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COJIEPKAHUE

1 O6nacth NpUMeHEHHS

TepMUHEI U OTIpeIeneHus

OO0mue moI0XKeHHus

OTBEeTCTBEHHOCTH U [TOTHOMOYHS TIEpCOHANA

[Topsimox cbopa 1 06paboTKH HH(MOPMAIINH, aHAIN3, IIPEICTABICHIE PE3YIETATOB

AN b B W

IIpencraBnenue nHGOPMAIMK BEICIIEMY PYKOBOJICTBY
IIpunoxenue A (pexomenayemoe). @opma IpoToKoIa
IIpunoxenue b (pexomenyemoe). @opMa xKypHasia OT3bIBOB U MPEII0KEeHUM

[Tpunoxenue B (pexomenayemoe). @opMa aHKETEI



C6op, ofpaboTka ¥ HCIONB30BAHKE HHPOPMALIAK O Wamanue; 2020

DBV «Jlarectanckuii [ICM» BOCHIPHSATHH HOTPEOUTEIAMH YCIYT Mzamenenne: No
@BV «Jlarectanckuii [ICM» JIvet 4 w3 13

1 OBJIACTH IPUMEHEHHMSI

1.1 Hacrosmas METOIMKa OIpeIeseT HopsaIok coopa, 00paboTky, aHaIu3a 1 UCIIOIE30-
BaHus HHGOPMAIMHK O BOCIPUATUM MOTPEOUTEIAMH yCIIyT, OKA3bIBACMbIX OBY «JlarecTaHCKUiA
LICM».

Mertomuka obg3arensHa U MPUMEHEHHS M UCIIOTHEHHUA BO BCEX [OJPA3ACICHIAX OBY

«Jarecranckuit LICM».

2 TEPMMHBI U OIIPEJEJEHUA

Y I0BJI€TBOPEHHOCTE NOTPEOUTENCH — BOCIPHATUE OTpeOUTENAMH CTEIIEHH BBITIOIHE-
HUA UX TpeOOBaHMI.

TpeGopanue — MOTPeOHOCTE WK OXHIAHKE, KOTOPOE yCTaHOBJICHO, 0OBIYHO IIpe/IIoIa-
raeTcs WiIH ABIAETCA 0043aTEeIBHBIM.

MOHHTOPHHT — [POBE/ICHIE 3aIIAHIPOBAHHBIX HAOTIOAEHHH € HEIBI0 MOy TCHHU HEo0-
XOJUMOH HHGOPMAaIUH.

KauecTBO — CTEeHb COOTBETCTBHSA COBOKYIIHOCTH NPUCYIIMX XapaKTEPUCTHK IPOLYK-
UM WK YCIyT TpeOOBaHUIM.

MeHeDKMEHT KauecTBa — CKOOPAUHUPOBaHHAs JEATENBHOCTD 110 PYKOBOACTBY U yIIpaB-
JIEHUIO OpraHu3anyeil IpUMEHUTENBHO K Ka4eCTBY .

3 OBIIHE ITOJOXKEHMA

3.1 BrinonHenue TpeboBaHuil TOTpeOUTENEH 1 MOBBIIEHUE UX yIOBICTBOPECHHOCTH fAB-
JILeTCs OHOM M3 TaBHbIX 3amay PBY «Jlarectanckuit [[CM» mpy BEIMONHEHHH paboT U OKa-
3aHUU YCIIYT.

MOHUTOPHHT YIOBIETBOPEHHOCTH NOTpebuteneil TpeOyeT HaIMYKA ¥ aHalu3a uHdop-
Maluy 00 oleHKe MoTpeOHUTEI MU BEIITOJHEHUS UX 3alIPOCOB.

3.2 IMonyuenre uHGOPMAIME O 3aIpocax, OKUJaHHAX W OT3BIBaX MoTpedHTENcH ocy-
IIECTBIISIETCS Iy TEM:

— perucTpalyy ¥ PACCMOTPEHHUs IUCEM C XalobaMy U NPE/I0KEHAAMH, IPUXOIINMY
110 MOYTE;

— BEJIEHHS JKYPHAIa OT36IBOB U IPEIOKEHHUIH;

— aHKETHPOBAHUSA 3aKa34MKOB;

— monydeHMs MHGOPMALMK C TIOMOIUIBIO OMHIMAIBHOIO caiiTa OBY «Jlarecranckuii
LICM».

3.3 TomydeHHas uHbopMaIys UCIONb3yeTces nepcoHanoM ObY «Jlarecranckuit LICM»
U1 TIPOBEJICHEST MEPOTIPHATHI, HANPABICHHBIX Ha YIy4IICHAE Ka4CCTBA BBITOIHACMBIX pabor
1 OKa3BIBAEMBIX YCIIYT.

3.4 Cxema nporecca c6opa 1 006pabOTKH HHGOPMALMK IPUBE/ICHA Ha PUCYHKE:

I =
TTHCEMA C .| Paccmotpenue Pe3yJIbTaThl aHANH3A
swanobaMu |1 v U aHanK3 "] ¥ KOppeKTHpYIOIIHe
CBop NpeUTOKEHHAME | I ACHCTBHA > Apamms
uHpopma- \/-—I— \_/"—‘ HH(POPMALHH
uy , €O CTOPOHEI
oT : O6pabotka PesynbTaThl aHATH3A BBICIIErO
noTpebute- 3amucy B » AHKET U aHAIH3 p| ¥ KOPPEKTHpPYIOIIHE »| pyKoBOACTBa
ne#t OBY »| KypHane OT3bIBOB HHpOpMALMK neHcTBHA OBV «Jlare-
«larectan- W MpenoAeHud | 1™ J CTAHCKHMIA
cua - _, . LICM>
OCM» — — .t O6paGoTka Pe3y/bTaThl aHATH3A i
Amnxeta H AHKeT U AHANM3 H KOPPeKTHPYIOLHEe
notpeburencH HHQOpMALHH nelcTBus
J— \/-
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4 OTBETCTBEHHOCTbH U TIOJTHOMOYHS IIEPCOHAJIA

4.1 OTBETCTBEHHOCTH 3a 001Iee pyKOBOACTBO paboTamu 1o c6opy, 06paboTKe U HCIOb-
30BaHMIO MHPOPMAIMH O 3apocax, OKUAAHUAX M OT3EIBax moTpedureneit ®BY «JlarecTaHcKuii
ILICM» Bo3I10K€Ha Ha TIPEICTABUTENA PyKOBOJACTBA 10 KAYeCTBY.

4.2 Perucrpauuio mmiceM ¢ xKano0aMH ¥ IIPeUTOKEHUSIMHA 3aKa34UKOB BEITIOJHSET ceKpe-
Tapb PyKOBOIUTEIIS.

4.3 OTBETCTBEHHOCTE 32 CBOEBPEMEHHOE PacCMOTPEHHE MHCEM U IPUHATHE MEpP BO3JIa-
raercs Ha UCTIOJTHUTEJIS.

4.4 OTBEeTCTBEHHOCTH 33 00paboTKy MHOOPMALMH, CoAepsKaIIeics B KypHaIaX OT3bIBOB
H TIIPCUIOKEHMM, BO3JIOXKEHA Ha IVIABHOTO METPOJIOra.

4.5 IlpoBenenne aHKETHPOBAHUS W OTBETCTBEHHOCTH 3a 06pabOTKY MAHHBEIX aHKETHPO-
BaHUA BO3JIOXKEHBI Ha TNIABHOTO METPOJIOTa.

4.6 IIpu obmenun ¢ morpeburensiMu Kaxabli pabotauk OBY «Jlarecranckuii IICM»
00s3aH BHUMATEJIBHO BEHICIYINATh MX OT3BIBEI O KAYECTBE YCIIYT, 3aIpocaxX M OKHIOAHHAX U JO-
BECTH CBEIEHHUA 10 CBOETO PYKOBOIUTEIIA.

5 IIOPAJOK CBOPA W OBPABOTKH WH®OPMALIMU, AHAJIW3,
INPEACTABJIEHUE PE3YJIbTATOB

5.1 TIpu mocTyIuleHHH Xano0 M MpeaIoKeHuit oT morpeduteneit ®BY «Jlarectanckuii
[ICM» 1o moure:

5.1.1 IIuceMa perucTpUpyroTCs B yCTAHOBJICHHOM IOPSIKE B MPHUEMHON U IIEPENAIOTCH
Ha paccmoTpenue pykoBomuTearo OBY «[larecranckuit IICM», KOTOpHIN OmpeAesseT Hero-
CPEICTBEHHOIO0 MCIIONHMTEINA AJI aHajJIu3a BBIABIEHHOTO HECOOTBETCTBHUS M €0 YCTPaHEHHA.
Komny Takux muceM, IpH HEOOXOAUMOCTH, HMEPENaloTCs NIABHOMY METPOJIOTY IS KOHTPOJIS
UCTIONTHEHHS.

5.1.2 IInceMa noTpebuTeneil pacCMaTpUBAIOTCS HUCTIONHUTEIEM IO MEpe HX IMOCTYILIe-
Husa. [lo pesyipTaTaM BEIABIEHHBIX HECOOTBETCTBHII pPa3pabaThIBAIOTCS KOPPEKTHPYIOIIHE
(IIpemyTnpexaonume) AeHCTBUL, 0 KOTOPEIX CO00IIAeTCs INIaBHOMY METPOJIOTY.

5.1.3 Pe3ynbTaTel pacCMOTpPEHHA NMHUCEM H AEMCTBHUS 110 HUM 3aHOCATCS IJIABHBEIM METPO-
JoroM B nporokoin (IIpunoxkenne A). IIpoTokon yTBepKaaeTcs NPEICTaBUTEIEM PYKOBOICTBA
II0 KaueCTBY M PETUCTPUPYETCS B XKypHaje IPOU3BOIBHON (GOPMEI y MIIABHOTO METPOJIOTA C
IIPUCBOCHUEM ITOPSAIKOBOTO HOMEDA.

5.1.4 MicnonuuTens MOATOTABIMBAET IIPOEKT OTBETA M HAIPABISET €ro Ha MOAIUCH PY-
koBoautenro ®BY «/larecranckuit LICM».

5.1.5 IIncema nmotpebuteneit paccmaTpuBaroTes B TeueHue 30 1HEH co IHA perucTpaii
B cooTBeTCcTBHU ¢ DenepansHeIM 3ak0HOM 0T 02.05.2006 Ne 59-@3 «O mopsake pacCMOTPEHHUS
obpamenutt rpakaad Poceniickoit @enepaium.

5.2 COop uHbOpMaIliu 0 3amIpocax, OKUIAHUIX U OT3EIBaX MOTpeOUTenei OCyImecTBIs-
€TCsI CIIEAYIOUUM 06pazom:

5.2.1 Ha Teppuropun ®BY «/larectanckuii [{CM» B HOCTYIHBIX g OTpebuTEnei Me-
CTax HaXOMAATCS TPH )KypHasla oT36IBOB U nipeyioxenuit (IIpunoxenue b).

B 3manuu, pacmonoxeHHOM T0 aapecy yii. 'arapuna, 1. 17, Haxonures xKypHail Ne 1 — B
dboite OBY «/larecranckuit LICM».

B 3maHmsax ¢ummanoB, B MeCTax, ONPENEICHHBIX HaYaIbHUKAMH (QUIHAIOB, HAXOAATCA
JKYPHAIIBI CO cleyronmmMu Homepamu: Jep6entckuit hunnan—Ne2, Kuznapekuit pumman—Ne3.

5.2.2 Tlorpebutenu yciayr OBY «Jlarectanckuii I{CM» npu HeOOXOAMMOCTH MM TIPH
YKEJIAHHUH 3aHOCAT B COOTBETCTBYIOIIUH )KYPHAJ CBOU OT3BIBBL, JKaJIO0BI, IPEIOKEHMA U T.JI.

5.2.3 3amucu B xypHanmax Ne 1, paccMaTpuUBarOTCs INIABHBIM METPOJIOTOM — OJIUMH pas3 B
Heler0. 3arucH B kypHatax Ne 2, Ne 3, paccMaTpuBarOTCA rJIaBHEIM METPOJIOTOM — OJUH pas B
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mecsit. [Tpa OTCyTCTBUM HH(POPMAIMY B JKypHAIAX CTABUTHCA OTMETKA O MPOBEPKE C yKasaHH-
em gathl [Ipy Hanuuuy HHOOPMAIIUHM B JKypHAJIE, PE3YIBTaThl PACCMOTPCHIA 3anuceit 3aHOCAT-
cs TaBHEIM MeTposiorom B npotokon (Tlpunoxernue A). TIpoToxon yTBEpKAACTCA IPEACTABH-
Te/eM pyKOBOJCTBA 110 Ka4eCTBY W PETUCTPUPYETCA B XKypHanie IPOM3BOIBHON HOPMEI y IJIaB-
HOTO METPOJIOra ¢ IPHCBOEHUEM IIOPSIKOBOTO HOMEPA.

5.2.4 Komusa mpoTOKONa HAIpaBIAeTCs PYKOBOAUTEIIO IOJpa3/ICiICHuU, KOTOPBIA TIpU
HeoOXOUMOCTH pa3pabaThiBaeT KOPPEKTUPYIOIIHE (mpeMyTpeKaaloLIye) IEHCTBUSI B COOTBET-
crBun ¢ Metoaukoit CMK «KoppeKTHpyIoIye 1 Npely IpeKIarliie IeHCTBULY.

5.3 C6op mHOpMAnMA 06 yIOBIETBOPEHHOCTH NOTPEOMTEICH MyTEM aHKETHPOBAHHA
noTpeOuTeNel OCYMEeCTRIAETCS CIEMYIOLIIM 00pa3oM:

5.3.1 AHKeTHpOBaHKE IPOBOIUTCS Ha TOCTOSHHON 0cHOBE. DOpMa aHKETHI IPUBC/CHA B
[Tpunoxenun B.

5.3.2 AHKeTHpPOBaHHE IPOBOAHUTCS CPeIH MOTpeOUTEIeH, H3BABUBIIMX JXCNaHHe y4acT-
BOBaTh B OIIPOCE.

5.3.3 AHKeTHl HaXONSTCA B MecTaX Hauboiee JOCTYIHBIX MOTPEOMTEIIM, a TaKXKe BHI-
AaroTcs morpeduressiM paboTHUKAMHU ®dBY «Jlarectanckuii [ICM».

3aIIOIHEHHEIE AHKETHI CIAKTCS [IABHOMY METPOJIOTY, KOTOPEIH IPOBOAKUT MX 00padoTKy
1 pa3 B KBapTall.

5.3.4 CBojaHas MH(OpPMALHS II0 PE3yIbTaTaM aHKETHPOBAHMA HAIPABIACTCS IPEACTaBH-
TeI0 PyKOBOJCTBA 110 KadeCTBY. Pe3y/bpTarsl aHKETUPOBAHMA IO IO/PA3ACICHIAM HAIPaBIIA-
JOTCS PYKOBOJIUTEIIF0 COOTBETCTBYIOIIETO [I0APA3ACICHHUS.

5.3.5 PykoBouTeNs IOPa3feNeH s, IpU HEOOXOAMMOCTH, pa3pabaTBIBAET KOPPEKTHU-
pyromue (IpeaynpexJaronue) IeHCTBIA B COOTBETCTBAM C metogukoit CMK «KoppexTupyro-
IIME U IPeIyIpeKIaoIIie eHCTBUADY.

5.4 C6op uH(pOpMaluu 00 yHOBIETBOPEHHOCTH IOTPEOUTENEH IyTeM IOTYUCHUS HH-
dopManuu ¢ IOMOIIBI0 opuLmansHoro caita PBY «Tarecranckuii 1ICM» ocyuecTBiaseTCs
ClIe Iy OLIMM 00pa3oM:

5.4.1 Ha obunuansaom caiite ®BY «[larectanckuii 1ICM» uMeercs Ul 3aMONHCHUS
dhopma «ObpaieHns rpaxaan» B pasaeine «O0paTHas CBA3bY. Wudopmanus, BHECEHHAs B OTY
dbopMmy, mocTynaeT Ha oduiuansHyo noury ®bY «Jlarecranckui LICMp.

6 IPEACTABJIEHHE HH®OPMAIIMA BRICHIEMY PYKOBOACTBY

6.1 Jl1g npoBeieHuUs aHaIN3a ¥ IPHHATHS MEP CO CTOPOHBI BBICIIETO PYKOBO/CTBA IIpe/l-
CTABMTENb PYKOBOJACTBA IO KAauecTBY MNpeicTaBlaeT pykosoguremo DPBY «Jlarecranckui
LICM» nmosryuenHyto u 06paboTaHHy0 HHPOpMALHIO.

6.2 CpoKu IpeAcTaBIeHIA HHPOPMAIIHK:

— IPOTOKOJIBI 10 PACCMOTPEHHUIO XKajI06, MPUXOIAIINX M0 [0YTe — 1 pa3 B MECAIL;

— MPOTOKOJEI PACCMOTPEHMS OT3BIBOB M NPEUIOKEHUH, 3aQUKCHPOBAHHBIX B XKYpHAIE
OT3BIBOB H Ipe/IoKeHHH — 1 pas B MecHIr;

— IIPOTOKOJIEI PE3y/IBTaTOR AHKETUPOBAHUs — 1 pa3 B KBapTall.

[Ipu oTCyTCTBUM HH(QOPMALIAH O XKanobax U IPeIo)KEHHIX paboTa He IPOBOIUTCL.

['maBpHEIA METPOJIOT —

MenepKep 1Mo KayecTBy P. A. Anmues

COI'JIACOBAHO

3aMecTUTENh JUPEKTopa — %&M /
[IpencTaBuTelb 110 Ka4€CTBY Z/ ' . A. AOgynaTuioB



C6op, obpaboTka 1 Hcnonp3oBanne HHGopmauuu o | Mamarme: 2020

OBV «[larectanckuit [[CM» BOCIIPUATHH OTPEOHTEIISIMH YCITyT HsMmeHeHHe: Ne
OBV «larectanckuit LICM» Jluer 7 w3 13
[Tpunoxenue A
(pexomeHIyEMOE)
Dopma npomokona
YTBEPXKIAIO
IIpencrapuTens pPyKOBOACTBA IO KAdeCTBY
OBY «/larectanckuit [[CM»
« » 20 it
INPOTOKOJI Ne
OT « » 20 i
[logpa3znenenue

IIpu paccmoTpeHun

YCTaHOBJICHO!

HCTOYHHK HHOpMALUE

ITo pesynpTaTam NpHHATO pEIICHHE:

['maBHEI MeTposIOT

O3HaKOMIIEH, 3K3. 10Ty YUl

TIOZLITHCE no.d.




®BY «Jlarectanckuii LICM»

C6op, 06paboTka 1 KCTIONB30BAHKE HHPOPMALIMH O

Wsnanwme: 2020

BOCHPHATHH MOTpeGHTENAMH YCIYT

H3menenue: Ne

®BY «Jarectanckuit IICM» JIncr 8 13 13
IIpunoxenue b
(pexoMeH Iy eMOe)
DopMa HcYypHAIA OM3bI606 U npeonodiceHuil
KYPHAJI
0T3LIBOB H NpeJIokKeHHH noTpeburenei
@©.1.0.
Hammenopanue [PENCTaBHUT
Ne Hara Copnep:xaHue 0T3HIBa, pen e
OpraHu3aliu . OpraHu3aliu
/i 3amuCH Xa00Bbl, TIPeII0KEHHST
(IpeanpusaTas) (TpeIpHATHS),
Tenedor




OBY «larectanckuit [ICM»

Coop, obpaboTka 1 HCMIONB30BaHAE HHPOPMAIIH O
BOCHPHATHH NOTPeOHTENAMHU YCIyT
OBY «Jlarectanckuit [ICM»

Hzparue: 2020

H3menenne: Ne

JIrcr 9 w3 13

[Tpunoxenue B
(pexomeHIyEMOE)

@opma ankemnl

AHKETA YJOBJIETBOPEHHOCTHU ITOTPEBUTEJISA

Anxema 3anonnaemes no oyenke OBY «Jazecmanckuit {CM» g yenom
Wi no nodpazdenenulo — UCHONHUMeN pabom wny yeiye 8 omoeneHoCmy

®BY «Jlarecranckuii [[CM» B memom |

JlaTa 3amnoTHeHus:

Otnen (rpymma, cexTop) «_» 20 1.
Hawmvenosanue
A% | Bamei opranmzanuu
Cpok coTpyAHHHYECTBa ]
C HaMH TIEPBLIH pas MeHee 3-X JeT Bonee 3-x neT
Ommembme 1106b1M 3HAKOM RoNe, coomeemcmeyiouiee Baweil oyenke noxazamens:
B* Ouenka, Gamt
IToka3zatens e
1 2 3 4 5
1 OTHolIeHKe K 3aKa34MKy CO CTOPOHBI pabOTHUKOB
OBY «arectanckuit [ICM»
2 OmepaTHBHOCTE B3aHMONEHCTBHA No BammM Bo-
npocam
3 ITorHOTa ¥ Ka4eCTBO NPENOCTABIAEMBIX YCIYT
(B TOM "mce HX 0OpMIICHHE)
[TonHOTa W OOCTYNHOCTh WH(GOPMALMHA 0 HAMIHX
4 | ycmyrax B BO3MOXKHOCTAX (B TOM YHCIIE BO3MOXK-
HOCTH caifTa)
VYpoBeHb (YCTOBHS) OpraHH3alMd M BBITONHEHHS
5 | pa6oT (cpoku BHINOIHEHH, IPOCTOTA OHOPMITSHH
JIOKYMEHTOB U T.JL.)
6
7

Onenute paboTy B OENOM N0 NATHOAIUTBHOM CHCTEME!

[l

C ‘ Bawu noscenanua uny peKOMeHOQyUY 1o YayUIIeHtIo Kauecmea naweil pabonsl:

D*

AHKeTy @©.H1.0.
3aTONTHUIN

HOKHOCTD

Tenedon (E-mail)

* — Ilons Heobu3aTensHbie As 3anonnenns. Hudopmanus 6yaer Acnonb3oBaHa Aas 00paTHOlH CBA3M.

BJIATOJJAPHM 34 OKA3AHHOE COAEHCTBHE B YIYYIIEHHH HAIIIEH PAFOTBI!
Mocne 3anonnenua 3mom doKymenm Gydem UCROIb306AH HAMU MOLKO KAK UHHOPMAUUOHHbLH,
8 UeAX YIyHuleHUA Hauiel 0eAmelbHOCHIL.




@BY «Jlarectanckuit [[CM»

C6op, 06paboTka ¥ HCTIONB30BAHKE HHPOPMALIMH O
BOCTIPHATHM NOTPeOHUTEAME YCIYT
OBY «Jdarectanckuii LIICM»

Uznanwme: 2020

Hzmenenue: Ne

JIuer 10 u3 13




OBV «Jlarectanckuit [IICM»

Cbop, obpaboTKa U HCTIONB30BaHIE HHQOPMALIMH O

Wzpanwme: 2020

BOCIIPHATHH HOTPGSHTBHHMH yaIyr

HN3menenne: Ne

@BV «Jlarecranckuii IICM» Jimer 11 w3 13
JIMCT PETUCTPALIUA N3MEHEHUN
Howmep Howmep Hata Hata Tommmics
U3MEHEHHA JIHMcTa HU3MEHEHHSA NIPOBEPKH A




@BV «Jlarectanckuit IICM»

C6op, 06paboTka ¥ HCTIONB30BaHKE HHPOPMALIMHI O
BOCIPHATHH NOTPeOHUTEIAMHE Y CITyT
DBY «Marectanckuit ICM»

Wspanme: 2020

Usmenenne: Ne

Jlver 12 u3 13

JUCT O3HAKOMJIEHMA

JIOmKHOCTB

DamMuIns,

JlaTa
HHULIHATTHI

TToxowuce




OBY «[arecranckuii [[CM»

Coop, 06paboTka M HCIIOIb30BAHAE HHOOPMALIHH O
BOCIIPUATHH MOTPEOHTEIAMHE YCITyT
OBV «Jarectanckuii [[CM»

Wz nanue: 2020

H3menenne: No

Jluer 13 3 13

JUCT PACCBIJIKA

JomKHOCTE

Damumd, Hata Homep

TTommice

HHHITHaJIbI HIOJIIYYCHHA JK3CMILIIApa B IIONTY4YCHHH







