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[lpeaucnoBue

Llenn nnpuHumnel ctaHgapTusauum B Poccunckon egepaunmnyctaHosneHbl egepanbHbiM 3aKOHOM OT
27 nekabpsa 2002 r. Ne 184-03 «O TexHU4YecKOM perynupoBaHiun», a npaBuna npMMeHeHns HauMoHanbHbIX
ctaHgapTtoB Poccunckon egepaunmm — OCT P 1.0—2004 «CtaHaapTusaunsa B Poccunckon depgepanmn.
OCHOBHbIE MNONOXEHUAY

CBeneHNnAa o ctaHaapTe

1 NOANrOTOBIEH 3akpbiTbiM akunMoHepHbIM 0bLlecTBoM «An-Teko» (BAO «An-TeKko») € ydacTuem
PenepanbHOro rocygapCcTtBeHHOro yHUuTapHoro npeanpuatua «HaydyHo-uccnegoBaTenbCkM MHCTUTYT «Boc-
xoa» (PIylrn HAN «Bocxoa») Ha 0CHOBe COBCTBEHHOIO ayTEHTUYHOIO NepeBoda Ha PYCCKUA SA3bLIK cTaHaapTa,
yKasaHHOro B NyHKTe 4

2 BHECEH TexHunyeckum komuteToM no ctaHaaptTmusaummn TK 22 «MHdopmMmaunoHHbIE TEXHONOTUNY

3 YTBEPXXOEH W BBEAEH B JEWCTBUWE MMpukasom PenepanbHOro areHTCTBa no TEXHUYECKOMY
perynupoBaHuio U MeTpofiorn oT 12 Hoadpsa 2010 . Ne 381-cT

4 Hactosawmni ctaHaapT nuaeHtTudeH mexayHapoaHomy ctaHaapty MCO/M3BK 20000-2:2005 «UNHGop-
MaLnoHHaa TexHonormsa. MeHegkmeHT yenyr. Hacte 2. Kogekc npaktudeckon geartenbHocTu» (ISO/IEC
20000-2:2005 «Information technology — Service management — Part 2: Code of practice»

5 BBEAEH BINEPBbIE

VIHipbopmMmayuss o6 UBMEHEeHUSX K HacmosweMy cmaHoapmy rnybnuKkyemcs 8 eXe200H0 u3oasaeMoM
UHpOPpMaUUOHHOM YKazamerne «HalyuoHalbHbIe cmaHOapmabi», a mekcm UaMeHeHUU U rornpasoK — 8 eXXeMe-
CAYHO U30asaeMbiX UHPOPMaUUOHHbLIX yKalzamensx « HayuoHanbHbele cmaHOapmeiy. B cniydyae nepecmompa
(3aMeHbl) Ui OMMeHbI Hacmosauw,e20 cmaHOapma coomeemcemesyrouiee yeeoomreHue byoem ornybnukosaHo
8 eXkeMeCsIHHO U30asaeMoM UHpopMaylUoOHHOM yKkazamerne «HayuoHarnbHble cmaHOapmeily. Coomeemcmey-
fowas UHgbopmayus, yeeooMrieHue U meKkcmaei pasMelaromcs makxe 8 UHpopMayUoHHOU cucmeme obuieao
ronb308aHuUss — Ha ogulyuanbHOM calime PedepallbHO20 a2eHmemea rno mexHU4ecKoMy pea2yrnupogaHuro U

MempoJsioauu 8 cemu MIHmepHem
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BBenoeHue

Hactosiwaa yacte FOCT P MCO/M3K 20000, coaepkallas cBoa NONOXEHUA, BbITEKaOLWNUX U3 AOCTUXKE-
HUW NpaKTUKK, NpeacTaBneHa B BUae pyKkoBOACTBA UpekoMeHaaLUun. Ha Hee He cneayeT AenaTh CChINOKKak Ha
OOKYMEHT, BKoYatoLu cneundgpunkauunto tpedbosaHun. Ocoboe BHUMaHWUE cneayeT yaensTb rapaHTun TOro,
UYTO 3adABNEHUA 0 Cornacun ¢ HacTodlen YacTblo cTaHaapTa He Be4yT K HENMpaBUbHOMY TONKOBaHMUIO.

Hactoauwywo 4vacte TOCT P MCO/MOK 20000 cnegyeT MCnoNb3oBaTb COBMECTHO C ero rnepBow
yacTbto — TOCT P NCO/M3BK20000-1 «Cneundpukaumnsy , cBA3aHHON ¢ AaHHBLIM KOOEKCOM NMpakTU4ecKon aesi-
TeNbHOCTU.

[TpegnonaraeTcs, YTO BbINONMHEHMEe YCnoBU HacToswen Yactu ctaHgapta FOCT P MCO/M3K 20000
NopyvYeHo CoTpyaHUKaM, UMeRLLIMM COOTBETCTBYIOLL YO KBanndgukauumo n komneteHuuo. CtaHagapT He npea-
ycMaTpuUBaeT BKIOYEHUE BCEX HEOOXOOMMBIX YCMOBUMN KOHTpakKTa. [Monb3oBaTtenn HacTosLWero ctaHaapra
HecyT OTBETCTBEHHOCTb 3a ero npaBUNbHOE NpUMEHEHNE.

COOTBETCTBME HACTOALLEMY HALWUOHANbHOMY CTaHOApTy He OCBODOXAaeT OT NPaBOBON OTBETCTBEH-
HOCTW.

BUYactn2craHgaptal OCT P MCO/M3K 20000 nanaratotcs nyvwime 40CTUKEHMS NPaKTUKA ANSA nNpoLec-
COB MeHepKMeHTa ycnyr, npuHagnexawmux conactu npumeHeHna FOCT P MCO/M3K 20000-1.

BaXXHOCTb npeaocTaBneHns yCcrnyr NOCTOSIHHO pacTeT, TaK Kak 3akasuuku TpedbytoT Bce bonee n bonee
COBEpPLUEHHBLIX cpeacTB (NpyU MUHUMYME 3aTpaT) ANs yOOBMNETBOPEHUA NOTPEeOHOCTEN CBOEN AENTOBOWU Aesi-
TenbHOCTU. [1pU3HaeTca Takke, YTO YCNYrM U MEHEAXKMEHT YCNYTr OKasbiBaloT CYLLECTBEHHYIO NOAAEPXKKY opra-
HA3aLUAM B NONyYeHUn nonesHoro adpdekra n obecneveHnmn apPpeKkTMBHOCTHK 3aTpar.

Uactb 1 ctaHaapTta TOCT P MCO/M3K 20000 asnsaeTca cneyndgpukaumen gna MeHemKMeHTa YCnyr n ee
crnegyeTt YntaTb COBMECTHO C HACTOSILWLEN YaCTblo.

Obe yactu NOCT P NCO/M3K 20000 gatoT BOSMOXKHOCTL NpoBanaepam yCenyr NOHATb, KakKum 0bpasom
MOXXHO NMOBBLICUTL KAYeCTBO NpedocTaBneHNUsa CBOUX YCIYT 3aKka3uMKkam, Kak BHELUHUM, Tak U BHYTPEHHUM.

C yBennM4eHneM 3aBUCUMOCTIW OT YCNYT NoAAepKKA U pa3HOobpasnst AOCTYMHbLIX TEXHOMOMMIA NpoBanae-
Dbl YCNYr MOTYT 3aTpadmBaTh 0OMbLUINE yCUNUA AN 0becneveHnst BICOKOrO YPOBHS NpeaoCcTaBNeHUS YCIyr
3aKkasdnkam. PaboTaa B pexxume dDbICTpON peakunn Ha npoucxoasilme cobblTUsl, OHU TPATAT CITULLKOM Mano
BPpEMEHW Ha nnaHWpoOBaHWE, NMOAroTOBKY nepcoHana, ob3opbl, UccrnegoBaHust M padboTy € 3akasudnKamMu.
Pe3ynbTaToMm 3TOr0 CTAHOBUTCH UX HECMOCODHOCTL aganTupoBaTh NoApPOoObHO nNpopaboTaHHbIE N AENCTBYHO-
LLiEe OOCTUXKEHUSA NP aKTUKW.

C Apyron CToOpoHbI, OT NPOBanaepoB YCNyr TpedbyeTcs NoBbILLEHWUE KAYeCTBa YCYr, CHUXKEHNE CTOUMOC-
TN ycnyr, bonblasa rmbkocTb M bonee OLICTPaAs peakuusi Ha MOTPEOHOCTU 3aKka3uuMKoB. DPPEKTUBHBIN
MEHEeKMEHT ycnyr obecneymBaeT BbICOKUN YPOBEHb OOCNYXKMBaHUA N YOOBNETBOPEHHOCTM 3aKa34mnKOB.

CepuacrtangaptosOCTP UCO/M3K 20000 npoBoaunT pasnuymne mexay nyuumMimn npakTm4yeckumm pea-
nusauusiMm NpoLeccoB, KOTOPLIE He 3aBUCAT OT POPM N pasMepoB opraHnsaynn, oT UX HaUMEHOBaHMIN U CTPYK-
Typbl. FOCT P MCO/M3K 20000 nprmMmeHUM Kak Ang o4deHb BonbLnX, Tak 1 Anst ManbiX NpoBanagepoB YCnyr, a
TpeboBaHUA K NpoLeccamMm MeHeXKMEHTAa YCNyr, OCHOBaHHbIE HAa CaMbIX NMyYLUNX NPaKTUYECKUX AOCTUNKEHUSIX,
HE U3MEHSAIOTCS B 3aBUCMMOCTU OT POPMbI opraHusaunn, obycrnoBnMBaroLLen CTPYKTYPY ee pyKOBOACTBA, B
paMKaXx KOTOPOro peannsyrTCd 3TU NpoL.ecchl

VI
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UHpopMaLUOHHaA TeXHonorusa
MEHEOXMEHT YCIYI
YacTb 2

KOOEKC NMPAKTUYECKOU OEATENBbHOCTH

Information technology.
Service management. Part 2. Code of practice

NaTta BBeaeHna — 2011—07—01

1 ObnacTtb NpUMeHeHus

Uactb 2 TOCT P MCO/M3K 20000 npeactaBnsieT cobon NpoOMbILLNIEHHOE cornallueHne no ctaHgaaprTam
KadyecTBa Ans npoueccoB MeHemaxMeHTa yenyr UT. lNpoueccebl MeHeAXXMeHTa TakUX yernyr HaueneHbel Ha npeao-
CTaBMNeHMe HaUnNyvLlmnx N3 BOIMOXKHBIX YCNyT Ansl yaoBNeTBOPEHUNA AENOBLIX NOTPEOHOCTEN 3aKa3UuUMKOB NMput
cornacoBaHHLIX YPOBHAX PECYPCOB, TO €CTb YCNYrK NpeaoctaBnanTca npodpeccuoHanbHo, 3 PEKTUBHO MO
CTOMMOCTU, C OCO3HaHHBLIMW WU YNpPaBNsieMbIMA PUCKAMMN.

Pasnn4yna B TepMUHONOM MK, NTPUMEHSAEMOW K OQHOMY U TOMY XKe npoLeccy, Mexay npoueccamm h PyHKLLN-
OHanbHLIMWU rpynnamMu (HasBaHUAMU paboT) ANA HOBOro MeHeaXepa MOryT BHOCUTb NyTaHULy B NpeameT
MeHeKMeHTa ycnyr. HenoHuMaHne TepMUHONOTMU MOXKET CTaTb NPENATCTBMEM NMPU POPMUPOBAHNN 3P dek-
TUBHBLIX NpoueccoB. [NoHMMaHne TepMUHONOTUN — 3TO pealnbHad U cylleCcTBEeHHasl NoMb3a OT NPUMEHeHNUS
[OCTPUNCO/M3K20000.BHacTosawenyactnFOCT PNCO/M3K 20000 cogepkaTcst pekoMmeHaaLumnm npoBai-
aepam ycnyr o HeobxognMMoOCTU NPUHATUSA 0bLLIEN TEPMUHONOTMK U Bonee cornacoBaHHOro Noaxoaa K MeHea-
XXMEHTY yCnyr, 4To obecrneynBaceT eAnHY0 OCHOBY ANA yNyJleHUa YCnyr U onpeaensaeT CTPYKTYpy paboT Ans
NOCTaBLMNKOB UHCTPYMEHTaPUA MEeHEeKMEHTA YCNVT.

Kak ctTaHaapT, ocHoBaHHbIW Ha npoueccHom noaxoae, OCT P UCO/M3K 20000 He npeaHa3sHaveH Ans
oueHkU npoaykToB. OaHako opraHunsaunn, KoTopble 3aHUMatoTCs Pa3paboTKON UHCTPYMEHTaPUS, MPOAYKTOB U
CUCTEM, MOTYT UCNOMb30BaTh 00e YacTu cTaHAapTa B Ka4ecTBE NMOMOLLM Nnpu paspaboTKke NHCTPYMEHTaPUS,
NPOAYKTOB U CUCTEM, NoAAepXMBaOLUX NyYLUME NMPaKTUKKU MeHepKMEHTAa YCIVT.

Uacte 2 TTOCT P UCO/M3K 20000 npegocTaBngaeT pykOBOACTBO ayauTopamM 1M NOMOLLb NpoBanaepam
YCIyT, NNaHUPYOLWMM ynyJdlleHne yenyr unu nposegeHne ayanuta Ha cootseTcTBue TpebosaHuam FOCT P
NMCO/M3K 20000-1.

[OCT PNCO/M3BK20000-1onpeaenseT psi B3aMMOCBSI3aHHBIX MPOLECCOB MEHEAKMEHTAa YCNyT, NoKa-
3aHHbIX Ha pUCYHKe 1.

U3paHune odbmumanbHoe
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[poLeccbl NpeaocTaBieHus yenyr

MeHegXMeHT MeHeOKMEeHT MeHeKMEeHT
BO3MOXHOCTEM YPOBHSA yCnyr 3allULLEHHOCTMU
UWHOpPMaLIMK

OT4YyeTHOCTbL NO ycnyram

MeHeaXMeHT dopmMmupoBaHue GlogxeTa
AOCTYNMHOCTH M YYeT 3aTpar

U HenNpepbIBHOCTU YCNyr Mpouecchl Ha ycnyrn UT
ynpaBneHus
[lpouiecchbl MeHeKMEHM |_|p0LI,eCCbL
Perin3oB KoHbuaypayuu OTHOLWLEeHUW

MeHeO)xmMeHmMm usmeHeHuU

MeHeDKMeHT AeroBbIX
(bnsHec-) oTHOWIEHVN

MeHeXMeHT penu3oB

[lpouecchbl pelueHnn

MeHeKMEeHT NOCTaBLLUMKOB

MeHeAXXMEeHT UHLIMAEHTOB

MeHepxmeHT npobnem

PucyHok 1 — [lpouecchl MeHeg)KMeHTa yenyr

2 TepMuVHBbI 1 onpeAaeneHus

B HacToswen yactn FOCT P MCO/M3BK 20000 npumeHsloTCA TEPMUHBI U onpeaeneHnst, U3noXXeHHble B
[OCTP NCO/M3K 20000-1.

3 Cucrema pykoBoacTBa

Llenb: OBecneynTtb cUCTEMY PYKOBOACTBA, BKMOYAs NOMUTUKA U CTPYKTYPY paboT, cCNnoCODHOCTLIC OCY-
LLeCTBNATL 3pPeKTUBHLIM MeHeKMEHT 1 peanun3oBbiBaTh Bce yenyrn UT.

3.1 OTBEeTCTBEHHOCTb PYKOBOACTBA

Ponb pykoBoACTBa B BOMpocax obecnevyeHunsi rapaHTun Toro, YTo Npouecchl, 0CHOBAHHLIE Ha Ny4LLKnX
MPaKTUYECKUX AOCTUMXKEHNAX, MPUHATLI M Noaaep)KaHbl, ABNsieTca pyHaaMeHTansHoW ansa nioboro npoBanaepa
yCnyr, opueHTUpoBaHHoOro Ha BelnonHeHue TpeboBaHnn FOCT P UCO/M3K 20000-1.

[Ona rapaHTuM BbINONHEHUS 0DSA3aTENbLCTB NMpoBanaepy ycnyr cneayet HasHadaTb npeacrtaBUTENS
BbICLLEro PYKOBOACTBA, OTBETCTBEHHOMO 3a NiaHbl MEHEMKMEHTa YCNYT U UX pacnpocTpaHeHue.

B 00s3aHHOCTN OTBETCTBEHHOTO NPeACTaBUTENS PYKOBOACTBA clrieAyeT BKoUaTh obecrneyeHne pecyp-
camun Ntodon TekyLen NN CBsI3aHHOM C NpoekTaMn AeATeNbHOCTU NO YAyULLIEeHUO YCIYT.

[deaTtenbHOCTL OTBETCTBEHHOO NPeacTaBUTENS PYKOBOACTBA crieayeT nogaepKnuBaTth C MOMOLLLHO FPYI-
Mbl MPUHATUS pelueHnii, obnagatolend NoMHOMOYUAMIN, AOCTaTOUHBIMK ANS onpegeneHunst NonUTUKA N NpuBe-
OEeHUNA B UCMONTHEHUE 3TUX PELLEHUA.

3.2 TpeboBaHUA K AOKYMEHTaLUU

OTBETCTBEHHLIN NPpeacTaBUTENb PYKOBOACTBA ACITKEH rapaHTUpoBaTh, YTO MUMEKOTCH B HANUYUN CBUAES-
TenbCcTBa, HeobXoAMMbIE AN NPOBeASHUS ayanuTa NONNTUK, NNAaHOB U NpoLeayp MeHe)KMEHTa YCNYT, a TakkKe
NOObIX CBA3AHHBIX C HUMU BUOOB AeATENbHOCTU.

BonbLiyo YacTb CBUAETENLCTB NNaHUPOBAHUS U onepaunn MeHepKMeHTa yenyr crnegyeT opopMnsaTh B
BUAE AOKYMEHTOB NModoro tuna n dopmMbl Ha HOCUTENSIX, MPUrOAHLIX AN 3TUX Lenen.

B kayecTBe cBMAETENbLCTBA MNMAaHUPOBAHUA MEHEIKMEHTA YCIyr 0ObIMHO paccMaTpUBalOTCSl CNeayHo-
LLIE JOKYMEHTBI:

a) NMONUTUKA U NNaHbI;

b) mokymeHTauus ob ycnyrax;

C) npoueaypsi;

d) npouecchl;
)

e) 3anucu ob ynpasneHum npoLeccamu.
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CnepnyeT onpeaennTb NPOLLEeCcC co3JaHNs U MEHEMKMEHTa JOKYMEHTOB A rapaHTU peannaasnm n3no-
)XEHHbIX BblLLE XapaKTepUCcTUK.

[okymMeHTauuo cnegyeT 3awunaTe OT BO3MOXHOW NMOPpYKM, HAaNpUMep, n3-3a ninoxXmux yCnoBUn OKpYKato-
LLien cpedbl M NoBpeXaeHUN KOMMbloTepa.

3.3 KOMNeTeHTHOCTb, OCBEeAOMIIEHHOCTb U NOAroTOBKa NepcoHana

3.3.1 OOLwWwune nonoxeHus

[TepcoHan, BLINOMHAKWNWA paboTy B paMKax MeHeKMeHTa YCnyr, Ao/mMKeH OblTb KOMMETEHTHBLIM Ha
OCHOBE COOTBETCTBYIOLLEroc 0bpasoBaHus, NOAroTOBKMN, HABLIKOB 1 OMbITA.

[lpoBanaepy ycnyr cnegyer:

a) onpeaenntb Heobxoaumble TPeBOBaHUSA K YPOBHIO KOMNETEHTHOCTM ANA KaXKA0MN PO B MEHEKMEH-
T€ YCNYT;

b) rapaHTUpoOBaTb, YTO NepcoHan 0CBEAOMMEH O 3HAYUMOCTUN U BAXKHOCTU BLINOSTHAEMON UM paboThl B
npegenax, BbIXoOAsIWKMX 3a paMK1 AeNOBON AeATEeNbLHOCTU, 1 O TOM BKI1age, KOTOPLIA OH BHOCUT B AOCTUXKEHUE
uenen obecnedyeHns kauecTea;

C) noagaepXmBaTb B akKTyanbHOM COCTOSHUWU 3annucun ob obpasoBaHUK, NOArOTOBKE, HABbIKAX U OnNbITe
nepcoHana;

d) obecneumBaTb HeOHXOAMMYIO NOArOTOBKY UNU NMpeanpuHUMaTh Apyrue AeUCcTBus AN yAOBNeTBOpe-
HASA 3TUX NOTPEBHOCTEN;

e) oueHMBaTb Pe3yNbTAaTUBHOCTb NMPEanpPUHATBIX ASACTBUN.

3.3.2 lNpodtdeccnOHaANbHLIN POCT

[TpoBanaepy ycnyrcneayeT pasBMBaTb UMOBLIWATL YPOBEHb KOMMETEHTHOCTU CBOUX COTPYAHUKOB. Cpe-
an npeanpuHUMaemMblX Anst 3Toro Mep npoBavaepy ycnyr HeobxoaAuMmo yaensaTb BHUMaHWE crneayrolim
BOMpocaMm;

a) KOMMMEKTOBAHUIO KAAPOB — C LIEeNbHo NPOBEPKMN AOCTOBEPHOCTN CBEAEHNN O NPEeTeHAEHTax Ha pabo-
Ty (BKMOYasa nx npodpeccnoHanbHyo KBanmpukaumio), a Takke BbIABNEHUSA UX CUMbHBLIX U cnabbiX CTOPOH,
OLEHKN COOTBETCTBUS UX NOTEHLUMANBHBIX BO3MOXHOCTEN ACIPKHOCTHBIM UHCTPYKUUAM (Npodunno padoThl),
LenamM MeHemKMeHTa yecnyr 1 odLum uensm obecrnevyeHuUs KavecTBa npeaocTaBnsieMbIX YCIYT,

D) NNaHnpoBaHUIO — C LieNbio KOMNIEKTOBAHUA KaapaMy Ana npeaoctaBneHUsa HOBLIX UK pacLUNpeH-
HbIX YCIYT, UCMOMb3YIOLWMX HOBbIe TEXHOMOTMKU (BKITHOYAA yCnyru, onpeaeneHHble KOHTpakTaMn), a Takke C
LieNnbio Ha3Ha4YeHUs NepcoHana ang ycuneHnda komaHa, BeINMOMHARLWUX NPOeKThl, NNTaHUpOoBaHUA poTalun Kaa-
POB 1 yCTpaHeHUs NpobenoB, CBSIZAHHLIX C X TEKYUECTLIO;

C) NOAroTOBKE U Pa3BUTUIO — C LIeNbio onpeaeneHunst TpedboBaHMM K NOArOTOBKE N pasBUTUIO NEPCOHa-
na, opopMneHHbIX B BUae nnaHa nogroToBKU M NOBbILLEH WA KBanudukauum gns cesoespeMeHHOU U adppeKkTUB-
HOW peanusaunn 3TUX TpedoBaHunn.

[lepcoHan cnegyeT roTOBUTb MO COOTBETCTBYIOLLMM BOMpocaM MeHe)KMeHTa yCnyr, Hanpumep, yepes
oby4yatoLlme Kypchbl, CAMOCTOATENbHOE N3YYeHNe, HacTaBHNYECTBO N 0byveHne Ha paboTe. CneayeTt pasBu-
BaTb TAKXKE HABbLIKN NMAepcTBa U padboThl B KOMaHae. XpoHONOrn4yeckne 3anncm o NnoaroToBKe nepcoHana cne-
OyeT nogaepXXneaTtb B akTyanbHOM COCTOAHUM ANA KaXXA0ro COTpyaAHMKa BMecTe ¢ onicaHnemM NnponaeHHoOU Um
NOATOTOBKMN.

3.3.3 loaxoasbl, nognexaliue paccMoTpeHUuo

[na gocTmkeHUa COOTBETCTBYOLWLEro YPOBHA KOMMNETEHTHOCTU KOMaH4 COTPYAHUKOB NpoBanaepy yCenyr
crnegyeT HAUTU ONTUManbHbIM DanaHc Mexay HaMMOM nepcoHanaHa NoCTOAHHY0 M BPEMEHHYHO paboTy, a Tak-
Xe Mexay HanMoM nepcoHana, obnagaruero Heobxoanumoun KkBanmdukalmnen, n nepenoaroToBKON MMeEtoLLe-
rocsl B Hann4nm nepcoHana.

[TpnmeyaHune—OntMMmanbHbiM BanaHc B HAMME NepcoHarna Ha NOCTOSIHHYIO U BPEMEHHYI0 paboTy 0COBEHHO

Ba)XEH TOrga, Korga npoBanaep ycnyr NnaHupyeT, Kakmm oDpas3omMm OH CMOXET NPEeAoCTaBNATb YCNyry BO BPEMS U Nnocrne
KPYMHbIX U3MEHEHUN B YNCITEHHOCTU M KBanudumkaumm nepcoHana, obecnevmnBatowLero npegocTaBneHne yenyr.

PaKTopbl, KOTOPLIE CMeAYET y4MTbIBaTbL NPU YCTaHOBNEHUM Hanbonee noaxoasauien KoMoUHaLUmM MeTo-
0OB MOBbILWEHNA YPOBHA KOMNETEHTHOCTU NepcoHana, BKNYaroT:

a) KOPOTKUA UMK ANUTENbHBIN CPOK AENCTBUSA HOBBLIX UMM U3MEHEHHBLIX TPeDOBAHNIN K YPOBHIO KOMME-
TEHTHOCTU NepcoHana;

b) Temnbl U3MeHeHns1 TpeboBaHNN K HaBbIKaM U KOMMETEHTHOCTU NepcoHana;

C) npeagnonaraemsble NUKA N NpoBanbl B pabounx Harpyskax mTpebyemble NPU 3TOM coveTaHMs KBanngu-
KaLun nepcoHana, OCHOBaHHLIE Ha MeHeIKMeHTe yCcnyr 1 nnaHUupoBaHUM UX COBEPLLUEHCTBOBaHUS;

d) AOCTYNHOCTbL NepcoHana CoOOTBETCTBYOLEN KBaNUPUKaLIUK;

e) TeMnbl OOHOBMEHUSA KaAPOB;

f) nnaHbl NOAroTOBKU KaapoB.
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[MpoBanaepy ycnyr crnegyeTt He peXe OJHOro pasa B rofl aHanM3nMpoBaTh pe3ynbTaThl TpyAa KaXkaoro
COTPYAHWKa U NpeanpuHMMaTh COOTBETCTBYOLME AEACTBUS.

4 [lnaHupoBaHue u peanunsauua MeHeO)XKMeHTa ycnyr

4.1 NMnannpyute meHepXXmeHT ycnyr (lNnaHupyn)

Llenk: MnaHupoBaTth peanm3aunio  MEHEXKMEHT NpeaocTaBNeHUs YCIyr.

4.1.1 Obnactb NpMMeHEeHUA MeHeDKMeHTa ycnyr

Obnactb NpUMEHEHNA MeHePKMEHTAa yCnyr cneayeT onpeaenaTts B BUAE YacTu nNiaHa MeHEeMKMEHTA
YCIVT.

Hanpumep, obnacTtb NpUMeHEeHNUA MOXKET ObITb onpegeneHa:

a) opraHusauunen;

L) mMecTononoXeHnem;

C) YCNyrou.

PykoBoACTBY cneayeT onpegenstb obnactbe NpUMeHeHUss MeHeKMeHTa YCNyr Kak YacTb CBOEWN OTBe-
TCTBEHHOCTU (M KaK4acTb NaHa MeHeKMeHTa yenyr). CogepatenbHyo YacTb 3TON obnactucneayet NnpoBe-
psATb Ha cooTBeTCcTBUE TpeboBaHam [OCT P MCO/M3K 20000-1.

[TpumeyaHn e—IllnaHnpoBaHmne onepaunoHHbIX U3AMEHEHUN ONMUCAHO B noapa3snene 9.2.

4.1.2 MNMopgxoAabl K NNaHUpPoOBaHUIO

BmMecTo ogHOro 60nb6LWOro niaaHa uian nporpamMmmbl MOXKeET ObITb MCMOMNb30BAHO HECKOBKO MN1aHOB MeHe -
XXMeHTa ycnyr. B 3ToM crnyvyae OCHOBHBIE NpoLecchbl MeHepKMeHTa YCNyr cneayeT cornacoBbiBaTh APYr C APY-
roMm. HeobxoauMmo Takke npeaycMaTpuBaTb BO3MOXHOCTb AeMOHCTpauunm cnocoba peanusaumu
MEHe)KMEHTa KaXkaoro n3 tpedboBaHUM, BKNOYAEMbIX B MflaH, C Y4eTOM ero CBA3€N C COOTBETCTBYOLLMMU
PONAMU, pacnpeaeneHnemMm oTBETCTBEHHOCTU, NpoLeaypamin U npoLeccamMmm MeHeXKMeHTa YCIyT.

[TnaHupoBaHWe MeHeKMeHTa yCnyr crneayeT peann3oBbiBaTh Kak YacTb npoLlecca npeobpasoBaHus
TpeboBaHUN 3aKa34YMKOB 1 3aMbICIIOB BbICLLIErO PYKOBOACTBA B NpeaocTaBnsieMble yenyru, obecne4vynsas oTo-
OpaXkeHue HanpaBneHUsd nporpecca MeHepKMeHTa yCnyr.

B nnaHe meHemKMeHTa ycnyr HeobXoaumo yKasaTh:

a) peanusauuro MeHe)KMeHTa yenyr (Unn4vact MeHe ) KMeHTa YCIyr);
popmarbHyo Nnepeaavy npoLeccoB MeHe)KMeHTa YCNyr;
M3MeHeHUs B npoLieccax MeHeMKMeHTa YCnyr;
yNydlleHUA NPoLECCOB MeHepKMEeHTa YCNyT;

€) HOBble yCrnyrn (CTeneHb UX BIUAHUA HA NPOoLECChl, onpeaeneHHble B corfacoBaHHoW obnacTtm npume-
HeHUA MeHepKMeHTa YCIyr).

4.1.3 CoObITNA, nognexalymne paccMoTpeHuo

[TnaH MeHeKMeHTa yCnyr cnegyeTt conpoBoXaaTh ANA peannsalnn npoLecca MeHeaKMeHTa YCnyr v
N3MEHEHWW B yCNyrax, Bbl3blBaeMbIX TAKUMU CODBITUSAMMU, KaK:

a) ynydwleHue yCnyr;

D) N3MeHeHUa yCcnyr;
C) cTaHaapTusaunsa MHPPaCTPYKTYPhI;
d) namMeHeHUA B 3aKOHOAATENLCTBE;
e) U3IMEHEHUS B perynmpyrolmx aktax, HanpmMmep, UIsMeHeHue pasMmepa MECTHOro Hanora;

f) pasperynupoBaHue Unu perynuposaHue B NPOMbILLUNEHHON cdoepe;

g) cnuaHue 1 nornoweHue.

4.1.4 OOGnacTb NpUMEeHeHUA U coaepXaHue NnaHa

B nnaHe MeHe)XMeHTa yCcnyr cneayet onpeaendThb:

a) obnacTb NPUMEHEHUA MeHe)KMEHTa YCnyr, NpeaocTaBNAeMbIX MPOBaNaEePOM YCNVYT;

D) uennunTpeboBaHUA, KOTOPLIE AOCTUTAKTCA MEHEMKMEHTOM YCIYT;

C) pecypchl, cpeacTBa N BIOMKET, Heobxoaumble AN AOCTUXKEHUS MOCTaBNEHHbIX LIeNeu;

d) cocTaB ponen n obasaHHOCTEN PYKOBOACTBA, BKMNHOYAs cTapLllero OTBETCTBEHHOIO BnagensLa, Bna-
OenbLEB NpoLeccoB N PYKOBOACTBO NMNOCTABLLNKOB;

e) B3aMMOCBS3U MeXay npoueccamm MeHemdKMeHTa yenyr u cnocodbom koopanHaumm aencteuin n (Mnn)
NPOLLeCCOB MeHepKMeHTa YCNVT,;

f) nogxon, NpUMeHsIEMbIN ANSA BbISIBNEHUS, OLLIEHKN U yNpaBlieHNUs BO3MOXHbLIMU NpobnemMamuy 1 pucka-
MU, CBA3AHHBIMW C AOCTUXKEHUNEM NOCTAaBMNEHHbIX Leneu;

g) KaneHgapHbIM Nf1aH ACMONb30OBaHUA PECYPCOB C ykasaHMeM gaT, NPpY HACTYNITEHUN KOTOPBLIX AeHEeX-
Hble CpeaCcTBa, COTPYAHUKN COOTBETCTBYIOLLEro YPOBHS KBanndpukaumm u apyrue pecypcel byayt AOCTYMNHBI;

)
)
)
)

4
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h) noaxod K USMeHeHUIo NnaHa U ycnyr, onpegeneHHbIX NiaHoM;

1) Kakum obpasom npoBangep ycnyr HamepeH AeMOHCTPUPOBaTb HEMPepbIBHOCTL YNpaBlieHUs1 Kavec-
TBOM (Hanpumep, ¢ NOMOLLbIO MPOMEXYTOYHbLIX ayanTOB);

j) npoueccsl, kKoTopble 6yAyT BINMOMHATLCS;

K) MHCTpyMeHTapuun, NnpuMmeHsaeMblv 4N nogaepxkm peanusal, v npoLeccos.

4.2 Peanunszauua MeHeOXMeHTa yCnyr u npegocrtaBneHue ycnyru (BelinonHAaAu)

Lenb: OcylecTBUTb Len MeHeIKMeHTa YCNyr U BeINMOMHUTL NIaH.

[Tpouecchl MeHeg)XKMeHTa YCNyr, OCHOBaHHbLIE Ha NyYLUMUX OOCTMKEHUSAX NPaKTUKU, HEe CMOTYT COOTBET-
ctBoBaTb TpeboBaHnam OCT P UCO/M3K 20000, ecnn camm ycnyr He COOTBETCTBYHOT TpeboBaHUAM, yCTa-
HoBNeHHbIM B TOCT P NCO/M3K 20000-1.

OaHaxabl peann3oBaHHY YCIYry U Npouecchl MeHea)KMeHTa yecnyr HeobxoaMmo nogaepKmearthb B Ha-
nexatiuem CoCTOAHUN.

CneayeT npoBOAUTL PEBU3UN YCNYT U NPOLECCOB UX MEHEXKMEHTA B COOTBETCTBUU C NONOXKEHUAMMN NOA-
paszgenad4.3.

[TpnmeyvaHwmne—Jlnua, npMBNeYeHHbIe K NpoLEeccy pa3paboTKu 1 Ha4YanbHOMY 3Tany peanu3auum nnaHoB, He
MOIYT 3aHUMATbCH UX TEKYLLUM UCTTIONHEHUEM.

4.3 MOHUTOPUHT, U3MepeHUa u peenanm (KoHTponupyn)

Llenb: OcywlecTBNATb MOHUTOPUHT, USMEPATL U NPOBOAUTL PEBU3UUN, NoATBepXAaLwWwme AOCTUXKEeHNE
Lienen U BbINoJSIHEHUE NiaHa MeHepKMeEHTa YCIyr.

[TpoBangepy ycnyr crnegyet NaHUpoBaTh U OCYLLECTBIATL MOHUTOPUHT, USMePeHNd, aHanns 1 peBnusnu
npegocTaBnaeMbIX YCINyr, NPOLEeCCOB MEHEKMEHTa YCNYT U CBA3aHHbLIX C HUMU CUCTEM. KOMMOHEHThI, KOTO-
pble cneayeT nogsepratb MOHUTOPUHTY, USMEPEHUIO U PEBU3UAM, BKIHOYAIOT:

a) pakTU4ecKn AOCTUTHYThIE pe3ynbTaThkl N0 CPpaBHEHUIO C onpeaeneHHbIMU 3agaHusiMn No yenyram;

D) yOOBNETBOPEHHOCTb 3aKa3unKOB;

C) UCNoNb3oBaHUE PECYPCOB;

d) TeHOeHUMN;

e) 3HavyuTenbHbIe HECOOTBETCTBUA.

Pes3ynbTaTbl TAKOro aHanusa cneayeTt UCMOMNb30BaTh B Ka4ecTBe UCXO4HOW MHbopMaLmm npyu oopMmMpo-
BaHUW NflaHa COBEpPLUEHCTBOBaHUS YCVT.

Kpome AeAaTeNnbHOCTU MO USMEPEeHUIO U aHannsy, OCyLLeCcTBNAEeMOU B paMKax MeHeKMeHTa yChyr, cTap-
LeMy UCNONMHUTENLHOMY PYKOBOACTBY NpoBanaepa ycnyr MoxXxeT noTpedboBaThCcs NposeaeHne BHYTPEHHUX
ayguToB U Apyrux npoesepok. [NpuonpegeneHnmn nepnognyHOCTU UX NPoBeaeHNA cpean NPoYnX y4YUTbiBaeMbIX
hakTOpOB HEOOXOANMO NMPUHUMATL BO BHUMaHUE BENMUYNHBI PUCKOB, CBA3AHHLIX C NMpoLieccaMmmn MeHeakMeHTa
YCIYT, YacTOTYy UX HACTYNNeHNs U NpeablCTOPUIO CBA3AHHLIX C HUMU NpobnemM.

BHYyTpeHHUM ayauT 1 NPOBEPKU ACIDKHBI NNaHUPOBaTLCH, KBAaNMPUUNPOBAHO BLIMOMHATLCA U PerucTpu-
POBaTbLCA.

4.4 TpoBoauTe HenpepbiIBHOE coBepLleHcTBOBaHUe (dencrteyn)

Llenb: lNoBbIWaTh pe3ynbTaTUBHOCTL U 3P EKTUBHOCTL MeHe)KMEeHTa U NpeaoCTaBNeHns yCnyr.

4.4.1 lNMonutuka

[TpoBangepy ycnyr cneanyeT nNpu3HaTh, YTO BCerga cyLlecTByeT NoTeHuManbHasa BOSMOXHOCTb NMOBLICUTL
o PEKTUBHOCTL N Pe3yNbTaTUBHOCTL NpeaocTaBneHuns yenyr. Heobxoanmo, Ytobbl cyllecTBoBana onyonu-
KOBaHHas NONUTUKa No obecneyeHunto Ka4ecTBa U COBEPLLUEHCTBOBAHMUSA YCIVT.

Bcem, BOBeYEHHbIM B MEHEDKMEHT U yny4dlleHne yCnyr, cneayeT 3HaTb NONIMTUKY B 0bacTU KavyecTBa U
CBOW NMUYHBIN BKNaa B AOCTUXKEHWE Llenen, BbITeKaoLWnX U3 3TOU NONMUTUKA.

B wacTHoCTU, BCeMy nepcoHany nposanaepa ycnyr, BOBe4eHHOMY B MeHePKMEHT yCcnyr, Heobxoanmo
aeTanbHO NoHUMaTb 3Ha4YeHue NoNMTUKA U MTMYHOTO BKNada B paMKax NpoLeCcCoB MeHePKMeHTa YCNyr.

CneayeTt yCTaHOBUTL 3 eKTUBHOE B3aMMOAENCTBUE B npeaenax cobCTBeHHOW CTPYKTYPblI PYKOBO-
OCTBa NpoBaungepa ycnyr, 3akasdMkoB U NOCTaBLUMKOB MNMpoBangepa ycnyr no Bonpocam, saTtparmparoinm
Ka4yeCTBO yCnyr 1 TpeboBaHNS 3aKas4uka.

4.4.2 llnaHupoBaHUe COBepPLUEHCTBOBaHUA yCNyr

[TpoBanaepy ycnyr cneayeT NPUHATbE METOAMNYECKUN N CKOOPANHUPOBAHHLIN NOAX0A K YIYYLLEHWNIo YCNyT
014 BbINONHEHWNs TpeboBaHUN NONMUTUKU C y4eTOM CODOCTBEHHBLIX NePCNEeKTUB U NepPCrneKTUB 3akasymka.

[lepen peanusaunen nnaHa coBepLUEeHCTBOBAHUA YCNYT KAYeCTBO YCNYT U COOTBETCTBYIOLWNE EMY YPOB-
HWU cneayeT 3adpUKCMpOoBaTh Kak 6a3oBYHO NMUHUIO, C KOTOPOMN MOXXHO ByaeT cpaBHUBATL hakTUYECKUE yhyuLle-
HUA. PeannsoBaHHble ynydlleHNa cneayeT ConocTaBnATb C NMPOrHO3nMpyeMbiMU yIydLlLIeHUAMWU ONA OLLEeHKN
pe3ynbTaTUBHOCTUA USMEHEHUN.




rOCT P UCO/MIK 20000-2—2010

[TpumevaHune 1— TpeboBaHUA K yNyHLLEHUIO YCNYTr MOTYT MHULUMNPOBATLCH BCEMU npoueccamu. [posanae-
pam ycrnyr HeoBxoaMmo NMooLWPATL CBOW MNEPCOHAN U 3aKa34yUKOB 3a NPeaTOXEHNS NO COBEPLLUEHCTBOBAHWUIO YCINVT.

[TpnmevaHue 2— 3T0 MOXET ObiTb AOCTUIHYTO 32 CHET UCNONb30BaHUSA ONPeAeneHHbIX CXeM Noga4vun npe-
NOXEHWN, KPYXXKOB Ka4ueCcTBa, rpynn Nnonb3oBaTenen n NpoBeaeHnsi COBMECTHbIX COBELLLAHUMN.

Heobxogumo, 4Tobbl 3agaHNUA MO COBEPLUEHCTBOBAHUIO YCNYTr ObINMA M3MEPUMBI, CBA3aHbI C LensamMmu
0enoBoW cdpepbl 1 3aPUKCUPOBaHbI B NNaHe.

Heobxoanumo TakKe, 4ToObI ynyylleHne yCnyr ConpoBOXaanocb akTUBHBIM MEHEMKMEHTOM, a AOCTMXKE-
HUS NOCTOSIHHO KOHTPONMUPOBAaNNUCE U COMOCTaBMNANMUCE C COrNMacoBaHHbIMU LIeNTSIMMA.

5 lMnaHnpoBaHue n peann3auns HOBbIX UM N3MEHEHHbIX YCIyr

Llenk: MapaHTMpoBaTh, YTO HOBbLIE YCIYT M USMEHEHWS B yCnyrax OyayT npeaocTaBNATLCA U yNpPaBAaAThb-
CH B COOTBETCTBMU C COrNacoBaHHbIMU 3aTpaTamMy N KaYECTBOM.
5.1 Bonpocbl Ana paccMoTpeHUA
[Tpn NNaHNpPoBaHNM HOBbLIX UMM USMEHEHHLIX YCNYT crieayeT yuuThiBaTh HEODX0OAUMOCTL NepecmoTpa;
a) OHIKeTOB;
) obecnevyeHHOCTU NepPCOHaNOM,;
) CYLWLEeCTBYIOLLUUX YPOBHEN YCNVYT;
) cornaweHnin ob ypoBHSAX YCIyr U ApYrMx 3agaHuin nnn obsizatenbCTB Mo yenyram;
) CYLLECTBYOLWMX MPOLECCOB MeHeMKMeHTa yCnyr, npoueayp U AoKyMeHTaLUuu;
f) obnactn npumMeHeHNa MeHeQXKMeHTa yCnyr, BKnoYvasa peannsaumio npoLeccoB MeHeKMeHTa YCnyr,
paHee He BXOAMBLLKX B 3Ty 0bnacTb.
5.2 3anucu o6 N3MeHeHUAX
Bce nsmMeHeHUs B ycnyrax cnegyet oTpaXaTtb B 3aNUCAX MeHe)XXKMeHTa MUSMeHEeHUI.
OHM BKNHOYAKOT NNaHbl No:
a) Haumy (nepenoaroToBKe) nepcoHana,;
D) N3MEeHEeHUIo MecTopacnoNIOXeHUS;
C) NoAroToBKe NoNb3oBaTeneu;
d) obecnevyeHnto obmeHa nHdopmMmaumnen od N3MeHeHUNX;
€) U3MEeHEHUIO NapaMeTpOoB NoaaepKmBaeMblX TEXHOMOTNN;
f) ouumnansHoOMYy NpekpalleHno NpeaoCTaBNeHUSA YCIyr.

6 lNpouecchbl NpeagocTaBrieHNUA ycnyr

6.1 MeHeO)XMeHT YpOBHA YCNYr

Llenk: Onpenensartb, cornacoBbIBaTh, PErMcTpyupoBaTh M yNpaBnaTb YPOBHEM YCNVT.

6.1.1 KaTanorycnyr

B kaTanor ycnyr crnegyeT BKNoYaTh BCe yCNyrn. Ha katanor ycrnyr MOXHO cCblnaTbCA B cornalleHnsax ob
YpOBHe ycnyr. Ero cnegyer Takke UCNONb30BaTh ANA XpaHeHUs1 cBeAeHUN, U3MEHYNBLIX MO OTHOLLEHUIO K CBe-
OeHUAM, codepXallmMcs B cornalueHnax oo ypoBHe yCnyr.

KaTtanor ycnyr Heobxoanumo nogaepXmeath B akTyanbHOM COCTOSIHUN,

[TpunmedaHune— Karanorycnyr MOXeT cogepaTb 00Ly0 MHPOPMaLUUIO, TAKYHO Kak:

a) HaMMEeHOBaHWe yCnyru;
b) 3agaHHble 3HAYEHUS NapaMEeTPOB YCNyr, HANPUMEP BPEMS peakummn Ha obpalweHne nonb3oBaTensi Unn Bpems,
Heobxoanmoe Ansi NOAKMIoYEeHUs MPUHTEPA, BpeMsi BO30OHOBNEHUSI NpegoCcTaBNeHus YCrnyrm nocrne cepbe3Horo 0Tkasa;

C) KOHTaKTHas nHgopmauus,;
d) wHTepBanbl BpeMeHN NPeaoCcTaBeHns v NepepbiBbl B NPeaoCTaBNeHnn YCnyru,;
€) AOroBOpPeHHOCTU No obecneveHnto 6e3onacHoOCTM.

Katanorycnyr sBnsieTCsl KNoYeBbIM A0KYMEHTOM ANS1 PUKCaUMn B HEM OXXMAaHU 3akasdmnka. OH O0MKeH
ObITb NErko AOCTYNHLIM AN LWMPOKOrO NCNOMb30BAHUSA KaK 3aka3umMKaMun, Tak U nepcoHanom, obecnevmpato-
LM NpeaocTaBneHue ycryr.

6.1.2 CornaweHus ob ypoBHe ycnyr

Ycnyry cnegyeT oouumansHO 3adoukcMpoBaTh B cornaweHun od yposHe yenyr. CornaweHune gofmKHO
ObITb NOANMMCAHO MNONMTHOMOYHBIMW NMPeACTaBUTENAMU 3aKkasdmKa n nposangepa ycnyr. CornaweHme ob yposHe
YCNyrcnegyert paccMaTpuBaTh B KAYECTBE MHCTPYMEHTA ANl USMEHEHUS Kak MeHEe)KMEHTa, Tak U YCNyr, KOTO-
pble B HEM OMnUcaHbl.
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CoaepxaHue, CTPYKTYPY M 3HAYEHUS NapaMeTpoB YCNyr, yKkasbiBaeMble B cornaweHnn o ypoBHe yCnyr,
crneayeT onpeaenaTb UCcXoasa 13 notpebHocTen 4enoBon AeATeNbHOCTI 3akas4ynka n ero bromkeTta. KoHKpeT-
Hble 3Ha4YeHUs1 MapaMeTPOoB YCNYr, N0 OTHOLIEHUIO K KOTOpbIM ByaeT oLeHeHa npeaocTaBneHHas ycnyra, cne-
AyeT yCTaHaBNMBaTb MCXOAS U3 BUAEHUSA 3aKasymKa.

B cornawernune ob ypoBHe yCcrnyr cnegyeT BKIHOYaTh TOMbKO T€ 3HAYEHUS napamMeTpoB YCNYr, KOTOpbIE
OTHOCATCHA K Hanbonee BaXKHbIM acnekram yCnyr.

[MTpnmevaHnunme 1 — Cnnwkom BONbLIOE KONMMYECTBO 3aaHHbIX 3HAYEHUW NapamMeTPOB YCNyr MOXET BbI3BaTb
NyTaHULY U NPUBECTU K YpE3MEPHbBIM HAKIMagHbIM pacxoaam.

B MUHUManbHoe coaepxaHue cornaiwueHnsa ob ypoBHe yCnyr, a Takke B CBEAEHUS, Ha KOTOPLIE MOTYT
ObITb cAenaHbl CCbINKN U3 cornalleHns, cnegyeT BKIH0YUTD:

a) KpaTkoe onucaHue ycnyru;

D) cpokaencTBUs U (UNn) MeXaHN3M yrnpaBneHnst U3MeHeHNSAMI B cornalleHnmn ob ypoBHE YCNVT;

C) nNoapoOHOCTU yCTaHOBNEHUA MONMHOMOYNNA;

d) KpaTkoe onucaHme cBsizein, BKNoYas HeodbXoaumMyHo OTYETHOCTD

e) aeTanbHyH KOHTaKTHYH MHopMaLNIo O Nnuuax, yNnoJIHOMOYEHHbBIX AENCTBOBATL B KPUTUYECKNX CUTY-
aLunax, ydacTBoBaTb B pelleHnn npobnem n yctpaHeHun nocneacTBUN MHUMAOEHTOB, BOCCTaHOBUTENbHbIX UMK
obLnx paboTax;

f) 4vacel npegoctasnenna ycnyru (Hanpumep, ¢ 09:00 go 17:00), gHK, Korga ycnyra HegocTynHa (Hanpu-
MepP, BbIXOAHbIE, MPa3aHNKN), KpUTU4eCcKue nepunodbl Anst 4enoBon AeATENTbHOCTM U HaxoasILLMeCcs BHE BpeMe-
HU NpeaoCcTaBNEeHUS YCNYTN;

g) 3annaHupoBaHHbIE N COrnacoBaHHbIE NepepbIBbl B NPeJoCTaBNEeHNN YCYT, BKITHOYasi ONOBELLEHNA O
NpeacTosWKnX NepepbiBax U UX KONMYECTBE 3a onpeaenieHHbIN Nepuog BpeMeHN;

h) 0bA3aHHOCTM 3aKas4unKa, HanpumMep no Bonpocam obecneveHns 6e3onacHoOCTHU;

) OTBETCTBEHHOCTb U 0DA3aTeNbCTBA NpoBangepa yenyr, Hanpumep no obecneyveHno 6e3onNacHOCTHU;
1) pykoBoAsLMeE yKa3zaHUA No BO3AEUCTBUAM U NPUOPUTETaM;
)

K) npoLecc npuBnevYeHns AoNonHUTENbHbIX cU 1 cpeacTB! n npouecc onoBeLWeHUs;
|) npoueaypa BbICTABMEHUSA NPETEeH3UM;

m) LeneBblie 3Ha4YeHNs napamMeTPOB YCNVYT;

n) npeaenbHble 3Ha4YeHUs (BepXHUE U HWXKHKUE ) paboden Harpysku, Hanpumep cnocobHOCTb YCNyrn Noa-
OepXXnBaTb COrnacoBaHHOEe KOMUMYECTBO MoMb3oBaTeNEN, cornacoBaHHble 00bLeMbI PaboT, NPOU3BOAUTENb-
HOCTb CUCTEMBI;

0) NoapoObHOCTU PUHAHCOBOIO MEHEPKMEHTA BLICOKOIO YPOBHS, HAaNpuUmMep npasxna onnaTbl CHETOB;

D) OEUCTBUS, KOTOPble HEOBXOAMMO NPeaAnNPUHATL B Criyvyae npepbiBaHUA NpeaoCTaBNeHNs YCNYTi;

() BcnomoraTtenbHble Npoueaypsbl;

r) rnoccapumn TepMUHOB;]

S) noaggepxuparowme 1 ceasaHHble C HUMW YCIYTI;

) noOble NCKNOYEHNS B YCNOBUSIX (CpoKaX), yKasaHHbLIX B cornatleHmnm ob ypoBHE YChyr.

[TpunmevaHnune 2—B cornaweHnn o6 ypoBHE yCnyr MOryT NPUBOAUTLCSH CCbINTKU HA NEPEMEHHYIO MHPOPpMa-
LU0 UM MHpOPMaLMIO, ODLLYIO ANA MHOMMX cornaleHnm (Takyto, Kak nogpobHOCTM 0 KOHTaKTax), He OKa3bIBAIOLLYHO BINUSI-
HMUSA HA KA4E€CTBO NPOLECCOB MEHEMKMEHTA YPOBHSA YCINYr 40 TEX MOp, NOKa COOTBETCTBYHOLWMNE CChINMOYHbIE AOKYMEHTbLI Ha-
XOAATCA MoA ynpasrneHnem npouecca MeHeapKMeHTa U3BMEHEHNI,

[TpnmevaHwme 3— O6bIYHO B cormalweHmnsx 0b ypoBHe yCnyr 4enatoTcs CCbINKU HA CBEAEHUS, coaepKalumecs
B nnaHe obecnevyeHnsi HenpepbIBHOCTU YCIYT, a TakKke Ha nogpobHoCTM yyeTa 3aTpaT u hopmmupoBanus brogxeTa.

[TpumevyaHune 4 —Ilnoccapum TEPMUHOB, Kak NPaBuno, NoaaepXMBaeTcs LeHTparn3oBaHHO U SABNAETCH O6-
LM OJ151 BCEX AOKYMEHTOB, BKITHO4As Katanor yCnyr.

6.1.3 lNpouecc MeHeQXMeHTa YPOBHA yCnyr

3Ha4YnTENbHbIE NU3MEHEHUS B AenoBoun cdepe (Hanpumep, BCneacTeme ObICTPOro pasBUTUS, peopraHun-
3aLUN UNU CNUSIHU, U3MEHEH U B TPeDOBaHUAX 3aKa34YMKOB) MOTYT NPUBECTU K HEODXOAUMOCTU KOPPEKTUPOB-
KW YPOBHS YCNYT UMW OaXe K BpeMeHHOW NpUoCcTaHOBKe MX NpeaocTaBneHuns. Heobxoaumo, UTobbl npouecce
MeHeKMeHTa YPOBHS yCnyr Obln Obl 4OCTATOYMHO TMOKMM ANg agantauum K 3TUM UaMeHeHusim. pouecc
MeHeKMEeHTa YPOBHSA yCnyr cnegyeTt opraHM3oBaTh TakMMm obpasom, YToObl BHUMAHWME NpoBanaepa yenyr
ObINO cocpeaoToYeHO Ha YAOBNETBOPEHUN NOTPEOHOCTEN 3aKasynka Ha BCEM MNMPOTXKEHUU NNaHUPOBaHUS,
peanusaunn U TeKyLero MmeHemKMeHTa npeaocTaBieHNs yCnyr.

1 .
B opurnnane — escalation (npum. nepesodyukxa).
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[ns noHMMaHus MOTUBOB 1 TpeboBaHNK B cdoepe AeNOoBON AeSATENbHOCTU 3aKkasvMKa npoBanaepy yenyr
cnegyeT nNpeaocTaBUTb AOCTYN K COOTBETCTBYIOLWEN MHGpopMaLIUNA.

[Tpouecc MeHeIKMeHTa YPOBHSA YCIyT crneayeT opraHi3oBaTh TakMm obpaszom, YTOObI OH MOT KOOPANHU-
POBaTh U YNPaBNATbL KOMMNOHEHTAMWU, OKa3bIBAOLWMMU HANDOSbLUEE BUSIHUE HA YPOBHU YCIYT, YTO BKITHOYAET:

a) cornawueHune rno TpeboBaHUAM K yCryram U oXXuaaemMblM Xxapakrepuctukam padboven Harpysku B npo-
Lilecce npegocTaBneHns1 YCnyr;

b) cornaweHue No LueneBbiM 3HaYEeHUAM NapamMmeTPOB YCIYT;

C) N3MepPEeHUH U OTYETHOCTb O PaKTUYECKN AOCTUTHYTHIX YPOBHSAX YCNYT U pabounx Harpyskax, a Takke
npegocTaBneHne obbSCHEHUN, eCNA cornacoBaHHbIe 3adaHUA NO napamMeTpaM YCrnyr okasanucb He BbIMON-
HEHHbIMU (CM. 6.2);

d) MHULMALNIO KOPPEKTUPYHIOLWNX OEUCTBUN;

e) UCXodHble AaHHble ANS nNaHa COBePLUEHCTBOBAHUA YCIVT.

[Tpouecc cneayeTt opraHM3oBaTh TakMM 0bpasom, YTODOLI OH CTUMYIIMPOBAT Kak npoBangepa ycnyr, Tak U
3aKas4yuka pasBmBaTb AEUCTBEHHLIE OTHOLLEHUS, TapaHTUPYOLLMEe COBMECTHYIO OTBETCTBEHHOCTL 3a Npeao-
CTaBnsieMble YCNyru.

YOOBNETBOPEHHOCTb 3aKasynKka sBMSIETCH BAXKHOMN YaCTbio MEHEXKMEHTA YPOBHSA YCNYT, HO ee crneayeT
paccMaTpuBaTb Kak CYOBEKTUBHYIO OLIEHKY, TOr4a Kak 3agaHusd no napameTpam yCnyr, BKNYeHHbIe B Corna-
leHUa 0O ypoBHE YyCNnyr, cnegyeTt CONpoBOXAaTbh OOBLEKTUBHBIMU U3MepeHUaMIN. poLecc MeHeaKMeHTa
YPOBHS YCIYyr HE0OX0ANMO TECHO CBA3bIBATL C OTHOLLEHUSIMU B AeNOBOU chepe nnpoLeccamm MEHEAKMEHTA
MOCTaBLLMNKOB.

6.1.4 CornaweHunAa o nogaepxMBarwLWmUx ycnyrax

CogepxaHne noagepXMBaroLWMX YCNyr, OT KOTOPbIX 3aBUCUT NpeaocTaBeHne YCNyr 3akasunky, cneayer
OOKYMEHTMPOBATbL 1 COrMNacoBbIBaTb CO BCEMU MOCTaBLUMKaAMU. DTO TpeboBaHWUE pacnpoCTpaHAETCHA TakKe Ha
NesaTenbHOCTb BHYTPEHHUX rpynn COTPYAHUKOB NpoBangepa ycnyr, obecnevnsarolnx peanmsaunio otaens-
HbIX KOMMNOHEHTOB YCNYT, NpeoCTaBNAeMbIX 3aKa34vUMKy.

6.2 OT4yeTHOCTbL 00 ycnyrax

Llent: CocTaBnATh cornacoBaHHbIE CBOEBPEMEHHBIE, AOCTOBEPHLIE U TOYHbIE OTUETHI 0O ycnyrax ans
MPUHATUS 0OOCHOBAHHBLIX peLlueHnid n obecneveHunst acbdpeKTUBHOro obmeHa nHdopmaLmen.

[TpumedaHwne— YcnewHas peanumsaumsi BCeEX NpoLeccoB MEHEIPKMEHTA YCNyT 3aBUCUT OT UCMOSIb30BaAHUSA NH-
dopmauyunmn, NpeaocTaBnsieMon B oT4eTax 06 yenyrax.

6.2.1 lNMonuTtuka

TpeboBaHUA KOTYETHOCTLU OD yenyrax cneayeT cornacoBaTth M AOKYMEHTUPOBATL A1 3aKa34YUKOB M BHY T-
PEeHHEero pykoBOACTBA.

MOHWUTOPUHI N OTYETHOCTbL 0O yCnyrax oxsaTbiBatoT BCE MU3MEPUMbIE acnekThl yenyr, obecnevnsast npo-
BeJeHWe KaKk TeKyLlero, Tak U peTPpoCneKkTUBHOIro aHanmaa.

[Tpn HANUYUK CNOXKHOW OpraHM3auUnn npeaoccTaBneHnUs yenyri, Bknovarowen d6onsbLIoe YnMcno nocTan-
LLINKOB, rONOBHLIX MOCTABLMKOB N NX NOAPAAYNKOB, B 0TYETaX 00 ycnyrax crnegyet oTpa)XaTb B3aMMOOTHOLLE-
HUASA MeXay HUMW. Hanpumep, ronoBHOMY MOCTaBLIMKY HECDXOOAMMO OTUUTLIBATLCS MO NPeaocTaBIAEeMON UM
ycryre B LenoM, BKIovagda yenyru ero nogapsaadmkoB, MeEHe)KMEHT KOTOPBIX OHU OCYLLECTBNAOT KaKk4yacTb YCIy-
rM, NpeaoCcTaBNAeMON 3aKasynKy.

6.2.2 HazHa4vyeHUe N KOHTPONb KayecTBa No OTYeTHOCTU 06 ycnyrax

OT4eThl 00 ycnyrax AoKHbI ObITb CBOEBPEMEHHBIMU, MOHATHLIMU, AOCTOBEPHBIMU U KpaTKUMN.

Heobxoaumo, 4Tobbl OHM COOTBETCTBOBANN NOTPEOHOCTAM nonyvyarenen 1 coaepxanu ToOUHyH MHGOP-
MaL Mo, UCNONb3yeMYHo NMPU NPUHATUN PeLLIeHUN.

OT4yeThlCcNneayeT NpeacTaBnsiTh B TaKOM BUAE, YTOOLI OHU ObINMA MOHATHBIMW U NErko BOCNPUHMMAaEMbIMN,
HanpuMep, 3a c4eT UCNONb30BaHUA gnarpamMmm.

CneayeT co3gaBaTb HECKONBKO TUMOB OTYETOB!

a) OTYEThHI, coaepXallne peakUuio Ha Kakme-nmbo yke cnyymBLlUMECH CODBITUS;

b) OTYeTHI, B KOTOPbLIX M3naratoTcs 3abnaroBpeMeHHbIe NpeaynpexXaeHns o BaXKHbIX CODbITUSIX, MO3BO-
nawowue, TakumMm obpasom, NPUHATL NPEBEHTUBHLIE Mepbl (HanpumMmep oT4eThl 00 yrpoXatrowmux npocyeTax B
CornaweHnax ob ypoBHe yCnyr);

C) OTYeThbl, NPeayCMOTPeHHbIe NepCnekTUBHLIMU NNaHaMn U rpaukaMmmn 1 cogepkalme ceegeHusa o
3anaHnpoBaHHOW AeATENBHOCTN.

6.2.3 Otu4eTbl 006 ycnyrax

[TpoBanaepy ycnyr crnegyeT COCTaBNATb OTYEThl ANA 3aKa34YMKOB U pyKOBOACTBA, BKoYaloLWme:

a) pakTunyeckme sHadYeHUda napamMmeTpoB YCNyr B cCpaBHEHUN C LeNneBbiIMU 3HaYeHUAMU, Hanpumep ot4ye-
Tbl O NepepbiBax B NpegocTaBeHUn yCenyr, 0 AOCTUMHYThIX NONOXUTENbHBIX pe3ynbTaTax;
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b) MHPpOpPMaLNIO O HECOOTBETCTBUAX CTaHAapTaM,;

C) XapaKTepUCTUKN pabodein Harpyskm n nHgpopmaLuno 06 06beMHbIX NoKazaTensix, Hanpumep 06 UHLUM-
OeHTax, npobnemax, MUsMeHeHUsAX U 3agavax, Knaccugpukauumm, pasmeLleHnn, Ce30HHbIX TEHOAEHUMAX, coYveTa-
HUSAX MPUOPUTETOB, O KONMYecTBe obpaLlleHnin 3a NOMOLLbIO;

d) nHdopmauuno 0d sKkcnnyaTauMoHHbIX XapaKTepucTukax, cneayowmx 3a sHaunTenbHbIMMN CODLITUS-
MW, HANpuUMep nocne nposeaeHns UsMeHeHUn 1 penii3oB;

e) nHdopmMmauno 0 TeHAEHUMNAX 3a onpeaeneHHbln Nepnoa BpeMeHn (Hanpumep 3a AeHb, Heaernto,
MecaLl);

f) oT4yeThl, BKMOYaoLWMe UHPOPMaLUIO OT KaXaoro npolecca, HanpumMmep KonmMy4ecTBO UHLMOEHTOB U
Hanbdonee 4YacTo 3agaBaeMble BOMPOChl, HeHaAeXHbIe KOMMOHEHTbI UHPPAaCTPYKTYpPLI, pecypchl (CTOUMOCTL)
Hanbonee 4yacTo pellaemMblx 3agau;

g) OTYETHI, OTpaXaroLWmne NPOrHo3npyemyro 1 3annaHUpoBaHHYO pabouyo Harpysky.

6.3 MeHe)XMeHT AOCTYNHOCTU U HENpPEepPbLIBHOCTU YCNYT

Llenb: MNapaHTUpoBaTh BbINONHEHWUE COrNacoBaHHbIX 06A3aTeNbLCTB MO AOCTYNMHOCTM U HENPEPLIBHOCTA
YCIyr npu nodbIX 0OCTOATENLCTBAX.

[TpunmeyaHun e — Cepbe3Hble OTKa3bl B NPEAOCTABNEHUN YCNYT UMK YPE3BbIYaNHbIE NPONCLLECTBUSA MOTYT NPO-
NCXOANTb NO MHOMMM NPUYMHAM, B TOM YMCIEe, U3-3a OTMEHbI NPEA0CTABNEHUS YCNYT, aTaK 3MT0YMbILUNEHHUKOB, CEPbE3HbIX
NOPaXXeHUN KOMMbIOTEPHLIMU BUPYCAMN, MPOHUKHOBEHUW B 3aKpbITble ANsl AOCTyNa NOMELWeHUs Unn mn3-3a CTUXUNHBLIX
beacTBUN.

6.3.1 OOLwWune nonoxeHus

TpeboBaHUSA K HEMPEPBIBHOCTU U AOCTYNHOCTWU YCNyr cneagyeT onpeaenstb Ha OCHOBE NMPUOPUTETOB B
OenoBon cdoepe, cornaweHnn ob ypoBHSAX YCNYT U OLeHeHHbIX puckoB. lNpoBanaepy ycnyr HeodxoamMmo noa-
OepXnBaTb HaaneXXalmi ypoBeHb CBOUX BO3MOXHOCTEN BMeCTe € peanbHbIMU NTaHaMU ANA rapaHTUM BbINoI-
HEHWA COrNacoBaHHbIX TpeboBaHUU NPK NOOLIX 0OCTOATENLCTBAX, HAYUHAA OT OObIYHBIX M BNNOTL 40 OONbLUMX
noTepb B NpeocTaBIeHUN YCIyr.

[TlpoBanaepy ycnyr cnegyeTt NnNaHUpoOBaTh Bo3pacTaHMe U ybbiBaHWE YUCTIEHHOCTU Nonb3oBaTenein nnu
obbemMa AaHHbIX, NoaneXxallux XpaHeH o, oXXngaemble NUKKU 1 NpoBanbl paboven Harpysku, a Takke nodble
apyrne Bo3MOXHble UsMeHeHns B byaywem. B TpeboBaHMA cnegyeT BKNOYaTh NpaBa A40CTyna 1 BPpeMs peak-
LN Ha HapyLUEeHUA 3TUX NpaB TaK e, Kak N TpeboBaHNA 4OCTYNMHOCTU K KOMMNOHEHTaM CUCTEMBI.

[ns rapantum nogaepXaHusi cornacoBaHHOIO YPOBHS YCNYT MEeHePKMEHT AOCTYNHOCTUA U MEHEe XKMEHT
HenpepbIBHOCTN YCIYTr HE0OX0AMMO OCYLLECTBNATL COBMECTHO. TN TpeboBaHNA O0ITPKHBI OKa3blBaTb OCHOB-
HOe BNUAHMe Ha AeNCTBUA, YCUIUSA M PeCcypChbl, HanpaBeHHble Ha A0CTMXKeHUe AOCTYNMHOCTM YCNYT, Noaaepkm-
BakoLLEen UX BbIMONMHEHUE.

OnarapaHTim obecneveHumnsa TpedbyeMon 4OCTYNHOCTU B NMPOLECChl MeHeKMeHTa crieayeT BKNoYaTh Te
3NeMeHTbl NpeaoCcTaBeHNs yCnyr, KOTopble Haxo4daT1cda nod ynpasneHUeM 3akasdmka Unu gpyrux nposange-
POB YCNyT.

6.3.2 MOHUTOPUHI AOCTYNHOCTU U AATENbHOCTL MO ee obecnevyeHUKro

B pamkax MeHeg)XKMeHTa 4OCTYNMHOCTU crneayer:

a) OCYLUEeCTBMATb MOHUTOPWUHT U pernctpauno 40CTYNHOCTU YCIYT;

D) noaaepXxuBaTb B akTyanlbHOM COCTOAHUN PETPOCNEKTUBHbIE AaHHbIE,

C) NMPOBOAWUTbL conocTaBneHue ¢ TpeboBaHMAMNK, onpeadeneHHbIMX B cornalleHnsax od ypoBHe ycnyr, ¢
LleNbio BbISIBNEHUS MX HECOOTBETCTBMU C COrnacoBaHHbIMU LieneBbIMU 3HAYEHUSIMU NapamMeTpoB OOCTYM-
HOCTW;

d) ocyLWecTBNATb AOKYMEHTUPOBaHUE N aHalnMM3 HECOOTBETCTBUMN;

e) NMPOrHO3NpoBaTb HapPyLWeHUA 4OCTYMHOCTMU;

f) Mo BO3MOXHOCTW, NPOTHO3UPOBaTL BO3HUKHOBEHME NpobnemM U npeanpuHMMaTbe OeNCTBUA, npeay-
npexgatolme nx nossieHue.

ChneayeT rapaHTUpOBaTh TakKe AOCTYMNHOCTbL BCEX KOMMOHEHTOB YCNyrd, obecnevnBaTth permctpanunio 1
BbLINOJTHEHWE KOPPEKTUPYIOLLMX AeUCTBUN.

6.3.3 CtpaTerma HenpepbIBHOCTU YCNYT

[TlpoBanaepy ycnyr cnegyet paspadbotaTtbh M NOAAEPXKUBATL B aKTyanbHOM COCTOSIHUN CTpaTeruio, onpe-
OensaLyo obLWKMA NoAXoa K BEINOTHEHUIO 00A3aTeNbCTB No HenpepbiBHOCTU yenyr. OHa 40MKHA BKNoYaTh B
ceb4a oLeHKY PUCKOB 1 yUUTLIBATbL COrNacoBaHHbIe Yackl NpeaoCTaBNeHNda yCnyr 1 nepuodbl, KpUTUYHbIE NS
OenoBon aedarenbHOCTU. [poBanaepy ycnyr cneayeTt cornacoBatbh A9 KaXKA0U rpynnbl 3aKa34vynkoB U KaXkaou
YCIYIU:

a) MakcumManbHOC OONYCTUMYIO NPOAOCIKUTENBHOCTL He3anaHMpOBaHHOIO NnpekpalleHnda npeaocTaB-
NeHna yCryru;
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b) MakcumanbHO ACNYCTUMYIO MPOACITPKUTENBHOCTL CHMXKEHUA KavyecTBa NpeoCcTaBNAeMOU YCIyTu;

C) NpuemMmnemble YPpOBHU CHMXKEHUA KadecTBa NpeoCcTaBnaeMoun yCcryrm Bo BpemMs ee BOCCTaHOBMNEHUA.

CTpaTeruo HenpepbIBHOCTU YCIYT crieayeT nepecMaTpuBaTh Yepes cornacoBaHHbIe MHTepBalbl BpeMe-
HU, HO He peXke 04HOro pasa B rof.

NMtobble n3MmeHeHua B cTpaTermm HeobxoanMmo cornacoBbIBaTh oL ManbHO.

6.3.4 lnaHnpoBaHUe U TeCTUPOBaHUE HEeNpPepPbLIBHOCTU YCNYT

[TpoBangepy ycnyr cnegyeT rapaHTUMpoBaTh, UTO:!

a) B nnaHax obecnevyeHns HeENPEePbIBHOCTU YCNYT YYUTLIBAETCH 3aBUCUMOCTb MeXay ycnyramm u cuc-
TEMHBLIMU KOMMOHEHTaMMWU;

b) nnaHbl obecneyvyeHUa HENPEPLIBHOCTU YCNYT U ApYrue AOKYMEHThI, Heobxoaumele Ans obecneveHus
HenpepbIBHOCTW YCNYT, 3aperncTpupoBaHbl M NOAAEPXKUBAKOTCS B aKkTyarbHOM COCTOAHUM;

C) OTBETCTBEHHOCTb 3a UHULMaLUUIO NNaHOB YeTKO onpedeneHa, M B NMNaHax KOHKPeTU3npoBaHa
OTBETCTBEHHOCTb 3a BbINOMHEHWE ACUACTBUU NO AOCTUMKEHUIO KaXXaoW Lenn obecnevyeHnst HeNnpepbIBHOCTU
YCIVYT;

d) pes3epBHbIe KONUWX OAaHHbIX, AOKYMEHTbLI U NMporpaMmMHbIe CpeaCTBa, a Takke Noboe obopyaoBaHme u
nepcoHan, Heobxoanmble ANsi BOCCTAaHOBNEHUS YCNyr, OyayT roToBbl He3aMeannuTebHO, NoCce TOro Kak npou-
30LLUeNn cepbesHbIn COoM NN BO3HUKNA Ype3BblYanHas cCUTYaLIUS;

e) Mno KpanHen Mepe oaHa KOMUSA KaXKaoro AoKyMeHTa no obecneveHuto HenpepbiBHOCTU YCNYT XpaHUTCH
N NOAOEPXKUBAETCS B aKTyanbHOM COCTOSIHUM B 3alMLLIEHHOM MecTe Ha 6e30nacHOM pacCTOAHUM BMECTE C
obopyaoBaHMeM, HeOBXoAMMbBIM AN €€ UCMONb30BaHUS;

f) nepcoHan NoHMMaeT CBOK POSb B UHUUMALWUU U (UNA) BbINMOTTHEHUAW NNAHOB N UMeeT BO3IMOXHOCTb
MNONYy4YnTb AOCTYM K AOKYMEHTaM Nno obecnevyeHno HENPEPbIBHOCTU YCIVYT.

[TnaHbl obecnevyeHnst HeNPEPbLIBHOCTU YCNYTr U Apyrme AOKYMEHThI, UMeloLne OTHOLIEHUE K niiaHam
(Hanpumep, KOHTPpaKTbl), cregyeT CBA3biBaTb C MPOLECCOM MeHemIKMeHTa WU3MeHeHUMM U NpoLeccoM
MeHepKMeHTa KOHTPAaKTOB.

[TnaHbl obecneveHnst HENPEPLIBHOCTU YCNYT U ApPYrMe COOTBETCTBYIOLWME AOKYMEHTHI cneayeT OLEeHU-
BaTb OTHOCUTENIbHO UX BITUSIHUS HA DyayLinMe N3MeHeHUs1 B CUCTEME U yCnyrax npexae, YemM CcyLeCcTBEHHbIE
HOBbIE UM AOMONHNTENbHbIE TpeboBaHUS 3akazumka dyayT NPUHATHI.

TecTupoBaHMe HENPEPBLIBHOCTU NpeaocTaBNeHUa yenyr cneayeT NpoBoAUTb C NepuoandHoOCTbo, 40CTa-
TOYHOW ANSl NONYyYeHUs1 YBEPEHHOCTMU B TOM, UTO NNaHbl obecneveHunst HenpepbiBHOCTM YCNyTr 3P PEeKTUBHBI U
OCTAHYTCSl TaKOBbLIMW MPU N3MEHEHUMN CUCTEM, MPOLIECCOoB, NepcoHana u noTpebHoCTEN AenOoBOU cdepsl.
3akasuuKy N NpoBanaepy ycnyr cneayeT npoBoANUTb TECTUPOBAHUE COBMECTHO, Ba3npysiCb HA COrNMacoBaHHOM
Habope uenen. OTkasbl, BO3HMKLLWE NPU NPOBEeAeHUN TECTUPOBAHUS, crieayeT AOKYMEHTUPOBAaTbL U aHaANN3un-
POBaTb A4 BKITHOYEHUA COOTBETCTBYHOLWNX MePONpPUATUAN B N1aH COBEPLUEHCTBOBAHUSA YCIYT.

6.4 ®opmMmupoBaHue bropXKeTa U ydeT 3aTpaTtHaycnyru UT

Llenb: ®opmMmupoBaTh DIOQKET U BECTU yUET 3aTpaT Ha obecneyeHne yCnyr.

6.4.1 OOLWuUe nonoxeHUnN

HacTosawmmn noapasaen oxeaTblBaeT BONPOCkl opMUpOoBaHUA BroaKeTa 1 ydeTa 3aTpaT Ha NpeaocTaB-
nexHune ycnyr T. Ha npaktuke mMHorue npoBangepb! yCrnyr cTankMBaroTCA C BbiICTaBIEHMEM CUHETOB 3a Takue
ycenyrin. OgHako, NoCKoNbKy BbiICTaBNeHNE CYETOB ABMAETCA AONONHUTENBHOU U cneldoudeckon gestenb-
HOCTbIO, OHO HE BNACLIBAETCA B paMKU HacTodlwero ctaHgapTa. [Nposanaepam ycnyr pekoMmeHayeTCcd MCNoIb-
30BaTb MeXaHWU3Mbl BbICTABIEHUA CHETOB, MOMHOCTLIO onpeaeneHHble N NOHATHbIE BCEM CTOPOHAaM.

OTBETCTBEHHOCTbL 3a MHOTMe (pMHAHCOBLIE pelleHNsl HaXxoaUTCH BHe cdpepbl MeHe)XXKMeHTa YCIyr, a Tpe-
OoBaHUA KNpeaocTaBnNeHUo puHaHCOBOW MHGopMaLIKMK (B KaKOU pOpME N C KakoM YacTOTOM) MOTYT ObITb Mpo-
OVKTOBaHbl M3BHe. HasHadeHWe AdaHHOro nogpasgena 3akfiwyaeTcsa B cocpefoToYeHUMU BHUMaHUA Ha
pakKTuKax, cnegoBaHune KoTopbiM HeobxoanMmMo Angd BeINONHEHUA TpeboBaHMKA HacTodalWero ctaHgapTa. OgHa-
KO B pacuyeT cneayeT npuHUMaTh 1 bonee wnpokue TpeboBaHUA, Tak Kak oHU ByayT oKasbliBaTb BNUSIHUE Ha
HekoTopble MNONMUTUKKU U NpoLeaypel. Bce Ucnonb3yeMble NpakTUKK y4eTa 3aTpaT Ha npeaocTaBnsieMble YCNyri
HeobXxoanumMo cornacoBbIBaTh ¢ bonee obLLMMUM NpakTUKaMn DyXranTepckoro yueta opraHmsaumMm nposangepa
YCIVT.

6.4.2 lNMonuTtuka

[TpoBangepy ycnyr cnegyeT PYKOBOACTBOBATLCA NOJIUTUKON (PUHAHCOBOIO MeHeXKMeHTa yenyr. ['lonu-
TUKA OOIKHA ONpeaensTh uenu, A0CTMXKUMbIE C NOMOLLLI POpMUPOBAHUS DIoaXeTa U yyeTa 3aTpar.

B nonuTuke cnegyet oTpasutb noapodHOCTU opMUPOBaAHMS DIOAXKETa M ydeTa 3aTpaT, NpuHMMas BO
BHUMaHWE:

a) TUMNbI 3aTpaT, noaneXxalwmx y4eTy;

b) noctatenHoe pacnpegeneHne HaknagHblX pacxodoB, HanpuMmep eguHasa TapudgHasa ctaeka, PUKCU-
POBaHHbLIA MPOLUEHT UMU NPOLUEHT, 3aBUCALLIUNA OT BENMNYNHBI NepeEMEHHBIX pacXodoB N ap. .
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C) CcTeneHbaeTanusaunv aenoBon AeATeNbHOCTU, HanpuMep paccMoTpeHne CTPYKTYPHOU eaNHNLBI Kak
eadUHOro Lenoro unm pasaerneHHon Ha genapTamMeHTbl, AT pacnofoXeHHOW B pasHbIX MecTax;

d) pykoBogsiMe NpaBuna perynmpoBaHnsa OTKNOHEHU OT BlogpKeTa, Hanpumep pasmMep OTKNOHeHU4,
MpU KOTOPOM BOMNPOC A0MKeH OblTb BbIHECEH Ha paCcCMOTPEHWe BbiCLLEero pykoBOACTBA;

e) CBHA3U C MeHeO)KMEeHTOM YPOBHSA YCNVT.

YpOBeHb MHBECTULUN B NpoLecchl popMUPOBaHUA DrogKeTa 1 ydeTa 3aTpaT Heobxoanumo basnpoBaTh

Ha NOTPEDOHOCTSX 3aKa3yvMKOB, NPOBaANAEPOB YCNYT U NOCTABLUMKOB C HEODBXOANMMOW CTENEHbIO AeTannsauunu,
onpeaeneHHoU B NONUTUKE.

[TpumeyvaHune—Illpoeangepsl ycnyr, pabortatowme B KOMMEPHECKON Cpeae, MOryT UCTbITbIBATL MOTPEDHOCTL B
NPUNOXeHNN BOMbLUMX YCUNUW U BblAeNneHnn BonbLliero Bpemenun anst GMHaHCoOBOro MeHepkmeHTa. M, HaobopoT, Ansi Npo-
BangepoB YCIyr, Yy KOTOPbIX MEXaHM3M UAEHTUMUKALUMKM 3aTpaTr AOCTaTOYHO NPOCT, PUHAHCOBLIV MEHEMKMEHT MOXET OCY-
LLECTBNATLCH ropasao npoLle.

bopMnpoBaHMe DrogKeTa MydeT 3aTpaT crie4yeT BhINOMNHATL BCEM NpoBakgepam ycnyr, Kakumiu Obl pas-
HBIMW HX DI NONMUTUKN X PUHAHCOBOIrOC MeHePKMEeHTA.

6.4.3 ®opmMupoBaHue drogxeTa

[pun opMmnpoBaHUM BrogKeTa HEOOXOANMMO YUMTEIBATL MBMEHEHUS YCIYT, 3an/iaHUPOBAaHHLIE B TEYEHME
OlogkeTHOrO nepuoaa. Cneayet Takke nnaHMpoBaTb MeHeKMeHT gedpurumta UHAHCOBBLIX CPEeACcTB B TOM
criydae, Korga pacxofbl, npeaycMoTpeHHble DoaXeToM, NPeBbILLAa0T AOCTYNHbIE AeHEXHbIE CpeacTBa.

B pamkax dopMnpoBaHuns broaxxeta BO3MOXHO YUUTbIBATbL TakMe paKkTopbl, KaK CE30HHbIE KonebaHus 1
BNUAAHWE 3annaHUPOBaHHbIX KpaTKOCPOYHbLIX UIBMEHEHWUWA HAa CTOMMOCTbL NpeAoCcTaBNsAeMbIX YCIYT U Ha NOPAO0K
BbICTaBNEHUS CHETOB.

[TpocnexnBaHue TeKYLLIUX 3aTpaT OTHOCUTENNBHO COOTBETCTBYIOLUX cTaTeN BroaxXeTa ACKHO obecne-
YMBaTb BO3IMOXHOCTb 3abnaroBpeMeHHoro npeaynpexageHunst o nogooHbIX OTKMOHEHUSX.

CneayeT opraHMsoBaTh npoLlecc, ynpasnsaloWwmnn 3Ha4eHUAMN OTKITOHEHUA OTHOCUTENBLHO NapaMeTpoB
broaKeTa.

bopmMunpoBaHMe BogKeTa U KOHTPOMb 3aTpaT Heobxoaumbl ans obecrneyvyeHus nnaHMpoBaHUA npeao-
CTaBNeHNs N U3SMEHEHUS yCnyr Takum obpasom, 4ToObl YPOBHW YCIyr MOrNM Obl NoaaepXMBATbCH B TEYEHUE
BCero roga.

6.4.4 Ydet3aTpar

[1poLecchl ydeTa 3aTpaTt cneayeT UCNOoNb30BaTh AN OTCNEeXMBaHUS pacxXxo4oB Ha COrnacoBaHHOM YPOB-
He UX geTanunsauun B TeueHne cornacoBaHHOro nepnoaa BpeMeHu.

PewieHnsa no obecneveHunto ycnyr cneayet npuHUMaTh Ha OCHOBE COMOCTaBMIEHUA PE3YNbTAaTUBHOCTU U
HeobxoanMbIX GUHAHCOBLIX CPeACTB.

Moaenu 3aTtpaTt AoMmKHbl 0bnagaTte CnocObHOCTLIO AEMOHCTPUPOBAaTL 0DOCHOBAHHOCTL PAacxXxodoB Ha
obecneyeHne ycnyr.

B donHaHCOBLIX oTHeTax crneayeT oTpaXaTb HapyLlleHnst banaHca otogkeTa: HenonHoe NCNofb3oBaHMUeE,
NpeBbILLIEeHNEe pacxoaoB PUHAHCOBLIX CPeACTB, MPeayCMOTPEHHbIX DIOAKEeTOM, U NOKpbITUE BrogkeTa. PUHAH-
COBble OTYEThl ACMKHBI AaBaTb BO3MOXHOCTbL ONpeaeninTb 3aTpaThl, KOTopble HECET opraHu3aLuma npu npeao-
CTaBITEHUW YCNYyT HA NOHMKEHHOM YPOBHE U NpK npeKkpalleHUn NpeaoCcTaBNeHUs YCNVT.

6.5 MeHeg)KMeHT BO3MOXHOCTEN

Lenb: MapaHTUpoBaTh HanM4Me y npoBangepa ycnyr 4oCTaTouHbIX BO3MOXKHOCTEN ANSA YAOBNETBOPEHUS
TEKYLLIMX U CornacoBaHHbIX DyayLLMX NOTPebHOCTEN AENMOBOU AEATENBbHOCTMN 3aKa34uka.

TpeboBaHUA Kycnyram, npegocTaBsieMbiM B HACTOSILLIEE BPEMSA N OXKNOAEMbBIM B NEPCNeKTUBE, cneayer
onpeaenaTb B TepMUHAX NOTPedbHOCTEN, OTHOCSALLMXCA K cdhepe AenoBon AeSATENbHOCTU 3aKa3vnMKoB.

[TpOrHO3bI pa3BUTUA AENOBOW AEATENbHOCTN 3aKa34YMKOB U NpeaBapUTeNbHbIE OLIEHKN paboYven Harpys-
K1 cnenyeT npeobpasoBaTh B KOHKPETHLIE TpeboBaHUSA M AOKYMEHTUPOBaTh. Pe3ynbTaT OTKNOHEHWIN OT corna-
COBaHHOW pabo4ven Harpyski Mnm MsMeHeH1n B oKpyXxarLien cpege AomkeH obiTb Npeackasyem. aHHble o
TeKyLeM UNK npeallecTByoleM UCNoNb30BaHNUM KOMMOHEHTOB M PeCypPCOB Ha COOTBETCTBYIOLLEM YPOBHE
cnegyeT HakannuMeaTb M aHANU3NPOBAaTL AN NoAAEPKKN 3TOro npoLiecca.

MeHeaXXMeHT BO3IMOXXHOCTEN cregyeT paccMaTpuBaTh Kak LleHTpanbHbIU NpoLuecc, POoKYyCUpyroLWnn Bce
BOMNPOCHI, OTHOCALLUMECH K 3KCNNyaTaLUOHHBIM XapakTepUcTukam U BO3MOXKHOCTAM NpeaocTaBneHUsa YCnyr.

OTOT npoLecc cneayet obecnevyntb HENOCPeaACTBEHHOW NOAAEPKKOW CO3AaHMNS HOBBIX N U3MEHEHHbIX
YCINyr NocpeacTBOM YCTAHOBNEHNS 0O BEMOB YCIYT 1 UX MOAENTMPOBAHNUS.

[TnaH obecnevyeHUss BO3MOXHOCTEN, yCTaHaBNMBawLWKMA akTU4eckne pabovne xapakTepUcTUKU
MHPPACTPYKTYPbI OXXaaemMblX TpedboBaHUN, crieaqyeT paspadartkiBaTh C HaANeXxallen nepnoamnyuHoCTbIo, NMpu-
HAMas BO BHUMaHWUE MHTEHCUBHOCTb UBMEHEHWI B yCIyrax n obbemax ycnyr, a takke MHopmMauunio, cogepka-
LLIYIOCH B OTYEeTaxX MeHeIKMeHTa U3MeHeHUN, U cBeeHUA O AeNTOBOUN AeATEeNTbHOCTU 3aKa3uynKoB.
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[TnaH cneayeT paspabaTbiBaTh He peXe OAHOro pasaB rof. Heobxoanmo AOKYMEHTUPOBAaTL CBEAEHUA O
cpeacTBax, 3aTpadeHHbIX Ha BbINONHeHWe TpeboBaHWUN AenoBon cdrepsl, U NpeanaraTbh PeLleHunst, rapaHTUpy-
loLLIME OOCTUXKEHME LIeNeBbIX 3HAYEHUMN NapaMeTPOB YPOBHEN YCNYT, OnpeaefieHHbIX B cornaleHnsax 0o ypoB-
He YCNyr.

CneayeTt XOpPOLWO NMOHMMAaTb TeXHUYeCKYo MHJPaCTPYKTYPY, ee TeKyluue U npoekTmpyemMble BO3IMOX-
HOCTW.

6.6 MeHeOXMeHT 3aLluuUTbl UHOPpMaL UK

Llenb: 9P eKTUBHO OCYLLECTBNATL MeHeKMEHT 3alnTbl MHOpMaLnK B paMKax BCen AedTeNIbHOCTU
no ycnyram.

6.6.1 OOLWuUe nonoxeHusn

3alneHHOCTb MHpopMaL K ABNFeTCHA pe3ynbTaTtoM peanusaumm KoMmnnekca nonmTuK U npoueayp,
paspaboTaHHbIX ANs naeHTUdnKaL M, ynpasneHns 1 sawntbl MHGQopMaL MM COBMECTHO ¢ NtobbiM 060opyaoBa-
HAEM, NCMONb3yeMbIM ANH ee XpaHeHUd, nepegadn n obpaboTKu.

[lepcoHany npoBanaepa ycnyr 1 B NepByo ouepedb cneunanmucTam no sawurte nHopmMauum cnegyer
3HaTb ocHOBHbIe nonoXeHnss FOCT P UCO/M3K 17799 «MudopmaLmoHHaa TexHonorus. lNpakrndeckue npa-
BUNA ynpaBneHuns MHpopMaLNOHHOW De30MNaCHOCTLIOY.

6.6.2 WpeHTndbunkaumna n knaccudpukauma UHpopMaLMOHHbIX aKTUBOB

[TpoBanaepy ycnyr cneayer:

a) noagaepXmeaTthb BakTyanbHOM COCTOAHUN MHBEHTapU3aLUMOHHbIE AaHHbIe 06 MHOPMALIMOHHBIX aKTU-
Bax (Hanpumep, o KOMNbloTEpPaxX, cCpeacTBax CBA3N, OKpyxXatowem obopyaoBaHUN, AOKYMEHTALUN U APYrou
MHopMaL ), HeobXxoaAUMBLIX AN NPeaoCTaBNEHUS YCNVT;

b) knaccudpurumpoBaTh KaXablM akKTUB B COOTBETCTBUU C €r0 KPUTUYHOCTBLIO MO OTHOLUEHWUIO K YCIyre U
TpebyeMoMy YPOBHIO €ro 3alliuThl, a TakkKe HaszHadyaTb Bnagenbla, OTBETCTBEHHOMO 3a obecnevyeHUe 3ToU
3aLUNTHI;

C) OTBETCTBEHHOCTb 3a 3alUUTy MHPOPMAaLMOHHBIX akTUBOB OCTaBUTL 3a BnagenblUaMn akTUBOB, XOTH
npn HeobXOOAMMOCTU OHWU MOTYT AeNernpoBaTb CBOW MOBCEAHEBHbLIE MONMHOMOYNS MEHEeMKMEHTY 3alluThl
MHpopMaLLnUN.

6.6.3 [lpakTUvyeckada oeATeNnbHOCTb NO OLUEeHKe PUCKOB, CBA3aHHbIX C 3alLUTOU

Heobxoanmo, 4Tobbl OLIeHKa PUCKOB, CBA3AHHbIX C BO3MOXXHBLIMW HApYLUEHUSAMUN 3aLLUTHI:

a) NpoBoAUNach Ha cornacoBaHHbIX MHTepBanax BpeMeHu;

b) pernctpupoBanacs;

C) COMpoBOXAanachk B npoLecce N3IMeHeHUN (M3MEeHEHNIN B MOTPEDOHOCTAX AeNoBon cdpephbl, B NpoLec-
cax U KoOHQUrypauunsax);

d) cnocobcTBoOBana NOHUMaHUIO TOTO, YTO KOHKPETHO MOXKET NMOBMUATL Ha YNpaBNsieMy0 YCIYTY;

e) npegoctasnsana MHpopmMmauuo ans NPUHATUA peeHnin 06 NCNoNb3oBaHNMU HEODXOAUMBIX CPeaCcTB
yrnpaBneHus.

6.6.4 Puckn, cBaszaHHble ¢ UHPOPMaLUOHHBIMU aKTUBaMU

Puckn, cesizaHHble C MHpOPMaLUMOHHBIMW akKTUBaMU, criegyeT oLeHUBaTh C y4eTOM:

a) ux npupoabl (Hanpumep, cOon NporpaMmMHbIX CPeacTB, OLLUNOKN PYHKLUMOHNPOBAHUS, OTKa3 CPeacTB
CBA3N);

b) npaBgonogodbus;

C) NOTeHUManbHOro BNUSAHMA Ha AeNoBYyto cdpepy 3akasumka;

d) HakonmneHHoro onbITa.

6.6.5 3aWULEeHHOCTb U A0CTYNHOCTEL UHOpMaLnKn

[Tpy oLUEeHKe PUCKOB HEODXOANMMO 0CODOE BHUMAaHWE yOENUTb crneayoLMM BONpocaM:

a) npegoTBpalleHNo BO3MOXHOCTU packpbiTUA KOHpMAeHUMaNsHOU MHopMaL UM CTOpOHaMKU, HE MMe-
IOLLMMIK K HE AonycKa;

b) HETOYHOCTU, HENONHOTE UMM HEQOCTOBEPHOCTU (Hanpumep, panscngukaymn) MHgopmMauuni;

C) HeOOCTYMNMHOCTU WHJOopMaLMX ANS UCMONb30BaHMS (HanpuMmep, M3-3a HapylUeHWUs 3HeprocHab-
XeHNA);

d) dbunsnyeckomy nNoOBpeEXAEHUIO NN YHUUTOXEHUIO 0D0OpYyaOoBaHUA, HECDXOAMMOro ANy npeaocTaBne-
HUS YCIYT.

Cnenyert Tak )Ke y4ecCTb Lienn nonnTukn obecnevyeHuns salnTel MHQopMaLnm, HeobXo0AUMMOCTb BhINOMHE-
HUASA 3adaHHbIX TPeDOBAHNI 3aKkasvKMKa No 3aluTe (HanpumMep, No YPOoBHAM AOCTYNMHOCTU MHGOpMaLNMA) U yCTa-
HOBMEHHbIE 3aKOHOM UNU NMPUMEHSAeMbIE perynupytolime TpeboBaHus.

6.6.6 CpeacrtBaynpaBneHusn

[JononHUTENbHO K ApYyrMm cpeacTBam ynpaBfieHUs, NPpUMEHEHNEe KOTOPbIX MOXET ObITb OnpaBgaHo, U K
coBeTaM, cogepXxalnmMmcd B Apyrmx pasgenax Hactoduwero ctaHgapTa (Hanpumep, B pasgene o HenpepbIBHOC-
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TU YCNyr), npoBangepam ycnyr HeobXoanmMo B Ka4eCcTBE XOPoLUen NpakTUK MeHepKMeHTa 3allnTbl MHpopMa-
LN NPUMEHATL creaytolme metoabl U cpeacTBa ynpaBlieHUS:

a) BbICLLEMY PYKOBOACTBY cneayeT onpeaennTb NONUTUKY Mo 3almTe MHpopmMmaLm, A0BECTU ee A0 CBe-
OeHUsd nepcoHana U 3akasunkoB U AeUCTBOBaATb, rapaHTUpys ee adppeKTUBHOE UCTMIONHEHNE;

b) ponu n OTBETCTBEHHOCTbL B NpoLecce MeHeQKMeHTa 3aliuTbl MHopMaLUnn cneayeT onpeaensTb U
HasHa4vyaTb COOTBETCTBYHOLMM AOIPKHOCTHLIM NULLAM;

C) rpynne npeacraBUTENEN PYKOBOACTBA (3Ta posib MOXKET ObITh 3aKpenneHa 3a CTapLuMM OTBETCTBEH-
HbIM BNagenbuemM) HeobXoanmMo OCYLLECTBNSATb MOHUTOPUHT M NOAAEPXUBATL PEe3yNbTaTUBHOCTL MOMUTUKA MO
3alMTe MHopMaLni;

d) nepcoHany, UCNOMHSKLEMY BakHble poni no obecneyvyeHuo 3alnTbl, HeOOX0AUMO NPOXOANUTb COOT-
BETCTBYIOLLYIO NOArOTOBKY;

e) Becb nepcoHan Ao/mkeH ObITb 03HAKOMMNEH C NONTMTUKOW MO 3aLuTe HpopMaLnu;

f) Ang oueHKM PUCKOB U peannsaunn ynpaBneHus cneayet NpeayCcMoTpPeTb BO3MOXHOCTL NPUBNEYeHUS
GKCNepTOB;

g) apdekTuBHaa paboTa cpeacCTB ynpaBneHUss He AO0/MKHAa CTaBUTbLCHA NOA Yyrposy npu npoBegeHun
Kaknx-rnmoo MameHeHuA;

h) nHdopmauuo ob MHUMaeHTax No 3awuTe HeobxoaMMo coobllaTh corflacHo npoueaypam MeHea-
XMEeHTa UHUMAEHTOB U UHULMNPOBATL OTBET Ha Hee.

6.6.7 [JoOKyMeHTbI U 3aNnUCIA

3anucu cneayeTt nepuoandeckn aHanmusnpoBaTh And obecnevyeHns pykoBoACTBa CBeAEHUAMMA:

a) O pe3ynbTaTUBHOCTU NONMUATUKU MO 3aLMTe MHopMaLInN;

b) O BbLIABNEHUU TEHAEHUMN B UHLUMAEHTAX No 3almnTe MHOoOpMaL UK,

c) 06 ucxoagHon MHpopMaL KM ANa NnaHa COBEPLUEHCTBOBAHUA YCIYT;

d) o0 ynpaBneHun vepes A0CTyN K MHpOpMaL K, akTUBaM N CUCTEMAM.

CuctemMy MeHeKMeHTa 3aluTbl MHQoOpMauUUn cneagyetT obecnevnBaTb HaAeXHbIM OOKYMEHTUPO-
BaHUEM.

7 Tpoueccbl OTHOLWEHUN

7.1 Obwme nonoxeHUN

[1pouecchbl OTHOLWWEHUN ONMUCLIBAOT ABa B3aMMO3aBUCUMbIX acnekta — MEeHeKMEHT NMOCTaBLUMKOB U
MEeHeKMEHT AenoBbIX (b13HeC) OTHOLWEHWA. HacTodaAWwnn cTaHaapT NnpeaHasHaveH npoBanaepy yenyr, KoTo-
PbIV NMOrMYeck UCNONHSAET PONb CBA3YIOLLEro 3BeHa MeXXay nocTaBLlMKaMun, NOCTaBNARLWUMM eMy NPoaYyKLUMIO
NN YCNYIn, A 3aKa3vnKkoMm, nonydaowmnm ycnyru.

Kak nocTaBLWWKU, TAK X 3aKa3uMK MOryT ObITb BHELUHUMW MU BHYTPEHHUMK MO OTHOLLEHWIO KopraHmnsaun
npoBangepa ycnyr. BHellH1e oTHOLWEHNA HeOOXoAUMO POpMann3oBaTh Yepes KOHTPAaKThI, @ BHYTPEHHUE — C
MOMOLLbIO BHYTPEHHMX NOAKPENNSALWMX cornalleHnin, 4acto HasbiBaeMbIX cornalleHUAMN paboyvero ypoBHS.

Ha pucyHke 2 npuBedeHa ynpolleHHasa cxemMa OnnucaHHbIX Bbllle OTHOLEHUN

MeHemKMeHT MeHemDKMeHT
NMNOCTaBLUUKOB OTHOLLEeHUW
B AenoBon cepe

77N
4
/ \
j \
MocTaBLUMK { } flposannep 3aKasumK
\
: |
\ / \ /
\\____,// \\____,//

PUCYHOK 2 — [lpouecchbl OTHOWEHUN

Kak nokasaHo Ha pUCYHKe 2, npoBangep YCnyr UCNOSTHAET CBOO POJIb B LIENOYKE NOCTaBOK, KaXKAbl Lar B
KOTOPOW NPUBOANT K AOMNONHNTENBHOW NOMb3e, HAaYMHAsA C NONy4YeHUsa ToBapa UM YCryri oT NocTaBLUMKa U
3aKaH4YMBasa npeagocTaBfieHneM pacLlUMPEeHHON YCIYTrn 3aKa34vnKy.
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CneayeT 3aMeTUTb, UTO B Npeaenax 3Toro pasgena TepMuH «NpoBanaep ycnyr» Bceraga UCnonb3yeTco
nnst 06o3Ha4vYeHUsa opraHnsaLnmn, Ha KOTOPYH OPUEHTUPOBAH AaHHbLIA AOKYMEHT, HE3aBUCUMO OT €€ PO Unu
NONOXeHUA B LienoYke NOCTaBOoK B paMKax ONMMCcaHHOro BhllLe nNpoLiecca.

Ha npakTuke B3aMMOOTHOLLUEHUS PeaKo ObIBAOT HACTONBKO NPOCTLIMU, U, KaK NPaBUMo, BKIMIOYaloT B Ce b
OONbLUOE KOMUYECTBO pa3Ho0Dbpa3sHbIX YYaCTHMKOB, UCTIONHALLIMX PO MOCTaBLUMKOB N 3aKa34MKOB U UMEID-
LLIMX Mexay cCODOoU KaK npsaMbIe AeNOBbIe CBA3N, TAK U CBA3KM Yepes npoBangepa ycnyr.

[ 1poLecChl OTHOLUEHUN AOJTKHBI TapaHTUPOBAaTh, YTO BCe CTOPOHBI:

a) NOHUMAOT N yOOBNETBOPSIIOT NOTPEOHOCTU AENOBON Cheps!;

b) NOHMMaT cyLecTBYOLWME BOSMOXHOCTU N OTPpaHNYeHNs;

C) MOHMMAaIOT CBOM 0DsI3aTeNbCTBA M OTBETCTBEHHOCT.

[Tpouecchl OTHOLIEHUU OOIMKHBI TaKXKe rapaHTUpoBaTh, YTO YAOBNETBOPEHHOCTL 3akasunKka yCryr Haxo-
ONTCS Ha OOMKHOM YPOBHE MYTO byayLime noTpebHOCTU B AeNoBON chepe obCyKAeHbl U NOHATHI.

ObnacTb NPUMEHEHNS, PONTM N OTBETCTBEHHOCTL OTHOLLEHUA AeNOBOU cdhepbl UOTHOLLEH A MOCTaBLLMKa
crnegyeT onpeaennutb U cornacoBaTth. OTO AOMKHO BKNoYaTh B cebs nageHTndukauuo npasoobnagartenen,
KOHTaKTOB 1 CNOCODOOB CBA3N, a TakXKe YacToTy oOMeHa nHpopmMaLmen.

7.2 MeHeO)XMeHT OTHOLLeHUN B AenoBou ccepe

Llenb: YcTaHaBNUBaThL U NogaepXmBaTb B3aUMOBBLIrOAHbIe OTHOLUEHUA MeXay NpoBanaepoM U 3akasun-
KOM YCNyT, OCHOBAHHbIE HA NOHUMaHWK NOTPEOHOCTEN 3aKasumKka M MOTUBAL MU ero AeNOBON AeATENbHOCTH.

7.2.1 PeBuUanm ycnyr

[1poBangepy ycnyr v sakasymky (3akasdumkam) crnegyet NpOBOOAUTL PEBU3UIC NPeaoCTaBNAeMbIX YCNyTr He
peXXe 0QHOro pasa B roj, a Takke 4o U nocne NnpoBeaeHnd 3HauYnTeNbHbIX U3AMeHeHU. Takune peBU3num Nnpeano-
nararoT paccMoTpeHne pabounx xapakTepuUcTUK oKasaHWsa ycnyr 3a npoweallunn neprnoa BpemMeHun, obcyxae-
HUE TeKYLLIMX U NNaHUpyeMbIX NoTpebHOCTEeN B AeNoBon cdhepe, hopMUPOBaAHME NPEeaNOXKeHNN NO KAaKUM-NTMDO
N3MEHEHMSIM B 0BNacT pacnpocTpaHeHnst YCrnyr U B cornaweHunsax ob ypoBHe ycnyr. Ha coBellaHunst, NocBs-
LLIeHHBIE NMPOBEAEHUIO TAKUX PEBU3NIN, MOTYT NMpurnawartscs gpyrne npasoobnagartenu, Hanpumep cybnoa-
PAOYNKN, 3aKa3unKK, TPYNMbI NoNb3oBaTenen U npovne npeactaBuTenbHble OpraHbl.

[TpoBanaepy ycnyr 1 3akasdmky (3akasdymkam) crnegyeT Takke cornacoBaTth npoueaypbl MpoMeXyTOUYHbIX
PEBU3UN NPeaoCTaBNAEeMbIX YCINYT AN 00CYXXOAEHUSA pa3BUTUNA, AOCTUXKEHUA KU NMPobneMHbIX BONpocoB. CoBe-
LLIaHWS cneayeT 3apaHee NnaHnUpoBaTh U M3BELLATbh O HUX COOTBETCTBYIOLWMX NpaBoobnagarteneun.

[TpoBangepy ycnyr Heobxoaumo naHUpPOoBaTb U NPOTOKONUPOBATL BCce oduLManbHbIe COBELLaHUS,
BbIMyCKaTb 3anmcu coBellaHnn 1 cnegoBaTh CornacoBaHHbLIM AeUCTBUAM.

[TpoBamnaepam ycnyr cneayet ycTaHaBNUMBaATb TakMe OTHOLWEHUSA CO CBOMMU 3aKasydmnmkamm, YTobbl OHU
MOrnin obecneynTb OCBEeAOMMNEHHOCTb NPOBaANAEPOB O NOTPEDHOCTAX AenoBon cdepbl U O 3HAYUTESIbHbIX
N3MEHEHUSIX B HUX, NPpeoCTaBNAs BO3MOXHOCTb pearmpoBaTb Ha U3SMEeHUBLUMECS MOTPEebHOCTH.

7.2.2 TlpeTeH3nU Kycnyram

[TpoBangepy ycnyr n 3akasduky (3akasdymkam) cnegyet cornacosatb opuumanbHyo npoleaypy nogadu
npeTeH3un (>)kanob) Takum obpasom, YToObI M3DexaTb HeonpeaeneHHOCTU B TOM, UTO UMEHHO YyCTaHaBNMBaeT
NPeTeH3na N KakuMm obpasom ee crnegyeT obpabaTeiBaTh. [poBanaepy ycnyr Heobxoanum paboynin npouecc
ONA MPUHATUA COOTBETCTBYOLWUX AEUCTBUI, HANPaBNEHHbIX HA pelueHne npodbnem.

[na noga4vn npeteH3nMM B AaHHOM npouecce cneayeT onpeaennTb TOUKY KOHTaKTa ¢ 3akasdukamMu U
NnocTaBLUMKaAMWU YCIYT.

[TpoBangepy ycnyr cneagyeT perucTpupoBaTh, UCCneaoBaTh, NpeanpuHUMMaTh HeobxoammMmele OeNCTBUS,
COCTaBNATb OTYETHI U OPULNANBHO 3aKpblBaTb BCE NMPETEH3INUN.

HeoTpaboTaHHbIE NPeTeH3nn creayeT nepuoanyeckm nepecMmaTtpuBaTb. ECNK npeTeH3nn He yaanoch
3aKpbITb B TEYEHME COrNacoBaHHbIX CPOKOB, TO 0 TaKUX cnyvyaax HeobxoanumMo UsBelllaTbh PYKOBOACTRO.

[TpoBanaepy ycnyr cneayetT nepuoanvyeckmn aHanmsnpoBaTh 3anucy 0 NpeTeH3ndax ¢ Lenbio onpeagene-
HUA TEHOEHLUMI 1N COCTaBMATL OTYEThI 3aKas3dnkam yCcnyr o pesynbTaTtax aHanusa.

B Tex cny4asix, korga ato uenecoobpasHo, pesynbTaThl aHanusa npeTeHsnun cneagyeT UCnonb3oBaTh B
KayecTBe NCXOaHOU MHopMaL 1 aAns popMUpoBaHuns nnaHa cCoBepLUeHCTBOBaAHUA YCIIVT.

7.2.3 OueHKa cTeneHn yaoBNeTBOPEHHOCTU 3aKa34MKOB

CneayeT NpoOBOAUTb UBMEPEHUS CTENEHW YOOBNETBOPEHHOCTI 3aKasynKka ans 1oro, YToobl npoBangepy
ycnyr Oblna AoCTyrnHa BO3SMOXHOCTb CpaBHMUBATL TeKyLLlee 3Ha4YeHMe CTENEHN yAOBNETBOPEHHOCTU 3aKas4mMKa
C 3aaHHbIMW 3HAYEHUAMU N CO 3HAYEHUAMMN, NONTYUYEHHBIMU NPX NPOBEAEHUN NpeablayLLnX obcrnegoBaHun.
ObnacTtb pacnpocTpaHeHUs 1 CNOXHOCTb 0bcneaoBaHn crnegyeT caenartb TakKMMu, YTOObI 3aKa34vnMKn MO
0e3 Tpyaa 1 YpesMepHbIX 3aTpaT BPEMEHM OTBEeYaTb Ha 3aaBaeMble BOMPOCHl U NoMy4vyaTh JOCTOBEPHbIE
pe3ynbTaTbl 00CNegoBaHUN.

Heobxoanmo nccnegosaTtb M NOHUMATL NMPUYKHBI CYLLLIECTBEHHBIX OTKNOHEHUN OT YPOBHEW YOOBMETBO-
PEHHOCTU 3aKa34vnkoB. ObHapyXeHne TeHAEeHLUWA NN Apyrne cpaBHEHUA cneayeT NpoBoANTb AN CONOCTaBuU-
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MbIX BOMPOCOB MO YAOBMNETBOPEHHOCTU 3aKa3ynKOB C NMpUMeHeHneM CTaTUCTUYEeCKUX MeTOo40B cpaBHEHUd
BbIDOPOK.

PesynbTaTthl U BEIBOAbLI, CAeNaHHbLIE HA OCHOBE NPOBeAeHHbIX 00cneaoBaHUN CTENEHU YOOBNETBOPEH-
HOCTU 3aKa34nKoB, He0DXoaAMMO O0bCyXaaTh C cCaMUMM 3akasvMkamiu. [naH nocneayowmnx AeNcTBUA cneayer
COrnacoBbIBaTb, a MHPOPMaLNIC 0 HEODXOAUMBIX BKMHOYEHUAX B NiaH COBEPLUEHCTBOBAHUS YCIYT N COOT-
BETCTBYHOLLUX AOCTUXKEHUAX AOBOAUTL A0 3aKas4ymKka B Ka4ecTBe 0bpaTHOW CBA3MN.

[TonoxmnTenbHbIe 0T3bIBLI 00 yCnyrax cregyeTt AOKYMEHTUPOBATb U AOBOAUTL NX 40 CBEAEHUS NePCOoHa-
na, ydacTBYIOLLEro B NpeaoCcTaB/IEHNN 3TUX YCIYT.

7.3 MeHeO)XMeHT NOoCTaBLLUKOB

Lenb: OcylecTBNATE MEHEAXKMEHT NOCTABLLMKOB ANA rapaHTun obecnevyeHust 0ecnpenAaTCTBEHHOCTU U
KavyecTBa yCnyr.

7.3.1 BBepeHue

Heobxoamumo opraHnsoBaTth NpoLeaypbl MEHEeAKMEHTa NOCTaBLMKOB TakKuM 0bpa3oM, YTOOLI:

a) NocTaBLMK NOHUManN cBoW 0bsI3aTeNnbCTBA Nepea npoBanaepom yCenyr;

b) 3akoHogaTenbHble U YCTaHOBNEHHbLIE B cOornalleHmnsx TpeboBaHna yaoBNETBOPANUCL B Npegenax
cornacoBaHHo obnacTn NPUMEHEHUS U COrNMacoBaHHbLIX YPOBHEW YCNVT,;

C) U3MEHEHWUA OCYLLECTBNSANUCHL YNpaBnsieMbIM CMOCODOM;

d) B3anmMogencTeme No AenoBbIM BOMNPOCcaM CO BCeMM CTOPOHaMK PErMcTpUpPOBanocCh;

e) UHpopmMauunsa o pabounx xapakTepucTukax Bcex NoCTaBLMUKOB Morna ObiTb AOCTYNHOW C Nocneayto-
LLIMWN HEOBXOAUMBIMU AENCTBUSMMN.

7.3.2 MeHeO)XMeHT KOHTPaKTOB

[TpoBangepy ycnyr HeobxoanMmo HasHaunTb MeHeaKepa, OTBETCTBEHHOMO 3a KOHTPAKTbI U COrnalleHunsi C
noctasLlKkamMmun. B cnyyae BoBNevYeHUA B BEINONHEHME 3TOM 3a4a4M HECKONBKUX COTPYAHUKOB cneayeT opraHu-
30BaThb 0OLLMNA NpoLLecc ANsi rapaHTun TOro, YTo MHopMaLums o pabovnx XxapakTepucTnkax nocTaBLUKOB A0C-
TYMHa N Heobxoaumble 4eACTBUSA BbIMOMNMHAOTCA.

HeobxoanMmMo yCTaHOBUTL onpeaeneHHbln KOHTaKT ¢ NMpoBanaepoM YyCnyr, OTBETCTBEHHbLIM 3a B3aUMO-
NenNCTBUE C KaXKObIM N3 MOCTaBLUUKOB.

Bce KOHTpaKThl C NocTaBLWMKAMM O0IMKHBI coaepXaTb KaneHaapHbIW NnaH NpoBeaeHna peBU3nit (nepe-
CMOTPOB) ANSA OLLEHKU TOro, Yto Lenu B Aenoson cgepe (bmnsHec-Uuenn) NCTOUYHMKA NpeaocTaBNeHNs YyCnyr
OCTalTCA HEU3IMEHHBIMI.

CnegyeTt opraHM3oBaTb YETKO onpegeneHHbIM npoLecc MeHeMKMeHTa KaXaoro KoHTpakTa. HomkeH
ObITb ONpeaeneH Tak e NpPoLecc BHECEHUA AOMONHEHUN K KOHTPaKTY. J1tobble naMmeHeHus1 B 3TUX npoueaypax
cnegyet opuuManbHO A0BOANTL A0 CBeAeHUS BCEeX MOCTaBLUMKOB, KOTOPLIX 3TU USMEeHEHUS KacaloTCsl.

CNUCKN KOHTAKTOB B OpraHusaumsax NnocTaBLUMKOB M NPpOBanaepoB YCNyr cneayeT nogaepXmBaTh B akTy-
anbHOM COCTOSIHUWN. ECNU KOHTPaKTOM npeaycMoTpeHbl lWTpadbl MNKU NpeMuarnbHble BeiNaThl, TO OCHOBAHUS
ONs1 HIX HeODXOAMMO YeTKO ONpeaeninTs M COOTBETCTBUE C 3TUMUN TPEDOBAHUSIMU OTpaXKaTb B OTUETaX.

7.3.3 OnpepeneHue ycnyr

[na Ka)xaon ycnyri 1 Kaxkgoro noctaslMKa NpoBanaepy ycnyr cnegyet nogaepXneatb:

a) onpeaeneHue ycnyr, ponen n oTBeTCTBEHHOCTN;

b) obnacTtb NPUMEHEHUS YCNYTN;
C) npoueccMeHemMKMeHTa KOHTpaKTa, YPOBHU YTBEPXKAEHUSA KOHTPpaKTa UNnaH 3aBepLUeHNd KOHTPaKTa;
d) cpokuonnaTtbl, (PN HECOXOAUMOCTU;

) cornacoBaHHbIe napamMeTpbl OTYETHOCTU U 3aNUCeN 0 AOCTUTHYTLIX 3KCNTyaTauUOHHbIX XapaKTepuc-

D

TUKaX.

7.3.4 MeHe)XMeHT MHOIT'MX NMOCTaBLLIUKOB

CnegyeTt 4YeTKo onpegenntb, UMeeT N NpoBanaep ycnyr Aenc co BCceMM NocTaBLUMKaMKU Hernocpe-
OCTBEHHO UM UMEIOTCH roNtoBHbIE MOCTaBLUUKA, KOTOPbIE OTBEYaloT 3a CBOUX MOCTaBLMKOB-NOAPAAYNKOB.

[[ONOBHOMY MOCTaBLUKUKY creayeT 3anncbiBaTb HAMMEHOBaHUSA, 00S1I3aHHOCTU U B3AaUMOOTHOLLEHUSI MEX-
Oy BCEMU NocTaBLMKaMU-NoapaauMKkamMmm 1, ecnum noTpebyeTcs, npeaocTaBnsaTh 3Ty MHOpMaL Ko NpoBanae-
PY YCRVT.

[TpoBanaepy ycnyr cnegyet NoNy4YnTb CBMOETENIbCTBO TOMO, YTO rONIOBHLIE MOCTaBLUUKA OCYLLECTBNSAOT
opmLMaNbHO MEHEKMEHT CBOUX MOCTaBLUIMKOB-NOAPAAYNKOB, PYKOBOACTBYSACH, KOrda aTo LenecoobpasHo,
TpeboBaHUAMUN, n3noxeHHbiIMn B FTOCT P NCO/M3K 20000-1.

7.3.5 MeHepKMeHT pa3HOrnacum B KOHTpaKTax

[TpoBangepy ycnyr MunocTaBLMKY crneayeT peannsoBaTh NpoLecc MeHeMKMeHTa pasHornacun, KoTopbi
HeobXoaMUMOo onpeaennTb NN Ha KOTOPLIN cneayeT cocnaTbCH B KOHTPaKTe.

[ns pasHornacun, KotTopble He MOryT ObITb pelleHbl 0bbIYHBIM NyTEM, crieayeT NpeanoXuTb NyTb UX
nepegavn ans peweHuns B BbllLECTOSALLME MHCTaHLUN.
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Heobxoanmo, YToObl Npouecc rapaHTUpoBarn, YTo o0CcyXaeHns 3adpUKCUpoBaHbl, U3y4YeHbl, MO HAM Npe-
MPUHATHLI COOTBETCTBYOLWMNE AENCTBUS N OHN OpULIMaNbHO 3aKPbITHI.

7.3.6 3aKkpbiTUe KOHTPaKTa

B npouecc MeHemKMeHTa KOHTPAKTOB creayeT BKIYaTbh MEPONPUSITUS MO 3aKPbITUHD KOHTpaKTa —
3annaHnpoBaHHOMY UM aocpovHoMy. MNpoluecc AomKeH Takke npeaycMaTpmBaTbh BOSMOXHOCTbL nepeavdn
YCNyr Apyron opraHusawmni.

8 lNpouecchl peleHnn

8.1 UcxopgHaa nHdbopmMmaunsa
MeHea)KMEeHT MHLUMAEHTOB UMEeHEKMEHT Npobnem ABMATCA OTAeNbHBIMU NPoLLeCccaMmn, XOTS OHU TEC-

HO CBsI3aHbl. BO3HUKHOBEHWE WMHUMAEHTa NPUBOAUT K HEeobXoaMmMoCTX nocneayolero BOCCTaHOBMEHUS
peoCcTaBNeHUs YCNYTU NoNb30BaTEeNsAM, B TO BpeMs Kak npobnema cesizaHa conpegeneHneM nycTtpaHeHnem
1PUYUH UHUNOEHTOB.

8.1.1 YctaHOBNeHue NpUoOpUTETOB

Llenn npuHaTUS pelieHnin cneayeTt CBA3bIBaTh ¢ npuoputetamun. NpnoputeTt Heobxoanmmo onpeaensTb
Mo CTEMNEHU BNMUSAHUSA U CPOYHOCTU. CTeneHb BNUSIHUA crieayeT onpeaensTb Ha OCHOBE yyeTa pasmepa pakTu-
YEeCKOro N1 noTeHUuanbHoro yulepba ot Bo3aeNCTBUA MHLIMAEHTA N NpobnemMbl Ha AeNOBYH AEATENBHOCTb
3akas4vunka. CpovHOCTb HeobxoamMmMo onpeaenaTb No UHTEPBany BpeMeH 0T MOMeHTa 0OHapyXeHUsSt MHUNOEH-
Ta UM Npobrnembl 40 MOMEHTA, Ha4YMHas C KOTOPOro MHUMAOEHT U npobrema okasblBaeT oTpULUATENbHOE BINU-
AHWE Ha OeNnOoBYI0 AeATENbHOCTb 3aKas4uKa.

[Tpn cocTaBneHUM KaneHaapHbIX NIAaHOB YCTPaHEeHUst MHLUWMAEHTOB UM pelleHnsd npobnem Heobxoanmo
obpallatb BHUMaHWE, NO KpalHen Mepe, Ha crneayollee:
a) NPUOPUTETHI;
b) AOCTYNHOCTL NepcoHana CoOTBETCTRYOLEW KBanmdukaLmm,
C) KOHKypupyowme TpedboBaHUSA K UCNONb30BaHNUIC PECYPCOB;

d) ycunusa (3atpaTtbl) Ha cbecnevyeHne MeToaa peLlleHns;
e) Bpemd, 3aTpavyeHHoe Ha obecneyeHne meToda peLlleHus.

[TpnmeyaHwue—IloHsATE «KNPUOPUTET» NCMNONBb3YETCH NPAKTUYECKU MOBCIOAY NPY MEHEPKMEHTE YCNYT, HO $1B-
NAETCs LeHTpanbHbIM MOHATUEM MPU MEHEAPKMEHTE MHUMAEHTOB U Npobnem.

8.1.2 ObxoaHble pelleHUs

[Tpn onpeaeneHHbIX OBCTOATENLCTBAX B paMKax peanu3aunn MeHemkMeHTa npobnem cneayeT paspa-
OaTbIBaTh M NoAAepXUBaTb 0OXoAHbIE peLlleHUda ANs TOro, YTobbl AaTb BO3SMOXHOCTb MEHEAXKMEHTY UHL NOEH-
TOB NOMOraTh WTATHLIM MOMNb30BaTENAM BOCCTaHaABNMBATL YCIYry CAMOCTOATENBHO.

MN3BECTHYIO OLUMOKY cneayeT 3akpbiBaTb TONMbKO TOTAA, KOraa KoppeKkTupyrouiee sSMeHeHUe no ycTpaHe-
HAKO 3TOW OLLMBOKK BbINO YCneLwHo NpoBeAeHO N Koraa olmnbka 6onblle He NOBTOPSIETCS, HANPUMep BChne-
OCTBME TOro, YTO yCrnyra He npeaocTaBNAeTCH B AaNbHEULLEM.

MeHeaXMeHTy npobnem HeobXoanUMo MMETb A0CTYN K MHOpMaLIKMM O AENOBLIX acnekTax AesiTeNbHOC-
TWU, HA KOTOPYIO BO3AEUCTBYHOT 3TV NPOBeMbl.

NHdpopmaLnio 06 06XoaHbIX pelleHUax, XpaHUuMyo B base 3HaHUN, ee NPUMEHSIEMOCTb N Pe3yNbTaTUB-
HOCTb ClieayeT COXPaHATb U noaaepKmBaTh B akTyanbHOM COCTOSIHUMN.

8.2 MeHeaA)XMeHT UHUUAOEHTOB

Llenb: Kak MOXXHO BbICTpee BOCCTAaHOBUTL NpeaccTaBNeHne CornacoBaHHON yCnyrn AenoBomMy coobLlec-
TBY UMW OTpearnpoBaTh Ha 3as8BKW MO yCIyram.

8.2.1 OOLwWue nonoxeHun

[TpumevyaHwmns

1 Tpouecc MeHEaXMEHTA NMHUMOEHTOB MOXET BbIThb peanuioBaH ¢ nomouwbto [lncnetyepckon cnyxbbl, KOTopas
OEVNCTBYET HA OCHOBE KPYIITOCYTOYHOIO KOHTaKTa C NMonb30BaTENsSAMM.

2 [lpouecc MeHeaXMeHTa MHUMOEHTOB Crieayer:

a) peann3oBbiBaTb Kak NPEBEHTUBHbLIM NPOLECC, pearnpyowmn Ha MHUMAEHTbI, KOTOPble NOTEHUMANTBHO MOIYT
NOBIUATBL HA YCINYTY U €€ NPeaoCTaBlEHNE, TaK N PEAKTUBHLIN NMpouece, BbICTPO pearmpyiowmm Ha MHUUAEHTbI, KOTOpbIE
YK€ OKasarnw CBOe BIIUSHUE,

b) opneHTupoBaTb Ha CKOpenLlee BOCCTAHOBNEHME NPeaoCTaBNeHUA 3aKa3vynKy COrnacoBaHHOW YCIyrn, HO OgHO-
BPEMEHHO — BbISIBMIATb NPUYUHBI UHUNOEHTOB.
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B npouecc MeHea)XMeHTa MHUMOEHTOB creayeT BKNIoYaTh!

a) npuem obpalleHui, perucTpaunto, HasHavyeHne NPUOPUTETOB, KNaccnudukaLnio;

b) peweHUsa, npUHUMaemMble Ha NepPBOU NUHKUK 0BPabOTKN MHLUMAEHTA, UMK HanpaBNeHUe Ha AanbHeu-
LLIYI0 0DPabOoTKY;

C) paccMOTpeHUe BONPOCOB 3allMLEHHOCTU (De30NacHOCTU);

d) oTcnexuBaHne NMHUMAEHTOB U MEHEPKMEHT XNU3HEHHOTO LIUMKNA;

e) NPoBepKy pe3yNnbTaToB U 3aKpblTUe MHUUWOEHTOB;

f) B3auMmMoOencTBUE C 3aKa3uYNKOM Ha NepBOU NMMHUN NOOAEPXKKA;

g) nocneaywollee HapalwusaHue yCUnmn, HanpasneHHoe Ha 3aKkpbiTUe MHUMAEHTOB (3cKanaLuuio).

NHdopmaumna ob MHUMAEHTE MOXKET ObITb NepenaHa no TenedoHy, Npyu NOMOLLM FONIOCOBOU NOYTHI, NPU
NMNUYHOM KOHTaKTe, NUCbMOM MO dpakcy MNU 3MNekKTpoHHOU nodvTte. OHa MOXET PerucTpmpoBaTbCH TakkKe
HenocpeACTBEHHO NOMb30oBaTENAMU, UMELLMMM AOCTYN K CUCTEME PerMcTpauum MHLUUAEHTOB, UMK NPpOorpam-
MHBIMW cpeacTBaMM aBTOMaTUYECKOro MOHUTOPUHTA.

Bce MHUMAOEHTLI cneayeT perncTpupoBaTh TakMmM obpasom, 4ToDbI CyLLIECTBOBASIA BO3MOXHOCTb HaXo-
OUTb U aHanM3npoBaTb HeEOBXoAUMYIO MHPOPMAaLNIO.

NHdopmaLnio 0 AOCTUTHYTLIX pesynbTaTax (MM 06 OTCYTCTBUM TaKOBbLIX) NPU YCTPpaHEHUN UHLIMOEHTOB
crneayeT AOBOAUTL A0 CBEAEHUS TeX NUL, Ha AeATENbHOCTb KOTOPbLIX OHWN BIIUAIOT UM MOTYT NOTEHUMANbHO
NOBNUATL. BCe AenCcTBUA cneagyeT PperncTprupoBaTh B 3anmncsx 0d MHUMAEHTAaX.

[TlepcoHany, peanusytoLlemMy npoLecc MeHeg)KMeHTa UHLUMAEHTOB, HEODXOANMO UMETH AOCTYM K CBOEB-
peMeHHO ODHOBNAEeMON Dase 3HaHUIN, cogepXallen MHpopmMaL o 0 TEXHUYECKUX cneumanncTax, o NpoLWnbiX
MHUMOEHTAaX, CBA3aHHbLIX ¢ HAMW NMpobriemMax U U3BECTHLIX OWNbKax, 06 obXoAHbIX pelleHUsIX, a TakKe K
nepeyHsIM KOHTPOIbHBIX onepauun, KoTopble MOryT NOMOYb B BOCCTAHOBMEHUU NMPeaocTaBleHUs YCNyri
0enoBOMY COODLLECTBY.

Korga aTo BO3MOXHO, 3aKasuuMKy ycnyr HeobxoamMmo npeaocTaBndaTh cpeacTBa ANS NPpoaoITKEHUS ero
0enoBOW AeATENbHOCTU, BO3SMOXHO, Aa)e € NOHWKEHHbIM YPOBHEM KavyecTBa yCrnyru, Hanpumep ¢ NOMOLLbIO
ONOKNPOBKM NOBPeXAeHHOW PYHKLUUK. DTO 00yCnoBneHo HeobxXoaMMOCTbHO MUHUMN3NPOBATL OTpULATENb-
HOoe BO3JeWCTBME MHLUUOEHTa Ha AeNOBYO AeATeNbHOCTL 3aKasduka. Ecnn npuyinHa UMHUMAOEHTa OCTaeTcs
HEWU3BECTHOW, HO UCNONBb30BaHO 0OXoAHOe pelleHne, To NoapPobHble cBeaeHUs1 0b 3TOM crnegyeT AOKYMEHTU-
poBaTb AN WCNOMbL3OBaAHUA MPpU danbHeuwemMm AuarHocTUpoBaHWUKM Npodnembl U NPU BO3SHUKHOBEHWW
aHaMOMMMYHbIX MHUMOEHTOB.

OkoH4YaTenbHOE 3aKpbiTUe MHUUOEHTa cneayeT Npou3BoAUTb TOMNLKO NOCNe TOro, Kak nonb3oBaTento,
coobwmBLIEMY 00 MHUMAOEHTE, OblNla AaHa BO3MOXHOCTb NOATBEPAUTL, UTO MHLUMAEHT YCTPaHEH, N NMPpeaoCTaB-
NeHune ycnyrm BOCCTaHOBIIEHO.

8.2.2 3HauuMTenbHble MHUUOEHTHI

CnenyeT YeTKO onpeaennTb, UTO ABNSAETCA 3HAUYUTENbHBIM UHLUMOEHTOM U KTO UMeeT NpaBo U3SMEHUTb
oObIYHEIE OnepaLnmn nNpoLecca MeEHEXKMEHTa MHUMAOEHTOB (Npobnem).

[ns1 paboThl CO BCEMU 3HAYNTENBbHLIMU MHLUMAEHTaMK crieayeT Ha3HauYnTb NOCTOAHHOMOC OTBETCTBEHHOIO
PyKOBOAUTENS.

HasHavyeHHOMY pYKOBOAUTENIO cneayeT NpeaoCTaBUTb NepcoHalbHble YPOBHU NONHOMOYMN, adeKBaT-
Hble ero ponun B KoopanHaLuun 1 ynpasneH1un BCEMU acnekTamun, HeodbXoanMMbeIMKU ANA NPUHATUSA peLUEHUA. DTO
OOIMKHO TaKXKe BKNYaTbh OTBETCTBEHHOCTL 3a 3 eKTUBHOE HapallMBaHue ycunumm n obmMmeH nHgpopmauunen
No BCeM BoONpocam, CBA3aHHbIM C MPUHATUEM peLUeHU, 1 ¢ 3aKasvMKkamMn, oKkasaBLUMMNCS No4 BO3OAENCTBUEM
3HAYNTENbHbIX MHUNOEHTOB.

[TpnMmedaHwune— Takon ypOBEHb MNONTHOMOYMN MOXET AENCTBOBATL TOJIbKO HA BPEMSA YCTPaHEHUA 3HAYNTENb-
HOro MHUMAEHTA.

B npouecc meHegXMeHTa MHUMAEHTOB cneayeT BKNo4YaTb NPoBeAeHne peBu3nn (NepecMoTpoOB) pel3ynbTaToB
yCTPaHEHUS 3HAYUTENbHbBIX UHUMAEHTOB, NUTOM KOTOPbIX AOMKHbI MCNOMNb30BAaTLCS B KAYECTBE UCXOQHOW MHMpopMaLunn
npu oOp MMPOBAHUM NNAHA COBEPLUEHCTBOBAHUS YCNVYT.

8.3 MeHeaXMeHT npobnem

Lens: MMHUMU3MPOBATL BAUSIHUE HAPYLUEHWA B AeNOBOW AEATENbHOCT NOCpeACTBOM AEUCTBEHHOM
naeHTUpUKaLmm, aHanusa npuianH HUUAEHTOB U OCYLLECTBNEHUA MeHeQ)KMeHTa Npobnem Ans Ux 3akpbITUS.

8.3.1 ObnacTb NnpUMeHeHUA MeHeDKMeHTa npoonem

B npouecce meHemkMeHTa npodbnem HeocbxoamMmo nccneaoBaTth NMPUYKUHBIL, NeXxallune B OCHOBE NOsIBIe-
HUSA UHUNOEHTOB.

B pamkax npouecca MeHeaKMeHTa npodbnem cneayet OCyLWeCcTBNATbL AENCTBEHHOE NpeaynpeXaeHue
MOBTOPEHNN UHLWUOEHTOB UMM U3BECTHLIX OLLMDOOK B COOTBETCTBUN C TpeboBaHUAMW AENOBON AEATENbHOCTH
3aKa34nKOB.
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8.3.2 NUHununauna meHegKmeHTa npoonem
[ns onpeaeneHns npuinH npodnem, MHUMAEHTLI cneayeT knaccugpuumpoaTb. OCcHOBaHMEM A5 KNac-

cucpnKaL MM MOryT CIYXXUTb CYLLECTBYOLLNE NpobrieMbl U NU3MEHEHUS.

[TpumeyaHune—HaHayanbHOM cTagun perncTpaumm MHUMAEHTOB pacnpeaeneHne nx no KatTeropnsam MoXeT
onpegensitbCs Apyrmmm hakropamMmu, BKIHOYAOLWMMIK YCNYrM n obnactn AenoBon AesiTeNbHOCTU, HA KOTOPbIE BO3AENCTBY-
10T MHUMUAEHTBI, @ TaKKe NPU3HaKky NposiBNeHns MHUUAEHTOB.

8.3.3 NaBecCTHbLIE OLLUDKN
Korga B pesynbTaTte UCCNeaoBaHus, NPOBEAEHHOIO B paMKax npoLecca MeHemKMeHTa npobrnem, onpe-

neneHa KopeHHad npuvnHa nHUMaeHTa n yCcTaHoBNEeH MeTo ero yctpaHeHud, npobnemy cneayet kKnaccndpu-
LIMPOBaTb KakK M3BECTHYIO OLLUUOKY.

Bce n3BecTHble OLIUDKU cneayeTt perucTpupoBaTh € ykasaHUEM YCNyr, KOTOpbIe oKasalnucb UM MOTyT
OoKasaTbCA Nod BO3AEUCTBMEM TaKUX OLLMOOK BMECTE C 3IEMEHTOM KOHMpUrypaLum, KOTOPbIN, NpeanonoXu-
TeNbHO, ABNAETCS NMPpUYNHON cboA.

NHpopmaLnio 06 N3BECTHLIX OLLMBOKax B ycnyrax, Haxoasilmxcsi B paboden cpege, cnegyet nepegarth
MEHePKMEHTY YCNyr 1 3aHecTn B basy 3HaHUN BMeCTe ¢ MHpopMaLmein 0 BO3SMOXHbLIX 0OXOAHbIX peLleHUsIX.

N3BecTHas oIMBKa He MOXKET BbITb 3aKpbiTa paHblLUe ee YCNeLWwHOro ycTpaHeHUs.

[TpnmedyaHune— 3akas4ymk nnu npoBangep ycnyr MoryTt npunUTY K BbIBOAY O TOM, HYTO pPEeLIEHNE CIINLWKOM A0pOo-
r0 NN HEBBLINOAHO ANs AENOBOW AeATENBbHOCTU. B Takom cnyvae 3ToT (pakT crneayer YeTko JOKYMEHTUPOBATL. 3anuck 06
N3BECTHOW OLLNDKE CrneayeTt OCTaBnsATb OTKPbITOW, NOCKONbKY BEPOATHO, YTO MOIYT NPOUCXOANTL NOCNeayowme MHUNAEH-
Tbl N YTO MOTYT NOTPEBOBATLCH 0BXOAHbLIE PEWEHNS U (UNTN) NEPEOLIEHKA PELLEHNN AN UX YCTPAHEHUS.

8.3.4 PewleHune npobnem
[Tocne Toro, Kak KopHeBasi NpuyYnHa MHUMAeHTa onpeaeneHa unpuHATO peLleHne No ee yecTpaHeHUo, 3T0

pelleHne HeobxoaMmMo NPOBECTU Yepes NPoLect MeHea)KMeHTa U3MEHEHNNA.

8.3.5 ObmeH nHcpopmaunen
Nudbopmauunto 06 06xXoaHbIX peleHnax, 0BbIYHbIX NYTAX NCNPaBeHNS OLLMBOK NN Nporpecce B pelle-

HAW NpobnemM cneayeTt AOBOAWUTL A0 CBeAEHUA TEX OpraHn3aLun, Ha KoTopble OHWU BO3AEUCTBYIOT, UM OpraHun-
3alUun, HYKOaloLWMXCs B NogaepKke npeaocTaBneHns yenyr, ecny camun yenyri Haxoastcst nod BO3AeNCTBUEM
Taknx npobnem.

8.3.6 OTcnexuBaHue U ackanauus

[Tporpecc B pellueHnn Bcex npobnem AomKeH oTCneXxunBaTbes.
Bce cnoXxHble BoOMpocsl, Mo KOTopbiM TpebyeTca HapalwmBaHue yCuUnnm ans nx peLlenuns, cregyer nepe-

NaBaTb COOTBETCTBYHOLLMM CTOpoHaM. Heobxoamumo, 4Tobbl 3TOT NpoL,ece BKoYan:
a) perncrpaunto U3MeHeHWn Ana onpeaeneHnsa oTBETCTBEHHOCTU 3TUX CTOPOH 3a pelleHune npobnem B
TeYeHUe XXUIHEeHHOro UMKIa KaXXa0oW U3 HUX;

b) onpeaeneHne MHUMAEHTOB, HApYLWIaLWMX LiefieBble 3Ha4YeHNs napamMmeTPOB YPOBHEN YCNYT;
c) nepegady nHdbopMaLnm Mo Leno4vke 3akasdmkam U coTpyaHMKam ¢ TeM, YTOObI OHU MO NPeaNPUHUA-

MaTb COOTBETCTBYHLLME Mepbl AN MUHUMK3aL,MU BO3JENCTBUA elle HepeLleHHbIX npobnem;

d) onpeneneHne ToYeK NpUBNEYEHUA AONONTHUTENbHBLIX CUN U CPeaCTB;

e) perucrtpauunto ceegeHnin 0b NCnonb3oBaHHbIX pecypcax U NPUHSATLIX Mepax.

8.3.7 3aKpbiTue 3anncen o6 MHUMAEHTaxX U npobrnemax

Heobxoanmo, YyTodbl Npoueaypa 3akpblTUS 3anncein Bknrovana B cedsi KOHTPOSbHbIE AENCTBUS, rapaHTU-

pytoLMe YTO:

a) noapobHble cBeaeHUA O MPUHATUM PeLUEeHNN akKkypaTHO 3ahUKCUPOBaHbI;
b) npu4nHbI pacnpegeneHsbl No KaTeropmam Ansa obnerdyeHnsa nocneayoLero aHanuaa;
C) Npn HeOBXOOMMOCTK, KN 3aKa34unK, N obecnevynBaoLLMin NepcoHarn 03HakoMeHbl C NPUHATBIMU peLle-

HUAMI:

0
e

3TOM.
8.3.8 PeBu3ann npoodnem
CneayeT NpoBOAUTL PEBU3NK NMPOoDNeM B TEX Criydasix, Koraa uccrnegoBaHme HepelleHHbIX, HEODbIYHbIX
npobnem nnn npobdnem ¢ BbICOKMM YPOBHEM BO3AENCTBUN onpaBabIBaeT nx nposeaeHne. Llenbio aTnx peBnsnm
ABMAETCA MOUCK YNydlWeHUN npouecca U npeagynpexaeHme nosiBNeHns NOBTOPSIOLWNXCA UHUWOEHTOB U
OLLNBOK.

3aKa34UMK cornaceH, YTo NPUHATLIE peLleHns pean3oBaHbl;
ecli1 pelleHne He peann3oBaHOo U ero HEBO3MOXHO pearnim3oBaTh, TO 3aKas3vynk MHdopMUpoBaH o6

)
)
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Kak npaBuno, pesnsnmn npodbnem — a1o:

a) PeBU3NUNYPOBHEN OTAENbHBIX MHUMAEHTOB U cTaTyca NpobfiemM OTHOCUTENBHO YPOBHEW YCNVYT;

b) peBU3nMnN MeHemMKMEeHTa ANs BbIABNEeHUA Tex npobnem, kotopble TpebytT beszoTnaraTtenbHbIX
NenUCTBUA;

C) PEBU3NK MeHemMKMeHTa ANA BbIIBNEHUA N aHanm3a TeHAeHU M 1 obecneveHnda BXOA0B B Apyrue npo-
LlecChl, TAaKNe Kak obyveHune 1 noaroToBKa nonb3oBaTenen.

8.3.9 CopepxaHune peBU3UN

B peBu3nn cnegyeT BKoYaTh onpeageneHue:

a) TeHAeHUWW, Hanpumep NoBTOPEHU NpodbnemM N MHUMAEHTOB, U3BECTHLIX OLUMDOK;

b) noBTOpSALWKXCA NPOONeM, CBA3aHHbLIX C KOHKPETHBIM KOMMOHEHTOM UM MECTOPACTONOXKEHUEM;

c) gedomnuunta, obycnoBneHHOro HegoctaTkamMm B obecneveHunn pecypcamm, B NOArOTOBKE UM AOKYMEH-
TaLUNK;

d) HecooTBETCTBUWN, HANPUMED MO OTHOLLIEHUIO K CTaHAapTaMm, NOIUTUKaAM N 3aKoHOodaTeMbHbIM aKTaMm;

€) WU3BECTHbLIX OLLUMDOK B 3annaHNpoBaHHbIX penusax;

f) orpaHu4eHUn B LWITATHBIX pecypcax, HeobxXxoAuMMbIX ANA YCTpaHeHWs! UHLUUOEHTOB M pPeLUeHUs
npodbnem:;

g) NOBTOPEHWUN paHee yCTpaHEeHHbIX MHUMOEHTOB Ui Npobriem.

[MpegnaraemMsbie ynydlleHUs yCnyrn Unu npoLecca MeHepkMmeHTa npodnem cneayeTt pernctpupoBaTth U
BKNtOYaTb B NiaH COBEPLUEHCTBOBAHNUSA YCNVYT.

OTY HopMauuto cneayet AobaBnaTs B 6a3y 3HaHUN MeHepKMeHTa npobnem.

Bcsi cooTBeTCTBYIOWAA AOKYMEHTALUA A0MKHa OOHOBNSATLCSH, HANPUMEP PYKOBOACTBA NONb30BaTENEN U
CUCTEMHAS AOKYMEHTAaLMSL.

8.3.10 MpeaynpexaeHue npodbnem

Heobxoaumo npoBOAUTL NPEBEHTUBHLIA MEHEOXKMEHT Npobnem Ans cokpalleHUsa KonnyecTBa BO3HUKa-
FOLLMX MHUMAEHTOB K npobnem. OH AoMKeH BKMOYaTh CChINKM Ha MHpOpMaL Mo, CNOCODCTBYIOLLYIO NpoBeae-
HUIC aHanunsa, Takylo Kak MHgopmMaumsa:

a) 00 akTuBax 1 KoHUrypaumsix;

b) 0 MeHeg)XMeHTe USMEHEHUMN;

c) 006 onydbnMKOBaHHBLIX M3BECTHBLIX OLLIMDOKaX 1 UHpopMaLKUo 00 0OXOAHbIX pelleHnsIX, NONMYyYEeHHYIO OT
NOCTaBLLNKOB;

d) o6 aHanorM4yHbIX Nnpobnemax, cyLwecTBOBaBLUNX B MPOLUMIOM.,

[MpegynpexaeHne npodbnem AOMMKHO OXBaTbIBaTb BEChb AMaNa3oH, HAYMHaga ¢ npeaynpeXxaeHusa oTaenb-
HbIX MHLIMAEHTOB, TAKMUX KaK NMOBTOPSAOLLMECS TPYAHOCTU NO OTAENbHBLIM XapaKkTepPUCTUKamM CUCTEMBI, U 3aKaH-
ymBag cTpaTerndeckummn pewieHuamu. lNocnegHme moryT notpedboBatb BONbLLIMX 3aTpaT Ha peanusauumio,
TakuUX Kak MIHBECTUL M B Bonee Npon3BoanuTeNibHbIe CETU CBA3KU N Nepeaadm AaHHbIX. Ha 3TOM ypOBHE NpeBeH-
TUBHBIN MEHEIKMEHT Npobnem cnmBaeTcsl ¢ MEHEPKMEHTOM AOCTYMHOCTMN.

B npegynpexageHue npodbnem Ttakxke cneayet BKNOYaTh NpeaoctaBneHmne MHgpopmMaumm sakasyumkam C
LieNbo YMEeHbLLUEHUS1 KoNnnyecTBa X obpalleHnid 3a NoOMOLLbIo B DyayLuem, HanpuMmep npeaynpexageHnue Bos-
HUKHOBEHUS MHLIMOEHTOB, BbI3BaHHbLIX HEAOCTATKOM 3HAHWUN UMW NOArOTOBKM NOMNb30BaTENEN.

9 lNpoueccobl ynpaBrneHus

9.1 MeHep)XMeHT KOHUrypauuu

Lenb: Onpegenats M ynpaBnaTb KOMMNOHEHTaAMU YCIYT UUHARPACTPYKTYPLI, a TakKe NoaaepXmMBaTh TOU-
HYO MHPOPpMaLUIO O KOHUrypauuni.

9.1.1 lNMnaHupoBaHue U peanusauua MeHeg)XXMeHTa KoOHduUurypauum

MeHea)XMeHT KoOHpUurypauum cnegyet nnaHMpoBaTh MOCYLLIECTBNATL BMECTe C MeHe)KMEeHTOM U3MeEHe-
HUW 1 penn30oB ANA rapaHTUM TOro, UTo npoBangep yenyr MoxXeT appekTUBHO YNpaBATbe CBOUMU aKTUBaAMU U
KoHpurypaumnamm AT.

[1na nogaepxXkm nnaHUpoBaHUA U ynpaBneHUa USMeHeHUSAMUN criegyeT MUMeTb B Hann4num TOYHY UHAPOP-
MaLMIo O KOHpUrypaunm B TexX crydyaax, korga peanmsyrTcsa U pacnpocTpaHATCAa HOBble U MOANMULMPOBAaH-
Hble ycnyru mn cuctembl. B pesynbtate nosiBUTCS a3dpdpekTMBHass cuctema, KoTopad obbeauHsieT
MHPOPMaLIMOHHBIE NMPOoLEecChl 0 KOHUrypauun npoBanagepa ycnyr n tTex n3 ero 3akasudmkoB M NOCTaBLLMKOB,
01151 KOTOPbIX Takaa MHTerpaumst Heobxoanma.

Bce rmaBHble akTUBLI U KOHQUrypauum cneayeT y4nTbiBaTbh U HA3HAYUTb OTBETCTBEHHOIO MeHeKepa,
KOTOPbIUA rapaHTUpyeT NnogaaepXKKy COOTBETCTBYIOLWEN 3aLlLUUTLI U yripaBneHusa (Hanpumep, nposegeHne nsme-
HeHWUN cCaHKLUMOHUpYeTCA A0 UX peannsaunn B KoOHUrypawuumn).
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OTBeTCTBEHHOCTb 3a peannsaLnio cpeacTB ynpaBeHns MoXeT ObITb AenernpoBaHa apyromy coTpyaHu-
Ky, 0[JHaKO OTYETHOCTb 3a Hee crneayeT OCTaBUTb 3a OTBETCTBEHHbIM MeHeakepoM. OTBETCTBEHHOIo MeHe -
XXepa cnegyet obecneuntb UHpopmMaumen, HeobxoaMMOM ANSA BbINOSIHEHUS BO3MOXEHHbIX Ha Hero
0b6sA3aHHOCTEen; HanpMMep N1, yTBepKaatolwee N3MeHeHns, MoXeT noTpedboBaTb OT Hero nHdopmMaLunto o
CTOUMOCTU, pUCKax, BNUAHWUM 3TOr0 M3SMEHEHUA Ha NpeaocTaBneHne yenyr n o HeodbxoanmMblX 4N peannsauum
pecypcax.

MHppacTpyKTypy n{nnn)ycnyr cnegyet obecneymBaTb akTyalibHbIM NNaHoOM (N1iaHaMn) MeHeKMeHTa
KOHpUrypaunin, KOTOPbIN MOXKET ObITh NpeaAcTaBNeH Kak 0TAeNbHbIM AOKYMEHT UMK KaK YacTb APYrMX NNaHOBbIX
OOKYMeHTOB. [1naH AomKeH BKNovaTh B ceOs Mnu onuckiBaTh:

a) obnactb NPUMEHEHUS, LLenun, NONMTUKA, pONA CTaHOAaPTOB M OTBETCTBEHHOCTN;

D) npoueccbl MeHeKMeHTa KOHpUrypauum anga onpeaenieHusa 3neMeHTOB KOoHUrypauum B ycnyre
(ycnyrax) u MHppacTpyKkType, ANA KOHTPONA MUSMeHeHUW B KoOHUrypaLuun, ans permctpauim n GopM1UpoBaHUS
OTYETHOCTM O COCTOAHNU 3NTEMEHTOB KOH(PpUrypaumnmn, a Takke Bepudpmkaunm UX nofmTHOThLlI U AOCTOBEPHOCTN;

C) TpeboBaHUA Ky4eTy, MPOCNeXMBaeMOCTU 1 K BO3MOXHOCT NpoBeAeHUA ayaUTOB, Hanpumep no Bomn-
pocaM 3aLlnThbl, 3aKOHHOCTHU, PerynmpoBaHnsa U 4enNoBoU AeATeNTbHOCTH,;

d) ynpaBneHue KoHUrypauuen (MmeToabl McpeacTBa yrpaBeHnda 4oCTYNOM, 3alUTOU, BEePCUAMU, KOM-
MOHOBKaAMM N penmnsamin);

e) npolecc ynpasneHma B3auMmoaencTsnemM, Heobxoanmbli Ansa onpegeneHuns, permctpanim n MeHe -
)XMEeHTa 31eMeHTOB KoHdurypaumm n cooTBeTCTBYOWeNn nHdopmMmaLum Ha obLlen rpaHuue AByxX unm donee
opraHusauui, Hanpumep Ans CUCTEMHBIX UHTEpdEeNncoB, per3oB;

f) nnaHnpoBaHWe UycTaHOBMNEHME PECYPCOB AN akTUBOB M KOHMUTypaLuuii, HaxodAaLWMXca noa yrnpasse-
HUEM 1 COMPOBOXAEHNEM CUCTEMbI MEHEKMEHTa KoHUrypawuum, Hanpumep obydeHne nepcoHana;

g) MeHemKMeHT NOCTaBLMKOB U NoARAAYMKOB, NPUHUMAICLLIMX HENOCpeACTBEHHOE yYacThe B npoLiecce
MeHePKMeHTa KOHpUrypawuu.

[TpnmeyaHwue— Cnegyer peann3oBaTb COOTBETCTBYIOLLMMA YPOBEHb aBTOMAaTU3aLMKN ANS rApaHTUX TOrO, YTO
npouecchl NMMOO He cTaHyT He3PEKTUBHBIMUK, MOABEPKEHHBIMU OLLMOKaM, NMMBO HE CMOIYT OCYLLECTBNATLCH BoobuLE.

9.1.2 UpgeHTUdUKauua KoHduUurypaymu

Bce aneMeHThl KOHUrypauum cnegyeTt 0aAHO3HAYHO UAEHTUDULMPOBATL N onpeaensaTh Yepes aTpmby-
Tbl, ONUCbIBaloWME UX PYHKLMOHaNbHbIE U pusndeckne xapakrepuctukn. CooTBeTCTBYOWAadA MHpopMaL S
0oMkKHa ObITb agekBaTHOW U NPOBEPSAEMON.

B 6a3e gaHHbIX MEHEKMEHTa KOHpUrypaLumm cneayeT UCNoMnb30oBaTh U PETMCTPUPOBATL COOTBETCTBYHO-
LLIMEe MAaPKUPOBKK UNKU Apyre Metoabl UaeHTUdUKaL .

DNeMeHThbl KOHuUrypauum, noanexawme mMeHeqKMEHTY, crneayet naeHTudunuupoBaTb, UCMNOMb3YH
YCTAHOBIEHHbIE KpUTEPUM OTOOPA, B TOM YUCTIE!

a) BCe BOMPOCHI N penmn3bl UHPOPMAaLMOHHBIX CUICTEM U NMPOTrpaMMHbIX CPeaCTB (BKMHoYad nporpamMmMHble
CpeacTBa TPETbUX CTOPOH) U CBA3AHHYIO C HUMU CUCTEMHYIO AOKYMEHTaLU M, Hanpumep cneumndgukamm Tpebo-
BaHWUN, MPOEKTHbIE peLleHns, 0TYETHI 00 UCMNbITAHUSAX, AOKYMEHTALUIO, OTHOCSLLYIOCS K pennsam;

b) 6a3oBble NMUHUN KOHUIYPaALUA UMTU UHCTPYKLUMK MO KOMMOHOBKE ANS KaXaou cpedbl NPUNOXeHUN,
CTaHOapTHbIE KOMMOHOBKU 1 PeniA3bl TEXHUYECKUX CPeacCTB;

C) opurMHanbl TBEPAbIX KOMUNA N SNEKTPOHHLIX BMONNOTEK, HanpuMmep Handbonee nonHONn BUBNMNOTEKN
MPorpamMmMHbIX CPEeACTB;

d) nakeTbl MEHEMXKMEHTA KOHUTYpaLUM MU UCNONBb3OBAaHHBIN MHCTPYMEHTAaPUN;

e) NMUUEH3NU;

f) KOMMNOHEHTHI 3aWKUTLI, HanpuMep, bpaHaMaya3pbl;

g) MaTepuanbHble akTUBbI, KOTOPLIE HEOBXOANMO OTCNEXMBATL ANSA MeHeaXKMeHTa PUHAHCOBLIX aKTU-
BOB UNK Anga obecneveHnsa notpebHocTen aenoBon cdepsl, Hanpumep 3alulleHHbIe MarHUTHbIE HOCUTENA
MHdpopmaLnn, obopyaoBaHue;

h) AOKYMEeHTaUUIo, OTHOCSILLYIOCH K yCryram, Hanpumep cornalweHums 06 ypoBHAX YCNyr, COOTBETCTBYHO-
LLMe nNpoLieaypsl;

1) cpeAcTBa, noagepXXueBarwlmne ycrnyri, Hanpumep cpeacTtBa 3MNeKTponuTaHus Ans KOMMNbTEPHbIX
KOMHAT;

]) OTHOLUEHWA U 3aBUCUMOCTU MeXAay 3ieMeHTaMm KoHUrypawuun.

[TpumevaHune—/[Opyrne o0OBLEKTbI, KOTOPbIE MOryT paccMaTpmMBaTbCsl KaK 3NEMEHTbl KOHUrypauuwm,
BKJTIOYAIOT:

a) Opyryto AoOKyMeHTauuto;
b) Apyrue aktmBbi;
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C) Apyrue cpeacrea, Hanpumep CawrT,;
d) noapasgeneHus 4enoBon cpepsl;
e) nepconan.

OTHOLIEHUS N 3aBUCUMOCTU MEXAY SnemMeHTaMn KoHpurypauum cneayeTt naeHTUugpnunMpoBaTh And odbec-
neveHmnsa HeoBXoANMOro YpOBHS yrpaBneHUs.

Tam, rge Heobxoaumo obecneynTb NPOCNEXMBAEMOCTb, 3TOT NpoUece creayeT peanni3oBaTbh TakuUm
0bpa3oMm, 4TODbbI rapaHTUPOBAaTb BO3MOXHOCTb OTCMNEXUBAHUS 3NEeMEHTOB KOHUrypaL MM Ha Bcex atanax ux
)XKU3HEHHOTO LUKMKMNAa, HaYnHasa ¢ AOKYMEHTOB, coaepXallux TpedoBaHUA, 1 3aKkaH4YMBad 3anncamMun o penmaax,
HanpuUumMep UCNonb3ys MaTpuLy NPOCNEXNBAEMOCTMU.

9.1.3 YnpaBneHue KoHdUrypauuen

[aHHLIM NpoLecc AOMKEH rapaHTUpOoBaTh, YTO B COCTaB KOHpUTypaLMM BBOAATCS U 3aTEM OTCNEXMNBAIOT-
CH B 3aNUCSAX C MOMeHTa NPUeMKU 1 A0 CNUCaHUA TOMNbKO opmumansHo paspelleHHble U naeHTudpuymupyemele
3NeMeHThI KOHUrypauuu.

Hn ognH anemeHT KoHurypaumm He aosmkeH obiTh AobasneH, moandpruumpoBaH, 3aMeHeH N1 yaaneH
(0OTMeHeH) 6e3 3annucun B COOTBETCTBYOLLEN AOKYMEHTAaL UK, CONPOBOX AL EN NPOLIECC yrpaBnNeHUs, Hanpu-
Mep Oe3 3anpoca Ha YTBepXaeHHoe nuameHeHue, bes nHpopmaunm o MmogndpnuumMpoBaHHOM pennse.

UToBObI COXPaHUTb LIENMOCTHOCTL CUCTEM, YCNYT U UHPPACTPYKTYPLI, crieayeT cogepKaTh 3[IEMEHTbI KOH-
urypaumnm B npucnocobrieHHon Anst 3Toro 1 3alulieHHoW cpeae, KoTopast:

a) npegoxpaHaeT UX OT HECAHKLUMOHMPOBAHHOIO AoCTyna, U3MEeHeHUIN UNn NMoBpeXaeHUN, Hanpumep
KOMMNbIOTEPHBLIMU BUPYCaAMMU;

b) npenocTaBnAeT cpeacTsa ANsl BOCCTAHOBNEHUA NPU BOSHUKHOBEHUW Ype3BblYaNHbIX CUTYaL WA,

C) NO3BONSAET NPOBOAUTL yNpaBnsieMbl MOUCK KOMUU KOHTPONMMPYEMOro opurMHana, Hanpumep npo-
rpaMMHOro cpeacTaa.

9.1.4 Y4yeT cOCTOAHUN KOHUrypaLmMm n oTHeTHOCTb

[1na oTpaxxeHna N3sMeHeHUN B COCTOSAHNN, MECTOMONOXEHNN N BEPCUAX 3NTEMEHTOB KOHpUrypauum cne-
ayeT nogaepXmBaTth TeKyLMe N TOYHbIe 3anncu O KoHpUrypauuu.

Y4yeT COCTOAHUU cneayeT ConpoBoXaaTe MHpopMaLUnen o TeKyLMX 1 peTPOoCNekTUBHBLIX AaHHBLIX, OTHO-
CALLIMXCS K KAXXOOMY 3TEMEHTY KOHUIypaL M B TeYeHUe ero XKM3HeHHOro umkna. 3170 NO3BONIUT OTCNEXUBaTh
N3MeHeHNs B 3afleMeHTax KoHpuUrypauumm yepes CMeHy UX COCTOSAHUN, HAanpUMep «3akasaH», «NoJlydyeH», «Ha
MPUEMOYHBIX UCMBITAHUAX», «B paboTe», «B NpoLecce 3aMeHbI», «yaaneH», «NMMKBUANPOBAHY .

NHdpopmaLunio o KoHpUrypaumm Heodbxoanumo nocToAHHO akTyanusnpoBaTb. OHa A0KHA ObITb AOCTYN-
HOW AN NpoBeaeHNs NNaHUPOBaHUS, MPUHATUA peLleHNA U ynpaBleHUs U3SMeHeHUSIMU B onpeaeneHHbIX KOH-
hurypaumax.

NHpopmaLnio o KoHUrypauum, B crnyvyae HeodbxoaMMoCTKn, creagyeT Aenartb AOCTYNMHOW NOMb3oBaTe-
NaM, 3akasvmkam, NocTaBLlMKaM 1M NapTHeEpPaM Ans NnomMoL B NNaHUPOoBaHUM U NPUHATUK pelleHnin. Hanpu-
Mep, BHELUHUN npoBangep ycnyr MoxeT caenatb MHopMaUMio O KOHUrypauum AoCTynHOW 3akasuvunky U
apyrum notpebutensiM, 4tTobbl NogaepXaTbh Apyrue npoLeccbl MEHEI)KMEHTAa YCNyr, BKMHOYEHHbIE B OBLLYIO
Llernoyky npegoctaBneHnsa yenyr.

OT4yeTbl 0 MEHEIKMEHTe KOHUrypaumm cneayeT npe4oCcTaBNaATbe BCeEM COOTBETCTBYIOLWMM CTopoHaM. B
OTYEThl cneayeT BKNoYaTh MOASHTUMPUKALIUIO SNEMEHTOB KOHUrypauum n MHgopmaLnio 0d nx CoOCTOAHUSAX,
BEPCUSAX U O CBA3AHHOW C HUMU AOKYMEHTaLUN.

OT4yeThl AOIKHBI COAepKaTb CBeAeHUS:

a) O caMbIX NOCNeaHNX BEPCUAX 3NTEMEHTOB KOHPUrypaLnm;

D) 0 MeCTOHaxoXAeHUN 3NeMeHTOB KOHUrypaumun, a gngd nporpaMmmHbIX cpeacts — MHdopMaLunio o
MeCTOHaXoXAeHNN OPUrMHANOB BEPCUN;

C) 0O B3aMMO3aBUCUMOCTAX 3NIEMEHTOB KOHpUrypaLunu;

d) o peTpocneKkTUBE BEPCUN;

e) O COCTOSAHUSAX 3NEeMeHTOB KOHUrypauum, KoTopblie BMeCcTe COCTaBNANOT:

1) KOHpuUrypauuo ycnyri unm cCUCTeMbl;
2) nameHeHmne, 6asoByHO NUHUKO, COOPKY UMK PENNS3;
3) BEpPCUIo NN BapUaHT.

9.1.5 Bepudukauma v aygut KoHduUrypaymu

[1pouecchl Bepudpmnkaumm nayauta koHdgurypaumm (pursmndeckon n pyHKUMOHaNBHOW) cneayeTt oTpaXaTh
B KaneHaapHbIX NNaHax U KOHTPONMMPOoBaTh MX UCNOMHEHUe ANA rapaHTUM TOro, UTo Ha MecTax UMeroTCs COOT-
BETCTBYIOLLME NPOLLECCHI U pecypchl, MO3BONAOLNE!

a) 3alnTUTb PU3ndeckne KoHUrypaumm n MHTennekTyanbHbIM KanuTan opraHusauuu;

L) rapaHTUpoBaTh, YTO NpoOBaMAep yYCnyr ynpaesngaeT CBOUMU KOHpUrypaumnamm, nogaaMHHbIMA KOMAAMIA
N MNUEH3UAMMN;
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c) obecneuyntb YBEPEHHOCTb B TOM, YTO UHPOPMaL NS 0 KOHUIypaLusiXx ABNAETCS TOYHON, ynpaBnde-
MOW 1 AOCTYNHOM ANst 0003peHNUs;

d) rapaHTupoBaTb, YTO USMEHEHUE, PENN3, CUCTEMA UINN OKPpYXKatloLlada cpeda YaOoBNeTBOPAIOT KOHTPaK-
THbIM UMK 3a4aHHBIM TPEOOBAHUSIM U YTO 3aNMUCK O KOHPUTYpaLUAX COOTBETCTBYIOT AEUCTBUTESIbHOCTN.

AyanUT KOHUrypauum cnegyeT npoBoAUTb PerynapHo, Ao U Nocne cepbe3HbIX U3MEeHEeHUN, Nnocne pas-
Nn4HOro poga 6eacTBUA N Yepes cnyyvanHble NPOMEXYTKN BpeMeHN.

BbiaBneHHble HegoCTaTKM M HECOOTBETCTBUA cnedyeT perncTpupoBaTth U oueHuBaTh. ANna ux yctpaHe-
HAA HEOBXOOUMO UHULIMMPOBATL KOPPEKTUPYIOWNE OEUCTBUS, O YeM crneayeT U3Bellatb COOTBETCTBYIOLWNE
CTOPOHBI U NNMaHNPOBaTh COBEPLUEHCTBOBAHMNE YCIIVT.

[TpnmeyaHnune— ObbIMHO NPOBOAAT ayaAnTbI KOHPUIypaumm AByxX BUAOB:

a) ayauT PyHKUNOHANBHOW KOHpUrypauun. odbmumanbHas npoBepKa, no3sBonsiowas yaoCTOBEPUTBCSH, YTO 3e-
MEHT KOHpUrypaumm obecneumBaeT aKennyataynoHHble N PYHKLNOHAINBbHbIE XapPaKTEPUCTUKN, YCTAHOBIEHHbIE B JOKY-
MEHTAaLUWN Ha KOHpUrypauuio;

b) ayant hunanyeckom KoHburypaumm: opumumnanbHas NpoBEpKa 3fieMeHTa KOHpUrypaumm B TOMm BUae, B KOTOPOM OH
co34aH (NPon3BeaeH), NO3BONSAKLWAS YAOCTOBEPUTBLCSH, YTO AAHHLIW 3NEMEHT COOTBETCTBYET NPON3BOACTBEHHON AOKY-
MEeHTauUuu ans gaHHoW KoHdurypauumm.

9.2 MeHeO)KMEeHT U3MEeHEeHUN

Llenb: [[apaHTUpoOBaTh, YTO BCe USMEHEHUS OLLEeHMBAIOTCSA, YTBEPXKAATCH, peann3yroTcsd M NoaBepratoT-
CH PEBU3NSM KOHTPONMUPYEMBIM 0O pa3oM.

9.2.1 NMnaHupoBaHUue U peanusayun

Heobxoanmo, 4Tobbl NpoLecckl U npoueaypbl MEHEPKMEHTA UBMEHEHWU rapaHTUPOBarm, YTo:

a) N3MEHEeHUNA UMeroT YeTKO onpeaeneHHyo N A0OKYMEHTUPOBAHHY 00NacTb pacnpocTpaHeHUs

b) yTBepaarTcsl TONbKO Te NU3MEeHEHUS, KOTOPLIE MPUHOCAT NOMNb3Y B cdhepe AeNOBOU AeATENbHOCTH,
HanpumMmep KoMMepUuecKkon, MpaBoBOW, perynmpytolen, ycTaHOBNEeHHOW 3aKkoHoAaTENbHO;

C) U3MEHEHUS MPOBOAATCA B COOTBETCTBUU C KaneHAapHbIMKA NniaHaMmm Ha OCHOBE NMPUOPUTETOB WU
DUCKOB;

d) n3aMeHeHus B KOHUrypaumsax MoryT ObiTb BepudpnumMpoBaHbl B npoLecce peanmsaunm UsMeHeHUN;

€) CPOoKWU peanusalnm NSMEHEHNN KOHTPOTMPYHOTCA N YTOYHSAKOTCS NMPpU HEODXOANMOCTH;

f) MOXHO NPOAEMOHCTPUPOBATL, KAKUM 0Opa3oM Ka)Xaoe NUSMeHeHune:

1) MHMUMUpPYETCH, pETMCTPUPYETCH N KnaccupnumpyeTcs (Co CChlNTiKkaMi Ha UCXOAHbIE AOKYMEHTHI);
2) oUeHuBaeTcdHanpeaMeT eroBNMUAHUA, CPOYHOCTW, 3aTparT, NoNe3HOCTU M CBA3aHHOIO C HUM pPUC-

Ka ANs ycnyr, 3akas4dnka 1 nnaHoB NpoBeaeHNs Pernn3oB;

3) ocyllecTBNAeTCHA NONHOCTLIO UMK KOPpPEeKTUpyeTCs B clnydae, eCcrnii OHO oKasanocb HeyaadHbIM;
4) OOKYMeEHTUpyeTCs, HanpumMep 3asiBka Ha MUSMeHeHMe NPUBA3LIBAETCS K COOTBETCTBYIOLLIEMY 3e-

MEHTY KOHUrypaumm, K 0bHOBNEHHOW BEPCUU peann3aunn U K nnaHy npoBeaeHns penmaa;

5) yTBepXgaeTcs Unu OTKNOHAETCA UMEHHO TeM COTPYAHUKOM, KOTOPBLIN YNMONTHOMOYEH MPpUHUMaTb

noaobHble pelleHns No N3AMeHeHUsAM B 3aBUCUMOCTW OT TUNAa, pasMepa 1 pucka angd Takoro U3aMmeHeHUs;
6) BbINONHAETCA HAa3Ha4YeHHbIM COTPYAHUKOM U3 coCTaBa rpynnbl, OTBETCTBEHHOW 3a U3MeHsAeMble

KOMMOHEHTHI,

/) TecTupyeTcd, NpoBepaAeTCa 1 3aBepLlaeTCs;

8) 3aKpblBaeTCcA M NepecMaTpuUBaeTCH;

9) npoBoAUTCH Yepes KaneHaapHble NNaHbl, KOHTPONUPYETCHA N OTPaXKaeTCH B OTYETaX;

10) npuBAsbiBaeTCA K MHUNAEHTY, NpobnemMe, ApyroMy N3MEHEHUIo 1 3anncaM Mo srieMeHTam KOH-
purypaummn, ecnm ato HeobxoaANMO.

CTaTyc MSMeHeHUN U CPOKN UX peanusaLnn, ykasaHHble B KaneHdapHbIX nlaHax U3aMeHeHun, cneayet
MCNONb30BaTh Kak OCHOBaHWE ANA NpoBedeHUs KaXXaoro USMeHeHUa U cocTaBneHna KaneHgapHbIX ninaHoB
PEenn3oB.

NHpopmaLuio, cogepallyocd B KaneHaapHbIX nnaHax, cnegyeT genaTtb AOCTYNHOW AN Nnl, Ha KOTO-
DbIX MOXeT BO3JEeNUCTBOBATb 3TO USMEHeHHMe.

B Tex cny4vyasax, korga MoXeT BO3HUKHYTb MPOCTOW BO BPEMS YCTAHOBIEHHBLIX YacoB NpeaocTaBneHUs
YCNyrn, nuuam, Ha KOTOPLIX 3TOT NPOCTOW OyaeT oKasbiBaTb BNUSAHWE, crneayeT corfacoBaTb U3MEHEHMe
npexae, YeM OHO byaeT peann3oBaHo.

9.2.2 3aKkpbiTue U peBU3UUN 3aABOK Ha USMeHeHuUe

Bce nsameHeHus nocne peanmsauum Unn KakMx-nmdo sapuKkCMpoBaHHbIX YIyUdLLEHNN cneayeT NoaBep-
raTb cneunanbHOMY aHanumsy ¢ Lenbio onpegeneHnst X ycnewHocT Unm Heyaavu. Pesunsnn nocne BeINOMHEe-
HASA Cepbe3HbIX UBMEHEHNN cneayeT NPOBOANTL ANA NPOBEPKA TOrO, UTO:!

a) BpesybTaTe NUSMEHEHUS ObINN AOCTUTHYThI NOCTaBMEHHbIE LIENN;

22



F'OCT P UCO/MIK 20000-2—2010

D) 3aKazuMKM yaoOBNETBOPEHLI pedyfbTaTaMu;

C) OTCYTCTBYIOT Kakme-nmbo HenpeasuaeHHbIe 3 peKThl.

ItoBble HeCOOTBETCTBUS CrieAyeT PErMCTpUpoBaTh U NPUHUMATL MO HAM HagneXxalwme Mepsl.

CBegeHns 0 HegocTaTKax, BbISIBMIEHHBIX B pe3ynbTaTte peBu3nn npoLecca MeHemKMeHTa U3MeHeHUN,
HeoDXOoAMMO YUUTLIBATL NMPK OPMUPOBAHNN NMaHa COBEPLLUEHCTBOBAHMUS YCIVT.

9.2.3 JKCTpEeHHbIe UBMEHEHUSA

B oTaenbHbIX crniydasix He0bxoaMmMo NPOBOANTL 3KCTPEHHbIE UBMEHEHUS U, MO BO3MOXHOCTU, Cpasy Hauu-
HaTb NPOLECC NBMEHEHUIN, XOTH HEKOTOpPLIE NOAPOOHOCTU MOTYT ObITb AOKYMEHTUPOBAHLI No3aHee. B tex cny-
Yyasax, Korga npouecc npoBegeHNs 3KCTPEHHOIo NBMEHEHWS 3aTparmeBaeT gpyrme tTpeboBaHnUs MeHeaKMeHTa
M3MEHEeHNN, HeobxoaNMMOo, YTODbI TaKoe N3MEeHeHNe COOTBETCTBOBASIO 3TUM TpeboBaHUAM KaK MOXKHO CKopee.

HeobXxoanMMOoCTb 3KCTPEHHbLIX UAMEeHEHWI AO0IKHA NoATBepKa4aTbCsl UCNONMHUTENEeM, a nocne nposeje-
HAS U3SMEHEHW crieayeT NPOBOANTL PEBU3UN AN NPOBEPKN TOMO, YTO 3TU UBMEHEHUSA AEUCTBUTENBHO ObINN
3KCTPEHHbIMMN.

9.2.4 OTYETHOCTb O MeHeA)XMeHTe N3MeHeHUU, aHanunu3 n 4eucTBus

3annucun ob UIMEHEHUNAX cneayeT PerynspHo noasepratb PEBU3UAM AA BbISIBIEHUS POCTa YPOBHS U3ME-
HEeHWUN, 4acTo NOBTOPAKLLMNXCA BUAOB U3SMEeHeHUN, HaMmeYaloLWwnxcs TeHaeHUUU 1 gpyron sHadmMmoun MHpopma-
LK. PesynbTaTbl M BbIBOALI, BbiTEKaOWME U3 aHanM3a U3IMEHeHW, Heobxoanumo perucTpupoBaTb, U B
COOTBETCTBUM C HUMW BbIMOSHATb AallbHeLWne 0eNCTBUS.

10 lNpouecc penusoB

10.1 lNpouecc MeHeaXMeHTa pefin3oB

Lenb: OcywecTBNATb, pacnpeaensatb U OTCNeXunBaTb OQHO UM HECKOMNbKO U3MEHEHUN B pabouen
cpeje.

10.1.1 O6wme nonoxeHus

MeHe)XKMeHT penn3oB O0IPKEH KOOPAUHNPOBATL AeATENbHOCTL NpoBanaepa ycnyr, MHOrMx nocTaBLLun-
KOB 1 AeNoBOW cdpepbl ANdA NNaHUPOBaHUA N pacnpocTpaHeHUs penmnaa B pacnpeaeneHHomn cpee.

KauvecTBeHHOE NnaHnpoBaHWE N MEHEXKMEHT BaXKHbI AM51 KOMMNOHOBKU N YCNELWHOro pacnpocTpaHeHns
penusa, a Takke Ang ynpaBneHus cBsA3aHHbIMU C HAM BO3OEUCTBUSIMUA N pUcKamMu ana aenoson cdepbl n UT.
[TnaHnpoBaHMe penusa, npegHasHavyeHHOro ANng yctpaHeHust gedeKkToB B UHPOPMALMOHHBIX CUCTEMAX,
MHPACTPYKTYpE, yenyrax u AoKyMeHTauumn, crieqyeT OCYLLEeCTBNATL COBMECTHO C AENOBbLIM COODLLIECTBOM.

Bce cBdA3aHHbIE C penn3cM OOHOBNEHUSI AOKYMEHTaUMM cregyeT BKMoYaTh B 3TOT PENU3, HaANpumep
ODHOBMNEHUS AOKYMEeHTaLu K Ans nNpoLeccoB AeNOBON AEATENBHOCTU, AOKYMEHTOB NOAAEPXKKA U CornalleHni
00 ypoBHe ycnyr.

CnegyeT OUEeHUTb BO3AeNCTBUE BCEX HOBbLIX UNU U3MEHEHHBbIX 3NTeMeHTOB KOHUrypauumn, npegHasHa-
YeHHbIX AJ151 CAHKUUMOHNPOBAHHOIO NU3MEHEHUS.

[TpoBanaepy ycnyr HeobxoanMmo rapaHTUpoBaTh, YTO U TEXHUYECKNE, N HETEXHUYECKNE aCNeKThl pennsa
paccMaTpuUBaOTCH COBMECTHO.

CocTaBHbIe YacTu pennasa crnegyeT oTcneXunasatb U obesonacutb 0T Moagndukaunin. ToNbKo Haanexa-
LLIMM 0Dpa3oM NPOTECTUPOBAHHLIE N YTBEPXKAEHHBIE PENn3bl MOTYT ObITh peannioBaHbl B paboven cpeqe.

10.1.2 lNMonuTuka penu3os

Cneayet paspaboTaTtb NONMUTUKY PENU30B, BKITHOYAOLLYIO:

a) 4acToTy U TUNbl PeNN30B;

L) PONN U OTBETCTBEHHOCTb MEHEXKMEHTa PENN30OB;

C) YNOJIHOMOYEHHbLIN opraH Ans penuvsa B cpeae NpMemMovHoro TeCcTMpoBaHUSA U B NPOU3BOACTBEHHOM
cpeae;

d) OoAHO3HA4HYIC MAeHTUPUKaLnUo N oNUcaHna BcexX penn3oB;

e) noaxoa K KOMNoHOBKE U3MEHEHWU B pernnse;

f) noaxon K aBToMaTU3aLUMM co3gaHus, MHCTaANMALUU U npoLLecca pacnpocTpaHeHUs penunsa ¢ Lenbto
obecnevyeHunst NOBTOPSAEMOCTN N 3PDEKTUBHOCTU;

g) NopsaocK npoeegeHUs sBepudprkaLnm n npueMekm penmaa.

10.1.3 lNnaHupoBaHue n pazBepTbiBaHUe periu3oB

[TpoBanaepy ycnyr HeobxoamMmo B3anmMoaencTBOBaTh C AefT0OBbIM COODLLECTBOM ANS rapaHTUN TOro, UTO
3NEeMEHTbI KOHpUrypauumn, BKIIOYEHHbIE B penn3, COBMECTUMBI MeXay COOOU U C anemMeHTaMn KoHuUrypauume
3aaHHOWU cpee.

[Tpn NnaHUpoBaHMN PennM3oB HeEOOBXOOAMMO 0becnevYnTb rapaHTUo TOro, YTO MSMEHEHUA B UMEROLLIKX
nedeKktbl MHPOPMALMOHHBIX CUCTEMaX, UHMPACTPyKType, ycnyrax M AOKYMeHTauun COrnacoBbIBAOTCA,
CaHKUMNOHUPYIOTCH, OTPa)KatoTCH B NNAHOBLIX AOKYMEHTaX, KOOPAUHUPYIOTCA U OTCNEXUNBAIOTCS.
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B CBS131 C TEM, YTO NPU CcO3aaHNU pennsa NoapoObHOCTMN ero pasBepTbiBaAHUS MOTYT ObITb M3HAYalbHO He
M3BECTHbLI, NNTaHNPOBAaTb Pa3BepThbiBaHUE pennsa crneayeT noaTarnHo.

[TnaHnpoBaHUe penusa n ero pasBepTbiBaHUA OObIYHO BKMHOYAET:

a) gaTtycos3gaHusa penunsa n onucaHue ero NoCTaBKu;

L) CcCbINKN Ha N3MeHEHNs1, NPObEeMbl U U3BECTHLIE OLLUNMDKKN, 3aKPbIThIE NN PeLlaeMble C MOMOLLbH 3TO-
rO penunsa, a Takke Ha U3BeCTHbIE OLLUNOKK, KOTopbIE ObiN 0bHapPYKeHbI BO BpeMs ero TECTUPOBAHUS;

C) CBs3aHHbLIe NpoLUeccChl AN peanusalnn pennsa Bo BceX AeNOoBbIX U TeppUTopUanbHbIX noapasgene-
HUSAX;

d) cnocob BO3BpalleHUs pennsa B UCXOOAHOE COCTOSIHUE UM €roc UCNPaBMeHNS B Criydae HeyaauHou
peanunsauuu,

e) npouecc BepudpukaLnm 1 npuemMKu;

f) obmMeH nHdopmMaLunen, NoAroTOBKY, AOKYMEHTUPOBAHUE U NPaKTUYECKUE 3aHATUSA ANA 3aKasunka U
nepcoHana noaaepXKu;

g) TNOMMCTUKY U NpoLecchl 3aKyrnku, XpaHeHUa, OoTNpaBKX, NOAKMOYEHUdA, NPUEMKA U pacnopsKeHUd
COCTaBHbIMU YaCTAMM pennsa;

h) pecypcbl noaaepXku, Tpebyemble Ans rapaHTMmM obecrneyeHus ypoBHEW ycnyr B HeobXoanmMom
obbeme;

) BbIsIBNEHNE 3aBUCUMOCTEN, CBA3AHHbIX APYT C APYTOM U3MEHEHWN 1N CONYTCTBYHOLNX PUCKOB, KOTOPbIE
MOTYT BINMUATb Ha DECnpenATCTBEHHYIO Nepegady penmsa Ha NPUeMoYHOE TeCTUPOBaHNE N B MPOU3BOACTBEH-
HYyIO Cpeay,

|) nopsaaoK 3aBeplUeHUs penunsaa;

K) KaneHgapHbIMNNaH NnpoBegeHNa ayauToB NPOU3BOACTBEHHOM cpeabl, NpegHasHavYeHHOW AN BbINOJ-
HEHUS 3HaAYUTESNbHBIX U3MEHEHWUN, OANS rapaHTun HagneXalwero cocTosaHusa pabodven cpeabl B npolecce
MHCTaNNAUUK penunaa.

10.1.4 Pa3paboTka unu npmodpeteHue nporpaMmMHbIX CpeAcCTB

Pennsbl MHpOpMaLUOHHBIX CUCTEM U NPOrpaMMHBIX CPedCTB, nofiydaemMble OT BHYTPEeHHUX KoMaHA cre-
LManncToB, cneunanmcToB KOMMNEKTYIOLWUX CUCTEMBI, CUCTEMHBLIX UHTErpaTopoB UMK OAPYIUX opraHusauuu,
cneayeT BepudpuUMpoBaTh NMpU NONy4YeHUNn.

DTOT npouecc cnegyeT AOKYMEeHTUPOBAaTh B NaHe MeHedXKMeHTa KoHpUrypauuu.

10.1.5 lNpoekTUpoBaHue, KOMNOHOBKa U KOH(hbUT'ypUpoBaHue pennsa

Penns n ero pacnpocTtpaHeHue criegyeT NpoekTUpoBaTh U OCYLLECTBNATL AN4:

a) NpuBedeHNa B COOTBETCTBUE C apXUTEKTYPOU cUCTeM NpoBanaepoB yCcnyr, MeHeXKMEeHTOM YCINyT U
cTaHgapTaMun MHPPACTPYKTYPHLI;

b) rapaHTUKM nogaepXaHUa LeNoCTHOCTU pefninia BO BPEMS €ro KOMMOHOBKW, MHCTaNNALUK, 0bpadboTKu,
YMaKOBKU U AOCTaBKWU;

C) UCNONb30BaHUA OUBMNOTEK M COOTBETCTBYIOLLMX PENO3UTAPUER C LeNbo BbINONMHEHUS MEHEIKMEHTA
1N ynpaBneHna KOMNoOHeHTaMM B NpoLuecce KOMNOHOBKU U BbINyCKa pernnsa;

d) 4yeTKoro onpegeneHnst PUCKOB U pearMpoBaHUda Ha HUX NP HEODXOOAUMOCTMN;

e) npegocTaBlieHNd BO3SMOXHOCTU YOOCTOBEPUTLCH B TOM, UTO NMporpaMmmMHo-TeXHU4ecKkasa nnaTtgopma,
Ha KOTOpPOW byaeT MHCTaNNUPOBaH PeNnn3, yaoBNETBOPSET NpeaBapuTenbHO YCTaHOBNEHHLIM TREDOBaHUAM;

f) npegocTaBneHnd BOIMOXHOCTU NPOBEPKNU NMOJTHOM YKOMMNEKTOBAHHOCTU penunaa, koraa oH 4OCTUrHeT
MecTa HasHadeHus.

PesynbTatammn 3TOro npouecca AoMKHbI ObITh N3BELLIEHUA O penn3e, UHCTPYKLWUK NO ero MHCTaNNALUnn,
YCTAHOBMNEHHbIE NporpaMMHble U TEXHUYECKME cpeacTBa C COOTBETCTBYHOLEN 6a30BOUN NMUHUEN KOHUTY-
paLunn.

MToroBble AaHHbIE O penuae AOMKHbI ObITh NepeaaHsbl rpynne, OTBETCTBEHHOW 3a ero TECTUPOBaHUE.

[TpoLecchbl KOMMOHOBKW, MHCTaANNSLMN, BINYCKa U pacnpocTpaHeHUs PeNNM30B MOTYT ObITb aBTOMaTU3N-
POBaHbI C LIeNbo YMEHbLUEHUA KoNnnYecTBa OLNOOK, rapaHTUX NOBTOPSIEMOCTM NPOLECCOB N DLICTPOTHI pas-
BePThbIBAHUSA HOBLIX PENTN30B.

10.1.6 Bepudunkauuma u npuemka penmsa

OKoHYaTenNnbHbIM pe3ynbTaToM ACITKHO ObITh YBEAOMIIEHNE O 3aBepLUEHNM KOMMEKTOBAHUA NakeTa
pennsa B LefiIoM B COOTBETCTBUN C NPeabABNAEMbIMA TPEDOBaHUSIMI.

B npouecce BepudpmkaLmm U NpUeMKn criegyerT:

a) YOOCTOBEPUTLCS, YTO KOHTPONMpyeMas cpeaa nprUeMoYHOro TeCTUpoBaHUA COOTBETCTBYET TpeboBa-
HUAM, YCTaHOBNEHHbLIM AN NPOU3BOACTBEHHOU cpeabl;

b) rapaHTUpoBaTh Co3gaHMe pennsa 3 Bepcui, Haxoasawmxea nog MeHepKMeHTOM KoHpurypauum, 1
ero yCTaHOBKY B cpeae NpMeMoYHOro TeCTUpoBaHUA, UCNOoNb3yoLwen 3aninaHupoBaHHbIN NMPOU3BOACTBEHHBIN
npouecc;
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C) YAOCTOBEPUTLCSH, YTO TECTUPOBAHME BbINONMHEHO Ha COOTBETCTBYOLLEM YPOBHE, Hanpumep oyHKLMO-
HanbHoe U HedyHKLNOHaNbHOE TECTUPOBaHNE, MPUEMOYHOE TECTUPOBAHWE Ha YPOBHE AeNOBbIX NMPOLECCOB,
TeCTMPOBaHUe npoLeayp KOMNOHOBKW, BbIMYyCKa, pacnpocTpaHeHNa U MHCTaNMNALNN;

d) rapaHTUpoBaTb TECTUPOBaHME pennsa Ha npeaMeT YAOBNeTBOpeHUs AeN0oBOU AeATENbHOCTU 3aKas-
YMKOB 1 NepcoHana npoBanaepa ycnyr;

e) rapaHTupoBaTb nognucaHne COOTBETCTBYOLWMMA YNONHOMOYEHHBIMKU NnLaMn dpakTa 3aBeplleHUA
Ka)Xgou ctTagmm npueMoYHoro TeCTUpoBaHUS;

f) ynocTtoBepuUTbCA Nnepea MHCTANNALNEN, YTO NPOrpaMMHO-TeEXHUYecKasa nnaTtdopma, Ha KOTOPON AOI-
)XEH pa3BopayMBaTbCs Penn3, yaoBNeTBoOpAeT YCNOBUAM, 0OYCNOBEHHbIM MPOrpaMMHbIMN N TEXHUYECKMMU
cpeAcTBaMn penusa;

g) NPOBEPUTbL NMOJNHOTY KOMMMEKTaL MM pennaa, koraa oH NnpnbbiBaeT Ha MECTO HA3HAYeHU.

10.1.7 JokymMeHTauuA

Heobxognmo, 4Tobbl nocne 3aBepLUeHns YCTaHOBKU pennia COOTBETCTBYIOLLMA KOMMNNEKT JOKYMEHTa-
LK BbIN AOCTYNEH U XPaHWUNCSl COrMacHo MeHEe)KMEHTY KOH(pUrypaLum COBMECTHO C BHOBb BBEEHHbIM 3f1e-
MEHTOM KOHUrypauun. B aTy AoKYyMeEHTauunto cnegyeT BKNHOYNUTD!

a) OCHOBHYIO JOKYMEHTaLUIO, TaKyo Kak cornalueHus ob ypoBHe YCIyr;

b) noaaepXuBatoLLyO JOKYMEHTAaLMUIO, HAaNnpuUumMep KpaTKnin 0630p cUCTEeMbI, UHCTPYKLIUMK NO NpoLeaypam
MHCTaNNALUNM U noaaep)KKn, No NpUMeEHeHNIo cpeacTB ANarHOCTUKU, MHCTPYKLWK onepaTopam U agMUHUCTPa-
TUBHOMY rnepcoHany;

C) NPOLECChl KOMMOHOBKN, BbIMYCKAa, MHCTaNNALUN 1 pacnpoCcTpaHeHUs pennaa;

d) nnaHbl AeNCTBUN B Ype3BbIHaNHBIX CUTYaLUMUSIX U BO3BpaTa B UCXOOHOE COCTOSIHUNE;

e) KarneHgapHbIv NNaH NoaroToBKU MEHEKMEHTA YCINyr, nepcoHana noaaepXku U 3akas4ymka;

f) ©asoByH NUHUIC KOHUIYpaLWUK AN penusa, BKNtoYvas cBA3aHHble C HUM 3eMeHTbl KoHUrypauun,
Takue Kak cucTeMHasi AoKyMeHTauus, cpea TeECTUPOBAHUS, ACKYMEHTaLNSA NO TECTUPOBAHUIO, BEPCUMN KOMTIO-
HOBKW N MHCTPYMEHTapUn paspaboTKu;

g) CBSI3aHHbIE C PEeNM30OM U3MEHEHUNS, MPOBNeMbl N N3BECTHLIE OLLUMOKH;

h) cBMOETenbLCTBO O CAHKUUOHUPOBaHUN penn3a N COOTBETCTBYOLWNE CBUAETENbCTBA ero Bepudmka-
LA 1 NPUEMKNA.

Cuctemy 1Unun ycriyry, Kotopble He NONTHOCTbIO COOTBETCTBYIOT 3aJaHHbIM TpebOoBaHUAM, crieayeT Bbisi-
BUTb A0 Ha4varna NnpuMeHeHUs1 1 3aperucTpupoBaTh COrMacHO MEHEMKMEHTY KoHUrypaumm U MEHEMKMEHTY
npodbnem.

NHdropmaunio 06 N3BECTHBLIX OLUMDKax HeobXoAMMO nepegaBaTb MEHEMKMEHTY UHLIUMOEHTOB.
Ecnun penns oTKNOHSIETCS, 3aePXKXMBAETCS UM OTMEHSIETCS, 00 3TOM (pakTe crneayeT MHPOPMUPOBAaTL
MEeHeKMEHT U3MEHEHUMN.

10.1.8 Pa3BepTbiBaHue, pacnpocTpaHeHne U UHCTannauusa

[1naH pa3BepThIBAHUSA pennsa crneayeT noaBepratb PEBU3UAM U BKNOYATbL B HEMO HEOOX0AUMbIE YTOUHE-
HUA ANa rapaHTUKX BeINONTHEHUA BCeX 3anaHUpOoBaHHBIX MEPONPUATUN.

BaxkHo, YTODObI penn3a gocTaBnancs 6e3onacHo K MeCTy HazHavYeHUs B Hagnexallem cocTossHUU. [NpoLec-
Cbl pa3BepThIBaHUA, pacnpocTpaHeHUa U MHCTanNAuMM pennsa AoMKHbI rapaHTUpoBaTh, YTO:!

a) BCe MecTa, BblAeNeHHble AN XpaHeHUA NporpaMmMHbIX U TEXHUYECKNX CPpeACcTB, ACMKHBIM 0Dpa3om
3alUULLEHDI;

D) CyLWecTBYIOT COOTBETCTBYIOLWME Npoueaypbl XpaHeHUs, oTnpaBku, NonyvyeHUda 1 pasMelleHna nmy-
LLecTBAa;

C) NPOBEPKU, OTHOCALLUNECH K UHCTANMALUN, OKpYXKatowen cpeae, 3NekTpocHabXXeHMIo MBCNoMoraTe b-
HOMY 0DOpPYAOBaHUIC, NNAHUPYHOTCS N OCYLLECTBASIIOTCS;

d) nepcoHan 4enoBou cepbl N NpoBanaepa yCnyr onoseLaeTcsi 0 HOBbIX penunsax;

e) NULIHWe N3aenus, yCnyri u NMueH3um BbiIBoOAsITCS U3 NPUMEHEHNS.

[Tpn pacnpocTpaHeHnn NporpamMmMHbIX CpeaCcTB Yyepes ceTn nepegadyn gaHHbIX BaXKHO NPOBEPUTbL, UTO
penn3 rnocre OAOCTMXKEeHUSI MecTa HazHauveHUsl HaxoauTcsa B NONMHOW KOMMMeKTaumm n B paboTocnocobHom
COCTOSIHUN,

[Nocne ycnewHon MHCTaNALUMM pennaa sanucn, 0THOCALMECH K MEHEPKMEHTY aKTUBOB U KOHdUIypa-
L1, cnegyeTt oObHOBNATbL CBEAEHUAMN O MECTopacnonoXeHn 1 o BnaaenbLe NporpaMMHbIX M TEXHUYECKNX
cpeacTB.
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[na pernctpaunm ycnewHocT Unnu Heygadym UHCTannaumMm MoryT MCnonb3oBaThbCA aHKEeTHLIE ONpoChl
3aKas4uKa, xapakTepuaytoLlme ero NpMHATUE pennsa U cTeneHb YAOBNETBOPEHHOCTU pennsom. Heobxognmo,
YTOObI NMOOLIE TaKMe ONPOCHI 3aKas4vMKa NCMOMNb30BaNMUCh B KauecTBe 0bpaTHOW CBA3WM HA MeHe)KMEHT Aeno-
BbIX OTHOLLUEHUMN.

10.1.9 HOenctBuUA nocne BbiNycka U pa3BepTbiBaHUA peninila

Cneayet onpeaenaTb KONMUYECTBO N aHaNU3NpoBaTbh UHUWMAEHTLI, OTHOCSLLMECH K penn3y, 3a nepuoa,
HenocpeACTBEHHO CrneaytoLnn 3a ero pasBepThiBaHUEM B paboyen cpeae, Anst oUeHKU BNUSHUS 3TUX UHLN-
NEeHTOB Ha AeNOBYIO AeATENbHOCTb, pabouvne onepalunm U pecypckl cbecneymnsatoLero nepcoHana.

B npouecc meHemKMeHTa USMEHEHUN clielyeT BKMovaTh COCTaBNeHne 0b3opa pesynbTaToBs, Nony4yeH-
HBIX MOCcne peannsaunn pennaa.

BbiTekarowme 13 obsopa pekomeHgaLum cregyeT UCnonb3oBatb Npyu OPMUPOBaHUU MaHa coBep-
LLIEHCTBOBAHWUA YCIVT.
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life cycle processes))
8 NCO/M3KTO 15504 (Bceuvactn) WudpopmaymoHHas TexHonorus. OueHka nporpaMmmHoro npouecca

(ISO/IEC TR 15504) (all parts) (Information technology — Software process assessment)

9 NCO 10007 CucrtemMmbl MeHEIKMEHTA KadecTBa. PyKOBOAALWME YKA3AHUA MO MEHEOKMEHTY
KOHpurypaumm
(ISO 10007) (Quality management systems — Guidelines for configuration management)
10 TOCT P NCO 9000 Cuncrembl MeHepKMEHTA KavecTBa. OCHOBHbIE MONOMEHUSA U CNOBapb
(1ISO 9000) (Quality management systems — Fundamentals and vocabulary)
11 TOCT P MCO 9001 CucTtembl MEHEKMEHTA KadvecTBa. | peboBaHus
(1ISO 9001) (Quality management systems — Requirements)
12 NCO/MO3K 90003 [lporpammMmHas uHXeHepusda. PykoBogswme yKasaHus Mo MPUMEHEHUID
NCO 9001-2000 K KOMNbIOTEPHBLIM MPOrpaMmmMHbIM CpeacTBaMm
(ISO/IEC 90003) (Software engineering — Guidelines for the application of ISO 9001:2000 to

computer software)
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rOCT P UCO/MIK 20000-2—2010

YK 006.04:004.032:006.354 OKC 35.020
03.080.99

Kno4yeBble cnoBa: yenyri MUHQopMaLUMOHHBIX TeXHOMOTMN; MeHekMeHT yenyr UT; pykoBoACTBO ANA NpaKTK-
KW; YPOBHW yCNyr; NNaHNpoBaHnUe 1 peannsauunsa ycnyr; npoueccbl MeHepKMeHTa; Npouecchl OTHOLIEHUN, pe-
LLUeHWW, ynpaBreHUsa 1 perinsoB
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