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MpeancnoBune

Llenu v npyHuunel ctaHgapTusaumm B Poccuiickon ®eaepaunn yctaHosneHs degepanbHbiM 3aKOHOM OT
27 pexabps 2002 r. Ne 184-93 «O TeXHUYEeCKOM perysMpoBaHuny, a Nnpasuna NpUMeHeHUa HalUOoHanbHbIX
ctaHgapToB Poccuiickoin deaepauumn — FOCT P 1.0—2004 «CtangapTusauma B Poccuiickort degepauuu.
OcHOBHbIE NOMNOXEHUs»

CBepgieHus 0 cTaHaapTe

1 NMOArOTOBNEH OTKpLITEIM aKLMOHEPHBIM 06WecTBOM «Bcepoccuinckuii HaydHo-uccnegoeartenb-
CKUIA MHCTUTYT cepTudukaumm» (OAO «BHUUC» ) Ha ocHoBe coBCTBEHHOro ayTEHTUYHOTO NepeBoaa cTaHaap-
Ta, yKazaHHOro B NyHkTe 4

2 BHECEH YnpaBneHueM TeXHU4eCKoro perynvposaHua n ctaHgaptusauuu PegepansHoro areHTcTea
no TEXHUYECKOMY perynmpoBaHuio U MeTponorum

3 YTBEPXIOEH U BBEAEH B AEWCTBUE Mpukasom denepansHoro areHTcTsa no TexXHU4ecKkomy
perynupoBaHuio u meTposioruun ot 27 mas 2009 r. Ne 167-ct

4 Hactosuuuin ctaHgapT ugeHTudeH mexayHapogHomy ctaHgapty MCO 10003:2007 «MeHeaXkmeHT
KayecTBa. YAOBNETBOPEHHOCTb NoTpeburenein. Pekomergaunn no yperynupoBaHuio ClopHbIX BOMPOCOB BHE
opraHuzaumm» (ISO 10003:2007 «Quality management — Customer satisfaction — Guidelines for dispute
resolution external to organizations»).

Mpu npuMeHeHWn HacTosLero cTaHaapTa pekoMeHAyeTCs UCMONb30BaTb BMECTO CCISIOYHOro Mexay-
HapoAHOro craHaapTa COOTBETCTBYIOLLMIA eMy HaluuoHanbHel ctaHgapT Poccuiickoin ®egepaunn, ceeageHuns
0 KOTOpbIX NPUBEAEHbI B AONOMHATENLHOM NpunoxeHun N

5 BBEJEH BINEPBbIE

UHbopMmayus 06 usMeHeHUAX K HacmosuweMy cmaHdapmy nybrnukyemcsl 8 exe2o00Ho u30asaeMoM
UHbOpMalUOHHOM yKazamene «HayuoHanbHbie cmaHOapmbi», a MeKcm USMeHeHUU U rornpasoK — 8 exxeMe-
CA4YHO U3dasaeMbix UHGbOPMaUUOHHbIX yKasamensax « HauuoHarnbHbie cmaHOapmei». B cnyyae nepecmompa
(3ameHb!) unu ommeHbl Hacmosiwe2o cmaHdapma coomeemcemeytouiee ysedomieHue 6ydem onybrnukosaHo
8 eXXeMeCsAYHO U30asaeMoM UHbopMaUUOHHOM yKkazamerne «HayuoHansHele cmaHdapmel». Coomeemcmey-
rowas uHhopmayusi, yeedoMIIeHUSA U MeKCMbl pa3Meuaromces makxe 8 UHgopmayuoHHol cucmeme obujezo
10/1b308aHUs — Ha oghuyuansHom catime PedepalibHO20 azeHmMemea 1o MexHUYEeCKOMY pe2ynuposaHuio u
memponoeauu e cemu ViumepHem
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BBepeHue

0.1 O6wue nonoxeHun

HacToawuii cTaHgapT coaepXuT pekoMeHAaumu Ans opraHusaLin no nnaHUpoBaHUIo, NMPOeKTMPOBaHUIo,
paspabBoTke, BLINOSHEHMIO, NOAAEPKAHMUIO U YTTyYLIEHUH 3 hEKTUBHOTO U PE3YTIbTATUBHOO YPEryNMpoBaHUsl BHe
opraHu1saLun CriopHbIX BOMPOCOB, CBA3AHHbIX € anofamu Ha NpoayKumio. YperynupoBaHue CriopHbIX BOMPOCOB
npencTasnset coboit ucnpasneHne pasnmiHLIMU METOAAMMN CUTYaLIK, KOT1a OPraHWU3aLIma He MOXeT paspeLUmnThb
xanoBy cBOUMM cunamu. BonbLIMHCTBO Xarnob MoryT GbiTb YCMELHO YperynmposaHbl BHYTPU opraHusaLmm 6e3
HeoBXoOMMOCT B AalbHEMLLMX BPEMEHHBIX TpaTax 1 6osiee CroXHBIX MpoueccyanbHbIX NpoLleaypax.

MpumevaHusn

1 OpraHusaumsim pekomeHayeTcs paspaboTats ahDeKTUBHbLIN U pe3ynbTaTUBHbINM BHYTPEHHUI Npouecc paboThl ¢
xanobamu, cooteeTcTBytoWwmMin MCO 10002.

CyWecTBYIOT pa3nuyHble MeTOAbl YPErynMpoBaHUsi CMOPHbLIX BOMPOCOB WM TEPMWHbI, WX ONWUCLIBAIOLLME.
OT0 — cornacuTenbHbI€, KOHCYNbTATUBHbBIE M YCTaHaBNUBAIOLMe MeTo/bl (CM. npunoxexne A). Kaxabii n3 3Tux MetogoB
MOXeT 6bITb NPUMEHEH KaK CaMOCTOATESIbHO, TaK U B NoCneaoBaTenbHOCTU ApYr 3a 4pYyrom.

HacTtoswuii ctaHaapT MOXeT ObiTb UCNONb30BaH:

a) ans paspaboTku npouecca yperynmpoBaHus CNOPHBIX BOMPOCOB U MPUHATUS pELLEHNS O TOM, KOraa npeanaratb
UCTLaM Ha4aTb 3TOT NPOLECT;

b) ansebIGopaareHTano peleHmnio CNOPHbLIX BOMPOCOB (fanee — areHT, cM. 3.9), cnocobHOro yaoBneTBOpUTHL Cne-
LUndryecknm TpeboBaHMAM U OXKUAAHWUAM OpraHM3auun.

2 AreHTbl M3 06LLECTBEHHOIO M YaCTHOTO CEKTOPOB MOMYT MMETb Pa3fyHble OPraHn3aunoHHbIe POpMEI, BKIIOHan
accoumaumm U3 MexoTpacreBblX U OTpacneBbiX CEKTOPOB, accoLmaLmm, HadHavyaeMble NPaBUTENbCTBOM AN PpacCMOoTpe-
HWS XKano6 YacTHBIX NUL B OTHOLIEHUU rOCYAaPCTBEHHBIX YUPEXKAEHUNA.

HacTtoswmin cTaHgapT, npeaHasHayeHHbIA 411 OpraHusauuin, MoxeT ObITb Mone3eH 1 areHtTam ans NoHu-
MaHWs Toro, YeM pyKoBOACTBYIOTCA OpraHu3aumn. AreHTbl Taioke MOryT NPUMEHSITb pekoMeHaaLmnn B npouecce
yperynmpoBaHuna CropHbIX BOMPOCOB BHYTPU CBOEA OpraHu3aLum.

OpraHunszaumam pekoMeHayeTcs MiaHAPoBaTh, NPOEKTUPOBaTh, paspabaTbiBaTb, BLINOMHATL, Noaaep-
XMBaTb U yrydLwaTh NpoLecc yperynmpoBaHus ClopHbIX BOMPOCOB B COOTBETCTBUM C NpaBunaMm AOCTUKEHUS
yAOBMNETBOPEHHOCTN NOTPebUTENa 1 npoueccom paboTbl ¢ Xanobamu u MHTErpupoBaTh UX B CUCTEMY MeHea-
KMeHTa KayecTBa Unn Apyrue cucteMbl MeHe)KMeHTa opraHu3auun.

BbinonHeHWe pekoMeHAaL Ml HacToAWEro cTaHgapTa NOMOXET YacTHLIM NNLAM U OpraHu3aumam oue-
HUTb 3P PEKTUBHOCTD, PE3YNbTATUBHOCTL U BECNPUCTPaCcTHOCTL Npouecca yperyiMposaHusa CopHbIX BONPo-
COB B opraHusauuv. BHegpeHue HacTosiero ctaHgapTa no3BonuT:

- obecneunTb rMbkoe yperynmpoBaHmie CriopHbIX BOMPOCOB, YTO B CpaBHEHUN ¢ cyaebHbIM pasbupaTtenb-
CTBOM MOXeT BbITb Horee AelleBbiM, MPOCTbIM U ObICTPBIM, 0COBEHHO NPpY MeXAYHaPOAHBLIX KOHMNUKTaX;

- MOBbICUTL CTEMEHb YAOBMETBOPEHHOCTM U NOANBHOCTU NOTPebUTeneit;

- 3a4aTb OPUEHTUP, B COOTBETCTBUM C KOTOPLIM (h3nYecKme muua u opraHnsaumnum MoryT oLeHnBaTh Tpe-
60BaHMs, No KOTOPLIM PaboTaoT OpraHU3aLnn U areHTbl, 0OTHOCUTENBHO 3D EKTUBHOCTU, Pe3ynNbTaTUBHOCTU
1 6ecnpncTPacTHOCTM UX AEATENbHOCTH,

- oKasaTb MOMOLLb B MHGOPMUPOBAHUM NOTEHLMANBHBIX Y4ACTHUKOB YPEryiMpoBaHUAa CNOPHbIX BONPO-
coB 00 YCNOBUSIX y4acTus, CTOMMOCTA 1 HOPUANYECKNX NOCIeACTBUAX;

- MOBbLICUTb BO3MOXHOCTW OpraHuM3aLumn No BLISIBAEHWIO U YCTPAHEHWIO NPUYUH BO3HUKHOBEHMWS pas-
HOrMacui;

- YNy4ywuTb cnocobbl paboThl ¢ kanobamu U pasHornacusiMn B opraHusalnm;

- MpegocTaBnTb AONOMHUTENBHYO MHpOPMaLMIO, CMOCOBCTBYIOLLYIO YITYYLIEHWUIO NPOLECCOB U MPOaYK-
LK opraHnsaumm;

- MOBBLICUTL penyTaLuuto opraHn3aLmnmn unm n3bexaTb NpUHMHeHNUs yllepba;

- MOBbICUTbL KOHKYPEHTOCMOCOBHOCTL Ha BHYTPEHHEM M MUPOBOM PbIHKaX;

- obBecne4nTb yBEPEHHOCTL B BECMPUCTPACTHOM M Haanexallem paspeLleHnn CriopHbIX BOMPOCOB Ha
MWUPOBOM pbIHKe.

MpuMedaHu e — TepMUHONONYsI, NCMONb3yeMasi B OTHOLLEHUW yperyTMPOBaHUS CMIOPHBIX BOMPOCOB, HE BCer-
[a 0VHaKoBa B pasHblX CTpaHax Mvpa. B npunoxeHun A npuBegeH rnoccapuii HeKOTOPbIX SKBUBANEHTHbLIX TEPMUHOB.

0.2 CoBmecTumoctb ¢ UCO 9001 n UCO 9004

HacTosiwmia ctangapt coemectum ¢ MCO 9001 n UCO 9004 n nogaepxusaeT Lenn 3TUX AByX cTaHgap-
TOB NnocpeAcTBOM 3P eKTUBHOrO 1 4ENCTBEHHOro NPUMEHEHUs Npouecca yperynmpoBaHusi CropHbIX BONpo-
coB. HacTosawwmin ctaHaapT MoXeT Takke GbiTb Ucronb3oBaH HezaBucumo oT MCO 9001 n NCO 9004.
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NCO 9001 ycTaHasnuBaeT TpeboBaHUS K cUCTEME MeHeXKMeHTa KauecTBa, KoTopble MOryT 6biTb
MCMoNb30BaHbl AN Lienien BHyTpeHHero NpUMeHeHusi opraHnsaunsamm, cepTudukasnm Unm 3aknioYeHns KoH-
TpakTo.. [poLecc yperynnmposBaHus CropHbIX BONPOCOB, ONMCaHHbIN B HACTOALLEM CTaHAapTe, MOXET SABMATb-
CA BMIEMEHTOM CUCTEeMbl MeHeXMeHTa KayecTBa. HacTosiluMin cTaHgapT He npeaHasHadeH ana uenemn
cepTrduUKaLn Nn 3aKNioYeHNs KOHTPaKTOB.

NCO 9004 coaepxuT pekoMeHaaL MM No NOCTOAHHOMY YNyULLEHNIO (PYHKLMOHMPOBaHWS CUCTEM MeHe-
XMeHTa kayecTBa. [puMeHeHe HacTosLWero cTaHgapTa MoXeT B AalbHeALWweM ynydwmnTs paboTy B OTHOLLe-
HUU YperynmpoBaHus CNopHbIX BOMPOCOB C UCTLL@MU 1 MOBLICUTL CTeneHb yA0BNeTBOpeHHOCTM NoTpebuTtenei,
NCTLOB 1 APYriX 3auHTepecoBaHHbIX CTOPOH. MpuMeHeHve cTaHaapTa MOXeT Takke crnocobcTBoOBaTb NOCTO-
AAHHOMY YNyYLLEHUIO KavecTBa NpoayKLUMM 1 NpoLeccoB, OCHOBaHHbIX Ha oBpaTHOl cBaA3n OT noTpebutenei,
NCTLOB U APYTUX 3auHTepeCcoBaHHbIX CTOPOH.

MpumeyaHn e — 3amHTepecoBaHHBIMU CTOPOHAMU MOTYT ObITh: NOTPEGUTENU, areHTbl, NPOMBbILLINEHHbIE 06b-
eOVHEHNS U UX YrneHbl, NoTpebnTenbCckue opraHmaaumm, COOTBETCTBYIOLLME NPABN TENbCTBEHHbIE OpraHbl, NepcoHar, Bna-
Aenblbl U gpyrve.

0.3 CoBmectumoctb ¢ UCO 10001 1 UCO 10002

HacTosiwmi ctaHgapt coemectum c MCO 10001 uMCO 10002. ST Tpu cTaHgapTa MoryT ObITb UCMOMbL30-
BaHbl Kak Mo OTAENbHOCTW, Tak U coBMecTHO. Mpu coBMecTHOM ncnonbsosaHum MCO 10001, NCO 10002 n
MCO 10003 moryT cTaTb YacTbio 60mee 06LWNPHOM MHTErPUPOBAHHON CUCTEMbI Ha OCHOBE NPaBuUN AOCTKEHUS
YA0BNETBOPEHHOCTN NoTpebuTens (fanee — npasuna), obpalueHus ¢ xanobaMmu 1 yperynmpoBaHns crnop-
HbIX BONPOCOB (CM. npunoxeHue B).

MCO 10001 cogepxunT pekoMeHaaLmmM OTHOCUTENbHO NPaBuil JOCTUXKEHUS OpraHusaumen yaoBneTBo-
peHHoCTU NoTpebuTens. YcTaHOBNEHHbIE B TaKUX NpaBunax oxuaaHna notpebuTtenein oT opraHu3auum u ee
NPOAYKLUN MOTYT CHU3UTb BEPOSITHOCTb BOSHUKHOBEHWS anob 1 cnopHbiX BONpocoB. Mpu BO3HUKHOBEHUM
*anob 1 CnopHbIX BOMPOCOB Hanuyve npasun No3BONUT CTOPOHaM NOHATb OXkuaaHuA noTpebuTenein n ctapa-
HWs1 opraHusauun no UxX yaoBreTBOPEHUIO.

MCO 10002 coaepxuT pekomeHAaL 1 No BHyTpeHHeMy obpalleHuto cxanobamn, OTHOCALWUMUCA K NPo-
AyKUmn.

HacTosawmi ctaHgapT MoXeT ObITb MCNOMb30BaH B CIly4Yae HeBO3MOXHOCTU paspeLleHust anobbl BHYT-
py opraHusaumu.

0.4 YTBepXKAeHUA OTHOCUTENLHO COOTBETCTBUSA

HacToswui ctaHgapT paspaboTaH Ans cCamocTosATENbHONO NCMONBb30BaHUA B KAYeCTBE PYKOBOASILLENO
AokymeHTa. lMpu BbINONHEHUM Bcex TpeboBaHWUA, YCTAHOBMEHHBLIX HACTOALWMM CTaHAapTOM, opraHusauums
MOXeT caenaTb 3asiBNieHMe 0 BHeAPEHWUU NpoLiecca yperynmpoBaHus CropHbIX BONPOCOB Ha OCHOBE HacTos-
wero ctaHgapTa.

OpHako nobbIx 3assneHuin o cootsetcTBuM MCO 10003, npoTuBOpevalmnx HacTosiLLieMy cTaHaapTy,
cneayet nsberatb.

MpumeyaHune — 3asenenus o cootBeTctBMM MCO 10003 He gonyckaeTcs ucnonb3oBaTh B N06bIX peknam-
HbIX U MHGOPMAaLMOHHBIX MaTepuanax, npecc-penu3ax, bpowiopax, Buaeo, odbuumanbHbiX 3asnBneHusax, ambnemax,
NO3yHrax U 3aronoBKax Ansi pasnuyHbIX CpeACcTB MacCoBOW MHOpMaLMK — OT NevaTh U paguosewwanna o MHtepHetan
MyNbTUMEAWUNHBIX NPUNOXEHWUN, SIPIIBIKOB Ha NPOAYKLMIO, CUMBOIIOB U 6aHHepoB.
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HAUWOHANbHBIN CTAHOAPT POCCUMUNCKOW OSGEQLEPALUMU

MEHEDKMEHT KAYECTBA

YaoBneTBOpeHHOCTb NOTpebuTenei.
PekomMeHAaLUU NO yperynupoBaHUIO CMOPHbIX BONMPOCOB BHe opraHusauuu

Quality management. Customer satisfaction. Guidelines for dispute resolution extemal to organizations

Data BBepeuna — 2010—07—01

1 O6nacTb NpMMeHeHus

HacToqwumin ctaHgapT coaepXXuT pekoMeHaauMu no NnaHUpoBaHuio, NPOEKTUpPoBaHuIo, paspaboTke,
BbINOJIHEHWIO, MOAAEPXKAHMIO U yNyULIeHUIO 3¢ DEKTUBHOCTU M pe3ynbTaTUBHOCTM NpoLecca yperynuposaHust
CNOPHbLIX BONPOCOB, CBA3AHHLIX C XXanobamu, KoTopble OpraHusaLmmu He yaanoch pa3peLllnTb CBOUMU CUNaMU.
HacTtosawun ctaHgapT NpuMMeHUM:

- Ans xano6, OTHOCSALMXCA K NPOAYKUMK, NpeaHasHavYeHHoN Ansa noTpebuTenei, npouecca paboThl ¢
anobaMu Unn yperynmpoBaHus CnopHbIX BOMPOCOB.

MpumeyaHune— BCOOTBETCTBMM C HACTOALLMM CTAHAAPTOM TEPMUH «NPOAYKUMS» BKITloYaeT B cebs ycnyrm,
nporpammHoe obecneveHne, obopyaoBaHve 1 nepepabaTbiBaemble MaTepunarnbl;

- [ONA paspeLleHns CnopHbIX BOMNPOCOB, BO3HUKAIOLLMX B X0Ae OCYLLEeCTBEeHUs AeATeNlbHOCTA B Npe/e-
nax cTpaHbl U 3a pyGexoM, BKIoUas dMeKTPOHHYH KOMMEepPLMIo.

Hacroswui ctaHaapt, npeaHasHayeHHbl i ANs MPUMeHeHNst BceMn opraHn3auuaMy He3aBUCUMO OT UX
BMAA, pasmepa U BbiNyckaemoi NpoayKLMW, COOEPXUT pekoMeHaaLum:

- OTHOCUTENbHO TOro, KOrAa W KakMm ofpasoM opraHMsaLMyM MOryT y4acTBOBaTh B yperynuposaHum
CMOPHbLIX BOMPOCOB;

- N0 BbIGOPY areHToB 1 UCNOMNbL3CBAHNI0 UX YCHYT;

- M0 BOBMEYEHWIO BLICLLIErO PYKOBOACTBA U NPUHATUIO UM 06A3aTeTbCTB OTHOCUTEIBHO YPErynposaHns
CMOpPHBIX BONPOCOB 1 o6GecnevyeHns COOTBETCTBYIOLLMMU pecypcaMi BHYTPU opraHn3aLni;

- no oBecneveHno 6ecnpucTpacTHOCTU, MPUTOAHOCTM, NPO3PaYHOCTM U AOCTYMHOCTU AeATENLHOCTA No
YPerynmpoBaHuio CnopHbIX BOMPOCOB;

- MO MEHEMKMEHTY y4acTusl opraH13aLyn B peLleHn CriopHbIX BOMPOCOB;

- M0 MOHUTOPUHTY, OLIEHKE M YITyHLIEeHMWIO MPOoLIecca peLLeHns CropHbIX BOMPOCOB.

MpumeyaHune— B 4acTHOCTH, HACTOSILLMI CTAHAAPT HaLENeH Kak Ha yperynvpoBaHue CropHbIX BOMPOCOB
Mexay opraHusaumen n nuuamm, npruoGpeTammy U UCNONb3YIWUMK NPOAYKLMIO A4S NINMYHBIX UK BbITOBBLIX HYXA,
TaK ¥ Ha yperynupoBaHue CrnopHbIX BOMPOCOB MeXAy OpraHvaaumeii u Masnbim GU3Hecom.

HacTosiwuuin ctTanaapT He NpeaHasHavyeH Ans Lenei cepTudukaLmm Unm sakrnodeHna KOHTpakToB. CTaH-
[apT He NpeaHasHayeH ANg yperynMpoBaHysa CNOPHBIX BONMPOCOB APYrUX BUAOB, TakuX Kak TPYAOBLIE CrOpsI.
HacTtoswwuin cTangapT He NpedHasHadveH ANa USMEeHeHWs Kakux-ninbo npas uim oba3aHHOCTEN, YyCTaHOBMEH-
HbIX COOTBETCTBYOLLMMI 3aKoHOAaTENbHBIMI 1 APYTMMUK 06a3aTeNbHbIMU TPeBGoBaHUAMM.

HacToswwuit cTaHaapT He pacnpocTpaHaeTes Ha Xanobbl BHYTPU opraHusaLuu.

2 HopMaTuBHbIe CCbINKKU

YKasaHHbI HUXKe CChINOYHbIN OKYMEHT HeobXoamMM ANs UCNofb30BaHNsa HacTosIWero ctangapTa. Ans
AaTUPOBaHHbIX CCbINOK NPUMEHSIIOT TOMBKO TY BePCUIo, KoTopas Gbina ynomsaHyTa B TekcTe. AN HegaTuposaH-
HbIX CCbINIOK HEOBX0AMMO MCMONb30BaTh CaMoe nocneaHee n3gaHve JoKyMeHTa (Bkioyas nobble nonpasku).

MCO 9000:2005 Cuctembl MeHemkmeHTa kadecTBa. OCHOBHbIE NOMOXEHWUS 1 CrIOBapb

WU3paHne opnymnansHoe
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3 TepMuHBbI M onpegeneHnn

B HacTosiLeM cTaHgapTe npUMeHeHbl TepMuHbl, 4aHHble B MCO 9000:2005, a Takcke cneayowme Tepmu-
Hbl C COOTBETCTBYIOLWNMN onpeaeneHnaMu:

3.1 accoumaumn (association): OpraHusauus (3.8), UneHammn KOTOPOU ABMAOTCA ApYr1e opraHusauum
Unu oTAenbHble Nuua.

3.2 ucreu(complainant): lluuo, opranusauus (3.8) unuux npeacrasurens, nogaoLuinkanoby (3.3).

MpumevyaHusn

1 B cooTBETCTBUM C HACTOAWMM CTaHZapToM noTpebuTens, nogawowero xanoby Ha areHTa B NepBOA MHCTaHLWMK,
TaKKe CHMTaKOT KUCTLOMY.

2 [laHHoe onpegeneHve yToO4YHAST TepMUH, NpuBedeHHbIn B ICO 10002:2004, cornacHo KoTOpoMy npeacTaBuTernb
MOXET BbICTYNaTh OT UMEHM KaK (PU3NYECKOTo NULa, TaK M OPraHn3aummn.

3.3 xano6a (complaint): HanpasneHHoe B oprannsauumto (3.8) BbipakeHue HeyAOBIETBOPEHHOCTHU ee
npogyKkumen unm camum npoLeccom obpalleHus ¢ xxanobamu, B sBHOM UK HesiIBHOW hopme npeanonaraioliee
OTBET UM pesonouuto.

[MCO 10002:2004, ctaTbsa 3.2]

MpwuMedyaHwue—XKanobbl MOryT OTHOCUTBCSH K MPOLECCY YPErynMpoBaHUsi CNOPHbIX BOoNpocoB (3.6).
3.4 notpebuTensb (customer): OpraHusauus (3.8) unv nuuo, nonyyatollee NPOAYKLMIO.

TMpumep — 3akKa34uk, KITUeHM, KOHEYHbIl NOJIb308aMerb, PO3HUYHBLIU mopaoeey, 6eHechuyuap unu Noky-
namens.

MpumevyaHusn

1 MNoTtpebutens MoxeT GbiTb BHYTPEHHUM UM BHELLHUM NO OTHOLEHWIC K OPraHn3aumm.

2 [MprMeHUTEenbHO K HacTosIWEeMy CTaHgapTy TePMUH «noTpebuTenby BKoYaeT B cebn Takke noTeHumanbHbIX
notpebutenen.

3 TepmuH agantuposaH us CO 9000:2005 (3.3.5).

3.5 ypoBneTBopeHHOCTb NoTpebuTtens (customer satisfaction): Bocnpuatue notpedurenem (3.4)
CTerneHu BbiNnonHeHus ero TpeboBaHui.

MpumevaHusn

1 Xanob6a (3.3) sensetcs obWwmM NnokasaTenem HU3KOM YA0BNETBOPEHHOCTU NOTpetuTens, 0ogHako ee OTCYTCTBUE
He 06s13aTenbHO NpegnonaraeT BbICOKYHO YA0BNETBOPEHHOCTL NOTpebuTens.

2 [axe ecnn TpeboBaHnsinoTpebnTensa GbnmM C HUM COrnacoBaHbl M BbINOMHEHbI, 3TO He 06s13aTenbHO obecneumBa-
€T BbICOKY0 YAOBNETBOPEHHOCTL NOTPebuTens.

[MCO 9000:2005, ctaThs 3.1.4]

3.6 cnopHbIA Bonpoc (dispute resolution): Hecornacue, Bo3HuKwee 13 xano6bl (3.3), nepeaaHHon
areHTy (3.9).

MpumedyaHue— HekoTopble opraHn3saumm (3.8) npegocTaBnsioT cBOUM notpeburtensim (3.4) BO3MOXHOCTb
HanpaeuTb Xanoby HermocpeaCTBEHHO areHTy. B Takom criyuae BolpaXeHue HeyAoBNeTBOPEHHOCTU CTAHOBMUTCS Xanoboi
nocne nepeaayv ero B OpraHvM3auuio ansi oTeeTa U CTAHOBUTCS pa3HOriiacueM, eCrv ero He yaeTCs yperynmpoBaTh BHYT-
pv opraHusauum 6ea yuyacTus areHta. MHoOrve opraHusauum npeanoynTaioT, YTobbl noTpebuTenmu coobwany B nepeyio ove-
peab VM o NoGo HeyAOBNETBOPEHHOCTH, NPEX/E YEM HAYUHATBL YPETyNIMPOBaTh CMOPHbIE BONPOCHI BHE OPraHn3aLmm.

3.7 npeacTaBuTenb (No paspellueHuio CNopHbIX BonpocoB) (dispute resolver): Iluuo, HasHavyaemoe
areHToM (3.9), Ans okasaHWUA NOMOLLM CTOPOHAM B peLleHUM CMOPHBLIX BOMpocoB (3.6).

M pwumedyaHune— lNpeacrasutenem moxeT 6bITb NEpcoHan, NULO, Beayluee Jyxue gena 6e3 nopyyeHusi, unm
NNLO, HAHATOE Ha AI0rOBOPHOW OCHOBE.

3.8 opraHusauusa (organization): Mpynna paboTHUKOB n HeobxoAUMBIX CPEACTB C pacnpeaerieHuemM
OTBETCTBEHHOCTU, NOSTHOMOYUI N B3aNMOOTHOLLIEHUIA.

Mpumep — Komnanus, kopnopayus, hupma, npednpussmue, yuypexoernue, 6rrazomeopumersnsHasi Op2aHu-
3ayus, npednpusimue Po3HU4HOU Mopzoenu, accoyuayus (3.1), a makxe ux nodpasdeneHus unu koM6uHayus u3
HuX.

MpumevaHunn
1 Hacroswmi ctaHaapT NPUMEHNM K OpraHm3aumsim pa3Horo TUNa, Kaxaasi M3 KOTOPbIX UrPaeT pasnuyHyio porb B
npouecce yperynupoBaHus cnopHbix Bonpocos (3.6). Cioga OTHOCATCS opraHu3auum, UMeloLLMe HepaspeLlleHHbIe

2
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*ano6bi (3.3), areHTbl (3.9) N0 peweHnio CnopHbLIX BOMPOCOB U accoumnaumnm (3.1), npoeogsiume nnm cnoHcupytowme npo-
LiecC yperynmpoBaHus CriopHbIX BONPocoB. [ins yao6cTBa Nonb3oBaHUs B HACTOSILLEM CTaHAAPTE TEPMUH «OpraHn3aumny,
NPVYIMEHsIEMbIA CAMOCTOSITENBHO, O3HAYAET yHpeXxaeHne, NoNyYmBLLEE HEPA3PELLEHHYIO Xanoby, KOTOpoe B HACTOALWMN
MOMEHT SIBMSIETCS YHACTHUKOM cnopa unu 6yaeT um. TEpMUHBI «areHT» 1 «accoumaums» NPUMMeHNMbI AN ONMCaHNA opra-
HU3auun gpyrmx TUMNoB.

2 TepwmuH agantupoBan us MCO 9000:2005, crtaTtbs 3.3.1.

3.9 areHT (no peleHUIo CNOPHLIX BonpocoB) (provider): Nuuo unu opraHusauma (3.8), npoeoasuwas
npoLecc 11 pykosoasLLasa NpoLeccoM yperynmpoBaHusi CROPHLIX BOoNpocoB (3.6), ABNAoWanca BHeLHe N
Mo OTHOLLEHWUIO K opraHusaunn.

MpumevaHus

1 B obuwem cnydae areHT — 3T0 NUUO, IOPUANYECKN HE3ABMCUMOE OT oprann3auumn u nctua (3.2). Takum o6pasom,
cobniogaeTcsi HE3aBUCUMOCTb U BeCcnpUCTpacTHOCTL (CM. 4.5). B HeKOTOpbIX cryyasix B paMmkax opraHn3aumm co3gaeTcs
oTAenbHoe nogpasgeneHve no paboTe ¢ HepaspelweHHbIMU xano6amum (3.3). HacToawmi ctangapTt He npeaHasHaqeH
AN TaKMX Cry4Yaes, HO MOXEeT OKa3aTbCH MOMNEe3HbIM.

2 AreHT 3akrio4aeT co CTOPOHaMU KOHTPaKT Ha yperynmpoBaHue CropHbIX BONPOCOB U OTYMTLIBaeTCs no pabore.
AreHT HasHavaeT NpeacTaBUTENS, a TaKkKe OpraHn3yeT NoanepXKy, ynpasneHue n apyrve suasl pabort no obecneqeHuio
hVMHaHCOBLIMU pecypcamu, KaHLTOBapaMm, COCTaBMNeHMIo pacnucalnini, o6y4eHmnio, NPeaoCcTaBNEHNIO NOMELLEHWUN, Haa-
30pywUT. 4.

3 AreHTamu MOryT GbITb OpraHu3aumm pasnuyHbIx popm COGCTBEHHOCTH, BKNIOYasi HEKOMMEPYECKME, KOMMEpYeC-
Kve 1 o6WeCcTBEHHbIE YHPEXAEHUS, B TOM YMcne u accoumaumm (3.1).

4 PykoBopgsiine NPUHLMUNbI
4.1 OOwwue NnonoxeHus

B ocHoBe 3(hheKTUBHOMO U pesynbTaTUBHOIO yperynuposaHusa CNOpHbIX BONPOCOB NEXUT YeTkoe cneao-
BaHWe pyKOBOAALWNM NPUHLMNAM, YCTAHOBMEHHbIM B 4.2—4.12.

4.2 Cornacue Ha yyactTue

YuacTtue UCTLOB B yperyiMpoBaHimn cnopHbIX BONPOCOB, Npeasiaraemoe opraHusaumnein, omkHO ObiTb
006poBonbHbIM. Cornacue Ha ydacTue AOMKHO OblTb OCHOBaHO Ha MOSIHOM NOHUMAaHWK NpoLecca, UHpopmn-
POBaHNN O HEM N €r0 BO3SMOXHbIX pe3yNibTaTax. Ecnn n0Tp36v|TeneM ABNASTCA UL, KynueLlee U UCnonb3y-
toLee NpodyKumMo ANs NNYHBIX UK GbITOBLIX HYXKA, TO ro cornacue Ha ydacTue B yperynmpoBaHumn He 0SMKHO
6bITb 0B6si3aTenbHbIM (CM. Npunoxexue C).

MpumevaHusn

1 Cornacve Ha y4acTue B yperyrnmpoBaHum CriopHbIX BOMPOCOB MOXeT 6bITb 06513aTenbHbIM YCIOBUEM B KOHTPaK-
Tax Mexgy opraHv3aumsiMu.

2 B pasnnyHbix cTpaHax corrnacue Ha y4acTve MoXeT nognagaTth Nnoz AecTBUe 3akoHoAaTeNbHbIX U Apyrmx 06s3a-
TenbHbIX TpeboBaHuiA.

4.3 [ocTynHocTb

MpoLecc yperynmpoBaHns CropHbIX BONPOCOB AOMKEH BbITb AOCTYMHBIM Anst OBHapY>XeHUS U UCNONb30-
BaHWA (cM. npunoxexue D).

4.4 NMpumMmeHUMocTb

MeToga yperynupoBaHusi CopHbIX BONPOCOB, MpeAsiaraeMblil CTOpOHaM — y4acTHUKaM cnopa (CM. npu-
noxeHwue A), 1 BCe BO3MOXHbIE BUAbI KOMMEHCALMA UCTLY AOSIKHBI COOTBETCTBOBaTL NpeameTy crnopa (cMm.
npunoxexue E).

4.5 BecnpuUcTpacTHOCTb

OpraHusaums JormkHa npucTynaTb K yperynupoBaHUio CropHbIX BOMPOCOB ¢ HamepeHuem Gecnpu-
CTPAaCTHOro M 4YeCTHOTO paspelleHns cnopa ¢ ncTuom. OpraHusauusl AOIPkHA BeIGpaTh areHTa, NnepcoHan KoTo-
pOro 1 NpeaCcTaBUTENN, 3aHATLIE B YPErYNMPOBaHNM COPHbIX BONPOCOB, HE UMEOT NpeaybexaeHuid n o6bek-
TUBHbI. Takum 06pasom, NpPoLecchl, PekoOMEeHAaUMn U ycTaHaBnMBawwme pelleHus GyayT cuuTaTbes
He3aBUCUMbIMU U CripaBeaMBLIMUK A1 06enx CTOPOH (CM. npunoxeHue F).

4.6 KomneTeHTHOCTb
MepcoHan opraHuMsaunn, areHTbl U NpeacTaBATENN ACIDKHLI 06naaaTh NMYHLIMU Ka4YecTBaMU, HaBblKa-

MU, MOATOTOBKOM U OMbITOM, HEO6X0AUMbBIMUY 4151 BLIMONIHEHUS! CBOUX 0Bsi3aHHOCTEN HaAnexaluM o6pasom
(cm. npunoxexue G).



rocT P UCO 10003—2009

4.7 CBoeBpeMeHHOCTb

CropHble BONPOCH! A0MKHbI GbITh YperynmposaHsl Tak 6bICTPO, Kak TOMbKO BO3MOXHO, C y4eToM npeame-
Ta crnopa v ucrnosb3yemoro npolecca (cM. NpunoxeHue H).

4.8 KoHduaeHumnanbHocTb

HeobxoanMmo noaaepkmBaTth KOHMUAEHUMANBHOCTb W 3aliMLaTh NepcoHanbHyo MHgopmaLuo, ecnm
ee packpblTue He TpebyeTcs Mo 3aKoHy, UMK MPWU MOMYYEeHUM Ha 3TO cormacus 3anHTEPecOoBaHHOro nuLa.
AHanornyHelM 06pasom crieayeT noaaepkuBaTth KOHPUAEHLMANEHOCTL U 3aLLIMTY KOMMEPYECKOM TalHbl, ecrin
packpbITUe AaHHOW MHdopMaLmMK He TpeByeTcs No 3aKoHyY, UMW NpK cornacumn cTopoHbl — obragaTens KoM-
Mep4eckoll TaliHbl Ha ee obHapogoBaHue.

MpumedvaHuns

1 MepcoHanbHas MHOpMaLmMsa — 3TO CBeAeHWs, KOTopble, ByAy4m CBA3AHHLIMM C KOHKPETHBIM NTULIOM, MOTYT BbIThb
MCMNONb30BaHbl ANA €ro aeHTUdMKaLMY, BKIIOUas YCTAHOBMNEHWE MMEHU, aapeca, 3NEKTPOHHON NoYThl, Homepa Tenedo-
Ha 1 ApyrMX AaHHbIX. [nsi Kaxaon CTpaHbl CyLLEeCTBYeT CBOE TOYHOE TOJIKOBaHWEe 3TOro TePMUHa.

2 [aHHbI NpUHLMN MOXeT ObiTb NPUMEHUM MOCPEACTBOM MONUTUKUA YNPaBNeHUsi OTHOCUTENBHO AOBEAEHWS U
MCMOMb30BaHWA MHOPMaLmMK, NoNy4YeHHOW B NPOLECcce yperynMpoBaHusi CNIOPHbLIX BOMPOCOB, MPW 3asiBIIEHWN O TaKoM
NONUTUKE ero y4acTHUKaM.

3 [Ansnpueneyenusi Ha [OOPOBONBHON OCHOBE OPraHW3aLuii K yperynmpoBaHUio CNOPHbIX BOMPOCOB MHOrAa Heo6-
Xoammo 3awmaTtb AaHHbIE O HAMMEHOBAHUN OpraHn3auunuy, ecnn packpbiTne 3TuxX AaHHbIX HE Tpe6yeTc;| Nno 3aKOHY.

4.9 Mpospa4vyHocTb

Heobxoammas nHcbopmaLums, kKacatoLascs npoLecca yperynmpoBaHust CopHbIX BOMPOCOB, areHTa u ero
AesATeNbHOCTU, A0MKHA BblTh packpbiTa UCTLaM, opraH13auusamM 1 o6LLecTBEHHOCTM (CM. npuroxetue ).

MpwnwmeyaHwne— MpUHLUMN NPO3PaYHOCTU CBSI3aH TONBbKO C MHpopMmaLumeli o npoLecce yperynupoBaHusi Cnop-
HbIX BONPOCORB, areHTe 1 ero AesiTenbHOCTU, HO He CBs3aH ¢ 06HapOA0BaHUEM NEPCOHArNbHbIX AaHHbIX 06 NCTLE U KOMMep-
YECKOW TaliHbl OpraHm3auum.

4.10 3aKoHHOCTb

Mpouecc yperynmpoBaHusa CnopHbIX BONPOCOB AOJDKEeH OCYLLEeCTBIIATLCA B COOTBETCTBUU C ﬂeﬁCTBYIO-
LWMM 3aKoHO4aTe TbCTBOM U AOTOBOPEHHOCTAMM CTOPOH.

4.11 BO3MOXHOCTb

Heobxoanmblie pecypcCbl ANA yperynuposaHuUA CNopHbIX BONPOCOB A0/TKHbI ObITb B HAWMYUU U 4OSKHDI
6bITb ncnonb3yeMbiMun, a Takke athbhekTUBHO U pe3ynbTaTuBHO ynpasnaeMbiMUn.

4.12 TMocTosiHHOe ynyulleHue

MNoBbiweHune 3cheKTUBHOCTU U pe3ynbTaTUBHOCTU NpoLecca yperynupoBaHusi ClopHbIX BONPOCOB A0N-
XHO ObITb NOCTOAHHON Liefblo OpraHn3aLmu.

5 CTpykKTypayperynupoBaHusi CNOPHbIX BONPOCOB

5.1 O6asatenncTBO

OpraHunsauust 4OSMKHa CTPEMUTLCS K acheKTUBHOMY U pe3ynbTaTUBHOMY NpoLEeccy yperynmposaHus
CMOPHBIX BONPOCOB B COOTBETCTBUM CO CBOEI MOSIUTUKON YperynupoBaH1sa cnopHbIX BoNpocoB (cM. 5.2). Oco-
6eHHO BaxkHO, 4YTOOLI BbICWEE PYKOBOACTBO ObINO 3anHTepecoBaHo B obecneyeHun pesynbTaTUBHOMO U
achbdeKkTMBHOrO NpoLecca yperynMpoBaHusi CliopHbLIX BONPOCOB 1 A0BeAeHUW CBEAEHUA 40 NepcoHarna opraHu-
3auun. CTpemneHue KyperynupoBaHuio CNopHbLIX BOMPOCOB MOXET CTaTb NONE3HbIM A0MNONIHEHNEM K poLieccy
paboTbl ¢ xanobamu BHYTPU opraHM3aLmM U NO3BONUTL NEPCoHany 1 UCTUaM crnocobCcTBoBaTh yIyylUeHUo
NpoLEeccoB 1 NPoAYKUUK opraHusaummn. ATo cTpemneHue AomKHO ObiTb 0TpaXkeHo Npu hopMUpoBaHUN U pas-
BEepTbIBAHWM MONMUTUKU WU Mpoleayp YperynMpoBaHUsA CrOpHLIX BOMPOCOB nocpedcTBOM obecneyeHus
HeobXoAMMbLIMK pecypcamu, BKoYas obyyeHue.

OpraHusauus 4oMmKHa Takke CTpeMUTbes K BbiGopy HanbGonee adeKTUBHBIX U pe3ynbTaTUBHbIX areH-
TOB MO PELLEHNIO CMOPHBIX BOMPOCOB B COOTBETCTBUN € LIENAMU OpraHnu3aLmm 1 ee npoLeccamMm (CM. Mpunoxe-
Hue J).

M pwnmeuyaHue— EcnvareHTom sIBNSIETCA accoumaumns, pekomeHayeTcsi, 4Tobbl oHa NpeAocTaBuna JOKyMeH-
Tbl 06 oueHke cBoel AeATENbLHOCTU U BO3MOXHOCTEN B 4aHHON obnacTu.

4
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5.2 MonuTuka yperynupoBaHusi COPHLIX BONPOCOB

5.2.1 ®opmMmupoBaHue NOUTUKU

BhicLuee pykoBOACTBO AOIMKHO hOPMUPOBATL YETKYHO U OAHO3HAYHYIO MONUTHKY YPEeryrimpoBaHus crop-
HbIX BOMPOCOB. Takas nonuTuka oMnXHa XapakTepnsoBaTb 06CToATeNbCTBA, MPU KOTOPbLIX OpraHnsaums yaeTt
nHcpopMUupoBsaTh NoTpebuTenei o npoLecce yperynupoBaHus CropHbIX BOMPOCOB U Npeanaratb UCTLaM pas-
peLmnTb CrOopHYIo cuTyaumnio (M. npunoxerue K). OpraHusaummn HagnexuT onpeaeniTb, AOUKHbI K UCTLbI
BOCMOSb30BaTLCA NpoLeccoM paboThl ¢ )kanobamu BHYTpU opraHM3aLnm o Havana npowuecca yperynmposa-
HUSA CMOpHBIX BOMpocoB. MonuTuka gormkHa 6biTb AOCTYNHA AN COOTBETCTBYOLWEro nepcoHana, UCTLoB,
notpebuTene n Apyrux sauHTepecoBaHHbIX CTOpoH. OHa AomkHa NoAaepKMBaTLCSA NpoLeaypamu 1 Lensamu
ONA Kaxaomn yHKLUA 1 poni BOBNEYEHHOro B NpoLIecc nepcoHarna.

MpwumedaHue— OpraHn3aumsi MOXeT COrMacnTbCHA Ha YPErynmpoBaHme CriopHbIX BOMPOCOB 40 BO3HWKHOBE-
HUS CMIOPHOM CUTYaLMU UNK, B 3aBUCUMOCTU OT 06CTOATENBCTB, NOCIHE BO3HUKHOBEHWS CNIOPHOI CUTYaLmMn Ha npearnarae-
MbiX el ycnoBusx. OpraHvnaauus MOXeT NPUAEepPXKMBaTLCS 3TOr0 MPUHLMMA Kak AN BCEX Crydvaes, TakK W ans gen
oTaenbHbIX Kateropuit. OpraHnsaumsi MoXeT NPeaoCcTaBUTh AOMNONHNTENbHbIE 06A3aTeNbCTBa, HAaNPUMEp rapaHTHbIe
06sA3aTensCTBa, UMK 3aKoHNTL A40roBop ¢ notpebutenem (cm. npunoxerne C), peknamHble «0Gewwannsay unm cornatue-
HWSI C areHToM.

Mpy hopMUPOBaHUM NMONUTUKN YPETYIIUPOBaHMUS CMIOPHBIX BOMPOCOB OpraHn3aLmst 40MKHA yYUTHIBATb:

- BCE COOTBETCTBYIOLUME 3aKoHOAATENbHbIE U Apyrie obszaTernbHble TpeboBaHus;

- cbuHaHCoBbIE, onepaTMBHbIE U opraHU3aLMoHHbIe NOTPeBHOCTH;

- OUEHKY BNNSIHASA NOMUTUKA HA YAOBNETBOPEHHOCTL NOTPEbUTENS;

- KOHKYPEHTHY'o cpeay;

- BXOAHble AaHHbIE OT UCTLIOB, MOTPebuUTENeN, NnepcoHana u 4pyrux 3auHTepecoBaHHbIX CTOPOH;

- rpouecchl MeHe)KMEHTa KauecTBa, NpaBuiia OCTUXKEHNUS yAOBNETBOPEHHOCTU NOTpebutenei u npo-
Liecchbl 06palleHns ¢ xanobamu B opraHnsalnm;

- Apyrue cnocobbl yperynmpoBaHus CriopHEIX BOMPOCOB, HarnpuMep cyaebHoe pasbupaTenbcTBo.

5.2.2 AHanus nonuTUKu

Monntrka AomKHa aHanM3npoBaTbCa ¢ onpeaeneHHOM NepUcaNYHOCTBIO U NPU HeOoBXoANMOCTH aKTya-
nnanpoBaTbcs.

5.2.3 CornacoBaHHOCTb NOMIUTUKU

MonnTuka B 06nacTy kauecTsa U NOMNTUKA MO paboTe ¢ xanobaMu n yperynmpoBaHUo CropHbIX BONPo-
COB A0MKHbI BbITb cormacoBaHbl Mexay coboi.

5.3 OTBeTCTBEHHOCTb BbICLLUErO PYKOBOACTBA

BhicLlee pykoBoACTBO AOMKHO 06ecneyunTb, YTobh!:

- MONMUTUKA yperynupoBaHnsi CNopHbIX BOMpocoB Obia AoBedeHa A0 CBegeHUs NepcoHana opraHuaa-
LMKX 1 Lenn yperynnmpoBaHusi CnopHbIX BOMPOCOB BhINM yCTaHOBMNEHbI B COOTBETCTBYIOWMX NoApasaeneHusx
opraHunsaLum U Ha COOTBETCTBYHOLLMX €€ YPOBHSX;

- MpoLecc yperynmpoBaHusl CopHbIX BOMPOCOB MoAfiexan nriaHupoBaHuio, NPOeKTUPoBaHuto, paspa-
60TKe, BbINOMHEHWIO, NOAAEPKAHUIO U YIYYLUEHWIO B COOTBETCTBMM C 3TUMU LIENAMU;

- MepcoHan noHMmarsn B3aMMOCBSA3b NpoLecca yperynmpoBaHna CMOPHbIX BOMPOCOB C HaMePeHNAMM
opraHusauum no obecrnevyeHuo yaoBNeTBOPEHHOCTU NoTpebuTens;

- opraHusauus onpeaenuna n pacnpeaenuna pecypcbl, Heobxoaumele Ans 3 deEKTUBHOrO, peayrbTa-
TUBHOro 1M BecnpucTpacTHOro npouecca yperynmpoBaHns CnopHbIX BOMPOCOR, BKITHOYas COOTBETCTBYOLEe
oby4eHue;

- MpoLecc yperynmpoBaHns CriopHbIX BOMPOCOB NponaraHanpoBancs B opraHnsauni v 6bin goBeaeH Ao
CBefeHMsa COOTBETCTBYHIOLLEro nepcoHana, notpebutenen n nctuos (cm. 4.3, 4.9 n npunoxenusi D u l);

- OTBETCTBEHHOCTb 1 MOMHOMOUMS, CBA3AHHLIE C yperyiMpoBaHneM CriopHbIX BOMNPOCOB, BHYTPU OpraHu-
3aUum GbINm YeTKo onpeaderneHsl;

- BesoTnaraTencHo U 3dekTMBHO OblM MonyYeHbl yBeAoMIeHUs 060 BcexX 3HauYMMbIX xanobax,
KacatoLmMxcs npoLecca yperynmpoBaHusi CopHBLIX BOMPOCOB, NPeACTaBUTENAX OpraHusaLnm, areHTax, y4acT-
BYIOLUMX B 3TOM npoLiecce, 1 NMobbix ero pesynbrarax.

6 MnaHnpoBaHWe, NPOEKTUPOBaHNE U paspaboTka
6.1 O6wme nonoxeHusa
OpraHusauns 4omKHa CrnnaHnpoBaTh, CNPOEKTUpoBaTh U paspaboTaTh achheKTUBHBIA U pe3ynbTaTuB-

HbIF MpoLecc yperynmMposaHnsa cnopHbix Bonpocos. OpraHusaums aomkHa paspaboTate Heobxoaumble 4ns
AaHHOro npouecca npoleaypbl.
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6.2 LUenn

OpraHuzauus AomKHa onpeaeniTs Lenu yperynuposaHust CNopHLIX BOMPOCOB. [JaHHble Lenn A0MKHDI
BbITb N3MEPUMBIMM 1 COrNacyemMbIMi C NOSNIUTUKON YperynunpoBaHWs CNopHbIX BONpocos (cM. 5.2). Lienu aon-
XHbl aHaNU3UPOBAaTLCA C ONpeaeNeHHON NePUoANYHOCTLIO U NMPU HEOBXOAUMOCTU aKTyanu3upoBaTbCs.

6.3 Meponpusatusa

OpraHunsauus 4ospkKHa OLEHUTb CBOW TeKyLMe BO3MOXHOCTU B OTHOLUEHUU YperynmpoBaHusa xanob un
CNOPHbIX BONPOCOB ANs onpeaeneHusa noTpebHOCTN B AOMOMHUTENbHBIX pecypcax Unn usmeHeHuax. Takas
oueHKa MOXeT BKntoYaTh B cebs:

- XapakTep 1 NepuognyHOCTb BO3HUKHOBEHUSA Xanob 1 CropHbIX BONPOCOB;

- MeToAbl Tekywen paboThl ¢ xanobamu;
cny4au ycnewHoro 1 HeyaaquHoro yperynnposaHusi CopHbIX BOMPOCOB AfA opraHusauumu;

- 3aTpaThbl U BbIroAbl OT YCNELWHOro U HeyAauHOro yperynnpoBaHua CnopHbIX BONPOCOB;

- 3aTpaThbl U BbIroAbl OT aganTauun CTOPOHHEro nNpoLecca yperynmpoBaHua CriopHbIX BONPOCOB.

6.3.1 NpoekTuposaHue

OpraHusauus 4omkHa NPoeKTUPOBaTL NPOLLECC YperynmpoBaHUa CNOPHBLIX BONPOCOB Ha OCHOBE aHanu-
3a CBOEN AeATeNbHOCTH Mo paboTe ¢ xanobamu 1 yperynmpoBaHuio CNopHbIX BONPOCOB, PECYPCOB U MONUTUKN
yperynupoBaHusa CnopHbIX BOMpocoB. Mpouecce yperynupoBaHus CNOopHbLIX BONPOCOB MOXeT GbITb B3auMOCBsi-
3aH 1M AoMmKeH 6bITb cornacoBaH ¢ ApyrMMun NpoLeccammn cUcTeMbl MEHeQXKMeHTa kadecTsa opraHusauuu. MNpu
NPOeKTpoBaHUN HeO0BX0AUMO YUMTBIBATL OMbIT APYrMX OpraHM3aLnin B yperynmposaHumn CnopHbIX BONPOCOB 1
npuBnekaTb areHTOB No yperynupoBaHuio CNopHbLIX BOMPOCOB (CM. Npunoxexue L).

MpuHUMaemble BO BHUMaHUe akTopbi:

- MpUHUMNLI, ONUCaHHbIe B pasaene 4;

- BUAbl CNOPHBIX BOMPOCOB, Tpebylowmx yperynuposaHus (HanpuMep, no kateropusiM notpeburtenein
WUN1 UCTLOB, BUAaM NPOAYKLUM);

- BO3MOXHble U NoAnexatme paccMoTPeHuUo cnocobbl Bo3MelleHUs yulepba;

- npeanaraeMble MeToAbl YperynmpoBaHusi CropHbIX BOMPOCOB (cornacutenbHble, KOHCYNbTaTUBHbIE
n/vnun yctaHasnvsarowme);

- BO3MOXHOE NPUHATUE opraHu3aLuein AONONMHUTENbHBIX 06A3aTeNbCTB NO YHaCTUIo B yperynuposaHum
CMOPHBIX BOMPOCOB UMK PeLLEeHUA B 3aBUCUMOCTU OT CUTYaLuu;

- KBanudmKauus NnpeacTaBMTENEN NO paspeLleHo CNOPHBIX BOMPOCOB;

- BbINNaThl, NpX HANM4YMKN TaKoBbIX, MONarawLwWwmeca uctTuam (cM. npunoxeHue D);

- y4yacTue CTOpPOoH (Harnpumep, M4Hoe, B TMCbMeHHoN copme, no TenedoHy uwunu NHTepHeTy);

- KPUTEepMU OLEHKM CMOPHBIX BOMPOCOB (3akoHodaTe lbHble 1 apyrve obsisatensHble TpeboBaHus, npa-
BUNa WK 6ecnpucTpacTHOCTL Ui paBHOMpaBue).

MpumMmedaHune—Accounaunm Takke MOTyT NPOEKTUPOBATL NPOLECCH YPETyIIMPOBaHUs CNOPHbLIX BONPOCOB
ZAMNs CBOWX YNEHOB M APYrvX OpraHu3aaLmii.

6.3.2 AHanus

OpraHusauus gomkHa aHanMsnpoBaTb 0CO6eHHOCTM NPOEKTUPOBaHUS NpoLiecca yperynnposaHust cnop-
HbIX BOMPOCOB cpean pasnnyHbIX KaTeropuii UCTLOB 40 ero BHeapeHus. AHanna MoxeT BbITb NPOBeAeH ¢ yyac-
TUEM OAHOro U/UNN HECKONbKMX areHToB. Ero pesynbTaTbl A0MKHEI BbiTh MPOaHanM3npoBaHbl C TOYKM 3peHUst
ynydlweHust ocobeHHOCTel NpoekTa Takum obpasom, 4Tobbl B 6onbLUel cTeneHn yaoBNeTBOPSATL MOMUTUKE U
Lensam opraHusaLmu.

6.4 Pecypchl

OpraHusauust goMkHa pacrnonaraTe pecypcamu, TakuMu Kak nepcoHan, MHdopMmauums, matepuarnsl,
th1HaHCEl 1 UHPaCTPYKTYpa, 1 MCMONb30BaTb X AN apdeKTUBHOrO U pesynbTaTUBHOrO:

- Bbl6opa COOTBETCTBYIOLIErO areHTa,;

- BKNaga B paboTy areHTa A0KHbIM o6pasom;

- y4yacTua B npoLiecce yperynmpoBaHusl CopHbIX BOMPOCOB;

- OUEHWBaHUA AeATENbLHOCTA areHTa, erc npeacTaBuTenei u gyHKLUMOHNPOBaHs NpoLiecca yperynmpo-
BaHMWsI CMIOPHBIX BOMNPOCOB.

7 OencTtBuA

7.1 O6Wwue nonoxeHus

OpraHnsauust AoSDKHa NPUMEHSATh NPoLeaypkl YperynmpoBaHust CropHBIX BOMpocos BecnpucTpacTHo,
3hheKT1BHO M peaynbTaTusHo. Mpu HeoBGXOAMMOCTU areHT 1 OpraHu3aLImMa 4OMKHEI cornacoBaThb nocneaosa-
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TENbHOCTb CBOWUX AENCTBUI B LENAX KOOpAUHALIMA AEATENbHOCTU B NPpoL,ecce BOSHUKHOBEHUS, KOHTPONS, Noa-
TBEPXKAEHWUSA, OLUEHKM, yperynmpoBaHusi CMopHLIX BOMPOCOB (BKIOYas npoLieaypbl cbopa COOTBETCTBYOLWMX
AoKa3aTenbCTB), UCMOMHEHNs1 BLIHECEHHOTO peLleHusl U nocneayowmx meponpusatuii. MpeactaBneHHas B
npunoxeHun M Gnok-cxema UNNKOCTPUPYET pasnu4Hble 3Tanbl yperyrmpoBaHusl ClopHbIX BONPOCOB.

7.2 HanpasneHue xanob6bl

OpraHu3auna ofmkHa BHeApUTb NpoLeaypy HanpasneHus HepaspelleHHbIX xanob areHty. OpraHusa-
LMs MOXET NepeaaBaTh Xarnobbl, KoTopble Bl pacCMOTPEHI, HO HE YperynupoBaHbl BHYTPU OpraHusaumn.
YKanoba moxeT 6bITb HanpaBneHa areHTy No XeMaHWIo UCTLOB, MUHYS OpraHU3aLmio, ecriv 3To npegycmoTpe-
HO MOMWUTUKON YperynupoBaHus CopHbIX BOMPOCOB opraHusauun. OpraHusaums gomkHa NpoBoAUTb OLEHKY
anob B COOTBETCTBUAM C YCTAHOBIEHHBIMU KPUTEPUSAMU, COrNacOBaHHLIMU C ar€HTOM UITM OrOBOPEHHBLIMU B
KOHTpakTe ¢ noTpebutenem. OpraHvsauua 4omkHa HanpaensiTh Xanoby areHTy, ecnv aTta xanoba cooTBeT-
CTBYET YCTaHOBNEHHLIM KpUTEpUsM. B NPOTUBHOM criydae opraHusauusa AoMKHa 3aKpbiTh Xanoby, ucnonbays
coOTBETCTBYIOWME npoLeaypbl. OpraHnsauusi Takke AorpkHa obecnevnBaTtb MPOCMEXMBAEMOCTb Kakaown
anobbl, HanpaBnNeHHOW areHTy Takum o0b6pasom, 4Tobbl OHa AocTurana agpecara.

7.3 Nony4eHue yBeAOMMEHUs 0 CIOPHOM Bonpoce

Mocne UHULMMPOBaHMSA NpoLiecca yperynmpoBaHusl CNopHbIX BONPOCOB OpraHu3auus A0MMKHa NPOUH-
dopmupoBaTh 06 3TOM COOTBETCTBYHOLMIA NepcoHan. Kpome nuu, 0TBETCTBEHHBIX 3a YperynupoBaHue cnop-
HbIX BOMPOCOB, MOTyT 6bITb NPOUHGOPMUPOBaHbLI NoApasaeneHus, OTBETCTBEHHbIE 3a obecneyeHne kavecTBa,
0bpaboTky xanob, paboTy ¢ noTpebutensiMmm 1 NpaBoBbie BONPOCHI.

7.4 MoaroToBKa oTBEeTa opraHuzaluuen

7.4.1 OueHKa CNOPHOro Bonpoca

OpraHunsauusa gomkHa npeanpuHuMaTh Heobxoaumble AeNCTBUA MO OLEHKE CNOpPHbIX BONPOCOB. Takumm
AeNCTBUAMU MOTYT ObiTh:

- nofny4veHWe 3anncei no geny UM npoLieccy, crasLueMy NPUYUHOW BOSHUKHOBEHMUS CNOPHOTo BOMpoCa,
BKITHOYast 3aNnCK O NPoAaKe UMK KOMUI0 PeKNamMHOoro o6baBneHus (Npyu HeobxoauMocTu), 3anncK o NpoBepKe
U PEMOHTE, BCe UTOroBble 3anucu o paboTe ¢ xanobamu u nHgopmaumio o Apyrux xanobax (npu Hanuuum
TaKOBbIX), NOAAHHBLIX UCTLLOM;

- KOHCYNbTaLMUU N0 TEXHUYECKUM, OPUANYECKUM, TOPrOBbLIM, MapKETUHIOBLIM BOMPOCaM, a TakkKe CBsI-
3aHHbIM C 0bpalleHUAMN ¢ xanobammu n ApyruM BoNpocam c NepcoHanomareHTa, paboTaroLwmm oT UMeHU opra-
HWU3aLWK, ecnn 3TO NPUMEHUMO K COPHON CUTYaLIMn.

MpumeyaHune— PekomeHayeTcsi, 4TOObl opraHn3aumsi noaaepXueana 3anmcy o CrnopHbIX BONPOCcax, xano-
Bax gns nepegaqyu ux areHTy, NnpeacTaBuTento W/unm apyron CTOpoHe B NpeanoYTUTENbLHOW AN HUX hopme.

7.4.2 Bblpa6oTka HayanbHOWN NO3ULUK

Mocne cBopa COOTBETCTBYHOLUMX 3aMUCEN U BXOAHbLIX AaHHbIX OpraHv3auus AofmkHa BblpaboTaTb
HavaslbHYyo NO3ULMIO B OTHOLLEHUN MOTEHLNANbHON OTBETCTBEHHOCTU, KOTOPYIO OHa roTOBa NOHECTU, 1 KOM-
neHcaLuWii, TPy HaNMYUM TaKOBbIX, KOTOPBIE OHA HaMepeHa BO3MECTUTL UCTLY. B cooTBETCTBUM C NpoLiedypamu
yperynuposaHuns cropHbIX BONPOCOR opraHnsaLns 4omkHa NporHMOopMUpoBaTh O CBOE NO3NLUN areHTa Unu
HenocpeACTBEHHO WCTLUA, AoBeds 3Ty WHopmaumo M A0 areHTa. HauanbHas nosvuusi MoxeT ObiTb
BblpaboTaHa:

- MO paspeLleHnto CopHOro Bonpoca Ha yCroBusxX UcTua;

- M0 BbIMNOMHEHNE HEKOTOPbIX, HO HE BCEX YCNOBUN, NPeAbABMNEHHbIX NCTLOM;

= MO HEeBbINONMHEHUIO H OAHOro U3 NpeabABNEeHHbIX yCJ'IOBI/IIZ.

MpumedaHue—ITlpu yperynupoBaHWM CrOPHBIX BOMPOCOB OBLIMHON MPaKTUKOW Ansi opraHusauuu bypet
peLueHue 0 NpeanoXeHn UCTUy OAHOro Unu Gonee BapyaHTa KOMMEHCaLUWi, He NPOTMBOPEeYalLee, Mo ee MHEHW0, 3aKOHY,
npaeunaM unu apyrum Hopmam. 3To MoXeT ObITb NPOBEAEHO B BMAE XecTa 406pOI BOMK, B paMKax NoMTHKM YOOBNETBO-
PEHHOCTU NOTPEBUTENS NINK € YHETOM NO3MLMMN NPEACTABUTENS MO pa3peLLUeHUNIo CNOPHbLIX BOMPOCOB, accouuaumm, oTeeT-
CTBEHHOW 3a NpaBuna, unu cyaa.

7.5 YperynupoBaHue crnopHoro Bonpoca

7.5.1 CornacutenbHbI MeTOS,

Mpu ncnonb3oBaHWK cornacnTenbHOro MeToAa (CM. NpunoXxeHne A) 3asiBneHne o HavanbHON No3uunn
byaeT paccMaTpuUBaTbLCA KakK BblpaXkeHWe roTOBHOCTU OpraHu3aLun K yperynmpoBaHuio CnopHoro sonpoca.
OpraHusaumsa MoXeT nonyyaTb Takme NpeAriokeHNns kak HenocpeACTBEHHO OT UCTLA, Tak v Yepes npeacTasu-
Tena. MNMonyyne NpeanoxeHus nNo yperynuposaHuio CrnopHoro Bonpoca, opraHusaLums AomkHa 4oBecTu nosu-
LMo uncTUa [OC CcBedeHns cooTBeTCTBYyLlero nepcoHana (cMm. 7.3). B oTHoweHUM npeanoxeHHoro
yperynmpoBaHna CnopHOro BoMpoca opraHn3aumsi MOXeT OOMOMHWUTENbHO MPOBECTU OLeHKY W Nony4unTb
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JOMONHUTENbHbIE BXOAHbIE AaHHbIe (CM. 7.4). OpraHusaumns 4oSHKHa PeLUnTb, MPUHUMaeT Nk oHa NpeasioXeH-
Hble YCNOBWUSA YPErynmpoBaHus CnopHbIX BONPOCOB, OTKIOHAET UX UMK AenaeT BCTpeuHoe npeanoxexHue. OHa
OOKHa yBeAoMUTb 06 3TOM UcTLa U/Mnn NpeacTaBnUTeNs B COOTBETCTBUM C NpoLedypami, yCTaHOBIEHHBIMU
areHToM. B cnyyae npuvHATUA NpeanoxeHWs opraHuW3aums AOSDKHa nepeHanpasuTb CropHBIA BOMPOC
COOTBETCTBYIOLLEMY NEPCoHany: IOPUCKOHCYNbTY 1 paboTHUKaM, NPUBIIEYEHHbIM K UCMOMHEHNIO NPUHATOro
peLueHus (cm. 7.6).

B cnyvyae HegoCTWXeHUS cornacus U HEMPUHATUA pelleHnsl Ha aHHOM 3Tane opraHusauna JosmkHa
onpegenvTb, kakue ganbHenwmne MeToabl yperynmpoBaHus CriopHbIX BONPOCOB, NPW UX Hanu4mMKn, 6yayT npu-
MeHEHBbI K yperynmpoBaHuio CriopHOro Bonpoca, U npouHdopmmnposaTte 06 3TOM areHTa.

7.5.2 KoHcynbTaTUBHbIE U YCTaHaBNUBaKLLiue MeToAbl

Mpy Heo6Xx0AMMOCTU UCMOMb30BAHNSI KOHCYNbTaTUBHOIO UK yCTaHaBNMBaKoLWero metoda (CM. Npumno-
XeHwue A) opraHusauunsa gommkHa paspaboTaTth nnaH v 6biTb roToBa K 3 heKkTUBHOMY U pe3ynbTaTUBHOMY y4vac-
TUto B npouecce. MNpumepHble AeNCTBUS, KOTOPbIE OpraHv3aLns AoMKHa NPeanpuHNATb:

- HasHayeHue nnua, OTBETCTBEHHOIO 3a BefeHue aena;

- onpegeneHue NpeanodTUTENLHOro cnocoba yHacTusi B COOTBETCTBUM C npoLiedypamn yperynmposa-
HWSA CMOPHBIX BOMPOCOB (Hanpumep, fIM4Hoe NpucyTcTBKe, No TenedoHy, B MMCbMeHHON chopme);

- NpoBedeHWe AanbHenLwero paccnegoBaHns, Npyu HeobxoanMMocTH;

- cbop 1 copTupoBKa AokazaTernbCTB;

- ycTaHoBMNeHWe NnoTeHumnanbHbIX CBUAeTENen N AOKYMEHTanbHO NOATBEPXKAESHHBLIX CBUAETENLCTB;

- onpegeneHne ananasoHa peLueHuWin Mo yperynmpoBaHuio CNOPHbLIX BONPOCOB, MPUeMEMbIX A4ns opra-
HU3auuu;

- onpegeneHne OTBETCTBEHHOCTU 3a MPUHATHE peLleHUsl Mo CNOPHOMY BOMPOCY;

- paspaboTka YCTHBIX U/ MUCbMEHHbIX 3asiBIIEHWUA, €CTN NPUMEHUMO;

- OLeHKa BOSMOXHOCTEN MO yperyimpoBaHuio CropHbIX BONPOCOB A0 NPUHATUA peLleHns;

- y4yacTue B npouecce.

7.5.3 CornaweHue

B cnyyae goctmkeHuns cornalleHns no cropHoMy BOMPOCY opraHn3auns 4ofkHa nepeHanpasuTb ero
COOTBETCTBYIOLLEMY NEepPCoHany: IoPUCKOHCYNbTY U paboTHUKaM, NPUBMIEYEHHBIM K UCMIONTHEHWUIO NPUHATOrO
peweHns (cm. 7.6).

7.5.4 TpuHATUE peKoMeHaaLuun

Mpw nonyyYeHnn pekoMmeHaaL/mMm rno UToram npouecca yperynmpoBaHusi COpHOro Bonpoca (CM. npunoxe-
HUe A) opraHusauusa JoMmxKHa yaenuTb e ocoboe BHUMaHWe 1 onpeaennTb BO3MOXHOCTb ee NpuHaTus. Opra-
HU3aUMA [OOrMKHa YBEAOMWUTb O TMPUHATAM pekoMeHAauuMuM areHTa W UcTua corflacHo npoueaypam
yperynuposaHusi CNopHbIX BOMPOCOB U COOTBETCTBYIOWMUM NpaBunamM. B cnyyae goctwxeHust cornawueHus
Mexay opraHusaumein U UCTLOM Mo CMOPHOMY BONPOCY AaHHbIA BONPOC AOMKeH BbiTb NepeHanpaBneH ans
NCMONHEHNs1 COOTBETCTBYOLLEMY nepcoHany (cM. 7.6). [Npy oTKNoHeHUn pekoMmeHAaLmMmn opraHusaums 4ofkHa
COOBLNTL areHTy U UCTLY O NpUYNHaxX oTKasa.

7.5.5 AHanus ycTaHaBNMBaloLLEero peweHnUs

B cnyyae 3aBeplueHus npolecca ycTaHaBnMBaOWMM pelleHUeM opraHusaums AorkHa onpeaennuTb
HeoBxoaMMOCTb NPOBEAEHUsI aHan1aa, ecnun ero BO3MOXHO NPOBECTU COrMacHo npoueaypaM yperynmposa-
HUA CNOPHBIX BOMPOCOB UM AEVCTBYIOLLIeMY 3akoHoAaTenbCTBY. Lienbio aHanusa siBnseTcs oueHka cooTBeT-
CTBWSA NPUHLMMIaM yYperynupoBaHusa CropHbIX BOMPOCOB (CM. pasaen 4) u TouHoro cobniogeHus npoueayp. Mpu
HEeBO3MOXHOCTU NPOBEAEHUA aHanMsa v ecnmn opraHnsauns peLumna He NpOBOAUTL Takyto OLEHKY, 06 3ToM
A0IMKeH 6bITb NPOMHMOPMUPOBAH COOTBETCTRYIOLLMIA NEpPCOHar opraHnsaumnn Ans obecnevyeHsa UCNONHeHUs
MpUHATOro pelueHuns (cm. 7.6).

7.6 UcnonHeHWe NPUHATOrO peLleHnA

Mocne yperynuposaHus CMOPHOro BoNpoca opraHMsauns AomkHa NpeanpuHaTb Bce Heobxoanmble
AeNCTBUS MO NCMOSTHEHUIO NPUHATOrO peLleHnsl TakuM 0b6pasom, YToObl OHO COOTBETCTBOBASIO COrMaLLEHNIo,
pexoMeHAauun Uy ycTaHasnusatoLwemMy pelueHnio. 3T 4eNCTBUS MOTYT BKIOYaTb B cebs:

- onpegeneHune kakux-nubo cneuucbmnieckux AencTBuMin, TpebyeMblX ANs UCNONHEHUS OpraHusaLunei
MPUHATOrO peLLeHus (HanprmMep, BosMeLleHre ywepba unn apyrie BeinnaaThel, PEMOHT NPoAYKUMN UMK apyrie
AencTBus, npednucaHHele NMBo cornacoBaHHbIe).

MpumeyaHue—[InA BLINONHEHUA COrNalLeHnsi, pekoMeHAaLMn Unu yCTaHaBNMBAIOLLEro PeLLeHNs UCTLy
MOXeT NoHaao6MTLCS NpeAnpuHATL ONpeaeneHHbIe 4eNCcTBIS (HanpuMep, BepHYTb NPOAYKLMIO KaK YCIOBUE BO3MELLEHMS
y6bITKOB MMM JOCTaBUThL MPOAYKLMIO B PEMOHTHYI0 Cry6y, ykazaHHyo opraHusauuen);

- pacnpegeneHne oTBeTCTBEHHOCTW 3a AaHHble aencteusi MeXay COOTBETCTBYHOLWMAM NepCoHarioM BHYT-
Py 1 BHE OpraHnsaumu (Hanpumep, no B3aumMoaencTButo ¢ notpebutensamm, puHaHcoBoW UHCNeKUMeR, auc-
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TpubbloTOpaMu, paHYan3MHrom, oTAenomMm Npodax WM NMpPov3BOACTBOM) W JoBefeHWe [0 WX CBeaeHust
NHpopMaLmnn o TpeByeMbIX CpoKaxX UM OXnaaeMblX Nepuogax UCNOMHEHNs, ecrnv 3To MPUMEHUMO;

- KOOPAMHALIMIO UCMOMHEH NS MPUHATOrO PELIEHUA MeXay OTBETCTBEHHbLIM MEePCOHanom, UCTLLOM U ApY-
FTMMU NULAMU, a Takke MOHUTOPUHT NpoLiecca BhINOMHEHUS PeLLIeHUs NO KaXaoMYy U3 HUX;

- noATBepXaeHWe BbIMNONHEeHNS peLleHus;

- yBegoMIeHMe areHTa o BhINOTHEHUN PELLUEHWNA UK, B CliyYae 3adepKku, 0 ee NpUIMHax;

- onpefdeneHe yaoBNeTBOPEHHOCT UCTLA UCTIONHEHWEM PeLLEHNs: 3aKpbiTue Aena B criydyae AoCTUXe-
HWS YOOBETBOPEHHOCTA UCTLA; onpeaeneHue AonoNHUTeNbHbIX AeACTBUIA B cnyYae HeyaoBNeTBOPEHHOCTH
ncTUa UCTIONHEHNEM NPUHATOTO peLleHNs.

MpwumeyaHune— [JononHutenbHble AEeNCTBUS MOTYT BKIoWaTh B ce65 ganbHenwme aencrems no obecneve-
HUIC NCMOTHEHUSI MPUHATOrO pelleHnst NMGo BO30OHOBNEHUE MpoLecca yperynmpoBaHusa CNOpHbLIX BONPOCOB.

7.7 3akpbiTue gena

Mocne yaoBNeTBOPUTENBHOrO UCMOMHEHUS MPUHATOTO PELIEeHUs NO YPerynupoBaHuio CrnopHbLIX BOMpPo-
COB NGO B cryyae 3aBepLUeHNs npoLiecca 6e3 Bo3MeLLEHNA KOMNeHcaUuum opraHu3aumna MoXeT 3aKpbiTb Aero
1 nponHdgopMmpoBaTb 06 3TOM COOTBETCTBYIOLUMIA NEPCOHAaN BHYTPWU U BHe opraHusauui. 3anucy rno geny
opraHusaLusa goMKHa NoAAepXNBaTh B paboyem COCTOAHUM B COOTBETCTBUM C NPOLEAYPON XpaHEeHUs AOKY-
MeHTaLMKn B OpraHnsaLum U TpeboBaHNAMN 3akoHodaTenbCTaa.

8 lNoppepxaHue n ynyuwieHve

8.1 MoHuTOpUHr

OpraHusaLums JoMKHa OCYLLeCTBNSATL cOop U perucTpaLuuio MHhopMaLn, OTHOCALLIEACS K NPUYUHE BO3-
HUKHOBEHUS!, KCaMOMy NPOLLECCy 1 pesynbTaTaM peLleHUs BCeX CropHbIX BONPocoB. OpraHusauua MoxeT noa-
AepxueaTb B paBodyeM COCTOAHMM 3anuck o6 yperynuMpoBaHWM CMOPHBIX BOMPOCOB WAN UCMONb30BaTb
CBeJeHWs, NonyYeHHbIe OT areHTa.

8.2 AHanus 1 oueHKa

OpraHusaLus OOMKHa PerynspHo aHanusupoBaTb AaHHble 06 yperynnupoBaHun CropHLIX BOMPOCOB B
LieNAX BbIABNEHWSI CUCTEeMaTUYECKUX U pa30BbIX MPUYUH U TeHAEHUWI1 OTHOCUTENBHO NPOAYKLMU, AOCTMKEHMS
yOOBNETBOPEHHOCTM NoTpebuTtens, npoleayp obpalueHus ¢ xanobamu U yperynuposaHus CriopHbIX BOMPO-
COB, NMpeAcTaBneH s peLleHUi CopHLIX BOMPOCOB U BbiGopa areHTa.

8.3 AHarnus co CTOpOHbl PYKOBOACTBa

8.3.1 O6wue nonoxeHust

BoicLuee pykoBOACTBO AOIDKHO PerynsipHo NpoBoAnTb aHanus npouecca yperynnposaHus CropHbIX BOM-
pPOCOB B OpraHu3auuun B LiesiX:

- noaaep:kaHusi NPUrogHOCTU, aAeKBaTHOCTU, 3hPEeKTUBHOCTU N pe3ynbTaTUBHOCTU NpoLecca yperynm-
poBaHus CNOPHBLIX BOMPOCOB;

- paccMOTpeHus criydaeB HeHaanexallero BbiNonHEHUA NpoLeccoB yperynnuposaHusa CnopHbIX BONpo-
COB B COOTBETCTBUM C COIMalleHmMem, pekoMmeHgaumnen unn yctaHasnmBaoLWnm pelleHneM;

- BbISIBIIEHUSI UKOPPEKTUPOBAHMUSI HECOOTBETCTBUIA NPU y4aCcTUN OpraHn3aLmMu B npouecce yperynmposa-
HWUS CMOPHLIX BONPOCOB;

- OLIEHKVN BO3MOXXHOCTE A4Sl YIy4LIeHUsl NPOLeCCOB, NPOAYKLIMU U YCUIUIA, HanpaBneHHbIX Ha [OCTUXe-
HWe YAOBNeTBOPEHHOCTU NoTpebutens.

8.3.2 BxogHble AaHHble

BxogHble faHHble Ans aHanMsa co CTOPOHbl PYKOBOACTBA [AOSMDKHBI codepXaTb crneaylollyto
UHopMaLmIO:

- BHyTpeHHue aKkTopbl, Hanpumep U3MeHeHWe MOMUTUKK, Lenel, opraHn3aunoHHON CTPYKTYpHI,
OOCTYMHOCTU PecypcoB, MPOLLECCOB U Npeanaraemon NpoayKLuu;

- BHeluHMWe hbakTopbl, HAanpuMep U3MEeHeHWUs B 3aKoHoAaTeNbCTBE, NPaKTUKE KOHKYPEHTOB UM TEXHONNO-
rmyeckme NHHOBaLWU;

- obuee yHKUMOHUPOBaHWE NpoLecca yperynupoBaHusi CMOpHbLIX BOMPOCOB;
pesynbTaThl OLEHKA METOAO0B areHTa;
- npegynpexaatoliue U KoppekTupyowme 4encTBus;
OelCTBUA, peLleHusl Mo KOTOPbIM BNy NPUHATLI B Xo4e NpeablayLero aHanusa.
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M pwn meyaHune— Mudopmaums no obemy dyHKLMOHUPOBaHUIO NPOLECCa YperynmpoBaHuUsi CNOPHbIX BONPO-
COB MOXeT BKITlo4yaTh B ce651: AaHHble 06 achheKTMBHOCTH, pe3ynbTaTMBHOCTK, 4OBEPUMN NOTPeGUTENemn K opraHnsaumm, nx
yOOBNETBOPEHHOCTH, NMPOLEHT pa3pelleHHbIX Xarnob, 3arpaTbl (BKNo4as cpaBHeHWe ¢ NoTeHuMarnbHbIMU CcyaebHbIMN
n3gepXkamu) U pesynbTaTbl NOCTOSIHHOW OLEHKN areHTOB.

8.3.3 BbiIxoaHble AaHHble

BbixogHble AaHHbIEe aHanusa co CTOPOHbLI PYKOBOACTBA AOMKHbI BKloYaTh B cebsl pelueHna no cnegyto-
LUM BOMpocam:

- nosblweHue 3ahpeKTUBHOCTU N pe3yNbTaTUBHOCTU NPOLLECCOB YperynmpoBaHus CNOPHbLIX BOMPOCOB,
obpauleHue c xanobamu, a Tarke yrnydlleHUe KayecTBa NpoayKLun;

- KOMMETEHTHOCTb, (PYHKLMOHUPOBaHNE U NPUrO4HOCTb AEUCTBYIOLLEro areHTa Ana yperynuposaHus
CMOPHLIX BOMPOCOB;

- paboTa ¢ ycTaHOBNEHHbIMU MNOTPEBHOCTAMMU U HegocTaTKaMKU opraHu3aLuu (Hanpumep, Nnporpammel
MOAroTOBKN), CBA3AHHLIMW C YPEryriMpoBaHUEM CMOPHBIX BOMPOCOB.

3anucu, oTHoCSLLMECS K aHaNM3Y CO CTOPOHBI PYKOBOACTBA, A0SPKHbLI BECTUCH U NoaaepkuBaTbes B pabo-
YeM COCTOsAHNN.

8.4 MocTosiHHOE ynyulleHne

OpraHusauna 4oMmKHa HeMpepbIBHO NOBLILWATL 3hheKTUBHOCTL U pe3ynbTaTUBHOCTL NpoLecca ypery-
NMPOBAHMS CNOPHBIX BOMPOCOB. OTO MOXET BbITh AOCTUrHYTO NOCPEACTBOM NpeaynpeXaaroLmnx 1 KOppeKTupy-
OLLMX 4EACTBUIA, @ TAKKE MHHOBALMOHHLIX YITy4LIEHWUNA.

OpraHusauus AomkHa npeanpuHuMaTh AeACTBUA MO YCTPaHEHUIO NPUYMH CYLLIECTBYIOLLMX U MOTEHLIM-
anbHbIX Npobnem, NPUBOAALLMX K Xanobam, B Lensx npeaynpexaeHnsa nx noBTOPHOro BO3HUKHOBEHWUSI U Heo-
NyLLEeHWs1, COOTBETCTBEHHO.

OpraHusauus gommkHa:

- M3y4aTb, BbISIBMATb W MCMOMb30BaTh OMbIT APYrMX OPraHU3aLyii B NpoLecce yperynmpoBaHusi COpHBIX
BOMpPOCOB;

- KyNbTUBMPOBATL B OpraH13aLuy noaxod, OpUEHTUPOBaHHLIN Ha noTpebutens;

- MOOLWPATL MHHOBALUKN Npu pa3paboTke Npouecca yperynmposaHUs CropHbIX BONPOCOB;

- MHPOPMUPOBATHL NL, OTBETCTBEHHbIX 3a pa3paboTKy NpoLecca yperynupoBaHus CNopHLIX BONPOCOB,
060 Bcex CBA3aHHbIX C HUM Nnpobrnemax;

- y3HaBaTb O cly4yasix, Korga yperynuposaHue CropHbiX BOMPOCOB BbINIO OCYLLECTBIIEHO HanMy4Lwmnm
obpaszom.

Mpwu™MedyaHune— [Ana AONONHUTENBbHBIX PEKOMEHAALUIN NO METOAMKE NOCTOAHHOIO YNyUlLEHNs OpraHn3aumum
moryT Bocnonb3oBaTbesi MCO 9004:2000 (npunoxexue B).
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Mpunoxenne A
(cnpaBouHoe)

PekoMeHAaLuKU NO MeToAaM yperynupoBaHUs CMOPHbLIX BONPOCOB

A1 O6wme nonoxeHusa

TepMUHONOIUsi, UCNONb3yemas Ana ONNUCaHUA Pa3NUYHbIX METOAOB YPEryNMPOBaHUS! CMIOPHBIX BONPOCOB, MOXET
pa3anuuarhbCsi B 3aBUCMMOCTH OT CTpaHbi ). IHOrAa 04MH 1 TOT e TEPMMH, UCMOIb3YEMbIi 4115 ONMCAHUS METO/A B OAHOVA
CTpaHe, MOXET OMNUCLIBATL OTIIUYHbLIN OT 3TOr0 MeTo4 B Apyrol ctpaHe. Bo nabexaHne HecornacoBaHHOCTU B IPUMEHEHUN
TEPMMWHOB B HACTOSILLEM CTaHAAPTE NPUMEHEHbI NEPEXOAHBIE TEPMUHbBI «COTNAaCUTENbHbINY, KKOHCYNbTATUBHBIA» U KyCTa-
HaBIMUBAIOLWMIAY OIS ONUCAHUS Pa3NUYHbIX METOA0B. B HAcTOsILLEM NPUMNOXEHUN NPEACTaBNEHbl PEKOMEHAALMN NO BaX-
HEWMLMM XapakTepUCTUKaM pa3fnUYHbIX METOAOB W onpeAeneHbl TEPMUHbI, MPUMEHSIEMbIE AN UX ONUCAHWS B Pa3HbIX
cTpaHax mupa.

A.2 CornacumtenbHbI meToq

CornacurenbHbIN MeToa — OoAuH U3 MetToaoB, B COOTBETCTBUU C KOTOPbIM CTOpPOHaM OKa3bliBaloT CO,EleﬁCTBMe B
AOCTUXEHUU cormnalleHus no yperynuposaHuio CNOPHbLIXBONPOCOB. Kak npasuno, npeacraBUTENb HE NpegnaraetT HUKakoro
KOHKPETHOro pelieHus CnopHoro sonpoca, ncxoa gena HUKak UM He onpepenseTcs.

CornacutenbHbie MeToAbl MOTYT ObITb NACCUBHBIMU U AKTUBHBIMM.

Mpn naccuBHOM MeTOE COaENCTBUE CO CTOPOHBI MEPCOHANa areHTa orpaHMyYeHo NULLIb HAaNaXXMBaHWEM B3anMoaen-
CTBUSI MEX/1Y CTOpoHaMu. Takoe cogencTene MoOXeT BKIouaTh B cebsi ucnonb3oBaHUe NporpammHoro obecneveHus areH-
Ta Ansl yperynupoBaHus CMOPHbIX BOMNPOCOB B peXuMe pearnbHOro BpemMeHu Ha ocHoBe WHTepHeTt-TexHonorun. Mpu
NaccUBHOM MEeTOZE areHT NocpeCcTBOM CBOEro NepcoHara Uy ucrorb3yeMoro nporpammHoro obecneveHms nuwb coo6-
LaeT 0 NO3nLMKN CTOPOH M NMpeanaraeMbiX UMW peLleHnsIX, 3aKIioyaeT u perncTpupyeT noboe cornawexuve, obnagawwee
WCKOBOW CMoN. Takoe coAeicTBUE HacTo Ha3bIBAIOT IIpUMUpPeHUeM unu codelicmeuem e nepezogopax. OgHako B HEKOTO-
PbiX CTpaHax NacCUBHbLIN METOA Ha3bIBAOT MOCPEOHUYECBOM.

Mpu akTMBHOM MeTOoAe NpeAcTaBUTENb NPUHUMAET AEATENBHOE yYacThe B OKa3aHMM NOMOLLMY CTOPOHAaM B YCTaHOB-
NEeHUN pe3ynbTaToBR, BO3MOXHOCTW BbIGOPA, MPUHATUM BO BHUMAHUE PA3NNYHbIX BAPUAHTOB U 3aKMIOUYEHWUU COTMaLLeHust.
OTOT MeToq 4YacTo HaablBaloT rnocpedHudecmsaom. OQHAKO B HEKOTOPbLIX CTPaHaX aKTUBHbIW METO/1 HA3blBaIOT IPUMUPEHU-
em.

MpencTaBuTensi, NPUMEHSIIOLLETO aKTUBHBIM COrMacuTernbHbli MeTod, UHOTAA Ha3biBAIOT 10CPEOHUKOM, MUDOBBIM
1OCPEOHUKOM UNU NUUOM, 3aHUMaIOWUM HellmpanbHyo Mo3Uyuro.

A.3 KoHcynbTaTMBHbIN MeTOL,

KOHCYynbTaTMBHBIN MeTo4 — OAUH N3 METOAORB, B COOTBETCTBUM C KOTOPBIM CTOPOHbI MOMYyYalT NPeanoXeHuUst Mo
hakTU4eCKOMy, 3aKOHHOMY U pYrvM BapuaHTam peLLeHUst BONPOCOB, MO BO3MOXHbIM pe3yrnbTartam 1 cnocobam nx 4octu-
KEHUS U, B HEKOTOPbIX CUTYaLUsIX, MONy4aoT peKOMeHAaLun.

OTOT MeTOA MHOrAa HasbIBaloT Heobsa3amensHeIM apbumpaixem, oueHKol unu «mMuHu-cydom». CobniogeHune opra-
HU3auMen pekoMeHgaunii KOHCYNbTaTUBHOIO MeToAa, AaXe eCnu 3To He 06s3aTenbHO NO 3aKoHY, MHOrAa NPUHUMAETCS BO
BHUMaHWe Nnpu y4eTe opraHvauueri npasun JOCTUXEHWS yAOBNeTBOpUTENnbHOCTHU noTpebutenei (cm. MCO 10001).

MpeactaBuTenb, NPUMEHSIIOLWMIA KOHCYNIBTATUBHBLIN METOA, MOXET ObiTb Ha3BaH COBEMHUKOM, apBUuMpPOM, MPUCSK-

HbIM, OUEHUWUKOM, TUYOM, 3aHUMAarOUUM HelimpanbHyr rno3uyuro, Uunu 6086 peHHLIM NULOM.
A.4 YcTaHaBnunBawLlMn meTopq

YcTaHaBnueawLWwmmn metoa — ogvH U3 MeTOA0B, B COOTBETCTBMM C KOTOPbIMY NPOBOAST OLEHKY CMOPHOMO BOMPOCa,
peLuatoT U HOTrAa AOKYMEHTUPYIOT (hakTUHeCcKe BONpoCh! M MPUHUMAIOT peLleHme O TOM, Kak AOMXKHbl BbITb yperynvpoBa-
Hbl CMOPHbIE BOMNPOCHI.

HaHHbIl MeTo siBnsieTCs lopuanyeckn obs3atenbHbIM AN CTOPOH W OCYLLECTBINSIETCA B CyaeOHOM ropsigke:

a) npuw OTCYTCTBUM AanbHelweln akTMBHOCTU No6OoW M3 CTOPOH;

b) Bcny4ae ero NpuHATUA UCTUOM B TeUYEHUE ONPeaeneHHOro MHTEPBana BpeMeHy;

€) Npu Henony4eHUM oTkasa Nnobol N3 CTOPOH B TEHEHME ONpeaeneHHOro MHTepBara BpeMeHu.

" HauuoHanbHble opraHbl No CTaHZ4apTU3aumMm MOryT 3aMeHWTb HacTosilee MPUNOXKEHUe CBOMM, COAepXallum
TEPMUHbI, UICMNOSB3YEMbIE B fJAaHHON CTpaHe.
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MpnmevyaHusn

1 Curyauus, onucaHHas B nepeymncrneHnm a), 0661MHO OTHOCUTCSH K TAKUM CNy4asiM, Kak (06s3ameribHbIl) apbumpax
WNW OYEHKa, CUTyaLmm, ONMcaHHble B nepeuncrieHnnx b) v ¢), ntHoraa cBa3bIBaloT C yC1I08HO 063amenbHbIM apbumpaxem
WNn oUeHKod.

2 B HekoTOpbiX CTpaHax yperynupoBaHve onpeaeneHHbIX BUAOB Xanob He paspeleHo 3aKOHOM.

MpepcTaBuTens, MPUMEHSAIOIMIA YCTAHABNMBAIOLWUIA METOA, MOXKET ObITb Ha3BaH CO8EMHUKOM, apbumpom, npu-
CSOKHBIM, NTUUYOM, 3aHUMaKOULUIM HelimpanbHYR0 MO3Uyuio, nnn 008epeHHbIM MULOM.

3 B HeKoTOpbIX CTPaHax O4uH 1 TOT Xe NpeacTaBUTENb MOXET UCMONb3oBaTh Gonee ogHOro MeToaa yperynmposa-
HKS1 CNOPHbIX BONPOCOB B OAHON U TOM Xe CNopHON cuTyaumn. Hanpumep, nocpegHUK MOXeT NepenTu OT akTUBHOIO y4acTus
K NpeoCTaBeHno COBETOB {CTaHOBSICh MPY 3TOM COBETHVKOM), €CNU UCTeL, He GblN yAOBNETBOPEH pe3ynbTaTaMm corna-
cuTenbHoro npouecca. NMogo6HbIM 06pa3oM NocpegHUK MOXKeT BelipaboTaTh pelueHue, eCnm Nocrie CornacuTensHoro npo-
Luecca geno He 6biNo yperynupoBaHo. B pasHbix cTpaHax mupa 3akoHoAaTenbHbIMU M APYrMMM 06si3atenbHbIMK
TpeGoBaHMSIMU NPEACTaBUTENIO 3anpeLweHo NPUMEHsITE Gornee 0gHOrO METOAAa YPerynupoBaHUs CNOPHLIX BONPOCOB B
OOHON U TOW e CMOPHOW CUTYaLUN.
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MpunoxeHne B
(cnpaBo4Hoe)

Bsaumocsasbe UCO 10001, UCO 10002 u UCO 10003

Ha pucyHke B.1 nsobpaxeHsl NpoLecch opraHn3aumm, CBsidaHHble C npasunamu, obpatleHnsmm ¢ xanobamm n ype-
rynupoBaHUeM CropPHbIX BOMPOCOB BHE OpraHn3aumu.

MpwumeyaHune—>Kanoba MOXeT UCXOAUTL OT NOTPEBUTENS UNKU APYIOro McTua.

3anHTepecoBaHHOCTb
MOTPEBUTENA B npoaykuun

y

B3AVMOJOENCTBUE MNPABUINA
«MoTtpebutens — OpraHnsauns» Ha ocHoBe MCO 10001
O6paTHan cBA3b
\ >
3ABEPLUEHME NMONYYEHA
B3AUMOLOEUCTBUA YKAJTOBA?
\, J
( N\ O6paTtHan cBA3b
MPUHATUE OBPALLEHUE >
BO BHUMAHME > C XANNOBAMUA
\ NPABUN y Ha ocHoBe MCO 10002 |-
JKAJNTOBA
RENO SAKPLITO YPE[YIIMPOBAHA?
O6partHan cBA3b
MPUHATUE YPEINYIMPOBAHUE
BO BHUMAHUE CMOPHbIX BOMPOCOB
MPABUN Ha octose UCO 10003 | O6patan ceAse
OENO 3AKPbITO

Pucynok B.1 — Baaumocesiab MCO 10001, MCO 10002 n MCO 10003
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MpunoxeHne C
(oba3aTtenbHoe)

PekoMeHgaLuu no cornacuio Ha y4vyacTtue

C.1 O6wue nonoxeHuns

YyacTue UCTLOB B YPErynmpoBaHum CNOPHbIX BOMNPOCOB, NPEaANoXEeHHOM OpraHn3auunent, 4OMKHO 6biTe A06POBONb-
HelmM. Cornacue Ha ydacTne JOMKHO BbITb OCHOBAHO Ha NOMHOM 3HaHWM M MOHUMaHWUM MPOLIECCa M Ero BO3MOXHbIX PE3YIib-
TaToB. Ecnu notpebuTens SBNseTcs NMUoM, KynvBLWKMM MU NCMOMb3YOWMUM NPOaYyKLKIe, COBCTBEHHOCTE UMW YCIyry anst
NUYHBIX MNK BLITOBBIX HYX, COrnacve Ha y4acTue He JOIKHO GbiTb 06513aTenbHBIM YCOBUEM NOMyYeHWs NPOAYKUMN.

MpeaeapuTenbHO 4OMKHBI ObITh pelleHbl ABa CYLLEeCTBEHHbIX BONPOCa, KacatoLWmXcs cornacusi Ha yuactme:

- Kakas uHdopmMaums gomkHa 6biTe NepegaHa notpebuTenio n ucTuy, 4Tobel cornacue Ha y4acTre Bbino 0CHOBaHO
Ha NOMHOM 3HaHUM M NoHUMaHuK (cm. C.2);

- Korga TpebyeTcs nonyveHue cornacus Ha ydactue (cm. C.3 o cornacum Ha y4acTre 40 BO3HUKHOBEHUS! CMIOPHbBIX
BOMNpocoB; cM. C.4 0 cornacum Ha y4acTue nocne BO3HUKHOBEHUS CMIOPHOW cuTyaumm).

C.2 Undopmaums, npeawecTByOLWasn COrNacuio Hay4yacTume

WHopmaums no yperynmpoBaHuio CnopHbIX BONPOCOR, NpeaocTaBnsaemas notpeburensm n uctuam, npeaLlecTsy-
loWwasi Cornacuio Ha y4actue, BknovaeT B cebsi:

- Mcnonb3yemblii MeTod(bl) yperynmpoBaHusi CopHbIX BONPOCOR;

- chbepy NONTHOMOYMIA areHTa;

- MOLWWHY, NPY HaNW4MM TaKOBOM, KOTOpast AoMxHa BbITk ynnadeHa uctuamu;

- BO3MOXHbl€ BUAbl KOMNEHCaUMM, MakcMarnbHyo KOMMNEHCaL Mo, KoTopas MOXeT BbiTb HasHaueHa, U BO3MOXHYH0
CYMMYy BO3MELLEHUsI U3gepKekK Ha yperynvpoBaHue CnopHbIX BOMPOCOB.;

- KpWUTEpUM NPOBEAEHNs OLEHKU CMOPHOro BONpoca {Hanpumep, npasuna, NPaBoeble NpUHUMNLI, Gecnpuctpact-
HOCTb);

- CYWeCTBEHHbIE OTNM4YMA OT cyaebHbIX npoueayp;

- TOYHOCTb MCKOBBIX 3asiBNEHUIA unm tun(bl) xxanob, Ans koTopbix TpebyeTcs cornacue;

- Mchopmau,vm 06 areHTe, VIHd)OpMaLIMFl O TOM, KaKNony4nuTb JOCTYN KNpPoUeCcCy U NoNyYnTb KOMNUIO UCNONb3yEMbIX
OOKYMEHTUPOBAHHbIX NPOoLeayp yperynmpoBaHusi CNopHbIX BOMNPOCOB;

- OXugaemoe BpeMsi NPUMEHEHUSA KaXXaoro n3 MeToaos;

- cBeJieHusi 0 ToM, ByaeT nNu ucTuy npeocTaBreHo NpaBo 06paTUTLCS B Cy/l B CIly4ae ero HeyJoBIre TBOPEHHOCTH
ycTaHaBnMBaloLWnm peleHueMm.

M pumeuyaHu e — BHekoTopbIx CTpaHax NPeanoXeHUe UCTLY OTKa3aTbCs OT NpaBa Ha o6palleHue B cya cunta-
0T HE3aKOHHbIM.

C.3 Cornacue Hay4acTne [0 BO3HMKHOBEHUSA CITIOPHOMW CUTyaLumn

MHoraa ycnoBusi goroBopa Kynnu-npoaaxu TpebyioT oT notpebutensn 06a3aTenbHOro yperynupoBaHusi CNOPHLIX
BOMNPOCOB M 0TKa3a OT NpaBa 0bpalleHnst B cys. TV YCIOBUSA 4acToO BHOCSIT B KOHTPaKTLI, 3aKnioyaeMble MeXay opraHmaa-
unsiMU. B HEKOTOpPBLIX CTpaHax Hanuuue AaHHbIX YCNOBWIA B OrOBoOpe, Korga noTpebutens npuobpetaeT Npoaykumio anst
TNINYHBIX UK GBITOBBIX HYKA, CUNTAIOT HE3aKOHHBIM.

Oprannsaumm, CTpeMsILUMECS K NOBLILWEHUIO YAOBNETBOPEHHOCTU NOTpebuTenei, MOryT UCMONbL30BaTh Apyrue
MeTOoAbl YperynupoBaHUsi CMIOPHbLIX BONPOCOB, KOTOPbIE CNOCOBHBI NPUHECTV 60NbLLYIO NONb3y NPU pacCMOTPEHUMN BOMNPO-
ca A0 BO3HWKHOBEHUS CMOPHON CUTyaLMK, HO He TPebyloT NpU 3TOM OTKasa CTOPOH OT MX Npaea Ha obpalyenue B cya. K
TakMM MeToAaM OTHOCHITCS:

- cornacutenbHble MeTOAbI, HaNPaBneHHbIe Ha NPUHATUE [OOGPOBONBHOIO peleHnsi BCEMU CTOPOHaAMU;

- MeToabl, pe3ynbTaToM KOTOpbIX 6yayT pekoMeHgaumm, obsizaTenbHble B Cyvae cornacusi 06emx CTopoH;

- ycTaHasnuBaiolme MeTobl, 06513aTenbHble TONbKO NPY COrMacum UCTUA C NPUHATLIM pELLIEHNEM;

- cornaweHusi 06 y4actum B yperynmpoBaH1Mm CiopHbIX BONPOCOB NOCcne BO3HMKHOBEHUSI CNOPHOW CUTYaLuu.

C.4 Cornacwe Ha y4yacTne nocrnie BO3HUKHOBEHMNSA CMOPHON CUTYauunm

Ecnu cornacve Ha yyacTue B yCTaHaBITMBAIOLWLEM YPETyNIMPOBAHUM CMOPHOIO BONPOCA NOMYYEHO NOCIE BO3HUKHO-
BEHWUS CNMOPHOI CUTYaLMK, CTOPOHbI AOMKHBI NOANUCATH cornatueHne 06 y4acTum, KOTOPOe JOMKHO coaepXaTb NpeaMeT
crnopa, COOTBETCTBYIOLMIA NPOLLECC YPETYNMPOBaHUS CIIOPHOIO BOMNpPOoca, MHgopmaumio o6 areHTe U CBeAeHUs] O TOM, Kak
MOY4MTL KONWIO AOKYMEHTUPOBAHHLIX NPOLEAYP YPEryNUPOBaHUs! CIIOPHLIX BOMPOCOB, a Takke cdyepy NONHOMOUUI Npes-
CTaBUTENS NO Pa3peLeHmnIo CrOPHbLIX BOMPOCOB.
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Mpunoxenne D
(obsazaTrenbHOe)

PekomMmeHgaLuuu no AOCTYNHOCTHU

D.1 O6wmne nonoxeHuns

Mpouecc yperynnposaHusi CNOPHbIX BONPOCOB AOMKeH ObiTb NerkogoCTYMNHbIM M MPOCTLIM B UCMONB30OBAHUN.

HocTynHOCTb yperynupoBaHms CropHbIX BOMPOCOB 3aBUCUT OT 3PeKTUBHOCTM B3aMOAENCTBUSA U COAEUCTBUS B
OTHOLLEHUW peanunaaunn npouecca, 4OCTYNHOCTU MO LeHe 1 OTCYTCTBUSI NPensiTCTBUIA ANs MHULMMPOBaHWUs NpoLecca 1
y4acTusi B HEM.

Mpumepbl pa3nnyHbIX cnocobor obecneveHns 4OCTYNHOCTU NpoLecca yperynupoBaHusi CropHbIX BONPOCOB Npuee-
geHbl B D.2—D.7.

D.2 BsanmopgencTtBme

WHbopmaums 0 4OCTYNHOCTU NPMHSITOrO B OTHOLWEHWM CNOPHOMO BONPOCa pelueHus gonxHa bbiTb oBedeHa Ao cBe-
OEeHUA NCTLOB, APYIMX NOTpebuTenen n ocTarnbHbIX 3aHTEPECOBaHHbIX CTOPOH.

WHdbopmaums n B3anmogencTere 40MKHbI ObITb AOCTYNHbI HA BCEX 513bIKaXx M BO BCeX hopMaTax, KOTopble opraHusa-
LMsa ncnonb3yeT Ana MHhopMUpoBaHKs 06 accopTMMeEHTe UNu nocTaeke Npoaykumm. MHdopmaums gonxHa 6biTe Hanuca-
Ha YeTKMM, He JOMNyCKaloLWMM ABOSIKOTO TOMNKOBaHWSA S13bIKOM M AOMXHa OblTh AOCTYMNHA B anbTepHATUBHbLIX hopmarax:
3anucaHa Ha ayguoHocuTensx, HanevaTtaHa KpynHbIM WpntToM, WpndToM Bpaiins, BbicnaHa no SneKTPOHHO NoYTe UK
paamMelleHa Ha BeG-calnTe.

MpuMeyaHune— AnbTepHaTUBHbIN hopMaT npeacTaenset cobom paznuuHble cnocobbl N3NOXEeHUs UNU Npea-
cTaBneHus 4ns BOCNPUATUS MHAPOPMaLMK C NOMOLLbIO PasfnyYHbIX OpraHoB YyBCTB. [peacTaBneHne BCex BXOAHBIX U
BbIXOAHbIX AaHHbIX (Hanpumep, nHdopmaummn 1 nepeydHsi dyHKLKI) XoTA 6bl B 04HOM anbTepHAaTMBHOM cdopmarte (Hanpu-
Mep, BU3yarnbHOM UMW TakTUIIbHOM) NOMOXET BonbleMy Yncny niogen ¢ A3bIKOBbIM 6apbepoM UM ManorpamoTHbIX.
HoxoguuBbie n NPOCTbIE A5 NOHUMaHWUsi CNocobbl U3NOXEHUs NpeayCMaTpUBaloT:

- cXemaTtuyHoe U3obpaxeHue;

- LBETHYI KOHTPaCTHYO NevaThb;

- onpegeneHHbie paamepsbl M CTUIb WpKudTa U CUMBOIOB;

- BO3MOXHOCTb Bbl6Opa U NCNONb30BaHUSI HECKOIBKUX SI3bIKOB.

Cwm. Pykoeogcteo WCO/MBK 37.

OpraHusaumsa MOXeT OCYLLEeCTBNATL B3auMogencTBUE Pa3nuyHbIMKM cnocobamu, HanpuMep B MecTax Npoaax u B
npouecce obpaleHus ¢ xxanobamu. Kak MUHMMYM, opraHv3aums QormkHa MHOPMUPOBAaTL O HEGNaronNnpUATHOM ucxoae
Aenano paspeLleHunto xanobbl.

Takve Blanmogericteus 6yayT 6onee pe3ynbTaTMBHLIMU, €CNU UHGOPMALMNIO PAa3MELWATb B HECKOIIBKMX MeCTaXx,
TaKuX Kak npaemna, npu oopmneHnn MarasmHa, Ha seb-canTax, B popmax ans nogauu xanobel, 4OroBopax Kyrnnu-npoga-
XU U UTOTOBbIX AOKYMeHTax npouecca obpauieHus ¢ xanobamm.

D.3 3atpaTthl

MoTpebuTtent B Mpouecce yperynuposaHusi cnopa nmbo He HeceT 3aTtpar, MMbo Ha 3TO yperynuposaHue AorkHa
ObITb YCTAHOBMNEHa LieHa, 060CHOBaHHAs 3HAYMMOCTBIO Cropa 1 3aBUCALLAN OT GIogKeTa opraHusaumm.

D.4 Bo3byxaeHne genav yvyacTve B Hem

HeyaoBneTBOpeHHbIM UCTLAM AoKHA ObiTh NpegocTaBneHa BO3MOXHOCTb BO36yxaaTh Aeno ob yperynupoBaHum
CMOPHbIX BOMPOCOB U y4aCTBOBATb B HEM NoObIMU NpremnemMbiMy cnocobamu.

3asenenHus no TenedoHy, noyte, Pakcy N oHNanH — 37O LieHHasi UHdopMaLus, KoTopasi AoMKHa BblTb paccMoT-
peHa. BeibpaHHble cnocobbl AoNKHbI ObiTh YAOOHBIMY ANs BeAeHUst Aena, A0CTYNa K CBA3AHHOM C HUM MHDOpMaLUN U
nony4eHns 0TBETOB Ha BONPOChl. B MexayHapoaHbIX kOoHNMKTax n Apyrnx o6cTosiTeNsCTBax, Korga opraHuaauus U uctel
oTdaneHbl gpyroT apyra Ha 6ornbluoe paccTosiHue, criedyeT UCNoNb30BaTbh METOA YPeryMpoBaHmns CNOPHLIX BOMPOCOB, He
Tpebyowmii HenoCcpeACTBEHHOMO BM3NTa O4HON U3 CTOPOH.

D.5 Undopmaumn

MpocTele A4ns NOHMMaHUS 1 3anonHeHHble OPMbI Ans BO3BYXAeHUs Aena v apyrue AoKYMeHTbl, OnuceiBaloLwme
npouecc yperynvpoBaHu1s CNOpPHbIX BOMPOCOB M pa3bsiCHsOWME CTOPOHAM HaumyyLLmne BO3MOXKHOCTU Y4acTUsA B NpoLec-
ce, A0SKHbI ObITb AOCTYMHbI,

WNucbopmaLmsi v popMbl 4OMKHbI GbITe NPEACTABMNEHbI HA A3bIKAX, UCMOMNb3YeMbIX MPU NPOAAKE NPOAYKLUN.
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D.6 KpanudmunpoBaHHbIN NnepcoHan

HonkHo 6bITb 06ecneyeHo Hanmune KBanudUMPOBaAHHOIO NepcoHarna n Apyrmx pecypcoB, HE06X0aNMbIX CTOPO-
HaM Mo NoGbIM COCTABIAIOLWMM NPOLIECCA YPEryrnmpoBaHUs] CNIOPHbLIX BOMPOCOB, BKNIOYas PErMcTpaumnio CNopHOro BOmnpo-
ca, NpeAcTaBneHne Aerna v pasbsiCHeHNe peanusauum npouecca.

D.7 OtcyrtcTtBMe hOpManNnLHOCTH

Mpouecc gonmkeH npotekatb 6e3 cobnioaeHus dopmanbHOCTel U GbiTb NPUEMNeMbIM A1 06CTOATeNbLCTB cnopa.

CnepoBatb hopmarbHbIM NpaBunam, AEWCTBYIOWMM B Cyaax obwel iopucankummn, HeT HeobxognmocTu. CTopoHam
BOIKHO 6bITh NO3BONEHO NPEACTaBNATL COGCTBEHHBIE TOUKM 3pEHUA, apryMeHTbl U AoKasaTenbCTBa U BUAETL UMK Chbl-
WaTh TO Xe camoe B OTBET OT ZAPYroN CTOPOHbI, HECMOTPS HA TO, {UTO NPeACTaBUTENb NO PaspeLleHnto CNOPHbIX BONPOCOB
MOXeT OrpaHuuMTb NpeAbsiBIEHNE 4OKa3aTeNbCTB B Clyvae, €CNv OHN He OTHOCATCA K Aeny Unu NoBTOPSIIOTCS.

CT1opoHam AomkHO 6biTb N03BONEHO BbIGpaTh N0OGOro NpeacTaBUTENs UNK aCCUCTEHTA NO CBOEMY XKeNaHWIo, ecnu
MECTHbIM 3aKOHOAATENLCTBOM HE 3anpeleHo Takoe NpeacTaBuTeNbCTBO. AreHT AOMKeH NoaTBEPANTD, YTO BbIGOP Obin
[o6poBonbHEIM. [N npeacTaBnse Mo CTOPOHBI NONE3HO TakkKe NoKasbiBaTk CBOK 3aMHTEPECOBAHHOCTL B X046 Npouec-
ca, MOCKOINbKY Takoe Aenctene obblMHO ABAAETCS NyYWUM U3 AoKa3aTenbCTB U rapaHTUpyeT Hanuune AONMKHOCTHOMO
nvua, HageneHHoro NOTHOMOYMSAMU ANS YPEryNMPOBaHWA CNOPHOro BoMnpoca.

Cnocob npeacTaBneHns MoxXeT 6bITb NMYHBLIM, Mo TenedoHy, NOCPeACTBOM APYroro Buaa CBA3W UNN NMCbMEHHbIM.
CropoHam gomnxeH 6biTb NpeanoxeH rubkun ebibop cnocoba npeacraBreHus.
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Mpwunoxenne E
(obszaTenbHOe)

PekoMmeHAaLUM NO NPUrogHOCTH

E.1 O6wme nonoxeHunsa

MeToq yperynupoBaHus CnopHbIX BONPOCOB, NPEANOKEHHbIA CTOPOHAM, M BO3MOXHbIE CPEACTBa CyAeOHOMN 3awnThl
LIS UCTUA JAOIKHLI COOTBETCTBOBATL NpeaMeTy crnopa.

E.2 MpuroaHocTb MeToaoB

OpraHu3aumy MOryT npeanaraTtb UCTUAM Ha BbIGOp oguH unu 6onee MeToa yperynupoBaHusi CropHbIX BONPOCOR B
3aBUCMMOCTH OT CNeayWwmX PakTopos:

Tpeb6oBaHus n 06CcTOATENLCTBA OPraHN3aUnm;

notpeburensckne NpeanovTeHus;

peKoMeHaaunmn areHTa;

BepoATHas NPOAOIKUTENBHOCTL YPErynmpoBaHusi CNIOPHOIO BOMNPOCa;

3aTparbl;

CNOXHOCTb BOMNPOCA;

HeoGxoaMMocTb cobnioaeHnst koHUaeHUManbHOCTY;

XernaHue unv noTpebHOCTb NPOAOITKEHUS COTPYAHUYECTBA CTOPOH;

3 PeKTMBHOCTb NEPErOBOPOB MEXAY CTOPOHAMU;

noTpeBHOCTL B rMGKMX pe3ynbrarax;

noTpeBHOCTL B peLleHnn UIn YCTaHOBNEHUM (hakToB B MPOTUBOPEUMBLIX [0Ka3aTeNbCTBaX;
HEOBXOAMMOCTb BHELLHETO NPUHYXAEHUS;

HE0BX0AMMOCTb NPUBIEYEHUS] TEXHUYECKMX UITW IPYTUX SKCMEPTOB, a TaKKe BaXXHOCTb I0pNMANYECKUX BOMNPOCOB;
Heo6GX0AMMOCTb B OTKPLITOM NPOBEPKe pe3yrnbTara.

AreHT, npegnararoLwmii cornacuTenbHbIi MeTo4 B COOTBETCTBUM C NONUTUKOI YPerynupoBaHusi CropHbIX BONPOCOB
B OpraHm3auum, Kak Npasunno, 4OSKEH Npeanarate 3T0T METOA KaK NPeanoyTUTENbHbIN BAPUAHT YPErynimpoBaHus crnop-
HbIX BONPOCOB. CornacutenbHble MeToabl 3a4acTyio GeiBatoT Gonee GbICTPbIMU, AELLEBLIMY M MEHEE COCTA3AaTENbHbLIMU,
Ecnu aTummn metogamu yperynupoeaTh CropHble BOMPOCH HE yaaeTCsl, TO OpraHMaauusi 4ormkHa NpeanoxuTe apyrue
MeTOAb!.

E.3 CooTBeTCcTBME KOMMNEHCcALNN

OpraHn3aunsi AoMKHa HafenuTb areHTa NONHOMOYMSIMU MO BbiNnaTe KOMMeHcauuii, 4OCTaTOUHbIX, N0 KpanHen
mepe, ANA NOKPbITMA yObITKOB NPUYMHbI, BbI3BaBLWeN xanoby. KomneHcaumm, KoTopble AOMKHbI BbITh yUTEHbI M Npeanoxe-
Hbl, €CMK 3TO NPVMMEHNMO, BKovaloT B cebsi:

PEeMOHT NpoayKumm;

BO3MELLEHNe CTOMMOCTM NPOAYKLUMY;

aHHYNMPOBaHWE J4OroBOPa KyMun-npogaxm;

yKasaHue Ansi oqHOM U3 CTOPOH NPEANPUHATL KOHKPETHbIE ASNCTBUS N0 YCTPaHEHUIo NPoGnemMs.

MecTHbIM 3aKOHOAATENBCTBOM MOIyT AONyCKaTbCA nnn Tp660BaTbCF| aonondHuntenbHble KOMneHcauun, Hanpumep
onnarta ycnyr agesokata vunuv npecraBUTensi.
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MpunoxeHne F
(obsazaTenbHoOe)

PekomMmeHpauuu no GeCHpMCTpaCTHOCTM

OpraHusaums gorxHa BCTynaThb B yperynupoBaHue CropHbIX BOMPOCOB C HAMEPEHUEM CNPABEANUBOIO Y YECTHOIO
paspeLleHns CopHbIX BONPOCOB ¢ ucTuoM. OHa JoMmKHa BbIGpaTh TAKOTO areHTa, YTo6bl ro NepcoHan n NpeacTaBuTeny,
BOBII@YEHHbIE B YperynupoBaHue, 6binu 6ecnpuctpacTHbl U OGbEKTUBHLI. Takum 06pasoM, NpoLeces!, peKoMeHO4aumum n
yCTaHaBMnMBaloLLMe pelueHns 6yayT cnpaBeanvBbIMU A1 06eUX CTOPOH 1 paccMaTpuBaeMbiMU KaK HE3aBUCUMBIE.

MpeacTaBuTENU U NEepCoHar, y4HacTBYIOWWIA B YPEryrnMpOBaHNK CMOPHBIX BOMPOCOB, AOMXHbI ObiTh 3aLUMLLEHbI OT
BNUSIHUSI CTOPOH B XOZ4€ BCETO NpoLecca Ans TOro, YToObl MX yCUNUs Mo onpeaernennio npueMnemMocTy U UTOrOBOMY peLLe-
HUWIO CMOPHBIX BOMPOCOB OCYLECTBNSNMCh HAa HE3aBNCUMOW OCHOBE. becnpucTpacTHOCTb, OGBEKTUBHOCTL W YECTHOCTD
ny4wum o6pa3om MoryT 6bITb JOCTUIHYThI NPW COBOKYNMHOCTU AENCTBUNA.

MpumevaHusn

1 B 6onbwMHCTBE CXEM YperynvpoBaHUW CrOPHbIX BOMPOCOB B YACTHOM CEKTOPE MpU B3auMOZeNCTBUM Mexay
opraHv3aumaMu u noTpebutensMm hMHaHCUPOBaHNE KOHKPETHOIO CNOPHOIo BOMPOCa OCYLWEeCcTBNsIeT accounanus n/mnm
6usHec-cTopoHa. 3TO MHaHCUPOBaHMe MOXET OXBaTbiBaTb BCE 3aTpaThl UMW CyLWECTBEHHYIC AONI0 3aTpaT Ha npouecc.
Kpome Toro, gonyckaeTcsi, 4Tobbl accounauus, NpoBoaswas unv ogo6pusLLas NpoLecc yperynmpoBaHus CNOPHbLIX BOMPO-
COB, OCYLWECTBMsNA 3TO NOA PYKOBOACTBOM YIIEHOB accoLmalum, KOTopble BpeMsi OT BpeMeHU BbiCTynany 6bl CTOpoHaMu B
yperynvpoBaHuM CropHbIX BOMPOCOB MO CXeme. 3TOT NPUHLMN «CNpaBeaIMBOCT» HEOGX0AUM OIS rapaHTum TOro, YTo
YCUNUsi MO yperynMpoBaHuio Kakoro-nmbo cnopHOro BONpoca He 3aBrceny oT B3aMOOTHOLLEHWI MeXAY HneHamMm accoum-
auuu, BKNoYan GUHaHCOBbIE B3aMMOOTHOLLEHMSI.

2 TepMUH «NepcoHarn, y4acTBYIOWMIA B yperynmpoBaHuM CNopPHbIX BOMPOCOB» MCNONb3yeTcs 4ns NPU3HaHWA TOro
thakTa, 4YTO y areHTa MMeeTCs WUCMOMHUTENbHbIM NepcoHarn, He BOBMEYEHHbI B yperynmpoBaHMe CNOpPHbIX BONPOCOB
(HanpymMep, NCNONHWUTENBHBIN AUPEKTOP, AMPEKTOP NO NPOU3BOACTBY UMK (DMHAHCOBLIA AUPEKTOP ), HO 3aKNIOYAIO NI KOH-
TPaKThl M BOBMNEYEHHbIV B APYroro poda B3avMOOTHOLLEHWS C y4acTHUKaMy BusHeca, HUKaK He CBA3aHHble ¢ o6paleHnsaMm
¢>xanobamu. CnpaeenMBoe U HE3aBUCUMOE PELLEHV e ABMAETCH HEOTLEMITEMON HaCTbI0 YPEryrnupoBaHns Kaxaoro crop-
HOro Bompoca.

CnpaBenMBOCTL Ny4lle BCEro MOXeT OblTb JOCTUIHYTA NyTEM COBOKYNHOCTU AEMCTBUN, TAKUX KaK:

- MPUMEHEHWUE KOHCYNbTATUBHbLIX UMW OMpeaensiiolmMx METOA0B B COOTBETCTBUM C W3OAHHLIMU MNpoLeaypamu,
OOCTYNMHBLIMW ANsi CTOPOH [0 Havana Kaxaoro npouecca; Takue npoueaypbl M X NpUMeHeHWe JOIKHbI BCEM CTOPOHaM
npeaocTaBnsTh NONHbIE, CPaBeAIMBbLIE U PpaBHbIE NPaBa Ha y4yacTue B niobom n3 metogos n obecneumsarb, YToObI Bce
pekoMeHaauUmMmn v pelleHns GbiNu OCHOBaHbI Ha JOKa3aTenbLCTBax M apryMeHTax, NpMBeAeHHbIX NpeacTaBuTENIo Mo pas-
peLLeHIc CMOPHbIX BOMNPOCOB;

- MPUHSITUE NONNTUKM KOHINUKTA UHTEPECOB U NPaBui 3TUYHOTO MOBEAEHWS 4TI NepcoHana v npeacTaBuTers no
pa3speLLeH o CNOPHbIX BOMPOCOB U UX HAa3HA4YeHUE A1 yHacTUsi B NpOLecce yperyimpoBaHusi COPHbIX BOMPOCOB TOINBLKO B
TOM Criy4ae, eCriv 0XXuzaaeTcsl, YTo OHU ByayT 06 bEKTUBHBIMK; OTHOLLEHWS!, MHEHUE UITM MHTEPEeCHl NepcoHana, y4acTBylo-
LLLero B yperynvpoBaHum CriopHbIX BOMPOCOB, HE AOJXHbI BNUSITL HA ero/ee NnoBeAeHne, Hanpumep, eCnuv npeacTaBuTens
No paspeLUeHnio CrIOPHbIX BOMPOCOB 6bif HAHSIT OHOWM M3 CTOPOH, STO MOXET NOBIMUSTL HA €ro CNOCOGHOCTL NoaaePXu-
BaTb CBOI0 OObEKTUBHOCT;

- obecrneveHue, YTO6bI HAa KOMMNEHCALUMIO (MPY HANMYMK TAKOBOW ) NMpeAcTaBuTenen Mo paspeLeHnto CNOpHLIX BOMN-
POCOB He Brusia CyLLHOCTb KOHKPETHbIX COrMalleHUii, peKOMeHAAaUMI MU ONpeaensiioLLmMX peLeHn;

- ocBoboXAeHWe NpeacTaBUTENS NO Pa3peLLeHnto CNOPHBLIX BONPOCOB OT €ro 06513aHHOCTEN TONBKO NPU HaNU4Yun
Ha 3TO Kakon-NMbo NpUUnHLI;

- HasHa4eHve npeacTaBUTENS MO pa3peLleHnto CNIOPHbIX BOMPOCOB 10 OrNpefenieHHON CTENEHN YMeHbLIaeT BO3-
MOXHOCTb OKa3aHWUsi MOBTOPHbIX YCIyT;

- eCIW areHT NOrHOCTbIC UMK YacTUYHO (hMHAHCUPYETCsl OpraHn3auueil — OJHOW M3 CTOPOH B crnope, Heobxoaumo,
4T06bI hUHAHCMPOBaAHUE HE OKa3bIBaro BUsIHUSI HA MPUHSITUE peLLEHNs] B KOHKDETHOM CIOPHOM BONPOCE;

- packpbiTMe CTOPOHAM JTMYHbIX AaHHbIX NPEACTABUTENS MO pa3peLleHunio CrOPHbLIX BONPOCOB, BbIGpaHHOro ans
yperynupoeaHus CropHbIX BONPOCOB, BMecTe ¢ uHdopmaumeri 060 BCceX OTHOLEHUSIX, KOTOPbIE 3TOT NpeAcTaBuTeNb MMe-
eT cKakon-nnGo 13 CTOpPOoH, YTO cCKopee Beero ByaeT paccmaTpuBaThCs Kak hakTop, BIUSIIOLLMIA HA ero 6eCnpucTpacTHOCTS;
CcTOpoHaM gonxHa 6bITb NpeocTaBneHa BO3MOXHOCTL CMEHbI NPefCcTaBUTENS M0 PaspeLleHnio CMOPHBIX BONPOCOB NpK
HaNU4YMKN 4OCTaTOHHbIX 1151 3TOro 060CHOBaHWI;

- obecneveHue OCTYNHOCTU ANS UCTLOB YCITYTr TEXHUYECKMX SKCTNEPTOB (BKIioYasi SKCNEPTOB NO NPaBOBLIM BONPO-
cam), rae aTo 6yaeT NnpuMeHnmo u HeobxoauMo ANs CNpaBeAMBOro YPerynupoBaHus CNOPHbIX BONPOCOB;

- eCnu 3TO pa3peLLeHO MECTHbIM 3aKOHOAATENbLCTBOM, 06ecneveHne NpUHyAUTENbHON Aa4m CBUAETENbCKMX NOKa-
3aHui NPY NPUMEHEHUN ONpPeAEnsIILLEro MeToa, ecrnu 3To Heob6xoaAUMO Ansi CNpaBeAIMBOrO YPerynmpoBaHns CropHbiX
BOMPOCOB,;
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- YyeTKoe MHOPMMPOBAHNE CTOPOH O cdepe MNOMHOMOYMI NPeaCcTaBUTENSA MO PaspeLLEHUIo CNOPHLIX BOMNPOCOB U
obecnevenne, 4Tobbl Nobas pekoMeHAauust Unv onpegensiollee peleHne He BbIXOAMUIO0 38 PaMKuU 3TUX NMONHOMOYMIA;

- 3abnaroBpemMeHHOe packpbITUe CTOPOHAM KPUTEPUEB, UCTONb3YEMbIX B PEeKOMEeHALMSX UNKu onpeaensiowmx
pelueHmnsx;

- MHOPMUPOBaHKE OPraHM3aLMm 1 UCTLA O peKoMeHZauun unu peweHun, ¢ 060CHOBaHeM NPOCTbIM S3bIKOM U B
NUCbMeHHOM hopMe, AOCTAaTOMHO AeTanbHbIM A5 TOrO, HTOObI ero MOXHO ObINo 3hHEKTUBHO UCTMONHNTD.

MpumeyaHue— Ecnmato He NPOTUBOPEYUT 3aKOHY, B OCHOBE OMNpPeAensiioLLMX PeLLueHUi MOTYT NexaTb opu-
ANYECKNE NPUHLMIMbI, HENPEAB3ATOCTb, NPABUIa UIM UX COBOKYMHOCTL;

- B CNy4ae NPUHATUSA CTOPOHaMMU PEKOMEHAALMM NO yPEryrnupoBaHWIe CNOPHOro BONPOCa ee AOKYMEHTUPOBaHUE B
nNUcbMeHHON hopMe Ansi Toro, YTobbl OHa MMena PUANYECKYIO CUIY;
- onpepgenexue, AeNCTBYIOT IM CTOPOHbLI B COOTBETCTBUM C COrMalleHneM Uiv onpeaensiiolum peLleHnem.
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Mpunoxexnve G
(o6a3aTtenbHoe)

PekoMeHAaLUN NO KOMNETEHTHOCTU

G.1 O6wme nonoxeHun

MNepcoHan opraHuaauum, areHTbl U NpeACTaBUTENNU JOMXHBI 06MaaaTh NMMYHBIMY Ka4eCcTBaMM, HaBbIKaMu, noaro-
TOBKOM M OMNbITOM, HE06XOAUMbIMN ANSA HaANEXaLLEro CNONHeHUsl CBoMx 06s13aHHOCTeN, NoaAepXUBaeMbIMU N yNiyyluae-
MbIMU NOCPEACTBOM ZIOMNONHUTENBHOIO ONbiTa paboTbl, NOCTOAHHOTO 06yUeHUs!, BKNIOYas HACTABHUYECTBO U NPOBeaeHUe
nepuoanyeckon NOBTOPHOW OLIEHKM.

KomneTeHTHOCTb MOXeT ObITb 06ecneveHa HeCKONBKMMU NPeACTaBNEHHBIMU HUXKE cnocobamu.

G.2 Ksanndmkaums

Ksanudwukauus nepcoHana n npeactaButenen AonkHa o6ecneyunTb Hagnexalmn ypoBeHb UX HABbIKOB B yperynu-
POBaHWM CMOPHbLIX BOMPOCOB U NOAYEPKUBATL Takne BaXXHENLLMNE UX KAYECTBA, KaK MPOheCCMOHANN3m 1 YeCTHOCTb.

G.3 MNoagroroBka

MepcoHany v npeacTaBUTENAM AOMKHA GbiTb NPeqoCTaABNeHa BO3MOXHOCTb 00yUYeHNs TpebyemMbIM 3HaHNSIM U
HaBbIKaM, HanpuMep:

- BCeM AeNCTBYIOLUM NPABOBbLIM TPeGOBaHNAM, OTHOCSLLMMCSI K CTIOPY;

- BaXHOCTU cObBMogeHUsl cCnpaeeanNMBOCTU U METOAAM €€ AOCTUXEHUS,

- OOCTYMNHBIM METOAUKAM OKA3aHUsA COAEWCTBUSA CTOPOHAM;

- NONUTUKaM 1 NpoLeaypam, MPUMEHUMBIM K Peann3aummn Kaxaoro MeToaa yperynmpoBaHusi CNOPHLIX BOMPOCOB, K
KOTOPOMY OHW OTHOCHTCS;

- BCEM I0praNHECKUM MPUHLMNAM, NpaBrMNamM Unv NpUHUMNaM HeNPeAB3ATOCTU, NPUMEHSAEMbIM B OTHOLLEHWUY CIOpP-
HOro Bompoca.

MpwnmeyaHwne— B3aBucumocTy oT Buaa cnopos, 0CHOBAHUI BbIAAHHBLIX PEKOMEHAAUNN UK YyCTaHABIMBAIO-
WX peLUeHn, a TaKkKe NpeanoYTeHN opraHu3auumn odvumanbHasi NPaBoBasi NOArOTOBKA U NTMLIEH3MPOBaHWE NpeaCcTaBu-
Tenew No paspeLleHnto CNOpPHbIX BONPOCOB He ABNAOTCH 065a3aTenbHbIMKU, €CNK 3TO He TpebyeTcs 3aKOHOM.

G.4 Meprnognyeckas oueHkKa

JonxkHa npoBoaUTLCH NEPUOANHECKAN OLEHKA AATENbHOCTY M KBaNndnKauum NnpeactaBuTenen, a Takke Kputepu-
€B UX KBanmukaumm, yCTaHOBNEHHbIX areHTOM.

Mpumevanune — [ononHuTenbHble pekoOMEHZAUMM MO0 KOMMNETEHTHOCTM nepcoHana npueegeHbl B
MCO 10015.
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Mpunoxenne H
(obasaTrennbHoe)

PekomMmeHpaLuu no CBO€BpPeMeHHOCTU

CropHbI BONPOC A0MKeH GbITb YPEryNnMpoBaH Tak GbICTPO, Kak 3TO BO3MOXHO, C y4eTOM NpeagmeTa cropa v npume-
HSIEMOTro npouecca.

[nsa peanusauum gaHHoro nprHumna 6yger none3Ho yCTaHOBUTh OXMAAEMbIE BPEMEHHbIE PaMKV O1151 3aBEPLLEHUSs]
KaxKdoro U3 npeanoXeHHbIX MeTO40B U COOBLMTL 06 3TOM BCEM 3aNHTEPECOBaHHLIM CTOPOHAM. BpemeHHbie pamku Jon-
XHbl 06M1aAaTh 4OCTATOYHON TMBKOCTBIO C YYETOM Pa3NIMYHON CITOXHOCTU CMOPHbLIX BOMPOCOB 1 NOTPEBHOCTEN CTOPOH B
KaKZAOM KOHKPETHOM Criyyae.

Ha BpemeHHbIe pamMKy MOTYT BIIUATb 3akoHodaTerNbHbie TpeGoBaHus. CTOPOHbI U areHT pasaensioT OTBETCTBEH-
HOCTb 38 COOTBETCTBME YCTAHOBIEHHBIX BPEMEHHbBIX PAMOK.

MonesHo NPoCneXMBaTh X0 yPerympoBaHns CriopHOro BONpoca 1 nHopMmpoBaTh 06 3TOM CTOPOHbI.

CBoeBpeMeHHOCTb TaKKe Ba)Ha, KOrAa CTOpoHaM 4aHo NPaBo Ha UCMNOob3oBaHue CyaebHbIX NpoLeayp Unmucnorsb-
30BaHMe METOA0B APYroro areHTa B TeUeHue yCTaHOBNEHHOTO MHTepBana Bpemenu. NpoaneHue cpoka npoLecca yperynu-
poBaHusi CMOPHbLIX BOMPOCOB MOXET 3afdepxaTtb nepepady gena B cyg. CBOeBPEMEHHOCTb My4lle BCero MoXeT ObiTb
AOCTUIHYTa, eCINU NPeACcTaBMTeNb OpraHM3alum B yperyivMpoBaH1m CriopHbIX BONPOCOB o6nagaeT YeTKo onpeaeneHHbIMK
MOMHOMOYMSIMW [0 PA3PELLEHMIO CTIOPa UMM MOXET BLICTPO NONYy4YNTL 0406PEHNE OT BbILLECTOSILLMX MWL, OPraHu3aLum.
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Mpunoxenwne |
(o6asarennHoe)

PekoMeHAaLMKN NO NpO3payHOCTH

1.1 O6wwne nonoxeHns

HoctartoyHas nHdopmaumsi o npoLecce yperynupoBaHusi CriopHbIX BOMPOCOB, areHTe U ero AesiTeNnbHOCTN 4OMKHA
6bITb packpbiTa UCTUAM, OpraHM3aumsiM U 06LEeCTBEHHOCTH.
OpraHnsaumm gornxHbl ob6ecrneunTb, 4To6bI 3Ta MHOpMaUUsi Gbina 4OCTYINHA NS BCEX 3aMHTEPECOBAHHbLIX CTOPOH.

1.2 Undopmaums o npouecce, meToaax n AeATENLHOCTH

MonesHas nHcdopmauus 06 ycnyrax areHTa v ero esiTenbHOCTU BKINoYaeT B cebsi:

- BC€ KOHTaKTHble faHHbIe areHTa;

- Buabl CNOPOB N AOCTYNHbIE METOAbI UX YpErynmnpoBaHusi;

- CI'IOCOG, KOTOPbIM MOXEeT 6bITb WHUUUNPOBAHO NpUMEHEHNE nmo6oro MeToAaa, B TOM Wucne Bce npeanncaHHblie
BbINNaThl;

- ¢cnoco6 y4acTna CTOPOH (NMMYHO, No TenedoHy, Mo NOYTE NN OHNAaNH);

- cnoco6 onpeaeneHus, oTbopa u NpoBepkM kBanudukaumm n 6ecnpucTpacTHOCTU NpeacTaBUTENEN No paspeLle-
HUIC CMOPHBIX ONPOCOB;

- OCHOBaHWsi ANs yperyrnmpoBaHusl CMOPHLIX BOMPOCOB (HanpuMep, 3akoH, 06 beKTMBHOCTL, NPaBuNa) u 4OCTyNHble
cpeacTea;

- BpPEeMEeHHbIe paMKK1, KOTOPble AOIKHbI ObITb cOBnoAeHb;

- AeNCTBUS, NPUBOASILLME K BBIHECEHMIO ONpeAensiowero pelweHns UNu BO3HarpaxaeHuio;

- NOnWTUKa KoHMbUAEHUMANBHOCTY;

- (bMHaHCKPYeTCs NN areHT opraHn3aumen — OAHON U3 CTOPOH B CNOPE, U Kakne CyWweCcTBYIOT Mepbl 6e3onacHocTw,
rapaHTupylowme, 4To gaHHoe HUHaHCUPOBaHWE HE BNUSIET HA KOHKPETHbBIE 3aKNI0YeHUs, peKOMeHAaUNMN M yCTaHaBNUBalo-
Wue peleHus.

1.3 ExeroaHbi oTyeT

OpraHmsau,MM AOJXHbI NPU3HaBaTb, YTO ny6nm(au,m| €XEerogHoro oTyeTa areHTa MOXeT A4aTbh NoKa3aTeslbHYI0 OLUEeH-
Ky areHta u ero 4edaTenbHOCTH. E)KeFO,EI,HbIﬁ OTYET MOXET BKNioYyaTthb B cebs:

- YNCNO NONYYEHHbIX *anob, peleHHbIX U HepeLLEeHHbIX CMOPHBIX BOMPOCOB B pamMKax KaXaoro Metoga yperynupo-
BaHWs1 CMOPHBIX BOMPOCOB, @ TakkKe YMCINO PEKOMEHAALMIA UMK YCTaHaBMBAOWMX pelweHui, yA0BNeTBOPAIOWMX BCe,
HEKOTOpPbIE NITN HUKaKUe N3 NoNy4YeHHbIX 3anpoCcoB O B3bICKAHNN;

- CBOEBPEMEHHOCTb paspelueHus cyaebHoro cnopa;

- BbISIBNIEHME cMcTeMaTUyYeckux npobrem B xode npouecca yperynupoBaHus CNOPHLIX BONPOCOB.

Ony6nukoBaHHble AaHHbIE HE AOKHbI MAEHTUOULIMPOBATBLCA HU C OQHOW KOHKPETHOW opraHn3auuent 6es ee corna-
cus.

1.4 My6bnvkauna vHanBnAayanbHbIX pe3ynbTaToB yperynmpoBaHuA CNOPHLIX BONPOCOB
B cooTteeTcTBYIOWMX 0BCTOATENBCTBAX (HANpUMep, ecnu obbem gena HeBenuK, HO Nonb3a oT 06yueHna GyaeT
BenuKa) 1 ¢ y4eToM KOHPUAEHUMANbHOCTU JaHHbIE MHANBUAYANBHBIX PE3YNbTAaTOB YPErynupoBaHus CNopHbIX BONPOCOB

(pexomeHpaumy, yCTaHaBNMBaOLWME PELLEHUS, COrMaweHns U CBA3aHHasn ¢ HUMK nHdopmaumnsa) moryT 6b1Tb ony6nukoBa-
Hbl MPY COrNacuu BCEX CTOPOH.
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Mpunoxenne J
(cnpaBouHoe)

PekomeHAaLUUU No BbIGOPY areHToB

dakTopbl, KOTOPbIE OPraHN3aLUs AOJKHA NPUHMMAaTL BO BHUMaHue nNpu Bbibope areHTa, cnegyiowme:

- OueHKa Ha npeameT BbiGopa areHTOM HacTOSILLEro CTaHAapTa Uinu Apyroro nogo6HOro ctaHaapTa, paccmartpusa-
IOLLErO yperynupoBaHne CnopHbIX BONPOCOB;

- penyTauusa areHTa cpeau notpebuTtenen opraHu3auuu, NOTPebUTENbCKMX M MPOMBILWIIEHHBIX accoumauvn,
cpeacTB Maccoeomn nHdopMauuy, yupexaeHui no 3almre npae notpebuteneii;

- pe3ynbTaTbl, NOMy4YeHHbIE€ U3 HE3AaBUMCUMbIX OLIEHOK, aHanu3a Cco CTOPOHblI PYKOBOACTBA WINWU UCCMEAOBaHUs
notpedutenen, No KOTOPbLIM MOXHO CYAUTb O TEHAEHUMSIX (HanpyuMep, B OTHOLEHUUN DYHKLMOHMPOBAHUS), €CIU 3TO MpU-
MEHUMO;

- pexkomeHAaunu Apyrnx opraHn3aumim, Nornb3oBaBLUMXCS YCIYraMmu AaHHOIO areHTa;

- CTeneHb COOTBETCTBUS areHTa v UCrorib3yeMbIX UM METOL0B LIEHHOCTSIM OpraHu3aLum;

- cTeneHb COOTBETCTBUS areHTa noTpebHocTAM opraHm3aumm, ero hMHaHCOBOE COCTOSIHUE U BO3MOXHOCTb UCIOI-
HeHuns 06513aTenbCTB Nepeg opraHn3aumeii M ee UCTLaMu;

- BO3MOXHOCTb KOOpAMHAUMM METO0B areHTa ¢ npoueccamm obpaweHus ¢ xanobamm v ApyruMmu onepaTtMBHbIMN
npoLeccamMmu opraHnaauum, BKoHas ucnorb3ayemble crnocobsl obmeHa nHgopmaumen;

- CcTeneHb COOTBETCTBUS METOAOB areHTa noTpebHOCTsIM opraHn3aumu, Bknodas cnocob npeactaBneHvus aen
npeacTaBUTENO MO Pa3peLLeHnIo CNOPHLIX BOMPOCOB (Hanpumep, yCTHO NN NUCbMEHHO);

- CcTeneHb, A0 KOTOPOW Npeanaraemble areHToM MeToAbl YperynupoBaHus COPHBIX BONPOCOB MOTYT COAENCTBO-
BaTb ObICTPOMY yperynmpoBaHuio cnopa;

- MpPsAMble U KOCBEHHbIE 3aTpaThl OpraHM3aummy U UCTLIOB;

- CTeneHb, B KOTOPOW y areHTa MMEIoTCS B HANU4YMmM ZOCTATO4HbIE PeCYPChl 4NA NPUHATUA, NPOCNEXNBaHWA U paspe-
LLUEHWsI CNOPOB TEX BUAOB U MacluTaboB, C KOTOPbIMMU OH cornacuncs paéoTars;

- Hanudne y areHTa HaHATbIX UMW JOCTYMNHbIX NpeACTaBUTENEN NO paspeLeHnio CNOPHLIX BOMPOCOB Y TEXHNYECKUX
3KCMepPTOR (BKIO4as 3KCNePTOB MO NPaBOBbIM BONPOCaM) B AOCTATOYHOM KOnMUyecTBe W 06naaatowmx COOTBETCTBYIOLLEN
KBanudmrkaumnewn;

- Hanudue y areHTa cpedcTB ANs BeAeHWA Aena, Korga opraHmsaums v ucteu yaaneHsl pyr ot gpyra Ha 6onblune
paccTosHWS, HanpUMep Npu MeXayHapoAHbIX KOHNUKTaXx;

- Hanu4ue y areHTa npoueccoB MOHMTOPUHIA, OLLEHKM U MOCTOSIHHOTO YNy4LWeEHUs YCITYT N0 yPerynupoBaHuio cnop-
HbIX BOMPOCOB.
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MpunoxeHne K
(cnpaBo4Hoe)

PekomeHgaLuu no nonuTuke yperynmpoBaHna CNopHbBIX BONpoCcoB

K. MpepBapuTenbHble ob6a3aTenbcTBa

Mpw onpeaeneHnn HeobGxoaAMMOCTU B3ATUSA Ha cebsi NpegBapuTenbHbIX 06513aTeNbCTB N0 YPErynvpoBaHuio crnop-
HbIX BOMPOCOB OpPraHn3auusi A0MKHA YUUTIBATb UX 3HAYUMOCTD 111 CBOMX YCUINUIA NO JOCTUXEHWIO YAOBNETBOPEHHOCTU
notpebuTenel B Lenom, a Takke Apyrmx nonutuk 1 uenen. OpraHnsaums JomnxKHa NpMHUMaTh BO BHYMaHWe Takue hakTo-
pbl, Kak:

- BO3MOXHOE yIny4lleHue penyTaLmm opraHnsauuu;

- BCe 3akoHoAaTerbHble U apyrne ob6s3aTenbHble TPeGOBaHUS U MEPbI NMOOLLPEHUS;

- nwobble TpeboBaHKS UNKM Mepbl NOOLW,PEHNS yHacTUs B NPOrpaMMax yperyrnmpoBaHusi CNOpPHbIX BOMPOCOB OT acco-
umaumn;

- MOMNe3HOCTb CTATUCTUYECKMX OTHETHBIX AaHHbIX NOCTaBLLMKA A5 IPOLECCOB MOBbILIEHUS KAYECTBa U YIy4LLEHUSsI
opraHusauuu;

- BO3MOXHbIE NMpeumylLecTBa B3sTUS Ha cebs npeaBapuTenbHbIX 0053aTenbCTB AN NoAAEpKaHNA TOTOBHOCTM
noTpebuTensi BOCNONb30BaTLCS NPOLECCOM;

- Kenaemas ansi CTUOB PMHaHCOBasi LEHHOCTb NPUHATLIX PELLEHWI;

- BO3MOXHOCTb CHUXXEHWS 3aTpaT, KOTOpble B NPOTUBHOM Clly4ae Mornmv Gbl MONTW Ha cyaebHble N3gepKku;

- OXngaemoe 4ncno xanob, KOTopble MOTyT OCTaTbCs HEeYpPErynMpoOBaHHbIMKM B pamMKax BHYTPEHHEro npouecca
06paboTkM xanob B opraHnsauumn.

K.2 YyacTtue B vHOMBMAyansHOM nopsake

Ecnu opraHnsaumsi He B3sina Ha cebs npeaBapuTeNbHbIX 0683aTEeNbCTB MO YPErynMpoBaHUIO CNOPHbLIX BOMPOCOB,
OHa [JOJKHA pacnpoCcTpaHuTb cpeay BCEX COTPYAHWUKOB, BOBINEYEHHbIX B paboTy ¢ xanobamu, Kputepum 4nsi onpeaeneHust
HEeoBX0AMMOCTU y4acTus B yperyrmpoBaHum CrnopHbIX BONPOCOB B UHAMBUAYANbHOM Nopsigke. Takme Kputepun JOIIKHbI
yunThIBaTh Criedyome hakTopbi:

- CrnopHasi cyMMa v pyrue xenaemble Bbinnarthl;

- nwobble NnpenmyLLecTBa M3bexXaHus cyaa, Takme Kak CHUXeHWe 3aTpar;

- 3akoHogaTenbHble 1 apyrue o6si3arenbHble TPeOOBaHWSA 1 Mepbl NOOLWPEHNS;

- NoTeHUMarnbHOe BO3AENCTBIE HEYPErynMpoBaHWs CNOPHOIO BONPOCa Ha B3aMOOTHOLLEHUS OpraHn3aLmm ¢ AaH-
HbIM MOTPebUuTEeneM u ee penyTauuio B LLeNoMm.
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MpunoxeHne L
(cnpaBo4Hoe)

PekomeHaaummn no anemMeHTaM NPOEKTa yperyrimpoBaHnsa CMOPHLIX BOMPOCOB

CylecTByeT MHOXECTBO NMPOEKTOB YPErynnpoBaHusi CriopHbIX BOMPOCOB, KAXAbIV U3 KOTOPLIX MEEeT CBOM NpenMy-
WeCTBa M HeJoCTaTKW, PekoMeHgaumm no-pasHoMy NPUMEeHSIIoTCS B 3aBUCMMOCTM OT NPoekTa. OHM MOTyT BbITb yCTaHOBMNE-
Hbl areHTamu, NpeanaratoWwymm YCyrv rno yperyrmpoBaHunio CriopHbIX BONPOCOB Ha PbiHKE B 06LLeM BrAe, Unv areHTamu,
ABNAOWMMUCS acCOLMaLMAMK, UK BelBpaHbl UMK A5 YPerynvpoBaHus CriopHbIX BOMPOCOB MeXY CBOUMU YneHamm 1

APYTMMU OpraHn3aumnsamMm,

B rabnuue L.1 npeacraBneHsl pasnnyHbie 3/1eMEHTbI MPOEKTOB YPErynmpoBaHUs CMOPHbLIX BONPOCOB, HE ABMNSOWM-

eCs ncyepnoiBaloWmnmMmn.

Tabnwnuya L1 — PekomeHgaumm no snemeHTam NpoekTa yperynmpoBaHunsi CriopHbIX BONPOCOB

SnemMeHT NpoekTa

Mpumepbl

KakoBa opraHusaunoHHO-NpaBoBas topma
areHTta?

MpoMbllWneHHass accoumauus; accounaums notpeburtenewn;
HEKOMMepUYecKas opraHM3aumst; KOMMepYeckasi opraHu3aumns; uH-
AvBMayanbHbIM NpeanpuHUMaTenb

Cnopbl KakMx BUOOCB MOXeT perynupoBaTtb
areHT?

HapyweHne rapaHTuiHbIX 0053aTenbCTB, HECBOEBPEMEH-
HOCTb MOCTABKM, [IOXHAs peKrnama, HapylweHue KOHTPakTa,
HaAEXHOCTb NPOAYKLUKN

Kakme wmeTodbl YyperynmpoBaHWs CrOpPHbIX
BOMPOCOB MOTYT ObITb NpeasioXKeHbl?

CornacurernbHbIf, KOHCYNbTATUBHBIA W/WUNK yCTaHaBNWBAIO-
Wi (06s13aTenbHbIM UNKM HeobsA3aTenbHbIN)

Kak 6ygeTt ocywecTBneHo hMHaHCUpoBaHue
cnopa?

OTuncneHnst oT 0gHOM UNKM 06enX CTOPOH; YNEHCKUE B3HOCHI B
pamkax accoumaumu; npaeuTenbCTBEHHbIe Unu GnaroTeBopuTenk-
Hble FPaHTbI

Kakvne wmeToabl yperynupoBaHusi CrOPHbIX
BOMPOCOB GyAyT UCMONb30BaHbl B MHAWBUAYarb-
HbIX cnopax?

Tonbko cornaweHne; TOoNbKo yCTaHaenueauwee peweHune;
cormaweHune n yctaHasnueaiouwiee peweHune, npu HeobxoauMocTH

KakoBa kBanudbwukauus npegcraButenenm no
paspeLleHnto CnopHbLIX BONPOCOB?

HonmxkHel npontn 40-4acoeomn Kypc NoAroTOBKW; AOMKHbI obna-
patb 10-neTHUM onbiTom paboTbl B cooTBETCTBYOWEN cdepe;
OOMXHbI BbITb topUcTamm

Kak 6yger 4ocTurHyTa He3aBUCUMOCTb?

OTudHbIE MpaBuna NOBeAeHWs;, cOanaHcUpoBaHHLIA OpraH
ynpaBneHus BO IMage ¢ HECKONbKMMMW aKuMoHepamu; NpeacTasu-
TENW MO PAa3PELLEHUIO CMOPHLIX BOMPOCOB, HAHATLIE areHTOM;
NpeacTaBUTENW MO Pa3PELLEHNIO CMOPHBIX BONPOCOB U30NMPOBa-
Hbl OT APYrOro nepcoHarna areHTa

Kakue kputepun OyayT vcnonb3oBaHbl Npu
NPUHSATUM peLLeHni 06 yperynmpoBaHm CnopHbIX
BOMNPOCOB?

TouHoe BbINONHEHUE 3aKOHOdAaTEe NbHbIX MPUHLUMNOB, CNeaoBa-
HVe npaewnam nvnu GecnpucTpacTHOCTb

KakoBbl BpeMeHHble paMKu yperynmpoBaHus
cnopa?

MpuHATME peleHus B TedeHne 60 gHew; NonbITKa CornaweHnst
6yneTt npegnpuHsTa 3a 40 gHen O0 BbIHECEHWSA OKOHYaTernbHOro
peweHns

B kakow thopme OOCTYNMHO yperynvpoBaHue
CMOPHbLIX BONPOCOB?

JInuHo; no TenedoHy; Yepesa MMCbMeHHbIe JOKYMEHTbI; OHMalH
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Mpunoxenne M
(cnpaBouHoe)

Bnok-cxema yperynupoBaHnA CNOPHLIX BONPOCOB

Ha pucyrke M.1 npectaBneHsl pasnuuHblie 3Tansl yperynnpoBaHns CriopHbIX BONPOCOB.

[ HeyperynuposaHHas xanoba ]

¥

| Hanpaenenuve xanobui (7.2)

]

Mony4eHne yBeaoMsieHUs © CNROPHOM Bonpoce (7.3)

L]

OueHka cnopHoro sonpoca (7.4.1)

¥

BuipaboTka HasanbHoW nosvumm (7.4.2)

Y
| CornacutenbHulit metoa (7.5.1)

DA Cornawenue

BOCTUTHYTO?
N5.3)

HET

]

| KoHcynbTtarneHbin metog (7.5.2)

PexomeHaauumn
NpUHATH 0GenMn
CTOpOHaMMn?
(7.5.4)

HET

AR

\

-

YcraHaenusatowmii Metop (7.5.2, 7.5.5)

PelueHue obsasarenbHo
Ans o6enx CTopoH?

Peluenne npuHsaTo
uctuamu?

\ AR A J OA

I WcenonHeHwe npuHsiToro pelueHus (7.6) Aeno 3akpbiTo (7.7)

\

[ Deno 3akpuito (7.7) J [ Cya WM ApYroii AoCTyTIHLINA pecypc?? ]

@ McTeu MoXeT BOCMONB30BATLCSI CBOMM MPABOM BbINTU U3 NPOLIECCA YPErynMpOBaHUS CNIOPHOTO BOMPOca B Nio6oe
Bpems 1 Ha Niobom atane. 3aeck MOryT 6biTe OrpaHUYEHNs, 3aBUCALLME OT OBCTOATENBCTB (HANPUMEP, OT B3aUMOOTHOLLIE-

HWUIA MeXdy OpraHu3aumsamm).

PucyHok M.1 — Brnok-cxema yperynmpoBaHus CNopHbIX BONPOCOB
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MpunoxeHne N
(cnpaBo4Hoe)

CBefeHuA o0 COOTBETCTBMM HaLUMOHaNnbHOro ctaHaaprta Poccuinckon ®egepauum
CCbINTOYHOMY MeXAyHapoaHOMY cTaHOapTy

Tabnwuuya N.1

0O603Ha4eHe U HaMMeHOBaHUe COOTBETCTBYIOLLLEro

0O603Ha4YeHre CCbINOYHOTO MeXAyHapoaHOro cTangapTa . .
HauMoHansHoro ctaHgapra Poccurickon ®eaepauum

MNCO 9000:2005 [TOCT P CO 9000—2008 CuctemMbl MEHEMKMEHTA
kavecTBa. OCHOBHbIE MOMNOXEHUS U CroBapb
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Bubnuorpadus

[1]11S0 9001 Quality management systems — Requirements

[2]1SO 9004:2000 Quality management systems — Guidelines for performance improvements

[3]11SO 10001 Quality management — Customer satisfaction — Guidelines for codes of conduct for
organizations

[4]11SO 10002:2004 Quality management — Customer satisfaction — Guidelines for complaints handling in
organizations

[5]1SO 10015 Quality management — Guidelines for training

[6]ISO/IEC Guide 37  Instructions for use of products of consumer interest
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YK 658.562.014:006.354 OKC 03.120.10 T59 OKCTY 0025

KritoueBble crioBa: yperynmpoBaHue crnopHbIX BOMPOCOB, METOAL! yperynupoBaHUA CNopHbIX BONPOCOB, areHT,
npeacTaBUTENb MO peLleHno CropHbIX BOMPOCOB, cornalleHne, pekomeHaauud, yctaHasnmealoulee pellie-
HWe, TepMUHbI 1 onpeaeneHna
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