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HAUMOHANBbHBIW CTAHAJAAPT POCCUMNCKOW OSEAEPALUMN

Cu1cTeMa HaLMOHaNbLHbLIX CTAaHAAPTOB B 06NACTN KaYeCcTBa yCNyr CBA3M
METOAMKA NPOBEAEHWUA OMNPOCA MONb30BATENEN

System of national standards for quality of telecommunication services.
The methodology of inquiries among users

Dara BBegenus — 2015—01—01
1 ObnacTb NpUMeHeHusn

HacTosiluii cTraHaapT yctaHaBnuBaeT METOAMKY NPOBeAEHMsI onpoca Nonb3oBaTerieil yenyr cBsisu ¢
uenoio cbopa MHopMauuu aAnA onpeaeneHUs nokasartenen, XapakTepusylolmx YAOBNETBOPEHHOCTb
nonb3oBarenein NoTpebuTensCkMMM CBOWCTBaMKU NPEeAOCTABIIEHHbIX YCIYT CBA3K.

Hacroswmin craHpapT npeaHasHadveH AN UCNOMNb30BaHUSI  XO3AWCTBYIOLLMMU  CyObekTamum,
[EeWCTBYIOLMMU B 0ONacTu OKaszaHus YCnyr CBA3W, KOHTPOSMPYIOLLMMU MX OpraHamu, BKIIOYasi opraHbl Mo
ceptudumKkaumMu, M OpPYrMMKU 3aMHTEpPECOBaHHbIMM B cOope Takonm uHdOpMauuu CTOPOHAMM Kak npu
NPOBEAEHUN BHELUHWX W BHYTPEHHUX ayAMTOB KavecTBa YCNyr CBSI3W, Tak U Npu MPOBeAEHUU NoObIX
uccnenoBaHuii B 06nactn AeATeNbHOCTU XO3ANCTBYIOLWEro CyObekTa.

Ha ocHOBe HacTOsLLEro craHjapTa X03sWCTBYIOWMMM CcyObekTamu, AEeNCTBYIOLUMMU B o6nactu
OKasaHusi ycnyr cBsi3u, MOryT paspabaTbiBaTbCsi COBCTBEHHblE (BHYTPEHHWME) AOKYMEHTLI, onpeaensiowme
METOAMKY NPOBEAEHNSA ONpoCca Nonb3oBaTesNel.

CTpyKTypa METOAMKM B HACTOSILLEM CTaHAapTe COOTBETCTBYET pekOMeHAaLMsAM, NpUBeAEHHbIM B [1].

2 HopmaTuBHbIe cCbINKU

B HacTofLem cTaHaapTe UCNOMb30BaHbI HOPMATUBHbLIE CCLINKKU HA CneayioLmne CTaHaapThbl:

FOCT P 50779.11—2000 CraTtuctudeckne metogbl. CTaTUCTUYECKOE YMpaBNEHUME Ka4yeCTBOM.
TepmuHbl U onpeaeneHus

FOCT P 53725—2009 KayectBo ycnyru «MexayropogHasa Tened)oHHasi CBs3b». [lokaszarenu
KavecTBa

FOCT P 53726—2009 KauectBo ycnyrn «MexayHapoaHas TtenedoHHast cBAsb». [lokasarenu
KavyecTBa

FOCT P 53727—2009 KauectBo ycnyru «MecTHas TenedoHHas CBsi3by. [okasatenu kayecTsa

FOCT P 53728—2009 KauyecTBo ycnyru «epegayva gaHHbixy. [okaszaTenu kayecrsa

FOCT P 53729—2009 KayectBo ycnyrn «lpepocraBneHme BuptyanbHon vactHow cetn (VPN)».
Mokasatenu kayecTea

FOCT P 53730—2009 KayectBo ycnyru «lpegocTaBneHne KaHanoB CBSI3M B apeHay».
MokasaTenu kayecTea

FOCT P 53731—2009 KayecTtBO ycnyr cBAsu. TepMUHbI U onpeaeneHns

FOCT P 53732—2009 KaudectBo ycnyr coToBOM CBA3W. [NoKasaTenu kauecrtea

FOCT P 55387—2012 KadectBo ycnyru «[octyn B MIHTepHeT». [NokasaTenu kayecTsa

FOCT P 55540—2013 Kayecteo ycnyrn «Ycnyra ueHtpa o6paboTku BbI30BOB». [lokasatenu
KayecTea

FOCT P 56089—2014 KauectBO ycnyru «BHyTpusoHoBaa TenedoHHaa CBA3b». [lokasatenu
kayecrtea

FOCT P 56088—2014 KayecTBO ycnyru «Ycnyra no npeaoCTaBNEHMIO MECTHOW TeneOHHON CBA3N
C UCMonb30BaHUeM TakcodoHoBy. MNokasaTenu Ka4ecTea

MpumMedyaHue— lpy NONL3IOBAHUN HACTOSLMM CTaHAAPTOM LenecoobpasHo NpoBepUTE LeicTBue
CCBINOYHbIX CTaH4apToB B MHOPMALMOHHOI cucTemMe 06LLero nosb3oBaHns — Ha oduumMansHoM caiiTe OefepanbHoro
areHTCTBa No TeXHU4YECKOMY perynupoBaHuio U MeTpPOoriorMn no ctaHaaptusaunum B CeTu MHTepHeT W No exerogHo
n3gaBaeMoMy MHPOPMaLMOHHOMY YKa3aTento «HauuoHanbHble CTaHAapTbl», KOTOPLIA onybrMkoBaH NO COCTOSHUIO Ha 1
AHBAPSA TEKyLLero roga, U no BbiNyckam exemMecs4HOro MHopMaLnoHHoro ykasaTtens «HauuoHanbHele cTaHaapTel» 3a
TeKyLUMiA rog. Ecnu 3aMeHeH CCbINOYHbIA CTaH[apT, Ha KOTOpbIA AaHa HeAaTUpOBaHHasA CChifKa, TO peKoMeHgyeTcs
“cnonb3oBaTh AEWCTBYHOLLYIO BEPCUIO 3TOMO cTaHAapTa € Y4eTOM BCeX BHECEHHBIX B faHHYH BEPCUIO M3MeHEeHMIA. Ecnn
3aMeHeH CCbINOMYHbIN CTaHdapT, Ha KOTOprI?I AaHa faTupoBaHHaA CcChlflika, TO peKoOMeHAYyeTCA MCNonbL3oBaTh BEPCURD
3TOr0 CTaHfjapTa C YyKasaHHbIM Bbille rofoM YTBEpXAeHUs (NpuHATUS). Ecnu nocne yTBepXKAeHUs HacTosLlero

M3paHue ochuumanbHoe 1
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cTaHAapTa B CCHINOYHLIA CTaHAApT, Ha KOTOPbIiA JaHa AaTupoBaHHas CCbifka, BHECEHO W3MEHeHWe, 3aTparusatowiee
MoroxeH1e, Ha KOTOpOe JlaHa CCbiflka, TO 3TO MONOXEHWe PeKOMEHAYETCA NPUMEHATL 6e3 yueTa 4aHHOMO W3MEHEHNS,
Ecnu ccbinoyHblil cTaHAapT oTMeHeH 6e3 3aMeHbl, TO NOMOXEHWe, B KOTOPOM AaHa CCbifika Ha Hero, pekoMeHayeTcs
NPUMEHSITb B YacTH, He 3aTpar1BaroLLeit 3Ty CCbInky.

3 TepmuHbI M onpeaeneHusn

B Hacrosiwem craHgapre npumeHeHbl TepMmuHbl no FOCT P 53731, FTOCT P 50779.11, a Takxe
cneayiolme TepMUHbl C COOTBETCTBYIOLLIMMU ONpeaeneHnsMu:

3.1 ankeTupoBanue: Onpoc, nNpu NPoBEeAEHUU KOTOPOro B KayecTBe cpeactsa Ansa cbopa ceeaeHui
OT pPecrnoHAeHTa UCTONb3yeTCA cneumanbHO 0POPMITEHHbIN CMIMCOK BONMPOCOB—aHKETA.

3.2 BbIOOPOYHAA COBOKYMHOCTb: YacTb OOLEKTOB, OTOOPAHHBLIX U3 FeHeparnbHOW COBOKYMNHOCTH,
npeaHasHa4YeHHbIX 4N nonyyYeHus uHopmauum 0 Hen.

3.3 reHepanbHas COBOKYNMHOCTb: COBOKYNHOCTb BCEX €AUHUL, Unu OOBLEKTOB, MO OTHOLUEHUIO K
KOTOPbLIM MIAHUPYETCS U3yYeHUe onpeaeneHHoNn Npodnembl U NPUHATUE BbIBOZ OB.

3.4 poctynHocTb ycnyru: CBOWCTBO ycnyrn ObiTb NpeAOCTaBNEHHON TOraa, koraa 3to Heo6xoaumo
nonbL30BaTenio.

3.5 wuHTepBbloMpoBaHue: Onpoc B oOpMe LeneHanpaBneHHOW 0Oecefbl MHTEpBbloepa W
onpaLuMBaeMoro, nNpu 3TOM MHTEPBbLIOEP CaM 3aAaeT BONPOChl U (PMKCUPYET OTBETHI.

3.6 HenpepbIBHOCTb ycnyru: CBOMCTBO ycnyru, Oyayuum npeaoCTaBfEHHOW, MPOAOMKaTbCA B
TeyeHue TpebyeMoro BpeMeHu.

3.7 onpoc: MeTtop c6opa uHdopmaLum 06 ob6beKkTe uccnenoBaHusi, 3aKnio4aloLLMINCA B 06paLLeHun K
onpaLLMBaembIM MioAsIM C ONpeAerneHHbIMU BONPOCaMM, OTPaXaioLuMu npobnemy nccneoBaHus.

3.8 nonb3oBartenbckoe o6opyaosaHue (OkOHeYHOoe oGopyaoBaHue): TexHuueckue cpeacrea Ans
nepeaaun u (Mnu) NpUeMa CUrHamnoB 3NEKTPOCBA3M MO JIMHUSIM CBSI3W, NOAKIMIOYEHHbIE K abOHEHTCKUM
MUHMUAM W HAXOASALLMECH B NOMb30BaHUM ADOHEHTOB UMM NPEAHA3HAYEHHbIE ANS TaKUX LiENen.

3.9 noTpebutenbckoe CBOWCTBO ycnyru: [10NesHOCTb ycnyru, ee crnocoOHOCTb YyAOBRETBOPATb
Kakyo-nmbo noTpebHOCTbL Nonb3oBaTens.

3.10 penpeseHTaTMBHAA COBOKYNHOCTb: [lpeAcCTaBUTENbLHOCTb (BbICOKAs CTENEeHb CXOACTBA)
0TOOpaHHON 4YacTn 0OLEKTOB U3 BCEN M3y4aeMOW reHepanbHOW COBOKYMHOCTM B OTHOLLUEHUW U3y4aemblX
XapaKTepucTuk.

3.11 Tunuyeckaa rpynna: COBOKYNHOCTb OAHOPOAHLIX E€AWHUL, reHepanbHOW COBOKYMHOCTH,
06bEeANHEHHBIX ONPeAEeneHHbIM FPYNMUMPOBOYHBIM NPU3HAKOM.

3.12 ynosneTBOPEeHHOCTb NoNb3oBaTens: BocnpuaTue nonb3osaTenieM CTENeHU BbINOMHEHUS ero
TpeGoBaHuit.

3.13 uenoctHocTb ycnyru: CBoWCTBO ycnyrn, Gyayydm npegoctaBneHHoOW, obecneunBatbcs Ges
YpEe3MepHOro yxyaLUeHus.

4 MeTtoauka npoBeaeHUA onpoca nonb3oBarernemn

4.1 OGBLEKT U NnpegMeT uccrieaoBaHUA NpU NpoBeaeHUMM onpoca

4.1.1 O6BLEKTOM UCCNEAOBaHMSA ABNAIOTCS BUAbI YCNYT CBA3U, OKa3biBAEMbIX ONEepaToOpoOM CBA3U.

4.1.2 MpeaMeTOM UCCNEeAOoBaHMA SABNSAIOTCA MHEHWUSI Nonb3oBaTteneil B OTHOLUEHWW BOCMPUSATUA UMM
noTpebuTENbCKUX CBOINCTB UCCNeLyeMbIX BUAOB YCMYr CBA3N.

413 [Ona npoBeaeHuss onpoca NO KaXgomy BuAy ycnyr dopmMmupyeTca penpeseHTaTuBHasi
COBOKYNHOCTb Monb3oBaTteneil. B 3aBucumoctu OT obbema reHeparnbHOW COBOKYMHOCTM B Fpynny
onpawmMBaeMbiX MOXeT ObiTb BkModeHa nubo BbIGOPOUYHAA COBOKYNMHOCTb, NMBO BCS reHepanbHas
COBOKYNHOCTb NMONb30BATENEN NO KaXXAOMY BUAY YCIyT.

4.1.4 B xoge npoBeaeHus onpoca u nocnegyowen obpaboTku pesynbTaToB ANSA NOMb30BaTenen,
BKITIOYEHHbIX B FPYNMbl ONpaLIMBaeMbIX, UCMOMNb3YIOTCA 3apPerMCTPUPOBaHHbIE B YYETHLIX AOKYMEHTax Mmsi
(ans u3nyeckmx nuu) UM HauMeHoBaHMe OpraHusauuu.

4.2 OnpegensieMble XapaKTepUCTUKU

421 lpu onpoce nonb3oBaTenew ycrnyr CBA3W MO KaXXAOMY BMAY YCNyr BbIABMAAIOT MHEHUE
nonL3oBaTenen B suae:

- MNEPBMYHOW OLEHKM YAOBNETBOPEHHOCTW OTAENbHbIMU  NOTPEOUTENbCKMMU  CBOWCTBAMM
NpesoCTaBMEeHHbIX YCNYT;

- NePBUYHOW OLEHKU YAOBIETBOPEHHOCTU KAYECTBOM B LIENIOM NPEeAoCTaBEHHbIX YCNyT;

- 6annbHON OLEHKM OTAENbHbIX NOTPEBUTENLCKUX CBOWCTB NPEAOCTaBNEHHbIX YCIYT;

- 6annbHON OLEHKM KaYecTBa NPeAOCTaBNEHHbIX YCNYT B LENOM.

4.2.2 TepBUYHYIO OLIEHKY KaXKabiM OMpaluMBaeMbIM NOMb30BaTeneM OCYLLECTBAAT MO NPUHUMMY
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«aa—-HeT». B pesynbtate o6paboTkm nepBUYHbIX OLEHOK OMpoca OMpeaenstoT rpynnoBylO OLIEHKY
YAOBMETBOPEHHOCTU B BUAE NPOLIEHTA YAOBMNETBOPEHHBIX MOMb30OBaTENEN.

4.2.3 BannbHy0 OLEHKY NpoBOAAT No YeTbipexbanbHon 6annbHon wkane [2]:

- OTNUYHO» — 5;

- «xopoLioy — 4;

- «yOOBIETBOPUTENBHO» — 3;

- «nnoxo» — 2.

B pesynbTaTte 06paboTku AaHHbIX ONPOCa ONpPeAensoT rpynnoByo BanmbHYO OLEHKY.

4.2.4 CocraB nokasatenem KayectBa YCnyr CBsid3u, onpejensdemblX MO pedynbratam onpoca u
XapaKkTepu3yoLux YA0BNETBOPEHHOCTb Nonb3oBaTenein noTpeduTensCckuMmn CBOMCTBAMM YCNYr, MPUBEAEH B
Tabnuue 1.

Tabnuua 1 - TlMokasatenu KavyecTBa YCMyr CBf3W, ONpeaensemble MO pesynbTaTtaMm onpoca
nonb3oBarenen
MoTpebutenbLCckoe CBOWCTBO

yenyrv HaumeHoBaHMe nokasaTens KayecrTBa yCcryr CBA3W

MpoueHT nonb3oBaTeneil, yaoBNeTBOPEHHbIX 4OCTYNHOCTbIO YCIyru.
BannbHas oueHKa AOCTYNHOCTU yCnyru

MpoueHT nonb3oBaTenei, YAOBMETBOPEHHbIX HEMNPEPbIBHOCTbLIO
HenpepbIiBHOCTb yCRyru ycnyr.

BansibHas oueHKa HeMpepbIBHOCTU YCRYIU

MpoueHT nonb3oBaTenen, yA0BNETBOPEHHbIX LIENIOCTHOCTLIO YCIYTH.
BannbHas oueHKa LENOCTHOCTU yCenyru

MpoueHT nonb3oBaTenei, yA0BNETBOPEHHbIX KAYECTBOM NEpeaayu.
BannbHas oueHKa ka4yecTBa nepeaaqu

JOCTYnHOCTb ycnyru

LlenoctHoCTb yenyru

KayecTtBo nepegayu

MpoueHT nonb3oBarenen, YAOBMNETBOPEHHbIX Ka4ecTBOM
o6cnyXuBaHus.
Kavectso obcnyxusaHus MpoueHT nonb3oBareneli, yA0BNETBOPEHHbIX KAYECTBOM M CPOKaMu

YCTPaAHEHUA HEUCNPABHOCTEN.
BannebHas oueHKa kKa4yecTBa 06Cy>KUBAHUA
MpoueHT nonb3oBaTenemn, yAOBNETBOPEHHbIX Ka4eCTBOM YCNyru B

Ka4yecTtso ycnyru B Lenom Lieriom.
BannbHasa oueHka Ka4ecTBa ycnyru B UENom
MpumeyvyaHune — CocTaB NoTpebUTENbCKUX CBOWCTB M MOKasaTeneil kadectea ycnyr cBssu B Tabnuue

NPeLCTaBnNeH C Y4eTOM MEXAYHapoaHON NpakTUKM U pekoMeHgauuii MCO-T [2,3,4] n MoxeT GbiTb SONONHEH W/unu
M3MEHEH MoKa3aTensiMu1 YAOBNeTBOPEHHOCTM Nonb3oBaTenen, npeactasneHHsiMu B FOCT P 53725, TOCT P 53726,
FOCT P 53727, FOCT P 53728, TOCT P 53729, FTOCT P 53730, TOCT P 53732, TOCT P 55387, FOCT P 55540.

4.3 Metoabl u cpeacTBa NpoBeaeHUA onpoca

4.3.1 BbiBGpaHHbIi MeTO4 NpOBEAEeHUs onpoca AOJMKEeH npeaycMatpueatb opmy u cnocob ero
npoBeaeHus.

4.3.2 Onpoc nonb3oBaTenein ycnyr cBs3W OCYLUECTBIISIETCA B YCTHOW WAM MUCbMEHHON hopme B
3aBMCUMOCTM OT LieNen, 3ajay 1 ycroBuii npoBoaMMoro o6enegosaHus.

4.3.3 OCHOBHbIMM criocobamu NPOBEAEHUA OMpoca ABMNAKTCA aHKETUPOBAHWE WU UHTEPBLIOMPOBAaHKE,
npoBOAMMOE N0 onpeAeneHHon nporpaMmme.

4.3.4 AHkeTa, ucnonb3yemas npu npoBedeHWM onpoca, AOSMKHA COAepXaTb ACHbIe, OAHO3HA4YHO
noHuMaemMble, TpebyioLLme NPoCToro oTeeTa («aa/HeT» Mnu BanmnbHYIO OLIEHKY) BOMPOCHI.

4.3.5 MporpaMMa WHTEPBbLIO, UCMONb3YEMas NPV NPOBEAEHUM ONpPOca, A0MKHA 06ecneunTb BeaeHue
feceabl B NpoOU3BONLHOW popMe, HO B pamMKax YCTAHOBMEHHbIX  AnA OOCYXAEHUs BONPOCOB M
COOTBETCTBYIOLLEr0 BPEMEHMU.

Bonpocbl nporpammbl JOMKHbI ObiTb ACHO, 4€TKO COPMYNMPOBaHbI, OAHO3HAYHO MOHMMAEMBI;
JOIMKHO ObITb TOYHO YCTAHOBIEHO BPEMS Ha Ux 06cyxaeHue.

4.3.6 TexHuyecknme cpeacTBa, HeoOGXoaMMble ANA NPOBEAEHUSI ONPOCOB, AOJMKHbI COOTBETCTBOBATH
YCTaHOBJEHHBLIM A58 HUX TPEGOBAHUAM U TEXHUYECKUM YCIIOBUSM.

4.3.7 C y4eTOM BO3MOXHOCTEWN B3aMMOAENCTBUA C NONb30BaTENSAMN YCNYTr CBA3U pasHbIX BUAOB yCryr
CBA3M (B 3aBUCMMOCTU OT 0ObLEMOB KNMUEHTCKMX 6a3 no BuAam ycnyr, UCNonb3yemblX TEXHUHECKMX CPEACTB
U T.4.) NPUMEHSIOT pasHble MeTOAbl MPOBEAEHUA ONpoca, NpuBeaeHHbIe B Tabnuue 2.
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Tabnuya 2 —MeTtodsl u cpeacTsa NpoBeaeHUS ONPoOca Nonb30BaTeNEN yenyr CBA3U

MeToa npoBeaeHus dopma onpoca Cnoco6 onpoca Mcnonb3yemble cpeacTea
onpoca nosnb3oBarenem nonb3oBaTenen
TenedOHHbIV OoNpoc | YcTHaa AHKeTupoBaHue Monb3oBaTensckoe 060pyAOBaHue
(okoHe4YHOe 06GopyaOBaHME).
AHkeTa.
Monb3oBaTensckoe 06opyAOBaHUE
(okoHe4YHoe oGopyaoBaHue).
WHTepBLIOMpPOBaHUe MporpamMma MHTEPBbLIOMPOBAHUSA
MouTtoBas pacceinka | MNMucbmMeHHas AHKeTUpoBaHue AHkeTa.
Cpeacrtsa Anst OTAPaBKU NOYTOBOMN
KOppecnoHgeHumn (koHBEPTHI,
MapKu, aapecHbIe KaTanoru u np.)
Paccbinka no e-mail | NMucbmeHHasn AHKETUpOBaHue MNepcoHanbHbIN KOMNbIOTEP,
n chakcy NOAKIIOYEHHbIN K CETU NHTepHeT.
dakc.
AHKeTa
MHTepakTuBHbIN MucbmeHHas AHKeTupoBaHue Be6-pecypchl opraHusartopa
onpoc Ha  caute onpoca.
onepaTtopa CBs3u MporpaMMHbie cpeacrea
ynpasfeHnua NPOEKTOM NPoBEAEHUA
OnpocoB.
AHKeTa
Wcnonb3oBanne ans | MNucbmeHHasn AHKeTupoBaHue Web-pecypcol opraHu3artopa
onpoca «INYHOTO onpoca.
kabuHeTay MporpaMMHbie cpeacrea
nonb3oBaTens Ha ynpaBrieHUs NPOEKTOM NPOBEAEHUA
Beb-pecypce ONpoCOoB.
oneparopa AHKeTa
Onpoc B Mecrax | YcTHas AHkeTupoBaHue. AHkeTa.
obcnyxusaHus UHTepBblOUpoBaHue MporpaMmma UHTEPBLIOMPOBAHUS
nonobsosatenen (B
KMUEHTCKMX  3anax,
pacyeTHbIX kaccax, | MucbmenHas AHKeTUpoBaHue. AHkerTa.
nyHKTax npoaaxmu UHTepBbloupoBaHue MporpaMma MHTEPBLIOUPOBAHUS
CEepBUCHBIX KapT W
np.)

4.4 YcnoBua npoeeaeHus onpoca

4.4.1 MNposeaeHne ONPOCOB oOpraHu3auuni — MONb3oBaTenein uccneayemblX BUAOB YCNyr CBS3W
OCyLLECTBNAIOT B paboyee BpeMs 3TUX OpraHu3auun.

4.4.2 lMposeaeHne onpoca ¢uanyeckux nuy — NONb3OBaTenen uccneayembiX BUAOB YCIyr CBA3MW
OCyLLECTBNAIOT B N0GOE BpeMsi, KPOME HOUHOTO.

443 B kayecTBe KOHTAaKTHOrO nuua npu ONpoce oOpraHusauuum JOSDKHO BbICTynaTb nuuo,
OTBETCTBEHHOE 3a 06ecneyeHune ycrnyramu CBsiau B JAHHON OPraHnu3aLuu.

444 Kaxaoe B3auMoAeMCTBME C OMpPALUMBAEMbIM MMUOM NPU ONPOCe AOMMKHO HauuHaTbCA C©
MH(OPMUPOBAHUA €70 O Ha3Ha4YeHWU NPOBOAMMOrO OMPOCa, KEM U B CBA3U C YEM MPOBOAMUTCH OMpOC, a
TaKke 0 CPoKax NpeacTaBneHust OTBETOB, ECMM ONPOC NPOBOAUTCA B MMCbMEHHON hopMe.

4.4.5 MNMpu npoBeaeHnn onpoca B YCTHOW ¢hopme BeAyLmi ONPOC A0SMKEH YETKO U ACHO NPOU3HOCUTL
3ajaBaemblli  BONpOC, NMpM HeoOXOAMMOCTU -AaBaTb MNOSICHEHMS MO CyTM BOMPOCa, He BCTynaTtb B
obcyxaeHue no 3agaHHOMyY BOMpPOCY, YeTKO (hMKCUPOBAaTb OTBET.

4.5 Nopaaok npoBeaeHus onpoca

4.5.1 OCHOBHbIE 3Tanbl NPOBEAEHUSI ONpOCa:

- NOAroTOBUTENbHBIN 3TAaM;

- onpoc.

4.5.2 IoaroToBUMTENbHbINA 3TaM BKMNOYAET BbIMONMHEHWE CREAYIOLMX 4ENCTBUIA.

4.5.2.1 PaspaGoTtka nporpammbl NpoBeaeHNs paboT, BKOYas:
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- NOCTaHOBKY Lienen u 3aaay nposeeHus UccneqoBaHus;

- onpeAeneHue cocrasa uccneayemMbix BUAOB YCIyT,;

- BbIGOp MeToAa npoBeaeHUs onpoca Mo KaXaoMy BuAy ycryr ¢ onpeaeneHnem (opmel u cnocoba
npoBeAEeHUA onpoca;

- pa3paboTKy aHKEeT NpoBeAEHUsI ONpoca M NPOrpaMM UHTEPBLIOUPOBAHUS;

- onpeaeneHue coctaea onpalMBaeMbIX NONb30BarTenen yonyr,;

- paspaboTky rpacmka npoeeaeHus paboT mo ompocy nonb3oBaTenen M obpabGoTke pesynLTaToB
onpoca.

4.5.2.2 OnpeaeneHne CyLIECTBYIOLLIETO COCTaBa Monb3oBaTenen No Kaxaomy Buay obcnegyembix
yenyr

OnAa kaxaoro Buaa ycnyr Ha OCHOBE YYETHOM, IOPUAMMECKON U APYrOi JOKYMEHTauuu Heobxoaumo
YCTaAHOBUTb:

- o6wee 4ncno nonb3oBatenel i—M BMAOM ycnyr—obbeMm reHepanbHOW COBOKYNHOCTW NO i—My BUAY
yenyr (N); .

- TUNUYECKME rPynnbl NONL3OBATENEN i—M BUOM YCIIyT;

- ofLee KONMYECTBO NOMb3oBaTenei B KaXKAOW j— TUNUYECKOW rpynne nonb3oBatenei i-M BUAOM
yenyr (m);

- YAENbHbIN BEC KAXAOW j— TUNMYECKON rpynnbl B reHepanbHOW COBOKYMHOCTU MOfb30BaTenen i—m
BMAOM ycnyr (g;), ucnonb3yemblili Aanee Ans pasfieneHusi BblOOPOYHON COBOKYMHOCTM NO TUMMHECKUM
rpynnam nonb3oBarenen.

Mpw atom g;= my/ N

4.5.2.3 MNpu manom obbeme reHepanbHOW COBOKYNHOCTM NoMb3oBaTenen i—M Buaom ycnyr (oo 20
YEnoBeK) B COCTAB ONpAaLUMBAEMbIX BKIIOYAIOT BCEX MNOnb3oBaTenein, npu OOnblIEM KONMMYECTBE—
HOPMUPYIOT BbIOOPOYHYIO COBOKYNHOCTb NOMb30BaTENEN MO KAXKAOMY BUAY YCyr.

4.5.2.4 dopMmmpoBaHue BLIGOPOUYHLIX COBOKYMHOCTEN Nonb3oBarenein

BbibopoyHass COBOKYNHOCTb nonb3oBaTeneil JAOMDKHA OTpaXaTb CyLUECTBYIOLMW  COCTaB
nonb3oBaTenei MNo TWUMWYECKUM TFpynnaMm COOTBETCTBYIOLLErO BMAA WCCMeayeMbiX YCnyr (Hanpumep,
dum3nyeckme nuua, puamyeckue nuua, onepaTopbl CBA3W U Np.).

Ana hopMUpPOBaHUA TUMMYECKUX rPYNN B BbIDOPOYHON COBOKYNHOCTU NPUMEHSAIOT UHAUBMAYANbHLIN,
6ecnoBTOPHLIN cnocob oTGopa, NpM KOTOPOM OTAENbHLIE NPEACTaBUTENN TUNMYECKUX rPYNN NOoNb3oBaTenen
BKJIIOYAIOTCS B COCTaB OnpaLuMBaemMoi rpynnbl OAHOKPATHO.

OT16op nonb3oBaTernieil B Kaxaylo TUNMYECKYIO Tpynny OCYLECTBRSIETCH CnocoOoM CryvanHoW Wunu
MEXaHU4eCKON BbIOOPKM.

CnyyvaiiHocTb 0TBopa MOXeT ObITb 06ecneveHa NpUMEHeHUeM xepeObeBKU UNM TabNULIbI CRYYaNHBIX
yucen.

MexaHuyeckyto BbIGOPKY NPOBOAAT B ONPEAENEHHOM NOPSAAKE: Hanpumep, Kaxaas naras eauHuua
Unun KaXxaasa AecsaTas eanHuua u T.4.

Cnoco6 ot6opa B TUNMYECKUe rpynnbl BoiGUpaeT pykoBOAUTENDb FPYNMbl, NPOBOASILLEN ONPOC.

4525 OnpegeneHne obbeMa BbIOOPOYHOW COBOKYNHOCTM NOMb3OBaTenei Mo Kaxaomy Buay
obcneayemMbix yCnyr Ans NpoBeAeHusi onpoca

Mpu BbllenpeacTaBneHHOM xapaktepe (PopMMpPOBaHMA BbIGOPOYHLIX COBOKYNMHOCTEN MNPUMEHSIOT
cneayowyio cdopmyny ans pacyera obvema BbIOOPOYHON COBOKYNHOCTM MOfib3OBaTenen no i—My Buay
ycnyr:

N,t’c’
N,A +1t%c?
rae N;—o6bem reHepanbHOW COBOKYNHOCTU NOfb3oBaTenei no i-Mmy BUAy ycnyr;
A—3HaveHue ponyctumoin oLumbku Npu onpeaeneHun nokasarenemn, NpeacTaBfieHHbIX B Tabnuue
1. 3HauyeHne A moxeT ObiTb NPUHATO pasHbiM 0,03-0,05, ucxopa M3 TPaaAUUMUOHHO AOMNYCTUMOM
NOrpeLLUIHOCTU B COLMONOTMUECKUX UCCNEA0BAHUSAX HA YpOBHE 3 %-5 %. PelueHue o BbIGOpPE KOHKPETHOrO
3Ha4yeHus A NnpuHMMAaET IKCnepTHas rpynna, NPoBOAALLAs ONPOC, UCXOAA U3 YCIIOBUIN ONPOCA, TEXHUYECKNX
M 9KOHOMMYECKUX BO3MOXKHOCTEI €ro NnpoBeAeHus;

t—k03(PPULMEHT AOBEPUS, 3aBUCALLUIN OT BEPOATHOCTMU, C KOTOPON rapaHTUpyeTcs, 4To dakTudeckas
owmbka He BbIMAET 3a npegenbl gonyctumon. Haubonee 4acTto npuHUMaemoe npu COUMUONMOTUYECKUX
MCCNEN0BaHNAX 3HAYEHNE JOBEPUTENBHOW BEPOATHOCTU P = 0,954, npu 3TOM t=2;

O—-CcpefiHee KBagpaTU4ecKoe OTKIMOHEHME 3HaYeHUI OLeHMBAEMbIX NokasaTenewn, onpegensemoe nudo
Ha ocHOBe NPOGHON BbLIGOPKM, NMBO OPUEHTUPOBOYHO NpuHUMaemoe 0,5 B yCNOBUSX NOMHOTO OTCYTCTBUS
MCXOAHBLIX AaHHbIX ANS pacyeTa.

n= M
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Ecnu npuHUMAaloTCA BbILIENPUBEAEHHbIE 3HAYEHUst { U G, TO ANS pacyeTa n; UCMonb3ylT Bonee
YNPOLLEHHYIO popmMyny

n=—-m @

B cnyuyae 6onbwmx 06beMOB reHepanbHOW COBOKYMHOCTM Nonb3oBatenen i-m sugom ycnyr (6onee
200 yenoBek) gonyckaeTcs npu onpegeneHnm odbvema BbIGOPOYHON COBOKYNHOCTM ANA 9KOHOMUU BPEMEHM
N ApYrux pecypcoB yCTaHaBNMMBATb 3Ha4yeHue gonyctumon ouwmbkn A = 0,15-0,2, a Takke MCnonb3oBaTb
Gonee npoctoii npuem Ang pacyeta obbema BbIOOPOYHOW COBOKYMHOCTU: YCTaHaBnMBaTb OObeMm
BbIOOPOYHON COBOKYNHOCTU B pasmepe 10 %—15 % obvema reHepanbHON COBOKYMHOCTH.

4.5.2.6 OnpeaeneHne 06bEMOB TUNUYECKUX FPYNN B BbIOOPOUHbLIX COBOKYMHOCTSIX

Yucno onpalumMBaemelx Nonb3oBaTenem, NPeACTaBNAOLLMX KKAYIO TUMMYECKYIO Tpynny B BbIOOPOYHON
COBOKYMHOCTH, AOMMKHO ObITb NPONOPLMOHANBLHO OOLLEH YUCNIEHHOCTU TUMMYECKOW FPYNnbl B reHepansHou
COBOKYMHOCTW NONb30BaTenem no Kaxaomy suay ycnyr:

ng=qil n , 3
rae n—obbeMm j-n TUNUYECKOW rpynnbl B BLIODOPOYHON COBOKYNMHOCTM MONb30BaTenei no ji-My BUAY
oGcneayembix yCnyr;

n—~obwmn o6bemM BLIGOPOYHON COBOKYNHOCTU NONb30OBAaTENEN NO i-My Buay o6cneayemblx yCnyr;

qi—CM. 452.2.

4.5.3 OTan onpoca BKIOYaET BLINOAHEHUE CREeayoLWnX AeACTBUNA.

4.5.3.1 CocraBneHne pykoBoguTeENEM rpynnbl, NPOBOAALLEN ONpoc, rpaduka nposegeHua paboT ¢
y4yeToM COCTaBa rpynnbl, CAOOPMUPOBAHHLIX AN ONpoca BbIOOPOYHbLIX COBOKYMHOCTEW NOnb3oBaTenen, a
Takke ¢ y4yeToMm popm n cnocobos onpoca.

4.5.3.2 NpoBeaeHne pykoBoAUTENEM IPYNMbl MHCTPYKTaXka YneHoB rpynnbl.

4.5.3.3 OTBETCTBEHHbIE B rpynne 3a cooTBeTcTBylOLME hOpMbl M Cnocobbl NPOBeAEeHUs onpoca
OpraHM3yloT pa3MeLLeHMe U PacChifiky aHKeT B SNEKTPOHHON CPeje M Mo NovTe, CHabXeHne YneHoB rpynnbl
aHKeTaMu 1 NporpamMmmMmamMy UHTEPBLIOMPOBAHUA.

4.5.3.4 UneHbl rpynnbl  MPOBOASAT OMPOC B COOTBETCTBUM C rpaddMkom npoBeaeHus pabor,
BbIGpaHHbIMKU hopMamu, cnocobamu n MHCTPYKLMEN NO NPOBEAEHUIO ONpoca.

4.5.3.5 Ha kaxxgon 3anonHAeMOn aHKeTe yKasbIBalOT crieayowyo nHdopmaumo (MOMMMO OTBETOB Ha
BOMPOCHI):

- flaTy 3anorHeHus;

- HAUMEHOBaHWe OMpaLLUMBAEMOro NONL30BaTENs U HOMEP TenedoHa;

- TUNUYECKYIO rpynmny;

- thamunuio u nognuch 3KcnepTa, NPOBOAMBLLETO ONPOC.

3anornHeHHble aHKeTbl MepeaaroT PyKOBOAMTENIO rPynnbl 9KCMepToB.

4.6 O6paboTKa AaHHbIX U 0(POpMIeHne pe3ynibTaToB onpoca

46.1 locne 3aBepweHus cOopa aHKeT MPOBOASAT NPOBEPKY MPAaBUMBHOCTU KX 3anofHEHus.
HenpaBunbHO 3anNOMHEHHbIE AHKETHI AOIMKHbI ObITb NMMBO UCKMIOYEHBbI M3 OBLLEro NOMy4YEeHHOro MaccuBea,
nmbo NnpoBeeHO YTOYHEHUE UHOPMALMK U AOMOSIHEHNE aHKETLI.

46.2 OO6paboTka AaHHbIX OMpoca Monb3oBaTenen, BKMOYEHHbIX B BbIGOPOYHLIE COBOKYMHOCTH,
CBOAMTCA K ONpPEeEneHnio B COOTBETCTBUU C TEOPUEN CTATUCTUKM BbIOOPOYHBIX 3HAYEHWUI MokasaTenen no
KaxxgoMmy BMAY yCnyr, NpuBeAEHHbIX B Tabnuue 1.

4.6.3 BbibopouHoe cpeaHee 3HadyeHue GannbHOW OueHKn K-ro noTpebuTenbCkoro CBOWCTBA ANs i~ro

Buaa ycryrn X ;. onpeaensioT no doopmyne

X, =5 4
it 5
Z M s i)
S§=2

roe S—-oueHka B 6annax, BbiCTaBnseMasi peCnoHAEHTOM Mo YeTblipexbanbHon wkane (S=2; 3; 4; 5);

Mgy —4NCNO PECMOHAEHTOB, AABLUMX OLEHKY S 6annos k—My noTpebuTensCckoMy CBOWCTBY YCIyr i—ro
BMAa.

46.4 BblOopoyHOoe 3HayeHue pgonm  (unu %) nonb3OBaTENEW, YAOBMNETBOPEHHbLIX K—M

notpebuTenbCkMumM CBOMCTBOM YCNyT i—T0 Buaa P , ONpeaensT no gopmyne
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~ M
Pu=o, " ©®)

rae my —YUCro  PEeCrnoHAEHTOB, YAOBMETBOPEHHbIX Kk—M  MOTPeObUTENbCKUM  CBOWCTBOM
npeaoCTaBNEHHbIX UM YCIYT i—T0 BUAA;

m; —o6Lee KOMMYECTBO PECMOHAEHTOB, aHKETbI KOTOPLIX Y4aCcTBYIOT B 00paboTke pe3ynbTaToB 0npoca
no i—My BUAY YCNyr.

K ynoBneTBopeHHbIM NOTpebUTensim OTHOCAT PECNOHAEHTOB, OLIEHUBLUMX NOTpebUTEeNbCKUE CBOWCTBA
YCAYrn Ha «4» unm «5».

4.6.5 PacxoxgeHnsa mexay BbIOOPOYHLIMW 3HAYEHUAMU MOKa3aTeNen u nokasaTensammu reHepanbHbIX
COBOKYMHOCTEN OLIeHUBAIOTCA AOBEPUTENbHBLIMU MpeaenaMu Ans pacCUUTaHHbLIX NO pesynbTataMm onpoca
rokasatenen, KOTopble MO3BONSAIT KOPPEKTHO NPEACTaBUTL Pe3ynbTaTbl MPOBEAEHHOro Onpoca.

4.6.6 [oBepuTenbHble npeaenbl reHepancHoOn cpegHen GannbHOW OueHKM k—ro noTpebuTenbLCcKoro

CBONCTBA ANS i—-ro Buga ycnyr sz onpeaensatoT no gopmyne [5]
X=Xt Ava, ©)
e X AvirS X=Xt Avar )
Mpwu aTom:

2
GX(ik)
m;

5 ~
2
Z (S—-X,) Mg ik
_ S=2

2
O vy = 9
(ik) m . ()]

AX(ik) =1Ix ) 8)

;
2
B cnyyae mManoii Bbi6opku (npu m; < 20) O x ) paccuuTbiBaloT no copmyne

5

Z (S - )?ik)zmS(ik)

§=2

(i) = 1 , (10)

1

2
O v

rae  Axg -npegenbHas owubka BbIOOPOYHOro HabnwgeHus no OannbHOM oOueHke Kk—ro
noTpebuTensCKOro CBOMCTBA /—r0 BUAA yCnyr;

2
O ¥ (%) —Ancnepcus GannbHOW OueHKUM Kk—r0 noTpebuTenbCKoro CBOWCTBA ANA BbIGOPOYHOM

COBOKYMHOCTM NOfb30BaTeNel Mo i—My BUAY YCRyr.

Ona posepuTenbHOM BepoATHOCTM P = 0,954, npuHMmaemon O6bIMHO nNpU  COLMONOrMYECKMX
nccnegoBaHUAX, 3HadeHne £ = 2.

4.6.7 [JoBeputenbHble NPeaenbl reHepansHoi gonu (Mnn %) nonb3oBaTenen, ya0BNeTBOPEHHbIX k—M
noTpebuTensCkMM CBOWCTBOM ANs i—ro Buaa ycnyr (Py), onpeaensaoT no gopmyne [5]

~

Pz’k - Pz’k * AP(ik) , (1)

P'k o AP(ik) < Pz'k < })l'/( + AP(ik)- (12)

T.€. i

Mpu aTom:
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(13

AP(:‘k) =t

, - -
O puy = Py (1-P;) (14)

rae Apiy —NpeaenpHas ownbka BbIOOPOYHOrO HabnwoaeHus no nokasatento «MpoueHT (Mnu gons)

nonb3oBaTenen, yaoBNeTBOPEHHbIX k-M NOTPEOUTENbCKMM CBOIMCTBOM YCIYT j-r0 BuAa;

np.).

2
O p(iky —Aucnepcus 9T0ro nokasarerns.

MNpu poeepuTenbHon BepoATHOCTM P = 0,954 3HayeHue (=2.
4.6.8 PesynbTaTbl NPOBEAEHHOro onpoca oOPMAAT AOKYMEHTaneHo (B BMAE NPOTOKONa, akra u

4.6.9 B uTOroBbIi AOKYMEHT A0IDKHA ObITh BKIIOYEHA crieayioLas MHpopMauus:

- Lenb, 3aaa4u u obnactb NPOBEAEHUS UCCNEA0BaHNS;

- COCTaB Uccrneayembix yCrnyr CBs3u;

- COCTaB rpynmbl, NPOBOAMBLLEN OMPOC;

- nepuoa nNpoBeAeHus onpoca;

- COCTaB OnpaluMBaemMbIX NoNb30BaTenei ycnyr;

- ucnornb3yemble hopMbl U cnocobbl onpoca;

- onpejenseMble nokasaTenu;

- pe3ynbTaTthl onpoca B Buae o6beMOB 1 COCTaBa MNONYYEHHON UHOpPMALUK;

- pesynbTaTbl ONpoca B BUAE OLEHOK NokasaTenei uccneayemMbix YyCnyr CBA3u, KOTOpblE€ MOTYT GbiTb

npeacraeneHsl B Buae Tabnuy u/mnu rpadukos;

- BbIBOAbI;
- NPUINOXKEHUS.
4.6.10 OueHKM nokasaTeneil UccneayemMbiX YCIyr CBs3W, NPEeACTaBfeHHble B UTOTOBOM JOKYMEHTE,

JOMKHbI ObITb MCMONbL30BAHLI AN aHanu3a CTeneHu YAO0BJIETBOPEHHOCTU nonbL30BaTenei aTux ycnyr,
pa3BuUTUA U COBEPLLEHCTBOBAHUA AEATENIBHOCTU NO NPEeAO0CTaBNEHUIO yCnyr CBA3N.
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