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Mpenucnoewne

Llenu« npMAuMne cTangapTuaagiy B Poccrcko il Pegepausqs yeTanoaneHs PegepansHsiy 3asoHomM oT
27 pewabpr 2002 r. Ne 184-03 ¢ TeXHWYECKOM DENYNMDOEIHWAL, 8 NPAEHIE NPHMEHEHWA HALWKOHANEHEBX
crangaptoe Pocowiceond Pegepayu — [OCT P 1.0—2004 «CraugapTraaums B Poccyickol Pegepayun.
CHeHOBHEBIE NOMNOMEHHA D

CoensHWA O CTaHAARTS

1 NMNOGroTOBRNEH OTepsimeiym aiynonepHeiy obwectaos «HayqHo-MCCnedoeaTenkCEnd LUEHTD HoH-
TOOMA M AWATHOCTARH TEXHUHeCKAX cucTam s (OAD sHAL KO ) 4 TeXHUYECKAM KOMUTETOM N0 CTAHAAPTWIALME
TK 10 «lMepcnesTHEHER MPOMABCOCTBEHHEIE TEXHONOMMH, MEHEIMMEHT H OLESHKA PUCKOBR M3 OCHORE
CcOBCTREHHOMD Ay TEHTHYHOTO NEDEROAA CTAHAARTA, YKAZIHHOMD B MyHKTE 4

2 BHECEH Ynpasnasuas paisu THRE, HHDOpMALKMOHHOD 0G2CEYsHHA 1 AKKpeaHTaurK @08 panbHOro
araMTCTEA N0 TEXHWYECKOMY DaryNMpOEaHAD W METRONOrHn

3 YTBEPWOEH W BBEJEH B OEWCTEMWME Mpukasom DenepansHoro aredTeTES Mo TEXHHYECKOMY
PETYNMPORAHME 1 MeTponordk oT 31 okTRBpAa 2007 r. Me 283-cT

4 HacTomwMid cTasaapT WOeHTHYEH MexayHapoaqoMy crangapty MOO 10002:2004 aMeneqsmeHT
KAYECTEA. ¥ OoBNETEOPEHHOCTE NOTRpebuTans. PYRoRCACTEO MO yNPAENEHKID NPETEHIWAMK B ODraHHIZLMAN S
(150 10002:2004 «Quality management — Customer satisfaction — Guidelines for complaints handling in
organizationss ).

HaumeHoBaHWe HACTORWEND CTAHOAPTA WAMBHEHD OTHOCHTENEHG HAWMEHOBAHMA YHAIAHHOID MENy-
HAPOAHOrD CTAHAARTE ANA NPMEENe WA B cooTeeTcTRMe ¢ TOCT P 1.5—2004 (nogpasaen 3.5).

Mpi NpUMEHEHAN HACTOALLETD CTAHOAPTA DEKOMEHOYETCR MCNONLI0EATE BMECTO COblNOHH LI MERTYHA-
pOOHEY CTAHOAPTOR COOTESTCTEYIILME HM HAUWOHANEHEE CTAHAADTE, CREOSHUA O KOTODLIX NPUBE0EHE B
OoNONHATENEHOM NPANOHEHHH J

3 BBEJEH BrMNEPELIE

Mighopsayus off vaMeHeHURX | HacMomsLeMy cmandapmy mydnuyemcs @ exezodno uadasaemon
UHhOpMaLUOHHOM PRATAMEns «HayuoHans s5e CMandapmsd s, 8 MEKCIT UIMaHaRul U RONPAEoK — 8 GXaME=
CAYMO U30aaaambix UNBODMALULOHHEIX YKa38Menay «Hauuonans e cmandapmeiy. B cmydyas nepecmompsa
{3aMarsl) WAL omMeHs HECMoRWe20 cmaxrdanma copmaamomeapoLes yeadomaenue Sydam omyinuncaaio
a8 gxerecayno usdasaeMoM UnbopMayuorKon yrasamene «HayuonansHiae cmandapmes. Coomeemom-
AYHLAA URPOpMaUUa, yeedoMIeHUE U MEKCTE! DAIMBWINIMCA MaKwe @ uHhopMalucrHol cucmeme oLy e-
20 NOALIDEIHUR — HA OPUUUANEHOM Calme CadepanbHo20 a2eHMCMEa o MEXHUYECKOMY DE2yNUDOaaHLID
U Mempomoesn 8 cemu Memepyem

B CravpgapTuddops, 2007

HacToRLWA cTaHOapT He MOKET BiiTh NONHOCTL MMM YACTHUYHO BOCNPOMIBE0EH, THRAKWDORAH U pac-
NpOCTREHEH B KAYECTEE oPUUMankHOro HanaHua Bea paspeweHnA degepaneHoro aranTeTea No TEXHUYECHD-
Ky PEMYIHPOBAHMID M METPOMOTHAKA
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BEeegeHue

0.1 OBwme NoNOKEHHA

HacToswmWiA cTangapT ABNRETCA PYKOBOACTEOM Mo paijpaboTie W BHEODEHWD pEeayNeTaTHEHOMD W
3 heKTHEHOMD NPOUBCCa YNPABNEHKA NPETEHINAMK GNA BCEX TWIOE KOMMEPHYECKONR MK HEKDMMEDYECKON
O2ATENEHOCTH, BENTHER AeATANLHOCTE, CEAIAHHY C 3NSKTROHHOH TOproened. CTanjapT NnpenqasHaseH gna
OpTaHK3IaLKMEA W NoTReOUTenel, NpelLABNAKWHE NPETEHINA, 4 ADYIHMX I3HHTEPECOBAHHLIX CTODDH.

Wrihopsa e, nony4eHHan B NpoLeccs paBoTe C NPETEHIMAMKA, MOKET MCNONBI0BATHCA QNA COBGDLLIEH-
CTROBAHMA NPOGYELNK M NPOUSCCOE W, 8CNH NPETEHIHK JONHHEIM obpaion oBpaboTambl, MOMET YITYHWHTE
pEMYTALWK GRraHWIALMK HEIABHCHMD 0T 28 DAIMEDA, MECTOMONOMEHHA W CRepkl A8ATENEHOCTH. HACTORLWMEA
cTaHfapT nprobpetaeT ewe GonbLLEE IHAYSHWE HA MEKTYHADOOHOM PRIHER, TO8 OT Opraduaaywil TpebyeTca
OTHEBITOCTE NPA YRPABMEHAIA NPETEHIHAMM.

MNoTpeBHoCcTE B PEIYNLTATHEHOM W AQQerTUBHOM NPOUECCE YNRABNEHWA NPETEHINAMN MCTHTEBRKT
OpTAHW3ALMH — NPOMIB0OWNTENTA NPOAYELHK W GPraHMIaUHd — NoTpeGuTend 3ToR Me NpogyELMKH.

Mpuwmesasde— B TexcTe cTasaapTa TERMEH aNpdgyeUEA s ABNRETCA CHHOHMRMOM TEDMAHI «y Sy M.

PafoTa c npeTeHIMAMY PACCMOTPEHA B HACTOALLEM CTAHSADTE C TOYKK IDEHUA NPOUSCCHOTD NOOXO0E M
NOAToMY CNOCOGCTEYET NOBLILUSHWK YAGENETESPEHHOCTH noTpeSuTena. Ynydwedys obpaTHOW CER3W C
NoTpefMTeneM, 8 TOM YHCne paboTel C NPETEHINAMA, CEAIAHHEBIMM C HEYOORNETEOREHHOC TRID NOTpeGuTEnEA,
MOWET OTEDETE HOBBIE BOIMOMHOCTH NOBBILGHHA NOANBHOCTH NOTREOHTENEA W KOHEYDEHTOCNOCOBHOICTH
OpTAHHIALMM.

BHEApEHKE NDOUBCCE YyIDABRNSHWA NDETEHIWAMA MOMET NDWBECTH K CMNEYI0LLLNM De3yNbTATak:

- NPeqocTARNEHMIO MPELLARNADLLEMY NPETEHINI0 OTHRPHTOND AOCTYNA KNPOUECCY YyNPSBNSHAA NpETe -
FHAME,

= NOBBLLBHWI0 CROCOBHOCTH OpraHHIaLMe NOCNeq0RATENLHD, CHCTEMATHYHO U B A0BpoRenaTensHOM
thapie paspellaTs NPeTEHIMW © OPHEHTALMER Ha BIaKMHOE YI0RNETEODEHWE WHTEDECOE NPETERBNAKLLEND
NEETEHIHI0 M OPraHH3ALMK,

= NOBBILLEHWIN CNOCOSHOCTH OPraHW3aLKKM OTCNERHWBATE OCHOBHBIE TEHIEHLWH DhiHKS, YCTDAHATE NpW-
YAHEBI MEETEHIWA W NOCTOAHHD YMYHWAaTE ASATENEHOCTE DR aHHIZLM A,

- COIMAHWI0 B ODTAHWIELNH NOAXOAA K YREryNHDOBaHWED NPETEHIKA, OPHEHTHROBAHHOND Ha noTReGnTa-
NA, W NOOLPEHWE NEPCOHANE K COBRPLUSHCTAOBAHMID Hagkkos NpK paboTe ¢ noTpefuTenAmun;

= obeEcneqeHkio SCHOBR ANA NOCTORAHHOMD aHANKWAa NPOUECCa YNPARNEHHA NPETEHAWAMA, DAIPELEHHR
NEETEHIHA W NPOBENEHWA NPOUBCCE YNYHLLEHKA ASATENLHOCTH OPradMaadWy npu paboTe ¢ NPeTEHIKAMK.

Cprasnaaya MOKET NO KETaH|io MCNoNBEI0RATE NPOLECT YNPARNEHKA NPETEHANAME COBMEBCTHO C OpY-
FAMH QORYMEHTAMN NO YI0RMSTROMEHHOCTH NOTRREUTENA W NPOUSCCAMA NG YR ryNMPORaHMK CNopoE.

0.2 Cealk c MCOS001:2000 v MCO 9004:2000

CTargapT NpUMMEHRIOT COBMECTHD CO cTaHZapTanu cepii MICO 9000 @ mokeT NCnoNe3cBaTeCA 4Na goc-
THXEHUR Lenel MCO 3001 m MCO 8004 CTanaapT TaKKe MOMEeT BeTE MCNONEIORAH CAMOCTOATENEHD.

WMCO 9001 ycranasnuaaeT TRESOBAHAA K CHCTEME MEHELMMENTA KAYSCTER, KOTORBIE MOTYT WCMONb3I0-
BATLCA CRraHHIgUHAMK ONA LeNed capTHOHMEALNA WK 3asnoYeHds kouTparToR. MNpouece yNpaanaHis npe-
TEHIMAMK, PACCMOTPEHHLIA B HACTOAWEM CTAHZARTE, MONET WCNONBEI0BATLCA KAK INEMEHT CHCTEMb
MEHETHMEHTA KAYECTEA.

HACTORLWKWA CTAHOART He NPedHaaHaYeH ONA Uened CepTHEUEaLMA MNA TEE JaKNKOYeEHRN K0T PaKTos.

HMCO 9004 cogepmuT pexkoseHam e no NOCTOAHHOMY YNyHLUEHKI0 JEATENsHOCTH opraHnaaumi. Npune-
HeHue MCO 10002 sanpasnexo Ha ynyYeHHe patoTel 0pradHuaagry B oGnacTi pabo Tl C NRETEHIWAMMA, NOB k-
LWEHWE YIO0BNETEODEHHOCTH NOTREOMTEN:R W ADYTHX JAHHTEPacoBaAHHED CTOROH. MpuMeHeHKE cTaHgapTa
MOEET NOMOYE GRraHHUIALMAM NOCTOAHHD YTYYIWAT e KEAHECTRO NPOOYKLUAM Ha OCHOBE 0GpaTHOW CEBAIM C NOTRE-
GUTERAMK M OPYTIAMMA 33HHT 8De CO0 AHHE MW CTOROHAM .
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HAUWMOHANBHBIA CTAHOAPT POCCHMWUCKOW GEOEPALUM

MeHeaKMEHT OPraHMIaL MK

YOOBNETBOPEHHOCTE NOTPEBUTENA
PYKOBOOCTBO NO ¥YNPABNEHWID NPETEHIWAMMK B OPFrAHW3ALIMAX

Grganization management. Customar satisfaction.
Gubdelines for complalints handling in organizations

Oate erenesHsds — 2008—06—01

1 OBnacTb NpUMEHEHWUA

CraszapT cogepsHT PYKCROACTEC NO YIIPARMSHUK NPETEHIHAMK, CEAIAMHEIMA C NPOgYKUWER, BEMo4an
nnaxnposaxKe, paapaboTry, npoMasofeTeo. obcnyrnBeasme » ymyqwesne. Mpouecc no ynpaanasHisio NpeTaH-
IAAMM MORET MCNONEIORATECA B KAYECTES OOHOM W3 NPOLUECCOB CHCTEME! MEHEIHMEHTS KAUSCTEA OpraH1aa-
LM,

HacToAw®A cCTaKOAPT HE NEPUMEHUM K TRYI0BEM CNORAM W CNOpamM, NepanaHHbiM ANA PELUSHHA TRETLER
CTOPOHE BHE OPTAHMIALMK.

HacToAWMA CTaKAAPT NPegHaIHaded 0Na WCNONLIDEAHHA OPraMM3aLWAMK BCaX DPAIMEPOB W Cep
OEATENEHOCTH. PYEDBOOCTBO ONA NPEanpHATIAN W OprakHM3aLWii Manord GHIHeca NpUBeneH B NPMNOREHMA A

HacToAwWiA cTasaapT pacCMaTRUEIET CREOYIOWLWE ACNeKTE paBOTE C NPETEeHINABMIA]

a) yBenWw4eHHs yOoBRNETROREHHOCTH NoTpeBHTena NyTemM Co3gands CouManeHol cpedsl, opHEHTHPO-
BAHMOHA Ha NOTpEBKUTENR, OTKPERTOH ONA 0SpaTHOR CEAIH (BEMIDYEA NPETERINN ), PAIPESWEHHA MNI0B LK oy eH-
HEX MPETEHIWA # NOBBILEHWA CNOCOBHOCTH OPraHd3aUMy K COBSDWeHCTEORIHWG CRORE NpoayKLMK K
Ka4yecTea 0BCnyMHBaHKA noTpebuTenA;

b) BoBNEYEHME W NPUHATHE OBA3ATENECTE BLICLUNM PYEOBOOCTROM NYTEM A0EKBATHOND MEHETHMEHTS
pecypcos (Exnowan obydeHne nepcoHanal;

C) MCCNeqoRaHUe W OpHEHTALWA Ha NOTPEEHOCTH KW OMMOAHMA NPEALABMAKLLKY MPETEH I,

d) coagaHHe OTHPLITOMD, YOOBHOMD B MCNONEIOBAMKK ANA NPEIEABNAIOWNE NPETeHIN0 U adhderTnBHa-
ro NPOUECEa Mo YNPABMNEHA K NPETEHIMAMK;

&) AHAMK3E W OLEHKA NPETEHIWA, HANPARNEHHEIX HA NOBLILEHWE KAYECTER NPOAVELMHE H 0GCIyHBaHKE
notTpefuTenai;

f} ayauT Nnpouecca No YNPABRNEHMID NpETEHINAMH,

Q) AHAMNKHI PEIYNETATHEHOCTH W ek THBHOCTIA NROUACCE MO YNPSBEMNEHWI0 NPATEHIRAMM.

HacToAWWA CTAKOAPT HE 3AMEHAET YCTAHORNEHHBIE B COOTBRTCTEWMH C 3AKOHOAATENsHEMK M obRaa-
TENeHEIMA TPEE0BRAHVAMK NPaga ¥ 0BAIAHHOCTH OPradKaagMn v noTpebnTens.

2 HopmaTHBHLIE CCBINKK

B HacTOoALEM CTaH3apTe MCMONbBI0BaAHE HOPMATHEHBIE CCBINKK HA CREOYHOLLME CTAHOADTh .

HMCO 9000: 2005 CHCTEME MEHEOMMEHTE KAYecTEa, OCHOBHEIE NOMNOMEHWA W CNOBADE

HMCO 9004: 2000 CHCTaME MEHEOMMEHTE Ka4eCcTaa. PaxoMengayHy no yNydwe KD 0eATeNsHOCTH

MCO 18011: 2002 PyxoB0OA L Me YESIAHWA N0 AYOWTY CHCTEM MEHETEMEHTA KAYECTRA MIMNH CHCTEM JK0=
NOTWYLCKOTD MEHEIMMEHTS

LENEETE ofpHyHankHOE
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3 TepMuHbI M onpegeneHMA

B HACTORLWEM CTaHIADTE NPHMEHEHE TEDMUHE ¥ onpedenasna no WMCD 9000, a Takwe chneqysolke Tap-
MIAHEl © COOTEETCTEY KHUKME ONPEaeneHE AMK:

Npuwmewawne— B ACD S000:2000 repuuHd anpogyEusas [cM. 3.4.2) onpegeneHd €ak «peIyNeTAT NPOYBCLAD,
HOTOPEIA BENHNYEET HETHIPE KETETORHEA NRO0YELWE. YOOV, NEOTPEMMHOE 0BacnedeHle, BNNapaTHLE cpegoTes 3BM v of-
pEBOTEHHLIE MATERWANE. B TEKCTE HECTOAWEND CTAHAARTA TEPMUH aNPOOYFEHAS MOKET TEKKE 0IHAMATE #YCNYTYe.

3.1 npedLABRMAKIWLWA NnpaTadanie (complainant): NTHuo, opradvIauMs Mng 8 npedcTaguTalk, Nogan-
e NDETEHINEG.

3.2 nperedada {complaint); BeipaseHuws HeyoosNaTROREHHOCTH NPOOYELMER WMNK paGoTol opraq1aa-
LUK, MITHM HENOCOEACTEEHHD NPOLECCOM YIPARMEHWA NDSTEHAMAMKE B CHTYALMAX, I8 ABHO WNH HEABHD OMHOa-
ETCA OTEET UMK DELLIEHAE.

3.3 norTpebuTent (cusiomer): DpraMyIanma Wik NMUO, MonySasoies Nooay KL,

Mpumep — Mampedumens, KTESHN, 3IFRIVLE, POTHUYHBID mopeoaed, BededUuyuap U NOKyNaMens [ou.
3.3.5 WCO 9000]

34 yooERATROPEHHOCTE NoTpabuTens (customer satisfaction): BocnpuaTHe noTpabuTanam CTarnayH
BENOMHEHKA aro TpeSosammri.

Mpuwmeswsnue— Tepmed npuasned B 3.1.4 MCO 3000, Npusmeys HUA yaEMEHE -

3.5 obcnyxueanue noTpebutena (customer service): BaanmonedcTEME Oprasduaagmi ¢ noTpebuTe-
NEM Ha BCEX CTAOMAX HAIHSHHOD LIMKNS NEOOYKLMK,

36 obparHanceAsk (feedback): KomMMeHTapHK, 3KCNERTHAA W CEEASHWA O 3AWHTEPECOBIHHOCTH B NPO-
OWELMIA WA NPOUSCCE YNPARNEHMA NPETEHINABN.

1.7 aawwTepecoBaHHan cTopoMa (interested party): MALO MW rpynna NL, 5aMHTepecoBalHBg B J8R-
TEMBEHOCTA MK YCREXE ODTaHnIaLneg.

NMeguwmewanne— Tepmud npueeged 6-3.3.7 HCO 3000, Mpuyep 0 Npases BHAE YOS EH

3.8 uene (cbjective) PeayneTar, K KOTOPOMY CTREMATCH B 0BMACTH paBoTel C NPeTEHIMAMA.

3.9 nonuruka {(policy). ObWMe HAMEPEHMA M HANDARNEHWA QEATENEHOCTHM OPradkIauky B obnacTM
paboTel & NDETEHAMAKYE, OPHMUHANEHD CHOPMY NMPGEAHHEIE BLICLLWM DYKOBOICTROM.

3.10 npouyecc (process) COBOKYNHOCTE BE3AMMOCERIAHH B WM BIAMMOOSRCTEYHLWE BHO08 DeATa k-
HOCTH, NpEobpasyioil8A BXO0b B BhiKoTk.

Mpumeyssasue— Tepwsud npugagaed 83,41 MCO 8000, MpumeyaHWR yOaNaHs .

4 OcHOBHLIe PYKOBOAALLME NPHUHLKWM LI

4.1 O6uMe nonowaHus

OcHoBMEIE PYKROBOGRLLWE MPHHLFNE 2D e THEHOM YN paBNaHiA NpETeHIMAM A MaNowe bl B 4. 2-—4_10.

4.2 BoaMoMHOCTL BHAYANLHOTO JOCTYNA

Mupopsadus o MecTe ¥ cnocobe npagbABNEHWA NPETEHIHK J0M+eHa GuTE JoBEOeHa A0 NoTRebMTEnA,
NEQCOHANA W OPYTHE 33UHTEPECOBAHHEIX CTOROH M SOMMHE BbiTe GOCTYIHOM,

4.3 DocTynHOCTE

Heobxoguuo 0GecnednTe GNA BCEX NPl LRBNAKILKY MPeTEHIKIN NErKMA JOCTYT K NQoUScoy Yy pasne-
HHRA NPETEHIWAMKA, 3 TAKKES K WHEDDMALMK C NoAROBHEM CNWCAHWEM NODALKA NOAEYW H DELLEHHA NPETEHIWE.
Mpouecc ynpasneHvA NPETEHIMAMN K JONCNHH TENEHAR MHDOPMALIMA BOMHHBE BbiTE NPOCTE ANA NOHAMAHHA W
WMCAone3oBaHKa. Mudopmayna 0onmHa Bl Te MAN0MEHa JOCTYMHEK AILIKOM. BHE 328MCHMOCTIA OT A3MOKEHHA
W ODOpMIEHHA, MCNONEI0BAHHE NPK NPEON0KEHHW MWK NOCTIEKE NPOOYHLKN, BEMMOHYAR ansTEpHATHEHLIE
DOpMb (HANPHMED KPYMHBR WpHET, WpKdT Bpaina 1nd ayaHosanice ), HeobxoanmMo 0BecneynTs J0CTYN KD
BCEA HEOBXOSMMON MHPOPMALIMK O NDOUECCE YDA BNEHKA MDETEHIMAMK ¥ HEOBXOOUMYIO NOMOLYE NPW Nogadqe
npeTeHIxg (ca. npunosesHKe B) Takum o8pasom, 4Tobsl HE NPUSHHKTE BDENE NEeqLABNRKWEMY NDETEHINID.

4.4 BhicTpOR pLArAPOBAHHME HA NPATAHIMID

Oprasnaana gonHHa HeMeANeHHD AaTe NOOTEEQHASHKE O NONYYEHHK NDETEHIHK NHUY, NPETLARNAK-
weny npeTedane. MpeTeravy HeobxoguMo PACCMATPMBATE B COOTEETCTEMM C WX CPOYHOCTRES. Hanpumep,
BOMNPOCh, CEAIAHHLE CO 300P0BEEM W DEICNACHOCTRID MOOEH, O0NHHE BeiTe pACCMOTREHE HEMEBONEHHT.
Mpouect patoTel C NPETEHIMEMK 00NKeH oBecneYHBEaTE BEXNWBEOE 0GPALESHWE NERCOHANS C NWUOM, NPE0b-
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ABMANALAM NPETEHIMIO, a Taxke obRIaTeNbBHO:E MHDODMHPOBAHWE NPELLABNAKILETD NPETEHIMIC O CPOKaX
PACCMOTREHWA W NDOOBKAHESHKM B paGOTe NO NPETEHIKM,

4.5 OGLEeKTHEHOCTE

Kam oy NpeTeHans CNedyeT PAcCMATPHEATE B RABHONPABHOH, O0BeKTHBHOA W HenpeoyoekneEHHOR
hopee Ha BoRX CTAOWAX NROUECCa pAGOTRI C NPETEHIMAMM [CM_ NpUNoKaHKe C).

4.6 Mapepwkw

DocTyn K Npogeccy o padoTe © NPETEHIMAMKY QoMneeH OniTe GecnnaTHbib ANA NPE0LABNRIOWETD Npa-
TEHAMKD.

4.7 KonpnaeHUHANEHOCTE

NuuHans WHEGPMALWA 0 NPEGLABNAIOWEN NPETEHAMKD JoNMHa GBItk (NpM HeoBxoguMocTH) SOCTYNHE
ANA paGoTel C NPETEHIMeR BHYTDA ORTAHWIALMK W AKTHEHD JAUMLIEHA OT HECAHKLWOHKPOBAHKOTD QUCTYNA,
SCNW NOTPpeEMTENE WK NPeTLARNAOWLWE NPETEH3MK TPEGYET OFPAHNYEHWA OOCTYNA K HBRA.

4.8 OpueHTauna Ha noTpebuTens

CipraHM3aLmMa QOoMsHa B CROEA OBATENEHOCTH ODHEHTHROBATECA Ha noTpebuTena, GuTe oTRDBITOR ANA
OOpaTHON CEAZA {BKMIDYAA NPETEHIMNA ) M MPHUHMMAaTE Ha cefa 00AZaTenECTEA NPeaNDMHUMAaT: HeobxoguMEe
DERCTEMA NO Y PErY NRPOSAHKI0 NDETEMIMIA.

4.9 OTRETCTREHHOCTE

OprasysaumWa JonsHa ofecneqdBaTs yCTaHOBNEHWE W GOBE0EHWE 00 CEA[EHWA NEQCOHANA OTBETCTBAM-
HOCTH 33 ABATENBHOCTE M NPHHATEE DELUSHWA NO YIDAEMNSHHID NPETEHIAMAMK, OTYETHOCTE N0 WX PEIYNETATAM
SonsHa BuiTe YETHD YCTAHOBNEHA.

4.10 MocToAHHOR YAYYWBHHE

MocToAHHDe YNYHIWEHWE NPOUEcCa YIPAANeHnA NPETEHIMAMK W KA4ECTEA NPOOYKUAM JONKHO DbiTh
HEWIMEHHON LENEI0 ODFAHKIAL AN,

5 Crpyxrypa obpaboTku npeTeHani

5.1 OBazarenwcTEa

COpraqHM3auUmMs OMmsHa NDMHRMAETE Ha CeBA akTHEHBE 05A3ATENECTAA NO PEIYNETATHEHOMY W 3dberTHE-
HOMY YNDARNEHKID NPaTeHInAMKY. OcoferHo BamHo, 4Tobul 3T 0bAIATENLCTEE JEMOHCTOMPOBANWCE W HCXO-
QUMK 0T BRCLUEND DYROBOOCTREA ORTaHUIan M.

MpMHATEE rapadTUy ¥ oBAIATENLCTEA DRATMPOBAHMA HA NPETEHIMK NPEACCTABNAKT BOAMOKHOCTE W
NepcoHany, W NoTpeSuTansm BHOCHTE CBOH BENAO B COREDUEHCTEORBAHWE NPOGYELMK M NDOURCCOR ODTaHH-
IALMM.

3T 0BAIATENLCTES QOMHHE BT YHTEHE NP ONEEaeneHiK, NPHHATAN 1 JOBE0eHUH 00 CRSO8HHA Nep-
COHAMNA W noTpefuTanad NoONUTHE W NPoUEdyD YNpaaneHwa npaTaqanAmMH. B obfasatenscTea pysoBoOcTEa
OOMEHD BXOAMTE BbIGE NEHHE HEODXOOMMBIX DECYDCOE, BRNIOYARA 3aTPATE Ha 0GyJaHmle.

5.2 NonktHKa

Bricwes pyKOBOOCTED BONMHO YETAHOERTE HETHD ChHOPMYyNTHPOBAHHYD NONHTHKY YNDABMEHAA NDETaH-
INAMM, OPHEHTHROBAHHY Ha NOTDEBUTENA . MNonN|THES JonKHS GeiTe OOCTYMHA M QORENEHA 00 CBE0EHHA BCE-
ro nepcoHana. MonWTika Tawke gomssHa GeiTe AOCTYNHA NOTPEEWTENAM W OPYTHM JaWHTEDECOBAHHBIM
CTOpoHaM. Ha oCHOBE NONMTHKK GOMHHE BeTe YCTAHOBRMEHE! NPOUSAYDSL] M UENY NPoyecca YNPaae A npa-
TEHIAAMH ANA KEHO0H ONEDALMK W BCeX EYHEKLHOHANLHEIX 00R3IaHHOCTEH.

MpH yCTAHOBNEHWKA NONKTHER B UeNaH NPoUBCcca yNDEasneHud NPeTaHInamM JoMHbl SiTe NPMHATR BO
BHHMAHHE CNEOYHILWe QakTop.b:

- YCTAHORMEHHEBIE IAKOHMOOATENEHEE 4 0GAZETENEHEE TPEBOBAHKA,

- (DWHAHCOBRIE, NPOWABOOCTEEHHBIZ W ODraHMIALMOHHSLIE TpedoBaHMUA,

- BXOOMLIE 03HHEBIE OT NOTREEUTENSH, NEPCOHANE W SPYTHX 3ANHTEPBCOBAHHBIX CTOROM.

MonuTka B oGNacTi KEAYECTES M NONWTHED MO YIDARANEHHI NDETEHIMAMEA JONHHbL Dbl Th COrMAacoBaHsl.

5.3 OTBETCTEOHHOCTE M NONHOMOYHA

5.3.1 Belcwee pyROBOACTED QOMAMHS HECTH OTEETCTEEHHOCTE 33 CNegyIoW Yo JeATeNsHOCTE.

a) obeCnEYeHHE YCTAHDRIEHUA NPOUSCCE W LENEA yNDABNEHHA MPETEHINAME,

bl obecne4eHHe B COOTRETCTBWA C NOMMTHEON OPTraHHIaLHK YTIPEENEHWA NDETEHINAMA NNAHKWPORAHKA,
paspafoTey, OCYLWBCTENEHHR, NOQOepHaAHMA B paBoden COCTORHWY W NOCTOAHHONS YIYYLWEHWA NPOUECCa
YNDARNEHWA NDETEHIUAMM;

c} HABHTURHMEAUWMID 1 pacnpenengHue HEoBXoaHMaIY 30MUHUCTDATHEHLIE FECYDCOB AMA JOCTHHEHWA
pEIYNETATHBHOCTA U HPHEKTABHOCTH NPOLECCa YNDABNEHWA NDETEHIMEMIK,
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d} cogedcTeEe PACNPOCTPAHSHHE MOHWMAHWA OPraiuIayWel BARHOCTH NPOUBCCa YNPARNEHWRA Npe-
TEHIMAMK ¥ HEOBXOQUMOCTH ODHEHTALMK Ha NOTPESKTENA;

e} obecneqedne NoRegeHna Ao noTpebuTensn, NpegEARNAIKLIME NDETEHIMID, M OPYTUE J3UHTERECO-
BAHHELX CTOPOH B NEMKOA W O0CTYNHOH hopaMe HDOoDMaLWK 0 NPOLECCe YNPABNEHNA NPETEHIMAMK (M. NpIUNo-
waHne C);

f) HaIHadeHwe NPeacTAEUTENA PYKOBOACTEA MO YNPEENeHdio NDETEHIHAMK, ONpenensHue ars oTeeT-
CTEEHHOCTH W NOMHOMOYWA B AOHONHEHWE K OTEETCTREHHOCTH M NONHOMOUMAM, NPHEegeHHEIM B 5.3.2;

q} cbecnadeqre BLICTROrO W adWpeKTHEHOMD NPOLECEa YESOOMNAHKA BblCLISMD DYKOBOOCTES O NMobkbix
CYLECTEEHHBIX NPETEHINAK]

h} nNepuoaMYeckHi aHanya NpoUecca yNpasNeH A NDeTEHIWAMA ANA 0SecneYeHua 8ro peaynsTaTHEHOHA
W achdherTHEHMOR PAGOTE W NOCTORHHOND YIYYLWIEHAA.

5.3.2 lNpedcTaBdTeNnk pYKOBOOETES NO YNPARMEHWID NPETEHINAMN OCMKEH HECTH OTEETCTEEHHOCTE 38
CNegyoune A8RCTEMA

a) onpaganeHHe i GyHELWOHHPOBaAHKE NPOLECoOB MOHUTOPWHIE, OLEHKW M NPEOCTABNEHWR OTHETOE;

b} npancTaEnNeHide OTHETOE BERICLUEMY DYRCROOCTEY O YHELMOHUPOBAHWA NPOUSCCa YyNDasnaHda npe-
TEHIMAMKA W HEOGXOIHMOCTIHA YNYYLIEHHA,

C) NOQOSEHEY DEYNETATHEHOD W 3DDeKTKBHOND YHKUHOHWPOBAHWA NDOLBCCA YNPABNEHKA NPETEH-
IuAMK, BEMoYas Habop u ofyuenue NepooMana, TEXHoNorvHecsue TpeboradnA, TpeloBaHnA K AOKYMEHTAM,
coBNoOeHne 2aNNaHMPoBaHHE X CROKOE YPEMNY NHPOBAHMA NPETEHIMA M OpyTx TpeboBaHKiA, a TaKxe NpoReae-
HWE aHaNWaa Npouecca.

5.3.3 PyHOBOOWMTENK OPTaHAIALMK PAINMHHBIX CTRYETYDHBIX NOSRE3IgenaHil, BoBNEYEHHLIE B NPOUECC
YNPAANEHWA NEETEHIMAMY B DaAMERX CEOMY NONHOMOYWR, OONMHL BbiTe OTEETCTEESHHE 33 CNEOYIOWHE
AeHCTEWA:

a) ofecneqeHie BHEADEHUA NPOUECCE YNPARNSHUA NPETEHIAAMA,

b} BaaMmMOnefcTEWE C NPEICTARATENEM DYKOBOACTES MO yNDARNEHUK NDETEHINAMM,

c) oBecneveHye CoOQeACTEHA PACTDOCTRAHEHHID NOHWMAHKA NPOUECCE YNPAENEHHA NPETEHIMAMM «
HEOOKOOMMOCTH OPHEHTALMK Ha NOTREOMTENA,

d} ofecnedqenia Nerkard A0CTYNa K HHOODMALWY O NpOWeccs yNDARMEHWA NDETEHIMARM,

&) NpefcTapneHde OTYETOR O OEATENLHOCTH W NDHHATEX DEWEHWRR Mo yNPABNEHAKD NPETEHIHAMA,

f} cbecnedesue NPCEEISHWA MOHHTODWHIE NPOUECCa YNPEENeHHA NPETEHINAMK 1 DETMCTRALMK 8o
pEIYNETATOR,

g} ofecnedqeHdine NpoRetEHdA COOTEATCTEYILKY JBRCTEHA C© UBNb YCTPaMaHna npodnass, npeg-
YIPENAEHWA B8 TOBTOMHOMD BOSHUEHOBEHHA K BEOEHWA DEMMCT DAL KOHHEBE IAMACENA,

h) ofecneadeHdie JOCTYNHOCTH JaHHB 0 YIPARNEHWH NDETEHIWAMA ONA AHANKWIE CO CTODOHE BBICLLE-
ro PYKOBOACTRA.

5.3.4 Becenepcodan, HENOCPEOCTEEHHO PABOTANWMA CNOTRESUTENRMA U NPE0ERABNANLLIMMIA MDETE H-
AWK, GOTTHEH:

= BT 0GYYeH YyNDIBENEHKMI NPETEHINAMK,

- coGnogaTte TREDOEAHWA KNPEACTARMNEHHIO YCTAHORMEH HEL OTHETOR Mo MoGosMy Bxgy paboT C NpaTex-
AHAMK,

- BEMNUBO 0OpAWATECA C NOTREOWTENAMK, OLICTPO PACCMATRWMBATE NPETEHIMA WNH HANDAERMATE WX
OTEETCTEEHHOBMY WMCNOMHWTEI,

- NOKAIBBATE XODOLWME MEHMMHHOCTHEE M KOMMYHUEA THEHEE HABLIKM.

5.3.5 Bece nepcoMan Jomsen:

= IHATE O CEOSH PONK, OTEETCTEEHHOCTH W NONMHOMOUYMAX OTHOCHTENBHO NDETEHIMIA;

= IHATE NOCNEA0BATENBEHOCTE NPOUWENYD W NPESOCTABNSEMYH NPELLRBMAINLIEMY NPETEHIWKN WHOD-
MALMIO,

- NPeOCTABNATE OTYETE MO NDETEHIMAM, OK3 35 B I0WKHM CYLLECTEEHHOE BOIOSNCTENE HA OPraHMIaLMHID.

& MnanupoeaHwe u pazpaboTka

6.1 OBMe nonoKaEHMNA

[AnA noBsILEHWA NOANBHOCTA, YO0BNBTEODEHHOCTIA NOTPESUTENA M NOBLILUEHIXA KAYECTEa NPOOYHKLHK
OpTAHMIALMA O0NKHA 3anNNaHYpoBaTE M pa3paGoTaTe PEIYNETATHEHLIA M 34D EKTHEHBIR NPOUECC YyNpaABNEHHA
npeTeHadAMy. B COOTEETCTEIAM ¢ NOMMTHIEDA 1 LenNAsM yTIDaane HuA NeTEHANAMNA 3TOT NDOL ST DONHEH BITH-
4aTe B cebA Habop B3aMMOCERIAHHBIX M COrNACOBAHHD (Y HKLMOHHDY LWL MX BMI0B O8ATeN EHOCTH 1M MCHon b:ao-
BAHKE PAINWYHBIX YENOBSUSCHHE, WHPODMALWOHHEX, MATEDHANEHEX, (QUHAHCORLIX DECYDCOB 14 PECYRCOR
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HHDPACTRYETYDEL. Oprady3auqs omKHa HeNoNeI0BaTE CORBDEMBHHLIE METOME! YNDARNEHWA NPETEHIMAMMA,
NPHMEHAESMBIE ODYTHMA ODraHM3aLHEMH.

6.2 Uenn

Bricwes pyKOROACTED ORraHMIALMK J0NHKHO 08RCNEYTe ONpegene veE Lenel no ynpasnequin npeTaH-
IMAMK ONA COOTEETCTRYIOWMWS NOGPAITenaHHM i M Ha COOTRETCT BYHILLMYE YDOBHAK. LIEnd B ynpaenesiut NoeTeH-
IHAMK O0MHHE Bl Th HIMEPHMEBIMK 1 COMMACORAHHLIMKA C TONWTHKCHA NC YTPARNEHHMD NEETEHIMAMKA. Llenw
CNeayaT YCTaHABNHBATE YEPE3 JANNAHWDOEAHHSEIE KHTEDEANGL BDEMEHA H MMETE EDHTEDHH WX OOCTHHEHWA.

6.3 JaaTensHoCTL

Briciuaa pyKoBOACTED JOMKHO 0B&CcneuYHBaTE NNAHHPOBAHKWE NPOLECCE YNPaRNeHWA NPETEHIMAMK ONA
NOAOEDHAHHA W NOBEILLEHMA YAORNETEOPEHHOCTH noTpebvTansi. Npousce yNpasneHua NPETEHIMAMK MOMET
ObiTh BIAXMOCEAIAN W COMACOBEH C GPYIMAMA NEOUECCAME CHCTEME! MEHEIHMEHTA KEYECTES ORTaHHIALMK.

6.4 Pacypcil

Boelciige pyROBOACTES OPFAHWIALWM A0MHEHD ONPEOeNKTE W 0BECNeYMTE PECYDCEl, HEODKDOWMBIE ANA
No0epMaHHA peIyNeTaTHEHOMD W MihaxTHEHOND NPOYEcca YyNpaRnaHua NpeTeHIMAMIA. 3T0 TakHe pecypckd
KAK NepcoHan, obyYeHHe, NpousayDsl, JORYMEHTs, NOLASM#E CNeULManucTos, MaTepKans, obopyooBaHKe,
KOMNETEDHEIR ANNAPATHLIE COBACTRES, NPOMPEMMHOE OBecNeueHNE W DHHAHCH.

BawkHulb pECYDCAMA NPOLSCCA YNDABNEHKA NPETEHIHAMK ABNAINTCR oThop, NOOgepKa i obyHeHe
BORMNEYSHHOTD B NPOUECT NepCoHana.

7 OcHOBHbIe BHObLlI AeATENBHOCTH NpoUeCcca YNpaBneHWA NpeTeH3IMAMA

7.1 Ob6paTHan cBAlbL

HMHPopMaLMA o NpoUScos yNPARNe HWA NDETEHIWAMK B BUAE Gpownp, namMbneTos Nk MHOPMaLH9 Ha
IMEKTPOHHBIX HOCHTENAX A0MEHA ObiTs NETKD BOCTYNHA NOTDEBWTENAM, NPETEABNAWLAM NDETEHIWA W ODY-
THM 3AWMHTEDECOBAHHLIM CTOROHAM. 3T3 MHPODMALKA OOMKHE BhiTe MANOHEHA NOHATHEIM A3LIKOM W B GOCTYT-
HOW ANA Bcex dopMe, ODeCneddBan HenpHYWHEHHE BpEOA NMpegbABNALIEMy npeTessug. TprMepsl
HEOGX0QHMOH HHDOPMALINK:

= CHEA8HWA O MECTE NOAAYM NPETEHANK,

- CHEAEHWA O POpME NOgEYH NPETEHIHN,

= CEEASHWA, NDEA0CTABNAMBIE NPEALABMAKLLIAM NDETEHIWH (CM. NpMNoMeHHe B,

= npouece oOpaboTHH NPETEHINH,

= WHTEDBANL BpEMEHH, HESEXOAMMBEIE ANA BRNONTHEHKS CTAOWA NpoUecca;

- NPEqNoxedus NpeObLABNAKLLEND NDETEHIMI NO MCNDABMNSHKID CHTYALMK, BEMIOHYaA BHEWHWE Cpea-
cTea (oM. 7.9);

- cnocobsl NonyYe KA NPeLEABNAKLWM NTPETEHIMG MHDOEMALNH O COCTORAHMK NPETEHINH,

7.2 MonyyeHue npeTeHIuM

Mocne NEpEoHAYANEHOMD NOMNYSEHAR NPETEHINA BMECTE C OONCNHUTENEHON wHbhopMayrei OonwHa
DliTe 33pErMCTPUROBAHA, M BA JOMNEEH DeITh NPACBOEH YHHEANLHER WISHTUOHEIUMOHHER kog. Npy 3anmck
NEpBOHAYANEHOH NPETEHIWA A0MHHE Db Th CNpaaeneHs CO8ACTES M METOAL PelueHUA NpobneMsl, Npeanara-
EMbBIE NPEOEARNAKLMM NRPETEHINI0, 8 Tase nobas gpyras whdopMayna, Heobxoguman onAa shdekTHEHoH
oBpaboTk NpeTeHany, BKNOYan B cebna:

- OMHCAHKE NDETEHIAW KM HeOBX00MMEIE OONONHNTENEHLIE GaHHEIE,

- TpedyenMele CpeOCcTEa 0A PRWEHIA,

- ONWcaHMe oDEeKTa NPETEHIKK (NpoAYELMA KM Npouect obocmys BaHua )

- OHKOAEMEIA CROK OTBETE,

- OAHHBIE O NEPCOHANE, NOAREINENEHAN, OPraHRIALHH WIANH CEIMEBHTE DRIHKA;

- HEMEONEHHOE PACCMOTREHWE NPETEHIANA NOCTE NOOAYH NPETEHIMN.

NansHedles pysoBoacTRD NPMBEOEH0 B NEMNoHeHWAx By D,

7.3 MNpocnexHeagmMocTh NPeTEHIMA

MpeTedanio cneqyeT NpocNeMUuBaTE 0T MOMEHTE 82 NOMAYYEeHUA 40 NOMHOro IABERUeHWA Npouscca
YNQDARNEHWA NPETEHIVER, KOTAE NPEILABNAICWKEA NpeTaHIre OyOeT yOoaneTRGREH WKW NPHUHATS 33KN04K-
TENLHoER pawedHe. NpeILABNANALWA NEeTaHIHID N IaNPocy ¥ Y20ed IaNNaHNPOBIHHLIE PENYTADHEE MHTED-
BAMLl BpEsMEHK, N KpARHEH MEDe BO BPEMA NEPROHAMANLHD YCTAHOENEHHOID COOKa WCTIONHEHKA, OOMKEH
HMETE JOCTYN KMHPOPMaLKMK O TERYLWLEM COCTOAHMA NPOLECCA YNPARNEHKA NPETEHIMEH.

7.4 MNMogreepxoaHUe NPeTEHIMK

MonyYeHts KEHG0R NDETEHIMK QOIEEHO GhiTh HEMEONEHHD NOQTRESLHASHO NPeBABNAIWENY NEETEaH-
UKD (HANPHMED, MO NoYTE, TEnedOoHy HNA ANeKTDOHHOA NoJTa ).
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7.5 NeppoHaYansHaA OUEHKA NPETEHIMK

Mocne Nony4YeHrA KaKOoHR NDETEHIKKN JONKHA GpiTE NPOEEIEHE B8 NEQBOHAYANLHAR OUEHEA C TOMEM
INEHKA TAKHX KDMTEDWER KaK BAMHOCTL, DRI0ONACHOCTE, CINOMHOCTE, BOAMONHEE NOCNE4CTEWA, 3 TAKHE fON-
#Ha BeiTe NPOREASHA OUEHKS HEOBXOOWUMOCTH M BOIMOKHOCTH NPOREOEHHS HEMERTNEHHEX OEACTEWA NO pac-
CHROTREHA IO NDETEHIHH.

7.6 PaccnegoBaH#e npeTeHInd

Bog paiyMHBIE YoWMTHR A0NKHE BbiTe NPEANPAHATE ANA pacCNefoaaniia BCex HeoDxoaMmMslx 0GCeToR-
TEMNBCTE M AAHHEX, CAAIAHHEIX C NPETEHIMel YpoReHs pACCNEN0BAHMA ACMKEH Dol T COpasMEDHEIM BAKHOC-
T, YACTOTE BOIHMEHOBEHWA W TREEECTH NOCNEOCTEHE NDeTEHIMA.

7.7 OTEeT Ha NpaTEHINA

Mocne CoOTERTCTRYIOLWEND paccnefoaana o0CTORTaNBECTE W AaHHE X N0 NPETEH3MKM OPrasuIayWa gon-
HHA NPEANOKATE OTBETHEIE OeACTBHA (CM. NPHUNOWEHKE E |, HaNDUMEeD HCNPABRNEHKE NPOSNEME KWHAK NP
YyNpeExOeHHe 28 NOBTOPHOTS NoAENeHnA B Bygywewm. Ecnu npetedivA He someT BhiTe HEMEDNEHHD
YAOBNETEOPEHA, TO OPraHUIALWA O0MHHE HIRTY cnocol & PELWeHKA, KOTODLHA MOMET NPUBECTH K Hawbonea
P DEKTHEHOMY PEAYNLETATY B BOIMORHO BONee KOPOTEME CROKK {CM. NpUioseHne F)

7.8 DbpaTHan cEAIL NO NPHHATOMY PELLBHMED

PewemHwe unu mobee Q8ACTENA, CEAIBHHLIE C NPETEHIHE N 1 MMEIWHE OTHOWEHRWA K NPELERBNAKLL EMY
NPETEHIAID WHNW BOBNEYEHHOMY NepCOHANY, A0MEHE BhiTe A0BA8HE 00 HWX HEMELNSHHO NOCNE NPMHATHA
PELLIEHMA M BRINOAHEHWA COOTERTCTEYHMILIKY OEHRCTRHA

7.9 JapepweHue Q8ACTEHA NO YNPABNEHAD NPpeTeHINeR

Ecny npeqbaanaAoLWE NDETEHIMID COMAacEH C NPEaNGHEHHBIM DEWSHREM WIANK ORACTBHAEM, TO TaKWe
pPELIEHWE WANK ABRCTEHA SOMKHE BTh BEINONHEHB M 38 PEMACT DHPOBAHL.

Ecny npeqbAsnfioLWi NDeTEHIHI0 HE COTMAceH ¢ NDEAN0KSHHBIM DELIBHHEM WKW JEACTEMEM, TO Npe-
TEHIMA DONHHA OCTARATLER OTERLITOW. Takol CTATYE NPETEHIMK A0meH BeiTe 32parucTpUpoBEaH, a NpeLBERB-
NAKOWHAA NPETEHIWG JoMHeH BhlTe NPoUHPODMUPOBAH OTHOCHTENSHD ANETERPHATHENED HOPM 1 BADHAHTOR
PELLEHMA WMWK A8 ACTBHEA.

OprasMIatiia osHa NpoBcanTE MOHHTOPWUHT 48ACTBIA NO YOPABMNEHHIO NDETEHIMEN 00 TEX Nog, Noka
HE ByQyT MCHONEI0BEAHBI BCE DASYMHBIE BHY TDEHHWME M BHELUHWE B0IMONHOCTH ANA yO0BNETEOPEHWA NPe LR R-
NAOLETS NPETEHIMID.

8 OBcnyxuBaHue W ynydlleHwe

8.1 CHop uHdopmaumm

Dprasniayina JomyHa PErMcCTpHPoBATE JANMCK 0 X008 NPCLECCa YNDABNEHKA NPETEHIMAMK. Opradmaa-
LiMA NOMMHS YCTAHOBWTE M BHEADWTE NPOUSYDE 3IaNHCEA NPETEHIWA W OTEETOE Ha HKX, HEODXOOHMBIE ONA
WCAONEIOBAHKMA ITUX IANUCEA 1 YNDAEENSHWA WMK, 8 Taike JomHa Geime obecnedena sawwta mobol nuwHoi
WHCROPMELWA ¥ KOHDMOEHUHMANEHOCTA NPEALABNAKWETro NpeTes3uo. [poueaypa BeaeHUA Januee il qomwHa
BEMIHATE B caba

a) onpegensHie NocneJosaTankHbiX Warce no ngeHTrdukadnn, ctopy, knaccudgukanun, obonysmea-
HAID, XPAHEHRD W YHIASTOME D 3ANHCER,

b} npY perdcTpauHdd 3anucel nNo YyNpasnedus NpeTeHIMAMKA W OGCNyWHBAHMID NONYYSHHEY 3AMKH-
c2l — ofecnedaHie NPenensHOH OCTODOWHOCTH NPM XPAHEH WA 3ANWCE R HA INSKTPOHHLIX ainax W MarHuT-
HEIX HOCHTEMNAX, TAK KAK 33MUCH HA 3THX HOCHTANAX MOryT ObITe NOTEDAHE B DEAYNETATE NROXOro obpaleHHa
WA M3MHECKOND CTAPEHWA HOCHT2NeR;

C) BEASHME W NOGASpHEY B paGoues COCTOAHKA 3aNUCEA NO BAOAM 05YHEHHA M HHCTRYETAMY, NpoBE0eH-
Hisln C MHLERMKA, YHACTEVIOWWMK B NPOUECCE YNPAENEHHA NPETEHINAMY,

d} ycramopneadus TEeBoRAHKMA K OTRETAM HA 3ANPOCck N0 NEPEOCTABNEHAKD W NEQEOaYE IaNWCER, Nogad-
HilX MPEOBABMRKWKM NPETEHIHID MMM Br0 AFeHTOM; OHIA MOTYT BENOHETE CROKA BRNONHEHWA, HE0OBX0OMMYID
HWHCROPMALMKD {HANREMER, BHA, 3ADECcaT W PopMaT WHgOpMaLMAY;

&) onpegeneHye cnocofos | CPOKOR PACKPRITHA ONA COWECTEEHHOCTIH HENE DCOHMDHMUHPOBAHHBIX 03 H-
HEIX O MPETEHIMRX,

8.2 AHanua v oUueHKa NpeTEHIMR

Opranmaayra 0omeHa KnaccUHUMPOEaTS M aHANWIKPOBATE BCE NPETEHIMM ANA YCTAHOBNEHAR CHCTE-

MATHYECKOTD, NEPHOOHNHECKH NOETODASMOND MMM EQUHHYHOND XapakTepa npobnem, oNpeaenesHus 1 oCHoR-
HisI¥ TEHOBHUWE W MED N0 YCTPAHSHHUED OCHORMEIN MDMYRE NOETEHRIME.

G
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8.3 YnoBneTEOPEHHOCTL NPBALABMAKLIM NPETOHIMK NPOUGCCOM YIPABNEHWA NDOTOHIMAMA

OpraHMaauma JonsHa BecTH NoOcToAHHY paboTy no cnpegensHuio YypoBHEeR yOOoRNeTEopeHHDCTI
NpeqEABNADLIAX NPETEHIN0 NPOUSCCOM YIDAANE HUA NDETEHIMAMK. 3To MoryT BeiTe BRIGOPOYHEIR ONPOCH
Y LOENETEODEHHOCTIA NpeLARMAIOL MK NDETEHIHIO WHAH ODYTHE MEeToOb! .

I PAMEYEHES — JAMH K3 METOO0E NOBLWEHHR YAOBNETEOREHHOICTA NPOYSsCOM YNPAENSHHAA npaTesIna-
Mi — 370 MOJENWDOBEHWE KOHTAKTA MEKDY NPe0bLRABNAKLIMM NPETEHAWKD W GPraHWIALYHER.

8.4 MOHATOPHHN NPOUECCA YNPABNGHWAA NPETEHIMAMMA

DpradMIauMs JonsHa NpoRsduTE MOCTOAHMBEIA MOHMTOPRWHI NPOUECCE YNPARNSHWA NPeTEHIMAMN,
NoTpeOHOCTEN B pECYRCAY {BKMNI0YaA YENOBEYECKHE DECYDCE ) M COBMpasmMulx HEODXOOMMbIX JaHHBIX.

Ciprasdaalms JonKHa NpossgKTe W3MEpaHde NPoUeCcca YyNPaENaHMA NDETEHIMAMK B COOTEATCTEMK C
YCTAHOBMEHHEMH KPUTERMARMK (Ch. npunioxerus ).

8.5 AyOWT npouecca ynpaeneHHA NpeTeHIMAMMK

CpraHMaguMs JonKHa NPpoBooUTE ayIHTel paboTel M oBECnNedeHdA pecypoami NPoUECca YyNpasnaHina
NPETEHIMAMK YHEPEI 3ANNAHWPOBAHHLIE KHTEDEANL| BpEMEHH. LIenNsi0 ayaWTa ABNAETCA NONYYEHHE CNeayi-
LLEA WHDOpAaLMA:

- COOTEETCTEME NPOUBCCA YNDERMEHWA NPETEHIHAMK YCTaHOBNaH HsIM NPOoUeOyDam;

= NPHroAHOCTE NRPOUScCa ONA QOCTHUMEHHA LENEd B yNDAENEHKE NDETEHIMAMK.

AyOMT NpoUECcca YyNpasnaduA NPETEHIHAMH MOMET NPOBOAMTECA KAK YACTE aY0WTA CHCTEME! MEHE0H-
MEHTA KA4YECTEa, HANDMMep 8 CooTReTCTRMK ¢ MCO 19011, PeayneTatsl aygura CnedyeT y4uTeiBaTe NpW| ada-
M3 00 CTOPOMbl PYKOBCACTES ONA MOSHTUEHMEALHE NPOSNEMEl M YIYHWEHKA NDOYECCE YNPARNSHWA NDETEH-
IAAMK.  AYOWT OONKEH NEPOBOOWTHCA HOMNETEHTHEMH NALAMKA, HE I3BWCHMBIMKA  OT NPOSEDASMON
LEATENLHOCTH. JeTanssse Tpedosaqun K ayouTy NPeOdcTasnaHs! 8 NPWMose 6 H.

8.6 AWanwinpoyscca ynpasnaHHA NPaTeHIWAMK C0 CTOROHL] BLICLUErD pYyKoBOACTES

B.6.1 Belcwes pyroROOCTED OPraHM3aLMKM AOMMHOD AHANKHIKMPORATE NPOLECT YIDARNEHUA NPETEHIMAMMK
YEQE IANNAHUPCEIHHBIE UHTEPBANLI BRSMEHN DIA CIIED YR MK e

= OLEHKA TEKYLEH NDWIOAHOCTH, A0BKBATHOCTH, PEXYNETATUEHOCTH W ahde T UBHOCTH NPOLECCa;

= NOSHTHOHEALKMK 1 AHANKIA CNYY3eE HECOOTRATCTENA NpoOayKUHy TReSoBaHuAM OXpaisl 300p0BES,
GE3I0NacHOCTH, IKONOMM, oBAIaTENLHEIM K OpYrMs oBAIaTenbHe TpebosaHUAM, a Takme TpeboBaHuAmM
noTpeduTenai;

= WOEHTHGMKALMWA U YCTPAHEHHA HECOOTBETCTBIA B NPOOYHLAW,

= MOEHTHDWEALMNA K YCTDAHSHAA HECOOTBETCTREMA NpoLEcea;

= OLEHKN BOIMOKHOCTER YyYLeHiA NPoLecca yNpasneHida NpeTeHInAMK U NpaqnarasMon NpoaysLMiA
H NOTRE0HOCTER B WX MAMEHEHMAX]

= OLBHKA HEDOXOOWMOCTA HIMEHEHWA NONHTHEA W UENEA B YNPABREHHIA NDEeTEHIHA M.

8.5.2 BroOHHIE GaHHEE ANA AHANW3E CO CTOROHL BRICLLErD PYROBCGCTES JONHHEl BEMNIOHYATL B ceba:

= BHYTPEHHWE GaKToOpB, TAKME K3K WIMEHEHWA B NONWTHEE, JENAX, OPrasd3al oHHoR CTRYKTYDE, npo-
QYKL W ASCTYNHLIX DBCYDCaX,

- BHEWHWE DAKTOPE!, TRKWE K3K NIMEHEHWA B IaK0H0ATENLCTER, CNOCOBaR HOHKYDEHLHK MM TEXHO-
MOrHERE;

- XAPAKTERWCTMEN NONHOTE BeiNONHEHKA NPOLYECCa YNPAasneH A NPETEHINAMK, BHINHYaA aHan43 ygoa-
NETECPEHHOCTH NOTRE0HMTEeNA ¥ PEaYNLTATE NOCTOAHHOMS MOHKMTODMHIE NPOLECCE;

- perynbTaTk ayaMTOoR;

= CTATYC HOPPEXTHRYHIWNY 1 NpeaynpexIanw s GeACTBNA,

= NpPeqnpUHATEE GERACTBIAA N0 Pe3YNETATAM NPENEYILETD SHANWAE GO CTOPOHE! PYROBOOCTRA;

- PEKOMEHTALMA NO YNYYLLEHW NPOUSCCOR OpraHdaanmm.

B.8.3 BeixogHbe 4aHHEE 3HANWMIE 00 CTOPOHE| BbICLUEND PYKOBOACTEA O0NHHEl BET0HATE BCE DELISHKA
W ABHCTEWA, OTHOCALLWECA K CNenyioweny:

= MOBBIWEHWID PRIYNETATHEHOCTIA W 3dENTHRHOCTH NPOLECCE YNDAENEHKA NDETEHIMAMK,

= WITYYLLEHMID NPOTYRLIHIA;

- ofecnederde HECOXOOWMEX pecypcoe (Hanpwuep, obecnevyedne NoTpetHoCTH B NporpamMma oy-
YEHKA).

3anucK 0 aHANKM3E CO CTOPOHL BRCLWED pYECBOICTEA ACNKHE NOA0E HHBATLCA 8 paBoYes COCTOAHKI
HHCNONBIORATECA ONA HIEHTHMEALWA BOIMOMHOCTER YY1 EHWA.
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8.7 MNocToAHHOS YAYYLWBHWE

Oprasuaauna SOMsHE NOCTORHHD NOBLIWATE PEIYNETATHEHOCTE W 30 EKTMBHOCTE NPOUacca ynpasne-
HHA NPETEHIMAMK NOCHSACTBOM KODPEKTMRYIGWIWE, NPEOyNPesaunx GEACTENA U MHHOBALWOHHEX YCOBED-
WEHCTEOBIHWA,. PeayneTaTom nogobHoR QEATENEHOCTH OPraHiaan il MOMET CTaTe NOCTOAHKOE YNyYWeHHa
KAHECTEE NPOSYHUMK. Dpradnaayna JonwHa NpesnpiHuMarTs Heobxogrmse GEACTBUA © LENEID YCTRaHEHHA
MEYIAH CYWBCTEY KLY # NOTaHUWANLHE NpaGNemM, BeayLFY K NPETEHIHAM, ONA NPayNPERTaHHA W NoRE-
neHnA. DpraHuaauna QooKHa:

- MCCN2AoBaTk, MABHTHOULMPOBATE H NPUMEHATE COBDEMEHHEIE MBToOkL PAGoTE: ¢ NPETEHIMAMK,
CNOCOBCTHORATE YCTAHOBNAHWD B OPradKuaalui noaxona, opUeHTHpoOBAHHOrD Ha NoTReGuTens,
- CTHMYMWPOEATE BHEQDEHNE WHHOBAWWA B yTIDARNEHNE NPETEHIHAMMK;
- CTPEMWTECA K 0DpasyoBoMy NOBEgeHnio NPy paboTe C NPETEHIMAMK.

B kauecTee GONonHHTENEHOM PYKOBOOCTEA MO 0GLLER METOOONOMN NOCTORARHOND YIYULLIEHUA DKo RMEH-
AYETCA HCNoNbIoEaTs MO0 9004
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Npunoxedne A
{cnpaBoyHoe]

PexoMeHgauMK OnNA manoro GWaHeca

HacToAWWR CTES08DT MOMET NPUMEHATECA OPFEAWIALUMAMKE Nnbex pasmeposE. DOHAKD WADPODKD WABECTHO, H4TO
APEeANPUATHR MaNoTo GMIHECE ONPEHW4EHEl B PECYDCAX. ¥OTOPHEE MOTYT BHTE HANPAENeHE Ha pRIpaToTY # NOOOSpHEHWE
g pafousn cocTOAHWM MPOUBCCE YNPAENEHHA NDETEHIMAMKY. HECTOR LB & NPMNOHEHHE YCTAHEENWEEET OCHOEHES HENPEE-
NeHWA JEATENEHOCTH NPEGNPHATHA, DPMEHTHRCEAHHBIE HE JOCTHHEHAE MEKCHMANEHOA PESYNETETHEHOCTH M 3 BETHE-
HOLTH NPOUECCE YNDAEMEHWA NPETEH IHAMM.

KnirueBss e HANPEBNEHHA NPOUSCCE YNPAENEHWA NPETEHIMAMM W NEENErAa M AR DEATENLHOCTE BRNDYaDT B cala;

- DTHPBITOCTE ONA NPETEHIMAE — HENWYWE IBMETHOA HEONHCH HE BUOHOM MBCTE B OPTaHMIELHN WM BRNDYSHKE
BONONHWTENEHORD NYHKTA B HEKNEAHEE CPraHWIELWA (CM. 4 2), Hanpumep: «Bawa YA08NeTEOPEHHOCTE BEAXHE JNA HAC.
Nomanyheta, coofiunTe HaM, ecni B He YAOENETEODEHE — Mbl XOTHM 3T0 MENPABEMTEY.

- cBop W 3anHdce NPETEHIAA (CM. MpUNoEaHRA B u D)

- NOATEEPHOEHWE NOMYHEHUA NPETEHIMK, BCNE NPETEHIMA HE BRYYEHE MR HD, HENPHMEP, 380HKE N0 TENeOHY KIH
conBWeHAA ND 3NeKTROMHOR NoYTe (oM. T.4);

- DYEHEY OBOCHOBAHHOCTH NPETEHIHK, BOSMOMHOTD DTHETHOID GEACTEAA W HAZHEYEHHME OTEETCTEEHHOTD MCNDNHH-
Tenr (oM. 7.5);

- NEMHATHE PELLEHHA B MAKCHMABNEHD KOPOTHAE CROKA MNK AANEHSA LSS PACCNSL0BEHHE NPETEHINE W ZATEM NEH-
HATUE PELIEHWA 0 QANEHe AWM JeAcTEAX {cM. T.7];

- NpegocTAENEHWE MHOODMAaLUA NnoTpeluTens o nNaHax pafoTel ¢ NpETEHIMEA W NOCNSA YW MR BHANKE OTEETA
noTpedeTens, OUEHKA CTENSHM YEOENETEOREHHOCTH NOTREBUTENA NpeNoKEHHE MK ERCTEHAMA, NPH NONCHMTENEHOM
oTeaTa GelcTpo (B Npejanas pPasyMHONS ) NPeANpHHATE JaACTEHS, OXMA MO8 NOTPEBHTENEM C NPHENSHSHHE M HOBSALLNK
METOAOE B COOTEATCTEYH W AR chepe QeaTensHOcTr (oM. T.8);

- Ao2EegeHke 0o NoTpeGMTenA ceedeHuh obo Boex QEACTEHAN 1 o OpMNSHNE COOTEETCTE YIS 3ANWCH O PaiyNa-
TATE, BCMH NPETEHIRA BCS BLLE HE YPErYIWDOEAHA WnoTpelSuTens He yooeNaTROREH, TO HeoBxonnmo obeAcHUT: NoTRaBu-
TENK NPHHATOS PELIEHHE M PSS N0HHTE BOIMOKHEIS ANETEDHETHEHEE BERWEHTH PELBEHKA {oM. T.9];

- PETYNAPHEIRZHENW I NPATEHIWA, T2 KPATEWA N8 pRoOMYEcERi aHany3 W Gonae nogpofHu i BXerogHBA aHaNK3 ONA
CNPedeneHna TEHZEHUMA N 0NEBNEHEE GEETOp0R, TREGYDWWE HAMEHEHNA, GNA YCTPAHEHWSA NPETEHIMA, YNYYWEeHWRA
oBCYHRABEHWA HNTH OB LW BHHA YIOENETEOREHHOCTH NoTpebuTaned [cM. npunoxesde B u 0.7 {npanowesue D))

Ona ynyvweHEa pabioTe G NPETEHIMAME MOEET G5l Th NONS3HO NOCEWEHWE GEYIAX BHEMOIHYHE HNW WHE X ODTEHM-
saumnid. DGmex onaitom B ofinacti pafoTe ¢ npeTeravAMa noTpelfuTened MOKET NOMOYE B ONPEJENesHE 3B SRTHEHE X
METORDE CPraHK3auMH patioTe.
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MpunoxeHue B
[cnpaeoYHoe)

Mopma ANA NPpaLABNEHHA NPETEHINN

Tunoeas hopME, NPEGCTAENEHHER B HECTOALYSM NPANOHEHMH, COO0E PHAT OCHOEH YD WHHOPMALUWED, E0TOPaA MOEEaT
Nok e NPEJEABNRKIWEMY NPETEHIMD OTESTHTE HA KNIOYEBLIE BONPOCE!, HECGROOMME & OPraHH3ALHK J0A YN PEENSHEA
NpeTaHIved

1 CeepeHmHA o npeqLABNARK WEM NPETEHIHED

DO/ oprand IaUna

Appec

MNouTopki@ WHGEKS, FOpPoA,

CTpaHa

TensdoH

PaKc

-BJ'IHH.'I'FI-IZI HHBA NOWTA

PO W NONHOMO%HA NHYE, AEACTEYHIWEND 0T HMEHU NPELLABNAKILETC NHETEHIMD (SCNH NEHMEHH8O)

HOHTAKTHOS ML [BCNA OTNAYHD OT NPeOHAYILETS NYHETE )

2 CEegeHWMA O NPOAYKUMH

HoMeapWinenna/3akass [BCNH MAERCTHO)

OnNUcaH«e

3 MpoBnemel, ¢ KOTOPLIMH ETONKHYNEA NPEALABNAKILMA NPETEHIWMD

HEI T3 BOZHHEHOBEHW A

Onucadxe npodnam

4 Tpedyedble cpencrea

oa I:l HET I:‘

5 Oarva, NoAgNHCE

Data Moanuck

& MpunoweHKA

CNHCOE NPHNOKEHHE X 0K MBHTOE

GOST FOCT P UICO 10002-2007, MeHemKMEHT opraHu3aumny. Y 40BNeTBOPEHHOCTb NoTpebuTens. PykoBOACTBO NO yNpaBneHUo NPETEH3USMM B OpraHu3aumsix
[N  Organization management. Customer satisfaction. Guidelines for complaints handling in organizations


http://www.gostexpert.ru
http://gostexpert.ru/gost/gost-10002-2007
http://gostexpert.ru/gost/gost-10002-2007

rocT P UCO 10002—2007

NMpunoxexnne C
(cnpaBovHoe)

O6LeKTHEHOCTE NPOUBCCa YNPARMNEHHA NPETEHIMAMM

C.1 OBwni

MprasuAneE 0EeeKTHEHOCTH NPOLECCE YNPEENEHMA NPETEHIMAMMK:

a) OTEDRITOCTE — WHPDED AOCTYNHBIA M NOHATEH A GNA BOBNSMEHH X NKU IPOLBCE YyNPaENSHARA NpETeEHaWAMY. [po-
Wecs gonseH BhliTh ACHS WIN0HWEH W JOBS0&H 00 CEEJEHWA PYEOEQOCTER, NEDCOHANE M NPEOBASN AU NPETEHIMKE .

by BecnpucTpacTHooTe. HeobxoguMo daferate noBoro npeay e ne HUWA NPW B3AMMOOERCTENNA G NPE 0 BA BMAKLLRM
MPETEHZAN HEIAEACHMO OT TOrD, KT HANYE TCH, HENOEEK MK OPraHnzagxA. Liensm npoueccs QONHE CTATs 38W WTE Heno-
BEEA, EOTOPRIA MANYETCA, OT JEBNEHMA HE HETD. AKUEHT OONEEH OoiTk cOENaH Ha peuesde npolness, B He B3 NOHCK
BUHOBHE X ECNM NpeTEH3#A KBCRSTOA NEPCOHANE, TO JON#HO BelTe NPOBEJEH0 HEZABUCHMDE PACCNE JDBEHHE

c] KondreaesuuanssocTe: Mpouece gon#ed BeiTe NPEOHAZHAYEH ANA MBKCHMANEHOR (B pa3yMHEX Npegenax)
ZAWMTE NPE0EABNAKILEND NPETEHZHID WKNE NoTpedUTEennA, HECKONEED BOIMONHO, BaxHo CobnnaaTe KOHPHIBHEWENE-
HOCTs ANA YOTREHEHUA CHTYEYWA, B KOTopelx noTpeburens naBeraeT ofhopsneHa NPETEHIWA W3 GNACEHWA, 4T0 PECKDkI-
The nogpofHccTen NPETEHINN MOXET NPUEECTH K HEYQoBCTEY MNA JUCKPHMAHELHN N0 OTHOLWEHHAID K HEMY.

d) DocTynHocTe. Opradiauna 4onsHa ciecnednTe QOCTYN NPELBRENAK LErS NPSTEH 3K KNPOUeCCy YIREENEHWA
npeTeHzMAMA B Nidux cSoCHOBAHHE X MECTaX Wik B ninfoe BpeMA. MHDepMALNRA O NPpOUEcCe YNPEENEHWA NPETEHIW AN
mon#Ha BeTe QOCTYNHA @ WEANOHEHE NOHATHEM R3EKOM W 8 @OPMATaY, QOCTYNHEE BCEM NPEOEABMAKILKM NPETEHIHN.
Ecnu npeTeHIMA 38TPArHEEET PAZMWYH K Y ECTHHEDS WK NOCTAREN, TO JonxeH BeiTe cocTaaneH ol i nnan GercTe i
00 YPErYNARDBEEHW NpeTes3dn. [Tpoyecc QoNEeH NPELYCMaTEMEATs BOAMOHHOCTE A0CTYNE & nodol MHdopMau e,
BLIABNEHHO® B peayneTaTe pabory c npeTeHaved. Qna N0 be X TOCTABUMKOB GRrEHMIELWA, IBMHTEPECOBAHHE X B YDETY M-
POEAHAN NPETEHIWA, HTobs 0 BCnEyurTs MM BO3M OXHOCTE YNYHWETE CEOK A8RTENEHOCTE.

g) 3EBEpWEHHOCTE. JNA YCTEHORNEHWA KOHTAKTA MEXOY NOOsMA, NEEICTAENAKDLAME P33HEE CTOPOHE, BEGENA-
HMEHHEE B NPOUECT YNPABNEHHA NDETEHEMER, HeoSxoaMMO BaABNEHMe (PAKTOE. OTHOCRLWAECA K JENY, W NPOBERKE WX
oBBACHEHMA BCAKWA PA3 NPA NOAETEHAW BOIMOMHOCTH.

fi CnpaeeanWeocTs. Mpe0oCTaENEHUE BCEM DEBHEX YCNOBME.

0) 4yBECTEMTENEHOCTE. KEXaR@A cnyal gonxed SalTh pACCMOTREH C TOHEHM 3DEHHA B0 QOCTOMHETE C YSeToM MHI M-
BUOYANBHEE BASNWSHE U NoTpeBHoCTeR CTOpOH.

C.2 OBeeETHEHOCTE K NEPCaHANyY

Mpoyeaypel ¥NPEENEHUA NEETEHIMAMA JONEHE oBecneywHEaTe 0O LEHTAEHOCTE NPY 3HAMNKIE oW WEoK NepCoHana,
MPOTHE KOTOPOMNG HANPABNEHA NPETEHIMA. 3TO NOOPAIVMERRET:

- HEMEONEHHOE ¥ NonHOE WHhopMupoeaHue palioTHeros no nofod npeTedasn, Lacamn WeAch Wk palioTw;

- pfecneavyeHne paBoTHMEAM BOZMOHHOCTHA ODOBRCHEHWA OGCTOATENECTE W NPEQOCTABNEHNWA COOTEETCTEYHIWER
NOO0SDHEH;

- MHOpMMPOBEHKE O NPODASMEEHHE PACCIA00BEHMA NPETEHIAMM M NONYHSHHEX PRIYNETATOR.

Heobxognso, 41ofel N2poOHaNY, NPOTHE KOTORONS HENPAENEHA NPeTeH WA, Bein0 npejcTagneso noapodHoe onu-
CEHWE NPETEH3IWA NAPED &r0 KHTEPELK WDOEIHHEM Mo 3TOMY Bonpocy. Mpd 3ToM Aon&Ha BuiTe coBningeaHa oHGHEeH-
YHANBHOCTE.

MepcoHan gonHed SelTe YBEQEH, 4TOD B NPOYECCE WIPAENEHAA NPETEHIHAMY ey GyneT ofecnevsHa HECO X0 GHMaR
noagepxea. Heolxogumo npuofuaTe NepooHan £ HayYeHHKD ONBITA pEEOTH C NPETEHINAMKA M SHEMWIY TEHIEH MR H3mMa-
HEHHA TReSoBaHMA NPElBRBNAI W ETND MPETEHIU .

C.3 OrmeneHde NpoUEOYD yNPABENEHHA NPETEHIMAMM 0T AHCLMANMHADHEX NPOUERYR

Mpowyegypel paloTe c NpeTeHIMAME L0NHHE BRTE 0TRENEHE! 0T OXCUMNNHHADHGIX NPOLEOYD CPraHW3ELWN.

C.d4 KoHPMAEHUHAREHOCTE

B aononHeH#e K ofecnayeH Mo KOO0 eHUMANEROCTH NPE I AENA DUEr0 NPETEHIWE NPOYECC yIPAENEHNA NPETEH-
IHAMM OonxeH ofecneudeaTs L0HMHABHUMENEHOCTE B CNYHEE BOZHMEHDBEHNR NPETEHZHA [wanof] NpoTHE NepCo=ana.
OeTany TAKKE NPeTEH3RE A0NEHE GeTE H3BECTHE TOMEED HENGCPSACTEEHHO ZAMHTERECOEEH Hal M NALAM.

OgHake BasHo, YTels HOHEWOEHUKMANBHOCTE HE WCNGNE30BANACE B KAHSCTES ONpEB0aHMA NNoxon paloTel © npea-
TEHIWEM.

C5 MoHWTODMHT 0B LeETHEHOCTH

CIprasy 380LMA JONXHE NPOB0OSH Te MOHMTOPHHT OTESTOR HE NPETEHZWK 4nA ofecnavweHrA obsakTHEHoC T patioTe ©
npeTeszHRMA. MOHUTORMHT OTERTOE A NPETEHIWMA MOKET BKMOYETE B caba:

- PErYNAQPHBIA MOHMTODMHT (HANDWMEED, BXeMECRAYHBIR] YPEryNMPOBEaHHBY NPETEHIMA, oTobpaHHBx Cny+4aRHEM
ofpazom;

- AHHETHPOEAHME NDANREABNAKL WX NDETEHINED HA NPpeaMeT ol eakTHEHOCTH OTERTCTREHHOMND NeRCOHANEA NRK pac-
CMOTREHMA WK NRETEHIME.
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MpunoxeHue D
[cnpaeoYHoe )

OononsuTensHana hopMa ANA NpeALABNSHWA NPaTEHIMH

B nprnoMesds NpegcTaENeHsa NpHMepHas QOopMa (NPEdHAIHAYEHHER TONEKD ONR BHYTREHHEND HCNONBIOBAHWRA),
HOTORER COGSpHET CCHOBHYH {KNHYEEYH ) MR opMan e W HeobxogumMa 0prasy3aL MK ANA 33B8peHWA paloTe C NpeTEH-
INEN.

1 CeeaeHMA O AORYHaHWH NPETEHIWA

Hara npaTaHane

EpemMA Nony4SHAfA NPETEHINA

OO nony«waTens

Cnocof nonyyeH=A NpeTEHIME TenedioH D INBETHOHHAR NOYTA D MHTEpHET L. snne D

na4Ta D ., Apyrod D

YHUKANEHEIA AOeHTHEDWKAUWOHHBW HOMED

2 CREOBHWA O NPENLABRARLLEN AReTEHIN
DOpME NPHBENEHEA B NEHNCKeHA B
3 NoppoBHooTH NpETEHIMK

PErUCTRaYHOHHER HOMER N PETEHINMA

Heofxoaussie JaHHEE O MpETaHIAN

Kew nepegEHa NpETEHIHMA

d OnucadHwe npodnemis

Hara eoasdkHOBeHMA Npofnems

MNoeropHas npofnama aa D HaT D

KaTeropia npofneme

1 D MpogyELMA He NOCTRENEHE.

Cepeic He ofacneyda/ofecnesas YACTHHHD.

NPpoooNERTENEHOCTE 33 020HEN

L]
3 D Japepwea NOCTEBEN NP0 YELY AW
Ll

Japepwra npu oBacneseHUN CEpBUCE

NPOAONEUTENEHDOTE 38 02pMEN

NedeaTHan NpoAYELWA.

1 [

HenooTaTousbR Capenc

I'ID.'.'I.FI-IZI{IHDE ONHCaRRE
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) D MpogyEuua He COOTRETCTEYET IBKASY.

8 D MNpogyEUna He 3RKEIEHA.

4 D HaneceH yuyepd.

10 D CITES3 OT BHNONHERMA TAPAHTHARBE CORZETENECTE.
i1 D OTEa3 B NpOgaHe.

iz D OTras e ofacneyeHuW CEDERCE.

13 D Kosmsepuacame NpoUegypeE { METOOH NPOO&SH.
14 D HenpasuneHan WHpOpMaUma.

i5 D HeanekEaTHAR HHIOPMELWEA.

16 D Mopagok pECHETOE.

i7 D Uena.

14 I:‘ YVEESNHYSHHEE WeHE -

19 D OononHETENEHEE PACKOOE.

20 D HeoSocHOBAHHAR YEHE (CHaT.

d| I:l YonoBWA 0orosopa.

23 D CTREXOEAR CYMMA NO JOrOBEapY.

23 D OuesKa yepda.

24 D OTras SaNNATHTE KOMNEHCEEW.

25 D HeagereaTHER KOMNEHCALWA.

26 D HamexHaHlE Qorosona.

27 D HeaooTaTousoe BeiNCNHEHWE A0rCEIRA.

28 D OTMEHE (pECTOPEEHHE QOMOBORE.

29 D OTeas oT CEpEMGE.

g D Morawerde coygs.

KR D Tpedoeanse NPOYEHTOE.

a2 D Ot oT cofniogenua ofaaaTenscTa.

33 D HenpaeuneHoE BHCTABNEHWE CHETH.

34 D ManvwHAa 3308 paEE NPA YNDEENGHAE NpETEHIMaN.
a5 D Opyrod Tin npobdne s

13
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HononsdTeneHas HHEOOPMaUHA

5 OueHHa NpeTEHIHNA

OBnacTe NpHMEBHEHHA @ CE0pE3HICTE ¢IBH.'I'I.'| HECKOND H NOTEHUHANEHOID BNWAHAR NpETEHIWA

CepsesHOoTE

CHHHELTE

BozaedcTeMe

MoTpaBHICTE B HEMEANEHHOM JeACTEHM a3 D HET D
MOTOBHOGTE ARRCTEOBATE HEMEDNEHHD na D HET D
BepoATHOCTE KOMNEHEEWUH oa D HET D
B PaWeHWa NO NPATEHIMN

TpefywTes cCpeQCTES ns D HaT E‘

MNpegnpHHHMaeME e GERCTRHA

36 D NocTaeke NPOAYRYHA.

ar BocoTasoenaHUue/Nepe 0enEE NPOOyKLHA.

38 D JamMeHa NPoayELHK.

34 D OTMEHE NPOOAKH.

40 D MENoRHEH S TAPaHTHAH X 0OAIATENECTE.

41 I:| Cnnata offaaTenscTa.

4z I:‘ JEEnYEH e JOMoBOPE.

43 I:‘ OTMEHAPECTORMEHNE JOTOBORE.

dd D OTMEHE CHBTA-DEETYDE .

45 D MHOPME A

A D HMcnpagneHde ouesEHHOMD Yl epia.

47 D Onnata, BoiMe 8w an yisi TEd, B CyMMe

48 i:‘ Bo3gpart NepaoHavankeHor NNaTEXE B CyMME
44 i:‘ BoagpaT ApyrvE NpoM3Ee0eHHEX NNATEHER B CyMMe
50 E‘ CHUAKA OT UEHB B CYMME (B NPOUWEHTAX)

51 D CRpegcTEa NNATaMA.

52 D M aBHHEHHE.

53 D Opyroe oedcTEME

14
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Thn poOCNeEHHBAHME NDETEHINHA

MpegnpriaTos SeACTEAE Nata WO Mpamevanun

”l}ﬂTEEFIHELEHH'E NEeTeHIWH NPESLABNAKLSMY NpETEHIWKD

ClyeH=a n pPETEHIHRA

FRccnegoEaHHE N PeTEHIHH

FeWaHWE NO NEETERZAR

WHd OpMUEDEEHHE NDEOALABNASNLEND NRETEHIMHD

Wonpaenasne

BeprdHEILWA MCNPABNEHMA

Mpunomenue E
(cnpaBovHOR)

OTEeTHRIE JEACTEHA NO YPEryNHpOBAHWID NPeTeHIKA

E.1 Monsrvea opraHMaayad Ne peiynsTETAM oTEETOE MOEKHET BENIOYATE B calda:
- ONNATY:

- 3AMEHY;

PEMOHTIME DS LENEY;

- 33MEHY HE TOBAPL-CYBCTHTY sl

TEXHMHECEYH NOMOULL]

M M LW

nepegasy Ha paccMoT PEHKE;

- MHAHCOBYH NOMOUR]

- OPYTYH NOMOLWs,

- KOMMEHCAWRD

- H3BHHEHHE,

- UEHHEIA NOGAPOK MNM 3HAK OT MpmMe,

naHHEE OF HIMEHEHWAX B NPOAYKLYWY, NPOYSCCE, NONWETHEE WAK NPpoOYSlype. NPOH3BESEHHEY N0 PEIYNETATEM
NpaTEHIHA.

E.2 PaccroTpedde npobneass MOHeT BEN04aTe 8 ceba:

- W3YYEHWE BCEX ACTHEKTOR NPETEHIHM,

- nocnegysuEe HeoBxXoanMse MEpoNRUATHA:

- PACCMOTREHWE HECOGNOSAMOCTH NPEINIHEeHHA CPEACTE ApyrdmM noTRpeleTenam, KOTODRI®, BOSMOMHD, MOMMW
NOCTRANETE TEM He CAMBIM CRocoBoM, KBK NPELERENAKLIMA NDATEHIMM, HO HE HANPAEBNNE ORUUNENBHO O OpMNEHHYE
NpETEHIAD;

- YPOBEHE MOMHOMOMMA N0 PAINWSHEM OTEETAM;

- ADEBEgEeHME MHOpMALKWA 40 CERQ8HWRA COOTEETCTEYDWErD NEPCaHANS.

15
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MNpunoxesne F
{cnpasoyHoe)

Bnok-cxema yperynupoBaHua NpeTeHIuM

HHyTRH OpaHRRELNN . R Py .

Mapaes] YOORE. PELLIH Cragmroam N ypoos. DEUMHNA

GOST
I
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Mpuno=eHwe G
[cnpaBoqHoe]

PykoEoACTEO NO NOCTOAHHOMY MOHHUTORMUHTY

G.1 DBwes noNoKEHHE

HacToawes npunowesne cofepssT ofwes pykoBOACTE0 NO PE3YNETATHEHOMY W SCheETHEHOMY NOCTOAHHOMY
SMOHMTORWHTY NPOUSCEE YNPERNEH WA NPETEHINAMK. POpMsl OPTEHAZELRN MOHATOPHUHIE DONMHe COOTEETCTEOBATE THNY M
paIMEpy OPTaHNIALMM.

G.2 DTEETCTEEHHOCTE PYECOEDACTEE

OTEATCTESHHERA NePpooHEN 33 NPOEEOSHWE MOHWTOPMHIE, NPEGOCTERNEHWS OTHETOR, BRNONHEHHE KOPREETHRY -
WHE OeACTEMA NO NPOUBECY YNPEENSHEA NpETERIHAMK Qonxes 0fnanate e ofeo0nmon C0MNBTEHTHOC TR

OfAIEHHOCTH OTEETCTEEHHOTD NEPCOIHANE MOTYT BKMNYaTs B ceda cneayoines [NpW HeohEonMMOCTA CIMEOL MOKET
Gl Th HONOMHEH |-

8) BHECWESE PYROBOOCTED OMKHO:

- ONpEgEnATE LENH MOHHTORHHIE,

- pPACNPEAENATE OTESTCTREHHOCTE B OBNALTA MOHUTOPMHIE,

- PYEOSOQMTE NPOBE0SHHEM AHANKWSE NPOYECCE MOHWTOPHHTE,

- ofECNeYBEATE BHEODEHUE HeoBXoaNMsl YNV ILERHA NPOUBCCE YN PABNEHHA NPETEHINAMMA ]

b} NpegcTEEMTENE PYEOEOACTEA NO YIPAENSHEK NEFETEHIMAMK OONHEH:

- YCTEHOBWTE NPOUECe BRINONHEHWA MOHUTORMHIE, DUEHEHR W NP 0CTABRNEHWA OTHETOE,

- NPEQOCTEENATE OTHET BECIUEMY PYKOBOLCTEY CPTEHMIALMH O PESYNETATAX SHANK3E NPOYSCCE YIPEBNEHHA Npa-
TEHIWEMKE ONA BHEOPEHEA Boax HEeo Do AMMEX Ny LW BHRA;

G APYTWE PYROBOOWTENH OPTAHMIALMM, BOBNEYEHHEE B PABOTY C NPETAHIMAMK, ADNEH K oBecne4MBaTE:

- NPOBEOSHWE MOHETORMHTE NPOYSCEE YIRRENEHWA NPETEHIMAMKE ¥ DEFHCTHEUMD COOTESTETBYHIWMWE IANWCEA B
PAaMEAX DOMEHOCTHEE MENHIMOWHE]

- NPOEEOSHWE KOPPEETHRYHWAL JeACTEHA N0 NPOUECCY YNDEENEHHA NPETEH IHAMK W PETHCTREUMI COOTEETCTEY K-
WHE ZANWCEH B PAMERE OOMEHOCTHSIE IONHOMONHA,

- AOCTYNHOCTE GOCTOREDHE X JAHHLIE N0 YIRAENSHAD NPETEHIHEMA B DAMEAX JONHHOCTHEE NONHOMO4WA ANA 8Ha-
NH2E NPOLECCE MOHWTOPMHNE C0 CTOPIHE! ERCIWEND PYROBOOCTEE.

G.3 MOHMTOPHHT M UIMBDEHNWA

G.3.1 OBwMme nonoXeEHWA

DIpraHW3BUHA DOMEHE NPOECANTE DUSHEY W MOHETORMHT BENONHEHAA NPOUSCCE YIPAENSHHA NPETEHIMAME,
#ononesyd Habiop aapaHee ONpeReneHHE X KPH TERHEE.

B paznn-Hely 0praduIsLMAN CYILECTEYIT BAANWYHEE NEOYSCCE W NPOAVELAR TEE M, KEK W COOTEETCTEYIDWIME MM
EPMTESHM OCYLWECTENEHHA MOHWTOPUHIE. Dprasuasums LOonsHe coBeplUeHOTECEATE KPMTERHH DCYWECTENEHKA MOHHTO-
pWHra, HeoBxodrMmele B KoHEpeTHeIE oboToATenecTeax. MNpuMmeps Nnpreeners B G 3.2

G.3.2 KpuTepMu MOHMTORMHIE

Kp#TepHRAMY MOHMTORKHME NPOYSCcCa YIPEENEHWA NPATEHIWAME AENAK TCR CREOYRUWHEE [NPW HeoBEo00HMOETH CK-
oK MoseT BeTh JOnNGNHEH |

- YCTAHOBNEHHS, NOANSEHEER B PEE0HEM COCTORRNE W AOCTYNHOCT B ROMUTIHEN W LEMEA N0 yNPAENSHA K NPETEHIUAMK

- NOHAMEHEE NEpCoHEnoM 08A38TENLCTE 0O CTOROHL SHCLSMD BYKDBE0ACTES N0 YIPEBNEHAED NPETEH IWAMN;

- pacnpefeneHis OTESTCTEAHHOCTH YIPEBNEHWA NPETEH 31 AW,

- HANW4KME ¥ NERCOHANE, BIAMMOASRCTEYWErD & NOTPEBUTENAME, NOMHOMOYWA ONA PAIPEIWEHNRA NRETEHEMA HA
MBCTE;

- YCTEHOBMNEHWS MPEHWL CAMOCTORTENEHOA JERTENEHACTH NEPCOHENS, BIAWMONLSACTEYDWETD & NOTREGU TENAME,
nOnNHEGMONAE ONRA YREryNHPOEEHEA NEETEHIWMA,

- HEZHEMEHHE NEPCOHENS, CTELNANKWIPYOWLErocA Ha pEBOTE C NPETEHAWAMK,

Aona o8yueHHGrD YNPEENSHH NPETEHIMAMW NEPCOHENE, BIAUMOGSACTEYVIRWErD ¢ noTRped«Tenama;
PEIYNETETHEHOCTE W 3dupekTHEROCTe ofyueHen palioTw CnpeTeHImAME.

YWECNO NpeaNOMeHHH CO CTOPOHE NEPCOHANE No YAYYWaHHKD paBoTe C NPETEH IMAMHK;

OTHOWEHKWE Nepoonana ¥ pafioTe c npeTeHanAmi;

HACTOTA NPOEEOSHARA 8YAMTA NPOUEBCCE YNPEENEHHA NPETEHIMAMKE WANK SHENWIA CO CTOROHE EBICWErD PyKGEI-

cTBa;

- BpEMA BHEAPEHMA PEEDMEHOAUWA BYAWTa NPOUSCCE YIPABMNSHWA NPETEHIMAME @/MNE SHENWMIE CO CTOpPOHL
BRICLSTD PYKOBDACTES;

- BpeMA, IATPAUSHHOS ANA OTEETE NPS0EABNADLUEMY NEETEHIH D,

- CTEREHb YA0BNETEOPEHHOCTH NPESLABNMAID LETD NPETEHIMID,

17

E u 5 '|' FOCT P UICO 10002-2007, MeHemKMEHT opraHu3aumny. Y 40BNeTBOPEHHOCTb NOTpebuTens. PykoBOACTBO NO yNpaBneHUo NPETEH3USIMM B OpraHn3aumsix
[NEEWE  Organization management. Customer satisfaction. Guidelines for complaints handling in organizations


http://www.gostexpert.ru
http://gostexpert.ru/gost/gost-10002-2007
http://gostexpert.ru/gost/gost-10002-2007

rMocT P UCO 10002—2007

- PEIYNbTATABHOCTE W MPEXTHERGCTE NPOYECCOE N0 HeoSXOAMMEIM KODPEETHPYIOW MM H DRSS YNDEem G L KM
OERCTREAM.

G.3.3 JaHHBIe MOHHTOPWHIA

MORWTOPHHT O&HHEIX NPEACTABNAET NPAMOR WHOMKATOR a4acTes padoT c npeTeHIwaAMK. JaHHLe MOHKTODWHIA
MOTYT BEMKSET B HECmE MW 0000

- NONYHEHHE X NPETEHIHA;

- MPETEHINA, PAIDSILEHH K B NYHETE W NONYSEHWA |

- MPETEHINA, HENDABUNEHD CUBHERHEX NO NPHOPHTETHOCTH,

- NPETEHIWA, NPHIHAHHE X NOIME YOTAHOBNEHHOMD BREMEHN,

- MPBTEHIAA, YPEryNHPOEAHHEE NOIHE YCTAHOBENEHHOMD BEREMaHi;

- MpETEHIAl, B KOTOPLE YIOMAHY TEl BHELWHHE METOOR peLlaHHn (oM. T.9);

- MOBTOPHEIX NPETEHIMA WK TELYUWHY HEPEWEHHEX NROGNEM, NPETEHIAM HE KOTODLIE HE NOSABANNCE,

- YRYHWLEHHA NPOYSAYP, NPHYEHOR KOTOR B ABHNHGE NPETEHIHE.

Ooofos BHUMEHHRS A0NEHO BBITh HENPEENEHD HE WHTERNPETAUME QBHHEIX, MOTOM Y 4TO!

- o LEXTHEHBIE QAHHE B, TAEHS KBK CPOK OTEETA, MOTYT NOKA3ETE, H3K 2o0pow s pafoTRET NPOUSCE, HO HE MOTYT NOKa-
6TE WHPOPMEBLRID 0 ¥O08NeTEOREHHOCTH NPES bRENA 0 LEr0 NPEeTaHINED

- POCT YHCNA NPATEHINE NOCNE BESOEHMA HOBOMD NECUYSCEA YIPEENEHAA NPETEHIWAMKW MOMET OTPRAWTE Sduda-
THEHOCTE NPOWSCCE, B HE HEOOCTATHR NPOLYKYHH,
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Npunoxesse H
cnpaBoqHoe]

AyouT

DpraHd3eLWE JONAHA NOCTOAHHD YNYHWATE PE3yNETATHEHOCTE ¥ 3 BETHEHOCT: NEOYECCE YNPEENaHUR NDETEH-
HAMA. MO 3TOR NPUYHHE BRINDNHEHKE W PE3YNETATE NPOYSCCE YEPEE 33NNAHEPOBAHHEE HHTEPEANK EREMEHE HeoBxoau-
MO NPOBSPATE GNF HASHT MO HKEYHA M YETDEHEHMA NPHYMH CYLWBCTEYOLRE @ NOTEHYUANEHEX ND0ENeM U NORCES Nl
BOIMOHHOCTER YNy aHMA. (NA3BHAR WENE BY4WTA NPOUSCCE YNPAENEHEA NPETEHINAMM COCTOMT B YNYHIWEHHE NPOUECTS
AYyTEM NPOESPEA COOTEETCTEMA NPOLYSCEa YNPEANEHWA NPETEHIHAMKE YCTAHOBNEHHE M EPHTEDUAM. TakWe KPHTEDUM MOTYT
BHKNHIYATE B oA OTHOCA LU WE CA K YNIPEENSHAD NPETEHAW AME NONUTHKY, NPOUESYDE ., CTEHAADTE W T.0.

Mpu aEannse QyHEYWOHUPOBAHWA NPOUBCCE YNPABNEHHA NPETEHEWAMMN CREOYET OLUBHUTE CTENEHE CODTEETCTEUA
NPOLECES YOTAHOBNBHHEM KPUTERUAM, 8 TAKKE NPWro0H0CTe NPOLSCCE NA AOCTUHEHHA NOCTEENEHHEX Uenad.

Hanpusep, BYOUT MOKET B Te OCYIYBCTENSH ONA OWEHKH!

- COOTEETCTEWA NPOYEAYD YIPEENEHEA NPETEHINAMM NONATHES 1 WENAM CRraHK3ALHN;

- CTENEHH BRNONHEHWRA B ORraHM3IALUHH NPOYSdYp YIP2ENSHHA NPETEHIWAMK,

- cNocofHOCTE AOCTURSHHA CYLECTEYMILUWM NROLUEACOOM YIPEENSHWE NPETEHIWAM M NOCTABNEHHE X USNa A ORraHu-

- CHNEHBIX M CNabe X CTOROH NPOUECCa YNPEENEHWA NRPSTEH 380 MA;

- BOIMOMHOCTH yNYHWEHWA NE0YSCCa yIRERNEHWR NPATEHIRAMN W 8r0 PEIVNaTATOS.

AynaT NPOYECCA YNPEENSHKA NPETEHZHAMK MOHET BT 3BNNAHWPOEAH W BRINONHEH KBK 48CTh AYAMTa CHETEME
MEHELHMEHTE KaH2CTES. [ oncNHATENEHAR HEPOpMEUWR 06 yQHTe CHCTEMBl MEHEQHMEHTS KA4ECTEE OPraHWIALMHA NEH-
sageHaa MCO 10011,

NMpunoxeswe J
(CnpasoYHoe)

CeeaeHMA O COOTBETCTEMHM HALWOHANLHLIX cTaHgapToe Poccruickon TegepalimmM
CCLINOYHLIM MENOYHAPOOHLIM CTaHAapTaM

TaBnuwyga J1

DfaIHaYE e SO NOUHGIT
OB IHAUBHME H HAHMEHOSAHWE COOTIETSTEYHLENT RALHOHANRHOM CTAHAARTA
MERAFHEPO QRG0S CTARgaET

WED 90012000 FroCT P MCO 9001—2001 CuoTemMsl MeHeaARMaHTA kauecTea. Tpefosasun

WO ah04-2000 FoCT B WMCO 2004—2001 CueTeMsl MEHEIHMEHTE KauacTER. PeroMesgagun no
YNYHWEHHH GeATENEHOLTI
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