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Mpepguncnosue
1 PA3BPABOTAH YupexpaeHuem «LleHTp cepTudpmkauumn ycnyr cBasm»

2 BHECEH YnpasneHnem pa3BuTusi, MHOpMaLMOHHOIo obecneyeHns n akkpegutauun ®enepasnbHoOro
areHTCcTBa Mo TEXHUYECKOMY PerympoBaHuio 1 MeTposiorim

3 YTBEPX/EH W BBEJIEH B JIEVICTBVE [Mpukasom ®efepansHOro areHTCTBa Mo TEXHUYECKOMY pe-
ryiMpoBaHuio u MeTposiormm ot 28 aerycta 2013 r. Ne 606-cT

4 BBEJEH BIEPBbIE

5 MEPEN3OAHUE. ®espanb 2020 T.

MpaBuna NPUMEHEHNsI HACTOSILLLEro CTaHAapTa yCTaHoB/EeHbl B CTaTbe 26 defepasibHOro 3akoHa
oT 29 uoHa 2015 r. No 162-93 «O cTaHgapTu3aunm B Poccuiickoin ®egepauun». MHdopmauns 06 13-
MEHEHUSAX K HaCcTosILeMy CTaHAapTy Ny6nKye TCS B eXXerofHoM (Mo cocTOsAHMI0 Ha 1sHBaps TeKyLero
roga) MHopMaUVOHHOM ykasaTesne «HaunoHanbHble CTaHAapThi», a ohuunanbilin TEKCT U3MEHEHWI
M NonpaBoK — B €XeMeCsYHOM MH(hOPMaLMOHHOM ykasaTene «HauuoHanbHble cTaHaapThi». B cnyvae
nepecMoTpa (3aMeHbl) AN OTMEHbI HACTOSALLEr0 cCTaHaapTa CooOTBeTCTBYyLee yBefoMm/eHne byaeT
ony6/IMKOBaHO B GrmKaliluem BbINYCKE eXeMeCAYHOro MH(OPMALMOHHOIO yKasaTens «HauuoHanbHble
cTaHfapTbi». CooTBeTCTBYWWAs MHhopMaLus, yBeAOMIEHNE Y TEKCTbl pasMellalnTCca Takke B UH-
chopmaumoHHOli cucTeme obLLero Nob30BaHNA — Ha oduumansHoOM caliTe deagepanbHOro areH TcTBa no
TEXHNYECKOMY PerynimpoBaHuio 1 MeTposiorum B ce T MHTepHeT (mvw.gost.ru)
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HacToswuit cTaHAapT He MOXEeT GbITb MOMHOCTLIO UM YACTUYHO BOCNPOU3BEEH, TUPaXUPOBAaH U pac-
MPOCTPaHEH B Ka4YeCTBe ohMLMaIbHOTO N3aaHus 6e3 paspelueHnst defepanbHOro areHTCTBa No TeXHUYEeCcKo-
My peryMpoBaHuio 1 MeTposiorum
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HAUWOHANBbHBLIN CTAHOAPT POCCUWNCKOWN OSGEALEPALUMN

Cuctema HalMoHa N bHbIX CTaHAapTOB B 06/1aCTW KayecTBa yCNyr CBA3K
KAYECTBO MPOLLECCOB OKASAHMA YCNYTI CBA3N
Mpouecc ynpasieHns NpeTeH3nsamm

System of national standards of communications services quality. Quality of service provision processes.
Process of complaint handling

Jata BBegeHus — 2014—01—01

1 06nactb NpyuMeHeHMUA

HacTosiwumii cTaHgapT COAEPXUT OCHOBHbIE TPE6GOBaHMA K NpoLLeccy ynpaB/ieHust NpeTeH3nsamu B opra-
HM3aLuMK, BO3HVKAOWMMY Ha 1I060M 3Tane okasaHusi yCniyr CBA3W.

HacToswwii ctaHgapT oCHOBaH Ha npuHuunax, chopmynmposaHHbix B FTOCT P MICO 10002. n paccma-
TpUBAET NMPOLLECC YyNPaBIEHNS NMPETEH3USIMU UCXOAA U3 OCHOBHbIX nosioxeHuin FTOCT P ICO 10002 c yyeTom
ocobeHHOoCTell npoLecca ynpas/ieHns NpPeTeH3nsAMU B OpraHn3aunsax, okasbiBatoLmx yCayru CBasm.

HacTosiwumii cTaHfapT paccMaTpuBaeT Mpouecc ynpasfeHus NPeTeH3nAMK Kak npouecc B3aumopei-
CTBUSI NPU BO3HWKHOBEHMW CMOPHBLIX CATyauuii Mexay opraHu3auumeli, okasbliBaloLlwen ycnyru, n noab3osare-
NieM ycnyr cBasu 6e3 NnpmBrieveHns TPeTbeil CTOPOHbI K He MPUMEHUM K crnopaMm, nepefaHHbiM A8 peLlerHus
TpeTbeli CTOPOHON, a Takke K TpYA,0BbIM Cropam.

HacTosAwwmin ctTaHAapT He 3aMeHsieT YCTaHOB/IEHHblE B COOTBETCTBMM C 3aKkOoHOAaTesbHbIMU 1 0653a-
TeNbHbIMK TpeboBaHMAMY Npasa 1 0653aHHOCTY OpraHu3aLn 1 Nosb30BaTeNs yCayr CBA3W.

HacToswwmii cTaHgapT npeAHasHayeH ANS WCNOMb30BaHWA X03SUCTBYOWMUMY Cy6bekTamu, AeicTByo-
LMK B 06/1aCTN OKa3aHUs yCNyr CBA3W, KOHTPOMPYIOLWMMMN UX OpraHaMmu, BKIoYas opraHbl cepTudinkamm,
a TaKke npeAcTaBUTENAMU rOCYAapCTBEHHbIX OPraHoB, OCYLLECTBAIOWMUX perympoBaHme B 061actu CBA3MN,
Hay4HbIMU 1 APYTMMUW OpraHn3alusiMu.

OCHOBHbIE NOJIOXKEHNA HACTOSLLLEro cTaHAapTa MoryT ObiTb MCNONb30BaHbl NPY CO34aHUN BHYTPEHHUX
HOPMAaTMBHbIX [JOKYMEHTOB OpraHu3aLmii No ynpaBneHno NpeTeH3nsMu.

2 HopMaTuBHbIE CCbINKN

B HacToALleM cTaHAapTe UCMOMb30BaHbl HOPMATUBHbBIE CCbISIKM Ha criegylolme cTaHfapThbl:

OCT ISO 9000 Cuctembl MeHefKMeHTa KayecTBa. OCHOBHbIE MOJIOXEHUS U CrioBapb

FOCT P NCO 10002—2007 MeHef)XMeHT opraHu3auumn. Y 40BNeTBOPEHHOCTb noTpebuTens. Pykosoa-
CTBO MO ynpaBAeHuIo NPeTEH3UAMUN B OpraHm3anmax

FOCT P NCO 19011—2012 PykoBoAsLine ykasaHus no ayauTty cCUCTeM MeHe)KMeHTa

FOCT P 53731—2009 KauecTBo ycnyr cBA3W. TepMUHbI 1 onpeaenieHns

MpumeuvaHne — T[py NOb30OBAHUM HACTOALMM CTaHAAPTOM LielecoobpasHo NPoBEPUTL AeiiCTBME CCbIoy-
HbIX CTaHAAPTOB B MH(POPMALMOHHON CUCTeMe O6LLEero nosb3oBaHus — Ha ouumanbHOM calite defjlepasibHOro areHT-
CTBa MO TEXHUYECKOMY PEry/IMpoBaHNI0 N METPOJIOTUN B CETW VIHTEPHET MM MO eXerogHoMy UHDOPMaLOHHOMY yKasa-
Teno «HaumoHasbHble CTaHAAPTbI», KOTOPbIV ONMy6/IMKOBaH MO COCTOSHWIO Ha 1 iHBaps TeKyLLero roga, 1 no Bbinyckam
eXeMecA4YHOI NHGOPMALIMOHHOrO ykasaTtens «HauyoHabHble CTaHAapTbl» 3a TekyLuii rof. Ecnv 3amMmeHeH CCbIoYHbIN
CTaHAapT, Ha KOTOpbIli fjaHa HeJaTupoBaHHas CCblIKa, TO PEKOMEHAYEeTCS WCMOob30BaTh AEVCTBYIOLLYI0 BEPCUIO 3TOMO
CTaHfapTa C y4eTOM BCeX BHECEHHbIX B [JaHHY0 BEpPCUI0 W3MeHeHWiA. Ecn 3amMeHeH CCbIIOYHbIA CTaHaapT, Ha KoTo-
pbiil AaHa AaTMpoBaHHas CCblfka, TO PeKOMeHAyeTCs UCMOo/b30BaTb BEPCUIO 3TOr0 CTaHAapTa € YkasaHHbIM BbiLLE rOf0M
yTBepxaeHns (NpuHsaTus). Ecnn nocne yTBepxaeHNs HACTOALLLEro CTaHAapTa B CCbI/IOYHbIN CTaHAapT, Ha KOTOpbIA AaHa
[JaTypoBaHHas CCblflka, BHECEHO U3MEHEHWe, 3aTparuBatoLLee MosoXKeHKe, Ha KOTOpoe AaHa CCbl/lka, TO 3TO NONOXEeHVe
peKoMeHayeTCca NpUMeHsATb 6e3 yueTa JaHHOro N3MeHeHus. Ecnn cebioyuHblii cTaHAapT OTMeHeH 6e3 3aMeHbl, TO Noso-
XEHVe. B KOTOPOM [laHa CCblIKa Ha Hero, PekoMeHAyeTcsi IPUMEHATb B YaCTW, He 3aTparvBatoLLeii 3Ty CCbUIKy.

WN3paHue ouymansHoe
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3 TepMuHbl nonpepeneHuns

B HacTosilem ctaHgapTe npumMeHeHbl TepmuHbl Mo FOCT ISO 9000. a Takxe cnefylowme TeEPMUHBI C
COOTBETCTBYIOLUMUN ONpeaeeHNMU:
31
ycnyra: Pe3ynbTar HenocpeACTBEHHOTO B3aVIMOAENCTBUS UCNONMHUTENS U NOTPebuTens, a Takke cob-
CTBEHHOW AeSATENBHOCTU UCNOSIHUTENS N0 YA0B/ETBOPEHMIO NOTPEOGHOCTN NOTPE6GUTENS.
[FOCT P NCO 53731—2009]

3.2

ycnyra cBsisau: [lesaTenbHoOCTb No npuemy, 06paboTke, XpaHeHuto, nepefade 1 4OCTaBKe COOOLLEHUi
3/1eKTPOCBA3U WM NOYTOBbLIX OTNPABEHWIA.
[FOCT P UCO 53731— 2009]

3.3
nonb3oBaTesb YCNyr cBsa3un: dusmyeckoe unm punanyeckoe NuLo, 3akasbisarollee n/mam ncnonb3y-

foLLLee YCNYrU CBA3N.
[FOCT P 53731—2009]

3.4 npeTeH3us: MnucbMeHHOe obpalleHne K onepaTopy CBs3u ¢ TpeboBaHMEM 06 yCTpaHEHUN HapyLue-
HUIA BbINOJTHEHNS ONEPaTOPOM CBSi3W YC/I0BWiA foroBopa.
35
npeAbABAAWMIA nNpeTeH3nlo (complainant): Jiuuo, opraHusaunsa wau ee npeactaBuTenb, noga-
IOLLMIA NpeTEeH3NIo.
[FOCT P NCO 10002—2007]

3.6

notpebutens (customer): OpraHu3auua uav AMuo, nonyvaroliee npoayKuuio.
[FOCT P NCO 10002—2007]

3.7

obcnyxuBaHne notpebutens (customer sorvice): B3avmogeicTBue opraHvsaunm ¢ notpebutenem
Ha BCeX CTaMsAX XU3HEHHOTO LyKNa NpoayKuum (ycnyrm).
[FOCT P NCO 10002—2007]

3.8
yAOBNEeTBOPEHHOCTb NnoTpebutens (customer satisfaction): BocnpusitTue notpebutenem crenexHu
BbINOSIHEHUS ero Tpe6oBaHuii.

MpumeuvaHunsna

1)>Kanobbl noTpebutenein ABNSIOTCA 06LMM NokasaTenemM H13KOM yA0BNETBOPEHHOCTY NOTpebuTenen, ogHako nx
OTCYTCTBME He 06a3aTeNlbHO NpejonaraeT BbICOKYIO y/j0B/IETBOPEHHOCTb NOTpe6uTeneii.

2 faxe ecnv TpeboBaHMa NnoTpe6uTeneii GbiN ¢ HAMM COrNTacoBaHbl U BbINOHEHBI, 3TO He 06A3aTeNbHO obecne-
UYMBaAET BbICOKYH Y/10BNIETBOPEHHOCTbL NOTPEGUTENENA.

[FOCT 1SO 9000—2011]

3.9

obpaTtHas cA3b (feedback): KommeHTapuu, akcnepTusa v cBefeHNs O 3aMHTEPECOBAHHOCTU B MpPO-
OYKUMU U npouecce ynpasB/ieHnst NpeTeH3nsiMU.
[FTOCT P NCO 10002—2007]

3.10
uenb (objective): PesynbTaT, K KOTOPOMY CTpeMATCA B 061acT paboTbl C NPEeTEH3UAMU.
[FOCT P NCO 10002—2007]

311

nonutuka (policy): Obwwne HamepeHns 1 HanpasB/eHns AesaTeNbHOCTY opraHusauun B o6nacTtu pabo-
Tbl C NPETEH3MAMM, 0L MANbHO CHOPMYNNPOBAHHbIE BbICLLIMM PYKOBOACTBOM.
[FOCT P NCO 10002—2007]
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4 OCHOBHble pyKOBOASILLME MPUHLUMMBI U 3Tanbl paGoTbl C NPEeTEH3UAMMU

4.1 B cootBetcTBUMM ¢ TOCT P MCO 10002 OCHOBHbIMW PYKOBOAALMMMK NpUHLMNamu 3dpheKTUBHOM
paboTbl C NpeTeH3nsMM (ynpasBeHus NpeTeH3nsMun) ABSIOTCS:

a) [OCTYNHOCTb Nofayv NpeTeH3uu;

6) 6bICTPOE pearmpoBaHue Ha NPETEH3MIO:

B) 06BEKTUBHOCTb PACCMOTPEHNS:

r) 6ecnnaTHbIl AOCTYN K NpoLleccy no paboTe ¢ NpeTeH3naMKU AN NpeabsaBaAoLero NpeTeH3uno;

[) KOHPUAEeHUNaNnbHOCTb;

€) opMeHTauus Ha noTpebuTens;

X) OTBETCTBEHHOCTb NepcoHana 3a AeiCcTBUA 1 NPUHATbIE PeLLeHVs No ynpaBieHNo NpeTeH3nsaMy;

1) NOCTOSIHHOE YyylleHne npouecca ynpasieHns NpeTeH3nsamu.

4.2 OCHOBHbIMMW 3Tanamu paboTbl C NPETEH3NAMMW B OpPraHn3aL v, okasbiBatoLLeli yCnyri CBasu, ABIATCS:

a) nosyyeHue npeTeH3ui;

6) paccMOTpEeHNe NPETEH3NI, NOCTYNUBLUNX B OpraHu3almio;

B) NPUHATUE peLleHns No pe3ynbTaTam PacCMOTPEHUS NPeTeH3uu;

r) aHanm3 npeTeHsuii;

[) AESATENBHOCTb MO YCTPAHEHMIO NPOBGIEM, SBASIOLMXCA NPUUYNHON NPETEH3NIA.

5 0npepenieHne NOUTUKKN, Leneil opraHnsaumnm, oTBETCTBEHHOCTH
M NONHOMOYMIA NepcoHana Ana oCyluecTBAeHNs npotecca
ynpaB/ieHUA NPeTeH3NaAMM

5.1 O6s3aTenbLCTBA PyKOBOACTBA

O6s3aTenbCTBa OpraHn3aumMm no pearpoBaHUi0 Ha NPEeTEH3UN A0/DKHbI UCXOAUTb OT BbICLUEro PyKo-
BOACTBa. OTN 065A3aTeNbCTBaA A0/MKHbI ObITb YUTEHbI NPU onNpegeneHnm, NPUHATUN U OBEefEHNN A0 CBEAEHUS
nepcoHana u nosib3oBaresnieli ycnyr cBA3v NOAUTUKM U NpoLeayp YNpaBneHus NpeTeH3nsaMu.

B o6s3aTenscTBa pykoBOACTBA AO/DKHbI BXOAUTL ONpeAesieHne pecypcoB U BblAesieHne HeobXoauMbIX
pecypcoB ANn5 NOAAEPXaHUSA pe3y/bTaTUBHOMO M 3(hheKTMBHOIO npouecca ynpasfieHUss NpeTeHsnamMu: gu-
HaHCOB 1 MaTepuasibHbIX PECYPCOB, a Takke npoueayp, 4OKYMEHTOB, MOAAEPXKKU cneuuanvcToB, nogdopa,
noafepXkn 1 obyyeHns BOB/IEYEHHOrO B MpoLiecc nepcoHana.

5.2 Monutuka n uenun

BbicLuee pyKOBOACTBO A0/THKHO YCTAHOBUTbL YETKO CDOPMY/IMPOBAHHYIO NOSIMTUKY YNPaBNeHUs NPeTeH-
31MSAMW. OPUEHTUPOBAHHYI0 Ha NoTpebutens. NonuTuka ynpasaeHns NpeTeH3naMy fo/MKHa ObiTb AOCTYMHA
1 foBefleHa [0 CBeEeHUs BCErO NepcoHana, a Takke fo/hkHa ObiTb JOCTyNHA NoTpebutensamM v Apyrum 3a-
MHTEPEeCOBaHHbIM CTOPOHaM. Ha OCHOBE 3TOI MOSIMTUKU AOMKHBI ObiTh YCTAHOB/EHbI NPOLEAYypbl U Lesnu
npouecca ynpas/fieHUs NpeTeH3naMUN NS KaXAoW onepaummn n BcexX yHKLMOHaIbHbIX 0653aHHOCTEN.

Mpy ycTaHOBAEHUN NONUTUKM 1 Liefell npoLecca ynpaBieHnst NPeTeH3nsaMm LOMKHbI 6blTb MPUHATbI BO
BHUMaHVe cnegytowime aktopbl:

- YyCTaHOB/IEHHbIE 3aKOHOAATe IbHble U 0653aTeNlbHble TPe60oBaHuS;

- hMHaHCOBbIE, NPOMN3BOACTBEHHbIE U OpraHn3aUnoHHbIe TpeboBaHus:

- BXOAHblE AaHHble OT noTpebuteneil, nepcoHana u Apyrnx 3auHTepecoBaHHbIX CTOPOH.

MonuTtuka B 06/1aCTM KavyecTsa 1 NOAUTUKA MO YNPaB/IEHUI0 NPETEH3UAMU LO/MKHbI ObiTb COrNacoBaHsbl.

[FTOCT P NCO 10002—2007]

5.3 OTBETCTBEHHOCTb U MNOIHOMOYMSA NepcoHasia no ynpas/eHUo NpeTeH3nammn

53.1 Bbicluee pyKOBOACTBO AO/HKHO HECTW OTBETCTBEHHOCTb 3a ClieAyioLive AeNCTBUS MO YNPaBIEHNHO
npeTeH3usMuU:

a) obecneyeHne yCTaHOB/IEHUS NpoLEecca U Lieneii ynpaesneHns NpeTeH3namu;

6) obecrneueHne B COOTBETCTBUM C MOSIMTUKON yNpaB/ieHUsi NPeTeH3NsIMI OpraHn3auumn naaHnpoBaHus,
pa3paboTKu, OCYLLEeCTB/IEHUsl, MOALEpPXaHWsi B paboyeM COCTOSIHAM M MOCTOSIHHOTO Y/yudlleHusl npouecca
ynpaeneHusi NpeTeH3naMu;

B) MAEHTU(VKALMIO 1 pacnpeaenieHne Heo6X0AMMbIX afMUHUCTPATUBHbLIX PECYPCOB A/St AOCTUXKEHUS!
pesyNbTaTUBHOCTU U 3hPEKTUBHOCTY NpoLecca ynpas/eHust NpeTeH3namu;

3
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r) copeiicTBre pacnpocTpaHeHVo NOHMMaHUSi opraHu3aLnein BaXXHOCTM NpoLecca ynpas/eHns npeTeH-
3UAMKM 1N HEO6XOAMMOCTU OpUEHTaLMN Ha NoTpebutens;

A1) obecneyeHne foBefeHNs A0 NoTpebuTenel, NpesbaBAALINX MPETEH3NIO, N APYTUX 3aUHTEepecoBaH-
HbIX CTOPOH B IETKOI 1 AOCTYNHOI hopMe MHhopMaLmmu o npouecce ynpasieHns NnpeTeH3namu;

€) HasHayeHve npefcTaBUTENs PYKOBOACTBA MO yNpaBieHWI0 NpeTeH3usamu, onpegeseHne ero oTBeT-
CTBEHHOCTU U MOSITHOMOYWIA:

X) Nneprmoanyecknii aHanms npotecca ynpaseHus NpeTeH3nsiMu An1s o6ecneyeHns ero pesynbTaTuBHoOM
1 3P hEKTUBHOW pabOoTbl N NMOCTOSHHOIO Y/YULLEHUS.

5.3.2 MpeactaBuTenb pykOBOACTBA MO yNpaB/ieHNI0 NPeTEH3NAMN JO/MKEH HECT OTBETCTBEHHOCTb 3a
cnepywolve geictens;

a) onpegeneHve n pyHKLMOHMPOBaHUE NPOLLECCOB MOHUTOPUHTA, OLEHKU W NPELCTaB/EHUS] OTYETOB;

b) NpeAcTaB/ieHNe OTHETOB BbICLIEMY PYKOBOACTBY O (PYHKLMOHMPOBAaHMM NpoLecca ynpasneHus npe-
TEH3USAMU N HEOBXOANMOCTU YyULLEHWIA:

C) NoAAepPXKy Pe3ynbTaTUBHOIO N 3hIEKTUBHOIO (DYHKLMOHMPOBAHMS NpoLecca ynpaB/ieHns NpeTeH-
3UsIMU. BK/loUasi HaGop U oGyueHue nepcoHana, TexHosnorudeckue Tpe6oBaHus, TPe6GOBaHUS K LOKYMEH-
Tam, coboAeHne 3an1aHMpoOBaHHbIX CPOKOB YPETYIMPOBaHUSA NPeTeH3uii 1 Apyrux Tpe6oBaHwii, a Takke
npoBefieHNe aHanM3a npotecca.

[FOCT P NCO 10002—2007]

5.3.3 PykoBOAMTENN Pa3fiNyHbIX CTPYKTYPHbIX NOApasAesfieHuii opraHusauuy, BOB/IEYEHHble B MpPo-
Liecc ynpaBneHusi NpeTeH3nsiM1 B pamkax CBOUX NOSTHOMOUUIA, f,O/MKHBI ObITb OTBETCTBEHHLI 3a cCreayoLine
neicTBus:

a) obecneyeHne BHeApeHNs npoLecca ynpasneHus npeTeHsnsamu,;

b) B3avMofelicTB/E C NpeACcTaBUTENEM PYKOBOACTBA MO YNpPaB/ieHU0 NPETEH3NSAMN,

c) obecneyeHve coaeincTBMA pacnpocTpaHeHWo NOHMMAaHUA npouecca ynpas/eHs NpeTeH3nsaMu v
Heo6x0AMMOCTN OpueHTaLUMn Ha NnoTpebutens;

d) o6ecneyeHve nerkoro AocTyna K MHopMaLuy o npoLiecce ynpasneHUs nNpeTeH3nsamu;

E) npeacTas/ieHNe OTYETOB O AeATEe/IbHOCTU N NPUHATLIX pelleHnAax no ynpasseHUo npeTeH3namMu:

0 obecneyeHne NpoBefeHNs MOHUTOPUHIA MPOLECca yNpaBieHNs NPeTeH3UsIMU U perncTpauum ero
pesynbTaTos;

[l) obecneyeHne MpoBELEHUS COOTBETCTBYHOLUX AEWCTBUIA B LeNsax ycTpaHeHus npobnemsl, npej-
yNpexaeHus ee NoBTOPHOTO BO3HWKHOBEHWSI U BEAEHNS PErMCTPaLMOHHbIX 3an1ceil;

h) o6ecneyeHne AOCTYNHOCTY AaHHbLIX MO yNpaBieHUO NPETEH3USMN A1 aHan3a CO CTOPOHbI BbiC-
Luero pykoBOACTBA.

[FOCT P NCO 10002—2007]

5.3.4 Becb nepcoHas, HenocpeacTBEHHO paboTallmii ¢ NoNb30BaTeNsAMU YCYT CBA3W, NPeAbsABAsA0-
LWMMY NPETEH3NI0, [OJIKEH;

- 6bITb 06YYEH yNpaBneHNIO NPETEH3NAMY;

- cobnogatb TpeboBaHUS K NpefcTaB/eHN0 YCTaHOBMEHHbIX OTYETOB MO 6oMy Buay paboT c npe-
TEH3USAMU;

- BEX/IMBO 06pawartbcs ¢ Nosib3oBaTenisiMu, 6bICTPO paccMaTpyBaTh NPETEH3UN MU HANPaBAATb UX OT-
BETCTBEHHOMY UCMNOMHUTENIO:

- NOKa3blBaTb XOPOLUNE MEX/TUYHOCTHbIE Y KOMMYHUKATUBHbLIE HaBbIKM.

5.3.5 Becb nepcoHast A0/KEH:

- 3HaTb O CBOEW PoNn, OTBETCTBEHHOCTY 1 NOTHOMOUYUSIX OTHOCUTE/IbHO NPETEH3NIA;

- 3HaTb NocefoBaTeNlbHOCTb NpoLeayp U NpefocTaBNseMyto NPeAbABNSAILLEMY NPETEH3UI0 NHOPMALMIO.

5.3.6 OTBETCTBEHHOCTb M MOSIHOMOYUS NepcoHasna, BOB/IEYEHHOIo B NPOLLECC YNpPaB/IeHUsA NPeTeH3ns-
MW. JO/MKHbI BbITb JOKYMEHTaIbHO OYOPM/IEHbI.

6 lMpouepypa ynpaB/ieHUA NpeTeH3nAMU

6.1 Nopaya npeTeH3unii

6.1.1 B coOTBETCTBUMN C POCCUINCKMM 3aKOHOZATENLCTBOM MOJSib30BaTeb YCAYr CBSA3M B C/yvae, ecnu
no ero MHEeHU UMEeNo MECTO HapyLLeHne onepaTtopoM CBSA3W SOTOBOPHbLIX 0683aTeNbCTB, AJ15 3aLUTbl CBOMX
npaB MOXeT NpeAbABUTbL ONepaTopy CBA3W NPETEH3MIO0.

4
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6.1.2 MNpeTeH3na nNpegbABAAETCA OpraHu3aLnm, okasblBaroLweid ycnyru cBssun, B MTMCbMEHHOM BUAE C UC-
nosib30BaHNEM /19 nepefaym cpefcTs CBA3N, obecneynsarownx PUKCMpoBaHne ee oTNpasieHns (3akasHbIM,
LEHHbIM MUCbMOM W T. M.). WK JIMYHO C BPyYEHUEM MMcbMa Mof pacnucky. Kpome TOro, npeTeHsnss MoxeT
6bITb MpeabsABeHa NyTeM 3anucy NPeTeH3UN B KHUTY Xanob v npesioxXeHunid, Hanmume KoTopoii y onepaTtopa
CBSI31 B COOTBETCTBUM C 3aKOHOAATENLCTBOM [1] ABNsAeTCA 06A3aTe bHbIM.

Bo3moxHa oTrnpaska Konuu NpeTeH3nn 1 NpuaoXKeHnii 31eKTPOHHOW NOYTON C OAHOBPEMEHHO OTnpas-
KOl opurmHana 3akasHbiM MUCbMOM.

6.1.3 B NMCbMEHHON NPeTeH3nn JO/MKHO BbITb ACHO WM3/10XEHO, YEM He YA0BNETBOPEH NpeAbsABAsio-
LM NpeTeH3ni0, B YEM COCTOAT HapylleHWe A0roBOPHbIX 0653aTeNbCTB M TpeboBaHUSA NpeabaBAsAoLEero
npeTeH3unio.

K npeTeH3un npunaraetcs KoNus 4orosopa, ecnv NpesbaBnsiowmniA NpeTeH3no ABNseTcs aboHeHToM, a
TaKKe fOKYMEHTbI, NOATBEPXAAOLLNE U3NOXKEHHbIE (DAKTHI.

6.1.4 NHchopmauus o nopsgke nodayv nNpeTeHsuin A4o/mMKHa 6biTh JOCTYMNHA NoTpebuTento.

6.1.5 B opranmsauumn go/mkHa 6biTb paspaboTaHa [OKYMEHTUpOBaHHas npouedypa ynpasneHus npe-
TEH3MsIMU. B KOTOPOI OnpeaenstTcs NopsaAoK AeliCTBUIA Ha BCex aTanax paboTbl C NpeTeH3naMM, Nopsnok
B3aVMOAeNCcTBNA nogpasfeneHnii, KOHTPOsIbHbIE CPOKM NPOBEAEHUS 3Tanos.

6.2 [MonyyeHue n paccMoTpeHue nNpeTeH3unii, NOCTYNMBLLUUX B OpraHusauunto

6.2.1 MNpu NOCTYNNEHUN NPETEH3NN B OPraHU3aLuio OHa [0/KHA ObiTb 3aperncTpMpoBaHa B YCTaHOB-
NIEHHOM NopsfKe Kak BXOAALMIA JOKYMEHT.

6.2.2 MpeTeH3nKn, NOCTYNUBLLME B OpraH13aLuio No pasHbIM KaHanam, AO/MKHbI ObiTb naeHTuduuposa-
Hbl KaK NPeTeH3UN 1 NnepeaaHbl AN PACCMOTPEHUSI YNOTHOMOYEHHOMY noApasfeneHuio (nuuy). Npeabasus-
LNIA NPeTeH3no A0/MKEH ObiTb MHOPMMPOBAH AOCTYMNHLIM CNOCO60OM (MO nouTe, TenedoHy, 3NEKTPOHHON
noyTe 1 T. N.) 0 NOSIYYEHNN NPETEH3NN OpraHn3aunei.

6.2.3 MNocne nonyvyeHus kaxzol npeTeHsun Aos/mkHa 6biTb NPOBeAeHa ee nepBoHavasibHast oleHka ¢
TOYKW 3PEHUA TakUX KpUTEPHEB, KaK BKHOCTb, 6€30MacHOCTb, C/IOXHOCTb, BO3MOXHbIE MOCNEACTBUS, a Takke
[oMxHa 6bITb NpoBefeHa OLeHKa HEO6GXOAMMOCTI Y BO3MOXHOCTU NPOBEeAEHNA HEMEAIEHHbIX AeCTBUIA No
PaccMOTPEHUIO NPETEH3UN.

6.2.4 lnA npoBefeHNs NepBOHaYanbHON OLEHKM NPETEH3UW AO0/MKHO ObiTb ONpeaeneHo Muo, oTBeT-
CTBEHHOE 3a NepBOHAYASIbHYH OLLEHKY.

6.2.5 Mo pesynbTaTtam nepBoHaYalbHON OLEHKM NPETEH3USI HANPaB/siETCsl HA paccnefoBaHue B COOT-
BETCTBYIOLME NoApa3feNeHns AN YyCTaHOB/IEHNA BCEX 06CTOATENLCTB, CBA3AHHbIX C NPETEH3MEN.

6.3 T[IpuHATVE peLleHns no pesysbTaTaM PacCMOTPEHUs NMPeTeH3nn

6.3.1 Mo pe3y/nbTaTam paccriefioBaHNs NPUHUMAETCA peLleHue 06 yA0BIeTBOPEHUN, YACTUYHOM Y0B-
NEeTBOPEHWUN WU OTK/IOHEHUW NpeTeH3un. O cofepXaHun pelleHus o6a3atenibHo MHDOPMUpYeTCa npeab-
ABNAIOWMIA NpeTeH3nto. HesaBncrMMo OT hopMbl NOAAYN MPETEH3MN OTBET Ha MPETEeH3MI0 A0/MKEH ObiTh AaH B
NMUCbMEHHOM BUAE.

6.3.2 OTBEeT [JO/IXEH coAepxaTb MHGOPMALMI0 O PeLleHnn, Cpokax U Mepax, KoTopble NpeanpuHATLI
nnn 6yayt npeanpuHATLI N0 YAOBAETBOPEHUIO NPETEH3MW. B criyyae OTKIOHEHUS NPeTeH3nn LO/KHbI ObiTh
N3M0XEHbI MPUYUHLI. M KOTOPLIM 0TKa3aHO B YJ0B/ETBOPEHNMN NPETEH3NN.

6.3.3 ECnn NpeabsaBASIOWMIA NPETEH3NI0 He CornaceH C npeanpuHruMaemMbsiMy MepamMu, cTatyc npeTeH-
31N OCTaeTCA OTKPbITbIM, & NPeTeH3nA CHOBa NOCTynaeT Ha pacCMOTpeHne Ana onpeaeneHnsa anbtepHaTtue-
HbIX BO3MOXHOCTEW MO yA0B/IETBOPEHNIO NPETEH3UN.

6.3.4 PelleHve nnu nobble feiicTBrsA, CBA3AHHbIE C NPETEH3MENR U UMEeloLLe OTHOLLEHWE K BOB/IEYEH-
HOMY NepcoHany, AO/MKHbI 6bITb AOBEAEHbI A0 HETO HEMEAIEHHO NOC/e NPUHATUSA PELEHUS UAW BbINOSHEHNS
COOTBETCTBYHOLLMX AENCTBUIA.

6.4 O6ecneyeHne NPOC/IEXNBAEMOCTU NPeTeH3uniA

6.4.1 MNpeTeH3uo crefyeT NPOC/EXVWBaTb OT MOMEHTa ee MOJIyYeHusi A0 MOJIHOTO 3aBEPLUEHUS Mpo-
Liecca ynpas/ieHusi NpeTeH3uei, Koraa npeabaBsioluil npeTeHsuno 6yaeT YA0BAETBOPEH WM NPUHATO 3a-
KNOUUTENbHOE peLleHue.

6.4.2 Ansi ob6ecneyveHnst NPOCNeXMBAEMOCTY NPETEH3UIi A0/KHbI GbITh ONpefesieHbl NUL0 Uunu nog-
pasgeneHve. OTBETCTBEHHbIE 3a BeAeHue U A0CTYN K MHGopMaumu O TekyLem COCTOsiHUM npouecca ynpas-
NEHUS NPETEH3USMN.
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6.4.3 B npouecce ynpasieHus NpeTeH3nsAsMy KOHTPOSIMPYIOTCA CeAyloLine BpeMeHHble XapakTepucTtu-
Kn paboThbl C KaXA0i npeTeH3unei:

a) BpeMs paccMOTPeHus npeTeH3un (0T MOMEeHTa permcTpaunm A0 MOMeHTa MHGOPMUPOBaHNA Npesb-
ABNAIOLWEro NMPeTEeH3NI0 0 NPUHATOM peLLeHnn);

6) Bpems BO3BpaLLeHVs LeHeXHbIX CPeACTB MpY NPUHATUM peLleHns O BO3BpaTe AEeHEeXHbIX CpeacTs
Unn Bo3MellleHun yuep6a (0T MOMEHTa NPUHATUA pPeLleHns [0 MOMEHTa nepesoja AeHeXHbIX CPefCcTB);

B) BpEMS yCTpaHeHUss He0CTaTKOB OKa3aHUs ycnyr (COOTBETCTBME CPOKOB BbINOIHEHWS paboT cornaco-
BaHHbIM C NO/Ib30BATE/IEM CPOKaM).

6.5 BepgeHue 3anvceil o xoge pa6oTbl C NPETEH3USIMU

6.5.1 B opraHu3aLuu BegyTcs cneaylolime 3anucu, kacawwmecs paboTbl C NPETeH3NAMU:

- 3anucu yyeTa BXoAsllel n ucxogsieii KoppecnoHaeHumn:

- 3anucu o xofe paboTbl C MPeTeH3NAMN Ha Bcex aTanax (CM. Takke npunoxexus A un b);

- 3anuncu o6 obydyeHnn nepcoHana;

- 3anucu 06 aHanuse npouecca ynpasneHus NpeTeH3nsiM1u Co CTOPOHbI PYKOBOACTBA.

6.5.2 OpraHusaumsa Ao/HKHa YyCTaHOBUTb U BHeApUTb Npoueaypy BeAeHUs 3anuceil NpeTeHsuin u oT-
BETOB Ha HUX. HEOOXOAMMYIO A1 MCNOJIb30BaHNSA 3TUX 3anvCeil 1 ynpaBfeHUs UMU. a Takke A0/MKHA ObITb
obecneyeHa 3aluTa 1060 NNYHOW MHOPMAaLMK 1 KOH(PMAEHUNANTBHOCTU NPeabABASIOWErO NPeTeH3unH.
Mpoueaypa BefeHUs 3anucei gomkHa oTBevatb TpeboBaHusaM nyHkTa 8.1 TOCT P MCO 10002.

6.5.3 MNucbMeHHas NpeTeH3usl, a TakkKe MUCbMEHHbI OTBET NPeAbABASNLWEMY MPETEH3NI [AO/MKHbI
6bITb 3aperMcTpUpoBaHbl B YCTAHOB/IEHHOM MOPSAKe Kak BXoAsAwas/mcxogaiwas KoppecnoHaeHums.

6.5.4 3anucu o xoae paboTbl C NpeTeH3nsAMN BeayTcs B 6yMaXHOM BUAE C UCNO/Ib30BaHNEM crneunasb-
HOTO XypHana, kKapToYyek Un B 3/IEKTPOHHOM BUfe, B TOM YKC/Ie C NOMOLLbH (DYHKLMOHNPYIOLLE B opraHm3a-
LuUM cUCTeMbl ynpaB/ieHNs B3avMOOTHOLEHNSMU ¢ knneHTamu (CRM).

6.5.5 dopma BefeHUs 1 0TOBPaXeHMA 3anuceil fo/KHa 06ecneymBaTb BO3MOXHOCTb OLLEHKN UCMOMHE-
HMS KOHTPOJIbHbIX CPOKOB M Y06CTBO UX UCMO/Ib30BaHUS ANS1 aHa/M3a NpeTeH3unii 1 paboTbl opraHm3auum c
H/MW CO CTOPOHbI PYKOBOACTBA.

6.6 AHanu3 npeTeH3uni

6.6.1 OpraHusauusa fo/mKHa knaccuduumposaTb ¥ aHaIM3nMpoBaTb BCe NMPeTeH3un A1 YyCTaHOB/eHUA
cucTematuyeckoro, nNepmoanyeckn noBTOPSAEMOro W/uanM eayHUYHOIO Xxapaktepa npobnem, onpefeneHus ux
OCHOBHbIX TEHAEHLMIA 1 Mep NO yCTPaHEeHW0 OCHOBHbIX MPUYUH NPETEH3NIA.

6.6.2 OpraHusaumsa fo/HKHa BeCTU NOCTOSAHHY paboTy Mo onpeAeneHuo YpoBHel y0B1eTBOPEHHOCTH
npeabABAAIOLWMX NPETEH3NI0 NPOLECCOM YNpaB/ieHNsa NpeTeH3nsaMN NyTeM BblIGOPOYHbIX OMPOCOB NpeabsB-
NAOLWUX NPETEH3NI0 UK APYTMMU MEeTohaMu.

6.6.3 OpraHusaumsa fo/HkHa NPOBOAUTL NOCTOSHHBIVE MOHWTOPUWHT NpoLiecca ynpasieHns npeTeH3nsamMu,
[ANS 3TOro yctaHaBNvBaTh M OLEHMBATb NapaMeTpbl NpoLecca ynpasneHns npeTeH3nsaMmn, oleHnBaTb NoTpe6-
HOCTb B pecypcax (Bk/ovasn yenoBeyeckme) n cobmpaemblx AaHHbIX. BO3MOXHbIE KpUTEPUUN ANA U3MEPEHUS
napameTpoB npouecca ynpas/ieHUs NpeTeH3nsaMn 1 pyKoBOACTBO MO NOCTOSAHHOMY MOHUTOPUHIY npefcTas-
NeHbl B CNpaBoYyHOM npunoxeHun G k FOCT P NCO 10002.

6.6.4 NS oLeHKM COOTBETCTBUSA MpoLuecca ynpasfeHUs NPeTeH3UAMU YCTAHOB/IEHHBIM KPUTEPUAM ©
obecneynBaemMoCTV AOCTVXEHUA Lenei opraHm3aumm AO/HKEH OCYLLEeCTBAATLCA BHYTPEHHWUI KOHTPOSb faH-
HOro npotiecca Co CTOPOHb! JJO/MKHOCTHbIX /1AL, OpraHu3aLlmy CorfnacHo yCTaHOB/IEHHbIM OTBETCTBEHHOCTU U
NOSIHOMOYMSIM. BHeLIHWI KOHTPOb NpoLecca ynpaBieHns NPeTeH3nAMN MOXET OCYLLeCTBAATLCS NyTEM NPo-
BeieHNs ayamTa KOMNETEHTHbIMW U He3aBUCUMbIMU OT NPOBEPAEMON AeATeNbHOCTM nnuamu. TpeboBaHus K
ayauTy npeacrtaB/ieHbl B cnpaBoyHOM npusioxeHun H k ctaHgapty FTOCT P MCO 10002.

AyauT npouecca ynpas/fieHUs NpeTeH3nsaMN MOXeT NPOBOANTLCA Kak YacTb ayauta CUCTEMbl MEHEX-
MeHTa kayecTBa, Hanpumep, B cootsetcTBun ¢ FOCT P MCO 19011.

6.6.5 BbiClLee pyKOBOACTBO OpraHusauum 40/HKHO aHa/IM3nMpoBaTth NPOLLECC yrnpas/ieHUs npeTeH3naMm
ANA cnepylownx Lenei:

- OLEHKM TeKyLei NpUrofHoCTH, afekBaTHOCTU, Pe3ybTaTUBHOCTU 1 3ath(DEKTUBHOCTU npoLecca,;

- MgeHTUurkaumm n aHanusa c/lly4yaeB HeCOOTBETCTBUSA MPOLECCOB W YCYr YCTaHOBNEHHbIM Tpebo-
BaHUAM;

- OLLEHKM BO3MOXHOCTEN Y yylleHNsa npouecca ynpasieHns NpeTeH3nsamMmn 1 okasblBaeMblX YCIyr:

- OLLeHKN HeobX0AMMOCTN N3MEHEHNSA MOMNTUKN U LieNeil B ynpaBieHnn NpeTeH3namm.

MeproANYHOCTb aHann3a A0/MKHa ObiTb YCTAHOB/IEHA.
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6.7 TlocTOAAHHOE yny4lweHue

6.7.1 OpraHu3auus JO/MKHA NPeAnpUHUMATL He06X0AUMblE AeliCTBUS A5 YCTPAHEHUS CYLLECTBYHOLNX
1 NOTEHUMASIbHLIX NPOGEM, SBASIOWMXCS NMPUYMHOW NPeTeH3niA. KOHeUHbIM pe3ysibTaToM JO/IKHO CTaTb Mo-
CTOSIHHOE Yy/yulleHne KauecTBa 0Ka3biBaeMbIX YC/yT.

6.7.2 OpraHuzauusi JO/MKHA MOCTOSIHHO MOBbIWATL Pe3yNbTaTUBHOCTb U 3pheKTUBHOCTL npouecca
ynpaBieHusi NpeTeH3nsIMU NOCPeACTBOM KOPPEKTUPYIOLWMX 1 Npeaynpexatolmx aeiicTeuii, paspabartbiBae-
MbIX HAa OCHOBE NOCTOSIHHOTO MOHUTOPWHIA W aHa13a npoLecca.
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Mpunoxexve A
(cnpaBoyHOE)

CopepxaHue 3anuceil o xoge paboTbl ¢ npeTeH3unell

3anucy o xoAe paboTbl C NpeTeH3neli UMEIOT CeayloLnii cocTas CBEeAEHNIA:
- MHAMBMAYabHbIA MAEHTUNKALNMOHHBI HOMEP NPETEH3NN;
- HOMep perucTpauumn BXoAaslLell KoppecrnoHAeHUUN, cogepxalleii NpeTeH3mio;
- faTta v Bpems NOoCTyn/IeHNs NpeTeH3uu;
- CBefleHus 0 NpeabaBsiolLeM npeteHsunto: ®.1.0. nonb3oearens’HasBaHne KOMMNaH11, KOHTAKTHOE NINLIO, KOHTaKT-
Hble faHHblE;
- cofiepxaHune npeTeHsuy;
- MHhopmaLums 0 paccnefoBaHum:
- NPVHATOE pelleHne, AaTa NPUHATAS PeLLeHMS;
- OTMeTKa 06 060CHOBAHHOCTW U/ HEOH6OCHOBAHHOCTU MPETEH3UN:
- AaTa 1 cofepxaHue oTBeTa NpeAbaBAAOLLEMY MPETEH3NIO;
- VHhopMaumsa 0 NPUHATLIX Mepax:
- Npyv Bo3BpaTe AeHEXHbIX CPeACTB — AaTa Nepeync/ieHns 1 HoMep NaTexHoro nopyyeHus;
- NpW yCTpaHeHUn HeAOCTaTKOB OKa3aHWs YC/yr — OTMETKM O MPeAnpUHATBIX AeNCTBUSX, BPEMS YCTPaHEeHNs
Hef0CTaTKOB;
- MHPopMaLUVs 0 NOATBEPXAEHUN NPESbABMBLUMM MPETEH3NI0 Pe3y/bTaTUBHOCTY NMPUHATLIX Mep:
- MHhopmaLWst 0 Hecornacuu'cornacum NpeAbABUBLLErO NPETEH3NIO C NPYHUMAEMbIMU Mepamm;
- ABIAAETCA /N NPETEH3VSI MOBTOPHOIA.
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Mpunoxexve b
(cnpaBoyHoe)

PekomeHpgauun no sefeHuo 3anuvcei o NPeTeH3ndax B 3/IEKTPOHHOM Buae

Mpv BefeHWK 3anuceii B 3/1IeKTPOHHOM BUAe LiesiecoobpasHo A5 yao6cTBa obpalleHns ¢ MHchopmaLmein obecne-
YNTb BO3MOXHOCTb OHOBPEMEHHOr0 0TOGPaXEHUS BCEX CBEAEHWIA, OTHOCALLMXCS K O4HON NpeTeH3wun, 1 BCeX CBeAEeHUIA,
OTHOCALLMXCA K rpynne npeTeH3uid, 0To6paHHbIX Mo onpegeneHHOMY Npy3Haky (HanpymMep, NpeTeH3unn 3a onpeaesieHHbIi
nepuog, nan NpeTeH3unM OAHOro Nosb30BaTe s UK NPEeTeH3Un onpeAeIeHHOro CofepXaHuns), Co CeayoLLMM CoCTaBoM
MHdopMaLUn:

- UAEHTUPUKALMOHHBI HOMEP NPETEH3MUK:

- fata perucrpaumn:

- HOMep perncTpauuy BXoasLlein KoppecnoHAEHUMN, CoAepXaLlei NPeTeH3unto;

- ®.11.0. nonb3oBatens|'Ha3BaHe KOMNaHuu;

- KpaTKoe CofiepXaHune NPeTeH3um:

- NPUHATOE pelueHne/oTMeTka 060CHOBAHHOCTU NPETEH3UK;

-faTta NpUHATUSA peLleHnss;

- OTBETCTBEHHOE NLO;

- faTa v ncxogswmii Homep oTBeTa, Cnocob OTNpaBKy;

- cornacoBaHHbIii CPOK YCTpaHeHWs HeJoCTaTKoB;

- (haKTMyeckuii CpoK YCTpaHeHWs Hef0CTaTKoB;

- AaTa nepeyncneHns cpeacTs (B clyyae NPUHATAA COOTBETCTBYIOLLETO peLueHuns).
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Buénunorpadcusa

depepanbHbIii 3akoH 0T 7 uona 2003 1. N9 126-d3 «O cBA3n»

depepasibHblii 3aKoH 0T 17 niona 1999 1. Ne 176-®3 «O no4TOBON CBA3N»

«[paBuna okasaHusi ycnyr TenerpadHoil cBsisu». YTB. mocTaHoeneHvem [lpasutensctsa P® ot 15 anpens
2005 1. Ne 222

«[MpaBwna okasaHusa ycnyr NoABWKHOW CBS3W». YTB. NocTaHoBeHVEM MNpasuTenbcTea PP ot 25 mas 2005 1. Ne 328
«MpaBuna okasaHWsA yCnyr MEecTHON, BHYTPU30HOBOM, MEXAYropoAHON 1 MeXAyHapoaHOV Tened)OHHOW CBA3M».
YTB. noctaHossieHeM lMpasutensctea P® ot 18 mas 2005 r. Ne 310

«[lNpaBuna okasaHua TenemaTnyeckmx ycnyr CBasu». YTB. nocTaHoBneHnem [MpasuTenbctea PP oT 10 ceHTA6ps
2007 1. Ne 575

«[MpaBuna okasaHus ycayr cBA3u ANs Leneil TefeBU3MOHHOTO BeLLaHusa 1 (Wnn) paAvoBeLLaHns». YTB. MOCTaHOB-
neHvem MpasuTenscrea P® ot 22 gekabps 2006 r. Ne 785

«[paBunna okasaHus ycnyr CBA3u Mo nepegaye AaHHbIX». YTB. NoctaHoBneHvem MNpasutenscrea P® oT 23 aHBaps
2006 1. Ne 32

«lMpaBuna okasaHna yCnyr cBA3u NPOBOLHOTO pPagmoBeELLaHns». YTB. nocTaHoBneHvem lMpasutenscrea P® oT
6 moHA 2005 1. Ne 353

«[lMpaBuna okasaHns ycnyr N0O4TOBOW CBA3M». YTB. NnocTaHoBNeHueMm Mpasutenscrtea P® ot 15 anpens 2005 r. Ne 221
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