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HAIIMOHAJUBHBIN CTAHJIAPT POCCHUMUCKOHN ®EAEPAIIUMN

YCIYI' HACEJIEHU1O
HoMmenkaaTypa nokasareJieil KayecTsa

Service provided to people.
Nomenclature of quality indices

Jata sBenenns 2004—07—01

1 ObaacTs npuMenenus

Hacrosiuuit craHaapT ycTaHaBIMBAEeT MOPAIOK BhIGOpa HOMEHKIIATYPHI TTOKa3aTesiell kKauecTBa yciyT
B COOTBETCTBUU C LIEJAMU YIIPABACHUS Ka4yeCTBOM, HOMEHKIIATYpPy, KNacCU(PUKALIMIO METOIOB KOHTPOJIA 1
OLIEHKHU TToKa3aTenedl KayecTBa yeiayr. [1onoxeHus: HacToSsIIero CTAaHAapTa pacipoCcTPaHsI0TCS Ha YCIIYTH,
TIpeACTABISIEMbIE TIPEATIPUSATUIMY PA3IMYHBIX OPTraHU3AITMOHHO-TIPABOBEIX (POPM, a TaKKe MHANBUAYAJIb-
HBIMU TIPEATIPUHUMATETSIMH.

Ha ocHoBaHuM HacTOAILETO CTaHIAPTa MOTYT pa3pabaTeBaThCA HOPMATUBHBIE IOKYMEHTHI TI0 BHIOODY
HOMEHKJIATyphl [0Ka3aTesel KauecTBa yCIyr OAHOPOAHLIX TPy U KOHKPETHBIX BUAOB.

CraHgapT MOXET OBITH UCITONB30BaH IIPU NPOBEICHUM TOOPOBONIBHOM CepTU(UKAIINHN YCIIYT.

2 HopmaTruBHBIE CCBLIKH

B HacrosileM craHnapTe UCTOb30BaHbl CCHUTKU Ha CJIENYIOLINE CTAaHAAPTH U JAPYTHe NOKYMEHTHI:
I'OCT P UCO 9001—2001 Cucremsl MeHeIXKMeHTa KayecTBa. TpeGoBaHUs
I'OCT 30335—95/T'OCT P 50646—94 Ycnyru HacesneHU10. TepMUHBI U OIIpeNe/ieHUs

3 Omnpenenenns

B nactosiieM cranmapte npuMeHsioT TepMudbl o FOCT 30335, a takke cienyiolye TepPMUHEL C
COOTBETCTBYIOIIUMU OTIPENEICHUSIMU:

3.1 maTtepuajbHAs yciayra: YCiyra 1o yAOBIETBOPEHUIO MaTepUaIbHO-GBLITOBHIX IIOTPEOHOCTEN I10-
TpeOuTesnei yciyru.

3.2 conManbHO-KYJIbLTYPHAS yCIyra: Yciyra o yJoBIeTBOPEHUIO COLIMAILHO-KYIBTYPHBIX TTOTPEeGHOC-
Tell moTpedurens yciayru.

3.3 pesyabrat ycayrum: PesynpTat meATebHOCTY TIPEATIPUA THS WIN UHAXBUAYATHHOTO IIPeIIPHHIMA -
TSI, 3aHUMAIOIINXCH YIOBJIETBOPEHUEM COOTBETCTBYIOIIEN HMOTPeGHOCTH MOTPEOUTENS YCITYTH.

3.4 mpomecc okasanms yCJyru (mpoiecc o0cayxuBaHus): COBOKYITHOCTE OIepalyii, BHITTOTHIEMEIX
WCTIOJTHUTEJNIEM TIPW HETIOCPEICTBEHHOM KOHTAKTe C TOTpeOUTeeM YCIyTd IIpH pealu3alliy pe3yibraTa
YCIIYTH WJIM OPTaHU3aly JOCyTa.

3.5 6ezomacHocTh youyrm: [1okasaTesb KauecTBa pe3y/ibTaTa U IIpolecca OKa3aHMs YCIYTH, XapaKTe-
PUBYIOIIWI CTETIeHb (PUCK) OMACHOCTH HEMOMYCTUMBIX U3MEHEHUH (YTPAThl) IS XHU3HHU, 3I0POBbI, UMY-
LIECTBA TPaXAaH U OKPYXaloLel cpenpl.

3.6 6e3omacHOCTL ycuyrm Mis dkojormm: [Tokasatenb KadecTBa Pe3y/bTaTa M IPOLIECCA OKA3ZAHMSA
YCIIYTH, XapaKTePU3YIOIIMI CTEIEHDb (PUCK) OIACHOCTH M3MEHEHHU CBOMCTB M COCTOSIHHS OKpYXalolleH
Cpenel.

IIpumeuanune — Ilox okpyxalomeil cpenoil moHuMalor dayHy, Graopy, BOOHBIA U BO3AYILIHbINA GacceiiHbl,
TIOYBY W Hefpa.

H3panne opuunanbHoe
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3.7 meroa (cnoco6) obcryxuBanus norpedureleii: Meton (criocod) peayn3aliuy HOTPEOUTEAM IIPO-
OYKLIWY, OPraHU3ALIMOHHBIX MEPOTIPUATUI B TIPOLIECCE TTPEMNOCTABICHUS YCIYTH.

3.8 dopma obcnyxmnBanusa norpedureneii: Pa3HOBUIHOCTL WIM coYeTaHUE METONOB (CIIOCOOOB) 06-
CJIyXXUBaHUs TOTpeOUTETE.

3.9 ycnosus obcayxusanug norpeduresieit: CoBOKYITHOCTb (haKTOPOB, BO3NEHCTBYIOIMX Ha IIOTpE-
6uTesIsl B TIpoLiecCce MPEeNOCTaBIICHUS YCIYTH.

3.10 noka3sarenb Kauectna yciryrm: KojnuuecTBeHHasl WIM KaueCTBEHHAsl XapaKTepUCTHKA OMHOTO WIIH
HECKOJIbKUX CBOMCTB YCIIYTH, OINpPEAEIIOIIMX €€ CTIOCOOHOCTD YIOBJIETBOPUTh TpeOGOBaHUS MOTPeOUTENS.

3.11 KOHTpOJIb KA4eCTBA YCJIYIH (Ipomecca OKa3aHus yciayr): desaTe/IbHOCTD II0 ONpeNeICHIIO 3HAa-
YyeHUH roKasatesieil KauecTBa yCJayrd (IpoLecca OKa3aHUs YCJIYTH).

3.12 oueHKa KayecTBa YCJAYrH (MpPOLECCa OKa3aHMA ycJayru): KonuyecTBeHHOe WM KA4eCTBEHHOE
oripelie/ieHUe CTelleHU COOTBETCTBUS MOKA3aTelsd KayecTBa YCJIYTrH (Ipoliecca 0OKa3aHWSA YCIyTH) YCTaHOB-
JIEHHBIM TpeOOBaHUSIM.

3.13 mertoa (cnoco®) KORTPOJIs KATECTBA YCIYTH (NMpouecca oKa3aHua yciyrn): COBOKYITHOCTS IIPaBuII,
TIPUHLMIIOB, CPEICTB, ITO3BOJIAIONINX KOHTPOIMPOBAaTh Ka4eCTBO YCIYTH (TIpoliecca ee OKa3aHus).

4 OcHoBHbIE NOJIOXKEHHA

4.1 HomeHkiarypa mokasarejieil KauecTBa — IepeyeHb KaueCTBEHHbIX WM KOJTMYECTBEHHBIX XapaK-
TEPUCTHUK, 0GECTIEYHBAIOIINX BO3MOXHOCTb OLIEHKH YPOBHSI KayeCcTBa yCJIYT.

4.2 Kiaccudukalus mokasaresieil KauecTba yCIyT, OTpaXalolllMX COCTaB U CTPYKTYPY XapaKTepu3y-
€MBIX CBOWCTB, NpHUBeIeHA B IPUIOXKEHUU A.

4.3 Tloka3zare/iM KayecTBa YCJIYT MOJDKHB 0GecTrieynBaTh:

- TIOBBILLIEHHWE KAa4yeCcTBa YCIYI'M U COOTBETCTBHME TPeOOBAHUAM IIOTpeOUTENENH;

- COOTBETCTBME KAUeCTBa YCJIYTH NEPEOBOMY 3apy0e:KHOMY OITHITY;

- Y4eT COBPEMEHHbIX MOCTVDKEHMI HayKM M TeXHUKH M OCHOBHBIX HallpaBJeHHIl HAy4HO-TEXHUYEC-
KOTO TIporpecca U pa3sBUTHUs cepbl YCIyT;

- XapaKTEepPUCTUKY CBOICTB YCJIYTM Ha CTaAUsAX €€ KU3HEHHOTO LKA, 00yCJIOBIMBAIOINUX €€ CIIO-
COOHOCTD YIOBJIETBOPSTD OIpe/ieIeHHbBIE TOTPEOHOCTH MOTPEOUTENIEH B COOTBETCTBUH € €€ HasHaYeHUEM.

5 BbiGop HOMEHKJIATYpBI MOKAa3aTeJieil KAYeCTBA YCJIYT

5.1 [Insa BeiGOpa HOMEHKIIATYpPHI ITOKa3aTesIeil KauecTBa YCIyT HEOOXOMMMO OTIPEHe/IATD:
- TpynImy (BUA) ONHOPOAHBIX YCIIYT;

HauMeHOBaHUe (ConepkaHue) YCIyTU;

- LIeJIb IIPUMEHEeHUsT HOMEHKJIaTyphl TIoKa3aTesieil KauyecTBa yCyT;

METO]] BEIGOpa HOMEHKJIATyphl TIoKa3aTes el KauecTna;

- UCXOIHYI0 HOMEHKJIATYpy TToKa3arejiell KauecTna;

- UCXOIHYI0 HOMEHKJIATYypy TToKa3aTesiell KauecTsa Iio JaHHOI TpyTiTe.

5.2 T'pymrty (Bum) OIHOPOIHBIX YCIYT YCTAHABIMBAIOT HA OCHOBAHWH MEXKOTPACICBEIX U OTPACIEBBIX
IOKYMEHTOB, KJIaCCH(ULUPYIOIIUX YCIYTH [0 HA3HAYEHHUIO M YCIOBHIM IPUMEHEHUS.

5.3 Uenu mpuMeHeHUI HOMEHKIIATYpHl ITOKaszaTeliell KauyecTBa YCTAHABIMBAIOT B COOTBETCTBHUU C
3amayaMM YIIpaBleHUsI KAaueCTBOM YCIyr. Bo3MoxHble Lie1u NpUMEHEHHMS HOMEHK/IATyphl TOKa3aTelei
KavyecTBa IIPUBEIEHbI B IMPUIOXKEHUHU b.

5.4 WcxomHyio HOMEHKIATypy IoKa3aTesieil KauecTBa BbIOMpaloT o Tabmuie B.1 (cMm. nipusioxenue B)
¢ yueToM TpeGoBaHUii 4.3.

5.5 HcxomHyio HOMEHKJIATYypy TIO0 KaXJOW TPYyIire ToKasaTejiell KauecTBa YC/IyT yCTAaHABJIMBAIOT B
CcTaHIapTax W/WiINM MEeTOIMKax BhIOOpa HOMEHKIIATYphl TloKasaTesleil KayecTBa, WJIM METOAUKAaX OLIEHKH
YpOBHS KayecTBa.

5.6 BriGpaHHas COBOKYITHOCTD ITOKasaTesiell KauecTBa MaHHOM IPYIIEI (BUIa) OTHOPOIHON VCIYTH
JTOJIKHA OTpaXaTh crelu(PuKy DaHHOW I'PYIIbl (BUOA) OMHOPOIHBIX YCIVT U IIO3BOJIATS:

- bOopMyNHpOBATh U OLIEHWBAThH CTEIIEHb PEeATU3allNY TIOJTUTHKH B 00JacTV KavyecTBa TIPEATIPUITHA,
OKa3bIBAIOIIETO YCIIYTH;

- OCYLUECTBJISATH YIIPABAeHUE KaYeCTBOM YCIIYTH;

- OCYLIECTBJIATL OLUCHKY COOTBCTCTBUA YCIIYIU.

5.7 YupapieHue ¥ BHYTPEHHUE TIPOBEPKU KadyeCcTBa YCJIYT OCYILIECTBISIOT Ha OCHOBE TToKasaTejeil
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KayecTBa, BKIIOYAIOIINX IIpeICTABUTEIIEH KaXIoi TpYIIIEl IToKasaTenei (CM. IIpmIioxXeHne A) U SKOHOMHU -
YyeCKUe IToKa3aTeIu.

g Kaxmoro srara XU3HeHHOTO LIMKJIA Pe3y/IbTaTra YCIYTH MOTYT OBITh BEIOpAHBI CBOM TIOKA3aTelIH
KayecTBa.

5.8 TlokasaTenu KauecTBa YCTaHABIMBAIOT HA OIPENeIeHHBIX ITalax XMU3HEHHOTo LIMK/Ia pe3yIbTaTa
YCIIyTH.

5.8.1 Drambl XM3HEHHOTO UHKJIA YCIYTY YCTAHABIMBAIOT B CTAHIAPTAX Ha JAHHYIO YCIYTY Ha OCHOBE
aHaJIu3a MpoLiecca ee TPeTOCTaBIECHUS.

s HauGosee CIIOXHBIX MaTepUaJIbHEBIX YCIYT TiepedeHs aTaroB yeraHasmBatoT o ['OCT P UCO 9001.
L1 ocTaNbHBIX BUIOB YCIYT MOTYT UCIIOJB30BATLC CJIENYIONINE ITAIbl SKU3HEHHOTO 1TUKJIA:

1) mpenocrapieHne MHGOPMALIMK IT0 YCIyTaM, IIpelyiaraeMbIM IIOTPeOUTeNIO;

2) TpUHATHE 3aKa3a;

3) UCIOHEeHWe 3aKasa;

4) KOHTpOJbL KavyecTBa MCIOJHEHNS 3aKa3a;

5) BBImaya 3akasa IOTPeGUTEINIO.

5.8.2 Ing xaxnoro srara IpeariouTUTEIbHBIMU ABISIOTCS TI0KA3aTeu:

UCTIONB3yeMble Ha TIPEATIPUATHSX JAHHOM TPYTITIbl OHOPOIHBIX YCIYT, OLIEHKA KOTOPBIX MOXET OBbITh
clelaHa Ha OCHOBE y4era HeToCPEICTBEHHO Ha 3TUX TIPEIIIPUATHUSX;

pacCUUTHIBaeMbIe U/WIN U3MepseMBble (OIpeleiseMbie) ¢ IIPIMEHEHUEM BO3MOXHO 0ojiee TIPOCTHIX
METOIIOB U3MEPEHUU (KOHTPOJISI, aHaIK3a, OLEHKH).

6 Homenkinatypa moka3artejiel KayecTBa yCJyr

6.1 Hacrosmuuii craHAapTy yCTaHABIUBAET CIEAYIOUIYI0 HOMEHKIIATYPy OCHOBHBIX TPYIII ITOKa3aTe-
Jiel KayecTBa I10 XapaKTepu3yeMbIM UMH CBOMCTBAM YCIYT (CM. IpujioxeHuss A u B):

1) moxaszatenu Ha3HAYEHMUS,

2) mnoxaszatesu 6e30MaCHOCTH;

3) mokasaresau HalIeXHOCTH;

4) moxaszarenu mpodecCHOHATIBLHOIO YPOBHS IIepCoOHAaIA.

6.2 IIpu olieHKe YpOBHS KaueCTBa yCIYT HEOOXOIMMO YUUTHIBATh TAKXKe SKOHOMHMYECKHE ITOKA3ATEIH,
XapaKTepU3YIOLLMe CTOMMOCTb YCIYTH, 3aTpaThl Ha €€ pa3paboTKy M IpelocTaBjeHUE.

6.3 B 3aBHCHMOCTH OT CIleLU(PUIECKUX OCOGEHHOCTEN YCIYT M YCIOBUM UX IPENOCTABICHUS HEKO-
TOpLIE TPYIIEI TTOKAa3aTeaell KauecTBa, puBelleHHbie B 6.1, MOTYT OTCYTCTBOBATb.

6.4 TlokasaTejM HA3HAYEHUS HAHHOM IPYMNITH (BUAA) YCIYT XapaKTEPH3YIOT HAGOP CBOMCTB YCIIYIH,
OTIpeNessIIoIINY KaueCTBO BEITOTHEHUS (GYHKIUHN, U1 KOTOPBIX OHA IpeaHa3sHayeHa. HTa TpyIia okKasa-
Tesieit NeJINTCSl Ha YETHIPe TIOATPYIITIHL:

IoKa3aTeJii IIpUMEHEHNS

ToKa3aTeJ i1 COBMECTUMOCTH;

TOKa3aTe i MPeAIpUsITHIS;

cnieuuduUIecKUe MoKa3aTeiu.

6.4.1 Tloka3sarenu IIPUMEHEHHI XapaKTePU3YIOT CBOMCTBA YCJIYTH, OIPee/IMiolne OCHOBHEBIE (DYHK-
LIMM, JUJIS1 BHITTOJIHEHHS KOTOPEIX OHA IIpeliHa3HaueHa, ¥ 00YyC/IOBIUBAIOT 00JIACTh €€ PaCIIPOCTPAHCHHSL.

6.4.2 Tlokasarenamu, 06yCIOBIMBAIOLINMH 06/1aCTh IPUMEHEHMS, MOTYT TAKXKE CIYKUTH TIOKA3aTEIN
COBMECTUMOCTH H3MENMA KaK pe3ybTaTa MaTepUaJIbHOIN YCIYIM C IPYrUMM U3NCIMAMU WIH ITOKA3aTeIn
COBMECTHMOCTH Tpoliecca MPEeIOCTaBICHU S TaHHOM YCIIYTH ¢ ApYro# yciyroii. B ocHoBHOM paccMaTpuBaioT
CJIeNyIOllNEe BUJIbI COBMECTMOCTH:

1) dyHkuMonansHas (OTCYTCTBHE MPETIATCTBUI K BLINOJIHEHUIO NPYTOH yCiayTH);

2) reoMeTpuyecKas (COBMECTMMOCTb pe3y/ibTaTa JaHHOU YCJIYTU ¢ IPYTMMH COBMECTHO HCIIOJNb3ye-
MBbIMH HM3JEJUSAMMU II0 MPUCOSAUHUTENLHBIM U/ WIK raGapUTHLHIM pa3MepaM, hopme);

3) Guosiormyeckasd (COBMECTIMOCTh, HAIllpUMeEp, 10 BO3MOXHOCTH COBMECTHOTO IIPMMEHEHMS pa3-
JIMYHBIX JIEKAPCTB H/WIH IIPOIIeAYP, IPOLYKTOB NMUTAHUS, CPENCTB KOCMETUKH ITO OTCYTCTBHIO aJUIepTrudec-
KUX peakluii IIpyu MeTUIIMHCKOM OOCITyXKUBAaHUM H/WIU ITUTAHUHN);

4) 3jexTpoMarHuTHag (BO3MOXHOCTb COBMECTHOI paboThl pe3ysibTaTa YCAYTM M APYIUX M3IeaIuil 110
OTCYTCTBUIO B3aMMHBIX 3JIEKTPOMATrHUTHBIX TIOMEX);

5) snexrpuueckas (HapUMep, BO3MOXHOCTb TIOOKIIOUEHUST Pe3yJbTaTa YCIyT K UCTOYHUKY TTUTA-
IOIIMX HAIPSDKEHWIT WM CUTHAJIOB C JAHHBIMU 3HAYEHUSAMHU HaTIPSDKEHUS, TOKA, MOIIHOCTH);
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6) mpouyHOCTHAs (COOTBETCTBHE IPOYHOCTH pe3yJibTaTa YCJIYTM MPOYHOCTH JIPYTUX COBMECTHO pabo-
TaIOUIMX HU3IEIHi);

7) mporpaMMHasi (oTpenessieTcsl BOSMOXHOCTBIO MCTIONb30BAHUS €AUHBIX IIPOTPaMM H/WIM SI3BIKOB
MPOrPaMMUPOBAHHS TSI COBMECTHO HCTIOb3YEMBIX pe3yjbTaTa YCIIYTH W IPYTUX U3NEJIHI);

8) TexHojormyeckas (orpenesisgeTcs OTCYTCTBHEM NPUMEHEHWS B IIPOLIECCe TIPeIOCTaBICHUSA YCIYTH
VI B pe3YJIBTATE YCJIYTH TEXHOJIOTUN, HECOBMECTUMBIX C TEXHOJIOTHSIMU IPYTHX COBMECTHO UCIIONIB3YeMBIX
00OBEKTOB);

9) merponorudeckas (orpenesisieTcsl B3aMMHBIM COOTBETCTBMEM HOPM M JIOIYCKOB Ha mapaMeTphl
COBMECTHO WCIIOJIb3yEMBIX pe3y/bTaTa yCJIYyrM M APYTUX HU3IENN, a TakKXKe COOTBETCTBUEM TPEOYEMBIX
TOYHOCTEN M3MEPEHUS TTAaPAMETPOB U TIOTPELIHOCTENH CPENCTB U3MEPEHUMIA);

10) undopMmaloHHas (COOTBETCTBUE 0OBbeMa, BUla M (POPMBI IIPENOCTaBIeHUs1 UHMOPMALIU TPe-
OOBAHUSAM MOTPEOUTESII WK COBMECTHO HCIIOJb3YeMbIX OOBEKTOB).

6.4.3 K moka3zate/iaM KauecTBa NPEANIPUATHS ChEPBI YCIYT, XapaKTePU3YIOLIUM €r0 OCHOBHBIE BO3-
MOXHOCTH TIO TIPEIOCTABJICHUIO YCIYTH, OTHOCSAT B YACTHOCTH:

- MaTepHATLHO-TEXHUYECKYIO 6a3y NpearpusiTus;

- CAaHUTAPHO-TUTMEHUYeCKHE U SPrOHOMUYECKUE YCIIOBUS OOCTYyXUBAHHUS TIOTPeOUTENEI;

- 9TUKY OOIIEHUS U BO3MOXHOCTb TIOJYYEHUs HOTIOJIHUTEILHBIX YCIIYT;

- cpemHee BpeMs OXUIaHUs WIN 00CTYyXUBaHUS KJIMEHTa, CPEAHEE YHUC/IO 00C/Ty:KeHHBIX ITOTpeOuTe-
Jieil B €IMHMIYY BPEMEHHM, a TAKXKE HaJIUYUE B TNpaBUiIaX OOCIYXWBAHWA OIpele/eHHbIX MPUOPUTETHHIX
KaTeropuii notpebuTeneit (IeT, MHBAJIUIbI, TIpecTapesble U Ip.).

6.4.4 Crneumncduyeckue oKa3aTejM XapakKTepU3yloT CBOMCTBA JTaHHON TPYIIbI (BHAA) YCIIYT.

6.5 Ilokasarenu 6e30MaCHOCTH XapaKTepU3YIOT 6€30MacCHOCTh pe3yiibTaTa U Mpoliecca IPeaoCTaBie-
HUA YCIyT I XKHU3HM, 300POBbs, HMYLIECTBA IpaXlaH M OKPYXAIOWIEH cpembl. DTa IpyIa IoKa3areici
JACJINTCA Ha TPU IMOATPYITIIGI:

rokasaresix 0e30IacCHOCTH I KU3HU, 310POBbI U UMYLIECTBA IPaxKiaH;

ToKasaTesii 6e30I1aCHOCTH TSk OKPYXalolleil cpembl;

1oKa3aTej i COXPAaHHOCTU UMYLLECTBA U UHPOPMalLUH.

6.5.1 IToxaszartenm 6e30TIaCHOCTU IS XU3HU, 3M0POBbS U UMYILECTBA IpaKIaH OTPaXKaloT COOTBET-
CTBHE pe3yjIbTaTa U IIpoliecca IPeIoCTaBICHMS YCIyTH TPeOOBAaHUAM IIO BCEM BHIAM OIIACHBIX Y BPEIHbIX
Bo3eicTBUM. OCHOBHBIMHU SBJISIOTCS CAEAYIOIIME TIOKA3ATeNU:

1) =1eKTpobe3011acHOCTD;

2) moxapHas 0e30TIaCHOCTb;

3) B3pBEIBOOE30IIACHOCTD;

4) paguallMOHHAs Oe30ITaCHOCTD;

5) 6e30ImacHOCTb OT BOZAECUCTBUS XUMINYESCKUX U 3arpS3HSIONINX BEILECTB, B TOM YHCIIE IPEACTbHO
JIIOITYCTHMBbIE KOHLIEHTPALMK BEIeCTBA UM BXOMSIIKUX B HETO KOMIIOHEHTOB;

6) Oe3omacHOCThL IMPU OOCTYXMBAHWM MAlUMH U OOOPYIOBaHMsI, B TOM YMCJIE IIPH OLIMOOYHBIX
e CTBUAX O6C/IyXKMBAOILIETO TIEPCOHAIA U CAMOIIPOM3BOIBHOM HapyllleHUU (PYyHKIIMOHMPOBAHUS

7) ©e30IacHOCTD 3a CYET 3AIUUTHBIX CPEJCTB U MEPOIIPUATUI 0OECTIEUeHUs, B TOM YUCIIE: YCTPOICTB
orpaxieHus, orpaHU4YeHHN Xona, GJIOKUPOBOK, KOHIEBEIX BHIKITIOUATE/IEH TIOMBUXHBIX JIEMEHTOB, KpeIl-
JIeHUH ¥ PUKCATOPOB TIOIBIDXHBIX YacTeil, OCHalleHUs paboyuX MECT, OpPraHOB yIpaB/ieHUsl U PUGOPOB
KOHTPOJISI, aBapUIHOM CUTHAMTM3AIMY, CUTHATTBHBIX 1IBETOB U 3HAKOB 6e30TIaCHOCTH, IAJIEHUS, CHIDKEHUS,
JIOKATH3AIIUHN OTIACHBIX U BPEIHBIX TTPOU3BOICTBEHHBIX (haKTOPOB B MECTAaX MX 00pa30BaHUs;

8) 6Ge30ITacHOCTb OT BO3NEUCTBHUS aKYCTHUECKUX (IIIYMBI, VIBTPAa3BYKOBbLIC CUTHAJIB), TETUIOBBIX (MH-
¢bpakpacHbIX), CBETOBHIX (B T. 4. JIA3€PHBIX) U3IyYeHUI;

9) Ge30macHOCTb OT BO3AEHUCTBYSA TEXHOIOTUIECKUX CPell U APYTUX (hakTOPOB B TIPOIlecce MPeaoCcTaB-
JIEHUS YCIIYIH;

10) crieumpuueckre BUAB 6€30TIACHOCTH IS OTHEJBHEIX YCIIYT.

6.5.2 IToxaszarenu 06e30IaCHOCTH IUIST OKPYKAIOIIEH Ccpellbl (KOIOrNIecKoi 6e30ImacHOCTH) OTpaka-
10T CTeTIeHb 3alUTHl OKPYXKAIOIIEH IIPUPOTHON Cpelbl OT BPEIHOTO (OITaCHOTO) BO3NEWCTBUS pe3yabTara
/WM TIpoliecca IIPeIoCTaBIeHUsT YCIyru. DTH T10Ka3aTequ YYMTHIBAIOT Bo3zeiicTBue Ha (iopy, dayHy,
BO3NYILIHBIM ¥ BOIHBIA OacceiHBI, ITOYBY, Hempa, MOHochepy M T. II. TIpU IPOM3BONCTBE, XpaHEHUH,
TPaHCIIOPTUPOBAHUH, SKCILIyaTallMy (TIPUMEHEHUH) U YTWIM3ALMU pe3yiibraTta YCIIYTH U TIpollecca oKasa-
HUS YCJIYTH.

[TokazaTenu 3KOJOTUYECKOI Ge30ITacHOCTU BKIIIOYAIOT:

- JoIycTUMBIe (II0 YPOBHIO M BpeMeHU) XUMHUYECKUE, MeXaHUYeCKue, paluallMOHHbIe, 3JIeKTpoMar-
HUTHBIE, TEPMUUECKHE, GHUOJIOTHYECKUE BO3ICHCTBUS HA OKPYXAIOLIYIO Cpejy;
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- YCTOHYMBOCTH (BpEMS BPEIHOTO WIN OITACHOTO BO3NENCTBUS) 3aTPsA3HSAIONINX, SIIOBUTHIX, ONTACHBIX
BElIECTB, TIOTIA/IAIOIINX B OKPYXXaIOLIYI0 Cpelly Ha 3Tariax XU3HEHHOTO LMKJIa pe3y/ibTaTa YCIyTy (BKIIIoYast
YTWIN3A1MI0) WK B TIPOLIECCE €€ OKa3aHMs (BKJII04ask 3aXOPOHEHUE OTXOIOB);

- crieuuduYecKre MoKa3aTe/y sl OTHEJbHBIX TPYIII (BUIIOB) YCIYT.

6.5.3 TlokasaTenu COXpaHHOCTH MMYIIECTBA I'paXinaH U/WIK COXPAaHHOCTH (KOH(UIEHIHATbHOCTH)
MH(pOPMAlIMU OTPAXAIOT CTETIEHb COOTBETCTBYIOIEN 3allIUTHI B NMPOLIECCE OKAa3aHUsA YCIIYTH.

IMokasaTenu COXpaHHOCTH MMYILIECTBA I'paXkIaH MOTYT BbIpaXaTbCsl Yepe3 rapaHTUU (KOMIIEHCALUIO
yiuep6a) WK ONpenensaTbcs YCAOBUSIMU CTpaXOBaHUS.

[TokazaTeny COXpaHHOCTU HH(OPMally yCTaHABJIUBAIOT [UIsl BUIOB YCJIYT, CBA3aHHBIX ¢ oGpalleHreM
CO BCEMH BHJAMM HMHTEJUIEKTYaJIbHOM COOCTBEHHOCTH ITOTpeGuTe sl yCJayru. 'apaHTHM Ge301acHOCTH
OTHOCAT KaK K MaTepUAIBHOMY, Tak U K MOpajJbHOMY yulepOy rniorpeburtess. [lokasatenn coxpaHHOCTH
KOH (U HIMATEHOCTH WH(OPMALIMK MOTYT OTPaXXaThCsl TApAHTHSIMUM OTCYTCTBUS HECAaHKLIMOHM POBAHHOTO
JOCTYTIAa VJIM OTCYTCTBUST MCKaXeHUs] MH(MOPMAIMU B KOMITBIOTEPHBIX CUCTEMAaX «BHPYCaMM».

6.6 Ilokazareny HaEXKHOCTH XapaKTepU3YIOT CBONCTBA HANEXXHOCTU M CTOMKOCTH K BHEIIHUM BO3-
IeHCTBUSAM pe3yibTaTa YCIYTH, ITOMEX03allUIIeHHOCTH pe3y/ibTaTta U Ipolecca OKa3aHUsl YCIyTH, HalleX-
HOCTU TIPENOCTABICHUS YCIYTM TNOTpeGuTeNio. DTy IpyImy IokKasatesieil IopasmensioT Ha 4YeThipe
TIONTPYITITHL:

HAJIeXXHOCTb PEe3yIbTaTa YCIyTH;

CTOMKOCTB pe3ysbTaTa yCJIYrM K BHEILIHUM BO3JIEHCTBUSIM;

TTOMEX03aIHIICHHOCTE;

HaJIeXHOCTb MPENOCTABIIEHUS YCIIYTH.

6.6.1 ITokxazaTtenu HaIEXHOCTH pe3yJibTaTa YCJIYTM OTPaXaloT BHITIOJHEHUE (COXpAaHEHHE) UM CBOMX
dbyHKimMit. DTH TTOKa3aTeIM MOTYT BLIPAXAaThCsl B BUJIE KOJIMYECTBEHHBIX 3HAYEHUIA KOMIUIEKCHBIX TTOKA3a-
Tesled HalEeXHOCTH TPOAYKLUMM U/WIK eMUHUYHBLIX IoKa3aTeiell ee Ge30TKa3HOCTH, NOJITOBEYHOCTH, pe-
MOHTOTIPUTOTHOCTHA ¥ COXPAHAEMOCTH.

6.6.2 [Tokasarenu CTOMKOCTH pe3y/ibTaTa YCJIyTH K BHEIIHUM BO3IEHCTBUSAM OTPAaXaloT obecTiedeHe
(coxpanenue) paboOTOCIIOCOOHOCTY TIPM BO3NEWCTBUU U/WIM TI0C/IE BO3NEUCTBUS COTPATAEMBIX OOBEKTOB
Y TIPUPOITHOU CPE/ibl, B TOM YHCJIE:

- MEXaHWYECKMX BO3IECUCTBUI (BUOPALIMOHHBIX, YAAPHBIX, CKPYYMUBAIOLIUX, BETPOBLIX U T. IL.);

- KIMMaTUYECKUX BO3MEHCTBUI (KOaeGaHUil TeMIlepaTyphl, BIAXHOCTH U aTMOC(EPHOTo JaBieHu,
COJIHEYHOH panuauui, arMochepHbIX OCANKOB, COJSTHOTO TyMaHa, TBUTM, BOIbLI U T. IL.);

- CIIELUATBHBIX BO3ICHCTBUY (GMOIOTMIECKUX, PANUAIIMOHHBIX, XUMUYECKHX, B TOM YHCJIE arpeCCUB-
HBIX Ta30B, MOIOILUX CPEJICTB, TOILIUB, Macesl U T. T., DJIEKTPOMArHUTHLIX TT0JIel, CPEICTB e3aKTUBALIUH,
Jeraszaluu, AesuHGbeKUn 1 T. I1.).

6.6.3 [lokasarenu TOMEXO3AILUIIECHHOCTH OTpaXaloT CTETeHb obecrieyeHMs1 (COXpaHEHMsS) CBOMX
dyHKUMIt (CBOMCTB) IIpU BO3NEWCTBUU ITOMEX M CTETIeHb BO3NEHCTBHS Ha OKPYXAIOIIYIO Cpely IoMeX OT
97IEKTPOMAarHUTHBIX ¥ MOHU3UPYIOIIUX U3TYUYSHUI B Pe3yabTaTe YCIYTH WM B TIpoLiecce ee OKa3aHMs.

6.6.4 TlokasaTenu HaNEeKHOCTH TIPSIOCTABICHUS YCIYTU TIOTPEGUTEII0 OTPAaXalOT CBOEBPEMEHHOCTD
U TOYHOCTH BBITTOJIHEHUS 3aKa3a (3asBKU) T10 TaKUM TlapaMeTpaM, KakK CPOKM, 0GbeMbl, HOMEHK/IATypa U
TIO3U1IMU JIOTOBOpa (KOHTpAKTa).

6.7 Tlokasatesu rpodecCUOHAILHOTO YPOBHS TIepCOHAIA TIPEANIPUATUSA (MCIIOIHUTES YCIYT) BKIIIO-
YaloT TPU ITOATPYIIIIHL:

YpPOBEHb TTpodecCUOHATBHOW TOATOTOBKN U KBaIU(UKAIIMKI, B TOM YUC/Ie TeopeTHIeCKrue 3HAaHUA U
YMEHUS IIPUMEHATh UX Ha TIPaKTUKE;

CTIOCOOHOCTH K PYKOBOICTBY (IUIS1 pYKOBOIWTENEH TIpeITpUAITHI, MEHeLKepOB, METpIOTeNel 1 1Ip.);

3HaHUe U cobmoneHne mpodecCroHaIbHON STUKYU TTOBEIEHUS.

6.7.1 Tlokasarenu ypoBHS MpodeccHOHATLHOMN TIOATOTOBKY ¥ KBAIU(MUKALIUY TIEPCOHAIA BKIIOYAIOT
OLIEHKY CJIENYIOIUX TIapaMeTPOB:

- YpOBeHb (pelTHHT) yueGHOro 3aBeIeHIUS;

- ob1uas u poduIMpyIoLas MMOATOTOBKA TIepCcoHaa (OTCYTCTBUE CITEIIHATBHOM MOATOTOBKH, ITOATO-
TOBKa B 00beMe; IpodecCHOHATBHO-TeXHUYECKOTO YUIUINA, TeXHUKYMa, By3a, IIOCIEBY30BCKOTO U 1O-
MMOJIHUTEIBHOrO 00pa3oBaHus);

- of1Me HaBBIKU (KaTeropus, Kiacc, CTaX pabdoThl) ¥ HABBIKK BBITTOJTHEHUS CJIOXHBIX paloT, B TOM
YHUCJIe TI0 pe3yJbTaTaM yJacTusl B KaKMX-JM00 KOHKypcax MpoheCCHOHATBHOTO MacTepCTBa;

- 3HaHUWe U coOmoeHre TpeOoOBaHN PYKOBOMAILIMX TOKYMEHTOB, KacalolKxcs 1podecCcruoHa bHON
JIEATENBHOCTU (B T. Y. TI0 COOMIONEHUIO TpeOOBAHUI: CAHUTAPUM, IMYHON TUTHEHbl U TMTHEHBl paGodero
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MECTa; ITOXapHOU M APYTUX BUAOB 0E30IIaCHOCTU, MIPABWI OXpaHbl TPYyHa; HOPMATUBHEIX TOKYMEHTOB Ha
YCIIyTH).

6.7.2 IloxaszaTenu CIIOCOOHOCTH K PYKOBOJICTBY BKIIIOUAIOT OLIEHKY CJIEAVIOIIMX TIapaMeTpPOB:

- 3HAHUE U COOJIONIEHNE TPYIOBOTO 3aKOHOMNATELCTBA, OTPACIAEBBIX PYKOBOISIUMX IOKYMEHTOB,
Kacawmuxcs npodecCuoHaIbHOU 1eITeIbHOCTH;

- YMEHUE OpraHM30BaTh PaboTy mepcoHana, obecneuuTs 3(M(MEKTUBHBIN KOHTPOIb 32 COOMONeHNEM
UM CBOMX OOA3aHHOCTEM M KOHTPOJIb 3a peajM3aluueii Ipas;

- 3HaHUE U CODJIIONEHNE 3aKOHO/IaTeIbCTBA M PYKOBOISIIIUX [IOKYMEHTOB B 9KOHOMUYECKOi, hrHaH-
COBOI U OyxranTepckoii cepax;

- YMeHHe 00ecTeYnTh T00poXenaTeIbHY0 aTMocdepy Ha TIPeMITpUITHI; CBOSBpeMeHHOe U KayecT-
BEHHOE O0CTy:XKUBaHUE IMOTpeOuTeNel (KJIMeHTOB) TIPUOPUTETHBIX KATETOPHIA; TTPaBUJIBHOE UCITIOIb30BAHUE
CpeACTB MPOTUBOIIOXAPHOMN U APYTMX BUIOB 3aIUTH ¥ CUTHAIM3ALIMY; YeTKYIO 3BaKyalllIo IToTpebuTee
WIK OKa3aHHe UM HeoOXOMMMON TTIOMOIIY TIPY SKCTPEMAJIbHBIX CUTYALIMSX.

6.7.3 IlokasaTenu 3HaHUS U COBMIONEHUS TPODECCUOHATBHON STUKU TIOBEIEHUS OTPaXAaIoT:

- UHIUBUIOYATBHBIE CBOYICTBA, B UMCIO KOTOPBIX BXOMAT 3TUYHOCTH, H0OpOXeIaTeTIbHOCTb, BEXKJIM -
BOCTb, KOHTAKTHOCTb, KOMMYHUKAOETbHOCTh U T. I1., a TAKXe BHEIIHUE JaHHBIE,

- BHMMATEJbHOCTh U TIPENYIIPENUTEILHOCTh B OTHOLICHUSIX C TOTPEOUTESIMU B IIpelesiax CBOUX
IOJIXKHOCTHBIX 00S13aHHOCTENH ;

- YMEHHUE CO311aTb aTMOC(epy roCTEIIPUUMCTBA, YMEHUE MPOSABIATL TEPIIEHUE, BbUIEPXKKY U obJana-
HUE CIIOCOGHOCTHIO U30eraTb KOHMIUKTHBIX CUTYaLIHiA.

6.8 CoBOKYIHOCTb ITOKa3aTejieil KauecTBa YCAYr, BHIOPAHHYIO B COOTBETCTBMM C ITOJIOKEHHSAMM
pasfiesia 5, BHOCAT B CJIEAYIOLINE JTOKYMEHTBI:

1) cranmapthl Buna «HomeHkIaTypa noka3artesieil Ka4yecTBa» i1 KOHKPETHOU I'PYIIIIbl (BHMIA) ONHO-
POIHBIX YCIIYT;

2) craHmapThl Ha YCIIYTH, IIPOLECC OOCTYXMBaHUA (IIPEIOCTABICHUS YCJIYIH), TIpeAripusaATra chepbl
YCIIyT,

3) cranmapthl Buma «TpebGoBaHUA K OOCIYXMBAIOIIEMY IIEPCOHATY» IUI PA3IMYHbIX BUIOB YCJIYT;

4) IOKYMEHTHI CHCTeMBl YIIPABICHUS KaueCTBOM;

5) mpaBwia, METOMUKY U PEKOMEHAALUH 110 OLIEHKE COOTBETCTBUSA YCJYT, IIpolecca 00C Iy KuBaHUA
(TipenocTaBiIeHUs YCIYTH), TIPENTIPUSITAS U aTTECTallMU TepcoHasa.

7 Knaccuduxanyus MeTo0B KOHTPOJIS H OLEHKH NoKa3aTeneil KayecTsa ycJayr

7.1 MeTonmbl KOHTPOIS ¥ OLIEHKM MoKasaTejeil KauecTBa YCJyT KJIacCU(MULUPYIOT T10 CJeAyIOLIUM
TIpU3HaKaM:

- LEeIU IIPUMEHEHU,

- (PU3UKO-CTATUCTUYECKHE TIPU3HAKKU U IPOLEAYPHI;

- MeToIbl (POPMUPOBAHUS PE3YIBTATOB.

7.2 Ilo uensaM NpHMeHEHHUS METOAbl KOHTpOJSI M OLIEHKM KadecTBa YC/YT IOApaslessiioT Ha TpU
TPYIIIIBL:

1) ompeneneHue COOTBETCTBHMA KauecTBa YCJIYT TpeGOBaHMSAM HOPMATUBHOM HOKYMEHTalUU H/WIK
notpeduTesis — npu GOPMUPOBAHUU CTAHAAPTOB HA YCIYTU (IIpOLECC MPEAOCTABIEHUSl YCIIYTH, IIPEAnpU-
STUE, TIEPCOHAI), O1IEHKE COOTBETCTBUSI YCIYT U CUCTEM KavyecTBa;

2) ycraHoBiIeHHe (HaKTOpOoB (YCIOBUI), CIIOCOOCTBYIOIIMX TOCTUKEHHIO TpeGyeMOro ypoBHsI KauecT-
Ba YCNIYT — TIpU YIIPaBJIeHUU KaueCTBOM;

3) cpaBHUTeNIBHAS OLICHKA (paHXUpPOBaHeE) KaueCTBa BHITIOJHEHHUS OIMHAKOBHIX YC/IYT pa3inyHbIMU
TIPEIIIPUATUSIMU.

7.3 Ilo ¢pu3UKO-CTATUCTUUECKUM MpPU3HAKAM M MPOLEAYypaM METOABI KOHTPOJS U OLIEHKM IToKas3a~
TeJIell KauyecTBa YCIIyT TonpasiesisioT Ha TISITh TPYIIIL:

1) MHCTPYMEHTAILHBIM — B BUJIE pe3yibrata COOTBETCTBYIOILMX U3MEpPEHMIt;

2) OpraHoJIEeNTUYECKUN — uyepe3 peaKiMi0 OPraHOB YYBCTB KOHTposepa. Pe3yabTaT OLIleHKH MOXET
HOCHUTBb KaYeCTBEHHBIHN (aibTe pHATUBHAS WM TpalalliOHHAs OLIEHKA) WIN KOJIMYEeCTBEHHBIN XapaKTep;

3) MOIeJbHO-paCUYeTHBI — C UCIIOJMBb30BaHUEM 3aBUCUMOCTH OLIEHMBAEMOTO ITOKA3aTeNsl KayecTBa
OT MOKa3arejei, onpenensseMbIX IPYTUMH MeTodaMu (IeTepMHUHUPOBAHHEIN) WIK MOIEIUPOBaHUEM CIIy-
yaifHoro mpollecca (hopMUPOBAHUS TT0Ka3aTeell KauecTBa (CTOXaCTUYECKMIA);

4) 3KCIIEPTHBIN — Ha OCHOBE aHATU3a CYXICHUI (KaueCTBEHHBIX U KOMUYECTBEHHBIX OLIEHOK) 3KC-
TIepTOB;
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5) coluoJIOTUYECKUIT — IIPOBEACHUEM COLIMOJOTUYECKHMX OOCIENOBaHUI M aHAAM3a MONyYEHHDLIX
JTAHHDIX.

7.4 Metonbl (pOpMHUPOBAaHUS PE3YILTATOB KOHTPOJIA U OLIEHKY ITOKa3aTe/ieil KauecTBa moapas3nensaior
Ha IIBE IPYIIIIbI;

1) ompeneneHue pa3IMyMil eIMHUYHBIX [TOKa3aTeseil KayecTna:

- HETEPMUHUPOBAHHOM PAa3HOCTU 3HAYEHUI UJIM MTHOBEHHOU pPa3HOCTH;

- Pa3HOCTH CTATHCTHYECKHUX XapaKTepUCTUK (MaTeMaTU4ecKoe OXUIaHUe, TUCIIEPCHsl);

- pPa3HOCTH IIPOTHO3HBIX 3HAYEHMH IoKa3aTesisl Ha OIpeNe/ieHHBI MOMEHT BPEMEHU MJIM pa3HOCTU
CKOpOCTﬁﬁ N3MECHCHUA (TpeH_z[a) MATEMATUYECKOI'O OXKHNIAHUA STOTO I1OKaA3aTe)d.

DT METONBl UCIOJIB3YIOT IIPpU BCEX Criocobax IOIyYeHHMI 3HAYECHWI IToKa3aTelieil KauecTBa, KpoMe
COLIMOJIOTHYECKHUX O0CIeIOBAHMIA;

2) dopMmupoBaHue 000OILEHHBIX ITOKa3aTeeil:

- METOII KBAJIUMETPHUH — C HMCII0/b30BaHNEM B3BEIIEHHOTO CYMMHPOBAHUS eIMHUYHBIX TTOKa3aTeIei
U OIlpelie/IeHUEM «BECOB» IKCIIEPTHBIM ITYTEM;

- MeToJI BbIOOpa OTIpeeITIOIETO II0Ka3aTesisd, COOTBETCTBUE KOTOPOTO YCTAaHOBJIEHHBIM TpeOoBaHUAM
SBJIAETCS TIaBHBIM YCJIOBHEM IIPU3HAHUS YCIYTH KAUeCTBEHHOM, HEOOJIbIIIME OTKJIOHEHUS 3HAYEHUM IPYTHUX
rokasaTejiell IIpM3HAIOTCSI HecylecTBeHHbIMH. OnpenesionM IIoKa3aTe/IeM peKOMeHAyercd NPUHUMATh
rokasaTejib 6€3011acHOCTH;

- MeToll BLIOOpA B KAUeCTBE OIPEACHAIONIETO TOKA3ATENh C HAUOOJIbIIC CKOPOCTHIO U3MEHEHHS.

DTH IPYIIIbl METONOB HUCIIONB3YIOT IIPHU BCEX CIIOCO0aX TMOJyYEHHs1 3HAYSH U IToKa3aTesieil KauecTa.

7.5 IlpyMeHsieMOCTb METONOB KOHTPOJIS M OLIEHKY IIOKAa3aTeJeil KauecTsa IpUBeAcHa B NPUIoXeHUH I
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oun.

[MTPUITOXKEHHWE A
(cripaBouHOE)

KJACCUDPUKALINA
noKasarejeil Ka4yecrsa yCJIyr

1 Ioka3atean Ha3HAYCHHS

1 Iloka3aTenn mpauMCHEHAs
IToka3aTean COBMECTHMOCTH
1 PyHKUMOHATBLHOI;
2 reoMeTpUYecKoii;

3 6GMOJIOTHYECKOI;

4 3JIeKTPOMAarHUTHOM;
5 3NMeKTpUYECKOIA;

6 NPOYHOCTHOM;
7
8
9
10

IpOrpaMMHOI;

TEXHOJIOI'MYECKOM;

METPOJIOTUYECKO;

HHOOPMALMOHHOM.

IlokaszaTenn mpeanpusiTas
1 MarepuansHo-Texuuueckas 6a3a.
2 CaHUTApHO-TUTMEHUYECKUE U SPrOHOMUYECKIE YCIOBHS OOCTYKHUBaHMS.
3 OruKa o6lleHs ¥ BO3MOXHOCTb NONYyYEHNA AOTIOTHUTE IbHBIX YCIYT.
4 CpenHee BpeMsl OXUIAHUS WIH OOCIYXHUBaHUS KIWEHTA.

2
2.
2.
2.
2.
2.
2.
2.
2.
2.
2.
3
3.
3.
3.
3.

Crenppuaeckne nokasarean

4
IlokazaTenn Ge30mMacHOCTH

IToka3zaTenn 6e30MACHOCTH s JKU3HA, 310POBbS H AMYIIECTBA IPpakaaH

1 Bnekrpobe30macHOCTb.

2 IMToxapnas 6e30MaCHOCTD.

3 BapbiBo6e30IMacHOCTb.

.4 PapnanmonHasi 6e30IaCHOCTD.

5 be3omnacHOCTb OT BO3NEHCTRHS XUMUYECKUX U 3arpsI3HAIONIMX BELUECTB.
6 be3onacHOCTb MpY O6CTYKMBAHUYM MAlLIVH U 060pYIOBaHMSA.
7
8
9
1

BesonacHoCTb 3a CYET 3AlUTHBIX CPEACTB U MEPONPUATHIA.
Be3onacHOCTb OT BO3IEHCTBUS AKYCTUYECKUX, TETIOBBIX, CBETOBBIX U3JYIeHUH.
be3onacHOCTb OT BO3IEWCTBUSI TEXHOJIOTUYECKUX CPel.

1.
1
l.
l.
l.
L.
l.
L.
l.
1.
l.
l.
1
1.
L.
1.
1.
1
2
2
2.
2.
2.
2.
2.
2.
2.
2.
2.
2.1.10 besonacHocTb pe3yibrata MaTepuabHOM yenyry mpu obpallleHUM ¢ HUM, HEUCIIPABHOCTU U YTWIU3a-

1
1.
1.
1.
1
1.
1.
1.
1.
1.
1.

2.1.11 Cneuundudeckue BUAB 6€30MaCHOCTU A/ OTOENbHEBIX YCIIYT.
2.2 Tlokasatean 0€30MACHOCTH A5t OKPYXKAlOMeil cpeasl
2.2.1 Jdonycrumsle (110 YPOBHIO U BpeMEHH) XUMUYECKIE, MEXaHUYECKUE, PaAUallMOHHBIE, 3JIEKTPOMarHUTHhHIE,

TepMUUecKye, 6U0JI0TNMeCKre BO3NEUCTBYS Ha OKPYKAIOIIVIO Cpeny.

2.2.2 YcroitumBOCTb 3arpsI3HAIONINX, SIIOBUTHIX, OMIACHBIX BEIIeCTB, MOMAAAIONINX B OKPYXAIOUIYIO Cpeny.
2.2.3 Cneundudeckue MoKasaTe M WISl OTASIbHBIX TPYI {BUOOB) YCIVT.

2.3 Tloka3arenan COXPaHHOCTH AMYMIECTBa N HH(OPMALAH

2.3.1 CoxpaHHOCTb UMYILICCTRA B IIpOLIeCCe MPEAOCTaBACHUS YCIVIU.

2.3.2 CoxpaHHOCTb UHGPOpMANINM OT HeCAHKIIMOHMPOBAHHOTO JOCTYIIA.

2.3.3 CoxpanHocTh UHGMOPMANK OT BO3NEHCTBHIS BUPYCOR.

3 IToka3aTtenn HaAEXKHOCTH

3.1 Ioka3aTeay HaAEKHOCTH Pe3yabTATA YCIYTH

.1.1 be3oTKa3zHOCTD.

.2 JloNTOBEYHOCTb.

.3 CoxpaHseMOCTb.

.4 PeMOHTONPUTOTHOCTS.

.5 KoMIuiekcHbIE TTOKa3aTesu.

Iloka3aTenn ¢TOMKOCTH Pe3yAnTaTa YCJAYTH K BHEIIHHM BO3I€iCTBHAM
.1 CToMKOCTb K MEXaHMUYECKUM BO3IEIICTBUSM.
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3.2.2 CTO#KOCTb K KIUMaTUYeCKUM BO3IEHCTBUSIM.

3.2.3 CroiikocTb K clleliMajbHbIM BUIAM BO3IEHACTBUIA.

3.3 Iloka3zaTtenn mMOMeX03alAMIEHHOCTH

3.3.1 [loMexo3alMIIEHHOCTb Pe3y/ibTaTa OKa3aHUsl YCIYry.

3.3.2 TloMexo3alMieHHOCTD Ipoliecca OKa3aHWs YCIYIH.

3.4 Tloka3atenan HAAEXKHOCTH NMPEAOCTABJICHHAS YCIAYTH

3.4.1 CBOEBpEMEHHOCTb U TOYHOCTb BBIIIOJHEHMUS 3aKa3a IO CpokKaM, o6beMaM, HOMEHKIIaType.
3.4.2 CROEBpPEeMEHHOCTb U TOYHOCTb BBHIMOJIHEHUS 3aKa3a MO MO3ULMAM J0roBopa (KOHTpaKTa).

4 Ilokazatean nmpo(ecCHOHAILHOTO YPOBHS TEPCOHAA

4.1 Iloka3atequ ypoBHs Hpo(pecCHOHANbHOH HOATOTOBKH H KBaNH(HKALNN
.1 ¥YpoBeHb yuebHOro 3aBecHMS.
.2 O6wmas v npodunupyolas NOArOTOBKA MEPCOHANA.
.3 OO6uiue HaBBIKU.
4 3Hauue u cobmoeHue TpeOGOBaAHUIT PYKOBOAALIMX JOKYMEHTOB.
4.2 Ilokazatenn cOHOCOOHOCTH K PYKOBOAMAIMIEH JeATeIbHOCTH
4.2.1 3HaueHue U cOGNIOAEHUE TPYAOBOTO 3aKOHONATENBLCTBA.
4.2.2 YMeHue opraHu3oBarh paboTy nepcoHana.
4.2.3 3HaHue u coboaeHe 3aKOHOJATENIbCTBA 3KOHOMIUYecKol, $hHHaHCOBOI, Gyxranrepckoii chep nes-
TEJIbHOCTH.
4.2.4 YmeHnue obecrieunTh noOpoxenarenbHyio atMocdepy M npaBuiibHble AEHCTBUS B 3KCTpeMajlbHbIX
CUTYyalUsIX.
4.3 Iloka3aTenn 3HAHHA H COOMIOACHHS NPOPECCHOHANLHOM ITHKH NOBEICHAS
4.3.1 WnpuBuayanbHble CBOMCTBA.
4.3.2 BHUMATENbHOCTb U NPEAYNPEAUTEIBLHOCTh B OTHOLUICHUAX ¢ NOTPEOUTENAMU.
4.3.3 YMeHue coznaBaTh 6eCKOHGIMKTHYIO aTMocdhepy.

4.1
4.1
4.1
4.1

MPUJIOXEHUE b
(cnpaBouHOE)

BO3MOXHBIE IHEJIN IIPUMEHEHUA
HOMEHKJIATYpBI OKA3aTelieil KAYecTBa YCJIyr

b.1 YcraHoBneHue HOMEHKJIATYphl Mokasaresell kKauecTBa (6€30MacHOCTU) YCIyr Ul BHECEHUS] B CTAHAPThI
«HoMeHKaTypa nokasateneii KauecTBas U1 KOHKPETHOM rpyIribl (B1Oa) OGHOPOIHBIX YCIYT, a TAKXKE B:

- CTaHOapThl Ha YCJIyru, NpOLECCH OKa3aHUs YCIyr, CEPBUCHBIE MPEAPUSITHUS, IEPCOHAT;

- TOKYMEHTBI CMCTeMbl VIIPaBJIEHUSI Ka4eCTBOM;

- [MpaBujia U peKOMEHIAlMY 10 OLIEHKE COOTBETCTBUSI YCNYT (MIpoliecca OKa3aHUsl YCIyru, CEPBUCHOTO MPEAIpy-
SATHS U [epcoHana), CTaHIapThl, UHCTPYKUMU (METOAMKM) MO HM3MEPEHUIO (KOHTPOJIO, OLEHKE) MapaMeTpoB U UX
METpOJIOrMYeckoMy obecreueHuIo;

- IIpaBWjla MApKUPOBKY, YITAaKOBKY, TPAHCIIOPTUPOBAHUS U XPAHEHUsI PE3YbTaTOB YCIYIU;

- IpaBuU/1a SKCIUTyaTalii, PEMOHTA, IPeNbsABICHUS pekiaMalii Ha pe3ysbTaThl YCIYIU U (B 4acTy peKiaMaliyii)
Ha [POLIECC OKAa3aHusl YCIYTU.

B.2 Ycranosnenue HOMEHKIIATYpHI lTOKa3aresielf KauecTsa (G€30MaCHOCTH) YCIyT, obecreunBaloliei paspaboTky
U KOHTPOJIb 3a peanu3anueil peleHil Mo coBeplIeHCTBOBaHMIO cheEPHI YCIyT.

b.3 Ycranosienue HOMEHKIIATYphl MoKaszaTeseil kauecTBa (6e30MMaCHOCTH) B KOHTPaKTax (IOroBopax).
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IIpuMeHsieMOCTb MOKa3aTeieii Ka4ecTBa YCJayT

INMNPUJIOXEHUE B

(cnipaBouHOE)

Taonuua B.1
ITpuMeHsieMoCTh TIOKa3aTesieil KayecTBa TPy yCiayT
ITokazaTesb KayecTsa T Yeaymu XyMyuCTKa, [Touus u PeMOHT
YPUCTCKHE
CTVTH 06111eCTBEHHOTO KpallleHUeE, PEMOHT O0yBH, aBTOTPAHCIIOPTA,
yeny THTaHUS CTUpPKaA OIEXK B anmnapaTypsl
1 ITokaszarenu HazHadYeHUs
1.1 IToxkazarenu npumeHe- + + + + +
HUS
1.2 IlokazaTenu cCOBMeCTH- + + + + +
MOCTH
1.3 ITokasarenu npen- + + + + +
MPUATUS
1.4 Cneuunduueckue mo- + + + + +
Kasareiau
2 Ilokasarenm  Gesorac-
HOCTHU
2.1 ITokaszarenmu Gesomnac- + + + + +
HOCTY U151 KWM3HU, 3I0POBbs 1
AMYILIeCTBa IpaXiaH
2.2 Tlokasarenu ©6e3orac- + + + — +
HOCTHY 7151 OKpYXAIOIIeH Cpenbl
2.3 Ilokazarenu coxpaH- + — + + +
HOCTH MMylliecTBa U HHOOp-
Maluuu
3 Tlokazarenu HaJIEX-
HOCTHU
3.1 Ilokasarenu  HaJex- — + + + +
HOCTHU pe3y/bTara YCJIyru Coxpansiemoctb JlonroseunoctTs J{0IroBeYHOCTH
3.2 Tlokazarenu cTOMKOC- — + + + +
TH pe3yibTara YCIyTHd K BHEII-
HUM BO3JCHCTBUAM
3.3 ITokasarenu rmoMexos3a- — — — — +
IAIICHHOCTHU
3.4 Ilokazarenu Haaex- + + + + +
HOCTH [1PENOCTABICHHUS YCJIYTY
4 Tlokaszarenwu rpogeccro-
HaJIbLHOI'O YPOBHS IlepCcoHana
4.1 Tlokazarenu mnpodec- + + + + +
CUOHAJbHON IIOATOTOBKU U
kBanubuKamu
4.2 ITokasarenu crocob- + + + + +
HOCTU K DYKOBOIMILIEW [iesd-
TEeNbHOCTH
4.3 TTokazarenu 3HaHUI U + + + + +

cobmoneHns npodeccruoHab-
HOW 3THKHU MOBEICHMUS

VCIIVT.

IIlpumedaHue — 3HaK «+» O3HAYAET IPUMEHIEMOCTb, 3HAK «—» — HEIPUMEHAEMOCTD [TOKa3arTe/eii KayecTBa
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ITokazarenb KadyecTBa

anMeHﬂeMOCTb METOJa KOHTPOJIA

NHCTPYMEHTAJIb~
HOroO

OpraHoJenTn-
4YeCKOro

MOJENIBHO~
pacu€THOTO

3KCIICPTHOTO

COIIMOJIOTUYECC~
KOro

1 ITokazaTenu Ha3HAYCHMS

1.1 ITokazatenu IpUMeEHe-
HUA

1.2 TlokaszaTenn COBMECTH-
MOCTH

1.3 Tlokazarenu mpenanpus-
TS

1.4 Cneundudeckue moka-
3aTeNu

2 TIlokasarenu Ge3ormnac-

HOCTH

2.1 Tlokaszarenu Gesomnac-
HOCTHU UIs1 XW3HU, 3A0POBbs U
MMYIIECTBA IpaxkiaH

2.2 Ilokaszarenu 6Ge3ormac-
HOCTH AJIsI OKpYXaloIEN cpeabl

2.3 Ilokazatenu  coxpaH-
HOCTU uMylliecTBa U wuHOP-
Maluu

3 IlokaszaTenu HaJeXHOCTU
3.1 ITokaszatenm HagexXHOC-
TH pe3yJibTaTa yCIyTu

3.2 IToka3atenu CTOMKOCTHU
pe3yJibTara yCiayrd K BHEIIHUM
BO3JACUCTBUSIM

3.3 ITokasarenu
3alUILEHHOCTH

NMOMEXO0-

3.4 Tloka3artenu HaJgex-
HOCTHU NpENOCTaBNIEHUS YCJIYTH

4 Tokasarenu mnpodeccuo-
HaJIbHOrO YPOBHA NEPCOHANA

4.1 Moka3arenu mnpodec-
CHOHAJIbHOM IMOATOTOBKY U KBa-
nudrkauum

4.2 TlokazaTenm  CIocoG-
HOCTH K DpPYKOBOISIUEH nOes-
TEBHOCTH

4.3 Ilokasatenu 3HaHUS U
cobmoaeHns TnpodeccHOHab-
HOW 3TUKUM NOBEIEcHUA

IIpumevaHnue — 3HaK
KayecTrBa yCiyr.

«+» O3Hayaer INPpUMEHAEMOCTb, 3HAK «—» — HCIIPUMEHAECMOCTD rnokasaresnei
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