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[MpeoncnoBsue

Llenn n npyHUMnbl cCTaHgapTM3aunm B Poccnnckon depepaumm yCTaHOB/EHbI
depnepasibHbiM 3aKOHOM OT 27 aekabps 2002 r. N 184-03 "O TexXHU4YeCKOM
peryavposaHuun", a npasunsa NpuMeHeHUa HauMoHaslbHbIX CTaHOapTOB Poccnnckom
®epepauyunnm - FOCT P 1.0-2004 “"CtaHpapTumsaumnsa B Poccnnckom depgepaynun.
OCHOBHble noJsioXKeHns"

CBepeHMA 0 CTaHaapTe

1 NOOrOTOBJIEH OTKpbITbIM aKUMOHEPHbIM 0OWecTBOM "BCEPOCCUNCKUMA HAY4HO-
nccnenoBaTeNbCKUM  UHCTUTYT cepTudumkaummn" (OAO "BHUWNC") Ha ocHose
COBCTBEHHON0 QaAyTEHTMYHOr0 TrMepeBoda Ha PYCCKUMA A3bIK MeXOYHapoOHOro
OOKYMeHTa, YKa3aHHOro B nyHKTe 4

2 BHECEH YnpaBneHneMm TexHUYeCKOro peryampoBaHuss W CcTaHfapTusauuu
depfepanbHOro areHTCTBa No TEXHUYECKOMY perysimpoBaHNIO N METPOJIOT NN

3 YTBEP)XOEH 1 BBEOEH B OEWCTBUE NMpukaszom PepepasibHOro areHTCTBa Mo
TEeXHUYECKOMY peryampoBaHuio u metposorum ot 13 gekabpa 2011 r. N 901-cT

4 HacTtoawumn CcTaHOapT WOEHTUYeH MeXAyHapooHOMY OOKyMeHTy ISO/TS
10004:2010* "MeHep>XMeHT KayecTBa. Y[OOBJ/IETBOPEHHOCTb MoTpebutenen.
PykoBoaslwme ykKasaHUA MO0 MOHUTOPUHTY U umnsMepeHuto" (ISO/TS 10004:2010
"Quality management - Customer satisfaction - Guidelines for monitoring and
measuring").

* [IOCTYMN K MeXAYHapoAHbIM U 3apybe)XHbIM OKYMEHTAaM, YNOMSAHYTbIM 30€Cb U
Jflaniee no TeKCTY, MOXKHO Moay4YnuTb, Nepenas rno cchijke.

I'Ip|/| npunMmeHeHmMn HacTodAwero CtaHoapTa pekoMeHAayeTCd MNCMNoJib30BaTb BMeCTO



CCbIJIOYHOIr0 MeXAYyHapOoAHOro CTaHfapTa COOTBETCTBYOLWMNA €My HauMOHaIbHbIN
cTaHpapT Poccuinckon depepaunn, cBefeHUs O KOTOPOM nMNpuBedeHbl B
OOMONIHUTENIbHOM npunoxxeHun A

5 BBELOEH BIEPBbIE

UHopmaumns 06 N3MEHEHUAX K HACTOSALEMY CTaHAapTy ryOoIMKyeTcsa B eXerogHo
uzgaBaeMomM UH@OpMaUnoHHOM ykaszaTtese "HalyunoHaslbHble CTaHAapThbl", a TeKCT
UBMEHEHUN U  [1OMPABOK - B EXEMECSAYHO U3[4aBaEMbIX WHOOPMaLUNOHHbLIX
ykazarenax "HauwoHasibHble CTaHAapTbl". B c/iyyae riepecMoTpa (3amMeHsbl) wniv
OTMEHbI  HAcCTOALYero CTaHgapTa COOTBETCTBYywLUlee yBeAoOMIeHne byner
orlyb/IMKOBaAHO B  €XEeMeCSYHO U3[4aBaEMOM  UHGOPMaLUNOHHOM  yKa3artesie
"HayunoHaslbHble cTaHgapTbl". COOTBETCTBYrLas UHGOPpMaUNs, yBeOMJIeHUe U
TEKCTbI Pa3MEeLUAIOTCA TaKXE B UHPOPMAaLNOHHON CUCTEME 0OLLEro M0J1Ib30BaHNS -
Ha oguuuasibHoOM  canTe  @efepasibHoro areHTCcTBa [0  TEXHUYECKOMY
PEryJINpoOBaHNIO U METPOJIOrNN B CETU VIHTEPHET

BBepneHue

0.1 Obuwme NonoXxeHus

OaoHUM n3 KJTIO4EeBbIX 3J1IEMEHTOB ycnexa opraHmsauyunm ABNSAETCS
yOOBJIETBOPEHHOCTb MnoTpebuTenenm opraHusaumen wn ee nNpoAyKUMEN, YTO
obycnasnneaetr HeobXoAMMOCTb OCYLWECTBASATb MOHUTOPUHI U U3MEpPEHMUE
YyOOBeTBOPEHHOCTU noTpebutenen.

NHdopMmaumsa, noslyd4eHHads B pe3ysibTaTe  MOHUTOPUHra U U3MepeHus
yOOBJIETBOPEHHOCTN noTpedbutenen, MOXXeT NOMOYb B BbIIBJIEHUN BO3MOXXHOCTEWN
ONna  ynydweHusa  cTpaTervn, npoayKuMUK, TMPOLEeCCOB U XapaKTepucTuk
opraHusaumm, BaXKHbIX Ana noTpebutenen, N MOXeET CAYXWUTb 3afayam
opraHumsaumn. Takue ynydleHUs MOryT NOBbICUTb AoBepue noTpebutenen u
NPUBECTMN K KOMMEPYECKUM 1N MPOYUM BbIrofaM.

HacToawwnn cTaHOapT COAEPXUT PeKoMeHAauuu ONns opraHmsaumm no co3gaHuio
3(ppeKTNBHLIX MNPOLECCOB MOHUTOPUHIFA WU WU3MEPEHUS YOOBNETBOPEHHOCTHU
notpeburtenen.

0.2 CBA3b co cTaHgapToMm MCO 9001:2008

HacToawmn ctaHgapT coBMeCcTuM co ctaHgapTom MCO 9001:2008, uenn KoToporo
OH NMogLep>X1BaeT 3a CcHeT npefocTaBileHNsa peKoMeHaaunm no MOHUTOPUHTY
N3MEPEHMNIO YO0BETBOPEHHOCTM NnoTpebuTtenen. HacTtoAawmn cTaHaapT MOXeET
MOMOYb NPU NPUMEHEHUN KOHKPETHbIX pa3sgenos ctaHgapTa MCO 9001:2008,
OTHOCALMNXCSA K YOOBNETBOPEHHOCTU NoTpebutenen, a UMeHHO:

a) nopapasgena 5.2, Kacawwerocsa opueHTaumm Ha noTpebutensa: "Bbicwee
PYKOBOACTBO A0OJKHO obecneymBaTb onpepeneHme un BbinMosiHeHne TpeboBaHumn
notpebutenen ona NOBbIWLEHNA UX YOOBIETBOPEHHOCTMN";

b) noppaspena 6.1 b), kKacawwerocsa MeHepXMeHTa pecypcos: "OpraHusauums
OOJDKHa onpenenntb U obecneymBaTb pecypcbl, Tpebyemble... ONa MNOBbILWEHNS
y0OBNETBOPEHHOCTWN NoTpebuTenemn nyTemM BbiNOJIHEHNS UX TpeboBaHM";

C) noagpasgena 8.2.1, Kacawuwerocs YOOBNETBOPEHHOCTM noTpebuTtenen:



"OpraHusaunsa [oJIXXHa MpPOBOAUTb MOHUTOPUHI  UHGOpMauUM, Kacarowmincs
BOCNpUATUA noTpebuTenemMm BbINOJHEHUS oOpraHu3aumen ero TpeboBaHUN, Kak
ogHoro wn3 crnocoboB wusMepeHna paboTbl CUCTEMbl MeHeO)XMeHTa Ka4ecTBa.
HO/KHbI  ObITb  YCTaAHOB/IEHbl MeTOoAbl MNOJyYeHUs W UCMOJSIb30BaHUA 3TON
nHpopmauynn";

d) nopgpasgena 8.4, KacawwWwerocs aHaamsa pAaHHbiX: "OpraHusauusa [OoJHKHa
onpenenaTtb, cobmpaTb W aHaAU3MPOBaTb COOTBETCTBYKOLWME AaHHble AN
AEeMOHCTpauum nNpPUrogHOCTU U pPe3ybTaTUBHOCTU CUCTEMbI MeEHeO>XMEHTa
KayeCTBa, a TaK)XXe OoueHMBaHWs, B Kakom 061acTu BO3MOXHO MNOCTOSIHHOE
MoBblILLEHNE pPEe3yNbTaTUBHOCTM CUCTEMbl MEHEeOXXMeHTa KadecTBa. [aHHble
OOJDKHbI BKJIlOYaTb B cebsa nHdopmaunto, nosiy4eHHy0 B pe3ysibTaTe MOHUTOPUHIa
N U3MEPEHNSA U N3 OPYrNX COOTBETCTBYIOLWNX NCTOYHNKOB. AHaNN3 AaHHbIX OOJIKEH
npeacTaBnaTb  MHGPOPMaUUKD,  OTHOCALWYKCA K ... YAOBJNETBOPEHHOCTMU
notpebutenen ...".

HacToAwmnn cTtaHOapT MOXXET TakK)Xe WCMNoJib30BaTbCsA HE3aBUCUMMO OT CTaHAapTa
NCO 9001.

0.3 CBA3b co cTaHgapToM NCO 9004:2009

HacToawmnm cTaHOapT Tak)Xe coBMecTuM co cTaHgapTom NCO 9004:2009, KoTopbIn
haeT peKoMeHaauunm rno MeHeOXMEHTY A9 OOCTMXXEHUS YCTONYNBOro ycrnexa
opraHmsayunn. Hactoawmm cTaHaapT AONOJIHAET AaHHble peKoMeHaauunn,
npueeneHHbIE B:

- nogpasaene B.2, kacaloweMmMcs opueHTaumMm Ha notpeburtens;

- nogpa3sgenax 8.3.1 m 8.3.2, KacawWUXCA onpenesieHNa HyXXL, OXUOaHUN U
yOOBNETBOPEHHOCTU NoTpebutenen.

0.4 CBA3b co ctaHpapTamn NCO 10001, NCO 10002 n NCO 10003

CtaHpgapTt NCO 10001 cooepXmnT pekoMmeHgaumy no rnpasuiam rnosegeHmns
opraHmsaynin ansa AOCTUXKEHUA YOOBNETBOPEHHOCTU NnoTpebutenen. Takme
npasuia MOryT YMEHbLUNTb BEPOATHOCTb BO3HUKHOBEHUSA NpobsieM 1 yCTpaHUTb
MPUYNHbI XXas0b 1 pasHoraacuin, CNOCOBHbIX MOHU3UTb YO0BNETBOPEHHOCTb
notpebutenen.

CtaHgapT NCO 10002 cooep>xnT pekomMeHaaunm no BHyTpeHHeMy obpalleHunto ¢
»Xanobamm, OTHOCALWMMUCA K NPOOYKUMKN. Takme peKoMeHOaunm cnocobHbl NMOMOYb
COXPaHUTb YAOB/IETBOPEHHOCTb U NOANBHOCTb NoTpebutenen 3a cyer
pe3ysibTaTUBHOIO N 3(p(PeKTUBHOro yperynmposaHunsa »<anob.

CtaHpapT NCO 10003 comep>XnT pekoMeHaaunm no pa3peLueHunto Crnopos,
KaCaloLWKnXCA NPeTEeH3UN K NPOAYKLUNN, KOTOpble HE MOTryT ObiTb A0/IXKHbIM 06pa3om
pa3pelleHsbl B paMkax opraHmnsaummn. CtaHgapT NCO 10003 cnocobeH nomoYb B
cBeOEeHUN K MUHUMYMY HeyOO0B/IeTBOPEHHOCTM noTpebuTtenen B CBA3N C
HeyperynampoBaHHbIMUN Xanobamu.

Takmum obpa3oM, coBMeCcTHoe npumeHeHune ctaHgapTos NCO 10001, NCO 10002 wn
NCO 10003 cnocobcTBYyEeT NOBbLILLEHNIO YAOB/ETBOPEHHOCTN noTpebutenen.

HacTtoawmn ctaHgapT gonosiHgeT ctaHgapTel MCO 10001, NCO 10002 n NCO 10003
nyTeMm npenocTtaB/ieHNsa pPeKoMeHZauunm no  MOHUTOPUHTY U U3MEPEHUIO



yAOBNETBOPEHHOCTN noTpebuteneinn. lonyyeHHass WHGopMaums MoxeT ObiTb
MCNosib30BaHa oOpraHusauuven Ons onpenesieHMs Mep, HarnpaBieHHbIX Ha
COXPaHEHNE NN NOBbILLEHNE Y0BETBOPEHHOCTW NoTpebuTenen.

1 Obnactb npuMeHeHus

HacToswmnn cTaHgapT OaeT peKoMeHAauuu No onpeneneHuio M oCyLLecTBJIEHWUIO
NpPOLLeCCOB MOHUTOPUHIA N U3MEPEHUs YA0BNETBOPEHHOCTN NoTpebutenen.

HacTtoawmin cTaHoapT npefHasHayeH [ON1S  WCMOoJIb30BaHUS  OpraHM3auusMm
HEe3aBMCMMO OT MX BUAA, PAa3MepoB WAW BbiNyCcKaeMoWn npoaykuum. HacTtoswuini
CTaHAapPT aKUEHTUPYeT BHMMaHME Ha BHELIHUX NOTpebuTensx opraHnsaumu.

HacTosawmn cTaHgapT He npefHa3HayeH pAgnas  uenenm ceptudukaunmm wmam
3aKJ/II0YEHUSA KOHTPAKTOB, a TakXe AN W3MeHeHUa Kakux-nmbo npas wam
ob6s3aHHOCTEN B paMKax QOENCTBYOLWNUX 3aKOHOOATENbHbIX WIN HOPMATUBHbIX
TpeboBaHUN.

2 HopMaTUBHbIE CCbIJIKU

HuxenpmBeoeHHbIN  CCbIJIOYHbLIA ~ OOKYMEHT  ABNgeTcs  HeobxoaumbiM  AOns
NCNOJIb30BaHNA HaCToALWEro AOoKyMeHTa. 8 OaTMPOBAHHbIX CCbIJIOK MPUMEHSIOT
TONIbKO Ty Bepcuto, KoTopass Obisla ynoMsiHyTa B TekcTe. [nA HemaTUPOBAHHLIX
CCbIJIOK HeobxooMMO KCMNoJsb30BaTb CaMoe nocnefgHee Wu3JaHMe [OOKYMeHTa
(BktOYasa nobble NonpaBKn).

NCO 9000:2005 CuctemMmbl MeHegXMeHTa KavyecTBa. OCHOBHbIE NOOXKEHUSA U
cnoBapb (ISO 9000:2005, Quality management systems - Fundamentals and
vocabulary).

3 TepMuHbI U onpepesieHusn

B HacTodwem cTaHgapTe npuMeHeHbl TepMuHbl, gaHHble B MCO 9000:2005, a
TakXxe cneaytowme TepMUHbI C COOTBETCTBYOLWUMIN onpeneseHNsIMN:

3.1 npopykuua (product): PesynbTaT npouecca.
NpnmevaHna

1 K npoaykKumMm MoryT OTHOCUTLCS YCAyru, NporpaMMHble CpencTBa, TEXHUYECKMEe
cpeacTBa uan nepepabaTbiBaeMble MaTepUabl.

2 TepMuH 3anmMcTBOBaH U3 noanyHkTa 3.4.2 NCO 9000:2005, Tpn nepBoHa4vasibHbIX
npuMeYaHns K Kotopomy b obbeanHeHbl B npuMedaHme 1.

3.2 noTpebuTtensb (customer): OpraHmnsauma nam nuuo, Noayvatroume NPoayKLUIO.

Mpumep - KINEeHT, 3aKa34ynK, KOHEYHbIV [10/1b30BaTE/Ib, PO3HUYHbLIVI TOPIrOBEL,
beHegumnap, NoKyrnaTesib.

NpnmevyaHnsa



1 K noTpebutensmMm MoryT OTHOCUTbCS Apyrve 3auHTEepPecoBaHHbIE CTOPOHbI, Ha
KOTOpPbIE MOXKET OKa3blBaTb BAUSHME MPOAYKLMS, NOCTaBAsSEMan OpraHM3aLunen, v
KOTOpbIE MOryT BO3AENCTBOBAaTb Ha yCNeX opraHmn3auuu.

2 XoTa notpebutenb MoXXeT 6blTb BHYTPEHHMM WM BHELWHUM MO OTHOLUEHUIO K
opraHmsayunm, HaCTOAWMW CTaHOApPT aKUeHTUpyeT BHMMaHME Ha BHELWHUX
notpebutensx.

3 TepMmunH 3amMmcTBOBaH M3 nognyHkTa 3.3.5 NCO 9000:2005, nepBoHayvasibHOe
npuMeYaHmne K KoTopoMy 6b110 pacluMpeHo 1 NpencTaB/ieHo B BUAe npuMmeyanHums 1
N npumMevyaHusa 2.

3.3 ynoBNEeTBOPEeHHOCTb noTtpebutenen (customer satisfaction): Bocnpuatume
notpebutensamm cteneHn BbiNoNHeHUA nx TpebosaHun.

NMpnmevaHnsa

1 JKanobbl noTpebutenen ABNAITCA O0OWMM MoKasaTesieM HU3KOW CTeneHun
yOOBNETBOPEHHOCTN noTpebutenen, OAHAKO WX OTCYyTCTBMEe He obsA3aTesibHO
npeanosiaraeT BbICOKYIO CTerneHb YA0BJETBOPEHHOCTN NoTpebutenen.

2 Naxxe ecnn TpeboBaHusa notTpebutenen 6o C HAMKU COrNacoOBaHbl N BbIMOJIHEHDI,
3TO He obsA3aTeNbLHO obecnevymBaeT NOJIHYIO YA0OBIETBOPEHHOCTL NOTpebuTenen.
[MCO 9000:2005, TepmuH 3.1.4]

3 . 4 tpeboBaHue (requirement): [MoTpebHOCTbL WAN O0XMAAHWE, KOTOpoe
yCTaHoBJ/IeHO, 06bIYHO NpeanonaraeTcs Uan aBnseTca obsa3aTesibHbIM.

NMpumevaHne - TepMuH 3amMcTBOBaH M3 noanyHkTa 3.1.2 NCO 9000:2005, naTb
nepBoOHaYasibHbIX MPUMEYaHUN K KOTOPOMY OblIN UCKITIOYEHbI.

4 KoHuenuusa yaoB/sIeTBOPEHHOCTU noTpeburtenen

YOOBNEeTBOPEHHOCTb NoTpebutenen onpegensetTca pacxoxpeHuem  Mexnay
oOXnaaHmaMn notpebutenem wn BocnpuATUEeM noTpebuTensMm  NpooykKuuu,
nocTaB/IAEMOWN OpraHmn3aumnen.

Ons pocTuXKeHUs yOoOBJMIETBOPEHHOCTU MoTpebuTenen opraHusauns [OOJSIKHA,
npe)xxne BCEro, NMOHATb OXWAaHus notpedbutenen. Takme oXXUAAHUSA MOryT ObITb
SABHbIMU UJIN CKPbITIMU, NN HE NOJIHOCTbIO CHOPMYNNPOBAHHBLIMU.

OXupaHus notpebutenen B ToM BUAE, Kak UX MOHUMaeT opraHn3aLns, CocTaBnaoT
OCHOBY MpPOAYKLUMW, KOTOPYD B [OajibHEMWEeM MAaHUpyeTCcss BbiNyCKaTb U
NOCTaBNATh.

Ta cTeneHb, B KOTOPOM MNOCTaBAsieMass NPoAyKLMs, MO MHEHUIO noTpebutenen,
yOOB/NETBOPSAET WAXM MPEeBOCXOAUT WX OXWUAAHMSA, onpeaensieT CTeneHb
yOOBJIETBOPEHHOCTU NMoTpebuTenei.

Ba)KHO MOHUMaTb pasMyne Mexny MHEHMEM CaMOW OpraHmM3auum O KayecTBe
NOCTaB/SIEMON MPOAYKUMN N BOCAPUATUEM MnoTpebutensaMmm OaHHOW NPoOAyKLUW,
MOCKOJZIbKY WMMEHHO OHO npeponpenensieT YyOOBNETBOPEHHOCTb MoTpebuTenei.
B3anMocBs3b MexXAy TOYKaMu 3peHUs opraHm3auumm n noTpebutenen Ha KayecTBo
npepcTaBfieHa 6osee HarnsaoHO Ha KOHUENTYaslbHOW MOAENN yOOBJI€TBOPEHHOCTH
notpebuTtenen, KOTopas NpUBeLEHa B MPUSIOXKEHMUN A,



MOCKONIbKY YOOBNETBOPEHHOCTb MOTpebuTenein MoXKeT MeHSTbCs, OpraHm3auuns
AO/HKHa pa3paboTaTb NpPOLECCHl PEryasipHOr0  MOHUTOPUHIa W U3MepeHus
yIOBJIETBOPEHHOCTU NoTpebuTtenen.

5 OCHOBa MOHUTOPUHIAa U U3MEPEHUA YA O0BJIETBOPEHHOCTU NOoTpebuTenen

OpraHmsauma [oJKHa BblpaboTaTb CUCTEMHbIA MOAXOA K MOHUTOPUHIY 1
N3MEPEHUIO YOOBMETBOPEHHOCTN noTpebutenen. Takom noaxon AOJKEH ObiTb
COBMECTMM C OpraHM3auMoOHHOM CTPYKTypon nOns obecnevyeHms nNaaHUPOBAHUS,
BbINOJIHEHUSA, NOAAEPXAHUSA B LOOJIKHOM COCTOSHUW W YJYYLWEHUS NpoLeccoB
MOHUTOPWHIra N N3MepeHns yaooBeTBOPEHHOCTN noTpebuTtenen.

NMnaHupoBaHMe BKJOYaeT onpeneseHne MeToAO0B peanms3aumm U nopsgka
pacnpeneneHunsa Tpebyembix pecypcoB (CM. pa3aen 6).

BbinosiHeHNe CBA3aHO C BbiABJEHMEM OXupaHun noTpebutenen, cbopom n
aHaNM30M faHHbIX 06 UX yooBieTBOpeHHOCTH, obecnevyeHneMm obpaTHOW CBA3N O
YJyYLEeHNA N MOHUTOPUHIOM YO0BJ/IETBOPEHHOCTU noTpebuTtenen (cm. pasgen 7).

NMopooep>XaHne Ha [OOJIKHOM YpPOBHE W yhy4lleHue npoueccoB MOHUTOPUHIA W
N3MEepEeHUN BKJIlOHAET aHasIM3, OUuEeHMBaHME U MNOCTOSIHHOE WX YyJydleHune (CM.
pa3gen 8).

6 TMMnaHmpoBaHMEe MOHMTOPUHIA U U3MEpPEHUA YAOOBJIETBOPEHHOCTHU
noTpeburtenen

6.1 OnpepenexHue uenu m 3apavd

B KayecTBe NepBOro wara opraHusaumns OO/KHA YeTKO onpeaesnTb Lenb U 3aa4u
MOHUTOPWHIa U WU3MEpeHUs YA0B/IETBOPEHHOCTU noTpebuTenen, KoTopble, K
npuMepy, MOryT BKJIlOYaTb:

- OueHKYy peakumm notpebutenen Ha  CywecTBYHOWYIO, HOBYHO WM
MOLEPHU3NPOBAHHYIO NPOAYKLNIO;

- nosly4eHune nHpopMaunn 0 KOHKPETHbIX acneKTaX, TaKUX Kak BCroMoraTesibHble
npouecchol, noeeaeHme nepCoHasa Winm opraHmnsaunn,

ncenengosaHme npn4nH BOSHMKHOBEHUA »Xanob r|0Tpe6V|Tene|7|;

ncecnengoBsaHne NMpuUHMH NoTepn 0oJ2in pbiHKa,

MOHUTOPMWHI TEHAEHLWA, MPUCYLLINX YOO0BJIETBOPEHHOCTN NoTpebuTenen;

- aHanu3 YJOOBNETBOPEHHOCTW MoTpebuTenenm B CPaBHEHUM C  OPYrUMU
opraHusaumnaMu.

Llenb n 3aa4m oKasblBalOT BJAUSHME HA TO, KakKue, Korga, Kak n oTkyga rnoJsy4eHsl
CooTBeTCTBYWLWME fAaHHble. OHWM TakXe BJUAIT Ha TO, KakK 3TW [JaHHble
AHANM3NPYIOTCA U KakuM obpa3om byneT ncrnosib3oBaHa MHpopMaums.

6.2 OnpepneneHue oobeMa U NEpPUOANYHOCTH

OcHoOBbIBasACb Ha uUennm U1 3agadax, opraHmMsauna AOoJKHa OonpeaenTb obbem
MniaHNpyeMbIX V|3mepeH|/||7| KaK C TOYKWM 3peHNd TurMa Tpe6yeMb|x OdaHHbIX, TaK N C
TO4YKWM 3peEHNA NCTOYHUNKOB UX MoJiy4eHus.



Tun cobupaemoil MHGPOPMALNM MOXXET BapbMPOBaTbCA OT [HAaHHbIX, KacaloLMXcs
KOHKPETHOW  XapaKTepuCTUKKM, OO0 OueHKM obuen  yOooB/IEeTBOPEHHOCTW.
AHanorn4yHbiMm obpa3oMm o06nacTb MNPOBEOEHUS OLEHKM 3aBUCUT OT Tuna
cerMeHTauuu:

- no noTpebutensaw;
- MO PbIHKY;
- N0 NpoayKLUNN.

OpraHusauma [OJ/HKHa TakXe onpeaennTb nepuoanyHocTb cbopa OaHHbIX:
perynsapHo, BpeMs OT BpeMeHU wunm oboummm cnocobamn, kKak TOro TpebyioT
notpebHocTn opraHusauunm (cm. 7.3). 6.3 OnpepeneHme cnocoboB peanusauum
M OTBETCTBEHHOCTH

KoHkpeTHas WHdopMauns, Kacalowancsa YyAOBJETBOPEHHOCTUM noTpebuTenen,
MOXXeT BbITb NOSly4YeHa KOCBEHHbIM MYTEM U3 BHYTPEHHUX MPOLLECCOB OpraHu3aunm
(Hanpumep, paccMoTpeHne xanob notpebutenen) mam M3 BHELWHUX MCTOYHUKOB
(Hanpumep, OTYeTOB B CpeacTBax MaccoBOM WHGopMauum). Kak npasuio,
opraHumsaumm TpebyeTca OONONHATb TaKy MHGPOPMaUNO OaHHbIMU, MONYYEHHbLIMU
HenocpeACTBEHHO OT noTpebutenen.

OpraHusaums OosHkHa onpefensaTb MyTW BO3MOXXHOIM0O Nosy4eHus nHgpopmaumm ob
yAOBNETBOPEHHOCTN NoTpebuTenen M OTBETCTBEHHbLIX 3a OCYLECTBJIEHWE 3TOW
nesatenbHocTU. OpraHusauma [Oo/DKHA Takxe onpeaennTb, KoMy cnepnyeT
HanpPaBNATb MHHOPMALIMIO AN MPUHSATUS COOTBETCTBYIOLWNX Mep.

OpraHusaumsi AoJIXKHa MAaHUPOBAaTb MOHUTOPMHI MPOLLECCOB AN MOJyYeHUs u
NCNoJsb30BaHUs MHpopMauun o6 ynooB/IeTBOPEHHOCTU noTpebutenen, a Takxe o
pe3ynbTaTax U pe3ysibTaTUBHOCTU 3TUX MPOLLECCOB.

6.4 BoipeneHue pecypcos

OpraHunsauma OoJKHa onpenenntb U obecneymBaTb HEOHXOAUMBLIA KOMMNETEHTHbIN
nepcoHas W Apyrve pecypcbl ONs MJAaHUPOBAHUA, MOHUTOPUHIA U WU3MepeHus
yOOBNETBOPEHHOCTM NoTpebuTenen.

7 Mepbl MO MOHUTOPUHIY U U3MEPEHUIO YAOBJIETBOPEHHOCTU NoTpebutenen
7.1 Obuime nono>xeHusn

Ins MOHUTOPUHIa N N3MepeHns yaOoBNETBOPEHHOCTU noTpebuTeneli opraHnsauuns
DOJIXKHA:

- onpenennTb oXXnpgaHua notpeburtenen;
- cobpaTb AaHHble 06 yO0BNEeTBOPEHHOCTN NoTpebuTtenen;
- NpoaHanM3npoBaTb AaHHble 06 yAOBNEeTBOPEHHOCTN NoTpebuTtenen;

- obecneuntb obpaTHylO CBSI3b AN  MOBbIWEHWA  YOOBNETBOPEHHOCTHU
notpeburtenen;

- OCYLLLECTBAATb MOCTOSAHHbLIA MOHUTOPWUHI Y0B/IETBOPEHHOCTU NoTpebuTenen.



[laHHble Mepbl M WX B3auUMOCBA3M OTOOpaXkeHbl Ha pPUCYHKe 1 K onucaHbl B
H>KEeNpBEAEHHbIX pa3aenax.
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PUCYHOK 1 - MOHUTOPUHI U n3MepeHne yooBJEeTBOPEHHOCTU NoTpebutenen
7.2 OnpepeneHue OXXUagaHUN noTpebutenen
7.2.1 BuisBneHune notpebutenen

OpraHm3aLu/|;| OOJI’KHa YyCTaHaBJINBaTb n0Tpe6|/|Tene|7|, KaK CywecCTBYHOLNX, TakK U
noTeHunasnbHbIX, OXKNOaHNA KOTOPbLIX OHa HaMepeHa onpenejinTb.

Nocne yctaHoBaeHMA "noTpebuTtenbckon" rpynnbl opraHn3aunsa OO0J/DKHa BbISSBUTb
oTOeNbHbIX NoTpebutenen, oXXnaaHnUsa KOTopbIX cnenyeT onpenennTb. Hanpumep, B
cthepe noTpebuTenbCKMX TOBAPOB pedb MOXXET UATU KakK O MOCTOSHHbIX, Tak U O
cnydanHbiX noTpebutenax. Korga notpebutenem asnsetTca opraHmsauns, SOJDKHbI
OblTb BblOpaHbl OOHO WM HECKOJIbKO nny, paboTalowmx B AaHHOM OpraHu3aunm
(Hanpumep, w13 oThesla NOCTaBOK, OTAeNna YynpasJieHNa nMpoeKkTaMu Wan
NPON3BOACTBEHHOr 0 NoapasaeneHuns).

B npunoxeHun B (cMm. B.2) npuBeneHbl [0OMNOJHUTEsNIbHblE TMPUMeEpPbl TUMOB
notpebutenen n acnekTol, Tpebylowme y4yeTa.

7.2.2 OnpeneneHne oxxnagaHum notpedbutenen

MNpwn onpepeneHnn oXxmnagaHum notpebutenen (CM. pucyHok 1) opraHmsaumnsa 4oJKHa
y4nTbIBaTh Creaytoulee:

- TpeboBaHuns, yCTaHOB/IEHHblE NoTpebutTenamu;

- nogpa3ymMeBaeMble TpeboBaHnsa notpebutenen;

- 3aKoHOoOaTeNbHble N gpyrune obszatenbHble TpeboBaHUS;

- Apyrve npegnodteHnsa notpebutenen ("cnmncok tpebosaHnin").

Ba)xHO nMeTb B BUAY, 4TO NOoTpebuTens He BCerfa MOXXeT YeTKO ChopMyimpoBaTb
BCE acnekTbl NPoAYKLUWN. ACNEKTbI, HAa/IMYNE KOTOPbIX NpeanosiaraeTcs, MOryT He
YTOYHATLCA. HekoTopble acnekTbl MOryT ObiTb YynyuwleHbl M3 BUAy WM ObiTb
Hen3BeCTHbIMU NoTpebuTento.

Kak rnoka3aHo Ha npuMepe KoHuenTyasibHOM Mogennm (CM. npunoxeHue A),
4ype3BblHAaMHO BaXXHO MMETb YeTKoe W MoJIHOoe npeacTaBieHne 06 oXumpaHuax



notpebutenen. YOQoBneTBOPEHHOCTb noTpebuTtenen OypeTr 3aBuUCeTb OT TOro,
HACKOJIbKO TMMOJIHO YAOBJIETBOPEHbLI WX OXWAaaHudA. B npunoxenHun B (cm. B.3)
coaep xaTcsa npuMepbl pa3INyHbIX aCMeKkToB, KOTOpble He0bXoAMMO MPUHMMATb BO
BHMMaHMe ansa 6onee TOYHOro MNOHUMaHNS OXXUaaHunm notTpebutenen.

CBA3b Mexay OXugaHmsamu noTpebutenem wn X yOooOBNETBOPEHHOCTbIO
paccMaTpuBaeTcsa bonee nogpobHO B npunoxeHun B (cm. B.4).

7.3 Coop paHHbIX 00 yAOBNETBOPEHHOCTU NoTpebutenen

7.3.1 BoisiBieHne u BblbOp XapaKTepUCTUK, CBA3AHHbLIX C YOOBNETBOPEHHOCTbIO
notpeburtenen

OpraHmsauma [OJ/KHaA BbISIBASATb XapaKTEPUCTUKM MPOAYKUUM, €e MOCTaBKU W
CaMOM  OpraHmM3auuu, KOTOpble OKa3blBalOT CyWeEeCTBEHHOE BJAMAHME Ha
YOOBNETBOPEHHOCTb noTpebutenen. Onsa yaobcTBa xapakTepuCTUKM MOryT 6ObiTb
pacnpenesneHbl No Cleaylwmm KaTeropusam:

a) XapaKTepUCTuKn npoaykKunmn;

Mpumep - IKCriyaTaynoHHbIE  10Ka3aTen  (Ka4eCcTBO,  HAL4EXHOCTb),
crieynguyeckmne CBoUWICTBA, 3CTETUKAE, be30racHocTb, obecriedyeHne (TeEXHUYeckoe
obCyuBaHueE, yTuan3aLus, oby4eHne), LeHa, nosie3HoCTb, rapaHTuA.

b) xapakTepucTnkn nocTtaBKu;

Mpumep - [locTaBKka TOYHO B CPOK, BbIMIOJIHEHUE 3aKa3a, BPEMS PEAarunpoBaHus,
ornepaTnBHas MHGOPMAaLUS, KAYECTBO 0OCYXUBAHWS 1Py MOCTaBKe.

C) XapaKTepPUCTUKN OpraHu3aLunmn,

MMpumep - XapakTepuctuku repcoHasa (BEX/IMBOCTb, KOMMNETEHTHOCTb,
KOMMYHUKaOE/IbHOCTb), [POLIECC BbICTAaB/IEHUSA CYETOB, PACCMOTPEHNE Xasloo,
6e30r1acHoCTb, MOBEAEHNE MEPCOHASIa B MPOLECCe OCYLLECTB/ICHUSA AEATE/ILHOCTU B
opraHuzaumn (gesioBas 3TuKa, CoUnNasibHas OTBETCTBEHHOCTbL), 0OOLYECTBEHHAas
periyTauus, MHGoOPMaLNOHHAaSA OTKPbITOCTb.

OpraHmsauma OoJ/HKHa  ynopsagodmBaTb  BblOpaHHbIE  XapaKTepuUCTUKKM  Ans
OTPaXeHUA UNX OTHOCUTESIbHOM 3HAYMMOCTU C TOYKU 3peHuns noTpebutens. B
cnyydae HeobxoaumMoCcTu OoJKeH ObiTb NpoBedeH onNpocC rpynnbl noTpebutenen ang
onpeneneHns Nnn nNoaTBEpPXAEeHUsT UX BOCMPUATUA OTHOCUTENIbHON 3HAYUMOCTU
XapaKTepPUCTUK.

7.3.2 KoCBeHHble NoKasaTenun yaoBAeTBOPEHHOCTN NoTpebutenen

OpraHusaumsas [OJPKHA U3y4YaTb WUMelWMecs WCTOYHUKU UHPOoOpMauunm  Ons
noJsly4eHus NaHHBbIX, OTPaXKaLLNX XapaKTEPUCTUKN, CBsAI3aHHbIe C
yl0BNI€TBOPEHHOCTbLIO NoTpebuTtenen, Hanpumep:

- MNepuoanYHOCTb WM TeHAEeHUUN BO3HUKHOBEHUA »Kanob noTpebutenen,
noctynaeHne obpaweHnn notpebutenenm 3a NomMoLb UM ¢ 6narogapCTBeHHbIMU
OT3blBaMU;

- NepuoanyHOCTb WIN TEeHOEeHUWUWN, XapaKTepu3ylouime BO3BpaTbl MPOAYKLUN,
BOCCTaHOBJIEHME nMpoayKUuuM Wanm  apyrve nokasatenum pabotocrnocobHocTw
npoaykummn umnm onobpeHnsa co CTopoHbl noTpeburtenen (Hanpumep, OTYETbI MO



MOHTa>Xy MJIN aKTbl SKCNJAyaTaluMNOHHOIo KOHTpOJ'IFI);

- JaHHble, MNojslyyeHHble B npouecce obuweHna c noTpebuTensmm (Hanpumep,
cny>x6oi MapKeTuHra, npoAasLamMm Uan o6Ccny>XKMBaLWMM NepcoHasrioM);

- oT4yeTbl 06 ob6cnenoBaHWM MNOCTABLMKOB, MPOBEAEHHbIE MNOTPEOUTENLCKMMMU
opraHusaumsaMm, KOTopble NMOMOratoT NOHATb BOCNPUATME AAHHOW OpraHmM3auum rno
CPaBHEHUIO C APYrMMU OpraHu3aLnsIMu;

- OTHeThbl rpynn r|0Tpe6|/|Tene|7|, KOTOpPbl€ NMOMOIratoT NMOHATb, KaK OpraHnM3auna N ee
npooykKunmsa BOCNPpMHMMalOTCA I'IOTpeﬁl/ITeJ'IFIMI/I nnn NoJsib3oBaTenAaMu,

- OTYeTbl B CpencTBax MacCoOBOM MHMpOpMaUMK, KOTOpble OaloT npeacTaBfieHnE O
BOCMPUATUMN OpPraHM3aunm n ee nNpoaykKUUM U KOTOpble caMW MOryT MNOBAMATbL Ha
BOCMpuaTmne notpebutenen;

- uccneposaHus, NpPoBoAMMbIE B pPaMKax CeKTopa/oTpac/iv MNPOMbILWIEHHOCTHU
(Hanpumep, CBA3aHHbLIE CO CPABHUTENIbHON OUEHKON XapaKTEepPUCTUK MpoayKuuu
opraHusauyun);

- OTHETbl NJN I'Iy61'II/IKaLI,I/II/I peryamnpyrowmnx segomcTB.

Takme paHHble MOMOratlT BbIABUTb CUJIbHble U Cnabble CTOPOHbLI MPOAYKLMK W
COOTBETCTBYOLWMNX MPOLLECCOB oOpraHm3auum (Hanpumep, obecneyeHue BbiNycKa
npoaykumm, paccmotpeHue xanob m obmeH uHpopMauven ¢ noTpebutensamn).
AHanu3 TaKWX [daHHbIX MOXeT TrMoMOo4Yb B (POPMUPOBAHUM MNOKa3aTenemn
yAoBNeTBOPEHHOCTM noTpebutenen. OH Tak)Xe MOXKET MOMOYb B MOATBEPXKAEHUMN
WA OONOJHEHUM AaHHbIX 06 y[oOBNEeTBOPEHHOCTM noTpebutenen, nosyvYeHHbIX
HenocpeacTBEHHO OT NoTpebuTenen.

7.3.3 lNpsamble NokKasaTenn yooBaeTBOPEHHOCTU NoTpebutenen
7.3.3.1 O6wme Nono)KeHns

Mpu CyLwecTBOBaHNM KOCBEHHbLIX NOKa3aTenen yaoBaeTBOPEeHHOCTN (CM. 7.3.2), Kak
npaswuo, uenecoobpasHo nonyyaTb  AdaHHble 06  yOOBAETBOPEHHOCTMU
HenocpeaCTBEHHO OT noTpebuTtenen. MeToabl, nCrnonb3yemble oas cbopa OaHHbIX
06 y[oOBNEeTBOPEHHOCTU noTpebuTenen, 3aBUCAT OT pas/iIMYHbIX (PaKTOPOB,
Hanpumep:

- XapaKTepa I'IOTpeﬁl/ITeJ'IbCKOFO PblHKa " KaTeropvu7| cerMeHTnpoBaHMA,

- NpoOoJIKNTENBbHOCTU N NEPNOOANYHOCTN B3aMMOOeNncTBuUs C I'IOTpeﬁl/ITeﬂFIMI/I;
- XapaKTepa npoaoykuumn, nocTaBnsemMon opraH|/|3aL|,|/|e|7|;

- Ha3Ha4eHnda N CTOMMOCTUN MeTOoda OLLEHKW.

OpraHusaums OoJiKHa YYUTbIBaTb MPaKTUYeCcKUe acnekTbl, OonucaHHble B 7.3.3.2-
7.3.3.4, Npy NAaHWPOBAHUM NOAX04a U METON0B, UCMONb3yeMbiX AN cbopa AaHHbIX
06 ynoBNeTBOPEHHOCTN NoTpebutenen.

7.3.3.2 Buibop meToaa cbopa AaHHbIX 06 yOOBNETBOPEHHOCTU NoTpebutenen

OpraHusauna gosmkHa BbibpaTb MeTon cbopa AaHHbIX, KOTOPbLIA COOTBETCTBOBAJ
Obl NOTPebHOCTM 1 TUNY Nognexawmx coopy gaHHbIX.



MeTonom, Hambosiee 4acTo ncnoJibdyeMmblMm 04 c6opa TaKNX OaHHbIX, ABIAKOTCA
obcnepoBaHus, KOTOpbIE MOTYT ObITb NN KA4Y€CTBEHHbLIMU, NN KOJTMYECTBEHHbIMMN,
nnn TteMn n gpyrnmMn.

KayecTBeHHbIMM 00CnefoBaHnAMU SBAAIOTCA Te, KOTOpble, KaK Mpasuso,
npegHa3Ha4vYeHbl AN BbIIBJIEHUS XapaKTepPUCTUK MPOAYKUUM, MNOCTaBKU WU
opraHu3aunm, OTHOCALMNXCA K YOOBNETBOPEHHOCTU noTpebutenen. OHM 0ObIYHO
NMPOBOAATCA 019 MOHMMAHUA UM U3YYEHUS OTAESIbHbIX BOCNPUATUA U peakuun, a
TakXe 018 packpbiTva naen n BonpocoB. OHN OTHOCUTESNIbHO TMBKKM 1 yaobHbI ona
NPUMEHEHMNS, HO MOTYT ObITb CYyObEeKTUBHbLIMW.

KonnuyectBeHHbIMM 06Cief0BaHUAMN SBNAIOTCA Te, KOTOPbIe npefgHa3Ha4YeHbl anas
N3MepeHns CcTeneHn YOoBAEeTBOPEeHHOCTU noTpebutenen. OHWM, KakK npaBuo,
npoBoaAaTcsa Ana cbopa 0600WEHHbLIX AAHHBLIX C MNPUMEHEeHNnEeM (UKCMPOBAHHbIX
BOMNPOCOB unn Kputepmes. OHM NCNONb3YIOTCA O onpenesieHnsa rnosioXKeHnsa nen,
BeHYMapKUHra nam NPocneXXxmMBaHMa N3MEHEHNN BO BPEMEHM.

KpaTkoe onncaHne faHHbIX MeTOLO0B UCCef0BaHUA U CpaBHEHME NX NPenMyLLecTB
N orpaHunYeHun npmeeneHsl B npuioxeHun C (cm. C.2.4).

7.3.3.3 OnpepneneHne obbema BbIGOPKN U MeTOOa BLIDOPOYHOIr0 KOHTPOIS

OpraHm3auns OOoJKHa OnpeaennTb KOJIMYEeCTBO noTpebuTtenen, nognexawinx
obcneposaHuto (T.e. obbemM BbIOOPKK), U MeTod BbLIGOPOYHOro KOHTPONA A4
N3MepeHnsa yOoBJETBOPEHHOCTU noTpebuTtenen. Lenb - nonyydyeHne OOCTOBEPHbIX
AaHHbIX C MUHMMasbHbIMW 3aTpaTaMn. TOYHOCTb CObpaHHbIX AaHHbIX 3aBUCUT OT
obbeMa BbI6OpKU N MeToAa BbIBOPOYHOrO KOHTPOS.

Ob6beM BLIOOPKM MOXKET onpenensaTbCa cTaTucTudeckn ansg obecnevyeHns ypoBHEN
TOYHOCTU N LOCTOBEPHOCTU, TpebyeMbiX OT NOJIYYEHHbIX pe3ysbTaToB. Kpome Toro,
NCMOJIb3yeMbIA MeToh BbiIOOPOYHOr0 KOHTPOSSA O0J/KeH obecneymBaTb XOPOLUYHO
penpe3eHTaTUBHOCTb BbIBOPKK B uccnegyemonm coBokynHoctn. Oba acnekTta bonee
noapobHo paccmaTpmBatoTca B npunoxeHunm C (cm. C.3).

7.3.3.4 dopmynupoBaHune BOMPOCOB, KacatoLmxcs yOOBJIETBOPEHHOCTM
notpebutenen

HNoMKHbI BbITb YeTKO onpedenieHbl NMPOAYKUUSA N XapaKTePUCTUKK, nogfexaliue
obcnepoBaHuUtO. NMoMmumo  >TOTrO, MOrFyT TaKXe uccsenosaTbCa  apyrue
xapaktepuctukm (cm. 7.3.1, c). Mpu cdopmMynmpoBaHNM BOMPOCOB OpraHm3auuns
OOJ/KHa B MEepBYIO o4epenb onpenennTb uccrenyembole 061actu, a 3aTeM BblAEIUTb
KOHKpPEeTHble BONPOChI, Nonagatowme B 3Tn obnactu, ¢ 4OCTAaTOYHON AeTanm3aunen
Ana nonyvyeHusa nHpopmMaunm o BOCNpuaTK notpebutenamu.

MacwTab nsmepeHuin, 3aBUCALLUA OT CHOPMYJSIMPOBAHHLIX BOMNPOCOB, A0JIKEH ObiTb
TakXe 4eTKo onpegeneH. [onosHUTesNIbHble peKoMeHZauunm OTHOCUTENbHO
onpenesieHNUs U BKIIOYEHMSA BOMNPOCOB B aHKeTY coaep»xaTcsa B npunoxeHun C (cM.
C.4).

7.3.4 Cbop gaHHbIX 06 yOOBNETBOPEHHOCTM NoTpebuTenen

C6bop AaHHbIX A0/HKEH BblITb CUCTEMATU3NPOBAH, AEeTaln3MPOBaH N AOKYMEHTasIbHO
opopmneH. OpraHusauma [OJ/KHA YCTaHOBUTbL nopsigok cbopa AaHHbIX. [Mpwu
BblbOope MeToAoB U CcpeAcTB cbopa AaHHbIX AO/HKHbI YHYUTbIBATbCS KOHKPETHbIE
acnekTbl, HaNpuMep:



a) TMN n 4OCTYNHOCTb NnoTpebuTtenen gonsa nccnenoBaHus;

b) cpokn cbopa AaHHbIX;

C) NMeLWasacsa TEXHONOrns;

d) nmetowmecs pecypcol (KBanndukauns n 6rogxer);

€) HENPUKOCHOBEHHOCTb YaCTHOW XXN3HN N KOHPUAEHLMANBHOCTb.

Mpn onpepeneHNn Nepuoan4yHOCTU, CPOKOB WU CTUMYNOB Ans cbopa OaHHbIX 06
yAOBNETBOPEHHOCTN noTpebutenein opraHmsaums OOJDKHA MNPUHUMaTb  BO
BHMMaHMe cnenytolime acnekThbi:

- pa3paboTKa Uaun BbINYyCK HOBOW NMPOAYKLNN;
- 3aBepLUEHME 3HAYMMbIX 3TArNoB NPOEKTa;

- BHECEHME N3MEHEHUN B npoaykumio mnam B CBA3aHHbIE C Hen npoueccnl, nin B
npon3soaCcTBeHHYIO Cpeay,

- CHWXEHMe YyOOBJIETBOPEHHOCTU noTpebutenen wnnm konebaHne ob6bLEMOB
peann3aunm Npoaykumn (permnoHanabHOe Nan Ce30HHOoe);

- MOHUTOPUHI K cTabunnsaumnsa NOCTOSAHHbIX KOHTAKTOB C noTpebutenamu;
- Tepnumoe oTHoweHne notpebutenen K 4acTbiM cbopam AaHHbIX.

C6bop OaHHbLIX MOXET MNPOBOAUTLCHA CaMOW opraHm3aumen. 3TO SKOHOMUYHO U, C
y4eTOM 3HaHUA npoayKuMm wunm notpebutenen, MoXXeT AaTb ONTUMasbHbIE
cBeneHusa, npmeBecTn K 0Oosiee TeCHbIM KOHTaKTaM C notpebutenamm mn 6Gonee
rnybokomMy noHMMaHuio ux npobnem. OpOHaAKO CywecTByeT PUCK, HTO Ha
06BEKTUBHOCTb MOJIYYEHHbIX AaHHbIX MOrYT MOBANATb OTHOLUEHUS C OTAEJIbHbIMU
nmuamu, ydacTeylwmMMm B npoBedgeHun obcnenoBaHUM. ITOro puCKa MOXKHO
n3bexxaTb NyTem npoBeneHumns cbopa gaHHbIX HE3AaBUCMMOMN TPETbEN CTOPOHOMN.

.4 AHanus paHHbIX 00 YA 0OB/IETBOPEHHOCTHU NOTpebuTenen
7.4.1 O6wme nonoxeHus

Nocne cbopa AaHHbLIX 00 yaoOBNETBOPEHHOCTU noTpebutenen OHWM [O/IKHbI ObITb
NpoaHaN3MpPOBaHbl O MOJYyYEeHUA WHGPOPMaLUM, KOTOopas, KakK MnpaBuso,
KacaeTcs:

- CTerneHn yaoB/eTBOPEHHOCTU noTpebuTenen n TeHAEHUNI ee U3MEeHeHUs;

- acnekToB MPOAYKLUMW W MNPOLECCOB OpraHM3auun, KOTOpble MOryT OKa3blBaTb
CyLLIeCTBEHHOE BJINSIHME Ha YA0B/I€TBOPEHHOCTD;

- COOTBETCTBYOLLEN MHpopMaL MM 0 NPOAYKLMN N NPOLECcCaX KOHKYPEHTOB;
- CUJIbHBIX CTOPOH OpraHn3auuu n obnacten gna yayyleHus.

Mpwn aHann3se gaHHbIX 00 yO0BNETBOPEHHOCTN NMoTpebuTenen opraHnsaynsa goHKHa
MPMHMUMaTb BO BHMMaHMWe Mepbl, OnucaHHble B 7.4.2-7.4.6. [ONOJIHNTEJIbHbIE
peKoMeHOaumnmM rno KaXkgon nx asTux Mep cogep>xaTcs B npunoxeHuu D.



7.4.2 lMogrotoBKa OaHHbIX 019 aHanM3a

Bce maHHble OO/IXKHbI ObITh npoBepeHbl Ha npeamMmeT HaJm4duns OLWMBOK, MOJIHOThI ”
TOYHOCTWM W1, B Clly4Hae HeobxoaAMMOCTN, AO0/IXKHbI BbiTb pacripengesieHbl nNo 4eTKOo
BbloeJIeHHbIM KaTeropmam.

7.4.3 OnpepneneHve MeTona nNposBeneHMsa aHanmsa

MeToabl MNpPOBeAEHUS aHasIn3a AO0/KHbl BblIOMPATbCA B 3aBUCUMOCTM OT BuUAA
cobpaHHbIX AaHHbLIX U Uenen aHanusa. Pa3nnyHble MeToAbl NPOBEeAEHMS aHa/In3a
JAHHbIX MOTYT ObITb KNacCUULIMPOBAHbI MO MPUHLIKMY:

a ) NPAMOro aHanusa, npejgnosiaralollero aHajauM3 OTBETOB noTpebutenenn Ha
KOHKPETHbIe BOMPOCHI;

b ) KocBeHHOro aHanusa, npegnosiarakwolero WCNosib30BaHME pPas3sINYHbIX
aHANNTUYECKNX MEeTOOO0B A5 BbIIB/IEHUS MOTEHLUMA/IbHO 3HAa4YMMbIX (PaKTOPOB U3
COBOKYMHOCTW AAHHBbIX.

Kak npaBuio, AoNyckaeTca UCNoJib30BaHMe 060Mx BUAOB aHaNM3a AOJ1s MoayyYeHus
noJsie3Hon nHgopMaLnn U3 AaHHbIX 06 y10BIEeTBOPEHHOCTU noTpebuTtenen.

7.4.4 lpoBeneHVe aHanu3a

Bce pnaHHble AO0/DKHbI ObITb MpoOaHanu3MpoBaHbl ASA MNOJIYYEeHUS chepylowen
MHopmMauunn:

- 006 ypoBneTBOpPeHHOCTU noTpebuTenen (BCex WM OTOEsNIbHbIX KaTeropumn
notTpebutenen) n TeEHOEHUNSAX €e N3MEHEHUS;

- 0 pa3indnax B CTterneHnm yaoBaeTBopeHHOCT MO KaTEeropmam r|0Tpe6|/|Tene|7|;

- 0 BO3MOXXHbIX MPUYNHAX U UX OTHOCUTENbHOM BJINSHUM Ha YAOBNETBOPEHHOCTb
notpebutenen;

- 0 NosNbHOCTU noTpebuTtenen, KoTopas CBUAETENbLCTBYET O TOM, 4TO
noTpebutenb, BeposiTHee Bcero, byneT M Oanblie MOKynaTb Te Xe wuau agpyrue
BUAbI NPOAYKLMW Y AAaHHOW opraHn3auuu.

7.4.5 Banngauunsa aHanmsa

Bce pe3ynbTaThl W BbIBOAbI aHa/M3a MOANEXAT MNOATBEPXKAEHUIO 33 CYyeT
NCMNOJIb30BAHWS Pa3NMYHbIX CocoboB, HanpumMep:

- CerMeHTunpoBaHuUA p[JaHHbLIX AOnAa onpegesieHnAa BO3MOXHbIX UCTOYHMKOB WX
N3MEHYUNBOCTMWU,

- onpepneneHus CYLLECTBEHHOCTMW XapaKTEPUCTUK npoayKLUnn:
NOEHTUPMUNPOBAHNE  XapPaKTEPUCTUK  KakK  MOTEHUWANbHO  BaXXHbIX AN
noTtpebutena n onpeneneHnNe NX OTHOCUTENIbHOW Ba)KHOCTU (BKJIOYas BO3MOXKHbIE
N3MEHEHUS B XapaKTEPUCTMKAX U OTHOCUTESIbHYIO 3HAYMMOCTb XapPaKTEePUCTUK BO
BPEMEHMW) CYLLLEeCTBEHHO BANSIOT Ha pe3y/ibTaTbl MPOBOANUMOrO aHan3a;

- OUeHMBaHMUA CTabuibHOCTM pe3ynbTaToB MNyTEM CpPaBHEHUSs C  APYruMu
nokasaTensaMm wunm TeHpeHUumaMn B 06NacTax, KOTOopble TakXe oOoTpaxkawT
yOOBNETBOPEHHOCTb noTpebutenen, Hanpumep ob6bembl npogak u xasnobbl



notpeburtenen.
7.4.6 lNpencraBsieHne OTHETa O pe3ysbTaTax U NOAroTOBKa peKoMeHaauunmn

Pe3ynbTaTbl NPOBOAMMOIro aHanM3a nognexxat 4OKYMEHTUPOBAHUIO N BKJIKOYEHUIO B
OTYeT BMeCTe C BO3MOXHbIMW pekoMeHAaumsamm, 4Tobbl MOMOYb OpraHusayum B
BblABNIEHNM obBnacTen Onsa ynaydweHus C Uesiblo NOBbIWEeHUSA YyA0BNETBOPEHHOCTMU
notpebutenen.

OT4eT OOJIKeH cogepXxaTb TOYHbIN n KOMMJIEKCHbIN rnokasaTe’sib
YOOBJIETBOPEHHOCTM notpebutenen. Momnmo OAHHbIX, MoJTy4YeHHbIX
HenocpeacCTBEHHO OT noTpebuTenen, CywecTBYOT APYyrne xXapakTepuUCTUKN UK
rnoKasaTesin, KOTOopble TakKXe OoTpa)kaloT YOOBJETBOPEHHOCTb noTpebutenen,
HarnpuMmep Te, KOTOpble nNpueBeneHsbl B 7.3.2.

KntoyeBble Noka3aTesIn COOTBETCTBYIOLLMX XapaKTEPUCTUK MOryT ObiTb CBeAEHbI B
€OWHbIN  MNoKa3aTeslb, HOCAWMN Ha3BaHWe "MHAEKC  YOOBJETBOPEHHOCTMU
notpebutenen". B KayecTBe mMHOEKCa yOOBNETBOPEHHOCTU noTpebutenen mMoryT
MCnosb30BaTbCHA, Hanpumep, CpedHEeB3BELWIEHHOE  3HadyeHune  pe3ysbTaToB
nccnenoBaHUA YyOOB/IETBOPEHHOCTM MnoTpebutenem M KOAMYECTBO MNONYyYEHHbIX
»anob ot noTtpebutenen. NHOekC ynoBNeTBOPEHHOCTU noTpebutenenm aAsnseTcs
y006HbIM n NoJsie3HbIM WHCTPYMEHTOM n3MepeHns " MOHUTOPUHTra
yOOB/NIETBOPEHHOCTN NOTpebuTenem No BpeEMEHN NN MO MECTY HaxXO0XAEHUS.

B oTyeTe O0JIXKHbI ObITb TakXXe ornpeaeneHsbl COOTBETCTBYIOLWNE XapaKTEPUCTUKN U
3/1IeMeHTbl YOOBJIETBOPEHHOCTU NnoTpebuTenen, a TakXxe NoTeHUMasbHble MPUYNHbI
HeyOOoBJIETBOPEHHOCTU NoTpebuTenen n pakTopsbl, Bbi3BaBLUME €€.

7.5 ObecneuyeHune obpaTHOM CBA3M ANA YAYYLUEHUA

NHdopMaumns, mnonyyYyeHHass B pe3ysbTaTe WM3MEPEeHUs U aHaav3a [aHHbIX 00
yOOBJIETBOPEHHOCTM NoTpebuTenen, Oo/KHA HamnpaBisiTbCA B COOTBETCTBYHOLLME
YHKLMOHaNbHbIE MoApa3aeneHns opraHmsaumm oas NPUHATUS Mep Mo yayylleHUo
NPOAYKLWM, MPOLLECCOB WAN CTpaTerui, 4To cnocobCcTBYeT MAOCTUXXEHWUIO Lenen
opraHm3auuu.

Ins peweHns 3ToN 3a4a4M OpraHM3aL s MOXET:

- onpenensaTb NPOLECCHhl M OPraHN30BbIBaTb COBELLAHMS AN U3YYeHUS NHPOPMaLNK
06 yn0oBNeTBOPEHHOCTN NoTpebuTenen;

- onpenenaATb, KOMY W KaKyl WHPOpMauutlo crenyeT HanpasnaTb (BkoYas
notpebutenen);

- pa3pabaTbiBaTb NJaHbl MEPOMPUATUIA NO YYYLLIEHUIO;

- NPOBEPSATb BbIMNOJIHEHNE TMJIAHOB MEPOMPUATUIA MO YNYYLWEHU U MNOoJyYEeHHble
pe3ynbTaTbl Ha COOTBETCTBYIOLIMX COBELUaHUSAX, Hanpumep, B XOoAe aHasim3a co
CTOPOHbI PYKOBOACTBA.

MOCTOAHHOE BbIMOJIHEHNE TAaKUX OENCTBUN MOXXET MOBbLICUTb pPe3yibTaTUBHOCTb U
3P (PEKTUBHOCTb CUCTEMbI MEHEO)XMEeHTa KayYyeCcTBa opraHusauun.

NHdopmauma o6 ynoBneTBOPEHHOCTM noTpebutenen (Kak MO3UTUBHAA, TakK W
HeraTuBHas) crnocobHa NMOMOYb OpraHmsaumm B peleHnn npobnem, cCBA3aHHbIX C
BblNOJIHEHNEM TpeboBaHUN, YCTaHOBNEHHbIX NoTpebutenamu. OHa Tak>Xe crnocobHa



MOMOYb OpraHM3auum B MOHMMaHUM U yOOBJIETBOPEHUN OXUAAHUI NoTpebutenen
Win B  peleHMn npobnem, CBA3aHHbIX C BOCApMSATMEM NoTpebutenamm
NOCTaB/SiEMON MNPOAYKUUM WMAWM CaMOM OpraHm3auunm, M TeM CaMblM MOBbICUTb
cTerneHb y0B/I€TBOPEHHOCTN NoTpebuTenen.

B npunoxeHun E copepxaTca obuwme pekoMeHgauunm Mo BO3MOXXHOMY
NCMNOJIb30BAHWIO TAKOWN MHMOPMaLIN.

7.6 MOHMTOPUHI YA OBJNIETBOPEHHOCTU NoTpebutenen
7.6.1 Obuwme nonoxxeHus

B 7.6.2-7.6.5 copep>aTca pekoMeHZauunm No MOHUTOPUHTIY YOOBJ/IETBOPEHHOCTU
notpebutenen, csefeHMa 0O Mepax, MNPUHMMaeMbIX A7 MOBbIWEHUSA CTerneHn
yOOBNETBOPEHHOCTU NoTpebutenen, n pesynbTaTUBHOCTU TakuUxX Mep.

7.6.2 iccnepoBaHue BbibpaHHbIX noTpebutenen n cobpaHHbIX AaHHbIX

OpraHusaumnsa nomxkHa ybeanTbca B TOM, 4TO BbiOpaHHble noTpedbutenn nam rpynneol
noTpebutenen oTeeyvatoT Lenn cbopa AaHHbIX U YTO NOJIYYEHHbIE JaHHble ABJIAIOTCA
MOJIHBIMN U TOYHbIMWU. OpraHusaynsa L[OJIKHA WU3YHYUTb WUCTOYHUKK NONyYeHUs
OaHHbIX 06 yOOB/eTBOPEHHOCTM noTpebutenen (Kak npsiMmble, Tak U KOCBEHHbIE) Ha
npeagMmeTt nx o60CHOBaHHOCTU N NPUNEMSIEMOCTN.

7.6.3 3y4yeHune nHgpopmaumm ob yooBieTBopeHHOCTM noTpeburtenen

PYKOBOACTBO  OpraHM3aLuM  COOTBETCTBYHOLIEro  YPOBHA  OOJIKHO  4yepes
ornpeneneHHbIe MPOMEXYTKN BPEMEHUN OCYLLECTBAATbE MOHUTOPUHI MHpopMaLn 06
yOBNETBOPEHHOCTN  noTpebutenen. Xapaktep U1 obbeM  UMHdopMaUmn,
noasiexxallein MOHUTOPUHIY, ONPenensAlTCAa HY)XAaMU U LUenaMn opraHusauum u
MOTYT BKJIlOYaThb:

- TEHOEHUMN N3MEHEHUSA OaHHbIX 00 yooBneTBOpPeHHOCTM noTpebutenen (B uenom
1, Hanpumep, No NPoAyKUUKN, pernony, Tuny notpeburtenen);

- CpaBHUTEJIbHblE AaHHble NN MHPOPMALIMIO O KOHKYpPEeHTax;

- cnabble U CUNbHblE CTOPOHbI NPOAYKLUNM, NPOLECCOB, TEXHOJIOFNIA NN NepcoHana
opraHusauunm;

- NepCcneKTmBbl NN NnNoTeHUnaibHblE BO3SMO>XXHOCTMWN.

7 .6 .4 MOHNTOPUHT NencTBun, ocyLlecTBNaeMbIX ans MoBbILLEHNA
YOOBNETBOPEHHOCTN NoTpebutenen

OpraHmsauma [osKHa NMPOBOAUTb MOHUTOPUHI MPOLLECCOB, C MOMOLLbID KOTOPbIX
OCYyLLEeCTBASETCSA nepenadya COOTBETCTBYOWUM PYHKLNOHANbHBbIM NoApa3aeneHnsam
COOTBETCTBYOLWEN WHGPOPMauMm o0 yAOoB/ETBOPEHHOCTU noTpebutenen, n[nsg
MPUHATUSA Mep, HanpaBJIEHHbIX Ha MOBbILLIEHWE YA0BJETBOPEHHOCTN NoTpebutenen.

OpraHumsaumsa AOo0J/HKHa TakKXe KOHTPOJIMpOBaTb BbIMOJIHEHME MpednpuHUMaeMblX
ODENCTBUA, a TaKXe WUX BAUAHWE Ha peakuuto notTpeburtenen Ha KOHKpPETHble
XapaKTepUCTUKN nnm obwnin ypoBeHb yaoBJIE€TBOPEHHOCTH.

Hanpumep, ecnm wuHdbopMaunsa, nosyvyeHHas oOT noTpebuTtenen, KacaeTcs
"Hey0B/IeTBOPUTENBLHOIO YPOBHS nocTasku", opraHm3auus NOJIKHA



YOOCTOBEPUTBLCA B MNPUHATUM Mep, HaMNpaBJIeHHbIX Ha YyJay4dlWeHue KayvecTBa
MOCTaBKW, N B TOM, YTO MNOBbILLIEHNE YPOBHSA YyOOBNETBOPEHHOCTWU noTpebutenen
HawJfo CBOEe OTpaXeHnme B nocnegywowen wvHdbopMaunun, Mnoay4eHHONW OT
notpebutenen.

7.6.5 OueHKa pe3ynbTaTUBHOCTU NMPUHMMAEMbIX Mep

Ins ocyuwecTB/IeHNS OLLeHKN pe3ysibTaTUBHOCTU NPUHUMAEMbIX MEp opraHm3auums
NOJKHA ybeanTbCs B TOM, YTO MojsyyeHHas uHdopmaumna ob ynoBreTBOPEHHOCTU
notpebutenen He nMPOTMBOPEYUT OPYrMM COOTBETCTBYIOLLMM rOKa3aTensam
pPe3yNbTaTUBHOCTU OEATENbHOCTU UAN NOATBEPXKAAETCS UMW,

Hanpumep, ecnun u3sMepeHus yOoOBNETBOPEHHOCTW noTpebutenen, npoBOAUMbIE
opraHusaumen, UMerT MONOXKUTENbHYIO TEHAEHUMIO, 3TO, KaK MpaBuo, AOJSIKHO
OTpa>kaTbCsi B COOTBETCTBYIOLLIMX SKOHOMUYECKUX TMOKas3aTensx, TakKuUX Kak
yBenM4yeHne cnpoca W [OAM pblHKaA, BO3pacTaHMe TMOBTOPHbLIX obpaweHnn
notpebutenen n ygennyeHme Koam4vecTsa HoBbIX noTpebutenen. Ecnn TeHaeHUUN
N3MEHEeHNA yOOB/eTBOPEHHOCTU noTpebutenen He Haxo4AT CBOEro OTPaXKeHUsa B
APYrnx rnokasaTensax [L[efIOBOM aKTUMBHOCTWU, 3TO MOXET CBUAeTeNbCTBOBaTb 06
OrpaHMYEeHNSX WU TMOrpewHoOCTAX MPoOLEeCCOB W3MEPEHUs YAO0BETBOPEHHOCTU
notpebutenen n obecneyeHmna obpaTHOW CBA3N.

KpomMe TOro, 3TO MOXET CBUAETEeNbCTBOBAaTb O TOM, 4YTO U3MeEpeHue
yOOB/IETBOPEHHOCTN MOTpebuTenem He yyuTbiBaeT APYyrnx (akToOpoB, KOTOpble
B/INAIOT Ha pelleHns, NpuHNMaeMble notTpebutensmn.

8 nMNMoppepxaHuMe Ha pM[OOJKHOM YpPOBHE U YyJsyudlleHUe nNpoLeccoB
MOHMUTOPUHIra U U3MEepeHUs

OpraHusauma  [OJ/DKHa  Mepuogunyeckn  nepecmaTpumBaTb  CBOM  MNpOLECChH
MOHUTOPWUHIa U N3MepeHUsa yaoB/eTBOPEHHOCTU noTpebutenen gnga obecnevyeHus
NX pPe3ysibTaTUBHOCTM U SPPEKTUBHOCTU U MNOJYYEeHUA C  UX TMOMOLULIO
WHOopMaLnMK, KoTopas SABNSETCHA aKTyalbHOW, Heobxogmmonm wn nonesHon. K
TUMNWYHBIM MepaM, NMPUHUMaEMbIM B 3TOM HanpasBJIeHUN, OTHOCATCA:

- obecnedyeHme Hanuuma nMnaHa, rpadmka W KOHKPETHOro npouecca Aans
OCYLLECTBNEHNS MOHUTOPUHIa U N3MEPeHNN yO0BNETBOPEHHOCTM NoTpebutenen;

- aHanM3 npouecca otbopa noTpebuTenen n xapakTeEPUCTUK AOJst MOATBEP)KOAEHWNS
€ro COOTBETCTBUSA Lenam 1 npuoputeTam busHeca;

- obecnevyeHne akKTyasIbHOCTM M KOMMJEKCHOCTU MNpouecca BbISBAEHUS OXUOAHUN
noTpebutenen (CKpbITbIX N ABHbIX) N €ro Bepudukaumm notpedbntenaMmm (HaCKoJIbKO
3TO BO3MOXXHO);

- NMPoBepkKa KOCBEHHbLIX MOKa3aTesiel yAoBJIETBOPEHHOCTU rnoTpebutenen, 4TobbI
ybeanTbCcs B TOM, YTO MX UCTOYHUKMK SIBASIOTCA aKTyaslbHbIMU, BCECTOPOHHUMU U
npueMaemMbiMu;

- obecneyeHme OTparKeHNA N3MEHAIOLWNXCA YCnoBnA 1 uenen busHeca B MeTogax u
npoueccax, WCMoNAb3yeMblX AONA MPAMOro U3MepeHus YyOOoBNETBOPEHHOCTU
notpebutenen;

- MOATBEP)XAEHME TOro, 4YTO pa3/INyHbie COCTaBAsAOWME U UX OTHOCUTEsNbHas
3HAYMMOCTb OTpaXkaloT TeKylime npuopuTeTbl B ciydae o6obuieHns AaHHbIX 06



yOOBJIETBOPEHHOCTM MoTpebuTenein B TakoOM MoOKasaTesle, KakK WHAOEKC
yNOBJIETBOPEHHOCTU NMoTpebuTenen;

- NepuoaAnYecKUin nepecMoTp npouecca noaTBepXXAeHnsa wuHdopmauum o6
yOOBJIETBOPEHHOCTM nNoTpebutenen c y4eToM BHYTPEHHUX TMoOKa3aTenem wumm
APYrux nokasaTesien AesaTeslbHOCTY;

- MPOBEpKa COOTBETCTBUA U afeKBAaTHOCTWU YCNOBUW M npouecca MOCTOAHHOrO
aHannsa nHgpopmaumm od yooBneTBOpPEeHHOCTU NoTpebutenen;

- npoBepka paboTocrnocobHOCTM U pe3ynbTaTUBHOCTU rpouecca nepenaydu
WHpopmaumm o6 yOooBNETBOPEHHOCTWU noTpebuTenem B  COOTBETCTBYlOLME
PYHKUVOHa/IbHble noApa3fesieHns, HanpuMmep onpenesieHne TOro, CYUTalOT Nu
nosiydaTenn TakKyl WHPOPMAUMIO MOJIE3HOW W WUCMNOJNb3yeTCca M TaKas
nHpopmauuns;

- BbIiIBNIeHUEe (aKTOpOB, MPEenaTCTBYOLWMX W CRNOCODCTBYOWMX MNepenaye
nHopMaumum o6 yOooBNETBOPEHHOCTU noTpebutenen, C UeNbld COOAENCTBUSA
yNy4weHusam.

[Mpnno>xxeHne A

(pekomeHpyemoe)
KoHuenTtyanbHasa MoaeJsib YAOBJIETBOPEHHOCTU noTpeburtenen
A.1l Obwme nono)xxeHus

B HacToAweM npuaoXXeHUU COOEepPXUTCA AOMNOJHUTENbHaa uHpopMauus o
KOHLUENTya/lbHOW MoAenn yaoBAeTBOPEHHOCTU noTpebutenen (cm. pasgen 4). OHa
CJIY>XNT OCHOBON peKoMeHOauunn, cogepxallmxcs B HacTosAWeM cTaHgapTe.

A.2 KoHuenTyasbHasa Moaenb yOOB/EeTBOPEHHOCTU noTpebuTenen

KoHuenTyanbHaa MoAenb, nNpencTtaBsieHHaa Ha pucyHKe A.l, noka3biBaeT
B3aMMOCBSA3b Me)XAYy TOYKOW 3PEHUSA OpraHu3aLmm U TOYKON 3peHuns notpebutenen
B OTHOLUEHUM KayecTBa NpoayKL NN,



O nanms 3annaHupoBaH-

notpebuTenss, Han (OpraHnaa-
CEBAIAHHBIE Lei)
C NpOaYKLWEH NPOOYHLHA

CreneHb CreneHb
YOOBNETBOPDEHHOCTK COOTBETCTEMWA
(MHeHue nompebumeneu (MHEeHUEe opeaHuzayuu

0 KaJecmee) ; ; 0 kayecmese)

Bocnpuatee A MNocrasnaeman
(opraHvaauKed)

MPOAYHLHA
notpeBurensme | Y NPOOYKLMA

PucyHok A.1 - KoHuenTyasnbHaa Moaenb YAOBJETBOPEHHOCTU noTpebutenen

B OaHHOM MoOenn oXXmpaaHuAa noTpebutenen, cBA3aHHble C NpPoOAYKUMEW,
XapakKTepu3yloT Ty NPOAYKLMIO, KOTopyt noTpebutenn xxenannm 6bl MONyYnUTb.
OxunpgaHusa notpebutenen B OCHOBHOM (OPMUPYIOTCA Ha OCHOBE WX OMbITa,
nMmerwlenca unHhopMmaumm n Hyxxpa. Takme oXupgaHus MOryT HaxoOuTb CBOe
OTpa)keHne B KOHKPETHbIX TpeboBaHMAX nManm MOryT npeanosaratbCa U He UMeTb
4eTKOro onpegeneHus.

3annaHUpoBaHHaA NPOAYKLMS XapakTepusyeT npoayKuuto, KOTOpY!0
opraHusauma HamepeBaeTcs nocTaBnAaTb. OHa, Kak NpaBuio, NpeacTaBnsieT cobon
KOMMPOMUCC MexAay TeM, KakK OopraHumsauus NoHUMaeT oXXuAaHus notpebuTenen,
BO3MOXHOCTAMW OpraHusaunmn, ee BHYTPEHHUMU MHTEpecaMm N TEeXHUYECKUMMU,
3aKOoHOAaTeIbHbIMU n HOPMaTUBHbLIMU orpaHnYeHusMu, KacarLnMncs
opraHu3aunm n NpPoayKUun.

MocTtaBnsemasn npoaykuuns XapakTepusyeT MPOAYKLMIO, BblINyCKaeMyto
opraHmsaumen.

CTeneHb COOTBETCTBUS, KOTOpas XapaKTepusyeT MHEHMe opraHm3aumm o
KayecTBe, CBUAETENbCTBYEeT O TOM, HACKOJIbKO TMOCTaBssieMas NpoaykKuusa
COOTBETCTBYET 3anjlaHNPOBAHHOW NPOAYKLUN.

BocnpuaTtue npoaykunum noTpebutenamMmm xapakTepusyeT MpPOoAYKUUID TaKuMm
obpa3oM, Kak noTpebutens ee BocnpuHMMaeT. Takoe BocnpusaTne dopMupyeTcs
HYy>XOamMn notTpebuntens, pbIHKOM N OKPY>KatoLen cpenomn.

YOOBNIETBOPEHHOCTb - 3TO OLIeHKA, MHEHNe, Bbipa)kaemoe notpeburtenem.

CTeneHb YOOBJETBOPEHHOCTU OTpa)kaeT pasHuuy Mexay npencraBieHnem
notpebutenen o6 oxupaemonm nMPOAYKUUN W BOCOPUATMEM MOCTABASEMOWN
npoaykumnm notpeburtenamu.

|-|03TOMy cnepyetTt yaenAatb BHMMaHME ABYM NapaMeTpaM:



a ) BHYTPEHHMM T[OKa3aTeNssM KayecTBa B MpoLecce >KU3HEeHHOro uukKna
npoayKUumn;

b ) BHELUHUM NoOKa3aTesNsaM, XapakKTepusyllwnuMm MHeHune noTpebuTtenen o ToM,
HaCKOJIbKO XOPOLLO OpraHM3aumnsa yoosieTBopseT UX OXUOaHus.

Kak noka3blBaeT KOHLUenTyaslbHad MoAenb, ANna AocTuKeHmsa 6onee nosHoM
YOOBNETBOPEHHOCTN noTpebuTenen opraHmsaumsa [OO0/HKHA YCTPaHUTb pa3pbiB
MeXXAYy KayeCTBOM, KOTOPOro oXxugaeT notpebuTesnb, N Ka4eCTBOM MNoOCTaBAsSEMON
NPoAYKLMW, KaK ero BoCNpuHUMaeT noTpebutens. [1na 3Toro opraHnsayns A0/ >KHa
MPONTU Ka>KAbl N3 3TAroB B LWKJIe KOHLEeNTyasllbHON Moaenu, T.e.:

- NPV NPOEKTUPOBAHUM 3arJaHUPOBAHHON MPOAYKLMN KAaK MOXHO Jy4ule MOHATb
oXungaHma noTpebutenen wn obecne4ynTtb BCECTOPOHHEE UHGPOPMUPOBaAHME
notpebutenenm o CBONCTBAX M OrpaHNYeHNaX NpoayKumm (3To chepa onpeneneHuns
TpeboBaHM, obMeHa MHpoOpMaunen n NPOEKTUPOBaAHUA NPOAYKLNN);

- MOCTaBnATb MNPOAYKUWMIO, COOTBETCTBYIOLIYIO 3anjaHMpoBaHHOWM (3To cdepa
dYHKLMNOHANBLHOIO MeHeO)XMeHTa 1 yrnpaBieHns npoueccamu);

- MOHATbL BoOCMpuUATME noTpebuTenem nocTaBAsSEMON MNPOAYKLUUN W MOBbLICUTb
yOOBJIETBOPEHHOCTb MoTpebuTenenm 3a cYeT ynaydweHun B npoaykuumm mn 6onee
MOJIHOroO MHMOPMUPOBAHUA O MPOAYKUMUN N CBA3AHHLIX C HEW OrpaHuyveHmsax (3To
chepa obmeHa wuHboOpMauMen, MapKeTUHra W YCTaAHOBJIEHMA CBA3EN C
notpebutenamu).

OpraHunsauuns OoJIXKHa Y4MUTbiBaTb, YTO YA 0BJIETBOPEHHOCTb NoTpebuTenen ces3aHa
HE TOJIbKO C XapaKTepuUcTUKaMu nNpoayKLUMU KU YCJIOBUAMU €e MOCTaBKWU, HO U C
NOBEeAEHYECKMMMN XapaKTePUCTMKaAMN OpraHn3aLunm.

[MpnnoxxeHne B

(pekoMmeHpyemoe)
OnpepeneHue oOXXUpaHu noTtpedbutenen
B.1 O6wure nonoxxeHums

B HacToAweM npuioXeHUn copep)xaTcsa AOOMnoJIHUTeNbHasd WHdopMaumsa un
peKkoMeHfauunm OTHOCUTENIbHO onpefeneHnsa oxupaHun noTtpebutenen B
cooTBeTCTBUKN C 7.2.

B.2 BuisBneHne notpebutenen

Pa3finyHble TUMbl NoTpebutenen, nognexawmx obcnenosaHnio (a8 onpeneneHns
OXXUIOAHUA WM YOOBJIETBOPEHHOCTU noTpebuTenen), nepeyncsieHbl HUXE WU
NNNIOCTPUPYIOTCA NpUMepaMn noTpebuTtenen ns pasinyHbiX CEKTOPOB SKOHOMUKW.

a ) CywecTBylowiue norpedburtenu - >3T0 noTpebutenn, KoTopble HepaBHO
npuobpeTann NpoayKunio opraHnsaumnm. K HUM MOryT OTHOCUMTbCS:

1) nocTosiHHble MoTpebuTenn, KoTopble PEeryasipHoO MOKynalT MPOAYKLUUIO WIN
yCyru opraHm3auumn.

Mpumep - [loTpebutesin x1€600y/104HbLIX U3LESTN,



2) cnyyYalHble noTpebuTenu, KOTopble MNEPUOANYECKN MOKYyNalT MNpoaYyKUUIO
opraHusauum.

Mpumep - [1oKyraTesnn KOMrbOTEPHbLIX CaJIOHOB UJIN arlTEK.

b ) MpaMble noTpedbutenun - 310 NoTpebuTenn, KoTopble MOKYNalT MPOAYKLMIO
HenocpeaCcTBEHHO Yy opraHusaumn. Takme notpebuTenun, Kak npasuio, coobuwatoT o
CBOUX 0XKNOAHNAX HENOCPEACTBEHHO OpraHmM3aLnm.

Mpumep - [NoTpebutesim cBapo4HoOro 0b6opy0BaHMA.

c) KocBeHHble noTpebutenmn - 310 notpebutenn, KoTopblie MOKyNakT NPOAYKLUIO
opraHumsaumm 4epes Jaguiepa WM Apyrytw opraHumsauyumio. B Takux caydasx
OpraHm3aunm Ba>KHO NMOHMMAaTb OXXUAAHUSA AUEpPa, @ TaKXKe 0XXNAAHUSA KOHEYHOro
notpebutens.

Mpumep - [ToTpebuTesn NopTaTUBHbLIX CBEPJINIbHbIX CTAHKOB.

d ) MoTeHuManbHbie noTpedbuTenum - 310 notpebutenn, kKotTopble MOryT O6biTb
3aMHTEepPEecoBaHbl B MPOAYKLMM OpraHu3aumu, HO MNOKa elle ee He nokynanun. Ha
OXMAOaHUA Takux noTpebutenem MoOXeT BAUATbL penyTaunusa opraHusauunm,
MOCKOJIbKY OHUN HE NMMeNN C AaHHOW OpraHmn3aymnen HUKakKnx OTHOLLEHWUN.

e) MoTepsAaHHbIe noTpedbuTtenmn - 3170 noTpebutenn, KoTopbie paHee npmnobpeTann
NMPOAYKUMIO OpraHM3aumm, HO NpekpaTuinm coBepllaTb MOKYNKW. B Takmx cnydaax
opraHmsaunsa [OJIXKHa nocTapaTbCA MOHATb MPUYUHBbI M3MEHEHUA NPeanoYTeHUN
notpebutenen.

B.3 AcnekTbl, MOMOrawLmne NoHATb OXKNAaHUA noTpebutenen

OpraHumsaumss CMOXKeT Jfydlle MNOHATb OXuaaHua noTpebuTtenen, ecnu bypeTt
NPUHUMATb BO BHUMaHWE cneayloline acneKkThbl:

- pOJib, KOTOPYIO NOTPEbUTENN UrPatOT B MPOEKTUPOBAHUM U NOCTaBKe NPOAYKLUNN;

- obpaTHasa cBA3b C nMoTpebutenamm gna nonydyeHus nHgpopmaunm ob oxunpgaHuax
notTpebutenen n BOCNPNHUMAEMON LLEeHHOCTW NMOCTaBAaeMON NMPOAYKLNN;

- pPOJsib APYruXx CTOPOH (HanpuMmep, NOCTaBLWWKa TPEeTben CTOPOHbI MAXM MapTHepa,
W TOrO U OPYyroro), KOTopble MOryT OKa3blBaTb BJAUSHNE Ha YAOBIETBOPEHHOCTb
notpeburtenen;

- HaMEepPEeHNA r|0Tpe6|/|Tene|7| Mo NCNoJib30BaHUIO NJ1N 3KCIJTyaTaununm nNpoayKUunn.

OpraHunsauma obsAzaHa NOHATb OXMAAHUA NoTpebuTenem n TpaHCHoOopMUpPOBaTb UX
B TpeboBaHus.

B.4 OXuagaHns v yooBNeTBOPEHHOCTb noTpebutenen
YnoBNeTBOPEHHOCTb NnoTpebuTtenen COCTONT N3 CIeAYOLWNX ABYX KOMMNOHEHTOB:

a) YAOBNETBOPEHHOCTb KOHKPETHbLIMM 3J1IeEMEHTaMN WK acnekTaMu NocTaBASEMON
npoayKuUum;

b) ynoBneTBopeHHOCTb NoTpebutenen B LeNOM, KOTOpasa He ABASAETCA CyMMON (1au
CpefHnM) oTAesIbHbIX 3/IEMEHTOB U NO3TOMY AOJIKHA OLEHUBATLCHA OTAE/bHO.



MoTpebnTenn wnHorga YTOYHSIOT HEKOTOpble 3JIeMeHTbl MPOAYKLMWU, KOTOpble
HenocpeaCTBEHHO BAUSIOT Ha yO0B/IETBOPEHHOCTb. OlHAKO Ha YA 0B/NETBOPEHHOCTb
BAVSIIOT U APYrne XapakTepUCTUKK, B3aUMOCBSA3b KOTOPbIX MOKa3aHa Ha PUCYHKe
B.1.

NMpnmeyaHune - PucyHok B.1 ocHoBaH Ha mooenn KaHo.

Monens, npencTaBsieHHas Ha pUCYHKe B.1, CBsI3blBAET cTeneHb
yAOBNETBOPEHHOCTN C YAOBJIETBOPEHNEM 0XXNAAHWUINA, YTO BeAeT K BO3HUKHOBEHUIO
Pa3JINYHbIX KATEroOpuiA 3HAYNMbIX XapaKTEPUCTUK, MPUBELAEHHbIX HUXE.

YaoeneTeopeH

l YcranoBneHHbie TpeGoBaHuA:
. ] xﬁpﬂ(TEp‘H:_HKH_ IIZDTDph o Hﬂl'lpﬂf-lj'lﬂ
c“ph"-hle BOIMOMHOCTH! ‘_.—' CEBAIAHL C yOOBMETAEODEHHOCTEKD =
XAPAKTERWCTHEY, KOTOPLIE BEMHE, HO (NoKa) 4 B LENoM, 9an GONbLUIE PeannIaLmun,
HE NPEAnNOnaraKTcA MK HE DEannIyKTCH " TEM Nyuiwe
He peaninaoBaHb m——— —————— = PeanuaoeaHb

_oapasymesaeMsie TpeboBaHuA:

-~ OMMOIEMBIE XAPDAKTEPUCTHEM. MX peanuaaina
-~ BOETD MWL NOMOrSeT HIDEKRATL HeYADBRNETED-
r PEHHOCTH, HO HE BHILBAET YAOBNETBODPEHHOCTH,
I OTcyTCTBME WX PEANWIZUMA NDHBESOET K EpaiHER
! CTENEHW HEYLOBNETBOPEHHOCTH

He yaoenereopeHe

PucyHok B.1 - B3auMOCBA3b MeXXAYy pa3/IN4HbIMU XapaKTepucTukamMmm u
YOOBIETBOPEHHOCTbLIO NoTpebutenen

XapaKTepuCTUKMU NHPPACTPYKTYPbl - 3TO XapaKTEPUCTUKN MNPOAYKLUW, KOTOpble
He BAMSAIOT Ha YAOBJIETBOPEHHOCTb noTpebutenein, Ho Heobxogumbl Ans
PYHKLMOHNPOBAHNA NPEeANPUATUS UK SKCNTyaTauum NpoayKumu.

Tpumep - Tapesika, Ha KOTOPOU roAaeTca nuuLa, paboyne TopMo3a aBTOMOOU/IA.

Moppa3syMmeBaeMoe TpeboBaHNE - 3TO XapaKTepucTUKa NpoayKLUK, oXupaemas
notpebuteneMm. Hannyme nOaHHOW XapaKTEPUCTUKW BCEro NUWb NpenoTBpallaeT
HeyOBJIEeTBOPEHHOCTb. Kak MpaBuio, OHa He WUMeeT YeTKOro BbIPa)XeHUs, HO
NUrpaeT Ba)KHYI POJib.

Mpumep - [uyya rnofaeTcs ropsiyesi; B HOBbIX AaBTOMOOU/ISX UMEETCS
aHTUOJ/IOKUPOBOYHAS CUCTEMA TOPMOXKEHMSI.

YcTaHoBJNIeHHble TpeboBaHMS NMpeacTaBAsaloT cob0M XxapaKTepUCTUKK MPOAYyKLMN,
KOTopble HenocpenCcTBEHHO BANAIOT Ha YyAOBNETBOPEHHOCTb nnn
HeyOBNETBOPEHHOCTb MoTpebuTenen, T.e. YEM MOJSIHEE OHM pPeaNn3yloTCsA, TeEM
BbllLe CTEMNeHb YA0BJETBOPEHHOCTU NoTpebuTtenen. Notpebutenn SsBHO CTpeEMATCS
K MOJIYHYEHUIO TaKNUX XapaKTEPUCTMK 1 npuaatoT uM 6onbluoe 3HaYeHue.

Mpumep - Py30M104BLEMHOCTL MACCAXUPCKOro aBToMobu/Is, pacxos TOrinBa,



pPa3MepP ruLLbI.

CKpbITbl@ BO3MOXHOCTU MpencTaBasioT CobON XapaKTepUCTUKM MNPOAYKLMN,
KOTOpble MOoTeHUWaNbHO 4Ype3Bbl4alHO BaXkHbl Ana notpebuTtenen, HO KoTopble B
HacTosLlee BpeMs He CHOPMYSIMPOBaHLI UM He npeaycMoTpeHbl. OHY npeanaratloT
Oyaoyuine BO3MOXHOCTW [ONS Pa3sBUTUA U KOHKYPEHTHble npeumyulectBa. Ecnn
Takune BO3MOXXHOCTU He oyoyT peann3oBaHsl, 3TO He Bbl30BeT
Heyn0OoBJIeTBOPEHHOCTMN, MOCKOJIbKY OHW HE OXUAANUCbL UIU He npennosaraimcs,
OLHAKO UX peanm3aumsa MOXXeT OKa3aTb BeCbMa MO0JIOXKUTEsSIbHOe BJUAHME Ha
y0OBJIETBOPEHHOCTb. [1pn 3TOM Ba>KHO MMeTb B BUAY, YTO TakKMe XapaKTepUCTUKWK
noABepP)XeHbl N3MEHEeHUAM KU MoryT ObICTpO MpeBpaTUTbCA B "npepnonaraemMble”
(haKTOopbI.

Mpumep - Nlogayvya BJIAXKHbLIX 0JIOTEHEL MOCETUTENIIM B PECTOPAHE; YCJyru o
06HOBJIEHWIO MTPOrPaMMHOro 06ecrieqeHus; 4OrnoJIHUTE/IbHOE 00yYeHNe 00paLLeHUIo
C r1POAYKTOM.

PaccMaTpuBaeMble BbILLE XapPaKTEPUCTUKN LOSDKHbI PErYNSPHO KOHTPOJIMPOBATLCH,
MOCKOJNIbKY OXWOaHUS noTpebuTenenn HenpepbiBHO MeHsTCA. Hanpumep,
KOHOWLUMOHMPOBAHME BO3AyXa B aBTOMOOMAAX ABASNOCH CTUMYJINPYHOLLUM
¢bakTOpOoM, Korga oHO OblJIO BMAEepBble BHEOAPEHO, HO Ccelyac CcUYMTaeTCs
CTaHOapPTHbIM CBOMCTBOM, T.€. TeNepb 3TO NoApasymeBaemMoe TpeboBaHue.

OpraHusaumsi OOJKHA YuYUTbiBaTb 3TU  XapaKTepucTukm npu  paspaboTke
npooykuun. Boixoas 3a npepenbl chOpMyIMPOBaHHbLIX NoTpebuTenem oXunaaHum,
opraHM3aumsa MoXXKeT NOBbICUTb YPOBEHb YA0BIETBOPEHHOCTU noTpebuTtenen.

BblluenpuBeoeHHble KaTeropmm CnocobHbl MOMOYb OpraHM3aumm B onpeaeneHumn
o4yepenHoOCTN MOTEeHUMaslbHbIX Mep Mo YJAYYlWEeHWUo, KOTOpble MOryT SBUTbCHA
pe3ysibTaTOM aHasau3a JAaHHbIX, MOJZIy4YeHHbIX OT noTpebuTenen, Kak yKasaHoO B
npunoxeHun D (cm. D.4.3).

[MpunoxxeHwne C

(pekomeHpyemoe)
HenocpepcrBeHHOEe U3MepeHue yao0BJIeTBOPEHHOCTU NnoTpedbuteneun
C.1 Obwme nono)xeHus

B HacToAweM npuioXeHUn copep)xaTtcsa AOOMnoJIHUTeNbHad WHdopMaums un
pekoMeHOaumm OTHOCUTESIbHO OENCTBUN, CBSA3AHHbIX C HenocpencTBEHHbIM
N3MepeHneM yaooBAETBOPEHHOCTN NoTpebutenen B CooTBeTCTBMU C 7.3.3.

C.2 MeToabl 06cnenoBaHns yooB/eTBOPEHHOCTU NoTpebuTenen
C.2.1 O6wme nonoxxeHns

MeTonbl ob6cnenoBaHus, ncnosibdyembole pOnd W3MEPEHNA YAOBIETBOPEHHOCTHU
I'IOTpG6VIT€J'I€I7I, MOXXHO noAapa3aesintb Ha KadeCTBeéHHble W1 KoJindyeCTBEeHHbIE.
OpFaHI/I3aLI,I/IFI OOJI>DKHa Bbl6|/|paTb MeToabl obcnenoBaHus, KOTOpble COOTBETCTBYIOT
NnoCTaBJIEHHbIM LeNndaM U TUNny AdaHHbIX, nogjaexallnx C60py.

C.2.2 KayecTBeHHble obcnenoBaHus



C.2.2.1 O6wme nonoXKeHuns

OCHOBHbIMM  MeTOAaMW, WCMONb3yEMbIMW OJI9 NPOBEAEHUA  KAYEeCTBEHHbIX
obcnenoBaHnn, SBAAOTCA rNyOUHHbIE MHTEPBbLIO N ANCKYCCUOHHbIE TPYMMbI.

C.2.2.2 [ NyOUHHbIE UHTEPBbIO

FNyObUHHbIE MHTEPBbLIO MOMOralT MOAY4YUTb OOsbLIOE KOMMYECTBO UHPOPMALUK O
thakTOpax, BANSAIOLWMNX Ha YOOBIETBOPEHHOCTb, U X OTHOCUTEJIbHOW 3HAYMMOCTH, a
Tak>Ke MOoMOralT Jiyylle MOHSATb OXUAAHUA U BOCNpUATUS noTpebuTtenen. OHM
MOryT NPOBOANTBLCSA MNPU JIMHHOM KOHTAKTe Uan rno Tenedony.

JIN4HbIE WHTEPBbLIO MO3BONAIT Ny4lWe MOHATb OXuaaHusa notTpebutenen. WX
MPOAO/IKNTENBHOCTb MOXET COoCTaBnATb OT 45 go 60 mMuH wmanm 6onbwe. Takoe
WHTEPBbIO MOXXET BbiTb YaCTUYHO CTPYKTYPMPOBAHO, T.€. MOCTPOEHO Ha KOHCMEKTE,
rnMomoratlLlemM BblOesINTb HEKOTOopble OCHOBHble TeMbl. Ba)kHO OaTb BO3MOXHOCTb
pecrnoHOeHTYy oTBeYaTb CBOOOAHO M OOC/IOBHO 3aNnCbiBaTb OTBETHI.

MHTepBbIO no TenechHy cBA3aHbl C MEHbLWMNMWN 3aTpaTaMi U NMOMOIrakoT 6bICTpee
NMNONYHNTb pe3yJibTaThl.

C.2.2.3 [INCKYCCMOHHbIe rpynnbl

IANCKYCCMOHHbIE TPYMMbl, KaK MPaBUIO, COCTOSAT U3 NATU-OECATU YYaCTHUKOB. OHMU
Jal0T MeHblle WHGpopMauunu Ha WHOMBMAYAJIbHOM YPOBHE, OJAHAKO aKTUBHOE
obcyxgeHne n obMeH MHEHUSIMU B rpynrne MoMoratT BbiABUTb obliee MHeHue U
BOCMPUATNE OTHOCUTENIbHO CUJIbHBIX N cnabblX CTOPOH NMPOAYKLWM OpraHu3aumu, a
TakXxe OTHOCUTEJNbHYIO 3HAa4YNMOCTb ¢hakTOpOB, CnocobCTBYOLLMX
yAOBNETBOPEHHOCTU. [UCKYCCMOHHbIE TpPynnbl 3a4acTylo sBAAOTCS 6oraTbiM
NCTOYHUKOM UHOPMaLINUM U NAEeR NO yayyLEHNIO.

[1Ba BbIlEYNMOMSAHYTbIX Noaxoaa MoryT 6biTb CcoBMelleHbl. Hanpumep, pe3ynbTaThl
rNYOUHHBIX NHTEPBbLIO MOrYT BbITb PAaCCMOTPEHBLI B PpaMKax AUCKYCCUOHHbIX Fpynnmn.
KonnyecTtBo MHTEPBbLIO MAW FPynn 3aBUCUT OT KOHKPETHOW Lenn uccnegoBaHusa um
OT CTeneHn oaHOpPOAHOCTU noTpebuTtenen.

C.2.3 Konn4yecTtBeHHble obcnenoBaHus

OCHOBHbIMM cnocobamm  MoslydeHUs  OaHHbIX Ha OCHOBE KOJINYECTBEHHbIX
obcniegoBaHUM ABAAKOTCA:

- JINYHbIE UHTEPBbLIO NN NHTEPBLIO N0 TeNedoHy;

- CaAMOCTOATE/NIbHO 3aMNOJIHAEMbl€ aHKeTbl, KOTopble MOryT 6biTb HampaBsieHbl MO
rnoyTe NAM NPUNOXKEHBI K NPOAYKLUNN, WX MOJTyYEHblI B OHIANHOBOM pexxunume (4epes
NHTepHeT).

JINYHble MHTEpPBbLIO MeHee MonyAsiPHbl U3-3a CBA3AHHbIX C HUMW 3aTpaT U TPYAHOCTH
opraHmsauum BCTpPeY C NPOU3BOACTBEHHbIMU MnoTpebutenamu. Hambonee yacTo
NCMNOJIb3YyEMbIMN METOoAaMn SBJSIOTCA OMNPOChl MO TesnedoHYy U CaMOCTOSATEsIbHO
3aMN0JIHAEMbIE aHKEThbI, MPUCbISIAaeMble Mo MnoYTe.

C.2.4 CpaBHeHMe MeTO40B nccnenoBaHus

B Ttabnunue C.1 o606LieHbl NpPenMyLLLecTBa M OrFPaHUYeHUs pPa3/INYHbIX MeTO[0B
nccnenoBaHuA.



Tabnnuya C.1 - CpaBHeHME METOA0B UCC/Ief0BaHMA

JInyHble NHTEPBbLIO

- Bo3MoO>XHOCTb 3apaTb bosee
CNOXKHble %
LLesieHanpaBJsieHHble BONPOChI
f'MbkoCTb B MpoOBeAeHUN
WHTEPBbIO

be3soTnaratenbHoe
rnosyyeHue nHpopmaumnm
BO3MOXXHOCTb NpPOBEPUTH
MHdopMaLuo

MeTon NpenmyulecTBa OrpaHuyeHns
- KoHTaKT n JM4Hoe
BHUMaHue - TpebyeT 6onblie BpeMeHwU,

bonee measneHHbIN Npouecc
bonee AOPOroCTOALLNN
npowuecc, ocobeHHO ecnm
cobeceHUKN reorpauyeckmn
pa3obLueHsbl

- PUCK BO3MO>XXHOI0 NCKa)KeHUs
hakTOoB co CTOPOHbI
onpaluMBaroLLEero

NHTepBbIO
TeneoHy

rno

MeHee  OOpPOroCTOALLMNN,
He>XXenn nnYHble becebl

- T'mbkocTb
BO3MOXHOCTb
NMHopMayuo

- bbiCTpOTa NnpoBeneHuUs
be3soTnaratenbHoe
nony4vyeHve nHgopmaumnm

NpoBepuUTb

Henb3A huKcmpoBaTb
HeBepbasibHble OTBeTbl (HeT
BM3YyaJ/IbHOrO KOHTaKTa)

- Pnck wnckakeHus ¢akToB CO
CTOPOHbI OMnpaLInBatloLLLero
NWHpopMauma orpaHuyeHa
OTHOCUTESIbHOWN
HenpPoLO0/IKNTENIbHOCTbIO
becenbl (20-25 MUH)
HexxenaHne notpebutenen
y4aCcTBOBaTb B UHTEPBbIO

OWVNCKYCCNOHHbIE
rpynnol

- MeHbWwMe 3aTpaTbl NoO
CpaBHEHUIo C JINYHBLIMUN
WHTEpPBbIO

- YacTn4Ho

CTPYKTYPUPOBaAHHbLIE BOMPOCHI
CnoHTaHHblIe OTBETHI,
Bbl3blIBA€Mble KOJIJIEKTUBHbIM
noaxonom

- TpebytoTcs OMbITHbLIN
KoopAuHaTop n
COOTBETCTBYOLLEE
obopynoBaHue

- Pe3synbTtatr 3aBuUCUT  OT
3HAKOMCTBA  Y4YaCTHMKOB C

NAHHON MEeTOANKON

- BosHukawT TpyaoHOCTU, ecnun
notpebutenn pasbpocaHbl Mo
bonbLwon TeppuTOpPUN

KoppecnoHaeHTcKoe
obcnenoBaHme

- Hn3kune 3aTpaThl

- Bo3moxxeH oXBaT
reorpapuyeckn  yganeHHoun
rpynnbl pecrnoH4eHTOB

- OTcyTCcTBYET WUCKaXKeHune
(hbaKTOB co CTOPOHbI
onpaLllnBatoLLLEero i
- Bbicokunmn YpPOBEHb
YHUUKaymn

- OTHOCMTenbHas nNpocToTa
npoBeneHuns

- I'Ipou,eHT OTBETUBLUNX MOXET
OKa3aTbCA He3HAa4YNTEJIbHbIM

- CamocToaTenbHbINn  BbIGOP
pecnoHOeHTOoB MOXeT
npueBecTun K Nony4eHuto
NCKa>KeHHOWN BbIOOpKMU,
KoTopas He oTpakaeT
nccrnenyemMyto COBOKYMHOCTb

BO3MOXHbI  TpygHOCTU C
NOHNMaHNEM He4yeTKo
CPOPMYIMPOBAHHbLIX BOMNPOCOB
- OTcyTCcTBME KOHTpONA
rnosefeHusa npu 3anoJIHEHUU
aHKeT

- TpebyeTca 6onble BpeMeHU
ana cébopa faHHbIX




- H3KWIA NPOLEHT OTBETUBLLNX
- OTcyTCcTBUME KOHTpO/A
- Hnskue 3atpatsl NoBeLleHMs Mpu  3anoJIHEHUN
- 3apaHee nNOAroTOBJIEHHbIEgykeT
BOMPOChI - 3a4epXKu C roJlyyeHnem
O6cnenoBaHne g OTCYTCTBYeT UCKaXeHWe|naynpix
OHJIANHOBOM (haKTOB co CTOPOHbI(_ Bbicokas BEPOATHOCTb
pexxmme (4epes(OnpallBaoLIEro npepbiBaHUS aHKETUPOBaHNA B
NHTepHeT) - Bbicoknn YPOBEHb|cnyyae HeYeTKo
YHN(UKaLMU/CONOCTABUMOCTU|cdyopMy MMPOBaHHbBIX BOMPOCOB
- bbiCTpan peannsauns - MpennonaraeT Haauyue vy
- MpocToTa oueHMBaHuA noTpebuTenein o060pyLnoBaHUS
N NX 3HAKOMCTBO C METOANKOWN

MpenmylecTBa M OrpaHUYeHus, nMpueeneHHble B Tabauue, npeanonaratT, 4YTO
cbop HOaHHbIX OCYLLEeCTBAAETCS CaMOW opraHum3auuen. B cnyvyae nepenopy4veHus
NaHHOW OesTeNbHOCTM HEKOTOPbLIE 3aMEeYaHUs MOryT 0Ka3aTbCst HEMPUMEHUMbIMU.

Echn ponsa oTeBeTuBWMX MNpu obCcrnenoBaHUM OKaXkeTCs HU3KOM, opraHusauuns
OOJ/DKHa paccMoTpeTb Apyrve crnocobbl  nosyyYyeHUs wWanM  MNOATBEPXXLAEHUSA
NHpopmMauunn.

C.3 O6bem BbI6OpKKN N MeTOoA BbIOOPOYHOrO KOHTPOSIA
C.3.1 O6bem BbIbOPKK

Obbem BbIGOPKM OOJKEH oOnpefnenAaTbCs CTaTUCTMYeckn ana obecneyeHus
KOHKPETHOr0 YpPOBHA [AOCTOBEPHOCTW pe3ynbTaToB C AOMNYCTUMbLIM MNpenesioM
NOrpeLHoCTH.

lNMpumep - Ec/iv opraHu3zayms He UMEET IpPeLaBaPUTESIbLHON UHBOPMaLIMN U XEJIaET
OLIEHUTD IPOLEHT MoTPEBUTEIEN, KOTOPbLIE 040OPAIOT KaKy0-/INbO XapakKTEPUCTUKY
rnpoayKunun rpu JoBepUTesIbHOM ypoBHE 90% v [OMyCTUMOU MorpeLuHocTn 2%, 1o
Tpebyembivi o0bbem Bbibopku byper cocTtasaAaTe 1,702 (ripy  ycioBuu, HTO
COBOKYITHOCTb By 4ET 10 KpaviHev mepe B rATh pa3 b60/1bLue).

CTtaTuctnyeckmn paccyuTbiBaeMbil 06beM BblIbopkM MoxeT 6biTb 6osblie obbeMma,
KOTOPbIA OpraHu3aunsa B coctosaHum obecnedynTb. Ha npakTuke ycTaHaB/IMBaEMbIN
o6beM BbIGOPKK, Kak NpaBuo, NpeacTtasaseT coborm KOMNPOMNUCC Mexay 3afgaHHON
TOYHOCTbIO W [OOBEPUTEJSIbHbBIM YPOBHEM WU CTOMMOCTbID WIN TPYAHOCTbIO
nposeneHns BbIGOPOYHOr0 KOHTPOS.

B cny4ae kKadecTBeHHbIXx obcnepoBaHun obbem BbIOOpPKM OyaeT, Kak npaBuso,
HebOoNbLIMM U OCHOBAHHbLIM Ha OE/I0BON OLIEHKE.

Ecnm yncno notpebuTenen oTHOCUTENIBHO Masio, KakK B C/lydae MEeXXKOPNopaTMBHbIX
OTHOLUEHUN, TO MOXXeT obcnieoBaTbCs BCS COBOKYMHOCTb. B Takmx ciyyasix moryT
BbIOMPATBLCS MO HECKOJIbKY YEJIOBEK OT KaXKA0W opraHm3aLuunm.

C.3.2 MeToA BbIGOPOYHOrO KOHTPOA

OpraHm3aumm TakXxe TpebyeTcs onpegennTb, KakK OOJDKHA MPOU3BOAUTLCSA
BblbOpKa, 4TobObl obecnedynTb penpe3eHTaTUBHOCTb MOJIYyYEHHbIX pPe3ysbTaToB ANs
AAHHOW COBOKYMHOCTW noTpebutenen.



OaonH n3 NoaxomoB COCToMT B oTbope noTpebuTenerm no npuHUmMny "cnydamHom
BbIOOpPKKN", T.e. paBHas BEPOATHOCTb BblibOpa TOro mam WHOro noTpebutens wms
COBOKYMHOCTW. TakoM noaxod MOXXeT WCMNoAb30BaTbCA MpPU  OTHOCUTENbHO
OOHOPOAHOM COBOKYMHOCTU WAXM MPU OTCYTCTBUM WAN HANNYUU OrpPaHNYEHHON
MHGOPMaLNN O COCTaBE COBOKYMHOCTM.

Opyron noaxon COCTOMT B WUCMNOAb30BaHMM "nocsonHoW BbIGOpKK", Korga
notpebutenen o06bLeAMHAT MO pa3/iIM4HbIM KaTeropumam (nam  "cnosm") B
COOTBETCTBMM C oOnpefesieHHbIMU  KPpUTepuaMmn, HanpuMmep MeCcTOornoJsIoXKeHune,
3HaHME WNM YCJI0BUSA WCMOJSIb30BaHUA MPOAYKUWUWN, OTHOLWeEeHue (Tepnumoe wunu
HeOoBOJIbHOE), MoJ1/Bo3pacT noTpebutenem m mx noTeHumasbHas UEHHOCTb ON4
opraHmsaynn. 3aTeM U3 KaKOoro Cgod COBOKYMHOCTU 6epyT MpPOnopLUMOHasIbHYIO
BbIOOPKY 014 NOSy4YeHUs nHpopMaumnm 0 Ka)xaoMm Crioe.

C.4 Pa3paboTKa aHKeTbl 418 U3yYeHUs YOOBNETBOPEHHOCTU noTpebuTtenen
C.4.1 OnpepenieHne BONPOCOB
C.4.1.1 Obwme NonoXKeHns

MocTpoeHMe U Ccolep)XaHue BOMPOCOB 3aBUCAT OT YCJIOBUA U LENN B KaXAoM
KOHKPETHOM CJlydae, 04HaKo, Kak NPaBwuso, MPUMEHNMbl HUXKE NPUBEAEHHbIE 3Tambl
N pekomeHgauunun.

C.4.1.2 OnpepneneHne Tpebyemon nHgpopmaumm

OpraHusauma L[OJ/DKHaA CTPEMUTbCA K TOMy, 4TOBbl MCKOMas WHGpopMauns
MOJIHOCTbIO OXBaTbiBajla BCE KOMMOHEHTbl W3y4Yaemon npobnembl. [MoMuMO
TPAOULMNOHHLIX XapaKTepPUCTUK KayecTBa, NOCTaBKU N LLE€Hbl MOryT CyLleCcTBOBaTb
Apyrve XxapakTepucTuKW, BaXKHble ansg notpebutenen, Hanpumep obmeH
WHOpMaLMen wnu rnosefeHne opraHmsauuu, Winm no3numa opraHumsauum no
BOMpocaM obLiecTBeHHON 3HAaYMMOCTU. JOSIKHbI TakK)XXe NPUHMMaTbCS BO BHUMaHMKeE
nemMorpamyeckmne nokasaTtenm u gpyrune CoOoTBETCTBYOLIME XapaKTepPUCTUKN
LeneBown rpynneol.

C.4.1.3 Buibop meTona cbopa nHpopmaumm

MeToa, BbibnpaemMbin opraHunsaumen gnsa cbopa nHpopmaumm, 3aBUCUT OT crocobos
YCTaHOBJIEHUS KOHTaKTa C LesieBor rpynnon n oT Tuna Tpebyemon nHgpopmaunn. B
CBOIO o4epedb, MeTo4 onpegensetr MNOpPAAOK MoayvyeHUsa  Heobxoammown
nHopMaunun.

C.4.1.4 OnpepneneHne cogep>xaHmsa oTaesIbHbIX BOMPOCOB

OpraHusauma [oJiKHa (opMynnMpoBaTb OTAEsIbHble BOMPOCbI TakmM obpa3om,
yTobbl o0ObBecne4ynTb MX NpaBUIbHOE MOHMMaHWE pecrnoHAeHTaMu W MNOoJIYYUTb
Tpebyemyto nHpopmauuio.

TakXe pekoMeHOyeTCs UCMOJIb30BaTb 3aMeyYaHna N NpeasioXeHusa notpeburtenen
npu opMynmMpoBaHNUM BOMPOCOB, 4TODObLI n3bexxaTb OBYCMbICJIEHHbIX UM NYTaHbIX
oTBeTOB NoTpebuTenen.

C.4.1.5 OueHunBaHMe pecnoHOEeHTOB

MNpn pa3paboTke MeTOAUKM ONpoca cnenyeT NpUHUMaTb BO BHUMaHUE, HACKOJIbKO
XOPOLIO pecrnoHAeHT YMeeT BblpakaTb CBOW MbIC/IN, HACKOJIbKO XOPOLLUO OH



NHHOOPMUPOBAH MM HACKOJIbKO XOPOLLUO OH 3HAKOM C npoaykuuen. OpraHunsauuns
AOJ/DKHA MUHMMU3NPOBATb ycunaus, Tpebyemble oT pecrnoHaeHTa, U obecnevymBaTb
NnpMemMaeMOCTb N IEFMTUMHOCTb NOMCKa MHopMaU .

C.4.1.6 Buibop hopMynmpoBKKn BONPOCOB
OpraHunsauynsa oosmkHa:
- YeTKO onpenennTb Npobnemy: KTo, 4TO, KOraa, rae, NoYemMy u Kak;

- MOJIb30BaTbCHA TMPOCTbIM HA3bIKOM, T.€. WCMNO/b30BaTb CJ/I0Ba, OTBevaloLiune
CJIOBApHOMY 3anacy pecrnoHeHTOB;

- wun3beratb [ABYCMbIC/IEHHbIX TepMUHOB (Hanmpumep, "snusoandeckun" wnnu
"npoteccrnoHanbHbIN");

- n3beraTb WCMNOJIb30BaHUSA (OPMYJIMPOBOK, KOTOpble MOryT AaTb MoAcCKasKy
pPecnoHAEeHTY UM OKa3aTb OaBJIEHNE HA PECMOHAEHTa.

C.4.2 Pa3paboTKa aHKeTbI
C.4.2.1 Obwme nonoXKeHuns

AHKeTa O0JIKHA HaYMHATbCS C YETKUX MHCTPYKLUMA MO MCMoab30BaHWiO. B cnyyae
HeobXxoOMMOCTN B Hel AO0JIKHbI COAEP)XXaTbCsl PEKOMEHAALNN OTHOCUTEJIbHO TOro,
KakK noaxoAuTb K KOJIMYECTBEHHbLIM U (UJIN) Ka4eCTBEHHbLIM BOMpPOCaM.

Mpn pa3paboTke aHKeTbl creaylwne NPenNoXXeHUs MOryT nomoydb npu cbope
Tpebyemon nHpopMaunu.

C.4.2.2 Bbibop CTPYKTYpPbl BOMPOCOB

OpraHm3aumsa [O/KHA NO BO3MOXHOCTWM pacrnosiaraTb BOMNPOCbl B JIOFMYECKON
rnocsiefoBaTeNIbHOCTU N Mcnofnb3oBaTb 6onee ogHOro Bonpoca, 4Tobbl obnerynTb
3a4a4y pecrnoHgeHTa B TOM CJlyyae, eCcqn CylecTByeT HEeCKOJIbKO BapuaHTOB
oTBeTa.

Bonpochkl 00/XHbI 3a4aBaTbCst Ha4YMHas ¢ 0bwWmx 1 nepexons K 6osiee KOHKPETHbLIM.
AHanornyHbiM o6bpa3omM B NepBy o4vepedb chenyeT nMoayyYnTb 6Gas3oBylo
WHopMaLnio, a 3aTeM 3afaBaTb OTHOCUTENbHO TpPYyAHble, AeNMKaTHble Wan
CNO>XHble BOMPOCHI.

C.4.2.3 OnpeneneHune popmbl 1 obuiero snga aHkeThl

AHKeTa He [0JKHa NPeacTaBNsTb TPYOAHOCTU ANA pPecrnoHOeHTOoB, Hanpumep, OHa
[OJ/HKHA coaep»XaTb PacrosloXKeHHble B JIOrM4eCcKoM Nopsiike U NMpoHyMepoBaHHbIe
BOMNPOCbl B Ka)XAOM pa3fesie U YeTKUe yKalaHus Wanm MHCTpykumun. Obwunin Bupg
aHKeTbl Tak>e [oJKeH obneryaTb aHann3 cobpaHHbIX AaHHbIX, HanNnpuMep MoryT
MCMNOJIb30BaTbCs Fpadbl A1 OTBETOB.

C.4.2.4 OnpepneneHune wKanbl banibHbIX OLEHOK

Bblibop LKanbl 6anfbHbIX OLEHOK 3aBUCUT OT TuUMa HeobxoAumon UHdopMaLUm un
[o/HKeH b6bITb YeTKo onpeneneH. MNpu oueHnBaHMN NO3ULUK YacTo UCMOb3yeTcs 5-
H6annbHasa WKana aAns MHOXXECTBa Pa3/INYHbIX KaTeropu.



NMpumep 1 - "llosiHocTbO corsiaceH”, "CornaceH”, "PaBHogylieH", "He corsiaceH”,
"Kateropmndyecku He corsiaceH".

B Tex cnydasax, korpa Tpebyetca 6Gonbwaa audgepeHunauns, MoxXeT
ncrnosb3oBaTbCa 6osiee ykpynHeHHas (Hanpumep, 10-6annbHan) WwkKana.

Ecnn TpebyeTca 3aCTaBUTb pPeCnoOHAEHTa 3aHATb OnpeneneHHyl Mo3uuuto u
n3bexxaTb HeNTpasibHbiIX OTBETOB, WKajNla MoOXeT 6blTb MOCTPOEeHa Ha YeTHOM
KonnyecTtse bannos (Hanpumep, 4 uin 6).

NMpumep 2 - "Becbma ypaosiaetBopeH”, "YaosnerBopeH", "He ynosieTBopeH”,
“fTo/IHOCTBLIO HE y40B/IETBOPEH".

C.4.2.5 lNoaTBepxaeHne nytem "npenBaputesibHOro TectnposaHma"

"MpenBapuTenbHoe TecTupoBaHme" - 3To ob6cnemoBaHue, nMNpoBOAMMOE Ha
HeboNbLWON, HO NpencTaBUTENbHOM COBOKYMHOCTWU PECnoHAEHTOB, OIS OLEHKN
CUNbHLIX U cNnabbiXx CTOPOH aHKETbl. ITO HACTOATENIbHO peKoMeHayeMasa NpakTuKa,
HEeCMOTPS Ha TO, YTO OHAa MOXXET OKa3aTbCA HEeOCYLeCTBMMOMN, €CNM KOJINYeCTBO
pecrnoH4eHTOB OrpaHn4eHo.

Mo Mepe BO3MOXXHOCTU O0JIKHbI TECTUPOBATBLCH BCE KJIOYEBbIE acneKTbl aHKeTbl C
MCNOJIb30BaHNEM OOHUX U TeX )Xe MeTonoB (Hanpumep, noYTbl UK TenedoHa), Kak
n npu peanbHoM obcnegosaHnn. Takoe "npenBapuTesibHOe TeCTUpoBaHue" cnenyeT
MOBTOPATb MPU KaX40M CyLLLeCTBEHHOM NepecMoTpe aHKeThI.

Pe3ynbTaThbl "MpenBapunTenbHOro TecTupoBaHmg" DOJIKHbI ObITb
npoaHasN3npoBaHbl AOJ19 OUEeHMBaHUA MeToauku obcnepoBaHus, ero obbvema u
YETKOCTU, a TaKXXe peakuun pecnoHOeHTOoB, W, ecsn Heobxogumo, B MeTOOUKY
nposeneHns obcnenoBaHnUa O0JIKHbI OblITb BHECEHLI COOTBETCTBYIOLLME MOMPaBKW.
Hanpumep, ecnm ycTaHOBJEHO, YTO aHKeTa CJUWKOM [JINHHasdA, ee MOXXHO
pasfenntb Ha HebosblMe aHKeTbl, OTBETbl Ha BOMPOCbI KOTOPbIX MOTpedyloT
MeHbLLUEe BPEMEHMN.

[MpnnoxxeHne D

(pekomeHpyemoe)
AHanu3 paHHbIX 00 yOOB/IEeTBOPEHHOCTU NoTpeduTenemn
D.1 Ob6wme nonoxxeHusa

B HacTosWweM npuioXKeHun coaepxkaTca AOonosIHUTeNlbHaa WHQopMaunus wn
pekoMeHaauunm OTHOCUTENbHO aHanM3a AaHHbIX 006  yOooOB/IEeTBOPEHHOCTU
notpebutenen B cooTBeTCTBUN C 7.4.

D.2 lNoarotoBka AaHHbIX OIS aHANM3a
D.2.1 lMpoBepka 4OCTOBEPHOCTU AaHHbIX

OpraHusaumsi OoJIXKHa NPOBEPSATb AOCTOBEPHOCTb COOPaHHbLIX AaHHbIX, HaNpuMep,
nyTemM NPOBEPKU CedyoLmnX acneKToB:

- NorpeLwHocTen nam owmnbok B AaHHbIX: MOXeET NoTpeboBaTbCs MX UCMpPaBIEHNE
NN ycTpaHeHne Bo n3bexxaHne BBoASALWMX B 3abny>KaeHne BbIBOAOB;



- MOJIHOTblI [AaHHbIX: BaXXHO TMPOBEPSATb MOJIHOTY [AaHHbIX, MOJIYYEHHbIX OT
notpebuTtenen, U NpUHUMATb pPELIEHNE OTHOCUTENbHO rMopaaka o06paboTku
HEMNOJIHbIX OTBETOB;

- TOYHOCTW [AaHHbIX: MNPWU WCMNOJb30BaHUM METOAO0B BbIOOPOYHOrO KOHTPOJIS
PEKOMEHAYyeTCssi TMPOBEpPSATb COBMECTUMOCTb oOObemMa BbIOOPKM U  METOAUKMU
BbIBOPOYHOr0 KOHTPONS C [AOBEPUTEsSIbHbIM YPOBHEM U AOMYCTUMbIM MpPenesiom
NOrPEeLIHOCTN, KOTOPbIE MOryT OrOBAapUBAThLCS.

D.2.2 Knaccnpukaumsa gaHHbIX

CobpaHHble [aHHble, rae 3TO MPUMEHUMO, HOOJ/DKHbI ObiTb MOAFOTOBJIEHbI AS
aHanM3sa nyTem:

- KOONPOBaHNA HEOKOHYATEJIbHbLIX OTBETOB U pacripenesieHna nx rno KatTeropmam,

- KOOWPOBaHWUS OTBETOB W pacnpegeneHns ux no rpynnaMm WIn cerMeHTam
pPecnoHOeHTOB.

D.3 OnpepneneHne MeToankKnM aHanmsa
D.3.1 O6Lwwume nonoxxKeHusa

OpraHm3aumsa [OoJKHa BblbuMpaTb MeTOAWMKY aHanlmM3a B 3aBUCMMOCTM  OT
cobupaemMbiX OaHHbIX WU MnocTaBseHHon uenun. B MCO/TO 10017:2003 n NCO/TO
13425:2006 copepxaTca pekoMeHgauumm nno  WUCMNOoJIb30BaHUID  HEKOTOPbIX
CTaTUCTUYECKNX METOO0B, MPUBEOEHHbIX HUXE.

D.3.2 lNpsaAmMon aHanns

Llens HacToflWwero aHaau3a COCTOUT B OMUCAHUN WIW OLEHWBaHUW OTBETOB
pecrnoHAeHTOB Ha KOHKpeTHble Bonpockl. B Tabnuue D.1 npencTassieHbl HEKOTOPbIE
LIMPOKO UCMNOJIb3yeMble MeTOAbl aHasIn3a U Ux Lenu.

Tabnuua D.1 - MeToabl NPAMOro aHaAn3a



MeTon Llenb Mpumepsl
Mpu wncnonb3oBaHunm 10-6annbHON
MeTton cpenHux|OnpepneneHve cpefHero|wkanbl, ecnn oTBeThbl nony4nnun 4, 5,
3Ha4YeHUN oTBeTa 7, 7 n 9 6annos, TO CpegHNM OTBETOM
byneT 6,4
Ecnn BCce oTBeTblI MnepeyuncneHbl no
nopaaky HOMepOB, MeanaHomn
ABNAETCA CpPeAuHHbIW  oTBeT. B
YcTaHoOB/IeHMe CpeAnHHOro BBILLENPUBEAEHHOM ripumepe
MeTon meauaH oTBeTa MenunaHonm byner 7.
NMpumMmeyvaHune - ons yeTHOro
Kosim4yecTBa OTBETOB MeanaHoun
byoet cpenHee 3HayYeHMe  OBYX
CpeLVHHbIX OTBETOB
Onpenenexve wnHTEpBana Bo3pacT y4yacTHUMKOB  3acepaHus
MeTon pa3MaxoB |MexAy HauMeHbWuUM 1

HanbonbLWUM 3HAYEHUAMU

konebnetcs ot 20 go 65 net

MeTon cpefHero
KBagpaTun4yeckoro

OnpepeneHuve
N3MEHYMBOCTU OaHHbIX

CTeneHn

CyTo4Hble KonebaHuss TemnepaTypbl
B nycTbiHe Caxapa 6osblue, 4em B

OTKJIOHEeHUNH BapcenoHe

Obuwee pacnpeneneHnelY oBieTBOPEHHOCTb 78%
MeTop OTBETOB MO KaKOMY-/INOO[NOHOAOHCKNX PECNOHOEHTOB B LIESIOM
nepekpecTHoro |(opyromy napameTpy,loueHmBaeTca B 9 uwanm 10 6annos no
cBefeHuns Tabnuunpencrasnatowemy CpaBHeHUO Cc 60% nNapuXCcKux

NHTepec pecnoHOeHTOB

PacnpepneneHue OaHHbIX|C TOYKM 3peHuns KayecTBa

rno KaTeropusam ONAINpooyKUMM 3aMe4yeHo, YTO B OCHOBe
AHanus lMapeTo |yCcTaHoOB/IeHUA bonbwmHcTBa Npobnem (80%) nexut

rnepesooYepenHOCTH He3Ha4dunTeslbHoe KOJIN4eCTBO

npobnem OCHOBHbIX NMpun4nH (20%)
AHanus ?Hbé?_aneme HarpasieHA KonnyectBo npeTeH3un exerogHo
TeHOeHUNn pUMED, ynyHueHne, BO3pacTaeT Ha 5%

yXxyalieHue)

MoHUTOPUHI noka3aTenen|HacTtoTa BO3HVWKHOBEHUSA
CTaTucTtnyeckme |oeAaTeslIbHOCTH N|HECOOTBETCTBUN B napTunsax,
KOHTPOJIbHbIE BblfiBJIeHME CTaTUCTUYECKUN|[NOCTAaBJIEHHbIX B nocnenHem
KapThl 3HAYNMBbIX (T.e.kBapTane, bbina BblLLE, yem

Hec/y4YanHbIX) U3MEHEHUN |0XKNOa10Cb

WccneposaHue OByXx|JTOHOOHCKMe pecrnoHAeHThI
Kputepun He3aBUCUMbIX rpynn Ha|3Ha4yuTenbHO 6onee ynoBNeTBOPEHbI
CTblogeHTa npegMmeT  CTaTUCTUYECKWU|B Lesom, yemM rnapuxckume

3HAYMMBbIX Pa3INYNA pecrnoHAeHTbI

WccnepoBaHme Tpex wunu|CteneHb YOO0BJ/IETBOPEHHOCTM

bonee He3aBUCUMbIX FPYNNIOHAOHCKUX, MapuMMKCKNX n

OncnepCcmoHHbIN
aHanm3

Ha npegmeT
CTAaTUCTUYECKMN 3HAYUMBbIX
pasnn4unin

bepMHCKNX pecrnoHAEeHTOB B LLEJIOM
CYLeCcTBEeHHO OT/n4YaeTca Aapyr oT

Apyra

D.3.3 KoCBeHHbIN

Llenbio HacTosILLEero aHanusa SBNASEeTCS BbiAB/eHME (aKTopOB,

aHans3

OKa3blBatloWnX

3Ha4dYunTesibHOE BJINAHNE Ha yOOBJETBOPEHHOCTb, N NX 3aBUCUMOCT MeXay cobon. B



Tabnnue D.2 npencTaB/ieHbl HEKOTOPbIE LUMPOKO NCMO0JIb3yEeMble MeTOAbl aHan3a u
NX Lenmu.

Tabnunua D.2 - MeToabl KOCBEHHOI0 aHa/nN3a

MeTon Lenb Mpumepsbl
CpenHsas oueHKa yaoB/eTBOPEHHOCTUN B LEJSIOM
AHanns Onpepenerne ch))cf.'aBnﬂe:7 6an>j1ﬂ(|)|3 C Hefom a3HbIX I:I"'VII'IOB
B3BELLIEHHbIXICPEAREBIBELLEHHOTO notpebutenen n |>//|x O'FI?HOCVITeJ'IbHOVI
OAaHHbIX oTBeTa P
3HA4YMMOCTN
M neHun TOro,
Onpenenexne oro Cpeau pa3INYHbIX acCrnekToB

MOryT N1 OTBETbl Ha
OOWH BOMpPoOC ObITb
NCMOJIb30BaHbI nns
MPOrHO3MPOBaAHUS

oTBeTa Ha Agpyromn
BOMPOC, U U3MepeHune

MpPOn3BOACTBEHHON Cpelbl YAOB/IETBOPEHHOCTb
"YucToTon" CHMTAETCA HaUAyyYlwuM CpencTBOM
MPOrHO3MpoBaHMA YyO0B/IETBOPEHHOCTM B
LLesioM, T.e. pecrnoHOeHTbl, YOOBJeTBOPEHHbIe
"yuctoton", npoAaBndAl0T TeHaeHuuto K
YOOBJIETBOPEHHOCTU B LEJIOM, @ PeCnoHOEeHThI,

Koppenauus

ggg;?:ﬂomm MeK HeynoOBNE€TBOPEHHbIE "4YUCTOTOW", MPOSABAAIOT
Ay TeHAEeHUWMIO K obuen HeynoBNEeTBOPEHHOCTH
rnapamMmeTpamu

AHaNM3 3aBUCUMOCTMU
Mexnay AOByMs Un

n M MeTpamMu
Gonee apaMeTpaminy Mepe CHMXeHunsa cTeneHun

n N3M HU " "
Perpeccus 803 e|7|CTB|/|ﬂ3 ipiorgyuosneTBopeHHocm yucrtoTonm" CHuKaeTcHd
A A CTeneHb yA0BNETBOPEHHOCTU B LLEJIOM
nnu bonee

napameTpoB Ha
KOHKPETHbIN OTBET

D.4 lpoBeneHne aHannsa
D.4.1 O6Lwume nonoxxKeHus

PGByJ'IbTaTbI aHaJIM3a OO0JIXKHbl CUCTEMAaTUNHECKN 06pa6aTbIBaTbCﬂ B COOTBETCTBUUN C
Bbl6paHHbIM MeTOOOM aHaJIn3a.

D.4.2 PaccnoeHune gaHHbIX

o npoBeaeHMss aHanusa AaHHble MOryT ObiITb KhnaccupuuumpoBaHbl MO
onpenesieHHbIM CJI0SM UM KaTeropusm. ITO MOMOraeT BbIABUTb MOJIE3HYIO
MHOPMaLNIO, TaKYI KaK pa3inyHble CTENEHN YO0B/ETBOPEHHOCTM noTpebutenen,
HanpuMmep, NOoCpencTBOM aHannM3a MOBTOPHbLIX NoTpebutenen B CpaBHEHUUN C
pPa30BbIMU notpebutensamn, rnona rnokynaTens, BO3pacTa nokynaTtens,
MeCTOHax0oXXAeHNs NoTpebnTensa nam No XxapakTepucTukam NpoaykKuUun, TaKMM Kak
LeHa n ocobeHHOCTI.

D.4.3 YcTaHOBJIEHNE NPUOPUTETOB

OpraHusauma MOXeT onpefensdatb W BbIAENATb XapPaKTEPUCTUKM MNPOAYKLMWN,
yJydweHne KOTOpbIX OKa3blBaeT 0Oonee cywecTBeHHoe BO34eNCTBME Ha
yOOBNETBOPEHHOCTb. [103TOMY HEeobBXOAMMO 3HaTb CTerneHb 3HAYMMOCTU, KOTOPYIO
noTpebuTens NpuaaeT KOHKPETHbIM XapaKTepUCTUKaM, U BIAUSHME, KOTOpPOe 3TU
XapaKTEePUCTUKM OKa3bliBaAlOT Ha YAOBETBOPEHHOCTL B LiesioM (cM. B.4).



- XapaktepuctukaM MHQpacTpyKTypbl notpebutenn npupatot Hebonbloe
3HaYeHue;, B CJslydae WuX ynaydweHusa OoHm 6yayT oKa3biBaTb He3Ha4YuTesibHOe
BANAHMWE Ha YOOBJETBOPEHHOCTb B uenoM. OpraHu3aums MOXXeT pPaCCMOTPEeTb
BO3MOXXHOCTb UCKJIIOYEHUSA NN COKPALLEHNS BJIOXKEHUA B 3TN XapPaKTEPUCTUKN O
CHUXXEHUSA 3aTpaT nau npensoxxeHnsa 6onbluen LeHHOCTU noTpebuTenio.

- NoppasymeBaeMble TPeOOBaAHMUA KACAOTCS XAPaKTEPUCTUK, KOTOPbIE BaXKHbI
ans notpebuTenein, HoO KOTOpble MOC/AEe HAOCTUXKEHUS OMNpenesieHHOro YpPOBHS
0Ka3blBalOT OTHOCUTEJIbHO HEe3HaYUTesIbHOe BAMSIHUE Ha YIOBJIETBOPEHHOCTb. Kak
M B CAy4ae C XapaKTepucTUkaMu WHPPACTPYKTYPbl, OPraHM3aums MOXXeT
PacCMOTPEeTb BO3MOXHOCTb COKPALLEHUS WAN  UCKJIIOYEHUS  BJIOXKEHUA B
nogpasymeBaemble  TpeboBaHusa. OOHako MokasaTenn  NoapasyMeBaeMbiX
TpeboBaHMN He OOJIKHbI OMNYCKATbCS HUXXE OOMYCTMMOro YPOBHS, MOCKOJIbKY 3TO
MOXKET OKa3aTb HEraTMBHOE BJINSIHME Ha YA0BJIETBOPEHHOCTb B LIEJIOM.

- YcTaHOBNIeHHbIe TpeboBaHUA NMpencTaBndaloT cobon xapaKTEPUCTUKK, BaXKHble
ans notpebutenen n OKa3blBaloLue CyLLeCcTBEHHOe BNAHNE Ha
yOOBJIETBOPEHHOCTb B LiesioM. OHK TpebytoT ocoboro BHUMaHUA. YpOBEHb KayecTBa
YCTaHOBJIEHHbIX TPeBOBaHWN OO/KEH NOOOEPXKMNBATLCSA NN MOBbLIWLATLCA, €C/IN 3TO
3KOHOMUYecKn LenecoobpasHo.

- CKprTbIe BO3MOXXHOCTM - 3TO XapPaKTeEPUCTUKWN, KOTOpPbleé HE OCO3HalTCA
I'IOTpe6VITeJ'IFIMI/I nWin He CHNTakTCA UMN Ba>XHbIMW Ha TeKYLLEM 3Tare, HO KOTOpble
B CJlyHae X npasujibHoOro UCroJib3o0BaHMA MOryT 3HadmMTesibHO MOBbLICNTb CTElNneHb
yaooBJ1€TBOPEHHOCTU B LLEJIOM. Takune XapaKTePUNCTUKN obecne4umBatoT HaI/I601'IbLLIyIO
BO3MO>XHOCTb NOBbILLEHNA YAOBJIETBOPEHHOCTMW.

Ona onpeneneHnss NPUOPUTETHOCTU Mep MO YJYYLWEHUK MOXXHO CrpynnupoBaTb
pa3J/INYHbIE XapaKTEPUCTNKM N0 YeTbIPpeM 30HaM, Kak Noka3aHo Ha pucyHke D.1.

¥ 4
Buicokan 4 3
Huakan 1 2

L o4

Hw3kan Boicokan X
YcnoBHble 0003Ha4YeHun:
& - cTeneHb 3HAYMMOCTN;
¥ - cTeneHb yO0BNEeTBOPEHHOCTH
PucyHok D.1 - Knaccnpumkauma XxapakTepucTmk

XapaKTepUCTUKN B 30HaxX 3 N 4 oKa3biBalOT Hambonbllee NoTeHLUNabHOE BANSAHUE
Ha yOOBJIETBOPEHHOCTb B LlesIoM. Takasa nHpopMaunsa MoXXeT NMoMo4Yb OpraHmsaunm
B onpeneneHun MPUOPUTETHOCTN Mep, BeOYLUMX K MOBbILLEHWUIO
yOOBJIETBOPEHHOCTN NoTpebutenen.

D.5 lNoaoteepxaoeHve pe3ysbTaToOB aHann3a



O60CHOBAHHOCTb BbIBOLOB, caenaHHbIX rno pe3ysibTaTaM aHasnuM3a
yOOB/NETBOPEHHOCTN NoTpebuTtenen, MoXXeT BbiTb MOATBEP)XKAEHA MYTEM MNPOBEPKU
(MOMUMO NMPOYUX) HUXKENEePEYNCNIEHHbIX aCMNeKTOB.

a ) CermeHTauma: Haanyme 60/bLIOFO KOMM4YeCTBa BapuMaHTOB OTBETOB MOXET
06bACHATLCA HEMOCTOSAHCTBOM KayecTBa MocTaBfaseMon npoaykumm. OgHako ecnam
apyrve un3MepeHus yKasbiBalOT Ha CTabunbHOCTbL KayvecTBa MpooyKuuu,
M3MEHYMBOCTb OTBETOB MOXXET CBUOETEeNbCTBOBAaTb O HU3KOWM  CTEeneHwu
cermeHTauuu notpebutenen.

b) 3Ha4YUMMOCTb XapaKTEepPUCTUK: OOHOW U3 LeNien aHasnn3a SABJSAEeTCSA BbiABIEeHUNE
XapaKTePUCTUK, KOTOpbleé MOryT OKa3blBaTb CyWECTBEHHOE BJMSAHME Ha
YOOBNETBOPEHHOCTb MnoTpebutenen, a TakXe WUX 3HAYMMOCTWU, YTO MNO3BOAUT
opraHm3aynm akueHTUPOBaTb BHUMaHME Ha KJIIOYEBbLIX XapaKTepUcTukax npu
MPUHATUN Mep MO COBEPLUEHCTBOBaHUID. ECNM aHann3 nokasbiBaeT, 4TO, NO BCeW
BUAMMOCTWN, He 6blIN y4YTEeHbl XapaKTEPUCTUKWN, OKa3biBalolMe CyLleCTBEHHOe
B/INSIHNE HaA YOOBJIETBOPEHHOCTbL NoTpebuTenen, To UX MOXHO OyaeT BbISBUTb C
MOMOLLbIO COOTBETCTBYKWOLWMX nccnegoBaHun (Hanpumep, B paMkKax OKyC-rpynn
UAM NyTeMm MoCTaHOBKK BOMPOCOB, O0MyCKaloWWX pa3Hble OTBeThl). Bosgencreme
TakKUX  XapaKTepucTMK Ha  YAOBNETBOPEHHOCTb  noTpebutenenm  OOKHO
OoLEeHMBATbLCA B Xo04e csefyloulero umkna namepeHmnn. OtaesbHble XapakTepucTukuy,
BANSAOWME HA YOOBJETBOPEHHOCTb B LEJSIOM, U MUX OTHOCUTENIbHAA 3HA4YUMOCTb
MOIYyT MEHATbLCHA CO BPEMEHEM.

c )MocCcToAHCTBO pe3ynbTaToOB: TEHAEHUMSs, Mpucylas  U3MepeHusMm
yAOBNETBOPEHHOCTU MoTpebuTenen, He [OO/HKHA MNPOTUBOPEYUTb  APYrUM
nokasaTesisiM, KOTOpble OTpakaloT YAOBAETBOPEHHOCTb, HarmMpuMep MOBTOPHbLIM
NOKYMKaM WAn fose pblHKa. ECiM no3nTUBHOM TeHOEHUUW B YAOBAETBOPEHHOCTU
NPOTMBOPEYUT HeraTMBHAA TeHAaeHuus (Hanpumep, B obbeme npondax), TOo 3TO
MOXXET 06BACHATLCA HECKOSIbKUMU MPUYMHaAMUN, HanpuMep:

- MHeHua obcnenyembix NoOe He pa3fensalT Te AN, KOoTopble MPpUHUMAIOT
pelleHne o NoKYrKe;

- PpOCTY YAOOBJETBOPEHHOCTWU noTpebutenenm cnocobcTBoOBaNna npoayKuus
KOHKYPEHTOB;

- pa3HMLUa B LeHax NepeBeLlnBaET yydlLeHNsa B APYrUX XapakTepucTuKax.
D.6 OT14yeT 06 aHanuse
D.6.1 O6Lu e nonoxxeHusa

NoMuMo npencTaBneHns otyeTa o6 yOooBJETBOPEHHOCTM NnoTpebuTenen B LLEIOM U
TEHOEHUUN e€ee pPas3BUTUSA, OpraHusauus [Oo/PKHA MNpeacTaBUTb  OTYET O
COOTBETCTBYHOLLMX XapaKTepUCTMKax W MPUYMHAX, @ TakKXe O COCTaBAAKLWMUX U
YCNOBUSAX YA0BIETBOPEHHOCTU UIN HEYOBIETBOPEHHOCTM NMoTpebuTtenei.

D.6.2 lNpencrasrsieHne pe3ysbTaToB

OpraHusaumsi  O0JIXKHa MpPeacTaBnsTb  pe3ysibTaTbl  aHa/IM30B  C  y4eToM
notpebHocTeln UeneBo ayantTopun. He pekoMeHAayeTcsa WUAEHTUPULMPOBATL
KOHKpPEeTHbIX noTpebuTenen. Ecnm npepgnonaraeTcas uUx uaeHTUduKaums,
HeobxoOMMO MONYy4YUTb CorjacMe onpalwurBaeMbix noTpebutenein. Kpome TOro,
Takas naeHTUduUKaums [oJKHa COOTBETCTBOBATb AENCTBYHOLWMM TpeboBaHMSAM,



pernamMmeHTamMm N nNoOJINTUKe KOHCpI/IJJ,eHLI,VIaJ'IbHOCTVI opraHmsauunn.

ShdekTMBHbIM criocobom npepcTaBieHUA UHPOPMaLUN ABAAIOTCA rpaguyeckue
n3obpakeHnsa, 4TOo cnepgyeT MNpuHUMaTb BO BHMMaHMe Npu npencraBieHUn B
MPUIOXKEHNAX NOJIyHEeHHbIX pe3yibTaTOB BMecTe C AOMNOJIHUTENIbHbIMU OaHHbIMU.

NHoekCc ynoB/eTBOPEHHOCTUM noTpebutenen MoXeT CIAYXUTb pe3ybTaTUBHbIM
CpenCTBOM MOHUTOPUHra, OOKYMEHTUPOBAHUA W MPOC/EXUBAHUA [eAaTeNlbHOCTU
opraHusaunMm NN ee KOHKPEeTHbIX aCneKTOoB, KacalowmMxca yOOBJEeTBOPEHHOCTU
notpebutenen. OH MoXeT ObITb 31E€MEHTOM "MHONKATOPHON NaHenn" opraHmsauunm,
nokKasblBalLWen pesysbTaTbl ee AesATesIbHOCTU, a TakXe KOMMOHEHTOM CUCTEeMbI
MooLpeHnsa COTPYAHUKOB OpraHmsaLnn.

D.6.3 ®opmMmynnpoBaHMe BbIBOAOB U NPeasioXXeHUn

Mpu BbIABNEHUMN MPOOBJAEMHbBIX YYAaCTKOB WIN MNPensIoKEHUN KOHKPETHLIX Mep
opraHmsaymsa  OOJIXKHa B MNepBYyD  o4vyepedb  YyCTaHaBAMBaTb  MPUYUHbI
HeyOooBNEeTBOPEHHOCTM NoTpebuTtenen.

OpraHusaumsi TakXe [O0J/DKHA CTPEMUTBLCA K OCO3HAHMIO MPUYMH PaCXOoXKAeHUs
MeXIy KavyeCcTBOM MpPOAYKUUW, OXuUaaembiM noTpebuteneM, ”n KayecTBOM
NoCTaB/ISIEMO NPOAYKLUNM B BOCAPUATUN noTpebutens (Kak NokasaHo Ha npuMmepe
KOHUENTYaslbHOM MoAenn Ha pucyHke A.l) n gosikHa NpuMHMMaTb Mepbl A8 ero
COKpalleHus.

MpunnoxxeHwne E
(pekomeHpyemoe)
Ucnonb3oBaHue uHpopMmauum o6 ynoBsieTBOPEHHOCTU NoTpeduTtenemn
E.1 Obwume nonoxxeHuns

B HacTosweM NpuaoXXeHun coaep)xatca pekoMeHgaunum Ha OCHOBE NMPMMeEpPOoB TOro,
KakK MHpopMaumsa ob ynoBneTBOPEHHOCTU noTpebutenen MoXeT MCNOJIb30BaTbCA
ONna CTUMYIMPOBAHUA YNyYLWEHUW B MPOAYKUUM WK Mpoueccax opraHm3auumu B
cooTBeTCcTBUKU C 7.5.

E . 2 [lepepavya wuvHpopMauum 06 yaoBAeTBOPEHHOCTU noTpebutenem B
COOTBETCTBYHOLME PYHKLMOHaIbHbIE NOApPa3aeneHns

AHann3 yaooBNeTBOPEHHOCTU noTpebuTtenein MoxeT obecneynTb MOHMMaHKe
hbakTopoB, BAUAWUX Ha YAOBAETBOPEHHOCTb. Takas WHdOpMaUUa [O0JIKHA
aHaNM3MPOBATLCS BbICLUMM PYKOBOACTBOM W HaMnpaBnATbLCS B COOTBETCTBYlOLLUE
pYyHKLUMOHaNbHble noApa3fefsieHnsa opraHusauum Ona  MNpUHATUS  Mep 1o
yNyyLLeHuo.

Bbibop YHKLWOHaNbHOrO noapas3fesieHns, B KOTOpOe [AOJKHA HanpaBnasTbCA
nHhopMaunsa, 3aBUCUT OT XapakTepa UWHGPOPMALUMKW, KaK TMOKa3aHoO B
HUXKEenpuBeaeHHbIX MpuMepax.

Mpumep 1 - VIHYopmaumss MOXET ObiTb HaripaB/IeHa B KOHCTPYKTOPCKUU WU
MAapKETUHIrOBbIM OTAEJ, €C/IM [aHHbIe YKAa3blBalOT Ha HEYJOB/IETBOPEHHOCTb
rnoTpeburtesiesi CBOMCTBaAMU rPOAYKLUNU UJIN €CJIN [aHHbIE CBOVICTBA HE LIEHATCS
rnoTpebuTesamuy.



lNMpumep 2 - VHopMmaunsa MOXET ObiTb Harnpas/ieHa B OTAEJ CHabXeHus uau
TEXHUYECKUY  OTAE, ec/im  gaHHble  CBUAETEe/IbCTBYHT O  TOM, 4YyTO
Hey/0BJ/1IeETBOPEHHOCTb rnoTpeburesnevi CBA3aHa c KayecTBoM uau
QYHKLUNOHAIbHLIMU XapPaKTEePUCTUKAMU 3aKYyNaeMbiX KOMMOHEHTOB.

Mpumep 3 - UHGOpmayuns MoOXET ObiTb Harnpas/ieHa B [1PON3BOLCTBEHHOE
rnoapasnesieHne, ecsiun roJsly4eHHblIe AaHHbIE YKa3biBaT Ha HEY./OBJ/I€TBOPEHHOCTb
rnoTpebuTtesievi Ka4eCTBOM MOCTaBJISAEMON MPOAYKLNN.

NMpumep 4 - UHGOpmauns MOXET ObiTb HaripaB/e€Ha Ha yYacTOK Yr1aKOBKU
rnpoayKUnu, ecsin Hey4OBJIETBOPEHHOCTbL CBSA3aHa C ripobsiemMamMu yriakoBKH.

Mpumep 5 - IHpopmaunsa MOXXET bbiTb HarlpaB/ieHa B M/1aHOBO-PON3BOLCTBEHHbLIV
OT[eJl, eC/inN oJlyYeHHbIE [aHHbLIE YKa3blIBAT Ha HEY4OBJ/IETBOPEHHOCTb CPOKaMU
roCTaBKU.

Mpumep 6 - NHOopmMmauns MOXET bObiTb HarpasB/ie€Ha B OTAEJS CbbiTa U ApYyrue
COOTBETCTBYIOLMNE 104PA3AETIEHNS, €CIIN 10J1YYEHHbIE AaHHbIE CBUAETE/LCTBYIOT O
HEY1OBJIETBOPEHHOCTN PabOTOU WM OTHOLLUEHUEM COTPYAHUKOB OpPraHu3aLny,
Haxo4AaLUNXCsl B HEMNOCPEACTBEHHOM UJIM KOCBEHHOM KOHTAaKTE C oTpebutessamu,
YTO YKa3bIBAET Ha HEOOXOAMMOCTb YJIyYLLIEHNS Ka4YeCTBa MnoAroTOBKY MepCoHasa.

Mpumep 7 - VIHpopmaumss MOXET ObiTb HaripaB/eHa B OTAEJ/ UHGOOPMALNOHHbLIX
TEXHOJIOrNY, €C/IM  TOTPEBUTE/IN BbIPAXAKT HEAOBOJILCTBO [1PEACTABIEHHOU
UHGOPMaLneu, Haripumep, rnpu Toprossie Yepe3 VIHTEPHET.

NMpumep 8 - UHpopmauns moxeT ObiTb HaripaB/ieHa B OTAEST TEXHUYECKOU
roAAEPXKU TOKyraTesaen rpoayKunu, ecsv oJy4YeHHble AaHHbIE YKa3blBaroT Ha
HeYy/OBJIETBOPEHHOCTb  OMNepaTuBHOCTbIO UJIM KAYECTBOM pPearvpoBaHusa Ha
obpalyeHus rnotpebuteseun.

Mpumep 9 - VIHpopmaLmsi MOXET bbITb HaripaBsieHa B C/AyX0y B3anmMofevicTBuUs C
rnoTpebuTesamu, eciu roJy4YeHHbIe AaHHbIe TPebyrT o0TBeTa Ha HEraTtuBHYK
peakuyunto noTpeburteseu.

Mpumep 10 - NHopmauynsg MOXET bbITb HarpaB/eHa BbICLLIEMY PYKOBOLACTBY, €C/in
UeHawun BOCPUHUMaEeMas [rnoTpebuTesnsmMm LEHHOCTbL SBJISIOTCSA CEPbEe3HOM
ripobsiemou.

Mpumep 11 - VIHopmaLmnsi MOXET bbITb HarNpPasJ/IEHa BbICLUEMY PYKOBOACTBY, €C/iv
r10J1y4YeHHbIE [AaHHbIE YKAa3blBalOT HAa [MOTEHUNAJIbHbIE BO3MOXHOCTU BbIXO4A Ha
HOBbIE PbIHKU WJIN a[anTaunn CyLECTBYIOLEN TPOAYKLUNU K HOBOUW KJ/INEHTCKOM
base.

NMpumep 12 - IHpopmauyns MOXET bbITb HaripaB/ieHa JimLyamM, OTBETCTBEHHbLIM 33
MJIaHUPOBAHNE  WJIN  U3IMEPEHUE  Y[OBJIETBOPEHHOCTU  r10Tpebutene, ecan
Heobxoanmo ybeanTbCcsa B ros1e3HOCTU U JOCTOBEPHOCTU 10J1yYEHHON MHGBOPMaLNN
Y BHECTU U3MEHEHUS B COOTBETCTBYOLNE ITPOLIECCHI.

B BbllleNpuBeAEHHbIX MpuMepax MHMopMaums, HanpaBaseMas B COOTBETCTBYOLWME
byHKUNOHaNbHbIE MoApa3feneHns, MOXeT CTUMYNPOBATb OpraHu3aumioo K
NMPUHATUIO Mep MO  YJAYYWEeHU WU NPUBECTU K MNOBLIWLEHUIO CTerneHu
yAOBNETBOPEHHOCTN NoTpebuTenen.

OpraHm3a|_u/|ﬂ TakKXe O0O0JI)KHa WM3y4YUTb BO3MOXHOCTb obmeHa c I'IOTpe6I/ITeJ'IFIMI/I



COOTBETCTBYOWEN WUHPopMaunen o6 yaoBNEeTBOPEHHOCTU noTpebutenen u
NPUHMMaEMbIX Mepax Mo YJy4lweHUo. ITO MOXeT NoATBepAuTb CnocobHOCTb
opraHu3aumm pearmpoBaTb Ha Nnpobnembl NnoTpebutenenm n CTUMyIMPOBaTb y4acTue
notpebutenen B gasbHeNLLEM U3MEPEHNN UX YO0BIETBOPEHHOCTN.

E.3 Vcnonb3oBaHne nHdopmaumm ob yaosieTBOpeHHOCTU noTpebuTtenen

PekomeHaoyeTca 06paTuUTbCA K KOHUENTyaJlbHOW MoAenn YAOOBNEeTBOPEHHOCTU
notpebutenen (cMm. pasgen 4 wu npunoxeHme A), 4Tobbl ybeauTbCca B
nosiIHoMacwTabHOM N pe3ynbTaTUBHOM UCMOJIb30BaHNM MNOJIYYEHHOW MHGOPMaLNN.

NHdopmauma o6 ynoBneTBOPEHHOCTM noTpebutenen MOXeT YyKa3biBaTb Ha
npobenbl B NMOHMMaHUK OXuaaHWn noTpebutenen. B 3ToOM cinyvae opraHu3auuns
OOJ/IXKHa NpUHMMaTb Mepbl, obecneyvymBaolme NPaBUibHOE MOHUMAHUE OXXUOAHUN
notpebutenenm n peannCTU4YHOCTb TaKUX OXKNOAHUN.

AHanorn4HbiM obpa3omM MHpopmaLmrs 06 yaoBAeTBOPEHHOCTU noTpebutenen MoxxeT
yKa3blBaTb Ha Npobesibl B BOCMPUATUM NOTpebuTenssMmm noaHoTbl YA0BJETBOPEHUS
Nx oXxnpgaHun. OpraHusauma OOJKHA CTPEMUTLCA K MOHMMAHWUIO MPUYUH TaKUX
npobenoB M NpMHMMaTb Mepbl MO MX YCTPAHEHMU. DTO MOXET OblTb CBA3a@HO C
yNy4YLWEHNEM BOCOPUATUSA NOTpedbuTensmMm nocTaBAsgeMOn MNpPOAYKUUM 3a CYeT
NHHOPMUPOBaAHUS noTpebutenein o CBOMCTBAxX W BO3MOXXHOCTSAX MOCTaBASAEMOW
npoayKUunM, HarnpuMep MNyTeM COMOCTaB/€HUS C OTpac/ieBbiMX AaHHbIMU WK
NpoayKUMEN KOHKYPEHTOB. Tako aHaAn3 U Takme AeNCTBUSA SABNAIOTCS 3/IeMeHTaMu
yrnpaBaeHnsa B3aMMOOTHOLLEHNSAMM C NoTpebuTensmu.

MpunnoxeHne OA
(cnpaBo4Hoe)

CBeneHUA 0 COOTBETCTBUM CCbIJIOYHOIro MeXAYHAapoAHOro ctTaHpapTa
CCbIJIOYHOMY HaUMOHAJIbLHOMY cTaHpapTy Poccuinckon depepauum

Tabnuua OA.1

Obo3Ha4dyeHune
Obo3Ha4YeHne n HamMeHoBaHune
CCbIJTIOYHOro CteneHb
MEX Y HADOLHOO COOTBETCTBUS COOTBETCTBYIOLLEr0 HALUMOHAIbHOIO
yHap cTaHpapTa Poccunckon ®epepaumu
CTaHpapTa
FTOCT P WNCO 9000-2008 "Cuctemsbl
NCO 9000:2005 IDT MeHeO )XMEeHTa KayecTBa. OCHOBHbIe
MoJI0OXKeHnda n cnosapb"
MpuMmevaHne - B HacTosAwenm Tabnuue wWCNONb30BaHO cJiedylollee YCNOBHOe
o603Ha4vYeHme cTeneHn COOTBETCTBMA CTaHOAPTOB:
- IDT - noeHTUYHbIe CTaHOapThI.
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