TEPMWHOITOI MA KOMITAHUW.

Mystery Shopping - 39TO MeTO4 wccheaoBaHUs,
BKNovaowmm cbop aktnyeckon wuHdopmauum o
KayecTBe 0O6CnyXMBaHMUS B CEPBUCHbLIX OpraHmn3auusax.
OueHka cepBuca BbIMOMHAETCA C  MNOMOLLbIO
NOArOTOBMIEHHbLIX foAen, nocellarwmx PO3HUYHYIO
TOYKY B pPOMM  OObIYHbIX  KIMEHTOB  (TauHbIX
nokynatenen). [locne nocelweHNa CeEPBUCHOUN TOYKU -
dounnmnana 6aHka, PO3HMYHOW JoKauun, pPecTopaHa,
A3C, cynepmapketa, 6ytmMka w”n np. - TauHbIn
[TokynaTtenb 3aHOCUT WHMOPMALMIO O KadecTBe
o0Cny>XmBaHNMss B  CTPYKTYPUPOBAHHYO  dbopMy
(aHKeTy), oTMe4yas BbIMNOMHEHWUE WUMTN HEBLIMNOMNHEHUE
KOHKPETHbIX CcTaHOaptoB cepBuca. CobpaHHasd
MHJopMaLUKMa ncnonb3yetca Angd naMepeHnsa ypoBHSA
BbIMOSIHEHUST CTaHOAPTOB OOCNYXNUBAHUS, BbIABIIEHUS
HeOQoCTaTkoB  ANnda  nocrnedyrouwero  ynydweHus
KayecTBa oOCnV>KMBaHUS.



TEPMWHbI

e Jlokauun
OT10 Toproeast Todka (TT), po3HNYHBIM MarasuH, otaeneHne 6aHka, A3C, pectopaH, KOTopbI NoceLaeT
TanHbIn NoKynaTenb Ana NpoBeaeHUsI OLLEHKM.

 TauHbIX NOKynaTesnb

Tl —yenoBek, KOTOPLIV BbIMNOMHAET OLEHKY CepBMCa N BBOOUT aHKETY Ha cauT. KrnneHT (3akasyumnku
nccrnenoBaHus) UMeeT OPYron ypoBeHb JOCTYNa K CanTy U He MOXET BUAETb OLEHKM NoL CBOUM
npodgunem.

 JccallMeHT MeHemxXep

OM - coTpyaHuK areHTCTBa 4Service, OCHOBHON 0683aHHOCTLIO KOTOPOTro ABMNSAETCS OpraHM3auus,
pacnpegerneHne BUNToB Mexay TanHbIMK NOKynaTenamMm, a Takke KOHTPOSTb BbINOSHEHNSA 3TUX
BU3UTOB C COBNIOAEHNEM YKa3aHHbIX MapaMeTpPoB NPoeKTa N CPOKOB.

e ApTtedakTthbl
OTO MaTepuarnsbl, KOTopble nogTeepxaatoT Bn3nT TI1 B iokauuto (Hanpumep, ayamosanmcb Bu3mTta, oTo
nokauumn, Bnaeosanuncs).

« LWar
OTO BPEMEHHOM NPOMEXYTOK MeXAy NoceLleHNAMN pasHbIX TanHbIX NOKynaTenemn ogqHOM N TON Xe
nokaumm (06bl4HO Lar ykasaH B QHSIX).

e Potauus
OTO BPEMEHHOM NPOMEXYTOK MeXy noceLeHnaMm ogHUM TaruHbIM MOKynaTeriemM 0gHOM U TOW Xe
nokauuu.



TepMuHorsnorus

Pabora koopauHaTopa-BanuaaTtopa (KB) nogpasymeBaeT BblMNTKY aHKET TalHbIX
nokynartenen. Banugatop npaBUT KOMMEHTapUKM B aHKETE, BbICITyLLMBAET 3BYKOBbIE (haunbl
N MPUBOOMUT UX B COOTBETCTBME C aHKETON, paboTaeT ¢ rpadhuyecknmm doansiamum.

CpOKM BbIYUTKU: 24 Yaca C MOMEHTA B3ATUA aHKET Ha BbIYUTKY.

MeHemxep NpoeKTOB — COTPYAHUK, KOTOPbIN PYKOBOAUT NPOEKTOM, OTBEYAET 3a
NOAroTOBKY NPOEKTHOWN AIOKYMEHTaLIMN, 3aMyCK NPOEKTa 1 ero o6LLNIA XOoA.

MapameTpbl NPOEKTOB — 3TO YCNOBUSA U TpebOoBaHNS KNMeHTa, cobniogeHne KoTopbIx
TpebyeTcs Npy BbIMONTHEHUN OLEHKW.

Badshoppers — NpoeKTHas rpynna, B KOTopyto nonagatoT TI1, KoTopbiM 3anpeLeHo
BbIMOMHATbL BU3UTbI MO COOTBETCTBYIOLEMY NpoekTy. Hanpumep, Badshoppers POKCTPOT,
Badshoppers Kohe Xay3 u Tak ganee. 31o moryT 6bITb TI1, KOTOpbIE ABNAOTCSA
COTPYyAHUKaMKM KOMMNaHuW, KoTopaga nposepsetcs; TI1, koTopble HeAOOPOCOBECTHO
OTHOCSATCA K BbIMOSTHEHNIO BU3UTOB M OTCTPAHEHbI OT NpoeKTa.

BonHa - 310 nepmo nposeaeHnda MOHUTOPUHIa And KrineHTa. Kak npaswusio, BOJ1Ha AJINTCA
1 mecsu. ['1o OKOHYaHMIO BOSTHbI npoBOANTCA Cpe3 AaHHbIX MO pe3dyribratTaM MOHUTOPWUHIa.



