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In today's market consumers are the determining factor of the financial success of the organization. So how exactly the
consumer does chooses what to buy goods or services whose use. Therefore, timely and fully meet the requirements of
consumers, making effective management decisions necessary to monitor customer satisfaction. Article is devoted to
the development of methodology for assessing the satisfaction of the Federal State Organization "Administration on
Hydrometeorology and Environmental Monitoring of the Republic of Tatarstan.

B ycnoBusX KOHKYPEHIIMHM Ha COBPEMECHHOM
pBIHKE HAONIOMAeTCS 3HAYUTEIBHOEC YCHICHHE pOJIU
moTpeOuTENe, B CBS3M, C YeM BO3HHKAET HEOOXOIH-
MOCTh (DOPMHUPOBAHUS CTPATETHH YIIPABICHUS B3aHMO-
OTHOIIEHUSIMA C HUMH. D(PQPEKTHBHOE BHICTpaWBaHUE
B3aMMOOTHOIIEHUH C TMOTPEOUTENIMH H IIOCTOSHHOE
B3aMMOJICHICTBHE C HUMH II03BOJISIET CBOEBPEMEHHO M
Ka4yeCTBEHHO YAOBIETBOPATh MX MOTPEOHOCTH, YTO, B
CBOIO Ouepe/b, CIIOCOOCTBYET YJCPKAHUIO ¥ TOBBIIIIC-
HUIO JIOSUIBHOCTH 3aKa34uKkoB. J[J1g1 kKoMImaHuu Jr000H
ctepbl IeATEILHOCTH YIOBJICTBOPEHHE MOTPeOHOCTEH
CBOMX MOTPEOUTENCH U MPEAYIPEIKACHUC X OKUTAHUI
TOYHEe U OBICTpee, YeM KOHKYPEHTHI, TIO3BOJISET JOCTH-
raTh HaWOOJBIINX KOMMEPUYECKHX YCIIEXOB U SBISCTCS
CTUMYJIOM T HHHOBAIwii [1; 2].

BricTpanBanue B3aMMOOTHOIICHUH ¢ OTPEOH-
TEISIMU — 3TO CIOXKHBIN MPOLIECC, PACTAHYTHIH BO Bpe-
MeHn. OTHOIIEHNST HAYMHAIOTCS C Pa30BBIX B3aMMO/CH-
CTBHUU U MPH HAIUYHUHU OJIArONPUSTHOTO OMbITA C 00EenX
CTOPOH TIOCTENEHHO TPEBPAIIAOTCS B TMapTHEPCKHE.
BricTpariBaHue B3aWMOOTHOIICHHA ¥ (OPMHPOBAHUE
«MOKU3HEHHOTO KIUEHTa» — 3TO IeJieBas SBOJIOIUS
[3].

Benymmmu 3amaHBIME MEHEIKEpaMH BBEIe-
HO TIOHSTHE «JICCTHUIIBI B3aHMOOTHOIICHUH ¢ MOTpeOu-
TEJIeM», B COOTBETCTBHU C KOTOPOH IPOILECC Pa3BUTHUS
JIOJITOBPEMEHHBIX OTHOIIEHHUH COCTOUT W3 HECKOIBKIX
sTanoB (puc. 1).

Haptaep

Tponaramamet

pasBIrTHe |
pacimpenne

HOBBIX
noTpebireeii
(«ioBmAN

CTopomHIK
BIANMOOTHOIICHITT

(v AHIE

noTpednTens) Knment

AKICHT HA |
| | notpebirens )

f|_
T
| AKLENT Ha
I
I

I [ToTpednmeTs |
=)

MoTenmmatnibii
noTpesITeTh

Puc. 1 — JlecTHna B3anMOOTHOLIIEHHIi ¢ mOTpeduTe-
asamu [4]
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JlecTHUIIA B3aMMOOTHOIICHUIA C MOTPEOUTENS-
MU TIOKa3bIBacT MYTh OT IPUBJICYCHUS OTCHIMATEHBIX
moTpeduTeneil K MmapTHEPCKUM OTHOIICHUSAM M OIIHCHI-
BaeT pa3HbIEC TUIIBI IOTPEOUTENEH OPraHN3aINH C TOUKH
3peHHsI UX JIOSIIBHOCTH M YAOBJIETBOPEHHOCTH OpPTaHU-
3anuu. Ilocie 3TOro moTpeduTeNns CTAaHOBHUTCS TOCTO-
SHHBIM KJIMEHTOM, a OTHOIIEHHUS PETyNSApHBIMH, Mpe-
MpHUATHE JOJDKHO C/AENaTh aKIEHT Ha pa3BUTHE M pac-
HIUPpEHUC BSaHMOOTHO[HeHHﬁ, MpeaABaprUTEIIbHO BbISIBUB
Haun0oJiee BHITOIHBIX KITFOUCBBIX MOTpeOuTENei [4].

IlepBbIM IPHUHLUIIOM MEHEIKMEHTA KauecTBa
SIBIIICTCSI OPUEHTALUS Ha MOTPEOUTENs, KOTOPBINA Tia-
CHUT, YTO OPTaHU3AIlUH 3aBUCAT OT CBOMX MOTPeOUTEINCH
1 TI03TOMY JOJDKHBI TIOHMMATh WX TEKYIIHE W OyayIIne
MOTPeOHOCTH, BEITIONHATE X TPEOOBAHHUSA U CTPEMHUTHCS
MIPEB30UTH UX OXKUIAHUA [5].

OpueHTanuss Ha TOTPeOWTENS O3HAYAeT To-
CTPOCHHE TaKOW CHCTEMBI YNPaBICHUS MPEIAIPHUSITHEM,
KOTOpasi MO3BOJIUT BBICTPOUTH IPPEKTUBHYIO LIETIOUKY
«IIPOU3BOAMTEND - MOTPEOUTENHY, ONPEAEIUTh TpeOo-
BaHMsI KaXJIOTO ee 3BeHa JUIsl 3PPEKTUBHOTO pa3BepPThI-
BaHUS HpOHSBOﬂCTBeHHOﬂ JACATCIBHOCTH, HaHeHeHHOﬁ
Ha YJIOBJICTBOPCHHE M NPEABOCXHIICHUE 3alPOCOB MO-
Tpeburems [3].

Takum 00pa3om, AJist TOrO YTOOBI OTHOIIICHHS C
MMOTCHIINABHBIMI  MTOTPEOUTETSIMA  TIPEBPATWIINCE B
MapTHEPCKHUE, BAXHO W HEOOXOIUMO ONpEeAeNNTb HX
Tekymue u Oymyme TpeboBaHus U oxxupaHus. [loHsaB
TpeOoBaHus, OpraHu3alys OyAeT CIoCOOHa CKOHIICH-
TPHUPOBATH CBOM yCWJIHMA Ha BBIIOJHEHHE TEKYIIUX Tpe-
00BaHMT TOTPEOUTEICH U IJIAHUPOBATH CBOKO JESATEIIb-
HOCTb, OPUCHTUPYACH Ha UX OKHUJIAHU.

AHanu3 JIUTepaTypHbIX MCTOYHHMKOB IIOKa3al,
YTO TMPOCICKUBACTCS MHOT000pa3ue METOAMYCCKHIX
MMOJIXOZI0B 110 MOHUTOPHHTY YIOBJICTBOPEHHOCTH TIO-
Tpebuteneir. Cpenu Hamboliee TMOMYJSIPHBIX MOXHO
BEIEHTh chenyromue momxoasl: «SERVQUALy,
«SERVPERF», «INDSERV», CSM, MeTon B3BelIE€H-
HBIX OIIEHOK, METOJ aHaJan3a HECOOTBETCTBUH. B kaue-
CTBE MHCTPYMEHTOB OLICHKHM ITPUMEHSIOTCS 1Kana Jlai-
kepta, monens GAP, mMonens «3HAYUMOCTH - YAOBIE-



TBOPCHHOCTB),

KO3 PHUIIHEHT

YAOBJIETBOPEH-HOCTH

notpebuteneit (CSI), cratmcTrdeckne METOABI W T.IL.

(Tabm.1).

Tabauna 1 — MeToauyeckue Moaxoabl U HHCTPYMEH-
Tbl MOHUTOPHMHIA Y/OBJIETBOPEHHOCTH MOTpedUTE-

e
HaunmenoBanne, | CymHOCTE METOAMYECKOTO TOAX0/AA
aBTOp
MynbsTHATpU- IIpousBoauTCcs OLEHKA COOTHOIIE-
OyTHBHast MO- HHUS  YAOBJICTBOPEHHOCTH/BaYKHOCTh
nenb JK.-K. JUIsL  ONpENENeHHUs YpPOBHS YIOB-
Jlambena JIETBOPEHHOCTH II0 Hambolee Bax-
HBIM  XapaKTepPUCTHUKaM,  OKa3bl-
BAIOIIMM peIIafolee BIMSIHAE Ha
BBIOODP MOTPEOUTEIIS.
Monens Gay
B ?fl“ p Mopens Gap (ot anrin. Gap — pas-
. 3ediTamib
> PBIB, PacXOXEHHE) MO3BOJISAET YBU-
A. Tapacypa-

MaH u JI. beppu

JACTh IpoHecC NpeAoCTaBJICHUSA YC-
JIYTU B LEJIOM, BBIABUTH BO3MOKHBIC
HUCTOYHUKH €€ HCYHOBJICTBOPUTCIIb-
HOT'O Ka4€CTBA.

Mertonuka
«SERVQUAL»
B. 3eiitamis,
A. Ilapacypa-
maH u JI. beppu

Merton mo3BossieT HarysiaHO Tpadu-
YECKH TPEACTABUTh TOJIYYCH-HBIC
pe3ynIbTaThl, HE TpeOyeT CHenuaib-
HOW TIOJATOTOBUTEIHHON paboTHI Ire-
pen ee TPUMEHEHHEM, BEIABIICT
KITIOYEBBIC HAIPaBJICHHS B yiIydlle-
HUU JIEATENBHOCTH TPEA-TIPHSITHS,
MOJKET OBITh HCIIOJB30BaHa COOCT-
BCHHBIMU CUJIaMU 663 le/IBﬂe-'{eHl/Iﬂ
CIICIIUAJIBHBIX ar€HTCTB.

MeTOﬂHKa }laHHI)IM METOAOM I/ISMepﬂ}OT TOJIBKO
«SERVPERF»
Koo BOCIIPHUSITHE TTOTPEOUTETIEM KauecTBa
x. JIxk. - N
Hox. ]I p OKa3aHHOM YCIyTH.
Hua u C. A.
Thitsop
Mertonuka
INDgERV MeTon TO3BOJISIET  PacCUUTHIBATH
« » o
WHJIEKC KauecTBa YCIyTH (IPOCTOH 1
C. 'oynapuc o
B3BCILICHHEIN), TPU YCIOBHH BKITIO-
YEHUS! B OMPOCHBIN JTUCT HEOOXOH-
MOCTH pPaHXUPOBaHUS IOTpeOUTE-
JIEM TIOKa3aTeJeld I10 CTEMEHH BaxK-
HOCTH.
Merton B3Be-

IICHHBIX OILIC-
HOK

Meron pacyera pa3HOCTH MEXIY
MAaKCHUMAaJIbHO BO3MOJXKHOM IO BBI-
OpaHHOI IIKaje OIEHKOH YpOBHS
YIOBIIETBOPEHHOCTH W TOJy4EH-
HBIMH TIPH OIIPOCE CPEJHUMH OLECH-
KaM# 3(PPEKTUBHOCTH pabOThI KOM-
MaHUM B KaXIOH W3 BBHIOPAHHBIX
CTOPOH €€ AEATEIBHOCTH.

AmnHanus Heco-
OTBETCT-BHI

DTOT MOAXOM TO3BOJIIET BBISICHUTH
HE TOJIbKO, KaKue Cepbl IesTeTbHO-
CTH KOMIIAaHWM Hamboiiee ymIOBIe-
TBOPSIIOT KIHEHTA, HO W KakWe U3
HUX TMPCACTABJIAIOT IJId HCTO Hau-
0O0JIBIITYI0 BAXKHOCTD.
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1 mrons 2012 1. BCTYnWI B CHIIy HAMOHAb-
verii  crammapt ['OCT P 54732-2011/ISO/TS
10004:2010 «MeHeIKMEHT KauecTBa. Y IOBJIETBOPEH-
HOCTh noTpeOuTtesneld. PykoBojsiye yka3aHus Mo Mo-
HUTOPHHTY M M3MEPEHUIO», KOTOPBIH COJIEPKUT PEKO-
MEHJAlUU 10 ONPE/EIEHUI0 M OCYLIECTBICHUIO IPO-
LIECCOB MOHHTOPHMHIA M H3MEPEHUs yIOBJIETBOPEHHO-
CTH TIOTpeOuTenei.

Onwmpasch Ha AaHHBIE MTOJXOBI M PEKOMEHAA-
muu OI'BY «YIMC PT» paspaboranu U BHEAPUIIN Me-
TOJWKY MOHHTOPHHIA W H3MEPEHHS yIOBJIETBOPEHHO-
CTH TIOTpEeOUTENEH C TIeNTBIO:

- oOecrieyeHHs TOJHOTHl OOBEKTUBHBIX JaH-
HeIX Uit aHamm3a CMK u mpuHATHS 00OCHOBaHHBIX
YIPABJIEHYECKUX PELICHUN 110 YJIyYIIEHUIO;

- MOBBINICHUA KadeCTBa YCJIYI, OKa3bIBaACMBIX
MIPEANPUATHEM, PACIIUPEHHS CIIEKTPa JOTOJIHUTEIBHBIX
YCIyT;

- cozmanus 3 QEeKTUBHONW CHCTEMBI KOMMYHH-
KaIlMM C 3aKa3YMKaMH MPEINPHSTHS;

- co3maHus 3(peKTuBHON CHUCTEMBI 00paTHOU
CBSI3U C 3aKa34MKaMH Ul IIOCTPOCHUS M JNATbHEHIIEeTo
COBEPIIIEHCTBOBAHUS CUCTEMBI,

- NPHUBEACHUS BO3MOXKHOCTH TPEINPHUATHS B
COOTBETCTBHE C OXXHUAAHMSIMU M MOTPEOHOCTSIMU 3aKa3-
YHKOB.

Mertonuka [6;7] ocHOBaHa Ha TEOPETHUECKUX
nogxonax JK.-JK. Jlambena, A. Ilapamypamana, B.A.
3eiiramna u JIJI. bBeppu, a B kauecTBe MHCTPYMEHTOB
aHaIM3a MPUMEHWIN IsTHOaipHyo mkany Jlalikepra,
mozenb Gap u snementsl Meroauku SERVQUAL, ko-
a¢¢unureHT ynosineTBopeHHOCTH ToTpedutenei (CSI).
Ona BKIIO49aeT B ceOs pa3pabOTKy WHCTPYMEHTAPHS
JUISl TIPOBEICHHS HCCIIENOBAHUS, OCYILECTBIECHHE Map-
KETHHIOBOTO HCCIICIOBAHHUS IOTpeOUTENeH, aHamu3
MOJTY4YE€HHOM HMH(pOpPMaINK, MPOBEICHUE PACUETOB CO-
IJIACHO METOJMKE, MOJrOTOBKY CBOJHOTO OTHYETa U pas-
pabOTKy PEKOMEHIANWH MO TOBBIIICHUAI YIOBJIETBO-
PEHHOCTH NOTpeOUTENEH.

B cootBercTBUM ¢ pa3paboTaHHONW METOIUKON
OIICHEHa YJOBICTBOPEHHOCTh moTpeburencii OI'BY
«YI'MC PT». Insa cOopa nepBuuHOW mH(pOpMAIHU 00
yZIOBIIETBOPEHHOCTH TOTPEOUTENEH HCIIOIB30BAH METO]
oIpoca — aHKeTHpoBaHue. [Ipy 3TOM HCIIOIB30BaHbI 1BE
0a30BBIC YACTH AHKETHI: UL U3MEPEHHS OXKUAAHUH I10-
TpeOUTENsT M €ro BOCHPUSATHSA KadecTBa IOIY4YECHHOH
ycayru. ba3oBble BONPOCH B @HKETE aJaNTHPOBAHBI K
criennpuKe IeATeNbHOCTH OPraHW3allMd U OCOOSHHO-
CTel IpeocTaBsieMbIX yciIyr. B Bompocax mucnosb3o-
BaHa IITHOAUIbHAs mikana Jladikepra («AOCONIOTHO
YIIOBJIETBOPEH» — «AOCOIIIOTHO HE Y/IOBJIETBOPEH»).

PesynbraTel MOHMTOpHMHTa (Ta0J.2) IMOKa3aiy,
4yTo HamboJiee BAXKHBIMH COCTAaBIISIOIIMMH B TJa3ax
MOTPEOUTENS SABJIAIOTCS COOTBETCTBHE KAYECTBA YCIYTH
COTJIACOBaHHBIM TpeOoBaHMAM (5.0), Ka4ecTBO YCIyTH B
CpaBHEHHH C IpyruMu mnocraBmukamu (5.0), xomre-
TEHTHOCTH TepcoHana (5.0). DiIeMeHTHI, MOJyYHBIINE
HauOONBUIYI0 OLEHKY KadecTBa YCIyr: COOTBETCTBHUE
KadecTBa yCIyTH COTJIACOBaHHBIM TpeOoBaHusAM (4,6) U
KOMIIETEHTHOCTh TepcoHana (4,6). Camble HH3KHE
OLIEHKH TOJIYYMJI KpUTEepH: MH(OpMaLMOHHAs OTKPbI-
TOCTh (3,5).



Tab6umna 2 - Pe3yabTaTel onpoca norpedurenei

Cpennnit | Cpen-
Oamn 30507
XapakrepucTuka YAOBJIET- Oamn
BOpEH- OXHU-
HOCTH TaHUN
1 CooTBeTCcTBHE KayecTBa yCIIy-
M COIJIACOBAaHHBIM TPEOOBAHU-
SIM 4.6 5,0
2 KadecTBO yCIyrum B CpaBHe-
HUH C APYTHMH TOCTABIIHKAMHU 4.4 5,0
3 Croumocth (1IeHa), OKa3bI-
BaeMBIX yCIyT 4,0 4,7
4 CobmroieHIe CPOKOB 4,2 4,8
5 BeInonHeHHe BceX YCIOBUH
JIOTOBOPOB 4,0 4.8
6 OmepaTUBHOCTh B3aWMOJICH- 41 46
CTBHSL C IIOTpeOUTEIEM ’ ’
7 OnepaTUBHOCTH PUHATHUS
Mep 10 3aMeYaHusIM U MPEIJIo- 4,0 4,7
JKCHUAM
8 MH(popmanmoHHast OTKPbI-
TOCTh (OCTYITHOCTH MH(OpMa- 3,5 4,4
UM 00 yCIyrax MpearpHsThs)
9 OOmiecTBeHHAs pemyTalus 42 46
10 KoMIteTeHTHOCTB IepcoHasa 4.6 5,0
11 BexxmBOCTh NIEpcoOHATA 4.4 4.5
12KommyHHKaOETBHOCTD — TIEp- 43 47
13 xadecTBO odopMIIeHUS [10-
KYMEHTOB 45 49

Jis BBISBJICHHUS SJIEMEHTOB, KOTOPBIE MMEIOT
BBICOKHI PEUTHHT B TJla3ax MOTPEOUTENIT W BHICOKHE
PacXoKACHUS B OKUAAHUU U (PaKTHUECKON OICHKH IO-
cTpoeHa auarpamma (puc. 2).

L 09 -08 07 06 -05 -04 03 -02 -01 01 0.2

Puc. 2 - Ouenkn oxngaHusi 1 (PAKTHYECKOro Kave-
CcTBa KaKA0il xapakTepuctuku (X — Imoka3aTeib
pa3HocTH; Y — OlleHKA 0:KMIAHMS)

IIpuopuTeTHBIMU 30HAMU I10 YJIYYILIEHUIO BOC-
MPUATHUA U NOBBIMICHHUIO YOBJICTBOPEHHOCTH HOTpe6H-
TeJel, B COOTBETCTBHU C PUC.2, SBISIOTCS HHPOpMAIHU-
OHHasl OTKPBITOCTH (8), BHINOJIHEHUE BCEX YCIOBUH JO-
roBop (5), onepaTUBHOCTH NPHUHATHS MEp 0 3aMeYaHH-
SIM | TIPEUIOKEHISIM OT ToTpeduteneit (7) 1 cTonMOCTh

yeyr (3).
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ITo pe3ynbTaTtaM aHaiu3a yIOBIETBOPEHHOCTH
norpeduteneii 3a 2012 rox koadduimeHT YI0BIETBO-
peHHOCTH cocTaBmil 84% - mokas3aTeiab COOTBETCTBYET
JIOCTATOYHOM YJIOBJICTBOPEHHOCTH MOTPEOUTENCH yCiIy-
TraMH NPENIPUATHSA.

Jist Gomee TiyOOKOrOo aHanm3a MoOKaszaTelel
KayecTBa M YAOBJIETBOPEHHOCTH IIOCTPOEHA MaTpHula
COOTHOIIEHHS «Ka4ecTBO/YIOBICTBOPEHHOCTH» (pHC.
3). [ns 5TOr0 pacCUYUTaHBI OTHOCHUTENBHBIE MTOKA3aTeIH
10 KaXJ0W XapakTepucTUKe. VIMEHHO OTHOCHUTENbHBIE
MOKa3aTeNll KayecTBa M HMHJCKCA YIOBJICTBOPEHHOCTH
JafoT 0oJiee OOBEKTHBHYIO OLICHKY.

OTHOCHUTENbHBIE MOKA3aTeNH ONPENIEIEeHBI 110
JIBYM HaIlpaBJICHUSM:

1) oTHOCHTENBHBIA KOAQQUIIMEHT KauecTBa 110
Ka)K[JOMY DJIEMEHTY, KOTOPBIH ITOKa3bIBAa€T COOTHOIIIE-
HHUE OLICHKH BOCHPUHHMAEMOTO M OXXHMJAeMOT0 KayecT-
Ba, paccuuTad 1o ¢opmyne (1):

K ==L
TG (1)

rae Dj — omeHka BOCIIPUHSATOrO KadyecTBa yciIyr MmoTpe-
6utenem; Gj— OLIEHKA 0XKUIAEMOr0 KauecTBa YCIIyT.

2) OTHOCHTENBHBIH KO3()(UIMEHT yIOBIETBO-
PEHHOCTH IO Ka)XKJJOMY 3JIEMEHTY, KOTOPBIH ITOKa3bIBaET
COOTHOLICHHE YaCTHOIO MHAEKCA yIOBJICTBOPEHHOCTH K
o0LIeMy HHTErpajJbHOMY IIOKa3aTeli0, PAacCUUTAIHU 110
¢bopmyme (2):

Y,
KK, = 7’,

:
rzae Y;— 4acTHbIA MHJEKC yJOBJIETBOPEHHOCTH i-I'0 KpH-
Tepust; Y — oOLMii HHTErpabHbIA KOAQQUIMEHT yI0B-
JIETBOPEHHOCTH.

OTHOCUTENbHBIE KOA(QQUIMEHTH OBUIM pac-
TpeNeNieHbl TI0 IBYM OCSIM, OJIHA M3 KOTOPBIX COOTBET-
CTBYET KO3 HUIMEHTY KadecTBa (0chb X), Apyras — Ko-
a¢¢unmenty ynosnerBopeHHocTH (ock Y). Bombmmoe
OTKJIOHEHHE OLIEHOK O3HAa4aeT, YTO PECIOHAEHTHI MO-
Pa3HOMY OLICHMBAIOT KayeCcTBO M YHOBJIETBOPEHHOCTb.
B kadecTBe TOUkM TepeceueHus] BBIOPaH ONTHMAbHBINA
pe3yJsbTar, Korja OTHOCUTENbHbIE KO3 UIMeHTbl paB-
HBI IMHUIE, YTO 03HAYaET COMIOCTaBUMOCTh (MJIM COOT-
BETCTBHE) OXXHMJAeMBbIM IapaMeTpaM U yJOBJIETBOPEH-
HOCTH JaHHBIX XapaKTEPHCTHK.

2

1,18
1,15
@ 1,12
S -
@ ®#7 11) 1,06
1 ,f,: o
0,78 u,vdln :j&} :]‘ETE- i&_&ggﬁifgﬁafgﬂﬁ%ﬁi 103 1

O
| 0.91
: 0,88
GF———= ————— = > |
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0,79

Puc. 3 - Martpuua CcOOTHOLIEHHSI «KA4YecT-

BO/y10BJ1€TBOPEHHOCTH)»



Ha puc. 3 MO>XHO BBIAEIHTH YETHIPE 30HBI:

1) npaBeIii BepxHUM kBagpar, X > 1, ¥ > 1 —
30Ha IOBBIIIEHHOTO KayecTBa M YAOBIIETBOPEHHOCTH
(XapakTepUCTUKH HE BHISBIICHBI).

2) neBbIi HIKHUA KBagpaT, X <1, Y <1 —30Ha
MTOHMKCHHOW Y/IOBJIETBOPEHHOCTH W KauectBa (3, 5, 0,
7, 8-it anemeHThl). IMEHHO NaHHBIE 3JIEMEHTHI yCIyTH,
XapaKTepU3yIoIIecss HHU3KMM KadeCTBOM M HHM3KOH
YAOBJIETBOPEHHOCTHIO, SBIIIOTCS OOBEKTAMH COBEp-
IIICHCTBOBAHUS;

3) mpaBbIil HIOKHAK KBagpaT, X > 1, Y < 1 — 30-
Ha MTOBBIIIEHHOT'O KA4eCTBa M MMOHWKEHHOW yJOBJIETBO-
PEHHOCTH (XapaKTEPUCTHUKH HE BBISIBJICHBI).

4) neBblii BepxHuil kBagpat, X < 1, Y > 1 — 30-
Ha TOBBIIIEHHOH yJIOBJIETBOPEHHOCTH M TOHMKEHHOTO
kauectBa (1, 2, 10, 11, 12, 13-i snementsi). [loTpedu-
TEJIM B IIEJIOM YJIOBJIETBOPEHBI YCIYyrod M NPHU3HAIOT
3T0. DneMeHThl 4 1 9 nexar Ha ocu X.

Pe3ynbTaThl KOMIUIEKCHOH OLIEHKH Y/IOBIIETBO-
PEHHOCTH TOTpeOHTeNeH Mar0T HEHHYI WH(POPMAIHIO,
HEOOXOAUMYIO BBICIIEMY PYKOBOJICTBY U BEIPAOOTKHU
MEPCIICKTUBHON CTpaTerny OpTaHW3alliy, IDIaHHPOBa-
HUs, o0ecreyeHnss HeOOXOOMMBIMH pPECypcaMu, yiryd-
IICHUS MPOAYKLUMH M KadecTBa OOCIYXHBaHUA. Takum
o0Opa3oM, 3ameicTBYIOTCS M ApyrHe MPHUHIHUIBI Me-
HeJDKMeHTa KauecTBa «HenpepbiBHOE yiydIleHHE»,
«[IpunsiTHEe peleHui, OCHOBaHHBIX Ha (akTax», «Bo-
BJIEYEHHOCTh PAOOTHUKOB).

JocTtrxenne U nojiep>kaHne BEICOKOTO YPOB-
HSl Y/IOBJICTBOPEHHOCTH IOTpeOUTENeH SBIISiETCS CTpa-
TErn4ecKoi 3anavyeld opranuzanuu. [loaTomy mexayHa-
poIHasl OpraHW3aysl IO CTAaHJAPTU3AIMH OTHUM U3
croco0O0B TOAEPKAHUS BEICOKOW CTETIEHH YJOBIIETBO-
PEHHOCTH MOTpeOuTENs MpeyiaraeT BHEAPEHUE U MIPH-
MEHEHHE NPaBWI JIOCTIDKEHHUS YIOBJIETBOPEHHOCTH
MOTpeOHUTENs . ITO OTPAKEHO B HAIMOHAILHBIX CTaH-
Japrax:

1. TOCT P UCO 10001-2009 «MeHemxmMeHT
KayecTBa. Y IOBJICTBOPCHHOCTh MOTpeOuTeneit. Peko-
MEHJaluH 110 TpaBUiIaM IOBEJICHHUS JUII OPTraHnu3alni»;

2. TOCT P UCO 10002-2007 «MeHemKMeHT
OpraHu3aliy. YIOBJIETBOPEHHOCTh MOTpedurens. Py-
KOBOACTBO IIO YIIPaBJICHUIO IMPETCH3UAMU B OpraHu3a-
LIUSIX);

3. TOCT P HUCO 10003-2009 «MeHeTKMEHT
KadyecTBa. YJIOBJIETBOPEHHOCTh MoTpeduteneid. Pexo-
MEHJIallIH 10 YPETYJIMPOBAHUIO CIIOPHBIX BOIPOCOB BHE
OpTaHHU3ALII.

Pe3tomupys BbIIIE€ U3JI0KEHHOE, MPHUCITYIINBA-
SICh K «TOJIOCY MTOTPEOHTENs OpraHu3anus OyaeT cro-
coOHa BHITIONHATH TPeOOBaHUS TOTpeOHTENeH U Tpen-
BOCXUILATh UX OXKUIAHUS TOYHee U ObIcTpee, 4eM KOH-
KypEHTBI, YTO MO3BOJHUT JOCTHYb HE TOJIBKO (DPHMHAHCO-
BOTO YyCIIeXa, HO U MOTPEOUTENbCKON MPUBEPIKEHHOCTH
1 YBCIIMYCHU JOJIU PbIHKA.
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