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INPEJAUCJIOBHE:

1 PA3PABOTAHO ornenom oueHkH H KadecTBa JlenapraMeHTa KOpPIOpaTHBHOIO
passutHs HAO «Ka3saxckuii HaUMOHAIBHBIA HCCIE0BATENLCKHM TEXHHYECKHH
yHuBepcuteT uMeHH K.M.Carnaesa»

HauanbHUK OTJi€/1a OLICHKH M KayecTBa W“/A CaypanbaeBa
A 2023r. ‘

2 COI'JIACOBAHO

Ynen Ilpasnenus — IlpopekTop no Hayke u
KOPIOPAaTHBHOMY Pa3BHTHIO -
«pf» &F 2023 .

Jupexrop Uncturyta
[udpossbix Texuonoruii u [P
2y _LF 2023

W.o.HavanbHuKa YrnpasineHus
IOPHAHYECKOro obecneyeHus 1
rocy/1apCTBEHHBIX 3aKyTOK

«B» L 2023r.

HavanbHuk oT/1€/1a IOKYMEHTaHOHHOIO
obecrnieyeHHs ¥ pa3BUTHA
roCy1apCTBEHHOIO f3bIKa XK. OpakbaeBa

«I8» ¥ 2023r.
3 YTBEPXJIEHO pemenuem Ipasnenus ot «Z2%» 28 2023r. Ne ﬁ&

—T. ABykeHoB
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AHKETHBIN OITPOC 5
OLIEHKA YJIOBJETBOPEHHOCTHU NOTPEBUTEJIEN

JoxymenTupoBanHas npoueaypa KasHUTY 714

1 OBJIACTDH IPUMEHEHUSA

1.1 Hacrosujas mnpouenypa B paMKax MOBBIIICHUS pPE3yJbTaTUBHOCTU H
COBEpILICHCTBOBAHMS ~ CHUCTEMBl  KauyecTBa  PETrJAMEHTHUPYET  NOpPAJOK |
OTBETCTBEHHOCTh 32 HPOLECC MOHUTOPUHIA YJIOBJIETBOPEHHOCTM BHEIIHUX H
BHYTPEHHUX MOTPEOUTENEH U B3AUMOJEHCTBUS C HUMHU.

1.2 TpeboBanus HacTOsIIEH MPOIETYpPHl 00S3aTENbHBI AJI1 MPUMEHEHHS BO
BCEX CTPYKTYPHBIX IOJPA3EICHUAX Y HUBEPCUTETA.

1.3 Bce paboTbl mo HacTosuied Mpoueaype KOHTPOJMPYeT KypUpPYIOLIUi
IIPOPEKTOP.

2 HOPMATUBHBIE CCBIVIKH

Hacrosimass mponeaypa COAEPKUT CCBUIKM Ha CJEAYIONIME IIPaBOBBIE U
HOPMATHBHBIC JOKYMEHTBI:

— 3akoH PK ot 27 utonig 2007 roga Ne 319-111 «O6 o6pazoBanumny;

— 3akon Pecnyomuku Kazaxcran ot 27 uroms 2007 roma Ne 319-II1 «O6
oOpa3oBaHUN ;

— 3akon PecnyOnuku KazaxctaH 00 akkpeauTaliud B OOJACTH OIECHKHU
COOTBETCTBUS,

— Mexnaynapoansie ctanaaptsl kauecta 1SO cepun 9000;

— Standards and Guidelines for Quality Assurance in the European Higher
Education Area. ESG report. 2015. (Cranmaptel u [upekTuBbl JIsi TapaHTUU
kauecTBa Briciiero oopazoBanusi B EBporeiickom npocTpaHcTBe);

3 TEPMUHBI, OIIPEJAEJIEHUA 1 COKPALLIEHU S

AHaJU3 — ONpENEICHUE MPUTOIHOCTH, aJICKBATHOCTU WJIA PE3YJIbTATUBHOCTHU
00BEeKTa JJIsl JOCTUKEHUS 3a/IaHHBIX 11EJICH;

AHKeTHPOBaHHe — MMOJTyYEHUE IOCTOBEPHON HH(POPMAIIUK TTyTEM 3aIOTHEHUS
pEeIBAPUTEILHO Pa3pabOTaHHBIX aHKET;

MapkeTHHI — JIESITENbHOCTh, HANpPAaBICHHAS HAa M3y4eHHE, (DOPMUPOBAHKE U
yIOBIETBOPEHUE TpeOOBaHUII TOTpPEOUTENel, OIEHKY WX YIOBJIETBOPEHHOCTH
OKa3bIBAEMBIMH YCIIyraMHU Y HUBEPCUTETA,
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MOHUTOPHHT — OIIPEAENIEHUE COCTOSHUSA CHCTEMBI IpoLEcca, YCIYTd WU
3aJlauu,

[TPUMEYAHUE 1: [nsa ompenenceHuss COCTOSHHUS HEOOXOJMMO IPOBEPSTH,
KOHTPOJUPOBATh U KPUTHUUECKH U3y4aTh.

OOpaTtHas cBsI3b ¢ MOTpedMTENEM — JIEATEILHOCTh O cOOpYy W 00paboTKe
uH(dOpMaIuK, MOJTYYEHHON OT MOTpeOuTeneil, 0 KauecTBe 0Opa30BaTENIbHBIX YCIYT,
HAy4YHOM UCCIIEeI0BATEIHCKON JESTEILHOCTH U OLIEHKE BY3a B IIEJIOM;

Y10B/IETBOPEHHOCTH MOTPeOHUTEIeil — BOCIPUATHE MOTPEOUTENEM CTEICHH
BBIIIOJIHEHUS €T0 OXKUIAAHUIA;

ISO (MCO) — MexmyHapoaHas opraHu3amnusi 00pa3oBaHUs;

JCP — nenapraMeHT CTpaTErH4ecKOro pa3BUTHS;

JI1 — noOKyMEHTHpOBaHHAS NIPOLIEAYPA,;

OOK - oTmen o1leHKH 1 KayecTBa.

4 OBIIUE NOJOXEHUSA

4.1 MOHUTOpPUHT YJIOBJIETBOPEHHOCTU MOTpeOUTENEH — CUCTEMaTHYecKas U
peryispHasi KOMIUIEKCHAas TpOIeAypa, OPHEHTHPOBAaHHas Ha oOecreyeHne u
MOBBIIIICHHE  KadecTBa  00Opa3oBaTeNbHBIX  YCIOYr, IOCPEICTBOM  CHCTEMBI
B3aMMOJICHCTBHSI By3a C Pa3IMYHBIMU TPYIIIaMH MMOTPEeOUTENEH.

4.2 OrueHka yIOBIETBOPEHHOCTH MOTpEOUTENEH MPEIOCTABISIEMBIX YCIYT
HaIpaBJieHa Ha peaan3alluio MPUHIIUIIA OPUEHTAIUS Ha TIOTPEOUTENS.

4.3 Ipotenypa OIEHKH YIOBJIETBOPEHHOCTH MOTPEOUTENICH BKITIOYALT:

— Tpoueaypy BHYTPECHHETO MOHHUTOPHHTA - MOHHUTOPHHTA
yIOBJIETBOPEHHOCTH OOYYaIONIMXCA KauyeCTBOM IPENOJaBaHUs M 00ECIeYeHHOCTHIO
y4eOHOro  mporecca  00pa30oBaTElIbHBIMH,  MaTE€pPUATbHO-TEXHUYECKUMHU U
WH()OPMAITMOHHBIMA PECypCaMHi, MOHHTOPUHTA YIOBJICTBOPEHHOCTH COTPYIHHUKOB
KazHUTY umenn K.1. Carnaesa.

— TIpOLIEypy BHENIHETO MOHHUTOPUHTA — MOHHUTOPUHTA OXHUJIAHUA U
TpeboBaHmii paboromarenedt / morpeOuTenei BBIMTYCKHHUKOB, OIIEHKA KOMIIETEHITUU
BbilnyckHUKa KasHUTY nmenu K.M. Carnaesa.

4.4 B xone MOHUTOPWHTA YIOBJICTBOPEHHOCTH MOTpEOUTENICH aHATM3UPYETCS
cienytomas nHpopmaus:

— TpeOOBaHMSI KOHKPETHBIX OTPEOUTENEH;

— Ppe3yJbTaThl MOHUTOPUHTA PA3BUTHS CUCTEMBI 00pPa30BaHMSI,

— TIepPCHEKTUBHBIC TPEOOBAHMS K 00PA30BATEILHOM NESITEILHOCTH;

— TIOTPeOHOCTH PhIHKA TPY/A.

45 O0patHast CBA3b C TOTPEOUTENEM  OCYHIECTBISIETCS  TTOCPEICTBOM
aHKETUPOBAHUsA, aHaaum3a M O00pabOTKM pekjaMaluii, TMOoXeJaHUd U HWHOU
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uHbOpMaIlMK, TOJNy4aeMOl B YCTAaHOBIEHHOM TOPSAKE C HCIOJIb30BAaHHEM
UH(POPMAITMOHHBIX TEXHOJIOTHI.

4.6 OreHka yJI0BICTBOPEHHOCTH MOTPEOUTENEH TPOBOIUTCS C MEIBIO:

— mony4eHus WHPopMaA 00  yAOBICTBOPEHHOCTH TMOTpeOUTENed U
JIOBEJICHUS €€ JI0 PyKOBO/JICTBA,;

— ONpEeNEeTeHHEe  PHUCKOB,  BIUAIOIIMX Ha  KAuyecTBO  OKa3bIBAEMBIX
00pa30BaTeNbHBIX YCIYT;

— YJIy4YIIEHHUs KadecTBa MPEAOCTaBIISIEMBIX 00pa30BaTEeIbHBIX YCIYT C YU4E€TOM
TpeOOBaHUM MOTPEOUTENICH;

— TIOBBINIICHUE KOHKYPEHTOCIIOCOOHOCTH KaK Ha BHYTPEHHEM, TaK W Ha
BHEITHEM PBIHKE;,

— pa3paboTKa KOPPEKTUPYIOIIMX JEUCTBUHA 10 YCTPAHEHUIO SIBHBIX U
MOTEHIIMATHHO BO3MOKHBIX HECOOTBETCTBUH.

S OIMCAHME ITPOLEAYPbI

5.1 IlnanupoBanue

OreHka ¥ aHAN3 yIOBJIETBOPCHHOCTH BHYTPEHHUX W BHEITHUX MOTPEOUTENICH
MIPOBOUTCS CUCTEMATHUECKU COTIIACHO yTBEPkKACHHOTO [nana aHKkeTHpOBaHUSI.

PaGoTel MO MOHHWTOPHHTY BKJIIOYAIOTCS B TUTAH PAOOTHI OT/AENa OIEHKH W
kKauecTBa, JlemapraMeHTa KOPIOPATUBHOTO pa3BUTHSA C YYCTOM PEKOMEHIAIHMA
Briciiero pykoBoJICTBA M MPEUIOKEHUNW HWHCTUTYTOB, Kadeap, CTPYKTYpPHBIX
Mo/Ipa3/iefIeHu i U APYTUX 3aUHTEPECOBAHHBIX CTOPOH.

B xauectBe BHyTpeHHUX moTpebuTenel BwicTynaioT oOyuatomuecs, [ITIC,
AVII, YBII u oGcnyxuBaromuii nepconan. K BHEIIHUM MOTPeOUTENSIM OTHOCSITCS
abuTypueHTHI, pab0OTOIaTENH, TOCYIAPCTBO U OOIIECTBO B IIEJIOM.

5.2 OnpenesieHne CUCTEMbI MOKAa3aTe el

WNHaukatopamMu OLIEHKH yJIOBJIETBOPEHHOCTH MOTPEOUTENEH SIBISIOTCSA:

— U3y4YeHue BOIIPOCOB COLIMAJIBHO-TICUXOJIOTUYECKOM ajganTanuu
NEPBOKYPCHUKOB U COLIMATIM3AIIMY CTYJEHTOB K YCIOBUSIM O0yUYEHHS;

— HCCIIEIOBaHUA 1O BompocaM 3(PPEKTUBHOTO CaMOPa3BUTHUS JIMYHOCTU
CTYJE€HTa B  NpPOLECCE  BOCIHUTATEIbHBIX  MEPONPHIATHI,  CTYIEHUYECKOIrO
CaMOYIIPABJIEHUS M YAOBIETBOPEHHOCTh KYJIBTYPHO JOCYTOBOM J€ATEIbHOCTHIO
(LIECHHOCTHBIE ~ OpPUEHTAUUH, JOCYT CTYJEHTOB, COLMAIBHOE CaMOYyBCTBHE,
B3aMMOOTHOIICHHS B TPYMIIE U TIp.);

— HCCJIENOBaHMS N0  BOMNpPOCaM,  KacarouUMCsi  B3aMMOOTHOUIEHUU
npernojaBareneid U oO0yyaromuxcsi (CTUIb NeAaroruueckoro OOUIEHUsl, OPUEHTALIUS
Ha COTPYJTHUYECTBO, OIIEHKA 3HAHUH, TpoOIeMa B3ITOUYHUYECTBA U TIP.);
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— HCCIIEJOBAHMUS 10 H3YYEHHIO CTENEHH YJOBJIETBOPEHHOCTH KayeCTBOM
MOJTy4aeMBbIX 3HaHUH, OCBOECHUS KBaJIM(PUKALIMOHHBIX KOMIIETEHIIUH
(YAOBIETBOPEHHOCTh YCIOBUSIMU OOYy4Y€HUs, pe3yJbTaTaMu OOy4YeHUs, OLECHKa
KauyecTBa 3JIEMEHTOB 00pa30oBaTENILHOTO Ipoliecca, B TOM 4Hcie 0a3 MpaKkTUKH,
MaTEpUaJIbHO-TEXHUYECKOTO OCHAIIEHUS U T1Ip.), BBISIBICHHE PA3BUBAIOIIUXCS
o0pa3oBaTeILHBIX 3aPOCOB,;

— HCCJEI0BaHMS MO BOIIPOCAM Y OBJIETBOPEHHOCTH HAYYHOU JI€ATEIbHOCTBIO.

5.3 Pa3zpaGoTKka u IKCIIepTU3a AHKET

Cotpynaukun OOK JICP pa3pabaThiBalOT aHKETbI, KOTOPHIE MOAJNEXKAT
0053aTE€IbHON KCIEPTU3E CO CTOPOHBI PYKOBOJCTBA. Marepuaibl aHKETUPOBAHUS
JOJDKHBI COOTBETCTBOBATh LIEISIM U 33JadyaM MOHUTOPHUHIA YIOBJIETBOPEHHOCTU
notrpedureneil, coaepxarb KOPPEKTHbIE U HEJIBYCMBICICHHbIE (OPMYJIUPOBKH, HE
BBIXO/ISLIUE 32 MIPEIEIIbl KOMIETEHTHOCTH ONPAIINBAEMBIX.

B aHkere AOMKHBI OBITH MPEAyCMOTpEeHbI Tpadbl sl MPEAIOKEHUN IO
MOBBIIICHHIO KAYECTBA IIPEIOCTABISAEMBIX YCIIYT.

5.4 AukernpoBaHue

AHKETHpOBaHHE MPOBOJUTCS B ANEKTPOHHOU popme kak moprane SSO Tak u B
npuioxennn Microsoft Forms. Jlns mpoBeneHus OHIaliH-aHKETUPOBAHUS HYKHO:

- co3naTh B MIHTEpHETE aHKETY;

-CO3/1aTh B YYETHOW CHCTEME pe3yJbTaT MOCEIICHHUs M YyKa3aTh CCHUIKY Ha
aHKETY.

VYyactue B aHKETUPOBaHUE aHOHUMHO U JJOOPOBOJIBHO.

Pe3ynpTaThl MONy4eHHBIX JAHHBIX UCHOJIB3YIOTCS MPU MMPOBEACHUM aHAIN3a CO
CTOPOHBI PYKOBOJICTBA, KOPPEKTUPYIOIINX U NPEIYyNPEKIAIOMUX ACHUCTBUN.

Ipu4unbI MeponpusiTusi 10 CHHKEHHIO
Puck IMocaencTBus

NOsIBJICHHUS U NPeI0TBPALIEHNI0 PUCKOB
HexoppekTHabie — HEeXXeJIaHHe — HEJO0CTOBEPHOCTh — 3a0aroBpeMeHHOe
OTBETBI OTBEYaTh; pe3yinpTaToB MIPOBEAEHNE aHKETUPOBAHHUS
norpedurenei — HEMOHMMAaHHUEe HCCIICIOBAHUS;

BOTIPOCOB aHKETHI. — HeaJeKBaTHOCTH OLIEHKH

nestenpHocTH TITIC.

7/ OOEHKA, AHAJIM3 U YJIYULIEHUSA

Ouenka  pe3yJbTaTUBHOCTM  MPOLECCAa  aHAINW3a  YAOBIETBOPEHHOCTH
NOoTpeOuTENe OCYIIECTBISETCS BBICIIMM PYKOBOJACTBOM yHHBEpcHUTeTa. JJig TaHHBIX
LeJIeH TNPEeJIaracTcsl MPOBEICHUE ONPOCa WM AHKETHUPOBAHMS BIIAJIEIIBLIEB PUCKOB
WIN APYTUX OTBETCTBEHHBIX paOOTHUKOB. KpuTepusMu ajisi OLEHKU MpoIiecca MOTyT
CIIY)KUTb CJIEIYIOIINE MIOKA3ATENN!
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— BBINOJHEHUE MEPOIIPUSATUI MTPOLIECCa B YCTAHOBJICHHBIE CPOKHU;
— COOTBETCTBHE MaTEPHUAIOB UCCIEAOBAHUS MOCTABICHHBIM IIEJISIM;
— KOJIMYECTBO OT3BIBOB CO CTOPOHBI MOTPEOUTENEH pe3yabTaTOB Mpoliecca.
MOXXET TOBBICHUTH  PE3YJIbTaThl
NeSATEIbHOCTH OpPTaHU3aluu U YpoBeHb 3((HEKTUBHOCTH paOOTHUKOB;

— ONpOChl MHEHUSI TepcoHajga IOMOTAalOT BBISIBUTh MPUYUHBI, KOTOpbIE
NPEensSTCTBYIOT 3P PekTuBHOM paboTe mepcoHaia U OpraHu3aliy B IEJIOM, a TOTOM

— YJAY4YIIMB  CHUTYalHIo,

YCTPAaHUTD UX;

OopraHu3anuAa

C nomoIpl0 aHKETUPOBAHMS ONPENEAECTCI MHEHHUE NEPCOHAjJa OpraHu3aluu
00 e€ nesATesNbHOCTH, OynyIeM, UMHJIKE, YI0BIETBOPEHHOCTh IIEpCOHaNa 3apIlIaToi,
COLIMAJIBHBIM TAKETOM, OTHOLIEHUEM C PYKOBOJCTBOM M KOJUIEKTHBOM.

Ilepeyens popm Al KasHUTY 714

Ne Mecto Cpok
Ha3Banue 10KymMeHTa dopma
XpaHeHusl XpaHeHus!
1 | Ilnan ankeTupoBaHus @ KazsHUTY 714-01. JACP ITOCTOSIHHO
2 | Anamutnueckas 3anucka | @ KasHUTY 714-03. JICP ITOCTOSTHHO
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