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HALULMWOHANBbHBLBINK CTAHOAPT POCCUNCKOMN GELEPALUMN

CucTema HauMoHabHbIX CTAHA4APTOB B 06/1acTW KayecTBa yCayr CBA3N
KAYECTBO MNMPOLECCOB OKA3AHUA YCNYT CBA3U
Mpouecc ynpaBneHnsi NpeTeH3nsmm

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

fata BBegeHns — 2014—01—01

1 O6nacTb NpUMEHEHNS

HacTosawuii ctaHAapT COAepXUT OCHOBHbIe TpeboBaHUA K NPOLLecCy ynpasieHnsa npeTeH3nsamm B opra-
HM3auun. BO3HMKaOLWMMM Ha NIOO0M aTane okasaHus yCnyr CBA3W.

HacTosiLwuii cTaHAapT OCHOBaH Ha npuHuunax, chopmynupoBaHHbix B TOCT P MCO 10002. n paccmar-
puBaeT npouecc ynpasneHns NpeTeH3nsaMm NCX0Aa U3 OCHOBHbIX nofoxeHuii FTOCT P MCO 10002 ¢ yueToMm
0cob6eHHOCTel npouecca ynpas/ieHnsa NpeTeH3NAMI B OpraHn3aLnunsx, okasbliBatoLmx yCayru cBasm.

HacToawwuii ctaHgapT paccmaTtpvBaeT NpoLecc ynpasieHns NpeTeH3nAMU Kak npouecc B3avmopeli-
CTBMSA NPU BO3HUKHOBEHUW CMOPHbIX CUTyaLuii Mexay opraHusaumveid, okasbiBatolein ycnyru, n nosb3oBare-
nem ycnyr cBasu 6e3 npuBeyveHns TpeTbell CTOPOHbI 1 He MPUMEHUM K cnopam, nepefaHHbIM 415 peLleHus
TpeTbeli CTOPOHOW, a Takke K TPyA0oBbIM Criopam.

HacTosAwwuiA cTaHAapT He 3aMeHSAeT YyCTaHOB/EHHbIE B COOTBETCTBUM C 3aKOHOAATe bHbIMW 1 0653a-
TefbHbIMW TpeboBaHMAMY NpaBa 1 0643aHHOCTY OpraHu3auuy 1 NonbL3oBaTens ycayr cBasm.

HacTtosAwuin ctTaHgapT npegHasHavyeH An8 UCNonNb30BaHNS X03ANCTBYOWMMY Cy6bekTamu, AelicTBYo-
LWMMK B 061aCTU OKa3aHUs YCyr CBA3MN, KOHTPOIMPYIOLLMMY X OpraHamu, BKIOYas opraHbl cepTudunkaumnm,
a Takke npefcrasuTeNnsAMu rocyiapCTBEHHbIX OPraHoB, OCYLLEeCTBASALWNX PeryimposaHmne B 06/1acTu CBA3N,
Hay4HbIMU ¥ APYTUMU OpraHusaumamu.

OCHOBHble NOJIOXEHNA HACTOALWEro cTaHAapTa MoryT 6biTb MCNO/b30BaHbI NPW CO34aHNN BHYTPEHHUX
HOPMAaTMBHbIX JOKYMEHTOB OpraHu3aLmii No ynpaBnaeHnto NpeTeH3nsaMu.

2 HopmaTtunBHbIe CCbINKK

B HacTosllem cTaHfapTe UCMNosib30BaHbl HOPMaTUBHbBIE CCbISIKM Ha cnefyoLlne cTaHaapTbl:

FOCT ISO 9000—2011 CwucteMbl MeHe[)XMeHTa KayecTBa. OCHOBHbIE MOJIOXEHUSA U CNOBapb

FOCT ISO 9001—2011 CwucTeMbl MeHefXMeHTa kayecTsa. TpeboBaHUs

FOCT P NCO 10002—2007 MeHeXMEHT opraHusaLuun. Y 40BNeTBOPEHHOCTL NoTpebuTtens. Pyko-
BOZCTBO MO YNpasB/IEHUI0 NPETEH3NAMMN B OpraHusaunax

FOCT P MCO 19011—2012 PykoBoAsLLMNe yKasaHus no ayauTy CUCTEM MeEHemXMeHTa

FOCT P 53731—2009 KauecTBO ycnyr cB3u. TepMUHbI 1 onpeaeneHuns

NMpumeuyaHue — lNpy N0Mb30BAHUM HACTOALLMM CTAHAAPTOM LiefIecoo6pasHo NPoBepuUTh AeWCTBUE CCblNoy-
HbIX CTaHAAPTOB B MH(OPMALMOHHOI cUCTeMe O6LLEro MoNb30BaHWs — Ha OuLManbHOM caiiTe ®efepanbHOTO areHT-
CTBa N0 TEXHUYECKOMY PeryMpoBaHuio u MeTposiorun B ceT VIHTEpPHeT Un No eXerogHoMy MHOPMAaLWOHHOMY ykasaTte-
N0 «HauvoHasibHble CTaHAapPTbI», KOTOPbI OMy6/MKOBAH MO COCTOSIHMIO HA 1 siHBAps TEKYLEro roga, U no Bbinyckam
€XeMeCcsiUHOro MH(OPMaLMOHHOTO ykasaTens «HauuoHasnbHble CTaH4apTbl» 3a TeKyLuil rog. Eciv 3amMeHeH CCblIoUHbIN
CTaHAapT, Ha KOTOPbI faHa 4aTUPOBaHHAs CCbIIKA, TO PEKOMEHAYETCS UCMO/Ib30BaTh BEPCUI0 9TOM0 CTaHAapTa C yKkasaH-
HbIM BbllLe r0fl0M YTBEPXAEHUS (NPUHATKSA). ECNv nocne yTBepXAeHNsl HACTOSALLero cTaHAapTa B CCbI/IOYHbINA cTaHAapT, Ha

N3paHne ouynanbHoe
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KOTOprI7I AaHa AaTnpoBaHHas CCbl/ika, BHECEHO U3MeHeHMe, 3aTparnearliee nonoxeHne, Ha KOTopoe faHa CCblJika, TO 3TO
NoJsIoXeHne pekomeHayeTcs NPUMeHATb 6e3 yyeTa faHHOro nameHexus. Ecnm CCbII0YHbIV cTaHfapT OTMEHEH 6e3 3aMeHbl,
TO MOJIOXEHNE, a KOTOPOM AaHa CCblsika Ha Hero, pekoMeHAyeTCs MPUMEHSITb a YacTu, He 3aTparvBaloLLell 3Ty CCbIKy.

3 TepMuHbl 1 onpeaeneHns

B HacToALWeM cTaHAapTe npuMeHsaTcs TepMuHbl no FTOCT 1ISO 9000—2011, a Takke cnegyoLime Tep-
MWHbI C COOTBETCTBYIOLWMMU ONnpeaeneHnsaMun:

31

ycnyra: PesynbTat HenocpeAcTBEHHOTO B3auMMOAENCTBUA UCMONHUTENA U NOTpebuTens, a Takke

COBCTBEHHON feATeIbHOCTU UCNONHUTENSA N0 YA0BNETBOPEHUIO NOTPe6HOCTH noTpebutens.
[FOCT P NCO 53731—2009]

3.2

ycnyra cBs3u: [leATenbHOCTb No npuemy, o6paboTke, XpaHeHW0, Nepejaye n oCTaBKe COOBLLEHNI
3/1eKTPOCBS3M UM NMOYTOBbIX OTNPABAEHWIA.
[FTOCT P NCO 53731—2009]

3.3
nosib3oBaTenib YCNyr cBaA3un: dusnyeckoe nam puamnyeckoe nuo, 3akasbisatowee n/mam ncnosb-

3ytollee yCyru cBasu.
[FOCT P 53731—2009]

3.4 npeTeH3us: NMucbMeHHOe 06palleHe KonepaTopy CBsA3u ¢ Tpe6oBaHmeM 06 yCTpaHeHun HapyLe-
HUIA BbINOJIHEHWSI ONEepaTopPOM CBSI3W YCIOBUiA foroBopa.

35

npeabaBAsioWmMii npeTeHsnto (complainant): /luLo, opraHnsaLns uav ee npeacTaBuTeNb, NoAak-

Lee npeTeHsunio.
[FOCT P NCO 10002—2007]

3.6
notpebutens (customer): OpraHu3auWsi UK UL, NosyvatLee NPOAYKLMIO.
[FOCT P NCO 10002—2007]
3.7

obcnyxunBaHue notpebutensa (customer service): BlaumopgeiictBue opraHusauum ¢ notpedute-
IeM Ha BCex CTaAnAaX XU3HEHHOTO LuKna npoaykuumn (ycnyru).
[FTOCT P NCO 10002—2007)

3.8

yAOBETBOPEHHOCTb NoTpebutens (customer satisfaction): Bocnpusatne notpebutenem crenexHu
BbINO/IHEHUSI ero Tpe6GoBaHWiA.

MpumeyvaHnunsa

1 Xanobbl noTpebuTenelt ABASAIOTCA 06WMM NokasaTenemM HU3KOW yA0BMNETBOPEHHOCTH NoTpebuTenei, ogHako
nX OTCyTCTBUE He 06s3aTeNlbHO NpejnonaraeT BbICOKYHO YA0BNETBOPEHHOCTb NOTpe6uTeneii.

2 Jaxe ecnu Tpe6oBaHusa noTpebutenei 6o C HUMK COrNacoBaHbl 1 BbIMOIHEHbI, 3TO He 06a3aTenbHO obec-
neynBaeT BbICOKYI0 yA0B/ETBOPEHHOCTb NOTpebuTenei.

[FOCT ISO 9000—2011]
3.9
obpaTHas cBA3b (feedback): KommeHTapuu, akcneptusa n cBeeHUsi 0 3aMHTEPeCcOBaHHOCTU B MPO-

AyKUUM UK Npouecce ynpasneHnst NpeTeH3nsMu.
[FTOCT P NCO 10002—2007]

3.10

uenb (objective): Pe3ynbTar, kK KOTOPOMY CTPEMATCHA B 06/1acT paboTbl C MPETEH3USAMU.
[FOCT P NCO 10002—2007]
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311

nonutuka (policy): O6LiMe HaMepeHUs U HanpaBfeHus AesiTeNbHOCTU OpraHu3aluu B 061acTu
paboTbl ¢ NpPeTeH3UAMYU, OhrLUaNBHO ChOPMYTMPOBAHHbIE BbICLUMM PYKOBOACTBOM.
(FOCT P NCO 10002—2007]

4 OCHOBHble pykoBoAsilMe NPUHLMUMbLI U aTanbl pa6oTbl C NPETEH3USAMU

4.1 B cootBetcTBMM ¢ TOCT P NCO 10002 OCHOBHbIMW PYKOBOAALWMMMN NpUHLUMNaMu 3adddekTBHOM
paboTbl C MpeTeH3nsAMK (ynpaBieHunst NPeTeH3NsAMUN) ABAAITCS:

a) [OCTYNHOCTb MOAAYN NPeTeH3nu;

6) ObICTpOE pearnpoBaHMe Ha NPETEH3UIO;

B) 06bEKTUBHOCTb PACCMOTPEHWS;

r) 6ecnnaTHbIi 4OCTYN K npoueccy no paboTe € NpPeTeH3uAMK AN NPpebABAAIOLLEro NPeTeH3nio;

4) KOHMAEHUNanbHOCTb;

€) opueHTauua Ha noTpebuTens;

X) OTBETCTBEHHOCTb MepcoHasna 3a AeiCTBUA U NMPUHATbIE PELLEHNS N0 YNPaBeHU0 NPEeTeH3UsAMMY;

1) MOCTOSAHHOE YNyuylleHVe npouecca ynpasneHns npeTeH3nsaMu.

4.2 OCHOBHbIMM 3Tanamn paboTbl C NPETEH3USAMMN B OpraHn3aLnmn, okasblBaroLwei yciyru ceasm, Sens-
toTCs;

a) nosnyyeHue npeTeHsui;

6) paccMOTpeHWe NpeTeH3uid, NOCTYNUBLUNX B OpraHM3aLuio;

B) MPUHATWE peLLeHns Mo pe3ynbTaTam pacCMOTPEHUN NPeTEeH3UN;

r) aHanus npeTeHsuii;

[l) [eATenbHOCTb N0 YCTPaHeHWo Npobsiem, ABASIOWMXCA NPUUNHOW NPETEH3NIA.

5 OnpepgeneHve NOMUTUKK, Lenei opraHm3aumnm, oTBETCTBEHHOCTH
M NONHOMOUYMIA NepcoHana AN ocylWecTBNeHUs npolecca ynpasieHus
npeTeH3namMm

5.1 O6sa3aTtenbcTBa pykOBOACTBA

O6si3aTenbCTBA OpraHU3aLmMy No pearupoBaHuio Ha NPETEH3UN JOJIKHbI UCXOAWTbL OT BbICLIEr0 PYyKOBOA-
cTBa. ITU 0653aTE/IbCTBA A0/KHbLI 6bITb YUTEHbI NPU ONpPeAesieHn, NPUHATUN U AOBEAEHUU 40 CBeAeHus
nepcoHana u nosb3oBaTesieii ycnyr CBA3W NOMUTUKA U NpoLeayp ynpasBneHusi NpeTeH3nsMu.

B o6s13aTenibCcTBa PYKOBOACTBA AO/IKHbLI BXOAUTL ONpeesieHne PecypcoB v BblgeeHne Heo6XoaAMmbIX
pecypcoB Ans noafepXaHus pesynbTaTUBHOTO U 3(p(heKTUBHOTO npolecca ynpaBfieHUsl NPeTeH3usMu;
(pMHAHCOB 1 MaTepuasibHbIX PECYPCOB, a TaKkKe NpoLeayp, LOKYMEHTOB, NOAAEPXKM CNeumanncTos, nos6o-
pa, noAaepPXK1 1 06yUYeHNsl BOB/IEYEHHOIO B NpoLecc nepcoHana.

5.2 Monutuka n yenu

Bbicllee pyKoBOACTBO A0/IXHO YCTAHOBUTbL YETKO CCDOPMY/IMPOBAHHYIO MOMMUTUKY yNpaBieHusl npe-
TEH3USAMU, OPUEHTUPOBAHHYIO Ha NoTpe6uTens. MonuTuka ynpaeneHns NpeTeHsnsaMm 4oskHa 6biTb f0C-
TynHa 1 goBeAeHa [0 CBeAEeHUs BCEro nepcoHasna, a Takke [0/hKHA OblTb AOCTynHA NoTpeouTensm u
APYTUM 3aMHTepecoBaHHbIM CTOPOHaM. Ha ocHOBe 3TOl MONUTUKM O/IKHbI GbITh YCTAHOB/IEHBI NpoLEeay-
pbl 1 Lenu npoLecca ynpaBaeHns NPeTEH3UsIMU A5 KaxX Aol onepanmm 1 Bcex pyHKLMOHaIbHbIX 06513aH-
HOCTElA.

Mpw ycTaHOBNEHUW MOSIMTUKU U LieNeii npouecca yrnpas/ieHns NPeTeH3NAMMN AOSHKHbI ObiTb MPUHATI
BO BHMMaHue cneaytouive hakTopsbl:

- YyCTaHOBJIEHHble 3aKOHOaTe NbHble N 065i3aTeNbHble TPe60oBaHUS;

- (prMHaHCOBbIE, NPOU3BOACTBEHHbLIE U OpPraHM3aLOHHbIe TpeGOBaHMS;

- BXOfZHble AaHHble OT NoTpebuTeneil, nepcoHana u Apyrux 3amHTepPecoBaHHbIX CTOPOH.

MonuTtuka B 06/1aCTV KayecTBa v NOMTHKA MO YNPaBEHNIO NPETEH3USIMU A0/IKHbI ObITh COTIacoBaHbI.

(FOCT P NCO 10002—2007]

5.3 OTBETCTBEHHOCTb Y NOJIHOMOYMNSA nepcoHasa Nno ynpaB/eHUO NpeTeH3namun

531 Bbicliee pykoBOACTBO A0/1XHO HECTU OTBETCTBEHHOCTL 3a criefyloLine ,CI,EVICTBI/IFI no ynpasne-
HUIO NPEeTEH3UAMN:
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a) obecneyeHne yCTaHOB/IEHUS MpoLecca W Lenei ynpaBneHus npeTeH3nsmu;

6) obecneyeHne B COOTBETCTBUM C MOSIMTUKON ynpaBneHUs NpPeTeH3UsIMU opraHusauum nnaHupoBa-
HUA, paspaboTKu, OCYLLLECTBEHNS, NOAAEPXKAHMS B paboYeM COCTOSAHUM M MOCTOSIHHOTO Y/y4YLLeHUs npoLec-
ca ynpasneHns NpeTeH3nsMu;

B) MAeHTMmKaLuio n pacnpegeneHne Heo6xoANMbIX afMUHUCTPATUBHbLIX PECYPCOB /18 LOCTUXKEHMUSA
pe3ynbTaTUBHOCTM M 3DDEKTUBHOCTH NpoLiecca ynpaBieHUs NPeTeH3UsIMU:

r) cofeiicTBne pacnpocTpaHeHW0 NOHMMAaHUA OopraHusaumell BaXHOCTU npouecca ynpasfieHus npe-
TEH3USIMU U HEOBX04MMOCTN OpMEHTALMM Ha NOTpe6uTens;

[) obecneveHve foBeAeHNs A0 NOTpebuTenei, NpeabABNSAIOWNX NPETEH3UIO, U APYTMX 3auHTEpPeco-
BaHHbIX CTOPOH B /IETKOW 1 JOCTYNHOI hopMe MHhopmaumm 0 npouecce ynpasieHns nNpeTeH3nsamu;

€) HasHauyeHvie npeacTaBMTeNA PYKOBOACTBA MO YNpaBeHUI0 NPeTEH3NAMM, OnpesesieHne ero oTeeT-
CTBEHHOCTM W NOJIHOMOUMNIA;

X) Mepuoauyeckuii aHaams npolecca ynpasneHus npeTeH3nsaMn Ans obecneyeHuns ero pesynbTaTus-
HOW 1 3h(heKTUBHOM PaboTbl M MOCTOAHHOTO YyYLLEHUS.

5.3.2 lpefcTaBuTeNb PYKOBOACTBA MO YNPABIEHWIO NPETEH3UAMMN JOMKEH HECTU OTBETCTBEHHOCTD 3a
cnegylouve geictaus:

a) onpefenexHve n hyHKLMOHMPOBaHNE NPOLECCOB MOHWUTOPUHTA, OLEHKN WU NpeAcTaBneHns oTye-
TOB;

b) npefcTaBneHne OTYETOB BbICLLIEMY PYKOBOACTBY O (DYHKLMOHMPOBaHWW npolecca ynpasnieHus
npeTeH3nAMN 1 HEO6XOANMOCTY YNYyHLIEHWIA;

C) NoAAEPXKY pe3ynbTaTvBHOrO 1 3hhekTUBHOro PYHKLMOHNPOBAHMSA npoLecca ynpaBneHuns npe-
TEeH3MsIMU. BKOYaa Habop 1 obyyeHne nepcoHana, TexHonornyeckne TpeboBaHus, TpeboBaHNA K AOKY-
MeHTaM. cob/ofeHre 3an1aHnpoBaHHbIX CPOKOB YperynpoBaHua nNpeTeHsunii n apyrux TpebosaHuii, a
TakKe NposBejeHne aHannsa npouecca.

[FTOCT P NCO 10002—2007]

5.3.3 PykoBoAWTENN Pas/iMyHbIX CTPYKTYPHbIX NOApa3fefieHnii opraHnsalumn, BOBJIEYEHHbIE B MpPO-
Llecc yrnpaBfieHnst NpeTeH3nsAMI B pamMkax CBOMX MNOSIHOMOUUIA, flOMKHBI 6bITb OTBETCTBEHHbI 3a CrieaytoLime
OencTeus;

a) obecneyeHne BHeApPEHWs npoLuecca ynpaBneHus npeTeH3nsimu;

b) B3auMoaelicTBUe C NpeacTaBUTENEM PYKOBOACTBA MO YNpaB/eHNo NpeTeH3nsiMu;

c) o6ecnevyeHune cofeincTBna pacnpocTpaHeHnto NOHMMaHKsA npouecca ynpas/sieHUs NpPeTeH3uamMn n
Heo6X0AMMOCTN OpUEHTALMN Ha NoTpebuTens;

d) obecneyeHne Nerkoro AocTtyna K MHgpopmMaLmm o npoLecce ynpaBfieHns NpeTeH3naIMU;

e) npefcTaB/ieHVe OTYETOB O AEATENIbHOCTU U NPUHATBIX PeLLeHUsIX No YyNpaBieHN0 NPeTeH3naAMY;

f) obecneyeHve npoBefeHN MOHUTOPUHIA NpoLecca ynpaBaeHns NpeTeH3nsaMm 1 pernctpauum ero
pe3ynbTaTos;

) obecneyeHve NpoBeAeHUsi COOTBETCTBYHOLWMX AEACTBUIA B LeNsiX yCTpaHeHUss Npo6ieMbl, npes-
yrNpexaeHns ee NOBTOPHOTO BO3HWKHOBEHUS Y BEAEHUSA PETMCTPALMOHHbBIX 3anuceii:

h) o6ecneuyeHne AOCTYMHOCTW AAHHLIX MO YNPaBMEHUI0 NPETEH3USMU A1 aHann3a CO CTOPOHbI
BbICLLEro pykoBoACTBa.

[FOCT P NCO 10002—2007]

5.3.4 Becb nepcoHas, HenocpeaCcTBEHHO paboTaloLWwuii ¢ Nob30BaTeNs MU YCNYr CBA3W, NPeAbAB/IA0-
LXMW NPEeTEeH3NI0, J0/IKEH;

- 6bITb 06YYEH ynpaBneHn0 NPeTeH3nsMY;

- cobnogatb TpeboBaHNs K NpeAcTaBNeHNI0 YCTAHOB/IEHHbIX OTYETOB Mo /ilb6omMy BuAy paboT ¢ npe-
TEH3NAMY;

- BEX/IMBO obpalaTbCs € Nnosb3oBatesiiMu, 6bICTPO paccMaTpusBaTb NPETEH3UN UAN HanpasiAaTb KX
OTBETCTBEHHOMY UCMOJIHUTENIO;

- MokasblBaTb XOpOLUNE MEX/IMYHOCTHbIE N KOMMYHUKATUBHbIE HaBbIKU.

5.3.5 Becb nepcoHan fo/KeH:

- 3HaTb O CBOEW ponn, OTBETCTBEHHOCTU U MO/IHOMOUYMAX OTHOCUTE/IbHO NPETEH3NI;

- 3HaTb nocnefoBaTe/lIbHOCTb NpoLeayp U NpefocTaBiseMyto nNpefbsasasiowemMy npeTeH3no nHhop-
Maumio.

5.3.6 OTBETCTBEHHOCTb U NOJIHOMOYUSA NepcoHana, BOB/IEYEHHOTO B NPOLIECC yrpaB/ieHNsA NPeTeH3ns-
MW. [O/KHBI 6bITb JLOKYMEHTaNbHO 0(DOPMIEHDI.

4
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6 T[Mpouenypa ynpasneHus NpeTeH3namMu

6.1 Mopava npeTeH3ui

6.1.1 B COOTBETCTBMU C POCCUIACKMM 3aKOHOAaTe/IbCTBOM NO/b30BaTe b YCNYr CBA3N B C/lyyae, ecim
1o ero MHEHU0 UMeNo MeCTO HapyLLEeHWe ornepaTopoM CBA3U OTOBOPHbLIX 0653aTeNbCTB, A/11 3aLNTbl CBOUX
npaB MOXeT NpeAbsABUTb OrnepaTopy CBA3M MPeTEH3UI0.

6.1.2 MpeTeH3na NpeLbsABASETCS OpraHn3aunmn, okasblBalLeld ycnyrn cBasm, B NUCbMEHHOM Buge ¢
1cnosib3oBaHNeM 418 nepefayn cpefcTs CBA3N, obecneunsaroLnx UKCUposaHe ee oTnpasieHnsa (3akKas-
HbIM. LEHHbIM NUCbMOM W T. M.). AW JINYHO C BPyYEHMEM NuUCbMa MoA pacnucky. Kpome Toro, npeteHsus
MOXeT OblTb NpeAbABeHa NyTEM 3anvMcu NPeTeH3NU B KHUTY Xanob 1 npesnoxeHuii, Hanuyme KoTopon y
onepartopa CBSi3N B COOTBETCTBMU C 3aKoHoAaTeIbCTBOM [1] ABnAeTcA 0653aTebHbIM.

Bo3moxHa oTnpaBka Konun NpeTeH3nun n NPUIoXKeHnii 3N1eKTPOHHOW NOYTO C 0AHOBPEMEHHOI OTNpaB-
KOW opurnHana 3akasHbIM NUCbMOM.

6.1.3 B NnUCbMEHHOV NpeTeH3nn JO/HKHO ObiTb ACHO U3/10XEHO, YeM He Y[ 0B/IETBOPEH NpeabABAsio-
WM NpeTeH3nto, B YeM COCTOMT HapyLlUeHWe JOrOBOPHbIX 065A3aTeNbCTB U Tpe6oBaHUSA NPeabsABAAIOLErO
npeTeH3unio.

K npeTeH3un npunaraeTcs Konusa 4OroBopa, ecsim NPeabsaBAAOWMi NpeTeH3no SBAseTc aboOHEHTOM,
a Takxe [OKYMeHTbI, NOATBEPXAaloLNe N3N0XEHHbIe (haKTbl.

6.1.4 VHdopmaumsa o nopagke nogayn npeteHsunii 4o/mkHa 6biTe JOCTYNHA NoTpebuTento.

6.1.5 B opraHusauuu go/mkHa 6biTb paspaboTaHa [JOKyMeEHTUpOBaHHas npoueaypa ynpasneHus npe-
TEH3MsIMU. B KOTOPOI onpeaensnTca NopsaAoK AeiCTBUI Ha Bcex aTanax paboTbl ¢ NpeTeH3nAMU, NopsAoK
B3aMMOAeNCcTBMA nogpasgeneHunii, KOHTPO/IbHbIE CPOKM NPOBEAEHNS 3TanoB.

6.2 TlonyuyeHve U paccMOTpeHue NPeTeH3nii, NOCTYNUBLWNX B OpPraHu3aLuio

6.2.1 Tpu nocTynneHny NpeTeH3nn B OpraHn3aunto oHa Ao/HkHa 6biTb 3aperncTpupoBaHa B yCTaHOB-
NIEHHOM MopAAKe Kak BXOAALLMA [OKYMEHT.

6.2.2 TpeTeH3uun, NOCTyNMBLUME B OPraHM3aLmnio No pasHbiM KaHanam, fO/MKHbI 6biTb MAEHTU(ULUPO-
BaHbl Kak MpeTeH3uun 1 nepefaHbl ANA PAaCCMOTPEHUS YNOSHOMOYEHHOMY nogpasgesnexuto (nuugy). Npegb-
ABMBLUMIA NPETEH3MI0 AO/IKEH ObiTb UH(OPMUPOBAH AOCTYMHLIM CNOCO60M (N0 noyTe, TenedoHy, 3N1EKTPOH-
HO MoyTe U T. M.) 0 NOSyYEeHNN NPEeTEH3UN opraHn3aumei.

6.2.3 Tlocne nosyyeHns Kaxpaol npeTeH3un Ao/xHa 6biTb NPoBeeHa ee nepeoHavyabHas oueHka ¢
TOUKM 3PEHMUS TaknX KpUTEpreB, Kak BaXXHOCTb, 6€30NacHOCTb, CIOXKHOCTb, BO3MOXHbIE NOCNEACTBUSA, a Tak-
Xe Ao/MmKHa 6bITb NpoBeAeHa oueHka Heob6Xo4MMOCTY U BO3MOXHOCTY NPOBEeAEHNSA HEMeTeHHbIX AelCTBUIA
N0 pacCMOTPEHUIO NPETEH3NN.

6.2.4 [ins npoBeAeHNs nepBOHa4YasibHONM OLEHKM MpPeTeH3nn AO/KHO GbiTb ONpeAeneHo nmuo, oTeeT-
CTBEHHOE 3a NepBOHaYasibHYy0 OLeHKy.

6.2.5 Mo pe3ynbTatam nepBoHavyabHOW OLEHKN NPeTeH3Nsa HanpaBnseTcs Ha pacciefoBaHne B COOT-
BETCTBYOLUME noapasfeneHus 4asa ycTaHOB/IEHNSA BCeX 06CTOATENbCTB, CBA3aHHbIX C NPeTEH3Ne.

6.3 TlpuHATME pelleHna no pesynbtataM pacCMOTPEHUSA NpeTeH3nn

6.3.1 Mo pesynbTaTam pacc/iiefoBaHus NPUHUMaETCA pelleHne 06 yAoBAETBOPEHMM, YACTUYHOM
YOO0BNETBOPEHUM WAW OTKNOHEHUW npeteH3un. O cofdepxaHun peweHus obsasatesibHO WHpopmupyeTcs
npeabaBNALWMUIA NpeTeH3nto. HesaBncrmo oT hopMbl MOAAYM NPETEH3UN OTBET Ha NPETEH3MIO0 A0/KEH 6bITh
[aH B NMCbMEHHOM BUae.

6.3.2 OTBeT AO/KEH coAepxaTb MHPOPMaLMIO O pelleHnn, cpokax 1 Mepax, KoTopble NpeanpuHATHI
unu 6yayT NpeanpuvHATLI MO YAOBNETBOPEHUIO NpeTeH3un. B ciyyae OTKIOHEHWUS NPeTeH3UN A0/KHbI 6bITb
N3/10XEHbI MPUYUHBI, MO KOTOPbIM OTKa3aHO B YA4,0BNETBOPEHUU NPETEH3UN.

6.3.3 Ecnv npeabsaBAsioWmii NPeTEH3NI0 He cornaceH c NpeanpuHUMaeMbiMyM MepamMm, cTaTyc NnpeTeH-
31N OCTaeTCs OTKPbITLIM, a NPeTeH3ns CHoBa nocTynaeT Ha pacCMOTPeHUe A4/15 onpejesieHns asibTepHaTus-
HbIX BO3MOXHOCTE N0 yA0B/IETBOPEHNIO MPETEH3NN.

6.3.4 PeleHne nnun nobble AeACTBUSA, CBA3AHHbIE C MPETEH3MEl N MMEILL e OTHOLLEHNE K BOB/IEYEH-
HOMY nepcoHany, J0/MKHbl 6bITb JOBEAEHbI 10 HETO HEME/AIEHHO MOC/IE NPUHATUSA PELLUEHNS WU BbINOSIHEHUS
COOTBETCTBYHOLNX AEACTBUIA.

6.4 Ob6ecneyeHne NPOCAEXNBAEMOCTUN NPETEH3NNA

6.4.1 MpeTeH3uo cnegyeT NPoc/exuBaTb OT MOMEHTA ee MoJlyYeHust 40 NOJIHOTO 3aBepLueHus npo-
Llecca ynpaB/fieHUsi NPeTeH3ell, Koraa NpesbsBAsSOWMA NpeTeHsno GyaeT y40BNETBOPEH WU MPUHSATO
3aK/IYNTENBHOE PeLLEHNE.
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6.4.2 [na obecneyeHns NpocCnexunsaeMocTy NPeTeH3nii Ao/KHbI ObiTb ONpeaeneHbl L0 UYWM Noa-
pasfeneHune. OTBETCTBEHHbIE 3a BefeHWe 1 f0CTYN K MHhopmauum o Tekylem COCTOAHUM npoLecca ynpas-
NeHna npeTeH3nAMK.

6.4.3 B npouecce ynpaBfeHns nNpeTeH3nsMn KOHTPOIMPYIOTCA cneaytoLine BpeMeHHble XapakTepuc-
TUKM paboTbl C KaXA0W npeTeH3neli:

a) BpeMmsi pacCMOTPEHUs NpeTeH3un (0T MOMEeHTa perucTpaunm 40 MoMeHTa UH(OPMUPOBaHUS Npeab-
ABNAIOLLEro NPeTEH3NI0 O NPUHATOM peLLeHnn);

6) Bpems BO3BpaLLEeHUSA AEeHEeXHbIX CPEACTB NPU MPUHATUN PEeLLeHNs O BO3BpaTe AEHEeXHbIX CPeAcTB
unv Bo3melleHny ywepba (0T MOMeHTa NPUHATUS PeLUEeHUs 4,0 MOMEHTa nepesoja AeHexXHbIX CpeacTs);

B) BpeMs yCTpPaHeHUs He[OoCTaTKOB OkasaHus ycnyr (COOTBETCTBME CPOKOB BbINOIHEHMS paboT corna-
COBaHHbIM C MOJ/Ib30BaTENIEM CPOKaM).

6.5 BepeHue 3anuceit o xoae paboTbl C NPETEH3UAMMU

6.5.1 B opraHu3auuu BefyTCs cneayloline 3anucu, kacarwlmecs paboTbl ¢ NPpeTeH3UAMU:

- 3anucum yyeTa BXoAALLei n ncxopsieli KoppecnoHaeHuum;

- 3anucum o xofe paboTbl C NPeTeH3nAMM Ha BCex aTanax (CM. Takke npunoxeHus A u b);

- 3anucy 06 obyyeHUn nepcoHana;

- 3anucu 06 aHanuse npolecca ynpasfeHns NpeTeH3nsaMn co CTOPOHbI PYKOBOACTBA.

6.5.2 OpraHu3aumsa fo/kKHa yCTaHOBUTL U BHEAPWTL Npoueaypy BefeHus 3anuceli NpeTeH3nin n oTee-
TOB Ha HWX, HEOOXOAUMYIO A1 UCMOb30BAHUS 3TUX 3anuceld U ynpasfieHus UMK, a Takke A0/KHa ObiTb
ob6ecneyeHa 3awuta 060 NNMYHON MHOPMALMU N KOH(DUAEHUNANBHOCTU NPeAbABASIOWEr0 NPETEH3NI0.
Mpoueaypa BefeHns 3anuceli fo/mKHa oTBevaTb TpeboBaHusAm nyHkta 8.1 TOCT P NCO 10002.

6.5.3 lMncbMeHHasa NpeTeHs3us, a Takke MUCbMEHHbI OTBET NpefbABAOWEMY NPETEH3NI0 A0/DKHbI
6bITb 3aperncTpmpoBaHbl B yCTAHOBIEHHOM NOpsifKe Kak BXxogswas/mexogsias KoppecrnoHgeHUns.

6.5.4 3anucu o xoge paboTbl C NpeTeH3nAMU BeayTcs B 6YMaXKHOM BuAe C UCNOMb30BaHWeM crnewm-
anbHOro XypHana, KapToyek Uan B 31EKTPOHHOM Bue, B TOM YMC/e C NOMOLLbIO (hYHKLMOHUPYOLLEl B opra-
HU3aUUM CUCTEMBI ypaB/ieHNs B3auMOOTHOLWEHMAMM € knueHTamun (CRM).

6.5.5 ®opma BefeHnA 1 0TobpaxeHNa 3anucei fomkHa obecneynBaTb BO3SMOXHOCTb OLLEHKM UCMOoN-
HEHMNS KOHTPOJ/IbHbIX CPOKOB M YA06CTBO UX MCMO/b30BaHNA A5 aHanvM3a NnpeTeH3uii n paboTbl opraHMsaumm
C HUMW CO CTOPOHbI PYKOBOACTBA.

6.6 AHanus npeTeH3uni

6.6.1 OpraHu3saumsa gosxHa kinaccunumposaTth 1 aHanM3npoBaTk BCe NPeTeH3un A5 yCTaHOBIEeHUS
cucTemaTnyeckoro, nepnogmyeckn NoBTOPSEMOro U/Mnm egUHNYHOrO Xxapaktepa npobnem, onpegeneHns nx
OCHOBHbIX TEHAEHUWIA 1 Mep N0 YCTPAHEHWIO OCHOBHbIX NPUYMH NPETEH3MIA.

6.6.2 OpraHu3aumsa Ao/KHa BECTM NOCTOSIHHYIO paboTy No onpegeneHunio ypoBHen y0B1eTBOPEHHOC-
TV NpebABAAIOLWMX MPETEH3NI0 MPOLECCOM YrpaB/ieHns NpeTeH3NAMN NyTem BblIGOPOUHbIX OMPOCOB Mpefb-
ABNALWNX NPETEH3NIO AN APYTUMN METOAAMM.

6.6.3 OpraHu3aumsa Ao/KHa NPOBOAWTL MOCTOAHHbIA MOHUTOPWHT MpoLlecca yrnpaBneHns npeTeH3ns-
MW. 471 3TOr0 ycTaHaB/MBaTb M OLEHMBaTbL napameTpbl npouecca ynpasfieHUs npeTeH3nsMu, oueHusaTb
noTpe6HOCTL B pecypcax (Bk/oyasa yenoseyeckre) n cobnpaembixX AaHHbIX. BO3MOXHbIe Kputepun ans nsme-
peHVuss napameTpoB Mnpouecca ynpasfieHUAa NpPeTeH3UsAMU U PYKOBOACTBO MO MOCTOSAHHOMY MOHUTOPUHTY
npepcTasfieHbl B cnpasoyHoM npunoxerHmn G Kk FOCT P MICO 10002.

6.6.4 [ns oueHKM COOTBETCTBUA npoLecca ynpasieHus NpeTeH3nsaAMn YyCTaHOBNEHHbIM KPUTEPUAM Y
obecneynBaeMocTy JOCTVXEHNA Lienieil opraHnsaunm o/HKeH oCyLwecTBAATLCSA BHYTPEHHWUI KOHTPO/b faH-
HOro npotiecca Co CTOPOHbI AO/HKHOCTHbLIX UL, OpraHu3aLl M COrfiacHo yCTaHOB/IEHHbIM OTBETCTBEHHOCTU U
NONHOMOYMSIM. BHELWHWA KOHTPO/b Mpouecca ynpaBneHUss NPeTeH3NAMU MOXET OCYLLeCTBAATLCA MyTem
npoBeAeHNs ayauTa KOMNEeTEHTHbIMWU 1 He3aBUCMMbIMY OT MPOBEPAEMOit AeATenbHOCTH nuuamun. Tpebosa-
HUA K ayauTy npejcTaB/ieHbl B CNpaBoYHOM npunoxeHun H k ctaHgapty FOCT P MCO 10002.

AyauT npouecca ynpasneHusa npeTeH3nssmMmn MoXeT NpoBOAUTLCA Kak YacTb ayauTa CUCTEMbI MEHe K-
MeHTa kayecTBsa, Hanpumep, B cootseTcTeum ¢ MCO 19011.

6.6.5 Bbicllee pyKOBOACTBO OpraHu3auuun AO/HKHO aHaIn3npoBaTb NPOLEeCC YrpasB/ieHNs nNpeTeH3uns-
MV NS Cnegyowmnx uenei:

- OLeHKV Tekylleli NpUrogHoCTU, afjleKBaTHOCTU, pe3ynbTaTUBHOCTU 1 3(hDEKTMBHOCTMN MpoLiecca,;

- UAeHTUdMKaLMKN M aHaM3a cnyyaeB HECOOTBETCTBUSA MPOLECCOB 1 YCYT YCTaHOB/EHHbIM TPe60oBaHNAM,;
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- OUEeHKkn BO3MOXHOCTEW ynyduweHusa npouecca ynpaBsieHus npeTteH3namMmm 1 okasblBaeMbIX YCNyr;
- OUEeHKn HGOGXOAMMOCTM N3MEHEeHNA NONMNTUKN 1N LI|eJ'IeI7I B ynpaB/IeHUU NpeTeH3nsaMn.
MepnoAnYHOCTL aHan3a fomKHa 6bITb yCTaHOB/1eHa.

6.7 TloCTOAAHHOE yny4lleHune

6.7.1 OpraHusauus Ao/mKHa nNpegnpuHuMaTb HE06X04MMble AeNCTBUS ANA YCTPaHEHUS CYLLecTBYHO-
WMX W NOTeHUManbHbIX NPo6neM, ABAAILMXCA NPUYUMHON NpeTeH3nin. KOHOYHbIM pe3ynbTaToM [O/DKHO
cTaTb MOCTOAHHOE yNy4lleHWe KayecTBa OKasblBaeMblX YCyr.

6.7.2 OpraHusaumns [o/mkHa NOCTOSHHO NOBbIWATb Pe3y/ibTaTUBHOCTbL U ah(heKTMBHOCTL npouecca
yrnpaBfieHns NpeTeH3nssMy NocpeacTBOM KOPPEKTUPYIOLWMX 1 NpeaynpexaarnLmx geincTenii, paspabaTtbiBae-
MbIX Ha OCHOBE MOCTOSIHHOTO MOHUTOPUHra 1 aHanmsa npouecca.
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MpunoxeHne A
(cnpaBoyvHoOe)

CopaepxaHue 3anuceit o xoge paboTbl C npeTeH3nen

3anucu o xofe paboTbl C NpeTeH3nel UMelT cneaytoLuii cocTaB cBefeHuit.
- VHAVMBUAYANbHbIA NAEHTUMUKALMOHHBIA HOMEpP NPeTeH3uu;
- HOMep perucTpaumu Bxogsuieii KoppecnoHAeHLUN, cogepxatieil npeTeHsuo;
- [arta v Bpems NocCTynieHns NpeTeH3uu;
- CBefleHus o npeabsBAsioliemM npeteHsuio: ®.1.0. nonb3oBaTtens/ HasBaHne KOMNAHWN, KOHTAKTHOE INLLO, KOH-
TaKTHble faHHble;
coflepxaHue npeTeHsuu;
MHbopMaLma o paccnefoBaHuy;
NPUHSTOE peELLEHNe, AaTa NPUHSATUS PeLleHns;
0TMeTKa 06 060CHOBAHHOCTY WN HEOGOCHOBAHHOCTU NPETEH3UK;
[aTa u cofepxaHue oTBeTa NPeAbSABAALWEMY NMPETEH3NID;
MHopMaLUa O NPUHATBIX Mepax:
- Npu BO3BpaTE AEHEXHbIX CPEACTB — AaTa NepeyncnieHnss 1 HOMepP NAaTeXHOro NopyyYeHus:;
- NpW yCTpaHEHUW HELOCTATKOB OKasaHWs YCnyr — OTMETKU O NPeAnpPUHATLIX AeACTBUSX, BPEMS YCTPaHEHUS
HeAo0CTaTKOB;
MHhOpMaLMs 0 NOATBEPXKAEHUN NPEAbSBUBLINM NPETEH3NIO PE3Y/IbTATUBHOCTU MPUHATLIX MEp;
- MHopMaLua 0 Hecornacuu/cornacum NpesbaBUBLLETO NPETEH3NI0 C NPUHUMAEMbIMU MepPaMU;
ABNSETCSA NN NPETEH3NSA NMOBTOPHONA.
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Mpunoxexune b
(cnpaBoyHOe)

PekomeHgaummn no BefeHUI0 3annceil 0 NpeTeH3naxX B 3/1IEKTPOHHOM BuAe

Mpy BegeHWn 3annceil B 31eKTPOHHOM Bue LienecoobpasHo aAns yaobcrea obpaleHusa ¢ uHdopmauuveli obecne-
YNTb BO3MOXHOCTb OJHOBPEMEHHOTO 0TOGPaXEHUSI BCeX CBeEeHNI, OTHOCALLMXCA K OAHOI NPeTeH3nun, U BCEX CBEAEHWA,
OTHOCALLUXCS K rpynne npeTeH3nit, oTobpaHHbIX N0 onpeAeneHHOMY Npu3Haky (Hanpumep, NpeTeH3nn 3a onpeAesieHHbli
nepuog unu NpeTeH3nn o4HOro Nosib3oBaTess UIN NPeTeH3UN onpeAesieHHOro coepXaHus), co ceayloumnM cocTaBoM
NHopmauun:
NAEHTUVKALNOHHbI HOMEp npeTeH3uu;
Aarta peructpauuu;
HOMep perncTpauumn BXoAslieid KoppecnoHAeHUnmn, cogepxalleli npeTeHsuto;
®.1.0. nonb3oBaTena/HazBaHne KomnaHuu;
KpaTkoe cofiepxaHue npeTeHsuu.
NPUHATOE pelleHne /oTMeTka 060CHOBAHHOCTW NpeTeH3ny;
Aarta NPpUHATUA pelleHus;
O0TBETCTBEHHOE NNLO;
Aarta u ucxofawmii Homep oTBeTa, Cnoco6 OTNPaBKy;
- COrnacoBaHHbIVi CPOK YCTPAHEHNA HeJ0CTaTKOB;
chakTnyecknii cpok ycTpaHeHUsi HeoCTaTKOB;
- Aarta nepeyncneHns cpeAcTs (B cayvyae NPUHATUS COOTBETCTBYIOLLErO pelleHns).
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Buénunorpadcusa
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depfepanbHblli 3akoH 0T 17.07.1999 Ne 176-®3 «O nouToBOW CBA3N»

«[paBunna okasaHuns ycnyr tenerpacdHoii CBA3M». ¥YTB. nocTaHoBNeHnem MNpasutensctea PP ot 15.04.2005 Ne 222
«MpaBunna okasaHust ycnyr NnoABUXHOI CBA3U». YTB. NnocTaHOBNeHneM MpaButensctBa P® oT 25.05.2005 Ne 328
«[paBuna okazaHus ycayr MECTHON, BHYTPU30HOBO, MEXAYTOPOLHON 1 MeXAyHapoAHOV TenethOHHON CBA3U». YTB.
nocraHosneHnem lMpasutenbctea PP ot 18.05.2005 Ne 310

«[MpaBuna okasaHUsA Te/ieMaTUYyeckux ycnyr cBA3w». YTB. noctaHoBneHvem [pasutensctsa P® ot 10.09.2007
Ne 575

«[paBuna okasaHus ycnyr cBA3n AN Leneii TeNeBU3NOHHOTO BelaHus v (nn) pagnosellaHns». YTB. NocTaHoB/e-
Huem lMpasBuTtensctea PP o1 22.12.2006 Ne 785

«lMpasBuna okasaHWA ycnyr ceA3n No nepegaye faHHbIX». YTB. noctaHoBneHnem MNpasutenscrea P® ot 23.01.2006
Ne 32

«[paBuna okasaHua ycnyr cBsA3n MPOBOAHOrO pajmoBellaHna». YTB. noctaHoB/ieHnem [paButensctsa PP ot
06.06.2005 K» 353

«[MpaBuna okasaHusa ycnyr no4YToBOi CBA3M*. YTB. nocTtaHoBneHnemMm Mpasutensctea P® oT 1S.04.2005 Ne 221
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