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HAUWOHANBbHBLIU CTAHOAPT POCCUUCKOWN ®EJLEPALUUMN

CUCTEMA HALIMOHAJIbHbIX CTAHOAPTOB B OBJIACTU KAYECTBA YCIYI CBA3W.
OueHKa KayecTBa yCnyr CBA3M Ha OCHOBE MHEHUI noTpebutenen

System of national standards in the field of quality of a telecommunication service.
Evaluation of the quality of communication services on the basis of consumer views

Dara BBepeH —2014—01—01

1 Obnactb NpUMeHeHus

HacTosiumit cTaHgapT ycTaHaBnMBaeT MNOPAAOK NPOBEAEHUSI OLEHKM KavyecTBa YCNyr CBA3W,
CnocoBHOM 0TPa3nTb MHEHWE MOMbL30BaTeneil yCnyramu, okasslBaeMbIMU ONepaTopoM CBS3N.

HacToswmit  cTaHaapT npeAHasHaYeH ANA  UCNONb30BAHUA  XO3AWCTBYIOWMMM  CyGbektamu,
AeNCTBYIOWMMN B 0GNacTu oKasaHusi YCnyr CBSA3W, W APYIMMM 3aUHTEPECOBAHHLIMU B TaKOW OLIEHKE
CTOPOHAaMMU, a TaKkKe NOoMb30BaTENSIMU YCIyramMu CBSI3M.

2 HopmaruBHbIe CCbINKU

B HacTosiLLeM CTaHaapTe UCMONb30BaHbI CChINIKU HA CreayioLme CTaHaapTbl:
— TOCT P 53724 - 2009 KauectBo ycnyr cBasu. ObLume nonoxxeHus
— [OCT P 53731 - 2009 KauectBo ycnyr cBsi3u. TepMuUHbI U onpeaeneHus

Mpu™medyaHune — lpn nonb3oBaHUM HACTOALLUM CTaHAApTOM LenecoobpasHo NpoBepuUTb AedcTBue
CChINOYHbLIX CTaHAapTOB B MHCOPMALIMOHHOA cucteme obLLero nonb3oBaHnsa — Ha odpuLmansHoM caiite deaepanbHoro
areHTCTBa Mo TEXHUYECKOMY PeryrnimpoBaHuio U MeTPOSorMn B cetn MHTepHeT unm no exerofjHoMy MH(OpMaLMOHHOMY
yKkasaTeno «HaLuoHanbHble CTaHfapThi», KOTophId onybnukoBaH No COCTOAHUIO Ha 1 SHBaps Tekyllero roga, U no
BbiNyckam eXeMecs4HOro MHOPMaLMOHHOro ykasaTens «HauuoHanbHble cTaHfapTbi» 3a Tekylmii roq Ecnn sameHeH
CChINIOYHbIA CTaHAapT, Ha KOTOPLIA AaHa HeaaTUpPOBaHHAA CChIIKA, TO PeKOMeHAYeTCs WUCMOoNb3oBaTb AENUCTBYIOWWYIO
BEPCUIO 3TOrO CTaHjapTa C y4eTOM BCEX BHECEHHbIX B [AaHHY0 BEpCUI0 U3MEeHEHWA. Ecrin 3ameHeH CChbINOYHbINA
CTaHfapT, Ha KOTOpbIA AaHa AaTupoBaHHasA CCbifika, TO peKOMEeHAYETCA WUCMonb3oBaTb BEPCUIo 3TOro cTaHgapTa ¢
yKa3aHHbiM BbiLLE FOJJOM yTBepXAeHWUA (NPpUHATUA). Ecnn nocne yTeepXaeHWs HacTosLero ctaHgapTa B CCbNIOYHbIA
CTaHAapT, Ha KOTOpbIA AaHa AaTUpoBaHHas CCbifika, BHECEHO U3MEHEeHWe, 3aTparvBarollee MofoXeHWe, Ha KoTopoe
JlaHa ccbinka, TO 3TO MOMOXeHUe peKoMeHAyeTcsl MpUMeHATb 6e3 yyeTa faHHOro uMaMeHeHus. Ecnu ccbinoyHbiit
CTaHfapT oTMeHeH 6e3 3aMeHbl, TO NOSIoXEHWe, B KOTOPOM JlaHa CChifika Ha Hero, peKoMeHAYeTCsl NPUMEHSTL B YacTy,
He 3aTparmBaloLLeil 3Ty CCbINKY.

3 TepmuHbI U onpegeneHns

B HactofilweM craHgaprte ucnonb3oBaHbl TepMuHbl M3 FTOCT P 53731 - 2009 KayectBo ycnyr CBS3u.
TepMuHbl M ONpeaeneHns, a TaKkke cneayLlme TEPMUHbI C COOTBETCTBYIOLLIMMU ONpPeeneHUsMU:

3.1 onpoc (poll): Metog c6opa uHDOpPMALMK, OCHOBAHHLIWN HA YCTHOM WM MUCbMEHHOM
ofpalLeHun K pecnoHAeHTam ¢ BONpocamu, coiepXXaHue KOTOpbIX NPeACTaBnNAET Lenb UCCNEe0BaHUA.

3.2 pecnoHaeHT (respondent): Mo, oTBEYaloLee Ha BONPOCHI aHKETbI UIK 4aloLWee UHTEPBbLIO.

3.3 aHkeTa (questionnaire). O0beguHEeHHaa eaAUHOM 3aJayein cucTtema BOMPOCOB, HANPaBMEHHbLIX
Ha BbiIBNEHUE XapaKkTEPUCTUK NpeaMeTa UCCNEeJ0BaHUN.

3.4 aHkeTupoBaHue (questioning): NMUCbMEHHbLIN WMAKN YCTHBLIM ONPOC PECMOHAEHTA C MOMOLLbIO
aHKeThbl, NPUMEHAEMbIN B KAUECTBE MeToaa cOopa uHchopmaumu.

3.5 ypnoBneTBOpPeHHOCTb nNonb3oBaTena (user satisfaction): Bocnpuatue nonb3oBaTenem
CTeneHu BbINOMIHEHUs ero TpeboBaHuM.

3.6 3auHTepecoBaHHas cTopoHa (interested party): Jluyo unu rpynna nuu, 3amHTepecoBaHHbIE B
AEeATenbHOCTU UNK YCNexe opraHn3aumu.

U3spanue ocpuumnanbHoe
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MpumeuvyaHune — B HacTosllyeM cTaHaapTe NPUMEHSIETCS TEPMUH «NONb3OBaTeNb YCNyr CBA3U» B
KOHTEKCTe OLieHKU MHEHUI CTOPOHbI, UCTIONb3YIOLen YCNyru.

4 OueHkKa KayecTBa ycIyr B3y Ha OCHOBe MHEeHU I Nonb3oBarenen

41 O6wue NonoxeHus

4.1.1 Uenblo cTaHaapta sBnSIETCA onpeaeneHne eauHoro noaxoda K NpoBEAEHMIO oneparopamm
CBS3M M APYrUMU 3aUHTEPECOBAHHLIMW CTOPOHaMKM OLIEHKM KayecTBa YCNyr CBA3W HA OCHOBE MHEHUWI
nonb3oBatenen.

4.1.2 CraHpapT yCTaHaBnNuBaeT METOAUYECKUE, OPraHU3aALMOHHBIE U TEXHOMNOIMYECKME NOSOXEHUS,
npUMEHsieMble ANA NPOBEAEHUS OLIEHKM Ka4ecTBa yCnyr CBA3M Ha OCHOBE MHEHUI NONb30BAaTENEN.

4.1.3 Ha ocHOBaHMM JAHHOrO CTaHAapTa X03ANCTBYIOWMMU CyDbekTtamm, AenCTByIOLMMU B 06nacTtu
oKa3saHusi yCnyr cBA3u, MOTyT pa3pabaTtbiBaTbCA COOCTBEHHbIE (BHYTPEHHUE) HOPMATUBHbLIE AOKYMEHTbI MO
OLIEHKEe Ka4eCcTBa yCnyr CBA3W C y4€TOM MHEHUI NONb3oBaTenen.

4.14 PesynbTaTbl OLEHKM KayecTBa YCAyr CBA3M MOMb30BaTensMu MPUMEHSIOTCA MNPU KOHTpone
npoLeccoB NPeAoCTaBfEeHUs1 yenyr, aHanuie 3p@eKTMBHOCTU (PYHKLIMOHUPOBAHUS CUCTEMbI MEHEDKMEHTA
Ka4ecTBa, cepTudmkaLmum ycnyr, NPUHATUN YNPaBneHYEeCKMX peLLEeHUi Mo COBEPLUEHCTBOBAHMIO KayeCcTBa
ycnyr cBasum [1,2].

4.1.5 OueHka ka4yecTsa ycnyr CBA3W Ha OCHOBE MHEHMWI MONb30BaTeEnen OCYLUEeCTBMSAETCA MyTeMm
aHanusa uHdopmauuM, NONy4aeMol HEnoCPefACTBEHHO OT  MOMb30OBaTenss npu  NPOBEAEHUU
COLMONOrM4ecknx nccneaosaHuii (nepeu4HoON MHopMmaumm), U MHoOpMaumm, nNony4yaemMon B pesynbrate
JOrOBOPHOW W BCeW  NPOM3BOACTBEHHO-XO3ANCTBEHHON  AesTenbHOCTM  onepatopa  (KOCBEHHOW
NUHopMaLUK).

416 C6Gop nepBu4HOW uHOpPMAUMKM ANS OLIEHKM KayecTBa YCNMyr CBS3M HA OCHOBE MHEHWN
nonb3oBaTeNen OCyLLeCTBAAETCA B X04€ CNAOLWHOrO U BbIOGOPOYHOro 06crneA0BaHMA NMOSb30BaTENbCKOW
ayautopum.

4,177 OCHOBHble METOAbl, UCNONb3yemble AnsA cbopa NEepBUMYHOW MHGOPMALMU B LIENSAX OLEHKW
KauecTBa ycnyr CBA3WU: ONpoc, naHersb, POoKyC-rpynnbl.

4.1.8 OCHOBHble MeTOAbl, MCNONb3yeMble Ans cOopa KOCBEHHONM MHMOPMaLUM B LIENAX OLIEHKM
KayecTBa yCnyr CBSI3M Ha OCHOBE MHEHWI NOMb3OBaTENen: yyer Xanod, 3asBOK, NPETEeH3ul, OT3biBOB
nonb3oBaTenen, Y4Y4eT 3aKkilOYEHHbLIX W NPONOHTUPOBAHHLIX AOrOBOPOB, Y4eT nybnukauui B
crneunanu3MpoBaHHbIX M3AAHMSAX, ra3eTax, XypHanax, uHdopMauum paguo — u TENEBU3NOHHBIX Nepeaay u
T.4., OTPaXaloLMX MHEHWE MONb30BaTenen 0 KauecTse ycnyr CBA3n.

4.1.9 CouuonorM4yeckue uCCrneaoBaHusl, NPOBOAUMbIE B LUENAX OLEHKW KayecTBa YCNyr CBS3M
NoNb30BaTENSAMU, BKIIOYAIOT Crieyiowme aTanbl:

- MOAroTOBKY UCCNEe0BaHUs;

- nposeAeHue cbopa nHgopmMaLmm 0 MHEHUN NONb3oBaTenen;

- 06paboTKy 1 aHanu3 pe3ynbTaTtoB cbopa uHopmauuu;

- ohOpMIeHne pesynbLTaToB UCCIEA0BaHUSA.

4.1.10 Coumornormyeckne uccnesoBaHus MOryT NPOBOAUTLCA CMIaMKM CaMOro onepaTopa CBS3U Unu ¢
npuBre4YeHMeM BHELUHEN NPO¢eCcCUoHaNbLHON OpraHn3auum.

4.2 T[oprotoBka u opranu3sauusa c6opa uHdpopMmauun Npu NPOBEAEHUU COLIMOSIOTUYECKUX
uccnegosaHum
4.2.1 C6op nHopmaummu nNpu NPOBEAEHUU COLMONOTMHECKUX UCCNEAOBAHUI AN OLEHKU KayecTsa
YCIyr CBA3M NOJSIb30BaTENSIMU OCYLLECTBIISIETCSI C NOMOLLbLIO aHKEThI.
4.2.2 MoAaroToBKa k NPOBEAEHMIO UCCIEA0BaHUA BKNIOYAET:
- hopmuposaHue paboyein rpynnbl N0 NPOBEAEHUIO UCCEA0BAHUS;
- onpeaenexHne uenen, 3aaay u BbiIoop hopmbl aHKETUPOBAHUS,
- pa3paboTky nporpammel, rpacuka nposeaeHus pabor;
- paspaboTKy aHKeTbl, COAEKaLLE BONPOCH ANA U3y4YeHUA MHEHUS NONbL30OBaTeENe O Ka4yecTee
yCnyr CBA3MK;
- hOPMMPOBaHWE PENPE3EeHTaTMBHOW COBOKYNHOCTU ONpaLUMBaeMbIX NONb30BaTeren.
4.2.3 B 3aBucumocTn OT ueneil, 3afaay U ycnoBuin nNpoOBOAWMOINO MCCIIEAOBAHUS UCMONb3YIOTCA
cnegyowme opMbl aHKETUPOBAHUA:
- no cnocofy npoBeAeHUs1 aHKETUPOBAHUSA (YCTHOE, MUCbMEHHOE);
- N0 KPyry onpalumMBaembIx (4acTHOE NULo, NpeanpUHUMaTENN, CNeLManucTsl U ap.);
- N0 KONMMYECTBY OAHOBPEMEHHO ONpAaLLMBAEMBbIX (€AUHUYHOE, TPYNNOBOE);
- N0 NOMHOTE OxBaTa OOBLEKTOB UCCNeA0BaHUA (BLIGOPOUYHOE, CNIOLLHOE);
- N0 KONMYECTBY TEM, BXOASILLMX B aHKETUPOBaHUE (0f1HA, HECKOSbLKO);
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- 110 YPOBHIO CTaHAapTM3aLuM BONPOCOB aHKETbI (CBOGOAHAs cxemMa, CTPYKTYPUPOBAHHAS);
- M0 YacToTe NPOBEAEHUSI aHKETUPOBaHUA (MOBTOpPSAIOLLEECS (NAHENbHOE), 04HOPAa30BOE).

MpumeyvyaHne — [pumepamu Haubonee npuemnemblx ¢HOPM NPOBEAEHUS  @HKETUPOBaHUA
nonb3oBaTenei ycnyr cBA3u SBNSAOTCS:

- pasmelleHne OnaHKoB aHKeT B oducax W CEepBUCHBLIX LeHTpax onepatopa, rAe ocyllecTBnaercs
HenocpeacTBeHHoe BBaI/IMOp,eVICTBVIe C nonb3oBarenem,

- onpoc no TenedoHy;

- pacchlfika aHKeT Mo no4Te,

- pacchbifika aHkeT no e-mail;

- pa3aMelLieHre UHTEPaKTUBHOW aHKeTLI Ha caiiTe oneparopa;

- pasMelLlieHre aHKeThl B «MMYHOM KabGuHeTe» nornb3oBaTens Ha web-pecypce onepatopa u gpyrue.

424 [Ona o6ecnevyeHnss OOBLEKTUBHOCTM U  3PEPEKTUBHOCTM pPe3ynbTaToB  aHKeTUPOBaHUS
paspaboTaHHas aHkeTa [OSkKHa COAepXaTb SICHble, OAHO3HAYHO MOHUMAeMble, Tpebyiowme NPOCTOro
oTBeTa (aa/HeT unu BannbHyIO OLEHKY) BOMPOChI.

4.2.5 Mpu HOPMUPOBAHWUM PENPE3EHTATUBHON COBOKYMHOCTU OMpalLMBaeMbiX Monb3oBatesnen Ans
Kaxxgoro OLEHMBAEMOro Buaa ycnyr CB3u BbIMOMHAIOTCA cneayiolime AenCTBUsA:

- npu Manom o0bLemMe reHepansHOW COBOKYMHOCTU MOMNb30BaTENei oLeHUBaeMbiM BUAOM YCNYT CBA3M
(po 20) B coctaB onpalMBaeMblX BKIIOYAKOTCA BCE MOMb3oBaTenu; npu 66nbliem Konu4yecTse —
dopmMmupyeTca BbIDOPOUYHAA COBOKYNHOCTb NONb30BaTENeN;

- onpegensieTcs CyLeCTBYIOLLMI COCTaB NONb30BaTener AaHHOrO BuAA YCNYr CBA3W: TUNUYECKUe
rpynnel Nonb3oBaTenei (Hanpumep, YacTHbIE NULA, KOPMOPaTUBHLIE MOMbL30BATENU, ONEpPaTopbl CBA3W),
KOMMYEeCTBO MOMNb30BAaTENel B KaXIOW TUNUYECKOW Trpynne, yAenbHbll BEC TUMNWMYECKOW rpynnbl B
reHeparnbHON COBOKYMHOCTW MOSb30BaTENEN;

- onpeaensetca 06bem BbIOOPOYHOM COBOKYNMHOCTM NONb30BaTENei B COOTBETCTBUM C U3BECTHLIMU B
Teopuun dhopmyrnamu pacyeta [3], ucxoasa us AoNyCTUMON B COLIMOSIOrMYECKMX UCCNea0BaHUAX NOrPeLHOCTU
Ha ypoBHe 3 — 5% 1 3HayeHnsa JoeepuTensHON BeposTHoCcTU P=0,954;

- B criyvae 6onblumx 06 bEMOB reHepanbHON COBOKYMHOCTM NOMNb30BaTeNen Ana oueHUBaemoro suaa
ycnyr ceaAsn (6onee 200) aonyckaetca U3 coobpakeHuit SKOHOMUM BPEMEHM U PEeCYpPCOB YCTaHaBMUBATb
OONbLIYD fOoNyCTUMYIKO BEnMUuMHY owmbku (oo 15-20%), a Takke ucnonb3oBarb Oonee npocTon npuem
pacyeta BbIGOPOYHON COBOKYMHOCTU: yCcTaHaBnueaTb 00bem BbLIGOPOYHON COBOKYNHOCTU B pasMepe He
6onee 10-15% oT 06bEMa reHepanbLHOi COBOKYNHOCTY;

- onpeaensieTcss 06bem KaXkgow TUNMYECKOW rpynnbl B BbIGOPOYHOW COBOKYMHOCTU NOnb3oBaTenemn
OLIEHWBAEeMOro BUAa yCnyr CBs3W NPOMOPLMOHANLHO yAENbHOMY BECY TUNUYECKON rpynnbl B reHepanbHOW
COBOKYMHOCTM MOJIb30BaTENEN;

- dhopMupyeTcs BbIGOPOYHAA COBOKYNHOCTb MOMb30OBaTenei nyTeM TUMMYECKOT0 WHAMBUAYANbHOIO
6eCrnoBTOPHOro 0T60pa U3 reHepanbHON COBOKYNHOCTU NONb3oBaTenen.

Mpu TakoM cnocobe OoCyLLeCTBNseTcA 0TOOP OTAENbHON eAUHULbLI U3 COOTBETCTBYIOLLEN TUNUYECKON
rpynnel B reHepanbHOoi COBOKYMHOCTU NyTEM CRYy4anHOW WU MexaHU4eckoi BulGopku. Kaxxgas oto6paHHas
eanHULA MOXET NonacTb B BbIGOPKY NULLL OAUH pa3.

Cnoco6 ot6opa B TUNMYECKue rpynnbl BbiOupaeT pykoBoautTen pabouel rpynnbl, NPOBOASALLEN
aHKETUpOBaHHKE.

4.2.6 Ha srane cbopa nHpopmaLmmu (nposeaeHUs ONPOCa) BbINOMHATCA cneayowme AeiCTBUS:

- pykoBoauTenb paboyeli rpynnel cocrasnseT rpaduk nposeaeHusa paboT ¢ y4eToM cocTasa rpynnbl,
CHOPMUPOBAHHON ANs ONpoca BbIGOPOUYHLIX COBOKYNHOCTEN, (hOPM ONPOCA; NPOBOAUT MHCTPYKTAX YNEHOB
rpynnel u o6ecneynsaeT ux pabounMmu matepuanamu;

- yneHel pabodyeii rpynnbl MPOBOASIT ONPOC B COOTBETCTBMM C rpachmkom paboT, BbliGpaHHbIMU
dopmammn U UHCTPYKLUMENR MO NPOBEAEHUIO ONPOCa;

- NepPBMUYHAA OLEHKa OnpallMBaeMbIiMKU NOMb30BATENAMU KayecTBa YCNYr CBA3M OCYLLECTBIsSIETCA Mo
NPUHLMNY «Aa»/ «HET» UMK C NOMOLLBI0 BanmnbHOW OUEHKM NO 4-x 6annbHOW LWKane:

«OTNNYHOY» - 5 6annos,

«xopoLlo» - 4 6anna,

«y4oBneTBOpUTENBHOY - 3 Banna,

«nnoxoy - 2 6banna.

4.3 OOGpaGoTka M aHanu3 pesynbTaToB c60opa nHgopmauun

4.3.1 Mocne 3aBepLueHus c6opa uHopMauumn cneayeTt NnpoBepka NPaBUIIbHOCTU 3aNONTHEHUST aHKET.
HenpaBunbHO 3amnonHEeHHble aHKeTbl AOIDKHbI ObiTb NMGO MCKNIOYEHbl M3 OOLEero MaccuBa MONyYeHHOW
uHdopmauum, nmbo gopaboTaHsl NPy B3aMMOAENCTBUM C PECNOHAEHTAMM, @ B HEKOTOPLIX CIy4asix MOXeT
ObITb NPUHATO peLleHne 0 YaCTUYHOM UCMOSIb30BAHUU MH(POPMALIMK U3 aHKETLI.

3
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4.3.2 PesynbraTthl aHKeTMPOBaHUA 0OpabaTbLIBAOTCA C UCNONL3OBAHUEM NPOrPaAMMHBLIX CPEACTB U
npeacTaBnAlTCs B TabnuyHom u(unu) rpacmyeckom Buae (auarpamm, ruCTorpamMm u T.4.).

4.3.3 ObpaboTka pe3ynbTaTOB aHKETUPOBAHUSI NONb30BaTENEN, BKIIOYEHHLIX B BbIGOPOYHbIE
COBOKYMNHOCTU, COCTOUT B ONpeAeneHnn cneayoLLmx OLeHOK:

- cpedHero 3HayeHus 0annbHOW OUEHKM AN KaXAoro M3 OUEHMBaeMblX NoTpeduTenbCkux CBONCTB

yCnyru u/unu Ans Ka4ecTsa ycryrv B LENOoM B BbIGOPOYHOM coBOKYNHOCTH — X ;
- MPOLUEHT nomnb3oBaTeneii B BbLIGOPOYHOH COBOKYNHOCTW, YAOBNETBOPEHHLIX KaXAbIM U3

OLIEHUBAEMbIX NOTPEGUTENBLCKUX CBOWCTB YCYrM M/MNn KaYeCTBOM YCnyru B uenom — P .

K ynoBnetBOpeHHbIM MOSb30BaTENAM OTHOCATCA PECMOHAEHTLI, OTBETUBLUME MONOXMUTENLHO («aa»)
Ha BONpoC 00 yAOBNETBOPEHHOCTU NOTPEOUTENbCKUM CBOWCTBOM YCMYrM WAM YCryroi B uenoMm nu6o
oLeHUBLUKME NOTPEOUTENLCKOE CBOMCTBO YCNYIU UMK YCIYTY B LIENIOM Ha «4» U «5».

4.3.4 YuyutbiBasi, YTO B BbIOOPOYHOM HAOMNIOAEHUM BO3MOXHbI PAaCX0XAEHUs MeXAY BbIOOPOYHLIMM
3HAYEHUSIMKM MOKA3aTenen u nokasaTtensiMum reHepanbHON COBOKYNHOCTWU, ONPeAensiioTcsi 40BEPUTENbHbIE
npeaensl AnS pacCYMTaHHbLIX NO pe3ynbTaTtaM aHKETUPOBAHUA OLIEHOK, KOTOPblE MO3BONSAIOT KOPPEKTHO
npeacTaBuTb pe3ynbTaTtbl NPOBEAEHHOIO aHKETMPOBAHUSA:

X=X+A,, )
P=P+A,, @
e X, P - nokasaTenu resepanbHoi COBOKYNHOCTH,

AX,AP— ponyctumas owmbka BbIGOPOYHOro HaGnNOAeHUs1 COOTBETCTBEHHO

6annbHOW OLEHKM M NPOLEHTA YAOBIETBOPEHHbIX NOMNb30BaTENEN.

4.3.5 [ononHutenbHO Ansi XapakTepUCTUKM pa3bpoca MHEHMI OnpalMBaembiX MOnNb3oBaTenein
onpeaenslTca  Apyrue CTaTUCTUYEeCKMEe XapaKTepuCTUKW: CcpefHee KBagpaTU4eckoe OTKNOHEeHue,
KO3pPULMEHT BapuaLmu.

4.3.6 AnHanus cobpaHHon uHdOpMaLUM B 3aBUCMMOCTU OT LIENel COLMONOruyeckoro uccneaoBaHus
MOXET UMETb CreayloLue acnekTbl:

- aHanu3 OLUEeHOK BbIOOPOYHOrO HabmoAEHMA NO MOoKa3aTensAM KayecTBa C TOYKM 3peHus
COrnacoBaHHOCTM M pa3bpoca MHEHW nonb3oBaTene M UX NPUYUH, CPAaBHEHWE OLIEHOK MO Pa3HbIM
noTpebuTenLCKUM CBOIMCTBAM U NO BUAAM YCNYr CBA3M;

- aHanus cTeneHu yaoBneTBOPEHHOCTU NONb30BaTenei ypoBHEM KayecTsa No BUAAaM YCIyr CBSI3U U
noTpeduTenbCKMM CBOWCTBAM YCAYT ANSA pasHbIX FPynn Nofb3osaTenen;

- aHanu3 COOTBETCTBUA pPACCUUTAHHLIX OLIEHOK BbLIGOPOYHOro HabnwaeHusa no nokasarensMm
KayecTBa ycnyr CBsi3um yCTaHOBMEHHbIM HOPMATMBaM UNU LeNEeBbIM NOKasaTensam;

- aHanu3 AMHaAMWUKW OLEHOK noka3aTenei kavyecrea No BUAAM YCNYr CBA3M, NONYYEHHbLIX HA OCHOBE
MHEHWI1 NoNb30BaTenen 3a pasHbie Nepmoabl NPOBEAEHNUA aHKETMPOBaHUA NOMb3oBaTENEN YCNyr CBA3MN;

- aHanu3 cocrasa 3aMe4vaHui, BbICKa3aHHbIX NOMb30BaTENAMU B X0A€ aHKETUPOBAHUS.

4.3.7 Pe3ynbrarbl aHanusa AOSDKHbI WCMOMb30BATLCA ANSA OCYLWECTBIEHUA KOPPEKTUPYIOLUUX ¢
npeaynpexxaaiomx 4enCTBUin, PasBUTUSA U COBEPLUEHCTBOBAHUA AEATENbHOCTM NO NPEAOCTaBMNEeHUIO YCIyr
CBAI3U.

44 OdcdopmneHue pe3ynbLTaToB UCCNeAOBAHUA

4.41 Pe3ynbTarbl NPOBEAEHHOIO COLMOSOrNYECKOro uccnenoBaHnsa ohopMnaioTca AOKYMEHTanbLHo
(B BUAE NpOTOKONA, akTa, OTYETA, 3aKNOYEHNa U Np.).

4.4.2 B BbIXOAHOW AOKYMEHT A0MKHA ObiTb BKMIOYEHA cneayowas uHpopmauus:

- Lenu, 3agaum n 06nacTb uccneaoBaHus (Buabl yCnyr);

- cocTtaB paboueli rpynnbl;

- nepuoj nposeaeHus pador;

- COCTaB MOb30BaTENEN, y4acCTBYIOLMX B aHKETUPOBAHUMK;

- UCnonb3yemble POpPMbl AHKETUPOBAHUS,;

- onpegensieMble nokasaTenu;

- pesynbTaThl aHKETUPOBAHUS,

- 3aMeyaHus;

- BbIBOAbI;

- NPUSTOXKEHUSA C 3aNONHEHHLIMU aHKETaMK U CBOAHBLIM MACCUBOM UHOPMALIMKM NO BCEM aHKeTaMm.

4.4.3 Pe3ynbTarbl aHKETUPOBAHUA NpeACTaBNATCA B TabnuyHol copme u B hopme rpachukos. C ux
NOMOLLILIO OTPAXKAIOTCA PACCHATAHHbBIE MO AAHHBIM AHKET OLIEHKN BbIGOPOYHOrO HabNAEHUS.

MpeacraeneHHble pe3ynbTaTbl aHKETUPOBaHUA CONPOBOXAAIOTCA NPOBEAEHNEM aHanu3a.

4
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444 «3amevaHus» u «BbiBOAbI» ABNAIOTCA WTOrOBbIMW pasgenamu BbIXOAHOrO [AOKYMEHTA,
coaepXalmMm UTOroBOE 3aKIMHOYEHME MO OLEHKE KayeCTBa UCCreayembiX YCnyr CBA3u NONb30BaTensiMu, Ux
3aMeyaHns U NpeanoXeHus, a Takke Mepbl, npeanaraemble Ans COBEPLUEHCTBOBAHUS AEATENbHOCTU
oneparopa no npeAaoCTaBNEHNIO YCIyr CBA3U.
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