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MNpeancnoBue

Llenun v npuHumnel ctangapTusaunm B Poccuitickon ®eaepavmmn yctaHoBneHbl PegepanbHbelM 3aKOHOM OT
27 pexabpsa 2002 r. Ne 184-d3 «O TexHUYecKOM perynupoBaHuny», a npasuna npuMeHeHust HauMoHanbHbIX
ctaHgaptoB — FOCT P 1.0—2004 «CtaHaapTtusauus B Poccuitickon Peaepaumn. OCHOBHbIE NOSOXEHUSA»

CBefeHus o cTaHgapTe

1 MOArOTOBNEH ®eaepanbHbIM rocyAapCTBEHHBIM yUpexaeHnem «YparnbCKkiin LeHTp cTaHgapTuaa-
unn, MmeTtponorun u ceptudukaummny (Pry «YPANTECT») Ha ocHOBe ayTEHTUYHOro Nepesoja ctaHaapTa,
BbIMOIHEHHOTO Y parbCKol TOProBO-NPOMbILLEHHOM NanaTon, ykasaHHoro B NyHkTe 4

2 BHECEH TexHu4veckum komuTeToM no ctaHgaptmsaumm TK 417 «bezonacHocTb 1 ahpeKTUBHOCTL
maTepunanos, BelLlecTB, 060pya0BaHMA U TEXHONOMMYECKNX YCTaHOBOK, MCMOSb3YeMbIX B BOAHOM XO3ANCTBE»

3 YTBEPXOEH W BBEAEH B OEWCTBWE MMpukasom deaepansHOro areHTCTBa No TEeXHUYEeCKoMY
perynMpoBaHuio u meTtponorim ot 15 aekabpsi 2009 r. Ne 949-ct

4 HacToswwin cTaHaapT naeHTudeH mexayHapogHomy ctaHgapty MCO 24510:2007 «[eaTensHoCTb,
CBfi3aHHasi C ycnyraMmu NUTbeBOro BogocHabXeHUst 1 yganeHus cTouHbIX Bod. PykoBogswme ykasaHus no
oueHKe 1 ynyylleHuto ycryri, okasbiBaemon notpedbutenamy» (1ISO 24510:2007 «Activities relating to drinking
water and wastewater services — Guidelines for the assessment and for the improvement of the service to
users»).

Mpu npUMeHeHNW HacTosILLEero cTaHaapTa PEKOMeHAYeTCs UCNOMb30BaTk BMECTO CChINTOYHbIX MeXayHa-
POAHbIX CTaHAaPTOB COOTBETCTBYOLME UM HaLMOHanbHble cTaHaapTel Poccuiickoin ®egepalimum, ceegeHus o
KOTOPbIX NpYBeAeHb! B MpunoxeHun A

5 BBE[JEH BIMNEPBbBIE

Urhopmayuss 06 usmMeHeHUs X K HacmosiweMy cmaHdoapmy rybrukyemcs 8 exe2o0Ho usdasaeMom
UHGbopMalyUOHHOM yKkazamerie «HauuoHaneHbie cmaHOapmbl», a mMeKcm UsMeHeHUl U ronpasoK — 8 exeme-
CAYHO U30asaeMbix UHGOPMaUUOHHBIX yKasamensax « HayuoHansHble cmaHBapmel». B criydae nepecMompa
(3aMeHbl) Unu OmMeHb! Hacmosiuje2o cmaHdapma coomeememeyioujee ysedomeHue bydem onybnukosaHo
8 eXXeMeCsYHO u3dasaeMoM UHhopMaUuUOHHOM yKa3amerle «HayuoHarnbHbie cmaHOapmbly. Coomeememey-
lowjas uHghopmayus, yeeOoMIIeHUs U meKCmbl pasMelaomes makxe e UHgopmayuoHHol cucmeme obwez0
rnose30eaHuUss — Ha ohuyuansHom calime PedepalnibHO20 a2eHmMemea 1o MexXHUYEeCKOMY pezynuposaHuio U
Memporoauu 8 cemu iHmepHem

© CraHgapTtuHogopm, 2011

HacToawwnn cTaHAapT He MOXeT 6bITb MOMHOCTLIO UMW YaCTUYHO BOCMNpousseaeH, TUpaxmposaH 1 pac-
NPOoCTpaHeH B kavecTee ouumansHoro usgaHus 6es paspeleHus deepanbHOro areHTCTBa No TeXHUYECKO-
MYy perynmpoBaHuio n MeTponormm
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BBegeHue

CtaHgapTt MCO 24510 aBnaeTcs 04HUM U3 CEpUN CTaHAApPTOB, MOCBSLLEHHbIX yCIyram BoAoCHabXeHuUs!.
B aTy cepuio BXoAaT cneqytolime MexayHapoaHble cTaHaapThl:

- UCO 24510 Budbi OessmensHocmu, c8s3aHHble ¢ 8000CHabXeHUeM U CMOYHbIMU 8o0aMu. PyKoso-
Os1Lyue yKa3aHUus 1o OUeHKe U yryqWeHUio ycrlye 0n1s nofs3osamenel;

- NCO 24511 Budsi dessimernsHocmu, ces3aHHble ¢ 6000CHabXeHUeM U CmoYHbIMU eodamu. PyKkoso-
osujue yKkasaHusi 1o MeHeOXMeHmy coopyxeHul 01151 CMOYHbIX 800 U OUEHKE yCily2, C8SI3aHHbIX CO CMOYHbBIMU
godamu;

- NCO 24512 Budbi desmenbHocmu, cesisaHHble ¢ 8000CHabXeHUeM U cmoYHbIMU 8odamu. Pykoso-
osujue ykasaHus ro MeHe OXXMeHmy coopy»eHudl 0r1s numeesoli 600bl U OUEHKe yCilye, c8s13aHHbIX C rTumbesol
sododl.
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HAUMWOHANBbHBIN CTAHAAPT POCCUUNCKOW @GEAOAEPALUUMN

AEATENbHOCTbL, CBA3AHHAA C YCIIYTAMU NMUTLEBOIro BOOOCHABXEHUA
N YOANEHUA CTOYHbLIX BO[

PykoBogasluMe yKasaHus No OLeHKe U YIyULLeHUIo YCIyTH,
okasbiBaeMou notTpeburensam

Activities relating to drinking water and wastewater services.
Guidelines for the assessment and for the improvement of the service to users

Dara BBegeHna — 2011—01—01

1 O6nacTb NpUMeHeHunsA

HacTosawwin ctangapT onpegensieT afeMeHTbl YCIyr MMTbeBOro BOAOCHaOXeHNs 1 yaaneHus CTOYHbIX
BOA, MMetoLLMe OTHOLLEH e 1 NpeAcTaBnsiolme uHTepec Ans notpebutenein. B Hem Takke cogepkatcs ykasa-
HUSA NO onpeAeneHunto HyKa4 1 OXXuaaHnin noTpebuTeneil u oLeHke CTENeHU UX yA0BNETBOPEHUS.

HacTosawmm cTaHgapToM perfnaMeHTUpYoTCs creayoLme Bonpochi:

- onpegeneHue A3bIka, BAsOLErocs 06LMM Ans pasHbIX 3auHTEePeCcoBaHHbIX CTOPOH;

- onpeAeneHune KNoYeBbIX 3/IEMEHTOB U XapakTepUCTUK yCnyru notpebutensm;

- Lefv yCnyru OTHOCUTESBLHO HYXKA U OXXuAaHWi notpebutenei;

- pyKoBodsiLne ykasaHus Mo yAOBNETBOPEHUIO HYXXA N OXXuaaHUA noTpebutenei;

- KPUTEPUU OLLEHKN YCIyr NnoTpebuTenam;

- MpeAcTaBneHue nokasaTtenen 4eaTenbHOCTH;

- NpuMepsbl NokasaTenen AeATENbHOCTH.

B HacTosiwem cTaHgapTe He paccMmaTpuBaloTcs crieylowme BOnpochl:

- MeToAbl NPOEKTNPOBAHUSA N CTPOUTENBLCTBA CUCTEM MUTLEBOro BOAOCHAGXEHUA 1 yAaNeHUA CTOYHBIX
BOA;

- perynupyoLias yrnpasneHYeckasa CTPyKTypa u MeTOAO0NOMNMS OCYLLECTBNEHWUA U ynpaBieHUa Meponpu-
ATUSAMU, CBSI3AHHBIMW C yCIryraMu NUTbeBOro BOAOCHabXXeHUs 1 yaaneHust CTOYHBIX BoA, BKMOYas cocTaBre-
HWe KOHTPaKTOB;

- TeMbl, OTHOCALLMECS K CUCTEMAaM BHYTPU 3A4aHUA.

Mpumevanme 11— Hacroswmn crangapt, TOCT P NCO 24511 u TOCT P UCO 24512 npeacrasnsatoT cobon
cepuio CTaHaapToB Mo ycryram BogocHabxeHus. MoaTomy uenecoobpasHo ncnonb3osartb 3TM TpU cTaHgapTa BMECTe.

MpumeuvaHune 2— Cnncok TEPMUHOB U ONpeaerneHnii B pasaene 2 aBrsieTcs 061WmM ans HACTOSLWEro CTaH-
aapTta, ctaHgapTtoB CO 24511:2007 u UCO 24512:2007.

MpumeuvaHune 3— lNpunoxeHne AcogepXuT Tabnumubl COOTBETCTBUS S3KBUBAINEHTHbIX TEPMUHOB Ha aHINUN-
CKOM, (hpaHLy3CKOM M NCMaHCKOM s13blKax.

2 TepMuWHbI U onpefeneHns

B HacTosLLem cTaHaapTe NpYMeHeHbl criefyoLmne TEPMUHbI C COOTBETCTBYIOLLMMUA onpeaeneHUAMN.

TepmuH, onpegensiemblii B KakoM-6o APYroM MecTe HacTosLero pasaena, BblAerneH nonyXMpHbIM
wpudToM. 3a HUM B ckobkax cregyeT ero nopsiakoBblA HoMep. Takol TepMUH MOXeT ObiTb 3aMeHeH ero
cobCTBEHHbIM OnpeaeneHem.

2.1 TouHocTb (accuracy): MpUBNMKeHHOCTb COOTBETCTBUA MEXAY U3MEPEHHBLIM NoKa3aTenem 1 npuHa-
TbIM CNPaBOYHbIM 3HAYEHNEM.

WUapanne ocpmymnansHoe
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MpumevyaHune 1— TepMUH «KTOHYHOCTBY, MPUMEHSIEMbIN K CEPUM M3MEPEHUIA, BKITIOYAET KOMBMHALMIO CryYai-
HbIX COCTaBMSAOLWMX U PacrpoOCTPaHEeHHY0 CMCTEMAaTNYECKYIO OLLUMGKY UMW CUCTEMaTUHECKYHO MOMPeLLHOCTb.

MpnmedaHue 2— OnpegeneHve agantnpoBaHo u3 ctangaprta MICO 5725-1:1994.

2.2 akoHoMu4eckas pocTynHocTb (affordability): CnocobHOCTb GbITb 3KOHOMUYECKN MPUEMIEMbIM
ansi norpe6utenein (2.50).

Il pnmevYyaHune— OKOHOMUYEecKas [OCTYNHOCTb MOXET OUeHUBaTbCHA NocpeacTBoOM CTeneHu, B KOTOpOVI nnarta
3a ycnyrn (2.44) MOXeT BHOCMTbCS LENeBbIMM couManbHbIMK rpynnamu notpebutenen 6e3 3HauMTenbHbIX Hebna-
rONPUsITHBIX SKOHOMUYECKMX UK CoLMarbHbIX NOCNEeACTBUIN AN HUX, C YHeTOM NocoBui u cybecuamnii u nporpamMmm noMoLuy
Ans noTpebuTenei ¢ HU3KMMK Aoxodamu.

2.3 oueHka (assessment): Mpouecc (2.31) unu pesynsTtaT 3T0ro NpoLecca — cpaBHeHNe KOHKPETHOro
06BbeKTa c COOTBETCTBYOLWMMU CNIPaBOYHBIMU AaHHBIMA.
2.4 akTtuBbl (asset): Tosapbl, hopMUpytoLLIYe KanuTan, UCMomb3yemble Arsi okasaHUa yenyru (2.44).

MpumMmevyaHue 1— AKTMBbI MOFYT GbiTb MaTepuanbHbLIMU UMW HeMaTepuanbHbIMU. MNpUMepsl MaTepuarnbHbIX
aKTVWBOB: 3eMIs, 3aaHusi, TPyObl, CKBaXXWHbI, pe3epByapbl, OYUCTHbIE YCTAHOBKW, 060pyAoBaHWe, annapaTHele CpeacTea.
Mpumepbl HemaTepuanbHbIX aKTUBOB: NporpamMMHoe obecnedeHue, 6a3bl AaHHbIX.

MpuMmevyaHue 2—B oTnUuMe OT NPegMeTOB NOTPEONEHUs] B OTYETHOCTM MOXET OTpaXKaTbCsl amMopTU3aLus
aKTVBOB.

2.5 ynpaBneHue aktuBamm (asset management): NMpoueccbl (2.31), ¢ TOMOLLLIO KOTOPLIX CUCTEMA
KOMMYHanbHOro BogocHabxeHus (2.53) moxeT HanpasnsTb, KOHTPONMPOBATbL U ONTUMU3NPOBATL Nped-
ocTaBneHune, obenyxusaHue (2.19) 1 ncnonb3oBaHue akTUBOB (2.4), UHcpbpacTPyKTYpbl (2.17), BKMoYas
HeobxoauMble 3aTpaThl Ha onpedeneHHble BUAbl AeATENbHOCTHU (2.24) B TeYEHME NX CpoKa CryXObl.

2.6 pocTtynHocTb (availability): CTeneHb, B koTopoin UHdppacTpykTypa (2.17), akTuBbI (2.4), pecypcbin
paboTHUKM CUCTEMbI KOMMYHanbHOro BoaocHabxeHuUs (2.53) moryT achdekTMBHO NpeaocTaBnsATh ycny-
rn (2.44) norpe6utensam (2.50) B COOTBETCTBUM C OnpedeneHHbIMU BUaamMn AeATeNbHOCTHU (2.24).

2.7 mecTHoe coobLwecTBO (community): OAHO UM HECKOMBKO PUINYECKNX UMK IOPUAUYECKUX NUL, U B
COOTBETCTBUW C HALMOHAaNbHbIM 3aKOHO4ATEbCTBOM UM MECTHOW MPaKTUKOMA X accoumaunn, opraHusaunm
UNW rpynnel, UMetoLLMe UHTepec B TOM cdpepe, rae npeaoctasnsaeTca yenyra (2.44).

2.8 crteneHb pocToBepHocTu (confidence grade): OueHka (2.3) kayecTBa (2.32) OTHOCUMTENBLHO NoKa-
3aTene TOYHOCTM (2.1) U HapexHocTH (2.37).

2.9 coepuHeHue (connection): Habop rsn1eckmx KOMNOHEeHTOB, 0becneunBaoLLMX CBSI3b MeXay TOU-
KOW gocTaBKU (2.26) 1 MeCTHOW BOAONPOBOAHON MarucTparnbsio Unm Toukon céopa (2.25) u kaHanusauuein.

MpumeyaHune 1— [indcucreMm NUTLEBOro BoaocHabxeHus (2.12) B HacTosILLEE BPEMST UCTIONb3YETCA TEP-
MWH «OTBETBI1IEHNE pr60l'|p0BOF|a», HO CoeiMHEHUE MOXET BKINoYaTb KOMMNOHEHTbI, OTIINYHbIE OT OTBeTBﬂeHMﬁ, Hanpumep
KnanaHbl, CHETHUKM U Np.

MpumeuaHune 2—B aHMOroBOpsILLMX CTpaHaxX Ansi CUCTEM yAaneHusi CTOYHbIX Bop (2.52) Takke MOXeT
UCNornb30BaTbCHA TEPMUH «ApEeHaXXHasi cuctemar; coeguHeHmne MOXET TakKKe OCHawartbCH AONONHUTENbHbIM 060pyp,0|3a-
HUeM.

2.10 oxsart (coverage): CTeneHb, B KOTOPON aKTUBBLI (2.4) cUCTEeMbl KOMMYHaNbLHOro BoAOCHabxe-
HuA (2.53) No3BoNAT NpeAocTaBnNsATb yenyru (2.44) noTpe6urensam (2.50) BHyTpu onpeaeneHHoro paioxHa
ee OTBETCTBEHHOCTH.

2.11 nuTbeBas Bopaa (drinking water): Boaa, npegHasHaveHHas Ans noTpebrneHns YenoBekoMm.

MpumedaHun e— TpeboBanus (2.40) k cneundurkaumsim No Ka4ecTBy (2.32) NMTLEBON BOAbI B LENOM onpese-
NSIOTCS HALUMOHANBbHBEIMU KOMMETEHTHLIMM opraHamm (2.36). PykoBogsilumye ykazaHusi ycTaHOBNEHb! BcemmupHom opraHm-
3auueii 3gpaBooxpaHerusi (BO3).

2.12 cuctema nutbeBoro BofocHabxeHun (drinking water system): MatepuansHble akTuBbl (2.4),
HeobxoauMble ANs U3BMEYEHUs!, OUACTKU, pacrnpeaerieHUst UIn NocTaBku NUTbeBOW Boabl (2.11).

2.13 addekTuBHOCTL (effectiveness): CTeneHb, B KOTOPOU peanusyroTcs NNaHupyemble MeponpusaTus
W AOCTUraloTCA NNaHUpyeMble pesynbTaThbl.

[MCO 9000:2005]

2.14 xoadduumnent nonesHoro geucreuna (KMA) (efficiency): OTHoweHne mexay AOCTUTHYTLIM
pe3ynbTaToM U UCNOMNb30BaHHLIMU pecypcamMu.

[MCO 9000:2005]

2.15 okpyxawwan cpega (environment): OKpyXeHue, B KOTOPOM paboTaeT opraHusauusi, Bkroyas
BO34yX, BoA4y, 3eMnio, NpupoaHble pecypchl, hrnopy, hayHy, niogein n ux B3aMmooTHOLLEHUA.

[MCO 14001:2004]
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MpumeuvyaHue 1— TepMUH «OKPY>XEHME» B 9TOM KOHTEKCTE PacLUMPEH OT OKPY)XEHUSA B PaMKax OpraH3aumm
Ao rnob6anbHOK CUCTEMBI.

Mpumevanwue 2—[ns uenen npuMeHEHNA HACTOSILLENO CTAHAAPTA OKPYXKAaoWAan cpeaa cuMTaeTca cneum-
chuyecko 3amHTepecoBaHHOW CTOPOHON (2.47). UHTepecbl aaHHOW crneundnyeckol 3anHTepecoBaHHON CTOpPO-
Hbl (2.47) MOTYT NPeACTaBNsTL KOMMETeHTHbIe OpraHbl (2.36), MecTHbIe coobuecTBa (2.7) unu gpyrve rpynnel, Hanpu-
Mep HenpaeBuTenbCTBEHHbIE oprann3aumm (NGO).

2.16 nokasartens (indicator): NapameTp UnNK 3HayeHWe, NOMy4YEeHHOE U3 NapameTpoB, gaowme NHpop-
Mauuio 0 paccMaTpuBaeMoM obbekTe, 3HaYMMOCTb KOTOPOW ropasfo Bbille, YeM 3Ha4YMMOCTb, Henocpe-
ACTBEHHO accoLMMPYIOLLAsACcH CO 3HaYeHUeM napameTpa.

MpumeuvaHnue 1—Onpegenenne aganTmpoeaHo u3 gokymeHta OOCP «OcHoBHble Habopbl nokasarenen
ANA aHanu3a AesTenbHOCTY MO 3almTe oKpyxatowen cpegbl» [10].

Mpumevanune 2—Tlokasarenn MOryT OTHOCUTLCH K KOHTEKCTY, YCNIOBUSIM, CPEACTBAM, MEPONPUATUSIM NNK
BUAaM AesATtenbHocTH (2.24).

2.17 uHdpacTpykTypa (infrastructure): Cuctema  MmaTepuanbHbiX — CTAUWOHaPHBLIX — aKTU-
BOB (2.4) — OCHOBHBIX CPEACTB, HeOOXOAUMBIX ANA SKcnyaTauum CUCTeMbl KOMMYHanbHOTo BOAOCHa6-
XeHua (2.53).

Mpumevanue 1— OnpegeneHne aganTupoeaHo n3 crangapra MCO 9000:2005.

MpumeyvaHune 2— [AnacucreMbl KOMMyHanLHOro BoaocHabxeHns (2.53) moxer BbITb Takke Heobxoaumo
MCMonb3oBaHUe TeEXHUYECKOro o60pyaoBaHWS ANA TPAHCNOPTUPOBaHUSI, KOTOPOE He SIBISIETCS CTaLMOHAPHbIM (Hanpumep,
rpy3oBble aBTOMOOUM, pyproHel, 6yTeINM), Ha NOCTOSHHON UMW BPEMEHHON OCHOBE UMK B Ype3BblYaiHbIX cuTyaumsix. Pe-
KOMEHAYeTCsl UCMONb30BaTk TEPMUH «MHMPACTPYKTypa» TONMbKO Asi CTauMoHapHOro o60pyA0BaHWs U YCTaHOBOK.

2.18 npepbiBaHue (interruption): Cutyauus, korga ycnyra (2.44) HeqocTynHa.
MpwumedaHu e — NpepbiBaHus MOTYT GbiTb MNITAHOBLIMUY UMW HE3ANITAHUPOBAHHBLIMMU.

2.19 obcnyxuBaHue (maintenance): KombuHaunsa Bcex TeXHAYECKUX, aAMUHUCTPaTUBHBIX W ynpas-
neHyecknx AeNCTBUIA B NpoLecce cpoka cnyobl aktuBa (2.4) B Liensix nogaepaHus ero B COCTOSIHUK, B KOTO-
POM OH MOXET BbINOMHATL TpebyeMble doyHKLUN, N BO3BPALLEHNA ero B Takoe COCTOsHUE.

2.20 MeHepxMeHT (management): CkoopAUHUPOBaHHBIE MEPONPUATUA AN YpaBNeHUA opraHusauu-
e U KOHTPONSA 3a Hei.

[MCO 9000:2005]

MpumedaHue 1 —B aHIMUACKOM S3bIKE TEPMUH «MEHEOXMEHT» MHOTAA OTHOCUTCS K NIOAAM, T. €. K ITLY nnn
rpynne nuu, MMeLWMX NONTHOMOYMA U HEeCYLWMX OTBETCTBEHHOCTb 38 PYKOBOACTBO OpraHu3aumei U KOHTPOrib HaZ HeW.
Korga cnoBo «MeHemKMEeHT» WCMONb3ayeTcsi B 9TOM CMbICIe, BCcerga criegyer AONoNHATb ero KakMM-nbo yTOuHEHNEM
BO M3GexaHue NyTaHULbl C NMOHATUEM «MEHEKMEHT», MPMBEAEHHbIM Bhille. Hanprmep, BbipaKeHne «MEHEKMEHT JO0r1-
XEH ...» He MPUBETCTBYETCS, a BblPaXeHUe «TOM-MEeHEKMEHT JOIIKEH ...» BNOMHE Npuemnemo.

MpumevyaHune 2— TepMrMH «MEHEIXMEHT» MOXET ONpeaensiTbCs TOM Chepon, K KOTOPOM OH OTHOCUTCSH B KOH-
TEKCTe, Hanpumep: MeHeKMEHT B chepe 3ApaBOOXPaHEHNSA, MEHEIXXMEHT B chepe OXpaHbl OKPY>KatoLLen cpeabl, MeHea-
KMEHT PUCKOB U T. 4.

2.21 cuctema MeHedXMeHTa (management system): Cuctema Ansi paspaboTki NONUTUKA U Leneit u
AOCTUKEHUA 3TUX Liene.
[MCO 9000:2005]

MpumMmeyaHwne—Cncrema MeHegXMEHTa CUCTEMbI KOMMYHaNbHOro BOAOCHaGXeHMA (2.53) MOXeT BKIHo-
YaTb Pa3Hble CUCTEMbI MEHEXKMEHTA, HanpuMep: CUCTEMY MEHeIXKMEHTa KavecTBa (2.32), cuctemy hMHaAHCOBOrO MeHeq-
XMEHTA UMK CUCTEMY MEeHeIKMeHTa B cdrepe OKpyXaloLen cpedb!.

2.22 nokanbHasi cucteMa (on-site system): Habop cbmsndeckux akTuBoB (2.4), HeobXx0aNMbIX ANS
nocTaBkn NUTbeBOM Boabl (2.11) nnm cbopa 1M 0UUCTKM CTOUHBbIX Bog, (2.51) 6e3 hunsndeckoro coeguHe-
HUsA (2.9) ¢ LeHTpanM3oBaHHbIMU yCTaHOBKaMU CUCTEMbI KOMMYHarnbHOro BofgocHa6xeHuUn (2.53).

2.23 onepartop (operator): Jlnuo unm opraHmsaums, BeINOMHAOLWMNE NoBCcegHEBHbIE Npouecchbl (2.31) 1
MeponpuaTUs, HeobXxoauMble AN okasaHUsl yenyru (2.44).

MpumevaHne 1—[nsapaHHoON cMCTEMbl KOMMYHaNbLHOro BOAOCHaGXeHUA (2.53) MoxeT OblTb 0OauH UMK
HECKONBKO OMnepaTopoB, HANPUMeEp OTAerNbHbIe onepaTopsl Ans yenyr (2.44) no ynpaeneHuto ycTaHOBKaMU, BLICTABMEHNIO
CYETOB U PEMOHTY. VX 3aga4m onpegensioTcs OTBeTCTBEHHbIMM opraHamum (2.42). Onepartop MOXET NepedaTtb HEKOTOPbIE
CcBOM hyHKUMM CyBnogpsiaYmMKam, ecrm 310 OMYyCKaeTCsi OTBETCTBEHHbLIM OPraHoM.
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MpumevaHne 2— Onepartop (onepaTopbl) MOXET IOPUANHECKU OTINYATLCS UMM HE OTNMYaThCA OT OTBe-
TcTBeHHOro opraHa (2.42). OHy MOryT 6bITb rOCYAapCTBEHHBIMU UMW HYaCTHBIMU. [TpUMepbIl, Korga OTBETCTBEHHbIN OpraH 1
onepartop opUaNHECKN He OTNUHAKTCH APYr OT ApYra: TeXHUYEeCckui oTaen MyHuuMnanuTeTa, cneumansHoe nogpasgene-
HVe permoHanbHoro opraHa enactu. Npumeps! PUANYECKU OTNMYHAICLLIMXCS OTBETCTBEHHOIO OpraHa 1 oneparopa: obwec-
TBEHHAsA OpraHn3auus, YacTHasi KOMNaHWs, MENKUA NoApPAAYMK, HENPaBUTENbCTBEHHAS OpraHn3aLUmns, KoonepaTus.

MpumMevyaHNne 3— B KOHTEKCTE HACTOSILLENO CTAHAAPTA «OMEpaTop» He ABMASTCH NULIOM, HaHSTbIM OpraHu-
3aumen ans ynpaeneHusi eanHuLer obopyaosaHus unu npoueccom (2.31).

2.24 pesarenbHocTb (performance): ocTMxeHUs B Xxoge MeponpusTusi, npouecca (2.31) unuv opraHu-
3aunu.

2.25 Touka cbopa (point-of-collection) (cTouHbIX BoA): PUaMvecKas pukcMpoBaHHasi rpaHULa, Bbllle
KOTOPOI MO HanpaseHNo NOTOKa cMcTeMa KOMMYHaNnbHOro BogocHabxeHus (2.53) He HeceT o6LUelt topu-
ONYEeCcKon OTBETCTBEHHOCTU 3a yenyry (2.44) unn undppacTpykTypy (2.17).

Mpumep — MpaHuya Mexdy YaCMHBIM U 06UeCMBEHHbLIM UMYU,eCMaoMm.
MpumevaHune 1— ToykacBopa B Lenom onpegensercsi B cornaweHnm o6 ycnyre (2.45).

MpumevaHne 2— B uenom paboTHWMKM CUCTEMbI KOMMYHANBHOIO BoAOCHabXeHMs He obnagaloT iopuanuec-
KVMW MONMHOMOUMAMM Ha NonyYeHne NpsIMoro nan4eckoro JoCTyna K ycTaHOBKaM, pacrnonoXeHHbIM Bbile Touku cbopa no
HanpaeneHno NoTokKa.

2.26 Touyka poctaBku (point-of-delivery) (MMTbeBoin BoAabl): Pusndeckas (pMKCUPOBaHHasi rpaHvLa,
HVXKe KOTOPOM NO HanpaeeHWo NoToka CUCTEMa KOMMYHanbHOro BoaocHabxeHus (2.53) He HeceT obLuer
topUaNYECcKo OTBETCTBEHHOCTU 3a yenyry (2.44) unn undpacTpykrypy (2.17).

Mpumepsl — Kopobka coedureHus (2.9), cyemyuk, epaHuya Mex0y YacmHbiM U O6WecCME8eHHLIM UMY-
ujecmeom.

MpumevyaHnune 1— To4yka 4OCTABKM B LENOM ONpeaenseTcs B cornaweHnm ob ycnyre (2.45).

MpumevaHnune 2—B uenom paboTHUKN CUCTEMBI KOMMYHaNBLHOIO BogocHabeHus He obraaaloT puanyec-
KMMW MOMHOMOYUAMM Ha NOMy4eHne NPAMOoro hnandeckoro 4OCTYNA K yCTAHOBKaM, PacronoXeHHbIM HUXXe TOYKW JOCTaBKU
Nno HanpaeIeHUIo NoToKa.

2.27 Toudka cbpoca (point-of-discharge): ®usmueckas ukcuposaHHas rpaHuua, rae 06bIMHO NPOUCXO-
AUT cBpoc cTouHbIX Bopg (2.51) notpebutenem (2.50) ans cb6opa n yananeHus.

Mpumepbr — PakoguHa, yHumas.

2.28 To4kaucnonb3oBaHus (point-of-use): Puanyeckas pmukcupoBaHHas rpaHuLa, rae obbluHO NoTpe-
6utens (2.50) 3abupaeT BoAY ANS UCMOMb30BaHUA.

Mpumepsr — KpaH, numbegol hormaH4uk obuje2o docmyna.
MpumedvaHnue 1— Touka MCNONb30OBaAHWS MOXET HAXOANTLCS B YaCTHOWM UNu 06LLLEeCTBEHHON COGCTBEHHOCTH.

MpumevyaHue 2— To4ka UCNONb3OBaHWUSI MOXET COBNaaaTh C TOMKON AOCTaBKM (2.26), HanpuMmep B criyuae
nMTLEBOro oHTaHuMKa obLero goctyna.

2.29 ueHa (price): KoMmneHcauuns B AeHEXHOM UMK APYroM BblipadkeHUN 3a NOCTaBKy NPoAYyKTa UM okasa-
HWe yenyru (2.44).

MpumedyaHue—IOenpuemnemo, LeHa BoIPAXKaETCH B OTHOLEHUN €ANHULBI NMPOAYKTA UIN YCNYIW.

Mpumep — Lena Ky6uyeckozo mempa numbesoll 800bi (2.11), yeHa nodcoedureHust (2.9) 3a 20 mempoe 8
onuHy.

2.30 npoueaypa (procedure): OnpeaeneHHbln cnocob OCyLLEeCTBNEHNA MEepONpUATAA Wi npouec-
ca(2.31).

MpumedyaHune— lNpoueaypbl MOryT ObITh JOKYMEHTUPOBAaHb! UM HE AOKYMEHTUPOBaHbI.

2.31 npouecc (process): Habop B3aMMOCBf3aHHLIX WM B3aMMOLEWCTBYIOLMX MEpPONPUATUR, C
MOMOLLIbIO KOTOPbIX BAIOXKEHNA Ha BXoAe TpaHCchopMUpYOTCA B peaynbTaThl Ha BbiIXoae.

[MCO 9000:2005]

2.32 kavecTtBO (quality): CTeneHb, B KOTOPOW HABOP HEOTHEMMEMbIX XapakTepUCTUK COOTBETCTBYET
Tpe6oBaHUAM (2.40).

[MCO 9000:2005]
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MpwnmeyaHwne— CywecTByeT YeTKOe pasnuyne Mexgy KadyecTBOM Nnpodykra [MMTbeBown Boaon (2.11) wnm
OYULLEHHBIMU CTOYHBLIMKM Bopgamm (2.51)] u kadecTBOM yenyru (2.44). HacTosilwmii cTaHAapT He CoaepXuT crielmdmKaumni
no Ka4ecTBy NpoayKTa.

2.33 Hopma npuGbinu (rate ofreturn): MokasaTenb NPUGLINEHOCTA NPoEKTa B NPOLEHTax, PaBHbIA JOX0-
4y OT NpoekTa, NoAeneHHOMY Ha MHBECTULUA B MPOEKT.

MpwuMeyaHue— lNepno onpeaeneHuns NokasaTens MOXeT 6bITb paBeH rogy Unm CPoKy MHBECTUPOBaHUS,

2.34 zapeructpupoBaHHbI noTpebutens (registered user), 3akasunk (knueHT): MoTpebuTtens (2.50),
AN KOTOPOro perncTpupyeTcs cooTBeTCTBYOWas NHPopMaLMa oTBETCTBEHHLIM opraHomM (2.42) unv one-
patopom (2.23).

MprumeyaHune—TepMUH «3aKaa4mK (KNNEHT)» MOXET CHATATLCSI CMHOHUMOM, €CIW 3aKa34uKk UMeeT KOMMep-
YecKne OTHOLLEHNS, HaNp1MMep B paMKax cornaweHus o6 ycnyre (2.45), c cucteMo KOMMyHanbHOro BoaoCHabxe-
HUA (2.53). TepMUH «3aKa34uK (KITMEHT)» B HACTOsILLEee BPeMsi UCTONb3YeTCs B TAKUX BbIPaXEHWSIX, Kak «B3auMogenicTene
C 3aKa34MKaMm», KKITMEHTCKNE OTHOLLEHMUS».

2.35 BocctaHoBneHue (rehabilitation): [elcTBne, BocCTaHaBNMBatLWee onpedefeHHbIA YPOBEHb
MH(pacTpyKTyphI (2.17) Unn cosepLUeHCTBYIOLEee ee Ans JOCTUXeHUs Bornee BbICOKOro YPOBHS AefTenb-
HOCTU (2.24).

2.36 KoMneTeHTHbIW opraH (relevant authority): FocyaapcTBeHHbIN (06LLEeCTBEHHbI) OpraH, UMetoLwnin
npaBo ycTaHaBnMBaTh 0OLLYO NONUTUKY, NNaHbl v TpeboBaHuA (2.40) unv npoBepsiTb COOTBETCTBUE 3TUM
npasunamM rno BCeM cUcTeMaM KOMMYHalbHOro BogocHabxeHua (2.53), Bxogawum B ero cgepy komne-
TEeHLWN.

Mpumepbi — HayuoHanoHbIe, peguoHanbHbie UNU MeCmHbIe npasumenscmea, 20cydapcmeeHHbie (06-
wiecmeeHHbIe) Op2aHbl, Pe2ynupyrouue UHCMaHuuu.

MpumeyaHune—[Ina KOHKPETHON CUCTEMbI KOMMYHaNBbHOTO BOAOCHABXEHUS MOXET ObITb HECKOIBKO KOMNe-
TEHTHbIX OpraHoB, 0bnagarowmx KOMNETEHUUEN B pa3Hblx obnacTrsix.

2.37 HapexHocTb (reliability) (vHdpopmaunn): CTeneHb yBepeHHOCTU B MH(bopMaLmy Npy npeacTasne-
HWW NIM OLLeHMBaHUM COOTBETCTBYIOLLIErO paccMaTpuBaeMoro o6bekTa.

MpumeyaHune—WHbdopmauma moxer 6biTb B BUAE AaHHbIX, NokasaTenen (2.16) unu npubnuantenbHbIX
OLIEHOK.

2.38 HapexHocTb (reliability) (aktusa, npouecca): BepoATHOCTb, YTO YCTPONCTBO, CUCTEMA UMN NPO-
Lecc (2.31) 6yayT BEINOMHATL NpeanvcbiBaemyo UM yHkL Mo 6e3 c60eB B TeuyeHne onpeaeneHHoro BpemeHu
Npuv KOPPEKTHOM yripaBreHun B OroBOPEHHOM OKpy>KatoLlen cpeae.

2.39 peMoOHT (repair): [leicTBME B OTHOLIEHUM HECOOTBETCTBYIOLLErO NpodykTa, o6opyaoBaHUsa unm
npucnocobrneHns ¢ Lenbio caenatb UX NPUeMIIEMbIMA 11 UCMIONb30BAHUS MO HAa3HAYEHUI, HO NPU 3TOM He
N3MeHsIs NepBoOHaYansHele NapaMeTpbl Npoaykra, 06opyaoBaHUs unu npucrocobneHns.

MpumeyvyaHune 1— OnpeaeneHne agantupoBaHo u3 craHgaprta MCO 9000:2005.

MpumeyvyaHue 2— PemMOHT BKNOYAET yCTpaHEHNE HEUCTIPABHOCTEN B OTHOLEHWUM NPOAYKTA, paHee COOTBe-
TCTBOBaBLUEro Tpe6oBaHuAM, B LieNsiX ero BOCCTAHOBINEHWS Ans AarbHENLWEero UCNoNb30BaHns, HaNnpUMep, Kak 4acTb 06-
cnyxvBaHua (2.19).

MpunmedaHune 3 — PeMOHT MOXET NOBNUSTL HA YacTU HECOOTBETCTBYIOLLEro NPoayKTa unn U3MeHNTb UX.

MpumevyaHue 4— PeMOHT MOXeT GbITb NNaHoBbIM [HanpyumMep, NpodunakTuHeckoe obenyxusanune (2.19)]
WU BHENNAHOBbLIM (Hanpumep, B Cry4ae NonoMkm).

2.40 TpeboBaHue (requirement): MNoTpebHOCTL UK OXUAaHWE, KOTOPble CPOPMYMMPOBAHLI, B LIENIOM
nogpasyMeBatoTCs U ABNsoTCs 06a3aTebHbIMU.
[MCO 9000:2009]

MpumeyaHun e — BoipaxeHne «B LENOM NogpasyMeBaloTcs» 03HA4aEeT, YTo 3T0 00bIMHasi MpaKTUKa Of1si cucTe-
Mbl MMTBLEBOTrO BOAOCHAGXeHUs1 UMW yaaneHus CTOYHbIX Bog, noTpebutenen (2.50) yenyru (2.44) v gpyrvx samHTepeco-
BaHHbIX NUL, 4YTO paccMaTtpuBaemas noTpebHOCTL Mnv oxnaaHve NnoapasyMeBatoTcs.

2.41 otxopbl (residues): CybnpoayKTbl, Nony4yeHHble B pe3ynbTaTte pasnMyHbIX npoueccoB (2.31), Bos-
AeNCTBYIOWMX Ha NUTbeBYIO Boay (2.11) unu cTouHble Boabl (2.51).

Mpumeuyanne— OTX0Abl MOTYT ObITh XUAKUMU, TBEPAbIMM, ra3006pa3HbIMU UMM CMELWAHHBIMM.

Mpumepbl — Npsi3b, ocaBok omcmoUHuUKa, TecoK Usu 2paeuti, Macs1o, Mycop.
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2.42 oTBeTCTBeHHbIN opraH (responsible body): OpraH, HecyLnii 06LLYLO OpUANYECKYIO OTBETCTBEH-
HOCTb 3a OkasaHue ycnyr (2.44) no npedocTaBMeHUIO NUTbeBoM BoAbl (2.11) UM yaaneHuio CTOYHbIX
BogA (2.51) gnsa gaHHoro reorpacdnyeckoro paioxa.

Tpumep — MecmHbill unu MyHuyunanbHbIl op2aH enacmu (Hanpumep, aOMuHucmpauyusi 20poda, cese-
Husl), pe2uoHanbHasi aOMuHUCMpayus, HayuoHanbHoe unu hedepanbHoe npasumenscmeo, delicmeayrouiee ve-
pes cneyuanbHoe eedoMcmeo, Unnu YacmHasi KOMNaHusl.

MpumMmedvaHune 1— OTBETCTBEHHbIN OpraH MOXeT ObiTk rOCYAaPCTBEHHLIM UMM YaCTHBLIM.

MpumMmevaHne 2— OTBETCTBEHHLIN OpraH AelCTBYET B paMKax 3akoHogaTenbCrBa U NOMHOMOYUI, YCTaHOB-
TNEHHbIX KOMMeTeHTHbIMK opraHamMu (2.36); oH BbIOMpaeT cTpaTernio, KOHKPETHbLIE NMPUHLIMNGI, a8aNTUPOBaHHbIE K Xapak-
TEPUCTUKaM CBOETO paloHa OTBETCTBEHHOCTY, M ODLLYIO OpraHM3aumnio COOTBETCTBYIOWEN CUCTeMbl KOMMYHarnbLHOro BO-
[ocHabxeHus (2.53).

MpumevaHne 3— OTBETCTBEHHbIN OpraH MOXET 3KCMyaTupoBaTk CUCTEMY KOMMYHaMbHOMO BogocHabxe-
HUS1 HaNPSIMYI0 C MOMOLLbIO COBCTBEHHbBIX CPeACTB Hepe3 BHYTPEHHEro onepatopa [NpsiMoi MW BHYTPEHHUI meHeq-
XKMeHT (2.20) N BHYTPEHHWI MECTHBIW] UMW NOPY4YNTb OQHOMY MU HECKOMBKUM onepaTtopam (2.23) BeINonHEHUe onepa-
UMM (MEHEAKMEHT «M3 BHELLHUX MCTOYHUKOBY WIU MO KOHTPAKTY).

2.43 orpaHu4eHue (restriction): Cutyauns, korga yenyra (2.44) He oTBe4aeT yCNoBUAM AOCTYNHOCTMN,
OroBOPEHHbIM B cornaweHumn o6 ycnyre (2.45).

M pnmMmeydYyaHne— OrpaHMHeHMH MOryT ObITb NNTAHOBBLIMWU UMW BHEMMNAHOBbLIMU.
2.44 ycnyra (service): PeaynbTaT npouecca (2.31).

Mpumevanune 1—Onpegenenve aganTMPOBaHO W3 oOMNpeAeneHust TepMuHa «MPOAyKT» B CTaHgapre
MCO 9000:2005.

Mpumevanune 2— Yenym sSBASIOTCA OQHOW M3 YETBIPEX BUAOBLIX Kareropui NPoAyKTOB BMECTE ¢ Nporpam-
MHbIM ofecneveHneM, annaparHbIMM CPeACTBAMM M TEXHONOIMMYECKUMM MaTepuanamy. MHOrMe NpoayKThl BKIOHALOT are-
MEHTbI, MPUHaANeXawme K pasnuyHbIM BUAOBbLIM Kateropusam. OT AOMUHUPYIOLLETO SNeMEHTA 3aBUCUT, MOXET N NPOAYKT
Ha3bIBaTbCS YCNYroOn.

Mpumevanune 3— Ycnyra siBNsSETCA pe3ynbTaToM NO KPaWHEN Mepe 0gHOro AeWCTBUS, KOTOpoe B 06s13a-
TeNbHOM NOpPsAKe BbINONHAETCA HA CTbIKE B3aMMOAEWCTBIMS NOCTaBLUMKA YCIYTU 1, BO-NEPBLIX, ee noTpebuTtens (2.50), a
BO-BTOPbIX, 3aMHTEpPeCOBAHHOWN CTOPOHLI (2.47). Ycnyra obbluHO HemaTepuanesHa. [pegocTaBnenune ycnyrm Moxer
BKITIOYaTh, HANpUMEp, cneayowee:

- OesTeNnbHOCTb B OTHOWEHUU MaTepuanbHOro Npoaykra, NocTaBnsieMoro notpeburenem, HanpuMmep CTOMHbIX
BoAa (2.51);

- OesTenbHOCTb B OTHOWEHUW HEMaTepUansHOro NPOoAYKTa, MCXoOsLWEro oT noTpebutens, Hanpumep o6paboTka
3aKa30B Ha HOBOE noacoeanHeHue (2.9);

- MOCTaBKa HeMaTepuarnbHOro NpPoAaykTa, HarnpvmMep nocraeka uHgopmaumm;

- cO3JdaHue oKpyXeHus ansi notpeburens, Hanpumep o6cnyxuBaoLWMX ohncoB.

MpumevaHne 4— CnoBo service (ycryra; cnyxba) B aHIMUINCKOM 513bIKE MOXET Takke OTHOCUTLCS K Iopuau-
YEeCKOMY NuLYy, OCYLLECTBAIoWEMY AeCTBUS, OTHOCSILLMECSH K pacCMaTPMBaeMOMy BOMNPOCY, Kak, Hanpumep, nogpasyme-
BaeTcs B BblpaxeHusx bus service (aBTobycHoe cooblueHune), police service (nonuueiickas cnyx6a), fire service (noxxapHas
cnyx6a), water or wastewater service (BogocHabxeHve unu yganeHue cTouHbIX Bof). B 3Tom KoHTeKCTe Cnoeo service nog-
pasymeBaeT lopuanyeckoe nvuo, okasbiBalowee ycryry (Hanpumep, «nepeBo3ka naccaxupos», «obecneveHne obwec-
TBEHHOW 6e30nacHoCTUY, «NOXapHas 3almUTa U NOXAPOTYLIEHUE» U «4OCTaBKa NMUTLEBOIN BOABI UK CGOP CTOYHLIX BOAY).
Ecnu cnoso service noHMmaetcs Takum obpasom, water service (BogocHabxeHune) siBnsieTcs cuHoHnmom water utility (cue-
TemMa KOMMYHarlbHOro BoaocHabxeHus) (2.53); NosToMy B HacTosWeM cTaHgapTe Bo n3bexaHne nyTaHuubl NPUMEHsIeT-
CHl TONbKO onpeaeneHne B NyHKTe 2.44.

2.45 cornaweHune o6 ycnyre (service agreement): locTkeHue 4OrOBOPEHHOCTU MeXAY 3aperucTpum-
poBaHHbIM noTpebutenem (2.50) n cuctemo KOMMyHanbHoOro BogocHabxeHua (2.53) Ha ycnoBusix
npegocTaBneHus yenyru (2.44).

Tpumep — Konmpaxkm.
MpwuMeyaHne— Cornawenune 06 ycnyre Moxert ObITb NogpasyMeBaeMbIM UK SICHO BbIPaXKEHHbIM.

2.46 painoH obcnyxuBaHUA (service area): MecTHbIN reorpacdyeckmin paioH, Ha KOTOPbLIA pacnpoc-
TpaHAeTCs puamndeckas Unn KOHTpakTHas 0653aHHOCTb opraHn3aL iy nNo NpeJocTaBneHnio yenyru (2.44).

MpwuMeyaHune— MpaHuubl paioHa 06CIyXMBaHUS MOTYT COBMaaaTh C NONUTUYECKUMU rpaHuLamm (Hanpumvep,
KOMMYHanbHOE X035MCTBO ropoga), MoryT ObiTb YCTAHOBEHb! 3aKOHOOATENBHBIM aKTOM (HanpuMep, co3gaHne panoHHOro

6
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KOMMYHaNbHOIO X03AUCTBA) UMW COMAaLLEHUSIMU MEXY Pa3HbIMUY I0PUCAVKLUAMM [Hanpumep, cornalleHns Mexay ropoaa-
MM O NPeaOCTaBNEHUN YCIYT NO yOaNeHuio CTOYHbIX BoA (2.51)].

2.47 3auHTepecoBaHHafA cTopoHa (stakeholder): Jluuo, unu rpynna, unu opraHusaunsa, sanHTepeco-
BaHHble B AATENbHOCTHU (2.24) Unu ycnexe opraHusaLuu.

Mpumepur — Mompe6umenu (2.50) u co6cmeeHHUKU 30aHull, KOMIeMeHmMHbIe opaaHbl (2.36), omeem-
cmeeHHble opaarbi (2.42), onepamopsi (2.23), pabomHuku onepamopa, eHewHue Nocmasujuku npodykyuu, no-
cmaeuwjuku dpyaux ycnya (2.44), nodpsd4uku, Mecmubie coobujecmea (2.7), 3aKka3quku u accoyuayuu o 3aujume
okpyxarouieli cpedbl, puHaHCO8bIe UHCMUMYMbI, HAYYHbLIC U MeXHUYecKue op2aHu3ayuu, nabopamopuu.

Mpumevanune 1— OnpegeneHne aganTMpoBaHO U3 ONPEAENeHNs «3auHTEPECOBaHHAs CTOPOHa» B CTaHAap-
Te NCO 9000:2005.

MpumevaHune 2— B uenax NpUMEHEHUs HACTOSILLENO CTaHAApTa okpyxeHue (2.15) cumtaeTcs cneumnduyec-
KOW 3aUHTEPECOBAHHOWN CTOPOHOI {CM. 2.15, npumevaHue 2).

2.48 yctonuuBoe pa3BuTue (sustainable development): Pa3suTne, koTopoe yaosnetsopsaeT noTpeb-
HOCTM HaCTOSILLEro NOKONEHUsl, He noaBepras pucky crnocobHOCTb Gyaywmx MOKONeHWA yaAoBNETBOPATb
cobCcTBEHHBbIE NOTpebHOCTH.

2.49 Tapud (tariff): CTpykTypupoBaHHble 0OLEefOoCTYMHbIE 3NeMEeHTHl, NOo3BoNALWue paccyuTaTb
LeHy (2.29), ynnadymMsaemyio 3a NpoayKT unuycnyry (2.44).

Mpumep — Teepduiii (eduHbili) mapug 3a Kybuyeckuli Memp numbeaoil 800ui (2.11), 6510Kku ¢ nponopyuo-
HallbHO yeesiuyuealouWuMUCs] Unu CHUXarowumucs yeHamu (2.29), yeHo! npucoeduHeHust (2.9) e 3asucumocmu
om duamempa mpy6bi.

2.50 notpeGurens (user): Iluo, rpynna unu opraHnsaums, nonyyawLme Boirogy oT 4OCTaBKU NMUTbe-
BoM BoAbl (2.11) U CBA3AHHBIX C 3TUM ycnyr (2.44) Unv MeponpuaTii Mo yaaneHuio CTouYHbIX BoA (2.51).

MpumevyaHune 1— loTpebuTenu SIBNAIOTCA OAHON U3 KATETOPUIA 3aNHTEPECOBaHHbLIX CTOPOH (2.47).

MpumevyaHue 2— lMoTpebUtenu MOryT OTHOCUTBCS K Pa3HbIM 3KOHOMUYECKUM CeKTopam: GbiToBble noTpebu-
TENW, TOProOBINS, NPOMbILLNEHHOCT, chepa YCryr, CENbCKOe XO3SUCTEO.

MpumMmevyaHne 3— TepMuHconsumer (NOTpPebUTENDb) TOXE MOXET MCMNOMNB30BaTLCA, HO B BONBLUMHCTBE CTpaH
OTHOCWTENBHO KOMMYHarnbHbIX yenyr 6onee 4acto ynotpebnserca TepmuH user. [NepBbiil TEPMUH HE NOAXOAUT ANA YCNyT,
CBS13aHHbIX C yAaneHWeM CTOYHbIX BOA,.

2.51 cTouHble Boabl (Wastewater): Boaa, BosHukalowwas B pesynbrare noboi KombuHaLum gomaluHen,
NPOMBILLUEHHOR UM KOMMEepPYeCKO N AeATEeNbHOCTU, MOBEPXHOCTHBLIE CTOKM M BOAA U3 KOMNJIEKTOPOB, YTO MOXeT
BKIHOYATL M TMBHEBbLIE CTOKM, BbIMYLLIEHHAsA B OKpyXatoLwylo cpeay (2.15) unv kaHannzaunoHHbIA KONNeKTop.

MpumevaHune 1— OnpeaeneHne CTOUHLIX BOA B HACTOSILLEM CTaHAAPTE TakKe BKNIOYAET GbITOBLIE OTX0bI B
HepasbaBneHHOM BUae.

MpumeyvaHne 2— CToYHble BoAbl MOTYT NOCTYNAaTh B OTAENBbHYI0 UNW KOMBUMHUPOBAHHYIO KAHANW3aLUOHHYIO
cucTemy.

2.52 cucteMa yganeHus cTouHbIX Bog (wastewater system): MatepuanbHible aktuBbl (2.4), Heo6xo-
AWUMble Ans cbopa, O4UCTKA U yAaneH s UNi NOBTOPHOMO UCTIONb30BaHUA CTOUYHbIX Bog, (2.51), a Takke 0TX0-
AoB (2.41) cTouHbIx BoA (2.51).

2.53 cuctema kKoMMyHanbHoro BogocHabxeHus (water utility): Lienas cuctrema opraHusauuii, npo-
ueccoB (2.31), MeponpuaTUn, cCpeacTB U pecypcoB, HE0BXOAUMBIX AN U3BMEeYEHNUS, OYUCTKN, pacnpeaeneHus
1M NocTaBkn NUTLEBONW BoAbI (2.11) nnu Ans cbopa, 04UCTKU U yAaneHUs1 CTOUHbIX BoA (2.51) n ans okasa-
HUA CBA3AHHLIX C 3TUM yenyr (2.44).

NMpumeuyaHune 1 — HekoTOpbIMKKNIOYEBLIMU XapakTEPUCTUKAMUN CUCTEM bl KOMMYHATIbHOTO BOAOCHAGXKEHUSs!
ABNAIOTCA CNeaylowme:

- ee 3afaya 3akniovaeTcs B NPeAoCTaBNeHUN YCNyr NUTHLEBOTO BOAOCHAGKEHUS UNW YAANEHUS CTOUHBIX BOA, UITN
ycnyr o6onx Buaos;

- ¢hM3nyeckuii panoH ee OTBETCTBEHHOCTUN U HAaceNeHue, NPOXNBAIOLWEE B 3TOM PaiioHe;

- OTBETCTBEHHbIWN OpraH (2.42) cucremsl;

- obwas opraHmsaums, rae MyHkumio oneparopa (2.23) BbINONHAEST OTBETCTBEHHbIN OPraH Unu Ipuandyecku oTnu-
YaloLWMIACH OT HEro orneparop (oneparopsil);

- TUN OU3NYECKMX CUCTEM, UCNOMb3YEMbIX 4TS NPEAOCTaBNEHUS YCNYT C Pa3HLIMM CTENEHAMM LIEHTPaNU3aumm.

Mpumevanune 2— Cucrema NnMTLEBOro BOAOCHAGXKEHNS 03HAYaeT CMCTEMY, paboTaloLyio TONBbKO C NUTbe-
BOW BOAOW, CUCTEMA yAaneHns CTOHHbIX BOA O3HaYaeT cuctemy, paboTaloLLyto ToNbKo CO CTOYHBIMYU BOgAMK.
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MpnmevaHnune 33— Ecnu CnoXHO OTNMYUTE OTBETCTBEHHbIN OpraH OT ofneparopa uUnmn B 3TOM HET Heobxoan-
MOCTH, TEPMUH «CUCTEMA KOMMYHaIIbHOTO BOAOCHAGXXeHUs1» OXBaTbiBaeT 06a NOHATHS.

NMpnmeyvaHue 4— BaHrnuiickom sidbike water service (Cuctema BOAOCHaGXeHUs1) MOXeT ObiTb MCNONb30BaH
KaK CUHOHWUM TepmuHa water utility (cucrema kommyHanbHOro BogocHaGxeHust) (cM. 2.44, npumevanue 4), Ho HaCTOSILLMUIA
CTaHAapT He peKOMeHAYeT UCTNONb30BaTh 3TOT TEPMUH TaKMM 06Pa3oM.

3 OnemeHTbI ycnyru, oTHOCAILLMECSH K NOTpebuTensam

3.1 O6wme nonoxeHus

[na coaencTBus NOCTOSIHHOMY YITyULLEHUIO YCNyrn noTpebutensaM cHavana cnegyet onpeaennts ee
anemeHTbl. CylecTBEHHbIMU 31IEMEHTaMM yCryri noTpebutenam asnsioTcs:
AOCTyn Kycnyre U ee nNpeocTaBieHne;
ynpasfieH1e KOHTPaKTaMu U BbICTaBlIEHNE CYETOB;
noaaep>kaHne XopoLLMX OTHOLLIEHUI ¢ NnoTpebutenamu;
3alMTa oKpyXKatollen cpeapl;

- MeHeIKMeHT B cchepe obecneyeHums 6e30nacHOCTI U Ype3BbIMaNHbLIX CUTYaLUNA.

Ecnu He ykasaHo MHoOe, BOMbLUMHCTBO 3MEMEHTOB YCMyrM OTHOCUTENbHO NoTpebuTenei sBnserca
0bLWMM 4151 yCnyr NTMTbeBOro BOAOCHabXeHUs U ycryr no yaaneHuio CTOYHbIX BOA.

3.2 focTyn k ycnyram BogocHabxeHust

HocTtyn kycnyre o3HayaeT He TOMbKO noAcoeAnHeHUe K CeTAM CUCTEM NMMTbEBOro BogocHabxeHUs nyaa-
MeHNst CTOYHBIX BOA, HO TakXke, €CNIN OHU HEQOCTYMHbI, AOCTYN K APYrMM cpeAcTBaM NpeAoCTaBeHUs YCIyri.
[ins noctaBoK NUTLEBOM BOALI MOTYT UCNOMb30BAaTLCA APYrUe BapuUaHThl, Takne Kak CKBaXKWUHbI, cpecTBa Ans
MOBWbHOW AOCTaBKU BOAbI, NOCTaBKa BoAbI B ByTbINAX, NyHKTbI BogocHabxeHus. ina ycnyr yaaneHus cTou-
HbIX BO4 BapvaHTamu MOryT BbITb OTCTOMHUKW, YOOPHbIE, BroTyaneTol U gpyrie hopMbl yTUNN3aLUK.

3.3 MNpepocTaBneHue ycnyru

3.3.1 OGpaLlleHue 3a ycnyroun

O6palleHue 3a ycryron BkitovaeT Bce Npoueaypbl, ocylecTBnaeMble noTpebutenamm npu o6 paiieHun
3a ycnyramv BogocHabXeHusl.

3.3.2 MNMocraBKa NUTLEBOW Boabl/c60p, OUUCTKA M YTUNU3ALUA CTOUHbIX BOJ,

MocTaBka NMTbEBOW BOALI OXBATbIBAET BCE NpoLieAypbl MOCTaBKW M NOAAEPXKaHUS KauecTBa yCnyr nuTbe-
Boro BogocHabxeHusi. Coop, oOuMCTKa U YTUN3aLIMSA CTOYHBIX BOA BKITHOYALOT BCe NpoLieaypbl Mo npeaocTaene-
HWIO M NoAAEPKAHNIO KaYecTBa YCNyr No yaaneHuo CTOUHBIX BOA.

3.3.3 KauyecTtBO NUTLEBOW BOAbI

KayecTBo NTLEBON BOALI OXBaTbIBAET acnekTbl 6e3onacHOCTV 4N 300POBbs U 3CTETUHECKOW Npuemne-
MOCTU NOCTaBNSAeMON NMUTbEBOM BOAHbI.

3.4 YnpaBneHue KOHTpaKTaMu U BbICTaBIlieHUE CHETOB

3.4.1 CornaweHue 06 ycnyre

Cornawenue o6 ycriyre BkNoYaeT 3aKoYeHne CornalleHns, noagpasyMeBaeMoro Ui sicHo BblpaKeHHO-
ro, Mexay 3apermcTpupoBaHHbIM noTpebuTenem 1 CMCTEMON KOMMYHaNbHOMO BOACCHaGKEH S,

3.4.2 BbicTaBneHue c4eToB

BuicTaBneHue cHETOB BKIOYAET YCMOBUS, Ha KOTOPLIX BLICTABISIOTCSA cYeTa 3a yCryry, yCroBUsl onnaTthl
1 MHbopMaLMs Mo AeNCTBYIOLLIMM CTaBKaM.

3.5 MopAaepxaHUe XOpOLIUX OTHOLLEHUIN ¢ NoTpeBuTenaMu

3.5.1 O6was uHdopmauuna

Ob6wasn nHhopmauma BKNtoYaeT Bce NpoLeaypbl No npedocTaBneHnto noTpedbutenam nHdgopmMaumm o6
ycnyre (MMsi/HanMeHoBaHWe, agpec, KoHTakTHas MHdopmaLus, cTanaapTHbIe Nnpoueaypbl UT. 4.).

3.5.2 KoHTakT c notpebutensimu

KoHTakT ¢ noTpebuTensmum BknoyaeT Bce hopMbl 06LLEeHUst Mexay noTpebuTenem u cucTeMon KoMMy-
HarbHOro BoAOCHabXeHUs.

3.5.3 O6paboTka3anpocoB U Npocko6

Takaa obpaboTka nogpasymeBaeT NUCbMEHHbIE WX YCTHble OTBETbl MoTpebuTento U kakue-nnbo
OenCTBUSA B pesynbTate, HeobXxoanMMble 4N pearnpoBaHuns Ha NpockOy, xanoby unn ysegomneHne notpebu-
Tens.

3.5.4 Yuactue notpeburtenei

YyacTue notpebuTenen BkoYaeT pasnmMyHble NpoLecchl, No3sonsowmne notpeburenam:

- MpUHMMATL y4acTue B NpeoCcTaBleHumn yenyru;
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- npegnaraTb YCOBEPLUEHCTBOBAHNS;

- 3anpalunBaTb MHOPMaLKI.

3.6 3awwura okpyxaloLuei cpeabl

Takas 3aluTa oxBaTbiBaET BCE acneKTbl MOCTOSIHHOMO UM BPEMEHHOTO BO3AENCTBUSI Ha OKPYXXatoLLyHo
cpeay B pesynbTarte AeATeNbHOCTM CUCTEMbI KOMMYHasbHOTo BogocHabxeHns. Croaa BXoauT kavecTso cbpa-
CbIBaeMbIX CTOYHbIX BOA, KOTOPblE MOTYT OKa3biBaTb BNUsIHNE Ha BOAHbIe OOBEKTEI B OKPYXEHMU, U COOTBE-
TCTBYIOLLEE yrpaBreHue nonyyaemMbiMM OTXOA4aMu U ocTaTkamu. 3awuta oKkpyxatoweln cpeapl BKAYaeT
Takke nogaepxaHue HopManbHOro COCTOSHNA MHAPPaCTPYKTYPbI M OXpaHy BOAHbIX PecypCoB B 4ONFOCPOYHON
nepcrnekT1ee.

3.7 MeHepxmeHT B cchepe obecneyeHns 6e3onacHOCTU U Ype3BbIYaUHbIX CUTYaLuin

B uucno npoueayp meHegxmeHTa B cpepe obecneveHuss 6€30nacHOCTU B Ype3BbIYaHbIX CUTYaUUAX
BXOAAT MHpopMaLms, NnaHbl U peLleHrs No nogaepXaHuio Ui BOCCTAHOBNEHUIO YCYTN B CRy4aaX CePbe3HbIX
NPOWUCLLECTBUIA NN CTUXUNHBIX 6eACTBUIA.

4 Lenu ycnyrm oTHOCUTENbLHO HYXA U OXUAAHMIA noTpebutenen

4.1 O6wme nonoxeHun

MonoxeHns HacToswero nogpasgena criegyeT UCMNomnb3oBaTbh ANA onpeaeneHns HyXa U oXugaHun
noTpebutenen. Kauectso npegocTaBnsieMoil NoTpebuTensM ycnyru 3aBucuT ot cnocobHOCTU opraHusaumin,
npegocTaBnALWMX YCryru BogocHabxeHus, OBUTbCA YAOBMNETBOPEHUSA HYXXA U OXuaaHui noTpebutenei B
cTabunbHbIX ycrnoBusx. Bce nepeuncneHHble anemMeHThbl HyXA U OKMAaHUA OTHOCATCA K ycryram nuTbeBOro
BOAOCHabXeHUs 1 yaaneHusi CTOYHbIX BOA, €CMU He yKasaHo UHoe.

B gononHeHue K Hyxxaam v 0XXnaaHusiM, BKIMIOYEHHbIM B HACTOSILLUIA noapasaen, noTpebutenu oxmnaatot,
YTO BCE NPMMEHMMbIE 3aKOHbI U NMOCTAHOBIEHUS, perfiaMeHTUpyoLWne ycnyrn BOAOCHabXeHus1 U yaaneHust
CTOYHbIX BOA, cobntogatoTcs U BLINOMHAKTCA B Nioboe Bpems.

4.2 [ocTtyn KycnyraMm BofgocHabxeHuUA

Mockonbky BogocHabxeHne cuntaetcs 6asoBot NOTpebHOCTLIO YenoBeka, NoTpebuTenn u notTeHumanb-
Hble NoTpebuTenn oxuaatoT, 4To Ang obecneveHnsa nx 4ocTyna K ycrnyram sogocHabxeHusa 6yayT npeanpuHs-
Tbl BCe NpakTuyeckune Mepsl. [oTpebuntenn oxuaatoT, 4To UM ByaeT npegocTaBneH AOCTYN Kycnyre, AaXe ecnin
AOCTYN He BKMoYaeT dusndeckoe nogcoeguHeHne K uHgpacTpyktype. MoTpebutenu Taicke oXxunaaroT, 4To
Kako-nMbo KOMMEeTEeHTHbIA OpraH UMW OTBETCTBEHHbIA opraH 3aHMMaeTcsl NNaHUPOBaHWEM Pa3sBUTUSA U
npeaocTaBneHns yenyr BogocHabxkeHuns B rpaHuLax paiioHa obcnyxusaHus 1 6yaeT MHpopMUpoBaTb UX O
cpokax npefocTasneHns Takoro 4ocTyna.

4.3 lMNpepocTaBneHne ycnyru

4.3.1 BpeMaananoAroToBKY K NpeAocTaBneHMo HOBOW ycrnyru

MoTpebutens oxuaaeT, yTo eMy ByaeT npeocTaBneHa ycrnyra B pasyMHble OroBOPEHHbIE CPOKMN B rpaHu-
Lax paitoHa obcnyxusaHus. MoxeT noTpeboBaThecs NOSICHEHUE NO KOHKPETHBIM YCMOBUAM NPpeaccTaBNeHns
YCMyr 1 cpokam ee npefocTaBneHus.

4.3.2 PeMOHTHble paboThbl

MoTpebutens oxuagaeT, 4TO peMOHTHble paboThbl, BAUSOLWME Ha NpedoCcTaBeHne ycryru, byayT 3aBep-
LeHbl B pasyMHble CPOKM 1 OH ByaeT 3apaHee yBe4OMIEH O MIaHOBbIX peMOHTHbIX paboTax, KoTopble MoryT
NOBNUSATL Ha NpedocTaBneHune ycnyru. Bo Bcex cnyyasx notpebutens oxuaaeT, yto Heyao6eTea 6yayT ceeae-
Hbl K MUHUMYMY.

4.3.3 LleHaycnyru

MoTpebutens oxunaaeT, 4To 3a ycnyry byaeT BauMaTbes cripaBefimBas LeHa MuYTo KOMIeTeHTHbIN opraH
W/Mnmn oTBETCTBEHHbIM OpraH NpUoxar Bce ycunusi, 4Tobel yenyra 6bina 3koHOMUYeCcKM A0CTYMHA.

4.3.4 O6beM nocTaBKU NUTLEBOMN BoAbl

MoTtpebuTtens oXxuaaeT, UTo oH OyaeT nonydartsb BoAy B TOYKE AOCTaBKM B AOCTAaTOYHOM 06bemMe AN
yOOBNETBOPEHUS CBOUX HYX[, KOTOPbIE B LIeSIOM OTpaxatoT obLume oxungaHus notpebutens.

4.3.5 KavyecTBO NUTLEBON BOAbI

MoTpebutens oxuagaet, uto eMy byaeT noctaBNATbCA BoAa, NpurogHas Anst notTpebneHuns YenoBekom.

4.3.6 JcTeTUYeckue acnekTbl yCnyr BOg4OCHabXxeHust

MoTpebutens oxuaaeT, 4To emy ByaeT NocTaBNATLCA NUTbEeBas BOAA, YAOBNETBOPAOWAN acTeTu4ec-
KMM TpeBoBaHMAM NO BKyCY, LIBETY U 3anaxy.

MoTpebutens oXxuaaeT, YTO yAaneHue CTOYHbIX BoA He OydeT COMpoBOXAATLCA HEenpUATHLIMU
3anaxamu.
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4.3.7 OaBneHue Npu noctTaBke NUTbLEBON BoAbI

EcnuvnoTtpebutens umeeT cpnsndeckoe nogcoeguHeHNe K CUCTEME NOCTaBKy MATLEBOW BOALI, OH OXuaa-
€T, uTOo B TOUKe JocTaBku B Ntoboe BpemMs ByaeT 4ocTaTouHbIA YpoBEHb AaBNeHus (Harnopa) BoAbl.

4.3.8 HenpepbIBHOCTb NOCTaBKU NUTLEBOW BoAbI

EcnunoTtpebutens umeeT cnsndeckoe nogcoeguHeHUe K cucTeme NocTaBky MATLEBOW BOABI, OH OXnaa-
€T, 4To nocTaBka NTbeBON BoAkl 6yaeT HenpepbIBHOW. B criydae, korga HenpepbiBHas NOCTaBka HEBO3MOXKHa,
noTpebuTenb 0XuUaaeT, YTo ynpaBreHne nocTaBkoi byaeT NporMsBoanTbLCS NpuemneMbiM 0bpasomM 1 oH 6yaeT
npouHpopMuposaH 06 ycnosusix 1 rpadgpumke npepbiBaHUN.

EcnnnoTpebuTenb He nMeeT hu3nYecKoro noacoeMHeHUs K CUCTEME NOCTaBKU MUTLEBOW BoAb! (Hanpu-
Mep, B Cny4Yyae BoA4oHanopHon TpyGbl 06LLero nonb30BaHUs! iU MOCTaBOK BOAbI aBTOTPaAHCMOPTOM), OH OXuaa-
eT, YTo nocTaBka byaeT OCyLLeCTBNATLCA HA PENYNSIPHON OCHOBE.

4.3.9 OxBaT 1 AOCTYNHOCTDb YCIYr NUTbEBOro BoA0CHabxeHUA

Ecnuycnyra npegoctaBnsieTcs Ha OCHOBe (hU3MYEeCKUX MOACOeAUHEHWI B rpaHuLLaX paioHa obecnyxusa-
HURA, NOTpebuTenb OXMAAET, YTO MOoCcTaBKa NUTLEBOW BoAbl ByAeT oCyLecTBAATLCA HA TEPPUTOPUMN palnoHa
obcnyxnsaHus, a B NPOTUBHOM criyyae 6yayT AOCTYMHbI anbTepHATUBHbIE CUCTEMbI OCTABKM BOAbI.

4.3.10 OxBaT 1M AOCTYNHOCTb YCNYT NO yAaneH!Io CTOYHbIX BOJ,

Ecnu ycnyra npegocTtaBnsieTcsl Ha ocHoBe (b13nyecknux NnoacoeanHeHun, notTpebutens oxuaaet, YTo
ycnyra no yaaneHuio CTOUYHbIX BoA byaeT NpeAocTaBnsATLCA Ha TeppuTopumn paioHa obcnyxusaHus. B Takux
cuMcTeMax noTpebutenb 0XuaaeT, YTo OH ByaeT UMeTb BO3MOXHOCTb OCYLLIECTBUTL COPOC CTOUHBIX BOA HEMOC-
pPeaAcTBEHHO B CUCTEMY yAarneHusl CTOYHbIX Bog B Ntoboe BpeMs 6e3 3aepXKek U yrpo3sbl 340POBbIO.

Ecnu cuctema yaaneHus CToUHbIX BoA, He 6asnpyeTtca Ha husnyeckux nogcoeauHeHusx, notpeburens
oxuaaet, Uto emy 6yayT AOCTYNHBI anbTepHaTUBHBIE ycnyrn No c6opy CToYHbIX BoA. B Takux cuctemax notpe-
6uTenb oXxmaaeT, YTo OH ByaeT UMeTb BO3MOXKHOCTb YTUM3NPOBATL OTXOAbI C MOMOLLBIO APYTMX CPeACTB No
mMepe HeobXxoaMMOCTW, Yepes perynspHble NPpoOMeXyTkn BpeMeHu, 6e3 AnuTenbHbIX 3aAepXeK U yrposbl
30pOBbIO.

4.3.11 3atonneHue 06bLEKTOB HeABMKUMOCTU CTOUHBIMU BOAaMU

MoTpebutens oxuaaeT, UTO He NPOU30KAAET 3aTONMeHUA 06 LEKTOB HEABWKUMOCTU UK YITUL, CTOUYHLIMA
BOAaMU BCneacTBUE NeperiMBOB U 3aCOPEHUI B cUCTEMe yAaneHnAa CTOYHBIX BoA. B cnyyae sacopeHuin unu
3aTonseHns notTpebutens oXuaaeT, YTO NPOAOIPKUTENbHOCTD MW NOCNEeACTBUS TakMxX cobbITU ByayT MUHK-
MW3MPOBaHbI U YTO CUCTEMA KOMMYHasbHOrO BOAOCHAGXEHUS1 UNn COOTBETCTBYIOLLUIA OpraH oKaxyT coaeit-
CTBWE UX YCTPaHEeHUHo.

4.4 YnpaBneHue KOHTpaKTaMu U BbICTaBNeHUe CYETOB

4.4.1 BO3MOXHOCTb 3aKMIOYEHUA AICHOrO U NOHATHOrO cornaiweHus o6 ycnyre

MoTpebutens oxugaeT, YTo cornaiwleHue ob ycnyre 6yaet cogepkaTtb ACHbIE, MOHATHbIE U 06bEKTUBHbIE
ycnoBusin 6yaeT Hagnexatm o6pasom ocpopMeHo AoKyMeHTarbHo. MoTpebutens oxxnaaeT, YTo ero NPouH-
hopPMUPYIOT O MOBBIX N3MEHEHWSIX COrMaLleHUs! UIU €ro YCIIOBUN 3a pa3yMHbIN CPOK A0 BCTYNNEHUA U3MeHe-
HMA B cuny. MoTpebutens Takke oXxuaaeT, uTO AN 3aKIOYEHUs U aHHYNMPOBaHUA cornawexHua 6yayT
AelcTBoBaTh onpeaernieHHble NpoLeaypsl.

4.4.2 ToYHOCTbL NpU BbICTaBNEHUN CHETOB

MoTpebutens oxuaaeT, YTo eMy 6yayT BbICTaBMAATLCA 0ObEKTUBHBIE M TOYHBIE CHETa 3a NPeAoCTaBMeH-
Hyto ycnyry.

4.4.3 OtBeT HaXanobbl, cBA3aHHbIE C BbICTAaBIIeHUEM CHETOB

Ecnunotpebutens npeabasunxanoby Ha BbICTAaBMNEHHBIA CHET, OH OXX1aaeT oTBeTa OT CUCTEMbl KOMMY-
HanbHoro BoaocHabxeHust. MoTpebutens oxuaaeT, 4To B 0TBETE Npobrnema byaeTt pazbscHeHa U/Unu pelueHa
B pasyMHble CPOKU CO CripaBeAIMBOI KOMMeHcaL el AeHEXHbIX pacXoA0B, MOHEeCeHHbIX BCreACTBME OLIMBOKB
cyerTe.

4.4.4 fcHocTb BbiCTaBNEHHbIX CHETOB

MoTpebutens oxuaaeT, 4TO UHDOPMALLMSA NO CTPYKTYPEe U coaepKaHuto cHeToB ByaeT ACHOW, TOYHON U
nogpo6HoM.

4.4.5 Cnoco6bl onnathbl

MoTpebuTtens oxuaaeT, YTo cueTa byayT BICTABMASATLCS PErYSPHO, a cnocobbl Mx onnaTel 6yayT pasHo-
06pasHbIMK 1 yAOOHBIMN.

4.5 MopnepxkaHue XopoLUNX OTHOLLEHUI ¢ NoTpeGuTenamMu

4.5.1 O6wue nonoxeHus

MoTpebutens oxuaaeT, 4To:

- nobon BoMNpoc, agpecoBaHHbIA OTBETCTBEHHOMY OpraHy, onepaTopy Wi KOMMAEeTeHTHOMY opraHy
noBbIM gocTynHbIM cnocobom, ByaeT pasbsacHEH U/Unu peLleH B pasyMHbIE CPOKN;

- emMy 6yaeT rapaHTMpoBaHa KoHbuaeHUManbHOCTb;
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- emy Byget gocTtynHa TekyLas nHgpopmMaumns;

- KOHTaKTHble N1ua ByayT KOMNETEHTHBIMN U BEXITMBBLIMU.

4.5.2 MNMucbMeHHble oGpaLyeHus

MoTpebutens oXnaaeT, 4To B ciydae NMCbMEHHbIX oBpalleHuin [Hanpumep, NMCbMOM, MO 3/1EeKTPOHHOM
nouTe, hakcy, ¢ NOMOLLbIO KOPOTKOro coobLLeHUst (CMC)] OH MONYYUT OTBET B pasyMHbIe CPOKW 1 B BEXTNBON
dopme.

4.5.3 OGpalleHna no tenedoHy

Ecnu tenegoHHas cBsA3b AOCTYMHA, NOTpebutens OXXMaaeT, YTO OH NOMYy4YUT OTBET Ha CBOM TeNedOHHbIN
3BOHOK B pasyMHble CPOKU HanpsMyo Unu ero 3BoHoK byaeT nepeseeH B Tpebyemeblil oTAen no obenyxusa-
Huto. MoTpebutens oxmuaaeT, 4To OH BydeT MMeTb BO3MOXHOCTb YBEAOMUTb CUCTEMY KOMMYHarbHOMo
BOOOCHaBXeHNsA 0 NGO Upe3BbIMaiHOW CUTYaL N, CBA3aHHONW C HEl, B Ntoboe Bpems.

4.5.4 Buautbl noTpe6utens B opuchkl cUcTeMbl KOMMYHaNbHOro BoAocHabXeHus

MoTpebuTtens oXxuaaeT, YTo OH ByAeT XOPOLUO MPUHAT 1 MOMYYUT NOMOLLL UMM ByAeT HanpaseH K HY)XXHO-
My nuuy. Takke notpebuTens oxuaaeT:

- yaobHble Yyackl npuema, KoTopble cobnogaroTCa NepcoHanoMm;

- pasyMmHble perynmpyemMble Cpoku OXuUaaHus;

- yaoGHble noMeLleHus Ans npuema, obecneunsatowne cobnrogeHme koHpuaeHUManbHOCTH;

- ypo6Hoe pacnonoxeHune orcos.

4.5.5 Busautbl kK noTpedutento

MoTpebutens oxugaeT, YTo paboTHWKK onepaTtopa byayT cobniogaTe Ha3HauYeHHOe BpeMsl BCTpeuw,
NpeabsaBsaT HeobXxoaMMble JOKYMEHTbI, YAOCTOBEPSIoLME JIMYHOCTb, U CBeAYT K MUHUMYMY niobble Heyaob-
cTBa Ans notpebutens.

4.5.6 XXano6bl n3anpocbl

MoTpebutens oxunaaeT, 4To Nobas xanoba unu 3anpoc (Bkroyas ycTHoe obleHne, obueHune nocpea-
CTBOM 3MEKTPOHHBIX CPeACTB CBsI3N — MO 3MEeKTPOHHOW nouTe unu no cakcy u 1. 4.) 6yayT TwarensHo pac-
cMoTpeHbl. MoTpebuTenb oxxnaaeT YeTKoro, TOHHOro, aAeKBaTHOro OTBETa B Pa3yMHbIE CPOKW.

4.5.7 YBegomneHue o6 orpaHU4eHUAX U NpepbIBaHUAX

MoTpebuTtens oxmaaeT, YTo oH byaeT yBeAOMITeH O BOSHUKHOBEHWUW OMacHbIX YCIIOBUA UK O Kaknx-nnbo
OrpaHUYeHnsIX, U NpepbIBaHUAX NpeaocTaBneHUs YCnyru.

4.5.8 JocTtynHocTb uHdopMaLum no ycnyre

MoTpebutens oxuaaeT, YTo BCA MHopMaLms, Kacaowanca NyGAnYHbIX acneKkToB YCnyrn, B COOTBET-
CTBMW C MECTHBLIMM YCIIOBUSIMW, BKIIOYas pacnpeaeneHne ob6ssaHHOCTeN 1 BuiNnofHeHue ycnyri, 6yaeT npea-
cTaBneHa B OTKPLITOM U Npo3payHoi hopme.

4.5.9 MeponpusTus, npoBogUuMbIe B MECTHOM cooblecTBe

MoTpebutens oxugaeT, UTO cUCTEMA KOMMYHanNbHOro BOAOCHabxeHus ByaeT B NpodunakTuieckmx
Lensax npedocTasnsATb UHopmaLumio o cebe 1 cBoein AeATEeNbHOCTIU, UCTIONb3YS A1 3TOr0 MepPOoNpUsTUs, Npo-
BOOMMblE B MECTHOM co0bLIecTBe, U NporpaMmbl NOMOLLW.

4.5.10 Yyactue notpeburenen

MoTpebutens oxuaaeT, 4To ero yyactue 6yaeT NnoowpATLCA 1 ByaeT BO3MOXHBIM Brnarogaps npospad-
HOMY NpPOLIeCCy y4acTusi U NpaBy BbIABWKEHMWS HA NePBbIN NNaH UHTepecoB NoTpebutenen B Takux Bonpocax,
Kak LieHbl, cTaHAapThl, huanyeckoe noacoeavHeHne Unn passutue anbTepHaTUBHON YCIyTu.

4.6 3awuTa oKpyxalollei cpeabl

4.6.1 O6ocHOBaHHOE UCNONb30BaHue NPUPOAHLIX PecypcoB

MoTpebutens oxuaaeT, YTO onepaTop, OTBETCTBEHHLIA OpraH 1 KOMNeTeHTHbIe opraHbl ByayT cogen-
CTBOBaTb M NpUAePXKNBaTLCS B CBOEH NPaKTMUKe NPUHLIMNA 060CHOBaHHOTO UCMONb30BaHUS BOOHbIX PECYPCOB,
a TakKe Apyrux NPUpPOAHLIX pecypcos.

4.6.2 OvnUCTKa CTOYHbIX BOJ,

MoTpebutens oxuaaet, 4to 6yaeT npousBeeHa a3 eKTUBHAS U pe3ynbTaTUBHAA OYUCTKA CTOUHbIX BOA
nepez BO3BPATOM UX B OKpYy>atoLLyto cpedy. [oTpebutens Taicke oxXugaeT, 4To 0CafoK U Apyrue octaTtkn 6yayT
YyTUAN3MPOBaHLI UK C BbIrOAON MOBTOPHO UCMOMbL30BaHbl KakuM-nnbo cnocobom, koTopblit 6esonaceH ans
300POBbSI YENOBEKa U OKpYXKaloLLen cpeabl.

4.6.3 BnuaHue Ha oKpyXaloLlylo cpeay

MoTpebutens oxuaaeT, YTo Nobble oTpULIATENbHBLIE BUSIHAS HA OKPY)XaIOLWYHO cpeay, BO3SHUKaloLWme B
pesynbTarte NpeaocTaBneHus ycryru, byayT cBegeHbl K MUHUMYMY.

4.7 MeHemxmeHT B cpepe o6ecneyeHUsi 6e30MaCHOCTU U Ype3BbIYAWHBIX CUTYaLUIA

B cnyvyae BO3HMKHOBEHUS Ype3BblYaMHOW CUTYaLMn, BAUSIIOLLEA Ha NpedocTasneHne ycnyri nnu 6eso-
nacHocTb noTpebuTenein, noTpebutens oXxuaaeT, YTo NpefocTaBneHue ycnyru 6yaet BOCCTaHOBNEHO B pas-
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YMHbIe CPOKM U 4TO pUCKM U Heyao6cTBa GyayT yMeHblUeHb!, HACKOMbKO 3TO BO3MOXHO, B COOTBETCTBUU C
MECTHBLIMU YCIOBUSIMM ANs NPeAoTBPaLLEHUS:

a) npepbiBaHUI NpeAocTaBeHns YCnyr BcreacTesune npo6nem ¢ ka4ecTBOM U KONMMYECTBOM;

b) 3arpsisHeHWs1 BOAHBIX peCYpCOB UMK OKpY>XKatoLLeid cpeasbl.

Kpome Toro, B criy4ae BOSHUKHOBEHUS Upe3BbIYaiHON cUTyauumn noTpebutens oXXuaaeT CBOEBPEMEHHYHO
UHcopMaLmio O crieayioLLEM:

- XapakTep Ype3Bbl4aHON CUTYaLIMMN U PUCKM (B CITyHae UX Hanuuus);

- KOHTaKTHble JaHHble NpeAcTaBUTENeN CUCTEMbI KOMMYHaNbLHOrO BOAOCHaBXEeHUS;

- YTO JOSPKEeH Aenatb noTpeburens (ecnv Heobxoanmo);

- BpeMsl 10 BOCCTaHOBINEHWs1 HOpMasibHOM ycnyri M 6yaeT N opraHM3oBaHo NpeaocTaBneHne anbTep-
HaTWUBHbIX YCIYT.

5 PykoBogsilume ykasaHuA No yAOBNETBOPEHUIO HYXA U OXUAAHUNA
noTpe6urenen

5.1 O6wue nonoxeHusn

Ycnyra, npegocTtasnsiemMasl noTpebutensim, MoXeT ObiTb yyyLleHa ¢ y4eTOM HYXXA U OXKnuaaHui noTpebu-
Tenei. [ina ux yaosneTBopeHusl HeobxoanMo onpeaenuTb AeNCTBUSA, ANA KOTOPbIX AaHHbIE HY)XAbl U OXuaa-
HUa ByayT sBnATbCA LensMmu. Ecnu aTo He oroBapvBaeTcsl B PYKOBOAALIMX yKasaHUAX, crneayeT 3apaHee
onpegenqTb 3aMHTEpPeCcoBaHHYIO CTOPOHY, KOTopasi 0TBevaeT 3a BbiNOSIHEHWE KaXKAoro AeNCTBUA (KOMNETeHT-
Hbl OpraH, OTBETCTBEHHbIN opraH unu onepaTop).

B HacToswem pasgene AaHbl ykasaHusi o onpegeneHuto Takux AencTBuin. PesynbTaTtl AEACTBUIA crneay-
eT OLEHUTb MO KpUTepUusaM, NnpeacTaBneHHbIM B pasgene 6.

C yyeToM pasnuyHoi cTeneHn IKOHOMUYECKOro Pa3BUTUA NPUMEHEHWE NpeAcTaBNEHHbIX 3AeCk yka3a-
HWI B MONHOM 06 beMe B HEKOTOPbIX CTPaHaxX MOXEeT OblTb HEAOCTVKUMBIM, B TAKOM Clly4ae OHWU MOTYT BbICTY-
naTb B kKa4ecTBe Lienewn 4 NOCTOSHHOTO YIyqLIeHUs!.

B ntobom cnyyae npegocTasneHue Hagnexawmm obpasom ycnyrn notpebutento scerga AoMKHO OCHO-
BbIBaTbCH Ha cobnogeHn MPUMEHUMbIX K ycryre 3aKOHOB U NOCTaHoBMeHWA. Mpu oTCYTCTBUM KOHKPETHBIX
3aKOHOB M MOCTAaHOBNEHWI COOTBETCTBYIOLLNE 3aUHTEPECOBaHHbIE CTOPOHLI AOMMKHbI cCOornacoBaTb Heobxoau-
Mbl€ YCNOBUS, rapaHTUpyoLLMe NpedocTaBneHue ycnyru Hagnexawum o6pasom.

JononHuTenbHble ykasaHus o MeHeAXXMEHTY CUCTEM KOMMYHaILHOTO BOAOCHaGXeHUs1, NpeaycMmaTpu-
BalLMe yOoBNETBOPEHWE HyXa W OXuaaHuin notpebuteneir, aaHbl B ctaHgaptax UCO 24511:2007 u
MCO 24512:2007.

5.2 [ocTyn K ycnyram BogocHabXeHus

KomneTeHTHbIe opraHbl 1 OTBETCTBEHHbLIE OpraHel B Npeaenax Tepputopumn Nx panoHoB obcnyXnusaHns
OOIKHbI ONPeaennTb U BHEAPUTL MHCTUTYLMOHASbHBIE U 3KOHOMUYECKME Unn chUHAHCOBLIE MEpbI NO OpraHu-
3aLMmM CMCTEM NOCTaBOK NMTLEBON BOAbI M YAANEHNIO CTOYHBIX BOA, Ctoda MOTryT BXOAUTb MEHEePKMEHT pecyp-
COB, pacluMpeHne hrnsn4eckon MHOPaCTPYKTYPbI, anbTepHaTUBHLIE CPEACTBA OYMCTKA U MOCTaBKW BOALI NNn
c6opa CTOYHbIX BOA A5 TeX noTpebuTenein, koTopele He NoAcoeaNHEHb K CETH.

OTcyTCTBME NOACOEANHEHNA KOHKPETHBIX MECTHbIX cooBLecTB Wunu notpebutenein Kk dpusndeckon
NHpPacCTPYKTYpe NUTLEBOrO BOAOCHABXKEHNS U yaaneHUs CTOYHBLIX BOA He 03HayaeT oTCcyTCTBUE ycnymu, K
koTopo Mor 6bl OblTb NPUMeHeH HacTosWwWiA cTaHgapT. CnedyeT paccmaTtpuBaTth Apyrve BapuaHThl
npegocTaBneHuns ycnyr, Hanpumep:

- CKBaXXWHbI;

- MobunbHasi gocTaBka NUTLEBO BOAbI;

- perynupyemble asToMaThl U MyHKTHI MATEEBOTO BOAOCHABXEHWS;

- ybopHble;

- OTCTOMHMKN;

- yAaneHve ocagka U3 OTCTOWHWUKA 1 TPaHCMOPTUPOBaHUE;

- Apyrue opMbl NpegocTaBneHns yenyri, Bkiovas camocHabxeHne Ha MecTe.

KomneTeHTHbIe opraHbl M 0TBETCTBEHHbIE OpraHbl 4OMKHbI MPEANPUHATE Mepbl No obecnevermnto o6bek-
TUBHOTO N 3KOHOMUYECKU BO3IMOXHOrO AocTyna. AT Mepbl MOTYT BKOYATL rPaHThl (B TOM YMCie NOMOLLL B
noacoeanHEeHUA AN ManoumyLLmx), CCyabl, colnanbHble Taprdbl (B TOM YMce BO3MOXHbIe TapudHble 6110Ku
C HyNeBOW CTaBKOM AN caMblx 6eaHbIX), cybcuanm, nepekpecTHble cybcuani mexay AoMaLlHUMM X03s1ncTBa-
MW C pasHbIMU YPOBHSAMMW AOXOA0B UM ApYrie BUabl (PUHAHCOBOM MOMOLLM.

OTBeTCTBEHHbIE OpraHbl AOMKHbI NPeAnPUHATL Mepbl No obecneyeH o 4oCTyna BCEM MoSb3oBaTENsAM K
AocTaTtoyHoMy o6 bemy Boabl ANs YAOBNETBOPEHUSI OCHOBHbIX YeroBe4YeCcKNX NoTpeBHOCTE B COOTBETCTBUN C
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MECTHbIMU YCMOBUSIMU 1 KOHCYNbTaUUsAMU OpraHoB, OTBETCTBEHHbIX 3a caHUTapHbIA Haasop. MNpu BbiGope
Taknx Mep, KOTopble MOTYT HOCUTb BpeMeHHbI XapakTep, cneayeT NpUHMMaThL BO BHUMaHUe 3aTpaThl U addek-
TUBHOCTb MEepeKpecTHbIX cybcnaun mexay notpebutensamm M (UHAHCOBYIO KM3HECMOCOBHOCTL W
YCTOWYMBOCTb YCIYTA.

5.3 MNpepocraBneHue ycnyru

5.3.1 Bpemsa ansi noAroToBKU K NpeaocTaBNneHUIo HOBOW yCnyru

CurcteMa KOMMYHanbLHOro BoAOCHaGXeHUs A0MKHa YCTaHOBUTb CTaHAapTHOE BpeMsl NSt NOATOTOBKU K
npegocTaBneHno HOBOW YCITyTr B CETEBbIX CUCTEMAX U CTPEMUTLCA cobniogaTb 3TOT BpeMeHHOM nepuoa ang
BCEX MOCTOSAHHBIX MOACOSAVNHEHUNA.

[nsa Bcex cucTeM gomkHa 6biTb BO3MOXHOCTb OLIEHUTb U COOBIUUTL NOTPebuTento, CKomNbKO BpeMeHn
noTpebyeTcsl, 4UTO6bl BHEAPUTL HOBYIO YCAYTY UMM YCTAHOBUTbL HOBOE coeauHeHne. OLeHKa AoMKHA BKITIoYaThb
Takke pasyMHbIN A40NYCK Ha 3aAepXXK1 Unu HenpeaBuaeHHble 06CTOATENbCTBA HA MeCTe, KaK OrOBOPEHO HUKE:

- CTaHAapTHOe BpeMA onpeaensieTcs Kak nepuo ¢ MOMeHTa 3aBeplueHns noTpebutenem npoueaypbl
noaayu 3asBKU 4O MOMEHTA, Koraa ycrnyra cTaHOBUTCS AOCTYMNHOW NoTpebutento;

- npoueaypsbl Noga4vun 3asiBKU YeTKO onpeaensitoTcsl CUCTEMOM KOMMYHarbHOrO BoAOCHabXeHns.

Mpw oTcyTcTBUM TPYGONPOBOAHON cucTEMbI NOTpebuTens cneayet npouHgopMUpoBaTh 0 TOM, Koraa
6yaeT NpedocTaBnNATLCSA YCnyra — nocre pacluMpeHus cyllecTByoLLeiln MHdpacTpyKTypbl U NOcpeAcTBOM
anbTepHaTUBHbLIX CNOco6oB.

5.3.2 PeMoHTHble paboThl

Mpu npoBeaeHUM NNAHOBOIO PEMOHTA CUCTEMA KOMMYHaIbLHOrO BoAoCHabxeHUs1 AomKHa 3apaHee Npo-
nHcopMupoBaTe Tex NoTpebuTenei, Ha NpeAocTaBneHNe YCyrM KOTOPbIM BIIUSILOT PeMOHTHbIE paboThl, 0
NpuBIM3NTENLHOM BPEMEHN N NPOAOIPKATENBHOCTU NpepbIBaHMS yenyri. [nsa HesannaHupoBaHHbIX PEMOHT-
HbIX paboT, KOTOPbIE BAUAIOT Ha NpeAocTaBlieHWe YCNyru, CUcTeMa AoSMKHA NPUHSTL Mepbl No HopMUpoBa-
HAO MOCTpadaBlWIMX noTpebutenen o nNpMbNM3UTENbHOM BPEMEHW BOCCTAHOBIIEHUS HOPMAalibHOro
npegocTtaBnexHus ycnyrn. [pyu npoBedeHun nobbIX peMOHTHbIX paboT cuctema KOMMYHanbHOro
BOAOCHAbXeHWs A0MKHa MUHUMN3UPOBaTb Heyao6cTBa Anst noTpebutenei.

5.3.3 UeHaycnyru

OnepaTop, OTBETCTBEHHLIN OpraH U KOMMNeTeHTHble OpraHbl AOJDKHbI CTPEMUTLCA K MPeAoCTaBleHUIo
yCnyruno cnpaseanvBon LeHe. [1na onpegeneHnsi Takol LieHbl cnegyeT NpUHUMaTh BO BHAMaHUe crnegyowme
3NeMeHTbI:

- 3KOHOMMUYecKas JOCTYMNHOCTb;

- obwwue 3aTpaThl;

- UCTopUYecKUe YPOBHU LeH U nHdpnaums;

- Hopma npubbInu;

- BNUSIHNE Ha BO3MOXHOCTb NOSIb30BaHNA BOAOM.

Ona npnHaTvsa noTpebutensMm cnpaBeanMBol LieHbl MoXeT noTpeboBaTbea nHgpopmmnpoBaHue obLecT-
BEHHOCTU O KOMMOHEHTaxX LieHbl U CTEeMNeHN, B KOTOPOI 3aTpaTbl Ha NpeaocTaBneHue ycnyru nokpbisaoTca
MoCTyNreHnsiMu 0T noTpebuTenen.

CnepyeT onpeaenqTs CTeNeHb, XapakTep 1 Liefb COOTBETCTBYIOLLMX CyBCcnani, Tak xe kak u nobble pac-
YyeTbl N0 IKOHOMUYECKON OOCTYNHOCTU Ansi noTpebutenein. CnedyeT NnpegocTaBuUTb U MHOPMaLUIO O hakTo-
pax, BNMAOLWNUX Ha KonebaHust LeHbl (Hanpumep, pocT uaepek NpoussoacTsa, 3aTpaThl Ha NpuBneYeHue
Kanutana, 3akoHbl 1 MocTaHOBNEHMS 06 oXpaHe oKpyxatoLel cpeabl, YpesBblYaiHble cUuTyauuu, paclumpeHue
ceTewn, Ka4ecTBO U JOCTYNHOCTb BOAbI, HAMoru).

5.3.4 O6BbeM nocTaBKU NUTbEBOW BOAbI

OnepaTop, OTBETCTBEHHbIA OpraH U KOMMEeTEHTHbIE opraHbl OOMKHbI NMPUIOXUTE BCE YCUNUA, YTOGbI
obecneynTb yooBNETBOPEHUE TEKYLLEero cnpoca Ha Boay. Co cBOel CTOPOHbLI MOTPeBUTeN A0MKHBI CTPEMUTL-
A K paunoHansHoMy 1 atheKTMBHOMY UCMONb3OBaHNIO BOAbI, 1 NX AEACTBUSA B 9TOM HanpasneHnn AOMKHbI
CTUMYNMPOBaTL OnepaTopa, OTBETCTBEHHbIA OpraH 1 KOMNETEHTHbLIE OpraHbl.

OnepaTtop, OTBETCTBEHHbINA OpraH UM KOMNeTeHTHbIe OpraHbl AOMMKHbBI NMPOU3BOAUTL OLEHKY obbema
6yayluero cnpoca. Ha 0CHOBe TakuX OLLeHOYHbBIX PacHETOB AOMKHbI BbITb OPraHN30BaHbI HaAeXHbIe U YCTONYU-
Bble MOCTaBKN NUTbEeBOI BoAbI B OyayLuem Ans yaoBeTBOPEHMS cripoca.

5.3.5 KauyecTBO nuTbeBON BOAbI

OnepaTtop, OTBETCTBEHHEIN OpraH W/MnuM KoOMMNeTeHTHbIe opraHbl JOMKHbI NpeaoTepawaTe NocTaBkKy
TakoW NUTLEBOM BOAbI, KOTOpas MOXET okasaTb narybHoe BNusiHWE Ha 340poBbe NoAen, UCNONb3YOLLNX Takyo
Boay. OnepaTop, OTBETCTBEHHbIA opraH WM KOMNeTeHTHble OpraHbl AOMKHbI PerynsapHo ocylecTBNATb
3a60pbl M aHanu3 NPob BoAb! B ONpeaeeHHBIX TOUKaXx, BKoYas TOUKU UCNONb30BaHUA, 4ToObl onpeaennTs ee
6Ge3onacHoCTb A9 UCTIONb30BaHNA U NOTPebneHns YenoBeKkoMm.

13



rocT P UCO 24510—2009

B pesynbTaTe Takoro aHanuaa oMKHO BLIABNATLCA COOTBETCTBUE TPEBOBaHUAM NPUMEHSEMBIX 3aKOHOB
1 noctaHoBNeHUA. MNpu OTCYTCTBUM TakMX 3aKOHOB 1 MOCTaHOBMEHUN NUTbLEBAs BOAA AO/MKHA, KaK MUHUMYM,
COOTBETCTBOBATL YKasaHWAM BceMnpHon opraHusaLmMm 3apaBooXpaHeHnst.

OnepaTop, OTBETCTBEHHbIN OpraH WU/UNU KOMMNeTeHTHble opraHbl AOJKHbBI 0becnevnTb AOCTYNHOCTbL
pe3ynbTaToB 3TUX aHANU308B ANs NoTpebuTenel v BKNoYaThb B perynapHbIi oT4eT (Hanpumep, roaoBoM oTYeT)
KpaTkue CBeAeHUS 0 Ka4ecTBe BOAbl U KakUX-NIMGO CBsI3aHHbIX ¢ 3TUM Npobnemax.

Ecnun B pesynbTaTe Ype3Bbl4aiHON CUTYaLMn BO3HUKAET Kakou-nubo BbIBpOC B pacnpeaenuTerbHyio
cUCTEMY MUTLEBOrO BOAOCHAGXEHMUSA, KOTOPLI MOXET NarybHo ckasaTbCa Ha 310pOBbe Nioaen, cuctema Kom-
MYHarnbHOrO BOAOCHaGXeHUA Un Apyro oTBETCTBEHHbINA opraH NpeanpuHUMaloT BCe BO3MOXHbIE Mepbl Mo
yAarneHuio 3apaxeHHOW Boabl U3 cucTembl. Ecnu Takoe yaaneHne HeBO3SMOXHO, CUCTEMa KOMMYHarbHOro
BOAOCHabXeHUs!, KOMNETEHTHBIA OpraH Unn ApYroi oTBETCTBEHHLIN opraH MHOPMUPYIOT NOTEHUMANLHBIX
noTpebutenein 0 BO3HUKLLIMX pUCKaxX U NpedoCTaBMsiloT UM anbTepHaTUBHBIE CpeAcTBa NOCTaBKU NUTLEBON
BOAbI.

5.3.6 JcTeTUUYeCcKUe XapaKTepUCTUKU BoAbI

Cuctema NUTLEBOTO BOAOCHABXeHWUS A0IPKHa BHEAPATE Mepbl, 3KOHOMUYECKU NpuemMsemble Ans notpe-
6uTens n obecneuynBatoLme NOCTaBKy BOALI, YAOBNETBOPAOLWENA 3CTETUMECKUM TpeboBaHUAM, Ha perynspHoi
ocHoBe. CucTeMa NTbEBOro BOAOCHABXEHMS OTCNeXnBaeT anobbl Ha ka4yecTBO BOAbI, HE COOTBETCTBYOWEE
acTeTuYeckuM TpeGoBaHUAM (Mo BKyCy, LBETY U 3anaxy), W/unu nposoauT perynsipHble onpockl noTpebutenei
OTHOCUTESbHO 3CTETUYECKUX XapaKTEPUCTUK BOAbI.

CucTema KoMMyHanbHOro BoaocHabeHust BHeapsaeT Mepbl, SKOHOMUYECKU NpuemrieMble Ans noTpebu-
TENs U MUHUMU3NPYIOLLIME NOSBNEHUE HEMPUATHBIX 3aMaxoB, CBA3AHHbIX CO CTOYHLIMWU BOAAMMU.

5.3.7 [laBneHue npu nocraBke NUTLEBON BOAbI

Korga nutbeBas Boga NocTaBnseTcs Yepes ceTb Tpy6onpoBoaoB, cucTeMa KOMMyHanbHOro BOAOCHab-
KEeHWUst AOMKHa obecneynTb 4OCTAaTOYHbIA YPOBEHb AaBneHnA BoAkl U NpouHdopMupoBaTh noTpebutenei o
MUHUMAIbEHOM U MakcumarsHOM YPOBHSIX AaBneHus. B niobom cnyvae cuctema obecneumsaeT Takoe COCTONA-
HWe TpybonpoBOAOB, KOTOPOE He NPensTCTBYET NogaepXkaHuno TpebyemblX YPOBHeN AaBneHusl.

5.3.8 HenpepbIBHOCTbL NOCTaBKU NUTLEBOW BOAbI

CurcTemol KoOMMYHanbHOTo BogoCHabXeHWs NpeanpuHUMaloTcsi Bce HeobxoanMele Mephbl Mo obecneye-
HWIO MNOCTaBKN MUTLEBOM BOAbI HA NOCTOAAHHON OCHOBE. ECnn 9T0 HEBO3MOXHO, NOCTaBKa AOMMKHa NPOU3BO-
OUTbCS Taknm cnocobom, KOTOpbIN SBMAsieTCA NpUueMnemMsiM Ansi notpebutenei.

Cuctema Takke npeanpuHUMaeT Bce HeobxoaMMble Mepbl, YTOOBI CBECTU K MUHUMYMY BAUSAAHWE Takux
cobbITuiA, kak cboli B paboTe cucTeMbl UM MPOBOANMbIE PEMOHTHbIE UIM BOCCTAHOBUTENbHbIE paboThbl, NPUBO-
OsiLme K npepbIBaHNI0 NOCTaBKM NUTLEBON BoAbl NoTpebuTensm. Cuctema AomkHa CBOEBPEMEHHO NHDOPMU-
poBaTb NoTpebutenen o npepbiBaHUN NOCTaBKA.

B cnyyae HeceTeBOI NOCTaBKM MUTbLEBOWN BOAbI CUCTEMA KOMMYHaTLHOMO BoAoCHabeHUs o6ecneynsa-
eT NocTaBky NUTLEBON BOAbl Ha PerynsipHO OCHOBE 1 UHpopMUpyeT NoTpebuTenein o Toukax, MHTepsanax u
BPEMEHW NpefoCTaBNeHNs NMUTLEBON BOALI.

5.3.9 OxBaTt u 4OCTYNHOCTb YCINYr MUTLEBOro BoAoCcHabxeHuUsA

3a reorpadpunyeckunii oxXBaT ycnyr NMTLEBOro BoAOCHaGeHUS OTBeYaoT KOMMETEHTHbIA opraH U oTBeT-
CTBEHHbI OpraH, KoTopble A0KHbI MPUHUMATL BCe pa3yMHble Mepbl, UToObI NpeoCcTaBNsATL YCNyri Ha cnpa-
BeANMBOM OCHOBE B paMKax BCEX CEMbCKUX M FOPOACKNX PaloHOB U Mexay HUMW. [ns Lenu MmakcumarbsHoro
oxBaTa MoryT noTpeboBaTbcsl pasHble MeToA4bl 4OCTaBKN YCryr B COOTBETCTBUM C MECTHLIMU YCNOBUSAMMU.

Ecnu HaceneHue nonydvaeTt ycrnyru He nocpegcTtsBOM CeTW TpybonpoBoAOB, OTBETCTBEHHLIA opraH
COCTaBNsAeT NfaH NnpeaocTaBeHns yCnyr Ha OCHOBE anbTepHaTUBHBIX CPeACTR, TakMX Kak OBLLECTBEHHbIe NMyH-
KTbl BoAOCHabXeHus, aBTouMcTepHbI U T. 4. MpeanonoxeHue o TOM, YTo reorpadryeckuil paioH MoxeT BbITb
HeBbIFOAHbIM C KOMMEPYECKON TOMKN 3peHUst, He A0MKHO ABMNATLCS MPEnsTCTBMEM Af1si TPeJ0CTaBEeHNS YCIyT.
[nanasoH BO3MOXHbIX MoAernen npeJocTaBneHns yenyr 4oSKeH BKoYaTh HU3Ko3aTpaTHbIe aflbTepHaTUBLI U
LeHbl, aaanTUpoBaHHbIe K 3KOHOMUYECKU HEBLIFOAHBIM 30HaM C NepCrneKTUBON pacLUMPeHNs oXBaTa yCryr.

O61beM NTLeBON BOAbI, AOCTYMNHbIA NOTPEOUTENIO, 4OKEH MO KpaliHe Mepe COOTBETCTBOBATL OCHOB-
HbIM TpeboBaHuaAM noTpebuTens, onpegeneHHbIM BceMupHoi opraHusaumen 3apaBooOXpaHeHust, U rapaHTu-
poBaTh 3aLWmUTy OT 6onesHen, CBA3aHHbIX C HEXBATKOW U MIOXUM Ka4eCTBOM BOAbI.

OxBaT 1 JOCTYMHOCTb YCNYr AOMKHbI ObITb NPUEMMEMBIMA C 3KOMOMMYECKOn U (PUHAHCOBOW TOYeK
3peHus.

5.3.10 OxBaT 1 AOCTYNHOCTL YCNYT MO YAanNeHUK CTOYHbIX BOA,

3a reorpaduyecknii oXeart ycnyr rno yaaneHuo CTOYHbIX BO4 OTBEYalT KOMMNETEHTHLIA opraH U oTBeT-
CTBEHHbI opraH, KoTopble AOMKHbI MTPUHUMATL BCe pasyMHble Mepbl, YTOGEI NpeaocTaBnATL YCyry Ha crpa-
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BeOJIMBO OCHOBE B paMKaX BCEX CEMbCKUX Y rOPOACKMX palioHOB U MeXay HUMU. [iNsa Lenu MakcuMasbHOro
oxBaTa MOryT noTpeboBaTbCcsl pasHble MeToAbl NpeaoCTaBeHUst YCIyrM B COOTBETCTBUA C MECTHbLIMU
YCIOBUSIMUA.

B Tex mecTax, rae 4eACTBYIOT cucTeMbl Tpy6onpoBoaoB Anst c6opa CTOUHbIX BOA, criedyeT KOHTPonupo-
BaTb Ka4yeCTBO YCTaHOBIIEHHbLIX COeQUHEHUA U cbpacbiBaeMbIX CTOYHbIX Boh. CucTemMa KOMMYHalbHOro
BOOOCHabXeHUs1 4OMKHA Ye TKO MHGPOPMUMPOBATL NOTPEBUTENEN 0 TOM, YTO MOXKHO 1 UTO HENb3si cOpackiBaTh B
KaHanusauuoHHble Tpybonposoabl. MNoTpebuteny gomkHbl cobniogatb 3T TpeboBaHus.

EcnvHaceneHue nonyyaet ycnyry He nocpeCTBOM CeTU Tpy6OoNpoBOAOB, OTBETCTBEHHbIN OpraH niiaHu-
pyeT npefocTaBnsTe NoTpebuTensm anbTepHaTMBHbIE (hOpMbl cBopa M O4YMCTKU CTOUHBIX BOA, Takue, Kak ybop-
Hble, CenTUK-TeHKU. [NpeanonoXxeHne o TOM, YTO reorpaduMyecknini paioH MOXeT OblTb HEBLIrOAHLIM C
KOMMEepPYECKON TOUKU 3peHUs], He JOSKHO SABNATLCSA NPEnsATCTBUMEM AN npeAocTasneHns ycnyrn. juanasoH
BO3MOXHbIX MoAenen npeaocTaBneHusl yCnyrn A0SPKeH BKIoYaTb HU3Ko3aTpaTHble anbTepHaTUBbI U LieHbI,
afanTUpoBaHHbIe K 3KOHOMWYECKM HEBBIFOAHBIM 30HaM C MePCMNeKTUBON pacLUMpeHns OXBaTa yCilyru.

CucTteMa yaaneHua CTOYHbIX BOA AOIDKHA pa3paboTaTb U BHeApUTL Nporpammy akenyartauum 1 obeny-
XXMBaHUS AN PEMOHTA UMW BOCCTAHOBIIEHUS aKTUBOB, YTObOLI 06ecneynTb noTpebuTento Bo3MoXXHOCTbL cbpoca
CTOYHbIX BOA UKW 0cafKa U3 OTCTOMHUKA.

Tarke cucteme yaaneHusi CTOYHbIX BoA crnedyeT obecneunTb HagexHoe npeaocTaBneHue ycnyru u
CBECTU K MMHUMYMY He3annaHupoBaHHbIe NpepbiBaHWUsA ee NpeaocTaBneHus], NpenaTcTeyoLwme noTpeburento
OCyLLeCTBNATL cOpoC.

OxBaT U AOCTYNHOCTb YCAYrM AOSDKHBI OblTb NPUEMEMBIMA C 3KOMOruveckon U buHaHCOBON Tovek
3peHuns.

5.3.11 3atonneHue 06LEKTOB HeABUXKUMOCTU CTOUYHLIMU BOAaMU

Cuctema kKOMMYyHanbHOro BogocHabXxxeHus 4ormkHa NpeAnpuHUMaTh Bce pa3yMHble Mephbl, YTo6bl cBec-
TU K MUHMYMY PUCK 32TONMNEHUs1 CTOUHbIMU Bogamn. CucTeMa KOMMYHarnbHOro BoA0CHABKeHNS U MeCTHLIN
KOMMeTeHTHBIA opraH NpeaocTaBnsioT YETKYH0 MHpOpMaLUIo 0 pucKkax 3aToNMeHUA CTOYHBIMU BO4aMK B paiio-
He obcrnyXuBaHNA U Mepax, KoTopble NoTpebuTenu n BnagernbLlbl 06bEKTOB HEABMXUMOCTU MOTYT NPUHATb,
4yTOObl MUHUMWU3NPOBATL BO3MOXHOE BMMSIHUE 3aCOPOB WM 3aTOMEHUst (Hanpumep, Hagnexawun copoc
CTOYHbIX BOA, HeoBX0oaNMble BHYTPEHHWE YCTAHOBKM, UCMONb30BaHNE HEBO3BPATHLIX KManaHoB, HACOCHBIX
ycTaHoBok). OnepaTtopy criegyet paszpaboTaTh NnaH OTBETHbIX AENCTBUM Ha crydan cboes B paboTe cuctemsl
yAaneHusi CTOYHbIX BOA.

5.4 YnpaBneHue KOHTPaKTaMU U BbICTaBleHUE CUETOB

5.4.1 BO3MOXHOCTb 3aKNIOYEHUs1 ICHOFO U NOHAATHOrO cornaweHus o6 ycnyre

Cunctema KOMMYHanbHOrO BOAOCHAOXEHWUA OOMDKHA 3aKknoyaTh C NOTPeBbUTeNsMM ACHbIE U MOHATHLIE
cornaweHus ob ycnyre Ha cnpaseanueblx ycnosusix. CornaweHve ob ycnyre A0MmKHO BKIIOYATL YeTKUe U 40C-
TYMHblE YCNOBUSA U COOTBETCTBOBATL TPEGOBAHNAM NPUMEHUMBIX MOCTAHOBNEHWI U PYKOBOASLLMX YKasaHUid. B
ntobom cryyae HeT HeobXo0AMMOCTH B MHANBUAYANbHbIX UMW MUCbMEHHBIX KOHTPaKTax.

Ecnu cuctemoit KoMMyHanbHOro BoAoCHabXeHWa UCnonb3yeTca cTaHaapTHoe cornatueHne o6 ycnyre,
OHO AOIMKHO BBITb 4OCTYNHO ANs 06LLeCTBEHHOCTN.

Ecnvcnctema npeanaraeTt BHECTU MISMEHEHWSA B CyLLIECTBYOLLEe cornalleHne ob ycnyre, KNMeHTbl 4OITK-
Hbl MONYYUTL yBeAOMIIeHNe O NoApoBHOCTAX BHOCUMBIX N3MEHEHWUA U UMeTb BO3SMOXHOCTb BbiCKasaTb CBOU
KOMMEHTapU1K Mo OKOHYaTEeNbHOMY PEeLUEHNIO.

Crictema gofkHa NoAroToBUTL U caenatb AOCTYNHLIMU Af1A NOTpebuTener npoLeaypbl 3akoveHns n
aHHynMpoBaHus cornatueHuin. Mpouedypbl aHHYNMPOBaHWSA A0MMKHBI 6bITb MPOCTLIMN.

5.4.2 ToYHOCTb NpU BbICTaBNE€HUU CHETOB

Cunctema KOMMyHarnbHOro BogoCHaGXeHWs omkHA NPUHATL Bce Heobxoanmble Mepbl, YTobbl obecne-
YUTb TOMHOCTb NPW BEICTABINEHUN CHETOB KNUeHTaM. B cnyyvae xxanobbl Ha TOYHOCTb cHETUYUKA, UCTIONb3YEMOro
AN n3mepeHns notTpebneHns ycnyru, onepatopy crneayeTt NPoBECTM NPOBEPKY cYETUMKA U 3aMEHUTb ero Npu
HeobxogumocTu. CneayeT paspaboTaTtb YeTKyHo NpoLeaypy BHeCEHUS KOPPEKTUPOBOK B CRyyae oLmnbKu, cTa-
BALWeN NoTpebnTens B HEBLIFOAHOE NOJIOXKEHNE.

Ecnu cyeTa BbICTaBNAOTCA HAa OCHOBaHWUM APYTMX METOA0B, OT/IMYHBIX OT CHATUIA NOKA3aHUIA cYeTYMKa,
onepaTop AOMKEH AaTb NOSICHEHUs N0 OCHOBE ANA pacyeToB U NPeayCcMOTPETL MeXaHU3Mbl, MpeaoTBpaLLatke-
LWye nosiBfieHne oLIMBOK UMM HECOOTBETCTBUI B cHeTax. B 3aBMCUMMOCTHM OT yCroBWiA cornatueHust o6 ycnyre B
cny4ae HeBO3MOKHOCTU OCYLLIECTBNEHNA MOCTaBKU CyMMa cyeTa Ao/DKHa BbiTb YMeHblUeHa COOTBETCTBYIHO-
LM obpasom.

5.4.3 OTBeTbl HaXanobkl No cyeTaMm

Cnctema KOMMyHaneHOro BoAoCHabXeHUs OoMKHA B pasyMHble CPOKM AaTb CBOEBPEMEHHbI OTBeT
3aperncTpnupoBaHHoOMY NoTpebuTernto, B KOTOPOM 0O bSCHAETCA UMK peluaeTca npobnema unu yaosneTsops-
eTcs xanoba.
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CucTema gomkHa npuaepxusaTtses 06a3aTenscTea (KOTopoe MOXeT ObITb BKITHOYEHO B cornatleHune 06
ycnyre), orpaHu4MBatoLLEro MakcManbHoe Bpems 48 0TBeTa Ha xanobbl o cueTam.

B 3aBMCMMOCTM OT YCITOBUI cornalleHunsi 06 ycnyre cucteMa 4ofmkHa paccmaTpuBaTth AeHEeXHbIe BOMpo-
Cbl, BO3HMKAIOLLME B CBSI3M C OLUMOKaMM B cHETaX, U BEIHOCUTL MO HUM NpUeMieMble peLleHus.

5.4.4 fAcHocTb BbiCTaBJ/IeHHbIX CYETOB

CucTemMolt KOMMyHanbLHOro BOAOCHaGXEHUs1 UICNONb3YeTCsl CUCTeMa BbICTABEHNSI CHETOB (GUMNUHIO-
Bas cMcTema), BbinucbiBatowas notTpedbutensam cyeta B 6ymaxHoh hopme Unu B SNEKTPOHHOM BUAE, UMK ApY-
rme cpeacTBa, NpU 3TOM cHeTa AOKHbI ObITb TOYHLIMK, MOHATHBIMW, CBOEBPEMEHHBIMI U MOTNHBIMMU.

CucTema npegocTasnseT noTpedbutenam nogpobHyo MHopMaLnio O CTPYKTYPE U CoAepKaHNN CHETOB.
OTauHbopMauna 4oMKHA BbITb SICHOR, MOHATHOR, NCMOMNb3YIOLLE MPOCTOM A3bIK M 0AHO3HaYHbIE NpeAcTaBne-
HWsA. MpuMepbl 4OKYMEHTOB, KOTOPbIE MOTYT BbITb NCMOML30BaHbLI, YTOBLI NPEACcCTaBUTb NOTPEBUTENAM 3Ty
nHbopMaLMio, BKMOYaKT NepeyeHb TapudoB, ONUCaHNA YaCTHbIX CllyYaeB U T. 4.

Ecnu gns pasHbelx ycnyr ucnone3yeTcs 041H 0BLLMIA CHET, COBMECTHBIN C yCryramu NnMTbeBOro BoAoCHab-
XKEHWUA UNK ycryramu no yaaneHuio CTOMHBIX BOA, COAepKaHWe LOMKHO YeTKO pasnMuaTees U kaxaas ycnyra
O0IkHa BbITb YeTKO onpeaeneHa.

5.4.5 Cnoco6bl onnarbl

Cuctema KOMMyHarnbHOro BOAOCHaBXeHUs1 oS KHA NPUHATL HeobxoauMble Mepbl, yNpoLLaoLwme ocy-
LLeCcTBNEHMe nNnaTtexen notTpebutensamm, nocpeacTBOM:

a) perynsipHoro BbICTaBlEHNs CHETOB;

b) Bo3MOXHOCTU BbIBOPaA U TMBKOCTU CNOCOBOB onnaThl;

C) YacToThbl NnaTexewn;

d) MuHUMYMa Heyao6CTB (Hanpumep, OTHOCUTENBHO MECTOHAXOXAEHUSI TOYEK BHECEHMUSA NlaTexein unm
Hanuunst ANnHHBIX oYepeaen).

B cOOTBETCTBMM C MECTHBIMW OBbIMasMW U NPAKTUKOW CNocobbl onnaThl MOMYT BKITHOYATD!

- HanuuyHble;

- YeKku;

- ©aHKOBCKMW NepeBos;

- NpeABapuTENbHO orlaunBaeMble «Mapku No ycryraMm BOAOCHaGXeHUs»;

- KpeauTHblE KapThl;

- Apyrue cnocobbl.

CrniegyeT yunTbiBaTh, YTO HauMeHee obecneyeHHble KNMEHTbI NpeanoyYnTaloT BHOCUTL YacTble nnaTtexu
Ha HeBonbLUVE CyMMBI, U perynupoBaTh CUCTEMbI BbICTABNEHUS CHETOB C y4ETOM 3TOro hakTopa, eCnnaTo BO3-
MOXHO.

CneayeT BeCTU yueT BHECEHUs NNaTexen ¢ BO3MOXHOCTbIO ANna noTpebuTenei NposepuTb BHECEHHbIE
nnaTexmn 0THOCUTENbHO BbiCTABMNEHHBIX CYETOB.

5.5 MNopaepxaHue XxopoOLLUUX OTHOLLEHUA C NOTpPeGuTenaMu

5.5.1 O6LwWue nonoxeHus

Cucrtema KoMMyHansHoro BogocHabxeHUsi B CBOer AeATeNbHOCTU A0MKHA ONUMpaTbCsa Ha OXuaaHus
noTpebuteneit. OHa gomkHa BHEAPUTL NpoLeaypbl, HaNpaBneHHbIe Ha NogaepXXaHUe XOPOLINX OTHOLUEHUA U
yyacTtue notpebutenei. ns obLieHus ¢ noTpebutenamu gomkHa 6biTb NpeAocTaBneHa KoHTakTHasa nHgop-
maums. CnucteMe KoOMMyHanbHOrO BOAOCHabxeHusl cnegyeT Takke paspabotaTtb npoueaypbl o6paboTku
3anpocoB noTpebuTteneit, No3BonsoLWwme AaTh NOACHEHUA U/UNK peLnTb NPo6neMy B pasyMHble cpoku. Takue
npoueaypbl ACMKHbI rapaHTUpOBaTh NOTPEOUTEN KOHPUAESHUNANBHOCTb, OHU BLINOMHAKTCA NEePCoHaNoM,
UMeoLWUM AOCTYM K TekyLen nHpopmMaLmmn.

CucTema gomkHa npuaepxusaTtbes 06a3aTenscTea (KoTopoe MOXeT 6bITb BKIHOYEHO B cornalleHne o6
ycnyre), orpaHu4MBatoLero MakcMmarnbHoe BpeMs ANs OTBETa Ha 3anpochl.

5.5.2 MucbMeHHbIe 06palleHun

Cuctema KOMMyHanbHOro BoAocHabXeHUs OOMmKHa onpeaeniTb BO3MOXHbIE (POPMbl NMUCbMEHHOro
obLLUeHWA, aganTupoBaHHble KHY>A4am noTpebuTenen, M gaBaTb OTBET B pasyMHble cpoki. OHa AorkHa AaBaTb
npuemriemMble OTBEThI UIU peLleHust.

CucTema JormkHa npuaepxmnsaTtbca 0b6a3aTenscTsa (KoTopoe MoXeT BbITh BKNOYEHO B cornalleHne ob
ycnyre), orpaHuyvBaloLLero MakcrMarnbHoe Bpems Ans oTBeTa B Cyvyae NUCbMEeHHbIX 0bpalLeHni.

5.5.3 O6paleHus no TenedoHy

Ecnn TenedoHHas cBaA3b AOCTyMNHA, cucteMa KOMMYHarnbHOro BogocHabxkeHnst gomxkHa obecneynTb
Hanuune cnyxobl, 0TBeYaloLLen Ha NpUHNATLIE TenedoHHbIe 3BOHKW B pasyMHbIe CPOKU, a Takke paspaboTtaTts
npuemnemMblie pelleHus Unmn oTBeThl NoTpebutenam.

TenedoHHas cnyx6a gornxkHa 6biTb B Nto6oe Bpemsl JOCTYNHa A/151 0OTBETa Ha 3BOHKM O Ype3BbivaiHbIX
cutyaumsax. Cuctema gomkHa npuaepxmnsaTbes o6sa3atenbcTea (KOTopoe MOXeT BbITh BKMHOYEHO B cornatule-
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HWe 06 ycnyre), orpaHU4MBaloLLEro MakcuMarbHoe BpeMsi OXuaaHUs U MakcumarbsHoe BpeMs Afisl oTBeTa B
cny4yae obpalleHuin no TenedoHy.

B paiioHax, rae TenedoHHas cBA3b HeAOCTYNHa, cucTeMe cregyeT obecnednTs anbTepHaTUBHbLIN Bapu-
aHT ANs OTBeTa Ha 3anpockl NoTpebuTenein nnu pearnpoBaHmns Ha coobLLEHNS 0 Ype3BbIHaNHbIX CUTYaLIMSIX.

5.5.4 Buautbl noTpeburens B opucbl CUCTEMbI KOMMYHaIIBHOIO BOGOCHabXeHus

CucTtema KOMMyHarnbHOre BogocHabXeHUs1 AoMkHa UMETh onpedeneHHyo MHGPacTPYKTYpyY AN npue-
ma noTpebutenei. Cnegyet yctaHoBUTL paboyne Yachl, KOTopble A0MKHbI cobniogaThes, U pasyMHoe U Xopo-
WO perynupyemoe BpeMmsi oxugaHua anst nocetutenei. [Mpuem AorpkeH NpoBoAWTbCs B YAOGHBIX ANs
noTpebutenel ocducax. B cenbcknx Mnm manoHaceneHHbIX paioHax, rae cralMoHapHble ouckl OTKPLIBATbL
HeBbLIFOAHO, cUCTEMe creayeT 06ecnevnTb Hanudue ansTepHaTuBbl (Hanpumep, MoOGUNLHbIE OPUCHI, ANeKT-
POHHbIE NPUEMHEIE).

WHpacTpykTypa goskHa npegycMatpuBaTh KOHpUAEHLMANbHOCTL, a8 paboTHUKNA cucTeMbl, paboTato-
LME C MOCETUTENAMMN, AOTKHBI UMETb 3HAKN, YAOCTOBEPAOLLNE NTUYHOCTb.

B oducax nocetntensm AorkHbl GbITb AOCTYMHBLI NOHSATHbIE AOKYMEHTbI, OTHOCALUMECA K OCHOBHBIM
XapakTepucTukam npegoctaBnsemblx yenyr. Cioga BXoAUT Takke MHpopmMaums, B KOTOPOIN NPOCTLIMA TEpMU-
Hamu ob6bsAcHAeTCA NpoLeaypa obpalleHns ¢ 3asBKOM Ha NpeAocTaBNeHUe YCRyrn CUCTeMbl KOMMYHaNbHOMO
BOAOCHaOXeHUS.

5.5.5 Busutbl Kk notpeburento

CucTema KOMMyHarbHOr0 BOAOCHaBXEHUS AOMKHA NPUHATL NpoLueaypbl, rapaHTupytowme cobnogeHue
paboTHMKaMM cMCTEMbI Ha3HaYeHHOro BpeMeHUW BCTpeuur Npu Bu3uTax k notpe6utentio. Mpoueaypbl Takke Aon-
XKHbI pernameHTMpoBaTh Hanuume y paboTHUKOB COOTBETCTBYIOLLMX ONO3HaBATENbHbIX 3HAKOB, YAOCTOBEPALO-
WMX JIMYHOCTb, KOTopble paboTHMK NokasbiBaeT notpebutento. MoTpebutenn AOMKHBLI 3HATb O TaKoM
TpeboBaHuu.

PaGoTHMKaMm cucTeMbI crieayeT CBECTU K MUHUMYMY Mio6ble Heyao6cTBa ANA noTpebuTensa u cobniogaTe
KOH(UAEHLNANLHOCTL BO BPpeEMA 1 nocne BnauTa. PaboTHWKK, HaHOcALWME BU3UTBLI NOTPEBUTENAM, 4OMKHbI
obnagaTe HeobXOAMMbBIM YPOBHEM KOMMETEHUMU OTHOCUTENbHO MPUYUHBLI BU3UTA U Bcerga BecTu cebs
BEXIUBO.

5.5.6 Xano6bl M npockbObI

CuvcTema koMMyHanbHoro BogocHabxeHus1 4omkHa paspaboTaTtb npoueaypsl ANs oTBeTa W/WUnm NpuHs-
TUS pewleHus no xxanobam n npockbam notpebutenen. Cuctema AomkHa NpuaepXuBaTbes 06s3aTenLCcTBa
(koTopoe MoXeT 6bITb BK/OMEHO B cornaweHne o6 ycnyre), orpaHMuMBaloLLEro MakcumarnbsHoe Bpems ans
oTBeTa Ha xanobbl M npocbObl noTpebuTenein. OTHOCUTENbLHO BCex kanob 1 npockb AomkHa AecTBOBATL CUC-
TemMa MOHUTOPWHIa A1 OLLeHKN BpeMeHUM oTBeTa.

Cnocobbl nogayqn xanobbl UK NPockObl BKIHOYAIOT:

- MUCbMEHHBIN;

- no TenedoHy;

- M0 3MeKTPOHHOM rMoYTe;

- no dpakcy;

- YCTHO BO BpeMs BUsuTa noTpeburens unm nHslM o6pasom;

- YCTHO BO BpeMs BU3UTa pabBOTHNKOB CUCTEMbI KOMMYHAaTbHOIO BOAOCHAGXEHUS.

HanbHenwmne ykasaHusa no obpaboTtke xanob u npockb noTpebutenei AaHbl B cTaHgapTe
NCO 10002:2004.

5.5.7 YBegomneHus 06 orpaHU4eHUAX U NpepbiBaHUAX

CucTtema KoMMyHansHoro BogocHabxeHns AomkHa Ucrnonb3osaTh Hanbonee noaxoasiLymii cnocob yse-
AomneHus notTpebuTeneil 0 BOSHUKHOBEHMUM OMacHbIX YCIIOBWIA UMW MNAHOBLIX OT PaHUYEHWUA, UK NpepbIBaHUA
npegocTasneHus ycnyru. B cnyyae HesannaHMpoBaHHbIX UK Ype3BblYaAHbIX OrpaHUYEeHUIA U1 NpepbIBaHUIA
npeAocTaBreHNs YCnyrn cucteMa AoSkHa kak MOXHO cKkopee MpouHopMUpoBaTL NoTpebuTenei, KOTopbIX
3TO KacaeTcs, 0 NpuduHax, npeanonaraemMon NnpogoKUTENbHOCTU OrpaHUYeHNIA U NpepbIBaHUIA.

PekomeHnayeTcs, 4yTobbl cucTeMa npuaepKnsanacb o6s3atenbcTsa (KOTOpoe MoXeT GbiTb BKMHOYEHO B
cornateHue ob ycrnyre), ycTaHaBnNMBaroLwero MUHUMabHbIA CPOK YBEAOMIEHWs NoTpebuTenei, KOTopbIX 3T
KacaeTcs, O NITaHOBbIX OrpaHUYEHUAX NN NpepbiBaHUSX TpedocTaBneHNUs yCnyriu.

5.5.8 [foctynHocTb UHchopMauuu o6 ycnyre

OnepaTtop, OTBETCTBEHHLIN OpraH M KOMMNETEHTHLIE OpraHbl AOMKHbI MPEaoCcTaBnsATbL NoTpebutensam
OTKPBITYHO U Npo3padHyo MHopMaLmio obLLero xapaktepa, kacatLuyocs 06LLeaoCTyNHbIX aCNeKTOB yCryriu,

17



roCT P UCO 24510—2009

BKItoYas pacnpefeneHue 0653aHHOCTEN U BLINOMHeHWe YCyr B COOTBETCTBUN C MECTHBIMU yCroBUSIMU. OTa
nHgopmaLuma AosbkHa 6bITb NpeAcTaBrieHa Takum 06pa3om, 4To6bl 6biTb MakCUMarbHO NONE3HOW Makcumarnb-
HOMY uMcIy noTpeGuTenei.

MoTpebuteny MoryT 06paTuThes K onepaTopy, 0TBETCTBEHHOMY OpraHy W/ KOMNeTEeHTHBIM OpraHam ¢
3anpocom o packpbITUU UHopMaLMKU. B HEKOTOPbLIX Criydasx packpbiTve UHGOpPMAaLMK perynnpyeTcst 3aKo-
HoM. MHdopmaumsa MoxeT 6biTb AOCTYNHOM, HO HeoBA3aTenbHO pacnpocTpaHaeMoin ans obuwero goctyna. Ho
€CJIM BO3MOXHO, orepaTop, 0TBETCTBEHHbIN OpraH 1 KoMNeTeHTHbIe OpraHbl AOMMKHBI NPeAoCTaBUTL BCHO A0C-
TYMHYIO MO 3aKoHY MHOPMALMIO B OTBET Ha TaKoit 3anpoc.

Mpumep — B3asucumMocmu omMecmHbIX ycs108ull 06ujedocmynHbie acekmbl yCily2u Mo2ym 8Kiodams:
a) eonpocbl OXpaHbl 300pP08LS YeJ108€Ka:
- pe3ynbmambi NPO8EPOK KaYecmea;
- nepuoduyeckue onmyYembl 0 Kavyecmee e00bl;
- nepuoduYyeckue omYyemb! 0 Ka4ecmee cMoYHbIX 800 U ymunu3ayuu omxodoe;
b) knuenmckoe ob6cnyxueanue:
- KOHMaKmHbie daHHbIe (Yackl pabombi ohpucoe, meneoHbl);
- npoyedypbi N00ayqyu Xanobbil;
- npouyedypubi 8bICMaseHUsI cYemoe u onnamsi;
- Kak nony4umb mpebyemyro puHaHcoeylo nomouis 051 onfiamel cyemoe (Hanpumep, coyuanbHoe
obecneyeHue);
C) npaeossbie paMKu:
- KOHMpaKmsbi ¢ KNUeHmMamu;
- npaeanompebumenecii;
- o6s3aHHOCMuU nompebumenel;
- mapudbi;
- npoyedypbl ycmaHoeku mapugos;
- cyujecmeyroujue KOHMPaKmMbi (HanpumMep, co2aweHus! 0 Ib20Max, coas1auweHuss 06 ynpaesneHuu);
- npedsoXeHusi Mo HOBbIM UJIU 80306HO8NIeMbIM KOHMPaKMam (HanpumMep, 1o Co2/1aWeHUsIM 0 JIb20-
max, coasiauieHusm o6 ynpaeneHuu);
- npoyedypbl 3aKTI0YEHUSI KOHMPaKmMoe (Hanpumep, co2aweHull o Ib2omax, coznauieHuti o6 ynpae-
JIeHuu);
d) eonpochki aKcrlyamayuoHHO20 Xapakmepa:
- CPOKU pacwupeHus ycnyau;
- nopsidok delicmeuli 8 Ype3ebiYalHbIX CUMyayusix;
e) ¢huHaHco8bIe 80NPOChHI:
- cmpykmypa 3ampan;
- ¢hopmyna yeHoobpa3zoeaHusi;
f) ebimonHeHue ycnyau:
- nokaszamernu npou3zgodumenbHocMu, Ny6nuKyeMbie, HarnpumMep KOMITeMeHMHbLIMU Op2aHamMu.

5.5.9 MeponpuaTua, npoBoauMble B MECTHOM coobLecTBe

Cucrtema KOMMyHanbHOro BOAOCHaGXeHUs1 A0KHa NPUHUMATL y4acTue B MepOnpUATUNAX, NPOBOANMBIX
B MECTHOM CO0DLLIEeCTBE, HE3aBUCMMO OT TOTO, HACKOMBKO OHU CBA3AHLI C YCNYron, UM MOXET opraHusoBaTh
CBOW COBCTBEHHbBIE MEPOMNPUATUSA, HanpUMep OHW ANS MOCEWeHNA U SKCKYPCUK Mo NPOU3BOACTBEHHBLIM NNo-
Waakam cuctembl. CucTema AomkHa noaae pKuBaTh XOpoLwne OTHOLEHUSA ¢ MeCTHBIM coobLlecTBoM NyTem
npocmnakTnieckoro npeaocTasneHns HgopMauun n NnoaaepXnBan CBOK OCBEAOMIIEHHOCTL O MECTHbIX
oXunaaHusx (pesynbTaTom MoXeT GbiTb, HanpuMep COTPYAHUYECTBO € coobLLEeCTBOM U yyacTue 4o6poBonbLEeB
B CNy4ae BO3HNUKHOBEHWS Ype3BblYaiHbIX CUTYaLUiA).

5.5.10 Yuyactue notpebutenen

Onepatop, OTBETCTBEHHLIV OpraH n/MnmM KOMNeTEHTHbIE OpraHbl AOMKHBI CTUMYNUPOBAaTb U NOOLWPATL
y4yacTue notpebutenen (B paspaboTke 3akoHOAATENbHBIX pernameHToB, UHaHCUPOBaHUU U T. A.), KoTopoe
MOXeT NPUHNMaTb pasHble hopPMbl.

Mpumepb!

- npoeedeHue KOHCYNbMmayuill 8 MOCMOSIHHbIX KOMUCCUSIX nTompebumernel, KOMopLIe MO2ym OMCcNeXu-
8amb xasnobbi u cobnrodeHue cmandapmos npedocmasneHus yenyau;

- y4acmue 8 QUCKYCCUSIX 10 YaCMHbIM CIIyYasaMm;

- KOHCY/bmauuu fno acrneKkmam KTioYeebiX peuweHull, maKux, KaKk Hoeble Ipo2paMmbl 110 PacuwWupeHuro
cemu, ycmaHoeJ/1eHUsI UeH Ha Ho8blii Mepuod, paccCMOMpPeHUs codepKaHust HOBbLIX KOHMPaKkMoe u/usiu usMeHe-
HUsi 0meencmeeHH020 op2aHa; KOHCY/Tbmayuu Mo2ym npoeodumscsi Mexdy nompebumensmu u onepamopa-
MU, omeemcmeeHHbIMU Op2aHaMu u/uitu KoMrnemeHMHbIMU Op2aHaMu, CO8MECMHO UJ1u 110 omdesIibHOCMu.
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5.6 3awura okpyxatoLien cpeabl

5.6.1 O6ocHOoBaHHOE UCNOSIb30BaHWe NPUMPOAHbLIX pecypcoB

Cuctema KOMMyHanbHOro BogocHabxeHnsl 4oKHa CTpeMUTbea K ahekTMBHOMY M 060CHOBaHHOMY
NCMONb30BaHUIO BOAHbIX U APYrUX peCypCoB (HanpumMep, sHeprum).

Ei Takke cneayeT npeanpuHUMAaTh Takue AeNCTBUS, Kak:

- MUHUMU3ALUA yTeuek;

- MUHUMW3AUNA 3arpsisHEHUA OKpYXaroLwwen cpeabl;

- obecneveHne oxpaHbl BOAHOMO UCTOYHUKA, BKITHOYAasi MEXaHU3Mbl JONFOCPOYHOro pacnpeaeneHns
pecypcosB;

- HabnogeHue 3a Ka4eCTBOM U KOJIMHECTBOM BOAHBLIX PECYPCOB B paioHax BoAo3abopa;

- yyacTue B KOMUCCUSIX, 3aHUMAIOLLMXCS BOMPOCaMuy ynpasneHua pevHbiMy 6acceitHamu;

- obecne4veHne 0byueHUA 1 NpegocTasneHus obuien uHbopmMaunm notpebutensm ob acddekTBHOM
ncnonbL3oBaHUU BOAHBLIX U APYrX NPUPOAHBLIX PECYPCOB;

- ycTaHOBNeHWe TapudoB U/WUNN NPUHATUE Mep, COAEUCTBYOWMX 3 dPEKTUBHOMY UCMONbL3OBAHUIO
BOAbI.

JanbHenwmne ykasaHua gaHel B ctaHgaptax MCO 24511:2007 n UCO 24512:2007 .

5.6.2 O4ynCTKa CTOYHbLIX BOA

OTBETCTBEHHbI OpraH u/unyM koMneTeHTHbIE opraHbl o6ecneunBaloT 4OCTaTOYHYIO OYUCTKY CTOUYHBLIX BOA
ANs NpeAoTBPaLLEHNS Yrpo3bl 340POBbLI0 U MUHUMKU3ALUMK HEBNAronpUATHOro BO3AENCTBUSA Ha OKPY>KatoLLyHo
cpeay.

OnepaTop, 0TBETCTBEHHBIN OpraH U/Mnmn KoMneTeHTHbIe OpraHbl A0SKHBI NPeA0CTaBNATL NoTpebuTenam
nHpopmaLmio 0 NoBbIX NPUMEHUMbIX NOCTAHOBNEHUAX U YKa3aHUsIX, a Takke O cTeneHU cobniogeHus Takux
MOCTaHOBMEHNIA U YKa3aHWiA.

OanbHenwne ykasaHus AaHel B ctaHgapte MCO 24511:2007.

5.6.3 BozpencTBue Ha okpyxKawLlylo cpeny

OnepaTtop, OTBETCTBEHHBI OpraH 1 KOMMNEeTEeHTHbIe opraHbl A0MKHBI NPeanpPUHUMATL BCE BO3MOXHbIE
AeNCTBUS MO MUHUMU3ALMN BIIMSIHWSA UX AeATENbHOCTUN Ha OKpY»KatoLyto cpedy. Pe3ynbTaTbl BHeAPEHUS Taknx
AencTBuin cnegyeT coobllath 3aMHTepecoBaHHbBIM CTOpoHaM. Takue AenCTBUA criegyeT NPOBOAUTL B COOTBET-
CTBUM C NPUMEHUMBIMI NOCTAHOBIIEHWUSIMU 1 yKa3aHUAMMN, 1 3 eKT OT HUX MOXET BbITb YCUNeH BHeagpeHneM
CUCTEMBI aKororndeckoro MeHegpxkmeHTa (Hanpumep, NCO 14001:2004). OnepaTtop, OTBETCTBEHHbIN opraH
/NN KOMNETEHTHbIE OpraHbl 4OMKHbI PETYNISIPHO NPeaoCcTaBNATL UHopMaLMio 0 BO3AeNCTBUM CBOE aes-
TENbHOCTU, CBA3aHHOW C yCryraMun Bo4OCHaBXeHNA, Ha OKpY>KatoLLyto cpeay.

HansHenwne ykasanusa aarel B ctaHgaptax MCO 24511:2007 n UCO 24512:2007.

5.7 MeHenxMeHT B chepe o6ecneyeHna 6e3onacHOCTU U Ype3BbIYaHbIX CUTYaLUA

OnepaTop, 0TBETCTBEHHbIN OpraH 1 KoMNeTEeHTHbIE opraHbl JOMKHBI pa3paboTaTb 1 perynspHo TeCcTUpo-
BaTb COOTBETCTBYHOLME NNaHbl ASACTBUA B Upe3BblYaAHbIX CUTYaLMSIX U NpodunakTmiecknx Mep, OCHOBbIBa-
AICb Ha NPUHUMMNaX MeHeaAXXMeHTa PUCKOB, Ky4a BXOOAT:

a) npocpunakTmyeckne Mepsbl;

b) BHYTpeHHsIs opraHMsaLms Mo YpesBblHaNHBIM CUTYaLIUAM;

c) obydarowme npoLeaypbl 415 paboTHUKOB;

d) cooTBeTcTBYIOWaAN MHpopMaLma Ansa noTpebuTtenen;

e) npoueaypbl 415 BOCCTaHOBNEHNA HOPMaslbHOMO NPeAOCTaBEHUs YCIyTu.

MnaHbl AeNCTBUIA B YpesBblvalHbIX CUTyauusx cnegyet paspabaTbiBatb Takum obpazom, YTobbl OHK
npedycMmatpuBani BOCCTaHOBIEHWE NMPegoCTaBAeHNUst yCrlyrm noTpeburensam B pasyMHble CPOKA U YMeHbLLe-
HMEe PUCKOB U HEeYAOBCTB, HACKOMLKO 3TO BO3MOXHO, B COOTBETCTBUMU C MECTHBIMW YCNIOBUAIMW. OTU MiaHbl Tak-
e OOMKHbI NpegoTBpallaTh NpepbiBaHue NpefocTaBneHust yeryru no npudmMHe npobnem ¢ kauecTBOM unu
KONMYEeCTBOM NOCTaBNSEMON BOALI UNN YXyALLEHUS BOOHBIX PECYPCOB UMW OKpYXXatoLen cpeabl.

MnaHbl AEACTBUIA B Ype3BbIMalHbIX CUTYaLMSAX AOMKHBI COOTBETCTBOBATbL U BCTPaAUBATLCA B COOTBET-
cTBylowwme oblme nnaHbl Ans Tepputopuun. OnepaTop, OTBETCTBEHHbLIA OpraH U/UnM KOMNeTeHTHbIe OpraHbl
[OIMKHBI 06RerYnTb KOHTaKT C HUIMU BO BPeMS Ype3BblvaitHoi cuTyaumum. Cnocobbl KoHTakTa MoryT 6biTb 06LWLU-
MW 4N BCeX BUAOB Ype3BblYaliHbIX cCUTYaLuiA B 4JaHHOM paiioHe.

Bo Bpemsa nobol Ype3sbi4aliHO cCUTyaLumn onepaTop, OTBETCTBEHHbIA OpraH Ui KOMNETEHTHLIN opraH
[AOIDKHBI NPeAoCTaBNATbL CBOEBPEMEHHYIO MHbopMaLMIo NOTPeBUTENAM Mo crieayoLMM Bonpocam:

- XapaKTep 4Ype3BblYaiHON CUTYaLu1 U pucku (B criydae ux Hanudms);

- KOHTaKTHble AaHHble NpeacTaBUTENEN CUCTEMbI KOMMYHAaITbHOrO BoAocHabxeHus,

- YTO OOMXeH agenaTb NoTpebutens (ecnu Heobxoanmo);

- BpeMsl 10 BOCCTAHOBMNEHMS HOpPMAaribHOW ycrnyr u 6yayT nu npeanoXeHbl Kakue-nubo BpemMeHHble
peLueHust.
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WHbopmaLmio crneayeT pacnpocTpaHaTh cpeaun noTpebuTtenein noaxoasawmm 1 J0CTYNHBIMU MeToaamum
B YCIIOBUSAX YPE3BbIYANHON CUTyaLMN.
[anbHenwwne ykasaHua ganel B ctaHgaptax MCO 24511:2007 nNCO 24512:2007.

6 KpuTepwum oueHKM ycrnyru notpedbutensam

6.1 O6wWwue nonoxeHus

Yenyry notpebutensam cnepyeT oLeHUBATb, NPUHUMAas BO BHUMaHMWE HY>Xbl U OXuOaHus noTpebuteneit
1 pesynbTaTel AENCTBUN, onpeeneHHbIX Ha OCHOBe yKasaHWI, NpeAcTaBeHHbIX B pasgene 5. YaosneTsope-
HUe 3TUX HYXA U OKUAAHWUIA U CTeneHb yCNeLHOCTN AeNCTBUA MOTY T U3MEPSITLCS C MOMOLLbHO NoKasaTenei aes-
TENLHOCTMU.

B Takux cny4asx Ans onpegerneHns KOHKpeTHBIX NoKasaTenen AesATeNbHOCTU B HACTOSALWEM pasjene
npeacTaBneHbl KTHYEeBbLIE KpUTEPUM OLLeHKN, HEOBXOANMBIE AMS XapakTePUCTMUKM BBINMONHEHUS NOCTaBNEeHHbIX
Lenen. [1ns scex HyXA U oXunaaHuin noTpebutens, npuseaeHHbIX B pasgerne 4, AaHbl PYKOBOASLLME YKka3aHWsi B
pasgene 5 1 cOOTBETCTBYIOLME KPUTEPUN OLIEHKN — B HacTosLeM pasaene. [na kaxkaon Lenn, noctasneH-
HOM CUCTEMOW KOMMYHanbHOro BogocHabXXeHUsl, COOTBETCTBYHOLLAs 3anHTepecoBaHHas CTOPOHa OOMKHa
paspaboTaTb OAMNH UM HECKOINLKO NokasaTenen AeaTenNsHOCT AN UCNONb30BaHWs B NPoLLecce OLEeHKN ycny-
M OTHOCUTENbHO 3TOWN Lienu. KoHKpeTHble UCnorb3yeMble nokasaTenn AeATeNbHOCTU 3aBUCAT OT MECTHBIX
ycrnosuii (HanpumMep, eCrnn ypoBeHb HerpamoTHOrO HaceeH s 04eHb BbICOK, MoKa3aTeny A4esATeNbHOCTU, OCHO-
BaHHble Ha MMCbMEeHHbIX Xanobax, He UMeloT LLeHHOCTU; 4151 HeCeTeBbIX CUCTEM He MoAXoAsiT nokasaTenu ges-
TeNbHOCTU, CBSA3aHHble C U3MepeHWeM AaBsrneHus, u T.4.). B kaxagom cnyyae cnegyet paspabatbiBaTb
nokasaTenn eaTensHOCTU € UCNOMNb30BaHUEeM OOHOMO UM HECKOMbKUX KPUTEPUEB OLLEHKN, MPUBEAEHHBIX B
AaHHOM pasaerie, u MeTogoiorn, NnpeacTasneHHon B pasaerne 8. Mpumepbl nokasatenen 4eATeNbHOCTU AaHbl
B NpuUnoxeHun B.

6.2 focTyn Kk ycnyram BofocHabxeHus

Kpu1Tepum oLeHkM BKMoYatoT:

- obbeM BoAbl, AOCTYMHbIN NOTPebUTensim;

- paBHbI 4OCTYN ANS Bcex noTpebutenen K yenyram NnuTbeBOro BOAOCHaGXeHUst U ycrnyram no yaane-
HWO CTOYHbIX BOS;

- AOCTYN K ycnyram nuTbeBoro BOAOCHabXeHWUs 1 ycryram no yaaneHuno CToYHbIX BOA B Cenbekux n 6ea-
HbIX panoHax;

- AOCTYN AOMaLLHWX XO3ANCTB C HU3KUMUW JOX04aMM K YCryraM NMTbeBOro BOAOCHabXeH!UA 1 ycnyram no
yAaneHuo CTOYHbIX BOA;

- 3KOHOMMKYecKas AOCTYMNHOCTb MOCTaBKW BOAbI U YCAYr N0 YAANeHUo CTOYHBIX BOA;

- BHedpeHuWe rocygapcTBeHHON NONUTUKN NO 0becneveHuio 4ocTyna K ycnyram nuTbeBOro BogocHabxe-
HUS 1 ycryram no yaaneHuo CTOYHbIX BO4 ManoumyLLero HaceneHus;

- AOCTYNHOCTb pearbHbIX U 3KOHOMUYECKWU NPUEMNEMBIX anibTepHaTUB yeryre;

- YCTOWYMBOCTb YCIYr NUTbE€BOro BOAOCHABXeHWA 1 YCRyr No yaaneHuio CTOYHbIX BOA,.

6.3 lMpepnocraBneHue ycnyru

6.3.1 Bpemsa ansa noAroToBKU K NpefoCcTaBfeHNI0O HOBOW yCnyru

KpuTepum oLeHKM BKIIOYAIOT:

- cobnogeHune cTaH4apTHOrO BpeMeHW NoAcoeAUHEHNS K ycnyre;

- MpocToTa yCTaHOBMAEHUsI HOBOIO NOACOeANHEHUA K ycnyre;

- cpepgHee BpeMs Ans obecneyeHns anbTepHaTUBHBIX POpM NpeaocTaBneHns ycnyriu.

6.3.2 PemoHTHbIe paboThbl

KpuTepum oLeHKM BKITIoYaloT:

- BNuAHWE Ha NnoTpebuTenel NnpepbiBaHWi NpeaocTaBNeHUA yenyrn (NNaHoBbie/BHENNaHOBLIE);

- cTeneHb MHpOPMUpPOBaHUs NoTpebuTenen o NpepbiBaHUAX (NN1aHOBLIX/BHEMNAHOBLIX);

- cTeneHb YCNeLHOCTU 3aBepLUEHUS NNAHOBBIX PEMOHTHBIX paboT B OrOBOPEHHbIE CPOKW.

6.3.3 Llenaycnyrun

KpuTepum oueHku BknovatoT:

- konebaHuA LeHbl OTHOCUTESbHO ee NCTOPUYECKUX YPOBHEN (C y4eToM konebaHna BanioTHLIX KYpCoB);

- cTeneHb BO3MeLLeHUA 3aTpaT U cTeneHb oxBaTa cybcuanamu;

- 3KOHOMUYecKas AOCTYMHOCTb YCNyru;

- cpaBHeHuWe ¢ Apyrumn chopMamu npeaocTaBrneHust ycnyr BoAoCHabxXeHus (Hanpumep, cCooTHoLWeHUe
LieH B aBTOMaTax U LieH cuctem Tpybonposoaos);

- CpaBHeHuWe ¢ Apyrumn ycnyramu, npegoctaBnsieMbIMy NOCpeaAcTBOM ceTeil.
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6.3.4 O61beM nocTaBKku NUTLEBOW BOAbI

KpuUTepuun oLLeHKU BKIHOYatoT:

nnaH pasBUTUS yCryru;

- HanaHc Mexay CrnpocoM M eMKOCTbIO CUCTEMbI MOCTaBKU NMUTLEBOW BOAbI;

- KMNp ncnons3oBaHus BoAbl M BOAHBLIX PECYPCOB;

- 0b6BbeM nnmn koadduuMeHT NoTepb BOALI.

6.3.5 KauyecTBO NUTLEBOMN BOAbI

Kputepnu oLLeHKN BKNHOYatoT:

- pe3ynbTaTbl aHanusa npob 1 ux cooTBeTCTBME TPeOOBaAHUAM MPUMEHMMBIX NOCTAHOBMEHUI N yKa3a-

- >kanobbl Ha Ka4eCcTBO NUTLEBOW BOADI.

6.3.6 JcTeTUUeckune xapakTepuUCTUKU BoAbl

KpuTepum oLLeHKU BKHOYatoT:

- kanobbl Ha acTeTUYeCKMUe XapaKTepUCTUKN MMTLEBON BOAbI,

- >kanobbl Ha 3anaxu, CBA3aHHbIE CO CTOYHbIMU BOAAMN.

6.3.7 [JaBneHue npu nocTtaBke NUTbEBOWN BOAbI

KpuUTepum oLLeHKM BKHOYatoT:

- COOTBETCTBUE TPebOBaHNAM NO YPOBHAM AaBMEHNS MPUMEHUMBIX YKa3aHUN U NOCTaHOBNEHWUA;
- >kanobbl Ha ypoBEHb AaBNEHUS.

6.3.8 HenpepbIBHOCTb NOCTaBKU NUTLEBOM BOAbI

KpuTepunm oLLeHKN BKNHOYatoT:

- cTerneHb HenpepbIBHOCTN NOCTaBKW;

- perynsipHoCTb HeceTeBbIX CNOCOBOB NOCTaBKU;

- >kanobbl, cBA3aHHbIe C HecobtoaeHeM HENPEPbIBHOCTU MNOCTABKMU.
6.3.9 OxBaT U AOCTYNHOCTb YCNYr NUTLEBOro BoAOCHabXeHusA
KpuUTepunm oLLeHKN BKNHOYatoT:

- CcTerneHb oxBaTa Ui AOCTYMHOCTY;

- CnpaBeanMBOCTb OXBaTa Ui AOCTYNHOCTH.

6.3.10 OxBaT ¥ AOCTYNHOCTb YCNYT MO YAaneHUIo CTOUYHbIX BOA
KpuUTepuu oLleHKU BKHOYatoT:

- cTeMneHb oxXBaTa U AOCTYMHOCTY;

- crpaBegnMBOCTb OXBaTa UM AOCTYNHOCTU;

- npepbIBaHUA NpegocTaBneHnsa ycnyr no céopy CTOYHbIX BOA U 0cagKa U3 OTCTOMHUKOB N BO3MOXXHOCTHN

cbpoca.

6.3.11 3aTonneHune o6bLEKTOB HeABUXUMOCTU CTOYHbLIMU BOAaMU
Kputepunmn oLLeHKN BKNOYatoT:

- ywepb oT 3aTonneHns CTOMHBIMU Bogamu;

- Hanuyuve Mep no npeacTBpalleHU o 3aTONIeHUA CTOYHLIMW BOAaMN;

- Hanuuue NraHoB AeMUCTBUI, BKIIOYas cOOBLLEHMSs Ha CriyYal 3aToneHusi CTOYHbIMU BOAaMu;
- >kanobbl, cBA3aHHbIE C 3aTOMNNEeHNEeM CTOUYHbIMI BOAaMM.

6.4 YnpaBneHue KOHTpakTaMu U BbiCTaBlIeHUE CYETOB

6.4.1 BO3MOXHOCTb 3aKNK4YEHNA AICHOIO U NOHATHOrO cornatwueHus o6 ycnyre
Kputepunu oLLeHKN BKIHOYatoT:

- Hanuuune obWeOoCTYNHOro, ACHOIO U MOHATHOMO cornatueHus ob ycnyre;
- >kanobbl, cBA3aHHbIE C cornailieHmuem ob ycnyre;

- Hanunuue obweaocTynHoro obpasua cornaweHuns ob ycnyre.

6.4.2 ToYHOCTb NpU BbICTaBNIEHUU CHETOB

KpuTepunm oLLeHKN BKNHOYAIOT:

- UCMNpaBlieHHble CYeTa;

- OLNOKN B CHATNI NOKa3aHWUIA CHETUYMKOB;

- pesynbTaTthl NPOBEPOK CYETUNKOB.

6.4.3 OTBeTbl Ha XanoObl, CBA3aHHbIe CO cHeTaMu

KpnTepun oLeHKM BKNoYakoT:

- Krnpg obpaboTkm xanob;

- achpekTnBHOCTL 06PaBOTKN Xanob;

- cobnogeHne cTaHAapTHOro BpemMeHn Ans oTeeTa.
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6.4.4 AcHocTb BbiCTaBNEeHHbIX CHETOB

KpuTepuu oueHKu BKIoHatoT:

- obpalueHuns no NnoBoay cyeTa;

- Hanu4ue AOMONHUTENBLHON HOPMALINK, KacatoLLencs cHeTa;

- ONPOCHI KTMEHTOB Ha TEMY cyeTa.

6.4.5 Cnoco6blonnartbl

KpuTepum oLeHKn BKIOYatoT:

- Bbl6op cnocoboB onnartkl;

- pasHoobpasue cnocoboB onnaThbl;

- yao6cTBO pacnonoXeHus ToYeK npuema nnaTexen;

- KMJA cuctemel ydeTta nnatexei.

6.5 MopaepxaHue XOpPOLLUUX OTHOLLEHUI C NOTpebuTenaMu

6.5.1 O6Lwme nonoxeHus

KpuTepum oLeHKn BKIOYatoT:

- Hanudne agMUHUCTPATUBHOrO NogpasaeneHus, 3aHNMaroLLerocs KnneHTCKUMU OTHOLLEHUSIMU;

- Hanu4une cxeM yyacTtua ons notpebutenei;

- onpockl noTpebuTtenei Ha TeMy OTHOLLIEHWIA C CUCTEMON KOMMYHamNbHOro BOAOCHaBXKeHNS;

- cTeneHb KoHpnaeHUMansHoCT 4Ns noTpebuTenei.

6.5.2 MucbMeHHble o6palyeHus

KpuTepum oLeHKn BKIIOYatoT:

- athbekTMBHOCTL 06paboTKM NMMCEMEHHEIX OBGpalLleHWi;

- cobnogeHne orpaHNYeHHOro MakcMmanbHOro BpeMeHn Ans oTeeTa.

6.5.3 OGpalueHuns no TenedoHy

KpuTepum oLeHKn BKIoYatoT:

- achbdekTMBHOCTE 06paboTkM 0BpalueHunii no TenedoHy;

- cobnogeHne orpaHNYeHHOro MakcumanbHOro BpeMeHn Ansl OTBETa;

- cobnogeHne orpaHNYeHHOro MakcMmanbHOro BpeMeHU OXKuaaHus.

6.5.4 Busutbl notpebutens B ocpucbl CUCTEMbI KOMMYHaNbHOIO BOAOCHaGkeHUA

KpuTepun oLeHK/ BKoYatoT:

- OOCTYNHOCTb M yAo6CTBO pacnonoxeHus oucos;

- KNpAa obpaboTku BU3uTOB NoTpebutens B oucsl;

- achdekTnBHOCTL 06pabOTKN BU3UTOB NOTPEbUTENSA B OhUCHI.

6.5.5 Buzutbl K noTpedburenio

KpuTepum oLieHKU BKMOYaoT:

- Hanuuue npoueaypbl BU3WTa K noTpebuTento, Bknovasa npoueaypbl naeHTudUKaLmm nMuHocTn paboT-
HUKOB;

- anobbl, cCBA3aHHbIE C BU3UTaMu K noTpebutentio.

6.5.6 XKanoGbI u 3anpocbl

KpuTepum oLieHKU BKMOYaoT:

- Hanuuue u Ucnonb3oBaHue npoueaypbl 06paboTku xanob v 3anpocoB NN CUCTEMbBI UX MOHUTOPUHTa
(Hanpumep, no ctangapty UCO 10002:2004);

- KN o6paboTtku xanob n 3anpocos;

- achpcekTuBHOCTL 06pabOTKN Xkanob U 3anNpocoB.

6.5.7 YBegomneHue o6 orpaHU4eHUAX U NpepbIBaHUAX

KpuTepum oLieHKWN BKMOYatoT:

- KA ysegomneHuns notpebuteneit o npepbiBaHWU NpeaocTaBleHns yenyru;

- adpekTMBHOCTb YBeAoMIeHUs noTpebuteneii o npepbiBaHUN NpeaoCTaBNeHUS YCIyru;

- cobnoaeH1e yCTaHOBNEHHOTO Cpoka YBEAOMITIEHUS.

6.5.8 JocTynHocTb MHthopmaLum 06 ycnyre

KpuUTepuu oLieHKW BKMoYatoT:

- BOCTYNHOCTb MH(opMaLmm 0b ycnyre LWMpokon nybrnuke (Beb-caiT, perynsapHble oTY4eTBIUT. A4.);

- Xanobbl, cBA3aHHbIE CO CTEMEHbLIO AOCTYMHOCTU NHOPMaLIMK;

- ynobcTBO AocTyna K npegocTasnsieMoil nHgpopmauun (noTeHuManbHoe KonnMYecTBo notpebutenei,
UMeloLUX A0CTYN K KaHanam nHcpopmMaumm).

6.5.9 MeponpusTusi, n(poBoAUMbIE B MECTHOM coo6LlecTBe

KpuTepum oLieHKU BKMOYaoT:

- Hanuuue NONMUTUKN Y4acTUsi cUCTEMbl KOMMYHaNbHOrO BOAOCHabXeHUA B [ernax MecTHOro coob-
wecTBsa;
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- 3avHTepecoBaHHbIe CTOPOHBI, HEMOCPEeACTBEHHO BOBIIEYEHHbIE B MEPONPUSITUS, CBSI3aHHbIE CYCyra-
MW MUTLEBOro BOAOCHaBXEHUS U yCryraMu no yaaneHuo CToYHbIX Bog (BU3UTLI Ha NpeanpusaTie, LWKOMbHbIe
nporpamMmel, pacnpoctpaHeHne NHPOoPMaLNOHHBIX KOMMEKTOB U T. 4.).

6.5.10 YuyacTue notpebutenen

KpuTepuin oLleHK/ BKMoYatoT:

- Hanuyune sakoHodaTeNbHbIX PaMOK UMM KOMNEKTUBHBIX corfalleHnin, pernaMmeHTUpyoLmnx ydactume
notpebutenein;

- cTeneHb yyacTusl notTpebuTeneii B KOHCYNbTaLMsAX NO BONpocam pyKOBOACTBA YCMyrou;

- yJyacTue komuccuii notpebutenei.

6.6 3awuTa oKpyxalollen cpeabl

6.6.1 O6ocHOBaHHOE UCMOMNb30BaHWe NPUPOAHBLIX PeCypcoB

KpuTepun oLieHKN BKNoYaroT:

- Hanuune CUCTEMbI 3KOITOTUYECKOro MeHeaXMeHTa (Hanpumep, no ctaHaapty UCO 14001:2004);

- noTepw BOAHI;

- KNA notpebneHus aHeprum;

- KNA ncnonbsosaHuns Bogbl 6bITOBEIMA U NPOYUMK NOTpebuTenamu.

JononHutensHble KpuTepuu AaHbl B ctaHaapTax UCO 24511:2007 u UICO 24512:2007.

6.6.2 OuucTKa CTOUHBIX BOA,

Kputepum oLieHKU BKIIOYatoT:

- MOLLHOCTM MO O4YMUCTKE CTOYHBIX BOA;

- pesynbTaTbl aHanM3a CTOYHbIX BOA U OKPYXXatoLMX BOAHLIX PECYPCOB;

- BO3[eNCTBUE Ha OKpYXaloLLyto cpely copackiBaeMbiX CTOUHBIX BOA;

- Bo3AencTBUe cBpoca CTOUYHbIX BOA, HA 300POBbLE YeoBeka.

LononHutenbHble kputepuu AaHbl B ctaHgapTe UCO 24511:2007.

6.6.3 Bos3paeicTBUE Ha OKpyXaloLLyto cpeay

KpuTepum oLieHKI BKIOYatoT:

- HanuM4ne CUCTEeMbI 3KOJIOMMYECKOro MeHepKMeHTa (Hanpumep, no ctaHaapTy MCO 14001:2004);

- cobniogeHne NPUMEHUMbIX MOCTAHOBIIEHUA U YKa3aHWUiA,

- 0bLWne BLIGPOCHI 3arpA3HAIOLLIMX BELWECTB OT CUCTEMbI MMTLEBOr0 BOAOCHAGXEHUS Unn cUucTeMbl yaa-
NeHns CTOYHBIX BoA (ra3oobpasHoe/)xuakoe/TBepaoe COCTosIHUE);

- BO3AeNcTBMe BoAo3abopa Ha OKpyXatoLuyto cpeay.

JononHuternbHble KpUTepnn gaHbl B ctaHgapTax UCO 24511:2007 u UCO 24512:2007.

6.7 MeHenXMeHT B cchepe obecneyeHns 6e30NacHOCTU U Ype3BbIYaWHbIX CUTYaLUMN

Kputepun oLleHKU BKoYaloT:

- Hanuyue v perynspHoe TeCcTMpoBaHWe NnaHa AencTBNIA B Ype3BblYaliHbIX cCUTYaLUsX (BKNtoyas npodu-
NakTU4ecKkme MeponpuUsaTus);

- BO3MOXHOCTb OCYLLeCTBEeHWUA 3arpocoB BO BpeMs Ype3BblYaHbIX CUTYaLWiA;

- KMNA npegoctasneHus nHgpopMaLmMm no Ypessbl4aiHbIM CUTYaLUaM;

- 3beKTMBHOCTb NpeaocTaBneHns MHopMaLm No YpessblYaiHbIM CUTYaLNSM.

JononHutensHble KpuTepuu gaxel B ctaHgaptax MCO 24511:2007 n NCO 24512:2007.

7 OueHka ycnyr BoaoCHabxeHus

7.1 OOwue NonoxeHns

OueHka Kak npoLecc Ucrnonb3yeTcs Ans A0OCTUXEHUA YeTKO onpedesieHHoro 3amelicna h paccMmaTtpusaeT-
CS1 OTHOCUTENBLHO LieNnein, HameyeHHbIX cornacHo pasgeny 4. CneayoLme acnekTbl 4OMMKHbI OnpeaensaTbes Kak
YyacTb Bceobbemowen NonmMTrnkv (cMm. 7.2):

- 3agavau obbeM oLeHkM (cM. 7.3);

- CTOPOHbI, MPUHUMaIOLLNE YHacTNE B OLIeHKe (CM. 7.4);

- MeToJOoMOorus oLeHku (cM. 7.5);

- HeobxoauMble KpUTEPUU OLIEHKM YCryru (CM. 7.6);

- pecypcol, Tpebyemble ans NpoBeaeHUs oLeHKN (CM. 7.7);

- noABedeHUe UTOroB 1 pekKoMeHaaluum o Ux cnonb3osaHuto (M. 7.8).

Takke cnealyet onpeaenuThb, kakum obpasom 1 kem ByaeT NCnonb3oBaTsLCsl MHGopMaLmsl, NoslyvYeHHas B
pesynbTaTte OLEHKHA.

Mpu oTCYTCTBMM AETanbHLIX MPEANUCaHNA OLieHKa MOXEeT CTaTb NMPUYNHON pasHornacuin Mexay BoBne-
YeHHbIMW B HEE CTOPOHaMN.

23



rocT P UCO 24510—2009

CyuwecTeyeT 6onbLuoe pasHoobpasue TUMNOB OLEHOK B 3aBUCUMOCTM OT NEPeUNCTIEHHbIX HKe XapaKkTe-
PUCTUK.

Mpumep — OueHKa 8o3delicmeus xo3slicmeeHHOU 0essMe/IbHOCMU Ha OKPYXaloulyto cpedy, OueHKa coom-
eemcmeusi OMHOCUMEeILHO JIy4uux Mmemodoe op2aHusayuu pabom, oyeHka puckoe, ay0umopcKue npoeepKu.

PesynbTaThl 3TOr0 npoLecca (T. €. oueHKa Kak pe3ynbTaT) ynpowatoT danbHenLwmnin npoLece NPUHATUA
peLUeHWiA 451 3anHTepecoBaHHON CTOPOHBI, 06paTUBLLIEICS C 3anpOCOM O NPOBEAEHUN OLEHKN.

7.2 Monutuka npoBefeHUA OLLeHKU

OTBETCTBEHHbI OpraH A0IMKeH pazpaboTaTb BCeoObEMNIOLLYIO NONIUTUKY MO OLIEHKE YCIYri.

PasymHas nonutuka npoBefeHNA OLEeHKN ABNAETCS KIMHOYEBLIM KOMMNOHEHTOM NMOCTOSAHHOTO Yily4LUeHUA
ycnyri. OHa aormkHa yctaHaBnueaTh obLime paMky oueHkU. Takas nonuTuka ynpollaet onpeaenexue dpaktu-
YecKoW CUTyaLMn 1 BNNSIHWE Ha paBoTy CUCTeMbl CTPaTermyeckoro NiaHMPoOBaHUS U MPUHSITUS pELLEHWUIA.

MonuTrka NpoBeaeHUA OLEHKU A0MKHa paccMaTpuBaTth obwmi (pesynbTupyowumin) KN v acpdektuns-
HOCTb CTpaTerMyecKkoro NIaHMPoOBaHWA U NPOLLECCOB NPUHATUSA peweHui. Monutuka gormkHa bbiTb pazpaboTa-
Ha Takum o6 pa3om, 4Tobbl OXBaThIBaTL BCe MHOroo6pasune cMcTeM ynpasieHust M ynpasneHyeckux npoueayp U
BKJ1l0MATb CaMOOLeHKY KOMNOHEHTa MeHeAKMeHTa.

OHa gonxkHa coaencTeoBaThb B UBMEpPEHUN AOCTKEHWI pasfuyHbIX (bYHKLWIA U MepOnpPUATUIA, BEINOSHSI-
eMbIX 1 TPOBOANMBIX B NpoLecce NpeaoCTaBNEHUs YCIyru, 3amblkan LMK U CBA3bIBast MeXay COBOM:

- Habop uenei, NnpeaycMOTPEHHbIX pa3aenom 4;

- PYKOBOAsILLME yKa3aHUs No YAOBNETBOPEHWIO HYXA U 0XnaaHuin noTpebuTteneil cornacHo pasaeny 5;

- oToBpaHHble KpUTepUU oLeHKU U3 pasaena 6.

OueHka gonxkHa paspabaTtbiBaTbCsl U BHEAPATLCA B KAUECTBE UHCTPYMEHTA, KOTOPbIA CTUMYNUPYET pas-
BUTWE KOMNEKTUBHOIo 06y4YeHns n obpatHoi CBA3N B NpoLiecce NPUHATUA peLleHUiA.

7.3 3aga4vau o6beM oLieHKMN

O6Lan 3agada OLeHKN 3aKnovaeTca B NpoBepke AOCTUXEHUA Lenen BoAoCHabXeHUs, KacaroLmxcsl
notpebutenei. Lienn ycnyri, npegoctaBnsaemMoin noTpebuTtensam, npeaycMoTpeHbl pasaenom 4.

3agayva 1 06beM KOHKPETHOW OLLeHKM AOMKHBI ObITL YeTKO onpeaeneHsbl.

HacToswwmii cTaHaapT He pernaMeHTUpyeT OLEeHKY MeHePKMeHTa CUCTEMbI KOMMYHaNbHOIro BOAOCHa6-
XKeHunst.

OueHka ycryrm JormkHa KOHLEHTPUPOBATLCA Ha BbIMOSIHEHWU YCMyry, YAOBMETBOPEHUU NOXenaHWi
noTpebutenen, 4OCTUXEHUN LeNel YCryru, Ho He (hoKyCUpOoBaTbCs Ha UCMOb3yeMbIX cpeAcTBax unv noapob-
HOW opraHu13aLum npoLecca A0CTUXKEeHNS Lene.

YacTb oLeHkn ycnyr BogocHabkeHnsa cBA3aHa ¢ oLeHKon yenyrn notpebutenam. OTHOCUTENbLHO ycryru
oueHka gofmkHa 6bITb cocpefoTodeHa Ha B3anMMOLEWCTBMUM CUCTEMbl KOMMYHanbHOro BogocHabxeHus u
noTpebutens (Hanpumep, UsMepeHne cTerneHn yaoBneTBopeHHOCTU NoTpebutens). B npouecc oueHku ycnyrn
3 dekTMBHO BoBNeKatoTeA 1 noTpebutenu ycnyrn. OTHOCUTENbHO OLEHKU yenyr BogocHabxeHns (B AononHe-
HUe K oLeHKe ycnyr notpebutenam) obyas pekomeHgaums 3akrno4aeTcs B TOM, UToBbl cDOKyCUpOBaTh BHU-
MaHuWe Ha BbINOMHeHUM ycnyrn. OJHako HeKoTopble MeponpuUATUS HedoCTaTouHO MNoAXoAaT AN
HenocpeACTBEHHOIro U3MEPEHUsl CTeNeHn UX BbINOSHeHUs. B Takux criyqasx KocBeHHasi oLeHKa UX BbINosiHe-
HUA MOXeT NPOBOAUTLCS NOCPEACTBOM OLIEHKN HEKOTOPBIX CUCTEM YrpasneHus (Hanpumep, MeHeHKMeHTa
PUCKOB, MeHeJ)XMeHTa 6e30MacHOCTU, MeHe)KMeHTa akTUBOB). [loNoNHUTENbHbIE YKazaHWs Mo OLeHKe yenyr
BoAocHabxeHus aarbl B ctaHaapTax MCO 24511:2007 nNCO 24512:2007.

7.4 CTOpOHBI, NPMHUMaKOLLUE y4acTue B OLeHKe

OTBeTCTBEHHbIE CTOPOHbI 1 BCE NPOoUMe CTOPOHbI (HanpuMep, kKoMaHaa, NpoBoAsLLasi OLEHKY), y4acTBy-
toLLME B OLleHKe, AOMKHBI ObITb YeTKo onpeaeneHsl. CriegyeT 0OroBopuUThL UX 06513aHHOCTK, PONn B MpoLecce U
pamMKuy e ACTBUIA KaXX0M CTOPOHbI.

Ecnu oTBeTCTBEHHbIN OpraH 1 onepaTop (ornepaTopbl) He COBMaAaloT pUANYEcKU, NpoLeaypbl OLEeHKN,
He onpegeneHHble 3akoHHbIMW TpeboBaHUAMU KOMMETEHTHbIX OpraHoB, COrNacylTCA 3apaHee Ans
npegocTaBneHns CBs3aHHbIX Mexay cobo pesynbTaToB OLEHKM OT BCEX Y4acTBYIOLMX CTOPOH B COOTBE-
TCTBUW C UX NpaBamMu 1 06s3aHHOCTAMU. UTo KacaeTes ycnyri noTpebuTtensim, 0TBETCTBEHHBIN OpraH 1 onepa-
Top (onepaTopbl) AOMMKHBI 3aHMMaTb MocnegoBaTeNbHyY NO3ULMIO MO OTHOWEHUIO K MpoLeaypamM OLeHKN
ycnyru notpebutensm.

7.5 MeTtogonorus oueHKu

BcneacTeurie pa3Hoobpasns lopuandeckux, MHCTUTYLMOHaMbHBIX 1 YNpaBneHYeckux CUCTEM, pernameH-
TUPYIOLLMX YCNYrM BOAOCHaBXEHUS!, HACTOSILLMA CTaHA4apT He yCTaHaBnNMBaeT NogpobHbIX NpoLeayp OLEeHKN
ycnyru. Ho HacToawuia ctangapT QOMKeH UCnofb3oBaThesa AN dopMUPOBaHUS NpoLeayp oLeHKW, moaxoas-
LLMX A1 MECTHBIX YCITOBUA.
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BbIGOp MHCTPYMEHTOB OL€HKN IOIKeH COOTBeTCTBOBaTb 3agavYaM n obbemam oueHkun. CucteMbl nokasa-
Tenen AesATeNbHOCTU ABNAIOTCA OAHUMW N3 TAKUX WHCTPYMEHTOB (CM. pasgen 8)

MpumeyaHu e — B HekoTopbix cryyasx nogpobHeie cneundmkaLmum No oLeHke MoryT notpeboBaTb KOMNETeH-
THbI€ OpraHbl UNN PUHAHCOBbLIE MHBECTOPbI.

MeTogonorus u npoueaypbl OLEHKU AOIDKHBI:

- BbITb paspaboTaHbl C y4HeTOM BO3MOXHOCTU NOBTOPHbIX U3MepeHUiA Ans onpeaernieHns TpeHaoB;

- nepuoauyeckn nepecMmaTpusartbes Ans nposepku ux KMo v acpdekrnsHocTu, Npn 3ToMm cnegyeT oco-
60e BHMMaHWe yaenuTb U3bexaHuio NOBTOPEHMWIA;

- BbITb TMBKUMMN, 4TO MO3BOSNINT KOPPEKTUPOBATL UX C YH4ETOM U3MEHEHWU 3a4aY, paMOK, KpUTEPUEB OLeH-
K1 1 NokasaTenein Npu Nony4eHUM HOBbIX 3HaHWIA.

HekoTopble BUAbI NpoLeayp OLIEHKA MOTYT ObITb YKe pernameHTUpoBaHbl cTaHaapTaMu. B Takux cnyyvasax
pekoMeHAyeTCa NCNONb30BaTb COOTBETCTBYIOLIME CTaHAAPTLI.

Mpumep — Mepecmomp [cmandapm UCO 9000:2005, nodnyHkm 3.8.7]; oyeHka eo3delicmeusi desimesbHOC-
mu Ha okpyxatougyto cpedy [cmandapm UCO 14031:1999, nyHkm 2.9].

Ecnu Ha cooTBeTCTBYIOLWEM reorpacduieckom ypoBHe (CTpaHa, peroH U ropoa) ycTaHoBMAeHbl crneumndu-
KaLuu rno ycnyram BogocHabXxeHus1, TO 3TU cneumdmkaLmn 4OMKHBI Takke BKIToYaTh NONoKeHUs, kacalolmecs
MpOLLECCOB OLEeHKN (HanpuMep, CTeneHb yA0BNeTBOPEHHOCTU NOTpebuTens).

7.6 Kputepuu oueHku ycnyru

Heobxoaumble KpUTepun OLLEHKM YCITYT A0IDKHBI BbITb 0TOOPaHbl B COOTBETCTBUM C LiensimMn U Tpebosa-
HUSIMU, NPeacTaBNALWUMA UHTEPEC A1 3aMHTEePECOBaHHbIX CTOPOH W onpeaeneHHbLIMU UMW C y4eTOM MeCT-
HbIX YCNOBUA.

KpuTepuu oueHkun ycnyrn npeactasnsioT cobol cBAsytoLee 3BeHO MeXay LienAaMM 1 nokasaTenamm aes-
TenbHocTU. MpuBeaeHHbIN HUXe NPUMepP MOKasbiBaeT BO3MOXHbLIE KPUTEPUM OLLEHKW YCINyrn ANt O4HOW 13
uenemn, npeanoXeHHblx B pasaene 4. B pazgene 6 npeactaBneHbl KpUTEPUM OLEHKU YCITyTv NnoTpebutenam no
KaXkon Luenu, nepedncrneHHon B pasgene 4.

CnegyeT OTMETUTb, YTO OANH KPUTEPUIA OLIEHKN YCIYT MOXKeT GbiThb CBAI3aH C HECKONbKUMU LIENAMN.

Tpumep

Uenb: nucbMmeHHbIe 06pauieHus

BoamoxHbie Kpumepuu OyeHKu ycnyau.

- aghghekmugHocmb 06pabomKu NUCbMEHHbIX O6paujeHul;

- cobmodeHue o2paHUYEHHO20 MaKCUMallbHO20 8peMeHU Onsi omeema.

7.7 Pecypchl Ans npoBeaeHUsi OLLeHKU

OTBeTCTBEHHAA 3a NpoBeAeHWE OLEHKN CTOpOHa AomkHa obecneuntb 4OCTYNHOCTb BCeX He0bXoAUMbIX
pecypcoB, BKMoYas Tpyaosble, hHAHCOBLIE, OpraHN3aLMoHHbIe pecypcbl U Tpebyemble MHpopMaLMOHHbIE
TexHonoruu. Cnegyet yeTko onpedenuTb KOMaHgy, OTBETCTBEHHYO 3a nposedeHue oueHkn. OHa AonkHa
MMeTb MOMHOMOYMS, MO3BOMSIOLLNE OMPedensiTb U PyKOBOAUTb MPOLIECCOM OLEHKUM B 3aflaHHBIX pamKkax
(Hanpumep, ycTaHaBnNMBaTh 3a4a4um, 06bEM, pecypchl, y4acTBYHOLME CTOPOHbI, METOAOMOT N0, pe3ynbTaThl).

7.8 NoaBeaeHue UTOroB U peKOMeHAaLUU N0 UX UCNOSIb30BaHUIO

UTorom oLieHKM oommKkeH BbITL OTHET O NpoLecce oLeHKU U ee pesynbTaTax. OH AoMKeH BKNoYaTh A0Mos-
HUTeMbHbIE YKasaHWs No UCMONb30BAHWI0 NOMYYEHHbIX UTOrOB. VTOr OLEeHKN SOMKeH NokasaTh pasnnymns Mex-
Ay onpegeneHHbIMN LensaMm 1 doakTndeckon yCcryroi.

8 MokasaTenun geATenLHOCTU

8.1 O6LwWwue nonoxeHus

MokazaTenu AesTensHOCTU UCMONbL3YTCA ANA usmepeHus KA v addekTMBHOCTA cMCTEMBI KOMMY-
HanbHoro BoAocHabxeHus B npoLiecce AOCTWKEHWS elo CBOMX Lieneit (MoapobHo Lenu onpeaeneHsl B pas-
fene 4).

CucteMbl nokasaTtenein AeATeNbHOCTA CYUTAIOTCA KIHOYEBBIM MHCTPYMEHTOM OLIeHKU cpeam pasnnyHbIX
CYLLECTBYIOLLMX UHCTPYMEHTOB (CM. pasaen 7).

MokasaTenu AeaTensHOCTU AOMKHbBI MPUMEHATLCA B KOHTEKCTE 0BLLe CUCTEMbI OLIeHKM yenyrn. 3Ta cuc-
Tema [orMmKHa BKIoYaTe cpeamn NpoUnX MHCTPYMEHTOB Habop CBA3AHHLIX NoKkasaTenen U KOMNOHEHTOB, YTO
nossonseT AaTb YeTkoe onpeaeneHne 3TUM NokasaTenam 1 NOMOoYb B UX TOMKOBaHWUW.
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8.2 CucreMbl nokasarenen 4eAaTeNbHOCTU

8.2.1 Kniou4eBble KOMNOHEHTbI CUCTEMbI NOKa3aTenen AeATeNbLHOCTU

Cuctema nokasaTtenen AeaTenNbHOCTU BKNoYaeT Habop cneayowmx KIloYeBbIX KOMMOHEHTOB:

- nokasaTenun AeATenbHOCTY;

- KOHTeKcTHas uHdopmauus;

- nepeMeHHble.

[ononHutenbHo ycTaHasnNMeaoT U B 0O6bIMHOM Nopsake NPoBepAoT onpeAeneHHbIe NNaHoBble 3Have-
HUS NO KaXKAoMy nokasaTenio, UX 0TCNEXUBaIOT U KOPPEKTUPYIOT B criydae Heo6XoaAMMocTy.

8.2.2 Mokasarenu oeATenbHOCTU

OTaenbHble NokasaTenu AeATeNbHOCTU A0MKHbI GbITb 0AHO3HAYHO onpeaensieMbiMA U B COBOKYMHOCTU
MPUroAHBIMU ANA OTPaXKeHUs1 COOTBETCTBYHOLLMX aCNEKTOB YCNYrn JOCTOBEPHO N 06 BEKTUBHO.

Kaxabiii nokasartesb AeATeNbHOCTU A0SDKEH:

- OblTb YeTKO OnpeaeNeHHbIM C KpaTKUM U 04HO3HAYHBLIM TONKOBAHUEM;

- noanexaTtb OUeHKe, UCX0AA W3 NepeMeHHbIX, KOTopble Nerko U A0CTOBEPHO U3IMEpPATCA Npu
pa3yMHbIX 3aTpaTax;

- BHOCUTb BKMaj B BbipaXeHne YpoBHA hakTU4ecKon AeATENbHOCTU, AOCTUTHYTOrO B onpeaeneHHon
obnacty;

- BbITb CBA3aHHBIM C KOHKPETHBLIM reorpacdu4eckuM pakoHoOM (U B Criydae cpaBHUTENbHOMO aHanu3a oH
OOIKeH onpeaenaTbeca Ans 4aHHOMo reorpacu4eckoro panoHa);

- ObITb CBA3aHHLIM C ONpedeneHHbEIM NepuoaomM BpeMeHu (Hanpumep, ObiTb rogoBbIM UK KBap-
TanbHbIM);

- MO3BONATL NPOBOAUTL YETKOE CPaBHEHNE C NNaHUPYEeMbIMU LIENAMN N YNPOLLATL CNOXHBIAN aHanu3;

- ObITb NoAAALWMMCS NPOBEPKE;

- ObITb MPOCTLIM 1 NETKUM AN NOHUMAHUS;

- BblTb 06 BLEKTUBHBLIM U He 4oNycKaTb BAUAHUA KaKUX-NNMBO NNYHBIX MK CYOBEKTUBHBIX OLLEHOK.

Mokasatenun 4eaTenbHOCTU OBbLIMHO BLIPAXAKTCA KAk COOTHOLEHUA NepeMeHHbIX. AT COOTHOLLEHUS
MOryT BbITb COpa3MepHbIMU (HanpUMep, NPOLIEHTLI) UM HecopasMepHbIMU (HanpumMep, py6./ky6. m). B cnyqae
HecopasMepHbIX COOTHOLUEHWUI 3HaMeHaTe b A0MMKEH NPEACTaBNATbL OAHO U3MepeHne cucTemMbl (Hanpumep,
KONMYECTBO NOACOEANHEHWNI K yenyre, obLas NpoTsikeHHOCTb BOAONPOBOAHON MarmcTpanu, rogosele 3aTpa-
Thl). OTO NO3BONUT NPOBECTU CPABHEHUE 3a NepUo BPEMEHU UMW MEXY CUCTEMaMU.

MepemeHHbIe, KOTOPbIE MOTYT CYLLIECTBEHHO MEHATLCS C TEYEHMEM BpeMeHU (Hanpumep, roaosbie 06be-
Mbl M3BNedYeHus/copoca Boabl), OCOBEHHO €CrU OHU HEe KOHTPONUPYHTCA CUCTEMON KOMMYHAIIbHOIo
BOAOCHabXeHuWs, He crieqyeT UCMOoNb30BaTh B KAYeCTBE 3HaMeHaTe s B COOTHOLLEHUsIX NokasaTtenen. Mcknio-
YeHWe MoXeT BbITb CAeNaHo B TeX cryyasix, Korga YacnuTen MeHsAeTCA NPonopLUMoHansHO 3HaMmeHaTernio.

Cniegyet onpeaennTb YeTkoe Npasuno obpaboTky AaHHLIX NPy pacyeTe Kaxaoro nokasarens. B npasu-
ne JoMmXHbl 6bITb OroBopeHbl Bce TpebyeMble nepemMeHHbIe U ux anrebpanyeckue kombuHauuu. NMepemeHHble
MOryT GbITb NMOSyYeHbl U3 AaHHBIX BHYTPU Camoli CUCTEMbI KOMMYHanbHOro BoAocHabxeHus (AaHHbIe cucTe-
Mbl) U N3 BHELUHNX UCTOYHUKOB (BHELUHWE AaHHble). B niobom cnyyae kavyecTBO AaHHBIX crieqyeT OLeHUTb
(cm. 8.3) n npoepuTh. TONKOBaHMe Nokasatenen 4eATeNbHOCTU creayeT OCYLLECTBATL C y4ETOM KOHTEKCTa,
0Cc0B6EHHO eCr OHO OCHOBAHO Ha CpPaBHEHUU C APYrMMM cnydasiMy. MoaToMy B ONOMHEHWE K NoKasaTesnsam
OesITeNbHOCTU KOHTEKCTHas MHpopMauns OITKHA YYUTLIBATh TAKKE XapaKTe pUCTUKMA CUCTEMBI U perMoHa, rae
npeadocTaBnsitoTCA yCryru.

[ononHutensHas MHopMauus o nokasatensax AesaTeNnbHOCTU U cUcTeMax onpeaeneHns cTeneHn 4oc-
TOBEPHOCTU aTUX MNOoKasaTenen gaHa B npunoxeHnsix Bu C.

8.2.3 MNepemMeHHbIe

Kaxgas nepemMeHHas gormkHa:

a) COOTBETCTBOBAaTb OMpeAerieHuo nokasaTtensl AeATeNlbHOCTU UMM KOHTEKCTHOW MHcopMauuu, Ana
KOTOPbIX OHa NCMOMb3YeTCs;

b) oTHocuTbCA K TOMY Xe reorpadnyeckomy parioHy U TOMY XKe Nepuoy BPEMEHU UMMM KOHTPOITbHON
Aare, 4TO 1 nokasatenb AeATeNbHOCTU UMM KOHTEKCTHasA uHopmaLuus, Ans KOTopbix oHa 6yaeT ucnonb3o-
BaTbCS,;

¢) 6bITb 4OCTOBEPHOM M TOUHON, HACKONBLKO 3TOro TPeByIoT pelueHus, NpMHMMaeMble Ha UX OCHOBE.

HekoTopble nepeMeHHble ABMSATCA BHELLUHUMN AaHHBIMW U rlaBHbIM 06pa3oM MHopMaTUBHBI, UX A0C-
TYMHOCTb, TOYHOCTb, KOHTPOSbHbIE AaThl U FPaHM1LLbl COOTBETCTBYIOLLIETO reorpacdnyeckoro paioHa obbiuHO He
KOHTPOSNPYHOTCA CUCTEMON KOMMYHanbHOro BogocHabxxeHusi. B aToM criyyae nepeMeHHbIe OJTKHBI TaKKe:

- BCSIKWNIA pas, Koraa 3T BO3MOXHO, cobupaTtbest n3 opuupmanbHbIX MICTOMHUKOB, KOTOPbIE BKMNIOYAIOT AaH-
Hble 0 TOYHOCTU U JOCTOBEPHOCTU NEepeMeHHOoN (MepeMeHHbIX);

- BbITb CYLLUECTBEHHO BaXXHLIMU A5 OLIEHKM UM TONKOBaHWUS NokasaTens AesaTeNlbHOCTY.
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8.2.4 KoHTekcTHasn uHdopmauun

KoHTekcTHas nHcopmauus onpegensieT HeoThbeMeMble XapakTepUCTUKA CUCTEMBI, KOTOPbIE OTHOCATCA
K TONKOBaHUIO NokasaTtenen gestensHocTy. CyliecTByeT ABa BO3MOXHbIX TUMa KOHTEKCTHON UHbopMaLUK:

- WUHOpMaLNS, ONUCHIBAIOLLAS YACTBIN KOHTEKCT U BHeLUHMEe aKTopbl, KOTOPbIe He KOHTPONUpYoTCA
CUCTEMOI KOMMYHasibHOro BogocHabxeHus (Hanpumep, gemorpaduyeckas cutyauus, Tonorpaduyeckue
XapakTepUCTUKK, KNUMarT);

- XapaKTepuCTUKM, BIUSIHWE Ha KOTOPbIE yNpaBreH4Yeckue pellieHnsl MOryT okasaTb TOJSIbKO B I0SITOCPOY-
HOW nepcnekTuee (Hanpumep, Bo3pacT UHDPACTPYKTYPhI).

8.3 KauecTtBO UH(popMaLuu

KauecTBO AaHHBIX AOIMKHO OTpaXaTb BaXXHOCTb MPOBOAVMO OLIEHKM.

Heobxoanuma cxema, npegocTtaBnsiiowas MHGOPMaLUUIO 0 KauecTBe AaHHbIX, YTO MO3BOMUT nuuam,
NCNOSb3yOLWUM NokasaTenun AesiTeNbHOCTA U KOHTEKCTHYI0 MHopMaLuio, 3HaTb 0 HaAeXHOCTU U AOCTOBEpP-
HOCTU QOCTYNHOW UHbopmaL M. LieHHoCTb NokasaTenein AeATensLHOCTU 6e3 Takon CXeMbl MOXeT CTaBUTLCA
noa COMHeHue.

CTeneHb AOCTOBEPHOCTU NokasaTensa AesaTeNbHOCTU MOXET OLeHUBATLCH C TOYKU 3PEHUA TOYHOCTU U
HagexHocTun. OT cTeneHn TOYHOCTU 3aBUCUT Hanuuune oLMB0oK N3MepeHns B NoNy4eHU UCXoAHbIX AaHHbIX. OT
CTeneHu HaaeXHOCTU 3aBUCAT konebaHUa NPy oLeHKEe HaAeXHOCTU UCTOYHUKA AaHHbIX.

Mpumep cxembl onpeaeneHns cTeneHn 4OCTOBEPHOCTU NpeAcTaBneH B npunoxeHun C.

8.4 Mpumep nokazarTens AeATENbLHOCTU

MokasaTenn 4eATenbLHOCTU OTHOCATCA K KPUTEPUAM OLEHKU YCIYTi, C KOTOPbIMU OHU cBA3aHbl. Mpuse-
OEHHBIN HUXKe NpurMep NnokasbiBaeT BO3MOXHbIE MoKasaTteny AeaTeNbHOCTU Mo OAHONM U3 Lenen, npeanoXxeH-
HblX B pasgene 4, oTHocAWMECS K OQHOMY U3 KPUTEPUEB OLEHKW ycnyri B pasgene 6. [lononHuTenbHble
npruMepbl NpUBEAEHbI B NpUoXeHun B.

IMpumep — Lenb: nucsmeHHbie obpaweHus.

Mompebumens oxudaem, YMO 8 CilyYae NUCbMEHHbBIX 0bpaweHull (MUCbLMOM, 110 3/1IeKMPOHHOL rfoyme, gakcy, ¢
IOMOWbH0 KOPOMKO20 CO0bLeHUST (CMC) U m. 8.) OH MOMyYUM 0Meem 8 pa3yMHbIe CPOKU U 8 8eXxueoli ghopme.

Bo3MOXHbIU Kpumepuii OYeHKuU yciyau: cobniodeHue oepaHu4eHHO20 MaKCuMaibHO20 epeMeHu 0n1s omeema.

Bo3moxHbIl nokazamerns dessmenbHOCMU: 0M8em Ha MUCbMEHHbIE Kanobbl.

lNokazamens 0esmenbLHOCMU: OMEeMm Ha rUCLMEHHbIe Xanobsi (%).
OnpedeneHue: (KONUYECMEO MLCLMEHHBIX 0M8emos 8 ripedernax 3a0aHHO20 8PEMEeHU 8 meyeHue nepuoda oyeH-
KU/Konu4ecmeo rnucbMeHHbIX xanob 8 meyeHue nepuoda oyeHku) x 100 %.
lpasusno obpabomku QaHHbIX: | g3, = Fy/Fy5 x 100 %,
20e IQ $34 — 1OKa3ameib BessmensHocmu o KM/ omeemos Ha nucsMeHHbie xarnobbl, 6 npoyeHmax;

F,, — KOMu4yecmso nucsMeHHbIX 0meemos;

F,5 — KOMU4ecmeo nucbMeHHbIX *anob.
Kommernmapuli: oyeHKa smo20 rnokazamerns Moxxem rpogodumscs 3a nepuod meHee 00H020 200a, HO ocoboe 8HUMa-
Hue mpebyemcs 8 MpoYecce MOIKO8aHUS Pe3ybmamos rpu 8HyMpPEeHHUX Uiu 8HEWHUX cCpasHeHusiX. [laHHbIl rnokasa-
menb NpuMeHaemcs 8 Criyqasax Hanu4us Cxembl 2apaHmupo8aHHbIX cmaH0apmos.
Kod IWA™: QS34

T IwA: MexagyHapoaHan accoumaums no BogHbIM pecypcam [11].
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Tabnuubl COOTBEeTCTBYHOLWUX TEPMUHOB Ha aHIMUIACKOM, (bpaHLl.y3CKOM U UCNAHCKOM A3bIKax

NaHHoe NpunoxeHwe coaepKMT Tpu TabnuLbl COOTBETCTBUSA SKBUBANEHTHLIX TEPMWUHOB HA aHITMIACKOM, (hpaHLy3-
CKOM M UCNAHCKOM si3blkax. B Tabnuue A.1 nepeuncnerbl aHIMMNCKue TEPMUHBI, ONpeaeneHns KOTOPbIM 1aHbl B pasgene 2,
B andaBMTHOM NopsAKe, C COOTBETCTBYIOLMMM TEPMUHAMM HA (DPAHLY3CKOM M UICNaHCKOM sidblkax. B Tabnuue A.2 npuse-
AeHbl ppaHLy3Ckne TEpMUHBI B andaBuTHOM MOPSAKE C COOTBETCTBYIOWMMY TEPMUHAMWN HA aHITIMACKOM W UCTNIAHCKOM
Asbikax. B Tabnuue A.3 npuBegeHbl UCNaHCKUe TEPMUHLI B andaBUTHOM Nopsifke ¢ COOTBETCTBYIOWMMM TEPMUHAMU HA
aHrMWMUCKOM 1 PpaHLly3CKOM A3bIKaX.

Mpunoxenne A
(cnpaBouHoe)

Tab6bnwuua A1— Tabnuua cOOTBETCTBYIOWNX TEPMUHOB B andaBUTHOM MOPSIAKE HA aHINTMNCKOM A3bIKe
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TZ[())I\':III:Ea English French Spanish

2.1 accuracy exactitude exactitud

2.2 affordability accessibilité économique asequibilidad

2.3 assessment évaluation evaluacion

2.4 asset bien activo

2.5 asset management gestion du patrimoine gustién de infraestructura

2.6 availability disponibilité disponibilidad

2.7 community communauté comunidad

2.8 confidence grade niveau de confiance nivel de confianza

2.9 connection branchement conexion

2.10 coverage couverture cobertura

2.1 drinking water eau potable agua potable

2.12 drinking water system systéme d’alimentation en eau | sistema de agua potable
potable

2.13 effectiveness efficacité eficacia

2.14 efficiency efficience eficiencia

2.15 environment environnement medio ambiente

2.16 indicator indicateur indicador

2.17 infrastructure infrastructures infraestructura

2.18 interruption interruption interrupcion

2.19 maintenance maintenance mantenimiento

2.20 management management gustion

2.21 management system systéme de management sistema de gustion

2.22 on-site system systéme autonome sistema local

2.23 operator opérateur operador

2.24 performance performance desemperio

2.25 point-of-collection point de collecte punto de recoleccion

2.26 point-of-delivery point de livraison punto de suministro

2.27 point-of-discharge point de rejet punto de descarga

2.28 point-of-use point de consommation punto de uso

2.29 price prix precio
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ngn“:jsa English French Spanish

2.30 procedure procédure procedimiento

2.31 process processus proceso

2.32 quality qualité calidad

2.33 rate of return taux de retour tasa de retorno

2.34 registered user abonné cliente registrado

2.35 rehabilitation réhabilitation rehabilitacién

2.36 relevant authority pouvaoirs publics autoridad competente

2.37 reliability <information> fiabilité <informations> credibilidad <informacién>

2.38 reliability <asset or process> fiabilité <bien ou processus> confiabilidad <activo o proceso>

2.39 repair réparation reparacion

240 requirement exigence requisito

2.41 residues résidue residuos

242 responsible body organisme responsable organismo responsable

2.43 restriction restriction restriccion

2.44 service service servicio

2.45 service agreement contrat d’'abonnement acuerdo de servicio

2.46 service area zone de compétence area de servicio

2.47 stakeholder partie intéressée parte interesada

2.48 sustainable development développement durable desarrollo sostenible

2.49 tariff tarif tarifa

2.50 user usager usuario

2.51 wastewater eaux usées agua residual

2.52 wastewater system systéme d’assainissement sistema de agua residual

2.53 water utility service public de l'eau entidad prestadora de serviciosde

agua
Tabnwnuya A2 — Tabnuua cOOTBETCTBYIOLWMX TEPMWHOB B andaBnTHOM Nopsidke Ha PpaHLy3CKOM sA3bike

Howmep French English Spanish
TepMuHa

2.34 abonné registered user cliente registrado

2.2 accessibilité économique affordability asequibilidad

2.4 bien asset activo

2.9 branchement connection conexioén

2.7 communauté community comunidad

2.45 contrat d’abonnement service agreement acuerdo de servicio

2.10 couverture coverage cobertura

2.48 développement durable sustainable development desarrollo sostenible

2.6 disponibilité availability disponibilidad

2.1 eau potable drinking water agua potable

2.51 eaux usées wastewater agua residual

213 efficacité effectiveness eficacia
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OkoHyaHue mabnuus! A.2

TS[())I\'\/:II/?I—?a French English Spanish

2.14 efficience efficiency eficiencia

2.15 environnement environment medio ambiente

2.3 évaluation assessment evaluacion

2.1 exactitude accuracy exactitud

2.40 exigence requirement requisito

2.38 fiabilité <bien ou processus> reliability <asset or process> confiabilidad <activo o proceso>

2.37 fiabilité <informations> reliability <information> credibilidad <informacién>

2.5 gestion du patrimoine asset management gustion de infraestructura

2.16 indicateur indicator indicador

217 infrastructures infrastructure infraestructura

2.18 interruption interruption interrupcion

2.19 maintenance maintenance mantenimiento

2.20 management management gustion

2.8 niveau de confiance confidence grade nivel de confianza

2.23 opérateur operator operador

2.42 organisme responsable responsible body organismo responsable

2.47 partie intéressée stakeholder parte interesada

2.24 performance performance desemperio

2.25 point de collecte point-of-collection punto de recoleccion

2.28 point de consommation point-of-use punto de uso

2.26 point de livraison point-of-delivery punto de suministro

2.27 point de rejet point-of-discharge punto de descarga

2.36 pouvoirs publics relevant authority autoridad competente

2.29 prix price precio

2.30 procédure procedure procedimiento

2.31 processus process proceso

2.32 qualité quality calidad

2.35 réhabilitation rehabilitation rehabilitacion

2.39 réparation repair reparacion

2.41 résidue residues residuos

2.43 restriction restriction restriccion

2.44 service service servicio

2.53 service public de I'eau water utility entidad prestadora de serviciosde

agua

2.22 systéme autonome on-site system sistema locall

2.12 systéme d’alimentation en eau | drinking water system sistema de agua potable
potable

2.52 systéme d’assainissement wastewater system sistema de agua residual

2.21 systéme de management management system sistema de gustion

2.49 tarif tariff tarifa

2.33 taux de retour rate of return tasa de retorno

2.50 usager user usuario

2.46 zone de compétence service area area de servicio
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Tabnwnuya A3 — Tabnuua COOTBETCTBYIOWMX TEPMUHOB B andaBUTHOM NOPSAKE Ha UCTIAHCKOM SA3bIKe

TS;\'\::Ea Spanish English French

2.4 activo asset bien

2.45 acuerdo de servicio service agreement contrat d’abonnement

2.1 agua potable drinking water eau potable

2.51 agua residual wastewater eaux usées

2.46 area de servicio service area zone de compétence

2.2 asequibilidad affordability accessibilité économique

2.36 autoridad competente relevant authority pouvoirs publics

2.32 calidad quality qualité

2.34 cliente registrado registered user abonné

2.10 cobertura coverage couverture

2.7 comunidad community communauté

29 conexion connection branchement

2.38 confiabilidad <activo o proceso> reliability <asset or process> fiabilité <bien ou processus>

2.37 credibilidad <informacién> reliability <information> fiabilité <informations>

2.48 desarrollo sostenible sustainable development développement durable

2.24 desemperio performance performance

2.6 disponibilidad availability disponibilité

213 eficacia effectiveness efficacité

214 eficiencia efficiency efficience

2.53 entidad prestadora de serviciosde | water utility service public de 'eau
agua

2.3 evaluacion assessment évaluation

2.1 exactitud accuracy exactitude

2.20 gustion management management

2.5 gustion de infraestructura asset management gestion du patrimoine

2.16 indicador indicator indicateur

217 infraestructura infrastructure infrastructures

2.18 interrupcion interruption interruption

219 mantenimiento maintenance maintenance

215 medio ambiente environment environnement

2.8 nivel de confianza confidence grade niveau de confiance

2.23 operador operator opérateur

242 organismo responsable responsible body organisme responsable

2.47 parte interesada stakeholder partie intéressée

2.29 precio price prix

2.30 procedimiento procedure procédure

2.31 proceso process processus

2.27 punto de descarga point-of-discharge point de rejet

2.25 punto de recoleccion point-of-collection point de collecte

2.26 punto de suministro point-of-delivery point de livraison
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OkoHnyaHue mabnuus! A.3

TS;\'\::Ea Spanish English French

2.28 punto de uso point-of-use point de consommation

2.35 rehabilitacién rehabilitation réhabilitation

2.39 reparacion repair réparation

2.40 requisito requirement exigence

2.41 residuos residues résidue

243 restriccion restriction restriction

2.44 servicio service service

2.12 sistema de agua potable drinking water system systéme d’alimentation en eau
potable

2.52 sistema de agua residual wastewater system systéme d’assainissement

2.21 sistema de gustion management system systéme de management

2.22 sistema local on-site system systéme autonome

2.49 tarifa tariff tarif

2.33 tasa de retorno rate of return taux de retour

2.50 usuario user usager
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Mpunoxenne B
(cnpaBouHoOe)

lNMpumepbl Nokasatenen AeATeNbLHOCTU

B.1 O6wme nonoxeHnn

B HacTosAWweM NpunoxeHnn npeacTaBneHbl KOHKPETHbIE NPUMEpbI Nokasarternen AesiTenbHOCTU, pa3paboTaHHbie B
COOTBETCTBUM C KPUTEPUSAMU OLEHKM, CoAEpXalMMUCS B pasgene 6, u MeToaonormeil, NnpeacTaBneHHon B pasaene 8.
MokasaTenu AeATEeNbHOCTU QOMKHbI MCMONb30BaTLCA AN OLUEHKN BbINONHEHUs! YCNYrM OTHOCUTENBHO Lenen, yCTaHoB-
NEHHbIX B COOTBETCTBUM C HYXXOAMU U OXXMAAHUSMU NoTpebuTenen, BKNoYeHHbIMK B pasaen 4.

HekoTopble KpUTEpPUM OLIEHKM yCIyTM NoTpebutensam, nepeqmcrneHHslie B pasaene 6, TpebyloT kaueCTBEHHOW OLEHKU
vnn NpU6IM3NTENbHO OLIEHKM AaHHbIX AN NONYYEHUA pacHeTHLIX AaHHbIX. HECMOTPS Ha TO YTO MPUHLMIMLI UCTIONBb30Ba-
HUS nokasaTenei AesTenbHOCTU NPOTUBONONOXHbI NPUHUMNAM UCMONB30BaHUS PACYETHBIX IaHHbIX, €CNY HeobxoauMo,
MOrTy4YeHNe TaknX pacHeTHbIX AaHHbIX 4OMKHO NPON3BOAUTLCA CUCTEMATUUECKM U MO COMMAaLLEHMNIO CO BCEMU 3aMHTEpECo-
BaHHbLIMMY CTOPOHAMM, YYaCTBYIOLLMMU B NPOLECCE OLEHKN.

MpuBeaeHHbIe HUXKE NPUMEPb He ABNSAI0TCA ncyepnoisalowmmu. [lpyrme noxoxuve npymMepbl nokasarenemn gesitenb-
HOCTM MOTYT 6bITb pa3paboTaHbl N HaNAEHbI B CNpaBoYvHukax (Hanpumep, cM. Cnpasodnukm [11], [12]) ans npumeHeHus
HacToswero craHgapTta. Ha nokasatenun AesTenbHOCTU OKa3biBalOT BMNUSIHWE MECTHbIE YCNOBUS, MO3TOMY nokasarenu
cnepyeT aganTMpoBaTh K HUM. Moka3atenun AeATenbLHOCTU B 3TOM NPUITOXEHUU NpeiaratoTCs TONbKO B KAHECTBE NpUMe-
pOB, UX He cregyeT ucnonb3oeaTh 63 NnoATBEPXAESHUS UX YMECTHOCTU M MPUMEHMMOCTMW.

Mpwv TONKOBaHWM NoKasaTernewn AeATenbHOCTU criedyeT yUUTbiBaTh KOHTEKCTHYIO MHPOPMALIMIO, KOTOPasi BKNOYaeT
XapakTepuUCTUKM CUCTEMbI U PErvoHa.

B.2 [ocTtyn Kycnyram nuTbeBOro BoaocHabxeHus

MNokasaTenb AeATeNbHOCTU: KONMYECTBO HAceNeHusl B pacyeTe Ha OAWH KpaH unu BogoHanopHyio Tpy6y obuwero
nosib30BaHus (Yen./kpaH).
OnpeaeneHne: NOCTOSIHHO NPOXMBAaKOLLEe HaceneHne, 06CNYXMBaeMoe CUCTEMON KOMMYHAaNbHOrO BOAOCHabXeHns
nocpeacTBOM KPaHOB UITM BOZ4OHAMOPHbIX TPYO 06LLero nonb3oBaHuisi, B pacHeTe Ha KONUYeCcTBO KPpaHoB U BogoHa-
NOpPHbIX TPY6 06LWLEro NonbL30BaHus.
MpaBuno o6paboTkn AaHHBIX: |gq = F4/Fg,
rae lggg — Nokasarterb A4esTerbHOCTY MO KONWYEeCTBY HaceneHusi B pacyeTe Ha OAMH KpaH iu OAHY BOAOHANOPHYI0
TpyOy 06LLero Nnonb3oBaHus, Yen./kpaH;

F43 — KonnuecTBo HaceneHns, 06cnyxmMBagMoro NocpeacTBOM KpaHOB U BOAOHANOPHbIX TPy6 06uwero nons3o-
BaHUS;

Fg — KOnM4ecTBO KpaHOB UMK BOAOHANOPHBLIX TPY6 obLiero nonb3oBaHns.
KommeHTapui: 3TOT NoKasaTerb OLEeHUBAETCH OTHOCUTENBHO KOHTPONbHOM AaThl. OH OTHOCUTCS TONBKO K pa3BuBato-
LMMCSH permoHam, rae cylwecTBeHHas 4oNs NOCTaBKuy BOAbI NPOM3BOANTCS Yepes KpaHbl M BOAOHaNopHbIe TpyObl obLue-
ro NonNb30BaHus.
Koo IWA: QS9

B.3 lMpepoctaBneHwe ycnyrun
B.3.1 Bpems ananoAroToBKM KNpeaocTaBreHnIo HOBOW YCIyru

MokasaTtenb aesatensHocTw: KM HoBOro noacoeamHeHus (aHen).
OnpepeneHue: o6liee Bpems, NOTPa4YeHHOE Ha YyCTaHOBITEHWE HOBbIX NOACOeAUHEHUN, 3a Nepuno OLEHKU/KONNYECTBO
HOBbIX NOACOEANHEHWUI, YCTAHOBNEHHbIX 32 Mepuog OLEHKM.
MpaBuno o6paboTKn AaHHbLIX: |ngo3 = Fo/F 4,
rae lqg 3 — nokasartenb AestensHocTy no KM/ HoBbiX NOACOSANHEHUI, B AHSIX;
Fg — Bpems ycTaHOBKW HOBbIX MoACOeANHEHUN, B AHAX;

F 1o — KONMM4eCTBO YCTAaHOBIIEHHbBIX HOBbIX MOACOEAVHEHNIA.
KomMeHTapuit: OLleHKY STOro NokasaTersi He crnedyeT NpoBoAMTh 3a Nepuos MeHee 04HOro roaa, NOCKOMbKY 9TO MOXeT
npuBecTu k ownboYHbIM BbiBOAAM. ECnn nepuog oueHku BCe xe cocTaBnaeT MeHee roga, criefyeT TONKoBaTb pe3ay b-
TaTbl ¢ 0co6bIM BHUMaHueM. Cneagyet uaberatb BHELWHUX CPABHEHUI HA OCHOBE TaKMX BPEMEHHbIX Neprnogos. AToT
nokasartesib OTHOCHTCS K HOBbIM KOHTPaKTam, Korga nogacoeanHeHne K yernyre yxe cylwecrByer.
Kog IWA: QS23
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B.3.2 PemoHTHbIe paboThI
B.3.2.1 KonuyecTBO NnpepbiBaHNN B pacuyeTe Ha coeauHeHne

MokasaTten AEeATENLHOCTM: KONMUECTBO MPEpbiBaHWI B pacuyeTe Ha coeauHeHwe (konuyecteo/1000 coeaune-
Hui/roa).
Onpepenenne: [(06Lee KONUYECTBO NPEPLIBAHUIA 3a NEPUOA OUEHKM x 365)/(nepuog OLEHKN x KONUYECTBO Noacoean-
HeHul K yeniyre)] x 1000.
MpaBuno 06paboTkm AaHHLIX: |54 = Dag x 365/(H, x Cyy) x 1000,
rae lgg14 — Nokasarernb AeATenbHOCTU NO KONMUYECTBY NPEPLIBaHUI B pacueTe Ha coeiMHeHue, konwuyiectBo/1000 coe-
avHeHnn/roa;

D3¢ — KONMUECTBO NpepbIBaHUi NPeaoCTaBNeHUs YCIyru,

H,; — nepnog oueHku, B AHAX;

C,,4 — KONMUUECTBO NOACOEANHEHUN K ycnyre.
KommeHTapmii: oLieHKy 3TOro nokasarens He cnefyeT NPOBOAUTL 3a NEpUOA MeHee 0AHOr0 roAia, MOCKOSbKY 3TO MOXeT
npueecTy K omboyHbIM BbIBOAAM. ECnin nepnoa oueHkm Bee e COCTaBNSAET MeHee roaa, Cneayer TONKOBaTb Pesyrib-
TaTbl ¢ 0cO6bIM BHUMaHueM. CneayeT uzberatb BHEWHUX CPaBHEHWUI HA OCHOBE TakuX BPEMeHHbIX NepuoaoB.
Koa IWA: QS14

B.3.2.2 CpepHee Bpemsi npepbIBaHNA

MokasaTtenb AeATENbLHOCTU: CpeaHee BpeMSA NpepbiBaHus (QHEn).

Onpepenenne: cpeHssi NPOAOCIKUTENBHOCTL BCEX NPEPbIBAHUN, UMEBLLMX MECTO 3a NEPUO, OLLEHKW.

MNpasuno 06paboTkm AaHHLIX: 06LLEee Bpems NnpepbiBaHUN 3a Nepuos oLEHKM (B AHsIX)/ obLiee konu4ecTBO NpepbIBa-
HUI 3a Nepuo OLEHKM.

KommeHTapwmii: oLieHKy 3TOro nokasartens He cnegyeTt NPOBOAUTL 3a NEPUO MEHEE OAIHOTO oA, MOCKONbKY 3TO MOXET
NPUBECTM K OLULMBOYHBIM BbIBOAAM.

B.3.3 Uenaycnyrun

MokasaTenb AeATENLHOCTN: SKOHOMUYECKast AOCTYNHOCTL 3aTpaT Ha nogcoeguHenue (%).

OnpepeneHune: LeHa HOBOro NOACOEAMHEHUS K YCNyre B panoHe, rge Tpebyercs paclumpeHume cetm, OTHOCUTENbHO
cpegHero Aoxoaa B panoHe.

MpaBnno o6paboTkM AaHHLIX: (LieHa HOBOTO NOACOeAMHEHUS K yCnyre B palioHe, rae Tpebyetcs paclumpenue cetu/
CcpeaHUN MeCsAYHbIN 40X04 AOMaLLHero xo3ancrea B panotHe) x 100 %.

KommeHTapui: npoueaypa pacueTa eXeMeCAYHOro goxoaa AOMaLLHEro X03sIMCcTBa B panoHe AOMKHa 6biTb YeTko
onpepeneHa 3apaHee v cornacopaHa co BCeMy y4acTBYIOWUMK B NPOLIECCE 3aUHTEPECOBAHHbBIMW CTOPOHAMM.

B.3.4 O6bem nocTaBKM NUTLEBOW BOAbI

MNokaszaTenb AeATeNbLHOCTU: BPEMS AEVCTBUA OrpaHnYeHnii Ha ncnonb3oBaxne Boapl (%).

OnpegeneHune: NpoLeHTHasA 4ONA BpeMeHW B rogy, Koraa AeiCTBOBanm orpaHuYeHns Ha UICNonb3oBaHue Bodbl 4O6po-
BOJIbHOIO MW 3aKOHOZATENbHO ONnpeaeneHHOro xapakrepa.

MpaBuno o6paboTkn AaHHLIX: [QHW B rogdy, Koraa gericTBoBano Ao6poBONbHOE OrpaHWYeHUe Ha UCNONb3oBaHUE
BOAb! (KONMYECTBO) + AHW B rogy, korga eMcTBOBaro 3akoHodaTernbHo onpeaeneHHoe orpaHMyeHne Ha UCTonb3oBa-
Hue Boabl (konu4ecTro)] x (100/365).

KommeHTapui: uncrno 365 aameHsieTcsi Ha Ymcno 366 onsi BUCOKOCHOro roaa. [pu pacyeTre 3Toro nokasarens gestenb-
HOCTU cne,u,yeT BKINK4YaTb TOJIbKO orpaqueHMﬂ Ha ncnonb3oBaHme BoAbl, 06yCJ'IOBJ'IeHHbIe He,ElOCTaTO‘-IHbIM OsbeMOM
BOZb! B UCTOYHUKE. CUCTEMbI KOMMYHaIBHOrO BOAOCHaGXEHMS MOTYT MO CBOEMY YCMOTPEHMIO UCMNONb30BaTh OTAENb-
Hbl€ MoKasaTenu AenaTenbHOCTU AN OTPaXeHUs A06POBOMBHLIX U 3aKOHOAATENBHO onpegeneHHbIX OrpaHUYEHUNA.

B.3.5 KavyecTBO NnuThEBOW BOAbLI

MokasaTenb AeATeNbLHOCTU: KAYECTBO NOCTaBnsiemon Bogpl (%).
OnpepeneHue: (06Lee KONMYECTBO NPOBEPEHHbIX MPOG OYMLLEHHON BOAbI, COOTBETCTBYIOLLIMX MPUMEHUMbIM CTaHAaP-
Tam unu TpeboBaHusIM 3aKOHOOATENbCTBA, 3a Nepuos oueHkM/obLee KONUMYeCTBO NPOBEPEHHbIX NPO6 ounLLEeHHON
BOAbl 3a Nnepunog oueHkun) x 100 %.
MpaBuno 06paboTkn AaHHbIX: log1g = ((Dgy + Dg3 + Dgy + Dgs)/Dgq) x 100 %,
rae lggg — Nokasarenb AeATENbHOCTM N0 KaYeCTBY MOCTaBIISIEMON BOAbI, B NPOLEHTaX;

Dg, — KOMMUECTBO NPO6, COOTBETCTBYHOLLUX SCTETUHECKNM KPUTEPUSIM;

Dg3 — Konn4ecTBo Npo6, COOTBETCTBYOLLMX MUKDOGNONOTMHECKNM KPUTEPUSM;
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Dg4 — KOnMuecTso Npo6, COOTBETCTBYIOWMX (PUBNKO-XUMNUHECKUM KPUTEPUSIM,

Dgs — KonmuecTBo Npo6, COOTBETCTBYIOWMX KPUTEPUAM PaanOaKTMBHOCTH,

D54 — KONM4ECTBO NPOBEPEHHBIX NO KA4ECTBY NPO6 OUMLLEHHO BOAbI.
KommeHTapui: oLleHKy 3TOro nokasarenst MOXHO NPOBOAUTL 3a NEpNoa MEHee OHOIO FroAa, HO NPU 3TOM cneayeT Tor-
KOBaTb pe3ynbTaThbl C 0COObIM BHUMAHUEM, OCOGEHHO KOrAa OHW UCNONb3YIOTCS AT BHYTPEHHUX UMW BHELWHWUX CPaBHe-
HUNA.
Koa IWA: QS18

B.3.6 3cTeTMyeckme xapakTepucTukun Boabl

MokasaTenb AeATeNLHOCTMU: Xanobkl Ha kKa4ecTBOo BoAb! (%).
Onpepenexne: (KoNUYeCTBO Xanob Ha ka4eCTBO BOAbI 3a Nepuoa OLUeHKU/KoNu4ecTBo xanob Ha ycnyry 3a nepuog,
oueHkm) x 100 %.
MpaBuno 06pa6oTkm AaHHbIX: log3g = Fyg/F 15 x 100 %,
rae lggag — Nokasarenb AeATENbHOCTY Mo xano6am Ha ka4ecTBO BOAbI, B NPOLEHTaX;

F ;g — KonmuecTBo xanob Ha kauecTBo BOAbI;

F 15 — konmuectso xanob Ha ycnyry.
KoMmeHTapmii: oLieHKy 3TOro nokasatenst MOXXHO NPOBOANTL 3a Nepnoa MEHEE OHOTO rofia, HO NPU 3TOM crieayeT Ton-
KoBaTb pesynbTaTbl C 0CO6LIM BHUMaHMEM, OCODEHHO KOrga OHN UCNONb3YIOTCH ANs BHYTPEHHUX NN BHELLHUX CpaB-
HEHUN.
Koa IWA: QS30

B.3.7 [aBneHune npu nocTaBke NNTLEBOW BOAbI

MNokasaTenb AesaTenbHOCTK: xanobbl Ha ypoBeHb AaBneHus (%).
OnpepeneHune: (konvyecTBO Xanob Ha ypoBEHb AaBNEHUS 3a Nepunoa OLEHKM/KONNYeCTBO Xanob Ha ycryry 3a nepuog,
oueHkn) x 100 %.
MpaBuno 06paboTkn AaHHbIX: logog = Fg/F 45 X100 %,
rae lqgog — Mokasarternb AeATENIbHOCTY MO Xanobam Ha ypoBeHb AaBNeHns, B NPOUeHTaXx;

F 1 — Konu4ectso xanob Ha ypoBeHb AaBrieHus;

F 15 — Konu4ecTBo xanob Ha ycnyry.
KoMmeHTapmi: oLeHKy 3TOr0 MokasaTens MOXHO MPOBOAMUTL 32 Nepnoa MeHee OAHOTO rofa, Ho NPy 3TOM cnegyeT Ton-
KOBaTb pe3ynbTaThl ¢ 0CO6LIM BHUMaHMEM, OCOBEHHO KOr4a OHW UCMONb3YIOTCS AMst BHYTPEHHNX UNWU BHEWHUX CPaB-
HEeHUN.
Kog IWA: QS28

B.3.8 HenpepbiBHOCTbL NOCTaBKM NUTbEBOW BOAbI
B.3.8.1 HenpepbiBHOCTbL NOCTaBKM

MNMokasaTtenb AeATENbHOCTN: HENMPEPLIBHOCTL NOCTaBkM (%).
OnpepeneHne: [KONMYECTBO YacoB, B TEYEHME KOTOPLIX B CUCTEME MOAAEPXKUBAETCA AaBreHuUe, 3a Nepuop oueH-
kn/(24 x nepuog oueHkn)] x 100 %.
MpaBnno 06paboTku AaHHBIX: o545 = Ho/(Hy x24) x 100 %,
rae lgg o, — Nokasarens AeATenbHOCTM N0 HENPEPLIBHOCTH NOCTABKM, B NPOLEHTAX,;

H, — Bpewms, B TeéHeHNE KOTOPOro B CUCTEME NOAAEPKUBAETCA AABNEHNE, B Yacax;

H, — nepuog oueHKu, B 4HAX.
KomMmeHTapwmir: oLieHKy STOro nokasaTensi He crnegyeT NpoBOAWTh 3a Nepuoj MeHee 04HOMo roaa, MOCKOMbKY STO MOXET
MPVBECTM K OLMBOYHbLIM BbiBOAaM. Ecniv nepuop oLeHku BCe XXe COCTABMNAET MeHee roaa, crnegyeT TONKoBaTb pe3dyrib-
TaTtbl ¢ 0CcO6bIM BHUMaHueM. Crnegyet naberate BHELIHUX CPABHEHWI HA OCHOBE TAKUX BPEMEHHbLIX NeprMogoB. 3TOT
nokasaTenb NOAXOAWUT ANA CUCTEM NepeMexaloLmMxca NocTaBok. B aTom nokasaTene He y4nTbIBalOTCSA NpepbiBaHns
BCMeACTBYE BHEMNMaHOBLIX C60eB B paboTe cucTeMbI, NPOBOASLLMECS PEMOHTHbIE pabOoThl, BOCCTAHOBUTEBbHBIE pabo-
Tbl. [1py HaNW4YKMK NOACKCTEM, OCYLLECTBNSIOLWMX NOCTaBKY B pa3Hble Nepuodbl, MoKa3aTenb OLeHNBaeTCs OTAENbHO No
Kaxxgow noAcucteme. PesynbTaTt npeacraensieT coboli cpegHEB3BELWEHHYI0 BENUYMHY, BECOBbIM KO3(MDULNEHTOM
ABMNAETCH KONNYeCTBO NOACOSAMHEHWI K yCryre No KaXX4ow nogcucreme.
Kog IWA: QS12

B.3.8.2 YacTtoTa gOCTaBKM NUTbEBOMW BOAbI B HeCeTeBbIX CUCTeMaxX

MokasaTtenb AeATENbHOCTW: YacTOTa AOCTaBKM NMUTLEBON BOAbLI B HECETEBbLIX CUCTEMAX (KONUYECTBO/AEHD).
OnpepgeneHne: yacToTa JOCTaBKM BOAbI B HECETEBbLIX CCTEMAX.

MpaBnno o6paboTkn AaHHLIX: KONTMYECTBO AOCTABOK BOAbI B pacyeTe Ha NoTpebuTens B rogy/365 gHew.
KomMeHTapwmir: 3T0T nokasartenb AeATeNnbHOCTU MOXET NCNONb30BaTbCs TONBKO B HECETEBLIX CUCTEMAaX, rae ocyLle-
CcTBNsIeTCH AocTaBka notpebuTento. YUncno 365 sameHaeTcs Ha uncno 366 4ns BUCOKOCHOrO roga.
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B.3.9 OxBaTt n BOCTYNHOCTbL yCRYr NUTbEBOro BOAOCHa0XeHus
B.3.9.1 OxBaTHacenexun

MNokasaTenb AesTenbHOCTKN: OXBaT Hacenenus (%).
OnpepeneHune: (MOCTOAHHO NPOXMBAOWEE HaceneHne, obcnyxmpaeMoe CUCTEMON KOMMYHaNbHOIO BOAOCHabXXe-
Husi/o6LWwee YMCno NOCTOAHHO NPOXMUBaoWero Hacenenns) x 100 %.
MpaBuno o6paboTkn AaHHLIX: |g3 = F/E5 x 100 %,
rae lggz — nokasarenb AeATeNbHOCTH MO OXBaTy HACENeHNs, B NPOLEHTaX;
F, — o6cnyxuBaemoe NOCTOSIHHO NPOXMBAIOLWLEe HaceneHne, YenoBex;
E5 — nocTosHHO NpoXuBaloLiee HaceneHne, YenoBex.
Kommeu-rapuﬁ: STOT NoKasaTernb oueHUBaeTCA NO COCTOAHUIO HA KOHTPOIbHYIO AAaTy.
Koa IWA: QS3

B.3.9.2 PaccTosHune oT AOMALIHNX XO3ANCTB A0 NYHKTOB BOAOCHAGXeHNA

MNokazaTenb AeATENLHOCTU: PACCTOSHNE OT AOMALLHUX XO3AWCTB A0 NMYHKTOB BOAOCHAGXEHUs (B MeTpax).
OnpegeneHne: CyMMUPOBaHUE ANs BCEX NYHKTOB BOJOCHABGKEHNA pacCTOsIHUA MeXAy KaxabiM MyHKTOM BogocHabxe-
HVA U Hanbornee yaaneHHbIM JOMALLHUM X03AlCTBOM, 06CNYXMBAEMbIM UM, OTHOCUTENBHO OBLLEro KoNMUYeCTBa NyH-
KTOB BOAOCHabXeHuA.

MpaBuno o6paboTkn AaHHbIX: 06LLEE pacCTOAHUE OT NYHKTOB BOAOCHabXEHUs1 A0 AOMaLUHMX X03sUcTB/obwee Konu-
YEeCTBO NYHKTOB BOAOCHAGXEHWS1.

KomMeHTapui: 3TOT nokasaTenb OLEHUBAETCA NO COCTOAHUIO Ha KOHTPONbHYIO AaTy. MNMyHKTbl BOAOCHAGXEHUSA OTHO-
CATCA K nyH KTam n0Tpe6neva, rae HaxogAaATca oAnH UNKU HECKONBbKO KpaHOB UMM BOAOHANOpPHbLIX pr6 o6u.|,ero nonb3o-
BaHusi. OH OTHOCMTCA TONBbKO K Pa3BMBAIOWMMCA pernoHam, rae cyllecTBeHHas 40Nsi NOCTABKM BOAbI NPOU3BOANTCA
Yepes KpaHbl M BoAOHaNopHble Tpy6bl 061ero nonb3oBaHus.

B.3.10 OxBaT 1 AOCTYNHOCTb YCIYr NO yAANEeHUIO CTOMHbIX BOA,

MokasaTenb AeATeNbHOCTHU: NOCTOSHHO NPOXUBalOWEee HaceneHne, UMetoLLee NoAcoeAMHeHNE K KaHann3aunoHHON
cucreme (%).
OnpeaeneHue: (NOCTOSIHHO NPOXUBAIOLWEE HAaceneHne, MMeloLLee NogcoeauHeHne K KaHarIn3aumoHHON CUCTEME, IKC-
nnyaTMpyeMon CUCTEMOW KOMMYHanbHOrO BOAOCHAOXeHus/oblee 4YnuCcno NOCTOAHHO NPOXMBAIOWENO Hacerne-
HUs1) x 100 %, NO COCTOSAAHMIO HA KOHTPONbHYIO AATY.
MpaBuno o6paboTKM AAHHLIX: IwQS1 = Weyfwgq x 100 %,
rae l,qgq — nokasarenb AEATENbHOCTU MO NOCTOSIHHO MPOXMBAIOWEMY HACENEeHUo, UMEIOLWEMY NOACOSANHEHNE K
KaHanu3auvoHHON CUCTEME, B NpoLeHTaXx;

Wg, — HaceneHuve, MMetoLLee NoACoeAVHEHUE K KaHanM3aLuoHHON CUCTEME, HenoBek;

Wg4 — MOCTOAHHO NPOXUBaIOLLEe HAaCeneHne, YenoBek.
Koa IWA: wQS1

B.3.11 3aTtonneHne 06 beKTOB HeABNXNMOCTHN CTOUHLIMWU BOAaMKN
B.3.11.1 3aTonneHne 06bLEKTOB HEABMXMMOCTN CTOYHBLIMW BOAAMMW M3 KAHANU3aLMOHHLIX KOMNEKTOPOB
CMeLlIaHHOro TUNa B CbIPYIo noroay

MokasaTenb AeATEeNbHOCTU: 3aTONNEHNE OGBEKTOB HEABUXMMOCTU CTOYHBIMMY BOAAMM U3 KAHANU3ALMOHHbIX KONNEeK-
TOPOB CMELL@HHOro TMNa B cbipyto norody (konudectso/1000 06beKTOB HegBMXUMOCTU/IOA).
OnpepeneHue: [(KonM4ecTBO 06 HLEKTOB HEABMXUMOCTU, MOCTPaAABLLMX OT 3aTOMNMNEHNUs CTOYHbLIMU BOZAMM U3 KaHanu-
3aUMOHHbIX KONNEKTOPOB CMELLaHHOro TUNa B ChiPyto norody, 3a nepmog oueHkn x 365)/(nepnoa oLeHKN x KONNYECTBO
noacoeanHeHHbIX 06 bEKTOB HEABUXXMMOCTM MO COCTOSIHMIO HA KOHTPONBHYI0 AaTy)] x 1000.
MpaBuno o6paboTku AaHHBIX: |, 513 = (W5 X 365/(wyy; xW(,g)) x 1000,
rae lyqs13 — nokasartesb 4esTenbHOCTH MO 3aTONMEHN0 06 bEKTOB HEABWKMMOCTN CTOYHBLIMM BOAAMM M3 KAHANU3aLK-
OHHBbIX KONTeKTOPOB CMELLAHHOIo TUNa B ChIpyto noroay, konmyectso/1000 06beKTOB HeaBUXMMOCTH/rog;

Wpg — KOITMMECTBO 3aTOMNIEHNii B CbIPYIo Norogy 06beKToB HeABWXUMOCTN CTOYHbIMM BOJAMM U3 KaHanm3aawu-
OHHBbIX KOMNTEKTOPOB CMELLAHHOro TMna;

Wyq — NEPNOo OLEHKN, B AHAX;

W(pg — KOMMHECTBO NOACOEAMHEHHbIX 06LEKTOB HEABMXUMOGTMI.

KoMmeHTapui: sTOT nokasatenb AeATENBHOCTU MOXET OLEHUBATLCA 32 NepUoabLl MeHee rofa, Ho peKoMeHayeTcs
MCronb3oBaTh ero, Koraa AaHHble No nepeMeHHbIM cobpaHbl Mo KpariHer Mepe 3a rog. Ecnv sToT nokasartenb MCnosbay-
etcsi Ans 6onee KOPOTKUX NEPUOAOR, CreayeT ¢ 0cobbiM BHUMaHWEM NPOBOANTL CPABHEHWUS, KaK BHYTPEHHWE, TaK 1
BHELLHWE.
Kop IWA: wQS13
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B.3.11.2 MpepbiBaHna npegocTaBNeHnA ycnyr no c6opy v TpaHCNoOpTMPOBaHMIO CTOYHbIX BOA

MokazaTtenb AeATENbLHOCTHU: NPEPLIBAHNS NPEAOCTABNEHUS YCITYT N0 COOPY U TPaHCMOPTUPOBAHWNIO CTOHHBIXBOA (%).
OnpepgeneHne: (CYMMapHOe KOnMueCTBO 3a Nepnog OLEHKN 06 BEKTOB HEABWKMMOCTU, NOCTPaZaBLLINX OT NpepbIBaHuM
npefocTaBneHuns yenyru, yMHOXeHHOE Ha NPOAOIMKNTENBHOCTB NpepbIBaHUI B Yacax)/(KonmyecTBO NOACOEANHEHHBIX
06BEKTOB HEABMXUMOCTU NO COCTOSIHWIO HA KOHTPONbHYI0 AaTy x 24 x nepuopg oueHkn) x 100 %.
MpaBuno 06paboTkn AAHHBIX: | q5q5 = (WE7/(Weog X 24 xW4)) x 100 %,
rae l,qg15 — NokasaTesnk AenTenbHOCTU MO NPepLIBAHNSIM NPefOCTaBNeHns YCyr no c6opy u TpaHCNoPTMPOBaHMIO
CTOUHbIX BOA, B MPOLUEHTAX;

Wg7 — CYMMapHO€e KOIMYECTBO 3a NEPUOA OLEHKN 06BLEKTOB HEABWKMMOCTH, NOCTPaAaBLIMX OT NpepbiBaHuii
npeaocTaBneHns yCnyry, YMHOXeHHOE Ha NPOAOMKNTENBHOCTL NPEPLIBAHUIA, B Yacax;

W pg — KONNYECTBO NOACOEANHEHHbLIX OGbEKTOB HEABUXMMOCTH,

W1 — Nepuog OLEHKN, B AHAX.
KommenTapui: 370T nokasarenb AeATENbHOCTU MOXET OLIEHMBATLCS 3a Nepuogbl MeHee roAa, Ho cneayeT ¢ 0coObIM
BHMMaHWEM UCNONb30BaTb €ro A4nA CPaBHEHWN, KAK BHYTPEHHUX, TaK M BHELLHUX.
Kop IWA: wQS15

B.4 YnpaBneHwue KOHTpaKTaMu 1 BbICTaBJIEHNE CHETOB
B.4.1 Bo3mOXHOCTb 3aKNIOYE€HNA ACHOrO M NOHATHOIO cornaiueHms o6 ycnyre

MNokasaTenb AeATeNbHOCTM: Xanobbl n 3aNpocsl Mo cornalieHmnio 06 ycnyre (KonuyuecTBo/KNneHT/ron).
OnpeaeneHue: (KONMYECTBO Xanob 1 3anpocos no cornalueHunto o6 ycnyre 3a nepvog oueHkn x 365)/(nepuog oueH-
KM X KOMUYECTBO 3aperMcTpupoOBaHHbIX NoTpebutenen).

MpaBuno o6paboTkun gaHHbIX: aHanor4Ho nokasarento IWA QS32 (cm. B4.2).

B.4.2 To4HOCTb BhICTABNEHNA CHETOB

MokasaTenb AeATeNbHOCTH: Xano6bl M 3aMPOChl N0 BLICTABNEHWIO CHETOB (KONMMYECTBO/KNNEHT/roa).
OnpeaeneHue: (KOnNn4ecTBO xanob u 3anpocoB Mo BLICTABIIEHUIO CHETOB 3a nepuop, oueHkun x 365)/(nepuop, ouex-
KM x KONTMYECTBO 3aperncTpupoBaHHbIX noTpebutenei).
MpaBuno 06paboTkn AaHHBIX: lngs, = Fog x365/(H,y xEp),
rae lggs, — nokasarerb 4eATENbHOCTH N0 xanobam v 3anpocam no BbICTABNEHMIO CHETOB, KONMYECTBO/KNUeHT/rog,;

F 5o — KOnn4ecTeo xanob 1 3anpocoB Mo BbICTABMNEHNI0 CHETOB;

H, — nepuog oueHKy, B AHAX;

E o — KONM4eCTBO 3aperncTpupoBaHHbIX NoTpebuTtenen.

Kop IWA: QS32

B.4.3 OtBeTHa Xanobbl, cBA3aHHbIE C BbICTABIEHUEM CHETOB

MokasaTenb AeATeNbHOCTU: CBOEBPEMEHHOE YPerynmpoBaHue xanob, CBA3aHHbIX C BbICTaBMNeHUEM CHETOB (%).
OnpeaeneHne: npoLeHTHan Aons xanob ot obLuiero Konu4yecTea xanob, CBA3aHHbIX C BLICTABNEHUEM CHETOB, ypery-
NVMPOBaHHBIX B Npedenax MakcumarnbHOro onpeaeneHHoro cpoka.

MpaBnno o6paboTkM AaHHbIX: [kanobbl, CBSI3aHHbIE CO CYeTaMu, NOAaHHbIE B TEYEHUE KaneH4apHOro nepuoaa, KoTo-
pble 661K yperynvpoBaHbl B NpeAenax ycTaHOBNEHHOIo Cpoka (KONM4YecTBo)/kanobbl, CBA3aHHLIE CO cYeTaMmn, NoAaH-
Hble B Te4eHWe KaneHgapHoro cpoka (konmyecTeo)] x 100 %.

B.4.4 fIcCHOCTbL BhLICTABMEeHHbIX CHETOB

MokasaTenb AeATeNnbHOCTL: Xanobbl M 3aNPOCkl HA HEACHOCTU B BbICTABIEHHbIX CUETaX (KONUYECTBO/KNMEHT/roa).
OnpepeneHne: (konuMuecTBO Xanob u 3ampocoB Ha HEACHOCTU B BLICTABMEHHbIX CUYeTax 3a Nepuosd OueH-
Kn x 365)/(nepnoa oLeHKU x KONUYECTBO 3apermcTpupoBaHHbIX NOTpebuTeneit).

MpaBuno 06pa6oTkn AaHHbIX: aHanorMyHo nokasarento IWA QS32 (cm. B.4.2).

B.4.5 CnocoGuIonnaTtbl

MNMoxa3aTenb AeATENLHOCTU: PACCTOSIHME OT 4OMALLHUX XO3AWCTB A0 NYHKTOB Onnathl (M).

OnpeneneHvne: CyMMMpOBaHME MO BCEM NYHKTAM ONNaThl PAaCCTOAHWUI OT MyHKTa onnatbl 40 HanGonee yaaneHHoro
AOMaLLHero xo3sancTea, obcnyxmBaemoro um/obwee KONMYECTBO NYHKTOB ONIaThl.

MpaBnno 06paboTkun AaHHLIX: obLliee paccToAHWE OT AOMALHUX XO3SINCTB A0 NYHKTOB onnarbl/obwee Konu4ecTeo
NyHKTOB ONNaTsl.

KommeHTapui: 3T0T nokasarternb OLeHMBAETCA NO COCTOAHMUIO HAa KOHTPONBbHYIO AaTy. [MyHKTLI ONNaThl OTHOCATCSH K TOM-
KaM, rae MOXHO NPON3BECTU NNaTex 3a ycryry. 9TOT nokasaTerb akTyarneH NULWb AN TEX PEMMOHOB, Frae HEA0CTATOYHO
XOPOLWO pasBUTbI anbTepHATUBHbIE CNocobbl onnaTol.
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B.5 MNopaepxaHne xopolnX OTHOLWEHWUNA ¢ NoTpebuTensimm
B.5.1 O6wme nonoxeHuns
B.5.1.1 Hanwnuwme cxembl yyacTvus gnsa notpedntenen

MokasaTenb AeATENbHOCTH: HanNn4une cxembl y4actus Ans notpebutener (aa/Her).
MpaBuno o6paboTkn AaHHbIX: CYLLECTBYET M CXeMa, NOCPeACTBOM KOTOPOM NoTpebrTeny MoryT NpUHATL y4acTue B
ynpaeneHun ycnyron? (aa/Her).

B.5.1.2 lMepcoHan no paboTe ¢ KNMEHTaAMM

MokasaTenb AeATeNbLHOCTH: NepcoHan no paboTe ¢ knneHTamu (%).
OnpepeneHue: (KONM4ECTBO 3aHATLIX NOMHbIN paboyni AeHb paboTHUKOB, 3aHUMatOLWUXCS BeAEeHUEM y4eTa U KOHTPO-
NeM, KIMEHTCKUMU OTHOLLIEHUSIMU 1 MEHEIPKMEHTOM/ KONMYECTBO 3aHATLIX NOIHBIN pabounii AeHb paboTHMKOB cncTe-
Mbl KOMMYHanbHOro BogocHabxenus) x 100 %.
Mpaenno 06pa6GoTkn AaHHbIX: Ip 5 = B5/B, x 100 %,
rae lp,g — Nnokasarens AeATenbLHOCTH NO NepcoHany no paboTe ¢ KNneHTamu, B NpoLeHTax;
B — konuyectso nepcoHana no paboTe ¢ KnneHTamu;
B, — obuwee konuyecTBO NepcoHana.
KommeHTapmii: 9T0T nokasaTernb OLEHUBAETCH NO COCTOSIHWIC Ha KOHTPOMbHYIO Aarty.
Kop IWA: Pe6

B.5.2 MuncbMmeHHBIe 0B palleHns

MokasaTenb AeATENbLHOCTN: OTBET HA NUCbMEHHbIE Xanobbl (%).
OnpepeneHue: (KONMM4YECTBO NMCBMEHHBIX XKano6 B pamMKax 3a4aHHOro Cpoka 3a nepmnog oueHKWU/ KONM4eCcTBO NMMCbMEH-
HbIX xanob 3a nepuog oueHkn) x 100 %.
MpaBuno o6paboTkm AAHHBIX: lagay = Foo/F,g x 100 %,
rae lggas — Mokasarerb 4esTeNbHOCTM N0 OTBETY HA NMMCbMEHHbIe Xanobbl, B npoueHTax;

F5, — KONWU4ECTBO NCbMEHHbIX OTBETOB;

F 3 — KONU4YECTBO NNCbMEHHLIX Xanob.
KommeHTapwi: 3T0T Nokasartens AesTeNbHOCTU MOXET OLEHUBATLCS 3a Nepuoabl MEHee rofda, HO crnegyeT ¢ 0cobbim
BHUMaHWeM TONKOBaTb pe3ynbTaTkl NPU UCMONb30BaHUM €0 AMsi BHYTPEHHWUX U BHELWHNX CPaBHEHWI. 3TOT nokasartenb
NMPUMEHUM B CINy4ae Hanmumsi CXeMbl FapaHTUPOBaHHbIX CTaHA4apTOB.
Kog IWA: QS34

B.5.3 O6paleHus no tenedoHy

MNokasaTenb AeATenbLHOCTH: obpaLLeHus No TenedoHy, OTBET Ha KOTOPbIE AaH CBOEBPeMeEHHO (% ).

OnpepeneHwe: npoueHTHasn gons ot obuwero konuyecTBa obpalieHuii noTpebutenen no TenedoHy, Ha KOTopble AaH
OTBET KOMMETEHTHBIM M0 JJaHHOMY BOMNPOCY NULOM, B pAMKaXx yCTaHOBNEHHOIo BPeMEHM.

MpaBuno 06paboTkn AaHHbIX: [TenedoHHble 06palleHus noTpeGuTenel B kaneHaapHoOM Nepuoae, Ha KoTopble gaH
OTBET KOMMETEHTHbIM NO 4aHHOMY BOMNPOCY NULOM, B Ipegernax MakCuManbsHOro ycTaHOBNEHHOrO BPEMEHM Arsl OTBETA
(xonuyecTBo)/TenedoHHbIe 0bpalLeHns noTpebuTenen B kaneHaapHOM nepuoge (konuvectso)] x 100 %.
KommeHTapwii: nepuoa BpemMeHu criegyeT U3MepsiTb C MOMEHTa NepBoro TenedoHHoro obpaleHus notpebutens.

B.5.4 Bunautbl notpe6utens B odpuc cuctemMmbl KOMMYHaNbHOrO BOAOCHaGXeHus!

MNokasaTenb AeATENbHOCTU: BU3NTLI B 0DUC CUCTEMbBI KOMMYHaNBLHOIO BOAOCHAGXeHMUs!, MO KOTOPbLIM CBOEBPEMEHHO
okasaHa nomoub (%).

OnpepeneHne: npoueHTHas 4ons OT obLero konuyecTsa BU3UTOB NoTpebutener B oUC CUCTEMbI KOMMYHANBHOMO
BOJOCHaGXeHMWs, MO KOTOPbLIM OKa3aHa NoMOLLb B Mpegenax yCTaHOBNEHHOrO BPEMEHW.

MpaBnno 06paboTKn AaHHbIX: [MOCETUTENN, NPUXOAMBLUNE B OPUC B KaneHAapHOM Nnepuoge, KOTopbiM Gbina okazaHa
NoMOLLb B paMKax yCTaHOBINEHHOTO BPeMeHM (KONM4YecTBO)/MoceTUTenm, NnpuxoameLLmne B opuc B kaneHgapHoM nepuo-
ae (konnyecTBo)] x 100 %.

KommeHTapuii: uamepeHnsi MOryT NpoBOAWUTLCS B BUAE 3aMnONHeHWUsi NoCeTUTENsAMM, Npuxogawmmm B opuc, 6naHka
aHkeTbl. OTAenbHble NokasaTenu AesaTenbHOCTU MOTYT U3MEPSITBCA MO KaXAoMYy 0huCy CUCTEMbI KOMMYHANbHOro
BOJOCHaGXeHUs, B 9TOM CIyYae TOrOBbIV MOKa3aTenb AesITENIbHOCTU MOXET SABMSTbCS CPeAHEB3BELLEHHBIM NPOLEHT-
HbIX gonew oT obwero konuyecTBa 0UCOB, B3BELLEHHbIX MO KOTMYECTBY NOTPebuTeneil B reorpadmueckom panoHe,
obcnyXneaemMoM gaHHbIM 0OUCOM.
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B.5.5 Buantbl K noTpebutento

MNokasaTenb AeATENbHOCTMU: Xanobbl U 3aNpockl Ha HESICHOCTU B BbICTABMEHHbIX cHeTax (KonNn4ecTBO/KNMeHT/rog).
OnpeaeneHne: (kONMMHYECTBO Xanob M 3anpoCOB Ha HESCHOCTW B BLICTABMEHHbIX CYeTax 3a nepuog OueH-
KM x 365)/(Nepnogd OLeHKM x KONMYeCTBO 3aperncTpupoBaHHbIX noTpebuTtenei).

MpaBuno 06paboTkmn AaHHbIX: aHanorM4Ho nokasatento IWA QS32 (cm. B.4.2).

B.5.6 Xanobbl y 3anpochkl

MoxasaTenb AeATEeNbHOCTMN: Kanobbl 1 3anpocsl, yperynupoBaHHsie CBoeBpeMeHHO (%).

OnpepeneHne: NpoueHTHas Aons oT obwero konuyecTea xanob n 3anpocos NnoTpebuTtenen, KOTopble GbinNy yperynu-
pPOBaHbI B pegenax BpeMeHu, coobweHHoro notpeburento.

MpaBnno o6paboTkn AaHHBIX: [Xanobbl 1 3aNpockl, NOAAHHbIE B KaNeHAapHbIN Nepuog, KoTopble Obinmn yperynuposa-
Hbl B NpefAenax BpeMeHu, cooblieHHoro notpebutento (konu4yecteo)/ xanobbl U 3anpockl, NogaHHbIe B KaneHaapHbIi
nepuop (konnyectso)] x 100 %.

KommenTapun: nepuoa BpeMmenu cnegyeTt U3MepsaATe C MOMEHTa, KOrja cuctema KOMMYHAarbHOro BogocHabxeHnn
nony4aer anoby unm sanpoc, u 40 MOMeHTa, Koraa xanoba nnu sanpoc yperynuposatbl. 3ta hopma nokasarens aes-
TeNnbHOCTU JoMXKHa 6biTb aganTMpoBaHa K U3MepeHUaM B Cny4ae KOHKPeTHbIX cnocoBoB nogauu xanobbl unu sanpo-
ca — B NUCbMEHHON hopme, No TenedoHy, NO SNEKTPOHHOW NOYTE UNU Nno dakcy.

B.5.7 YBenomneHus 06 orpaHn4eHNAX UNn npepbIBaHUAX

MoxasaTenb AeATENbHOCTN: CPOK YBEAOMMNEHNA O NNAHOBbLIX OTPAHNYEHUSIX U NPEPbIBAHUSIX (AHEN).

OnpepeneHne: cpeaHnn CPOK yBeaoMneHuns notpeburens (Hanbonee nogxogswmm cnocobom) B AHAX AN NNAHOBbLIX
orpaHnYeHni 1 NnpepbiBaHnN.

MpaBnno o6paboTkm AaHHbIX: [06Wee KONUYECTBO AHEN YBEAOMNEHUsI NOTpebuTenen B cry4vae nnaHoBbIX OrpaHnye-
HWIA UKW NPEPLIBAHWIA B rof, (AHEN)/ KONMYECTBO YBEAOMIMEHUS O NNIAHOBbLIX OFPaHUYEHUSIX U NpepbiBaHUAX NoTpebuTe-
nsiM B ro (KonuyecTBo)].

KommeHTapun: cpeiHni CPOK yBEAOMNEHUA MEHEE MUHMMANbHOMO oNpeaeneHHoro Nnepuoaa 03HavYaeT HeOCTaTOUYHO
YAOBNETBOPUTENBHYIO AEATENBHOCTL, CPeAHUN CPOK YBEAOMIMEHUs], PABHBIN UIY NPEBbILLAI LMK MUHUMAaTbHbIN onpe-
JeneHHbIR nepnod, 03Ha4aeT yaoBNeTBOPUTENbHYIO AEATENBHOCTL (B CpegHeM).

B.5.8 OocTtynHocTb MHbopmauumn o6 ycnyre

MNokasaTenb AeATeNbHOCTH: OXBaT MHdOpMaumer o6 ycnyre (%).

OnpeaeneHue: npoLeHTHasn gons notpebuTenei ycnyru, KOTopble MOryT NONyYWTb 4OCTYN K uHcbopmauum 06 ycnyre.
MpaBuno 06paboTkM AaHHbIX: (OLleHOYHOE KONMMYECTBO NOTpebuTenem, KOTOpble NOTEHUMANBHO MOTYT NOMYYUTb 4OC-
TyN K uHdpopmauum no ycnyre/obuwee konmyectso notpebutenen yenyrm) x 100 %.

KommeHTapwin: gaHHbIN nokasatenb ycnyr Bceraa 3aBucuT oT OLEHOUHbIX AaHHbLIX MO LieNeBbIM ayauTOPUsIM ANs KOH-
KPeTHOro kaHana nepegaqv nicpopmaumm. PacueT gomkeH NPOBOAUTLCS peanncTUYHbIM crnocobom (BeG-caiT noTeH-
unanesHo goctyneH 100 % HaceneHws, Ho hakTUYECKU ero MOryT NoceLwWaTk TONBbKO Te, KTO UMeeT AoCTYN B IHTEpHeT 1
obnapaet Heo6xoaMMbIMU HaBbikamu). MNpoueaypa no oLeHKe KONMYecTBa NOTpebuTenei, UMeLLUX AOCTYN K UHEOP-
mMauwmm, JomnxHa GbITb YeTKO onpeAerneHa 3apaHee U CornacoBaHa co BCEMY YHaCTBYIOWMMU 3aNHTEPECOBaHHbBIMW CTO-
poHamu.

B.5.9 Meponpuatva, npoBognmbie B MeCTHOM coobluecTBe

MokasaTenkb paesTenbHOCTH: NOTpebuTenu, HemocpeaCTBEHHO BOBINEYEHHbIE B MEPONPUSITUS, CBA3AHHbIE C YCIyramu
NUTBLEBOrO BOAOCHAOXEHUs UMK yaaneHns cTouHbIX Bog (%).

OnpepeneHne: npoueHTHas gons noTpebutenen, HENOCPEACTBEHHO BOBMEYEHHLIX B MEPOMNPUATUS, CBA3aHHbIE C
ycrnyramm nMTbeBOro BOAOCHaOXeHUst UMW yaaneHunsi CTOYHbIX BOA, B rogd,.

MNpaBuno 06paboTkn AaHHbLIX: (KONM4eCTBO NOTPebuTenel, KoTopble HENOCPEeACTBEHHO BOBIEYEHb! B MEPOMNPUATUS,
CBfi3aHHbIE C yCryramv NMTbeBOro BOAOCHAOXeHNS UNn yaaneHns CTOUHbIX BOA, B rog/HaceneHue panoHa, sBnsoLuero-
€51 30HON OTBETCTBEHHOCTW CUCTEMBI KOMMYHarnbHOro BogocHabxeHus) x 100 %.

B.5.10 Yvyactne noTpebutenen

MNokasaTenb AeATeNbHOCTH: MpaBa y4acTusi notpedbuteneli (ga/HeT).

OnpepaeneHne: Hann4Ke 3akoHOAATENBHO ONpeAeneHHbIX PaMOK UMN KONIEKTUBHBIX COrMaLleHWi, pernamMmeHTupyo-
Wux yqactue notpebuTeneii B ynpaBneHum ycryrom.

MNpaBnno o6paboTkn AaHHbLIX: HaNVyMe 3aKkoHOA4ATENbHO ONpeaeneHHbIX PaMOK UMK KOMMEKTUBHbLIX COormalieHni,
pernamMeHTHpylLWmX yyactme notpebntenei (oa/HeT).
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B.6 3awwmTa okpyxarowen cpeabl
B.6.1 O6ocHoBaHHOe ncnonb3oBaHWe NPUPOAHLIX pecypcoB

MNokasaTens AeATeNLHOCTH: NoTpebneHne peakTMBHON anekTpoaHeprun (%).
OnpepeneHue: (NoTpebrneHne peakTMBHON SNEKTPOSHE PrUM 4 BKCNyaTaunm HACOCHOW YCTaHOBKM 3a Nepuo OLLeH-
kn/obwee noTpebreHne snekTPOsSHEPIMK 4s SKCMyaTauum HaCOCHON YCTaHOBKM B Nepuog oueHkm) x 100 %.
MpaBuno o6paboTkm aaHHLIX: |p g = D,4/Dy x 100 %,
rae lp,g — nokasatenb eATenbHOCTY MO NOTPEBNEHNI0 PEAKTUBHOM SMEKTPOSHEPTUM, B NPOLEHTaX;

D, — noTpe6reHne peakTMBHOI 3NEeKTPOSHEePrum, KUIOBOMbT-aMNep PeakTUBHbIN;

D, — notpebrenne snekTposSHeprm A4nsa SKCniyaraunm HaCoCcHOM cTaHumm, KBT - v.
KoMMeHTapwmii: 5TOT Nokasarerb AesTENbHOCTU MOXET OLEHUBaTBCS 38 Nepuoibl MeHee rofa, Ho crnefyeT ¢ 0Co6bIM
BHUMaHWeM TONKOBaTb Pe3ynbTaTthl NP UCMOBE30BaHUM €r0 As BHYTPEHHWX M BHELLHUX CpaBHeHW. EanHuua namepe-
HUA PEaKTUBHOW 3MEKTPOIHEPTUN — KUMOBONbT-amMnep peakTUBHbIN, eguHMLa uamepeHns notpebnexHusi anekTpo-
3HEeprun — KUnoBaTT-4vac. Ho aTn eanHULLI U3MEPEHNS SKBUBANEHTHbI U UX COOTHOLLEHME SIBNSETCS pa3MepHbIM.
Kog IWA: Ph6

B.6.2 OuncTka cTOYHLIX BOA

MNMokasaTenb AeATENLHOCTU: COOTBETCTBUE CTAHLMIA OUYMCTKU CTOUHBIX BOA TpeboBaHusiM paspelueHui Ha copoc (%).
OnpeaeneHuve: NPoLeHTHas AONS 3KBMBAMNEHTa HacerneHusi (ecnv 3T0 NPYMEHUMO), OBCNYXMBaeMOro cTaHuMsMm
O4YMCTKM CTOYHBIX BOA, KOTOPbIE COOTBETCTBYIOT TpeBoBaHUSAM NPYMEHUMbIX paspeLleHnin Ha copoc.

MpaBuno o6paboTkM AaHHbLIX: [SKBMBaNEHT HaceneHus, o6Cny>xMBaeMoro CTaHUMAMN O4YUCTKU CTOYHBIX BOA, KOTO-
pble COOTBETCTBYIOT NPUMEHMMbIM CTaHAapTaM (KONU4YecTBO ) SKBUBANEHT HaceneHusi, 06Cny>XMBaeMoro CTaHUMsIMm
OYMCTKU CTOYHbLIX BOA, YMNPaBISeMbIMU CUCTEMON KOMMYHaNbHOro BogocHabxeHust (konmdectso)] x 100 %.
KomMmeHTapuii: Kaxablii KOMNETEHTHBIN OpraH ycTaHaBnvBaeT 3akoHopaTenbHble TpeboBaHus K paspelleHusiM Ha
Ge3onacHbIVi C6POC CO CTaHUMIM OUNCTKM CTOUHBIX BOA B OKPYXKaloLLylo cpefy M Ucnonb3yeT nogxoasiumye metToabl uame-
peHwii. PaspelueHunsi Ha cB6poc CCbiNarTesl Ha NPUMEHUMbIE CTaHAAPTHI KAYeCTBa OYULLLEHHBIX CTOYHBIX Bog. CooTBe-
TCTBUE OLEHMBAETCs B 3aBUCUMOCTM OT Harpy3ku UMW KOHLEHTPaLuM U MX BO3MOXHOIO BAMUSHUS HA OKPYXaloWwyio
cpedy. 70T nokasatenb 06bIMHO OueHUBaeTCA 3a nepuog B oAuH rofd. OH Takke MOXET OUEHUBATLCA 3a nepuoawl
MeHee roga, Ho cnegyet ¢ 0cobbiM BHUMaHMEM TOMKOBaTb pe3ynbTaThl MPU UCNONBL3OBAHMKN €70 ANSA BHYTPEHHUX U
BHELLHUX CPABHEHWMN.

B.6.3 BnusiHne Ha okpyxalolyo cpeay

MokasaTenb AeATENbLHOCTN: HANUYNE CUCTEMbI IKONTOTMYECKOTO MEHEPKMEHTA (Aa/HeT).
OnpepeneHve: BHeAPEHA NN OTHOCUTENBHO YCINYTM CUCTEMA SKOMOTMYECKOTO MEHEAKMEHTA (ga/HeT).

B.7 MenemxmeHT B chepe ob6ecnevyeHns 6e30nacHOCTN N Ype3BbIYANHbIX CUTYyaLnn

NokasaTenb AeATENbLHOCTN: HANUYME U PerynspHbIe NPOBEPKM NaHa AenCTBUI B YPe3BblUalHbIX CUTYaUMsIX (BKIIO-
vas npodmnakTuieckne Mmeponpusitust) (aa/Her).

OnpepeneHve: eCTb NV NNaH AEWCTBUMA B YPE3BbIYANHBIX CUTYaLMSAX U NMPOBOAATCSH 1N €ro peryrnsipHblie NPoBepKu
(aa/ner).
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Mpunoxenne C
(cnpaBo4Hoe)

Mpumepbl cxeMbl onpeaeneHns CTeneHu AOCTOBEPHOCTH
ANA CMCTeM NnokKasaTenein AesATeNbHOCTU

KauvecTBO BBOAUMbIX OAHHbLIX AOIMXHO OLUEeHNBAaTbCS C TOYKU 3pEeHUs HaaeXXHOCTU UCTOYHUKA U TOYHOCTU AaHHbIX. Oor
HaAEXHOCTN UCTOYHMKA 3aBVICUT HanM4Yne HETOYHOCTEN 1 HaaeXHOCTb AaHHbIX, T. €. CTeNeHb, B KOTOpOi;I UCTOYHUK AAHHbIX
paet nocnegoBarterbHble, cTabunbHble n €VHble pe3ynbTaTbl N0 NOBTOPAIOLWNMCA HabnoaeHusiM unu U3MepeHusiMm npu
TeXXXe yCnoBusx. OT TOYHOCTM 3aBUCUT Hanu4ine ownboK B Nn3mMepeHnsaX Nnpu nonyv4eHmnn BbiXo4HbIX AaHHbIX.

n punmevyaHune 1 — Hwn ogHo cpeacTBo N3MepeHns He ABNseTcHd COBEPLLEHHO TOYHLIM, U HEKOTOPbIE AaHHbIE
A58 ICMONb30BaHWs B OLIEHKE Nokasarenen 4esaTenbHOCTH MoryT ObITb nony4YeHbl MEHee TOYHbIMU MEeTO4aMN.

MpumevyaHune 2— HacTapble gaHHble MOXHO ONUPATLCS NPY 0TODPaXXEeHUM TEKYLLETO COCTOSIHUS aKTUBOB.

MpakTuka nokasbiBaeT, YTo BoobLLe NpoBaliaepbl AaHHbIX He o6nagaoT nogpobHoi nHdopMaLmern 0 HaAEXHOCTU U
TOYHOCTM, HO MOTYT NPeaoCTaBUTb OOOCHOBAHHbIE OLEHOYHbIE AaHHbIE, €CIIU MPUHST LWMPOKMIA Anana3oH AaHHbIX. [1pu-
Mep BO3MOXHOM TOYHOCTU AuanasoHa AaHHbIX npeacTtaBneH B Tabnuue C.1.

Tao6nwuuya C.1—Npumep guanasoHoB TOYHOCTU AaHHbLIX

[nanasoH TouHocTH, % ConyTcTByoLWas norpeLuHocTb
0—5 PaBHa + 5 % unu meHee
5—20 Bbiwe vyem + 5 %, Ho paBHa + 20 % nnu meHee
20—50 Bbiwe vem + 20 %, HO paBHa + 50 % vnn meHee
> 50 Bbiwe vem + 50 %

Mpymep BO3MOXHbIX OUANAa30HOB MO HAAEXHOCTU UCTOUHMKA NpuBeaeH B Tabnuue C.2.

Tab6nwuuya C.2—Tpumep AManasoHOB HAOEXKHOCTU UCTOYHMKA AaHHbIX

[unanazoH HagexHoCTH Onpepenexue

% MICTOYHWMKM AHHBLIX C BbICOKOW CTENEeHbIO HAAEKHOCTU: AAHHbIE, OCHOBAHHbIE HA KAYECTBEH-
HbIX 3anucsix, Npoueaypax, UCCNeaoBaHNAX UNM aHanwae, KOTopble Hagnexawmm obpasom
330KYMEHTUPOBaHbI U NPU3HAHbLI NYYLWWUMWU 4OCTYNHBIMA METOAAMU OLLEHKM

b MCTOYHMK OTHOCUTENbHO HAAEXHbLIX AaHHbIX: CTEMNEHb HAAEXHOCTU HUXE YeM*™ ™, HO Bbllle
vem*
* NcTouHMK HeHaaEeXHbIX AaHHBIX: AaHHblE, OCHOBAHHbIE HA 3KCTPANONsiuMK, NONyYeHHOW U3

OrpaHN4eHHbIX HAAEXHbIX AaHHBIX N 060CHOBaHHbIX npeanonoXeHun

Mpumep — MepemenHasn, usmepeHHas ¢ OUEHOYHOU nozpewiHocmeio + 12 % u nosly4eHHas U3 UCMOYHUKa C
8bICOKOU cmeneHblo HadexHocmu, 6ydem xapakmepu3zoeambeCsi cMmeneHbio O0Cmo8epHOCMU, PpaeHOU
[5 %—20 %**].

HapeXHOCTb M TOYHOCTb MCTOHHUKA AaHHbIX AOMKHBI OLEHMBATBLCA ANA KAXA0W BBOAWMOI NEpe MEHHOMN.

OueBngHoO, 4TO CTeNeHb 0CTOBEPHOCTH, paBHas [0 %—>5 % ***], MoxeT BblTb AOCTUIHYTa AN HEKOTOPbLIX BBOOUMbIX
NepeMeHHbIX, XOTs B LENOM [N KaXa0M NepeMeHHON oHa He 4oCTukMMa. CucteMam KOMMYHanbHOro BogocHabxeHns
cnefyert CTPEMUTBLCAH K CTENEHN 4OCTOBEPHOCTHU, PaBHOW MUHUMYM [5 %—20 %**].

CreneHb AOCTOBEPHOCTN MOXET OueHNBaTLCA TONBLKO HENOCPEACTBEHHO ANA NePEMEHHbIX. Ha ocHoBaHumn atoro
OOMXHa OLEeHMBATBLCS TaKke NOrpPewWwHOCTb OLEHKM Pe3ynbTUPYIOLLEro NokasaTens A4eATeNbHOCTU — KONMUYECTBEHHO UMK
Mo KpamHen mepe KayecTBeHHO. KonuuecTBeHHan oueHka AomkHa 6asnpoBaThbest Ha TEOPUN pacnpoCcTpaHeHUs NOrpeLL-
HOCTM B COOTBETCTBUM C PYKOBOACTBOM MO BbIpaXXeHUIO NOrpeLwHOCTH B uamepeHusix (GUM) [9].

CTeneHb AOCTOBEPHOCTN MOXET OLIEHUBATLCA AN KAXXA0W yCNyry BOAOCHaOXEHNSA M ANs KaXgoro nokasarens. [ns
npoBefieHWsI CPaBHEHUIA MeXAY yCnyramu cnegyert Hagnexawmm o6pa3omM BelopaTb CTENeHW 40CTOBEPHOCTU M NOCneno-
BaTesibHO NPUMEHATb UX.
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Mpunoxenne JA
(cnpaBo4Hoe)

CBefieHUs1 0 COOTBETCTBUM CChINOYHBbIX MeXAyHapoaHbIX CTaHAApPTOB
CCbINIOYHBLIM HalUoHanbHbIM cTaHfapTam Poccuiickoin Penepaummn

Ta6nwuuya QA1

0O603HaYeHne CCbITOYHOro CreneHb
0O603Ha4e€HME U HAUMEHOBAHUE COOTBETCTBYIOLLErO HALMOHANBLHOTO cTaHaapTa

MeXAyHapoaHOro craHaapra COOTBETCTBUA

NCO 5725-1:1994 IDT FOCT P NCO 5725-1—2002 «To4HOCTL (NPaBUNbHOCTL U MPELIN3NOH-
HOCTb) METOZIOB M pe3ynbTaToB namepeHun. Yacteb 1. OCHOBHble Nonoxe-
HUSA ¥ OnpeieneHns»

MNCO 9000:2005 IDT FOCT P NCO 9000—2008 «Cnctembl MeHeaxXmeHTa kavectea. OCHOBHbIE
MoJtoXKeHUs1 N crnoBapb»

MCO 10002:2004 IDT FOCT P NCO 10002—2007 «MeHemaXMeHT opraHnsaumn. Y a0BneTBopeH-
HOCTb NoTpebutensi. PykoBOACTBO NO ynpaeneHwio NpeTeH3uaMn B opra-
HU3aUusx»

MCO 14001:2004 IDT FOCT P NCO 14001—2007 «Cucrembl 3KOMOTUHECKOr0 MEHEMKMEHTA.
TpeGOBava U PYKOBOACTBO MO MPUMEHEHUIO»

MCO 14031:1999 IDT FOCT P NCO 14031—2001 «YnpaeneHue okpyxatowen cpegon. Ouenn-
BaHWe akonornyeckon apdektmeHocTn. O6wme TpeboBaHmsa»

NCO 24511:2007 IDT FOCT P NCO 24511—2009 «[desiTenbHOCTb, CBA3aHHAs C yCryramy NUTb-
©BOro BogocHabxeHWs U yaaneHusl CTOYHbIX Bog. PykoBoasme ykazaHus
ANs MeHeKMEHTa KOMMYHaIbHbBIX NPeanpPUATUA U OLIEHKM YCNyr yaane-
HUA CTOYHBLIX BOA»

NCO 24512:2007 IDT FOCT P NCO 24512—2009 «[esiTenbHOCTb, CBAA3aHHAs C ycrnyramu

NMTLEBOrO BOAOCHAGKEHWS W yaaneHusi CTOMHbIX Boa. Pykosogawwe yka-
3aHUS1 ANA MEHEKMEHTA CUCTEM MUTLEBOrO BOAOCHAGKEHUA M OLEHKU
YCIyr NMMTbEBOro BOAOCHABKEHUAY

BETCTBMS CTaH4apTOB!

- IDT — naeHTu4HbIe cTaHaapThbI.

MpuMeyaHue—B HacToswWwen Tabnvue NCnonbL3oBaHo criegytoLlee yCrnoBHoe 0603Ha4eHne CTeneHn cooT-
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