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[lpeaucnoBue

Llenn un npuHunnbl ctTaHaaptTmnsaunm B Poccnnckon epepaumnm yctaHosneHol PeaepanbHbiM 3aKOHOM OT
27 nekadbpsa 2002 r. Ne 184-03 «O TeXHUYECKOM perynmpoBaHuny», a npasnna NpUMeHEHN HaLMOHANbHbIX
ctaHaapToB Poccunckon Pepepaumm — OCT P 1.0—2004 «Ctanpaptmnsauma B Poccunckon denpepaumn.
OCHOBHbIE NONOXEHUAY

CBepgeHunA o cTaHpapTe

1 NOAIOTOBJIEH OTKpbITbIM akUMOHEPHLIM 00WecTBOM «Hay4yHO-nccnenoBaTenbCKUN LLEHTP KOH-
Tponawn AnarHocTukn Texunyeckmx cnctem» (OAO « HUU KO » ) n TeXHU4ECKMM KOMUTETOM NO CTaHA3PTN3aUunn
TK 10 «[llepcnekTnBHbIE MPOU3BOACTBEHHbLIE TEXHOMNOMMWU, MEHEMKMEHT N OLEHKA PUCKOB» HA OCHOBE
COOCTBEHHOro ayTeHTUYHOrO NepeBoaa CTaHaapTa, ykasaHHOro B NyHKTe 4

2 BHECEH YnpaBneHnem pa3Bntua, MHpopMaLMOHHOro obecneveHnan akkpeantaumm denepanbHOro
areHTCTBa No TEXHUYECKOMY PEerynupoBaHnIO N METPONOITMA

3 YTBEPXXAEH W BBEAEH B OEWCTBUE Mpukazom PenepanbHOro areHTCTBa no TEXHUYECKOMY
perynupoBaHunio u metponorn ot 31 oktadpa 2007 r. Ne 283-cT

4 Hacroawmn ctaHaapT naeHTudeH mexayHapoaHomy crtaHaapty NCO 10002:2004 «MeHeaKMeEHT
Ka4yecTBa. YAOBNETBOPEHHOCTbL NOTPEOUTENA. PYKOBOACTBO MO YNPaBNEHUIO NPETEH3NSAMU B OPraHn3aLmax»
(ISO 10002:2004 «Quality management — Customer satisfaction — Guidelines for complaints handling in
organizations»).

HanmMeHOBaHWE HACTOALLEro CTaHaapTa UBMEHEHO OTHOCUTENBHO HAUMMEHOBAHUA YKA3aHHOIO MeXAy-
HapOoAHOro craHaapTa anga npueeneHnsa B cooteetcteme ¢ FOCT P 1.5—2004 (noapasnen 3.5).

[1pn NpUMEHEHNN HACTOALLIErO CTAHAAPTA PEKOMEHAYETCA NCMONb30BaTh BMECTO CChINOYHbLIX MEXAYHA-
POAHbIX CTAHAAPTOB COOTBETCTBYIOLLIME UM HALMOHANbHbLIE CTAHAAPTLI, CBEAEHUA O KOTOPbIX NPUBEAEHLI B
OONONHUTENBHOM NPUNOXEHNN J

5 BBEAEH BINEPBbIE

NHppopmayus ob usaMeHeHUsX K HacmosuweMy cmaHoapmy nybnukyemcsi 8 eXXeeo00HO u3dasaeMoM
UHhopMayUOHHOM yKazamerne « HayuoHarnbHbele cmaHo0apmabi», a meKkcm U3MeHeHUU U nonpasoKk — 8 eXXxeMe-
CS4YHO U30asaeMbix UHhopMaUUOHHbIX ykazameisax « HayuoHanbHele cmaHlapmebly. B criydae nepecmompa
(3aMeHbl) unu ommMeHbl Hacmosuwieao cmaHdapma coomsememesyruiee ysedoMreHue bydem onybnukoeaHo
8 eXeMecCs4YHO u3dasaeMoM UHGDOpMaUUOHHOM yKa3amerne «HayuoHanbHbie cmaHoapmel». Coomeemem-
gyrowast UHgbopmauus, yeedoMreHUe U meKemabl pa3mMellaromcecs makxe 8 UHGhopMayUOHHOU cucmeme obuie-
20 10f1b308aHUS — Ha ohuyuanbHoM catime @edeparibHo20 aeeHmemea rno mexXHU4eCcKoMy peaynupoeaHuto
u Memponozauu e cemu ViHmepHem

© CraHpaptnHdopm, 2007

HacTosawmm ctTaHaAapT He MOXET ObITb NONHOCTbLIO NN YACTUYHO BOCMNPOU3BEAEH, TUPAXUPOBaH U Pac-
NPOCTPaHEH B Ka4eCcTBe 0hMLMAnNbHOro n3naHna 6es paspelueHns PenepanbHOro areHTCTBa NO TEXHNYECKO-
MY PErynmpoBaHuio n METPONOrmm
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BBeaoeHue

0.1 O6wme nonoxeHunnA

HacToawmn ctaHaapT ABNSEeTCA PYKOBOACTBOM MO pa3paboTke U BHeAPEHUIO pe3ynbTaTUBHOMO W
ah(PEKTMBHOrO NpoLecca ynpaBneHna NPETEH3NAMN ANA BCEX TUMNOB KOMMEPYECKON NNN HEKOMMEPHECKOW
0eATENbHOCTN, BKMIOYaA AeATENbHOCTb, CBA3AHHYI0 C SNEKTPOHHON Toproenen. CTaHaapT npeaHasHavyeH Ans
OpraHn3aLunm n noTpeduTenen, NPeabABNAILNX MPETEH3NN, N APYINX 3BUHTEPECOBAHHbLIX CTOPOH.

NHdopmaumna, nonyyveHHas B Npouecce paboTbl C NPeTEH3NAMN, MOXET NCNONb30BaTbLCA ANA COBEPLUEH-
CTBOBAHMA NPOAYKLUN M NPOLIECCOB U, €CnNK NPETEH3NN A0MKHbIM 00pa3oM 06paboTaHbl, MOXET YAYULLINTL
penyTaumnio opraHm3aunm He3aBUCUMO OT €€ pa3Mepa, MECTOMNONOXKEHNA U chepbl AeATENbHOCTU. HacToALWwmni
cTaHaapT npnobpeTaet ewe donbllee 3Ha4YeHNe Ha MeXayHapoaHOM PbiHKe, rae OT opraHn3aunn TpedbyeTca
OTKPbITOCTb MPY YNpaBnNeHMN NPETEH3NAMMN.

[ToTpebHOCTb B pe3ynbTAaTMBHOM N 3(PHEKTUBHOM MPOoLLECCE YNPABMNEHNSA NMPETEH3NAMU UCNbITLIBAIOT
OpraHmsaumm — npon3BoaAnTENU NPOAYKLNN U OPraHmn3aummn — NoTpedutenmn 3Tom e NPpoaYKLNHN.

[MTpumeyaHuUe—BTekcTe cTaHAapTa TEPMUH «NPOAYKLMUA» ABNSAETCH CUHOHUMOM TEPMUHAE «YCRnyray.

PaboTa ¢ NpeTeH3NAMM PacCMOTPEHA B HACTOALLLIEM CTAHAAPTE € TOYKM 3pEHNA NPOLLIECCHOrO NoAxoAa v
NO3TOMY CMNOCODCTBYET MOBLILLEHNIO YAOBNETBOPEHHOCTN MNOTPEOUTENA. YNydlleHne OBpaTHON CBSA3U C
noTpedbutenem, B TOM Yncne padboThl C NPETEH3NAMU, CBA3AHHLIMU C HEYAOBNETBOPEHHOCTLIO NOTPEbUTENEN,
MOXET OTKPbITb HOBblE BO3MOXXHOCTU MOBbLILLEHNS MOANBHOCTU NOTPEOUTENEN N KOHKYPEHTOCNOCOOHOCTH
OpraHn3aLmnm.

BHeapeHne npouecca ynpaBneHNA NPETEH3INAMN MOXKET NPUBECTU K CNEAYIOLNM PE3YNbTATaM:

- NpPenocTaBNEeHnto NPpeabLABNAKLLEMY NPETEH3UIO OTKPLITOrO AOCTYNA K NpoLeccy ynpaBneHna NnpeTeH-
3NAMU;

- MNOBbILLIEHUIO CNOCODHOCTN OpraHn3aLnm NocCNeaoBaTeNbHO, CUCTEMATUYHO U B A0DOpOXKenaTenbLHON
bopMe paspellaTb NPETEH3NN C OPUEHTALMNEN HA B3aMMHOE YAOBNETBOPEHNE NHTEPECOB NPEABABNAKOLLETO
NpPeTEH3UIO N OPraHn3aLnm;

- MNOBbILLEHUIO CNOCODHOCTU OPraHn3aLnmn OTCNEXNBATb OCHOBHbIE TEHAEHLMU PLIHKE, YCTPaHATb Npn-
YMHbI NPETEH3UN N NOCTOAHHO YNYYLLATb AEATENBLHOCTb OPraHn3aunm;

- CO343HMI0 B OpraHm3aLmn noaxoaa K yperynupoBaHuio NPeTeH3nn, OPMEHTUPOBAHHONO Ha NOTpebunTte-
N8, N NOOLLpEHNE NEPCOHaNa K COBEPLLEHCTBOBAHUIO HABbLIKOB NpU paboTte ¢ NnoTpebuntenamu;

- 0becneveHnto OCHOBbLI ANA NOCTOAHHOIO aHanNM3a npouecca ynpasBneHna NPeTeH3naAMI, paspeLleHUd
NpeTEH3NN N NPOBEAEHUA NPOLLECCA YNYYLLEHNA AEATENBHOCTN OPraHn3aLmnmn Npu paboTe ¢ NPETEH3NAMMN,

OpraHmn3auma MOXET Mo XKeNaHUo NCNONb30BaTb MNPOLLECC YNPaBNEHNA NPETEH3NAMN COBMECTHO C APY-
MMM AOKYMEHTaMM NO yAOBNETBOPEHHOCTM NOTPEebNTENA U NpoLueccamMmm no yperynnpoBaHUIo CropoBs.

0.2 CBA3Lc NCO 9001:2000 M UCO 9004:2000

CTaHaapT NPUMEHAIT COBMeCTHO co ctaHaaptTamm cepumn NCO 9000 n moxeT ncnonb3oBaThCAa ANA A0C-
TkeHna uenen MCO 9001 n MCO 9004. CtaHaapT TaKKe MOXET ObITb MICNONb30BAH CAMOCTOATENLHO.

NCO 9001 yctaHaBnmBaeT TPeOOBaAHNA K CUCTEME MEHEQKMEHTA KaydeCTBa, KOTOpble MOryT NCNONb30-
BaTbCA OpPraHn3aumaMmn ana uenen ceptndukaLmm nnm 3aknioveHna KOHTPaKToB. [pouecc ynpaBneHns npe-
TEH3NAMU, PACCMOTPEHHLIN B HACTOALLEM CTaHAapTEe, MOXET WUCNONb30BaTbCA KaK 3MNEMEHT CUCTEMDLI
MEeHEeOXXMEHTa Ka4eCcTBa.

Hactoawmn ctaHaapT He NpeaHa3HadYeH ana uenen ceptndnkaLmm nnuv Npu 3aknNioYeHnm KOHTPaKTOB.

NCO 9004 coaepXunT pekomeHaaLnm No NOCTOAHHOMY YAYYLLEHNIO AEATENBHOCTN OpraHn3aumn. lNpnme-
HeHne MCO 10002 HanpaBneHO Ha yny4weHne padoTbl OpraHnsaumnm e 0onacTn padboTbl ¢ NpeTeH3NAMN, NOBbI-
LIEHME YAOBNETBOPEHHOCTN NOTPEDUTENEN N APYINX 3aUHTEPECOBAHHbLIX CTOPOH. [1pnMeHeHne cTaHpapTa
MOXET MOMOYb OPraHn3aLnamM NOCTOAHHO YNy4LLaTb KA4EeCTBO NPOAYKLIMU HA OCHOBE ODPaTHOM CBA3M C NOTPE-
dntTenaMmmn n Apyrumn 3amMHTEPECOBAHHLIMU CTOPOHAMM.

IV
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HAUWOHAINBbHBILU CTAHOAPT POCCUMUCKOWNW OSGOEOLEPALUNMN

MeHea)XKMEHT opraHn3aumm

YOOBINETBOPEHHOCTb NOTPEBUTENA
PYKOBOACTBO MO YNPABJIEHUIO NMPETEH3UAMU B OPTAHU3ALIUAX

Organization management. Customer satisfaction.
Guidelines for complaints handling in organizations

[lata BBeaeHua — 2008—06—01

1 O6nactb NpUMeHeHUs

CTaHpapT coaep X1t pyKoBOACTBO MO yNpaBneHnto NpeTeH3naMmn, CBA3aHHbIMU C NPOAYKUMEWN, BKNIOYaS
nNaHUpoBaHue, pa3padboTKy, NPOM3BOACTBO, 0OCNYXMBaHME U ynyylleHue. [1pouecc No ynpasneHUo NPeTeH-
3NAMMN MOXET NCNONb30BAaTbLCA B Ka4€CTBE OOHOMo U3 NPOL,ECCOB CUCTEMbI MEHEAXXMEHTA Ka4eCTBa OpraHns3a-
LI,

HacTtoawmn ctTaHagapT He NPUMEHUM K TPYAOBbLIM CNOPaM U cnopam, nepeaaHHbIM ANA peLleHnsa TpeTben
CTOPOHE BHE OpPraHmn3aLmm.

Hacroawumn ctaHaapT npegHasHadvyeH Ana Ucnonb30BaHMA OPraHn3aumnamMm BCEX pasMepoB U ciep
neaTenbHOCTU. PYKOBOACTBO ANA NpeanpuaTn n opraHn3aLmmm Mmanoro bOusHeca npueeaeHo B NPUNOXEHUN A.

HacToawunn ctaHaapT paccMmaTpmuBaeT cneayruwme acnekTbl pabdoThl C NPeTEH3UAMMN:

a) yBenudeHne yaoBNETBOPEHHOCTU NOTPedbUTENA NYTEM CO3AaHUA COLMANbLHON cpeabl, OPUEHTUNPO-
BaHHOM Ha NOTPebnTena, OTKPbITON ANA 0OPaTHOW CBA3N (BKNOYaA NpeTEH3NN), paspeLlieHna NiodbiX NoONy4YeH-
HbIX MNPEeTEeH3MU N NOBbLILWEHUA CMOCOOHOCTU OpraHmM3aumm K COBEPLUEHCTBOBAHUIO CBOEW MNPOAYKUMW W
KadecTBa 06CcnyXxnBaHnsa NoTpedbnTens;

b) BOBNEeYeHne N NPUHATNE 00A3aTENLCTB BbICLUMM PYKOBOACTBOM NYTEM aAEKBATHOIO MEHEAXXMEHTA
pecypcoB (BKNo4asa obyyeHne nepcoHana);

C) nccnenoBaHme U opueHTaumna Ha NOTPEOHOCTN N OXXNOAHNA NPEOBABNALLNX NPETEH3NIO;

d) co3gaHune OTKPLITOro, yaobHOro B UCNONb30BaHUM ANA NPeAbABNALWNX NPETEH3NI0 U 9D EKTUBHO-
ro npowecca no ynpasneHUo NpeTeH3naAMu;

€) aHanus N oueHKa NPeTeH3nn, HanpaBnNeHHbIX Ha NOBbILLEHWE Ka4yeCcTBa NPOoAYKUNM N 0OCNYXXUBaHUE
noTpedutenem;

f) ayauT npouecca no ynpasBneHuo NpeTeH3NAMMN;

g) aHanus pe3ynbTaTMBHOCTU U 3(PPEKTUBHOCTM NpoLLecca No yNnpaBneHUo NPpeTeH3NAMMN.

HacToAawmnn cTaHaapT He 3aMeHAET YCTAHOBMNEHHbIE B COOTBETCTBUMMN C 3aKOHOAATENbHLIMU U 0DA3a-
TeNbHbLIMWN TPEOOBaAHMAMM NPaBa N 0OA3aHHOCTN OpPraHu3aLnn n NoTpeduTens.

2 HopmaTuBHbIe CChIJNIKWN

B HacToAleM cTaHaapTe NCnonNb3oBaHbl HOPMATUBHLIE CChINKU Ha cneayowme CTaHaapThbl:

NCO 2000:2005 Cncrembl MeHeakMeHTa KadecTBa. OCHOBHbIE MONOXEHUA U CNOBapb

NCO 9004:2000 CucteMbl MEHEOQXXMEHTA KavecTBa. PekoMeHaaumn no yny4dlleHno AeATENbHOCTY

MCO 19011:2002 Pykosogsine ykazaHna no ayanTy CUCTEM MeHeXKMEHTA Ka4yeCTBa U/Nnu cUCTeEM 3KO-
NOrnM4ecKoro MeHeXKMeHTa

U3paHue ohumumnanbHoe
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3 TepMuUHbI U onpeaeneHus

B HacToslweM cTaHaapTe NnpuMeHeHbl TepMuHbl U onpeaenedna no NCO 9000, a Takke cneayowme Tep-
MWHbI C COOTBETCTBYOLLUMMN OnpeaeneHNaMMN:

MpumedvyaHnue—B NCO 9000:2000 TepmnH «npoaykumsa» (CM. 3.4.2) onpeaeneH Kak «pesynesraT npouecca,
KOTOPbIN BKNKYAET YeThIpe KaTeropum Npoaykumn: ycnyru, nporpamMmmHoe obecnedeHune, annapatHole cpeactsa 3BM n 06-
paboTaHHblE MaTepuansbl. B TeKCTe HacTosALWEro cTaHaapTa TEPMUH «NPOAYKLNA» MOXET TaKKe 03Ha4YaTb «YCNyry».

3.1 npeabABNAOWMNA NpeTeH3nI0 (complainant): llnuo, opraHmnsauus nnm ee npeactaBUTENDb, NOAAI0-
LLiee NPEeTEH3NIO.

3.2 npeteH3una (complaint): BbipakeHne HeyaoBNeTBOPEHHOCTM NPOAYKLMEN n/mnmn padboTon opraHnaa-
LUK, UM HENOCPEANCTBEHHO MPOLLECCOM YrpaBneHns NPETEH3NAMN B CUTYALUNAX, IOe ABHO NN HEABHO OXnaa-
eTCcs OTBET UNU PELLIEHNE.

3.3 notpebuTtenb (customer): OpraHmsauma nnm NMUO, Nony4varuee NPOAYKLMIO.

Mpumep — Mompebumens, KnUeHM, 3aKa34uK, PO3HUYHbLIU mopzaoeey, 6eHechuyuap u nokynamesnb [cMm.
3.3.5 1CO 9000]

3.4 yaoBneTBOPEHHOCTb NOoTpedbuTena (customer satisfaction): Bocnpuatne notpedntenem cTenexHu
BbIMNONHEHNA ero TpeboBaHUN.

[MTpumedaHune— TepmuH npuseneH B 3.1.4 NCO 9000. NMpumevaHma yaaneHsil.

3.5 obcnyxuBaHue notpedburena (customer service). Bzanmoaencrene opraHmsaumm ¢ notpedbure-
neM Ha BCeX CTaanax XXM3HEeHHOro LMKNa nNpoaykKumn.

3.6 obpartHancBA3b (feedback). KommeHTapuu, akcnepTmn3a n ceeneHns 0 3aMHTEPECOBaHHOCTU B NPO-
OYKUUU UNn npoLecce ynpasneHna NpeTeH3namm.

3.7 3aMHTepecoBaHHanA CTOpoHa (interested party): Jinuo vnn rpynna nuu,, 3aMHTepecoBaHHbIE B AeA-
TeNbLHOCTU UNKN ycrnexe opraHnsaunm.

[MTpnmedyaHue—TepmuH npmueeaeH B 3.3.7 NCO 9000. MNMpumep n npumedaHne yaaneHsoi.

3.8 uenb (objective): Pe3ynbTaT, K KOTOPOMY CTPEMSATCSH B 00NACTU paboTbl C NPETEH3UAMMN,

3.9 nonutuka (policy). Obwme HaMmepeHna n HanpaBnNeHna AeATENbHOCTN OpraHn3aunm B obnactu
PaboThl C NPeTEeH3nAMN, OPNLNANBEHO CHOPMYNNPOBAHHbLIE BbICLLUM PYKOBOACTBOM.

3.10 npouecc (process). COBOKYNHOCTb B3aUMOCBA3aHHbIX NNU B3aUMOAENCTBYIOLLIMX BUAOB AEATEND-
HOCTW, NpeobpasyoLlasn BXoAbl B BbIXOAb!.

MpumedaHune— TepmuHd npueeaeH B 3.4.1 NCO 9000. NMpumevaHna ynaneHs.il.

4 OCHOBHbI€ pyKOoBOASALLME NPUHLUNMDbI

4.1 OOwme NoNnoxeHus
OCHOBHbIE pyKOBOAALLME NPUHLUMBI 3P PEKTUBHOMO yNpaBneHNA NpeTeH3nAMN n3noxeHolB4.2—4.10.

4.2 Bo3MOXHOCTb BU3yanbHOro gocrtyna
MHpopmMaumna o0 MecTe U cnocobe NpeabaBnNeHnsa NpeTeH3num AoMKHa ObiTb A0OBeAEHa A0 NOoTpebutens,
nepcoHana n gpyrnx 3anHTepeCcoBaHHbIX CTOPOH U AOMKHA ObITb AOCTYMHOMN.

4.3 [JOCTYNHOCTH

Heobxoanmo obecneynTb ANA BCEX NPeaAbABNAIOLWLNX NPETEH3NI0 Nerknm AoCTyn K Npoueccy ynpaene-
HUA NPEeTEH3UAMM, a TaKXe K nHopmMmauun ¢ noapodHbLIM ONMCaHMEM NOPAAKa NOAaYN U peLleHNAa NPETEH3NN.
[Tpouecc ynpaBneHnsa npeTeH3naMm n AoNoNHUTeNLHaa ntHopmMaLma A0MKHbI ObiTb NPOCTLI ANA TOHMMAaHUA U
ncnonb3osaHuA. MIHgopmauna A0MKHa ObITb U3N0XKeHa AOCTYNHLIM A3bIKOM. BHE 3aBUCUMOCTN OT U3NOXEHNSA
N opopMNeHNA, UCNONb30BAHHLIX NPKY NpPeanoXeHUn /nnNn NocTaBke NPOAYKLUNU, BKNIOYAA anbTePHATUBHbIE
cbopMbl (HaNpUMep KpynHbin LWIPNGT, WpndT bpanna nnm aygnosannce, ), Heobxoanmo odbecneynTb AOCTYN KO
BCEN HeOHXoaANMON NHPOPMaLINMM O NpoLecce yNpaBNeHNa NPeTEH3NAMNU MHEODXOANMYIO MOMOLLL NP NoAaYye
npeTeH3nn (CM. NpunoXxeHne B) Taknm obpa3oM, YTODbI He NPUHMHNTDL Bpeaa NpeabaBNAILLEMY NPETEH3INID.

4.4 BbbicTpoe pearmpoBaHue Ha NPETEH3UIO

OpraHnsaumna gonmnkHa HeMeaneHHo AaTb NOATBEPXKAEHMNE O NONYYEeHUN NPETEH3NN NNLY, NPEeaAbABNAL-
LLieMy npeTeH3nto. [peTeH3nn HeobXxoaAnMoO paccMaTpmBaTbh B COOTBETCTBUM C UX CPOYHOCTbLIO. Hanpumep,
BOMNPOCHI, CBA3aHHble CO 340POBbLEM M BE30NaCHOCTLIO NAen, AOMKHbI BbITb PACCMOTPEHLI HEMEANEHHO.
[Tpouecc paboThl C NpeTeH3naAMUN A0MmKeH obecneyunBaTbh BEXNNBOE ObpalleHne nepcoHana ¢ NUMLUoMm, npeab-
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ABNSAOLWNM NPETEH3UIO, 8 TaKXKe 00a3aTtenbHoe NHPOPMMPOBaAHNE NPEeabABNSAIOLWErO NPETEH3UIO O CPOKaX
PACCMOTPEHNA U NPOABUMXEHNN B PpabOTE MO NPeETEH3NM.

4.5 O0BbEeKTUBHOCTDL

Kaxayio npeTeH3nto cneayeTt paccMaTpuBaTh B PaBHOMPABHOW, OOBLEKTUBHOW N HenpeaydoeXXaeHHOW
doopMe Ha BCcex cTaauax npoLecca paboTbl ¢ NpeTeH3naMmn (CM. npunoxeHue C).

4.6 N3pgepxku

LocTyn K npoueccy no paboTe ¢ NpeTeH3naMn A0MKEH ObiTb BecnNaTHbLIM ANA NPeABbABNAIOLLENO Npe-
TEH3UIO.

4.7 KoHcbnaeHUNanNbHOCTb

JNlndyHaa nHdopmMmauma O NpeabaBnALWEM NPeTeH3U0 AoMKHa ObiTh (NPU HEODXOAMMOCTU) AOCTYNHA
nna paboTbl C NPETEH3NEN BHYTPU OPraHn3aLnm U akTUBHO 3aLUMLLEHA OT HECAHKLUMOHWPOBAHHOIO A0OCTYNA,
ecnu NoTpedbunTenb NK NPeabLABNAILMA NPeTeH3UIo TPpebyeT orpaHnyeHna AOCTyNa K HENn.

4.8 OpueHTauma Ha noTpedUTEeNnA

OpraHnsauma gomkHa B CBOeEN AeATENbHOCTN OPUEHTNPOBATLCA HA NOTPebuTens, ObiTb OTKPLITOW ANA
ODOpaTHOM CBA3M (BKNIOYAA NPeTEeH3MN) U NPUHMMATb Ha ceba 0bA3aTenbCcTBa NpeanpUHNMaTb HEOOX0ANMbIE
O0EeNCTBUA MO yperynupoBaHNIO NPETEH3UN.

4.9 OTBeTCTBEHHOCTDb
OpraHn3auna nonkHa obecneymBaTb YCTAaHOBMNEHNE N A0BEAEHNE OO CBEAEHNSA MEPCOHANA OTBETCTBEH-

HOCTU 33 A€ATENBHOCTb U NPUHATbLIE PeLLeHNs NO YNPaBNeHUIO NPETEH3NUAMU, OTHETHOCTb NO NX PE3yNbTaTaMm
NOMKHA ObITb YETKO YCTAHOBMNEHA.

4.10 locToAHHOE yNnyulleHne

[TOCTOAHHOE ynydlleHne npouecca ynpaBneHna NPETEH3NAMM N KavyecTBa NPoaAyKUUM AOMKHO ObITb
HEN3MEHHOM LeNbIo OpraHmn3aLnn.

5 CtpyKkTypa 00paboTKu npeTeH3un

5.1 Oba3zaTenbcTBa

OpraHunsaums A0NKHA NPUHUMATL Ha ce0a akTUBHbIE 00A3aTeNbCTBA NO Pe3ynbTaTUBHOMY N 3¢ (heKTUB-
HOMY ynpaBneHnto npeteHanamm. OcobeHHO BaXXHO, YTODObI 3T 00a3aTenbCTBa AEMOHCTPUPOBANUCH N UCXO-
OWUNW OT BbICLLEro PYKOBOACTBA OPraHn3aLivm.

MpuHATLIE rapaHTn N 06A3aTenbCTBa pearnpoBaHNA Ha NPETEH3NN NPEeaoCTaBNAIT BO3MOXHOCTb U
nepcoHany, n noTpedbntenam BHOCUTbL CBOM BKNaA B COBEPLUEHCTBOBAHUE NPOAYKLNM N MPOLLECCOB OPraHu-
3aLnMN.

ITN 0H6A3aTENBCTBA AOMKHbLI ObITb YYTEHbI NPY ONPeAENEHNN, MPUHATUN U AOBEAEHNN A0 CBEAEHNA NEP-
coHana v NoTpedbuntenen NONUTUKN N NPOLEAYP yNpaBneHUa NpeTeH3naMmn. B 06a3aTenbCTBa PYKOBOACTBA
NOMKHO BXOAWTb BblAeneHne HeOHX0ANMbIX PECYPCOB, BKMNIOYaA 3aTPaThbl HA ODy4eHNe.

5.2 lonutuka

Bbicllee pykoBOACTBO AOMKHO YCTAHOBUTL YETKO CPOPMYNMNPOBaHHYIO NONUTUKY yNpaBneHna npeTeH-
3NAMN, OPNEHTUPOBAHHYIO Ha NOTPebutens. Nonntnka AomkHa b6bITb AOCTYNHA N A0BEAEHA A0 CBEAEHUA BCE-
ro nepcoHana. MNonntnka Takke AOMXHA ObITb AOCTYNHA NOTPEOMTENAM U APYIMM 3aUHTEPECOBAHHbLIM

CTOpOoHaM. Ha ocHOoBE NONUTUKN AOMKHBLI ObITb YCTAaHOBNEHbI NPOLLEAYPbLI U LLENW NPOLECCa YNpaBneHna npe-
TEH3MAMMN ANA KaXXaow onepaumnn n Bcex OYHKLNOHaNbHbIX 0OA33aHHOCTEMN.

[1pn ycTaHOBNEHUM NONUTUKN U LleNen npoLuecca ynpaBneHna NPeTeH3naAMMN A0MKHbI ObITe NPUHATLI BO
BHUMaHWE cneayowne paktTopbl:

- YCTAHOBMNEHHbIe 3aKOHOAaTEeNbHbIE N 00A3aTenNbHblE TPEOOBAHNSA;

- (PpMHAHCOBbLIE, MPON3BOACTBEHHLIE N OPraHMN3aLNOHHbIE TPEDOBaAHUS;

- BXO/[Hbl€ AaHHblE OT NOTPEObUTENEN, NEPCOHANA N APYINX 3aUHTEPECOBAHHbLIX CTOPOH.

[TonnTtnka B 06NacTn Ka4eCcTBa U NONUTUKA NO YNPaBNEHUIO NPETEH3NAMN AOMKHbLI ObITb COrNAacOBaHbI.
5.3 OTBeTCTBEHHOCTb U NONHOMOYMA

5.3.1 Bbicllee pykoBOACTBO AOMKHO HECTN OTBETCTBEHHOCTDL 33 CNEAVYIOLLYIO AEATENbHOCTD:!

a) obecnevyeHne ycTaHOBNEHNS NpoLEecca v Lienen ynpasneHna NPETEH3NAMM,;

b) obecneyeHne B COOTBETCTBUMN C NONMUTUKON OPraHM3aLmnm ynpasneHna NpeTeH3naMmn NNaHNpoBaHUS,
pa3paboTKn, OCyLIECTBNEHNA, NoaaepXaHMa B pabodeM COCTOAHNM U MOCTOAHHOIO ynyJlleHna npouecca
ynpaBneHnsa NPETEH3NAMN;

c) naeHTndMKaumio n pacnpegeneHne HeodxoanMbIX aAMUHUCTPATUBHBLIX PECYPCOB ANA AOCTUXEHUS
pPe3ynbTaTMBHOCTU N 3P PEKTUBHOCTU NMPoLLECCa YNPaBNEHUNA MPETEH3NAMM;
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d) copencrtBme pacnpoCTPaHEHUID NOHUMMaHUA OPraHn3aunen BaXXHOCTU NpoLecca ynpaBneHnsa npe-
TEH3NAMN N HEOOBXOANMOCTU OPUEHTALIMN Ha NOTPebunTens;

e) obecneveHne aoBeaeHNAa OO NOTPedOUTENEN, NPEeaABbABNAIOLWNX NPETEH3NIO, U APYIMX 38aUHTEPECO-
BaHHbIX CTOPOH B NErkou n goCTynHon popme nHpopmaLumnm o npouecce ynpasneHna NPpeTeH3namm (CM. NpUno-
xeHune C);

f) HazHauyeHme npeacTaBMTENA PYKOBOACTBA MO yrnpaBneHUo NpeTeH3naMun, onpeaeneHmne ero oTeeT-
CTBEHHOCTU U NONHOMOYMW B AONOMHEHNE K OTBETCTBEHHOCTU U NONHOMOYNAM, NpUBEAEHHbLIM B 5.3.2;

g) obecnedyeHune ObICTPOro n aoPeKTMBHOro NpoLecca ypeaoMNeHnsa BbiCLLEro pyKoBOACTBa O NOObLIX
CYLLIECTBEHHbIX NPETEH3NAX;

h) nepunoanyvecknin aHanna npoLecca yrnpaBneHus NnpeTeH3naMmm ana obecneveHns ero pe3ynbTaTMBHOM
n 3P EKTUBHON PADOTbI N MOCTOAHHOIO YNy4YLLIEHUS.

5.3.2 lpeacraeutenb PpyKOBOACTBA MO YNPaBneHnto NPETEH3NAMN AOMKEH HECTN OTBETCTBEHHOCTD 33
chnepyowne nencTBus:

a) onpeaeneHne n PyHKUMOHNPOBaHNE NPOLLECCOB MOHUTOPUHIA, OLLEHKN N NPEeACTaBNEHNS OTHETOB;

b) npeacrtaBneHne OTYETOB BbICLLEMY PYKOBOACTBY O (PYHKLIMOHNPOBAHNM NpoLecca ynpaBneHna npe-
TEH3UAMUN N HEODXOANMOCTU YNYYLLEHUN;

C) nogaepXxky pe3ynbTaTuBHOro U 3P ekTUBHOrO PYHKLUMOHNPOBAHNA NPOLECCa YNPaBNeHNsa NpeTeH-
3NAMM, BKNOYaA HAbop n obyvyeHne nepcoHana, TexHonorndeckne TpedboBaHna, TpedoBaHUA K AOKYMEHTaM,
cobnaeHne 3anNaHNPOBaHHbIX CPOKOB YPErynnpoBaHNA NPETEH3NN N APYrnX TPebOBaHWN, a TAKKE NpoBeae-
HUe aHanusa npoLecca.

5.3.3 PykoBoguTenun opraHnsaunm pasnuyHbiX CTPYKTYPHLIX NOAPa3aeneHnn, BOBNEYEHHbIE B NPOLECC
YNpaBnNeEHNA MPETEH3NAMM B pPaMKaxX CBOMX MOMHOMOYMW, OOMKHbI ObiTb OTBETCTBEHHLI 33 cneaywwme
0EeNCTBUA:

a) obecneveHue BHeApPEHMA NpoLEeCcca YnpaBneHns NPETEH3NAMMU,;

b) B3anmMoaencTBue ¢ NpeacTaBUTENEM PYKOBOACTBA MO YNPAaBNEHUIO NPETEH3NAMM;

C) obecrnedeHne coaencTBma PacnpPoOCTPaAHEHNIO NOHUMAaHMNA NMpoLecca yNpaBneHnsa NMPETEH3NAMN U
HEODXOAMMOCTN OPUEHTALIMN Ha NOTPEDUTENS;

d) obecneveHmne Nerkoro A4ocTyna K tHpopmaLummn o npouecce ynpaBneHnsa NPETEH3NAMMN;

€) npeacTaBneHne OTYETOB O AEATENBLHOCTU N NPUHATLIX PELLEHNAX MO YNPABNEHUIO NPETEH3NAMM;

f) obecnevyeHne npoBeaeHNa MOHUTOPUHIA NMpouecca ynpasneHua NPeTeH3naMn n permctTpaunm ero
PE3YNbTATOB;

g) obecnevyeHne npoBeaeHNs COOTBETCTBYIOLLNX AEUCTBUN C LENbO YCTPaHEHUA Npobnemsbl, npea-
ynpexaeHns ee noBTOPHOrO BO3HMKHOBEHNSA U BEAEHNA PETNCTPALMOHHbLIX 3aNUCEWN;

h) obecneveHne AOCTYNHOCTN AAHHbLIX MO YNPaBNEHNIO NPETEH3NAMU ANA aHaNM3a CO CTOPOHbI BbICLLE-
ro pykoBOACTBA.

5.3.4 Becb nepcoHan, HenocpeacTBEHHO paboTaroLWwmm ¢ NOTPedNTENAMN U NPeABLABNAIOLLNMN NPETEH-
3UH0, OOMKEH:

- ObITb OOY4YEH YNpaBNEHUIO NPETEH3NAMMN;

- cobnioaaTthb TpedboBaHUA K NpeaCTaBNeHUIO YCTaHOBNEHHbIX OTYETOB NO NIOOOMY BMAY PadboT C NpeTeH-
3NAMM;

- BEXNMBO ODpawaTtbca ¢ NoTpedutenammn, ObICTPO paccMaTpuBaTh NPETEH3NU UNU HaNpPaBNATb UX
OTBETCTBEHHOMY UCMONHUTENIO;

- MoKa3blBaTb XOPOLNE MEXMUYHOCTHbLIE N KOMMYHUKATUBHbIE HAaBbIKW.

5.3.5 Becb nepcoHan oonmkeH:

- 3HAaTb O CBOEW PpONU, OTBETCTBEHHOCTU U NOMHOMOYUNAX OTHOCUTENBHO NPETEH3NN;

- 3HaTb NOCNenoBaTEenbHOCTL NpoLeayp N NPeaoCcTaBNAEMyI0 NPeabABNAILWEMY NPETEH3UI0 NHPOP-
MaLNIO;

- NpPencTaBnAaATb OTYETLI N0 MPETEH3NAM, OKa3blBaKOLLMM CYLLIECTBEHHOE BO3AENCTBNE HA OPraHn3aLmIo.

6 lNnaHnupoBaHue n paspadoTka

6.1 Obwme NnonoxeHunnA

[1na noBbilLEHNA NOANBHOCTU, YAOBNETBOPEHHOCTU NOTPEONTENA N NOBLILLEHMA KA4ECTBA NPOAYKLMN
OpraHn3aumns AOMKHA 3aNNaHnpoBaTb N pa3paboTaTh pe3ynbTaTUBHbLIN N 3O EEKTUBHbLIN NPOLLECC YNPABNEHNA
npeTeH3naMmun. B cCOOTBETCTBNM C MONUTUKON U LLENSMU YIPABNEHUA NPETEH3NAMMN 3TOT NPOLLECC AOMKEH BKMIO-
4yaTb B ceb HAbOpP B3aMMOCBA3aHHbIX U COrMacoBaHHO PYHKLUMOHUPYIOLLMX BUOOB AEATENBHOCTU N NCNONb30-
BaHWE Pa3nnUYHbIX 4enoBe4YecKknx, MHOOPMALIMOHHbIX, MaTepunanbHbiX, OUHAHCOBbLIX PECYPCOB N PECYPCOB

4



FroOCT P UICO 10002—2007

NHPPACTPYKTYPLI. OpraHnsauma AonXkHa ucnonb3oBaTbk COBPEMEHHbIE MeTOAbl YNpaBneHna NpeTeH3nsaMu,
npuMeHaeMble ApyrmmMmmn opraHn3aunamm.

6.2 Llenn

Bbicllee pyKoBOACTBO OpraHM3aumm A0MKHO obecneyunTb onpeaeneHune Lenemn no ynpaBneHuio NpeTeHx-
3NAMU ANA COOTBETCTBYIOLLMX NOoApa3aeneHnn n Ha COOTBETCTBYIOLLMX YPOBHAX. Llenn B ynpaBneHnn npeTeH-
3NAMU OOMXKHbI ObiTb U3MEPUMBIMU U COrNAacoBaHHLIMU C NONUTMKOW NO yNpaBneHuio npeteHanamun. Llenn
cneayet ycTaHaBNuBaTth vYepes 3annaHnpoBaHHbIE UHTEPBANbl BPpEMEHN N UMETb KPUTEPUN NX LOCTUXKEHNS.

6.3 HeATenbHOCTb

BricLlee pyKOBOACTBO AOMXKHO 0becnevynBaTb NNaHNPOBAHME NPoLLECCa YNPaBNeEHNA NPEeTEH3UAMM AN
nogaepXaHna n NoBbILLEHNA YAOBNETBOPEHHOCTU NOTpebutenewn. Npouecc ynpaBneHNa NPeTeH3NAMN MOXET
ObITb B3aMMOCBA3aH N COrNacoBaH ¢ ApYrMMmn npoLeccamMmm CUCTEMblI MEHEXKMEHTA Ka4eCTBa OpraHnsaumm.

6.4 Pecypchl

Bbicllee pyKOBOACTBO OpraHM3aumn AOSMKHO onpeaennutb N 0becnednTb pecypchbl, HeoOxoaAuMbIE ANA
nogaepXXaHna pes3ynbTatMBHOro N 3hPekKTMBHOro Npolecca ynpaesneHna npeTeH3naMmn. To Takue pecypcsl
Kak nepcoHan, obydyeHne, npoueaypbl, AOKYMEHTbI, NoaAepXKka cneunannuctos, Mmatepmansl, 06opyaoBaHue,
KOMMNbLIOTEPHbIE annapaTHble CPpeacTBa, NporpaMmMHoe obecnevyeHmne N PUHAHCHI.

BaXXHbIMU pecypcamMmn npoLuecca ynpasneHnsa NpeTeH3namMmm aBnaTca oToOop, noaanepka n odbyydeHne
BOBNEYEHHOro B NPoLecc nepcoHana.

7 OCHOBHbIE€ BUAbl AeATENbHOCTU NpPoLecca YNpaBneHUsa NPeTeH3UAMM

7.1 ObpaTtHana cBA3b

MHpopmaLma 0 npoLecce ynpaBneHna npeTeH3namm B Buae opoLuop, namdoneTos UNM MHPOPMaLIMK Ha
3NEKTPOHHbLIX HOCUTENAX AOMKHA ObITb NErko AOCTYNHa NOTPpedutTenam, NnpeabaBNALWNUM NPETEH3NN N APY-
MMM 3aUHTEPECOBAHHBIM CTOPOHAM. ITa MHOPMALNA A0MKHA ObITb N3NOXKEHA NMOHATHLIM A3bIKOM W B AOCTYIM-
HOW AnAa Bcex opme, obecrnevmBass HeNnPUUMHEHWE BpPeaa npeabsasnaloleMy npeteHsuto. Npumepsbl
HeOOXO0AMMON MHOPMAaLINN:

- CBeAeHnsa 0 MecTe NoAa4M NPEeTEH3NM;

- cBeaeHna o hopmMe Noaaym NpeTeH3nu;

- CBeAeHua, NpenocTaBnaeMble NPeabABNAILWNM NPETEH3NIO (CM. NPUNOXeEHNe B);

- npouecc 06paboTKN NPETEH3UN;

- MHTepBanbl BpeMeHn, Heobxoanmble ANA BbINOMHEHNA CTaANN NPOLLECCa;

- NpeanoXeHUa NpeabaBnAloLEero NPeTeH3nio No UcnpaeBneHno cCUTyaunn, BKNYaa BHELWWHNE cpen-
cTBa (CM. 7.9);

- cnNocobbl NoNy4YeHNa NPeabABNAILWNUM NPEeTEH3U0 MHPOPMaLNN O COCTOAHUN NPETEH3INMN.

7.2 Tlony4yeHne NPeTeH3nUN

[locne nepBOHa4YanNbHOrO NONy4YeHUA NPeTeH3na BMecTe C AOMNONMHUTENLHOU MHPOPMaLUNEN OOMNXKHA
ObiTb 3aperncTpupoBaHa, n en AoMKeH ObiTb NPUCBOEH YHUKANbHLIN AEHTUOUKALMOHHBIN KOA. [pn 3anncin
nepBoOHa4YanbHON NPETEH3NN AOMXKHbI ObITb ONpeaeneHbl CPeacTBa n MeToAbl peLleHna NpobneMmsbl, Npeanara-
eMble NPeabLABNAILWNM NPETEH3UIO, a8 TaKke Nodaa apyrasa nHpopmaumna, Heobxoammaa ana apPeKTMBHON
0bpaboTKN NPETEH3NU, BKNIOYANA B cEOA:

- OnucaHune npeTeH3nn n HeodxoanMble AONONHNTENbHLIE AAHHbIE;

- TpebyeMble cpeacTea Ansa peLleHns;

- onncaHune obBbEKTa NPeTeH3nn (NPOAYKUMA NN NpoLecc 00CNYXMBaHNSA);

- OXXnaaembln CPOK OTBETA;

- AaHHble O NepcoHane, nogpasaeneHnn, opraHn3aunm U/MnNn ceErMeHTe PblHKa;

- HeMegneHHoe PacCMOTpPEHNE NPEeTEH3NN NocNe NoAa4YU NPEeTEH3NN.

[lanbHenwee pykoBOACTBO NpuBeAeHO B npunoxeHnax Bun D.

7.3 TlpocneXxmBaemMocCTb NPETEH3UMN

[lpeTeH3no cneayeTt NpocneXmuBaTtb OT MOMEHTAa ee NonyyYeHna A0 NONHOro 3aBeplueHna npouecca
ynpaBneHnsa npeTeHsnen, kKoraa nNpeabaBnNalLWLnn NPeTeH3no dyaeT yaoBNeTBOPEH NN MNPUHATO 3aKMNI0YN-
TenbHoe pelieHue. [peabaBnAloLWLMN NPETEH3NIO NO 3anpocy N Yepes 3annaHupoBaHHble perynapHbie NHTep-
Banbl BPEMEHU, NO KpanHen Mepe BO BpeMa nepBOoHa4YanbHO YCTAHOBNEHHOIO CPOKa NCNONHEHNA, AOMKeEH
UMETb AOCTYN K UHhopMaLMK O TEKYLLIEM COCTOAHUN NPOoLLEeCcCca yrnpaBneHna NpeTeH3nen.

7.4 TloaTBepxaeHUE NPETEH3IUMN

[TonyveHne Kaxxaon npeTeH3nn AoMKHO ObITb HeMeaANeHHO NOATBEPXKAEHO NPeaAbABNAIOLWEMY NpPeTeH-
310 (Hanpumep, No NoYTe, TeNeOoHY NN ANEKTPOHHOW NOYTE).
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7.5 lNepBOHaYanbHaA oUueHKa NPEeTeH3NMN

[Tocne nony4yeHnsa Kaxxaon NpeTeH3nn AonXHa ObiTb NpoBeaeHa €€ NepBOHa4YanbHas OLEHKa C TOYKM
3PEHNSA TAKUX KPUTEPUEB KaK BAXXHOCTb, 0€30NacHOCTb, CNOXHOCTb, BO3MOXHbIE NOCNEACTBUA, a TaKKe A0r-
)KHa ObITb NPOBEAEHA OLIEHKa HEODXOANUMOCTU U BO3MOXHOCTU NPOBEAEHNA HEMEANEHHbIX AENCTBUN NO Pac-
CMOTPEHUIO NPETEH3NMN.

7.6 PaccneaoBaHue NpeTeH3nmn

Bce pa3yMHble yennua AOMKHbI ObiTb NPEANPUHATLI ANA paccneaoBaHna BCEX HEODXOAUMbIX OBCTOS-
TEeNbCTB N AaHHbIX, CBA3aHHbIX C NPETEH3NEN. YPOBEHb paccneaoBaHNsa AOMNXKEH ObITb COpa3MepPHbIM BaXXHOC-
TN, YACTOTE BO3HNKHOBEHUS U TAXKECTU NOCNEACTBUN NPETEH3UN.

7.7 OTBeTHanNpeTeH3nn

[Tocne COOTBETCTBYIOLLErNO paccnenoBaHna 06CTOATENLCTB U AaHHbIX MO NPETEH3UN OpraHmn3auns Aon-
)XHa NPeanoOXuTb OTBETHLIE AENCTBUSA (CM. NpUNoXeHne E), Hanpumep ncnpasneHune npodbnemel /mnn npea-
ynpexaeHne ee MNOBTOPHOro noasneHma B oOyayuwem. Ecnn npeTteH3na He MOXeT OblTb HEMeANEeHHO
yAOBNETBOPEHA, TO OpraHM3aumna AOMKHa HAUTU CNOCOD ee peLleHna, KOTOPbIN MOXET NPUBECTU K Hanbonee
3O (PEeKTUBHOMY pe3ynbTaTy B BO3MOXHO Donee KOPOoTKUe Cpoku (CM. npunoxeHue F)

7.8 ObpaTHaA cBA3b NO MPUHATOMY PELUEHMIO

PewweHne nnn niobble AEUCTBURA, CBA3AHHbIE C MPETEH3NEN N UMEIDLLIME OTHOLLEHUSA K NPEABbABNAIOLIEMY
NPETEH3UI0 NN BOBNEYEHHOMY NEPCOHANY, AOMXKHbI 6bITb AOBEAEHLI A0 HUX HEMEANEHHO NOCNE NPUHATUNSA
peLleHna NNn BbINONHEHUA COOTBETCTBYIOLLNX AENCTBUN.

7.9 3aBeplueHUe AEeNCTBUN MO YNPaBIIEHUIO NPETEH3NEN

Ecnu npeabaBnaloLwnm NpeTeH3nt0 CornaceH ¢ NpeanoXeHHbIM peleHnem n/mnu aencTeBneM, To Takme
peLleHne n/mnn AeNCTBMNA AOMKHbI ObITb BINOMHEHbI U 3aPErMCTPUPOBAHDI.

Ecnu npeabaBnaoLWnm NPeTEH3n0 He COrNaceH ¢ NPeanoXeHHbIM pelleHneM nnn AeNCTBMEM, TO Npe-
TEH3U1SA AOMKHA OCTABaTbCA OTKPLITON. Takon CTaTyC NPeTEH3UN AOMNKEH BbITb 3aperMcTpnpoOBaH, a NpeabsiB-
AALWNNA NPETEH3UI0 A0MKEH BbITb NPONHOOPMUPOBAH OTHOCUTENBHO anbTePHATUBHbLIX (POPM N BAPNAHTOB
peLeHnin n/nnmn nENCTBUN.

Opranunsauma AonKHa NPOBOANTL MOHUTOPUHI AENCTBUI NO YNPABNEHUIO NPeTEH3NEN A0 TEX NOP, NOKA
He OyayT Ncnonb30BaHbl BCE Pa3yMHbl€ BHYTPEHHWE N BHELLIHWE BO3MOXXHOCTWN ANA yAOBNETBOPEHUSA NpeAbsiB-
NALLIErO NPETEH3NIO.

8 OO6cnyxuBaHue n yny4weHue

8.1 Co6op nHchopmaunn

OpraHnsaumsa AoOKHa PermcTpmpoBaTh 3annucKu o0 xoae npouecca ynpaesneHns npeteHsnamn. OpraHmnaa-
LIS AOMXKHAE YCTAaHOBUTb M BHEAPWUTL NPOoLEaypbl 3anncen NPETEH3UN N OTBETOB HA HUX, HEODXOaAUMbIE AN
NCNONb30BAHNA 3TUX 3aNNUCEN N YNPaBNEHNA NMIN, a TaKXKe A0MNXKHA ObITb 0becneyeHa 3aLwmnTa nodon NNYHON
NHPOPMALNN N KOH(PNOEHLNANBHOCTU NPeabaBnAoLwWero npeteH3nto. [poueaypa seaeHna sanncen ooKHa
BKNIOYATb B cebA:

a) onpeaeneHne NOCNenoBaTENbHbLIX LLAroB NO naeHTUdMKaLumn, coopy, knaccnpukaumm, oocnyxmea-
HUIO, XPAaHEHNIO N YHUHTOXEHNIO 3aNNCen;

b) npn perncTpaunmn 3anucen NO YNPaBNEHMNIO NPETEH3NAMU U OOCNYXXUBAHUIO MOMNYYEHHbLIX 3anu-
cen — obecneveHne npeaenbHON OCTOPOXKHOCTU NPU XPaHEHUN 3AaNNCEN Ha SNEKTPOHHbLIX pannax n MarHnT-
HbIX HOCUTENAX, TaK KaK 3aMUCU Ha 3TUX HOCUTENAX MOTYT ObITb NOTEPSAHDLI B pe3ynbTaTe NNOXOoro obpalleHns
nnNn on3nN4eCcKoro ctapeHna HocuTenew;

C) BeAeHne nnoaaepKky B padboyemM COCTOAHUN 3anncen No BunaamMm 0o y4eHUa N MHCTPYKTAaXY, NpoBeaEH-
HbIM C NULAaMU, Y4ACTBYIOLLUMU B NpoLecce ynpaBneHna NpeTeH3naMm;

d) yctaHoBneHue TpeboBaHMM K OTBETAM HA 3anpoChkl NO NpeacTaBNEHNIO N Nepeaaye 3anncen, NoaaH-
HbIX NPeABbABNAIOLWNM NPETEH3NIO UNN €70 areHTOM; OHW MOryT BKNIOYaTb CPOKN BbINOMHEHNSA, HEOOXOANMYIO
nHpopMaLmIo (Hanpumep, BUA, agpecaTt n popmaTt nHpopmMaLnn);

e) onpeneneHmne cnocoboB U CPOKOB PACKPbLITUA ANA 00LWECTBEHHOCTU HENEPCOHNPULIMPOBAHHbIX AaH-
HbIX O NPETEH3NAX.

8.2 AHanu3 n oueHKa NpPeTeH3Iun

OpraHn3saumna AomKHa knaccnuumpoBaTb N aHAaNU3NPOBAaTb BCE NPETEH3UN ANA YCTAHOBNEHNA CUCTE-

MaTNYECKOro, Neprnoanyeckm NnOBTOPAEMOro /nnn eaUHNYHONO XapakTtepa npodbnem, onpeaeneHna NX OCHOB-
HbIX TEHOAEHLUMN N MeP NO YCTPAHEHUIO OCHOBHbIX NPUHMNH NPETEH3UN.

6
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8.3 YAoBNeTBOPEHHOCTbL NpeAbABNAKOLWMNX NPETEH3UIO NPOLEeCCOM yrnpaBnNeHUA NPeTeH3NAMM

OpraHm3auna AOMKHa BECTU MOCTOAHHYIO paboTy Mo onpeaeneHutd YPOBHEW YAOBNETBOPEHHOCTU
NpeaAbABNAIOLINX NPETEH3NIO MPOLECCOM YNPABNEHNA NPETEH3UAMN. ITO MOryT ObITb BbIOOPOYHbIE ONPOCHI
yAOBNETBOPEHHOCTU NPEABABNAIOLLNX NPETEH3NIO N/NNn Apyrme MeToasbl.

MpumeyvyaHune—OaANH U3 METOAOB MOBLILLEHUS YAOBNETBOPEHHOCTU MPOLECCOM YNpaBneHUs MnpeTeH3us -
MW — 3TO MOAENMPOBaHNE KOHTAKTa MeXay NpeabsaBnsoLWLnUM NPETEH3U0 U OpraHu3aLnen.

8.4 MoOHMTOpPUHr npouecca ynpaBneHNA NPpeTeH3INAMMU

OpraHnsauma OomkHa NpoBOAUTb MOCTOSAHHLIN MOHUTOPUHI npolecca ynpaBneHUa npeTeH3naMM,
NOTPEeOHOCTEN B pecypcax (BKNoYaa YenoBeveckne pecypcbl) n cobnpaemMbix HEOOXOANMbIX AAHHbIX.

OpraHnsauma AomkHa NPoBOANTb N3MepeHne npoLecca ynpasneHna NpeTeH3naMmm B COOTBETCTBUN C
YCTAHOBNEHHLIMN KPNTEPUAMN (CM. NpnNoxeHne G).

8.5 AyauTt npoueccaynpaBneHUA NpeTeH3INAMMN

OpraHmnsaumna AomkHa NpoBoanTb ayauTbl paboThl N obecneveHns pecypcamm NpoLecca ynpaBneHus
NpeTeH3naMmn Yepes 3annaHnpoBaHHbIE MHTEPBanNb! BpeMeHW. Llenbio ayanta apnaeTca nonyvyeHmne cneayio-
LLIen MHGPOPMALNM:

- COOTBETCTBMUE NpoLecca ynpaBneHna NPeTeH3naAMnN YCTAaHOBNEHHbIM Npoueaypam;

- NPUroaHOCTb NpoLecca ANa AOCTUXKEHUSA Lenen B yrnpaBneHUn NPeTeH3naMu.

AyanT npouecca ynpaBneHns NPeTeH3InaMmn MoXeT NPoBOANTLCA KakK YaCTb ayanTa CUCTEMblI MEHEeX-
MEHTa KadecTBa, Hanpumep B cooTBeTCcTBUMN C MCO 19011. PesynbTathl ayauta cneayeT yYnThbiBaTh NPU aHa-
nn3e co CTOPOHbI PYKOBOACTBA ANA naeHTndunkaumm npodnembl n yny4dlleHna npouecca ynpaBneHus npeTeHx-
maMn. Ayaut OOMKeH MnpoBOAUTLCA KOMMETEHTHbIMWU NUUAMW, HE 3aBUCUMbIMW OT MPOBEPAEMON
neatenbHOCTU. leTanbHble TPebOBaHMA K ayaAUTY NpeacTaBneHb! B NPUNOoXeHun H.

8.6 AHanu3 npoueccaynpaBneHUA NPEeTEH3UAMMU CO CTOPOHLI BbICLUEro pyKkoBoACTBa

8.6.1 Bbicllee pykoBOACTBO OpraHn3aunm A0MKHO aHanu3npoBaTh NPOLECC ynpaBneHnsa NpeTeH3naMun
4yepes 3annNaHnpoBaHHbIE MHTEPBAaNbI BPEMEHN ANA cNneaviowmnx Lienew:

- OUEHKM TeKyLen NPUrogHoOCTN, aAekKBaTHOCTU, Pe3yNbTaTUBHOCTU N 3PPEKTUBHOCTU NpoLecca;

- naeHTUUKaLUmMnM n aHannsa cny4yaes HECOOTBETCTBMA NPOAYKLUMK TPpeDbOoBaHUAM OXpaHbl 300PO0OBbA,
0e30NacHOCTU, 3KONOrmMn, 00A3aTenbHbIM U APYrIMM 00A3aTenbHbIM TPEOOBaHNAM, a TaKke TpeboBaHUAM
noTpedutenen;

- MAEHTUPUKALNN N YCTPAHEHNA HECOOTBETCTBUN B NPOAYKLUN;

- MAeHTUMPUKaLUN U yCTPAHEHNA HECOOTBETCTBUN NPOLIECCA;

- OLUEHKU BO3MOXXHOCTEN yNy4LleHUA NpoLecca yrnpasneHna NpeTeH3namm u npegnaraeMou npoaykKumm
N NOTPEDHOCTEN B X UBMEHEHUAX;

- OUEHKN HeOBXOANMOCTN N3MEHEHNSA NONUTUKN N LLeNeN B yrnpaBNeHUN NPETEH3INAMMN.

8.6.2 BxoaHble AaHHbIE ANA aHanNn3a CO CTOPOHbI BbICLLErNO PYKOBOACTBA AOMXKHbI BKNKOYATL B CEDS:

- BHYTpPeHHMe PakTopbl, Takne Kak uamMmeHeHUa B NoNNTUKE, LLenax, opraHn3aunoHHON CTPYKType, Npo-
OYKLUMN N AOCTYMHbIX pecypcax;

- BHellHWe (haKTopbl, TAKNE KaK U3MEHEHNA B 3aKOHOAATENbCTBE, CNOCODaX KOHKYPEHLUMN U/NNN TEXHO-
nornsx;

- XapaKkTepUCTUKN NONHOTLI BbINONHEHNA NpoLEecca ynpaBneHna NpeTeH3namMn, BKnioyaa aHanns yaos-
NeTBOPEHHOCTN NOTPEbnTeNa n pe3ynbTaTbl NIOCTOAHHOINO MOHUTOPWUHIA NPOLECCA;

- pe3ynbTaThbl ayaAUTOB;

- CTATYC KOPPEKTUPYIOLLMX N NpeaynpexaarnLmnx AeNCTBUN;

- NpeaAnpuUHATbLIE AeUCTBUA MO pe3ynbTaTaM npeabiayuwero aHanmsa co CTOPOHbLI PYKOBOACTBA;

- pekoMeHaauunn No ynyvLlieHno NpoLeccoB opraHn3aumnn.

8.6.3 BbIxoaHble gaHHble aHann3a cO CTOPOHbI BbICLLEro PpyKOBOACTBA AOMKHbI BKNOYaTh BCE PELLUEHNS
N AENCTBUA, OTHOCALLIMECA K cneayioLlemy:

- NOBbILLIEHUIO PE3YNLTATUBHOCTU N 3O (PEKTUBHOCTU NPOLIECCA YNPABNEHUA NPETEH3INUAMMN;

- YNy4LWEHUIO NPOAYKLUNMN;

- obecneveHne HeEOHXOAUMBIX pecypcoB (Hanpumep, obecnedeHne NOTPEOHOCTM B Nporpammax ody-
YEeHUA).

3anucm 06 aHann3e co CTOPOHbI BbICLLEro pyKOBOACTBA ACMKHbI NI0AAEPKUBATLCA B paboyeM COCTOAHMA
N NCNONb30BaTLCA ANA nAEHTUPNKALUN BO3MOXXHOCTEN YNYYLLEHUS.
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8.7 IlocToAHHOE yNny4lleHue

OpraHnsauma AOMKHa NOCTOAHHO NOBLILWATL PEe3yNbTaTUBHOCTb U 3O PEKTUBHOCTL NpoLecca ynpasne-
HUA NPeTEH3NAMN NOCPEACTBOM KOPPEKTUPYIOLLNX, Npeaynpexaanwwmnx 4encTBMin U MUHHOBALMOHHbIX YCOBEP-
LLIEHCTBOBAHMW. Pe3ynbTaTtoM NOAOOHON AEATENBHOCTU OPraHn3aummn MOXET CTaTb MOCTOAHHOE Yny4ylleHne
KadecTtBa npoaykumn. OpraHn3auma AoMmKHa npeanpuHuMaTh HeobxoanMble AENCTBUS C LLENbo YCTPAHEHNS
NPUYMH CYLLIECTBYIOLLMX M NOTEHLMANbHLIX NPODNEM, BEAYLLUMX K NIPETEH3NAM, ANA NpeaynpeXaeHna nx nose-
nexHunsa. OpraHn3aumna AOoMmKHa:

- nccnenoBaTb, MOEHTUMPULNPOBATL N MPUMEHATL COBPEMEHHbIE MEeTOAbI PaboThl C NPETEH3NAMM;

- CNocoBCTBOBATL YCTAHOBNEHUIO B OpraHmM3aumm noaxoaa, OpNEHTUPOBAHHOIO Ha NOTPebuTens;

- CTUMYNUPOBATb BHEAPEHME NHHOBALMIN B yNpaBneHNe NPeTEH3NAMM;

- CTPEMUTLCA K 00pa3L0oBOMY NOBEAEHUIO NPK PaboTe C NPETEH3NAMMN.

B ka4ecTBe AONONHUTENBHOIO PYKOBOACTBA NO 06LLEN METOAONOMMN NOCTOAHHOIO YNy4yLLEHUA PEKOMEH-
ayetcancnonb3oeatb NCO 9004.
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[MpunoxeHune A
(cnpaBo4YHOe)

PexoMeHpgauumn ana manoro 6u3sHeca

HacToAawmnn cTaHaapT MOXET NPUMEHATLCA OpraHu3aunamm nodbix pasmepos. OaQHaKo WNMPOKO N3BECTHO, YUTO
npeanpuaTna manoro OnM3Heca orpaHnu4eHbl B pecypcax, KoTopble MOryT ObITb HanpaBneHbl Ha pa3paboTKy nnoaaepKaHne
B pabovemM COCTOAHUM NpoLecca ynpaBneHna npeTeH3naMmn. Hactosawee npnnoXxeHne yctTaHaBNMBaeT OCHOBHbIE HaNpaB-
NeHna neaTenbHOCTU NpeanpUATUN, OPUEHTUPOBAaHHbIE Ha AOCTUXKEHUE MaKCUManbHON pe3ynbTaTUBHOCTU U 3 PEKTUB-
HOCTW NpoLuecca ynpaBneHna NpeTeH3naAMM.

KntoveBble HanpaBneHUsa npouecca ynpasneHua npeTeH3namMn n npeanaraemMas AeaTenNbHOCTb BKNKYaT B ced1:

- OTKPbITOCTb ANA NpPeTeH3nn — Hanu4yne 3aMeTHON Hagnucu Ha BUAHOM MeCTe B opraHu3auum nu BKkNYeHne
AONONHUTENBHOMO NYHKTa B HaKNaaHble opraHmnsaunm (cMm. 4.2), Hanpumep: «Bawa yaoBneTBOPEHHOCTL BaXXHa AnNA Hac.
[loxxanynucTa, coobwmnte HamM, ecnn Bol He yAOBNETBOPEHbI — Mbl XOTUM 3TO UCMIPaBUTbY.

- ¢Hop 1 3annUCb NpeTeH3nin (CM. Npunoxennsa B n D);

- noAaTBepXXaeHUe Nony4YeHnsa npeTeH3nn, eCnNu NpeTeH3nsa He BpydeHa NNYHO, HanpumMep, 3BOHKa No TenedoHy unn
cooBLLEHNA MO 3NEKTPOHHOM no4Te (CM. 7.4);

- oL eHKY 0O0OCHOBAHHOCTU NPEeTEH3NN, BO3MOXHOIO OTBETHOrO AENCTBUA N Ha3Ha4YeHNUe OTBETCTBEHHOIO UCNONHN-
Tensa (cMm. 7.5);

- MPUHATUE peLleHna B MaKCMManbHO KOPOTKNE CPOKN NN AanbHenLlee paccneqoBaHue npeTeH3nm n satem npu-
HATUE peLleHna 0 AanbHeENWNX AENCTBUAX (CM. 7.7 );

- nNpeaocTaBneHmne nHpopmauum notTpeduteno o nnaHax padoThl C NpeTeH3nen N NocneayLwWnin aHannsa oTeeTa
noTpedbutens. OueHka cTeneHn yaoBneTBOPEHHOCTU NOTpebntensa npeanoXXeHHbIMU AeNCTBUAMU, NPU NONOXKNTENBEHOM
oTBeTe OLICTPO (B Npeaenax pasyMmHOro) NpeanpuHATL AeNCTBUE, OXXnaaemoe noTpedutenem ¢ npneneyYeHneM HoOBENLLNX
METOA0B B COOTBETCTBYHOLWEN Chepe AeATenbHOCTU (CM. 7.8);

- poBeaeHue oo noTpedbutensa ceeaeHnn 060 Bcex AeUCTBUAX N OPOopMNeHNe COOTBETCTBYIOLWEN 3aNUCK O pe3ynb-
TaTe, eCNNNPeTEH3UA BCe eLLe He yperynupoBaHa n noTpebutens He yaoBNETBOPEH, TO He0HX0AUMO OO BACHUTL NOTPEOU-
TEN NPUHATOE peLlleHne U NPEeaANoXKUTb BO3MOXHbIE anbTePHATUBHLIE BAPUAHTLI peLlleHusa (CM. 7.9);

- perynapHbin aHanus3 NpeTeH3nn, T.e. KpaTKn nepunoanyecknn aHanni ndonee noapoodHbIN eXXeroaHbii aHann3 ans
onpepeneHna TeHaeHUMn UNU o4eBUAHLIX PaKTOPOB, TPedYILWNX U3MEHEHNA, ANA YCTpaHeHUs NpeTeH3nin, ynydeHns
obcnyxmeaHnsa NN NOBbILLEHNA YOOBNETBOPEHHOCTN NoTpebutenen [cMm. npunoxeHne B n D.7 (npunoxxeHune DJ].

Ona ynydweHnna paboTel ¢ NpeTeH3naMN MOXeT ObITb NONEe3HO NoceLlleHne Apyrnx aHanornMYHbIX NN UHbIX OpraHn-
3aumn. ObmeH onbiToM B obnactn padoThl ¢ NpeTeH3naAMN NoTpedbutenen MoXXeT NOMOYbL B onpeaeneHnn 3P eKTUBHbIX
MEeTOAO0B OpraHn3aunmn padoThbi.
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[MpunoxeHue B
(cnpaBo4HOe)

PopMa AnNAa npeaAbABNEHNA NMPETEH3UMN

TunoBasa opmMa, NnpeacTaBneHHas B HaCTOALEM NPUNOXEHUN, COAEPKUT OCHOBHYIO MHAOPMaLMKD, KOTopas MOXeT
MOMOYb NPeaAbABNAKLEMY NPETEH3NK OTBETUTL Ha KNKYEBLIE BONPOCHI, HEODX0ANUMBbIE OpraHmn3aunn Ana ynpaBneHus
npeTeH3nen

1 CBepeHuA 0 NpeabABNAIOLLEM NPETEeH3NI0

OUNO/opraHmnsayms

Aapec

[ToyTOBBLIN MHAEKC, rOpoA

CTpaHa

TenedoH

dakc

O NEeKTPOHHAs NoYTA

OO 1 nonHoMo4MA NULA, AENCTBYIOLLErO OT UMEHWU NPeaAbABNAIOLEro NpeTeH3uto (ecnnu NpUMEHNUMO)

KoHTakTHOE nNnLo (€CNn OTNUYHO OT NpeAablayLLIEro NyHKTa)

2 CeeneHMA 0 NpoayKUUN

Homep nspenusa/sakasa (ecnmmniBecTHO)

OnucaHune

3 Mpobnembl, C KOTOPbIMW CTONKHYJICA NPeaABbABNAAIOLWNA NPETEH3UI0

[laTa BO3HUKHOBEHUA

OnucaHune npodnem

4 TpebyeMble cpeaAcTBa

na | ] HeT | ]

5 HNarta, noanuchb

laTa [Moanuckb

6 NMpunoxeHun

CNUCOK NPUNOXKEHHBIX AOKYMEHTOB

10
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MpunoxeHue C
(cnpaBo4HOE)

O0BLEeKTUBHOCTDL Npouecca ynpasneHua npeTeH3namm

C.1 Obwmmn

[TpuHUMNBI 06 BEKTNBHOCTU NpoLiecca ynpaBneHna NnpeTeH3nAMN:

a) OTKPLITOCTb — LWMPOKO AOCTYMHbLIW U MOHATLIN ANA BOBNEYEHHbLIX NUL, NPpOoLECC ynpaBneHna npeTeH3namu. MNpo-
Lecc AomKeH ObITb ACHO N3NOXKEH M A0BeAEeH A0 CBeAeHUA PYKOBOACTBA, NepcoHana n npeabABNAKLWLNX NPEeTEH3NI0.

b) becnpuctpacTHoCTb. Heobxoanmo nsberats ntodoro npeaydexaeHna npu B3aMmMoaencTBUn C NpeaAbABRALWNM
NPeTEH3UK HE3ABUCUMO OT TOrO, KTO XKanyeTcs, YenoBeK nnu opraHnsauuns. Llensio npouecca AomkHa cTaTb 3awnta veno-
BeKa, KOTOPbIA XanyeTca, OT AaBNEHMA Ha Hero. AKLEHT A0MKeH ObITb cAenaH Ha peweHne npobnemsol, a He Ha NOUCK
BUHOBHbLIX. ECNN NpeTeH3unA KacaeTcs NepcoHana, To A0KHO ObITb NPOBEAEHO HE3ABUCUMOE paccneaoBaHue.

c) KoHdompaeHumanbHOCTb. lNpouecc aAomkeH ObITb NpeaHasHavyeH Ans MakCMManbHOW (B pasyMHbIX npeaenax)
3aLlnThbl NPeabABNAILEro NPEeTEH3NI U/UNN NoTpebnTens, HaCKONLKO BO3MOXXHO. BaxkHo cobntoaaTth KoHbmnaeHLnans-
HOCTb ANA YCTPaHeHMNA CUTyaL i, B KOTOPbLIX NOTpedbutens n3beraet ohopmMneHna NpeTeH3nin N3 onaceHus, YTo packpbl-
TMe NoAPOOHOCTEN NPETEH3UN MOXET NPUBECTU K HeyaoHCTBY NN ANCKPUMUHALIUM MO OTHOLLEHUKO K HEMY .

d) HocTtynHocTb. OpraHmn3sauna AokHa obecneunTb A0CTYN NpeaAbABNAOLWEro NPEeTEH3NK K NPOoLEeCcCY ynpaBneHns
npeTeH3naAMU B NIOOLIX 0O0OCHOBaHHLIX MecTax unu B Nt0doe BpemMa. VMIHopmaLma o npolecce ynpaBneHUa NpeTeH3nAaAMn
aonXHa 6bITb AOCTYNHA U U3N0XKEHa NOHATHLIM A3LIKOM U B hopmMmaTax, AOCTYMNHbLIX BCEM NpeaAbABNAILWUM MPETEH3NN.
EcnunpeTteH3na saTparnBaeT pasnnUyHbIX y4aCTHUKOB LienNn NOCTaBKU, TO A0KeH BbITb COCTaBNeH oOLWNKA NNaH AeNCTBUN
No yperynupoBaHunio npeTeH3nn. lMNpouecc AomkeH npeaycMaTpuBaTbh BO3MOXHOCTbL AOCTyNa K nwdon nHdopmaynm,
BbIABNEHHOW B pe3ynbTaTte padoThl ¢ NpeTeH3nen, Ana niobouiX NOCTaBLUMKOB OpraHu3auun, 3auHTepeCcoBaHHbIX B yperynm-
POBaHUN NpeTeH3nn, UTobbl obecneunTb UM BO3MOXHOCTb YNyYllaTb CBOK ASATENLHOCTD.

e) 3aBepleHHOCTb. [na yCTaHOBNEHUA KOHTaKTa Mexay nabMn, NpeacTaBnNALWINUMKN pa3Hble CTOPOHLI, BOBNE-
YeHHble B NpoLecC ynpaBneHns npeTeH3nen, HeodxoamMmo BoeisiBNeHne hakToB, OTHOCALLMXCA K Aeny, U NpoBepKa UX
06 BbACHEHUIN BCAKUIN pa3 Npn NOABNEHUN BO3MOXXHOCTMN.

f) CnpasepnueocTb. [lpenocTaBneHne BceM paBHbIX YCNOBUN.

g) “yecTBUTENLHOCTL. KaXabin cnydan AonxeH ObiTb paCCMOTPEH C TOYKN 3peHUA ero A0CTOUHCTB € y4eTOM UHAN-
BUAYANbHbIX pasnuynin n NoTpebHOCTEeN CTOPOH.

C.2 O6BLEeKTUBHOCTb K NepcoHany

[Tpouenypbl ynpaBneHus NpeTeH3naMn AomKHbl obecnevmnBaTh 0OBEKTUBHOCTL NPU aHanu3e ownbok nepcoHana,
NPOTUB KOTOPOro HanpaBneHa npeTeH3nsa. 3To NoapasyMeBaeT:

- HemMeaneHHOE N NONHOE NHAPOPMUPOBaAHME PabOTHUKOB NO NKDOOK NpeTeH3nKn, kKacarLencsa nx padoToi;

- obecneveHne padboTHMKAM BO3MOXHOCTUN OOBACHEHNA OBCTOATENLCTB U NPeaAOCTaBNEHNA COOTBETCTBYIOLLEN
NoAAEPKKHN;

- UHPOPpMUpOBaAHME O NPOABUXEHUN paccneAoBaHNA NpeTeH3UN N NONYyYeHHbIX pe3ynbTaToB.

Heobxoanmo, 4ToObI nepcoHany, NpoTUB KOTOPOro HanpasneHa nNpeTeH3usa, O6INo npeacTasneHo noapobHoe onu-
CaHne NpeTeH3nn nepen ero MHTePBLIUPOBAHNEM NO 3TOMY BONpocy. MNpn 3TOM AoMKHa ObITb cOBNAEHa KOH(UAEH-
LManbHOCTb.

[lepcoHan gomkeH ObITb YBEpEH, YTO B NpoLecce ynpaBneHna npeTeHanamm emy dyaeTt obecneveHa Heobxoanmasn
nopaepxka. Heobxogumo npnobLaTe NepCcoHan K U3ydeHuto onbita padoThl C NPeTEeH3UAMU U aHaNN3y TeHAEHLUA N3Me-
HeHus TpeboBaHUN NPEeAbABNAIOLLENO NPEeTEH3ULD.

C.3 OTtpeneHue npouenyp ynpaBneHus npeTeH3nAMM OT AUCUUNNIMHAPHbIX npoueayp

[Tpouenypbl paboThl C NpeTeH3nAMN A0MKHbI ObITb OTAENEHbI OT AUCLUNNMHAPHLIX NpoLeayp opraHmnsaunu.

C.4 KoHdomaeHUNANBLHOCTb

B aononHeHune kobecneyeHnto KOHPMAEHUMaANbHOCTU NPeaAbABNAKLErO NPETEH3NIO NPOLECC YNPaBNeHNUs NpeTeH-
3naMKn aonxkeH odecneymBaTtb KOHOUAESHLMANBLHOCTL B CNy4Yae BO3HUKHOBEHUA NpeTeH3un (kanob) NpoTue nepcoHana.
HeTann Taknx npeTeH3nin AomkHbl ObITb N3BECTHBLI TONLKO HENOCPEACTBEHHO 3aNHTEPeCcOBaHHbIM NULaM.

OAHaKo BaXKHO, YTOObI KOHPNMAEHLNaNBEHOCTL HE NCNONb30BaNach B KavecTBe onpaBaaHna NNoxon paboThl ¢ npe-
TEH3NEN.

C.5 MOHUTOPUHI OO BEKTUBHOCTI

OpraHnsauna AomkKHa NPoBOAUTL MOHUTOPUHI OTBETOB Ha NpeTeH3nn ana obecneyvyeHns 06bLEKTUBHOCTN paboThl C
npeTeH3namMn. MOHUTOPUHI OTBETOB Ha NPETEH3NN MOXKET BKNKYaTL B cedA:

- perynspHbli MOHUTOPUHE (HanpuMep, exXemMecaYHbln) yperynmpoBaHHbIX NpeTeH3nn, 0TOBpaHHbIX CnyYanHbIM
obpa3om;

- aHKeTUpoBaHWE NPeabABNALWNX NPETEH3NID Ha NpeaMeT 0O BEKTUBHOCTN OTBETCTBEHHOIMO NEpPCoHana nNpu pac-
CMOTPEHNN NX NPEeTEH3NN,

11
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[MpunoxeHune D
(cnpaBo4HOe)

NononHutenbHaa dopma ANA NnpeabABNEeHUA NPEeTEeH3UN

B npunoxeHun npeactaesneHa npumepHas dpopma (NpeaHasHavyeHHasa TONbKO ANA BHYTPEHHEro NCnonb30BaHUA ),
KOTOpas cCoaepXNT OCHOBHYIO (KNKYEBYH ) MHpOpMaL MO N HeoHXoaAnMa opraHnsaLnm Ansa 3aBeplleHns paboTol ¢ npeTeH-
3Uen.

1 CBeaeHMnA 0 NONYYEHUU NPETEeH3UN

[laTa npeTeH3un

Bpema nony4vyeHna npeTeH3nn

OO nonyyaTtens

Cnoco6 nonydyeHus npeteH3nn TenedoH |:| 3N1EeKTPOHHAas NoYTa |:| NHTepHeT |:| NUYHO |:|

no4Ta |:| , Apyrow |:|

YHUKaNbHbIN MAEHTUPUKALNOHHBIN HOMEP

2 CBeneHuA O NpeabABNSAIOLWLEM MPETEeH3UIO
dopma npmeeaeHUa B NpunoxxeHnn B
3 MoapoBHOCTU NPEeTEeH3InNn

PernctpaunoHHbIN HOMEP NpeTeH3nn

Heobxoanmble AaHHbIE O NPETEH3NN

KeM nepepaHa npeTeH3ns

4 OnucaHue npodnemol

[laTta BO3HMKHOBEHNSA Npodnemsbl

[loBTOpHas npobnema na |:| HeT |:|

KaTeropusi npodnemo

1 |:| [1lpoayKunAa He NnocTaBneHa.

2 |:| CepBuc He obecnedveH/odecneyeH 4YacTUYHO.

3 |:| 3aaepkka NnoCTaBKN NPoaAYKLNM
MPOAOCIHKUTENBHOCTL 3aEPKKN

4 |:| 3aaepxka npu obecneveHnn cepeuca
MPOAOCIMKUTENBHOCTL 38EP KN

S |:| HNedekTHaa npoayKLUuUS.

6 |:| HepocTaTouYHbIN CEPBUC

noapoOHoOEe onncaHne
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3

9

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

27

28

29

30

31

32

33

34

39

[
[
[

|| OTKa3 OT BbINONHEHUSA rapaHTUNHbLIX 00A3aTENLCTB.

[
[

JodoUubfogoodoooudouotbfbtdd

[TpoAayKUMA He COOTBETCTBYET 3aKkaasy.
[TpoayKLNA He 3aka3aHa.

HaHeceH yuiepb.

OTka3 B npoaaxe.

OTkKa3 B obecneveHum cepBuca.

Kommepyeckne npoueaypobl / MeToabl Apoaax.

HenpasunbHasa nHopmMauuns.
HeapekBaTHaa MHpopMaLns.
[TopAanoK pacyeToB.

LleHa.

YBenundyeHue LeHbl.
HononHUTeNbHbLIE pacxoasbl.
HeobocHOBaHHAasA LieHa /cyerT.
YcnoBusa oorosopa.

CTpaxoBas cymMmMa no Aorosopy.
OueHka yuwepba.

OTKa3 3annaTuTb KOMNEeHcaLuio.
HeapekBaTHadaA KoOMNeHcauns.

MameHeHne porosopa.

HepocTaTouHOE BbINONHEHUE A0roBopa.

OTMeHa /pacTopxeHue norosopa.
OTKa3 OT cepBuUCa.

[loraueHune ccyabl.

TpeboBaHWe NpoLEHTOB.

OTKa3 oT cobnoaeHnsa odA3aTeNbCTB.

HenpaBunbHOE BbICTaBNEHUE cYeTa.

MN3nuLHASA 3aaepskka npu ynpasneHuy npeTeH3nen.

HNpyron Tnn npodnemo

FroOCT P UICO 10002—2007
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HononHutenbHasa uHgQopmMmauns

5 OueHka npeTeH3uN

ObnacTb NMPUMEHEHUA N CEPBLE3HOCTDL qoammqecmro N NOTEHLNANbHOINO BINUAHUA NMPpETEH3UU

Cepbe3HOCTb

CRNOXHOCTb

Bo3pencteune

[MoTpedbHOCTL B HEMeANEHHOM AENUCTBUN na |:| HeT |:|
[[OTOBHOCTb AENCTBOBATL HEMEANEHHO na |:| HeT |:|
BepoATHOCTb KOMNeHcaunm na |:| HeT |:|
6 PeweHue no npeteH3uun

TpebyloTCsa cpeacTaa na |:| HeT D

[lpeanpnHUMaemMble AENCTBUSA

36 [TocTaBka NpoayKLUn.

37 BoccTaHoBneHue/nepenenka Nnpoaykumn.
38 3ameHa npoayKumu.

39 OTMeHa npoaaxu.

40 IcnonHeHWe rapaHTUNHBLIX 06A3aTENbLCTB.
41 OnnaTa 0o6a3aTensCTs.

42 3aknveHne Aorosopa.

43 OTMeHa/pacTopxeHune aorosopa.

44 OTMmeHa cyeTa-hakTypbl.

45 NHdhopmaums.

46 cnpaBneHue oLeHeHHoro yulepba.

47 OnnaTa, Bo3Mmelwawwas yobITKN, B CyMMe

48 BosBpaTt nepBoHayanbHOro Nnarexa B cymme

49 Bo3spaT gpyrux nponseeaeHHbIX NNaTtexen B cymme

50 Ckunaka oT LeHbl B cyMmMe (B NpoLeHTax)

51 CpeAacTBa nnaTtexa.

52 N3BuHeHuUe.

N 1 1 Y e ) I B G A o

53 Npyroe aeicTeme
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7 lMpocnexunsaHune npeTeH3nM

MpeanpuHATOE AeUCTBUE HaTa PUO NpumevaHus

[NoaTBepXaAeHWe NpeTeH3nn NpeaAbABNAILLEMY MPETEH3UIO

OueHKa npeTeH3un

PaccnenoBaHue npeTeH3nn

PeweHne no npeTeH3un

NHopMmupoBaHue npeabABNALWEro NpeTeH3nK

MicnpasneHue

Bepunopunkauna ncnpasneHus

[MpunoxeHune E
(cnpaBo4HOE)

OTBeTHbLIE AeUCTBUA NO YPErynmpoBaHMIO NPETEH3UN

E.1 MNMonutuka opraHnsaynm no pesynbtatamM OTBETOB MOXET BKNKOYATL B CebA:

- onnarty;

- 3aMeHy;

- PEMOHT/Nnepenenky;

- 3aMeHY Ha ToBapbl-CyOCTUTYTHI;

- TEeXHNYECKYH NOMOLLb;

- MHPOPMaLUIO;

- Nepenady Ha pacCMOTPEHUE;

- (bnHaHCOBYIO NOMOLLb;

- ApYryt NoOMoLLb;

- KOMMNeHcaLuuio;

- N3BUHEHWUE;

- LEeHHbIN NoaapoK NN 3HakK OT PUPMBbI;

- AaHHble 006 N3MeHeHUAX B NPoAyKLUMK, npouecce, NONUTUKE UNKU npoueaype, Npou3BeaeHHbIX MO pe3ynbTaTam
npeTeH3UN.

E.2 PaccmoTpeHne npodbnembl MOXET BKNKOYATL B cedA:

- N3y4YeHne BCEX aCNeKTOB NpeTeH3Uu;

- nocneaywlme HeodxoanmMble MEPONPUATUS;

- paccMOTpeHne HeobXoaAMMOCTN NpeanoXeHUs CpeacTB ApyruM noTpedbuTensamM, KOTopble, BO3MOXHO, MOrnn
nocTpanaTb TEM Xe CaMbiM CNOoCODOM, Kak NpeAbABNAKLWNA NPETEH3NKD, HO He Hanpasnn odPnLnanbHO ODOPMNEHHYIO
NpeTeH3uto;

- YPOBEHb NONHOMO4YUN NO pa3NUYHLIM OTBETaM;

- poBepeHune nHgopmauum Ao ceeaeHna COOTBETCTBYOLLErO NnepcoHana.

15
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[MpunoxeHue F
(cnpaBo4HOE)

bnok-cxema yperynmpoBaHuA NpeTeH3um

BHYyTpUX opraHnsauun

[lepBbi YpOBEHb peLleHns ChneayoLlnn ypoBeHb peLleHus

HeoOxoammo
NPOOOMKUTL

Het

peLleHns
[la
N3yueHune
npobnemobl danbHenwwee
nayyeHuve npobnemol
[locTynHo HocTynHo
AOCTaTOMHO AOCTaTOYHO

nHdopmaumn? NHpopmMaLn?

JlOoCTaTouHO Het

ONs peLeHnA?

[lpegnpnHnMaemMoe
AeucTeune

[peabaBnAIoLLIMA
NpeTeH3unko

IlocTaTouvHo
ANsl peleHna’?

[peanpuHumMmaemMoe
aencTeume

[lpeabaBnAloLMA
NpeTeH3uto

[la [1a

16
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MpunoxeHune G
(cnpaBo4YHOe)

PykoBOoACTBO N0 NOCTOAHHOMY MOHUTOPMUHIY

G.1 Obwee nonoxeHune

HacTosilee NpunoXeHne coaepXuTt obllee pykoBoACTBO NO pe3ynbTaTUBHOMY U 3P PEKTUBHOMY MOCTOAHHOMY
MOHUTOPUHIY NpoLecca ynpasneHnsa npeTeH3namm. Popmbl opraHnsalnm MOHUTOPUHIa AOMKHLI COOTBETCTBOBATL TUMY N
pasmMmepy opraHnusaLumn.

G.2 OTBeTCTBEHHOCTbL PYKOBOACTBA

OTBETCTBEHHbLIW NEPCOHAanN 3a NpoBeAeHNe MOHUTOPUHIa, NpeaoCTaBNEHNE OTUETOB, BbINONMHEHNE KOPPEKTUPYIO-
LLIMX AENCTBUIA NO NPOoLECcCY ynpaBneHnsa NpeTeH3namMmn aonxeH obnanatbe HEOOXOANMON KOMNETEHTHOCTLID.

06A3aHHOCTN OTBETCTBEHHOMO NEPCOHana MoryT Bkn4vaTth B ceba cneayowee (Npn Heob6XoaMMOCTU CINCOK MOXET
ObITb AONONHEH):

a) BbICLLEE PYKOBOACTBO ACIKHO:

- onpeaenATb Lenn MOHUTOPUHTa,

- pacnpenensTb OTBETCTBEHHOCTbL B 0O6NaCTU MOHUTOPUHSA,

- PYKOBOAUTL NpOBEeAEeHUEM aHanu3a npoLecca MOHUTOPUHra,

- obecneunsaTb BHeApPEHME HEOOXOANMBIX YNYYLLEHUA NpoLecca yrnpaBneHusi NpeTeH3NAMMN;

b) NpeacTaBUTENb PYKOBOACTBA MO yNpaBNeHU NpeTeH3NAMMN A0MNKEH:

- YCTaHOBUTbL NPOLECC BLINONMHEHUA MOHUTOPUHIa, OLLEHKU U NpeACTaBNEHNA OTHETOB,

- NpeaoCTaBNATb OTHYET BbICLLEMY PYKOBOACTBY OpraHM3aLnmn o0 pesynbTaTax aHanusa npolecca ynpasneHus npe-
TeH3nAMN ANA BHeApeHUs BceX HeoOBX0aANMbIX ynyYLLeHUN;

C) Apyrue pykoBoamTenu opraHusauun, BoeneYeHHble B paboTy ¢ npeTeH3namm, AoMKHbl obecneunBaTh:

- npoBeaeHne MOHUTOPUHra npouecca ynpasneHus NpeTeH3nsaMn U pernctTpaunio CoOoTBETCTBYIOLWMNX 3anNnUcen B
pamMkax A0JKHOCTHbLIX NONHOMOYNN;

- NpoBeAeHNE KOPPEKTUPYIOLLNX AEUCTBUIA NO NPOLECCY YNpaBneHNs NPpeTeH3UAMN N perncTpaLnio COOTBETCTBYIO-
LLMX 3anncen B paMmkKax AOMKHOCTHbLIX MONHOMOYUN;

- OOCTYMHOCTb AOCTOBEPHbLIX AaHHbLIX N0 YNPaBNEeHUIO NpeTeH3NAMN B paMKax AONKHOCTHLIX MONHOMOYNA ANs aHa-
nun3a npoLecca MOHUTOPUHIa CO CTOPOHLI BbICLLENO PYKOBOACTBA.

G.3 MOHMTOPUHI U U3MEpPEHUA

G.3.1 Ob6wmne nonoxeHunn

OpraHnsauma AonkKHa NpoBOAUTb OLEHKY U MOHWUTOPWUHI BLIMNONHEHUS MNpoLecca ynpaBneHUst NpeTeH3UAMMU,
NCNOoNb3ya Habop 3apaHee onpeaeneHHbIX KPpUTEPUEB.

B pa3nuyHbIX opraHnsaunax cywwecTBYIOT pasnuyHble NpoLecchl U NPoaYyKLNA Tak e, Kak 1 COOTBETCTBYHOLLME NM
KpUTEPUN OCYLLECTBNEHUA MOHUTOPUHIa. OpraHm3aunm AOMKHbI COBEPLLUEHCTBOBATL KPUTEPUM OCYLLECTBNEHNS MOHUTO-
PUHra, HeoBxoaUMbIe B KOHKPETHbLIX obcToAaTenbCcTBax. NpumMepbl npuBeaeHbl B G 3.2.

G.3.2 Kputepun MOHUTOPMUHTA

Kputepnamm MOHUTOPUHra npoLecca ynpaBneHusa npeTeH3nsamMmmn aBnsTCAa cneayowmne (npyu HeobXxoanMoCcTu Cnm-
COK MOXeT ObITb AONONHEH):

- YCTaHOBNEHUe, noaaepka B padbovemM COCTOSAHUN N AOCTYNHOCTb NONUTUKU U LLeNnen No ynpaBneHMIo NPeTEH3UAMMN;

- MOHUMaHWe NepCoHanoM 0683aTenbCTB CO CTOPOHLI BICLLErO PYKOBOACTBA MO yNpaBNEeHU NPETEH3UAMM;

- pacnpeneneHne 0TBETCTBEHHOCTU yNpaBneHns NpeTeH3NAMM,;

- Hanu4ue y nepcoHana, B3aumMoaencTBYLWEro ¢ NnoTpedntenamMmmn, NONHOMOYNIA ANA paspeLlleHns NpeTeH3nn Ha
MecTe;

- YCTaHOBNEHME rpaHnL, CamoCTOATENBbHOW AEATENLHOCTN NepcoHana, B3aMMoAenCTBYIOLWErNo ¢ NoTpebutenamn,
NONHOMOYMN ANA yperynupoBaHna npeTeH3nn,

- HasHauveHWe nepcoHana, cneunanusupyrLlerocs Ha padoTe ¢ npeTeH3nsaMu;

- aona oby4veHHOro ynpaBneHMKO NpeTeH3naMMN NnepcoHana, B3anmMoaencTBYOLWEro ¢ NoTpedutenamu;

- pe3ynbTaTUBHOCTb U 3P EKTUBHOCTL 0OYUeHUA paboTbl C NpeTEH3NAMN;

- YNCNO NpeanoXXeHUin Co CTOPOHLI NepcoHana no ynyyeHuo paboThbl ¢ NpeTeH3UAMMU;

- OTHOLWIEHUE nepcoHana K paboTe ¢ NpeTeH3UAMMU;

- YyacToTa npoBeaeHUs ayauTa npouecca ynpasneHuns npeTeH3nsamMm n/mnm aHanmsa co CTOPOHbI BICLLETO pyKOBOA-
CTBA;

- BpeMsA BHeApeHUA pekomMeHaauun ayauTta npouecca ynpaBneHus npeTeH3snaMun u/unum aHanmsa co CTOPOHDI
BbICLLEro PyKOBOACTBA;

- BpeEMS, 3aTpadveHHoe AN oTBETa NPeaAbABNALWEMY NPETEH3UID;

- CTeneHb YAOBNETBOPEHHOCTU NPEAbABNAOLLENO NPETEHINID;
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- pe3ynbTaTUBHOCTb N 3PPEKTUBHOCTL NPOLECCOB MO HEOOXOAUMbBIM KOPPEKTUPYIOLLMM N nNpeaynpeXaatowmnm
NencTBUAM.

G.3.3 JaHHblIe MOHUTOPUHrA

MOHUTOPUHI AaHHbLIX NpeacTaBnNseT NPAMON MHAUKATOP KadvecTBa padoT ¢ npeTeH3namMu. [laHHble MOHUTOPUHra
MOrYT BKNKOYaTb YNCNO UNU O0NIO:

- NONy4YeHHbIX NpeTeH3Un;

- NpeTeH3nn, paspeLlleHHbIX B NYHKTE UX NONYy4YeHUA;

- MpPeTeH3un, HenpasunNbHO OLEHEHHbIX MO NPUOPUTETHOCTM;

- NpeTeH3nn, NPU3HaHHbIX NO3XKe YCTAaHOBNEHHOMO BPEMEHM;

- NpeTeH3nn, yperynupoBaHHbIX NO3XXe YCTAaHOBNEHHOIO BPpeMEHMWU;

- MPETEH3UN, B KOTOPLIX YNOMSAHYThI BHELLHME METOAbI peLlueHna (CM. 7.9);

- MOBTOPHLIX NPEeTEH3NN UNN TEKYLLNX HepeLUeHHbIX Npobnem, NpeTeH3nn Ha KOTopble He N0AaBanNUCh;

- ynydyweHua npoueayp, NPU4UHON KOTOPbIX ABUNUCH NPEeTEeH3UMN.

Ocoboe BHMMaHne AOMKHO ObITb HanpaBNeHO Ha HTepNpeTaun AaHHbIX, MOTOMY YTO:

- 0ObeKkTUBHbLIE AaHHbIEe, TaKUe KaK CPOK OTBETa, MOryT NoKa3aTb, Kak XopoLwlo paboTaeT npoLecc, HO He MOryT NoKa-
3aTb MHGDOPpMaLUO 06 YAOBNETBOPEHHOCTU NPEABbABNAKLLEINO NPETEH3NID;

- POCT 4Ynchna npeTeH3nn Nnocne BBeAeHNa HOBOro nNpouecca ynpasneHua npeTeH3naMmm MoXXeT oTpasnTb adpdhek-
TUBHOCTb NpoLecca, a He HeaoCTaTKN NPoAYKLUN.
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[MpunoxexHne H
(cnpaBo4YHOe)

AyauT

OpraHusaums A0MKHAa NOCTOSAHHO YNyyllaTh pe3ynbTaTUBHOCTL U 3 EeKTUBHOCTL NPoLecca ynpaBneHns NpeTeHx-
3nsamun. Mo 3Ton NpuynHe BbINONHEHNE N pe3ynbTaThbl NpoLecca Yepes 3annaHnpoBaHHbIe MHTEPBanbI BpeMeHn Heobxoau-
MO NPOBEPAThL ANS NAEHTUDUKALMN U YCTPAHEeHNS NPUHNH CYLLIECTBYIOLLMX U NOTEeHUNanbHbIX Npobnem n noncka nwodbIx
BO3MOXHOCTeN yny4weHus. MnaBHas Lenb ayauTa npouecca ynpaBneHus npeTeH3nsasMmM COCTOUT B YNyYLLIEHWUM NpoLecca
nyTemM NpPoBepPKN COOTBETCTBUSA NPpoLecca ynpaBneHnUs NpeTeH3nAMN YCTaHOBNEHHbIM KpUTepusaMm. Takne Kputepum MoryT
BKNIOYaTL B ce0S OTHOCALLMECS K yNpaBnNeHuo NpeTeH3naMM NONUTUKY, NpoLieaypbl, CTaHAapTbI U T.1.

[pn aHanunse dyHKLUOHMPOBAHWS NpoLecca yrnpaBneHns npeTeH3naMn cneayeT OLeHUTb cTeneHb COOTBETCTBUSA
npoLecca yCTaHOBNEHHbIM KpUTEPUAM, a TakKe NPUroaHoOCTb NpoLecca ANs AOCTUKEHUSA NOCTaBNEHHbIX Lienen.

Hanpumep, ayant MoxeT ObiTb OCyLLeCcTBNEH AN OLEHKM:

- COOTBETCTBUSA NpoLeayp ynpasneHus npeTeH3naMmn nonuTmuke u Lensim opraHm3auum;

- CTeneHu BbIMONHEHUS B OpraH13aL M npoLeayp ynpasneHus npeTeH3nsaMu;

- cnocoOHOCTU AOCTUXKEHUSA CYLLIECTBYIOLLIMM NPOLLECCOM yrpaBneHus NpeTeH3nAMM NOCTaBNEeHHbIX Lienen opraHu-

- CUNbHbLIX N cNabblX CTOPOH npoLecca ynpasneHus npeTeH3nAMMU;

- BO3MOXHOCTM YNy4LLEHMS NpoLecca yrnpaBneHnsa NpeTeH3NAMN N ero pe3ynbTaToBs.

AyanT npouecca ynpaBneHnsa npeTeH3naMm MoXeT ObiTb 3annNaHMpoBaH U BbINONHEH KAk YacTb ayauTa cUMcTeMbl
MeHeMKMeHTa KavecTBa. [lononHutenbHas tHopMaumna 00 ayanTte CUCTEMbl MEHEXKMEHTA KayeCcTBa OpraHmM3aLnm npu-
BeneHa B NCO 19011.

MpunoxeHue J
(cnpaBo4HOE)

CBeneHUA 0 COOTBETCTBUM HaUlMOHaNbHbLIX cTaHaapToB Poccunuckon ®eaepauunm
CCbINOYHbIM MeXAYHapPOAHbLIM CTaHAapTaMm

Tadnuua J.1

Obo3Ha4vYeHne CChINMOYHOro

Ob603Ha4YeHne 1 HAaMMEHOBAHUE COOTBETCTBYIOLLErO HAaLUOHANbHOrO ctaHaapTa
MEXAYHapOAHOro ctaHaapTa

NCO 92001:2000 [OCT P MCO 9001—2001 Cuctembl MeHegKMeHTa KavecTBa. TpeboBaHus

NCO 9004:2000 [OCT P MCO 9004—2001 Cuctembl MeHeQXMeHTa KadecTBa. PekomeHaaumm no
VAYULLIEHUIO AeATENBHOCTI

NCO 19011:2002 [OCT P NCO 19011—2003 PykoBoasLine ykasaHnsa no ayauty CUCTEM MeHem K-
MEHTa KadecTBa U(UnNn) CUCTEM 3KONOMMYeCKOro MeHeaXKMeHTa
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