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[lpeaucnoBue

Llennu npuHumnel ctTaHgapTusaunm B Poccumnckon PegepaunmyctaHoBneHbl PegepanbHbIM 3aKOHOM OT
27 nekadpst 2002 r. Ne 184-03 «O TeXHUYECKOM perynmpoBaHiun», a npasuna npuMeHeHnst HauMoHanbHbIX
cTaHaapToB Poccunckon egepaunmmn — OCT P 1.0—2004 «CtaHpgaptusauma B Poccunckon Peagepauun.
OCHOBHbIE NONOXEHUAY

CBegeHUA o cTaHgapTe

1 NMOAINrOTOBNEH OTKpbITEIM akUUOHEPHBIM 0DLWECTBOM «BCepoCCMUCKUA Hay4YHO-UCcneaoBaTe Nb-
CKNU MHCTUTYT cepTugpukaummn» (OAO «BHUNC» ) Ha ocHoBe CODCTBEHHOro ayTeHTUYHOMO NepeBoda cTaHaap-

Ta, yKasaHHOT O B NyHKTe 4

2 BHECEH YnpasneHnem TexHM4eckoro perynmpoBaHusa n ctaHgaptmsaunm egepanbHOro areHTCcTBa
No TEXHUYECKOMY PErynmMpoBaHUIC M MeTPOoIorMm

3 YTBEPXXOEH M BBEAEH B JEWNCTBUWE Mpukasom ®enepansHOro areHTcTsa no TeEXHNYECKOMY
perynupoBaHuto n metponornn ot 27 mas 2009r. Ne 167-cT

4 HacTtoawmn ctaHgapt ngeHtndeH mexayHapoaHomy ctaHgapty MCO 10003:2007 «MeHeaXMeHT
KadvecTBa. YAOBMETBOPEHHOCTb NOTpebutenen. PekomeHaavumnm no yperynmpoBaHUo CNOPHLIX BOMPOCOB BHE
opraHusauun» (1ISO 10003:2007 «Quality management — Customer satisfaction — Guidelines for dispute
resolution external to organizations»).

[Tpu NnpumMeHeHU HacTodALlero ctaHgapTa pekoMeHayeTCcs UCMONb30BaTbh BMECTO CChITOYHOro MeXay-
Hapo4QHOro ctaHgapTa COOTBETCTBYIOLWMA eMy HalMoHanbHbIM cTaHaapT Poccunckon egepauunm, ceegeHud
O KOTOPbIX NpUBeAeHbl B AONONMHUTENbHOM NPpUNoXXeHum N

5 BBEAEH BINEPBbIE

VIHipbopmMayuss o6 UBMEHEeHUSX K HacmosweMy cmaHOapmy rnybnuKkyemcs 8 eXe200HO u3oasaeMoM
UHpOpMaUUOHHOM yKalzamerse «HauuoHanbHblie cmaHoapmabi», a mexkcm U3MeHeHUU U MorpasoK — 8 eXXeMe-
CSYHO U30asaeMbiX UHGhOPpMaUUOHHbIX yKalamernsx « HauuoHanbHbie cmaHoapmeiy. B cnyyae nepecmompa
(3aMeHbl) Unu OmMeHbi Hacmosauw,e20 cmaHOapma coomeemcemesyroujee yeeoomreHue byoem onybnukosaHo
8 €XXKeMECSIYHO U3dasaeMoM UHPopMalUUOHHOM yKaszamerne «HayuoHaneHele cmaHoapmei». Coomeemcmaey-
rowast UHgopmMauus, yeeoGoMIeHUS U meKkecmbl pasMellaromcs makxe 8 UH(popMalyUuoHHoU cucmeme oblyezo
rone308aHuUs — Ha ogbuyuanbHoM caume PedepalibHo20 a2eHmcemea rno mexHU4eCcKoMy pez2ynuposaHuio U

Mempornoauu e cemu ViIHmepHem

© CtanHgapTuHdgopm, 2009
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BBenoeHue

0.1 O6wue nonoxeHus

HacToawmin ctaHaapT coaep)XuT pekoMeHaauum Ans opraH1saLim no niaHnpoBaHuo, NPoeKTUpOoBaHuUIo,
pa3paboTke, BbINOMHEHWNIO, NoAAePXKaHUI0 N yNyYLleHNo 3hheKkTUBHOIO U pe3ynbTaTUBHOIO yperynupoBaHns BHE
opraHu3saLnmn CnopHbIX BOMPOCOB, CBA3aHHBLIX C Xanobamun Ha npoayKkumio. YperynnmpoBaHMe CropHbIX BONPOCOB
npeactaBnseT cobon ucnpasneHne pasnnyHbIMKU METOAAMN CUTYALUK, KOrAa opraH13aLns He MOXeT paspellnTb
Xanoby cBoMMU cnunamun. BonbLUNMHCTBO Xanod MoryT ObiTb YCNELHO yperynmupoBaHbl BHYTPW opraHusaunm des
HeoOX0AMMOCTW B AanbHEeNLWnX BpeMeHHbIX TpaTax 1 bofiee CnoXHbIX npoueccyanbHbIX Npoueaypax.

[TpumevyaHwmns

1 OpraHusaumsam pekomernayeTcs paspaboTtaTtb 3P PEKTUBHBIN M pe3yNbTaTUBHbIW BHYTPEHHUW Npouecc paboTsbl ¢
xanobamu, cooreetctytowmn MCO 10002.

CyWeCcTBYIOT pasnnyHble MeTodbl YPEerynupoBaHuUst CNOPHbLIX BOMPOCOB U TEPMUHbI, WX ONUCbIBAIOLWWKME.
ITO — COrnacuTenbHble, KOHCYNIbTAaTUBHbIE N YCTaHaBNMUBaoWmMe metoasl (CM. Nnpunoxenme A). Kaxxgbiv N3 3TMX METOA0B

MOXET BbITb NPUMEHEH KaK CAMOCTOATENBHO, TaK U B NOCNeA0BATENBHOCTY APYr 3a APYroMm.

HacTosawmm ctTaHaapT MOXeT ObiTb UCMOMNMb30BaH:

a) ans paspaboTku npouecca yperynmpoBaHus CnopHbIX BOMNPOCOB U NPUHATUSA PELLEHUA O TOM, KOrga npeanaratb
NCTLAM HavaTb 3TOT NPOLECC;

b) ansiBbibopaareHTano peLweHuto CNoPHbIX BONPOCOB (Janee — areHT, M. 3.9), cnocobHOoro yaoBneTBOPUTL Crie-
Lmndnyeckum TpeboBaHUAM N OXUAAHUAM OpraHn3aumm.

2 AreHTbl U3 06LWECTBEHHOIO N YaCTHOIO CEKTOPOB MOTYT UMETb Pa3fnnyHble OpraHmn3aunoHHblie OPMbl, BKITHOYas
accoumaymm N3 MeXXoTpacneBbIX M OTPACNeBbIX CEKTOPOB, accoUunaymm, HasHavyaemMble NPaBUTENbLCTBOM NS pacCMOTpe-

HUA Xanob YacTHbIX nnu B OTHOWEHWUN TOCYAAQAPCTBEHHbIX y‘-IDE)I{,EI,EHMﬁ.

HacTtosawmnn ctaHgapT, npeaHasHavYeHHbIN AN opraHnusaunii, MoXKeT ObITb NoneseH h areHTam Ans noHu-
MAaHWS TOrO, YEM PYKOBOACTBYHOTCH OpraHm3saUnn. AreHThl TakKe MOTryT MPUMEHSITb PEKOMEHJaL/nm B npouecce
YperynmpoBaHus CNopHbIX BOMNPOCOB BHYTPU CBOEWU OpraHn3aLni.

OpraHusaunam pekoMmeHayeTcsl NNaHUpoBaTh, NPOEKTUPOBAaTL, paspabaTbiBaTb, BEINOMHATL, NoAAER-
XXMUBaTb U yIyYllaTh NPOLECC YPEerynmpoBaHns CNopHbIX BOMPOCOB B COOTBETCTBMU C NpaBUnamMm AOCTMKEHUS
yYAOBMETBOPEHHOCTM NOTPEOUTENS U NPOoLECCOM paboThl € XKanobamm n MHTErpupoBaTh UX B CUCTEMY MEHe-
)XKMEHTa KavecTBa Unn apyrne CUCTeMbl MEHEKMEHTA OpraHnsaLun.

BeinonHeHne pekoMeHaaunMn HACTOSALWEro ctaHgapTa NOMOXKET YacTHbIM NTMUAaM 1 opraHn3aunsim oLLe-
HATb 3P PEKTUBHOCTbL, Pe3yNbTAaTUBHOCTb U OECNPUCTPAaCTHOCTbL NpoLecca yperynupoBaHuUga CnopHbIX BONPO-
COB B opraHusauun. BHegpeHne HacTosWwero ctaHgapta No3BoOSnT:

- obecnevnTb rMbkoe yperynmpoBaHmne CnopHbIX BONPOCOB, YTO B CpaBHEHUU C cyaebHbIM pas3bunpaTtens-
CTBOM MOXET BbITb Bonee AelleBbIM, NPOCTLIM N OLICTPLIM, 0OCOBEHHO NPU MeXAYHapOaAHbIX KOHPNUKTAX;

- MOBbLICUTb CTENEHb YAOBNETBOPEHHOCTN U NMOSANLHOCTU NOTPebUTENEN;

- 3a4aTb OPUEHTUP, B COOTBETCTBUN CKOTOPLIM bnsnyeckne nmuua u opraHmsaLmm MoryT oL eH1UBaTh Tpe-
boBaHUS, N0 KOTOPLIM paboTaloT opraHn3aLUum U areHTbl, OTHOCUTENLHO 3 EKTUBHOCTU, PE3YNbTaTUBHOCTI
n 6ecnpuUcTpacTHOCTU NX AEATENbLHOCTU;

- oKasaTb NOMOLULb B UHGQOPMUPOBAHUN NOTEHUMANbHBLIX YY4aCTHUKOB YperynmpoBaHust CNOopPHbIX BOMPO-
COB 00 yCNOBUAX y4aCTUs1, CTOUMOCTU U IOpUANYECKUX NOCNeACTBUSX;

- MNOBLICUTb BO3MOXXHOCTMU OpraHmsaLny no BbIABNEHUIO N YCTPAHEHUIO NMPUYNH BO3SHUKHOBEHUS pas-
HOrNacun;

- YNyYLWnTb cnocodbl paboThl € Xanobamu 1 pasHornacMaMm B opraHmsannm;

- NpeaocTaBUTb ACNONMHUTENBHYIO MHPOPMAaLMIO, CMIOCODOCTRYIOLLYIO YITYUYLLIEHWIO NPOLIECCOB U NPOaYK-
LUK opraHnusaunmn;

- MOBbLICUTb PenyTaLuto opraHnusaunm nnn n3dexaTtb NpUYMHEHNs yulepba;

- MOBBLICUTb KOHKYPEHTOCMOCOBHOCTb HA BHYTPEHHEM M MUPOBOM PbIHKAX;

- obecnevynTb YBEPEHHOCTb B BECnpUCTpacTHOM U Haanexalwlem paspeLlieHn CropHbIX BONPOCOB HA
MWUPOBOM PbIHKE.

[TpnmeyaHne— TepMUHONOINNS, NCNONb3yeMasi B OTHOLLEHUW YPEryrnMpoOBaHUs CNOPHbIX BOMPOCOB, HE BCET-
1a OQMHAaKOBa B pa3HbIX cTpaHax mupa. B npunoxeHun A npuBeaeH rnoccapum HEKOTOPbIX SKBUBaNEeHTHbIX TEPMUHOB.

0.2 CoBMmectumoctb ¢ UCO 9001 u UCO 9004

HacTtoawmim ctaHgapT coemectum ¢ UCO 9001 n MCO 9004 1 noaaepXMBaeT Lenn 3TUX ABYyX cTaHaap-
TOB NOCPeaACTBOM 3PP eKTUBHOIO N A€UCTBEHHOIO NMPUMEHEeHUs npoLecca yperynmpoBaHUAa CNOPHBIX BOMPO-
COB. HacTodawmin ctTaHgapT MoOXeT Takke bbiTb Mcnonb3oBaH He3aBucumo oT CO 9001 n MCO 9004.

V
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MCO 9001 yctaHaBnueaeT TpebOBaHUSA K CUCTEME MeHeMKMeHTa KayecTBa, KOTopble MOryT ObiTb
MCMONb30BaHbI ANA LleNen BHYTPEHHETO MPUMEHEHUA opraHn3aLnuamMm, cepTudmnkaumm nnn 3aknoYeHnst KoH-
TpakToB. [lpoLuecc yperynmpoBaHUa CNOPHLIX BONPOCOB, ONMUCAaHHbLIA B HACTOALLIEM CTaHOApTe, MOXET ABMATb-
CH 3/IEMEHTOM CUCTEMbI MeHe)KMeHTa KadecTBa. HacTtodawuni ctaHaapT He npeaHasHadeH Ang ueneu
cepTUUKaLnmM Nnn 3akniovYeHnUa KOHTPaKTOB.

NCO 9004 coaepXnT pekoMmeHaaunmn No NOCTOAHHOMY yyYLlleHUo PYHKLUUOHNPOBAHUA CUCTEM MeHe -
XXMeHTa KadecTBa. [puMmeHeHWe HacTosALWEero ctaHaapTa MOXeT B AalibHEULIEM yNydLLInUTb paboTy B OTHOLLEe-
HAW YPEerynmpoBaHUA CNOPHLIX BOMPOCOB C UCTLLIAMWU MNOBLICUTL CTEMNEHb YAOBNETBOPEHHOCTU NOTPEDUTENEN,
NCTUOB U APYTUX 3aUHTEPECOBAHHLIX CTOPOH. [NpUMeHeHe cTaHaapTa MOXET Takke cnocobCTBOBATL NOCTO-
AHHOMY YNyULLUEeHUIO KavyecTBa NpoayKUUn U NpoLLEeCCOB, OCHOBAHHBLIX Ha 0DpaTHOM CBA3N OT NoTpebuTenen,
NCTLUOB N APYrUX 3aUHTEPECOBaHHbIX CTOPOH.

[TpnmeyaHune— 3anHTepecoBaHHbIMU CTOPOHAMM MOTYT ObiThb: MOTPEOUTENN, areHTbl, NPOMbILLITEHHbIE 00 b-
eANHEHUS U NX YlTEHbl, NOTPEBUTENBCKME OpraHn3aummn, COOTBETCTBYIOLLME MPABUTENBCTBEHHbIE OPraHbl, NEPCOHAan, Bra-

aenbubl U gpyrue.

0.3 CoBmectumoctb ¢ UCO 10001 1 UCO 10002

Hactosawmncrangapt coemectum c MCO 10001 nACO 10002. STntpructaHgapTa MoryT ObiTb MCMOMb30-
BaHbl KaK No OTAENbHOCTU, TaK U coBMecCTHO. [1pn coBmecTHOM mcnonb3oaHu MCO 10001, MCO 10002 n
MCO 10003 moryT ctaTb YacTbio bonee o0LNPHOW MHTErPUPOBAHHON CUCTEMbI HA OCHOBE NPaBUM AOCTUKEHUS
yOOBNETBOPEHHOCTU NOTpedbuTens (ganee — npaepuna), ocopalleHns ¢ xanobamm 1 yperynmpoBaHua cnop-
HBIX BOMPOCOB (CM. NMpunoxeHue B).

MCO 10001 coaepXunT pekomeHgaLMM OTHOCUTENLHO NPaBUN AOCTUXKEHUA opraHM3aLnen yaoBneTBO-
DEHHOCTU NoTpebutens. YcTaHOBMEHHbIE B TaKUX NMpaBuiax oXXuagaHust notpebutenen ot opraHM3aunn n ee
npoayKUMA MOTYT CHU3UTb BEPOATHOCTb BO3HUKHOBEHUS Kanob 1 CnopHbIX BONPOCOB. [1py BO3HUKHOBEHWU
Xanob 1 cnopHbIX BONPOCOB HanM4mMe npaBui NO3BONIAT CTOPOHAM MOHATb OXXWAaHUA NoTpebuTenen n ctapa-
HUSA opraHnsaLlnn no NX yaoBNeTBOPEHMIO.

MCO 10002 coaepXXUT pekoMeHaaLnmn no BHyTpeHHeMy obpalleHunto ¢ kanodamm, OTHOCALLMMIACS K MPo-
OyKLUNN.

HactosaLwmm ctaHaapT MOXeT ObITb MCNOMNb30BaH B Cllydae HEBO3IMOXKHOCTU paspelleHunst XXanobbl BHYT-
DU opraHusaunn.

0.4 YTBepXaeHUA OTHOCUTENbLHO COOTBETCTBUA

Hactosawmn ctaHgapT paspadboTaH Ang CaMoCTOATENbHONC UCMONb30BaAHUS B KAYECTBE PYKOBOAALLEro
nokymeHTta. pn BbINONMHEHUN BCex TpeboBaHWN, YCTAHOBMEHHbIX HACTOALMM CTaHOapTOM, opraHusauuns
MOXET caenaTthb 3adBNeHne 0 BHegpeHun npouecca yperynmpoBaHus CropHbIX BONPOCOB Ha OCHOBE HaCTOS-
LLlero ctaHgapTa.

OaHako nobbix 3asiBneHnn o cooteeTcTBMKM MCO 10003, npoTmBOpeYallmx HacTodALWEeMY cTaHaapTy,
cnenyet nsberarb.

[TpunmeyaHwune— 3aasnennsa o cooteetctBum NCO 10003 He gonyckaeTcs NCnonb3oBaTh B NIOOLIX peKknam-
HbiX 1 MHPOPMALUMOHHBIX MaTepuanax, npecc-penuisax, dpowtopax, Bnaeo, oduumnanbHbiX 3asiBNeHUsX, smbnemax,
NO3YHrax v 3arof1oBKax 4ns pasnuyHbiX cpeacTB MaccoBou MHdopMaumm — oT nevartm n pagmoselanns 4o MiHtepHeta m

MYNbTUMEANNHBIX NMPUNOXEHUN, SPIBIKOB HA MPOAYKUWIO, CUMBOJIOB M BAHHEPOB.

VI
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HAUUWOHANBbHBILU CTAHOAPT POCCUUCKOWNW OGEOLEPAUUNMN

MEHEOXMEHT KAHECTBA

YaoBneTBOPEeHHOCTb NoTpebutenen.
PekoMeHAaLuUu no yperynupoBaHUIo CNOPHbLIX BONPOCOB BHe opraHnsauuu

Quality management. Customer satisfaction. Guidelines for dispute resolution external to organizations

[laTta BBegeHnsa — 2010—07—01

1 O6nacTb NnpuMeHeHUA

HacTodawund ctaHaapT coaepXUT pekoMmeHgauun no nnaHUupoBaHMIo, NPOEKTUPOBaHUIO, pa3paboTKe,
BbINONHEHWIO, NoAAepXXaHWIo U yny4dlleHUo 3ppeKTUBHOCTM U pe3yNbTaTUBHOCTU NpoLlecca yperynmpoBaHus
CNOPHbLIX BOMPOCOB, CBSI3aHHLIX C XXanobamu, KoTopble opraHusaLnn He yaanoch paspellnTs CBOUMU CUNaMMN,
HacTtoawmm ctaHaapT NpUMeHUM:

- Angd xano6, oTHOCALMXCS K NpoAyKuMK, NnpeaHasHavyeHHOMW Ana notpedbuTtenen, npolecca paboThl C
Xanodbamm Unn yperynmpoBaHus CnopHbIX BONPOCOB.

[TpumeyaHwune—BCoOOTBETCTBMM C HACTOALWMM CTAHAAPTOM TEPMUH «NPOAYKLUUSA» BKITIOYAET B cebs yenyru,
nporpammHoe obecneveHne, obopygosaHue n nepepabartoiBaeMble MaTepuarnsi;

- ONs1 paspeLueHnst CopHbIX BOMPOCOB, BOSHUKAIOLWMX B XO4e OCYLLECTBNEHUs1 AesATeNbHOCTN B Npeae-
flax cTpaHbl U 3a pydekoMm, BKITHoYasA SNEKTPOHHYI0 KOMMEpPLUIO.

HacTosiwuin cTaHgapT, npeaHasHadvyeHHbIn A9 NPUMEHEHNs1 BCEMU opraHu3aUusaMn He3aBUCUMO OT UX
BMAa, pasMepa 1 BbiMyCcKkaeMoun NpoayKunm, coaepXut pekomMmeHaawmnu:

- OTHOCWUTENbLHO TOro, Korga U Kakmm obpasom opraHusaunmm MOryT yvyacTBOBaTb B yperynmpoBaHUm
CMOPHLIX BONPOCOB;

- Mo BbIOOPY areHToB U UCNOMb30BAHUIO UX YCIYT;

- M0 BOBJIEYEHUIO BbICLLETO PYKOBOACTBA N NPUHATUIC UM 00A3aTeNbCTB OTHOCUTENBHO YPEerympoBaHUS
CMOPHLIX BONPOCOB 1 0becneyeHnda COOTBETCTBYIOLLUMU pecypcamMu BHYTPU OpraHmsaun;

- No obecneveHuUo OeCnpUCTPacTHOCTU, MPUTrCAHOCTU, NPO3PAYHOCTU N AOCTYNHOCTU AEATENbHOCTM MO
yperynmpoBaHuio CNOPHbLIX BOMNPOCOB;

- MO MEHePKMEHTY y4acTma opraHmsaunm B pelleHUn CriopHbIX BONPOCOB;

- MO MOHUTOPUHTY, OLLeHKe U yNydLleHUIo NpoLecca peleHns CNopHbIX BOMPOCOB.

[TpnmedyaHwne—B vyacTHoCTH, HAacTOAWMW cTaHAAPT HAUENeH Kak Ha yperynupoBaHue CNnopHbIX BONPOCOB
MEXAY OpraHu3auuen n nuuamm, NnpuodpeTarwmMmm UN NCNONb3yIOLWMMN NPOAYKUUIO ANSA NUYHbIX MK ObITOBbLIX HYXKA,
TaK U Ha yperynmpoBaHme CNopHbIX BOMPOCOB MEXAy OpraHn3aumen n manbiMm OM3HEecoM.

HacToawun ctaHaapT He npeAHa3HadeH Ang Lenen cepTudukaum Unm saknioveHnsa KoHTpakToB. CTaH-
0apT He npefHasHadYeH Anga yperynmpoBaHUsa CNOPHBLIX BONMPOCOB APYrMX BUAOB, TAKNX Kak TPyAOBbIe Cropbl.
HacTtoawuin ctaHgapT He npegHasHavYeH ansg u3MeHeHus Kakmx-nmbdo npas UM ob6a3aHHOCTEN, YCTaHOBNEH-
HbIX COOTBETCTBYOLMMU 3aKoHodaTeNbHbIMW 1 ApYrMMin obasaTtenbHbIMU TpeboBaHNAMM.

HacTtoawmni ctTaHgapT He pacnpocTpaHaeTcs Ha »anobbl BHYTPW opraHmnsaLnu.

2 HopMaTuBHbIE CCbINKU

YKasaHHbIA HUXKE CChINMOYHbIM AOKYMEHT HEOOX0OAUM ANs1 UCNOMb30BAHUS HACTOSALWEro ctaHaapTa. Ans
0AaTUPOBAHHbLIX CChINMTOK MPUMEHSIIOT TOMNbKO TY BEPCUIO, KOTOpad Oblfla ynoMsaHyTa B TekeTe. [Ansi HeaaTtupoBaH-
HbIX CCbINTOK HEODXOAMMO UCNONB30BaTh CaMOe NocneaHee n3gaHue AoKyMeHTa (BKovasa niobble nonpaBKkuy).

NCO 9000:2005 Cuctembl MeHemkMeHTa KadecTBa. OCHOBHbIE MONMOXEHUA U CNoBapb

U3paHune odbmumanbHoe



[OCT P UCO 10003—2009

3 TepMuUHbI U onpepeneHns

B HacTosawWweMm cTaHaapTe npuMeHeHbl TepMuHbl, gaHHble B MCO 9000:2005, a Takke cnegyroLwme TepMu-
Hbl C COOTBETCTBYOLWMMKU onpeaeneHUAMI:

3.1 accouumauyua (association): OpraHusauma (3.8), YneHaMmm KOTOPOU ABNAIOTCA ApYyrie opraHmusauum
U oTAenbHbIE NULa.

3.2 uctey(complainant): Ilnuo, oprannszauua (3.8) unn ux npeacraBmTtens, nogatcLlnn xanoby (3.3).

[TpumevyaHms
1 B COOTBETCTBUM C HACTOSLWMM CTAHAAPTOM NOTPEBUTENA, NOAAIOLWErNO Xanoby Ha areHTa B NEPBON MHCTaAHLUWUN,

TaKKe CHNTAT «KUCTLOMY.
2 HaHHoe onpepenenHne ytovHsaeT tepmuH, npueegeHHbin B ICO 10002:2004, cornmacHo KOTopoMy NpeacTaBUTElNb

MOXKeT BbICTYINaTb OT UMEHW KakK d)MSM‘-IECI{OFO nmunua, Tak U opraHn3audunn.

3.3 xanoba (complaint): HanpaBneHHoe B opraHusauuio (3.8) BbipaXXeHne HeyaoBNeTBOPEHHOCTU €€
npoayKumen unm camnm npoL.eccom obpalleHms cxxanocbamu, B sBHOM UNM HEABHOM bopMe npeanonararoLlee
OTBET UM PE30NIIOLUIO.

IMCO 10002:2004, ctaTtba 3.2]

[TpumeyaHwune—XKanobbl MOryT OTHOCUTBCSH K NPOLECCY YPEryTIMPOBaHUSA CNOPHBLIX BOMNPOCOB (3.6).

3.4 notpedburtenn (customer): Opranusauuna (3.8) unun nuyo, nony4daroLwiee nNpoayKUuto.

lIpumep — 3aka34vuk, KITueHmM, KOHeYHbIlU NoJib308amernb, PO3HUYHbIU mMop2osey, 6eHechuyuap usiu noKy-
namernek.

[TpumevyaHwmns

1 TMoTpebuntenbs MOXeT ObITb BHYTPEHHUM UITU BHELLHUM MO OTHOLLEHUIO K OpraHn3auum.

2 [1pNMEeHNTENBHO K HACTOSALWEMY CTAaHAAPTY TEPMUH «NOTPEOBUTENBb» BKMNOYAET B ceba TakkKe noTeHUunanbHbIX
noTpedbutenemn.

3 Tepmun agantupoan n3 NCO 9000:2005 (3.3.5).

3.5 ynoBneTBOpeHHOCTb NoTpebutensa (customer satisfaction): Bocnpuatue notpedurenem (3.4)
cTeneHu BbINOMTHEHUA ero TpeboBaHUN.

[TpumevyaHwms

1 Kanoba (3.3) asnsercs obWwmm nokasaTenem HU3KOW yaOBIETBOPEHHOCTU NOTPEBUTENS, OAHAKO €€ OTCYTCTBUE
He 0B6sa3aTenbHO NpeanonaraeT BbICOKYO YAOBNETBOPEHHOCTb NOTPEBUTENS.

2 HaxeecnntpeboBaHnsanorpedburens ObiNnv ¢ HUM COrMacoBaHbl M BbINONHEHbI, 3TO HE 00A3aTeNnbHO 0becnevnBa-
€T BbICOKY0 YA OBMETBOPEHHOCTb NOTPEbUTENS.

[NCO 9000:2005, ctatbsa 3.1.4]

3.6 cnopHbIN Bonpoc (dispute resolution): Hecornacue, Bo3HUKLWee 13 Xanobbl (3.3), nepegaHHON
areHTy (3.9).

[TpunmeyaHwune— HekoTopble opranmsaumnm (3.8) npegocTaBnsoT CBOUM notTpebutensam (3.4) BO3MOXHOCTb
HaNPaBWUTb Xanoby HeENOCPEeACTBEHHO areHTy. B TakoM crny4vae Bblpa)eHne HeyaoBNETBOPEHHOCTU CTAHOBUTCSH Xanobon
nocne nepeaaqmn ero B OpraHn3auunio ansi OTBETa U CTAHOBUTCSH PA3HOrNacuem, eCrim ero He yaaeTecst yperynmpoBaTh BHYT-
pu opraHunsaymm bes yvactus areHta. MHorve opraHmsaumnm npeanoYnTareT, YToDbI NoTpedbuTenn coobanm B NEPBYIC OYe-
peab nm o0 NoboN HEYAOBNETBOPEHHOCTHU, NPEXAE YEM HAUYMHATL YPErynmpoBaTb CNOPHbIE BOMPOCH!I BHE OPraHn3auunu.

3.7 npeAactaBuUTenb (NO pa3peleHUIo CNopHbIX BonpocoB) (dispute resolver): [lMuo, HazHavyaemoe
areHToMm (3.9), Ana okasaHuUsa NOMOLLKM CTOPOHaM B peLleHM CNopHbLIX BOMPOCOB (3.0).

[TpnmeyaHune—IllpeacraBurenem MoxeT ObITb NepcoHan, NUUO, Beaylee vyxue gena d6e3 nopyveHus, nnm
MU0, HAHATOE Ha AOTOBOPHOW OCHOBE.

3.8 opraHusauua (organization): 'pynna paboTHUKOB N HEODXOAUMBIX CPeaCTB C pacnpeaeneHmem
OTBETCTBEHHOCTWU, NOJTHOMOYN 1 BSAUMOOTHOLLUEHUI.

lNMpumep — Komnarus, kopnopayus, hupma, npeonpussmue, ydpexoeHue, 61aczomeaopumesibHasi op2aHu-
3ayus, npednpusmue po3HU4YHOU mopzaoeasu, accoyuayus (3.1), a makxe ux noopasdeneHus unu KoMbuHayus u3s

HUX.

[TpumevyaHwmns
1 HacTtoswun cTaHgapT NPUMEHNM K OpraHn3aumnsm pasHoro Tuna, Kaxaast n3 KoTopbiX UrpaeT pasnnydHyto porb B
npouecce yperynupoBaHns CnopHbIX BonpocoB (3.6). Cioga OTHOCATCSH OpraHu3aunmn, MMeLWmMe HepaspeLlleHHbIE

2
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Xanoobl (3.3), areHTbl (3.9) N0 peLweHnto CNOPHbLIX BOMNPOCOB 1 accounaumm (3.1), npoBoasiine ninm CNOHCUPYIoLWMeE Npo-
LLECC yPEerynupoBaHus CNopHbIX Bonpocos. [Ans yaobcTea nonb30BaHUS B HACTOSIWEM CTaHOAPTE TEPMUH KOPraHmn3anuns»,
NPUMEHSEMbIN CAMOCTOATEINBHO, O3HAYaEeT yupexageHne, NonyvmBlLEE HeEPa3pPeLLEHHYIO Xanoby, KOTOPOe B HACTOSWNN
MOMEHT SIBNSIETCH YHYACTHMKOM Criopa unm oygeT nm. TepMUHBI «areHT» U «accoumnaumnsa» NPpUMeHNMbl 45 ONMcaHna opra-

HM3auum apyrmx TUNoB.
2 TepmuH agantunpoBaH n3 NCO 9000:2005, ctates 3.3.1.

3.9 areHT (no peweHUK CNOpPHbIX BonpocoB) (provider): J1nuo unm opradusauuma (3.8), nposogsallas
npoLecc U1 pykosoasilagda rnpoLeccoM yperynmpoBaHig CNOPHBIX BONPOCOB (3.60), ABNs0LWascd BHELLUHE W
MO OTHOLUEHUIO K opraHusauun.

[TpumevyaHwms

1 B obuwem cnyvae areHT — 310 NNuo, PUANYECKN HE3ABUCUMOE OT Opranmn3aumm n nctua (3.2). Takum obpasom,
cobnogaeTcs HE3ABUCUMOCTb M BeCNPUCTPACTHOCTL (CM. 4.5). B HEKOTOPLIX Cryvasx B pamMKax opraHmsaumm co3gaeTcs

OTAENbHOE NogpasgeneHmne no padboTe ¢ HepaspelweHHbIMM Xanobamu (3.3). HacTtoswmm ctangapt He npegHasHa4veH
ONA TaKNX Crny4vyaeB, HO MOXET OKa3aTbCs MNOME3HbIM.

2 AreHT 3aKkno4vaeT Co CTOPOHAMU KOHTPAKT Ha yperynmpoBaHUE CropHbIX BONPOCOB U OTYMUTLIBAETCH NO paborTe.
AreHT HasHa4aeT NpeacTaBuUTErNS, a TakkKe OpraHn3yeT NoaaepXKy, ynpasneHne n apyrue euabl pabort no obecneveHuto
dMHaAHCOBBIMK pecypcamMmn, KaHUTOBapamMmn, COCTABIMEHUIO PpacnMcaHnmn, obyyerHunto, NpegocTaBneHnio NOMeLWEeHNN, Had-

30pyUT. A.
3 AreHTamm MOryT ObiTb OpraHmu3aymm pasnuyHbiX POpmM COODCTBEHHOCTU, BKINOYAs HEKOMMEPYECKUE, KOMMEPUE C-

Kne n 0bWeCTBEHHbIE YUYPEXAEHUA, B TOM YnCne n accounaumm (3.1).

4 PykoBogswue NnpyMHUMNbI
4.1 O6wWMe nonoxeHuUn

B ocHoBe 3 PpekTUBHOIO U pe3ynbTaTUBHOIC YperynmpoBaHUsi CNOPHLIX BONPOCOB NeXUT YeTkoe cneao-
BaHMEe PYKOBOAALMM NpUHLUMNAM, YCTaHOBNEHHbIM B 4.2—4 .12.

4.2 Cornacue Ha y4vyacTtue

Yyactue UCTLUOB B yperynmpoBaHUn COpHbIX BONPOCOB, npeafiaraeMmoe opraHusaunein, 40mKHO ObiTh
000poBOnbHEIM. Cornacue Ha ydactue 4oMKHO OblTb OCHOBAHO Ha NOMHOM NMOHUMaHUK NpoLuecca, MHPOoPMIN-
POBAHUM O HEM 1 €r0 BO3MOXHBIX pe3yribTaTax. Ecnnnotpebutenem siBNSIeTCA NULO, KyNUBLLEE UM UCMONb3Y-
oLee NpoayKumo 4na NMYHbIX UK BbITOBLIX HYXKA, TO ero corfacmne Ha ydacTtue B yperynmpoBaHum He A0IMKHO
ObITb 0bs13aTenbHBIM (CM. NpunoxeHue C).

[TpumevyaHwms

1 Cornacue Ha y4yacTue B yperympoBaHum CNopHbIX BOMNPOCOB MOXET ObiTh 006513aTenbHbIM YCITOBUEM B KOHTPAaK-
Tax Mexgy opraHmsaumnsimu.

2 B pasnuyHbiX cTpaHax cornacue Ha yqactune MOXeT noanagaTtbh nog AENCTBME 3aKOHOAATENbHbBIX U ApYrnx 06s3a-
TenbHbIX TpeboBaHUN.

4.3 OOCTYNHOCTL

[TpoLecc yperynmpoBaHMA CrOPHLIX BOMPOCOB A0JTKEH ObITb AOCTYMNHLIM 41151 0OHapYXeHUS1 1 UCNOSb30-
BaHUA (CM. NpunoxeHue D).

4.4 NMpUMeHUMOCTDb

MeToa yperynmpoBaHUA CNOPHBbIX BOMPOCOB, NpeafiaraeMbi CTOPOHaM — yYacTHUKaM cnopa (CM. npu-
noxxeHue A), 1 BCe BOSMOXHbIe BMAbl KOMMeHcaunun UCTLY AOIMKHBI COOTBETCTBOBATL NpeaMeTy crnopa (CM.
npunoxeHue E).

4.5 becnpucTpacTHOCTb

OpraHmsauma OormkHa npuctynaTtb K yperympoBaHUIO CNOPHBLIX BOMPOCOB C HaMepeHueMm becrnpu-
CTPaCTHOro N 4YeCTHOTOo pa3spelleHnd cnopa c nctuom. Opranmsauyusa gomkHa BbliOpaTh areHTa, NnepcoHarn KoTo-
POro N NpeacTaBUTENN, 3aHATLIE B YPErynMpoBaHNKM CrIOpHbIX BONPOCOB, HE UMetoT npeaybexaeHuin n oo bek-
TUBHbI. Takum obpasom, npouecchbl, pekoMeHAauunm WU ycTaHaBnMBawLWne pelleHna OyayT cuuTaTheA
HEe3aBUCUMbIMKU U cnpaBeannMBbiMuU A5 06enx cTopoH (CM. npunoxenue F).

4.6 KOMNeTeHTHOCTDL

[TlepcoHan opraHmMsaunmn, areHTel U NpeacTaBUTenn AoMKHbl 0bnagath NUYHBIMK KavyeCcTBaMK, HaBblKa-
MW, NOArOTOBKOW N ONbITOM, HEOOXOAUMBIMU A4S BbINONTHEHUA CBOUX 00A3aHHOCTEW Hagnexalwmum obpasom
(CM. npunoxeHue G).
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4.7 CBOeBpPeMEHHOCTb

CnopHbIe BOMPOCHI A0MKHbI ObITh YperynmupoBaHbl Tak ObICTPO, Kak TOMNbKO BOSMOXHO, C y4eTOM npeame-
Ta cropa 1 UCnonb3yemMoro npouecca (CM. npunoxeHue H).

4.8 KoHdbuaeHUMNaANbHOCTDL

Heobxogmmo nogaepxmeaTtb KOHUAEHLUWANBHOCTb U 3allULLaTb NEePCoHanbHy MHgOpMaLInIo, ecnn
ee packpbiTue He TpebyeTcs No 3aKOoHYy, UMK MPU MONYyYEeHUU Ha 3TO COrnacus 3anMHTepPecoBaHHOro nuLa.
AHanornyHelM 0bpasom cneayet noaaepXXmMBaTtb KOHPUAEHUNANBHOCTb U 3aLLMTY KOMMEPYE CKOMN TalHbl, eCNK
packpbiTUe JaHHON UHPOPMAaLIMN He TpebyeTcd Mo 3aKOHY, UMK NPU Cornacum CTOpoHbl — obnagaTenst KoM-
Mep4YecKkon TalHbl Ha ee 0OHapoaoBaHMe.

[TpumevyaHmns

1 lNepcoHanbHasi MHOPMAaUUs — 3TO CBEAEHUS, KOTopble, byay4mn CBA3aHHBIMU C KOHKPETHBIM MULIOM, MOTYT ObIThb
MCNONb30BaHbl AN €ro nAeHTUOMKa UMK, BKNo4Yas yCTAHOBINEHNE UMEHW, aapeca, INEKTPOHHOW NOYThl, HOMepa Tenedo-

Ha 1 Apyrmx gaHHbiX. [ns kaxxgon cTpaHbl CyLWECTBYET CBOE TOYHOE TONKOBAHME 3TOr0 TEPMUHA.

2 [aHHbIn NpUHUMO MOXET ObiTb NPUMEHMM NOCPEACTBOM MONUTUKU YNPaBNeHUs OTHOCUTENbHO AOBeAEHUS W
NCNONb30BaHNA MHOPMaUUKM, NONYHYEHHOW B NPOLEcce yperynmpoBaHnUs CNOPHbIX BOMPOCOB, NPU 3asiBNEHMN O TaKoW

NOJINTUKE €ro y4aCTHUKaM.
3 InsnpuBneveHns Ha 4OB6POBONIBHON OCHOBE OpPraHn3aunm K yperyrnmpoBaHuio CNopHbIX BONPOCOB MHOr4a Heob-
XO0AUMO 3aWmulaTh JaHHbIE O HAMMEHOBAHNM OpraHn3auunmn, ecrnn packpboiTUe 3TUX AaHHbIX He TPebyeTCs No 3aKOoHy.

4.9 lpo3payvyHOCTbL

Heobxogumas tHpopMaLunsa, KacatoLlasica npoLuecca yperynmpoBaHUa CNOPHBLIX BOMPOCOB, areHTa n ero
OeATeNnbHOCTU, ACTMKHA ObITb packpbiTa UCTLLAM, OpraHnsaumnsm 1 obLEeCTBEHHOCTU (CM. NpunoxeHue ).

[TpnmedaHnwue—IllpuHuMn Npo3pavyHOCTN CBA3AH TONBKO C MHOpMaUnen o npouecce yperynmpoBaHus criop-
HbIX BOMNPOCOB, areHTe U ero AesTeNbHOCTU, HO HE CBSI3aH ¢ 0bHapoAOBaHMEM NEPCOHANbHbIX AAHHBLIX 00 UCTLE N KOMMEP-
4YeCKOW TanHbl OpraHn3auunmn.

410 3aKOHHOCTBL

NpoLuecc yperynmpoBaHUsa CropHbIX BOMPOCOB A0TKEH OCYLLECTBATLCA B COOTBETCTBUN C JENCTBYHO-
LM 3aKoHO4aTeTIbCTBOM N IOTOBOPEHHOCTAMN CTOPOH.

4.11 BO3MOXHOCTL

Heobxoagumeble pecypcbl AN yperynmpoBaHns CrnopHbIX BOMPOCOB A0/ KHbI ObiTb B HANUYUN 1 AOIMKHBbI
ObITb UCMOSIb3yEMbIMU, a Takke 3P EKTUBHO U pe3yfbTaTUBHO YNpaBgeMbIMU.

4.12 llocTOoAHHOE ynyJlleHUe

[MoBblieHUe 3D EKTUBHOCTN U pe3yNbTAaTUBHOCTU NpoLecca yperynmpoBaHUS CriopHbIX BOMNPOCOB A0/1-
XXHO ObITb MOCTOAHHOW LeNbo opraHu3aLun.

5 CTpyKTypayperynmpoBaHus CNOPHbLIX BOMPOCOB

5.1 O6a3aTenbLCTBO

OpraHusaums gormkHa cTpeMnUTbes K 3dpdpeKTUBHOMY U pe3ynbTaTUBHOMY MpoLeccy yperynmpoBaHuUa
CNOPHLIX BOMPOCOB B COOTBETCTBUU CO CBOEN MOJTUTUKOWN YperynmpoBaHnUs CrOPHbIX BONPOCOB (CM. 5.2). Oco-
ODeHHO Ba)KHO, 4YTOObI BhicLlee PYKOBOACTBO ObINO 3aMHTEpecoBaHO B obecnevyeHnn pesynbTaTUBHOMO WY
3PP EKTUBHOIO NpoLecca yperynmpoBaHus CnopHLIX BONMPOCOB U AoBeaeHUM cBeaAeHWUN 40 NepcoHana opraHu-
sauun. CTpemneHue KyperynmpoBaHUIO CMOPHBIX BONPOCOB MOXKET CTaTb NONTe3HbIM AOMNMONTHEHMEM KNpoLeccy
paboThl C XKanobamuy BHYTPU opraHnsaLnm 1 No3BONUTL NepcoHany U nctuam crnocodbcTBOBaTh YNyYLLEHUHO
MPOLECCOB M NPOAYKUWUN opraHusaunm. 310 CTPEMIIEHUE AOTKHO BbITb OTpaXXeHOo Npu opMnUpoOBaHNN N pa3-
BEPTbIBAHUN TMONUTUKN WU NpoLeayp yperynupoBaHUSA CNOPHbLIX BOMNPOCOB MNOCPEeACTBOM obecrneyeHus
HeobxoanMbIMN pecypcamMiu, BKNoYas obyveHue.

OpraHnsauns 4omKHa Takke CTPEMUTLCS K BbIDOpY Handbonee apdekTUBHLIX N pe3ynbTaTUBHLIX areH-
TOB MO PeLUeHUIO CNOPHBIX BOMPOCOB B COOTBETCTBUM C LIeNSMU opraH1u3aunn 1 ee npoueccamm (CM. NPUNoXe-
He J).

[TpunmeyaHwne— EcnnareHToM SBNSETCH accoumaumns, pEKOMEHAYETCH, YTODObI OHA NpeaocTaBmna AOKYMEH-
Tbl 00 OUEHKEe CBOEW AeATENbHOCTU U BO3MOXHOCTEW B AaHHOW obnacTw.

4
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5.2 Nonutuka yperynmpoBaHud cCnopHbIX BONPOCOB

5.2.1 ®opmMmUupoBaHUe NOJNTUTUKA

Bbicllee pyKOBOACTBO ACIIKHO POPMUMPOBAaTL YETKYHO M OAHO3HAYHY0 MOMUTUKY YPeryrnmpoBaHUs Crnop-
HbIX BOMNPOCOB. Takada nonuTuKa AoMmKHa XxapakTepmnsoBaTbh OOCTOATENLCTBA, NMPU KOTOPLIX opraHM3aund byager
MHPOPMUPOBATL NOTPEDUTENEN O NPOoLIecce YperynmpoBaHus CriopHbIX BONPOCOB U NpeanaraTtbh UCTLAM pas-
pelnTb CMOPHYIO cuTyauuto (M. npunoxeHue K). OpraHmsaumm HagnexuT onpegenuTb, A0IHKHBI 1M UCTLbI
BOCMOMb30BAaTLCH NPOLLECCOM paboThl € XKanobamun BHYTPU opraHnsannm 4o Havana npoLlecca yperynupoBa-
HUASA CMOPHLIX BONpocoB. [onnuTuka AoMmkHa ObiTe AOCTYNHa ANs1 COOTBETCTBYIOLWEro nepcoHana, UCTLOB,
notpeduTenen n Apyrux sanHTepecoBaHHbIX cTopoH. OHa ACMMKHA NoAaePXKXMBaTbCA NpoueaypaMmm U Lenamin
0N KaXXaou pyHKUKUKM U poni BOBNEYEHHOro B NpoLecc nepcoHana.

[TpumeyaHune— OpraHnsauns MOXeT COrnmacuTbCA Ha yperynnpoBaHne CnopHbIX BONPOCOB 40 BO3HMKHOBE-
HUSA CNOPHOW CUTYaLUM UK, B 3aBUCUMOCTU OT OOCTOATENBCTB, NOCNE BO3ZHUKHOBEHUS CMOPHOM CUTYaLMKN Ha Npeanarae-
MbIX en ycnoBusix. OpraHmsaymsi MOXeT NPUAEPKUBATBCSH 3TOr0 NMPUHUMNA Kak Ansl BCEX ChnydaesB, Tak U ans aen
oTAenbHbIX KaTeropmn. OpraHn3aumnsa MOXeT NpegocTaBUTb AOMONHUTENbHbIE 06A3aTENLCTBA, HANPUMEP FrAPaHTUNHbIE
0bs3aTENLCTBA, UMK 3aKNIYNTL AOroBOp ¢ noTpebutenem (cm. npunoxenme C), peknamMmHble «obelaHna» nnu cornawie-
HWUS C areHTOM.

[1pyn dopMUpoBaHUN NMONMUTUKU YPEryNMPOBaHMS CNOPHBIX BOMPOCOB opraHisauuna gomkHa y4YnuTheiBaTh:

- BCe COOTBETCTBYIOLLME 3aKoHOdaTeNbHbIE U ApYyrne obssaTenbHble TpeboBaHUS;

- (bMHaAHCOBLIE, onepaTuBHbIE N OpraHn3aLOHHbIE NOTPEDOHOCTN;

- OUEHKY BIMUSAHUSA NONUTUKM Ha YOOBNETBOPEHHOCTL NOTpedbuTens;

- KOHKYPEHTHYO cpeay;

- BXOAHble AaHHble OT UCTLIOB, NOTpebuTenen, nepcoHana u gpyrux sanHTepecoBaHHbIX CTOPOH;

- Npouecchl MEHEAXKMEHTA Ka4vecTBa, NpaBuna AOCTUXKEHUSA YOOBNETBOPEHHOCTU NOTpedbutenen n npo-
Leccbl obpalleHus ¢ Xanobamu B opraHusaLnm;

- apyrue cnocobbl yperynmpoBaHUsl CNOPHbIX BOMNPOCOB, Hanpumep cyaebHoe pasbupaTtenbCcTBO.

5.2.2 AHanu3 NONMUTUKK

[TonnTrka gomkHa aHannM3npoBaTbCs ¢ onpeaeneHHoOn NepuocanyYHOCTLIC U NPU HEODXOONMOCTU aKkTya-
NN3NpPOoBaTbLCA.

5.2.3 CornacoBaHHOCTb NONMUTUKIA

[Tonutrka B 0bnacTu kavyecTsa 1 NONMTUKA No padoTe ¢ xanobamu n yperynmpoBaHMIo CNOPHbIX BONPO-
COB JOJKHBI ObITb cornacoBaHbl Mexay cobon.

5.3 OTBeTCTBEHHOCTb BbICLUEro pyKoOBOACTBa

Bricwee pyKoBOACTBO AOIMKHO 0BecrnevmnTb, YTODbI:

- NONUTUKAa yperynmpoBaHns CriopHbIX BONPOCOB ObiNa AoBeAeHa A0 CBeAeHUS NepcoHana opraHmaa-
LA N LeNn yperynmpoBaHusi CNopHbIX BONPOCOB ObINM YCTAHOBMNEHbI B COOTBETCTBYOLLMX NoApasaeneHunsix
opraHu3aLUum N Ha COOTBETCTBYHOLLNX €€ YPOBHSIX;

- NpoLecc yperynmpoBaHUga CNOPHbLIX BOMPOCOB noanexan nnaHUpoBaHUIo, NPoeKTUPpOBaHUIO, paspa-
DOTKe, BBINMOMHEHWUIO, NoAAEePXKAHNIO U YYYLLIEHUIO B COOTBETCTBUNM C 3TUMU LIENSIMU;

- NepcoHan noHMMan B3aMMOCBSA3b MnpoLlecca yperynupoBaHUsa CNOPHLIX BOMNPOCOB C HAMepeHUAMN
opraHusauum no obecneyeHUo yaoBNeTBOPEHHOCTU NOTPEbUTENS;

- OopraHusaums onpeaenuna v pacnpegenuna pecypcol, Heobxoaumele ans apdpeKTUBHOro, pesynbTa-
TUBHOIO U BECnpUCTPaCcTHOrO npoLecca yperynmpoBaHUAa CriopPHbIX BOMPOCOB, BKNOYasaA COOTBETCTBYOLLEE
obyueHue;

- NpoLuecc yperympoBaHnsa CriopHbIX BONPOCOB nponaraHanpoBarncy B opraHmsauun 1 obln goBedeH Ao
CBedeHNsA COOTBETCTBYIOLEro nepcoHana, notpedutenen n Uctuos (cMm. 4.3, 4.9 1 npunoxeHusa D n |);

- OTBETCTBEHHOCTb U NOMHOMOYUNSA, CBA3AHHbIE C yperynmpoBaHnUem CrnopHbIX BOMNPOCOB, BHYTPW OpraHu-
3auMKn ObINK YeTKo onpeaeneHsl;

- besoTnaratenbHo U 3PPEeKTUBHO ObINM NONyYeHbl yBeOAOMMNEHNA 0DO BCEeX 3HAYMMbIX Xanobdax,
KacaroLMXcs npoLecca yperynmpoBaHuUa CNopHBLIX BOMPOCOB, NPeACTaBUTENAX OpraHm3annn, areHTax, y4acT-
BYIOLLMX B 3TOM npoLecce, 1 NobblX ero pesyneraTtax.

6 lMnaHnpoBaHUe, NPoOEKTUPOBAHUE N pa3paboTKa
6.1 O6wme nonoxeHus

OpraHnsauua gofmkHa cninaHnpoBaTb, CIPOEKTUpoBaTh U paspaboTaTth adhdeKTUBHBLIA U pe3ynbTaTuB-
HbIA NpoLEecc yperynupoBaHna cnopHbiX Bonpoco. OpraHusaunsa gomkHa paspaboTatbe Heobxoaumble AN
JaHHOTro NpoLecca npoLleaypsl.
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6.2 Llenu

OpraHnsauua gosmkHa onpeaennTb Lienn yperynmpoBaHus crnopHbIX BoNpocoB. [aHHble uenu A0MmKHbI
ObITb M3MEPUMBIMU N COrNacyeMbiMn C MOSTMTUKON yperynnmpoBaHuUs CrnopHbIX Bonpocos (cM. 5.2). Llenu aon-
)XHbI aHaNN3NpoBaTbCS C onpeaeneHHon NepmMoanYHOCTbIO U NPU HEOOXOANMOCTM akTyanm3nupoBaTbCS.

6.3 Meponpuarua

OpraHusaunsa aomkHa OLUEHUTh CBOU TeKyLIMe BOSMOXHOCTU B OTHOLLUEHUU YperynmpoBaHUs Xanobd u
CMOPHLIX BOMPOCOB ANs onpeaeneHnst NoTpedbHOCTU B ACMONMHUTENBHBIX pecypcax Unu naMmeHeHnax. Takas
OLLeHKa MOXEeT BKIoYaTh B ceb4:

- XapaKkrep 1 nepnoanyHoOCTb BO3ZHUKHOBEHUS XKanob 1 CNopHbLIX BOMNPOCOB,;

- MeToAbl Tekyllen padboTbl ¢ Kanobamu;

- cny4dau ycrnewHoro 1 Heyga4dHoro yperynmpoBaHuga CNOPHBLIX BOMPOCOB ANd opraHu3auunu;

- 3aTpaTbl U BbIrodbl OT YCNELWHOro U HeygavyHoro yperynmpoBaHnUga CNOPHLIX BOMPOCOB;

- 3aTparThbl U BbIroAbl OT aganTtaunm CTOPOHHEro npoLlecca yperynmpoBaHMA CropHBIX BOMNPOCOB.

6.3.1 lNpoekTupoBaHue

OpraHusauna gomKHa NpoekTUpoBaTh NpoLece yperynmpoBaHUs CNOPHbIX BONPOCOB Ha OCHOBe aHalu-
3a CBOeW AesaATeNnbHOCTU No paboTe cxxanobamm n yperynmpoBaHMIo CrioPHbIX BOMPOCOB, PECYPCOB U NONMUTUKA
yperynmpoBaH1sa CnopHbIX BOMPOCOB. [1poLecc yperynmpoBaHUA CropHbLIX BOMPOCOB MOXET ObITb B3aUMMOCBS-
3aH U Oo0MKeH ObITb cornacoBaH ¢ ApyruMmun NnpoLueccamm CUCTEMblI MEHEKMEHTA KavecTBa opraHunsauun. Npu
NPOEKTUPOBAHMNN HECOBXOOAMMO YHUTHIBATL ONbLIT APYrUX OpraHusaLunmn B yperynmpoBaHmn CNOPHbIX BOMPOCOB U
NPUBNEKaTb areHTOoB Mo YPerynmpoBaHUIo CrIOPHBIX BONPOCOB (CM. NpUnoXeHue L).

[TpHMMaemble BO BHUMaHWe paKkTopbl:

- NMPUHUMNBI, ONUCaHHblE B pasaene 4;

- BWAObl CNOPHBLIX BOMNPOCOB, TPEOYIOLWMX YperynupoBaHus (Hanpumep, No Kateropusim rnotpedbutenen
NN UCTLLOB, BUAaM NnpoayKumn);

- BO3MOXHbIe N nNognexawine paccMoTpeHno cnocodbbl BoO3MeLLeHUSA yilepda;

- npepgnaraemble MeTodbl YPErynmpoBaHMA CNOPHBIX BOMNPOCOB (CornacutenbHble, KOHCYNbTaTUBHLIE
n/Unn yctaHasnueatroLwiune);

- BO3MOXXHOE NPUHSATUE OopraHmnsaunein AonoNHUTENbHBIX 00A3aTENbCTB Mo y4aCTUO B YperynmpoBaHum
CNOPHbLIX BONPOCOB UM pelleHU B 3aBUCUMOCTU OT CUTYaLIUWK;

- KBanudpukaLua npeactaBUTENEN NO pa3peLlleHMNIo CNopPHBIX BOMPOCOB;

- BbINNaThl, NPU HANUYMKX TaKOBbIX, NoNararwmeca nctuam (Cm. npunoxeHue D);

- yyacTune CTOPOH (Hanpumep, nu4Hoe, B NTMCbMeHHOoW popme, no TenedoHy n/nnmn IHtepHeTy);

- KpUTEPUIM OLUEHKK CNOPHBLIX BOMPOCOB (3akoHoaaTeNbHbIe U Apyrue obsasaTenbHble TpeboBaHUA, Npa-
BMNa n/mnn 6ecnpucTpacTHOCTb UMK paBHOMNpPaBue).

[TpwnmeyaHune— Accounayumm Takke MOryT NPOEKTUPOBATh NPOLECCHI YPErynMpoBaHUS CMOPHbIX BONPOCOB
151 CBOUX YITEHOB U APYIrnX opraHn3auum.

6.3.2 AHanus

OpraHunsauunsa AomkHa aHannsnpoBaTb 0CODEHHOCTU MPOEKTUPOBaHUA NpoLecca yperynmpoBaHus Criop-
HbIX BOMPOCOB Cpean pasnnyHbIX KaTeropnuin UCTLOB A0 ero BHeApeHUs. AHann3 MoXeT ObITb NPOBEAEH C y4ac-
TUEM OQHOro N/MNU HECKONbBKMX areHToB. Ero pesynbtarthl A0MKHbI ObITh NpoaHanMsnpoBaHbl C TOUKN 3PEHUS
ynyJdlleHUA 0oCODEHHOCTEN NpoeKTa TakMM obpasom, YToDLI B OONbLUEN CTENEHN YAOBNETBOPATL NMOMUTUKE U
|enaAM opraHusauunn.

6.4 Pecypchl

OpraHusaumst gormkHa pacnofiaraTtb pecypcamu, TakMMn Kak repcoHarn, uHdopmMauusi, matepuansl,
(PMHAHCHI N UHAPACTPYKTYPA, N UCNONb30BaTb X Ans 3 PEeKTUBHOro 1 pe3ynbTaTUBHOrO:!

- BbIbOpa COOTBETCTBYIOLWErC areHTa;

- BKNaja B paboTy areHTa A0MKHBIM 06pa3omMm:;

- yyacTus B npoLecce yperynmpoBaHns CnopHbIX BOMNPOCOB;

- OUEeHWBaHUS AesITeNTbHOCTU AareHTa, erc npeacraButenen n pyHKUMOHUPOBAHUS Npouecca yperynmpo-
BaAHWUS CMNOPHLIX BONPOCOB.

7 HeuncrtBus

7.1 O6wme nonoxeHus

OpraHusaLuusa gommkHa NPMMeEHATb Npoueaypbl yperynmpoBaHMa CNOPHBIX BONPOCOB BecnpucTpacTHo,
3t eKTUBHO 1 pe3ynbTaTUBHO. [1py HeOBXOAMMOCTM areHT N opraH1u3aUms A0IMKHbI COrnacoBaTh NoOCe4oBa-
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TeNbHOCTb CBOUX AENCTBUN B LLeNsIX KoopanHaL MM AeATerbHOCTU B NpoLecce BO3HUKHOBEHUS, KOHTPOSSA, Moa-
TBEPXKAEHUS, OLIEHKN, YPEerynmpoBaHust CNopHbIX BONPOCOB (BKNoYasa npoueaypbl cbopa cooTBETCTBYHOLLNX
noKasaTenbCcTB), NCNOMHEHNSI BBIHECEHHOTO peLlleHns 1 NocneayrLux meponpusaTuin. MNpeacraBneHHas B
npunoxeHun M 6nok-cxema UNMICTPUPYET pasnnuyHbIe 3Tanbl YperynmpoBaHuUsa CNopHbIX BONPOCOB.

7.2 HanpaBneHue xanooOol

OpraHunsauus aormkHa BHeApUTb Npoueaypy HarnpaBneHus HepaspelleHHbIX Xarnob areHty. OpraHmsa-
LS MOXKET nepegapaTth XKanoodbl, KOTopble BbIU PACCMOTPEHBI, HO HE YperynmpoBaHbl BHYTPU opraHmsaLinn,
YKanoba moxeT 6bITb HanpaBneHa areHTy Mo XeraHu UCTLOB, MUHYS OpraHn3aLnto, eCnv 3To NpeaycMoTpe-
HO NOJTUTUKOW YPErynmpoBaHusi CNopHbIX BOMPOCOB opraHusaumn. OpraHmsauns AomKkHa NpoBoanTb OLEHKY
)Xanob B COOTBETCTBUU C YCTAHOBNEHHBIMU KPUTEPUAMK, COTMacoBaHHbIMU C areHToOM U OroBOPEeHHbLIMU B
KOHTpakTe ¢ notpebutenem. OpraHmnsaunst AomkHa HanpaensiTh Xanoby areHTy, ecnun aTa xanoba cooTBeT-
CTBYET YCTAHOBNEHHbIM KpUTEPUSIM. B NpOTUBHOM cny4vae opraHm3aunst AOMKHA 3aKpbITh XKanobdy, Mcnonbays
COOTBETCTBYOLWME npoueaypbl. OpraHnsauusa Takke Ao/PKHa obecneymBaTb NMPOCNEXUBAEMOCTb KaXKaoW
XanoOdbl, HanpaBnNeHHOW areHTy Takum obpasom, 4Tobbl oHa gocTurana agpecara.

7.3 NMony4veHne yBegomMneHnsa o CNOPHOM Bonpoce

[Tocne MHMUMMPOBaHUA NpoLecca yperynmpoBaHuUsa CnopHbIX BONPOCOB OpraHmn3aumns JOMKHAa NPOnH-
popMmnpoBaTb 06 3TOM COOTBETCTBYIOLWWA NepcoHan. Kpome nuu, 0OTBETCTBEHHBLIX 3a yYperynmpoBaHume Criop-
HbIX BOMPOCOB, MOTYT ObITb NPONHGOPMUPOBAHLI NoApa3geneHuns, OTBETCTBEHHEIE 3a obecnevyeHne Ka4vecTBa,
obpaboTKy Xanob, paboTy ¢ NoTpebuTensaMmmn n npaBoBble BOMNPOCHI.

7.4 lNopgroToBKa oTBEeTa opraHnsaLuuen

7.4.1 OueHKa cnopHoOro Bonpoca

OpraHusauna gomkHa npearnpuHnMaTh HeobxoaumMble 4eNCTBUSA MO OLLeHKE CNOPHLIX BONPOCOB. Takumu
O0eNCTBUAMU MOTYT ObITb:

- Mony4veHue sanucen no geny unu npoueccy, ctaswemy npm4ymMHON BO3SHMKHOBEHUA CNOPHOTO BONPOCa,
BKIHOUAs 3anmck 0 Npogaxke Nnun Konuo pekrnamMmHoro oosusasneHus (npyu HeodxoanmMocTi), 3anmcu o NPoBepKe
NN PEMOHTE, BCe UTOrOBbIE 3annucK o paboTe ¢ xanodbamu n MHopMaLuMio 0 ApYrmx xanodax (npr Hanu4un
TaKOBbIX), MOAAaHHbLIX NUCTLLOM;

- KOHCynbTauUun No TEXHUYECKUM, IOPUANYECKNM, TOPrOBLIM, MAPKETUHIOBLIM BOMPOCaM, a TakkKe CBSI-
3aHHbIM C 0DpalleHNAMK CXKXanodbamm n gpyrium Bonpocam c nepcoHanomMm areHTa, padboTtaroLlMmMm oT UMEHN opra-
HU3aLU N, eCrnin 3TO MPUMEHUMO K CIIOPHOW CUTYaLIUN.

[TpnmeyaHune— PekomenayeTtcs, UHTODObI opraHn3aumns nogaepxmearna 3anmcu 0 CnopHbIX BONpOcax, Xano-
bax ans nepegaydun ux areHTy, nNpeacTtaBuTento /mnu apyron CTOPoHe B NPeANOYTUTENBHON ANl HUX DOPME.

7.4.2 BbipaboTKa Ha4yanbHOM NO3NLUN

[Tocne cbopa COOTBETCTBYOLWMX 3anucei U BXOAHbLIX AaHHbIX OpraHu3auusa AormkHa BbipabdoTaTh
Ha4YanbHYO MO3ULIKIC B OTHOLUEHWUN MOTEHUMAaNMbHON OTBETCTBEHHOCTU, KOTOPYIO OHA roTOBa NOHECTU, N KOM-
neHcaLuuin, npyu HaNM4YnUM TaKOBLIX, KOTOPbLIE OHAa HAMepeHa BO3MECTUTb UCTLY. B cooTBeTCTBMU C NpoLeaypami
yperynmpoBaHusi CNopPHbLIX BOMPOCOB OpraHn3saLmng AoMKHA NponHpopMUpoBaTh O CBOEN NO3NLMA areHTa Unmu
HenocpeacTBEHHO WUCTUA, AOBeaAs 3Ty WHGopmauuo U Oo areHta. HavanbHasa nosnuma MoxeT ObITb
BblpaboTaHa:

- MO pa3peLleHnto CNopPHOro BONpPoca Ha YCIMOBUSAIX UCTLA;

- MO BbINOJIHEHME HEKOTOPLIX, HO HE BCEX YCNOBUN, NPpeAbABNEHHbLIX NCTLIOM;

- MO HEBBLIMOMHEHUIO HX OOHOTO N3 NPEeAbABNEHHLIX YCNOBUNA.

TpumevyaHwue—Illpn yperynmpoBaHMm CNnOpPHbIX BOMPOCOB ODbLIMHOW MPAaKTUKOW AN opraHm3ayun dyaer
peLleHne 0 NpeanoXeHnn NCTUy 0gHOro unmn bonee BapnaHTa KOMrneHcauun, He NpoTUBopeYalLee, No €e MHEHUIO, 3aKOHY,
npasunam Unu ApyrmMm Hopmam. 1o MOXeT BbITb MPOBEAEHO B BUAE XecTa J0DPOnN BOMNK, B paMKax NoONMUTUKN YOOBIETBO-
PEHHOCTU NOTPEOUTENS UMK C YHETOM MO3NLUNN NPEACTABUTENSA MO pa3peLLEeHUIO CNOPHLIX BOMPOCOB, accounauumn, OTBET-

CTBEHHOW 3a rNnpaBuria, Ui cyga.

7.5 YperynupoBaHue COpHOro Bonpoca

7.5.1 CornacurtenbHbIN MeTOL

[1pn ncnonb3oBaHUK cornacuTenibHOro Metoga (CM. NpUnoXkeHne A) sadasneHne o HavyanbHOW No3nLmnmn
OyaeT paccMaTpUBATLCH KakK Bbipa)XeHMe roOTOBHOCTM OpraHu3aLun K yperynmpoBaHUo CriopHOro Bonpoca.
OpraHusauma MOXeT nony4vyaTb TakuMe NpeanoXXeHUda Kak HenocpeACTBEHHO OT UCTUa, TaKk Mdepe3 npeacraBi-
Tend. [Nony4yms npeanoXxeHna no yperynmpoBaHUO CNopHOro Bonpoca, opraHnsauna goimkHa AoBeCTU No3n-
LMo UcTUa A0 CcBedeHUs COOTBETCTBYHOWeEro nepcoHana (cMm. 7.3). B oTHoweHWM npeanoXXeHHOro
YPEerynmpoBaHUsa CNOPHOIro BOMPOca OpraHusauns MoXKeT OOMONHUTENBHO NPOBECTU OUEHKY U MonyYnTb
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OOMNONHUTEeNbHbIE BXOAHbIE AaHHbIe (CM. 7.4). OpraHusauunsa AokKHa peLllnTb, NpUHUMaeT N OHa npearioXeH-
Hble YCNOBUS yperynmpoBaHUA CNOPHBLIX BONPOCOB, OTKIMOHSET UX UMW AeNnaeT BCTpevHoe npeanoxeHne. OHa
OOIMKHa yBeAOMUTL 00 3TOM UCTLUA U/MN NpeacTaBUTENA B COOTBETCTBUN C NpoLeaypamMin, yCTaHOBNEHHbIMU
areHToM. B cny4dyae nNpuHATUA NpeanoXeHuda opraHmsaums OoJDKHa nepeHanpaBuTb CMOPHBLIM BOMPOC
COOTBETCTBYHOLLEMY NEepcoHany: IOPUCKOHCYNbTY U pabOTHUKaAM, NPUBMEYEHHBIM K UCTIONMHEHWNIO NMPUHATOrO
peweHusa (CMm. 7.6).

B cnyyae HeOoCTUXKeHUs cornacua M HenpuUHATUSA pelleHUda Ha gaHHOM aTane opraHusauua gormkHa
onpegennTb, KakMe aansHenwmne MeToabl YperynmpoBaHUs CrioPHbIX BOMPOCOB, NMPU UX Hanu4um, dyayT npu-
MEHEHBI K YPerynupoBaHMio CNopHOro Bonpoca, U npouHgopmMmmupoBaTtb 00 3TOM areHTa.

7.5.2 KOHCcynbTaTUBHbIE U YCTaHaBNMUBaKwLiue MeToabl

[Tpn HEOOXOCAMMOCTU UCTIONBb30OBaHUA KOHCYNbTAaTUBHOMO UMW yCTaHaBNMBatroLWero metoga (CM. npuno-
XeHune A) opraHusauna gomkHa paspaboTaTh nnaH 1 6biTb roToBa K 3o pekTUBHOMY 1 pe3ynbTaTUBHOMY y4ac-
TUO B Npouecce. [pumepHble AeUCTBUSA, KOTOPLIE opraHusaunsa AohkHa npeanpuHAaTh:

- HasHadeHue nuua, OTBETCTBEHHOrO 3a BeaeHUe aena;

- onpegeneHne NpeanovTUTENbHOro cnocoba ydyactusa B COOTBETCTBUM € nNpoLeaypamMmm yperynmpoBa-
HUSA CMOPHbLIX BONPOCOB (Hanpumep, nM4yHoe NpUcyTCcTBuUe, no tenedpoHy, B NMCbMeHHOU popMe );

- NpoBeaeHne ganbHenLWero paccnegoBaHus, npyu HeobxXoaMMOCTN;

- cbop 1 copTUPOBKa AOKA3ATENbCTB;

- YCTaHOBNEeHWe NoTeHUManbHbIX cBUAgeTenen U AoKyMeHTanbHo NoATBEePXAeHHbIX CBMOETENbCTB;

- onpepgeneHne gManasoHa peleHU No yperynmpoBaHMIO CMOPHBIX BOMPOCOB, NPUeMNeMbIX ANA opra-
HU3aLNN;

- onpeaeneHne OTBETCTBEHHOCTU 3a NPUHATUE pelleHUs No CNoPHOMY BOMPOCY;

- paspaboTka YCTHLIX /MM NTMCbMEHHBIX 3asiBNeHNN, eCnii NPUMEHNMO;

- Ol/eHKa BO3MOXXHOCTEW Mo yperynmpoBaHUIo CriopHbIX BONPOCOB A0 NMPUHATUA pelleHUs;

- yyacTue B npouecce.

7.5.3 CornaweHue

B cnydyae OoCTUXKeHUA cornawleHnd rno CnopHoOMy BOMPOCY opraHM3aunga gofnkHa nepeHanpaBuTb ero
COOTBETCTBYIOLLEMY NMEepCcoHany: PUCKOHCYNbTY U paboTHUKAM, NMPUBMEYEHHBIM K UCMONTHEHWUIO NPUHATOrO
peweHnsa (CMm. 7.6).

7.5.4 llpuHATUE peKOMeHaauLuun

[Tpn nony4eHUM pekoMeHgaumnm no UToram npoLecca yperynmposaHMa CNopHOro Bonpoca (CM. NMpunoXxe-
He A) opraHusauna gomkHa yaenuts en ocodboe BHUMaHUE U onpeaennTb BO3MOXKHOCTb ee NMpUHATUA. Opra-
HU3aUMa AOofKHa YBeOAOMUTb O TMNPUHATUM pekoMeHdauuum areHta M uctua cornacHo npouegypam
yperynmpoBaHUga CrMopHLIX BOMPOCOB M COOTBETCTBYOLWMM Npasunam. B cnydyae AoCTUXKeHUa cornalleHus
MeXay opraHmsaumend n UCTLUOM Mo CropHOMY BOMNPOCY AaHHbLIM BONPOC ACIMKEH ObITb NepeHanpaBneH And
MCMNOJIHEHUA COOTBETCTBYIOWEMY nepcoHany (cM. 7.6). [1pn OTKNOHEeHUU peKkoMeHaaLu M opraHnsaumnga goimKHa
COOBOLUNTL areHTy U UCTLY O NpUYKMHaxX oTKasa.

7.5.5 AHanus yctaHaBnuBawLlero peweHUA

B cnydyae 3aBeplUeHUda npoLecca ycTaHaBNMBalOWMM pelleHUemM opraHmusauma aosbkHa onpeaenntb
HeobXoAMMOCTb NPOBeASHUA aHann3a, ecrnii ero BO3MOXHO NPOBECTM COrNacHo npoueaypam yperynmpoBa-
HUSA CNOPHBLIX BOMNPOCOB UM AEUCTBYIOLWEMY 3aKkoHogaTenbeTBY. Llenbio aHanusa asnseTca oLeHKa COOTBET-
CTBUS NPUHLIMNAM YPErynmpoBaHMsi CNOPHLIX BONPOCOB (CM. pasaen 4) n TodHoro cobntogeHus npoueayp. lMNpwu
HEBO3MOXHOCTU NPOBEeAEHNSI aHanms3a U ecn opraHusaLuusa pewmna He NnpoBOANTb TaKyHo OLEHKY, 00 3TOM
OOMKeH ObITb NPOUHPOPMUPOBAH COOTBETCTBYIOLLIMA NepcoHan opraH1usauumn ansa obecnevyeHmns UCNONMHEHUS
MPUHATOro pelleHna (CMm. 7.6).

7.6 AcnonHeHUe NPUHATOrO peLleHns

[Tocne yperynupoBaHUsl CMOPHOro BOMNpoca opraHusauna OomKHa npeanpuHaATb Bce HeobXoanmble
O0encTBUA NO UCTMONMHEHUIO NPUHATOrC peLlleHnsa Takmm obpasom, 4HTobbl OHO COOTBETCTBOBASIO COrMalleHunio,
pekoMeHaaunun Unn yctaHasnmBaroLweMy peLlieHUo. 3T ASUCTBUA MOTYT BKoYaTh B ceb4:

- onpeaeneHne Kakmx-nmbo cneundgpuriecknx AeUCTBUN, TpebyeMblX ANS UCNONMHEHUSA opraHusaunen
MPUHATOrO peLlleHnus (Hanpumep, Bo3MelleHue yepba unu apyrue Belinnathl, PEMOHT NPOoAYKLUAW NN Apyrme
OencTBuUd, npegnnucaHHble NMOo cornacoBaHHbIE).

[TpnmeyaHwne— [nsa BbINONHEHUS COrMalleHusi, peKoMeHJauum Unu ycTaHaBMMBAIOLWEro pelweHns UCTuy
MOXET NoOHAA0bUTLCA NPEeANPUHATL onpeaeneHHble AEeNCTBUS (HanpuMep, BEPHYTb MPOAYKLUUIO KaK yCITOBME BO3MELLEHUS

yObITKOB UK AOCTaBUTb NPOAYKUUIC B PEMOHTHYIO CNYKBY, YKA3aHHYI0 OpraHmn3aumnen);
- pacnpegeneHne OTBETCTBEHHOCTU 3a AaHHble AeUCTBUA MeXJy COOTBETCTBYIOLMM NepCcoHarIoM BHYT-
DU U BHE opraHmsauum (Hanpumep, No B3anMoaencTBUo ¢ NoTpedbutensamn, guHaHCOBON MHCNEKUMEN, OaMNC-
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TpubblOTOPpamMun, dpaH4Yans3nuHroMm, oTAenoM nNpoaaXk WU NPOU3BOACTBOM) WM JOBeAeHWe [0 UX CBedeHus
MHdopMaL K 0 TpedbyeMbiX CpoKax NI OXngaeMbiX nepnogax UCNonMHEHUs, ecrim 3To NPUMEHUMO;

- KoopanHaLM NCNOMNHEHUS NMPUHATOMO peLLleHNsa MeXay OTBETCTBEHHbIM NepCcoHanom, UCTLLOM U ApY-
TMMK NMLaMN, a Takke MOHUTOPWUHI NpoLecca BhINMONMHEHUA peLIeHNs Mo KaXXaoMy N3 HUX;

- noaTBepXaeHWe BbINONMHEeHUs peLleHns;
- yBe[lOMJIeHMe areHTa O BbINOMNHEHUU peLleHns UNu, B criydae 3adepKki, o ee NMpudnHax;

- onpepgeneHve yaoBneTBOPEHHOCTU UCTL,a UCTIONTHEHNEM PELLEHUS: 3aKpbITUe Aena B crny4vae 4oCTUXe-
HUS YOOBNETBOPEHHOCTU UCTLA; onpeaeneHne AonoTHNTENbHbBIX AEACTBUN B crlydae HeyAoBNeTBOPEHHOCTY
MCTLLA UCTIONTHEHUEM MPUHATOrO peLLleHKUs.

[TpunmeyaHwue— [dononHUTENbHbIE AEUCTBUS MOTYT BKITIOYATL B cebs ganbHenwmne aenctems no obecneve-
HUIO UCNOTNTHEHUSA MPUHATOrO peweHns Nnbo Bo30OHOBNEHNE npoLuecca yperynmpoBaHus CriopHbIX BOMPOCOB.

7.7 3akpbiTue gena

[Nocne yaoBNeTBOPUTENLHOIO UCMOMTHEHUA NPUHATOrO peLLeHUs No YPErynmpoBaHMio CopHbIX BOMPOo-
cOB NMBO B crnyvyae 3aBeplLueHna npoLecca 6e3 Bo3MeLLeHNA KOMNeHcaL n opraHn3aL Mg MOXeT 3akpbiTb AeNo
1 NpouHdopMmnpoBaTb 06 3TOM COOTBETCTBYIOLLNIA NepcoHarn BHYTPU U BHe opraHmMsaunn. 3anucu no geny
opraHmsauua gosmkHa nogaepKmpaTthb B paboyemM cocTosAHUM B COOTBETCTBUN C NPOLLEAYPO XpaHeHUa JOKY-
MEeHTaLun1 B opraHusaum n TpeboBaHUaAMU 3aKkoHoAaTeNbCTRA.

8 MNMopaepxaHue N ynyJweHue

8.1 MOHUTOPUHT

OpraHmnsauua Jo/TKHa ocyLLecTBATb cOop 1 peructpaLnto nHpopmaumm, OTHOCALLIEACS K MPUYNHE BO3-
HUKHOBEHMA, KCaMOMY NpoLeccy U pe3yfbTaTaM pelleHns BCceX CropHbIX Bonpocos. OpraHnsaumsa MOXeT no-
aepxuneatb B paboyem cOCTOSAHMM 3anncn 0O yperynmpoBaHWN CNOPHBIX BOMPOCOB UMM UCMNOMb30OBAaTH
CBeeHUs, MoJTly4eHHble OT areHTa.

8.2 AHanu3 n oueHkKa

OpraHmsauua AomKHa perynsapHo aHanuMsnupoBaTb AaHHble 06 yperynnpoBaHUU CriOPHBLIX BOMPOCOB B
LIeNIAX BbIABIIEHUS CUCTEMATUYECKMX U pa30BbIX MPUYMH U TEHAEHLMA OTHOCUTENbHO NPOAYKLUN, AOCTKEHNS
yOBNEeTBOPEHHOCTU NoTpedbutens, npoueayp obpalleHuns ¢ xanobamun n yperynmpoBaHnUa CNOPHbBIX BOMPO-
COB, NpeAcTaBfieHNs pelleHniA CNOPHbLIX BONPOCOB U Bbibopa areHTa.

8.3 AHanu3 co CTOPOHbLI PpYKOBOACTBA

8.3.1 OOLwWune nonoxeHus

BbicLLee pykoBOACTBO ACIHKHO perynspHo NpoBoanUTb aHanus npoLecca yperynmpoBaHus CrnopHbIX BOT-
DOCOB B opraHmsauumn B Lensx:

- noaaepXkaHusa NPUrogHoCTK, aaekBaTHOCTU, 3D EKTUBHOCTU N pe3ynbTaTUBHOCT M NpoLecca yperynm-
PDOBaHWUSA CNOPHbIX BOMPOCOB;

- PACCMOTPEHNUA CIlyHaeB HEHAAJ1eXallero BblNMOJIHEHWUA NMPOLUECCOB YPEryJimpoBaHWUA CNMOPHbBIX BOMNMPO-
COB B COOTBETCTBA C COlTIalUEeHNEeM, DEI{OMEHﬂaLI,I/IEIZ NI YCTaHABITNBAOLLAM PELLUERHNEM,

- BbISIBMIEHUA U KOPPEKTUPOBAHNSA HECOOTBETCTBINM NPU y4acTUM opraH1MsaLmm B npoLecce yperynmpoBa-
HNS CNOPHBIX BOMPOCOB;

- OLIeHKM BO3MOXXHOCTEW NS YNyYLLIEHUS NPOLECCOB, NPCAYKUMN N YCUNUIA, HanpaBleHHbIX Ha AOCTUXe-
HUe YOOBNETBOPEHHOCTU NOTpebutens.

8.3.2 BxoaHble gaHHbIe

BxogHble OaHHble ANA aHanu3a cO CTOPOHblI PYKOBOACTBA AO/MKHbI coaepXaTb Ccleayiollyro
MHPOPMaLIUIO:

- BHYTpeHHUe aKkTopbl, HanpuMmep WU3MeHeHUe MNONUTUKK, Lenen, opraHusauMuoHHOU CTPYKTYpPHI,
OOCTYMHOCTU PecypcoB, NPOoLEeCCOoB 1 NpeanaraemMomn npoayKunm;

- BHeLlUHWe pakTophbl, HANpMMep N3MeHeHs B 3akoHodaTeNbCTBE, NPaKTUKe KOHKYPEHTOB UM TEXHONO-
rm4eckme MHHoOBaLU A,

- obulee pyHKLUMOHUPOBAHUE NpoLiecca yperynmpoBaHust CNopHbIX BONPOCOB;

- pe3ynbTaThbl OLEeHKN MeTOOO0B areHTa;

- npegynpexaaruime U KoppekTupyrolume a4encTBuUs;

- JENCTBUSA, peLleHmnst No KOTOPbIM ObINX NMPUHATLI B Xo4e npeablayuero aHanuaa.
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[TpunmedaHwne—Vupopmaumsa no obwemy QyHKLNOHNPOBAHUIO NpOoLLEecca yperynmpoBaHus CrnopHbIX BOMNPO-
COB MOXET BKNtO4YaTh B ¢e051: AaHHble 06 3 PHEKTUBHOCTH, pe3yNnbTaTUBHOCTU, AOBEPUMN NOTPEBUTENEN K OpraHn3aunm, nx
yAOBNETBOPEHHOCTU, NPOLEHT pa3pelleHHbIX Xanob, 3atpaTbl (BKNoYasa CpaBHEHWE C MNOTEHUMANbHbIMKU CyaebHbIMY
N3gepxXkamm) n pesynbrartbl MOCTOAHHOW OLEHKN areHTOB.

8.3.3 BbixoaHble AaHHbIe

BuixoaHble AaHHbIE aHanM3a co CTOPOHbI PYKOBOACTBA ACITDKHbI BKMOYaTh B cebsl peLllueHust Mo cneayto-
LLIMM BOMPOCaM:

- noBblWeHne 3P HEKTUBHOCTU N Pe3yrbTaTUBHOCTM NMPOLECCOB yperynmpoBaHUSa COpHLIX BOMPOCOB,
obpalleHune ¢ xanobamun, a TaKke ynyvleHne Kayectsa npoayKunu;

- KOMMETEHTHOCTb, DYHKUUOHUPOBAHUE U NPUIrOAHOCTb AEACTBYIOLLEro areHTa Ans yperynmpoBaHus
CMNOPHbIX BONPOCOB;

- paboTa ¢ yCTaHOBMIEHHBLIMU MOTPEBHOCTAMU N HeaoCTaTKaMn opraHusaumn (Hanpumep, NporpaMmmebl
MOArOTOBKN), CBAA3AHHBLIMM C YperynmpoBaHnem cnopHbIX BONPOCOB.

3anncu, OTHOCALLIMECS K aHaNN3Y CO CTOPOHBI PYKOBOACTBA, AC/TPKHbLI BECTUCH U NOAAEPKUBATLCS B pabo-
YyeM COCTOSAHUN.

8.4 lNocTOoAAHHOE ynyulleHUue

OpraHunsauunsa gomkHa HenpepbiBHO NoBbIWAaTh 3QEKTUBHOCTL U pe3yNbTaTUBHOCTL NpoLlecca ypery-
NUPOBaAHUS CNOPHBIX BOMPOCOB. ATO MOXKET ObITb AOCTUTHYTO NOCPEACTBOM NpeaynpeXxaaroLnX UKoOpPeKTUpY-
IOLMX AEeNCTBUN, a TakKe MHHOBALMOHHBIX YIy4YLLUEeHUN.

OpraHunsauus gormkHa npeanpuHuMaThb AeUCTBUS MO YCTPpaHEeHUIo NMPUYNH CYLLIECTBYIOLLUX U NOTEHL -
anbHbIX Npobnem, NpUBCAALLNX K Kanobam, B Lenax npeaynpexaeHus nx NOBTOPHOro BO3HUKHOBEHUS U Heo-
NyLeHNs1, COOTBETCTBEHHO.

OpraHnsaunsa AomKHa:

- K3yYaThb, BbISIBNATbL U UCNOMb30BaTh ONbIT APYrMX opraHMsaLnMn B npoLecce yperynupoBaHusi CNopHbIX
BOMPOCOB;

- KYNbTUBUPOBATbL B opraH1saLmnm noaxoa, OpUeHTUpOBaHHLIA Ha NOTpebuTens;

- NOOLWWPATb UHHOBALIMK NpU pa3paboTke npoLecca yperynmpoBaHus CrnopHbIX BONPOCOB;

- MHPOPMUPOBATL NULL, OTBETCTBEHHLIX 3a pa3paboTKy npouecca yperynmpoBaHusi CNOPHbIX BOMPOCOB,
060 BCcex cBA3aHHbLIX ¢ HUM npobnemax;

- y3HaBaTb O Crny4vasX, Koraa yperynupoBaHuMe CcnopHbIX BONPOCOB ObLINMO OCYLECTBNEHO HaUMyYLLNM
obpasom.

[TpumedaHune—nagononHUTenbHbIX PEKOMEH4AUNN NO METOAUNKE NOCTOAHHOIO yIy4leHns opraHn3aumm
moryTt socnone3oBatbcs VCO 9004:2000 (npunoxeHue B).
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[MpnnoxeHwne A
(cnpaBo4HOe€)

PekoMmeHpaLuum no mMetoaamM yperynmpoBaHUsl CMOPHbIX BONPOCOB

A.1 Obwme nonoxeHus

TepmunHonorvs, ncnonb3dyemasi aAnsi onucaHus pasfnuyHbiX METOA0B YPErynmpoBaHUs CNOPHbIX BOMPOCOB, MOXET
pasnu4yaTtbCs B 3aBUCUMOCTU OT CTpaHbI1 ). lHOrOa OmH 1 TOT 3Ke TEPMUH, NCNONb3yEMbIN ANl ONNCaHUA MeTo4a B OAHON
CTpaHe, MOXET ONUCbIBATb OTIMUYHbBIN OT 3TOr0 MeTo/4 B APYron ctpaHe. Bo nsbexaHme HecornacoBaHHOCTU B MPUMEHEHUA
TEPMMHOB B HACTOSILLEM CTaHAAPTE NPUMEHEHbI NEPEXOAHBIE TEPMUHbI K COTMACUTENbHBLINY, K KOHCYNBbTATUBHBLINY N KYCTa-
HaBNUBAaLWMN» AN ONUCaHUA Pa3nUYHbIX MeTo40B. B HacTosAWwWeM NPpUNoXeHnn NpeacTaBnexHbl peKoMeHaaumMm Nno Bax-
HEWLLMM XapakTepPUCTUKaAM pasnnyHbiX METOAOB M onpedeneHbl TEPMUHbI, MPUMEHAEMbIE AN NX ONUCAaHUSA B Pa3HbIX
cTpaHax mupa.

A.2 CornacvtenbHbIN MeTO

CornacuTernbHbIn METO4 — OAWH U3 METOA0B, B COOTBETCTBMU C KOTOPbIM CTOPOHAM OKa3biBalOT COOAENCTBUE B
OOCTUXXEHUN COrmnaLleHns Mo yperynmpoBaHUIO CrIOPHbIX BONPOCOB. Kak npaBuno, npeacrtaBuTENb HE Npeanaraet HUKaKoro
KOHKPETHOro peLleHns CnopHoOro Bonpoca, NcxXod Aena HUKak num He onpeaenseTcs.

CornacurtenbHble METOAbI MOTYT ObITb MNACCUBHBIMU U aKTUBHbIMM.

[1py naccnBHOM METOAE COAENCTBUE CO CTOPOHbI NEepcoHana areHTa orpaHuYeHo NuLlb HanaXXMBaHMEM B3anMoen-
CTBUSA MEXAY CTOpPOHaMW. Takoe COAENCTBUE MOXET BKNKOYAaTb B CEDS MCNONb30BAHUE MNPOrpaMmmMHOro obecneyveHmnst areH-
Ta AN yperynupoBaHus CropHbIX BOMPOCOB B PEXUME pearnbHOro BpemeHun Ha ocHoBe HTepHeT-TexHonormn. [lpw
NaCCUBHOM METOAE areHT NnocpecTBOM CBOEro nepcoHana unmn Ncnonb3yemMmoro NporpaMmmHoro obecnedveHmnst Nulb coob-
LIaeT O MNO3nLUMK CTOPOH M NpeaiaraemMbiX UMN PELLEHUSX, 3aKII0YaeT n perncTpupyet noboe cornawlenmne, obnagatuiee
NCKOBOW CUIOW. Takoe COAENCTBUE YacTO HA3bIBAKOT NpUMUPEeHUeM unu codetucmauem 8 nepezosopax. OAHAKO B HEKOTO-

PbIX CTPaHax NacCUBHLIN METOA HA3bIBAIOT [TOCPEOHUYECIMBOM.

[1py akTMBHOM MeTO4e NpeacTaBUTENb NPUHUMAaET AesATeNnbHOE yYacTue B OKa3aHuu NoMoLm CTOPOHaM B YCTaHOB-
NTEHUN PE3YNbTATOB, BO3MOXHOCTU BbIDOPA, NPUHATUMN BO BHUMAHWE PA3NTUYHbIX BAPUAHTOB U 3aKNOYEHUN COrnalleHus.
ITOT METOA YaCcTO HA3bIBAIOT rIocpelHuU4Yecmaom. OQHAKO B HEKOTOPbLIX CTPpaHaX akTUBHbIN METOA HA3bIBAIOT MNPUMUPEHU-

M.

[TpeacraBuTens, NPUMEHSAIOWENO aKTUBHbLIN COrMacuTeNnbHbIN METOA, MHOITAAa HA3bIBAKOT TOCPECHUKOM, MUPOBLIM
10CPEOHUKOM UMU NTUYOM, 3aHUMaWUM HedmparbHYH no3uyuro.

A.3 KOHCynbTaTUBHbLIN MeTOA

KOHcyﬂbTaTMBHbIﬁ MeTod — OAdMH N3 MeTo40B, B COOTBETCTBUU C KOTOPbBIM CTOPOHBI NONy4HalkoT NpegroxXeHnH Mno
cbaquecmmy, 3adKOHHOMY U APYIUM BapWaHTaM pelleHnsd BOMNpPOCOB, N0 BO3IMOXHbIM pe3yiibTaTaM U cnocobam nx AOCTUN-

KEHUA U, B HEKOTOPbIX CUTYaUUAX, NONy4atoT peKoMeHgaunm.
ITOT METOA MHOrAa Ha3bIBAOT HeobsA3amerbHbIM apbumpaikeM, OUeHKOU unu «MuHu-cyoom». CobniogeHmne opra-
HM3aLUWeN peKoOMEeHAaUMM KOHCYNbTATUBHOIO METO4a, AaXe eCrnn 3TO He 005A3aTeNbHO MO 3aKOHY, MHOrA4a NPUHUMAETCH BO

BHUMAaHWE NPU y4eTe opraHmnsaumnen npasui QOCTMXKEHNS yaoBneTBopuTensHocTH notpedbutenen (cm. MCO 10001).
[lpeacraBuTternb, NPUMEHSIIOLLMNA KOHCYNbTATUBHBIW METOA, MOXET ObITb HA3BAH COBEMHUKOM, apbumpom, rpUCs -

HbIM, OUESHUWUKOM, [IULUOM, 3aHUMarUWUM HelmparbHYr No3uuuto, Ui 008ePeHHbBIM fTULOM.

A.4 YctaHaBnuBawwmmn meton

YcTaHaBnmBaw WUM MeToa — OAVH U3 MeTOA0B, B COOTBETCTBUM C KOTOPbIMU NPOBOASAT OLEHKY CMTOPHOro BONPOCa,
PELLAIOT U MHOTAA AOKYMEHTUPYIOT (PakTU4YeCcKue BONpOCh! U MPUHUMAIKOT PELLEHNE O TOM, KaK AOIMXKHbI ObITb YperynmpoBa-

Hbl CNOPHbIE BOMNPOCHI.
[HaHHbIN meToa ABNSAETCA Ipuanyeckm 0b6a3aTenbHbIM 4118 CTOPOH U OCYLWECTBINAETCSH B cyaebHOM nopsigke:
a) npu oTCYyTCTBUU AanbHENLWEN aKTUBHOCTU NI0OON N3 CTOPOH;
b) B Ccny4ae ero NnpuHATUS UCTLUOM B TEYEHMNE ONPEAENEHHOIO MHTEPBAaa BPpEMEHW;
C) NpW HEMONyYeHUN OTKa3a NtoboON N3 CTOPOH B TEYEHME ONpeaereHHOro MHTepBarna BpeMeHMu.

1
) HaLI,HOHaJ'IbeIe Opranbl NoO CraHaapTu3aunn MOrytT 3aMeHnTb HACTOAWeE MNnpuioxXeHne CBOMM, Codepxallnum
TEPMUHbLI, UCTMNOJb3YEMbBIE B ,El,aHHOﬁ CTpaHe.
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[TpumevyaHwmns
1 Cutyaumsi, onncaHHas B NePEYNCieHnmn a), 06bIMHO OTHOCUTCS K TAKUM CrnyYasim, Kak (0ba3amensHbsit) apbumpak

UNU OUEBHKa; CUTyaLuun, OoNUCaHHble B nepevncrieHnsixb) u ¢), nHoraa cBsA3bIBaloT C yCr108HO 06s93amerbHbIiM apbumpakem

NN OUBHKOU.
2 B HEKOTOpbLIX CTpaHax yperynupoBaHne onpeaeneHHbiX BUAOB Xanob He paspelleHo 3aKOHOM.
[lpegcrtaBuTenb, NPUMEHSAIOWWMA YCTaHABIUBAOLWMNA METO, MOXET ObiTb HA3BaH COBEMHUKOM, apbumpom, rpu-

CSKHBIM, TTULUOM, 3aHUMarUWUM HelimparbHY no3uuuro, NNn 808ePEeHHbIM ITULUOM.
3 B HEKOTOpbIX CTpaHaxX OgWH U TOT e NpeacTaBuTeNb MOXET UCNOMb30BaTh bonee 0gHOro MeToaa yperynmpoBa-

HUSA CNOPHbIX BOMPOCOB B O4HON U TOW XXe CNOPHON cuTyaunun. Hanpumep, nocpeaHnK MOXET NePEnT OT aKTUBHOIO y4acTUS
K NPpeaoCTaBNeHnto COBETOB (CTAHOBACH NPU 3TOM COBETHMUKOM), €CNY cTeLl He Bbl1 yAOBNETBOPEH pe3ynbTaTamm Corna-
cuTenbHoro npouecca. [NoagobHbim 06pasom nocpegHUK MOXET BblpaboTaTb peLlueHne, eCrnv Nocne CornacuTenbHOro npo-
Luecca aeno He 6bINo yperynupoBaHo. B pasHbIX cTpaHax mupa 3akoHogaTternbHbIMWU U Apyrumun obsizaTernbHbIMW
TpeboBaHUSMKN NPeACTaABUTENIO 3anpeLweHo NPUMEHATb bonee 0gHOro MeToga yperynmpoBaHus CropHbIX BOMNPOCOB B

OAHOU U TOW Xe CNOPHOU cUTyauuu.
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[MpunoxeHve B
(cnpaBo4HOe)

Biaumocesaszb ACO 10001, UICO 10002 u UCO 10003

Ha pucyHke B.1 nsaobpaxkeHbl npouecchl OpraHn3aLnmnm, CBSA3aHHbIe ¢ NpaBuiamMmm, obpaweHnaMmm ¢ xanobammm ype-
r'YNnMpoBaHMEM CNOPHbIX BONPOCOB BHE OpraHn3ayunm.

[TpunmedaHune—XKanobaMmoxeT ucxoautb OT NOTpeduTens unm gpyroro ncrua.

3anHTepecoBaHHOCTb
[MOTPEBUTEJIA B npoaykumn

BSAMMOOENCTBUE MPABUIIA
«lNoTtpebutens — OpraHusauusi» Ha ocHoBe MCO 10001

ObpaTHas cBA3b

SABEPLUEHWE [MOJTYHEHA
B3IAMMOLENCTBUA HET XAJIOBA?

ObpaTHas ¢BA3b

NMPUHATUE OBPALLEHUNE
C XAJIOBAMUA

Ha ocHoBe NCO 10002

BO BHUMAHME
MPABAIJI

KAJIOBA
YPEINYITMPOBAHA?

AOEJ1O SAKPbLITO a7

Ob6paTtHan ¢cBA3b
NMPUHATUE

YPEINYIIMPOBAHUE
BO BHUMAHWE ClOPHbIX BONMPOCOB

MPABIAII

Ha ocHoBe MCO 10003 | ObpartHana cBA3b

OENO 3AKPbITO

PucyHok B.1 — Baaumoceass MCO 10001, MCO 10002 n NCO 10003
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[MpnnoxeHwne C
(obsizaTenbHoOE)

PekoMeHgaUun no cornacuko Ha yyactue

C.1 Obwme nonoxeHuns

YvyacTtue ncTuoB B YPErynmpoBaHUmM CNOPHbIX BOMPOCOB, MPeAnoXeHHOM OpraHmn3aunen, A0MXHO DbITb 40O6POBONb-
HbIM. Cornacue Ha y4acTne AONKHO ObITb OCHOBAHO HA NONMHOM 3HAHUM M NMOHUMAHUKN NPOLECCA U €r0 BO3MOXHbIX PE3YIib-
TaToB. Ecnn notpebutens AsBNsieTCA NMLUOM, KYNUBLUMM UITU NUCNONb3YIOLWUM MPOAYKLUUIO, COOCTBEHHOCTb UITU YCNYIW A5

NMUYHBIX UNKN BbITOBLIX HYX A, COrnacue Ha y4acTue He AOJKHO bbiTb 0653aTeNbHbIM YCIOBUEM MONYy4YeHUS NPOAYKLUNMN.

[peaBapuTenbHO AOMXHbI ObITh PeLlleHbl ABa CYLWLECTBEHHbLIX BONPOCA, KACalLWMXCHa cornacusi Ha y4acTue:

- Kakas uHdopmMauus gomkHa obiTb Nepegada noTpedunTento n nctuy, Ytobel cornacue Ha ydactme dbl10 OCHOBAHO
Ha NONMHOM 3HaHUN N NOHUMaHuM {cMm. C.2);

- Korga Tpebyetca nonydeHmne cornacus Ha yqactme (cm. C.3 0 cornacumm Ha y4actne 40 BO3HUKHOBEHUSA CMOPHbIX
Bonpocos.; cM. C.4 0 cornacmm Ha y4acTmne nocre BO3HMKHOBEHUS CMIOPHOW CUTYaLUN).

C.2 Uudopmaunna, npeawecTeyrowias Cornacmio Ha y4yacTtme

Nudopmayms no yperynmpoBaHMIo CNOPHbIX BOMPOCOB, NpeaocTaBnsaemMasi noTpebutenam n nctuam, npeaecrBy-
OLLLAA COrnacuto Ha y4acTtue, BKNo4YaeT B cebs:

- NCNoNb3yemMbin MeToa(bl) yperynmpoBaHusi CopHbIX BONPOCOB;

- cpepy NOSTHOMOYNN areHTa;

- NOLNKWHY, NPY HANWYMK TAaKOBOW, KOTOPAas A0IKHA BbITb ynna4veHa nctuamu,;

- BO3MOXHbI€ BUA bl KOMNEHCALNW, MAKCUMATIbHYIO KOMMNEHCALMIO, KOTOPAs MOXET DbITb HA3HAYEHA, N BO3MOXHY IO
CYMMY BO3MELLEHUA U3JEPXKEK HA YPETyNTMPOBaHUE CMOPHbLIX BOMNPOCOB,

- KpUTEpUKN NPOBEAEHNSA OLEHKN CMOPHOIo Bonpoca (Hanpumep, npasuna, npaBoBbie NPUHUUNLI, BECNPUCTPACT-
HOCTb);

- CYLW,ECTBEHHbIE OTNNYNS OT cyaebHbIX Npoueayp;

- TOYHOCTb UCKOBbIX 3asiBNEHUN U TUN(bl) }Xanob, ANs KOTOPbIX TPebyeTcH cornacue;

- nHdopmauma 0b areHTe, MHPOPMaLUA O TOM, KAK NONYy4UTb AOCTYN K NPOLECCY U MONYYNTb KOMUIO NCNOMb3YEMBbIX
OOKYMEHTUPOBAHHbLIX NPOUEAYP YPEryIMPOBaHUA COPHbIX BOMPOCOB;

- oXmngaemoe BpeMs MNPUMEHEHUS KaXXa0ro 3 MeTooB;

- CBeAEHus1 0 TOM, byaeT nu nctuy NpeaocTaBneHo NpaBo 0dpaTUTLCH B ¢y B CNy4ae ero HeyJoBNne TBOPEHHOCTY
yCTaHaBNMBAOLWLMM PELLEHNEM.

[TpwnmeyaHune— BHekoTopbIX CTpaHaxX NPeanoXeHne NCTLY 0TKa3aTbCH OT NpaBa Ha obpalleHne B cy cyHnTa-
10T HE3AKOHHbIM.

C.3 Cornacve Hay4acTne 40 BO3HMKHOBEHWMA CITOPHON CUTyaUunn

MHorga ycnoBusi goroBopa Kynnu-npogaxku TpebyoT oT noTpebutens oba3aTenbHOro yperynmpoBaHns CrnopHbIX
BOMPOCOB U 0TKa3a 0T NpaBa obpauleHus B cy[. 3TU YCITOBUS YaCTO BHOCHAT B KOHTPAKTbI, 3aKMio4aeMble MexXay opraHuaa-
LMAMW. B HEKOTOPBLIX CTpaHax Hann4ne AaHHbIX YCIIOBUW B AOr0OBOpEe, Korga notpebuntens npnobpertaeT npoaykumuio ans

NMNYHBIX NN DBITOBBLIX HYy>XA, CHUTAKT HE3AKOHHbIM.

OpraHu3aymmn, CTpEMSALMECS K MNOBLIWEHUID YAOBNETBOPEHHOCTN NMOTpebuTENnen, MOryT UCNonb3oBaTh APYIrne
METOAbl YPErynmpoBaHUS CMIOPHbIX BONPOCOB, KOTOPbIE CNOCOOHbI NPUHECT DONbLLYIO NOMb3Y MPU PACCMOTPEHNN BOMNPO-
ca 40 BO3HMKHOBEHUSI CMOPHON CUTYyaUUK, HO HE TPEBYIOT Mpu 3TOM OTKa3a CTOPOH OT UX NpaBa Ha obpaleHne B cya. K

TakKMM MEeTOAdaM OTHOCHTCH.
- CornacuteribHble meTtoibl, HalriPpaBlieHHbI€ Ha NPUHATUE ,EI,OGDOBOJ'II:'HOFO peueHnAd BCeEMU CTOPOHaMM,

- MeTO4dbl, Pe3yiibTaTOM KOTOPbIX Gyﬂ,yT peKoOMeHOauUWnn, obsazartenbHbIE B Cliydae COrmacus 0beunx CTOPOH,
- YCTaHaBlIIMBakwne mMeTobl, obsa3aTenbHbIEe TONBKO Nnpun cornacmnn nctua C NnpnHATbBIM pelleHneEmM,

- cornaweHus ob yHaCTUM B ypervyJimposaHM CriopHbIX BOMPOCOB Nnocrie BOSHNKHOBEHUA CI’IOpHOI:I CUTYauunn.

C.4 Cornacwve Ha y4yacTme nocrne BOIHUKHOBEHMA CNOPHON CUTyaL UM

Ecnun cornacue Ha y4yacTne B yCTaHABNUBAIOLWEM YPETYIMPOBAHUM CMIOPHOIo BONPOCa NonyyeHo Nocne BO3HUKHO-
BEHUS CNOPHOW CUTYyaLMN, CTOPOHbI AOMXKHbI NoANMcaTh cornawermne ob yyactum, KoTopoe JOIMKHO coaepxaTbh npeamMmeT
cnopa, COOTBETCTBYICLLUN NPOLECC YPErynnpoBaHusi CNOPHOro sonpoca, nHdopmaunto 06 areHTe n cBeaeHns 0 ToM, Kak
NONy4YNTb KOMUIO AOKYMEHTUPOBAHHbIX NpoUeayp yperynmpoBaHusi CNOPHbIX BONPOCOB, a Takke cdhepy NoONHOMOYUN Npe-

CTaBUTENS NO pa3peLlleHUto CNOPHbIX BOMPOCOB.
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[MpunoxeHune D
(obsizaTenbHOE)

PekoMeHOaLUM No 4OCTYMNHOCTU

D.1 Obwme nonoxeHunA

HpOLI,ECC VperviimpoBaHMA CropHbIX BOMNPOCOB AOJTXKEH ObITb NnNerkogocTtyrnHbiM U NpPoCcTbiM B UCTOJTIb30OBaHUMN.

[OCTYNHOCTb yperynmpoBaHuns CropHbIX BONPOCOB 3aBUCUT OT 3PPEKTUBHOCTN B3aUMOLENCTBUA N COAENCTBUSA B
OTHOLWEHNN peann3aunm npouecca, 4OCTYrNnHOCTU NO LEHE U OTCYTCTBUSA MNPENATCTBUN ONA NHNLUMNPOBAHUS Nnpouecca wu
YHaCTUA B HEM.

[Tpymepsbl pasnnyHbiX cnocoboB obecneYeHnsa AOCTYNHOCTU NpoLecca yperynmpoBaHus CropHbIX BOMNPOCOB NpUBe-

neHol B D.2—D.7.

D.2 Bzanmoaeuncrteue

Nudbopmaumns 0 AOCTYNHOCTU NPUHATONO B OTHOLLEHUM CMTOPHOIo BONPOCa peLeHns AomKHa ObITb 4OBEAEHA 40 CBE-

OEHNS UCTUOB, APYIMX NoTpebuTenemn n octanbHbIX 3aNHTEPECOBAHHbLIX CTOPOH.

NHhopmayms n B3anmoaenctTemne 4oMmKHbl ObiTb 4OCTYMNHbLI HA BCEX A3bIKaxX M BO BCeX hopmaTax, KOTOpble OpraHm3a-
LMA NCMONb3yeT AN MHPOPMNPOBaAHUS 00 aCCOPTUMEHTE UK NOCTaBKe npoaykumn. MIndpopmaumns gonxHa bbiTb HaNMUca-
Ha YE€TKMM, HE AOMyCKaloLWMM ABOSIKOrO TONMKOBAHUS SA3bIKOM M AOMKHA BbiTb AOCTYNHA B anbTEPHATUBHLIX hopmMaTax:
3anucaHa Ha ayguoHOCUTENAX, HanevaTtaHa KpyrnHbIM WpudToM, WpudToM bpanns, BbicnaHa rno aM1eKTPOHHOW NoYvTe Unn

pa3MmelleHa Ha Beb-cante.

[TpnmedaHne— AnbTepHaTMBHbIN QopmMmaTnpeacTaBnsaeT cobon pasnuyHbie CNOCODbI N3NOXEHUA UNW NP ea-
CTaBlNEHUS O BOCNPUATUA MHAOPMALNN C MOMOLLBIO pa3nnyHbIX OpraHoB 4YyBCTB. [lpeacraBneHne Bcex BXOAHbIX U
BbIXOAHbIX AaHHbIX (Hanpumep, nHdhopmaumm n nepedHs PyHKUMN) XOTSA Obl B OAHOM anbTepHATUBHOM dhopmaTte (Hanpw-
MEP, BU3yarbHOM UIN TaAKTUIbHOM) MOMOXET BOoNblUEMY YUCIY NIOAEN C A3bIKOBbIM BapbepoM UMn ManorpamMmoTHbIX.

[loxoaumBbie N NPOCTbIE ANA NOHMMAaHUS CNOCODLI U3NOXEHUSI NPeayCMaTPUBALOT:
- CXeMaTU4HOE N3obpaxkeHume;
- UBETHYIO KOHTPACTHYIO NeYaThb;
- onpeaeneHHble pa3amepbl U CTUNb WpUdPTa U CUMBOIOB;
- BO3MOXXHOCTb BblOOpa n NCNonb30BaHUA HECKOIBKUX A3bIKOB.

Cwm. PykosoacteBo MCO/MOK 37.

OpraHm3aymsi MOXeT OCYLWECTBNATb B3aUMOAENCTBUE Pa3NUYHbIMK cnocobammn, Hanpumep B MecTax Npoaax n B
npouecce obpaueHus ¢ xxanobamun. Kak MUHUMYM, OpraHm3aums AormkHa MHPOPMUPOBaTb O HEDNMAronpusaTHOM ncxoae

aena no paspeLlleHunto XXanobol.
akue B3anmoaencteus byayT bonee pe3ynbTatMBHbIMU, €CNYU MHPOPMAaLUIO pa3MeLwLaTb B HECKONBbKUX MecTax,
TaKnx Kak npasuna, npn oo opMneHnm marasmHa, Ha Beb-cantax, B popmax ans nogadm xanobbl, 4OroBopax Kynnmn-npoga-

XU M UTOTOBbLIX AOKYMEHTAaX npouecca obpaweHus ¢ xanobamw.

D.3 3aTpaThbl

[ToTpebuTenb B npouecce yperynupoBaHus cnopa nmbo He HeceT 3artpaTt, nmMbo Ha 3TO yperynmpoBaHmne AornmxHa
ObIThb YCTAHOBNEHA LeHa, 0D0CHOBaHHAS 3HAYMMOCTBLIC CNOPa U 3aBUCSLLASA OT DlogeTa opraHm3auum.

D.4 Bo3byxpaeHne genawv yyactve B HEM

HeyaoBneTBOPEHHbIM UCTUAM AOJIKHA ObITh NpeaocTaBneHa BO3MOXHOCTb BO3byXaartb geno 06 yperynmpoBaHmn

CMNOPHBIX BOTMNPOCOB N yHaCTBOBATb B HEM nobbIMK rnpnemMiiemMbl M cnocobamm.

3asaBrneHus no tenedony, novre, Pakcy Unu OHNanH — 3TO LeHHasa nHpopmMaums, KoTopas 4omKkHa BbiTb PacCMOT-
peHa. BeibpaHHble cnocobbl 4OMMKHbI BbITh YAOOHBIMK ANS BEAEHUS gena, 4oCcTyna K CBA3aHHOW C HUM MHADOpMaL Uy Nnn
NONyYeHNs OTBETOB HA BOMPOCHI. B MmexXayHapoaHbIX KOHDNMUKTAX M APYrmx 06CToAaTENbCTBAX, KOrga opraHmsaymnsi n ncteu
oTAaneHbl ApyroT apyra Ha bonbLluoe pacCcTossHUE, cneayeTt UCnob30BaTh METOA YPETyIMPOBaHUSA CNOPHbLIX BONPOCOB, HE

TPebyoWwmMn HENOCPEACTBEHHOIO BU3NTa OAHOW U3 CTOPOH.
D.5 WHdopmaumn

[TpocTble AN NOHUMAHUS U 3anonHeHHble MOpPMbI AN BO3OYyXXAeHUs aena v apyrme AOKYMeEHTbl, ONUCbIBAOLWME
NpoLUece yperynmpoBaHns CNOPHbLIX BONPOCOB U PA3bsCHSAIOWNE CTOPOHAM HAUIYyHLLNE BO3MOXHOCTU yHaCTUS B NPOLIEC-

ce, AOMKHbI ObITb AOCTYIMHbI.
Nudbopmauyms n popmbl AOMKHBI ObITh NPeACTaBNEeHbl HA A3bIKax, UCNONb3YEMbIX MPU NPOAaxe NPOAYKLUMN.
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D.6 KBanndvunpoBaHHbLIN NepcoHan

HormkHo 6bITb 06ecnevyeHo Hanu4Me KBanupuunpoBaHHOro NepcoHana n gpyrmx pecypcoB, He0bXoanMbIX CTOPO-
HaMm rno NobdbIM COCTABNALWMM NMPOUECCa YPErynMpPOBaHUS CMOPHbIX BOMPOCOB, BKITIOYAs pernctpaumic CNnopHOro BOMNpo-

Ca, rnpeacraBlieHne gelria n pa3bACHEHNE pealrindauni rnpouecca.

D.7 OTcytcTBUe hopManbHOCTH

[Tpouecc gonxeH npotekaTtb 6e3 cobniogeHns dopmanbHOCTEN M DbITb NPUEMNEMbBIM AN OOCTOATENBLCTB cnopa.

CnegoBaTtb popmanbHbIM Npasunam, 4eENCTBYIOWMNM B cygax obuwen opucankumm, Het Heobxognmoctn. CTopoHam
OOIMKHO ObITh NO3BONEHO NPeACcTaBNATb CODCTBEHHbBIE TOYKU 3PEHUS, apPryMEeHTbl U A0KA3aTENbCTBA U BUAETb UK Clbl-
LWaTh TO XX& camoe B OTBET OT APYron CTOPOHbI, HECMOTPS Ha TO, YTO NPeACTaBUTESb MO pa3peLlleHnIo CMOPHbLIX BOMPOCOB
MOXET OrpaHnYnTb NPeabsABIIEHNE 4OKA3aTENbCTB B Cly4ae, €Cl OHU HE OTHOCHATCH K AeNy UMW MOBTOPSAIOTCH.

CTopoHam AOMKHO BbITb NO3BONEHO BbIDpaTh NOOOro npeacTtaBuUTeENs NN aCCUCTEHTA NO CBOEMY XEINaHUIo, eCINN
MECTHbIM 3aKOHOA4ATENbCTBOM HE 3anpeLwleHo Takoe NPpeacTaBUTENbCTBO. AreHT A0OMKEH NoATBEPANTL, YTO BbIDOP Obis
nobpoBonbHbIM. [N npeacTaBnsaeMon CTOPOHbI NONE3HO TAKXKe MNOKadblBaTh CBOKO 3aUMHTEPECOBAHHOCTL B X04e NpoLec-
ca, MNOCKONbKY Takoe AencTBue 0DbIMHO SIBNSIETCS NyYWUM U3 A0KA3aTENbCTB U rapaHTUPYET Hanu4mne OOIMKHOCTHOrO

rnnua, HageJteHHOro nNoJTIHOMOYNAMU A1A yperyiimpoBsaHMA CriopHOro BOrNnpoca.
Cnocob npeacrtaBlieHNA MOXKeT ObITh JINYHbIM, NO TEJ’IECbOHy, nocpeactsoM 4pyroro suga cBA3N Ui NIMCbMeHHbIM.

CTopoHam gomkeH bbiTb NpeanoXxeH rmbkun Bbibop cnocoba npegcraBsneHus.
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[MpunoxeHune E
(obaA3aTenbHoOe)

PekoMeHAaLuu no NpuUrogHocTu

E.1 Obwme nonoxeHwus

MeTopa yperynnpoBaHusi COPHbIX BONPOCOB, MPeANOXEHHbIN CTOPOHAaM, U BO3MOXHbIE cpeacTBa cyaebHOM 3aWwmThl
a5 UCTUA JOIMKHbI COOTBETCTBOBATL NpeaMeTy cnopa.

E.2 NpurogHocTb meTOO0OB

Opranmsaumm MoryT npeanaratb UCTUAM Ha BbIBOP 0anH nnu bonee Meto yperynupoBaHusi CNOPHbIX BOMNPOCOB B
3aBMCUMOCTMU OT CNeayrwmx pakTopos:

- TpeboBaHus n obCcToATENBCTBA OPraHn3aLui;

- noTpebutenbckue npeanoyTeHUs;

- PEeKOMEHJAUNN areHTa;

- BEPOSATHASA NPOAOIIKUTENBHOCTL YPErynupoBaHUs COPHOIro BONpPoCa;

- 3aTparbl;

- CITOXXHOCTb BONPOCA;

- HeobxoanmocTb cobntoaeHns KOHPUAEHUNANBbHOCTW;

- XenaHue nnn NoTPebHOCTb NPOAOIMKEHNA COTPYAHNYECTBA CTOPOH;

- 3P PEKTUBHOCTL NEPETOBOPOB MEXAY CTOPOHAMMU;

- NOTPEBHOCTL B IMDKUX pe3ynbTrartax;

- NOTPEOHOCTL B PELUEHUN UITN YCTAHOBNEHUN (PAKTOB B NPOTUBOPEUNBLIX A0KA3aTENbCTBAX;

- HEOBXOAMMOCTb BHELLHENO MPUHYXOEHWUS;

- HEOBXOANMOCTbL MPUBNEYEHUA TEXHNYECKMX UMK APYIMX SKCNEPTOB, a TAKXKE BAXHOCTb KOPUANYECKMX BOMNPOCOB;

- HEODXOAMMOCTb B OTKPbITON NPOBEPKE pe3ynbTara.

AreHT, npeanaratuwmn cornacuTenbHbIM METO B COOTBETCTBUM C NONMUTUKOW YPErYyNTIMPOBAHUSA CMOPHbBIX BONPOCOB
B OpraHmM3aumnmn, Kak NpaBmnno, AOIMKEH npeanararb 3T0T METO Kak NpeagnovYTUTENbHbIM BAPUAHT YPErynmpoBaHus Cnop-
HbIX BONpocoB. CornacutenbHble MEeTOAbl 3a4acTyio DbIBaOT bonee DbICTPbIMU, AELLEBLIMU U MEHEE COCTA3AaTENbHBIMM.
Ecnn aTnmun metogamm yperynmpoBaTb CrOPHbIE BOMNPOCH! HE yAAaeTCs, TO OpraHn3aunst JormKHa NpeanoxXnTb Apyrme

MeToabl.

E.3 CooTBeTCcTBME KOMMNEHCAL NN

OpraHmsaums gonXHa HagaenuTb areHTa NoNHOMOYMSAMUK NO BbiNNaTe KOMMNEeHcauun, AOCTaTOYHbIX, MO KpanHew
Mepe, ANs NOKPbITUS YOBITKOB MPUYMHBI, BbI3BaBLLEN Xanoby. KomneHcaunm, KoTopble OKHbI ObITb YHTEHbI M NPEeaIIoXe-

Hbl, €CINK1 9TO NPUMEHNMO, BKITIOYaloT B cebsi:

- PEMOHT NPOAYKLUWNU;

- BO3MELLEHMNE CTOMMOCTU NPOAYKUNW;

- aHHYINMUPOBAaHWE A0roBOpa Kynnu-npoaaxw;

- YKasaHwve Anst 04HOW U3 CTOPOH NPeanpUHATbL KOHKPETHbIE AENCTBUSA NO YCTPAHEHUIO NPODIeMbI.

MecTHbIM 3aKoHO4ATENBCTBOM MOIYT AONYCKATLCSH UNn TpeboBaTbCA AONONMHUTENBHBIE KOMNEHCAUUW, HANPUMEpP
onnarta ycnyr agsokarta unuv npeacraBuTens.
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MpunnoxeHnwne F
(obsizaTenbHoOeE)

PekomMmeHpauun no 6ecnpmucTpacTHOCTU

OpraHu3auyumsi 4onmKHa BCTynaTh B yperynmpoBaHue CnopHbIX BONPOCOB C HAMEPEHMEM CNPaABEATNTUBOIO N YECTHOIO
paspeLlleHns CNopHbIX BONpocoB ¢ nctyom. OHa gonkHa BbibpaTth Takoro areHTa, Ytobbl ero nepcoHan u npeacraBuTenu,
BOBIEYEHHbIE B yperynupoBaHue, bbinm 6ecnpmncTpacTHbl U OO bEKTUBHLI. Takum 006pa3om, NpoLecchl, peKOMeHaAauun u
yCTaHaBNMBaloLLmMe pewennst byayT cnpaseanmBbiMy AN 00enxX CTOPOH 1 paccMaTPUBaEMbIMU KAk HE3aBUCUMBIE.

[TpeacTaBuTenun n nepcoHan, y4acTByowmmn B YPEryrnmpoBaHMM CNOPHbIX BOMPOCOB, AOMKHbI ObiThb 3alUULWLEHbI OT
BMUSIHWSA CTOPOH B X0, BCEro npouecca Ansi Toro, YTodbl X yeunus rno onpeaeneHnto npueMnemMocTn U UTOFOBOMY peLle-
HUIO CMOPHbLIX BOMPOCOB OCYLLECTBNANUCH HA HE3ABUCUMOW OCHOBE. becnpncTpacTHOCTb, OO BEKTUBHOCTbL U YECTHOCTL
Nyywmm 00pasom MOryT ObiTb JOCTUTHYTbI MPU COBOKYNHOCTU AEUCTBUN.

[TpyumevaHNHs

1 B BONbLWKWHCTBE CXEM YPEryrnupoBaHMM CNOPHbIX BOMNPOCOB B YACTHOM CEKTOpe Npu B3anMOAEUCTBUN MEXAY
opraHusaumusamm n notTpebutenamm UHaAHCMPOBaAHNE KOHKPETHOIO CNOPHOro BONpoca OCyLWEeCTBNAET accoumnaums n/mnu
busHec-cTopoHa. 310 PUHAHCMPOBAHNE MOXET OXBaTbIBATb BCE 3aTpaTthl UMK CYLWECTBEHHYIO OO0 3aTpart Ha npouecc.
Kpome Toro, gonyckaetcs, YTobbl accoumaumns, npoBoasiwas nnm ogodpusLLasi NpoLUece yperynmpoBaHus CriopHbIX BONPO-
COB, OCYLLECTBNSANA 3TO N0 PYKOBOACTBOM YINTEHOB acCcoLMaLMN, KOTOPbIE BPEMS OT BPEMEHM BbICTYNanu 66l CTOPOHaAMU B
YPEerynnpoBaHuUM CropHbIX BONPOCOB MO CXeme. ITOT NMPUHLUUN «CNPpaBeamMBOCTU» HEOBXoaANMM ANs rapaHTum Toro, YTo
YCUINUS NO YPErynmnpoOBaHUIO KAKOro-nmbdo CnopHoro BONpoca He 3aBUCEnin 0T B3aMMOOTHOLLEHUW MEXAY YNneHaMn accoum-
auuu, BKkno4vas PUHAHCOBbIE B3AUMOOTHOLLEHUS.

2 TepMUWH «rnepcoHarn, y4acTBYIOWNN B YPETYNMPOBAHUU CMOPHbLIX BOMNPOCOB» UCMONMb3YeTCH AJA NPU3HAHUA TOro
dpakTta, 4YTO y areHTa MMeeTcs UCNONMHUTENbHbLIN NMepcoHar, He BOBMIEYEHHbIN B YyPEryrnmpoBaHne CropHbIX BOMPOCOB
(HaNpUMepP, NCNONHUTENBbHLIN ANPEKTOP, ANPEKTOP NO NPON3BOACTBY UITU PUHAHCOBLIN ANPEKTOP ), HO 3aKITHOHato LMW KOH-
TPaKTbl U BOBMTEYEHHbLIN B APYroro poaa B3anMoOTHOLLIEHUS € y4acTHUKaMn BU3Heca, HUKaK He CBSI3aHHble ¢ obpaleHusMu
¢ xanobamu. CnpaBeanmBoe N HE3AaBUCUMOE PELLEHUE SBNAETCH HEOTBEMITEMON HACTbI0 YPEryTMPOBaHUA KXA0ro Cnop-
HOro Bonpoca.

CnpaBeannBOCTb Ny4LLE BCEro MOXET ObITb AOCTUTHYTA NYTEM COBOKYNMHOCTU AENCTBUN, TAKUX KaK:

- MPUMEHEHNEe KOHCYNbTATUBHbIX UIMKU ONpeaensitolmux MeTo40B B COOTBETCTBMU C U3JAHHbIMU npoueaypamu,
OOCTYMHbIMW ANs CTOPOH A0 Havana KaXaoro npouecca; Takme npouegypsl U X NnpMeHeHne AO0MKHbI BCEM CTOPOHAaM
NpeaocTaBnsATh NOMHbIE, CNPAaBEANMBLIE U PaBHbIE NPaBa Ha y4acTue B MNobom n3 metogoB n obecneunBaTb, UTOObLI BCE
PEKOMEHAAUNWN NI peLleHns1 ObINM OCHOBAaHbI HA A0Ka3aTeNbCTBaX U apryMmeHTax, NpMBeAeHHbIX NPeaACcTaBUTENIO MO pas-

PELLEHUIO CMOPHbBIX BOMPOCOB;

- NPUHATUE NONUTUKN KOHMPNUKTA MHTEPECOB U NPaBUIT 3TUYHOIO NOBEAEHUSA ANA NepcoHana v npeacTaBuTens no
pa3peLleHnto CMOPHbIX BONPOCOB U MX HA3HAYEHME ANs y4acTUsi B NpoLUecce yperynmpoBaHus COPHbIX BONPOCOB TONMBbKO B
TOM Criy4dae, eCrnuv 0XXnagaeTcsl, YTO OHM byayT OO bEKTUBHBLIMU, OTHOLLEHUS, MHEHUE UMN MHTEPEeChl NEPCOHAana, y4acTBYIO-
LLLero B YpPErynmpoBaHUM CrOPHbIX BOMPOCOB, HE AOIMKHbI BNUSATL HA €ro/ee noBeaeHwe, HanpuMmep, eCnv npeacraBUTeNb
No paspeLlleHnto CropHbIX BONPOCOB 6bln HAHAT OQHOW U3 CTOPOH, 3TO MOXET NOBMNUATL HA €ro cnocobHOCTb NOAAEPXKU-

BaTb CBOIO OO bEKTUBHOCT;
- obecneveHune, YToObl HA KOMNEHCAUUIO (MPU HANMYUKU TAKOBOW) NPeACcTaBUTENEN MO pa3peLleHUtd CNOPHbIX BOM-

POCOB HE BNUSNAa CYLWHOCTb KOHKPETHbBIX COrNalleHnn, peKkoMeHaaummn nnm onpeaensaowmx peLeHun;
- ocBObOXAEeHWe NpeacTaBUTENS NO pa3peLlEeHnIo CMOPHbIX BOMNPOCOB OT €ro 0653aHHOCTEN TONBKO NPU HANNYnn

Ha 3TO KaKon-NMbo NPUYNHBLI;

- Ha3Ha4YeHue NPeacTaBuUTENA NO pa3peLleHnto CNOPHbIX BONPOCOB A0 ONpeaeneHHON CTENEHN YMEHbLLAET BO3-
MOXXHOCTb OKa3aHUSA NOBTOPHbIX YCNVYT;

- €CINM areHT MNONHOCTBIO NN YaCTUYHO PUHAHCHMPYETCS OpraHm3aunen — O0gHOW N3 CTOPOH B Cnope, He0bXxoanmo,
4YTOObI PUHAHCUPOBAHME HE OKa3bIBaNo BMUAHUSA HA MPUHATUE PELLEeHUS B KOHKPETHOM CNOPHOM BOMPOCE;

- pacKpbITUE CTOPOHaAM NUYHbLIX AaHHbIX NpeacTaBUTENs MO pas3peLleHnto CNOPHbIX BONPOCOB, BbIOpaHHOIo Ans
ypEerynupoBaHusi CNOPHbIX BONPOCOB, BMecTe ¢ MHhopmaumnen 060 BCeX OTHOLLEHUSIX, KOTOPbIE 3TOT NpeacTaBUTENb UMEe-
eT C Kakon-nnbo n3 CTOPOH, YTO CKOpee BCEro byaert paccmaTpuBaTbCs Kak hakTop, BNIUAIOLWMN HA ero 5ecnpucTpacTHOCTD;
CTOpOHaM A0XHa ObITb NMpeaocTaBneHa BO3MOXHOCTb CMEHbI MPEACTAaBUTENSA NO paspeLleHUd CNOPHbIX BOMPOCOB Mpu
HanM4Ynm 4OCTaTOYHbIX ANS 3TOro 060CHOBaAHWUW;

- obecneveHne JOCTYNMHOCTU AN UCTLOB YCNYr TEXHUYECKUX 3KCNEPTOB (BKITHOYas 3KCNEepTOB MO MPaBOBbIM BOMPO-
cam), rge 3to byaeT NPUMEHNMO N HEOBX0AMMO ANs CNPaBeaArMBOro yperynmpoBaHus CopHbIX BONPOCOB;

- €CINN 9TO pa3peLlleHo MECTHBIM 3aKOHO4aTENbCTBOM, 0becneveHmne NPUHYANTENBHOW JaYn CBUAETENbCKUX NMOKa-
3aHUKW NPV MPUMEHEHNM oNpeaensaiLwWero MetToaa, eCcnmv 3To HeobxoaMmMo Ansi CNpaBeanMBOro yperynmpoBaHusi CMOPHbIX

BOMPOCOB;
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- YeTKOEe MHPOPMUPOBAHNE CTOPOH O cdhepe NonHOMOUYUN NpeacTtaBuTens no paspeLleHnio CnopHbIX BONPOCOB U
obecneveHune, YTObbLI Ntobas pekomeHaauusa Unu onpegenstollee peleHne He BbIX0aMno 3a pamMmkm 3TUX NONTHOMOYUHN;

- 3abnaroBpeMeHHOe pacKpbITUE CTOPOHAM KPUTEPUEB, NCNONBb3YEMbBIX B PEKOMEHAAUNAX UNKN ONnpeaenatowmx
peLLEHUSX;

- MHPOPMUPOBAHUE OpraHn3aumm n nctua o peKoMmeHgaumm nnu peeHnm, ¢ 060CHOBaHUEM NPOCTbIM A3bIKOM U B
NMCbMEHHOW PopmMe, 4OCTATOYHO AeTanbHbIM A5 TOro, YTOObl €ro MOXHO 6b1NM0 3PHEKTUBHO UCMONMHUTD.

[TpnmeyaHwne—EcnnaTto HE NPOTUBOPEYNT 3aKOHY, B OCHOBE OMNMpeaensitomX peLeHui MOryT nexaTb Hopu-
OVNYECKNE MPUHLUMUMNBI, HENPEAB3ATOCTb, NPaBMa UM nx COBOKYNHOCTB;

- B CNny4vae NPUHATUS CTOPOHAMM PEKOMEHAALNN MO YPEryMPOBAHNIO CMIOPHOIoO BONPOca €€ JOKYMEHTUPOBAHNE B
NMMCbMEeHHOW hopme Ans TOro, YTobbl OHA MMENa PUANYECKYIO CUNY;
- onpegenenne, AeNCTBYIOT NN CTOPOHbI B COOTBETCTBMU C COMMaLlLEHNEM UNK ONPEAENSAIOLWLNM PELLEHUNEM.
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MpunoxeHnve G
(obsizaTenbHOE)

PekomMeHaaL MU NO KOMMNETEHTHOCTMU

G.1 O6wme nonoXxeHunA

[TepcoHan opraHn3auumn, areHTbl U NpeacTaBUTENnn AOMMKHbI obnagaTbh NMUYHbIMU KA4eCTBaAMKW, HaBblKaMW, NMoAro-
TOBKOW U OMNbITOM, HEODXOANMbBIMKY AN HAANEXaLWEero NCNonNHEHNA CBONX 00S13aHHOCTEN, NOAAEPKUBAEMbBIMU U YNy4LLIAe-
MbIMUW NOCPEACTBOM AONONMHUTENBHOIO ONbiTa PpaboTbl, NOCTOSAHHOIO 00Y4YEeHUS, BKNOYas HACTaBHUYECTBO U NPOBEAEHNE
nepnoanyveCcKon rnoBTOPHOWN OLEHKM.

KoMNeTEHTHOCTb MOXET DbITb 0becnevyeHa HEeCKONbKUMUN NMpeacTaBNEeHHbIMU HUXE cnocobamu.

G.2 Keanndukauuna

KBanudukaumsa nepcoHana v npegcraButenen JomkHa obecneuntb HagneXxawmum ypoBeHb UX HABbIKOB B YPerynm-
POBaHUN CNOPHbIX BONPOCOB U NOAYEPKMBATh TAKUE BaXXHENLLME MX KAYECTBA, Kak NnpodeccrnoHanmam v YHECTHOCTD.

G.3 lNMoarotToBka

[lepcoHany n npeacrtaBuTensM JoKHa ObiTb NpeaocTaBneHa BO3MOXHOCTb 0b6yveHnss TpebyemblM 3HAHUSM W
HaBblKaM, HanpUMep:

- BCEM AENCTBYIOWMM NPaBOBbIM TPEOOBaHUSM, OTHOCALWMMCS K CMIOPY;

- BaXXHOCTU cOONOAeHNsA cnpaBeA/IMBOCTU M METOAaM ee AOCTUXKEHWS,;

- OOCTYMNHbIM METOANKAM OKa3aHUs1 COAENCTBUSI CTOPOHAM;

- NONUTUKaMm U npouegypam, NpuMEeHUMbIM K peann3aumnm KaxXaoro Metoaa yperynmpoBaHus COPHbIX BOMNPOCOB, K
KOTOPOMY OHU OTHOCSATCS;

- BCEM IOPUANYECKMM NPUHLMNAaM, NpaBunam Unv npuHumMnam Henpeas3saToCTH, NPUMEHAEMbIM B OTHOLLEHWW CMOP-
HOro Bonpoca.

[TpnumeyaHne—B3aBucumocTu OT Buga cCnopoB, OCHOBaAHUU Bbl4aHHbIX pekoMeHaauum unv yctaHasnmBato-
LWMX peLEHUN, a TAKXKE NpegnoYTeHUN opraHn3aumm odpuumnanbHas NnpaBsoBas NOAroToBKa n NMMUEH3NPOBAaHUE NpeacTaBuU-
TENnew no paspeLlleHnto CnopPHbIX BOMPOCOB HE SBNAKTCSH 0053aTeNbHbIMU, €CNU 3TO HE TPebyeTCs 3aKOHOM.

G.4 lepnognveckasn oLueHKa

HNonxHa npoBognUTLCH NEPNONYECcKas oLueHKa AeATENbHOCTU U KBanupukaumm npeactTaBuTENEN, a TaKXKe KpUTepu-
eB X KBannukaumm, yCTaHOBNEHHbIX areHTOM.

[TpumevaHne — [dononHutenbHble pEeKOMEeHO4AUMM MO KOMMETEHTHOCTW nepcoHana npuBedeHbl B
MCO 10015.
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MpunoxeHve H
(obsizaTenbHOE)

PekomMeHAaLUM NO CBOEeBPEMEHHOCTMU

CrnopHbIN BONPOC AOMKEH ObITh YPErynMpoBaH Tak ObICTPO, KAk 3TO BO3MOXXHO, C y4eTOM NpeamMeTa crnopa n npume-
HSEMOro Npouecca.

[Hns peanu3aumm gaHHOro NpuHumna dygeT NONe3HO YCTAHOBUTb OXXNAAEMbIE BPEMEHHbLIE PAMKU ANA 3aBEPLUEHUS
Ka)KJo0ro n3 npeanoXeHHbIX METOA0B U COObWNTL 06 STOM BCEM 3aMHTEPECOBAHHbIM CTOPOHaM. BpemeHHble paMKmn Aorn-
XXHbl 0bnagaTbh 4OCTATOYHOW TMOKOCTBIO € YH4ETOM Pa3fIMYHON CNOXHOCTU CMOPHbIX BONPOCOB U NOTPEObHOCTEN CTOPOH B
KaXXAO0M KOHKPETHOM Cry4ae.

Ha BpeMeHHbIE paMKM MOryT BNUATb 3akoHogaTenbHble TpeboBaHus. CTOPOHbLI U areHT pa3gensatoT OTBETCTBEH-
HOCTb 32 COOTBETCTBUE YCTAHOBMNEHHbIX BPEMEHHbIX PAMOK.

[Tonea3Ho npocneXxmnBaTh X0 YPerynmpoBaHmnsa CNOPHOro Bonpoca n MHQoOpMMUpoBaTh 00 3TOM CTOPOHbI.

CBOEBpPEMEHHOCTb TAKXKE BaXXHA, KOrga CTOPOHaM AaHO NPaBo Ha UCMoNb3oBaHMe cyaebHbIX npoueayp Unmncnonb-
30BaHMe METOA0B APYyroro areHta B Te4eHne yCTaHOBTEHHOIO MHTEpBana BpeMeHu. [1poaneHue cpoka npouecca yperynm-
POBaHUS CNOPHbLIX BOMNPOCOB MOXET 3agepXaTb nepegadvy gena B cyg. CBOEBPEMEHHOCTb Ny4dlle BCEro MOXeT ObiTb
OOCTUTHYTA, eCNV NpeacTaBUTENb OPraHn3aunm B yperympoBaHum CopHbIX BONPOCOB 0bnagaeT 4YeTko onpeaeneHHbIMU
NONHOMOYMSAMU MO PA3PELLEHNIO CNOPA UMM MOXKET DbICTPO NONYYUUTb 0400pEeHUEe OT BbILLECTOSALWMX NMUL, OpraHn3auum.
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[MpnnoxeHnwuel
(obsizaTenbHOE)

PekomMeHgauunv No npo3payvyHoCTu

.1 Obwme nonoxeHwns

[NocTaTouHas ntHhopmaums 0 NnpoLecce yperynmpoBaHus COPHbIX BOMPOCOB, areHTe U ero AeATeNbHOCTU A0MMKHA
ObITb packpbiTa UcTUaM, OpraHm3aymsim n obLLLEeCTBEHHOCTW.
OpraHm3aunm 4onXKHbl obecneynTb, YToObl 3Ta nHoOpMaLUms bbina AOCTYNHA AN BCEX 3aUHTEPECOBAHHbBIX CTOPOH.

.2 Undhopmauna o npouecce, MeToaax U AeATENIBHOCTW

[TonesHas nHpopmaumns ob ycrnyrax areHta n ero 4esiTelNibHOCTU BKITIOYaeT B ¢cebs;

- BCE KOHTaKTHble aHHbIe areHTa;

- BUAbl CNOPOB U 4OCTYINHbIE METOAbI UX YPETyJIIMPOBaHUS,;

- €nocob, KOTOPbIM MOXET OblTb MHULMUPOBAHO NpUuMeHeHue nioboro metoga, B TOM 4YMUCIe BCe NpearnucaHHble
BblNnnaThbl,

- cnocob y4yacTusa CTOPOH (NMNYHO, No TenedoHy, NO NOYTE NN OHNAaWH);

- cnocob onpegenenus, oTbopa n NPOBEPKU KBanndumkaumm n 6ecnpncTpacTHOCTU NpeacTaBUTENeN Mo paspeLue-
HUIO CMOPHbIX OMPOCOB;

- OCHOBaHUS Ansi yperynnpoBaHus CriopHbIX BONPOCOB (Hanpumep, 3akKoH, 06 bEKTUBHOCTL, NMPaBuIia) u 4OCTYNHbLIE
CpencTBa;

- BPEMEHHbIE PaMKN, KOTOPbIE AOMKHbI ObITb COBNIOAEHDI;

- AEUCTBUSA, NPUBOASALLMNE K BbIHECEHUIO OMNMpeaensAoLero peweHus nnm BO3HarpaXxaeHuto,

- NONUTUKA KOHDUAEHUMNANBHOCTN;

- (PpMHaHCUpPYETCH NN areHT opraHn3aymen — O04HOU U3 CTOPOH B CNOpPe, U KaKne CyWwecTBYOT Mepbl 6e3onacHoCcTw,
rapaHTUpyowmne, YTo gaHHO e MUHAHCUPOBAHME HE BITMAET HA KOHKPETHbIE 3aKITIYEeHNA, peKOMeHZaunn n yCTtaHaBNMBato-
e peLleHus.

.3 ExerogHbIn oTyveT

Opranmnsauum goImKHbl NPU3HaBaTb, YTO NYONUKaUns eXeroaHoro oT4eTa areHTa MOXeT iaTh NoKa3aTenbHY0 OLUEH-
Ky areHTa u ero aesTenbHOCTU. EXXerogHbi 0THET MOXET BKNOYaTh B CeD4:

- YUCINO NONMYYEHHbIX XXanob, peLleHHbIX 1 HEPELLEHHbIX CNOPHbIX BONPOCOB B PaAMKaX KaXXJ0oro Metoga yperynmpo-
BaHU$A CMNOPHbIX BOMPOCOB, a TaKXke 4YMCclo pekoMeHgauunm unv yctaHaesnmBaroLWmMxX peweHnn, yaoBrneTBOPAIOLWMNX BCe,
HEKOTOPbIE NN HUKAKUE U3 NMONY4YEHHbIX 3anpoOCOB O B3bICKaHWW;

- CBOEBPEMEHHOCTb pa3peleHns cygebHoro cnopa;

- BbISIBIIEHUE CUCTEMATUYECKUX NMPOBnem B Xo4e npouecca yperynmpoBaHmus CNOpPHbIX BOMPOCOB.

OnybnmMKoOBaHHbIE AaHHbIE HE AOMKHbI M AEHTNDOULNPOBATLCH HU C OAHOW KOHKPETHOW opraHn3aunen bes ee corna-
CUS.

.4 TNyonnkauma vHaAMBUAYyanbHbIX Pe3yfibTAaTOB YPerynmpoBaHMA CNOPHbLIX BONMPOCOB

B cooTBeTCTBYIOWMX OOCTOATENBCTBAX (HANPUMEP, ecrnn 00beM Aena HEBENWK, HO Nonb3a oT 0by4yeHus dyaer
BEMNUKA) U C Y4ETOM KOH(PMAEHUMANBHOCTU AaHHbIE MHONBUAYANbHbLIX PE3yNbTaToOB YPEryrnupoBaHus CNOPHbIX BOMNPOCOB
(pekomMeHgaunmn, ycTtaHaBnmMBaLLMeE PELEHNS, COrnaweHns n CBA3aHHasi C HUMK MHdopmMmaumns ) MoryT BbiTb ONybnunkoBa-
Hbl NPWU COrnacum BCeX CTOPOH.

22



OCT P ACO 10003—2009

MpnnoxeHnwe J
(cnpaBo4HOe€)

PekomMeHpauum no BbIOOpPY areHToB

dakTopbl, KOTOPbIE OpraHmn3aumns AoNKHa NPUHUMAaTb BO BHUMaHWE Npu BbIDOpe areHTa, crneayoumne:

- OUEHKa Ha npeamMeT BbIbopa areHTOM HaACTOSsILWEro cTaHgapTa unuv apyroro nogobHoro craHgapTra, paccMmaTpuBa-
IOLWEro YPErynnpoBaHne CropHbIX BONPOCOB,

- penyraymsi areHta cpeau notpebutenen opraHusaummn, noTpedbUTENbCKUX U MPOMBbLIWNEHHbBIX accounauun,
cpeAcTB MaccoBOW MHopMauumn, y4pexaeHnm no 3awmTte npae notpebutenewu;

- pe3ynbTaTbl, NOMyYeHHbIE N3 HE3AaBUCUMbIX OLUEHOK, aHanms3a CO CTOPOHbl PYKOBOACTBA WM UCCNegoBaHUSA
noTpebutenen, N0 KOTOPbIM MOXHO CYyAUTb O TEHAEHUMAX (HANPUMEP, B OTHOLWEHNN DYHKLUMOHNPOBAHUSA), ECITN STO MPU-
MEHUMO;

- pekoMeHgauum gpyrux opraHmnsauynmn, nofb3oBaBLUMXCS yCnyramm QaHHOIo areHTa,;

- CTEeneHb COOTBETCTBUSA areHTa n NCnosibayeMblX UM METO40B LEHHOCTSAM OpraHu3auuu;

- CTeneHb COOTBETCTBUSA areHTa noTpedbHOCTAM opraHm3aumm, ero PuHaHCOBOE COCTOSHNE N BO3MOXHOCTb UCIOI-
HEHUS 0BA3aTENBLCTB Nepe opraHn3aumnen n ee UCTUAMU,;

- BO3MOXHOCTb KOOPAMHALMN METOAOB areHTa ¢ npoueccamm obpauleHuns ¢ xanobdbamm n gpyrumm onepaTUBHbIMN
npoueccamMmm opraHmn3aunm, BKNoYas NCrnonb3yemMsole cnocobbl odMmeHa nHopmaumen;

- CTeneHb COOTBETCTBUSA METOAOB areHTa NoTPebHOCTAM opraHmaauumn, BKNwoYas cnocob npeacraBneHus Aen
NpeacTaBUTENIO MO pa3peLlEeHUIo CMOPHbLIX BOMNPOCOB (Hanpumep, YCTHO UMK MUCbMEHHO);

- CTeneHb, 40 KOTOPOW npeanaragmMmble areHToM MeTodbl YPEeryrmpoBaHus CNOPHbIX BONPOCOB MOTyT CO4ENCTBO-
BaTb ObICTPOMY YPEryNTMPOBAHUIO CMOPA;

- NPsIMble U KOCBEHHbIE 3aTpaTbl OpraHn3aymum n NCTU OB,

- CTEeNneHb, B KOTOPOW y areHTa UMEIOTCS B Hann4nm gOCTaTtouHble peCcypebl ANA NPUHATUA, NPOCNEXUBaAHUA U pa3pe-
LLEHUSA CNOPOB TEX BUAOB M MaclTaboB, C KOTOPbIMW OH cornacuncs paboraTthb;

- Hanu4ue y areHTa HaHATbIX NN 4OCTYNHbIX NpeacTaBUTENEN MO pa3peLlueHUo CMOPHbIX BOMNPOCOB U TEXHUYE CKNX
IKCNEPTOB (BKNOYANA 3KCNEPTOB NO NPaBOBbIM BOMNPOCaM) B 4OCTATOYHOM KONUYECTBE M 006Nagalwmx COOTBETCTBYIOLLEN
KBanndukaumnew;

- Hanu4une y areHTa cpeacTB ANA BEAEHUS Aena, Korga opraHmsaunsi u Uctel yaaneHs! gpyr ot gpyra Ha bonblume
PACCTOAHUSA, HAMPUMEP NPU MEXOYHAPOAHbIX KOHINUKTAaX,;

- Hanwu4ue y areHta npoueccoB MOHUTOPUHIa, OUEHKN U MOCTOAHHOIO YNy4YLlLEHNA YCIYT MO YPErynmpoBaHuio Crnop-
HbIX BOMPOCOB.
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[MpnnoxeHnune K
(cnpaBo4HoOe€)

PekoMeHaaLMn NO NONMUTUKE YperynMpoBaHUs CNOPHbIX BONPOCOB

K.1 lNpeaBapuTenbHble 00A3aTenbLCTBA

[1pn onpegeneHnmn HeoBXoAMMOCTU B3ATUSA Ha cebs npeaBapuUTEnbHbIX 00A3aTENBCTB NO YPEryrnmpoBaHUIO Crop-
HbIX BONPOCOB OpraHn3auns 4omKHa yumnTbliBaTh X 3HAYUMOCTb A5 CBOUX YCUINMUIN MO AOCTUXEHUIO YOOBNETBOPEHHOCTA
noTpedbuTenen B LENOM, a TaKXe APYrnx NONUTUK u uenen. OpraHnsauunst 4omKHa NpUHUMAaTb BO BHUMAaHME Takne PakTo-
Pbl, KaK:

- BO3MOXHOE yrnydlleHne penyrauum opraHm3ayum;

- BCE 3aKoHOoAaTenbHble U apyrue obszaTtenbHble TPEboBaHUA NN MePbI MO0 LWPEHUS;

- ntobble TpeboBaHMS NN MEPbI MNOOLPEHUS YHACTUSA B NPOrpamMmmax yperynmpoBaHus CnopHbIX BOMPOCOB OT aCCo-
Luauumn;

- MONe3HOCTb CTATUCTUYECKUX OTHETHbLIX AaHHbIX NOCTaBLWMKA AN MPOLECCOB NOBbLILLEHUA KAYE€CTBA U YITyYLLEHUS
opraHm3aauuu;

- BO3MOXHblE NPENMYLLECTBA B3ATUSA HA cebsA npeaBapuTenbHbiX 06A3aTeNbCTB AN NogaepXaHnst roTOBHOCTH
noTpedmnTENs BOCNONb30OBATLCA NPOLECCOM;

- Xenaemas ans NcTuoB PUHAHCOBAaA LEHHOCTb NPUHATBIX PeLEHUN;

- BO3MOXHOCTb CHUXEHUS 3aTpaT, KOTOPLIE B NPOTUBHOM Cliyvae Mornm 6ol NOUTU Ha cyaebHble N3AEPXKKN;

- OXMOAeMOe YMCIO Xanob, KOTOPblE MOIyT OCTaTbCH HEYPErynUPOBaAHHLIMW B paMKax BHYTPEHHErO npouecca
0bpaboTkM xanobd B opraHn3ayun.

K.2 Yyactve B vHAMBUAYaNbHOM Nopsaake

Ecnu oprannsauymnsi He B3sina Ha cebs npegBapuTenbHbIX 0683aTEeNbCTB NO YPEryrnupoBaHUIO CNOPHbLIX BOMPOCOB,
OHa 4OMKHa pacnpoCcTpaHnTb CPean BCEX COTPYAHUKOB, BOBINEYEHHbLIX B paboTy ¢xxanobamu, Kputepumn ans onpegeneHms
HEODXOAMMOCTHN yHaCTUS B YPEryMpPoOBaHUKM CNOPHbLIX BONPOCOB B MHAMBUAYAINBHOM Nopsiake. Takne KpuTepmmn A0ITKHbI
YUMTbIBATb Cneayowme OakTtopbl:

- CMOpHasi cymma n gpyrme xernaemble BbiniaTbl;

- niobble npenmyuwecTBa n3bexaHns cyaa, Takmue Kak CHUXeHue 3aTpar;

- 3aKoHoaaTtenbHble N gpyrne obsasartenbHble TPEOOBAHNUS U MEPLI NOOLWPEHNS;

- MOTEeHUmarnbHOE BO34ENCTBNE HEYPETryNMPOBaHUSA CMOPHOIo BONpoOca Ha B3anMOOTHOLWEHUS OpraHn3auum ¢ gaH-
HbIM NOTPEOUTENEM U €€ penyTaunto B LENOM.
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MpunoxeHwne L
(cnpaBo4HOe€)

PekomMeHAaLMM No afieMeHTaM NpoeKkTa yperynmpoBaH1A CriOPHbLIX BONPOCOB

CylecTByET MHOXECTBO NPOEKTOB YPErynupoBaHus CMOPHbIX BOMNPOCOB, KAXAbIN N3 KOTOPbIX UMEET CBOU MPENMY-
LLecCTBa nHegocTaTkn. Pekomenaaumm no-pasHoMy NPUMEHSIIOTCS B 3aBUCUMOCTU OT NpoekTa. OHM MOryT ObITb YCTAHOBI €-
Hbl areHTamMmu, NnpeanararWwmMmMm YCnyrm rno yperynmpoBaHuio CopHbIX BONPOCOB Ha pbiHKE B 06LWeM BUAe, Unn areHTamu,
ABMNSIOWNMUCS accoumaumsiMm, Nnu BelbpaHbl UMK ANs yperynmpoBaHusl CNOPHbIX BONPOCOB MEXAY CBOMMU YrieHaMu U
OPYrMMU OPraHn3aunsiMu.

B tabnuue L.1 npeacTtaBneHbl pa3nnyHble 3NeMeHTbl NPOEKTOB YPErynmpoBaHUs CNOPHbIX BOMNPOCOB, HE SIBNAOLLLU-
eCcsl UCYEPNbIBAIOLLIMMM.

Tabnwunua L.1— PekomeHgaunm no anemMeHTam nNpoekTa yperynmpoBaHus CriopHbIX BOMPOCOB

SNEeMEHT NpoekKTa

[Tpumepsb

KakoBa oOpraHn3aunoHHO-NpaBoBas qopma
areHra?

[TpomMbllLNEHHaAA accoumaumus; accounaumsa noTpedbutenen;
HEKOMMEPYECKAs OpraHn3aumnst; KomMmepyecKkas opraHn3auns; NH-
avBunayanbHbIV NpeanpuHuMaTerb

Crnopbl Kakmx BUOOB MOXET perynmpoBaTb
areHTt?

HapyweHne rapaHTUMHbIX 0083aTenbCTB, HECBOEBPEMEH-
HOCTb MOCTaBKW, JOXHAas peKkrnama, HapylweHne KOHTPaKTa,
HAOEXXHOCTb NPOAYKLUN

Kakne meToabl yperynmpoBaHuUst CMOPHbIX
BOMPOCOB MOIyT ObITb NMpeanoXeHb!?

CornacutenbHbIN, KOHCYNbTATUBHLIN W/ UMW yCTaHaBIUBalO-
Wun (obasartenbHbIN NN HeobA3aTeNbHbLIN)

Kak byger ocywecTBneHo phmHaHCcnpoBaHue
cnopa’?

OT4yncneHns oT O,EI,HOIT‘I nnn obenx CTOPOH, YlieHCKne B3HOChEI B
PaMKaX aCCoumnaymn, rnpasntesibCtBeHHbIE UITIN 6ﬂarOTBOpMT6ﬂb-

Hbl€ TPaHTbI

Kakme wmeToabl yperynupoBaHUs CNOPHbLIX
BOMNPOCOB ByayT NCNoNb30BaHbl B MHAWBUAYAIb-
HbIX cnopax’?

'ONbKO cornaweHue; TONbKO YCTaHABITMBAKLWEE pPEeELLEHNE,
cornaweHune n ycrtaHaelimBakuiee peweHune, rnpu HEO6XO,EI,I/I MOCTW

KakoBa KBanudpukauus npeacraBuTernen no
pa3peLeHnto CNOPHbIX BOMPOCOB?

HorkHbl npontn 40-4yacoBOW Kypc NOAroTOBKU; AOIMKHbI 06na-
aatb 10-neTHMM onbITOM PaboTbl B COOTBETCTBYIOWEN cdepe;
OOMKHbI ObITb KOPUCTAMU

Kak bygeTt A4oCTUrHyta He3aBMCUMOCTb?

OTUYHble npaBuna noBegeHus; cbanaHCUpPOBaHHbLIM OpraH
yNpaBneHus BO rMaBe ¢ HECKONbKUMM aKUMOHEpamMu, NpeacTaBu-
TENW NO paspelleHnto CNOpPHbIX BOMPOCOB, HAHATbIE AreHTOM;
npeacTaBuTeENn NO Pa3peELLEHNIO CNOPHbIX BOMPOCOB N30NNPOBa-
Hbl OT APYroro nepcoHana areHTa

Kakvne kputepun OyayT wUCNonb30BaHbl NPW
NPUHATUN PELLEHNN 06 yperynmpoBaHum CropHbIX
BOMPOCOB?

To4HOE BbINONHEHME 3aKOHOAATENBHbIX MPUHLUWNOB, Crie4oBa-
HUe nNpaBunam u/mnm BecnpUcTpPacTHOCTb

KakoBbl BPEMEHHbIE PaMKN YPErynmpoBaHus
cnopa?

[TpuHsATNE pelleHns B TedeHne 60 aAHen; NonbiTKa cornaweHmns
byaet npeanpuHsTa 3a 40 gHen A0 BbIHECEHUS OKOHYAaTEIIBbHOIo
peLLEeHUS

B kakon copme AOCTYNMHO yperynupoBaHuE
CMNOPHbIX BONPOCOB?

JlnyHo; no TenedoHy; Yepe3 NNCbMEHHbIE 4OKYMEHTbI; OHNMavH
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Mpunoxenvne M
(cnpaBo4HoOe€)

Brnok-cxema yperynmpoBaHu1A CrOPHbLIX BOMPOCOB

Ha pucyHke M.1 npeactaBneHbl pa3nnyHblie 3Tanbl yperynmpoBaHUs CNOpPHbIX BONPOCOB.

HeyperynupoBaHHas »anoba
HanpaBneHue xanobbl (7.2)

[Tony4yeHue yBegoMneHusi © cropHoMm sonpoce (7.3)

OueHKa cnopHoro Bonpoca (7.4.1)
BbipaboTka HavaneHOM no3uuun (7.4.2)

CornacuteneHbii metog (7.5.1)

CornaweHue
OOCTUIHYTO?
(7.5.3)

HET

KoHcynbTatneHbin metog (7.5.2)

PekoMmeHaaLuu
MPUHATBHI 00EeUMU
CTOPOHaMN?

(7.5.4)

YcTtaHaenuBarwmi metog (7.5.2, 7.5.5)

PelueHue obsi3aTenbHO
Ans o06enx CTopoH?

PeLueHre npuHATO HET

ncTuamu?

OA
NcnonHeHne npuHaToro peweHus (7.6) Heno 3akpbiTo (7.7)
Ieno 3akpbiTo (7.7) Cya vunv apyroi AOCTYNHbIN pecypc?®

? NcTel MoxeT BOCNONb30BaThCA CBOVIM MPABOM BbIVTU U3 MPOLEcca yperynmpoBaHusi CnopHOro Bonpoca B noboe
BpeMS U Ha Nobom atane. 34ecb MOryT ObITb OrpaHUYeHns], 3aBUCSLLME OT ODCTOATENBCTB (HAaNpumMep, OT B3aMMOOTHOLLE-
HUA MEXAY OPraHn3auunsimmn).

PucyHok M.1 — bnok-cxema yperynmpoBaHus CNOPHbIX BOMNPOCOB
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[MpunoxeHune N
(cnpaBo4HOe€)

CBeaeHUA 0 COOTBETCTBUU HaLMOHanNbHOro ctaHgapta Poccunckou Pepepanmu
CCbINTOMHOMY MeXAYHapoaAHOMY CTaHAapTy

Tadbnwuwua N.1

O6o3HauvYeHue CCbINOYHOro MEXOYHAPOOHOro ctaHgapTa

Obo3HavYeHne n HaMMeHOBaHNE COOTBETCTBYIOLLEro
HauuoHaneHoro crtangapra Poccunckon Penepanimu

MCO 9000:2005

[OCT P MCO 9000—2008 CuncrtemMmbl MEHEIXKMEHTA
KadvectBa. OCHOBHbIE MONMOXEHUA U CITOBAaPb
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budnuorpadua

1]11S0 9001 Quality management systems — Requirements

2] 150 9004:2000 Quality management systems — Guidelines for performance improvements

3] 1S5S0 10001 Quality management — Customer satisfaction — Guidelines for codes of conduct for
organizations

[4]1SO 10002:2004 Quality management — Customer satisfaction — Guidelines for complaints handling In
organizations

5] 1S5S0 10015 Quality management — Guidelines for training

6] ISO/IEC Guide 37 Instructions for use of products of consumer interest
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YAK 658.562.014:006.354 OKC 03.120.10 139 OKCTY 0025

KrnitoueBble cnoBa: yperynmpoBaHue CnopHbIX BONMPOCOB, MeTOo4bl YPeryimpoBaHNSA CrIOPHbBIX BOMPOCOB, areHT,
npeacTaBuTeNb NO PELleHUo CNOPHbIX BOMPOCOB, cornaleHune, pekoMmeHaauns, ycTaHaBnmBarlee pelle-
HUe, TepMUHBbI 1 onpeaeneHns
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