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HALULUWOHANBbHBLIN CTAHOAPT POCCUUCKON PEAEPALUMN

Ycnyru ToproBnum

HOMEHKNATYPA NOKA3ATENEW KAYECTBA YCNYI TOPToBIU.
METOAbI OLIEHKU U KOHTPONA NOKA3ATENEN

Services of trade. Range of quality indicators of trade services. Methods of evaluation and monitoring of indicators

Nara BBeaeHua — 2018—06—01

1 O6nacTb NpUMeHeHuA

Hacroawmii ctaHgapT yctaHaBnusaeT obme TpeboBaHusa K NPUMEHEHUIO METOAOB OLIEHKM U KOHTPONS
nokasarenen ka4ectea ycnyr TOpProBnm U nopsaok BbIGOpa METOA0B OLEHKU U KOHTPONSA TOProBbIMW OpraHu-
3aunsamMmun n ux 06‘beAMHeHMﬂMM, a TaKxe nHausuayanbHbiMu npeanpuHUMaTenamMmu.

CTtaHpapt pacnpocTpaHsaeTca Ha npoueaypy OUEHKN U KOHTPOMA nokasarenei KayecTsa ycryr TOproB-
N1, OKa3blBAEMbIX TOPrOBbLIMWU OPraHW3auUsAMM HE3aBUCUMO OT MX OPraHW3aUUOHHO-NPABOBOW (POPMbI U UH-
ansuayanbHbiMU NpeanpuHnMaTenamu.

CTaHAapT MOXET ObITb UCMONb30BaH Ansa OUeHKN CUCTEM MEHEeKMEeHTa KavyecTBa B TOProBbiX OpraHu-
3auusax, npyu paspaboTke CTaHAapPTOB OpraHu3auMin Ha OKasaHue yCnyr TOproenu, npu A406poBONLHOM noa-
TBEPXOEHUM COOTBETCTBUA YCNYr TOProBnM M A0OPOBONbHON cepTudunKaLmMm CUCTEM MEHEIXKMEHTA KayecTBa
yCcnyr TOproenu, a Takke B yCoBUAX BbIMOJIHEHUA AOTOBOPHbIX obsizatenbcTB TOpProBbiMu opraHu3aLusaMu.

2 HopmaTtuBHbIE CCbISIKU

B HacTosILlEM cTaHaapTe UCMONb30BaHbI HOPMATUBHbLIE CCbIMIKM Ha CrieayloLwme CTaHaapThl:
FOCT P 51303 ToproendA. TepMuHbI U ONpeaeneHna

FOCT P 51304—2009 Ycnyru Toproenu. Obuue TpeboaHus

FOCT P 51305 Ycnyru Toprosnu. TpeboBaHuA K nepcoHany

MOCT P 52113 Ycnyru HaceneHuio. HomeHknaTypa nokasarenei kayecrsa

FOCT P 55812—2013 Ycnyru Toproenu. HomeHknatypa nokasarenei ka4ecrsa ycnyr TOproBnu

MpumedaHune—TIIpu NOMbL30BAaHUN HACTOSALLMM CTaHAAPTOM LienecoobpasHo NPoBEPUTL AEUCTBUE CCLINOYHBIX
CTaHfapToB B MHPOPMALMOHHON cucTeme obLiero nonb3oBaHUA — Ha oduunansHoM caiiTe deaepanbHOro areHTCcTBa
No TEXHUYECKOMY PEryrmpoBaHuio 1 METporormM B cetn MIHTepHET UNKu no exerogHoMy WHAPOPMaLUUOHHOMY ykalaTe-
no «HauyoranbHble CTaHAapThI», KOTOPLIA OnybnuMkoBaH MO COCTOSHWIO Ha 1 fAHBapsA TeKyLero roga, U no BbiNyckam
exeMecs4HOro WHOPMaLMOHHOrO yKkasaTens «HauuoHanbHble cTaHAapThi» 3a TeKywWwuil rog. ECnu saMeHeH CCbINoYHbIA
CTaHAapT, Ha KOTOPLIN AaHa HeaaTUpoBaHHas ccbiflka, To PEKOMEHAYETCA UCNONb3oBaTh AENCTBYIOLLYIO BEPCUIO 3TOTO
cTaHfapTa C y4€TOM BCEX BHECEHHbIX B JaHHYIO BEPCUIC U3MEHEHNIA. ECN 3aMeHeH CChINOYHLIN CTaHAapT, Ha KOTOPGLIiA
JlaHa AaTtupoBaHHan CCbinka, To peKOMEHAYETCA UCMONb30BaTL BEPCUID 3TOr0 CTaHAapTa C yKa3aHHbIM BhILE rOA0M YT-
BepxaeHUs (NpuHATUA). Ecnu nocne yTBepxaeHUss HacTOALLEro CTaHfapTa B CCbINOYHLIN CTaHAAPT, Ha KOTOpbIA AaHa
AaTupoBaHHan CCbinNka, BHECEHO U3MEHEeHUe, 3aTparuearliee NONOXKEHWe, Ha KOTopoe AaHa CChbinka, TO 3TO NONOXeHUe
pekoMeHAYeTCA NPUMeHATb 6e3 yueTa AaHHOrO U3MEHeHUA. Ecnu cCbinouHbIl cTaHaapT oTMeHeH 6e3 3aMeHbl, To no-
TNOXeHUe, B KOTOPOM AaHa CChifika Ha Hero, pekoMeHAYeTCA NPUMEHATL B YacTu, He 3aTparnsaroLlein 3Ty cebinky. Ecnmn
rocrne yTBepXAeHNs HacTOALEro cTaHAapTa B CChINIOYHbIA CTaHAapT, Ha KOTOPLIN AaHa AaTUpOBaHHAs CCbiNKa, BHECEHO
M3MEHeHue, 3aTparusatollee NONOXeHNe, Ha KOTopoe laHa CCbinka, TO 3TO NMoNnoXeHWe peKOMeEHAYETCA NPUMEHATL be3
y4eTa JaHHOro U3MeHeHUs. Ecnu cebinoYHbli cTaHaapT oTMeHeH 6e3 3aMeHbI, TO NONOXEHWe, B KOTOPOM AaHa CCbifika Ha
Hero, peKoMeHAYyeTCA NPUMEHATL B HaCTW, He 3aTparnBaloLLeil 3Ty CCbINKY.

W3paHue ocbuumnansbHoe
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3 TepMmuHbI M onpeaeneHns

B HacTosiLuem cTanaapre npumeHeHbl TepmuHbl no FOCT P 51303, TOCT 51304, FTOCT P 55812, a Tak-
Ke criefyloLue TEPMUHbI C COOTBETCTBYIOLLIMMU ONPEeAENEHUSIMU:

3.1 oueHka kayecTBa ycnyr ToproBnu: OnpeaeneHue nokasarenemn Ka4yecresa ycnyr TOproenu ¢ yve-
TOM JOCTOBEPHOCTM WU/UNN TOYHOCTU KONUYECTBEHHBIX 3HAYEHWIA.

3.2 meToq OLEHKU MoKa3aTesieid KayecTea ycnyr Toproenu: lMocrneaoBaTtenbHOCTb npoueayp, no-
3BONSIOLLAS HA OCHOBE CYLLECTBEHHOW ANsi AAHHOTO MeToaa UHdopMaLum onpeaenuTb nokasareny ka4yecTsa
yCIyru TOProBIu.

MpumMeyaHue— Toprosas opraHU3aLMs BNPaBe caMOCTOSTENLHO ONPeAensiTh KOHKPETHbIE METOALI OLieHKN. K
OCHOBHLIM METOZaM OLIEHKU YCIyr TOPrOBMU OTHOCATCS: 3KCMEPTHLIA, OpraHONEeNnTUYECKUN, UHCTPYMEHTArbHBIN, aHanu-
quecmﬁ, COL[MOHOFMHSCKM]Z, TeCTUpoBaHUe COTPYAHWUKOB.

3.3 KOHTpONb MoKa3arTesyiel KayecTBa ycnyr Toproenu: Cucrtema mep no onpeaeneHuio 3HaYeHuit
nokasarerneun KayecrBa ycnyru TOProBfv U CPaBHEHUIO MNOMYYEHHbIX PE3yNbTaToB ¢ YCTAHOBNEHHbIMU Tpebo-
BaHUSIMMU.

3.4 meTOA KOHTPOMA KavyecTBa ycryru Toproenun: CoBOKYNHOCTb Npasusi, NPMHUMNOB, CPEACTB, No-
3BOMNAIOLLUX KOHTPONMPOBATbL KAYECTBO YCNYr TOProBAu.

4 Obwume TpeboBaHUs K OpraHM3auum npouenypbl OLEHKU U KOHTPOnsA
rnokasarerier KayecTtBa ycryr TOproBnu

4.1 OueHKy M KOHTPOMb nokasarernen KayecTsa ycnyr TOProsnu cneayer nnaHupoBaTb U NPOBOAUTL C
YUYETOM BMAa TOProBbIX OpraHu3aLui, TUNoB u hopMaTos TOProBbIX NPEANPUATHIA, cneuUdUKN U 3HAYUMOCTHU
pa3snMyHbIX BUAOB AEATENBHOCTU B TOProBOW OpraHu3aLuu.

OUEeHKy 1 KOHTPOrb MoKa3aTenen Ka4ecTsa ycnyr TOproBnu cneayer npoBoAUTL B COOTBETCTBUM C A0-
KyMEeHTasnbHO 0POpMIIEHHBIMU NpoLIeAYyPaMK.

4.2 K npuHyunam opraHu3auuu npoueayp OLUEHKM u KOHTPONSA nokasaTtenen ycnyr TOprosnu OTHOCAT
cneayroLime NpUHUMMbI:

- He3aBNCUMOCTY;

- 0GBLEKTUBHOCTU W NPO3PAYHOCTH;

- KOHpMAEHUManbHOCTH;

- NPOHECCUOHANbHOr0 NOBEAEHUS;

- KOMMNIIEKCHOCTHK;

- 4OCTaTOYHOCTU KOHTPOSbHbLIX MEPONPUATUI U AEWCTBUN;

- perynsipHocCTy;

- 04 HO3HA4YHOrO BOCNPUATMS COTPYAHUKaMU CTaHAapToB M TpeboBaHuii;

- JOKYMEHTanbLHOro 0hOPMMEeHns npoueayp;

- MOCTOSAHHOTO YryYLLEHMA.

4.3 WHdopmauusn, Heobxoaumas Anst NpoBeAEHUss OLEHKU U KOHTPOISI nokasaTenei kadyecTtsa ycryr
TOProBnu, BKIIOYAET CneayloLme CBeaeHNs:

- 0 AeATeNbHOCTM TOProBOM opraHn3auuu, BkNo4vas nHdopmauumio o euae u cnocobe ToproBnun, Mecro-
pacnonoXeHun U matepuansHO-TEXHUYEeCKon 6ase ToproBoro o6vekTa, BUAE, Tune u copmarte TOProBoro
NPeaNPUATUSA, PYKOBOAMTENAX TOProBOW OpraHu3auum, OCHOBHbLIX Nokasarensx paboTel TOProBOM opraHusa-
LK, HEe COCTaBNAOLUX KOMMEPYECKYIO TalHy, U Ap.;

- 06 okasbIBAEMBIX yCryrax TOProBMu, UX BUAAX U COAEPXKAHUY;

- 0 hopmax obCnyxuUBaHMS nokynarenei (KNMMEeHTOB), CAHWUTAPHO-3INUAEMUONIOTMYECKUX U SPFrOHOMMU-
YeCKMUX YCIOBUSAX 00CNY>KUBaHWA, 3TUKE OOCNY>XMBaHUA U BO3MOXHOCTU MOMyYEeHUS AONOMHUTENbHbIX YCIYT,
BKMIOYas pe3ynsraTbl ONPOCOB U @HKETUPOBAHUA U T.4.;

- 0 peKknamMHo-MHPOPMaLMOHHOM CONPOBMKAEHNIN YCNYT TOProBnu;

- 06 ypoBHe KBanuukaLmm CoTpyaHUKOB TOProBO OpraHM3aunm, TEKY4eCTU Kaapos;

- 0 coyumonornyecknx obcnefoBaHunsx, ceeaeHnsix o6LLecTB 3aLuuThl Npas notpebutenen, cpeacTs Mac-
COBOM MHGOPMaLUK U T.4.

4.4 3Tanel npoBefeHUst OLIEHKN 1 KOHTPONS yCTaHAaBNMBAKOTCA TOProBOW OpraHu3aumeli CaMmoCTOATENbHO.
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4.4.1 Cucrtema OLEHKM U KOHTPONA NokasaTernen KkayecTBa yCnyr TOProBM MOXET BKMOYAaTb CReayto-
Liue aTansbl:

- NNaHUpPOBaHWE NPOBEAEHUS OLEHKWU U KOHTPONS,

- HENOCPEeACTBEHHOE OCYLLECTBMNEHWE OLEHKM NoKa3aTenel kayecTsa ycnyr TOproBnm ¢ ohopmeHmem
pe3ynsTaTtoB KOHTPONS;

- BbIpaboTKy U peanu3auuio MEPONPUATUI NO YCTPAHEHUIO BbISIBIIEHHLIX HEAOCTATKOB.

4.4.2 3Tan nnaHMPOBaHUSA OLIEHKU 1 KOHTPONSA BKMOYAET B cebsi NpoBeAeHne NoaroToButTenbHou pabo-
Tbl, B TOM Yucne:

- onpeaeneHue Lenu npoBeeHns OLUEHKM nokasaTenei Kayecrea ycryr TOprosnu;

- onpegeneHune rpynn 1 NOArpynn nokasarenen kavecrasa ycnyr Toproenu, B cooreetcteum ¢ FOCT P 52113,
FOCT 55812, a Takke TpeboBaHUAMMK, YCTAHOBIEHHbIMM 3aKOHOAaTENbCTBOM Poccuiickon ®eaepauun [1] n
npasunamMu Npogaxkm ToBapoB OTAENbHbIX BUAOB [2];

- BbIOOP METOAOB NPOBEAEHUSA OLEHKU NOKasaTenen Kkavectsa ycnyr Toproenu ¢ yyetom MNOCT 55812;

- pa3paboTKy nnaHa nNpoBeAEHUS OLIEHKMU U KOHTPONS nokasaTeneli kayecrsa ycryr TOproBmu;

- onpegeneHue oobema HeoBXxoaUMON MHOPMALMK U PECYPCOB ANS NPOBEAEHUS UCCNEAO0BAHNUS;

- onpeaeneHne NepMoAMYHOCTU NPOBEAEHUA KOHTPONA nokasarenein kayecTsa ycnyr TOprosmu.

4.4.3 3Tan HenocpeacTBEHHOro OCYLUECTBNEHUS OLEHKWM noka3aTenen kayectea ycnyr TOproBnu u
odpopMneHne pesynbLTaToB KOHTPOMS BKIOYAET:

- OLUeHKy d)aKTopoB, ONPeaensiioLmMX YPOBEHb KAYECTBA YCMyr TOProBu;

- onpeaerneHue u OLUeHKY eAMHUYHbIX YaCTHbIX NoKasaTenen KadecTea ycnyr TOprosnu;

- pacyeT u oueHKy 0600LLEeHHbIX NoKa3aTernen kavecTsa yCcnyr TOproenu;

- AJOKYMeHTarnbHoe opopmMneHne pesynsTatoB KOHTPOS.

4.4.4 3tan no BbIpaboTKe W peanu3auuy MEPONPUSATUI NO YCTPAHEHUIO BbISIBNIEHHbIX HELOCTATKOB
BKIIOYAET B cebs:

- AJOBeAeHNe 40 CBeJEeHUs rnepcoHana, OTBETCTBEHHOrO 3a y4acTok paboTbl, B OTHOLUEHUM KOTOPOrO
npoBOAMUNACh OLEHKa, MHopMaLun 06 nTorax NPOBEAEHHON OLIEHKU NoKa3aTenei KayecTsa ycnyr TOProBIu;

- pa3paboTKy KOHKPETHLIX MEPONPUATUI MO YCTPAHEHUIO BbISIBMEHHbLIX HEJOCTATKOB;

- pa3paboTKy MEpPONPUATUI MO COBEPLUEHCTBOBAHUIO NPOLECCA OKa3aHUA yCnyr TOProBmu;

- pa3paboTKky nporpaMMbl peanusauum MEPONPUATUIA NO COBEPLLEHCTBOBaHMIO NPOLEcca OKaszaHus yc-
nyr TOProBnu;

- MOHUTOPUHT peanuaauun NPearoKEHHON NPorpaMMbl.

4.5 K caktopam, BNUSIIOLLMM Ha BbIGOP METOAOB OLIEHKM M KOHTPONS Nnokasarenei kayectsa ycnyr Top-
rOBMW, OTHOCAT:

- YCNOBUA pa3MeLLeHnsa TOProBov opraHusauumn (Toproeoro o6bekTa);

- cnocobbl TOProenu;

- BMA U TUM TOProBOro 00beKTa, ero MaTepuanbHO-TEXHUYECKYIO OCHALLEHHOCTb;

- YpOBEHb KBanudukaumn paboTHUKOB;

- Hanu4Me U COCTOSIHWE [OKYMEHTOB, B COOTBETCTBMM C KOTOPbIMM (DYHKLMOHWPYET TOoprosas
opraHusauus;

- Hanuuue COOCTBEHHOW CMCTEMbI KOHTPONSA Nnoka3aTenemn kayecTsa ycnyr TOpProBnu;

- CTeneHb JOCTAaTOMHOCTU W NOMHOTBLI BHYTPEHHUX CTAHAAPTOB TOProBOro 00CNyXMBaHUS.

5 XapakTepucTuUKa METOAO0B OLLEHKU U KOHTPOSS NoKa3arterien KauectBa ycnyr
TOProBnu

5.1 OCHOBHble METOAbLI OLEHKM U KOHTPOSSA KayecTBa nokasateneil ycryr TOproenu, pekoMeHayemoe
noaTBep)XAEHWE COOTBETCTBUSA Ka4yecTBa yCryr TOProBnu, a Takxke rpynnbl U NOATPynnbl Nokasarenei kadve-
ctBa ycnyr npuseaeHsl B FTOCT 55812—2013, npunoxeHue A, Tabnuuya A.1.

5.2 MeToabl OLIEHKU U KOHTPONA 3HAYEHUI NoKasaTernen ycnyr TOprosniu KnaccuuuupyoT no cnegyo-
LWMM NPU3HaKam:

- Lensm npuMeHeHus;

- cnocobam nonyyeHus uHpopmauuu;

- UICTOMHMKaM NonyveHnsa nHcopmaunu;

- UCNOMNbL3YEMOMY MHCTPYMEHTAapUIO NonyyYeHus u 06paboTku nHdopMaLun.
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5.3 Mo uensM NpUMEHeHNA MeToAbl OLIEHKM U KOHTPOMA Ka4yecTBa YCnyr TOProsnu nogpasaensior Ha:

- onpeferneHue COOTBETCTBUSA Ka4yecTBa yCryr TOProsnu TpeboBaHsAM HOPMATUBHBLIX JOKYMEHTOB U/UNN
BHYTPEHHUX CTAHAAPTOB TOPrOBbLIX OpraHu3auuii (TOproBbiX ceTel, 00beaHEHMII TOProBbIX OpraHM3auui, ca-
MOperynupyembix opraHu3auui u ap.);

- onpegerieHne COOTBETCTBMSI Ka4eCTBa YCNyr TOProBNM OXnaaHuam notpedutenen;

- YCTaHOBINEHNE (PaAKTOPOB, BNUSAIOLLMUX HA AOCTUXKEHUE MUHUMATBLHOTO UMK onTUMarbHoro (Tpebyemo-
ro) ypOoBHS1 KQ4eCTBa yCnyr TOProBnu;

- NpoBeAeHNe PEUTUHIOBOW OLIEHKM BbINOSIHEHUS OAUHAKOBbIX YCIYr TOProBfn pasnuyYHbIMU TOProBbIMU
opraHu3aumsiMu U TOProBbIMWU 0ObEKTaMU, B TOM YUCIIe TOProBLIX 0O bEKTOB OAHOI TOProBOW CETU.

5.4 Mo cnocobam nonyyeHnst MHOPMaLMKU METOAbI OLLEHKM U KOHTPONSA 3HaYeHuii nokasarenen ycnyr
TOProBnM NOAPAa3AensoT Ha:

- OpraHonenTu4eckme (CEHCOPHbIE),

- UIHCTPYMEHTAarbHbIE,

- perucTpauunoHHble,

- aHanuTM4eckue.

5.4.1 OpraHonentu4yeckuii (CEHCOPHbIN) MeToA npeacTaBnseT coboi MeToa OLEHKM, MPKU KOTOPOM nep-
BMYHaA uHdopmMaumsa 0 nokasarensax Kayecrsa ycnyr TOproenyM BOCNPUHUMAETCA OpraHaMu YyBCTB (3peHus,
0cA3aHUs, 00OHAHUS, BKYCa U Cryxa) 9KCNEPTOB U/Mnn CNeLuanucToB, TO €CTb NUL, NPOBOASALLMX OLIEHKY.

MpuMeyaHne — Pesynsrar OLEHKN MOXET HOCUTb KauyeCTBEHHbIV (ansTepHaTUBHas UMK rpajaLnoHHas oLUeH-
Ka) Unn KonMM4eCcTBEHHbI xapakTep (bannbHas oueHka).

5.4.2 VIHCTpYyMeHTanbHbI METOA — METOA OLEHKM, MPU KOTOPOM OnpeaeneHue nokasaTenein kavyecrea
yCnyr TOProBnyM NPOBOAUTCA C MOMOLLBIO Pa3HOOOPa3HbIX CPEACTB U3MEPEHUS, ABNAIOLMXCA CpeacTBaMu
KOHTpONA.

5.4.3 PerncrpaumnoHHbIii MeToa — METO/ OLEHKM Ka4eCTBa yCnyr TOProsnu, OCyLUECTBIISIEMbIA HA OCHO-
Be HabmnogeHus 3a AeATenbHOCTbIO TOProBOro 06bekTa ¢ nocneaylowen perucTpaumen u nogcHEToM ymcna
onpeaeneHHbIX COBbITUIA, NPEeAMETOB U 3aTpar.

5.4.4 AHanUTUYECKUN METOL — METOA OLEHKW, OCHOBaHHbLIA HA CpPaBHEHUM (PaKTUUECKUX AAHHLIX O
nokasaTensax Kayectsa ycrnyr TOProenuM ¢ Hopmamu U TpeboBaHUAMM, YCTAHOBIIEHHLIMU HOPMATUBHBIMU U
TEXHUYECKUMUN JOKYMEHTAMMU.

MpuMeYaHue—lNpumeHeHUe aHanMTUIECKOro MeTofa NpeAyCcMaTpUBAET Takke aHanns AoOKyMeHTaLuMK, B TOM
Yucne [OroBOPOB, aKTOB MPOBEPOK, XYPHANOB KOHTPOSISA W yueTa 3asiBOK, aKToB ciaqn-npuemkn pabot v T.n.

5.5 Mo ncroyHMKam nonyvyeHus MHPOPMaLMKU METOAbI OLIEHKM M KOHTPOSS nokasarenen TOproBnu noj-
pasgensioT Ha SKCMepTHbIe U COLMONOrnyeckue.

5.5.1 3kcnepTHbIN MeToa NpeacTaBnsieT coboi MeTo OLEHKW, Mpeanonaralowmi OUEeHKyY nokasarenemn
KayecTBa yCcnyr TOProBu CrneLmanucToM Mim rpynnoi CneuuanicroB, KOMMNETEHTHLIX B PELLEHUM NOCTaBIIEH-
HbIX Nepes HUMK 3aJ1ay, B TOM YUCIE PYKOBOAUTENEN, MEHEMKEPOB TOPrOBbIX OpraHu3auui.

MpuMeyvyaHune — BkcnepTbl POPMUPYIOT MHEHME (CYXAEHWE) N BLICTABNAIOT KayeCTBEHHbIE U/Unu Konude-
CTBEHHble OLIeHKW, OCYLLeCTBNAT OLEHKY MNoKasaTerei KavyecTBa ycrnyr TOprosfui, aHanus u3aMepeHuin nokasatenen un
YCIOBUIA OKa3aHWs ycryr TOproenu (MMKpoKnumaTta, YpoBHe Luyma, OCBELLEHHOCTU, BEHTUIMPYEMOCTH, 3arbINEeHHOCTH,
TeMneparypbl U T.n.).

5.5.2 Coumonornueckuin MeToa NpeacTaBnsaeT co00i MeTo OLeHKU, BKIIOYAIOLLMIA COBOKYNHOCTL NpU-
€MOB KOHKPETHbIX COLIMONOIMYECKUX UCCNEAOBAHUIA, HAMPABMNEHHbIX HA COOp U aHanu3 SMNUMPUYECKUX AaH-
HbIX, MO3BOMNSAOLLMX ONPEAENUTL NOKa3aTenm Kauecrsa ycnyr TOpProBmu.

n punmMevyaHune — K COLMOoNnorn4eckum nuccrnejoBaHuAaM OTHOCAT aHKETUpOBaHUe, onpoc, yyer 3anuncei B KHure
OT3bIBOB U npe,qno»(eHmﬁ, yyeTr MHTepHeT—OTBbIBOB C nocneaywumnm aHan3om NonyyYeHHbIX AaHHbIX.

5.6 Mo McnonbL3yeMoMy MHCTPYMEHTapuIo nony4veHus u 06pabotku nHcopmayum pasnuyaiot aBToMma-
TU3UPOBAHHbLIN, MEXAHU3UPOBAHHDbIW U PYYHOW METOAbLI OLIEHKM U KOHTPONA.

5.6.1 ABTOMAaTM3MPOBaHHLIN METOA npeacTaeBnseT cobon onpeaeneHne U nocneayowylo o6paborky
nokasaTenen kayecrsa ycrnyr TOProBnu C NPUMEHEHWEM Pa3nUYHOr0 poAa NEePEHOCHOTO UK CTALMOHAPHO
YCTaHOBNEHHOTO 060PYA0BaHMSA, NO3BONSIOLLET0 aBTOMATUYMECKU (PUKCMPOBATL, NOACYUTBLIBATL U COXPaHATb
JaHHbIE 0 NnokasaTensix KayecTBa yCryr TOProBru.

5.6.2 MexaHu3npoBaHHbIN METOA NpeAcTaBnseT coboi onpeaeneHune nokasarenen u o6paboTky noka-
3aTenen kadecrea ycryr TOProBnm YaCTUYHO C NPUMEHEHUEM CPEACTB TEXHOMOTMYECKOTO OCHALLIEHUS.

4



FOCT P 57856—2017

5.6.3 PyyHOn MeToa — 3TO onpeaeneHue u nocneaytowas o6paboTka nokasaTtenen kayectsa ycnyr
TOproenu 6e3 NPUMEHEHUSI CPELCTB TEXHONOMMYECKOTO OCHALLEHUS.

5.7 TexHONOrM4YeCKUn KOHTPONb MoKasaTenen Kayectsa ycnyr TOProenu BKMYaeT B cebs BXOAHOM M
onepayMoHHbIN KOHTPOSb.

5.7.1 BXOQHOW KOHTPOSb — 3TO KOHTPONb 6€30nacHOCTU yCnyr TOProBNN AN XXU3HW, 300POBbSI U UMY-
LecTBa noTpebutenen, KOHTPOIb SPrOHOMUYHOCTU YCIYT TOProBNU C LIENbIO AanbHEeRLwen opraHM3agum Top-
rOBO-TEXHOMOTMYECKOTO NpoLecca.

5.7.2 OnepaunOHHbIA KOHTPOSb — 3TO KOHTPONb NOKasaTenen Kkadecrtea ycryr TOproenu B npouecce
peanusauuu (Mpoaaxm) TOBApOB M OKa3aHUS AOMOSMHUTENbHbIX YCNYT.

MpumeyvaHue—Buael ycnyr Toproenu ycTaHasnuBaroTcs B COOTBETCTBUM ¢ pasgenom 4 TOCT 51304—2009.

5.8 lMpumeHAeMOCTb METOA0B OLIEHKM U KOHTPONS MoKasaTenen kayecTea ycnyr TOProBnuM npuseaeHa
B npunoxxeHun A.1.

6 Mokasarenu, xapakTepusyrowue odmMe KPUTEPUN OLIEHKU U KOHTPOSSA
nokasarernen kayecTBa ycsyr TOProBnm

6.1 MNpeaycMOTpeH pacyeT MHAMBUAYANbHbLIX U KOMMEKCHLIX NOKa3aTtene kavyecrsa ycnyr TOProsnu.
HomeHknaTypa nokasaTtenen kadyecrsa ycnyr Toproenu npusegeHa B FTOCT P 55812—2013, npunoxeHue A,
Tabnuua A.1.

6.2 [Ona onpeaeneHus KOMMIEKCHOrO NMokasatens NpUMEHSIIOT METOAbl: KBanMMeTpumn U Bbibopa onpe-
JenswoLwero nokasarens.

6.2.1 MeToa kBanumeTpun npeacraenser coboi MeToa ¢ UCNOMb30BaHWEM B3BELLEHHOrO CyMMMPOBa-
HUS eAVHWYHbIX NokasaTenen U onpeaeneHneM «BeCOMOCTUY nokasatenen 9KCMepTHbIM nyTem (CM. NpUro-
»eHue b tabnuua B.1).

6.2.2 MNpu npuMeHeHun meToaa Bbibopa OnNpeaenstoLlero nokasarens, COOTBETCTBME KOTOPOro ycra-
HOBMNEHHbIM TPeOOBAHUAM SIBMSETCA OCHOBHbIM YCMOBMEM MPU3HAHUSA YCNYrM KaYyeCTBEHHOW, HeBombLune
OTKITOHEHUA 3HAYEHUI ApYrux nokasarenen Npu3HaTCs HECYLLIECTBEHHbIMIW. 3a onpeaensaoLwmii nokasarterb
peKkoMeHAyeTca NpuHMMaTb 6e30NacHOCTb YCIyru TOProBNM ANS XU3HU, 300POBbSA U MMYLLECTBA NOTpedu-
Tenen.

6.3 LUkana n3MepeHusi nokasarenen kayectea ycryr TOProBnu BbiIOMpaeTcs TOProBoi opraHu3auuen
CaMOCTOATENbHO C YY4ETOM Lienu NpoBeAEeHUs OLEHKWU U KOHTPOMA nokasaTenein kayectsa ycnyr TOprosnu u
BbIOpPaHHbIX METOAO0B OLIEHKN.

7 TpeboBaHus K nepcoHany

B TOproebix NpeanpuATMAX OLEHKY W KOHTPOMb MOKAa3aTenen ycnyr TOProBnu OCyLIEeCTBNAET agMUHU-
CTpaTUBHLIN NEPCOHAaN, MEHEAKEPBI MO Ka4ecTBy (TOBAPOBEAbI) UMW APYrON NOArOTOBAEHHLIN KBANMULMPO-
BaHHbII NepcoHan, cooTeeTcTBytoWmin TpeGosaHuam MOCT P 51305.

K npoBefeHuIo OLeHKM U KOHTPOSA YCNyr TOProBnv MOTYT NPUBIIEKaTLCS HE3ABUCUMbIE SKCMEepPTbl B Che-
pe TOproenu.

8 [loKkymeHTbI No pe3ynbrartam OLEHKU U KOHTPOSA noKasatenemn KauecTsa
yCIyr TOproBnu

8.1 PesynbraTbl NPOBEPOK NPU OCYLLECTBEHNN ONEpPaLMOHHOIO KOHTPOMA cneayeTt ohopMnaTbh AOKy-
MEHTansLHO U AOBOAUTL A0 CBEAEHUS NepcoHana, OTBETCTBEHHOIO 3@ y4acToK paboThl, B OTHOLLEHUW KOTOPO-
ro NpoBOAUNACH OL|EHKA.

8.2 HaumeHoBaHUsA pekOMEHAYEMbIX [JOKYMEHTOB, KOTOPbIE MOTYT ObITb MCMONb30BaHbI ANSt NOATBEPXK-
JeHus1 COOTBETCTBUS Ka4yecTBa ycnyr Toprosnu, npeacraeneHsl B FOCT 55812—2013, npunoxexue A, Tabnu-
uaA.1l.



MpunoxeHune A
(pekomMeHayemoe)

Ta6nuya A1 —TpumMeHaeMOCTb METOLOB KOHTPOIS U OLEHKM NokasaTeneil kadecTea ycryr TOprosnu

MpUMeHAeMOCTb METOAA KOHTPONS
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1 Be3onacHOCTb YCNyru Ans XuU3HM, 30OpoBbsA U UMyLLECTBa NoTpebutenen
1.1 Be3onacHocTb TOBapOB, BKIOMas caHUTapHo-3anuaemMuonornyeckne TpeboBaHus, rurneHuIeckne n BeETepuHapHble + |+ |+ | =-]- - + +
1.2 HasHaveHue 1 6e30MacHOCTb YNakoBKH -+ |+ -=-1- - + -
1.3 Be3onacHocTb MalMH u/unu o6opyaoBaHUs, UCNONb3yeMOro B npouecce NpoM3BOACTBa (M3roTOBNEHUA), XpaHenus, | — | — | — | + | — - + -
TPaHCMopTUPOBAaHUA, 3KCNNyaTauun U yTunusaymu
1.4 Be3onacHOCTb TPAaHCNOPTHLIX CPEACTB - =-1-=-1+1- - + -
1.5 besonacHocTk o6cnyxusatoLiero nepcoHana + =1 -=-1+]- - + +
1.6 CaHnuTtapHo-snugemuonorndeckue TpeboBaHus Kk paaMeLleHuto TOproBoro NpeanpuATUs, BOROCHabXeHUo U kaHanu- | + | — | — | + | — - + -
3aLMK, BEHTUNALMUN, KOHAWLMOHNPOBAHUIO, OTOMNEHUIO
1.7 ToxapHasn 6e3onacHOCTb 06beKTa 3alWuThI, B TOM YMCNe 34aHUIA U COOPYXEHU + -1 -1+~ - + -
1.8 CoxpaHHOCTb UMyLLEeCTBa noTpebuTenent + | == +]- - - +
1.9 Mertpornorudeckoe obecneveHune + | =1 =1]+]- - + -
2 OxpaHa oKpyXxamollei cpeabl (aKkonornvyeckan 6e3onacHoCTb)
2.1 OxpaHa okpyxalolLeii cpefbl: opraHusauyua cbopa, BbIBO3a U yTUNU3aLWUK GbITOBBIX OTXOA0B, MIOMUHECLIEHTHBIXNamn | + | + | — [ + | — - + +
1 NPoYnX OTXOA0B
3 HasHaueHue ycnyrm
3.1 dyHKUWUOHanNbHas NPUroqHoOCTb + |+ | =+ | + - + +
3.2 Keanudukauua nepcoHana + | =] =]+ - + + +
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[podomxeHue mabnuusi A.1

MpuMeHAeMOCTb MeTo4a KOHTPONA
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Moarpynna nokasaTenei kavyecTsa ycnyr = s E ] z 3 o z I
D = Q © = =z o
|21 2|2|c|85|s|58
5| ¢ | E 5 x| Q T S
o | T | &l 2| 8| =x|Z| ae
C © I = | 5& I| @&
S|l a|l2|%|2a|8K|8|EZ
®|O|SE|<|O|ro|@|O=
3.3 CoumarbHoe HasHa4eHue (aapecHOCTL NpefocTaBnNeHns) ycnyru -1 --1% - + +
3.4 NHdopMaTUBHOCTb, BKNKOYAA Hanuume HeobxoaMmon 4ocToBEpHOA MHGOopMaLmn o6 ycnyrax U ToBapax, HOMeHkna- | + | — L - + +
Type ycnyr n accopTUMEHTe TOBapoB, UCTIONTHUTENE YCAyr, 0 NpaBuiiax U ycnoBUAX oKadaHWs yCNyr, B TOM Y1Cne o npasu-
Nax npofaxu ToBapos U Npasax nokynarenemn
3.5 Hanuuue n npaBUnbHOCTL 0POPMITEHNS LIEHHUKOB Ha TOBapbl. L B B I - + -
MpaBnnbHOCTL 0hOPMNEHUA KaCCOBOro/ToBapHOro YeKoB B TOM Cny4ae, ecnu Takue TpeboBaHUs yCTaHOBMNEHbI 3aKOHO-
flaTenbCTBOM
3.6 Hanuune Heobxogumoii n goctoBepHoi UHOPMaLUUK O ToBapax U UX U3roToBuTensx, obecneunBatowei Bosmox- | — [ = [ = | + | = - + -
HOCTb NpaBuUnNBHOro Bibopa ToBapos
3.7 Hanuuue u cogepxaHne nHopmaLum 48 nokynartenei, B TOM YUCne 0 NpaBunax TOProBiin, YCTAHOBNEHHbIX BTop- | — | — | = | + | — - + -
roBOM NpeAnpuaTUn
4 3pProHOMUYHOCTb
4.1 TurneHn4eckne nokasaTenu K ypoBHIO OCBELLEHHOCTMW, BEHTUNMPYEMOCTH, 3anbIfIEHHOCTH, LWyMa, TemnepaTtypuiBTOp- | — | — | + | + | — - + +
roBOM 3arne, K nepcoHany, K cofjepxaHuio noMeLLeHUi, pabounx MecT, oOopyoBaHUS U T. M.
4.2 KomdpopTHOCTb 1 yaoBCTBO MokynaTenew, BkroYas yaobHoe pasMelleHne ToBapoB (BbIkIagKy) B ToproBelx 3anax, |+ | — | — [ + | — - + -
BXO[0B, BbIXO[0B CeKLWiA, o6opygoBaHus, mebenu, Hannyve NuToB, ackanaTopos, TepBanaTopos 1 4p.
5 3TUYHOCTb
5.1 OTuka noBeaeHNs obCnyXuUBalOLWEro nepcoHana: BeXMBOCTb, TaKTUHHOCTb, AOCTYNHOCTE NepcoHana gnanokyna- | — [ — | — | = | + - - +
Teneu
6 JcTeTUYHOCTb
6.1 OCTeTUYHOCTL YCnyr TOProBru, BKoYas: + | =] =1-=1-= - + —
CTUNEeBOe e[WHCTBO; LIeNOCTHOCTL KOMMO3ULIMK 1 XYLOXECTBEHHOW BbIPa3UTENbHOCTU; rapMOHUMYHOCTL AU3aiiHa, B TOM
yucne ANS apXUTeKTYPHO-MNaHUPOBOYHBLIX PELLEHWA NOMELLEHW U MHTepbepa NPeAnpUATUS TOProBmu;
ohopMneHns acana 3aaHus, BEIBECKU, PeKaMHbLIX MaTepuanoB, GUPMEHHBIX 3HAKOB W yKasaTeneil, ohopMeHus Bu-
TPVH, BbIKNaA K1 TOBapoB, opraHn3aLun pabodmnx MecT U 0opMIIeHUs BHELLHEro BUAa NepcoHana, Hanu4ime oupMeHHoro
CTUNA Y TOProBOro NpeAnpuUaTUN
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®  QOkoHYaHue mabnuupbi A.1

Moarpynna nokasaTenein kavecTsa ycryr

MpumeHAeMOCTb MeToAa KOHTpONS

3KenepTHbINA

OpraHonenTu4eckuii
NHCTpyMeHTanbHbIN
AHanUTU4eCcKui
Couyonoruyeckuit
TecTuposaHue
COTPYAHUKOB
BxogHo KOHTponb

OnepayuoHHbIN
KOHTpOnb

7 TexHONnorn4yHoCcThb

7.1 CocTaB, HazHa4eHWe U nnowajb NoMeLleHUN
OcHalleHHOCTb NPEANPUSTUAS TOPrOBO-TEXHOMOMMYECKAM U MEXaHUYECKUM 0B0pYydOBaHUEM, B TOM YMCE CTENNaxamu,
NOALOHaMM, KOHTeHepamu 1 gp.

7.2 [leMoHcTpaLms B [e/ACTBUN HOBBIX TOBApPOB, NMPUEM NpeaBapuTenbHbIX 3aKa3oB Ha ToBaphl, NMOAroHKa U Merkas nepe-
Jenka ToBapoB (ofexabl), packpow TKaHen U T. n.

7.3 OpraHusalus nocrnenpogaxHoro oGecnyXMBaHus ToBapoB, B TOM YUCTe NpoBegeHne paboT no NoakroHeHnto, Hanaa-
Ke ToBapoB, ycrnyru no cGopke W yCTaHOBKE U Mp.

8 MNpodeccuoHanbHbLIN YpOBEeHb NepcoHana

8.1 YpoBeHb npodeccnoHanbHOn NOArOTOBKM U KBanudukaLmu nepcoHana:

- o6pasoBaHue nepcoHana,

- kBanudukauua paboTHUKOB;

- NEPUOANYHOCTb NOBbILWEHUA KBanudUKaLum n/unu atrecrauyum;

- KBanudukauma pykoBoaALLEero nepcoHana, cnocoGHOCTb K pYKOBOACTBY;

- YpOBEeHb NOArOTOBKW, HEOBXOANMBIIA 1S BLINMONHEHUS TPYAOBLIX (OYHKLWIA B COOTBETCTBUM C 3aKOHOAATENLCTBOM B 06-
nactu npogeccmoHanbHbIX CTaHAApPTOB

1102—998.S d 1004
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Mpunoxexnue b
(pekomeHayemoe)

Tabnuya b.1—Mpumep onpeaeneHns «BecoMocTU» NoKasaTtenei Npu NpUMeHeHUU MeToAa KBANTUMETPUMN € UCNOSb-
30BaHNEeM B3BELUEHHOr0 CYMMUPOBaHUS €4UHUYHBIX NoKasarenen

HaumeHoBaHWe nokasatens Becosow koadpduLpeHT
Be3onacHOCTb ycnyru Ans KU3HU, 300pPOBbA U UMyLLLeCTBa NoTpebuTenei 0,2
OxpaHa okpyxatoLleii cpegbl (sKonorudeckas 6e3onacHoOCTb) 0,1
HasHaueHue ycnyru 0,4
OproHOMUYHOCTb 0,05
OTUYHOCTL 0,05
OCTETUMHOCTL 0,05
TexHonorn4yHocTb 0,1
MpodheccroHankeHLIi ypOBEHb NepcoHana 0,05

MpuMeyaH e — BecoBoil KoathPULIMEHT ONPEAENAETCH IKCNEPTHEIM METOAOM U MOXeT ObITh U3MEHEH B 3a-
BMCUMOCTW OT LIENU OLIeHKU W TWUMNa ToproBoro obbekTa.
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