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[lpeaucnoBue

LlennunpuHuMnel ctTaHgapTusaunm B Poccumnckon PegepaummyctaHoBneHbl PegepanbHbIM 3aKOHOM OT
27 nekadbpst 2002 r. Ne 184-03 «O TeXHUYECKOM perynmpoBaHiun», a npasuna NnpuMeHeHnst HauMoHanbHbIX
ctaHgapTtoB Poccunckon egepaunmm — OCT P 1.0—2004 «CtaHaapTusaunsa B Poccunckon depgepanmn.
OCHOBHbIE MNONOXEHUAY

CBeneHuUA o peKkoMmeHAaUUAX

1 NOArOTOBINEHLI ABTOHOMHOWM HekoMMep4ecKou opraHusaunen «HaydHo-uccnegoBaTeNbCKUN
LIeHTP KOHTPONA 1 AnarHocTukn texHundeckmnx cuctem» (AHO «HWLU KO ») Ha ocHOBe CODCTBEHHOIC ayTEHTUY-
HOMO nepeBoda Ha PYCCKUN A3blK cTaHadapTa, yKasaHHOro B NyHkTe 4

2 BHECEHbI TexHn4yeckum kommutetom no ctaHgaptusaumm TK 10 «MeHeaXMeHT prUcka»

3 YTBEPXXOEHbLI M BBEAEHbLI B JENCTBUE Mpukasom ®eneparnbHOro areHTcTBa no TEXHNYECKOMY
perynmpoBaHunto M MeTtponorin ot 24 Hoaopa 2011 r. Ne 597-cT

4 HacTtosiwme pekoMmeHagaunm siBASTCH MASHTUYHBIMW HaLKMOHaNnbHOMY cTaHaapTy BenukobputaHum
BS 8477:2007 «[lpaktnyeckne metoabl padboTbl ¢ notpedbutenamu» (BS 8477:2007 «Code of practice for
customer service).

HanmeHoBaHMe HaAcTOALKX pekoMeHdaUunumn M3aMeHeHO OTHOCUTENbHO HAaMMEHOBaHUA YKa3saHHOIo Haum-
oHanbHoro crtaHgapta BenukobputaHun ansa npuseaerHuns B cootesetctene ¢ NOCT P 1.5—2004 (nogpas-
nena3.5).

[Tpy NpUMEeHeHUN HacToSLLMX pekoMeHaaLUnun pekoMeHAYeTCsl MCNOMb30BaTh BMECTO CChINMOUYHBIX MeX-
OyHapoAHbIX CTaHOApPTOB COOTBETCTBYOLLME UM HALlMOHaNbHEIE cTaHaapThl Poccunckon ®eaepauun, ceeqe-
HUS1 O KOTOPbIX NPpMBeAeHbl B ACNONMHUTENBHOM NpUNoXXeHnn A

5 BBEAEHDbI BI'NEPBbIE

ViHgbopmauusi 06 UMEeHEeHUSIX K HacmosLWUM peKoMeHOaUuusM nybrukyemcs 8 €XKe200H0 U30agaeMoM
UHOpMalUUOHHOM yKa3amerie «HauuoHarnbHbie cmaHOapmhbi», a mekem UMeHeHUU U NorpasoK — 8 eXKeMe-
CAYHO U30asaeMbiX UHPOPMaUUOHHbLIX yKazamernsx «HayuoHalnbHbele cmaHOapmely. B criydyae nepecmompa
(3aMeHbl) Unu OMMeHbI HacmosAWUX peKoMeHoayul coomeememesyrouiee yeeoomiieHue byoem ornybiriukosa-
HO 8 eXXeMeCS4YHO U30asaeMoM UHOOPpMaUUOHHOM yKazamere «HayuoHanbHble cmaHoapmsi». Coomeems-
cmeyrouwias UHopMalyus, yeeOoMIIeHUEe U meKCcmhbl pasMellaromcss makxe 8 UHQpopMaluUuoHHOU cucmeme
obLea0o ronb3o08aHuUss — Ha ogbuuuanbHoM caume @edepallbHO20 azeHmemaea rno mexHuU4ecKoMy pe2yriupo-
8aHU U MempoJsioauu 8 cemu MIHmepHem

© CtaHgapTuHgpopm, 2012

HacTtosawme pekomeHaaunm He MoryT ObiTb MOMHOCTbIO UMM YaCTUYHO BOCNPOUN3BEAeHbl, TUpaXKUpoBaHb!
1 pacnpocTpaHeHbl B KadecTBe odunLmManbHOro usganma 6es paspelueHmna PegeparnbHoro areHTcTBa rno TeXHM-
4YeCKOMY peryfimpoBaHNio 1 METPOOM UM
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BBenoeHue

B HacTosllee BpeMsa M3MeHeHUA B cdhepe TexXHONormn, aemorpadoun, B pabote KOMMEPUYECKUX, Frocy-
OAPCTBEHHbIX U MYHULUMNAMNbHbBIX OpraH1saunin NPpUBENO K NOBbILLEHUIO BNarococToAHNA HaceneHusl, 3Haun-
TeNbHO DONbLUEMY MO CpaBHEHUIO C NpeablayLWwUMn 4eCATUNETUAMMN.

OTHOLWEHUS MeXay 3aKasumMKkomM UNu noTpedbuTenem, opraHmsaumsaMmu, npeaocTaBnsaiowmMmMmm NpoayKLUnto
NYCNyrn, HUKoraa ewle He OblNM HACTONBLKO OPUEHTUPOBAaHBLI HA NOTPebUTENen U He paccMaTpUBanNNCh Kak Haun-
Donee BaXkHble ANS AOCTMXKEHUNA ycnexa opraHusauunn. NpodeccnoHanel B cpepe npeaocTaBneHns yenyr,
KOTOpPbIE NN HENOCPEACTBEHHO paboTaloT C NOTPEDOUTENEM, TaKMe KaKk NpoaaBLUbl, onepaTopbl UEHTPOB Tene-
cdboHHOro obcnyxunsaHnal) unu meHegxepbl N0 0BCNYXKMBAHUIO KIMTUEHTOB, UMW YNPaBAT 3TUM NPOLLECCOM,
TaKMe Kak MeHemkepbl onepaunoHHbIX LEHTPOB UM PYKOBOAUTENN, OTBETCTBEHHbLIE 3a ODCMYXUBAHUE NOTPE-
butenen, — HUKoraa elle He urpanu CToMb BaXKHYH ponb B paboTe opraHmsauuni.

[Togaepxka UIn NoBbILLEHWE YPOBHS YOAOBNETBOPEHHOCTM NOTpebutenen ABnaeTca 0gHMM U3 caMblX
BaXKHbIX aKTOpPOB yCrneLHon padboTkl opraHnsaumn B Nobon cgepe.

CornacHo gaHHbIM MapBapackoun WKoNbl OU3Heca cylWecTBYeT TPU OCHOBHBLIX NPUHLMNA OOCTUKEHUS
ycrnexa «3Rs»2) npmn paboTte c noTpebutenamu:

- yaep)XaHue KNneHTa;

- NpoAaka ConyTCTBYOLWNX TOBAPOB;

- HanpasneHue K crneyunanuncTy.

CornacHo wuccnegoBaHuio WIHCTUTYTa 0OOCNyXMBaHUS noTpedbutenen Hambdonee BaXHBIMU TMPU
NpeaocTaBeHnn yenyr noTpedutenn cuuTatoT crnegytoulee:

- CBOEBPEMEHHOCTb NpeaoCcTaBNeHUd YCNYTN;

- BHELWHW BUA;

- 3TUYHOCTb U BEXKITUBOCTD;

- Ka4eCTBO U 3P PEKTUBHOCTD;

- MonyveHmne ycnyr 6es satpyaHeHun;

- BO3MOXXHOCTb peLueHns npobriemsl.

B ntore moxHo cdopmMynnupoBaTb Habop pakTopoB, COOTBETCTBYHOLUX «3RS», KOTOPbLIE MOTYT ObITh
YyCNeLWwHO NPUMEHeHbI U B KOMMEPYECKON, U B rocyaapCcTBeHHOW cdhepax, rae HopMbl U NpaBunia segeHns duns-
Heca U OCTUXKEeHNA ycnexa He MeHee BaXKHbl:

- OT3bIBYUBOCTD;

- HaAeXHOCTb;

- YBaXKUTENBHOCTD.

DT pakTopbl MOTYT ObITb TPaHCHOPMUPOBaHLI B HADOP LeneBbIX KpuTepmnes. B cBA3KM ¢ 3TUM OOHON U3
Lenen HacToALlWnX pekoMmeHaaunm aBnaeTca ycTaHoBNeHne cnocoboB caMooLeHKN paboThl opraHmsaunm B
COOTBETCTBUN C 3TUMM KPUTEPUAMN U OLLEHKM pabOoThl opraHusaummnoTpedbutenamun. NpumeHeHne HacTosLWMX
pekomMeHaaun NO3BONSAET YETKO YCTAHOBUTL KPUTEPUN U NETKO NMPOBEPUTL UX BbINONMHeHMe. PekoMeHaauUunu
OXBaTbIBAOT AaNeKo He BCe acnekThbl AOCTUXKEHUA NONMHOW YAOBMNETBOPEHHOCTU NOTpebutenen. Cneayet y4u-
ThiBaTb, YTO ObIBAIOT CUTYAL MW, KOTAa MPUMEHUTb PACCMOTPEHHBIN B peKOMeHaaLUnax noaxoa cnoxHo. Bonpo-
Cbl AOCTMXKEHUSI NOMTHOW YyOOBMNETBOPEHHOCTU NOTpedbuTenen nogpobHO pacCMOTPeHbl BO MHOTUX APYrnx
OOKYMEeHTax U MOryT ObITb NpegMeToM APYrMxX CTaHOapToB.

MHoroe n3 npeanoXXeHHoro B pekoMeHaaUnsax MoXeT nokasaTbest baHanbHbIM AN OpraHn3au i ¢ BbICO-
KOW KynbTypoWu obcnyxnsaHua notpebutenen. OgHako CylecTBYEeT MHOXECTBO OpraHusaunn, B KOTOPbIX
NnoaoOHOW KyNbTypbl HET, N NIPUMEHEHMNE HACTOALMX pekoMeHaaUnn B 3STOM crniydae MOXET ObiTb NMOMNe3HbIM
Ons:

a) BHeapeHUsa MexaHU3MoB paboThl, 0becnevnBaloLMX AOTKHBIA YPOBEHb 0OCNYXMUBaAHUSA NOTpedbuTe-
nen, KOTOpPbLIK OTBEYaeT NOTPEOHOCTAM U pa3yMHLIM OXKUOAHUAM NOTpebuTenen;

b) obecneveHUsa KOHKYPEHTOCNOCODHOCTU OpraHM3aL M Ha PbiHKE NpeaocTaBNeHUs1 YCNyr;

C) MOBbLILLIEHUNA KOHKYPEHTOCNOCOOHOCTU NyTEM pa3paboTKMU M NpeaocTaBNeHna NoTpedbntenam MHHOBAa-
LIMOHHBIX YCNVYT;

d) NOBLILWEHMS NONOXKUTENBHOW OLUEHKN NOTPedbUTensamMmn onbita B3auMoaencTBUA C opraHmsaumnen u
Takum obpa3om NMoBLILLEHUS NOANBHOCTU NOTPebuTenen;

e) NOBbILLIEHUSA YPOBHSA yaepaHusa noTpebutenen;

1)
2}

Call-center.

Retention, related sales, referrals (yaep>xanne knneHrta, npogaxa conyTCTBYHOWMX TOBAPOB 1 HanpaeI1eHNE K Cne-
LnanucTy).

IV
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f) npuBnevYeHns HOBLIX MNOTPebUTENen Yepes NONOXNTENbHBbIE OT3bIBbLI MOTPEOUTENEN;

g) CHWXeHUA MapKeTUHroBbIX 3aTpar,;

h) nosbilleHus1 3P eKTUBHOCTN OBCNYXXUBAHUS;

1) CHWXEHUS1 YPOBHSA NPEeTeH3nn noTpedbuTtenen 1, Kak cneacteme, CokpalleHUst BpeMeHn 1 3aTtparT Ha
pPaboTy C NPETEH3UAMM;

|) BBbIMOMHEHUS NPUHLMNOB A0OPOCOBECTHOMN KOHKYPEHLIUN, 3aKOHOB U HOPM MO 3alMTe npaB NnoTpebun-
Tenewu;

K) noagep»aHuda 1 ynydlleHUs kKadecTBa ycnyr M OTBETCTBEHHOCTM NP UX BbIMOTTHEHWUN;

) obecneveHUsa noaxoaa, OpUEHTUPOBAHHOTO Ha MOTPebUTENSs, BO BCeW opraHmnsaLnm npu paspadoTtke 1
noaaepKaHnn BbICOKOro KadecTBa 06CNyXKMBaHUS;

m) pacllnpeHnss BOSMOXHOCTEN NOTpedbuTenen npnu B3auMoaencTBnmM C opraHnsaumen.

KynbTypa obcnyxmeaHua notpedbutenen AomkHa ObiTb MPEeBEHTUBHON, YYUTbIBaATb HEAOCTaTOUHbIE UM
ypeamMmepHble TpeboBaHua noTpedbutenen. NpnmMmeHeHmne HacToALWNX pekoMeHaaunm Ans MHOrMxX opraHmsau
MOXEeT CTaTb MepBbIM LIaroMm obecneyeHUs yaAOBNETBOPEHHOCTU NOTpebuTenenm BO BCeX acnekrax MuX

neaTenbLHOCTI.
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PEKOMEHOAUWWN NO CTAHOAPTU3AUUU POCCUUNCKOWN GEOLEPALUMN

MeHeaXXMeHT opraHusalun

METOIbl PABOTbl C NOTPEBUTENAMA

Organization management. Customer service methods

IaTta BBegeHna — 2012—12—01

1 ObnacTtb NpUMeHeHus

HacTosawmne pekomeHaalmMn yctaHaBNMBAKOT OCHOBHbIE NMPUHLKMNBI cO30aHUsA U NoAAePKKN npoLecca
appeKkTUBHOIrO 0OCNYXMBAHUS NOTPEOUTENEN U coaepKaT pekoMeHaaLnm no NPUMEHEHNIO STUX NPUHLIMMNOB B
opraHusauuu.

HacTtosiwmne pekoMmeHaaLUum, npexae Bcero, HanpasneHbl Ha paboTy opraHuU3aLnMm ¢ BHELLHUMN NOTPeOU-
TensamMmu. OgHako yCTaHOBMEHHbLIE NPUHLUMBI MOTYT ObITb NPUMEHEHBbI opraH1usaunein n Nnpu padboTe C BHYTPEH-
HAMW noTpedbutenamn. Hactosawme pekoMeHgauum npuMeHUMbl KO BCEM opraHmsaunsam Hes3aBUCUMO OT
pasMmepa 1 BUaa UX AesITENbHOCTHN.

KommeHmapuu K pa3oeny 1 — e Hacmosauwjux pekoMeHOayusx mepMUH «opa2aHU3alus» eKrndaem 8
cebs Marnbie rpeodnpusmus U KoHcallimuHa208kie KOMMNaHUU, 20cy0apcmeeHHbIe U YacmHbIe KOMMaHUU, oerap-
mamMeHmbI pedepallbHbIX, pe2UOHallbHbIX, MECMHbLIX Op2aH0o8 eflacmu U caMoyrnpasiieHUs U HeKOMMepYec-
Kue opeaHu3ayuu. B coomeemcmeuu ¢ 002080pPHbLIMU YCIOBUSIMU Hacmoswue pekoMeHoauuu makxe
rnomeHuuanbHO OMHOCSMCcS K cybrnoopssovukam amux op2aHu3ayuu.

2 HopMaTuBHbIE CCbINKN

B HacToaWwmnx pekoMeHaauUnsax UCrorb3oBaHbl HOPMaTUBHbBbIE CChINKUA Ha cneaytolme ctaHgapThl:

BS 8463:2005 TpeboBaHMA NO cocTaBneHUo cuyeToB notpebutenen (BS 8463, Specification for
customer billing practice)

MCO 10002:2004 MeHeXMeHT KadecTBa. YAOOBMETBOPEHHOCTb noTpebutens. PykoBoACTBO MO
ynpasneHuto npeteHsnamun B opraHusaumax (ISO 10002, Quality management — Customer satisfaction —
Guidelines for complaints handling in organizations)

3 MpunHUMNnbI 06CNyXUBaAHUA NOTpeOuTENnen

[ns obecnevyeHns achheKTUBHOIO, KAYECTBEHHOIO M HaAeXHOro obenyXnuBaHua notTpebutenen onpege-
feHbl cneayoLwme NPUHLMNLI:

a) npuHATUe obsasatenbcTB. O0A3aTENbCTBO KayecTBeHHO U 3deKTUBHO NpeaocTaBnATb YCAyrin
noTpebunTensam AomMKHO ObiTb FMaBHOW LIEeNbo, NPU3HaBaeMOon NepcoHarioM Ha BCeX YPOBHSAX opraHusauun. B
NnepByo o4depeb, Takme obsa3aTenbCcTBa A0/KHbI ObITb MPUHATBI CO CTOPOHbBI BbICLLEro PyKOBOACTBA OpraHu-
3aLun;

b) HagexHocTb. Bce 0693aHHOCTM opraHn3aL My no OTHOLLEHWIO K MOoTpebuTento A0MKHbI BbITb BbINON-
HeHbl, YCNyrvu npeaocTaBlieHbl B oXngaemoe notpedbutenem Bpems, AnNa B3anMoAeNCTBUA opraHmsanum ¢
noTpedbuTenamMmmn AomKkHbl ObITb UCMOMb30BaHbI OTKa30yCTONYMBLIE CUCTEMBI;

c) BbicOKasa KynbTypa obcnyxuBaHusa notpedbutenen. Cuctema BbICOKOW KynbTypbl 0OCNyXMBaHUA
noTpebutenen gomkHa ObITb paspaboTaHa n BHeapeHa BO BCe acneKTbl AeATeNTbHOCTN OpraHu3aLnm;

U3paHune odbmumanbHoe
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d) KoMneTeHTHOCTL. K paboTte ¢ noTpebutensammn aomkeH ObiTb NpUBNeYeH nepcoHan, obnagarowmnin
COOTBETCTBYHOLLUMN 3HAHUAMMN, HABBLIKAMW 1N OMbITOM U CMTOCODHBIV NPUMEHSITh MX Ha NPaKTUKe, paboTy Nepco-
Hana HeobXoaANMO perynsipHo NPOBEPSITh;

e) OTBeTCTBEHHOCTb. OTBETCTBEHHOCTL B chepe 0bCnyKMBaHMA noTpedbuTtenen AomkHa ObITb MOEHTW-
dbrumpoBaHa; HazHa4YeHHbIN nepcoHan AofmkeH obnagatb HeobXoAUMBbIMW MOMHOMOYUSIMUA, OTBETCTBEH-
HOCTbIO U pecypcaMmn, No3BONAKLWUAMN eMy 3PDEKTUBHO B3aUMOJEWUCTBOBATbL C NOTPEBbUTENAMU, a TakkKe
OOIMKeH 6bITb HasHaveH rno KpanHen mepe onH OTBETCTBEHHbIN 3a peLlleHne npodbnem, BO3HUKAOLWKMX Y NoTpe-
buTenen:

f) pecypchl. JomKkHbI ObITh BblAeneHbl HEOOX0AUMBbIE PECYpPChl, HanpaBneHHble Ha obecnevyeHne BbICo-
KOW KyNbTypbl 0OCNyXMUBaHUA NoTpebutenen:

g) naeHtTudgpmkauua npobnem, BosHUKaOLWKUX Npyu obcnyxneaHum notpedbutenen. Heobxoammo NpoBo-
OUTb CUCTEMAaTUYECKYIO paboTy No naeHTUdMKaLMmM 1 aHannsy npodnem, Bo3HMKALWNX NPy oBCnyXMBaHUN
noTpedbuTtenen, Bo Bcex cpepax AeATENbHOCTU OpraHnsaL nu;

h) kadecTBO obcnyxuBaHusa notpebutenen. Becb nepcoHan opraHnsauum AomKkeH ObiTb BOBMEYEH B
obecnevyeHne nHenpepbIBHbIM aHaNn3 KavyecTBa cOcnyXnBaHna notTpedbutenen. AHanns cnegyeTt NpoBOAUTL C
y4yeTOM pocTa U n3meHeHns TpeboBaHun NoTpebuTenen, cylecTBeHHbIX 4N obnactyu AesATenbHOCTN OpraHu-
3aLuu;

1) cuctemMmbl obpaTtHon cBsisn. Heobxoammo paspaboTatb WM nogaepxmBatbh B pabovyemM COCTOSIHUM
achdeKkTnBHbIE cUCTEMBI OOpPaTHON CBA3M C NOTPEBUTENAMK N NEePCOHANOM;

|} nocTtodAHHOe ynydleHne. [lomkHa bbITb BHeApeHa cucTemMa NOCTOAHHOIO yydleHus, obecrneymnBato-
LLlas YpOBEeHb ODCNYKMBaHUA NOTPedbUTenen, COOTBETCTBYOLWNN UMK NPEBLILLAKLWAN TeKYLWNE OXNMOaHUS
notpedbuTtenen;

K) BHYTpeHHWA 0bMeH nHpopmMaLmnen. QomkHbl ObITh onpeaeneHsl BHYTPEHHUE NOTPEDUTENN N OpraHun-
30BaH O0OMeH UHpopMaL e Mexay HUMU, MOCKONbKY 3TO ABMNSIETCS BAXKHBIM SNEeMEHTOM B CO3AaHUN KYNbTypPhl
obcnyXmBaHusa noTpedbutenen.

KommeHnmapul K pasdeny 3 — [nsg peanu3aduu amux npuHUuuUnoe Moaym bbims UCrofib308aHkl pa3uy-
Hble MemoObkl, makKkue Kak co3oaHue 2pyrnki crieyuanucmoes U3 pasfnuyHbix noopaisoerneHuu rnod KOHKPemHhbIlU
rnpoekm, nybnukauusi anneKmpoHHO20 UHOOpMaUUOHHO20 bronnemeHsi obenyxxusaHusi nrompebumeneu u ripu-
MeHeHUe eQUHbIX cmaHOapmoe U npasusn obenyxxusaHusi nompebumeneu e op2aHusaluu.

4 BHeppeHue NpUHUMNOB OOCNyXMNBaHUA NOTpeduTenen B opraHu3aunm

KoMmmeHmapuu K pazodeny 4 — Obsizamernscmea U 0meemcmeeHHOCMb, OfpelesieHHbIe 8 HacmosueM
pa3soerne, rpuseoeHbi 8 08yx rioopaszoderniax 0 moao, Ymobbi ompa3umbe CMpPyKmypy, 0bbI4HO CyULeCM8Yio-
Wyro 8 bonbuwiux op2aHulayusix. PekoMmeHoayuu, ripueedeHHble 8 HacmosiLeM pa3ioerie, OMHOCSIMCcs K opaa-
Husayusam moboz2o pasmepa, U rnoamoMy UX criedyem adanmupogamb K 0OCOBEHHOCMSAM KOHKPEeMmHOU
opaaHu3alyuu.

4.1 06a3aHHOCTU BbICLLEro PYyKOBOACTBA

Bbicllee pykoBOACTBO (T. €. NULO UK rpynna Nnuu, OCyLeCcTBNAKLWNX HanpaBneHne AeaTeNbHOCTU U
yrnpaBneHne opraHmsalnen Ha BbICLLEM YPOBHE) NpUHMMAET Ha cebs obs3aTenbcTBa No KAYeCTBEHHOMY
obcnyxnsaHuto notpeduTenen. Ana obecneveHus nyvwero oocnyXmBaHug notpedutenen, MexxseoMCTBEH-
HOW N KOPNopaTUBHOW NOAAEPXKKN OpraHusaunn BbicLLIee PyKOBOACTBO AOMKHO obecnevnTb HeobXoanMbIn
obmeH nHdopmMmaLuunen.

Bricllee pykoBOACTBO AOMKHO YCTAaHOBUTL LEN opraHmsauum B obnactn obcnyxnuBaHua notpedurte-
nen, 4OBECTU UX A0 CBEAEHMSI BCEro nepcoHarna n opraHn3oBaTb CUCTEMATUYECKUA pe3yrbTaTUBHBLIN OOMeH
MHpopMaLmnen ob yCTaHOBMEHHbIX LIENAX CO BCEM NepcoHarnom opraHusaumn. Bece HeobxoanMmele NpoLecchl B
opraHusauum OomkHbl PyHKLUMOHUPOBATL B COOTBETCTBUM C 3TUMU LensaMmu. CneayeT yCcTaHOBUTb CNOCOoOLI
OOCTMXKEHUS 3TUX Llenen Bo Bcex nogpasgeneHnsax opraHnsauunn.

Bbicllee pyKOBOACTBO HECET OTBETCTBEHHOCTD 3a:

a) obecnevyeHne BLICOKOWN KyNbTYpbl 0OCNYXNMBaHUA NoTpebutenen, NnpuHATON B opraHnsaumn, 1 NOHK-
MaHWe Lenen B o0CnyXKMBaHUM noTpedbutenen BCeMmm pykoBoaMTeNnamMm opraHmnsannu;

b) BblOeneHWUe HeObXoAMMBIX PECYPCOB, AOCTATOYHLIX ANsl obecneveHns pesynbTaTMBHOro U adpdek-
TUBHOIO 0OCNYyXMBaHNA NOTpebutenen;

C) HasHadeHue pykoBoaguntens (CM. 4.2), OTBETCTBEHHOIO 3a pa3BUTUE U BHeApeHWNE BbICOKOU KYNbTYPLI
obcnyxnBaHusi notTpedurenen;

d) Hanumume agekBaTHbIX CACTEM OTYETHOCTU C Y4ETOM AaHHLIX 0DpaTHOM CBA3N (CM. 6.1);
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e) HageneHne COOTBETCTBYOLUMMM NMONTHOMOYMAMM NepcoHana, HEenocpeacTBEHHO paboTarlero ¢
notpedbutensamn, obecneveHme ero HeobxoanMmoun nHopMaLMen N pecypcamMmu, a Takke Hanmdume y Hero Bo3s-
MOXXHOCTW NPU3HaBaTh U paspellaTth Npobrnembl, BO3HMKaOWME Y NoTpebuteneu;

f) kavecTBO paboThLl CybnoapsaavumMKoB, Heobxoanmoe ans odbecneveHunst BbICOKOU KyNbTypbl 0OCNYXKNBa-
HLUSA NoTpebuTenen opraHnsaunm,

g) BHeApeHUe Ha MecTax 3pPeKTUBHOW npoLieayphbl perynsapHoro aHanusa (no KpamHen mepe 1 pas B
rof) BCero npouecca obcnyxmpaHusi notpebutenein opraHnsaunm.

4.2 O6A3aHHOCTU pyKoBoAUTeNnen No oo6cnyXuBaHuio noTpedutenen

PykoBoauTenb gormkeH obnagate AoCTaTOUHbIMU MONHOMOYUSIMU AN AOCTWXKEHUS 3anaHUpOBaHHbIX
pe3yrnbTaTtoB 0bCnyXMBaHUA noTpebutenen.

OTOT pyKOBOAUTEb OTBEYaeT 3a:

a) ycTaHOBMNEHUE NpoLUeCcCOB MOHUTOPWUHIA, OLLEHKN MOTYETHOCTU O pe3ynbTaTax obCcnyKMBaHUs noTpe-
ouTenen;

b) naeHTUdunkauuto 1 pacnpegeneHne PUHaAHCOBLIX N MHBIX PeCYpPCOoB ANst obecneveHunsi Ka4eCTBEHHO-
ro pe3ynbTaTUBHOIC U 3P PEKTUBHOO 0BCNYXXUBAHUA NOTpebutenen;

C) AoBedeHne OO0 BbICLWIEro pyKoBOACTBA pe3ynbTaToB 0OCNYXUBAHUS NOTpebuTenen n npeaocrasne-
HUEe UM peKkoMeHaauUnii No ynydeHuno paboT;

d) nopgaepxaHue pesynbTatUBHOMO U 3ddeKTUBHOMO PYHKUUOHUPOBAHUA npouecca obCcnyXnMBaHUS
noTpedbutenen, BKNoYas npmem Ha paboTy 1 odbydeHne CoOOTBETCTBYIOLEro NepcoHana, onpeaeneHue Tpedo-
BaHUA K npoueccy obcnyxuBaHua n opopMneHuo HeodXoaMmMon AOKYMEHTauun, YCTaHOBMEHUE CPOKOB
BbINMOMHEHNS paboT, a Takke aHanu3 npouecca obCcnyXmBaHusi NOTpebuTens B LLeNoMm;

e) HasHadeHue nNpeacTaBUTENA, OTBETCTBEHHOMO 3a paboTy C NpeTeH3nsIM1 1 Npobnemamm noTpedbuTte-
nen, B cootrsetcteumn ¢ MCO 10002;

f) obecneveHune Ha MecTax apPeKTUBHBLIX NpoLeayp AcoseaeHUa MHQOPMaLMK O NPeTEeH3UAX NoTpebun-
Tenen Ao BeICLWEro pykoBoAcTBa,;

g) obecneyeHne oCBeAOMMNEHHOCTU NEpcoHana 0 BCEX COOTBETCTRBYIOLLNX 3aKoHOAATENbHBIX U 0DsI3a-
TeNbHbIX TPebOoBaHUSIX, CBA3AHHLIX C paboTON NO 0DCNYXMUBAHUIO NOTPebUTenen.

Kommermapuu K 1. 4.2 — OpeaaHu3auus 00JIXKHa paccMampusamb 803MOXHOCMbE CO30aHUs 2pyrinbi 1o
pyKosoocmey obcrnyxuesaHus nompebumeneu, 8 KOMemeHUUK Komopou exo0um KoopOuHalyus, NnoMowb U
8HeOpeHUEe a¢hheKMUBHbLIX U UHMe2pUpo8aHHbIX criocobos obenyxusaHus nompebumenedu.

4.3 O6A3aHHOCTU NnepcoHana

Becb nepcoHan opraHMsaL v He3aBUCcUMOo oT YHKLMOHAaNBHBIX 00A3aHHOCTEN A0ITKEH 3HaTh:

a) CBOMOBA3AaHHOCTN, OTBETCTBEHHOCTbL U MOTTHOMOYUS Mo 0BCNYyXXMUBaHUIO NOTpebnTenen, a Takke 3Ha-
YMMOCTb CBOEN paboThkl B 0becneyeHnn BbICOKOW KyNbTypbl 0OCNYXMBaHNA NOTpedbuTeneun;

b) TpeboBaHUA K pe3ynbTatam cBoer paboTbl No obecneyveHnto BbICOKOW KynbTypbl 0BCNYXNMBaHUS
notpedbutenen n KpUTepUn oLEHKN BbIMOSTHEHUA CBOUX 0OA3aHHOCTENR.

4.4 O0A3aHHOCTU NepcoHana no oocnyxXuBaHuKo NoTpeduTenen

Becb nepconan, paboTtatowmin HenocpeacTBEHHO B chpepe obenyKmBaHUsa NnoTpedbutenen, AoMKeH:

a) NpouTn Heobxoammoe obydyeHne 1 obnagaTb COOTBETCTBYHOWEN KOMNETEHTHOCTLIO A4Sl 0OCNyXXNBa-
HUA noTpebuTenen (CM. NpunoxeHune A);

D) 3HaTb U BbLINOMNHATE CBOUODBA3AHHOCTU, OTBETCTBEHHOCTb M NONTHOMOUUSA MO 0OCNYXXKUBAHUIO NOTPED -
Teneu;

C) NpPOXoauTb PerynsapHyo atTectayuto, NoBbilaTbh CBOW NpodeccnoHanbHblie HaBbIKA U 3HAHNS.

5 lNpakTn4yeckne pekoMmeHaauunm

5.1 KaneHpapHbIU rpadpuk

KaneHaapHbii rpaduk B COOTBETCTBUM C Pa3yMHbIMU OXXUOAHUAMU noTpedbuTtenen gomkeH ObiTb ycTa-
HOBMEH ANs:

a) paboThl C 3anpocamMu noTpedbuTteneu;

b) 0bpaboTKM 3aKa30B NoTpebuTenen;

C) NOCTaBKW TOBAPOB U MNpeaoCcTaBNeHUs1 yCnyr;
d) BLINOJIHEHNA YCTaHOBNEHHBLIX CPOKOB;

e) paboThkl C NPEeTEHINSIMN.
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[TpnmMmeyaHune— «PasymHble OXugaHusi» NoTpedutenen 3aBUCAT OT 0COBEHHOCTEN NPOAYKUMU UMW YCNyrW,
Hanpumep, duneT, KynneHHsl B IHTepHETE, B COOTBETCTBMU C OXUAAHUAMW, AO0MKEH ObiTb AOCTABNEH HA CneayloLwmnmn
OeHb, a JOCTaBKM buneta, NoOAroToBNEHHOIo BPYUHY0, 0ObIMHO OXUAAT Yepes3 HECKONbKO Heaerb.

5.2 ObecneyvyeHUue notpedbuTenen nicpopmMmaumen

5.2.1 Obwune nonoxeHunN

NMiobast nHdopmauusi, npeaccTaBrieHHast NoTPedUTensam o NPOAYKLUN NN yCIyrax, AommkKHa:

a) obecne4ynmBaTb HE3AMEANUTESNBHYIO UM NPpeABapPUTENLHYIO MHPOPMALIUIO OTHOCUTENBHO OB BACHE-
HS NFOOOK 3a0ePXKKN;

b) ObITb MOHATHON (HAaNpPUMep, A3bIK, PopMa U3NOXKEeHNA N N30OparkeHna A0IKHbI ObITb aaanTUPOBaHb!
noa noTpebutens), He cogepXXaTb CIOXKHbBIX HAYYHbIX, MPodeccnoHarbHbIX U TEXHUYECKNX TEPMUHOB, @ TAKXKe

coKpalleHuH,

C) ObITb NMErkoaoCTyNHOW (HanpuMep, coaepXaTb CBEAEHUS O peXnume paboThl, Beb-cante, HOMepe KOH-
TAKTHOro TenedoHa, 3NeKTPOHHOW CryKbe noaaepXkm notpedbuTtenen);

d) ObITb TOYHOW B onMucaHUM NoapPobHON KOHTAKTHON MHopMaL K ANd AanNbHEULLUX 3aNpPOCOB;

e) npegocTaBNATbLCS B opmMaTax, Hanbonee npueMnemblxX and notpedburenen (Hanpumep, ¢ UCNOMb30-
BaHMEM TeKCTa KPpYNHbIM LUPUMPTOM, ayanoKacceThl), obecne4vnBatoLL X NerkocTb ANs NepechifiKU N nony4ye-
HUSA OOCTyNa K HEW;

f) COOTBETCTBOBATbH KOHKPETHLIM NOTPEDOHOCTSAM 3aKa3unKOB AN obecneyeHnsa ee MmakCMmansHOU Npu-
eMNEMOCTH;

g) ObITb TOYHOW, ACHON U KPATKOU B Nepeaave aetanen ob obnactmnpmmeHeHuUs nocTaBNgeMbIX MpoayK-
MU N YCNYT;

h) OblITb CBOEBPEMEHHON, BKMOYad MHopMaLnto 0 gaTe nocneagHerc obHoBneHuns (Mmoandpurkaumn);

1) ObITb ACHOW B onpegeneHn Toro, OTHOCUTCH NN OHa TONMBbKO K KOHKPETHOW CUTYaL MK, TaKOW Kak:

- YCTAHOBNEHHbIN Nepnod BpeMeHU NOCTaBKNU, UCMOMb30OBaHUA UT. A.;

- KNMMaTU4ecKne ycrnoBusi UICNonb3oBaHUs (reorpaduyeckas obnactb);

- 0CODeHHOCTU NoTpedbuTenen (KynbTypHble, counanbHble, HauOHaNbHbIE);

j) NpUcnocoBbneHHOoW K NErkoMy coxpaHeHUto noTpedbuTtenem;

K) ObITb cCneuranbHO NpegocTaBEHHOW NOTPEDUTENIO B Criyvae, eCclii 3TO ABNAETCS YacTbio BhINOMHE-
HUA JOrOBOPHLIX cornaLwieHnn.

[domkHa ObITb yCTaHOBMNEHa npoLeaypa Ha MecTax ans obecnevyeHunst NpoBepPKM AOCTOBEPHOCTU pekna-
Mbl M pEKNAMHBIX MaTEepUanoB U UCKMIOYEeHUS HenpegHaMepeHHOro BBeAeHUA NoTpebuTenen B 3abnyxgeHue.

[ToTpebutensam aomkHa bbITh TakKe npeaocTasneHa MHpopMaLnMa OTHOCUTENbHO KavuecTBa 0OCNyXMBa-
HUSA, KOTOPOE OHU MOTYT NONYYUTL.

5.2.2 llpepBaputenbHbIN 3aKa3s

NHdpopmaumna anga npeaBapuTeribHOro 3akasa o nocTaBLlMKe 00CNYXXUBAHUSA U yenyrax O0MKHa BKIHO-
YyaTb B cebsl, KaK MUHUMYM:

a) agekBaTHy UHopMaLunio 0b yenyre, NnpeaocTaBngeMon opraHnusaunen, no3sBonsaLen noTpedbure-
Mo MPUHUMATDL PeLLEeHME C TOUKMN 3PEHUSA COOTHOLLIEHUS LIEHBI U KAYeCTBa, YCNOBUAX NPOAaXU U NPUMEHEHNS,
OOCTYNMHBIX ONUKUAX ANa notpedbutenen ¢ ocodbbiMn TpeboBaHUSAMU N OrpaHUHYEHUAMN (BO3PAcCT, HETPYAOCNO-
CODHOCTb, KYNbTYPHbLIE U SI3LIKOBLIE Pa3Nvns), HaJEXHOCTU U KaYecTBa CEPBUCA;

b) noapobHyo nHdbopmauno o cnocobax BO3MeLLLeHNS 1 KOMNEeHcaLun.

5.2.3 llokynka n nocTtaBKa

KOHTpaKThl AOMMKHbI ObITb COopMYyNUPOBaHbI ACCTYMHO U MOHATHO. OHU A0MKHBI coaepXaTh 4OCTATOYHO
MHpopMaL MM ANa NPUHATUS 060CHOBAHHOMO pelleHus. NpaBa n oba3aHHOCTU nNokynateny, npodasLUa 1 Bcex
TPETbUX CTOPOH AOJTBKHBLI ObITb cornacoBaHbl. He AomKeH ObITb MCMOMb30BaH MeNKUA WpndT ANns nevaTu.

NHpopmaLna o cTagmnax NOKYNKU U NOCTaBKU YCNYTr A0MKHa BKNOYaTb, KAK MUHUMYM:

a) obbACHeHUA N, ecnUTpebyeTcs, MHPOPMaLMIO 0 COOTBETCTBYIOLLMX 3aTpaTax B CUTyaLUN, rae BO3MO-
XeH BbIOOP N3 HECKONBKMX NpeaoCcTaBNsIEMbIX YCIVT;

b) cBeaeHua o cnocobe onnaTbl n, ecnn TpebyeTcs, MHOoPMaLUIC O COOTBETCTBYIOLLUX 3aTpaTax 1 Npo-
Leaypax onnaTtbl (TAKMUX Kak 3NeKTPOHHbIE NNaTeXu, cueT-pakTypbl U T. 4.);

C) AeTanu BCeX BO3MOXHbLIX BHYTPEHHUX U BHELLHUX CNOCOOOB KOMNEHCAL NN,

d) pasbsACHeHUA HeoObXoaUMBIX AEUCTBUN NOTPEOUTENS, eCMNN OH HYKOAaeTCcs B NTOMOLK (Hanpumep, yKa-
3aHue TenedgoHa gosepus).

OpraHunsauunsa gomkHa npeaocTaBUTbh BCHO HEODXOAMMYIO MHPOPMAaL UKo, B KOTOPOW HYXXOAaeTCcs NoTpe-
buTens.

4
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[TpumeyaHun e— Kak npasuno, Heobxoanmasa nHpopmaLnsi BKINOYaeT B cebsl cBeAeHUS 0 NOATBEPXKAEHUN CO-
OTBETCTBUSA, MPOBEAEHNN OLUEHKU, NPEeaoCTaBNeHNN N NepPeEChINKe MHpopMauun, NpeacTtaBleHnn OTHETa O AOCTUTHYTbIX
pe3ynbratax nnu TpebyembliX pasbsaCHEHNW. ITa nHoOpMaums 4onkHa bbITb CYLLLECTBEHHOW U CBOEBPEMEHHOMWN.

5.3 BzanmopencrtBue ¢ notpedbutenem

5.3.1 [ocTynHoCTb
Bpemsa paboTbl 4OMKHO BbITb YA0OHBIM ANSA noTpedbuTtenen.

KommeHmapuu k . 5.3.1 — [locmynHocms yciyau crnedyem onpeoesiame Ucxoosd us mpeboesaHuu yoo-
bcmea o0ng nompebumeneu, a He 05 op2aHu3auyuu (8 pa3yMHbIX CIMOUMOCMHbIX ripeoernax).

lMpumep — UHpopmayus domxkHa 6bimb U3JNTOXKEHa YemKO U sICHO, He 00rnycKast HSOOHO3Ha4YH020 NMOHUMa-
Husi. OHa dosmkHa 6bimb docmyrnHa 8 anbmepHamue8HbIX hopmamax (8 ayduogopmame, HarnedamaHa KpyrnHbIM
wipugpmom u wpupmom bpaiinsa, e chopmame 05151 NOSTYYEHUST MO INIEKMPOHHOU noYyme unu ¢ gaeb-cauma, 8 mom
yucJsie cneyuanu3uposaHHOM 0151 Nosib3ogamernel co cnabbiM 3peHuUeM; NoayvYeHa no cneyuansbHOMy menegoH-
HOMY HOMepy Or1s1 smrodeu ¢ nnoxum crayxom). MHpopmayus moxem 6bimb npedocmassieHa Ha HEeCKOJIbKUX
SI3bIKax.

NMHdopMaumen gomkHO ObiTb OXBaYeHO MaKCUMallbHOE KONMMYECTBO NOTEHUMAaNbHbIX NoTpedbutenen
(BKNOYaa AeTen, NOXUNLIX Nroaen nny niogein ¢ pasnmiHbIMyM 0CODEHHOCTAMN, BKITHOYASA SI3bIKOBLIE U KYNbTYP-
Hble pasnuyna). OpraHmMsayna goimkHa CTpeMUTbCea caenaTtb AOCTYNHbIMUA UHpOPMaLUNIO, KOHCYNbTaTUBHYIO
MOMOLLIb M BO3SMOXHOCTb peLllnTb NpobnemMsl NoTpedbutens ¢ UCNonb3oBaHUEM TpebyeMblX SI3bIKOB UK op-
MaTOB.

MoTpebutenn goMKHbI UMeTb CBOBOAHBLIN AOCTYMN K OTBETCTBEHHOMY NULY, HageneHHOMY NONHOMOYNS-
MU A8 NPUHATUA peLleHus.

[MoTpebutens AomKkeH 6bITb MHPOPMUPOBAH O TOM, Kak OH MOXET COODLLNTL O CBOUX Npobnemax, BKIo-
yasa MHpoOPMaLUIO OTHOCUTENBLHO NPUEMNEMBIX ANA HEMO BAPMAHTOB, TAKUX KaK MyHKT CEPBUCHOIC 0bCnyXmeBa-
HUKA, obcnyXnBaHue no TenedoHy (BkNoYas BpeMd paboThl), nonyyveHne nHgopmal M B TMCbMEHHOM Buae, B
ceTn IHTepHeT (NO 3NEeKTPOHHOU NoYTe U B OH-NanH popme).

[TpnmeyaHwune—B cnydae BO3HMKHOBEHUS YPE3BLIMAMHON CUTyaunn obcnyxmBaHue noTpebuntenen AOMKHO
ObITb OPraHN30BaHO KPYIIOCYTOYHO.

5.3.2 TlyHKT cepBUCHOIo 06cnyXMBaHus
[Tpy HANMUYKUM NyHKTa CEPBUCHOIC 0DCNYXXNUBAHUS:

a) cucrtema obcnyXnBaHUsl A0IKHA NOMOYb NMNOTPEebUTENHO NOMHOCTLIO YAOBNETBOPUTL CBOU NOTPED-
HOCTW (Hanpumep, BbITb OCHALLEHAa yKaszaTensaMu, Tabnmukamm, Haanmcamun, cnyxbon nogaepKkn KNMeHTOoB,
nHpopmaumein o yacax paboThbl);

D) 30HBI OOCNYXUBAHUSA OCIDKHBLI ObITh NPOCTEIMU ANA UX ODHapPYXeHUs M AoCTyna notpedutenen,
coepXaTbCs B YNCTOTE U HaAnexawem COCTOSIHUA;

C) opraHusaumsa ouepeaHoCcTn noTpebutenen AomkHa obecneuntb BLICTpoe ee NPoABUMKEHNE U HE
Bbl3blBaTb HEOBOSILCTBA NoTpebutenen;

d) nepcoHan gormkeH UMeTb PUPMeEHHY0 oaeXay 1 ObiTb Nerko ono3HaBaeMbIM NOTPEOUTENAMMU;

e) K noTpebutenam HeobxoaMMoO NPOABMATbL AOIPKHOE BHUMAaHWE B pasHoe BpeMs (HanpumMmep, MoryT
ObITb NPeAnPUHATBLI Mepbl N0 JOMNCHUTEBHOMY YKOMIMIIEKTOBAHUIO NepcoHana B nepmo NUKOBbIX Npoaax).

5.3.3 O6cnyxuBaHue no tenecgoHy

ObcnyxunBaHue no TenedoHy AOIMKHO ObITh OpraHMU30BaHO TakK, YTODbLI OHO ObINO KpaTKMM, YOOOHbLIM U
NEerkoaoCTynHbIM C YY4eTOM CNeayoLMNX NOSTOXKEHWNIA:

a) HOMep KOHTaKTHOro tenedoHa Ans 3anpocoB OA0OMKEH ObiTb NErkog4oCTynHbIM Ana noTpebutenen
(Hanpumep, oH AomKeH ObITb YKasaH B cnucke aboHeHTOB TeneOoHHON ceTn, Ha Beb-canTax, B MmaTepunanax
peKnamMHbIX MPOCNEKTOB);

b) 4yackl paboThl TenedoHa ACMKHbI ObITb YAOOHBIMU ANA NOTPEebUTENEN;
C) OTBETHI HA 3anpockl HEOHBXOAMMO NPOBOANTL B Npeaenax pasyMHOro BpeMeHu;

[TpumevaHune— Xopowas NPakTUKa OeNOBblIX OTHOWEHUW OnpeaensieT «KpaTtkoe BpemMs OXUOAHUA»
(TP—NATb NYAKOB).

d) nepcoHanno obcnyxuBaHuo noTpedutenen gorkeH NpeaocTaBnATb HeobxoaumMyto nHdopMaLnto B
OTBET Ha 3anpochl KNNEHTOB;

e) npouecchl 0bcnyXMBaHUA AOIMKHbI ObITb CBOEBPEMEHHBIMU N 0becneYnBaTh ObICTPbIE U 3P PEKTUB-
Hble nocneaytowme AeUCTBUS;
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f) ecnunoTpebuTenb OCTaBNSET 3aNpPOC Ha aBTOOTBETYUKE UMU MHOM 3MEKTPOHHOM IroNTOCOBOM HOCUTE-
ne, AOMMKHbI ObITb YCTAHOBMNEHBLI U A0BeAeHblI A0 noTpebutenen rpadpukm padboTbl U BpeMS OTBETOB Ha UX
3anpochl.

Kommernmaput k. 5.3.3 — YO0bHbIU U rpsmMol docmyri a8519emcst 0CobeHHOCMbIO rnpu obcrnyxugaHuu
10 menegoHy, Noamomy nompebumersiu obbi4HO fpednoyumarom Ucrofib308amb MmeeoH.

5.3.4 O6cnyxuBaHue ¢ NOMOLWbIO ceTU UHTepHeT

[Tpn obcnyXnBaHun B ceTu MIHTepHET HeobXxoanumo NpeaoCTaBUTL NOTPebuTento:

a) afeKkBaTHY MHOPMaLUIo, NO3BONAICLLYIO NOTREbUTENO NpUHUMaTL 0OOCHOBAHHOE peLleHUe;
) BO3SMOXXHOCTb NOUCKA,

) anbTepHaTUBHYIO KOHTAKTHYIO MHpopMaL Mo (Hanpumep, HoMep TenedoHa AoBepus);

) BO3MOXHOCTb akTyanusauuim npegoctaBndemMon MHgpopMaLnn;

e) YyCNnyry, COOTBETCTBYIOLLYIO YCNEeLLHOMY COBPEeMEHHOMY ONbITY ApYrMxX NpeanpudaTun.

KommeHmapuu Kk . 5.3.4 — [{ns bonee noopobHou UHopmMalyuu cM. « PyKkosoocmeo rio cocmyrHocmu
cooepxaHus cemu» 2.0 (www.w3.org/WAI/.), 8 KoOmopoM ripuseOeH ny4dliul Co8peMeEHHbIU Orbim yCcreuwHbiX
rnpeonpusamudl.

5.3.5 OpraHunzauua o6cnyxmnsaHusa noTpedutens

5.3.5.1 ObcnyxmBaHue noTpedbuTens Ao NOKynNKWU/npeaocTaBneHns yenyru

[TpnemHblie Yackl padboThbl ACITKHBLI ObITh COrnacoBaHbl ¢ NoTpedbutTenem. Ecnu nokynka/npeaocraBnexHme
YCNyrn noTpebuTento oTcpoYeHa, To cneayeT YCTaHOBUTb HEMOCPEACTBEHHBIW KOHTAKT ¢ NoTpedbutenem ans
NpoBeAeHNA MNOCTOAHHBIX KOHCYNbTaLUMA OTHOCUTENbHO BCEX 3aepXKeK.

[ToTpebutento HeobxoaMMO NPeaocTaBUTb HOMEP KOHTAKTHOro TtenedoHa, no KOTOPOMY OH MOMXKET
3afaThb nodble MHTEPECYIOLLNE ero BOMPOChI OTHOCUTENBHO NPeacTosILLEN NOKYMNKW/ NpeaocCcTaBNsAEeMON YCIy-
rn. MNoTpebunTtento cnegyeTt Takke NpeaocTaBnTb NOAPOOHYIC MHOpMaLIUIO O 3aHUMaeMOW AOIMKHOCTU ChnyXa-
Lero nnn nHdpopMauue ¢ noapasaeneHnun opraHmsauum, ¢ npeacrtaBuTesieM KOTOPOro HasHadyeHa BCTpeva
OTHOCUTENbLHO NMOKYNKN/NpeaocTaBNEHUN YCYTA.

B cnyyasix, ecnu notpedbuTtenb AOMMKeH nepen nNoKynkowu/npeaoctaBneHnemM ycnyrm BbINOMHUTB
Kakne-nmbo aencTBust UN NOAroTOBUTLCS, NOTPEOUTENIO AOIMKHO ObITh HanpaBneHo 0b 3TOM SICHOE N CBOEB-
peMeHHoe yBeaoMneHue.

5.3.5.2 Tllokynka/npenocrtaBneHue ycnyru

[To NpUbLITUN NOTPEDUTENA OpraHM3aLna AomKHa NPOAEMOHCTPUPOBATL €MY CBOK TOTOBHOCTL K Npoaa-
Xe/npegoctaBneHuo yenyr. B Havyane npouecca nokynku/npeaoctaBneHunst yenyrit Heodoxoammo oocyanTs
noTpedbutenem Bce HeobxoanUMble geTanu.

PaboTa gomkHa bbITb BbINONHEHA C MUHUMYMOM NMOTEPb UNK 3aTpaT Ang notpebutend. lNotpedbutenen
crnegyeT aepXaTb B Kypce nNpoABMKeHUA paboT BO BpeMs UX NoceLleHNUa opraHnsaumm, ocobeHHo ecnm noTpe-
OUTEenb AOIMKEH NO KAKUM-TO NMPUYMHAM NMOKUHYTb MECTO OOCMYKMBAHUS HA BPEMA.

[Tepen yxoaoM noTpeduTenb AOMKEH NONyvYnUTh NoATBEPKAEHUE U ODBACHEHNS TOrO, YTO OLINO Npeanpu-
HATO, OTYET O NMoKynke/npeaoCcTaBNeHNN yCNyrd U NogpPOoOHYI0 KOHTAKTHYO MHOopMaLUIO ANS BO3MOXHbIX
BOMPOCOB.

MecTo nokynku/npeaoctaBneHUs yCnyru AOMMKHO ObiTb NpuBedeHO B NepBOHadalbHOe pabovee
COCTOsIHUE.

5.3.5.3 Bblgava nokynku/3aBepLlieHne npeaocTaBeHnst yenyru

[ OMmKHbI ObITb OpraHn3oBaHbl MecTa AOrOBOPHOro 0bCNyXnMBaHUA ¢ yaobHbIM AN NoTpedbuTens Bpeme-
HeM 1 AoBeAeHMEM A0 NOTPebUTEeNs akTyanusnpoBaHHoW MHopMaL UM B cnydvae Nobbix 3agepxek. MNotpedbu-
Ten HeobxoanMmMo NpeaocTaBUTb MHOPMAaLNIO O BPEMEHU, KOTOpOoe 3anMeT paboTa No KOMMNNEKTOBAHUIO.

5.3.6 locnenpoaaxHoe obcnyxuBaHune

5.3.6.1 Obwume nonoxeHnd

ObcnyxXxuBaHne BO BpeMsi Npodaxku/npeaoccrtaBneHnst yenyr 4omKHO ObITb ObICTPBIM, BEXKITUBBIM, KOM-
NeTEHTHbIM U KBannuguuupoBaHHbIM. [locnenpogaxHoe odbcnyxmpaHue (nocne BbINOMHEHUS YCITOBUN AOTOBO-
pa UNu NpeaBapuUTeNIbHOro0 UCNONHEHUSA A0 YCTAHOBMNEHHBIX CPOKOB) AOTKHO BKMOUATL B ceba HarnsaaHbin U
OOCTYMHbIN npoLecc obpaboTKM NPeTeH3nn, XopoLUO M3BECTHLIA CTOPOHaAM AO0roBopa WU NerkoaocTyMNHbIN
HeCKoNbKMMU cnocobamun. [lomkHa ObITb obecneveHa AOCTYNMHOCTb aBapUUHO-cnacaTeNbHbIX CNYX0 B KOH-
KpeTHOW cUuTyaLum, npn HeoBXoAMMOCTI.

5.3.6.2 PeMOHT

[ToTpebutenu AomKHbl BbITb NPOUHPOPMUPOBAHBLI O CNOCODaxX N3BELLEHUS OpraHn3aLnm o NoObIX BO3-
HUKaoLWMX Y Hero npobnemax, BKnovasi Bce AOCTYMHbIE BAPUAHTLI, B TOM YUCIE Ha NYHKTE CEPBUCHOTO 0bCny-
XUBaHusl, no tenedoHy (C ykaszaHnem BpemMeHu pabdoThl), B NUCbMeHHOW dopmMe, B ceTl MHTepHeT (no
3NEeKTPOHHOW NoYTe N B oH-NanH opme). B cnyyvae, korga Heobxoaum HesamMmeannTeNbHbIA OTBET, OOCNYKNUBa-
HAe noTpedbutenen AOMKHO ObITb OpPraHU3oBaAHO KPYrnocytTodHo. B oTBeT Ha coobuleHue noTpedbuTento

b
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OOIMKHa ObIThb BblaHa KBUTAHLUMSA HA BLINOIHEHWE PEMOHTA U HOMEP KOHTaKTHOro TenedoHa ans oTBeTa Ha
BOMPOCHI, KOTOPbIE MOTYT BO3HUKHYTb BO BpeMsa pemMoHTa. [oTpebutento Heobxoammo npeaocTaBuTb BCHO
MHPpOPMaLMIO O NPOoLEeCcCce PeMOHTA.

[Tpn B3aMMOOEUCTBUN C NOoTpebuTenem, 4YTobbl YCTAHOBUTL €ro npobnemy, nepcoHan opraHusaumu
OOIMKEH:

a) OTHEeCTUCb KNOTPedUTento ¢ ydacTmemMm;

D) pPas3bACHUTL NOTPEOUTENIO NOPSAOK ero AENCTBUN BO BpeMS NpoLeaypbl pEMOHTA;

C) NpeaoCcTaBUThL NOTPEOUTENO peKoMeHAaLNUN © BO3SMOXHOCTU NPUBAEYEHUS CNELMNANUCTOR MO PEMOH-
TY, ACCNEeaoBaHUIO U YCTaHOBIEHUIO NPOodNEeMbI;

d) npepocTaBUTb NOTPEOUTENIO:

1) pacyeT BpeMeHW, HeodXoaAMMOro Ansl yCTaHOBNEHUS NpobnemMsbl, U BLISCHUTL, ABMAETCA MU OHO MPK-
eMremMslM Ana notpedburtens,

2) OLEHKY CTOMMOCTU PEMOHTA;

e) nony4vntb oaobpeHne noTpedbutend Ha NnpoBeageHUe peMoHTa A0 ero HavYana Bo M3bexaHune nodbiX
pasHornacum;

f) nHpopmMmUpoBaTb NOTPEbUTENA 0 X04e PpaboT No BbIABNEHUIC Npobnembl M npoLiecca BOCCTAaHOBMNEHUS
(pemMoHTa);

g) BbICTPO N NOMNHOCTLIO YCTAaHOBUTb MMEIOLLIYHOCH NMpobnemy;

h) 0BBLACHUTL NOTPEbUTENo NPUYMHLI NPCBNEMBI, NPpoAeNaHHY PaboTy N NPeaNoXNUTb BapUaHThbI TOTO,
UYTO MOXET ObITb CAeNaHOo ANd NpeaoTBpaLleHnUs NpodbnemMel B byayLlem;

1) NpeaocTaBUTb NOTPEDUTENIO MUCBMEHHBLIA OTYET O PEMOHTHLIX paboTax, KOTopble ObINM BLINOMHEHHI,
BCIO HEOOXOAMMYIO AOKYMEHTALUIO U NNaTeXHble AOKYMEHTHI.

KommeHmapuu kK 5.3.6.2 — BaxHbie Onisd nompebumens nokalzamernu ripu 8sirnofTHeEHUU peMOoHmMa o0bbiy-
HO 8Krro4yaom:

a) oosepue Ko 8ceMy rpoueccy peMoHma;

b) npooomKumensHOCMb PEMOHMA;

C) COOMHOUWEHUe NPoooIKUMENbHOCMU peMOHmMa U 3ampam Ha He20,

d) 0becriokoeHHoOCMb COMPYOHUKa, OeMOHCMPUPYEeMYH 10 ooy KOHKpemHouU rpobremsl nompe-
bumernsi;

e) Hanu4yue moyHoU UHopmMayuu o criocobax ezaumooelcmeus U xenaHue bbimbs 8 Kypce rnpoosuxe-
HUS ripouecca;

f) pekoMeHOalUuu riepcoHana riompebumernto, HanpasreHHbie Ha ripedomepauieHue rnpobrems! 8
byoyuiem.

5.4 [okyMeHTauMA No ob6cnyXuBaHUio NnoTpeduteneu

5.4.1 Peruncrtpauud 3akasa
NMHdropmMmauna o cnocobax pasmelleHns 3akasa AoKHa ObITb NErkoaocTynHa NoTeHUUanbHbIM NoTpebu-

Tendam, BKNovaa MHopmMaL o No BO3IMOXHBIM BapuUaHTaM 3akasa, TakMM Kak 3akas yepes NMyHKT CePBUCHOIO
obcnyxmeBaHua 1 no tenedony (¢ MHpopmMmaLunen o BpemMeHu paboThl), B MMCbMEHHOW popMe C NPUMEHEHUEM
ceTn NIHTepHeT (No 3NeKTPOHHOW nouTe Unn B oH-NanH popme). MHpopmMauma aomkHa Takke OXBaThiBaTb
NONMUTUKY OpraHmnsaunn n cnocobbl NOATBEPXKAEHUS 3aKasa NoTpebuTento, KOTOPbLIA B CBOO ovepeab A0ITKEH
MMeTb YeTKoe NoHUMaHMe TOro, YTo OH MOXEeT oXnaaTb.

[TpoLecchl 0bCnyXnBaHUA 3akasa A0MKHbI ObITb 3P EKTUBHBI, UTODOLI OblNa YBEPEHHOCTb, YTO Y NOTPeE-
buTena nmeeTcs ACHOCTb OTHOCUTENLHO:

a) obbekTa 3aKkasa;

b) nepcoHana umMecTa obecrnevyeHns 4oCTaBKK, BKNoUas nodble ocobble YCroBUS;

C) CTOMMOCTW 3aKasa,

d) cpoKa BbINMONMHEeHUS 3aKkasa;

e) ycnoBuUW OOroBopa, 3anpocoB U cnocoboB MHPOPMUPOBAHUA O MPEeTEH3USIX.

[omkHbI ObITb YCTAHOBNEHLI M NPOBEPEHbI HA MecTax nNpouecchl obecne4vyeHUs NonHon 06pabdboTKU U KOM-

nneKkrauunm sakasa B yCTaHOBNEHHbBIE CPOKU. I3MeHeHNs K 3aKa3am O0ITKHbI ObITb NOATBEPXKAEHLI N 3apernc-
TpUpoBaHbl. [MoTpedbutenn AoKHbI ObITb MHQOPMUPOBaHLI 0O U3SMEHEHUN CpOKa NOCTaBOK U NpUYMHAaX BCeX
3agepxex.

KommeHmapuu K . 5.4.1 — Ha npakmuke rnopso0oK noomeepXXO0eHUs 3aKa3a 3asucum om 0CObeHHOC-
meu busHeca U cpedcme pa3MeleHUs] 3aKa3os. B HeKkomopbiX criydasix o0ocmamo4yHO YCMHO20 [100-

meepXXOeHUs, 8 Opyaux cry4dasx MoXxem 803HUKHYmMb rnompebHocmsbs 8 3JIeKMPOHHOM UMU MUCBMEHHOM
100meepXXo0eHuUU.
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5.4.2 BbicTaBneHue c4YeTOB

Ha Tepputopun PP MeToabl BbICTaBNEeHUA CHETOB AOKHEI COOTBETCTBOBATL AEUCTBYIOLWMM 3aKoHOoAa-
TeNbHbIM U 0bA3aTenbHbIM HopMaM. [pn padboTe ¢ 3apybeXHbIMU NapTHepPaMn PEKOMEHAYETCH UCMOMNb30BaTh
MeTOoAbl BbICTABNEHUSA CHETOB, YCTaHOBMNeHHbIe B BS 8463.

5.4.3 lNpeanoctaBneHne obcnyxnBaHus

[ToTpebutena HeobxoanMmMo MHPOPMUPOBATL O NPOABUMKEHUN €ro 3akKasa ¢ yKaszaHUEM Mo BO3IMOXKHOCTU
CpoKa NOMHOro BbINoSIHEHUSA 3aKasa. Ha MecTax 40TKHbI OblTb BHEAPEeHbI CUCTEMbI NOCTOSIHHOTO MOHUTOPUHIA
npoLecca, YTobbl nepcoHarn Mor pacnonaraTtb UHGoOpMaLen o Bcex AeUCTBUSIX, NPON3BEeAEeHHbIX C 3aKa3oM.

[Tpouecc No npeaocTaBneHnto yenyr AomKeH obecneuntb 6e3onacHoCTb. JoMKHbI ObITb MPUHATEI MEpPHhI

ObesonacHocTK, obecnednBaoLme oxpaHy 30POBbSA, BbINMONHEHNE TpebOoBaHNI TMrMeHbl, 3aLlUMUTY OKPYXKato-
e cpeabl, HeBMeLaTeNbCTBO B YaCTHYHO XXN3Hb U T. A.

5.5 Cucrtemazanucen

Bca nndopmauusa cTpyktypupoBaHHasa (Hanpumep, B Buae 6a3 gaHHbIX 0 MToTpebutensax) nm HeCcTPYKTY-
pUpoBaHHasga (Hanpumep, B BUAe nucem, dopm pernctpanum unn gpyrmx JoKyMeHTOoB), KacatoLascsa notTpebun-
Tenen, NpoayKLMM 1 yCnyr, AoiKHa ObITb AOCTYNHOW TONBLKO ANA YNONHOMOYEHHBIX FNL,

5.6 [dencTtBUA NO yCcTpaHeHUIO NpobrieM noTpebuTensa U KOppeKkTupyrLline oencTBus

OTN eNCTBUA OOKHbI BKIOYATL B ceba:
a) Oencteuga, obecnevnparoLe HenocpeacTBEHHOE pelleHne Nnpodnemsl NoTpebuTens;

b) KoppeKkTupylowme aOencTBUs, NpearnpuHATbIE AN npeaoTBpalleHUss NOBTOPHOro MNOSABNEHUS
noaodHbIX Npobnem B byayLiem.

[MTpumeyaHwmnme—XKuUsHeHHO BaXXHO MMHUMN3NPOBAaTb BO3AENCTBUE Npodbnem Ha noTpebutens, n HAaCTOMbKO
9P PEKTUBHO, HACKOIBKO BO3MOXHO, C TOYKM 3peHUs NOTpebutTenen, pewaTtb Npobnembl B MeCTax UX BOSHUKHOBEHUS.

6 Mopaepxka NpUMHUMNOB 0OCNYXUBaHUA NOTpedOUuTenen

6.1.1 Cuctema obpaTtHou cBA3MN
6.1.1.1 Obwume nonoxeHnd

[aHHble obpaTHOW CBA3WU MpU OBCNYXMUBAHUWN MOTpPedbUuTenen npeacTaBnAaAlT codbon UHopmMaluto,
MNOCTYNaloLWYIO:

a) oT noTpedbuteneu;
L) oTnepcoHana;
) M3 OAaHHbLIX PErYNsSIPHOrO KOHTPOMNA U MOHUTOPUHTA;
d) M3 pe3ynbLTaToOB ayagmTa;
€) 13 OaHHbIX O NPeTeH3naxX noTpedbuteneun;

f) M3 AaHHbIX 0 BO3MeLleHun yulepba noTpedbutensam ¢ ykasaHnem nul, paccMaTpuBatoLLUX NpeTeH3nn
noTpedbutenen (OMOyacMeHOB), UT. 4.

6.1.2 O6paTHasa cBA3b C NOTpebUuTeNnAMHU

[aHHble 0OpaTHOM CBSI3U C NOTPEDOUTENAMUM NONYYAOT HA OCHOBE onpoca (LleneBou rpynnbl, QOKyC-rpyn-
nbi!)), aHanusa yaoBNeTBOPEHHOCTU NoTpebuTenein n ApyruMmin ycTaHoBNeHHbIMU MeTodamun. JomkHa 6bITh
npoBeAeHa OLeHKa BOCNPUATUS opraHnusaunum notpedutensmMmm no cpaBHEHUO C KOHKYPEHTHBIMW opraHu3a-
LMSAMMN.

6.1.3 OOpaTHas cBfI3b C NepPCOHANOM

[aHHble obpaTHOM CBA3WN C NepcoHanom, oCobeHHO HaXoaALWMMCH B HEMOCPEeACTBEHHOM B3aMMOoaen-
CTBUM C MOTpedutensamMmu, AoMKHbI ObITb nonydeHbl NUOO B pesynbTate paboThl ONLITHOMO 3KcnepTa C

cdbokyc-rpynmnon, Nnbo B pesynbTaTte BHYTPEHHUX aHKEeTHbIX ornpocoB. [epcoHan AomkeH Nony4nTb cBeaeHus
Mo peLlleHnam, NPUHATBLIM Mo NpeanoXeHHbIM UM AeUCTBUSM.

O

R dokyc-rpynna (oKycupoBaHHOE MHTEPBBLIO B rpynrne) — oAnH 3 MeTogoB cbopa n aHanmsa nHpopmMmaumm B Npo-
Lecce coynanbHbiX nccnegoBaHun. OH 3aKNo4aeTcs B NpUrnaweHnm HebONbLWOW rpynnbl NICAEN (b€ MHEHME NO 0DCYX-
aeMOMy BONPOCY MHTEPECHO), OTODPAHHBLIX NO cneymarnbHbIM KPUTEPUSAM, HA BCTPEYY, BO BPEMS KOTOPOU BEAYLLUM MPO-
BOAUTCH amckyccusi (0bcyXgeHne) no 3apaHee co3gaHHOMy cueHapuio dhokyc-rpynnel. B xoae AgucKyccun BeayLwun

(Ha3bIBAaEMbIN TaKXKe «MOAEpPaTopomM») «(POKYCUPYET» YYACTHUKOB HA BOMNPOCax, UMHTEPECYIOWMX nccrnegoBarenen, ¢
LENbIo MONyYeHNs OT HUX AeTann3npoBaHHON MHPOPMaLUK Ha 3a4aHHbIE TEMBI.

8



P 50.1.076—2011

LOMmKHBI NPOBOANTLCA PerynsapHbIe KOHTPOMb U MOHUTOPUHT paboThl nepcoHana cdepbl 00CNYyKUBaAHUS
notpedbuTtenen (Hanpnumep, ¢ NOMOLLbIHO HECAHKLIMOHUPOBAHHOMO NN aHOHUMHOTO MOCeLLEHUA MarasmHa npea-
cTaBUTENEeM PYKOBOACTBA) AN NPOBEPKA BLIMONHEHUSA YCTAHOBMEHHOIO YPOBHA ODCNYXUBAHUA NOTPEDUK-
Tenen.

6.1.4 AyauT

HeobxoanMmo perynsipHo NpoBOAUTbL ayaut anst oueHkn 3dPeKTUBHOCTU npouecca 0bCny>XKMBaHUS
noTpedburtenen.

KommeHmapuu k. 6.1.4 — o0obHbIU ayoum Moxxem bbimb Yacmbro ayouma cucmembl MEHEOXMEHMa
Kadyecmea, ec/il makasi cucmema sHeopeHa 8 opaaHu3auuu.

6.1.5 beHUMapKUHT

BeHuUMapKUHT A0MKeH ObITb UCNONMb30BaH ANA CONMOCTaBNeHUs KavecTBa 0bCNnyXKMBaHNA NOTpebuTenen
opraHusauum ¢ Ka4ecTBOM ODCNYXMBAHUA KOHKYPEHTHOW OpraHusaunm U opraHnusaumini CMeXHbIX oTpacneu
neatenbHoCcTU. PesynbTaThl beHYMapKuHra AomKHbI ObITb MCMOMb30BaHbl AN nAeHTUUKaULMmnM obnacten, rae
HeobXoAMMO BHECTU YCOBEPLUEHCTBOBAHUS, MAMEHEHUS U NPOBECTU MOHUTOPWUHI KavecTBa ODCNyXMBaHUSA
notpebutenen.

6.1.6 lNpeTeH3UN

[onxHa ObbITb YCTAHOBMNEHA YCTONYMBAA cUCTEMA 0OPabOTKM NPeTEH3NI, ANA NPOBEPKN KOTOPON MOXKET
ObITb MCNOMb30BaH ayauT.

ObmeH nHdopmaumein ob odbcnyxmsaHMM NoTpeduTenen AcmKeH NPOBOANTLCH CO BCEM NMEPCOHANOM
opraHunsauun.
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[MpunoxeHune A
(obsizaTenbHOE)

TpeboBaHUA K NnpuemMy Ha paboTy, KOMNETEHTHOCTU U 00Yy4YeHU 0 PpaboOTHUKOB,
3aHATbIX 06cnyXXuBaHueM notpeduTtenen

A.1 Obwme nonoxeHuns

OpraHHSHLI,MFI AO0JTKHaA NPpUHNMAaTb Ha pa60Ty NnepcoHarl ¢ CoOoTBeTCTByKO WM ypOBHEM KOMINEeTEHTHOCTH (HaBbII{OB,

3HAHUW K ONbITA), TPEebyemMbIM ANA NpodeccnoHanbHOro ob6enyxmBaHus notpedurtenen (cm. A.2).
YPOBEHL KOMMETEHTHOCTU CNEAYET TAKXKE YUNTbIBATL NPU BbIOOPE NOCTABLWMNKOB, NOAPAAHMKOB M APYrux nuy, pabo-

TaloLWMX B OpraHn3aumm i oT €€ MMEHMW.
[HormxkHbl BbITb NCNONB30BaHbI Pa3fNnYHblie METOAbI NPUeMa Ha paboTy nepcoHana, obecnevmBarLWme BbiSIBNEHNE
KaHAnAaToB, CNOCOBOHbLIX BIMOMHATH KAYECTBEHHOE 0BCNYXMBaHME NOTPebuTeNnen n odbnagarwmx Heo 6XoANMON KOMMY-

HUKaOENbHOCTBIO B COOTBETCTBMM C TPEDOBaAHUAMM K ODCNYXKMBAHUIO NOTpedbuTenen, npeabsaBnsieMbiMU OpraHn3asmnen.

A.2 YpOoBeHb KOMMETEHTHOCTW

OpraHu3aymsi 4ONMKHA YCTAaHOBUTL KA4eCTBa, KOTOPbIM AOITKEH YAOBNETBOPSATh naeanbHbI PADOTHUK, OPUEHTUPO-
BaHHbIN HA OBCNyXMBaHme noTpebutenen, B 3aBUCUMMOCTU OT Xapaktepa ero pabotsl 1 HEOBX0ANMOro ypOBHS B3aNMO-
NEeNCTBUA cnoTpebutenem. YpoBeHb KOMNETEHTHOCTU AO0IXEH ObITb MAEHTUDOULNPOBAH C TOYKU 3PEHUA 3HAHUN, HABLIKOB
1 OMbiTA, HEODXOAMMBIX ANSA PEWEHNs 3a4a4, BO3HUKAWKX Npu 06CcnyXmMBaHmm notpebutenen ans AOCTUKEHUS COOT-

BETCTBYIOLWEINO YPOBHS X YAOBNETBOPEHHOCTU. Heobxoanmas KOMNETEHTHOCTL PaboOTHMKA BKITIOYAET B Cebsi:
a) HaBblKM 06LWEHNA C NMIOABMU, B TOM YMCTE OT3bIBUMBOCTb U CNOCOOHOCTL COMYBCTBOBATL NOTPEBUTENIO;
b) KOMMYHUKABENBLHOCTD;
C) CNOCOBHOCTbL MNEPEHOCUTL CTPECCHI;
d) ymeHue cnywartb cobeceaHunKa;
e) cnocobHocTb 3hPeKTMBHO paboTaTb B KOMAHAE;
fy ymeHune pewatb npobnemsl n obpabartbiBaTh NPETEH3NW;
g) rnybokoe 3HaHWeE NPOAYKLUMN N CTPYKTYPLI OpraHn3aumm niv BO3MOXHOCTL DbICTPO OBNageTh 3TUMU 3HAHUSMM;

h) noHUMaHwne n NoAAEPKKY Lenen, 3agad n LEHHOCTEN OpraHn3aumm.

TpeboBaHUA K KOMNETEHTHOCTU HEOBXOANMO YUYMTBIBATL NPU NPUEME Ha paboTy, pasBUTUM U MOTUBALUUN HABLIKOB W
cnocobHocTen paboOTHUKOB.

KomMneTeHTHOCTb AOMKHA OblTb OLLEHEeHA NPU NPOBEAEeHNN 3K3aMEHOB, PONEBbLIX UTP, TECTOB, B Npouecce Habnwoae-

HUW C MOMOLLBIO 3KCMEePTHbIX OLUEHOK, aHannaa 3anucen n CBUAeTenbCTB.

KBanndumnkaumsa nepcoHana gormkHa ObiTb YCTAHOBNEHA M NOCTOAHHO NOBbLIWATLCA NyTEM NPOBEAEHUS AONONTHU-
TENbHOMN NOAroTOBKM (06y4eHUs, NOBbILWEHUS KBAaNUUKaUnn, NepenogrotoBku, KOyHMHra, HaCTaBHU4YECTBA U KOHCYIbTa-
Lunn). OBy4yeHMnE N KOYUMHT OOIKHbI OXBaTbIBaTb TAKME BONPOCHI, KAK KOMMYHUKabEeNnbHOCTb, BKITOYasa paboTy ¢ NtoabMu C
ocobbiMK TPEDOBaAHUAMM, TAKUMU KaK criaboBuagsiwme, cnadocnblllaLllme Unu ¢ 3aaepXKon pa3BuUTus, pelleHmne BO3HUKALO-
WKnx npobnem, paboTta ¢ NOTpedUTENSAMN B KOHKPETHON CUTyaLMK 1 paboTta B KomaHae. PesynbrtaTtbl 06yYeHnUs J0MKHbI

ObiTb OUEHEHBI.

A.3 MoTtnBauusa nepcoHana

OpraHusaumm AOMmKHbl aKTUBHO MPOABUratbh PasBUTUE U NOBbIWEHUE KyNbTypbl 0B6CNyXMBaHUsS notpebutenen
nocpeacTBOM hakTopoB, NOBbILLAKWMX MOTUBALUIO paboTHUKA, TaKMX Kak:

a) BKIHOYEHUE BbINONMHEHNSA PYHKUMI NO OBCNYyXMBaHUIO NOTpedbnTenen B padboumne MHCTPYKLUUN;

b) nocnepoBaTenbHOCTL B peanm3auum CUCTEMbI NOOLLPEHUA U WTPAdOB 3a OANHAKOBbIE AENCTBUS HE3ABUCUMO
OT OOMXHOCTMU;

C) CTUMYINbI (MarepuarnbHble U HEMaTEPUarbHble) ANS BO3HArpaXxaeHus nepcoHana, AeMOHCTPUPYIOLLENO CTPEM-
NEHneE K ngeanbHOMY 0BCNyXMBaHUIO NOTPEDUTENEN OpraHn3aunm;

d) cuctembl onnatel paboT, CBA3aHHbIE C YPOBHEM AOCTMXEHNS 06A3aTENBCTB N0 0OCNYXMBAHUIC NOTPEBUTENEN;

€) NOHMMAaHME NEPCOHANoOM CBOMX 0BA3aHHOCTEN N OTBETCTBEHHOCTU B cdhepe obcnyXmBaHus notpebutenem n B
paboTe BCeN opraHn3aLumnm;

f) oTBETCTBEHHOCTL N 0DSA3aTENBCTBA MO ODCNYXMBAHUIO NMOTPEDUTENEN N UCNPaBNEHNE HEAQOCTATKOB PaboT-
HUKOM;

g) cnocobHoCTb NepcoHana dbITb TMOKNUM Npu paboTe € KNMEHTAaMU B HECTAHAAPTHOW CUTyaUWnW;

h) Hann4yne BO3MOXHOCTU Y COTPYAHUKOB CHUMATb HanNpsiKeHWe N yCTanocTb.
Kommernmaput K 1. A.3 — 3gbgbekmuaHoe obcernyxusaHue nompebumernet O0rmKHO bbimb Uernbro «8cell opaaHu3a-
yuuy. 3mo nipedrionazaem rpusepxeHHoCms 3mou yernu He moOJfbKo riepcoHana 6 rnodpasdernieHusx, pabomarouweao
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HerocpedcmeeHHO ¢ nompebumensamMu, HO Makxxe U rnepcoHarna acriomozameribHbiX rnoépasderneHud, nocmasuwukos u
10OPACYUKOS.

A.4 lNoBepneHwune

[Tepconan gonxeH 6biTb NOATOTOBMEH N OCBEAOMIIEH O BM3HECe, MPOAYKUMN N yeriyrax opranm3auun. [epconan
OOIMKEH ObITb KOMMETEHTHLIM B paboTte ¢ noTpedbutensamu, npu 3Tom paboTHUKM AOMKHbI ObiTb OT3bIBUMBBIMU U TOYHO

nepegaBatb HEOHBXOANMYIO MHOPMAaLNIO.
[lenoBble OTHOWEHUA C NOTPEbUTENSMU CrneayeT NPoBOANTL B 40DPpOXKeNaTENbHOW, BEXIMTUNBON U 3TUHHON POpME.

A.5 lloBeaeH4YecKne mexaHN3Mbl

Insa npuaHaHua, geMmoHcTpaumm n obmeHa nHpopmaymen 0 NpUeMNEMOM NOBEAEHNN NEPCOHaNa B OpraHmn3aumn
HEODX0AMMO NCNONBb30BaTh CMNeAyIWne METOAbI:

a) pa3paboTKy npoueccoB, NO3BONSAILWMX JOCTUYb NAeanNbHOIo 006CNYXUBaAHUSA NOTPebuTeneu;

b) HenpepbIiBHOE 0by4YeHNE N perynsapHoe ynydweHmne obcnyXxmBaHus notpebntenewn;

C) HACTaABHUYECTBO, KOYYMHI N ODYyYEHNE HA NPUMEpPaX;
d) npumeHeHne cucTemMbl OUEHKN paboTbl, HANPAaBEHHOM HA OUEHKY NoBeaeHus paboTHMKa nNpu 0bCnyXMBaHun

noTpedutenen;
e) AOCTOMHOE BO3HArpaXxaeHme coTpyaHuka 3a paboTty, OpUEHTUPOBAHHYIO HA YAOBNETBOPEHUE NOTpebuTens.
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Mpunoxenwne A
(cnpaBo4HoOe€)

CBefeHMUA O COOTBETCTBUM CCbINMMOYHBLIX MeXAYHapoAHbIX CTaHOapTOB
CCbINTIOMHbLIM HaluUuoOHanbHbIM cTaHgapTamMm Poccunckoum @epgepauumm
(M gencTBYOLLMM B 3TOM KaueCcTBe MeXrocyaapcTBeHHbIM cTaHaapTam)

Tadbnwua OA.1

OB03Ha4YeHNe CCbINMOYHOro CrenaH:
MEXOYHAPOAHOIO COOTRETETEUS O6o3Ha4vYeHUe 1 HaMMEeHOBaHWe COOTBETCTBYIOLLETO HAUWMOHANBHOIO cTaHaapTa
cTaHgapTta
BS 8463:2005 — *
NCO 10002:2004 IDT [OCT P NCO 10002—2007 «MeHemKMeHT opraHmn3aummn. Y 4oBrneTBOPEH-
HOCTb NoTpebuTens. PYKoBOACTBO MO yrnpaBneHnio NPeTEH3UAMU B OPraHu-
3aLUAX»

* COOTBETCTBYIOLWMN HAUMOHAlNbBHbLIM CTaHAapT oTcyTCcTBYET. 1o ero yreBepxgeHns pekoMmeHgyeTcs NCnonb3oBaTh
NnepeBo Ha PYCCKUN A3bIK 4aHHOIro MeXayHapoaHoro craHgapra. [lepesog gaHHOro mMexayHapogHoro craHgapra Ha-
xoautca B PegepanbHOM MHPOPMALMOHHOM (POHAE TEXHUYECKUX PENMAaMeHTOB U CTAHOAPTOB.

[Tpunmedanune—B HacToawen Tabnuue NCNonNb3oBaHO cneaylee ycnoBHoe 0603Ha4YeHne CTENEHN COOT-
BETCTBUS CTAHOAPTOB:
- IDT — npeHTnyHble cTaHaApPThHI.

12



P 50.1.076—2011

bubnuorpadpua

[1] 1S5S0 9001:2008 Quality management systems — Requirements (NCO 9001:2008 Cncrembl MEHEOXKMEHTA KAYeCT-
Ba — Tpe6oeaHusi)"

[2] Donovan, N., Brown, J. and Bellulo, L., Satisfaction with public services — A discussion paper, Stratege Unit,
Cabinet Office, London, November 2001 (<http://www.strategy.gov.uk/downloads/files/satisfaction.pdf>)

[3] Great Britain. Data Protection Act 1998 (DPA). London: The Stationery Office

R MexagyHapogHomy  ctaHgapty IS0 9001:2008 cooTBeTCTBYeT  HaUMOHAalbHbIV cTaHgapT PO
[OCT P NCO 9001—2008 Cucrembl MeHeaKMEHTA KavecTBa. T peboBaHus.

13



P 50.1.076—2011

YOK 658:562.014:006.354 OKC 75.020 159

KrntoueBble cnoBa: notpedbutenb, obcnyXxuBaHne notpebutenen, ycnyra, npoaykLusa, nepcoHan, MoTUBaL S
nepcoHana, npouecc npegocTaBneHns yenyru

PekxkoMeHagauvmvw no ctTaHaapTn3auunm
Poccnnckon Pegepauvmn

MeHeaXmMeHT opraHu3auvm

METOObl PABOTbI C NMOTPEBUTENAMMW

Penaktop A.L. Cmyroesa
TexHu4veckun pepakrop B.H. lNpycakosa
Koppektop M.B. byy+as
KomnetoTepHaa sepctka MM.A. HaneukuHou

ChnaHo B Habop 20.06.2012.  TNoanucaHo B nevats 04.07.2012.  ®opmar 60 x 84%. [apHUTYpa Apuan.
Yen.ned. n. 2,32.  Ydy.-usa. n. 1,70. Tupax 191 3ka3. 3ak. 600. W3a. Ne 4103/4.

OIryn « CTAHAAPTUAR®OPM», 123995 Mockea, ['paHaTHbIn nep., 4.
www.gostinfo.ru info@gostinfo.ru
HabpaHo Bo ®I'Y[1 « CTAHOAPTNH®OPM» Ha [MTOBM.
OtnevaTtaHo B ounuane OIrylrl « CTAHOAP TURH®OPM» — tun. «Mockoeckum nevatHuk», 105062 Mockea, JlanvH nep., 6.




