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INOJOXEHHE
0 MPOBEICHUN UCCJICOBAHNS CTENEHH YI0BJIETBOPEHHOCTH MOJIyqyaTeel
COUMATBHBIX YCJIYT
Ka4eCTBOM NMPEA0CTABJISIEMbIX yCJIYT
1. OOuiue noa0KeHUs
1.1. Tlopsamok mccnenoBaHus CTENCHU YIOBICTBOPEHHOCTH TMOTPEOUTENECH Ka4eCTBOM
MPEOCTABISIEMbIX YCIYT (Aajnee — UCCIEOBAHUSI) BBOAMUTCS C LIEJbIO OINpEICTICHUS
OCHOBHBIX TpeOOBaHUH K COAEPKAHUIO U  TIOCIEAOBATEILHOCTH  JICUCTBUU
CIICIMAIUCTOB  YUPEKJICHUM COIMAIBLHOTO OOCIY)XKMBAaHHS HaceleHHs (namee —
YUpEKJICHHUM) B XOJEC OMNpEIeNeHUs] CTENEHU YAOBJICTBOPEHHOCTH MOTpeOuTenei
Ka4eCTBOM COIUAIbHBIX YCIIYT.
1.2. 3amaun npoBeACHUS UCCIICI0BaHUS:
® OIIpe/IeJICHUE HEMAaTepHualbHONW PE3yJIbTaTUBHOCTH KauyeCcTBa MPEAOCTABIISIEMBIX
YCIYT, SBJSIONMICHCS COCTaBHOM 4YacThblO IOKa3aTelield, XapaKTepHU3YIOIIUX
Ka4yeCTBO MPEJAOCTABISIEMBIX YCIIVT;
® ONpe/CICHUE OCHOBHBIX HAIPaBJICHUM MOBBIIMICHUS KAYECTBA MPEIOCTABIISIEMbIX
YCHYT.
1.3. IlpumepHbIE CpPOKM TPOBEJACHHUS HCCIEIOBaHUS, OO0OBEM W OTBETCTBEHHBIN
OTIPENICIIIOTCS B 3a7ja4axX MOJUTUKY B 00JIaCTH KauecTRBa.

OcHogHble noHaAmMuUA U onpeoeieHus

Pecnonoenmuvl — ucmoyHuKu UCKOMOU UHGOpMayuu (KIueHmvl YUperCOeHusl, ube
MHEHUe 0 Kayecmee NOJYUEHHbIX 8 YUPEeHCOeHUU COYUATbHBIX YCIy2 U3YUaemcs 8 Xooe
npoBeoeHUs: UCCAe008AHUS).

Buwioopka — npoyenmuviti noxazamenv Koauvecmea nompebumene, ybe MHEHUe O
Kauecmee NojiyYeHHbIX 8 YUPEeHCOCeHUU COYUANbHBIX VCYe U3YUaAemcs 8 X00e NPO8eOeHUs
uccneoo8anusi, om o0wWe20 KOIUYecmaea KiueHmos, noayyaroumux coyualbtsle yeayeu 8
VupescoeHuu 8 mexyujem 200y.

AHKema — nepeuenb 80NPOCO8, C NOMOWBIO KOMOPBIX MONCHO ONpedeiums Kauecmao
npeooCmasisiemMblX COYUaiIbHbIX YCIye.

Monumopunz — ¢opma opeanuzayuu ucciedo8anull, obecnevusarouias NOCMOsSHHOE
noJyyeHue uH@Gopmayuu o cmeneHu y0oslemeopeHHOCmuy nompeoumeinel Kaiecmeom

yeaye.

2. MeToapl IpoBeICHUSI UCCIIEA0BaHUS
2.1. Metoapl IpOBEICHUS UCCIICOBAHUS:
® aHaJM3 JIOKYMEHTOB;
e HaOII0ACHHE;
e oIpoc.
2.1.1. AHanu3 TOKyMEHTOB.



B xoje ananm3a JOKyMEHTOB MOTYT TIPOBEPSTHCS:
® MHCHMEHHBIE JOKYMEHTHI, TAIONINE OIIEHKY Ka4eCTBY MPEJOCTABISEMBIX YCIYT
CO CTOPOHBI IOTPEOUTENSI (KHU2A HCAN00, «<nOUMmMa 008epUs», NUCbMEHHbLE
OM3bl6bl 0 NPOGEOEHUU MEPORPUAMUIL U NP.);
® BHUJEO-, (HOTO-, AyTUO3AMKCH, (PUKCHPYIOIIHE MPOIECC OKA3aHMSI COIUATBLHBIX
YCIIYT.
2.1.2. Habmonenue.
Habéniwoenue — memoo coopa nepuunoti ungopmayuu 06 uzyyaemom obvekme nymem
HeNnoCpeOCmBeHH020  BOCHPpUAMUSL U  NPAMOU  pesucmpayuu  8cex (Haxkmopos,
KACAoWUXcs u3yuaemoco 00bekma u 3Ha4UMbIX ¢ MOYKU 3peHUs yellell UCCIe008aAHUSL.
[IpoBoauTCs B peanbHOW CHUTYallMd MPEAOCTABICHHUS YCIYyTHd TOTPEOUTENTIO/TpyIIe
norpedbutenei. CrnenuanucT/rpynma CHelUaliCTOB, TPOBOISIINE HCCIEAOBaHUE,
HaOJI0JaeT CO CTOPOHBI MPOUCXOMSININE IMPOIECChl, HE BMEUIMBAsCh B HX XOJ, HE
3aJ1aBasi HHKaKHX BOTIPOCOB.
Habmonenue ucnonb3yercs:
® IS TIOATBEPXKACHUS PE3yIbTaTOB, MOTYYCHHBIX IPYTHUMH METOJAMH (HAIIpUMeED,
B XOJI€ aHaJIN3a JOKYMEHTOB);
e 1pu cOope nHpOpMAITUH, HEAOCTYITHON SIS TIOTYYCHUS IPYTUMU METOaMH.
2.1.3. Onpoc.
Onpoc — >5mo MmemooO nNoNyYeHUus UHOOPMAYUY, OCHOBAHHLIL HA YCMHOM UIU
NUCOMEHHOM 00pawjeHuu K UCCIedyeMol COBOKYNHOCMU JH00el C  BONpPOCAMU,
cooepaicanue Komopwix npeocmasisem npoodiemy ucciedoB8anusl.
OcHoBHBIE BUIBI OTIPOCA:
® aHKETHPOBAHUE — 3aIOJHEHNE PECTIOHICHTOM 3apaHee 3ar0TOBJICHHBIX OJIAHKOB
aHKET IO/l MPUCMOTPOM CITCIINAJIUCTA,;
® WHTEPBBIO — 3AMOJIHCHHUE CIICIIHAIMCTOM, MIPOBOJISIIIAM HCCIIe0BaHUE, OJaHKa
BOIIPOCHHKA HA OCHOBAHUHU YCTHBIX OTBETOB, MOJTYYEHHBIX OT PECIIOH/ICHTA B
X0J1e CBOOOIHOM Oecepl.

2.2. Beibop MeTona MpOBENEHUS UCCIEAOBAHUS 3aBUCUT OT KaTErOpPUH MoJydaTeei
yeayr (demu  QowkonbHo20 603pacma, uHeAIUudwvl, npecmapenvie u np.) i (HOPMbI
OKa3aHUs YCIYT (8ble30HAs — CMAYUOHAPHAS, UHOUBUOYANbHASL — 2PYNNoeas, Nno
mesepony, npu noceujeHul yYupercoeHus u np.).

3. [lopsimok mpoBeAEHUS UCCIIEIOBAHUS
3.1. CocraBnenue [lmana npoBeneHNs UCCAEA0BAHUA.
B IInane npoBeaeHMs UCCIIENOBAaHUS YKA3bIBAKOTCS:

e JOKYMCHT, Ha OCHOBaHHMH KOTOpPOTO OyAeT MPOBOAMTHCA Hcciemoanue ([lnan
NOBbIULEHUS KAYecmea HA O0YepeOHOU K8ApMAl, YMEEPHCOeHHbIU NPUKAZOM
PYKOBOOUMENS YUPEHCOCHUSL);

e [e/b MpOBeaeHUs uccienaoBanus («Onpedenenue cmenenu y00s8iemeopeHHOCmu
nompeoumerei Kawecmeom COYUANbHbIX YCIyey),

® TpeAMET HCCJEAOBAaHUS: OIEHKA CTEMEeHU YAOBJICTBOPEHHOCTH MOTpeOuTesnen
KaueCTBOM IMPEIOCTABISEMbIX YCIIYT;



® OOBEKT HCCIEHIOBAHUS (ONUCLIBACTNCA MA KAMe2opusi KIUeHmMOos8, Ybe MHEHUE O
Kauecmee NOJYYeHHbIX 6 YUPedCOeHUU YCaye usyuyaemcs 8 Xooe Npo8eoeHus
ucciedosamus),

® KOJMYECTBO ONpAULUBAEMbIX (ONpeOensemcs 6 3A8UCUMOCMU OM GblOPAHHO2O
suda  ycnye). [lpu cniownom uccnedosanuu  uzyuaemcs  MHeHUue  6cex
nompeoumereti, noayuarowux  yeayeu  Ilpu gbloopounom ucciedosaruu
uzyyaemcs MHeHUe uacmu nompeoumenel, HOAYUAIOWUX YCIyeU IIpu
8b100POUHOM UCCNE008AHUU HEOOXOOUMO YYUMBIBAMb, UMO B8blOOPKA O0JIHCHA
cocmasnamv He menee 10 % u uem Oonvuwe 6vibopka, mem OocmoeepHee
pe3yIbmamsl UCCIe008aAHUSA,

® CPOK MPOBEACHUS UCCIICIOBAHUS;

® MECTO TPOBEJICHUS UCCICNOBAHUS («HA 0aze YyupedcOeHus» Ui «8 Xo00e
npoeeoeHUs 8ble30HbIX MEPONPUSMULLY U ND.);

® CHEIUAIKNCT/TPYMIa CICIHAINCTOB, OTBETCTBEHHBIN 3a TIPOBEICHUE
UCCJICIOBAHMUSI.

[Inan 3aBepsieTcs MOAMKUCHIO PYKOBOJIUTENS YUPEKICHHUS.

3.2. Pa3paboTka BOpOCHUKA
BormnpocHuk, B 3aBUCUMOCTH OT TOCTABJICHHBIX II€JIeH, MOXKET BKJIIOYATh B CEOs
BOIIPOCHI, MO3BOJISIOIINE OIEHUTD:

e (akTOphl, BIUAIOIIAEC HAa KA4eCTBO IMPEAOCTABISIEMBIX  YCIYT (YCl08us
pasmewjeHus yupedscoeHus U e2o0 mMexXHuuyecKkoe OCHAujeHue, pexcum pabomeol,
npogheccUoHanvbHbll  YPOBEHb  CHEYUATUCMO8, COCMOAHUE UHpoOpMayuu o
npeoocmasisieMoul yciyze u np.);

® JCIOJIHEHHE TPeOOBAHMI CTaHIAPTOB COIMATILHOTO OOCTY)KUBAHUS HACEICHHUS
WIH IPYTUX HOPMATUBHBIX IOKYMEHTOB, HA OCHOBAaHUU KOTOPBIX 3TU YCIYTH
IPEIOCTaBIISIOTCS;

® OCHOBHBIC KpPUTEPUU OIEHKM KayecTBa, B TOM YHCIE: TOJHOTA YCIYTH,
CBOEBPEMEHHOCTh  TPEJOCTABJICHHS,  PE3yJbTaTUBHOCTH (Donyckaemcs 6
HEKOMOPbIX CAYYAAX He YUUMbleamy MmaKou Kpumepuil, KaxK pe3yibmamusHoCb,
8 C853U C MmeM, YMO e20 UH020A CIONHCHO ONpeoeiumsy);

® 1 Ip.

[Tpu dbopMupoBaHUY BOITPOCHUKA TOKHBI YUUTHIBATHCS:

® BO3pacTHBIC, COIIMATbHBIC, TTOJIOBBIE OCOOCHHOCTH PECTIOHJICHTA;

® YCIJIOBUS MPOBEJICHUS UCCIICIOBAHUS (8 YyupedcOeHuu, Ha vle30e, no meneqhony,
Ha ynuye, 8 HeOONIbUOM NOMeUjeHUl, 8 OOIbULOM 3de U Np.);

® U p.

OcHoBHbIE TpeOOBaHMS K O(OPMIICHHIO BOITPOCHUKA:

® W3JIOKCHUC BOIIPOCOB Ha A3BIKC, IMOHATHOM PECIOHACHTAM, OTCYTCTBHUEC CICHUAIBHBIX
TEPMHHOB;

° O(I)OpMJ'ICHI/IC AHKET C Y4€TOM BO3pacCTa PECIIOHACHTOB (I[J'I}I IIOXKHJIBIX H CJ'Ia6OBI/II[SIH_[I/IX —
prr[HBIfI H_IpI/I(bT, JJI1 ,[ICTeI>'I — KapTHUHKHA U Hp),

® KOJHMYECTBO BOMPOCOB - OT 3 110 12. Tpu Bompoca yaie BCero HCIoIb3YIOTCS PH TMPOBEICHIH
ommui-onpocoB. Ecnmm Gonbiiolr 00beM HcCIeOBaHUS, TO OHO WJIM MOXKET MPOBOJAHUTHCS B
HECKOJIBKO 3TAaIlOB UJIK OIMPAIIHUBAKOTCA APYTUC KIIMCHTBI, OTHOCAIIUCCA K 3TOMU Ke KaTCropuu.

B X0I€ MpPOBCACHUSA I/ICCJ'Ie)IOBaHI/II\/II HeO6X0}II/IMO BBIABJIATE HC TOJIBKO CTCIICHDb YIAOBJIICTBOPCHHOCTH
HOTpC6HTGHCfI npeaoCTaBJIACEMbIMU COLUAJIBHBIMU YCJIIYI'aMHd, HO U HOTpC6HOCTL HOTpC6I/ITCJ'ICI71 B



VIYYIICHUHW WX KadecTBa (HAampuUMep, B KOHIE BKIIOYHTH Bompoc: «Uto Okl Bel xoTenm
(IpenIoXKUTh, U3MEHUTH, JIOMOJIHUTH, OTMEHUTb, BBECTH, MOJTYUUTD U MP.)?7»).

3.3. Peanuzanus [1nana npoBeaeHNs NCCIIEIOBAHUS
B xozxe npoBeneHus: ucciaeaoBaHusl BO3MOXHO BHECEHUE HE3HAYUTEIbHBIX M3MEHEHUN
B TEKCT BOTMPOCHHKA, HAIIPaBJICHHBIX Ha TIOJy4YeHUe 0oJiee JOCTOBEPHOUM HH(pOpMALIHH.
3.4. O6001IeHNE PE3yNHTATOB UCCICTIOBAHMS
[Ipexne yeM aHanM3UpPOBaTh U MHTEPIPETUPOBATH MOJYyUYECHHBIE JaHHbIE, HEOOXOIUMO
BHAyaje NEPECMOTPETh KaXKIbIi 3alOJHEHHBIM BOMPOCHUK HAa NPEIMET BBISBICHHS
OIMOOK, HETOUHOCTEU U BCSAKOTO POJia MOTPEIIHOCTEH:

® HCIIOJB30BaHa He Ta (hopMa BOMPOCHHUKA (MPU HAJTMYHH HECKOJIBKHUX );

® OIIpOHICH HE TOT PECIIOHACHT,

® OTCYTCTBYIOT OTBETHI Ha HCKOTOPBIC BOIIPOCHI;

® HCSACHO 3aIllOJIHCHBI BOIIPOCHHUKH,

® JVMCIOTCA JIOTHYCCKUEC ITPOTUBOPECUNA B OTBETAX;

® HEBCPHO IIOHAT BOIIPOC PECIIOHACHTOM.
Ecnu HET BO3MOKHOCTH TOBTOPHOTO OOpaIeHusl K PECIIOH/ICHTY C LIEJIbI0 UCIIPABICHUS
OIIMOKH, TO MPUHUMAETCS pelieHrne 00 UCKIIOYEHUH JAaHHOW aHKEThl U3 JajbHEenIei
00paboTKH.
Crnenyroiuii Tamn - onucaHue (YCTaHOBJICHUE 3aKOHOMEPHBIX cBsizeil). Llenpb onucanus
— MPUBEICHHUE TMOJYYECHHBIX JAHHBIX K TOMY BHIY, B KOTOPOM OHHM OKa3bIBaIOTCS
JOCTYITHBIMU JJ11 OOBSICHEHMUS.
[lepBoHayanbHO HEOOXOAMMO OOOOIIMTH MOJYYEHHBIE JAHHBIE, T. €. OCYLIECTBUTH

npeobpazoBaHue coOpaHHON HH(DOPMAIIMKM B YUCIOBBIC TaHHBIE.

Jlist 3TOro HEO0OXOAMMO MOJCUUTATh, CKOJBKO YEJIOBEK M KakoW BapuUaHT OTBETa BbIOpayu (eciu B
aHKeTe OBUIM MPEJCTABICHBI aJbTEPHATHUBHI OTBETOB). Kaxmomy BapuaHTy oTBeTa HEOOXOIMMO
IPUCBOUTH Oail Ui TOro, 4ToObl MOTOM OBLIO JIErde ONpeNesIUTh CTENEHb YAOBIETBOPEHHOCTH. B
cirydae cBOOOJHOTO BapHaHTa OTBETOB HEOOXOAUMO MPUCBOUTH OAJlIBl KOHKPETHBIM OTBETAM.

B Xone mnpoBeneHHsT MOHUTOPMHIAa HEOOXOJMMO NPOBOIUTH AaHAIM3 IMOJIYYEHHBIX pPE3YJIbTaTOB,
BBISIBIISISE TIPUYMHBI PE3KOTO M3MEHEHHWs Tokaszareneld. Ecin m3MeHeHue mokasaTeneil CBS3aHO ¢
MOBBIIIEHUEM CTETIEHU Y/I0BJIETBOPEHHOCTH, TO HA OCHOBAaHUM MOJYYEHHBIX JTaHHBIX MOYXHO BHOCHTH
MPEUIOKEHUsI, B TOM YHCIE W O IMPEMHUPOBAHWHU CIENHATUCTOB. Eciu M3MeHeHWe mokaszareinen
CBSI3aHO C PE3KUM CHIDKEHHEM CTENEHH YJIOBJIETBOPEHHOCTH, TO HEOOXOAMMO HMPUHUMATh CPOYHbBIE
MEPHI 110 BBIXO/IY U3 CIOKHBIIEHCS CUTYAIHH.

3.5. IloaroroBka oT4yeTa O MPOBEACHUH UCCIEAOBAHUS

3.5.1. Utoru uccinenoBanusi ohopMIISIIOTCS B BUJIE OTYETA, B KOTOPOM:

M3JIararoTCs OCHOBHBIC MOJI0KeHUs [[1aHa mpoBeaeHus uccie10BaHus, epEeUnCICHHbIE
B 11.3.1 Hactosmero Ilonoxenus;

e gnaerca wuHGOpMaAlUS O CTENEHU YJIOBIETBOPEHHOCTH TMOTpedOuTenei (no
BO3MOJICHOCU YKA3bIBACMCSl KOHKPEMHO, YemM nompeoumenu y008i1emeopeHvl U
yem He YOO0BIemBOpPeHbl),

® JalOTCs PEKOMEHJAlMM 1O TMOBBIIIEHUIO YPOBHS  YIOBJIETBOPEHHOCTHU
noTpeOUTENIeH KaueCTBOM MPEIOCTABISIEMBIX COLIMAIBHBIX YCIYT. PekoMeHnanuu
MPEACTaBISIOT COOOM TEepedYeHb OCHOBHBIX MPEIJIOKEHUM, BBITEKAIOIMIUX U3
aHajiM3a TOJIYYEHHBIX JaHHBIX, U HOCAT CYry0O yTBEpIWTENbHBIA xapaktep. B
pPEKOMEHAI BHOCUTCS TOJIBKO TO, YTO TO/JICKUT BHEAPEHUIO B MPAKTUUYECKYIO
NeSITEIbHOCTD.



3.52. B nmpuiokeHUAX K OTYETYy [JAIOTCS MaTepuaibl, WUIIOCTPUPYIOLIUE
npeajaraéMbie BBIBOJIBI U MOATBEPKIAIOIINE HU3JI0KEHHBIE B OTYETE PEKOMEHAAIINH,
BKJIIOYasi OOOCHOBAaHHME BBIOOPKM M €€ KauyeCTBEHHbIE XapaKTEPUCTHKU, a TaKKe
UH(GOPMAITMOHHO-METOAMYECKIE MaTEPHAIIbI, IO KOTOPHIM MPOBOJAMIOCH UCCIIEIOBAaHUE
(mudposeie, rpadudeckre, TabOJIUUYHBIE M MPOYHE IMOKA3aTeNIM, a Takke Bce (OPMBI,
AQHKEThI, OJJAHKH, TECTHI U T. I1.).

3.5.3. OtueT NoANMCHIBAETCS CIEIMATUCTOM/TPYIIIION CIIEIUAINCTOB, KOTOPbhIE
MIPOBOAMIIN UCCIICIOBAHNE U TIPEOCTABISETCS OTBETCTBEHHOMY 3a CUCTEMY KayecTBa B
YUPEXKICHUU.






