MuHucTepcTBO KynbTypkl OMckon obnactu
BrofpKeTHOe yupexaeHue KynsTypbl OMCKoi obnactu
«OMCKWUI roCyAapcTBEHHBIN TeaTp KYKNbl, akTepa, Macku «AprexkuH»

IMPUKA3

« ly » wupnd 2024 r. Y St 1 Of-04

«O nopsIKe H3yUeHHs MHEHUs ToTpebuTene
0 Ka4yecTBE U JIOCTYMHOCTH TOCY1apCTBEHHBIX
yenyr, npegoctasiseMbix BYK «Tearp KyKos «ApIeKuH»

B COOTBETCTBUM C TpHKa3oM MuHHCTEpCTBa KyJIbTypsl OMCKOH
o6nacty ot 15.06.2015 rona Ne 48 u [Ipunoxenus Ne 1 k HeMy-

[TPUKA3BIBALO:

1. YTBepAuTh MNOPSAOK H3ydYeHHs MHEHHUs IIOTpeOWTened O KavyecTBE H
JIOCTYIIHOCTH IOCyAapCTBEHHBIX yciyT, npenoctasnseMblx BYK «Teatp kykon
«APIEKUH®.

2. Tlopsimok u3ydyeHWsi MHEHHs TNOTpeOUTENed O KauyeCcTBe M JOCTYNHOCTH
rocyaapCTBEHHBIX yciyr, npenoctabinsgeMbix BYK «TeaTp KyKon «ApIeKHH»
BCTyNaeT B CUJIy C MOMEHTA ITOJANKHCAaHUs HACTOSLIEro IIpHKasa.

JlupekTop TeaTpa % T.H. Kanamyk



I priosxenue

K IIPHKa3y OFOLKETHOIO YUPES/KIEHH
KyJsTypbl OMCKO# 0bniacTu

«OMCKHI rOCyIapCTBEHHBIH TeaTp
KYKJIBL, aKT€pa, MacKu « APIIEKHUH

or_{4. 0 Sl A romNe I/t -4

Topsmox H3y“IeHHs1 MHeHHs oTpeduTesei
0 Ka4YeCTBE H IOCTYITHOCTH roCy 1apCTBEHHbIX YCIYT, IIPeI0CTaBIsieMbIX
010/ ZKETHBIM YUpeKIeHHeM KyabTypbl OMckoii 001acTH
«OMcKH# rocyJapcTBeHHbBIH TeaTp KyKJbl, aKTEPA, MACKH «APJIeKHE»

1. O0mue moJIoKeHHd

1. Hactogmuii ITopsimox pa3paboTaH ¢ LENBIO OIEHKH CTEIEHH YJIOBJIETBOPEHHOCTH
noTpebuTeNed KadecTBOM W JOCTYINHOCTBIO (DAKTHYECKH NPeNOCTaBIIEMBIX OIOMKETHBIM
yupexaeHueM KyJabTypsl Omckoit obnactu «OMCKHII rocyNapcTBEHHBIM TeaTp KyKJbl, akTEpa,
Macku «ApiekuH» (nasee — TeaTp) TrOCYAapCTBEHHBIX YCIyr B OOIACTH TEaTpPajibHOIO
uckyccrtpa.*

2. ITox yIOBIETBOPEHHOCTRIO (IUTA 1eliel Hacrosuero ITopsiaka) IOHUMAETCs BOCIIPUSITHE
norpebuteiisimu akTa yIOBICTBOPEHHS HX 3apOCOB (MOTpeOHOCTEH WM OXHIAHMI), TO eCTh
TOrO, YTO NOTPEOUTE/IA CHHTAIOT BAXKHBIM.

3. Tlopsaok ompenensieT coAepiKaHHe U I0CIIeI0BATENLHOCTh MPONEAYP ONEHKH MHCHHS
norpebuTeNiel 0 Ka4ecTBe M JOCTYIIHOCTH MPEIOCTaBIAEMBbIX TOCYJaPCTBEHHBIX YCIIYT.

4. CucreMa OIIEHKH OCHOBaHa Ha BBIIBICHHHM Haubojiee 3HAYMMBIX C TOYKH 3PEHH
norpebuTeneir ycmyr ¢akTopoB, ONPEICHAIOMMX KadecTBO OSTHX YCIyr, a Takke Ha
OTIpEJICIEHHH aCIIEKTOB JesATeFHOCTH TeaTpa, marommx Haubolee BBICOKHME (HU3KWE)
TI0KAa3aTeNN YIOBICTBOPEHHOCTH.

5. O6beKkTaMH OLIEHKH SBJISIFOTCS CIIEOYIOIMe YCIYTH, OmpenaeneHHble mus Tearpa B
roCyIapcTBEHHOM 3aaHUH Ha MPEN0oCTaBICHHE INOCYIapCTBEHHBIX YCIIYT:

- TIOKAa3 CIIEKTaKJeld, KOHIIEPTHBIX MPOTrpaMM, TBOPYECKAX BEYEPOB, JETCKHX HOBOI'OJIHHUX
IpeACTABJICHHH HAa OCHOBHOH momajke Tearpa;

- IOKa3 CIEKTaKICH, KOHIIEPTHBIX IIPOrPaMM Ha JAPYTHX ILIOMaaKax;

- oprasm3anus u mposejeHue ¢GecruBaneli, KOHKYPCOB, BBICTABOK, MEPOTIPUSITHN W MHBIX
TBOPYECKUX MPOEKTOB.

6. B kauecTBe CyOBEKTOB OIEHKH BBICTYIAIOT MOTPEOHTENH TOCYIapCTBECHHBIX YCIyr —
Hacenenne ropoaa Omcka, OMCKO# 00JacTH, & TaKk >X€ HAaceJEHME MECTHOCTH 3a Ipelenamu
OMCKO# 00JacTH, e IPOBOJMUTCS IIOKa3 CHEKTakIeH, KOHIEPTHBIX NpOrpaMM H IPYTHX
TBOPYECKHUX MEPONPHATHIL (IIPOEKTOB).

7. IlpenMeTOM OILIEHKH SIBISIOTCS 3HAYEHHS OCHOBHBIX IIapaMeTPOB, XapaKTePH3YIOLLUX
YAOBIETBOPEHHOCTH IIOTpeOUTENel Ka4ECTBOM H JOCTYITHOCTBIO IIPEIOCTABIIICMBIX YCIYT.

2. Kpurepuu, moKa3aTeJad H METOAbI OLICHKH YA0BJICTBOPEHHOCTH NOTpeOHTe /1€
KAYeCTBOM H JOCTYIHOCTHIO MPEA0CTABAAEMBbIX yCayT

8. OreHka - CTENEHN YAOBJIETBOPEHHOCTH MOTpeOMTENEeH Ka4eCTBOM H IOCTYIHOCTBIO
IIPEIOCTABISEMEIX T[OCYJApPCTBEHHBIX YCIYI IIPOBOOUTCS C HCIOJIB30BAHUEM CJIEAYIOIMNAX
OCHOBHBIX KPUTEPHEB:

- OTKPBHITOCTE H JOCTYIHOCTb MHpOpManuM 00 yupexkJeHHH, €ro pecypcax, o
IIPEIOCTABIISIEMBIX YCIyrax (B TOM YHCIE CONYTCTBYIOIINX) H MOPSAKE HX IIPEAOCTABICHH;

* Tlpu paspabotke Hactosimero ITOpsAIKa HCIONB3OBANINCE METOMOIOTHA H HHCTPYMEHTapHH 3KCIepTOB
@onHna « MTHCTHTYTa SKOHOMHKH H COLMANBHOH MOTHTHKH .



- KOM(MOPTHOCTHL YCIIOBHH ITOJIy4YeHHs YyCIyT (MECTO M BpeMsl OKa3aHHs YCIyT; YCIIOBHA
JIOCTYyTIA B yUpeXaeHue; 6e30TacHOCTE NpeObIBAHNS B YUPEKICHHUN);

- DOCTYITHOCTH MOJIYUSHHUS yCIayT ((pH3HUeCKas U SKOHOMHUYECKas);

- DOOPOXKETATENFHOCTD, BEKIIMBOCTE ¥ KOMIIETCHTHOCTD IIEPCOHAIIA YUPEHKIACHH.

9. VI0oBJIETBOPEHHOCTh MOTpebuTeNnell Mo ykKasaHHBIMHM BBIIIE IapamMerpaM (acleKTamu
obcnykuMBaHHA) OIpeAensieTcs M0 NATHOAIIEHOH orneHo4YHOH wmikajme. B kadecTse
" [IOJIOXKHTENIEHOM OLIEHKH paccMaTpHBarOTCs 4 U 5 6aiyioB, B Ka4ecTBE OTPHIATENBHON — OT 1 10
3 GannoB.

10. IIpu oLEHKE CTENEeHH YIOBICTBOPEHHOCTH YYHTHIBACTCA 3HAYHMOCTh (BaXKHOCTD), C
TOYKH 3peHus MoTpebuTeNeii, uecieayeMbIX napaMeTpoB (GaKTopoB), OIPENeIIIoOMuX Ka4eCTBO
yenyr. BaxnocTh (akToOpoB OOCHy)XKHBaHHS TakXkKe ONpeaessieTcs MNoTpeduTeneM 1o
ISTHOAUTFHON OIIEHOYHOM IIKase.

11. Jlns omeHkw oOIEro YypoOBHS YAOBIETBOPEHHOCTH IIOTpeOHTENEH & KadeCcTBOM W
DOCTYIHOCTBIO  MpPEJOCTABNseMBIX  TeaTpoM  yciyr  paccumthiBaercs — Kosbduiment
YIOBJIETBOPEHHOCTH C YUYETOM 3HAYHUMOCTH (DaKTOPOB, BIHSIOIMMX HA KAYECTBO H JIOCTYIHOCTH
yCAyT, Kak CyMMa CpeIHHWX 3HA4YCHUH YIOBJIETBOPEHHOCTH IO BIIMSIOIIMM Ha KayeCTBO H
JIOCTYITHOCTh O0OCIyXUBaHus, (pakropaM, B3BEIIEHHBIX C YYETOM 3HAYMMOCTH 3THX (aKTOpOB
JUis oO€ecIIeYeHns KavyecTBa H JOCTYIIHOCTH

33 _ 1 (YerxBeh)
Ky=—/—"—"——— "
LN

rae Ky — k03QGHUIHEHT YA0BICTBOPEHHOCTH, OaIIIOB;
Vgh — cpennee 3HAYEHUE YIOBISTBOPEHHOCTH 110 hakTopy @, Hanios;
Bg — cpennee 3HaueHue BaXKHOCTH (akTopa ¢ i OOeCIeUYeHHS YAOBJIIETBOPEHHOCTH
. moTpebureneit ycunyr, 6annos;

¢ — 3HaUMMBIH 1719 oOecrieueHus KadecTBa yCiuyr yupexaenus daxrop (¢p=1+n).

12. Jlna BeMHcIeHHS Ko3(G@UIHEHTa YIOBIETBOPEHHOCTH B NPOLEHTAaX NPHMEHSAETCH
dopmyia: :

Ky= R'yx;DB%,

rae Ky (%) — xoaddurueHT y/10BIETBOPEHHOCTH, Y0;

Ky — ko3 dHIEeHT ya0BI€TBOPEHHOCTH, OalIJIOB;

5 — MakcMMalbHOE KOIHUYECTBO OaJUIOB B HUCIOIB3YEeMOH Ui cOOpa NMEPBHYHBIX JaHHBIX
OILICHOYHOM IIKaje.,

13. MaTepnpeTanys 3HaYCHAN KoobGHIHEeHTa YIOBIETBOPEHHOCTH IpHBeAeHa B Tabm. 1:

TaGauna 1
Nurepnperamus 3nadeHnii ko3ppunmenTa yIoBJIeTBOPEHHOCTH
3nauenue WuTtepriperaius 3HaUeHHI
ko3 dunmenTa y10BIeTBOPEHHOCTH, Y0 Ko3hduIreHTa YIOBIETBOPEHHOCTH
=90 OTnuuHbIH
=85 Ouens Xopommit
=80 : Xopommui
TS Cpenumuit
=170 Br3rBaromuii 0eCIoKoMCTBO
=65 ITnoxoi
=60 Odenp MIOX0#H

14. OneHka CTENEHH YAOBIETBOPEHHOCTH Ka4eCTBOM H JOCTYHNHOCTBIO (PaKTHUECKH
MPENOCTABIAEMBIX TeaTpoM YCIyr HOPOBOAMTCS MOCPEACTBOM MNHCHBMEHHEBIX HE3aBUCHMBIX
COIMOJIOTHYECKHX OMPOCOB (aHKETUPOBAHHS) TOTpeOUTENEH.



AHKETHpOBaHHE — 3allOJIHEHHE pPECIOHJEHTOM 3apaHee 3aroTOBIEHHBIX OJIaHKOB
OTIPOCHEIX JINCTOB.

OmnpocHBIH JTHCT (BOIMPOCHHK, aHKETa) — MEPEYEHb BOIIPOCOB, C MOMOINBIO KOTOPBIX
omnpenenseTcss MHEHHE PECTIOHIEHTOB O Ka9€CTBE B IOCTYITHOCTH MOIYy9aeMEBIX YCIIYT.

PecnionieHTH — NOTpeOUTENH YCIYT, Yb€ MHEHHE U3Yy4aeTCs.

15. Ansa w3ydeHHs MHCHHA IIOTPEOHTENEH TakKe NPOBONUTCSA AaHAIH3 IHCbMEHHBIX
OT3BIBOB, OOpallleHuil W IPEeIJIOKEHUHA, CONEpIKAIMUXCS B KHHUIE€ OT3HIBOB, Ha OQUIIMAIBLHOM
catite Teatpa.

3. Ilopsaok npoBeaeHHsI OLEHKH CTENeHH YA0BJIeTBOPEHHOCTH MOTpebuTe e
Ka49eCTBOM H JOCTYINHOCTBIO NPEIOCTABIAEMbIX YCJIYT

16. M3ydeHHe MHEHHsS IIOCPEACTBOM AaHKETHPOBAHHS NOTpeOHTENeH TrocyaapCTBEHHBIX
YCIIYr, IPEeNOCTaBiIsIEMBIX TearpoMm, OCYIIECTBIISEICS €XEMECIYHO BO BpeMs IIPOBEICHUs
. KaCCOBBIX CIIEKTaKJIEH.

17. AHKeTHpOBaHUE TIPOBOAUTCS TeaTpoM caMOCTOSTENIBHO.

18. [IIuceMeHHBIf OIPOC MOMKET MPOBOAUTHECS HENOCPEACTBEHHO IO  MECTY
NIpENOCTaBICHHUS YCIIyTH, a TaKke Ha caiite Tearpa.

19. Onpoc npoBogUTCS CpelH COBEPIIEHHOJNETHUX I'PaXKIaH, YJacTBYIOIIHUX B MOIYyYEHHH
YCIIYT.

20. YyacTHe B ompoce sIBIsSieTCS CBOOOIHBIM M JOOPOBOIBHBIM, HUKTO HE MOMKET OBITH
MIPUHYKIECH K BRIPAYKCHHIO CBOET0 MHEHHUS HJIM OTKa3y OT HEro. AHKETa BbIJIA€TCs PECIIOHIACHTY
IIPH MOJIy4EHUH OT HET'O COTJIacUs Ha y9acTHUE B aHKETHPOBaHUH.

21. OmnpocHBIe TUCTHI MOTYT 3aIlOJHSATECS IIEpe] HadaJloM MEPOIPHUSITHS, B aHTPAKTe MJIK
IIOCJIE IIPEIOCTABICHUS YCIYTH (110 3aBEPIICHHN MEPOIIPUATHA).

22. 3anonmHeHHE pecIOHASHTOM DoJee, 9YeM OJHOM aHKETHI HE JOITyCKaeTCs.

23. ®opmMa OMPOCHOrO JHCTAa (AHKETHI) NpHUBeneHa B llpumoxeHue 1 K HacTOAMIEMY
IMopsinky). Ilpm 3ToM B aHKeTy MOTYT BHOCHUTBECS H3MEHEHHS, HalpaBJICHHBIC Ha
KOHKPETH3AIHIO U (MIH) IOMOIHEHHE paHee cOpMyIHPOBAaHHEIX BOIIPOCOB.

24. AHKeTa 3allOJHACTCS HEMOCPEACTBEHHO PECHOHASHTOM, JH0O0 MpeacTaBUTENeM Tearpa
C €ro CIIOB.

25. B ankete 00s3aTebHO COIEPXKHUTCA yKa3saHHWEe Ha IPAaBO PECIIOHNIEHTa He OTBeYaTh Ha
IOObIe W3 3aJaHHBIX BOIPOCOB, O IIpaBe€ HE YKa3blBaTh CBOU IEPCOHAIBHBIC IaHHBIE H
 KOHTaKTHYIO HH(OPMAIHIO.

26. KonudecTBO pecmOHOCHTOB - 1 % OT oOImero KoJm4YecTBa IOCETUTENEH KacCOBBIX
CIIEKaTKJIEH TeaTpa 3a o,

27. BeIOopo4Has COBOKYITHOCTE CTPOHTECS METOJAOM KBOTHOTO CIIydaiHO-0€CIOBTOPHOTO
orfopa.

4. O06o0menne pe3yaLTATOB

28. PesynpraroM ompoca sBIS€TCS IIOKasarelb «YIOBJIETBOPEHHOCTh HOTpeburenei
Ka4eCTBOM H JOCTYIIHOCTBIO IPENOCTAaBISIEMBIX YCIyT B IPOIEHTHOM OTHOINEHHH OT 4YHCIIa
OIIPOIIEHHBIX).

29. TlonydeHHBIE B XOJ/ie AHKETHPOBAHHS JlaHHBIE 0O0pabaThIBAIOTCS CHENHAIMCTOM
IInanoBo-3xoHOMHYECKOH cay kOB TeaTpa.

5. 3aKkaYHTEILHBIC MOJ0KCHHAT

31. TlocTynuBmiHE B pe3yabTaTe AHKETUPOBAHHS 3aMedaHus, IPEI0OKEHHS, KanoOwl
paccmaTtpuBarorcss Anvuuuctpanueit  TeaTpa, aHamM3UPYIOTCS W YYWUTHIBAIOTCA IIPH
pazpaboTKe MEPONPHATHH 110 YIIYUIIEHHIO KA9eCTBA U JOCTYITHOCTH MPEI0CTABISEMBIX YCIYT.

32. 3amonHEeHHBIC AHKEThI XPAHUTHCS B Te€UeHUEe 3-X JIeT ¢ MOMEHTA NPOBeJIeHHs 0npoca,
3aTeM YHUYTOKAIOTCH.



AHKETA JJIS1 3PUTEJIEN

VYBaxkaembrii 3putens! Mbl paspaboTalM 3Ty aHKETy AJIsI TOro, 4TOOBI y4ecTh
Bamy moskenaHus o YIyqIIeHHIO KadecTBa paboThl TeaTpa.

[Ipu 3amoiHeHWH aHKeTHl BEI MMeeTe TIpaBO He OTBeYaTh Ha JIOObIE U3
3aIaHHBIX BOMPOCOB, W IPAaBO HE YKa3blBaTh CBOM IE€PCOHAJIbHBIE JAHHbBIE H
- KOHTaKTHYIO HH(OPMAIHIO.

1. HazBanue MmeponpusTus, nara

2. OuenuTe noxanyiicta no naTudaLIbHON mKaJje (or 1 g0 5):

Ne n/m1 | Cocrasnstomas 1 2 3 4 5

1 OTKpBITOCTH ¥ JOCTYITHOCTE
uH(popManuu 0 penepryape
TeaTpa, O TeaTrpe B I[eJIOM

& Pexxum paboThl KacChl

3 Ilena 6uneToB

4 Bpewms Hagana MepONpUSTHI

] ["'ocTenpurMHOCTS,
BEXJIMBOCTH COTPYIHHUKOB

6 Hanuuue u 10CTyIHOCTH

oOpaTHOM CBs3U

7 HoctynHocTh
ITOJXOJIOB/TIOABE3IOB K
VUpEeXIeHUIO (Halu4ue
IIaHyCOB M IIp.)

3. Y nosneTBopeHs! i BBl B 11eJIOM Ka4eCTBOM YCIIyT, IIPeAOCTaBIIsIeMbIX HAIllUM
TeaTpom?
Ha Het

Brnaromapum Bac 3a ygactue B onpoce!



