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Mpenucnoeue
1 PASPABOTAH Yuypewaanuas «LLgHTD CepTgMKaLMK YCImyT CBARIM S

2 BHECEH Ynpaepneuwem pasputva, MHGopaMad moHHoro checnedera M akkpeguTauus SegepansHong
SreHTCTREA N0 TEXHWYECKOMY PETYNMPOBAHMID K METDOMONMM

3 YTBEP#OEH M BBEOEH B OEWCTBME Mpwkaiom SeqepansHOTo areHTCTEA N0 TEXHHYECKOMY
perynupoBaHKED W MeTponoriiK oT 28 asrycta 2013 r. Ne 605-cT

4 BBEJEH BMNEFPELIE

Mpaauna NpuMeHeNuA Hacmofweso cmakdapma yemasoaness: @ MOCT P 1.0—2012 [pazden 8).
Hughopamauyuas of uamesenuay ¥ Hacmosweny cmakdapmy nyfnukyemcs e exez0dHoM (M0 COCMOANLIO Ha
1 Aveaps maxywezo 2oda) urbopMalnuarHom yrazameane «HauuoHansHele cmandapmers. 8 oPuyUansHel
MEKCM UIMEHEMUD U AONpEE0K — & SXEMECAYHOM URDODMALUGHHOM YRAZAMENE « HAUYLOHANEMBIE CMak-
dapmeis. B cayyas nepacyompa (3aMaHbl) Uy OmMe el RECMOAWE20 CMakdapimsa coNNeemomeyiolwes yae-
dorrexdue Bydem onyinuxoeano @ Gnuxaliies asiTycHe EMeMECAYHOZ0 UHHODMALUOMHOED YKaZamens
aHayUoHaNLHEIE CMaddapme s Coomaamomayiiian UHHopMay LR, yeedoMnenUe U MEKcmis DasMeLyaiom-
CA Makxe 8 UNPopMayuoRHod cucmeme oblyez0 NoNsEI0eaMUs — Ha cghuyuansHom caime aedepansHoss
a2eHIMCITEa N0 MEXHUYECKOMY DEEFTUDOSAMUI0 U MEMpOToZULY 8 camu Mymepsem (gost.ru)

2 Cramgaptuadopm, 2014

HacToRWMA CTAHOAPT HE MOMET BEITe NOMHOCTE MNK YACTUYHO BOCNDOWIBEOEeH, THRAXWDORAH W pac-
NPOCTRAHEH B KAYSCTEE oWUMANBHOro Wananwa Gea paspelleHna PenepansHore areHTCTeaA NO TEXHHERCHE-
MYy PEMYNAPOBAHHIO M METRONCTIAN
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HAUWOHANBHBIA CTAHOAPT POCCHMWCKOW SEOLEPALUWM

KAYECTBO ¥CNYTH « YCNYTA UEHTPA OEPAEOTKM BELI3ZOBOE»

MokazaTend KaYecTES

Quality of sarvice «Call-center services: . Quality Indices

Dara epegessn — 2014—01—01

1 OBnacTs NpUMEHEHHA

HacToAwwWd cradgapT yCTAHABNHBEAET HOMEHENATYDY OCHOBHLIX MNOKA3ATENeW KaAYecTRa yonyr
yentpa obpaboTen BeiacBoe (panee — LUOB), xapakTepuayiwMy KaYecTEO yCNyr ¢ TOYKM 3peHudA
NonNs3IoBaTENA.

HacToAWKWA CTAHOA DT MOMET NPWMEHATECA NPA OUEHKE KAYECTRA YCnyr coSCTReHHEIX UaHTpoB oGpatoT-
KW BLII0BOE HOMNAHWA, 0GECNEYMBAIILAY HYH OB CAMWX KOMNAHWA, 3 TAKKe ayTCOPCHHMOBRX ueHTpoR obpa-
DoTkM Bnizop0s. Kposme TOro, HacTOAWMWA CTAHOAPT MOMET WMCNONLICBATECA HAYUHEIMW W NDOSKTHEIMKA
OPradU3aLMAMK NEK paspaboTee W NPOEKTHROBAHMK LLOB 1 KOMTAKT-LEHTROR, ORraHHIALMA MA U DHIHYeCKN-
M NALAMA, ARNAKLWLWMACE KNHEHTAMKA | 3akazgnkami yenyr OB, a takse ana paapaborem TpedosaHMi K
yenyras OB,

Ha ocHoBauMK HACTOAWErD CTaHAAPTA OpraHKIauMAMY, NDeaocTaenAK WM yenyra UOB, moryT paa-
pabaTeBaTECH COBCTEEHHBIE (BHYTPEHHWE] HODMATHEHEBIE JOKYMEHTEI.

HopMbl, KOHEDETHRE TPEGOBAHWA K MNOKAIATENAM KAYSCTEE M METOOL WX KOHTDONA (CUEHKM) JOMHHE
DeiTe ONpegeneHsl COOTBETCTEVIOWER HODMAaTHEHOA QOKYMEeHTAUMEH, YTEReDHO3EMON B YCTAHOBNEHHOM
NopALKe.

2 HopmaTHBHLIE CCLINKK

B HacToAWEM CTaHQApTE MCMONBI0BAHLl HOPMATHEHLIE CCLINKW HA CNEOYWWE CTAHOADTE:
MOCT P 537242009 Kauyecteo ycnyr ceAam, OBWwme nonoseHHa.
M3CT P 537312009 KauecTBED yCNyr CEBAIW. TepMMHbl M ONPEEneH A,

Mpuisevadae — MNpeNoNe30BEEHKWM HACTOAL WM CTAHGEPTOM UENeCooBpasHo NpOBEPHUTE ABECTEWE COBINOY-
Hhi¥ CTAHOAPTOE B WHOPMAUMOHHOA cHcTeMe oblers NonNb30BEHUA — HE OMHWUWANLEHOM CAATE PEfepanNbHOTS
SrEHTCTES N0 TEXHHYEGHOMY PEMYNHDOEAHWID W MATRONOTWA B CETH MHTApHET UAH N0 EMATGAHOMY MHEODMALHOHHOMY
YEE3ATENH ¢« HAUWOHENLHLIS CTAHABDTE », KOTOPLIA onyGNWE08EH N0 COCTOARMID HE 1 RHEAPA TEKYIYEro FO0&, W N0 BRINYCE-
HAM BHeMECAYHONG MHPODMAUWOHHOMD YEA38TENA s HAUWOHANbHKE CTAHZAPTRIe 38 TERYLU WA rog. Ecny 3asMeHeH coenos-
Hbid CTAHGEPT. HA KOTOPLIR OBHE HEJATHPOBEHHAA CObINKE, TO PEKCGMEHOYETOA MCNONLI0OBATE AERCTEYHIL YK BEDCHED
ATOMD CTAHAAPTA C WHETOM BEEX BHECSHHBIX B QaHHYH BEPCH I MIMEHEH WA, ECNE 3AMEHEH CouINONHBIR CTEHARDT, HA KOTO-
Dbl JAHE 0ETHPOBEHHAA CORMNKA, TO DEKOMEHAYETCA MCNONEICEATE BEQCHE 3TOMD CTAHAAPTA C YEA3AHHLI M BRILLE FOGOM
YTESpWOSHAA (NpMHATUA). Ecnu nocne yTEEpMOEHNWA HECTORLYEND CTEHABPTE B CCBINOYHEIA CTAHRANT, H3 KOTORBIA JaHa
DATHPOESHHAR CCRINEA, BHECEHD WIMEHEHWE, JATPATHEAH LIBE NONOKEHWE, HA KOTOPOE GEHE CCRINKA, TO 3T0 NONGHEHHS
pEEOMEHAYETCA MPHMEHATE Bes Yy eTa JAHHOMD HAMEHEHHA. ECNM CoBINOYHE W CTAHGAPT oTMEHeH B83 3BMEHs, TO NONOKE-
HWE, B KOTOPOM 0AHE CCRINKE HA HBTOD, PEKOMEHIYATCH NPUHATE B YACTH, HE 3ATRAMMEAN WEH 3TY CoRNKY.

MigaHMe o HYMAENEHOE
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3 TepmMHbI, ONpeaeneHHA U COKPALLEHHA

B HacToAWeM CTAHZAPTE NPHMEHEHE TEPMHHE W CNPEOenNeHrA BcooTReTCTEMM CIOCT P 537312009,
a TAKEE CREOYILLME TEPMMHE G COOTRETCTRYIOWMMKA ONDESENeHAAMA:

3.1 wkowTaKT-UeHTp (Customer Contact Center): CTpykTypa (OpradMsauinA, Nogpasnenaside), npemi-
HaanaswerHan ana obcnyxueadua obpawerdi 1 MHOPMUDOBAHMA KNHEHTOR NO PaINMYHBEIM MY ETHRMEQHE-
HilM EAHANAM 4OCTYNE B MHTEPECAX JaKaiyMKa.

3.2 uyentp obpabotkn Beizosos (UOB, Call-center): CrpyeTypa (oprasuMaauna, NogpaigengHye),
npegHaiHaseHHan 4na oscnyKHueaHua obpaweHti 1 MHgopMUpoBaHKA kKnuedToR LOB No ronocoBeiM Kasa-
nam caAId B MHTepacax aaxkaavuka. LIOB senaeTeA HacTHLIM CNYyYaeM EOHTaKT-LaHTpa.

3.3 yenyrauexTpaobpabotin esizoeon:; Docnyxreanke obDpalleHMi M MHGOPMUDOBAHWE KNTHEHTOR
UOB no ronocoBkm KaHANaM CEBR3M B MHTEDECAX 3aKATHMKA.

3.4 onepavop LWOB (Agent): PaboTtHux LOB, ocylwecTENRIOWME B3adModericTere C knueHTamu LIOB
npu oBCnyHUBEaAHUK 0Gpaw e M MHgopMmuposasmy knedTor LUOB B MHTEpRCaX 3aKa34YMEa.

3.5 nonbaoBaTenk yenyr UOB: TUIKYeCcKos MNH pUOHYeCckoe NMUD, 33KA6IBAIOLWIEE MNH KCNONkIY-
Kes yonyria LIOB.

Mpumesasne—B rasecTee nonsicearensd yonyr LOB moryT esicTynate kneedte OB » 3aka3qqsmm yonyr
LB,

3.6 zaazuynkycnyr UOB: Oprasd3auxa, 3akassearilan yenyry OB,

Mpumeuas e — JELETHMEDM MICKET RENATLCA BHEWHAA OPrAHMIAWMA MNM ODrAHMIBLHA, CTPYRTYPHLIM Nod-
pEIgenaHEEM KOToRpoA AENReTEA LIOB.

3.7 knvent LOB: NMuuo, noneayviowescs yonyramu LOB, » saanmoneicTeywowes c oneparopom OB
WMMK AETOMATHYECKUMKA CPEOCTEAMM MHTERAKTMEHOMD BaaUMonedcTRrA.

NpuMesasHn A
1 B EEYECTES KNHEHTE MOKET BICTYIATE (DMAMYECKOE NWUD MU0 NPEACTEERTENS KEWONAYECKOTD NHLE.
2 MNooTHoweruo € OB kneeHT MoxeT BeITh K8 EHYTRPEHHNM, TAK W BHEWHWM.

3.8 ewiaos, obcnyxeHHLIA onepatopom (ACD call): Briace, nony4uawmi oTeeT onepatopa LOB.

3.9 kowTakT: M0G0R aKT BIaUMO0ERCTEMA Mexdy knrexTom LIOE w onepaTtopom LOB.

3.10 npereHaun: [TMcemenHoe 0bpawenne K onepatopy ceAaun ¢ Tpebosanuenm ob yoTpaHeH U Hapy-
LWEHKWA BRINONHEHHA ONEpaTopomM CBAIM YCNOBWA GOoroBopa.

3.11 cusHapWi obpaboTHK BLIZOBEA. NPEJYVCMOTREHHAA NOCNEN0BATENEHOCTE DEACTEWE NpW 0Bpa-
BoTHE BLI30BA.

Mpumeuas e — B cueHepuA ofpaldoTam BeI30BE BRMIDHAKTCA NOPAGOK MEQWRYTHZAUMK ERIS08E, EACTEHA
oneparopa OB, npy HeoGiogumocTy, OERCTENA GRYTWE MUY W NOPRADE BE3aNMONeRcTEHA Co cnyxEaMy OpraHnzaMn 3a-
kaaqHka npe cipaboThe emaoea.

3.12 B HacToAWeM CTaHIAPTE NPMMEHEHE CIMEOYHILLKE COKDALLEHHA,

UOE — ueHTp 0bpaboTik BeIaoans.

VR (Interactive Voice Response) — « MHTEDAKTHEHOE MONOCOB0E MEHID »—N00CHCTEMA HHTEDAKTHEHD-
ro roNocoBOro BAaUMoOedcTRHA C a0oHeHTaM TeneoHHon caTH.

4 KauecTeo ycnyru «Ycnyra ueHTpa obpaboTiku Bbi3oBOB»

4.1 OGWes onWCAHWE YCNYTW

4.1.1 UOB ocrawes ofopyaoBadiemM U CNelHaniadpoBaHHEME NPOrpaMmMHEMK CReacTBaMM, B TOM
YKCNEe ANA ARTOMATHYSCKOND PACNPELENEHHA BLIZ0BOE, YKOMMNEKTORAH NEDCOHANOM, OCYLECTRNARK MM
OBpaboThY BRHI0B0E.

4.1.2 OGpaboTra BeI20B0B OCYIWECTENASTCA onepatopamu LIOB unw aeToMaTiyeck C MCNoNks3oBaaHmM-
an asTorHgopmartopos. OB MoxeT umete dyHiuwo VR ona mapwpyTruaaguy agoskos sHyTpu LIOB mnuen-
TOk Ny TEM BEOAA MHDODMALMK C KNABMATYDEI TENEDOHS & NOMOLLED TOHANEHOTD HAG0DA.

4.1.3 Onepatopy LUOB obecne4yneaerca QocTyn K HHMODMALKOHHEIM CHCTEMaM, HeoDxoarMeld gnA
obpatoTen aanpoca knuedTa OB,

4.1.4 O6pabtoTra BXoQAWEero Bsxaoea onepatopos LUOE ocylwecTENAETCA NPH OKASZAHMH YONYT IKCTRE K-
HBIX, CADABCYHO-MHDOPMAUMOHHEBIY, KOHCYNETAUHOHHE cny#h, cnywd TEXHWYECKON NOOOBDMEA MNH NpW
npueme sanack (aakazoe). Onepatop OB oteedaeT Ha a0 knvenTa LOB, oCyWeCcTRAAET KOHTAKT C KNMEeH-
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Tom UOB, B xope koToporo cooBwaeT no aanpocy knwenTa LOB Heobxogumyto emy MHdopmaywe B npedenax
CROEH KOMNETEHLWMK, NONBIYACE MHODMALKOHHBIRA CUCTEMAMK, WKW BRINGNHAST N0 3ANPOCcY KNWMEHTa Heob-
XOQUMEIE OSRCTEHA C NOMOWED MHEOPMALMOHHOA CUCTeME! (HANPUMER, NPAMer 1 QOpPMHMDORaHHE JARBKA,
NOQKTIOYEHWE JoNONHATENEHEX YCIYT H T. M., AW NepanasT Buld0s Ha DEy Y0 THHK.

4.1.5 Vcxofaume Bei20Bk 0CYLILECTRNAINTCA B LENAK NDORS 08 HKA TENEMADKETHHIE, AHKETULOBAHUA M B
ApYIAX Lensax, a TakHe B CNyYanx, ecny BONPOC He e DewweH Npy NepeoM KOHTAKTe |« 0bpaTHEIE Bl 30BN ), 1
BeINoNHA0TCE onepatopamu LUOB wny B aeToMaTHYeckom pexnme Dea y4acTiAa cnepaTtopos.

4.1.6 3axazuymkocywectanaeT aakaa yenyrk LOB. OunpegoctaenaeT B LOB nedopmaume, veobxogn-
Myl OnA vHgopMuposadua knuedTor LIOB B MHTepECcax 3aKaiq9ka, v CNpegenfeT cueHapuid odpaboTEM
Bbiz0B0E KnueHToR LIOB.

4.1.7 Obopynosarue LOB, (byHIUMOHMPYIOWMK B CETH CBAIM 0GLWErD NONBI0BAHWA, NPW CPrasM3anMn
Ha Gaze OB sucTpeHMbix, CNpasoqMo-WHOORMALWOHHER, KOHCYNETALWOHHBIX, TEXHUHECKHY W 3aKaIHbIX
cmywh, gomsHo oBecnadyMBaTh BeINONHEHWE PYHELKA, NEpeYUCcneHHex B [2, nyHKT 3.2].

4 1.8 3Tankl okazadus yonyr onpedenadet B FOCT P 53724 NpumeddteneHo K OB 310 cnenyrollwe
ATAML

- NpefEapyTENLHLIR 3TAN (NPWeM 33ABEM HA 0DTAHWIALKMI NDOUECCa NPeNoCTARNEH WA YCNYT OT 3aKa34K1-
Ka, 3aKN0YeH e OOrBopa C 3akasdukom, SLAY,

= 3Tan oxazadMA yonyrd knuedTy OB,

= aTan pac4eTor 3a yonyrk LIOEB,

= aTan pafoTel C NPETEHIMAMM NonsIosaTensi yonyr LIOB.

4.1.8 Ha npeapapyTensHOM atane okaianuna yomyr LOB npoucxoguT B3anMOo0eicTEME OpraHMaacmia,
npegocTanawwei yornyru LOB, v aakasymka. B cnydas, 8cni 3aKkaiyy oM SENASTCA CTOPOHHAR OpraHHaIaLma,
CHAIAHWE YCMYT OCYWECTRNABTCA HA AOTOBOPHOM OCHOBE.

DcHoBHEE NOTPEEUTENECKME CROACTEA, XapaKTeprayowWHe 3HHLIA 3Tan NPegocTABNEHMA YCoNyri:

- CEORBPEMEHHOCTE W [MNK ) CHOPOCT b B NONHEHWA ZEACTEHR,

= yooGoTEd K KYNETYPa 0B CnyEHBAHIA.

4.1.10 HaaTtane okazaHyA YCnNyrv KNMeHTY ocyWecTBNAeTCA 0bpaboTia BX0QALLME M MCXOQALLMY BEI30=
poB onepatopamid OB vnw apToMaTHyYeckmil MHOPMaUMOHHBIMI CHCTEMaMK. [nA gadHoro atana xapag-
TEQHO BIanMogencTBre mewdy cmymbasn LLOB v knuestama LOE.

JanHed 3Tan NpegocTasnesMa YCNYTH XapakTepruayeTcs CNegyiowHmMe noTpeduTenscrumMK cBoR-
CTRAMK!

= AOCTYNHOCTE YCITYTH,

- CKOPOCTL,

= HAOEMHOCTE (TOTOBHOGCTE;

- KaYECTEO KOHTAKTA.

4.1.11 371an pacqeTton 3a yenyru LJOB

OBLWan CTOMMOCTE YCNYT ANA KNWeHTa NpK obpaleqyi B LLOB chnagsisaet o M3 CTONMOCTH TenadoHH-
ro COBOUHEHKA, NPEOCTARNABMOID ONEpETOPOM CEAZK, U CTOMMOCTH yonyT LOB. B sapucumocTi 0T yonoauia
orazaHua yenyr yonyri LLOB moryT Geime SGecnnatieimg gna knresta LLOB (onnayvBaiTcA 3aKazqiiom ) M
NNaTHEMA 4NA KnienTa OB (HanpusMep, NNatHee cnpaesdyHsEe yonyrd). Ona ofecnedyeHda @y HKUWK pacdye-
TOB C NoNe3osaTenAmy yonyr LLOB nporpamMuo-annapatHislid komnnesc LLOB cornacqo [2, myskT 3.1] aonwes
ofecneYdBears y4eT, NoAroToBKEY M XDaHEHWe HHopMaL MK ANA NoCNe0yKHUEro BA4YWCNeHWA NN T 38 YCnyrH.

OcHoBHEIMK NOTReDMTENLCKMMIA CBOACTEaMK Yoy LOB Ha panHoM a1ane aenAmnTea:

- CEOBBPEMEHHOCTE BEACTENR, CEAAHHLIX C PACHETAMMW 38 NDEAOCTARMEHWE YCIYT,

= NPABMNEHOCTE CHETOR, BLICTABNASMED 38 YCIYTH.

Ha atane paboTel C NPETEHIMAMK NONs3IcEATENRER yoryr OB npoucxodaT npMen, paccMOoTpesHe npea-
TeHaui noneaoeatened yenyr LIOB v paauMogeicTEME C HHMW B X008 DELUeHWA NpoSnes.

CCHOBHBIMA NOTREOUTENLCKMMA CBORCTBAMIA YCMYTH HA OAHHOM 3TaNE ABNSAKTCA:

- CBOREPEMEHHOCTE M (MMM} CHOPOCTE BRINQNHEHMA J8RCTEHA Npy paboTe C NpeTaH3IMaMK NoNLICEaTE-
ned yonyr LLOB:

= yOOGCTEO M KYNETYpa 0B CNyXHBAHKA.

4.2 MNokazaTeny KaYecTrEa yenyrd «Yoenyra yeHTpa obpaboTl BLIZOBORR

4 2.1 CucCTema nokasaTened kaduecTea ONA BCECTOPOHHER oUeHKK yenyrd LIOB sknioyaeT:

- NOKAJATENH, CUBHWBANDWME KAMA0E NOTPEGMTENLCKDE CBOACTROD YCMyTH (B COOTBETCTBMH C
FOCT P53724);
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- MHTErpansHLIE NOKAZATENN OUSHKW KAYecTea, faiwme oboGWaHHyI0 OUEHEY COBOKYNHOCTH NOTpeGu-

TENECKWX CBORCTE MM YT B LENoM;
= NOKAIATENH YOOBRNETREOPEHHOCTM NONE30BaTened yonyr LOB.

4.2.2 OcHOBHLI® NOKA3IATENH KAYSCTREA, OTPAMAWMWE BAMHERAWL WE NOTREDWTENECKWE CBORCTEA YCNYHM

w¥cnyra yedTpa ofpaboTEM BLIZ0BOB S, NpMBE0EHs B Tabnuue 1.

TaGnwua 1— MoksiaTenn KAYECTEE yonyre «¥Yonyra yeHTpa obpafoTEn BRIZ0EOS S

MNoKa3aTENE KEYSCTER

Copspxasie nasalaransn

Mpaweyanue

1 NokazaTenu, OUSHMER L He I'Iﬂ-TFI'E'ﬁIIlTE'J'!hGHIIB‘ CEOACTEA YCNYrW

1.1 3ITan oKAIEAHWA YENYrW knvedTy LWOB

1.1.1 MNoxkasatenw, XEAPAETEPHIYHD WHE ACCTYRHOCTE W CEOPOCTE ﬂﬁ-ﬂnjﬂHHBﬂHHH BXOOALMWE BLIZOEDB

1.1.1.4 Npousdt ofcny-
WEHHEXY EBLIZOB08 OT 4WCNa
MOCTYNMBWLWE

MNpoysHT ofcnyxedds: onepaTopaMy OB
ELIZ0OBOE OT OOLWErs Y4Cna NOCTYNHELIWE BR30-
EOE.

ACD = NJIN . 100 %,
rae N, — HONW4ECTEC Bei3oE0d, 0OpEBOTAHHE X
onepatopasma LOE;

N — HONWYECTED NOCTYNHEWAY E:I30E0E.
BuizoBm, QNA KOTOPHX BEISREEKILWA aB0HeHT
[knesT LOB) eubpan & medHn VR DYHETE, HE
npegycMaTtpieanwke oipadoTey Boi30EA OnNE-
PATOPOM, HE YHHTEIBARTCA

Mpusu=0fA nNOTEPs BHI30B08
MoryT BETE NOTEQH W3-28 NEperpy-
30K WM HEWCNPAEHOCTH, & TEHEE
HeoTEET onepatopa UOB nocne
MBI PYTHIALMHY K HEMY BeI30EA

1.1.1.2 Ypoeeds ofcny-
HHBAHHA {Service Level) (BL)

NpousHT BEAGE0E, NOCTYNHEWH: B OB ®
OHMAAH0WAE He Gones YCTEHOBNSHHOID BEpEME-
Hit.

SL = N.IN- 100 % = N ((Na— N o),
roe M, — EONWYECTED BLIZDBOE, MONYHHELIWX
OTERT B YCTAHOBMNEHHEIR CROK (B TEMEHWE X CAa-
KYHT).

Brizoe CYMTAETCA NOMYHWEIWWM OTEET B
cpok. ecnw onepatop LWOB oTeeTHN HE BIACE 00
MCTEYEHHA YCTAHORMNEHHOMD CROKRS;

M — EONWMECTED NOCTYNWEIWNY ERIZ0B0E,
YMEHLLL EHHOE HA KONEYECTED s KOPOTEWX MPOMy-
LLLEHHEIX

Ao — EONUYECTEO NOCTYNWELW WY BeI30E0E;

M, , — KDNWYECTED «KODOTHWEX  MPOMyLWeH-
HblXs BRIZOBOE, TO SCTE BRIZ0B08, NOEWHYELIWE
OUEpSdk PAHER YOTAHOENEHHOMD BREMEHH.

OaHHueA  NOK33ETENs ONPeOEnAETCA  Ha
OCHOBEHMW CTETHCTHEN OBCN Y HHEAHHA EM30DB0E
NPOrpaMMHO-aNNapaTHOD KOMIANEHCE

1.11.3 Npd onpegeneddd NOEEETENA Bii-
0Bk, 0OpEB0TaHHEE B AETOMABTUHECKOM DEHN-
Me Ges yMBECTHA ONEpETORE, HE YYUTEIBAKTCH

Bpena ona onpegenesqa ago-
POTEMY  NPONYWEeHHBIXS BLI30E08
Oon#Hs BelTe YCoTEHOENSHO. Ona
CMCTEM. MCNONBIYIOWWE MHTEPaK-
THEHDE MeHD (IVR], «kcpoTErmMu
NpONyeHHs MEs GyOyT B3O8,
NOKHHYBW®E J4epe0e G0 OROHYA-
HWA conBlueHna BETOOTEETYRES. B
ODYrdY CNy4aax B0IMOMHD Onpe-
OENWTE % KOPOTEWE NPONYLWLEHHE &8
BELIZ0BE KBE NOKWHYBLWHME oYepeib
00 UCTESEHWA BOSMEHH X.

OTCc4eT BpeMEHd BEOETCA OT

NoCTYNNeH#a 2u3oea & UOB

1.1.1.4 CpegHes Bpess
YOSPHEHHA BEI0EA AO0HEH-
T3 HA NHHHKW

OTHOWEHKWS  CYMMAPHOR  ANMTENLEHOCTH
YOSPHAHHA BEIA0B0E KNMEHTOR LIOB Ha niHAe B
pexEMe odngadus (HOLD} & wonuvuectey of-
CINYEEHHE X BER30B0E

1.1.2 NokazaTenn, Xapak

TEPHIYH LWLHE Ha4YaCTed KOHTAKTA

1.1.2.1 NpoUsHT EOHTIK-
ToB, OTEE4AWW: Tpefosa-
HUAM BOSKEATHOCTH W (DyHE-
UHMOHANBHOCTH C TOMKM 3pe-

HHA KENHEHTE

QI‘IFIEHE'IEHE'TEHI- AECMNEPTHEIM METOOOM Ny-
TEM ZHENWIA 33NHCEd KOHTAKTOE NO CTATHCTH-
HECEN ZHAYMMOA BHEDP[E EOHTAKTODE
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[ DOEPMEHEE NDEDZETENR

MprrEa s

1.1.2.2 Konu4ectao
haKTHHECERE DWnBo, gony-
Ly@HHEX Np# OTEETE H3 BE-
308, NPMECAALYMACA HE OOWH
Bl A0E

FA = MIN . 100 %,

roe M — KonusecTEd HadOeHHeR owwlok co-
FMECHD PEMMEMEHTERM
N — KOMMYSCTED
HOHTAKTOR.
Onpegenfetcd NyTEM BHANAIE  3BNACER
HOHTAKTOE. CHMTASTCA HE CTATHCTHHECKN 3HAYM -
MoA Belfopre

NEOEOHTPONBEPOBAHHBIX

1.1.5 MoToBHOCTE HHppacTRpYETYpRI LOB

1.1.53 KoadduumeHt m-
TOBHOCTH NPOrPAMMHD-ANNE-
paTHoro koMnnerca LOB

Hy = Tl Tabus

rog T, — CYMMEPHOE BpEMA NpoCTOA NPOrpam-
MHO-BNNAapaTHOND KoMnnexca OB 3a BHENWIW-
pyEMBIE Nepuog;

Teow — 0OUEE BREMA. BPEMA, B TEYEHWE
KOTOROID NPOrpasMsHO-ENNapaTHEE KOMNNEHS
LUOB gonxed HaxogwTecA B pafoTocnocobsom
COCTOAHMM 38 AHANMIUPYEMEIA Neprod (NNaHo-
Bkl& NEPeQb Bl WCKMKHEMTCA ).

1.2 3Tan pacyeTor 33 yenyrd LOB

1.2.1 ToYHOETE pACHETOR 38 yenyrk LOB

1.2.1.1 NpogedT  owwM-
BOMHEIY CHETOR

GI'IP'E'.!I.EJ'IH BTCH HAK NPpoysHT oWH B oM HEIX
CHETOE OT OB WETO WCNE BRICTABNEMHEX CHATOE
3H OKBIAHHEE YCNY Tk

Tonsko gnA  yonyr, MNETHeX
anA knuexTa LOB

1.3 3ran padoThl & NPETEHIMAMKE NoNL3IoBATENEH yenyr OB

1.3.1 EEQEEPE“HHHMTB BLINCNHEHWA BEACTEMA NPA paﬁm‘e C NpaTeHIMRMA

1.3.1.1 MNpoyeHT NpeTeH-
3HA, PACCMOTREHHLIX B YOTE-
HOBMEHHEE COOKM

MokasaTens ONpeOenASTCR KAK OTHOLW BHUE
UMCAE NACBEMEHHBIX NPETEH3IWA, DECCMOTREH-
HElX B YCTEHOBNSHHBLIE COOEM, & OfWesy sueny
NOCTYNUELLHY 38 BHANMIKPYEMEA NEpUod Npe-
TEHIMA, YMHOHEHHoE HE 100 %

2 HuTerpancHeIe NOKA38

TEMHW CUEHKA KBYWECTEA

2.1 HKoagpeuwent one-
paTHaHooTH (FCR)

Hona npofinem, pelueHHEX NPA NEPE0M KO-
TaKTE, B ofweM sucne obpafoTanHes KOHTAR-
TOR

MpunoseHEe A

2.2 KonwuecTeo nperes-
3di & ofcnysueadun & UOE,
MPME0GALIWXCA HA OOUH KOH-
TEET

Moka3aTents onpegenAaTCd NYTEM ASNSHUA
KONWHECTEA NOCTYNMEWME 38 SHAMWIMPYSMBR
Napiog NpeTeHIdn, oTopse Gsinn NpHasaHs
ofocHoBaHHEMM, HE 0fuee KonWsecTE: ofpa-
BOTaHHEX 33 QAHHEN NEPUOL KOHTAKTOE

3 MokazaTens yooBENETESPEHHOSTH NONL3IoOBATEREA yenyr OB

3.1 ¥YOooeneTeOpesHOCTE
KMHEHTOR (MPOUSHT KNWEH-
TOE, YADEBNETEODEHMHBIX Ka-
HECTEOM YOI M}

OnpenenfeTcA  KaK  CpedHAR  BannsHam
CUSHES UMK NPOUEHT KNMEHTOR, YOOBNSTEODEH-
HEIX Ka4ecTEOM yonyri LJOB 8 yenosm wnu oT-
OENEHEIMW NOTREGUTENECKUMM CECACTEAMM

Maxa3aTent AIMSPABTCEA C (ES-
PELIEHHA 3REAIHHES

3.2 ¥YOooRneTEOpesHOCTE
ZEEEZHMKE

OyeHza ofwed yODBNETEORPEHHOCTH 3EEES-
Haka yonyroR WOB
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MNpunoweH e A
(enpaBoYHoe)

BoamomHbie MeTogsl onpegenedua nokazarena «Koadgruymenr oneparuedHoctus (FCR)

B cooTeeToeTEMM . [1] nokasatens FOR moweT BuiTe onpegensH & NpMMEHEH Mer CNe Oy« MeTonos!

a) MOHWTOpRMHM DAIFOBOPOE — B DAMESXN OUSHKW KA ECTES 06padoTan HOHTRHTOE KOHTRONSDE NPHHUMART DELWIE-
HWe 0 ToM, BN MW BONPOC KNWSHTA PELWEaH NONHOCTEW. MCNonsayaToR pENPE3EHTATUEHER BH BOPKA KOHMTAKTOR ONA NpO-
CRYWHBAHHA

6} onpoc CNOMOLW LK HHTEREKTHBHOR CHETeME IV R — No ORoHYAHWW IB0HKE KNHEHT NPHHUMEST YYECTHE B ONPOCE
IVR WoTEewaeT, Guin NH pEWEH BONPOC, NO EOTOPOMY OH 3BOHWN;

B) MOAGCYeT NOBTORHEIX KOHTAKTOE — NOK3IATENE HAMEDASTCA METOLOM NOOCHETA NOETORHE X IB0HKOE C YHUKENE-
HOMD TENedoHHOND HOMEDE B TEYEHWE TRPEX-NATH padouux AHel Nocne NEPROTD 3B0HES;

r} CnNpocnocTEHJAPTHOMY CUEHAPMKD — MO OHOHYMEHWW TeNehoHHOMD pA3rOB0ORA KNMEHT OTEEYAST HA BONPOC ONe-
patopd o ToM, Sbin N9 peWweH BONPOC, NO KOTOROMY OH IBOHWN;

o} TenefoHHOE MCCNEROBAHAE — KNHEHT AHTEPELKOWRYETCA CNYCTA OQWH-TRW OHA NOCNE NepBOHEMENEHOMD 38 0H-
HE W OTEEYAET HE BONPOC O ToM, Gsin NH pEWSH BONpOC, N0 KOTOPOMY OH 3BEOHA;

&) aHannz MHpopMaywd nz CRM — onepatop OB HCNoNE3IYET CNEUMANBHOE NPOrpaMMHoS NPHNOHEHWE CBOSIO
ME anA oTCNesWEaHMA RHEOPMAL WY O TOM, SN MW pEWEH BONPOC, NO E0TOROMY IB0HHN KNWEHT.

10/12



1.4.2014 FOCT P 55540-2013 KauecTBo ycnyru «Ycnyra ueHTpa obpaboTku Bol30BOBY. [TokazaTenu kayecTsa

rocT P 55540—2013
Bubnuorpacgua

(1] EH 15638—200% KoHTakT-yedTpe. TpefoBaHdn & NpeqocTEENeHWs yonyr (EM 15838—20009, Custamer Contact
Centers — Requirements for Service provision)
(2] POASAD1—2001 WedTpal oBenywHaaHia Beizcecs. OBWWe TeXHHYBCkMe TReBoBa HER
(3] NpaesnanpasedHeHnR 0G0pYLOESHHEA USHTROE 0GCnY &HBAHWA B0 30808 MHDGPMAELHOHHG-COpEROYHOMD oSenysrea-
HWA (yTE. Mpukasom MeHioMceass PO oT 12122011 N 340)
[4] Cranpapt COPC2000—CEP

1112



1.4.2014

FOCT P 55540-2013 KauecTBo ycnyru «Ycnyra ueHTpa obpaboTku Bol30BOBY. [TokazaTenu kayecTsa

MoCT P 55540—2013

¥OK 006.1:654.01:658.64:006.352 COKC 0312010

T59

Kniyeasie cnoBa: kavecTso yonyrd «Yonyra uentpa obpaboTed BeIZ0BOBY, LEHTR ODCAYAMBAHWA BEIZ0B0E,
Call-ueHTp, KOHTAKT-LEHTR, KaYECTRS YCMYTM, NOKAIATENH KAYECTRA YOIy TH

Paagantop O.H. @pandaa
Taxmwuackwid paaaktop B.M. Mpycasoaa
Kappestap B.H. Bapesyosa
Kamnoio e prisn sepstea @A Hanedranod

Caano m mafop 20022014, Mognrcano o meuarte 12.03.2014. Popmat B0 « BH-X. Fapuwutypa Apwan.

Yen, med. n. 1,40, Yw.mag. oo 086, Tupax B0 2. Sak. 184

HWanamwo v otnevatans so @Y aCTAHOAPTAH®OPM», 123995 Mocrsa, Mpasamiwi nep., 4.
www gasling.ru info@gostinfo.ru

12/12



