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MNpenucnoeune

1 PAZPABOTAH Yupewaeuwes «LledTp cepTudMEauMe yoenyr CEABAR

2 BHECEH ¥npaenesx1en pasguTHA, MHQOPMaLKOHHOTD obacnedeHud W akkpeguTayvd PenepansHo-
M areHTCTEA NO TEXHWYECKOMY DeryNUpoBAHWG W MeTRONOrM9

3 ¥YTBEP¥OEH W BBEOEH B AEWMCTEME Moukasom DemepansHoro areHTCTEA NO TEXHHYECKOMY
pErynApoBaHKEG 1 MeTponordk ot 28 aerycta 2013 r. Ne 606-cT

4 BBE[OEH BMEFPEBLIE

lMpasuna npuMeHBRUA HACMoRAIWEe20 cmakdapma yomadoeness: & MOCT P 1.0=2012 (pazden 8).
Hugbopmayus of uaMereHudax K HacmoAwenMy cmandapmy nybnugyemcs & exezodyon (Mo cOCMOANWG Ha
T AkaapA mexywezo 20da) LhopMaluoHHoM ykazameane « Hayuonans ke cmandapmers, a ogbuiyLans e
MEKEM UIMEHENUD U NMONDAESOK — & SXEMECAYHOM URDODMaELUOHHOM YKAZAMENs « HAayLOHANEHBIE CMaH-
dapmers. B cnydae nepecMompa [3aMeds) Wil omMess! HACMOAWeas cmakdapma Commeamcmeyiowes
yeedoumnenua Bydem onybnukogano & Gnuwaliuens BXNYCHE EXNeMBCAYHO20 UHDODMALUOHHDED YRAISMENs
sHayuoramnsHee cmaxndapmsey. Copmeamomayiiuan uwbopMaLus, yaedoMnenue U MeKcmel DaIMewa-
lomcH makse 8 uwihopMauuoHol cucmense obweao NoNs3oaanud — Ha oduyuansHoM cadme @edepans-
MOS0 A2BHMCMES N0 MEKHUHECKOMY PESYTLHDOSANLWO0 U Memponoaud @ cemu Mumepuem (gost.r)

E CradgapTHdops, 2014

HacToawWiA CTaHoapT HE MOMET BeiTe NOMHOCTEN MMM YACTHMYHO BOCNPOWIEE0EH, TMDaXMWDOREH W pac-
NPOCTREHEH B KAYBCTBE PUUMANLHOMD H3NaHA Gea paspeleHrA Da0epansHOre areHTCTER N0 TEXHWYBCHD-
MY PEMYMADORAHMID 1 METPONOTHA
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HAUWOHANBHBIA CTAHOAPT POCCUMWCKOW @©EOEPALMHU

CHETEMA HAWWMOHANLHLIX CTAHOAPTOR B 0GNACTH KAYSCTEA YENYT CBAIN
KAYECTBO NPOUECCOB OKA3AHWA YCNYT CBA3K
Mpouece ynpasneHna NPETEHIMAMM

Syetem of national standards of communications services quality. Quality of service provision processes.
Process of complaint handling

ONarva epegesna — 201 4—01—01

1 OBnacTs NpUMEHEHWA

HacToAwMiA CTaHgapT cogepyMT OCHOBHEE TPeDoBaHKUa K NPOUECCY YNPARNEHHA NPETEHIMAMA B Opra-
HH3ALMKA, BOSHUKSOLWKMIA Ha MoBoM 3Tane CHasaHua Yonyr cBAaM.

HacToAwwMiA cTaHgapT ocHOBaH Ha NprHUknax, chopmynuposanrex s TOCT P WMCO 10002, v paccsmar-
PUBAET NPOUSCT YNPABNEHKA NPETEHAMAMKA HCXO4A M3 CCHOBHLIX nonoxedind TOCT P MCO 10002 ¢ yeeTtom
oooBeHHOCTEA NpoUECCca YNPARNEHWA NPETEHIMAMK B OPTAHWIAUWAX, CKARIBAKWME YEMYTH CEA3K,

HacToAwui cTaHgapT paccMaTpyBaeT NpoUece YNpaeneHHs NPETeHIMAMK KAK NPoLece BIanmoged-
CTEMA NPHW BOIHKMEHOBEHKA CNODHLEE CUTYALMA MEXOY OpradMIauien, OKaasLIBanLeR Yonyrk, M nonLaoeaTe-
Nam Yonyr ceR3N Ges NpUaneYeHHA TRETEEA CTOROHE 1M HE NDHMEHMM K CNOpaM, NepeaaHHR ANA peleHua
TPETeER CTOPOHOMA, 2 TAINKE K TPYO0BLIM CNOpaM.

HacToAwwMiA cTaHOapT He 3aMEeHAET YCTAHOBNEHHHE B COOTBETCTEBMM C 3aKoHodaTensHeIMA W obgaa-
TenNkHbMA THEGORAHMAMK NPaeEa W OBAIAHHOCTH OPraHM3aLMe M NONEIOBATANA YCNYT CERZM.

HacToAwMA crasgapT NpegHaIHaqyed QA MCnonbIoBaHMA XOIARCTEYIOWMMK CyTbexTamy, DeAcTaYI0-
WHMK B oBNacTk oKasadmua Yonyr CEA3N, KOHTDONMPYHILMAMK KX OPraHam9, BENIOYaA 0praHsl cepTrdMKanm,
a TAIHE NPegcTaBHTENAMK FOCY ApCTBEHHEIX OPralos, OCYLIECTENAIOWNY PEMYNHpoOBaHHE B 0BNACTH CEAIN,
HEYYHEIMH W OPYTHMKA OpraH¥3aunnAmMe.

DICHOBHBIE NONCHEHWA HACTOALWEND CTaHJapTa MOrYT ObiTh HCNONB30BAHL NPW COANAHWH BHYTREHHHUX
HOPMATHEH B QOKYMEHTOE OPraHuaIauMi no yNpannaHEie NpeTe HIHAMIA.

2 HopmaTHBHbIE CChINKK

B HacToAwes cTaHgapTe HononbaoEaHsl HOPMATUBHBIE COLINEK Ha CNenyIoWMWe CTAROANTR

MICT IS0 2000—2011 CUcTeMbl MEHED#MEHTA KaYecTRa. DCHOBHEBIE NONOHMEHKS W CNOBADE

MOCT IS0 9001—=2011 CucTeme MeHed#MedTa kavectea. Tpebosawua

MaCcT P WCO 10002—2007 MedensmMedT opraddaauqu. YaoeneTeopeHHocTe notpefutena. Pyso-
BOACTED NO YNQABNEHKID NPETEHIMAMW B ODTAHNWIALWAX

MCT P MCO 18011=2012 Pyx0oBOOAWME YEAIAHMA NO AYANTY CHCTEM MEHELMEHTI

M3CT P 537312009 Ha4ecTRO YCNYT CBAIM. TepMUHEl M ONpefeneaHits

MprmedaHue—Mpw NoNEI0EAHUA HACTORL MM CTEHOAPRTOM Uenecoolpaiso NpOESpHTE QEACTEWE CoBIMOH-
HEE CTAHOEPTOR B wHEOPMABYUHOHHOR cHCTeMe 0BILErD NONL308EHMA — HE ODWUMANEHOM CEATE DEABDANEHOTD ATEHT-
CTES N0 TEXHWMECHOMY PEryNHPOBEHAD W METPONOTWM B CETH MHTEpHET UMK N0 BEETGGHOMY MHEODMAYHOHHOMY YHEZATS-
Nt «HAUWOHENEHEE CTAHABRTLID, KOTOPLIR ONYGNWEDEBAH NO COCTORHMI HA 1 AHBAPA TEKYLENd ro08, W N0 BHNYCHaM
SHEMBCRYHOMD WHPOPMALWOHHOND YHa3aTenA aHAUMOHANEHEIE CTAHGSPTEH » 38 TEKYLWWA rog. ECNM 38MEHEH CORIMON HbIM
CTEHAADT. HE HOTOPEIA O3HE JATHPOBAHHEA CoLINES, TO PEXOMEHQYETCRA HCNONEI0EATE BEPCHED 3TOM0 CTAHGAPTE © YHE38H-
Hbil Bl & POAOM YTEEDHASHWA {NPWHATHA ). ECNK Nocne YTEE PHASHWA HACTORLYEND CTAHAAPTA B COBINOYHEIA CTEHOART, HE

MigaHue oM UMANLHGE
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KOTOPEIA 4a8HA DATHPOEaHHEA CORINKE, BHECEHE H3MEHEHWE, JATRAMESEWEE NONDHEHHE, HE KOTOPOE DAHA CORNKE, TO 3TO
NoNOEHWE PEROMEHQYETCA NPUMEHATE Gea ¥ETE QBHHOMD MEMEHSHWA. EcnK cobnouHsiA CTAHO4EPT OTMEHEH 23 3aMEHH,
TO MONOMEHAE, B KOTOPOM JAHE CCRINKE HA HEM, PEKOMEHOYETCA NPUMEHATE B HACTH, HE 3aTRAMMBAMWER 3TY CCRINKY.

3 TepmuHbI U onpegeneHun

B HacToAlweM cTaHdapTe NP MeHsoTCA TepmMuke no MOCT IS0 9000—2011, a Take cnegyowme Tep-
MWHBl C COOTEETCTEYIOWMMK ONpEaaneHnAMM;
a1

yenyra: PeayneTaT HenoCpeACcTEEHHOND BIAWMONSACTEWA WCNONHWTENR W NOTRE0WTENA, a Takwe

CoBCTREHHON OEATENLHOCTH HCNONHWTENA N0 YO08NeTBOReHMo noTpedHocT noTpebuTens.
[FOCT P MCO 53731—2008]

iz

ycnyra eBAan: [eATensHoCTE NO NpUeny, 06paBoTie, XpaHeEHkio, NEpenaYe ¥ QoOCTaBKE conBLaHIRA
ANEKTPOCEAIA MM NOYTOBENY OTMNPABNEHMA.
[MOCT P MCO 53731—=2009]

3.3

NofALIOBATENL YCAYT CEAZN: DHIKUECKDE MMM IDPUIMHYECKDE NULD, 3aH33EIBA0WLEE WANW WCNONkE-
AYVIOLWEE YCIIYTH CRAIMN.
[FOCT P 53731—=2009]

3.4 npeTeHInAa: [HcsMeHHoR ODpaLLEHWE K ONEQAaTODY CERAIM C TReboBaHHaM O YCTRAEHEHKK HADYLLE-
H{H BRINONHEHHA ONEDaTOPOM CEBRIK YCNoRME J0rosopa.
3.5

npegLABNAKWKA npeTedano (complainant): Muyo, oprasMaadKa MM ee NpeacTaBuTeNE, Nogan-

L@e NPaTaHIn.
[FOCT P MCO 10002—2007]

3.6

noTpe6uTent (customer): OpraduaauKUa vl NMUD, NoNyYaiolwes NpoayKLHIo.
[MOCT P MCO 10002—2007)

3.7

obocnyxueanne noTpedurena (customer service): BaanmogencTere opradmaauny ¢ notpebure-
NEM HA BCEX CTAOMAX MMIHEHHOMD LMKNa NPOOYKLWA {YCIyTu).
[FOCT P MCO 10002—2007]

3.8

YAOBNETEOPEHHOCTE NoTpebuTena (customer satisfaction): BocnpuaTie noTpebuTEnemM cTeneHMm
BLINOMHEHWA ero TpeGoBaHH A.

NMpumMmesasni

1 #anobw noTpeluTened RENAKTCA 0BUiMM NOKAIATENEM HAZKOA YOOBNETROREHHOCTH NoTpeduTansl, ogHaKo
WX OTCYTCTEME HE 08A3ATENLHD NPESNONATEST Bk COKYK Y AOBNSTEOPEHHOLTE NOTRaGHTENSA.

2 Dawe ecnd TpeBosaHde noTpebuTensd BeiNd © HUMHA COrMAcOBAHE ¥ BRINONHEHS!, 370 He olRzaTeneHo obeao-
NEYHEEET BRCOKYH YIOBNSTECPEHHOCTE NoTReduTenan.

[MOCT ISO 9000—2011]
8

obpaTHan ceAak (feedback): KoMmeHTaprK, 3KCN2PTWAA W CEEOEHNA O 3AMHTEPECOBAHHOCTIA B NPO-
OVELIAKA MW NPOUECCE YNPARNEHWA NPETEHIMAMA.
[FOCT P MCO 10002—2007]

3.10

yent (objective): PeayneTaT, K koTopomy CTRpEMATCA B 0BnacTh paloTel C NpeTEHIMaMIA
[FOCT P MCO 10002—2007)
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31

nonutika (policy): OfwWe HaMepeHUa W HANPARNEHWA OSATENLHOCTH OpPraHW3auxdd B obnactu
paboTel C NPETEHIMAMK, SPUUMANEHD CROPMYNUDORAHHEIE BRICLLMM DYKOBOOCTEOM.
[MOCT P MCO 10002—2007]

4 OcHOBHble PYKOEOOAWME NPHHUKMNEBI K 3TaNbI PEE'DTI:I C npeTeHINAMHA

4.1 B cooteeTcTEMM ¢ FTOCT P MCO 10002 ocHOBHMBIMK DYKOBOQALMMH NPpUHUMNAMK 30 dexkTHBHOA
pafoTel C NPETEH3MAMK [YNPABNEHWA NPETEHIMEMK ) ARMAKTCA:

a) OOCTYNHOCTh NOOaYH NPETEHINNA,

0] GeCTpoe pearMpoBaHWe Ha NPETEHIWK,

B) 00BLEKTHEHOCTE DACCMOTPEHKHA,

ry BecnnaTHbiA AOCTYN K Npoyeccy No patoTe ¢ NPeTEHIWAMIA ONA NpedLABRNAKLLEND NDETEHINIO;

A) koHDHIEHUMANEHOCTE,

&) CpUMEHTAUWA Ha noTpebuTens;

¥) OTBETCTEBEHHOCTE NEPOOHANS 33 OEACTEWA H NDMHATEE DELWEHWA NO YNDARNEHMID NPETEHIMAMH,

W) NOCTOAHHOE YNy4WEHKE NPOLECcca YIPABNEHUA NDETEHIMAMH.

4.2 OCHOBHEMM 3TanamMu paboTe ¢ NDETEHIWAMK B ORraHHIaLMM, OR3ILIBAIOWEN YCMYyTW CBAIM, ABRMNA-
OTCA

aj) NonyYeHns NPpeTeHIMA;

) paccMOTPEHWE NPETEHIMH, NOCTYNWBLLHE B ORTEHWISLMID,

B} NPHHATHE PELEHAA N0 PEIYNETATAM DACCMOTDEHWA NPETEHIMM,

r} aHanya NpeTeHIni,

4] QEATeNsHOCTE N0 YCTpaHeHud npobnes, AenfowWxcs NDHYHHCE NpeTeHIui.

5 OnpegeneHue NONUTUKMW, LENeH OPraHM3aUMM, OTBETCTEEHHOCTH
W NONHOMOYMA NEepcoHana gnsA ocylWecTBNeHWA Npouecca ynpaeneHus
npeTeH3nAMK

5.1 ObraaTenscTEa pYKOBOOCTEA

OERIATENLCTES OPraHMaaLMIA NO PEArMPOBAHMID HA NPETEHIMA A0MEMHEl MCXOOMTE OT BEICLUEND DYHOBOI-
cTaa. 3T 0BA3ATENECTEA OOTEHL BETE YYTEHL NPW ONDE0ENEHUH, NPUHATHA M OBBOSHWY 00 CBEJaHWA
NepcoHana W NoNs3cBaTensd YenyT ceA3M NoNWTHE ¥ NPOLESIYD YNPABNEHWR NPETEHIWAMA,

E 06R3aTensCcToa PYKOBOACTES A0MEHE BXOOWTE ONPEaeneHME PECYPCOE W BEIGENEHUE HEOEN0OHMEIN
PECYPCOE GNA NOOOSEDMAHMA PEIYNETATHEHOMND W 3QPEeNTUEHOrD NPOUECcca VNPABNEHUA NPETEHINAMA
(OHHAHCOR ¥ MATEPHANLHLEX PECYDPCOR, 8 TAKKE NPOUSRYD, ACKYMEHTOR, NOAOSEMEN CNELManUCToR, nogfo-
pa, NoAOepHKM i 06YyYeHUA BOBNEYEHHOID B NPOUECC NepooHana.

5.2 NonATHEA W WeNKW

Briclies pyKkOROOCTES QOMEHO YCTAHOBWTE YETHD CROPMYNWDOBARKYIO NONWTHEY YyNDABNEHKA Npe=
TEHIMAMH, CPUEHTHUDOBAHHYI0 Ha noTpebuTena. NMonuTHKA YNDaBneaHKa NPeTeHInARMIA aomsHa OeiTe J0C-
TYNHa W JOBEGEHA 00 CREfEHWA BCEro NepooHana, a TAake O0MeHa BbiTh DOCTYNHA NOTRPeGMTENAM K
ApYTAM 3aMHTEPECOBAHHEM CTOPOHAM. Ha 0CHOBE 3TOR NONMTHEM D0MHHE! BbiTh YCTAMOGBRNEH LI NPOLETY-
Pl M LENK NpoUecca yNRaeneHna NPeTeHIMAMY LNA KOK00M ONepaniy 1 Boex yHELMOHaANEHEX 05A3EH-
HOCTEA.

MpM YETAHOBNEHWA NOMATHEM W UENER NPOUSCCa YIIPAENEHHA NPETEHIMAMA LONMHE BeiTe NDMHATE
BO BHUMaHKE CNegyowre daKTops:

- YCTAHOBMNEHHBIE 3aK0OHOOATENEHBIE M 0GA3aTENEHEE TReBoBaHka;

= (DHUHAHCOBRE, NPOWABSOCTEEHHLIE M ODTAHWIALMOHHEE TReBoBaAHKA;

= BEXOOHLIE DaHHEE OT noTpebuTenad, NepcoHana v OpyrMx JaMHTeDecoBaHHBIX CTOPOH.

MonuTrea B 0GNACTH KAYECTES M NONWTHEA NO YNPAENEHKID NPETEHIMAMM ZOMMKHE Dbl Te COrMacoBanes.

[MOCT P UCO 10002—2007]

5.3 OTRETCTEEHHOCTE M NOMHOMOYHA NeEpCoHana NO YNPABNSHWID NPaTEHIWAMM

53.1 Belcwee pyKoROACTEO JONMHO HECTH OTEETCTEEHHOCTE 33 CNegylowWe JedcTaMA No ynpasne-
HUED NPETEHIMAMMN:
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a) ofecneqeHns yCTaHoBNEHMA NPOUBCCa M Uenel yNpasneHua NPeaTeHInAMK;

G) obecnedYeHie B COOTEBETCTREWM C NONUTUEONR YNPABNEHWA NDETEHIMAMKE ODTaHHW3aLWH NNaHUupoRa-
HHA, paspaGoTiM, DCYWeCTENEHWA, NOOOEMHAHKMA B paloqem COCTOAHMK W NOCTORHHOTD YITYYLWEHHA NDOLEc-
Ca YNPABNEHHA NPETEHIMRMM,

8] HOSHTUDHMEALWD W pacnpedengHre HeoSxoguMB 30MUHHCTEaTHEHLIX PECYRCOR ANA OOCTHUHEHWA
pPEIyNETATHEHOCTH W 3DEHEKTHEHOCTA NPOUBCEE YyNPABNEHMA NDETEHIMAMM,

r} COgEdCTEME PacNpoCTDaHeHHID NOHKMAHWA OPraHU3aUMER BAXHOCTM NPOUBCCa YNPaRNeHHsa npa-
TEHIMAMMK W He0BXOOUMOCTIA ODHEHTALKH Ha NoTpebuTanA;

O) ofecnedygHre JOBEOSHWA A0 NOTPESUTENEn, NpedbARNKIOWWE NPETEHAMD, W OPYTWX 3AWHTEReCo-
BAHHEE CTODOH B NErKOR W AoCTyNHOR opiie HHMopMaLke o NPOUScsE YNPABNEHHA NPETEHIMAMEA,

&) HaaHaYeHWe NpeJcTaBWTeNA DYKDBOGCTES N0 YNPABNSHWE NPETEHIKWAMMK, ONDEOENEHAE 8r0 OTBET-
CTEEHHOCTH W MOMHOMOYAER;

H) NEpUoOOHYEcKHA aHanH3 Npouecca YyNpaenedua NEeTeHIMaMK ANA obecneYyeHna ero peaynsTaTHe-
HOH 1 2ohekTHEHON paboTel W NOCTOAHHOMD YNYYLUEHHA,

5.3.2 MNpegcTapuMTens DYKOBOOCTEA NG YNPABNEHHD NPETEHIMAMK JOMHEH HECTH OTEETCTEEHHOCTL 33
Ccnegyiowne QeRcTEHA!

a) onpegeneque M OYHKUMOHWDOBAHWE NPOUECCOR MOHMTODWHIA, OUEHKM W NPEOCTABRNEHWA aTye-
ToOR|,

b} NpegcTaEneHueE OTYETOR BRICLUEMY DYHOBOOCTEY O GYHELWOHMPOBAHMKY NPOUECCa YNpanneHHA
NPETEHIHAMK M HEOOKOOMMOCTH YIy-WEHHNA;

C) NooOep#Ey peaynsTaTHEHOM M MphekTHEHONS MYyHKLMOHWDOBEHWA NPoUEcca YNPaBEneHua npe-
TEHIWAMY, BENI0YaA Habop 1 ofydedue NepooHana, TexHonorHyeckie Tpeboaanna, TpefoBauua K QoKy-
MEHTaM, coBnogeHKe 3anNaHMpOBaHHLIX COOKOE YPETYNHPOBIHWA NPETEHIWA W opyrux TpeBosaHwi, a

TAHE NPOBEOSHME AHANWIA NPOLECCA.
[FTOCT P MCO 10002—2007)

5.3.3 PywoROOWTENM PAINKYHLIX CTPYKTYRHLIX NogpasgensHyid opraHmaayud, BOBNeYeHHsa B npo-
UECC YNPARNEHWA NPETEHIHAMK B PAMEAX CEOMX NONHOMOYHE, O0N#HHE BbiTe OTEBETCTEEHHLI 33 CREdyowme
OeACTEKWA:

a) ofecneyeHve BHEOPEHHA NPOUBCCa YNDARNEHWA NPETEHAMAMA,

b} BaavMOOeRCTEUE C NPBACTARMTENEN DYROROACTEA NO YAPABMEHMIO NDETEHIHAMK,

c) ofecneyeHWe CoOEACTEMA PACNPOCTPAHEHMID NOHAMAHKA NPOLECca YNREBNeHHa NPETEHIHAMA M
HECDXOOMMOCTH OpHEHTALMA Ha NoTpeDuTenA,

d} obecnedyerue Nersoro 4ocTyna K MedopMaynky o NPoOUSCCe YNPARNeHHA NpeTeHIMAMK;

2] NPeJcTaEneHKe OTHETOB 0 JeATENEHOCTA M NPHHATEEX DLUSHUAX N0 YNPABNEHAID NPETEHIHAMH,

f) cBecnedeHue NPoOBEOSHWA MOHWTOPUHIA NPOUSCSA YNPARANEHHA NPETEHINAMK U DETHCTRALIMK BIo
peayneTaTos,

g} obecnedednes NPOBESEHWA COOTRETCTEYIOWMY AERCTEMA B LENax yoTpaHeHua npobnese, npeg-
YNPEKOSHWA B8 NOBTODHOMND BOIHWEHOBEHWA W BEOEHWA DETHCTRALMOHHEIX AANHCEH;

h} cBecnedeHye OOCTYNHOCTH OAHHLIX MO YNPABNEHHID NPETEHIMAMK ONA aHANM33a CO CTOPOHLI
BEICLUIEMD PYKOBOOCTEA.

[FTOCT P MCO 10002—2007]

5.3.4 Bece nepcoHan, HENOCPeOCTEEHHD paboTanwni ¢ NoNLI08aTENAMK YCIYT CBAIN, NPENLRBIAI-
LIYMME NPETEHIWKD, DOMTHEH:

= DeiTe 0Gy4eH YNDABNEHWID NDETEHIHAMMK,

- coBMAaTE TpeEoBRaHWA K NDEACTARNEHMID YCTAHKOBNEHHBIX 0TYEToR No niobomy BuOy padoT © npe-
TEHIWAM M,

- DEMNMED 06PAWETECA C NONE3IOBATENAMK, GRICTDO PACCMATDHMEATE NPETEHIMM IANK HANPABMATE KX
OTBETCTBEHHOMY WCTIOMNHWTENID,

= NOKAIBIBEATE XOPOLWWE MERMAYHOCTHRIE W KOMMYHHEATHEHBEIE HABRIKA.

53.3.5 Bece nepcoHan qonMes.

- 3HATE O CEOSH ponK, OTEETCTREHHOCTH M NONHOMOYHAX OTHOCHTENEHD NPETEHIMA;

= IHATE NOCNEOoBATENEHOCTE NPOLEOYD W NPESOCTARNASMYI: NPELELARNAIOLEMY NPETEHIN0 MHDOop-
RABILIMIO .

5.3.6 OTEETCTEEHHOCTE M NONHOMOYYA NEPCOHANE, BOBNESYSHHOMD B NPOUESCE YNDABNEHKS NDETEHIHA-
MM, OOMHHE GRTE A0KYMEHTANEHD OODMTEHE.

4
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6 Mpouenypa ynpaBneHWA NPeTEeHIMAMM

6.1 Nogada npeTaHIWK

6.1.1 B cooTBETCTEMM C POCCHACKMM 23K0OHOGATENLCTROM NONBICEATENE YCNYT CAAIM B CNYyYae, acnu
Mo 8rs MHEHHIO KMENT MECTD HARYWEHWE SNEpATOPOM CBAIM J0M0BOPHLIX oBAIaTENLCTE, 4NA JAWMT B CBOMX
NPag MOKeT NPeIBABKTE CNEPATORY CAAIM NPETEHIMKD.

6.1.2 NMpeTeHava NpegLABNSeTCA OpraddIalky, OKadblBa0Wed YCNyri CBAaM, B NHCEMEHHOM BUOE ©
HCNONBICBAMWEM ANA NEDEAAYY COEOCTE CRAIM, 00ecneYrBanwMy DHECHDORAHWE &8 OTNDABNEHKSA |3aKa3-
HBiM, LEHHEIM MACEMOM K T. M.}, HNW NHYHO C BpYYSHHEM NKUCEMA nod pacnucky. Kpome Toro, NpeTeHdaua
MOHET GbiTe NPETLABRNEHA MYTEM 3ANWCKH NEPETEHIMK B KHWNY Manod ¥ NpeanoseHyi, HanKu4Ke KoTopod y
QnepaTtopa cBAIM B COOTEETCTEMM © 3akoHodarenscTeom [1] senaeTca cbRaaTensHeM.

BoamoxHa OTNRABKE KONWA NPETEHIWK W NPUNOKEHWA INEKTROHHOR NOYTOR © OOHOBPEMEHHONE OTNpaR-
KOW ODMIMHANS 3AKAIHBIM NACEMOM.

6.1.3 B NUChMEHHOW NPETEHIWA A0MKHO ObiTe ACHD HANOMEHO, Y88 HE YOOBRNETRODEH NpebABNRK-
WHA NPeTEHIMID, B 48M COCTOMT HapyLWeHHe JoroBopHex ofRIaTenscTe W Tpeboeanka NpegeAenawen
NpeTeHIHKD.

K npeTesiKy NpMnarastca KONWA QOroeopa, ecnd NpefsABNSI0WHA NPETEHIAMD REAASTCA aboHEHTOM,
A TAKHE OOKYMEHTEl, NOATESL¥AAMULME HANOKEHHEE DaKTRI

6.1.4 Mudiopmauva o NoOpAGKE Nogaq« NpeTedIni gonwHa OeTe JocTynsa notpeduTenio.

6.1.5 B opraquaaumu gonsHa BeiTe paspaboTada JoKyMEHTHROBAHHaA Npoueaypa ynpasnesns npe-
TEHIMAMH, B KOTOpOW CNPegensioTca NoPAOoK 0eACTEMA HA Boex 3Tanax paboTw C NpeTeqIMAMM, NoOPAGOK
B3ANMOOEACTBMA NOJPasqenaHMid, KOHTRONBH LIS CROKM NDCBEA8HMA ATANoo.

6.2 Nony4YyeHWe 4 PACCMOTPEHHWE NPATEHIWHA, NOCTYNHBILKWX B OpraHM3awmng

G.2.1 MpW NOCTYNNEHHA NPETEHIMKM B OPradlaauuin oHa gon#Ha SeTe 3aperncTpMpoBaHa B yoTanos-
NEHHOM NOPAOKE KaK BXOAALMA DOKYMEHT.

G.2.2 MNMpeTedivy, NOCTYNUBLWLWE B OPrasdknaauunio nNo pasHeM KaHanam, gon#Hsl SeTe nOeHTHEuUKpo=
BAHBE K3K NPETEHIKW W NEQEJAHE ONA PACCMOTDEHMA YNONHOMOYSHHOMY Noapasfenaqdn (nuyy). Npeas-
ABHBLLAN NPETEHIHI0 A0NKeH BblTe HHDODMUPOBAH OOCTYNHLIM CROCoBoM (NO NodTe, TenadoMy, INekKTpoH=
HOR NOYTE | T. M.} O NONYYeHKK NPETEHINM Opradkaauuen.

6.2.3 Mocne Nnony4edra Kaxgoi NPeTeHaM QomeHa GuTe NPoRedeHa 88 NEEoHAYANLHAR OUeHKA ©
TOMKK 3DEHURA TAKMX KPUTEDKER, KAK BAMHOCTE, DRI0NACHOCTE, CIIOMHOCTE, BOAMOMHEE NOCNESOCTEWA, 8 TaK-
#E QonwHa BeITe NPOBEOEHA OUEHKE HEODXOOMMOCTH M BOIMOMMOCTH NPOBEOEHHA HEMeANEHHEIX ASRCTBHIA
No PACCMOTREHWI0 NDETEHIWM.

6.2.4 [nA NnpoBEOeHHUA NepECHAYANBHOW OUEHEH NPETEHIWA OOMHHD BelTe ONpEgeneHs NHYo, oTeaT=
CTREHHOE 33 NEPECHAYANEHYH OLEHKY.

6.2.5 Mo peayneTartam NepEoHAYansEHOA OLUEHEN NPETEH3IWA HANPABNAETCA HA paccnNefoEaHKke B CooT-
BETCTEYIOLME NOOPAINENEHHA ANA YCTAHCBNEHWA BCEY OBCTOATENLCTE, CRAIAHHBIX C NPETEHIWER.

6.3 MpuHATHE pelleHWA NO PeIyNLTATAM PACCMOTREHHA NPETEHIMM

6.3.1 Mo peayneLTaTaM pacCNencEadHia NPpUHWMAaeTCA pelweHde 0 YOORNETEODEHWH, 4acTHYHOM
YOORMNETEOPEHHK WNK OTKNOHEHWW nNpeTedsud. O copepwadky pelwedds obAsaTensHo uHgoplMupyeTca
NEpedLABAAKL KA NpeTes3nn. Heaaaucumo oT ropMel NOSa4M NDETEHIHK OTBET HA NPETEHINIC Jon#eH GeTe
OaH B NACKMEHHOM BHOE.

6.3.2 OTeeT JoN#ed cCoaepxars MHROPMALKMIO O PELWEHWK, CPOKaX M Mepax, KOTOPEIE NPegnprHaTE
WK BYOYT NPEANPUHATE NO YI0BNETEODEHHKD NPETeHany. B cnyyae oTENOHEHHA NPETeHaAMK JoNKHE GeTh
HANCHEHB MPAYHHEL, N0 KOTOPEIM OTK33AH0 B YAOENETRODEHWH NPETEHIUH.

6.3.2 EcnunpedsAansiow9did NpETeHIdio He Cormace ¢ NPegnprHdMasMeiMg Mepam9, CTaTyC NpeTeH-
MW OCTAETCA OTKDBITEM, 3 NPETEHIWA CHORA NOCTYNAET HA DACCMOTDEHWE ANA ONpeqeneHKa aNsTEpHATHE-
HBiX BOAMONHOCTER NO YAORNETEODEHHIO NDETEHIHM.

6.3.4 PeweHne v mobse QEACTBMA, CEAIAHHEIE C NPETEHIVER K MMEIOLWWE OTHOLWEHME K BOBEYEH=
HOMY NepCoHany, BOMEHEl Gk Te OBEO0EHB 00 HEMD HEMEANEHHD NOCME NPUHATHA PEWEHHR WNH BLINCNHEHWA
COOTEETCTEYHILWMY OSRCTRHA.

6.4 OBecneyeHMe NPOCNEXMHBASMOCTHA NPETEHIMA

B.4.1 MpeTeHawo CNedyeT NEOCNERMBATE 0T MOMEHTA 88 NOMNYYEHKA G0 NONHOTS 33BEpLEeHHA Npo-
Uecca YyNpaeneHua NpeTeHIMed, Korna npedbLABNACLMA npeTessuo Gy0eT YOORNSTEOpeH WNH NpMHATO
AKMIOYNTENEHDE DELLEHHE.
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642 Ona ofecnedeHna NEOCNExUBABMOCTA NPETEHIMA A0NKHE BbiTE CNPegensHiel Lo WKk nog-
pasfeneHue, OTRETCTEEHHEIE 33 BEOSHWE K A0CTYN K MMGOPMALIMIA O TEKYLLEK COCTORHKK NPOLecEa YyNpae-
NEHAA NPETEHIAMK.

6.4.3 B npouecce ynNpaenedka NpeTeHIMamMM KoHTROMKPYIOTCA Cnegyiowe BpeMeHHEIe XapakTeprc-
THEW paboTel © KAWO0H NPETEHIKEN:

a) BpeMA PACCMOTDEHMA NPETEHIWA (0T MOMEHTE PerMcTpauM MK J0 MOMEHTa HHEODMUDOBaHWA NPEd k-
ARMNAOWETD NPETEHAND O NDHHATOM DELIEHHA],

) ppeMA BOIBPALLEHWA O8HERHbIX COSOCTE NEW NEPUHATHH DEWESHWA 0 BOIBPATE OBHEXHBIX CPEOCTR
WK BOIMELLEHNM Ywepha (0T MOMEHTA NDHHATHA PELEHMA 00 MOMENTE N2peBE00a AeHEMHEX COegcTe);

B) BOEMA YCTPAHEHWA HEQOCTATHOR OKA3AHWA YCNyr (COOTRETCTAWE COOKOR BeINoNHEHWA paBoT corna-
COBAHHEIM C NONBIOBATENEM COOKaM).

6.5 Bepexne aanucei o xone paBoTil ¢ NPETEHIMAMKA

6.5.1 B opradWaayWy BeayTCR CNeayiowne Ianick, Kacamnuaca paboTel ¢ NPETEHIMAMM.

= 3ANWUCH Y4ETa BXOOALLER M HCXOOALLEA KOPDECNOHOEHLMA,

= 3ANUCH 0 X008 paboTel C NPETEHIHAMMK Ha BCEX ATANAX [CM. TAKME NPUNoKeHHa A 1 B);

- zanucy 0f ofyqeHun nepcosana,

= 3anncy of adaniie NPoUecca YyNpaenetka NDETEHIHAMK CO CTOPOHL DYKOBOOCTEE.

6.5.2 Opradvaauma QonkHa yoTaHoEMTE M BHedpHTe NpoULeaypy BEaeHns 3andced NPETeHIni M oTee-
TOB Ha HMX, HEO0ONOOWMYI0 ONA WCNONLACEAHKMA 3THX 3ANMCEA W YNPABNEHMA MK, a8 TakKe J0MHa ObiTh
ofecnedeHa 3awuTa nobod MAYHoH HHOODMALWA W KOHDUWABHUMANBHOCTH NPEORLARNRKLETO NPETEHIHK.
Mpouegypa BeOeHWA IANWCEN JONMHA oTEeYaTs Tpebosanwam nyrkta 8.1 TOCT P MCO 10002,

6.5.3 MNUCchMEHHAR NPETEHIKA, 4 TIAKKE NUCBMEHHBIA OTEET NEEALABNAKWEMY NPETEHIKID JOMEHBI
DEITE 3JAPETHCTPMPOBAHE B YCTAHOBNEHHOM NODAOKE KaK BXOOAWAAMCROOALLAA KOPREcnoHIeHUMA.

6.5.4 3anucd o X008 paboTel C NPETEHIMAMK BEOYTCA B Oy MAKHOM BUOE C MCNONEIOBAHWEM CNELM-
ANLHOMD MYPHANA, KapTO4HeK WNK B ANSHTPOHHOM BMOE, B TOM YHCTE C NOMOUEND QYHELWOHMPYIOWEN B opra-
HAZALMH CHCTEMBI YNIDARNEHWA BAAHMOOTHOWEHWAMK C KNHelTamin (CRM).

6.5.5 dopma BEOEHHA M OTODSPAMEHWA 3aNWCER O0MKHA oDeCnNeYMBaTE BOIMIMHOCTE OUEHKM WCnon-
HEHKA KOHTRONBHBIX COOKOR W YA0DCTED MY MCNONBI0BAMKE ONA AHANAIA NPETEHIWA W paG0oTel ODTaAHNIALIAM
C HWMW CO CTODOHE! PYKOBOACTEA.

6.6 AHANKI NPETEHIWA

6.6.1 OpraHuiauqa QonuHa knaccuuUMpoBaTh M aHAMNWMIMPORATE BCE NPETEHIMK ONA YCTAHoaneHWA
CHCTEMATWHECKDNS, NEPUOOUYECKA NOBTOPASMONT WHNM BOKHWHHOTS XapakTepa npotnes, onpeaeneHus My
OCHOBHEIX TEHOEHUNMA M MED N0 YCTPAHEHWMD OCHOBHED MPWHAH NPETEHIMA.

6.6.2 OpraHniay«a gonsHa BECTA NOCTOAHHY paboTy o oNpegena M YypoBHER yO0BNETEODEHHOC-
TH NPEQBLARNAKWME NPETEHIWID NDCUECCOM YNPABNeHWA NPETEHINAMK MYTEM BeIGOPOYHLIX ONPOCoa Npedk-
ARNANWWE MDETEHIND WD OPYTHMA METo0amMK.

6.6.3 OpraHnaalyya OonHHa NpossgnuTe NOCTOAHHBIA MOHMTODHHT NPOUECCa YNPABRNEHHA NDETEHIWR-
M, OMA 3TOMD YCTAHABNMEATE M OUEMHBATE NADEAMETPEl NDOUBCCE YNPARNEHUA NDETEHIMAMKY, OUEHHEATE
NoTEebHCCTE B pECYRCAX {BEMOYaRA YEnoBa4eckine | M cobupasmbiy QaHHey. BoaMoKHEE KDMTEDMM ONA MaMe-
peEHKa NapaseTpoE NPoYecca YNPaaneHWA NPETEeHIWAMKY W DYKOBOOCTEO NO NOCTOAMHOMY MOHMTODUHIY
NpeacTaENeHs B CNpasoqHoM nprnokeddd G x TOCT P WCO 10002,

6.6.4 AN cueHkd COOTEETCTEMA NPOULECCa yNPasneHWa NPETEHIMAMK YCTAHOBNEHHBIM KDHUTEDHAM M
0FecneqyMBEaeMoCTi JOCTIHEHWA Lened 0praHnIalng Qorsed OCYWeCcTRNATECA BHYTRPEHHHA KOHTRONL OaK-
HOTS NPOUBCEa CO CTOPOHL! AOMEHOCTHB MUY ODTAHHIAUMK COMMacHd YCTAHORNEHHBIM OTBETCTREHHOCTI W
MOMHOMONHAM. BHEWHWA KOHTROME NPOUSCCa YNPABMSHWA NPETEHIMAMK MOMET OCYLLECTRMATECA MyTEM
MNoCEE0eHWA ayaMTa EOMNETEHTHEIMA 1 HEIABUCHMBIMK OT NDCBEEDASMOR OEATENLHOCTH NUuam. Tpebopa-
HMA K aYOWUTy NPeOCcTARNEHE B CNPaBoYHoOM npunosein H & ctangapty FOCT P IACO 10002,

AyOKMT NPOUECCa YNPABMSHHA NPETEHIMAMK MOKMET NPOBOJAWTECH KAK YACTE AYJWTA CHCTEMBl MEHEON-
MEHTA KAYeCcTEa, HANPUMEp, B cooTeeTcTEMM ¢ MCO 18011,

6.6.5 Beiclues pyKOBOOCTEOD OPraHMIayWH JOMKHD aHaNWIKPOBaTE NPOUECE YNDEENEHHs NDETEHIHA-
M ONA CReOyowny Lened:

- OUEHEM TEKYLLEH NEPUrogHOCTH, A0EKBATHOCTH, DE3YNETATHEHOCTH W 3D DEHTHEHOCTIA NPOLECCa;

- MOBHTHDHMKEALWA W AHANA3A CTYYAEE HBCOOTRETCTBHA NPOUBCOOE U YCNyT YCTAHOBNEHHEIM TReGoaaHMa;
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= OUEHKW BOIMOMHOCTER YMyHlUaHWA NpoUecca yNpasneHuA NEeTEHIMAMK 1 OHAILIBABMBIX YCIYT,

= OUEHEW HeoDXOOWMOCTH MAMEHEHKA NONKWTHKW W UeNeid B yNpasnesid NpeTeHIMAMA.

MepuoAHYHOCTE AMANKIA JOMEHA DblTe YCTAHOBRNEHA.

6.7 NocroAnHOs YAyYLWEHHE

6.7.1 Oprasvsauma OonxHa NpeanprEvMaTe HeobxoguMee JefcTEMA ONA YCTRaHeHMA CYLUESCTRY -
WHX W NOTEHUWaNEHEX Npobnes, ABNAOWWACA NDWYMHDA NpeTedsnid. KoMedHsilM peayneTaTom OoHo
CTaTk NOCTOAHHOS YMYHIWEHWE KESHECTEA OHAALIBARMEIXN YCIYT.

6.7.2 OprasMzaliA fOnsHa NOCTOAHHO NOALILEATE DedyNETATHEHOCTE M 3hdekTHEHOCTE NpoUecta
YNDABNEHWA NEETEHIMAMK NOCOEACTEOM KOPPEETHEYIDLWWE W Npedynpesiamwmy 4eNcTBrd, paspabaTweas-
MblX H3 OCHOBE NOCTOAHHOMD MOHWTODHHIA M AHANKaa Npouecca.
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Mpunomedne A
(cnpaBoYHoe)

CopepwaHne 3anMced o xoae padoTel & NpETEHIMER

3anncuH 0 X008 pEGOTE C NPETEHIMEN WMET CNegYHWWA COCTEE CREOEHMA:

- WHOMBHOYANEHSA HOBHTHOWEALWOHHER HOMED NPETEHIWA;

- HOMEP PErMcTPaLWE BXOSAWEHd KOPRECNoOHOSHUAM, COfap=allel NPETEHIMK;

- BATE W BpemMA NOCTYNNEHWA NPETEHIHN,

- CEEQeHMA O NPegLABNAKILEAM NpeTedddn: @ M 0, nons3ceaTena/ HEZEBAHWE KOMNAHMH, HOHTEKTHOS NAYD, E0H-

TEKTHEIE OEHHBIS,

- COOBPHAHWE NPSTEHIHM;

- WHEDPMAUWA O PACCHEA0BEHHHN,

- NPHHATOS PEWEHHE, B3TE NPHHATHA PELSHAR;

- oTwMeTHa of oBoCHOBEHHOCTH WKW HEOBOGCHOEEHHOCTH NPETEHIHN,

- OATE M CofepEaH@e OTEETA NPeLLABNAK W EMY NPSTEHIHM;

- WHEOPMALWA O NPHHATEIY MEPaX:
- Np¥ B03BPATE JEHENHEIX CREOCTE — OATE NepeYHCNeHMA W HOMEP NNATEXHOND NoPYYEH WA]
- NpH YCTREHEHWW HEQOCTATHOE OEE3AHHA YCNYT — OTMETEW O NPESNPHHATEY JEACTEMAX, BPEMA YCTRAHEHHA
HEQOCTATHDE,

- WHEOPMAYWA O NOATEE PHAEHHA NPEAEABMELIMM NOETEHIMKG PEIYNETETHEHOCTH NPMHATEX MEp;

- WHEOPMALWA O HECOTNACHW/ COMNACHH NPESLABMBWETO NPETEHIMIN C NPHUHUMISMEMH MBRAMK,

- ABMAETCA MW NPETEHIMA NOBTOPHOA.
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Mpunoskedds B
[cnpaBoYHOe)

PexoMeHOaUMKM NO BEOSHWID 3ANKCEH O NPETEHIMAX B 3NeKTPOHHOM BHOS

MpH BEAEHMA 38NECEA B 3NEETPOHHOM BR0E uenscoobpasio ana yoobeTes obpawesde ¢ WHhopMayued ofecna-
HMTh BOSMOXMHOCTE OAHOBPEMERHOMD OTOOpaXEHMA BOBX CESJEHWA, OTHOCAWMXCA K OQHOA NPETEHIHK, H BCEX CEEJSHNMA,
OTHOCAWMXCA K IpyNne npeTessnid, 0TolpaHHLIX MO ONPeaens8HHOM Y NPWIHEEY (HANPAMED, NPETEXINK 28 ONPegensHHBIE
Nepyuog WN« NEPeTEHIMA O0HOD NONE30EATENA UMK NPETEHZWA ONPEENEHHOMD CONEPHAHNAA), CO CNEY UMM COCTABOM
MHIDD AL A
MOEHTHMEALUMOHHEIA HOMED NPETERINN;
NATA PErHCTPaLMK,
- HOMEP PEFMCTRALUMM BXOOAWEN KOPPECHOHOEHUNMN, COOBMKELLER NPETEHIN:
- ©.M.0. none30EATENA! HEZBAHME KOMNAHHK,
- KpATHOS COOSP#AHME NPETEHZWM,
- MPUMHATOR PEIWEHWE (0TMETES GBOCHOBAHHOCTH NPETEHIWA:
- 0AaTa NPMHATHR PELUEHHA;
OTEETCTEEHHOS NULO;
- 0AaTa ¥ MCHOGALIMA HOMED OTEETE, cnocod oTNpanEw;
COTMACOBAHHEA CROK YCTPAHEHWA HEAOCTATHOE,
aKTH-ECEMA CROE YCTRAHEHAA HEOOCTATHOR;
0AaTa NepevUCNesMA CPEACTE (B CNYHAE NPUHATAA COCTEETCTEYHILIETD PR EHMA).
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