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E. A. l'ydowuHa — MarucTpaHT kadeapbl MNHHOBATWKM M 6a30BOI MarncTEPCKOI NOATOTOBKM
B. M. Munoea (kaHf. TeXH. HayK) — Hay4HbI PYKOBOAUTESb

OLIEHKA KAYECTBA YCIYI' NO NOKA3ATENAM KAYECTBA

Pa3nuyHble noaxodbl K BOCMPUATUIO U OLEHKE KayecTBa YCNyru, Takue Kak KOHLENUUS «HEUTpasbHbIX
30H» Y. BepHapaa, Tunonorus achhekTMBHOCTY anemeHToB obcnyxmeanns E. Kegotta u H. TepaxkeHa, Teo-
pWs NpyUBReKaTenbHOCTU kayecTBo No H. KaHo u T.4., OCHOBaHbI Ha BblaeneHu notpebutenem B ycnyre He-
KOTOpPbIX CBOWMCTB, (hOPMUPYIOLLMX OTHOLLIEHWe NoTpebuTens k ycnyre B Lenom. Mpuyem ata oueHka basupy-
eTCS Ha CPaBHEHWUM OXWAAEMOrO 1 pearibHO NOMY4YEHHOrO YPOBHS KayecTBa YyCryri NO BblAeNeHHbIM CBOW-
cTBaM. Pe3ynbTaTom Takon OLEHKW SIBNSETCS CTENEeHb YA0BNETBOPEHHOCTW NOTPEbUTENs NpeaoCcTaBneHHbIM
CEPBUCHBIM 0BCNYXNBAHUEM.

CnepoBaTtenbHO, AN JOCTKEHUS MAKCUMyMa NOSNbHOCTY NOTPEOUTENS M NOBbILEHWS JOXOAHOCTM
KOMMaHuu, NpeSocTaBsHoLLEn yenyrit, He0BXOAMMO NOCTOSHHO MOBLILLATL CTENEHb YAOBNETBOPEHHOCTH MO-
TpebuTens, KoTopas OCHOBaHa Ha BbINOMHEHWUW UV AaXKe NPEBbILLEHUM €r0 3anpOCoB.

Ho, KaK 13BeCTHO, Yallie BCEro, MOCTaBLUWKM YCAYT U UX NOTPEBUTENN CMOTPAT Ha OOHU U Te Xe BeLu
no-pasHomy. IocTaBLLUMKM 0ObIYHO MBICAST B TEPMUHAX YCAYrA, KOTOPYK OHU NOCTaBNSIHOT, NIOLEN, KOTOPbIX
OHW HaHMUMAIKOT ANs NPELOCTaBIEHNS 3TON YCMYri, U TEXHOMOMIA, MCMOMb3YEMbIX COTPYAHMKaMU MpW OKasa-
Hum yenyr. MoTpebutenn cMOTPSAT Ha BeLy CO CBOMX NO3WLMIA, OCHOBLIBASH CBOK OLIEHKY MOCTAaBLUMKA HA TOM,
MNONYYUNW NN OHU Pe3yNbTaTbl, NOCNEACTBIUS UMK BbIFOAbI, HA KOTOPbIE OHW PacCyYUTLIBAIN.

MoaToMy, anbTepHaTUBHLIM PELUEHMEM W3MEPEHUs KayecTBa YCMyr SIBNSETCS MeTod PasmnoXeHus
YCIyr Ha COCTaBNSIOLME NPOLECCHI, A1 KAXKOOr0 U3 KOTOPbIX ONPesensatTCca nokasaTenm kavecTsa, xapak-
TEpU3yLoLLMe NPOLECCHI U dTanbl NpefocTaBneHns ycnyru. B aTom criyyae oueHka kayecTBa ycnyri CTpouTcs
Kak CyMMa OLIEHOK COCTaBMAOLMX MPOLECCOB, rae DOnbLUOe 3HaYeHNe UMEET XapakTep, CoaepXaHue npo-
Lecca.

Mpv npegocTaBneHnn opraHu3aLmnei KoMnnekca ycnyr, Ans Kaxaoro KOHKpeTHoro notpebutens ¢op-
MUpYETCS CBOM NakeT YCnyr ¢ onpefeneHHbIMU napamMeTpami, Ha OCHOBaHWUKM KOTOPOrO MOXHO OMpeaeniTb
Hanbonee 3HaYMMble ANst Hero TpeboBaHus.

OnpepaeneHne OCHOBHbIX MapaMeTPOB YCyr NO3BONSIET C Y4ETOM 3aBUCMMOCTU Mexay TpeboBaHus-
MW W NoKasaTensiMu YCTaHOBMTb BbIOOPKY 3HAYMMBbIX MOKasaTenen kayecTsa M3 NpeLcTaBleHHON COBOKYMHO-
CTW N5 KXKLOr0 YaCTHOTO Cry4ast OkazaHWs KOMMekca ycnyr.

Ha aTom ocHOBaHa nepBas 4acCTb ONMCbIBAEMON METOAMKM, KOTOPas BKMOYaET crneaytoLyve atanbl:

1) onpegeneHne CTOPOH, 3aUMHTEPECOBAHHbIX B AEATENbHOCTU OpraHusauuy, npefocTaBnstoLLen
yenyru;

2) onpeaeneHne TpeboBaHWA 3aMHTEPECOBAHHBIX CTOPOH K YCRyre;

3) Knaccudmkaums nokasaTenen kayecTsa ycnyru;

4) yCTaHOBMEHME 3aBUCUMOCTU Mexay TpeboBaHMAMM 3anHTEPECOBAHHbIX CTOPOH W NokasaTenen Ka-
4eCTBa ¥ B3aWMHOr0 BIIMSHUS MEXAY NokasaTensmu;

5) onpeaeneHue napameTpoB YCNYri AN KOHKPETHOrO NoTpebuTens;

6) onpedeneHue penpeseHTaTWBHOM BbIOOPKM MOKasaTenen kavyecTBa MO 3afaHHbIM MapameTpam
YCINyr1 Ha OCHOBE YCTAHOBNEHWSI PEMTUHIA BbISBNEHHbIX TpeboBaHui noTpebutenen n pacyeTa koaghduum-
eHTa BECOMOCTM MokasaTenien kayecTsa.

[ins yCcTaHOBNEHMsI 3aBUCUMOCTI, ONUCaHHOM Ha 4 aTane, NOCTPOUM MaTpuuy CBsi3eil, B KOTOPON B
HarnsgHon hopme NpeacTaBnsaTca TpeboBaHNs BOBMEYEHHbIX B MPOLIECC OKa3aHUs YCRyrn 3anHTEPeCOBaH-
HbIX CTOPOH W NokasaTtenu kadyectsa ycnyrn. O6o3HaumMm uccnegyemble TpeboBaHus yepes (as, a2 ... aj), a
nokasatenu yepes (bs, b2 ... bj). MaTpuua 3anonHAeTCs 3HaKaMmm, XapakTepU3yloLWMM TECHOTY CBA3EN: ® —
cunbHble, © — cnabble, * — cpegHue (puc. 1)
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Puc. 1. Matpuua casazeit

Ecnm cmBon oTcyTCTBYET B CTONBLE MaTpULbl, TO, CEAoBaTeNbHO, NoKasaTenb bj, COOTBETCTBYHOLMNA
cTonbuy, He BUSIET HX Ha OHO 13 TPeDOBAHMIA B COOTBETCTBYIOLLEN CTPOKE.
AHarnoryHas auarpamma CTpOUTCS Anst ONUCAHUS CBA3M MEXAY NokasaTensmMmu kayecTea (puc. 2).
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Puc. 2 . MaTpuua cBs3elt nokasaTtenein kavecTsa

BTopas yacTb JaHHOW METOAMKM 3aKIOYaeTCs B pacyeTe CTEMEHW BIIMSHWS HA KauyecTBO nokasaTte-
nen ycnyru, He yAOBETBOPSIOLMX 3a4aHHOMY 1ana3oHy 3Ha4YeHUn, OCHOBAHHAs Ha YCTaHOBIEHWUW 3aBUCK-
MOCTU Mexay TpebOoBaHWAMU 3anHTEPECOBAHHbBIX CTOPOH W NOKa3aTeNsMN Ka4yecTBa C Y4€TOM X B3alMHOrO
BNWSHUS OPYr HA Apyra 1 NOCREeAyoLLMM CpaBHEHNEM (DaKTUYECKMX 3HAYEHUI NoKasaTenen ¢ oxXuaaeMbiMmn
3HaveHnamun. Btopas yacTb peanusyetcs B 4 aTana.

Oman 1. PacyeT koapuLmeHTOB BECOMOCTH NOKa3aTemNemn kayecTsa.

KoadphmumeHT BECOMOCTI pacCUMTLIBAETCA NO paHram, OnNpeaenstoLuM penTuHr TpeboBaHui 3anHTe-
PECOBaHHbIX CTOPOH, BbIOpaHHbIX 13 0BLLen COBOKYNMHOCTM TpeboBaHUI Ha OCHOBE 3afaHHbIX MapameTpoB
ycnyru.
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roe Q- k03P hULMEHT BECOMOCTM NOKa3aTeNs KayecTsa; i — HOMep TpeboBaHWsS B MCXOAHON COBOKYMHO-
CTM TpebOoBaHWI 3aMHTEPECOBaHHbBIX CTOPOH; j — HOMEp NokasaTens B MCXO4HOW COBOKYMHOCTM nokasate-
neil ka4ecTsa NoMHOTO KOMMIEKca Yenyr; \/, — 3HaueHue paHra TpeboBaHus; A~ KO3(hpULIMEHT Koppe-

naumv mexay TpeboBaHueM v nokasaTenem kayectsa; K — KonmyecTBo nokasatenem kavyectsa B UCXOL-
HOWN COBOKYMHOCTM!.

[ins ynpoLyeHus npoueaypbl pacyeTa 6bino caenaHo 04HO AoMyLLeHre — KO UUMEHT KoppensLmm
MOXeT NpuHUMaTh ABa 3HauveHus: 0 unu 1, T.e. onpedensieTcs TONbKO Hanuune B3aMMocBsA3un mexay Tpebo-
BaHWeM W nokasaTenem ka4yecTsa, 6€3 yCTaHOBNEHUS TECHOTbI CBSA3M.

Oman 2. Onpepenexne penpeseHTaTMBHOM BbIOOPKM NOKa3aTene kayecTsa.

Ha BTopom atane onpegensietcs Bbibopka nokasaTenen kayectBa Ha OCHOBaHWUK NOMYYEHHbIX 3HaYe-
HWUI KOadppurLmeHToB BeCOMOCTU. [INs 9TOro 3afaeTcs cnefytllee ycrnosue:

ecn @ < M, 10 y. ¢G;
ecnn 9 =M, To y, €G; 2)

roe M — KpuTU4ecKoe 3HaueHue koadduLmeHTa BECOMOCTM Ans 3afaHHbIX napameTpos ycnyrm; G — pe-
npe3eHTaTUBHas BblOopka nokasaTernien kayecTsa yCcnyry.



KpuTtuyeckoe 3HaueHve koadpduumenTa Becomoctn M , KOTOpbIN onpeaensieT He0OX0aMMOCTb OLIEHKM
KaXoro nokasaTtenisi Ka4ecTBa, MOXeT CYLLECTBEHHO OTIMYaTbCS B 3aBUCUMOCTU OT Cepbl AeATeNbHOCTH
CEPBMCHON OpraH13aLmm, No3TOMY PEKOMEHAYETCS ONPEAEnsTb ero 3HaYEHNE NyTEM IKCMEPTHBIX OLEHOK.

9man 3. OnpefeneHne nokasartenen kavyecTsa, He YAOBNETBOPAIOLLMX 3aaHHOMY [1anasoHy 3Have-
HWR (oanee H3[).

[ns onpepenexns H3[] nokasatenen kayectsa, HEOOXOAMMO ONPEaEnUTb UX UaearbHble 3HAYEHUS, K
KOTOPbIM CTPEMUTCS OpraHusaums Y. . Ho nonyuutb uheanbHoe 3HaveHune nokasarens npakTuyecky HeBos-

MOXHO, T.K. Ha €ro 3Ha4eHUe OKa3blBalOT BIIUAHUE OPYrne nokadaTenu Ka4eCTBa, a TakKe BHELUHWE CbaKTopr.
I'IoeTomy 3afaeTca anana3oH 3TarnoOHHOro 3Ha4eHUsA nokas3aTtesid Ka4vyecTsa, ﬂOﬂyquHbIVI METOJOM 3KCnepT-
HbIX OL€HOK:
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[Mocne 3aaHns 3TanoOHHbIN AMana3oH Kaxaoro nokasaTens kayecTsa u nony4eHuna ero (*)aKTVILIeCKOI'O
3Ha4yeHu4d B npouecce npenocraBneHnda ycnyru, onpegenaetca CteneHb BbiNOJTHUMOCTU OAHHOIO NoKa3aTend
Ka4yecCTBa Ha OCHOBE CPaBHEHUA 3TANIOHHbIX 3HaYEHUN C NnoJly4eHHbIM B rpoLecce npeaocTaBieHnsa yenyru.
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MpoBeaeHHbIN pacyeT onpeaensieT HOBYH BbIOOPKY, KOTOpas COAEPXNT NokasaTeny kayecTsa, He yao-
BNETBOPSAIOLLME 3aaHHOMY AManasoHy 3HaueHuit, a, cnegoBaTenbHo, Tpebylolme paspaboTku 1 BHEAPEHMS
KOPPEKTUPYHOLLMX MEPOMPUSTHIA.

Oman 4. OueHka Ka4yecTBa ycnyru.

[Ins nony4eHns OLEHKM O Ka4ecTBe YCyrn HeobX0aMMO 3aaaTh STaNOHHOE 3HAYEHWE KPUTEPUS Kaye-
cTBa ycnyr U, KOTOpoe OMpeaensieTcs nyTeM aKCNePTHbIX OLEHOK, UCXOAS U3 MHAMBMAYamNbHbIX 0COOEHHO-

cTei 1 cneundmku YCnyr, U CPaBHUTL ero C hakTMYECKMM KpUTEPUEM OLIEHKW KavecTBa ycnyr P, nonyyeh-
HbIM B X0Ze CNOXeHuUs KoaduumeHToB Becomocten H3[] nokasatenen:

pk - ;wj,H3ﬂ (6)

rae P, — KpUTEpnit OLeHKU KayecTsa ycnyru; Py~ koahpuumeHT BecomocTn H3[ nokasatens kayecrsa.

=

BTopasi YacTb METOLMKM NPUHATUS PELLEHMIA O Ka4yeCTBE YCNYrn UMEET LMKIMYECKUIA XapaKTep W no3-
BONISIET MOCTOSIHHO OTCNEXWBATb X0 MPOTEKaHUS MPOLLECCOB YCIyrk, MpUYem 3Ty OLEHKY MOTYT OCyLLECTB-
NSATb KaK PYKOBOAUTENM OpraHM3aLuu, OLEeHMBast BECb KOMMMEKC NPEAOCTaBNSEMbIX YCYr, Tak W HEMocpes-
CTBEHHbIE UCTOMHUTENM OTAENbHbIX NPOLECCOB NPeA0CTaBNEHNS YCIyTU.

OCHOBHbIM [JOCTOMHCTBOM MPEACTABMNEHHON METOAMKN SBNSIETCS BO3MOXHOCTb MPOBEAEHMS OLEHKM
kayecTBa YCNyr Ha OCHOBE OMPEeLeneHnsl penpe3eHTaTMBHON BbIGOPKN MoKasaTenen kayecTsa 13 npeacTas-
NEHHOI COBOKYMHOCTY NoKa3aTenei, B3aMMOCBS3aHHbIX C TpeboBaHNUSIMM CTOPOH, 3aHTEPECOBaHHbIX B Aesi-
TENbHOCTW OPraHM3aLun 1 ¢ y4eTOM 3HAUMMOCTI TPeBOBaHMIA ANs KaXaoro YaCTHOMO Cryyasi OkasaHUs KOM-
nriekca ycnyr.
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