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[Ipeaucnosue

Ienn n npuHIMNIBI crangaptu3annu B Poccniickoit denepanun ycraHoBiIeHb DeepanbHbIM
3akoHOM OT 27 nekabps 2002 r. N 184-®3 "O TeXHUYECKOM PEeryaupoBaHuu'", a mpaBuiia
NpUMEHEeHHS HallMOHATBHBIX cTaHnapToB Poccuiickoit @enepanuu - TOCT P 1.0-2004
"Crangaptusanus B Poccuiickon @eneparmu. OCHOBHEBIC IMOJIOKEHUS "

Caenenns o crangapre

1 TIOATOTOBJIEH 3akpeiTeim akimoHepHbiM 001ecTBoM "Ail-Texo" (3A0 "Ait-Teko") ¢
yuactuem denepansHOro rocyapCTBEHHOTO YHUTAPHOTO npeanpustus "HaydHo-
uccienoBarenbckuit ”HCTUTYT "Bocxon" (PI'VIT HUU "Bocxona') Ha ocHOBE COOCTBEHHOTO
ayTeHTUYHOTO TIEPEeBOIa Ha PYCCKUI S3BIK CTaHAApTa, YKa3aHHOTO B TyHKTE 4

2 BHECEH Texauueckum komuteToMm 1o cranaaptusanun TK 22 "UndopmannonHbie
TEXHOJOTHH"
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3 YTBEPXKJIEH U BBEJIEH B JIEMICTBUE Ilpukasom PenepaibHOro areHTCTBA 110
TEXHUYECKOMY DETVIUPOBAHUIO ¥ MeTPoJIoTuH OT 12 Hos16psa 2010 1. N 381-ct

4 HacTosmmii cTaHaapT HISHTHYCH MexXTyHapoaHomy crangapty MCO/M3BK 20000-2:2005*
"Undopmannonnas texHosorus. MenemkmenT yeryr. YacTs 2. Komeke mpakTuieckoit
nesrensHOcTH" (ISO/IEC 20000-2:2005 "Information technology - Service management - Part 2:
Code of practice”

* JIoCcTyI K MEXAYHApOIHBIM U 3apYOEKHBIM IOKYMEHTaM MOKHO MOJY4YUTh, epeiiis 1no
cchUIKe. - [IpuMedanue n3roroBUTEINs 0a3bl TaHHBIX.

5 BBEJIEH BIIEPBbBIE

Hnghopmayus 06 uzmenenusx k Hacmosuemy cmanoapmy nyonuKyemcs 8 exce200H0
usoasaemom ungopmayuonHom ykazamene "Hayuonanvrnvle cmanoapmol”, a mexcm usmeHenutl
U NONPABOK - 8 €AHCEMECAUHO U30A8AeMbIX UHDOpMayuoHHbIX YKazamenax "Hayuonanvhvie
cmanoapmst”. B ciyuae nepecmompa (3amenst) unyu ommervl HACMOAWe20 CMaHoapma
coomseemcmayloujee ygeoomaeHue 6yoem onyoIuKo8aHo 8 encemecauto uz0aeaemom
unghopmayuonnom ykasamene "Hayuonanvnole cmanoapmot”. Coomeemcmsayrowas
ungopmayus, yseoomienue u meKcmol pazmewaromes maxdice 6 UHHoOpMayuoHHoU cucmeme
0bue2o nonv308anusl - Ha ouyuarvHom cavime PedeparbHoO20 a2eHMCmMea No MeXHULECKOMY
pe2yauposanuio u mempoao2uu 6 cemu Humepnem

Bsenenune

Hacrosimas wacts TOCT P UCO/M3K 20000, conepaxartiasi CBOJI MOJI0KEHUM, BBITEKAIOITUX U3
JTOCTHIKEHUH MPaKTUKU, TIPEICTaBICHA B BUJIE PYKOBOJICTBA U pekoMeHAanuii. Ha Hee He
CJeyeT JeNiaTh CChUIOK KakK Ha IOKYMEHT, BKIIIOUAIIIHK crierudukaiuio Tpedoanuii. Ocodoe
BHUMaHUE CIIeAyeT yJeNSITh TapaHTHUHU TOTO, YTO 3asBJICHHS O COTJIACHUU C HACTOSIIEH YacThIO
CTaHdapTa HC BEAYT K HCIIPABUJIbHOMY TOJIKOBAHUIO.

Hacrosiryro wacts TOCT P UCO/M3K 20000 ciexyeT UCnosib30BaTh COBMECTHO C €T0 MEePBOH
yacteio - [OCT P UICO/M3BK 20000-1 "Coenndukanus", cBI3aHHON ¢ JaHHBIM KOJEKCOM
IIPAaKTUYECKON JEATEIbHOCTH.

[Ipeamnonaraercsi, 4ToO BHITIOIHEHKE yCIIOBUM HacTosei yactu crangapta OCT P UICO/M3BK
20000 mopy4eHo cOTpyIHUKAM, HUMEIOIIUM COOTBETCTBYIOUIYIO KBATH(PHUKALIHNIO U
komneTeHuo. CTaHIapT He IpelyCMaTpUBAEeT BKIIOYEHHE BCEX HEOOXOAMMBIX YCIOBUN
KoHTpakTa. [lop30BaTen HacTOSIIErO CTaHAapTa HECYT OTBETCTBEHHOCTD 3a €T0 IPAaBUIILHOE
IPUMEHEHHE.

CooTBeTCTBHE HACTOSIILEMY HALIMOHATIBHOMY CTAaHJAPTy HE OCBOOOXkKAAET OT MPaBOBOM
OTBETCTBEHHOCTH.

B Yactu 2 cranpapra 'OCT P MCO/M3K 20000 u3nararorcs JIydiire JOCTHKEHUS PaKTHKH
TSI TIPOLIECCOB MEHEKMEHTa yCIyT, puHapiexkamux oonactu npumenerns [ OCT P
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NCO/M3K 20000-1.

BaxxHOCTB NpeiocTaBiICHUs YCIYT MMOCTOSIHHO PacTeT, TaKk KaK 3aKa3uuKu TPeOyIOT Bce Oosee u
6oJiee COBEPILIEHHBIX CPECTB (IIPU MMHUMYME 3aTpaT) Ul yIOBIETBOPEHUs NOTpeOHOCTEH
CBOEH JCIIOBOM ACATENBHOCTH. [Ipu3HaeTcs Takxke, 4TO YCIyrd U MEHEKMEHT yCIIyT
OKa3bIBAIOT CYIIECTBEHHYIO IIOJIEP/KKY OpraHU3alMsIM B IOJIY4YEHUH M0JIE3HOT0 3 dekra u
obecnieueHnn 3(HEKTHBHOCTH 3aTparT.

Yacts 1 crangapra TOCT P NICO/M3K 20000 siBisiercst cieunpuKanuei 11 MeHeDKMEHTa
YCIIYT ¥ €€ CIeIyeT YUTaTh COBMECTHO C HACTOSIICH YacThIO.

06¢e vactu 'OCT P UCO/M3K 20000 naroT BO3MOKHOCTH MPOBalIepaM yCayT MOHATh, KAKUM
00pa3oM MOXHO MOBBICUTH KA4€CTBO MPEAOCTABIICHHS CBOMX YCIIYT 3aKa34MKaM, KaK BHEIIHUM,
TaK U BHYTPEHHUM.

C yBenuyeHneM 3aBUCUMOCTHU OT YCIIYT MOAJIEPKKH U Pa3HOOOpas3usi TOCTYIHBIX TEXHOJIOTUI
IpOBaiIepbl YCIYT MOTYT 3aTPAa4uBaTh OOJIBIINE YCHUIIHSA 11 OOECTIEYCHHUST BBICOKOTO YPOBHS
MPeIOCTaBICHUs yCIyr 3aka3unkam. PaboTtas B pexxuMe OBICTPOI peakiny Ha IPOUCXOASIINE
COOBITHSI, OHU TPATST CIUIIKOM Majo BPEMEHU Ha IUIAaHUPOBAHUE, IOJITOTOBKY I€pCOHAaa,
0030pbl, UCCIIEAOBAHUS U Pa0OTy C 3aKa3YMKaMu. Pe3ynbTaToM 3TOro CTaHOBUTCS MX
HECIIOCOOHOCTP aJanTHPOBATh MOJIPOOHO MpopaboTaHHBIC M IEHCTBYIOIINE TOCTHKCHHUS
MPaKTUKH.

C apyroii CTOpOHBI, OT IPOBARAEPOB yCIyr TpeOyeTcs MOBBILICHUE Ka4eCcTBa YCIYT, CHUKEHHE
CTOMMOCTH YCIIYT, OOJIbIIIasi THOKOCTh U OoJiee OBICTpast peakius Ha MOTPeOHOCTH 3aKa3UMKOB.
D¢ dexkTUBHBIA MEHEKMEHT YCIIyT 00ecreurBaeT BEICOKUI ypOBEHb 00CITY)KMBaHUS U
YJIOBJIETBOPEHHOCTH 3aKa3UHKOB.

Cepus crannapros [OCT P MCO/M3K 20000 mpoBOIUT pa3inuyue MEKIY JTyIIIHMA
INPAaKTUYECKUMHU PEaTn3alUsIMU IIPOLIECCOB, KOTOPhIE HE 3aBUCAT OT ()OPM U pa3MepoB
opranusanuii, or ux HaumeHoBanui u crpykrypsl. 'OCT P UCO/M3K 20000 npumeHUM Kak
JUIS OYeHb OOJIBIINX, TaK U JJIS MaJIbIX MPOBANIEPOB yCIYT, a TpeOOBaHMSI K IpoLieccaM
MEHE/P)KMEHTA YCIIYT, OCHOBAaHHbIE Ha CAMBIX JIYUILIHUX MPAKTUYECKUX JOCTUKEHUSX, HE
U3MEHSIOTCS B 3aBUCUMOCTH OT (DOpPMBI OpraHu3aluu, 00yCIOBIUBAIOIIEH CTPYKTYpY €e
PYKOBOJICTBA, B PAMKaX KOTOPOr'0 PEATU3YIOTCS 3TU MPOLECCHI

1 OGnacTh NpUMEHEHUS

Yacts 2 TOCT P UCO/M3K 20000 mpencrapinsieT co00i MpOMBILIIEHHOE COTIalleHHEe MO0
CTaHJIapTaM KadecTBa il mpoieccoB MeHemkMenTa yeayr UT. [Ipouecchl MEHEKMEHTA TaKUX
YCIIYT HalEJIEHbI HA IIPEIOCTABJICHNE HAWIIYULINX U3 BO3MOXHBIX YCIIYT JUIsl YAOBIETBOPEHUS
JIEJIOBBIX MOTPEOHOCTEN 3aKa3UMKOB ITPHU COTIIACOBAHHBIX YPOBHSIX PECYPCOB, TO €CTh YCIYTH
IPEOCTABIISAIOTCS MPO(PecCHOHANBHO, 3((EKTUBHO IO CTOUMOCTH, C OCO3HAHHBIMU U
yIpaBiIsieMbIMU PUCKAMHU.

Paznuyust B TepMUHOIOTHH, IPUMEHSIEMON K OJTHOMY U TOMY K€ IIPOLECCY, MEXTY MpolieccaMu
U QYHKIMOHAIBHBIMU IpyNnamMu (Ha3BaHUSMH paldoT) JIJIsl HOBOI'O MEHEDKEpa MOT'YT BHOCUTh
MyTaHUIy B NIPEMET MEHEeI)KMEHTa ycinyr. HemoHnmanue TepMHUHOIOTMN MOXKET CTaTh
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NpPENsATCTBHEM Ipu popMHUpoBaHUH 3(P(PEeKTUBHBIX npoiieccoB. [lIoHMMaHNne TEPMUHOJIOTHH - 3TO
peanpHas U cymecTBeHHas nosb3a ot npumeHnenus ['OCT P MCO/M3K 20000. B mactosmei
gactu [[OCT P UCO/M3K 20000 comepkarcss peKOMEHIAIUU TpoBaiiiepam yCiIyT o
HEO0OXOIUMOCTH MPUHATHSA 00LIEH TEPMUHOIOTUH U 00JIee COTrNIaCOBAaHHOIO MOAX0/1a K
MEHEDKMEHTY YCIYT, 4YTO 00€CIeUnBaeT EMHYI0 OCHOBY JUISl YIIYUIICHHUS YCIYT U ONPEaeIisieT
CTPYKTYpY paboT AJisi OCTABIIUKOB HHCTPYMEHTAPUS MEHEPKMEHTA YCITYT.

Kak crangapt, ocHoBaHHBIN Ha nporieccHoM noaxoae, 'OCT P UCO/MOK 20000 ue
npeAHa3HayeH JJI1 OLEHKH MPOAYKTOB. OJIHAKO OpraHu3aluu, KOTOPbIE 3aHUMAIOTCS
pa3pabOTKON MHCTPYMEHTAPHs, POAYKTOB M CHCTEM, MOT'YT UCIIOJIb30BaTh 00€ YacTh
CTaH/JapTa B Ka4eCTBE NIOMOIIH P pa3pad0TKe HHCTPYMEHTAPUS, IIPOJTYKTOB M CUCTEM,
MOJICPKUBAOIINX JTYUIINE MPAKTUKA MEHEPKMEHTA YCIIYT.

Yacts 2 TOCT P MCO/MDBK 20000 npeaocTaBiisieT pyKOBOACTBO ayAUTOPaM U MTOMOIIIb
IIpOBaiiiepaM yciyr, INIAHUPYIOLUM YIy4IIeHUE yCIyT WIN [IPOBEJICHUE ayAUTa HA
cootBetcTBUE TpeboBanusm [OCT P NICO/MOK 20000-1.

'OCT P UCO/MDK 20000-1 onpenensieT psii B3aUMOCBSI3aHHBIX MTPOIIECCOB MEHEDKMEHTA
yCIIyT, IOKa3aHHBIX Ha pUCYHKeE 1.

Pucynok 1 - Ilpoueccsl MeHeKMeHTa yCJIyr

Mpouecchl NpefoCcTaBneHuns ycnyr

MeHegXMeHT MeHegKMeHT MeHepKkMeHT
BO3MOXHOCTEH YPOBHS ycnyr 33WMLLEHHOCTH
nHthopmaymm

OT4yeTHOCTL NO ycnyram

MeHeaXMeHT ®opmuposaHue Brogxera
AOCTYMHOCTH W yyeT 3aTtpar
W HeNpepbLIBHOCTH ycnyr npoueCCbl Ha yenyru UT
ynpaBneHus
lNpouecchl 7 O S— Flpoueccuv
penui3oB KOHGpuaypayu OTHOLWEHUA

MeHedxmeHm usMeHeHul
MeHeDKMEHT penu3os \_______/ MeHeKMEeHT AeNOBbIX

& (6manec-) oTHOWEHMHI
lMpouecckl peleHni

MeHeXKMEeHT NOCTaBLMKOB
MeHegXMEeHT MHUMAEHTOB

MeHegxmeHT npobnem

Pucynok 1 - [Iporieccel MEHEIKMEHTa yCIIyT

2 TepmuHbl ¥ onpeesIeHUs

B nacrosimeit vactu 'OCT P MCO/M3K 20000 npuMeHSI0TCSI TEPMHUHBI M OIIPEIeICHHUS,
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n3noxenusie B [OCT P UCO/MOK 20000-1.

3 Cucrema pyKoBOACTBA

Llens: ObecneunTh CUCTEMY PYKOBOJICTBA, BKJIIOYAs TIOJIMTUKU U CTPYKTYpPY padoT,
CIIOCOOHOCTBIO OCYIIECTBIIATH A (EKTUBHBIN MEHEKMEHT U Peaan30BbIBaTh Bee yeiuyru UT.

3.1 OTBeTCTBEHHOCTh PYKOBO/JCTBA

Ponw pykoBoicTBa B BOIpocax 00€CIeYeH s TapaHTHUX TOTO, YTO IIPOLIECChI, OCHOBAaHHBIE Ha
JTYYIIUX TPAaKTUYECKUX TOCTHKEHUSX, IPUHSITHI U MOAIePKaHbI, ABIseTcs GyHIaMEHTAIbHON
JUTSI TIOOOTO MpOBaiiiepa ycIIyT, OpUSHTHPOBAHHOTO Ha BhIMoHeHUE TpeboBanuii [OCT P
NCO/MBK 20000-1.

J71s rapaHTUU BBIMOTHEHUS 003aTeNIbCTB IPOBANIEPY YCIYT CIeayeT Ha3HAYaTh
MIPEACTABUTEIS BBICILIETO PYKOBOJACTBA, OTBETCTBEHHOTO 32 IJIAHBI MEHEIPKMEHTA YCIIYT U UX
pacmpocTpaHeHHe.

B 00s13aHHOCTH OTBETCTBEHHOTO MPEACTABUTENS PyKOBOJCTBA CIIEAYET BKIIOUATh OOECieueHue
pecypcamu J1r000M TEKYIIEH WM CBI3aHHOW C TPOEKTaMH JICSITEIIbHOCTH TI0 YIYUIICHUIO YCIIYT.

I[CSITGJII)HOCTI) OTBCTCTBCHHOI'O MMPCACTABUTCIIA PYKOBOACTBA CICAYCT NOAACPKMNBATDL C
MMOMOIIBIO I'PYIIIbI IPHUHATHS pemeHHﬁ, O6J'IaI[aI-OH_ICI71 IIOJIHOMOYHMAMM, JOCTATOYHBIMU JIA
ONpeaACIICHUA IMOJIUTUKN U TPUBCACHUA B UCITOJTHCHHUE 3THUX pemeHI/Iﬁ.

3.2 TpeGoBaHus K JOKYMEHTALNH

OTBETCTBEHHBIN MPpEACTAaBUTEIb PYKOBOJACTBA JOJIKCH I'apaHTUPOBATD, YTO UMCIOTCSA B HAJTMYUU
CBHACTCIIBCTBA, HCO6XO,[[I/IMBIC JJIg TIPOBECACHUA ayAnuTa MOJMTHK, IIJIAHOB U IPpOLEAYP
MCHCIPKMCHTA YCIIYT, a TAKXKE JIFOOBIX CBSI3aHHBIX C HUMH BHUI0B ACATCIBHOCTH.

Bonbinyto yacTh CBUIETENBCTB INIAHUPOBAHUS U OTIEPALIMI MEHEPKMEHTA YCIIYT CIIETYEeT
0o(OpMIISITH B BUJIe JOKYMEHTOB JIFO0O0TO TUTA 1 OPMBI HA HOCUTEINSIX, TPUTOJHBIX JIJIST 3TUX
[eJIeH.

B kadecTBe cBUIETENHCTBA TUTAHUPOBAHKS MEHEIKMEHTA YCIYT OOBIYHO PACCMATPUBAIOTCS

CICAYIOUC NOKYMCHTHI:

a) IOJIMTHUKHU U ITJIaHBI,
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b) nokymeHTanus 06 yciayrax;

C) IpOLETypPHI;

d) mporeccrr;

€) 3aIKcu 00 yIpaBJICHUH MTPOIIECCAMHU.

CJICI[yCT OIPCACIIMTD MMPOLECCC CO3AaAHUA U MCHCIPKMCHTA NOKYMCHTOB JJIA rapaHTUn
pcam3anun U3JI0KCHHBIX BBIIIC XapaKTCPUCTHUK.

JIoKyMeHTanuIo cieyeT 3aluaTh OT BO3MOKHON ITOPYH, HAIIPUMED, U3-3a IUIOXUX YCIOBHU
OKPY’KaIOILEeH Cpeibl U MMOBPEXKIACHUM KOMIIBIOTEPA.

3.3 KoMneTeHTHOCTD, 0CBEJOMJIEHHOCTh U MOJATOTOBKA MEPCOHAJIA

3.3.1 O0ume moJI0KeHus

[TepcoHain, BEIMOJIHAONIMIA PabOTy B paMKax MEHEPKMEHTA YCIIYT, JOJDKEH ObITh
KOMIICTCHTHBIM HA OCHOBEC COOTBCTCTBYIOHICFO 06pa3013aH1/I$1, IIOATOTOBKH, HABBIKOB M OIIBITA.

[IpoBaiinepy yciyr cieayer:

a) onpenenuTh HeoOX0IMMbIe TPEOOBAaHUS K YPOBHIO KOMIIETEHTHOCTH JUIS KayKJI0M POJIU B
MEHEDKMEHTE YCIIYT;

b) rapaHTUPOBATh, YTO MEPCOHAT OCBEIOMIJICH O 3HAUUMOCTH U BaKHOCTH BBIMIOJHIEMON UM
paboThI B Ipe/ienax, BBIXOISAIINX 32 PAMKH J€TOBOU ASSITENFHOCTH, U O TOM BKJIAJE, KOTOPBIi
OH BHOCHT B JIOCTHIKEHUE IIeJIe 00eCTieueH s KauecTBa;

C) MNOAACPIKUBATH B aKTYAJIbHOM COCTOSAHUH 3aIlTCU 00 O6pa3OBaHI/II/I, IIOATOTOBKEC, HABBIKAX U
OIIBITE IEPCOHAJIA,

d) obecneunBaTh HEOOXOIMMYIO MTOJATOTOBKY WUJIU MPEANPUHUMATE APYTUe NEUCTBUS IS
YJIOBJIETBOPEHUS ITHX MOTPEOHOCTEH;

€) OLICHUBATh PE3yJbTaTUBHOCTH MPEATPUHATHIX JCHCTBUM.

3.3.2 IIpodeccuoHaNbHBII POCT



[TpoBaiinepy yciyr cieayeT pa3BUBaTh U MOBBIIIATH YPOBEHb KOMIIETEHTHOCTU CBOMX
coTpyaHuKoB. Cpeiu mpeaNnpruHUMAEMbIX JIJI 3TOTO MEP MPOBANRIEPY YCIYT HEOOXOAUMO
yIeIATh BHUMaHHE CIEAYIOIINM BOIIPOCaM:

a) KOMITJISKTOBAaHUIO KaJJPOB - C [EJIbI0 TIPOBEPKU JTIOCTOBEPHOCTH CBEACHHIA O MPETEHICHTaX Ha
paboty (BKIItOUas X MpodecCHOHATbHYIO KBATH(PUKAIINIO), a TAKKE BBISIBJICHUS UX CHIIBHBIX H
CJTa0BIX CTOPOH, OIIEHKH COOTBETCTBUS WX MOTEHIIMAIBLHBIX BO3MOKHOCTEH JJOKHOCTHBIM
HHCTPYKIUAM (TTpodrutro paboThl), HEISIM MEHEDKMEHTA YCIYT U OOITUM IIeIsiM o0ecrieueHus
KauecTBa MPEAOCTABISIEMBIX YCIYT;

b) IINIAHUPOBAHUIO - C HCJIBI0 KOMIUICKTOBAHUSA KaApaMu JJIA MIPEA0CTaBJICHUSA HOBBIX UIIN
paCIMpPpCHHBIX YCJIYT, UCIIOJB3YIOUIUX HOBBIC TCXHOJIOTUA (BKHIO‘IaSI yCiyru, onpeacjiCHHbIC
KOHTpaKTaMI/I), a TaK»KC C IEJIBKO HA3HAUYCHUA IICpCOHAIa JJIA YCUJIICHUA KOMaH/, BBIITOJIHAOIINUX
IMPOCKTHI, INIAHUPOBAHUSA POTAIIMU KAAPOB U YCTPAHCHUSA HpO6CJIOB, CBA3aHHBIX C UX
TCKY4YCCTbIO;

C) MOATOTOBKE U Pa3BUTHIO - C LIEJIbIO ONpeeNieHUs] TpeOOBAaHUI K MOATOTOBKE U Pa3BUTHUIO
nepcoHaia, oOPMIICHHBIX B BUJE IUIaHA MTOJTOTOBKH M MOBBIIICHUS KBATU(PUKAIIAN JIJIS
CBOEBpEMEHHOI 1 3(h(HeKTUBHON peann3aluu 3TUX TPEOOBAHU.

[lepcoHain ciemyer rOTOBUTH 110 COOTBETCTBYIOIIUM BOIIPOCAM MEHE/KMEHTA YCIIyT, HAlpUMep,
4yepe3 00ydarole Kypehl, CAMOCTOSITEIbHOE U3y4YeHUE, HACTABHUYECTBO 1 00y4YeHHUe Ha paboTe.
Crnenyer pa3BHBaTh TaK)KE HABBIKU JIMJICPCTBA U PAOOTHI B KOMaH/IE. X POHOJIOTHUYECKUE 3aIUCH
0 MOJIFTOTOBKE MEPCOHANIA CIIEAYET MOACPKUBATh B AKTyaIbHOM COCTOSHHH IS KaXKI0T0
COTPY/IHHKA BMECTE C ONTUCAHUEM MPOUICHHOW UM IOATOTOBKH.

3.3.3 lloaxoasl, moasIeKaNMe PACCMOTPECHHUIO

Jl1st nocTrKEeHUs! COOTBETCTBYIOILIETO YPOBHSI KOMIIETEHTHOCTH KOMaH COTPYAHHUKOB
npoBaiiiepy yciyr ciieyeT HallTH ONTUMANbHBIN OaaHc MeXy HallMOM mepcoHaia Ha
MIOCTOSIHHYIO U BpEMEHHYIO paboTy, a TakkKe MeX Ay HaliMOM nepcoHalia, 00J1a/1aloiero
Heo0Xo1uMoM KBainu(uKalyeH, 1 IepenoAroToBKOM NMEIOIIErocs B HATMYUH NepcoHala.

[Tpumeuanue - OnTuMaNbHBIN 0anaHC B HaliMe TIEPCOHANa HA TIOCTOSHHYIO U BPEMEHHYIO
paboTy 0COOEHHO Ba)KeH TOT[a, KOTJa MPOBaiiiep yCIyr MIaHUpPyeT, KAKUM 00pa3oM OH CMOXKET
MPEIOCTABIIATH YCIYTy BO BPEMS U MOCJIE€ KPYIHBIX U3MEHEHUH B YUCIEHHOCTH U
KBaTM(DUKAIMK TIepCOHANa, 00ECTIEYNBAOIIETO MPEIOCTABICHUE YCIYT.

@DaKkTOphl, KOTOPHIE CIETYET YUUTHIBATh MPU YCTAHOBIEHUH HanboJee moaXoaaieit
KOMOUWHAIMY METO0B MOBBIIIECHHS YPOBHSI KOMIETEHTHOCTH IIEPCOHANIA, BKIIOYAIOT:



a) KOPOTKUI WM JUTUTENLHBINA CPOK JIEHCTBHS HOBBIX MJIM U3MEHEHHBIX TPEOOBaHUN K YPOBHIO
KOMIIETCHTHOCTH II€PCOHANA;

b) TeMmbl U3MEHEHHS TPEOOBAHUI K HABBIKAM M KOMIIETEHTHOCTH IIEPCOHATIA,

C) MpeArnoiaraeMble MUK U IPOBajibl B padOUMX HArpy3kax u TpedyeMble pu 3TOM COYETAHUS
KBaJTM(DUKAIIMH TTEPCOHAIA, OCHOBAHHBIC HA MCHEDKMEHTE YCIIYT U TUTAHUPOBAHUH UX
COBEpIICHCTBOBAHNS;

d) nocTynmHOCTH MepcoHana COOTBETCTBYIOLICH KBaTH(PUKALIUY;
€) TeMITbl OOHOBIICHUS KaJPOB;
f) maHbl HOATOTOBKU KaIpOB.

HpOBaP“mepy YCIyr CJIEAYCT HC PCKE OAHOI'O pa3a B o[l aHAJIM3UPOBATh PE3YJIbTAThI TPpyda
KaXKa0ro COTpyaHHKa U MpEANTPHUHUMATE COOTBCTCTBYIOIIUC I[CﬁCTBPI)I.

4 IlnaHupoOBaHUE U peajin3alysi MeHeKMEHTA YCJIyr

4.1 Ilnanupyiite MenexxMeHT ycayr (ILlnanupyii)

L[eJ'IBI HJ'IaHI/IpOBaTB peain3aliuio U MCHEIZKMCHT ITPEAOCTABJICHUSA YCIIYT.

4.1.1 ObsacTh NPUMEHEHHUS MEHEIKMEHTA YCIyT

O6nacTe MPUMCHCHUA MCHCIPKMCHTA YCJIYT CICAYCT ONPCACIATL B BUAC YaCTH IJIaHA
MEHEIKMEHTA YCIIYT.

Hanpumep, 061acTb npUMeHEHHs MOXKET OBITh ONpe/ieNieHa:

a) opraHu3anuen;

b) MecTomonoKeHnEeM;

C) ycayroil.



PykoBoACTBY cienmyer onpenensts 001acTh NPUMEHEHHS] MEHEIPKMEHTA YCIIYT KaK 4acTh CBOSH
OTBETCTBEHHOCTH (M KaK 4acTh IJIaHa MeHeKMeHTa yciryT). CoaepKaTenbHYI0 YaCTh STOU
obnactu cienyer mpoBepsATh Ha cooTBeTcTBHE TpeboBanusiMm [OCT P UCO/M3K 20000-1.

[Tpumeuanue - [InanupoBaHue onepaliOHHbIX U3MEHEHUH OMMCAHO B Mojpasaeie 9.2.

4.1.2 IToaxoas! K NIIAHUPOBAHUIO

BMmecTo ojHOrO 60J1b1I0TO MJIaHa WM IPOrPpaMMbl MOKET OBbITh UCIIOJIB30BAaHO HECKOJIBKO
IUIAHOB MEHEJKMEHTA YCIIyT. B 3TOM ci1y4ae OCHOBHBIE IPOLECCH MEHEIKMEHTA YCIYT CIELyeT
COIJIACOBBIBATh JPYT ¢ Ipyrom. Heo6xoaumo takxke rnperycMaTpuBaTh BO3MOXKHOCTD
JIEMOHCTpAIMU CIIoco0a pean3alui MEHEHKMEHTa KaXI0T0 U3 TpeOOBaHU, BKIIIOYAEMBIX B
IUIaH, C YYETOM €ro CBSI3el C COOTBETCTBYIOIIMMU POJISIMH, paclipe/leIeHUEM OTBETCTBEHHOCTH,
poleypaMy U IpoLieccaMd MEHEKMEHTa YCIIYT.

[TnanupoBaHNe MEHEIKMEHTA YCIIYT CIEAYET peaJnu30BbIBaTh KaK 4acTh Ipolecca
npeoOpazoBaHus TpeOOBaHMI 3aKa3UYMKOB U 3aMBICTIOB BBICIIETO PYKOBOJICTBA B
IIPEIOCTaBIIsIEMbIE YCIIYTH, oOecrieunBasi OTOOpakeHHE HalpaBJIeHUS IIPOrpecca MEHEKMEHTa

YCIIYT.

B nnane menemxMeHTa yciayr HCO6XOI[I/IMO YKa3aThb:

a) peam3alinio MCHCI’KMCHTA yCIyTr (I/IJ'II/I qaCTu MCHCI)KMCHTAa ycnyr);

b) opmansHyO Iepeaady MpoIeccoB MEHEHKMEHTA YCIIYT;

C) HU3MCHCHUA B IIPOICCCAX MCHCPKMCHTA YCJIIYT,

d) YIIYUHICHUA TPOUECCOB MCHCZKMECHTA YCIIYT,

€) HOBBIE YCIIYTH (CTETIeHb MX BIWSHUS HA MPOIIECCHI, ONPEICTICHHBIE B COTJIACOBAHHOM 00J1acTh
MPUMEHEHUS MEHEI)KMEHTA YCIIYT).

4.1.3 CoObITHS, MIOAJIEKALINE PACCMOTPEHH IO

IInan MCHC/IPKMCHTA YCJIYT CJICAYCT COIPOBOXKAATE MJIA pealin3allvuu Mponecca MCHC’KMCHTA
YCIyr u W3MCHCHHI B yciyrax, BBI3bIBAEMBIX TAKUMU CO6I)ITI/I${MI/I, KakK:

a) YJIy4IllIEHUE YCIyT;
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b) u3MeHeHus yciyr;

C) cTaHAapTU3alusa UHGPACTPYKTYPHL;

d) u3MeHeHus B 3aKOHO/IaTeIbCTBE;

€) U3MEHEHMSI B PETYJIMPYIOIINX aKTaX, HallpuMep, U3MEHEHHUE pa3Mepa MECTHOIO HAJIOTr'a;

f) pazperynupoBaHue WK PeryJvpoBaHKEe B IPOMBIIITICHHON cdepe;

g) CIUSHUE U TIOTJIOICHHE.

4.1.4 O0sacTh NPUMEHEHHS H COAEP/KAHNE IVIAHA

B nnane MeHeKMEHTa yCIIyT CIIEAYET ONPEAesiTh:

a) 001acTh MNPUMCHCHUA MCHCIPKMCHTA YCJIYT, IPEAOCTABIISICMbBIX HpOB&ﬁI{CpOM YCIyr,

b) oeian n Tpe6OBaHI/I$I, KOTOPBIC NOCTUTAOTCA MCHEIPKMCHTOM YCJIIYT,

C) pecypchl, CpelicTBa U OIO/KET, HEOOXOAMMBIE JUTsl IOCTUKEHUS TTOCTaBICHHBIX IEJICH;

d) COoCTaB poneﬁ 1 00s13aHHOCTEH PYKOBOACTBA, BKJIIFOYasd CTapUICro OTBETCTBECHHOTO BJIaACIIbIIA,
BJIaACIIBIECB MPOUCCCOB U PYKOBOACTBO IMTOCTABIIUKOB,

€) B3aUMOCBSI3U MEX]y NPOIIeCCaMU MEHEIKMEHTA YCIYT U CIOCOOOM KOOpMHAIMM JEHCTBUI
U (MJIM) MPOLIECCOB MEHEKMEHTA YCIIYT;

f) Imoaxon, HpHMeHﬂeMBIfI JJI1 BBIABJICHUS, OLICHKU U YIIPABJICHHUA BO3MOKHBIMU HpO6J’IeMaMI/I u
puUuckamu, CBA3aHHBIMH C JOCTHIKCHUCM ITOCTABJICHHBIX ueneﬁ;

€) KaJICH/IapHBIN TJIaH UCIIOIH30BaHUS PECYPCOB C YKAa3aHUEM JIaT, IPU HACTYIIJIEHUHA KOTOPBIX
JIEHEXKHBIE CPEJICTBA, COTPYIHUKH COOTBETCTBYIOIIETO YPOBHS KBaNU(UKAIIMU U APYTUE

pecypchl OyayT TOCTYITHBL;



h) moaxona kK M3MEHEHUIO TJIaHa U YCITYT, OMPEICICHHBIX ILIAHOM;

1) KakuM 00pa3oM IpoBaiiiep yciayr HaMepeH IEMOHCTPUPOBATh HENTPEPBIBHOCTD YIIPABICHUS
KayeCTBOM (HaIpUMep, C TOMOLIbIO0 IPOMEKXYTOUHBIX ayJJUTOB);

J) TIpoLIeCChl, KOTOPBIE OYAYT BBITIOIHITHCS;

k) unctpymeHTapuii, mpUMEHseMBbIH ISl MOAJIEPIKKH peann3aliu Mpo1eccoB.

4.2 Peanm3anusi MeHeIKMEHTA yCJIYT U NpeAoCcTABJIeHHe YCayru (BolmoJiHstif)

[enb: OcymiecTBUTD LENH MEHEPKMEHTA YCIYT U BBIIOJIHUTD IUIaH.

[Tpouecchl MEHEI)KMEHTA YCIyT, OCHOBAHHBIE HA JYYIINUX JOCTHXKEHUSAX MPAKTUKH, HE CMOTYT
cootBercTBOBaTh TpeboBanusM ['OCT P MICO/M3K 20000, ecau camu yciiyTa He
COOTBETCTBYIOT TpeboBaHusM, yctaHoBIeHHBIM B [OCT P UCO/MOBK 20000-1.

OpHax /bl peaTM30BaHHYIO YCIIYTy U IPOLIECCHl MEHEPKMEHTA YCIIyT HEOOXO0IUMO
HOJ/IEP)KUBATh B HAJIEXKAIEM COCTOSIHUU.

CrnenyeT npoBOJIUTH PEBU3UH YCIYT U MIPOLIECCOB UX MEHEIKMEHTA B COOTBETCTBUU C
MOJIOKEHUSIMH TIofpazzaena 4.3.

[Tpumeuanue - Jluna, mpuBiIeYEHHBIE K TPOLIECCY Pa3paOOTKU M HAYaIbHOMY 3TaIly peaan3aliu
IUTAHOB, HE MOT'YT 3aHUMAaThCS UX TEKYLIUM HCIIOJTHEHUEM.

4.3 MoHMTOpUHT, U3MepeHus 1 pesusun (Kontposmpyii)

[enb: OcymiecTBasSATs MOHUTOPUHT, U3MEPATH U POBOJIUTH PEBU3UH, ITOATBEPIKIAIOLINE
JOCTHKEHHE LIEJIEH U BBIIIOJIHEHHE IIJIaHA MEHEKMEHTA YCIIYT.

[TpoBaiinepy yciyr ciieyeT MIaHUpPOBaTh U OCYIIECTBIATh MOHUTOPHHT, U3MEPEHUS, AaHAINU3 U
PEBU3HH MTPENOCTABIIAEMBIX YCIYT, IPOLECCOB MEHEPKMEHTA YCIYT U CBSI3aHHBIX C HUMU
cucteM. KOMIIOHEHTHI, KOTOpBIE CIEAYET MOABEPraTh MOHUTOPUHTY, U3MEPEHUIO U PEBU3USAM,
BKJIIOYAIOT:

a) (aKTHUUECKH JTOCTUTHYTHIE PE3YJIbTATHI TI0O CPABHEHHIO C ONPEICIICHHBIMU 3aIaHUSIMH TI0
yCiayram;

b) yZI0BIETBOPEHHOCTH 3aKa3UNKOB;
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C) UCIIOJIb30BAHHUE PECYPCOB;

d) TenneHnny;

e) 3HAYUTCIIbHBIC HCCOOTBCTCTBHA.

Pe3ynbraThl TaKOrO aHaNM3a ciaexyeT HCIOJIb30BaTh B KAUECTBE UCXOAHOM HH(POPMALIUU TIPU
(bopMUPOBAHUH TJTAHA COBEPLICHCTBOBAHUS YCIIYT.

Kpome nesTenbHOCTH 110 U3MEPEHUIO U aHAINU3Y, OCYILIECTBISIEMON B paMKaX MEHEHKMEHTa
yCIIyT, CTapUIeMy UCIIOTHUTEILHOMY PYKOBOJICTBY IPOBAiIepa YCIYT MOKET MOTPEOOBATHCS
MpOBEJICHNE BHYTPEHHUX ayAUTOB U APYTUX MpoBepok. [Ipu onpenenennu nepuoanyHOCTH UX
MIPOBEJICHUS CPEIM MPOYUX YUUTHIBAEMBIX (PAKTOPOB HEOOXOAMMO IIPUHUMATH BO BHUMAHUE
BEJIMUMHBI PUCKOB, CBSI3aHHBIX C MPOIIECCAMU MEHEIKMEHTA YCIIYT, YaCTOTy UX HACTYIICHUS U
MPEABICTOPUIO CBA3AHHBIX C HUMU MTPOOIIEM.

BHyTpeHHHI ayUT U IPOBEPKH JOJDKHBI TNITAHUPOBATHCS, KBATU(HUIIMPOBAHO BBITIOIHITHCS U
PETUCTPUPOBATHCSL.

4.4 IlpoBoauTe HenmpepbIBHOE COBepIIeHCTBOBaHUe ([lelicTBYi)

Lenb: [ToBbImaTh pe3yabTaTUBHOCTD U 3P(HEKTUBHOCTH MEHE)KMEHTA U TIPEJOCTABICHUS
YCIIYT.

4.4.1 IlonuTuka

[TpoBaiinepy yciyr cieayeT Npu3HaTh, 4YTO BCETIA CYHIECTBYET IOTEHIUAIbHASI BO3MOXHOCTh
MNOBBICUTH 3PPEKTUBHOCTD U PE3YJIbTATUBHOCTD MIpeoCTaBlieHUs ycayr. Heo6xoaumo, 4To0bl
CylIecTBOBaJIa ONyOJIMKOBAaHHAs ITOJIUTHKA 110 00ECIEUEHUIO KaueCTBa U COBEPILICHCTBOBAHMS

YCIIYT.

BCGM, BOBJICHCHHBIM B MCHC/PKMCHT U YJIIYUIICHUC YCIYT, CJICAYCT 3HATH IMOJIMTUKY B obOnactu
KauyecTBa U CBOM JTUYHBIM BKJIaJ B JOCTHXKCHHUC ueneﬁ, BBITCKAIOIINX U3 3TOM MOJIMTUKH.

B yactHOCTH, BCceMy nepcoHally IpoBaiiiepa yCiIyr, BOBIEUEHHOMY B MEHEIKMEHT YCIYT,
HEO00XOIUMO JETaIbHO MOHMMATh 3HaU€HUE TOJUTHKHU U IMYHOTO BKJIaJa B paMKax MpOIecCOB
MEHEIKMEHTA YCIIYT.

Crnenyet yctaHOBUTH 3(h(EeKTHBHOE B3aMOJICICTBHE B Ipesiesax cOOCTBEHHOM CTPYKTYpbI
PYKOBOJZICTBa IIpoOBaiiiepa yciIyr, 3aKa34MKOB U MIOCTaBIIMKOB IpOBaiiiepa yCciIyr 1o BOIIpOCaM,
3aTparvBaoIMM KayecTBO YCIYT U TPeOOBaHUS 3aKa3uUKa.



4.4.2 IlnanupoBaHue COBEPIICHCTBOBAHUSA YCIYT

[IpoBaiinepy ycnyr ciaeayer NpUHATh METOAUYECKUI U CKOOPAMHUPOBAHHBIN IMOIX0 K
YIAYYIICHUIO YCITIYT ISl BBIIOJIHEHUS TPEOOBAHUH MOJIUTUKHU C YUETOM COOCTBEHHBIX
MIEPCIEKTUB U MEPCIEKTUB 3aKa3yuKa.

[lepen peanu3zanueit miaHa COBEPIICHCTBOBAHUS YCIYT KAUECTBO YCIYT U COOTBETCTBYIOIIHE
€My YpOBHHU clieyeT 3apuKCUpoBaTh Kak 0a30BYIO JIMHUIO, C KOTOPOH MOXKHO OyJIeT CpaBHUBAThH

(baKTI/I‘leCKI/Ie YIYyUlICHUA. PeamuzoBanubIie yayqmceHuA CIICAYCT COIIOCTABJIATD C
IMPOTrHO3UPYCMBIMH YIYUHICHUAMHA JJI OUCHKU PC3YJIbTATUBHOCTH U3MCHCHHI.

[Tpumeuanue 1 - TpeOoBaHus K yaydIlIEHUIO YCIYT MOT'YT MHULIMMPOBATHCSI BCEMU ITPOLIECCAMMU.
[IpoBaiinepamM yciyr HEOOXOIUMO MOOILIPSTH CBOM MEPCOHAN M 3aKa3UMKOB 32 MPEIJIOKEHUS 110
COBEPLIEHCTBOBAHUIO YCIIYT.

[Tpumeuanue 2 - OTO MOKET ObITh JOCTUTHYTO 3@ CUET UCIIOJIb30BaHUs ONPEAEICHHBIX CXEM

M0/1a4U NMPEAJIOKEHUM, KPYKKOB Ka4eCTBa, TPYII MOJb30BaTENICH U TPOBEACHUS COBMECTHBIX
COBEIL[aHUH.

Heo6xonnmo, 4T0o0BI 3aJaHHs IO COBEPILIEHCTBOBAHUIO YCIIYT ObUIN U3MEPUMBI, CBSI3aHbI C
EJISIMU JIeTI0BOM c(epbl U 3a(h)MKCHPOBAHBI B TIAHE.

HeobOxonnmo taxxe, 4To0bl yIy4llIEHHE YCIYT COIPOBOKAATOCH AaKTUBHBIM MEHEIKMEHTOM, a
JOCTHKEHMS TIOCTOSHHO KOHTPOJIUPOBAIUCH U CONIOCTABIISUIMCH C COIVIACOBAHHBIMU LICIIIMU.

S Ill1aHupoBaHUeE U peaJu3alsd HOBbIX MJIM U3MEHEHHbIX
yCayr

HCJ'H:I FapaHTI/IpOBaTL, YTO HOBBIC YCIIYI'M U UBMCHCHUA B YCIIyIrax 6y,Z[YT npeaAOCTaBIATHCA U
YHIpaBJIATHECA B COOTBECTCTBHU C COTJIACOBAHHBIMU 3aTpaTaMU U Ka4CCTBOM.

5.1 Bonpocsl 11t paccMOTpeHust

HpI/I IIaHUPOBAHUHW HOBBIX WJIM U3BMCHCHHBIX YCIIYT CIICAYCT YUYUTHIBATH HCO6XOI[I/IMOCTB
nepecmoTpa:

a) OIOKETOB;

b) o0ecrieyeHHOCTH EPCOHAIOM;



C) CYILECTBYIOUIMX YPOBHEH YCIIyT;
d) cornarmenuii 00 ypoBHSAX YCIYT U IPYTUX 33AaHUH WM 00S3aTENBCTB MO YCIIyraMm;
€) CYIIECTBYIOIIUX IPOLIECCOB MEHEPKMEHTA YCIIyT, IPOLEAYP U JOKYMEHTALUY;

f) obnmacTu mpuMEHEHMsI MEHE/DKMEHTA yCITyT, BKIII0Yas peaTn3alfio IPOIeCCOB MEHEKMEHTA
YCIIyT, paHee He BXOAMBIIUX B 3Ty 00J1aCTh.

5.2 3anucu 00 N3MEeHEHUAX

Bce u3Menenus B yciyrax cienyeT OTpa)xaTh B 3alUCIX MEHEPKMEHTA U3MEHEHHUMN.

OHHM BKJIFOYAIOT TUIAHBI T10:

a) HaliMy (TIepernoAroTOBKE) MEePCOHANA;

b) U3MEHEHHIO MECTOPACIONOKCHHUS;

C) MOJTOTOBKE MOJIb30BaTEIICH;

d) obecnieuennto oOMeHa nHpopmanmein 00 U3MEHEHUX;

€) U3MEHEHHIO MTapaMeTPOB IO ICPKUBAEMBIX TEXHOJIOTHIA;

) odbunmanbHOMY MPEKpAIICHUIO TPEIOCTABICHUS YCIIYT.

6 Ilpoueccsl mpeaoCTaBJICHUSA YCJIYT

6.1 MeHeXKMEHT YPOBHS yCJIyT

Iens: Onpenenars, COriiacoBbIBaTh, PETUCTPUPOBATH U YIIPABIATh YPOBHEM YCIYT.

6.1.1 Karanor ycayr



B karanor yciyr cneayer BKItoYaTh Bce ycuyrd. Ha katanor yciiyr MO>KHO CChLIaThCs B
cornameHusix 00 ypoBHe ycuyr. Ero ciemyer Tak:ke UCIOIb30BaTh /ISl XpaHSHHSI CBEICHUH,
M3MEHYHUBBIX 110 OTHOIICHUIO K CBEICHUSM, COJEPKAIIMMCS B COTJIAIICHUAX 00 YPOBHE YCIIYT.

Karamnor yciyr HCO6XO,Z[I/IMO MoAACPKUBATh B aKTYyaJIbHOM COCTOSHHUH.

[Tpumeuanue - Karanor yciayr MOXeET coiepKaTh 001Iy0 HH(POPMAIUIO, TAKYIO KaK:

a) HAMMEHOBAHUE YCIIYTH;

b) 3amanHbIe 3HAUCHUS TApaMETPOB yCIIyT, HAIPUMEDP BpeMs peaKIiK Ha oOpalleHue
MOJIL30BATENS HITH BPEMsi, HEOOXOIUMOE IS TTOAKIIFOUEHUS IPUHTEPA, BpeMsi BO30OHOBICHHUS
MPEIOCTABIICHUS YCIYTH MOCJE CEPhe3HOr0 0TKAa3a;

C) KOHTaKTHasi HHPOPMAIIHS;

d) mHTEpBaTBI BpEMEHU MPEIOCTABICHHUS U IIEPEPHIBHI B ITPEIOCTABICHUH YCIIYTH;

e) JOTOBOPCHHOCTH I10 o0ecIieueHHI0 0€30IIaCHOCTH.

Karaior YCIYT ABJIACTCA KIHOUYCBBIM JOKYMCHTOM IJIA (bHKCElIII/II/I B HEM O)KI/II[aHI/If/'I 3aKa34dyuKa.
OH T0JKEH OBITh JIETKO JIOCTYITHBIM IS IIMPOKOTO UCIIOJIB30BaHUS KaK 3aKa3unKaMu, TaK U
HIePCOHATIOM, 00ECTICUHBAIOIINM MIPEJOCTABICHUE YCIYT.

6.1.2 Cornamenusi 00 ypoBHe ycJIyr

VYenyry cnenyet odunmanbHO 3aUKCHPOBATH B COMIanieHuu 00 ypoBHe ycnyr. CornaiieHue
JOJI’KHO OBITH MOMUCAHO TOTHOMOYHBIMU MIPECTABUTENSAMHU 3aKa34yKKa U MPOBaiiiepa yCIyr.
Cornamienue 00 ypoBHE YCIyT CIeAyeT pacCMaTpUBATh B KAU€CTBE MHCTPYMEHTA IS
M3MEHEHHUs KaK MEHE)KMEHTa, TaK U YCIYT, KOTOPbIE B HEM OMHCAHBI.

Cogepxanue, CTpyKTYpy ¥ 3HAU€HHUS TapaMeTPOB YCIIYT, yKa3bIBaeMble B COTJIAIIEHUU 00
YPOBHE YCIYT, CIEAYET ONPeNesaTh UCX0/1d U3 MOTPEOHOCTEH 1€7I0BOM AESITEIbHOCTH 3aKa3uuKa
u ero OrokeTa. KoHKpeTHbIe 3HaYeHHs TapaMeTPOB YCIIYT, 10 OTHOIIEHUIO K KOTOPHIM OynieT
OILICHEHa MPEe/IOCTaBIIEHHAs yCiyra, CIelyeT YCTaHaBIUBAaTh UCXO/S U3 BUACHUS 3aKa3uuKa.

B cornamenue o0 ypoBHE yCIIyT CiielyeT BKIIOYaTh TOJbKO T€ 3HAUE€HUSI TapaMeTPOB YCIIYT,
KOTOPBIE OTHOCSTCSI K HanboJiee BaKHBIM aCIIEKTaM YCIyT.

[Tpumeuanue 1 - Caumkom 00JIbIIOE KOJTMYECTBO 33/1aHHBIX 3HAYCHUH TapaMeTPOB yCIyT
MOJKET BbI3BaTh MYTAHUIYy U IPUBECTU K YPE3MEPHBIM HAKJIATHBIM PACXO/IaM.



B MuHuManbHOe cofiep:kaHue coryialieHusi 00 ypoBHE yCIyT, a TakKe B CBEICHMUSI, Ha KOTOphIE
MOTYT OBITH CAENIaHbI CCHUIKH U3 COTJIAIICHHUS, CIICTYET BKIFOUUTh:

a) KpaTKoe OMHCaHue yCIyTH;

b) cpok aeicTBUs U (MJIM) MEXaHU3M YIPABICHHUS N3MEHEHHUSIMU B COTJIAIIEHUU 00 ypOBHE
YCIyT;

C) MOAPOOHOCTH YCTAHOBJICHHSI IIOJTHOMOYUI;

d) kpaTkoe onucaHue CBsI3el, BKIIOYast HEOOXOIUMYIO OTYETHOCTD;

€) JeTalbHYI KOHTAaKTHYIO HH(OPMALIHIO O JIMIAX, YIIOJTHOMOYEHHBIX I€HCTBOBATH B
KPUTUYECKHX CUTYallUsAX, yYaCTBOBATh B PEIICHUH MTPOOJIEM U YCTPaHEHUH MOCIEICTBHMA
UHIIMJICHTOB, BOCCTAHOBHUTEBHBIX WK 00IIUX padoTax;

f) gacel mpenocraBneHus ycuyru (Hanpumep, ¢ 09:00 mo 17:00), auu, koraa yciayra HeIOCTYITHA
(HampuMep, BBIXOJHBIE, MPA3IHUKH ), KPUTHUYECKUE TIEPUOIBI JJIS ICTIOBOM JCSITEIIbHOCTU U
HaXOJSIIMecs BHE BPEMEHH MPEAOCTaBICHUS YCIYTH;

g) 3aIlJIaHUPOBAHHBIC U COTTIACOBAHHBIC IIEPCPBIBLI B IPCAOCTABICHUHN YCIIYT'H, BKIIKOYAsa
OITOBCIICHUS O IMPCACTOAIUX IIEPCPhIBAX U UX KOJIMYCCTBEC 3a OHpGI[GJ'IGHHBIﬁ nepuoa BpCMCHU,

h) o6s3aHHOCTH 3aKa34KKa, HAIPUMED O BOIIpocaM obecrieueHnsi 0€30MacHOCTH;

1) OTBETCTBEHHOCTh M 00s3aTEJILCTBA MPOBaiiiepa yCayr, HaIpUMep 1Mo 00€CTICUeHUI0
0e30IMacHOCTH;

J) PYKOBOJISIIIIME YKAa3aHHSI IO BO3JICHCTBUSAM H TPUOPUTETAM;

k) mporuiecc npuBiedeHNs JOTIOTHUTEIBHBIX CUII M CPEICTB U MPOILIECC OTOBEIICHMUS;

I) mpouienypa BbIcTaBIEHUSI IPETEH3UM;

m) LeJIEBbIE 3HAYEHUS ITapaMeTPOB yCIIYT;



n) npeaenbHbIe 3HaAYCHUS (BEpXHHE U HIDKHUE) paboueil Harpy3Ku, HalpuMep ClIoCOOHOCTh
YCIIyTH NOJIEP>KUBAThH COMIACOBAaHHOE KOJIMYECTBO MOJIb30BaTeNEH, COrNIaCOBaHHbIE 00HEMBI
paboT, MPOU3BOIUTENHHOCTD CUCTEMBI;

0) oIpoOHOCTH (PMHAHCOBOI'O MEHEI)KMEHTA BBICOKOTO YPOBHSI, HAIIPUMEp MpaBUiia OIIaThl
CYETOB;

p) AeHCTBUS, KOTOpbIE HEOOXOAUMO MPEANPUHATH B Cllydae MPEephIBaHUS IPEAOCTABICHUS
YCIIyTH;

q) BCIIOMOraTebHbIE IPOLEAYPBI;

r) IJI0Ccapuil TEPMHUHOB;

S) MOJIEP>KUBAIOIINE U CBSA3aHHBIE C HUMU YCIYTH;

t) JIFOOBIC HCKITFOUEHUS B YCIOBHSIX (CPOKaX), yKa3aHHBIX B COMIAIICHUHN 00 YPOBHE yCIYT.

B opurunaie - escalation (npum. nepesoouuxa).

[Tpumeuanue 2 - B cornamennn 00 ypoBHE YCIYT MOTYT IPUBOJIUTHCS CCHUIKH HA TIEPEMEHHYIO
uH(pOopMaIKIo WK UH(DOPMALIHIO, OOIIYIO JIJIsl MHOTHX COTJalleHul (Takylo, Kak MoApOOHOCTH O
KOHTAaKTaX ), HE OKa3bIBAIOIIYIO BIIMSIHHSI HA KAYECTBO MPOIIECCOB MEHEHKMEHTA YPOBHS yCIyT
JI0 T€X MOP, TOKA COOTBETCTBYIOIINE CCHUIOYHBIE TOKYMEHTHI HAXOASTCS MOJ1 YIIPABICHHEM
pouecca MEHEP)KMEHTA U3MEHEHUH.

[Tpumeuanue 3 - OOBIUHO B COTJIAIEHUSIX 00 YPOBHE YCIIYT J€JIal0TCS CChUIKU Ha CBEICHMS,
cojJiepKallecs B IlaHe 00ecreyeHusl HEePEePhIBHOCTH YCIYT, a TAK)Ke Ha MOJPOOHOCTH y4yeTa
3arpaT ¥ popMHUpOBaHUS OrO/IKETA.

[Tpumeuanue 4 - ['noccapuii TEpMHUHOB, KaK MIPaBUIIO, OJIEPKUBAETCS HEHTPATU30BAaHHO U
SBJISIETCS OOIIMM JJIS BCEX JIOKYMEHTOB, BKJIFOYasi KaTaJloT YCIIYT.

6.1.3 IIponecc MeHeAKMEHTA YPOBHS yCJIYyT

3HauyMTeNbHbIC H3MEHEHHS B JIeNIOBOM cepe (Hampumep, BCIeACTBUE ObICTPOro pa3BUTHS,
peopraHu3alyy Wik CIUSHUN, U3MEHEHUH B TpeOOBaHUIX 3aKa3YMKOB) MOTYT NPUBECTH K
HE00XO0IMMOCTH KOPPEKTUPOBKU YPOBHS YCIYT MIIM JaXKe K BPEMEHHOM MPUOCTaHOBKE MX
npenocrasieHus. Heo6xoanmo, 4ToObl mpoiiecc MEHEI)KMEHTa YPOBHSI YCIIYT ObLT ObI
JIOCTAaTOYHO TMOKHUM JJIS alalTallii K 3TUM U3MeHeHusM. [Iporiecc MeHepKMeHTa ypOBHS yCIyT
ClIelyeT OpraHu30BaTh TAKUM 00pa3oM, 4ToObl BHUMAaHHE MTPOBaliepa yCIyT ObLIO
COCPEIOTOUEHO Ha Y/I0BJIETBOPEHUH MOTPeOHOCTEH 3aKa3yrKa Ha BCEM MPOTSKEHUH



IJIaHUPOBAHUA, pC€ain3allii U TCKYHICTO MCHCI’KMCHTA MPCAOCTABICHUA YCIIYT.

Ji1s noHuMaHus MOTUBOB U TPpeOOBaHUI B cepe AeT0BOM AesATETLHOCTH 3aKa3unKa
IpoBaiiiepy yciyr ciieayeT NpeloCTaBUTh JOCTYI K COOTBETCTBYIOLIEH HH(OpMAIIH.

[Tpouiecc MeHeKMEHTA YPOBHS YCIYT ClIEyeT OpraHu30BaTh TAKUM 00pa3oM, 4TOObI OH MOT
KOOPJMHHUPOBATH U YIPABIATh KOMIOHEHTaMH, OKa3bIBAIOIIMMH HauOOJIbIlIEe BIMSIHUE HA
YPOBHU YCIYT, YTO BKJIFOYAET:

a) COTJIAIICHUE TI0 TPEOOBAHMSIM K YCIyraM U OXKHIaeMbIM XapaKTePUCTUKaM pabodel Harpy3Ku
B IIpOLIECCe MPEIOCTABICHUS YCIYT;

b) cornamienue 1o 1eaeBbIM 3HaUEHUSIM [TapaMeTPOB YCIIYT;

C) U3MEPEHUS M OTUYETHOCTh O (PAKTHYECKH JOCTUTHYTHIX YPOBHSX YCIYT U pabOUYNX Harpy3kax,
a TakKe MpeiocTaBiIeHne OObSICHEHUH, €ClIM COrTIacCOBAaHHbIE 3a/1aHUs 110 TapaMeTpaM yCIyr
OKa3aJIMCh HE BHIIIOJHEHHBIMU (CM. 6.2);

d) nHUIMAIMIO KOPPEKTUPYIOIIHNX JACHCTBHIA;

€) UCXOJIHbIE JaHHbIE JJIS IUIaHA COBEPILIEHCTBOBAHUS YCIYT.

[Ipormecc crnexyeT opraHu30BaTh TAKUM 00pa3oM, YTOOBI OH CTUMYJIHPOBAJ KaK IpoBaiiiepa
YCIIYT, TaK ¥ 3aKa3urKa pa3BUBATh JCHCTBEHHBIC OTHOILICHUS, TAPAHTUPYIOIINE COBMECTHYIO
OTBETCTBEHHOCTb 32 MPEAOCTaBISIEMbIE YCIYTH.

Y 10BIETBOPEHHOCTD 3aKa3yMKa SBJSETCS BAXKHOM YacThI0 MEHEI)KMEHTA YPOBHSI YCIIYT, HO €€
clleZlyeT pacCMaTpUBaTh Kak CyObEKTUBHYIO OLIEHKY, TOTJa KaK 3a/laHus 110 IapaMeTpaM yCiyrT,
BKJIIOUEHHBIE B COTJalleHusi 00 ypOBHE YCIIYT, CI€IyeT COPOBOXKIATh OOBEKTUBHBIMU
u3Mepenusmu. [Iporecc MeHePKMEHTa YPOBHsI YCIIYT HEOOXOIUMO TECHO CBSA3BIBATH C
OTHOUICHUSIMU B JIEJIOBOM cpepe U mpolieccaMu MEHEIKMEHTa MOCTABIIUKOB.

6.1.4 Cornamenusi 0 NOAAEPKUBAIOUIUX YCIYyrax

CopneprkaHue NOIAEPKUBAIOLINX YCIIYT, OT KOTOPBIX 3aBUCHUT IIPEJOCTABICHUE YCIYT 3aKa34yHKYy,
clieflyeT TOKYMEHTHPOBATh M COTIaCOBBIBATh CO BCEMHU MOCTAaBIIMKaMHU. DTO TpeOoBaHUE
pacnpocTpaHseTcs TaKKe Ha IeATEIbHOCTh BHYTPEHHUX I'PYIIIT COTPYAHUKOB ITpOBanaepa
ycIyr, 00eCIeunBaIOINX pPeal3aluio OTACTbHBIX KOMIIOHEHTOB YCIIYT, IPEI0CTABISAEMbIX
3aKa34uKy.

6.2 OTueTHOCTH 00 yCiayrax



[lenb: CocTaBisITh COTIIACOBAHHBIE CBOCBPEMEHHBIC, JIOCTOBEPHBIC M TOUHBIC OTYETHI 00 yCIyrax
JUTSI TIPUHATHS 0OOCHOBAHHBIX pelIeHuid U obecniedeHus 3¢ (heKTUBHOrO oOMeHa HHPOpMAaITUEH.

[Ipumeuanue - YcnemHas peanu3alus BceX MPOIecCOB MEHEIKMEHTA YCIIYT 3aBUCHUT OT
UCIOJIb30BaHUs HH(GOpMAIUK, IPEAOCTABISIEMOI B 0oTYeTax 00 yciayrax.

6.2.1 ITonuTuka
TpeOGoBaHMs K OTYSTHOCTH 00 YCIIyTax CIIeyeT COrIacoBaTh U IOKYMEHTUPOBATH ISl
3aKa34YMKOB M BHYTPEHHETO PYKOBOJICTBA.

MOHUTOPUHT U OTYETHOCTH 00 yCIIyrax OXBaThIBAlOT BCE U3MEPUMbBIE aCIIEKThI YCIIYT,
obecrieurBas MPOBEICHNUE KaK TEKYIIET0, TaK U PETPOCIIEKTUBHOTO aHAJIN3a.

[Tpy HaMM4MKM CIIOKHOW OpPTaHU3AIMH MTPEJOCTABICHUS YCIIYTH, BKIIIOYAIOIIEH O0JIbIIOE YUCIIO
[OCTaBIIMKOB, F'OJOBHBIX MOCTABIIMKOB U UX MOJPATYUKOB, B OTUETaX 00 ycCiIyrax cieayer
OTpakaTb B3aMMOOTHOLIEHUS MEKAy HUMU. Harpumep, ronoBHOMY OCTaBIMKY HEOOXOAMMO

OTUYUTHIBATHCA IO MPEAOCTABISIEMON UM YCIIYTe B IIEJIOM, BKIIIOUAsl YCIYTH €ro MOAPSTIHKOB,
MEHEKMEHT KOTOPBIX OHU OCYIIECTBIISIOT KAaK YaCTh YCIYTH, IPEAOCTABIISIEMON 3aKa34HKY.

6.2.2 HazHaueHNe U KOHTPOJIb KA4eCTBA M0 0TYETHOCTH 00 yciayrax

OtueThl 00 yciyrax JOJI?KHbL OBITE CBOCBPCMCHHBIMHU, ITOHATHBIMH, TOCTOBCPHBIMU U KPATKUMMU.

Heob6xoaumMo, 4To0b1 OHM COOTBETCTBOBAIIM MOTPEOHOCTSIM TMOTyYaTENIeH U COAEPKaIu TOUHYIO
uH(}OPMAILIHIO, UCTIONB3YEMYIO MPHU MPUHATHU PEIICHHH.

OT4eThl CJICAYCT NPCACTABJIATH B TAKOM BU/IC, YTOOBI OHU OBIJIN MOHSATHBIMHU U JIETKO
BOCIIPUHUMACMBIMH, HAITPUMCEDP, 34 CHCT UCIIOJIB30BAHUA AUaTrpaMM.

CJ'IG)IYGT Cco31aBaTh HECKOJBKO THIIOB OTUYCTOB!

a) OTYETHI, COJICPIKAIINE PEAKIMIO HA KAaKUE-TTHOO YK€ CITYUUBIIHECS COOBITHS;

b) 0TYeTHI, B KOTOPBIX U3JIaratoTcs 3a0J1aroBpeMeHHbIE PEAYIPEKIECHHS O BAXKHBIX COOBITHSAX,
MO3BOJIAIOININE, TAKUM 00pa3oM, MPUHATH IPEBEHTUBHBIE MEPHI (HApUMeEp OTYETHI 00
yrpoxaronmx npocuerax B CornameHusx 00 ypoBHE YCIIyT);

C) OTYETEI, MPEAYCMOTPCHHEBIC ICPCIICKTUBHBIMU IIJIAHAMHA U Fpa(l)I/IKaMI/I " cocpKalue
CBCIACHUA O SaHHaHI/IpOBaHHOﬁ ACATCIIBHOCTH.



6.2.3 OTuersnl 00 ycayrax

HpOBaﬁI{epy YCIyr CI€AYET COCTABJIATh OTUCTHI AJId 3aKa34YMKOB U PYKOBOACTBA, BKIIFOYAIOIIHEC:

a) (hakTHYeCKHUe 3HAUCHUS IMapaMeTPOB YCIYT B CPABHEHUH C IEJIEBBIMU 3HAUYCHUSIMH, HAIIpUMep
OTYETHI O [IEPEPHIBAX B MIPEAOCTABIEHUH YCIYT, O JOCTUTHYTBIX IIOJIOXKUTEIBHBIX PE3YyIbTaTax;

b) nHGOpPMALIHIO O HECOOTBETCTBUSIX CTaHIAPTaM;

C) XapaKTepUCTUKU paboueil Harpy3Kku U HHGopMaIuio 00 00BEMHBIX MTOKA3ATENSAX, HAPHUMEP
00 MHIUJCHTAX, Tpo0IeMax, N3MEHEHHSX | 33J]auaX, KJIacCu(UKAIMK, Pa3MEIICHUHU, CE30HHBIX
TEHCHIIUSIX, COYCTAHUIX IPUOPUTETOB, O KOJIMYECTBE OOPAIICHUN 32 TIOMOIIIBIO;

d) nadopmanuio 00 FKCIUTyaTallMOHHBIX XapaKTEPUCTUKAX, CIEAYIOUIMX 3a 3HAUUTEIbHBIMU
COOBITUSIMH, HAITPUMEP MOCJIE POBEIECHUS U3BMEHEHUHN U PEIU30B;

€) uH(opMalMIo O TEHIECHLHUAX 32 OIIPE/ICICHHbIN IEpUOJl BpEMEHH (HalIpUMep 3a JIEHb,
HEJIENI0, MECHIN);

f) oTyeTsl, BKIIOYarONMe HHGHOPMAIUIO OT KaXO0ro MPOoIecca, HalpuMep KOJTUYECTBO
MHIUJCHTOB U HanOoJiee 4acTo 3a/1aBaeMble BOIIPOCHI, HEHAIC)KHbIE KOMITOHEHTBI
UH(PPaCTPYKTYypHhI, peCcypchl (CTOMMOCTh) HanOOJIee YacTO PEIIaeMbIX 3a/1a4;

£) OTYETHI, OTpaXKarolllie MPOTHO3UPYEMYIO U 3aIUIAHUPOBAHHYIO pabouyro Harpy3Ky.

6.3 MeHe1:KMEeHT JOCTYITHOCTH M HeNPEePbIBHOCTH YCJIYyT

HCJ'IBI FapaHTI/IpOBaTL BBINOJIHEHHE COINIACOBAHHEIX 0053aTEIHCTB MO AOCTYIIHOCTH U
HENPEPBIBHOCTH YCIYT MPH JIFOOBIX 00CTOSTENbCTBAX.

[Tpumeuanue - Cepbe3Hble OTKa3bl B IPEJOCTABIEHUH YCIIYT UM Ype3BbIUaiiHble MPOUCIIECTBUS
MOTYT IIPOUCXOAUTH IO MHOTUM IIPUYINHAM, B TOM YUCIIC, N3-3d OTMCHBI IPEIOCTABIICHUA YCIYT,

aTakK 3JIOYMBIIJIICHHUKOB, CEPHE3HBIX HOpa)KeHI/Iﬁ KOMITBIOTCPHBIMU BUPYCaMU, HpOHI/IKHOBeHI/Iﬁ
B 3aKPBITHIC IJIA JOCTYIIA MOMCIICHHUA UJIU U3-3a CTUXUMHBIX 662[CTBHI>1.

6.3.1 O01He MoJI0KeHu s

Tpe6OBaHI/I$I K HCTIPCPBIBHOCTU U NOCTYIMTHOCTH YCIIYT CICAYCT OIIPEACIIATH HA OCHOBC



IPUOPUTETOB B JICIIOBOM cdepe, cornameHnii 00 YPOBHSAX YCIYT U OLICHEHHBIX PHCKOB.
[IpoRaitaepy yciayr He0OX0IUMO MOEPKUBATh HAIJICKAIINN YPOBEHb CBOMX BO3MOKHOCTEH
BMCECTC C pCAJIbHBIMU INIaHAMU [JIS FapaHTHU BBIIIOJHCHUS COTrIaCOBAHHBIX Tp€60BaHI/II\/'I npu
JH0OBIX 0OCTOATENBCTBAX, HAUMHASL OT OOBIYHBIX U BIUIOTH J0 OOJBIINX MOTEPH B
IIPEIOCTABIICHUH YCIYT.

[TpoBaiinepy yciyr ciieayeT IaHUPOBaTh BO3pACTaHUE U yOBIBAHUE YUCICHHOCTH
MOJIb30BaTeNIel WM 00beMa TaHHBIX, MOUICKAIIUX XPAHCHUIO, OXKHIIAEMbIE TUKH U TIPOBAJIBI
paboueii Harpy3KH, a TAKKe JH0ObIE APyrue BO3MOKHbBIC U3MEHEHHS B OyaymieM. B TpeboBanus
CJIEZyeT BKJIIOYATh MTPaBa JOCTYIA U BPeMsl PEaKIIMK Ha HAPYIICHHS STHX NPaB TAKKe, KaK U
Tpe6OBaHI/I$I AOCTYITHOCTH K KOMIIOHCHTAM CUCTCMBI.

Jl1s rapanTUM oAiep KaHus COTJIaCOBAaHHOTO YPOBHS YCIIYI MEHEIPKMEHT JOCTYITHOCTH U
MEHE/KMEHT HEIIPEPBIBHOCTU YCIYT HEOOXOAUMO OCYILECTBIISATH COBMECTHO. DTU TPEOOBaHMS
JIOJKHBI OKa3bIBaTh OCHOBHOE BJIMSIHUE HA JICUCTBUSA, YCUIIUS U PECYPCHI, HAIIPABICHHBIE HA
JOCTHKEHHUE TOCTYITHOCTH YCIIYT, OAAECPKUBAIOIIECH UX BBIITOJIHEHUE.

Jlnis rapanTuy obecnedeHust TpeOyeMoi JOCTYITHOCTH B IIPOLIECCH MEHEIKMEHTA CIIEAYeT

BKJIFOYATh TC 3JICMCHTBI IPECAOCTABIICHUSA YCIIYT', KOTOPBIC HAXOAATCA MOA YIIPABICHUCM
3aKa34uuKa Ui Apyrux HpOBafI,I[epOB YCIyT.

6.3.2 MOHMTOPHMHI JOCTYIIHOCTH U JIeATEJbHOCTD 110 ee 00ecne4YeHUuro

B pamkax MeHeIKMEHTA TIOCTYIMHOCTHU CIEAYeT:

a) OCYILIECTBIISITh MOHUTOPUHT U PETUCTPALIUIO JOCTYITHOCTH YCIIYT;

b) MNOAACPIKUBATH B AKTYAJIbHOM COCTOSAHUH PETPOCIICKTUBHLIC TAHHBIC,

C) MMPOBOJUTH COIIOCTABIIEHUE C TPEOOBAHUSAMU, ONPENEICHHBIMU B COIIALIEHUSIX 00 YpOBHE
YCIIYT, C 1IeJIbIO BBISBJICHHS UX HECOOTBETCTBUI C COINIACOBAHHBIMU 1IEJIEBBIMU 3HAUEHUSMU
apaMeTpoB JOCTYIHOCTH;

d) ocymiecTBIATh TOKYMEHTUPOBAHUE U aHAIN3 HECOOTBETCTBHIA;

C) MMPOTrHO3UPOBATH HAPYIICHUA JOCTYITHOCTH,

f) 10 BO3BMOKHOCTH, IPOTHO3UPOBATHL BOSBHUKHOBCHUC HpO6HCM U OpCAIIPUHUMATD HCﬁCTBHﬂ,

MPEAYNPEXKIAIOIINE UX MTOSBICHUE.

Crnemyet rapaHTUPOBATh TAKXKE JIOCTYITHOCTh BCEX KOMIIOHEHTOB YCIIYTH, 00eCTIeYnBaTh
PErUCTPALIUIO U BBIIIOJHEHUE KOPPEKTUPYIOLIUX JEHCTBUM.



6.3.3 Ctparerusi HempepbLIBHOCTH YCJIYT

[TpoBaiinepy yciyr ciemayeT pa3padoTaTh U MOJACP)KUBATH B AKTYaJIbHOM COCTOSTHUU
CTpAaTEruio, OMpPeeSIFONIY0 OOLINIl MOIX0 K BBIITOJIHEHUIO 0043aTeNIbCTB MO HEMPEPHIBHOCTU
yciyr. OHa 10JIKHA BKJIIOYaTh B ¢€0s1 OLIEHKY PUCKOB U YYUTBIBATH COIIACOBAHHBIE Yachl
MPEIOCTABIICHUS YCIYT U MEPUOJIbI, KPUTHUHBIE JIJIS 1€JI0BOM AedarenbHocTu. [IpoBaiinepy ycuyr
CJIEIyeT COraacoBaTh I KayKJOW IPyNIbl 3aKa34UKOB U KaXKIOW yCIyTu:

a) MaKCUMAaJIbHO JOIYCTUMYIO MTPOJIOJKUTEIBHOCTh HE3aIMIaHUPOBAHHOTO IIPEKPAIICHHS
MPEIOCTAaBICHUS YCIYTH;

b) MaKCUMaIbHO JONMYCTUMYIO POJIOJDKUTEIHHOCTh CHI)KEHUS KaueCTBa MPEI0CTaBIIEMOM
YCIIYyI'H;

C) pUEMIIEMbIE YPOBHU CHUKEHMSI KaueCTBa IPEJOCTABISIEMON YCIIYTH BO BpeMs €€
BOCCTaHOBJICHHUS.

Crpareruto HenpepbIBHOCTH YCIYT CIEAyeT IepecMaTpuBaTh 4Yepe3 COrJIacOBaHHbIE HHTEPBAJIbI
BPEMEHH, HO HE PEXe OJTHOrO pa3a B IOJ.

JIroOble M3MEHEHHsI B CTPATETUH HEOOXOIMMO COTIACOBBIBATH O(UITHAIIBLHO.

6.3.4 IlnannpoBaHue U TECTUPOBAHHE HENIPEPBIBHOCTH YCJIYT

IIpoBaiiaepy ycayr ciaeayer rapaHTUpOBaTh, YTO:

a) B INIAHAX O00OECIICUCHMS HCIIPEPBIBHOCTU YCIYI' YUUTBIBACTCA 3aBUCUMOCTD MCIKAY YyCIIYIraMu U
CHUCTCMHBIMHU KOMIIOHCHTaAMU,

b) miansl o0ecnieueHrs HENPEPHIBHOCTH YCIYT U IPYTHe JOKYMEHTbI, HEOOXOIUMBIE JUIs
o0ecreyeHns HEMPEPbIBHOCTH YCIIYT, 3apErUCTPUPOBAHBI U MTOAJEPKHUBAIOTCS B aKTYaIIbHOM
COCTOSIHUH;

C) OTBETCTBEHHOCTh 33 MHUIIMALIMIO TUIAHOB YETKO ONpEJIEIeHa, U B INIAHAX KOHKPETU3UPOBAHA
OTBETCTBEHHOCTb 3a BBIIOJHEHHE ASHCTBHH 10 JOCTYDKEHUIO KaXKI0M LIETH 00eCcIIeueHus
HEIIPEPBIBHOCTH YCIIYT;



d) pezepBHBIE KOIIUU TaHHBIX, JOKYMEHTHI U IPOTPAaMMHBIE CPEJICTBA, a TAKXKE JII000e
00opyoBaHNE U TIEPCOHAI, HEOOXOAMMBIE JJIsl BOCCTAHOBIICHUSI YCIIYT, OYIyT TOTOBBI
HEe3aMeUTUTENIBHO, MTOCTIe TOTO KaK MPOU30ILEN CePhe3HbIii CO0I MM BO3HUKIIA Ype3BbIUaiiHas
CUTYyaIus;

€) Mo KpaifHel Mepe OjHa KOMHs KaKI0Tro JOKyMEHTa 10 00eCIeueHII0 HeMTPEPHIBHOCTH YCIIYT
XPaHUTCA U MOAJICPKUBAETCS B AKTYaJIbHOM COCTOSIHUM B 3aAILUIIIEHHOM MecTe Ha 6€3011acHOM
paccTosiHUU BMecTe ¢ 000pyI0BaHHEM, HEOOXOJMMBIM JJIsl €€ NCIIOIb30BAHNUS;

f) IIEPCOHAI TIOHUMACT CBOKO POJIb B MHULIMAIIUU U (I/IJ'II/I) BBIIIOJIHCHUH ITJIAHOB U UMCCT
BO3MOJXHOCTD IMOJIYYHUTb AOCTYII K JOKYMCHTAaM I10 00€ecIIeueHHIO HCIIPCPBIBHOCTHU YCIIYT.

[Tnanbl obecnieueHuss HEMPEPBHIBHOCTH YCIIYT U APYTUe€ JOKYMEHTBI, UMEIOIINE OTHOLIEHHE K
IUIaHaM (HampuMep, KOHTPAKThI), CJIEAYET CBA3bIBATh C MPOLIECCOM MEHEPKMEHTA U3MEHEHUH U
IIPOLIECCOM MEHEKMEHTa KOHTPAKTOB.

[Tnanbl obecnieueHus: HENPEPBHIBHOCTH YCIYT U JPYTHU€ COOTBETCTBYIOIINE JOKYMEHTHI CIIEIyeT
OLIEHUBATh OTHOCUTEJBHO UX BIMSHUS Ha OyyllMe U3MEHEHUS B CUCTEME U yClIyrax npexe,
YeM CyIIEeCTBEHHBIC HOBBIC WIIH JOTOTHUTEIbHBIC TPEOOBAaHUS 3aKa3UlKa Oy yT IPUHSTHI.

TecTupoBaHue HENIPEPHIBHOCTU IPEIOCTABIEHUS YCIYT CIEAYET MPOBOAUTD C IEPUOJAUYHOCTHIO,
JIOCTATOYHOM IS TOTY4YEeHHs] YBEPEHHOCTH B TOM, YTO IIJIaHBI 00ECIIeUeHUsI HEPEPHIBHOCTH
yeayr 3 (HEeKTUBHBI U OCTAaHYTCS TAKOBBIMH IPH H3MEHEHUH CHUCTEM, TPOLIECCOB, IIEPCOHAIIA U
noTpeOHOCTEH 1e10BOM cdephl. 3aKa3uyuKy U MPOBAIepy YCIyT CleayeT TPOBOAUTD
TECTUPOBAHUE COBMECTHO, Oa3HPYsCh Ha COTIIACOBAaHHOM Habope 1eneil. OTKa3bl, BOZHUKIIINE
IIpU IIPOBEJICHUH TECTUPOBAHUS, CIEYET JIOKYMEHTUPOBATh U AaHAJTU3UPOBATh JJIs BKIIOUEHUS
COOTBETCTBYIOILIUX MEPONPUATUI B IUIaH COBEPLICHCTBOBAHUS YCIIYT.

6.4 ®opmupoBaHue 6101:KeTa M yueT 3aTpat Ha ycayru UT

[enb: @opMupoBaTh OFOKET M BECTH YYET 3aTpaT Ha 00ECIIEYEHUE YCIIYT.

6.4.1 O0I1IHE MOJIOKEHUA

Hacrosimuit moapasaen oxBaTbIBaeT BONPOCH! ((OPMUPOBaHUS OFO/KETA U ydeTa 3aTpaT Ha
npenocrasienne ycayr UT. Ha npakTuke MHOrME npoBaiiepsl YCIYTr CTAIKUBAKOTCS C
BBICTABJIEHUEM CUETOB 3a Takue yciayru. OJJHaKo, TOCKOJIbKY BBICTABIIEHUE CUETOB SIBIISETCA
JIOTIOJTHUTEIBHOM U crielln(hUYecKOi 1eTeIbHOCThIO, OHO HE BIIUCHIBAETCS B PAMKH HACTOSIIETO
crangapra. [IpoBaiinepam yciayr peKOMEHIyeTCsl HCIOJIb30BaTh MEXAHU3MbI BBICTABICHUS
CYETOB, ITOJTHOCTHIO ONPEAECICHHBIEC U ITIOHATHBIE BCEM CTOPOHAM.

OTBETCTBEHHOCTH 32 MHOTHE (DUHAHCOBBIE PELICHUS HAXOIUTCS BHE Chepbl MEHEHKMEHTA
yCIIyT, @ TpeOOBaHNUs K MPeIoCTaBlIeHNI0 (pruHaHCOBOM nH(popManuu (B Kakoit popMe U ¢ Kakoi
4acTOTOM) MOT'YT OBITh IPOJMKTOBaHbI U3BHE. HazHaueHe JaHHOTO MoIpa3/iena 3aKI0vYaeTcs B



COCPEIOTOUCHUN BHUMAHMSI HA TIPAKTUKAX, CIEIOBAHIUE KOTOPHIM HEOOXOAMMO JIJIsl BBIMIOTHCHHUSI
TpeOoBaHuil HacTosIero cranaapTa. OHAKO B pacyeT cielyeT MPUHUMATh U 0oJiee IUPOKHe
TpeOOBaHUS, TaK KaK OHHM OyIyT OKa3bIBATh BIMSHUE HA HEKOTOPHIC TIOJUTHKHU U MPOIICTYPHI.
Bce ucnonpizyembie MpakTUKU y4yeTa 3aTpaT Ha MPEAOCTABISIEMbIE YCIYTH HEOOXOAUMO
COTJIACOBHIBATH ¢ O0Jiee OOIUMH MPAKTHUKaMU OYXTaJITEPCKOTO y4eTa OpraHu3alyy mpoBaiaepa

YCIIYT.

6.4.2 ITonnTHKa

[TpoBaiinepy yciyr ciieayeT pyKOBOJICTBOBATHCS MOJIUTUKON (PUHAHCOBOTO MEHEKMEHTA YCIIYT.
[TonuTHKa NOKHA ONPENENATh LEIH, JOCTHUKUMBIE ¢ IOMOIIBI0 (OPMHUPOBAHUS OrO/IKETa U
ydeTa 3arpar.

B nonutuke ciaenyeT oTpasuth moapodHocTH popMupoBaHUs OFODKETA U yUeTa 3aTpar,
MPUHUMAs BO BHUMaHHE:

a) THUIIBI 3aTpaT, NOMJICKAIUX YUCTY,

b) mocrareiinoe pacnpeaeneHie HakIaJHbIX pacX00B, HApUMep enuHas TapudHas CTaBKa,
(UKCUPOBAHHBIN MPOLEHT WM MPOLIEHT, 3aBUCAIIUNA OT BEJIMYMHBI IEPEMEHHBIX PACXOJI0B U

Ap.;

C) CTCIICHBb ACTaIM3allu HGHOBOﬁ JACATCIIbHOCTH, HAIIPUMEP paCCMOTPCHUC CTPYKTypHOﬁ
CAWHUIBI KaK €AUMHOI'O IICJI0I0 NN paSIIeHeHHOfI Ha JCTIapTaMCHTLI, UJIN paCHOHO)KCHHOﬁ B
Pa3HbIX MECTAX;

d) pyxoBoasiue npaBuiia peryJupoBaHus OTKIOHEHUH OT Oro/pkeTa, HapuMep pa3Mep
OTKJIOHEHHUS, IPH KOTOPOM BOTPOC JIOJIKEH ObITh BBIHECEH Ha PACCMOTPEHUE BBICILIETO
PYKOBOZCTBA;

€) CBSI3U C MEHEKMEHTOM YPOBHSI YCIIYT.

YpoBeHb HHBECTHIIHI B TIPOIIECCHl (POPMUPOBAHUS OFOJIKETA U yueTa 3aTpaT HeoOX0aUMO
0a3upoBaTh HA MOTPEOHOCTAX 3aKa3YUKOB, TPOBAUIEPOB YCIAYT U MOCTABIIMKOB ¢ HEOOXOTUMOIA
CTEMEHBIO JIETATU3AINH, ONTPEICIICHHON B TTOJIUTUKE.

[Tpumeuanue - [IpoBaiineps! yciyr, padboTaroniyie B KOMMEPUYECKOH cpeJie, MOT'yT UCTIBITHIBATh
NOTPEOHOCTh B MPHUIJIOKEHUH OONBIINX YCHIIMI U BbIIETIEHUHU OOJIBIIEr0 BPEMEHH JUIs
¢uHaHCOBOTrO MeHe I KMeHTa. M, Ha000poT, /Ui MPOBANWIEPOB YCIYT, Y KOTOPHIX MEXaHU3M
UACHTU(HUKAIIMY 3aTPaT T0CTaTOYHO MPOCT, PMHAHCOBBII MEHEKMEHT MOXKET OCYILECTBIISATHCS
ropaszo mpouie.

(I)OpMI/IpOBaHI/Ie 6IOIL)KCT8. " YUCT 3aTpaT CJICAYCT BBIIIOJHATH BCEM npOBaﬁ/:[epaM YCIyr, KaAKUMHU



OBl pa3HBIMU HU OBUTH TTOMUTUKU UX (PUHAHCOBOTO MEHE)KMEHTA.

6.4.3 ®opmupoBanue 610/1KeTa

[Tpu popmupoBanuu Oro1KeTa HEOOXOIUMO YUUTHIBATH U3MEHEHHS YCIIYT, 3allJTAHUPOBAHHBIC B
TedyeHue OropKeTHOro neproza. Cienyer Takke IIaHUPOBATh MEHEHKMEHT JIe(UINTa
(UHAHCOBBIX CPEICTB B TOM Ciy4ae, KOI/Ia pacXo/ibl, IPEAyCMOTPEHHbBIE OIOIKETOM,
IIPEBBILIAIOT IOCTYIIHBIE IEHEKHBIE CPEACTBA.

B pamkax ¢opmupoBanus 010/KeTa BO3SMOKHO YUUTHIBATh TaKUe (PAKTOPhI, KAK CE30HHBIE
KoJIeOaHMS U BIMSIHUE 3aIUTAHUPOBAHHBIX KPATKOCPOUHBIX N3MEHEHHI Ha CTOMMOCTh
IPEJOCTABIIIEMBIX YCIIYT ¥ Ha TIOPSIOK BHICTABIICHUS CUETOB.

[TpocnexxrBaHue TEKYIUX 3aTPaT OTHOCUTEJIBHO COOTBETCTBYIOIIUX CTATEN OIOJKETa JTOJIKHO
o0ecrneynBaTh BO3MOKHOCTh 3a071aroBpEMEHHOT0 MPEYNPEKACHUS O MOJOOHBIX OTKIOHEHHUSX.

Crenyer opraHu30BaTh MPOLECC, YIPABISIONINN 3HAYCHUSAMH OTKJIIOHEHHH OTHOCHTEIIEHO
napamMeTpoB OIO/KETA.

dopmupoBaHue OO KETa M KOHTPOJIh 3aTPAT HEOOXOUMBI JJIsT 00eCTICUCHUS IITIAaHUPOBAHUS
MPEIOCTABICHUS M U3MEHEHHS YCIIYT TaKUM 00pa3oM, 4TOObI YPOBHU YCIYT MOTJIH OBl
MO/IEPKUBATHCS B TEUCHHUE BCETO TOJIa.

6.4.4 Yuert 3aTpar

HpOHGCCBI y4€Ta 3aTpar CJICAYCT UCIIOJIb30BaTh JJISA OTCIIC)KMBAHUA pacX0J0B HAa
COTJIaCOBAaHHOM YPOBHC HUX JACTAJIM3alliU B TCUCHUC COTTIACOBAHHOTO IIEPHUOJa BPEMCHH.

Pemrenus mo oobecneueHuo YCIYT CICAYCT NPpUHUMATh HAa OCHOBE COIIOCTABJICHUA
PE3YIbTATUBHOCTH U HCO6XOILI/IMLIX q)HHaHCOBBIX CpCACTB.

Mogenu 3aTpat J0JKHBI 0071a/1aTh CIIOCOOHOCTHIO IGMOHCTPUPOBATH 00OCHOBAHHOCTh
pacxo/I0B Ha O0ECTIeUeHUE YCITYT.

B ¢uHaHCOBBIX OTUETaX CleAyeT OTpakaTh HapylIeHus OanaHca O JKeTa: HEMOJIHOe
MCIIOJIb30BaHNUE, MPEBBIIIEHNE PACX010B (PMHAHCOBBIX CPEJICTB, MPEAYCMOTPEHHBIX OIOIKETOM,
U TMOKpBITHE OrokeTa. GUHAHCOBBIE OTUYETHI IOJKHBI 1aBaTh BO3MOKHOCTh OIPEEIIUTh
3aTpaThl, KOTOPBIE HECET OpraHn3alys IpH MPEJOCTABICHUH YCIYT HAa IOHM>)KEHHOM YPOBHE H
IIPHU IIPEKPALLEHUH NIPEJOCTABIICHUS YCIYT.

6.5 MeHeT:KMEeHT BO3MOKHOCTEM

L[CJ'IBI rapaHTI/IpOBaTL HaJIM4YUC y HpOBaﬁ;[epa YCIyr 10CTaTOYHBIX BO3MOXKHOCTEH JJIs



YAOBJICTBOPCHUA TCKYIIUX U COITIAaCOBAHHBIX 6yI[yI_]_[I/IX HOTpe6HOCT€fI IIGHOBOPJI ACATCIIBHOCTHU
3aKa3yuKa.

TpeGoBanus K yciayram, MpeoCTaBISIEMbIM B HACTOSIIEE BPEMS M OKUAAEMBIM B IIEPCIEKTUBE,
CJIeZyeT ONPEAEATh B TEPMUHAX OTPEOHOCTEH, OTHOCAILINXCS K cpepe IEIIOBON AEATEIbHOCTH
3aKa34HKOB.

[Tporuo3sl pa3BUTHS 1E€JIOBOM AESITEILHOCTH 3aKa3YUKOB U IIPEIBAPUTENbHbIE OLIEHKU padoueit
HArpy3KH CJIeyeT MPeoOpa3oBaTh B KOHKPETHBIC TPEOOBAHMS M JOKYMEHTHPOBATh. Pesynbrar
OTKJIOHCHHH OT COTJIACOBAaHHOM paboveil Harpy3Ku WM U3MEHEHUH B OKPYIKaIOIIEH cpejie
JOJKEH OBITH Tpesicka3zyeM. JlaHHbIe 0 TeKYIEeM WIIH MPEIIISCTBYIONEM UCTIOTb30BAHUU
KOMIIOHEHTOB M PECYpPCOB Ha COOTBETCTBYIOIIEM YPOBHE ClIEyeT HaKaruIuBaTh U
AQHAIM3UPOBATH IS IOJAEPIKKHU 3TOT0 IpoIiecca.

MeHemKMEHT BO3MOXKHOCTEN CIIEIYET pacCMaTpPUBATh KaK NEHTPAJIbHbBIN MIPOLECC,
boxycupyromuii Bce BOPOCHI, OTHOCSIIUECS K IKCIUTYyaTallHOHHBIM XapaKTepUCTHUKaM U
BO3MOJKHOCTSIM IIPEAOCTABIICHUS YCIIYT.

OTOT Ipolecc ciaeayeT 00eCneunuTb HENOCPEICTBEHHOM MOIEPKKON CO3/1aHMsI HOBBIX U
U3MEHEHHBIX YCIIYT OCPEICTBOM yCTaHOBJIEHUS 00BEMOB YCIYT U MX MOJEITUPOBAHMUS.

[Tnan obecrieueHus: BO3MOXKHOCTEH, YCTaHABIMBAIOIIUHN (akTHYecKue padoune XapakTepUCTUKU
UHPPACTPYKTYPHI 0)KUIAEMBIX TpeOOBaHUI, CIIeyeT pa3padaThIBaTh ¢ HaAJIeKaIIEH
HNEPUOJIMYHOCTBIO, IPUHUMAsl BO BHUMaHHE HHTEHCUBHOCTh U3MEHEHUH B yCllyrax u oobemax
YCIIYT, a TaKkKe MHPOPMALIUIO, COACPIKAIILYIOCS B OTUYETaX MEHEPKMEHTA W3MEHEHHH, 1
CBEJICHUS O JIEJIOBOM JeATEIbHOCTH 3aKa34UKOB.

[Tnan cnenyer pa3pabaTbIBaTh HE pexe OJHOTO pasa B roja. Heo6xo1umMo J0KyMEHTUPOBATh
CBEJICHUS O CPE/ICTBAX, 3aTPAYCHHBIX HA BHIMOJIHEHHE TPEOOBAaHUH NIEIIOBON Cepsl, 1
IpejularaTh peLIeH!s], FapaHTUPYIOLIUE TOCTUKEHUE 1IEJIEBBIX 3HAUYEHUH I1apaMEeTPOB YPOBHEN
YCIIyT, ONPENIEICHHBIX B COTJIAICHUAX 00 YPOBHE yCIYT.

CrnenyeT XOpoII0 NOHUMATh TEXHUYECKYIO HHPPACTPYKTYPY, €€ TEKYIINE U TPOEKTUPYEMBbIE
BO3MOKHOCTH.

6.6 MeHe:KMEHT 321U Thl MH(pOpMALIUT

[enb: O¢(HeKTUBHO OCYIIECTBIAT MEHEDKMEHT 3alllUThl HH(OPMAaLIUK B paMKax Bcer
JEeSITeIbHOCTH MO YCIYTaM.

6.6.1 O01IMe mMoJI0KEeHUu s

3amuUIeHHOCTh HHPOPMAIINH SBISETCS PE3yIbTATOM peaanu3allii KOMIUIEKCa MOJUTHK U
npoueayp, pa3paboTaHHbBIX ISl UASHTU(PUKALMY, YIPAaBIECHUS U 3alIUThI HHpOpMaLu
COBMECTHO C JIFOOBIM 000pYA0OBaHUEM, UCTIOIB3YEMbBIM JIS €€ XPaHESHHUs], TIepeIavun U
00paboTKH.



[Tepconany mpoBaiiiepa yCIIyT U B IIEPBYIO O4Y€peIb CIEIUANNCTAM T10 3alIUTe HHPOPMAIIH
cienyet 3HaTh ocHOBHBIE nosioskeHUst TOCT P UCO/MBK 17799 "NndopmaronHast
texHojorus. [IpakTuueckue npasuia ynpasieHns HHOOpMaMOHHON 0€3011acHOCTHIO".

6.6.2 Unentudukanus u kiaaccupuranus HHGOPMANUOHHBIX AKTHBOB

[IpoBaiinepy yciuyr cienayer:

a) MOJIEP’KUBATh B aKTyaJIbHOM COCTOSIHUU MHBEHTAPU3AI[MOHHBIC JJAHHBIE 00
MH(OPMALMOHHBIX aKTUBAX (HAIpUMEp, O KOMITBIOTEPaX, CPECTBAX CBSI3U, OKPYKAIOIIEM
000pyI0BaHWH, TOKYMEHTAIIMH U APYroi nH(opMarwu ), HEOOXOAMMBIX JIJIsl IPEAOCTABICHHUS

yeayr;

b) KiraccuuIUpPOBaTh KX aKTUB B COOTBETCTBUH C €0 KPUTHIHOCTHIO TI0 OTHOIIICHHUIO K
ycIyre U TpeOyeMOMY YPOBHIO €T0 3alllMThI, a TAK)KE Ha3HA4YaTh BJIaJIeIblla, OTBETCTBEHHOT'O 32
o0OecIeyeHue 3TOM 3aIUTHI

C) OTBCTCTBCHHOCTD 3a 3allIUTY I/IH(I)OpMaI_[I/IOHHHX AKTHUBOB OCTAaBHUThH 3a BJIaJCJIbLIaMH aKTHBOB,
XOT4 ITpU HGO6XOI[I/IMOCTI/I OHU MOT'YT OCJICTUPOBATH CBOX NOBCCIHCBHBIC ITOJTHOMOYUA
MCHCIPKMCHTY 3alllUThI I/IH(i)OpMaI_II/II/I.

6.6.3 IIpakTHyeckas aeTeJbHOCTh M0 OLlEHKE PUCKOB, CBA3aHHBIX C 3alLIMTOM

HCO6XOI[I/IMO, YTOOBI OIICHKA PUCKOB, CBA3aHHBIX C BO3MOKHBIMU HAPYIICHUAMU 3alIUTHI:

a) MMPOBOANJIACH Ha COIJIACOBAHHBIX MHTCpPBAaIaX BPCMCHU,

b) peructpupoBanacs;

C) CONPOBOXKJAJIaCh B MpoLecce U3MEHEHUH (M3MEHEHUH B MOTpeOHOCTAX Ae0BOH chepsl, B
npoleccax U KOHPUTypauusx);

d) cnoco6cTBOBaIAa MOHUMAHUIO TOTO, YTO KOHKPETHO MOKET MOBJIUAThH Ha YIIPABIISEMYIO
yCayTy;

€) MpeaocTaBIsia THGOPMAIUIO Ui IPUHSTUS pellieHui 00 UCTOIb30BaHIUH HEOOXOIMMBIX
CPEICTB YIIPaBICHUS.


http://docs.cntd.ru/document/1200044724

6.6.4 Puckmu, cBsizaHHble ¢ HHPOPMANMOHHBIMH AKTUBAMU

PHCKH, CBA3aHHBIC C I/IH(bOpMaLII/IOHHBIMI/I AKTHUBaMHU, CJICAYCT OLICHHUBATL C YYCTOM!

a) UX MpUPOBI (HarIpuMep, cO0i MPOrpaMMHBIX CPEACTB, OUTHMOKH ()YHKIIMOHHUPOBAHUS, OTKA3
CPEJICTB CBSI3H);

b) nmpaBmomnomobus;

C) NMOTCHUUAJIBHOTO BJIMSAHUA Ha ACJTIOBYIO cq)epy 3aKa34MKa,

d) HaKOIICHHOTO OIBITA.

6.6.5 3amMIIEHHOCTH U JOCTYNIHOCTH HHopManun

ITpu onieHKe pUCKOB HEOOX0IMMO 0C000€ BHUMAHUE YIEIUTh CIEAYIOIIMM BOIIPOCaM:

a) MPEIOTBPAIICHUIO BOZMOKHOCTH PACKPBITHS KOH(PHUICHIINATLHON HH(DOpMAIH CTOPOHAMH,
HE UMEIOILMMHU K HEH JOITyCKa;

b) HETOUHOCTH, HEMOJIHOTE WJIM HEAOCTOBEPHOCTH (Hanpumep, panscudukannn) nHPopMaum;

C) HEIOCTYIMHOCTH MH(pOPMAIIUU AJIS UCIIOJIb30BaHM (HapUMep, N3-3a HapyLICHUS
HHEProCHAOXKEHN);

d) puznueckoMy MOBPEKICHUIO I YHUUTOXKEHUIO 000PYIOBaHUS, HEOOXOIUMOTO IS
MPEAOCTABIECHUS YCIIYT.

Crenyer Taxke y4ecTh IeJU MOJUTHKU 00ecrieueHus 3aUThl HHPOPMAaLuu, He0OOXOAUMOCTh
BBITMIOJTHEHU S 33/IaHHBIX TPeOOBaHMM 3aKa3uuKa Mo 3aluTe (Harpumep, o ypOBHIM
JIOCTYITHOCTH MH(OPMAIMH) U YCTaHOBIICHHBIE 3aKOHOM MJIM IIPUMEHSEMbIE PETyIUpPYIOIINe
TpeOoBaHUS.

6.6.6 Cpencrsa ynpasJieHUs



JlononHUTENBHO K JPYTUM CPEICTBAM YIPaBICHUS, IPUMEHEHHE KOTOPBIX MOKET ObITh
OIPaBJaHO, U K COBETAM, COJEpKAIIUMCA B IPYTUX pa3/iesiaX HaCTOALIEr0 CTaH1apTa
(Hampumep, B pa3jiesie 0 HENPEPHIBHOCTH YCIIYT), IpoBaiifiepaM yciayr HE0OXOAHUMO B KaUeCTBE
XOpOIIIeH MPaKTUKN MEHEDKMEHTA 3alTUThl HH(OPMAIIUU TPUMEHSTD CIICIYIOIINE METOIBI U
CpEIICTBA yIpPaBJICHHUS:

a) BBICILIEMY PYKOBOJCTBY CJIEIYET ONPEIEIUTh MOJIUTUKY IO 3alIUTe HHPOPMALIUH, TOBECTH €€
JI0 CBEJICHUS TepCOHalia M 3aKa3UMKOB U JICWCTBOBATh, FapaHTUPYs ee 2P PeKTHBHOE
UCIIOJIHEHHUE;

b) posu ¥ OTBETCTBEHHOCTH B IIPOIIECCE MEHEPKMEHTA 3alUThl UHOPMAIUU CIIEIyeT
ONpeIeNATh U Ha3HAYaTh COOTBETCTBYIOIIUM JIOKHOCTHBIM JIUIAM;

C) TpyIIe MpeacTaBUTENeH PYKOBOJICTBA (3Ta POJIb MOXKET OBITh 3aKpEeIlICHA 33 CTAPIINM
OTBETCTBEHHBIM BJIaJICJIbIIEM) HEOOXOAMMO OCYIIECTBISATh MOHUTOPHHT H MOJICP)KUBAThH
PE3YIbTATUBHOCTD MOJIMTUKHU 110 3aIUTEC I/IH(l)OpMaLII/II/I;

d) NepcoHaly, UCIIOJIHAIOIIEMY BAXKHBIC POJIA 110 o0ecneyeHnIo 3alllNThI, H606XOI[I/IMO
MMPOXOAUTH COOTBECTCTBYIOLIYIO ITOATOTOBKY,

e) BCChb IICPCOHAI NOJIKCH OBITH 03HAKOMJIEH C ITOJIUTHKOM I10 3alInuTC I/IH(bOpMaI_II/II/I;

f) Ans OLIEHKM PUCKOB U pealu3alii YIpaBiIeHUs CIeyeT PelyCMOTPETh BOZMOXKHOCTh
IIPUBJICYECHUS IKCIIEPTOB;

2) 3pdexTuBHaAsA paboTa CPEACTB YIPABICHHS HE TOJIKHA CTABUTHCS O] YTPO3Y IPU
MPOBEJCHUH KaKUX-TMO0 N3MEHEHU;

h) undopmanno 06 MHIKMAEHTAX MO 3alUTe HEOOXOIMMO COOOIIATh COTIACHO MPOoLIeypam
MEHE/DKMEHTA WHITHJICHTOB W HHUITMUPOBATH OTBET Ha HEe.

6.6.7 JIoOKyMeHTBI U 3allCH

3anucu CJICOAYCT NNEPUOANICCKU aHAIN3UPOBATD JIA obecneyeHus PYKOBOJCTBA CBCACHUAMM:

a) 0 Pe3yIbTAaTUBHOCTH MOJUTHKH T10 3aIUTe WHPOpMAITUH;



b) 0 BbISIBIIEHUH TEHACHIMI B HHIIMIEHTAX I10 3aIUTe HH(OPMAIIUH;
¢) 00 ucxoHOM HH(MOPMALIUU VIS TIJIaHA COBEPLICHCTBOBAHUS YCIIYT;

d) 06 ympaBieHun yepe3 10cTyn K HHGOPMAIUHU, AKTHBAM U CUCTEMAaM.

CucreMy MEHEDKMEHTA 3alUThl HHPOPMAIIUH CIIEyeT 00eCIeunBaTh HAIC)KHBIM
JIOKYMEHTUPOBAHUEM.

7 IIpouecchl OTHOLICHUM

7.1 O01mue moJI0KeHUus

[Tponiecchl OTHOMIEHHH OMUCHIBAIOT JBa B3aMMO3aBUCHMBIX aCIIEKTa - MEHEIKMEHT
IIOCTaBIIMKOB U MEHEKMEHT J1eJI0BbIX (Ou3Hec) oTHomeHuid. Hacrosmuii cranaapt
IpeHa3HayeH MPOoBaiiiepy YCIIyT, KOTOPBIH JOIrMYECKH UCIOIHSIET POJIb CBA3YIOIIETro 3BEHA
MEX1y MOCTaBIIMKaMU, TOCTABJISIOIIUMHU €My MTPOIYKIUIO WK YCIYTH, U 3aKa3UYUKOM,
HOJIYYalOIUM YCIIyTH.

Kak nmocraBmIMKH, TaK U 3aKa34UK MOTYT ObITh BHEIIHUMH WM BHYTPEHHUMU IO OTHOILLIEHHUIO K
OpraHM3aluy rnposaiiiepa yciyr. BHenHue oTHoueHuss Heo0XoaumMo (GopMain30BaTh Yepes
KOHTPAKTbI, @ BHYTPEHHHUE - C IOMOIIbI0 BHYTPEHHUX MOAKPEIUISIONIMX COMVIALIEHHH, YacTo
Ha3bIBAEMBIX COTJIAILICHUSIMU PAaOOYEro ypoBHs.

Ha PUCYHKEC 2 MMPpUBCACHA YIIPOLICHHAA CXEMa OIMMCAHHBIX BBIIIC OTHOIIICHUH

Pucynok 2 - Ilpoueccsl 0THOMIEHUTH
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Kak mokaszaHo Ha prCyHKe 2, TpOBalep yCIYyT UCIOJIHAET CBOIO POJIb B IIETIOYKE MOCTABOK,
KaXKIBIH II1ar B KOTOPOH MPUBOJUT K TOTOJHUTENHHOM M0JIb3€, HAaUMHAsI ¢ TOJyUYeHHUs TOBapa
WJIM YCIYTH OT MOCTABILMKA U 3aKaHUYMBAsi IPEIOCTABICHUEM PACIIMPEHHON YCIIYTH 3aKa34HuKY.

Crnenyet 3aMeTUTh, YTO B MIpEAeIIax 3TOro pasjenia TepMHUH "mpoBaiiaep yciyr" Bceraa
UCTIONB3YeTCs JUIsi 0003HAUCHHSI OPTaHU3alluH, Ha KOTOPYIO OPUEHTHPOBAH JIaHHBIN JJOKYMEHT,
HE3aBHCHUMO OT €€ POJIM WJIH MOJIOKECHHUS B IIEMTOYKE MOCTABOK B pAMKaX OMMCAHHOTO BBIIIE
npoiiecca.

Ha npaktuke B3auMOOTHOIIEHUS PeKO ObIBAIOT HACTOJIBKO MPOCTHIMHU, U, KaK IPABUIIO,
BKJTIOYAIOT B ce0s1 O0JIBIIOE KOTUYECTBO PA3HOOOPA3HBIX YYACTHUKOB, UCIIOIHSIOMINX POJIH
MOCTaBIIMKOB U 3aKa3YMKOB U UMEIOIINX MEXY COO0N Kak MPsSIMbIE JIJIOBBIE CBA3H, TaK U CBA3HU
4yepes3 MpoBaiepa yCiayr.

IIpoueccsl OTHOLIEHUH JOJIKHBI TapaHTUPOBATh, UTO BCE CTOPOHBI:

a) MOHUMAIOT U YAOBJIETBOPSIOT MOTPEOHOCTH J1€JI0BOM CEPHI;

b) MOHMUMAIOT CYIIECTBYIONIUE BO3MOKHOCTH U OTPAaHUYCHHS;

C) IMOHUMAIOT CBOHM 00sI3aTEJILCTBA U OTBETCTBEHHOCTb.

[Tporecchl OTHONICHMI JOJHKHBI TAKXKE FapaHTUPOBATh, YTO YAOBIECTBOPEHHOCTh 3aKa3uMKa
YCIYT HaXOJMTCS Ha TOJDKHOM YPOBHE M UTO OyAyIlue MOTPEeOHOCTH B JETOBO# chepe
00CYX/ICHBI U TTOHSTHI.

OO6nacTh NpUMEHEHHS, POJIM 1 OTBETCTBEHHOCTh OTHOIIICHHI JIeTIOBOM chephl M OTHOIICHUI
MOCTABIIMKA CJIEAYET OMPEAETUTh U COrJIacoBaTh. DTO JIOKHO BKIIOYATh B ce0s
uAeHTU(UKAIIIO IpaBoo0IaaTenel, KOHTAaKTOB U CIIOCOOOB CBSI3H, a TAK)KE 4acTOTY oOMeHa
uHpopManuen.

7.2 MeHe:KMEHT OTHOILIIEHUI B 1eJ10BOM chepe

HCJ'II)I yCTaHaBJ'II/IBaTI) Hu HO)II[Cp)KI/IBaTI) B3aUMOBBIT'OHBIC OTHOIIICHUA MC)KI[y HpOB&ﬁI{CpOM nu
3aKa3YMKOM YCIIYT, OCHOBaHHbIE Ha TOHMMAaHUU TOTPEOHOCTEH 3aKa3unKka U MOTHUBALIUU €T0
JEIIOBOHU NESTSIILHOCTH.

7.2.1 PeBu3un ycayr

[IpoBaiiaepy yciyr u 3aKa34uKy (3aKa3duKaM) CJIeIyeT MPOBOAUTH PEBU3HIO TIPEIOCTABIISIEMbIX
YCIIYT HE pe’e OJIHOTO pasa B roji, a TAKXKe JI0 U MOCJE NPOBEICHUS 3HAUUTEIbHBIX U3MEHEHU.
Takue peBU3UM NMPEANOIaraloT pacCMOTPEHUE paboUnX XapaKTEePUCTHK OKa3aHUs yCIyT 3a
MPOLIEIINI TEPUOJT BpeMEeHH, 00CYKIeHIE TeKYIINX U TUIAHUPYEMBIX TOTPEOHOCTEH B



IeNnoBoit cepe, popmMupoBaHUe MPEUIOKESHHMA 1O KAKUM-THO0 H3MEHEHHSIM B 00JIaCTH
pacrpoCcTpaHeHHs yCIyT U B COTJIAIeHUsIX 00 ypoBHE yciryr. Ha coBenianus, OCBSIICHHBIC
MIPOBEJICHUIO TAKUX PEBU3HIA, MOTYT MPUTJIAIIATLCS APYTrUe MpaBooOIaiaTeNu, HalpuMep
CyOTIOAPSIUNKH, 3aKa3YHKH, TPYIIIHI [TOJI30BATEIICH U TIPOYUE MPEICTABUTEIBHBIC OPTaHbI.

[TpoBaiinepy yciyr v 3aKa3uuKy (3aKa3uyukam) clielyeT TaKkKe COrfiacoBaTh MPOLETyPHI
POMEXYTOUHBIX PEBU3UH MPEIOCTABIISIEMbIX YCIYT JUIs 00CYKACHUS Pa3BUTHUSA, TOCTHKCHUN
po0OsieMHbIX BonpocoB. CoBelanus cieayeT 3apaHee IIaHUPOBaTh U U3BELIaTh O HUX
COOTBETCTBYIOLIMX NIPAaBOO0JIaAaTENIECH.

[TpoBaiinepy yciayr HEOOXOAMMO TUIAHUPOBATH U MPOTOKOJIMPOBATH BCE OQUIIMATHHBIC
COBEILIaHUs, BBIITYCKATh 3allMCH COBELAHUI U CIIE0BATh COTIACOBAHHBIM JCHCTBUM.

[IpoBaiinepam yciyr cieayeT yCTaHaBIMBATh TAKUE OTHOIICHUS CO CBOMMH 3aKa34HKaMHU,
9TOOBI OHM MOTJIU O0ECTICUUTh OCBEIOMIICHHOCTD ITPOBAMIEPOB O MOTPEOHOCTSX JETOBON
cdepbl U 0 3HAYUTEIBHBIX U3MEHEHUSX B HUX, PEIOCTABIISISI BOBMOKHOCTh PearupoBaTh Ha
W3MEHUBIIHUECS TOTPEOHOCTH.

7.2.2 IlpeTeH3um K ycjayram

[TpoBaiinepy yciyr v 3aKa3uuky (3aKa3uyukaM) clieyeT corliacoBaTh O(pUIIHaIbHYIO IPOLENYPY
MOJIa4¥ MPETCH3UH (3Kao0) TakuM 00pa3oM, 4TOOBI N30ekKaTh HEOIPEICIICHHOCTH B TOM, YTO
MMEHHO YCTaHABIIMBAET MPETEH3Us U KaKiUM 00pa3zoM ee cienyeT oopabarsiBath. [IpoBaiinepy
YCIIYT HE00X0 UM pabouuit poIiece It MPUHSATHS COOTBETCTBYIONINX JCHCTBHM,
HAIPAaBIIEHHBIX Ha pEICHHUE TPOOIIEeM.

I[J'ISI mogaduu HpeTCHSI/Iﬁ B TaHHOM IIponecce CICAYCT ONPECACIUTDb TOYKY KOHTAKTa C
3aKa3uyMKaMi U MOCTAaBIIUKaAMH YCIIYT.

[IpoBaiiaepy ycayr cieayeT perucTpupoBaTh, UCCIIEN0BATh, IPEANPUHUMATH HEOOXOIUMbIE
JENCTBHS, COCTABIATH OTUETHI U OPHUIIMATEHO 3aKPHIBATH BCE MPETEH3UU.

HCOTpa6OTaHHLIC MPETCH3UU CICAYCT NICPUOANYICCKU MIEPECMATPUBATD. Ecmu IMPETCH3UU HC
YAAJI0Ch 3aKPbITh B TCUHCHUC COITIACOBAHHBIX CPOKOB, TO O TAKHUX CJIydasAaX H€06XOI[I/IMO

H3BCIIATh PYKOBOACTBO.

[TpoBaiinepy yciyr cieayeT NepuoAnYecKy aHaIM3UPOBaTh 3alMCH O MPETEH3UAX C LIETbI0
ONpeIeTICHUs] TEHAECHIIMN U COCTABIIATh OTYETHI 3aKa3UUKaM yCIIyT O pe3yJIbTaTax aHalu3a.

B Tex cimyuasx, Koraa 3To 1eaecoo0pa3Ho, pe3yIbTaThl aHAJIN3a IPETeH3UH cenyeT
MCIIOJIb30BaTh B KaY€CTBE UCXOIHOM MHpopManmu Uit popMUpOBaHUS MJIaHA
COBEPILECHCTBOBAHUS YCIIYT.

7.2.3 OueHka cTeneHH y10BJeTBOPEHHOCTH 3aKa34HKOB

Cremyet NpoBOAUTH U3MEPEHUS CTETICHH YIOBJIETBOPEHHOCTH 3aKa34yrKa JIsl TOTO, YTOOBI



npoBaiiiepy yciyr Obuia JO0CTYIHA BO3MOXKHOCTh CPABHUBAThH TEKYIIEe 3HAUCHUE CTEIICHH
YJIOBJIETBOPEHHOCTH 33aKa34MKa C 3alaHHBIMHU 3HAYCHUSIMU U CO 3HAYCHUSIMU, TIOTYy4EHHBIMU
IIPY NIPOBEIEHUU IPEABITYINX 00caenoBaHnil. O0IacTh pacCpOCTPAaHEHUs U CII0)KHOCTh
o0clieZ1oBaHuil ciaeyeT cienarb TAKMMHU, 4YTOOBI 3aKa3UMKU MOIJIM 0e3 Tpyia U Ype3MEepHbIX
3aTpaT BpEMEHU OTBEUYATh Ha 3a/1aBA€MbIE BOIIPOCHI U M10JIY4aTh JOCTOBEPHBIE PE3YJIbTATHI
o0cienoBaHun.

Heo6xonumo uccienoBaTh 1 NOHUMATh IPUYMHBI CYLIECTBEHHBIX OTKJIOHEHHUH OT ypOBHEH
YJIOBJIETBOPEHHOCTH 3aKa3unKoB. OOHapyXeHHEe TCHICHIIUN WU IPYTHUe CPAaBHEHHS CIIEyeT
IPOBOJUTH Ul COITOCTABUMBIX BOIIPOCOB IO YJOBJIETBOPEHHOCTHU 3aKa3UYMKOB C IPUMEHEHUEM
CTaTUCTHYECKUX METOOB CPAaBHEHHSI BEIOOPOK.

PesynbTathl ¥ BBIBOABI, C/I€TIaHHBIE HA OCHOBE ITPOBEIEHHBIX 00CIE10BaHUI CTENIEHU
yJIOBJIETBOPEHHOCTH 3aKa3UMKOB, HEOOXOAUMO 00CYKAaTh C CAMUMM 3aKka3zuukaMu. [1nan
HOCJICAYIOLINX AEHCTBUIL ClIeAyeT COIrIacoBbIBaTh, @ HH(MOPMAIIUIO O HEOOXOAUMBIX
BKJIIOYEHUSX B IUIAH COBEPLICHCTBOBAHMS YCIYTI U COOTBETCTBYIOIIUX JOCTHKEHUSAX JOBOAUTh
JI0 3aKa34MKa B Ka4eCTBE OOPaTHOH CBA3H.

[ToJtokHuTEIBLHBIE OT3BIBBI 00 yciayrax CJaCeayeT IOKyMCHTUPOBATb U JOBOAUTDH UX 10 CBCIACHUA
MepcoHala, ydaCTBYromero B IpeaoCTaBJICHUN 3TUX YCIIYT.

7.3 MeHeI:KMEHT MOCTABIIIUKOB

HCJII)I OCYIIIGCTBJI?ITI) MCHCPKMCHT ITOCTABIIUKOB JIA IrapaHTUH obecrneueHus
6eCHpeHHTCTBeHHOCTI/I 1 KavueCTBa yCIYT.

7.3.1 BBenenue

HCO6XOI[I/IMO OpraHnu3oBaTh NPOUCAYPbI MCHCIPKMCHTA ITOCTABIIIUKOB TAKUM 06pa30M, YTOOBI:

a) MOCTaBIIMK MIOHUMAJ CBOM 00s513aTeIbCTBA MEPEJ] TPOBANIEPOM YCIYT;

b) 3akOHOaTEIbHBIE U YCTAHOBJIEHHBIE B COTJIAIIEHUAX TPEOOBAaHUS YAOBIETBOPSIINCH B
npejenax CorIaCOBaHHOW 00J1aCTH IPUMEHEHHS U COINIACOBAHHBIX YPOBHEH yCIYT;

C) U3MEHEHHMSI OCYLIECTBIISITUCH YIIPABIIIEMbBIM CIIOCOO0OM;

d) B3aUMOJEHUCTBHUE IO JEIOBBIM BOIIpOCaM CO BCEMU CTOPOHAMU PETUCTPUPOBAIIOCH,

e) uadopmanus o paboyux XapaKTePUCTHKAX BCEX MOCTABIIMKOB MOTJIA OBITh JOCTYITHOM C
MOCJIETYIONITUMU HEOOXOAMMBIMH IEUCTBUSIMU.



7.3.2 MeHe:KMEHT KOHTPAKTOB

[TpoBaiinepy yciayr HEOOXOAMMO Ha3HAYUTH MEHEKepa, OTBETCTBEHHOTO 32 KOHTPAKTHI U
COTJIallIeHus C MOCTaBIIMKaMu. B ciyyae BoBliedeHHS B BBIIIOJIHEHUE 3TOM 3a7a4l HECKOJIBKUX
COTPYIHUKOB CJIETyeT OPraHN30BaTh OOIIUI TPOIECC ISl TApAHTUU TOTO, YTO HHPOPMAITHUS O
pabounx XapaKTepUCTUKAX MOCTABUIMKOB JOCTYITHA U HEOOXOAUMBIE JIEHCTBUS BBIMOIHSIIOTCS.

HCO6XO,I[I/IMO YCTaHOBUTDb OHpC,Z[CJICHHBIﬁ KOHTAaKT C HpOBaﬁﬂepOM YCiyr, OTBETCTBCHHBIM 3a
B3aUMOJCHCTBHE C KaXKIbIM M3 HOCTABIIHUKOB.

Bce KOHTpaKThl ¢ MOCTaBIIMKAMU JOJLKHBI COAECPKATh KAJICHIAPHBIN IIJIaH IIPOBEICHUS PEBU3UI
(mepecMOTpOB) ISl OLICHKH TOTO, YTO IIEJIM B IETIOBOM cepe (OM3HEC-11e711M) UCTOUYHHUKA
NPEOCTABIICHUS YCIYT OCTAIOTCS HEM3MEHHBIMH.

Crnemyer opraHM30BaTh Y€TKO OMpPECIICHHBIIN MPOIECC MEHEHKMEHTA KaKJOr0 KOHTPAKTa.
JlomxkeH ObITh OmpeieNieH TaKkKe MPOoIecC BHECEHUS TOMOTHEHUHM K KOHTpakTy. JIroObie
WU3MEHEHHS B ITUX MPOLENypax CieAyeT opHUIHaIbHO JOBOJUTH JI0 CBEACHUS BCEX
MOCTaBIUKOB, KOTOPBIX 3TH U3MEHEHUS KacaroTCsl.

Cnucky KOHTAKTOB B OpraHU3aIlHsIX MTOCTABIIMKOB U MPOBANACPOB YCIYT CIEAYET
NOJIEP’)KUBATh B aKTYaJIbHOM COCTOSIHUH. ECITM KOHTPAKTOM MperycMOTPEHBI ITPadbl WITH

MMPEMHAJIBbHBIC BBIIJIATBI, TO OCHOBAHUS IJI HUX HCO6XO,I[I/IMO YCTKO OIIPCACIUTD U
COOTBECTCTBHUEC C OTUMU Tpe6OBaHI/I$[MI/I OTpaXaTb B OTUCTAX.

7.3.3 Onpenenenne ycayr

JUis KaX10M yCIIyru M KaXJI0ro MOCTaBIIMKa IPOBaiiiepy YCIIyT ClIeAyeT NOAEPKUBATh:

a) ompeJeNieHne yCIyT, poJield U OTBETCTBEHHOCTH;

b) o0acTh NpUMEHEHUS YCIIyTH;

C) MpoliecC MEHEIKMEHTa KOHTPAKTa, YPOBHU YTBEPXKACHUS KOHTPAKTa U IJIaH 3aBEPIICHUS
KOHTpPAKTa,

d) cpoku omiaTel, Ipu HEOOXOIUMOCTH;

e) COTJIaCOBAHHBIC MapaMETPbl OTUCTHOCTH U 3aIInuces o AOCTHUTHYTBIX SKCINTYaTAallMOHHBIX
XapaKTCPHUCTHUKAX.



7.3.4 MeHeI:KMEHT MHOTHX NMOCTABIINKOB

Crnenyer 4eTKO OINpeAeauThb, UMEET JIU IPOBANUJEP YCIYT AENI0 CO BCEMH IOCTaBIIMKAMHU
HEMOCPEJICTBEHHO HJIM UMEIOTCS TOJIOBHBIE MTOCTABIMKH, KOTOPHIE OTBEYAIOT 32 CBOUX
MOCTAaBIIMKOB-TIOAPSTUUKOB.

["'0710BHOMY MTOCTABIIUKY CJICyET 3alMChIBATh HANMEHOBAHUS, 00S3aHHOCTH U
B3aMMOOTHOIICHHS] MY BCEMH IMOCTaBIIMKAMU-TIOAPSIIYMKAaMU U, €CIIH oTpedyeTcs,
NPEOCTABIIATE 3Ty HH(POPMALIHIO TPOBAIEPY YCIIYT.

[TpoBaiinepy yciyr cieayeT MOayYUuTh CBUACTEIHCTBO TOTO, YTO TOJIOBHBIE MOCTABIIMKU
OCYILECTBIISIOT O(DUIIUATEHO MEHEDKMEHT CBOUX MTOCTABIIMKOB-TIOIPSTYMKOB, PYKOBOJICTBYSICh,
KOr/ia 9TO IiesiecoodpaszHo, TpedboBanusmu, nznoxxkenunsiMu B OCT P MCO/M3K 20000-1.

7.3.5 MeHeI:KMEHT Pa3HOIIacuii B KOHTPAKTAaX
[IpoBaiinepy yCiIyr v MOCTABIIMKY CIAEAYET pEAIN30BaTh IPOLIECC MEHEIKMEHTA PA3HOTJIACU,
KOTOPBI HEOOXOIUMO ONPECIUTh WM HAa KOTOPBIN CIIEyeT COCIaThCsl B KOHTPAKTE.

I[J'IH paSHOFHaCHﬁ, KOTOPBIC HE MOT'YT OBITh PCUICHBI OOBIYHBIM IMyTeM, CIICAYCT IMPCAJIOKUTDH
IIyTb UX N€peaadu i pCICHUA B BhIIICCTOAIMNEC WHCTAHIIH.

Heo6xoanmo, 9T00bI poIiecc rapaHTUPOBAI, YTO 00CYKICHHUS 3a(hpUKCUPOBAHBI, H3yUYEHBI, IO
HUM TPEIPUHATHI COOTBETCTBYIOLIHNE AEHCTBUS U OHU O(PHUIIMATBHO 3aKPbITHI.

7.3.6 3aKkpbITHE KOHTPAKTAa

B mponiecc MeEHEKMEHTa KOHTPAKTOB CIEAYET BKIOYATh MEPOIIPUATHSA T10 3aKPBITHIO
KOHTpAaKTa - 3alJIJaHMPOBAaHHOMY WJIM 1ocpodHoMy. [Iporiecc nomken Takxke npeaycMaTpuBarh
BO3MO>KHOCTb M€PEAAUN YCIYTH IPYrol OpraHu3aluy.

8 Ilpoueccsl pemeHu

8.1 Ucxoanas nnpopmanus

MeHeKMEHT MHITUICHTOB ¥ MEHEPKMEHT IIPOOIIeM SBISIOTCS OTJASIBHBIMU TIPOIECCAMH, XOTS
OHM TECHO CBsI3aHbI. BOZHUKHOBEHNE UHITUCHTA MPUBOIUT K HEOOXOUMOCTH TOCIIEAYIOMIETO
BOCCTAHOBJICHHSI IPEOCTABICHUS YCIYTH MOJB30BaTENSIM, B TO BpeMs Kak mpobema cBsi3aHa C
ONpEAEICHUEM H YCTPAHEHUEM NMPUYUH UHIIUCHTOB.


http://docs.cntd.ru/document/1200082244

8.1.1 YcraHoB/IeHHE NIPHOPUTETOB

Llenu npuHATHS PELICHUH CIIEAYET CBA3BIBATH ¢ IpuoputeTaMu. [Ipropurer He06X0aUMO
OINPEACIIATh 110 CTENEHU BIUAHUA U CPOYHOCTH. CTENEHb BIUSAHUSA CIEAYET ONPENCIATh Ha
OCHOBE yueTa pazMmepa (paKkTHUECKOTo WIM MOTEHIIMAIBHOTO yiiepOa OT BO3ACHCTBHS UHIIUICHTA
WK TIpo0JIeMbl Ha JIEJIOBYIO ESATEIbHOCTh 3aKa3yuka. CpoYHOCTh HEOOXOAUMO ONPEAETATh 110
MHTEpBAJIy BpEMEHU OT MOMEHTa 0OHApY>KEHUSI MHIUACHTA UIIH MPOOJIEMBI 10 MOMEHTA,
HauuHasi ¢ KOTOPOro MHUUAEHT WM Npo0iieMa OKa3bIBaeT OTPULIATENILHOE BIMSIHUE Ha JIEJIOBYIO
JIeATEIbHOCTD 3aKa34yuKa.

HpI/I COCTAaBJICHUHU KAJICHAAPHBIX IJIAHOB YCTPAHCHHA MHIUJACHTOB WUJIM PCHICHUS HpOGJ’IGM

HEe0o0X0aMMO 00paIaTh BHUMaHUE, 0 KpaiHEeH Mepe, Ha ClIeyrolIee:

a) IPUOPUTETHI;

b) TOCTYITHOCTH TIEpCOHANIA COOTBETCTBYIOIICH KBATU(DUKAIINAM;

C) KOHKYpHpYIOIIHe TpeOOBaHUs K UCIOIB30BAHUIO PECYPCOB;

d) ycunus (3aTpaThl) Ha oOecrieueHue METOIa PEIICHNUS;

€) BpeMmsi, 3aTpaueHHOe Ha 00ecreueHrne MeTo1a PelIeHusI.

[Tpumeuanue - [lonstue "mpuopuTeT” UCMONIB3YETCS MPAKTUUECKU MOBCIOAY IIPU MEHEIKMEHTE
YCIIYT, HO SIBJISIETCSA HEHTPAIbHBIM NOHATHEM ITPU MEHEDKMEHTE MHLIUACHTOB U MPOOIeM.

8.1.2 O0xoaHbIC peieHus

HpI/I OIMPEACIICHHBIX 00CTOSITEILCTBAX B paMKax peajin3anuu MECHEI>KMCHTA Hp06.]'[eM CJIeayeT
pa3pa6aTmBaTb " IOAJACPKHNBATDH O6XO)1HI>IC pemieHuAd 41 TOro, 9TOOBI JaTb BO3MOXKHOCTD
MCHCPKMCHTY MHIOUACHTOB ITOMOT'aTh HITATHBIM IMOJIb30BATCIAM BOCCTAHABJINBATDL YCIIYI'Y
CaMOCTOATCIIBHO.

I/ISBGCTHyI-O OH_II/I6Ky CJICOAYET 3aKPhIBATH TOJBKO TOTAd, KOrAa KOPPEKTUPYIOIICEC U3MCHCHHC 110
YCTpaHCHHUIO 3TOH OIMIMOKH OBLIO YCHCIIHO NPOBCACHO WX KOT'Ja oIIMOKa OOJIbIIE HE
IMMOBTOPACTCA, HAIIPHUMEDP BCIICACTBUC TOI'0, YTO YCJIIyra HC MPEAOCTABIACTCA B HaﬂbHeﬁHleM.

MenemkMeHTy po6iieM He00X0IUMO UMETh AOCTYI K MH(OPMALIUU O JEJIOBBIX aCleKTax
JeSITeIbHOCTH, Ha KOTOPYIO BO3AEUCTBYIOT 3T IPOOIIEMBI.



HNudopmannio 00 00X0AHBIX peHICHUsIX, XPaHUMYIO B 0a3e 3HaHUH, €€ IPUMEHIEMOCTb U
PE3YJIBTATUBHOCTD CIEAYET COXPAHATh U MOAJICPKUBATH B aKTYaJIbHOM COCTOSTHUH.

8.2 MeHea:;KMEeHT HHIMAEHTOB

Llens: Kak MOXHO OBICTpEE BOCCTAHOBUTH NIPEJOCTABICHUE COTJIACOBAHHOM YCIYTHU 1€I0BOMY
COOOLIECTBY UJIM OTpEarupoBaTh Ha 3asBKU 10 yCIYTaM.

8.2.1 O01mue nmoJj1o:xeHus

[Tpumeuanus

1 TIponecc MeHeHKMEHTA MHITUACHTOB MOKET OBITh peaIn30BaH ¢ MOMOIIbI0 J(ucrneTuepckoi
CIIyO0Bbl, KOTOpas AEHCTBYET HA OCHOBE KPYTJIOCYTOYHOTO KOHTAKTa C MOJIb30BATEIISIMHU.

2 HpOHCCC MCHC/PKMCHTA HHIIUJACHTOB CJICAYCT:

a) peaJin30BbIBaTh KaK IPEBEHTUBHBIN MIPOLIECC, pearnpyoInii Ha UHIIUJIEHThI, KOTOpbIE
MOTCHIUAIBHO MOI'YT ITOBIUATH HA YCIYTY U €€ IIPEIOCTaBICHUE, TAK U PEAKTUBHBIN IIPOLIECC,
OBICTPO pearupyroii Ha UHIUAECHTHI, KOTOPBIE YK€ 0Ka3aju CBOE BIUSHUE,

b) OpPUCHTHUPOBATH Ha CKOpeI\/'IH_ICC BOCCTAHOBJICHUC NTPCAOCTABJICHUS 3aKaA3UUKY COrJIaCcOBaHHOM
YCIIyru, HO OATHOBPEMCHHO - BBIABJIATH MIPUYWHBI HHIIUJICHTOB.

B nponecc MCHCIKMCHTAa HHIIUJCHTOB CJIICAYCT BKIIFOYATD:

a) pueM O0paleHH, perucTpalnio, Ha3HaYeHUE IPUOPUTETOB, KIaCCUPHUKAIUIO;

b) pemienus, npuHUMaeMble Ha IEPBOM JIMHUK 00paOOTKM MHIMIEHTA, WM HallpaBjIeHUe Ha
JanpHeHyo o0padoTKy;

C) pacCMOTpEHHUE BOTIPOCOB 3AMIUIIEHHOCTH (0€30MMacHOCTH);

d) OTCIIC)KMBAHNEC MHIUMACHTOB U MCHCIPKMCHT XHN3HCHHOI'O IIMKJIA,



€) IPOBEPKY PE3YJIbTATOB U 3aKPHITHE UHIIUICHTOB;

f) BBaHMOHCﬁCTBHe C 3aKa34MKOM Ha nepBoﬁ JIMHUU IMOOOCPIKKHU,

g) nocieayllee HapalluBaHUe YCUINi, HAalPaBJIECHHOE Ha 3aKPBhITUE MHIMIEHTOB (3CKaJIaluIo).

HNudopmanus 00 HHIKUACHTE MOXET OBITh Mepeana 1o TeneoHy, Ipyu HOMOIIU TOJI0COBOU
HOYTHI, TPH JMYHOM KOHTAKTE, TUCHMOM I10 (pakCy WM JIEeKTPOHHOU noure. OHa MOXKET
PETUCTPUPOBATHCS TAK)KE HETIOCPEACTBEHHO MOJIB30BATEISIMUA, IMEIOLMMH JOCTYI K CUCTEME
pErHCTpaIl MHIUACHTOB, WM IIPOTPAMMHBIMH CPEJCTBAMH aBTOMAaTHYECKOTO MOHHUTOPHHTA.

Bce uHIIMACHTHI clieAyeT perucTpupoBaTh TaKUM 00pa3oM, YTOOBI CYIIECTBOBAIA BO3MOKHOCTD
HAXOJUTh U aHATH3UPOBATH HEOOXOAMMYIO HH(OPMAIIHIO.

WHpopmarinio o J0CTUTHYTHIX pe3yibTaTax (Wid 00 OTCYTCTBUM TaKOBBIX) IIPU YCTPAaHEHUU
UHIIUJICHTOB ClIeyeT JOBOAUTH /10 CBEJCHUS TEX JIULI, HA IeATEIbHOCTh KOTOPHIX OHU BJIUSIOT
WJIA MOTYT IMOTEHIIMAIBHO MOBIUATE. Bee HeHCTBUS clieiyeT perucTpupoBaTh B 3aMUCIX 00
UHIIUJICHTaX.

[Tepconany, peanu3syomemMy nporecc MEHE[PKMEHTa HHIIUIEHTOB, HEOOXOJUMO UMETh JOCTYII K
CBOEBPEMEHHO OOHOBIIsIEMON 0a3e 3HAHUH, copeprKamei HHPOPMAIHIO O TEXHUIECKUX
CrHeluanucTax, O NPOIUIbIX HHIIMACHTAX, CBA3aHHBIX C HUMM IIPOOJIeMax U U3BECTHBIX OIINOKaX,
00 00XOJIHBIX PELICHUSX, a TAK)KE K [IEPEUHSIM KOHTPOJIbHBIX ONEpaluii, KOTOPbIE MOT'YT IIOMOYb
B BOCCTaHOBJICHUU MPEJAOCTABICHUS YCIYTH JIEIOBOMY COOOLIECTBY.

Korza 310 BO3MOXXHO, 3aKa34MKy YCIyT HEOOXOAMMO MPEAOCTABIATh CPEACTBA IS
MPOJIOJDKEHHS €T0 JICIIOBOW AEATEIBHOCTH, BO3MOXKHO, JJayKe C MOHMKEHHBIM YPOBHEM KaueCTBa
YCIIYT'H, HallpUMep C MOMOIIbIO OJIOKUPOBKU NOBPEKACHHON PyHKIMHU. ITO 00yCIOBICHO
H€06XOI[I/IMOCTI)IO MHWHUMU3UPOBATH OTPHULATCIIEHOC BOSI[CI\/’ICTBI/IG HHIOUJICHTA Ha JCJIOBYIO
NesITeIbHOCTh 3aKa3urKa. Eciay mpuyuHa HHIMIEHTa 0CTaeTCs HEM3BECTHOM, HO UCIOIb30BAHO
00X0JIHOE pellleHue, TO NOAPOOHbBIE CBEIEHUS 00 ITOM ClIeIyeT JOKYMEHTUPOBATH IS
UCIIOJIb30BaHUS MPH JJaJIbHEHIEeM THarHOCTUPOBAHUH MTPOOIEMBI M ITPH BOZHUKHOBEHUHU
AHAJIOTUYHBIX MHITUJACHTOB.

OKOHYATEILHOE 3aKPBITUC UHIUACHTA CICAYCT IIPOU3BOJUTH TOJIBKO ITOCJIC TOI'0, KaK

IIOJIB30BATCIIO, COO6HII/IBHI€My 00 WHIOUJCHTEC, Obu1a JAaHa BO3MOXHOCTb NIOATBCPANUTD, YTO
HHIOUICHT YCTPAHCH, U ITPEAOCTABJIICHHUEC YCIYT'H BOCCTAHOBJICHO.

8.2.2 3naunTtebHBIC HHINAEHTDI
Cremyet 4eTKO ONPeNeuTh, YTO SBIISETCS 3HAYNTEIHHBIM UHIIMICHTOM U KTO UMEET IIPaBO
M3MEHUTH OOBIYHBIE ONIEpaIliy MpoIlecca MEHEKMEHTa UHITUICHTOB (IPo0IeMm).

I[J'IH paGOTBI CO BCCMU 3HAUUTCIIbHBIMU HHIIUJACHTAMU CIICAYCT HA3HAYUTH IOCTOAHHOT'O
OTBCTCTBCHHOI'O PYKOBOJUTCIIA.

Ha3znaueHHOMY pYKOBOJIUTEIO CIEAYET MPEAOCTaBUTh MEPCOHATBLHBIE YPOBHH TTOJTHOMOYHNH,



aJICKBAaTHBIC €r0 POJIM B KOOPIUHAIIMY U YIIPABICHUH BCEMH aClieKTaMu, HEOOXOAMMBIMU JIJIst
NPUHSTUS PEIIEeHUH. ITO JOHKHO TaKKe BKJII0YAaTh OTBETCTBEHHOCTD 32 3(PPeKTUBHOE
HapalMBaHue YCWIHA 1 00MeH MHGOpMAIUeH Mo BCEM BOMPOCaM, CBSI3aHHBIM C MPUHSATHEM
pELIeHUH, U C 3aKa34MKaMH, OKa3aBILIMMHUCS 101 BO3/IEHCTBUEM 3HAYUTEIbHBIX UHIUIEHTOB.

IIpumeuanue - Takol ypoBE€Hb MOJHOMOYUN MOKET JEUCTBOBATh TOJBKO Ha BPEMS YCTPAHECHUS
3HAYUTEJILHOT'O UHIIUJICHTA.

B npornecc MmenexMeHTa MHIMACHTOB CIIEIYET BKIIIOUATh MPOBEJCHUE PEBU3HI (IIEPECMOTPOB)

pe3yIbTaTOB YCTPAHEHUS 3HAUUTEIIbHBIX MHIUAECHTOB, HTOI'Y KOTOPBIX JOJKHBI HCIIOJIb30BAThCS
B Ka4eCTBE UCXOIHON MH(popMauu rnpu GOpMUPOBAHHUHM TUIAHA COBEPUICHCTBOBAHUS YCITYT.

8.3 MeHemr:kMeHT nmpoodJiemM

I_ICJ'IBZ MI/IHI/IMI/ISI/IpOBaTL BINSAHHUC HapymeHI/Iﬁ B HGHOBOP'I ACATCIIbBHOCTH ITIOCPCACTBOM
Il@ﬁCTBGHHOfI I/IILCHTI/Iq}I/IKaHI/II/I, daHaJIM3a NPpUYUH HHOUACHTOB U OCYIICCTBJICHUA MCHCI’)KMCHTA
HpO6JICM IJI UX 3aKPbITHA.

8.3.1 O0Js1acTh NpUMEHEHNSI MEHEIKMEHTA NPodjieM

B mporuiecce MmeHexMeHTa podieM HeoOX0IMMO UCCIeI0BaTh IPUYUHBL, JIEXKAIIUE B OCHOBE
IIOABJICHUS MHIIUJACHTOB.

B pamkax nporecca MeHeIKMEHTa NPoOJIeEM CleAyeT OCYILECTBIIATh 1€HCTBEHHOE

MpeIynpexaeHne TOBTOPEHUM HHIIUACHTOB WM U3BECTHBIX OMHUOOK B COOTBETCTBHH C
TpeOOBAHUSMU JIEOBOM JEATEIHHOCTH 3aKa3YHKOB.

8.3.2 Ununuauus MeHeaKMEeHTa npodJieM

Jnist ornipeniesieHus MpUYMH MpoOsieM, MHIUAEHTHI clieayeT kiaccuduuupoBatb. OCHOBaHUEM IS
KJIAaCCU(UKALUU MOTYT CIIYXKHUTh CYIIECTBYIOIINE MPOOIEMBbl U U3MEHEHHUS.

IIpumeuanue - Ha HavanpHOM CTaiMM PErUCTPAallMA HHIMICHTOB PaclpeieeHUe ux 1o
KaTeropusM MOXKET OIMPEeNIAThCS IPYTUMHU (paKTOpaMH, BKIIOUAIOIIMMHU YCIYTH U 00J1aCTH

HCHOBOﬁ ACATCIIBHOCTH, HA KOTOPBIC BOS)ICfICTB}HOT HHIOUICHTEI, a TAKXKC IMMPHU3HAKW IIPOSABIICHUA
HUHIIMACHTOB.

8.3.3 U3BecTHBIC OLIUOKH

KOTI[E[ B pC3YyJIbTATC UCCICIOBAHUS, IPOBCACHHOTO B paMKax Mpouecca MCHC’KMCHTA HpO6JICM,



orpeiesieHa KOpeHHAask NPUYMHA UHIKWJICHTA U YCTaHOBJIEH METO/] €T0 YCTPaHEHUs, IpodiieMy
ciemyeT Kiaccu(UIIMpoBaTh KaKk U3BECTHYIO OMINOKY.

Bce u3BecTHbIe OIIMOKH ClIeyeT peruCTpUPOBaTh C yKa3aHUEM YCIYT, KOTOPbIE OKa3aIlCh WIH
MOTYT OKa3aThCsl TIOJ] BO3JICHCTBUEM TaKUX OIMIMOOK BMECTE C 3JIEMEHTOM KOH(pUTypaIHH,
KOTOPBIH, IPEANOI0KUTENIBHO, SBISAETCA IPUIMHON cOO051.

Hudopmarninio 06 U3BECTHBIX OMIMOKAX B yCIyrax, HaXoAsIuxcs B paboyeil cpene, cieayer
nepesaTh MCHEIDKMEHTY YCIYT ¥ 3aHECTH B 0a3y 3HAHUI BMecTe ¢ MHPOpMaIueil 0 BOZMOKHBIX
00XOJTHBIX PELICHUSIX.

W3BecTHas ommnbKa HE MOXKET OBITh 3aKPbITa PAHBIIIE €€ YCIEIIHOTO YCTPAaHEHUSI.

[Tpumeuanue - 3aKa3zyuK WIK IPOBANUEP YCIYT MOTYT MPUITH K BBIBOAY O TOM, YTO PELLICHUE
CJIMIIKOM JOPOTO MJIM HEBBITOTHO JJIS IEJIOBOM JeSITEIbHOCTH. B TakoM citydae 3ToT akT
CJIeIyeT YeTKO JOKYMEHTHUPOBATh. 3auch 00 U3BECTHOM OLIMOKE CIEAYyEeT OCTaBISITh OTKPBITOM,
MOCKOJIBKY BEPOATHO, YTO MOTYT IIPOUCXOJAUTh IMOCIEAYIONINE UHIIMICHTHI U YTO MOTYT
noTpeboBaThCss 00XOIHBIE PELICHUS U (M) MepPeolleHKa PeIICHUN A X YCTPaHCHHUSI.

8.3.4 Pemenne npodjiem

ITocae TOr'0, Kak KOpHEBas IpUirMHa HHIUJACHTA OIMMPCACIICHA U ITPUHATO PCIICHUE 110 €€
YCTPAaHCHUIO, OTO PCIICHUC HeO6XOI[I/IMO IIPOBECTHU YCPE3 NPOLCCC MCHCI’KMCHTA H3MEHEHHH.

8.3.5 O0men nunpopmanmei

HNudopmannto 00 00X0AHBIX pelIeHUsX, OOBIYHBIX MYTAX UCIPABICHUS OLIMOOK WM Iporpecce
B pPELLIEHUH MPoOJIeM clleyeT T0BOJAUTD 0 CBEJACHUS TEX OpraHU3alMii, Ha KOTOPbIE OHU
BO3/JECHCTBYIOT, WM OpraHU3aluil, HY>KIAIOLUXCS B TOAJIEPKKE NIPENOCTABICHUS YCIYT, €CIIU
caMH YCIIYT'M HaxoJATcs O] BO3AEHCTBHEM TaKUX MpoOIIeM.

8.3.6 OTcaexuBanue U ICKAJIALUA

[Tporpecc B pemieHNH Bcex MpodiieM JOHKEH OTCIEKUBATHCS.

Bce crnoxHbIe BOPOCHI, MO0 KOTOPHIM TpeOyeTcs HapalluBaHue YCHUIIMM ISl UX PELIeHHUS,
CJIeZlyeT nepeaaBaTh COOTBETCTBYIOIUM cTOpoHaM. Heobxo1umo, 4ToObI ATOT Mporece
BKJIIOYA:

a) pETUCTPALIMIO U3MEHEHUH AJI ONpe/ieNIeHNs OTBETCTBEHHOCTH 3TUX CTOPOH 3a pelIeHue
mpo0JeM B TEUCHHUE )KM3HEHHOTO IUKIJIA KOKION U3 HUX;



b) onpenenenne MHIMACHTOB, HAPYIIAIOIMIKX 1I€JE€BbIe 3HAYCHUS TApaMETPOB YPOBHEH yCIIYT;

¢) nepeaavy HHGOPMAIIMH TI0 IETIOYKE 3aKa3uuKaM M COTPYTHUKAM C TeM, YTOObI OHH MOTJIH
MPEIIPUHAMATH COOTBETCTBYIOIINE MEPHI /I MUHUMHU3AIIUU BO3ACHCTBHS €IIIe HePEIIeHHBIX
po0Jem;

d) OMpeACIICHUEC TOYCK IMPUBJICUYCHUSA JOMOJIHUTCIIbHBIX CUJI U CPCIACTB,

€) PErUCTPaIMIO CBEACHUH 00 HCIIOIB30BAHHBIX PECYpCax M MPUHATHIX MEpax.

8.3.7 3akpbITHe 3anuceii 00 HHIMIEGHTAX U NPodaeMax

Heo6xonnMo, 4ToOBbI Ipolietypa 3aKpbITHs 3a1ucei BKIItoyana B ce0st KOHTPOJIbHBIE AEHCTBUS,
rapaHTUPYIOLIUE YTO:

a) MOJIpOOHbIE CBEACHUS O MPUHATHH PEIICHUN aKKypaTHO 3a()UKCHPOBAHBI;

b) MMPUYKUHBI PaCIIPCACIICHBI 110 KAaTCIrOPUAM IJIA o0eryeHus MOCJICAYIOLICTO aHaJIn3a,

C) pH HEOOXOAUMOCTH, U 3aKa3UUK, U 00ECTICUNBAIOIINI TIEPCOHANI 03HAKOMIICHBI C TIPUHSTHIMH
PELICHUSIMU;

d) 3dKa349HMK COIJIACCH, YTO IMPUHATBIC PCHICHUA PCAIIN30BAHBI;

€) eCIIM pelIeHUe He PeaTn30BaHO WM €r0 HEBO3MOXKHO peain30BaTh, TO 3aKa34HK
UHPOPMHUPOBAH 00 3TOM.

8.3.8 PeBu3nu npodiem

Crnenyer nNpoBOJUTH PEBU3MM ITPOOIIEM B TEX CIIydasik, KOTJa UCCIIEOBAaHUE HEPELICHHBIX,
HEOOBIUHBIX TPOOJIEM MM MTPOOIJIEM C BBICOKUM YPOBHEM BO3/AEUCTBUI OMpPaBIbIBAECT UX
nposeneHue. Llenbro 3TUX peBU3HIA SBIAETCS ITOUCK YIIYYIICHHUH IIpoLecca U MpeaylpeKIeHue
MOSIBJICHUS TOBTOPSIOLINXCA HHIUACHTOB U OLIHNOOK.

Kak nmpasuio, peBusuu npodisem - 37o:



a) peBU3MH YPOBHEH OTIENbHBIX HHIIUICHTOB U CTAaTyca MPoOJIeM OTHOCUTENHLHO YPOBHEH
yCIyr;

b) peBu3NM MEHEKMEHTA ISl BBISIBICHUS TEX MPOOJIeM, KOTOPBIE TPeOYIOT O0e30TIaraTeIbHbIX
JIEHCTBHI;

C) PEBU3UKU MCHCIPKMCHTA IJId BBIABJICHUA U aHAJIM3a TGHI[CHI_II/Iﬁ U 00eCIIeueHHMS BXOJ0B B
APYyrue mpoueccCohl, TAKUE KaK 06yquI/Ie H I1I0JATr0TOBKa IIOJIL30BaTEIICH.

8.3.9 Coaepixkanue pesusuii

B PEeBU3HHU CICAYCT BKIIFOYATh OIIPCACIICHUC!

a) TeHJICHIIN, HAapUMep MOBTOPEHUH MPo0IeM U MHIIUACHTOB, N3BECTHBIX OLIHOOK;

b) MMOBTOPAOIINXCS HpO6JICM, CBA3aHHBIX C KOHKPETHBIM KOMIIOHCHTOM HJIA
MCCTOPACIIOJIOKCHUCM

¢) nedununra, 00yCIOBICHHOTO HEOCTATKAaMH B 00ECIIEYCHUN PECypCaMH, B TIOATOTOBKE HITH
JOKYMEHTALUH;

d) HECOOTBETCTBUIA, HAIIPUMEP MO OTHOIICHUIO K CTaHAAPTaM, MOJUTHKAM U 3aKOHOIaTEIbHBIM
aKTaM;

e) M3BECTHBIX OIIHOOK B 3aIlJTaHUPOBAHHBIX PCIIN3aX;

f) orpannueHuil B MITaTHBIX pecypcax, HEOOXOIUMBIX JJIsl yCTPaHEHUsI UHLIUJCHTOB U PELICHUS
npobiuewm;
g) MOBTOpEHHI paHee YCTPAHSHHBIX UHIIUICHTOB WJIH TIPOOIIEM.

[Tpennaraemsele yaydieHUs yCIyTH WU IPOLIECCA MEHEKMEHTA POOJIEM ClIeAyeT
PETUCTPUPOBATh U BKJIFOYATh B IUIAH COBEPLICHCTBOBAHUS YCIIYT.

DTy uHQOpMaIHIO ClleAyeT 100aBIiATh B 6a3y 3HAaHUI MEHE)KMEHTa ITPOoOIIEeM.

Bes COOTBETCTBYIOIIAA JOKYMCHTAUA JOJIXKHA O6HOBJ'I$ITI)CSI, HarmpumMep pyKOBOJACTBa
MOJIb30BaTelIe U CUCTEMHAs AOKYMCHTAaI 4.



8.3.10 [Ipexynpe:xnenue npodaem

Heo0xoaumMo npoBOUTH MPEBEHTUBHBIN MEHEPKMEHT IPOOJIeM AJIsi COKPAILEHHUS KOJINYeCTBa
BO3HUKAIOIINUX WHIUECHTOB U TTpo0sieM. OH T0JDKEH BKIIOYATh CCHUIKH HAa WH(POPMAITHIO,
CIOCOOCTBYIOITYIO MMPOBEACHUIO aHAIN3a, TAKYI0 KaK HHPOpMaIus:

a) 00 aKTHBaxX U KOH(MUTYpaIHIX;
b) 0 MEHEKMEHTE U3MCHCHUIA;

¢) 00 omyOIMKOBAaHHBIX M3BECTHBIX OITMOKAaxX M MHGOPMAIIHIO 00 00XOIHBIX PEIICHUSIX,
MOJIYYEHHYIO OT TTOCTABIIUKOB;

d) 00 aHanOrMYHKIX MpodIEMax, CYyIIECTBOBABIIMX B MPOIILIOM.

[Tpenynpexaenue npodiieM 10JKHO OXBaThIBaTh BECh IMANIA30H, HAUYMHAS C MIPEAYTIPEKICHUS
OTJIEIbHBIX UHLIUJEHTOB, TAKUX KaK IOBTOPSIOIIMECS TPYAHOCTH IO OT/IEIbHBIM
XapaKTepUCTHKAM CUCTEMBI, U 3aKaHUMBas CTpaTeruuecKumMu pemeHusmu. [locnennue moryr
noTpe0oBaTh OONBIINX 3aTPaAT HA PEeAIN3aLUI0, TAKUX KaK HHBECTUIINU B OoJiee
IPOU3BOIUTENIbHBIE CETH CBSI3U U Ilepeaayu JaHHbIX. Ha 3TOM ypoBHE peBEeHTHUBHBIH
MEHEHKMEHT MPOOJIEM CIIMBACTCS C MEHEIKMEHTOM JIOCTYITHOCTH.

B npexynpexaeHue mpoOiaeM Takke CIeyeT BKII0YATh IPEI0CTaBIIeHUE HHPOPMAIIH
3aKa34MKaM C LIEeJbI0 YMEHbIIEHUS KOJIMYECTBA UX OOpaICHHI! 32 TOMOILBIO B Oy TyIIEM,

HArmpumep NpeaAynpeKICHNC BOSHUKHOBCHNA HHIIUICHTOB, BBI3BAHHBIX HEJOCTATKOM 3HAHHHI
HnIn 1oAroTOBKHU MIOJIb30BaTEICH.

9 Ilpoueccsl ynpasBjieHHs

9.1 MeHeX:KMEeHT KOH(pUTypauuu

[{enb: OnpenensaTs U yIpaBisaTh KOMIIOHEHTaMHU yCIyT U HHPPAaCTPYKTYPBhI, a TAKKe
HOJ/IEP’)KUBATh TOUHYIO HH(OPMAILIMIO O KOH(PUTYPALIH.

9.1.1 IlnanupoBaHue U peanTu3anusi MEHEIKMEHTA KOH(PUTYPALHHT

MeHemKMeHT KOHPUTypalluy ClIelyeT IUIaHUPOBaTh U OCYIIECTBIISATH BMECTE C MEHEKMEHTOM
U3MEHEHUH U PEeNM30B JUIsl FapaHTUX TOTO, YTO MpoBaiep yCiayr MoxkeT 3(h(HheKTUBHO
yIpaBisATh CBOMMU aKTUBaMU U KoHurypauusimu UT.

21.]'[5[ MOAACPIKKHU IINTAHUPOBAHWA U YIIPABJICHUA U3SMCHCHUAMU CIICAYET MMETh B HAJIMYHUN



TOYHYIO UH(POPMALIMIO O KOH(PUTYpAIMH B TEX CIIy4yasiX, KOTAa peaTn3yloTcs 1
PacHpOCTPaHSIOTC HOBBIC U MOAN(UIIMPOBAHHbIEC YCIYTH U CHCTEMBI. B pe3ynbrarte mosButcs
s peKTUBHAA CUCTEMA, KOTopas 00beANHAET HH(POPMAIIMOHHBIE IPOLIECCH O KOH(PHUTypauu
IpoBaiiiepa yCIyT ¥ TeX U3 €ro 3aKa34MKOB U MIOCTABIIUKOB, JJISI KOTOPBIX TaKasi HHTETPALIHS
HeoOXxoauma.

Bce rnaBHbIe aKTUBBI U KOHPHUTYpaIMK CIIEAYET YYUTHIBATh M HA3HAYUTH OTBETCTBEHHOTO
MEHEKEPA, KOTOPBIN FapaHTUPYET NOJAEPKKY COOTBETCTBYIOLIEH 3aIUThI M YIPaBICHUS
(HampuMep, IpoBeIeHNe N3MEHEHHUH CAaHKIIHOHUPYETCS 10 UX peau3alii B KOHPUTypaIun).

OTBETCTBEHHOCTH 32 PEaTU3aIMI0 CPEJICTB YIPABICHUS MOXKET OBITh JICJIETHPOBAHA APYTOMY
COTPYJIHHKY, OJTHAKO OTYETHOCTH 32 HEE CIIEYeT OCTABUTh 3a2 OTBETCTBEHHBIM MEHEKEPOM.
OTBEeTCTBEHHOTO MEHEKEpa ClIeyeT obecneunTs HHPpopMaIuei, HeoOX0IUMMON st
BBITIOJTHEHUSI BO3JIO’KEHHBIX HA HErO 00S3aHHOCTEH; HapUMep JIMIIO, yTBeP K IarolIee
HU3MCHCHUA, MOXCT HOTpe6OBaTB OT HETO I/IH(bOpMaL[I/IIO 0 CTOMMOCTH, PUCKAX, BJIMAHHUU 3TOT'O
U3MEHEHHS Ha IIPEAOCTaBICHUE YCIYT U O HEOOXOJUMBIX JUIS PEeaIn3allii pecypcax.

HudpactpykTypy U (UIIK) YCIYTH cleayeT 00ecreuynBaTh aKTyadbHbIM IIJIaHOM (TIJIaHAMHU )
MEHE/DKMEHTa KOHPUTYpaIUid, KOTOPBIH MOXKET OBITh MPEICTABICH KaK OT/JCIbHBIN JJOKYMCHT
WX KaK 4acTh JIPYTHX IUIAHOBBIX JIOKYMEHTOB. [111aH TOJKEH BKITIOYATh B C€0s MJTH OIMCHIBATD !

a) 001aCTh MMPUMCHCHUA, LIC]IN, IIOJIMTUKH, POJIX CTAHAAPTOB U OTBETCTBCHHOCTH,

b) nporecchl MEHEIKMEHTa KOH(PHUTYPALUH IJIs1 OIPE/ICIICHHSI SJIEMEHTOB KOH(UTYypaluu B
yeayre (yeiayrax) U ”HQpacTpyKType, IUIst KOHTPOJIS U3MEHEHUH B KOH(UTYpaIuu, JUist
perucTpanyuy 1 GOpMHUPOBAHHS OTYETHOCTH O COCTOSTHUU 3JIEMEHTOB KOH(PHUTYPAINH, a TAKKE
BepU(UKALNYU UX TTOJHOTHI U JOCTOBEPHOCTH;

¢) TpeOOBaHUs K YUETY, MPOCIEKNBAEMOCTH U K BO3MOXKHOCTH MPOBEACHUS ayIMTOB, HAIIPUMED
10 BOIIPOCAM 3alIUThl, 3aKOHHOCTH, PETYJIMPOBAHUS U JAECIOBOU ESITEIBHOCTH;

d) ynpasienue koHpuUrypanuei (METoabl U CPEeICTBA YIIPaBICHUS JOCTYIIOM, 3aI[UTOM,
BEPCHSIMH, KOMIIOHOBKaMH U PEIIU3aMH);

€) Mpoliecc yIpaBIeHHs B3aUMOJIEHCTBUEM, HEOOXOAUMBIH JIJIs OIpeieTIeHHs], PETUCTPALUU U
MEHEI)KMEHTA 3JIEMEHTOB KOH(UTypaIli U COOTBETCTBYIONIEH HH(OpMalK Ha oO1Iel rpaHuLe
JIBYX UM OoJiee OpraHn3alui, HampyUMep JJIs CUCTEMHBIX HHTep(eiCoB, peln30B;

f) maHupoBaHNe U YCTAaHOBJIEHHUE PECYPCOB Ul aKTUBOB U KOH(UTYpaLUid, HAXOASIINUXCS MO
yIIpaBJIEHUEM U COIIPOBOKICHUEM CUCTEMbI MEHEPKMEHTA KOH(UTypaliy, Hanpumep o0ydeHue
NIEPCOHAIIA;

€) MEHEPKMEHT MOCTaBIINKOB U MOAPSTIMKOB, TPHHUMAIOIIUX HETIOCPEICTBEHHOE yUaCTHE B
MPOIIECCEe MEHEHKMEHTa KOHPUTYpaIiu.



ITpumeuanue - CneayeT peaan3oBaTh COOTBETCTBYIOLINI YPOBEHb aBTOMAaTU3aLUH [
rapaHTHH TOTO, YTO MPOIIECCHI TMO0 HE CTAaHYT HEI(P(HEKTUBHBIMU, TIOJIBEPKEHHBIMH OITHOKAM,
1100 HE CMOTYT OCYIIECTBIATHCS BOOOIIE.

9.1.2 Unentudurkanus KoHGUrypanumn

Bce aiemMeHThI KOH(pUTypanuu ciaeayeT 0JHO3HAYHO UICHTU(UINPOBATD U ONPEICIIATh Yepe3
aTpuOYTHI, OMHMCHIBAIOIINE X (PYHKIMOHAIBHbIE U PU3NIECKUE XaPAKTEPUCTUKH.
CootBeTcTByromas HHGOPMAIHS JOIDKHA OBITh aICKBaTHOM U IMTPOBEPSEMOIA.

B 6aze JaHHBbIX MCHCI?)KMCHTa KOH(bI/Il"ypaI_II/II/I CJICOAYCT UCIIOJIb30BATh U PETUCTPUPOBATH
COOTBCTCTBYIOIINEC MAPKUPOBKH HUJIM APYIrUc MCTOAbI I/II[eHTI/I(l)I/IKaI_II/II/I.

DeMeHTHl KOH(PHUTYpaluy, MOAJISKAIINe MEHEDKMEHTY, CIIeIyeT HACHTH(HUIINPOBATS,

HCIIOJIb3Y: YCTAHOBJICHHBIC KPUTCPUU 0T6opa, B TOM 4HUCJIC:

a) BCE BOIPOCHI U PENU3bl HHPOPMAIIMOHHBIX CUCTEM U MIPOTPAMMHBIX CPEICTB (BKIIOYAS
IIPOrpaMMHBIE CPEJICTBA TPETHUX CTOPOH) U CBSI3aHHYIO CHUMHU CUCTEMHYIO JOKYMEHTALUIO,
HanpuMep crennuduraniuy TpeOOBaHUM, MPOCKTHBIE PEIICHHS], OTUEThI 00 UCIIBITAHUSX,
JIOKYMEHTAIMIO, OTHOCSILYIOCS K PEITU3aM;

b) 6a3oBbIe TMHUH KOH(DUTYpAIUIl UITH HHCTPYKIIUH 110 KOMIIOHOBKE Il KXKIOU CpeIbl
MPUWIOKEHUH, CTAaHAAPTHBIE KOMITIOHOBKH U PEJIM3bI TEXHUYECKUX CPE/ICTB;

C) OpPUTHHAIIBI TBEP/BIX KOMUN U 3JIEKTPOHHBIX OMOIMOTEK, HaITpUMep HauboJiee MoIHOM
OMOIMOTEKH TPOrPAMMHBIX CPEJICTB;

d) makeTsl MEHEPKMEHTa KOH(MUTYpaLlMK WIIH UCIIOJIb30BaHHbBIN HHCTPYMEHTapHIA;

€) JINLICH3UH;

f) KOMITIOHEHTBHI 3aIMTHI, HAIPUMEP, OpaHAMAaY3PbI;

g) MaTepuaibHble aKTUBbI, KOTOPbIE HEOOXOAUMO OTCJIEKUBATH I MEHEI)KMEHTa (PMHAHCOBBIX
aKTUBOB WJIM Il o0ecTiedeHrs: NoTpeOHOCTeH 1enoBoi cdepsl, HapuUMep 3alUIeHHbIE
MarHUTHbIE HOCUTENN HHPOpMaIuU, 000pyI0BaHHUE;

h) noKyMeHTaIHI0, OTHOCSIYIOCS K yCIyraM, HallpuMep COrJIallieHust 00 ypOBHSIX YCIyT,
COOTBETCTBYIOIIKE TPOLEAYPHI;



1) cpelcTBa, NOJAEPIKUBAIOLIHNE YCIYTH, HAIIPUMEP CPEICTBA SJCKTPOIUTAHUS JUIS
KOMIIBIOTEPHBIX KOMHAT;
j) OTHOIIEHUS ¥ 3aBUCUMOCTH MEXY 3JI€MEHTaMH KOH(UTypaIiH.

[Tpumeuanue - {pyrue o0BbEKTHI, KOTOPBIE MOTYT pacCMaTpUBATHCS KaK 3JI€MEHTHI
KOH(pUrypauuu, BKIIOYAIOT:

a) IPYTyI0 JOKYMEHTAIHIO;

b) Apyrue akTUBHI,

C) ApYTHe CPEICTBA, HAIPUMED CAMT;

d) moapazneneHus n1enoBol cepsr;

€) mepCcoHal.

OTHOIIEHUS U 3aBUCUMOCTH MEX/y 3JIeMEHTaMU KOH(PUTypaluy clieAyeT HACHTU(HUIUPOBATh
JUIst oOecrieyeHusl HE0OX0AMMOI'0 YPOBHSI YIIPABIICHUS.

Tam, Tie He0OXOAMMO 00ECTIEUNTh MPOCIICKUBAEMOCTD, ITOT IMPOLIECC CIEAYET PEeaTn30BaTh
TaKUM 00pa3oM, YTOOBI FapaHTUPOBATH BOZMOKHOCTH OTCIIC)KUBAHHUS JIEMEHTOB KOH(PHUTYpaLIUH

Ha BCEX dTalax MX XU3HCHHOI'O IMKJIa, HAYWHAaA C JOKYMCHTOB, COACPIKAIIUX Tp€6OBaHI/I$[, u
3daKaHYMUBaA 3a1lMCiAMU O pCIIN3ax, HAIIPUMEP UCIHOJIb3Ys MATPpULY TTPOCIICIKUBACMOCTHU.

9.1.3 Ynpasiienue koHgurypanuei

JlanHbIi IpoIiecC JOJIKEH rapaHTHPOBATh, YTO B COCTaB KOH(PUTYpALlUH BBOJATCS U 3aTEM
OTCJIEKUBAIOTCS B 3aIIUCSX C MOMEHTA MPUEMKH U J0 CIIMCAHUS TOJIBKO O(DUIIHATIBHO
pa3pelieHHble U UACHTU(DUIIMPYEMBIE 3JIEMEHTHI KOH(PUTypaLlUu.

Hu onnH sneMeHT KOHpUrypanuu He 10JKeH ObITh 100aBiIeH, MOAU(PHUIIMPOBAH, 3aMEHEH WU
ynasieH (oTMeHeH) 0e3 3alicu B COOTBETCTBYIOIIEH JOKYMEHTAIH, COITPOBOK/IAOIIEH MPOIIECC
yIpaBJIeHUs, HanpuMep Oe3 3ampoca Ha YTBEPXKICHHOE U3MEHEHHe, 6e3 HH(popMaIiu o
MOJIM(PUIIPOBAHHOM pEH3E.

YToOBI COXPAHUTH LEIOCTHOCTh CUCTEM, YCIYT M HHPPACTPYKTYPHI, CIEAYET COAECPKATh
3JIEMEHTHI KOH(UTYpPAIH B IPUCIIOCOOICHHOM U1 3TOT0 M 3aLIUILEHHOHN cpelie, KoTopast:



a) MpEeIOXpaHsAeT UX OT HECAHKLIMOHUPOBAHHOTO JOCTYIA, U3MEHEHUIN WIN NOBPEXACHUH,
HalpUMep KOMIIBIOTEPHBIMY BUPYCAMH;

b) mpemocTaBisieT cpecTBa A BOCCTAHOBJICHMSI PU BO3HUKHOBEHUH UPE3BbIUAHHBIX
CUTYalIHii;

C) MO3BOJISIET IPOBOJUTH YIIPABIISIEMBII IOMCK KOIIMU KOHTPOJIMPYEMOTO OpUTHHAJa, HallpUMep
IIPOrpaMMHOTIO CPEICTBA.

9.1.4 Yuer cocTossHuii KOHQUTYPALUN ¥ OTYETHOCTH

s oTpaxkeHuss U3BMEHEHUHN B COCTOSIHUM, MECTOIIOJIOKEHUU U BEPCUAX DJIEMEHTOB
KOH(HUTypaluu CIEAYET MOAICPKUBATH TEKYIIINE U TOYHBIE 3aITUCH O KOH(QUTYPAIIH.

Yder cocTOsSHUH ClieIyeT COMPOBOXKAATh HH(DOPMALUEH O TEKYIIUX M PETPOCTICKTUBHBIX
JTAHHBIX, OTHOCAILIUXCA K KOKIOMY 2JIEMEHTY KOH(MUTYpallK B TEYCHHUE €ro )KU3HEHHOTO [UKJIA.
DTO0 MO3BOJUT OTCIICKUBATH H3MEHEHHS B 3JIEMEHTAX KOHPUTYPALIUU Yepe3 CMEHY UX
COCTOSTHUH, HarpuMep "3akazan", "monyden", "Ha MpUEMOYHBIX UcbITaHUAX", "B padorte", "B
npoiiecce 3amensl", "ynanen", "MuKkBuIUpOBaH".

HNudopmanuio o KOHPHUTYpauu HEOOX0AUMO MOCTOSTHHO aKTyaau3upoBarh. OHa JOKHA OBITH
JOCTYITHOMW JJ1s1 IPOBEICHUs IJIAaHUPOBAHUS, IPUHATHUS PEIIEHUH U yIIPaBIeHUS H3MEHEHUSIMU B
OTIpeNIeIEHHBIX KOH(UTYpaIUsX.

WNudpopmannio o kKoHPUrypanuu, B cirydyae He0OXOAUMOCTH, CIEAYET JienaTh JOCTYITHON
I10JIb30BATENAM, 3aKa3UYMKaM, IIOCTaBLIIMKaM U MapTHEPaM I TIOMOIIY B INIAHUPOBAHNU U
NpUHATUU pelieHui. Harnpumep, BHEMIHMI TpOBaliep yCIyT MOKET CAeIaTh HHPOPMALIUIO O
KOH(Urypanuu JOCTYIHOHN 3aKa34iKy U IPYTUM HOTPEOUTENSIM, YTOObI MOAJIepKATh APYTrHe
IPOLIECCHl MEHEJKMEHTA YCIIYT, BKIFOUEHHBIE B OOLIYIO EMOYKY IIPEJOCTaBICHUS YCIIYT.

OT4eTsI 0 MCHCIPKMCHTC KOH(i)I/IpraIH/II/I CICOYCT MPCAOCTABIATE BCEM COOTBECTCTBYIOIUM
CTOPOHAaM. B otuethl CJICAYCT BKIIFOYATDh I/II[eHTI/I(l)I/IKaI_II/IIO 3JICMCHTOB KOH(I)I/Il"ypaI_[I/II/I u

nH(pOpMaLKIo 00 X COCTOSHUAX, BEPCUSAX U O CBSI3aHHOM C HUMU JIOKYMEHTAIINH.

OTtueTnl JOOJIKHBI COACPIKATE CBEACHUA:

a) 0 CaMbIX MOCJIETHUX BEPCHUSIX FIEMEHTOB KOHPUTYpaLlUu;

b) 0 MECTOHAXOKJICHUU DIIEMEHTOB KOH(UTYpaAIUH, a 75l IPOTrPaMMHBIX CPEJCTB -
MH(}OPMALIHIO 0 MECTOHAXO0K/IEHUU OPUTHUHAJIOB BEPCHil;

C) O B3aMMO03aBHUCUMOCTAX 3JICMCHTOB KOH(bI/IpraI_II/II/I;



d) o peTpocniekTUBE BepCHii;

e) O COCTOAHHUAX IJICMCHTOB KOH(l)I/Il"ypaI_[I/II/I, KOTOPBIC BMECTE COCTABJIAIOT!

1) KoH(}UTYpaLIUIO YCIYTH UM CUCTEMBI

2) u3MeHeHue, 6a30BYIO JIMHUIO, COOPKY UITU PEIH3;

3) BepcHUIO UK BapUAaHT.

9.1.5 Bepupukanusi u ayaut KOHQUTypanun

[Tpoueccel Bepudukanuu 1 ayauta KoHdurypamnuu (husnueckoil 1 pyHKINOHAIBHOI) cienyer
OTpaXkaTh B KAJICHAAPHBIX TUTAHAX W KOHTPOJIMPOBATH UX UCTIOJHEHUE JUIsl TAPAHTHUU TOTO, YTO
Ha MECTaX UMEIOTCS COOTBETCTBYIOIIHME MPOIECCHI U PECYPCHI, TTO3BOJISIOIIUE:

a) 3aIUTUTH PU3UIECKUE KOH(OUTYpAIIUN U UHTEIUIEKTYa bHBIN KalmuTall OpraHu3aIiig;

b) rapanTupoBaTh, 4TO MPOBAMAEp YCIYT YIPaBIseT CBOMMH KOH(PpUTYpaIIUIMU, TIOJTMHHBIMU
KOIHUSMU U JIUTCH3USMU;

¢) obecreyuTh YBEPEHHOCTh B TOM, YTO HH(pOpPMAIHI O KOHPUTYPALUSX SBISETCS TOUHOM,
yIpaBJIIeMON U TOCTYIHOM J1st 0003peHus;

d) rapa"THpOBaTH, YTO U3MEHEHHUE, PEIIN3, CHCTEMA UM OKPYKAIOIIAst Cpefia yIOBIETBOPSIIOT
KOHTPAKTHBIM WM 33JJaHHBIM TPEOOBAHMSIM U YTO 3aMKCH O KOH(UTYPAIHSIX COOTBETCTBYIOT
JNENUCTBUTEIHLHOCTH.

AyauT KoH(pUTypaluu CIeAyeT TPOBOIUTH PETYISIPHO, IO U MOCIE CEPhEe3HBIX U3MEHEHHH,
nociie pa3NIuYHoro poja OeJCTBHUI U yepe3 caydaiiHble TPOMEKYTKH BPEMEHH.

BrIsBIIEHHBIE HEIOCTATKU M HECOOTBETCTBHUS CIIENYET PETUCTPUPOBATh U OLIEHUBATh. [{jist nx
yCTpaHEHHUs] HEOOXOAMMO UHUIIMHPOBATh KOPPEKTUPYIOIIHNE NEHCTBHS, O UEM CIIEIyeT U3BEIaTh
COOTBETCTBYIOIIME CTOPOHBI U IJIAHUPOBATh COBEPIIEHCTBOBAHUE YCIIYT.

[Tpumeuanue - OOBIYHO MPOBOJIAT AyAUTHI KOHPHUTYypalui ABYX BUOB:

a) ayauT QyHKIIMOHAIBHOW KOHPUrypanuu: ouinanbHas IpoBepKa, MO3BOJISOIas
YIIOCTOBEPUTHCS, UTO FIEMEHT KOH(PUTYpallui 00eCIedrBaeT SKCILTyaTalluOHHbIE 1



(GYyHKIMOHATIBHBIE XapaKTEPUCTHKH, YCTAHOBJICHHBIE B IOKYMEHTAIIMN Ha KOH(PUTYpaLIUIO;

b) aynut duzndeckoit KoHGUTypaIuu: opulnaIbHas MPOBEPKA AIEMEHTa KOH(UTYpaAIlUU B TOM
BUJIE, B KOTOPOM OH CO3/1aH (TIPOU3BE/ICH ), MO3BOJISIONIAS YIOCTOBEPUTHCS, YTO JaHHBIN
AJIEMEHT COOTBETCTBYET MPOU3BOJICTBEHHOM IOKYMEHTAIIUU JUIsl TAHHOW KOH(MUTYypaIIHH.

9.2 MeHeq:KMEHT U3MEHEeHHU I

[lensb: I"'apaHTHpOBATH, YTO BCE U3MEHEHUSI OLICHUBAIOTCS, YTBEPKIAKOTCS, PEAIU3YIOTCS U
MOJIBEPIalOTCsl PEBU3USIM KOHTPOJIUPYEMBIM 00Pa3oM.

9.2.1 [lnanupoBaHue U peanu3anus

HCO6XO,I[I/IMO, 9TOOBI IMpOLECCChI U ITPOUCAYPBI MEHCIPKMCHTA U3MEHEHUH rapaHTUpoOBaJId, 4YTO:

a) U3MEHEHHSI UMEIOT YETKO OTIPEIeICHHYIO U JIOKyMEHTHPOBAHHYIO 00J1aCTh PaclpoOCTPaHECHUS;

b) yTBEpKIAFOTCS TOIBKO T€ U3MEHEHUSI, KOTOPBIC TIPUHOCHT MOJIB3Y B chepe 1enoBoi
NESITENIbHOCTH, HAallpUMEp KOMMEPUYECKOM, TPaBOBOM, PEryIHPYIOIIEH, yCTaHOBICHHON
3aKOHOJATEJIbHO;

C) U3MEHEHMSI TPOBOJIATCS B COOTBETCTBUU C KaJICHIAPHBIMU [JIaHAMH HAa OCHOBE IPUOPUTETOB
U PUCKOB;

d) u3meHeHus: B KOHQUTYpaLusax MOTYT ObITh BEpHU(PHUIIMPOBAHBI B MPOLIECCE peaTu3aIliu
W3MCHCHMIA,

€) CPOKH peanu3alii U3MEHEHUH KOHTPOIUPYIOTCS U YTOUHSIOTCS IIPU HEOOXOJUMOCTH;

f) MOKHO IPOAEMOHCTPUPOBATL, KAKUM 06p330M KaXXJ10€ H3MCHCHHUC!

1) uHUIIMHUpYETCS, PETUCTPUPYETCS U KIaccuPUIMpyeTcs (CO CChUIKaMU Ha UCXO/IHbBIE
JIOKYMEHTHI);

2) OLICHUBACTCA HA MPECAMCET €ro BJIUAHUA, CPOUYHOCTH, 3aTpaT, MMOJIC3HOCTH U CBA3aHHOI'O C HUM
pUCKa ajid yCJIyT, 3aKa3uuKa 1 INIaHOB IMPOBEACHHA PCIIN30B;



3) ocy1ecTBIsAETCS MOTHOCTBHIO UM KOPPEKTUPYETCS B CIy4ae, €CIIM OHO 0Ka3ajloCh
HEYJAuHbIM;

4) TOKyMEHTUPYETCsl, HAIlpUMED 3asiBKa Ha U3MEHEHHE NIPUBSA3BIBACTCS K COOTBETCTBYIOIIEMY
3JIEeMEHTY KOH(UTrypanuu, K 0OHOBJIEHHOM BEpCUU pealn3aliy U K IIaHy IPOBEJICHUS PEIn3a;

5) yTBepK1aeTcsl WK OTKJIOHSETCSI UMEHHO TEM COTPYAHUKOM, KOTOPBIA YIIOJTHOMOYEH
IPUHUMATh IOJOOHBIE PEIIEHUs 110 U3MEHEHUSM B 3aBUCUMOCTH OT THIIA, pa3Mepa U pucKa JJis
TaKoro U3MEHEHHS;

6) BBITIOJIHACTCS Ha3HAYCHHBIM COTPYAHHUKOM M3 COCTAaBa I'PYIIIILI, OTBETCTBEHHOM 3a
N3MEHACMbIC KOMITIOHCHTHI,

7) TecTupyercs, IpOBEPSIETCS U 3aBEPIIAETCS;

8) 3aKpbIBaeTCs U IepecMaTpUBACTCS;

9) npoBoAMTCS Yepe3 KaJleHIapHbIe IIaHbl, KOHTPOJIUPYETCS U OTPAXKACTCSI B OTUETAX;

10) npuBs3bIBaeTCA K MHUUACHTY, Ipo0IeMe, APYTrOMYy U3MEHEHHIO U 3alMCSM I10 3JIEMEHTaM
KOH(UTrypauuu, eciau 3T0 He0OX0IUMO.

Craryc U3MEHEHHUH U CPOKU UX peaJIn3allMi, yKa3aHHbIE B KAJICHAAPHBIX TUIAHAX U3MEHEHUH,
CJIETyeT UCIO0JIb30BaTh KaK OCHOBAHME JUIsl POBEICHUS KaXKI0r0 U3MEHEHUSI U COCTaBJICHMUS

KaJICHAAPHBIX IJIAHOB PCJIN30B.

I/IHq)OpMaI_II/II-O, COACPIKAINYIOCA B KAJICHAAPHBIX IVIaHAX, CICAYCT ACIATh I[OCTyrIHOI\/’I JJIs JINI,
Ha KOTOPBIX MOXKET BOSI[CI\/'ICTBOBaTI) 9TO U3MCHCHUC.

B tex ClIydadax, Korga MOXET BOSHUKHYTDb HpOCTOﬁ BO BpEMA YCTAHOBJICHHBIX 4YaCOB
MMpEeaAOCTaBJICHUA YCIYI'H, JIMIIaM, Ha KOTOPBIX 3TOT HpOCTOfI 6YI[6T OKa3bIBaTh BJIIMAHUE, CICAYCT
corjiacoBaTb UBMCHCHHUE IPCKIAC, UCM OHO 6YI[GT pCaIN30BaHO.

9.2.2 3akpbITHe U PEBU3NH 3asIBOK HA U3MEHEHHUe

Bce n3menenus mocie peanu3aniy Wik Kakux-Tru00 3auKCUPOBAHHBIX YIYUIICHUH CIIEIyeT
MOABEPraTh CIEUUATILHOMY aHAJIU3Y C LEJbI0 ONMPEACIICHNs UX YCIEIIHOCTU WU HEYJauH.
PeBu3nu moce BBIMOTHEHUS CEPHE3HBIX M3MEHEHUH CIIEAYET TPOBOIUTH ISl IPOBEPKH TOTO,
4TO:



a) B pe3yJIbTaTe M3MEHEHUS OBUTH JOCTUTHYTHI TOCTABIICHHBIC TSI,
b) 3aKa3yuKu yIOBIETBOPEHBI PE3YyIbTaTaMU;

C) OTCYTCTBYIOT KaKHe-1100 HenpeaABHICHHBIE 3()(EKTHI.
JIroOble HECOOTBETCTBHS CIIEIYET PErHCTPUPOBATEH M IPHHUMAThH 10 HUM HAJJICKAIIHE MEPHI.

CeneHust 0 HEIOCTaTKAaX, BBISIBJICHHBIX B PE3YJIbTaTe PEBU3UU MTPOIIECCA MEHEKMEHTA
M3MEHEHUH, HEOOXO0AUMO YUUTHIBATh TP (POPMHUPOBAHUH I1JIaHA COBEPIICHCTBOBAHUS YCIIYT.

9.2.3 DKCcTpeHHbIE U3MEHEHUS

B oTnenpHbIX ciydasx HEOOX0AUMO MPOBOIUTE IKCTPEHHBIE U3MEHEHUS U, IO BO3MOXKHOCTH,
Cpa3y HaYMHATH MPOIECC M3MEHEHUI, XOTSI HEKOTOPBIE MTOAPOOHOCTH MOTYT OBIThH
JIOKYMEHTUPOBAHBI IT03/1HeE. B Tex ciydasx, Koraa npouecc nIpoBEAEHUs S3KCTPEHHOTO
M3MEHEHHS 3aTParuBaeT APyrue TpeOOBaHUS MEHEIHKMEHTa U3MEHEHNUH, HEOOXOMMO, YTOOBI
TaKoe U3MEHEHHE COOTBETCTBOBAJIO ATHM TPEOOBAHUAM KaK MOXKHO CKOpEe.

H606XO,I[I/IMOCT]':> OKCTPCHHBIX H3MEHEHH I A0JIKHA IMMOATBCPIKAATHCA UCIIOJIHUTCIICEM, a ITIOCJIC
IMPOBCACHUA H3MEHCHHI CJICAYCT MPOBOAUTE PEBU3HHU [JIA IIPOBCPKU TOI'O, YTO 3TU U3MCHCHHA
HeﬁCTBHTeHBHO ObLIH OKCTPCHHBIMH.

9.2.4 OTYETHOCTH 0 MEHEIKMEHTEe H3MEeHEeHHH, aHAJIN3 U JeHCTBHA

3amnrcu 00 U3MEHEHUIX CICAYCT PCTYJIAPHO NOABEPraTh pEBU3UAM IJIA BBIABIICHUA POCTA
YpPOBHA I/I3M€H€HI/II71, JacCTO IMMOBTOPAIOIINXCSA BUAOB I/I3M€H€HI/II>1, HaMCYaromuXxcsa TCHI[GHIII/II\/'I u
I[perfI 3HAYUMOM HH(bOpMaHHH. PCSYJ'ILTH.TBI W BBIBOJbI, BEITCKAIOIIHMEC U3 aHaJIN3a H3MeHeHHﬁ,
H€06XOI[I/IMO PErUCTpUPOBATH, U B COOTBCTCTBHU C HUMU BBIINIOJIHATH I[ﬂJ'IBHGﬁHIPIC I[CflCTBI/ISI.

10 IIpouecc peauson

10.1 ITpouecc MeHeKMEHTA PeJIU30B

Llenb: OcymiecTBIATh, pacpeAesaTh U OTCICKHBATH OJTHO WIIH HECKOJIHKO N3MEHEHHH B
paboueii cpene.

10.1.1 O01mme MoJI0KeHU S



MeHeKMEHT pen30B T0KEH KOOPAMHUPOBATH IEATEIbHOCT IPOBaiiiepa yciIyr, MHOIMX
MOCTABIIUKOB U JIETIOBOW Cephl 7S TUIAHUPOBAHUS U PACTIPOCTPAHCHHSI PEII3a B
pacupeneneHHoN cpefie.

KauecTBeHHOE MTaHUPOBAHUE U MEHEKMEHT Ba)KHBI JJ151 KOMIIOHOBKHU M YCHEITHOTO
pacrpoCTpaHeHUS PEn3a, a TAKKE IS YIPABJICHUS CBA3aHHBIMU C HUM BO3JICHCTBUSAMU H
puckamu Juis 1enoBoit chepst u UT. [TnanupoBanue pennsa, npeJHa3HaYeHHOTO IS
ycTpaHeHus eeKToB B MH(POPMAIIMOHHBIX CHCTEMax, HH(PpacTpyKType, yciayrax u
JOKYMEHTAIUH, CJIETyeT OCYIIECTBISTH COBMECTHO C JIETIOBBIM COOOIIIECTBOM.

Bce cBsizaHHbBIE ¢ pen30M OOHOBIICHHS JOKYMEHTAIMH CJIEAYET BKIIOYATh B 3TOT PEIu3,
HarnpuMmep OOHOBJICHUS JOKYMEHTAIMU ISl TIPOLIECCOB JETIOBOM 1A TENbHOCTH, TOKYMEHTOB

MOJJIEP>KKU U COTJIALICHUH 00 ypOBHE yCIYT.

CnenyeT OLCHUTH BOS,Z[CﬁCTBHC BCE€X HOBBIX HMJIM U3BMCHCHHBIX 3JICMCHTOB KOH(bI/IpraI_II/II/I,
NpeaHa3HAYCHHBIX AJId CAHKIIMOHHWUPOBAHHOI'O U3MCHCHMUA.

[IpoBaiigepy ycinyr HEOOXOIUMO TapaHTUPOBATh, YUTO U TEXHUYECKHUE, U HETEXHUYECKUE
ACTEKTHI Pelin3a PacCMAaTPUBAIOTCS COBMECTHO.

CocTaBHbIE YacTH penu3a CIeayeT OTCIeKUBATh U 00€30MacuTh oT Moaudukammii. Toabko
HaJIeXKAIUM 00pa3oM MPOTECTUPOBAHHBIC U YTBEPKICHHBIC PEIU3BI MOTYT OBITH PEATU30BaHbI
B paboueii cpene.

10.1.2 IMoanTHKA pesiu30B

Crnenyet pa3paboTarh MOJUTUKY PEIIU30B, BKIIOUYAIOIIYIO:

a) 4aCTOTY U TUIIBI PEIIU30B;

b) POJIn U OTBETCTBCHHOCTDb MCHEI’KMCHTA PCIIN30B;

C) YIOJTHOMOYEHHBIN OpraH AJis peju3a B cpesie IPUEMOYHOI0 TECTUPOBAHUS U B
IIPOU3BOJCTBEHHOM CpeJIE;

d) OIHO3HAYHYIO I/II[CHTI/I(I)I/IKaI_II/IIO H OIIMCaHHuA BCCX PCIIN30B,

€) MOJIX0/1 K KOMIIOHOBKE U3MEHEHHI B PEIn3e;

f) moxxon k aBTOMaTHU3aIMK CO3JaHMsl, UHCTAJUISLUU U MPoIiecca paclipoCTpaHEHUsI pein3a ¢
eJIbI0 00ecTieyeHNs OBTOPSEMOCTH U 3 (EKTUBHOCTH;



£) TIOPSIIOK MPOBEACHHS BepH(PHUKAIIUN U IPHEMKH PETH3a.

10.1.3 IInanupoBaHue U pa3BepThIBaHNE PEIH30B

[IpoRaiigepy yciayr HEOOXOIMMO B3aMMOJICHCTBOBATH C JICJTOBBIM COOOIIIECTBOM JIJIsl TApAaHTHUHU
TOT0, YTO AJIEMEHTHI KOH(DUTYpaIH, BKIIOYCHHBIE B PEJTH3, COBMECTUMBI MEXITY COOOM U C
3JeMEHTaMU KOH(PUTYypaIiu B 3aJJaHHOM Cpeie.

[Tpu muiaHupoBaHUU PEIU30B HEOOXOAUMO 00ECIIEYUTh FAPAHTUIO TOIO, YTO U3MEHEHMUSI B
UMEIOIUX JeQeKTh HH(POPMAIIMOHHBIX CUCTEMaX, HHPPACTPYKTYpE, YCIYTrax U JOKYMEHTAI[H
COTIIaCOBBIBAXOTCS, CAHKIIMOHUPYIOTCS, OTPAKAOTCSA B IIJIAHOBBIX JOKYMEHTAX,

KOOPJUHUPYIOTCSL U OTCIICKUBAIOTCSI.

B cBsi3u ¢ TeM, 4TO IIpU CO3IaHUH PeNu3a MOAPOOHOCTH €r0 Pa3BEPTHIBAHUS MOTYT OBITH
W3HAYaJIbHO HE U3BECTHBI, IUIAHUPOBATH PAa3BEPTHIBAHUE PEIIM3a CIEAYET IO3TAIHO.

HJ'IaHI/IpOBaHI/IC pein3a u €ro pasBCpThiIBaHUA OOBIYHO BKJIFOYAET:

a) AaTy CO3daHus peiin3a U OITMCAHUEC €TI0 IMTOCTABKHU;

b) CCBIZIKM HAa UBMCHCHU:I, HpO6JI€MI)I 1 N3BCCTHBIC OIHI/I6KI/I, 3aKPBITBHIC WK PCIIACMBIC C
IMIOMOIIBIO 3TOI'0 pPCiin3a, 4 TAKIKC Ha U3BCCTHLIC OIJ_II/I6KI/I, KOTOPELIC ObLIU O6H&py>KCHBI BO BpEMA
€TI0 TCCTUPOBAHUSA;

C) CBsI3aHHBIE MIPOIECCHI I Peau3allii Pelu3a BO BCEX JAENOBBIX U TEPPUTOPUATHHBIX
MOJIpa3/IeNICHUsX;

d) crioco6 Bo3BpalleHus penu3a B HICXOJHOE COCTOSTHUE WM €T0 UCTIPABIICHUS B ClIydae
HEYJAauHOM peanun3aluy;

) mporiecc BepudUKaIum u IpUeMKH;

f) oOMeH I/IHq)OpMaHHeﬁ, MNOATOTOBKY, JOKYMCHTHPOBAHUC U IIPAKTHUYCCKUC 3aHATHUA IJIA
3aKa3urKa 1 repcoHalia MoAaCPpKKHU,

g) JIOTUCTUKY U IMMPOLECCHI 3aKYIIKHU, XPaAaHCHUA, OTIIPABKU, IMOAKIIOYCHUS, IPUCMKHU U
pacnops’KkCHUA COCTABHBIMU YaCTAMU PCIIN3a,

h) pecypcsl nonaepx ku, Tpedyemble ISl rapaHTUH 00ecTiedeH s YPOBHEN yCIyT B
HEOOXOIMMOM 00BEME;



1) BBISIBJICHUE 3aBUCUMOCTEH, CBSI3aHHBIX JAPYT C APYrOM U3MEHEHUH U COMYTCTBYIOIIUX PUCKOB,
KOTOPbIE MOT'YT BJIMATh Ha OECIPENSITCTBEHHYIO Iiepeiady pein3a Ha IPUEMOYHOE
TECTUPOBAHUE U B IPOU3BOJICTBEHHYIO CPENY;

J) TIOPSIIOK 3aBEPIICHUS PEIn3a;

k) kanengapHbIi TUIaH IPOBEICHUS AyUTOB IPOU3BOJCTBEHHOM CPEbl, MPeIHA3HAYEHHON /IS
BBINOJIHEHUS 3HAYUTEIbHBIX U3MEHEHUH, JUIsl FapaHTUN HaJUIeXkKAaIlero coCTOsIHUS paboueit
Cpenbl B IIPOLIECCE MHCTALISALUN PENIA3a.

10.1.4 PazpaboTka njim npuodpereHne NPOrpaMMHBIX CPeICTB

Penuspl mHPOPMAITMOHHBIX CUCTEM U POTPAMMHBIX CPEJICTB, MOJTydaeMble OT BHYTPEHHHUX
KOMaH/I CIIELUAIUCTOB, CIEIUAIMCTOB KOMIUIEKTYIOIIUX CUCTEMBI, CACTEMHBIX HHTEIPATOPOB
WIM IPYTUX OpraHU3alMi, CleyeT BepuPUIUPOBATh IPU MOJIYYEHUU.

DTOT mporecc clieyeT JOKYMEHTUPOBATh B TUIAHE MEHEPKMEHTA KOHPUTYpAIUH.

10.1.5 IIpoekTHpoBaHNe, KOMIIOHOBKA U KOH(UTIYpHpOBaHHe pein3a

Penus u ero pacnpocTpaHeHue cieayer IpOeKTUPOBATh U OCYIIECTBIATh JJIS:

a) MPUBEJICHUS B COOTBETCTBHUE C apXUTEKTYPOH CUCTEM MPOBAMIEPOB YCIIYT, MEHEIKMEHTOM
YCIIYT U CTaHJapTaMu UH(QPaCTPYKTYpHI;

b) rapanTuu noaAepKaHUs IETOCTHOCTH PENiM3a BO BPeMs €10 KOMITOHOBKH, MHCTAJUISIUH,
00paboTKH, YITaKOBKU U JJOCTABKU;

C) UCII0JIb30BaHMsI OMOIMOTEKH COOTBETCTBYIOLINX PEMO3UTAPUEB C LIEIBIO BHITOJHEHUS
MEHE/PKMEHTA U yIpaBJIeHUs] KOMIOHEHTAMHU B IPOLIecce KOMIIOHOBKH M BBIITYCKa PeIn3a;

d) yeTkoro omnpeneneHrs pUCKOB U pearnpoBaHUs Ha HUX IPU HEOOXOIMMOCTH;

€) MPEeOCTaBICHNS BO3MOXHOCTH YOCTOBEPUTHCS B TOM, YTO IPOrPaMMHO-TEXHUYECKAs
iatdopma, Ha KOTOpOH Oy/IeT HHCTAIIIMPOBAH PEJIN3, YIOBJIETBOPSET MPEIBAPUTEIBLHO
YCTaHOBJICHHBIM TPEOOBaHUSM;



f) npenocTaBneHst BO3MOKHOCTH MPOBEPKHU TMOJTHOM YKOMIUIEKTOBAaHHOCTH pein3a, KOTr/ia OH
JOCTUTHET MECTa Ha3HA4YEHUSI.

PesynpTaramu 3T0T0 Mporecca J0JKHBI ObITh U3BEHICHHS O PENTU3€, HHCTPYKIIMH O €ro
WHCTAIUISINY, YCTAHOBJICHHBIE TIPOTPAMMHBIC M TEXHUYECKHE CPEJICTBA C COOTBETCTBYIOMICH
0a30BOH JIMHKUEH KOHPUTYpaIUH.

Hrorosrie JaHHBIC O PEIIN3€ JOJIKHBI OBITE NEpEaaHbl I'PYIIIIC, OTBETCTBECHHOM 3a €ro
TCCTUPOBAHUC.

[Tporiecchl KOMIOHOBKH, MHCTAJUIALIMH, BBITYCKA M PACIIPOCTPAHEHHS PEITU30B MOTYT OBITH
aBTOMAaTH3UPOBAHBI C LIEJIbI0 YMEHBIIEHUS KOJUYECTBA OINOOK, TapaHTUH TOBTOPSIEMOCTH
IPOIIECCOB U OBICTPOTHI Pa3BEPTHIBAHUS HOBBIX PEJIH30B.

10.1.6 Bepndukanus n npuemka peaunsa

OxoHYaTeILHBIM pPEe3yJIbTAaTOM JOJIZKHO OBITE YBECAOMIICHUEC O 3aBCPIICHUHN KOMIIJICKTOBAHUA
akeTa peiin3a B ICJIOM B COOTBCTCTBHHU C MMPCABABIACMBIMU Tp€6OBaHI/IHMI/I.

B mpornecce Bepuukanuy u MpueMKHU CIIEAYET:

a) YIIOCTOBEPUTHCSI, YTO KOHTPOJIUPYyeMas cpeia MPUEMOYHOTO TECTUPOBAHMS COOTBETCTBYET
TpeOOBaHUSAM, YCTAHOBIEHHBIM JUISI IPOU3BOJICTBEHHOM CpE/IbI;

b) rapanTHpOBaTH CO3AAHNE PENN3a U3 BEPCUH, HAXOMSIIUXCS 0] MEHEPKMEHTOM
KOH(UrypaluHu, 1 ero yCTaHOBKY B CpeJie IPUEMOYHOT0 TECTUPOBAHUS, UCIIOIb3YIOIEH
3aIUIAHMPOBAHHBIN ITPOU3BOICTBEHHBIN IPOIIECC;

C) YIOCTOBEPUTHCS, YTO TECTUPOBAHUE BBIIIOJHEHO Ha COOTBETCTBYIOIIEM YPOBHE, HAIIpUMeEp
(GYHKIIMOHAIBHOE U HEPYHKIIMOHAIBHOE TECTUPOBAHNE, IPUEMOYHOE TECTUPOBAHNE HA YPOBHE
JIEIIOBBIX IIPOLIECCOB, TECTUPOBAHUE IIPOLEAYP KOMIIOHOBKH, BBIITYCKA, PACIIPOCTPAaHEHUS U
WHCTaJULSILUY;

d) rapanTHpOBaTH TECTUPOBAHUE PENIN3A HA IPEIMET YAOBICTBOPEHUS I€JI0BON AESITEIbHOCTH
3aKa34MKOB U IIEpCOHAja MpoBaiiiepa yciyr;

e) TapaHTUPOBATH MOAIIMCAHNUE COOTBECTCTBYIOIIMMHU YIIOTHOMOYCHHBIMH JIUI[aMU CbaKTa
3aBCPUICHU A KaH(,Z[Oﬁ CTaguu MPUCMOYHOI'0 TCCTUPOBAHUS;

f) ynocToBepuThCs mepe HHCTAJUIAIKUEH, 9TO MPOTrpaMMHO-TEXHUYECKas Tuiatdopma, Ha
KOTOPOM JTOJIKEH pa3BOPAYUBATHCS PEIN3, YOBIETBOPSET YCIOBUAM, 00YCIOBIEHHBIM
MPOTPaMMHBIMH U TEXHUYECKUMU CPEICTBAMH PEIH3a;



£) IPOBEPUTH MOJTHOTY KOMIUIEKTAIIMH PENTN3a, KOT/1a OH MPUOBIBACT HA MECTO Ha3HAUYCHUSI.

10.1.7 JoxymeHTaAnMs

HCO6XOZ[I/IMO, 9TOOBI IOCJIE 3aBCPUICHUA YCTAHOBKHU pEIMU3a COOTBGTCTByIOIHI/Iﬁ KOMIIJICKT
AOKYMCHTAlIU ObLI AOCTYIICH U XPaHUJICA COI'JIACHO MCHCIZKMCHTY KOH(bI/II‘ypaL[I/II/I COBMCCTHO C
BHOBb BBCACHHBIM 3JIEMCHTOM KOH(l)I/IpraHI/II/I. B 9Ty AOKYMEHTAIUIO CJICAYCT BKIIIOYUTD:

a) OCHOBHYIO JJOKYMEHTAIUIO, TAKYIO0 KaK COTJIallleHUsI 00 YPOBHE YCIIYT;

b) moaepKUBaIOIIYIO JOKYMEHTAINIO, HApUMEp KPaTKuid 0030p CHCTEMBbI, HHCTPYKIHH I10
IpoueaypaM MHCTAUIALUN U MOAEPKKH, 110 IPUMEHEHUIO CPEJCTB JUATHOCTUKH, HHCTPYKLIUU
orepaTopam 1 aJMUHUCTPAaTUBHOMY IIEPCOHAILY;

C) MponecCbl KOMIIOHOBKH, BBIITYCKA, HHCTAJUIALIUA U PACIIPOCTPAHCHUS PCIIN3a;

d) I1J1aHbI HeﬁCTBHﬁ B I'Ip63BI>I‘18.I‘/'IHBIX CUTYyalludX U BO3BpaTa B UCXOJHOC COCTOAHUC,

€) KaJeHAapHbIN TJIaH MOJATOTOBKH MEHEPKMEHTA YCIIYT, TIEpCOHala MOAIEPKKU 1 3aKa3UHKa,

f) 63.30By1-0 JIMHHUIO KOH(I)I/Il"ypaI_[I/II/I JJIA peiin3a, BKIII0O4Yasa CBA3aHHBIC C HUM 3JICMCHTLI
KOH(l)I/IpraHI/II/I, TaKHEC KaK CUCTEMHAA JOKYMCHTAalUA, Cpeaa TCCTUPOBAHNA, JOKYMCHTAIUA 110
TECTUPOBAHHIO, BEPCHUU KOMIIOHOBKH U I/IHCprMeHTapI/Iﬁ pa3pa60TKI/I;

£) CBsI3aHHBIE C PEIM30M U3MEHEHUs, IPOOIEeMbl U U3BECTHBIE OIINOKHY;

h) cBuaETENBECTBO O CAHKLIIMOHUPOBAHUM PEIHM3a U COOTBETCTBYIOIINE CBUIETENHLCTBA €TI0
BepU(UKaLNU U TPUEMKH.

Cucrtemy UM YCIIyTy, KOTOPbIE HE MIOJHOCTBIO COOTBETCTBYIOT 33JaHHBIM TpeOOBAHUSM,
CJIeTyeT BBIIBUTH J0 Hayaja MIPUMEHEHHS U 3apEerUCTPUPOBATh COTIACHO MEHEKMEHTY
KOH(pUrypauuii ¥ MEHEIKMEHTY Mpo0IIeM.

I/IH(I)OpMaI_II/IIO 00 M3BECTHBIX OIMMOKAX HCO6XOILI/IMO nepecaaBaTb MCHCIPKMCHTY HHIIUJICHTOB.

Ecnu penus oTKIIOHSETCS, 3aIepKUBAETCS UM OTMEHSETCs, 00 3TOM (pakTe cieayeT
MH(OPMUPOBATh MEHEPKMEHT U3MEHEHUH.

10.1.8 Pa3BepThiBaHME, pACTIPOCTPAHEHHE U HHCTAJLISIHUS



[1nan pa3BepThIBaHUA peiin3a CelyeT MOABepraTh PEBU3USIM U BKIIIOUATh B HETO HEOOXOIUMBIE
YTOUHEHUS JIJIsl TAPAHTUU BBITTOJIHEHHS BCEX 3aIlJIAaHUPOBAHHBIX MEPOIPHUATUMN.

Ba)KHO, YTOOBI pein3 JOCTABJIAJICA 0e30macHo K MCCTY Ha3HAUCHUA B HAJJICIKALICM COCTOSIHUU.
HpOHCCCBI Pa3BEPTBIBAHUA, PACIIPOCTPAHCHUA U MHCTAJJIAIUK PEIn3a JOJIKHBI rapaHTHUPOBATh,
4To:

a) BCE MECTa, BBIJICJICHHBIC JJIsl XPAHCHUS TIPOTPAMMHBIX M TEXHUYECKUX CPEJICTB, JOJDKHBIM
00pa3oM 3allUIlEHBI;

b) CyIIecTBYIOT COOTBETCTBYIOIIME MPOLIEAYPHI XpaHEHHUsI, OTIPABKH, MTOJIYYEHHUS U pa3MelleHUs
MMYIIIECTBA;

C) NMPOBEPKH, OTHOCAIINECS K UHCTAUIALIUHU, OKPY’KaIOLIEH cpesie, AIEKTPOCHAOKEHHUIO 1
BCIIOMOTaTeNIbHOMY 000pY/I0BaHUIO, TUTAHUPYIOTCS U OCYIIECTBIISIOTCS,

d) mepconain nenoBoii cepsl U mpoBaiizepa ycIIyr OIMOBEIIASTCS O HOBBIX PEeNU3ax;

e) JIMIIHUE U34CJINA, YCIYTH U JIMOCH3UN BbIBOIATCA U3 IPUMCHCHUS.

[Tpu pacnpocTpaHEeHUH MPOrPAMMHBIX CPEJICTB Yepe3 CeTH Iepeaun JaHHBIX BaXKHO MPOBEPUTH,
YTO PEJU3 MOCIIe JOCTHKCHUS MECTa Ha3HAUYCHU ST HAXOUTCS B ITOJIHON KOMILICKTAIUN U B
PaboTOCIIOCOOHOM COCTOSIHHH.

[Tocne ycnenHol HHCTAJUISLUY PEIN3a 3alMCH, OTHOCSIIMECS K MEHEUKMEHTY aKTUBOB U
KOH(pUrypauui, cienyer OOHOBIIATh CBEACHUSAMHU O MECTOPACIIOIOKEHUN U O BIIAJETIbIIE
IIPOrPaMMHBIX ¥ TEXHUYECKHUX CPEJCTB.

Jns peructpauyy yCremHoCTH WIK HEYIaud MHCTAJUISIUUA MOTYT UCIIOJIb30BaThCsl AHKETHBIE
OIPOCHI 3aKa3YMKa, XapaKTEPU3YIOIIUE €r0 MPUHATHE PEU3a U CTENECHb YOBIECTBOPEHHOCTH
penuszoM. Heo6xoammo, 9To0b! T00bIe TaKKe OMPOCHI 3aKa34hKa HCIIOIh30BAUCH B KAYECTBE
00paTHO CBS3M HA MEHEPKMEHT JIEJIOBBIX OTHOIIIEHHUH.

10.1.9 [eiicTBHus MOC/Ie BBITYCKA U PAa3BEPTHIBAHNUSA Pein3a

Cnenyet onpeaensiTh KOJIMYECTBO U aHAJM3UPOBATh UHIIMAEHTHI, OTHOCSIIUECS K PEIIn3y, 32
NePUOJ, HEMTOCPEACTBEHHO CIISAYIONINHI 3a €ro pa3BepThIBAHUEM B pabodeil cpese, A OIeHKU
BIIMSIHUSI OTUX UHITUJICHTOB Ha JICTIOBYIO JACSATEIHHOCTD, pa00OUYne OTIEPaAlMH U PECYPCHI
o0ecreyrBaroIero nepcoHaa.

B mporiecc MeHeKMEHTa M3MEHEHHH CIIeIyeT BKIFOUaTh COCTaBICHHE 0030pa pe3ybTaToB,
MOJTYYEHHBIX TTOCIIE PeaTn3alluy PesIu3a.
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