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BBepeHue

CtaHgapT CO 24510 aBnsieTcs OAHMM U3 CEpUU CTaH4apTOB, NOCBSILLEHHbIX yC/lyram BOAOCHabXeHus.
B 3Ty ceputo BXOZAT criefyloline MexayHapoHble cTaH4apThbl:

- NCO 24510 Buabl feATeNbHOCTU, CBA3@HHbIE C BOAOCHAOXEHNEM 1 CTOYHbIMW BOAaMU. PyKOBO-
AAlme yKa3aHWa No oLeHKe Nyny4ylweHmnto ycnyr ans nonb3osateneil;

- NCO 24511 Bupabl feATenbHOCTU, CBA3AHHbIE C BOAOCHAOXEHMEM 1 CTOYHbIMW BOAaMK. PykoBo-
AAlme yKa3aHUsa No MeHe AXMEHTY COOPYXeHWI A1 CTOYHbIX BOA M OLEeHKe YCNyT, CBA3aHHbIX CO CTOYHbIMU
BOZAMU;

- NCO 24512 Bupabl feATENbHOCTU, CBA3@HHbIE C BOAOCHAOXEHNEM 1N CTOYHbIMW BOAaMU. PyKOBO-
AAlme ykazaHuano MeHe4)XMEeHTY COOPYXEHN ANANUTbEeBON BOAbI M OLLEHKE YCNYT, CBA3aHHbIXC MUTbLEBOWA
BOJON.
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HALULMWOHANBbHBLIN CTAHAAPT POCCUWNCKOMWN GELEPALUMN

OEATENBHOCTb, CBA3AHHAA C YCAYITAMW MNTBEBOIO BOJOCHABXEHUNA
N YOANEHNA CTOYHbLIX BOJ

PykoBoasMe ykasaHUs No oueHKe 1 yNy4yleHno yCnyru,
oKasbiBaeMoli notpebutenam

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

fNata BBepgenns — 2011—01—01

1 O6nacTb NpUMeHeHns

HacTosawwuii ctaHaapT onpegenseTt afeMeHTbl YyCyr NMTbeBOro BOAOCHAGXEHUS U yAaNeHNs CTOYHbIX
BO/. MeloLLe OTHOLLEHME M NpeACcTaBAlLLIe MHTepeC A5 noTpebuTeneii. B Hem Takxe cogepxarcs ykasa-
HWA N0 oNpeaeneHnto HyXA 1 0OXuaaHuin noTpebuTeneil n oLeHKe CTENeHN NX Y4,0BNETBOPEHUS.

HacTosLwwym cTaHAapTOM pernameHTUpYoTCS cegyoLue Bonpochl:

- onpefeneHune A3blka, ABAAIOLWEroca 06LWNM AN pa3HbIX 3aUHTEPECOBAHHbIX CTOPOH;

- onpefeneHne KN4YeBblX 3/1IEMEHTOB ¥ XapakTepuCcTUK ycyrn noTpebutensm;

- LeNn ycnyrm 0THOCUTENBbHO HYX/A 1 OXMUAaHui noTpebutenei;

- pyKoBOASLLME YKa3aHWs N0 YA0BAETBOPEHUIO HYXA U 0XuaaHunii notpebuteneil;

- KpUTEpWMN OLLEHKN yCyrn noTpebuTtensam;

- npeAcTaBneHune nokasartenei geaTenNbHOCTH:

- npumepbl Nnokasartenei AeaTenbHOCTH.

B HacTosLWwem cTaHfapTe He paccmaTtpusatoTcs ciefytoLre Bonpochl:

- MeTo/bl NPOEKTUPOBAHNA U CTPOUTENLCTBA CUCTEM NMUTLEBOr0 BOJOCHAOKEHUA N YyAaNEeHNsA CTOYHbIX
BOZ;

- perynupyowas ynpasneHyeckasa CTpykTypa u MeTo40/10rMs oCyLecTBAEHUS U yNpaBieHns Meponpu-
ATUAMM, CBA3AHHLIMY C yCNyraMmn NUTbEBOr0 BOJOCHAGXEHUS 1 yAaeHNs CTOYHbIX BOA, BKIOYas cocTaBe-
HVe KOHTPaKTOB;

- TeMbl, OTHOCALLMECS K CUCTEMAM BHYTPUW 34aHUIA.

MpumeuvaHne 1— Hacrtosawwuii ctaHgapT. FOCT P NCO 24511 n TOCT P UCO 24512 npepfctaBnsaoT co60i
cepuio CTaHAapTOB MO ycayram BogocHabxeHns. MoaTomy LenecoobpasHo MCNoNb30BaTh 3TW TpK cTaHAapTa BMecTe.

MpumeyaHne 2— CNUCOKTEPMUHOB U oONpeaeneHuii B pasgene 2 sBnsieTcsa o6LLMM 415 HACTOSLLEro CTaH-
fapTa. ctaHgapToB NCO 24511:2007 n NCO 24512.2007.

NMpumevyaHune 3— MNpunoxeHneA cogepxuT TabnnLbl COOTBETCTBUS IKBUBANEHTHLIX TEPMUHOB HA aHTNii-
CKOM. (PPaHLYy3CKOM Y UCMAHCKOM S3bIKax.

2 TepMuHbI 1 onpepneneHus

B HacTosLWEeM cTaHAAPTe NPUMEHEHbBI CieAyioLLMe TEPMUHBI C COOTBETCTBYHOLUMMN ONPeaeNEHUAMN.

TepMuH, onpeaensieMblii B KaKoM-N160 APYroM MecTe HacTosiLero pasfgena, BblAeNeH MoMyXUpHbIM
wpuTom. 3a HUM B CKOGKax criefyeT ero nopsiikoBblii HOMep. Takoli TEPMUH MOXET 6blTb 3aMEHEH €ro
CO6CTBEHHLIM ONpefeneHnem.

2.1 TouHocCTb (accuracy): MpUBANKEHHOCTb COOTBETCTBUS MEXAY M3MEPEHHbBIM NOKa3aTeieM U NMPUHS-
TbIM CMPABOYHbLIM 3HAUEHNEM.

M3paHne opuynanbHoe
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MpumeuyaHue 1— TepMUH «TOYHOCTb», MPUMEHSIEMBIV K CEPUU U3MEPEHNIA, BKNIOUAET KOMBUHALMIO Cryyaii-
HbIX COCTaB/SIOLMX 1 PACPOCTPAHEHHYIO CUCTEMATUYECKYIO OLUNGKY N cucTeMaTUHecKyto NorpeLlHoCTb.

NMpumeyvaHune 2— OnpegeneHne agantuposaHo n3 ctaHgaprta MCO 5725-1:1994.

2.2 akoHomuyeckas goctynHocTb (affordability): Cnoco6HOCTb 6bITb 3KOHOMUYECKM NPUEMIEMbIM
Ansi notpebuteneii (2.50).

MpumeuyaHue — SKOHOMUYECKAS LOCTYNHOCTb MOXET OLEHUBATLCS NOCPEACTBOM CTEneHu, B KOTOPOi niara
3a ycnyrun (2.44) MOXeT BHOCUTbCSl LeNeBbIMW COLManbHbIMKM rpynnamu notpe6uteneil 6e3 3HauuTesbHbIX Heb6na-
TOMPUATHLIX 9KOHOMUYECKNX UM COLMAbHBIX NOCNEACTBUA A5 HUX. C YHETOM MOCO6Mit 1 cy6CUAnii U NPOrpaMmm NoMoLLm
ANs noTpebuTeneit ¢ HU3KUMN JOXOAAMM.

2.3 oueHka (assessment): Mpouecc (2.31) nnm pes3ynbTart 3TOro npouecca — cpaBHEHE KOHKPETHOro
06bekTa C COOTBETCTBYOLUMY CNPaBOYHbIMU AAHHBIMU.
2.4 akTuBbl (asset): ToBapbl, hopMUpyOLLME KanuTas, UCNoNb3yeMble 418 OKa3aHusa ycnyru (2.44).

MpumedyaHue 1— AKTUBbI MOTYT BbITb MATEPUAJIBHBIMU UM HEMATEPUASbHBIMUA. PUMEpPbI MaTepUabHbIX
aKTMBOB: 3eMJsl, 34aHus, TpY6bl, CKBaXMHbI, pe3epByaphbl, OUUCTHbIE YCTAHOBKW, 060pyfOBaHNe, annapaTHble CpPeacTBa.
MpuMepbl HeMaTeprasibHbIX aKTUBOB: MPOrpamMMHOe o6ecneyeHne, 6a3bl 4aHHbIX.

n punmedaHune 2 — B oTnmuune ot npeaveTos I'IOTpeﬁﬂeHVlﬂ B OTYETHOCTU MOXET OTpaXaTbCA amMopTusauus
aKTMBOB.

2.5 ynpasneHue aktusamu (asset management): Mpouyecchl (2.31), ¢ NOMOLLbIO KOTOPbIX cUCTEMA
KOMMYHanbHOro BoAocHabxeHns (2.53) MoXeT HanpaBnAaTb, KOHTPONNPOBATbL U ONTUMU3MPOBATL Npes-
ocTasnieHne. obcnyxmsaHue (2.19) n ucnonb3oBaHne akTUBOB (2.4). MHpaAcTPYKTypbl (2.17). BkIOYasA
Heob6XxoAVMble 3aTpaThl Ha onpeAenieHHble BUAbl AeATeNbHOCTY (2.24) B TEHEHUE X CPOKA CMYXObI.

2.6 pocTynHocTb (availability): CteneHb, BkoTopoil MHGpacTpykTypa (2.17). akTuBbl (2.4), pecypcbl 1
paboTHNKM CMCTEMbI KOMMYHaNbHOTO BOAOCHa6XeHUs (2.53) moryT adhpeKkTUBHO NpeAoCcTaBNATb yCy-
v (2.44) notpebutenam (2.50) BCOOTBETCTBUM C ONpefie/IeHHbIMU BUAaMUN AeATeNbHOCTHY (2.24).

2.7 mecTHoe coobuwecTBo (community): O4HO NN HECKOBbKO PU3NYECKNX UK IOPUANYECKMX UL, U B
COOTBETCTBUM C HaLMOHaIbHbIM 3aKOHO4AaTeNbCTBOM WM MECTHOW NPaKTUKOM UX accouumalym, opraHusaumm
WM rpynnel, UMetoLLMe HTepec B TO cdepe, rae npegoctasnseTcs ycnyra (2.44).

2.8 cTteneHb goctoBepHocTu (confidence grade): OueHka (2.3) kavecTBa (2.32) OTHOCUTE/ILHO MOKa-
3aTeneli ToyHocTu (2.1) nHagexHocTu (2.37).

2.9 coepuHeHue (connection): Habop hnsnyecknx KOMNOHEHTOB, 06ecneynBaloLLX CBA3b MeXAY TOY-
KOl pocTaBku (2.26) 1 MECTHOW BOAONPOBOAHOW MarucTpasblo Uan TOUKO cbopa (2.25) nkaHanusaymei.

MpumeuyaHue 1— [nscuctem NUTbLEBOro BogocHa6xeHus (2.12) B HacTosiLee BpeMsi UCMoNb3yeTcs Tep-
MWH <OTBETB/IEHME TPY6ONPOBOAA», HO COEANHEHNE MOXET BKMIOYATH KOMMOHEHTbI, OT/INYHBLIE OT OTBETB/IEHUI, HanpumMep
KnanaHbl, CHETUYMKN 1 Np.

MpumeyaHune 2— B aHrNoroBopsAWmx cTpaHax AN CUCTEM yAaneHns CTOYHbIX BoA (2.52) Takke MOXeT
MCMO/b30BaTbCA TEPMUH «[PEHAXHAsA cucTemMa*; coeJuHeHne MOXeT Takke OCHallaTbCsl AONONHNUTENbHBIM 060pyA0Ba-
HueMm.

2.10 oxsart (coverage): CTeneHb, B KOTOPOIi akTUBbI (2.4) cUCTEMbI KOMMYHa/IbHOTO BOAOCHabXe-
HUA (2.53) N03BONAT NpefocTaBNATb ycnyru (2.44) notpebutenam (2.50) BHYyTpu onpefeneHHoro paioHa
ee OTBETCTBEHHOCTH.

2.11 nutbeBas Bofa (drinking water): Boga, npegHasHayeHHasa AN noTpe6/ieHns YeNI0BEKOM.

MpumeyvyaHune — TpeboBaHus (2.40) k cneuncmkaymsam no kayecTsy (2.32) NUTbEBOI BOAbI B Lie/IOM onpege-
NATCA HaUMOHa/IbHLIMU KOMNETEeHTHbIMU opraHamu (2.36). PykoBoaslme ykasaHus ycTaHOB/IEHbI BceMUpHOi opranu-
3auveii 3gpaBooxpaHeHus (BO3).

2.12 cuctema nNuUTbeBOro BogocHabxeHusa (drinking water system): MaTepuanbHble akTuBbl (2.4),
Heob6XxoAnMble AN U3B/IEYEHNSA, OUNCTKW, pacnpegeneHns v nocTaBku NMTbeBOW Boabl (2.11).

2.13 adbdpekTuBHOCTb (effectiveness): CTeneHb, B KOTOPOI peann3ytoTcs NaaHupyemblie MeponpusaTma
N [OCTUrAIOTCA NNaHNpyeMmble pesynbTathbl.

[MCO 9000:2005]

2.14 koadppuumeHT nonesHoro geicteua (KNA) (efficiency): OTHOWweHWe mexay AOCTUTHYTbIM
pes3ynbTaToM U UCNONb30BaHHbLIMU pecypcamiu.

[MCO 9000:2005]

2.15 okpyxatouan cpega (environment): OkpyxeHne, B KOTOPOM paboTaeT opraHv3auus, BkIYas
BO3[yX, BOAY, 3eM/0, MPUPOAHbIE pecypchl, hopy, hayHy, Nogei n nx B3aMMOOTHOLLEHUS.

[MCO 14001:2004]
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NMpumevyaHune 1— TepMUH «OKPYXeEHNE» B 3TOM KOHTEKCTE paclUVpeH OT OKPYXXEHUS B pamkax opraHusauum
[,0 TN06asbHO! cucTeMsI.

MpumevyaHnne 2— [nsa ueneii NPpUMEHeEHNs HacTOsILLEero cTaHAapTa okpyxatwlas cpefa cuutaeTcs cneum-
chnueckoli 3amHTepecoBaHHOW CTOPOHON (2.47). VIHTepecbl [faHHOl cneundguyeckoil 3amHTepecoBaHHOl CTOpoO-
Hbl (2.47) MOTyT NpeAcTaBATb KOMMNETEHTHbIE OpraHbl (2.36). MecTHble coobuwecTBa (2.7) unu gpyrue rpynnbl, Hanpu-
Mep HenpaBuTeNbCTBEHHble opraHusauumn (NGO).

2.16 nokasatensb (indicator): MapameTp Wan 3Ha4YeHne, NoJyyeHHoe 13 NnapaMeTpoB, JatoLne nHdop-
Mauuio 0 paccMaTpvBaemMoM 06bekTe, 3HAaYMMOCTb KOTOPOW ropasfo Bbille, YeM 3HAYMMOCTb, Henocpe-
[ICTBEHHO acCcoLMVPYIOLLasACa CO 3Ha4YeHneM napameTpa.

Mpumevanne 1— Onpegenenne agantmpoBaHo U3 gokymeHTa O3CP «OcHoBHble Habopbl nokasaTtenen
ANA aHanusa AesiTeNlbHOCTM NO 3aliuTe oKpyxawLwei cpeabl» (10).

MpumeuvaHne 2 — okasarenn MOryT OTHOCUTLCA K KOHTEKCTY, YC/I0BUAM, CpefCcTBaM, MeponpuaTuam wim
BuAam gesatenbHocTu (2.24).

2.17 wHdpacTpykTypa  (infrastructure): Cuctema  matepuasibHbiX  CTauMOHApPHbIX  aKTu-
BOB (2.4) — OCHOBHbIX CPeACTB, HEOOXOANMBIX AN IKCMNyaTaunm CUCTEMbl KOMMYHa/IbHOTO BOJ0CHA6-
xeHus (2.53).

MpumeuvaHne 1— OnpegeneHve agantupoBaHo u3 ctaHgapta MCO 9000.2005.

MpumevyaHne 2— AnacucteMbl KOMMYHanbHOTo BogocHabxeHunsa (2.53) MoxeT 6bITb Takke HE06X0AUMO
MCMnosib30BaHNe TEXHNYECKOro 060py0BaHNs A5 TPAHCNOPTUPOBAHUS, KOTOPOE He ABAAETCA CTaluMoHapHbIM (Hanpumep,
rpy3oBble aBTOMOGUN, YProHbl, 6YTbINN), HA NOCTOAHHOW UM BPEMEHHO OCHOBE MW B Ype3BbluaiiHbix cUTyauusx. Pe-
KOMEHAYETCS UCMO/Ib30BaTh TEPMUH «MH(PACTPYKTypa» TOJIbKO A1 CTALMOHAPHOrO0 060PyA0BaHUS Y YCTAHOBOK.

2.18 npepbiBaHue (interruption): Cutyauus, korga ycnyra (2.44) HefocTynHa.
MpnumeuyaHune — MNpepblBaHUA MOTYT 6bITb NIAHOBLIMW UK HE3aN/1AHUPOBAHHbLIMU.

2.19 o6cnyxusaHue (maintenance): KombuHauusi Bcex TEXHUYECKUX, afMUHUCTPATUBHBIX W yrpas-
NIEHYECKUX AelicTBMiA B poLecce cpoka Cnyxobl akTuea (2.4) B Lensix nogaepxaHus ero B COCTOSIHUM, B KOTO-
POM OH MOXET BbINOMHATL TpeByeMble (PYHKLMM, NN BO3BPALLEHUS er0 B Takoe COCTOsIHME.

2.20 mMeHexMeHT (management): CKOOpAMHUPOBaHHbIE MEPONPUATHSA A5 YNpaBIeHUsI opraHu3aLm-
el M KOHTPOSIS 3a HeA.

(MCO 9000:2005]

MpumeuaHue 1— BaHIINIACKOM 5i3bIKE TEPMUH «MEHEXMEHT* UHOTAA OTHOCUTCS K JIOAAM, T. €. K /INLY Wn
rpynne Auy,. UMeKLnX NoHOMOUYUSA U HecyLMX OTBETCTBEHHOCTb 3a PYKOBOACTBO OpraHvu3auueil u KOHTPONb Haf Heii.
Korga CroBo «MEHeKMEHT» MCMO/b3yeTCsi B 3TOM CMbiC/e, BCErga crefyeT LOMOMHATb ero KakuM-n60 yToUHeHnem
BO U36eXaHne NyTaHWULbl C MOHATUEM «MEHEKMEHT», NPUBEeAEHHbIM Bbille. Hanpumep, BbipaXeHne «MeHeaXMeHT Ao/-
XEH ...» HE MPUBETCTBYETCS, & BbIPAKEHUE «TOMN-MEHEAXMEHT LOKEH ...» BMOJIHE NPUEMSIEMO.

NMpumeuyaHue 2— TepMuH «<MeHEXMEHT* MOXeT onpeaensTbcs Toli cchepoit, K KOTOPOl OH OTHOCUTCS B KOH-
TEKCTe. Hanpumep: MeHe[KMeHT B cdpepe 34paBoOXpaHeHus, MEHe)XMEHT B cdpepe OXpaHbl OKpyXxaloLleli cpefbl, MeHea-
XXMEHT PUCKOB U T. f.

2.21 cuctema MeHegxMeHTa (management system): Cuctema Ana paspaboTku NOAUTUKU U Lenelt n
[OCTUXEHUS 3TUX Lieneid.

[MCO 9000:2005]

NMpumeuyaHune — CuCTeMa MeHeAXMEHTA CUCTEMbI KOMMYHaNbHOrO BOAOCHa6GXeHUs (2.53) MOXeT BK/0-
yaTb pasHble CUCTEMbI MEHEXKMEHTA, HaNpUMep: CUCTEMY MeHe)XMeHTa kavecTsa (2.32). cuctemMy (pyHaHCOBOIO MeHe-
XMEHTa UK CUCTEMY MEHEXKMEHTA B C(PEPE OKpYXAKOLLel cpespl.

2.22 nokanbHasa cuctema (on-sito system): Habop cumsnyeckux akTuBoB (2.4), He06XOAUMbIX ANS
nocTtaBkM NUTbeBON BoAbl (2.11) unn cbopa 1 o4MCTKM CTOUYHbIX BOA (2.51) 6e3 dm3nyeckoro coefuHe-
HUA (2.9) C LeHTPanNn30BaHHbIMY yCTaHOBKaMy CUCTEMbl KOMMYHabHOT0 BOAOCHabXxeHuns (2.53).

2.23 onepartop (operator): JInLo nnmn opraHn3aums, BbiMOIHAOLME NOBCeAHEBHbIe npouecchl (2.31) un
MeponpusaTus, HeobxoAnMble AN okasaHus ycnyru (2.44).

NMpumeuyaHue 1— [insa gaHHol cUCTEMbl KOMMYHaNbHOTO BOAOCHAGXEHUS (2.53) MOXeT 6bITb O4UH UK
HeCKo/IbkO ONepaTopoB, HAaNpUMep OTAE/bHbIE ONePaTopbl ANS yCAyr (2.44) Mo ynpaBAEHWUI0 YCTAaHOBKAMM, BbICTaBEHUIO
CUYETOB U PEMOHTY. UIX 3aa4u onpesensiioTcsi OTBETCTBEHHbIMU opraHamu (2.42). OnepaTop MOXeT nepefartb HEKOTOpble
CBOU (PyHKLMU CY6NOAPSAAUNKAM, EC/IN 3TO AOMYCKAETCS OTBETCTBEHHbLIM OPraHoOM.
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MpumeuyaHue 2— OnepaTop (onepaTopbl) MOXeT PUANYECKN OTIMYATLCA UMM He OT/IMYaTbCs OT OTBe-
TCTBEHHOTO opraHa (2.42). OHWM MOryT 6bITb rOCY4APCTBEHHLIMU UAN YACTHbIMU. pUMEpSI, KOFAa OTBETCTBEHHBI OpraH
onepartop I0pUANYECKN He OTAIMYAIOTCS APYT OT Apyra: TeXHUYeCKWi oTAeNn MyHWuMnanuTeTa, cneunanbHoe nogpasgene-
HUe pernoHanbHOro opraHa BnacTu. MpuMepsl PUANYECKU OTINYALMUXCA OTBETCTBEHHOIO OpraHa v oneparopa: obLiec-
TBEHHAsi opraHu3auys, YacTHas KoMnaHus, Menkuii NoApsAAUNK, HENPaBUTEIbCTBEHHASA OpraHW3aLms, KoonepaTus.

MpumeyaHne 33— BKOHTEKCTE HACTOSILLEr0 CTaHAapTa «onepaTtop» He ABMASETCSA NINLOM, HAHATBIM OpraHu-
3auueit gnsa ynpasneHus eanHULein o6opyoBaHust unu npoueccom (2.31).

2.24 peatenbHocTb (performance): [locTvxeHns B xoAe MeponpusaTtus, npouecca (2.31) nnv opraHu-
3auumu.

2.25 Tou4Ka cbopa (point-of-collection) (cTouHbIX BOA): dusnyeckana UKCUpPOBaHHASA rpaHvLa, Bbille
KOTOpO#1 MO HanpaB/eHNIO MOTOKa CUCTEMA KOMMYHa/lbHOTO BogocHabxeHuns (2.53) He HeceT o6Lelt opu-
Anyeckoli OTBETCTBEHHOCTM 3a yCNyry (2.44) nnu nHd pacTpykTypy (2.17).

Mprmep — MpaHuLya Mexay YacTHbIM U 06 eCTBEHHBIM UMYLLECTBOM.
MpumeuyaHue 1— Toukac6opa BLENOM onpegensieTcs B cornaweHun o6 ycnyre (2.45).

NMpumevyaHue 2— Buenom paboTHUKM CUCTEMbI KOMMYHa/IbHOTO BOAOCHAGXEHUSI HE 06najatT lopuguyec-
KUMU NOSTHOMOUMSMU Ha NOJTyYeHKe NPAMOro hn3nN4eckoro 4ocTyna K ycTaHoBKaM, PacnonoXeHHbIM Bbille Touku c6opa no
Hanpas/fieHno noToka.

2.26 Touka pgoctasku (point-of-delivery) (nuTbeBoi BoAbl): ®usnyeckas UKCMpOBaHHAsA rpaHuLa,
HWXXe KOTOPOIi Mo HanpaBeHWIo NOTOKa CMCTeEMA KOMMYHaNbHOTro BofocHabxeHuns (2.53) He HeceT obLueit
IOpUANYECKO OTBETCTBEHHOCTY 3a ycnyry (2.44) nnu nHdppacTtpykTypy (2.17).

Mpumepbl — Kopobka coeanHeHus (2.9), cHeTUMK, rpaHumLa Mexay 4acTHbIM U OOWEeCTBEHHbIM UMY-
W ecTBOM.

MpumeuyaHue 1— Touka AOCTABKM B LIE/IOM ONpPeSENsieTcs BcornaweHnn o6 ycnyre (2.45).

NMpumevyaHue 2— BUenom paboTHUKM CUCTEMbI KOMMYHa/IbHOTO BOJOCHAGXEHWS HE 06najatT lpuguyec-
KUMU NOSIHOMOUMSAMU Ha NOJTyYEHNEe NPAMOTo pU3NYecKoro AoCTyna K ycTaHOBKaM, PacnoioXeHHbIM HIKe TOUKM AOCTaBKM
N0 HanpaB/IEHUIO NOTOKA.

2.27 Touka cbpoca (point-of-discharge): ®usnueckan pukcnpoBaHHas rpaHuLa, rae ob6bI4YHO MPONCX0-
OuUT copoc CTOUHBIX BOA (2.51) noTpebutenem (2.50) ansa céopa nysaneHus.

Mpumepbl — PakoBUHa, yHUTa3.

2.28 Touka Mcnonb3oBaHus (point-of-use): Pn3nyeckas PUKCUpoBaHHasA rpaHnLa, rAeobbIiYHO NoTpe-
6utens (2.50) 3abupaeT BoAy AN UCMO/Ib30BAHUSA.

Mpumepsbl — KpaH, NUTbeBO’ (hOHTaH4YMK 06l ero gocTyna.
NMpumevyaHue 1— Touka NCNOML30BAHUS MOXET HAXOANTLCS B YACTHOW MW 06LLECTBEHHOW COBCTBEHHOCTH.

MpnmeyaHune 2— Touka MCMOML30BaHMNSA MOXET coBnajaTb C TOYKOM focTaBku (2.26). Hanpumep B cny4vae
nuTbeBoro hoHTaHuMKa obLero goctyna.

2.29 ueHa (price): KomneHcauus B AEHEXHOM UV APYTrOM BbipaXKeHUU 3a NOCTaBKy NPOAyKTa Un okasa-
Hue ycnyru (2.44).

MpumeyaHne — ['ge npyuemnemo, LieHa BblpaXaeTcs B OTHOLWEHUW eAMHULbI NPOAYKTa WK YCYTN.

Mpumep — LleHa Ky6uueckoro metTpa NuTbeBOW BoAbl (2.11), ueHa noacoefuHeHns (2.9) 3a 20 meTpoB B
ONNHY.

2.30 npouepgypa (procedure): OnpegeneHHbli cnocob OCyLecTBNEHUSA MEpPONpUATAS WaK npouec-
ca (2.31).

MpumeyaHune — lMpoueaypbl MOryT 6bITb JOKYMEHTUPOBAHbI UM HE AOKYMEHTNPOBaHbI.

2.31 npouecc (process): Habop B3aMMOCBSA3aHHbIX WM B3auMOAENCTBYIOLWMX MeponpusaTuid, ¢
MOMOLLbI0 KOTOPbIX BIOXEHWNS Ha BXOAEe TPaHCOPMUPYIOTCS B pe3y/ibTaTbl HA BbIXOAE.

[MCO 9000:2005]

2.32 kauecTBO (quality): CTeneHb, B KOTOPOW HabOp HEOTbEMIEMbIX XapakTepUCTNK COOTBETCTBYET

TpeboBaHuam (2.40).
[MCO 9000:2005]
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MpumeyaHnune — CyulecTByeT YeTkoe pasnunuve Mexjy KauecTBoM npogykta (MuTbeBOW BoAoW (2.11) wan
OYULLEHHbIMN CTOUYHbIMU BOoAamMu (2.51)) n kauecTBoM ycnyru (2.44). HacToswmii ctTaHfapT He coaepxXunT cneuudnkanii
no Ka4yecTBy NpoaykTa.

2.33 Hopma npubbinu (rate of return): NMokasaTenb NPUOLIILHOCTU MPOEKTA BNPOLLEHTaX, PaBHbIA fOX0-
Ay OT NpoekTa, NoAeNeHHOMY Ha MHBECTULMUN B NPOEKT.

MpumeyaHune — Mepuog onpeneneHns nokasarens MoxeT 6bITb paBeH rogy unn Cpoky MHBeCcTupoBaHuA.

2.34 3aperucTpupoBaHHblii noTpe6HTenb(registered user), 3akasuuk (knnmeHT): MoTpebuTens (2.50),
[NA KOTOPOro perncTpmpyeTcsa COOTBETCTBYOLLAA MHopMaLumsa OTBETCTBEHHbIM OpraHom (2.42) nav one-
patopom (2.23).

NMpumeyaHue — TepMUH «3aKasuuK (KTMEHT)* MOXET CUMTATLCS CUHOHMMOM, €C/K 3aKasunk UMeeT KoMMep-
yeckue OTHOLLEHUS, Hanpymep B pamkax cornalieHuns o6 ycnyre (2.45). ¢ cMCTeMOl KOMMYHanbHOTO BojoCHabxe-
HUs (2.53). TEpPMUH «3aKa3uuK (KIMEHT)» B HACTOsILLEE BPEMS UCMOMb3YeTCsi B TaKMX BbIPAXEHUAX, KaK «B3auMogeiicTene
C 3aKa3uMKamm», «KIMeHTCKME OTHOLLEHUS*.

2.35 BoccTtaHoBneHue (rehabilitation): [eiicTBue, BOCCTaHaB/MBalOLLEe OMNpefesieHHbI ypoBeHb
NHpacTpykTypbl (2.17) nnn coBepLlUEHCTBYOL e ee ANA AOCTMXKEHUS 60nee BbICOKOTO YPOBHS feATeNb-
HOCTK (2.24).

2.36 KoMneTeHTHbI opraH (relevantauthority): FocyfapcTBeHHbIN (06LL,EeCTBEHHbI) OpraH, uMetoLLuii
npaso ycTaHaBNMBaTb 06LLYy0 NOAUTUKY, NNaHbl U TpebosaHua (2.40) nan NpoBepsATb COOTBETCTBME ITUM
npasuaam no BCeM cuctemam KOMMYHa/lbHOTro BofocHabxeHus (2.53). BXxoaswmm B ero cgpepy komne-
TeHLuun.

Mpumepbl — HauuoHaNbHbIE, PErMOHaIbHbIE WM MECTHbie NMpaBUTeNbCTBA, roCcyAapcTBeHHbie (06-
W eCTBEHHbIE) OpraHbl, Perynnpywlmne UHCTaHLN.

NMpumeyvyaHue — [N KOHKPETHOW CUCTEMbI KOMMYHA/IbHOFO BOLOCHAGXEHUSI MOXET BbITb HECKO/IbKO KOMME-
TEHTHbIX OpraHoB, o6najatoLLyx KoMneTeHymelt B pasHbix 061acTaX.

2.37 HapexHocTb (reliability) (MHpopmauun): CTeneHb yBEpPEHHOCTU B UHpOpMAaL MK Npu npeacTasne-
HVW WM OLLeHVBaHMM COOTBETCTBYIOLLLEr0 paccMaTpmMBaeMoro o6bekra.

MpumeyaHune — VHdopmauus MoxeT 6biTb € BMAE AaHHbIX, nokasatenei (2.16) unam npubaM3NTENbHbIX
OL,EHOK.

2.38 HapexHocTb (reliability) (akTvBa, npouecca): BeposiTHOCTb, 4TO YCTPOICTBO, CMCTEMa WK Npo-
uecc (2.31)6yAyT BbINONHATL NpeAnucbiBaemyto UM (yHKLMI0 6e3 C60eB B TeUeHVe onpeeIeHHOro BpeMeHu
npy KOPPEKTHOM ynpaB/eH B OTOBOPEHHOW OKpyXarLLeii cpege.

2.39 pemoHT (repair): leficTBue B OTHOLLEHWVM HECOOTBETCTBYIOLLEr0 NPoAykTa, 060pyfoBaHUSA Uan
npucnoco6aenns ¢ Lenbio caenartb X NpuemMneMbIMy 415 UCNOMb30BaHWSA MO HA3HAYEHMIO, HO NPY 3TOM He
N3MeHAs nepBoHavasibHble napameTpbl NPoAyKTa, 060pyA0BaHNSA UM NPUCNOCO6NEHNS.

MpumeuaHue 1— OnpegeneHve aganTupoBaHo U3 ctaHgapta MCO 9000 2005.

MpumeyaHune 2— PeMOHT BK/IOYaET yCTpaHEHWe HeWCNpaBHOCTEll B OTHOLIEHUN NPOAYKTa, paHee cooTBe-
TCTBOBaBLUEro Tpe60BaHUAM, B LeNIfAX ero BOCCTAHOB/IEHNSA ANA Aa/ibHelero ncnoib3oBaHuns, Hanpumep, Kak 4acTb 06-
cnyxusaHus (2.19).

n pnmedyaHune 3 — PeMOHT MOXeT NoBANATL Ha YacTn HECOOTBETCTBYHOLEro npoaykrta uwin naMeHnTb ux.

MpumeyaHne 4 — PeMOHT MOXET ObITb M1AHOBLIM (Hanpumep, npodunakTuyeckoe obenyxvBaHue (2.19))
UM BHENNAHOBbIM (Hanpumep, B c/iyvae nosioMKu).

2.40 TpeboBaHue (requirement): NMoOTPe6GHOCTb UK OXMAAHNE, KOTOPble CHOPMYIMPOBaHbLI, B LLe/IOM
noapasyMeBatTCs UM ABNSIOTCA 0683aTeNbHbIMU.
(NCO 9000:2005]

MprMmeyaHne — BblpaxeHne «B LEeNoM nogpasymeBarTCcs* o3HavaeT, YTo 3T0 06blYHAA NpakTMKa AN cucTe-
Mbl MMTLEBOIO BOAOCHAGXEHNA UK yaaneHnsa CTOYHbIX BO4. noTpebuteneii (2.50) ycnyru (2.44) n gpyrux 3amHtepeco-
BaHHbIX /1ML, 4TO paccMaTprBaeMas NoTPe6HOCTb UM OXMAaHe noapasymeBatoTCs.

241 otxopgbl (residues): Cy6npoayKTbl, NONYYEHHbIE B pe3y/ibTare pasinyHbIX npoueccos (2.31). B0O3-
OelCcTBYOLWNX HA NMTbEBYI BoAY (2.11) nam cTouHble BoAbl (2.51).

NMpumeyvyaHue — OTXOAbl MOTYT 6GbITb XWUAKUMU, TBEPAbIMU, FA3006Pa3HbIMW MU CMELLAHHBIMU.

Mpumepbl — pA3b, 0ocafok OTCTOMHMWKA, NeCOK UK rpaBuii, Macno, mycop.
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2.42 oTBeTCTBEHHbI opraH (responsible body): OpraH, HecyLWii 06LLYI0 KOPUANYECKYI0 OTBETCTBEH-
HOCTb 3a OKasaHue ycnyr (2.44) no npefocTaBneHNo NUTbeBOW BoAabl (2.11) unu yganeHuto CTOYHbIX
Bof (2.51) ans paHHOro reorpacdynyeckoro panoHa.

MpumMep — MeCTHbIi UM MyHULMNANbHbIA opraH BnacTu (Hanpumep, agMUHUCTPaLuUs ropoaa, cene-
HWA). pernoHanbHas agMUHUCTPaLMA, HauMoHanbHoe UNn efepanbHoe NpaBuTeNnbLCTBO, AelicTBylolWee Ye-
pes cneunanbHoe BE4OMCTBO, UM YacTHas KOMNaHus.

MpumeyvyaHne 1— OTBETCTBEHHbI OpraH MOXeT GblTb rOCYAapCTBEHHbIM WU YACTHbLIM.

MpumeyaHne 2— OTBETCTBEHHbI OpraH geiicTByeT B paMkax 3akoHoJaTeNnbCTBa W MO/IHOMOYWNIA, yCTaHOB-
JIEHHbIX KOMMNETEHTHbIMYU opraHamu (2.36): OH BbiGMpaeT cTpaTernio, KOHKPeTHbIE MPUHLMMbI, afanTUpPoBaHHbIE K Xapak-
TepucThkaMm CBOEro paiioHa OTBETCTBEHHOCTU, M 06LLYI0 OpraHn3auunio COOTBETCTBYIOW e CUCTEMbI KOMMYHaNbHOTO BO-
pocHabxeHuns (2.53).

MpumeyaHne 3— OTBETCTBEHHbI OpraH MOXEeT 3KCMAyaTupoBaTb CUCTEMY KOMMYHanbHOro BofOCHaGXe-
HWSI HanpsiIMylo C MOMOLLbIO COBCTBEHHbIX CPEACTB Yepe3 BHYTPEHHero onepaTtopa [NpAMOI unn BHYTPEHHWIA MeHeq-
XMEHT (2.20) Unn BHYTPEHHWUIA MECTHbIA] UK NOPYUNUTL OLHOMY UM HECKONBKMM onepaTopam (2.23) BbINOJIHEHME onepa-
unii (MEHEAXMEHT «U3 BHELLUHUX NCTOYHUKOB» WM MO KOHTPaKTY).

2.43 orpaHuyeHue (restriction): Cutyaums, korga ycnyra (2.44) He oTBeyaeT yC/I0BUAM SOCTYNHOCTH,
OroBOPEHHbIM B cornaweHnu o6 ycnyre (2.45).

n pnmedyaHune — OrpaHquva MoryTt ObITb N1IAHOBLIMU UMW BHEN/TAHOBbLIMMU.
2.44 ycnyra (service): Pesynbtat npouecca (2.31).

MpumeuyaHue 1— OnpefeneHue aganTMpoOBaHO U3 OMpefeNneHus TepMUHa «MpoAyKT» B cTaHgapTe
MCO 9000.2005.

MpumMmeuyaHune 2— Ycnyrv siBNSOTCS OAHON U3 YETLIPEX BUAOBLIX KaTeropuii NpoLyKToB BMeCTe C nporpam-
MHbIM 06ecneyeHnem, annapaTHbIMU CpeACcTBAMU U TEXHONOTMYEeCKUMU MaTepuanamu. MHorve NpoAyKTbl BKIYAKT 3ne-
MEHTbI. NpUHaNexallne K pasfMiHbIM BULOBbIM KaTeropusimM. OT AOMUHMPYIOLWETO 3/1IEMEHTA 3aBUCUT, MOXET NN NPOAYKT
Ha3blBaTbCS YCNYrOiA.

MpumevyaHune 3— Ycnyra ABnsercs pe3ynbTaTtoM Mo KpaliHeli mepe O0AHOro AelicTBuA, KOTopoe B 0653a-
TeNIbHOM MOPSAAKe BbINO/IHAETCA Ha CTbiKe B3aMMO/eiCcTBUS nocTaBLuKa ycayru u. Bo-nepsbix, ee notpebutens (2.50). a
BO-BTOPbIX, 3aMHTEpPeCcoBaHHOW CTOPOHbI (2.47). Ycnyra 06bI4HO HemaTtepuasnbHa. MpefocTaBneHne ycnyrm Moxet
BK/IOYaTh, HANpumep, cneayouiee:

- AeATeNbHOCTb B OTHOLIEHWN MaTepuanbHOro NpojykTa, NocTaBnsiemMoro norpebutenem, Hanpumep CTOYHbIX
Boj (2.51).

- AeATeNbHOCTb B OTHOLUEHUN HEMaTepnasibHOro NPoAyKTa, McxoasLLero oT noTpebutens, Hanpumep o6paboTka
3aKka30B Ha HOBOe nojcoeanHeHune (2.9);

- nocTaBKa HemaTepuasbHOro NPoAyKTa, Hanpumep nocraska HhopMaluu;

- CO3JaHue OKpyXeHua ana notpebutens, Hanpumep o6CNyxnBaLnx ohncos.

MpumeuyaHne 4— Cnoso service (ycnyra; cnyx6a) B aHIIMACKOM 5i3blke MOXET Takke OTHOCUTLCS K lopuan-
YeCKOMY NuLy, OCYLLeCTBASIIOWEMY AeliCTBNSA, OTHOCSLLMECS K pacCMaTpyuBaeMoMy BOMPOCY, kak. Hanpumep, nogpasyme-
BaeTCs B BbipaxeHuax bus service (aBTobycHoe coobLyeHune), police service (nonuueiickasa cnyx6a), fire service (noxapHas
cnyx6a), water or wastewater service (BogocHa6xeHune wnu yganeHue CToO4HbIX BOA). B 3TOM KOHTEKCTe CNOBO service noj-
pasymeBaeT lopugnyeckoe MU0, okasblBaloliee ycnyry (Hanpumep, «nepeBo3ka Maccaxupos», «obecneyeHue obuiec-
TBEHHOI 6e30MacHOCTW», «NOXapHas 3al1Ta U NOXapoTyLUEHNE» U «A0CTaBka NUTbeBOI BOAbl UMM COOP CTOYHBIX BOAY).
Ecnu cnoso service noHnmaeTcs Takum obpasom, water service (BogocHabxeHne) siBnseTca cMHoHMoM water utility (cuc-
TemMa KOMMYHanbHOro BofocHabxeHnsa) (2.53); N03TOMYy B HacTosILLLEM CTaHapTe BO U3bexaHue nyTaHuLbl NpuMeHseT-
CA TO/IbKO onpejenexHne B NyHkTe 2.44.

2.45 cornaweHue 06 ycnyre (service agreement): [locTMXeHne [JOrOBOPEHHOCTU MEXAY 3aperncTpu-
poBaHHbIM noTpebutenem (2.50) 1 cMcTeMO KOMMYHalbHOTo BogocHabxeHus (2.53) Ha ycnosusx
npegoctaBnieHusa ycnyru (2.44).

Mpumep — KoHTpaxkT.
MpumeyaHune — CornaweHne 06 ycnyre MoxeT 6bITb NoApasyMeBaeMbIM NN ACHO BbIPaXEHHbIM.

2.46 pailoH o6cnyxuBaHua (service area): MecTHbI reorpadpuyeckuii paiioH, Ha KOTOpbIA pacnpoc-
TpaHseTcsa puanyeckas Unmn KOHTpakTHas 0693aHHOCTb OpraHn3auun No NpeAoCcTaBeHNio yenyru (2.44).

MpumeuaHue — FpaHnLbl pailoHa 06CNYXMBaHUSA MOTYT COBNAaAaTh C NONIMTUYECKUMY rpaHuLamMu (Hanpuvep,
KOMMYHa/IbHO€ X03AMCTBO ropoAa), MOryT 6biTh YCTAHOB/EHbI 3aKOHOAATE/IbHLIM aKTOM (Hanpumep, Co34aHne paioHHOro
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KOMMYHa/IbHOTO X0351/iCTBA) WU COTIAEHUAMU MEXAY Pas3HbIMU PUCANKLMAMYN (HanpuMep, CoralleHnst Mexzay ropoaa-
MM 0 NPEAOCTaBAEHWUN YCAYT N0 YAANEHUI0 CTOUHbIX BOA (2.51».

2.47 3anHTepecoBaHHas cTopoHa (stakeholder): lnuo, nnan rpynna, nam opraHumsaums, 3anHTepeco-
BaHHble B AeATeNbHOCTH (2.24) Wi ycnexe opraHnsayuu.

Mpumepbl — MoTpe6utenn (2.50) 1 cO6CTBEHHUKM 34aHUA, KOMNETEHTHble opraHbl (2.36). oTBET-
CTBEHHble opraHbl (2.42). onepaTtopbl (2.23). paboTHUKN onepaTopa, BHeLWHWe NOCTaBL MK NPOAYyKLUK, NO-
CTaBLWWKN ApYyrux ycnyr (2.44). noagpsfa4Ynkn, MecTHble coobuiecTBa (2.7), 3aka3unkm naccoumaynm no sawurte
okpyxatouieii cpefbl, hMHAHCOBbIE MHCTUTYThl, HAYYHbIE N TEXHUYECKME OpraHu3aumu, nabopatopuu.

MpumeuyaHue 1— OnpepeneHve aganTMpoBaHO U3 ONpefeneHus «3anuHTepecoBaHHas CTOpOHa» B CTaHAap-
Te NCO 9000.2005.

MpumeyvaHne 2— BuenaxnpuMeHeHNs HaCTOSALEro cTaHgapTa okpyxeHue (2.15) cuntaeTcs cneunduyec-
KOV 3aMHTEepecoBaHHOl CTOPOHOI (CM. 2.15. npuMeyaHue 2).

2.48 ycToitunBoe passuTue (sustainable development): Pa3Butue, koTopoe yA40BMeTBOPAET NOTPEL-
HOCTM HacTOsILLEro NOKONeHUsl, He MoABepras pPUCKYy CMNOCOGHOCTb GyAyLIMX MOKOJIEHWI YAOBNETBOPATb
CO6CTBEHHbIE NOTPEOHOCTMN.

2.49 Tapud (tariff): CTpykTypupoBaHHble 06LEeAO0CTYMHbIE 3/1EMEHTLI, MO3BOMAKLME paccunTatb
LeHy (2.29), ynnaumaemyto 3a NpoayKT unun ycnyry (2.44).

Mpumep — TBepabli (eanHbIA) Tapud 3a Ky6uueckuin MeTp NUTbeBOW BoAbl (2.11). 610KM C NponopLuo-
Ha/bHO YBENNYMNBAKOLWMNMUCA UIN CHUXKAaKWUMNUCA LeHamun (2.29), ueHbl npucoegnHeHuns (2.9) B 3aBUCUMOCTH
oT anameTpa Tpyb6bl.

2.50 noTtpebuTens (user): Jyo, rpynna uav opraHnsauus, nosayyaoLine Bbirogy oT 4OCTaBKM NUTbE-
BOI BOAbI (2.11) M cBA3AHHbIX C3TUM yCNyT (2.44) nnv MeponpuUSTUA NO yAaneHuo CTOYHbIX Bof (2.51).

MpumeuvaHune 1— MoTpebuTenn SBAAOTCA OAHON U3 KaTeropuii 3aMHTEPECOBAHHbLIX CTOPOH (2.47).

n punMmeyaHune 2— I'IOTpe6|/|Tenv| MOTYT OTHOCUTBLCA K Pa3HbIM 3KOHOMUYECKNM CeKTopam: ObITOBbIE |'|0Tpe6|/|-
Tenn. Toproenas, NPOMbILWJ/TIEHHOCTb, ccpepa ycnyr, cenbCcKoe X03514CTBO.

MpumeuvyaHne 3— TepmuH consumer (NOTPebUTENDb) TOXE MOXET UCNONb30BAaTLCSA, HO & 6OMbLUVHCTBE CTpaH
OTHOCUTENIbHO KOMMYHasbHbIX YCyr 60/1ee YacTo ynoTpebnsercs TepMuH user. MNepBblii TEPMUH He MOAXOAUT AN YCAyr,
CBSI3aHHbIX C yAa/leHNeM CTOUHbIX BOA.

251 cTou4Hble BOAbl (Wastewater): Boga, BO3HMKalOLWas B pe3yibTarte 1060 KoMOMHaLuy oMallHeld,
NPOMbILLEHHON NN KOMMEpPYeCcKoi AeATeTbHOCTU, MOBEPXHOCTHbIE CTOKM 1 BOAa U3 KOITEKTOPOB, YTO MOXET
BK/10YATb N/IMBHEBbIE CTOKM, BbINYLLEHHAA B OKPYXato Lyt cpey (2.15) nnm kaHannm3aunoHHbIA KONNEKTop.

MpumevyaHnne 1— OnpegeneHne CTOYHbIX BOA a HACTOSLLEM CTaHAapTe Takxke BKYaeT 6bITOBble 0TXOAbl B
Hepa3baBneHHOM Bue.

n punMmeyaHune 2 — CTOYHble BOAbI MOryT noCTynatb B OTAE/IbHYHO Unn KOM6VIHI/IpoBaHHy}O KaHann3aynoHHyto
cucTemy.

2.52 cuctema yganeHus CToYHbIX Boj (wastewater system): MatepuasnbHble akTuBbl (2.4), Heobxo-
AnMble Ans c6opa, OUYNCTKN 1 yAaneHns Uav NOBTOPHOTO MCNO/b30BaHNA CTOUYHBIX BO4 (2.51). a Takke 0TXO0-
[oB (2.41) ctouHbix BOA (2.51).

2.53 cuctema KOMMYHas/bHOTo BogocHabxeHus (water utility): Llenas cuctema opraHmsauuii, npo-
Leccos (2.31). MeponpuATWiA, CPeACcTB U PeCcypcoB, HEOOXOANMbIX 4151 U3BNIEYEHNS, OUNCTKM, pacnpegeneHns
UAY NoCTaBKN MUTbEBOW BOAbI (2.11) nnm gna cbopa, O4NCTKM M yAaneHns CToUHbIX Bog (2.51) nansa okasa-
HWS CBA3AHHbIX C 3TUM YCNyTr (2.44).

MpumeuaHmne 1— HeKkoTOpPbIMU KITHOYEBBLIMU XapaKkTepPUCTUKAMUCUCTEMbI KOMMYHa/bHOTO BOJOCHAOXEeHNS
ABNSATCA cneayoume:

- ee 3ajava 3ak/iwyaeTca B NpefocTaBfeHnmn YCayr NUTbeBOro BOAOCHAGXEHUSA Un yAareHnss CTOYHbIX BOA UAn
ycnyr o6oux BUAO0B;

- husnyecknii paioH ee OTBETCTBEHHOCTU U HACeNEeHNe, NPOXMBaloLLee a 3ToM paioHe.

- OTBETCTBEHHbIl opraH (2.42)cuctemsl.

- obuwas opraHmsaums, rae pyHkumio onepaTtopa (2.23) BbINONHSAET OTBETCTBEHHbI OpraH uam lopuanyeckn oTau-
yarwLuiuiics oT Hero onepaTop (onepaTtopbl);

- TN PU3NYeCcKUX CUCTeM, NCNOMb3YEeMbIX 4151 NPeA0CTaBNEHNA YCAYT C pa3HbIMU CTEMEHAMU LeHTpanmsauuu.

MpumeyaHune 2— Cuctema NUTbEBOTO BOAOCHAGXKEHUSI 03HAYaeT cucTEMY, paboTaloLLylo TObKO C NUTbe-
BOIA BOZOM, CMCTEMA YAANEeHUst CTOYHbIX BOJ 03HAYAET CUCTEMY, PA6OTAKOLLYH0 TOMIbKO CO CTOUHBIMW BOAAMM.
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n punmedaHne 3 — EC/Y CNOXHO OT/IMUNTL OTBETCTBEHHbIN opraH OT onepatopa Win B 3TOM HeT HeOﬁXO,Cl'VI-
MOCTU. TEPMUH «CUCTEMA KOMMYHa/1IbHOIo BOAOCHaﬁ)KeHI/IFI» oxBaTblBaeT 06a NoHATUSA.

MpumeuyaHune 4— BaHrnuiickomsaabikelyaler5en/lce(cucteMaBof0CHABXEHNSA)MOXETObITbUCI0Nb30BAH
Kak CUHOHMM TepMuHa water utility (cuctema kKOMMyHanbHOro BogocHabxeHus) (CM. 2.44. npumeyaHvie 4). HO HacTOALWMIA
cTaHfapT He peKoMeHAyeT UCMNOo/b30BaTh 3TOT TEPMUH TakuM 06pas3om.

3 OnemeHTbl yCyru, oTHocauwmecs K notTpebutenam

3.1 O6wue NonoXeHUs

[na cofeicTBna NOCTOSAHHOMY YNyYLLEHWUIO YCAyr NoTpebuTenam cHavyana cnefyet onpefenuntb ee
3nemMeHTbl. CyLeCTBEHHbIMU 3/1IEMEHTaMU YCNYrn NOTPebuTensamM sBNSATCA:

- [OCTyn Kycnyre v ee npefocTas/ieHue;

- ynpaBfeHne KOHTpakTaMu 1 BbICTaBNEHNE CHETOB;

- nopggepXaHue XopoLUMX OTHOLLEHWIA C NoTpebutensamu,

- 3aluTa oKpyxarlLein cpebl;

- MeHeKMeHT B chepe obecneyeHunst 6e30NacHOCTH 1 Ype3BblUYaHbIX CUTYaLWA.

Ecnu He ykasaHO MHOe, 6GOMbLUMHCTBO 3/IEMEHTOB YCNYr OTHOCUTENbHO noTpebuTenein sBnsetcs
06LWMM ANA yCNyr NMTbEBOro BOAOCHAGXEHNS U YCNYT MO yAaNEHUI0 CTOUYHbIX BOA.

3.2 [ocTyn K ycnyram BofocHabxeHuUs

JlocTyn K ycnyre o3HayaeT He TO/1bKO NoACOeANHEHVE KCeTAM CUCTEM NMUTLEBOr0 BOAOCHAOXEHNA nyaa-
NIEHNA CTOYHBIX BOA. HO TaKxe, eCiv OHW HeAOoCTYMHbI, AOCTYN KAPYrMM cpeAcTBam nNpefocTaBieHns yenyru.
[na noctaBok NUTbLEBOI BOAbI MOTYT UCNO/b30BAaTHLCA APYrMe BapuaHTbl, TakMe Kak CKBaXKMHbI, CpeacTBa A41s
MOGUNBbHON [OCTaBKW BOABI, MOCTaBKa BOAbl B OYTbINAX, NyHKTbl BOAOCHAGXeEHUA. 1S ycnyr yaaneHus ctou-
HbIX BOJ, BapuaHTamun MoryT 6bITb OTCTONHMKN, YOOpHbIE, 6uoTyaneTsl napyrue opMbl yTUAN3aLUN.

3.3 lMpepocTtaBneHue ycnyru

3.3.1 O6paueHue 3aycnyroi

O6pallieHre 3a ycnyroi BkoYaeT Bce NpoLieypbl, OCYLECTBSEMble NOTPebuTensiMm npu obpateHnm
3a ycnyramv BOgOCHabXeHus.

3.3.2 MocTaBka NUTbLEBOI BOAbI/CO60P, OUMCTKA N YTUAN3ALMNA CTOUHbIX BOJ,

MocTaBka NMTbEBOI BOAbI OXBaTbiBaeT BCe NpoLeAypbl MOCTaBKM Y NoAAEPXaHWSA kayecTBa ycnyr nutbe-
BOro BogocHabxeHus. C60op, 04MCTKa NyTUNN3aLmMa CTOYHbIX BOA BKNOYAlOT BCe NpoLeAypbl Mo npegocrase-
HUIO 1 NOAAEPXaHMI0 KavecTBa YCNyr no yAasIeHNI0 CTOYHbIX BOJ,.

3.3.3 KauyecTBo nuTbeBOW BOAbI

KauyecTBo NUTbEBO BOAbI OXBATbIBAET acnekTbl 6e30nacHOCTY 415 340POBbS M 3CTETUYECKOW npuemne-
MOCTU NOCTaBNAEMO NUTLEBOW BOABI.

3.4 YnpaBneHue KOHTpakTaMun 1 BbiCTaB/IEHNE CYETOB

3.4.1 CornaweHue 06 ycnyre

CornalieHune 06 ycnyre BK/IOYaeT 3aK/0YeHNe cornalleHuns, nogpasymMmeBaeMoro niv SCHO BblpaXKeHHO-
ro. Mexgay 3apermcTpvpoBaHHbIM NOTPE6UTENEM N CUCTEMOI KOMMYHAIbHOTO BOAOCHAOXEHMS.

3.4.2 BbicTaBNeHNe c4eToB

BbicTaBieHne cHeTOB BK/OYAET YCNI0BUSA, HA KOTOPLIX BbICTAB/IAIOTCA cyeTa 3a YCyry, yc/ioBus onnatbl
1 nHdopMaLms No AeiCTBYOLW MM CTaBKaM.

3.5 MopggepxaHne XOpPoLWNX OTHOLEHUI ¢ NOTpebuTenamm

3.5.1 O6was nupopmauyms

O6was nHopmMaumsa BKIOYaeT BCO NpoLeypbl No npefocTaBieHnio notTpebutensam niopmayuv 06
ycnyre (MMs/HanMenoBaHue. afpec, KOHTakTHas MHopmauus, ctaHgapTHbIe npoueaypbl UT. 4.).

3.5.2 KoHTakTe noTpebutenamu

KoHTakT c noTpebutensmu BkaoyaeT Bce hopMbl OOLLEHNS Mexay noTpebuTenem n cucTeMoin Kommy-
HaNbHOTrO BOAOCHabXeHus.

3.5.3 O6paboTka 3anpocoB M NpocbHb

Takasn o6bpaboTka nogpasymeBaeT MUCbMEHHblE WAW YCTHble OTBETbl NOTpebuTento u kakue-nm6o
JelicTBMA B pesynbTarte, He06XoANMbIe A1 pearnpoBaHus Ha NpockOy, Xanoby nnv ysegomaeHve notpebm-
Tens.

3.5.4 YyacTtue notpebutenei

YuacTve notpebuTenei BknoYaeT pasinyHble NpoLecchl, N03BoAAILWMe NoTpebuTenam:

- NpuHMMAaTbL yyacTue B NpefoCcTaBNeHUN yCNyru;
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- npegnaraTb YyCOBEPLUEHCTBOBaHMWSA:

m 3anpawmnsaTb UHopmMaLuio.

3.6 3auiuTa oKpyxawlLein cpeqbl

Takas 3awuTa oxBaTbiBaeT BCe acnekTbl NOCTOAHHOIO UM BPEMEHHOIO BO3ECTBMNA Ha OKPYXatoLLLyto
cpepny B pe3ynbTaTe AesiTeNbHOCTM CUCTEMbI KOMMYHA/IbHOTO BOA0CHa6XeHus. Cloga BXOAUT kayecTBo copa-
CbIBAEMbIX CTOYHbIX BOJ,. KOTOPblE MOTYT OKa3blBaTb BAVAHME HA BOAHbIE 06BEKTbI B OKPYXXEHUW, N COOTBE-
TCTBYIOLLEE ynpaB/ieHne MosiyyaeMbiMy OTXOA4AaMW W ocTaTkamu. 3alimTa OKpyxXawlweid cpefbl BkawuvaeT
TaKke nogaepxaHne HopMasibHOro COCTOSAHUS MHAPACTPYKTYPbl U OXPaHy BOAHbIX PECYPCOB B A0/ITOCPOYHOA
nepcnekTuse.

3.7 MeHepxMeHT B cchepe ob6ecneyeHns 6€30NacHOCTM M Ype3BblUYaliHbIX CUTYaUNiA

B uncno npouepyp MeHegxmeHTa B cchepe obecneveHns 6e30nacHOCTM B Ype3BblYalHbIX CUTYaLUAX
BXOAAT MHGYOPMAaL s, NaaHbl U peLleHns No NoAAepPXaHNo Y BOCCTAHOB/IEHUIO YC/TYTY B ClyYasix Cepbe3HbIX
NPOVCLIECTBUIA NN CTUXMNIIHBIX 6e4CTBUIA.

4 Llenu ycnyrn oTHOCUTENBHO HYXA M OXuAaHUA noTpebuTtenei

4.1 O6Lwume nosoxeHns

MonoxeHna HacTosilero nogpasfena cnefyeTt UCNOMb30BaTb AN ONpefeneHns Hyad u OXuaHui
notpe6uteneii. KauecTBo npeAocTaBnseMoil NOTpe6buTensiM ycnyru 3aBucuUT OT CNOCOGHOCTY OpraHn3aLmii,
npegocTaBAALWNX YCNYTn BOAOCHAOXKEHNS, A06UTLCS YA0BNIETBOPEHNUSA HYX[ U OXUAaHuii notpebuteneli B
cTabunbHbIX yCNnoBusAx. Bce nepeuncneHHble 3afieMeHTbl HYX/, 1 0OXnAaHWin OTHOCATCA K ycnyram nuTbeBoro
BOZIOCHAOXEHUA U yAa/IeHUsi CTOYHbIX BOJ,. €C/IN He YKa3aHo NHoe.

B fononHeHne KHyxAaM 1 OKMAAHUAM, BKNIOYEHHbIM B HACTOALWMI Nogpa3gen, noTpebuTenn oxvaaoT,
4YTO BCE MNPVMEHUMbIE 3aKOHbI 1 NOCTAHOB/IEHNS, PerfaMeHTUpyoLwWwme yeayrn Bog0CHabXeHNs 1 yaaneHus
CTOYHbIX BOJ, CO6N0AAI0TCA U BINOMHAIOTCA B 1I060€ BPEMS.

4.2 [ocTyn Kkycnyram BoLOCHA6XeHNs

Mockonbky BoAoCHabXeHne cumTaeTcs 6a30B0i NOTPEOHOCTLIO YeloBeka, NoTpebuTenn n noTeHymanb-
Hble NoTpebuTenn oxunaaloT, 4To ANs obecnevyeHnsa nx 4ocTyna K yciyram BogocHaoxeHus 6yayT npenpuHa-
Tbl BCE NpakTuyeckme mepbl. MoTpeduTtenn oxmaatoT, 4To UM 6yAeT npefocTaBieH 4OCTYN Kycyre, Aaxe eciu
[OCTyn He BKNOYaeT husnyeckoe nofgcoeuHeHne K nHpacTpyktype. MNoTpebutenn Ttakxke oxugarT, 4To
Kakoin-nMbo KOMNETEHTHbI OpraH WM OTBETCTBEHHbIA OpraH 3aHUmMaeTCsi NAaHWpOBaHWEM pasBUTUS K
npegocTasB/ieHns yCnyr BoAOCHabXeHVa B rpaHuLax pavioHa o6cnyxusaHusa n 6yget nipopmmpoBatb MX O
Ccpokax npefocTaBeHns Takoro focTyna.

4.3 MpepgocTtaBsieHne ycnyru

4.3.1 Bpemsansa NoArOTOBKU K NpefoCcTaB/eHUD HOBOW yCnyru

MoTpebuTens oxugaet, 4To emy 6yfeT npegocTas/ieHa ycnyra B pa3yMHble OfOBOPEHHbIE CPOKW BTpaHu-
Lax paioHa obcnyxunsaHns. MoxeT noTpe6oBaTbCs NOACHEHUE MO KOHKPETHbIM YC/I0BUAM NpefocTaBieHns
YCNyru v cpokam ee npefocTas/ieHus.

4.3.2 PeMOHTHble paboThl

MoTpebuTens oxnaaeT, YTO PEMOHTHbIe paboTsl, BANAIOLWMO Ha NpefocTaB/eHne yciyru, 6yayT 3aBep-
LWeHbl B pa3dyMHble CPOKM 1 OH ByfeT 3apaHee yBeJOM/IEH O NIAaHOBbIX PEMOHTHbIX paboTax, KOTopble MOryT
NoB/MATb Ha NpefocTasB/ieHne ycnyrn. Bo Bcex cnydasx notpebutesnb oXuaaeT, Yto HeyaobcTea byayT ceese-
Hbl K MUHUMYMY.

4.3.3 UeHaycnyru

MoTpebuTenb oxnaaeT, uTo 3aycnyry 6yieT B3MmaTbCsi cnpaBeimBas LeHa U YTO KOMNEeTEeHTHbIV opraH
n/Mnn oTBETCTBEHHbIV OpraH NpuaoXaTt BCe YCUNus, 4tobbl ycnyra 6bl1a 3KOHOMUYECKM AOCTYMNHA.

4.3.4 O6bem NOCTaBKU NMUTLEBON BOAbI

MoTpebuTtens oxugaeT, 4To OH ByAeT nonyyaTb BOAY B TOYKe [OCTaBKM B OCTATOYHOM 06beMe ANns
YA0BNETBOPEHUS CBOVX HYX/, KOTOPbIE B Lie/IOM OTpaXatoT 06Luve oxugaHusa notpebutens.

4.3.5 KayecTBO NUTbEBOW BOAbI

MoTpebuTtens oxuaaeT, 4tTo emy 6yAeT NoCTaBiATLCA BOAa, NPpUrogHas ansa notTpebieHns YeoBeKoMm.

4.3.6 DcTeTnyeckue acnekTbl yC/Ayr BOAOCHAGXeHNS

MoTpebutens oxugaet, 4yto emy 6yAeT nocTaBNATbCA NMTbeBas BOAA, yA0BNETBOPAOLW AN scTeTnyec-
KMM TpeboBaHMAM Mo BKyCy, LBeTy 1 3anaxy.

MoTpebuTtenb oxugaeTt, 4YTO yAasneHWe CTOYHbIX BOA He OyAeT COMNpOBOXAATbCA HENPUATHbIMU
3anaxamu.
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4.3.7 [laBneHue npu nocTaBke NMUTbEBOWN BOAbI

Ecnun notpebuTtens nmeeT hmanyeckoe noAcoeguHeHe KCucTeMe NocTaBkv NMTLEBOW BOAbI, OH OXuKAaa-
eT. 4YTo B TOUKe AOCTaBKu B 1060e Bpems OyaeT 4OCTaTOUHbI ypOBEHb AaBieHus (Hanopa) BoApl.

4.3.8 HenpepbiBHOCTb NOCTaBKM MUTbEBOI BOAbI

Ecnv noTpebutens nMmeeT ou3nyeckoe NoACoOeAUHEHNE «CMCTEME NOCTABKM NMUTLEBOW BOAbI, OH 0XUaa-
eT. YTo NocTaBka NMTbEBOW BoAbl GyAeT HeMpepbIBHON. B cnyyae, korga HenpepbiBHasA NOCTaBka HEBO3MOXHA,
noTpe6uTens 0OXuaaeT, YTo ynpasneHne NocTaBkoi byaeT Npon3BoAMTLCSA MpUeMIeMbiM 06pa3om 1 oH byaeT
npouHdopMnpoBaH 06 yCoBUSAX 1 rpadiuke NpepbIBaHNA.

Ecnv notpebuTens He nMeeT h3MyecKoro NnogcoefUHeHNS «CUcTeMe NocTaBky NUTbLEBOW BOAp! (Hanpu-
Mep. e c/lyyae BoA0oHanopHoi Tpy6bl 06LLEro N0/1b30BaHUS MU MOCTABOK BOAbI aBTOTPAHCMOPTOM), OH OXnja-
eT. 4YTo NnocTaBka 6yAeT 0CyLeCTBASATLCA Ha pPerysisipHoil OCHoBe.

4.3.9 OXBaT MA0CTYNHOCTb YCNYT MUTbEBOrO BOAOCHABXEHMNS

Ecnnycnyra npefoctaBnsieTcs Ha 0CHOBE (PU3NYECKMX NOACOeANHEHWI B rpaHuL,ax paiioHa o6¢cnyxnBa-
HUA. NOTpebuTenb oXxungaeT, YTO NOCTaBKa MUTbLEBON BOAbl OyAeT OCYLLEeCTBAATLCS HA TEPpUTOPUN palioHa
06CcNyXnBaHus, a B NPOTUBHOM C/lyvyae 6yayT AOCTYMNHbI aflbTepHATUBHbIE CUCTEMbI JOCTABKN BOAbI.

4.3.10 OxBaT 1 4OCTYMNHOCTb YC/Yr MO yAaNeHU0 CTOUYHbIX BOJ,

Ecnu ycnyra npegoctaBnsieTcs Ha OCHOBe (hM3nYeckux NoAcoeAnHEHN, NOTpebuTeNnb 0XmaaeT, 4To
ycnyra rno yganeHunto CTOYHbIX Bo 6yaeT npefocTaBnsATbCA Ha TEPpUTOPUM palioHa 06CnyxnBaHns. B Takux
cucTemax noTpebuTenb 0OXuaaeT, YTo OH ByAeT MeTb BO3MOXHOCTb OCYLLeCTBUTb COPOC CTOYHbIX BOA HEMOC-
peACcTBEHHO B CUCTEMY yaasieHUs CTOUYHbIX BOA B /1l060€e BpeMs 6e3 3a/lepXXeK 1 yrpo3bl 340Pp0BbI0.

Ecnu cnctema yganeHns CToYHbIX BOA He 6asnpyeTcs Ha (onm3nyecknx NnoacoeanHeHusx, notpebutens
oXugaeT, YUto emy 6yAyT AOCTYMHbI anbTePHATUBHbIE YCYTX MO C60PY CTOUHbIX BOA,. B Takmx cuctemax notpe-
6uTenb oXungaeT, 4to oH ByaeT UMeTb BO3MOXHOCTb YTUIM3NPOBATbL OTXOAbl C MOMOLLbIO APYTUX CPeACcTB Nno
Mepe Heob6XO0AUMOCTW, Yyepe3 perynspHbie NPOMeXyTkM BpemeHun, 6e3 ANUTEeNbHbIX 3afepXeK U yrposbl
3[10POBbIO.

4.3.11 3atonneHune 06bEKTOB HEABUXMMOCTU CTOYHBIMW BOLAMM

MoTpebuTens OXunaaeT, YTO HE NPOU30AeT 3aTONNEHNS 06 BEKTOB HEABMXUMOCTMN WU YIUL, CTOYHBIMU
BOZaMu BCNeACcTBYE NepennBoB UM 3aCOpPeHnii B CUCTEME Ya/ieHUsl CTOUHbIX BOA. B cnyyae 3acopeHuii unu
3aTonaeHns noTpebuTenb oxuaaeT, YTO MPOAO/MKUTENBHOCTb UNW NOCNEACTBUSA Takux COObITUIA BYAYyT MUHU-
MW3MPOBaHbI 1 4YTO CMCTEMA KOMMYHAa/IbHOr0 BOAOCHAGXEHUS UM COOTBETCTBYHOLLMIA OpraH okaxyT coaeit-
CTBUE UX YCTPaAHEHWIO.

4.4 YnpaBneHue KOHTpakTamu v BbiCTaB/ieHe CHETOB

4.4.1 BO3MOXHOCTb 3aK/I0YEHUSA ACHOTO M NOHATHOTrO cornalleHns o6 ycnyre

MoTpebutenb oxungaeT, UTo cornalwieHne ob ycnyre 6yget cogepxartb ACHble, MOHATHbIE N 0O BEKTUBHbIE
ycnosust nbyaeT Hagnexatmm o6pasom opopMIeHO AOKYMEHTaNbHO. MoTpebuTenb OXMaaeT, YTo ero NPOuH-
hOpPMUPYIOT 0 SIL06bIX N3MEHEHUSIX COTalleHNS U Er0 YCI0BUIA 3a pa3yMHbIii CPOK 0 BCTYM/IEHUS U3MEHEe-
HUA B cuiy. MoTpebuTenb Takke OXupaeT, 4YTo ANSA 3aKNIOYEHUS W aHHYNMPOBaHWA cornaweHus 6yayt
[AelicTBOBaTb OnpefeneHHble npoLeaypsbl.

4.4.2 TOYHOCTb NPU BbICTABNIEHNN CYETOB

MoTpebutens oxuaaeT, 4To emMy ByAyT BbICTABAATLCSA 06 BEKTUBHbIE M TOYHbIE CYeTa 3a NpefocTaB/eH-
HYI0 YCNyry.

4.4.3 OTBeT HaXanobbl, CBA3aHHbIE C BbICTAB/IEHUEM CHETOB

Ecnv noTpebutens npeabsaBu Xanoby Ha BbICTaB/IEHHbIN CYET, OH 0XUAAET OTBETA OT CUCTEMbI KOMMY-
HanbHOro BogocHabXxeHus. NoTpebuTenb OXMaaeT, YTo B OTBETE Mpobaema 6yaeT pasbsacHeHa u/vnuv pelleHa
B pa3yMHble CPOKV CO CnpaBeIMBOM KOMNeHcaL el ,eHeXHbIX PpacXo0B, MOHECEHHbIX BC/TIEACTBUE OLLIMGOK B
cyerte.

4.4.4 AcCHOCTb BbICTaBNEHHbIX CYETOB

MoTpebutenb oxunaaeT, 4To MHGOPMALMA NO CTPYKTYPE U COAEPXaHNIO CYETOB ByAET ACHOW, TOUHOM 1
noApo6HOIA.

4.4.5 Cnocobbl onnatbl

MoTpebutens oxuaaeT, YTo cyeTa 6yAyT BbICTABATLCA PErynspHO, a Cnocobbl UX onnaTbl 6yayT pasHo-
06pasHbIMU 1 YJ06HBIMA.

4.5 TMMoppepxaHne XOPOLW KX OTHOLWEHWIA ¢ NoTpebutenamm

4.5.1 O6Wwwme NonoxeHns

MoTpebutens oxmaaeT, uTo:

- nwo6oli Bonpoc, afjpecoBaHHbIi OTBETCTBEHHOMY OpraHy, onepatopy WM KOMMNETEHTHOMY opraHy
N06bIM JOCTYMHbLIM CNOCO60M, ByAeT pasbsACHEH U/WKN peLleH B pa3yMHble CPOKH;

- emy 6yfeT rapaHTMpoBaHa KOH(MUAEHLNANbHOCTb:
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- emy 6yfeT gocTynHa TekyLwas nHpopmaums;

N KOHTaKTHble nuua 6yayT KOMAETEHTHBLIMU N BEX/TUBLIMU.

4.5.2 MNMucbMeHHble o6palLeHns

MoTpebuTens oxugaeT, 4TO B C/lyvyae NMCbMEHHbIX 06palleHuli [Hanpumep, MMCbMOM, NO 3/1EKTPOHHOA
noute, gpakcy, ¢ NOMOLLLI KOPOTKOro coobLeHust (cMc)] OH NoAy4nuT OTBET B pa3yMHbIE CPOKU U B BEX/IMBOI
opme.

4.5.3 O6paweHusn no tenedoHy

Ecnu TenedoHHas cBA3b 4OCTYNHA, NOTPEOUTENb OXMUAAET, YTO OH MONYYUT OTBET Ha CBOI TeNeDOHHBIN
3BOHOK B pa3yMHble CPOKV HanpsAMYyto Uamn ero 3B0HOK 6yaeT nepesefeH B Tpebyemblit 0TAen No 06¢cnyxnsa-
Huo. MoTpebutens oxupaeT, 4To OH OyAeT UMeTb BO3MOXHOCTb YBEAOMUTb CUCTEMY KOMMYHasbHOrO
BOZLOCHaGXeHMA 0 /0601 Ype3BblvaliHoW cuTyaumm, CBA3aHHOI ¢ Hell, B lo6oe BpeMs.

4.5.4 Bu3nTbl noTpebutensa B oPpuncbl CUCTEMbI KOMMYHa/IbHOTO BOOCHa6XeHNSA

MoTpebuTens oXnAaeT, 4To OH ByAeT XOPOLLO MPUHAT U NONYUYNUT NOMOLLL UK ByAeT Hanpas/ieH K HY>XHO-
My nuuy. Takxke noTpebutens oXmaaeT:

- yA06HbIE Yackl NpremMa, KoTopble co6/104alTCs NePCOHAIOM;

- pasyMHble perympyemble CPOKN OXUAAaHNS;

- yAoG6Hble MOMeLLeHns Ana npuema, obecneyvBaroLme cobnaeHe KOHPUAEHUNANbLHOCTY;

- yAaobHoe pacnosioxeHue omcos.

4.5.5 Bu3utbl KNnoTpebuteno

MoTpebuTtenb oxupaeTt, 4To paboTHUKM onepatopa 6yayT cobnogaTe Ha3HauYeHHOe BPeMs BCTpeun,
npeabABAT HEOOX0AVMbIE [OKYMEHTbI, YAOCTOBEPAIOLLME IMYHOCTb, U CBEAYT K MUHUMYMY Nto6ble Hey[06-
cTBa AnAa notpebutens.

4.5.6 Xano6bl 1 3anpocskl

MoTpebuTtens oxunagaet, 4To Ntobas xanoba nam 3anpoc (BkIYasa ycTHoe oblieHne, obLieHre nocpes-
CTBOM 3/1IEKTPOHHbIX CPEACTB CBA3N — MO 3N1EKTPOHHOW NoyTe unn no gakcy u T. 4.) 6yayT TwartenbHo pac-
CMOTpeHsbl. [MoTpebutens oXxugaeT 4eTKOro, TOYHOro, aleKkBaTHOro OTBETAa B pa3yMHbl€ CPOKU.

4.5.7 YBepfoMneHne 06 orpaHUYeHNsaX U npepbiBaHUAX

MoTpebuTenb oxunaaeT, YTo OH byAeT yBefOMIEeH 0 BO3HUKHOBEHUM OMACHbIX YC/TOBUIA NN O KaKNX-Nn6o
OorpaHuyeHunsaX, UNn NpepbiBaHNAX NpefocTaBeHns YCyru.

4.5.8 [locTynHOCTb UH(hopMaLum no ycnyre

MoTpebuTenb oxugaeT, 4To BCA MHGopMayms, kacarwanca ny6anyHbIX acnekToB yCyru, B COOTBET-
CTBMU C MECTHLIMU YC/TOBMAMU, BKIKOYAsA pacnpegeneHne 06sa3aHHOCTEN 1 BbINONHEHNe ycnyru, byneT npea-
cTaBneHa B OTKPbITOW 1 Npo3payHoi hopme.

459 MeponpuaTnsa, NpoBOANMbIE B MECTHOM CO06LLECTBO

MoTpebutens oxupgaeT, YTO cUCTEMA KOMMYHa/IbHOTO BOAOCHabXeHnsa 6yaeT B npodhunakTnyeckmx
Lenax npeAoctasnAaTb MHopmaLmio o cebe 1 CBOen AeaTeNbHOCTU, UCMONb3YS A5 3TOF0 MeponpusATUS, Npo-
BOJMMble B MECTHOM co0bLLeCcTBE, UV MPOrpaMMbl MOMOLLM.

4.5.10 YvacTue noTtpebutenei

MoTpebuTenb oXxugaeT, YToO ero yyactue byaeT noowpaTbes 1 6yaeT BO3IMOXHbIM 61arogapsa npospad-
HOMY MpoLeccy y4acTusi 1 npaBy BbIABWKEHWSA Ha NEPBbI NnaH MHTEpPecoB NoTpebuTenei B TakMx BOMpocax,
KakK LieHbl, cTaHAapThl, n3nyeckoe NoAcoeAnHEHNE U Pa3BUTUE anbTePHATUBHON yCnyru.

4.6 3auwuTa oKpyxawuiein cpegbl

4.6.1 O60CHOBaHHOE UCNO/Ib30BAaHME NPUPOAHBIX PECYPCOB

MoTpebuTenb oxnaaeT, YTO onepaTop, OTBETCTBEHHbIN OpraH U KOMNeTeHTHbIe OpraHbl 6yayT cofei-
CTBOBATb M NPMAEPXMBATHCA BCBOEN NpakTuke NpuHLMna 060CHOBaHHOTO MCMO/b30BaHNSA BOJHbIX PeCypCoB,
a TaKxke 4pyrux npupoaHbIX pecypcos.

4.6.2 O4yncCTKa CTOYHbIX BOS

MoTpebutens oxungaet, 4To 6yAeT nponssefeHa aheKTVBHAA U pe3yibTaTUBHAA 0UNCTKA CTOUYHBIX BOA,
nepej BO3BpaTOM UX BOKpYXaloLLyto cpefy. MoTpebutens Takke oXnaaeT, YTo ocafoKk napyrue octatku 6yayTt
YTUAN3MPOBaHbI UKW C BbITOAON NOBTOPHO MCNOMb30BaHbl KaknM-nMb0o cnocob6om, KOoTopbli 6esonaceH Ans
3,0pOBbS HEIOBEKA M OKpYXXatoLLeli cpeapbl.

4.6.3 BnusaHue Ha okpyxatllLyw cpoay

MoTpebuTenb oxmgaeT, 4To Ntobble oTpULaTENbHbIE BANAHUS HA OKPYXaKLWylo cpefy, BO3HMKaLWwme B
pesynbTaTe npefocTaBneHuns ycnyru, 6yayT cBefeHbl K MUHUMYMY .

4.7 MeHepxMeHT B cchepe ob6ecneyeHns 6€30NacCHOCTM M Ype3BblyaliHbiX CUTYaUNii

B cnyyae BO3HMKHOBEHMS Ype3BblYaiHOW CMTyauun, BANAIOLWE Ha npefocTasieHne ycnyrm unm 6eso-
nacHocTb noTpebuTenei, noTpebuTens oXxungaeT, YTo nNpefocTaBeHne ycnyru 6yaeT BOCCTaHOB/IEHO B pas-
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YMHbI€ CPOKM M YTO PUCKM U Heydo6CcTBa OyAyT yMeHbLUEHbl, HACKO/IbKO 3TO BO3MOXHO, B COOTBETCTBUMN C
MECTHbIMMW YCIOBUSAMM AN5 NpefoTBPaLLEHNS:

a) npepbiBaHWii NpeAoCcTaBNeHNS YCyrn BCAeACTBUE NPO6IeM C Ka4eCTBOM U KO/IMYECTBOM:

b) 3arps3HeHns BOAHbIX PECYpPCOB WM OKpYXarLl el cpefbl.

Kpome Toro, B criy4ae BO3HUKHOBEHUS Ype3BblYaiHOi cuTyaLnm noTpebutens 0XxXuaaeT CBOEBPEMEHHYIO
NHg OpMaLmio 0 cnegyoLem:

- XapakTep Ype3BblyaiiHOW cUTyaunm n pucku (B cnyyae nx Hanmums);

- KOHTaKTHble flaHHble npeacTaBuTenelli CUCTEMbl KOMMYHa/IbHOTO BOAOCHAOXEHWS;

- 4TO JO/MKEH AenaTtb NoTpebuTens (ecnn HeobxoamMmo),

- Bpems 10 BOCCTAHOBNEHUA HOPMasIbHOI YCyru n 6yaeT v opraHM3oBaHo NpefocTaBneHne anbTep-
HaTUBHBbIX YCAYT.

5 PykoBoAsilMe ykazaHUs No yA0B/E€TBOPEHUIO HYX/A U OXUAAHWNIA
notpebutenei

5.1 O6wme NonoxeHns

Ycnyra, npegoctasnsemas noTpebutensam, MoXeT 6bITb y/yULLEeHa C y4eTOM HYXA U OXUAaHNA noTpeobu-
Teneid. lnA ux yaoBneTBOPEHNst HEOGXOAMMO ONpeAeNNTb AENCTBUSA, A/11 KOTOPbIX AAaHHbIE HYXAbl U OXnaa-
HUA ByayT ABNATbCA uensMmu. Ecnu 3To He oroBapuBaeTcsl B PYKOBOASALLMX yKasaHusx, cnepyeT 3apaHee
onpeaennTb 3aMHTEPEeCOBaHHY0 CTOPOHY, KOTOPasi OTBeYaeT 3a BbINO/IHEHNE KaX0ro AeACTBMS (KOMNETEHT-
HbIl OpraH, OTBETCTBEHHbI OpraH unu oneparop).

B HacToseM pasgene gaHbl ykasaHus Mo onpeaesieHunio Taknx geinctenii. PesynbtaTbl 4eiicTBuii cnegy-
eT OLeHUTb MO KpUTepuaM, NpescTas/ieHHbIM B pasgene 6.

C yyeTOM pa3nnyHoi CTeneHn 3KOHOMUYECKOTO Pa3BUTUA NPYMEHEHVe NpeacTaB/eHHbIX 34eCb yKasa-
HWIA B NOSIHOM 06BbEME B HEKOTOPbIX CTPaHaxX MOXET OblTb HEAOCTMXMMbIM, B TAKOM C/ly4ae OHW MOTYT BbICTY-
naTb B Ka4ecTBe Lienieil 418 NOCTOSTHHOTO Y/yULLIEHUS.

B nio6om cnyvae npefoctaBneHne Hagnexatum o6pasom ycniyrm notpebutento Bcerga A0/MKHO OCHO-
BbIBaTbCS HA COGMOAEHNN NMPUMEHNMbIX K YCyre 3aKOHOB ¥ MOCTAHOBEHWIA. NPy OTCYTCTBUMN KOHKPETHbIX
3aKOHOB 1 NOCTAHOB/IEHW COOTBETCTBYOLME 3aUHTEpPeCOBaHHbIE CTOPOHbI AO/HKHbI COr/lacoBaTb HE06Xxoau-
Mbl€ YCI0BUS, FapaHTMpyoLLme npeAocTaBneHrne ycnyrn Hagnexawum obpasom.

[ononHuTenbHbIe yka3aHus No MEHEAXMEHTY CUCTEM KOMMYHa/IbHOTO BOA0CHA6GXeHUs, npegycMaTtpu-
BallMe yAOB/IETBOPEHUE HYXA W OXuAaHWA noTpebuteneil, gaHbl B cTaHgaptax WCO 24511:2007 wu
NCO 24512:2007.

5.2 [locTyn K ycnyram BofoCHabxeHuUs

KomneTeHTHble opraHbl 1 OTBETCTBEHHbIE OpraHbl B NpeAenax Tepputopun nx panoHoB 06CnyXnBaHUS
[OJDKHbI ONpefennTb U BHEAPUTb UHCTUTYLMOHASIbHbIE 1 3KOHOMUYECKME NN (OUHAHCOBbIE Mepbl N0 OpraHn-
3aUun cUCTEM NOCTaBOK NUTLEBOW BOAI U YAa/IeHNI0 CTOYHbIX BOA,. CH0A4a MOTYT BXOAUTb MEHE)KMEHT pecyp-
COB. paclumpeHue un3nyeckoin MHPPaCcTPYKTypbl, aflbTEPHATMBHbIE CPEACTBA OUYNCTKN U MOCTaBKN BOAbI UK
cbopa CTOYHbIX BOA A4/151 TeX MOTpebuTeneil, KOTopble HE NOACOEAMHEHbI K CETU.

OTCcyTCTBME NOACOEAVNHEHWNS KOHKPETHbIX MECTHbIX COO0OLWecTB u/unu notpebuTtenein k usnyeckoi
NHPaCTPYKTYpe NUTLEBOIO BOAOCHAGXEHNS U yAaNeHUsa CTOYHbIX BOJ He O3HayaeT OTCYTCTBME YCAYru, K
KOTOpoii Mor 6bl ObITb MPUMMEHEH HacTosWwwui cTtaHgapT. CnegyeT paccmatpuBaTb Apyrue BapuaHTbl
npefocTaB/ieHuns yCayr, HanpuMep:

- CKBaXXWHbI;

- Mo6unbHasA focTaBKka NUTbLEBOW BOAbI,

- perynupyembie aBTOMaTbl ¥ MyHKTbl MMTbEBOr0 BOAOCHAOXEHNSA:

- ybopHble;

- OTCTOWHMKY;

- yAaneHue ocafika 13 oTCTONHMKA M TpaHCNOPTUPOBaHWE;

- Opyrue oopMbl NpeoCTaBIeHUs YCyru, BKIOYasi camocHabXeHue Ha MecTe.

KomneTeHTHble opraHbl M OTBETCTBEHHbIE OPraHbl A0/MKHbI NMPeANPUHATL Mepbl N0 06ecneyeHno 06bek-
TUBHOTO M 3KOHOMUYECKM BO3MOXHOI0O A0CTyna. T Mepbl MOTYT BKAOYaTb rpaHTbl (B TOM Yncie NOMOLLb B
noACcoeAUHEHNN AN MaNOUMYLLUX), CCYbl, COLManbHble Tapudbl (B TOM YMC/ie BO3MOXHbIE TapudHbie 6/10kM
C HyNeBOli CTaBKOM ANs caMblX 6e4HbIX), cybcnanm, nepekpecTHble Cyocnanun Mexay foMallHUMU X0381icTBa-
MU C pa3HbIMW YPOBHAMU AOXOA0B UK ApYyrue Buabl hrHaHCOBOW MOMOLLK.

OTBeTCTBEHHbIE OpraHbl 4O/HKHbI NPEANPUHATL Mepbl N0 06ecneyveHunio 4oCTyna BCeM Nob30BaTeNSAM K
focTaToO4HOMY 06beMY BOAbI 4119 YA0BNETBOPEHUSA OCHOBHbIX Ye/10BEYECKMX NOTPE6GHOCTEN B COOTBETCTBUM C
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MECTHbIMW YCNOBUSIMU W KOHCY/bTaLMsIMW OpraHoB, OTBETCTBEHHbIX 3a CaHMTapHbI Haasop. Mpu Beibope
TaknMx Mep. KOTOpble MOTYT HOCUTb BPEMEHHbIV XapakTep, cneayeT npuHUMaTh BO BHUMaHWe 3aTpaTtbl M adhdek-
TUBHOCTb MEepeKpecTHbIX cybcuanii mexpy notpebutensiMm v (OUHAHCOBYIO XM3HECNOCOGHOCTb 1
YCTOWYMBOCTb YCNYIL.

5.3 TlpepocTtaBneHne ycnyru

5.3.1 BpemAans nogroTOBKM K NpefocTaB/eHU0 HOBOM yCNyrn

Cunctema KOMMYHaIbHOr0 BO4OCHA6XEeHWA [0/KHA YCTaHOBUTbL CTaHAAapTHOE BPeMs 419 NOATOTOBKM K
npeaocTaB/ieHNo HOBOW yCNyry B CETEBbLIX CUCTEMAX M CTPEMUTLCA CO6M0AATL 3TOT BPEMEHHOW nepunog ans
BCEX NOCTOSAHHbIX NOACOEANHEHNIA.

[lnsa Bcex cuctem J0/KHA OblTb BO3MOXHOCTb OLEHUTb U COO6LWUTL NOTPEBUTENIO, CKOSIbKO BPpEMEHU
notpebyetcs, 4ToObl BHEPUTbL HOBYIO YCYTY UM YCTAHOBUTL HOBOE coefMHeHne. OLeHKa [0/KHa BKIloYaTb
Takke pasyMHbIli 4ONYCK Ha 3a4ePXKN UK HenpeaBUAEeHHbIe 06CTOATENbCTBA HA MECTE, KaK OTOBOPEHO HUXE:

- CTaHgapTHOe BpeMs onpefensercs Kak nepunog ¢ MOMeHTa 3aBeplLueHns noTpebuTtenem npoueaypsbl
nogaun 3asBky 0 MOMEHTA, KOrga ycnyra cTaHOBUTCA AOCTYNHOI NOTpebutenio;

- npoueaypbl NoAaun 3asBKM YETKO ONpeAenaloTCa CUCTEMOW KOMMYHa/IbHOr0 BOAOCHaOXEeHUS.

Mpy oTcyTCTBUM TPY6ONPOBOAHON CUCTEMBI NOTPeOUTENs cnepyeT NPponHopMrpoBaTb O TOM. Korga
6yAeT NpefocTaBNATLCA yCayra — nocfe paclnpeHns CyLecTByoLein MHAPaCTPYKTYpbl UK NOCPEACTBOM
anbTepHaTUBHbIX CMOCO60B.

5.3.2 PeMOHTHbIe paboThl

Mpv npoBeAeHUN N1IaHOBOr0 PEMOHTA CUCTEMa KOMMYHa/IbHOTO BOA0CHa6XeHNs fo/MKHA 3apaHee npo-
MHhOpPMMpOBaThL TEX MNOTpebuTenei, Ha NpegocTaBNeHNe yCayrn KOTOPbIM BAVAIOT PEMOHTHbIE paboThl, O
npuéaN3NTENLHOM BPEMEHMN U NPOAO/IKUTENBHOCTU NPepbIBaHNUA ycnyrn. Ana HesannaHnpoBaHHbIX PEMOHT-
HbIX PaboT, KOTOPbIE BAUAIOT HA NpeAocTaB/eHne YCyr, cuctema JosmkHa NPUHATL Mepbl N0 MHOPMMpoBa-
HWIO nocTpagaBlinmx notpebuTeneil o npubAM3NTENBLHOM BPEMEHW BOCCTAHOB/IEHNS HOPMasbHOro
npegoctasneHus ycnyru. [pu npoBeAeHUn NoObIX PEMOHTHbIX paboT cucTema KOMMYHanbHOro
BOJOCHa6XeHMA f0MKHA MUHUMU3MPOBAaTb HeyA06cTBa 418 noTpebuTenei.

5.3.3 UeHaycnyru

Onepatop, OTBETCTBEHHbIV OpraH W KOMNETEeHTHblE OpraHbl [O/HKHbI CTPEMUTLCA K NPefocTaBNeHnto
yCnyru no cnpasefinBoli LeHe. ns onpefeneHns Takoi LeHbl cnefyeT NpuHMMaTh BO BHUMaHWe cneyoLme
3N1EMEHTBI:

- 3KOHOMMYecKas [JOCTYMHOCTb;

- 06Llue 3aTparsl;

- UCTOpUYECKNE YPOBHU LiEH U MHIALNS;

- HopMma npubbIK:

- B/IMSIHVE Ha BO3MOXHOCTb MO/Ib30BaHNSA BOLOWA.

Ona NnpuHATMA NOTpebrTenammn cnpaBeMBON LieHbl MOXeT noTpe6oBaTbCa MHGOpPMUpoBaHve o6LLecT-
BEHHOCTWN O KOMMOHEHTax LeHbl W CTeneHu, B KOTOPOW 3aTpaTtbl Ha NpefoCcTaB/eHne YCyru noKpbiBalTCA
NoCTynJeHnsiMmn oT noTpebutenei.

CnepyeT onpefennTb CTeneHb, XapakTep U LieNlb COOTBETCTBYIOLLMX CybCnAania, Tak Xe kak u ntobble pac-
YyeTbl MO 3KOHOMUYECKOW AOCTYNHOCTM ANA noTpebuTeneii. CnegyeT npeoctaBnTb U MHGOPMaLMio 0 hakTo-
pax. BAUAIOWMX Ha KonebaHus LeHbl (Hanpumep, pocT U3fepXek NPou3BOACTBa, 3aTpaTtbl Ha NpuBAeYeHne
KanuTana, 3akoHbl ¥ NOCTaHOB/IEHNA 06 OXpaHe OKpyXaroLeii cpefbl, YpesBbluaiiHble CUTyauun, paclumpeHne
ceTell, KAY4eCTBO U AOCTYNHOCTb BOAbI, HAMOrK).

5.3.4 O6beM nNocTaBkM NMUTLEBOW BOAbI

Onepatop, OTBETCTBEHHbIA OpraH U KOMMNEeTEeHTHble OpraHbl AO/DKHbI MPUIOKUTL BCE YCUINA, YTOObI
o6ecneynTb yA0BNETBOPEHME TEKYLLEr0 cnpoca Ha BoAy. Co CBOe CTOPOHbLI NOTPE6GUTENN AO/MKHbI CTPEMUTb-
cA K paymoHanbHoMy 1 adhheKTMBHOMY MCNO/b30BaHNI0 BOAbI, U UX AEACTBUA B 3TOM HanpaB/ieHNn JOMKHbI
CTUMYNNPOBATb ONepaTopa, OTBETCTBEHHbIA OpraH v KOMNeTEeHTHbIE OpraHs.l.

Onepatop, OTBETCTBEHHbIi OpraH WA KOMNETEHTHbIE OpraHbl JO/MKHbI NPOU3BOAUTL OLEHKY 06bema
6yayLero cnpoca. Ha ocHoBe Takux OLLeHOUYHbIX pacyeToB JO/MKHbI ObITb OPraHN30BaHbl HafEeXHbIe 1yCToNYK-
Bble NOCTaBKM MMTbEBOI BOAbI B byAyLlem AN yA0BNeTBOPEHMS cnpoca.

5.3.5 KauyecTBO NUTbLEBOI BOAbI

Onepatop, OTBETCTBEHHbI OpraH Wuau KOMMNeTeHTHble OpraHbl AO/KHbI NpefoTBpaLiaTb NocTaBKy
TaKol NMTbEBO BOAbI, KOTOpasi MOXET 0Ka3aTb narybHoe BAUsSHNE Ha 340Pp0BbeE MI0AEN, NCNONb3YHOLLNX TaKyH
Bogy. OnepaTtop, OTBETCTBEHHbI OpraH W/WAM KOMMNETEHTHblE OpraHbl AO/HKHbI PEryispHO OCYLLecTBASATb
3a60pbl MaHann3 Npo6 BoApl BONpeAeeHHbIX ToUKax, BK/IH0Yas TOUKM MCMO/b30BaHMUSA, YTOObLI onpefenuTb ee
6€e30MacHOCTb A1 UCMO/b30BaHUA Y NOTPEBIEHUS YENOBEKOM.
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B pe3ynbTarte Takoro aHann3afokHO BbISABASATLCA COOTBETCTBUE TPE6OBAHNAM NPUMEHSAEMbIX 3aKOHOB
1 NOCTAaHOBEHWA. Mpy OTCYTCTBMM Taknx 3aKOHOB U NOCTAHOB/IEHU NUTbEBAs BOAA [O/MKHA, Kak MUHUMYM,
COOTBETCTBOBATH yKkaszaHWAM BcemMypHOI opraHm3anmmn 34paBooXpaHeHus.

OnepaTop, OTBETCTBEHHbIA OpraH W/MNM KOMMNETEeHTHble OpraHbl AO/HKHbI 06ecneunTb AOCTYNHOCTb
pe3ynbTaTtoB 3TUX aHaNn30B 414 NoTpebuTeneii v BKIOYaTb B PerynspHbIii oTYeT (Hanpumep, rofoBoN 0THET)
KpaTkvne cBefieHVs 0 KayecTBe BOAbI U Kakux-n1nbo CBSA3aHHbIX C 3TUM Npobaemax.

Ecnu B pesynbTate ypesBblYaiiHOW CMTyaLuMn BO3HUKAET Kakoli-nmbo BbIGPOC B pacnpenenutesibHyto
CUCTEMY MMTbEBOr0 BOAOCHAOXEHMWSA, KOTOPbI/ MOXeT nary6Ho ckasaTbCsl Ha 340pOBbe MI0Ael, cucTema KoM-
MYHa/IbHOr0 BOAOCHAGXEeHWA WA Apyroli 0TBETCTBEHHbIW opraH npeAnpuHYMaloT Bce BO3MOXHbIe Mepbl MO
yAaneHuio 3apaxeHHoW BoAbl M3 cucTeMbl. Ecnn Takoe yganeHne HEBO3MOXHO, CUCTEMa KOMMYHasIbHOro
BOAOCHAOXEHNsA, KOMNETEHTHBIA opraH Wan Apyro OTBETCTBEHHbIA OpraH MHOPMUPYIOT NOTEHUMaNbHbIX
noTpe6uteneli 0 BO3HWKLLUX pUCKax v NpefoCcTaBsAlT UM afbTepHaTWBHbIe CPefCcTBa NOCTaBKW MUTbLEBOI
BOAb!.

5.3.6 3cTeTnyeckne xapakTepucTnkn BoAbl

CucTtema NUTbEBOro BOAOCHAOXEHNA AO/MKHA BHEAPATb MEPbI, 3KOHOMUYECKM Npuemaemblie AN noTpe-
6uTenaun obecneunsarLLie NOCTaBKy BObl, y,0B/1€TBOPAIOLLEN 3CTETUUYECKM TPe60BaHNAM, Ha pErynspHOi
ocHoBe. Cuctema nMTbEBOro BOAOCHAOXEHNS OTCeXMBaeT Xaobbl HaKayecTBO BOAbl, HECOOTBETCTBYHOLLEE
acTeTnyeckum TpeboBaHnaM (Mo BKyCy, LLBETY ¥ 3anaxy), W/unm npoBoaunT perynsipHbie onpockl noTpebuTeneii
OTHOCUTEJ/IbHO 3CTETUYECKNX XapakTePUCTUK BObI.

Cuctema KOMMYHaNbHOro BOA0CHA6XeHNA BHeAPSET Mepbl, 3KOHOMUYECKM NpUemMaemMble A8 noTpebm-
Tena v MUHUMU3UPYIOLLUE NOSIBNIEHNE HEMPUATHBIX 3anaxoB, CBA3aHHbIX CO CTOYHbIMU BOAAMMU.

5.3.7 [laBneHne npu nocTaBke NUTbEBOI BOAbI

Korga nutbeBas Bofa nocTtaBnseTcs yepes ceTb TPy60NpoBOLOB, CUCTEMA KOMMYHA/IbHOTO BOAOCHA6-
XeHVsa [o/mKHa o6ecneynTb oCTaTOUHbI YPOBEHb AaBNeHUs BOAbl U NPoMHOpMUpoBaTh notpebuTeneii o
MUHUMaSIbHOM M MakCMMasibHOM YPOBHAX AaBneHns. B nio6om cnyyas cructema obecneynBaeT Takoe COCTOSA-
Hve Tpy6onpoBOAOB, KOTOPOE He NPeNnATCTBYET NOAAEPXaHNI0 TpeOyeMbIX ypOBHEWR faBNeHuUs.

5.3.8 HenpepbIBHOCTb NOCTaBKN NUTbEBOW BOAbI

CucTtemoli KOMMYHaIbHOr0 BOAOCHaGXeHNs npeanprHMMaloTCs Bce HeobxoAnMble Mepbl No o6ecneye-
HWI0 MOCTaBKM NUTLEBOI BOAbI HA NOCTOSIHHON OCHOBe. EC/iM 3TO HEBO3MOXHO, NOCTaBKa A40/HKHa NPOU3BO-
AVTbCA TaKMM CNOCO6OM, KOTOPbIN ABASAETCA NpYemMIeMbIM A5 noTpebuTeneil.

Cuctema Takxe npegnpvHumaeT Bce HeOOXoANMble Mepbl, YTOObI CBECTU K MUHUMYMY BAUSHME TakuxX
Co6bITHIA, Kak cb0ii B paboTe CUCTEMbI U MPOBOAVIMbIE PEMOHTHbIE UM BOCCTAHOBUTE NbHbIE PaboTbl, NPUBO-
AAlMe K NpepbiBaHNIo NOCTaBKN NUTLEBO BOAbI NOTpebuTensaM. Cuctema Ao/xHa CBOEBPEMEHHO NHOPMU-
poBaTb nNoTpebuTenei o npepbiBaHUN NOCTABKM.

B cnyyae HeceTeBOW NOCTaBKW NUTLEBOI BOAbI CUCTEMA KOMMYHa/IbHOTO BOAOCHabXeHNs obecneymBa-
eT NoCTaBKy NUTbLEBOI BOAbl HA PErYNAPHOKA OCHOBE 1 MHAOPMUPYeT noTpebuTeneii o Toukax, MHTepBanax u
BPEMeHU nNpeAocTaB/eHNSA MMTbEBON BOAbI.

5.3.9 OxBaTMAOCTYNHOCTb YCAYr NMTLEBOTr0 BOAOCHa6GXeHUSA

3a reorpaduyeckunii oxeart ycnyr NMTbeBOro BOLOCHA6GXEeHNS 0TBEYaloT KOMNETEHTHbI OpraH n oTBeT-
CTBEHHbIVi OpraH, KOTopble JO/MKHbI NPUHUMATL BCe pa3yMHble MOPbI, YTOObI NPeAoCcTaBnATb YCyrn Ha cnpa-
BEA/1MBOIi OCHOBE B paMKax BCEX CEe/IbCKUX W FTOPOACKAX PAiOHOB N MEXAY HAMWU. NS uenn MmakcuManbHoro
oxBaTta MOryT noTpe6oBaTbCs pasHble MeTOAbl LOCTaBKW YCYr B COOTBETCTBMUM C MECTHLIMMW YCIOBUAMU.

Ecnn HaceneHve nonyyaet ycnyrm He nocpeficTBOM ceTu TpybonpoBOAOB, OTBETCTBEHHbIN OpraH
cocTaBfsieT N/1aH NpefocTaBfeHNsa yCnyr HAOCHOBE aNlbTePHATNBHbIX CPEACTB, TaKUX KaKOOLLeCTBENHbIE NMyH-
KTbl BOJOCHA6XEHMWSA, aBTOLMCTEPHbI U T. 4. MpeanonoxeHyne o TOM. 4TO reorpaduyeckuii painoH MoOXeT BbITb
HEBbIFOHbIM C KOMMEPYECKON TOUKN3PEHMWSA. He OKHO ABNSATLCA MPENATCTBMEM A5 NPef0CTaBNeHNsA yCyr.
[nanasoH BO3MOXHbIX MOAeNei npefocTaBneHns ycnyr 4Oo/MKEeH BKIOYaTb HU3Ko3aTpaTHble albTePHATUBbI 1
LieHbl, a4anTUpoBaHHbIE K 9KOHOMUYECKW HEBbLITOHbIM 30HaM C NePCNEKTUBON pacLUMpeHnsa oxsarta yCnyr.

O6beM NUTLEBOW BOAbI, AOCTYNHbIA NOTPEOGMTENIO, AO/MKEH MO KpaliHei mepe COOTBETCTBOBATbL OCHOB-
HbIM TpeboBaHMAM NoTpebuTens, onpegeneHHbIM BceMMpHO opraHnsauvein 3npaBooXpaHeHns, U rapaHTu-
poBaThb 3aWuTy OT 60/1€3HeN, CBA3aHHbIX C HEXBATKOI U NI0XMM Ka4eCTBOM BOfpbl.

OxBaT W AOCTYNHOCTb YCAYr AO/IKHbI OblTb NPYEMAEMbIMIA C 3KOIOTMYECKON U PMHAHCOBOWN TOuek
3peHus.

5.3.10 OxBaT 1 AOCTYNHOCTb YCNYT N0 yAaNeHUo CTOYHbIX BOS

3a reorpadmyeckunii oxsaTt yCnyr no yAaseHnto CTOYHbIX BOJ OTBEYal0T KOMNETEHTHbIN OpraH 1 oTBeT-
CTBEHHbIli OpraH, KOTopble A0/MKHbI NPUHMMAaTb BCe pasyMHble Mepbl, YTOObl NpeaoCcTaBNATb YCAYry Ha cnpa-

14



FOCTP MCO 24510—2009

Be//IMBOVi OCHOBE B pamkKax BCeX Ce/ibCKNX 1 FTOPOACKNX PaioHOB 1 Mexay HUMK. A Lenn makcvManbHoro
oxeaTa MOryT noTpe6oBaTbCA pasHble MeTOAbl MNPefoCTaB/eHUs YCnyrm B COOTBETCTBUMM C MECTHbIMU
yCNoBUSAMMU.

B Tex mecTtax, rae felicTByOT cucteMbl Tpy60NpoBoA0B A5 c6opa CTOUHbIX BOZ, cnedyeT KOHTPOMpo-
BaTb Ka4ecTBO YCTAHOB/EHHbIX COeAMHeHWli n cbpacbiBaeMbiX CTOYHbIX BOA. CuCTeMa KOMMYHanbHOro
BOAOCHaOXEHNA [O/KHA YeTKO MH(POPMUpPOBaTb NOTPebuTENEn 0 TOM, UTO MOXHO NYTO HeNb3s copackiBaTh B
KaHanu3aunoHHble Tpy6onposoAbl. MoTpebutenu fomxHbl cobngaTe aTn TpeboBaHus.

Ecnu HaceneHune nonyyaeTycnyry He nocpeAcTBOM CeTu Tpy60npoBOAOB, OTBETCTBEHHbIV OpraH niaHu-
pyeT npefocTaBnsATb NOTPebnTeNnsam anbTepHaTuBHbIe hopMbl c6Opa MOYNCTKM CTOYHBIX BOA, Takne, kakybop-
Hble. CenTuK-TeHku. lMpeAnonoxeHve o TOM. 4YTO reorpaduyeckmii paioH MoOxXeT O6biTb HEBbLIFOAHLIM C
KOMMepYEeCKOV TOUKM 3pEeHNs, He JO/KHO ABNATLCA NPENnATCTBUEM AN NpefocTasneHns ycnyru. [lnanas3oH
BO3MOXHbIX Moeneli NnpefoCcTaBNeHUs YCyru fAO/MKEH BKIOYaTh HU3KO3aTpaTHblE albTepHaTVBbl U LieHbI,
afanTupoBaHHble K 9KOHOMUYECKN HEBLITOAHbLIM 30HaM C MePCneKTUBOI pacLuMpeHns oxeata yciyru.

Cuctema yaaneHus CTOYHbIX BOA A0/KHA paspaboTaTb U BHEAPUTb NporpaMMy akcnayarauum n obeny-
XWBaHWUA ANS PEMOHTA WM BOCCTAHOB/IEHUSI aKTUBOB, YTOObI 06ecneynTb NOTPebUTEN0 BO3MOXHOCTL cOpoca
CTOYHbIX BOJ, /N OCafKa 13 OTCTOVHWMKA.

Takxke cucteme yganeHus CTOYHbIX BOA crefyeT ob6ecneuntb HafexHoe npegocTasfieHne ycnyrm v
CBECTM K MUHUMYMY He3annaHnpoBaHHble NpepbiBaHNs ee NpefocTaBeHns, NpenaTcTBylowme noTpebuTento
0OCYLLLEeCTBIATL COpOC.

OxBaT U AOCTYNHOCTb YCAYrM AO/KHbI ObiTb MPUEMIEMbIMU C 3KONOTMYECKOW U (DMHAHCOBOI Touek
3peHuns.

5.3.11 3aTonneHve 06bEKTOB HEABUXUMOCTN CTOYHbIMWU BOAMM

Cuctema KOMMYHanbHOT0 BOAOCHA6XEeHNSA A0/KHA NpeAnpuHMMaTh BCe pasyMHble Mepbl, YTOObI cBeC-
TV K MUHUMYMY PUCK 3aTOMNIEHNS CTOYHBIMY Bogamu. CrcTemMma KOMMYHaIbHOTrO BOJOCHAGXEHNSA UV MECTHBI
KOMNETEHTHbI OpraH NpeAocTaBAAoT YeTKyo MH(hOPMALIMIO O pUCKax 3aTonneHns CTOYHbIMU BOAAMM B paiio-
He 06CnyXnBaHus 1 Mepax, KoTopble NoTpebuTenn n Bnagesnblibl 06BEKTOB HEABMXMMOCTW MOTYT MPUHATD,
4YTO6bI MUHUMWU3UPOBATL BO3MOXHOE B/IMSIHME 3aCOPOB WM 3aTonfeHus (Hanpumep, Haanexaiuii cépoc
CTOYHbIX BOA. HEOOXOAMMble BHYTPEHHUE YCTAaHOBKM, UCMOMNb30BaHNE HEBO3BPATHbIX KnanaHOB, HACOCHbLIX
ycTaHoBOK). OnepaTtopy cnegyeT paspaboTarb NiaH OTBETHbIX AeCTBMI1 Ha cnyyali cboeB B paboTe cUCTEMBI
yAaneHns CTOYHbIX BOA,

5.4 YnpaBneHve KOHTpakTaMu 1 BbiCTaB/ieHNe CYeTOB

5.4.1 BO3MOXHOCTb 3aK/Il0YEHMNS ACHOTO M MOHATHOrO corflalweHuns ob ycnyre

Cuctema KOMMYHanbHOrO BOAOCHAGXEHUS A0O/MKHA 3aKnloyaTb ¢ NOTPEOUTENAMN ACHbIE U NMOHATHbIE
cornawenus 06 ycnyre Ha cnpase/vBbix ycnosusx. Cornawerune 06 ycnyre fO/KHO BKIOYATb YeTkue ngoc-
TYNHbIE YCNI0BMA 1 COOTBETCTBOBATL TPEGOBAHNAM NPUMEHUMbIX NOCTAHOB/IEHWI 1 PYKOBOAALLUX yKa3aHuWii. B
no6om cnyyae HeT HeO6XOANMOCTH B MHAVBUAYaNbHbIX NN NMMCbMEHHbIX KOHTPaKTax.

Ecnv cuctemoit KoMMyHanbHOro BOA0CHAa6XEeHNS NCNO/b3yeTCs cTaHAapTHOe cornawexve ob ycnyre,
OHO J0/HKHO BbITb 4OCTYMNHO 415 06LLEeCTBEHHOCTU.

Ecnu cnctema npeanaraet BHECTU N3MEHEHNSA B CYLLLECTBYOLLEe corfalleHne 06 ycnyre, KMeHTbl fOK-
Hbl NOSTYYNTb YBELOM/IEHNE O MOAPOGHOCTAX BHOCHMbIX U3MEHEHWI N UMETb BO3MOXHOCTb BblCKa3aTb CBOM
KOMMEHTapMmn No OKOHYaTeTbHOMY PELLEHNIO.

Cunctema gosmkHa NoAroToBUTb M caenatb AOCTYMHbIMU ANA NoTpebutenein npoueaypbl 3akNi04eHns un
aHHY/IMpOoBaHMWA cornatleHunii. Mpoueaypbl aHHYIMPOBAHUS A0KHbI 6bITb NPOCTLIMU.

5.4.2 TOYHOCTb NpKU BbICTABNIEHUN CYETOB

Cunctema KOMMYHalbHOrO BOAOCHAGXEHWSA AO/MKHA NPUHATL BCE HEOBXOAVMMbIE Mepbl, YTOObI 06ecne-
YNTb TOYHOCTb NPW BbICTABIEHNMN CYETOB K/IMEHTaM. B cnyyae xanobbl Ha TOYHOCTb CHETUMKA, UCNOMb3YEMOro
ANna n3mepexus notpebnexuns ycnyru, onepaTopy c/iegyeTt NpoBeCTW NMPOBEPKY CYETUMKA U 3aMEHWUTb €ro npu
HeobxogmmocTu. CnegyeT paspaboTarb YeTKyo NpoLesypy BHECEHNS KOPPEKTUPOBOK B Crlyyae oLWmnbku, cTa-
BsLLEeli NOTpebuTens B HEBLIFOLHOE NOOXEHNE.

Ecnu cueTta BbICTABMATCA HA OCHOBAHWUM L PYrMX METOAO0B, OT/IMUYHBIX OT CHATUIA NOKa3aHUi cHeTumnka,
onepartop fO/MKEH faTb NOSCHEHWS N0 OCHOBE A1 PacHeTOB M NPeAyCMOTPETb MEXaHW3Mbl, NpeAoTBpaLLar-
Lme nosiBneHne ownboK UM HecooTBETCTBMI B cueTax. B 3aBMCMMOCTM OT YC/10BMiA cornalieHuns o6 ycnyre B
c/lyyae HEeBO3MOXHOCTM OCYLLLECTB/IEHUA MOCTaBKM CyMMa cyeTa [0/KHA 6biTb YMEHbLLEHa COOTBETCTBYHO-
LWym obpasom.

5.4.3 OTBeTbl Ha Xanobbl No cyetTam

Cuctema KOMMYHa/IbHOTO BOAOCHAGXEHUSI [O/MKHA B pasyMHble CPOKM AaTb CBOEBPEMEHHbI OTBET
3aperncTpMpoBaHHOMY NOTPe6uTenio, B KOTOPOM 06BbACHAETCA UM pellaeTcs npobaema unm yaosneTsops-
eTcs xanoba.
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Cuctema fo/mkHa npuaepXxuBaTtbcs obsa3arenbcTBa (KOTOPOe MOXET 6bITb BK/ILOYEHO B cOrlalieHne 06
ycnyre), orpaHMynBaroLLero MakCMMasabHoe BpeMs 11 0TBETa Ha Xasnobbl Mo cyeTam.

B 3aBMCUMOCTM OT YC/I0BUIA cornalleHus 06 ycnyre cuctema Ao/HkKHa paccmaTpuBaTh leHeXHble BOMNpo-
Cbl. BO3HMKatOLLME B CBA3M C OLLMGKaMu B CHETAX, U BIHOCUTL MO HAM NMpUeMIeMble peLleHuns.

5.4.4 ACHOCTb BbICTaB/IEHHbIX CYETOB

CncTtemMoll KOMMYHaNbHOTo0 BOAOCHAGXEHNA UCNOMb3yeTCs CUCTeMa BbiCTaBeHUs cyeToB (bunnuHro-
Bas CMCTEMA), BbINUCbIBAKOLLAsi NOTPe6UTENsiM cyeTa B 6YMaXHON hopMe nnv B INEKTPOHHOM BUAe, Unu apy-
rme cpeacTBa, NPy 3TOM cYeTa A0/MKHbI 6bITb TOYHBIMU, MOHATHLIMW, CBOEBPEMEHHbLIMY 1 MOMHLIMU.

Cuctema npefocTasiseT noTpebutensam nogpo6Hyo MHhopMaLuio 0 CTPYKTYPe 1 COAepXaHUn CHeToB.
OTa uHgopmaLms fo/KHa 6bITb AICHON, MOHATHON, UCNO/b3YHOLLE NPOCTOW A3bIK MOAHO3HAUYHbIE NpecTaBe-
H¥A. MprMepbl AOKYMEHTOB, KOTOpPblE MOTYT 6bITb MCNOJ/Ib30BaHbl, YTOObI NPeAoCcTaBuTb NOTPeEOUTENSAM 3Ty
NHdOpMaLMIo, BKNIOYAKT NepeyeHb TapudoB, ONUCaHUSA YaCTHbIX Clyvyaes U T. 4.

Ecnv gnsa pasHbIX ycnyr Mcnosib3yeTcs O4UH 06LLNiA CHET, COBMECTHbIN Cycyramu nUTbeBOro BOA0CHA6-
XEHUSA v ycnyramm no yaaneHuio CTOYHbIX BOA,. COAEPXaHne A0/MKHO YeTKO pasinyatbCs 1 Kaxaas ycayra
[OJ/KHa 6bITb YETKO ONpeaeneHa.

5.4.5 Cnoco6bl onnarthl

Cnctema KOMMYHaslbHOr0 BOAOCHAOXeHUS [0/KHA MPUHATL HEOBX0AMMbIE MepbI, ynpolyanLyme ocy-
LlecTBIEHME NNaTexel NoTpebnuTensiMm, NoCpPeCTBOM:

a) perynsipHoro BbiCTaB/IEHNS CUETOB;

b) BO3MOXHOCTU BblI6Opa 1 rMBKOCTU CNOCO60B onnathl;

C) 4YacToTbl NnaTexe;

d) MmHUMYMa Hey[o6CTB (HanpyMep, OTHOCUMTETbHO MECTOHAXOXAEHNA TOUEK BHECEHMWSA NNATEXen unu
Ha/IMunsa 4/IMHHbIX ovepeaen).

B cooTBeTCTBUN C MECTHBIMM 06bIYAAMM U MPAKTUKON CNOCO6bI ONaThl MOTYT BKOYATb:

- Ha/M4HblE:

- Yeku;

- 6aHKOBCKMIi nepeBog;

- npegBapuTeNbHO OnJlaynBaeMble «Mapku No ycayram BOA0OCHaGXEHNA»;

- KpeauTHblEe KapTbl:

- Apyrue cnocoosbl.

CnepyeTt yunTbiBaTh, UTO HAaUMEHee 06ecneyeHHbIe KTMEHTbI NPEANOYNTAT BHOCUTL YacTble NaaTexu
Ha He6Oo/bLLMeE CYyMMbI, U perynpoBaTb CUCTEMbI BbICTAB/IEHNS CHETOB Cy4YeTOM 3TOro paktopa, ecv 370 BO3-
MOXHO.

CnepyeT BECTV y4eT BHECEHNS NnaTexei ¢ BO3MOXHOCTbIO A8 NoTpebuteneil NnpoBeprTb BHECEHHbIE
naaTeXun OTHOCUTENbHO BbICTABNEHHbIX CHETOB.

5.5 MopaepxaHne XOpOLNX OTHOLWEHWIA Cc noTpebuTenamu

5.5.1 O6uwme nonoxeHus

CucteMa KOMMYHa/IbHOTO BOZOCHAGXEHMA B CBOElW AEATE/IbHOCTM [A0/IXHA ONMpaThCs Ha OXUAAHWA
notpebutenei. OHa AO/HKHA BHEAPUTb NPOLeAypbl, HanpaB/ieHHble Ha NoAAepPXaHNe XOPOLINX OTHOLLEHUIA 1
yyacTue notpebutenei. 4nsa o6LieHns ¢ NOTPebUTENsAMY Ao/HKHA BbITb NPefoCcTaB/IeHa KOHTaKTHast MHAop-
Mauus. CucTeme KOMMYHa/IbHOTO BOAOCHaGXeHWs crnefyeT Takke paspaboTatb npoueaypbl 06paboTkm
3anpocoB noTpebuTesneit, N03BoONAKLWNE AaTb NOSCHEHNS U/MNKN pewwnTb NpobieMy B pasyMHble Cpokn. Takue
npoueaypbl AOMKHbI rapaHTMpoBaTh NOTPEOUTENIO KOHPUAEHLNANBHOCTb, OHW BbINOHAKTCS NEPCOHAsIOM,
UMEILLUM AOCTYN K TEKyLLel MHhopMaLum.

Cuctema fonxHa npuaepxusaTtbcs obsa3aTenbcTBa (KOTOPOe MOXET 6bITh BK/TIOYEHO B cornalleHne o6
ycnyre), orpaHMynBaloLLEero MakcMMaibHOE BPEMS AJ/151 OTBETA Ha 3anpochl.

5.5.2 NMucbMOHHbIO 06paleHns

Cnctema KOMMYHa/IbHOrO BOAOCHaGXEeHNs [0/MKHA onpefennTb BO3MOXHble POpMbl NMUCbMEHHOTO
06LLeHus, afanTMpoBaHHbIe KHYX4aM NoTpebuTeneil, naaBaTb0TBET B pasdyMHble Cpoku. OHa Ao/mKHa faBaTb
nprvemaemble OTBETbI N PeLLEHUS.

Cuctema flo/xHa NnpuaepXxuBaTbcst 06s13aTenbcTBa (KOTOPOE MOXET 6bITh BK/TKOUEHO B cOrlalleHne o6
ycnyre), orpaHMynBaroLLero MakcMaabHoe BpeMs 415 0TBeTa B C/lydae NMCbMEHHbIX 06paLLeHuii.

5.5.3 O6pauieHuns no tenegoHy

Ecnn TenechoHHas cBfA3b AOCTYMHA, CUCTEMA KOMMYHa/IbHOrO BOAOCHabXeHMs Ao/mkHa obecneunTb
Hanuume cnyx6bl, 0OTBEYatoL el Ha NPUHATLIE TeNedOHHbIE 3BOHKN B pa3yMHbIe CPOKM, a Takxe paspaboTatb
nprvememMble peLLEHUS WU OTBETbI NOTPEBGUTENAM.

TenedoHHasa cnyxba Ao/mkHa 6bITh B Nt060e BpeMs AOCTyNHA A5 0TBETa Ha 3BOHKMN O Ype3BblYaiHbIX
cuTyaumsax. Cuctema fo/kHa npuaepxmnsaTbcs 0683aTenscTea (KOTOPoe MOXET 6bITb BK/OYEHO B cornatue-
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uve 06 ycnyre), orpaHMyMBaloLLEero MakcumasibHoe BPeMs OXMAAHUS 1 MakcumarbHoe Bpems A5 oTseTa B
cnyyae obpaLleHuii no TenedoHy.

B paiioHax, rge TenetoHHasn cBA3b HEAOCTYMNHA, CUCTEME cefyeT obecneynTb anbTepHATUBHbIA Bapu-
aHT 4115 0TBETa Ha 3anpockl noTpebuteneli nam pearnpoBaHns Ha COOOLLEHUNS O Ype3BblYaiHbIX CUTyaumnaX.

5.5.4 BusnTbl noTpebuTens B 0pucbl CUCTEMbI KOMMYHa/IbHOTO BOAOCHabXeHUA

Cuctema KOMMYHa/IbHOTO BOOCHAGXEHUS AO/KHA UMETb onpeAeneHHy0 MHPPaCcTPyKTypy Ans npre-
ma noTpebuTeneil. CnegyeT ycTaHOBUTL paboune yachl, KOTopble JO/MKHbBI CO610AATLCSA, U pa3yMHOE U XOPo-
O perynvpyemMoe BpeMs OXuAaHusa Ans nocetutenei. Mpuem Ao/KeH NPOBOAWUTLCA B YAOOHbIX ANA
notpebuteneii opucax. B cenbCckux uamM MasioHaceNeHHbIX paioHax, rae ctauuoHapHble odnchl OTKpPbIBaTb
HeBbIrOJHO, CMCTEME criegyeT obecneunTb Hanuumne anbTepHaTuBbI (Hanpumep, MOGUIbHbIE ODUCHI, INEKT-
POHHbIE MPUEMHbIE).

WHbpacTpykTypa Ao/KHa npefycMmaTprBaTth KOHPUAEHUMaNbHOCTb, @ paboTHUKM cucTeMsl, paboTato-
LMe ¢ NocCeTUTeNsaMm, AOMKHbI UMETb 3HaKW, YA0CTOBEPSAOLLME TIMYHOCTb.

B odhucax nocetutensam AOMKHbI GbiTb AOCTYNHbI NOHATHbIE AOKYMEHTbI, OTHOCALMECA K OCHOBHbIM
XapakTepucTvkam npegoctasnsembix ycnyr. Cioga BXoAUT Takke nHdopmaums, B KOTOPO NPOCTbIMU TepMU-
HaMun 06bsACHAETCA NpoleAypa obpaLleHus ¢ 3aaBKoi Ha NpefocTaB/ieHe ycyrn CUCTeMbl KOMMYHaIbHOrO
BOJOCHaOXeHUS.

5.5.5 Busuntbl Kk noTpebutento

Cuctema KOMMYHa/IbHOT0 BOJOCHA6XeHNA f0MKHA NPUHATL NpoLeAypbl, rapaHTupyloLire cobnogeHe
paboTHMKaMmn CUCTEMbI HA3HAYEHHOTO BPEMEHM BCTPeUm Npu Bu3nTax k notpebutento. Mpoueaypbl Takke 401-
XHbl pernameHTMpoBaTb Hannume y paboTHUKOB COOTBETCTBYHOLLNX ONO3HAaBATE bHbIX 3HAKOB, YA0CTOBEPSIO-
LWMX SIMYHOCTb, KOTOpble PaboTHMK MokasbiBaeT moTpebwuTento. MoTpebuTenn AOMKHbI 3HATb O Takom
TpeboBaHuu.

PaboTHUKam cucTembl criefyet CBECTU K MUHUMYMY Nt0Oble Heyaob6cTBa A1 NoTpebuTensa n cobnwogatb
KOHMAEHUMaNbHOCTb BO BPEMS W Nocne BU3nTa. PaboTHUKN, HAHOCALLME BU3WUTbI NOTPEOUTENAM, [OMKHbI
o6nafatb HeO6XOAMMbIM YPOBHEM KOMMETEHLMU OTHOCUTENIbHO MPUYUHbLI BUM3MTA U BCerga BecTu cebs
BEX/IMBO.

5.5.6 XXano6bl nnpocb6Obl

Cunctema KOMMYHaIbHOr0 BOJOCHabXeHUs Ao/mKHa paspaboTaTtb npoueayps! 415 oTBETa U/UAW NPUHA-
TUS pelleHns no xanobam n npocbbam noTpebuTenein. Cuctema AomKHa NpuaepxMBaTbca 06a3aTenscTBa
(koTopoe MOXeT 6bITb BKIHOYEHO B cOrnalleHne o6 ycnyre), orpaHMyvBaloLLero MakcMmanbHoe Bpems Ans
oTBeTa Ha Xanobbl ¥ NPOCL6LI NoTpebuTeneir. OTHOCUTENBHO BCEX Xanob 1 npocbo AoMKHa fecTBOBaTb CUC-
Tema MOHUTOPWHra A5 OLLEHKN BpPEMEHUN OTBETA.

Cnoco6bl nogayn xanobbl MU NPOCLObLI BKOYAIOT:

- MUCbMEHHbI;

- noTenedoHy:

- MO 3/1eKTPOHHOW noyTe:

- no dakcy;

- YCTHO BO BpeMs BU3MUTa NOTPe6UTENa UM nHbiM 06pasom;

- YCTHO BO BpeMS BM3UTa paboTHWKOB CUCTEMbl KOMMYHaIbHOT0 BOLOCHAGXEHUS.

[anbHelwne ykasaHus no o6paboTke xano6 wu npocb6 noTpebuTeneli AaHbl B cTaHaapTe
MCO 10002:2004.

5.5.7 YBegomneHus 06 orpaHMyYeHnsax n npepbiBaHnAaX

Cuctema KOMMYHa/IbHOro BOAOCHa6XeHNS [O/MKHA NCMOoNb3oBaTb Hanbonee NoAXoAALWMIA cnocob yse-
JoMeHns noTpebuTeneli 0 BO3HNKHOBEHUM OMAaCHbIX YCI0BWIA U NIAHOBbLIX OFrpaHnYeHni, Uav npepbiBaHui
npepocTaBneHns ycnyr. B cnyyas He3annaHnpoBaHHbIX UK Ype3BblyaliHblX OrpaHnyeHunii unm npepbiBaHui
npegocTaBeHns YCnyru cuctema fo/mkHa Kak MOXHO ckopee NpoMHopMMpoBaTh NoTpebuTenen, KoTopbix
3TO0 KacaeTcs, 0 NpuuMHax, npegnonaraemoli NPOAO/HKUTENbHOCTM OrPaHNYEHWUIA NN NpepbIBaHWIA.

PekomeHayeTcs, uTobbI CUCTEMA NpUAEpXKNBanacb 0683aTenNbCTBa (KOTOPOe MOXET ObiTb BKIIOYEHO B
cornalleHune 06 ycnyre), ycTaHaB/IMBAKLLENO MUHUMAasIbHbIM CPOK yBEAOM/IEHUSI NOTPEBUTENEN, KOTOPbIX 3TO
KacaeTcsi, 0 NNaHOBbIX OTPaHNYEHUSX UK NPEPbIBAHUSAX NPeA0CTaBAEHNS YCAYTI.

5.5.8 locTynHoCTb MHbopmaynm o6 ycnyre

OnepaTop, OTBETCTBEHHbIN OpraH M KOMNETEHTHble OpraHbl AO/HKHbI NPefoCcTaBAATb NoTpebutTensm
OTKPbITYIO M NPO3payHyto MHhopMaLuio obLwero xapakrepa, KacatLycs 06LeA0CTYMHbIX aCNeKTOB YCyru.
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BK/OYasa pacnpefenernme o6sa3aHHOCTEN 1 BbINOIHEHWE YCYT B COOTBETCTBUN C MECTHbIMU YC0BMAMK. Ta
NHhopMaumsa fomkHa 6bITb NpeacTaBieHa Takum 06pa3oM, UTo6bl 6bITb MAKCUMasibHO NOIE3HON MakcMarb-
HOMY Yucny noTpebuTenei.

MoTpebuTenn MoryT 06paTuTbCs Kk onepaTtopy, OTBETCTBEHHOMY OpraHy U/Mnan KOMNeTEeHTHbIM OpraHam ¢
3anpocoM O PackpbiTUM MHhopmaummn. B HEKOTOPbIX CyvyasX packpbiTue nHpopmauum perynmpyertcs 3ako-
HOM. VIHdhopmaLms MoxeT 6bITb 4OCTYMHOW, HO HE0653aTeIbHO pacnpocTpaHseMoii AN obuiero goctyna. Ho
ec/iv BO3MOXHO, oneparop, OTBETCTBEHHbIV OpraH 1 KOMNEeTeHTHbIe OpraHbl AO/KHbI NPefoCcTaBuTb BCIO J0C-
TYMHYI0 MO 3aKOHY MHDOpPMaLLMI0 B OTBET Ha Takoli 3anpoc.

MprvMep — B 3aBUCUMMOCTU OT MECTHbIX YC/TOBUIA 06 eA0CTYNHbIE aCNeKTbl YyCAYTM MOTYT BKAOYATh:
B) BOMPOCHI OXpaHbl 340P0OBbSA YesoBeka:
e pe3ynbTaTbl NPOBEPOKKAYeCcTBa;
- nepuojmnyeckme oT4yeThl OKayecTBe BOAbI;
- nepuojmnyeckme oTyeThl OKauyecTBe CTOUYHbIX BOA MyTUAM3aLNUN OTXOA0B:
b) KNneHTCKOe obcnyxuBaHue:
- KOHTaKTHbl e faHHble (4acbl paboTbl 0hMNCOB, TENEd OHbI);
npoueAypbl Nogayuv xanoobbl;
- npoueAypbl BbiCTaB/e€HUA CHeTOB nonaathl;
KaK mony4ynTb TpebGyemyto (hMHAHCOBYI NOMOLULb ANA ONnaTbl cCHeTOB (Hanpumep, couyunanbHoe
obecneyeHue);
C) NpaBOBbIE€ PaMKu:
- KOHTpPaKThbl CKNMEHTaMu;
- npaBanoTpebuTenei:
o6A3aHHOCTM NOTpe6uTENEi;
Tapudbl:
npoueaypbl yCcTaHOBKN TapuoBs:
cyujecTBylolWMe KOHTpPakKThbl (Hanpumep, coefaweHns 0 NbroTax, cornaweHns o6 ynpasneHun):
- NpejfioXXeHWs NO HOBbIM WM BO30OGHOBNSIEMbIM KOHTpPakTam (Hanpumep, no cornaweHnsaM oNbro-
Tax. cornaweHusm o6 ynpaBneHun);
* npoueaypbl 3aKNOYEeHUA KOHTPaKTOB (HanpuMep, cornaleHnii onbroTax, cornaweHunii o6 ynpas-

nexHun);

d) Bonpochl akcnayaTaLMOHHOrO xapakrtepa:
* CPOKMW paclinpeHusa ycnyru;
- NOpAAOK AeWCTBUIA B Upe3BblYalHbIX CUTYaALNSAX;

e) hnHaHcoBble BONPOCHI:
- CTpyKTypa 3aTtpar;
* (hopmyna ueHoob6paszoBaHus;

f) BbIMONHEHWe ycnyru:
- nokasaTe/in NPOU3BOAUTENbHOCTU, NY6ANKyEeMble, HAMPUMEP KOMNETEHTHbI MU OpraHamm.

5.5.9 Meponpusatusa, npoBoAUMble B MECTHOM coobLiecTBe

Cuctema KOMMYHaIbHOro BOJOCHAGXEHWA fOMKHA NPUHUMATb y4acTue B MEPONPUATUAX, NPOBOAUMbIX
B MECTHOM COO6LLEeCTBE, HE3aBUCMMO OT TOr0, HACKO/IbKO OHW CBSA3aHbl C YC/IYroW, Wan MOXeT OpraHn3oBaTb
CBOW COOCTBEHHbIE MEPONPUATUSA, HANPUMEP AHU ANA NOCELLEHNSA N SKCKYPCUM MO NMPOU3BOACTBEHHBIM MN10-
wagkam cuctembl. Cuctema foskHa nogaepxunsaTb XopoLlluMe OTHOLWEHUSA C MECTHbIM COOOLLECTBOM NyTem
npodhmnakTnyeckoro npefocTaBNeHns vHopmauun 1 NoaAepxnsas CBOK OCBEAOM/IEHHOCTb O MECTHbIX
oXugaHuax (pesynbTaTom MOXeT 6bITb, HANpUMep COTPYAHMYECTBO C COO6LLLECTBOM MYyYacTe 06pOoBO/bLEB
B C/TyHae BO3HVKHOBEHWSA Ype3BblYaiHbIX CUTyaLniA).

5.5.10 YyacTuB noTpebutenei

OnepaTop, OTBETCTBEHHbIN OpraH U/nanM KOMNeTeHTHbIe OpraHbl AO/MKHbI CTUMYNIMPOBATh W NOOLWPATL
yyactue notpebuteneli (B paspaboTke 3akoOHOfaTE bHbIX PernamMeHToB, MHaHCMPOBAHUN U T. 4.), KOTopoe
MOXeT NPUHMMATb pasHble (DOpMbI.

Mpumepsl

- NpoBeAeHWe KOHCYNbTalnil B NOCTOAHHbIX KOMUCCUAX NOTpebuTenein, KOTopble MOTYT OTC/IEXMW-
BaTb Xanobbl ncobnogeHne ctaH4apToB NpejoCTaBAeHNS YyCAYTK;

- yyacTue B JUCKYCCUAX MO YACTHLIM CydYasam;

- KOHCYynbTauuMyW MO acnekTam KAlOYeBbIX pPeleHnii, Takux, kak HoBble NporpaMmbl N0 pacwupeHunto
ceTu, yCTAHOBJ/IEHUS LiEH Ha HOBbI/ Nepuoj, pacCCMOTPEHUSA COLEPXAaHNS HOBbIX KOHTPAKTOB W/MAnN U3MeHe-
HUA OTBETCTBEHHOTO OpraHa; KOHCynbTaLWn MOTYT MPOBOANTLCA MexAy noTpebutenammn nonepatopa-
MW. OTBETCTBEHHbI MU OpraHaMun n/uam KOMNeTeHTHbIMY OpraHaMu, COBMECTHO WA NO OTAE/bHOCTH.
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5.6 3awwmTa okpyxatwlLiei cpeabl

5.6.1 O60CHOBaHHOE NCNONIb30BaHNe NPUPOAHbLIX pecypcoB

Cuctema KOMMYHa/IbHOTO BOAOCHA6GXEHUS AO/MKHA CTPEMUTLCA K 3h(DEKTUBHOMY M 060CHOBaHHOMY
MCNoIb30BaHUI0 BOAHbIX U PYTUX PECYPCOB (HanpuMep, aHeprum).

Eli Takke cnegyeT npeAnpuHMMATh Takme feicTBus, kak:

- MUHUMU3aUUs yTeyek:

- MUHUMUM3aLMSA 3arpsi3HEHNS OKPYXatoL e cpespbl;

- obecrneyeHne oxpaHbl BOAHOINO WCTOYHMKA, BKAOYAA MexaHW3Mbl [O/TOCPOYHOrO pacnpefeneHus
pecypcos:

- HabnoaeHne 3a kKa4eCcTBOM ¥ KOJIMYECTBOM BOHbIX PECypCcOB B paiioHax Bogo3abopa:

- yyacTue B KOMUCCUAX, 3aHVMAIOLLUXCSA BONPOCaMM YNpaBieHna peyHbiMu 6acceiHamu;

- obecneyeHve o0byyeHns U npefocTaBneHns obuein nHpopmauuy noTpeduTensm ob ahekTMBHOM
MCNOMb30BaHNM BOAHBIX U APYTMX NPUPOAHBIX PECYPCOB;

- yCcTaHOBfleHVe TapudoB W/MAW NPUHATUE Mep. COAENCTBYIOLWMX IMHPEKTUBHOMY UCMONb30BAHUIO
BOApbI.

[anbHelwmne ykasaHusa gaHbl B cTaHgaptax MCO 24511:2007 n NCO 24512:2007.

5.6.2 O4ymncTKa CTOUYHbIX BOS,

OTBETCTBEHHbI OpraH n/nam KoMneTeHTHbIE OpraHbl 06ecneyrBaloT 4OCTATOUYHYIO O4YMCTKY CTOUYHBIX BOA,
ANA npefoTBpaLleHns Yyrposbl 340P0BbI0 U MUHUMU3ALUW HEGNAroNPUATHOTO BO3AEVCTBUSA Ha OKPYXaloLLyto
cpegy.

Onepatop, OTBETCTBEHHbIVi OpraH u/mnmn KOMneTeHTHbIe OpraHbl AO/MKHbI NPeAoCTaBNATL NOTPebuTensam
MHbopMaLmio 0 NI06bIX NPUMEHUMbIX MOCTAHOBIEHNAX M yKa3aHUAX, a Takke 0 CTENeHW COBNI0AEHNS Taknx
NOCTaHOB/EHWI U yKa3aHWiA.

[JanbHeliwwne ykasaHns gaHol B ctaHgapTe NCO 24511:2007.

5.6.3 Bo3aeicTBME HA OKPYXaloLLyo cpeay

Onepatop, OTBETCTBEHHbIN OpraH 1 KOMNETEeHTHbIe OpraHbl 0/HKHbI NPeANpPYHNUMATL BCE BO3MOXHbIE
[elicTBUSA N0 MUHUMM3ALMW BAUSAHUA X 4eATeNbHOCTU Ha OKpYXaloLLyto cpefy. PesynbTaTbl BHEAPEHUS TaknX
AeicTBuiA cnegyeT coobLath 3anHTepecoBaHHbIM CTOPOHaM. Takue AeiicTBrA cnefyeT NpOBOAUTL B COOTBET-
CTBMU C MPUMEHUMBIMW NOCTAHOB/IEHNAMMN U YKa3aHUAMU, 1 3P eKT OT HUX MOXET ObITb yCU/IEeH BHEAPEHNEM
CUCTEMbI 3KO/IOTMYECKOro MeHemkMeHTa (Hanpumep. MCO 14001:2004). OnepaTop, OTBETCTBEHHbIV opraH
n/mnn KoMneTeHTHbIe OpraHbl AO/KHbI PEryIAPHO NPeAocTaBAATb MHhopMaL Mo 0 BO34elCTBUN CBOEl Aes-
Te/IbHOCTW. CBA3AHHOI C ycnyramu BOA0CHabXeHUS, Ha OKpYXatoLLyio cpeay.

[anbHelwmne ykazaHusa gaHbl B cTaHgapTax MICO 24511:2007 n MCO 24512:2007.

5.7 MeHep)XmeHT B chepe obecneyeHns 6€30mMacHOCTN M Ype3BblYaliHbIX CUTyaLnii

Onepatop, OTBETCTBEHHbIVi OpraH 1 KOMNEeTEHTHbIE OpraHbl O/MKHbI pa3paboTaTh U perynsipHo TecTupo-
BaTb COOTBETCTBYIOLME NNaHbl AEACTBUI B Ype3BblYaNHbIX CUTyaLMaX U NpohnnakTnyecknx mep. OCHOBbIBa-
ACb Ha NPUHLMNax MeHeKMEHTa PUCKOB, KyJa BXOAAT:

a) npodmnakTuyeckne mMepbl;

b) BHYTPEHHAS OpraHun3aumsa no YpessblHaliHbIM CUTyauuam;

c) obyuvaroLyve npoueaypbl 415 paboTHUKOB;

d) cooTBeTcTByHOLWan MHhopMaL s 415 noTpebuTenei;

e) npoueaypb! ANA BOCCTAHOB/IEHNA HOPMa/IbHOTO NPeoCTaBNeHNs YCyru.

MnaHbl AelicTBMIA B Upe3BblyaliHbiX CUTyauusx cnegyeT paspabaTbiBaTb TakMM 06pa3oM, HTOGbI OHU
npegycMmaTprBany BOCCTaHOB/IEHNE NPeAoCTaBeHUS YyCNYrn NOTPeBUTENAM B pa3yMHble CPOKW U yMEHbLLe-
HVie PUCKOB M HEeYA06CTB, HACKO/IbKO 3TO BO3MOXHO, B COOTBETCTBUUN C MECTHBLIMY YCNOBUAMWU. DTN NNaHbI Tak-
Xe AO/KHbI NpefoTBpallaTe NpepbiBaHe NpefocTaBneHns yCnyru no npuyvHe npobnem ¢ Ka4ectBoM Mamn
KONMYeCTBOM MOCTaBASEMO BOAbI UK YXYALLIEHNSA BOAHBIX PECYPCOB U OKPYXatoLLen cpeabl.

MnaHbl AeCTBUIA B Ype3BblYaliHbIX CUTYaLUsAX AO/MKHbI COOTBETCTBOBATL M BCTPaMBaTbCA B COOTBET-
cTBylOLMe 06LWme nnaHbl 4na Tepputopun. Onepartop, OTBETCTBEHHbIV OpraH u/uav KOMNeTEeHTHbIe OpraHbl
[OJ/KHBI 06/1€rYnTb KOHTAKT C HUMY BO BPEMS Ype3BblyaiHoi cutyaunm. Cnocobbl KOHTakTa MoryT 6biTb 06LL M-
MW [N BCEX BUAOB Ype3BblyaiiHbIX CUTYyauuii B faHHOM paioHe.

Bo Bpems nto60oli ypesBblvaiHoi cuTyaLumn oneparop, OTBETCTBEHHbI OpraH UM KOMNeTEHTHbIV opraH
[OJKHBI NPefoCTaBIAaATb CBOEBPEMEHHY0 MHGIOPMALNI0 NOTPeBUTENAM No CrefyoLWwmmM Bonpocam:

- XapakTep Ype3BblYaiHON cuTyauun 1 puckm (B cnyvae ux Hanmuns):

- KOHTakTHble JaHHble NpeAcTaBuTeneli CMCTeMbl KOMMYHa/IbHOTO BOAOCHAOXEHNS:

- YTO JOMIXEH AenaTtb noTpebutesnb (ecnm Heo6xoAnmo);

- BpeMms [0 BOCCTAHOB/IEHUS HOPMasIbHOW YCAyrn u 6yayT nn npeasioxeHbl kakme-nmbo BpeMeHHble
peLueHus.
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WHopmauuio cnegyeT pacnpocTpaHsaTb cpeamn noTpebutenein nogxoAaWmnmMmn uA0CTyNHbBIMU MeTo4amm
B YC/IOBMSAX Ype3BblUaliHOWN cuTyauuu.
[anbHeliwune ykazaHus faHbl B cTaHgaptax NCO 24511:2007 n UICO 24512:2007.

6 KpuTepuu oueHKM ycnyru notpedutenam

6.1 O6umne NoNoXeHNs

Ycnyry notpebutensim cnegyeT oueHmBaTh, NPUHMMAas BO BHUMAHWE HYXAbl M OXUgaHusa notpebutenei
1 pe3ynbTaThbl AelCTBUIA, ONpefeneHHbIX Ha OCHOBE yKa3aHuii, NpeAcTaBNeHHbIX B pasgene 5. YaoBneTsope-
HMe 3TUX HYXA MOXMUAAHWIA 1 CTeNeHb YyCNEeLLHOCTN f,eiCTBUI MOTYT U3MepSATbCA C NOMOLLbI0 MoKka3aTteneliges-
TENbHOCTMW.

B Takux cnyyanx gnsa onpefeneHns KOHKPETHbIX nokasaTteneil AeATenbHOCTW B HACTOsILLEM pasgene
npeAcTaB/ieHbl K/l0YeBble KPUTEPUM OLLEHKN, HEO6XOANMbIE 419 XapaKTEPUCTUKN BbINOTHEHUS NOCTaBNEHHbIX
ueneii. ins BCeX HYXA N OXuaaHuii noTpebuTens, NnpuBeAeHHbIX B pasgene 4. AaHbl PyKOBOASALLME yKa3aHs B
pasgene 5 1 cooTBETCTBYIOLLME KPUTEPUN OLEHKN — B HacTosLeM pasgene. [1na Kaxaon uenu, noctasneH-
HOW CUCTEMOI KOMMYHaNbHOro BOAOCHAGXEHWs, COOTBETCTBYIOLLAS 3auHTepecoBaHHas CTOpPOHa A0/hKHAa
pa3paboTaTb OAWH UM HECKO/IbKO Noka3aTtenel AeaTeNbHOCTU 418 UCMONb30BaHUA B NPOLLeCCe OLeHKN yCny-
T OTHOCWUTENbHO 3TON uenu. KoHKpeTHble ucnosib3yemble nokasaresn fesaTeNbHOCTU 3aBUCAT OT MECTHbIX
ycnoBuii (Hanpvmep, ecnv ypoBEHb HEFrPaMOTHOTO HaCe/TeHNs 0YEeHb BbICOK, NOKa3aTenn eaTeNbHOCTH, OCHO-
BaHHbIe Ha NCbMEHHbIXXanobax, He UMeIT LeHHOCTU; AN HEeCeTEBbIX CUCTEM He NOAXOAAT nokasaTennges-
TeNbHOCTU. CBSI3aHHble C M3MepeHueM faBfneHus, n T.[.). B kaxgom cnyyae cnepyet paspabartbiBaTtb
nokasartenun AesTesIbHOCTN C UCNONb30BaHNEM OLHOMO UM HECKOIbKUX KPUTEPUEB OLLEHKU, NPUBEAEHHbIX B
[aHHOM pasgene, MMeToA0/0rMu, NpeacTaBeHHON B pa3gene 8. MNpumepsbl nokasatenei 4eaTeNbHOCTN AaHbl
B NPUNOXEHUN B.

6.2 [locTyn Kk ycnyram BogocHabxeHns

KpuTepuun oueHkn BK/I0YatoT:

- 06beM BoAbl, [OCTYNHbIV NOTpebuTensam;

- paBHbIl 4OCTYN AN BCEX NOTpebuTenei Kycnyram NUTbeBOro BOAOCHAOXEHUS 1 ycyram no yaane-
HMIO CTOYHbBIX BO;

- [J0CTyn Kycnyram NuTbeBOro BOAOCHaGXEeHMA 1 ycnyram no yaaneHunto CTOYHbIX BOJ, B CENbCKUX 1 6ef-
HbIX paioHax;

- [OCTYN flOMaLIHMX XO35ACTB C HU3KMMU A0X0AaMM K yClyram NTbeBOro BOAOCHa6XeHNs 1 ycnyram no
yAaNeHNI0 CTOYHbIX BOA;

- 3KOHOMMYecKas AOCTYNHOCTb MOCTaBKU BOAbI U YCAYT N0 YAaneHU0 CTOYHbIX BOA;

- BHeJpeHuWe rocyapCcTBEHHOI NOANTYKM MO 06ecneveHnto focTyna Kycayram NuTbeBoro BogocHabxe-
HUA K ycayram no yAasieHnio CTOYHbIX BOJ MasloOuMyLLEro HaceieHns;

- [OCTYNHOCTb peasnbHbIX 1 3KOHOMUYECKN NPUEMIEMbIX aflbTEPHATUB yCyre;

- YCTONYMBOCTb YC/YT NUTLEBOr0 BOJOCHABGXEHWSA U YCAYT MO yAaNneHW0 CTOUYHbIX BOJ,

6.3 MpepocTaBrsieHne ycnyru

6.3.1 Bpemsagns noAroTOBKW K NpefoCTaB/IEHNI0 HOBOW yCcnyru

Kputepuu oLeHKn BKIYaloT:

- cobnofeHne cTaHAapTHOrO BPEMEHW NOACOEUHEHNS K yCyre;

- NpocToTa yCTaHOBMEHNS HOBOTO NOACOeAUHEHUSA K yCNYre;

- cpefgHee BpeMs AnsA obecneyveHnsa anbTepHaTUBHbLIX (hOPM NPefoCTaBEeHNS YCayTn.

6.3.2 PeMOHTHble paboThl

Kputepuu oLeHKkn BKYaloT;

- B/IMSIHWE Ha noTpebuTeneii npepbiBaHNii NpeAoCcTaBNeHNs YCyrn (N1aHoBble/BHENNAHOBLIE);

- cTeneHb UHOPMUPOBAHMSA NoTpebuTeneli 0 npepbiBaHNAX (N1aHOBbIX/BHENNAHOBBIX);

- CTeMeHb YyCNewHoCcTH 3aBepLleHns NNaHoBbIX PEMOHTHbIX Pab0T B OrOBOPEHHbIE CPOKW.

6.3.3 Lenaycnyru

Kputepun oLeHkn BKYaKT:

- KonebaHus LeHbl OTHOCUTE/IBHO ee NCTOPUYECKNX YPOBHEN (C y4eTOM KonebaHnsa BantoTHbIX KypCoB);

- CTeneHb BO3MeELLeHWA 3aTpar u cTeneHb oxeaTa cyocnamsamu,

- 9KOHOMWYecKas AOCTYNHOCTb YCNyru:

- CpaBHeHue ¢ gpyrumu popmamm npefocTas/ieHns ycnyr BofocHabxeHns (Hanpumep, COOTHOLLEHNE
LleH B aBTOMarax v LieH cuctem Tpy6onpoBoaos);

- CpaBHEeHMWe C ApYrMmu ycnyramu, npefocTtaBnsieMbiMy NOCPeSCTBOM CETEN.
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6.3.4 O6bem nocTaBKM NUTbLEBOW BOAbI

KpvTepuu oLeHKn BKAYaloT:

- NNaH pasBuTnsA YCNyru;

- 6anaHc mexgay CnpocoM N eMKOCTbO CUCTEMbI NOCTaBKM NMUTLEBON BOAbI:

- KMA ncnonb3oBaHusa BOAbl U BOAHbLIX PECYPCOB;

- 06BbeM UM KO PUUNEHT NOTEPb BOAbI.

6.3.5 KauyecTBO NUTbEBOW BOAbI

KpvTepuu oLeHku BKAYaloT:

- pesynbTaTbl aHanu3a Npob 1 Ux cooTBeTCTBME TPpebOoBaHUSAM NPUMEHUMbIX NOCTAHOBAEHWIA 1 yKa3a-

- Xanob6bl Ha Ka4eCcTBO NUTLEBOI BOAbI.

6.3.6 3cTeTnyeckne xapakTepucTnukn Boabl

KpvTepuu oLeHKu BKoYaloT.

- Xanob6bl Ha acTeTNYECKNE XapakTepUCTUKM MMTbEBOI BOAbI;

- Xas06bl Ha 3anaxu, CBA3aHHbIE CO CTOYHbLIMU BOJAaMU.

6.3.7 [laBneHue npv noctaBke NMTbEBOI BOAbI

KpvTepuun oLeHkn BKAYaloT:

- cooTBeTCTBME TpebOBaHUSAM NO YPOBHAM AaBNEHUSA MPUMEHNUMbIX YKa3aHWii 1 NOCTaHOBNEHWIA;

- anobbl Ha ypPOBEHb aBNEHMS.

6.3.8 HenpepbIBHOCTb NOCTaBKM NUTbLEBOW BOAbI

KpvTepuu oLeHKu BKoYaloT.

- CTeneHb HemnpepbIBHOCTY NOCTaBKK,;

- perynsipHocTb HeceTeBbIX CNOCO60B NOCTaBKY;

- Xaso6bl, CBSA3aHHbIE C HECOBI0AEHNEM HEMPEPbLIBHOCTN NOCTaBKMW.

6.3.9 OxBaTMAOCTYNHOCTb YCAYTr NMUTLEBOro BOAOCHABXeHUsA

KpvTepuu oLeHK1 BKYaloT:

- cTeneHb oxBaTta Wav AOCTYNHOCTY;

- cnpaseAMBOCTbL OXBaTa Uu fOCTYNHOCTU.

6.3.10 OxBaT M A4OCTYNHOCTb YCAYT NO yAaNeHN0 CTOYHbIX BOJ,

KpvTepuu oLeHKkn BKAYaloT:

- CTeneHb oxBarta Wan AOCTYNHOCTH;

- crnpaBe/IMBOCTbL OXBaTa Unu fOCTYNHOCTH,;

- npepbiBaHWA NpeocTaBeHns ycayr no c6opy CTOUHbIX BOA, U 0cajka U3 OTCTOWHUKOB 1 BO3MOXHOCTU
cbpoca.

6.3.11 3aTonneHne 06bEKTOB HEABUXMMOCTU CTOYHbIMN BOAAMMN

KpvTepuu oLeHkn BKYaloT:

- yuwep6 oT 3aTOM/IEHUS CTOYHBLIMW BOJAMU;

- Ha/myve mep Nno npefoTBpaLLeHNIO 3aTON/IEHUS CTOYHBIMU BOAaMMU:

- Ha/Jnyve NnaHoB AelCTBUIA, BKIOYaA COOBLLEHMS HA ClyYaii 3aTONNEHUS CTOYHLIMW BOLAMMU:

- Xasnobbl, CBSA3aHHbIE C 3aTOMN/IEHNEM CTOYHbLIMWU BOJaMM.

6.4 YnpaBneHue KOHTpaKkTamu 1 BbiCTaB/IeHNE CHETOB

6.4.1 BO3MOXHOCTb 3aK/IlOYEHMNS AICHOTO M MOHATHOrO corflalweHuns ob ycnyre

KpvTepuun oLeHKu BKOYaloT.

- Hannuve obLefOCTYNHOrO, ICHOTO U MOHATHOIO cornaleHuns ob ycnyre;

- aso6bl, CBSA3aHHbIE C cornalleHnem o6 ycnyre;

- Hanuuve obLweAocTynHOro obpasua cornalieHms ob ycnyre.

6.4.2 TOYHOCTb NPU BbICTABNIEHUN CYETOB

KpvTepuun oLeHKu BKOYaloT.

- UCrpaB/ieHHbIe cHeTa.

- OLUMGKM B CHATUM NOKa3aHM CHETUNKOB,;

- pesynbTaTbl NPOBEPOK CYETUMKOB.

6.4.3 OTBeTbl HaXanobbl, CBA3aHHbIE CO cHeTaAMM

KpuTepuu oLeHKn BKoYatT:

- KN4 o6paboTku xanob;

- 3hheKkTUBHOCTL 06PaBOTKN Xanoob,

- cobnofeHne cTaHAapTHOro BpeMeHu A15 oTBeTa.

21



FOCT P NCO 24510—2009

6.4.4 FICHOCTb BbICTaB/IEHHbIX CYETOB

Kputepuu oLeHkn BKYaloT:

- ob6pauleHuns no NoBogy cyeTa,;

- Ha/muune SONOMHUTENbHON UHhopMaL MK, KacarLencs cyeTa;

- 0Mnpocbl KIMEHTOB Ha TeMy cyeTa.

6.4.5 Cnoco6bl onnathbl

Kputepuu oLeHkn BKYaloT:

- BblI6OpP CNOCO60B ONNaTthl;

- pasHoobpasne cnocoboB onnathl;

* yao6CTBO PacnooXeHNUa ToOHEK NpuemMa nnaTexei;

- KnAcuctembl yueTa nnaTexeil.

6.5 MMopaepxaHne XOPOLWNX OTHOLWEHWIA C NOTPeGUTENAMM

6.5.1 O6umne nonoxeHus

KpuTepnu oLeHkun BKYaloT:

- Hanuune afMUHUCTPATUBHOIO NogpasfeneHus, 3aHMMatoLLerocs KIMEHTCKMMMN OTHOLLEHUAMY;

- Hanuuue cxem yyactus gnsa notpebutenei;

- onpocbl NoTpe6uTeneli Ha TeMy OTHOLLIEHUIA C CUCTEMOI KOMMYHa/IbHOTO BOAOCHAaGXEHNS;

- cTeneHb KOH(PUAEHUMANLHOCTM ANA NoTpebuTeneil.

6.5.2 NMucbMeHHbIe obpalyeHus

Kputepuu oLeHkn BKYaloT:

- 3hhekTBHOCTL 06pPabOTKN NUCbMEHHbIX 06paLLeHNit;

- cobnogeHne orpaHMYeHHOro MakCMMasbHOro BpeMeHU A5 oTeBeTa.

6.5.3 O6palieHuns no tenedoHy

KpuTepuu oLeHKun BKYaloT:

- 9hhekTMBHOCTbL 06PabOTKM 06paLLEHWIA NO TenedoHy;

- cobniofgeHne orpaHMYeHHOro MakCMMasibHOro BpEMeH 415 0TBeTa,;

- cobntogeHne orpaHMYeHHOro MakCMMaribHOro BpeMeHN OXXnaaHus.

6.5.4 Bu3nTbl noTpebutens B opuchbl CUCTEMbl KOMMYHabHOI0 BOAOCHa6XeHus

KpuTepnu oLeHkn BKIYaloT:

- AOCTYNHOCTb U Y[06CTBO PacnonoxeHns opumcos;

- KM/ 06paboTkn BU3NTOB NOTpebuUTens B oouchl;

- 3(hheKTUBHOCTL 06PaABOTKM BUINTOB NOTPEOMTENSA B OPUCHI.

6.5.5 Busutbl Kk noTpebuTento

KpuTepnu oLeHkn BKIYaloT:

- Hanunuue npoueaypbl BU3UTA KNOTPebuTento, BKIoYas npoueaypbl naeHTudmkaumm NMYHocTn paboT-
HWKOB;

- Xasnobbl, CBA3aHHbIE C BU3NTaMM K NOTpebutento.

6.5.6 XXanobbl 1 3anpochkl

KpuTepun oLeHkn BKIOYAIOT:

- Hanunuue 1 Ucnonb3oBaHue npoueaypbl 06paboTkM Xanob v 3anpocoB UM CUCTEMbI UX MOHUTOPUHra
(Hanpumep, no ctaHgapty N C 010002:2004):

- KM/ 06paboTku xanob v 3anpocos;

- 3(hheKTMBHOCTbL 06pPabOTKM Xanob 1 3anpocos.

6.5.7 YBepfomneHne 06 orpaHUYeHNSX U NpepbiBaHNAX

KpuTepumn oLeHkn BK/I0YatoT:

- KMNJysenomnexus noTpebutenein o npepbiBaHn NpefocTaBneHns yenyru;

- a(pheKTUBHOCTb yBEAOM/IEHNA NOTpebuTe el o npepbiBaHNM NpeAoCTaBNEeHNS YCyrn;

- cobnofeHne ycTaHOBNEHHOIO CpoKa yBeJOMIEHNS.

6.5.8 [locTynHocTb MHpopmayum o6 ycnyre

Kputepuu oLeHkn BKIYaKoT:

- [OCTYMHOCTb MHOPMaLMKM 06 ycnyre LWMPOKOK ny6vke (Be6-caiiT, perynsipHbie oT4eThl UT. 4.),

- Xanobbl, CBA3aHHbIE CO CTEMNEHbIO A4OCTYMNHOCTU MH(OPMaLUK;

- yAo6CTBO AOCTyna K npefocTtaBnsieMoit nHopmaumm (NoTeHLManbLHOe KOMYecTBO NoTpebuTenei,
MMeoLWmnX AOCTYN K kaHanam nHdopmauun).

6.5.9 MeponpusaTusa, npoBoAUMbIe B MECTHOM coobLiecTBe

KpnTepun oLeHkM BKIOYAIOT:

- Hanuume NOMWUTUKM YyHacTus CUCTEMbl KOMMYHAa/IbHOrO BOAOCHAGXeHWA B Aeflax MecTHOro coob-
LecTsa,;
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- 3aMHTepecoBaHHble CTOPOHbI, HENOCPEeACTBEHHO BOB/IEYEHHbIE B MEPONPUATUSA, CBA3aHHbIE C ycnyra-
MU MUTLEBOr0 BOAOCHAGXEHNA N yCayramu Mo yAaneHuto CTOUYHbIX BOJ (BU3UTbI Ha NpeanpusaTue, WKO/bHbIe
nporpammebl, pacnpocTpaHeHne NHPOPMaLMOHHbIX KOMMIEKTOB UT. 4.).

6.5.10 YuacTue noTpebutenei

KpvTepuu oLeHKu BKYaloT.

- Hanuuve 3aKkoHOAATesIbHbIX PaMOK WAV KOMNEKTUBHbIX COrMalleHnil, pernaMeHTUpyLWmnx yyactue
notpebutenei;

- cTeneHb yyacTus notpebuTeneii B KOHCYIbTaLMAX NO BONPOCcaM pPyKOBOACTBA YC/Yroii;

- yyacTue KoMuccuii notpebutenei.

6.6 3awuTa okpyxatouieii cpeabl

6.6.1 O60CHOBaHHOE UCMO/b30BaHWe NPUPOLAHbLIX PEecypcoB

KpvTepuu oLeHKu BKYaloT:

- Ha/uyne cMCTEMbl IKONOTMUYECKOro MeHe)XKMeHTa (Hanpumep, no ctaHgapTy U C 014001 ;2004);

- noTepu BoAbl,

- KNJA notpebneHus sHepruu;

- KMJA vcnonb3osaHnsa BoAbl 6bITOBLIMY M MPOYMMU MOTPEBUTENAMMN.

[lononHuTenbHble KpUTEPUU AaHbl B cTaHgapTax MCO 24511:2007 n ICO 24512:2007.

6.6.2 O4ymncTKa CTOUYHbLIX BOS,

KpvTepuu oLeHKn BKOYaloT;

- MOLLHOCTY MO OYNCTKE CTOUYHbIX BOA,;

- pes3ynbTaTbhl aHaInM3a CTOUHbIX BOA, 1 OKPYXatoLLuxX BOAHbLIX PECYpPCOB;

- BO3/eliCTBME Ha OKpYXaloLLyo cpefy copacbiBaeMbIX CTOUYHbIX BOZ;

- BO3[eiicTBMe copoca CTOUHbIX BOA Ha 340POBbE YesioBeka.

[ononHuTenbHble KpUTEpPUK gaHbl B ctaHgapte NCO 24511:2007.

6.6.3 BosgelicTBMe Ha OKpyxXallLlyw cpeay

KpvTepuu oLeHkn BKAYaloT:

- Ha/u4yne CMCTEMbI IKOIOTMYECKOrO MeHeMXMeHTa (Hanpumep, no ctaHgapty CO 14001:2004);

- cobnofeHve NPUMeHNMbIX NOCTAHOBNEHWUI U yKa3aHWii;

- obuue BbIGPOCHI 3arpA3HAILWMX BELLECTB OT CUCTEMbI MUTLEBOr0 BOAOCHAGXEHWSA NN CUCTEMBI YAa-
NIEHNA CTOYHbIX BOA (ra3006pa3HoekuaKoe/TBEpA0E COCTOSHNE):

- BO3felicTBMe BOA03abopa Ha OKpYXatLLyo cpesy.

JononHutensHble KpUTepun gadsl B cTaHgapTax NCO 24511:2007 n UCO 24512:2007.

6.7 MeHemXMeHT B cdhepe obecneyeHnsa 6e30NacHOCTU U Ype3BblYaiHbliX cuTyauuii

KpvTepuu oLeHk/ BKYaloT:

- Hanuyve v perynspHoe TecTUpoBaHue niaHa AeicTBUiA B Upe3BblyaiHbIX CUTyaLmusax (Bkvas npocu-
nakTnyeckne MeponpuaTus).

- BO3MOXHOCTb OCYLLECTB/IEHNS 3AMPOCOB BO BPEMS Ype3BblUYaHbIX CUTyaLNid;

- KMJA npegoctaBneHns nHchopmauuy no YpesBblyaiHbiM CUTYaLMsAM;

- athdekTMBHOCTL NpegocTaBieHNA MHGOPMALMK N0 Ype3BblYaNHBIM CUTYaLUAM.

JononHutensHble KpuTepun gadsl B cTaHgapTax NCO 24511:2007 n UCO 24512:2007.

7 OueHka ycnyr BogocHabxeHus

7.1 O6uime nonoxeHus

OueHka kak npoLecc Mcnonb3yeTca 415 AOCTUKEHUS YETKO ONpeAeieHHoro 3ambicia upaccmartpuBaeT-
€Sl OTHOCUTENbHO Leneli, HaMeYeHHbIX CoriacHo pasgeny 4. Cnegytolne acnekTbl 4O/MKHbI ONPeAensaTbCa Kak
yacTb BCeOObeMtoLLel NONTUKM (CM. 7.2):

- 3agjayva 1 obbeM oueHkn (cm. 7.3):

- CTOPOHbI, NPUHUMAIOLLME YHacTue B OLeHKe (CM. 7.4);

- MeTof0/10rus oueHku (cMm. 7.5);

- Heob6Xxo4MMble KpUTEPUU OLLEHKMN yCnyru (CM. 7.6);

- pecypchl, Tpebyemble 419 NpoBefeHNs OLEeHKN (CM. 7.7);

- nojsefeHune NTOroB 1 pekoMeHAaL MmN No X UCNONb30BaHWIO (CM. 7.8).

Takxe cnefyet onpegenntb, Kakum 06pasom 1 kem 6yaeT Ucnosib3oBatbes MHGOpMaL s, Nosly4YeHHas B

pesynbTaTe OLEeHKN.

[Mpu oTCyTCTBUM AETaNlbHbIX npe,u,nmcaHMi/i oLeHKa MOXeT CTaTb I'IpVIl—IVIHOVI pa3Hornacvu7| Mexnay soBnie-
YEeHHbIMN B HEE CTOPOHaMW.
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CyuecTByeT 60/1bLIOe Pa3HOO6PA3HO TUMOB OLLEHOK B 3aBUCUMMOCTU OT MEPEUNCTIEHHBIX HUXE XapakTe-
PUCTUK.

Mpumep — OueHKe BO3AENCTBUS XO3ANCTBEHHOIW 4EATENbHOCTN HA OKPYXAl WY cpegy, OLeHKa CooT-
BeTCTBUS OTHOCUTENbHO Ny4YlINX METOA0B opraHu3aunm paboT, oueHka pUCKoB, ay4UTOPCKUE NPOBepPKM.

PesynbTathl 3TOro npouecca (T. e. OLEeHKa Kak pe3yibTaT) ynpoLwaioT gafbHelilumnii npoLecc NpUHATUA
peLueHnii 4Na 3aMHTEPECOBaHHOW CTOPOHbI, 06paTHBLLENCSA C 3aNPOCOM O NPOBEAEHUUN OLLEHKN.

7.2 Nonutuka NnpoBeAeHns OLeHKN

OTBETCTBEHHbIV OpraH Ao/HKeH paspaboTaTb BCEOObEMIIOLLYIO NOANTUKY MO OLEHKE YCyru.

PasymHasn nonutrka nposefeHns OLEeHKN ABAAETCA K/I0YEBbIM KOMMOHEHTOM MOCTOSIHHOIO Y/y4LleHns
ycnyrn. OHa Ao/hkHa ycTaHaBNuBaThb 06Lue paMku oLeHkn. Takas nonuTrka ynpowaet onpegeneHune haktum-
4YecKoi cuTyaumum 1 BANsSiHNe Ha paboTy CUCTEMbI CTpaTErMyeckoro NAaHupoBaHus 1 NPUHATUS PeLUeHWiA.

MonuTrka NpPoBeAEHMSA OLEHKM AO/MKHA paccMaTpuBaTb 06wmnin (pesynbTupytowmii) KN4 n adcekTms-
HOCTb CTpaTernyecKkoro nNaHMpoBaHMSA 1 NPOLLECCOB NPUHATUSA peLueHnid. MonnTrka fomkHa 6bITe paspaboTa-
Ha Takum 06pa3om, 4ToObl OXBaTblBaTbBCE MHOrOO6pasne CUCTEM yNpaBieHNs 1 ynpas/ieHYeckux npoueayp u
BK/1l0YATb CAMOOLLEHKY KOMMOHEHTA MeHeKMeHTa.

OHa fo/mKHa coeincTBOBaTb B USMEPEHNN AOCTVKEHUIA Pa3nnYHbIX PYHKUNUA U MEPONPUSATUIA, BbINOHSA-
eMbIX 1 MPOBOAMMbIX B NpoLecce NpeaocTaBeHns YCnyri, 3aMblkas LUK 1 CBA3bIBAA MeXY COO0iA:

- Habop ueneii, NnpeAyCcMOTPEHHbIX pa3aenom 4,

- pyKoBOZsLLME yKa3aHus Mo yA0BAETBOPEHUIO HYXA U OXMAaHUA noTpebuTenei cornacHo pasgeny 5:

- oTo6GpaHHble KPUTEPUM OLEHKM U3 pasgena 6.

OueHka lo/KHa pa3pabaTbiBaTbCsA U BHEAPATHCA B KAYECTBE UHCTPYMEHTA, KOTOPbIV CTUMYNPYET pas-
BUTUE KOJI/TIEKTMBHOr0 06y4YeHNs 1 06paTHOM CBSA3M B NPOL,ecce NMPUHATUSA PELLEHWA.

7.3 3apaya v 06beM OLEHKN

O6uan 3afaya OLEHKM 3ak/1yaeTcs B NMPOBEPKEe AOCTUXEHUA Leneli BOAOCHAOXEHNS, Kacatowmxcs
notpebuteneii. Lenn ycnyru, npegoctaBnsieMoii noTpebutensm, npeaycMoTpeHbl pasgesnom 4.

3afaya 1 06bEM KOHKPETHO OLLEHKM J0/KHBI ObITb YETKO ONpeseeHsbl.

HacTtoswuii ctaHaapT He pernameHTMpyeT OLeHKY MEHEI)KMEHTA CUCTEMbI KOMMYHa/IbHOTO BOAOCHA6-
XeHus.

OueHKa ycnyru A0/KHa KOHLEHTPUPOBATLCS Ha BbIMOSHEHUW YCYTW, YAOBNETBOPEHUN NOXeNnaHui
noTpebuTenei, 4OCTUXEHNUN Lieneit ycnyru, Ho He hoKyCcrMpoBaTbCS Ha MCMOJIb3yEMbIX CPeACcTBax v noapoob-
HOIn opraHu3auun npouecca JOCTUXEHUS Lenei.

YacTb OLeHKN YCNYT BOJOCHABXEHWSA CBA3aHa C OLEeHKOM ycyrn notpebutenam. OTHOCUTENbHO YCNyrn
oLeHKa [o/mKHa ObITb coCpefoToYeHa Ha B3auMOAEWCTBUU CUCTEMbI KOMMYHANIbHOTO BOAOCHAGXeHUs 1
notpebutens (Hanpumep, U3MepeHne CTENEHN YA0BIETBOPEHHOCTM NOTpebuTens). B npouecc OLeHKn ycayrm
3 (heKTUBHO BOB/IEKAIOTCA U NOTPe6UTENN ycnyrn. OTHOCUTESIbHO OLEHKN YCNYr BOAOCHa6XeHUs (B40MNOMHe-
HMe K OLeHKe ycnyrn noTpebutensam) o6lias pekoMeHgauus 3aknovaeTcs B TOM. 4UT06bl CHOKYCHpPOBaTb BHU-
MaHWe Ha BbINOAHEHUN Yycayrn. OfHaKo HeKoTopble MeponpusaTUS  HeAoCTaTOYHO NoaxoaAaT Ans
HernocpeACcTBEHHOIo U3MepPeHUs CTENMEHMN KX BbIMO/HEHNUSA. B Takmx cnydyasx KOCBEHHasA OLeHKa UX BbINosiHe-
HMS MOXEeT NPOBOAMTHLCA MOCPELCTBOM OLEHKM HEKOTOPbIX CUCTEM ynpaBneHus (Hanpumep, MeHemKMeHTa
pUCKOB, MEHe)XMeHTa 6€30NacHOCTU, MEHeKMEHTa akTMBOB). [JoN0/IHUTEe IbHbIE YKa3aHUs No OLeHKe yCnyr
BOJOCHa6XeHns faHbl B cTaHgapTax MICO 24511:2007 n UCO 24512:2007.

7.4 CTOPOHBLI, NPUHMMaKOLWNE yyacTme B OLEeHKe

OTBETCTBEHHbIE CTOPOHbI U BCE NPoYMe CTOPOHLI (Hanpumep, KomaHaa, NpoBoAsLLas OLUeHKy), yyacTBy-
loLmne B OLEHKE, AO/MKHbI ObITh YETKO onpegenexbl. CnefyeT OroBOpuUTb X 0653aHHOCTU, POY B NpoLiecce u
pamKku feiicTBUI KaxK0 CTOPOHBI.

Ecnn 0TBETCTBEHHbI OpraH 1 onepartop (onepaTopsl) He COBNaAatT pUANYECKU, NpoLeaypbl OLEHKN,
He onpefdefieHHble 3aKOHHbIMU TpeboBaHMSAMM KOMMETEHTHbIX OpraHoB, COrfacylTcs 3apaHee Ans
npeaocTaBneHns CBA3aHHbIX Mexay coboil pe3ynbTaToB OLEHKM OT BCEX Y4acCTBYILMX CTOPOH B COOTBE-
TCTBUW C UX NpaBaMu 1 06553aHHOCTAMU. YTo KacaeTcs ycayrv noTpebuTensM, OTBETCTBEHHbI opraH u onepa-
Top (onepaTtopbl) AO/MKHbI 3aHMMaTb NocnefoBaTe/lbHY0 MO3MLMI0 NO OTHOLUEHMIO K NpoueaypamM OLEeHKU
yCnyru noTpebuTenam.

7.5 MeTo40/10TUSA OLEHKN

BcnepcTtere pasHoobpasns opuanyeckux, UHCTUTYLMOHANbHBIX U ypaBfeHYecknX CUCTEM, pernameH-
TUPYIOLLUX YCNYT BOAOCHABXEHUS, HACTOSALWMI CTaHAAPT He yCcTaHaBNMBaET NOAPOGHbLIX NpoLeayp OLEeHKN
ycnyrn. Ho HacTosAwmii cTaHAapT AO/TKEH MCMNob30BaThes A1 (DOPMMPOBaHUSA NpoLeayp OLEHKU, NOAX0AS-
LMX ANA MECTHbBIX YC/TOBUIA.
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BbI60p MHCTPYMEHTOB OLLEHKM J0/IXEH COOTBETCTBOBATL 3ajayam n o6 bemam oLeHkn. CUcTeMbl nokasa-
Teneli feATeNbHOCTU ABNSTCSA O4HUMU U3 TaKUX UHCTPYMEHTOB (CM. pa3gen 8).

MpumeyaHune — BHeEKOTOPbIX CAyyYasx NogpobHbie cneundmnkalumy no oLeHke MoryT noTpe6oBaTb KOMMeTeH-
THbl€ OpraHbl Uan (hHaHCOBbIE UHBECTOPbI.

MeTogon0rua nnpoueaypbl OLEHKN AOMKHbI:

- 6bITb pa3paboTaHbl C yHETOM BO3MOXHOCTM NOBTOPHbIX M3MEepPeHUii ANs onpeaeneHus TpeHaos;

- nepuognyecku nepecmatpusaTtbes Ana nposepku ux KM v achdekTMBHOCTH, Npu 3TOM CleayeT 0co-
60€e BHUMaHWE yAENNTb N36EXAHWI0 NOBTOPEHWIA:

- ObITb TMOGKMMM, 4TO NO3BOINT KOPPEKTUPOBATL X C yUETOM U3MEHEHMI 3a4a4, PaMOK, KpUTEPUEB OLEH-
KW 1 nokasaTesieli Npy NoyYyeHnn HOBbIX 3HAHWIA.

HekoTopble BUAbI NPOLLEAYP OLEHKN MOTYT ObITb Y)Xe PErfIaMeHTUPOBaHbI CTaHAapTaMu. B Takux cryyasix
pekoMeHAyeTCcsa UCNosb30BaTh COOTBETCTBYIOLME CTaHAAPTbI.

Mpumep — MepecmoTp [cTaHgapT NCO 9000:2005, noanyHKT 3.8.7J): oueHka BO34eiCTBNA AeATenbHOC-
TW Ha okpyxatuyw cpeay [cTaHgapT NCO 14031:1999. nyHKT 2.9].

Ecnv Ha cooTBeTCTBYHOLWEM reorpadduyeckom YpoBHe (CTpaHa, permoH 1 ropos) yctaHoBEeHbI cneundgu-
Kauuu no ycnyram Bo40CHa6XeHuUs, TO 3TN cneundurkanmm 4OMKHbI TakxXe BKI0YaTb NOMI0XKEHMS, KacalLmecs
npoL,eccoB OLEHKU (Hanpumep, cTeneHb y0BNETBOPEHHOCTM NOTpe6UTens).

7.6 Kputepuu oueHku ycnyru

Heob6xoauMmble KpUTEPUN OLLEHKUN YCAYTY [OMKHbI 6bITb 0TOGpaHbl B COOTBETCTBUM C LieNsMu ntpebosa-
HUAMW. NpeAcTaBNALWUMN UHTEPEC 419 3aUHTEPEeCOBaHHbIX CTOPOH 1 onpeesieHHbIMU UMY C y4eTOM MecT-
HbIX YC/TIOBWIA.

KpuTepuun oLeHkn ycnyri npeacTaBnsaioT co60l cBA3ytoLLee 3BEHO MOXAY LieNIsMU U noKa3aTenamm fes-
TeNbHOCTW. MpUBEAEHHBIN HUXE NPUMep NoKa3biBaeT BO3MOXHbIE KPUTEPUW OLEHKN YCIYrn Ans OAHON u3
uenei, NnpeanoXeHHbIX B pasgene 4. B pasgene 6 npeacTaBneHbl KpUTEPUM OLLEHKM YCYTM NOTPeBUTENSM MO
KaxJoi uenu, nepeyncneHHon B pasgene 4.

CnepyeTt OTMETUTb, YTO OAUH KPUTEPUIA OLLEHKM YCYT MOXET ObITb CBA3AH C HECKOIbKUMU LieNsiMU.

Mpumep

Lleﬂbi NMNCbMEHHbIE o6pau.|,eva

BO3MOXHble KPUTEPUU OLEHKN YCNYTH:

- 9hpeKTUBHOCTb 06PaBOTKN NUCbMEHHbIX 06paLLeHnii;

- CO6I1}O,CI,9HVIe OrpaHM4YeHHOro MmakCcMMmanbHOro BpemMeHn anaoTBeTa.

7.7 Pecypcbl 415 NpoBefeHNsA OLEeHKN

OTBeTCTBEHHAs 3a NPOBeAEHNE OLEHKN CTOPOHA A0/KHa 06ecneynTb 4OCTYMHOCTb BCEX HEOOX0AUMBbIX
pecypcos, BKIOYas TpyL0Bble, (DMHAHCOBbIE, OpraHn3aLnoHHbIe pecypcbl U TpebyeMblie MHDopMaLMOHHbIe
TexHonorun. Cnepyert YeTKO OnpefennTb KomaHay, OTBETCTBEHHYIO 3a npoBefieHue oueHkn. OHa fosmkHa
MMeTb NOSIHOMOYMSA, MO3BOMAKOWME ONpefensaTs U PYKOBOAUTb NPOLLECCOM OLEHKM B 3afaHHblX pamkax
(Hanpvmep, ycTaHaBMBaTb 3ajayn, 06beM, pecypcbl, y4acTBYOLLE CTOPOHbI, METOA0/10T 10, pe3ynbTaTbl).

7.8 MopasefeHne NTOTOB U pEKOMEHAALLMN MO UX UCMOJTb30BAHUIO

NTOorom oueHkv o/mKeH ObiTb OTYET O NPOoLLECCe OLeHKN 1 ee pe3ynbTaTtax. OH A0/XKeH BK/IYaTb 40N0-
HUTENbHbIE YKa3aHUA N0 UCNOJIb30BaHNIO MOTYYEHHbIX UTOTOB. ITOT OLLEHKM [O/TXKEH NoKa3aTb pas/ininsa Mex-
Ay onpefeneHHbIMN Lensamm n pakTUYecKo ycnyroi.

8 [Moka3zaTtenu feAaTenbHOCTH

8.1 OO6uwue NonoxeHus

MokasaTenn AesTeNnbHOCTU UCNOAb3yTca ANna nsmepenns K v adhdekTMBHOCTN CUCTEMbI KOMMY-
HanbHOro BOAOCHaGXeHNA B npoLecce AOCTMXKEHUSA el CBOMX Lenei (nogpo6Ho uenu onpegeneHsl B pas-
aene 4).

CuncTeMbl noka3ateneil fesTeNlbHOCTN CYHATAIOTCA K/TH0YEeBbIM MHCTPYMEHTOM OLEHKWN CPeaun pas/inyHbiX
CYLLEeCTBYIOLNX MHCTPYMEHTOB (CM. pasgen 7).

MokasaTenn AeaTeNnbHOCTU J0/MKHbI TPUMEHATLCA B KOHTEKCTE 06LLeli CUCTeMbI OLLeHKM ycyrn. 3Ta cuc-
TeMa [0/IKHa BKIoYaTb Cpean Npoynx MHCTPYMEHTOB HAbOp CBA3aHHbIX NokasaTesieil 1 KOMNOHEHTOB, YTO
no3BofseT fAaTb YETKOe onpeeneHne aTUM nokasarensiMm u NoOMoYb B UX TOSIKOBAHWUN.
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8.2 CwucteMmbl NoKkasaTtenen geaTenbHOCTH

8.2.1 KniwoyeBble KOMMNOHEHTbI CUCTEMbI NOKa3aTenein 4eaTeNbHOCTH

CnctemMa nokaszaTesneii fesaTeNbHOCTU BKIKYaeT Habop cneayrLmx KoYeBbiX KOMMNOHEHTOB:

- nokasarvenun gesiTenbHOCTY;

- KOHTEKCTHas MHopmaums;

- NnepeMeHHbIe.

[lononHnTeNbHO ycTaHaBNMBaOT U B 06bIYHOM NOPsAKe NPOBEPSAIOT onpefeneHHble NnaHoBble 3Have-
HMS M0 KaX40MY nokasaTesto, UX OTC/IEXMBAOT U KOPPEKTUPYIOT B C/Tyvae HE06X04MMOCTH.

8.2.2 lMokasaTenu feaTenbHOCTH

OTAenbHble nokasatenun AesaTenlbHOCTH A0/KHbI ObITb OAHO3HAYHO onpefensiemMbiMU U B COBOKYMHOCTH
NPUroAgHbIMN AN OTPAXEHUSA COOTBETCTBYIOLLUX aCNEKTOB YC/Iyrn JOCTOBEPHO N 06 BEKTUBHO.

Kaxablii nokasatenb AeaTeNbHOCTU JO/MKEH:

- OblTb YETKO ONPEEe/IEHHbIM C KPaTKUM U OAHO3HAYHbIM TOJIKOBAHUEM.

- nognexartb OLEHKe, WNCXOAA W3 MepeMeHHbIX, KOTOpble fIerko U AOCTOBEPHO W3MepsTca npu
pasyMHbIX 3aTpaTax:

- BHOCWTb BKNaf B BblpaXeHWe YPOBHS (hakTUyecKol AesaTenbHOCTU, AOCTUTHYTOro B OnpefeneHHol
obnacTu;

- ObITb CBSAI3aHHbIM C KOHKPETHbIM reorpacmyeckum paioHoMm (1 B c/lydae CpaBHUTE/IbHOTO aHamM3a oH
[LOJ/DKEH onpeaensTbCs AN AaHHOTO reorpad)Myeckoro panoHa);

- OblTb CBfI3aHHbIM C OMpefeneHHbIM NepuoAoM BpeMeHu (Hanpumep, ObiTb FOAO0BbLIM WM KBap-
TasbHbIM);

- NO3BONATb NPOBOAMUTL YETKOE CPAaBHEHUE C NaHNPyeMbIMU LeNSAMU 1 YNpoLLaTb CAIOXKHbIA aHaNns;

- 6bITb NOAAAKLWNMCS NPOBEPKE;

- ObITb MPOCTbLIM U IETKUM A/151 MTOHVMaHUS;

- 6bITb 06BEKTUBHBIM U HE f0NYyCKaTb BAUAHUA KaKMX-IM60 NINYHBIX WU CYObEKTUBHbIX OLLEHOK.

[MokasaTenu AeaTeNbHOCTU 06bIYHO BbIpaXaKTCHA KaK COOTHOLLIEHUSI NEPEMEHHbIX. DTN COOTHOLLIEHUS
MOryT 6bITb COpasMepHbIMUN (HanpyMep, MPOLLEHTbI) KN HecopasmepHbiMK (Hanpumep, py6./ky6. m). B cnyvae
Hecopa3MepHbIX COOTHOLLEHWNI 3HaMeHaTe b JO/KEH NPeACTaBNATL OHO N3MEpPEHNE CUCTEMBI (Hanpumep,
KOJIM4YeCTBO NOACOEANHEHNIA K ycryre, 06Lias MpoTSXXEHHOCTb BOAONPOBOAHOI MarnctTpanu, rogosble 3atpa-
Tbl). OTO NO3BONUT NPOBECTU CPABHEHWNE 3a MEPUOA BPEMEHN MU MEXAY CUCTEMAMMU.

[MepeMeHHbIe, KOTOpble MOTYT CYLLLECTBEHHO MEHSATLCS CTEYEHMEM BpeMeH (HanprumMep, rogoBblie obbe-
Mbl M3BnevYeHusi/cbpoca BOAbl), OCOGEHHO €C/M OHW He KOHTPOJIMPYKTCA CUCTEMON KOMMYHasIbHOrO
BO/ZIOCHaGXEHWS, HE cnefyeT UCMO/b30BaTh B KAUECTBE 3HAMEHATE/ISA B COOTHOLLIEHMAX NokasaTenei. Vicko-
YeHne MOXeT ObITb CAe/1aH0 B TeX Cyyasx, Korga YAcanTesib MeHseTCs NponopLYoHabHO 3HaMeHaTe .

Cnepyet onpefennTb YeTKoe npasnio 06paboTku faHHbIX NPU pacyeTe Kaxaoro nokasartens. B npasu-
e [o/MKHbI 6bITb OrOBOPEHBI BCe TPeOyeMble NEPEMEHHbIE U UX anrebpanyeckne KoMbrHauum. MepemeHHble
MOTyT ObITb NOYYEHbI U3AaHHbIX BHYTPM CAMOI CUCTEMbI KOMMYHA/IbHOTO BOOCHAa6XeHWs (AaHHble cucTe-
Mbl) U U3 BHELUHWUX UCTOYHUKOB (BHELLUHME AaHHble). B Nt060M cnyyae kauyecTBO AaHHbIX C/ieflyeT OLEeHUTb
(cm. 8.3) nnpoBepuTb. ToNkOBaHMe Nokasartesnen AesTeNbHOCTM cliefyeT OCYLLECTBATh C yHEeTOM KOHTEKCTa,
0COGEHHO eC/IM OHO OCHOBAHO Ha CPaBHEHWUW C ApYrMMuK ciydasamun. NoaToMy B AOMNOMHEHME K NoKasaTenam
[esiTeNbHOCTY KOHTEKCTHas HopMaLnsa AO/KHA YUUTbIBATb TAKXKE XapaKTepUCTUKN CUCTEMbI U PEFMOHa, rae
npefocTaBnsaTCA YCNyru.

[ononHutensHas uHhopmMauusi o nokasaTensix AeaTeNlbHOCTU U CUCTEMaxX OnpesesieHNst CTENeHN foc-
TOBEPHOCTM 3TWX NoKasaTenei AaHa B npuioxeHnsax B n C.

8.2.3 lepemMeHHble

Kaxaas nepemMeHHas o/mKHa:

a) cooTBeTCTBOBAaTb OMpefesieHNI0 nokasarens AesATe/IbHOCTW UKW KOHTEKCTHOW MHdopmauuu, Ans
KOTOPbIX OHa UCNOJb3yeTcs;

b) OTHOCWUTbLCH K TOMY Xe reorpadmyeckoMy paiioHy 1 TOMY Xe Nepuoay BPEMEHU W KOHTPO/IbHON
jarte, 4To U nokasaTesib AeSATEeNIbHOCTU WM KOHTEKCTHasA MHhopmaums, Ans KOTOpbIX OHa 6yAeT Ucnonb3o-
BaTbCH;

€) 6bITb JOCTOBEPHOW N TOYHOW, HACKO/IbKO 3TOr0 TPEBYIOT peLleHmns, NpUHMMaeMble Ha X OCHOBE.

HekoTopble nepemeHHble ABNATCA BHELHUMY AAHHBIMU 1 TNaBHbIM 06pa3om MHOPMAaTUBHbI, UX J0C-
TYMHOCTb, TOYHOCTb, KOHTPOJIbHbIE AAaThl Y FPaHnLbl COOTBETCTBYIOLLENO reorpadnyeckoro panoHa o6b14HO He
KOHTPOIMPYIOTCA CUCTEMOI KOMMYHANbHOTO BOAOCHAa6XeHWs. B aToM cnyyae nepeMeHHble fO/MKHbI TakkKe:

- BCSIKMIA pa3. Korga 3To BO3MOXHO, COBMpaThCs 13 0hULMabHbIX UCTOYHMKOB, KOTOPbIE BK/IOUAIT AaH-
Hbleé 0 TOYHOCTM U AOCTOBEPHOCTUN NEPEMEHHOW (MepeMeHHbIX);

- 6bITb CYLLLECTBEHHO BaXHbIMU /15 OLEHKN WY TONIKOBaHWUS nokasaTtens AesiTe/IbHOCTH.
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8.2.4 KoHTekcTHas nHdopmayus

KoHTekcTHas nHdopmaums onpegenseT HEOTbeM/IEMbIE XapaKTEPUCTUKN CUCTEMbI, KOTOPbIE OTHOCATCSA
K TOJIKOBaHUIO Nokasartenei gestenbHocTu. CyllecTByeT ABa BO3MOXHbIX TUNA KOHTEKCTHOW MHhopmaLmn:

- MHdopMaLms, onncbiBaoLWwas YMCTbI KOHTEKCT U BHELLHWE (haKkTopbl, KOTOPblE HE KOHTPOAMPYHOTCA
CUCTEMOli KOMMYHas/IbHOrO BOAOCHabXeHMs (HanpuMmep, Aemorpaduueckas cuTyauus, Tonorpaduyeckue
XapakTepucTUKX, Knmmar);

B XapaKTepuUCTUKU, BIMAHNE Ha KOTOPbIe yrnpaB/ieHYecKkne peLleHmnsa MoryT okasarthb TO/1bKO B 40/ITOCPOY-
HOli mepcnekTnee (Hanpumep, Bo3pacT NH(PPACTPYKTYpbI).

8.3 KauecTBO nHhopmauum

KauecTBO AaHHbIX JO/IXHO OTpaXaTb BaXXHOCTb NPOBOAMMOI OLLEHKMN.

Heobxoanma cxema, npefocTasBnswowas MHOPMaLMI0 0 KayecTBe AaHHbIX, YTO MO3BOAUT NuLAM,
MCMNO/b3YyOLWMM nokKasaTenu AeATeNbHOCTU U KOHTEKCTHYI0 MHDOPMaLMIO, 3HaTb O HALEXHOCTU 1 AOCTOBEp-
HOCTW AOCTYNHOW MHopMaLmm. LleHHoCTb nokasartenei AeaTeNbHOCTM 6e3 Tako CXeMbl MOXET CTaBUTbCS
noj, COMHeHwue.

CTeneHb OCTOBEPHOCTM NokasaTtesia AeATe/IbHOCTU MOXET OLEHUBATLCA C TOUYKU 3PEHUA TOUHOCTU U
HagexHocTn. OT cTeneHy TOYHOCTU 3aBUCUT HANIMYME OLLMGOK N3MEepPeHUS B MOTYyHEHUN NCXOAHBIX AaHHbIX. OT
CTeneHn HafeXXHOCTN 3aBUCAT KoNebaHnsa NPy OLLEeHKe HaJEeXHOCTN UCTOYHMKA AaHHbIX.

Mprumep cxeMbl onpeaeneHns cTeneHy 4OCTOBEPHOCTU NpeAcTaB/eH B npuaoxeHun C.

8.4 Mpumep nokasaTtens AesATeNIbHOCTN

lMoka3aTenun AesaTesIbHOCTU OTHOCATCA K KDUTEPUAM OLLEHKM YCNYTK, C KOTOPbIMU OHWU CBA3aHbI. [puse-
[OEHHbIV HUXKE NpUMep Noka3biBaeT BO3MOXHbIE MokasaTenm AesATeNbHOCTU NO OA4HON U3 Lenel, npeaioxeH-
HbIX B pasfesnie 4. oTHOCALWMECHA K OAHOMY U3 KPUTEPUEB OLLEHKN ycnyrn B pasgene 6. [JoOnonHUTENNbHbIe
npumepbl NpUBEAEHbI B MPUIOXEHUM B.

Mpumep — Lenb: nucbMeHHble o6paLeHns.

MoTpebutenb oXxnpaeT, HTO B Cyyae NUCbMEHHbIX 06palleHnin (TMcbMOM, N0 3N1EeKTPOHHO NnouTe, akcy, ¢
NOMOLLbI0O KOPOTKOTO COOGLLEHNA (CMC) M T. A.) OHMONYYNT OTBET BpPa3yMHble CPOKU 1 B BEX/IMBOI hopme.

BO3MOXHbIVi KpUTEPUIi OLLEHKN yCNYTK: cobniojeHne orpaHMYeHHOTr0 MakCMManbHOro BpeMeH AnsioTBeTa

B0O3MOXHbI NOKa3aTeNb JeATeNbHOCTU: 0OTBET HAMUCbMEHHbIe Xanoobbl.

MokasaTenb feATENbHOCTU: 0OTBET HANUCbMEHHbIE Xano6bl (%).
OnpepgeneHune: (KONNYECTBO NUCbMEHHbIX OTBETOB B Npejenax 3ajaHHOro BpeMeHn B TeyeHune nepuoja OLeH-
KMYKONMNYeCTBO NUCbMEHHbIX Xano6 B TeYeHne nepuoga ouyeHkn) 4 100%
MpaBnno 06paboTKkM AaHHbIX: |QS34 - F22/F23 100%.
edelOS34 — nokasaTenb AeATeNbHOCTU NO KM OTBETOB HAa NUCbMEHHbIE Xanobbl, BNpoLeHTax:

P22 — KONMYeCcTBO NUCbMEHHbLIX OTBETOB;

F23 — KONM4YecTBO NUCbMEHHbIX Xanob.
KoMMeHTapwuii: oueHka 3Toro nokazaTensi MOXeT NPOBOAUTLCSA 3a NepUoA MeHee 04HOT0 roga, Ho 0co60e BHUMa-
Hue TpebyeTcs BNpouecce TONKOBaHUAPe3yNbTaTOB NPUBHYTPEHHUX NN BHELWHUX CPaBHEHUAX. [laHHbIi Nokasa-
TeNb NPUMEHSETCA B CayvYasx Hanninsa Cxembl rapaHTUPOBaHHbIX CTAH4APTOB.
Kop IWAL QS34

IWA: MexayHapogHas accoumaunms no BogHbIM pecypcam (11).
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Mpunoxexne A
(cnpaBo4yHoOe)

Taﬁl'II/ILl,bI COOTBETCTBYHOWUX TEPMNHOB Ha aHrNnICcKoM, (*JpaHLl,y3CKOM N NCNaHCKOM A3blkax

[aHHoe NpunoXeHNe CoAePXUT TpW TabuLbl COOTBETCTBUS IKBUBASIEHTHBIX TEPMUHOB HA aHTUIACKOM, dpaHLy3-
CKOM M MCMAHCKOM si3bikax. B Tabnnue A. 1nepeunciieHbl aHrniickue TePMUHbI, ONpeAesieHnst KOTOPLIM JaHbl B pasgene 2,
B and)aBUTHOM Nopsifke, C COOTBETCTBYOLW MMM TEPMUHAMM Ha (DPaHLLY3CKOM U UCNAHCKOM sidblkax. B Ta6nuue A.2 npuse-
[leHbl (PpaHLy3cKue TePMUHbI B ai)aBUTHOM MOPSIAKE C COOTBETCTBYIOWMMY TEPMUHAMM HA AHT/IMACKOM 1 UCMAHCKOM
A3blkax. B Ta6nuue A.3 npuBegeHbl UCNaHcKue TePMUHbI B and)aBUTHOM NOpsiAKe C COOTBETCTBYIOLMMU TePMUHAMM Ha

aHrIMACKOM 1 hpaHLy3CKOM si3blKax.

Ta6nuya Al — Tabnvya cOOTBETCTBYHOLWNX TEPMUHOB B anaBMTHOM MOPSAAKE HA aHTMIACKOM S3blke

Howmep
TepMmHa

2.1
2.2
2.3
2.4
25
2.6
2.7
2.8
2.9
2.10
211
2.12

2.13
2.14
2.15
2.16
2.17
2.18
2.19
2.20
2.21
2.22
2.23
2.24
2.25
2.26
2.27
2.28
2.29
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English

accuracy
affordability
assessment

asset

asset management
availability
community
confidence grade
connection
coverage

drinking water

drinking water system

effectiveness
efficiency
environment
indicator
Infrastructure
interruption
maintenance
management
management system
on-srte system
operator
performance
potnt-of-coBectlon
polnt-of-delivery
polnt-of-discharge
polnt-of-use

price

French

exactitude
accessibility economique
evaluation

blen

gestlon du patrtmolne
dispombliite
communauty

niveau de confiance
branchement
couverture

eau potable

systeme d'alimentation en eau
potable

efficaclte

efficience
environnement
Indicateur
Infrastructures
Interruption
maintenance
management

systeme de management
systeme autonome
opdrateur

performance

point de collecte

point de iivraison

point de rejet

point de consommatlon

prix

Spanish

exactltud
asequibilidad
evaluacion

activo

gustlbn de infraestructura
dispombiltdad
comunldad

mvel de confianza
conexton
cobertura

agua potable

slstema de agua potable

eflcacia

efictencla

medio ambiente
Indicador
Infraestructura
Interrupclon
mantenmlento
guetldn

slstema de gustlon
slstema local
operador
desemperto

punto de recoleccion
punto de summatro
punto de descarga
punto de uso

precio



OKoHYaHue Tabnuubl A.l

Homep
TepMyHa

2.30
231
2.32
2.33
2.34
2.35
2.36
2.37
2.38
2.39
2.40
241
2.42
2.43
2.44
2.45
2.46
2.47
2.48
2.49
2.50
2,51
2.52
2.53

Ta6nuya A.2— Tabnuuya cOOTBETCTBYIOLWNX TEPMUHOB B aihaBUTHOM MOpPsifKe

Homep

TepMIHA
2.34
2.2

2.4

2.9

2.7
2.45
2.10
2.48
2.6
2.11
2.51
2.13

English

procedure

process

quality

rate of return

registered user
rehabilitation

relevant authority
reliability «Information:»
reliability <asset or process>
repair

requrement

residues

responsible body
restriction

service

service agreement
service area
stakeholder
sustainable development
tariff

user

wastewater
wastewater system

water utility

French

abonnb

accessibilitb economlique
bien

branchement
communautb

contrat d'abonnement
couverture
developpement durable
disponfcibtb

eau potable

eaux usees

efficacite

French

procedure

processus

qualitb

taux de retour

abonnb

rehabilitation

pouvolrs publics
fiabilitb «Informations:*
fiabllitb <bien ou processus>
reparation

exigence

residue

organisme responsable
restriction

service

central d abonnement
zone de competence
partle mtbressbe
dbveloppement durable
tarif

usager

eaux usees

systeme d'assamissement
service public de I'eau

English

registered user
affordability

asset

connection
community
service agreement
coverage
sustainable development
availability
drinking water
wastewater

effectiveness

FOCTP MCO 24510—2009

Spanish

procedimlento

proceso

caiidad

tasa de retorno

cliente registrado
rehabilltacibn

autoridad competente
credibilidad <informac«on>
conflabitidad <activo o proceso>
reparacibn

requisite

residuos

orgamsmo responsable
restrlcclbn

serviclo

acuerdo de serviclo

area de serviclo

parte interesada
desarrollo sostemble
tarifa

usuario

agua residual

sistema de agua residual

entidad prestadora de serviciosde
agua

Ha hpaHLy3CKOM fi3blke
Spanish

cliente registrado
asequiblitdad
actlvo

conexton
comunidad
acuerdo de serviclo
cobertura
desarrollo sostenible
dispombllidad

agua potable

agua residual

eficacla
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OkoHuyaHue Tabnuuybl A.2

o,

2.14 efficlence

2.15 environnement

2.3 evaluation

21 exactitude

2.40 exigence

2.38 fiabilitb <bien ou processus>

2.37 fiabilitb <informations>

2.5 gestion du patnmolne

2.16 indlcateur

2.17 infrastructures

2.18 interruption

2.19 maintenance

2.20 management

2.8 niveau de confiance

2.23 operateur

2.42 orgamsme responsable

2.47 partie mthressbe

2.24 performance

2.25 point de collecte

2.28 point de consommation

2.26 point de livraison

2.27 point de rejet

2.36 pouvolrs publics

2.29 prix

2.30 procbdure

2.31 processus

2.32 qualite

2.35 rehabilitation

2.39 rdparation

241 rbstdue

2.43 restriction

2.44 service

2.53 service public de I'eau

2.22 systéme autonome

212 systome d alimentation en eau
potable

2.52 systdme d'assamissement

221 systeme de management

2.49 tarif

2.33 taux de retour

2.50 usager

2.46 zone de compbtence

30

English

efficiency
environment

assessment
accuracy
requirement
reliability <asset or process>
reliability <mformation>
asset management
Indicator
infrastructure
interruption
maintenance
management
confidence grade
operator
responsible body
stakeholder
performance
pomt-of-collectlon
pomt-of-use
point-of-dellvery
point-of-<Jischarge
relevant authority
price

procedure
process

quality
rehabilitation
repair

residues
restriction

service

water utility

on-site system

drinking water system

wastewater system
management system
tariff

rate of return

user

service area

Spanish

eficlencia

medio ambiente
evaluacidn

exactitud

requisito

confiabllidad <actlvo o proceso>
credibilidad <mformacibn>
gustibn de mfraestructura
mdicador

mfraestructura
mterrupcibn
mantenimiento

gustibn

nlvel de confianza
operador

organismo responsable
parte interesada
desempefto

punto de recoleccibn
punto de uso

punto de suministro
punto de descarga
autoridad competente
precio

procedimiento

proceso

calidad

rehabllitaclon

reparaclon

residuos

restriccion

servicio

entidad prestadora de serviciosde
agua

sistema local

sotema de agua potable

scstema de agua residual
sistema de gustibn

lanfa

tasa de retorno

usuarto

area de servicio
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Ta6nuuya A3 — Tabnuya cCOOTBETCTBYIOLNX TEPMUHOB B aipaBUTHOM MOPSAKE Ha MCMAaHCKOM A3blke

Homep
TepmmHa

2.4

2.45
211
251
2.46
2.2

2.36
2.32
2.34
2.10
2.7

2.9

2.38
2.37
2.48
2.24
2.6

2.13
2.14
2.53

2.3

21

2.20
2.5

2.16
2.17
2.18
2.19
2.15
2.8

2.23
2.42
2.47
2.29
2.30
231
2.27
2.25
2.26

Spanish

activo

acuerdo de servtcio

agua potable

ague residual

area de serviclo
asequiblhdad

autondad competente
caltdad

cllente reglstrado
cobertura

comunldad

conexton

confiablfcdad <activo o proceso>
credibibdad «Informacion»
desarrollo sostenlble
desemperto

disponoi&dad

eficacia

efictencia

entidad prestadora de serviciosde
agua

evaluacibn

exactttud

gustidn

gustion de mlraestructura
Indicador
infraestructura
Interrupcidn
mantenimlento

medio ambiente

mvel de conflanza
operador

orgamsmo responsable
parte mteresada

precio

procedimlento

proceso

punto de descarga
punto de recoleccion

punto de aummlstro

English

asset

service agreement
dnnking water
wastewater

service area

affordability

relevant authority

quality

registered user
coverage

community

connection

reliability <asset or process>
reliability «information»
sustainable development
performance

availability

effectiveness

efficiency

water utility

assessment
accuracy
management
asset management
indicator
infrastructure
interruption
maintenance
environment
confidence grade
operator
responsible body
stakeholder

price

procedure
process
pomt-of-dtscharge
point-of-collecbon

pomt-of-delivery

French

bien

contrat d’abonnement
eau potable

eaux usees

zone de competence
accessible 6conomique
pouvoirs publics

qualite

abonne

couverture

communaute
branchement

fiabie <bien ou processus»
fiabie «informations»
devetoppement durable
performance
dispombilite

efflcacite

efficience

service public de I'eau

evaluation

exactitude
management

gestion du patrimoine
indicateur
Infrastructures
Interruption
maintenance
environnement
niveau de conflance
operateur

orgamsme responsable
panie mteress6e

prix

procedure

processus

point de rejet

point de collecte

point de Itvratson
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OkoHuyaHve Tabnuubl A.3

e,
2.28 punto de uso

2.35 rehabllitacidn

2.39 reparacton

2.40 requisite

241 residuos

243 restriccldn

2.44 servicio

2.12 sistema de agua potable
252 sistema de agua residual
2.21 sistema de gustion

2.22 sistema local

2.49 tanfa

2.33 tasa de retorno

2.50 usuarlo

32

English

point-ot-use
rehabilitation
repair
requirement
residues
restriction
service

drinking water system

wastewater system
management system
on-site system

tariff

rate of return

user

French

point de consommatron
rehabilitation

reparation

exigence

residue

restriction

service

systeme d alimentation en
potable

systems d'assamlssement
systeme de management
systeme autonome

tarlf

taux de retour

usager

eau
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Mpunoxexve B
(cnpaBo4yHoe)

Mpumepsbl nokasatenei AeATEeNTbHOCTH

B.1 O6uue NnonoxeHns

B HacToAweM NpunoxeHun npeacTaBieHbl KOHKPEeTHbIe MPUMepbl NokasaTeneii 4eAaTeNbHOCTH, pa3paboTaHHble B
COOTBETCTBUM C KPUTEPUAMM OLLEHKM, COAepXalyumnucsa B pasgene 6. 1 MeToA0N0rMel, NnpeacTaBneHHoi B pasgene 8.
MokasaTenu [eATeNbHOCTU LO/KHbI UCMONb30BATLCA /151 OLLEHKN BbINOHEHWUA YC/YTN OTHOCUTENLHO Lienieil, ycTaHoB-
NEeHHbIX B COOTBETCTBUN C HYXAaMuN N OXUAaHAMU noTpebuTenei, BKNKOYEHHbIMY apasgen 4.

HekoTopble KpUTEPUM OLLEHKN YCAYTU NOTPebuTENAM. nepeymncrieHHble B pasgene 8. TpebytoT kaueCcTBEHHO OLeHKM
MW NPUGIN3NTENbHOW OLEHKN AaHHbIX 415 NOSTYYEeHNS pacyeTHbIX JaHHbIX. HECMOTPS Ha TO 4TO NPUHLMNBLI UCNO/Ib30BAa-
HUA nokasartenei feAaTeNbHOCTU NPOTUBONO/IOXHbLI NPUHLMMNAM WCMO/Ib30BaHNA pacyeTHbIX AaHHbIX, eCin Heobxo4umo,
noslydeHne Taknx pacHeTHbIX AaHHbIX A0/HKHO NPOU3BOANTLCA CUCTEMATUYECKU 1 MO COrNalleHnto Co BCeMU 3anHTepeco-
BaHHbLIMW CTOPOHAMMU, YHACTBYIOLWMMMN B NPOLIECCE OLLEHKN.

MpnBeAeHHbIe HNXE NPUMEPBI He ABNSIOTCA cYepnbiBatoW MK, [ipyrue noxoxvwe npumepsl nokasareneii geatens-
HOCTW MOTyT 6bITb pa3paboTaHbl UK Hali4eHbl B CpaBoYHuKax (Hanpumep, cMm. CnpaBoyHukm (11]. (12]) Ana npumeHeHns
HacTosulero ctaHgapTa. Ha nokasatenn AeaTe/ibHOCTU OKa3blBalOT B/IMSIHME MECTHbIe YC/I0BUSA, NO3TOMY nokasatenu
cnepyet ajantuposaTb KHUM. MokasaTenn 4esTesIbHOCTW B 3TOM NPUIOKEHUN NpeanaratnTcs ToNbKOo B Ka4ecTBe npume-
POB. X He cneyeT UCNo/b30BaTh 6€3 NOATBEPXAEHUA UX YMECTHOCTW U NPUMEHNMOCTH.

Mpwn TonkoBaHuK nokasaTenei AeATeNbHOCTU CreAyeT yUnTbiBaTbh KOHTEKCTHYIO MH(hopMaLmio, kKoTopas BkaoYaeT
XapaKTepucTUKN CUCTEMbI U PErMoHa.

B.2 [locTyn K ycnyram nuTbeBOr0 BOJOCHaGXeHNA

MokasaTenb AesATeNbHOCTU: KONYECTBO HaCeNeHWs B pacyeTe Ha OA4UH KpaH Wnu BOAOHaMOPHY Tpyby obliero
nonb3oBaHuA (Yen./kpaH).
OnpepaeneHune: NOCTOSHHO MPOXMWBalKLLEe HaceneHne, 06CNyXMBaemMoe CUCTEMOV KOMMYHa/IbHOrO BOAOCHABXeHNs
nocpesCcTBOM KpaHOB WM BOAOHAMNOPHbLIX TPY6 06LLEro Nonb30BaHWs, B pacyeTe Ha KOJIM4eCTBO KpaHOB WK BOLOHA-
NOpHbIX TPY6 06LLEro N0Nb30BaHNSA.
MpaBuno o6paboTkn gaHHbIX: 1QS3 = FIFgQ,
rae |Qsg — nokasaTenb AesTeNbHOCTU N0 KONMYECTBY HaceNeHus B pacyeTe Ha OfUH KpaH Uan OfHY BOAOHaMOPHYIO
Tpy6y 06L1ero noNb30BaHUs, yen./kpaH;

F3 — KonuyecTBO HaceneHus, 06CnyXxmBaemMmoro NnocpeAcTBOM KpaHOB UK BOAOHANOPHbIX TPYy6 06Lero nonb3o-
BaHuS;

F8 — konmn4yecTBO KpaHOB UM BOAOHANOPHbIX TPY6 06LLero nosib3oBaHus.
KoMMeHTapuii: 3ToT nokasaTtesib OLeHNBAETCS OTHOCUTENIbHO KOHTPO/IbHOW AaTbl. OH OTHOCUTCA TOMLKO K pa3BuBato-
LMMCA pervoHam, rae cyujecTBeHHas 4015 NoCTaBkn BOAbl MPON3BOAUTCA Yepes KpaHbl U BOJOHANOPHbIe TPy6bl obLe-
ro noNb30BaHUA.
Kog IWA: OS9

B.3 MpepoctaBneHne ycnyru
B.3.1 Bpemsa AN NOATOTOBKMN K NPpeA0CTaB/IEHNIO HOBOW yCnyru

MokasaTenb geAatenbHocTun: KM HOBOro noAgcoeanHeHns (AHe).
Onpepgenexve:obuieeBpeMs.noTpayeHHoeHayCTaHOBEHNEHOBbLIXMO4COE4NHEHNA.3anepuoAoLEeHKU/KONNYECTBO
HOBbIX NOACOEAVHEHWNI, yCTAHOBMEHHbIX 3@ MEPUO/ OLEHKN.
MpaBuno o6paboTkn gaHHbIX: 1QS23 = FAFA,
rae 1QS23 — nokasatenb geAaTensHocTy no KM/ HoBbIX NOACOEAVHEHWNIA, B AHAX:
F9 — Bpems yCTaHOBKM HOBbIX NOACOEANHEHWNI, B AHAX;

F,0 — KONM4ecTBO YCTAHOB/EHHbIX HOBbIX NOACOEANHEHNIA.
KomMMeHTapuii: oueHKy 3TOro nokasaTens He cfiefyeT NPOBOANTL 3a Nepuoj MeHee 0HOro roAa, NOCKO/IbKy 3TO MOXeT
npmBecTy KoWwn604HbIM BbiBOAaM. Ecnv nepnof oLeHkn BCe Xe cocTasnsieT MeHee roaa, cnefyeT TONKOBaTb pesy/b-
TaTbl C 0CO6bIM BHUMaHneM. CnegyeT usberatb BHELWHUX CPABHEHUI HA OCHOBE TaknX BPEMEHHbIX Nepnofos. ITOT
nokasarveslb OTHOCUTCA K HOBbIM KOHTpakTam, koraa noAacoefuHeHne Kycnyre yxe cyljectsyerT.
Kog IWA: 0S23
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B.3.2 PemMOHTHbIe paboThl
B.3.2.1 KonmuyecTBO NpepbiBaHWii B pacuyeTe Ha COeAUMHeHNEe

MokasaTenb [eATeNbHOCTU: KOMMYECTBO MpepbiBaHWA B pacuyeTe Ha coeauHeHue {konnyectBomO000 coepguHe-
Huii/rop).
OnpegeneHue: [(06Lee KONMYECTBO NPEPbIBAHNI 3a Nepuog oueHkn * 365)/(nepros oLeHkn * KonnyecTBo NoAcoean-
HeHuit k ycnyre)] x 1000.
MpaBnno 06paboTkn gaHHbIX: IQSU = D16 *365/(H, xC 24) xKOOO.
rae loald — nokasartenb AeATeNbHOCTH NO KOIMYECTBY NPepbiBaHNi B pacyeTe Ha coegnHeHmne, konnuecTtso/1000 coe-
AvHeHwnii/rog,.

DJB— konn4yecTBO NpepbiBaHWii NpegocTaBieHns ycnyru;

H, — nepuopg oueHku, BAHAX;

C24 — konn4yecTBO NOACOEAUHEHNIE K yCnyre.
KoMmeHTapwii: oueHKy aTOro nokasaTesns He cfieyeT NPOBOAWTL 3a Nepunoj MeHee 0HOro rofa, MoCKO/IbKy 3T0 MOXeT
NPUBECTYU K OLLIMGOYHLIM BbiBOAAM, 6€/1M Nepnoj OLEeHKN BCe Xe CoCcTaB/IsieT MeHee rofa, crieayeT TO/IKoBaTb pesy/b-
TaTbl C 0CO6bIM BHUMaHeM. CnefyeT nsberaTb BHELHUX CPABHEHUI HA OCHOBE TakNX BPEMEHHbIX MEePUOA0B.
Kopg IWA: QS14

B.3.2.2 CpefHee BpeMsi npepbiBaHus

MokasaTenb fAeATeNbHOCTU: CpefHee BpeMs npepbiBaHus (4Hel).

OnpepgenexHve: cpeAHAs NPOAOIKNTENbHOCTL BCEX NPepbIBaHNI, UMEBLUMX MECTO 3a NepUOoJ OLLeHKU.

MpaBunno o6paboTkM faHHbIX: 06l ee BpeMs NpepbiBaHuii 3a neprnog oLueHkm (B AHAX)/o6LWwee KONNYECTBO NpepbiBa-
HW 332 Nepnoj OLEeHKN.

KoMMeHTapuii: oLeHKy 3TOro nokasaTesns He cnefyeT NPOBOAUTbL 3a Neproj MeHee OHOr0 roga, MOCKobKy 3TO MOXeT
NpMBECTY K OLIMBOYHbIM BbiBOAAM.

B.3.3 UeHna ycnyru

MokasaTenb AeATENbHOCTU: 3KOHOMUYECKAs AOCTYNHOCTb 3aTpaT Ha noacoesuHeHune (%).

Onpepgenexune: LieHa HOBOTO NOACOEUHEHUS K yCnyre B paiioHe, rae TpebyeTcs paclimpeHue ceT, OTHOCUTENIbHO
cpefHero foxoaa B paiioHe.

MpaBunno 06paboTkn AaHHbIX: (LeHa HOBOro NMOACOEAMHEHUS K yCnyre B paiioHe, rae TpebyeTcs paclimpeHve cetu/
CcpefHUiA MecsiuHbI fOX04 AOMaLUHero xo3siicTea B palioHe) * 100 %.

KommeHTapuii: npouesypa pacueta exeMmMecsyHoOro foxofa AOMallHero xo3sicTea B paiioHe Jo/ixHa GblTb YeTKo
onpejesneHa 3apaHee 1 CornacoBaHa Co BCEMYW y4acTBYHOLLMMI B NPOLLECCe 3aMHTEPECOBAHHbIMU CTOPOHAMMU.

B.3.4 O6beM nocTaBku NUTbEBOW BOAbI

Moka3aTesnb feATeNbHOCTU: BpEMS AeACTBMA OrpaHNyeHmnin Ha ncnonb3oBaHne Bogapl (%).

OnpegeneHve: NpoLeHTHasA [ONA BpEMEHU B rofy, KOraa AeicTBoBanu orpaHMyeHunst Ha Ncnosib3oBaHve Boabl 406po-
BOJIBHOTO WM 3aKOHOAATe/IbHO OnpeAeeHHoro xapakrepa.

MpaBnno 06paboTkn AaHHbIX: [4HU B rody, Korga AeicTtsoBano A06POBONbLHOE OrpaHMyeHne Ha UCNofib3oBaHue
BOJbl (KOMYECTBO) ¢ HN B roAy, KOraa AeicTBOBano 3akoHOAAaTe /IbHO OnpefesieHHoe orpaHnyeHne Ha Ucnosb3osa-
Hue BoAbl (konuyecTtso)] * (100/365).

KomMeHTapwuii: uncno 365 3ameHsaeTca Ha 4nco366 AnA BUCOKOCHOTO roga. Mpu pacyeTte aToro nokasarens geatesib-
HOCTW cneflyeT BKIOUATb TO/IbKO OrpaHnYeHnsi Ha UCNONb30BaHWe BO/bl, 06YCNOB/EHHbIE HEAOCTATOUYHbIM 06bEMOM
BOJbl B UCTOYHMKE. CUCTEMbI KOMMYHa/IbHOFO BOAOCHAa6XEHNS MOTYT N0 CBOEMY YCMOTPEHUIO NCMOMb30BaTh OTAE/b-
Hble nokasaTenun feaTenbHOCTY ANSt OTPAXEHUSI LOOPOBObHbIX Y 3aKOHOAATENIbHO ONpeAeeHHbIX OTPaHUYEHUA.

B.3.5 KauyecTBO NUTbeBOI BOAbI

MokasaTenb feATENbHOCTU: KAYECTBO NOCTaBNAEMO Bogbl (%6).
Onpepgenexue: (oblee KONYECTBO MPOBEPEHHbIX NPO6 OUYNLLEHHO BOAbI, COOTBETCTBYIOLNX NPUMEHUMbIM CTaHap-
TaM unu TpeboBaHUSIM 3aKOHOAATENbCTBA, 3a Nepuoj oueHku/obuiee KOMMYECTBO MPOBEPEHHbIX NPO6 OYULLEHHOI
BO/bl 32 Nepuog oueHkn) * 100 %.
Mpasuio 06paboTkn gaHubix: 1Qgi8 1 ((062 ¢ 0B3 + + D65)/D6)) k 100%.
rae 1QS18 — nokasatenb AeATENbHOCTU NO KAYECTBY NOCTaBAAEMON BOAbl. 8 NpoueHTax;

062 — KO/IM4ecTBO NPOG, COOTBETCTBYIOLLUX 3CTETUUYECKUM KPUTEPUAM;

DO3— ko/M4ecTBO NPo6, COOTBETCTBYIOLNX MUKPOBUONOTNYECKUM KPUTEPUAM;
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D64 — KO/IM4ecTBO NP06, COOTBETCTBYHOLLUX PU3UKO-XUMUYECKUM KPUTEPUSAM;

D65 — KonmuecTBO Npo6, COOTBETCTBYIOLUX KPUTEPUAM PaAN0aKTUBHOCTMY;

DSL — KO/IM4ecTBO NPOBEPEHHBIX MO KAYeCTBY NPO6 OYMNLLLEHHOV BOAbI.
KoMMeHTapuii: oLeHKy 3TOro nokasaTesis MOXHO MPOBOANTL 3a Nepuoj MeHee 0fHOTo rofa, HoNpu aToM cnegyeT ToN-
KoBaTb pe3ysibTaTbl C 0COObIM BHUMAHNEM, OCOOEHHO KOrja OHV UCMO/b3YITCA /19 BHYTPEHHUX UN BHELLIHNX CpaBHe-
HWA.
Kog IWA: OS18

B.3.6 3cTeTnuyeckne xapakTepucTUKN BOAbl

MokasaTesnb AeATeNbHOCTW: Xanobbl Ha ka4yecTBo BoAbl (%).
Onpepenexne: (KONMYECTBO Xanob Ha Ka4eCcTBO BOAbl 3a Mepuof OLEHKU/KONMYECTBO Xanob Ha ycnyry 3a nepuog
oueHkun) * 100 %.
MpaBuno o6paboTkn gaHHbIX: IQS30 = F)8/F15* 100%.
rae 10S30 — nokasartenb AeATeNbHOCTH NO Xanobam Ha ka4ecTBO BOAbI, B MPOLEHTAX;

F1S— konun4yecTBO Xanob Ha ka4ecTBO BOAbI;

F15— konunyecTtBO Xanob Ha ycnyry.
KoMMeHTapwii: oueHKy 3TOro nokasaresia MOXHO NPOBOAWTL 3a NepMOj MeEHee OHOTO rofa, Honpw aTom cieayeT ToN-
KoBaTb pe3y/sibTaTbl C 0CO6bIM BHUMaHWeM, 0CO6EeHHO KOrja OHU UCMOMb3YTCA ANA BHYTPEHHNX UM BHELLHWUX cpaB-
HEeHWIA.
Kog IWA: QS30

B.3.7 faBneHue npu noctaBke NUTbEeBON BOAbI

MokasaTesnb AeATeNbHOCTW: Xanobbl Ha ypoBeHb AasneHns (%).
OnpegeneHune: (KONNYECTBO Xanob Ha YpOBEHb AaBEHNS 3a NePUoA OLLEHKU/KONNYECTBO Xanob Ha ycnyry 3a nepuog,
oueHkmn) k 100 %.
MpaBuno o6paboTkn gaHHbIX: 1QS28 = F16/F)5 k 100%.
rae 10S28 — nokasatesnb JeATeNbHOCTY No Xanobam Ha ypoBeHb AaBfeHuns, B NpoLeHTax.

F)e — konuyecTBO Xanob Ha ypoBeHb AaBNeHUS;

F)6 — konnuecTBO Xanob Ha ycnyry.
KoMMeHTapuii: oueHKy aToro nokasaresia MOXHO NPOBOAWTL 3a NepMO MeHee 0 HOTO rofa, Ho Npun aToM ciegyeT Tof-
KoBaTb pe3ynbTaTbl C 0CO6bIM BHUMaHNEM, 0CO6EeHHO KOrja OHU UCMOMb3YTCA ANA BHYTPEHHUX UIN BHELLHWUX cpaBs-
HEeHWIA.
Koa IWA: OS28

B.3.8 HenpepbiBHOCTb NOCTaBKN NUTLEBOI BOAbI
B.3.8.1 HenpepblBHOCTb NOCTaBKN

MokasaTeNb AeATeNbHOCTN: HENPEPbIBHOCTbL NOCTaBKU (%).
OnpepeneHune: (KONNYECTBO 4acoB, B TEYEHME KOTOPbLIX B cMCTeMe NoAJdepXuBaeTcs [aBneHne, 3a Nepuoj OueH-
kn/(24 xnepuog oueHkun)) *100%.
MpaBuno o06paboTkn gaHHbix: 1QSI2 = H2/((H1x24) * 100%.
rae los12 — nokasaTenb AeSTENbHOCTU N0 HENPEPbIBHOCTW NOCTABKW, B NPOLEHTAX;

H2 — Bpems, B TeueHne KOTOPOro B CUCTEME NoAfepxXnBaeTcs AasBneHne, e yacax.

H1— nepunop OueHKu, B AHAX.
KoMMeHTapuii: oueHKy 3TOro nokasaTens He ciefyeT NPOBOAWTL 3a Nepuoj MeHee OAHOr0 roAa, NOCKO/IbKY 3TO MOXeT
npMBeCTY KOoWNBOYHbIM BbiBOAaM. Ecnv nepnof oueHkn BCe Xe CoOCTaBNAeT MeHee rofa, cfefyeT TONKOBaTb pe3y/b-
TaTbl C 0CO6bIM BHUMaHWeM. CrnegyeT n3beratb BHELWHNX CPABHEHWUI I HA OCHOBE Taknx BPEMeHHbIX Nepnoaos. 3ToT
nokasarvesib NOAXOAWT AN CUCTEM NEPEMeXaloLiXcsa NocTaBoK. B 3TOM nokasaTese He y4YuTbIBAOTCA NpepbiBaHUs
BC/leCTBUE BHENNAHOBbIX C60eB B paboTe CUCTEMbI, NPOBOASALLMECS PEMOHTHbIE PaboThbl, BOCCTAHOBUTE bHbIE pabo-
Tbl. MPU HANMYMKN NOACUCTEM, OCYLLECTBASAIOLMX NOCTABKY B pa3Hble Nepuofbl, nokasartesb OLeHNBaeTCs OTAE/bHO Mo
Kaxaoi nofgcucteme. PesynbTaT npeacrtaBnsieT coboli cpefHeB3BeLlUEeHHYI0 BeNYNHY, BECOBbIM KO3(h(PULNEHTOM
ABNSETCA KONIMYECTBO NOACOEUHEHNIE K yC/lyre No KaxkAoi noagcucremve.
Koa IWA: QS12

B.3.8.2 YacToTa40CTaBKM NUTLEBO BOAbI B HECETEBbIX CUCTEMAaX

MokasaTesnb AeATEeNbHOCTMW: YacToTa JOCTaBKN NMUTbEBOI BOAbl B HECETEBbIX cCMCTeMax (KONMNYeCcTBO/AeHb).
OnpepeneHune: yactoTa AOCTABKN BOAbl B HECETEBbIX CUCTEMAX.

MpaBuno 06paboTKy JaHHbIX: KOIMYECTBO 4OCTABOK BOAbl B pacyeTe Ha notpebuTens B roay/365 aHeil.
KomMeHTapuii: aToT nokasaTe b AeATE/IbHOCTU MOXeT NCN0Mb30BaThbCA TO/IbKO B HECETEBbIX CUCTEMAX, FAe ocylle-
cTBNsieTcA goctaBka notpebutento. Yucno 365 3ameHsieTcs Ha uncno 366 Ans BUCOKOCHOrO roga.
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B.3.9 OxBaT 1 JOCTYNHOCTb YC/IYT MUTbEBOT0 BOAOCHabXeHUA
B.3.9.1 OxBart HaceneHus

Moka3aTenb feATenbHOCTU: oxBaT HaceneHus (%).
Onpepenexne: (MOCTOAHHO NpoOXuBallliee HaceneHue, 06CNyXMBaeMoOe CUCTEMO KOMMYyHaNbHOro BogoCHabxe-
Husi/o6LEee YNCNo NOCTOAHHO NPOXMUBALKOLWEro HaceneHuns) x 100 %.
MpaBnno 06paboTkn gaHHbIX: I0S3=F,/E5»100 %,
rae |QS3 — nokasaTtesnb 4eATeIbHOCTM N0 OXBAaTy HAaCceNeHus, B NpoLeHTax;
F, — o6cnyxnBaemoe NOCTOAHHO NpOXUBaloLlLee HacesneHne, YenoBek;
Es — NOCTOAAHHO NpOXUBaloLiee HaceneHne, YenoBek.
KoMMmeHTapwii: 3TOT nokasaTe/b OLLleHNBAETCA MO COCTOSAHNIO HA KOHTPO/IbHYIO AarTy.
Kopg IWA: QS3

B.3.9.2 PaccTosHMe OT JOMALLUHUX XO03A/CTB 40 NYHKTOB BOAOCHabXeHns

MokasaTenb AesATeNbHOCTU: PACCTOsIHNE OT AOMALLUHUX XO351UCTB [0 NYHKTOB BOAOCHAGXeHUs (B MeTpax).
OnpejaeneHve: CYMMUPOBaHe /1S BCeX MYHKTOB BOAOCHABXEHNS PACCTOSIHUSA MEXAY KaXAbIM MYHKTOM BOAOCHa6Xe-
HUS 1 HanGonee yAeneHHbIM JOMAWHUM X03/ACTBOM, 06CNY)XMBAEMbIM VM. OTHOCMTE/IbHO O6LLEero KoimyecTsa nyH-
KTOB BOOCHaBGXeHWs.

MpaBnno 06paboTKN faHHbIX: 06l ee pacCToOsHME OT NYHKTOB BOAOCHa6XeHUs 40 AOMAaLLHUX X03AicTB/06LWee KO-
4eCTBO NYHKTOB BOAOCHABXEHUS.

KoMMeHTapuii: 3TOT nokasaTeslb OLEeHWBAETCS MO COCTOSIHWIO Ha KOHTPO/IbHYO AaTy. MyHKTbl BOAOCHA6GXEHUS OTHO-
CATCA K NYHKTaM NoTpPe6eHNs, rAe HaxoaaTCs OAUH UK HECKO/TbKO KPaHOB UM BOAOHANOPHbLIX TPY6 06LLEr0 N0/b30-
BaHMsA. OH OTHOCUTCSA TO/IbKO K Pa3BMBaLMMCS PermoHam, rae cylecTBeHHas 40Ms NOCTaBKM BOAbl NPOM3BOANTCS
yepes KpaHbl 1 BOAOHANOpHbIe TPY6bl 06LLEr0 NO/Ib30BAHUS.

B.3.10 OxBaT M AOCTYNHOCTb YCAYT NO yAaneHuno CTOYHbIX BO4

MokasaTenb feATeNbHOCTU: NOCTOAHHO NPOXKBalOLLee HaceneHre, nmetoLLee NoAcoeuHeHe K KaHanu3alnoHHO
cucteme (%).
Onpepenexve: (NOCTOSHHO NPOXUBAlOLLEE HACENEHNE, MEloLLee NOCOeANHEHNE K KaHaNM3aLMoHHON cucTeme, akc-
nnyatupyemoii cuctemoli KOMMYyHanbHOro BOAOCHabxeHus/obliee 4MCNO MOCTOAHHO MNPOXWBAlOLWEro Hacesne-
HUS) x 100 %. N0 COCTOSIHMIO HA KOHTPO/IbHYIO AaTy.
MpaBuno o6paboTkn gaHHbIX: laCSt * wEAWE, *100%,
rae 1aQS1 — nokasaTtenb AeATe/IbHOCT MO NOCTOSHHO MPOXMBAKLIEMY HaCe/IeHUo, MMeLweMy NofcoeguHeHne K
KaHanM3aLMoHHOW cucteme, B NpoLeHTax;

WE4 — HaceneHue, nmeroliee NoAcoegMHeHVe K KkaHan3aLnoHHO cucTeme, YenoBsek;

WEL — NOCTOSIHHO NpOXUBalolLee HacefeHne, YesioBek.
Koa IWA: wQS1

B.3.11 3aTtonsieHne 06beKTOB HEABUXKMMOCTN CTOYHBIMU BOZaMU
B.3.11.1 3atonneHne 06bEKTOB HEABVMXMMOCTA CTOUYHBIMW BOAAMMW U3 KaHaNU3aLWOHHBIX KONMEKTOPOB
CMeLaHHOoro Tuna B Cbipyto norogy

MokasaTenb 4esTeNbHOCTU: 3aTONEHNE 06HEKTOB HEABUXUMOCTMU CTOYHbIMW BOAAMM U3 KAHANN3ALMOHHbIX KONIEK-
TOPOB CMELLAHHOTO THNa B Cbipyto norogy (konnyectTBo/1000 06bEKTOB HEABMXUMOCTU/TOA).
OnpegeneHune: ((KONIMYECTBO 06bEKTOB HEABMXMMOCTU, NOCTPAAABLUNX OT 3aTOMNNEHNSA CTOYHBIMW BOAAMU U3 KaHAIU-
3aLMOHHbIX KOJITEKTOPOB CMELIAaHHOTo TUNa B CbIPYto MOroAy, 3a nepuog oueHkn X 365)/(Nepnos oLeHKN XKoIn4ecTBo
NoACcOeANHEHHbIX 06 bEKTOB HELBMXMMOCTMW MO COCTOSIHUIO HA KOHTPO/IbHYIO AaTy)] * 1000.
MpaBnno 06paboTkn gaHHbIX: 1aQS13 = (W5 <365/(wHt x wC28)) x 1000.
rae 1eQSJ3 — nokasaTtenb AeaTeNbHOCTY N0 3aTONEHUI0 06BEKTOB HEABMXUMOCTU CTOYHLIMUY BOJAMM U3 KaHaNn3aLm-
OHHBbIX KO/1/IEKTOPOB CMELLIAHHOTO TUMa B CbIpyto noroAy, konnyectsom 000 06EKTOB HEABMKUMOCTW/TOA,;

wfs ~ KO/IMYECTBO 3aTONEHNI B CbIPY0 NOroAy 06B-EKTOB HEABMXMMOCTU CTOUYHBIMI BOAAMM U3 KaHann3aLu-
OHHBbIX KO/1/IEKTOPOB CMELIAHHOTO TUna.

whi — Nepuoj, OLEHKM, B AHSX;

wC2a — KONMYeCTBO NOACOENHEHHbIX 06 EKTOB HEABUXMMOCTU.
KoMMeHTapuii: 3TOT nokasaTesib AeATENbHOCTA MOXET OLEHWBATLCS 3a NEPUOAbl MEHEE rofa, HO PekoOMeHayeTcs
MCNOMb30BaTb €ro. KOrAa flaHHble No NepeMeHHbIM cobpaHbl No KpaiiHei Mepe 3a rof. Ecnu 3T0T nokasaTesib UCNONb3Y-
eTca ans 6onee KOPOTKUX NEPUOAOB, CNefyeT ¢ 0CO6bIM BHUMAHUEM MPOBOAUTL CPABHEHWUS, Kak BHYTPEHHUE, TaK U
BHELLHWe.
Kog IWA: «QS13
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B.3.11.2 MpepbiBaHMA NnpeAoCcTaBAeHNA YCAYyr N0 c60py M TPAHCMOPTUPOBAHMIO CTOUYHbIX BOJ,

MokasaTenb AeATeNbHOCTU: NpepbiBaHNA NpefocTaBneHns ycayrnoc6opy N TPaHCMOPTUPOBAHNIO CTOUHbIX BOA (%).
Onpepenexne: {CymmapHoe KOIMYECTBO 3a Neproj OLLeHKN 06 bEKTOB HEABMKMMOCTH, NOCTpaaBLLINX OT NpepbiBaHNi
npeAocTaBneHns YCNyr, yMHOXEHHOe Ha NPOA0IKNTENBHOCTL NpepbiBaHnil B Yacax)/(Konn4ecTBo NoACoeANHEHHbIX
06BEKTOB HEABMXMMOCTH MO COCTOSIHUIO HA KOHTPO/IbHYIO AaTy X 24 * nepuog oueHkn} x 100 %.
MpaBuno o06paboTkn gaHHbIX: IWOS15 = (WF7/(wC2B *24 *w H1)) *100%.
rae 1,,QS15 — nokasartenb feATeNbHOCTH NO NpepbiBaHMAM MpefocTaBfeHns yCayr no c6opy 1 TpaHCNOPTUMPOBaHUIO
CTOYHbIX BOJ,. B MPOLEHTax.

WF7 — cymmapHOe KonM4yecTBO 3a Nepuof OLEeHKM 06BbEKTOB HEeABMXMMOCTM, NoCTpagaBLUNX OT npepbiBaHWi
npeAocTaBneHNs YCNYrK, yMHOXEHHOe Ha MPOA0/MKUTENIbHOCTb NpepbiBaHuii, B Yacax;

wC28 — KONM4ecTBO NOACOEANHEHHbIX 06 bEKTOB HEABMXMMOCTHY;

WHL — nepwuog oueHKu, B AHAX.
KommeHTapuii: 3TOT nokasaTte/b f,eaTeNIbHOCTU MOXEeT OLleHMBaTLCA 3a Nepunodbl MeHee roga, Ho cnegyeT ¢ 0Co6biM
BHMMaHWEM UCMONb30BaThb €ro /19 CPaBHEHW, Kak BHYTPEHHUX, TaK Y BHELLHKX.
Kog IWA: WQS1S

B.4 YnpaBneHue KOHTpakTaMu 1 BbiCTaB/ieHNEe CYETOB
B.4.1 BO3MOXHOCTb 3aK/Il0O4YEHUSA ACHOTO U MOHATHOTO cornaweHns o6 ycnyre

MokasaTenb feATeNbHOCTU: Xanobbl 1 3aNpockl No cornatlieHunio 06 ycnyre (KonmyecTBo/knneHT/rog).
OnpepeneHune: (KONMYeCTBO Xanob 1 3aNpocoB No cornalleHnto 06 ycnyre 3a nepuog oueHku * 365)/{nepuog oueH-
KN * KONMYECTBO 3aperucTpMpoBaHHbIX NoTpebuTenei).

MpaBunno 06paboTkn faHHbIX: aHanornyHo nokasarento IWA QS32 (cm. B.4.2).

B.4.2 TOYHOCTb BbICTaB/IEHUS CYETOB

MokasaTesnb AeATeNbHOCTMN: Xanobbl 1 3anpockl N0 BbICTAB/EHNIO CHETOB (KONMYECTBO/KNNEHT/roa).

OnpegeneHne: (KONMYECTBO Xanob 1N 3anpocoB NO BbICTaBNEHUIO CYETOB 3a Nepuoj oueHkn x365)/(neprnos oueH-

KN * KONNYECTBO 3aperncTpMpoBaHHbIX NoTpebutenei).

MpaBuno o6paboTkn gaHHbIX: 1QS32 = F20 *365/(H, XE 10).

rae 10S32— nokasartenb AeATenbHOCTH Mo Xanobam 1 3anpocam no BbICTAB/IEHNIO CHETOB, KOINYECTBO/KINEHT/ToA.
F20 — Konun4yecTBO Xanob 1 3anpocoB NO BbICTAB/IEHUIO CHETOB:

H, — nepnogj oueHKu, B AHAX:
E,0 — KONM4YecTBO 3aperucTpupoBaHHbIX NOTpebutenei.
Kopg IWA: QS32

B.4.3 OTBeT Ha XaNnobbl, CBA3aHHble C BbICTAB/IEHUEM CHETOB

Mokasatenb AeATENbHOCTU: CBOEBPEMEHHOE YPEryiMpoBaHue Xano6, CBS3aHHbIX C BbICTABNEHNEM CHETOB (%).
OnpepgeneHune: NpoLeHTHasa A0S Xanob oT 06Lero KoMYecTBa Xano6, CBA3aHHbIX C BbICTABIEHNEM CUETOB, ypery-
NIMPOBAHHBIX B Npefenax MakCMManbHOro onpesesieHHoro Cpoka.

MpaBuno 06paboTkn faHHbIX: (kanobbl, CBS3aHHbIE COCUETaMM, MOAAHHbIE B TEUEHWE KafleHAapHOro Nneproaa, KoTo-
pble 6blAW yperynmpoBaHbl B npejesnax ycTaHOBIEHHOO CPOKa (KONMYECTBOYXan00bl. CBSI3aHHbIE CO CHEeTaMM, NOAAH-
Hble B TeYeHne KaneHAapHoro cpoka (konmyectso)) * 100 %.

B.4.4 FACHOCTb BbICTAB/IEHHbIX CHETOB

MokasaTesnb AeATeNbHOCTMN: Xanobbl 1 3anpochbl Ha HEACHOCTY a BbICTaB/EHHbIX cueTax (KonnyecTBo/kNneHT/roa).
Onpepgenexnne: (KONMYECTBO Xanob ¥ 3anpocoB Ha HEACHOCTU B BbLICTAB/IEHHbIX cuyeTax 3a MNepuoj OLEH-
Kn * 365)/(Nnepunog, oLEHKN * KONMYECTBO 3aperncTpMpoBaHHbIX NoTpeduTenei).

MpaBuno o6paboTkn gaHHbIX: aHanornyHo nokasarento IWA QS32 (cm. B.4.2).

B.4.5 Cnoco6bl onnathl

MokasaTesnb AeATeNbHOCTN: paccTosHNe OT AOMALLIHNX X03AWCTB 4,0 NYHKTOB onaathbl (M).

OnpefenexHne: CyMMMpoBaHue No BCeM MyHKTaM OniaTbl paccTOAHWIA OT NyHKTa onnaTbl fo0 Hanbonee yfaneHHoro
AOMallHero xo3sincTea, 06¢cnyxnBaemMoro nM/o6Lee KONMYeCTBO MYHKTOB OMAaThl.

MpaBuno o6paboTkn faHHbIX: 06Lee paccTossHME OT fOMaLIHUX XO3AWCTB A0 MYHKTOB onnaTtbi/o6Liee KonMyecTBo
NyHKTOB onnaaThl.

KoMMeHTapuii: aToT nokasaTeboLeHNBAETCSA MO COCTOAHNIO HA KOHTPOJIbHYIO AaTy. MyHKTbI OniaThl OTHOCATCA KTOY-
KaMm. rae MOXHO NPOU3BECTU NnaTex 3a ycnyry. 3ToT nokasaTe b akTyasieH NnLb A5 TeX PErMOHOB, FAe He0CTaTOuHO
XOpOLLO pa3BuTbl aflbTePHATUBHbIE CNOCO6LI ONNaThl.
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B.5 MogaepxaHne XOPOLINX OTHOLWEHW C noTpebutensmm
B.5.1 O6uime nonoxeHns
B.5.1.1 Hanuune cxemsbl yyacTusa gns notpebutenein

Moka3saTenb feATeNbHOCTH: HaIMUNe CXxeMbl yyacTua Ana notpebuteneii (ga/HeT).
MpaBunno 06paboTKM faHHbIX: CyLWeCTBYET 1N CXema, NOCPeSCTBOM KOTOPOW NOTPe6GUTeNnn MoryT NpMHATL yyacTue B
ynpaBneHumn ycnyroin? (aa/Her).

B.5.1.2 MepcoHan no pa6oTe c KIMEHTaMK

MokasaTenb feATeNbHOCTU: NepcoHan no paéote ¢ knneHTamu (%).
Onpepenenune: (KOMYECTBO 3aHATLIX NOMHBIV paboynii feHb paboTHUKOB, 3aHUMAIOLLNXCA BEAEHNEM yUYeTa U KOHTPO-
neM. KIMEHTCKUMU OTHOLLIEHNAMU U MEHEeKMEHTOM/ KONTMYECTBO 3aHATLIX NOJHbIV pa6ounii feHb paGOTHUKOB cucTe-
Mbl KOMMYHa/IbHOTF0 BO0CHab6xeHns) x 100 %.
MpaBuno o6paboTkn gaHHbIX: 1Pe6 = B5/B, k 100%.
rae |Pe6 — nokasaTtenb AeATeNbHOCTM N0 NepcoHany no paboTe € KIMEHTaMK, B MPOLEHTax.
Br. — konn4yecTBO NepcoHana no paéoTe ¢ KIMeHTaMu;
B, — obujee KonmuecTso nepcoHana.
KoMMeHTapuii: 3TOT noka3aTtesib OLLleHUBAETCS MO COCTOSHNIO HA KOHTPO/IbHYIO AaTy.
Kog IWA: Pe6

B.5.2 MucbMeHHble obpalleHuns

MokasaTenb feATeNbHOCTU: OTBET HA MUCbMEHHbIE Xanobbl (%).
OnpepeneHune: (KOMYECTBO MMCbMEHHbIX Xan06 B pamkax 3afiaHHOro Cpoka 3a Nepuog, oLeHKU/Kon4ecTBo NUCbMeH-
HbIX Xanob 3a nepuog oueHkn) * 100 %.
MpaBnno 06paboTkn gaHHbIX: 0S4 = F22/F23 x 100 %.
rae |QS34 — nokasartesb AeATeNIbHOCTU MO OTBETY Ha NMCbMEHHbIE Xanobbl, B NpoLeHTax;

F22 — KOnM4yecTBO NUCbMEHHbIX OTBETOB;

F23 — KONn4ecTBO NMUCbMEHHbIX Xanob.
KommeHTapwii: aTOT nokasatenb AeATeNbHOCTN MOXET OLeHMBaTbLCA 3a Nepuojbl MeHee roga, Ho cnegyeT ¢ 0CobbIM
BHUMaHWeM TONKOBaTb pe3y ibTaTbl MPW UCNO/b30BaHNMN €70 AN BHYTPEHHNX U BHELIHNX CPaBHEHWIA. STOT nokasaTenb
NPUMEHNM B C/ly4aB Ha/IMYNsA CXeMbl FrapaHTUPOBaHHbIX CTaHAapPTOB.
Kog IWA: QS34

B.5.3 O6pauieHunsa no TenedoHy

Moka3aTenb feAaTenbHOCTU: o6paLleHns no TenedgoHy, OTBET Ha KOTOpbIe AaH CBOEBPEMEHHO (%).

OnpepfeneHune: NnpoueHTHas Aons OT o6l ero konnyecTsa obpalieHnii notpebuteneii no TenedoHy, Ha KoTopble gaH
OTBET KOMMNETEHTHbIM N0 4aHHOMY BONPOCY INL,OM, B paMKax yCTaHOB/IEHHOTO BPEMEHM.

MpaBunno 06paboTkn faHHbIX: (TenedoHHbie obpalleHns noTpebuteneii a kaneHAapHoOM nepuoje, Ha koTopble AaH
OTBET KOMMNETEeHTHbIM MOAAaHHOMY BONPOCY MLOM, B Tpefenax MakCumManibHOro ycTaHOB/IEHHOIO BpEMEHM A8 oTBeTa
(konuyecTBO)/TenedoHHble 06paLLeHns NnoTpebuTenein a kaneHgapHom nepuoge (konmyecTso)) x 100 %.
KomMeHTapuii: nepnoj BpemMeHu crefyeTt usMepsaTb C MOMEHTa NepBoro TeniehOHHOro obpatleHns noTpebutens.

B.5.4 BusnTbl noTpebuTens B opuc cMcTeMbl KOMMYHaIbHOTO BOAOCHA6XeHUA

MokasaTenb AeATEeNbHOCTU: BU3NTbI B OPNC CUCTEMbI KOMMYHa/IbHOIO BOJOCHABXEHNS, N0 KOTOPbIM CBOEBPEMEHHO
okasaHa nomolb (%).

Onpepenexve: NpoueHTHas J0N5 OT obLiero konMyecTsa BU3NTOB NoTpebuTenei B ohuc cuctembl KOMMYHa/IbHOTO
BOJ,0CHA6XeHWs, N0 KOTOPbIM OKasaHa NOMOLLb B Npefenax yCTaHOBNEHHOTO BPEMEHU.

MpaBunno 06paboTkn AaHHbIX: [noceTuTenn, NpuxoamsLLIne B OohuC B kaneHJapHOM nepuoje, KoTopbiM bblna okasaHa
noMoLLb B paMKax yCTaHOB/IEHHOTO BpeMeHu (koinyecTBo*noceTUTeNn, NPUXoaMBLLMNE B OOUC a KasleHA4apHOM nepuno-
e (konunyectso)) x 100 %.

KoMMeHTapuii: 13amepeHus MoryT npoBOAWUTLCSA B BUAE 3aNO/IHEHUSA NOCETUTENAMU, NPUXOASL MMM B odnc, BnaHka
aHkeTbl. OTAeNbHble nokasaTtenun AeAaTeNbHOCTU MOryT U3MepATbCS Mo KaXAoMy oduCy CUCTEMbl KOMMYHalbHOro
BOJOCHAGXEHUSI, BATOM CNyvae UTOroBblIli Noka3aTeNb eATeNbHOCTY MOXET ABNATLCA CPeAHEB3BELUEHHbIM MPOLEHT-
HbIX fonel oT 06l ero konMyecTsa 0hrcoB, B3BELUEHHbIX N0 KONNYECTBY NoTpebuTeneli B reorpacmyeckom palioHe,
o6cnyxnBaeMom gaHHbIM 0hrcom
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B.5.5 Bu3ntbl Kk noTpebutenio

MokasaTesnb AeATeNbHOCTMN: Xanobbl 1 3anpockl HA HEACHOCTY & BbICTABNEHHbIX cueTax (Kon4ecTBo/KNneHT/ron).
Onpegenexne: (KONMYECTBO Xasno6 M 3anpocoB Ha HEACHOCTU B BbICTAB/IEHHbIX cuyeTax 3a Nepuoj OLeH-
Kn * 365)/(nepnopg OLeHKN XKONNYeCTBO 3aperncTpupoBaHHbIX NoTpebuTenei).

MpaBuno o6paboTkn faHHbIX: aHanornyHo nokasarento IWA QS32 (cm. 8.4.2).

B.5.6 >Xano6bl 1 3anpocskl

Moka3atenb AeATENbHOCTU: Xanobbl N 3aNpoChl, yperyimpoBaHHble CBOEBPEMEHHO <%).

Onpefjenexne: NpoLeHTHaA A0 OT 06LLero KoNMYecTsa xanob 1 3anpocos NoTpebuTeneli, koTopsle 6biAN yperynu-
poBaHbl B Npejenax BpeMeHu, CO06LeHHOro noTpebuTento.

MpaBuno 06paboTkn faHHbIX: PKanobbl ¥3anpockl, NoAaHHbIe B KafleHAapHbI Nepro, KoTopble GbiNv yperynuposa-
Hbl B Npejeniax BpeMeHU, COOB6LEeHHOro noTpe6uTento (konmyecTBo)/xanobbl 1 3anpockl, NofgaHHble B KaneHaapHbIi
nepuog, (konnyecTso)] x100 %.

KommeHTapwuii: nepuof BpemeHn cnegyeTt U3MepsiTb C MOMEHTa, KOorja cuctema KOMMYHanbHOrO BOJOCHabXeHus
nony4yaeTanoby wnu 3anpoc, u o MOMEHTa, KorAa xanoba uim 3anpoc yperynmposaHsl. 9Ta hopma nokasartens ges-
TeNbHOCTU A0/MKHa BbITb afanTupoBaHa K U3MepeHusiM B Clyyae KOHKPeTHbIX CNoCO60B NoAayun xanobbl Nan 3anpo-
ca — B NUCbMEHHO (hopme, No TenedoHy, No 3/IEKTPOHHOW NouTe UK No dakcy.

B.5.7 YBegomsieHns 06 orpaHu4yeHnax nan npepbiBaHnax

Mokasatenb feATeNbHOCTU: CPOK YBEOM/IEHUS O N1AHOBbIX OTPAHNYEHUAX U NpepbIiBaHNAX (AHEN).

Onpepgenexne: cpefHWii CpoKk yBegomneHna notpebutens (Hambonee NoaxoAsL MM CNOCO60M) B AHAX 4151 NNAHOBbIX
orpaHvyeHunii v npepbiBaHnii.

MpaBnno o6paboTkn faHHbIX: [06LLee KONMYecTBO AHel yBeoMIeHUs NoTpe6uTeneli B cnyyae nnaHoBbIX OrpaHuye-
HWIA AV NpepbiBaHWii B rog (gHe)/ KoNnyecTBO yBeAOMIEHUS O N1AHOBbIX OTPAaHNYEHUAX U NPepbIBAHNAX NOTpebuTe-
nsm Brof (Konu4ecTso)).

KomMMeHTapwuii: cpeHuii CpPOK yBe,OM/IEHUS MEHEE MUHVMabHOTO ONpefe/leHHOro NneprnoAa o3HavyaeT HeoCTaTouHO
y[0BNeTBOPUTESbHYIO AeATeNbHOCTb, CPeHUI CPOK yBEAOMNEHUS, PaBHbI/ WA NpeBbILALWMA MUHUMaNbHBI onpe-
AEeNeHHblli nepuog, o3HavyaeT yA0B/IeTBOPUTENbHYIO AESATENbHOCTb (B CPeAHEM).

B.5.8 [ocTynHOCTb MH()OpMaLuuu 06 ycnyre

MokasaTenb feATeNbHOCTU: OXBaT NHhopmaLmein 06 ycnyre (%).

OnpefeneHne: NPoLEHTHasA 40ONA NOTpebuTenei ycnyru, KoTopble MOryT NoNy4nTb AOCTYN K UHcopmaummu o6 ycnyre.
MpaBunno 06paboTkn faHHbIX: (OLLEHOYHOE KOTINYeCTBO NOTpebuTene, KOTopble NOTEHLMANbHO MOTYT NONYYNTL A0C-
Tyn K MHpopmaLum no ycnyre/obuiee konnyecTso notpebuteneii ycnyru) » 100 %.

KoMMeHTapuii: gaHHblIl nokasatenb ycayrn Bcerga 3aBUCUT OT OLEHOYHbIX AaHHbIX MO LeNIeBbIM ayanToOpnsaM 415 KOH-
KpeTHOro kaHana nepegauun nHopmauun. PacyeT AO/MKEH NPOBOAUTLCS peasncTUYHbIM CNoco6oM (BeG-caliT NoTeH-
umanbHo goctyneH 100 % HaceneHus, HO hakTMyeckn ero MoryT nocewatb TO/IbKO Te. KTO UMeeT focTyn B VIHTEpHeT n
o6napaeTt HEOGXOAUMbIMU HaBblkamu). Mpoueaypa no oueHke KomyecTBa NnoTpebuTenei, MMerLWwmnx 4ocTyn K MHdop-
Mauuu. gomxHa 6bITb YeTKO onpejeneHa 3apaHee 1 cornacoBaHa Co BCEMU y4acTBYOLWUMN 3aMHTEpecoBaHHbIMU CTO-
poHamum.

B.5.9 MeponpuaTtus, npoBoAvMble B MECTHOM cooblijecTBe

MokasaTenb AeATeNbHOCTU: NOTPebuTeNn, HenocpeACTBEHHO BOB/IEYEHHbIE B MEPONPUATUS, CBA3aHHbIE C yCayramn
NUTLEBOrO BOAOCHABGXEHNA UK yAaneHns CTOUYHbIX Bog, (%).

Onpepgenexne: npoueHTHasa Aons notpebuTeneil, HenocpeCTBEHHO BOB/IEYEHHbIX B MEPOMPUATUA, CBS3aHHble C
ycnyramu nuTbeBoro BOAOCHAGXEHUSI MW yAaNneHUsi CTOUHbIX BOA. B roj,.

MpaBnno 06paboTkn AaHHbIX: (KONMYeCTBO NOTpebuTenell, kKoTopble HENOCPeACTBEHHO BOB/IEYEHbl B MEPONPUATUS,
CBSI3aHHbIE CyCNyraMu NUTbLEBOTO BOAOCHAGXKEHNA UK yAANEHNACTOUHbIX BOA. Brog/HaceneHune paiioHa, sBasioLero-
€S 30HO OTBETCTBEHHOCTU CUCTEMbI KOMMYHa/IbHOTO BOAOCHabXeHus) x 100 %.

B.5.10 YuacTue notpe6uteneii

MokasaTesnb AeATe/NIbHOCTW: NpaBa yyacTusa noTpe6uteneii (ga/Her).

Onpepgenexve: Hannyne 3aKkOHOAATENbHO ONpeeneHHbIX PaMOK NN KOMTEeKTUBHbIX COrNalleHnit, pernaMeHTupyto-
LWMX yyacTue notpebuteneii B ynpaBneHun ycnyroi.

MpaBuno o6paboTkn AaHHbIX: HaNN4YMe 3aKoHOfaTesIbHO OnpeAefieHHbIX PaMOK WU KOIMEeKTUBHbLIX COrnalleHunii,
pernameHTUpyoLWmnX yyactne notpebuteneii (aa/HeT).
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B.6 3awwuTta okpyxatouweii cpenbl
B.6.1 O6ocHOBaHHOE NCNO/MIb30BaHWe NPUPOAHBIX PECYpPCOB

Moka3aTesnb feATeNbHOCTU: NOTpebNeHne peakTUBHON anekTpoaHeprum (%).
Onpegenexue: (noTpebaeHNe peakTUBHOW 3N1eKTPO3HePrun ANs aKcnayaTalun HAaCOCHO YCTaHOBKM 3a Nepuof, OLeH-
Kn/o6Llee noTpebaeHne aNeKTPoIHePrum ANA IKCnayaTalMn HaACOCHOI YCTaHOBKM B Mepuog oueHkn) * 100%.
MpaBnno 06paboTkn gaHHbIX: Iph6 m 04/D, x 100 %.
rae Ipné — nokasartesnb A4eATe/IbHOCTY N0 NOTPEBNEHNI0 PeakTUBHOI 31eKTPO3IHEPTUN, B MPOLLEHTaXx:

04— noTpe6neHne peakTUBHOW 3N1EKTPO3IHEPTUN, KUNOBObT-amnep peakTUBHBbIiA:

D, — noTpebneHune 3neKTpo3Heprnn Ans aKkcnayartaynm HaCoCHOM cTaHumu. KBT u.
KoMMeHTapuii: 3TOT nokasatenb AeATeNbHOCT MOXET OLLeHMBATLCS 3a Nepuoabl MeHee roga, Ho ciefyeT ¢ 0Co6bIM
BHUMaHWeM TO/IKOBaTbpe3ynbTaTbl NPV NCNONb30BAHNNETOANS BHYTPEHHUX U BHELHUX CpaBHEHWA. EquHnua nsmepe-
HUS peakTUBHOW 3N1eKTPO3HEPrnn — KUIO0BOMbT-amnep peakTUBHbIA, eAnHULa U3MepeHUsi NoTpe6neHns 31eKTpo-
3HEePrun — KMNoBaTT yac. Ho 3TV eVHULbI U3MEPEHUS SKBUBANIEHTHbI U X COOTHOLIEHNE ABNAETCA pa3sMepHbIM.
Koga IWA: Ph6

B.6.2 OuyucTka CTOUYHbIX BOSA

MokasaTenb AeATeNbHOCTU: COOTBETCTBUE CTAHLWI OUYNCTKN CTOYHbIX BOJ, TpeboBaHUAM paspelueHunii Ha cépoc {%).
Onpegenexvie: NpoueHTHaa A0NS 3KBMBAJIEHTA HaceNeHus (ecnm 3T0 NMPUMEHNMO), 06CNyXNBAeMOro cTaHumamm
OYNCTKM CTOYHBIX BOJ,. KOTOPblE COOTBETCTBYIOT Tpe60BaHNAM NMPUMEHUMbIX PaspeLleHnii Ha copoc.

MpaBnno 06paboTKn faHHbIX: (3KBUBANEHT HaceneHns, 06CNyXXMBAeMOro CTaHUMAMWU OYNCTKN CTOUHbIX BOA. KOTO-
pble COOTBETCTBYIOT MPUMEHNMbIM CTaHAapTam (KonuuecTso)/ IKBMBANEHT HaceneHns, 06CnyxmBaemMoro ctaHyMaMm
OUYNCTKN CTOUHBIX BOA. yNpaBAsieMbIMU CUCTEMOI KOMMYHabHOro BOAOCHabxeHns (konmyecTtso)] k 100 %.
KoMMeHTapuii: kaxgblli KOMNETEeHTHbI opraH ycTaHaBnvWBaeT 3akoHojaTeslbHble TPe6GOBaHUS K paspelleHnam Ha
6e30nacHbIil COPOC CO CTaHLMI OUYNCTKM CTOUHBIX BOJ, B OKPYXXaloLL Yyl cpeay U NCnob3yeT NoAxoAsumne MeToabl usme-
peHwuii. PaspelueHns Ha c6pocC CCblalTCs Ha NPUMEHUMbIE CTaHAapThl KayecTBa OUYULLLEHHbIX CTOUYHbIX Bog. CooTBe-
TCTBME OLlEHMBAETCA B 3aBMCMMOCTM OT HAarpysku WAV KOHLEHTpauuu M MX BO3MOXHOIO B/IMSTHUS Ha OKPYXatoLyto
cpefly. 9TOT nokasaTesnb 06bIYHO OLEHMBAETCA 3a nepuod B oAuH rog. OH Takxe MOXeT OLeHWBAaTbCA 3a Nepuofbl
MeHee roga, Ho criefyeT ¢ 0CO6bIM BHUMaHVWEM TO/KOBaTb pe3y/bTaTbl MPU UCMONb30BAHUN €r0 AN BHYTPEHHUX U
BHELUHWUX CPaBHEHMWIA.

B.6.3 BnunaHune Ha okpyxatoluyw cpeay

Mokasatesib 4eATENbHOCTN: HA/IMUYNE CUCTEMbI IKOSIOTMYECKOTO MEHEXKMEHTA (aa/HeT).
OnpegenexHne: BHEAPEHa M OTHOCUTESLHO YC/YTi CUCTEMA 3KOI0TMYECKOTo MeHeAxXMeHTa (4a/HeT).

B.7 MeHepxMmeHT B cchepe o6ecneyeHns 6e30NacHOCTM M Ype3BblYaliHbiX CUTYyaLnii
Moka3aTenb AeATENbHOCTU: HAIMYME U PeryNsapHble NPOBEPKN MaHa AeiCTBMIA B Upe3BblualiHbiX CUTyaumnax (Bk/Io-
Yyaa npodhunakTnyeckme meponpuaTtus) (ga/Her).

OnpegeneHve: ecTb v NnaH JeliCTBUIA B Upe3BblYaliHbIX CUTyaLUsAX U NPOBOASATCA NN €r0 perynsipHble NpoBepKu
(pa/Her).
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Mpunoxexne C
(cnpaBo4HOE)

Mpumepbl cxembl onpefeneHna cteneHn A4o0CTOBEPHOCTHN
ANna cuctem nokasatenei nNeATeNnbHOCTH

KauyecTBO BBOAMMbIX AHHbIX ,O/HXHO OLEHUBATHLCA C TOYKN 3pPEHUSA HALEeXHOCTN UCTOYHUKA U TOYHOCTU AaHHbIX. OT
HaAeXHOCTU NCTOYHNKA 3aBUCUT Hann4vue HeToYHOCTEeN 1 HaAeXHOCTb AlaHHbIX, T. €. CTENEHDb, BKOTOpOVI NCTOYHUK AAHHbIX
AaeT nocneposartenbHble, cTabunbHblie 1 e[WNHble pe3yibTaTbl N0 NOBTOPAKLWNMCA HaGﬂlOp,eHVIHM nnn nsmepeHnam npu
Texxe ycnosuax. OT TOYHOCTU 3aBUCUT HANTMYME OLLIMBOK B U3MEPEHUSX NPU NONYYEHNUN BbIXOAHbIX AaHHbIX.

M punmMmedyaHune 1— HuogHo CpeAcTBO U3MepPeHNa He ABiAeTCA COBEePLUEeHHO TOYHbIM, N HEKOTOPbIE AaHHble
ANs UCNnosib30BaHUA B OLEHKe nokasareneii AeATeNbHOCTN MOryT 6bITb nony4yeHbl MeHee TOYHbIMN MeToAaMu.

NMpumeyaHue 2— HacTapble faHHble MOXHO ONMPATLCS MPU OTOBPAKEHUN TEKYLLETO COCTOSIHUS aKTUBOB.

MpakTuka nokasbiBaeT, 4TO BOOGLL e NpoBaiifepbl AaHHbIX He 061a4alT NOAPOBOHON HOPMaLneli 0 HaAEXHOCTU U
TOYHOCTU, HO MOFYT NPeAoCTaBUTb 060CHOBAHHbIE OLEHOYHbIE faHHble, eCNU NMPUHAT LWMPOKWIA Auana3oH gaHHbiX. Mpu-
Mep BO3MOXHOW TOYHOCTM AnanasoHa faHHbixX npegctaBneH BTabnamuye C.1.

Tab6nuya C.1— MNpumep AranasoHOB TOYHOCTW AAHHbIX

[Junana3oH TouHoCTY, ‘it ConyTcTByOLLAsA NOrPELLHOCTb
0—5 PaBHa * 5 % wnn meHee
5—20 Bbiwe yem =5 %. Ho paBHa * 20 % Wi meHee
20—50 Bbiwe yem ¢ 20 %. HO paBHa : 50 % unn mMeHee
> 50 Bbiwe yem + 50 %

Mpumep BO3MOXHbIX Anana3oHoB MO HaAEeXHOCTU NCTOYHMKa NpuBeaeH B Tabnmue C.2.
Tab6nuya C.2 — MNpumep Avana3oHOB HALEXHOCTU NCTOYHUKA AaHHbIX

[nanasoH HagexHocTn Onpegenexvie

* -
n MICTOUHMKM A@HHBIX C BbICOKOA CTEMNEHbI0 HALEXHOCTU: JaHHbIe, OCHOBAHHbIE HA KAYECTBEH-
HbIX 3anucsax, npoueaypax, UCCNefOBaHUAX UK aHanu3e, KOTopble Hagnexalwmm o6pasom
3a/10KyMEHTUPOBaHbI W NPU3HAHBI NYUYLWIMMU JOCTYNHLIMU METO4AMMU OLEHKU

o VICTOYHNK OTHOCUTENBHO HaAEeXHbIX AaHHbIX: CTEMEeHb HAAEXHOCTU HUXE YeM*** HO Bblle
yem*
. MNCTOUYHUK HEHaAEXHbIX JaHHbIX: AaHHble, OCHOBAHHbIE Ha 3KCTPanoasauun, NoyYeHHOW 13

OrpaHNYeHHbIX HAAEXHbIX AaHHbIX UM 060CHOBAHHbIX npe,qnono»(eHMﬁ

Mpumep — MepemMeHHas, 13MepeHHas C OLEHOYHOV NOTPeLWw HOCTbI S 12% nnonyyeHHas M3 UCTOYHUKA C
BbICOKOW CTeneHblo HafexXHoCTun, 6yaeT xapakTepu3oBaTbCA CTeNeHbl JOCTOBEPHOCTW, paBHOW
[5 %—20

HafeXHoCTb 1 TOYHOCTb MCTOYHUKA faHHbIX AO/DKHbI OLeHUBATLCA A5 KaXKA0l BBOANMON NepeMeHHO.

O4yeBNAHO, YTO CTeNeHb JOCTOBEPHOCTU, paBHas (0% —S %+**], MOXeT 6bITb JOCTUTHYTA A1 HEKOTOPbIX BBOAUMBIX
nepeMeHHbIX, XOTS B Le/IoM AN KaXAoW NepeMeHHOo oHa He gocTukuma. Cuctemam KOMMYHaslbHOrO BOAOCHabGXeHns
cnepyeT CTPEMUTLCA K CTENEHN OCTOBEPHOCTMW, PaBHON MUHUMYM (5 %—20 %**).

CTeneHb [JOCTOBEPHOCTV MOXET OLeHNBATLCA TO/IbKO HENOCPEeACTBEHHO A/ NepeMeHHbIX. Ha 0CHOBaHUW 3TOro
[l0/XHa OLleHNBATbLCS TakKe NorpelHoCTb OLeHKM pe3ynbTHUPYIoLLEero nokasarens 4esaTeNbHOCT — KOMYECTBEHHO UK
no KpaiiHeii mepe KkayecTBeHHO. KonnyecTBeHHas oueHKa A0/kHa 6a3MpoBaTbCA Ha TEOPUKN pacnpocTpaHeHns norpetu-
HOCTW B COOTBETCTBUN C PyKOBOACTBOM MO BbIPaXEHMWIO NOrPeLHOCTH B udmepeHuax (GUM) (9).

CTeneHb0CTOBEPHOCTY MOXET OLleHMBaTbLCA A5 KaX A0 YCyrn BOAOCHAaOXeHNA NANS KaxX4oro nokasarens. ns
npoBeAeHUs CpaBHeHWH Mexay ycnyramu cnegyeT Hagnexalum o6pa3om BbibpaTb CTENEHN A0CTOBEPHOCTU U NOCIes0-
BaTe/IbHO NPUMEHATb WX.
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Mpunoxenne AA
(cnpaBo4yHoe)

CBefoHNS 0 COOTBETCTBMM CCbIZTOYHbIX MEXAYHAPO4HbIX CTaH4apTOB
CCbIZIOYHbIM HauMoHanbHbIM cTaHfapTam Poccuiickoii ®egepauymu

Tab6nuya JA1

O603HaYEHNE CCbINIOYHOTO CreneHb
O603Ha4eH1e N HaMeHOBaHMe COOTBETCTBYIOLLIErO HALMOHaUIbHOK CTaHaapTa

MeXAyHapoaHOro CTaHaapTa  COOTBETCTBUS

NCO 5725-1:1994 T FOCT P NCO 5725-1—2002 «TO4YHOCTb (NPaBWU/bHOCTb W MNPELU3NOH-
HOCTb) METOAOB M pe3ynbTaTtoB n3MepeHuii. Hactb 1. OCHOBHblE NOMOXe-
HUS 1 onpeseneHns»

MCO 9000:2005 0T FOCT P MICO 9000—2008 «Cuctembl MeHexmeHTa Kayectsa. OCHOBHble
NoJIOXEHNA 1 CNI0Bapb»

MCO 10002:2004 T FOCT P NCO 10002—2007 «MeHeaXMeHT opraHusaumu. Y 40BNeTBOPEH-
HOCTb NOTpebuTens. PyKoBOACTBO MO yNpaB/ieHNI0 NPeTeH3nsaMu B opra-
HU3aLMAX»

NCO 14001:2004 0T FOCT P NCO 14001—2007 «CucTembl 3KOMOTMYECKOr0 MeHeLXMeHTa.

Tpe6oBaHus 1 PyKOBOACTBO MO NPUMEHEHUID*

MCO 14031:1999 0T FOCT P NCO 14031—2001 «YnpaBneHue okpyxawliein cpenoin. OueHu-
BaHWe 3KoMornyeckoin acpchekTnBHocTn. ObLne TpeboBaHNA»

MCO 24511:2007 0T FOCT P NCO 24511—2009 «[leaTenbHOCTb, CBA3aHHasA C ycnyramu nntb-
€BOro BOZOCHAGXEeHUS 1 yaaneHns CTOUYHbIX Bog. PykoBogsLme ykasaHus
AN MeHeKMeHTa KOMMYyHa lbHbIX MPeanpuAaTAl U OLEHKN YCnyr yaane-
HWSI CTOYHBIX BOA*

MCO 24512:2007 0T FOCT P NCO 24512—2009 «[leATenibHOCTb, CBA3aHHas C ycnyramu
NMTbEeBOr0 BOAOCHAGXEHNA 1 yJaneHns CTouHbIX Bof. PykoBogsiine yka-
3aHuA ANA MeHeKMeHTa CUCTEM NUTLEBOr0 BOLOCHAOXEHUS U OLEHKK
yCnyr NMTbEeBOr0 BOOCHAOXEHNA»

MpumeuyaHune — B HacTosAwel Tabnuue MCNonb30BaHO cneaylollee ycnoBHoe 0603HaYeHne cTeneHn cooT-
BETCTBMS CTAHAAPTOB:
- lOT — ngeHTu4YHble cTaHgapThl.
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