paguauun, aTMoctepHbIX 0CaAKOB, CONAAHOTO TyMaHa, Nblv, BoAbl U T. N.);

- cneumanbHbIX BO3AEACTBUIA (B1oNornyecknx, pagnaumoHHbIX, XMMUYeCcK1X, B TOM YMC/e arpecCrBHbIX
rasos, MOKOLNX CPeACTB, TON/IMB, Macen U T. N.. 3/IeKTPOMarHUTHbIX Nosnel, CpeacTs gesakTusauuu, gerasa-
LUmn. AesvHgeKLMN 1 T.0.).

6.6.3 lMokasaTennm NoMexo3alUWLLEeHHOCTM OTpaxatoT cTeneHb obecneveHns (CoxpaHeHns) CBOMX (PYHK-
uuin (CBOICTB) NPy BO34ENCTBUMN NOMEX U CTEMEHb BO3AENCTBMSA Ha OKpPYXaloLlylo cpefy NOMeX OT 3NeKTpo-
MarHuTHbIX M MOHU3UPYIOLLMX U3MTyYEeHWIl B pe3ynbTaTte YCAyru Wan B NpoLecce ee okasaHus.

6.6.4 lNokasaTenn HaAeXHOCTV NpefoCcTaBNeHNs yCyrn NOTPe6uTesnto 0TpaxatT CBOEBPEMEHHOCTb 1
TOYHOCTb BbIMO/IHEHMSA 3akasa Ha yc/nyry rno TakuMm napameTpam, Kak CPoKu, 06beMbl, HOMEHknatypa u no-
3ULMM [OroBOpa OKasaHus yCyr.

6.7 Mokasatenu npoeccroHanbHOro YypPoBHA NepcoHana (MCMOMHUTENs ycayr) BKAYaloT TpU nog-
rpynnbi:

- YPOBEHb NpodheccroHasibHOl NOATrOTOBKM M KBaNNUKaLum:

- CNOCOBHOCTb K PYKOBOACTBY (47189 PYKOBOAUTENEN opraHnsaumii u npeanpuaTuii, MeHemxepoB 1 ap.),

- 3HaHue n cobnogeHve NpoeccroHanbHOM 3TUKN NOBEAEHNS.

6.7.1 MokasaTenn ypoBHSA NpodheccroHasibHOl NOAroTOBKM U KBaindukaumm nepcoHana (paboTHuka)
BK/IIOYAIOT OLLEHKY CNeayoLwmnx napameTpos:

- YpOBEHb (PENTUHI) y4ebHOro 3aBeAeHuns;

- 06Wwan v npoduanpylowas noAroToBka nepcoHana: noarotoBka B o6beme Bbiclwero (bakanaspuar,
cneuvanvTeT) uu cpegHero npod)eccroHanbHOro 06pasoBaHna Uav npodeccrMoHanbHasa nepenoaroToBka B
COOTBETCTBUM C Npodhunem fesTenbHOCTH:

- YPOBEHb 3HaHW, YMeHWA, NpogheccMoHabHbIX HAaBbIKOB M ONbiTa paboThbl NepcoHana,;

- 3HaHue u cobnogeHne TpeboBaHWii PyKOBOAALLMX AOKYMEHTOB, KacatoLnxca npoteccroHanbHol ae-
ATeNbHOCTK (B T. Y. NO CO6MOAEHUNIO TPE6OBAHWNIA: CAHUTaPUN, JIMYHON TUTUEHbI U TUTeHbl paboyero mMecTa,;
noXapHoW 1 Apyrux Buaos 6e30nNacHOCTY, NPaBWU OXpaHbl TPyAa: HOPMATUBHBIX [JOKYMEHTOB Ha YCryru).

6.7.2 MNokasaTenn cnoco6HOCTU K PYKOBOACTBY BK/IOYAIOT OLEHKY CneAyoLmMx napameTpos:

- 3HaHue 1 cobnoaeHve TPYA0BOro 3akoHoAaTeNIbCTBa, 0TPACNEBbIX PYKOBOAALLMX [LOKYMEHTOB, Kacato-
Lmxca NnpodpeccroHanbHo AenaTenbHOCTY;

- yMEHMue opraHm3oBaTb paboTy nepcoHana, obecneunTb 3WPEKTUBHBIN KOHTPO/b 3a COBN0AEHNEM UM
CBOMX 06A3aHHOCTEN 1 KOHTPO/b 3a peanu3aumeii npas;

- 3HaHWe 1 cobnaeHne 3aKoHoAaTeNbCTBa Y PYKOBOAALLMX LOKYMEHTOB B 9KOHOMUYECKOW, (DUHAHCO-
BOW 1 Byxrantepckoii ccpepax;

- ymeHue obecneunTb Ao6poxenaTesibHyl aTmocdepy Ha npeanpusiTun; CBOEBPEMEHHOE U Kade-
CTBEHHOE 06CNyXMnBaHne notpebuteneii (KNMEHTOB) NPUOPUTETHLIX KaTeropuii; NpaBuIbHOE NCNO/b30BaHNe
CpeAcTB NPOTVMBOMNOXAaPHOW M APYrMX BUAOB 3alUTbl U CUTHANU3aLMK; YeTKyo aBakyaLuo notpebuteneli nam
okaszaHue 1M nepeoi foBpayYebHON MefULMHCKOV MOMOLLM B KCTPeMasibHbIX CUTyauusXx.

6.7.3 lMokasaTenn 3HaHusi 1 cobnoaeHNs NPOhecCMOHaIbHOW 3TUKN NOBEAEHNSA OTPaXatoT:

- MHAMBUAYaNbHblE KAYeCTBa, K KOTOPbIM OTHOCAT 3TUYHOCTb, OOPOXeNaTeNbHOCTb, BEX/IMBOCTb, KOH-
TaKTHOCTb. KOMMYHUKa6enbHOCTb 1 T. N,, & Takke BHELUHWe AaHHble NepcoHana;

- BH/MAaTeIbHOCTb 1 NpeaynpeAnTeNibHOCTb B OTHOLIEHUAX C NOTPebUTenaMn B npegenax CBouX AoX-
HOCTHbIX 06513aHHOCTE;

- yMeHune co3faTb atmocdepy rocTenpMUMCTBa, yMEeHNe NposBaAATb TepnexHne, BbiAepxXKy 1 obnagaHue
CMoCOGHOCTbI0 M3beraTb KOHGIUKTHBIX CUTYaLWiA.
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6.8 lMokasaTenun kayecTBa A1 KOHKPETHOW rpynnbl (BUAa) OAHOPOAHBIX YCAYTr ONpeaensioT B COOTBET-
CTBUM C NpunoxeHnem B. Tabnuua B.1.

6.9 COBOKYNHOCTb MokasaTesnieli KayecTBa yCcnyr, Bbi6paHHyl0 B COOTBETCTBUW C MOMIOXKEHUAMU pasfe-
na 5. BHOCAT B cnegyowmne fOKyMeHTbI:

- cTaHfapThl BMAa «HomeHknatypa nokasatesnei kayectBa» AN KOHKPETHOW rpynnbl (BUAa) OAHOPOA-
HbIX YCyT.

- CTaHAapTbl Ha ycnyru, npouecc 06¢cnyxusaHuns (npefoctasneHns yeayru), npeanpuaTus cgepbl yenyr;

- cTaHgapTbl Bua «TpeboBaHUa K 06cnyxunsarowemMy nepcoHasny» Ana pas/inyHbiX BUL0B YCYT;

- JOKYMEHTbI CUCTEMbl MEHEMKMEHTa KavyecTsa yCryr;

- Npasuna, MeETOANKN U pekoMeHAaLunn Nno oLeHKe U NOATBEPXKAEHWIO COOTBETCTBUSA YCAYr, NPOLLECCoB
obcnyxusaHua (npefocTasneHns ycnyr) u attectaumm nepcoHana.

7 Knaccugukayma MeToLOB KOHTPONA U OLEHKW nokasaTenei kauyecTBa ycnyr

7.1 MeTodpl KOHTPONA W OLEHKW MokasaTeneil kayecTBa ycnyr knaccuuumpyoT no cregylowmm
npu3Hakam:

- Lenv npumeHeHus;

- (hU3MKo-cTaTUCTUHECKNE NPU3HAKN U MpoLeaypbl;

- MeToAbl (hOPMMPOBAHNSA Pe3yNbTaToB.

7.2 Tlo uensm npMMeHeHUss MeToAbl KOHTPO/IA U OLLEHKN KayecTsa ycnyr noApasfensoT Ha Tpy rpynnbi:

- onpejeneHne COOTBETCTBMUA KayecTBa ycnyr Tpeb6oBaHNAM HOPMAaTWMBHONW JOKYMeHTauuu wwnum Tpe-
60BaHNAM noTpebuTens — npu YOPMMPOBaHNM CTAHAAPTOB Ha YCyrn (Mpouecc okasaHus ycnyru, npeanpu-
ATWe. NepcoHaUt), Npu oL eHkKe 1 NOATBEPXAEHUN COOTBETCTBUSA YCAYT 1 cepTUdUuKauum CUCTEM MeHeKMEHTa
kayecTsa yCnyr;

- ycTaHOBNEeHNe (pakTopoB (YC/0BMIA), CNOCOGCTBYIOLNX AOCTMXKEHUIO TPeOyeMoro YpoBHSA KayecTBa
yCAyr;

- PefiTMHIoBas OLeHKa BbINOHEHNA O4MHAKOBbIX YCAYT pa3MYHbIMU NPeAnpuATUAMN 1 OpraHu3auusamm
N UX paHXnpoBaHue.

7.3 Mo hM3NKO-CTATUCTUHECKUM NPU3HAKaM ¥ npoueaypam MeTofbl KOHTPOS W OLEeHKU nokasatenei
kayecTBa ycnyr nogpasfensioTt Ha NaTb rpynn:

- UHCTPYMEHTasIbHbIl — B BUAe pesynbTaTa NCMnob30BaHNs TEXHUYECKMX CPefCTB U NPOBeAeHNM COoT-
BETCTBYIOLLUX U3MEPEHUIA;

- OpraHosienTUYecknii — yepes peakLmio opraHoB YyBCTB aKcnepTa (OLeHLuKa), pesynbTaT OLeHKN Mo-
XeT HOCUTb KayeCTBEHHbI (abTepHaTMBHaA WU rpajaunoHHas OLEeHKa) WAW KOJIMYECTBEHHbIN XapakTep
(6annbHas):

- MOAENbHO-PACHeTHbIA — C UCMNONb30BaHMEM 3aBUCHMOCTM OLEHMBAEMOro fnokasartens Kkadectsa OT
nokasaTtenei, onpegensiemMbix Apyrumn metTogamu (4eTepMMHUPOBAHHLIN) AN MOAETMPOBaHNEM CllyHYaliHoro
npouecca hopMnpoBaHus nokasateneii kauecTsa (CTOXacTUHeCKuii);

- 3KCNEePTHbIi — Ha OCHOBE aHanun3a CyXAeHui (Ka4eCTBEHHbIX W KOIMYEeCTBEHHbIX OL,eHOK) cneymani-
CTOB M 3KCMEPTOB, BKOYASA aHaIM3 U3MepPeHUli nokasartenein 1 ycnoBuin okasaHus ycnyr;

- COLMOMIOTNYECKUNIA — NPOBEAEHNEM COLMONOTMYEeCcKNX 06CneoBaHuii, B T. Y. aHKETUPOBaHUS, Onpoca,
yyeT 3anuceil B KHUre OT3bIBOB U NPeSoXeHnin. MHTepHeT-0T3bIBOB, C NOC/EAYIOW MM aHaM30M NoayYeHHbIX
[JaHHbIX.

7.4 MeToapl hOPMMPOBAHNA pPE3yNbTATOB KOHTPOSA W OLEHKW MokasaTesieil kayecTBa nofpasfensior
Ha ABe rpynnbl:

a) onpegeneHune pasnuunii e4MHNYHBLIX Nokasarte el kayecTsa ANs:

1) LeTepPMUHMPOBAHHOW Pa3HOCTN 3HAYEHWIA UM MTHOBEHHOI pa3HOCTY;

2) pa3HOCTM CTATUCTUYECKNX XapaKTepUCTUK (MaTemMaTnyeckoe oxugaHve, gucnepcus);

3) pasHOCTM MPOrHO3HbIX 3HAYEHWI NokasaTens Ha onpefeNieHHbli MOMEHT BPeMEHU UAN pa3HoCTU
cKopocTeli n3MeHeHus (TpeHaa) MaTemMaTyeckoro OXuaaHua 3Toro nokasartens.

MpumMeuyaHune — STU METOAbI UCMOJbL3YIOT MPU BCEX CMOCOGaxX MOJyYeHUst 3HaYeHUil nokasaTenei kayecTsa,
KpOMe COLMONornyecknx o6cnejoBaHuii;

6) dhopMMpoBaHue 0606LLEHHbIX NOKa3aTeneli:
1) MeToq, KBaMMeTpUM — C WUCNO/Ib30BaHMEM B3BELLUEHHOr0 CYMMUPOBAHUS e4MHUYHbIX NokasaTe
neii n onpepeneHneM «BecoB» 3KCMEPTHbIM NyTeM:

6



FOCT P 52113—2014

2) MeTof, BbiGopa Onpesensiollero nokasaresns, COOTBETCTBME KOTOPOro YCTAHOB/IEHHbIM TPpe6oBa-
HUSIM SIBNSIETCS TNaBHbIM YC/IOBUEM MPU3HAHWUS YCYT KauyeCTBEHHOMW, HeGOosbLIMe OTKIOHEHUS 3HaueHuii
ApYyrux nokasaTenieii NPU3HAlOTCS HeCyLecTBEHHbIMW. OnpejensiowyM nokasatesnemMm pekoMeHAyeTcs npu-
HUMaTb nokasaTenb 6e30MacHOCTY;

3) MeToz BbiGopa B KauecTBe onpefensioLlero nokasartesb ¢ Hanbosbluell CKOPOCTLI0 N3MEHEHNSI.

MpumeyaHue — STU METOAbI MCMO/L3YIOT NPU BCEX CNOco6ax NoslydeHns 3HaYeHnii nokasartenei kayecTsa.

7.5 TIpMeHAeMOCTb METOAOB KOHTPO/IA U OLEHKN nokasaTesnieil kauecTea oTpaxeHa B npunoxeHun I.
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MpunoxeHne A
(cnpaBoyHoe)

HomeHknaTypa nokasaTesnieil kauecTsa ycnyr

Ta6nuua Al — HomeHknatypa nokasareseii kauecTsa ycnyr

OCHOBHbIE rpynMbl NoKasaTesieil kadecTsa ycnyr

lMokasarenu npumeHeHns

MokasaTennm COBMECTUMOCTH:
(hyHKLMOHANLHOW
reomMeTpuyeckoii
6uonornyeckoi
3NEKTPOMarHuUTHOM
3/1EeKTPNYUECKOIA
NPOYHOCTHOA
nporpaMMHoi
TeXHOIornyeckoi
MeTposiornyeckoi
NHDOPMaLMOHHO

Moka3aTenu kayecTsa nNpeanpuaTUA

Cneundmyeckme nokasarenu

MokasaTenn 6esonacHocTH ANA XU3HKU, 300-

pOBbS U MMyLLECTBA NOTpebuTenei

MokasaTtenn 6e3onacHoCTn Ansa 0pr>Ka|ou4el7|

cpeabl

lMokasarenn coxpaHHOCTU UMyLLecTBa U WH-

dopmauumn

XapakTepucTuki nokasareneii ycnyr

[Noka3aTenn HasHayeHus

MaTepuanbHo-TexHuueckas 6asa npeanpuATUs (opraHmsaum)
CaHWTapHO-3NMAEMNOIorM4yeckme N IproHoMmyeckme ycnoBus o6eny-
XVBaHUs noTpebutens

3TrKa 06LEeHNS N BO3MOXHOCTb NOMYyYEHUst 4OMONHUTENbHBIX YCNyT
MpofoMKNTENbHOCTb UCMOSTHEHUS YCNYTW, BKOYAA BPeMs OXU4aHUA
nnun Bpems o6cnyxusaHma notpedutens

Mokasarenu 6esonacHocTn

3nekTpo6e3onacHocTb

MoxapHasn 6e3onacHOCTb

B3pbiBO6E30NACHOCTD

PagmnaumnoHHas 6e3onacHoCTb

Be3onacHoCTb 0T BO3AEHCTBUA XUMUYECKNX U 3arPA3HAIOLLMX BELLECTB
Be3onacHocTb Npu 06CAyXnBaHMM MalH U 060pyaoBaHNsA
Be3onacHoCTb 3a cyeT 3alUTHbIX CPEACTB U MEPONPUATUI
Be3onacHocTb OT BO3AENCTBUSA akyCTUYECKUX, TEMNoBbIX, CBETOBbIX
n3nyyeHui

Be3onacHoCTb OT BO3/eCTBUSA TEXHOOTMYECKNX Cpes

BesonacHocTb pesynbTata OkasaHusi maTepuanbHON ycnyru npu o6-
paLieHnn ¢ HUM. HEeUMCNPaBHOCTMW U YyTUAM3aLnm

Cneuymndunyeckune Buabl 6e30MacHOCTV AN OTAENbHbIX YCIyr

Jonyctumble (N0 YPOBHIO W BPEMEHMN) XUMUYECKMNe, MexaHuyeckue.
pafuaunoHHble, 31eKTpoOMarHuTHble, TepMuyeckue, Guonoruyeckue
BO3/e/iICTBMA Ha OKpYyXaloLLyto cpeay

YCTONUMBOCTb 3arpA3HAIOLWMNX, SA40BUTbIX, ONACHbIX BELLECTB, nonaga-
IOLWKX B OKpYXatoLLyto cpegy

Cneuundnyeckme nokasatenn Ans oTaenbHbIX rpynn (BMA0B) ycnyr

COXpaHHOCTb UMyLLLecTBa B NPOLECcCce NpefoCTaBeHns ycnyru
COXpaHHOCTb MHOPMALMYN OT HECAHKLMOHUPOBAHHOIO AOCTYyNa
COXpaHHOCTb MHOPMALMU OT BO3AeCTBUS BUPYCOB
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OKoH4YaHve Tabnumubl A. 1
OCHOBHbIe Tpynnbl nokasaTenei kayectsa ycnyr XapakTepucTuku nokasatenei ycnyr
[okKa3aTenn HafexHocTn

MokasaTenn HafleXXHoCTn pesynbTaTtoB ycnyrn Be3oTkasHOCTb
JfonroeeyHocTb
CoxpaHaemMoCTb
PeMOHTONpPUrogHoCTb
KomnnekcHble nokasatenu

MokasaTenn cToiikocTu pesynbrata ycnyrn Kk CTONKOCTb K MeXaHM4eCKuM BO3AeNCTBUAM
BHELLUHUM BO3€eNCcTBUAM CTOWKOCTb K KMTMMaTUYECKMM BO3AENCTBUSIM
CTOWKOCTb K cneymanbHbIM Bugam BO3AeRCTBUIA

MokasaTenu NoMexo3alMieHHOCTY MoMexo3alynLeHHOCTb pesynbTara 0KasaHus yciyrm
Momexo3aluLLeHHOCTb NpoLiecca okasaHus yenyru

MokasaTtenn HafexHocTu npegocTasieHnss CBOEBPEMEHHOCTb W TOYHOCTb BbINO/HEHWA 3aka3a Mo Cpokam, 06b-
ycnyrn emaM. HoMeHknartype
CBOEBPEMEHHOCTb 1 TOYHOCTb BbINO/HEHWA 3aKa3a no No3nuuam fo-
ropopa (KOHTpakTa)

MokasaTenn NpoeccroHanbHOro YPOBHS nepcoHana

Moka3aTenn ypoBHA npodheccMoHanbHO  YpoBeHb (PeRTUHT) yyebHOro 3aBeAeHns

NoAroTOBKM U KBanudmkaLumum nepcoHana O6uwas n npodunnpyoLLas NnoAroToBka nepcoHana
YpoBeHb 3HaHWi, yMeHWiA, NpoheccnoHanbHbIX HaBbIKOB 1 OMbiTa pa-
60Tbl NepcoHana
3HaHue n cobnogeHne TpeboBaHnini PyKOBOAALLMX JOKYMEHTOB

MokasaTenn Ccnoco6HOCTU K pykoBoAaswei  3HayeHve u cobnojeHne TpyAoBOro 3akoHogaTelbcTea
fesATenbHOCTN YMeHune opranusosaTtb paboTy nepcoHana
3HaHWe u co6nAeHNe 3akoHoAaTeNbCTBA B COOTBETCTBYOLEl cde-
pe fesTenbHocTU
YMeHune obecneunTb fobpoxenarenbHylo aTmocdepy v npaBusbHble
[ecTBNA B 3KCTPeMasbHbIX CUTyaunsax

Moka3atenu 3HaHuA u cobnwgenHunsa npodec- MHanMBMAyanbHble kavyecTBa (CBOMCTBA)

CUOHAa/IbHON 3TUKW NoBeAeHNs BHUMaTeNbHOCTb W NpeaynpeAnTenbHOCTb NepcoHana B OTHOLWEHUAX
c notpebuTensmu
YMmeHune co3paBaTtb 6eCKOHIMKTHY0 aTtMocdepy
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MpunoxeHne b
(cnpaBoyHoe)

B0o3MOXHble Lenu npuMeHeHuns
HOMEHKaTypbl nokasatenen kavecrtsa ycnyr

B.1 YcTaHOoBneHWe HOMeHKNaTypbl Nokasartenei kavyecTBa (6e30nacHOCTM) ycnyr Ans BHECEHWA B CTaHAApTbl Ha
HOMEHKNATYypy nokasaTesieil kauecTBa AN KOHKPETHOW rpynnbl (BUAA) OAHOPOAHBIX YCAYT, a TaKxkKe B:

- cTaHfapThl Ha yCNyru, NpoLecChl OKasaHusa ycnyr, CepBMUCHbIE NPeAnpuUaTHAS, NePCoHan,

- LOKYMEHTbI CUCTEMbI MEHE)KMEHTA KayecTBa yCnyr.

- NpaBuna 1n pekoMeHaaLun no oLeHke COOTBETCTBUSA ycnyr (NpoLecca okasaHus ycniyru, CEPBUCHOroO NpeanpuaTus
M nepcoHana), CTaHAapThl, MHCTPYKUUW (METOAUKM) NO M3MepeHuio (KOHTPOJIO, OLEHKE) NapaMeTpoB 1 UX MeTposioruye-
CKOMY o6ecneyeHuio;

- NpaBuia MapKMpoBKK, YNaKoBKW, TPAHCMOPTUPOBAHNS U XpaHEHUS pe3ybTaToB OKasaHWUs ycniyru;

- NpaBuia aKcnayatauuv, peMoHTa, NpeabsBAeHUs peknamMalmnii Ha pesynbTaTbl OKa3aHusa yciyru u (B 4actu pe-
Knamaumii) Ha npoLecc okasaHusa ycnyriu.

B.2 YcTaHOBneHne HOMEHKIaTypbl nokasartenei kayecTsa (6e3onacHocTu) ycnyr, obecneumBatoLeii paspaboTky n
KOHTPO/b 3a peanu3sauneli peLleHunii No coBepLIEHCTBOBAHMNIO cdiepbl YCyr.

b.3 YcTtaHoBneHne HOMEHKNaTypbl Nokasartenei kayectsa (6€30NacHOCTMN) B Or0BOpax U KOHTpaKTax.
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Mpunoxexne I
(cnpaBoyHOE)

MpumeHAeMOCTb METOA40B KOHTPOJISA 1 OLEHKM NnokasaTesieil kayecTBa ycnyr
Ta6nuuya TI.1— MpumeHseMOCTb METOA0B KOHTPO/IS 1 OLLeHKM nokasaTesneil kauecTsa ycnyT

MpumMeHAEMOCTb MeTo/a KOHTpONs
MokasaTenb kayecTsa WHcTpymeH- OpraHonen- MopenbHo- OkcnepT- Couyuono-

TanbHoro Tn4yeckoro pac4yeTHOro HOro rmyeckoto

1 MNoka3aTenu HasHavyeHus

1.1 TMokasaTenu NpUMeHeHus + + + + *
1.2 lMokasaTtenn cCoBMecTMmMocTun * + + + -
1.3 Mokasatenu npegnpusaTua - + - + *
1.4 Cneuudpmnueckne nokasaHus * + + + 4

2 Mokasatenn 6e3onacHoOCTU

2.1 lMokasatenu 6e30MacHOCTU ANS XU3HU, 370-
poBbs U UMyLLeCTBa NoTpe6uTenei + + + " _

2.2 Tlokasatenu 6e30MacHOCTH 419 OKpyXatoLei
cpeapl . + + + —

2.3 Mokasatenn COXPaHHOCTU WHopMauum wu
umyLecTBa notpebutens — * + +

3 MNMokasatenun HaJexHocTn
3.1 lNoka3aTenu HafJexHoCTu pesynbrara ycnyr * - + - -

3.2 MNoka3zaTenn CTOWKOCTU pesynbTaTa K BHeL-
HUM BO3AENCTBUAM * - + — —

3.3 lMokasaTeny NoMexo3alluLLeHHOCTY 4 - . - -

3.4 Toka3aTenn HafexXHoOCTU npefocTaBneHns
ycnyr - - - + *

4 Moka3aTenun NnpodeccuoHanbHOro YpoBHA nepcoHana

4.1 TMokasaTenn npodgeccuoHanbHO NOAroTOBKN
1 KBanudukalymm nepcoHana - - — + +

4.2 Tokasatenu cnocoGHOCTH NepcoHana K pyko-
BOASALLEN feaTenbHOCTH — — — + 4

4.3 TMokasaTenn 3HaHUA 1 cobngeHns npodec-
CVMOHasNbHOI 3TWKM NoBeAeHNs 4 + . 4

MpumMmeuyaHne — 3HaK «+» 03HAYAET NMPUMEHSEMOCTb, 3HAK «-» — HEMNPUMEHSEMOCTb nokasaTeneii kaue-
cTBa ycnyr.
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KnioyeBble cnoBa: ycnyr HacefieHulo, HOMEHKNaTypa, nokasaTenu kadyecTtBa YC/iyr, NpUMEHSemMocTb
HOMEHKNATypbl, METOAbI KOHTPONA 1 OLLEHKM NokasaTesneil kayecTBa ycnyr
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