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Mpeaucnoewne

Ll@nu v NpMHLMNE CTaHaapTAIagun B FoccuiAckod enepanmu yeTaHoanaH s GaaapansH e 3aKk0H0Mm oT
27 nekabpr 2002 r. Ne 184-03 0 TEXHWYECKOM DEMYNMRCBAHMMY . 8 NPEBUNA NPHMEHEHWA HALWOHAMEHEI X
craHgapToe Pococwickod @egepayky — NOCT P 1.0—=2004 «CravgapTriaauxs B PoccHiickod Daaepauid.
DCHOBHBIE NONOKEHHAD

CerengeHAA O cCTaHOapTe

1 NoOOQroTOBRNEH OTEpsITRIM akynoHepHsll obweacTeoM «HaydHo-HooneqosaTeNsCkMn LeHTD Kok-
TROMA W AHATHOCTHEM TEXHUYECKMX cuoTams (OAD aH ALY KO n ) M TexHu4SckHMm HOMUTATOM NO CTaAHOAPTNIAL|NM
TE 10 «MepcnesTHBHEE NMPOMIBoOCTEEHHBIE TEXHONOMMH, MEHEIHMEHT W OUEHEa DWUCEOBY H3 OCHOBE
cOBCTEBEHHOrD ayTEHTHYHOTD NEPeBnaa CTAHAAPRTA, YKaIaHHOTD B MyHKTe 4

2 BHECEH ¥YnpaepneHwes pasprTHR, HHDopMaUynoHHore 0Secne4yeHH A W akEpeanTaund SeaepansHorng
ArBHTCTEA NO TEXHWHECKOMY PEryNUpOBaHMIC W METDONOTHIA

3 ¥YTEBEP¥OEH W BBEOEH B OEMCTEWE Mpukazom DegepansHoro areHTcTEa No TeXHHYECKOMY
PEMYNHPOBAHAK M MeTponordi oT 31 oktabpa 2007 r. Me 283-cT

4 HacroAwui cTaHgapT MOSHTHYEH MexayHapogHory ctasgapry MCO 10002:2004 aMenegsmenT
KA4ECTEA. ¥ 00BNeTEOpeHHOCTE NoTpabuTana. PykosoacTeo no yNpasneHuio NPaTeHIMAMN B OpraHHIaLmMA:
(150 10002:2004 «Quality management — Customer satisfaction — Guidelines for complaints handling in
organizationss ).

HaumeHoBaHKWe HACTORWEND CTAHOARTA WAMEHEHD OTHOCHTENEHD HAWMEHOBAHWA YHAIAHHOMD MENDY-
HAPOOHOrD CTaHgdapTa ANA NpHEeJeHMA B cooTeeTeTeMe ¢ TOCT P 1.5—=2004 (nogpasgen 3.5).

MpW NPAUMEHEHMA HACTOALLEMD CTAHAAPTA PEROMaHAYETCA KCNONLIOBATE BMECTD CChiNOYHbIX Maw dyHa-
POQHEIX CTAHZARTOR CODTRETCTEYRHUME UM HAULMOHANEHEE CTAMAADTR, CREQEHHA O KOTODLIX NPUBEEHE B
O0MONHATENEHOM NPHN0HEHHHA J

5 BBEOEH BNEPELIE

Hrghopralius of uIMEHEHUAKX K HACMOALWEMY cmamdapmy mydnukyemcn & exe200Ho uadasaemom
UHROpMALUOHHOM yiadamens « HayuorambHbie cmandapmb s, 8 MEKC UIMeMeHUd U NONPSeoK — & BMEMe-
CAYHO U3dadaembix UHEHODMAUUIOHHEIX Ykazamenax «Hauuoxranessee cmandapmeis. B cnyyae nepecMompa
(3aMansl) LU OmMeHs HECMoALYe20 cMakdapma coomeamemeyiolies yeedomnaenue Gydem onytnunoaaso
8 BMEMBCAYHD US0Se88MOM UNPODPMALUOHKOM yKaiamena « HayuonamnkKee cmandapmess. Commaamecm-
EYI0LWEA UHDODMaLYLUA, Yeed0MIEHLE U MENCTs! DAIMBLUSIOMCA Maye 8 uHibopMayuonHod cucmawa obuye-
20 NOMLI0BAHUT — HE offuLUaSNEHoM calme @adepansHos0 28HMoiMEs Mo MaXHUYECKOMY DasyNUpOaaHLD
U MEMpOMoaUL & camu MemepHam

L CrtangapTiadop, 2007

HacTORWWA CTAHOAPT HE MOMAT BiiTe NONHOCTED MNH YACTUYHO BOCNPOMABENEH, THPAKADORAH W pac-
NPOCTPaHEH B KAYeCTBe OduUHankLHOro wanadua Gea paapewerna PegepansHoro areHTcTea No TEXHWYECHD-
MY PEMYNHPOBAHHIO W METRONOTAW
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8.2 YAOoBRNETREOPEHHOETE NPeALABNAKLMX NPETEHIMK NPOUSCCOM YNPABRNEHHA NPETEHIHAMM

OpravMsaumMa 0OMeHa BECTW NocToAHHy paboTy nNo onpegeneHue YpoBHEeR yODRNeTRODEHHOCTMW
NPeJEABNAKLLIMY NPETEHIN0 NPOUECCoM YNPARNeHUA NPETEHIMAMK. 3T0 MOTYT GkiTh BEIGODOYHEIR ONPOCE
YOOBNETEOPEHHOCTA NPe] BARNAIOLMX NPETEHIMI0 HKMKH ADYIHE METOLb .

n pPHAMBEYEHE 22— OOnH ME METOOOE NOBLLWEHHA YOOCBNETEOREHHOCTHA NpOoyecCoM YNPaeneHWA npaTeHlInAa-
MH — 3T0 MOJENWPOEEHWE KOH TAKTA MEXDY NPE0LRENADLMM NPETEHAMWD W OpraHKIa e,

8.4 MoHWTopWHr Npouecca ynpagneHda NpeTeHInAMM

COpradMzaumds OoMsHa NpoBoOHTE MOCTOAHHBIR MOHHUTODMHI NPOUECCa YNPARNEHWA NDeTEHIKNAMIA,
noTpebHoOCTER B pecypcax (BKMo4an YenoBeYyackne pacypos ) M cobUpasMieix HEOGXOAUMbIX JaHHbIX.

Opradvaauqa JonHHa NPosodnTe HAMEPEHKE NPOoLECcca YyNPaeneHHA NDETeHIHAMM B COOTBETCTEMW C
YCTAHOBNEHHEMH KPUTEPHAMK (CM. NpUNoHeHne G).

8.5 AyauTnpouecca ynpapneHWA NpaTeHIMAMMK

OpradnaauMa 4onHHa NpoBognTE ayOuTel paboTe M obecnedervA pecypcami Npougcca ynpasnexdua
NPETEHIMAMK YEPE3 IaNNAHMPOBAHHEIS HHTEDRANL Bpemeri. Llensk ayoiTa ARNAETCA NONYYaHHe Cnegyi-
Wed HHpopsAaLMA;

- COOTBETCTEWE NPOUBCCA YyNPaBNEHWA NPETEHIHAMMK YCTAHOBNEHHEBIM NPOUEOYpaMm;

= APArogHOCTE NPOWECTa ONA JOCTHUMEHHA Lanei 8 yNDapnaH K NDeTeHIMAMM.

AYOWT NpoLecca YyNpasnesua NPeTEHIHAMKY MOKET NPOBOAMTECA KAK YACTE aY0WTa CUCTEMbl MEHEIH-
MEHTE Ka4eCTEd, HanpumMep B cooTeeTcTEiar ¢ MCO 18011, PeayneTatel aygura cnedyert y4uTeiBaTe NpY ada-
NA38 CO CTOPOHB PYROBOACTEA ONA WOSHTHEMKALKMK NPoGNemMbl ¥ yNyYIWEHWA NPOYBCcCa YyNPARNEHWA NDETEH-
IMAMM. AYOUT OONWEH NPOBOOMTECA HOMNETEHTHEIMK MAUAMKA, HE I3BMCHMBIMA OT NPOSEDASMOR
BeATeNeHICTH. JeTankHee TPEDOBAHWA K aYOWTY NPEaCTARNEHE B NPANOMEHHRH H.

8.6 AHanwa npouscca yNpasneHHA NPeTEHIMAMMK CO CTOPOHL! BRICIUErD PYKOBOACTEA

§.6.1 Bbicwee pykoBOACTEO OPradM3aLMK A0MKHO AHANMAWPOBATE NPOLBCT YNPABNEHHA NPETEHIMAMM
Yepea IANNaHUDOBEAHHBIE KHTEDBANGE] BREMEHI DA CRENyHILL WY Wenei:

= OUEHKK TERYLEH NDUIoOAHOCTH, A0BKBATHOCTH, a3y NETATWBHOCTH 1 3 (EHT HBHOCTY NPOLBCTE,

= MOBHTHOUKALMA 1 AHANKIA CNYYaeR HECOOTBETCTEMA NDOOYKUMK TpeGosaHuAM oxXpaHkl 300P0BRA,
BeaonacHoOCTA, aKonorMd, obA3aTeNEHLIM W ApyrMM obR3aTensHbiM TpebosaHWAM, a Take TpaboRaHKAM
noTpebuTensi,

= MOIBHTHOMKALMA M YCTPAHBHWA HECOOTBETCTEWA B NPOSYHLKA,

= MOBHTHDMUKALMK K YCTDaHeHAA HECOOTBETCTEMIE NpoLUecca,

= OUEHKN BOIMOKHOCTER YTYYILEHWA NPOLEcCa YNPaRNeHWA NPETEHIMAMMK W NpeanarasmMof NpoayKLMiA
W NOTPE0HOCTER B MX MAMEBHEHAX;

= OLEHKA HEDBXOOWMOCTH HIMEHEHAA NONWTHKIA W LENSA B yNDaBnaHHd NpeTaHIHAMA.

8.6.2 BxogHpie faHHEE ANA AHANY3a cO CTOROHE BEICLLEN PYKOBOGCTEA JOMHHL BEMOYaTh 8 CebA:

= BHYTPEHHWE AKTODK, TAKKE KAK MIMEHEHIWA B NONUTHES, LENAX, Opradd3auMosHol cTRpYETYDe, npo-
OYKELMKA W O0CTYNHBIX DECypeax;

= BHEWHWE PaKTODI, TAKWE HAK W3MEHEHWA B 3aK0H00ATENLCTES, CNOCODaX HOHKYPEHLIMA W nY TeXHo-
[laly T8

- XAPAKTEPWUCTHKA NONHOTE BLINCNHEHWA NPOLUBCCa YNpasnaHiA NDETEHIMAMK, BINKNYan aHan9a yooa-
NETECPEHHOCTH NOTRE0WTENA ¥ pPEaYNLETATE NOCTOAHKOND MOHHTODMHNa NPoOUecCa;

= peaynbTaTk ayQHTOR;

CTATYC KOPPEKTHDYIOWKX W NpeaynpeadaaiwWy eRCTEWA,
NpegnpHHATEE GERCTEWA N0 peaynbTaTaM NpeasAYILero aHanuaa oo CTOPOHE DYROBOOCTEA;

= pEKOMEHZALNA NO YIYULLEeHWK NPOUSCCoB OpraHiaammsig.

8.6.2 BoiXogHIE OaHHEE SHAMNKES 0O CTOPOHR BEICIENS PYROBOACTES SOMKHE BEMIOUATE BCE DELLESH A
W AOBACTEMA, OTHOCALLMECA K CNEQyIOLWEemy:

= MOBBIWLEHHIO PE3YNETATHBHOCTIA M AGHPEKTMEHOCTH NPOLBCCa YNPAENEHHMA NDETEHIMAMK,

- WITYULLIE LR M DO YRLLMIA;

- 0BecneEYeEHne HeOOXDOMMBIX pECYPCOE (Hanpumep, obecnédyedne NoTpeBHocTH B nporpamMma oby-
HEHWA).

Jannck 0f aHannae Co CToOROHE! BRICLWEND pPYKOBROOCTES AOMKHE NoALSHHWBATECA B pAGoYa COCTOAHMM
W UCNONEI0BATLCA ANA MOEHTHCMEEL MK BOSMOMHOCTER YMyYLWLEHWA.

¥
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8.7 MocToAHHO® yNy4llaHW

Opranvaayuna fonsHa NOCTOAHHO NOBRIWATE PEAYNETATHEHOCTE W A eTHBEHOCTE NPOLECCA yripaana-
HHUA NPETEHINAMA NOCPEACTEOM KOPPEKTUDYI0WMX, NPeqynpexiaiuwms AERCTENA W MHHOBALIMOHHEIX YCORED-
WEHCTROBAHKA. PeayneTaTom nodoBHoR ASATENEHOCTH OPrakiaaL il MOKAET CTaTk NOCTOAHKOE VN4 LLIBHNE
KAYBCTEA Npogykumy. Opradnaayna 0onNKHa NpeanpHHIMaTe HeobXoAMMBEIe ABACTENA C UENkI0 yCTRaHEHHA
NPMYMH CYWBCTRYIOWMX M NOTEHUNANBHEIX NPOGNEM, BEOYLLIMY K NDETEHIMAM, ONA NPy DesIaHWA X NORB-
nexnA. Opraduaayna QonHa:

= MCCNeaosaTk, WASHTUHOUUKMPOBATE H NPUMEHATE COBPEMEHHEIE MATOAL! PAGOTE C NPETEHANAMK,

= CNOCOBCTEOBATE YCTAHORNE WM B OPraiuIalii NoAXona, opUeHTHPOBAHHOID Ha noTpabuTans;
CTHMYNMPOBATE BHEADEHWE WHHOBALIWA B YNIDARNEHWE NPETEHIMAMM,

- CTPEMMTECA K oDpasyoBoMy NOBEOEHMI0 NpW paboTe C NPaTeHIMAMM.

B kauecTes 4ONCNHUTENBHOMD PYKOBOACTEA N0 0GLEA MBTO0ON0MMM NOCTOAKHOND YNYYILIBHHA DEKOMEH-
OYETCA HCNoNs3aoeaTe MCO 9004,
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Npunoxedue &
(cnpaBovHOR)

PaxoMaHOaUWH ANA Manoro Guadeca

HacTofuMid CTEHOADT MOMET NPUMEHATECA ORFERWIAUMAMK Nofbx paswmepos. DOQHAKC WHDOED HW3BRCTHD, 4TO
NpeanpdATHA Manors GuIHeca orpaHHYEHE B PECYPCEX, KOTOPHE MOTYT BeTe HANPABNEHK! Ha pRIPaboTEY ¥ NOO0SpH EHHE
g pafiousm COCTOAHWM NpoLBCEE YNPEENEHHA NPETEHIMAMKY. HRCTORALES NEUNOKERHE YCTEHEBNHBAET OCHOBHEIE HENpEE-
NeHAR OSATENEHOCTH NPEANPEATHA, DPHEHTHROBAHHEIS HE OOCTHHEHHE MEECHMANEHOA PE3YNETETHEHOCTH ¥ adih exTHE-
HOCTH NEOUBCSS YNDaBNeHH A NPETEHIHAMM.

Kniouesse HAaNPEBNEHWA NPOUYSCCa yIRAENEHAA NPETEHIEAME U NPELNArSSMaa ARATENLHOLTE BENGOYADT B oala:

- OTHPBITOCTE ONA NPETEHIME — HEANWYWE JIAMETHON HAONHCH HE BEWOHOM MBCTE B CPrAHWIELWH MNW BRNEDYSHAE
HONoGMHATENEHOND NYHKTE B HEKNBAHEE CPraHW3aUNA (Ca. 4 2), Hanpumep: «Bawa yao8neTAOPEHHOCTE BAHHE ANA HAC.
MomanyhacTa, coofluMTe HaM, ecni Bel HE YA0ENETEOPEHEl — Mbl XOTHM 3T0 MCNPEENATRES.

- chop W 3ansce npaTeHsan (CM. npunosedsa B u O

- NOATBEPHOEHKE NONYHEHAA NPETEHIMW, BCNE NPETEHIWA HE BRYYEHE NRHHD, HENPHEMER, IB0HKE N0 TENSGOHY WIH
COGBILEHAA ND SNSKTROHHOR NouTe (oM. T.4);

- oyaHEy oB0CHOBEHHOCTH NPETEH 3HH, BOSMOXHITD OTEETHOMD JEACTEWA W HRZHEYEHWE OTEETCTEEHH O WCTHNHKW-
Teng (cw. T.5)

- NEMHATHE PSWEHEA B M3KCHMENEHD HOPOTHAS CROEA MNW AANEHEAILES PACCNENOBEHAE NPETEHINE ¥ ZATEM NEH-
HATHE PELEHWA O QENsHS AWK JeAcTERAY {CM. T.T],

- NPpEOOCTEBNEHME WHOOPMALWA NoTpeBuTane o nnadax pafoTel ¢ npaTeHared M nocneayownil BHENWE OTEETE
noTpefieTenn. DUBHKE CTENEHH Y QOBNETEORPEHHOCTH NOTReBWTENA NpegnoHeHsH B MA AEACTEWAMK, NPH NONCHATENEHOM
oTeEeTe GuCTpo (B Npegenas pazymHone | npeanpusaTe 4eRcTaMe, oxuaaemoe NoTpednTanan ¢ pMBnaYeHAE M HO BB ALLNY
METONOE B COOTEETCTEYILER Cd ape OeATeNsHOCTH (oM. T.8];

- nosegedde oo noTpefnTens ceaneduh ofio Bocax QEACTEUAY W o OpMNSHAE COOTEETCTEYMILER JIANWOH O PEaYNE-
TATE, BCNH NPETEHIWA BCS 8BS HE YPEMYNWDOEAHE WnoTpeduTens He ygoenaTeOopeH, ToHeoliogrmo obsncHu Te noTpedu-
TENH NPEHATOS PELEHWE M TPE4N0RHTE BO3MIMHEE SNETEPHATHEHBIE BEPUAHTE peLiaHuA (oM. 7.9,

- PETYNARHBIR ZHENWI NPETEHIRA, T.2. KPATEHA NEprogr-ecErd aHant 3 ¥ Gonee nogpolHe i eMerogH L@ aHanua gna
CNpEAENEHNA TEHGEHUMWA HNE 04 eERdHEX GacTopos, TPeByYIDWKWE WIMEHEHMA, GNA YCTPAHEHWA NPETEHIAA, YNYHIWLEHHA
offcnyMBEHWE MK NOBH WSHEA YOOBNETEBOpeHHOCTH noTpelBurenad [cr. npunoxesye B u DT (npunoxesne D))

Ana ynyydweHEa paloTw c NPeTeHIMAME MOEET S6ITe NONSZHO NOCSILEHWE PYITAY BHEMOMEYH X WK @HEE OPrEHE-
aaymd. OBmes onsiToM 8 ofinactk palfoTe ¢ npeTeraAME noTpebuTenal MOKET NOMOYs B ONPESENEHNH 3 EKTHEHE X
METORCE opradHsayd palioTw.
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NpunoseHwe B
[{cnpaEOYMHOR)

Copma ANA NpegLABNEHHA NPETeHIKK

Tunosan ¢ICIFI-ME MpaCTAENSHHAR B HACTOALYSM NpANCHEHAK, COO8 PEAT OCHOEH VY HH Ehl:I-FIHBLI_Hh:I-. EOTOpaA MOXEaT
NORGEE NPFEORASNEDWSMY NPETEHIAKN OTESTHTE HA ENHYEERE BONPOCE, HeobxoauME & QpraHEZagWE ona ¥yNnpasnaHEs
npaTaHIded

1 CeapaHHA o NpefL-ABNANK LaM NPpETEHIWEDY

PO opravd 3aUna

Anpec

MNovToEwd WHABKE, O poa

Crpaxa

Tenado

Parc

3J'IEPFI'FI-|:| HHER NO4YTE

PO W MoNHOMOMHA NHMUE, OEACTEYHILWEND 0T HMEHE NPELRENANWErs NPETEHIND (SCNE NDHMEHAMD)

KOHTAKTHOE NALG [ECNA OTNHYED OT Npe0s YL ens I'I}'HH'I'E:I

2 CeepeHWA O NPOAYHKLHH

Homeprananna/3aaas (BN MABS CTHD)

OnucaHue

3 NpoGnemess, ¢ KOTOPLIMM CTONKHYNCA NPeabAERA KWW R e TEHIWH

p'E T BOIHAEHOBEHWA

Onucanse npofnem

4 Tpelyedbie cpegcTea

aa D HET I:l

5 MaTa, nofgRMECE

Oata Moanuce

& MpunoweHWA

Cnucoe NPANOHEHHE X O0OKYMEBHTDE

10
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MpunoxeHse C
(cnpaBouHDe)

O6LeKTHRHOCTE NPOLGCCa YNPARNEHHA NPETEHIMAMK

C1 OfwwiA

Mpanurne oGEEKTHEHOCTH NPOUBCCE YN PEENEHEA NPETEHIAAMM:

8) OTHPLITOCTE — WHPDED AOCTYNHEIA M NOHATH A 4AA BOENSMEHH B MWL TPOLECE yNPaBNeHRA Npe TeHawAMy. Mpo-
Wess gon=eH OblTe RCHD WANOHEH M QCBS0EH 00 CEROEHWA PYKIECOCTER, NEPCOHANE ¥ NPE0EABNAMNLWLKL NDETEHIHK.

b} BecnpycTpacTHoCTe. HeoBkoowmo aberate nodorenpenyfeane HdA NPW B3AHMOO08ACTERN C NPE 0 bR BN AL HM
NpeTEHIME HEIAERCHMD OT TOMD, KTO Hanye ToR, HeNoBeE MNK Opradnzaysa. Uenew npouecca OON#HE CTATe 38U WTE Heno-
BEEA, EOTOP:IA HANYETCA, OT AGRNEHHA HA HETD. AKUEHT QonHMeH BniTe cOenaHs HE peLeHUEe npolness, 8 HE HA MOWCK
BUHOEHE X . ECNW NpeTEHIMA KACRETCA NEPCOHANE, TO JONWHD BelTe NPOBEGSHO HEIABMCHMOS DACCNRQOBEAHHE

c] KondepesunanssocTse. Mpouece gons#ed BeiTe NpeaHa3HaYEH ANA WMAKCHMANEHOR (B pAsyYMHE X NpEgEnax)
3AWNTE NPEOLABNAKILATD NPETEHIMED BIMNE foTpedUTena, HACKONEED BOAMOKHD, BasHo cofnnOaTe KOHGMOEHEHANR-
HOCTR ANA YCTREHEHHA CHTYEYHA, B KOTopeix noTpedurens AaBeraeT o opMNeHMA NPETEHIWA W3 CNACEHWA, 4TO PECEDLI-
The nogpobHoCTER IPETEHIMA MOKET NDMERCTH K HeYRoBCTEY MNE JUCKPHMBEHELMN N0 OTHOWEHRK K HEMY.

d) OocTynHOCTe. Dprasvasaunsa qonxHa clecneYvTe QOCTYN NPELBABNR D WENT NPSTEH MK ENPOoUScoy YNEEENEHMA
npeTeHziaMi B Nioiux ocbocHoBanH e E MecTax wnd & nnbos apema. MHDopMaUAA O NPoUeccs YNRERNEHAR NPETEH IWAME
Som#Ha Db Te QOCTYNHE ¥ WANOWEHA NOHATHEM AIEIKOM M 8 OpMAaTaX, QOCTYNHEE BCSM NPEOEABNAKLAM NPETEHIHE.
Ecnu npeTeHIva 3aTPArHBES T PAZMHYH B L Y ECTHHEOS WeNE NOCTABEW, TO onxeH BuTe cocTaaned ofwWa nnad gedcTeanid
no yperyn@poREHME NpeTeHInn. Mpoyscc QonsEeH NpegycMaTpHEATe BOAMOMHOLTE A0CTYNE £ NG0A WAMOopMaU e,
BLIABMBHHOR 8 pRIYNETATE PAGOTH CNpaTeHIMed, NA NnbL X TOCTAEWMKOE GPIAHWIEUWH, IBMHTERBCOBEHHE X B YPary K-
POBEAHHN NPETEHIMA, 4To0s 0BECNEYH T Ml BO3MOKHOCTE YNYH WATE CBOKN ABRTENLHOSTE.

g) JEBEpWEHHOCTE. [NA YETEHOBNEHWRA KOHTAXTE MEX DY NOOLMH, NPEICTAENAKLAME P33HEE CTOROME, BOBNS-
MEHHEE B NPOUECE YNPEBENEHHA NPaTEH3MeR, HeoGXolMMe BuABNeHMe (PAKTOE, OTHOCAWMWXCA K SENY, W NpOBEDKa WX
oBEACHEHWA BCAKMA PR3 NPWA NOABNEHAW BOIMOMHOCTH.

fi CnpasegnueocTe. MpaiocTaEMEHWE BOEM PEBHEE YCNOBWAK.

g YyecTEATENRHOCTE. KEXARE cny«afd gonxed GuiTe pPECCMOTESH C TOYEM 3PEHHA 80 QOCTOMHETE C y<aToM HHOM-
BUAYANEHEE BAENWSHE U NoTpebHocTel CTOROM.

G.2 DBneETHEHOETE K NEpCaHany

Mpoyedypsl ¥NPpEENEHKA NEFETEHIMAMA QONEHE oBacne“HBEaTe 0O LEKTHEHOCTE NPW 3HaNW3e gwwiok Nepooxana,
NpOTHE KOTOPOMD HENPABNEHE NDETEHIWA. 3TO NOOPAYMEE3AT,

- HEMEBONSHHOE ¥ NONHOS HHDopMKUDDESHWE paloTHREDR No NOGof NPETEHAMW, EACAI W SACH MY paGOTRL

- ofecnadeHie paBoTHHESM BoaMOoXHOCTH ofnACHEHHA oBCTOATANECTE W NpESOCTABNEHWA COOTESTCTRYHWER
NoOGepHEd;

- WHOpPMHADDBEHKE O NPOJSHHEHHKY PACCNEdOEEHHA NPATEHIAN M NONYHSHHEIX PEIYNETATOA.

Heofixoguso, uTofsl NepocoHany, NPoTHE KOTOPOID HENPAENEHE NpeTeH3EA, eno npegeTagnedo nogpofHoe onM-
CEHHE NPETSHIWM NEpED &It HHTSPERM MDOEIHHEM N0 3ToMY Eonpocy. Mpw 31oM gon=Ha BuiTe colinmoeHa KoHGWUEEH-
BHANEHOCTE.

MepcoHan 4on#ed SelTh YEEPEH, 4TO B NPOYSCCE WIPRENEH A NpeTeHzMARY ey Bynet obecnavena HeolxoguMan
noagepxEs. Heolxogsmo npuoBluaTe NepeoHEDN £ W3YHEHAED ONBITE pE6oTe € NPETEHIWAMM M SHENWIY TEHOSH MR W3MEe-
HEHHA TREGOEAHHA NP0 LRABNAKIWEID NPETEHINK.

C.3 OrgensHHe NpoUESRYR YNPAIENSHHA NPETEHIHAMM o7 QHCLHNAWHAPHEIE NpOUER Y

MNpoyeaype paboTe C NpaTEHIMAMM JonxHE BRTe 0TRSNEHE] 0T QECUMNNBHEPHLIR DPOLE0YE SPraHd IELHA.

Cd4 KoHPMASHUHANLHOCTR

B gononHeH«e K obecnedeHin KOHPHOEHUMANEHOCTH PS80 ABNALLSTO NPETEHIWE NPOYSce yIPAENSHWA NPETEH-
IWAMK Oon#eH ofacneydEaTs E0HpHIEHUMENEHOCTE B CNYYES BOZHHEHOBSHWA NpeTeHZME [kanaf) NpoTHE NepooHana.
OeTanu T3k NPETEH3#d 0oNEHE GHTE WIBECTHE TONBED HENGCHSACTESHHD JANHTERECOEAHHEIM NHELAM.

D gHakD B3%HO, YToHE KOHEWIEH UHANEHDCTE HE MCMNGNE30BENACE B KEYSCTES ONPEEN0AHWE NNoxad paboTe © npe-
TEHIWERH.

CS5 MoHHTOPWHT 0B LBETHEHOCTH

CpravuIsnna JoN®H=E NPOE0SH T MOHHUTOPHHT OTESTOR HA NPETEHIWE AnA ofacneseHWA oBsakTHEHOCTH palioTs ©
npeTeHziaMd. MOHMTOpMHT OTESTOE H8 NPETEHIMM MOXET BENoYaTE B c2la

- PEryNApHEIA MOHHTOPHHT (HANpUMSE, BXeMECAYHBIR] YPeryNMpoBaHHEE NRETeHsA, oTodpanseE cny“anH ki
oflpazom;

- BHHETMROESHHE NEPEOLABNAKL WX NTPETEHINED HE NPpedMeT 0B e THEHOCTH OTEE TCTESHHOMD NERCCHANE NpW pac-
CMOTPEHWH WX N TEHIHA
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NpunoseHwea O
[{cnpaBEoYMHOR)

OononHuTensHan GopmMa ANA NpegLARNEHWA NPeTEHIMK

B npunoseHns NpegoTagnesa npaMepHes fopMa (NpeaHasHaYeHHaR TONLKD ONA BHYTREHHEro WENoNEI0BEHWA |,
HOTORAR COQSPHAT CCHOBHYH (KN H0%EEYH | MHG 3P MELHD M HEoEX0OUME OPraHW3aLHE ANA 38E8pWeHHA PAB0TH C NpETEH-
ANEN.

1 CeepeHMA DO NONYYEHUH NPeTEHIWN

faTa npeTadz e

BpeMA nony-eHa NpaTeHann

GO nonywaTens

Cnocofl non yHEHHA NpeTeHIME TeneddoH Ij , SNEETROHHIR NOYTA D ., H HTEpHET Ij.. MAMHD D.

no4Ta I:l . OpyroW D

YHUEANBHEW AOEHTHD KA OHHEH HOMED

2 CEEOBHWA O NPeALABNARLELEM NPEeTEHIMHD
DopME NpMBELEHRA B NPMNOxeHWR B
3 NogpodHoCTH NPeTEHIHK

FBI’I.'IE-‘TPE UHAOHHBR HOMED NPETEHIRN

Heodzooussle SaHHEE O IPSTEH 394

Hes mepagaHa NMpeTeHIAA

4 OnwcaHwe npobnemes

Hata eoasEHoBesMA npolinems

MoeropHas npobnama aa D HET [:l
Hateropha npofnem s

1 D MpogyEUMA HE NOCTRENEHE.

Cepeuc He ofecnedan/ofecnasas YACTHHHE,

3anepwka NOCTAEKM NP0 D YELHK

NPoaONEETENEHDOCTE 38 020XEN

Jagepska npd ofBcnewe HH CEpEHCE

NPoAoNEMTENBHOOTE 38 02DMHEN

OedesTHan NpoaYKLHA.

oo O 0o

HeapcTaToMsed COpaWAC

I'Iﬂ.'.'IFI-I:IﬁH-EIE' ONACaHnE
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|
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Doooddobobobtdoopogbododbibbidobdodadi

Mpogysuua He COOTESTCTEYET IBKE3Y.
MNpogyEuWa He 3EKE3EHA.

HaHeca yuyepd.

CITEAS OT BRNONHEHHA rapaHTHAHBX B AZETENLETE.

OTeas 8 NpogaHe.
OTeas g ofecnedeHud CEPEMCA.
Kossepuecsue NPoUSSypE ( METOOE NPOO&EK.
HenpasuneHaa WHOpMELUMA.
HeansseaTHasn W OpMELLWA.
MopRIoK pRCHETOE.
LeHa.

YESNWUSHHME UaHE
OononHWTENEHEE PECIOOL.
HeofoCHOBAHHAA YEHSE (CHET.
YCoNoBWA Qorosopa.

CTpEEOEEA CYMMA N QOICBOPY.
CueHEa ywepha.

OTEA3 3ANNATHTE KOMNEBHCELW .
HeagekaaTHaER KOMNBHCALMA.
MameHaHde Qorosopa.
HeaoocTaTouYH0e BeINGNHEHME AOTGEOPE.
O TMEHE (PRCTOPEEHWE JOMOBORS.
OTEAS 0T CEpBUCE.

MoraweHwe coygsi.

TpefoEaqmte NPOYESHTOE.

OTeas o7 cofniogedma ofasarenscTe.

H ENpEEMNEHIE BRCTEENEHAE CHETE.

HManuwHAA 3308 peEa NpW YNREENEHAN NPETEHINaR,

Apyron Tan npodnems

rocT P UCO 10002—2007
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NononHuTensH 8% AHEOPME WA

5 OuyeHEA npeTEHIMM

Ofnacren PAMEBHEHWA W CEpEE3HOCTE I:IZIBH.TH HECKOND W NOTEHUNANEHOND BENWAHAR NPETEHIWA

CepeasHOCTh

C MM HGCTE

Boane@#cTEWE

MoTpaBHocTe B HEMEAMEHHOM SeRCTERW LT D HET I:I
MoTOBHOCTE ABACTEOBATE HEMEONEHHD na El HET I:l
BepoATHOCTE KOMMNEHCREWH 0 I:I HET Ij
B PelueHde N NpeTeH MM

TpefiywoTea cpegoTEa n& Ij HaT [:l

I'I-pannp HHHM3aME R NeHCTEHA

a6 MNocTaBKE NPOLYRLWKA.

ar BocoTaHOBNEMWeNeDE 0eNEa NPOAYELHNE.
38 JEMSHE NPOAYELHM.

a8 OTMEHE NpOOsHK.

af HononHedws rapadTHAHEX 0BR3ETENECTE.
a1 Onnara 06A3aTeNLCTE.

4.2 JEEMKYEHHE JOTOBOpE.

43 CTHEHAPECTORWEHNE JOTCBOREA.

44 OTMEHE CHBTa-PaETYDEI.

45 MHpopMauMa.

45 HonpaeneHue oueseHHOrD e pia.

47 Onnarta, BoaMewanw s visiTEd, B CyMse

48 BIJ-E-EFIET N2pEoHa“aneHOM NNaTeRa B Sy

46 Boagpar Apyrdx NQOH3ES08HHBIX NITATEMER B CyMMe

50 CHMOKA OT UeHbl B CYMME (8 NPOYSHTAaX]

51 Cpagcrea nnaTexa.

52 HaenHeHue.

oo oootoofooodoond

53 Oeyroe nedcTeRE

14



Tn pPOCRSKHBEHHE NPETAHIWH
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MpegnprraTor GeAcTEAR

Dara

HO

NMprwmevanun

M GOTESPHIEHWE NDETEHINE NPEGLABNARLUSMY DPETEHIW KD

ClysHEa n pETEHIAA

PaccnegosaHEs n PETEHIWA

Fewearde No NpETEHIAR

HH OPMUDOEAEHWE NPEGLABNASLEND NRETEHIMH

Hcnpaenesns

BepridHEaL WA MCNpaBNasnA

Mpanoxenue E
(cnpaeouYHOe]

OTBeTHLIE AEHCTEHA NO YPEryNnHpoOBAHHK NPETEHIHA

E.1 Monstuga QRpTAHNIALHA IO P23YNeETETAM OTEETOE MOHET BENIDYATE B calfa;

- ONNAary.
- BAMEHY]

- PEMOHT/MEpEENkY;

- 3AMEHY HE TOBAPE-CYBCTHTY TR
- TEXHWYECEYH NOMOULL]

- MHPOPMELHI,

- Nepegaqy Ha PECCMOTPeHKE;

- PUHAHCOBYID NOMOUR,

- OPYIYH NoMOWE,

- KO MEHCE YW

- M3IBAHEHWE;

- UEHHEIA NOGAPOE MNW 3H3K 0T apME,

- OBHHEE 06 HIMAHEHWAY B NpOOYEEHEA, Npoyecce, MONHTHEE AW Npoyedype. NpoMIEeleHHEE D palayneTaTaM

MpETEHZHE.

E.2 PaccuMoTpedde npoBnams MOodaT BEnoYaTs 8 cada:

= HM3YYeEHHWE BC2Y ACNEKTOR NPETEHIWA,

= NaChe gyl e HepBxonnmee MEpoNpHATHA,
- PACCMOTREHHE HEoBXOQMMOCTH 0 pPEOMOKEHAR CDEOCTE QPYIHAM NOTRE GuTenAM, HOTOPLIS, BO3MOMHO, MO
NOCTPAGATE TEM He CaMeM cnocofom, Kax n PEOLRENADUEY NPETEHIRD, HO HE HANPEBWNW CPHUAENBHD DPORMNEHH YRR

NpeTaH3IMED;

- YPOBSeHE NOAMNHOMOHMHWA NO PEINWYHEM OTESTEM,

- AogeneHre HHPOPMELWA 40 CEeQeHWA COOTEESTCTEYIDWEND NepoaHANE.
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il

Mpunoxenne F
{cnpasouHoe)

Bnok-cxema yperynupoBaHMA NpaTeHIum

CHE Py
CPISARIAN

I EHyTRH Opa- LM
I Mapaei YPOREH PELLISHIN I CHamyoLp N YOI PRLMHMA
Heothao o Har
MPOOCITRN T
[T T
11
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NpunoseHWs G
(cnpaBouHOR)

PyKoOBOACTEO NO NOCTOAHHOMY MOHUTOPUHIY

G.1 OBwees nonoxeHHs

HacToflwes NpWNoOKEHWE coNepweT ofwes pyYECBOOCTED NO PE3YNETETHBHOMY W 3 esTHEHOMY HOCTOAHHOMY
MOHWTOPHHTY NPOUSCCA YNEEENEHWA NPETEHIMAMK. $OpMsl OPTAHAZELRH MOHHTOPHHIE QONKHE CODTERTCTROBATE THNY H
paIMepy opraHMIALUHM.

3.2 OTEETCTEEHHOCTE PYEOBOACTEE

OTEaTCTESHHEN NEPCoHEN 33 NPOBEOSHWE MOHMTOPHATE, NPEEOCTRAENEHWE OTHETOR, B NONHEHWE KOpPERTHRYHI-
WK JedCTaME No NPCUBCCY YN PABNSHHEA NpETEHIMAMK Qonkxes 00Nanate He0BL00MMold EOMNBTEHTHOCTRED.

OBA3IEHHOCTH OTEETCTEEHHOTS NERCOHANE MOTYT BENK 43T B celia cnegywowes (NP HEOGXOgAMOCTH CIWCOE MOKET
fisITh QONGNHEH |-

B) BRICLIEE DYHOBOSCTED QONEHO.

- ONpEJENATE LENH MOHUTORHHIE,

- pACcNpeaenATE OTESTCTEEHHOCTE B OBNECTE MOHWTOpWHIE,

- PYEDBOGWTE NPOESOSHWEM SHANWEE NPOKECCE MOHWTOPHEHTE,

- ofecneyHEaTE BHEQDEHWE HE0BL0ANMEIX YNYHILEHWA NPoUECCE YNPAENEHARA NPETEHIHAMHK]

b} npefcTEEMTENE PYEOBOOCTER NO YPAENSHHK NRPETEHIWAMKE QONHEEH.

- YCTAHOBMTE NPOUECE BRAONHEHMA MOHUMTODWHIE, DUESHKH W NPESCTABNEHWA OTHETIE,

- NPEOOCTAENATE OTHAET BECWEMY PYROBOLCTEY OPTAHHIALMH O PE3YNETETAY AHANM3E NPOYSCCE YNPEBENEHKWRA NDE-
TEHIWAMK ONA BHEQPEHHEA BCeX HeoDEoaMMBIX VY- LW aHWR;

C] APYIME PYROBOAWTENM OPTEHM3EUHH, BOENEYEHHE R B paB0Ty C NPaTEHIMAMKE, A0NEHE oBecne4EaT .

- NMPOBEOSHAE MOHETORMHIE NPOYSCCE YNPEENEHWA NPETEHIMAMKA ¥ DPETHCTPAUMED COOTRETCTEYHIWMKE IaNEced B
pamMEaX OONHHOCTHRY NONHOM O]

- NPOEBOSHKE KOPREKTHRYHWME TEACTERA NO NPOUECCY YNDEENEHXA NPETEHIWAME M DEFMCTDALMA COOTEETCTEYHI-
WHE 33NWCed B PAMESX QONEHOCTHE X MOMHOMOMHA,

- OOCTYNHOCTE QOCTOBEDHE X JAHHLIX NO YIDEENSHW NEETEHIHAMA B DAMESE JONKHOCTHRE NONHOMO4 WA ANA aHa-
NHEZE NPOLECCE MOHETOPMHIE OO CTODGHE BRGS0 DYROBOACTEE.

G.3 MoHWTOPWHT W HIMEDEHHRA

G.3.1 Ofwue nonoeHMA

CpraHd3saune GoMHHa NPoBECAMTE DUSHEY 4 MOHETOPMHT BHNSAHEHWA NPOUSCCE YNPIENSHWA NPaTEHIWAMN,
wcnoneayd Haliop aapades onpegenesHs X KPHTERHEE.

B paznAYHeIE 0praHM3BLMAL CYILBCTEYET PASNHYHE 8 NPOYSCCH W NPOOVELMRA TEE 58, KBH 4 COOTESTCTE YW AS MM
EpHTERHH OCYLYSCTENSHMA MOHWTOpUHra. Dprasuisuymy JonsHe COBSPLUSHCTECEATE KPHTEPHW DCYIWECTENSHMA MOHHTO-
puHra, HeofxognMs e B KOHEpeTHEY ofcToATenboTERL. MpaMepe NpUEeneHs B3 3.2,

G3.3.2 KpMTepvn MOHWTORHMHIE

KpeTeprAaMy MOHHTOPRHIG NPOYSCCE YNREENEHWA NPETEHIUMAME ABNAK TSR CNBO0YoLURe [NEpd HeoSXoO0MMOCTH CNM-
COK MOMET BRTe QONONHEH )

- YCTAHOBNEHWS, NOAABPWES B pEE0YaM COGTORHMMA W JOCTYNHOCTE NONMTHEN W UENEA N0 YNP3ENEHW D NPETEHIAWAMM,

- MNOHWEMBHEE NEPCOHENIM 0GAIATENLCTE CO CTOROHE] BRICLUEND PYROBOACTEA N0 YNPABNEHAED NPETEH I A

- pacnpegeneHie OTESTCTEEHHOCTH yNREENEHWE NDETEH I AME,

- HANW4WE ¥ NEPCOHENE, BEAAMOOERCTEYHILETD ¢ NOTPEBUTeN AME, NONHOMOYNE ONA PAIPEILEHWA NPETEHIMA HA
MESCTE;

- YCTAHOENEHHS MPaHWL CAMOCTORTENEHOA JeRTENEHECTH NEPCOHANS, B33WMOLeACTEYOWErD C noTpeduTenamm,
NoNHEA0YHE ANA YREerynMPoBE3HEA NpETEHIWE,

- HEZHEYEHHE NEPCOHENA, CNEUMANWIMPYILEroca Ha paBoTe C NPETEHIHAMM;

- aons ofydsHHOND YNP3ENeHED NPETEHZHAM M DB PCOHANE, BIEUMOGeACTEYRWEaro ¢ noTpeduTenamMi;

- PE3YNETETHEHOOTE U 3P ekTHEHOCT: oByyeH=a palioTe c npeTeHIAME,

- HACHD NPSgN0oXeHHEN CO CTOROHE NSPoOHANE NO YAYYWAaHKKD paGoTe C NPSTEH IWAMM,

- OTHOIWSHKE NepooHana K paloTe ¢ NpaTeHIMAMEK,

- 4ACTOTE NPOEEOSHAA 3YAWTa NPOUECCE YNPESNeH WA NPETEHIMAMK WANK AHANKIS C0 CTOPOHL ERICIWET0 PyYKOEOT-
CTEE,

- BpEMA BHEAPEHMA PEEOMEHOSUMA BYOWTE NPOUECCE YIPAENSHWA NEPeTEHIWAME WIMNE BHENWIE CO CTOPOHE
BRICLIEND PYEIETACTES;

- BREMA, IATPAYSHHOES ONA OTESTE NP0 EABNADWEMY NEETEHIND,

- CTEMEHb YOQ0BEMNETEOREHHOCTH NPENLABNAK LWETD NP TEHIHI;
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PEIYNLTATHEHOCTE M 3P EETHEHOLTE NPOYBCCO8 N0 HaoBMOA MBI KODPEETHEYIUIHM M NRe0YNPamEAHLHM

OERCTEARALM.

G.A30aHHBIE MOHHTOPUHIE

MOHWTOPEHT OBHHEIX NPROCTAENAET NPAMOR KHOKWEETOP EavecTes paloT o npeTeHanAMK. JaHHse MOHHTORWHIA
MOMYT BENHYETE HHCNG HNW 200

NONyHEHHEX NEETEHIWAL

NpeTEHIAR, PAIPSLLSHHEE B YHETE W NONYSeHAR

NpeTeHInf, HENDABUNEHD GUBHEHHENE N0 NPHODHTETHOCTH,

NpeTeHInE, NPHIHAHHE X NO3XKE YCTAHOBNBHHOMD BREMEHN,

NpeTEHIAA, YPEryNHpOEaHHE X NO3HE YCTAHOBNEHHOID BREMaHK;

NpeTEH3Al, B KOTOPRIX yNOMAHY Tl BHEWHME METOOR PeLaHHA (CM. T.9),

MOBTOPHLIX NPETEHIMA KNW TEEYLHY HEPBLWEH HelX Np0Gne M, NPETEHIMM HE KOTOPLIS HE NOGAEANNCE;
YAYHWEHMA NPOYSAYR, NPEYHHOR KOTOPEX ABMNHACE NPETEHIWE.

Ocofos BHHMaHNE aonEHD GsiTh HENpaENeH0 Ha MHTEDNpEeTa M OBHHBX, MOTOM Y 4TD!

ol bEETHEHBIE QAHHE S, TREWS KaK CPOKOTEETA, MOryT NOHEAZETE, K3K K0P IJ-I!!E'EEIT-EETI'IPEI-LI_EEE-. HO HE MOryT NOEE-

FBTE HHPOPMAELHKD of YOOBNETEOREHHOCTH NpEfLRENAKDWEero NpeTeHIWED.

POCT YHCNE NpaTeHIAR NOCNEe SEEOEHAA HOBOTD NPOYSCCa YNPAEENEeHAA NPETEHIWAMY MOHET OTREZHTE EI'.‘I'.'I-I:IJEE-

THEHICTE NPOUYSCCE, B HE HEODCTATHA NPOOYHELHH.

18
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NpunoxeHse H
(cnpaBouHOeR)

AyowuT

CIpraHMIBLWE J0NHHE NOCTOAHHD YNYHLWATE PE3YNETATHEHOCTE ¥ 20hd) BETHEHOCTE NEOYSCEE YNPEENEHWE NEETEH-
auAny. Mo 3Tol NpHYHHE BRNONH#EHAE M PE3YNETETE NPOUSCCa YERE3 33NN HEPOBEHHEIS MHTEREBANE BREMEHE HeoGxo0 K-
MO TPOESPATE GNA WASHTHD MESLHA W YCTRAHEHEA NPHYMH CYLLECTEYLWMY @ NOTAHYHENEHLIX npodnem u noMcka nobeix
BOSMOMHICTEA YNy« L eHHA. TNag4an Lens AYS¥TE NPOUECCE YNPABNSHHA NPETEHINAMA COCTOMT B YNYYWESHHAH NpoUEcoa
NyTEM NPEESPEN COOTESTOTEMA NPOWSECa YNPESNEHWA NPETEHIHAMK YCTAHOENSHHEIM EpHTEpUAM. Takue EPETEDUN MOTyT
BENKYETE B Celf OTHOCAULWECA K YNPEENEHAD NPETEHAXWAMA NONWTHEY, NPOUE QYRR ., CTESOADRTE W T.0.

Mp aHanKas pyHHYKOHWPOESHWA NPOUECCE YNPABNEHUA NPETEHIHAMMK CNegyeT CUEHHTE CTENGHE COOTESTCTEMA
NpoUESEE YETAHIENEHHEM KU TSRUAM , B TAKHE NPHr0GHOCT: NPOYSECA ONA A0CTUHSHWA NOCTEENEHHLIX Janai.

Hanpusep, Sy0uT MoweT BeTe 0CYIeCTENSH ONA OWSHE!

- COOTEETCTEWA MPOUEayR YNPAENSHEA NPETEHIHAMK NONKHTHES @ UaNAM SPraHu3ELHN;

- CTENEHH BENONHEHHA B OPraHW3ayEn NpoYSaAYp YIP2ENSHHA NEETEHIHAMM]

- cNocobHOCTH DOCTHHSHNA CYLBCTEYIDLWAM NPOUECCOM YIPEENSHWR NPETEHEWAM W NOCTABNSHHE X SN el ORraHu-
A LA,

- CHNeHEX W cnabu X CTOpOH NPOUSCoa YNPEENEHWA NPSTEHIAAMA,

- BOAMOHHOCTH yNyHWEH WA NP0YSccs YNRpEENSHWA NPaTESHIHAME H 8ro PE3yNeTATOE.

AyOWT NpOYSCcca YNPAENSHHA NPETEHIMAMK MoMeT BETE 3BNNEHMPOEAH W BRINONHEH KEK 48CTh AYAWTaE CHETEME
MESHEIMMEHTE KaYeCcTES. JonoNHETENEHARA WHGOpMELWE 0f AYIHMTE CUCTEMBl MEHEAHMEHTE KA4ECTEE OPraH|3aLMA NPH-
sageHa E MCO 19011,

Mprnoxeswe J
(CnpaBovHOE)

CeegeHAA O COOTEETCTEWH HALWOHANLHLIX CTaHOapToR PoccHlcKkon Degspaumm
CChLINOYHLIM MEXOYHAPOAHLIM CTAHOAPTAM

TeGnuwyga JA1

Caanauerse CEel NOAHOIT
OEIHAUEHEE H HIREEHOEEHAE COOTRETETEYHILIENT HALHGHEIEHOM CTAHOARTA
ME A HAPO NN CTARLANT

WCO 9001 2000 FOCT P MCO 2001—2001 CHcTessl MeHeaxsMedTa kadacTza. Tpeflosasua

WO 0042000 FOCT P MCO 9004—2001 ChoTemal MEHELHMEHTE K34aCcTER. PeHoMEHOBELMA NO
YNYHWEHARD JeATENEHOCTH

WCO 190112002 FOCT P MCO 18011—2003 PywoBaoaAlyse YEIIaHHA MO AVIATY CHCTEM MEHETH-
MEHTE ERYSCTER MIMNKH) CHOTEM 3KONOMMHECKOND MEHENEMEHTE
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Beenenune

0.1 OBwMe NoNoKEHHA

HacToRWWA cTaM@apT ABNARTCA PYKOBOACTEOM NO pajpaboTie W BHEAPEBHWID PE3IYNLTATHBHOMD M
IPOEKTHBHONS NPOUSCCa YNPaBNeHWA NPETEHINAMK OQNA BCeX TUNOE KOMMEDYECKDA KNK HEHOMBMEDYECKONR
OeATENBEHOCTH, BEKNIOYaA A8ATENEHOCTE, CBAIAHHYH C INSKTPOMHOW Toproened. CTaMgapT npeaqakaqaH gna
opradnaauni ik noTpebuTensi, NpegsABRNRIOWK NPETEHIN, M ADYIMX 3aUHTePecOBaHHBIX CTODOH.

MrhopMaL A, NoMyYeHHan 8 npolecce padoTel CNPETEHIMAMK, MOXET HCNONBI0BATLCA ANA COBSDLWEH-
CTEOBAHWA NPOAYEUMK 1 NPOLECCO8 W, BCNH NPETEHIMK JoMMHLM 06pasom obpaboTaHsl, MOMET YITyHWHTE
PENYTALMK 0P aHH3ALMA HEIABMCHMO OT 28 DaIMEDa, MECTONONOKEHHA W COMe Dbl A8ATENEHOCTH. HACTORLLIWA
cTadgapT npuofpeTaer ewe GonbLLIEE IHAYEHWE HA MENQYHADOOHOM PRIHKR, A8 OT OpraHuiauwi tpedyetca
OTHDBITOCTE NPW YNPABNEHA M NPETaHIHAMM.

MNoTpebBHOCTE B PEAYNETATUEHOM W 3QGEKTUBHOM NPOUBCCE YNPABNEHWA NPETEHIMAMKA WCTIETHBAKT
Opraqnaauni — NPoMIBogUTENW NPOAYELMK W OPraHH3IaUn — NoTPEbuTand 3ToR Me NPOaYKLMM.

n PHMENAEHNE— B TakcTe CTEHAADTA TEPMHEH aNPOQYyEUHEA » ABNRETCA CHHOHWMOM TEDMAHE «YCIYyramn.

PaboTta c npeTeHanAM« paccMoTpeHa B HAcTOALEM CTaHdapTe C TOYKK 3PEHWA NPOUECCHOTD NoOgX00a W
NOATOMY CNOCOGCTEYET NOBLIUEHWD YAOBNETEOPEHHOCTH noTpeduTend. ¥nydwewwe obpaTHol CBR3IW C
noTpefuTenam, B TOM YMcne padoTel © NPETEHIMAMK, CEAZAHHBIMMW G HEYA0BNETEOPEHHOC TR NOTpebuTenai,
MOMET OTHPBITE HOBBIE BOIMOMMOCTH NOBRLUEHKA NOANBHOCTH NOTpeDWUTEned W KoHKYpeHToCnoCoBHOCTH
OpT aHHUIALMM.

BHegpewue npoyecca ynpasne HuA NPETEHIMAMK MOMET NPHESCTH K CNEOYHLLNM pe3yNbTaTam:

- MPe0ocTaBnaHKio NpeILRBNANLLEMY NPETEHAWID OTKPHTOND JOCTYNA KNPOLECCY YNPaBne HWA NpaTeH-
IHAMM,

= NOBBWEHWID cnocoBHOCTH OpradMaanMy NOCNenosaTenNsHo, CUCTEMaTHYHo W B acbpoxenaTensHoM
dopmMe paspelwlaTs NPeTEHIMK C OPHEHTALMER HE BIAMMHOE YIOBNETBOPEHWE MHTEPECOE NPEIBABMNAKLIEND
NPETEHIAI W OPraHM3aLmMI;

= NOBLILLEHWID CNOCOGHOCTIA OPradaayMy OTCNEXMBATE OCHOBHEBIE TEHQEHLWMHA PhIHKA, YCTPAHATE Npk=
YAHEI NPETEHIMA M NOCTOAHHO YMYYWATE ASATENEHOCTE OPTraHHIaLMA;

- CO3JaHWI0 B OPTadnaalyny Noaxona K yperynupoBaHin NpeTeHsni, OpHeHTUpoBaHHONo Ha noTpebnTe-
NA, W NOOLPaHHE NeproHana Kk COBEPLLISHCTEOBAHMID HABLIKOE NpK paboTe ¢ noTpebuTanaMuy,

- obecneqveHuio OCHOBR ANA NOCTOAHHOMND aHanyaa npouecca YyNpasneHua NPeTeHIMAMA, paipelLeHna
NPETEHIWA W NPOBEAEHIA NPOLUBCCE YNYYLLEHWA JeATENLHOCTH OprasMaaluiy npn paboTe ¢ NPpaTaHIMAMIA.

Oprasuaalna MOXET Mo HeNaHdio MCNoNB3DBaTE NPOLECT YNPABNEHUA NPETEHINAMK COBMECTHO C OpYy-
FMMK QOKYMEBHTaMK N0 YHORNETBOPEHHOCTH NOTPESUTENA M NPOUECCAMIA NO YPErynupoBaHMG CNopos.

0.2 CenaascMCO9001:2000 v MCO 9004:2000

CTaugapT NpMMEHAINT COBMECTHO CO CcTaHgapTamu cepii MCO 3000 ¥ MoMeT MCNoNE20BaTLCH ONA goc-
THHEHUA ueneid MCO 9001 w MCO 9004 . CTauaapT TS MOMeT SeiTe MCNONEI0BEAH CAMOCTOATENBHD.

MCO 8001 ycravaBnWeaaT TpeGoRAHHA K CHCTEME MEHBKMEHTa KAYSCTREA, KOTODRIE MOTYT WCNONBI0-
BATLCA OPraHMIauHAMK ONA Uenad cepTudHEauny vnn aaknioyYeHya kodTpakToe. MNpouace ynpaeneHda npe-
TEH3IMAMMK, PACCMOTPEHMBLIE B HACTOALLEM CTAHQAPTE, MOMET WCNONBIOBATHCA KAk INSMEHT CHCTEMb
MEHEIHMEHTA KAYECTEA.

HacToRWMA CTaHOAPT M NpegHaIHaYeH ANA uenel CepTHEMKALMA HNK NPK 38aKnoYeHti KoHTDaKT 08,

MCO 8004 coOapMuT PEKDMEHJALNA N0 NOCTOAHHOMY YITYYILEHWI0 AEATENLHOCTH OpraHuiaumn. Npume-
HEHue MCO 10002 Hanpaenedo Ha yNyYweHHe paboTel Opradnaayi B obnacT paboT e CNPeTEHIMAMME, NOB k-
WEHWe YI0BRNeTEODEHHOCTH NOTPEOMTEeNeR W ADYIMX JaWHTepecoBalHeX CToOpoH. MpuMeHeHne cTaHjapTa
MOMET MNOMOYE CPraAHKIAUHAM NOCTOAHHD YNYULWATE KAYECTRD NPOAYKLWK Ha OCHOBE 0BpaTHOE CBAZM C NOTPE-
BUTENAMMK K GPYTAMK JAUHT 8DeCcoBaHHEIMH CTOPOHAMM.
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HAUWOHANBHBIW CTAHOAPT POCCHMWUCKOW S©EONOEPAUMM

MeHeAMMEHT OpPraHMIaALMH

YOOBNETEOPEHHOCTE NOTPEBUTENA
PYKOBOOCTEBO NO YNPABNEHWIO NPETEH3WAMK B OPTAHM3ALIMAX

Cirganization meanagement Customer satisfaction.
Gurdelines for complaints handling i arganizations

Oata gaefensa — 2008—06—01

1 O6nacTb NnpUMeHeHUA

CranpapT coQepsuT PYKOBOACTEO MO YNPABNSHUKD NDETEHAHAMK, CBAIAHHBIMWA C NPOAYKUWEHR, BKMO4aRA
nnasMposanKe, paapaboTry, NPOKIB0ACTED, OBCMyMHMBaHWE ¥ yNydweHta. MNpouece No yNnpasnaH|io NpeTeH-
IHAMK MOMET UCNONBIOBATECA B KAYECTRE OAHOMD M3 NPOUECCOB CUCTBMbl MEHEIHMEHTA KaYeCTea opraxMaa-
LM,

HacToAwMA cTaKaAapT HE NPRMEHIAM K TPYL0BRIM CTIOPaM M CNOPaM, NEpeqaHHeM ONA PELLEHHA TRETEEeR
CTOPOHE BHE OPraHHIALHH.

HacToAWMA CTaHOapT NPeqHasHaYeH ANA WCNoNsLI0OBEaHMA OPraqMU3aUUAMK BCEX paaMepos W chep
ABATENEHOCTH. PYyKDBOOCTED ANANPEANDHATHA W OpraHM3aauni Manond GU3HEca NPUBEOEHD B NPANOREHWA A

HacToAwuwi cTangapT paccMaTpHBAET CNeayow e acnakThl paboTel C NPETEHINAMA:

a) yBenwyeHne yOoBneTROPEHHOCTH NOTPpeuTena NyTeM Co3gadvA CoUuManeHoN cpaasl, opueHTHpO-
BAHHOH HA NOTPEBUTENR, OTEPETOR ONA 0GpaTHOW CBAIM (BENICYAR NPETEHIMK ), PAIPE LUESHHA MIOGBLIX NONYYeH-
HbX MPETEHIMA W NOBLILLEHWA CNOCODHOCTHA OPraHy3auMdyd K COBEBPWEeHCTEORAHWID CBOEHR NpOOyEUHMH K
rayecTea obcnywHeanua noTpebnTens;

b) BoanedYeHHe 1 NPUHATHE 0GA3ATENECTE BLICLUWM PYKOBOACTROM NYTEM a0exBaTHOMD MEHEIHMEHTa
pecypcod (BKmoyan obyyeHna nepcoHana);

C} MCCNegoRaHne W OpHEHTAUWA Ha NOTPEGHOCTH W OXWIAHWA NPE0LABNAKLWY NPETEHINID,

d) coanavWe oTKpeITOMo, YyAOBHOMD B MCNONEIOBAHKKA ANA NP80EARNAICLIMY NPETEHIHI0 W 3dgaKT HBHO-
roNpoLecca No YNpasnaqHio NpeTeHInA MK,

@) AHANWI ¥ OUBHKE NPETEHINA, HANPABNEHHEX HA NOBLILEHWE K3YECTEA NPOAYKLMK M 0GCTyHMBaHWE
noTpaduTenain;

) ayouT Npoyecca No yNpaaneHHio NpaTeHInaAMH;

Q) aHAMKH3 pe3yNETATHBHOCTH W 2D HENTHEHOCTH NpOLECCa NO YNDABNEHHIO NDATEHIMAMK.

HacToAwMi cTasdapT He JaMeHAeT YCTaHOBNEHHEE B COOTBATCTBWM C 3aKoHOOaTensHbiMY 1 obraa-
TensHeiMA TPEGoBaAHMAMK NPpaBa W 0GAIAHHOCTH OPTAHWAALKA W NOTReBHTENA.

2 HopMaTHBHbIE CChINKK

E HacToAWwEM CTaHdapTe MCNONEI0BAHL HOPMATHBHEIE CCBIMKK HA CIeOyLME CTAHGAD Tk .

MO 9000:2005 CHCTeME! MEHEBOHMENTS KadacTRa. UCHOBHBIE NONOMEHWA W CROBADE

HMCO 90042000 CHCTEME MEHEOMMEHTS KAYECTEA. PEKOMEHOAUMM NO YIYYLLEHAKD O8ATENbHOCTH

MCO 19011: 2002 Pyx0oBOGALLME YEAIAHWA N0 AYQATY CHCTEM MEHEI#MEHTA Ka48CTREA WMNK CUCTEM JK0-
NOMAYSCHOITD MEHEIMMEHTA

MapaHHe GPHLMEN LHOE
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3 TepmMuHbI M ONpeneneHnA

B HACcTOALWEM CTAHIADTE NPHMEHEHE TEDMKAME M onpedeneqdua no MCOD 9000, a Takke cneqyolMe Tep-
MKUHBI © COOTRETCTRYHLLMMK ONpEaeneHHAMMK:

NMpumeswasne—BWCO S000:2000 repmnH anpogyeymas (cu. 3.4.2) onpegened €84 «pe3yNLTAT NPOYELCAD,
HOTOPEIA BENKOYEET YETEIDE KETEMOPHA NPOOYKLWK . YCOYE, NPOrpaMries ofecnederue, BNNapaTHee cpegoTes 3BM v ob-
pEBOTAHHLIS MATERHENL. B TEKCTE HECTOAWEND CTEHOADTE TEPMUH aNPOSYHEMAS MOKET TEKKE OZHAMETE € YCNyTys.

3.1 npegrABnAKOWKWA npaTed3mo (complainant): NMuo, opranvaauxs Wny 88 NpeacTasmTans, nogan-
L EE NpETEHIND.

3.2 npetenaua (complaint): Belpakesuws HeyJoRNETROPEHHOCTH NPOAYKUMER WiinK paboToi opradwaa-
LM, MITW HENCCDeACTEEHHRD NROLECCOM YIPARNSHWA NDSTEHIMAMN B CUTYALMAR, A8 ABHO WK HERBHO O¥KU13-
EBTCA OTEET WA DELISHAE.

3.3 noTpadwrens (customar): OpraqdaaumMa WK NHUo, NONY4Yam Wes Npoay KL,

fpumep — fMompefumens, KAUSHM, 38KAIYUE, POAHUYHLID mopaoaer, Geneduyuap ¥ NoKynamens fom.
3.3.5 HCO B000)

34 ypoBneTROpeHHOCTL noTpebuTana (customer satisfaction): BocnpuaTe noTpeburanam cTenamm
BEINGMHEHWA B0 TReSoBaHMA.

Mpumeywane— Tepmed npreened B 3.1.4 WO 9000, MNpumeya R yaaneHI.

3.5 obcnywueadue notpebuTenn (customer service): BaanmoaedcTBME opradviaunn o notpebure-
NEM Ha BCEX CTAOMAX MHUIHSHHOTD LIMKNE NDOoOYKLMHK.

3.6 obparHanceask (feedback) KoMMEHTaDUMW, SKCNEDTHIA M CEE0SHWA O 3AWMHTEPECOBAHHOCTH B Npo-
OYELMKA HNW NPOLBCCE YNPARNEHHA NPETEH3MAMK.

3.7 aavWTepecoBadHan cTopoxa (interested party): Mauo wnK rpynna nuu, 3avHTepecoBantbIe B ABR-
TEMNEHOCTIA MK YCN2XKEe ODTaHNIALINA.

Mpuwmesasn e — Tepmud npreeged B 3.3.7 WO 2000, Npumep 1 NnpraseYaHAe YOSNEHE: .

3.8 uens (objective) PeayneTar, K KOTOPOMY CTREMATCA B OBNAacTk paboTel ¢ NpETEHIMAMA.

3.9 nonvrika (policy) OGWwe HAMEDEHWA W HANDABNEHHA JEATENBHOCTHA OPraHMaIauyy B oBnacTH
pafoTel C NPETEHIMAMK, OPHUHANLHO CHOPMYNUPOBAHHEIE BLICLLIMM DYKOBOOCTEOM.

3.10 npouece (process): COBOKYNMHOCTE BIAMMOCBRIAHHEX MK BIAWMOOSACTEYIOLWME BMO0E OEATE -
HOCTH, NpEobpasyIoWan BX006N B B0k,

Mpumesande— Tepusd npgagad g 3.4 1 HCO 8000, MpumeyaHas yOanaHs.

4 OcHOBHbIE PYKOBOOALIME NPUHLUMMbI

4.1 OBWMe NoONoKEHMA

OCcHOBHBIE DYHROBOORLLWE NPMHLMNE MOEKTHEHOM YT PaBNeH A NPeTaHIMAM HANoweHsl B 4.2—4.10.

4.2 BoamMOoMHOCTE BHIYANLHOTO AOCTYNA

Mupoprauus o MecTe ¥ cnocobe npeakrABneHud NpeTeHIuy 0oMsHa BeiTe JoBedsHa 0o noTpebuTens,
NEPCOHANa W APYIAX 3aUHTEPECOBAHHB CTOPOH W A0MEHA GbITh BOCTYNHOM.

4.3 [JocTynHOCTEL

Heobxodumo oBecneqyTe ANA BCeX NpedbABNALLME NPETEHIMD Nerkkil GOCTyn K NpoUeccy ynpasne-
HHA NPETEHINAMKA, 3 TAKKE K MHQOpMaUMK C NoApoBHEM ONKUCaHneM NOPASKE NoJaYH M DELLEHHA NPETEHIWA.
Mpouyecc yNpasneHnA NPETEHIUAMKA U QONONHU TENEHAR MHPODMAL KA DON*HE 6T NPOCTE ANA NOHAMAHKA W
HMCNONE30BaHKA. MHPopMayna JoNHHa BilTe MANOMEHa JOCTYNHBM AJLIKOM. BHE 328MCUMOCTH OT HANOMEHHA
W ODOPMNEHWA, NCNONBEIOBAHHLIX NPW NPEAN0MEHHH WHNKH NOCTARKE NPOIYKL WK, BKMHKAYAA anbTEPHATHBHBbIE
OpMEl (HANDUMED KPYTIHBA WpKDT, Wprud T Bpaina uny ayauoaanice ), HeobxoauMo obecnaqduTe A0CTYN Ko
BCEAHB06X0QNMON MHDOPMAaLIWK O NDOUBCOR YNPABNEHWA NPETEHIMAMM M HEOEXOOWMYI0 NOMOLLE NP NoAaYE
NPEeTeHIMg (Ca. npunoxexue B) Takam obpasom, 4Tobbl HE NPHUYMHKTE Bpeaa NPeaLABNAKLEMY NDETEHIN 0.

4.4 BsicTpog pEardpoBaHAe HA NPaTEHIKWID

Oprasnaauna JomeHa HeMeqNeHH0 1aTs NOOTBEPHOEHWE O NONYYEHHK NPETEHIHNK NHUY, NPEIBLRBNAKD-
ey npaTedadin. NpeTeHadd HeobxoquMo pacCMaTPHBATE B COOTBETCTEMIA C UX CPOMHOCTLID. Hanpueap,
BOMNPOCH, CBAIAHHEE CO 300P0OBEEM W De30NacHOCTEI0 Moaed, A0MMHE BeTe pAcCMOTREHE HEMEQNSHHD.
MNpouecc paboTel C NPETEHIKAMK JonKeH obecnedyreaTs BexnMece obpawera NepcoMana c NMUoM, Npadk-

2
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ABMAKKLMM NPETEHIKID, 8 Tawke obAIaTeneHos HHDODMHUDOBAHWE NPEOLABNAKLWETD NPETEHIMIo O CPORAX
PACCMOTREHWA W NPOSBMMEHAH B paboTe No NpeTEeHIHM.

4.5 DOBLEKTHBEHOCTE

Kamoyw NpaTeHInkd cneqyeT paccMaTpyBaTts B PABHONPARHOA, OOBEKTUBHOM W HenpenyGesnaHHOR
popMe HA BoRX CTAOWAX NpoUScca paboTel C NPETEHIMAMM [CRM. NpUNOMeHWe C).

4.6 Hapepxku

Ooctyn & npogeccy no paboTe ¢ NpeTeHIMAMKA gonweH DsiTe BECNNATHRIM OANA NPEALABNRKIOWETD Npa-
TEHAN0.

4.7 KondroeHUHANLEHOCTE

Mu4Has HHPopMaUKMa 0 NPEgBERBNAWEM NPETEHIME SON¥XHA BeTE (NpH HeoBXoQuMOoCTH) BOCTYNHE
ANA paGoTel C NPETEHIWER BHYTPH ODTaHNIAWMK W AETHEHD 3AWMLIEHA OT HECAHKUWOHKDOBAHKOTD QOCTYNa,
SCNW NOTPEGUTENE KN NP LRABNAILWAWA NPETEHAM0 TPaGYeT orpasn4eHnA QOCTYNEa K HEed.

4.8 OpueHTauMa Ha noTpebuTana

COpraqv3auds JoMmeHa B CEBOBA JeATENEHOCTH OPMEHTHPOBATRCA HA NOTREDUTENA, ObiTe OTEDLITONR ONA
obpaTHOM CBAIW (BKNIDYAA NDETEHIKHK )] W NPHHAMATE Ha ceba obazaTankCTEA NPEANDHHRMATE HE0BX00MEe
QEACTREMA ND YPEryNUpOBaHWI0 NPETEHIMA.

4.9 OTEETCTEEHHOCTEL

Oprasusaumqa gonyHa obecnednsats yCTaHORNEHWE W GOBE0EHWE 00 CEEEHWA NEPCOHANA OTBETCTBEM-
HOCTH 33 OeATANLHOCTE W NDUHATEE DELWEHHA NO YIPAENaHWD NPETEHIMAMK, OTY2THOCTE N0 WX paXy NETATAM
BoM#Ha BbiTe YE8THD YCTAHOBIES HE.

4.10 NocToArHOo® YNy4YlWeHne

MoCTOAHKHOE YNYYWEHWe NPOLECcCa YNPARNEeHWA NPETEHIWAMKY W K3YeCTBa NPOaYKUAM O0NMHO BeiTe
HEWIMEHHON LRNEI ODTaHNIALNA.

5 Crpykrypa obpaboTkm npeTeHIni

5.1 ObazarenscTEa

DpraddIamgma QOMEHa NDMEAME T Ha cebn akTHBEHEE 0BAZaTANECTRES NO DEIYNETATHEROMY W 3HpeKTHE-
HOMY YypARNSHWID npaTeHsnAMy. Ocoberyo BawHo, YToGE 3T 06AIATENLCTRE EMOHCTPHPOBANWCE W WCXO-
QUMK OT BRICLLETD pYEOROOCTES ORraHUIay K.

MpMHATRS FAPAHTHA W OGA3ATENECTEA DEATHROBAHMA HA NPETEHIMW NPELSCTABNAKT BOAMONHOCTE W
nepcoHany, v NoTpeaduTansaM BHOCKTE CBOW BKNA B COBEDIEHCTEOBAHWE NPOSYHLMK W NDOLUBCCOB OpraHn-
3ALIMKA.

31 0bRIATENLCTES A0MKHE GkITh YHTEHL! NPK ONPEOENEHUW, NDHHATIAW 1 JOBS08HWM 00 CBEOSHMA Nep-
coHana v noTpebfuTenaid NONUTHKRK ¥ NpoLenyD yNpaaneHwa npateHadAmy. B obRaatenscTea pyxosogcTea
OOMHKHO BXOOWTE BbifenaHie HeobxoaMMeX pECYPCOB, BRMNIOYAA 3aTPaTel Ha obyvyaHue.

5.2 MonnTHka

Briclee pyKOBOACTEO OOMMHO YCTAHOBMTE YETHD CHOpMyNMPOBaHHYI0 NONUTUKY YNPaBNeHKA NpeTasx-
IUAMMK, OPHEHTHROBAHHYH Ha NoTpebuTennA. NonMTika JomkHa GeTe AOCTYNHA ¥ QOBE0eHa A0 CEROEHHA BOa-
ro nepcodana. MonvTika Tawke gomeHa GuiTe AOCTYNHA NOTPEEMTENAM W ADYTHM JaUHTEPECOBAHHBLIM
CTopoHaM. Ha oCHOBE NoNWTHEM J0MHHEl BeiTe YCTAHORNSHL NPOULSOYDel W Land Npoyecca YyNpaanaHua npa-
TEHIMAKMH ONA KEEO0H ONepayMHd U Boax PYHEUWOHANBHBIX 0DAIaHHOCTEN.

Mpw YCTAHOBNE KWK NONWMTHEA W LEN&A NPOUAcca yNPaBnerda NPeTeH3IvAMA A0MHHbl BT NPUHATE BO
BHAMAaHWE CNeqyow e gaKTops:

= YCTAHOBMEHHBIR 2AKOHOOATENEHEE W 00AZaTENEHER TRPeBoBAHKA,

= (DHHAHCOBLIE, NPOMIBOOCTEGHHEIE M OPraHH3aLHOHHLIE TpEGoBaHKA,

= BXOOMbLIE 03HHBE OT NOTpebUTenel, NepooHana U 4pyrky 3aMHTepecoBaH B CTOROH.

MonuTrEa B oBNACTH K3YECcTEa M NONWTHES [0 yND3BNEHHD NDETEHIMAMK JOMaHE DbiTe COrMacoBaHsl.

5.3 OTEETCTEAHHOCTE H NONHOMOYHA

5.3.1 Belcwee pyHOBOOCTED QOMEHE HECTH OTEETCTEEHHOCTE 38 CNegYIDWYI0 OeATENEHOCTER:

a) obecnevyeHHe YCTAHDRNEHWA NDOUECca W Lenel yNpasnaHHA NpeTe HIMAMA,

b) obecne4YgHWe B COOTRETCTBMM C NONUTHEDR ODraHAIZWAK YTIDARNSHWA NDaTEHIHMAMA NNAHHPOBAHWA,
pazpaboTikM, OCYWeCTENEHWA, NOQOELEAHWA B pabouem COCTORHWM W NOCTOAHHOND YNYUYLWEeHWA NpOoUeCca
YNDARNEHHA NPETEHIMAMK,

C} WOeHTHRMEAUWMIO M pacnpegeneHue HeobXoauMelX aQMHHUCTDATHEHED PECYPCOB ANA A0CTHHEHWA
PEIYNETATMBHOCTH W 3 REKTHEHOCTH NPOLECCa YyNPABNEHWA NPETEHIMAMM,
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d) cogedcTEWe pacnpoOCTpaHeHHD NOHWMAaHWA OpralMIayvel BaMHOCTH NpoOUecca yNpaBneHHA npa-
TEHIMAMH H HEODXOQUMOCTH CPHEHTAUMH Ha NoTpeduTanRA;

&) ofacnedvenve J0BEAEHMA A0 NOTPEBHTENER, NPEIBEARNAKLIAX NPETEHIKWD, W OPYTHX JaUHTEPECo-
BAHHLE CTOPOH B NErKod M A0CTYNHOR hopMe MHDOoPMaLIMK O NPOUBCCE YNPABRNEHWA NPETEHINAMA (M. NpAne-
waHne G

f] HazHa4YeHuE NPeACTABMTENA PYKOBOACTAA NOD YNPABNEHHIO NPETEHIMAMK, ONpeaeneHHe aro oTBeT-
CTEBEHHOCTH W NONHOMOYKA B QONONHEHWE K OTEETCTEEHHOCTH M NONHOMOUKAM , NPHUESJeHHEIM B 5.3.2;

g} obecnedvenue GeICTpOro W 3gpPeKTHEHOMD NPOLECca YEEOOMNEHHA BuICLUSND PYKOBOACTEA O NM0GEIX
CYLLECTEE HHEBIX NPETEH3HNAK;

h) nepdogWYecKkHMi aHanywa Npoyecca yNpaeneHHuA NDeTeHIHAKMA ANA oBecnaYyeH A ero peayNsTaTHBHOR
W e TUEHON paBOTE U NOCTORMHOTD YNYULLEHWA.

5.3.2 lMNpegcTaEuTeNk DYEOBOOCTES NO YNPARNSHHKD NPETEHIMAMIA OOMKEH HECTH OTRETCTEEHHOCTE 38
CNenyioLyWMe nefcTBMA:

a) onpegenegHre 1 hyHELWOHHPOBAHKWE NPOUECCOB MOHUTOPRWMHIE, OLUEHKW M NPEOCTABNEHHA OTYaTOE,

b} npeacTapneHke OTHETOR BRICILEMY DYESROSCTEY O OyHELWOHKDOBAHKMI NPOUEcca yNDaEnasda npe-
TEHIWMAMM W HEOGXOONMOCTH YITYLLIEHHA

C) NoOOOepHKY peIyNLTATHEHOMD 1 3DHerTUBHOND §YHKLWOHMDOBAHUA NPOUBCCa YNPARNeHHA NpaTex-
IMAMM, BEMOYan Habop W obyyeHne NepcoHana, TexHonorMdeckne TpeboeannaA, TpeboRAHNA K ASKYMEBHTaM,
COBMOOEHHE ZANNAHMPOBAHHEIK CROKOE YPEryNMpOBAHWA NPETEHIWA W OPYTHE TPEGOBAHKA, 3 TAKNME NpOoBaaEe-
HHE aHanK3a Nnpoyacca.

5.3.3 PyHOBOOMTENW OPTaHMIALWMM PAINKYHBIX CTRYETYDHBIX NOAPa3AeneHWiA, BOBNEYEHHLIS B NPOLECC
YNpaBsneHna NPETEHIMAMM B DaMEaX CEOMX NONHOMOYKA, OOMMHB ObiTe OTBETCTEEHHME 33 CREIYIOWWE
AeRCTRIAR:

a) ofecnadyeHua BHeqpeHnA NPOLECCa YNPaanaHuA NPETEHINAMA,

b} BaavMofeRCTEWE C NPEOCTABHTENEM DYKOBOOCTES NO YNDABMEHWKD MDA TEHINA M,

C) ofecnewsHHe CoJeRCTEMA PAcNpoOCTRaHEHWKD NOHWMAHKA NPOUECcCa YyNPaBNeHWA NPeTeHIKMAMK M
HEOOXOOMMOCTH OpMEHTALMK Ha NoTpebuTenA;

d} obecnedeHds Nersors QocTYNa K MHpopMayiKM O NPOUeCcoR yDARNaHKA NPETEHIKAMM;

8} NpeacTaENaHMe OTYETOR O JeATENsHICTH | NDHHATEE DEWSHKAK NO YIPARME HAK NRPETEHIMAMA,

f} ofecneveaHne NDOBEOSHWA MOMHTODHHIE NPOUAECCA YyNPABNEHWA NPEeTEHIHAMM W DETHCTPALMK 8ro
P&y e TATON,

g) obacnedvenna NpoReQEHMA COOTEETCTEYIWME OBRCTEMA C LUENbH YCTPaHeHWA npobnese, npeg-
YNPEMOEHWA B8 NOBTOPHOND BOIHHEHOBEHWA W BEASHNA PEMCTDALMOHHEIX 3aNWCEA;

h} obecnedYare GOCTYNHOCTH aHHEK N0 YTTPABNEHAK NPETEHIWAMA ONA AHANK3E CO CTODOHE BICLLE-
ro pyKOBOACTEA.

5.3 4 BecenepCcoHan, HENOCPEOCTEEHHO paboTaKWME CNOTPEBUTENAMME M NPE I EABMAKLIMMA NPETeH-
AMD, GOTTHEH:

= ObiTe 0GY4eH YyTIPABNEHWIO NPETEHIHAMIA;

= cofnogate TpeboEaHWA KNPeOCcTABNEHHIO YCTAHOBNEHHER OTYETOR N0 Nobosy anay paboT C npeTesx-
AMAMM;

- pEsnMe0 obpawatech ¢ NOTREOMTENAMY, DLICTPO paAcCMaTPUBATE NPETEHIMK WNW HANDAENATE HX
OTEETCTEEHHOY WCTONHAT &I,

= NOK3IBBATE XODOWHE MEKMHYHOCTHEE M KOMMYHHES THEHEIE HABLIKH,

5.3.5 Beceknepcodan OoMeH:

= IHATE O CEOEA DOMNK, OTESTCTEEHHOCTH M NOMNHOMOYMAX OTHOCHTENEHO NDETeHIMA;

- 3HATE NOCNea0BATENRHOCTE NPOULEOYD W NPeSOCTARNASMYHY NPEIEARNAICLEMY NPETEHIME WHDOoR-
(LETHE R

= MPpe0CcTaBNATE OTYETE MO NPETEHIKAM, ORIk B3 KDLWHM CYLYECTREEHHDE BO3AQeRACTBNE HA ORIaHKAALMED.

6 Mnanupoeanue n pazpaboTka

6.1 OBwme nonoxeHMA

OnA NoBsIUeHAA NOANBHOCTA, YI0BNATEODEHHOCTIA NOTPESUTENA W NOBBIWEHWA KAYECTEA NPOAY LM
OpraHKaaLMA AONKHE 3anNaHUpoBaTE M paspatoTaTe PEIYTTETATUBHLIA M PHEKTHBHLIE NPOLECT YNPpaABNEHHA
NpETEHINAMK. B COOTEBETCTEXN C NONHTHKDA 1 UENAMM yNDaRNEe HUA NPETEHINAMK 3TOT NPOUECC DONMEH BKMTG-
4aTe B cebA Habop B3anMOCEAIAHHBIX W COMNACOBAHHO (YHKLWMOHHDYIOWHMX BAO0R A8ATENBHOCTH W NCNONE30-
BAHWE PAINHYHBIX YENOBEeYECHHE, HHPODMALMOHHLIX, MaTepHMansHeEX, PUHAHCOBLIX PECYPCOB W PECYpCoB

i
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HHDPACTRYRTY DL OpraddaaUMs JonsHa KCNonk30BaTe COBPEMEBHHLIE MBTOALI YNDABNEHUA NPETEHIHAMA,
NPUMEHASMBIE ADYTHUMA CPraHA3ALMAMM.

6.2 Lenwn

Briclwee pyKOoBOACTEO OPraHv3aLmMK A0nKHo oBacneyn Te ONpageneHKe LEnad no ynpaenesmio npeTesx-
IUAMMK ANA COOTRETCTEYIOWMX NOAPA3ASNEHAA W Ha COOTBETCTEYIOLLMX YDOBHAX. LIBNK B yNPaBNEHAW NPeTeH-
IWAMK O0MKHE! B6ITh HIMEDAMBIMK M COMMACOBAHHLIMK C NONUTUKDA NO YNDABMNEHKD NPETEHIMAMA. Lignu
cheayeT yCTaHaBNWBaTs Yepesd 3anfasupoBaHHbLIE HHTEDBANL BPeMEHA H MMETE KDMTaDHM MY A0CTHHEHWA.

6.3 JeaTensHOCTE

Bbiclwee pykoBOACTED OOMHHO 0GeCNeYMBEaTE NNAHWPOBAHKE NPOLECCa YNPARNEHWA NDETEHIMAMK ONA
NoOOSEMHEHHAA ¥ NOBRILLEHHA Y AOENETESDEHHOCTH NoTpebnTenai. Npouece yNpasneHIva NDETEHIANAMM MOMET
DiTh BIAMMOCRAIIH M COMACOBaH © QDYIMMA NDOUECCAMK CHCTEMEl MEHEIHMEHTA KAYSCTRES OPTAHMIALMK.

6.4 Pacypcwl

Bhicluge pYyHOBOOCTES OPradMIayny OoMmeHs onpedentTe W obecnednTe pacypihl, HEobXoOHMelE Ona
NoAAepHaHKA PEIYNETATHEHOMD K 3 HhexTHEHOND NPOYECCa yNPDABNEHHA NPETEHIMAMK. 3T0 TaiMe pecypckl
KaK nepcoHan, oby4erHye, npousaypsl, QOKYMEHTE, NOLASEHES CNELWanMcTOR, Mareprant, obopyaopaxme,
KOMNLIOTEDHEIE aNNapaTHse COeacTEa, NEOrPaMuMHoe 0Becnedye e i PHHAHCE.

BawHbiMi pECcypcami NpoLecca yNpasnasda NpeTeHIMAMY ABNAINTCA oTOOp, noagepwka u obydeHue
BOBNEYEHHON B NPoUEcT NepcoHana.

7 OcHOBHbIg BBl OEATENRHOCTH NpoUecca YNpaBNeHWA NpeTeH3IMAMHA

7.1 DEparHan cBA3L

HMHdopMau«a o NpoLecce YNpaBneHMa NPeTeHIMAMK B rae Spowsop, naMgneTos Mnu MHpOopMaLHMy Ha
INBETPOHHEIX HOCHTENAX A0MHHA OsiTe NETKD GOCTYNHE NOTRebnTanAM, Npe L LRABMAKLLMG NDETEHIMKA 1 ApY-
AM Z3MHTEPECOBAMHEIM CTOROHAM. 3T3 MHMODMALWMA OONHKHE BiITE HANOHEHA MOHATHEIM A3kIEIM W B QOCTYN-
HOW OnA Bcex qopme, obecneYdBan HenpuyYUuHeHws Bpefa npefbLARNALWENy npeTedsue. Mpameps
HeoBXoOUMoR HHD opMaUMeM:

- CREMSHWA O MECTE NoOOaYH NPeTEeHIN,

= CE8OeHMA O opME NoOoa4YM NPETEHIWA;

= CREO8HWA, NpeaoCTARNARMEIE NPe0BABMNADLLMM NPETEHI M (CM. NpUNnoxeHte B,

= npoyecc obpaboTiM NDETEHIKK,

= MHTEPBANE BEpEMaHW, HeoDXoOMMsa ANA BRNONHEHWA CTAOMA NPoYacca;

- NpeAno¥eHWA NPedLABNAKLLEID NPaTEHIMn NO WCNpaBNaHkuid CHTYaLUMK, BENI0YaR BHELIHWE Cpas-
cTea (oM. 7.8),

= cnocobbl NONYYEHUA NPEOEABNAKLLMM NPETEHIMK KHEODMAUWK O COCTOAHMK NPETEHINH.

7.2 NMNony4yaHWe NpaTeHIMK

Mocne NepaoHa4ansHoOro NOMNYYEHAA NPATEHIMA BMECTE C A0NONHWTENBHON WHBOpMaLWneR 0onKHa
ObiTe JAPETMCTOMPOBAHA, W B8R JomesH DeiTh NPHCBOEH YHHUKANEHBIA MOBHTHDHKAUMOHHEA Kog. Mpd 3anvcK
MNepBEoHAYANHOH NPETEHIWA OOMHHE DRiTe ONpaLeneé e COeaCTES W METOOR DELLISHNA NpoEneMsl, Npeanara-
EMBle NPEALABNAILWMM NPETEHIMID, 8 Talke nban gpyras uidopmayna, Heobxoauman 4nA adperTHEHOM
ofpafoTed NpeTeHanH, BENYan B celia:

= ONACAHKE NDETEHIAK W He0BXoQHUMEE DONONHUTENEHLIE JaHHEE,

- TpebyeMsule CpeOCTEa ANA PEEHARA;

- ONWCaHWe 00LaKTa NPETEHIKK (NPOAYKLMA UMM Npouecs obomysMBaHiA |;

= OMWOAeMEIA CPOK OTEETA,

= NAHHEE O NepCoHana, oOpasnenaHuK, OpraHiIanEE U MNH CErMaHTe DMK

= HEMEOMNEHHOES DACCMOTDEHAE NPETEHIMK NOCNE NOgaYH NPETEHIKA.

NanesHeidles pYKOBOACTED NPUBEIEH0 B NpMNoxeHunax B« D.

7.3 MNpocnexHBE3aMOCTL NPETEHIHMK

MpeTedadio cnefyeT NPOCNeMUBaTE 0T MOMEHTE &8 NoNy4aHHA A0 NONHOro 3aBaplleHKA npouscca
YNpABNEHHA NPETEHINER, KOTAE NPEaIEABNAWLWA NPeTeH3 ByYaeT YOOANETROPEH MAK NPUHATE 3aKNI0YN-
TENLHOE peweHke. MNpelbABNAKULLIKWA NPETEHIMIO N3 3aNPOCY W YEPaa 3anNaHnpoBaHHBIE DEMYNADHEIE HHTEP-
BAMNBl BPEMEHW, N0 KPAAHER MEPE BO BpaMA NEPBOHAYANLHO YCTAHOBMNEHHOMD CHOKA HCNONHEHWA, ACNHEH
HMETE JOCTYN KNHDODMALMA O TEKYLLEM COCTOARKM NPOLSCCa YNPABNEHWA NPETeHINER.

7.4 MogreepsgaHHe NPeETEHIHKA

Mony4exsue KaxmoR NPETEHIMK JOMKHO BRiTe HEMEBANEHHD NOOTREPHIEHD NPeNEABRNAOLYEMY NPETaH-
MK [HANPHMER, N0 No4TE, Tenedowy HNKW ANeKTRPOHHONA NoYTE).
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7.5 NepeoHadYanbHaA OUSHKS NPaTEHIMKA

MNocne NoNy$eHHA KaMaoH NpeTeHI qomsHa GuTe NPOBEOeHa 88 NEPBEOHAYANLHAR CUBHEA C TOYEM
INEHWA TAKHX KPUTEPUER KaK BAWHOCTE, DEI0NACHOCTE, COMHOCTE, BOAMOMHEIE NOCNEACTREAA, 3 TAKKE 4ON-
#H3 BT NPOBEASHE OLEHKA HEOBXOOUMOCTA W BO3MOMHOCTH NPOBEOEHHA HEMEQNEHHBIX JeACTEWA N0 pac-
CMOTREHH IO NDETEHIHM.

T.6 PaccnegoBaHWe npeTeHIAR

Boe pazyMHeE YCUNWUA J0NKHE ObiTe NPEANPUHATE ANA paccnenosadna acex Heobxoaumesx oboTos-
TENBCTE H JaHHBIX, CEAIAHHBIX C NDETEHIHeR. YDoReHs DACCNEO0BaAHUA A0NHMEH BTk COPaIMEDHBLIM BAMHOC-
TH, HYECTOTE BOIHMKHOBEHMA W TAKECTH NOCNEOCTEMH NDeTEHIMK.

T.7T OTEET Ha NpETEHIWKA

MNocne cOOTBETCTEYIOWEND paccnenosaiMa O6CTOATENLCTE M JaHHENX N0 NPETEHIWA OprasMIalnMa pon-
MHA NPEONOMWTE OTEETHLIE JeACTBHUA (CH. NPUNCHeHWE E), Hanpyumep HCnpaenesue Npobnemsl WHny npag-
ynpemaeHwe ee NOBTOPHOMD noABnedds B Oyaywes. Ecnu npeTedHsvA He MoMeT ObiTh HEMEONEHHO
¥AOBNETEOPEHE, TO OPraHn3ay A QOMKHa HARTK cnocol ee pRLWEHKA, KOTODEIA MOMET NPUBECTH K Haubonee
PEEKTHBHOMY PEAYNLTATY B BOIMOMHO BONEE KOPOTEME CPOKK {CM. NpUNoHeHna F)

7.8 OGpaTHan CEBAIL NO NPHHATOMY DELLIGHM

Peweaxwe unu mobsie 0eRCTEWA, CBA3AHMbIE C NPETEHIME R 1 MMEKWWE OTHOLWEHWA K NPEIBLRRNAILLEMY
NPETEHIAD WNA BORMEYEHHOMY NepCoHaNY, A0MKHE BhiTe A0BEAEHEE 00 HWX HEMEONESHHO NOCHE NPUHATHA
pPELeHNA HNK BLINOMHEHWA COOTESTCTEYILMY OSHCTEHA.

7.9 3apepweHWe AOACTEWA NO YNPARNEHAK NPeTEHIWEH

Ecnu npegbRENA0LILWA NDETEHAMID COMMACEH C NPEANOHEHHEIM DELISHUEM WIXNK JEACTBMEM, TO TaKkKne
pELEHAE WIXNK A8RCTEXA SOMKHEl BBITE BRINONHEHL H 3APEMMCTPHDOBAHL .

Ecnv npegsaenAowMi NpeTeHIHI0 He COTNACcEH C NPEANOHEHHEIM PELLEHHEM WK J8ACTEHEM, TO Npe-
TEHIMA JONKHA OCTABATECA OTKPLITON. TAKOW CTATYC NPETEHAWK A0MHeH BbiTe 3apErucTpUpOBaN. a8 NpagLAB-
NAKWMA NPETEHIUD JomHeH BuiTe NPOUHQOPMUPOBAH OTHOCHTENEHO ANBTEPHATHEHE POPM W BADKAMTOR
PELLEHWAA WIANK QEACTRIARN.

Opraduiayna qonsHa NposoauTeE MOHMTOPHHT A8ACTEWA N0 YNpaBNaHHIo NpETeH3Ikei 0o Tex Nop, noxa
HE By AYT MCNoNBEI0BaHSE BCE DA3YMHLIE BHY TDEHHWE 1 BHELHHE BOIMOMHOCTH ANA YO0BNETEODEHWA NPa I LAR-
NANWETD NPETEHINID.

8 OBcnyxMBaHWe W ynyvleHWe

8.1 Chop mHdopmaymu

Opradvaayna GonkHa pErMcTPHPOBATE 3aNKCK 0 X048 NPOUEcca YyIDABENSHKA NpeTeHawaMi. Opraqqaa-
LHA OOMHHE YCTAHOBUTE M BHBADWTE NPOUEdYPE JaNMCER NPETEHIMA 1 OTEETOR Ha HWX, HEobxooHMele QnA
WCNONBIOBAHKA ATUX JanWced 1 YNPaBnNaHda MMM, 8 TAIKe 00MiHa BeTeE obecnevaHa 3almTa noboil NKMYHo#
MHPOPMALMIA W KOHDHEEHEWANEHOCTA NPEALABNAKLErD NpeTaHzdn. [poueaypa BE0eHKA 3aNKcel JoN%Ha
BEMNICYATE B ceba;

a) onpaganaHie NocneaosaTankHbix WAaros no noeHTHKKaUWW, cbopy, Knacckugukauun, obonysmaa-
HIAKDY, XPaHEHHD W YHAYTOMEHMH 3JANACEA;

b} npW pErMCTPaUMM 3anUCeR No YNPagneduso NPaTeHIMAMKA 1 0BCNYHMBAHWIO NONYyYEHHBX 3ami-
CEA — obecnedaHie NpeaensHoR OCTOPDEHOCTH NPW XpaHeHid 3anHMoei Ha 3NeKTPoHHbIX ainax 1 Mar-|T=

Ml HOCHTEMNAX, TAK KAK JAMACKA H3 3THX HOCHTENAX MoryT ObiTe NOTERAHE B PRIYNETATE NNROXoOrD obpaleHmMa
MNH PHIMYBCKOND CTAPEHMA HOCHTENEN,

C) BEOEHUE W NOAepHKy B paloqYes COCTOAHWK 3aNKCaA No BIaaM 0GY4aHHA M HHCTRYETaNY, NpoBaaeH-
Hislbd © ITHUAME, YSACTEVIOW WM B NPOUSCCE YNDABNEHAR NPETEHINAMN,

d) ycranoeneHws TpeboBaHMA K OTBETAM HA JANPOCH NO NPEOCTARNEHWI0 W NBpaaaYe 3anHcen, nogan-
HilX NPE0BABMNAKWKM NPETEHIMI0 MNA B0 areHTOM; OHW MOTYT BHNOYETE CPOKN BENONHEHKWA, HEOBX0AUMMYHD
HHopMaUHI (HANPUMED, BUA, 3OpecaT U QopMaT MHgopsaLmm);

&) onpeganeHwe cnocoGos M CPOKDE PAcKPEITHA ANA 0DWECTRGHHOCT HENEePCOHNHUMPOBAHHbIX JaH-
HBIX O MPETEHIMAK,

B.2 AHANK3 W OLEHKA NPETAHIWA

OpradKaayna omsHa knacciPpuuMpoBaTs ¥ aHANKIMPOBATL BCE NPATAHIMK ANA YCTAHOBNEHWA CHCTE-

MATHYECKOID, NEPHOOWYECKA NOBTOPAEMOTD WMNW E0WHWYHOMD XapaKkTepa npobnem, onpeaenayyMA X oCHOBR-
HislX TEHAEHLAR W MEP N0 YCTPAHSHNK DCHOBHBLIX NPHYHH NPETEHIHA.

]



