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MNMpeaucnosue

Llenv v npuHumnel ctaHgapTmaaunmn B Poccuinckon ®eagepaumm yctaHoBneHbl PegepanbHbiM 3aKOHOM OT
27 pekabps 2002 r. Ne 184-d3 «O TexHU4eCKOM perynmpoBaHuny, a npaBuna NnpMMeEHeHNs1 HauoHanbHbIX
ctaHgapTtoB Poccuiickon ®egepaunmm — FOCT P 1.0—2004 «CtaHpaptmnsaums B Poccunckon degepauuu.
OCHOBHbIE MOMNOXEHUSA»

CBepeHusA o cTaHaapTe

1 NOAIrOTOBJIEH OTKpbITbIM akUUMOHEpPHbIM 0bLLecTBOM «Hay4yHo-uccneaoBaTenbCKUn LEHTP KOH-
Tpons u agnarHoctukm TexHmnyecknx cuctem» (OAO « HUL KO ») n TexHNn4ecknm KoMMTeToOM No CTaHZapTM3aunm
TK 10 «lepcnekTnBHble NPOU3BOACTBEHHbLIE TEXHOSIOMMN, MEHEIKMEHT U OLEHKa PUCKOB» Ha OCHOBE
CcOBCTBEHHOrO ayTEHTUYHOIO NEPEBOAA CTaHAapTa, yKa3aHHOro B NyHkTe 4

2 BHECEH YnpaeneHnuem pa3BuTusi, MHOpMaLMOHHOro obecrneyeHns n akkpeguTtaumm PegeparnbHoOro
areHTCTBa No TEXHUYECKOMY PEryfMPOBaHUI0 U METPOMOIrK

3 YTBEPXOEH W/ BBEJEH B JEMCTBUE [MMpukazom ®enepanbHOro areHTcTBa No TEXHUYECKOMY
perynupoBaHuto u MeTposnorum ot 31 oktabpst 2007 r. Ne 283-cT

4 Hactoswmin ctangapT naeHtTudeH mexayHapogHoMy ctaHgapty MCO 10002:2004 «MeHemKMeHT
KayecTBa. YOOBMNEeTBOPEHHOCTb NOTpebuTens. PykoBoACTBO N0 yNpaBneHUo MpeTeH3nsaMN B OpraHm3aumsaxy»
(ISO 10002:2004 «Quality management — Customer satisfaction — Guidelines for complaints handling in
organizations»).

HanmeHoBaHve HacTosLwero ctaHgapTa M3MEHEHO OTHOCUTENIbHO HAMMEHOBaHNS YKa3aHHOIO MeXay-
Hapo4HOro cTaHaapTa ans npmeedeHus B cootBetcTBue ¢ FOCT P 1.5—2004 (nogpasgen 3.5).

MNpw NnpMMeHeHun HacTosALWEero cTaHaapTa pekoMeHOyeTCH UCMONb30BaTb BMECTO CChINTOYHbIX MeXayHa-
POAHbIX CTaH4APTOB COOTBETCTBYHOLLME UM HauMOHanbHble CTaHAapThbl, CBEAEHNS O KOTOPbIX NPUBEAEHbI B
AONOMHNTENbHOM NPUOXeHUN J

5 BBEJEH BIMEPBbLIE

UHopmayus 06 usmMeHeHUsIX K Hacmosuwemy cmaHdapmy nybnukyemcs 8 exe200H0 u3dasaeMom
UHGhopMaUuUOHHOM yKka3amersie « HayuoHarnbHbie cmaHdapmbl», @ MeKcm U3MeHeHUU U rornpasok — 8 exxeme-
CSIYHO u3BasaeMbix UHGhOPMaUUOHHbIX yKkazamensx «HayuoHanbHbie cmaHdapmabi». B cnyyae nepecmompa
(3aMeHblI) unnu ommeHbl Hacmosiueao cmaHdapma coomeemcemeytoujee yeedomeHue b6ydem onybrukoeaHoO
8 exxeMecsiYHO u3dasaeMoM UHOPMayUOHHOM yKkaszamerne «HayuoHansHblie cmaHOapmsi». Coomeemcm-
syrowasi uHghopmauyusi, yeedoMieHuUe U meKCmbl pasmMewiaromcs makxe 8 UHghopMayUuoHHOU cucmeme obuye-
20 nosb308aHuUsi — Ha oghuyuansHoMm catime @edepasibHO20 a2eHmcmea ro MexHUYeCKoOMy peayiupo8aHuio
u Memporioauu 8 cemu VIHmepHem
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BBepeHue

0.1 O6Lwme nonoxeHus

HacTtosiymin ctaHgapT siBNsieTCs pyKOBOACTBOM MO pa3paboTke U BHEOPEHUIO pe3ynbTaTUBHOMO M
achbdheKkTMBHOrO nNpoLiecca ynpasneHus NPeTeH3nsaMM A5t BCEX TUMNOB KOMMEPYECKON MM HEKOMMEPYECKOM
OEeSATEnNbHOCTM, BKITIOYasn AeATENbHOCTb, CBA3AaHHYIO C 3N1EKTPOHHON Toprosrei. CTaHgapT npegHasHaveH aons
opraHusauui n notpebuTtenei, NpeabsaBASIOLLMX NPeTEH3UN, U OPYTUX 3aUHTEPECOBAHHbLIX CTOPOH.

NHdopmaums, nonyyeHHas B npoLecce paboTbl C IPETEH3USMW, MOXXET UCMONb30BaTbCS 4151 COBEPLUEH-
CTBOBaHMUS NPOAYKLUN 1 NPOLIECCOB U, €CNN NPEeTEH3UN A0MKHbIM 06pa3om obpaboTaHbl, MOXET YNyyLLUTb
penyTaumio opraHu3aLmmn He3aBUCKMMO OT €€ pa3Mepa, MECTOMONOXEHUS U chepbl AesATENbHOCTU. HacTosaLwmi
cTaHOapT npuobpeTaerT elle 6onbliee 3HaYeHMe Ha MeXayHapoaHOM pbIHKe, rae OT opraHM3aunii TpebyeTcs
OTKPbLITOCTb NPY yNpaBneHnn NPeTEH3USMN.

MoTpebHOCTL B pe3ynbTaTUBHOM U 3hPeKTUBHOM NpoLiecce ynpaBreHus NpeTeH3nsiM1 UCMbITbIBAOT
opraHuMsauum — npou3BoAUTENM NPOAYKLNM U OpraHU3auumn — notTpeduTeny aTom xxe NpoayKumm.

MpwuMedyaHune— B TekcTe cTaHaapTa TEPMUH «NPOAYKLUUSI» SBMSIETCS CUHOHUMOM TEPMUHA «yCryray.

PaboTa c npeTeH3nsiMun pacCMOTpeHa B HACTOSALLIEM CTaHA4aPTE C TOYKM 3pEHUS MPOLLECCHOMO Noaxoaa u
NMO3TOMY CMOCOOCTBYET MOBLILEHWIO YAOBIETBOPEHHOCTU MOTPebuTens. YnydweHue obpaTHOW CBSA3N C
notpebutenem, B TOM Yncne paboTbl C NPETEH3MSAMU, CBSAI3aHHbIMU C HEYAOBNETBOPEHHOCTLIO NOTpebutenen,
MOXET OTKPbITb HOBbl€ BO3MOXHOCTU MOBbLILLEHUS NOSANIBHOCTM NOTPEOUTENEN U KOHKYPEHTOCMOCOOHOCTH
opraHusaumm.

BHepgpeHue npouecca ynpaBneHnsa npeTeH3nsaMm MoXeT NPUBECTU K CreayoLwmMm pesynbTaTtam:

- NpefocTaBneHunio NnpeabaABNAOLEMY MPETEH3UI0 OTKPLITOro 4OCTYMNa K NPoLeccy ynpasrneHns npeTeH-
31amu;

- MOBbLILLUEHMIO CNOCOOHOCTM OpraHM3aumMn nocrneaoBaTeribHO, CUCTEMATUYHO U B A0BpoXKenaTenbHON
dopMe paspeluatb NPETEH3UN C OPUEHTALMEN HA B3aMMHOE YAOBIETBOPEHNE UHTEPECOB NPEABABSIOLLErO
NPeTEH3UI0 1 OpraHM3aLmm;

- MOBbILIEHMWIO CMOCOOHOCTM OpraHn3aLmm OTCrneXxnBaTb OCHOBHbIE TEHAEHLMN PbIHKA, YCTPaHATb Npu-
UYMHbI MPETEH3UN N NOCTOSIHHO yIyYllaTh AeSATENbHOCTb OpraHn3aunm;

- CO3[aHuIo B OpraHmMsaumm noaxoaa K yperynmpoBaHuio NpeTeH3uni, OpUeHTUPOBAHHOIO Ha NOTpebuTe-
N4, N NOOLpPEeHne NnepcoHara K CoOBepLIEHCTBOBaAHUIO HABbIKOB Npy paboTe ¢ noTpebutensamu;

- obecneveHnto OCHOBBI 4151 NOCTOSIHHOMO aHanu3a npouecca ynpasneHus NpeTeH3nsMun, paspeLleHuns
NpeTeH3ni 1 NPOBeaEHUS NpoLiecca yIyyLleHnst AeATENbHOCTM OpraHu3auum npu paboTe ¢ NpeTeH3namu.

OpraHusaumsi MoOXeT M0 XenaHUI MCNoNb30BaTh NPOLECC YNpaBeHUs NpeTeH3UsiM1 COBMECTHO C ApY-
MMM OKYMEHTamMu No YAOBMNETBOPEHHOCTU NOTPebUTENs 1 npoLeccamm no yperynmpoBaHuio Cropos.

0.2 CBasbcNCO9001:2000 n NCO 9004:2000

CTtaHgapT NpUMEHSIOT COBMECTHO co ctangapTamu cepumn MCO 9000 n moxeT ncnonb3oBaTbCs Ans 4oc-
TxeHus uenen MCO 9001 n NCO 9004. CtaHOapT Takke MOXET ObITb MCNONb30BaH CaAMOCTOATENbHO.

NCO 9001 yctaHaBnuBaeT TpeboBaHUSA K CUCTEME MEHEOXXMEHTA Ka4eCTBa, KOTOpble MOTYT UCMOSb30-
BaTbCH OpraHM3aunsiMy s uenen ceptTudmkauum unm 3aknioveHnsa KOHTpakToB. Mpouecc ynpaBneHus npe-
TEH3MAMMW, PACCMOTPEHHbLIA B HACTOSALLEM CTaHAApTe, MOXET WCMOMb30BaTbCA KakK 31EMEHT CUCTEMbI
MeHe)XKMeHTa KayecTBa.

HacToswmi ctaHgapT He NpeaHa3HadeH gnga uenen ceptugukaunm nnm npuy 3aknio4eHnn KOHTPaKkToB.

NCO 9004 copepx1T pekomeHaaLmm No NOCTOSAHHOMY YIy4LLEHWI0 AeSTeNbHOCTM opraHnsaumu. Npuve-
HeHne MCO 10002 HanpaBneHo Ha yny4lleHne pabdoTel opraHm3aumm B o6nactv paboTbl C NpeTeH3MsaMM, NOBbI-
LeHVe yAOBMNEeTBOPEHHOCTU NOTpebuTenen n apyrux 3anHTepecoBaHHbIX CTOPOH. lNprMeHeHne ctaHaapTta
MOXET NOMOYb OpraHmn3aLMam NOCTOSHHO YNyYllaTh Ka4eCTBO NPOAYKLIMM HA OCHOBE 0OpaTHOM CBA3W C NOTpe-
BuTENAMN N OPYTMMN 3aMHTEPECOBAHHLIMU CTOPOHAMMU.
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HAUMWOHANBbHBIAN CTAHOAPT POCCUUCKONW SGEOEPALUUM

MeHepXXMeHT opraHusauuu

YOOBNETBOPEHHOCTb NOTPEBUTENA
PYKOBOACTBO MO YNPABNEHUIO MPETEH3NAMU B OPTAHU3ALIUAX

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

Darta BBegeHmnsa — 2008—06—01

1 O6nacTtb NnpMMeHeHus

CraHgapT cooepXuT pykoBOACTBO MO yNpaBrieHUo NpeTeH3MsIMU, CBA3aHHbIMM C MPOAYKUMEN, BKINOYas
nnaHvpoBaHue, pa3paboTKy, NPOn3BOACTBO, OBCNYXUBaHME 1 yrydleHue. MNpouecc No ynpasnieHnto npeTeH-
3MSIMU MOXET MCMONb30BaTLCS B KAYECTBE O4HOMO U3 NPOLIECCOB CUCTEMbI MEHEOXKMEHTA Ka4yecTBa OpraHu13a-
unn.

HacToswmin ctTaHgapT He NPUMEHMM K TPYAOBbIM ClIOpaM 1 cnopam, nepegaHHbIM 4118 peLLeHNs TPETbEN
CTOPOHE BHE OpraHu3aumm.

HacTtoswmin ctaHgapT npegHasHavyeH ONns UCNONb30BaHMS OpraHu3auusiMm Bcex pasmepoB U cdep
aesaTenbHocTW. PykoBOACTBO ANS NpeanpuUsaTUM M opraHn3aLmMin Manoro 6usHeca npuBe4eHO B NPUNOXeEHUN A,

HacTosiwmii ctaHgapT paccmaTpyBaeT CneayroLme acnekTbl paboTbl C NPeTeH3NsIMU:

a) yBernu4yeHue yOoBrEeTBOPEHHOCTM NOTpebutens nytem cos3gaHus coumarnbHON cpedbl, OPUEHTUPO-
BaHHOW Ha NOTpPebuTens, OTKPbLITON ANg 06paTHON CBAA3M (BKITHOYAsA NPETEH3MM ), pa3peLleHns NMobbIX NoyYeH-
HbIX MPETEH3UN W MOBbILEHNUS CNOCOBHOCTM OpraHM3auun K COBEPLUEHCTBOBAHWIO CBOEN MpoayKuun W
KayecTBa 06CnyXnBaHUs NoTpeduTens;

b) BOBJie4YeHne U NpuHaTne 0653aTenbCTB BbICLLUM PpyKOBOACTBOM NyTeM afjeKBaTHOro MeHe)KMeHTa
pecypcoB (Bkntovas obyveHue nepcoHana);

C) nccnegoBaHme n opmneHTauma Ha I'IOTpe6HOCTVI N OXngaHua npeabAaBnALWLNX NPEeTEeH3UIO;

d) cosgaHue oTKpbITOro, ygobHOro B UCNOMb30BaHUM AN NpeabsBASAOLWLNX NPETEH3NI0 U 3 EKTUBHO-
ro npouecca no ynpasreHNo NPeTEH3NAMU;

e) aHann3 " oueHkKa npeTeH3|/||7|, HanpaBJ1eHHbIX Ha NOBbILLEHNE Ka4YeCTBa NpoaYyKLUNU U O6CJ'Iy)KI/IBaHVIe
notpebutenen;

f) ayauTt npouecca no yrnpaBneHuo NpeTeH3nsIMu;

g) aHanus pesynbTaTMBHOCTU 1 3¢hEKTMBHOCTM NpoLiecca Mo YNpaBneHWIO NPETEH3NSIMMU.

HacTtosiwmin ctaHaapT He 3aMeHsieT YCTaHOBMNEHHbIE B COOTBETCTBUMN C 3aKOHoAATENbHbIMU U 00s3a-
TenbHbIMK TpebOBaHNsIMM NpaBa U 0683aHHOCTM OpraHn3aLmmn u NoTpeduTensi.

2 HopmatuBHbIe CCbIIKU

B HacTosLWeM cTaHaapTe NCNonb3oBaHbl HOPMATUBHBIE CCbISNIKM Ha CrieayoLLmne CTaH4apThl:

MCO 9000:2005 Cuctembl MeHegkMeHTa kadecTBa. OCHOBHbIE MOMOXEHUS 1 CNOBapb

MCO 9004:2000 Cuctembl MEHEQ)KMEHTA KadecTBa. PekomeHgauum no yny4veHno 4eaTeNbHOCTH

MCO 19011:2002 PykoBoasLiue ykazaHus N0 ayanTy CUCTEM MEHEXKMEHTa KadeCcTBa U/UIm CUCTEM 3KO-
NOrMYeCcKoro MeHeKMeHTa
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3 TepMuHbI 1 onpeaeneHus

B HacTosweM cTaHgapTe npuMeHeHbl TepMUHbI M onpegenenns no MCO 9000, a Takke cnegyroLime Tep-
MMWHbI C COOTBETCTBYIOLLIMMU ONpeaeneHnssMu:

MpunmeyaHue—BWCO 9000:2000 TepmuH «npoaykumsa» (cM. 3.4.2) onpegeneH Kak «pesynsraT npoueccay,
KOTOPbIV BKIIOYAET YeTbipe KaTeropmm NpogyKLmm: ycnyru, nporpaMmHoe obecneveHune, annapaTtHble cpeactea 3BM u o6-
paboTaHHble MaTepuansl. B TekcTe HacTosILero cTaHaapTa TEPMUH «NPOAYKLMSI» MOXET Takke 03Ha4YaTb «yCryryy.

3.1 npeabaABnAOWMIA NpeTeH3uto (complainant): luLo, opraHu3auus nnm ee npeactaBuTeNb, Nogato-
LLIe€e NPETEH3NIO.

3.2 npeTeH3us (complaint): BolpaxxeHne Hey4oBNeTBOPEHHOCTM NPoAYyKLMen n/vnv paboTon opraHusa-
LK, UnNun HenocpeacTBEHHO NPOLLECCOM YNpaBneHusi NPeTEH3USMN B CUTYaLUSIX, FAe SSBHO UMW HESIBHO OXunaa-
eTCs OTBET UMW peLleHme.

3.3 notpebuTtensb (customer): OpraHvsauus Unv nN1uo, Nony4vatoLlee NpoayKUuto.

lMpumep — Mompe6bumenb, KNUeHM, 3aKa34uK, PO3HUYHbIU mopzaoeeu, 6eHechuyuap u NoKynamesnsb [CM.
3.3.5MC0O 9000]

3.4 ynoBneTBOpeHHOCTb NoTpebuTens (customer satisfaction): Bocnpuatve notpebutenem cteneHu
BbIMNOJSIHEHUS ero TpeboBaHui.

MpumedyaHue— TepmuH npusegeH B 3.1.4 ICO 9000. NpumeyaHusa yganeHoi.

3.5 obcnyxuBaHue notpebutens (customer service): Bsanmogericteme opraHmsaumm ¢ notpebure-
leM Ha BCeX CTaanAaX )KM3HEHHOro LnKna npoaykumun.

3.6 obpartHas cBA3b (feedback): KommeHTapum, akcnepTnsa n cBegeHUs 0 3aMHTEPECOBAHHOCTM B MPO-
AYKUMW nnn npouecce yrnpasrieHUsa NpeTeH3naMN.

3.7 3amHTepecoBaHHasi cTopoHa (interested party): JluLo nnu rpynna nuu, 3anHTEPECOBaHHbIE B Aes-
TENbHOCTM UITN YCMeXxe opraHm3auum.

MpumeyaHune— TepmuH npueeneH B 3.3.7 NCO 9000. Mpumep 1 npuMevaHvie yaaneHsi.

3.8 uenb (objective): PesynbTaT, K KOTOPOMY CTPEMATCA B 0O6nacTu paboTbl C NpeTeH3NAMMN.

3.9 nonutuka (policy): Obwme HamepeHMs U HanpaBneHus OeATenbHOCTU opraHusaumm B obnactu
paboTbl C NPeTEH3UAMMU, 0PULMNanbHO chOPMYMPOBAHHbBIE BbICLLUMM PYKOBOACTBOM.

3.10 npouecc (process): CoOBOKYNMHOCTb B3aMMOCBSA3aHHbIX U B3aMMOOENCTBYHOLLUX BUOOB AeATeNb-
HOCTU, NpeobpasytoLlasi BXOAbl B BbIXOAb!.

MpumeyaHune— TepmuH npuseeH B 3.4.1 MCO 9000. NpumevaHus yaaneHsl.

4 OCHOBHbIle pyKoBoAsiLlMe NPUHLMNbI

4.1 OOwWwume nonoxeHus

OcHoBHble pyKoBOASLIME NPUHLMNLI 3PP EKTUBHOIO yNpasBneHns npeTeH3nsaMm nsnoxeHol 84.2—4.10.

4.2 Bo3MOXHOCTb BU3yasibHOro gocrtyna

WHdopmaums o mecte n cnocobe npeabaBneHnsi NpeTeH3nmn AormkHa OblTb JOBEAEHa [0 noTpebuTtens,
nepcoHana v Apyrmx 3aauHTepecoBaHHbIX CTOPOH U JOMKHA ObITb JOCTYMHON.

4.3 JocTynHOCTb

Heobxoammo obecneuntb And Bcex NpeabaBsoWLMX NPETEH3NI0 NTerknii JOCTYN K NpoLeccy ynpasne-
HUS NPEeTEH3MAMM, a Takke K Hpopmauumn ¢ no4po0OHLIM OnMcaHneM Nnopsiaka NoAayun U peLleHnst NPeTEH3NN.
Mpouecc ynpaBneHnsa npeTeH3nsiMmn 1 4ONONHUTENbHast MHPOpMaLNA fOMKHbI 6bITb MPOCThI 4115 MTOHMMaHUSA U
ncnonb3oBaHus. MIHbopmauna gormkHa 6bITb N3NnoXKeHa A0CTYMHbIM A3bIKOM. BHE 3aBMCUMOCTY OT U3NOXEHUSA
1 0POpMIEHUS, UCMONb30BaHHbIX NPU NPeanoXeHUN U/MNn NOCTaBke NPOAYKLMM, BKIHOYAsa anbTepHaTUBHbIE
dopMbl (Hanpumep KpynHbI WpndT, wWpnudT Bpainsa unu aygmosanuck), Heo6xo4MMo o6ecneyvnTb 4OCTYN KO
BCeW HeoOxoanMol nHdopmaLmm 0 NpoLiecce yrnpaBreHns NPeTEH3NIMM 1 HEOOX0AMMYH NOMOLLL NPy nogaye
npeTeH3nu (CM. npunoxexue B) Takum o6pasoM, 4ToObl HE MPUUNHUTL Bpeaa NpeabsaBnsiowLeMy NPeTeH3NI0.

4.4 BbicTpoe pearmpoBaHue Ha NPETEeH3UK

OpraHusaums gormkHa HemeaneHHO AaTh NOATBEPXKAEHWE O NOSTYYEHUN NPETEH3UM NNLLY, NPEaBbABNSIO-
Lwemy npeteHsuto. MNMpeTeH3nm HeobxoaMMo paccmMaTpuBaTbh B COOTBETCTBUN C UX CPOYHOCTLIO. Hanpumep,
BOMPOCbI, CBSI3aHHbIE CO 340POBLEM U ©€30MaCHOCTLIO NMOAEN, AOMKHbBI ObiTb PAaCCMOTPEHbI HEMEATEHHO.
Mpouecc paboTbl C NpeTeH3nsMK 4ofmkeH obecnevmBaTth BEXNMBOE 0bpalLLeHne nepcoHana ¢ nuuoM, npeab-

2
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ABMSAIOLWMM NPETEH3UIO, @ Takke 0ba3aTenbHoe MHOPMUPOBaHUE NPEabABSIOLLErO NPETEH3NI0 O CPOKax
paccMOTPEHMS U NPOABWXKEHNM B paboTe No NpeTeH3unm.

4.5 OGBLEKTUBHOCTb

Kaxgyto npeTeH3uto cnegyeT paccMatpuBaTtb B paBHOMPaBHOW, OOBEKTUBHON 1 HenpeaybexaeHHoN
dopme Ha Bcex cTagumsax npoiecca paboTbl ¢ npeTeH3ansimu (cM. npunoxexue C).

4.6 Uspepxkn

HocTyn k npoueccy no paboTe ¢ NpeTeH3nsaMM JOSKeH OblTb GecnnaTHbIM 4518 NpegbsaBASAOLWLEro npe-
TEH3WI0.

4.7 KoHcdmaeHUManbHOCTb

JInyHasa nHpopMaums o NpegbaBNAOLLEM NMPETEH3NIO AOMKHA ObiTb (NpY HEOBXOANMOCTM) AOCTYMHA
ans paboTbl C NpeTeH3Men BHyTPU opraHn3aumm 1 akTUBHO 3aLlMLleHa OT HECaHKLMOHMPOBAHHOMO 4OCTYNa,
ecnv noTpebuTens v NPeabABASAILLNA NPeTeH3nio TpebyeT orpaHMyeHns JocTyna K Hen.

4.8 OpueHTauus Ha noTpedbuTtens

OpraHunsaums gomkHa B CBOen AeATeNbHOCTU OPUEHTUPOBATLCS Ha NoTpebutens, 6biTb OTKPLITOM ANS
obpaTtHoM cBA3M (BKNOYasi NpeTeH3nn) u NnpuHMMaTh Ha cebsa oba3aTenbCcTBa NpeanpvHMMaTh HeobxoaMMble
OencTBUA No yperynmpoBaHunio NpeTeH3unn.

4.9 OTBeTCTBEHHOCTb

OpraHnszaums gomkHa obecneyvmBaTth yCTaHOBINEHNE U LOBEAEHME 0 CBEAEHMWSA NEpPCOHana oTBETCTBEH-
HOCTW 3a AeATENBHOCTb M NPUHSITbIE PELLEHUS MO YNPABIEHMWIO NPETEH3NSIMU, OTYETHOCTb MO UX pe3ynbTaTam
OOIMKHAa ObITb YETKO YCTAHOBMEHA.

4.10 MNMocTosiHHOe ynyulleHue

MocTosiHHOE ynyulleHne npouecca ynpaBneHust NPeTEH3NsIMU U KavyecTBa MpoayKUUM OOMKHO ObiTb
HEN3MEHHOW LiefbH opraHu3auum.

5 CTpykTypa 06paboTKM npeTeH3nn

5.1 Obs3aTtenbcTBa

OpraHnsaums gomkHa NpMHUMaTh Ha cebs akTMBHbIe 06s13aTeNbCTBa NO pe3yrbTaTMBHOMY M adhekTnB-
HOMYy ynpaBneHuto npeTeHansamn. OcobeHHO BaXKHO, YTOObI 3TK 0693aTeNbLCTBA AEMOHCTPUPOBANUCH U UCXO-
OWUIN OT BbICLLIErO PYKOBOACTBA OpraHm3auum.

MpuHATbIE rapaHTUKM 1 06A3aTenbCTBa pearnpoBaHus Ha NPEeTEH3MM NPeAoCTaBNAT BO3MOXHOCTL U
nepcoHany, n NnoTpedbuTensim BHOCUTb CBOM BKNaj B COBEPLUEHCTBOBAHME NPOAYKUMN N MPOLIECCOB OpraHu-
3aumn.

OTn 06sa3aTenbCcTBa OOMKHBI ObITh YYTEHbI NPU ONpeAeneHnn, NPUHATAN 1 4OBEAEHUM 0,0 CBEAEHUSA Nep-
COHana u notpebuTtenen NONUTUKN 1 Npoueayp ynpasneHus npeteH3namn. B obasatenscTBa pykoBoacTBa
OOJDKHO BXOAUTL BblAeNeHne HeobxoamMmbIxX pecypcoB, BKItoYas 3atpaTthl Ha 00yyeHme.

5.2 Monutuka

BbicLlee pykOBOACTBO OOMKHO YCTAHOBUTbL YETKO CCOOPMYIIMPOBAHHYIO NOMUTUKY YIpaBreHus NpeTeH-
3MSIMU, OPMEHTUPOBAHHYIO Ha NOTpebuTens. MonuTuka gomkHa ObITb AOCTYNHA U AOBEeAeHa 0 CBEAEHUS BCe-
ro nepcoHana. lNonutnka Takke OOMKHA ObITb AOCTyNHa MOTPeEOUTENAM WM OPYrUM 3aMHTEPECOBAHHbLIM
cTopoHaM. Ha ocHOBe NONMTMKM JOMMKHBI ObITh YCTAHOBMEHBLI NPOLLEAYPbI U LLeNu npoLecca ynpasneHnst npe-
TEH3UsIMU NS KaXaow onepaumm u Bcex yHKLMOHaNbHbIX 0693aHHOCTEN.

Mpu ycTaHOBNEHWM NOMUTUKM U LieNnen npoLecca ynpaBrneHus NPeTeH3NsaIMn JOSKHbI ObITb NPUHATHI BO
BHMMaHWe crieaytoLimne pakTopbl:

- YCTaHOBJIEHHbIE 3aKOHOAATESbHbIE N 06s3aTeNbHbIE TPEOOBaHNS;

- (pmHaHCcOBbIE, NPON3BOACTBEHHbIE M OPraHM3aunoHHbIe TpeboBaHus;

- BXO[Hble JaHHbIEe OT NOTpebuTenemn, nepcoHana n apyrmx 3aMHTePeCcoBaHHbIX CTOPOH.

Monutnka B 06n1acTu KayecTBa U NONNTUKA MO YNpaBeHUIO MPETEH3NAMM SOMKHbI ObITb COrnacoBaHbI.

5.3 OTBeTCTBEHHOCTb U NOJIHOMOUUS

5.3.1 BbicLlee pyKOBOACTBO JOIMKHO HECTU OTBETCTBEHHOCTb 3a CINEeAYHLLYI0 AeATENbHOCTb:

a) obecneyveHune yCTaHOBMEHUSA NpoLecca 1 Lenen ynpasneHns NPeTeH3nsamu;

b) obecneuyeHune B COOTBETCTBUM C NONIMTUKOW OpraHM3aLMm ynpaBneHuns NpeTeH3nsMu NnaHupoBaHus,
pa3paboTkM, OCyLLeCTBNEHUs, NogaepXxaHma B pabovyem COCTOSIHUM M MOCTOSIHHOMO yry4lleHus npouecca
yrnpaeBneHus NpeTeH3nsiMu;

C) naeHTMdUKaLMIO N pacnpegeneHme HeoOXoaANMbIX aAMUHUCTPATUBHbLIX PECYPCOB 41151 AOCTUXEHUS
pe3ynbTaTUBHOCTU N 3PEKTUBHOCTM NpoLecca ynpaBneHns npeTeH3nsamu;
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d) cogevicTBue pacnpocTpaHEHUIO NOHNMAHUA OpraHn3auMen BaXXHOCTW npolecca yrnpasneHus npe-
TEH3USIMU M He0BXOANUMOCTUN OpUEHTaLMK Ha NoTpebuTens;

e) obecneveHue foBedeHVsa A0 nNoTpebutenen, NpegbsaBAAOLWMX NPETEH3NIO, U OPYTNX 3aUHTEPECO-
BaHHbIX CTOPOH B JIEMKOW U AOCTYNHON hopMe MHGpOpMaL MK 0 NpoLiecce yrnpaBeHUs NpeTeH3nsaMM (CM. NpuIo-
xeHune C);

f) HasHaveHue NpeacTaBUTENs PyKOBOACTBA MO YNpaBMneHWIo NPeTeH3NsMU, onpeaeneHne ero oTBeT-
CTBEHHOCTU 1 MONTHOMOYMI B OMNOHEHWE K OTBETCTBEHHOCTY M NMOMTHOMOYUSIM, NPUBEAEHHbIM B 5.3.2;

g) obecneyveHune ObICTPOro n achdeKTMBHOIO NpoLecca yBeAOMIEHMWS BbICLLIETO PYKOBOACTBA O JNHOObIX
CYLLLECTBEHHbIX MPETEH3NSX;

h) nepvoanyeckuit aHanma npouecca ynpasneHus NpeTeH3nsamm ons obecneyeHns ero pesynbTaTuBHOM
1 adhpekTnBHOM paboTbl M NOCTOAHHOIO YIYYLLEHNS.

5.3.2 TNpeacTtaBuTenNb PYyKOBOACTBA MO YNPABEHUIO NPETEH3NAMN JOIHKEH HECTU OTBETCTBEHHOCTDL 3a
cnegytwolme 0eNCTBUS:

a) onpegeneHve n PyHKLMOHNPOBAHME NPOLECCOB MOHUTOPWHIA, OLEHKN U MPEACTaBNeHNsI OTHETOB;

b) npegcTaBneHue oT4ETOB BbICLLEMY PYKOBOACTBY O (DYHKLMOHMPOBaHUK nNpoLecca ynpasneHus npe-
TEH3USAMU M HEOBXOOUMOCTU YIYYLLEHWUIA;

C) NoAdepXKy pe3ynbTaTMBHOIO M 3chdeKTMBHOIO PYHKLIMOHMPOBAHNUS NpoLecca ynpaBeHns NpeTeH-
3uaAMuK, BKNtoYas Habop 1 obydeHne nepcoHana, TexHonornyeckne TpeboBaHus, TpeboBaHMA K JOKYMEHTaM,
cobnogeHne 3annaHMpoBaHHbIX CPOKOB YPErynimpoBaHUs NpeTeH3nii n Apyrmx TpeboBaHmiA, a Takke Nnpoeeae-
HWe aHanuaa npouecca.

5.3.3 PykoBoanTenu opraHMsauum pasnmyHbiX CTPYKTYPHbIX nogpasgeneHunin, BOBreYEeHHbIe B MpoLece
yrnpaBneHus NPeTeH3nsMn B pamkax CBOMX MOMHOMOYMIA, OOSMKHbI BbiTb OTBETCTBEHHbI 3a criegyloLine
Oencreuns:

a) obecneyveHune BHepeHWs NpoLiecca ynpaBreHns NpeTeH3nsaMu;

b) B3aMmopgenicTBue c npeacTaBuTenem pykoBoACcTBa No ynpaBIieHNIo MPEeTEH3NAMU;

c) obecneyeHne COOeNCTBUSA pPacnpoOCTPaAHEHUIO MOHUMaHUS npoLuecca ynpasneHus NpeTeH3namMmn u
HeobXoANMOCTH OpMeHTaumm Ha noTpebutens;

d) obecne4veHune nerkoro 4ocTyna Kk MHGpopMaLMmn o NpoLecce ynpaBneHus NPeTEH3NSIMMU;

€) npegcraBreHne OTYETOB O AEeATENbHOCTU Y MPUHSITBIX PELLEHUSAX MO YNPaBIIEHNIO MPETEH3UAMU;

f) obecneyeHne nNpoBedeHUs MOHUTOPUHIA Npolecca yrnpaBneHns NpeTeH3nsaMu u peructpauum ero
pe3ynbTaTos;

g) obecnevyeHne nNpoBefeHNs COOTBETCTBYIOLNX AENCTBUNA C LIENbI0 YCTpaHeHMs npobnemsbl, npea-
yrnpexaeHns ee NOBTOPHOro BO3HMKHOBEHWS U BEAEHUS PErMcTpaLnoHHbIX 3anvcen;

h) oGecneyeHne 4OCTYNMHOCTM OAHHbIX MO yNPaBeHNIo NPETEH3UAMN AN aHanu3a co CTOPOHbI BbICLLIE-
ro pykoBoacTBsa.

5.3.4 Becb nepcoHarn, HenocpeacTBeHHO paboTaloLLmii C NOTPebuTenaMm u NpeabsBnsoLLUMM NPETEH-
3110, JOSDKEH:

- BbITb 0OYYeH ynpaBneHnto NPeTeH3nAMU;

- cobniogatb TpeboBaHMsA K NpeacTaBneHuIo yCTaHOBIEHHbIX OTYETOB Mo Nto6omy B1Ay paboT c npeTeH-
3uamu;

- BeXNuBO obpaliatbcsa ¢ noTpedbutensamm, BbICTPO paccMaTpmBaTb NPETEH3UM UMW HaNpaBnAaTb UX
OTBETCTBEHHOMY UCMOMHUTENIO;

- MOKa3blBaTb XOPOLUNE MEXITMYHOCTHbBIE U KOMMYHUKATUBHbIE HaBbIKU.

5.3.5 Becb nepcoHan JOSKeH:

- 3HaTb O CBOEW ponu, OTBETCTBEHHOCTM U NMONTHOMOYMNSAX OTHOCUTENBHO NPETEH3NI;

- 3HaTb NOCrefoBaTeNbHOCTb NPOLEeaAYyp M NPeAOCTaBNAEMYI0 NPeabABMAAIOWLEMY NPETEH3MIO MHGOP-
Mauuio;

- MpeacTaBnsaATb OTYEThI MO NPETEH3MAM, OKa3blBalOLUM CyLLLEeCTBEHHOE BO30eNCTBME Ha OpraHn3aumio.

6 lNMnaHupoBaHue u paspaboTka

6.1 O6wme nonoxeHus

[nsa noBblWeHNs NOANLHOCTHW, YAOBETBOPEHHOCTM NOTPeObUTENS U NOBLILLEHNS Ka4ecTBa NpoayKLmMm
opraHv3aL s 4OoIMKHa 3annaHMpoBaTh U pa3paboTaTb pesynbTaTUBHbIA N 3 EKTUBHBIV MPOLECC yNpaBrieHns
npeTeHsnsaMu. B cooTBETCTBUM C NONNTUKON M LLIENSMU yNpaBrieHUs NPeTEH3NSIMN 3TOT NPOLECC OOIMKEH BKIIO-
yaTb B cebs1 Habop B3aMMOCBA3aHHbIX M COrMacoBaHHO PYHKLMOHUPYIOLLMX BUAOB AeATENbHOCTU M UCMONb30-
BaHWe pasfnuyHbIX YenoBeYvYeCcKnX, UHPOPMAaLMOHHbIX, MaTepuarnbHbIX, (MHAHCOBLIX PECYPCOB U PecypcoB
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WMHpacTpykTypbl. OpraHuMsaLums JoMKHa NCMNONb30BaTb COBPEMEHHbIE METOAbI YNpaBneHUsa NpeTeH3nsiMun,
NPUMEHSIEMbIE APYTMMU OpraHu3auusmu.

6.2 LUenu

BblicLuee pyKOBOACTBO OpraHn3aLmMm OJKHO obecneunTs onpeaerneHne Lener no ynpasneHnto NpeTeH-
3MAMU 119 COOTBETCTBYHOLIUX NOAPa3aeSieHnii U Ha COOTBETCTBYHOLIUX YPOBHSX. Lienn B ynpaBneHnn npetex-
31MSIMU OOSMKHbI OblTb N3MEPUMbBIMUK U COTNTACOBaHHbIMMK C MOSIMTUKOW MO yNpaBneHuto npeteHauamu. Lienu
cnepyeT yCTaHaBNMBaTh Yepes 3annaHMpOBaHHbIE MHTEPBaIibl BDEMEHU U UMETb KPUTEPUM UX JOCTIDKEHMS.

6.3 [eATenbHOCTb

BbicLuee pykoBOACTBO JOIMKHO 06ecneymBaTh NNaHMPOBaHUE nNpoLuecca ynpasreHnst IpeTeH3nsamMmn gns
noaaepxaHus 1 NoBbILLEHUS yOOBNETBOPEHHOCTU NOTpebuTenen. Npouecc ynpasneHns NpeTeH3nsaMm MoXeT
ObITb B3aMMOCBSA3aH M COrnacoBaH ¢ ApyrumMmum npoLeccamm CUCTeMbl MEHEAXKMEHTA Ka4yeCTBa OpraHm3aumm.

6.4 Pecypchbl

Bbicluee pyKoBOACTBO OpraHu3aumm A0fHKHO onpedennTb u obecneynts pecypckl, Heobxoanmble ans
nogaepxaHus pesynbTatMBHOro 1 3pekTMBHOro NpoLecca yrnpasreHus npeTeH3nsamMu. 3To Takme pecypchbl
Kak nepcoHan, oby4yeHue, NnpoLeaypbl, 4OKYMEHTbI, NOAAEPXKKa cneunanncToB, matepuarnsl, 06opygoBaHue,
KOMMbIOTEpPHbIE annapaTHble CpeAcTBa, MporpaMMHoe obecneveHne 1 UHaHCHI.

BaxxHbIMK pecypcamu npouecca ynpasneHnsa NnpeTeH3nsamMm sBnsiTca oToop, nogaepkka n obydeHmne
BOBI1€YEHHOrO B MpOoLlecc nepcoHana.

7 OcHoBHble BuAbl AesATeNnbHOCTU NpoLlecca ynpaBneHusi NpeTeH3nssMm

7.1 OG6paTtHas cBA3b

WNHdopmaums o npouecce ynpasneHnsi NpeTeH3nsiMmy B Buge bpolutop, namdneTos nnv uHpopmauum Ha
3NEKTPOHHBIX HOCUTENAX AOIMKHA ObITb NErko 4OCTynHa NoTpeduTensam, NnpeabsBnAlLWUM NPETEH3NN 1 OpPY-
MM 3aMHTepeCcoBaHHbIM CTOPOHaM. OTa MHpopMaLmsa AoMmKHa ObITb N3MOXEHA MOHATHLIM A3bIKOM M B AOCTYM-
HoM ansa Bcex dopme, obecnednBasi HEMPUUUHEHWE Bpefa MNpeabsBrswowemMy npeTeHsuo. [Npumepsl
Heobxoanmow nHopmaumm:

- CBEAEHUS 0 MeCTe Nogayvm NPETEH3UN;

- cBefeHus o hopme nogadn NnpeTeH3unu;

- CBeAeHus, NpegocTaBnsieMble NpegbABIISOLIMM NPETEH3NI0 (CM. MpuroxeHue B);

- npouecc 0bpaboTkM NpeTeH3uu;

- WHTepBarbl BpeMeHU, HeobxoanMble A5 BbINOMHEHUS CTaaui npouecca;

- MpeanoXeHns NpegbsaABIISIOLEro NPETEH3UIO MO UCMIPABIIEHNIO CUTyaUuN, BKITOYasi BHELLHUE cpea-
ctBa (cm. 7.9);

- cnocoObl NoNy4YeHns NPeabsABASIOLWUM NPETEH3NI0 MHPOPMALMKN O COCTOSTHUM NPETEH3UN.

7.2 MNMony4yeHune nNpeTeH3uun

[Mocne nepBoHavyanbHOro NOMy4YeHUsl NPeTeH3nsa BMecTe C AOMNONHUTENBHOW MHOPMaLMEn OOSMKHA
ObITb 3aperMcTpupoBaHa, 1 e OMMKEH ObITb MPUCBOEH YHUKANbHbLIA NOEHTUMUKALMOHHBIN kog. Mpu 3anucu
nepBOHaYanbHON NPETEH3UN LOMKHbI ObITh ONpeaeneHsbl CpeacTBa M MeToAbl peLLeHNst TpobremMbl, npeanara-
eMble NPpeabABMASIOWMM NPETEH3NI0, a Takke Nnobas apyras nidopmaums, Heobxogumas ona apdPeKTUBHON
00paboTku NpeTeH3nn, BKItovas B cebs:

- onncaHue NpeTeH3nm n HeobxoauMble LONONHUTENbHbIE AAHHbIE;

- TpebyeMble cpeacTBa ANs peLleHus;

- onucaHue obbekTa NpeTeH3nn (NPOAYKLMS UK NpoLecc obcnyxmBaHus);

- OXMgaembll CPOK OTBETA;

- OaHHble 0 NepcoHarne, nogpasaeneHnm, opraHm3aunm U/Mnm cerMeHTe pbiHKa;

- HeMeAneHHoe paccMOoTpeHMe NpeTeH3nn Nocrne Nogayun NpeTeHsnu.

JanbHewnwee pykoBoACTBO NpUBEAEHO B NpunoxeHnsax BuD.

7.3 lMpocnexunBaeMoCTb NpeTeH3uun

MpeTeH3unto criegyeT npocnexunsaTb OT MOMEHTAa ee MOoJlyYeHus OO0 MOSMHOro 3aBepLUeHus npouecca
yrnpaBneHus NpeTeH3nen, Koraa npeabsaBnsaloLwmnn NnpeTeH3nto dyaeT yaoBNeTBOPEH UMNKN NPUHATO 3aKMio4m-
TenbHoe peleHune. NpeabaBnaoLL M NPETEH3NIO MO 3anpocy 1 Yepes 3aniaHNPOBaHHbIE PErynsipHble UHTEp-
Banbl BPEMEHMU, MO KparHen Mmepe BO BpeMsi MepBOHAYanibHO YCTaHOBIIEHHOMO CPOKa UCMOSTHEHUS, OOMMKEH
UMETb JOCTYN K MHOPMaLIMK O TEKYLLLEM COCTOSIHUM NpoLecca ynpasreHns NpeTeH3nen.

7.4 MopTBepxaeHUe NpeTeH3nn

MonyyeHne Kaxxgomn NpeTeH3nMmn 4OMMKHO ObiTb HeMeaNeHHO NOATBEPXKAEHO NpeabsaBNsAoWEMY NPeTeH-
3uto0 (Hanpumep, No nNoyTe, TenedoHy UMK ANEKTPOHHOW NoYTe).
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7.5 MNepBOHa4YanbHaA oLueHKa NpeTeH3un

Mocne nony4YeHnst KaXkaon NpeTeH3nn JoMmkHa ObiTb NpoBeAeHa ee NepBOHaYarnbHasi OLeHKa C TOYKM
3PEHUS TaKNX KPUTEPUEB KakK BaXKHOCTb, 6€30MacHOCTb, CITOXKHOCTb, BO3MOXHbIE MOCNeACTBMS, a TakKe Oor-
»XHa ObITb NpoBeAeHa OLeHKa HEOBXO4MMOCTU M BO3MOXHOCTU NPOBEAEHNA HEMENEHHbIX 4ENCTBUIN NO pac-
CMOTPEHMIO MPETEH3MNMN.

7.6 PaccnegoBaHue NpeTeH3nmn

Bce pasymHble ycunusa gomkHbl ObITe NPegnpUHATLI AN paccrenoBaHnsi Bcex Heobxoammbix ob6cTos-
TENbCTB U JaHHbIX, CBA3aHHbIX C NpeTeH3Meln. YpoBeHb paccneoBaHns A0MKEH ObITb COpasMepHbIM BaXXHOC-
TW, YacTOTE BO3HUKHOBEHUS N TSXXECTUN NOCNEACTBUM NPETEH3UN.

7.7 OTBeT HanNpeTeH3un

lMocne cooTBETCTBYIOLLErO paccrenoBaHnst 06CTOATENBCTB 1 AaHHbIX MO NPETEH3UN OpraHu3aumns gorn-
XHa NpeanoXunTb OTBETHbIE AENCTBUS (CM. NpunoxeHue E), Hanpumep ncnpaesneHue npobnembl n/vnv npeg-
yrnpexneHne ee MNOBTOPHOro nosiBneHns B Oyaywiem. Ecnu npeTeH3uss He MoxeT ObiTb HemensneHHo
yOoOBNEeTBOPEHA, TO OpraHn3auuns 4ormkHa HanTu cnocob ee peLleHust, KOTOPbI MOXET NPUBECTU K Hanbornee
achdeKkTMBHOMY pe3ynbTaTy B BO3MOXHO 6oree KopoTkue cpokm (cMm. npunoxenue F)

7.8 O6paTtHas cBsA3b MO NPUHATOMY PeELLUeHUI0

PelueHne unu nobble AeNCTBUS, CBA3AHHbIE C NPETEH3UEN U UMEIOLLNE OTHOLLEHUS K NPeabsBNAOLLEMY
NPETEH3UI0 UM BOBIIEYEHHOMY NEepcoHany, AOJMKHbI OblTb 4OBEAEHBI O HUX HEMEANIEHHO NOCNe NPUHATUS
peLLeHWs UK BbINONMHEHNS COOTBETCTBYIOLLIMX JENCTBUN.

7.9 3aBeplieHue AeUCTBUI NO yNpaBrieHNIo NpeTeH3nen

Ecnn npeabsasnsiowmnn npeTeH3nto cornaceH ¢ npeaoXeHHbIM peLleHnemM n/munu gencTenem, To Takme
pelleHne n/nnu oencTems 4OMKHbI ObITb BbINOMHEHbLI 1 3aperMcTpPUPOBaHLI.

Ecnu npegbapnsaowmii npeTeH3unto He CornaceH ¢ NPeanoXeHHbIM peLleHnemM unvm gencTemem, To npe-
TEH3Ws1 AOMKHA OCTaBaTbCS OTKPLITON. Takow CTaTyC NPeTeH3nn AOMKEH ObITb 3aperMcTpupoBaH, a npeabss-
NSALWMIA NPEeTEH3MNI0 A0IMKEH ObiTb NPOMH(OPMUPOBAH OTHOCUTENBHO anbTepHATUBHbLIX (OPM 1M BapuaHTOB
peLLeHWI /unn oencTBui.

OpraHnsaums gormkHa NPOBOAUTE MOHUTOPWHI AEACTBUI NO yNpaBeHnto NpeTeH3nen 0o Tex nop, noka
He OyayT UCNonb30BaHbl BCe padyMHble BHYTPEHHWE U BHELLHME BO3MOXHOCTW 4115 YAOBNETBOPEHUA NPEAbSB-
NALEro NPeTeH3nto.

8 O6cnyxuBaHue U ynyulieHue

8.1 C6op nHdopmauum

OpraHnsaums JoMmKHa permcTpmpoBaTh 3anvcum 0 Xo4e npoLecca ynpasneHns npeteHsnsmu. OpraHmsa-
UUS AOMKHA YCTaHOBUTbL M BHEAPUTL Mpoueaypbl 3annucen NpeTeH3nn n OTBETOB Ha HUX, Heobxoaumble AN
NCNonb30BaHUs 3TUX 3aNNCel 1 ynpaBneHnst UMK, a Takke ormkHa ObiTb obecnedeHa 3awmTta nobon IMYHON
NHopMaLUN N KOHPUAEHLMANLHOCTM NPeabABNSIOLLEro npeTeH3uto. MNpouenypa BeAeHUs 3anmcein ormKHa
BKITtOYaTh B CeOsi:

a) onpepgeneHue nocrefoBaTerbHbIX Waros No naeHTudukaummn, céopy, knaccndukaumm, obenyxmsa-
HWIO, XPaHEHMIO U YHUUTOXEHUIO 3anucen;

b) npu peructpauum 3anucen no ynpaeneHWo NPeTeH3nAMU 1 OBCNYyXMBAHUIO NOMNYyYEHHbIX 3anu-
cen — obecneyeHne npeaenbHON OCTOPOXKHOCTM NPU XpaHEHUW 3aNMCen Ha ANEKTPOHHbIX dhannax u MmarHuT-
HbIX HOCUTENSX, TaK Kak 3anncu Ha 3TUX HOCUTENSAX MOryT ObITb NOTEPSIHbI B pe3yrnbTaTe Mioxoro obpatleHums
nnun pman4eCckoro CTapeHus HocuTenen;

C) BeAeHWe MNoaaepKKy B pabo4eM COCTOSAHMM 3anucel no Buaam 00y4YeHnst U MHCTPYKTaxy, MpoBeAEH-
HbIM C UL @MW, yHaCTBYHOLLMMU B NPOLIECCE YNPaBeHNsi NPETEH3NAMU;

d) ycTtaHoBneHue TpeboBaHU K 0OTBETAM Ha 3anpockl No NpeaCcTaBNeHWIO U Nepeaade 3anucen, nogax-
HbIX NPEeAbABMAIOLLMM NPETEH3MIO UMW E€r0 areHTOM; OHM MOTYT BKIOYaTb CPOKM BbINMOSTHEHUS, HEOOXOANMYHO
WHopmauuio (Hanpumep, BUA, agpecaT u hopmMaT MHbopmaLmm);

e) onpegeneHue cnocoboB 1 CPOKOB PACKPbITUA AN 06LLECTBEHHOCTU HEMEPCOHNMULMPOBAHHbIX AaH-
HbIX O NPETEH3USIX.

8.2 AHanus un oueHKa npeTeH3umn

OpraHnsaums gormkHa KnaccuguumpoBaTb 1 aHanM3mpoBaTb BCE NpeTeH3nn A8 YCTaHOBMNEHWS CucTe-
MaTMUYEeCKOro, Nepnoan4eckn NoOBTOPSEMOro U/Mnu eAMHNYHOTo XapakTepa npobnem, onpeaeneHns Nx OCHOB-
HbIX TEHOEHUUN U Mep MO YCTPaAHEHNIO OCHOBHbIX MPUYUH NPETEH3UMN.

6
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8.3 YaoBneTBOpeHHOCTb NpeabABAAIOWMX NPETEeH31I0 NPOLIeCCOM yNpaBfieHUs NpeTeH3nsAMn

OpraHusauusi goSkHa BECTM MOCTOSIHHYI0 paboTy Mo onpeaerieHnto YpoBHEN yAOBMEeTBOPEHHOCTU
NpeabsBAAIOLLNX NMPETEH3UI0 NMPOLLECCOM YNpaBreHns NPeTeH3UsAMAU. ITO MOTyT BbITb BbIGOPOYHbLIE OMPOCHI
Y[OBETBOPEHHOCTU NPeabABNSAOLLMX MPETEH3NI0 U/ ApYrie METOAbI.

MpnmMmeyaHune—OQNH N3 METOOOB MOBLILEHUST YAOBNETBOPEHHOCTM MPOLECCOM YMNpaBlieHUs NPeTeH3ns-
MW — 3TO MOAENUPOBaHWE KOHTaKTa Mexay NpeabsABAsoLLMM NPETEH3NIO N OpraHn3aunen.

8.4 MoHuTOpPMHI Npouecca ynpaBrieHUs NpeTeH3NAMMU

OpraHunszaumsa gormkHa NpoBOAUTbL MOCTOSIHHBLIA MOHUTOPWHE MpoLecca YnpaBreHust NpeTeH3usiMu,
notpebHocTel B pecypcax (BKoyas YernoBeveckme pecypcbl) M cobmpaembix HEOOXOAMMbIX AaHHbIX.

OpraHnsaumsa gosmkHa NpoBOANTbL U3MEPEHME NpoLiecca ynpaBfeHnsa NpeTeH3MAMU B COOTBETCTBUM C
yCTaHOBMNEHHBLIMU KpUTEPUAMU (CM. Npunoxexue G).

8.5 AyamT npouecca ynpaBfieHUA NpeTeH3usAMHU

OpraHnsaumsa gosmkHa NpoBOANTL ayauThl paboTbl 1 obecnedeHns pecypcamMu npouecca yrnpasrneHus
NPeTeH3NsIMU Yepe3 3anfaHNpoBaHHbIE MHTEpPBarbl BpeMeHU. Llenbto ayauta aBnsieTcs nonyvyeHune criegyto-
e nHcpopmaLmn:

- COOTBETCTBME NpoLecca ynpaBneHnsi NPeTEH3NSIMN yCTaHOBIEHHbIM NpoLeaypam;

- MPUrogHOCTL NpoLiecca ANns AOCTUXKEHUS Lienel B ynpaBieHnn NnpeTeH3nsamu.

AyauT npouecca ynpasneHunsi NPeTEH3NAMN MOXET NPOBOANTLCS Kak YacTb ayauTa CUCTEMbl MEHEO K-
MeHTa ka4ecTBa, Hanpumep B cooTBeTcTBMM ¢ MICO 19011. PedynbTaTbl ayguTa cnegyeT yumMThiBaTh NPU aHa-
Nn3e CO CTOPOHbI PYKOBOACTBA A1 naeHTMdMKauumn NnpobremMbl 1 yny4dLlleHnst npoLecca ynpasreHns NpeTeH-
3maAMKU. AyauT [JOJDKEH MNPOBOOAUTBCA KOMMETEHTHBIMM NULAaMKU, He 3aBUCUMbIMW OT NPOBEpPSEeMOM
aesarenbHocTu. [leTanbHble TpeboBaHUA K ayauTy NpeacTaBreHbl B NpunoxeHun H.

8.6 AHanus npouecca ynpaBneHUs NPeTEH3NAMU CO CTOPOHbI BbICLLUEro PyKOBOACTBA

8.6.1 BhbicLuee pykOBOACTBO OpraHu3aLumm 4OMMKHO aHanM3mpoBaTh NPOLLECC YNPaBeHUs NPeTEH3NAMN
Yyepes 3annaHMpoBaHHbIE MHTEPBAIbl BpEMEHN ANA CNeayoLmX Lenen:

- OLIEHKM TeKyLLel NPUroaHOCTM, afeKBaTHOCTU, pe3ynbTaTMBHOCTM M 3EKTUBHOCTU NPOLIeCCa;

- naeHTUMKauum n aHanmsa criyYaeB HECOOTBETCTBUS NPOAYKLMN TpebOBaHUSM oXpaHbl 340POBbS,
6GesonacHOCTK, aKomnornn, obsisaTenbHbIM U OpYyrMM oba3aTenbHbIM TpeboBaHMAM, a Takke TpeboBaHMAM
notpebutenein;

- naeHTUdrKauum n ycTpaHeHns HeCOOTBETCTBUI B NPOAYKLMY;

- MAeHTUMMKaLUnM N ycTpaHeHUst HECOOTBETCTBUI NpoLecca;

- OLIEHKM BO3MOXHOCTEN yny4LleHWs npoLecca ynpaBneH1s npeTeH3nsaMm u npegnaraemon npogykuum
1 noTpebHOCTEN B UX UBMEHEHUSX;

- OLIEHKM HEOBXOAMMOCTM U3MEHEHMS NMONUTUKN U LIENEN B yNPaBneHnn NPeTEH3NAMM.

8.6.2 BxoaHble AaHHbIE AN aHanmM3a Co CTOPOHbI BbICLLEro PYKOBOACTBA AOMKHbI BKIHOYaTh B Ce0si:

- BHYTPeHHMWe (hakTopbl, Takne Kak MAMEeHEHMs B NOSNTUKKE, LIENAX, OPraHM3aLMOHHON CTPYKTYpe, Npo-
OYKUMW 1 OOCTYMHbIX pecypcax;

- BHeLUHWe hakTopbl, TakMe Kak M3MEeHEHWS B 3aKOHOAATENbCTBE, CMOCOOaxX KOHKYPEHLUUN N/ TEXHO-
norusx;

- XapaKTepUCTMKUN NOSHOTbLI BLINOSHEHUS NpoLecca ynpaBneHus NPeTeH3nsiMK, BKINtoYas aHanva yaoB-
NeTBOPEHHOCTM NOTpebuTens n pesynbTaTbl NOCTOSHHONO MOHUTOPWHIAa NPOLIECCa;

- pesynbTaTbl ay4WTOB;

- CTaTyC KOPPEKTUPYOLLMX 1 NpeaynpexaaroLmnx eNCTBIN;

- MpeanpuHATbIE 4ENCTBUS NO pe3yrbTaTaM npeabiayLlero aHanuaa co CTOPOHbI PYKOBOACTBA;

- pekomeHZaLumm No yryyLeHno NpoLEeCcCoB OpraHn3aunm.

8.6.3 BbIxofHble AaHHbIE aHaNM3a Co CTOPOHbI BbICLLErO PYKOBOACTBA AOJIKHbI BKIOYATh BCE PELUEHs
N OEVNCTBMS, OTHOCSALLMECS K CrieaytoLemy:

- MOBbILEHMIO Pe3yNbTaTUBHOCTU U 3hheKTUBHOCTU NpoLecca ynpaBreHns NpeTeH3nsMu;

- YNyYLWEHNIO NPOAYKLNN;

- obecne4veHne HeobxoaMMbIX pecypcoB (Hanpumep, obecneveHne noTpebHOCTU B nporpammax oby-
YyeHus).

3anucm 06 aHanm3e co CTOPOHbI BbICLLIETO PYKOBOACTBA AOMKHbI NOAAEPXKUBaTLCA B paboyem COCTOSIHUN
N MCNonb30BaThCs AN MOEHTUUKALMM BO3MOXHOCTEN YITyULLIEHUS.
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8.7 lMocTosiHHOe yny4lueHue

OpraHnsaums gosmkHa MOCTOAHHO NOBbILWATbL Pe3yNbTaTUBHOCTb U 3 (eKTBHOCTL NpoLiecca ynpasre-
HWUSI NPETEH3NAMN NOCPEaCTBOM KOPPEKTUPYHOLLMX, MpegynpexgatLwmnx 4eNCTBUA U UHHOBALMOHHbLIX yCOBEpP-
LUeHCTBOBaHW. Pe3dynbTatoM NogobHON AeATENbHOCTM OpraHnM3aumny MOXEeT CTaTb MOCTOSIHHOE yryylleHne
kayecTBa npogykumun. OpraHnsaumsi JOMKHA NpeanpuHUMaTh HeoOX0aMMble AEUCTBUS C LENb YCTPaHEeHWs
MPUYMH CYLLLECTBYHOLLMX U MOTEHUMAanbHbIX Mpobniem, BeAyLLMX K NPeTEH3NsIM, AN NPeaynpexaeHus nx nosie-
neHus. OpraHm3auns 4OMmKHa:
nccnepoBatb, MAEHTUMULMPOBATL M NPUMEHSATb COBPEMEHHbIE MeTOAbl PaboThbl C NPETEH3NAMU;
cnoco6CcTBOBaTb YCTAHOBNEHWIO B OpraHm3aunm nogxoaa, OpueHTMpPoOBaHHOro Ha noTpebutens;
CTMMYNMPOBaTb BHEAPEHNE MHHOBALMI B yIpaBlieHNE NPETEH3NSMU;
CTpeMuTbCS K 06pa3sL,oBOMY NoBeAEHMIO Mpu paboTe ¢ NpeTeH3nssMu.

B kayecTBe 4ONONHUTENBHOMO PyKOBOACTBA NO 06LLe METO40NOMMM NOCTOSIHHOIO YIyYLLIEHUSA PEKOMEH-
ayeTtcsa ncnonb3osaTtb MCO 9004.
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MpunoxeHune A
(cnpaBo4Hoe)

PekomeHaauun ansa manoro 6usHeca

HacTtoawmin ctaHgapT MOXeT NPUMEHATLCA opraHM3aumammn nobbix pasmepoB. OQHAKO LUMPOKO U3BECTHO, YTO
npeanpusaT1s manoro 6M3Heca orpaHMYeHbl B pecypcax, KoTopble MOryT ObITb HanpasneHbl Ha pa3paboTky 1 NogaepxaHve
B paboyem COCTOAHUM NpoLiecca ynpaBneHns npeTeH3nsamMmu. HacTosiee npunoxeHue yctaHaBnnBaeT OCHOBHbIE HanpaBs-
neHnsa aeaTenbHOCTU NPpeAnpUaTUA, OPUEHTUPOBaHHBIE Ha JOCTVXXEHUE MakCcuMmarnbHOW pe3yrnbTaTUBHOCTU N 3P eKTUB-
HOCTM npoLiecca ynpasneHus NnpeTeH3nsaMu.

KntoueBble HanpaBneHus NpoLecca yrnpasrneHusi NPeTEeH3MAMN U Npeanaraemasi 4esiTeNbHOCTb BKMYaloT B cebs:

- OTKPbITOCTb AN MPEeTEH3U — HanuumMe 3aMeTHOW Haanucy Ha BUAHOM MEecTe B OpraHu3auun Unu BKIKYeHne
[OOMONHUTENBHOrO NyHKTa B HAaKMagHble opraHu3aumm (cM. 4.2), Hanpumep: «Balua yaoBneTBOpeHHOCTb BaXkHa ANns Hac.
MoxanyicTta, cooblmTe HaM, ecriv Bbl He yaOBNeTBOPEHbI — Mbl XOTUM 3TO UCTIPABUTLY.

- cbop 1 3anucb NpeTeH3nii (cMm. npunoxexus B n D);

- MoATBEpPXAEHMWE NONy4YeHNsi MPETEH3NN, ECININ NPETEH3NS HE BpPYYEeHa NMMYHO, HAanpyuMep, 3BOHKa Mo TenedoHy nnm
COO0O6LLEHUNS MO 3NEKTPOHHOM NoYTe (CM. 7.4);

- OLIeHKy 060CHOBaHHOCTU MPETEH3MNW, BO3MOXHOIO OTBETHOIO AIENCTBUSA U HAa3Ha4YeHNe OTBETCTBEHHOIO NCMONHU-
Tens (cm. 7.5);

- MPUHSITUE PELLEHNS B MakcumarbHO KOPOTKME CPOKWN UNu AanbHelllee paccrnefoBaHve NpeTeH3nmn n 3atemM npu-
HATUE PeLUEeHNs O AarnbHENLWNX AeACTBUAX (CM. 7.7);

- npegocTaeneHve nHgopmauny notpebutenio o nnaHax paboTbl C NpeTeH3nern 1 nocneayLwun aHanns oTeeTa
notpebutens. OueHka cTeneHn yaoBneTBOPEHHOCTU NoTpebuTensa npeanoxeHHbIMN 4eNCTBUAMU, MPU NOSNIOXKUTENBHOM
oTBeTe ObICTPO (B Npeaenax pa3yMHOro) npeanpuHsTb AENCTBUE, OXMAAEMOe NoTpebuTenem c npMBrnedYeHmeM HOBENLLINX
MEeTOO0B B COOTBETCTBYIOLLEN cdhepe AeAaTenbHOCTU (CM. 7.8);

- posefeHue Ao notpebutens ceegeHuit 060 Bcex AencTBUAX M 0hOpPMIIEeHNe COOTBETCTBYIOLLIEN 3anncu 0 pesyrb-
TaTe, eCnunpeTeH3us BCe eLLe He yperynupoBaHa 1 notpebuTerns He ya0oBNeTBOPEH, TO He06X0AMMO 06 bACHUTL NOTPedU-
TENo NPUHATOE peLLeHNe U NPeAOXUTb BO3MOXHbIE anbTepHaTUBHbIE BapuaHTbl pelleHuns (cM. 7.9);

- perynsipHbi aHanu3 npeTeH3ni, T.e. KpaTknii nepuoamyeckmin aHanus v 6onee NnoapobHbI eXxeroaHbIi aHanus ans
onpeaeneHns TeH4eHUUIA NNu o4eBUAHbIX (DAKTOPOB, TPEOYOLNX U3BMEHEHWS, ANSA YCTPpaHeHNs NPpeTeH3nn, yry4yLleHns
06CnyXMBaHNA UNW NOBbILLEHNS YA0BNETBOPEHHOCTN NoTpebuTenen [cM. npunoxeHne B n D.7 (npunoxeHue D)].

Ons ynyyweHnsi paboTbl C NPeTEH3NSIMU MOXKET ObITb MOME3HO NOCELLEHME OPYTUX aHANOMMYHBIX UMW UHBIX OpraHu-
3auuii. ObmeH onbiToM B 06racTn paboTbl C NPeTeH3nAMU NoTpebuTenen MoXxeT NOMoYb B onpeaeneHmmn adekTUBHbIX
MEeTOL0B OopraHv3auum paboTbl.
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MpunoxeHue B
(cnpaBo4Hoe)

dJopma AnA npeaobABleHNA NpeTeH3nn

Tunosas dopma, npeacTaBneHHas B HACTOSALWEM MPUMOXEHUN, COAEPXUT OCHOBHYIO MH(pOpMaLIMIO, KOTOpas MOXeT
NMOMOYb MpeabABMASIOLLIEMY NPETEH3NI0 OTBETUTb Ha KITOYEBbIE BONPOCHI, HEOOXOAMMbIE OpraHu3aLmu aAns ynpasneHus
npeTeHanemn

1 CBeaeHus o NpeabABNAIOWEM NPEeTeH3N0

PUNO/opraHmnsaums

Anpec

[No4yToBLIN MHAEKC, ropos,

CtpaHa

TenedoH

dakc

SJ'IeKTpOHHaﬂ no4Tta

®WNO 1 nonHoMoums nNuua, AENCTBYIOLLETO OT UMEHW NPeabsABNSAOLLErO MPETEH3MI0 (€CN NPUMEHUMO)

KoHTakTHOE nNnLo (ecnv OTNUYHO OT NPeAbIAYLLEro NyHKTa)

2 CsefeHus o npoayKuumn

Homep nsgenus/3akasa (ecnvm3BecTHo)

OnucaHune

3 Mpo6nembl, C KOTOPLIMU CTOJIKHYJICS NpeAbABNAIOWUIA NPeTEeH3UI0

[aTa BO3HMKHOBEHNSA

OnucaHue npobnem

4 Tpebyemble cpeacTBa

aa D HeT |:|

5 [arta, noanucb

[ata Mognncek

6 MpunoxeHusa

Cnuncok NPUNOXXEHHbIX JOKYMEHTOB
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Mpunoxexune C
(cnpaBo4HoOe)

O6BLEKTUBHOCTDL npouecca ynpaBreHusa npeTeH3ndamm

C.1 Oowmn

MprHLUMNbI 06BEKTUBHOCTM NpoLieCcca ynpaBneHusi NPeTEeH3NMU:

a) OTKpbITOCTb — LUMPOKO AOCTYMHbIA U MOHATHIN ANsi BOBNEYEHHbIX UL, NPOLEecC ynpaBneHusi npeteHansimu. Npo-
LLecc AOImKeH ObITb ACHO M3NOXEH U AOBEAEH 10 CBEAEHMUS PYKOBOACTBA, NepcoHana v npeabsaBnsiowmnx NpeTeH3unto.

b) BecnpuctpacTtHocTb. Heobxoanmo nsberate ntoboro npeaybexaeHnsa npy B3aMMoaenCcTBUMN CNPeabsBASIOLNM
NPEeTEH3MI0 HE3aBNCUMO OT TOrO, KTO XanyeTcsl, YenoBeK unun opraHnsaumns. Lienbto npouecca gomxHa ctaTb 3alumTa Yyeno-
BEKa, KOTOPbIN XanyeTcd, OT AaBMNeHUs Ha Hero. AKUEeHT AormkeH 6biTb caenaH Ha pelleHre npobnemMsbl, a He Ha NOUCK
BMHOBHbIX. ECnn npeTeH3ns kacaeTcsa nepcoHana, To A0MKHO 6bITb NPOBEAEHO HE3aBMCMMOE paccrneaoBaHme.

c) KoHdwmpaeHumanbHocTb. MNpouecc gomkeH ObiTb NpegHasHavyeH Anst MakcUManbHOW (B pasyMHbIX Npeaernax)
3aLUMTbI NPeabABSIOLLEro NPETEH3MI0 M/UnNn NoTpebuTens, HackoNbKo BO3MOXHO. BaxxHo cobntogaTts KoHuaeHUmnanb-
HOCTb A5 YCTPaHEHUsI CUTYaLUUid, B KOTOPbIX NOTPebuTenb n3beraeT opopmneHns NPeTeH3nn N3 onaceHusl, YTo packpbl-
Tne nogpobHOCTEN NPETEH3NMN MOXET MPUBECTU K HEYA06CTBY UNU AUCKPUMUHALLMU MO OTHOLLEHUIO K HEMY .

d) OoctynHocTb. OpraHnsaumus gomkHa obecneunTb 4OCTYN NPeAbABNALLErO MPETEH3NI0 K TPoLeccy ynpasnieHns
npeTeHsnamun B Niobbix 060CHOBaHHbIX MecTax nnu B no6oe spems. MHdbopmaLms o npouecce ynpasrneHus npeTeH3nsamm
JormkHa 6bITb 4OCTYNHA Y N3M0XeHa NOHATHBLIM A3bIKOM U B dpopMaTax, JOCTYMHbIX BCEM NPEeAbABMASAOLWUM NPETEH3NN.
Ecnu npeteH3uns 3aTparmBaeT pa3nmnyHbIX yHaCTHMKOB LieNu NOCTaBKMW, TO AOMMKeH ObiTb COCTaBMNEH 06LWniA NnaH A4encTBui
no yperynupoBaHuio npeTteHsuu. lNpouecc JomkeH npegycmaTtpyBaTh BO3MOXHOCTb JOCTyna K fobon nHopmauum,
BbIsIBNIEHHON B pe3ynbTaTte paboTbl C npeTeH3nen, And nodbix NOCTaBLLNKOB OpraHn3aumm, 3anHTepecoBaHHbIX B yperynu-
poBaHMM NpeTeH3um, 4ToObl 06ecnevnTb MM BO3MOXHOCTb YryyllaTh CBOK OeATENbHOCTb.

e) 3aBepLUeHHOCTb. [INsi yCTaHOBMNEHUS KOHTaKTa MeXay NMoabMu, NPeACTaBNSoWMMM pasHble CTOPOHbI, BOBIe-
YeHHble B MPOLECC ynpaBneHus npeTeH3nen, Heobxoammo BbiiBNeHe haKkToB, OTHOCALLMXCS K Aeny, U npoBepka ux
06BSCHEHNI BCAKUI pa3 Npy NOSIBIIEHUU BO3MOXHOCTH.

f) CnpaBegnusocTb. [lpegoctaBneHne BCeM paBHbIX YCIOBUIA.

g) YyscTBMTENBHOCTL. KaXkabil cnyvan JomkeH 6bITb paCCMOTPEH C TOYKU 3pEHNS €r0 JOCTOMHCTB C y4eTOM MHOU-
BUAYyanbHbIX pa3nmynii 1 NOTpebHOCTEN CTOPOH.

C.2 OGBLEKTUBHOCTb K nepcoHany

Mpoueaypbl ynpaBneHus NpeTeH3nsamMmn omKHbl obecneunBaTe 06 BEKTUBHOCTL Npy aHanuae ownbok nepcoHana,
NPOTUB KOTOPOrO HanpaBneHa NpeTeH3nsi. OTo Noapa3yMeBaeT:

- HemeaJieHHOe 1 NOMHOEe MHOPMUPOBaHME paboTHUKOB No NOON NpeTeH3un, KacarLencst ux paboTsl;

- obecneyeHve paboTHMKAM BO3MOXHOCTM 0OBbACHEHMS 0OCTOATENLCTB U NPELOCTABMNEHUS] COOTBETCTBYIOLLEN
NoAAEPXKKN;

- WHOpMKMpOBaHKE O NPOABWMXKEHMM paccneoBaHUs NPeTEH3UN 1 NOMNYyYEHHbIX pe3yrnbTaToB.

Heobxoanmo, 4Tobbl NnepcoHany, NpoT1B KOTOPOro HanpasfeHa npeTeH3ns, Obino NnpeacTasneHo nogpobHoe onu-
CcaHue NpeTeH3nu nepep, ero MHTEPBLIOMPOBAHNEM MO 3TOMY Bonpocy. [py aToM formkHa ObiTe cobniogeHa KoHpMAeH-
LnanbHOCTb.

MepcoHan gomkeH 6bITb yBEPEH, YTO B NpoLIeCCe ynpaBneHus npeTeH3nsmmn emy 6yget obecneveHa Heobxogumas
nogaepxka. Heobxoanmo npmnobLyaTte nepcoHan K udy4eHuto onbita paboTbl C NPETEH3MAMM U aHanM3y TeHAEHLUN n3me-
HeHus TpeboBaHW NPeabABNAOLLErO NPETEH3MIO0.

C.3 OtaeneHue npoueayp ynpaBrieHUsA NpeTeH3UAMM OT AUCLMNIIMHAPHbIX Npoueayp

Mpoueaypbl paboTbl C NPETEH3NAMM JOIDKHbI ObITb OTAENEHbI OT AMCLMMIIMHAPHbBIX NPOLEeAYp OpraHn3aunm.

C.4 KoHdumaeHUManbHOCTb

B nononHeHwne k obecneyeHunto koHDUAEHLMaNbLHOCTU NPeabABASIOLLEro NPETEH3MI0 NPOLIECC yNpaBneHus npeTeH-
31amm gomkeH obecneunBaTb KOHUAEHUNANBHOCTb B Criy4yae BO3HUKHOBEHWSI NpeTeH3un (>kanob) npoTueB nepcoHana.
OeTanu Takmx npeTeH3ni A0MKHbl OblTb M3BECTHbBI TONBKO HENOCPEA4CTBEHHO 3aMHTEPECOBAHHbIM NULAM.

OpHako BaXHO, YTO6bI KOH(bMAEHUMAaNbLHOCTL HE MCNOoNb30Banach B ka4ecTBe onpaBAaHusl Nnoxon paboTbl ¢ npe-
TEeH3uewn.

C.5 MOHUTOPMHI 06EKTUBHOCTHU

OpraHu3aums gomKHa NPOBOANTbL MOHUTOPUHT OTBETOB Ha NpeTeH3un aAnst obecneyeHns 06 bEKTUBHOCTM paboTbl C
npeTeH3naMn. MoHUTOPVHI OTBETOB Ha NPETEH3MM MOXET BKMoYaTh B cebs:

- perynsipHbIi MOHUTOPWHI (Hanpumep, eXeMecsYHbIA) YperynmpoBaHHbIX NPeTeH3nin, 0TobpaHHbIX CryYanHbiM
obpasowm;

- aHKeTMpoOBaHWe NPeabABNSALNX NPETEH3U0 Ha NpeAMeT 06 beKTMBHOCTU OTBETCTBEHHOIO NEpcoHana npu pac-
CMOTPEHWM UX NPETEH3UN.
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MpunoxeHue D
(cnpaBo4Hoe)

HononHutenbHas hopma Ans npeabABNeHUs NPeTeH3nun

B npunoxeHun npeacraeneHa npumepHasi popma (npefHasHavyeHHas TONbKO A4S BHYTPEHHErO UCMONb30BaHus),
KOTOpas cCoaep>XMT OCHOBHYHO (KIMHOYEBYH) MHChOPMaLIMIO M HeOOXoauMa opraHu3aunn Ans 3aBepLieHns paboTbl C NpeTex-
3men.

1 CBepeHusi o nony4yeHun npeTteH3nm

[ata npeTeH3umn

BpeMmsi nonyyeHus npeTeH3um

®UO nonyyaTtens

Cnoco6 nonyyeHusi npeteH3nn TenedoH D 3NEKTPOHHasi noyTa |:| WHTepHeT I:‘ NNYHO I:‘

noyta |:| , Apyroi |:|

YHUKanbHbIN MAEHTUMUKALNOHHBIN HOMEP

2 CBepeHus o NpeabABNSAOLWEM NPEeTEH3NI0
dopma npuBeaeHUs B NpUnoxeHumn B
3 MoapobGHOCTM NpeTeH3un

PervnctpaunoHHbIn HOMep NpeTeH3un

Heobxoanmble AaHHbIE O npeTeH3nm

Kem nepenaHa npeTteH3us

4 OnucaHue npobnemsbi

[laTa BO3HMKHOBEHNSA I'IpO6J'I€MbI

MoBTOpHas npobnema aa |:| HeT D
KaTeropus npobnemsl

Mpoaykums He nocTaeneHxa.

CepBuc He obecneyveH/obecneyeH YacTUYHO.

3afepxxKka noctasky NpoayKLum

NPOAOCJKNTENTbHOCTb 3a4EPXKKU

3agepxka npu obecneyeHnm cepeuca

NpPOAOCIIKUTENTbHOCTb 3a4EPXKU

OedekTHas npogykuus.

O O gogo

HepocTtaTouHbIn cepBuc

noupoGHoe onuncaHune
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14
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17

18

19

20

21

22

23

24

25

26

27

28

29

30

31

32

33

34

35

Ododoobdboodooooobobobdbdodbooab

MpoayKumMsa He COOTBETCTBYET 3aKaay.
Mpoaykumsa He 3aka3aHa.

HaHeceH ywepb.

OTKa3 OT BbINOSTHEHUS FapaHTVII;IHbIX obs3aTenbCTB.

OTkas B npogaxe.

OTkas B obecneyeHunn cepauca.

Kommepyeckue npoueaypbl / MeTogbl Npoaax.

HenpasunbHas nHgopmauus.
HeapekBaTHas nHgopmaLms.
Mopsgok pacyeTos.

Llena.

YBenunyeHne LeHsbl.
JononHuTeneHble pacxoabl.
HeobocHoBaHHas LieHa /cyerT.
YcnoBus gorosopa.

CTtpaxoBasi cymma no OroBopy.
OueHka yuwiepba.

OTka3s 3annaTnTb KOMNEHCALMIO.
HeapekBaTHasi koMneHcauus.
M3meHeHue goroeopa.
HepocTaTo4Hoe BbINONHEHME A0roBOpa.
OTmeHa /pacTopxeHue goroesopa.
OTka3s oT cepBuca.

MoraweHune ccyabl.

TpeboBaHne NpoLEHTOB.

OTkas oT cobntogeHus 06s3aTenbCTB.

Henpanm bHO€ BbICTaBl1eHNe cYeTa.

MN3nuwwiHas 3aaepkka npu ynpaeneHnm npeTeHsnen.

Opyroii Tn npobnemel

FOCT P UCO 10002—2007
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JononHutenebHas uHdopmaums

5 OueHka npeTeH3un

O6bnactb NPUMEHEHUS N CEPbE3HOCTb PaKTUYECKOro 1 NOTEHUNANbHOIO BIIUSHUS NMPETEH3UN

CepbesHocTb

CnoXxHocTb

Bospgevicteue

MoTpe6HOCTbL B HEMEeANEHHOM AENCTBUM na D HeT D
[OTOBHOCTb AENCTBOBATbL HEMEAIEHHO na |:| HeT D
BeposiTHOCTb kKOMMEeHcaLu K na D HeT D
6 PeweHue no npeteH3un

TpebytoTca cpeacTea aa |:| HeT |:|

MpegonpuHMMmaemble gencTesnd

36

37

38

39

40

41

42

43

44

45

46

47

48

49

50

51

52

53

14

Dododoodbdgoododgond

MocTaBka npoayKumu.
BoccTaHoBneHue/nepeaenka npoaykumm.
3ameHa npoaykumu.

OTMeHa npogaxu.

WcnonHeHue rapaHTuinHbIX 06513aTenbLCTB.
Onnata o6sa3aTenbCTB.

3aknoyeHne goroesopa.
OTmeHa/pacTopxeHne goroesopa.
OTmeHa cyeTa-hakTypbl.

WHdopmaums.

WcnpasneHne oueHeHHoro yuiepba.

Onnara, Bo3MellatoLas yobITk1, B CyMMe

BosBpaT nepBoHa4vanbHOro nnarexa B cymme

BosBpat Apyrux nponssefeHHbIX MraTexen B Cymme

Ckugka oT LeHbl B CymMe (B NpoLeHTax)

CpepnctBa nnatexa.
M3BuHEeHNKE.

Opyroe gencTtsue
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7 NMpocnexuBaHne NpeTeH3nu

MpeanpuHaToe pencTeme Oata PUO MpumeyaHus

MoaTteepxaeHWe NpeTeH3nn NpeabaABSALEMY NPETEH3NO

OueHka npeTeH3nn

PaccnepnoBaHune npeTeH3nu

PelweHne no npeTteHsunn

NHdopMUpoBaHne NpeabsaBnsAIoWEro npeTeHsuno

Wcnpaenenue

Bepudukaunsa ncnpasneHus

MpunoxeHue E
(cnpaBo4HoOe)

OTBeTHble AENCTBUSA MO yperynupoBaHuio NpeTeH3nn

E.1 lNonuTtuka opraHnsauum no pesynbTatam OTBETOB MOXET BKIo4aTh B cebs:

- onnarty;

- 3aMeHy;

- peMoHT/nepenenky;

- 3aMeHy Ha ToBapbl-CybCTUTYThI;

- TEXHWUYECKYI0 MOMOLLb;

- MHOpMaLuIo;

- nepepjady Ha paccCMOTPeEHUE;

- PMHAHCOBYIO MOMOLLb;

- Apyryto nomoLp;

- KOMMeHcauuio;

- V3BUHEHNE;

- LieHHbIN NoAapoK U 3Hak oT UpMbI;

- AaHHble 06 n3mMeHeHusX B NpodyKuuu, npouecce, NonuTMKe Unn npoueaype, Npovu3BedeHHbIX No pesynbTatam
npeTeH3unn.

E.2 PaccmoTtpeHue npobnembl MOXeT BKIHOYATL B CEOS:

- M3yYeHune BCEX aCneKTOB NPeTeH3nu;

- nocneayowmne HeobxoaMMble MEpPONPUATUS;

- paccMoTpeHue HeobXoaVMOCTU NPEeAnoXeHNs CpeacTB APYrM NoTpebuTensm, KOoTopble, BO3MOXHO, MOrMK
nocTpaaaTtb TEM e caMblM CNocoboM, Kak NpeAbABNSAIOLLMIA MPETEH3NI0, HO HEe HanpaBunM ouLManbHO 0OPOPMIAEHHYHO
NpeTeH3nio;

- YPOBEHb MONTHOMOYMI MO Pa3NUYHbLIM OTBETaM;

- AoBefgeHue MHopMaLmmn 4o CBeAeHNs COOTBETCTBYIOLLLEro nepcoHana.
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MpunoxeHue F
(cnpaBo4Hoe)

Brok-cxema yperynmpoBaHusi NpeTeH3um

BHyTpun opraHu3auum CHapyxw
opraHusauum
MepBbI ypoBEHb peLLeHns CneayoLmnin ypoBeHb peLUeHus
Hauano Heobxoanmo Het
NPOACIKNUTL
peLueHns
\i
-~ M3yyeHne
o npobnemsl DanbHenwee
n3y4eHve npodnemsl
Het HocTynHo HocTtynHo
[0CTaTo4HO A0CTaTO4HO
MHopmaLmn? nHdopmauun?
HocTaTtoyHo Het _ [HocTaTtoyHo Her o
[a Na
\ i \i
MpeanpuHumaemoe MpeanpuHumaemoe
aencrtene aencreme
\J
MpegobsBnawLwmn MpegobsenawLwmn Het] | MpeanpvHumaemoe
npeTeH3no npeTeH3nto o aencreve
\i
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MpunoxeHune G
(cnpaBo4Hoe)

PYKOBO,D,CTBO no NOCTOAHHOMY MOHUTOPUHTY

G.1 OOuee nonoxeHue

HacToswee npunoxeHue cogepxut obLuee pykoBOACTBO MO pe3yrnbTaTUBHOMY U 3pMEKTUBHOMY MOCTOSSHHOMY
MOHUTOPWVHIY NpoLecca ynpasneHns npeTeH3naMmu. PopmMbl opraHnsaunm MOHUTOPUHIa JOIMKHBI COOTBETCTBOBATL TUMY U
pasmepy opraHusauum.

G.2 OTBeTCTBEHHOCTb PyKOBOACTBA

OTBETCTBEHHBIN NepcoHarn 3a NpoBeAeHne MOHUTOPUHIa, NPeAoCTaBIeHNe OTYETOB, BbINONTHEHNE KOPPEKTUPYIO-
LMX AENCTBMI N0 NPOLECCY yNpaBreHns NpeTeH3namMm JomkeH obnagaTte HEOOX0AMMON KOMNETEHTHOCTBLHO.

0O6a3aHHOCTM OTBETCTBEHHOMO MEPCOHANa MoryT BkInto4yaTth B cebs cneaytollee (npy HE06X04MMOCTH CMIMCOK MOXET
ObITb JOMOSHEH):

a) BbiCLUEE PYyKOBOACTBO AOMKHO:

- onpegensTb Lenn MOHUTOPUHTAa,

- pacnpefensTb OTBETCTBEHHOCTb B 0611acT MOHUTOPUHTA,

- PYKOBOAMTb NPOBEAEHUEM aHanu3a npouecca MOHUTOPWHra,

- obecneunBaTb BHeApPEHE HEOOXOAMMbIX YIYYLLEHWUIA MpoLiecca ynpaBrieHnsi NPETEH3NAMU;

b) npepcraBuTENb PYyKOBOACTBA MO YNPAaBNEHMWIO NPETEH3NAMU OITDKEH:

- YCTaHOBMWTb NPOLIECC BbINONIHEHUSA MOHUTOPUHIa, OLEHKWN Y NPeACTaBNeHns OTYETOB,

- NpefocTaBnsATb OTYET BbICLLIEMY PYKOBOACTBY OpraHu3auuy o pesyrnbTatax aHanuaa npouecca ynpasneHus npe-
TEH3MAMU ANSA BHEAPEHNSI BCEX HEOOXOAUMBIX YNYULLEHWIA;

C) Apyrve pykoBOAMTENW OpraHM3auum, BOBNeYeHHbIe B paboTy C NpeTeH3naMn, A0MKHbI 06ecneynsaTh:

- NpoBefeHNe MOHUTOPUHIa NpoLecca ynpaBreHns NPeTEH3NSIMU U PerucTpaLmio COOTBETCTBYHIOLLMX 3anuncei B
pamKax LOMKHOCTHbIX MONTHOMOYMIA;

- MpoBefeHVE KOPPEKTUPYHIOLLMX AEeNCTBUI MO NPOLIECCY YNpaBreHns MPeTEH3NSIMU 1 PETUCTPaLMIO0 COOTBETCTBYHO-
LLMX 3aMnMCcen B paMKax AOMKHOCTHBIX MOMTHOMOYMN;

- AOCTYMHOCTb AOCTOBEPHbIX AAHHbIX MO YNPaBeHNIo NPeTEH3NAMM B paMKaxX AOMKHOCTHbLIX MOSTHOMOYUIA A8 aHa-
nm3a npoLecca MOHUTOPWHIa CO CTOPOHbI BbICLLIENO PYKOBOACTBA.

G.3 MOHMUTOPWHI U U3IMepeHus

G.3.1 O6wme nonoxeHusA

OpraHu3aums OofmKkHa NPOBOAWTbL OLLEHKY U MOHWUTOPWHI BbIMOSTHEHWSA MpOLiecca ynpaBrneHUss NpeTeH3nsiMu,
ncnonb3ys Habop 3apaHee onpeaeneHHbIX KpUTepueB.

B pa3nnyHbIx opraHM3aunsx CyLLeCTBYIOT pa3nnyHble NPOLLECChl M MPOAYKUMS TaK Xe, Kak U COOTBETCTBYIOLLMNE UM
KpUTEPUM OCYLLECTBNEHNS MOHUTOPUWHra. OpraHnsauny AOMKHbI COBEPLUEHCTBOBATb KpMTEPUMN OCYLLIECTBIIEHNSA MOHUTO-
puHra, HeobxoauMmble B KOHKPETHbIX 06cToaTenbcTBax. [Mpumepbl npuBeaeHsl B G 3.2.

G.3.2 Kputepun MoHUTOpUHra

Kputepunsimm MOHUTOpPWHra npouecca ynpasreHnsi NpeTeH3NAMN SBNS0TCA cnegyowme (Npyu HeobxoaMMoCTH Crm-
COK MOXET ObITb JOMOSHEH):

- yCTaHoBfeHue, nogaepka B pabovyem COCTOSAHUN U AOCTYNHOCTb MONUTUKM M LieNer Mo ynpasBrieHUIo NPeTeH3NaMu;

- MOHWMaHWe NepcoHanom 06583aTenbCTB CO CTOPOHbI BbICLLETO PYKOBOACTBA MO YNPaBneHWto NPETEH3NAMU;

- pacnpepgeneHne OTBETCTBEHHOCTM yNpaBneHns MpeTeH3nsmu;

- Hamnuuue y nepcoHana, B3aMmMoOeNCTBYOLLErO ¢ NOTPebUTENAMI, NONMHOMOYMIA ANst paspeLleHns NPeTEH3N Ha
MecTe;

- YCTaHOBMEHWUE rPaHuUL, CaMOCTOATENBHON AeATENbHOCTN NepcoHana, B3aMMoaencTBYHOLLEro C NoTpebuTensamu,
NOSTHOMOYMI NS yPerynmpoBaHus NpeTeH3uit;

- HasHayeHue nepcoHana, cneumanuanpytoLlerocs Ha paboTe ¢ npeTeH3nsaMu;

- Jonsi 06y4eHHOro ynpasneHuio NpeTeH3nsiM1 NepcoHana, B3aMmMogenCTBYHOLLErO C NOTpeduTensmu;

- pe3ynbTaTMBHOCTb M 3(pHEKTUBHOCTL 0OYy4EeHUS paboThbl C NPETEH3UAMMU;

- 4UCIOo NPeasIoKEHMUIN CO CTOPOHbI NepcoHana no yny4eHuio paboThbl ¢ NPeTEeH3UAMU;

- OTHOLUEHMWE NepcoHana k paboTe ¢ NpeTeH3nsmu;

- YyacToTanpoBeeHus ayamTa npouecca ynpasneHus npeTeH3NsMmM /Mnm aHanmnsaa co CTOPOHbI BbICLLETO PyKOBOA-
CTBa;

- Bpems BHeOpPeHUs pekoMeHZauuin ayauta npouecca ynpaBneHus NpeTeH3nsiMyM u/unm aHanmsa co CTOPOHbI
BbICLLEro PyKOBOACTBA;

- Bpems, 3aTpayeHHoe AN 0TBETa NPeAbABAOLLEMY NPETEH3NIO;

- cTeneHb yOOBMNEeTBOPEHHOCTY NPEAbABMASIOLLEro MPETEH3NIO;
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pe3ynbTaTUBHOCTb U 3PPEKTUBHOCTL NMPOLECCOB NO HEOOXOAMMbBIM KOPPEKTUPYIOLLMM U NpeaynpexaatLmm

DEeNCTBUSAM.

G.3.3 laHHble MOHUTOPUHIa

MOHUTOPUHI AaHHbIX NpeacTaBnseT NpsiMoi MHAMKATOP KayecTBa paboT ¢ npeTeH3ansMu. [JaHHble MOHUTOPUHra
MOTYT BKIOYATb YMCIIO UMW AOJIO:

MOMNYyYeHHbIX NPETEH3NN;

NpeTeH3ui, pa3peLleHHbIX B MyHKTE X NOMNyYeHus;

npeTeH3nin, HenpaBWbHO OLEHEHHbLIX NO MPUOPUTETHOCTY;

NPEeTeH3NIN, NPU3HaHHbIX MO3Xe YyCTaHOBNEHHOIO BPEMEHU;

NPEeTeH3Ui, yperynmpoBaHHbIX MO3)e yCTaHOBNEHHOTO BPEMEHU;

NpeTeH3Un, B KOTOPbIX YNIOMSAHYTbl BHELLHWE MeTOoAbl peLueHus (M. 7.9);

MOBTOPHbIX NPETEH3WIN UNN TEKYLLIMX HEPELLEHHbIX NPO6eM, NpeTeH3nN Ha KOTOPbIe He NoJaBanunch;
ynyyLIeHns npouenyp, NPUHMHON KOTOPbIX SBUMMUCb MPETEH3UN.

Oco60e BHUMaHue JOIKHO ObITh HanpaseHO Ha nHTepnpeTaumnto AaHHbIX, MOTOMY YTO!:

00BbEKTUBHbIE AaHHble, TaKMe Kak CpoKOoTBETa, MOryT NoKa3aTb, Kak XOpoLlo pa60TaeT npouecc, HO He MOryT noka-

3aTb MHGOpMaLUIo o6 yOoBneTBOPEHHOCTU NpeabABNAOLLEro NPETEeH3NIO;

POCT uncna NpeTeH3unin nocrne BBEAEHWS HOBOIO Npouecca ynpasBrneHus NPeTeH3nsaMn MoXeT 0TpasnTb addek-

TUBHOCTb NpoLiecca, a He He4oCTaTKU NPOAYKLMH.
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Mpunoxexnune H
(cnpaBo4Hoe)

AyauT

OpraHusaums gomKHa MOCTOSIHHO YNyyLllaTh pe3ynbTaTUBHOCTb U 3¢PPeKTUBHOCTL NpoLecca ynpaBieHus NpeTeH-
3uamu. Mo aToi NprYMHE BbINOSTHEHME U pe3yrbTaThl MpoLecca Yepes 3annaHnpoBaHHble MHTepBarbl BpeMeHU HeoGxoam-
MO NPOBEPATL AN UAEHTUMUKALUN U YCTPaAHEHUS NMPUYKH CYLLECTBYHOLLMX M NOTeHLManbHbIX NpoGnemM 1 noucka nobbix
BO3MOXHOCTEN yrydlleHus. [NaBHas Lenb ayanTa npouecca ynpasneHusi NpeTeH3nsaMM COCTOMUT B yITy4lleHun npolecca
nyTeM NpoBepKN COOTBETCTBUSA NpoLiecca ynpasfieHust NPpeTeH3UsAMM YyCTaHOBIIEHHbIM KpuTepusiM. Takue KpuTepum MoryT
BKI1l0YaTb B ce6s1 OTHOCALLMECS K YIPABMEHMIO NPeTEH3UAMM MONUTKKY, NpoLeadypbl, cTaHaapTbl U T.1.

Mpwv aHanu3se yHKLUMOHNPOBaHKSA NpoLecca ynpasreHns NPeTeH3NsMIU CriedyeT OLEHUTb CTENEHb COOTBETCTBUS
npoLecca yCTaHOBINEHHbIM KpUTEPUSIM, a Takke NPUrogHOCTb NpoLiecca Ans AOCTUXKEHUS NOCTaBNEHHbIX Lieneil.

Hanpumep, ayauT MoxeT BbiTb OCYLLECTBNEH ANS OLEeHKN:

- COOTBETCTBUA NpoLeayp ynpaereHns NPeTeH3UAMM NOUTHKE U LLeNsaM opraHu3aumu;

- CTeneHu BbINOMHEHWs! B OpraH13aumm npoLieayp ynpaeneHusi NpeTeH3nsMu;

- CNOCOBHOCTY AOCTUMXKEHUS CYLLECTBYHOLLMM NPOLIECCOM YNpaBreHUs NPeTeH3UAMM NOCTaBIIeHHbIX Lienei opraHu-

- CUMbHbIX M cnabblx CTOPOH NpoLiecca ynpaBreHns NpeTeH3nsMuU;

- BO3MOXHOCTM yNy4LLEHMs1 npoLecca ynpaBneHust IPeTEH3USIMU U ero pe3ynbTaTos.

AyauT npouecca ynpasneHust IPeTeH3NAMU MOXET OblTb 3anfaH1poBaH M BbINOMHEH Kak YacTb ayauta cucTemsl
MeHeaXXMeHTa kadecTBa. [lononHuTensHas MHopMaums 06 ayante CUCTEMbI MEHE)KMEHTA KauecTBa OpraHu3aLmmn npu-
BegeHa B MICO 19011.

MpunoxeHue J
(cnpaBo4HoOE)

CBeaeHUs 0 COOTBETCTBMM HaLMOHanbHbIX cTaHAapToB Poccuiickon Pegepauumn
CCbINTIOYHbIM MeXAYHapoAHbIM CTaHgapTam

Tabnuuya J.1

0O6o3HayYeHne CCbiIoYHOro

O603HayeHne 1 HavMeHOBaHWe COOTBETCTBYIOLLENO HaLMOoHanbHOro cTaHaapTa
MexayHapoaHOro cTaHgapTa

MCO 9001:2000 FOCT P NCO 9001—2001 Cucrtembl MeHemkMeHTa kavecTBa. TpeboBaHus

MCO 9004:2000 FOCT P NCO 9004—2001 Cnctembl MeHeaXmMeHTa kavyecTBa. PekomeHgauum no
ynyylleHnto AesTenbHOCTA

MCO 19011:2002 FOCT P NCO 19011—2003 PykoBoasLiue ykasaHus no ayauTty CUCTEM MeHeOX-
MeHTa kayecTBa U(Mfn) CUCTEM 3KONOrMYECKOro MeHedXXMeHTa
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