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HAUMWOHA/NbHBIMN CTAHOAPT POCCUNMCKOMN OSGELEPALUMN

YCNYTW HACEJIEHNIO
HomeHknaTypa nokasaTeneil kauecTsa

Service provided to people.
Nomenclature of quality indices

[aTta BBefieHus 2004—07—01

1 O6nacTb NpUMeHeHUs

HacToswwmnii cTaHaapT ycTaHaBNMBaeT NOPSA0K BbIOOpa HOMEHKNATYpbl NoKasaTeneid KauecTsa ycnyr
B COOTBETCTBUM C LieNAMM YNpaBieHUs KauecTBOM, HOMEHKNATYpy, Knaccu(uKaumio MeTO40B KOHTPONS 1
OLieHKW MoKa3aTeneil KayecTsa ycnyr. MM010XKeHNs HacTOALLEro CTaHAapTa pacnpocTpaHATCa Ha YCayry,
npescTaBnseMble NPeLNpUATUAMK PasNNYHbIX OPraHU3aLMOHHO-NPaBoBbLIX (HOPM, a TakKe UHAMBUAYaNb-
HbIViW MpeanpuimMaTensamMu.

Ha ocHOBaHUM HacTOALLEro cTaHgapTa MoryT paspabaTbiBaTbCs HOPMATUBHbIE JOKYMEHTbI N0 BbIGOpY
HOMEHK/aTypbl MoKasaTefieli kauecTsa YCyr OAHOPOAHbIX FPYMN U KOHKPETHbLIX BUALOB.

CTaHAapT MOXeT ObITb MCMONL30BaH MPU NpoBefeHUN LOBPOBONbHOW cepTUdMKaLny yeiyr.

2 HopmaTuBHbIE CCbIIKU

B HacTofLLeM CTaH4apTe MCMOMb30BaHbl CCbIIKM Ha Cnefyrolme cTaHaapThbl it Apyrne JOKYMEHTbI:
FOCT P CO <M1—2001 CucTeMbl MeHe[KMeHTa kayecTBa. Tpeb6oBaHWs
FOCT 30335—95/FOCT P 50646—94 Ycnyru HaceneHuto. TepMUHbI 1 onpefeneHuns

3 Onpegenexus

B HacToswem cTaHgapTe npumMeHsAoT TepmuHbl no FTOCT 30335, a Takxke cnegylolime TeEPMUHBI C
COOTBETCTBYIOLLUM MU OHpeaenatmamu:

3.1 matepuanbHas ycnyra: Ycnyra no yAoBneTBOPEHWUIO MaTepuanbHO-6bITOBbIX NMOTPe6HOCTEN Mo-
Tpebuteneii ycnyru.

3.2 coumanbHO-KyNbTypHas ycayra: Ycnyra rno yAoBneTBOPEHWIO COLMabHO-KYMbTYPHbIX MOTPe6HOC-
Teli noTpebuTens ycayru.

3.3 pe3ynbTar ycnyru: Pe3ynbTat AeSTeNbHOCTW NPeanpuAaTS UNW UHANBUAYaNLHOTO NpeanpuHMMa-
Tens, 3aHMMatoLWKNXCs YL0BIETBOPEHNEM COOTBETCTBYIOLLEA MOTPEOHOCTM NOTPe6GUTENs YCIyTu.

3.4 npouecc okasaHua ycayru (npouecc o6cnyxxmsaHns): COBOKYMHOCTb Onepawyuii, BbIMOMHAEMbIX
MCNOMHUTENIEM MPW HENOCPeACTBEHHOM KOHTaKTe C MOTpebuTenem yciyru npu peanvsauuu pesynbTaTa
yCnyrvi Uam opraHusaumm gocyra.

3.5 6e3onacHocTb ycnyru: MokasaTeNlb KauyecTBa pesynbTata U npoLecca OKasaHua YCayru, Xapakre-
pu3yHOLLMiA CTeneHb (PUCK) ONACHOCTU HeJOMYCTUMbIX U3MeHeHWI (YTpaTbl) ANs XW3HW, 340POBbS, NMY-
LLecTBa rpaxaaH 1 OKpyXKatoLLeld cpeapl.

3.6 6e3omacHOCTb ycnyrum ans akonoruum: lMokasaTenb KavecTBa pesynbTaTa M NpoLecca OkasaHus
YCNYry, XapakTepusyrowmidi cTeneHb (PUCK) ONACHOCTM M3MEHEHWI CBOMCTB M COCTOSIHWS OKPY>KatoLLei
cpefpl.

MpumeyaHne —TIlon OKpyXKatoLLEl Cpefoli NOHMMAOT hayHy, (hiopy, BOLAHbIA 1 BO3AYLUHbIA 6aCcCeiHbI,
MoYBy W Heapa.

W 3aaHve oduumanbHoe
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3.7 meTog (cnocob6) obenyxmBaHua noTpeduTeneii: MeTog (cnocob) peanusauum noTpebuTensam npo-
AYKUMW. OpraHn3aunoHHbIX MEpONpUATUIA B NpoLiecce NpPesocTaBieHns Yenyru.

3.8 dhopma 06cnyxmBaHNUs noTpebuTeneid: PasHOBUAHOCTb MK coYeTaHWe MeToAoB (Cnoco6oB) 06-
CNYXXVNBaHNs NoTpebuTenei.

3.9 ycnosus 06cnyxunBaHust notpebuteneli: COBOKYMHOCTb (haKTOPOB, BO3AEMCTBYHOLMX Ha MOTpe-
6uTens B mpoLecce NpefoCTaBeHUs YCayriu.

3.10 nmokasatenb KauecTsa ycnyr: KonnyecTBeHHas Unn KaveCTBEHHas XxapakTepucTuKa 04HOro um
HECKO/TbKMX CBOMCTB YCYrW, ONpefenstoLmx ee cnocobHOCTL YA0BAETBOPUTL TpeboBaHMs MOTpebuTens.

3.11 KoHTpO/b KavecTBa ycayru (mpouecca okasaHus ycnyru): [JesTenbHOCTb N0 ONpefeneHnto 3Ha-
UeHWiA nokasaTeneil kadyecTsa ycnyru (npouecca oOKasaHua ycnyru).

3.12 oueHka KayecTBa ycnyru (npoLecca okasaHus ycnyru): KonmuecTBeHHOe WM KayeCTBEHHOe
onpefeneHune CTeNeHN COOTBETCTBUSA MOKasaTens KauecTsa ycnyru (npouecca OkasaHus yCiyru) ycraHoB-
NeHHbIM TpeboBaHUAM.

3.13 MeToA (cnocob) KOHTPOAA KadecTsa ycnyru (npoLecca okasaHus ycnyrun): CoBOKYMHOCTbL NpaBui,
MPVHLMMNOB, CPEACTB, NO3BOMAKLMX KOHTPOMPOBATL KAY4eCTBO YCIyru (nMpoLiecca ee okasaHus).

4 OCHOBHble MONOXEHUS

4.1 HomeHKnaTypa NokasaTefeil kayecTBa —nepeyeHb Ka4eCTBEHHbIX UMM KOMIMUYECTBEHHbIX Xapak-
TepUCTMK, 06ecnevnBaroLLMX BO3MOXHOCTb OMEHKN YPOBHSA KauecTBa YCyr.

4.2 Knaccugukaumsa nokasaTeseil KayecTBa YC/yr, OTPaXarLWX cocTaB U CTPYKTYpPY XapaKTepusy-
eMbIX CBOWCTB, NpUBeAeHa B NpUIoXKeHUM J1.

4.3 TlokasaTe/im KayecTBa YCAyr JO/MKHbI 06ecrneynBaTh:

- NOBbILIEHWE Ka4yecTBa YCNYri U COOTBETCTBME TPebOBaHMAM NOTpebuTenei;

- COOTBETCTBME Ka4yecTBa YCIyru nepesoBoMy 3apy6exHOMY OnbITy;

- YYeT COBPEMEHHbIX JOCTUDKEHUWA HAyKM U TEXHWKM N OCHOBHbIX HanpaaTeHWil Hay4HO-TeXHMYec-
KOFo nporpecca 1 passuTua cepbl YCnyr;

- XapaKTepUCTUKY CBOWCTB yCnyra Ha CTagusix ee XKM3HEHHOro LUMKia, 06yCnoBNMBaKOWMX ee Cno-
COBGHOCTb y0aTETBOPATL OMNpefe/ieHHble MOTPEBHOCTN NOTPe6bUTENe B COOTBETCTBUM C €6 Ha3HAYEHUEM.

5 Bbl6op HOMEHKNATYpbl MoKa3aTenei KauecTsa ycnyr

5.1 [ns Bblbopa HOMEHKNATYpbl NokKasateneil kayecTsa ycnyr He06X0AMMO OnpesenuThb:

- rpynny (BWA) OLHOPOAHBIX YCNyr;

- HaMMeHOBaHWe (CofepXaHue) ycnyru;

- LeNlb NPUMEHEHNS HOMEHK/aTypbl MOKa3aTesei KauyecTsa yCcnyr;

- MeTOj BblbOpa HOMEHKNATYpPbl MOKasaTesfieli KayecTsa;

- UCXOAHYI0 HOMEHKNATypy MoKasaTtesnieli Ka4yecTsa;

- UCXOJHYI0 HOMEHKNATYpY MokasaTenei KayecTsa Mo JaHHON rpynne.

5.2 Tpynny (BWA) O4HOPOAHBIX YCNYT YCTaHaBMBAIOT Ha OCHOBaHWUW MEXOTPACNeBbIX W OTPAC/IeBbIX
LOKYMEHTOB, KNacCuuumpyowmx yCayru no Ha3HayeHnio 1 yCIoBUAM NPUMEHEHUS.

5.3 Lenn nprvMeHeHWs HOMEHKAATypbl MoKasaTeneli KayecTBa YCTaHaB/MBAKOT B COOTBETCTBUM C
3afiayamMn ynpasfieHNs KayecTBOM YC/yr. BO3MOXHble Lenu NpUMeHeHUs HOMEHKNaTypbl MoKasaTenei
KayecTBa NMpuBefeHbl B NPUNOXKeEHUN b.

5.4 VcxogHyto HOMEHKNATYpy nokasaTeniell KauecTsa BblbypatoT no Tabnuue Bl (cm. npunoxeHve B)
C y4yeToM Tpe6oBaHuii 4.3.

5.5 KcxogHyto HOMeHKNaTypy Mo Kaxgol rpynne nokasaTeneii kayecTtsa YCNyr yCTaHaB/MBalOT B
CTaHfapTax W/WAH MeToAMKax Bbl6opa HOMEHKNaTypbl MOKasaTeneil KayecTBa, WM METOLMKAX OLEHKM
YPOBHA KauecTBa.

5.6 BblbpaHHas COBOKYMHOCTb MOKasaTeseli KayecTBa faHHONM rpynnsl (BUAa) O4HOPOAHONM ycnyra
[OMKHa OTpaXaTb cneuuduKy AaHHOW rpynnbl (BMAa) OAHOPOAHbLIX YCAYT U MO3BOMATH:

- (hopMyNIMPOBaTh W OLEHMBATb CTEMEHb peannsauuy NOAMTUKKU B 06/1aCTM KayecTBa NpeanpuaTus,
OKa3blBatOLLEro yCnyru;

- OCYLLECTBNATH YMNpaBNeHne Ka4ecTBOM YCNyru;

- OCYLLeCTBNATb OLEHKY COOTBETCTBUS YC/yra.

5.7 ¥YnpasneHue v BHYTPeHHWe MPOBEPKN KayecTBa YC/yr OCYLLECTBAAKOT Ha OCHOBE MNokasaTeseii
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KayecTBa, BKIOYAIOLWMX NpeacTaBnTeneid Kaxxaon rpynnbl nokasarteneid (CM. npunoxeHve J1) 1 3KOHOMU-
yeckue rnokasarenu.

[N KaXAoro atana >XM3HEHHOr0 HUKMA pesynbTara ycnyru MoryT 6biTb BblGpaHbl CBOM MOKasaTenun
KayecTBa.

5.8 MokasaTenn KayecTsa yCTaHaBNMBAIOT Ha OMpefeNieHHbIX aTanax XW3HEHHOro LuKna pesynbTtara
YCnyru.

5.8.1 3Tanbl XXW3HEHHOTO LMKNa YCNYyrn ycTaHaBNMBaKOT B CTaHAapTax Ha AaHHYH YCyry Ha OCHOBe
aHanM3a npouecca ee npeAocTaBneHus.

[ns Hanbonee CNOXHbIX MaTepuasbHbIX YCyT nepeyeHb aTanos ycraHasnusatoT no FOCT P NCO 9001.
[ns ocTanbHbIX BUAOB YCIYr MOTYT UCMONb30BATbLCA CNeAyIoLLMe aTarbl XXU3HEHHOTO LyKNa:

1) npegocTaBneHne MHMOPMaLMK NO ycnyram, npegnaraemMbiv nNoTpedbuTento;

2) NpuHATKE 3aKa3a:

3) ucnosiHeHne 3aKasa;

4) KOHTPO/Ib KauecTsa UCMOJIHEHNS 3aKa3a;

5) Bblgaya 3akasa noTpeduTento.

5.8.2 [ina KaxAoro arana nNpefnoyTUTeNbHLIMU ABAIOTCA NOKa3aTenu:

UCMO/b3yemble Ha NPeAnpUATAAX SaHHOW rPynMbl OAHOPOAHbIX YCYT, OLEHKA KOTOPbIX MOXET 6bITb
cfilenaHa Ha OCHOBE y4eTa HEMOCPeCTBEHHO Ha 3TWUX NPeAnpUATUAX:

paccunTbiBaeMble U/Mnu n3mepsemble (onpegensemMble) C MPUMEHEHNEM BO3MOXHO 60niee NpPoCTbIX
MEeTOLO0B U3MePeHUli (KOHTPONSA, aHann3a, OLeHKN).

6 HomeHknaTypa nokasaTefieil KauecTBa ycnyr

6.1 HacToswwuii cTaHgapTy ycTaHaenTaeT CNeAyHoLLy0 HOMEHKIATYpy OCHOBHbIX Fpynn rokasate-
Neii KayecTBa MO XapaKTepuU3yeMbIM UMK CBOWCTBaM ycayr (CM. mpuaoxeHus A n B):

1) nokasaTenn HasHa4yeHus;

2) nokasatenu 6e30nacHoCTH;

3) nokasaTenn HafeXHOCTU;

4) nokasaTtenn npogecCMOHaNLHOr0 YPOBHS MepcoHana.

6.2 Tpu oueHKe YPOBHS KayecTBa yCnyr HE06X04UMO YUUTbIBATL TAKXKE 3IKOHOMUYECKME NoKasaTenu,
XapaKTepu3ytoLLime CTOMMOCTb YCyri, 3aTpaTbl Ha ee pa3paboTKy U NpeaocTaBeHNE.

6.3 B 3aBMCMMOCTW OT CneLnnIeckux 0CO6eHHOCTER YCIyr 1 YCNOBUIA WX MPeAoCTaB/eHNs HEKO-
TOpble TPyNMbl NokasaTtesneid KayecTsa, NpMBeAeHHbIE B 6.1, MOryT OTCYTCTBOBaTb.

6.4 TokasaTenn HasHa4yeHWs JaHHON rpynnbl (BUAA) YCNYr XapakTepusytoT Habop CBOMCTB yCayru,
onpeaensoLLMiA Ka4YecTBO BbIMOHEHNS PYHKLUWIA, A1 KOTOPLIX OHa NpefjHa3HaveHa. dTa rpynna nokasa-
Tenein [ennTcs Ha YeTblpe MOArpynmbl:

nokasaTenn NpuMeHeHuA,

nokasarteny COBMeCTUMOCTMH,;

nokasartenu npegnpuaTus;

cneunguyueckme nokasartenu.

6.4.1 TMokasaTenu NPUMeEHEHNs XapaKTepu3ytoT CBOWCTBA YCNyru, ONpeaenstoLLie OCHOBHbIE (YHK-
LMK. 439 BbINOMHEHUS KOTOPbIX OHA NpefHa3HayeHa, W 06yCnoBNMBalOT 0671acTb ee PacnpOCTPaHEHNS.

6.4.2 TMokazaTensmu, 06yCcnoBAMBaOLWMMM 061aCTb MPUMEHEHUS, MOTYT TAKXKe C/TY)XXKWUTb NoKasaTtenu
COBMECTMMOCTMN M3[eNNA KaK pesy/bTata MaTepuanbHON yCnyrn ¢ ApyruMu usgenuamum uiam nokasarenu
COBMECTVMMOCTU MpoLecca NpesoCcTaBeHNs JaHHO yCayru ¢ Apyroi ycayroil. BocHOBHOM paccmMaTpuBaioT
CneytoLime BUAbl COBMECTUMOCTU:

1) ¢hyHKUMOHanbHas (OTCYTCTBME NPENSATCTBUIA K BbIMOHEHWIO APYFOA yCayrn);

2) reomeTpuyeckas (COBMECTUMOCTb pesynbTaTa JaHHOM ycayru ¢ ApYruMu COBMECTHO WCMO/b3ye-
MbIMW U3Le/IMAMMW MO NPUCOEAUHUTE/bHBIM U/UIN TabapuTHLIM pasMepam, opme);

3) 6unonornyeckas (COBMECTMMOCTb, Hampumep, MO BO3MOXHOCTWM COBMECTHOIO MPUMEHEHMs pas-
NNYHBIX NeKApPCTB U/unu npoueayp, NPOAYKTOB NUTaHUS, CPeACTB KOCMETMKIU N0 OTCYTCTBUIO annepruyec-
KUX peakuuidi Npu MeavUMHCKOM 06CIYXXUBAHUM W/MAWN NUTaHUW);

4) anekTpoMarHuTHas (BO3MOXHOCTb COBMECTHON paboTbl pesynbTata YCiyrn v agpyrux usgenuii no
OTCYTCTBMIO B3aMMHbIX 3/1EKTPOMarHUTHbIX NMOMEX);

5) anekTpuueckas (Hanpumep, BO3MOXHOCTb NMOAKMHOYEHNS pe3ynbTata YCayrn K UCTOUHMKY NnuTa-
IOLLMX HAMpPSHXKeHWA UAN CUTHANO0B C JAaHHLIMU 3HAYEHUAMYU HAMPSHXKEHNS, TOKA, MOLLHOCTK):
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6) MpoYHOCTHasA (COOTBETCTBME MPOYHOCTU pe3ynbTaTa YCayry MPOYHOCTM APYrMX COBMECTHO pabo-
TaroLWMX n3genni);

7) nporpamMmHas (onpegensieTcs BO3MOXHOCTbIO UCMOMb30BaHMSA e4MHbIX NPOrpamMmM U/HAH A3bIKOB
NporpaMMUPOBaHNS A4J11 COBMECTHO MCNOJb3yeMbIX pesynbTata yCayru u Apyrux usgenwi);

8) TexHonoruueckas (onpeaenseTcs OTCYTCTBMEM MPUMEHEHMS B MPOLecce NPejoCcTaBneHns yenyru
WA B pe3ynbTaTe YCyrn TeXHONOIMiA, HECOBMECTUMbIX C TEXHONOTUAMYU APYTMX COBMECTHO MCMO/b3YyeMbIX
06beKTOB);

9) meTponoruyeckas (onpesensieTcsi B3aMMHbIM COOTBETCTBMEM HOPM W [OMYCKOB Ha NapameTpsbl
COBMECTHO WCMOMb3YeMbIX pe3y/bTaTa YCnyru u Apyrux W3Lenunid, a TakkKe COOTBETCTBMEM TpeOyeMbIX
TOYHOCTEN M3MepeHWs NapaMeTpoB U MOTPELLHOCTEN CPeACTB U3MEPEHUA);

10) vHdopmaLmnoHHaa (cooTBeTcTBME 06bEMA, BUAa M hOPMbI NPefoCTaBNeHns HpopmaLun Tpe-
60BaHVAM NOTPEOMTENS UM COBMECTHO MCMO/b3YyEMbIX 06BEKTOB).

6.4.3 K nokasaTensam KauyecTBa MpeanpusaTvs Cepbl YCIyr, XapakTepu3yoLM ero 0CHOBHble BO3-
MOXXHOCTW MO MPefOCTaBNEHUNIO YCAYTW, OTHOCAT B YaCTHOCTU:

- MaTepuasibHO-TEXHUYECKYH0 6a3y NpeanpuaTus;

- CAHWTAPHO-TUTMEHNYECKIE 1 3PTOHOMUYECKME YCNIOBUS 06CIYXXMBaHUSA NOTpebuTtenei;

- 9TUKY O6LLEHNS U BO3MOXHOCTb MOAYYEHUS JOMONHUTENbHbLIX YCAYT;

- cpefHee BpeMsi OXXUAAHUS WU 0BCIYXXMBaHNA KIMEHTA, CPeAHEE YMCno 06CMY)XEeHHbIX NOTpebuTe-
Neii B eAVHMLY BPEMEHU, a Takxe Hannume B NpaBunax 06CYXMBaHWS ONpefeneHHbIX MPUOPUTETHBIX
KaTeropuii notpebuteneid (4eTun, MHBaNWAbI, NPecTapesbie U ap.).

6.4.4 Cneunduryeckre nokasatenn xapakTepusytoT CBOWCTBA AaHHONM rpynnbl (BuAa) ycnyr.

6.5 Moka3aTeny 6e30NacHOCTY XapaKTepusyroT 6e30MacHOCTb pesy/nbTara U npouecca npegocrasne-
HUSA YCAYT AN1S XKU3HU, 300POBbS, MMYLLECTBA FpaXaaH M OKpYXXatollein cpefpl. 3Ta rpynna nokasaTenei
JennTcsa Ha Tpy Noarpynmbi:

nokasatenu 6e30MacHOCTW ANs XU3HW, 3[40POBbA U UMYLLECTBA rpaXaaH;

nokasaTtenu 6e30MacHOCTU AN OKPYXatoLLen cpebl;

nokKasaTeNn COXPaHHOCTN MMYLLECTBa 1 MH(OpMaLmK.

6.5.1 [MokasaTenu 6e30MacHOCTU AN XU3HU, 300POBbA M UMYLLECTBA FPaXKAaH OTpaXKartoT COOTBET-
CTBMEe pesynbTata M npolecca NpefocTaBneHns ycnyru TpeboBaHMAM MO BCEM BWAaM OMACHbIX U BPeAHbIX
BO3encTBUA. OCHOBHbLIMY ABNAIOTCS CRefytowme nokasaTtenu:

1) anekTpo6e3onacnocTs;

2) noxapHas 6e30MacHoCTb;

3) B3pbIBO6E30MACHOCTS;

4) papuaumoHHas 6e30MacHOCTb;

5) 6e30MacHOCTb OT BO3LEWCTBMA XMMUYECKMX W 3arpA3HAIOLLMX BELLECTB, B TOM YMcie MpesesibHO
[OMYyCTUMblE KOHLEHTPALMM BELLECTBa UMW BXOAALLMX B HEFO KOMMOHEHTOB:

6) 6e30MacHOCTb NpU 0O6CNYXMBaHWM MalUWH W 060py[OBaHWs, B TOM 4MCAE MNPU OLUMOBOYHBIX
[elicTBMAX 06CNY)KMBAIOLLErO NepPCOHana v caMornpon3BO/IbHOM HapyLLEHUN (PYHKLNOHUPOBAHNS:

7) 6e30MacHOCTb 3a CYET 3aliUTHbIX CPEACTB U MEPONPUATUIA 06ECNeYeHs, B TOM YMC/E: YCTPOACTB
OrpaXAeHus, OrpaHNYeHnid xoaa, 6T0KMPOBOK, KOHLEBBLIX BbIKKOYATENe NOLBMKHBIX 3/IEMEHTOB, Kpen-
NeHWli 1 UKCaTopoB MOABWKHBIX YacTeld, OCHALLEHMS paboumnx MeCT, OpraHoB ynpaBieHus 1 npubopos
KOHTPONS, aBapuiiHON CUTHANM3aLUK, CUTHaNbHbIX LBETOB M 3HAKOB 6€30MacHOCTU, YAANEHNS, CHUXKEHUS,
NOKanmn3aumm OMacHbIX U BPeAHbIX NMPOU3BOACTBEHHBIX (haKTOPOB B MecTax Ux 06pa3oBaHus;

8) 6e30MacHOCTb OT BO3LEMCTBUA aKyCTUUYECKUX (LUYMbI, YNbTPa3BYKOBbIE CUTHAMbI), TEMMOBbIX (MH-
(hpakpacHbIx), CBETOBbIX (BT. Y. la3epHbIX) W3TYYEHWIA;

9) 6e30MacHOCTb OT BO3AENCTBUS TEXHOMOTMYECKNX CPEA U APYTrvX (PakTOpPOB B MpoLecce NpeaocTas-
NeHns ycnyrw;

10) crneunduryeckre Buabl 6€30MacHOCTU ANS OTAE/bHBIX YCyT.

6.5.2 lMokasaTenu 6e30MacHOCTN ANS OKPY>KatoLein cpeabl (3KONOrMYecKoin 6e30MacHOCTH) oTpaxa-
HOT CTEMEHb 3allMThl OKPY>XKaroLelk NPUPoOAHOIA cpedbl OT BPeaHOro (ONacHoOro) BO3AencTBUA pesynbTaTa
n/unn npouecca NpeAocTaB/eHNs YCIyrn. 3TU NoKasaTeNn yuuTbiBalOT BO3AeicTBUE Ha (hopy, thayHy,
BO3AYLUHbIA W BOAHbIA 6acceliHbl, NMOYBY, HeApa, WMOHOCHepy U T. M. NpY NPOW3BOACTBE, XPaHeHuu,
TPaHCMOPTUPOBaHUM, 3KCMTyaTauumn (MPUMEHEHNW) WU YTUAU3aLUK pesynbTata YCyrn U npolecca okasa-
HWA yCnyru.

MokasaTenu 3KONOrMuecKoi 6e30MacHOCTM BKIKOYALOT:

- [ONyCTMMble (MO YPOBHIO 1 BPEMEHM) XMMUYECKME, MEXaHWYECKMe, paanaLnoHHbIe, 3/1eKTpoMar-
HUTHbIE, TEPMUYECKUNE, BUONOTMYECKNE BO3LEVICTBMS Ha OKPYXXAIOLLYHO Cpedy;

4
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- YCTON4YMBOCTL (BPEMS BPEAHOIO UMM OMACHOrO BO3AECTBUS) 3arpa3HALLMX, SA0BUTLIX, ONACHbIX
BELLECTB, MONajatoLLmMX B OKPY>KAOLLLYIO Cpefly Ha 3Tanax XXM3HEHHOT0 LMK/a pesy/bTaTa ycnyru (Bkitoyas
yTUAK3aLMIO) MK B NpOLIEcCe ee OKasaHMA (BK/KOUas 3aXOPOHEHWe 0TXO0[0B);

- cneyuguyeckme nokasaTenn 41s oTAeNMbHbIX Fpynn (BUAOB) YCyT.

6.5.3 Moka3aTenu COXPaHHOCTW MMYLLECTBA rpaXiaH W/Mam CoxXpaHHOCTU (KOH(pUAEHLMANbHOCTH)
MH(OPMaL MK OTPaXatoT CTeNeHb COOTBETCTBYHOLLEM 3allMTbl B NPOLLECCE OKa3aHMA yCyru.

Moka3aTeny COXPaHHOCTW MMYLLECTBA FpaXkKAaH MOTYT BblpaXkaTbCs Yepe3 rapaHTum (KOMMeHcaLluio
yuiep6a) nav onpefensTbCs YCNOBUAMU CTPax0OBaHUS.

MokasaTenu COXpaHHOCTY MHA(OpMaLUK yCTaHaBAMBAKOT 415 BUAOB YCAYT, CBA3aHHbIX C 0bpaLLeHnem
CO BCEMW BMWAAMW WHTENNIEKTYa/lbHO COBCTBEHHOCTM MNOTpebuTens ycayru. [apaHTumM 6e30MacHoOCTM
OTHOCHT KaK K MaTepuasibHOMY, Tak U K mMopanbHOMy yuiepby notpebutens. lMokasaTenn COXpaHHOCTM
KOH(MAEHUMANbHOCTN UHDOPMAL MM MOTYT OTPaXaTbCs rapaHTUAMMW OTCYTCTBUSI HECAHKLMOHMPOBAHHOTO
[0CTyna WM OTCYTCTBUSI UCKAXEHUS UH(OPMaL MM B KOMMbIOTEPHBIX CUCTEMAX «BUPYCaMI».

6.6 TMokasaTenu HafeXHOCTW XapaKTepu3yT CBOWCTBA HafeXHOCTU U CTOMKOCTW K BHELUHUM BO3-
[eCTBUAM pesynbTaTa YCnyry, noMexo3alluiLeHHOCTM pe3y/bTaTa M npoLiecca OKasaHWs YCiyru, Hagex-
HOCTW MpeAOCTaBfeHMs YCIyru MoTpebuTento. Ty rpynny nokasaTeneii MoApasfenstoT Ha uYeTbipe
noarpynmbi:

HafleXXHOCTb pesynbTaTta yCayru;

CTONKOCTb pesynbTara YC/Iyrn K BHELLUHUM BO3LENCTBUAM;

nomexo3atLm uiei IHOCTb:

HaJeXXHOCTb MPeAoCTaB/ieHNs YCyru.

6.6.1 [lMokasaTenu HafeXHOCTW pesynbTata YCnyrn OTPaXarT BbIMONHEHUE (COXPaHEHME) UM CBOUX
(DYHKLMIA. 3TV NokKasaTenn MOryT BblpaXaTbCsH B BUAE KONMYECTBEHHbIX 3HAYEHWI KOMMIEKCHbIX NOKasa-
Teneli HaLEeXHOCTU NPOAYKLUW WM/MAW efUHUYHBIX NOKa3aTenei ee 6e30TKA3HOCTM, AONTOBEYHOCTH, pe-
MOHTOMPUIOAHOCTU U COXPaHAEMOCTH.

6.6.2 lMokasaTenu CTOMKOCTW pe3ynbTara YCnyry K BHELLHUM BO3LEeCTBUAM OTpaxatoT obecneyeHune
(coxpaHeHne) paboToCnoCcCO6HOCTY MPK BO3AEACTBMU M/UNN NOCNe BO3AEACTBMS COMpPAraeMbiX 0OBHEKTOB
1 NPUPOAHOW cpeapl, B TOM YKCHE:

- MEXaHMYEeCKMX BO3AENCTBUIA (BMOPALMOHHBIX, YAAPHbIX, CKPYUMBAOLWMX, BETPOBLIX U T. M.);

- KNUMaTM4ecKnX BO3AENCTBMIA (KonebaHWii TemnepaTypbl, BN&XHOCTU M aTMOCHEPHOrO AaBfieHms,
COMIHEYHOI paguaummn, aTMOCKhepPHbIX 0CaaKoB, COMITHOrO TyMaHa, Mblaun, BOAbl U T. M.);

- cMeumanbHbIX BO3AEACTBMI (6MONOrMYECKNX, PagnaLNMOHHbIX, XMMUYECKMX, B TOM YMC/e arpeccuB-
HbIX ra30B, MOKLLMX CPeACTB, TONMUB, Macen v T. M., 3NEKTPOMArHUTHbIX MOJeid, CPeACTB Ae3aKTUBaLuK,
Jerasaumm, gesuHgekymm un 1. n.).

6.6.3 lMokasaTen MOMEX03aLiMLLEHHOCTM OTPaXKaltoT CTeMeHb 06GecrneyeHnsi (COXpPaHEHWUs)) CBOWX
(hYHKLMIA (CBOICTB) Mpy BO3AENCTBUM NMOMEX W CTEMEHb BO3AEWCTBMS Ha OKPY>XKaloLLyH cpedy MoMex oT
3M1IEKTPOMArHUTHBIX N MOHWU3NPYIOLLMX U3MTyUYeHWiA B pe3ynbTaTe YCayrn Wan B MPOLEcce ee OKasaHus.

6.6.4 TlMokasaTenn HaLeXHOCTU MPeAOCTaBNEHMA YCIyry NOTPeOUTENIO OTPaXKatoT CBOEBPEMEHHOCTb
1 TOYHOCTb BbIMO/IHEHMS 3aKa3a (3afBKW) NO TakWM mapameTpaMm, Kak CpPOoKu, 06beMbl, HOMEHKNATypa K
no3uumm gorosopa (KOHTPaKTa).

6.7 TMokasaTenu NpodeccroHanbHOr0 YPOBHS NepcoHana NpeanpuaTs (MCNOMHWUTENS YCAyr) BKO-
yatoT TpY NOArpynnbl:

YPOBEHb NMPOGECCMOHANLHOM NOAFOTOBKM U KBann(uKauum, B TOM YMCNe TEOPETUYECKNE 3HAHUS U
YMEHWS NPUMEHATb UX Ha NPaKTUKE;

CNoco6HOCTb K PYKOBOACTBY (4711 PYKOBOAMTENEN NpeanpuATUiA, MeHe4)KepoB, MeTpAOTeNel u ap.);

3HaHWe 1 cobneHNe NPOMECCUOHANIBHOW 3TUKN MOBEAEHUS.

6.7.1 Moka3aTenn ypoBHA NpoeccroHanbHOM NOLIOTOBKU U KBaNU(UKaL MM NepcoHana BKIYaloT
OLEHKY CMiedytoLmx napameTpoB:

- YPOBeHb(PENTUHT)Yy4eOHOr0 3aBefeHus;

- 06Was n npodunmpytoLlas NOAroToBKa nepcoHana (OTCYTCTBME CneunanbHOM NoAroToBKKU, Noaro-
TOBKa B 06beMe; MPOdeccroHaNbHO-TEXHUYECKOTO YUUNLLA, TEXHUKYMa, By3a, NOCNEBY30BCKOIO W A0-
NOMIHUTENIbHOrO 06pa3oBaHms);

- 06L¥Me HaBblKM (KaTeropus, Knacc, CTax paboTbl) Y HaBbIKW BbIMOMHEHUS CMOXHbIX PaboT, B TOM
uucnie NO pesynbTaTam yyacTus B Kakmx-nnbo KOHKypcax npodeccroHanbHOro MacTepcTBa;

- 3HaHue 1 cobnoaeHne Tpe6oBaHUA PYKOBOAALLMX AOKYMEHTOB, KacatoWMXCcs MpogecCoHanbHOM
[eaTensHocTK (B T. Y. MO CO6GMOAEHMIO TpeboBaHWiA: CaHUTapUW, IMYHOM TUTMEHbI U TUTMEHbI Paboyero
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MecTa: MOXapHOM 1 Apyrvx BUAOB 6e30MacHOCTW, NpaBw/ OXpaHbl TPyfa: HOPMATUBHbLIX OKYMEHTOB Ha
ycnyru).

6.7.2 Toka3aTenn cnoco6HOCTUN K PYKOBOACTBY BK/KOUAIOT OLEHKY ClefyHoLmMX napaMeTpoB:

- 3HaHue W cobMofeHNe TPYAOBOrO 3aKOHOAATENbCTBA, OTPAC/IEBbIX PYKOBOAALLMX [OKYMEHTOB,
KacaroLMxcs NpodhecCroHanbHOM AesTeNbHOCTY;

- YMeHvie opraHu3oBaTh paboTy nepcoHana, o6ecneuntb IPMEKTUBHbIA KOHTPOSb 33 COBNIOAEHNEM
UM CBOMX 06A3aHHOCTEN M KOHTPO/Ib 3a peann3auyven npas;

- 3HaHWe 1 cobAeHNEe 3aKOHOAATENbCTBA 1 PYKOBOAALLMX JOKYMEHTOB B 3KOHOMWUYECKOM, (DUHAH-
COBOIi U ByxranTepckol ciepax;

- YMeHvie obecneynTs A06poXKenaTelbHy0 aTMOCqepy Ha NPeanpuaTUK; CBOEBPEMEHHOE U KayecT-
BEHHOE 06CNyXMBaHWe NOTPebUTeNelt (KIMeHTOB) NPUOPUTETHLIX KaTeropuii; NpaBUabLHOE NCMONb30BaHNE
CPeACTB MPOTMBOMOXAPHON W ApYTvX BUAOB 3aLUMThl U CUTHANM3aLMMW; YETKYHO 3BaKyauuio noTpebutenei
WM OKa3aHWe MM HeOoBXOAMMOW NMOMOLLM NPY 3KCTPEMANbHbIX CUTYaLMAX.

6.7.3 TMokasaTenn 3HaHWs 1 cobniofeHNs NPoecCMOHaNbHOW 3TUKM NOBEAEHNS OTPaXKAIOT:

- NHAVBUAYaNbHble CBOMCTBA, B YMCN0 KOTOPbIX BXOAAT 3TUYHOCTb, A06POXKENaTeNbHOCTb, BEXN-
BOCTb. KOHTAaKTHOCTb, KOMMYHWKA6eNbHOCTb W T. M., & TAKXKE BHELUHWE [JaHHbIE;

- BHUMaTe/NbHOCTb W MNpeAynpeanuTenbHOCTb B OTHOLUEHWAX C MOTPebuTenamu B Npegenax CBOMX
[OOMKHOCTHBIX 00513aHHOCTEN;

- YMeHue co3gaTb aTMOC(hepy rocTenpuuMCTBa, YMEHVE NPOsBASTL TEPNEHNE, BbIAEPXKY U 06naja-
HWe CnocoBHOCTLIO M3beraTb KOH(IMKTHBIX CUTYaLUuii.

6.8 COBOKYMHOCTb OKa3aTe/el KauyecTBa YC/yr, BblGpaHHY0 B COOTBETCTBMM C MOJIOXEHUAMU
pasgena 5, BHOCAT B CriedytoLye JOKYMEHTbI:

1) ctaHgapTbl BUAa «HOMeHKNaTypa nokasartesneil kayecTBa» f18 KOHKPETHOW rpynnbl (BUAA) O4HO-
POAHbIX YCNyr,;

2) cTaHAapTbl Ha ycayru, npouecc o6cnyxmBaHusa (MpeaocTaBneHns yenyru), Npeanpuatua cdepsbl
yenyr;

3) cTaHgapThl Buga «TpeboBaHMsA K 06CNY>KMBAIOLLLEMY NEPCOHany™* Ans pasnnyHbIX BUAOB YCIYT;

4) [QOKYMEHTbI CMCTeMbl YMPaB/ieHUs KayecTBOM;

5) npasuna, METOAMKN 1 PEKOMEHAALMMN MO OLEHKe COOTBETCTBMA YC/yr, npoLecca 06CnyXnBaHns
(npegocTaBneHus ycnyru), NpeanpuaTMa 1 aTTecTalmu nepcoHara.

7 KﬂaCCI/ICbMKaLLVIFI METOA0B KOHTPO/IA N OLEHKKN rnokasatesieil kadecTea ycnyr

7.1 MeTofbl KOHTPONS W OLEHKW MoKasaTeneli KayecTBa YCAyr KNacCUUUMPYOT NO CheaytoLum
npr3Hakam:

- Uenn NpUMeHEHNs;

- (M3NKO-CTATUCTNYECKIE NPU3HAKU W NPOLEAYPbI;

- MeTOAbl (POPMUPOBAHMUSA PEe3yNbTaToB.

7.2 Tlo uensim NPUMEHeHWs MeToAbl KOHTPONS W OLEHKW KayecTBa YCNyr MoApasfenstoT Ha Tpu
rpynnbl:

1) onpeaeneHve COOTBETCTBUA KayecTBa YCAyr TPpe6OBaHMSAIM HOPMAaTMBHOM AOKyMeHTauuu u/mnu
noTpe6uTens — npu GopmMmpoBaHUM CTaHAAPTOB Ha yCnyru (Npouecc NpefoCcTaBneHns yCnyru, npegnpu-
ATWe, NepcoHan), OLEeHKe COOTBETCTBUSA YCIYT U CUCTEM KauyecTsa:

2) ycTaHoBfeHMe (hakTopoB (YCNOBUIA), CNOCOOCTBYHOLLMX JOCTMXKEHMIO TPeOYeMOro YpoBHS KayecT-
Ba YCNyr — Npy ynpaBneHuy KavecTBOM;

3) cpaBHWTe/bHasA OLEHKa (PaHXXMPOBaHWE) KauecTBa BbIMOHEHNS OLMHAKOBLIX YCIYT Pa3IMyHbIMU
npesnpuATUAMN.

7.3 [0 (hM3MKO-CTAaTMCTMYECKMM NPU3HaKaM W NPOLeAypam MeTofbl KOHTPONS W OLeHKM Nokasa-
Tesell kayecTBa ycayr NOAPasfenstoT Ha NATb rpynm:

1) MHCTpYMeHTaNbHbIi — B BUfe pe3yNibTata COOTBETCTBYOLUMX U3MEPEHNIA;

2) OpraHonenTUYeCKWNiA — yepe3 peakLiMi0 OpraHoB YyBCTB KOHTpOsiepa. PesynbTaT OLEeHKM MOXET
HOCUTb KaueCTBEeHHbIV (anbTepHaTVBHAA WU rPajaLMOHHas OLEHKA) WK KONMYECTBEHHbIA XapakTep:

3) MOAEeNbHO-pacUeTHbIi — C MCNOMb30BaHMEM 3aBMUCMMOCTM OLEHWBAEMOrO MOKa3aTens KauyecTBa
OT MoKasaTenei, onpefenseMbiX pYrMU MeTofaMun (4eTePMUHNPOBAHHbBIA) UM MOLENMPOBAHWEM Cy-
YaiiHoro npouecca (opMuUpoBaHNs MoKasaTeNeil KauecTBa (CTOXaCTUYECKNUIA);

4) 3KCMEPTHbIA — Ha OCHOBE aHaNM3a CYXXAEHWI (KaueCTBEHHbIX M KOMMYECTBEHHbIX OLLEHOK) 3KC-
nepToB:
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5) COLMOOrNYECKNI — MPOBEAEHMEM COLMONOTUYECKUX 06CMefoBaHNI U aHanM3a MONyYeHHbIX
[aHHbIX.

7.4 MeToabl hOpMUPOBAHMSA Pe3yNbTaTOB KOHTPO/S M OLEHKM MoKasaTeseil KauecTBa nogpasaensoT
Ha [Be rpynnbl:

1) onpefeneHvie pa3nuunii eAMHUYHBIX NoKasaTeneil kayecTsa:

- AeTEPMUHUPOBAHHOM Pa3HOCTW 3HAYEeHWI NN MTHOBEHHOI pa3HOCTU;

- Pa3HOCTU CTATUCTUYECKUX XapaKTepUCTUK (MaTeMaTUYecKoe OXupaHue, gucrepcus);

- pa3HOCTM NPOrHO3HbIX 3HAYEHWI NoKasaTeNns Ha OnpeAeneHHbIi MOMEHT BPEMEHMW WK PasHOCTK
CKOpOCTei M3MeHeHUs (TpeHAa) MaTeMaTUYECKOrO OXKMAAHWS 3TOrO MoKasaTens.

3TV MeToAbl UCNOMb3YHOT MPU BCEX CNOCO6ax MOy4veHMs 3HAYEHWA NOKasaTenell Ka4yecTBa, KpoMe
COLMONIOTYECKMX 06CNef0BaHMWIA;

2) thopmupoBaHue 0606LLEHHbIX MOKa3aTenei:

- MeTOZ KBaJIMMETPMUU —C UCMOMb30BaHNEM B3BELLUEHHOIO CYMMUPOBAHWS efUHUYHBIX NOoKasaTenei
1 OMpeaeneHneM «BecOB» 3KCMEPTHbIM MyTeM;

- MeToA Bbi6opa ONpefenstoLLero nokasarens, COOTBETCTBME KOTOPOr0 YCTaHOB/IEHHBIM TPpe60BaHMAM
ABNAETCH rNaBHbIM YCNOBMEM MPU3HAHWA YCNYTW KA4eCTBEHHOMW, He60bLUNE OTKIOHEHUSA 3HAYEHWIA APYTNX
nokasaTesieil MPU3HaKTCS HECYLL,eCTBEHHbIMU. OnpefeNaoWwmUmM nokasaTesemMm PeKoMeHAYeTcs NpUHUMAaThb
nokasatesib 6e30MacHOCTY;

- MeToj Bblbopa B Ka4eCTBE ONpefenstolero nokasarenb ¢ HanbobLLIEA CKOPOCTHLI0 M3MEHEHNS.

3TV rpynnbl METOLOB UCMOMb3YHOT MPY BCEX CMOCOBaxX NOMyYeHWst 3Ha4YeHWiA NokasaTeneld KauecTsa.

7.5 TMpMMeHsIeMOCTb METOAOB KOHTPOAS M OLLEHKW MOKa3aTesein KauecTBa NpMBegeHa B NPUnoXxkeHnmn I
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MPUNOXEHWE N
(cnpaBoyHoe)

KNACCUNPUKALINA
nokasaTteseil KauecTsa ycnyr

1 loka3aTenn HasHavyeHus

1.1 MNokasatenn npumeHeHus

1.2 Toka3aTenn coOBMECTUMOCTU

121 (yHKLMOHANbHOI;

1.2.2 reomeTpuyecKo;

1.2.3 6MoNOrnYeckoit;

1.2.4 3neKTpOMarHWTHOI;

1.2.5 anekTpnyeckoi;

1.2.6 NMpPOYHOCTHOIA;

1.2.7 nporpaMMHOI;

1.2.8 TeXHOMOrNYEeCKOW;

1.2.9 MeTponorn4eckKoii;

1.2.10 vH(OPMaLNOHHOIA.

1.3 TlokasaTtenn npeanpuaTus

131 MarepuanbHo-TexXH1YecKas 6a3a.

1.3.2 CaHUTapHO-TUTNEHNYECKNE U IPrOHOMUYECKUE YCNOBUSA 06CNYXMBAHNS.
1.3.3 OTuka 06LeHna U BOSMOXHOCTb NOMYYEHWUS JONOMHUTENbHBIX YCAYT.
1.3.4 CpefiHee BpeMs OXXWAHUA UK 06CNYXMNBAHWUS KNVEHTa.

1.4 Cneumduyeckve nokasarenun

2 lNokasaTenn 6e3onacHoCTU

2.1 MMokasatenun 6e30MacHOCTU A1 XWU3HW, 300POBbS M UMYLLECTBA rpaxaaH

2.1.1 3nckrpo6c30nacHOCT®.

2.1.2 TMoxapHas 6e30nNacHOCTb.

2.1.3 BspblB06E30MACHOCT.

2.1.4 PafmaunoHHas 6e30nacHOCTb.

2.1.5 Be30nacHOCTb OT BO3AEMCTBUS XMMUYECKNX U 3arpA3HsAIOLLNX BELLECTB.

2.1.6 be30macHOCTb NpU 06CAYXMKULIW MalluH 1 060py0BaHuA.

2.1.7 Be30onacHOCTb 3a CHET 3aLUUTHbIX CPEACTB U MEPOMPUATUIA.

2.1.8 Be3onacHOCTb OT BO3AENCTBUA aKyCTUYECKUX, TEMOBbIX, CBETOBbIX U3NYyYeEHWIA.

2.1.9 Be3onacHocTb OT BO3AelCTBMS TEXHONOMMYECKUX CPeS.

2.1.10 BesonacHoCTb pe3ynbTaTa MaTepuanbHON ycayry nNpy obpalieHn ¢ HAM. HeMCnpaBHOCTU W YTUNK3a-
umu.

2.1.11 Cneuunduyeckune Buapl 6€30NacCHOCTU 41 OTARNbHBIX YCIYT.

2.2 Tlokasatenn 6e30MacHOCTM [/ OKPYXKatoLLeli cpefpl

2.2.1 [onyctumble (MO YPOBHIO Y BPEMEHW) XMMUYECKME, MEXaHUYECKWE, PaANaLIMOHHbIE, 31eKTPOMAarHUTHbIE,
TepMuyeckune, 6MONOrNYECKMe BO3AENCTBMA Ha OKPYXaloLLYIO Cpeay.

2.2.2 YCTORUMBOCTb 3arpA3HAOLLMNX, SAOBUTLIX, ONACHbIX BELLECTB, NOMajatoLimX B OKPY>XKatoLLyto cpesy.

2.2.3 Cneuuduyeckme nokasatenu Ans oTheNlbHbIX rpynn (BUZOB) YCayr.

2.3 TMokasaTenm COXpaHHOCTW MMYLLECTBA W MHGOpMaLn

2.3.1 CoxpaHHOCTb MMYLLECTBA B MPOLIECCE MPeAOCTaBNEHNUSA YCNYTU.

2.3.2 CoXpaHHOCTb MH(OpMaLUn OF HeCaHKLMOHNPOBAHHOIO JOCTYNa.

2.3.3 CoxpaHHOCTb MH(hOpMaLuy OT BO3AENCTBNSA BUPYCOB.

3 lMokasaTenn HagexHocTu

3.1 TMokasaTtenn HaLeXHOCTW pesynbTara ycayru

3.1.1 Be30TKa3HOCTb.

3.1.2 [onroBeyvyHoOCTb.

3.1.3 CoxpaHseMoCTb.

3.1.4 PCMOHronpurogHocTb.

3.1.5 KomnnekcHble nokasaTenu.

3.2 TllokasaTenu CTOMKOCTW pe3ynbTaTa yc/yra K BHELUHUM BO3fe/ACTBMAM
3.21 CTOIAKOCTb K MeXaHU4ecKUM BO3AeiCTBUSAM.
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3.2.2 CTOWMKOCTb K KNMMaTMYeCKUM BO3AENCTBUAM.

3.2.3 CTOIKOCTb K CneuuanbHbIM BUAam BO3LEACTBUIA.

3.3 TokasaTenu NoMexo3alLlyLLEeHHOCTH

3.3.1 TllomexosalyuniLeHHOCTb pe3ynbTaTta oOKasaHus YCnyri.

3.3.2 TNomexo3aLnLLeHHOCTb NpoLecca 0Ka3aHWa yCnyriu.

3.4 TlokasaTenu HaAeXHOCTU NPeAoCTaBNEHNS YCnyru

3.41 CB0eBpeMEHHOCTb W TOUHOCTb BbIMOSIHEHUNSA 3aKa3a Mo Cpokam, 06beMaM, HOMEHKNaType.
3.4.2 CB0€eBPEMEHHOCTb U TOYHOCTb BbIMOMHEHUSA 3aKa3a HO MO3ULMAM [0roBopa (KOHTpakTa).

4 TokasaTenn NpPogecCMOHaNbHOIO YPOBHA NepcoHaa

4.1 TlokasaTenun ypoBHA NpOGeccroHanbHOM NOArOTOBKY W KBaUMKaLm

4.1.1 YpoBeHb y4ebHOro 3aBefjeHus.

4.1.2 O6was n npoduampytoLLas NoLroToBka nepcoHana.

4.1.3 O6Lwue HaBbIKK.

4.1.4 3HaHue n cobniogeHve TpeboBaHN PYKOBOAALLMX JOKYMEHTOB.

4.2 TlokasaTenu cnocoGHOCTY K PYKOBOASALLEN AeATENbHOCTM

4.2.1 3HaueHwe n cobnofeHne TPY[0BOrO 3aKOHOAATENbCTBA.

4.2.2 YMeHwue opraHu3oBatb paboTy nepcoHana.

4.2.3 3HaHue n cobnogeHne 3aKOHOAATeNbCTBA 3IKOHOMMYECKOW, (PUHAHCOBOM, ByxranTepckoii cep ges-
TeNbHOCTHU.

4.2.4 YmMeHue obecneumTb A06GpoXenaTenbHyl0 atMocepy M MpaBufibHble AelCTBUA B 3KCTPeMabHbIX
cUTyaumax.

4.3 TlokasaTeNnu 3HaHWA W COBNIOAEHNS NPOCHECCUOHANLHON 3TUKU NOBELEHMUS

4.3.1 VHAMBMAyanbHble CBONCIBa.

4.3.2 BHMMaTeNbHOCTb U NpefynpeanTenbHOCTb B OTHOLLIEHUAX C NOrpebu renamu.

4.3.3 YmeHue co3gaBaTb 6eCKOH(IMKTHYIO aTMocdepy.

MPUNOXEHWNE b
(cnpaBo4Hoe)

BO3MO>XHbIE UENN MPUMEHEHWA
HOMeHKNaTypbl NokasaTeneil KayecTBa ycnyr

B.1 YcTaHOBNEHWe HOMEHKNATypbl MoKasaTeneil kayecTBa (6€30MacHOCTW) YCAYr ANS BHECEHWUS B CTaHAAPThbl
«HoMmeHknaTypa nokasateneii kayecTBa» 15 KOHKPETHOW rpynnbl (BUAa) OAHOPOAHBIX YCAYT, & TakXKe B:

- CTaHZapTbl Ha YCNyru, NpoLecchl 0KasaHWUs YCAyr, CEpBUCHbIE MPeANpUATUS, NepcoHan;

- BOKYMEHTbI CUCTEMbI YNPaBNEHNS Ka4YecTBOM;

- MpaBufa ¥ PEKOMEHJAL MK HO OLeHKe COOTBETCTBUS YCayr (NpoLecca oKasaHus yCnyru, CEpBUCHOIO Npeanpu-

ATUS U NepcoHana), CTaHAapTbl, MHCTPYKUWKM (METOAMKM) MO U3MEpPeHWto (KOHTPOJIO, OLEHKE) NapameTpoB W UX
METPO/IOrMYecKoMy 06ecneyeHuto;

- NpaBuna MapKUpPOBKM, YNaKOBKMW, TPAHCMOPTUPOBAHMA W XPaHEHUs pe3y/bTaToB YCiyru;

- MpaBuna aKCMyaTalmn, peMoHTa, NpenbsiaTeHHs peknamaluii Ha pe3ynbTaTbl yenyru U (B YacTu peknamatuit)
Ha MPOLIECC OKasaHUs ycnyru.

B.2 YcTaHoBMeHWe HOMEHKNATYpbl Nokasateneid kadectsa {6e3onacHocTy) yenyr, obecneymBatoLLeil paspaboTky
M KOHTPO/b 3a peanun3alimeil pelleHunii No COBEPLLEHCTBOBAHNIO Chepbl YCyT.
B.3 YcTaHOBneHMe HOMeHKNaTypbl NOKasaTeneli kadecTBa (6e30MacHOCTM) B KOHTpaKTax (4oroBopax).
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MPNNOXEHWNE B
(cnpaBoyHoe)

MpUMEHAEMOCTb NoKa3aTeneil KauecTsa ycnyr

Tabnuua Bl

MprMeHsemMOCTb MoKasaTesieil KayecTsa rpynn ycnyr

Yenyru Xumuuncrtka* MNawHn n PeMOHT
06lWecTUeHHOK] KpalueHue. pemahi o6yBu, aBTOTpaHcnopTa.
nutaHus CcTUpKa oaexabl annapatypsbl

MokasaTesnb Ka4yKom TprCTCKV]e

ycnyru

1 lMoka3aTenn HazHavyeHus

11 Tlokasatenu npumeHe-
HUS

1.2 TMokasaTenu COBMeCTuU-
MOCTU

1.3 Tokasatenu npeg-
npuaTUs

14 Cneundwuyeckme no-
Kasarenu

2 TMokasatenu 6e3onac-
HOCTK

2.1 TMokasatenu 6esonac-
HOCTUW ANl XXWU3HW, 3[40POBbA U
UMyLLeCTBa rpaxaaH

2.2 MokasaTenn 6e3onac-
HOCTM 419 OKPY>KaKoLLeit cpefbl

2.3 TMokasatenun coxpaH-
HOCTU VMyLLecTBa U MHGOP-
VET

3 MMokasartenu Hafex-
HOCTU

3.1 TllokasaTenn  Hafex- 4 + 4
HOCTY pesy/ibTaTa ycnyru CoxpaHaemMoCTb [l0/IroBeYHOCTb [l0/ITOBEYHOCTb

3.2 lMokasaTenn CTOlKOC- 4 + 4
TV pesynbTarta yCayrn K BHeLl-
HUM BO34EACTBUAM

3.3 Tlokasartenu nomexosa-
L MLLEHHOCTMN

3.4 TlokaszaTenun Hafex-
HOCI1 NpefocTaBNeHus yenyru

4 TokasaTenu npogeccuno-
Ha/IlbHOTO YPOBHA NepcoHana

4.1 Tokasatenn npodec-
CUOHANbHOW  MOArOTOBKM 1
KBanudukauum

4.2 TokaszaTenn cnoco6-
HOCTU K PYKOBOASALLEN fes-
TeNbHOCTH

4.3 Tokasatenu 3HaHWUA ©
cobnogeHns npodeccroHanb-
HOW 3TUKW NOBefeHNS

MpuMeyaHne —3HaK «+»03HAYAET NPUMEHFEMOCTb, 3HaK «—* —HEMPUMEHSCMOCTb NoKasaTeneil KayecTsa
yCnyr.
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MPUNOXEHWE T
(cnpaBo4Hoe)

MPUMEHAEMOCTb
MeTOJ0B KOHTPO/S W OMeHKW rokasaTenieil kayecTsa ycnyr

TabnHuna Nl

MprMeHAeMOCTb METOAA KOHTPO/IA

lMokasarenb KayecTsa COMHOXM nuec*

KO0

VHCTPYMeHTaT*-1  opr/iMO/eHT! MO/IMbILL-

MO0 1 YCCKoro [pac4eTHOO SKCTIEPTHOTO #

1 Moka3zatenn HasHavyeHus

11 MMokasaTenu npumeHe- + + + + -
HUS

1.2 TMokasaTenn COBMECTM- + 4 - 4 - 4 - -
MOCTU

1.3 Tokasatenu npegnpus- — + — + .
™S

14 Cneuuguyeckne noka- + + + + +
3aTenm

2 Mokasatenn Gesonac-
HOCTK

2.1 MokasaTenn Gesonac- + + + + —
HOCTW [N1F XWU3HW, 300p0BbA 1
UMyLLLeCTBa rpaxaaH

2.2 Tokasatenn 6esonac- + + + + —
HOCTMW N5 OKpY>KatoLLeid cpefpbl

2.3 Tokasatenn  coxpaH- + — + + X
HOCTU MMyLLecTBa W WHGoOp-
maLum

3 lMokas3aTenn HafexHocTn

3.1 TllokazaTenn HafeXHoc- + — + — —
T pesynbTarta ycayru

3.2 Tokasatenu CTOKOCTH + — + — —
pesynbTaTa Ycnyrm K BHELHUM
BO3/e/CTBMAM

3.3 lNokazaTenn  nomexo- + + + + +
3aLLULLEHHOCTK

3.4 TokasaTenn Hafex- — - — + +
HOCTW NpefoCTaBfieHns yCnyru

4 Tokasatenn npogeccuno-
Ha/IbHOTrO YPOBHA nepcoHana

4.1 TMMokasatenn npodec- — — — +
CUOHaNbHOI NOATOTOBKMN M KBa-
ndukaymm

4.2 TlokasaTenu cnoco6- — — — +
HOCTM K pyKoBoAAWel pfes-
TeNbHOCTH

4.3 lMokasaTenn 3HaHuUA u + + — + X
cobntofieHns npodeccnoHanb-
HOVi 3TWKMN NoBeAeHUA

MpumeyvyaHne — 3HaK «+» 03HA4aeT MPUMEHAEMOCTb, 3HAK «—» — HEeMNPUMEHACMOCTb MoKasaTenei
KayecTBa ycnyr.



MOCT P 52113-2003

YK 379.85:658.562:006.354 OKC 03.080.30 T50 OKCTY 0131

KntoyeBsble €noBa: ycnyru HacefneHui0, Ka4yecTBo, MokKasaTesim Kayectsa

PepgakTop /'.C. ®degoposa
TexHu4yeckunin pegaktop B.W. Mpycakosa
KoppekTop A/.C. Kabawona
KomnbioTepHas BepcTka W.J1. Ha.remkunon

W wm. nuy. Ne 02354 ot 14.07.2000. CpaaHo B Habop 06.05.2003. MoanucaHo B ncyalb 24.09.2003. Yen. vey. n. 1.86. Yu.-u3gn. 1,30.
Tupax 530 akx C 12107. 3ak. 839.

NNK WtpategbcTuo ctaHgaptos. 107076 Mocksa. Konogexbin nep.. 14.
hltp://wttW.Mandar<h.ru e-mail: inravl %andardt.ru
HabpaHo B W3aarcnbc)se Ha NM3BM
dunnan NMK VapgaTenbcTBO CTAHJapToOB - Tun. *MOCKOBCKUI neyaTHMK*. 105062 MockBa. /1sguH nep.. 6.
Mnp Si 080102


https://meganorm.ru/Index2/1/4293836/4293836233.htm

