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MNpeancnoewne

1 PASPABOTAH YupexagHues «LlesTp CapTUOMEILMA YCNYr CEAIME

2 BHECEH ¥npagnexven paiardrHa, MHQOopMau oHHoro obecneqdeHus i askpeguTaguy DedepansHo-
Fo SreHTeTEa No TEXHWYSCKOMY DeryMADORaHHKD M MEeTROMNGIHM

3 YTBEPWOEH W BBEOEH B AEWCTBME NMpukasom denepansHoro areHTCTEA NO TEXHHYECKOMY
PETYNADSEAMKIKD W MeTponord oT 28 asrycta 2013 r. Ne 606-cT

4 BBEJEH BMNEFEBELIE

Mpaauna NpUMaNERUa Nacmoaweso cmakdapma yemadoaness! & FOCT P 1.0—2012 (pazdan 8).
Hughopsmayua off UaMeHeHuay K HacmoAweMy cmandapmy nybnukyemcs @ emesodtan (A0 COCMOANLIID 43
T Auaapa meryileso 20da) WihopMaLUOMNOM Ykazameans « Hayuonansieie cimandapmeis, 8 oPuyLaIbEkL
IMEKE UAMSHENUD I TaNpagoy — & SXEMECAYHOM UHIDORMayUuoHROM yrasameans «HayuoHamneHee CEaH-
dapmeis, B cayYae nepeckdompa (FamMens] wiy Omuedbl RECMOALIEE0 Chandapma ComesmomEyiowee
yeedonenue Bydem onybnurkoeals @ BnuUsaiiue BeINYCKE @XeMBCAYHOS0 UHD0DMALUONKDED YRATaMEna
wHEUUOHATENLIE cmakdapmbiy. CoomMesmomaykiian uihapMatus, yeedoMneHus o MeKcmsl DasMeLia-
HIMCH Makae 8 UWhopManuarrod cucmeame cheas NoNeLIcaanud — Ha oguuuansnoM calime Pedepans-
HO20 A2EHMCMES NG MEXHUNECHOMY DESYILPOSANLIO U Memponcauy & cemu Mumepnam (gost.)

£ CramgapTuddopm, 2014

HacToRWWA cTAHOapT HE MOMET BkiTe NONHOCTLH UMW YACTHHHO BOCNDOHIEEEH, THDAKWDORAH W pac-
NpoCTRaHEH b KaYecTee oMUMaNLHOMD H3gaHMA G23 pajpellevA DegepansHoro aresTCTEa N0 TEXHNYECHD-
My PEMYIMDOBRIHHIO 1 METDONOrHIA
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HAUWOHANBHBIA CTAHOAPT POCCUMWCKOW GEOEPALMWM

CHCTEMA HALUWOHANLHEIX CTAHAAPTOR B 0GMACTH KAYSCTRA YENYT COATM
KAYHECTEO NPOUECCOB OKAZAHWA YCNYT CBA3ZM
MNpouece yNpapneHWA NPpaTEHIMAMH

System of national standards of communications services quality. Quality of service provisien processes.
Process of complaint handling

Nara peepesna — 2014—01—01

1 OBnacTe NpUMeHeHUA

HacToAWWA CTaHdapT COQepKMT OCHOBHEIE TPEtoBaHKA K NPOUECCY YNPABNEHWA NPETEHIHAMK B opra-
HIUIALKK, BOSHHUEIIOW MBI HA MCO0M 3TanNe CKaIaHKa yonyr CBAIM,

HacToAWMA CTaHdanT OCHOBAH Ha NpUHLKNax, copMynupobaniex 8 TOCT P MCO 10002, v paccsaT-
PHBAET NEPOUECT YNPABNEHKMA NPETEHIMAMA HCXOLR M3 OCHOBHBIX nonowednn NOCT P MCO 10002 ¢ yeetom
ocofEHHOCTEA NpoUECcea YyNPaBNE KA NPETEHIAAMK B ODTAHWIALUWAK, OKAZLIBAKILLIME YCMYTA CRAZA.

HacToAwwmiA cTaMoapT paccMaTpyeaseT NPoLece YyNpasneHua NPeTeHINAMK KAk NpoUecs BIansogei-
CTEHA NP BOAHWKHOBEHWA CNOPHBLEE CATYALKE MEXOY OpraHWIaUned, OKaIeIBAI0LIER YCIYTA, W NONLAOBATR-
N Yonyr cER3K Be3 NPWENEYEHMA TPETEEA CTODOME! M HE NDWMEMMM K CNORAK, NepeaHHLIb DN8 DEweHing
TpETLER CTOPOMOA, 8 TAKE K TRYI0BEIM CNopamM.

HacToAWMA CTAMOADT HE AAMERAST YCTAHOBNEHHEE B COOTBETCTBMM C 3AK0HMOJaTENsHLMY M oDRaa-
TENbHLIMA TPEECEAHMAMK Npasa v 00AZAHHOCTA CPrasu3anmMi M NoNs3ICBATENA YCYT CRA3N.

HacToAwWiA cTadganT npegHaiiadyeH 008 WCnoNeaoBaHaA Xo3ARCTEYIWWMK CyEbeKTaMmi, JeAcTEYI0-
WKAK B OBNacTh CKa3aHka Yonyr CEAIN, KOHTDONHPYRILLMAMK WX OPraHam«, BENOYa8 OpTaHs CEpTHdHKaUM M,
a TaKke NPegcTaBuTENAMW rocy IARCTERHHLIX OPradcs, oCyLeCTENAIOWME DeryNHpoBaHmte 8 0GNacT CeAaN,
HEYHHEIMEA W ORYTHMW OpraHAaa0 A .

COCHOBHEE NONOKEHMA HACTOAWEND CTAHAAPTA MOrYT DilTe MCNONL3I0BAHEI NP COINAHAM BHYTPEHHKX
HOPMATHBHEE OOKYMEHTOR ODTAHMIALMA MO YNPEENEHWID NPETEHIAAMA.

2 HopmaTHBHLIE CChINKK

B HacTofwes cTaH4apTe MCNoNbIcEaHel HOPMATHEHBIE COBMKM Ha CREgyIoWWe CTaHdapTws.:

MoOCT 150 9000—2011 CHcTeME MEeHeIEMaHTa KadecTEa. OCHOBHEIE NONOMEHWA W CNORAPE

FOCT 150 2001—2011 ChcTeMi MEeHELHMEHTa KasecTea. TpaboaaHnsa

rMaCT P WCO 10002—2007 MeseaMedT opradydiadqd. ¥ NoRneTEOpEHHOCTE NoTpabuTana. Pyro-
BOACTEG NG YNEABNEHMKD NPETEHIKAMKA B ODraHHaIannax

roCT P ACO 18011—2012 PyroBogAlMe yEaIaHua No ayadTy CUCTEM MEHELEMEHTA

MCT P 53731—=2009 KawecTRO yCnyr CEBAIW. TepMAHE M OnpeLeneHia

M PAMBYEHWE— MK NONE3ICEAHWA HACTORLUYMM CTEHO BRTOM uEﬂEDD—DﬁpaE*D NEOESpATE GQEACTEME CCOkIMOM-
HelX CTAHJAPTOE B WHEODMAEYHOHHOA CHCTEME olwers NoNe308EHAA — HE D AUMENEHOM CEBATEe DelepansHOMe areHT-
CTEE NO TEXHW-ECHOMY DETYNHDOBEHMD U METROMNOIMA E CETH FIHTEPHET MNA N0 BEeTOgHOMY AHEO0DMAGHOHHOMY YHEIETS-
net «HBUWOHENEHEE CTARAARTEY, KOTOPRIA I:II'I!|I'|:i.|':I.'IthIR-EES.-| No COCTORHAKD HA 1 AHBAPA TEEYLWEND roga, | no BeiNyCcKam
SHEMECRYHOND WHPOPMAUWOHHOND YE333TeNA a HAaUNOHANEHBIE CTEHGEPTE 38 TEKYIWHA M. ECne 3amMesaH COoBNOY HBIR
CTAAADT, HE KOTOPEIA 03HA JATEROBRAHH AR CobINEA, TO PEEOMEHOYETER WCNONEIDBATE BEDGHED ATOMD CTAHOAPTE © YHEI33H-
HEll Bl e OO0 YTEEDHOSHHA (NPWHATHR ) Ecnw nocne YTEE PHAEHMA HACTORWENS CTAHJAPTE B COLINOYWHE A CTEHIERT, HA

ManaHue M UuHaNLHGE
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KOTOP&IA J8HA OSTHPOEAHHER CORNES, BHECEHD A3MEBHEHWE, 3JATDArHESMLWEEs NONOHeEsHE, HE KOTOPDE QaHA CCREMKE, TO 3T0
NONCHEHWE PERCMEHOYETCA NPUMEHATE Gea YBT3 QAaHHOM AEMEHEHKWA. Ecnw cow NouHe A CTAHAAPT OTMEHEH G23 3aMEHH,
TO NONOEEHAS, B KOTCROM JAME CCENKE 2B HEM, PEKOMEHGYETCA NPUMEHATE B YACTH, HE IaTRAMMEAEIWEBR ATY CoeINKy.

3 TepMHHbLI K onpegenedHuna

B HacToALEM CTaHOApTE NPMMEHAINTCA TEPMKAHL 1o FTOCT SO 9000—2011, a Takke cneqyiowde Tep-
MUHBI C COOTRETCTEYVIOWMMKA OMPE e NEHAAMA
31

yenyra: PeaynetaT HenocpeicTeeHHONs BIaWMOoOeRcTENA MCNONHUTENS W noTpebuTenn, a Tawe
cofoTaeMHOl JeATENLHOCTA MCNONHATENA NO YOOANETEODeHMa NoTPpadHoCT NoTpeduTans.
[MOCT P MCO 53731—2009)

3.2

yonyra ceAan: JeATensHoCTe No NpHery, 0BpaboTre, KpaHeH|io, Nepegade ¥ JoCTaske conbule i
ANESKTPOCERIM MMM NOYTORRE OTNREENSHH.
[MOCT P MCO 537 31=2009]

3.3

NonNLICBATENL YCAYT CEBAIM: DUIMYSCKOR UK I0PUONYECKDE NWLO, JAKA3BIBAKWEE WIATK MCNONE-
AYVIOLEE YCIWTH CEAIM.
[FOCT P 53731 —2009]

3.4 npereHIdn; MNMucermeHHos oDpalWe e K oNepaTopy CERIW C TREBORAHWEM 00 YCTRAHEHHM HADYLLIE-
Hdl BENOMHEHHAA ONEQATOROM CEBRAM YCNOaWA Jorosopa.
3.5

npeqLABNAKLWWA npeTeHko (complainant): NMuuo, opraskiaagka MNKH e NpeacTABKTENE, Nogan-

LEE NPETEHAMD.
[MOCT P MCO 10002—2007]

16

notpeduTent (customer): Opradmaagka MK NKUD, NONYYAI0WEes NEOIYELMID.
[FOCT P MCO 10002—2007)

7

oBcnyRHBAHWE NOTpeGUTENA (Customer service): BraadMogedcTeqe opradKaauvy o notpebuTe-
NEen Ha BCEY CTAAMAXY MUIHEHHOMD LHMKNA NPOSY KUK [YCIyrd).
[FOCT P MCO 10002—2007]

3.8

YOAOBRNATEOPEHHOCTE NoTpebuTenA (customer satisfaction): BocnpuaTke noTpeBuTenem cTEnaHm
BLINONHEHKA &ro TReDoBaHKIA.

NMpuMmeHarWA

1 Wanobe notpebntensed RENAKTCA OBWHEM NOKIIATENSM HEZKOA YIO0BNETROPEHHOCTH NOTReDWTENSA, OOHaK
WX OTCYTCTEME He 0fAIETENEHG NPEANONATEaT SR COKYH YAOBNSTEOPEHHOLTE NOTREHETENSA.

2 Dawe ecni Tpelosasne noaTpeburensd Seind ¢ HEMKA COMacoBaHsl @ BeiNONHEHs, 370 He GBRZATANEHD ofac-
NEYMHEEET BRCORYH YOOBNSTEOPSHHOLT: NOTREDUTENA.

[MOCT 150 2000—2011]
38

obparHan ceAlk (feedback): KOMMEHTAPWH, JKCNEPTHIA W CECOSHWA O 3BZWMHTEDECOBAHHOCT B NDo-
OYELW MK NPOWECcE yPaBnesvd NEeTeHIHRMA.
[FOCT P MCO 10002—2007]

3.10

uenk (objective): PeaynetaT, K KOTODOMY CTRPEMATCR B 0BNAcTh paboTel C NpeTEHIKAMIA
[FOCT P MCO 10002—=2007]
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311

nonuTHka (policy): OSWWe HaMepeHds W HANPaaNeHWA JeATeNLHOCTH Opraddiauqe B obnacti
paboTel C NPETEHINAMKA, SHUUHANLHD CROPMYNUDOEAHHEIE BRICILMM DYKOBOGLCTEOM,
[MOET P WMCO 10002—2007]

4 OCHOBHbIe PYKOBOOAWME NPHHUMNBI K 3TanNkl pﬂEﬂThl C NpeTeHIHAMHK

41 B cooteeTcTemn ¢ MOCT P WMCO 10002 ocHoBHBIMKM pYEORCOALIMMA NPKEHUMREMI HblesTHaHoR
paboTe C NPETEHIMAMI {YNP2BNSHAA NPETEHIKAMK ) ABMNAKTCA

a) QOCTYNHOCTE NCA3YH NPeTeHIua,

6] GuICTpOR DEAMMPOBAHKHE HA NPETEHIW,

B) 0GLeKTHWEHOCTE DACCMOTREHWAS

r) BecnnaTdelid ACCTYN K NpoUecey No paboTe © NPeTEH3WAMK ONA NEPEALABNAKWLET0 NDETEHIMI0,

A) koHPWAEHUHANBHOCTE,

&) CpHUEHTALWA Ha noTpebuTenA,

%) OTEETCTBEHHOCTE NepCoHANa 33 ABACTEMA M NPUHATEE DELISHUA N YNDARNEHWD NPETEHIMEMM,

W) NOCTOAMMOE YNYYLWEHKE NPOLECCa YNDARNEHHA MPETEHIMAMA.

4.2 OCHOBHEMK ATANaMK LaB0TE C NZETEHIMAMK B CRIAHMIALMH, OKAILIBAOWEN YCNYTW CRAIM, RENA-
WTCR!

a) Nony-eHas NpeTeHIMIA,

f) paccMOTpEHWE NPETEHIMA, NOCTYNNBLIWY B ORTaHM3aLm i,

B} NpMHATHE DEWEHKA N0 a3y NLTATAM DACCMOTREMEN NPETEMIMMK,

r} aHand: NPeTEH3uA,

0] SEATENLHOCTE MO YETRaHEHKKD NRoGnes . ARNAINWMECH NDRYHHOR NDeTEHINA.

5 OnpegeneHWe NONWTHUKKW, LUeNend OpraHW3aunmn, oTBETCTBEHHOCTH
M NONHOMOYMA NepcoHana anA ocyWecTBNEeHWA Npouecca ynpasneHmua
NpeTeH3InAMK

5.1 OfazaTensCcTEa pYKOBOACTES

OEA3aATENLCTES OPraHMAaLMKA N0 PEArMpPOBAHWED HA NPETEHIMA Q0TTEHSLl MCXOOHTE 0T BeICLIETS [yKDBOg-
cTEa. 3TW 0GAIATENECTED BOMKHE GETE YHTEHL NP ONPEZEneHWY, NPUHATHN 1 DOBEOSHUH 00 CRedaHtA
NEepCcoHana M NoNsI0BaTenel Yenyr CaAar NoONMTHEM ¥ NPOULEdyD YyNPapneHWa NPETEHIMAMA.

B oGAzaTensCcTea pyKoBOGCTES OOMMHEl BXOOWTE ONPELENEHre DECYPCOR M BulDEneHve HeobxoauMelx
pECYDCOE ONA NOOABDMAHWE pEAYNETATUEHOMD W aduPeKTUEHNOrD NPOUSCCa YIDABRNESHWA NPeTEHIMAMK
PMHAHCOD W MATEDMANLHLIX PECYPCOE, 8 TAKKE NpOUElYR, OCKYMEHTOR, NOOQEDHKA CneusanucTos, nogbo-
pa. NOAASEHEE 1A 0GYIEHWA BOBNEYSHHOMD B NDOLACT NBpCOHANS.

52 NonvTvka W WanH

Beiclles pyKoBOOCTED SOMEHD YCTAHOBEMTE YeThO CohopMyTMpORANKYIO NONWTHLY YNIDEBNEHRa Npe-
TEHINAMM, SPUEHTHMPoBEAHHYID Ha noTpebuTena. MonuTuka ynpaenedus NPETaHInAMK JonxHa DulTe Qoc-
TyNHa M QOBE0EHa 00 CEEQEHWA BORMD NepcoHana, a Tase QomsHa BeiTe GocTynHa noTpeSuTenam K1
ODPYrHM 3aMHTEpecoBaHHEM CTOpoHaM. Ha ocHOBE 3TOR NONUTHEM J0NNKHE DieiTe YCTAMOBNEM b NPOLEDY-
Pli W WENKM NPOUSCCa yNRaEnedna NEETeHIHAMKE 017 K000 CNepayMi 1M Boex DyHELMOHANEHEX 00A33H-
HOCTEN.

Mps YCTaHOBNEMAEA NONATHKY W LENER NPOLUECCa YIPAENEHHA NPETEHIWAMN DonMHb DT NDHHATE
BO BHAMaHWE CNegyiowme GakTopsl:

- WCTAHOBNEHHBIE JAKOHOLATEMNEHBIE W 0BA3ATENEHBE TReboBanKa;

= DUHAHCOBRE, NPOMIABOGCTESHHEIE 1 ODTraHnIaLHoNHEE Tpebopa KA,

- BROOMLIE JaHHBE OT noTpefvTened, NEpCcoHana ¥ goyrdy 3aHHTEDeCoRAHHBIN CTOROM,

MonuTrKa B 0BNacTy Ka4ecTEa M NONWTWKE N0 YIPSRNEHKI0 NPETEHIHAMA Z0MKHE Bl Te COrMacoBaHb.

[MOCT P MCO 10002—2007]

5.3 OTEETCTEEHHOCTE M NONHOMOYHA NEPCOHANA NO YNPABNeHHID NPeTeHIMAMK

5.3.1 Belcwes pydoboACTBO AOMMMO HECTH OTEESTCTEEHHOCTE 33 CNegyIolyWe QeAcTaMA No ynpasne-
HWKD NPETEHIHAMMN:
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a) ofacneqedne YCTaHOBNEHWA NPOUeCca W UeNel yNpasnasua NPETeHInAMY,

G} ofecnededte B CoOTEETCTEMA C NONMTHKOA YNPABMSHWMA NPETEHIMAMK ODTaHUIALKWK NNAHKMDoRA.
HHA, pa3paGoTHH, OCYILECTANEHWA, NOQOSD¥AHKA B paloder COCTOARMA K NOCTORHHOMDS YNYHILEHKA Npouec-
Ca YNPABNEHAA NPeTEHIHRM;

B) HASHTHEMEALME W pAcnpefenesie He0SxoauibE 0MAHUCTEATHEHLIY PECYRCOR ONA BOCTUMEHUA
PEIYNETATHEHOCTH 1 SEeTHEHOCTI NPOUBCCE YNPABNEHUA NDETEHIMAMM,

| COOBACTEME PACOPOCTDAMEHHID NOHMMAHWA OPraHM3IaUMel BARHOCTH NPOUECCa YIDARMNEHUA NEe-
TEHIMAMK W HeoBXO0UMOCTI OpHEHTALMY Ha NOTRe0UTens,

40 ofecnededte QOBE0eHra 00 NoTReSuTenel, NoedsARNRIOWME NPETEHAK, | OPYTAK JAMHTEDECD.
BAHHLE CTOQOH B NErkon i QocTynHo# opse edopMadiy o NEoUeccs YNpaoneHYa NEeTeHInAMA,

2} HAIHAYESHWE NDJEACTABATENA DYKOBOOCTES NO YNPABNSHWM NPETEHIMAMI, ONgedenaHHe ero oTeeT-
CTEESHHOCTH K MONHOMOYHA,

H) NEQUOOMYSCKHMA aHAMW3 NPSLEcCa YNPABNEHKMA NELTEHIMAMK ANa obecneseH s ero peaynsTaTie-
M W 3phekTHEHON DABoTR W NOCSTOAMHOMND Y ITYYWEHAR .

5.3.2 MpegcTagkTens DYKOEOOCTES NO YIPABMEMHID NPETEHIAAMA JOMMEH HECTH OTEETCTREHHOCTE 33
CNEQVIOWKE OeRCTRHA!

a) onpedenedie ¥ EVHELMOHMPOBAKKE NPOLUSCCOR MOHATODMHIE, OUEHEA ¥ NPESCTABNEHWA OTYE-
ToR,

b} npedcTaEneHrs OTHETOR BoICLUSMY DYKOBOOCTREY O OYHELWOHHPOBAHKKM NpOLECcta YNpaABNEHHA
NpETEHIMAME W HEODXOOHMOCTH W ITYHLLIEH HIA,

C) Nogaepsky peaynsTaTeHorg W apdermrenors @yHEUMOHUZCBAHWA NPoUECcea YNpaenaHua npe-
TEHIMAMK, BENIOYaA Habop W obydenke NepcoHana, TexHonard4eckke Tpebosanua, TpeboBaAHKMA K QoRy-
MEHTaM, COBNKOEHHE IENNAHKDOEAHHLIX COOKOE YPEryNWPoBAHKA NpeTeRanE W apyruy Tpebopadmi, a
TakKe NECREOEHWE AHANKIA NpoUetoa.

[FOCT P MCO 10002—2007]

5.3.3 PyHOROAMTENK DAINWHHLEE CTRYVETYDHBEX NOSpazgensHdd opradraayiyg, BoRNeYeHHBE B Npo-
UECs YNPARNeHMA NPeTeHIMEMY B PAMEAX CROME NONHOMOYHIA, JOA¥HE DbiTE OTERTCTEEHHL 23 CNeayoume
NeReTRAA:

a) ofecnedaHve BHEOpPEHHA NPOLECC YNPABNEHWA NPETEHIMAMK,

b) paaMMOOBACTBUE C NDSOCTABMTENEM DYROBOOCTES N0 YOPABMNEHKID NDETEHIMAMK,

o) ofecnedeHne conaAcTEMA PacnpoCTRaHBHIED NOHMMAHKA NPOLBCES YNDADNEHWR NPETEHIMAMA W
HEoBNOIMMOCTH OpHEHTaULMK Ha noTpaBuTena;

d} ofecnedeiie NErKOro JOCTYNE K MHDOpMALMA © NPOLSCCE YNPABNEHWA NPETEHIMARMM;

&) NpeicTARNSHKE OTYETOR 0 ASATENEHOCTIA M NPUHATRY DEWEHUAK N0 YIPABNEHWI0 NPETEHIMAKMK,

fi ofecnedeqine NpODEASHINA MOMUTOPWHIE NPOUECCa YNPABNEHMA NPETEHIMAMK 1 DETHCTRELKK aro
peaynNeTaToo,

g} ofecnededie NpoBegeHrA COOTBETCTEYIOWMY JAERCTOMA B LENax yCTpaHeHHa npobnamed, npog-
YNPEWOEHKA B8 NOBTODHOMD BOIHWKHOBEHWA W BEOEHWA PETHCTRALUMOHHEIX JanHoeH;

h} ofecnededne QOCTYNHOCTY JAHHBEX NG YNPABNEHMID NPETEHIMAMM ONA aHand3a o CTOROH
BEICLIEMD PYKOBOOCTEA.

[FOCT P MCO 10002—2007]

5.3.4 Becek nepcodan, HenocpeacTEEHHD paboTanwnE C NoNLAoBaTENAMA YCIYT CEASN, NPed LABNAID-
LR NEPETEHIAK, DOTREH!

= DblTe 0GYYEH YNDABNEHHIO NDETEHIKAMK,

- coBnoaaTe TREGOBAHWA K NDEACTARNEHAID YCTAKOBNEHHLIX OTHETOB N MoBoMY BMOY patoT ¢ npe-
TEHIHAMM,

= BEMNWED OBPAETLCA C NONEZ0BATENAMM, BLICTDO PACCMATRHBATE NPETEHIKK WK HANDABMATE KX
OTBETCTBEHHOMY HCTIONHHATEMID,

= NOKA3BBATE XODOWHE MERMHUHHOCTHLIE 1 KOMMYHHEATHEHLIE HABLIKN,

5.3.5 Beck nepoosHan Qomkes:

= IHATE O CBOER POMNK, OTBETCTEEHHOCTH K NONHOMOYHMAY OTHOCHTENEHG NPETEHIMA,

- ZHATE NOCNEACEATENEHOCTE NRPOUBAYD ¥ NPEQocTaABNSEMYH: NPELEABNAIOWEMY NPETEHINKG MHpOD-
RAELLMID.

5.3.6 OTEETCTEEHHOCTE W NONHOMOYKA NERCOHANE, BOBNSYEHHOTD B NPOUECE YyNPABNeH KA NDeTEHINa-
M, LONHHE GETE ACKYMEHTANBERO oD EHEL,

4
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6 Mpoueaypa ynpasneHMA NPeTEH3IUAMM

6.1 MNopgaya npeTeHIWA

G5.1.1 B cooTBeTCTBUM C POCCARCEMM 3aK0HO0ATENBECTROM NONLICEATENL YCNYT CEAIM B CRAYYae, 8Cnin
MO Ero MEHEHHI0 HMENS MECTS HARYLWEHWE ONSpaToPOM CEAIW O0M0BRODHLY COAIATENLCTE, ONA AAWHTE CBOMY
NPag MoHeT NPeLLABUTE CNepaTopy CaRAad NPETaHIND.

6.1.2 MNpeTedada NpeaLARNSETCA OPrAaHMIALNK, OEAILIBAIOWER YCNYI CRAIM, B MECEMEHHOM BAOE C
HCNONLICEAMKEN ONA NEpeadd COeacTe CEAIM, 0DecnedrBanwHy DHECHpoBEaHHe 22 OTNRARNEHMA (IaKaa-
HBIM, UBHHBIM MACEMOM W T M), AW AMY9E0 C BpYYeHHEM NUCEMA Mo pacnucky. Kpome Toro, npereqins
MOMET GbiTe NPEJLABNSHa NYTEM 3ANACH NPeTEHIMN B KHAMY Manoh ¥ NpeanomeHnd, Hanu4WMe KoTopoi v
CNepaTopa CEAIM B COOTEETCTEMM C 3AKOMOJATENECTEOM [1] ARNASTCA cOAIATEN LHEIM.

BoaMomsHa OTNRABKA KONKK NPETEHIMK M NDHUNOXEHUA 3NEKTROHHON NOYTOR C 0OHORPEMEHHOE OTNpaD-
KoM ODKEMAHAND 3AKAIMEI TUCEMOH.

6.1.3 B nuceMeHHoR NPeTeHaIMy JonHH0 STk ACHD MANOHEHD, Y28 HE YOORNSTROPEH NpesLAsnaKn-
WHWA NEPETEHIKI0, B 48 COCTOMT HAPYLLEHWE AOroB0DHeX 00A3ATENLCTE W TReDoBauna NDEbLABNKIOWErD
MpeTaHanKg.

K npetediny NpMnarasica KonHa QOrceopa, ecni NEedbAsNS0wHi NPETEHING RRAACTCA A00HSHTOM,
A T OOKYMEHTEL, NOATESDHAAMUINE HANOMEHHEE DAKTE.

6.1.4 MudopMauds o NODAGKE NogaqYd NPeTeHIne JonwHa BeiTe J0CTYNHA NOTReDUTENI.

6.1.5 B opraHuaauqi nomnsHa GeiTe paspafoTada ACKyMeHTHPOBAHKEA NPOUSaYDa YyNPaBNeH|a npe-
TEHIMAMHA, B KOTOROW CNpegensioTcs NopAIoK JeACTEMA HA BoeX 3Tanax paboTe ¢ NPeTeHInamMKE, NopALoK
BIANMOASKCTEMA NoOPAIZenaHdi, KOHTRONEH LIS CROKM NOCBEOSHIMA ATANCE.

6.2 Mony4YyeHde A PACCMOTPEHAE NPETEHIWHA, NOCTYNHBLIWAX B ODraHMIALL A K

6.2.1 Moy NocTyNNEHkA NPETEHIKK B OPraduaauuk oHa AonHHa GeTh 3aperMcTRMPoOBaHA B YoTAHOR-
MEHHOM NOPALKE KaK BXOOAWMA DOKYMEHT,

6.2.2 MpeTedady, NOCTYNHELWE B OPraidaaguio no pasHeiM KaHanas, qonsHsel OeiTe WOeHTHEWUHpO-
BAHE KAK NPETEHIKMA M NEPEAaHE QNS PACCMOTDEHMA YNONHOMOUEHHOMY Noapasfenaddin (ndyy). Npeas-
ABHBLW WA NPETEHIHI0 D0MNHeH BbiTe HHDODMHMPOBaH JOCTYNHEIM COcoBomr (Mo NodTe, TanedoHy, 3NekTpoH-
HOWM MNOYTE 1 T. 0.} 0 NONYYEHKA NPETERIMK DDraHKaaL e,

6.2.3 Mocne NnonyYdelda Kasoon NOeTeHIMA DOmEHa GuTe NPOBSOeHa &2 NEDEoHAYANEHAR OUEHKa C
TOUYKM 3DEHKR TAKMX KPUTELHED, KAK BAKHOCTE, BEI0NacHOCTE, CROMHOCTE, BOSMOMHLIE NOCNEJCTEMA, 8 Tak-
HE NonNKHE BblTe NPORESAEHE OUEHKS HEOEX0OMMOCTH  BOSMOBHOCTH NPOBEOAEHHA HEMeaNeHHbIX JeACTRrA
NS PACCMOTREHHIO NDETERIMM.

6.2.4 [na npoeegeHdA NEQROHAYANEHON CUEHEM NPETEHIMK QONHHO DulTe ONpegenaqo NMuo, oTeeT-
CTREHHOE 38 NEpaoHAYANEHYH OLUEHKY.

6.2.5 Mo peayneTaTam NepEROHAYANEHOR OLUEHKW NPETEHIMA HANPABNAETCA HA DACCNea0BaAHKME B COOT-
BETCTEYUWE NOgPA3OenEHHA ANA YETAHCENEHWA Boek O0CTOATENLETE, CRAISHHAIX ¢ NPETEHIMEH.

6.3 MpUHATHE pelLleHMA NO PEIYNLTATAM PACCMOTPEHMA NPATEHIMH

£6.3.1 Mo peayneTaTtaM paccNeaoBaHMa NEHHAKMASTEA peleHine of yOOBNETEODEHWH, YacTHYHOM
YOAOBMNETEODEHKK MKW OTKNOHEHKK NPETEHIKMK, O COQepwaHun PeWeHna 0DAIaTEeNsEHD WHgopMUpyYeTCA
NEpedLABNARWMA NEpeTasIne. Heaaauonmo o7 opMis NOgAYK NDETEHIMK OTEET HA NPETEHAMID 00mHeH DkiTe
0aH B NACLMEHHOM BHOE.

£.3.2 OrTeeT JConMed CcogepsaTs MHRoDMAaALKI0 O PEWeHHW, CRPOKAX ¥ MERaX, KOTOPEIE NPEaNPAHATE
MW BYayT NpeanpUHATE NS YOO0RNETEODEHWKD NPeTEHarH. B cnydas OTKNOHEHHA NPETEHAMH A0NHHLl BeiTe
HANCHEHE NPAYMHEL, MO KOTOREIM OTHA3AH0 B yOSBNETEODEHWHA NPETEHINA,

6.3.3 EcnunpedsAsnfiowmid NpeTeHaMo HE COrMAaced C NPegnprHMMasMBEIME MEDAMI, CTATYC NDETEH-
A OCTASTCA OTEDBITEM, 3 NPETEHIMA CHOBA NOCTYNAET HA DACCMOTREHIKE ONA ONpegeneHAA ansTEoHaTHE-
HEX BOAMORHOCTER N0 YACENETEODEHHID NPETEHIMK.

£.3.4 Pewerre AnK niobsle JeRcTBWA, CERIAHHLIE C NPETEHIVER K HMESIDWWE OTHOWEHAE K BOBNSYEH-
HOMY NEPCOHANY, DOMEHEl B Te QOBELEHEl 00 HETD HEMEQNEHHD MOCMNE NEPMHATAR PELWEHHA MNK BuNOnHEHKA
COOTRSTCTEYHIW MK JeRCTEMIA

6.4 OfecnevyeHWs NPOCNEMABASMOCTHA NPETOHIMA

641 MpeTeHawo cnedyeT NPOCNEMMBaTE 0T MOMBHTA &2 NOMNYYEHWR 40 NONHOMD IARSOWEH4SE Np0-
yecca ynpagnesda NpeTeqaded, Korda npegbapnAonuyMi npeTensio BygeT yOoBneTeopal WK NPMHATO
IAKMIOHMTENEHOE DRLISHHE.
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6.4.2 Ongs obecnedeHdia NpocnakrBaeMocT NEeTEHIHA I0MKHE BelTe CNpeaenetsl NHUD WanK nog-
pasgeneHkE, OTBETCTEEHHEE 38 BEOSHME H 0CTYN K MHGOPMaUKK O TEKYWEM COCTOAHKK NPOLECEa yNpas-
NEHMA NPETEHIKAMK.

8.4.3 B npouecce yNpaenesna NPeTeHIMamMK EOHTROMMpYIOTCA CNeaywMe BpeMeHHEe XapakTepuc-
THEM paboTil © KAMO0H NPETEHIKEN!

a) BpEMA PACCMOTREHUE NEETEHAKMK (0T MOMEHTA DEIMETDALKMK 00 MOMEHTE HHDODMUDOBAHWA NPEdb-
ARNAIOWETD NPETEHAVK O NEHHATOM D LUEHMK ),

G} ppeMA BOSEPALUESHHMA JSHEMHBIX COROCTE NEM NPHHATHH DEWEHHA 0 BOSBRATE OeHEMHEX CRELCTR
MK BOAMELEHAK YWepba (0T MOMEHTa NDHHATHA DELLEHMA 00 MOMEHTa NEpeBnaa ASHEMHER CPEQCTR),

B) BpEeMA YCTPAHEHKA HEQOCTATEOS OKAZAHWA YONYT (COOTRETCTEME COOKOR BRINONHEHKWA paboT corna-
COBAHHLIM C NONBIOBATENEM CPOKIM).

6.5 BegeHWe janvced o xoe padoTkl C NPETEHIMAMM

5.5.1 B oprannaauvs BedyTos cnedyowne 3anvcK, kacamwneca paboTel ¢ NpeTEeHIHRMH:

- ZAMNKCH YYETE BEOAALLEH 3 HCXOOAWER KOPDECNOHOEHLMKM,

- zanuck 0 X008 pafoTel C NPETEHIMEMK Ha BCEX ITANAX (CM. TAKKE NPHNOMEeHHA A& 1 B,

< zANMCK 08 0bydYeHrKn Nepooxana;

- aanKcK 0f aHanuas NROLSCCa YyNPaBneHis NPETEHIHAMKY CO CTOPOHE DYKOBOLCTER.

8.5.2 OpraHuaayms qon#Ha YyeTaHoBMTeE M BHeOpUTeE NPOUSaYRY BEJeHNA 3ANMCed NPETEHIMN U OTBE-
TOB Ha HHX, HEODXOOWMMYID ONA KCNONbICBAHKA ITHX 3ANKCER W YNDABNSHAA HMHA, a Takxe JonwHa ObiTe
ofecnedeHa aawuta niobod NWYHod HHDOoDMAaLWME W KOHQUISHUMANSHOCTH NDE0LABNSIOWETD NPETEHIMK.
Mpouedypa BEOEHRA IANKCER QOMNKHA OTEEYAT: TpeborakWAM nyHkTa 8.1 TOCT P MCD 10002,

6.5.3 MNUcbMeEHHaA NPETEHIMA, 3 TAKKE NHChMEHHBIE OTEEST NEEALARNAKWEMY NPETEHIMIO 00N b
BbITE 3aperHcTPUPOBaNE B YCTAROBNSHHOM NODAAKE KaK BXOOALEA MCRO0ALLEA KOPPECNoHIEHUHA.

6.5.4 3anucH o xoge padoTel C NPETEHIMAMK BEOYTCA B BYMAKHOM BAOE C WCNONEI0BIAHKEM CNeuM-
ANbHOMNS KYDHANa, KAPTOHEE MK B ANEKTPOHHOM BADE, B TOM YHCIE C NOMOWbBID yHKLMOHHPYIOLWEA B opra-
HAZAUMH CHCTEMB! YNDAENSHKA BIAWMOOTHOWEHKAMK C KNHeHTamiA (CRM).

8.5.5 dopma BEOEHHA W OTOSRAMEHWA 3andcen JonwHa ofecnedMeaTte BOIMOMHOCTE CUEHKH MCNOn-
HEHWA KOHTDOMNEHBIX CROKOR W YAODCTEO HX MCNONEI0BAMKE GNA AHANAIA NPETEHIWA W pA50TEl ODraHA3A LA
C HAMKA CO CTODOHE DYKOBOACTEA,

6.6 AHanuz npeTeHInK

6.6.1 OpraHd3auya JonsHa snacCH@UUHpOBaTE W AHANAIMPOEATE BCE NPETERIMK ONA YCTaHOaMEHWA
CHCTEMATHYECKOND, NEPUOOHUYECKK NOBTORPASMONS KWHNK 80KHNYHOND XapakTena npoSnes, ONgegeneHKs mx
OCHOBHBLIX TEHOSHUHA W MED NG YOTRAHE A CCHOBHBIX NPAYMH NPETEHSAA.

6.6.2 OpradHdiauqa gonHHa BECTH NOCTOAHHYH paboTy Nno onpegeneHdin ypoRHER yO0BNETBOpeHHOG-
TH NPEQBABNRIOWHE NPETEHIVKG NDOUWECCOM YNPABNEHHA NPETEHIMAMKA NYTEM BolGODOHHLIX ONPOCoa Nped k-
AENAIOLHAY NOETEHIAD MMM APYTHMH MEeTOO3MK.

6.6.3 OpraHdaay«a JonKHa NpoBcIuTe MOCTOAHHBIR MOMUTODHHT NPOUECCa YNIDABNEHHA NDETEHIME-
MK, OMNA 3TOMD YCTAHABNMESTE W CUEHHBATE NAgaAMETPE NDOUBCCE YNPABNEHWA NDETEHIKAMKE, OUEHHBATE
NoTREBHOCTE B PECYRCAX (BRNIDHaA HENoBEYEckre ) M cobvpasmbs JaHHexE. BOaMOKHEIE KDMTEDHK ONA HamMe-
pEHMA NApaMeTpoR NPOUEcca YyNPaENeHWA NPeTeH3IHAMEK ¥ DPYKOBCOOCTED N0 NOCTOAHHOMY MOHKTODMHNY
MNEEJCTARNEHE B CNPABoHHOM Npunoxedad G x TOCT P MCO 10002,

6.6 4 Ongs cueHkd COOTEETCTEMA NPOUECEa YNPaBNEHWA NPETEHARAMA YCTAHOBNEHHBIM KPMTEDHAKM K
OGRCNEYHMBAEMOCT JOCTHHEHHMA LENer OpTaHnaayry QOMKEH OCYLWeCTENATECA BHYTREHHHA KOHTDONE daK-
HOTO NPOUWECCa CO CTOPOME! AOMKHOCTHEIX ML GETaHHIAUWH COMMacH? yoTAHOBNEH HsIM OTBETCTEEHHOCTH ¢
MENHOMOYHAK, BHEWHKEA KOHTRPONE NPOUECCa YIPABMEHAA NPETEHIMAMK MOMET OCYILECTENATECR MYyTEM
MNECBEEHIMA aYOHTa KOMNETEHTHLIMA W HEIABUCHMBIMH OT NPCESDASMOA JEATENLMOCTH NHUyamd. Tpeboaa-
HMA K ayguTy NPeScTARNEHE B CNPABoYHoM NpunoEanny H & craugapty TOCT P MCO 10002,

AyoWT Npouecca yNpaoneHda NEeTeHIMAMK MOKET NPOB0OHTLCH Kk YacTk ayquTa CHOTEeMEI MeHe -
MEHTA KAYECTEA, HANPUMED, B COOTEETCTEMNA C WCD 19011,

6.6.5 Beiclies pyKOBOACTED OPrAHMIALMA ACMKHD AHANWIMDOBATE NPOUSCE YNPaRNEHHA NDETEHIRE-
M ONA CNEy WML Lenai:

= QUEHEM TEKYLWLEeA NPUIOGHOCT, A0eKBaTHOCTKH, De3yNETATHEHOCTH K 3D e THEHOCTH NROUSCca;

= WIEHTHDHEALKA M AHANAIA CIYHAEE HECOOTBETCTEHA NPOUECOOE W YCNYT YeTAHOBNEHHEIM TREGOBaHMAS,

FOCT rocCTP55541-2013 Crpatuua: 10/16

G ((H]|idl GostExpert.ru


http://GostExpert.ru/gost/gost-55541-2013
http://GostExpert.ru
http://GostExpert.ru

rocT P 555412013

= OUEHKA BOIMOMHOCTER YMYyHIWEHWA NPOUEccE yNPaBNeHnA NDETEHIKAMK N CHAILIBASMEL YTy,
- OUEHKA HEOBX0OWMOCTH MAMEHEHMA NONUTHMKKE W UENad B yNRpasneHdy NpeTaHInam 9.
MepWoaRYHOCTE AHANKIA GONEHa BuiTe YCTAHODREHA,

6.7 NocToAHHOE YNYYLLEHKE

6.7.1 Oprasvdzauks OonEHa NEeanprHAMaTE HeobxoguMee JeACTEMA ONA YCTRaHEHWA CYLWECcTaY-
WHX W NOTEHUHANEHBEX NPoENes, SENAICWHMACA NDUYHHOR NpeTeHaMd. KoHeYHbiM peaynsTaTomM JOnNHHD
CTaTk NOCTORHHOE YNYHWEHWE KAYHecTEd OKAILIBAEMBIX YOIyT,

6.7.2 OpravMsauks DoONsHS NOCTOAHHD NOBLIWATE De3yNeTATHEBHOCTE d 3D@OEKTHEHOCTE NPOUSCCa
YNDABNEHWA NPETEHIMAMKA NOCIEACTEOM KODPEKTHEYIILME M NPEgyNPesaak WKWy QeEACTEWA, paipabaTeBas-
MblX Ha GCHOBE NOCTOAHHOMD MOHUTODHHIE ¥ AHANKaa NpoUecca.
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MpunoxeHne &
[enpagoqHoe)

CofepHaHHe JanMced o Xoae paboTel C NPeETEHIHEH

Janwuow o Koae FIEﬁl:rTbl CNpeTeH3IneR MEDT CNefyHWWA COCTAE CEEOEHMA.

- WHOXBHALYANEHEIA WAEHTADHEAGUOHHEIR HOMED NPETEHIWA,

- HOMER PEMACTPAULMA BXOOAWEA KOPRECNOHOSHUWM, CoOJep=alen NpeTEH I,

- OATE W BpEeMA NOCTYNNEHAR NPETEHIWA,

= CEafeHnA O NpafLAanNAlILuaM NpaTaH 36K ! O 0. A0Ns30BATENAS HEZEAHHE KOMMAHAKW, KOHTEKTHOS NMYD, K0H-

TEETHEE O8HHGIE,

- COABPHEAHWE NPESTEHIHW,

- WHORORMALSEA O PACCHSI0BEHMH,

= MNPHAHAETOS peluaH#e, OATA NDPUHATHAA DEUesHE]

- OTMETHS 06 0DoCHOBEHHOCTH WK HEoBOCHOBAHHOCTH NEETEHIHH,

- 0arta W cojepEaHde OTEETE NPEfLAANAKD WaMY NPSTeH MK,

- WHOOPMALSA O NPUHATEIX M3
- Np# BoABPaTE J8HERHBIX COROCTE — OATE NepeyWCNEHMA A HOMED NNATEX=OMD NCGDYHEH W |
- NpH YCTREHEHWM HESOCTATECE OXB3AHMA YCNYT — OTMETHY O NPSANPHHATEH X LEACTERAK, BREMA YCTRAHEHHA
HEeqQOoCTaTHIE,

- WHHOpRALEAA © NOATEEPEARHWNA NPEIEABHELEMM NPETEHIWE PE3YNETETHBHOCTH NPHHATESY MAap:

- AHEOOPMAUWAA O HECATNACHWICOrNACHH NPedbABMBWErd NPETEH 3K C NPAHHMEEMEMK MapaMiy,

- ABMNASTCA MM NPETEHIWA NOBTORHOR.
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Npunoxedus B
(enpagovHoe]

FekoMeHOalHM NO DegeH 0 JANMCeld O NPeTeHIMAX B INeKTROHHOM BEXOD

[MpH BEASHKK 33NECER B 3NETPOHAOM Bae Uenscoobpasio ana yoobotes ofpawesne ¢ MHGOpMEYHed ofaonea-
“MTh BOIMOXHOCTE OQHOBPEMEHHOMNT OTODRAMEHNR BoBX CESLRHWA, OTHOCAILMWXCR K OOHOA NPETEH MM, H BCEX CEROEHHA,
OTHOCAW MXCH K TEYNNe NPeTEH3MA, 0TOEPaHHBIR NO ONPEIENSHHGMY NPHAHARY (HANPMMED, NPETEHINE 28 ONpe0ens HaEbIA
Nepuof Mk NPETEHIMA QOHOMD NONL3IGEATENA HNH NRATEHIMH ONPELENEHHOMD COOSPHAHARA ], 0 CNEYH LAWK COCTAR0M
WHIED PAEL M

- MOSHTHRUEAUWOHHEIA HOMED NPETEHIAML;

- 0AaTa PErdCTRaLHK;

- HOMED BPEFMCTRELHY BXOOALLE R ROPPECNOHAEHLMM, COOBMHELER NEETEHIW K,

- @ WO none30EATENA! HEZEIHHE KOMMAHWM,

- KDATHOS CONSQMEHHE NEETEHIMM,

- NDHHATOE pRlWEHHE (OTMeTES 000CHO0BEHHOOTH NPETEHIHN,

- NATA NPHHATHA PELWEHKA;

- DTEETCTEEHHOS MALD;

- 0ATa @ HCXOOALIMA HOMED oTEETE, cnocod oTOPaEEM,

- GOMMACOBAHHEA CPOK YCTREHEHWR HEAOCTATEOE,

- AKTHHMBCHMA CROE YOTDAHEHWA HeQOCTATHOR,

- 0ATA mepeYUCNesMA COEACTE (8 CAYHEE NPUHATEA COCTRETOTEYHLETS PEL&HAA ).
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