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Mpeancnosue

Llenn n npuHumnel ctaHgapTm3aumn B Poccuiickoih ®egepaunn ycTaHoBNeHbl PefepasibHbIM 3aKOHOM
0T 27 pekabps 2002 r. Ne 184-®3 «O TEXHUYECKOM perynpoBaHumny», a npasuna npyMeHeHns HaunoHanbHbIX
cTaHgapToB Poccuiickoli ®epepaunm — FOCT P 1.0—2004 «CrtaHgapTusauusa B Poccuiickoli ®eaepaumu.
OCHOBHbIE MONOXEHNA»

CeefieHns 0 CTaHgapTe

1 NMOANOTOBNEH OTKPbITEIM akKuMOHEPHbIM 06LECTBOM «Bcepoccuiickuii HayyHo-uccnegosare-
NbCKUA MHCTUTYT cepTudmkaymm» (OAO «BHUKC») Ha ocHOBe COBCTBEHHOIO ayTEHTUYHOrO NepeBoja Ha
PYCCKMi1 A3bIK MEXAYHAPOAHOr0 AOKYMEHTA, YKa3aHHOro B NyHKTe 4

2 BHECEH YnpaBneHnem TeXHUYECKOro perynmposaHnsa u ctaHgaptusauum ®enepasbHOro areHTcrea
Nno TEXHUYECKOMY PeryimpoBaHuio U MeTposiorum

3 YTBEPX/[EH W BBEAEH B [AENCTBWE [pukasom ®efnepasbHOro areHTCTBa N0 TeXHUYECKOMY
perynupoBaHuio n metponorum ot 13 gekabps 2011 r. Ne 901-cT

4 HacTosiwunii cTaHfapT UAEHTUYEH MexXAyHapoLHOMY AoKyMeHTy ISO/TS 10004:2010 «MeHep-
XMEHT KayecTBa. Y0BNEeTBOPEHHOCTb noTpebuTeneli. PykoBogslme ykasaHusa N0 MOHUTOPUHTY U U3Me-
pexunto» (ISO/TS 10004:2010 «Quality management — Customer satisfaction — Guidelines for monitoring
and measuring»).

Mpy NpUMEHEHUN HaCTOALLEro cTaHAapTa PeKoMeHAyeTCs NCNob30BaTb BMECTO CCbI/TOYHOTO Mexay-
HapofHOro ctaHJapTa COOTBETCTBYIOLLMI eMy HaLUWOoHasbHbI cTaHAapT Pocculickoin defepaunmn, ceefeHns
0 KOTOPOM NpVBEAEHbI B AONOMHUTE/IbHOM NpUIoXeHun JA

5 BBEJEH BIMNEPBbIE

MHdpopmaumsi 06 M3MEHEHUSX K HACTOSILLEMY CTaHAap Ty Ny6/InKye T Cs B EXerofyto n3aasaemMom UH-
(hopMaumoHHOM ykaszaTesnie «Haumoy T/bHbIB CTaHAapThi», & TEKCT W3MEHEHWIi U NONPaBOK — B eXeMe-
CSAAYHO M3gaeaeysbix MHPOPMALMOHHbIX YKasaTeNnsx «HaumoHanbHble cTaHgapThi». B cnydas nepecmoTpa
(3aMeHbl) MM 0 TMeHbl HACTOALLEr0 CTaHgapTa CooTBETCTBYLLEee yBefoM/eHne 6yaeT ony6/MKoBaHo
B @XeMeCsiuHO 13LaBaeMoM 1yydhopMaLMoyoloM yKkasaTe e «HalunoHabHble cTay<gapThbi». COOTBeTCTBY-
foLLas MHopMauyst, yBeOM/IEHNE N TEKCT bl pasMelLalnTCs TaKkxke B MHOPMaLMOHHO cucTeme 06Lero
No/b30BaHNs — Ha opuLuMaIbHOM caiiTe dPeaepanbHOro areH TCTBa N0 TEXHNYECKOMY PEry/IMpoBaHuio 1
MeTposiorum B ceTu MHTepHeT

© CrtaHgapTuHpopm. 2012

HacToswuii cTaHAapT He MOXET GbITb MOMHOCTbLIO UM YACTUYHO BOCNPOU3BEEH, TPaXMPOBaH U pac-
MPOCTPaHEH B kKayecTBe 0hMLMaNbHOIO U3faHns 6e3 paspelleHus defepanbHOro areHTCTBa No TeXHUYEeCKo-
MY perysiMpoBaHuio 1 MeTPosIoriu
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BeeneHve

0.1 O6wwme nonoxeHus

OfHVM 13 KHOYeBbIX 3/1EMEHTOB ycnexa opraHu3auuun SBAseTcs yA0BeTBOPEHHOCTb noTpebutenei
opraHusauuein n ee npoaykumnen, 4to obycnasnnBaeT HEO6X0AMMOCTb OCYLLECTBAATL MOHUTOPVHT 1 U3Mepe-
HVe yA0BNeTBOPEHHOCTM noTpebutenei.

WHbopmauus, nonyyeHHas B pesysibTaTe MOHUTOPUHIA U U3MEpPeHUs YA0BNETBOPEHHOCTU NoTpebuTte-
nei. MOXeT NOMOYb B BbISIB/IEHUN BO3MOXHOCTEN ANS YNy4LIeHNs cTpaTernii, npoayKumm, npoLeccoB 1 xapak-
TEePUCTUK OpraHusauuun, BaXHbIX ANA noTpebuTenel, 1 MOXeT CAYyXWTb 3agayam opraHusauuu. Takue
ynyylweHus MOryT NMOBbICUTbL AOBEPMUE NOTpebuTe e N NPUBECTU K KOMMEPYECKUM Y MPOYUM BbIrofam.

HacTosAwwnii cTaHgapT CogepXuT pekoMeHaummn gns opraHn3anmmn no co3gaHnio ahekTMBHbIX npouec-
COB MOHWTOPWHIA 1 N3MEPEHUS YA0BNETBOPEHHOCTU NOTpebuTeneii.

0.2 CBA3b co ctaHgapTom MCO 9001:2008

HacToswwmii ctTaHgapT coBmecTM co ctaHgapTom MICO 9001:2008. wenu KOTOpOro oH NoaAepXunBaeT 3a
cyeT NpefoCTaB/eHUss pekoMeHAauuii N0 MOHMTOPUHTY U U3MEePEHU0 YAO0BNETBOPEHHOCTY NoTpebuteneil.
HacTosiwumii cTaHAapT MOXeT NOMO4Yb NPY NPYMEHEHNW KOHKPETHbIX pasgenos ctaHgapTa CO 9001:2008. oT-
HOCALLMXCA K YA0BNETBOPEHHOCTN NoTpebuTenei, a UMeHHO:

a) nogpasgena 5.2, kacaloLerocs opueHTaummn Ha notpebuTens: «Bbicluee pykoBOACTBO A0/XHO obecne-
ymBaTb onpejesnieHne v BbiNoIHeHVe TpeboBaHuii noTpebuteneli ANA NOBbILEHUA UX YA0BIETBOPEHHOCTU»:

b) nogpasgena 6.1 b), kacawLieroca meHemKMeHTa pecypcos: «OpraHu3auma fomKHa onpeaennTb n
obecneumBaTb pecypcbl, Tpebyemble... 419 NOBbILEHUS YL0BNETBOPEHHOCTN NOTpebutenein nytem BbinosiHe-
HUSA UX TpeboBaHUit»;

c) nogpasgena 8.2.1, kacawoLyerocs y0BeTBOPEHHOCTY NOTpebuteneii: «OpraHnsauns Lo/XHa NPoBo-
OVTb MOHWUTOPUHI MHhopMaLum, Kacarwmniica BoCNpUATUA NoTpebutenem BbIMOSIHEHWUA opraHusaumeli ero
TpeboBaHWii, Kak OAHOro0 U3 crnoco60B M3MepeHnUst paboTbl CUCTEMbI MEHEKMEHTA KayecTBa. [o/KHbI 6biTb
yCTaHOB/1EHbI METOAbl NOMYYEHUS N UCNOMb30BaHNA 3TON MHopMaLmn»:

d) nogpasgena 8.4. Kacatwlleroca aHanusa faHHbIx: «OpraHusaums fosmkHa onpefenatb, cobupartb u
aHann3mposaTb COOTBETCTBYIOLIME AaHHbIE ANA AEMOHCTPAUUN NPUrOAHOCTU U Pe3y/IbTaTUBHOCTU CUCTEMbI
MeHe[)XMeHTa kayecTBa, a Takke OLEHMBaHUsA, B Kakoii 06/1acTM BO3MOXHO NMOCTOSAHHOE MNOBbIWEHNE pe3y ib-
TaTVBHOCTW CUCTEMbI MEHEMKMEHTA KayecTBa. [laHHble AO/MKHbI BKOYaTb B ce65 MHopmMaLmio, NoayyeHHyo
B pe3ysibTarte MOHUTOPUHIA U U3MEPEHUSA 1 U3 APYTUX COOTBETCTBYIOLLUX UCTOYHUKOB. AHAIN3 faHHbIX JO/TKEH
npeacTaBNsATb MHOPMALMIO, OTHOCALLYIOCH K ... YAOBIETBOPEHHOCTW NoTpebuTenei ...».

HacTtosiwuii ctaHAapT MOXET Takke MCMosib30BaTbCA He3aBMCMMO OT cTaHgapTa MCO 9001.

0.3 CBA3b co cTtaHgapTom MCO 9004:2009

HacToswwmii cTaHgapT Takke coBMecTM co ctaHgaptom NCO 9004:2009. KoTopblidi faeT pekomeHgauum
no MeHeL)KMEHTY A5 AOCTUXEHUSA YCTONUYMBOrO ycnexa opraHnsauuu. Hactosiwmii ctaHaapT AONONMHSAET faH-
Hble pekoMeHAauunu, NpuBeeHHbIe B

- nogpasgene B.2. kacawlwemca opmeHTaunm Ha noTpebuTens:

- nogpaspenax 8.3.1 u 8.3.2. kacalLuxcsa onpeaeneHust HyXa, OXuaaHuii n yaoBieTBOPEHHOCTH NoTpe-
6utenei.

0.4 Csa3b co cTaHgapTamu MCO 10001, NCO 10002 n MCO 10003

CrtaHgapTt CO 10001 coaepxuT pekoMeHzauuy no npaswuiam NoBeAeHNst opraHm3aLnii AN LOCTUXKEHNS
YZ,0BNETBOPEHHOCTY NOoTpebuTeneii. Takve npasuna MoryT yMeHbLUMTb BEPOSTHOCTb BO3HUKHOBEHUSA Npo6aem 1
YCTPaHWUTb NPUYMHbI Xano6 1 pasHornacuii, CnocoBHbIX MOHW3NTb Y0BNETBOPEHHOCTL NOTPEGUTENEN.

CrtaHgapT NCO 10002 cofepxnT pekoMeHAaLmmn No BHYTPEHHEMY 06paLlleHuIo C Xanobamu, OTHOCALL -
MUCH K MPOAyKUuW. Takue pekoMeHAauuMm cnocobHbl MOMOYb COXPaHUTb YAOBMETBOPEHHOCTb U MI0A/IbHOCTb
noTpebuteneii 3a cyeT pe3ynbTaTUBHOIO 1 3hEKTUBHOIO YperynnpoBaHus xanob.

CraHgapT NCO 10003 cofepXvT pekoMeHAauuMn Nno paspeLleHunio CropoB, KacaloWUXCs NPeTeH3nin K
nNpoAyKLMKN, KOTOpble He MOryT 6biTb AO/DKHbIM 06pasom paspelleHbl B pamkax opraHusauun. CtaHpapt
MCO 10003 cnocobeH NomMoyb B CBEAEHUM K MUHUMYMY HEY[,0B/IETBOPEHHOCTY NOTPeEOUTENeid B CBA3M C He-
yperympoBaHHbIMU xanobamu.

Takum o6bpa3om, COBMECTHOE NpumeHeHne ctaHgapTos MICO 10001. MCO 10002 n NCO 10003 cno-
co6CTBYET NOBLILIEHVIO YA0BIETBOPEHHOCTW NoTpebuTenei.

HacToswuin ctaHgapT gonosnHset ctaHgapTel MCO 10001, NCO 10002 n MCO 10003 nytem npegocTas-
NeHna pekoMeHAaunin N0 MOHUTOPUHTY U U3MEPEHNI0 YAO0BNETBOPEHHOCTW noTpebuteneii. MonyyeHHas WH-
dhopmauus moxeT 6bITb MCMOMb30BaHA OpraHu3aLmeil AN onpeAeneHnsa Mep. HanpaB/ieHHbIX HA COXpaHeHue
WM NOBbILLEHNE YA0BNETBOPEHHOCTU NOTpebuTenei.

\
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HAUMOHANBbHbBIMN CTAHOAPT POCCUMCKOW OSEJLEPALUNMN

MEHEIXMEHT KAYECTBA

YAOBNETBOPEHHOCTb NOTPeEGUTENEA
PykoBoasLlmMe yka3aHnsi N0 MOHUTOPUHTY U U3MEPEHUI0

Quality management. Customer satisfaction.
Guidelines for momtonng and measuring

[ata BBegeHns — 2012—06—01

1 O6nacTb NpMMeHeHus

HacToswnii ctaHgapT gaeT pekoMeHAaLymn no onpefesieHunto 1 oCyLLeCTBAEHNIO MPOLLECCOB MOHUTOPUH-
ra u usMepeHus yfoBNeTBOPEHHOCTU NoTpebutenei.

HacTosiwumii cTaHgapT npegHasHaveH 415 UCMOo/Ib30BaHUs OpraHn3aunsamMy He3aBucmMmo oT UX Buaa, pas-
MEpPOB UM BbINYCKAEMOV NPOAYKUMN. HacToAWMI cTaHAAPT akueHTUPYeT BHUMAaHWE Ha BHELLHWX NoTpebuTe-
NAX opraHu3aumu.

HacTosiwwmii ctaHfapT He NpeAHasHayeH Ans uenei ceptTudukaumm nan 3aknioYeHns KOHTPaKTOoB, a Tak-
Xe 415 U3MEHEHNA Kakux-nn6o npae nnv 06sa3aHHOCTel B paMkax AeiCTBYIOLLMX 3aKOHOAATEMbHbIX UK HOP-
MaTUBHbIX TpeboBaHWIA.

2 HopmaTtuBHbIEe CCbIIKU

HuxenpuBeAeHHbIi CCbINOYHbLIN [OKYMEHT SIBNAETCS HEOOXOAMMbIM ANA UCNOMb30BaHWA HACTOSALLENO
[oKyMeHTa. [lns faTupoBaHHbIX CCbINIOK MPUMEHSIIOT TOMIbKO Ty BEpCuio, KoTopas Gbina ynomsiHyTa B TEKCTe.
[lns HegaTnpoOBaHHbIX CCbIJIOK HEO6XOAUMO MCMOMb30BaTh CaMoe nocfiefHee u3gaHne AokymeHTa (Bkiovas
no6ble nonpasku).

MNCO 9000:2005 CucTtembl MeHefKMeHTa kavyecTBa. OCHOBHbIe NosioxeHus 1 cnosapb (ISO 9000:2005.
Quality management systems — Fundamentals and vocabulary).

3 TepMuHbI 1 onpeaeneHns

B HacToswWeM cTaHgapTe NnpyMeHeHbl TepMyHbl, aHHble B ICO 9000:2005, a Takxe cnegyoline Tepmu-
Hbl C COOTBETCTBYIOLWMMU OnpeaeeHnaMn:

3.1 npogykuusa (product): PesynbTar nporecca.

MpumeyaHunsa

1 K npoAyKuMn mMoryT oTHOCUTbCS YCNyru, NporpaMMHble CpefCcTBa, TeXHUYeckne cpefcTBa Wam nepepabartbiBae-
Mble MaTepuarsibl.

2 TepMuH 3aumcTBOBaH 13 nognyHkra 3.4.2 CO 9000:2005, Tpy NnepBoHavasbHbIX NPMMeYaHns K KOTOPoMy Obln
06beanHeHbl B NnpuMevaHune 1.

3.2 noTpebuTens (customer): OpraHusauus Wi NULO, NoayyaroLme NpoayKuuio.

Mpumep — KNueHT, 3aka3uymk, KOHEYHbI NOoNb30BaTeENb, PO3HUYHbLIA Toprosey, 6eHeduumap, nokyna-
Tenb.

MpumeyaHuns

1 K notpebutensam moryT OTHOCMTbCS ApYyrue 3amHTepecoBaHHble CTOPOHbI, HA KOTOPble MOXEeT Oka3blBaTb BUSA-
HUe NpoAyKuWs, nocTaBnsiemas opraHusauneil, 1 KOTopble MOTyT BO3/e/ACTBOBATb Ha yCnex opraHusauuu.

2 XoTs noTpebuTenb MOXeT 6biTb BHYTPEHHUM WA BHELUHUM MO OTHOLUEHUIO K OpraHn3auny, HacTosLWnid cTaHaapT
akueHTUpyeT BHMUMaHWe Ha BHELWHNX noTpeburtensax.

3 TepmuH 3aumcTBOBaH U3 nognyHkra 3.3.5 NCO 9000:2005. nepBoHavanbHOEe nNpuMevaHme K KoTopoMy 6bi1o pac-
LWNPEHO 1 NpefCcTaBNeHo B BuAe npumedaHus 1 v npumedaHus 2.

M3paHne oduymnanbHoe
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3.3 ya0BNeTBOPEHHOCTbL NoTpebuTteneli (customer satisfaction): Bocnpusitue notpebutensimu cte-
NeHn BbINOSIHEHMS UX TpeboBaHwii.

MpumeyvyaHunsa

1 Xanobbl notpebuTenei ABNAITCA 06WMUM nokasaTeseM HWU3KOW CTeneHU yAOoBMEeTBOPEHHOCTU noTpebuTeneil,
0/lHaKo X OTCyTCTBME He 06s3aTeNibHO NpegnonaraeT BbICOKY0 CTeneHb yA0B1eTBOPEHHOCTU noTpebuTeneil.

2 Jaxe ecnu TpebosaHnsa noTpebuTeneii 6bAM C HUMK COrTacoBaHbl W BbINO/HEHbI, 3TO He 06513aTeNbHO obecne-
4ymBaeT NOJIHY0 Y0BNETBOPEHHOCTL NOTpe6uTeneil.

(MCO 9000:2005. TepmuH 3.1.4)

3.4 TpeboBaHue (requirement): MoTpPe6HOCTb NN OXULAHNE, KOTOPOE YCTAHOB/IEHO, 0OLIYHO Npesno-
naraetcsa unmn ABnseTca obasaTeNbHbIM.

MpumeyaHne — TepMunH 3ammcTeoBaH 13 noanyHkra 3.1.2 MCO 9000.2005. naTb nepsBoHayasibHbIX NpuMeya-
HWIA K KOTOPOMY GbIIV UCK/TIOYEHBI.

4 KoHuenums yaoBneTBOPEHHOCTU NoTpebuteneii

Y [,0BNIETBOPEHHOCTL NOTPeGUTENEl ONpeaensieTcsi PacCXoXAeHNeM Mexay OXuaaHusaMu notpeéuteneii
¥ BOCNpUSATUEM NOTPEGUTENAMU NPOAYKUMK, NOCTABNSIEMOli opraHm3auueii.

Onsi [OCTVXEeHUs! y[0BNeTBOPEHHOCTW MOTpe6UTeneil opraHnsaumst fO/MKHA, Npexae BCero, NoHsTb
OXUAaHWs noTpebuTesneii. Takne oXugaHns MOryT 6biTb SSBHBIMU UM CKPLITLIMM, WX HE NOSTHOCTLIO CHOPMY-
JIMPOBaHHbIMU.

OxugaHus notTpe6uTeneii B ToM BUAE, Kak X MOHUMAET OpraHu3aLsl, COCTaB/SOT OCHOBY NPOAYKLMK,
KOTOPYIO B Aa/ibHELIEM MIaHMpyeTCs BbiMycKaTb W NOCTaBSATh.

Ta cTeneHb, B KOTOPOIi NOCTaBsiemMasi NPOAYKUMS, N0 MHEHUIO NOTpebuTeneil, yaoBneTBopseT uam npe-
BOCXOAUT MX OXMWAaHUsA, onpejensieT CTeneHb Y0BNeTBOPEHHOCTH NoTpebuTeneii.

BaxHO MOHMMATL pasnnune Mexay MHeHUeM caMoil opraHu3alumy o kayecTBe MocTaBAseMOi Npoayk-
LMW 1 BOCNIPUSITUEM MOTPEBUTENSMU JAaHHOV NPOAYKLUM, NOCKO/IbKY UMEHHO OHO NpefonpesensieT yaoBneT-
BOPEHHOCTb noTpe6uteneil. B3aMmMocBs3b MexXZy TOukamu 3peHus opraHusauum u notpe6buteneil Ha
kauecTBO npe/cTaBfieHa 6oMee HarfsgHO Ha KOHLEeNTyabHO MoZenn ya0BNeTBOPEHHOCTH NoTpe6butenei,
KoTopasi NpuBefEeHa B MPUIOXKEHNU A.

MocKo/bKY YA0BNETBOPEHHOCTL NOTPEBUTENER MOXET MeHsTbCS, opraHusauus fo/xHa paspaboTtats
npoLecchl PeryasipHoro MOHUTOPUHTA Y U3MEPEHUs YA0BNETBOPEHHOCTY NOTpe6uTenei.

5 OcHOBa MOHUTOPWHIa 1 U3MEPEHUS YAOBNETBOPEHHOCTU NoTpebuTenei

OpraHuzaums Ao/mxHa BblpaboTaTb CUCTEMHbIV NOAXOA K MOHUTOPUHTY U U3MEPEHUID YA0BETBOPEH-
HOCTW noTpebuTenen. Takoi NOAX0A AO/MKEH 6bITb COBMECTUM C OpraHM3aLVoHHOW CTPYKTYpoOi Ans obecne-
YeHUs NNaHUPOBAHMWSA, BbINOSIHEHUS, MOAAEPXaHWS B AO0/HKHOM COCTOSIHUM W Y/yYLEHUs NpPOLEeccoB
MOHUTOPUWHIA U U3MepeHnst yA0BeTBOPEHHOCTN NoTpebuTeneil.

MnaHvpoBaHue BkOYAET onpeaesieHne MeTo40B peannsauuy 1 nopsaaka pacnpeseneHust Tpebyemblix
pecypcoB (cM. pa3gen 6).

BbINonHeHWe CBsI3aHO C BbISIBIEHMEM OXWUAaHWI NoTpebuTesnein, c60poM 1 aHa/IM30M AaHHbIX 06 UX
yA0B/IETBOPEHHOCTK, 06ecneyeHnem 06paTHOl CBS3W AN YNYYLIEeHNS U MOHUTOPUHIOM Y0B/IETBOPEHHOCTU
notpeéuteneii (cMm. pasgen 7).

MopaepXaHue Ha fOMKHOM YPOBHE 1 y/ydLLEHME NPOLECCOB MOHUTOPUHIA Y U3MEPEHWIA BK/TlOYAET aHa-
JIN3. OLEHNBAHUE 1 NMOCTOAHHOE WX yiydlleHue (cM. pasgen 8).

6 MnaHMpoBaHMEe MOHUTOPMHIA U U3MEPEHUS YAOBETBOPEHHOCTU
notpeéutenei

6.1 OnpepgeneHve uenu u 3agad

B kauecTBe MepBoOro LWara opraHu3aums Ao/HKHA YeTKO onpeAenvTb Lesb 1 3a4a4u MOHUTOPUHIA 1 13-
MepeHust yA0BNETBOPEHHOCTN NOTpPebuTeneit, KoTopble, K NpUMepy, MOTyT BKIKYaTb:

- OLEHKY peakuuy notpebuTesneli Ha CyLLECTBYIOLLYH, HOBYIO UM MOAEPHU3MPOBAHHYO MPOAYKLUUIO:
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- nonyyeHne MHgopMaLMn 0 KOHKPETHbIX acnekTax, Takux Kak BcroMoraTe ibHble NpoLecchl, noBefeHne
nepcoHana Wiy opraHusauuu:

- uccnenoBaHne NPUYMH BO3HUKHOBEHWS Xanob notpebuTeneil;

- uccnegoBaHue NpUYMH NoTepy 40NN PbIHKA,;

- MOHUTOPVIHT TEHAEHLUMWA, NpUCYLLMX YA0BIETBOPEHHOCTH NoTpebuteneii:

- aHanu3 yoBneTBOPEHHOCTU NOTpebuTeneli B cpaBHEHNN C APYTUMU OpraHmu3aumsamu.

Llenb 1 3agaun okasblBalOT B/IMAHME HA TO. Kakue, Korga, kak U oTKyAa noslyvyeHbl COOTBETCTBYOLLNE
AaHHble. OHY Takke BAUSIOT Ha TO. Kak 3TU AaHHble aHa/IM3npylTca 1 kakuMm o6pa3om 6yaeT ncnosb3oBaHa
nHdopmauus.

6.2 OnpepeneHve o6bema 1 NEPUOANYHOCTH

OcHoOBbIBasiCb Ha Lienn 1 3ajadax, opraHusaumns 4o/HkKHa onpeennTb 06beM naaHmpyemblX M3MepeHunil
Kak C TOYKM 3peHuns Tna Tpebyembix AaHHbIX, Tak U C TOUKU 3PEHUSS UCTOYHMKOB VX NOyYEHUS.

Tun cobvpaemoii MHopMaL My MOXEeT BapbMpOBaTbCA OT AaHHbIX, KacaloLMXCA KOHKPETHON xapakTe-
PUCTUKM, A0 OL,EHKMN 06LLei yA0BNETBOPEHHOCTU. AHA/IOTMYHLIM 06pa3omM 061acTb NPOBEAEHMS OLLEHKMN 3aBU-
CUT OT TWNa CermeHTauum:

- No noTpebuTensam;

- M0 PbIHKY:

- N0 NPOAYKLMK.

OpraHuzauusa fo/kHa Takke onpefenuTb NEPUOAUYHOCTL cbopa AaHHbIX: PerynspHo, BPEMS OT BpemMe-
HY 1 obommmn cnocobamu, kak Toro TpebytoT NoTpe6bHOCTM opraHusaummn (cm. 7.3).

6.3 OnpepenexHve cnocoboB peannsauum U OTBETCTBEHHOCTH

KoHkpeTHas mHdopmaums, kacalowasca y40B/IeTBOPEHHOCTN noTpebuteneli, MOXeT OblTb NnonyveHa
KOCBEHHbIM MyTEM 13 BHYTPEHHUX NPOLLECCOB OpraHn3aummn (Hanpumep, paccmMoTpeHue xanob notpebureneit)
UKW 13 BHELLHUX UCTOYHUKOB (Hanpvmep, OTYETOB B CpeAcTBax MaccoBoi uHdopmauum). Kak npasuno. opra-
Hu3auun TpebyeTcs 4ONOMHATBL Takyo MHOPMAaLMIO JaHHBIMU, NOYYEHHLIMWU HENOCPECTBEHHO OT NOTpebu-
Tenei.

OpraHuzauusa fo/mkHa onpegenaTb NyT BO3MOXHOMO NofyyYeHns nigopmasum o6 ya0BAeTBOPEHHOCTM
notpe6uteneil n 0TBETCTBEHHbIX 3a OCYLLLECTB/IEHME 3TOl fesATeNbHOCTU. OpraHu3ayms Ao/HKHa Takke onpe-
AenuTb. KOMY criefyeT HanpasasaTb MHhopmMauuio ANa NPUHATUA COOTBETCTBYIOLLMX Mep.

OpraHusaumsa fo/KHa N1aHNpoBaTb MOHUTOPWHT NPOLLECCOB A48 NOJIyYeHUs Y UCNONb30BaHNA WH-
dopmaummn 06 ya0BneTBOPEHHOCTY NoTpebuTeneil, a Takke o pesynbTarax U pesybTaTuBHOCTW 3TUX NPO-
Lieccos.

6.4 BbiaeneHune pecypcos

OpraHusaunsa Jo/mxHa onpeaenuTs U obecneunBaTb HEOH6XOAUMbIA KOMMNETEHTHbLIN NepcoHan v gpyrue
pecypcbl ANS NAaHUPOBaHWSA, MOHUTOPUHIA U N3MEPEHUS YAO0BNETBOPEHHOCTW NoTpebuTeneil.

7 Mepbl N0 MOHUTOPWUHTY 1 U3MEPEHMIO YA0BETBOPEHHOCTN NOTpebutenei

7.1 OO6uwMme No0XeHUS

[N MOHUTOPUHIA U U3MEPEHUS YA,0BIETBOPEHHOCTM NOTPe6uTenelt opraHm3aums 4o/KHa:

- ONpeAennTb 0XuaaHusa notpebutenei;

- co6path AaHHble 06 Y40BNETBOPEHHOCTU NOTpebuTeneil;

- MpoaHasIM3nMpoBaTh faHHble 06 yYA0BNETBOPEHHOCTU NOTpebuTeneil;

- 06ecneunTb 06paTHy0 CBSI3b AJ/151 NOBbILWEHNSA YAOBNETBOPEHHOCTU NOTPebuTENEl;

- OCYLLEeCTB/IATb NOCTOSHHbLIA MOHUTOPWHT Y0B/I€TBOPEHHOCTY NOTPpeGUTeneil.

[laHHble Mepbl ¥ UX B3aUMOCBS31 0TOBpaXeHbl Ha pUcyHke 1 1 onncaHbl B HUXKENPUBEAEHHbIX pasaenax.
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PucyHoK 1— MOHUTOPUHT N N3MepeHne y40BNeTBOPEHHOCTH NoTpebuTenei

7.2 OnpepeneHue oxugaHuii notpebuteneli

7.2.1 BbisiBNneHue notpebutenei

OpraHun3auus Ao/mkHa ycTaHaBvBaTb NOTpebutene, Kak CyLecTBYOLWMX, Tak U NOTeHUMasIbHbIX, 0XU-
[aHunsa KOTOpbIX OHA HamMepeHa onpeaenTb.

Mocne ycTaHOBNEHNSA «NOTPeOGUTENLCKOV» rPYnMbl OpraHn3auuns A0/KHA BbIBUTb OTAE/bHbIX NOTpe6bu-
Tenei. OXMAAHNS KOTOPbIX cnefyeT onpefennTts. Hanpumep, B cdhepe noTpebutenbCkix TOBapoB peyb Mo-
XeT UATU KaK 0 MOCTOSHHBIX, TaK 1 0 Cny4yaliHbiX NoTpebuTensax. Korga notpebutenem ABnseTcsa opraHnsauus,
[OMKHbI 6bITb BbIBPaHbI OAHO MM HECKONBLKO NuL,. paboTaloLwmux B AaHHO opraHusaumm (Hanpumep, us otae-
Na nocTasoK, OTAeNa ynpaBieHns NnpoekTamu Wan npoM3BoACTBEHHOIO NoApasfeneHns).

B npunoxeHun B (cm. B.2) npuBeneHbl 4ONOMHUTENbHbIE NPUMEpPbI TUNOB NoTpebuTeneli N acnekThbl,
TpebyloLlune yyeta.

7.2.2 OnpegeneHue oxugaHuini notpebutenei

Mpw onpegeneHun oxugaHuii noTpebutenein (CM. pucyHok 1) opraHnsaums Ao/mMKHa yunTbiBaTb Cneayto-
Lee:

- Tpe6oBaHusA, yCTaHOB/IEHHbIE NOTPEOUTENSAMMY;

- nogpasymMeBaemble TpeboBaHUA noTpebuTenei;

- 3aKoHofaTefbHble U Apyrue o6a3aTefbHble TpeboBaHus;

- Apyrve npegnoyteHnsa notpebuTeneit («Ccnmcok TpeboBaHuii»).

BaxHO nmeTb B BUAy, YTO NOTpebuTenb He BCerga MOXeT YeTKo chOpMynnpoBaTth BCe acnekTbl MPoAykK-
Luun. ACMeKTbl, HaJlnyMe KoTopbIX npeanonaraeTcs, MOryT He YTOYHATLCA. HekoTopble acnekTbl MOryT 6bITb
ynyLweHbl U3 BUAy Uamn 6biTb HEM3BECTHBLIMU NOTPEGUTENIO.

Kak nokasaHo Ha npvmMepe KoHUenTyasbHOW mogenu (CM. npunoxeHue A), YpesBblHaiHO BaXHO UMETb
4yeTKoe U NosiHoe npefcTaBneHne 06 OxXmaaHusax notpebuteneid. Y 0BneTBOpeHHOCTL noTpebuTeneit yaet
3aBKCeTb OT TOr0, HACKO/ILKO MOJIHO YOBNETBOPEHLI UX 0XuAaHusa. B npunoxeHun B (cM. B.3) cogepxatca
npuMepbl Pas/iMyHbIX acnekToB, KOTOpble Heob6X0AMMO MpUHMMAaTb BO BHMMaHue Ans 6o5ee TOYHOro
NOHVMaHWA OXuaaHuii noTpebuTenei.

CBfA3b Mexay OXuaaHuamu notpebuteneii n nx yaoBneTBOPEHHOCTbIO paccMmaTpuBaeTcs 6onee noa-
po6Ho B npunoxeHun B (cm. B.4).

7.3 Co6op gaHHbIX 06 ya0BNEeTBOPEHHOCTH NoTpebuteneii

7.3.1 BbiiBieHNE M BbIOOP XapaKTepPUCTUK, CBSAI3aHHbIX C YAOB/IETBOPEHHOCTbLIO NoTpebuteneii

OpraHu3aums fo/mMKHA BbIABNATb XapakTepucTUKM NPOAYKL MK, ee NOCTaBKN U camoli opraHn3aLumm, KoTo-
pble OKa3blBaOT CYLLECTBEHHOE BNNAHVE Ha Y,0BNETBOPEHHOCTb NOoTpebuTeneit. lna ygobcrea xapakrepuc-
TUKM MOTYT 6bITb pacnpegeneHbl No CrefyLWwum KaTeropusam:

a) XapakTepuCTUKU MPOAYKLUH;

Mpumep — SKkcnnyaTaynoHHble NoKa3aTenn (KayecTBO, HAAEXHOCTb), cneyndunyeckne ceoincTBa, 3c-

TeTwuka, 6e3onacHocTb, o6ecnevyeHne (TexHUYeckoe 06CNYyXMBaHUE, yTuUnnsauus, obyyeHne), LeHa, nones-
HOCTb. aapaHTus.
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b) xapakTepucTuku nocrasku,;

Mpumep — MocTaBKe TOYHO B CPOK, BbINONIHEHNE 3aKa3a, BpeMs pearnpoBaHus, onepaTWBHas MHopma-
UMs, Ka4ecTBO 06CNYXMNBAHUS NPKU NOCT aBke.

C) XapakTepucTWKX opraHm3auuu.

Mpumep — XapakTepucTuku nepcoHana (BEXINBOCTb, KOMMNETEHTHOCTb, KOMMYHWKa6enbHOCTb),
npouecc BbiCTaB/leHUs cueTOB, pacCMOTpeHue xanob, 6e3onacHoCcThb, NOBeJeHNe NepcoHana B npouecce
OCYL,ECTB/EHNA eSTENbHOCTM B OpraHn3ayumn (4enosas aTuka, counanbHas oTBETCTBEHHOCTbL), obuiec-
TBeHHas penyTauus, nHpopmayroHHaa O TKPbITOCTb.

OpraHu3auusi fo/mKHa ynopsaoUBaTh BbiGpaHHbIE XapakTepuCcTUKV AN OTPAXKEHUS UX OTHOCUTENbHOW
3HAYMMOCTM C TOUKM 3peHus noTpebuTens. B cnyyae HE06X0AMMOCTN AO/MKEH ObITb MPOBELEH ONPOC rPynMbl Mo-
TpebuTenen 4nsa onpegeneHns unv NOATBEPXAEHNSA UX BOCMPUSATUSA OTHOCUTE IbHOW 3HAUMMOCTY XapakTepUCTUK.

7.3.2 KocBeHHble nokasaTenu yA0B/AeTBOPEHHOCTU NoTpebuTtenei

OpraHuzaunsa fo/mKHa n3ydyaTb UMeLWmMecs NCTOUHNKN MHhopMaL M AN NOYYEHNA AaHHbIX, OTpaxa-
OLLMX XapaKTepPUCTUKKN, CBA3aHHbIE C Y[0B/IETBOPEHHOCTbLIO NOTpebuTenei, Hanpumep;

- NepMoANYHOCTb WU TEHAEHLUM BO3HWKHOBEHMS Xanob notpebutenei, nocTynieHe obpatyeHunii no-
TpebuTeneii 3a NOMOLLbIO UK € 6/1arofapCTBEHHbIMU OT3bIBAMY;

- NEPUOANYHOCTb UM TEHAEHUMN, XapakTepusyoLue Bo3BpaTthbl NPOAYKLN, BOCCTAHOB/IEHNE NPOAYK-
L1 nav gpyrue nokasarenym pabotocnoco6HOCTM NPOAYKLUN AU 0406PEHUs CO CTOPOHLI NoTpebuTeneit (Ha-
npumep, OTY4ETbl MO MOHTAXY UM aKTbl IKCMNyaTaLMOHHOIO KOHTPONS);

- laHHble, NOSTyYeHHbIe B npouecce 06l eHns ¢ noTpebutenamv (Hanpumep, cnyx60i MapkeTuHra, npo-
JaBuamu nnm 06cayxunsarnLWwmmM NepcoHanom);

- 0T4eTbl 06 06CefoBaHMN NOCTABLLMKOB, MPOBEAEHHbIE NOTPEOUTENLCKMMUN OpraHu3aLmsamm, Kotopble
noMorarT NOHATb BOCNPUATUE AaHHOW OpraHu3aummn no CPaBHEHWIO C APYTMMU OpraHn3aumamm,;

- OTYeTbl rpynn noTpebuTeneli, KOTOPbIE MOMOratT NOHATL, KaK OpraHn3aLlmsa 1 ee npoAyKLms BOCHPUHW-
MalTCs NOTPebuTeNnsamMm UNn nonbL3oBaTensamu,

- 0TYeTbl B CpefCTBax MacCcoBOW MHopMaLn, KOTopble faloT NpeAcTaB/ieHne 0 BOCMPUATUN opraHm3a-
Lyn 1 ee NPOAYKLMN 1 KOTOPbIE Camy MOTyT NOBAUATL Ha BOCNpUATUE NoTpebutenei;

- uccnefoBaHus, NPoBOAMMbIE B paMKax cekTopa/oTpac/iv NPOMBbILIEHHOCTU (Hanpumep, CBA3aHHble
CO CpPaBHUTE/bHOW OLEHKOW XapakTepuCcTVK NPOAYKL MM OpraHu3aLuum);

- 0T4YeTbl UNK Ny6AnKauun perynnpyrowmnx sBefomcTB.

Takne faHHble MOMOrakT BbIIBUTb CU/IbHbIE U CNabble CTOPOHbI NPOAYKLMM U COOTBETCTBYHOLLMX NPO-
LileccoB opraHm3auuv (Hanpumep, obecneyeHne Bbinycka NPOAYKL MK, pacCMOTPeHMe xanob n obMeH nHdop-
mMauuei ¢ notpebutenamu). AHanu3 TakMx [faHHbIX MOXeT MoMO4Yb B (DOPMUPOBAHUU MokasaTenel
y[,0B/IETBOPEHHOCTY NOTpebuTenein. OH Takke MOXET MOMOYb B NOATBEPXKAEHUN NN [ONOSTHEHUN fAaHHbIX 06
yA0BNEeTBOPEHHOCTM NnoTpebuteneli, NoMyYeHHbIX HENOCPEACTBEHHO OT NnoTpebuTeneil.

7.3.3 MpAmble nokasaTenun ya0BAeTBOPEHHOCTH noTpebutenei

7.3.3.1 O6WMe NoN0XEHNS

Mpu cyLecTBOBaHUN KOCBEHHbIX NokKasaTenei yaoB1eTBOPEHHOCTM (CM. 7.3.2). Kak NpaBuso, Lenecoob-
pasHo nony4atb faHHble 06 yA0B/1ETBOPEHHOCTV HENOCPEACTBEHHO OT NoTpebuTenein. MeToabl, NCNOMb3yeMble
Ans céopa AaHHbIX 06 yAOBNETBOPEHHOCTM NOTPebuTeneil, 3aBUCAT OT pas/IMYHbIX (haKTOPOB, Hanpuvep:

- Xapaktepa noTpebuTenbCKOro pbiHKa 1 KaTeropuii cermeHTMpoBaHus;

- MPOAO/MKNTENBHOCTN Y NEPUOANYHOCTY B3aUMOAENCTBUSA C NOTpebuTensamu,

- Xapaktepa npogykuun, nocTasiseMoii opraHmsauueil;

- Ha3HayeHna n CToMMoCT MeToda OLEHKN.

OpraHu3aumna AoKHa yunTbiBaTb NPakTUYecKne acnekTbl, onnucaHHble B 7.3.3.2—7.3.3.4. nNpu naaHnpo-
BaHUM noAxofa n MeTof0B, UCNONb3yeMbIX 418 coopa faHHbIX 06 yA0BNETBOPEHHOCTU NoTpebuteneii.

7.3.3.2 Bbibop meToga c6opa gaHHbIX 06 yA0BNEeTBOPEHHOCTM noTpebuteneli

OpraHusauna go/mkHa BblbpaTb MeTof cbopa AaHHbIX, KOTOPbIi COOTBETCTBOBAN 6Gbl NOTPEBGHOCTU K
TNy nognaexatunx c6opy AaHHbIX.

MeTogom, Hanbonee 4acTo UCNOb3yeMbIM A5 coopa Taknx AaHHbIX, ABASAIOTCA 06CnefoBaHns, KOTO-
pble MOryT 6bITb UM KAYECTBEHHBLIMU, UV KOJIMYECTBEHHLIMW, WU TEMU U APYTAMU.

KauyecTBeHHbIMW 06CNef0BaHNAMY ABAAIOTCA Te. KOTOpble, Kak NpaBuo, npegHasHayeHbl A1s BbisiBe-
HWS XapakTepuCTUK NPOAYKLMW, NOCTaBKN UM OpraHu3auum, OTHOCALMUXCA K YA0BIETBOPEHHOCTHN NoTpebuTe-
neii. OHW 06bIYHO NPOBOAATCA ANA MOHUMAHUS UMW U3YYEHUS OTAENbHbIX BOCNPUSATUI U peakumii, a Takke A4ns
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packpbITUA ugeii n BonpocoB. OHN OTHOCUTENbHO MMOKM 1 YA00OHbI AN1S1 TPUMEHEHUS, HO MOTYT BbITb CyObEKTUB-
HbIMU.

KonnuectBeHHbIMM 06CcnefoBaHNAMY ABASIOTCA Te. KOTOPblE NpefHasHavYeHbl A8 U3MepeHuns cTene-
HW y[0BNEeTBOPEHHOCTN noTpebuTeneil. OHW. Kak nNpaswnio, NPoBOAATCA A58 c60opa 0606 EeHHbIX AaHHbIX C
npumeHeHneM OUKCMPOBaHHbLIX BONPOCOB Un Kputepres. OHU CNONb3YIOTCA A5 OnNpeAeneHns NnonoxeHns
fen. 6eHYMapKuHra uam NpPocnexwBaHnsa U3MeHeHWn BO BPEMEHMU.

KpaTkoe onucaHue flaHHbIX METOA0B UCCNe0BaHNA Y CPpaBHEHNE UX MPEVNMYLLLECTB Y OrpaHUYeHunin npu-
BeeHbl B npunoxeHunn C (cm. C.2.4).

7.3.3.3 OnpegeneHne o6bema BbIGOPKM 1 MeTofa BbIGOPOYHOTO KOHTPONS

OpraHu3aums go/mHkHa onpesennTb KONMYecTBO NoTpebuteneii, nognexawmx o6cnefosaHuio (T. e. 06b-
eM BbIOOPKM), U MeTOZ BbIGOPOYHOrO KOHTPONA AN W3MEPEHUs YL0BETBOPEHHOCTU noTpebuTenei.
Llenb — nonyyeHne AOCTOBEPHbIX faHHbIX C MUHUMa/bHbIMY 3aTpataMu. TOYHOCTb COGpaHHbIX AaHHbIX 3a-
BMCUT OT 06beMa BbIGOPKN 1 MeTofa BbIGOPOYHOTO KOHTPOS.

O6beM BbIGOPKN MOXET ONpefenATbCa CTaTUCTUYeckn 419 obecneyeHns ypoBHel TOYHOCTU U AOCTO-
BEPHOCTW, TpebyeMbIX OT NOJIyYEHHbIX pe3ynbTaToB. Kpome Toro, ucnosib3yemblilii MeTOA BbIGOPOYHOTO KOH-
TpPONA fo/MKEeH obecneynBaTb XOPOLUYHD penpe3eHTaTUBHOCTbL BbIGOPKM B UccnenyemMoii coBokynHoctu. Oba
acnekta 6onee nogpo6HO paccmaTpuBatoTcs B npuioxeHun C (cm. C.3).

7.3.3.4 ®opmynuposaHue BONPOCOB, KacawLnxcs yA0BeTBOPEHHOCTN noTpebutenei

[lonxHbI 6bITb YETKO ONpefeneHbl NPOAYKLUA U XapakTepucTukm, nognexatine o6cnegosaHuto. NMomm-
MO 3TOro, MOryT TaKxe nccnefoBaTbCcs Apyrve xapakrepmuctuku (cm. 7.3.1, c). Mpu hopmynnpoBaHuy BoNpo-
COB OpraHusauvs [oJ/KHa B NepBYHD ovepefb OnpefennTb uccnegyemble o6nactv, a 3aTeM BblAenuTb
KOHKpeTHble BOMPOChI, NonagatoLume B 3T 06/1acTu, ¢ LOCTaTOYHON AeTann3aunein Ans nonyyeHns nHopma-
Lymn 0 BOCNpMATUN noTpebutensmu.

MacwTab nsmepeHuii, 3aBUCALLMIA OT CDOPMY/TIMPOBaHHBIX BOMNPOCOB, A0/HKEH ObITh TakkKe YeTKO onpe-
fAenex. [lononHuTeIbHbIE pEKOMEHAAUNY OTHOCUTE/TBHO ONpefeneHns 1 BKII0YEHUS BONPOCOB B aHKETY CO-
aepxarcsa B npunoxerHun C (cm. C.4).

7.3.4 C6op gaHHbIX 06 yAOBNETBOPEHHOCTN NoTpebuTenei

C60p gaHHbIX Ao/MKEH 6bITb cMCTeMaTU3MPOBaH, AeTann3npoBaH U fOKyMeHTasibHO ochopmeH. Opra-
HU3auma fo/HKHa yCTaHOBUTbL Nopsaaok cbopa AaHHbIX. Mpu BbiGope MeToAo0B 1 cpefcTB cbopa AaHHbIX 401-
XHbl YYNTbIBATHCA KOHKPETHbIE acnekTbl, Hanpumep:

a) TMN 1 JOCTYNHOCTb NOTpebuTeneil Ansa nccrefoBaHus;

b) Cpoku cbopa faHHbIX;

C) UMeroLWwancs TeEXHONOMS;

d) umetowmecs pecypcbl (kBanudumkauma n 61ooKeT):

€) HEenpuKOCHOBEHHOCTb YACTHOM XMN3HW N KOHUAEHLMaNbHOCTb.

Mpu onpeAeneHnn NepUogNYHOCTH, CPOKOB WM CTUMYJIOB A1 c6opa AaHHbIX 06 YA0BNETBOPEHHOCTH
noTpebuTenei opraHmsaumsa AO/MKHA NPUHUMATb BO BHUMAaHVE Criefylolme acnekTbl:

- pa3paboTka unv BbINyCK HOBO NPOAYKLUN;

- 3aBepLUeHne 3HauYMbIX 3TanoB NPoeKTa;

- BHECEHVE N3MEHeHWI B NPOAYKLMIO UM B CBA3AHHbIE C HEl MpoLecchl, v B NPOM3BOACTBEHHYIO Cpesy;

- CHUXEHMe yA0BNEeTBOPEHHOCTM NoTpebuTenein nnn konebaHne 06-LeMoB peanusaummn npoaykuum (pe-
TMOHaNbHOE WY Ce30HHOE);

- MOHUTOPWVHT 1 cTabuam3aumnsa NOCTOAHHbIX KOHTAKTOB C NoTpebutenamu;

- TepnuMoe OTHOLLeHUe noTpebuTeneid K YacTbiM c6opam AaHHbIX.

C60p faHHbIX MOXeT NMPOBOAUTLCS CaMO opraHm3auunein. 3To 3KOHOMUYHO U. C YHeTOM 3HaHUSA NPOAYK-
Lumn unm notpebuTenei, MoxeT faTb ONTUMasIbHbIE CBELEHNS, NPUBECTN K 60/1ee TECHbIM KOHTakKTaMm C noTpe-
6utenammn n 6onee rny6bokoMy NOHMMaHMIO KX Npo6aem. OfHAaKO CyLecTBYeT PUCK, YTO Ha 06BEKTUBHOCTL
NOMyYeHHbIX faHHbIX MOTYT NOBAVATb OTHOLLEHWSA C OTAENbHLIMW NNLAMM, YHACTBYOLVMUN B NPOBEAEHNN 06-
crnefloBaHWii. 3TOro pucka MOXHO n3bexaTb NyTemM npoeefeHnsa coopa AaHHbIX He3aBNCUMON TpeTbel CTOPOo-
HOIA.

7.4 AHanus faHHbIX 06 yA0BNETBOPEHHOCTN NoTpebuTenei

7.4.1 O6uwmne NoNoxXeHns

Mocne cbopa AaHHbIX 06 yA0BIETBOPEHHOCTN NOTPebuUTeNnein OHW A0/MKHbI GbiTb MPOaHaNN3nMpPoBaHbI
ANA nonyvyeHuns nHopmaumn, koTopas, kak npasusio, kacaeTcs:

- CTeneHu yA0BNEeTBOPEHHOCTY NoTpebuTenei u TeHAEHUNI ee N3MeHeHs;
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- acnekToB NPOAYKUMUM 1 NPOLLECCOB OpraHu3aLuum, KoTopble MOryT OKasblBaTb CyLIeCTBEHHOE BNUAHWE
Ha y0BNETBOPEHHOCTb;

- COOTBETCTBYHOLLEN MHEhopMaLMM O NPOAYKLMM 1 NPOLECCAX KOHKYPEHTOB,;

- CU/IbHBIX CTOPOH OpraHu3aummn n obnactei NS ynyyleHus.

Mpu aHann3e gaHHbIX 06 Y40BNETBOPEHHOCTM NOTpebuTeneli opraHnsaunsa 4o/mHkHa NPYHUMaTh BO BHU-
MaHve Mepbl, ONncaHHble B 7.4.2—7.4.6. JonoNHNUTENbHbIE PEKOMEHAALMM MO KX 40N NX 3TUX Mep cogepxar-
cA B NpunoxeHun D.

7.4.2 TMoprotoBka AaHHbIX ANA aHanusa

Bce gaHHble fo/MKHbI ObITb NPOBEPEHbI HA NPeaMeT HaMUYmUsa OLWNGOK, NOSTHOTLI M TOYHOCTM W. B C/lyvae
Heo6X0AUMOCTH, [O/KHbI 6bITb pacnpefesneHbl Mo YeTKO BblAE/IEHHbIM KaTeropusm.

7.4.3 OnpepgeneHne metofa NpoBefeHNa aHanusa

MeTogbl NpoBeAeHNA aHann3a fO/KHbI BblOMpaTbCA B 3aBUCUMOCTY OT BUAA COOPaHHbIX AaHHbIX U
ueneii aHanusa. PasnuyHbie MeToAbl NPOBEAEHNS aHanm3a AaHHbIX MOTYT 6bITb KnaccuguuMpoBaHbl No
npuHLMNYy:

a) NpAMOro aHanusa, npejnonaraLLlero aHanns 0TBeToB NoTpebuTeneil Ha KOHKPeTHbIE BOMPOCHI;

b) KOCBEHHOro aHanusa, npegnonaralLliero UCnosib3oBaHne pasNyHbIX aHaIUTUYeCcKux MeTof0B
AN BbISABNEHNA NOTEHLUMANBHO 3HAYNMbIX (DAKTOPOB U3 COBOKYMHOCTU AaHHbIX.

Kak npaBuno, gonyckaeTcs Mcnosib3oBaHne 060Mx BUAOB aHav3a A1a noayvyeHns nonesHom nHdopma-
LM n3gaHHbIX 06 yA0BNETBOPEHHOCTN noTpebutenei.

7.4.4 TlpoBegeHne aHanusa

Bce faHHble A0/MKHbI ObITb MPOaHanM3MpoBaHbl 415 NOAYYeHUs cnegytoLlein nHchopmauum:

- 06 y,0B/1IETBOPEHHOCTM NOTpebuTeneii (Bcex unm oTAeNbHbIX KaTeropuini notpebutenei) n TeHAeHL M-
AX ee U3IMeHeHus;

- 0 pasnIMuusax B CTENEHN YA0BNETBOPEHHOCTU NO KaTeropusiM notpeduTeneil;

- 0 BO3MOXHbIX MPUYMHAX U X OTHOCUTE/IbHOM B/IMSIHAW Ha Y[, 0B/I€TBOPEHHOCTb NoTpebuTeneil;

- 0 N0SAbHOCTM NOoTpebuTeneii, koTopas CBMAETENLCTBYET O TOM. YTO NOTpebuTenb, BEposiTHEE BCErO,
6yAeT v ganblue nokynaTb Te Xe Uan Apyrue BuAbl NpoAyKUMN Y JaHHOW opraHnsauuu.

7.4.5 Banupgauuns aHanunsa

Bce pesynbTartbl 1 BbIBOAbI aHann3a noanexar noATBEPXAeHNI0 3a CHET UCMOb30BaHUA pPas/iMyHbIX
cnocobos., Hanpuvep:

- CErMEHTUPOBAHUSA faHHbIX A4/19 onpefeneHns BO3MOXHbIX UCTOYHUKOB UX U3MEHYMBOCTH;

- onpefeneHns CyLeCTBEHHOCTN XapaKTepUCTUK NPOAYKLMN: NAEHTUDULMPOBaHNE XapakTeprUCcTUK Kak
NOTEHLUMANbHO BaXHbIX A/1S NOTPEeOUTENa 1 onpefeneHne X OTHOCUTENIbHON BaXKHOCTU (BK/IOYAs BO3MOX-
Hble U3MEHEHUA B XapakKTePUCTUKAX U OTHOCUTESIbHYH 3HAYMMOCTb XapakTepUCTUK BO BPEMEHU) CYLLLECTBEH-
HO B/IMAIOT Ha pe3ynbTarbl NPOBOANMOro aHann3a,;

- OLeHVBaHMA CTabUNbLHOCTU pe3yNbTaToB NyTEM CPaBHEHUSA C A4PYTMMU NoKkasaTtensaMu uam TeH4eHuns-
MV B 06/1aCTAX, KOTOPbIE Takxe 0TpaXatoT y40BNETBOPEHHOCTL NOTpebuTenei, HanpumMep 06bEMbI MPOJAX 1
Xanobbl noTpebutenei.

7.4.6 lMpepacTaBrieHne oTyeTa 0 pe3dysbTaTtax U NOATOTOBKA pekoMeHaauuia

PesynbTaTbl NPOBOAMMOro aHanusa nogsexar AOKYMEHTUPOBaHUIO U BK/TIOYEHUIO B OTYET BMECTE C BO3-
MOXHbIMW peKoMeHAaunAaMM, YTOObl MOMOYb OpraHn3auMn B BbiBNEHUV 06nacTell ANS yNyUleHus ¢ Lenbio
NOBbLILWEHNS YAOBIETBOPEHHOCTY NOTPEOGUTENEIA.

OTyeT [OMKEH cofepXaTb TOUHbIA M KOMMNEKCHbIV MokasaTenb yAO0BNETBOPEHHOCTU NoTpebuTeneil.
MoMMMO AaHHbIX, MOMYYEHHbIX HEeNoCpPeACTBEHHO OT noTpebuTeneil, CywecTBYOT Apyrve xapakTepucTuku
UK nokasaTenu, KOTopble Takke OTpaXatoT yA0BNEeTBOPEHHOCTb NOTpebuTeneil, HanpuMmep Te. KoTopble Npu-
BefieHbl B 7.3.2.

KntoueBble nokasatenn COOTBETCTBYIOLLMX XapaKTePUCTNK MOTyT BbiTb CBEAEHbI B €VHbINA NokasaTtesb,
HOCALMIA Ha3BaHWe «MHAEKC Y0B/eTBOPEHHOCTW noTpebuteneii». B kayecTse HAeKca yA0B1ETBOPEHHOCTH
noTpe6uteneli MOryT MCNonb30BaThLCH, HaNpPUMep, CpeAHeB3BELIEHHOEe 3HauYeHe pe3ynbTaToB uccnefoBa-
HVA yA0BNETBOPEHHOCTH NoTpebuteneli 1 KOIMYeCcTBO MOJyYEHHbIX Xanob oT notTpebutenei. ViHaekc yaos-
NeTBOPEHHOCTW noTpebuTtenein aBnseTcs yA06HbIM N NOME3HbIM MHCTPYMEHTOM U3MEPEHNSA U MOHUTOPUHTa
YyO0BNETBOPEHHOCTM NoTpe6uteneli No BpEeMEHU UM NO MECTY HaXOXAEHWS.

B oTueTe f0/MKHbI ObITb TaKXe onpefeneHbl COOTBETCTBYIOLNE XapaKTepPUCTUKA N 31EMEHTbI Y0BNET-
BOPEHHOCTM NnoTpebuTenei, a Takke NoTeHUnas bHble NPUYNHBLI HEYJ0B/IeTBOPEHHOCTN NoTpebuTenei n dak-
TOPbI. BbI3BaBLUNE €€.
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7.5 Ob6ecneyeHne 06paTHON CBA3N ANA ynyylleHUs

WHdopmauws, nonyyeHHas B pesynbTare U3MepeHust 1 aHannsa faHHbix 06 yA0B1eTBOPEHHOCTMW NoTpe-
6uTeneli. JOMKHA HaNPaBAATLCA B COOTBETCTBYHOLME (PYHKLUMOHAMbHbIE NOApasfeneHns opraHusaumn gns
MPUHATUSA Mep MO YNYyYLIEeHVI0 NPOAYKLMN, NPOLLeCCOB UKW CTpaTernii, 4To cnocobCTBYeT AOCTMKEHWIO Lienel
opraHusaumu.

[na pelweHns aToli 3ajaun opraHM3aLns MOXeT:

- onpegenaTb NPOLEeCChl M OPraHM30BbIBaTb COBELLaHNA A1 U3yYeHns nHopmanmm o6 ya0BNeTBOPEH-
HOCTU noTpeb6uTeneii:

- onpefenaTb, KOMY U Kakylo Hhopmauuio cnegyeT HanpaBnATh (BkAYaa notpedutenei);

- paspabaTbiBaTb NaaHbl MEPONPUSATUIA NO YNYULLEHNIO;

- MPOBEPATb BbINOMIHEHNE NJIAHOB MEPONPUATUIA NO YNYULIEHWUIO N NOSyYEHHble pe3ybTaTbl Ha COOTBET-
CTBYIOLLMX COBELLaHVAX, HanpMmep, B X0fe aHa/m3a Co CTOPOHbI PyKOBOACTBA.

MoCTOSIHHOE BbINO/IHEHNE TakKuNX AENCTBUI MOXET NOBbICUTb Pe3y/bTaTMBHOCTb U 3hEKTUBHOCTbL CUC-
TeMbl MEHEIKMEHTa KayecTBa opraHusaumm.

NHdhopmaumsi 06 yA0BNETBOPEHHOCTM NOTPebuTeneit (kak No3WTUBHASA, Tak U HeraTMBHas) CnocobHa no-
MOYb OpraH13aumu B peLLeHun Nnpo6iem, CBA3aHHbIX C BbINO/IHEeHWEM TpeboBaHui, yCTaHOBMEHHbIX NOTpebuTe-
namu. OHa Takke cnocobHa NOMOYb OpraHW3aLnn B NOHMMaHWW U YAOBNETBOPEHUN OXMAAHWI noTpebuteneli
UAn B peLleHnn npobniem, CBA3aHHbIX C BOCMPUSATMEM NOTPe6GUTENsaMU NOCTaBASEeMOW NPOAYKUMU UK camoi
opraHv3auum, 1 Tem caMbliM NOBbLICUTL CTENEHb YA0B/IETBOPEHHOCTU NOTpebuTeneii.

B npunoxeHun E cogepxatcs obume pekoMeHAaumm no BO3MOXHOMY MCMO/Ib30BaHNI0 Takoli nHgop-
mauum.

7.6 MOHUTOPWHT y40BNETBOPEHHOCTN NoTpebutenei

7.6.1 O6WMe NonoxXeHns

B 7.6.2—7.6.5 cogepxarcsa pekoMeHAaLmmn no MOHUTOPUHTY Y40B/IeTBOPEHHOCTY NOTpebuTeneil, ceeae-
HMA 0 Mepax, NPUHMMAaEMbIX A1 NOBbILEHNS CTENEHN YAOBNETBOPEHHOCTU NOTPe6GUTenell, N pesynbTaTue-
HOCTU Takux mep.

7.6.2 ViccnepoBaHue BbiGpaHHbIX NOTpebuTenein n cobpaHHbIX AaHHbIX

OpraHusaums Ao/HKHa y6eanTbCs B TOM. YTO BbiGpaHHbIe NOTpebuTeny unm rpynnel notpebuteneii otee-
4aT Lenn céopa AaHHbIX 1 YTO NOMYYEHHbIE AaHHble ABASKTCA NOAHBIMU U TOYHbIMU. OpraHm3aymns 4o/KHa
U3YUYnTb UCTOUYHUKM MOMYYEHUSI faHHbIX 06 YAOBNETBOPEHHOCTM NOTpe6uteneli (kak npsiMble, Tak U KOCBEH-
Hble) Ha npeAMeT X 060CHOBAHHOCTU U NPUEMIEMOCTH.

7.6.3 WN3yuyeHune nHgopmaumm 06 ya0BIEeTBOPEHHOCTN NoTpebuTenei

PyKoBOZCTBO OpraHu3saLvi COOTBETCTBYHOLLLETO YPOBHSA A0/HKHO Yepes onpefenieHHble NPOMeXyTKu Bpe-
MEHMN OCYLLECTB/IATb MOHUTOPUHI MHpopMaLny 06 yA0B/IETBOPEHHOCTU NOTpebuTeneil. Xapaktep n 06bem
UHOpMaLUK, nogsiexalleidi MOHUTOPUHTY, ONpeaensoTCcsa HyXAamMu 1 LensiMu opraHusaunM u MoryT BK/IO-
yarb:

- TEHAEHUUN N3MEHEHWS faHHbIX 06 Y0BNETBOPEHHOCTN NoTpebuTeneii (B LesIoM U. Hanpumep, no npo-
OYKUUW. PEermoHy, Tuny notpeéutenei);

- CpaBHUTENbHbIE AaHHbIE NN UH(OPMALMIO O KOHKYpPEHTax;

- cnabble 1 cubHble CTOPOHbI NPOAYKL MK, NPOLECcCoB, TEXHOIOMMIA WX NepcOoHaNa opraHusauum;

- NepcrnekTUBbl NN NOTEHLMabHbIE BO3MOXHOCTU.

7.6.4 MOHUTOPWHT EeNCTBUIA, OCYLLEeCTBISSEMbIX 415 NOBbIWEHWNS YA0B/ETBOPEHHOCTH NOTPebu-
Tenei

OpraHusaunsa gos/mkHa NpoBoANTL MOHUTOPUHT MPOLECCOB, C MOMOLLLIO KOTOPbIX OCYLLEecTBNAETCA ne-
pefiaya COOTBETCTBYHLMM (DYHKUMOHANbHLIM NoApa3AeNieHnsiM COOTBETCTBYOL e nHdopmaLmmn 06 yaoB-
NeTBOPEHHOCTU NOTpebuTenei, A8 NPUHATUS Mep. HamnpaB/iEHHbIX Ha MOBbILWEHWE YA0BETBOPEHHOCTM
notpe6utenei.

OpraHusauusi 4o/mMKHa Takke KOHTPO/IMPOBaTh BbINOSIHEHNE NPEeANPUHNMAEMbIX AEWCTBUMA, a TakkKe Ux
B/INSTHNE Ha peakuuio noTpebutesieil Ha KOHKPETHbIE XapaKTepuUCTUKU Uan 06LNIA YPOBEHb YAOBNETBOPEH-
HOCTMW.

Hanpumep, ecnn nHdopmauus, noayvyeHHas OT noTpebutenen, kacaeTcs «HeyA0B/ETBOPUTENbHOIO
YPOBHSI NOCTaBKU», OpraHn3aLmsa 4o/XHa YA4OCTOBEPUTHLCS B NPUHATUM Mep. HanpaB/IeHHbIX Ha Yy4lleHne ka-
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yecTBa MNOCTaBKM1, 1 B TOM. YTO MOBbILEHNE YPOBHS YA0BNETBOPEHHOCTW NOTPEGMTEEl HaLLIO CBOE OTpaxe-
HVe B mocnepyowein nHgopmauun, Nosly4eHHol oT noTpebutenei.

7.6.5 OueHKa pe3y/bTaTUBHOCTY NPUHUMAEMbIX Mep

[N ocyLLecTBNEHNS OLEHKN Pe3yNibTaTUBHOCTU MPUHUMAEMbIX Mep opraHn3aunsa Ao/mkHa yoeanTbes B
TOM, YTO MOJSIyYeHHast UHhopmaLms 06 YA0BNETBOPEHHOCTM NOTPEGUTENEN He NPOTUBOPEUNT APYTUM COOTBET-
CTBYIOLLMM NOKa3aTeNsiM pesybTaTUBHOCTYU AeATENbHOCTY WV NOATBEPXAAETCA UMM,

Hanpumep, ecnn nsmepenns y[oB1eTBOPEHHOCTUN NOTpebuTeNeil, NpPoBOAVMbIE OpraHu3auueii, MetoT no-
NOXNTENbHYI TEHAEHLMIO, 3TO, Kak MPaBno, AO/HKHO OTPAXATLCS B COOTBETCTBYHOLLMX IKOHOMUYECKMX NoKa3a-
TeNsX. TakMxX Kak yBesIMyeHne crnpoca W AO0NU pbiHKa, BO3pacTaHMe MOBTOPHbIX oGpalleHuii notpebuteneit u
yBe/IMueHne Konmn4yecTBa HOBbIX NoTpedutenei. Ecnm TeHAeHUUN U3MEHEHUS YA0BNETBOPEHHOCTY NOTpebuTe-
Nneii He HaxoAAT CBOEro OTPAXEHUS B APYIMX NOKasaTe isx Ae/10BO akTMBHOCTU, 3TO MOXET CBUAETENIbCTBOBATh
06 OrpaHVMYeHusIX AN NOrpeLIHOCTSX NPOLLECCOoB M3MEPEHUS Y0BNETBOPEHHOCTH NOTpebuTenein n obecneye-
HUS 06paTHOI CBA3N.

Kpome TOro, 370 MOXeT CBUAETENbCTBOBATL O TOM. YTO M3MepPeHue YA0BIeTBOPEHHOCTU NoTpebuteneli
He yunTbiBaeT ApYrnx hakTopoB, KOTOPbIE B/IMSIIOT HA PELLEHUs, NPYHNMaeMble NoTpebuTensamm.

8 I'Iop,,qep)KaHme Ha 0OJ/DKHOM YpPOBHE U yiy4dlleHne rnpoueccoB MOHUTOPUHTa
N NU3AMeEpPEHnA

OpraHusauna Ao/mkHa nepuogmuyeckn nepecmartpvBaTb CBOW MPOLLECCbl MOHUTOPUHIA U U3MEpeHus
yA0B/IEeTBOPEHHOCTM NOTpebuTenei Ana obecneverHuns nx pesynbTatuBHOCTM 1 3HeKTUBHOCTM 1 MOSTyHEeHNS C
MX NOMOLLbIO MHpOpMaLMK, KOTOpas SBASETCA akTyaslbHON, Heobxoaumol 1 nonesHoi. K TMnuyHbIM Mepam,
NPUHUMaeMbIM B 3TOM HanpaB/ieHUU, OTHOCATCA:

- obecneveHne Hanuuma Nnaxa, rpadurka u KOHKPETHOro npouecca A5 0CyLWeCcTBNAEHN MOHUTOPUHTA U
N3MepeHns yA0B/IeTBOPEHHOCTN NoTpebuTene;

- aHanu3 npouecca oT6opa NoTpebuTeneit N xapakTepUCTUK 415 NOATBEPXAEHUS €r0 COOTBETCTBUS Lie-
nAM 1 nproputeTam 6usHeca;

- obecneveHne akTyanbHOCTU 1 KOMMIEKCHOCTM NpoLecca BbIAB/IEHUS OXMAaHWI noTpebutenein (Ckpbl-
ThIX U SBHbIX) W €ro Bepudukauumn noTpebutTensamm (Hackosibko 3T0 BO3MOXHO);

- MpoBepKa KOCBEHHbIX NoKasaTesneli yA0BNeTBOPEHHOCTV NOTpebuTeneil, 4tTobbl y6eanTbCst B TOM. YTO
WX UCTOUYHWUKW SIBNSIOTCA aKTyaslbHbIMU, BCECTOPOHHUMU 1 NPUEMIEMbIMU;

- obecneveHve oTpaXeHNs N3MEHSIOLMXCA YCIOBUIA 1 Lieneii bru3Heca B MeTogax v npoueccax, NCnosb-
3yeMbIX 4719 NPSMOro U3MepeHuns yA0BNeTBOPEHHOCTY noTpebuTeners;

- NOATBEPXAEHUE TOrO, YTO Pas/IMyHble COCTaBNAIOWME U X OTHOCUTEIbHASA 3HAYMMOCTb OTpaXaloT Te-
KyLue npuoputeTbl B ciyyae 0606LLeHNs AaHHbIX 06 Y0BNEeTBOPEHHOCTN NOTpebuTeneli B TakoM nokasaTte-
ne, KaK VHAEKC yA0BNEeTBOPEHHOCTH noTpebuTtenei;

- nepuoanyeckuii nepecMoTp npouecca noaTBepxaeHnsa nHcopmaumn 06 yaoBIeTBOPEHHOCTN NoTpe-
6uTeneli ¢ yueTom BHYTPEHHUX MokasaTenein nnm apyrux nokasarenei AesTebHOCTU:

- MpoBepka COOTBETCTBUA W aAE€KBATHOCTMN YCNOBUIA 1 nMpoLecca NOCTOSAHHOIO aHanm3a uHdopmalum 06
yA0B/IETBOPEHHOCTN NoTpebutenei;

- NpoBepka paboToCcNOCOGHOCTU M pe3yNbTaTMBHOCTM NpoLecca nepegayn nHgopmaunum ob yaoBneTso-
PEHHOCTM NOTpebuTenein B COOTBETCTBYIOLWME PYHKLMOHANbHbIE NOAPa3feNeHns, Hanpuvep onpeaenexHue
TOro, CYUTAIOT /1N NoyYaTenn Takyro MHOpPMaL Mo NOE3HON 1 NCNoNb3yeTCa N Takas MHopmauus;

- BbifiBNIeHNe hakTopoB, NPEensATCTBYOLWMX 1 CNOCOBCTBYIOWMX Nepegade nHdopmauum 06 yaosneTso-
PEHHOCTW NOTpebuTenei, C Lenblo CoAeNCTBUS YyULLEHUSM.
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MpunoxeHune A
(pekomeHgyemoe)

KoHuenTyanbHas MoAe b YAOBNETBOPEHHOCTU noTpe6uTteneii

A.1 O6wwue nonoxeHmsa

B HacToALWEeM NPUIOXEHUN COAEPXUTCA AONOSHUTENbHAS UHopMaums O KOHUeNnTyasnbHOW Moaenn yaoBneTBo-
peHHoCTU noTpebuTeneii (cM. pasgen 4). OHa CNyXWUT OCHOBOI peKoMeHAaLnii, cogepxalluxcs B HACTOSILEM cTaHapTe.

A.2 KoHuenTyanbHas mMofenb yA0BNETBOPEHHOCTU noTpe6utenei

KoHuenTyanbHas Mogesnb, NpeAcTaBneHHas Ha pucyHke A.l. nokasbiBaeT B3aMOCBA3b MeX/Ay TOUKOl 3peHus opra-
HW3aLUWU U TOYKOI 3PEHUS NOTPeGUTENEl B OTHOLIEHNN KauecTBa NPOAYKLMN.

B faHHO MOAENn oxuaaHns notTpebuTeneii, cBasaHHble ¢ NPoAyKUMel, XapakTepusyoT Ty NPOAYKLUIO, KOTO-
pyto noTpe6uTenw xenanu 6sl NONYyYNTb. OXUAAHUA NOTPeGuTenel B OCHOBHOM (HOPMUPYIOTCSH HA OCHOBE UX OMbITa, UMe-
toweiics MHpopmaumn n Hyxga. Takue oxXugaHus MOryT HaXxoAWTb CBOE OTPaXEHUE B KOHKPETHbIX TPEGOBAHWSAX UK MOTYT
npegnonaraTbCs U He UMETb YETKOro onpefeneHus.

3annaHnpoBaHHas NPoAyKUMSA XxapakTepusyeT NpoayKuUWio, KOTOPYI0 OpraHu3alns HamepeBaeTCs MOCTaBNATb.
OHa. Kak npaswo, NpeacTasfsieT cob6oi KOMNPOMUCC MeXAy TEM, Kak OpraHu3aLuns NOHUMAEeT OXUAaHUa noTpe6uTenei,
BO3MOXHOCTAMU OpraHusauuu, ee BHYTPEHHUMMW UHTEpecaMu W TeXHUYECKWMMU, 3aKOHOAATesIbHbIMU N HOPMATUBHLIMU
OrpaHNyeHnsIMU, KacatoLMMUC opraHu3ayuy u npoaykKuum.

MocTaBnsemas NpoAyKLUA XxapakTepusyeT NpoAyKLuio, BbiNyCKAEMY0 opraHu3aumei.

CTeneHb COOTBETCTBUSA, KOTOPas XapakTepusyeT MHEHWE OopraHu3auun o KayecTse, CBUAETE/IbCTBYET O TOM. Ha-
CKO/IbKO MocTaBfisieMasi NPoAyKLMUA COOTBETCTBYET 3an1aHNpPOBaHHON NPOAYKLUM.

BOCNPUATUE NPOAYKLUN NOTPEBUTENAMU XapakTepusyeT NpoAyKLMo TakuM 06pa3oM, kak noTpebuTenb ee BOC-
npuHumMaeT. Takoe BOCMpUATUE (hOPMUPYETCS HYXAAMU NOTPEBUTENS, PbIHKOM U OKpYXatolel cpeaoii.

Y[,0BNETBOPEHHOCTb — 3TO OLiEHKA, MHEHUME, BbipaXaeMoe NoTpebutenem.

CTeneHb yA0BNETBOPEHHOCTU OTpaxaeT pasHuLy MexAay npeAcTaBfieHneM notpebuteneil o6 oxugaemoi npo-
LyKUUM 1 BOCNPUSITUEM NOCTABASEMOl NPOAYKLUW NOTPEBUTENSMU.

10
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MoaTomy cnefyeT yAensTb BHUMaHve ABYM napameTpam.

a) BHYTPEHHVM MokasaTefnsiM KayecTBa B NPOLECCEe XMN3HEHHOTO LuKIa NpoayKunm;

b) BHELWHNM nokasaTesnsiM, XapakTepusyoLWmnM MHeHWe noTpebuteneli 0 TOM. Hacko/lbkO XOPOLLO OopraHusauuns
YAOBETBOPSAET MX OXUAAHUS.

Kak nokasbiBaeT KOHUeNTyasbHasi MOAesNb, AN [OCTWXEHUs 6onee NosHON y[0BNEeTBOPEHHOCTU noTpebuTenei
opraHusauua Ao/KHa YCTPaHUTb paspbiB MeXAy KauecTBOM, KOTOPOro oxuaaeT notpebutenb, U KauecTBOM nocTaBssie-
MOV NpoAyKLUW, Kak ero BOCNpUHUMaeT NnoTpebuTenb. [Ina 3TOro opraHmsaunsa fo/HKHA NPONTU KaxAblid U3 3Tanos B LyKIe
KOHUenTyanbHon mogenu, T. e.:

- MPU NPOEKTUPOBAHUN 3aniaHMPOBaHHOW NPOAYKLMM Kak MOXHO Nyylle NOHATb OXuAaHus notpe6utenein n obec-
neynTb BCECTOPOHHee NHopMupoBaHue noTpebuTeneii o cBOCTBaX U OrpaHNnyYeHnax Npoaykuumn (aTo ccpepa onpegerne-
HUA Tpe6oBaHWii, o6MeHa MHdopMaLein 1 NPoeKTUPOBaHUSI NMPOAYKLUK);

- MOCTaBNATb NPOAYKLMIO, COOTBETCTBYIOLWYIO 3an/iaHNpPOBaHHON (3TO chepa (hYyHKLMOHANBHOTO MeHemKMeHTa 1
ynpasneHusa npoueccamu):

- MOHATb BOCNpUATME NOTpebnuTenem nocTaBAseMoi NpoAyKLMM N NOBLICUTL Y0BNETBOPEHHOCTL NOTpebuteneit 3a
cyeT y/yyleHnit B NpoAyKUnM 1 60nee NoaHOro MHPOPMUPOBAHUS O MPOAYKLMU M CBA3AHHbIX C Heli OrpaHnYeHusax (3To
cepa obmMeHa vHhopMaLmeil, MapkeTUHra U ycTaHOB/EHUS CBA3el ¢ noTpebutensamu).

OpraHusaumsa fo/mKHa yYnTbiBaThb, YTO YA0BETBOPEHHOCTb NOTpebuTeNneli cBA3aHa He TO/IbKO C XxapakTepucTukamm
nNpoAyKLUM 1 YCNOBUAMW ee NOCTaBKW, HO 1 C MOBEeAEHYECKUMU XapakTepucTukamy opraHmsasnm.
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Mpunoxexne B
(pekomeHgyemoe)

OnpepeneHve oxugaHuii notpebutenei

B.1 O6wue nonoxeHus

B HacTosiLEeM NPUIOXeHUN cofepxaTca AONONHUTENbHAA MH(OPMaLMa U pekoMeHauun OTHOCUTENBHO onpeje-
NleHnsa oxuaaHuii notpebuTenein B COOTBETCTBUM C 7.2.

B.2 BbisiBneHue notpebutenei

PaznuuHble TMNbI NOTpeGuTenei, nognexalymx 06¢cnefoBaHuio (415 onpeseneHns oOxugaHuii unm yaoBneTBopeH-

HOCTK n0Tpe6V|Tenel7|), nepeydncneHbl HUXe N UNNKCTPUPYKTCA npumMmepamMmn n0Tpe6|/|Tene|7| N3 pas3/inyHbIX CEKTOPOB 3KO-
HOMUKN.

a) CyuiecTBylowmne noTpe6uTenn — ato notTpebuteny, KoTopble HelaBHO NpUoGpPeTany NPoAyKLUI opraHusa-
UMK, K HIM MOTYT OTHOCUTLCS:

1) NOCTOSIHHbIE NOTPebUTeNnu, KOTOpble PeryiapHoO MOKynawT NPOAYKLWIO AN YCAYrn opraHu3auun.
Mpumep — MoTpebuTeNn xNe606yNoUHbIX U3LeNnnii;

2) cnyuvaliHble noTpe6uTenun, KOTopble NepuoAnYecky NoKynalT NPOAYKLMUI0 OpraHusalmm.
Mpumep — MoKynaTeny KOMNbO T EPHbIX CA/IOHOB UM anTek.

6) MpsMble NoTpe6uTenn — 3To NOTPEBUTENN, KOTOPbIE NOKYNAKT NPOAYKLMIO HeMOCPeACTBEHHO Y OpraHm3aLum.
Takve NoTpe6uTenu, Kak Npasusio, COO6LL AT O CBOMX OXMAAHUSAX HEMOCPEACTBEHHO OpraHusaumm.

Mpumep — MoTpebuTenn cBapoyHOro o60pyAoBaHuUA.

c) KocBeHHble NOTpe6uTenu - 3To NOTPeBUTENN, KOTOPbIE NOKYNAKT NPOAYKLMIO OPraHu3aLuu Yepes guaepa um
LAPYrylo opraHmsaumio. B Takux ciydyasx opraHusaumny BaXHO NOHUMATb OXUAAHUA Annepa, a Takke 0XWAAHUA KOHeYHOro
notpebutens.

Mpumep — MoTpebuTEeNn NopTaTUBHbIX CBEPAUNBHBIX CTaHKOB.

) MoTeHunanbHble NoTpebuTeNn — 3TO NOTPebUTENNn, KoTopble MOryT ObiTb 3auHTEpecoBaHbl B NPOAYKLUK
opraHv3auuu, HO Moka elle ee He Nokynanu. Ha oxunaaHna Takux notpebuteneii MoxeT BANATb penyTauus opraHusauum,
NOCKO/IbKY OHW HE UMeNW C JaHHOl opraHn3aumeid HUKakmx OTHOLLIEeHNIA.

e) MNoTepsAHHbIe NOTpebuTenn — 3To NoTpebuTenu, KOTopble paHee NpuobpeTany NPOAYKLUIO opraHm3anmnmn, Ho
npekpaTuin coBepliaTh NOKYNKU. B Taknx ciyyaax opraHnsannsa fo/mkHa noctaparbCs NOHATL NMPUUUHBI U3MEHEHNUA npej-
NnouYTeHUn noTpebuTenei.

B.3 AcnekTbl, noMoratwLlne NnoHATb 0OXUAaHUA noTpebuTenei

OpraHu3auus CMOXeT fyylle NOHATb 0XnAaHua notpebutenei, ecnn 6ygeT NpUHMMaTL BO BHUMaHue crnegytolme
acnekTbl:

- po/b, KOTOPYIO NOTPEe6UTE NI UrpatoT B NPOEKTUPOBAHUN 1 NOCTaBKe NPOAYKLUN.

- obpaTHas cBA3b C NOTPebMTeNsAMM 48 NoAyYeHus nHdopmaunm o6 oxmaaHnsax notTpebutenein n BocnpuHumae-
MOIi LLeHHOCTW NocTaBAAeMOi NpoayKLuK.

- ponb Apyrux CTOPOH (Hanpumep, nocTaBsLuka TpeTbel CTOPOHbLI MW NapTHepa, uau Toro U Apyroro), KoTopble Mo-
ryT okasblBaTb BAWAHWE HA YA0BNETBOPEHHOCTb NOTpeGuTeneii.

- HaMepeHVsa noTpebuTenei No NCNOMNb30BAHMIO MW 3KCNyaTauum NPoAYKLNN.

OpraHn3auusi 06s13aHa NOHATb OXUgaHus noTpebuTeneii n TpaHchopMmpoBaTh UX B TpeGoBaHUSA.

B.4 OxupaHus v yAOBNETBOPEHHOCTb NoTpebuteneii

Y[0BNeTBOPEHHOCTb NOTpebuTe el CoCTONT U3 CneAytoLnx ABYX KOMNOHEHTOB:

a) yAOBNEeTBOPEHHOCTb KOHKPETHbIMU 3/1IEMEHTaMW UK acnekTamy noctaBisemMoi NpoAyKuuN;

b) y[LOBNETBOPEHHOCTb NOTPEBUTENEN B LLESIOM, KOTOpasi He ABNSAETCS CYMMOW (MM CPefHUM) OTAENbHbIX 3/IEMEH-
TOB 1 MO3TOMY [0/DKHA OLEeHUBaTbCA OTAEe/bHO.

MoTpebutenn nHoraa yToUYHAIT HEKOTOPbIe 3/IEMEHTbI NPOAYKLUUN, KOTOPble HENOCPEeACTBEHHO BNUAIOT Ha yA0B-

NeTBOPEeHHOCTb. OHaKO Ha YyA0BNETBOPEHHOCTb BAUAIOT U [pYrne XxapakTepucTuku, B3anMoCBA3b KOTOPLIX NOoKa3aHa Ha
pucyHke B.1.

MpnmeyvaHne — PucyHok B.1 ocHoBaH Ha moaenu KaHo.

Mogenb, npeacTaBneHHas Ha pucyHke B.1l. cBsi3biBaeT CTeNeHb y0BMETBOPEHHOCTU C Y40BNETBOPEHNEM OXMAA-
HUIA. UTO BeAeT K BO3HUKHOBEHWIO PA3/IMYHbLIX KATErOpUii 3HAYMMbIX XapakTePUCTUK, NPUBEAEHHBIX HUKE.

12



FOCT P 54732—2011/ISO/TS 10004:2010

YAMNIBTOPOH!
YCT«HO TpeboBaHus:
. XSipUTapmarmB!, Karopbi» HBPSMYO
CKpbITble 1BIOAHOCTM: W BV H C3aM WL UMTOCW A -
XapLcnaorim, atbsM MOKHY, o (nom) B U9ndom,Hcpbl Oiinbivg JonkMmums,
HPNPCHra)rgeTrvi ws HepesnB O T» nu nysnm
Ha peann3oBaHbl PeannsosaHbl

MoppuynkBMMueTpkboakmuE
N1 1AM 1 M»XIpLCcTapLUXTMn. VIX pMaasaumnsa
BCEron g b NCMUrMr MAasaCrreHin*ainTeC-

pOHHacra, HOHO B i — OrJacs/AraopaHHOCTL.
Oroyronw UX pMASULM FPHMMCT KKpe*nii
CTMWHbI HBYAOIBTMP»HNOCTbI

HeynoBneTBopeHs!

PucyHok B.1 — B3auMOCBA3b MeXAy pasMyHbIMU XapakTepuctTukamu
W yAOB/IETBOPEHHOCTLIO NOTpebuTenein

XapakTepucTukn UHG PACTPYKTYpbl — 3TO XapakTepUCTUKM NPOAYKLMU, KOTOPbIE HE BAMSIIOT HAa YAOBIETBOPEH-
HOCTb noTpe6uTeneii, HO HeO6X0AUMbI ANsi PYHKLMOHNPOBAHUA NPEeANPUATUS WKW IKCMTyaTaummn NpoAyKLnN.

Mpumep — Tapenka, Ha KOTOpPOi NogaeTcs nuuua: paéoune Topmosa aBToOMOGUNSA.

MogpasymeBaemoe Tpe6oBaHWe — 3TO XapakTEPUCTUKA NPOAYKLMK, OXULaemasn noTpeduTenem. Hanmune faH-
HOI XapakTepuCTWKM BCErO /ML NPEefOTBPaLLaeT Hey0B/IeTBOPEHHOCTb. Kak NpaBuio, OHa He UMEEeT YETKOro Bblpaxe-
HUSI. HO UrpaeT BaXHYI POJib.

Mpumep — Muyua nogaeTcsa ropsyeii; B HOBbIX aBTOMOGUIAX UMeeTCAa aHTUGN0KMPOBOYHAs cucTema
TOPMOXEHUS.

YcTaHOBNEHHble Tpe6GoBaHUs NpeacTaBAsOT COG0M XapakTepUCTUKM NPOAYKLUM, KOTOpble HEenocpencTBEHHO
BANSAOT Ha YAOBNETBOPEHHOCTb WAW HEYAOB/NETBOPEHHOCTb MOTpeGuTenell, T. e. YeM MOSIHEE OHW peanusylTcs, TeM
Bbillle CTEMEeHb YAOBNETBOPEHHOCTN NOTpe6uTeneit. MoTpebuTenn ABHO CTPEMSTCS K NOSTYYEHNIO TakuxX XapakTepucTuk u
npugatT UM GOJbLIOE 3HAYEHME.

Mpumep — Mpy30N0ABEMHOCT b NACCAXMPCKOTO aBTOMOGUSA, pacxos TONAMBa, pasMep NuLLbl.

CKpbITble BO3MOXHOCTU NPEACTABNAT CO60 XapakTepUCTUKM NPOAYKLMN, KOTOPbIE NOTEHLMANbHO YpE3BbIYaii-
HO BaXKHbl A4N1s1 NOTpe6uTenell, HoO KOTOpble B HACTOsILLEE BPEMS He CCDOPMY/IMPOBaHbI U HE NPesyCMOTPEHbI. OHU Npes-
naratoT 6yaywine BO3MOXHOCTW NS PasBUTUS UM KOHKYPEHTHble NpeumyuiecTBa. ECnu Takue BO3MOXHOCTU He GyayT
peasnim3oBaHbl, 3TO He BbI30BET HEY/0B/ETBOPEHHOCTH, NOCKO/bKY OHU HEe OXMUAANNCH UK He Npesnonaraauch, 04HaKo ux
peanusaulns MOXET oKasaTb BECbMA MOJIOXNTE/IbHOE B/IMSIHUE HA YAOBNETBOPEHHOCTh. MMpW 3TOM BaXHO MMeTb B BUAY,
UTO TaKne XapakTepucTUKV NOABEePKeHbl W3MEHEHUSIM U MOTyT BbICTPO NMPeBPaTUTLCS B «NpeanosnaraemMbie» (akTopb.

Mpumep — Mogaya BAaXHbIX NONOTEHEL NOCETUTENSAM B peCTOopaHe; yc/lyru no 06HOBIEHMIO Nporpam-
MHOro o6ecnevyeHus; ONONHUT eNbHOe 06yyeHne obpaleHuno ¢ NpoAyKT OM.

PaccmaTtpuBaeMmble Bbille xapakTepuUCTUKN JOKHbI PEryNsipHO KOHTPOIMPOBATLCA, NOCKO/IbKY 0XWUAAHUA NOTpeoun-
Teneli HenpepbiBHO MeHATCA. Hanpumep, KOHAWLMOHMPOBaHKE BO34yxa B aBTOMOOUAAX SBNANOCH CTUMY/TUPYIOLLNM
chakTopom, Korga oHo 6bi/10 BNepBble BHEAPEHO, HO celiiyac cunTaeTcs cTaHAapTHbBIM CBOMCTBOM, T. €. Tenepb 370 noApa-
3ymeBaemoe TpeboBaHue.

OpraHu3aunsa fo/KHa YUnUTbIBaTb 3TU XapakTepucTuky npu paspaboTke npoaykuun. Boixogsa 3a npegenbl chopmy-
NMPOBaHHbIX NOTPebuTenem oXugaHwi, opraHnsauns MoXeT NOBbICUTb YPOBEHb Y/[0BNETBOPEHHOCTU NoTpebuTenei.

BblllenpuBeeHHble KaTeropum Crnoco6Hbl MOMOYb OpraHusauuv B ONpefesieHun o4epesHOCTU NOTeHUUanbHbIX
Mep M0 YNy4lleHWo, KOTOpble MOTyT IBUTbCS Pe3y/bTaTOM aHanu3a JaHHblX, No/yYeHHbIX OT NoTpebuTeneil, kKak ykasaHo
B npunoxeHun O (cm. 0.4.3).
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Mpunoxexne C
(pekomeHgyemoe)

HenocpeAcTBeHHOE U3MEPEHME Y/A0BETBOPEHHOCTN NoTpe6uTenei

C.1 O6wwne nonoxeHnsa

B HacToAweM npunoxeHun cogepxarcs [ONOHMTENbHaA WHMOPMauMa W peKoMeHAaunn OTHOCUTEsbHO feid-
CTBWIA. CBSA3AaHHbIX C HENOCPECTBEHHbIM U3MEpeHeM yA0BeTBOPEHHOCTN noTpebuteneii B cootseTcTBumM ¢ 7.3.3.

C.2 MeToabl o6cnefoBaHns yA0BNEeTBOPEHHOCTN noTpebuTtenei

C.2.1 O6uwme NonoxeHns

MeTogbl o6cnefoBaHns, UCMNONb3yeMble AN U3MEPEeHUs Y0B/eTBOPEHHOCTU NoTpebuTeneli, MoXHoO nogpasge-
NNTb Ha KayecTBEHHble 1 KONMYecTBeHHble. OpraHnsayus fo/kHa BblbnpaTb MeTofbl 06cnefoBaHNs, KOTOpble COOTBET-
CTBYIOT MOCTAB/IEHHbIM LENIAM W TUMY JaHHbIX, Nognexalymux copy.

C.2.2 KayecTBeHHble 06cnefoBaHus

C.2.2.1 O6wue NonoxeHns

OCHOBHbIMWU MeTofamu, UCNOMb3yeMbIMW AN MPOBEAEHNSA KauyeCTBEHHbIX 06Cnef0BaHuNi, ABNATCA rNyO6UHHbIE
VNHTEPBbIO U ANCKYCCUOHHbIE TPYNMbI.

C.2.2.2 Tny6UHHbIE NHTEPBLIO

[Ny6VHHbIE MHTEPBbLIO MOMOTalT MOYYNTb 60/bLIOE KONMMYECTBO MHDOPMAL MK O dhakTopax, BAMSAIOLWUX Ha yA0B-
NeTBOPEHHOCTb. U UX OTHOCUTE/IbHOM 3HAYMMOCTK, @ Takke NMoMOoratoT fyylle MOHATbL 0OXUAAHUA U BOCNPUATUS NoTpebuTe-
nei. OHX MOTYT MPOBOANTLCS MPU JIMYHOM KOHTaKTe Uau no TenedoHy.

JI4HblEe MHTEPBbLIO MO3BOJAIT Nyylle NOHATH OXUAaHWA noTpe6uTenei. Vix NPoAoIKUTENBHOCTL MOXET CoCTaB-
NATb 0T 45 [0 60 MWH UK 6onbLie. Takoe MHTEPBbLIO MOXET BbiTb YACTUYHO CTPYKTYPUPOBAHO, T. €. MOCTPOEHO Ha KOHCMekK-
Te. MoMoratwLLeM BblAe/IMTb HEKOTOPbIE OCHOBHbIE TEMbl. BaXKHO faTb BO3MOXHOCTb PECNOHAEHTY 0TBeYaTb CBO6GOAHO 1
[lOCNOBHO 3anucbiBaTb OTBEThI.

WHTepBblo No TeneoHy CBsi3aHbl C MEeHbLIMMMU 3aTpaTaMu 1 NOMoratT 6bicTpee NoMyyYnUTb pe3ynbTaThbl.

C.2.2.3 [INCKYCCUOHHbIE Tpynnbl

[IMCKyCCUOHHbIE TPYNMbl, Kak NPaBuI0, COCTOSAT U3 NATU—/AECATN y4aCcTHUKOB. OHM AaloT MeHblue WHpopMaumm Ha
MHAMBUAYaNIbHOM YPOBHE, OfHAKO akTMBHOE 06CYyXAeHne 1 06MeH MHEeHWAMMW B rpynne nomoraT BbiBUTbL obliee MHe-
H/e 1 BOCMPUATNE OTHOCUTE/IbHO CUJIbHbIX M cNabbix CTOPOH MPOAYKUMW OpraHu3aunm, a Takke OTHOCUTENIbHYI0 3Hauu-
MOCTb (DAKTOPOB, CMNOCOOGCTBYIOLNX YAOBAETBOPEHHOCTW. [MNCKYCCUOHHbIe [PyNMbl 3a4acTylo SABAATCA 6GoraTbiM
MCTOYHMKOM MHpopMaLun 1 naei no ynyyweHunio.

[lBa BbILEYNOMSAHYTbIX NOAX0Aa MOryT 6biTb COBMeLLeHbl. Hanpumep, pe3ynbTatbl FY6UHHbIX WUHTEPBLIO MOTYT
6bITb PACCMOTPEHbI & pamMmKax AUCKYCCUOHHBIX rpynn. KONn4ecTBo VHTEPBbIO WM FPynn 3aBUCUT OT KOHKPETHOW Lenun nc-
cnefloBaHWsA 1 OT CTENEHU OJHOPOAHOCTW NoTpe6uTenei.

C.2.3 KonnuecTBeHHble 0bcrnegoBaHns

OCHOBHbIMW CNOCO6aMMN NONYYEHUA [aHHbIX HA OCHOBE KOMMYEeCTBEHHbIX 06CNefA0BaHNli ABNAIOTCA:

- INYHbIE UHTEPBbLIO UM UHTEPBbLIO NO TenedoHy:

- CaMOCTOSITE/IbHO 3aMO0/IHAEMble aHKeTbl, KOTOPble MOryT ObiTb HaMpaB/ieHbl MO MOYTe WAU NPUNOXKEHbI K MPOAYK-
UMW, AW NOSTyYeHbl B OHNANHOBOM pexume (depes VHTepHeT).

JIN4HblE NHTEPBbLIO MEHee NOoNyNAPHbI U3-3a CBA3AHHbIX C HUMU 3aTpaT U TPYAHOCTY OpraHn3auunm BCTpey ¢ Npous-
BO/ACTBEHHbIMW NOTpebuTensaMn. Hanbonee 4acTo UCMOMb3yeMbIMU MeTOAaMUN ABASIOTCA ONPOChI N0 TenedoHy 1 camo-
CTOATE/NIbHO 3amnosiHsieMble aHKeTbl, MpUCblaemble Mo noyTe.

C.2.4 CpaBHeHVe MeTo[0B UccnefoBaHus

B tabnuye C.1 0606LeHbl NpenMyLecTBa 1 OrpaHnYeHns pasinyHbiX MeTOA0B UCC/Ief0BaHus.

Ta6nuuya C.1— CpaBHeHWe METOAOB UCC/E0BaHNSA

MeTog MpenmyLectsa OrpaHnyeHns
JInyHblE NHTEPBLIO - KOHTaKT 1 n4Hoe BHMMaHue -TpebyeT 6onblie BpemeHu, 6onee mea-
- Bo3amMOXHOCTb 3afatb 60n1ee CrnoXHbie N NIeHHbIV npouecc
LefieHanpas/ieHHble BOMPOCHI - Bonee goporocTosAwwmii npouecc, ocobeH-
- FM6KOCTb B MPOBEAEHUN UHTEPBLIO HO ecnu cobecegHukn reorpadunyeckn pas-
- besoTnararenbHoe noslyyeHne WHop- 06LLEHbI
mauum - PUCK BO3MOXHOr0O UCKaxeHusi hakToB co

- BO3MOXHOCTb npoBEPUTb Mchopmaquo CTOpPOHLI onpawmneBarwuiero
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OkoH4YaHue Tabnuubl C.1
MeTop,

MHTepBblo No TenedoHy

[VCKYCCUOHHbIE TPynMbl

KoppecnoHge HTckoe
obcnepoBaHune

O6cnepoBaHne B OHMAHO-
BOM pexume (Yepes VHTep-
HeT)
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MpeumyLLecTea

- MeHee J0pOroCTOSILLUIA, HEXENN JINYHbIE
6eceqpbl

- FmékocTb

- BO3MOXHOCTb NPOBEPUTL MHhOPMAaL M0
- BbicTpoTa npoBegeHus

- besoTnaratencHoe nony4veHve WHdop-
Mauuu

- MeHblune 3aTpathbl N0 CPaBHEHWIO C MUY-
MbIMU NHTEPBbLIO

- YacTUYHO CTPYKTypUpOBaHHbIE BOMPOChI
-CnoHTaHHble 0TBEeTbl, Bbi3blBaeMble KO-
JIEKTUBHBIM NOAXOAOM

- Huskve 3atpartsl

- BoamoxeH oxBaT reorpaduuecku ypga-
NIEeHHOI Tpynnbl PecnoHAeHToB

- OTCYTCTBYET WUCKaxXeHWe hakToB cO CTO-
POHbI OMpaLINBAKLLETO

- BbICOKMIA ypOBEHb YHUDMKaLMM

- OTHOCMTe NbHAas NpocToTa NpoBeAeHNs

- Huskne 3atpartbl

- 3apaHee NoAroToB/E€HHbIE BOMPOChI
-OTCcyTCTBYeT uckaxeHue hakTtoB CO CTO-
POHbI OMpallvBaioLLero

- BbiCOKUIA ypoBeHb yHUdMKaLuun/conocta-
BMMOCTU

- BbicTpas peanusauus

- MpocToTa oueHnBaHus

OrpaHunyeHns

- Henb3sa chukcmpoBath HeBepbanbHble OT-
BETbl (HET BU3yasIbHOTO KOHTaKTa)

- Puck wnckaxeHusi aktoB €O CTOPOHbI
onpalvBarnLero

- NHdbopmanus orpaHnyeHa OTHOCUTENb-
HO  HenpoAo/XUTENbHOCTbIO  Gecedbl
(20—25 muH)

- HexxenaHne notpe6uteneil yyactsoBaTb
B UHTEPBbIO

-TpebyloTCcA OMbITHLIA KOOPANHATOP U CO-
oTBeTCTBYylOLLee 060py0oBaHNe

- PesynbTat 3aBWCMT OT  3HAKOMCTBA
YYaCTHUKOB C AAaHHOW MeToAMKOi

- Bo3HMKaloT TpygHOCTU, ecnn noTpebuTe-
nn pasbpocaHbl NO 60/bLIOIA TeppuTopumn

- MpoueHT OTBETUBLLUMX MOXET okasaTbCs
He3HauuTebHbIM

- CamoCTOoATeNbHbI BbIGOp pecrnoHAeH-
TOB MOXET MPUBECTU K MOJYYEHUID MCKa-
XXEHHOW BbIOOPKM, KOTOpas He oTpaxaeT
nccneyemyro COBOKyMnHOCTb

- BO3MOXHbI TPYAHOCTW C MOHUMaHNEM He-
4eTKo cCPOPMYMPOBaHHbIX BONPOCOB

- OTCYyTCTBME KOHTPO/IA NOBEAEHUs Npy 3a-
NOMIHEHNN aHKeT

- TpebyeTcsa 6onblie BpeMeHu ansa cbopa
[aHHbIX

- HW3KMil NPOLLEHT OTBETUBLLUX

- OTcyTCTBUE KOHTPO/SA NOBEAEHNs NPy 3a-
NOSIHEHNU aHKeT

- 3aJEepXKU C MONYYEHNEM AaHHbIX

- Boicokasi BEPOSAITHOCTb MPEpbIBAHUS aH-
KETUPOBaHWS B C/lyyae HeuyeTKo Chopmy-
IMPOBaHHbIX BONPOCOB

- NpegnonaraeT Hanuume y notpeéutenei
060pyf0BaHNs U UX 3HAKOMCTBO C METOAM-
KO

MpenmylecTBa 1 orpaHnyeHns, NnpuBefeHHble B Tabnuue, npegnonaratoT, 4To c60p AaHHbIX OCyLecTBAAeTCS ca-
MOV opraHusauueii. B cnyyae nepenopyyeHust faHHON [eATebHOCTU HEKOTOPbIe 3aMeyvaHns MOryT okas3aTbCs Henpume-
HUMBIMMW.

Ecnu gona oTeeTuBWNX Npy 06C/1ef0BaHUN OKaXeTCs HU3KOM, OpraHmM3auns Ao/HKHa pacCMOTpeTb Apyrie cnocoobbl
nosy4yeHuss nan NoaTBEPXAEeHNA NHopmaLun.

C.3 O6bem BbIGOPKM M MeTOA BbIGOPOYHOTO KOHTpPONS

C.3.1 O6beMm BbI6GOpKHU

O6bem Bbl60pKVI A0/KEeH onpefenAaTbCa CTaTuCTU4eCckn ana obecneyeHus KOHKPEeTHOro ypoBHA AOCTOBEPHOCTU pe-
3ynbTatoB ¢ A4ONYyCTUMbIM NpeaesioMm norpewHocTun.

Mpumep — Ecnu opraHusauusa He nmeeT NpejBapuTenbHOW MHOPMALUK U KenaeT OUEeHUTb NPoLeHT
noTpebuTeneil, KoTopble 0A06PAIDT KaKyl-N11M60 xapakTepucT UKy NpoayKuuu Nnpn 4OBepu T eNbHOM YPOBHE
90% u fonycTUMOIi norpewHocTn 2%, To Tpebyemblii 06beEM BbI6OPKM GyaeT cocTaBnsTb 1.702 (npu ycno-
BUW. 4TO COBOKYNHOCTb B6yaeT no kpaiHeli mepe B NS Thb pa3 60/blue).

CTaTUCTUYECKN pacCUnTbiBaeMblli 06bEM BbIGOPKM MOXET ObiTh 60/bLUE 06beMA, KOTOPbIV OpraHU3aLusi B COCTOSIHUN
obecneunTb. Ha npakTvke ycTaHaBMBaeMblii 06bem BbIGOPKYM, kak NpaBuio, NnpeacTasnseT coboii KOMNPOMUCC Mexay 3a-
AaHHO TOYHOCTLIO U JOBEPUTENbHBIM YPOBHEM ¥ CTOMMOCTbLIO WAW TPYAHOCTbIO NPOBEAEHNS BbIGOPOYHOTO KOHTPOSS.

B cnyyae kayecTBeHHbIX 06CnefoBaHNii 06beM BbIGOPKK ByAeT, kak Npasnsio, He6oNbLWNM N OCHOBAHHbLIM Ha feso-
BOI1 OLleHKe.
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Ecnu uncno notpebuteneii 0THOCUTENBLHO Masio, Kak B C/lydae MeXKop/IopaTUBHbLIX OTHOLLEHWIA, TO MOXET 06cneso-
BaTbCsl BCA COBOKYMHOCTb. B Takux criyyasix MOryT BbIGUPATbCS MO HECKOJIbKY Y€/I0BEK OT KaX/AO0 opraHusauum.

C.3.2 MeToj BbIGOPOYHOTO KOHTPONSA

OpraHusaumm Takke TpebyeTcs onpeaenuTb, Kak 4O/HKHA NPOM3BOANTLCS BbIGOPKa, YTOGLI 06eCneunTb penpeseH-
TaATUBHOCTb MOJTYYEHHbIX PE3Y/bTATOB AN [aHHON COBOKYNHOCTU NOTpe6uTenei.

OfVH 13 NoAX0A0B COCTOWUT B 0OTGOpe moTpebuTesnein No NPUHLKUMY «CAy4yaiHoi BblGOPKU», T. €. paBHas BepoAT-
HOCTb BblGOpa TOTO W/N MHOTO NOTPEBUTENS U3 COBOKYMHOCTW. TaKo NOAXOA MOXET UCMO/b30BaTLCS MPU OTHOCUTENTBHO
O/IHOPO/HOI COBOKYMHOCTU W/IN MPU OTCYTCTBAU UAWN HANIMUMN OFPaHNYEHHON MHdopMaLmn o coctaBe COBOKYMHOCTH.

[pyroii nogxos coCTOUT B UCMO/Ib30BAHNUN «MOCNONHON BbIGOPKN*, KOrAa noTpebuTenein 06befMHSIOT NO pasnny-
HbIM KaTeropusim (U1 «CNosiM») B COOTBETCTBUM C ONpPeAeNeHHbIMU KPUTEPUAMU, HanpUMep MecTOMOIOXEHUe, 3HaHue
UMW yCNoBWs UCNO/b30BaHUS NPOAYKLMMN, OTHOLLEHWeE (TepnrMoe Un HeloBO/IbHOE), Mo1/BO3pacT notpe6uteneit n ux no-
TeHUnanbHas LEeHHOCTb A opraHusauuu. 3aTtem U3 KaxAoro ciosi COBOKYNHOCTY 6epyT NponopLMOHanbHY0 BblGOPKY
LANSA NoNyYeHUss MHPOPMALMK O KaXA0M Coe.

C.4 Pa3paboTka aHKeTbl A1 U3YUYEHUS Yy 0BETBOPEHHOCTY NoTpebuTenei

C.4.1 OnpepeneHne BONpocos

C.4.1.1 O6wue NoNoXeHns

MocTpoeHune n copepxaHne BONPOCOB 3aBUCAT OT YCIOBUI U LieNn B K&XAO0M KOHKPETHOM C/ly4yas, OAHAaKO, Kak npa-
BWJI0. NPVMEHNMbI HUXE NMPUBEAEHHbIe 3Tarnbl U pekoMeHjauunu.

C.4.1.2 OnpepeneHue Tpebyemoii MHopmaLumn

OpraHn3auus Ao/mKHa CTPEMUTLCS K TOMY, YTOBbI CKOMas MHhopmaumsi MOSIHOCTbIO OXBaTblBasia ace KOMMOHEeHTbI
n3yyaemoi npobiembl. MOMUMO TPAAULMOHHBIX XapakTePUCTUK KaYeCcTBa, NOCTaBKN U LieHbl MOTYT CyLL,ecTBOBaTb Apyrue
XapakTepucTUKN, BaxHble NS noTpebuTeneil, Hanpumep o6MeH MHopMauveid nnn nosefeHne opraHnsayuun, Uan nosu-
LMs opraHv3auuy no Bonpocam o6LwecTBEHHON 3HaYMMOCTU. [lo/KHbI Takke NPUHUMAaTLCS BO BHUMaHWe gemorpaduyec-
Kne nokasaTenu v Apyrme cooTBETCTBYIOLLME XapakTepuUCTUKK LieneBoi rpynnbl.

C.4.1.3 Bbi6op meToga c6opa nHopmauum

MeTog, BblGupaemblil opraHusaumeii ans céopa nHhopmaLum, 3aBMCUT OT CNOCO60B YCTaHOB/IEHNA KOHTaKTa C Le-
NeBoVi rpynnoii 1 ot Tuna Tpebyemoit nHdopmauun. B cBolo ouepefb, MeToA onpegenseT NopsaAoK NoNyvYeHns Heobxoan-
MO MHopMaLuu.

C.4.1.4 OnpepeneHne cofepXaHna oTAe/bHbIX BONPOCOB

OpraHusaumsa gomkHa popMyMpoBaTb OT[e/lbHble BONPOChI TakMM 06pa3oM, 4To6bl 06ecneynTb Ux NpaBusibHOE
NoHMMaHne pecrnoHAeHTamu 1 NonyunTb Tpebyemyio nHdopmaumio.

Takxe peKoMeHAyeTCa NCNo/b30BaTh 3aMeyYaHns U NpeanoxeHnsa noTpebuTenei npu opMyMpoBaHMn BONpocos,
4YTo6bI N36exXaTb ABYCMbIC/IEHHbIX UM MyTaHbIX OTBETOB NoTpebutenei.

C.4.1.5 OueHnBaHne pecnoHAEHTOB

Mpu pa3paboTke MeTOAVKM onpoca cegyeT NPUHUMATb BO BHUMaHWE, HACKO/IbKO XOPOLLO PeCrnoHAEHT yMeeT Bbl-
paxaTb CBOW MbIC/IM, HACKOJ/IbKO XOPOLLO OH UH(hOPMUPOBAH MM HACKO/IbKO XOPOLLO OH 3HaKOM C npoAykunei. OpraHusa-
uMsa [O/DKHA MUHUMWU3NPOBATL ycunus, Tpebyemble OT pecnoHfeHTa, u obecneuynsaTb NPUEMIEMOCTb U NETMTUMHOCTb
nomcka nHgopmaumm.

C.4.1.6 Bbi6bop hOopMy/IMPOBKM BONPOCOB

OpraHusaunsa fosmkHa:

- 4eTKO onpeAennTb NPo6aemy: KT0. YTO. KOraa, rge. noYyemy u Kak,

- MONb30BaTbCA NPOCTbIM A3bIKOM, T. €. UCMO/b30BaThb C/I0BA, OTBEYalLwme CI0BapHOMY 3anacy pecrnoHAeHTOB:

- n36eratb ABYCMbIC/IEHHbIX TEPMUHOB (Hanpumep, «3anu304NYECKNii» NN «NpoheccroHanbHbIn»):

- nzberatb MCNONb30BaHNA DOPMY/IMPOBOK, KOTOPble MOTYT AaTb MOACKA3Ky PECMOHAEHTY UM OKasaTb AaBleHune
Ha pecrnoHfjeHTa.

C.4.2 Pa3paboTka aHKeTbl

C.4.21 O6wue NoNoXeHUs

AHKeTa A0/XKHA HauYMHATLCA C YETKMX UHCTPYKLUIA MO MCNONb30BaHWI0. B ciyyae HE06X0ANMOCTMN B HE AO/KHbI CO-
JepxXxaTbCa peKoMeHAaunn OTHOCUTESIbHO TOro, Kak NOAXOANTb K KOJIMYECTBEHHbIM U (M/1M) KAYECTBEHHbLIM BONpoOcaM.

Mpu pa3paboTke aHKeTbl caegyoLine nNpeaioxeHnsa MoryT noMoyb nNpu cb6ope Tpebyemoii nHdopmaumn.

C.4.2.2 Bbl60Op CTPYKTYypbl BONPOCOB

OpraHu3auus fo/xHa No BO3MOXHOCTW pacrnonaraTe BOMPOChbI B /IOrMYECKOl NocnefoBaTeslbHOCTU W UCMOMb30-
BaTb 60/1ee 0[HOro BONpPOCa, YTo6bl 061erunThb 3aj4a4y pecnoHAeHTa B TOM Ciyyae, eC/n CyLecTByeT HECKO/IbKO BapuaH-
TOB OTBETA.

Bonpocbl fo/MmKHbI 3afaBaTbCA HauMHas ¢ 06 KX 1 nepexoas kK 60/ee KOHKPETHbIM. AHaNOTMYHBIM 06pa3om B nep-
BYI0 oyepejb crefyeT nonyyuntb 6a3oByl0 MHoOpMaLmio, a 3ateM 3afaBaTb OTHOCUTE/IbHO TPYAHbIe, [e/IKaTHble Un
C/I0XHble BOMPOCHI.

C.4.2.3 Onpepenexne popmbl 1 06LWEro BUAA aHKeTbl

AHKeTa He [o/KHa NpefcTaBNAaATL TPYAHOCTU A1 PECMNOHAEHTOB, HaNnpMMep, oHa [Jo/hKHa cofepXaTb PacnosioXeH-
Hble B /IOTMYECKOM MOopsifike W NPOHyMepOBaHHble BOMPOCbI B KaXAOM pasfefie W yeTkue yKasaHus UM MHCTPYKLUW.
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O6Lnii BUA aHKeTbl Takxe JO/MKEH 06/1eryatb aHann3 co6paHHbIX 4aHHbIX, HANPUMEpP MOTYT UCNO/b30BaTLCA rpadbl AN
OTBETOB.

C.4.2.4 Onpegenexue wWwkanbl 6anfibHbIX OLEHOK

Bbl6Op WKasibl 6a//IbHbIX OLLEHOK 3aBUCUT OT TUNa HEO6XOAUMOI MH(OPMALMK 1 AO/DKEH BbiTb YETKO ONpPeaeseH.
Mpy oLeHUBAHUM NO3ULMM YACTO UCMONb3YeTes 5-6an/bHas LWKana Ans MHOXECTBa Pas/inuHbIX KaTeropui.

Mpumep 1— AlloNHOCT IO cornaceH». aACornaceH», sPaBHoAyLWeH», «He cornaceH», sKaTeropmyeckun He
cornaceH».

B Tex cnyyasx, koraa TpebyeTcsi 6onblias AnddepeHumnanms, MoxeT UCNONb30BaTLCS Gosee yKpynHeHHas (Hanpu-
mep. 10-6annbHasn) wkana.

Ecnun Tpe6yeTcs 3aCTaBUTb PECNOHAEHTA 3aHATb ONpeAesieHHyI0 NO3NLMIo 1 n3bexaTb HeTpanbHbIX OTBETOB, LUKa-
na MOXeT 6biTb MOCTPOEHa Ha YEeTHOM KonmyecTBe 6annos (Hanpumep. 4 unu 6).

Mpumep 2 — «Becbma y0BNeTBOPEH», «Y0BNeTBOPeH», «He yjoBneTBOpeH», AMONHOCTbLIO He y[0B-
neTBOPEH».

C.4.2.5 TMopaTBepxaeHne NyTem «npeBapuTesbHOro TeCTUPOBaHNA>»

«[pefBapuTenbHoe TecTpoBaHue» — 3T0 06CcnefoBaHne, NPOBOANMOE Ha HeBOMbLIONK, HO NpeAcTaBUTeNbHOM
COBOKYMHOCTW PECMNOHAEHTOB, /151 OLLEHKN CU/IbHBIX U CNabblX CTOPOH aHKeTbl. OTO HACTOATE/IbHO PeKOMeHayemas npak-
TUKa. HECMOTPSA Ha TO. YTO OHa MOXEeT OKa3aTbCA HeoCyLeCTBUMOWA, ecnn KONMYeCcTBO PeCnoHAEHTOB OrpaHNyeHo.

Mo mepe BO3MOXHOCTU [O/IKHbI TECTUPOBATHLCA BCE K/HOYEBbIE acrnekTbl aHKeTbl C UCMO/Ib30BAHNEM OfHUX U TEX Xe
MeToA0B (Hanpumep, NoYTbl UAu TenedoHa), kak u Nnpu peanbHOM o6cnefoBaHuKn. Takoe «npeaBapuTesibHoe TecTupoBa-
Hue* cnefyeTt NOBTOPATL NPY KaXKAOM CYLLECTBEHHOM NEepecMoTpe aHKeTbl.

PesynbTatbl «npefBapuTesisHOro TeCTUPOBAHUA» A0/KHbI 6bITb NPOAHAIM3NPOBaHbI A/ OLEHUBaHUA MeTOAMKU
obcneposaHus, ero o6bemMa 1 4eTKOCTH, a Takke peakLun pecnoHAeHTOB, U. eC/IM HE06X04MMO, B METOANKY NpoBeAeHNs
o6cnefoBaHNA fOMKHbI 6biTb BHECEHbI COOTBETCTBYOLLME NONpaBku. Hanpumep, ecnyn ycTaHOB/IEHO, YTO aHKeTa CAuL-
KOM A/IMHHAsA, ee MOXHO pa3fennTb Ha He6Oo bLuNe aHKeTbl, OTBETbI Ha BOMPOCH! KOTOPbIX MOTPEGYIOT MEHbLLE BPEMEHMU.
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Mpunoxexnne D
(pekomeHgyemoe)

AHanun3 AaHHbIX 06 y40BNETBOPEHHOCTU noTpebuTenei

0.1 O6uime nonoxeHus

B HacCTOALEM NMPUIOXKEHUN COAEPXKATCS [OMOHATENIbHASA UH(OPMALUA N PEKOMEHAAUMN OTHOCUTE/IbHO aHam3a
[aHHbIX 06 YA0BNETBOPEHHOCTU NoTpeGuTenei B COOTBETCTBUN C 7.4.

0.2 MopAroToBKa AaHHbIX A4NA aHannsa

0.2.1 TpoBepka fOCTOBEPHOCTU AaHHbIX

OpraHu3auymsa go/mkHa nposepaTb 4OCTOBEPHOCTb COBPaHHbIX AaHHbIX, HANpUMep, NyTem NPOBEPKM CAeayoLmnx ac-
NeKToB:

- norpewwHocTel nnn ownbok B faHHbIX, MOXET NOTPe6GoBaTLCS UX UCMpaB/IEHWe WM yCTpaHeHUe BO u3bexaHue
BBOAALWMX B 3a61yXeHNe BbIBOAOB;

- NOJIHOTbI AAHHBIX, BAXHO NPOBEPSTL NOMHOTY AaHHbIX, MOMyYEHHbIX OT NoTpe6buTenei, n NPUHUMAaTL pelleHne oT-
HOCUTeNbHO nopsfka 06paboTkn HEMOJHbIX OTBETOB.

-TOYHOCTW [AaHHbIX: MPU UCNO/Ib30BaHNN METOA0B BbIGOPOUYHOIO KOHTPONA PEKOMEeHAyeTCs NPoBepsiTb COBMECTU-
MOCTb 06beMa BbIGOPKM 1 METOANKN BbIGOPOYHOrO KOHTPOASA C AOBEPUTENbHBIM YPOBHEM W JONYCTUMbIM Mpegenom no-
rPELHOCTN. KOTOpble MOTyT OroBapmBaTbCs.

D.2.2 Knaccudukauma gaHHbiX

CobpaHHble AaHHble, rae 3TO NPUMEHMMO, AO/KHbI ObiTb NOAFOTOBAEHBI A1 aHann3a nyTeM:

- KOAUPOBAHUSA HEOKOHYaTe IbHbIX OTBETOB W pacnpefesieHns Ux nNo KaTeropusim.

- KOAUPOBaAHMA OTBETOB U pacnpefesieHns ux no rpynnam uan cermeHTam pecrnoHAeHTOB.

0.3 OnpegeneHve MeTOAMKWA aHanmsa

0.3.1 O6wue nonoxeHuns

OpraHn3auuns fo/mkHa BblbupaTb METOAWKY aHanv3a B 3aBWCUMMOCTM OT CO6MpaeMbIX AaHHbIX U NOCTaBIEHHOW
uenu. B UCO/TO 10017:2003 1 NCOAO 13425:2006 cogepxatcs pekomeHgaLmm no MCNo/Ib30BaHNI0 HEKOTOPbIX CTaTuC-
TUYECKNX METOL0B, NPUBEEHHbIX HUXE.

D.3.2 Mpamoii aHann3

Llens HacTosLLero aHaan3a cCocTonT B ONUCAHUN U OLLEHUBAHUW OTBETOB PECMOHAEHTOB Ha KOHKPETHbIE BOMPOChHI.
B ta6nuue D.1 npeAcTaBneHbl HEKOTOPbIE LIMPOKO UCMO/b3yeMble METOAbI aHannsa u ux Lenu.

Ta6nuua D.1 — MeToabl NpsiMOro aHanusa

MeTog, Lenb Mprmepb!

MeToA cpefHUX 3HAYEeHU OnpegenexHve cpefHero otseTa Mpu ncnonb3oBaHun 10-6an/1bHON LKanbI,
ecnun oTBeTbl nonyunnm 4. 5. 7.7 n 9 6an-

NoB. TO cpegHUM oTBeToM byaeT 6. 4

MeTog MeanaH YcTaHOBNEHWE CPeANHHOMO 0TBeTa Ec/in Bce 0TBETbI MEpPeYncieHbl No nopsg-
Ky HOMEPOB, MeJMaHoNi SBNSETCA CPenH-
HbIli OTBET. B BbILENPUBEAEHHOM NpUMeEpe

MeaunaHoi byaeT 7.

MpumeyaHne — [AnA 4YEeTHOrO KOMU-

yecTBa OTBETOB MeAnaHol 6yaeT cpegHee

3HayYeHne ABYX CPeAVHHbIX OTBETOB
MeTtoa pasmaxos

OnpegenexHne uWHTepBana Mexay Hau- BospacT yuyacTHUKOB 3acefaHusi Koneoé-

MeTof cpefHero ksagparu-
YeCKOro OTK/IOHEHUA

MeTog nepekpecTHOro cae-
AeHuns Tabnuy

18

MEHbLIUM ¥ HaNBObLLIMM 3HAYEHVUAMM

Onpegenexue
[aHHbIX

cTeneHu NU3MEH4YMBOCTHU

O6uiee pacnpegesfieHne 0TBETOB MO Kako-
My-160 ApyroMmy napameTpy, npepcTas-
nsouemMy nHtepec

netca ot 20 go 65 net

CyTouHble KoniebaHusi TeMnepaTypbl B nyc-
TbiHe Caxapa 6osblue, YeM B BapcenoHe

Y[O0BNETBOPEHHOCTL 78 % NOHAOHCKUX
pecrnoHAeHTOB B Lienom oueHunsaeTcs a 9
unu 10 6annoB no cpaBHeHuto ¢ 60 % na-
PUXCKUX PECNOHAEHTOB



OkoH4YaHue Tabnuubl D. 1
MeTop,

AHanus Mapeto

AHann3 TeHaeHuui

CratucTuyeckue KOHTPO/1b-
Hbl€ KapTbl

Kputepuii CTblogeHTa

[ucnepcuoHHbIi aHanus
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Lens

PacnpefeneHve [aHHbIX MO KaTeropusm

ANA yCTaHOBMIeHWS NepBOOYepeAHOCTU
npobnem
BbisiBneHne HanpasneHusa  (Hanpumep,

ynyuleHue, yxyaleHue)

MOHWTOPUHT MokasaTeneil AeAaTenbHOCTW
N BbISIBNEHWE CTATUCTUYECKM 3HAUMMbIX
(T. €. HecnyyaiHbIX) U3MeHeHwu

WccnepoBaHne [BYX He3aBUCUMBbIX rpynn
Ha npeAMeT CTaTUCTUYECKM 3HAUYMMbIX pas-
nnunin

WccnepoBanune Tpex unu 6onee HesaBuUcu-
MbIX TPynn Ha npeamMeT CTaTUCTUYECKM
3HAYMMBbIX pa3nnunii

0.3.3 KocBeHHbI1 aHanns
Llenbto HacTosILLErO aHaNN3a ABNSIETCS BbisiB/IeHUE (DAKTOPOB, OKa3blBaOLWMX 3HAUNTEIbHOE B/IMSIHUE HA YA0BET-
BOPEHHOCTb. U X 3aBUCUMOCTU Mexay coboii. B tabnuue 0.2 npeacTaBneHbl HEKOTOPbIE LLMPOKO NCMNOMb3yeMble MeToAb!

aHanunsa u ux uenu.

Ta6bnuuya
MeTog,

AHanu3 B3BELUEHHbIX [AaH-

HbIX

Koppensauusa

Perpeccus

D.2 — MeTofbl KOCBEHHOIO aHannsa

Lenb

OnpefeneHvne cpeiHEB3BELLIEHHOIO OTBe-
Ta

OnpegenexHne Toro, MOTyT M OTBEThbl Ha
OfivH BOMpoC 6blTb WMCNOMb30BaHbI A/1st
NPOrHO3MpPOBaHUsi OTBETa Ha ApYroii Bon-
poc. N U3MepeHue CTeneHu 3aBUCUMOCTW
mMexay napameTpamu

AHasIM3 3aBUCUMOCTM MEXAY ABYMS WU
6osiee napameTpamy U U3MepeHue BO3-
feicTBus ogHoro unu 6onee napameTpos
Ha KOHKPETHbI oTBET

D.4 MpoBegeHne aHanusa

D.4.1 O6uue NonoxXeHUs
PesynbTatbl aHanu3a fo/HkHbI cucTemMmaTnyeckn obpabartbiBaTbCs B COOTBETCTBUM C BbIGpaHHbIM METOA0M aHanmsa.

0.4.2 PaccnoeHue gaHHbIX

Mpumepsb!

C TOYKM 3peHust kayecTBa MPOAYKUMU 3a-
MeyYeHO. YTO B OCHOBE 6O0/bLUIMHCTBA NpO-
6nem (80 % )NexuT He3HauYnTeNbHOe KOu-
4eCTBO OCHOBHbIX NpMYKH (20 %)

KonnyecTBo npeTeH3nit exerofHo Bo3pac-
Taet Ha 5 %

YacToTa BO3HWKHOBEHWS HECOOTBETCTBUIA
B MapTusiX, NOCTaB/IeHHbIX B MocfeaHeM
KBapTase, 6bl11a Bbllle, YeM 0XMNAAN0CH

JNloHAOHCKME PECMOHAEHTBI  3HAUUTESIbHO
6onee y[0BNETBOPEHbl B LIE/IOM, YeM na-
PVXCKUE PECTIOHAEHTbI

CTeneHb yAOBNETBOPEHHOCTU  JIOHAOH-
CKMX. MApWXCKUX W GEPSIMHCKUX PECrOoH-
[EHTOB B Li€/IOM CYLLECTBEHHO OT/INYaeTcs
Apyr oT apyra

Mpymeps!

CpefHsa oueHKa YLOBMETBOPEHHOCTU B
LesioMm cocTasnsieT 7 6anfoB C y4eTom
pasHbIX TUNOB NOTPeGUTENEN N NX OTHOCK-
TeNbHOW 3HAUMMOCTU

Cpean  pas/IMyHbIX acnekToB MPOU3BO-
[CTBEHHOW cpefbl  YAOBNETBOPEHHOCTb
«YUCTOTOM» CUNTAETCs Hauyylum cpe-

[CTBOM MPOTHO3UPOBAHUSA Y 0B/IETBOPEH-
HOCTM a L,e/IoOM.T. €.peCNOHAEHTbI, YA0B-
NIETBOPEHHbIE  «YNUCTOTOM», MNPOSBASAIOT
TEHAEHUMI0 K YAOBMETBOPEHHOCTU B Le-
MOM. a PEecrnoHAeHTbl, HeyLoB/eTBOPEH-
Hbl€ «YMCTOTOMN», MPOSIBASIOT TEHAEHUMIO K
o6Leil Hey0BNeTBOPEHHOCTU

Mo Mepe CHUXEHUsI CTENeHu YAOB/ETBO-
PEHHOCTU «UUCTOTOM» CHUXAETCA CTENEeHb
YL,0BNIETBOPEHHOCTH B LiE/IOM

[lo npoBefeHUst aHanM3a faHHble MOryT 6bITb KnaccuurLMpoBaHbl No onpesesieHHbIM CMI0SIM UK KaTeropusm. 1o
nomoraeT BbISIBUTb NOIE3HYI0 MHhOpMaLMIO, TaKyH0 Kak pa3/sinyHblie CTeNeHu yA0BNeTBOPEHHOCTM NOTpebuTeneid, Hanpu-
Mep. NOCPEACTBOM aHann3a NoBTOPHbIX NOTPEBUTENEN B CPABHEHMM C Pa30BbIMY NOTPEOGUTENAMM, NOJIA NOKyNaTess, BO3-
pacta nokynatens, MeCTOHaxOXAeHWs MoTpebuTens WA MO XapakTepucTMkam npoAyKLUWU, TakuM Kak LeHa Wu
0Ccob6eHHOCTK.

19



FOCT P 54732—2011/ISO/TS 10004:2010

D.4.3 YcTaHOB/EHWE NpuopuTeToB

OpraHu3auyma MoXeT onpefenaTb 1 BblgeNATb XapakTepUCTUKN MPOAYKL MM, yyUlleHe KOTOPbIX Oka3biBaeT bonee
CyleCTBEHHOE BO3AeliCTBME Ha Y/,0BNE€TBOPEHHOCTb. [103TOMY HEO6XO4MMO 3HaTb CTENEHb 3HAYMMOCTH, KOTOPYIO NoTpe-
6uTeNnb NpuaaeT KOHKPETHbIM XapakTepucTukam, 1 BIMSHWE, KOTOPOe 3TN XapakTepUCTVKA OKa3biBalOT Ha YA40B/IETBOPEH-
HOCTb B LenioM (cm. B.4).

- XapakTepuctukam nHpacTpykTypbl noTpebuteny npuarT He6o/blOe 3HAYeHue; B Caydae WX yaydlleHus
OHW ByAyT OKa3blBaTb HE3HAUYNTE/IbHOE BANAHME HA Y[, 0B/ETBOPEHHOCTL B LiesIoM. OpraHn3anusi MOXeT paccCMOTpeTb BO3-
MOXHOCTb UCK/IIOUYEHNSA WU COKPALLEeHWs B/IOXKEHWUI B 3TU XapakTepucTUKU ANA CHWKEHWA 3aTpaT Wan npepioxeHus
60/blUEel LEHHOCTH NOTPEGUTESIO.

- NofgpasymeBaeMble Tpeb6OBaHUA KacaloTCsi XapakTepucTUK, KOTOpble BaxHbl A5 NoTpebuTenei, HO KOTopble
nocne AOCTUXEHWUS OnpefeneHHOro YpOBHSA OKa3blBAOT OTHOCUTE/IbHO HEe3HauuTeslbHOe B/USIHWE Ha YA0BETBOPEH-
HOCTb. Kak 1 B clyyae ¢ xapakTepuctukamu MHGpacTpyKTypbl, OpraHn3aLms MoXeT pacCMOTPeTb BO3MOXHOCTb COKpaLle-
HUSA UV UCKIOYEHUS BIOXEHWI a nogpasymeBaeMble TpeboBaHuA. OgHaKo nokasaTenun nogpasymeBaemMblx TpeboBaHuii
He A0/KHbI ONyCKaTbCA HUXE A0NYyCTUMOrO YPOBHS, NOCKOMbKY 3TO MOXET okasaTb HeratTuBHoOe B/MSIHME Ha Y[0BNeTBO-
PEHHOCTb B Le/I0M.

- YcTaHOB/IEHHble TpeboBaHNA NpefCcTaBNsAIOT COB0W XapakTepucTuku, BaxHble A5 NoTpebuTeneit n okasbiBato-
Lime cylecTBEHHOE BANAHVE Ha Y0BNETBOPEHHOCTb B Lies1oM. OHM TpebytoT 0c060ro BHMMaHMSA. YpoBeHb kayecTsa ycTa-
HOB/IEHHbIX TPe60oBaHWii fOMKEH NOAAEPXNBATLCA UM NOBbIWATHLCSA, €CN 3TO IKOHOMUYECKN Lien1ecoobpasHo.

- CKpbITble BO3MOXHOCTU — 3TO XapaKTepuUCTWKW, KOTOPble HE OCO3HAKTCA NOTPebUTensaMn UAM He cuuTalTCs
UMW BaXHbIMW Ha TekylleM 3Tane, Ho KoTopble 8 crlyyae ux NpaBU/IbHOrO UCNOMb30BAHUSE MOTYT 3HAYUTENIBHO MOBbLICUTL
cTeneHb Y0BNETBOPEHHOCTN B LiesioM. Takue xapakTepucTuku obecneynBatoT HanbobLylo BO3MOXHOCTb MOBbIIEHNS
Y/[,0B/IETBOPEHHOCTMN.

[ins onpefeneHns NpyopuTETHOCTU Mep MO YyYLIEeHNI0 MOXHO CTpynnupoBaTh pasinyHblie XapakTepUCcTUKM Mo Ye-
TbipeM 30HaM, Kak nokas3aHo Ha pucyHke D.1.

XapaKkTepucTuku B 30Hax 3 1 4 okasbiBaloT Hanbosbluee NOTeHLMabHOe BIMSIHUE Ha YA0BNETBOPEHHOCTh B Lie/I0M.
Takast MHthopMaLysa MOXeT NOMOYb OpraHu3aLm aonpegeneHn NPUopuMTEeTHOCTM Mep. BEAYLLUX K MOBbILLEHUIO YA0BNET-
BOPEHHOCTW noTpebuteneil.

Yy
Bmookas 4 3
Huiem 1 2

lknuw X

YcnoBHble 0603HaYeHUSA:
X — cTeneHb 3HA4YNUMOCTK;
Y — cTeneHb yA4,0BNETBOPEHHOCTHU

PucyHok D.1 — Knaccudumkauma xapakTepncTunk

0.5 lMoaTesepxaeHne pe3ynbTaTtoB aHannsa

OG6GOCHOBAHHOCTb BbIBOLOB, CAe/aHHbIX N0 pesynbTataM aHanusa YA0B/eTBOPEHHOCTU noTpe6uTeneil, MoxeT
6bITb NOATBEPXAEHA NyTEM NPOBEPKK (MOMMUMO MPOUNX) HUXKENEPEUNCTIEHHbIX aCMeKTOB.

a) CermMeHTauusa: Hanuuue 60/ILLIOTO KOSIMYECTBA BAPUAHTOB OTBETOB MOXET 06bACHATLCS HEMOCTOSIHCTBOM Ka-
uecTBa NocTaBfisieMoit NpoAykuun. OLHaKo ecnu Apyrue M3MepeHus yKasblBaloT Ha CTabUNbHOCTbL KadecTsa NpoAyKLvu,
M3MEHUYMBOCTb OTBETOB MOXET CBUAETENLCTBOBATL O HU3KOW CTENEHU CErMeHTauun noTpebutenei.

b) 3HAYMMOCTb XapaKkTepucTuK: OAHON M3 Lefeii aHanusa sBnsieTcs BbisB/IEHUE XapaKTepUCThK, KOTopble MOryT
OKasblBaTb CYyLLECTBEHHOE BAMSHWE HA YA0BNETBOPEHHOCTb NOTPEGUTENEN, a TaKkKe UX 3HAYMMOCTU, YTO NO3BOMIUT Opra-
HU3aLMM aKLeHTUPOBATb BHUMAHME Ha K/UYeBbiX XapakTepucTukax npy npuHSTAU Mep Mo COBepLUIEHCTBOBaHW0. Eciv
aHann3 nokasblBaeT, 4TO. MO BCeli BUAMMOCTU, He GbINN YUTeHbl XapakTepuUCTUKM, OKa3biBaloL e CyLeCTBEHHOEe BAMsiHUE
Ha y[0B/IETBOPEHHOCTL NOTPE6UTENEl, TO UX MOXHO GYAeT BbiSIBUTL C MOMOLLbIO COOTBETCTBYIOLWNX UCCefoBaHuii (Ha-
npuMep. B pamkax hoKyc-rpynn uau nytem nocTaHOBKV BOMPOCOB, A0NYCKaloLUX pa3Hble 0TBEThI). Bo3geiicTBre Takux xa-
PaKTepUCTMK Ha YLOBNETBOPEHHOCTb MOTPeGUTE/Neil LO/MKHO OLEHUBATLCS B XOAE C/EAYIOLWEro UMkna W3MEepeHui.
OTfenbHble XapakTepUCTUKX, BAUSIOWME HA YA0BNETBOPEHHOCTb B LIE/IOM, U UX OTHOCKUTE/IbHAsi 3HAYMMOCTb MOTYT Me-
HATLCS CO BPEMEHEM.
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c) MOCTOAHCTBO pe3ynbTaToB: TEHAEHUMWS, NpuUcyllas W3MEPEHWSM Y[0BNETBOPEHHOCTU noTpebuTenei, He
[l0/DKHA NPOTUBOPEUYUTb APYTMM NoKasaTesisiM, KOTOpble OTpaXaloT YAOBIEeTBOPEHHOCTb, HANPMMep MOBTOPHLIM MOKYNKam
Unn gone pbiHka. ECAM NO3UTUBHON TEHAEHUMN B YA0BNETBOPEHHOCTU NPOTUBOPEYUT HEFATUBHAA TEHAEHUMSA (Hanpumep,
B 06beme npoAax), To 3TO MOXET O6BACHATLCS HECKOMIbKUMU MPUYMHAMU, HanpumMep:

- MHeHUs o6cnefyemMblx N0Aei He pasaensitoT Te NIAW, KOTopble NPUHUMAIOT peLleHne o NoKyrkKe.

- pOCTYy YA0BIeTBOPEHHOCTY NoTpebuteneii cnoco6cTBOBas1a NPOAYKLNA KOHKYPEHTOB!

- pasHuUa B LieHax nepeBeLllnBaeT yyylleHns B APYrMX XapakTepucTukax.

0.6 OTyeT 06 aHanuse

D.6.1 O6uwme nonoxeHus

Momumo npeacTaBfieHns oTyeTa 06 yA0BNETBOPEHHOCTM NoTpe6uTeneil B LeSIOM U TeHAEHLUN ee pa3BuTus, opra-
HU3aumMa goskHa npeAcTaBuTb OTYET O COOTBETCTBYIOLMX XapakTepucTukax v npuunmHax, a Takke O COCTaBMAWMX 1
YCNOBUAX YAOBNETBOPEHHOCTU WU HEYA0BIETBOPEHHOCTH NOTpebuTeneii.

0.6.2 MNpepctaBneHne pesynbtaTos

OpraHusaumns Jo/mKHa NpeAcTaBnATb pe3ynbTaTbl aHA/IN30B C y4eToM NoTpebHOCTel uenesoit aygutopun. He pe-
KOMeHAyeTCca naeHTUNLMpoBaTb KOHKPETHbIX NoTpebuTeneii. Ecnn npegnonaraeTca nx ngeHtTudukaymsa, Heo6xoanmo
nony4nTb cornacue onpawimeaemMbix notpebuteneii. Kpome Toro, Takas ngeHTudmkauns Ao/HkHa COOTBETCTBOBATbL Aei-
CTBYIOLNM TpeboBaHWAM, pernameHTam 1 NoiuTuKe KOHMUAeHUNaNIbHOCTN opraHn3aLuni.

OdheKkTMBHLIM CNOCOOGOM NpeAcTaBNeHNA MHOpMaLUK ABNAIOTCA rpadnuyeckme n3obpaxeHus, 4to cnegyert npu-
HUMAaTb BO BHUMaHVe Npu npejctaB/fieHnn a NnpuaoXeHUsaxX NoslyvyeHHbIX pe3y/ibTaToB BMecTe C [AOMOSIHUTE IbHbIMU [aH-
HbIMU.

VHAekc y[0BNEeTBOPEHHOCTY NOTPe6UTENEl MOXET CNYXWUTb Pe3y/bTaTUBHBIM CPeACTBOM MOHUTOPWHIA, [OKYMEH-
TUPOBaHNA 1 NMPOCNEXNBAHUA [EATENIbHOCTY OpraHnu3alnmnm UM ee KOHKPETHbIX acnekToB, KacatoWwuxcsa y40BNeTBOPeH-
HOCTU noTpe6uTeneil. OH MOXeT GbiTb 3IEMEHTOM «WUHAMKATOPHOW nMaHenu* opraHusauuu, nokasbiBatoLieil pe3ynbTaThbl
ee [1IeATeNIbHOCTYN, a TakkKe KOMIMOHEHTOM CUMCTEMbI MOOLPEHNSA COTPYAHWUKOB OpraHusaumm.

0.6.3 ®opmynupoBaHue BbIBOLOB W NPEASIOXEHUN

Mpun BbIBNEHUN NPOGAEMHBIX YHACTKOB WK NPEeAN0XKEHNA KOHKPETHBIX Mep opraHusauna Ao/hkHa B NepByto ove-
peab ycTaHaBAMBaTbL NMPUYMHLI HEY0BNETBOPEHHOCTU NoTpebuTeneil.

OpraHusaumns Takke [Oo/KHa CTPEMUTLCSA K OCO3HAHUIO MPUYUH PACXOXAEHUSA MEXY KauyeCcTBOM MPOAYKLUUU, OXK-
JaeMbiM noTpebuTenem, n ka4eCTBOM MOCTaB/ISEMO NPOAYKLUMM B BOCMPUATUM NOTpebutens (kak nokasaHo Ha npumepe
KOHLienTyanbHON Mofenu Ha pucyHke A.1) n fo/kHA NPUHUMAaTb Mepbl ANA ero cokpaleHus.

21



FOCT P 54732—2011/ISO/TS 10004:2010

Mpunoxenne E
(pekomeHgyemoe)

Mcnonb3oBaHue nHgopmayum 06 yaoBIETBOPEHHOCTN NoTpebuteneii

E.1 O6wune nonoxeHns

B HacTosiLem NpuioxeHnn cogepxarca pekomeHjaLmmn Ha 0OCHOBe NPpUMepoB TOro, Kak nHdopmauns 06 ygosnet-
BOPEHHOCTW NOTpebuTesneil MoXeT NCMONb30BaTbCA A1 CTUMY/IMPOBAHUS YTyULWEHWA B TPOAYKLUN UM NpoLieccax opra-
HM3auum B COOTBETCTBUMU C 7.5.

E.2 Mepegaya uHgpopmaunm 06 ya0BIeTBOPEHHOCTM NoTpebuTeneil B cooTBeTCTBYOW e
(pyHKUMOHANbHbIE NoAgpa3feneHns

AHanu3 yAoBNETBOPEHHOCTU NOTPeGUTENel MOXET 06eCNeUnTb NOHNMaHNe (hakTopoB, BAUAIOLWUX HA YAOB/IETBO-
peHHOCTb. Takas MHopMaLUsa JO/MKHA aHANN3MPOBATLCSA BbICLIMM PYKOBOACTBOM M HANPaBAATLCS B COOTBETCTBYiOLLME
(pyHKLMOHANbHbIE NOAPA3AENEHNA OPraHn3aLnmn AN8 NPUHATUS MEP MO YYULIEHWIO.

Bbl6Op (PyHKLMOHANBHOTO NoApa3aesneHusl, B KOTOpoe fO/MKHA HAaNpaBnaTLC MHOpMaLMs, 3aBUCUT OT Xxapaktepa
MHOPMaLMK, Kak NOKa3aHOo B HXENPUBELEHHbIX NPUMeEpax.

Mpumep 1— MHgopmayns MoxeT 6blTb HanpaB/ieHa B KOHCT PYKT OPCKU WA MapKe TUHTOBbIN 0T agen,
€C/IN AaHHble YyKa3biBald T Ha HEeYAO0BNe TBOPEHHOCTb NoTpe6uTeNeil CBONCTBAMN NPOAYKLUU UK €CNN LaH-
Hble CBOWCTBA HE LeHATCS NoTpe6GuTenamu.

Mpumep 2 — WHpopmayns MoxeT 6GblTb HanpasneHa B OTAeN CHaGXeHUs UM TexHUYeckuin oTgen,
€C/N AaHHble CBUAETEbCTBYIOT 0 TOM. YTO HEYAOBE TBOPEHHOCTbL NOTPe6UTENEel CBA3aHa C Ka4eCTBOM
UMM PYHKULMOHANbHBIMY XapakTepucTuKaMm 3akynaemMbiX KOMNOHEHT OB.

Mpumep 3 — NHGopmayns MoxeT 6blThb HanpasBiaeHa B NPOU3BOACTBEHHOE NogpasAefieHne, ecim nony-
YeHHble AlaHHble YKa3blBald T Ha HeY/l0BNe TBOPEHHOCTb NoTpebuTeneil kayecTBOM NocTaBnaeMolil NpogykK-
uun.

Mpumep 4 — VHdopmauus MoxeT OblThb Hanpas/eHa Ha y4acTOK YNakoBKW MPOAYKLUU, eCnn Hey[oB-
NeTBOPEHHOCTb cBA3aHa ¢ Npo6aemMamMy ynakoBKu.

Mpumep 5 — VMHpopmayns MoxeT 6blTb HaNpaBAeHa B N1aHOBO-NPOU3BOACT BEHHbI OTAEN, €CNV NONY-
YeHHble AaHHble yKa3blBal T Ha HEYA0BMe TBOPEHHOCT b CPOKAMU MOCT aBKM.

Mpumep 6 — UHpopmayns MoxeT 6blTh HanpasneHa B oTfhen cbbiTa U Apyrne cooTBeTCTBYyWWMe
nogpasgesneHus, ecim NoNy4YeHHble fJaHHble CBUAE T eNbCTBYIT 0 HEYAOBNEe TBOPEHHOCTHW paboT ol unn oT-
HOLIEeHNeM COTPYLHUKOB OpraHu3alum, HaxoAsiLUXCs B HENOCPeACTBEHHOM UMW KOCBEHHOM KOHTAakTe ¢ no-
Tpe6UTENsIMU. 4TO yKasbiBaeT Ha HEO6XOANMOCT b YyylW eHNst KayecTBa MOArOT OBKM NepcoHasa.

Mpumep 7— NHgopmauns MoxeT 6bl T b HanpasneHa B 0 TAeN NHPOPMAaLUOHHbIX TEXHOMO0rnii, ecnu no-
Tpe6uTENn BoipaxalwT HEAOBO/NLCTBO NMPeACTAaB/EHHONW MHopMaLueil, Hanpumep, NpyU TOProeie uyepes
NHTepHeT.

Mpumep 8 — NHopmauna MoxeT 6blTb HanpasneHa B 0TAeN TexXHUYecKoil NofAepxKu nokynaTenei
NPOAYKLMU, ECIN MOJTyYEHHbIE AaHHble YKa3blBAlOT Ha HEY[0B/Me TBOPEHHOCTb ONEPaTUBHOCTbLI0 UM Kadyec-
TBOM pearupoBaHusa Ha obpalieHus noTpebuTenei.

Mpumep 9 — MHopmauma moxeT 6blThb HanpassieHa B CNyx6y B3auMofeicTBUA Cc noTpebuTenamu,
ecnu NonyyeHHble AaHHble TpebyloT OTBeTa Ha HeraTUBHYIO peakuuio noTpebuTenei.

Mpumep 10— VHdopmayms MoxeT 6blThb HanpasieHa BbICLIEMY PYKOBOACT BY, €C/UN LleHa U BOCMPUHU-
Maemas noTpebuTenamMn LLEHHOCT b ABMAIO T CA Cepbe3HOoll Npo6neMoii.

Mpumep 11 — VHdopmaLus MoxeT OblTb HanpaB/ieHa BbiCLUEeMY PYKOBOACT BY, €C/IN NONYYEHHbIe AaH-
Hble yKa3blBald T Ha NOTeHuManbHbie BO3MOXHOCTM BbIX0OJa Ha HOBble PbIHKM WAWM ajanTauun cyuecTBylo-
uieli NPoAYKLMN K HOBOW KNMEHT CKON 6ase.

Mpumep 12— NHpopmayms MoxeT 6blThb HanpasieHa nuLaM, 0TBeTCTBEHHbLIM 3a NaHMpOBaHNe UK
M3MepeHne y40BNe TBOPEHHOCT U NoTpe6uTenei, ecnm He06X04MMO y6eANTbCA B MONE3HOCTU U 4OCT OBEP-
HOCT W NOMYYEHHON MHpOPMAaLUN 1 BHECT U MU3MEHEHUSI B COOTBETCTBYIOLIME NPOLECCHI.

B BblLENPUBELEHHBIX NPUMepax MHOpMaLUs, Hanpaensemas B COOTBETCTBYLME PYHKLMOHANbHbIE NOApPa3ae-
NIEHUA. MOXET CTUMYNNPOBAaTb OPraHN3aunio K NPUHSATUI0 Mep N0 YNYYLIEHUI0 U NPUBECTU K MOBbLILLIEHWUIO CTENEHN Y0B-
NeTBOPEHHOCTW noTpebuTenei.

22



FOCT P 54732—2011/ISO/TS 10004:2010

OpraHusauusa Takke A0/MKHA M3Y4YNTb BO3MOXHOCTb 06MeHa C noTpebutensimu cooTeeTCTBYOL el nHhopmaumeit
06 yA,0B/IETBOPEHHOCTU NMOTPebuTeneil n NpMHUMaeMbIXx Mepax no yayyweHuto. 3T0 MOXeT NOATBEPANTb CMOCOOGHOCTb
opraHusauuu pearvpoBatb Ha Nnpo6nembl noTpebuteneii n cTUMyNMpoBaThb y4acTus noTpebuteneii a fanbHeliliem nsme-
pPeHUn UX yA0BNETBOPEHHOCTH.

E.3 Wcnonb3oBaHue nHdopmaumm 06 y40BNeTBOPEHHOCTN NnoTpebuTtenei

PekomeHayeTcs 06paTUTbCS K KOHLeNTyaslbHOW Mofenn y[0BNeTBOPEHHOCTU noTpebuTeneii (cM pasgen 4 v npu-
noxexue A), 4Tobbl y6eanTbCcs B NOSHOMACLWTABGHOM U pe3y/bTaTUBHOM WCMO/b30BAHUN MOYYEHHON MHdopMaLuu.

WHhopmaums 06 y[0BNEeTBOPEHHOCTY NOTpebuTeneii MoXeT ykasbiBaTb Ha NPo6esbl a NOHUMaHUN 0XWUAAHWIA no-
Tpebuteneii. B aTom cnyyae opraHnsauma foxHa nprHUMaTh Mepbl, o6ecneynBatolle NpaBuibHOe MOHUMaHWe oxuaa-
HWIA NOTpebuTenein N peaMCTUYHOCTb TaKUX OXUAAHWIA.

AHanorn4yHbiM o6pasom nHopmauua o6 y[0BNEeTBOPEHHOCTY NOTPe6uTeneil MoXeT ykasblBaTb Ha Npo6enbl B BOC-
npuATAM NOTPebUTENAMY NOSTHOTLI YAOBNETBOPEHUS NX OXMAaHui. OpraHnsaums Ao/HKHa CTPEMUTLCA K MOHUMAHUIO Npu-
YWH Takux Npo6enoB U MPUHUMAaTb Mepbl MO UX YCTPaHeHWo. DTO MOXeT OblTb CBSA3AHO C Y/y4lleHWEeM BOCNPUATUA
noTpe6uTeNnAMN NocTaBAAEMOl NPOAYKLMM 3a cHeT UHCOPMUMPOBaHMA NOTpebuTeneli 0 CBOMNCTBaX U BO3MOXHOCTAX MO-
cTaBnsieMoli NPOAyKLMK, HaNnpMMep NyTeM COMNOCTaB/EHUSI C OTPAC/IeBbIMU AAHHBIMU UMW NPOAYKLMENR KOHKYpeHTOoB. Ta-
KOV aHanun3 n Takne AeliCTBUS ABMAAIOTCS 3/1IeMEHTaMU ynpaB/fieHnss B3aMMOOTHOLIEHVNAMMN C NOTpebuTensimm.

Mpunoxexune OA
(cnpaBouHOE)

CBefileH1sl 0 COOTBETCTBMM CCbIJIOYHOTO MEXAYHAPOAHOTro cTaHAapTa
CCbIZIOYHOMY HauMoHanbHOMY cTaHfapTy Poccuiickoin ®epepaunn

Ta6nuuya [JA1

0O603HaueHNE CCbIOUHOMO CreneHb O603HayeH1e 1 HayMeHoBaHNe COOTBETCTBYHOLLIErO HaLIOHaTbHOro
MeX/lyHapoJHOro cTaHjapTa COOTBETCTBUA cTaHaapTa Poccuiickoin depepauym
MCO 9000:2005 HOT FOCT P MCO 9000—2008 «Cuctembl MeHefXMeHTa KayecTsa.

OCHOBHbIe MOMIOXEHUA N crioBapb*

MpumeuyaHue — B HacTosiwelt Tabnuue UCNoNbL30BaHO Crefyloliee ycoBHOe 0603HaYeHe CTeneHn cooT-
BETCTBUS CTaHLAPTOB:
- IOT — uAeHTUYHbIE CTAaHAAPTHI.
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