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© CraHpaptuHcopm, 2015

B Poccuiickon ®egepaumm HACTOALWMI CTaHAAPT HE MOXET OblTb NONMHOCTLIO UM YaCTUYHO BOCMPO-
U3BEEeH, TUPaXXMPOBAH M PaCNpOCTPaHEH B KayecTBe ouuMancHOro msgaHusa 6e3 paspelwenus dege-
panbHOro areHTCTBa NO TEXHMYECKOMY PEryIMpoBaHUIO U METPONOTUM
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HALMWOHANBbHBIN CTAHOAPT POCCUUCKOWN PEQAEPALUMN

Ycnyru HaceneHuio
HOMEHKNATYPA NOKA3ATEJNEW KAYECTBA YCAYI

Services to the public.
Nomenclature of quality indices services

HNara BBepgeHus — 2016—01—01

1 O6nactb NnpMMeHeHuns

Hacrosiyuii ctaHaapT ycTaHaBnNMBaET HOMEHKNATYPy Nnokasatenei kadecTsa ycnyr u nopsiaok Bbibopa
HOMEHKMNATYpPbl, Knaccudukauuio U NpUMEHAEMOCTb METOAO0B KOHTPONS M OLEHKW NokasaTenei kayectsa
yChnyr.

MonoXeHus1 HAaCTOSILLEro CTaHAapTa pacnpoCTPAHAIOTCSA HA YCIyru, NpeacTaBAseMble IOpUANYECKUMU
nuuamu pasnuYHbIX OpraHU3aLUuoHHO-NPaBOBLIX POPM, a TaKkKe UHAUBUAYANbHLIMU NPEANPUHUMATENSIMU.

CTaHgapTt MOXeT OblTb UCMONb30BAH AN OLEHKM CUCTEM MEHEPKMEHTA KayecTBa B OpraHu3aumsix,
NpPeaoCTaBNAIOLLMX YCIYTU HAaCENeHuio, Npu pa3paboTke CTaHAAPTOB U TEXHUYECKUX AOKYMEHTOB Ha YCNyTH,
a TaKKe Npu NOATBEPXAEHUWU COOTBETCTBUA B cdepe ycnyr U nposeaeHun ao6poBOnbHON cepTudukaumm
CUCTEM MEHEIKMEHTA KayecTBa yCryr.

2 HopMaTtuBHbIe CCbINKK

B HacTosiLem cTaHaapTe UCNONb30BaHbl HOPMATUBHBIE CChINTKU Ha CNeAyoLmMe JOKYMEHTbI:

rOCT ISO 9000—2011 Cucrembl MeHeKMEHTA KadyecTBa. OCHOBHbLIE MOJIOXKEHUA U CrOBapb

FOCT ISO 9001—2011 Cucrembl MeHeAKMEHTA KayecTBa. TpeboBaHus

FOCT P 50646—2012 Ycnyru HaceneHuto. TepMuHbl M onpeaeneHus

rOCT P 50691—2013 Ycnyru HaceneHuio. Mogenb cucteMbl obecneyeHus kauecTsa ycnyr

OK 029—2014 (KOEC Pepa. 2) ObLuepoccuickuin knaccuumkaTop BUA0B 9KOHOMUYECKOW AeATENbHO-
ctn (OKB32)

OK 034—2014 (KNEC 2008) ObLiepoccuinckuii kKnaccudukarop npoaykumm no BUgaMm 3KOHOMUYECKON
aesrensHocTn (OKMNAO2)

MpunMeyaHune — lNpU NoNb30BaHUM HACTOSALLMM CTaAHAAPTOM Lenecoobpa3Ho NpoBepuTb AeWCTBUE CCbl-
NOYHBbIX CTAHAAPTOB B WH(OPMALUWOHHOW cucTeMe obuiero nornb3oBaHUA — Ha oduuuanbHOM caiite defepanbHoro
areHTCTBa NO TEXHWUYECKOMY PEerynupoBaHuio U MeTponorun B ceTu MHTEPHET UNu No eXerofHoMy UH(OpMaLUOHHOMY
ykasaTento «HaunoHanbHbIe cTaHAapTLI», KOTOPLIA onybnukoBaH Mo cOCTOAHMIO Ha 1 AHBapA TeKyLyero roga, U no Bbl-
nycKaMm eXemeca4YHoro MHOpPMaUNoHHOro ykasartens «HauuoHanbHble CTaHAapThbi» 3a Tekywwmid roa. Ecnn sameHeH
CCBLINMOYHBIN CTaHAapT, Ha KOTOpLIN AaHa HejaTUpoBaHHAs CCbINKA, TO PEKOMEHAYETCS UCTONb30BaTh AeACTBYIOLLYIO
BEPCUIO 3TOro CTaHAapTa ¢ Y4€TOM BCeX BHECEHHBIX B JaHHYI0 BEPCUIO U3MEHEHMWA. Ecnn 3aMeHeH CChINOYHLIN CTaH-
AapT, Ha KOTOpbIi fAaHa AaTUpOBaHHas CChINka, TO PEKOMEHAYETCA UCMOSIb30BaTb BEPCUIO 3TOr0 CTaHAapTa C yKasaH-
HbIM BbIlWe roaoM yTBepxaeHus (NpuHaTuA). Ecrnn nocne yTBepXAeHUA HACTOSLLEro craHAapTa B CChINTIOYHbLIA CTaH-
AapT, Ha KOTOpLIA AaHa AaTUpOBaHHas cCbifika, BHECEHO U3MEHEHWe, 3aTparuBarollee NosioKeHWe, Ha KoTopoe fAaHa
cecbifika, TO 3TO MOSIOXKEHUe peKoMeHAyeTcs NpUMeHATb 6e3 ydyeTa AaHHOro u3aMeHeHus. Ecnu ccbinoyHblii cTaHfapT
OTMeHeH 6e3 3aMeHbl, TO NONOXEeHNE, B KOTOPOM JlaHa CChiNKa Ha HEro, PeKOMEHAYETCA NPUMEHSATL B YacTH, He 3aTpa-
rmBatoLLein 3Ty CCLINKY.

U3panue ocpuumnanbHoe
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3 TepMuHbI U onpeaeneHus
B HacTosiem cTangapte npumeHeHbl TepMuHbl no FTOCT P 50646, TOCT I1ISO 9000, FOCT P 50691.
4 OCHOBHbI€ NMOJNOXeHUsA

4.1 HomeHknaTypa nokasarefiei kayecrtBa yCnyr — nepeyeHb Ka4eCTBEeHHbIX W/WUNKU KONNMYEeCTBEHHbIX
XapakTepucTuK nokasarenen (CBOWCTB) ycrnyr, o6ecneunBaioLmx ux CnoCOGHOCTb YAOBNETBOPATL YCTAHOB-
NeHHble Unu npeanonaraeMble NOTPebHOCTM NOTPebtUuTens U BO3MOXHOCTb OLICHKN YPOBHSA Ka4ecTBa yCnyr.

4.2 K KONU4YeCTBEHHbIM XapaKTepUCTUKaM nokasaTenen ycnyr OTHOCAT NPOAOMKUTENbHOCTb UCNOMHE-
HUS ycnyru, nokasartenu 6e30nacHOCTH ANisi XXM3HU W 300pOBbs NoTpebutens.

4.3 KayeCTBEHHbIMU XapaKTepUCTUKaMK MoKa3aTenen ycnyr ABnatoTca npodeccmoHansHas noaroTos-
Ka 1 KBanudukauma nepcoHana, CaHUTapHO-TUIMEHNYECKUE N IPFOHOMNYECKUE YCoBUSA 06CNyXuBaHNUA no-
Tpebutenei, BHUMATENLHOCTL U NPeAYNPEAUTENBHOCTL B OTHOLLEHUAX C NOTpedutensmMu.

4.4 HomeHknaTypa nokasarernen KayecTsa ycnyr, oTpaxatloLmx cOCTas U CTPYKTYPY XapaKkTepu3yemblx
CBOWCTB, NPUBEAEHA B NPUNOXeHun A, Tabnuua A.1.

5 BbIOOp HOMEHKNaTypbl NoKasarenen Kayecrsa ycnyr

5.1 nsi BbI6opa HOMEHKNATYPbI MOKa3aTenei kayecTBa ycnyr Heo6XoaMMO ONpeaenuTh:

- rpynny (BuA) 04HOPOAHBIX YCIyT;

- HaUMEHOBaHe (Coaep>KaHue) ycnyru;

- Llenb NpUMEHEHNs HOMEHKINATYPbl NoKasaTernemn kavecTsa ycnyr;

- MeToA BbiOOpa HOMEHKNATYpLI Noka3ateneii ka4ecTsa;

- UCXOZHYI0 HOMEHKNAaTypy nokasarenein KayecTsa,

- UCXOZHYIO HOMEHKMATYpy nokasarenei ka4ecTBa no AaHHO rpynmne.

5.2 I'pynny (Bua) ogHOPOAHbIX ycnyr Beibupaiot B cootBetcTeum ¢ OK 034 u OK 029 ¢ yueTom HasHa-
YEHUS W LENAMU NPUMEHEHHUS.

5.3 BO3MOXHbl€ Lenu NpUMEHEHU HOMEeHKNaTypbl nokasaTenein kauecTsa NpuBeAEeHbl B MPUNOXKEHUK
B.

5.4 NcxogHy HOMEHKMaTypy nokasaTenei kadectsa Boibupaior no Tabnuue B.1 (cm. npunoxeHue B)
¢ ydeTom TpeboBaHuii 4.3.

5.5 VcxogHylo HOMeHKNaTypy Mo KaxKOOW rpynne nokasaTernen KavecrBa ycriyr yCTaHaBnusaloT B
cTaHgaprax u/unu metoaukax BblOOpa HOMEHKNaTypbl NnokasaTenein KayecrBa, MM METOAMKAX OLIEHKM
YPOBHSI Ka4ecTBa.

5.6 BblbpaHHass COBOKYMHOCTb MOKasaTerieil KavecTBa AaHHOW rpynnbl (BUAa) OAHOPOAHOW YCNyru
JOJDKHA OTpaXkaTb cneyunduKky 4aHHON rpynnbl (BUAa) OAHOPOAHBIX YCIYr U NO3BONSATD:

- thopmynupoBaTh U OLEHWBATb CTENEHb peanusauuu NonUTUKM B 06NacTu kavectsa NPeanpusaTUS,
OKa3sblBalOLLEero ycryru;

- BHEAPATb U NPUMEHSITL CUCTEMY obecniedeHunst kadectea ycnyr B cootsetcTteum ¢ FOCT P 50691;

- OCYLLECTBNATL OLEHKY COOTBETCTBUSA YCMYTH.

5.7 MokasaTenu kayecTBa yCTaHABMMBAKT HA ONPEeAEenNeHHbIX 3Tanax XXM3HEHHOTO LuKna yCryru.

5.7.1 3Tanbl XXKM3HEHHOTO LMKMa ycnyru yCTaHaBnMBaloT B CTaHAapTax Ha KOHKPETHYIO YCNyry Ha oc-
HOBE aHarnu3a npouecca ee npefocTaBieHusl.

Ons HanGonee CnoXHbIX MaTepuanbHbIX YCNYr NEpeyYeHb U COAEPXKaHne 3TanoB yCTaHaBNMBAIOT B CO-
oteeTcTBum ¢ FOCT ISO 9001.

Onsa ocTanbHbIX BUAOB YCMYr MOTYT MCMONbL30BaTLCA CNeayoWwmue aTanbl XXMSHEHHOrO LiMKna ycnyru:

- NpegocTaBneHne nHdopmauum o6 ycnyrax, npeanaraemMbix noTpeduTenio;

- PUHATKE 3aka3a Ha yCnyry, 3akmioYeHne Jorosopa okasaHus yCnyr;

- UCNOSHEHWE 3aKka3a Ha yCnyry;

- KOHTPOIb KayecTBa TEXHONOIMYECKOro NPOLECCa UCMOMHEHUS YCIYTN U UCMIOSNTHEHUSA 3aKa3a;

- OLeHKa pesynbTarta ycnyr 1 Bbljaya 3akasa Ha ycrnyry notpeburtenio.

5.7.2 Ona kaaoro arana >XMU3HEHHOro LUMKNa ycnyru npeanoyvTUTENbHbIMU ABMSOTCA MokKasaTenu
yonyru:

- UCMOSb3YEMbIE HA NPeANPUATUAX U B OPraHM3auusax AaHHON rPpynnbl OAHOPOAHBIX YCIYT, OLeHKa KO-
TOpPbIX MOXET ObITb CAenaHa Ha OCHOBE yYeTa HEMOCPeCTBEHHO Ha STUX NPeANPUATUSX/OpraHn3aumnsx;

2
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- paccuuTbiBaeMble n/unu usmepsiembie (onpeaenseMsle) ¢ NPUMEHEHUEM NPOCTbIX METO0B U3Mepe-
HUN (KOHTPONS, aHanu3a, OLEHKN, MOHUTOPUHTA).

5 HomeHknaTtypa nokasaTtenen Kauecrtsa ycnyr

6.1 Hactosawumi ctaHaapT ycTaHaBnMBAET CNEAYIOLWYI0 HOMEHKNATYPy OCHOBHbLIX FPynn nokasartenen
Ka4yecTBa No xapakrepusyembiM UMW CBOWCTBaM ycnyr (CM. npunoxeHue A, Tabnuua A.1):

- MoKasaTenu Ha3Ha4YeHus;

- nokasarenu 6e3o0nacHocCTy;

- MoKasaTenu HaaeXHOCTy;

- mokasarenu npodeccuoHanbHOro YpoBHs nepcoHana.

6.2 lMpu OuUeHKe YPOBHA KayecTBa yCnyr HEOOXOAMMO Y4MTbIBATb TAKKE SKOHOMUYECKME NOKasaTenu,
XapakTepuayoLme CTOMMOCTb YCIyru, 3aTpaTel Ha ee pa3paboTky U okasaHue (NpeaoCTaBneHne).

6.3 B 3aBucumMocTu ot cneuynduyecknx 0COBEHHOCTEN YCNYr U YCIOBUI UX OKA3aHUSI HEKOTOPbLIE Tpyr-
bl Moka3aTtenei kayecTBa, NPMBeAeHHbIe B 6.1, MOryT OTCYTCTBOBATb.

6.4 MNokasaTtenu HasHa4YeHUs 4aHHOW rpynnbl (BUAA) YCNyr xapakrepusyloT Habop CBOWCTB YCNyriu,
onpeaensitoLmMin Ka4eCTBO BbIMONHEHUS DYHKLMI, ANSA KOTOPLIX OHA NpeAHa3HayeHa.

3Ta rpynna nokasartener NnoapasaenseTcs Ha YeTblipe NOArpynmbi:

- moKasarenu NPUMEHEeHus;

- moKasarenu COBMECTUMOCTH;

- MoKasarenu KkayecTtsa npeanpusaTus;

- cneunduyeckme nokasartenu.

6.4.1 MMokasaTenn NPUMEHEHUa XapakTepusyloT CBOWCTBA YCMyru, ONpeaensiowme OCHOBHbIE (DYHK-
uun, ANA BbINOMHEHUA KOTOPLIX OHAa NpegHasHayeHa, u o0ycnosnmBaloT 006nacTb €e pacnpoCTpaHeHus.

6.4.2 Mokasatenamu, obycnosnueaoWmmn 06nacTb NPUMEHEHUSA, MOTYT TaKXKe CIyXWTb nokasaTtenu
COBMECTMMOCTU Npoaykumu (M3genuin) Kak pesynbrara okasaHua MatepuansHOn ycnyru ¢ gpyrumu usgenu-
AMU UK NOKa3aTenu COBMECTMMOCTM NMPOoLEecca OKa3aHusa AaHHOW YCRyru ¢ Apyrow ycnyron. B OCHOBHOM
pasnuyaioT cneayoLme Buibl COBMECTUMOCTM YCIyT:

- (OYHKLMOHanbHas COBMECTUMOCTb (OTCYTCTBUE NPENATCTBUI K UCMOSHEHUIO A PYTUX YCIIYr);

- reoMeTpuyeckasi COBMeCTUMOCTb (COBMECTUMOCTb pedynbTaTta AaHHOW YCyru ¢ ApYrMMU COBMECTHO
UCMOSb3yeMbIMU U3AENUAMU MO rabapuTHbIM pazmepam, hopMe U T. Nn.);

- Buonorunyeckass COBMECTUMOCTL (COBMECTUMOCTb, HANpUMep, N0 BO3MOXHOCTU COBMECTHOTO NMpuMe-
HEHUS PasnUYHbIX MNULLEBLIX NPOAYKTOB, KOCMETUYECKMX CPEeACTB N0 OTCYTCTBMIO annepruyeckux peakuun
npu MEAULIMHCKOM 0OCNY>XMBAHUN W/UNK B MPOLIECCE NUTAHUS);

- 9NeKkTpPOMarHMTHas COBMECTUMOCTb (BO3MOXHOCTb COBMECTHOTO NPUMEHEHUS pe3ynbTara ycnyru u
ApYrux u3genuii No OTCYTCTBUIO B3AUMHBIX 9NTEKTPOMArHUTHLIX NOMEX);

- 3anekTpuyeckass COBMECTUMOCTb (HanpumMep, BO3MOXHOCTb MOAKIOYEHUS pe3ynbTata YCryru K Uc-
TOYHMKY NUTAIOLLIMX HANPSDKEHWUI UMW CUTHANOB C AAHHBLIMWU 3HAYEHUSAMMW HANPSHKEHUS, TOKA, MOLLHOCTH);

- NPOYHOCTHAA COBMECTUMOCTbL (COOTBETCTBME MPOYHOCTU pesynbTaTa yCrnyru NPOYHOCTU APYrUX COB-
MECTHO paboTatoLmX U3genuii);

- MporpaMmMHas COBMECTMMOCTb (OMpeaenseTcs BO3MOXHOCTbIO MCMONb30BAHUSA €4UHBIX NPOorpaMm
n/Mnun A3bIKOB NPOrPaMMUPOBAHUA A4S COBMECTHO UCMONb3yeMbIX pesynbraTta yenyru u Apyrux u3genuii);

- TEXHOMNOrMyeckasi COBMECTUMOCTL (OnpeaenseTca OTCYTCTBUEM NPUMEHEHUS B Mpouecce npego-
CTaBMEHUa yCnyru unu B pesynbTare yCnyru TEXHONOrMN, HECOBMECTUMbIX C TEXHOMOTUsIMU ApPYrux COB-
MECTHO UCMONb3yeMbIX 0O LEKTOBY);

- MeTposiornyeckas COBMeCTUMOCTb (onpeaenseTcs B3avMHbIM COOTBETCTBUEM HOPM W AOMYCKOB Ha
napameTpbl COBMECTHO UCMONb3yeMbIX pe3ynbrarta yernyru u Apyrux u3aenui, a Takke CoOoTBETCTBUEM Tpe-
GyeMbIX TOYHOCTEN U3MEPEHNUSI NapamMeTPOB U NOrPELUHOCTEN CPpeaCTB U3MEPEHUN);

- MHpopMaLMOHHAs COBMECTMMOCTb (COOTBETCTBME 0ObEMA, BuAa U (POpPMbI NPefOCTaBMNEHUSA WH-
dopmauum TpedoBaHnaM NOTPedUTENS UMM COBMECTHO UCNOSb3yeMbIX OO BLEKTOB).

6.4.3 K nokasarenam kadyecrtBa npeanpuatua cdepbl yCryr, XapakTepusylowmum ero OCHOBHble BO3-
MO>HOCTM NO OKA3aHWIO YCNYru, OTHOCAT B YACTHOCTMU:

- MaTepuanbHO-TEXHUYECKYIO Ba3y npeanpuaTus;

- CAHUTAPHO-3NUAEMUOTIOTUYECKME Y IPTOHOMUYECKME YCNOBUA 06CNY>KMBaHUA NOTpebuTenei;

- 9TUKY OOLLEHUS 1 BO3SMOXHOCTb MOSTy4YeHUs1 AOMONHUTENbHBIX YCIYT;
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- NPOAOIKUTENBHOCTb OXXUAAHUSI UNU 0BCNyXXUBaHUsi NoTpebutenen, kKonuyecTeo notpebutenei, 0o-
CNY>XMBAEMbIX B €AMHULYY BPEMEHU, a TaKkke HaMMuue B npaBunax o6CnyXMBaHusA oNpeaeneHHbIX NbroT ¢
ycnoBuit aAns notpebutenen NpUOPUTETHbLIX KaTeropuin (aetu, NoXunble, BeTepaHbl, notpebutenn ¢
OrpaHUYeHHbIMU PU3NYECKUMU BO3MOXKHOCTAMM U Ap.).

6.4.4 Cneundchmyeckme nokasarenu xapakrepusyioT CBOIMCTBA KOHKPETHOM rpynnbl (BUAA) yCnyr.

6.5 Mokasatenu Ge3onacHOCTM xapakrepusyloT Oe3onacHOCTb pesynbTara M npouecca okasaHusi
YCIyr ANs1 )KM3HW, 340POBbS, MMYLLEECTBA NOTpebuTeneii n okpyaioLLei cpeasbi.

Ota rpynna nokasatenei BKNoYaeT TpU NOArPynrbl:

- nokasarenu 6e30nacHOCTU AN XU3HU, 340POBbS U UMYLLECTBA NOTpebuTenen;

- nokasartenu 6e30nacHOCTY Arsi OKpYXaloLLei cpeabl;

- mokasaTenyu COXPaHHOCTM MH(pOpMaLMKM U UMyLLECTBA NoTpebuTenen.

6.5.1 MokasaTtenu 6e30MacCHOCTU ANA XU3HU, 30POBbS U UMYLLIECTBA NOTPEOUTENen oTpaXxalT COOT-
BETCTBME pe3ynbTaTa M npouecca okasaHus ycnyr TpeGoBaHuAM Mo BCEM BUAAM OMACHLIX U BPEAHbLIX BO3-
aenctenit. OCHOBHbIMK ABNAIOTCA Creayilowme nokasaTenu:

- anekTpo6e3onacHoCTb;

- noxkapHasi 6e30nNacHOCTb;

- B3pbIB06E30NacHOCT;

- paguaumoHHas 6e30nNacHOCTb;

- 6e30MacHOCTb OT BO3AENCTBUS XMMUYECKUX U 3arpsi3HSIOLLIMX BELLECTB, B TOM YUCne npeaentHo Ao-
NyCTUMbIE KOHLIEHTPaLUW BELLECTB MU BXOASALLMX B HUX KOMMOHEHTOB;

- 6e3onacHoOCTb Npy 06CNYXMBAHUU MALLMH U 060PYAOBaHUS, B TOM YUCHE NPU OWNOOYHBIX AEHCTBU-
AX 06CnyXuMBatoLLEro NepcoHana u CaMonpon3BOfbHOM HapyLLeHUHU (PYHKLMOHUPOBAHUS,

- 6e30nacHOCTb 3a CHET 3aLUMTHLIX CPEACTB M MeponpusATuii obecneyeHusl, B TOM YUCIE: YCTPOWCTB
OrpaXkaeHus, orpaHuYeHuii xoaa, GrI0KMPOBOK, KOHLIEBBLIX BbIKMOYaTENEN NOABUXHbLIX 3MEMEHTOB, Kpenne-
HWUI 1 OUKCATOPOB MOABWKHBIX YacTel, OCHaLLEeHUs pabouux MecT, OpraHoB ynpaBneHus u NpubopoB KOH-
TPONS, aBapuUitHOI CUMrHanM3auum, CUrHanbHbIX LIBETOB U 3HAKOB 6€30MacHOCTU, yAaneHus, CHWKEHUSA, o-
Kanusauuu onacHbIX U BpeAHbIX NPOM3BOACTBEHHbIX (haKTOPOB B MECTAX MX 06pa3oBaHus;

- 6€30MacHOCTb OT BO3AENCTBUS aKyCTUYECKUX (LUYMbI, YIIbTPa3BYKOBbIE CUrHarbl), TENNOBLIX (MH(pa-
KpacHbIX), CBETOBBIX (B T. Y. NTA3€PHbIX) U3NYYEHUN;

- 0e30MacHOCTb OT BO3AENCTBUSA TEXHONOTUYECKUX Cpea M Apyrux (pakTopoB B MpoLiecce OKasaHuA
yenyr;

- cneumnduyeckue Buasl 6€30NacHOCTU AN OTAENbHbIX YCNYT.

6.5.2 Mokasartenu 6e30nNacHOCTK ANA OKpYXalowen cpeabl (9Konorndyeckon 6e30nacHoCTM) oTpaXkaloT
CTENeHb 3alnThbl OKPY>KaKoLLEN NPUPOAHON cpeabl OT BPEAHOro (onacHoOro) BO3AenCcTBuUsa pesynsrara u/unu
npouecca okaszaHusa ycnyrn. OTU nokasaTenu y4YuTbiBaloT BO3aencTesue Ha ¢pnopy, dayHy, BO3AYLUHbIA U
BOAHbIN 6accenHbl, NOYBY, HeApa, MOHOCAdEPY U T. M. NPU NPOU3BOACTBE, XPaHEHUU, TPAHCNIOPTMPOBAHUM,
aKcnnyataumu (MpUMEHEHUN) U yTUNM3auun pesynbtata yenyru u npouecca okasaHusi ycnyru.

MokasaTenu akonoru4yeckon 6e3onacHOCTM BKNIOYAIOT:

- AonycTumble (MO YPOBHIO U BPEMEHMW) XUMUYECKUE, MEXaHUYECKUE, PaANALIMOHHBIE, SNEKTPOMAarHuUT-
Hble, TepMuYeckue, GUoONornyeckne BO3AENCTBUA Ha OKPYXaIoLLYIo cpeay;

- YCTOWYMBOCTb (BpEMSsSi BPEAHOrO WfU OMAacHOro BO3AEWCTBUA) 3arpAHAIOWMX, SAOBUTBIX, ONACHLIX
BELLECTB, NonajaloLmnx B OKPY>KaloLLyto cpedy Ha dTanax XXM3HEHHOro LuKkna pesdynbrata ycnyru (Bknoyas
yTUIM3aLuio) Unu B NpoLecce ee okasaHus (BKIOYas 3aXOPOHEHUE OTXOA0B);

- crieumdmyeckne nokasaTenu Ans oTAenbHbIX rpynn (BUAOB) YCIyr.

6.5.3 MokasaTenu COXpaHHOCTU UMyLLEECTBA NOTpebuTenein u/vnm CoXpaHHOCTU (KOHMAEHUManbHO-
CTU) MHPOPMALMKN OTPAXKAIOT CTEMEHb COOTBETCTBYIOLLEN 3aLUMTbI B NPOLIecce OKaszaHWs yCryr.

MokasaTenu coxpaHHOCTU UMYLLECTBA NOTpebuTenei MOryT BbipaXaTbCa Yepes rapaHTum (KOMNeHca-
uuio ywepba) unu onpeaensTbCa yCroBUaMu CTPaxoBaHus.

MokasaTenu COXpaHHOCTM WHPOPMaLMKN YCTaHABNUBAIOT ANA BUAOB YCHYT, CBA3AHHbIX C ODpaLleHnem
CO BCEMW BMAAMM UHTENNEKTyanbHOW COOCTBEHHOCTU NoTpebutens ycnyru. MapaHTum 6e3onacHOCTU OTHO-
CAT Kak K maTepuanbHOMy, Tak U Kk MopanbHoMy yLiepby notpebutens. MNokasarenu coxXpaHHOCTU KOHM-
AeHUManbHOCTM MHAOopMaLuMM MOryT MOATBEPXAATbCA rapaHTUAMW OTCYTCTBUS HECAHKLMOHWPOBAHHOIO
JOCTYNa WU OTCYTCTBUSI UCKaXKEHUSA MHAOPMAaLMK B KOMMBIOTEPHBIX CUCTEMAX KBUPYCaMU».

6.6 MNokasaTtenun HaaeXXHOCTN XapakTepu3yoT CBONCTBA HAAEXKHOCTM U CTOWKOCTM K BHELUHUM BO3JEN-
CTBUSIM pe3ynbTaTa yCcnyru, moMexo3allMLLIEHHOCTU pesynbTaTa 1 npouecca Oka3aHus yCrnyru, HagexHoCTy
npefocTaBsneHus ycnyru notpebutento. STy rpynny nokasatenein noapasaensioT Ha YeTbipe NoArpynnbl:

4
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- HAZIeXHOCTb pe3ynbTara yenyru;

- CTOWKOCTb pe3ynbTara OKa3aHus yCIyru K BHELLHUM BO3AeWCTBUSIM;

- NOMEXO03aLLULLEHHOCTb;

- HAAEXHOCTb NPEAOCTABNEHUS YCNYTH.

6.6.1 MNokasaTenu HaAEXHOCTU pesynbTara YCNyru OTPaXKaloT BLINOSIHEHWE (COXPAHEHME) UM CBOUX
OYHKUMIA. DT NOKa3aTenu MOTYT BbIPAXaTbCA B BUAE KONUYECTBEHHbLIX 3HAYEHWUIN KOMMNIIEKCHLIX MokasaTte-
e HaAeXHOCTU NPOAYKLMM WM eAUHUYHBIX noka3aTenen ee 6e30TKa3HOCTU, AONTOBEYHOCTH, PEMOHTO-
NPUroaHOCTU U COXPaHSIEMOCTM.

6.6.2 MNMokaszaTenu CTOMKOCTM pe3ynbTaTa yCnyru K BHELUHUM BO3AEWCTBUSM OTpaXkaloT obecneveHue
(coxpaHeHue) paboTocnoco6HOCTM Npu BO3AEHCTBUM U/MNKU NOCNE BO3AEUCTBUSA CONMPSraeMbiX OOBLEKTOB U
nNpUpPOAHOI cpeibl, B TOM YUCHE:

- MeXaHU4eCKUX BO3AENCTBUI (BUOPALIMOHHDIX, YAAPHbIX, CKPY4YUBaIOLLUMX, BETPOBLIX U T. N.);

- KnuMaTtuyeckux BosgeicTeui (konebaHun temnepaTtypbl, BNAXXHOCTM U aTMOCKepHOro AaBneHus,
CONHEYHON paauaumm, atMocdepHbIX 0CAAKOB, CONAHOMO TYMaHa, NbiNn, BOAbI U T. M.);

- cneuunanbHbIX BO3AencTBUi (GMonornyeckux, paguaumoHHbIX, XMMUYECKMX, B TOM YUCNE arpeccums-
HbIX rasoB, MOIOLLMX CPeACTB, TOMNMMB, Macen u T. N., 3NEKTPOMarHUTHbIX NONewn, CPEACTB Ae3aKTuBaLmu,
aerasauyuu, Ae3suHdeKLmm 1 T.0.).

6.6.3 lNokaszatenu nOMexo3alUMLLEHHOCTU OTPAXAOT CTeneHb obecneyeHusi (COXPaHEHUs1) CBOMUX
yHKUMIA (CBOMCTB) NpWU BO3AEWCTBUM NMOMEX M CTENEHb BO3AENCTBUSI HA OKPYXKalOLLyl0 cpefy nomex oT
3MEKTPOMArHUTHBIX 1 MIOHU3UPYIOLLMX U3NYYEHUI B pe3ynbTaTte yCnyru UM B NpOLECCE ee OKa3aHus.

6.6.4 MokasaTtenu HafeXXHOCTU NPEAOCTaBAEHUA yCAYrn NOTPeGuTENIO OTPaXKaloT CBOEBPEMEHHOCTL U
TOYHOCTb BBIMOMHEHWS 3aKa3a Ha ycrnyry no Takum napameTtpam, kak Cpoku, 00bemMbl, HOMEHKNnaTypa u no-
3ULMKM OroBOPa OKa3aHUA yCryr.

6.7 MNokasaTtenu npotheccMoHanbLHOr0 YPOBHA NepcoHana (MCNOMHUTENs yCcnyr) BKMIOYaloT TpU NoAa-
rpynnbi:

- YPOBEHb NPOPECCUOHANBHOM NOArOTOBKM U KBanudmkauuu;

- CNOCOBGHOCTL K PYKOBOACTBY (iNsi PYKOBOAUTENEN OpraHm3auuin u npeanpusTuin, MEHEIXXEPOB U A4p.);

- 3HaHue u cobnogeHne NpodeccMoHanbHOM 3TUKU NOBEAEHUS.

6.7.1 MNokasaTenu ypoBHsi NPOGECCUMOHANbHOI NOAFOTOBKM U KBanudukaumn nepconana (paboTHuka)
BKIIOYAIOT OLIEHKY CreAyloLmnX napameTpoB:

- YPOBEHb (PEWTUHT) y4eOHOTr0 3aBeaeHUs;

- obwas 1 npodunmpyoLlas NoaroToBka nepcoHana: noaroToska B 06beMe Bbiclwero (bakanaspuar,
cneyuuanuTeT) unu cpegHero npodeccuoHansHoro obpasoBaHus UM NpodeccuoHanbHas NepenoaroToska
B COOTBETCTBUU C NpodUNeM AeATENbHOCTH;

- YPOBEHb 3HAHWUI, YMEHUI, NPOMECCUOHANbHbIX HABLIKOB 1 OMNbITa paboTkl NEpCOHana;

- 3HaHue u cobnioaeHne TpeboBaHUIt PYKOBOAALLMX AOKYMEHTOB, KacaloLMXCcA nNpodeCcCuoHanbHom
[AesATenbHOCTM (B T. Y. Mo cobrioaeHuto TpeGoBaHuit: caHMTapum, NUYHONM TMTUEHbI U TUTMEHBbI paboyero me-
CTa; NOXapHON n Apyrux BUAOB 6€30MacHOCTH, NpaBun OXpaHbl TPYAA; HOPMATUBHBLIX AOKYMEHTOB Ha yCry-
rm).

6.7.2 MNokasarenu cnocoOHOCTU K PYKOBOACTBY BKMIOYAIOT OLEHKY CrieayoLmX napameTpos:

- 3HaHWe u cobnaeHne TPYLOBOrO 3aKOHOAATENLCTBA, OTPACIEBLIX PYKOBOAALLMX JOKYMEHTOB, Ka-
carLwmnxca NpodHeCccMoHansHoOM 4eATENbHOCTH;

- YMEHUe opraHusoBaTb paboTy nepcoHana, obecneunTtb 3PAEKTUBHbIA KOHTPOMb 3@ COOMOAEHMEM
UM CBOUX 06A3aHHOCTEN M KOHTPOIb 3a peanu3auuein npae;

- 3HaHMe n cobnoaeHne 3aKoHOAATeNbCTBA U PYKOBOAALLUMX AOKYMEHTOB B 9KOHOMWUYECKON, (DUHAH-
coBoVi u Byxrantepckoii cgepax;

- yMeHue obecneunTte [00pOXenaTenbHylo atmocdepy Ha npeanpusTuu; CBOEBPEMEHHOE U Kadve-
cTBEeHHOe obcnyxuBaHue noTpebuteneii (KMMEHTOB) NPUOPUTETHLIX KATEropuii; NPaBUIIbHOE UCMONb30OBa-
HWE CPeACTB NPOTMBOMNOXKAPHON W APYrMX BMAOB 3aLLMTbl U CUTHANMU3aLuK; YeTKyo 3Bakyaumio notpeburte-
nev unu okasaHue UM NEpPBON J0BpaYeOHON MEAULMHCKON NOMOLLM B 9KCTPEeManbHbIX CUTYaLUAX.

6.7.3 NokasaTtenu 3HaHuA u cobnogeHua npodeCccMoHansHOM 3TUKM NOBEAEHUS OTPaXatoT:

- UHAMBMAYanbHblE Ka4yecTBa, K KOTOPbIM OTHOCSIT STMYHOCTb, A0BpOXEnaTenbHOCTb, BEXIUBOCTD,
KOHTaKTHOCTb, KOMMYHUKabenbLHOCTbL U T. M., & TaK)Xe BHELUHWE AAHHbIE NepcoHana;

- BHUMAaTENbHOCTb U MpeaynpeauTernibHOCTb B OTHOLUEHUAX C MOTpebuTensmu B nMpeaenax CBOUX
OOMKHOCTHBIX 06A3aHHOCTEI;
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- yMeHue co3aaTtb atmocdepy roctenpumMMcTBa, yMeHue nposiBNsATb TepneHue, BbiaepxKy U obnaaa-
HUE CNOCOBHOCTLIO n3beratb KOHIUKTHBLIX CUTYaLUN.

6.8 Nokasarenu kayecTsa ANs KOHKPETHOW rpynnbl (BUAA) OAHOPOAHLIX YCNYr ONpeaensioT B COOTBET-
CTBUM C NpunoxxeHuem B, Tabnuua B.1.

6.9 CoBOKYMHOCTb NOKa3aTenen kayectsa ycnyr, BbIOpaHHY0 B COOTBETCTBUM C MOMOXEHUAMU pasae-
na 5, BHOCAT B cneayioLme 4OKYMEHTI:

- cTaHaaptbl Buaa «HomeHknartypa nokasarenew ka4ectsa» Ans KOHKPETHON rpynnbl (BuAa) 0AHOPOA-
HbIX YCIYT;

- cTaHaapTbl HA ycnyru, npouecc obcnyxueanusa (NPeAOCTaBMEHUA ycnyru), Npeanpustua cdepsb
ycnyr,

- CTaHaapTbl BUAa «TpeboBaHus k 06CnyxuBatoLemMy nepcoHany» Ans pasnuyHbiX BUAOB YCIyT;

- IOKYMEHTbI CUCTEMbI MEHEDKMEHTA KavecTBa yCnyr;

- npasuna, METOANKM U PEKOMEHAaLUN No OLEHKE U NOATBEPXAEHUIO COOTBETCTBUSA YCIyr, NPOLIECCOB
obcnyxumBaHus (NpeaoCcTaBneHust yCryr) u attectauuu nepcoHana.

7 Knaccudmkauma MeToaoB KOHTPOMA M OLUEHKU NoKa3saTernen KauecTsa ycnyr

7.1 MeToabl KOHTPONA U OLEHKM NnokasaTenen kayecTsa ycnyr knaccuuumpytot no cneayiowmm npu-
3HaKaMm:

- Uenu npuMeHeHus;

- (hM3nKO-CTaTUCTUYECKME MPUSHAKM U NPOLeaYPbl;

- MeToAbl (POPMUPOBAHUS PE3YNbTATOB.

7.2 Mo uenaMm npuMeHeHUa MeToAbl KOHTPONA U OLEHKM KayecTBa yCnyr noapasaensior Ha Tpu rpyn-
Mbl:

- onpefeneHne COOTBETCTBUA KayecTBa ycnyr TpeboBaHUAM HOPMATUBHOW AOKYMEHTaUMUN u/unm Tpe-
6oBaHUsM noTpebutena — npu (opMUPOBaAHUM CTAHAAPTOB HA ycnyru (NPoUEcC OKasaHusa ycnyru, npea-
npusiTMe, nepcoHarn), Npu OLEeHKe W MOATBEepXAeHWU COOTBETCTBUA yCNyr U cepTudpmkauum cucrtem Me-
Hea)KMeHTa kayecTBa ycnyr,;

- ycTaHoBneHue hakTopoB (YCNoBuii), CNOCOOCTBYIOLLMX AOCTMKEHMIO TpeBOyeMOro ypoBHS kayecTBa
yenyr;

- PENTUHrOBasi OLIEHKA BbINOMHEHUS OAUHAKOBBLIX YCAYI Pa3NUYHbLIMU NPEANPUATUSIMU U OpraHM3aLms-
MU U UX PaHXUPOBAHUE.

7.3 Mo pu3unko-cTaTuCTUHECKUM NPU3HaKam u npoueaypaMm MeToAbl KOHTPONA M OLEHKU nokasarenemn
KayecTBa ycnyr nogpasaensior Ha NaTh rpynn:

- MHCTPYMEHTanbHbIi — B BUAE pe3ynbTata UCNOMb30BaHUS TEXHUYECKUX CPEACTB M NPOBEAEHUU
COOTBETCTBYIOLLMX U3MEPEHMNIA;

- OpraHonenTU4eCKMn — Yyepes peakuuio opraHoB YyBCTB dKcnepTa (OLEHLUMKA), pe3ynbTaT OLEHKU
MOXET HOCUTb KauyeCTBEHHbIN (anbTepHATUBHAA UM FPaaauMoOHHasi OLIEHKA) UM KONMYECTBEHHbIW Xapak-
Tep (6annbHas);

- MOAENbHO-PaCYeTHbI — C NCNOMb30BaHUEM 3aBUCUMOCTU OLIEHMBAEMOr0 noKasaTens kayecrsa oT
nokasaTenew, onpesensemMsiX 4pyruMn MeToaammn (4eTepMUHUPOBAHHbLIN) UMM MOAENUPOBAHMEM CRyYait-
HOro npouecca popMmpoBaHus nokasaTenen kayecrasa (CToXaCTUYECKUR);

- 9KCMEepTHbIN — HA OCHOBE aHanu3a CY>XAEHUIN (KaYeCTBEHHbIX U KONMUYECTBEHHbIX OLIEHOK) cneuua-
NMCTOB U 9KCNEPTOB, BKIIOYAA aHanu3 uaMepeHuil nokasaTenein u ycrnoBui OKa3aHUs ycnyr;

- COLIMOIIOTUYECKNIA — MPOBEAEHNEM COLMONOrudecknx ob6cneqoBaHuii, B T. 4. aHKETUPOBAHUA, ONpo-
Ca, y4eT 3anuceli B KHUre OT3bIBOB U NPEANOXEHUIA, UHTEPHET-0T3bIBOB, C NOCNEAYIOLMM aHanu3om nosny-
YEHHbIX AAHHbIX.

7.4 MeToabl popMUpPOBaHUSA PE3YNbTAaTOB KOHTPONA U OLEHKW MOKasaTenein kayecrsa noapasaensior
Ha ABe rpynnsbi:

a) onpeaeneHue pasnuynini €AUHNYHBLIX NoKasaTenen kadyecTea aAns:

1) AeTEPMUHUPOBAHHON PA3HOCTU 3HAYEHWUIN MU MTHOBEHHOM Pa3HOCTH;

2) pa3HOCTU CTATUCTUYECKUX XapaKTEPUCTUK (MaTeMaTUYECKOE OXXuAaHUe, ANCNIEPCUS);

3) pa3HOCTM NPOrHO3HbIX 3HAYEHUN NOKasaTens Ha onpeAeneHHbIn MOMEHT BPEMEHU UMM PA3HOCTU
CKOPOCTEN M3MeHeHua (TpeHaa) MaTeMaTUu4ecKoro oXXnaaHua 3Toro nokasartens.
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M pnmMmevYyaHune — 3TN MeToabl NCNONBb3YHT NPU BCeX cnocobax nony4vyeHuna 3HaYeHU nokasaTtenen Kade-
CTBa, KpoMe CoLMOnorn4ecknx obcrefoBaHuii;

0) hopmupoBaHme 060OLLEHHbIX NOKa3aTenei:

1) MeToa KBanMMETPUU — C UCMONb30BAHWEM B3BELLUEHHOTO CyMMUPOBAHUS €AMHUYHbIX NMoKasaTenen
u onpeaeneHneM «BECOB» SKCMEPTHbIM MyTEM;

2) meToa BblOopa onpeaensaioLero nokasarens, COOTBETCTBME KOTOPOro yCTaHOBMNEHHbIM TpeboBaHm-
SIM SIBMSIETCA MaBHbIM YCIOBUEM MPU3HAHUS YCIYTM Ka4eCTBEHHOW, HEGOMbLUME OTKIOHEHUS 3HAYEH WA Apy-
rMx rokasatenein NPU3HaKTCA HeCyLLUeCTBEHHbIMU. OnpeaensilowmM nokasarenem pekoOMeHAyeTCs NpUHU-
MaTb nokasartenb 6e30nacHocTH;

3) meToa BbIOOpaA B KA4YECTBE ONpeaensioLLIEro nokasaTenb ¢ HanbonbLUEN CKOPOCTbLIO UBMEHEHUS.

M pnmMmeHYyaHue — 3TN meToabl NCNONb3YKT NpU BCeX cnocobax nony4vyeHusa 3Ha4YeHWin NokasaTenen kade-
CTBa.

7.5 NpuMeHsIeMOCTb METOA0B KOHTPOMS U OLEHKN NOKa3aTenen kadecTsa OTpaXkeHa B npunoxexun I
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MpunoxeHune A

(cnpaBouHoe)

HomeHknatypa nokasarenei kayecTsa ycnyr

Tabnuuya A1— HomeHknaTypa nokasaTeneit kayectsa ycnyr

OCHoBHble rpynnbl NokasaTenelt kayecTsa ycryr

XapaKTepuUCTUKM NokasaTenei yenyr

[MokasaTenu HasHa4eHus

Moka3aTenu NpUMeHeHUs

MokasaTenu cOBMECTUMOCTH:
dyHKLMOHansHoM
reoMeTpu4eckon
Guonoruyeckoit
3reKTPOMarHUTHOM
3r1eKTpUYeCKOiA
NPOYHOCTHOM
nporpamMmHON
TEXHONOrn4ecKon
MeTporornyeckomn
UHOPMaLIMOHHON

MokasaTenu KayecTBa NpeanpUATUS

MaTepuansHo-TexHU4eckasi 6asa npeanpusTUNA (opraHusa-
yn)

CaHuTapHO-3NUAEMNONOrMYECKME U 3PrOHOMUYECKNE YCNO-
Busi 06cnyxuBaHus noTpebutens

OTWKa 06LLEHNSA 1 BO3ZMOXHOCTb NONYYSHUS [ONONHUTENb-
HbIX ycnyr

MpPOAOMKUTENBHOCTD UCMONHEHUA YCNYrK, BKNIOYan BpeMs
OXMAaHUA unu Bpems oberyxusaHua notpebutens

Cneuuduyeckne nokasartenu

MokasaTtenu 6esonacHocTu

MokasaTenu 6e3onacHOCTU AN XU3HU, 340POBLS U
nMyLLiecTBa noTpebuTenei

3nekTpobesonacHoCTb

MoxapHasa 6e3onacHocTb

B3pblBoGe3onacHoOCTb

PapuaunoHHasa 6e3onacHOCTb

BesonacHoCTb OT BO3AENCTBUA XUMUYECKUX U 3arpsas3Hsto-
LMX BelyecTs

BesonacHocTb Npu 06cnyxuBaHM MallnMH U 060pyaoBaHUs
BesonacHoCTb 3a CHET 3aLUUTHLIX CPEACTB U MEPOMNPUATUI
BesonacHoCTb OT BO34eACTBUSA aKyCTUHECKNX, TEMNMNOBbIX,
CBETOBbIX U3My4YeHUi

BesonacHoCTL OT BO34eACTBUA TEXHONOrMYECKUX cpes
BesonacHocTb pesynbTaTa okasaHWs MaTepuansHon yenyru
npv obpalleHn ¢ HUM, HEUCTIPaBHOCTU U YTUIN3aLMUK
Cneundmyeckune Buabl 6e3onacHoOCTU 4118 OTAeNbHbIX yenyr




OkoHYyaHue mabnuusi A.1
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OcHOBHble rpynnbl NokasaTteneli kayecTsa ycnyr

XapaKrepucTukM nokasatenei ycnyr

MokasaTenu 6e3onacHoOCTN ANsA OKpYXatoLwen cpefbl

JonycTMble (MO YPOBHIO M BpeMEHN) XUMUYeCcKne, MexaHu-
Yyeckue, painaLMoHHble, areKTPOMarHUTHbIe, TepMUdecKkue,
Guornornyeckme BO3eWCTBUS HA OKPYXaloLLyto cpeay
YCTOWYUBOCTb 3arpsA3HAIOLLMX, SAO0BUTBIX, ONACHbIX Be-
LlecTB, nonajatoLLnX B OKpyXaloLLyto cpeay
Cneuvdmyeckune nokasartenu Arna oTAeNbHBIX Fpynn (BUAOB)
yenyr

MokasaTenu coxpaHHOCTU UMYLLECTBa U UHOpMa-
umu

CoxpaHHOCTb UMyLL|eCTBa B MpoLjecce npefocTaBNeHuns
yenyru

CoxpaHHOCTb UH(OpMaLMKU OT HECaHKLIMOHNPOBaHHOIO J10-
cTyna

CoxpaHHOCTb UHGOpPMaLMK OT BO3[EACTBUA BUPYCOB

MokasaTenun HageXxHOCTU

MokasaTenu HafexXHOCTU pesynLTaToB ycryru

Be3oTkasHOCTb
HonroseyHocTb
CoxpaHsaeMocTb
PemoHTONpPUrogHOCTb
KomnnekcHble nokasarernm

[okasaTenu CTOMKOCTU pesynbTaTa YCnyr K BHeLU-
HUM BO34EeNCTBUAM

CTOMKOCTb K MEXaHUYECKUM BO3JEACTBUAM
CTONKOCTb K KNMMaTu4eckum Bo3genuCcTBUAM
CTOMNKOCTb K cneyuanbHbIM Bugam Bo3gencTBUN

MokasaTenu noMexo3alluLLieHHOCTH

MoMexo3alLlUWLLeHHOCTb pe3ynbTaTta okasaHus yCryri
MoMexo3aLMLLEHHOCTb NpoLecca oka3aHWus ycryru

[okasaTenu HagexXHoCTH npegocTtaBlieHNA ycnyru

CBOEBPEMEHHOCTb 1 TOYHOCTL BLINOMHEHUS 3aKasa No Cpo-
kaM, o6bemaM, HoMeHKnaType

CBOEBPEMEHHOCTL 1 TOYHOCTE BLINOMHEHUS 3aKasa no no-
3MLMAM foroBopa (KoHTpaKTa)

MokasaTenu npodeccuoHansHoro YpoBHs nepcoHana

[MokasaTenu ypoBHA NpogeccMoHansHon nogroToBKM
¥ KBanuduKaLlmu nepcoHana

YpoBeHb (PeiTUHN) y4eGHOro 3aBefeHus

O6Lwas v npodunupytoLLias NOAroToBKa NepcoHana
YpoBeHb 3HaHUiA, yMeHMWA, NPOodeCCMOHaNbHbIX HaBLIKOB U
onbiTa paboTkl NepcoHana

3HaHue n cobnioaeHne TpeboBaHMiA pyKOBOLALLMX JOKYMEH-
TOB

MokasaTenu cnocoGHOCTY K pyKOBOASALLEN AesTens-
HOCTH

3HaveHune 1 cobntogeHne TPYAOBOro 3aKoHOAATENLCTBA
YMeHuWe opraHusosaTh paboTy nepcoHana

3HaHue 1 cobniofeHne 3akoHOAaTeNbCTBa B COOTBETCTBY-
toLeil cdpepe AeATENBHOCTU

YmeHue obecneunTs fobpoxenaTensHyto atMocdepy v
npaBunbHbIe AEACTBUSA B 3KCTPEMarbHbIX CUTYaLMsAX

MokasaTenu 3HaHWa 1 cobriofeHns npodeccuo-
HanbHOW 3TWKN NoBeAeHUs

VHAMBULYanbHble KadecTBa (CBONCTBA)
BHUMaTENbHOCTE U NpeAynpeanTeNnsHOCTL NepcoHana B
OTHOLLUEHUsX ¢ noTpebutensamu

YMeHue cosfaBaTb 6eCKOHNUKTHYO aTMocdepy




roCcT P 52113—2014

Mpunoxexuue b
(cnpaBouHoe)

Bo3MOXHbIe Luenu NpuMmeHeHus
HOMEHKIaTypbl NoKa3aTernen kayecTsa ycnyr

B.1 YcTaHOBRNeHMe HOMeHKNaTypbl Noka3aTenei kadecTsa (6e30nacHOCTW) yenyr 4fA BHECEHUS B CTaH4apThl Ha
HOMEeHKNaTypy nokasartenei ka4ecTsa A1 KOHKPETHON rpynnbl (BUAa) OAHOPOAHBIX YCIYr, @ TakKe B:

- CTaHAapTbl Ha YCryry, NPoLEecchl OKas3aHus YCryr, CepBUCHbIE NPeAnpUATUSA, NepcoHarn,

- AOKYMEHTbI CUCTEMbI MEHEXKMEHTA KadecTBa YCIyr;

- MpaBuUna v pekoMeHAaLnu Mo oLeHKe COOTBETCTBUA YCyr (NpoLiecca oKasaHusa yCcryru, CepBUCHOro npesnpus-
TWS U NepcoHana), cTaHfapThl, MHCTPYKLMK (METOAMKM) MO U3MEPEHMUIO (KOHTPOIIO, OLEHKE) NapameTpoB U UX MeTPono-
rmdyeckomy obecneyveHnio;

- NpaBu1na MapKMPOBKYW, YNaKoBKWU, TPAHCTIOPTUPOBAHMUS U XPaHEHWUS pe3ySibTaToB OKalaHUs YCnyriu;

- NpaBuna aKcnnyarayun, peMoHTa, NpeAbsaBneHns peknaMmauuil Ha pe3ynbTaTel OKa3aHUsA yecryru u (B 4acTu pe-
KrnamaLuuit) Ha NpoLecc okasaHus yCryru.

B.2 YcTaHoBNeHWe HoMeHKNaTypbl Nokasartenei kavyectsa (6esonacHoctu) yenyr, obecrnednBatollein pasapaboTky
W KOHTPOIb 3a peanusaLueil peLleHmnii No coBepLIEHCTBOBaHUIO cdepbl YCryr.

B.3 YcTaHoBneHne HOMeHKaTypel NokasaTenel kavectsa (6e3onacHoCTU) B ,oroBopax U KOHTpaKTax.
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MpunoxexHue B
(cnpaBouHoe)

NMpuMeHsAeMOCTb NoKa3aresien KauecTtBa ycnyr

Tabnwuya B.1-lpumeHaeMocTb nokasaTereit kad4ecTBa ycnyr

MpUMeHsAeMOCTb NokasaTerneil kayecTBa rpynn ycnyr

yYenyrn xumm-
PEeMOHT 1 TexHu-
YMCTKM, Kpa- Yenyru
Yyeckoe obcnyxu- Ctpou- Yenyru Yenyru
LLeHNA, rOCTUHUL 1
MNokasaTenb kauyecTBa Yenyru BaHWe TpaHCcnopT- TenbHble dusmnyec- napukma-
TypucTckue CTUPKM, Mo- Yenyru Top- ApYrux N
06LLeCTBEHHOTO HbIX CpeAcTB, yenyru KOW KyIb- XEpCKUX,
yenyrm mBea u pe- roBnu cpeacTs
nutaHua ANEKTPUYECKNX (paboThl) TYpbl U BaHb, ay-
MOHTa pasmeLe-
MaLLuH u o6opyao- cnopTa LUEeBbIX
oaexabl, HUA
BaHWUA
obysu
1 MNokasaTenu HasHa4YeHUA
1.1 lNokazaTenu npumeHe-
HUS + + + + + + + + +
1.2 MNokasaTenn coBme-
CTUMOCTU + + + + + + + + +
1.3 MNokasaTtenun npegnpw-
ATus - + + + + + + + +
1.4 Cneymndpmyeckne noka-
3aHu4 + + + + + + + + +
2 MNokasaTenun 6e30nacHOCTK
2.1 lNokasaTenu 6esonac-
HOCTW AN4 XU3HU, 340p0-
Bbsl M UMYLLleCTBa NOTpe-
butenen + + + + + + + + +

€Li2s d 1001
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;‘ [podomkxeHue mabnuupi B. 1

MpUMeHAeMOCTb NokasaTerneil kayecTBa rpynn ycnyr

yenyrm xumm-
PeMOHT u TexHu-
YUCTKK, Kpa- Yenyru
yeckoe obcnyxu- Ctpou- Yenyru Yenyru
LeHus, rOCTUHML U
MokasaTenb kavyecTBa YCner BaHWe TpaHCNopT- TellbHble QJI/I3VI‘~IEC- napukmMa-
TypucTckue CTUPKM, Mo- Yenyru Top- Apyrux N
006LLeCTBEHHOTO HbIX CpeAcTB, ycnyru KOV KyIb- XEPCKMX,
yenyrm wmBea un pe- roBnu cpeacTs
nuTaHua ANEKTPUYECKNX (paboThl) TYpbl U BaHb, ay-
MOHTa pasmeLle-
MaLLUUH 1 o6opyAao- crnopTa LUeBbIX
oaexzbl, HUA
BaHWA
obysu
2.2 MNokasaTtenun 6e3onac-
HOCTU AN oKpyXatoLewn
cpelbl + + + + + + + + +
2.3 lNokasaTenu coxpaH-
HOCTU UMYyLLecTBa U UH-
dopmMaLmm + - + + + + + + +
3 MNokasaTenn HagexXHoCTH
3.1 lNokasaTenn HageXHo-
CTW pesyrnbTaTa okasaHus
yenyr - + + - - - + + +
Cpok rogHocTH Honroseu-
npogykuuu HOCTb
3.2 lNokasaTenun CTOUKOCTH
pesynbTara K BHELWHUM
BO3/€ACTBUAM + - + - - + - - -
3.3 lNokasaTenu noMexo-
3aLlUULLEHHOCTH - - + - + + - - -
3.4 MNokasaTenn HagexHo-
CTW NpefocCTaBneHuns
yenyr + + + + + + + + +

Y102—€1125 d 100l
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OkoH4aHue mabnuupbi B.1

MpUMeHAeMOCTb NokasaTereil kayecTBa rpynn ycnyr

Yenyrm xumm-
PeMOHT n TexHu-
YMCTKM, Kpa- Yenyru
LLehus Yeckoe o6Cnyxu- Ctpou- FOCTUHILL U Yenyru Yenyru
MokasaTtenb kayecTsa Yenyru ' BaHWe TpaHcnopT- TenbHble H dusunvec- napukma-
Typuctckue CTUPKH, Mo- Yenyru Top- Apyrux N
06LLeCTBEHHOTO HbIX CpeAcTB, ycnyru KOW KyIb- XepCKUX,
yernyru LumBa U pe- rosnu cpeAacTs
nuTaHua ANEKTPUYECKUX (paboThl) TYpbl U BaHb, ay-
MOHTa pasmelle-
MaLLUH 1 obopyAao- cnopTa LUEeBbIX
ofexabl, H¥A
BaHWA
obyBu
4 [MokasaTtenu I'IpO(peCCI/IOHaJ'IbHOFO YPOBHA NepcoHana
4.1 NokasaTenu npodec-
CUOHamnbHOMN noaAroToBKU U
KBanupukauum
+ + + + + + + + +
4.2 MokazaTenu cnocob-
HOCTU K pyKOBO,El,HLLleVI
AEATENBHOCTH
+ + + + + + + + +
4.3 NokasaTenun 3HaHUg 1
cobntogeHns npodeccuo-
HanbHOro 3Tk nosepne-
HUS + + + + + - + + +

[l pnMeyvYyaHune — 3HaK «+» 03HavaeT NPUMEHAEMOCTb, 3HaK «-» — HENPUMEHAEMOCTb rnokasaTenei kadyectsa yCcnyr.

€Li2s d 1001
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rocTP 52113—2014

MpunoxeHue I
(cnpaBoyHoe)

anMeHﬂeMOCTb MeTOoO0B KOHTPOJSIA U OLIEHKM NoKa3saTesien KayectBa ycnyr

Ta6nuya [1—TNpUMeHSeMOCTb METOA0B KOHTPONMS M OLieHKM NoKasaTernen kadecTsa yenyr

MpUMEHAeMOCTb MeToaa KOHTpons

MokasaTenb KayecTBa
NHcTpymeH OpraHo- MoaenbHo- Couuonoru-
SKcnepTHOro
TanbHOro nenTuyecKoro pacyeTHOro YecCKoro
1 lNokasaTenu HasHa4YeHus
1.1 MNokazaTenu NpuMeHeHns + + + + +
1.2 MNokasaTenu coBMeCTUMOCTH + + + + -
1.3 MNokazaTenu npeanpuaATUA - + - + +
1.4 Cneyundpmyeckme nokasaHums + + + + +
2 MNokasaTtenn 6e3onacHOCTU
2.1 MokasaTenun 6esonacHocTn
NS XKU3HK, 310POBbA U UMYLLE-
cTBa noTpebuTtenei + + + + -
2.2 MNokasaTenu GesonacHoCTH
ANa oKpyxatoLen cpeabl + + + + -
2.3 MNokasaTenn coxpaHHOCTK
UHpOpMaLUK N UMYLLLECTBA
notpebutens + - + + +
3 lNokasaTenn HageXHoOCTH

3.1 MNokasaTenu HaaexXHOCTU
pesynbTaTta ycnyr + - + - -
3.2 MNokasaTenu CTOMNKOCTH pe-
3ynbTaTa K BHELWHUM BO3fEeN-
CTBUAM + - + - -
3.3 MNokasaTenn noMexosaLyu-
LEHHOCTH + - + - -
3.4 MNokasaTenn HaaexXHoOCTU
npepocTaBneHnsa ycnyr

- - - + +

4 MNokasatenu npodeccuoHanbHOro YpoBHA NepcoHana

4.1 MNokasaTenu npodceccuno-
HanbHOW NOArOTOBKU M KBaNU-
dukaymmn nepcoHana - - - + +
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OkoHYaHue mabnuupi .1

roCTP 52113—2014

MokasaTtenb kayecTBa

[MpumMeHaeMOCTb MeToAa KOHTPONA

WHCTpyMeH OpraHo- MogernbHo- Couuonoru-
SkenepTHoro

TanbHoro nenTU4eckoro pacyeTHoro YecKoro
4.2 NokasaTenu cnocobHocTn
nepcoHarna K pykosogsiei ae-
ATENBHOCTU - - - + +
4.3 lNokasaTenun aHaHUA n co-
6ntogeHnsa npodeccmoHansHon
3TUKKN NnoBegeHus

+ + - + +

M pnmMedaHne — 3HaK «+» 03HavaeT NPUMEHAEMOCTb, 3HaK «-» — HENPUMEHAEMOCTb nokasarenew Ka-

YyecTBa YCIyr.
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