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BBeaeHue

O6wmre NonoxeHus

OpraHu3aumst U OcyLLEeCTBNEHWE paboT No MOHUTOPUHIY YAOBMETBOPEHHOCTU NOTpebuTenen ABnsaeTcs
peanusaumei Ha NpakTKe Takoro NPMHUMNA MeHeIKMEHTA, kak «OpueHTaumsa Ha notpedutensay». MHdopMaums,
NomnyyeHHass B pesynbTaTe MOHUTOPWHIra YAOBIIETBOPEHHOCTW NOTpEdUTENEN, SBNSAETCA NPUHLMNUATILHO
B&KHOM ANs pa3sBUTUS MEHePKMEHTa OpraHvu3auuu, MOCTPOEeHUs B3aMMOOTHOLLEHUW C noTpebuTensmu,
YNPOYEHUA MO3WUUMIA Ha PbIHKE W CO3AaHUA OMpeAeneHHbIX NepPCnekTUB B YCNOBUAX MOCTOSIHHO MEHSIOLLENCS
BHELLUHEN cpesbl.

OCyLLECTBNEHNE MOHUTOPUHIA YAOBIIETBOPEHHOCTU MOTpebuTenein JaeT BO3MOXHOCTb OpraHusauum
OPUEHTUPOBATLCS HE TOJSIbKO HA JOCTUTHYTLIE Pe3ynbTaThkl, HO U NPEABOCXULLATL OXMAAHUA NOTpeduTenein, TeM
CaMbIM NOBLILIASA CTENEHb YAOBETBOPEHHOCTHU.

OpraHusaumn, OCYLUECTBNAIOWME HA  CUCTEMATMYECKOW OCHOBE  paboTbl NO  MOHUTOPUHIY
YAOBNETBOPEHHOCTN NOTPeBUTENEN, NOMyYatoT AONOMHUTENbHbLIE NPEUMYLLECTBA, Takue Kak:

- OnepaTMBHOE pearnpoBaHUE Ha TEKYLLYIO CUTyaLMIo;

- CHIDKEHUE KOMMEPYECKUX PUCKOB;

-Mepexol Ha HOBbIi YPOBEHb B3aUMOOTHOLLEHMA C NOTPEOUTENSMKU: MNOCTPOEHWE NAPTHEPCKUX
OTHOLLIEHUIH Ha OCHOBE A0BEPUS U MOAAEPXKU B3AUMHOTO PasBUTUS;

- LierieHanpaBneHHbIi 1 0G0CHOBaHHBIV NMOAXOA K BHEAPEHUIO YNYULLEHUA U T. 4.

Hacrosimii ctaHaapT COAepXUT PEKOMEHZaUMKU MO opraHmsauun paboTt, obecneunBaloLmMx NpoBeaeHUe
MOHMWTOPUHra y0BNETBOPEHHOCTU NoTpebutenei. CtaHaapT paspaboTaH:

- ¢ yyetom Tpebosanuii FOCT ISO 9001—2011;

- ¢ yyeTtoM nonoxenun MOCT ISO 9000—2011, FOCT P MCO 10001—2009, MOCT P MCO 10002—2007,
FOCT P UCO 10003—2009;

-C ydeTOM MONOXEHWI, a TaKkke B pasButMe U JonofHeHue nonoxeHun FOCT P 54732—2011/
ISO/TS 10004—2010.

CosmecTtumoctb ¢ FOCT ISO 9001—2011 u uHbIMK cTaHaapTamm cemeinnctea MCO 9000

Hacroawwmin cranaapt coemectum ¢ FOCT ISO 9001—2011 u noaaepxmBaeT Lenu 3T0ro craHgapra
NOCPEACTBOM CAENaHHbIX Ha HEro CCbINOK, BMECTE C TEM MOXET ObITb TakKe WCNOMbL3OBAH HE3aBUCUMO OT
FOCT ISO 9001—2011.

Hacroswwmii cTaHgapT COAePKMT PYKOBOASILLME yKasaHus, HeobxoauMble AN peanu3aumu NpoLeccoB
MOHWTOPUHIa YAOBMETBOPEHHOCTU MNOTpebuTenei B pamkax CUCTEMbl MEHEIXMEHTA, KOTOpble MOryT ObiTb
UCMOSb30BaHbI AN LiENel BHYTPEHHEro NPUMEHEHNs opraHmn3aumsami. Hactoswmin craHaapT He npeaHa3HaveH
Ana uenen ceptudmkaymm unu 3akniodeHus 40oroBopoB (KOHTPAKTOB).

FOCT P MCO 9004—2010 copepxuUT pekoMeHAaumu no MOCTOSAHHOMY YNyuylleHW0 (PYHKLMOHWPOBaAHUA
CUCTEM MEHEMKMEHTA KayecTBa. [pUMEHEeHNe HACTOSALLETO CTAaHAAPTA MOXET B AaNbHENLLEM YNy4LUMTbL paboTy
B OTHOLLEHMW NpaBWI U NOBLICUTL CTEMEHb YAOBIETBOPEHHOCTU NOTpEOUTENER U APYIMX 3aUHTEPECOBAHHBIX
CTOpPOH. Ero npumeHeHue Takke MOXET CnocoOGCTBOBATH MOCTOSHHOMY YMYULLEHWIO KauecTBa NPOAyKUMM W
NPOLECCOB, OCHOBAHHbLIX HA OOPATHON CBA3K OT NOTPEdUTENER U APYrnX 3aMHTEPECOBAHHbBIX CTOPOH.

MpuMedaHue— 3anHTepecoBaHHLIMM CTOPOHAaMU MOTYT 6bITb NOTPEBUTENN, NPOMBILLNEHHBIE 06BLEAUHEHNUS U UX
UreHbl, NOTPeBUTENBCKUE OpraHn3aLm, COOTBETCTBYHOLLME NPaBUTENLCTBEHHBIE OpraHbl, NepcoHar, BraaenbLsl 1 Ap.

Hactoswmit  craHpapt coemectum ¢ [OCT ISO 10001—2009, TOCT P UCO 10002—2007,
MOCT P UCO 10003—2009 u T'OCT P 573124—2011/ISO/TS 10004. 3Tn yeTbipe craHgapta MoOryT ObiTb
UCMONb30BaHbl Kak Mo OTAENbHOCTU, TaK M COBMECTHO Apyr C ApyroMm. [lpu COBMECTHOM WCMNONb30BaHUW
HacTosiwero craHgapta FOCT P MICO 10001—2009, MOCT P NCO 10002—2007, FOCT P UCO 10003—2009 n
FOCT P 54732—2011/1ISO/TS 10004—2010 MOryT CTaThb 4acCTbl0 CUCTEMbI YNPABIIEHUS B3aMMOOTHOLLEHUEM C
noTpebutensMm Ha OCHOBE pa3paboTku NPaBuUn AOCTUXEHUS YAOBNETBOPEHHOCTU NOTpebuTens, oGpawleHus ¢
xanobamu, yperynupoBaHus pas3HOrnacui U NpPOBEAEHUA HA MOCTOSIHHOW OCHOBE paboT MO MOHWUTOPUHTY
YOOBIETBOPEHHOCTU NOTpedUTENEN.

FOCT P MCO 10001—2009 coaepMT pekoMeHAauunm NO YCTAHOBMEHMIO U MPUMEHEHUIO npasun
JOCTUXKEHUS YOOBIETBOPEHHOCTU NoTpedbuTens.

FOCT P MCO 10002—2007 copepxuT pekomeHaaumn no obpalleHuio ¢ xanobamm, OTHOCALMMUCA K
npoaykuun. BeinonHsas obeluaHus, coaepallmecs B npaBunax AoCTWXKEHUS yA0BNETBOPEHHOCTU noTpebutens,
opraHuMsauum ymeHbLUaloT BEPOATHOCTb BOSHUKHOBEHUA »ano6 3a CYET CHWKEeHUs HEA0NOHUMAaHNA CO CTOPOHDI
noTpebutenen B OTHOLLEHUN NX OKUAAHUIA OT OPraHu3aLumn 1 ee NPOAYKLUK.

FOCT P MCO 10003—2009 coaepXuT pekomMeHaauun no yperyrnmpoBaHUIO Pa3HOrNacuini, CBA3AHHbIX C
»anobamu, OTHOCALLMMUCA K MPOAYKLUMM, KOTAa BHYTPU OpraHu3aLumn He yaeTcs paspeLumTsb Xanoby cnocobom,
KOTOPbIVi Obl YA0BNETBOPUI BCE 3aMHTEPECOBAHHLIE CTOPOHBLI. MPY BO3HUKHOBEHUM CMOPHBLIX CUTYALMI HAanu4ue
npaBun AOCTWKEHUS YAOBNETBOPEHHOCTU MOTPEOUTENS MOXET MOMOYbL CTOPOHAM MOHSATH OXMAAHUSA
noTpebuTens u crapaHus opraHu3alum no UxX yAoBNETBOPEHUIO.

FOCT P 54732—2011/ISO/TS 10004—2010 coaepxuT pekoMeHgauMm no co3gaHuio  3PEeKTUBHbIX
NPOLECCOB AN MOHUTOPUHIA U U3MEPEHUS YAOBMNETBOPEHHOCTU NOTPebuTenei.

HacTosiwmii craHaapT paspaboTtaH Ansi CAMOCTOSTENIbHOTO WUCMONb30BaHUsi B KA4YECTBE PYKOBOASILLIETO
JOKYMEHTa.
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HAUMWOHANBbHBIN CTAHOAPT POCCUMNCKOWN GEAEPALUUMN

MEHED)XKMEHT KAUECTBA
PykoBoasime yKkasaHMsi NO OPraHu3aumm MOHUTOPUHIA YOOBNETBOPEHHOCTH NoTpeduTenen

Quality management. Guidelines on customer satisfaction monitoring

DNara BBegeHna — 2015—04—01

1 O6nactb npumMeHeHus

Hacroawmn craHgapt npegHasHadeH Ana  uenen oOpMMpOBaHMA CUCTEMHOrO noaxoAaa K
OCYLLECTBMEHUIO MOHWUTOPUHIA YAOBMNETBOPEHHOCTU noTpedutenerd M NOMyYEeHUS Ha 2ITOW OCHOBE
OOMNONMHUTENbHBIX MPEMMYLLIECTB KaK Ana noTpebuTtenein, Tak u Ang opraHu3auuin.

Hactoswuin ctaHaapT npeaHasHavyeH Ans NPUMEHEHUA OpraHuM3auusMu He3aBUCUMO OT BblIOpaHHOW
UMU OU3HEC-MOAENU, YPOBHA KOHKYPEHLMKM Ha pbliHKE, OTPacneBOW NPUHAANEXHOCTU U BbiNyCKaemoun
npoAaykuuun (npeaocTaBsgemMblX YCNyr).

Hacroawumin craHgapt He npefHasHadeH And uenen ceprudpukauum unu 3aknioyeHus A0roBopoB
(KOHTPaKTOB), a TaKkKe ANA M3MEHEHUS Kakux-nmbo npas unu o6a3aHHOCTEN CTOPOH, 3aKIOUMBLUMX CAETKY,
YCTaHOBIIEHHbIX COOTBETCTBYIOLLMMU 3aKOHOAATENbHBLIMU U APYrMMU 0Bsi3aTenbHbIMKU TPEGoBaHUAMU

2 HopmaTuBHbIe CCbINKN

B HacTosiLleM cTaHAapTe UCNOMb30BaHbl HOPMATUBHbBIE CCbINIKU HA CreAyloLune CTaHAaPThbI:

FOCT ISO 9001—2011 Cucrembl MEHEAKMEHTA KayecTBa. TpebGoBaHus

[FOCT ISO 9000—2011 Cucrembl MeHeKMEHTA KayecTBa. OCHOBHbIE NONOXEHUS U CIOBapb

FOCT P NCO 9004—2010 MeHemKMEHT Ana AOCTMXKEHUA YCTOMYMBOrO Yycrnexa opraHusauuu.
Moaxoa Ha OCHOBE MEHEXKMEHTa KavyecTsa

FOCT P UCO 10001—2009 MeHemKMeHT  KayecTBa.  YOBNETBOPEHHOCTb  MOTpeduTenen.
PekomeHaaumu no npaesunam NnoBeAeHUNA opraHusauui

FOCT P NCO 10002—2007  MeHegKMEHT  KadyecTsa. YN0BNETBOPEHHOCTb  noTpebutens.
PykoBOACTBO MO yNpaBneHMIO NPETEH3USIMU B OpraHm3aumm

FOCT P MCO 10003—2009 MeHemKMEHT  KayecTBa.  YOBMETBOPEHHOCTb  NOTpebuTenew.
PekomeHaaumu no yperyanpoBaHuio CNOPHbIX BONPOCOB BHE opraHM3auuu

FOCT P 54732—2011/1ISO/TS 10004—2010 MeHepkmeHT Kauecrsa. YA0BNETBOPEHHOCTb
notpebutenen. PykoBoasiLumne ykasaHus N0 MOHUTOPUHTY U U3MEPEHUIO

FOCT P 53092—2008 Cuctema MEHeIKMEHTa kadecTBa. PekomeHaauun no yny4weHuto npoLeccoB
B YYPEXOEHUSX 34PaBOOXPAHEHUS

FOCT P NCO 19011—2012 PykoBoasiLLMe yKa3aHus No ayauty CUCTEM MEHEIKMEHTA

MpuMeyvyaHue — MNpu NONLIOBAHUU HACTOALLMM CTaHAAPTOM Liernecoobpa3Ho NpoBepUTb AeCTBUE CChINTOHHBIX
CTaHAapToB B MHOPMaLIMOHHOW cucTemMe obLLero nonL3oBaHna — Ha oduumansHom caiiTe PefepansHoro areHTCcTBa no
TEXHUYECKOMY PEerynupoBaHUio U MeTpororMn B CeTU WHTepHeT unu no exerogHoMy WHEOPMaLWOHHOMY YyKasaTento
«HauuoHanbHble cTaHAapTbI», KOTOpbIA OMyGrMKOBaH MO COCTOSHUIO Ha 1 SHBaps TeKyllero roga, M Mo BbiNyckam
€XeMeCA4YHOro MHOPMaLMOHHOro ykasaTens «HauuoHanbHble cTaHAapThl» 3a TeKyLWii roq. ECnv 3amMeHeH CChINoYHbIi
CTaHAapT, Ha KOTOPbIA faHa HeaaTUpOBaHHAA CCbINKAa, TO PeKOMeHAYETCA MCMOoNb3oBaTb eWCTBYIOLLYIO BEPCUIO 3TOrO
cTaHAapTa ¢ y4eTOM BCEX BHECEHHbIX B [aHHYH BEPCUI0 U3MEHeHWA. Ecnn 3aMeHeH CCbINoYHbIA CTaRf4apT, Ha KoTophbli
JaHa AaTupoBaHHas CCblfika, TO PEeKOMEHAYETCH MCMOMb3oBaTb BEPCUIO 3TOTO CTaHfapTa € yKa3aHHbIM BbILE FOZOM
yTBEepXgeHUs (NpUHATURA). Ecnn nocne yTBepxXAeHUs HaCcToALWEero cTaHgapTa B CChINIOYHbIA CTaHAapT, Ha KOTOpLIA AaHa
JaTupoBaHHas cChblflka, BHECEHO U3MeHeHWe, 3aTparnBarollee nosioKeHWe, Ha KOTopoe AaHa cchlflika, TO STO MoroXKeHue
peKoMeHayeTCs NPUMeHATL Ge3 y4yeTa [aHHOro W3MeHeHWs. Ecnu ccbiNodHbll cTaHfapT OTMeHeH 6e3 3aMeHbl, To
MONOXeHWe, B KOTOPOM faHa CChlflka Ha Hero, NPUMEHSIETCH B YacTu, He 3aTparuBatoLLeil 3Ty CChInkKy.

U3naHue opuumnanbHoe
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3 TepMmuHbI 1 onpegeneHus

B Hacrosillem cTaHgapTe NPUMEHEHbl TEPMUHbI M onpeaeneHus, aaHHole B FOCT SO 9000 u
rOCT P NCO 10002.

B3aumMocBa3b TEPMUHOB, MCMOMbL3YEMbIX B CUCTEMaxX MEHEeMKMEHTa KayecTBa U OTHOCALLMXCA K
paboTam N0 MOHUTOPWHIY YAOBETBOPEHHOCTU NOTPeduTenen, npeacrasneHa B MpunoxeHun A,

4 O6wWwme NONOXEeHUNA

4.1 MOHUTOPWHI  YAOBNETBOPEHHOCTU NOTpebuTenen CTPOUTCA HA peanusauuu  CcreayloLmx
HanpaeneHui AeATenbHOCTU:

- paboTbl, 06ecneynBatoLLe NpoBeaEeHME MOHMTOPUHIA YAOBNETBOPEHHOCTU NOTpebuTenen;

- paboTbl HENnoCpeACTBEHHO MO  nonyveHuto, obpabotke u  aHanu3y wuHdpopmauuu 06
YA 0BNETBOPEHHOCTU NoTpebuTenei.

4.2 TpeboBaHNss U pekOMeHZauuMum NO BbINOMHEHUIO psda MPOUEecCcOB MO MOHWUTOPUHIY
YAOBMNETBOPEHHOCTU noTpebuteneit coaepkatcsd B HOPMATUBHbIX AOKYMEHTAaX, COCTaB M B3aMMOCBS3b
KOTOPbIX NpeacTaBneHbl Ha PUCYHKe 1.

4.3 PaGoTbl N0 MOHWUTOPUHIY YAOBMNETBOPEHHOCTM NOTpeduTenein MOryT BKIoYaTb B cebs nNpoLecehl,
BbIMOMHEHNE KOTOPbIX MOSIHOCTLIO UMM YaCTUYHO MepefaeTcs APYruMm OopraHu3auusam, npu 9ToM ocoboe
3Ha4YeHWe JOMKHO npeaaBaTbCs peanusauum Tpebosanuii FTOCT ISO 9001 [cm. 4.1 «O6wwme TpeboBaHus»
(n. 3 npumeyaHua) u 7.4 «3akynku»].

4.4 OpraHusauus gomkHa paspaboTtaTe M BHEAPUTb AOKYMEHTALMIO W 3anucu, HEOOXoAuMbIE ANs
peanusauuu npoueccos, obecneynBaloLLmMx NPOBEAEHNE MOHUTOPUHIA YA0BNETBOPEHHOCTU NOTpebuTenen.

4.5 MNepeyeHb nNpoLEcCOB CUCTEMbl MEHEeAXXMEHTa KayecTBa, B KOTOPbIX MOFyT MCMNOMb30BaTbCs
pe3ynbTaTbl MOHUTOPUHIA YAOBNETBOPEHHOCTU noTpebuTtenen, npeacrasneH B MNpunoxexnun b.

5 Pabotbl, obecneunBarowie npoBegeHMe MOHUTOPUHIa yAoOBIIETBOPEHHOCTU
norpedurenen

5.1 Pa6oTbl, obecneuuBaloliMe MpPOBEAEHUE MOHWUTOPUHIA YAOBNETBOPEHHOCTU noTpebutenen,
BKMIOYAIOT B Ce0S:

- (hopMupoBaHME OpraHu3auMoHHON CTPYKTYpbl, obecneymBaiollen nNpoBeAEeHUEe MOHUTOPUHIA
YOOBMETBOPEHHOCTU MOTpebuTenen, B TOM YuCNe pacnpefeneHne OTBETCTBEHHOCTU U MOSIHOMOYMUI
(FOCT ISO 9001, 5.5.1);

- hbopMupoBaHne UCXOAHOW MWHopMaLMoHHON 6asbl 06 o6bektax U CyGbekTax MOHWUTOPUHIa
(FTOCT P NCO 9004, FOCT P 54732-2011/ISO/TS 10004);

- aHanu3 u BbLIOOP HEOOXOAMMbIX U LIenecoobpasHbiX METOAOB MOHMTOPUHIA, a TalKe KaHanos
nony4yeHus nigopmauuu (FOCT ISO 9001, 8.2.1);

- bopmupoBaHne npaBun 06PabOTKM MOMYYEHHbIX AAHHBIX W NOPAAOK WX WUCNONb3OBAHMA
(TOCT P 54732-2011/ISO/TS 10004).

5.2 GopMUpOBaHNE OpraHM3aLMOHHOW CTPYKTYphl ANA OCylecTBreHua pabot, obecnevnsaromx
NpoBeAEHNE MOHUTOPUHIA YA OBIIETBOPEHHOCTU MOTpebuTenei, MOXET BKMioYaTb B ¢e6A B 3aBUCUMOCTH OT
YWCINEHHOCTU paboTaloLmMX B OpraHM3aumm co3aaHue crneuuanu3mpoBaHHbIX NoApasaeneHnii, BBEASHNE B LUTaT
COOTBETCTBYIOLLMX AOMMKHOCTEN, HAZlENEHNE AONOMHUTENBHBIMM NOSIHOMOYMSIMU Y)KE 3aHATBIX PAGOTHUKOB.

[orkHbl GbITb YCTAHOBNEHLI NOJIHOMOYUA U OTBETCTBEHHOCTbL NEPCOHana, y4acTBYIOLWEro B peanusaumm
paboT MO MOHWUTOPWHIY YAOBNETBOPEHHOCTU noTpebutenen, no MOCT ISO 9001. O6uiee pykoBOACTBO
JOIKHO ObITb NOPYYEHO PYKOBOAMUTEMIO BLICLLETO YPOBHS, onpefeneHo(bl) AOMKHOCTHoe(ble) nuuo(a) unm
nogpasgenenne(us), OTBevalOLUME 3@ HEMOCPEACTBEHHYIO peanusaumilo pabGoT no  MOHUTOPWHIY
YAOBNETBOPEHHOCTU  noTpebutenei. Ecnu  uHGOpMauusi, xapakTepusylowas YyAOBNETBOPEHHOCTb
notTpebuteneii, MOXeT NOCTYNUTbL B Pa3nuYHbIe NoAgpasaeneHus opraHusauum (Hanpumep, oTaen MapKeTUHra,
OTAEN MEHEMKMEHTA Ka4yeCcTBa, KOHCTPYKTOPCKMIA MM KOMMEPYECKMIA OTAEN U T. 4.), He06X0AUMO YCTAHOBUTL
nopsgok obmeHa aToi MHOpMaUUein BHYTPU OpraHm3auvu, B TOM YUCHE CBOEBPEMEHHOE MOCTYNSieHue B
nogpasgeneHue, OTBeYalolee 3a OCYLUEeCTBMEHME paboT N0  MOHWUTOPUHTY  YAOBMETBOPEHHOCTU
notpebutenei. Cneayet BECTM 3anucu MO BCEM BMAaM monyvaemoii mHcopmauum o6 yaoBNeTBOPEHHOCTU
notpebutenen. JomkHa ObiTb yCTaHOBMEHA OTBETCTBEHHOCTb 3a UCMONb30OBaHWE W 3almTy MHGOPMALMK,
MONMyYeHHON B pesynbTaTe npoBeaeHWst paboT Mo MOHWUTOPUHIY YOBNETBOPEHHOCTU noTpedutene,
YYUTBIBAsA NPU 3TOM, YTO OMpeAeneHHas YacTb MHpOpMaLMM MOXKET HOCUTb KOH(PUAEHUMANbHLIN XapakTep.

2



TPEBOBAHWA
FOCT ISO 9001
(NYHKTBI CTaHAapTa)

rOCT P MCO 10001 — 2009
MeHeKMeHT KauyecTBa.
YA0BNeTBOPEHHOCTL NOTpebuTenen.
PekomeHaaumm no npasunam
nosefeHns opraHmsauumn

MOTPEBUTENN

rOCT P UCO 10002 — 2007
MeHemxMeHT kauecTBa.
YA0BNeTBOPEHHOCTL NOTpeduTENen.
PykoBoacTso no ynpasneHuio

npeTeH3namMmn B opraHmnsaumm

\ J

FOCT P UCO 10003 — 2009
MeHemXMeHT kadyecTBa.
YAoBneTBOpeHHOCTL NoTpebutenei.
PekomeHgaumn no yperynupoBaHuto
CMOPHLIX BOMNPOCOB BHE OpraHn3aLm

[OCT P 54732-2011/1ISO/TS 10004
MeHeOXMEHT kayecTBa.
YA0BneTBOpeHHOCTL NoTpebutenei.
PyKkoBoasilime ykasaHus
MO MOHWUTOPMUHIY U U3MEPEHUIo

Cucrtema
MEeHeIXMeHTa
KaqecTtBa
opraHmsaummu
B 4acTH
MOHUTOPUHra
YAOBNETBOPEHHOCTU
notpebutenei

5.3 7.21 7.2.3
7.5.4 8.2.1
5.3 7.2.3 8.2.1
8.3
7.2.3 7.4 8.2.1
7.2.3 8.21
7.2.1 8.2.1

MeHepxkmeHT KauecTBa. Pykosogsawue
yKasaHusl No opraHusauum paboTsl no
obecneyeHunto ya0BNeTBOPEHHOCTM
notpebutenein

FOCT ISO 9000 - 2011
CucTeMbl MEHEDKMEHTA.
OCHOBHblE MOMOXEHWA 1 cnoBapb

FOCT P UCO 2004 - 2010

MeHempKMeHT Ana 4OCTMXKEHMNA yCTOI7I'-II/IBOFO
ycnexa opraHunzaLung. Moaxop Ha ocHoBe

MeHe)XMeHTa Ka4ecTea

PuecyHok 1 — Baaumocssasb TpeboBaHWI U pekoMeHaalmnia ctangaptos cemenctesa MCO 9000,

OTHOCALLMXCA K MOHUTOPWHIY YOOBNETBOPEHHOCTU n0Tpe6|/|Tene|7|

9€09S d 1004

vioc



FOCT P 56036—2014

Ecnu paboTbl NO OCYLLECTBNEHUIO MOHWUTOPUHIA YOBNETBOPEHHOCTU NOTpebuTener YacTU4HO WUMU
MONHOCTBLIO NepeaaHbl APYrol OpraHu3auuu, KOMNaHUsl AOIDKHA OCYLUECTBASTb YNpaBfieHME NpOLIeCCOM
nepeaaum (npumedvanue k 4.1 TOCT ISO 9001). domkHO OblTb YCTAHOBMEHO NWUO, OTBeyaioliee 3a
B3aUMOAECTBME C OpraHusauuen, KOTOpoi nepefaH npouecc MOHUTOPUHIA  YAOBNETBOPEHHOCTU
notpebutenen.

Mpumevanne — Ecnu 6usHec-Mofens opraHusauunm UCKNIOYaeT BO3MOXHOCTb — KOHTaKTa
HEMNOCPEACTBEHHBIMU  NOTPEOUTENAMU MPOAYKUMM (HanpUMep, MOHUTOPUHI YAOBNETBOPEHHOCTM noTpebutene
OCYLLECTBAAET YNPaBnSIoLWasn KOMMNaHu1sl), opraHu3auus MOXeT:

- 3aKNI0YUTL cornalleHue O B3aMMOAENCTBUU C YNpaBrsioweid KoMNaHMen, B COOTBETCTBUU C KOTOPLIM flaHHbIE,
XapaKkTepusylowme ya0BNeTBOPEHHOCTL NoTpebutenell, 6yayT B cornacoBaHHOM Nopsake NocTynatb OT ynpasnsioLeit
KOMNaHWK B OpraHu3aLmio;

- paccMaTpuBaTb  YNpaBnsiOLyl0 KOMMAHWIO, Kak noTpeGutens W OCYWECTBASATb  MOHUTOPUHI  ee
YAOBNETBOPEHHOCTH;

- NOCTPOUTL CUCTEMY MOHWUTOPUHIa YAOBNETBOPEHHOCTM MOTpebuTeneit ToNbko Ha BHYTPEHHE MapKeTUHroBOW
nHgpopmMauun.

c
n

5.3 dopmupoBaHme MCxoaHON WMHMOPMALMOHHOW Gasbl co3paeT KOMNMAEKCHOE npeacTtasneHue o6
obbekTax M CyGbekTax MOHWTOPUHra YAOBNETBOPEHHOCTM noTpebutenen. OObLEKTaMu MOHUTOPUHra
YAOBNETBOPEHHOCTU NoTpebutenen B obLem cnyvae ABNSIOTCA: NPOAYKUUSA, NPOLUECCH], OCYLLECTBISEMbIE
opraHu3aumein, BKNioYaa NpoLiecchl CUCTEMblI MEHEAXKMEHTA Ka4yecTBa, 3NEeMEHTbI KOPropaTUBHON KymnbTypbl
n penytaums.

Kaabit 13 0ObLEKTOB MOHUTOPMHIA ANA Uene npoBeAeHUss MOHUTOPWHIA YAOBIETBOPEHHOCTU
notpebutenen MoxeT GbITb CTPYKTYPUPOBAH, Hanpumep NPoAyKUMSA — Knace, rpynna, noarpynna, Bug u T1. 4.
Mpoueccel MOryT ObiTb CTPYKTYpUpOBAHbLI MO YPOBHIO, KOPNOpaTUBHAaA KynbTypa M penyrauuss — no
OCHOBHbIM 9NIEMEHTaM.

Cy6GbekTamu MOHWUTOPUHFa YAOBNETBOPEHHOCTM MOTpebuTenen ABNSAIOTCA PasfUyHble KaTeropum
noTpebutenen, B CBOEN COBOKYMHOCTWU Onpeaensiole pblHOK noTpebutenein. [nsa obecneyexus
NPOBEAEHUA MOHUTOPWHIra Y4OBMETBOPEHHOCTU noTpebuTeneit AoMmkHbl ObiTb YCTAHOBNEHbI NOAXOAbI K
cermeHTupoeaHuio no FOCT P 54732/ISO/TS 10004, kateropuu noTtpebutenei, ux MeCTO B LEMNOYke
MOCTaBOK W, MPWU HEOBXOAUMOCTM, PENTUHT C TOYKM 3PEHUSA 3HAYMMOCTU KOHKPETHON KaTeropum Ans ycnexa
OpraHM3aumm Ha pbiHKe.

OpraHu3auusi MOXeT NPoBOAUTL PaboThl MO MOHUTOPWHIY YAOBNETBOPEHHOCTU Kak pakTUYECKUX, TaK
M noTeHuuanbHbiX noTpebuteneit. Mpu 3TOM AOMKHLI ObiTb BbIOPaHbl COOTBETCTBYIOWIME OOBLEKTHI
MOHWUTOPUHra: 0ObeKTaMu MOHUTOPUHIA YAOBIIETBOPEHHOCTU MOTEHUManbHbIX noTpebuteneit mMoryt 6biTh
TONbLKO OTAEsNbHble Npouecchl (Hanpumep, npouecc MHMOPMUPOBAHWUS) WM peEnyTauus B YacTu pPonu
opraHusauuu Kak uneHa obuiecTsa.

Ona  kaxgoro w3  CyObEKTOB  MOHWUTOPWMHTA  AOMKHbI  ObITb  YCTAHOBMEHbLI  NoOKa3aTenu
YA0BETBOPEHHOCTU COOTBETCTBYOLLMMM OOBEKTAMN MOHUTOPUHTA.

5.4 AHanu3 n BbIGOP HEOBXO0AUMBIX U LenecoobpasHbIX METOAOB MOHMTOPUHrA, a TaKXKe KaHaros
nony4yeHusi MHpopmaumumn JOMmKHbI BbITb OCHOBAHbLI HA UCMOSIb30BAHWUKM TOTO UM UHOTO BUAA MapPKETUHIOBOW
uHdopmauum. MOHUTOPUHT yAOBIIETBOPEHHOCTU MOTpebuTeneil MOXKHO NMPOBOAUTbL HA OCHOBE BHELUHEW W
BHYTPEHHEN MapKeTUHIOBON MHGOpMaLuK.

5.4.1 MNokasaTenu, xapakTepusyloLime ya0BMneTBOPEHHOCTb NOTPEOUTENEN, NONYYEHHbIE, KaK BHELLHASA
uHdopmauus, HOPMUPYIOTCA HA OCHOBE:

- NpsIMOro ronoca notpeburenei;

- NPOBEAEHUS MAapKETUHIOBOW pa3Beaku.

5.4.1.1 MNpsimoii ronoc notpebutens moxeT ObITb NPeaCTaBneH crieayloLWwMMn BUAaMU MHpOpMaLMu:

- He3aBUCUMbIe OT3blBbl — GnarogapHoCTH, Xanobbl U MHble 0OpaLleHus, AEMOHCTPUpPYOLLUue
BOCMPUATUE noTpebuTenem npoaykuum (ycnyr), MpoLEeccOoB, KOPMOPaTMBHOM KynbTypbl U penyTauum
opranmsauum (TOCT P MUCO 10002, FOCT P UCO 10003);

- MHeHue noTpebuteneil, AEMOHCTpupyloLlee BocnpusaTue noTpebutenem npoaykuum (ycnyr),
nNpoLeccoB, KOPNOPATUBHONM KynbTypbl U penyTauuu opraHu3auum, NoflydeHHoe B pesynbTare NpoBeaeHus
CTPYKTYPUPOBAHHLIX BWAOB MAaPKETUHIOBbLIX WCCNEAOBaHMWiA, TakMx Kak oOrnpoc (aHKeTUpoBaHue wu
MHTEpPBbLIOMPOBAHKNE), HabnaeHHe.

5.4.1.2 MapkeTtuHroeasa paseegka — c6op uHdopmaumm o6 yaoBRNEeTBOPEHHOCTU noTpedutenei Ha
OCHOBE M3Yy4YeHUA MmaTepuanos, nNPEACTaBAEHHbIX B TEMaTUYECKUX U3AAHUAX, CTAaTUCTUYECKUX
cnpaBoYHUKaX, cpeacreax MaccoBow nHopmauuu, iHTepHeT-pecypcax u T. a.

5.5 MNokasatenu, AEeMOHCTpUpyowme YOOBNETBOPEHHOCTb notpeburenen B pamkax
CTPYKTYPUPOBAHHBIX MapKeTUHrOBbIX UMCCNeaoBaHWi, uenecoobpa3Ho BbiOMpaTb KUCX0AA W3  uUenen
KOHKPETHbIX UCCNeaoBaHWM, HA OCHOBE 3apaHee cdopMupOBaHHON 0asbl, coaepxallen nokasarenu
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MOHUTOPUHIA YAOBNETBOPEHHOCTU CYOHLEKTOB MOHMTOPUHIA COOTBETCTBYIOLLIMMU OObEKTaMU MOHUTOPUHTA.
MokasaTtenu ans NpoBeAeHUs1 MOHUTOPUHIA YAOBINETBOPEHHOCTM NoTpebutenei (popMupyloTcs Ha OCHOBE
TpeboBaHui, BbISIBNEHHbIX B cOoTBETCTBMM € 7.2.1 TOCT ISO 9001.

5.5.1 Cuctematusaumio UHGOPMAaLMM pEKOMEHAYEeTCAa MNpPOBOAMTL B BuAE TUNOBbLIX Tabnuu,
paspaboTaHHbIX ANA Kaxaoro obbekta uccnegoBaHus. Kaxaas sdeiika TakoW Tabnuubl coaepxuT
nepeveHb TpebGoBaHui (0XXMAaHUS), KOTOpPbIE MOTYT NPeAbABUTL NOTPEOUTENU onpeaeneHHOW KaTeropum
(cy6bekTbl MOHUTOPUHIa) PekxoMeHayeMble (hopMbl TAONUL, M NPUMEPBI UX 3aMONMHEHUs NPEeACTaBNEHbl HA
PucyHnkax 2, 3, 4, 5.

MpumevyaHua

1B psage cnyyaeB noTpebutenn He MOryT YCT@HOBUTb KOHKpeTHble TpeboBaHMs K MokasaTensM KadecTBa
npoAyKuWK (YCnyr) opraHusauuu, Hanpumep B cuny ee cneLmduki unm oTcyTcTBUSE HEOOXOANMBIX 3HAHWIA, HABBIKOB MIK
CbMSW-leCKVIX BOSMO)KHOCTeﬁ, no3TOMYy OpraHu3sauusa cama ycTaHaBJiIMBaeT MNoKa3aTesii MOHWUTOPUHIra AnA FIOAO6HbIX
BMAOB NPOAYKLWWN UK YCAYT.

2 Mpu BO3MOXHOCTU NepeBeCTU yCTaHOBIEeHHble TpeboBaHMs ANA TakuX BMAOB MpOAYKUMM (YCRyr) Ha A3bIK
noTpebutens, oHW MoryT GbiTb MCNOMBb30BaHEl NPU OCYLLECTBIIEHUM MOHUTOPUHIA YA OBNETBOPEHHOCTM noTpebutenen
Ha OCHOBE MNpPAMOro rofioca, B NPOTUBHOM Cfyyae — TOMbKO B paMKax MOHUTOPUHra Ha OCHOBE BHYTPEHHER
nHdpopmMauuu.

MpeumywiecTBOM Takoro nogxofa SABNAETCA BO3MOXHOCTb OMTUMU3MPOBaTb paboTbl MO  MOHUTOPUHIY
YAOBNETBOPEHHOCTU NoTpebuTenei B Yactu Buibopa nokasateneil AN NpoBeAeHUS MapKETUHIOBOIO UCCMeAOBaHUS.
AHanusupya cogepxaHue Tabnuupl NO rOPU3OHTaNM WU BepTUKanu, MOXHO ONpefenuTb XapakTepucTUKM NPOAYKLWMN,
NpoLeccoB W penyTauun, KOTOpble BaXHbl ANA KaXKAOW KaTeropun notpebuteneid no KaxaoMmy o6bekTy MOHWUTOPUHra
WU NO COBOKYMHOCTU OOBLEKTOB, @ Takke OMNpeAenuTb, Kakue rokasaTenn MOXHO UCNONb3oBaThk AN MOHWUTOPUHra
YAOBNETBOPEHHOCTU BCEX KaTeropuit notTpebuteneil o4HUM 06BLEKTOM MOHUTOPUHTA.

5.6 Mokasarenu, xapaktepuaylowme yaoBrneTBOPEHHOCTb NoTpebuTenei, 3Ha4eHUsi KOTOpPbIX MOryT ObiTb
Nory4eHbl B BUAE BHYTPEHHENW MH(OpMAaLMK, AOMKHLI ObITb ONpeAeneHbl U YTBEPXKAEHbI OIS UCTIONb30BaHUA
npu nposegeHnu paboT N0 MOHWUTOPMHIY YAOBNETBOPEHHOCTU noTpebuTenei Ha onpeaeneHHbIi nepuog
BpemeHu (Hanpumep, Ha roa). Npumepbl TakMX XapakTepuUCTUK NpeacTasneHbl B [Npunoxenun B.

5.7 Opranusaums [omkHa BbiGpaTb COOTBETCTBYIOLLME KaHanbl MONyyYyeHust uHdopmauuum ans
NpoBeAEHUS MOHWTOPUHIA YAOBMETBOPEHHOCTW nNOTpebuTenew, BKMIOYasi NPU  9TOM  BO3MOXHOCTb
NONy4YeHMss MHPOPMALMN HA OCHOBE COBPEMEHHBIX CPEACTB KOMMYHUKaUUMW: SMS-COOOLLEHUS, TOCTEBbIE
KHUMW, B TOM YUCNE, Ha CalTe OPraHM3aumm, BHELLHSS U BHYTPEHHAA SNEKTPOHHAA noyTa.

5.8 OpraHusauua aomkHa cdopmupoBaTb noaxoabl Kk o6pabotke wuHdOpmMauuu, NONYYEHHON B
npouecce MOHUTOPWHra, Hanpumep, OyaeT M NPUMEHATbCS pacyeT MWHTEerpanbHOro nokasarens
YAOBNETBOPEHHOCTU NOTPeOUTENEN NNK aHanu3 pesynbTaTtos ByAeT HOCUTb AUCKPETHBIN XapakTep.

6 NMpoBeaeHNe MOHUTOPUHIa YAOBNEeTBOPEHHOCTU NoTpebutenen

6.1 OpraHusauuss MoxeT paspabotatb MONUTUKY B 0ONAcCTM MOHUTOPMHra YAOBMETBOPEHHOCTU
notpebutenen (B0 B3auMocBsA3M C  nonoxenuamum [OCT P MCO 10001, TOCT P UCO 10002).
LlenecoobpasHo yCTaHOBUTb W AOKYMEHTanbHO OGOPMUTL L€KW MO YAOBNETBOPEHHOCTM noTtpebuteneli n
YYUTBIBATb UX JOCTUXKEHUE NPU OCYLLECTBINEHUM MOHUTOPUHTA.

6.2 Pabotbl MO OCYLIECTBIEHUIO MOHUTOPUHIA YAOBMNETBOPEHHOCTM noTpebutenei AOMKHbI ObITh
cnnaHupoBaHbl. CriefyeT paspabaTbiBaTe NPOrpaMmy MOHUTOPUHIA YAOBETBOPEHHOCTU noTpebuteneii Ha
onpeaerneHHbI nepuod (HanpuMep, Ha rof) U NnaH KOHKPETHOro uccnefosaHusa. PekomeHgyemble dopmbl
nporpaMMbl U MraHa NpOBeAEHUs MapKEeTWHrOBbIX MWCCNEAOBAHUIA YAOBNETBOPEHHOCTM noTpedbutenen
npeacrasneHbl Ha PucyHkax 6 n 7 COOTBETCTBEHHO

6.2.1 MporpaMMa MOHMTOPUHIrA YAOBMETBOPEHHOCTU noTpebutenen gomkHa ObiTb yBsi3aHa B TOM
yucne ¢ MOUCKOBbIMU MapKeTMHrOBbIMU WMCCNeAOBaHWsSMW, HanpaBneHHbIMW Ha n3y4yeHue TpeboBaHui,
OXUAaHWi M NpeanoYTeHUin NnoTpeduTenen.

6.2.2 MnaHupoBaHue MeTOAOB nonydYeHuss uHdopMmauun 06 yAOBMNETBOPEHHOCTM noTpedutenen
MOXET ObITb OCYLLECTBNEHO C y4eToM pekomeHaauuin FOCT P 54732/1ISO/TS 10004,

MpumevaHue — Ecnn y opraHusauyuu OTCYTCTBYeT BO3MOXHOCTE B MpOLECCE MOHWUTOPUHra
YAOBMNETBOPEHHOCTW NOTpebUTeneid MonyuYuTh BHELLHIOW MapKETUHroBYl WHOpMaLuo, OHa Bcerja MOXeT
OCYLLECTBUTb MOHUTOPUHT Y OBNETBOPEHHOCTU NoTpebuTeneit Ha OCHOBe BHYTPEHHe MapKeTUHIOBOW UH opMaLiuK.

6.2.3 MNpouecc paccMoTpeHus xanob noTpeduteneil OCYLUECTBMAETCS C YYETOM peKkoMeHAauun
FOCT P NCO 10002. LlenecoobpasHo TaKkxe yCTaHOBUTb MOPSAAOK perucrpauuu, ydverta, aHanusa u
UCMONb30BaHUSA NPeICTaBNEHHbIX BrnarogapHOCTEN, OT3bIBOB U NOXeNaHui noTpedutenei.



- Npu3Haku 6onesHei xneba n nnecexu
- cofiepXaHne TOKCUYHBIX ANEMEHTOB, MUKOTOKCUHOB M MeCTULMA 0B
- CPOK peanusaunn ¢ MOMeHTa BblEMKU U3 Meun

o
OO6bEeKT MOHMTOPUHIA — NPOAYKLUNS
KaTteropun B 5 5 _
noTpeGuTenei nabl NPOAYKUMKN (CTPYKTYPHbIE 3NEMEHTbI) U COOTBETCTBYIOLLME Noka3aTtenu notpebutensckux TpebosaHumn
Xneb n3 pkaHom n CMecK pxaHomn u nweHnydHon myku (FOCT 28807—90) M3penua xnebobynoyHsle cnoexole (FTOCT 9511—80)
- Macca - Macca
- ugeT - ueT
OpraHusauuu - BKyC 1 3anax - BKyC U1 3anax
noTpebuTenu - NOCTOPOHHME BKITOYEHUA - NOCTOPOHHUE BKITHOYEHNS
(opraHusauus - XpYCT OT MUHepanbHoW npumecu - XpYCT OT MUHeparbHOR NpUMecH
obLecTBEHHOrO - NpusHaku 6onesHeii xneba u nneceHu - NpusHaku 6onesHe n nnecexHu
NUTaHUs, LETCKUNA - Hanu4ne nHOPMaLUK O MULLEBOW N SHEPreTUHECKON LLIEHHOCTU - Hanu4ne NHHOPMaLIMOHHBIX CBeAleHUI 06 SHepreTU4HecKoW LEEHHOCTH,
cagunT. g.) - CPOK MaKcUMaribHO BbigepXKu Ha xnebonekapHoM NpefnpusaTUM ¢ MOMeHTa cogepxarun 6ernka, xupa u yrnesogos B 100 r usgenuit
BblEMKW 13 NneYu - CPOK MakcUMarnbHOW BbIAEPXKKN COEHBIX U3JeNWil Ha NpefnpuUaTAn
nocne BLIEMKM U3 Neyu
- Macca - Macca
- cbopma - hopma
- NOBEPXHOCTb - MOBEPXHOCTb
- ueT - upeT
- Npu3sHaku GonesHeii xneba v nneceHu - NpW3Haku 6onesHel 1 nNneceHu
TopryroLine - Hanu4yne nHgopMaLu 0 NULLEBOW U IHEPreTUYECKON LIEHHOCTH - Hanu4yne UHopMaLMOHHBIX cBEAEHMIA 06 3HepreTMYecKkoi LIeHHOCTH,
opraHusaLuu - CPOK MakcuMarbHoii BblgepxKu Ha xrebonekapHoM NpeanpusTuu ¢ MOMeHTa copfepxaHuu 6enka, xupa u yrnesoaos B 100 r usgenuii
BbIEMKW 13 Nneyn - CPOK MaKCMMarbHOI BbIAEPXKKM CNOSHBIX M3AENUIA Ha NPeaANPUATUA
- ynakoBka nocrie BbIEMKA U3 Ne4n
- HaNU4ue B TOBApPHO-TPAHCMOPTHOWN HAKNagHOW WTaMna Ha
COOTBETCTBUE NapTumn usgenuit tpebosanmam MOCT 9511—80 u
OTMETKU O BPEMEHM BbIEMKU U3 eNNiA U3 Neun
- Macca - Macca
- hopma - popma
- NOBEPXHOCTb - NOBEPXHOCTb
- ueT - uBeT
- COCTOSIHUE MSKULLA (BKNKOYAA ero BNaXHOCTb, KUCITOTHOCTb U MOPUCTOCTD) - COCTOsIHWE MSIKULLA (MPOMEYEHHOCTb, NPOMEC, CTPYKTYpa, BIIaXHOCTb,
MHansayanbHele BKYC U 3anax KMCMOTHOCTb, MaccoBasi orsi caxapa)
noTpeBUTenM - OCTOPOHHME BKIIIO4EHNS - BKyC
- XpYCT OT MUHEpanbHON NpUMecH - 3anax

- MNOCTOPOHHME BKITHOYEHUS
- XpyCT OT MUHeparnbHOW NpUMecH

- NpuU3Haku GonesHen 1 nrneceHmn

- cofiep>KaHne TOKCUYHBIX 3NIEMEHTOB, MUKOTOKCUHOB U NECTULIMA OB
- CPOK peanusauum ¢ MOMeHTa BEIEMKW U3 Neyn

PucyHok 2 — MNpumep CTPYKTYpUpPOBaHUA nokasarenen NpoayKLum, no KOTOPbIM LIeNecoobpasHo OCYLLIECTBATL MOHUTOPUHT YA0BNETBOPEHHOCTU Pa3NUYHbIX

KaTeropuit notpedurenen

Y102—9€09S d 1LD0J



O6bekT MOHUTOPUHIa — MPOLECChI

CTPYKTYPHbIE SMEMEHTbI NPOLIECCOB W XapaKTepuayloLmMe Ux nokasarenq noTpebutensckux TpebosaHmil

KaTteropum Mpouecc nHpopMupoBaHua o Mpouecc npoxoXXaeHus 3anpocos, Mpouecc opraHm3auumn 0GpaTHo
noTpe6y|Te_r|ey| OpraHM3auHMF;OA KUnmn KOHTpakKTa niun 3akasa CBA3N npouecc I'Ipouecc pacnpoCTpaHeHNs:
. NPOAYKLMU
peknamMHon MH?i)lepF:v?JS:::fme Oﬁgfo'gz:”e MpueM 3asaBku 06652:::%6 paccMoTpeHus PoAYyKY
[EeATEeNbHOCTU »ano6
- pasHoobpasune - CBOEBPEMEHHOCTb |- ONepaTUBHOCTL |- BpeMsi npuema - obecnevyeHHOCTb |- NpefocTaBnexne |- cobnogeHune cpokos;
BMAOB peKknamMbl;  |MHOPMUPOBAHUA |0dOpPMITIEHUS 3aABKK; KaHanamu cBsA3w; ucyepnbiBatoLe |- coxpaHeHue COOTBETCTBUSA
- nonHoTa JoroBopa; - NpefocTaBrieHne |- apPEKTUBHOCTL  |MHGOpMaLMK O NPOAYKLUUM B NpoLjecce
OpraHusauum cofepxaHus u - OTCyTCTBUE ucyepnelBatolleit  [obpaTHOI cBsam NPOXOXAEHUM NoCTaBoK;
notpebutenu [ OCTOBEPHOCTb HEecooTBETCTBMIA  |MHpopMaLMK O obpalleHus; - nocnenpogaxHoe
(BeTckuit cag, WwKona, |peknamHbIxX npy 0hOpPMIEHUN  [NPOXOXIEHNUU - BbicTpoTa obcnyxuBaHue;
pecTopaH) maTepuarnos Joroeopa 3aABKM pearnpoBaHvsa Ha |- Y4ET (POPC-MaXOPHBIX
obpalleHune 06CcTOATENLCTB 3aKa34qnka;
- BO3MOXHOCTb BbiGopa Buaa
L OCTaBKU
- pasHoobpasune - CBOEBPEMEHHOCTb |- ONepaTUBHOCTL |- BpeMsi npuema - obecneveHHOCTb |- MpefocTaBneHne |- cobniofeHne CpoKos;,
BWIOB peknambl;  [MHPOPMUPOBaAHMA |0hOPMITEHUS 32ABKM; KaHanamu cBA3M, ucyepnelBaKLleil |- coxpaHeHne COOTBETCTBUSA
- NonHoTa L0roBopa; - npeaocTaBneHne |- ahheKTUBHOCTL  [MHOpMaLMK O npoAyKuun B npoLiecce
cofepxaHus u - OTCYyTCTBUE ucdepneiBatolleit  [obpaTHOI cBsiam NPOXoXAeHUN NOCTaBOK;
ToprytoLme LOCTOBEPHOCTb HEeCoOTBeTCTBMIA  |MHpopMaLMK O obpalleHus; - YUET hOpC-MaxopHbIX
opraHusaLum peKnamMHbIX npn 0POPMINEHNN  [NPOXOXKAEHUN - BbicTpoTa 0BCTOATENLCTB 3akasuunka;
mMaTepuarnos Jorosopa 3aABKM pearupoBaHWA Ha |- BO3MOXHOCTb BbiGopa Buaa
obpaLyeHre [ OCTaBKM;
- nocrnenpogaxHoe
obcnyxusaHue
- nonHoTa - fononHuTenbHas — — - obecneyveHHocTb |- GeicTpoTa —
cojepxaHus UHopMaLus no KaHanamu cBA3u; pearmpoBaHus Ha
peKnaMHbIX WHAVBMAYarbHOMY - appeKTUBHOCTL  |oBpalleHune
VIHGUBABYaMbHbIE MaTepuasnos 3anpocy o6paTHoI cBA3N
noTpebuTeni - AOCTYNHOCTL
peKnaMHbIX
maTtepuanos

PucyHok 3 — Mpumep CTpyKTypMpOBaHUA nokasaTerei NPoLeccoB, No KOTOPLIM LIENEco0GpasHO OCYLLECTBIATb MOHUTOPUHT YI0BNETBOPEHHOCTH PA3NUYHbIX

KaTeropuii notpedurenei

¥102—9€09S d 1001



OGBEKT MOHUTOPUHIA — KOPNOpaTUBHAS KyNbTypa U penyTauus opraHnsaum

Kateropuu CTPYKTYpHbIE 3MeMEHTbI KOPNOPATUBHON KYyNbTYPbl U PENyTauun N xapakTepusytoLLmne nx nokasatenu notpedutensckux TpebosaHuii
notpebutenein
KynbTypa KynbTypa BHELUHUX KynbTypa KynbTypa Mo3auunoHupoBaHue
TpyZoBOro npouecca KOMMYHUKaLMiA yrnpasneHus paboTHuKa opraHu3auun Ha pbiHke
- ANCLUMNITMHA BbINOTHEHUSA - BOCTYMHOCTb - KOMMYHWKaTUBHas - KBanMUKaLMOHHbIA - aKTUBHOCTb MapKeTUHrOBOW
o6si3aTensCTB; opraHusauuy, KOMMETEHTHOCTb ypoBeHb nepcoHana NOMNUTHKY;
- pacluMpeHue accopTUMeHTa | - TMBKOCTb OpraHusauMu | pyKOBOACTBa; opraHusayuy; - NpeuMyLLEeCTBa OpraHn3aLum
npogyKumu; - YpOBeHb NPOBeAEHUsT | - CTabWUIIbHOCTb nepeg KOHKypeHTamu;
- pasBUTUE UHGPACTPYKTYPHI; neperoBopoB; KOMNeKTuBa; - POnb OpraHu3saLuu B XU3HH
- YpOBeHb MaTepuansHo- - NPUBEPXKEHHOCTE - TBOPYECKOE peLLEHNE obwecTBa
OpraHusauum TeXHU4ecKoro oGecneyveHus; npuHUMNam npobnem
notpebutenu n - BHeJpeHue ynydlleHunii B MeHeaXMeHTa
ToprytoLime DEeATENbHOCTb OpraHu3aLmnu; KayecTBa
opraHusaLuu - COOTBETCTBUE CUCTEMBI
MEeHe[XMeHTa Ka4decTsa
TpeboBaHusM
MeXayHapoAHbLIM cTaHgapTam
NCQo;
- Hanu4ne apbUTpaxHbIX
(cynebHeIx) gen
- paclimpeHne accCopTUMeHTa - AOCTYNHOCTb —_ - 9TUKa nepcoHana, - COOTBETCTBUE LIEeHbl Ka4eCTBYy
VHAVBMGYaNbHbI NPOAYKLMK opraHusauum, - npocpec_:cmouanbﬂbm npoayKuuK;
noTpeGuTen - MMBKOCTL OpraHnsaLmm YPOBEHb; - y4eT uHTepecoB oblecTsa B

- KynbTypa obLeHus

AEenoBOW aKTUBHOCTH

PucyHok 4 — MpumMep CTPYKTYpUPOBaHMSA NoKasaTenen KOPnopaTMBHON KymbTypbl U PENyTaLmu, No KOTOPbIM LLeNecoo6pasHo OCyLLECTBASATL MOHUTOPUHT

YAOBMNETBOPEHHOCTU PA3NUYHLIX KaTeropui notpedurenen

9€09S d 1001
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OB6bekT noTpebuTenbckux TPEBOBaAHUI 1 €10 CTPYKTYPHLIE SNEMEHTbI

Ycnyru MeauunMHCKON NOMOLLM MHOTOMPOMUIBHOMO MEANLIMHCKOTO YYpEXaeHus!

Karteropuu Buabl yenyr
notpeduTenen
Yenyru nev4ebHO-ANarHOCTMYECKOro LieHTpa Ycnyru cToMaTonornyeckoro oTaeneHuns
KnnHuyeckune KoHcynbTauum TepaneBTu4eckoe Oproneans OpTonoHTUS
nceneaoBaHus cneuuanucra nevexue
Crpaxosbie CooTBETCTBME NpOrpamMmmMe CooTBeTCTBME NpoOrpaMmMe CooTBeTcTBME NpOrpamMme CooTBeTCTBME NpOrpamMmMe CooTtBeTcTBUE
KOMNAHMN CobntoaeHune meauko- CobniogeHne Mmeanko- nporpamme
9KONOTMYECKUX CTaHAAPTOB | 9KOJOrMYECKMX CTaHAapToB
HocTynHocTb [LocTynHocTb [ocTynHocTb HocTynHocTb [HocTynHocTb
[ocToBepHOCTb [ocToBepHOCTb TexHoNnorMyHoCcTb KomdpopTHOCTL KoM opTHOCTb
BocnpoussogumocTtb BocnpounssogumocTb KomdopTHOCTb BesonacHocTb BesonacHocTb
MauuneHTsl BesonacHocTb MHdpopMUpoBaHHOCTL MHdopMrUpoBaHHOCTb
MHdopMmupoBaHHOCTb BoamoxHocTb BeIGopa BoamoxxHocTb BbIbopa

TEXHONOMMN N MaTtepuana

TEXHOIOrMn n
MaTepuana

PucyHok 5 — Tunosas martpuua CTPyKTypUpOBaHMA NoKasaTenen ycnyru (Ha npumepe yenyr yupexkaeHms 3apaBooxXpaHeHuns)

9€096 d 100

rvioe



-—
o
WHbopmauua
O BbINOJIHEHNN
rpadga sanonHdaeTtcd
KaTteropuu CerMeHTbl Ob6BbeKkT Bua MeTtoa (rpacp
- McnonHuTenb Cpoku no ghakty
I'IOTp66VITeJ'Iel4 PbIHKA MOHUTOPUHra ncecnenoBaHmnsa ncenenoBaHusa
nposeaeHns
MapKeTUHIOBOro
nceneaoBaHus)
Mpouecchl
(opraHmsaumsa obpaTtHol Onpoc WHTepBblo Otgen 1 xgapran
Bec phIHOK CBSI3M MapKeTWHra
nap.)
Mpopykymnsa b Onpoc AHKeTMpoBaHue Otaen 1 kBapTan
Toprytouyne MapKeTWHra
opranusayuu Mpouecchbl NHTeDBbI0 PykoBoacteo Mpwn
(opraHusaums obpaTtHoi (6ecg,qa) opraHusauuu, otaen OCYLLeCTBIEHNN
Crpana CHI CBA3N, Onpoc MapKeTUHra KOHTaKTOB
P TpaHcnopTuposaHue) P o
Mpoaykumsa A, b AHKeTUpOBaHWe MaplIeATeMnHra 3 kBapTan
PenyTayus
PaboTHuku
MocTosiHHO, OTYeT
Mpoaykuymna b, B Onpoc AHKeTUpoBaHue marasuHa u otaen
MokynaTenu B 1 pa3 B MecsL,
MapKeTWUHra
PUpMEHHOM
MHanBuayansHole MarasuHe SMEMEHTEI . PaboTHMKK [MOCTOAHHO, OTYeT
KopnopaTUBHOIA HabniogeHue CkpbiToe ’
notpebutenu marasuHa 1 pa3 B MecsL,
KynbTypbl
MoTpebuTtenu PaBoTHuKkn
MocTosiHHO, OTYeT
B ApYrux Mpoaykuymns A Onpoc AHKeTUpOBaHWe | MaraswHOB U oTAen
1 pa3 B MecsL
pernoHax MapKeTWUHra

PucyHok 6 — lNporpamma npoBeAeHns MapKeTUHIOBbIX MCCEA0BaHUN U MPUMED ee 3anofHeHnsa

102—9€095 d 100



FOCT P 56036—2014

MnaH npoBeAEHNS MapKETUHIOBOrO UCCIEA0BaHNS

| OnucaHne MapKETUHIroBOro UCCrneaoBaHuA

Llens npoBeaeHNUsa uccneaoBaHus

[aTa npoBeaeHns uCCneaoBaHus

OB6beKT 1 CyObeKT uccneaoBaHua

Bug u MmeToa uccneaoBaHus

Il Cocrae pabot

MocnegoBaTenbHOCTb OTBETCTBEHHbIN CDOK BLINOAHEHUS Heobxoaumbie
pabot UCNOMNHUTENb P pecypchl

Il Oxxngaemble OrpaHUYEHNSA U PUCKK
1
2

YTBEpxgato:

NOAMUCH, pacluMdgpoBKa Nognucy, gaTa

CornacoBaHo:

NOAMUCK OTBETCTBEHHbLIX UCTIONHUTENEN, pacmmcpposka noanucen, fata

PucyHok 7 — dopma nnaHa npoBeaeHns MapkeTUHIOBOTO CCNea0BaHNUs yAOBNETBOPEHHOCTU NoTpebutenein

6.3 LlenecoobpasHo paspabotaTtb M AOKYMEHTUPOBATb MPOLECC MOHUTOPWUHIa YAOBIETBOPEHHOCTM
notpebuTtenein W/unu BXOAALUME B HEro NPOLECCHI, HAnNpumep MpoLecC MPOBEAEHUS aHKETUPOBAHUSA
noTpeduTenen, NpoLecc NpoBeAeHUs HAbNAeHWI ANa nonyyYyeHus uHdopMayum 06 yaoBNeTBOPEHHOCTH
notpebutenen, npouecc cbopa BHYTPEHHEN MapKeTUHroBonm wuHdopmauum 06 yaOBIETBOPEHHOCTU
noTpedutenen u T. a.

Llenecoobpa3Ho paspaboTatb U AOKYMEHTMPOBATb HEOOXOAMMbIE MPaBMMa U METOAUKM (Hanpumep,
npasuna NOBEAEHUA UHTEPBbIOEPA, MeToAUKA 00paboTkM aHKeT U T. 4.).

MpumeyaHune — HekoTopble rocyfapcTBeHHble CTaHAapThl, pa3paboTaHHble B KadecTBe pekoMeHAaLuii
no npuMerexuio MCO 9001 B COOTBETCTBYHOLLMX OTPACIAX, PEKOMEHAYIOT paspaboTKy AOKYMEHTUPOBaHHOR npoLeaypbl
Mo MOHWUTOPWHTIY YAOBMNETBOPEHHOCTU NoTpebuTenei, Hanpumep FTOCT P 53092.

6.6 3anucu no pesynbTataM MOHUTOPUHIA YAOBMETBOPEHHOCTM noTpebuTteneit AOMKHbI BECTUCH B
COOTBETCTBUM C TpeboBaHusmu 4.2.4 FTOCT I1SO 9001.

6.7 Npouecc MOHMTOPUHra YAOBMETBOPEHHOCTU NOTpebuTEnen [OMKEeH noAnexaTb eXerogHomy
aHanu3dy C Uenbl0 BHEAPEHUS YMyYLeHWA W OueHKM 3P(PEeKTUBHOCTU NOAXOAO0B, MPUMEHSAEMbIX MNpU
opraHusauyuu paboT Mo NPOBEAEHUI0 MOHUTOPUHra yAOBMNETBOPEHHOCTU noTpebuteneii. MNpouecc MOXeT
ObITb NPOBEPEH NPWU NPOBEAEHUM BHYTPEHHUX MPOBEPOK (ayAUTOB) CUCTEMbI MEHEIKMEHTA KayecTBa B
cootBeTcTBUM ¢ 8.2.2 TOCT ISO 9001 n TOCT P UCO 19011.

11



ro

B3anmocBA3b TEPMUHOB, UCMOJ/1b3YEMbIX B CUCTEMAX MEHeAKMEHTa KayecTBa N OTHOCALWUNXCA K pa60TaM Nno MOHUTOPUHIY YA40BJ/1ETBOPEHHOCTN

MpunoxeHune A
(cnpaBouHoE)

PbIHOK

1.1 MNMocrtaBwuik (3.3.6)
OpraHusaymsa nam nnuo
npegocTaBnsloLMe NPOAYKLMIO

Bo3moxHocTu (3.1.5)
CnocobHoCTb opraHusauunmn, CUCtemMmbl Unn
npouecca npon3BoAuTbL NPOAYKLMIO, KOoTopas

MoTtpebutens (3.3.5)
OpraHusauusi uam amuo,
noayyaroLine npoayKLmio
Mpumep — KnveHT,
3aKa3umK, KOHEeYHbII
nosb30BaTeNb,
PO3HUYHbIN TOpProsew,

3anHTepecoBaHHas
cTopoHa (3.3.7)
Nlvuo nnm rpynna,
3aMHTEpecoBaHHbIe B
LeATeNbHOCTU UM
ycnexe opraHusaumm

6yAeT COOTBETCTBOBATL TPEOGOBAHMAM K 3TOM
npoaykumun n

Opranusaums (3.3.1)

Fpynna paboTHNUKOB N HEOBXOANMbIX CPEACTB C
pacnpefeneHneM OTBETCTBEHHOCTH,
NOMHOMOYNIA 1 B3aUMOOTHOLLEHWIA

Mpoaykuns (3.4.2)

PesynbTaT npouecca CoBOKyNHOCTb
B3aMMOCBSI3aHHbIX U
4 o6Lume KaTeropuy MPOAYKUMK: YCyr B3aUMopeicTBYoLM

(nepeBo3Ku), NPOrpaMMHble CpeacTea

(komMMbOTEPHAs NMporpavma, C/ioBaphb),
TexHunyeckne cpeactea (y3en gpurarens),
nepepabatbiBaeMble MaTepuasbl (CMaska)

|
Mpouecc (3.4.1)
COBOKyI‘IHOCTb B3aMMOCBA3aHHbIX U
B3aMMOJeNCTBYOLLMX BUAOB
neATenbHOCTM, NpeobpasyoLuas
BX0/[bl B BbIX0O[bl

X 31IeMEeHTOB

Cucrtema (3.2.1) <4 .

Mpumep —
Sg:;g;"_'l':":ﬁf v MoTpebuTenu,
BfagebLbl,
paboTOHMKM
MeHeDKMeHT (3.2.6) opravuisaumn,
CKOOpAVHUPOBaHHas AesTeNbHOCTb MOCTABLIMKM, GaHKMPbLI,
accoupaumm, napTHepsbl
no pyKOBOACTBY 1 ynpas/ieHuio WM 06LLECTBO
opraHusauuei
Cuctema meHepxmeHTa (3.2.2) Y[0BAeTBOPEHHOCTb
Cucrema Ans paspacoTkn notpe6uteneit (3.1.4)
NONMTUKI W Lieneit n A0CTUXEeHNA OueHka
ITUX Uenen notpeéutenaMmm
t CTENEHU BbINONHEHNS
Cuctema MeHepKMeHTa KadyecTBa Ux Tpe6oBaHuii
(3.2.3)

CucteMa MeHe[KMeHTa Ansi PyKOBOACTBA
1 ynpaBneHns opraHmsaumen
MPYMEHUTENLHO K KauecTBy

KauvectBo (3.1.1) —
CrteneHb COOTBETCTBUA MPUCYLLUUX 4
XapaKTepucTuk TpeboBaHusam

XapakTepucTuka kadectBa (3.5.2)
Mpucylwas xapaktepucTnka npoayKumm,
npouecca nnn CUCTeMsbl, BbiTEKaKOLLaA N3

o
Xapaktepuctuka (3.5.1)
OTAnuYnNTENHLHOE CBOWMCTBO

PucyHok Al

TpeboBaHue (3.1.2)
MoTpe6bHOCTb NNK OXMaaHne, KoTopoe

YCTaHOB/NIEHO, 06bI4YHO npepgnonaraetca Unn

sBNseTcsA 0653areNbHbIM

9€095 d 100

¥T0C
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Mpunoxexune b
(cnpaBo4Hoe)

MepeyeHb NpoLeccoB CUCTEMbI MEHEAXKMEHTA Ka4yecTBa,
B KOTOPbIX MCNONb3yeTcsi UHOPMaLUnsa 06 yAOBNETBOPEHHOCTU NoTpebuTtenei

Ta6nuuya b.1

Moapasgen, NyHKT
[OCT ISO 9001

MpoLecchkl cUCTEMbI MeHeJXMeHTa Ka4ecTsa, Npu peanuaaLmu KoTopbIX
vcronb3ayeTcs MHgopMaLms 06 ya0BneTBopeHHOCTH NoTpe6uTenei

1 2

5.41 [nanupoBanue
5.6.2 AHanus co CTOpOHLI pyKOBOACTBA

52,652 653 BHYTpeHHWi# 0BMeH nHgpopMmaLmei
6.1 ObecnedveHne pecypcamu
7.21 OnpegeneHne TpeGoBaHMIA, OTHOCALLMXCA K NPOAYKLUMM (Yeryram)
723 CB#3b ¢ noTpebutenamu
7.3 MpoekTnpoBaHWe U paspaboTka NPoAYKLMK
7.5 YnpaeneHue cobCcTBEHHOCTLIO NoTpebuTens
7.6 YnpaeneHue ycTpoiicTBamMmn 45151 MOHUTOPUHIa 1 U3MEepeHUn
822 BHyTpeHHWe ayaunTsl

852,853 KoppekTupytoLme u npeaynpexaatolyue feicTsns

13
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Mpunoxexne B
(cnpaBoyHoe)

lNMpumep BO3IMOXHOro cocraBa nokasarernemn Anst MOHUTOPUHIa YAOBNETBOPEHHOCTU
notpeburenen Ha OCHOBE BHYTPEeHHEN MapKETUHroBon MHOpMauun

Tabnuuya BA

HanmeHoBaHue
rpynrbl nokasaTtenen

XapakTepu3ylowmii nokasartens

Moka3aTenu BeAeHNSA JOroBOPHOM
paboTbl

- 4YMCNO NPONOHrMPOBaHHLIX JOrOBOPOB

- 4YUCNO A0roBOPOB 3AKIIOYEHHBLIX NOBTOPHO;

- YUCMO PacTOPrHyTLIX JOrOBOPOB, B TOM YMCne N0 UHULMaTUBe
opraHusauyuu W No MHUUMaTuBe noTpebuTens;

- YACNO 3aABOK, HE NPUHATLIX K UCIONTHEHMUIO;

- 4KUcno 0POPMNEHHBIX, HO HE peanu3oBaHHbLIX 40rOBOPOB;

- YACIO AOroBOPOB, YCNOBUSA KOTOPLIX ObINMKN M3MeHeHbl B NpoLecce Ux
BbIMOMTHEHUA, B TOM YMCNe MO MHMLMATUBE OpraHu3aLumn U no uHuuuaTuee
norpeburens;

- YUCIIO OroBOPOB, NO KOTOPLIM MOCTYNUIW NPETEH3NN

MokasaTenu npogax

- 06beM npogax B LENOM 1 NO OTAENbLHLIM BUAAM NpoaYyKLMK
(abcorntoTHble U OTHOCUTENbHBIE 3HAYEHUS),

- 0bbeM npogax 6e3 3akno4YeHUs JoroBopa (MNu pasoBbiX NpoAax);
- 06beM npofax ¢ peanusauyunein ocobblx TpeboBaHmil noTpebutenen

MokasaTenu NosNbHOCTU
notpebutenei

MokasaTenun NOMoXeHWA opraHusauum
Ha pblHKe

- cTabunbHOCTL NOTpebutenei (NPOACIMKUTENBHOCTE B3aUMOAERCTBUSA C
notpebutensamm),

- AONA KHOBLIX» NOTpebuTenei;

- aonsa notpebuteneii, o6paTUBLLUMXCA NO PeKOMEHAALMM NOCTOSHHBIX
notpebuteneii, s yncna HoBbIx NoTpebuTenei;

- aonsa notpebuteneii, ysenuuuBLLMX 06beM 3akynaemoil NpoAyKLuMm,
- AONA «BO3BPATUBLUMXCA» NOTpebuTenei;

- Aonsa notpebuTteneii, paclUMpUBLLNX acCOPTUMEHT 3aKynaemoit
npoAykyunu,

- aonsa notpebuteneii, npuobpeTeHHan B pesynbTaTe PeKNaMHoON
DesTenbHOCTU

- AONA Ha PbIHKeE;

- OCBOEHME HOBbIX PLIHKOB,

- HeononNy4YeHHas BLIrofa B CBA3UN C NOTepel pbiHKa;

- YPOBEHb KOHKYpeHLUK

MokasaTenu notepb oT
HeCOOTBETCTBYHOLEH NPOAYKLMN

- pasmep KOMMeHcaUuii, BbiNNaYeHHbIX NO NPETEH3UAM U peknamaLusM;

- OTHOLUEHWE KOMMNEHCALMIA, BEINMAYEHHLIX NO NPETEH3UAM U
peknamauusam, K o6beMy peanuaoBaHHOR NPOAYKLNH;
- 3aTpaTbl Ha KOPPEKLMIO (YTUNMU3aLMI0) HECOOTBETCTBYIOLLEN NPOAYKLIMY

MokasaTenu kavecTBa NPOAYKLMM UNK
npoueccos

- AedpekTbl, oMGKK, 3abpakoBaHHasa NoTpebutenem NpoayKuus,

- o6beM (aons) NpoayKLUKM, NO KOTOPOIA NONyYEHbI MPETEH3UN (>karnobbl) B
obLiem o6beMe NPoU3BOACTBa;

- 3HaKU O Nony4YeHHOM 0f06peHUM K aKonorndeckas AEHTUPUKALNS,

- KonuyecTBo Xarnob (peknamauuit), bnarogapHocTei, NoxXBanbHbIX
OT3bLIBOB;

- KONMYECTBO HECOOTBETCTBMIA B NpoLeccax

MokasaTenn nocnenpofaaXHoOro
obcnyxuBaHus

- rapaHTUu 1 rapaHTUitHble 0693aTenLCTBa;
- obyyeHue notpebutenei;
- JleiAcTBMSA nocne NocTaBku

14
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KnioyeBble cnoBa: cUCTeEMa MEHEIKMEHTA KayecTBa, MOHWUTOPUHI YAOBNETBOPEHHOCTU I'IOTp66l/ITeJ'Iel7I,
MapKeTUHrosble nccneaoBaHnd, OTBETCTBEHHOCTb U NOJNTHOMOYUA, TEPMUHBI U onpeaeneHnA
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