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NMpepucnosue

3agayn, OCHOBHble nNpPUMHUMNBLI M NpaBuna npoBedeHust paboT no
rocygapcTBeHHOM ctangaptusaumm B Poccurickon depepaumn yctaHosneHol TOCT
P 1.0-2004 «CtaHgaptbl B Poccuiickon ®epepaumn. OCHOBHbIE MOSOXEHUS» W
FOCT P 1.2-2004 «CtaHgaptbl B Poccunckon ®epepauun. lNpasuna paspaboTkuy,
yTBEPXKOEHMWS, OOHOBNEHUS U OTMEHbIY.

CBepgeHusA o ctaHpapTe

1 NMOAINOTOBJIEH 3akpbiTbiM aKuMoOHepHbiM oblecTtBoM «AK-Teko» Ha
OCHOBe CODCTBEHHOIO ayTEHTUYHOrO NepeBoa CTaHA4apTa, YKa3aHHOro B NyHKTe 4.

2 BHECEH
3 YTBEPXOEH W BBEOEH B HOEWCTBUE TMPUKA3OM ®enepanbHOro
areHTcTBa Mo TEXHUYECKOMY PeryrnmpoBaHUIO U METPOSIOrMN OT «__ » 200_

Ne

4 Hacrtoawmin ctaHgapT gaBnsieTca MoAuUUMPOBAHHBLIM MO OTHOLLEHUIO K
mMexayHapogHomy  ctaHgapty MCO/MOK  20000:2005  «NHdopmaunoHHbIE
TexHonorun. YnpaenexHve ycnyrammy». [lpy 3TOM [JOMONHUTENbHbLIE (Ppasbl,
BKMIOYEHHblE B TEKCT CTaHgapTa Ana ydveta noTtpebHOCTeEN HauMOHanbHOW
3KoHOMMKK Poccuickon depepaumm, BolgeneHbl KypcuBOM.

NOCT P NCO/M3K 20000-200x cocTtouT wm3 criegylowmx ABYX YacTen,
0bbeanHEHHbIX 0OWKUM HasBaHuem «MHMOpPMaLUMOHHbIE TEXHONMOrnn. YnpasneHue
ycnyramm»:

YacTtb 1. «OBLmne nonoxxeHus n crnoBapby;
YacTb 2. «[lMpakTnuyeckoe pykoBOoOCTBOY.

Takke gna ydveta noTtpebHOCTEN HaUMOHaNbHOM 3JKOHOMUKM Poccuickon
depepaummn, cogepxxadmne NOCT P MCO/M3K 20000-1 gononHeHo lNMpunoxeHnem A,
B KOTOPOM MpuBEAEH NepeyeHb MNaHOBbIX JOKYMEHTOB MO YNpPaBfEHUIO ycryramu,
kotoporo HeT B MUCO/M3K 20000-2005.

5. BBEAEH BIEPBbIE

UHebopmayusi 06 uaMeHeHuUsIX K Hacmosiwemy cmaHOapmy rybnukyemcs 8
€Xe200HO  u30asaeMoOM  UHQOPMAUUOHHOM  yKa3amersie "HayuoHarbHble
cmaHdapmbl”, a meKkcm U3MeHeHUU U rorpasoKk — 8 exXeMecs4YHO u3dasaeMbiX
UHQOPMaUUOHHbIX  yKaszamernsx "HauuoHarnbHble cmaHOapmbl”. B  crydae
nepecmompa (3ameHbl) unu OMMEHbI Hacmosiweao cmaHOapma
coomeemcmeyruwee yeedomneHue bydem  ornybriukogaHO 8  eXeMeCSYHO
usdasaeMoM UHOPMaUUOHHOM ykalamesie "HauuoHarnbHble cmaHOapmbl”.
Coomeemcmsyrowas UHpopmayus, yeedoMIIeHUs U MmeKcmbl pasMew,atomecs
makxe 8 UHghopmMauyuoHHOU cucmeme obwe2o Mosib308aHuUsi - Ha oghuyuarbHOM
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calime HauuoHasibHO20 op2aHa Pocculckol ®edepauuu no cmaHOapmu3sauyuu 8
cemu MlHmepHem.

HacTtosawmin ctaHgapT He MOXeT ObiTb MOMHOCTBIO UMM YaCTUYHO
BOCMpou3BeAeH, TUpaXunpoBaH W pacrnpocTpaHeH B KadyecTBe OMULMANbHOro
nsgaHms 6e3 paspelieHuss dedepanbHOrO  areHTCTBa MO TEXHUYECKOMY
perynupoBaHuio 1 METPOIIOTUN.
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BBepeHue

Kak npaktudeckoe pykosoactso TOCT P MCO/M3BK 20000-2 npeacrtaBneHa B
BMae npaBun n pekomeHgauun. Ha Heé He OOMmMKHO gaBaTbCs CCbInok, kak Ha OCT P
MCO/M3BK 20000-1 «Obwime ceegeHnsa n cnosapby. Ona Toro 4tobbl TpeboBaHusA K
COOTBETCTBUIO HACTOSILLEMY CTaHAApTy He BBOAMMAM B 3abnyxaeHue, e€ npumeHeHue
TpebyeT ocoboro BHMMaHuUS.

TOCT P NCO/M3K 20000-2 gomkHa wucnonb3oBaTtbca coBmecTHO ¢ TOCT P
MCO/M3BK 20000-1 «O6wme nonoxeHnss M CrnoBapb», CBA3AHHOW C [aHHbIM
NPaKTUYECKNM PYKOBOACTBOM.

Mpepnonaraetcs, 4to BbinonHeHne tpebosanun NMOCT P MCO/MBK 20000-2
MOPYy4YEHO  COTPYAHWKAM, WMEHLWMUM  COOTBETCTBYHOLLYHD  KBanuUduKaumoo  un
KOMMETEHLMIO.

MOCT P NCO/M3K 20000-200x He cogepxuT Bcex TpeboBaHuMi K Buaam
obecneveHns KOHTpakTa.

Ha T1ex, kto npuMeHAaeT HaCTOAWMIA HauMOHAmbHbIN CTaHOapT, BO3JaraetTcA
OTBETCTBEHHOCTb 3a €ro KOppeKkTtHoe UCMNoJib30BaHUE.

CooTBeTCcTBME HaCTOSALWEMY HauuoHanbHOMY CcTaHOapTy He ocBoboxpaeTr oT
NpaBoOBOM OTBETCTBEHHOCTH.

B NOCT P NCO/M3K 20000-2 manaratoTcs nydwme npakTMkn nsi npoLeccoB
ynpaBreHus ycryramu, OrnMcaHHbIX B NEPBON YacTu AaHHOro ctaHaapTa.

B cBA3n c yBennyeHMem BaXHOCTWM NpPeAoCTaBfieHUs ycnyr ux notpebutenu
TpebytoT Hauny4wero obcnyxmBaHus (MpM MUHMMYME 3aTtpaT) ANs yOOBMETBOPEHUS
notpebHocTtenn cBoen OusHeca. OHU TakkKe NPU3HAKOT, YTO YCryrm M nNpoueccsl
yrnpaBfeHus ycriyraMyM OKa3blBaeT CYLIECTBEHHYH MOAAEPXKKY OpraHv3auusm B
nony4eHnn goxona n obecneyeHnn pesynbTaTMBHOCTM 3aTpar.

OCT P NCO/M3K 20000-1 saensetca cneundomkaumen ana ynpasneHus
ycrnyramu n gomkHa paccmatpumatbesa coBmecTHo ¢ TOCT P MCO/M3K 20000-2.

FOCT P MCO/M3K 20000 npepocTtaBnsieT BO3MOXHOCTb MOCTaBLUMKaM YyCnyr
MOHSATb, KakK MOBbICUTb KA4eCTBO NPeAoCTaBNEHNA CBOMX YCIyr UX NOTpebutensam - kak
BHELUHWUM, TaK U BHYTPEHHUM.

C yBenuyeHnem 3aBUCMMOCTU OT MOAAEPXKW YCNyr M WWpoTbl AnanasoHa
AOCTYMHbIX TEXHOMOruMM, MOCTaBLUMKN YCIyr MOFYT CTPEMWUTbLCA K MNOAAEPXKaHUIo
BbICOKMX YpOBHen obcnyxusaHus notpebutenen. Pabotas B pexume OTBETHOMU
peakuum Ha npoucxogswime cobbITUS, OHW TpaTAT CHAMWKOM Marno BpeMeHW Ha
nnaHMpoBaHue, MOAroTOBKY, aHanui, passutne u paboty ¢ notpebutensmn ycnyr.
Pesynbtatom  3TOr0  CTAHOBUTCA  HEMPUrOAHOCTb  CYLUECTBYIOLMX  CTPYKTYP
MOCTaBLUMKOB YCMNYr K TMPUHATUIO CTPYKTYPUPOBAHHLIX MNPEBEHTMBHO paboTarowmx
NpaKkTuK.

C uenblo MOBbILEHUS] KayecTBa, NMOHMKEHUS 3aTpaT, YBENMYEHUs TMOKOCTM U
YMEHbLUEHUS BPEMEHW peakuMnm Ha WHMLMaTMBbI MNOoTpebuTenen, HekoTopble
NOCTaBLUMKKN yCryr Obln NpuBneYeHbl K onpocy. PeaynbtatoM onpoca cran BbiBoA O
TOM, 4TO 3ddeKTUBHbIE MpoLecchl  ynpaBneHus ycnyramm obecneynBatoT
npegocTaBneHme noTpebuTensiM ycryr BbICOKOFO YPOBHS UM NO3BONSeT AOCTUraTb UX
YLAOBNETBOPEHHOCTH.
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FIOCT P UCO/M3K 20000 geMOHCTpupyeT WCKAYUTENbHbIE OCODEHHOCTU
NyyWnX NPakTUK peanu3auum npoLeccoB, KOTOPble He 3aBUCAT OT BuMAa U pa3MepoB
opraHusaumu, ot e€ HassaHus 1 cTpykTypbl. FOCT P MCO/M3K 20000 npymeHuM Kak
Ans 6onblWMxX, Tak U ANA MarnblX NOCTaBLMKOB YCAyr, U TpeboBaHNA NyYLIMX NPaKTUK
ONS NpoLeccoB YNpaBNeHUa YycnyramMm He W3MEHSITCS Npyu  U3MEeHeHun Buaa
opraHusauun, KoTopbli obycnaBnuBaeT ee CTPYKTypy YnpaBneHWs u MpoLecchl,
peanuayemMble B pamkax 3TOW CTPYKTYpbl.
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HALUMWOHANbHbIN CTAHOAPT POCCUUCKOWN ®EOQEPALUMN

MHdopmMaLMoHHaa TexHonorus

YnpaBneHue ycrnyramm
YacTb 2
«lMpaKkTnyeckoe pykoBoacCTBO»

Information technology — Service management — Part 2: Code of practice

1 O6nacTtb NpUMeHeHUA

OCT P NCO/M3K 20000-2 npencraensiet cobon oTpacrneBoe cornalieHne no
HOpMaMm Ka4yecTBa Anis npoueccoB ynpasneHus ycnyramum UT. CobnogeHne aTnx Hopm
npy ynpaeneHuu ycryramm obecneudvmBaloT Haunyyulee BO3MOXHOe obcnyxunBaHue
notpebutenen ycnyr. Takoe obcnyxuBaHue ynooBneTBopsieT TpeboBaHuaM Ou3Heca
notpebutenen ycnyr B npegenax CornacoBaHHbIX C HAMW YPOBHEW MCMNOSb30BaHUSA
NMOCTaBLUMKOM COBGCTBEHHbIX pecypcoB (aktmBoB). OHO npegocTtaBnsdeTcss Ha
npodeccnoHanbHOM ypoBHE U MMeeT (PMHAHCOBOE OOOCHOBaHME C Yy4EeTOM PUCKOB,
KOTOPbIE N3y4eHbI, COrNacoBaHbl 1 yNpaBnseMbl.

Pasnnuna B TepMMHOMOMNK, NPUMEHSIEMON AN OQAHOr0 M TOro Xe npolecca,
Mexay npoueccamu n pyHKLMOHAaNbHbIMIU FpynnamMm, a Takke nuuamMmu, 3aHMMmarLwmmMmm
COOTBETCTBYHOLUME OOIMKHOCTHbIE MO3ULUK, MOTYT caenaTb TeMy ynpaBreHus ycryramm
ANsi HOBOrO pykoBOAUTENSA TPyaHOW Anst noHumaHus. OTCyTCTBME MNOHMMAaHUSA
TEPMUHOMOMMN  MOXET CTaTb MNPEensTCTBMEM AN NOCTpoeHus 3G EKTUBHbBIX
npoueccoB. NoHMMaHMe TEPMUHOMNOMMN — 3TO pearnbHas U CyLlEeCTBEHHas nosib3a OT
npumeHeHns NOCT P MCO/M3K 20000. B TOCT P NCO/M3BK 20000-2 cogepxatca
pekoMeHgauun nocTtaBlMKaM ycnyr O HeobxoaMmocT NpuUMEHeHUst obLuen
TepMmuHonormm n 6onee cornacoBaHHOro nogxofa K ynpasnexuto ycnyramun. FOCT P
MCO/M3BK 20000 npepnaraet oOLiyi0 OCHOBY AN YNyyweHus ycnyr. Tak xe B
kayectBe ocHoBbl [OCT P WCO/M3K 20000-2 moxeT ObiTb UCNoONb3oBaHa
NnocTaBLMKaMn NHCTPYMEHTapus Ans ynpaBneHus ycriyramu.

FOCT P NCO/M3K 20000 6asupyeTtca Ha napagurme npoueccHOro nogxoaa, B
HEM U3NOXeHbl TpeboBaHMss K npoueccam ynpasrneHust ycnyramu. OH  He
npeAHasHayYeHo ANnsa NpoBefeHUs OUEHKM NpoayKuun - camux ycrye. Tem He MeHee,
opraHu3auun, KoTopble 3aHUMMaltTCA pa3paboTKoM WMHCTPYMEHTapus, NPOAYKTOB W
cuctem B obnactv ynpaeneHus ycnyramu, MOryT UCNOSb30BaTb Kak [aHHYK 4acTb
CTaHgapTa, Tak u obwme nonoxeHma u cnoeapb TOCT P MCO/M3K 20000-1 B
KayecTBe pekoMeHAauun npu paspaboTke WMHCTPyMEHTapusi, NpoAyKTOB M CUCTEM,
NOAAEPXKMBAIOLLMX NyYLUME NPAKTUKM YNPaBNeHUs yCcrnyramu.

FOCT P NCO/M3K 20000-2 npegoctaBnseT ykasaHus aygutopam v npegnaraet
MOMOLLb TEM MOCTaBLUMKaM YCIyr, KOTOpble MMaHUPYHT COBEPLUEHCTBOBAHWE YCNyr, U
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TeM, KOTOpble AOSMKHbl MPONTU ayauT Ha cooTeeTcTBue TpebosaHusam [OCT P
NCO/M3K 20000-1.

B NOCT P UCO/M3K 20000-1 npuBeneHbl cneumdukaumm B3aMMOCBA3aHHbIX
NPOLIECCOB, NPEACTaBMNEHHbIX HA PUCYHKe 1.

Mpouecchl NpefocTaBneHns yenyr

YnpaeneHne YnpaeneHune ypoBHAMN YnpaeneHue
MOLYHOCTAMM obcnyxneaHns obecneyeHnem
MH opMayoHHON

BesonacHocTK

MoaroToBka 0TYETHOCTH NO
ycnyram
YnpaeneHue .
BrogreTupoBaHne n yqy&T
6ecnepeboiiHoCTbIO

saTpart Ha yenyrn AT
npeaocTaBrneHns u

AOCTYMHOCTBI YCIyr ﬂpOLlECCbI
pPerynnupoeaHmna
\ YnpaeneHue koHdurypayuamm /
ﬂpoueccu YnpaBneHwe n3meHeHWAMUN |'|po|_|ec(:|:,|
penn3a OTHOLUEHWWA
[Npoyecckl peweHus
Poy P YnpaeneHue
OTHOLLEHWAMMW C
YnpaeneHne MHYnAeHTamun noTpe6uTensmu
YnpaeneHwe penuzamu
YnpaeneHne
YnpaeneHne npobnemamm noApAAYMKamMn

PucyHok 1. lNpouecckl ynpasneHnsa ycrnyramu.

2 TepMuHbI 1 onpegeneHus

B NTOCT P NCO/M3K 20000-2 npuMeHATCA TEepMUHbI W OonpederneHus,
nsnoxeHHole 8 FOCT P NCO/M3K 20000-1.

3 OCHOBHblIe HOPMaTUBHbIE NONIOXEHUS

3.1 Cuctema ynpaBrneHus

Lenb: O6ecneunts cucTeMy YynpaBfeHUs, BKNHOYaAKOLWY NOMIUTUKKM U
opraHusaumio ynpasneHus, No3BOSISIOLLYI0O peann3oBbiBaTh BHeapeHue Bcex yenyr UT
N apdeKkTUBHOE yrpaBneHne nmu.
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3.1.1 OTBeTCTBEHHOCTb PYKOBOACTBA NOCTaBLUUKa yCnyr

C uenbto BbinonHeHus TpedoBaHun [OCT P KMCO/M3AK 20000-1, ponb
PYKOBOLCTBA MOCTaBLUMKa YCIyr B YaCTU rapaHTUIM TOro, YTO NPOLIECCHI, MOCTPOEHHbIE B
COOTBETCTBUM C NyYLWIMMM NpaKTUKaMU, NMPUMEHSIOTCA U NOAOEPXKNBAIOTCS, ABMSeTcH
dyHOaMeHTanbHOM AN NbOoro NocTasBLUMKa YCNYT.

[ns Toro 4ytobbl rapaHTUpoBaTb cobniogeHne 06513aTenbCTB MO BbINOHEHUIO
TpeboBaHMIN HacTosILLero cTaHgapTa, B OpraHuM3auMu NocTaBliMKka ycryr M3 uucna
BbICLLErO PYKOBOACTBA [OOMMKEH OblTb ONpeaeneH pykoBoAWUTENb, OTBETCTBEHHLIN 3a
nnaHbl ynpaeneHust ycnyramm. OTOT PYKOBOAMTENb (OTBETCTBEHHbI PYKOBOAWUTESb)
[AOMKEH HeCTn obLLYy0 OTBETCTBEHHOCTb 3a (DOPMUPOBaAHNE M NPEAOCTaBMEHNE NNaHOB
ynpaeneHus ycrnyramu.

B  06si3aHHOCTM  OTBETCTBEHHOIO  PYKOBOAUTENS  OOIMKHO  BXOAWTb
KOMMMEKTOBaHME LUTATOB ANs MOCTOSIHHOM W MPOEKTHOW BMOOB AEATENbHOCTM MO
yryYLEHUIO YCRyr.

OTBETCTBEHHbIA pyKOBOAMTENb AOMKEH OblTb oGecneyeH rpynnon noaaepKku
NPUHSATUS PELUEHUIA C MOMTHOMOYUSIMU, OOCTATOYHbIMK ANS OnpedeneHns nonuMTUKU B
obnactu ynpaeneHus ycryramu v BbiNofHEHNUS 3TUX PELLIEHUIA.

3.1.2 TpeboBaHMA K AOKYMEHTaLUM NO yrpaBrieHUo ycrnyramm

OTBETCTBEHHbIA  PYKOBOAUTENb  AOIMPKEH  rapaHTUMpoBaTb  NPUrOAHOCTb
CBMOETENbCTB COOTBETCTBMS OAEWCTBYHOLLUMX MNPOLIECCOB YyMNpaBneHus ycryramu
TpeboBaHnam NOCT P MCO/M3K 20000 ona npoBegeHus ayguTta NOAUTUK, NSaHOB U
npoueayp B obnactu ynpasreHus ycryramm, a Takke IobblX CBA3AHHbIX C HUMW
DEeNCTBUN.

Bonblwasi 4acTb CBMOETENbCTB MNMAHMPOBAHMS  YNpaBleHust ycryramu U
peanusauun Takux NraHoB AOSMKHbI OblTb OPOpPMMeHbl B BUAE OOKYMEHTOB, KOTOPbIE
MoryT ObiTb ntoboro TmMna, opMbl U Ha MOObLIX HOCUTENsX, B 3aBUCUMOCTM OT WX
Ha3HayeHwusl.

B kauyecTBe NpurogHbIX CBMOETENLCTB MMaHNPOBaHUS yrNpaBrieHns ycryramu u
peanusauumn Takmx nraHoB o6blYHO paccMaTpUBalOTCS CrieayroLLme:

a) NOMWUTUKM U MIaHbl;

0) pokymeHTauus ob ycnyrax;
B) npoueaypsbl;

r) npoueccsl;

A) 3anMcyM O BbIMNONIHEHMM Npoueayp KOHTPOMs MIaHWPOBaHWUS YNpaBreHus
ycriyramu u peanusauum Takmx nraHoB.

Ons obecneyvyeHnss rapaHTUM TOro, YTO M3NOXKEHHble Bbile TpeboBaHua K
AOKYMEHTaLUUN BbINOMHEHbI, B OpraHM3auny nocTaBLUMKa YCNyr AOMKeH ObiTb BHEAPEH
N AOMKeH PYHKLMOHMPOBaTb NPOLECC yNpaBneHust JOKYMEeHTO060poToOM.
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[lokymeHTauuss gomkHa OblTb 3aWulieHa OT BO3MOXHbIX MOBPEXOEHUMN,
HanpumMep, 13-3a NIOXMX YCNoBUn eé xpaHeHusi, cCOoeB 1N oTkasa kKomnbloTepa.

3.1.3 KOMneTeHTHOCTb, OCBEAOMJIEHHOCTbL W NoOAroToBKa
nepcoHarna nocrasLiMKa ycnyr

3.1.3.1 O6was 4yacTtb

MepcoHan nocTaBLWMKa YCNyr, WUCMONb3yeMbld Afs BbINONHEHUs paboT no
yrnpaBreHuo ycrnyramu, OOMKeH oTBevaTb TPpeboBaHMSIM K YPOBHIO KOMMETEHTHOCTMH,
OCHOBaHHbIM Ha HanMYuM COOTBETCTBYIOLEro 06pa3oBaHWUsl, NOAFOTOBKW, HABLIKOB U
onbiTa.

MocTaBLUMK YCNyr AOMKEH:

a) onpegenuTb Heobxoaumble TpeboBaHUA K YPOBHK KOMMETEHTHOCTU ANs
Ka)kgowm ponu B ynpaBneHum ycryramu;

6) rapaHTMpoBaTb, YTO MEepCcoOHan OCBEAOMSIEH O 3HAYMMOCTM WU BaXKHOCTU
BbIMOSIHAEMON UM OEeATENBbHOCTUN B Npeaenax, BbIXOAALWNX 3a paMkm 61usHeca, 1 0 ToM,
Kakmm o6pa3om OH CNOCOOCTBYET AOCTMXKEHUIO Lienen obecnevyeHnsi KayecTBa;

B) nogdepXvmBaTb B akTyasrlbHOM COCTOsHMM 3anmcu 06 obpasoBaHuu,
NOAroTOBKe, HaBblkax W ONbITe NepcoHana;

r) obecneumBaTb NOATOTOBKY WM NpeanpuHUMaTh Opyrue OewWcTBust Ans
yAOBNEeTBOpPeHNss TpeboBaHUIM K YPOBHIO KOMMNETEHTHOCTW NepcoHana;

[4) MpOBOAUTb OLEHKY 3(PPEKTUBHOCTU NPEanPUHSATBLIX JEUCTBUN.

3.1.3.2 TlpodeccrmoHanbHbIU POCT NepcoHana nocraBLMKa ycnyr

MNocTaBLwmk ycnyr AOoJpkKeH pa3BuBaTb U MOBbIWATb KOMMNETEHTHOCTb CBOUX
COTPYOHUKOB. Cpe,uw npeanpuMHMmMmaembixX Anda 3Toro Mep, NOoCTaBLUMK yCcnyr OOJDKEeH
yaoenAaTb BHUMaHue crneayruwnm:

a) KOMMIEKTOBaHWIO Kagpamu - C Lenblo NPOBEepKM AOCTOBEPHOCTM CBEAEHUI O
KaHOMaaTax Ha JOMKHOCTb (BKMoYas nx npodeccrnoHanbHyo KBanudukaumio), a Takke
BbISIBITEHUS UX CUTbHbIX U CrabbiX CTOPOH, U OLIEHKE COOTBETCTBUS UX NOTEHUMANbHbIX
BO3MOXXHOCTEW AOMKHOCTHLIM UHCTPYKLUMSM/NPOMUIIO, LIENSIM yYNpaBneHus ycryramm u
o6LLMM Lensam obecrneyeHus kKadyecTBa NpeaocTaBnsAeMblX YCyr;

6) NnNaHMpoBaHWIO — C LUENbld  YKOMMMEKTOBaHUS  MepcoHanom  Ans
npeaocTaBneHnMst  HOBbIX MMM paclUMpeHHbIX  ycnyr  (BKMYas  ycnyru,
npeaocTaBnsieMble Ha OCHOBE KOHTPAaKTOB), WMCMOMb3YHLIMX HOBblE TEXHOMoru, a
Takke HasHa4yeHWsi nepcoHana Mo ynpaBneHuo ycryramm B KOMaHAbl, BbINOMHSAOWMNE
MPOEKTbl MO WX YNy4YylWEHW, M B KOMaHAbl, 3aHUMalOWMECs MraHUPOBaHMEM
YKOMMMEKTOBaHUS MU BOCMOSIHEHNEM NpoberioB, BO3HWMKAOLWMX BCIEACTBME OLLIMOOK B
NPOrHo3ax TeKy4ecTn Kaapos;
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B) MOArOTOBKE M Pa3BUTUIO - C LIENbIO onpeaeneHns TpeboBaHum K NOAroToBKE U
pasBUTUIO NepcoHarna, oPOPMIIEHHbIX B BUAE NiaHa NOArOTOBKN U pasBUTUSA, a TaKkke
obecnevyeHnsa cBoeBpeMEHHON U pe3ynbTaTUBHOW peanusaunmn 3Tnx TpedoBaHun.

lMepcoHan pomkeH OblTb MOArOTOBMEH MO COOTBETCTBYHLIMM BOMpocam
ynpaBneHus ycnyramu (Hanpumep, rnocpedcmseoM nodaomoesumersibHbIX Kypcos,
camocmosimesibHo20  0by4yeHusi,  HacmaesHudecmea U crieyuasnu3uposaHHoU
rnodzomosku). Takke y nepcoHana LOMMKHbl ObITb pa3BUTbl PYKOBOAALLUME HaBbIKM U
HaBblkn paboTbl B KOMaHae. XpOHOMOrnmyeckne sanmcu no noaroToBke nepcoHana
OOJTKHbI NOAOEPXMBATLCA B aKTyarlbHOM COCTOSIHAM AN KaXaoro odbyv4aemoro BmecTe
C OnucaHuem npongeHHON UM NoAroTOBKM.

3.1.3.3 Bo3MOXHble MeToAbl MNOBLIWEHUS YPOBHA KOMMETEHTHOCTHU
nepcoHana

Ona  [oCTWXKEeHMs  COOTBETCTBYHLUMX YPOBHEW KOMMETEHTHOCTU  KOMaHZ
COTPYOHWUKOB, MOCTaBLUMK YCNyr OOSDKEH ONpPeAenuTbCa C ONTUManbHbIM COYETaHUEM
MeXxay HarlMOM MnepcoHarna Ha MOCTOSHHYK M BPEMEHHYHK paboTy. Takke MOCTaBLUMK
YyCnyr OOSDKEH onpefenntb, KTO M3 COTPYAHMKOB OOSDKEH MPOWTM NepenoaroToBKy W
Kakou NepcoHan AO0SMKeH ObiTb HAHAT Ha paboTy.

MpumevyaHume - OnTMmanbHbii GanaHC B HanMMe MepcoHana Ha MOCTOSIHHYK W
BPEMEHHYIO paboTy OCOGEHHO BaeH Torga, Korda MNOCTaBLUMK YCRyr nNnaHupyeT, Kak
NnpeaoCcTaBnATb yCryry BO BpeMS M MOCMe KPYMNHbIX M3MEHEHWN B YMCMEHHOCTU U HaBblKax
nepcoHana, obecne4vvBatoLLero npeaocTaBneHne ycnyr.

dakTopbl, KOTOpble AOMKHbI OblTb Y4YTEHbl NPW YCTaHOBMEHWM Haubonee
nogxoasien KoMOMHaALMN METOLOB MOBLILEHWUSI YPOBHS KOMMNETEHTHOCTU NepcoHana,
cnepytoLume:

a) KOPOTKUA WNN OnUTENbHbIA CPOK [OEWCTBUSI HOBbIX WM U3MEHEHHbIX
TpeboBaHUIN K YPOBHIO KOMMNETEHTHOCTM NEPCOHana;

6) TeMnbl UAMEHEHNA HaBblKOB 1 KOMMNETEHTHOCTU NepCcoHanna;,

B) npeanonaraemble MWK W MPOBanbl 3arpy>KEHHOCTU MepcoHana C y4yeToMm
TpebyeMbiX HaBbLIKOB, OCHOBbLIBAsiCb MpPU WX OMNpPeAeneHnM Ha nnaHupoBaHUK
ynpaBneHns ycnyramu u ynyyeHust yenyr;

r) AOCTYMHOCTb NEepcoHarna ¢ COOTBETCTBYOLLEN KOMNETEHTHOCTLIO;
A) TeMmnbl TEKY4EeCTU KaapoB.;
€) nnaHbl NoAroTOBKU NepcoHana.

lMocTaBWMK ycnyr [OMKEH He pexe OOHOro pasa B rog aHanmsMpoBaTb
NPOU3BOAMTENBHOCTL TPyAa KaXAoro COTPYAHWKA (Harpumep, pe3yrbmamueHOCMb
pabombi, uHmMeHcusHocme mpyda compyOHUKa) N NPUHUMATb COOTBETCTBYIOLLNE
Mepbl.

3.2 nﬂaHMpOBaHMe n peanuniauuvsa ynpasrneHusa ycnyramm
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3.2.1 MNMnaHunpoBaHue ynpaBneHusa ycnyramum (MnaHnpoBaHue)
Llenb: NMnaHnpoBaTb BbINOMHEHWE 1 obecnevyeHne ynpasneHns ycnyramu.
3.2.1.1 CopepxaHue ynpaBneHus ycnyramm

CopepxaHue (obnactb OeATENbHOCTWU) YNpaBrieHUs ycrnyramu [AOMKHO ObiTb
YacTblo NNaHa ynpasneHns ycnyramu.

Hanpumep, coaepxxaHue MoXeT onpeaensitbCs B 3aBUCUMOCTHU OT:

a) opraHusaumm (Harpumep, om opaaHu3ayUOHHOU cCmpyKmypbl nocmasuwjuka u
nompebumers ycriye, Kornudecmea rodpasdesieHul u op.);

0) MecTopacnonoxeHusi (Harpumep, 2eospaghuyecKo20 pPacriofoxeHus oghucos
rnocmasuwuka u nompebumerns ycriye u op.);

B) ycnyr (Hanpumep, om obbema u cocmasa rpedocmasriseMbiX ycriyea).

PykoBOACTBO nocTaBLiuKa yCrnyr 4OMMKHO OnpenenvTb coaepKaHue ynpaBneHns
ycrnyramm Kak 4acTb CBOEW OTBETCTBEHHOCTM (M Kak YacTb NnaHa ynpasneHus
ycnyramu). 3atem cogepkaHue ynpaseHusi ycnyramm OOfmKHO ObiTb MPOBEPEHO Ha
cootBeTcTBUE TpebosaHnam FOCT P MCO/MIK 20000-1.

MpumeyvyaHune - NopsaoKk U3MEHEHUS coaepKaHus ynpaBneHnsa ycryramu onvcaH
B pasgene 3.7.2.

3.2.1.2 MeToabl NnaHMpoBaHUs ynpasrieHUs ycryramu

BmecTo ogHoro GorbLUOro nnaHa unv nporpaMMbl ynpaBreHusl yeryraMmm MoXeT
OblTb MCMNOMb30BAHO HECKONbKO NnaHoB. B 3STomM cnyyae OCHOBHblE MNPOLIECCHI
ynpaBneHust ycryramy OOSKHbl ObiTb COrnacoBaHHbl ApYyr ¢ APYroM. Takke OorkHa
ObiTb  NPeAycMOTpeHa  BO3MOXHOCTb — [EMOHCTpauuMuM  TOro, Kak  Kaxngoe
3annaHupoBaHHOE MeponpuaThe (OeicTBMe) ynpaBnsieTcs NocpeacTBOM ero CBs3ei ¢
COOTBETCTBYHOLLUMMM PONISIMA, OTBETCTBEHHOCTSIMM, MpouedypaMu U npoleccamu
ynpaBneHus ycnyramu.

lMnaHnpoBaHWe ynpaBneHust ycnyramum OOSMKHO SIBNATLCS 4acTbi npouecca no
npeobpasoBaHuio TpeboBaHM noTpebuTenen n 3ambiCNOB BbICLLErO PYKOBOACTBA
nocTtaBwmka B npegocraBnsieMmble ycnyrn. OHO [OMKHO onpenenaTb HanpaeneHue
yny4LleHus npoLecca ynpaBrneHus ycrnyramu.

MnaH ynpasneHuna ycnyramm goJikKeH OXBaTbiBaTb:

a) BHegpeHMe npouecca ynpaereHuss ycnyramm (UnNu  4YacTu npouecca
ynpasneHus ycnyramu);

6) dopmanbHoe NpPUHATNE NPOLLECCOB YNpaBneHNst yCryraMmu K BbINOSTHEHWIO;
B) M3MEHeHUs1 B MpoLieccax yrnpaBreHus ycrnyramu;

r) yny4leHue NpoLeccoB ynpaBneHusl ycnyramu;
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[) HoBble ycrnyrn (CTeneHb WX BIUSIHUS Ha MPOLECCHbl, ONpeaerieHHble B
CornacoBaHHOM COAEPXaHUM YNpaBneHus ycryramu).

3.2.1.3 CoObiTuA, nognexaiyume y4yety B NiaHe ynpaBreHus ycnyramm

[ns u3aMeHeHus npouecca ynpasreHus ycrnyramM W camux ycryr B nnaHe
AOMKHbI YYUTLIBATLCA TaKME MHULIMUPYIOLLNE UX COObITUS Kak:

a) ynydlleHve ycnyru;

0) n3MeHeHWs ycnyru;

B) CTaHgapTu3aums MHPPaCTPYKTYpbl;
) W3MeHeHus B 3aKOHOOATENbCTBE;

[A) V3MEHeHUss B BEAOMCTBEHHbIX akTax, Hanpumep, W3MeHeHue pasmepa
MECTHOro Hanora;

e) pgectabunmsauus wn crabunusauus pasnuMyHbIX BUOOB  OEATENbHOCTY,
(Hanpumep, U3MeHeHUe cmerneHu emewamernibcmea eocydapcmea 6 pas/iuyHbIe
ompacJsiu rnpoMbIUIEHHOCMU);

X) CrnvsiHMe 1 NornoLleHne opraHmMsaumm (KonaHum).

3.2.1.4 CopepxaHue v ornasrieHMe nraHa ynpasrieHMa ycnyramum

MnaH ynpasneHuna ycnyramm goJikKeH onpenendrb.

a) cogep)xaHue npouecca ynpasreHus ycnyramm ¢ TOYKM 3peHusi nocTaBLumKa
yCnyr;

0) uenn, koTopble AOMKHbI ObITb JOCTUTHYTLI, U TPEOOBaHMS, KOTOPbLIE OOSMKHbI
ObITb BbINOMHEHLI, NOCPEACTBOM YrNpaBfeHus yCriyramu;

B) pecypcbl, cpeactBa v OwogxeT, Heobxoaumble Ond  OOCTUXKEHUS
NOCTaBIEHHbIX Lienemn;

) coctaB M B3aMMOCBA3WN posieM M 00s3aHHOCTU PYKOBOACTBA MOCTaBLUMKA
ycryr, BKMYasi OTBETCTBEHHOro pyKoBoAUTENs, BrajenbueB MNpoueccoB U
COTPYAHUKOB, OTBETCTBEHHbIX 3a YMpaBfieHWe KOHTpakTaMuM W COrnalleHusiMn C
nogpsgymkamu (cm. pasgen 3.5.3.2);

A) B3aMMOCBA3W Mexay npoueccamn ynpasreHus ycryramum u - cnocob
KoopauHauMm [OencTBuM/A MO peanu3auuuM nnaHa w/wunu npoueccoB  yrpasreHus
ycnyramu;

e) noaxona, I'IpVIMeHFleMbIVI OnA BblABIEHUA, OLUEHKN U ynpaBlieHNA BO3MOXHbIMU
r|po6nemaMV| n pnuckamun, CBA3aHHbIMU C OOCTUXKEeHNEM MOCTaBJ1€HHbIX uenewm;

X) KaneHdapHbli MNnaH UCMONb30BaHUS PECYpPCOB C YyKasaHuWem pJaT, npu
HacCTYNMEHUN KOTOPbIX AEHEXHble CpPeacTBa, COTPYOHWKU, C YY4ETOM WX HaBbIKOB, U
Apyrue pecypcbl 6yayT OOCTYMHbI;

3) MNOAXO4 K W3MEHEHWIO MraHa ynpaBneHusi ycrnyramum W camux YCnyr,
onpeneneHHbIX NraHoM;
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M) nogoxoA nocCTaBLyMKa YCNyr K AEMOHCTpauun HenpepbiBHOTO ynpaBrneHus
Ka4yeCTBOM (Harnpumep, nepuodudeckul ayoum);

K) npouecchl yrnpaBrneHnd ycriyramum, KOTopble O0J1KHbI BbIMOJTHATLCA;

Nn) WHCTPYMEHTapui, NpMMEeHsieMbli Ons peanu3auuy NpoLecCoB YynpaBneHus
ycryramu.

3.2.2 OcywecTtBneHue ynpaBrneHus ycnyramu ]
npeaoctaBneHue ycnyr (OcywecTBneHue)

Llenb: [docturaTb nocTaBneHHble LenuM UM peanusoBbiBaTb MiaH ynpaBreHus
ycrnyramu.

lMpuBegeHne npoueccoB YMpaBfieHUs ycryramm B COOTBETCTBME C fyuYlIMMU
npakTukamun, cnocobHbiMn ygosneTBoputb TpebosaHusam FTOCT P MCO/M3K 20000-
200X, HEBO3MOXHO, €Cnn 3TN YCIyrn He COOTBETCTBYIOT TpeboBaHMAM, NpUBEAEHHbBIM
B TOCT P MCO/M3K 20000-1.

Hekorga BHegpeHHble YCRyrM M MpoLEcChbl yrnpaBreHUs ycryramu [AOMKHb
noaaepXuBaTbecsl B pabodYem COCTOSHUMN.

Mx ananuM3 [omkeH npoBOOAMTbCA B COOTBETCTBMM C  TpeboBaHusMM
pasgena 3.2.3.

MpumevyaHue — [onycTuma cuTyauusi, Koraa COTPYOHMK, 3aHMMaOLLMICS
nnaHMpoBaHMEM U MHULMUPOBaHWEM paGoT Mo BHEAPEHMIO NPOLECCOB YNpPaBeHUst ycryramu,
HenpurogeH HenocpeACcTBEHHO ANS BbINONHEHUS 3anfaHUPOBaHHbIX paboT.

3.2.3 MOHMTOPUHr, wu3MepeHne U npoBeAeHWe aHanusa
ynpaBneHus ycnyramu (lMpoBepka)

Llej'lbi OcyLLl,eCTBJ'IFlTb MOHUTOPUHI, U3MEPATb U NPOBOAUTb aHalin3 CTeneHun
OOCTMXKEHUS Lilenen 1 BbINOMHEHUS NaHa ynpaBiieHuna ycriyramu.

MocTaBLUMK YCRyr OOMMKEH CMiaHMpPOBaTb U BHEAPUTb MOHUTOPUHE, U3MEPEHNE,
nccnenoBaHve 1 aHanua NpegocTaBnsieMblX YCyr, NPOLEeCCOB YNpaBneHnst ycryraMmum u
CBSI3aHHbIX C HMMM CUCTEM U YCTPOWCTB. ONEMEHTbl, KOTOpble [OIMKHbI OblTb
noaBEPrHYTbl MOHUTOPUHTY, NU3MEPEHUIO 1 aHanM3y, BKIHOYatoT:

a) (*)aKTI/ILIeCKI/I OOCTUTHYTbIE pes3ynbTaTthbl npenocrtaBlieHnA ycnyr no
CpaBHEHUIO C onpeaerneHHbiMn LeneBbiMn 3Ha4YeHNAMN NapamMeTpoB 06CJ'Iy)KI/IBaHI/IFI;

0) yaoBneTBOpPeHHOCTb nNoTpebutenen ycnyr;
B) 3arpyeHHOCTb PECYpPCOB, UCNONb3yeEMbIX AN NPeaOCTaBNEHUS YCIyT;
r) TeHOeHUMM B NpeaoCTaBNEHUN yCnyr;

A) 3HaunTenbHble OTKIMOHEHUS OT COrMlacoBaHHbIX 3HAYeHWI NapameTpoB B
npenocTaBneHnun Yycnyr (Harnpumep, HU3KUU yposeHb hbakmu4yecku OocmuaHymbIx
pe3yrnbmamos ripedocmaesieHuUs1 ycriya rno CPasHeHUro ¢ 3arnsiaHuposaHHbIMuU U 0p.).
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(npoekm, nepeasi pedakyusi)

PesynbTaTbl Takoro aHanusa [AOMKHbl UCMOMb30BaTbCs B KayeCcTBE WCXOOHOM
nHdopMauun anst GopMUPOBaHMS NnaHa yryylleHUs YChyr.

KpoMe [eaTenbHOCTM MO WU3MEPEHMIO M aHanu3y MpoLECCOB YNpaBreHus
ycriyramu, BbICLLEMY WCMOSNIHUTENbHOMY PYKOBOACTBY MOCTaBLUMKA YCIyr MOXET
noTpeboBaTbCsi NPOBEAEHWE BHYTPEHHEro ayauTa W Opyrux nposepok. [pu
onpeneneHMn nNepvoanyHoOCTM NPoBeAEHNsl BHYTPEHHEro ayauTta M Opyrvx npoBEpOK,
cpean MpoYMx yYUTbiBaeMblX (PAKTOPOB, HEOOXOAMMO Y4YMTbiBaTb BENUYUHBLI PUCKOB,
CBSi3aHHbIX C Mpoueccamyn ynpaeneHus ycryraMu, 4acTtoTy UX HacTynneHns 1 UCTOPULO
CBSI3aHHbIX C HUMM NpobreM. BHYTpeHHUIA ayauT 1 NpoBepKM AOMKHbI NaHNPOBaTHLCS,
KBanMuLUMPOBaAHHO BbIMOMHATLCS U PEFMCTPUPOBATLCS.

3.2.4 HenpepbiBHOE  ynydleHue  yrnpaBfieHUss  ycnyramu
(OenctBune)

Llenb: MoBblwaTtb pe3ynbTaTMBHOCTb M 3PMEKTMBHOCTL NpeaocTaBreHns ycnyr
M NPOLIECCOB yNpaBreHnst ycryramu.

3.2.4.1 MNMonuTuKM HenpepbIBHOIO Yry4llueHUA ycnyr

MocTaBLWMK ycnyr AOMKEH Npu3HaBaTb, YTO BCEraa CyLIECTBYET BO3MOXXHOCTb
NOBbICUTb 3P(PEKTUBHOCTb M Pe3ynbTaTUBHOCTb NpeAocTaBneHuns yenyr. [JomkHbl 6biTb
ony6nMKoBaHbl JOKYMEHTLI, coAep)kaliue nonuTuki B obnacTtn obecnevyeHns kayectsa
N yNyYLIEeHUs YChyr.

Bce, kTO BOBNEYeH B MPOLIECCHI yNpaBfieHnst ycryramm U B YiydleHne yCnyr,
JOIMKHblI ObITb O3HAKOMISIEHbl C MOMIMTMKOM B obOnactm obecneyeHus kKavecTBa U
YyNyYLeHUs ycnyr u Co CBOMM NIMYHbIM BKITaAOM B JOCTMXKEHUE LIENEN, BbITEKAKOLWMX U3
JaHHOW NONUTUKN.

B yacTHocTW, Becb nepcoHan nocTaBLiuKa YCNyr, BOBMNEYEHHbI B NPOLIECCHI
ynpaeneHus ycryramu, A0MmKeH MMeTb NoApPO6GHOe NoOHMMaHMEe NPUYacTHOCTU K 3TOMY B
paMKax NpoLeCCcOoB yrpaBneHnst ycnyramu.

[JormkHO  ObITb  HamaxeHo  3aeKTUBHOE  B3aMMOAEWCTBUE  Mexay
yrnpaBrieHYeCKMMN CTPYKTYpaMmn NoCTaBLmKa ycnyr, notpebutenen n noapsiayvkoB B
YacTu NOBbILIEHUS KavyecTBa YCNyr 1 BbINOMNHEHNA TpeboBaHu noTpebutens.

3.2.4.2 MnaHupoBaHue yny4lleHus ycnyr

B uensx BbinonHeHus TpeboBaHnin NONUTUKK B obnactn obecnevyeHuns kadectsa
N ynyyweHus ycnyr, noctaBliukam YCrnyr cnegyeT MCNosib3oBaTb METOAUYECKUN W
CKOOPAWHUPOBAHHLIN MOAXOA K MOBbILWEHUIO Pe3ynbTaTUBHOCTU U 3PEEKTUBHOCTHU
obcnyKmMBaHUS, OCHOBAHHbIN Ha NNaHax pasBUTUA CBOEW OEATENbHOCTU, NPOrHo3ax u
nnaHax passuTtus GusHeca notpebuTenen.

Mepen BHeApeHWEeM nNnaHa YhyylWeHWs YCryr, CyLecTBYOLWMNe YPOBHM
obCcnyxmBaHUsi U nNapamMeTpbl KayecTBa YCNyr AOMKHbl OblTb 3aperMcTpypoBaHbl Kak
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(npoekm, nepeasi pedaKkyusi)

6asnc, c KOTOPbIM MOXHO CpaBHUTb (*)aKTI/I‘-IeCKI/Ie yny4dleHud. UTtob6bl oueHnTb
pe3ynbTaTtnBHOCTb N3MEHEHUN B 06CJ'Iy)KVIBaHI/II/I M B KayecTtBe nMnpenocrtaBiiAeMblX
ycnyr, (baKTI/I‘-IeCKMG ynyduweHua Heobxoanmo CpaBHMBATb C 3anjlaHNpoBaHHbIMW.

MpumeyvyaHune - TpebGoBaHMSA K YNy4LUEHWUO YCryr MOTyT MOCTynaTb CO CTOPOHbI
BCEX MPOLIECCOB yNpaBeHUsi ycryramu.

MocTaBLUMKy ycnyr HEOBXOAMMO MOOLLPATL CBOW NepcoHan v notpebutenen 3a
NpeanoXeHUs Mo YNy4LeHWIO YChyr.

MpumeyaHue - IT0 MOXeT ObITb peanvM3oBaHO MOCPEACTBOM CUCTEMbI MOAAuU
pauMoHanM3aToOpCKUX NPeasiokeHWn, LMKMOB ynpaBreHuMs KayecTBOM W NpOBeAeHust
COBMECTHbIX COBELLAHWIA.

Llenwn ynydweHns ycnyr omkHbl ObiTb U3MEPUMBI, CBSI3aHHbI C LiensiMu 6raHeca
noTpebuTenen n NocTaBLUMKa YCNyr, a Takke 3a40KYMEHTUPOBAHbI B NiaHe yry4dlleHus

yChyr.
Yny4lweHue ycnyr AOMKHO akTUBHO YNpaBnsTbCsl, Takke OHO JOMKHO CBEPATLCS
¢ dhopMarnbHO yTBEPXOEHHBIMU LENSMU M3 NNaHa YryylleHUs YCnyr.

3.3 nnaHVIpOBaHVIe n BHeApeHune HOBbLIX WU U3MEHEHHbIX
ycnyr

Llenb: T[apaHTuMpoBaTb, 4YTO HOBble W W3MEHEHHbIE ycnyrn OyayT
NpeaoCcTaBNATbCA U YNpaBnsTbCA B COOTBETCTBUM C COrfacoBaHHbIMK 3aTpaTtamu u
YyCTaHOBIIEHHbIM Ka4eCTBOM.

3.3.1 MNpeameT nnaHupoBaHuA

MnaHupoBaHne HOBbIX UM UBMEHEHHBIX YCNYT OOIMPKHO BKIHOYATb NEPECMOTP:
a) 6axeToB;

6) obecneyeHHOCTM NepcoHanowm;

B) CYyLUECTBYIOLMNX YPOBHEN OBCNYXNBaAHUS;

r) cornaweHuin 06 ypoBHSAX OOCMNYXXMBAHUS U APYIUX LENeBblX 3HAYEHUA Unu
06513aTENLCTB N0 NPEAOCTABNEHMIO YCIYT;

[) CyLLeCTBYHLMX MNPOLIECCOB, Npoueayp W AOKYMEHTauuu Mo ynpaBreHuto
ycrnyramu;

e) copepxaHus (obnactb OesATenbHOCTM) MPOLECCOB YNpaBfieHUs YCryramu,
BKMOYas HeOaBHO BHeOPEHHble MNpPOLECChbl ynpaBfeHus ycrnyramu, copepXxaHue
KOTOPbIX paHee He BXOOUIIO B AaHHOE coepKaHue.

3.3.2 3anuncu 06 nsaMeHeHUAX B ycnyrax
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(npoekm, nepeasi pedakyusi)
Bce m3meHeHuss B ycnyrax AOOMKHbl OblTb OTpaXkeHbl B 3anucsix npouecca
yrnpaBfieHUs U3MEHEHUAMM.
OcyuiecTBneHne n3aMeHeHnin ycnyr Bkto4aeT NpoBeAeHE NNaHMpPOBaHNA No:
a) Habopy/nepenoaroToBKe NepcoHana nocrasLymKka yCnyr;

6) m3mMeHeHuto MEeCTOpPacnonoXeHus (Hanpumep, U3MEHEHUIO
2eozpaghuyeckoz20 pacriofioxXeHusi oghucosg rnocmasuwjuka unu rnompebumerns ycrye u

op.);
B) NOAroTOBKE Morfb30oBaTeENen;

rjoobecnevyeHnto  obmeHa  MHoOpMaumen  Mexgy — MNoCTaBLUKOM U
noTpebutensiMm ycnyr o xoge v pesynbTartax Takoro U3MeHeHus;

}J,) M3MEHEHNIO CYLLHOCTU nogaep>xxmnBaemMblixX TEXHONOINI;

e) hopManbHOMY MpeKpalleHnio  NpefocTaBneHus  YyCnyr  (Hanpumep,
ycmapesuwed npedocmasnisemou ycryau, kKomopas b6ydem 3ameHeHa HoeoU unu
U3MEHEHHOU).

3.4 [lpouecchbl NnpeaocTaBrieHUA ycnyr

3.4.1 YnpaBneHue ypoBHAMU OOCIyXMBaHUA

Llenb: Onpenenstb, cornacoBbiBaTb, PErMCTPUPOBATL U YNPaBAaTb YPOBHAMMU
obcnyxmBaHus.

3.4.1.1 Karanor ycnyr

Katanor ycnyr [p[omkeH cogepXaTtb BCe YyCnyru, npeaocTaBnsemble
NOCTaBLUMKOM noTpebutento ycnyr. Ha «kartanmor ycrnyr MOXHO ccCbinaTbCa B
cornaweHunsax o6 ypoBHsIX 0GCNyXuBaHUSA, ero crnegyeT UCMNonb3oBaTb AN XpaHeHUs
CBEOEHWA, M3MEHEHME KOTOpbIX paccMaTpuBaeTcs B COrnaweHuax o0 YpPOBHSX
obcnyxmBaHus.

KaTtanor ycnyr Heob6xoanmo nogaepXxmBaTth B akTyarlbHOM COCTOSIHUMN.
MpumeyvaHune - Katanor ycnyr MOXeT cogepXaTb CreayoLyo nHopmaLmio:
a) HauMeHOBaHue ycnyru;

6) ueneBble 3HauyeHWss  MNapamMeTpPOB  OOCMYXWBaHWSA,  Hanpumep,  BpeMs
cpabaTbiBaHWA MpUHTEpPaA, BpeMs, Heobxoaumoe ONS MNOAKIIOYMEHUS MPUHTEpa, BPEMSI Ha
BOCCTaHOBIIEHME YCNyru nocne KpyrnHoro c6osi u ap.;

B) KOHTaKTHyl MWHQoOpmMauuio (Hanpumep, meneghoH [ucrnemuyepckoli Cryx6bi
Cepsuc-0eck);

) AHM M Yacbl MPEeOOCTaBIEHUS YCNYrM W WUCKIIOYEHUS M3 [HEW U 4acoB
npeaocTaBneHns (Harnpumep, 8bIXO0HbIe, MPa3odHUKU U 0p.);

4)  MeponpusaTusi No obecneyeHnto MHpopMaLMOHHON 6e30MacHOCTY.
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(npoekm, nepeasi pedaKkyusi)

Kartanor ycnyr — 3TO KItoueBom OOKYMEHT AOnA perynmposaHud OXnaaHun
n0Tpe6|/|Ten;|. OH pgomkeH ObITb nerko OOCTYMNMHbIM N LWNPOKO MPUMEHUMBLIM KaK O514
I'IOTpGGI/ITGJ'IGI?I, TakK U An4a nepcoHana, obecneumBatoLero npenocrtaBneHune ycryr.

3.4.1.2 CornaweHus o6 ypoBHAX 06CnyXnBaHUA

Ycnyra pomkHa ObiTb ¢hopmanbHO 3ad0KyMeHTMpoBaHa B corfawieHun o6
ypoBHsaX  obcnyxuBaHus. CYO  pgomkHO  ObiTb  NOAMMCAHO  MOSHOMOYHbLIM
npeacTasutenem (NOAHOMOYHLIMK NMpeacTaBUTENAMU) NOTpebuTena N NOMHOMOYHbLIM
npegcrtaButeneMm  (MOMIHOMOYHBIMW  MPEACTaBUTENsIMMA) MOCTaBLUMKa ycnyr. [Ons
npouecca ynpasreHnst UAMeHEHNAMKN cornawleHme o6 ypoBHAX 06CnyKMBaHUS OOMKHO
ObITb TaKUM € NPEAMETOM PAaCCMOTPEHUS, KaK YCIyru, KOTOpble B HEM OMUCaHbI.

CopepxaHune, cTpyktypa CYO 1 ueneBble 3Ha4yeHUss napameTpos
obcnyxuBaHus, Bknovaemble B CYO, OOMmKHbI ONpeaensaTbCa Ha OCHOBE NoTpebHoCcTEN
busHeca noTpebutens wun ero Owgxeta. LleneBble 3HayeHUs1 NapamMeTpoB
obCcnyXnBaHUsl, B CpaBHEHMM C KOTOPbIMW MpeAocTaBlneHHas ycrnyra OofmkHa ObiTb
n3mepeHa, A0MKHbl ObiTb onpeaeneHbl C TOYKM 3PEHUSA MPOrHO30B M NMAHOB Pa3BUTUA
BGusHeca noTpebuTens ycnyr.

[ns Toro YToGbl CKOHLEHTPUPOBATL BHUMaHUE Ha Hanbornee BaXKHbIX acrnekTax
ycrnyr, cornaweHne o6 YpOBHsIX OOCRYyXMBaHUSI OOMKHO BKMYaTb B cebsi TONbKO
HeobXxoaMMble LieneBble 3Ha4YeHUsi NnapameTpoB 06CNYyXMBaHUS

MpumeyaHue — CnuwkoM GonblUOe KONMMYECTBO LIENEBbIX 3HAYEHMI NapameTpoB
o6CcnyXMBaHUsi MOXeT Bbl3BaTb MyTaHMLY U NPUBECTU K YpE3MEPHbIM pacxodam.

MuHUManbHOe coaepkaHue cornalleHusi 06 ypoBHSIX 0BCnyXuBaHWS, BKMO4Yas
CBeOeHNsi, Ha KOTopble MOXHO AenaTtb ccbinkn n3 CYO, A0mMKHO ObiTb CreayoLLmMM:

a) KpaTKoe onucaHue yCrnyru;
6) cpok oencTBusa N/Mnm MexaHmam KOHTponst uameHenun CYO;
B) nogpobHocTu npouenypbl yreepxaeHna CYO,;

r) KpaTKoe OnucaHue MeponpuaTui no OOMeHy WHgopMaunen, BKIoYas
OTYETHOCTb;

[A) KOHTaKTHas  uWHdopMauusl, BKMOYass CBeAeHUs O  COTPYAHUKaX,
YNONMHOMOYEHHbIX AENCTBOBATb B KPUTUYECKMX CUTYaLMsIX, y4acTBOBaTb B YCTPaAHEHUN
WHUMOEHTOB, B BOCCTAHOBIEHUW MNPEOOCTaBNEHUs YCrnyru, B pelleHun npobnem, B
HaxoXaeHUM 06X0aHbIX peLleHnii Anst ycTpaHeHNst UHUMAEHTOB;

€) OHM W vacbl npegoctaeneHua ycnyrn (Hanpumep, ¢ 09:00 do 17:00),
nepuoabl, KpUTUYHble NS Bu3Heca noTpebuTtens ycnyr, AHW MCKMAOYEHUS M3 4acoB
npenocTaBneHns ycnyrn (Harnpumep, 6bIXOOHble, npa30HUKU U Op.), a TakKe OHU n
Yyacbl, He BowWleAWwmne B Yacbl NPeaoCTaBneHnsa ycnyru (Hanpumep, O nposedeHusi
8HeriaHOBbIX 8OCCMaHOBUMEIbHbIX pabom);

X) 3annaHupoBaHHblE U COrnacoBaHHble NepepbiBbl B 06CNYXNMBaHWUU, BKIHOYas
OMNUCaHNSA YCTaHOBIEHHbIX Npoueayp yYBe4OMIIEHUS O nepepbiBax, U UX KONIMYECTBO 3a
CorracoBaHHbIN Nepuos;

3) OTBETCTBEHHOCTb notpebutens, Hanpumenp, no obecneyeHnio
MHpopmaumnoHHon 6e3onacHocTn, No obecnevyeHno NOAroTOBKM NOSb3oBaTENEN;
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(npoekm, nepeasi pedakyusi)

n) rapaHTum n obsizaTenbCTBa NOCTaBLUMKA YCAyr, HanpuMmep, no obecneyeHnto
MHOPMaLMOHHON Be3onacHoOCTY;

K) npaBuna onpeaeneHns BNUSHUA W NpuopuTeTa (Hanpumep, cmerneHu
go3delicmeusi  ycriye, UHUUOeHmMos, 3arpoco8 Ha obcnyxusaHue Ha 6u3Hec
nompebumerns ycriye);

n) npoueaypbl 3ckanauuwn (Hanpumep, uHgopmayuu 06 uHyudeHmax) w
yBeaoMneHus (Harpumep, 06 uHYuOeHmax);

M) npouenypa obpaboTkm xanob, nocTtynarwmx OT nepcoHana notpebutenen
YCIyr;
H) UeneBble 3Ha4YeHUs NapameTpoB 06CYXMBaAHWS;

0) npedenbHble 3Ha4YeHUs1 3arpy)KeHHOCTM PECYpCOB MOCTaBLUMKa Mpu
npegocTaBneHunM  ycryru  (BEpXHMEe U HWXKHWE), Hanpumep, BO3MOXHOCTb
npeaocTaBneHnst  yCryru  COrnacoBaHHOMY  KONWYECTBY  Monb3oBaTenen  unu
BO3MOXHOCTb MOAAEPXKKM COrnacoBaHHOro obbema paboT, NpPOM3BOAUTENBHOCTb
CUCTEMBI;

n) o606WweHHY0 (UHAHCOBYID WHAOPMaUUIO ONA PYyKOBOACTBA MOCTaBLUMKA
ycnyr, Hanpumep, Homepa (OMHAHCOBbLIX CYETOB;

p) OENCTBMsi, KOTOpble Heobxoaumo MpeanpuHATL B Clydae npepbiBaHus
npegocTaBnenuns ycnyru (Harnpumep, obpamumscs 8 [Jucriemyepckyro cryxby Cepsuc-
oeck);

Cc) cnyxebHble npouenypbl (Harnpumep, opsdoK npubbimus compyOHUKO8
rnocmasuwuka ycrye 8 opaaHusayuro rnompebumerisi 0rsi ycmpaHeHUs1 UHYUOeHmos u
goccmaHosneHus npedocmasneHus ycryeau);

T) rnoccapuini TEPMUHOB;

y) noggepxuBatowme (BCnomoraTenbHble) YCAyrn W YCNyru, CBsi3aHHble C
ycrniyramu, OMMUCaHHbIMKU B M. «ay» (Harnpumep, ycnyaa npedocmasneHus docmyna 8
cemb «MMlHMepHemy cesisaHa ¢ rnoodoepxusarowel ycriyeol «OpeaHu3dayusi paboyeao
mecmay),

@) kakme-nnbo NCKMYEHNS U3 ycroBu, npuseaeHHbIx B CYO.
MpumeyvyaHuna:

1 B CYO moryT npMBOogMTbCS CCbINKM Ha MEPEMEHHYO Mnn obuyto ansa mHormx CYO
UHpopMaLMIO (maKyro, Harnpumep, Kak KOHmMakmHasi UH¢opMayusi), He OKa3blBatoLLyH
BNMUSIHMA Ha caM NPOLEeCC ynpaBneHnst ypoBHAMM 06CnyXMBaHUs 0O TEX NOp, NOKa CBA3aHHbIEe
C HMMM JOKYMEHTbI HaX0AaTCS NoA4 KOHTPONeM npouecca ynpasneHus N3MeHeHNSMMN.

2 OO6bMHO B CYO penarwTca CCbIfIkKM Ha CBeAeHusi, cofepkawuecss B MiaHe
obecneyveHna GecnepebONHOCTN NpeaoCTaBreHUs yCryr, a Takke Ha nogpobHoCTM ydeTa
3aTpaT 1 6LaXKEeTUPOBaHKSI.

3 [noccapuin TEpMNHOB OObLIYHO COAEPXKUTCA B OQHOM MECTe U siBnsieTcs obwmm ans
BCEX AOKYMEHTOB, BKOYas KaTanor yCnyr.

3.4.1.3 [Mpouecc ynpaBneHUs ypoBHAMU OOGCNyXMBaHUSA
KpynHble nameHeHunss B 6usHece noTtpebutenen ycnyr, Hanpumep, BCneacTeue

pasBUTUS, peopraHusaumm busHeca UNU CrMSIHUS OpraHM3auuin, a Takke U3MeHeHue
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TpeboBaHUn NoTpebuTens, MoryT noTpeboBaTb NepecMoTpa U KOPPEKTUPOBKN YPOBHEW
Unn gaxke BPEMEHHOW NPMOCTAHOBKM 0BCNyX1BaHWS.

Mpouecc ynpaBneHust YPOBHAMW OOCHYXMBaHUS OOMKEH OblTb A0CTATOYMHO
rmbknum gns Toro, 4tobbl cornacoBbiBaTb 3TU M3MeHeHusi. [pouecc ynpaeneHus
YPOBHSAMU OGCIY>XMBaHUSI OOIMKEH rapaHTMpoBaTb, YTO BHMMaHWE MOCTaBLUMKa yCryr
cocpefoTodeHo Ha 6usHece noTpebutens Ha BCEM MNPOTSKEHUMM MNaHUPOBAHUS,
BHEOPEHUS U ynpaBrneHusl NpeaoCcTaBreHNneM yCnyr.

Ons Toro 4tobbl obecneuntb NOHMMaHME MOTMBOB Om3Heca n TpeboBaHui
notpebutensi, nNOCTaBLWMK yCRAyr [OOMMKEH MMeTb [LOCTyn K COOTBETCTBYHOLLEN
NHd opMaLnu.

Mpouecc ynpaBreHWsi YPOBHSIMM  OBGCNyXXMBaHWA  OOMMKEH  ynpaBnsiTbh
y4aCTHMKaMMW W KOOPAMHUPOBATb COrflacoBaHWE YPOBHEW OOCMYXMBaHUS, 4YTO
BKINto4YaeT B cebs onucaHusa cregyroLmx npoueayp:

a) cornacoBaHusi TpeboOBaHU K MPEedoCTaBIIEHMIO YCNYTM U K OXWAAEMbIM
3HaYEHUSIM 3arpy>keHHOCTWN NOoCTaBLUMKa YCNyr Npy NPeaocTaBreHnun yCnyr (Harnpumep,
3azpyxeHHocmu pabomol nepcoHana nocmasuwuka ycrya);

6) cornacoBaHusi LENEBbLIX 3HAYEHUIA NapamMeTpoB 0GCNYXMBAHUS;

B) U3MEPEHNSs W OTYETHOCTM O  (PaKTU4YeCKMn [OOCTUTHYTbIX  YPOBHSAX
obcnyXuBaHUA, O 3arpy>XeHHOCTU PecypCcoB MOCTaBLUMKa YCryr npu npegocraBneHnn
ycnyr, a Takke npefocTaBneHve pasbsACHEHUW, €ecnu CcorfacoBaHHble LereBble
3Ha4eHus napameTpoB 06CnyXMBaHWUS He BbINOMHEHbI (CM. 3.4.2);

N MHMUMALUKN KOPPEKTUPYIOLNX AENCTBUMN;

A) NpeaocTaBneHns WHgopMauunM Ans  NAaHUPOBaHUA  yIydlWeHuss  ycnyr
(Harnpumep, 05151 hopMupo8aHuUs rraHa yrydueHus ycrye).

C uenblo pasBUTMS NPEBEHTMBHOMO noaxoda K YMpaBreHWo YPOBHSAMU
o6CnyXMBaHWUsi, rapaHTMPYHOLLEro, YTO WM MNOCTaBLUMK, M MNOTpebuTenb ycnyr HecyT
obLlyt0 OTBETCTBEHHOCTb 3a MPeAOCTaBfiEHUE YCryri, B pamMmkax npouecca OOSKHO
OCYLLECTBNATbLCSA NooLpeHne 06enx CTOPOoH.

YOoBNeTBOPEHHOCTL NOTpebuTenen sBNAeTCA BaXHOM 4acTbio npouecca
ynpaBneHns ypoBHAMW OOCMyXMBaHMsl, HO OHa [OOSMKHA paccmaTpuBaTbCs Kak
CyObEKTMBHAA OLEHKa, Torga Kak LeneBble 3Ha4YeHus napameTpoB OOCNyXMBaHUSA,
BKMtouYeHHble B CYO, pgomkHbl ObiTb OOBEKTUMBHbIMKM  M3MepeHusamu. [pouecc
yrnpaBneHns ypoBHAMW oOCnyxXuBaHust [OMKeH OblTb cornacoBaH C NpOLECCOM
ynpaBneHns OTHOWEHMSMW C NoTpedbutendamm ©n C NpoOUEecCoM  ynpaBrieHus
noapsiaYmMKamMu.

3.4.1.4 CornaweHue o noaaepXXuBaroLWmX ycrnyrax

MepeyHn © codepxaHus noadepXXMBalOLWMX YCAyr, OT KOTOPbIX 3aBUCUT
npegocraensemMasl noTpebuTtento ycnyra, [OMMKHbI ObiTb  3a40KYMEHTUMPOBaHbI U
cornacoBaHbl C  COOTBETCTBYWOLWMMM  noapsiguMkamu. 370  TpebGoBaHue
pacnpocTpaHsieTcd W Ha BHYTPEHHMEe T[pynnbl COTPYAHWKOB MOCTaBLUMKA YCAyr,
npeaocTaBnsALWNX NOTPeOUTENSAM YacTu YCryr.
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3.4.2 lNMoaroToBKa OTYETHOCTMU MO ycryram

Llenb: CocTaBnaTb COrnacoBaHHyk, CBOEBPEMEHHYHO, JOCTOBEPHYH U TOYHYHO
OTYETHOCTb MO ycnyram, npegocTaBnsieMbiM MNOTpPeduTenam, Ana  NpuHATUA
000CHOBaHHbIX peLueHni n obecneyeHnst ahpPeKTMBHOro obMeHa nHopmMaumnen.

MNpyvMeyaHne — YcnewHoe UCnoriHeHe BCeX NPOLECCOB yNpaBreHusl ycryraMmm 3aBucuT
OT pe3ynbTaTUBHOCTW UCMONMb30BaHMsA MHOPMaLUK, NPeaoCTaBNeHHOM B OTYeTax Nno ycnyram.

3.4.2.1 MNMonuntnkn bopmmnpoBaHUsl OTYETHOCTU MO ycnyram

TpeboBaHMs K OTYETHOCTU MO Yycryram [OOSMKHbl OblTb COrnacoBaHbl Kak C
noTpebuTensiM1, Tak U C PYKOBOAUTENAMU BHYTPEHHWUX MoapasgeneHvin noctaBLyuka
yCnyr u 3aperncTpupoBaHbl.

C uenbto obecrneyeHns aHanmaa TeKyLero CocTosiHus 0bCnyKnMBaHus U aHanmaa
COCTOSIHNSI OOCNy>XMBaHMSI B MPOLUNIOM, ANSi MOHMTOPWHra ycnyr u ¢opMUpoBaHUS
OTYETHOCTU HeobX0AMMO MUCMNOSbL30BaTb BCE U3MeEpPSiEMble NapamMeTpbl YCIyr.

Mpn HanuunMn CNOXHOW OpraHN3auMOHHOM CTPYKTYpbl AN npeaoctasBfieHnd
yCcrnyru, BKIovawwen B cebs noApsAYMKOB, TFeHeparnbHOro nogpsgynka wm o ero
cybnoapsaaymMKkoB, OTYETHOCTb [OSHKHA OTpaxaTb BCE OTHOLWEHUA MexXgy HUMM.
Hanpumep, reHepanbHbidi  NOAPSAYMK  OOSMKEH  COCTaBNATb  OTYETHOCTb MO
npegocTaBnNsgeMon MM ycryre B LenoM, BKYas MHgopmaumio no BCeM ycnyram
cybnoapsaagymMKoB, KOTOPbIMW OH YMpaBfsaeT Kak 4YacTsaMu YCrnyrn, npegocrtaBnsemMon
notpeburento.

3.4.2.2 lpoBepKa Ha3Ha4YeHUs1 U Ka4yeCcTBa OTYETOB NO ycnyram

OtueTbl no ycnyram  OOJIKHbI ObITb CcBOeBpPEMEHHbIMMU, NOHATHbIMWN,
OOCTOBEPHbIMU N KPaTKNMMW.

OHM OOMKHbI COOTBETCTBOBaTb MOTPEOHOCTAM KX Monyyatenen u copepkatb
AOCTaTOYHO TOYHYIO MHAOPMALMIO ANS TOro, YToObl MX MOXHO ObINO UCNoNb30BaTh ANN
MPUHATUSA PELLEHUIA.

dopma (BMA) Kaxgoro otdyeTa AOSMKHA CNocoOCTBOBATb €ro MOHMMAaHUIO, Tak,
4YTOOblI OH NErko BOCMPUHMMArCsl, HanpuMep, 3a CYeT UCNoNb3oBaHUA rpadukos, n
anarpamm.

ﬂ,OJ'I)KHbI co34aBaTbCA HECKOJIbKO TUMOB OTHETOB!

a) OoT4yeTbl C pe3ynbTaTaMmu NpPeaoCTaBeHMsl YCryr, KOTOpble MoKasbiBaloT, YTO
NPOU3OLLIO (Harnpumep, asapusi, MeKyujasi 3aepyXeHHOCMb repcoHasa u op.);

6) oTyeTbl C MporHo3amu npenoCcTaBEHUst YCNyr, KOTopble Heobxoaumbl Ons
3abnaroBpeMeHHOro nNpeaynpexneHns 0 BaXKHbIX COObITUAX, U TEM CaMbiM MO3BONSAOT
3apaHee NPUHSATb MNPEBEHTMBHbIE MEpbl (Harnpumep, omyemsbl O MPUbGIUXaOULUXCS
HapyweHusix coanauweHul ob ypoeHsix obcryxueaHusl);

B) OTYETbl, NPEAYCMOTPEHHbIE KareHAapHbIM NNaHoM U coaepallme cBeaeHUs
0 3annaHUpoBaHHOW AeATEeNbHOCTMU.
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3.4.2.3 OTuyeTbl NO ycnyram

MocTaBWMK YCNyr [OOMKEH COCTaBNsATb OT4YeTbl Ans  noTpebutenen wu
PYKOBOACTBA NOCTaBLLUMKa YCNyr, BKMoYatoLme B cebs:

a) WHoOpMaUNI0 0 PaKTUYECKM AOCTUTHYTbIX 3HAYEHUSX paboymx napameTpoB
obGCnyXMBaHMA B CpPaBHEHMM C LENeBbIMW 3HAYEHMSAMM MapaMeTpoOB YPOBHS
obcnyxuBaHus, onpegeneHHblx B CYO, Hanpumep, oT4eTbl O nepebosx B
npeaoCTaBNEHNN YCyr, O NONOXUTENbHbLIX pe3ynbTatax NpeaoCTaBneHns YCnyr;

6) mHdopmMauMlo O HECOOTBETCTBUAX (PAKTUYECKM [LOCTUTHYTbIX 3HA4YeHUM
pabounx napameTpoB OOCnyXmBaHMA  YCTAHOBMIEHHbIM  HOpMaMm  (Harpumep,
onpedeneHHbiM 8 CYO, 8 KopriopamueHbIX U ompacriesbix cmaHdapmax);

B) MHcpopMaLuio O 3arpy>KEHHOCTUN PeCcypCcoB NOCTaBLLMKa NPU NpegoCTaBneHnm
ycnyr n obbemoB MHMOpPMauMM, Hanpumep, KOMUMYECTBO WHUMAEHTOB, npobrem,
M3MEHEHUN N 3adady C Krnaccudukauuen no notpedbuTensm, No pacrnonoXeHuto, Mo
KonuyectBy obpaweHunn (Hanpumep, nompebumernel), CE30HHbIM TEHAEHLUMSM
(Hanpumep, 8 busHeca nompebumeried), NO npuopuTeTam 1 ap.;

r) wnHdopmauuio 0 NPON3BOAUTENBLHOCTU (Harmpumep, o pesyrbmamueHocmu
pabom u uHmMeHcusHocmu mpyda rnepcoHana, o pabomocrnocobHocmu U
6bicmpodeticmauto obopydosaHusi, 3ghchekmusHocmMuU hyHKUUOHUPOBaHUSI cucmem U
Opyaux KOMIMOHeHmM ycryea U uHgbpacmpykmypabl, fporycKHolU crocobHocmu KaHasioe
ces3u u Op.) NocTaBLiMKa YCNyr, Mocneaywwy 3a npousoleanMmy BaXXHbIMU
cobbITMAMM, HaNpUMep, 3a U3AMEHEHNEM, 3a Penn3amu;

A4) VHdopmaumio 0 HPOPMUPYIOLLMXCA TEHAEHUMAX B NPEAOCTaBNeHNN yCryr 3a
nepwog, (Harnpumep, 3a OeHb, 3a HeOesl, 3a Mecsy);

e) MHopMauulo OT KaXOoro npouecca ynpaBrneHus ycriyramu, Hanpumep,
KONMMYEeCTBO MWHUMAEHTOB UM Hauboree 4acTo 3adaBaeMble BOMPOCHI, MepeYeHb
HEeHaOeXHbIX KOMMOHEHT WHPaCTPYKTypbl, PECYPCOEMKOCTH/CTOMMOCTb  BaXHbIX
3ajay;

X) 0630pbl, oTpaxatowjue 3annaHnpoBaHHYH n NPOrHO3NPyEMYHO
3arpy>XeHHOCTb NOCTaBLLUMKaA YCINyr Npu NpegocTaBneHnn yCnyr.

3.4.3 YnpaBneHune OecnepeGOUHOCTLIO nNpenoCTaBNEeHUA W
DOCTYNHOCTbLIO yCnyr

Llens: [apaHTMpoBaTb, 4TO  COIMacoBaHHble  o0bs3aTenbcTBa  nepeq
notpebutensmn ycnyr o 6ecnepebonHOCTN NpenocTaBneHnMs U OOCTYMHOCTU YCnyr
OyayT BbINOMHEHbI Npy NOObIX 06CTOATENLCTBAX.

MpumedyaHue - KpynHble aBapum wnuM cbou B NpegocTaBfieHUu YCryr MoryT
NPOUCXOAUTb MO MHOIMMM MpUYMHaM, B TOM YuUCre, BKMHOYaOLWMM OTKas B MNpeaocTaBneHum
ycryru, nonbITKy NPOHWKHOBEHNSI B CUCTEMY, MacCOBOe 3apakeHne KOMMbITEPHbIM BUPYCOM,
HeCaHKUMOHNPOBAHHbIM JOCTYN B NMOMELLEHMEe UK NPUPOAHYHO KaTacTpody.
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3.4.3.1 O6wue cBepgeHun

ObgaszatenbctBa nocTaBwMka Yycrnyr no obecnevyeHnto 6GecnepebonHocTH
npeaocTaBneHna M LOCTYNHOCTU YCRAYrM [AOSMKHbl OblTb oOnpeaeneHbl C y4eToM
npuoputeToB OusHeca noTpebuTend, cornaweHnn o6 YpPOBHSAX OOCHYXMBaHUA W
OLEeHKN puckoB. [ns Toro 4tobbl rapaHTUpOBaTh, YTO COrfnacoBaHHble 0bs3aTenbCcTBa
MOryT ObITb BbINOSIHEHBLI B NOObLIX YCNOBUAX - OT OOLIYHOrO BMAOTb A0 3HAYUTENBHOIO
cbos B npegocTaBneHUM ycnyrk, MOCTaBLUMK YCNyr [OOIKEeH noaaepXuBaThb
AOCTaTOYHY0 MPOU3BOAMTENLHOCTL (Hanpumep, pesynbmamusHocms pabom u
UHmMeHcusHocmb mpyda nepcoHana, pabomocrniocobHocmb u 6bicmpodelcmaue
obopydosaHusi, aghghekmusHoCMb hyHKUUOHUPOBaHUS cucmem U Opyaux KOMMIOHEHM
ycrye u uHgbpacmpykmypabl, rporyckHyr crnocobHOCMb KaHao8 ces3u u 0p.), a Takke
paspabotatb BbINOMAHMMbIE NnNaHbl. [lOCTaBWWK YyCNyr AOOSMKEeH NraHMpoBaTtb
BO3pacTaHuss U YObiBaHWA YMCNEHHOCTM Monb3oBaTtenen unu obbema AaHHbIX,
noanexawnx XpaHeHuto, oXXngaemMble MUKU 1 NpoBasibl CBOEN 3arpyXeHHOCTU U nobble
apyrmve u3MeHeHus YCrnoBui npepoctaBneHus ycnyr. Ero obsasatenbctBa LOMXKHbI
pacnpoCTpPaHATLCS Ha NpaBa A0CTyna, BpeEMsi peakumu, Tak Xe, Kak U Ha HenpepbiBHOE
obecneyveHne OCTYNMHOCTN OCHOBHbIX KOMMNOHEHT UHGpacTpykTypbl AT.

C uenbto obecrnevyeHnss rapaHTUA TOro, YTO COrMacoBaHHble YPOBHU
obcnyxmBaHUsi NoaAepXXMBAlOTCS, MNPOLECC YnpaBneHust [OOCTYMHOCTbIO yCryr u
npouecc ynpaeneHust GecnepeboMHOCTbI NPEAOCTaBMNEeHUss YCnyr AOMMKHbl ObiTbh
cornacoBaHbl U [OMKHbI BbINOMHATLCS COBMECTHO. OTO TpeboBaHMe [OMKHO MMETb
fonbluoe BRMSIHAE HA Bce [OEWCTBUS, YCUMUS U PECYpCbl, HanpaBneHHble Ha
npuBeaeHne aKkTU4ecknx pesynbTaToB [OCTYMHOCTU YCryrM B COOTBETCTBME C
CornacoBaHHbIMU LIENEBbIMU 3HAYEHUSIMU NapamMeTpoB AOCTYNHOCTU YCHyr.

B cocTaB npouenyp, peannayemblx NOCTaBLLUMKOM U HEOBXOAUMbIX ONS rapaHTUn
nogaepXaHus Tpebyemon [OOCTYMHOCTWM, [AOMKHbl OblTb BKMAOYEHbl Mpoueaypbl
NnpefocTaBneHnst YCryr, UCMNONTHEHWE, KOTOPbLIX KOHTpONupyeTcs noTpebutenem unu
APYrMMUM NOoCTaBLUMKaMK YCryr.

3.4.3.2 MOHUTOPUHI AOCTYNHOCTU U AeATEeNbHOCTb NO eé obecneyeHuno

B pamkax npouecca ynpaBneHusi 40CTYNHOCTbIO A0MKHbI peanv3oBbiBaThCS:
a) MOHWUTOPUHT 1 perucTpauns 3Ha4eHnn napameTpoB AOCTYMHOCTY;

6) nognoepXxaHue B aKTyallbHOM COCTOAHUM TOYHbIX OaHHbIX O OOCTYMNMHOCTW,
Ll,OCTVIFHyTOVI B NPOLUJIOM;

B) cornocTtaBrieHMe  pakTU4ecku  OOCTUrHYTbIX  3HAYEeHUW  NapamMeTpoB
OOCTYMHOCTM C  YCMOBUAMMW, OMNpedefneHHbIMM B cornaweHusax o6  YypOBHAX
o0CnyXmMBaHUA - C LENbl BbISBAEHUS WX HECOOTBETCTBMS C COrflacoBaHHbIMMN
LenesbIMU 3HAYEHUAMUN NapamMeTPoB AOCTYMHOCTY;

) AOKYMEHTMpPOBaAHME U aHanu3 Takux HECOOTBETCTBUN;
A) NPOrHo3vpoBaHWe 3Ha4YeHUI NapaMeTpPoB AOCTYNHOCTU B OyayLiem;

€) No BO3MOXHOCTW, MNPOrHO3MpPOBaHME BO3MOXHbIX MNpobnem un [encreus,
npegynpexaaroLime nx nossrneHue.
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BbinonHeHne aTux TpeGoBaHWA [OMMKHO rapaHTUpOBaTb AOCTYNMHOCTb BCEX
KOMMOHEHT ycnyrn, a Takke obecrneyvBaTb perucTpauuMid U  BbINOSHEHWE
KOPPEKTUPYHOLLIMX MEPOMPUATUNA.

3.4.3.3 Crtparterns 6ecnepebomnHOCTU NpenoCcTaBIeHUA ycnyr

MocTaBWMK ycnyr [orkeH paspaboTaTb W noggepxmBatb B akTyallbHOM
COCTOSIHUM CTpaTernto, onpeaensioLwyo obwmnn Noaxoa K BbIMOSHEHUIO 06s3aTenbCTB
no 6ecnepebonHocTK NpegoctaBneHus ycnyr. OHa gOrKHa BKAOYaTh B cebsa OLIEeHKY
PUCKOB W Y4YMTbIBaTb COrflacoBaHHble Yacbl MNPeAoCTaBMEeHWUs yCcnyru v nepuoabl,
KpuTudHble ons busHeca notpebutend. MNocTtasLwmk Ana Kaxaon rpynnel noTpebutenen
N KaXxgow ycnyru SOMKeH cornacosaTb:

a) MakcMmanbHO AONYyCTUMYK  MPOAOIPKUTENbHOCTL  HesanyaHUMpPOBaHHOMO
npekpaLLeHnsi NpegocTaBeHns ycnyru;

6) MaKCUMalribHO O0MyCTUMYH MPOAOJIDKUTENbHOCTL npeaocTtaBlieHnA ycnyrn C
NOHWMWXXEeHHbIM Ka4eCTBOM;

B) OOMYCTUMbIA YPOBEHb MOHWXEHUS KadecTBa MNpeaocTaBfeHnsa YCryrn BO
BpeMsa e€ BOCCTaHOBIIEHUS.

CtpaTernsa GecnepeboMHOCTU nNpefoCTaBfeHus YCryr [OfbKHa nopsepratbes
aHanuay Yyepes CornacoBaHHble NHTepPBarbl BPEMEHU, HO HE peXe 04HOro pasa B rog.

JTloOble nameHeHus B cTpaTternm gosmKHbl ObITb cbopmaano corjiacoBaHbl.

3.4.3.4 TnaHmnpoBaHue obGecnevyeHns 6ecnepedbOMHOCTU NMpenocTaBrieHUsA
M TeCTMpOBaHME FOTOBHOCTU K 6ecnepe6boMHOMY npeaocTaBrneHuIo ycnyr

MocTaBLUMK YCRyT OOIMKEH rapaHTUpoBaTh, YTO:

a) B nnaHax obecnevyeHnsa 6HecnepebOMHOCTM NpedoCcTaBneHns  ycryr
YUYNTBIBAIOTCS 3aBUCUMOCTM MeXAy YCrnyraMmu n KOMNOHEHTamMn MHApPacTpykTypbl UT;

6) nnaHbl obecneveHns OecnepebOMHOCTU MNpeaocTaBfeHua ycrnyr n gpyrue
OOKYMEHTbI, Heobxogumble Ona obecneyeHuss BecnepeboOMHOCTM NpenocTaBreHus
yCInyr, 3apermcTpmpoBaHbl U NOAAEPKNBAKOTCH B aKTyarlbHOM COCTOSIHUM;

B) OTBETCTBEHHOCTb 3a peanu3auuio (MHULMaAUMIO OENCTBUN NO BbINOSTHEHMIO)
nnaHoB obecneyeHus 6ecnepebONHOCTM NPpeaoCcTaBneHns yCrnyr YeTKo YyCTaHOBIEHa, B
nnaHax 4eTko pacnpegeneHa OTBETCTBEHHOCTb 3a BbIMOSIHEHME OEeWCTBUMIA MO
OOCTKEHUIO Kaxxaon uenn obecnevyeHms 6ecnepebonHOCTM NpeaocTaBneHns yenyr;

r) pesepBHble KOMUU OAHHbIX, JOKYMEHTOB WU MpOrpaMMHbIX CPeacTB, a Takke
nwoboe obopygoBaHMe U nepcoHarn, Heobxogumble AN BOCCTAHOBIIEHMSA
npepocTaBneHna ycnyr, 6yayT rotoBbl HE3aMeaIMTENbHO MOCIe TOro, Kak NPOn3oLLEn
KpYnHbIN cbon unu aBapvs;

A) xota  Obl  OgHA  KOMMSA  KaXOoro  OOKYMeHTa no  obecneveHuto
6ecnepebonMHOCTM NpeaoCTaBNEHNS YCNYr XPaHUTCA M NOAOEPXKMBAETCA B akTyarlbHOM
COCTOSiHAM B 3alUMLWEHHOM MecTe Ha paccTosiHun, obecneymBarwmm ee
6GesonacHoCTb, BMeCTe ¢ 06opyaoBaHMeM, HEOOX0aUMbIM AN €€ NCNONb30BaHUS;
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€) COTPYOHWKM MOHMMAOT CBOM POMW B MHMUMAUMM U/ BbINOSTHEHUN NNAHOB
no obecneyeHnto 6ecnepebonHOCTM NPeaoCTaBreHNs YyCNyr, a Takke UMEKT OOCTYN K
AOKyMeHTam no obecnedveHunio 6ecnepebonHOCTN NpegoCTaBNeHUs yCnyr.

MnaHbl obecneveHnss 6ecnepebOMHOCTM nNpeaocTaBneHna ycnyr u gpyrue
OOKYMEHTbI, MMEIOLLIME OTHOLLUEHME K NiaHaMm (Harpumep, KOHmMpakmael), [OSMKHbI ObITb
CBSI3aHbl C TMPOLECCOM YMpaBlieHUs M3MEHEHWSIMA W  MPOLECCOM  ynpaBrieHNs
KOHTpakTamu (NpoLecc ynpaBneHns KOHTpakTamu 6yaeT pacCMOTPEH HUXKE).

Mpeonaraemble K yTBEPXOEHWIO M3MEHEHUA MHpacTpykTypbl UT u ycnyr, a
TaKke npegnaraemMmble K COMMacoBaHWKO CyLECTBEHHble HOBble W U3MEHEHHble
TpeboBaHua noTpebutens, AOMKHbI OblTb OLEHEHbI HA NPeaAMET UX BIIMSHUA Ha MnaHbl
obecneyeHnsa 6ecnepebonHOCTM nNpeaocTaBnNeHna ycnyr U Ha Apyrne OOKYMEHThI,
MMerLne OTHOLLEHWE K 3TUM NnaHam (Harpumep, KOHmpaxkmsi).

lMpoBepka roTtoBHOCTM K 6GecnepebonHOMY npenoCTaBNeHU ycnyr, C
NPYMEHEHNEM MNITAaHOB N APYINX LOKYMEHTOB, UMEIOLLMX OTHOLLIEHME K NriaHaM, JOSDKHa
NPOBOAMTBLCA C YaCTOTOW, [OCTAaTOYMHOM Anst obecnevyeHns yBEpPEHHOCTM B TOM, YTO 3TH
nraHbl 3PEEKTUBHbI M OCTAHYTCA TakMMU MPpU U3MEHEHUU UHppacTpykTypbl WUT,
MPOLIECCOB yMNpaBfeHns Yycryramu, OpraHM3auMOHHOW CTPYKTYpbl M NoTpebHocTen
6usHeca noTpebutens. Takaa npoBepka [JOIMKHA  BbINOSHATECA  COBMECTHO
notpebutenem n nocTtasBLiMKOM ycnyr, 6a3npyscb Ha cornacoBaHHOM Habope uenen
obecneyveHna becnepeborHocTn npegoctaBnenHnsa ycnyr. Ownbkn, BbISBNEHHbIE MpuU
nNpoBeAeHMM NPOBEPKN, AOSMKHbI ObiTb 3a40KYMEHTUPOBaHbI 1 NPOaHann3npoBaHbl Ha
npeameT uenecoobpasHOCTU NX BKIOYEHUSA B MAaH YNyYLIEHWs YCNyr.

3.4.4 bBrogxeTupoBaHue U yyeT 3aTtpaTt Ha ycnyru UT
Llenb: OcywectBnATb GIOMKETMPOBAHME M YYET 3aTpaT Ha NPeAoCTaBnsieMble YCnyru.
3.4.4.1 OoOwwme cBeaeHun

OTOT pasgen oxeBaTbiBaeT  OwogKeTupoBaHume UM ydyeT  3aTtpaT  Ha
npegocraensemMole ycnyrm UT. Ha npakTvke MHOrve nocTaBLMKU CTarkuMBalTCA C
BbICTaBNEHMEM CYETOB 3a Takue ycnyrn. OgHako MOCKONbKY BbICTaBNEHME CYETOB
ABMAETCA OOMNONHUTENBHOW OEATENbHOCTbIO, OHA HE BXOOAUT B PaMKM pacCMOTPEHUS
FOCT P MCO/M3BK 20000-200X. lMNMocTaBwukamm ycrnyr pekoMeHayeTcsa UCrnonb30BaThb
MEXaHU3M BbICTABMEHNA CYETOB, MONHOCTbLK OMPEAENIEHHbIM U MOHATHbLIA BCEM
CTOpPOHaM.

OTBETCTBEHHOCTb 3a MHOIMe (UHaAHCOBbIE pELIEeHUS NEeXUT BHe cdepsbl
NpoLeccoB ynpasreHus ycnyramm, un TpeboBaHWs K MNpegocTaBrneHuo (prHaHCOBOM
MHpopmauun (B Kakon opme 1 C Kakon 4acToToM) MOryT OblTb NPOAMKTOBAHbLI U3BHE.
HasHayeHve aToro pasgena 3akniyaeTca B COCPeJoTOMEHMM BHUMAHUS Ha NpakTukax,
cnegoBaHMe KOTOpbIM Heobxoammo ansa BbinonHeHus TpedosaHmn TOCT P MCO/MBK
20000. OgHako B pacyeT AOMKHbl MPUHMMATbCA M Oonee wupokne TpeboBaHUS
(KOCBEHHO HanpaBrfeHHble Ha OOCTMXEHME Lenen GoaxKeTMpoBaHMa U yyeta 3aTpar),
TaKk Kak OHM OyayT okasblBaTb BIIMSIHWE Ha HEKOTOpble M3 MNONMUTUMK W npoueayp,
yCTaHOBMEHHbIX Ana npegocrtasneHna ycnyr UAT. Bce wucnornb3dyemble B pamMkax
yrpaBneHusa ycrnyramm npakTuku yyeTta 3atpaT Ha npefocTaBnsemble YCNyru OOSMKHbI
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OblTb cormacoBaHbl C 0Gonee LMPOKUMKU MpakTUKaMu OyxranTepckoro ydyeTa B
opraHusauum nocTaBLLMKa YCNyr.

3.4.4.2 TonuTtuku b6roaXXeTMPOBaAHMUA U yyeTa 3aTpar

MocTaBLUMKOM YCryr OOMMKHbI ObiTb pa3paboTaHbl NONUTUKN GHOOKETUPOBAHMS 1
yyeTa 3aTpaTt Ans npegocTtasneHuss ycnyr. MonuTuky OOKHbI onpeaensitb Lenw,
KOTOpble AOMKHbI ObITb AOCTUTHYTbI C MOMOLLbIO OIOAKETMPOBAHMSA U yyeTa 3aTpar.

B nonutukax QOMmKHbI BbITb NepeyYncneHbl cBeaeHus, AN NonyyYeHnsa KOTopbIX
BbIMOSHATCA NpoLecChbl OopKeTMPOBaHMA U yveTa 3aTpat. [Npyn onpegeneHumn Takmx
CBeAEeHUN OOMKHbI OblTb YYTEHbI:

a) Buabl 3aTpaT (Hanpumep, 3aTpaTbl Ha obopyaoBaHwe, 3aTpaTtbl Ha
nporpaMmHoe obecneveHne, 3aTpaTbl HA NepcoHan n ap.), Noanexawmx nocTaTenHomy
yyery;

0) nocrtaTtenHoe pacnpegenieHMe HaknagHbIX pacxogoB, Hanpumep, Ha OCHOBE
NCMNOSb30BaHNA eqUHON TapudHOM CTaBKU, (PUKCMPOBAHHOM NPOLIEHTHOM CTaBKU N Ap.;

B) cTeneHb pJeTanusauum 6usHeca noTpebutens, Hanpumep, CTPYKTypHoe
noapasgeneHune, onpegenieHHoe B pesynbTaTte pasgeneHnsa opraHnsaumm notpeburens
ycrnyr Ha genapTtameHTbl UK UCXOAA M3 MEeCTOPacrofioKeHUs 3TOro CTPYKTYPHOro
noapasgenenunsa, ana kotoporo OyaeT npeaycMoTpeHa oThenbHas craTtbs  npu
nocTtaTerMHOM yyeTe 3aTpar;

r) pyKkoBoAsLIME NpaBuna perynmpoBaHus OTKIOHEHWUI OT BroaeTa, Hanpumep,
pasmMep OTKMOHEHMs (pa3Mep MPEBbLILLEHMST PAaCcXOA40B, NPEeAYCMOTPEHHbIX BloaxeToM),
hakT npeBbIlEHUSS KOTOPOro AOSMKEH ObiTb 3cKanMpoBaH BbICLLEMY PYKOBOACTBY
nocTaBLLUMKa YCNyr;

[) CBSi3M C NPOLECCOM YrpaBreHUst YPoBHAMM 0OGCNYXMBaHUS.

YpoBeHb (UHAHCMPOBAHWA MpPOLIECCOB OHOMKETMPOBaAHNA W yyeTa 3artpar
AOomkeH ObITb OCHOBaH Ha y4éte notpebHocTen notpebutenen, nocrTaBLUMKa YCRyr m
noapsSAYMKoB WM OOMMKeH ObiTb npeactaBneH B Buae (PMHAHCOBbLIX CBEAEHWMN,
onpeaeneHHbIX B NONUTUKAX OIOKETUPOBAHNS 1 yyYeTa 3aTpar.

MpumeyvaHne - lMocTaBwmku ycnyr, paboTtawwme B KOMMepYeckon cdepe, OOMKHbI
npuknagbiBatb 6onbLle YCUNUn n yaensaTb 3Ha4uTenbHO 6ornblle BpeMeHn BIooKeTUPOBaHMIO U
yyeTy 3aTpaTt Ha npegocTtaBnsieMble ycnyru. W, HaobopoT, Ans opraHusauum, rge 4OCTaToOuHO
npocTenwero MexaHusma Ans onpegeneHvs 3aTpar, npouenypbl GIOLKEeTUPOBaHUA U yyeTa
3aTpaTt MOryT OCYyLLEeCTBATLCA ropasgo npoLye.

BiogpxeTupoBaHve M yyeT 3aTtpaT Ha npedocTaBnsemble YCNyru OOSMKHbI
BbIMOMHATLCA BCEMU MOCTaBLUMKaMK YCIyr, KakuMn Obl He Bblnn nx gpyrue nonmTuknA B
ynpasrieHnn oHaHcamu.

3.4.4.3 BropgxeTnpoBaHue nNpeaocTaBnsieMbIX ycrnyr

B pamkax GrogKeTMpoBaHMS NPeAOCTaBRSiEMbIX YCIyr AOMMKHbI YYMTbIBATHCS
N3MEHEHUS YCIyr, NnaHUpyemble B TeYeHue OlomKeTHOro nepuoda, a Takke nnaH
ynpaenexHus geduumtoMm UHaAHCOBLIX CpeacTB, HeobxoauMbI Ons criyvyaeB, Koraa
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pacxodbl, NpPeaoycMOTPEeHHble OlMKEeTOM, NpeBbIaT OOCTYMHbIE [OEHEXHble
cpeacTea.

B pamkax GromkeTpoBaHnst OMKHbI YYUTLIBATLCS Takne akTopbl, Kak BNUsHUE
CE30HHbIX  konebaHuin CTOMMOCTU  MOAAEPXMBAKOLWMX  YCryr Ha  CTOMMOCTb
npeaocTaBnsieMbIX YCNyr, BNUSHWUE 3anfiaHMPOBaHHbLIX KPATKOCPOYHBLIX WM3MEHEHUN
(Hanpumep, usMeHeHUl KOMMOHEeHmM ycriyau U UHgpacmpykmypbl) Ha CTOMMOCTb
npeaocTaBnsieMbIX YCIyr U Ha onnaTty noadepXMBaloLMX YCRyr, NPeaoCcTaBreHHbIX
noapsaAYnKamu.

Mpoueaoypa KOHTPONS COOTBETCTBMS  DaKTMYEeCKMX 3aTpaT  pacxoaam,
yCTaHOBMNEHHbIM B OlogxeTe, AomkHa obecneunBaTb npeaynpexaeHne o nodobHbIX
OTKIMOHEHUSIX OT GloaKeTa [0 TOro, Kak OHM NPON3onayT.

[omkeH QYHKUMOHMPOBATL MNPOLECC, YNPaBNALWNA MNOCNEeACTBUSAMU  TaKuX
OTKITOHEHMN OT BrogxeTa.

BropkeTpoBaHne M KOHTPOSb (hakTUYEeCcKMX 3aTpaT [OoSkHbl obecrnevmBaTb
NNaHUpOBaHWE NPEAOCTaBMNEHUs YCNYr U U3MEHEHMSI caMuxX YCMyr TakuMm obpasom,
4yTOObI COornacoBaHHblE YPOBHM 0OCHyXMBaHUS MOrnun Bbl NoaaepXuBaTbCs B TEYEHME
BCEro roga.

3.4.4.4 Ydyet 3aTtpart Ha ycnyru UT

Mpouecc yyeTa 3aTpaT Ha NpeaocTaBnsieMble YCryrn AOMMKEH UCMONb30BaTbCS
ANsi  OTCNEeXMBaHUS pacxodoB (C  COrnmacoBaHHbIM  YPOBHEM WX AeTanusauumu),
CAenaHHbIX B TEYEHMEe CornacoBaHHOro nepmoaa BPEMEHM.

MpuHATNE peLleHns Mo BblAeneHnto UHAHCOBbLIX CPEACTB Ha NpefocTaBreHne
yCryr OOMKHO ObITb OCHOBAHO Ha CpaBHEHWMM pe3ynbTaTMBHOCTU 3aTpaT Ha YCnyru,
npeaocTaBleHHble paHee.

anIMeHFIeMaFI mMoaesib 3aTpar  OoJiKHa obecneunBaTtb BO3MOXXHOCTb
onpepeneHna cebecToMmocTu npenocrtaBnAeMblX YCIyr.

®duHaHcoBble OTYeTbl (Harpumep, opmMupyemMblie 8 pamMkax rocmamelHo20
yyema 3ampam Ha npedocmassisieMble yCryau) AOMKHbl OTpaXaTb HapylleHue
6anaHca 6ogxeTa (HENONHOE UCMNONb30BaHNE U NMPEeBbILLEHNE PacXOA0B PUHAHCOBBIX
CcpencTB, NPeayCMOTPEHHbIX DoapKeTOM) U NoKpbITUe Brogxketa. PUHAHCOBLIE OTYETHI
OOJSDKHBbI AaBaTb BO3MOXHOCTb NOHATL pasmep yuwepba npy npegoctaBneHnumn yenyru ¢
MOHWXEHHbIM YPOBHEM KayecTBa W pasmep yuwepba B crnydae npekpalleHus
npeaoCTaBNeEHNs yCryru.

3.4.5 YnpaBneHue MOLHOCTAMMU

Lleﬂb: rapaHTMDOBaTb, YTO NOCTaBLUK HA NPOTAXEHNUN BCEro BpeMeHn nMeeT MOLLHOCTU, AOCTaTO4YHblIe
OnA BbIMOJIHEHNA TEKYLLUX U COrnacoBaHHbIX 6yﬂ,yLLI,VIX I'IOTpSGHOCTEIZ busHeca I'IOTpEGI/ITeJ'IFI ycnyr.

Ona Ttoro 4Ttobbl npegocTaBuTb MNOTPEOUTENO Te yCnyrn, KOTopble €My
OEeNCTBUTENbHO HeobxoaMMbl, TpeboBaHus K MOLLHOCTAM (obbemam,
NPON3BOAUTENBHOCTM) NPELOCTaBNEHNS YCNYr, U CaMUX YCIyr, Kak NpeaocTaBnsieMbIX
B HacTosiLee BpeMs, Tak U OXungaemblX B NepCcrnekTuBe, AOMKHbI ObiTb onpeaeneHsl B
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TepMuHax noTtpebHocTten 6OusHeca noTpebutens (Hanpumep, Heobxodumocmb
O0HOBPEeMeHHO20  rpedocmasrsieHusi  ycriyau He  MeHee 4YeM  mpemcmam
ronb308amersisim).

MporHo3bl pa3BuTuMa Ou3Heca noTpebuTenen u npeaBapuUTENbHBIE OLIEHKM
3arpy>XeHHOCTM MOCTaBLMKA YyCnyr npuv NpegocTaBfeHuMn YCNyr AOSKHbl  ObiTb
npeobpasoBaHbl B  KOHKpPeTHble  TpeboBaHmss K  MowHoCcTAM  (ob6bemawm,
NPOM3BOAMTENBHOCTM  YCNyr) MOCTaBWMKa YCnyr W 3agoKyMeHTMpoBaHbl. [Ons
obecneyeHnss YHKLUMOHMPOBAHUA MpoLecca ynpaBfieHWs MOLUHOCTSIMW, pe3ynbTar
OTKNIOHEHNA  OT  COrMNacoBaHHOW  3arpy>eHHOCTM  MOCTaBWMKa  YyCcryr  npwm
NpefoCTaBNEHNM YCIYTN UM B NPOM3BOACTBEHHOW cpefe AOMMKEH ObITb Npeackasyem,
AaHHble 06 MCNOMb3YLWMXCA B HACTOALLEE BPEMSA U MPUMEHSIBLUNXCA paHee pecypcax
(C COOTBETCTBYHOLLMM YPOBHEM WX OeTanusauuu), AOIMKHbI PErynspHoO cobupartbea u
aHanMampoBaTbCs.

Mpouecc ynpaBneHnsi MOLLHOCTAMUN LOIMKEH ObiTb LIEHTPOM, KOOPAMHUPYHOLLNM
pelleHne BCeX BO3MOXHbIX NpobrnemM Mo npou3BOAUTENBHOCTU (Harnpumep, o
pesynbmamueHocmu  pabom U  UHMeHcusHocmu  mpyda  repcoHana, o
pabomocrniocobHocmu u  6bicmpodelicmeuro  0bopydosaHusi, aghghekmusHocmu
OYHKUUOHUpPOBaHUSI cucmeM U Opya2ux KOMIOHEeHmM ycilye U UHgpacmpykmypel,
rpornycKkHoU crnocobHocmu KaHasio8 ces3u u 0p.) N MOLHOCTEN nNpefoCTaBneHns ycnyr
N camux ycnyr.

Mpouecc ynpaBneHust MOLLHOCTSIMU [OMmkeH obecneyntb co3gaHue HOBbIX U
BHECEHME W3MEHEHWIA B CYLIECTBYHOLIME YCMyrM MNOCPEACTBOM MpeaocTaBneHus
cBegeHun 06 obbemax  (MPOU3BOAMTENBLHOCTM)  YCryr W MOAENUPOBaHMS
npeaocTaBneHnst yCnyr.

lMnaH mMowHOCTEN ABNSIeTCS AOKYMEHTanbHbIM NoATBepXAeHUeM (hakTuyeckomn
NPOV3BOAUTENBHOCTU NH(PPaCTPYKTypbI n OXMAaeMblIx TpeboBaHwui K
Npoun3BoanTENBHOCTU. [loCTaBLLMKY YCyr HEOOX04MMO COCTaBIATb NfaH MOLLHOCTEN C
NepuoOANYHOCTbLIO, OnpeaenseMon C y4eToM Temna W3MEHEHWA B KONMu4ecTBe U
obbemax npegocTtaBnAeMblX YCNyr, WHOpMauuu, cogepxallemcs B oTyeTax o6
yrpaBfieHUn U3MEHEHMSAMU, a Takke C Yy4yeToM Temna Wu3MeHeHuhn 6usHeca
notpebutens.

lMnaH mowHoOCTENM OommkeH paspabaTbiBaTbCsA HE pexe OoO4HOro pasa B rog.
[okyMeHT gormkeH cogepXaTb OUEHKM 3aTpaT Ha BbINofnHeHue TpeboBaHui GusHeca
noTpebutensa ycnyr u pekoMeHgauumm, rapaHTupylowme OOCTUXKEHUE COrfiacoBaHHbIX
LeneBblX 3Ha4YeHU NapamMeTpoB 06CnyXmMBaHus, KoTopble onpeaeneHsl B CYO.

CBegeHust 0 TEXHMYECKOW MHAPPACTPYKTYpPE N COOTBETCTBNE €€ (PaKTUYEeCKON U
3annaHnpoBaHHOW NPOU3BOAMTENBHOCTEN AOMKHbI YETKO OTCMEeXMBaTbLCS.

3.4.6 YnpaBneHue obGecnevyeHnem MHOPMaLMOHHOMN
6e3onacHocTH
Lene: O deKTUBHO ynpasndaTb obecneveHnem MHJOPMaLIMOHHON

BGe3onacHOCTM B paMkax nobon AeaTenbHOCTM Mo NpeaoCcTaBneHnto YCyr.
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3.4.6.1 O6wue cBepgeHunn

MHpopmaumoHHasa 6e3onacHOCTb — 3TO pesynbTaT BbINOMIHEHMS KOMMSeKca
NONUTUK U NpoLueayp, CO34aHHbIX ANA NaeHTUMUKaLMM, KOHTPONSA U 3alnTbl, a Takke
noboro obopyaoBaHus, UCMONb3yeMOro Ans XpaHeHusi, nepejayn u obpaboTku
MHd opMaLnu.

Becb nepcoHan noctaBwuka ycnyr v, B NepBYK oyepenb, CneumanucTbl Mo
obecnevyeHnto MHPOPMaLMOHHON Ge30nacHOCTU, OOMKHbI 6biTb 3Hakombl ¢ TOCT P
NCO/MBK 17799-2005, «WMHdopmaunoHHaa TexHonorus. [lpaktnyeckme npasuna
ynpaBneHns HopMaunoHHon 6€e30NacHOCTbIOY.

3.4.6.2 UpeHnTndmkaumsa u knaccudmkauma MHOOPMaLMOHHbLIX aKTUBOB

MocTaBLMK YCNYr AOMKEH:

a) noggepxmBatb B akTyarlbHOM COCTOSIHUW MHBEHTapu3auWOHHble AaHHble 06
MH(POPMALMOHHBIX  akTMBax (Hanmpumep, O KOMMbiOTEpax, CpeacTtBax CBsA3M,
nepudepunHoMm obopygoBaHMK, JOKYMEHTaUMn U apyrov nHpopmaumnm), HeobxoaumMblx
ANs NpeaocTaBneHns ycnyr;

6) knaccudmumpoBaTb Kaxabli MHPOPMALMOHHBIN aKTUB B COOTBETCTBUU C €ro
KPUTUYHOCTBIO ANSA NpefoCTaBneHust YCnyrm u B COOTBETCTBUN C TpebyeMbiM YPOBHEM
3aWMTbl, YCTAHOBMEHHbIM ANSA KaXAoro knacca MHGOPMaLMOHHBIX akTUBOB, a TaKke
Ha3HayaTb BragenbLa, HecyLlero OTBETCTBEHHOCTb 3a obecneyeHne 3Ton 3auThl;

B) OTBETCTBEHHOCTb 3a 3alMTy WHDOPMALMOHHONO akTuBa [OOSbKHA ObliTb
BO3MOXEHa Ha Bnagenbua aTtoro aktuea. [lpu HeobxoaumocTn Briageney,
NHOPMALMOHHOIO aKkTUBa MOXEeT AenernMpoBaTtb (Hanpumep, OpPYromy COTPYAHMKY
nocTaBLUMKa YCIyr) exeaHeBHble MONHOMOYMSt B obnacTu ynpaerneHnss obecnevyeHmem
MHOPMaLMOHHON B6e30MacHOCTH.

3.4.6.3 Mepbl nO oOLEHKe PUCKOB, CBAA3aHHbIX C WH(pOPMaALMOHHON
6e3onacHOCTbLIO

OueHka puckoB B 0611acty MHopmMaLUMoHHON 6e30nacHOCTU A0SKHa:
a) NpPoBOANTLCSH C COrNacoBaHHOW NEPUOANYHOCTLIO;
6) perucTpupoBaTbCH;

B) akTyanuampoBaTbCA MpU U3MEHEeHUsiX (Mpu u3MeHeHuu noTpebHocTen
BusHeca, NpoLeccoB yrnpaBneHusa ycrnyramm n KoHurypauusammy);

F) nomoratb B MOHMMaHUKM TOro, YTO MOXET MOBJTUATb Ha ynpaBnAaAeMylo YCnyry;

A) npenocTaBnsTb MHOPMaUMIO ANs NPUHATUS peLleHuMn O TOM, Kakue Buabl
KOHTpONs  MHOpPMaLMOHHOMW Ge3onacHOCTM  HeobOXOAMMO  MCMonb3oBaTbh  MpU
yrnpaBrieHumn ycrnyramu.
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3.4.6.4 Puckn, cBsAA3aHHble C MHPOPMALMOHHBLIMU aKTUBaMM

Pucku, cBsidaHHble C MH(POPMALMOHHLIMU aKTMBaMU, AOMKHbl OblTb OLIEHEHbI C
y4YeToMm:

a) nx npupodbl (Hanpumep, cbon nporpaMmmHoro obecneyeHusi, OLMBKM
PYHKUNOHNPOBAHMUSA, OTKa3 CPeacTB CBA3N 1 Ap.);

6) BEpPOATHOCTU UX HACTYMMEHUS;
B) WX NOTEHLUMANbHOro BNUSAHUA Ha BuaHec notpebutens ycnyr;

F) HaKOMJMeHHOoro onbiTa no ynpasneHnio pnckamu.

3.4.6.5 UHdopmaunoHHas 6e30nacHOCTb U AOCTYNHOCTb MHOpMaLumn

|_|pl/1 OLEHKE PUCKOB 0coboe BHUMaHME OOMMKHO BbITb yaeneHo cnegywuiemy:

a) BO3MOXHOCTW MOMyYeHUs1 KoOHPUAEHUNANBbHON UHOPMaLUKN CTOPOHaMN, He
UMEIOLLIMMU K HEW A0MNYCKa;

6) HeTo4HOCTW, HenosiHoTe nnm He4OCTOBEPHOCTM (Hanpumep,
anbcugbukayuu) HPopmMauunu;

B) HeOOCTYMHOCTM WHopMauun Ans  UCMNonb3oBaHWUs  (Hanpumep, U3-3a
HapyweHusi 3Hep20CHabXXeHUsl);

r) u3MyeckoMy  MNOBPEXAEHUIO UMW YHUUTOXEHWO  0bopyaoBaHus,
HeobXxoanMoro Ans NPeaoCTaBNeHUs YChyr.

Takke HeobxooMMO y4ecTb Uenu nonnTuk obecneyeHns MHGPOPMaLMOHHON
6esonacHoCcTM, He0BXOANMOCTL BbIMOMHEHMSA creumanbHbIX TpeboBaHu noTpebutens
ycnyr K uHdOpMauMoHHOM 6e30nacHOCTU (Hanpumep, K YypoeHH docmyrnHocmu
UHbopmayuu) N NpPUMEHsIEMble YCTAHOBMEHHbIE W perynupylowme TpeboBaHUA no
obecneyveHnto MHGopMaunoHHon 6e3onacHoOCTH.

3.4.6.6 CpeactBa ynpaBneHusi UH(popMaLMOHHON 6e30NacHOCTbLIO

[ononHuteneHO K OpyrMM CpencTBam YMNpaBfieHUsa ycryramu, npuMeEHEeHne
KOTOPbIX MOXeT ObiTb ONpaBO4aHO, U K COBETaM, CoAepXalluMcs B ApYrnx pasgenax
NOCT P WCO/MBK 20000-2 (Hanpumep, 6 pasddene o becnepeboliHocmu
npedocmaeneHusi ycriye), NOCTaBLUMKY YCNyr B KayeCTBEe XOpOLWen MpaKkTuKu
ynpaBneHus MHPOpMaLMOHHON 6E30MacHOCTbIO CneayeT NPUMEHSATb CriefyoLlee:

a) BbICLUEMY MCMNOMHUTENBHOMY PYKOBOACTBY MOCTaBLUMKA YCRyr Heobxoammo
onpeaennTb CBOM MOMUTUKM MO oObecnevyeHuo UHPOPMaLMOHHON 6e3onacHocTy,
AOBECTM MX A0 CBeAEeHMsI MepcoHana M Ao noTpebutenen ycrnyr U OCYLLECTBNSATb
AEATENbHOCTb, rapaHTUPYIOLLYO UX 3P DEKTUBHOE BbINOMHEHUE;

6) ponn M OTBETCTBEHHOCTU B ynpaBreHun obecneyeHnem UHPOPMALUNOHHOM
GesonacHOCTM  [OMKHbl  ObITb  onpefeneHbl W pacnpegeneHbl  Mexay
COOTBETCTBYHLLUMMU COTPYAHUKAMM NOCTaBLUMKA YCAYT;
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B) rpynna OTBETCTBEHHbIX MpeAcTaBuMTENen PYKOBOACTBA MNOCTaBLUMKA YCNyr
(pONb OTBETCTBEHHOrO NpeAcTaBUTENS MOXET ObiTb 3akpenneHa 3a COTPYAHWMKOM
nocTaBLMKa yCnyr, UCMOSTHAKOLWNM pPOSfib OTBETCTBEHHOIO PYKOBOAWUTENS yNpaBreHuUs
ycrnyramn) OOSKEH OCYLECTBMSATb MOHUTOPUHI M nopaepXmBaTtb 3dEKTUBHOCTb
nonnTuK obecneyeHnsa NHGPOPMaUNOHHON Be30NacHOCTY;

r) nepcoHan nocTaBLiMKa YCIyr, UCMOMHSALWNA 0683aHHOCTM NO obecneyeHnto
NHopMaLmMoHHOM 6e30MacHOCTN, JOMKEH NPONTN COOTBETCTBYIOLLYIO NOATOTOBKY;

A) BeCb nepcoHan nocTaBLiMKa yCryr AOMKeH ObiTb O3HAKOMIIEH C MONMTUKaAMM
obecneyeHuns MHpopmaunoHHON B6e30nacHOCTY;

€) ONS  OUEHKM PUCKOB U NpU  BHEOPEHUMU  CPEACTB  YNpaBreHus
MHOPMaLMOHHOM Ge30MacHOCTb0 AOMKHA ObiTb NPeaycMOTpeHa BO3MOXHOCTb
NPUBRNEYEHNsI SKCNEPTOB;

X) adbpekTMBHOCTL  paboTbl  cpefcTB  ynpasreHns  MHGOPMaLMOHHOM
6e30NacHOCTbLI0 HE AOSMKHA NOHWXKATbCA NPU BHEOPEHUN KaKNX-NTMBO N3MEHEHWI;

3) 06 uHumMgeHTax B ccepe UHPOPMaAUUOHHOM 6e30nacHOCTU AO0SMKHO ObliTb
coo0bLLeHO cornacHo npoueaypam ynpaBneHuss MHUMAEHTaMU, a Takke OOSKeH ObiTb
WHULUMNPOBaH OTBET (Harpumep, pykogodcmey rnocmaswjuka ycrye OO/MKHbI bbimb
npedocmasrieHbl rpednoxeHus, obecrneyusarowue rnpedomepawieHue noo0bHbIX
UHUUOeHmMos).

3.4.6.7 [JokymeHTbl W 3anucum no obecne4yeHUw WHGpOPMaALMOHHON
6e3onacHocTu

[na npepoctaBneHns pPykoBOACTBY MOCTaBWuMKa W notpebutenam ycnyr
cBegeHMn no  MHgopmaumoHHonW  6esonacHoCcTM, 3anucm no  obecneyvyeHuto
NHPOPMaLMOHHON ©e30MacHOCTU OOSKHbI NEPUOOMYECKM aHanuanpoBaTbCcsa. B Takmx
3anucax MOryT coepxaTtbCs crieayowme cBegeHus:

a) o pe3ynbTaTUBHOCTU NONUTUK obecneyeHuns NHOPMaLIMOHHOM
©e3onacHoCTH;

6) O BbISIBMEHHbIX TEeHOEHUMAX B  4YaCTM  uMHUMAEHTOB B obnactu
MHOPMaLMOHHON Be30nacHOCTY;

B) 00 OBGHOBNEHMAX NNaHa ynyyweHns ycnyr;

r) O KOHTpone gocTtyna K MHdopmMauun, akTueam 1 yCcTpoucTsBam (Harpumep, O
pesyrnbmamax KOHmMpOJis, U3MeHeHUl 8 cpedcmea KoHmporsss docmyna u 0p.).

Cuctema ynpasneHus obecneyeHnem nHopmMaLMoHHON 6e30nacHOCTM, AOSMKHA
ObITb NOAPOOHO N NOMTHOCTBIO 3a40KYMEHTUPOBaHa.

3.5 lpoueccbl OTHOLWEHUN

3.5.1 Obwume cBegeHun
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Mpoueccbl OTHOLIEHWI OMUCbIBalOT [Ba B3aMMO3aBUCUMMbIX —acrekTa
ynpaeneHue OTHOLIEHUsSMU C noTpebutensmMm u ynpasneHne noapsgYMkamu.
Hactosiwuii ctangapT agpecoBaH MOCTaBLUMKY YCIYr, KOTOPbLIA FIOTMYECKU UCMOSHSAET
ponb CBA3YyHOLLEro 3BeHa Mexay noapsiayvkamu, MOCTaBMSOWUMA NPOAYKUMIO MK
yCryr 3ToMy MocTaBLUMKY YCIyr, U noTpebuTenem, KOTOpPbIN NoyYaeT YCnyru.

N noppsaunkn, n notpedbutens MoryT ObiTb BHELUHUMW UMW BHYTPEHHUMU AN

opraHusauum nocTaBwmKka ycnyr. BHewHve B3aMMOOTHOLIEHMS  HEOBXOoAMMO
dopmanu3oBaTb MOCPEACTBOM 3aKMOYEHUA cornaweHwn (Hanpumep, CYO) wn
KOHTpPakToB. BHyTpeHHME B3aMMOOTHOLIEHMS Heobxoammo dopmanu3oBatb C

NMOMOLLLIO BHYTPEHHUX cornaweHun ob obcnyxmBaHum, Gonee Huskoro, Yem CYO,

YPOBHSl, KOTOpbl€ 4acTO HasbliBalOT cornaweHnsasmMm o6 YpOBHSAX oOnepaunuoHHOM
NoAaepPXKKN.
Ha pucyHke 2 npuBegeHa YyNpoOWEHHas CXema OMnUCaHHbIX  Bbllle
B3aUMOOTHOLLUEHWUN.
Y¥npaeneHwe
¥npaeneHwe
S ———— OTHOLWEHWAMM C
noTpebnTenamMM
/o, s
/ N / '
\ MocTtaBwue | ll
MoapRa4uk | | MoTpebuTtens
ycnyr |
.- \ I
/ \ /
.".|I .I"lr
\h.-f‘ \-_.—"

PucyHok 2. lNpouecchbl OTHOLLIEHUH.

Kak nokasaHoO Ha pUCyHKe 2, MOCTaBLUMK YCNyr MCMOSHSAET OAHy U3 ponen B
LieNoYke NocTaBoK, rAe KaX[aoe 3BEHO LeMNoYkn B UTOre OOIMKHO YBENMYMBATbL BbIroay
ANs MnocTaBLMKa YCnyr, MofyYyalowero ycrnyru wnuM ToBapbl OT MoAapsiaynka u
NOCTaBNSAOLLEro yCOBEPLUEHCTBOBAHHbIE YCIyr NOTpeduTento.

B kauyecTBe nosicHeHusi, B pamMkax Hactosuwero pasgena NOCT P NCO/M3K
20000-2 TepMWH «MNOCTaBLUMK YCNyr» Bcerga wucnonb3yetca ans obo3HayvyeHus
opraHusauum, Kotopast NpMBOAMT peanuayemMble et NPoLeCcChl yNpaBnieHus ycryramm B
COOTBETCTBME C [aHHbIM CTaHOAPTOM, HE3aBUCMMO OT €€ POonn UM €€ MONOXeHUs B
LilenoYke NoCTaBOK, KOTOPbIe B3SITbl U3 OMMCAHHOIO BbIlLE NpoLecca B3anMOOTHOLLEHUNA.

Ha npakTuke B3auMMOOTHOLUEHUSI peako ObliBalOT TakMMU MNPOCTbIMU, U, Kak
npaBuro, BKNOYalT B cebs 6onblioe KONMMYEeCcTBO pasHOObpasHbIX Y4YaCTHMKOB,
MCMOSHSAOLNX POSn, Kak NoapsiavMKoB, Tak U noTpedbutenemn, MMerLmnx mexay cobon
Kak HernocpeacTBEeHHble B3aMMOCBSI3W, TaK M 4Yepe3 HECKOSbKMX MPOMEXYTOYHbIX
NOCTaBLLMKOB YCNyT.

Peanusauuns npoueccos OTHOLLIEHUIN A0SKHA rapaHTnpoBaTb, YTO BCE CTOPOHbLI:

a) NOHMMAIOT M yOOBMETBOPSAOT NOTPEBHOCTN Bu3Heca NnoTpedbuTenen ycnyr;
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6) obnagarT MHoOpMaLmen o NPON3BOACTBEHHbLIX MOLLHOCTAX U OrpaHUYEeHNAX
nocTaBLMKa YCNyT;

B) OCBEAOMMEHbl O CBOMX 00s3aTenbcTBax W  OTBETCTBEHHOCTU MpU
npeaocTaBneHnn yCnyr.

Peanusaums npoueccoB OTHOLUEHUA [OIPKHA TakkKe rapaHTUpoBaTb, YTO
TeKyLLMIA YypOBEHb YLAOBNETBOPEHHOCTU noTpebuTenen COOTBETCTBYET
3annaHNpoBaHHOMY, W 4YTO MNpPOrHo3vpyemble B Oyayuiem noTpebHocTn 6GuaHeca
noTpebuTenen ycnyr AoBedeHbl OO CBeAEHMS MOCTaBLUMKa ycryr n obecrnevyeHo ux
NOHUMaHMe.

HormkHbl  OblTb  onpegeneHbl W COrfacoBaHbl  COAEPXaHWEe, ponmn U
OTBETCTBEHHOCTM B3aMMOOTHOLLEHMI NOCTaBLUMKA yCnyr ¢ notpebutenammn ycnyr un c
nogpsagumkamu. OHM  JOMMKHBbI  BKOYATb ONpefdeneHne BCeX 3auHTEPEeCOBaHHbIX
CTOPOH, KOHTaKTHYI0 MHdOpMaLM M crnocobbl CBA3M, a Takke onpeaensatb 4actoTy
obmeHa nHdopmaumen.

3.5.2 YnpaBneHue OTHOLWIEHUSAMM C NoTpedbuTensamm

Llenb: YctaHoBUTbL M noadepXuBaTb B3aMMOBbLIFOAHbIE OTHOLUEHUSI MeEXay
NOCTAaBLUMKOM YCIyT U UX NOTPEOUTENSMIN, OCHOBaHHbIE HA MOHWMaHUKN NoTpebHocTen
noTpebuTens U MOTMBOB NX BrsHeca.

3.5.2.1 AHanus npepoctaBnsieMbiX ycnyr

MoctaBwuk ycnyr n notpebutens (notpedbuTtenu) OOMKHbI NPOBOAUTL aHanua
npeaocTaBnAeMbIX YCNyr He pexe OOHOro pasa B rof, a Takke nepeg u nocrne
OCYLLECTBNEHNSA  KPYMHbIX M3MEHeHMWn. AHanu3 npegnonaraer pacCcMOTpPeHue
NPOV3BOAMTENBHOCTU (Harnpumep, pe3yrbmamueHocmu pabom U UHMeHcusHoOCMuU
mpyda  nepcoHana, pabomocriocobHocmu  obopydosaHus,  3aghghekmusHocmu
YHKUUOHUpPOBaHUsT cucmeM U Opyaux KOMIOHeHmM Yycrye u uHgpacmpykmypsb! u 0op.)
3a npowegwmn wn 3a 6Gonee paHHMEe nepuodbl, Ob6cCyXaeHue Tekywux u
3annaHnpoBaHHbIX NOTpebHoCcTen GM3Heca noTpedbuTensa n Bblgady NPenrioXeHun no
Kaknm-nmbo usMeHeHusaM B cogepxaHum ycnyr u B CYO. Ha coselwaHus no
NPOBELEHMNIO TAaKoro aHanu3a MoryT 6bITe NpuUrnalleHbl OCTanbHble 3aUHTEPECOBAHHbIE
CTOPOHbI, Hanpumep, cybnoapsaymkun, notpedutenn, rpynnel Nonb3oBaTenen u ap.

MocTaBwuky ycnyr u notpebutento (notpedbutenam) HeobxooMmo Takke
cornacoeaTtb npoueaypbl MPOMEXYTOYHOrO aHanuida npefocTaBnsieMbiX YCnyr ans
06CYXOEHMA MPOMEXYTOUHbIX pPe3ynbTaToB, OOCTMXKEHWA W  CMOPHbLIX BOMPOCOB.
lMpoBeneHne Takmx COBELLAHUA OOMKHO HOCUTbL NIaHOBbIA XapakTep, a cBeaeHusa ob
9TUX 3annaHMpPOBaHHbIX COBELLAHUAX (Harpumep, 0Oambl poeedeHuUss U MeMbl
coseuwjaHull) AOMKHbl BbITb AOBEAEHbI [0 BCEX 3aMHTEPECOBAHHbIX CTOPOH.

MocTaBLMK ycryr OOMKEH MnaHMpoBaTb M NPOTOKONUPOBaTb BCE COBELLAHUS,
pPerucTpupoBaTh 3anncu O BO3MOXHbIX NMpobnemMax U BCe CornacoBaHHble OeNCTBUS,
ABNSOLWMNECS CNeACTBUSIMU TaKUX COBELLaHWi, B TOM Yucne U OeNCTBUS NO PeLUEHMIO
CMOPHbIX BOMPOCOB.
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MocTaBWMK  ycnyr  OOMMKEH  YyCTaHOBUTbL C  noTpebutenem  ycnyr
B3aMMOOTHOLLEHUs, obecnednBarolLne OCBEeAOMMEHHOCTb MOCTaBLMKa O HACTOALLMX
NOTPEGHOCTSX N O KPYMNHbIX N3MEHEHUSIX B MOTPEBHOCTSX BUsHeca notpebutens ycnyr,
a Takke NpenocTaBnslolMe  MNOCTaBLUMKY  BO3MOXHOCTb  YAOBNETBOPUTb
cylecTByloLme NoTpebHOCTN 1 NOArOTOBUTLCS K UX U3MEHEHMSIM.

3.5.2.2 Xano6bl, cBA3aHHbIe C NpeaoCcTaBneHueM ycnyr

MocTtaBwuKk ycnyr u noTtpebutenb [JOMKHbI cornacoBaTb  OpMarbHYH
npoueaypy nogadm xanob Tak, 4Tobbl M3bexaTb HeonpeaeneHHOCTU B TOM, 4TO
npeacTaBnaAT coboto xanoba u npoueaypa pasbupatensctBa ¢ Hen. lMocTaBLymKy
ycnyr Heobxoaum AEeNCTBYIOLIMIA NPOLIECC ANS PeLLleHns agpecoBaHHbIX eMy CMOPHbIX
BOMPOCOB, BKN4Yas pas3bupatenbCTBO C  xanobamu, u OnNA  BbINOMHEHUSN
COOTBETCTBYHOLMX AENCTBUM MO PELUEHNO 3TUX CMOPHbIX BOMPOCOB.

Ona nogaun xanob® B [aHHOM Mpouecce AO0SMKHbl OblTb onpedeneHbl TOYKM
KOHTaKTa noTpebuTtenen ¢ NOCTaBLUMKOM YCnyr (Hanpumep, Homep mernegoHa, adpec
3f1eKmpoHHoU noymsi [Jucnemyepckol criyxbbl Cepsuc-0eck rnocmasuwuka ycrye u

ap.).
MocTaBWKMK ycnyr [OOMKEH perucTpyMpoBaTb, uccnegoBatb, obpabaTtbiBaThb,
COCTaBMATb OTYETHOCTb U DOPManbHO 3aKpbliBaTb BCE »Karnoobbl.

OcTtalowmeca HepaspelEHHbIMU Xanobbl (KkoTopble He 6biNn peleHbl [O
HaCTynneHnMs npegenbHOro CpoKa, COrfliacoBaHHOMO C noTtpebutenem) [OOMKHbI
perynapHo aHanuaumpoBatbcsd. O HuX Heobxoaumo [oknagbiBaTb PYyKOBOACTBY
nocTaBLMKa YCnyr.

C uenblo onpegeneHus TeHgeHUM B nogade xanob un B pasbupartenbcrtBe C
HUMMW, a Takke COCTaBfEeHUs ANns noTpedbuTenen ycnyr oT4ETOB O pesyrbTaTtax Takoro
aHanusa, NOCTaBLUMKN YCINyr AOSMKHbI NEPUOANYECKN NPOM3BOAUTL aHanu3 3anucen o
Xanobax.

Korga aTo uenecoobpasHo, pesynbTaTbl Takoro aHanmsa anod JormkHbl 6bITb
MCMNONb30BaHbl B KayecTBe WCXOAHOWM WHGopmaumm ans GopMmpoBaHMsa nraHa
YNyyLleHns yCryr.

3.5.2.3 OueHkKa ypOBHSs1 y4OBNEeTBOPEHHOCTU NoTpedbuTtenen

[Ons Toro 4tobbl y nocTaBwuka ycnyr Obifna BO3MOXHOCTb CPaBHUTb TEKyLlee
3Ha4yeHMe YPOBHSA YAOBMETBOPEHHOCTM noTpebutenenm ycnyr C ero uenesbiMn
3HaYEHUSAMN U CO 3HAYEHUSIMU, NONYYEHHLIMW MPU NPOBeAEHNN NpeabiayLLmMX OnpocoB
No onpefeneHvio yaoBneTBOPEHHOCTU, YPOBEHb YAOBMETBOPEHHOCTN MNOTpebuTtenen
OOIMKeH BObITb M3MepUMOn xapakTepuctukon. CoaepkaHue M CROXHOCTb ornpoca no
onpeneneHnio YAoBneTBOPEHHOCTU OOIMKHbI BbITb TakMmu, 4ToObl NoTpebutenn mornm
nerko OTBETUTb Ha 3ajaBaeMble MM BOMPOCbl, WU YTOObl ANs BbINOMHEHUA U
onpegerneHns pesynbTaToB onpoca He TpeboBanocb Ype3MepHbIX 3aTpaT BPEMEHU.

[omkHbl  uccrnenoBaTbCsl  CYLLECTBEHHbIE  OTKIMOHEHUSI TEeKyLero YpOoBHS
YLAOBINETBOPEHHOCTU MOTpebuTener No CpaBHEHUO C LENeBbiIMUM 3HAYEHUSIMU U CO
3HaYeHUsSIMW, MONy4YeHHbIMU paHee. [omkHbl OblTb onpeaeneHbl MPUYMHBI  TaKKX
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OTKMOHEHUN. TeHAEeHUMM B WU3MEHEHMM YPOBHS YAOBMETBOPEHHOCTM WINU Opyrue
CpaBHeHMs1 B 3ToW 0OnactTu [OSMKHbI NPOM3BOAUTLCS TOMbKO Afs COMNOCTaBUMbIX
BornpocoB 06 YyAOBMETBOPEHHOCTM W C MPUMEHEHMEM COMOCTABMMbIX METOOB
npoBeaeHns BbIGOPOYHOro ornpoca 1 onpeaeneHns ero pesynbTaTos.

PesynbTatbl M BblBOAbI ONPOCOB YAOBMNETBOPEHHOCTM MOTpebuTens ycnyr
OOMKHbI  OblITb €  HUM  obcyxaeHbl. [naH genctBui  no  obecneveHuto
yAOBMNETBOPEHHOCTM NoTpebutens, opMMpyeMbIi Ha OCHOBE pe3ynbTaToOB TaKoro
onpoca, AOo/MKeH ObITb COrnacoBaH, BKMOYEH B MNaH ynydweHus ycnyr. MNotpebuTens
A0JKEH OblTb NPOMHOPMUPOBAH O pe3ynbTaTax BbINOMIHEHUS TakuX AEACTBUN.

[MonoXuTenbHbIM OMNbIT NOCTaBLWMKA YCIYr, BblpaXeHHbIA B BUAE MOXenaHun
notpebutens (Hanpumep, «gom, bbirio bb1 mak eceadal»), oomKeH AOKYMEHTUPOBATLCA
N 0OBOANTBLCA OO CBEAEHUS NepcoHana nocraBLLMKa YChyr.

3.5.3 YnpaBneHue nogpaguymkamm

Llenb: YnpaBnsatb nogpsiguvMkamy Ansi rapaHTuM ob6ecrnedyeHnss LenocTHOCTM U
KayecTBa yChnyr.

3.5.3.1 BBegeHue

Mpoueaypbl ynpaBneHnst noapsaavMkaMm AOSMKHbI rapaHTMpoBaTh crieqytoLuee:
a) noapsiAYvK NMOHUMMAET cBou obsi3aTenbCcTBa nepes NOCTaBLUMKOM YCIyT;

6) noaopsAYYK BIMOMHAET NPUEMSIEMbIE U COTNMACOBaHHbIE UM W MOCTaBLUUKOM
ycnyr TpeboBaHuUst K YpoBHIO 06CIYKMBaHWUS U K COAEPXKaHUIO YCNYT;

B) NoApsOuYvK ynpaBnsieT W3MEHEHMSIMW B YPOBHSIX OOCMYXMBaHUS U B
coaepXaHun NpeaocTaBnsieMblX UM YCyT;

) NOCTaBLUMK YCNyr perucTpupyeTt B3auModencTBmne Mexay BCemMu CTOpOHaMM,
y4acTBYHOLLMMUN B NPEAOCTABNEHNN YCIYT;

A) NocTaBLWMK Yycnyr usy4yaeT WHGPOPMaUMIO O MPOU3BOAUTENBHOCTU BCEX
NoapSAYMKOB, a Takke BbINOMHSAET OeNcTBusl, Heobxoaumble Ons oGecrieyeHus ee
NPUrOAHOCTW.

3.5.3.2 YnpaBrneHune KOHTpaKkTamu

MocTaBWMK ycnyr [OfKEeH OnpeaenuTb COTPyAHWKa, OTBETCTBEHHOIO 3a
ynpaBneHne KOHTpaKTaMu M corfalleHusiMM ¢ noapsiadnkamun. B HekoTopbix criyyasix
[AornyckaeTcs pasaeneHne Tako OTBETCTBEHHOCTU MEXAY HECKOMNbKUMWU COTPYAHUKaMU
noctaBwumka ycnyr. [lpy 3ToM Ans  rapaHTMM  TOro, 4TO MHcopmaumss o
NPOU3BOANTENBHOCTM BCEX NOAPSAYMKOB U3YyYaeTCs M COOTBETCTBYOLLME OENCTBUS MO
oGecneYyeHno CornacoBaHHOW MPOU3BOAUTENBHOCTM BbIMOMHATCA, OO0MMKeH ObiThb
HanaxeH eauHbI NPOLIECC YNPaBMeHUs KOHTPaKTaMM.
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B pamkax OTBETCTBEHHOCTM MOCTaBLMKa YCNyr LOMKHbl OblTb onpeaeneHbl
TOYKM KOHTakTa Anst obecrneyeHnss B3auUMOOTHOLUEHWA C  KaablM MOAPSAYMKOM
(Harpumep, HoMmepa menegpoHos8, adpeca 3[EKMPOHHOU NoYmbsl MOOPSOYUKO8 U
rnocmasujuka).

[ns  OueHKM COOTBETCTBUS MpenocTaBnsieMblX Ycnyr uensm OusHeca
noTpebuTenen ycnyr, BCE KOHTpPaKTbl C nNoapsaYvMkamMy OOMKHbl  codepaTb
KaneHaapHbI NinaH NpoBeAeHNst HEO6X0AMMOro ANs 3TOro aHanmaa.

Ons ynpaBneHWst KaxabiIM KOHTPaKTOM [JOMKeH (YHKLUMOHMPOBATbL YeTKO
onpeneneHHbli MPOLECC YnpaBneHUsi KOHTpakTaMu. Tak e 4YeTKO AOMmkeH OblTb
onpeneneH Npouecc Afis BHECEHUS1 NOMPaBOK B KOHTPaKT. JltoOble M3MEHEHUsI B 3TUX
npoueccax (ynpaeneHust KOHTpaKTaMu U BHECEHUS! NOMPAaBOK B KOHTPAaKT) AOMKHbI ObiTb
ochmumansHO AOBEAEHbI 40 BCEX NOAPSIAYMKOB, KOTOPbIX 3TN N3MEHEHUS KacatoTcsl.

CnMCOK KOHTaKTOB B COOTBETCTBYHOLUMX OpraHnsaumsax (MOAPSAYMKOB U
MOCTaBLMKOB YCIyr) OOIMKEeH NOoAAEepXMBATbCs B akTyanbHOM cocTosiHuM. Ecnun
KOHTPaKTOM MpeayCMOTPEHO HauyucneHue wrtpadoB unm GOHYCcOB, TO €ro OCHOBHbIE
MONOXEHNS AO0MKHbI ObiTb YeTKO onpeaeneHbl U COOTBETCTBOBATb M3MOXEHHbLIM BblLLE
TpeboBaHUAM.

3.5.3.3 OnucaHue ycnyru

Ons kaxoow ycrnyrM WM Kaxgoro noapsavvka MnocTaBLMK YCRYrM  OOMKeH
noaAepXkmBaTth B akTyanlbHOM COCTOSIHUM CrieaytoLuLyto MHopmaumio:

a) HasBaHWe (HauMeHOBaHWE) YCrnyri, pPonu K OTBETCTBEHHOCTM MepcoHana
nocTaBLUMKa YCNyr M nepcoHana noapsiaynka, obecnedvBalolLlero npenocTaBneHue
YCryrv NOCTaBLUUKY;

6) onucaHue cogepxaHust yCnyru;

B) onuMcaHWA Mnpouecca ynpaBfeHWUsi KOHTpakKTamu, YPOBHEN YTBEPXAEHMWS
(Harnpumep, coanacosaHusi U nodrnucaHusl) KOHTpaKTa 1 NnaH 3aBepLleHns KOHTPakTa;

F) onncaHue nop4dnka onnatbl ycnyr, npu HeobxoanMocCTu;

[) OonvcaHWe COornacoBaHHbIX MapaMeTPOB  YCIyrn, 3HA4YeHUs1  KOTOPbIX
noasiexart OTPaXKeHUIo B OTYeTax;

€) 3anmcu 0 aKkTUYEeCKOn NPON3BOANTENTBHOCTN.

3.5.3.4 YnpaBneHune MHOXeCTBEHHbIMU NoapsaA4YMKaMU

JomkHO ObITb 4YeTKo onpedeneHo, MMeeT N MNOCTaBWMK yChyr Aeno
HEerNnoCpeacTBEHHO CO BCEMM noapsiAYMKaMn B LEnn MOCTaBKW, WM TOMbKO C
reHeparnbHbIM noapsaYMkoM, GepyliMMm Ha cebsi OTBETCTBEHHOCTb 3a OeATeNbHOCTb
cybnoapsavmKoB.

leHepanbHOMY noApsAYMKYy HeobxoaAMMO YyyecTb Bcex cybnoapsigyvKos,
3aperncTpMpoBaTb  OTBETCTBEHHOCTM U B3aMMOOTHOLLUEHWUS  Mexay  3TUMKU
cybnogpsiguMkamMy B LIENOYKE MOCTaBOK, a Takke, ecrnv notpebyeTtcsi, NpeaocTaBnaTb
[AaHHY0 MHOPMaLMIO NOCTABLLMKY YCIyT.
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MocTaBLWuKKy ycnyr Heob6xoaAnMMOo MNOSyYUTb CBUAETENLCTBA TOrO, YTO B KaXJOW
Lenodyke TMOCTaBOK reHepanbHbii  MoApsaYMK  ynpaBnseT  cybnogpsigumMkamu,
PYKOBOLCTBYSICb, KOrga aTo LenecoobpasHo, TpeboBaHuamun, nsnoxeHHoimmn B FOCT P
NCO/M3K 20000-1.

3.5.3.5 YnpaBneHue AOroBopHbLIMU pa3Horiacusmm

MocTaBlWKMKy Yycrnyr W NoapsAYMKy HeobxoaMMo peanun3oBbiBaTb MPOLIECC
ynpaBneHusi pasHornacusiMi, KoTopblid AOMkeH ObiTb onpedeneH WUnvM ynoMsiHyT B
KOHTpaKkTe.

[na pasHornacuin, Kotopble He MOryT ObiTb pelleHbl OObIYHLIM NyTeM, OOSIKEH
OblTb NpPeanoXeH NyTb UX ackanaumm (Harnpumep, dogedeHue makux paszHoanacul 00
ceeleHus pykogodcmea rnocmasujuka ycriye).

Mpouecc ynpaBreHWst OOroBOPHLIMU pas3HornacusiMyM OOSMKEH rapaHTMpoBaTh,
YTO pasHornacusi 3aperucTpUpoBaHbl, MW3Yy4YeHbl, YTO MO HUM MPEeanpPUHSTHI
COOTBETCTBYHOLLME MEPBI, N OHN (POPMarbHO 3aKPbITbI.

3.5.3.6 3akpbITue KOHTpaKTa

Mpouecc ynpaBneHus KOHTpakTaMu LOJKEH BKMOYATb MOMOXEHME O 3aKpbITUK
KOHTpaKTa — KakK O 3anfaHMpoBaHHOM, Tak WU O AOCPOYHOM. TakkKe OH [OMmKeH
obecneynBaTtb nepegady NOCTaBLLMKOM MpaBa Ha NpefocTaBrieHne YCnyr OT Of4HOro
noapsAYnKY Apyromy.

3.6 [pouecchbl peweHusn

3.6.1 NpeanocbInku

HecMoTpsi Ha TecHylo B3aMMOCBS3b, YrNpaBrieHUe YCTpaHEHUEM WHUWOEHTOB U
ynpaeneHve pelueHvem npobrnem (ganee no TekcTy GyayT MCNosfb3oBaTbCA TEPMMHBI
«yrnpaBfeHne WHUMAEHTaMU» W  «ynpaBfeHne npobrnemMammuy, COOTBETCTBEHHO,
NonyyMBLUME LUMPOKOE MpuUMeHeHWe B obnactu ynpaenexHuss ycnyramum UT)
npeacTaensalT coboi ABa pasnuyHbIX npouecca. Npouecc ynpaeneHus UHUMaeHTamm
HanpaBfneH Ha BOCCTAHOBMEHWE MpeaoCcTaBreHns Nosb3oBaTensM yCcnyru, a npouecc
ynpaeneHusi npobnemamu - Ha BbISIBNiEHME U YCTPaHEHWE MPUYUH MHUNOEHTOB.

3.6.1.1 YcTtaHOBRneHue NpuopuUTeToB

LleneBble 3HauyeHNs napameTpoB 06CAyXMBAHUS NSt YCTPAHEHUSA MHLMAEHTOB
(peweHnss npobnem) AOO0MmKHbl OblTb OCHOBaHbl Ha npuoputetax. [lpuoputet
yCTpaHeHUs MHUMOEHTa (pelweHns npobrnembl) OOMKEH onpeaensaTbCa Ha OCHOBE
y4yéTa €ero BIMSHUMS W CPOYHOCTU. BnusaHme wuwHumpgeHTta (Npobnembl) LOOMKHO
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onpegenaTbCa Ha OCHOBE y4eTa pasmepa pakTU4ecKoro Ui noTeHumansHoro yuwepba
OT nHuungeHTta (npobnembl) ans 6usHeca notpebutens ycnyr. CpoYHOCTb YCTpaHEeHMUs
MHUMOeHTa (peweHns npobnembl) AOMMKHA OCHOBbIBAaTbCA Ha Y4Y4E€TE NPOMEXYTKa
BPEMEeHN, onpefernsaemMoro kak pasHuua Mexgy MOMEHTOM OBHapyXeHus WHUMAeHTa
(Nnpobrembl) U MOMEHTOM BpPEMEHM, HaynHass C KOTOPOro WHUMAeHT (npobrema)
oKasblBaeT oTpuuaTensHoe BNusHUe Ha busHec notpebutens ycnyr.

Mpn cocTtaBneHun rpaduka yCTpaHEeHNa MHUMAEHTOB, UMK pelueHus npobnem,
Heobxoaumo obpalaTb BHUMaHMeE, No KpaHEN Mepe, Ha creaytoLlee:

a) NpUopuTET MHUMAEHTA UNK Npobnemsbi;

6) OOCTYNHOCTb COTPYAHMKOB MOCTaBLUMKA YCMyr C COOTBETCTBYHOLLMMU
HaBblkaMW (Harpumep, Ha Hasu4yue makux compyOHUKO8 U Ha UX 3a2py)KeHHOCMb
opyaumu pabomamu);

B) KOHKypupyowme mexay cobon TtpeboBaHMA Ha NpeaocTaBfeHWEe akTUBOB,
HeobxooMMbIX ONst YCTPAHEHUst MHUMAEHTa MM pelleHns npobnembl (Hanpumep, Ha
rnpedocmasrneHue obopydogaHusi u/unu rnpospamMmmHbix cpedcms);

r) 9ddeKTUBHOCTL/CTOMMOCTEL peanM3yemMoro Metoda YCTpaHeHUs! MHUMOEHTa
Unn peLueHns npobnemsi;

[) BENUYMHY CpedHero BpeMEeHW, 3aTpadvMBaeMOro Ha peanusauuio Metoaa
yCTPaHEHWUs! MHUMAEHTA UK pelleHnst NpobrnemMbl.

MpumedyaHue — TlOHATME «MNPUOPUTET» WUCMOMNb3YETCH MPAKTUYECKUM BO BCEX
npoueccax YnpaBeHUs ycrnyramu, HO CBOE OCHOBHOE MNPUMMEHEeHWe OHO HaxoauT npu
peanusauum NpoLeccoB ynpaBrneHns UHUMAEeHTaMm1 1 ynpaeneHuns npobrnemamm.

3.6.1.2 Ob6xoAaHble peLieHns

B pamkax npouecca ynpasneHuss npobriemamn OOSMKHbl peann3oBbIBaTbCA
npouenypbl N0 HAXOXOEHWNIO HOBbIX OOXOAHBLIX PELUEHUI AN YCTPAHEHUS MHLUNOEHTOB,
M NO NogAepXaHui B akTyanbHOM COCTOSiHMM WHopmauum o6 yxe HalWAaeHHbIX
0b6xogHbIX peweHuax. Ata nHhpopmaumsa Heobxoauma nepcoHany nocTaBLUMKa ycnyr
NPy YCTPaHEHMM WHUMOEHTOB W, Korga 3To uenecoobpasHo, NS OKasaHMs MOMOLLM
Nnonb3oBaTeENSAM B CaMOCTOATENBHOM BOCCTAHOBIIEHUW NMPEeOCTaBMNEHNS YCIYT.

lMpumeyaHue — MWOeHmuyHbIl nepesod emopoeo abszaua pasdena 8.1.2.
NCO/MOBK 20000-2:2005 (cmp. 21), colepxawul mpebogaHue K 3aKpbIMUK U3BECMHbIX
owubok, coomeemcmeyoweao pasdeny 3.6.1.2 npoekma [OCT P WUCO/M3K 20000-2,
nepeHeceH 8 pasdesn 3.6.3.3 «M3gecmHbie owubku» (ab3ay 5) Hacmosiuwez2o OoKymeHma.

CoTpygHuKM  noCTaBLUMKA yCryr, peanuaylolme npouecc ynpaBneHus
npobnemamn, AOMMKHbI MMETb AOCTyn K uHdopmauum o Ou3Hece noTpebutenen,
OKa3aBLUMXCA NoA BNUsiHMEM npobnem.

NHdopmaumo 06 06xoaHbIX peleHnsax HeobxoanmMo XpaHuTb B ©ase 3HaHWUN.
WMHpopmaums o npuMeHMMoCTM U 3PEEKTUBHOCTM OBOXOOHbLIX pelleHnn ansd
YyCTpPaHEHUs1 COOTBETCTBYIOLUMX UHUMOEHTOB OOMKHA COXPaHATbCA U NoaLepXMBaTbCA
B aKTyaslbHOM COCTOSIHUW.
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3.6.2 YnpaBneHue MHUUOEHTaAMU

Llenb: Kak MOXHO ObicTpee BOCCTAHOBUTb NpefoCTaBfeHve noTpebutenam
cornacoBaHHOM ycnyru, 1 MMHMMMU3MPOBaTb OTpuULUATENbHOE BNUAHWE UHUMOEHTOB Ha
GusHec noTpebutenen ycnyr, a TaKk >Xe BbINOMNHATL 3anpocbl Ha OOBCNyXuBaHue,
nocTynawLme OT Nonb3oBaTesnen.

3.6.2.1 OOwwme cBepgeHun

MpnmevyaHune:

1I'Ipou,ecc ynpaBneHuna uHUMaeHTamm MoxXeT ObITb peann3oBaH C MOMOLLbIO
ﬂmcnequpCKon CJ'Iy)K6bI CepBVIC-LI,eCK, KOTOpad ,El,el7ICTByeT KaK TOYKa eXegHEeBHOro KOHTaKTa
nocTaBLLUMKa C Nosfib3oBaTeSIAMN.

2 MNpouecc ynpasneHns MHUMAEHTaMW LOIKEH ObITb:

a) kak NPEBEHTUBHbIM (codepxxawum npouedypbi 3abnaz2o8peMeHH020
rnpedomepawieHusi rnosiefieHUss UHUUOeHmMOo8), Tak N peakTUBHbIM (codepxxawum rnpoyedypbl
0ris ycmpaHeHUs yXxe noseusuwuxcs UHUUGeHmos) NnpoLueccom, pearmpyrowmmMm Ha MHUMAEHTHI,
KOTOpble BRMSAIOT UK NOTEHUMANbHO MOTYT MOBMMATL HA YCNyry U €€ npefocTaBleHuneE;

6) opveHTMpOBaHHbLIM Ha BOCCTaHOBNEHWE NpPeAoCTaBreHus aAna noTpebutens
COrnacoBaHHOW yCyru, a He K BbISIBNEHUIO MPUYNH UHLMOEHTOB.

Mpouecc ynpaBneHust HUMAEHTaMM OOMMKEH BKIOYaTb:

a) npouenypbl npvema obpalieHns nonb3oBaTend, perncrTpaumm WMHUUAeHTa
(3anpoca Ha oOCnyXxuBaHue), HasHa4YeHWa npuopuTeTa WHUMAEHTY (3anpocy Ha
obcnyxmBaHue) n knaccudgukaumm nHungeHTa (3anpoca Ha obcnyxmneaHue);

6) npouenypy YycCTpaHeHus WHUMAEHTa (npouenypy o06paboTkm 3anpoca Ha
obcnyxmBaHMe) Ha NepBOM JIMHUM MNOLAEPXKKM nonb3oBaTtenen [ucnetyepckon
cnyx6on CepBuc-geck unv HanpaefeHne HUMAEHTa AN ganbHenwen obpaboTku;

B) Mnpoueaypy pacCMOTPEHUs BO3MOXHbIX MNpobrnemMm no MHPOPMAaLMOHHON
©es3onacHocTH;

r) npouenypbl OTCMEXUBaAHWUS W yNpaBreHUs UHUMAEHTOM Ha BCex aTanax ero
XW3HEHHOro UMKNa;

A) npoueaypy nNpoOBEpKU pe3ynbTaToB YCTPaHEHWA WHUMAEeHTa (npouenypy
NpoOBEpPKM peaynbTaTtoB 06paboTkm 3anpoca Ha 0bCnyXMBaHUE) MU 3aKPbITUS MHUMAEHTA
(3anpoca Ha obcnyxuBaHue);

e) npoueaypy KOHTakTa c COTpyaHUKamun noTpebutenen ycnyr Ha NnepBomn NIMHWM
noaaep k1 Nonb3oBaTeneu;

X) npoueaypy ackanauuwu (Hampumep, uHgopmayuu o xo0e u pe3yribmamax
ycmpaHeHusi UHyudeHma).

MHopmaumsa o6 nHumnageHte MoxeT ObiTb nepefaHa B [Jucnetyepckyto cnyxoy
CepBuc-geck nonb3oBaTenem no TenegoHy, npu noMoOWM WK C UCNOSb30BaHMEM
aBTOOTBETYMKA, a@ TaKkKe Npu NMYHOM noceleHnn OucneTtyepckon cnyxbbl Cepsuc-
AecK, NUCbMOM MO dakcy WNN SNEKTPOHHOW noyTe. Takke WHUMOEHTbl MOryT
pPernMcTpupoBaTbCs HEMOCPEACTBEHHO MOMb30BATENAMW, UMEOLLMMN SOCTYM K CUCTEME
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perncTtpaunnm nHUMOeHToB, NI Ha OCHOBAHUN COOOLLIEHNN OT CUCTEM aBTOMATUYECKOro
MOHUTOPWHra.

Bce wHUMOEHTbl OOMKHbI pPEerncTpupoBaTbCsi TakMm o6pasom, 4Tobbl Obina
BO3MOXHOCTb M3BNeYb HEOOXOAMMYI MHGOPMALMI0 O HMX M NPOaHanM3npoBaTb 3Ty
NHopMaunto (Harpumep, ceedeHusi 0 Oelcmeusix o ycmpaHeHuro uHyudeHma. lNpu
ucriosib308aHUU cucmemMbl MOHUMOpPUHeaa, OO/MKHO bbimb orpedersieHo, Kakue u3
rnocmynarnuwux om Hee coobweHul noodrexam peaucmpayuu Kak UHUUOeHMmMbl, a
Kakue He nodnexam).

MHdopMaumst 0 NoNoXuTenbHbIX pesynbTaTtax, 4OCTUTHYTbIX B XOA4€ YCTPaHEeHMUS
MHUmMaeHta (unn  uHdopmaumss o6 OTCYTCTBMM TakKuxX pe3ynbTaTtoB), [OOSKHa
AOBOANTBCS OO0 CBEOEHUs Tex COTPYOHUKOB MoTpebuTens ycnyr, Ha OeATenbHOCTb
KOTOPbIX OH BNUSET haKTUYECKN, U KOTOPbIE MOTYT OKa3aTbCs Mog BIMSHUEM 3TOrO
nHUnpeHTa. Bce pgenctBus nNo  yCTPaHEHWO  MHUMAEHTA  OOMXKHbl  ObiTb
3aperMcTpmpoBaHbl B 3anMcu 00 MHUNAOEHTE.

lMepcoHany nocTaBWwMKa YCnyr, peanuaylowemMy npouecc YynpaBreHus
WHUMAEHTaMK, HEOBXOANMMO MMETb AOCTYN K akTyanbHow 6ase 3HaHuK, coaepKallewn
NHPOPMAaLINIO O TEXHUYECKUX Cneuuannctax, o0 NpoLUnbiX MHUMOEHTaX, O CBA3AHHbIX C
HUMM NpoGremMax U N3BECTHbIX OWKnOKax, 06 06XO4HbLIX PELLEHUSX, a TaKkkKe K NepeYHto
NPOBEPOYHBbIX onepaunn (Harpumep, npedcmasrieHHbIX 8 sude mexHosioau4yeckou
Kapmsbl, UHCMpPyKuuu U Op.), KOTOpble MOryT TMOMOYb B BOCCTaAHOBMNEHWUU
npeaocTaBneHnsa NoTpedbuTento cornacoBaHHOM yCryri.

Korga 9TO BO3MOXHO, NOTPebUTENto Yycnyr AOMkHbl ObiTb NpeaocTaBneHb
cpeacTtBa ans obecneyeHmss 6becnepebonHocTn ero busHeca, gaxke ecnvm 3T cpeacTea
obecneunBaoT NpeaocTaBneHne yCryrm ToNnbko C NOHWKEHHbIM Ka4eCTBOM, Hanpuvep,
C nomouwpbto ONOKMPOBKM  MOBPEXOAEHHOM  (PYHKUMOHANbHOCTM  CUCTEMBbI.  JTO
HeobxooMMO ONsi MUHUMMU3AUUKM OTPULATENbHOrO BIUSHUSA WHUMOEHTa Ha Ou3Hec
notpebutens ycnyr. Korga npuynHa nHumgeHTa octaeTcs HeM3BECTHOW, HO obxogHoe
pelleHne onpeaeneHo, ceBeaeHuss 06 3TOM AOMKHbI OblTb 3aQ0KyMEHTMPOBaHbI A
MCMONb30BaHMUS NpPUM  AdanbHEeWlWeM  AMarHoCTMpOBaHMM  npobrnembl M npwu
BO3HMKHOBEHUWN aHanorn4yHbiX MHLUNOEHTOB.

OkoHYyaTernbHOe 3aKpbITME UHLNAEHTA A0MKHO NPOUCXOAUTL TONMLKO MOCHe Toro,
Kak OT Monb3oBaTensi, cooblwmBLIEr0O 00 UHUMAEHTE, MOMyYeHO MOATBEPXKAEHME, YTO
3TOT MHUMAEHT YCTPaHEH, 1 NpeaocTaBieHne yCryrm BOCCTaHOBIEHO.

3.6.2.2 Kputn4yeckume MHUNOEHTLI

MocTaBLLUMK YCNyr COBMECTHO C UX NOTPeOMTENeM OOMKEH YETKO ONpeaenuTb,
YyTO SBMAETCH KPUTMYECKMM WHUWOEHTOM W KTO MMEEeT MpaBO W3MEHUTb OObIYHbIV
NOPSAOK peanu3aumMu  NpoLEecCoB  YMpaBreHus WHUMOEHTaMU W ynpaBneHus
npobnemamu Ans yCTpaHeHUs Takoro MHUUOEHTA.

[ns noboro MOMeHTa BpeMeHW Yy MOoCTaBLUMKa YCRyr OOSMKEH ObiTb YETKO
onpeneneH pykoBOAMTENb, OTBEYAKLWMA 3@ YyCTpaHEeHWe BCeX KPUTUYECKMX
NHLUNOEHTOB.

PykoBoguTento, OTBe4YalolWeMy 3a YCTpaHEeHUE KPUTUYECKMX WHUUOEHTOB,
AOMKHbl BbITb NPEAOCTaBNeHbl NePCOHaNbHbIE NONTHOMOYMS TAKOrO YPOBHS!, YTOObI OHK
NO3BONSANN 3TOMY PYKOBOAMTENMO KOOPAMHWPOBATL M YNpaBnsTb BCEMWU acreKkTamu
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YCTPaHEHUST KPUTUYECKOrO UHUMAEHTA. DTOT PYKOBOAUTESb AOSMKEH TaK Xe oTBedvaTtb
3a pe3ynbTaTMBHOCTb 3cKanauum m obmeHa uHdOpmauMen no BCEM BOMNpocam,
CBA3@aHHbIM C YCTpaHEHWEM KPUTUYECKMX WHUMAEHTOB, CO BCEMM CTOpPOHaMM,
BOBMEYEHHbIMW B YCTPaHEHME KPUTUYECKOrO WHUMAEHTA, a Takke C notpebutenem
(noTpebutenammn), okaszasLIMMCA (OKa3aBLLMMUCS) NOS, BIIUSSHAEM 3TOrO MHUMAEHTA.

MpumeyaHue - Takoh ypOBEHb MOMHOMOYMIA PYKOBOAMTEMNS, OTBevaloLllero 3a
yCTpPaHEHNE KPUTUYECKUX MHLMAEHTOB, MOXET OblTb BPEMEHHbIM U AEeWCTBOBATb TOSIbKO BO
BPeMSs YCTPaHeHUs! KpUTUYECKOro MHUMAEHTa.

Mpouecc ynpaBneHns UHUMAEeHTaMK OOSKEH BKoYaTb B cebs npoueaypy no
NpoOBEeAEHNI0 aHanmMsa KpUTUYECKUX WHUMOEHTOB. PesynbTaTtbl aHanmusa KpUTUYECKUX
WHUMOEHTOB [OOMMKHbI MCMNOMb30BaTbCA B KayecTBE WCXOOHOW WHOpMauun Ans
dhopMMpoBaHMS NnaHa ynyylleHns yCnyr.

3.6.3 YnpaBneHue npobnemamm

Llenb: MwuHMMM3MpOBaTb OTpuLATENbHOE BRMsSiHAE nNpobnem Ha 6usHec
noTpebutenen ycnyr nocpeacTBOM oOnpeneneHnss KOPHEeBbIX MPUYUH MHUWOEHTOB,
NPEeBEeHTMBHOIO aHanunsa u ynpaeneHus npobneMamu BNnoTb A0 MX 3aKpbITUSI.

3.6.3.1 O6nacTb NnpuMeHeHNA ynpaBrneHus npobrnemamm

B npouecce ynpaeneHusi npobnemamym HeobxoaMMO MCCrenoBaTb MPUYMHBI,
nexaltlme B OCHOBE MOSIBIEHNS UHLWMOEHTOB.

B pamkax npouecca ynpaeneHus npobrnemamun [OMKHO OCYLEeCTBNATLCA
npegoTBpalleHme NOBTOPEHUN N TUPAXKUPOBAHWUW (Harpumep, rpu pacrpocmpaHeHuu
KOMIMbOMEPHO20 8Upyca) WHUMOEHTOB N U3BECTHbIX OWMOOK. Mpn 3TOM NOCTaBLUUKY
ycnyr HeobxogMmMo pyKOBOACTBOBATLCA TpeboBaHMAMN BusHeca noTpebutenen ycnyr.

3.6.3.2 UHunumaumsa ynpasneHusa npodnemamm

Ona onpegeneHna  npuvyMH  NpobneMm, WHUMAEHTbl  OOSMKHbl  OblTb
knaccudguumpoBaHbl. OCHOBaHMEM ANiS Krnaccudukaumm UHUNMOEHTOB MOFYT CRYXUTb
cywecTByomne (M3BECTHbIE) NPOBeMbl U BHEOPEHHBIE U3MEHEHUS.

NMpumeyaHue — Ha HayanbHON CTaaMmn perncTpaumm UHUMOEHTOB (NpY OTCYTCTBUM
CTaTUCTUYECKUX AaHHbIX 00 MHUMAEHTax, a Takke MNOSIHOM MHGOPMaLMM O CyLLEeCTBYHOLMX
npobrnemMax n U3MeHeHUsIX) B Ka4eCTBE OCHOBaHWUIA ANs Knaccugukaumm MoryT UCrnofb30BaThCs
apyrme aktopbl. Takumu baktopamm MoryT ObiTb NpeaocTaBnsieMble ycryrn, obnactu
OGusHeca noTpebuTens ycnyr, oOkasaBlWMeECs No4 BAUSHUEM UWHUMOEHTA, a Takke
npefocTaBneHHble nonb3oBaTenem (Mnu OpyruM COTPYAHUKOM MOTpebutens ycnyr) npusHaku
NPOSIBNEHNS UHUNAEHTA.

3.6.3.3 U3BecTHbIe OLLNOKHU
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Korga B pesynbTate wuccrenoBaHWsi, MPOBEAEHHOro B paMkax npolecca
ynpaeneHus npobrnemamu, KOpHeBasi MpUYMHa MHUMAEHTa OyaeT onpegeneHa n Metop,
YyCTPaHEeHUss 3TOro WHUMAeHTa OyaeT ycTaHoBneH, npobrnema AomkHa ObiTb
KnaccuduumpoBaHa kak N3BecTHasi oLumoka.

Bce n3BecCTHble OWMBKN OOMKHbI ObITb 3aperncTpupoBaHbl C ykasaHuem (B
BMAE CCbIfIKA, UNN B BMAE KPaTKOro ONUCaHWs) YCNyr, KOTOpble oKasanucb unv mMoryT
oKasaTbCs Nof BAUSHMEM Takux OWWOOK. [JOMOMHUTENIbHO MOXHO YKasaTb
KOHOUIypaLMOHHbINA 3NIEMEHT, KOTOPbIN, Kak npeanonaraeTca, HEUCNpaBeH.

MHdpopmauma 06 wun3BecTHbIX owmnbkax, OTHOcsWasa K npegocTaBnsieMbiM
ycnyram, OofmkHa ObiTb NepegaHa B MPOLECC ynpaBeHUs UHUMAEHTaMU M OOSMKHA
ObITb 3apernctpupoBaHa B 06ase 3HaHM COBMECTHO C KakKMMU-HMOyOb O6XOAHbIMU
peLUEHNAMMN.

N3BecTHas owmnbka He MOXeT ObiTb 3aKpbiTa paHblUe YCMELWHOro peLueHus
COOTBETCTBYHOLLEN el NPOGIEMbI.

UNseecmHass owubka, OomkHa Obimb 3aKpbima mofibko moeda, koz0a
Koppekmupyrowee UsMeHeHuUe o ycmpaHeHUro 3mou owubku yoayHo 8HeOpeHo, usnu
Koe20a owubka He nosemopsiemcs ecriedcmeue, Harnpumep, moao, 4mo ycnyea 6onbuwe
He ucrionb3yemcs eé nompebumenem.

MpnmeyaHune:

1 U 3anoxeHHbIl ebiwe ab3ay coomeemcmeayem emopomy absauy pasdena 8.1.2.
NCO/MOBK 20000-2:2005 (cmp. 21).

2 [loTpebutenb MnM NOCTaBLWIMK YCAyr MOryT MNPUATM K BbIBOQY O TOM, 4TO
peweHne npobnembl CAMWLKOM AOPOroe WM He HeceT Bbirogbl Ans Gu3Heca noTtpebuTtens
ycnyr. B Takom cnyyae 9TOT hakT [OmMKeH ObiTb YeTKO 3ad0KyMeHTMpoBaH. 3anucb 006
M3BECTHOM oOlWMNOKE OOMMKHA OCTaBaTbCA OTKPLITOM OO0 Tex Mnop, Moka MOryT MpPOU30oNTH
KOCBEHHble, MOOOYHbIE MHUMAEHTbI W/Mnn MoryT notpeboBaTtbCsa 0OXoOHble pelueHus u/unu
notpebyeTcsi NepecMoTp YCTaHOBMNEHHONO MeTo4a PELLUEeHNA COOTBETCTBYOLWEN en npobnembl
(Hanpumep, nepecmomp ¢ Uerbio yry4yWweHUsl ycmaHo8/ieHHo20 Memoda peweHus rnpobremsl
usnu C Uesibio e2o 3ameHbl Opyaum mMemodom).

3.6.3.4 PeweHue npobnemsbl

Mocne TOro, Kak KOpHeBasi MNpuyMHa WHUMOEHTA onpedeneHa n ana eé
yCTpaHeHWsi onpeaenieHo peLleHne, 3To pelleHe NpobrnemMbl AOMKHO ObiTb NpoBeaeHo
yepes NpoLece yrnpaBneHnss U3MeHEeHUSMMU.

3.6.3.5 O6meH nHcpopmaumen o peeHun npooénem

NHdpopmaums o6 ob6xogHbIX M 06 OKOHYaTEeSbHbIX (MOCTOSIHHbLIX) PELUEHUSAX
ANS yCTpaHeHUsa MHUMAEHTOB, a Takke O pe3yrnbTaTax, NPOofyyYeHHbIX B XO4€e peLUeHns
npobnem (Hanpumep, O pe3ynbmame peweHuss npobnemsl, o0becrnevyuswum
ycmpaHeHue uHUuudeHma), OOMKHa [OOBOAMTLCA OO0 CBEAEHUs TeX COTPYAHWKOB
notpebuTtenen ycnyr, KOTopble OKasanucb NOA BAUSIHUEM 3TUX MHLMAEHTOB U Npobnem.
[aHHas vHGopMauus Takke [OOIhKHa AOBOAMTLCA [0 CBeAEeHMst TeX COTPYOHWUKOB
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nocTaBLUMKa YCIyr, KOTOpbIM OHa HeobxoauMma ans obecneyeHusi npenocTaBneHust
YCNnyr, HAXOASALWMNXCS NOA BUSIHUEM TakUX UHLUUOEHTOB U Npobnem.

3.6.3.6 OTcnexuBaHue n ackanaumsa nHcpopmMaLmm o peeHun npoonem

MocTaBLMKOM yCnyr AOMKHbl OTCINEXMBATBCS pe3ynbTaTbl, MOJSTyYEHHblE B
Xo4e peweHus Bcex npobnem (Hanpumep, pe3ynbmambl peweHus npobrem,
obecniequswux ycmpaHeHuUe UHUUOeHmMos).

Bce cnopHble Bonpocbl O pelleHurn nNpobrem AOoMmKHbl OblTb 3CKanMpoBaHbl
COOTBETCTBYHOLLUMM CTOPOHAM (Harpumep, noopsidyuxkam).

I'Ipou,e,qypbl oTCcnexmBaHuna m 3CKallaunn I/IH(bOpMaLI,I/II/I npouecca ynpaslieHuA
npo6nemaM|/| OOJKHbI BKIMKO4YaTb:

a) perncrTpauuio U3MEeHEHUN B COCTOSIHUM MPo6reMbl, KOTOpPblE MPOUCXOAAT B
TEYEHMEe BCEro >WM3HEHHOro UMKNa Kaxaon npobnembl M KOTopble Heobxoaumbl
COTpYAHMKaM MocTaBLLUMKa YCNyr, OTBETCTBEHHbIX 3a pelleHne npobnewm;

6) onpeneneHve MHUWOEHTOB, NPUBOASALUMX K HApPYLUEHUIO LENeBbiX 3HaYeHUi
napameTpoB 06CINyXUBaHUS;

B) nepegayvy COTpyAHMKam noTtpebuTenem n nocrasLiMKa ycryr MHdopmaumu,
KoTopass Heobxoguma wM  Ans  peanuM3aumMm  OEUCTBUM MO MUHUMM3aLMM
OTpMUATENBHOIO BNUAHUA HEPELLEHHOM Npobnembl Ha BuaHec noTpebuTtenen ycnyr;

) ycTaHOBrieHWe Touek ackanauuu (Harnpumep, orpedesieHUss moao, rnpu Kakux
ycriogusix, koeda u KoMy U3 pykosodcmea riocmasujuka ycrye 0omkHa bbimb dogedeHa
UHgopmayusi 0 xoo0e u pesyribmamax peweHusi npobnemsl);

A) peructpauuio ceegeHnn o6 Mcnonb3yembiX akTmBax M O NobbIX OENCTBUSX,
peanu3oBaHHbIX AN peleHns npobnem.

3.6.3.7 Peructpauus 3aKkpbIiTUSA MHUMAEHTaA u/unu npobnemsbl

Mpoueaypa perucTpaumm 3akpbiTUS WHUMAEHTa W/unu npobrembl AorkHa
BKIHOYaTb B ce0s1 NPOBEPKY, rapaHTUPYHOLLYH YTO:

a) TO4YHO 3adMKCMpOBaHbl CBeAeHUst 0 cnocobe pelueHns npobnemel;

6) knaccudmumpoBaHa (KaTeropeaupoBaHa) nMpUYMHA UMHUMOEHTA - Ans
obneryeHna ero nocnegyloLwero aHanusa;

B) notpebutenb ycnyrMu u nepcoHan, obecneuynBawowmn €€ npenocTaBneHue,
ocBeOMIMEHbl 006 yCTpaHeHMM WHUMOeHTa w/vnn o pelwweHun npobnembl (nNpu
HeobxoaumMocTn);

r) notpebutenb cornaceH C TeM, YTO yCTpaHEeHWe MHUMOEHTa W/unu pelueHne
npobrembl ABNAETCS OKHYaTESbHbIM (NOSTHbLIM);

A) notpebutene NpoMHOPMMPOBAH O TOM, YTO OKOHYaTeNnbHOE (MonHoe)
yCTpaHeHne mHuugeHta n/unu peweHme npobnemMbl HEBO3MOXHO WM OHO HE MOXET
ObITb BbIMOMHEHO .
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3.6.3.8 lepecmoTp npobnembi

Koroa vccnepoBaHue HepeleHHbIX M HeoOblYHbIX npobnem, unm npobnem c
BbICOKUM BNUSHMEM ONpaBAaHO, MOCTABLUMK YCNyr [OOIMKEH OCYLIECTBNATb MX
nepecMmoTp (Harpumep, epeMsi om epeMeHU, rnocmaswuk OO/mKeH eo3spawambsCs K
aHarnusy 3apeaucmpupogaHHbIX, HO eWé He pewéHHbIX rnpobrem 05151 ModmeepxOeHUs
orpeodesieHHbIX paHee OUEHOK UX 6rlusiHuUsi Ha €20 6u3Hec, 803MOXHOCMmb U, 8
yacmHoOCmMu, cmoumMocme UX peweHus). lNepecmoTp npobnembl npegHasHayveH ans
COBEpLUEHCTBOBAHNA Mpouecca ynpasreHus npobnemamu u npefoTeBpalleHus
NMOBTOPSOLLNXCA NHUNOEHTOB U OLLIMOOK.

Kak npaBuno, nepecmMoTp Kaxaon npobnembl BKIHOYaET:

a) NepecMoTp OLEHOK BIUSIHUS KaXXOoro WUHUMAEHTA M Kakaow npobnemMbl Ha
cornacoBaHHble YPOBHU 06CNyXunBaHus;

6) agMMHUCTPaTUBHbIE COBELLlaHWS ANS OnpeaeneHus Tex npobnem, KoTopbie
TpebytoT 6e3oTnaratesnbHbIX 4EACTBUI MO UX PELLEHWNIO;

B) aAMWHUCTPATUBHbIE COBELLAHMS ONs onpeneneHnsa TeHaeHuun (B npoueccax
ynpaBneHus ycrnyramu, B npefocTaBfieHuMM YyCryr, B caMux ycryrax), npoBeneHusi
nocrneaywLwlero aHanuaa aTux TEHOEHUMI, a Takke C Luenbko obecnedeHns nepenaydn
pe3ynbTaToB Takoro aHanusa B gpyrne npouecchbl ynpasneHus ycryramu, Hanpumep,
nepegayn nHdopmaumm o HeobxoaMMOCTN COOTBETCTBYHOLLETO 0OyYeHU 1 NOArOTOBKM
nonb3oBaTenen.

3.6.3.9 3agauum nepecmoTpa npobnem

MepecMoTp Npobnem AorkeH BKMoYaTh:

a) onpepeneHne TeHAEHUMI, Hanpumep, NOBTOPEHUA NPOBNeM U UHLUUOEHTOB,
N3BECTHbIX OLLIMOOK N T.4.;

6) BbIABNEHME MNOBTOPEHUM Npobnem C  KOMMOHEHTOM  yCNyru  unu
NHPaCTPYKTYpHbI, obnagatowmm cneundunyeckon Knaccugukaumen nnu
MECTOMNOSIOXEHNEM;

B) BbISIBIEeHNE HEOOCTaTKOB MO MPUYMHE HEXBATKWM aKTUBOB, HELOCTATOYHOMN
NOArOTOBKM MepcoHana Wnu Mnoxon OOKYMEeHTauuu, NPUBOASLINX K BO3HUKHOBEHWIO
WHUMOEHTOB 1 npobnew;

r) BblBNEeHWe HapyweHun (aktoB HecobnogeHusa TpeboBaHun K npaBun)
CTaHAapToOB, MOMUTMK W 3aKOHOB, MNPUBEALUMX K BO3HUKHOBEHWIO WHUMOEHTOB W
npobnew;

Ll,) BbIABNEHME NU3BECTHbIX OLUNOOK B CrnJ1aHNPOBaHHbLIX peJin3ax;,

e) onpeaeneHve roTOBHOCTM COTPYAHMKOB MOCTaBLiMKa ycnyr k pabote no
YCTPaHEHWNIO MHLMAEHTOB U peLLeHnto Npobnem;

X) BblSIBIeHME MNOBTOPEHUN paHee YCTPAHEHHbIX WHUMAEHTOB WU PELUEHHbIX
npobnem.

MpeanoxeHHble COTpyAHMKaMM MOCTaBLUMKA YCIyT YryylleHUs B caMon ycnyre
WnM B npouecce ynpaBrneHuss npobneMamu [OOMKHbl ObiTb 3aperMcTpupoBaHbl U

40



rOCT P MCO/M3K 20000-2

(npoekm, nepeasi pedakyusi)

MCMNONb30BaTbCs B KayecTBe WCXOAHOM MWHdopmaumm ans d¢opMUpoBaHUs nnaHa
ynyudLLeHns ycnyr.

Heobxogumas nHgopmaumnsa gomkHa 6biTe JobaBneHa B 6a3y 3HaHMK npouecca
ynpaBneHus npobnemamu.

Bcs cooTBeTcTBylOWAA OOKYMeHTauMs OOfkHa ObiTb OBHOBMEHa, Hanpumep,
Takve OOKYMEHTbI, Kak PyKOBOACTBO MONb30BaTensl, PyKOBOACTBO agMUHUCTpaTopa U

Aap.
3.6.3.10 TpepoTBpaweHne npodnem

Peanusaums npoueayp npenoTBpalleHnss npobnem [OomkHa BecTn K
COKpAaLLEeHN0 KONUYecTBa MHUMOEHTOB U npobnem. CoTpyaHWkam MnocTaBLUMKa YChyr,
peanuayloWwumM [aHHble npouedypbl, HeobxoaMMo uMcnonb3oBaTb MHopMaumio,
Crnoco6CTBYHOLLYIO MPOBEAEHMIO aHanM3a Nno npeaoTBpaLleHnto NPobnem, Takyto Kak:

a) nHpopmaumo o6 akTmBax N kKoHpurypaumsax UT;
6) nHpopmauuto, MOCTYNaLLY OT NpoLecca ynpaBneHnss UAMEHEHUAMM;

B) MHdopmauunto 06 n3BeCTHbIX ownbKax, O6XOAHbIX peLleHUsIX, MOYyYEeHHYI OT
noapsAYMKOB;

F) VIH(bOpMaU,I/I}O 00 aHanorM4HbIX np06nemax, cyuieCTBOBaBLUNX paHbLUE.

MpepoTBpaweHre npobrem AomKHO BbITb yNnopsaao4YeHo (knaccnmumnpoBaHo) u
OOIMKHO OxBaTblBaTb Pas3fMyHble acnekTbl, Ha4YMHaa C NpeaoTBpaLleHUst OTAerNbHbIX
WHUWAEHTOB, TaKMX KaK MOBTOPSOLWLMECA TPYOHOCTU C OTAENBbHOM (PYHKLMOHANBHOCTLIO
CUCTEMbI, W 3aKaHuYMBasi cTpaTerndyeckumm pewenusmun. [locnegHee MoXeT
notpeboBaTb OONMbWNX 3aTpaT Ha BHEOPEHWE TaKOro CTpaTErMyYeckoro peLleHus,
Hanpumep, Takoro, Kak cosfaHue ceTu obMeHa AaHHbIMKM C Oonbluer NPOonyCKHOW
cnocobHocTblo. B aTomM cnyyae pgencteusi no npegoTBpaLLEHUO npobrnem MoryT
paccMaTpuBaTbCs KaK YacTb npoLlecca ynpaBneHus 4OCTYMHOCTLIO.

[Ons yMeHblueHMst KonuyecTBa obpalleHur nonb3oBaTenien 3a MOMOLLbI B
Oyaywem, a Takke C Lenblo NpeaoTBpalleHNs NHUMOEHTOB, BbI3BaHHbIX HELOCTAaTKOM
3HaHWM UM HegoCTaTOYHOWM MOArOTOBKOM, B Mpoueaypbl NpeaoTBpalleHns npobnem
TaKkxke criegyeT BKoYaTb NpeaocTaBrieHMe NHpopmMaumm nosib3oBaTenisam.

3.7 [pouecchbl perynmpoBaHus

3.7.1 YnpaBneHue KoH¢purypaumsamm

Llenb: Onpenensitb M KOHTPONMPOBaTb KOMMOHEHTbI YCIYT U MHAPPACTPYKTYpbI, a
TakKe OCYyLIeCTBNSATb COOpP, XpaHeHWe W noaaep)KaHue TOYHOCTW, LIeNTOCTHOCTU W
aKTyanbHOCTU MHOPMaLUN O KOHUrypaumsx.
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3.711 MnaHnpoBaHne w1 peanusauuma npouecca ynpaBrieHUs
KOHpUrypaumsamm

[na rapaHTuM TOro, 4TO MOCTaBLUMK YCIyr MOXeT 3pdEKTUBHO YNpasBnsTb
CBOMMM aKTMBamMun W KoHdurypauuamm WT, npouecc ynpasneHna KoHdurypaunsamm
OOSDKEH MMaHMpoBaTbCA W peanun3oBbIBaTbCSA BMeECTe C npoueccamu ynpasreHus
N3MEHEHNSMUN 1 YNpaBneHns penmsamu.

[na obecneyeHns NNaHNPOBAHUSA U KOHTPONSA N3MEHEHWIA, TaKUX, HAaNnpMMep, Kak
BbIMyCK (CO3gaHWe) M pacrnpoCTpaHeHMe HOBbIX WU OOHOBMEHHbLIX YCIYyr U CUCTEM,
AOMKHa OblTb OOCTYNHa TOYHAa WMHOpMaumMa O KoHdurypauusx (MHdopmauus o
CTPYKTYpe, KOMMOHOBKE, KOMMMEKTAUUN KOMMOHEHT YyCNnyr U uUHgpacTpyktypel UT, a
Takke MHGOpMauMs O B3aMMOOTHOLUEHUAX, HanpuMmep, «PoAUTErb-CbiH», «MacTep-
NOOYNHEHHBIN» N ApP., U B3AaUMOCBA3AX, HAaNpUMep, «ABNAETCS YacTbio», «CBSA3aH C» U
Op., KOTOpble CyLeCTBYIOT MeXay TakMMu KOHMUrypaumoHHbIMU  3riEMEHTaMn).
PesynbTatom BbINOMHEHNA 4aHHOrO TpeboBaHus JormkHa BbITb adhdekTUBHaAA cuctema
yrnpaBrieHnsa KoHdurypaumsamu. Takas cuctema, Korga 3710 uenecoobpasHo, AOoSmKHa
obecneunBatb OOMEH COOTBETCTBYIOLLEN MHPOPMaLMEN O KOHUrypaumax mexay
NOCTaBLMKOM YCryr U TemMu K3 noTpedbuTtenen ycnyr u nogpsgyMkoB NOCTaBLUMKA,
KOTOpbIM 3Ta WHpopMauma Heobxoguma w/unu KoTopble obecnedmBaloT eé
npeaocTaBneHune.

[Ona obecnevyeHns COOTBETCTBYHOLUMX COXPAHHOCTU W KOHTPONSA aKkTUBOB MU
KOHpUrypaumi, BCE OCHOBHbIE aKTMBbl W KOH(Urypauum [OIMKHbI OblTb  YYTEHbI.
[omkeH 6bITb Ha3Ha4YeH pyKOBOAUTENb, OTBETCTBEHHbIN 3a 06ecnevyeHne CoOXpaHHOCTU
NHpOPMaLMN 1 3@ KOHTPONb MHopMaunmn o6 akTmBax n KoHpurypaumax. OH OormkeH
e2apaHmupogams, 4mo rpouedypbl obecrnevyeHuUss coXpaHHOCMU U KOHMPOJSIS akmueos
U KOH@ueypauult rnoddepxusaromcsi 8 paboyem COCMOSHUU, Hanpumep, YTO nepea
BHEAPEHMEM N3MEHEHNI peannayeTcsa npoueaypa ux yTBepXaeHus.

OTBETCTBEHHOCTb 3a BHEOPEHME W WCMONb30BaHWE CPeacTB YNpaBreHus
KOHbUrypaumsimm MoxeT ObiTb AernerMpoBaHa 3TUM pyKoBOOAUTENEM ApYyromy
COTPYAHMKY MOCTaBLUMKa ycnyr. HecMoTpsi Ha BO3MOXHOCTb Takoro AenernpoBaHus,
3TOT PYKOBOAMTENb BCE PaABHO OOIMKEH HECTU OTBETCTBEHHOCTb MEepesd PyKoBOACTBOM
nocTaBLUMKa YCRyr 3a BHeApPeHMe W UCMOoNb30BaHME CPeacTB  ynpaBrieHus
KOHdUrypaumsimmn. ITOT pykoBOAUTENb [OOIMKEH WMETb [OOCTyn K MHdopmauumu,
HeobXxoaMMOoN ANs BbINOMHEHMST BO3MOXEHHbIX HA HEro 06si3aHHOCTEN, Hanpumep, A4S
YTBEPXKOEHUSI U3MEHEHUSI OT HEro MoxeT noTpeboBaTbCcs MHGOPMaUMsS O 3aTpaTax,
puckax, BRMSIHAM 3TOTO W3MEHEHUs Ha MNpefoCTaBfeHne Ycnyr W akTueax,
HeobXoauMbIX AN ero peanvsaumm.

Y noctaBwmKa ycnyr JOfKeH ObiTb akTyanbHbI MnaH (nnadbl) ynpaBneHus
KOH(purypaumsamm umHPacTpyKTypbl W/unu ycnyramm, KOTOpbIn MOXeT OblTb Kak
OTAEenNbHbIM [OKYMEHTOM, TakK M Y4acTbio [pYyroro nraHoBOro pAokymeHTa. [InaH
ynpaBneHns KOHpUrypaunamm 4oSmKeH BKoYaTh B ceba nnu onucbiBathb:

a) copepxaHue, UEenu, rnonuTUKK, CTaHAApTHbIE PONN M OTBETCTBEHHOCTU MO
ynpaBneHuto KoHpUrypaumsamu;

6) npouenypbl (NognpoLuecchl) Npouecca ynpasneHnst KOHPUrypauusamm:

1) 0na udeHmugpukayuu (onpedeneHusi) KOHghuaypauyUuOHHbIX 371eMEHMOS,
8x005WUx 8 cocmas ycryau (ycrnya) u uHgpacmpykmypbl;
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2) 0n8 KOHMPOsis USMEHEHUU 8 KOHgbu2ypayusix;

3) 0ns peaucmpauyuu hakmoe UsMeHeHUs1 U (hopMupos8aHUsi om4yemHocmu
0 cmamyce KOoHgbuaypaUuUuOHHbIX 3/1EMEHMO8;

4) 0Onsa nposepku (sepuchukayuu) rnosIHOMbI U ripasusibHocmu UHgopmauyuu
0 KOH@bU2ypaUUOHHbIX 35IeMeHmax;

B) TpeboBaHUS K KOHTPONMPYEMOCTWU, K OTCNEXMBAEMOCTM U K BO3MOXHOCTU
npoBeaeHVUs ayamuta KoHdurypauui, Hanpumep, TpebGoBaHUs No oGecneyeHuo
MHOpPMaUMOHHOM 6e30MacHOCTW, 3aKOHHOCTM UCMONb30BaHUS NMPOrpaMMHbIX CPEACTB
N MX COOTBETCTBUIO Liensim BrusHeca notpebutenen ycnyr;

r) MOPSAOK  KOHTPONS  KOHdurypaumi  (MOPSAOK  KOHTPONs  AocTyna,
obecneyeHnss COxpaHHOCTU, BEpCcUii, CGOPOK U pPenun3oB);

A) npoueaypy (nognpouecc) ynpasfeHuMsi B3aMMOLEWCTBMEM, Heobxoammyto
Ana  onpeaeneHns, peructpaumm 1 ynpaereHus TakMMW  KOHGUIYpaLMOHHbIMU
3NeMeHTaMM U COOTBETCTBYHOLLEN MHGOPMAUMNEN O HUX, KOTOpbIE SBMSAKOTCA O6LWMMM
ana  OoByx u  Gonee opraHusauumi, Hanpumep, A NPOrpamMHOro CpeacTBa,
obecneunBaroLLero MHTepenc mexay Asymsi u bonee cnctemamu, n ans obHoBNEHUN
3TOro NPorpaMMHOro CpeacTBa;

€) npouenypy NMNaHWPOBaHUA W oOnpedeneHna akTuBoB, HeobxoauMbix AN
B3ATUS MO KOHTPOSfb aKTUMBOB M KOHUrypaumm m ana nogaepXaHus B pabdoyem
COCTOSHUM  CUCTEMbl  YNpaBfneHWs  KOHUrypauusiMu,  Hanpumep,  akTUBOB,
HeobxoauMbIX LA MNOArOTOBKM MNepcoHana, peanuaylowero npouecc ynpasreHus
KOHUrypaumnamm;

X) npoueanypy yrnpasneHus noapsaYnKkamMm n cybnoapsigumkamu,
obecneumBalWMMK  peanusauMilo  npouecca ynpaBneHust  KOHdUrypaumsmm B
opraHu3auum nocTasLLMKa YCNyr.

MpumeyaHue — [ns rapaHTuM TOro, Y4To Npoueaypbl AaHHOrO npouecca ocTalTcs
3 PEKTUBHBIMU, OCYLLECTBMMbIMA U HE NOABEPXXEHHbIMU OLIMOKaM, AoMmKHa ObiTb BHeApeHa
cucTeMa C  COOTBETCTBYWLIMM  YPOBHEM  aBTOMaTM3aUMM  Mpouecca  ynpasBreHus
KOHUrypaumsamu.

3.71.2 NoeHTncpukauma koHdurypaumm

Bce koH(urypaumoHHble anemMeHTbl A0SMKHbI YHUKANTbHO MAEHTU(MUUMPOBATHLCS.
[na Takon ofHO3HAYHOM MOEHTUMUKALUMN KOHPUTYPALMOHHBLIX 3NEMEHTOB [LOSMKHbI
MCNONb30BaTbCA  MNPU3HaKW, oOnucbiBawowme QYHKUMOHAmNbHbIE W busnydeckune
XapaKTEPUCTMKM  COOTBETCTBYHOLMX  KOMMOHEHT  MHAPACTPYKTypbl U YCAYT.
WMHpopmaums o npuMeHsieMbIX MpU3HaKax KOMMOHEHT WHMPACTPyKTypbl U yCryr
OOIKHa BbITb 3HA4YMMON (CYLLLECTBEHHOW) U NPOBEPSAEMOWN.

MocTaBWMK ycnyr [OOMMKEH MWCMoNb30BaTb COOTBETCTBYHOLLYIO MapKUPOBKY
KOMMNOHEHT WHAPAaCTPYKTypbl M YyCAyr wnuv apyrme MeTogbl  uaeHTudmkaumm
KOH(PUrypaLMOHHbIX 3reMeHToB. CBedeHMst O TOM, Kak MPOMapKMpOBaH KOMMOHEHT
NHAPACTPYKTYPbl UMK YCNYrK, A0MKHbI ObiTb 3aperncTpupoBaHbl B KOHUIypaLMoHHON
0a3e gaHHbIX.

KomnoHeHTbl ycnyr U MHAPaCTPYKTYpbl, NOANEXallue ynpaBreHuo B pamMkax
npouecca ynpaBneHust KoHUrypaumsiMmM, OOIMKHbl ObiTb OTOOpPaHbl C  MOMOLLbHO
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onpeneneHHbIX U COrfacoBaHHbIX KpUTepueB. B nepeyeHb TakMx KOMMOHEHT yCnyr u
NHPACTPYKTYPbl HEOBXOAMMO BKMOYaTD:

a) Bce MH(OPMALMOHHbIE CUCTEMbI U UX MoaudmKkauumn, BCe MporpaMMHble
CPEeACTBa U UX BEPCUM (BKIOYAs NPOrpamMMHbIE CPeACTBa TPETLEN CTOPOHbI, HAaNpUMep
OMepaLMOHHY0 CUCTEMY, NMOCTABMNEHHYH NOAPSAYMKOM BMECTE C pas3paboTaHHbIM UM
MpPOrpaMMHbIM CPEACTBOM) M CBAI3AHHYK C HUMMW TEXHWYECKYID U IKCMIyaTauUOHHYHO
AOKYMEHTauuo, Hanpumep, TEXHMYECKOEe 3adaHue Ha co3daHuMe CUCTEMbl UMM Ha
pa3paboTKy NPorpaMMHOro CpeacTBa, TEXHUYECKUI NPOEKT CUCTEMbI, 0bLLEe onMcaHue
CMCTEMbI, PyKOBOACTBO MONb3oBaTens 1 ap.;

6) koHGUrypaunoHHble 6asvcbl WM OOKYMEHTAnbHblE  MOATBEPXAEHMS
apXuMTEKTypbl Cpeabl NPOM3BOACTBA penunsa, cpeabl NPUEMOYHbBIX UCMbITAHUI penusa,
paboyen cpefbl penv3a, a Takke TUMOBblE KOHUrypaumm obopyaoBaHUSA U KaXK4oro
pennsa;

B) OOKYMEHTasnbHble KOMUW W 3NEKTPOHHble ©Onbnuotekn (NporpamMmmHbIX
cpenctB, 6a3  AOaHHbIX, [OOKYMEHTOB) Hanpumep, 6ubnmnotekn  3TanoHHOro
nporpaMmmMHoro obecneveHus;

r) WMHCTPYMEHTApMN WAM MNPOrpamMMHOE CPEACTBO, WCMOMb3yemMble Anis
aBTOMaTM3auUMM nNpoLecca ynpaBneHus KOHPUrypaumsamu;

A) NUUEH3UN Ha NporpaMMHble CpeacTBa;

€) KOMMOHEHTbI, MnpeaHasHayYeHHble AN obecrnevyeHns MHGOPMaLIMOHHON
6e3onacHocTu, Hanpumep, 6paHamayapbl;

X) MaTepuarnbHble aKkTUBbl, KOTOpble HeobGXoAuMMO  OTCNexuBaTb  Ans
obecneyveHunss ynpaeneHust pMHaAHCOBLIMM akTMBaMu UnNu ans obecnedyeHuss GuaHeca
noTpebuTenss ycnyr, Hanpumep, TakMe Kak CPeACcTBa XpaHeHus WHdopmauumm,
pasnuyHoe o6opynoBaHue;

3) OOKyYMEHTauMIo, CBSI3aHHYK C ynpaBrieHMem ycnyramu, Hanpumep, CYO,
onucaHusa Npoueayp M NPoLeccoB ynpaBneHns ycnyramu;

n) BcrnomoraTenbHoe obopyaoBaHne UM cucTemMbl ans  obecneyeHus
npeaocTaBnNeHNs ycnyr, HaNnpMMep, cpeacTBa 3NeKTpoCcHabXeHus;

K) cBeieHnA 0] B3aMMOOTHOLUEHNAX n B3anMM03aBUCUMOCTAX mexay
KOH(bMpraU,I/IOHHbIMI/I aneMeHTamMu.

MpvmeyaHne - [pyrMe KOMMOHEHTbl YCRyr W WHGPaCTPYKTypbl, KOTOpble MOryT
paccMaTpuBaTbCs Kak KOHUrypaLMOHHbIE 3rieMeHTbI, MOryT BKMoYaTb B cebsi:

a) [pyrylo, He NpeACTaBnEHHYO Bblle, AOKYMEHTALMIO;
6) [Opyrve, He NpeAcTaBnNeHHbIE Bbille, aKTUBHI;

B) [pyrve, He npeAcTaBrieHHble Bbille, NpoOrpamMMHble cpeacTBa v obopyaoBaHue,
Hanpumep, cawT;

r) I/IHq)opmau,mo O CTPYKTYPHbIX noapasfgeneHndax opraHndaunm noctaBLMKa yCnyr;

A) WHdopmauuio o nepcoHane mnocTaBlyka W noTpeGutenen ycnyr (Hampumep,
amurnus, umsi, omyecmeo compydHuka, e2o GormKHocmb U 0p.).

[Ons obecneyeHns HeOBXOOMMOro YPOBHSI KOHTPOMSA KOHUrypaummi (CTPyKTypbl,
KOMMOHOBKN, KOMMNMEKTAUUN PasfnyHbIX KOMMOHEHT YCnyr W MHQPaCTPYKTYyphbl)
KOHQUrypaLUMOHHbIE 3NIeMEHTbI A0SMKHbI ObITb AeTann3npoBaHbl 40 COOTBETCTBYHLLENO
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ypoBHS. MNpn 3TOM OOMKHbI ObiTb ONpedernieHbl B3aMMOOTHOLLEHMS U B3aUMOCBSA3N
MeXay HUMK, COOTBETCTBYIOLLIME YPOBHIO UX AeTanusaumnm.

Ons obecneyeHns HEMPepbIBHOCTM  KOHTPONS  KOHUrypauui, npoLecc
ynpaeneHusi KoHUrypaumsiMm [OMDKEeH rapaHTUpoBaTb, 4YTO MHOpMauMio o
KOH(PUIypaLUMOHHbIX 3feMEHTax MOXHO OTCneauTb Ha BCEX 3Tanax WX >XKM3HEHHOro
uUMKna, Hanpumep, HauvMHas OT 33a40KYMEHTMPOBaHHbIX TpeboBaHUM K 3TUM
KOH(OUIypaLUMOHHbIM 3M1eMeHTaM U 3aKkaH4uMBasi 3anucsamMu o6 ux penvse, UCMOonb3ys
Ans  9TOro,  Hampumep,  MaTpuuly  OMepaTMBHOIO  KOHTPONS  COCTOSIHMN
KOH(PUIypaLMOHHOIO 3NeMEHTA.

3.71.3 KoHTponb KoHdurypaummn

Mpouenypa KOHTPONS KOHUrypauui [OSMKHA rapaHTMpoBaTb, YTO TOSbKO
dopmansbHO pa3peLLEHHble K NCMNOSIb30BaHUIO n noeHTnuumnpyemole
KOH(pUrypaumMoOHHbIe 3neMeHTbl MPUHUMAKTCA MNoA KOHTPOSb Mpouecca ynpasreHus
KOH(Urypaumsmm n permctpupyroTcs B KOHUrypaumoHHon 6ase gaHHbIX.

Hn oouvH KOHMUIrypauWMOHHbIN  3feMEHT He [JormkeH OblTb agobasrneH,
MOANMUUMPOBAH, 3aMEHEeH WNu yaaneH W CHAT C  ydeta, 6e3 3anucu B
COOTBETCTBYHOLLEN JOKYMEHTALMW, NCNOMb3YIOLWENCS AN KOHTPOns NOA0BHbLIX (hakToB,
Hanpumep, 6e3 yTBEP)KOEHHOIO 3anpoca Ha namMeHeHne, O6HOBNEHHON MHOPMaUUKN O
BHE4PEHHOM pennse.

UtoObl COXpaHWTb  LENOCTHOCTb CUCTEM, YCNyr W  UHAPACTPYKTYpbI,
MHpopMaLmMA O KOHMUIypaLNOHHbBIX 3MEMEHTax, XpaHAWascs B KOHUIypaumoOHHOM
6ase OaHHbIX, OOIMKHA coaepXaTbCs B noaxoaswien n 6esonacHon cpepe (yyacmke
UHppacmpykmypbi UT), koTopas:

a) s3awmwaet  UHPOPMALMIO O  KOH(UrypauMOHHbIX  3femMeHTax  oT
HECaHKLUMOHMPOBAHHbLIX [JOCTyna, W3MEHEHUs Wnu OT NOopyYu, Hanpumep, OT
KOMMbIOTEPHbLIX BUPYCOB;

6) npenocTaBnsieT cpeacTea Ans BOCCTAHOBNEHMS MHopMauuy nocne cboes;

B) MO3BONSET MNPOBECTU KOHTPONUPYEMOE BOCCTAHOBMEHWE WHGOpMaLMM O
KOH(UrypaLUMOHHbIX 3fieMEHTax C KOHTPONMPYEMOW KOMUU KOHUrypaumoHHon 6asbl
OaHHbIX.

3.71.4 Y4yéT cTatycoB KOH(Urypaumm m oT4eTHOCTb

Ona  oTpaxeHus W3MEHEHUN B COCTOSIHAM, PachofIOKEHUN U  BEPCUSIX
KOH(PUIypaLMOHHbIX 3NIEMEHTOB, TEKyLLME 3anucu 1 3annucu o pesynbTaTtax N3MepeHus
3Ha4YeHUn nNapameTpoB (TOYHbIE 3anucK) KOHdUrypauum OOSMKHbI NoAAepPKUBATLCA B
aKTyanbHOM COCTOSIHUW.

Peanunsauusa npouenyp yy4érta CTaTyCOB KOHMUrypauum M OTYETHOCTM LOSDKHA
obecneunBatb npepocTaBneHve WHGoOpMaUuM O TEKYLWEM COCTOSIHUM KaXAoro w3
KOH(PUIypPaLUMOHHbBIX 3fIEMEHTOB M WMHQOPMauUMM O €ero COCTOSIHUSIX B MPOLUSIOM,
perncTpyupyemMon B TedeHne BCero XM3HEeHHOro UMKna KOHUrypaumoHHOro afieMeHTa.
OTO NO3BONUT OTCNEXMBaTb WU3MEHEHUS KOHMUrYpaUMOHHbLIX 3M1IEMEHTOB MO Mepe
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N3MEHEHUA WX COCTOSIHWI, Hamnpumep, «3akasaH», «MONy4YeH», «Ha MPUEMOYHbIX
UCMbITAHUSX», «B paboTe», «M3BMEHEH», KCHAT C ydeTay, «yaaneH».

WNHdopmaumio o KoHurypaumsix HeobXoaMMOo MOCTOSIHHO aKkTyanuavpoBsaTb.
OHa pgomkHa ObITb AOCTYMHOW ANs NPOBeAeHUs NNaHUPOBaHUS, NPUHATUS PELUEHUA U
ynpaBneH1st 3MeHeHMSIMI B onpeerneHHbIX KOHUrypaumsix.

[Ons cogenctBust nonb3oBaTensm, noTpedbuTenam ycnyr, noapsgynkam u
napTHépaM B NI@aHUPOBAHUN U MPUHATUN peLleHUI, COOTBETCTBYIOLLYO MH(pOopMaLno O
KOH(purypaumsx Heobxogumo cgenatb Ana HUMX AocTynHow. Hanpumep, 4To6bI
obecneunTb (PyHKUMOHMPOBaHME MPOLECCOB YyrpaBneHnsa ycnyramum, Kotopble AOSKHbI
NpenocTaBNATbLCA  HEMPEpPbIBHO, BHELIHWA MNOCTaBLMK YCNyr MOXET cAenaTtb
MHOPMaLMIO O KOHUrypauusx AOCTYNHOW Ans notpebutens ycnyr v gna gpyrmx
CTOPOH.

OTyeTbl MO yNpaBneEHWIO KOHMUIrypaumMsMn OOMKHbl ObiTb OOCTYMHbI ANs BCeX
CTOPOH, MMELWUNX K HUM oTHoLleHMe. OTYeTbl AOMKHbI BKMOYaTh MOEHTUUKATOPbI U
MHGOPMaUMo O cTaTycax (COCTOSHUSAX) KOHUIYPALMOHHbIX 3NIEMEHTOB, O HOMepax Ux
BEPCUI, a TakKe CBeAEeHUS O AOKYMEHTALMKN, CBA3aHHOW C 3TUMU KOHMUIypaLNOHHbLIMM
aneMeHTaMu.

MoaroTaBnvBaemMble OTYETbI O KOHMUrypaLUMOHHLIX 3NEeMeHTax [AOSKHbI
coaepxarb:

a) cBefeHus o nocrnegHen BepCUn KOHPUIYpaLMOHHOTO 3f1IEMEHTA;

6) MHdopMaLMo 0O MECTOPaCNONOXeHNN KOHUIypaLMOHHOro afieMeHTa, a Aans
NPOrpaMMHbIX CPEACTB, [OOMOMHUTENbHO, - WMHAOPMaUMO O MeCTOPaCMONOXEHUN
KOHTPOSNMPYEMbIX KOMWUIA UX BEPCUN;

B) CBeJEHMS O B3aMMOCBSA3SX KOH(UIypaLMOHHOrO 3fieMeHTa C  ApYyrumu
KOH(PUIypaLUMOHHBLIMW 3NIEMEHTAMU;

r) MHdopmaumio 06 NCTopum BEPCUN KOHPUTYPALIMOHHOTO 3NIEMEHTA;

A) VHOopPMaUMo 0 COCTOAHUN OPYIMX KOHPUIYpaUMOHHBLIX 31IEMEHTOB, KOTOPbIE
BXOOAT B COCTaB AaHHOIO KOHUIypaLMOHHOTO 3fieEMeHTa U KOTOPble COBMECTHO ApYr C
ApYyrom npeacTtasnsaoT coboun:

1) KOHpUrypaumo ycnyrm unm cUCTeMbI;
2) n3meHeHue, 6asunc, cbopky nnu penus;

3) Bepcuto (MogudmKaumio, BapuaHT KOHCTPYKUMW) Unu BapuaHT (Tun, Buag,
Pa3HOBMAHOCTb) OAHHOrO KOH(UrypaLMOHHOIO 3femMeHTa (Harpumep, KOMMIOHeHmMa
ycryau unu cucmemsl, UsMeHeHusi, basuca, c6opku unu penusa).

3.71.5 Bepudukauma n ayauTt KoHdurypaumm

MpoBegeHue npoueayp Bepudmukauum (NPOBEPKM) M ayauTa KOHUrypauum
(dbnsmyeckon U  (PyHKUMOHANBHOM KOHpUrypaumn) [OMMKHO nnaHupoBatbed. [Ons
rapaHTMmM TOro, YTO WMEKTCA COOTBETCTBYHOLLME MNPOLECChl U aKTUBbI, OOJDKHO
NPOBEPATLCA  BbINOSIHEHME  nNpoueayp  Bepudukauumn  (NpoBepkn) U ayauTa
KOHpurypaummn. 1o Nno3BONUT:
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a) obecneynTb COXPaHHOCTb (PU3NYECKUX KOHPUrypaumn u UHTeNNeKTyanbHom
COBCTBEHHOCTN OpraHu3aumu;

6) rapaHTUpoBaTb, YTO MOCTABLUMK YCNYr KOHTPONMPYeT MpPUMEHSIEMbIE
KOHdUrypaumm, konmum o6pasuoB MpoOrpaMMHbIX CPeacTB W JIULEH3MM Ha  3Tu
nporpaMMHble CpeacTBa;

B) obecneunTb YBEPEHHOCTb B TOM, 4YTO MWHopmMauuss O KOHdUrypauusx
MMeeTCs B HanM4umm, YTo OHa TOYHA U KOHTPONUPYEMa;

r) rapaHTMpoBaTb, YTO W3MEHEHWe, penua, cuctema wnu cpepa (Harpumep,
cpeda rnpoussoocmea penusa, cpeda MNPUEMOYHbIX UCnbimaHul penusa u paboyas
cpeda) COOTBETCTBYKOT  [OOrMOBOPHbIM UMM YCTaAHOBMEHHbIM  TpeboBaHusM,
NpeabsBsAeMbIM K HUM, U YTO 3anMcn O KOHUrypaLmMm TOYHbI.

AyanTt KOHUrypaumin OomkeH Npon3BoauUTbLCA PErynsipHo, 3abnaroBpeMEHHO n
nocrne KpynHbIX M3MEHEHW, NOoCre aBapun, a Takke yepes clnyyarHble MPOMEXYTKM
BPEMEHN.

Hepoctatkm u  HapyweHusa (Hanpumep, HecobrnodeHUue yCmaHO8/EeHHbIX
nonumuk U rnpouedyp rnpouecca yrnpaereHusi KoHguaypayusamu, mpebogaHul
Hacmosiweao cmaHOapma u 0p.), BbISIBNEHHbIE B pe3yrnbTaTe ayauTa, OOMKHbl ObiTb
3aperncTpupoBaHbl M OLeHeHbl. Ona ycTpaHeHus 3TUX HedOoCTaTKOB WM HapyLUeHWUn
COOTBETCTBYHOWMM 006pa3oM [OMKHbl  ObiTb  WMHALMMPOBAHbI W peann3OoBaHbl
KoppekTupytowme gencteus. VIHpopmaumsa o pesynbTatax ayguta U 0 HeobxoauMbix
KOPPEKTUPYHIOLNX OENCTBMAX LOMKHA OblTb AoBedeHa 4O CTOPOH, UMEKLWUM K Hewn
OTHoweHue. Takke Takagd WHMOPMaUMsa [JOSPKHA WCMNOoNb30BaTbCA B KayecTBe
MCXOAHbIX AaHHbIX A1 (hOPMMPOBAHUS MaHa ynyuylleHns YCnyr.

MpumeyaHue - OGbLIMHO NPOBOASTCA ayaUTbl ABYX TUMOB KOH(UIYypaLMiA:

a) ayauT yHKUMOHArbHOW KOH(Urypaummn: hopmarnbHas npoBepka, ocyLLlecTBsieMas
ans  Toro, 4toObl YOOCTOBEPUTBLCH, YTO KOHUIYPaLMOHHbLIA 3feMEHT COOTBETCTBYET
NPON3BOANTENBHOCTU U PYHKLUMOHAmMNbHLIM XapakTepuctukam, onpefeneHHbIM B TEXHUYECKUX U
SKCMyaTaLuMOHHbIX AOKYMEHTaxX Ha 3TOT KOH(PUIypPaLNOHHbIN SIEMEHT;

0) ayout  usmueckoi  koHdpurypauun:  cdopmanbHasi  nNpoBepka  CTPYKTYpbl
(KOMMOHOBKW, KOMMIEKTaLUMM) KOH(UIypaLUMOHHOIO 3reMeHTa, OcylUecTBrsiemMasi Ans Toro,
4yTOObl YOOCTOBEPUTBLCS, YTO OHA COOTBETCTBYET CBEAEHWSIM O CTPYKType (KOMMOHOBKE,
KOMMMEeKTaummn), CoaepKalUMMCs B TEXHUYECKUX U SKCMNyaTaUMOHHbIX AOKYMEHTaX, CBA3aHHbIX
C 3TUM KOHUIYPaALMOHHBIM 3FTIEMEHTOM.

3.7.2 YnpaBneHue UsaMeHeHMAMU

Llenb: [apaHTupoBaTb, 4YTO BCE€ W3MEHEHUS OLEHEHbl, YTBEPXOEHbI,
OCYLLIECTBMNEHBI 1 NPOaHanNn3npoBaHbl NOCPEACTBOM peanu3aumm NpUHATBIX METOO0B U
npouenyp, obecnevmBatoLLnX UX CBOEBPEMEHHYIO U pPe3ynbTaTUBHYO 06paboTKy.

3.7.21 NMnaHnpoBaHue n BHegpeHne U3MeHeHUn

Mpouecc 1 npoueaypbl ynpaBneHnss N3MEHEHUSMN OOIMKHbI rapaHTUpPOBaTb,
yToO:
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a) cogepaHue Kaxaoro M3MeHeHus (Harpumep, 8 rpospamMMHbIX cpedcmeax,
obopydosaHuu, OoKymMeHmauuu, UHghopmauuoHHOU cucmeme, ycryze u 0p.) YEeTKO
onpeaeneHo U 3a40KyMEHTUPOBAHO;

6) yTBEpXKOAKTCA TOMbKO T€ M3MEHEHUS, KOTOpbIE MPUHOCAT Bbirogy GusHeca
notpeburtens (Hanpumep, Kommep4yeckod, npasosou, peaynupyrowed,
KoHmpornupyowel, 3akoHoO0amesibHou u 0p. 0esimesibHocmu);

B) NPOBOAUTCS KarieHgapHoe NnaHvpoBaHWe BHEAPEHWUs U3MEHEHUIN C Yy4ETOM
NX NPUOPUTETOB M PUCKOB;

r) M3MEHEeHWss B KOHUrypaumsix (M3MEeHeHUsi B CTPYKType, KOMMOHOBKe,
KOMMMEKTHOCTM KOMMOHEHT YCRyr W WHPACTPYKTypbl) MOryT ObiTb MNPOBEPEHbI
(Hanpumep, Ha uUx coomeemcmeue [oauUMmuUKaM, CpoKaM UX 6HEOPeHUs)) Ha
NPOTSPKEHNM BCEr0 BPEMEHM BHEOPEHUS 3TUX UBMEHEHUIA;

Ll,) npu HeobxoanumMocTn CPOKM BHEOPEHUA WUIMEHEHUA KOHTPOJIMPYKOTCA WU
YTOYHAOTCA,

e) MOXHO NpoAEeMOHCTPMPOBATb, KaAKUM 06pa30M N3MeHeHne:

1) MHUUMMPOBAHO, 3aPErMMCTPMPOBAHO M KNnaccuduLumpoBaHoO (CO CCbINKON Ha
OOKYMEHT, JatoLLMn N3MEHEHUIO Ha4ano);

2) OuUEeHeHO Ha npeaMeT ero BNusHUA Ha 6usHec noTpebutenen ycnyr, a Tak
)K€ OLlE€HEHbl ero CPOYHOCTb, BbIro4a M 3aTpaTbl HA BHEOPEHUE N3MEHEHWS, PUCKN OS5
NpefoCTaBnNeHns yCcnyr, Ans camux ycnyr, Ans nnaHoB notpebutens n ons penusos,
CBSI3aHHbIE C BHEAPEHMEM 3TOr0 U3MEHEHUS;

3) oTMeHeHo, C BO3BpaTOM B MCXOAHOE COCTOSIHME, UMW WUCMpPaBeHo B
cnyyae Heygauum npu ero BHeOPEHUN;

4) 3a40KyMEHTMPOBAHO, Hampumep, YTO 3apermcTpyMpoBaHbl CBeAEHMSI O
TOM, KakK 3anpoc Ha W3MEeHeHuMe CBsi3aH C KOHMUIypaLuMOHHbIMWU 3NEMEHTaAMMU,
OKasaBLUMMMUCA MO €ero BfUsSIHUEM, U C OOHOBMEHHBIMM BEpPCUSIMU Pe3ynbTaToB
KaneHaapHOro niaHMpoBaHWs BHEAPEHWUSI U3MEHEHUIA U PENN30B;

5) yTBEpPXAEHO UMM OTKIIOHEHO COTPYAHMKOM, YNONTHOMOYEHHBIM NPUHUMATb
Noao6HbIE PeLLIeHNst MO M3MEHEHUSIM B 3aBUCMMOCTM OT UX TuMa, pasmepa 1 puUckKa;

6) BHeOpPEeHO KOHKPETHbIM COTPYAHUKOM;

7) npowno TecTUpoBaHUe, NPOBEPEHO U 3aBEPLLEHO;

8) 3aKpbITO U NPOAHaNU3MPOBAHO;

9) cnnaHMpoBaHO, NPOKOHTPONMPOBAHO M NO HEMY COCTaBieHa OTYETHOCTb;

10) cBsAi3aHO C MHUMAEHTOM, Npobnemon, opyrMM U3MEHEHNEM U 3anNUCAMU O
KOH(pUrypaLmMOHHOM 3fiEMEHTE, ecnn 3To LenecoobpasHo.

CtaTyC W3MEHeHUA W 3anfaHUPOBaHHblE CPOKM WX BHEAPEHUSI [AOIMKHbI
MCMNONb30BaTbCs B KAYECTBE OCHOBbI A5lsi MPOBEAEHUsI KaneHOapHOro niaHuMpoBaHMs
BHEAPEHUSI UBMEHEHWIA U PENN30B.

NHdbopmaumsa, copepxawasica B 3anucsXx C  pesynbTataMu  Takoro
KaneHOapHOro nraHUpoBaHWUs, AofkHa OblTb [OOCTyNHa AN COOTBETCTBYHOLLEro
nepcoHana, okasaBLUerocsi NoA BNUsHUEM U3MEHEHUS.

B Tex cny4dyadax, Korga BO BpeMA CorjlacoBaHHbIX 4acCoOB TMpenoctaBlieHUA
ycnyrm MSMeHeHne MOXET Bbl3BaTb I'IpOCTOI7I B BbINOSIHEHMM OM3Heca n0Tpe6MTene|7|
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yCryr, BHeApeHWe OaHHOTrO0 M3MEHEHUSI OOMMKHO OblTb COrMacoBaHO C COTPYAHMKaMM
noTpebuTenen ycnyr, KOTopble OKaXyTCsi NOA ero BIIUSHUEM.

3.7.2.2 AHanu3 u 3aKkpbIiTUe 3anpoca Ha U3MeHeHue

Bce nameHeHusa, nocne mMx BHeOpPEHUs, OOMMKHbI ObiTb NpoaHanuanpoBaHbl Ha
npegMeT uX YyCnewHoCTn wunu Heypaun. [JormkHbl ObITb 3aperMcTtpupoBaHbl BCe
NONOXWUTENbHbIE  peadynbTaTbl  (YNy4yweHus), BbISIBIEHHbIE MNOCNe BHEAPEHUS
nameHeHus. llocne BHeOpeHUs KPYMHbIX M3MEHEHUW [OrKeH ObiTb npoBedeH UX
aHanma. Takon aHanu3 Heobxoamm Ans NPOBEPKM TOTO, YTO:

a) B pesynbTaTe n3amMeHeHnst Oblnn AOCTUTHYTbl NOCTaBMEHHbIE LEnu;
6) noTpebutenu ycnyr yaoBneTBOPEHbI pedynbTataMmm N3MEHEHUS;

B) OTCYTCTBYIT HenpenBuaeHHble 3deKkTbl Ana npefoctaBneHnsa ycnyr oT
NpPoBeAEHHOIO N3MEHEHUS.

Kakue-nubo HapyweHus (Harnpumep, HecobriroOeHue mpebogaHul MoaumuK u
npouedyp npouecca ynpaesieHusi U3MEHEHUSIMU), BbISIBIIEHHblE TMpU aHanuae
pe3ynbTatoB U3MEHEHUsSI (M3MEHEHMUI), OOMKHbI ObITb 3aperncTpMpoBaHbl, U N0 HUM
OOJMKHbI ObITb NPUHATLI COOTBETCTBYHOLLME MEPbI.

Kakne-nnbo HepocTtaTkm WU }J,e(beKTbl, BbIABJIEHHbIE MPU aHalin3e npolecca
ynpasneHna wun3MeHeHnAaAMHn, AOOJDKHbl UCNosb30BaTbCA B Ka4decCTBe NCXOOQHOW
I/IH(bOpMaU,I/II/I ans (bOpMI/IpOBaHVIFI nnaHa ynydleHuda ycryr.

3.7.2.3 CpoO4Hble u3aMeHeHusA

BbiBaloT cutyaummn, korga TpebyeTcsi CPOYHO OCYLLECTBUTb M3MeHeHus. [Mpu
3TOM HeobX0AMMO, MO BO3MOXHOCTU, CregoBaTh NPOLIECCY YNpaBneHUst UISMEHEHUSIMU.
B kauyecTBe MCKNIOYEHMS1 AONyCcKaeTCcsl, YTO HEKOTOPbIE CBEAEHMsI O NPOBEAEHUN TaKnX
CPOYHbLIX W3MEHeHUN OyayT 3ad0KyMeHTUpOBaHbl Mo3xe. B HekoTopbix cny4dasx
CPOYHOE N3MEHeHMEe MOXET BbiTb BbINOIHEHO MUHYSI HEKOTOpbIE NpoLeaypbl npolecca
yrnpaBreHus U3MeHeHusMn. [ns npuBeOeHuss Takoro M3MeHeHUsi B COOTBETCTBME C
TPeOOBaHUAMWN K BbINOMHEHUIO M3MEHEHWUA, Kak TONMbKO 3TO CTaHET BO3MOXHbIM,
nponyLleHHbIe Npoueaypbl AOMKHbI ObITb peann3oBaHbl.

Mocne BHeOpeHWss 3TU M3MEHEHUs OOMKHbl ObiTb MpoaHanu3aupoBaHbl AN
NPOBEPKMN, YTO OHW AENCTBUTENbHO ObINN CPOYHbIMU. Takke MX CPOYHOCTb AOSIKHA
ObiTb NOATBEPXKAEHA TEMU COTPYAHMKAMM, KOTOPbIE MX OCYLLECTBUIN.

3.7.2.4 OTYeTHOCTb, aHaNM13 1 OCyLleCTBIIEHNE yNnpaBfieHUA NU3MEHEeHUAMU

3anucy 06 namMeHeHnAxX OOMKHbI PerynsapHO aHann3npoBaTbCa NS BbIABIEHUS
TEHOEHUMA YBENUYEHUS KOMMYecTBa W3MEHEHWU, 4acTO MNOBTOPSIOLMXCA BUAOB
N3MEHEHUN, HaMevallnxca TeHOEHUMM B U3MEHEHUAX W Opyron 3Ha4vyMMmomn
nHpopMmaumn. BeiBoabl M pesynbTaTbl aHanu3a BbIMOMAHEHHbIX U3MEHEHWUA LOSMKHbI
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OblTb 3aperncTpMpoBaHbl, B COOTBETCTBUM C HUMMW [OSDKHblI peanv3oBbiBaTbCSA
JanbHenwune OencTBus rno ynpasneHuto ycryramu.

3.8 [lpouecchbl penusa

3.8.1 YnpaBneHue penmsamu

Lenb: [lnaHnpoBaTb, OCYWeECTBNASATbL W KOHTPONMPOBaTb BHeApeHue B
OencTByoLWy UHdpacTpykTypy UT ogHoro nnu 6onee M3MeHEHUN ee KOMMOHEHTOB -
nNporpaMmHbIX cpeacTs, obopyaoBaHns u ap.

3.8.1.1 Obwme cBepgeHus

lMnaHuposaHue penu3a (nnaHuposaHue 6HeOPEeHuUsi OO0HO20 USlU HECKOSbKUX
U3BMEHEHUU 8 KOMMOHEeHmax ycnye unu uHgppacmpykmypel UT), a makxe
nocnedyruwee cosdaHue U eHeOpeHue penu3a (KaKk COBOKYNHOCMU HO8bIX UMU
O0BHOBMEHHBIX rnpo2paMMHbIX cpedcme u/unu obopydosaHusi u OOKyMeHmauuu Ha HuUXx)
ocyujecmernsiemcss 8 pamkax rpouecca yrnpaeneHuss penudamu. Co3daHue U
8HeOpeHue pernu3a cornpoesoxdaemcs riocriedosamersibHolU nepedayvel penusa (HO8bIX
u/unu O6HOBIEHHbIX MpPo2paMMHbIX cpedcme u/unu obopydoesaHusi) u3 cpeodbl
rnpouzeodcmea (C yyacmka  UHpacmpykmypbl  UT, ucronb3yemozo  Ons
MPOEeKMUPOBKU U padpabomku) penusa 8 cpedy MPUEMOYHbLIX UCrbimaHul (Ha y4acmok
uHpacmpykmypbl ~ UT,  ucnonb3yembili  Onsi cO6OpKU,  KOHGbu2ypupo8aHUs,
mecmupoeaHusi U rnpueMku) pesnusa, a 3amem - 8 pacripedesnieHHyto pabouyto cpedy (8
obnacmb  uHpacmpykmypbl  UT, obecnequsarowyro peanusayurw  busHeca
nompebumerneu ycriy2) Ons e20 eHedpeHuUss 8 Hel. Bcredcmeue 3mo20 rnpouyecc
ynpaeneHusi penusamu OO/IXeH KOOpOUHUposame Oelicmeusi rnocmasujuka ycrye,
MHO)Xecmea noopsid4yuKkos, a makxe deticmeusi nompebumerned ycrye.

Xopowo paboTatolme B pamkax npouecca ynpaBneHus penv3amm pasnmyHble
npoueaypbl NNaHMPOBaHWSA U ynpaBneHust (Hanpumep, npouedypbl c60pKuU, MPOBEPKU U
npuemMKu penu3a u 0p.) ABNAITCS BaXXHbIMW Afst KOMMOHOBKM pennsa (ans KOMMOHOBKM
OOHOro MMM HECKOSbKMX W3MEHEHMI B MporpaMMHbIX cpeacTBax, 06opyaoBaHuM,
AOKYMEHTaUUN B HOBbI OTAENbHBIA Penn3) 1 Ans yCrnewHoro ero pacnpocTpaHeHus B
paboyeln cpene. Pe3ynbTaTMBHOCTb TakMX MNpoUeayp BaHa AN KavyeCTBEHHOro
ynpaeneHus BNMsiHieM penuaa Ha 6usHec notpebuTenei n NnocTaBLUMKa YCryr, a Takke
ANs ynpaeneHust puckamum OT penu3a Anst 6usHeca noTpebuTener ycnyr u ux
nocTaBLLUyKa.

lNnaHuposaHue penu3a (nnaHupogaHue e6HeOpeHUsi O00HO20 UJIU HECKOJIbKUX
U3MEHeHUU), 3ampaesusarouweeo UHGHOPMaYUOHHbIE CUCMEMbI, UHgpacmpykmypy,
ycriyau U OOKymMeHmauur, OO/DKHO  OCyw,ecmesniimbcsi CO8MEeCmHO U 80
g3aumodelicmeuu repcoHana rocmaswuka ycrnys € coomeemcmeyrwumu
npedcmasumersisiMu nompebumerneu ycrye.

Bce o06HOBREHWss OOKYMEHTaUWUW, CBSI3aHHble C PEnn3oM, OOSMKHbI ObITb
BKIIOYEHbl B 3TOT pPenu3, Hanpumep, OOHOBMEHME AOKYMEHTaLuW Mo npoLeccam
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BusHeca noTpebuTenen ycnyr, OOKYyMeHTaumm no obecnevyeHuno npenocTaBneHus
ycnyr, oOHOBNEHNA cornatlueHmnn 06 ypoBHSIX 06CNyXnBaHuS.

MepcoHanom nocTaBLyMKa yCnyr oSkHa ObiTb MPoBeAeHa oLeHKa BIIUSIHUS BCEX
HOBbIX MMM M3MEHEHHbIX KOH(UIYPaLMOHHbIX 3NEMEHTOB (HOBbIX WM WU3MEHEHHbIX
NporpaMMHbIX CpPeAcTB, 06OpyAoBaHMS WM AOKYMEHTALMM HA HUX), BKMOYaeMbIX B
cocTaB penu3a, Ha busHec noTpebuTtenen ycnyr, Ha NpeAoCTaBNeHNe ycnyr U Ha camu
ycnyrn. Takas oueHka Heobxoguma Ans peanusaunn yxe yTBepXXOeHHbIX MU3MEHEHUIA.

MocTaBLWMK YyCNyr AOMMKEH rapaHTUpOBaTb, YTO TEXHUYECKUA acnekT nboro
penu3a y4TéH BMEeCTe C HETEXHUYECKMM acrnekToM 3TOoro penunsa.

MocTaBwukomM ycnyr gormkHa ObiTb obecrneyeHa BO3MOXHOCTb OTCREXMBAHUS
9NeMEHTOB penn3a (OTAESNbHbIX HOBbIX WNN  WU3MEHEHHbIX KOHMUIypaumMOHHbIX
3MIEMEHTOB B COCTaBE penun3a). AT 3NEMEHTbI pennsa AOoKHbl ObiTb 3alUMLLEHbI OT
OPYrnX, HeCaHKLUMOHUPOBAHHbLIX, M3MeHeHun (Mogudpukaumi). Tonbko Hagnexawum
obpa3omM NpPOTECTUMPOBAHHbLIE U YTBEPXKAEHHbIE pPenuabl MOryT ObiTb OONyLWEHbl K
BHeapeHuto B pabouyto cpeay (K pacnpoCTpaHEeHUIO U YCTaHOBKE B COOTBETCTBYHOLLMX
MecTax geunctBylowen nHgppactpyktypol UT, obecneunBatowen peanunsaumo 6musHeca
notpebutenen ycnyr).

3.8.1.2 Monutukm penusa

,D,OJ'I)KHbI ObITb paspa60TaHbl NOJIUTUKN perin3a, ornpeaendrowimne:

a) 4acToTy co3gaHus (BbIMYCKOB HOBbLIX) PENU30B U TUMbl PENN30B (Harpumep,
KOMIIeKCHbIU penus, 0eslbma-pesus, nakemHsit pesnus);

6) ponu M OTBETCTBEHHOCTU COTPYAHMKOB MOCTAaBLUMKA YCIyr, peanu3ytoLmx
NpoLecc yrpaBreHus pennsamu;

B) MOMHOMOYMA COTPYAHWKOB MOCTaBWuMKa YCryr No nepefjadve penuaa
(onMcaHUM OAHOrO0 WUIM  HECKOSTbKMX YTBEPXOEHHbIX W3MEHEeHWW) B cpedy ero
Npoun3BOACTBa M NO AarnbHenwen ero nepeaaym B cpeay NPUEMOYHbIX UCTbITAHUM;

r) npasBuna YyHWKanNbHOW uvAaeHTUdUKaUMM (Hymepauuu) BCEX pPEenv3oB WU
npasuna onucaHnsi Bcex penun3os,;

4) noaxon K KOMMOHOBKe penwu3a (K rpynnupoBKe M3MEHEHUA B MpOrpamMMHbIX
cpeacTBax, obopyaoBaHUK, JOKYMEHTaUMM B HOBbIA OTAENbHbIN penua);

e) noaxod K aBTOMaTu3auuu npouenyp: cOOpkM penusa (peanusyemon npu
HaxoXOeHUn penvsa B cpefie NPMEMOYHbIX UCMbITAHMI); pacnpoCcTpaHeHus penusa ao
MECT ero ycTaHoBKM B pabouyel cpefe; yCTaHOBKM penunsa, KoTopblii Heobxoaum Ans
obecneyeHnsi NOBTOPSAEMOCTM U Pe3ynbTaTUBHOCTM STUX NPOoLEeayp;

) MOpsSiAOK peanusauumn npoueayp NPOBEPKA U NPUEMKU pennsa.

3.8.1.3 lMnaHupoBaHue penu3a v NNnaHMpoBaHWe pa3BEPTbIBaAHUSA penu3a

MoctaBwuky ycnyr Heobxogmmo paboTaTb COBMECTHO C NpeacTaBUTENAMM
notpebutenen ycnyr And rapaHTUM TOro, YTO KOHUIypauUMOHHbIE 3NEMEHTHI
(nporpammHbie cpeacTea 1 06opyaoBaHNE), BKNIOYEHHbIE B PENN3, COBMECTUMbI MEXAY
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cobo N C KOHUrypaLMOHHbIMK 3dnemMeHTamu (C NporpamMMHbIMKM CpeacTBaMU W
obopyooBaHnem) B pabouen cpene (Ha ydacmke (yyacmkax) Oelicmsyroweu
UHpacmpykmypbl  UT, 20e  OomkHbl  6bimb  ycmaHOBMEeHbI U  3amem
yHKUUOHUPOBamb rpoepaMMHbie cpedcmea u 0bopydoeaHue, 8KIIIOYEHHbIE 8 COCMas
penu3sa).

Mpoueaypbl  NNaHMpOBaHMS  cCaMOro  penu3a W NNAaHUPOBaHUS  ero
pasBEépPTbIBaHUS [OOMKHbl rapaHTMpoBaTb, YTO BKMIOYEHHbIE B COCTaB penusa
N3MEHEHUST B MHCPOPMALIMOHHBLIX CUCTEMaX, MHAPACTPYKType, ycnyrax, CorfacoBaHbl,
YyTBEPXKOEHbI, CNNaHMPOBaHbI, CKOOPAWHMPOBAHbI M OTCREXWBAEMbl COrflacHO U B
COOTBETCTBUM  C  AEUCTBYWOLMMWM  npoueaypamu  MPOLECCOB  yrnpaBreHus
KOHPUrypaumsimn, ynpaBneHnsi U3BMEHEHUSIMU, YpaBReHNsi penmsamu.

Tak kak npu pa3paboTke pennsa HeKoTopble 0COBEHHOCTN €ro pa3BEpPThiBaHMSA B
paboyen cpefe MoryT BbITb HEM3BECTHLI, pa3paboTka penvsa (COBOKYNMHOCTU HOBbIX
NN N3MEHEHHBIX NPOrpaMMHBIX CPeACTB W/WMNN LOKyMEHTauuu) U pasBEépTbiBaHUE
penusa, B pabo4en cpeae, A0MKHbI NaHMPOBaTbCA NO3TanNHO (NaHMPOBaHWE CaMOro
penu3a HeobxoaMMO MPOBOAWTL Mepen ero MNpoeKTUPOBaHMEM, a NflaHMpoOBaHue
pa3BEPTbIBAHMA LAHHOIO penuaa - Nocne ero NPUEMKM).

Mpoueoypbl  NNaHMpPOBaHMS CaMOro  penu3a W NNaHUpPOBaHUSA  ero
pa3BEpTbiBaHUS, B paboyen cpede, Kak nNpaBuno, OOSMKHbI BKMAOYaTb BbIMNONIHEHME
crneayLwmnx 0encTBum:

a) onpeaeneHne CcpokoB pas3paboTkM caMoro penvMsa W OonucaHue ero
KOMMNeKTauuu;

6) onpegeneHne M3MeHeHMr, NPobnemM M M3BECTHbIX OLMOBOK, 3aKpbiBaeMbIX
NN peLLaeMbiX C NOMOLLbIO 3TOr0 penv3a, a Takke onpeaeneHne N3BecTHbIX OLMOOK,
KoTOopble 6biNn 0BGHapPY>XeHbl BO BPEMS €r0 TECTUPOBaHUA (BO BPEMSI €ro NPpUEMOYHbIX
UCMbITaHUN);

B) yCTaHOBrieHMe nMopsaka peanus3auum Bcex npoueayp, CBA3aHHbIX C
obecneyeHnem BHeOpeHUS U C CaMUMU BHEAPEHWEeM pernu3a BO BCeX CTPYKTYPHbIX
nogpasgeneHnax opraHusauum (opraHusauun) notpebutens ycrnyr C  Y4ETOM
MEeCTOPAaCMONOXEHU 3TUX CTPYKTYPHbIX NogpasaeneHun;

F) onpepeneHne cnocoba OTMEHbI penn3a, C BO3BpaTtToOM B WCXOAOHOE
COCTOAHME, UINn ero ncripaBneHnd, B citydae Heygadum nocrie ero yCraHoBKuU,

[) onpeneneHve Nopsiaka peanusauum npoueayp NpoBEPKN M NMPUEMKU PENN3a;
e) onpeaeneHue nopsaka peanvsauuy npouenyp:

1) obmeHa uHgbopmayuel o xode paseépmbieaHus penu3a U O €20
pesynbmamax;

2) noG2o0mosKu rnpoapamMmMHbIX cpedcms u obopydosaHus K
paseépmbigaHur0 U ycmaHo8Ke penusa;

3) OokymeHmuposaHusi xo0a U pe3yrbmamoe  pal3gépmbigaHusi U
ycmaHo8KuU pesnus3a;

4) nodzcomosku rnepcoHana nompebumened ycriy2 U NepcoHana
rnocmasuwjuka ycriye, obecriequsarou,e2o rnpedocmasrieHue ycnye;

X) onpeneneHne nopsigka obGecrneyeHust NMOrMCTUKM U peanusaumu npoueayp
3aKynkv, XpaHeHusi, [OCTaBKW, WH(OPMUPOBAHMS, MPUHATUS U pasMeLLeHust
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NpOorpaMmHbIX CpeacTB, 000pyaoBaHMsS U OOKYMEHTaALUMW, BXOASALWMX B COCTaB penmaa,
a Takke Heobxoanmbix anst obecneyeHuns ero paspaboTkm n BHEOPEHWS;

3) onpegeneHne akTMBOB (NPorpamMHbIX CpeacTs, obopyaoBaHus, nepcoHana,
obnagatwowiero  COOTBETCTBYIOLUMM  YPOBHEM  KOMMNeTeHumn), obecnedmBaroLLmnx
aKCnfyaTauuio penmsa WU HeobXxoauMmbIX ANs  rapaHTum  Toro, 4TOo  Oyger
noaaepXXMBaTbCsl COrnacoBaHHbIA YPOBEeHb 00CnyXnBaHus;

N) BbIABMNEHNE 3aBUCUMOCTEN (Harpumep, OaHHO20 pesnu3a om Opyaux,
npedwecmeyrowux u/unu nocnedyrwux penu3os), onpeaeneHne U3MeHeHun,
HanpMMep, CBA3aHHbIX C U3BMEHEHUAMM, BXOOALMMWN B COCTaB penvaa, n onpegenexHme
COMYTCTBYIOLLUMX PUCKOB, KOTOpPblE MOFYT OKa3aTb BNMUsIHME Ha GecnpensTCTBEHHYH
nepegavy penusa B cpedy NPou3BOACTBA, a 3aTeEM — B cpeay NPUEMOYHBLIX UCMNbITaHUM;

K) onpeadeneHne nopsiaka 3aBeplUeHUsi pa3BepTbiBaHUS U YCTAHOBKM penv3a B
pabouen cpege;

n) copMMpoBaHUEe KaneHgapHoOro nfaHa npoBeAeHWs MPOBEPOK cpedbl ero
npousBoacTBa penusa (ydacmka uHgpacmpykmypel UT, ucnonb3yemom  0Oris
rnpoekmuposaHusi u paspabomku). MNogobHble nNpoBepkn TpebyroTca Ana noaaepXku
KPYNHbIX, MacwTabHbix oOHOBReHWn B paboden cpefe (pes3ynbTaTtoB BHeAPEHUSA
penusa) ansa rapaHTum TOro, 4Yto 3Ta paboyas cpena (gencrtsyrowas MHpacTpykTypa
WUT, obecneuvnBarowada peanusaumo busHeca notpebutenen ycnyr) byaeT Haxoantbeca
B OXXMOAEeMOM COCTOSHWUW, Koraa penus 6yaeT B HEW yCTaHOBIEH.

3.8.14 PaspaboTka unu nonyyeHue nporpaMMHbIX CpeacTB

Pennsbl (06HOBNEHUs1), cBA3aHHblE C WHPOPMALMOHHLIMW CUCTEMaAMU U
NPOrpaMMHbIMK CpeacTBamMu, MNofyyYaemble OT BHYTPEHHUMX KOMaHA ChneuuanvcToB
nocTaBLUMKa yCnyr, oT pa3paboTyMKOB CUCTEM, CUCTEMHbLIX MHTErPATOPOB WU OPYrnx
opraHusaunn, JOMKHbI ObITb NPOBEPEHBI NPU NX NOSTYYEHWUN.

Mpouenypbl MONy4YeHMS U NPOBEPKM MNPOrpamMMHbIX CpeacTB (peanusyemblie
nepen cbopkon penusa) AOMKHbI ObiTb 3a40KYMEHTUPOBaHbl B MnaHe ynpaBreHus
KOHpUrypaumnamm.

3.8.1.5 MpoekTupoBaHne, c6opka u KOHchurypupoBaHme penusa

Mpoueaypbl Bbinycka penvaa (M3 cpeabl NPUEMOYHbLIX UCMbITAHWIA) 1 Npoueaypbl
€ro pacnpoctpaHeHuss B paboyen cpene OOMKHbI ObiTb CMPOEKTUPOBaHbI U
peann3oBaHbl, YTOObI:

a) obecneuynTtb COOTBETCTBME perim3a YCTaHOBMEHHbIM HopMaM (TpeGoBaHMsM
CTaHOApPTOB) NMOCTaBLUMKA YCIYr MO apXUTEKTYPe CUCTEM, YMPaBfeHWIO ycryraMmm u no

NHPaCTPYKTYpE;
6) rapaHTupoBaTb, 4yTO LLeNIOCTHOCTb ycnyr n NHPaCTPYKTYpbI
noagepxmBaeTcsa BO BpEMS KOMMOHOBKM pennuaa, cbopku penuaa (nposodumoti 8 cpede

MPUEMOYHbIX UCMbimaHul), NepemMeLleHns pennsa, AoCTaBku penusa (Hanpumep, 00
Mecma e20 ycmaHo8KU 8 paboyel cpede);
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B) obecrneynTb BO3MOXHOCTb MCMOSb30BaHUS OUBNMOTEK NPOrpammHOro
obecneyeHnss U CBsA3aHHbIX C HAMW XPaHUNULL OaHHbIX ANst YyNpaBreHUs U KOHTPONs
KOMMOHEHT YCINyr M MHPacTPYKTypbl BO BPEMSI BbINOMHEHUS Mpoueayp cOopku u
BbIMyCKa penun3a;

F) YETKO onpegenAaTtb pUCKMN U pearmpoBaTtb Ha HUX Mpu HeobXoaAnMOoCTH;

[) npefocTaBUTb BO3MOXHOCTb, YOOCTOBEPUTLCS [0 Havana yCTaHOBKW, B TOM,
4YTO B MECTe YCTAHOBKM pennsa 3Ha4YeHUs1 XapakTepUCTUK MPOrpammMHO-TEXHUYECKOW
CMCTEMbI, YAOBMETBOPSIOT NpeaBapuTenbHO onpeaenéHHbIM TpeboBaHMAM K HEW;

€) MpedocTaBUTb  BO3MOXHOCTb  YOOCTOBEPUTBLCS, 4YTO  haKkTUyeckoe
copepkaHue penusa COOTBETCTBYET NMaHMpyeMoMy Mpu ero nepemeLleHun B cpeny
TECTUPOBAHUS U YTO YyCTaHOBKA penn3a Gbifa yCrnelHo 3aBepLuUeHa.

PesynbTatbl peanusaumu npoueayp NPOEKTUPOBaHMUS, cOopku,
KOH(OUIYpUpPOBaHUS, BbIMyCKka M pacnpoCTpaHEHUs penv3a AOSMKHbl BKNoYaTbh B cebs
KOMMEHTapuu K penunsy, MHCTPYKLMW MO ero ycTaHOBKE, MepeyHu ycTaHaBrMBaeMbIX
obopyaoBaHMS U NPOrpaMMHbIX CPeAcTB, KOHMUrypauMoHHbIN Gasnc u onvcaHue
cBsize Mexay HuMK. Takke 3TM pesynbTaTbl OOSKHbI BKMOYaTb B cebsi onucaHust
CBsi3e Mexay ycTaHaBnuBaeMbiMM 0BOpyaooBaHWEM, MPOrpaMMHbIMKM CPeacTBaMu U
KOHPUrypaLMOHHbIM 6asncom.

PesynbTaThl peanusauumn npouenypbl Bbinycka penvsa OoSkHbl ObiTb NnepeaaHsbl
rpynne cOTpyaHMKOB NOCTaBLUMKa YCryr, OTBETCTBEHHOW 3a €ro TECTMPOBAHME.

Mpouenypsbl cOOpPKM penusa B cpene NPMEMOYHbBIX UCMbITaHWUI, BbiNyCcKa penusa
n3 cpeabl NMPUEMOYHBIX WUCMbITAHWUWA, €ro pacnpocTpaHEHUs M YCTaHOBKM B paboyen
cpefe OOMKHbl BbiTb aBTOMAaTU3NPOBaHbI OS5 YMEHbLUEHNA KonnyecTsa OwmnboK npu
X peanusaumm n rapaHTum, 4YTO 3TM Mpoueaypbl NOBTOPSEMbl U, YTO HOBbIN penva
MOXeT ObITb BLICTPO BHEAPEH B paboyen cpeae.

3.8.1.6 lMpoBepkKa 1 npuemka penusa

OKOHYaTenbHbIM pPe3ynbTaToM peanusauun npoueayp NPOBEPKU M MPUEMKM
penu3a [omkHa ObiTb 3aBeplueHHasi LenocTHasi COBOKYMHOCTb HOBbIX  W/Unu
OBHOBMNEHHbIX MPOrpaMMHbIX CpeacTB WU/unu obopyaoBaHUsl, KOTopasi COOTBETCTBYET
TpeboBaHUsAM, NpegbsBnseMbiM K penuay. ®akT Bbinycka Takoro penvsa 13 cpenpl
NMPUEMOYHBIX UCTbITAHWI OMKEH ObiTb 3aperncTpmpoBaH.

Mpu peanusauum npoueayp NPOBEPKN U NPUEMKM pennsa Heobxoanumo:

a) yOoCTOBEPUTBLCS, YTO cpeda NPUEMOYHBIX WCMbITAHWA COOTBETCTBYET
TpeboBaHUSAM LiENEBbIX 3HAYEHWI, YCTaHOBMNEHHbLIM NS cpeabl NPOU3BOACTBA Pennsa;

6) rapaHTUpoBaTb, 4YTO penn3 co3gaH C BepcuUsiMK, HaxoasLMMUCs nog
KOHTpONEM npouecca YynpaBneHus KoHurypaumsiMu, U YCTaHOBNEH B cpefe
MPUEMOYHBIX WCMbITAHUA C WCMONb30BaHMEM CNMAHMPOBAHHOIO Mpouecca €ero
NPON3BOACTBA;

B) YAOCTOBEPUTbLCH, YTO MOCMEe YCTAHOBKW penu3a B cpeae MpPUEMOYHbIX
NCMNbITaHUA €ro TeCTUPOBAHUE BbIMOSTHEHO HA COOTBETCTBYIOLLEM YPOBHE W YCMELLHO
3aBepLUEHO, HaNpUMep, BbINOSIHEHO M YCMELIHO 3aBepLUEHO PyHKLMOHaNbLHOE 1 apyroe
(HE(pYHKLMOHANbHOE) TECTUPOBAHME, TECTUPOBAHNE HA NPEeAMET ero NpUrogqHoCTN Ans
busHeca noTpebutenen ycnyr (Harnpumep, mecmuposaHue yHKUUOHaIbHOCMU,
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obecrniequsaroweli asmomMamu3upoBaHHyto peanusayuro busHeca nompebumerneu
ycriye), TecTupoBaHme npoueayp cOOpku, BbiMycka, pacnpoCTpaHEHWs U YCTaHOBKU
penusa;

) rapaHTMpoBaTb, YTO pPenu3 NpPoOTeCcTMPOBaH Ha NPeAMET ero COOTBETCTBMS
TpeboBaHUsIM, NpeabsiBrsieMblM CO  CTOPOHblI  MOMb30oBaTene  opraHu3auumn-
noTpebuTenen ycnyr n co CTOPOHbI NepcoHarna nocTaBLyuKa yCnyr;

[) rapaHTMpoBaTb, 4YTO COOTBETCTBYHOLINE YMNONHOMOYEHHbIE COTPYAHUKU
yCMeLIHO 3aBepLUMIIM Kaxabld 3Tan NPUEMOYHbIX UCTIbITAHWMI U 3a40KYMEHTUPOBANMN MX
pesynbTaTbl;

€) yOoCTOBEpUTbCS [0 Hadana YCTaHOBKM, B TOM, YTO B MeCTe YCTaHOBKM
penvsa 3Ha4YeHnsa xapakTepucTUK NporpaMMHO-TEXHUYECKON CUCTEMbI, YOOBNETBOPSAIOT
npegBapuTenbHO onpeaenéHHbIM TPeBOBaHUAM K HER;

X) YOOCTOBEPUTLCS, YTO (PAKTUYECKUIA COCTaB penm3a COOTBETCTBYET COCTaBy B
KOTOPOM OH AOSKeH NpUObITb K MECTY YCTaHOBKU, U YTO yCTaHOBKA penunsa B pabouyto
cpeay Gbina ycreLwHo 3aBepLleHa.

3.8.1.7 [JokymeHTauums

Becb KOMMNEKT COOTBETCTBYWOLWEN AOKYMeHTauuu no penusy [ormkeH ObiTb
AOCTyrneH Ans nepcoHana nocTaBLUMKa YCNYr U XpaHUTbCS NOA KOHTpONem npolecca
ynpaBneHns KoHdurypaumsamn. [okymeHTaumss [OfKHa CcoAepXXaTb CCbIfIKM  Ha
KOH(UrypauMOHHbIE 3feMeHTbl, noaseprwumeca penusy (CCbifikKM Ha HOBble UMK
OOHOBMNEHHbIE NporpamMmmHble cpeacTsa u/vnu obopyaoBaHue). JTa [OKYMeHTauus
OOJSDKHA BKIOYaTb:

a) OoKymeHTauuio, obecnedvBatollylo nNpeaocTaBneHne ycnyr, Hanpumep,
TaKyto Kak cornawieHmsi 06 ypoBHAX 06CnyXMBaHUS;

6) cnyxebHyl0 [OKyMeHTauuio, HampuMmep, Takylo, kak obliee onucaHve
CUCTEMbI, WHCTPYKUMSI MO YCTaAHOBKE MNPOrpaMMHbIX CPEACTB, WHCTPYKUMM MO
aKcnnyaTauum 1 UHCTPYKLUUM NO aaMUHUCTPUPOBAHUIO CUCTEMBI;

B) onucaHwe noAanpoueccoB CcOOPKM, BbiNycka (Co3gaHust), YCTaAHOBKUA U
pacnpocTpaHeHus penusa;

r) nnaHbl AEWCTBUMIN B Ype3BblYalHbIX CUTyaUMsiX U NnaH Bo3Bpata (Harnpumep,
ycrlyau) B ICX0OQHOE COCTOsIHME (8 cocmosiHUe 00 ycmaHO8KU persiu3a);

A) rpachvk nNoaroToBKM MepcoHana fnocTaBliMKa M nepcoHana noTpebutenein
yChnyr;

€) KOoHdurypaumoHHbin 6asnc penusa, BKNYas UHGOPMAUUIO O CBA3AHHBLIX C
HUM KOH(PUrypauUmMOHHbIX 3fIEMEHTax, Takux, HanpumMmep, kak obLiee onMcaHne CUCTEMBI,
onucaHue cpebl Ans NpoBeAeHNa TECTUPOBAHUS penvsa, JOKYMEHTauuMst N0 nopsagky
npoBeAeHMs TeCTUPOBAHUSA, ONUCaHWE BepCcuMM WHCTpPyMeHTapus ana cbopku u
Npoun3BOACTBa PeNu3a;

X) onucaHue Uu3MeHeHWW, npobnemM M M3BECTHbIX OLWMGOK, CBSA3aHHbLIX C
penu3om;

3) cBUOETENbLCTBO yTBEPXOEHUS (dbopmarnbHoro paspeLueHuns K
MCNONb30BaHUIO) penn3a N cBA3aHHbIE C HUM CBUAETENbCTBA €ro NPOBEPKU U NMPUEMKN.
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Cuctema (ycnyra), kotopad Oblnia uUaMeHeHa B pesynbTaTe penusa u Kotopas He
MOMHOCTBID COOTBETCTBYET M3HavanbHbiM TpeboBaHMAM K penuay, OOoSkHa ObiTb
BbiiBlieHa OO0 Havana aKkcnnyatauuM (4O Hayvana  npegoctaBneHus) wu
3aperncTpupoBaHa COrfiacHO COOTBETCTBYHOLIMX npoueayp MNpOLEeCcCcoB YrpaBlieHus
KOH(purypaumsammn mn ynpasneHus npobnemamu. MHgopmaumnsa o ns3BecTHbIX olmbkax,
BbISIBMEHHbIX MpuM 9TOM, JAO/MkHa ObITb JoBedeHa [0 CBedeHWs nepcoHana,
peanuayloLero ynpasneHne nHumgeHTamu.

Ecnn penus HenpurogeH Ana BHEOAPEHUS,, WU CPOKM €ero peanusauuu
nepeHeceHbl Ha bonee NO3gHUW NepuoAd, UM COCTaB penu3a CokpalleH To, 06 aToM
AOMKEH OblTb NPOUHPOPMMPOBAH COOTBETCTBYIOLMM MEPCOHAr, peanuayoLwwmni
ynpaBneHne n3aMeHeHUsIMu.

3.8.1.8 Pas3BépTbiBaHMe, pacnpocTpaHeHne U yCTaHOBKa penusa

[Ona rapaHTuu, 4TO BCE MeponpusaTusi, Heobxooumble AONs pas3BEPTbIBAHMSA
penu3a, OyayT BbINOMHEHbI, MNNaH pa3BEPTbIBAHMA penu3a JOoIMKeH ObITb
npoaHanuanpoBaH. [lpM HeobGXxoaAMMOCTM, 3annaHWMpPOBaHHbIE B HEM MepOonpuATUs
(oencTeuns) OOMKHbI ObITb AeTanM3npoBaHbl U/UIN YTOYHEHDI.

Penns (COBOKYMHOCTb HOBLIX WU/UNN M3MEHEHHBLIX MPOrpamMMHbIX CPeacTB U/mnu
obopynoBaHusl) fomkeH 6bITb 4OCTaBNEH OO MECTa ero yCTaHOBKM B paboyen cpeae B
ero oxugaemom cocTtosHuu. [lpouenypbl pasBEépTbiBaHUS, pacrnpoCTpPaHeHus u
YCTaAHOBKW penim3a SOMKHbl rapaHTUpoBaTh, YTO:

a) BCe MecCTa, BblAeneHHble ANA XpaHeHusi annapaTtHbiX W NporpamMMHbIX
cpenctB (Harpumep, ece obopydoesaHue U 8Ce y4yacmku rnamMsimu Ha HOCUMESSX
UHbopMayuu) [OIMKHBIM 00pa3oM 3alunLLEHbI;

6) cyLLlecTBYOT COOTBETCTBYOLWME NPOLEeaypPbl 4OCTABKN, XpaHEHUS1, MTPUEMKUN U
pasmeLLeHNss NPorpamMmMHbIX CpeacTB, 000pyAoBaHMs U OOKyMEHTauuu, BXOOALWUX B
COCTaB penuaa, a Takke Heobxoaumbix Ona obecnevyeHns ero BHeApeHus B pabouyro
Ccpeay W CHATUA ¢ aKkcnyaTauun (cnucanns);

B) CNNaHMpOBaHbl W 3aBepLUEHbl: MNpoBepka MecT B paboyen cpege,
npeAHasHayYeHHbIX ANS YCTAHOBKM penu3a; npoBepka 3NeKTpocHabXeHusa; npoBepka
BCMOMOraTenbHOro 000pyaoBaHust; NPOBEPKa YCTaHOBKM PENN3A;

r) COOTBETCTBYHOLUMI NepcoHan noTpedbutenen ycnyr u nepcoHan nocrasLyuKa
yCryr U3BeLLEH O HOBbIX penu3ax;

Ll,) JIMWHKWEe NpoAayKThl, YCINyrn n nMueH3nn nporpaMmMHbIX cpeacTB BbiBE€AEHbI U3
SKCnyatauun.

Mocne pacnpocTpaHeHUst NporpamMmMHOro CpeacTBa M3 cocTaBa penvaa no cetu
nepegayv OaHHbIX, BaXXHO MNPOBEPUTb TO, YTO TaKoW Penn3 OOCTUr CBOEro MecTa
Ha3Ha4YeHUs, ero ycTaHoBKa YCMeLLIHO 3aBepLUEHa, U OH HOPMarbHO OYHKLMOHMPYET.

lMocne ycnewHon yCTaHOBKN pennaa, COOTBETCTBYIOLLME 3anMcn, OTHOCALLMECS K
npoueccy ynpaBneHnsa akTMBaMu M NpoLECCy yrnpaBneHns KOHUrypaumamm, SOMKHbI
ObITb OOHOBINEHbI CBEAEHUSMN O MECTOPACMONOXEHUN N O BnaaenbLe obopyaoBaHus n
nporpaMMHOro cpeacrtea (cpeacTs).

MpumeyaHue — [lpouecc ynpaeneHuss akmueamu He 6xodum 6 pamKu
paccMompeHusi Hacmosiweao cmardapma.
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[ns pernctpauumn ycnewHoCTn Unn Heygayum penmsa MoryT 6biTb MCMNOMb30BaHbI
akT npuemknm penusa notpebutenem UM aHkeTa onpoca YAOBMETBOPEHHOCTU
notpebutenen. Pesynbtathl ftoboro onpoca notpebutenen A0MmMKHbI ObiTb NepeaaHbl
yrpaBieHUIO OTHOLLIEHMAMU C NoTpebutensamun.

3.8.1.9 [encTBuA nocne BbiNycka U pa3BépTbiBaHUA penusa

HeobGxoamMmo onpeaennTb KONMMYECTBO WHUMAEHTOB, CBSI3aHHbIX C PEnn3oM 3a
nepvoAd, HenocpeacTBEHHO CreaylolmiA 3a ero pasBépTbiBaHMeM B paboyei cpeae, u
NMPOBECTU OLEHKY BIUSHUSA 3TUX WHUMOEHTOB Ha OuW3Hec noTpebutenen, Ha
YMCMEHHOCTb U 3arpyXeHHOCTb COOTBETCTBYHOLLIErO NepcoHana nocTaBLyuKa yCryr.

lMpouecc ynpaBneHUs W3MEHEHWsIMM [OIDKEH BKNoYaTb B cebs aHanus
COCTOSIHMSI Mnpouecca YynpaBreHus ycrnyramu  (Harnpumep, [rosie/ieHue  HO8bIX
UHUUOeHMOoe8) Nocne BHeAPEHU pennsa.

PekomeHgaumm, nonydyeHHble B pesynbTaTte Takoro adHanusa, AOSDKHb
MCMNONb30BaTbCA B KayecTBe WCXOOHOW MHopMauum gna opMupoBaHUA nraHa
yNyyLleHns ycnyr.
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