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MpeancnoBne

Lienu v npuHumnel ctangapTusaumm B Poccuiickon eaepaunm yctaHoBneHsl degeparnbHbiM 3aKOHOM OT
27 nekabpsa 2002 r. Ne 184-93 «O TexHUYeCcKkoM peryniMpoBaHuny, a npasuna npuMeHeHust HauuoHanbHbIX
ctangaptoB Poccuiickon ®epepauum — MOCT P 1.0—2004 «CtaHgapTusaums B Poccuiickor deaepavuumu.
OcHoBHbIE NONOXEeHUA»

CBegeHun o cTaHAapTe

1 NOArOTOBNEH 3akpbiTbiM akuMoHepHbIM oblecTBoM «Air-Teko» (SAO «Ait-Teko») ¢ yyacTuem
depnepanbHOro rocyaapcTBEHHOrO YHUTApHOro npeanpusatus «HayuyHo-uccnegoBaTenbckuil UHCTUTYT «Boc-
xoa» (Pryrn HUU «Bocxoay) Ha ocHoBe COBCTBEHHOTO ayTeHTUYHOTO NepeBoja Ha PyCCKUA A3bIK cTaHAapTa,
yKa3aHHOro B NyHKTe 4

2 BHECEH TexHu4eckum komuteToM No ctangaptusaumm TK 22 «AHpopmaLmoHHbIe TEXHONOrMmu»

3 YTBEPXIEH W BBEAEH B AENCTBUE Mpukasom deaepansHOro areHTCTea Mo TeXHUHECKoMy
perynuposaHuio n metposnornn ot 12 Hosibpst 2010 . Ne 381-cT

4 HacTtoswuin ctaHgapT MaeHTUYEH MexayHapoaHomy ctaHgapty MCO/M3K 20000-2:2005 «UHdop-
MauuoHHas TexHonorusi. MeHemxkMeHT yenyr. Yacte 2. Kopekc npaktuyeckon geatenbHoctu» (ISO/IEC
20000-2:2005 «Information technology — Service management — Part 2: Code of practice»

5 BBEAEH BIMEPBbIE

UHpopmayus 06 usmeHeHUAX K Hacmosiuemy cmarOapmy rybrnukyemcs 8 exezo0Ho uszdasaeMom
UHGhopMayuoHHOM yKkasamerie « HayuoHnanbHbie cmaHdapmbl», 8 mekcm UsMeHeHUL U rornpasok — 8 exxeme-
CSIYHO U3dasaeMbiX UHGhOpMaUUOHHbIX yKazamersix « HauuoHanbHbie cmarHlapmbl». B criyyae nepecmompa
(3ameHsb!) unu ommeHsl Hacmosiweeo cmaHdapma coomeemcemeyioujee yeedomiieHue 6ydem onybnukoeaHo
8 exxeMecsIYHo U30asaeMoM UHGHOpMaUUOHHOM yKkasamene «HayuoHanbHbie cmaHdapmely. Coomeemcmey-
rowast uHbopmayusi, yeedOMITeHUE U MeKCmbI pa3MeLaromcesi makxe 8 uHgopmauuoHHol cucmeme obujezo
noib308aHUA — Ha oguyuansHoM catime ®edepalibHO20 azeHmemea 1o MeXHUYECKOMY pe2ynuposaHuio u
Memporiozuu 8 cemu IHmepHem

© CranpapTtuHdopm, 2011

HacToswwuii cTaHAapT He MOXET BbITb MOMHOCTbIO U YaCTUYHO BOCMIPOMU3BEAEH, TUPaXUpPoBaH U pac-
MpocTpaHeH B kavecTBe oduLMansHOro n3aaHus 6e3s paspelueHns dPeaeparnsHOro areHTCTBa No TEXHUYECKo-
MY perynmpoBaHuio 1 MeTpoNorun
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BBepeHune

Hactoswas yacte FTOCT P UCO/M3K 20000, cogep:kallas cBO NONOXeHUI, BbITeKatoLWwmx U3 AoCTUXe-
HWUI NpaKTUKW, NpeacTaBneHa B BUAe pPyKOBOACTBa U pekoMeHAaLuiA. Ha Hee He cneayeT AenaTtb CCbINOK Kak Ha
AOKYMEHT, BKNtoYatoLWwmin cneuundukauunio TpebosaHuii. Ocoboe BHUMaHWe crieqyeT yaensTs rapaHTun Toro,
YTO 3asIBMIEHUS O COMNAacun C HacTosILWen YacTbio cTaHaapTa He BeayT K HenpaBuIlbHOMY TOSIKOBaHUIO.

Hactosuwyto yacte TOCT P MCO/M3K 20000 cneayeT MCMonb3oBaTb COBMECTHO C ero nepeoi
vactbto — FTOCT PNCO/MAK20000-1 «Cneuudukaums», cBA3aHHO N ¢ AaHHBIM KOZIEKCOM NpakTudeckon aes-
TeNbHOCTU.

MpeanonaraeTcs, 4YTo BbINOMHEHME YCNOBUA HacTosALen YacTu ctaHgapta FOCT P MICO/M3K 20000
nopyyeHo COTpyAHMKaM, MMEeIoLLMM COOTBETCTBYHOLLYIO KBandukaumo U koMmneteHuuto. CTaHgapT He npea-
ycMmaTpuBaeT BKIOYeHNe BceX HeoBXoAMMbIX YCroBUiA koHTpakTa. Monb3oBaTenu HacTodwero craHaapTa
HecyT OTBETCTBEHHOCTL 32 ero NpaBUibHOE NPUMEHEHME.

CooTBeTCTBME HACTOALEMY HalMoHanbHOMY cTaHOapTy He ocBoboXaaeT OT NPaBOBOW OTBETCTBEH-
HOCTM.

B YacTtn 2 craHgaptaFTOCT P MICO/M3K 20000 nsnararoTcs Ny4Lume 4OCTWKEHWUA NPaKTUKX ANns npoLec-
COB MeHeKMeHTa ycryr, npuHagnexatmux obnactv npumerenHusa FOCT P MCO/M3K 20000-1.

BaxxHocTb NpeaocTaBneHns yCryr MOCTOSHHO pacTeT, Tak Kak 3akasvuku TpebyroT Bce 6onee un Gonee
COBEpLUEHHBIX CPeACTB (NPU MUHUMYMe 3aTpaT) Ansa yAOBMNEeTBOPEHNA NoTpebHOCTEeln CBoe AenoBoit aes-
TenbHOCTU. [pUsHaeTCA TakKe, YTO YCIYr M MEHEKMEHT YCINYT OKasbiBaloT CyLECTBEHHY NoaAepKKy opra-
HU3aLMWAM B nonyyeHuu nonesHoro addekra n obecneveHnn achpeKkTMBHOCTM 3aTpar.

YacTb 1 cTaHgapTa FOCT P MCO/M3K 20000 siBnsieTcs cneundurkaumen Ansa MeHepKMeHTa yenyr u ee
cregyeT YMTaTb COBMECTHO C HACTOSALLEH YacTbio.

06e yactn FOCT P NCO/M3K 20000 gatoT BO3MOXHOCTb MpoBainaepaM ycnyr NoHsATb, Kakum o6pasom
MOXHO MOBbICUTb KAYECTBO NPeoCTaBNEHNSI CBOUX YCIYT 3aKa3unkaMm, Kak BHELWHUM, TaK U BHYTPEHHUM.

C yBenuyeHnem 3aBUCMOCTM OT YCIyT NOAAEPKKN 1 pasHoobpasuna AOCTYNHbIX TEXHONOMI Nnposanae-
pbl yCryr MOTyT 3aTpaynsath 6onblune yeunusa ans obecrnevyeHusi BLICOKOrO YPOBHS NPeAoCTaBneHUs yenyr
3akasvukam. PaboTas B pexume GbICTPO peakumu Ha npomcxoasitime cobbiTUs, OHU TPATST CIULLKOM Mano
BPEeMEeHU Ha nnaHupoBaHWe, NoAroTOBKY nepcoHana, ob63opbl, uccnegoBaHus n paboTy ¢ 3akaszuvMkamu.
PesynbTaTom 3TOro CTaHOBUTCA NX HECNOCOBHOCTL aganTupoBaTth NoapobHo npopaboTaHHble U AeNCTBYIO-
LLMe OOCTUXKEHUSI NPaKTUKM.

C apyroi cTopoHbl, OT NpOBanaepoB ycnyr TpebyeTcs NOBbILWEHWE KayecTBa YCNYr, CHUXEeHUE CTOMMOC-
™M ycnyr, 6onbwas rmbkocTb N Gonee ObICTpass peakuua Ha NOTpeBHOCTU 3aka3uukoB. OdeKTUBHBIN
MeHeKMeHT ycnyr obecnevnsaeT BbICOKUN ypoBEeHb 0O6CNYKUBaHUA 1 YAOBNETBOPEHHOCTU 3aKa34UKOB.

CepusacraHgaptosTOCT P UCO/M3K 20000 npoBoguT pasnu4ve Mexay Ny4Lummu rpaktm4eckumu pea-
n13aumsIM1 MPOLLeCCOoB, KOTOPbLIE HE 3aBUCAT OT (hOPM M pa3MepoB OpraHn3aunin, oT UX HAMMEHOBaHUA U CTPYK-
Typbl. FOCT P MCO/M3K 20000 npumeHUM Kak Ans odeHb 60blmnx, Tak U ANA ManeiX Nposanaepos ycnyr, a
TpeboBaHus K NpoLieccaMm MeHe)KMeHTa YCIyr, OCHOBaHHbIE Ha CaMbIX NyHLIUX NPaKTUYECKNX AOCTUXKEHUAX,
He N3MEHSIIOTCA B 3aBUCUMOCTU OT hOpMbI opraHusaumu, 0b6ycrnosnusatoLen CTPYKTYpY ee pykoBoACTBa, B
paMKax KOTOPOro peasniMsyroTca 3T1 NPoLecchbl

\!
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HAUMWOHANBbHBIN CTAHOAPT POCCUMNCKOW OSEAOAEPALUMU

UHdbopmauroHHan TexHonorua
MEHEQXKMEHT YCRYr
YacTb 2
KOREKC NPAKTUYECKOW AEATENLHOCTU

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

Data BBeaenna — 2011—07—01

1 O6nacTbL NpUMMeHeHus

YacTtb 2 FOCT P UICO/M3K 20000 npeactasnsieT cob60ii NpoMbILLNIEHHOE cornalleHne no ctaHgapTaM
kauecTBa 4nA npoueccoB MeHegkMmeHTa yenyr UT. Mpouecchl MeHeJ)XMeHTa Takux yenyr HaueneHbl Ha npeao-
CTaBNeHWe Haumny4LWnx U3 BO3MOXHBIX YCIyr ANsl yAOBMNEeTBOPEHUs AeNOoBbIX NOTpeBHOCTEN 3aKka3umKoB Npu
COrnacoBaHHbIX YPOBHSIX PECYPCOB, TO €CTb YCNYri NpeaocTaBnsioTcs npodeccuoHanbHo, apdekTMBHO no
CTOMMOCTW, C OCO3HAHHBLIMU W YNPaBNAeMbIMUA PUCKAMUA.

Pasnnuums B TepMUHONOMMN, NPUMEHSIEMOW KOAHOMY U TOMY XXe NpoLeccy, Mexay npoueccamu U PyHKLU-
OHanbHbIMW rpynnaMu (HassaHusimmu paboT) ANA HOBOrO MeHeakepa MOryT BHOCUTb NyTaHUUy B npeameT
MeHeQkKMeHTa ycryr. HenoHuMaHve TepMUHONOrMN MOXeT cTaTb NpenaTcTBueM npu oopmuposaHnn achdex-
TUBHBIX NpoueccoB. [MoHMMaHne TePMUHOMOTNN — 3TO peanbHaa U CyWeCTBEHHaA NoMb3a OT NPUMEHEHUs
FOCTP NCO/M3K 20000. B HacTosiwen yactn FOCT P MCO/M3K 20000 coaepkatcs pekoMeHaaLumm nposait-
Aepam ycnyr o HeobxoanMocTU NPUHATUA obLLein TepMUHoIorun n 6onee cornacosaHHOro nogxoaa k MeHea-
XKMEHTY ycnyr, 4To obecneuvsaeT eAnNHY0 OCHOBY ANS YNyYLUeHUs YCIyr 1 onpeaenseT CTpykTypy paboT ans
MOCTaBLLMKOB MHCTPYMEHTaPUSA MEHEKMEHTa YCnyr.

Kak cTaHgapT, ocHoBaHHbI Ha npoueccHoM noaxoae, FOCT P UCO/M3K 20000 He npeaHasHayveH ana
oueHku NnpodykToB. OgHaKo opraHusaLuv, KOTopble 3aHUMaL0TCA PaspPaboTKoN MHCTPYMEHTapUA, MPOAYKTOB 1
cucTeMm, MOryT uUcnonb3oBaTb 06e YacTu CTaHdapTa B ka4ecTse NoMoLLm npu paspaboTke NHCTPyMeHTapus,
NMPOAYKTOB U CUCTEM, MOAAEPXKUBAIOLLMX fyYLLNe NPaKTUKN MeHeXXMeHTa yCryr.

Yactb 2 FTOCT P NCO/M3K 20000 npegocTaBnsieT pyKoOBOACTBO ayanTopam 1 NOMOLLb NpoBaiaepam
ycnyr, nfaHvpyowWwmnM ynydlleHne yenyr Unv npoeedeHve ayguTa Ha cooTBeTcTBue TpebosaHusm FTOCT P
NCO/M3K 20000-1.

FOCT PUCO/M3K20000-1onpegensieT psagB3anMocBa3aHHbIX MPOLLECCOB MEHEAXKMEHTA YCITyT, MoKa-
3aHHbIX Ha pucyHke 1.

U3paHne opnumnansHoe



rOCT P NCO/M3K 20000-2—2010

Mpouecchl NpefocTaBneHus ycryr

MoHeKMEHT MeHODKMOHT MeHepKMeHT
BO3MOXHOCTeH YPOBHA ycnyr 3alMLLEeHHOCTU
nHchopmaumm

OTyeTHOCTb MO ycrnyram

MeHepXMEHT ®dopmupoBaHue GlopxeTa
AOCTYNHOCTH M yyeT 3aTpaTr
W HeNnpepbIBHOCTH yCnyr ﬂpoueccbl Ha ycnyrm UT
ynpasneHus
Mpouecchl MeHedxmenm Mpo uecchbl
penusoB KxoHdhuaypayuii OTHOLLUEeHUU
MeHedxmeHm usmeHeHull
MeHeKMeHT pesin3oB MeHemMKMEeHT AenoBbIX

. (6m3Hec-) oTHOLWeEHMIA
Mpouecchl peLueHnii

MeHeaKMeHT NocTaBLUMKOB
MeHeXKMeHT MHUMAOEHTOB

MeHemxMeHT npobnem

PucyHok 1 — lNpouecchl MeHeaxmeHTa ycnyr

2 TepMuHbI 1 onpeaeneHus

B HacToswel yactn FTOCT P UCO/M3K 20000 npumeHsitoTcs TepMUHbI U onpeaeneHns, N3NoXeHHbIE B
FOCT P MCO/M3K 20000-1.

3 Cucrema pykoBoacTBa

Llens: ObecnevnTs cUCTEMY pyKOBOACTBA, BKNOYAs MONUTUKA U CTPYKTYPY paboT, cnocoBHOCTLIO ocy-
LLeCTBNATL 3pheKTUBHBIN MEHEPKMEHT 1 peann3oBsbiBaTh Bce yeryru UT.

3.1 OTBeTCTBEHHOCTbL PYKOBOACTBa

Ponb pykosoacTsa B Bornpocax obecrnevyeHuns rapaHTin TOro, YTo NPOLEecChl, OCHOBaHHbIE Ha NyYLInUX
NPaKTNYECKUX AOCTUKEHUSAX, MPUHATBI U NoAAePXaHbl, ABNsieTcs pyHaameHTanbLHon Ans nioboro nposangepa
YCINyr, OpUEHTUPOBAHHOTO Ha BbiNonHeHue Tpeboraruii FOCT P MICO/M3K 20000-1.

[na rapaHTuM BbINOMHEHNA 06s3aTenbLCTB NposBaiaepy ycnyr crnefdyeT HasHavaTb nNpeacTaBUTenst
BbICLLEr0 PYKOBOACTBA, OTBETCTBEHHOIO 3a NMaHbl MeHeKMeHTa yCnyr U ux pacnpocTpaHeHue.

B 06s13aHHOCTY OTBETCTBEHHOTO NpeACTaBUTENSA PYKOBOACTBA crieyeT BktoyaTs obecneveHne pecyp-
camu No6oi TeKyLen Nnn CBA3aHHOM C NPOeKTaMm AeSATENbHOCTA MO YIYULLEHUIO YCIyT.

HeaTenbHOCTL OTBETCTBEHHOIO NpeAcTaBUTeNs PYKOBOACTBA creayeT nogaepKuBaTth C MOMOLLbHO rpyn-
Mbl NIPUHATKA peLleHnin, obnagatoLle NONMHOMOYUAMMU, [OCTATONHBIMU Af1s1 onpeAeneHust NOMMTUKA U NpuBe-
AEeHNs B UCNOMHEHNE 3TUX PELLEeHNA.

3.2 TpeboBaHUA K AOKyMeHTaLuu

OTBeTCTBEHHbIV NpeAcTaBUTENb PYKOBOACTBA AOPKEH rapaHTUpPoBaTh, YTO MMEIOTCS B HaNU4YnM cBuae-
TenbcTBa, HeobxoAnMble 4NA NPOBeASHNS ayauTa NonnTUK, N1aHoB 1 NpoLieayp MeHeXKMeHTa YCNyr, a Takke
MobbIX CBA3AHHBIX C HUMW BUAOB AEATENBHOCTH.

Bonbluyto yacTb cBUAETENLCTB NNaHUPOBaHUSA U onepaunin MeHepkKMeHTa yenyr cnegyet obopMiaTh B
BUAE AOKYMEHTOB Ntoboro Tuna 1 popMbl Ha HOCUTENSIX, NPUrOAHBIX ANS 3TUX LieNei.

B KayecTtBe cBuaeTeNbCTBA MIaHUPOBAHUSA MeHedXXMeHTa ycryr oOblMHO paccMaTpuBaloTCst creayto-
LMe JOKYMEHTHI:

a) MOMUTWKA U NAaHsbl;

b) mokymeHTauus ob ycnyrax;

C) nmpoueaypbl;

d) npouecchl;

e) 3anucu 06 ynpasneHuy npoLieccamu.
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Cnegyet onpeaenuTb NpoLece co3gaHus U MeHeKMeHTa AOKYMEHTOB ANA rapaHTMu peanusasunm usno-
JKEHHBIX BblLLE XapaKTepucTuK.

JokymMeHTaumio criegyeT 3auaTth OT BO3MOXHOW MOpYK, Hanpumep, 13-3a MIoXmnxX yCroBuid oKpyKaro-
el cpeqbl M NOBPeEXAEHWI KOMMbIoTepa.

3.3 KomMneTeHTHOCTbL, OCBEAOMITIEHHOCTb U NOATOTOBKa NepcoHana

3.3.1 O6LwWue nonoxeHus

MepcoHan, BbINOMHAKWMA paboTy B pamkax MeHedXMeHTa YCnyr, Ao/ikeH OblTb KOMNEeTEHTHbIM Ha
OCHOBE COOTBETCTBYoLLEerc ob6paszoBaHns, NOAroTOBKM, HAaBLIKOB 1 OMbITa.

MpoBangepy ycnyr cneayert:

a) onpeaenuTb Heobxoaumele TpeBGoBaHWSA K YPOBHIO KOMNETEHTHOCTU 4NN KaX40N PONU B MEHe)KMEH-
Te ycnyr;

b) rapaHTupoBaTb, YTO NEPCOHAN OCBEAOMIIEH O 3HAYMMOCTU U BaXHOCTM BbINOIHAEMON UM paboThl B
npeaenax, BbIXOAALLMX 38 paMKX AeNOBON AeATENbHOCTM, U O TOM BKNaae, KOTOPbIA OH BHOCUT B AOCTMXEHUE
Lenen obecnevyeHns Ka4ecTsa;

C) noggepxvBaTh B aKTyanbHOM COCTOSIHUM 3anucu o6 obpaszoBaHun, NOArOTOBKE, HaBbIKaX U OnbiTe
nepcoHana;

d) oBecneunBatb HeobxoOMMYH NOATOTOBKY UMW NpeanpUHUMaTL Apyriue AeicTBuUA ANa yaoBneTBope-
HUSA 3TUX NoTpeBHoCTE;

e) OLeHMBaTb pe3ybTaTUBHOCTbL NPeaNpUHATEIX AEACTBUNA.

3.3.2 MNpodreccroHanbHbIN pocT

MpoBsaiaepy ycnyrcneayeT passmBaTh M NOBbILWATL YPOBEHbL KOMMNETEHTHOCTN CBOMX COTPYAHMKOB. Cpe-
An npegnpuHuMaeMbIX 4S8 3TOFO Mep nposaigepy ycnyr HeobxoauMMo yAensiTb BHMMaHWe chneaytownm
BOMpocam:

a) KOMMNMEKTOBaHWMIO KaapoB — C LieNbHo NPOBEPKM JOCTOBEPHOCTW CBEAEHWI O NpeTeHaeHTax Ha pabo-
Ty (BKtoUas mMx npodeccuoHanbHyo KeanudukaLmio), a Takke BbISBNEHUS X CUMbHBIX U cnabbix CTOPOH,
OLIeHK/N COOTBETCTBUSA UX NOTEHLMANbHBIX BOSMOXHOCTEN JOMKHOCTHBIM UHCTPYKUMAM (Npodunio paboTel),
LensaM MeHepKMeHTa yenyr 1 obLWmnm Lensm obecneyeHns kauecTBa npeaoCTaBNsIeMbIX YCAYT;

b) nnaHWpoBaHWIO — C LieNbo KOMMIEKTOBaHNA KagpaMu 4N NPeaocTaBNeHNA HOBbIX U pacLUMpeH-
HBIX YCIYT, UCNOMb3YIOLUMX HOBbIE TEXHOMOMK (BKIOYAA yCnyry, onpegeneHHble KOHTpakTaMu), a Takke ¢
Lienbto HasHaveHNa nepcoHana aAns ycurneHus komaHa, BbiNoMHSOLWMUX NPOEKThI, MIIaHUPOBaHUS poTaLMn Kaf-
POB M YCTPaHeHUsl Npo6enoB, CBA3aHHBIX C UX TEKYUECTbIO;

C) NOAroTOBKE M Pa3BUTUIO — C Lenbio onpeaeneHus TpeboBaHuii K NoAroTOBKe U pa3BUTUIO NepcoHa-
na, obopMNEHHEIX B BUAE NiaHa NoAroToBKMU U NOBLILLEHWS KBanudukaLum A4ns cBoeBpeMeHHOM U 3 ekTuB-
HOW peanusauum aTnx TpeboBaHUn.

MepcoHan cnegyeT roToBUTL NO COOTBETCTBYIOLLIMM BONPOCAaM MEHEPKMEHTa yChyr, Hanpumep, Yepes
obyyarowme Kypchbl, CaMOCTOATENbHOE U3YYeHWe, HacTaBHUYECTBO 1 0byyeHue Ha paboTte. CnieayeT pas3Bu-
BaTb Takke HaBbIKW NMUAEpPCTBa U paboTbl B kOMaHAe. XpoHOoMorM4yeckue 3anuncuy o NoAroToBke nepcoHara crne-
AyeT noaaepXnBaTh B aKTyanbHOM COCTOSIHAM ANS KAXKAOTo COTPYAHUKA BMECTE C OnUcaHneM NpoiaeHHOM UM
MOAroTOBKW.

3.3.3 MNMoaxoabl, nognexalue pacCMOTPEHUIO

Ans pocTkeHUA COOTBETCTBYIOLErO YPOBHSA KOMMNETEHTHOCTU KOMaHZ COTPYAHUKOB NpoBaiaepy ycnyr
cnegyeT HalTU oNTUManbHLIN 6anaHc Mexxay HakMOoM NepcoHara Ha NOCTOSIHHYIO U BpeMEHHY0 paboTy, a Tak-
Xe Mexay HarMoM nepcoHana, obnagarowero HeobxoanMoit ksanudukaunei, u NepenoaroToBKON UMetoLLe-
rocs B HaNM4Mu nepcoHana.

MpwumeyaHune— OntumanbHbI GanaHc B HaiMe NepcoHana Ha NocTosIHHYIO U BpeMeHHYo paboTty ocobeHHO
BaXeH TOraa, Koraa npoBangep ycnyr nnaHupyeT, kakuM o6pa3oM OH CMOXET NpeAOCTaBMNAThL YCryry BO BpEMS U nocre
KPYMHbIX N3MEHEHUI B YUCNEHHOCTU M KBanudukaLumm nepcoHarna, o6ecneqmealowero npeaocTaBieHne yeryr.

dakTophl, KOTOPbIE CNeayeT yYUTbIBaTb NPU YCTaHOBNEeHUU Hauboree noaxoasiuein koMGuHaLMm meTo-
0B MOBLIWEHNS YPOBHS KOMNETEHTHOCTU NEepcoHana, BKIYaoT:

a) KOpPOTKUWA Unn AnuTenbHbIA CPOK AeACTBUSI HOBLIX UM U3MEHEHHbIX TpPe6oBaHWi K YPOBHIO KOMIe-
TEHTHOCTU NepcoHana;

b) Temnbl uameHeHns TpeboBaHWIN K HABLIKAM U KOMMETEHTHOCTU NEPCOHana;

C) npeanonaraemble NUKN 1 NPOBanbl B pabounx Harpyskax u TpebyemMbie Npu aTOM codeTaHus ksanudu-
KaLummn nepcoHana, OCHOBaHHbIE Ha MeHeXKMEHTE YCIyr 1 NNaHUPOBaHWUM UX COBEPLLEHCTBOBaHUS;

d) AocTynHOCTbL NepcoHana cooTBeTCTBYOLEN KBanudukauuu;

e) Temnbl OGHOBMNEHNA KaAPOB;

f) nnaHbl noAroToBKM KAAPOB.
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I'IpOBal?u:tepy ycnyr cnegyeT He peXxe O4HOro pasa B ro aHannsnposaTb pesynbTaThbl Tpyda KaXaoro
COTpYAHWUKa U NpeanpuHNMaTbL COOTBETCTBYOLUME AENCTBUS.

4 TnaHvpoBaHMe U peanu3auus MeHeAXXMeHTa ycnyr

4.1 MnaHupyiTe MeHeaXmMeHT ycnyr (MnaHupyi)

Llens: MNMnaHupoBaTh peanusauuto U MEHEKMEHT NPeoCTaBNeHUS YCIyT.

4.1.1 O6nacTb NpUMEHeHUs1 MeHef)KMeHTa ycrnyr

O6nacTb NpUMEHeHUss MEHEKMEHTA YCNYT credyeT onpeaensiTh B BUAe YacTu nraHa MeHeaXMeHTa
yenyr.

Hanpumep, o6nacTtb npumeHeHnsa MoXXeT ObiTb onpeadeneHa:

a) opraHusauueir;

b) MecTononoxeHnem;

c) ycnyroi.

PykosopacTBy cneayet onpeaensits o6nactb NPUMEHEHUS MeHe)KMEHTa YCInyr Kak YacTb CBOEN OTBe-
TCTBEHHOCTM (M kak4acTb NnaHa MeHemxmeHTa ycnyr). CogepkaTenbHyto YacTb 3Tol obnacTv cnedyeT npoee-
pATb Ha cooTBeTCcTBME TpeboBaHuam FTOCT P MCO/M3K 20000-1.

Mpwum™medyaHn e — [naHMpoBaHue onepaLmoHHbIX 3MEHEHWI onucaHo B noapasgene 9.2.

4.1.2 Nopxoabl K NNIaHUPOBaHUIO

BmecTo 0gHoro 60nbLWOro nnaHa Unmnporpammel MOXeT ObITb UCMONb30BaHO HECKOBKO MTaHOB MeHed-
XMeHTa ycnyr. B aTom criydae ocHOBHbIE MpoLecchl MeHeDKMEeHTa YCNyr crieqyeT cornacoBbiBaTh APYr C APY-
roMm. Heobxogumo Takke npegycMaTpuBaTb BO3MOXHOCTb AEMOHCTpauun crnocoba peanusauuu
MeHeKMeHTa Kaxdoro u3 TpeboBaHuin, BKIOYaeMblX B NaH, C Y4eTOM €ro CBsi3ell ¢ COOTBETCTBYOLW MMM
ponsiMu, pacripegeneHnemM 0TBETCTBEHHOCTW, MPOLEAYPaMM U NpoLieccaMm MeHepKMeHTa yCnyr.

MnaHupoBaHne MeHeIKMeHTa yCnyr crieqyeT peannsoBbIiBaTb Kak YacTb npouecca npeobpasoBaHus
TpeGoBaHNI 3aKa34YNKOB 1 3aMbICMOB BbICLUErO PYKOBOACTBA B NpeaocTasnsemMble ycryru, obecnevnsas oto-
GpaxeHue HarnpaBneHWUs nporpecca MeHeKMEHTa YCnyr.

B nnaHe meHempxmeHTa ycryr Heo6XoAMMOo ykasaThb:

a) peanunsauunio MeHemKMeHTa yCnyr (UM 4acTu MeHeaXMeHTa ycnyr);
dopmankbHyto nepeaavy NpoLeccoB MEHEAXXMEHTa YCryr;
N3MeHeHWs B npoLeccax MeHegKMeHTa ycnyr;
yNy4LeHUs NpoLeccoB MeHeKMeHTa yCnyr;

e) HoBble ycryru (CTeneHb UX BINAHWUA Ha NpoLecchl, onpeaerneHHbIe B COrNacoBaHHOW 0b6nactu npume-
HEeHWA MeHepKMeHTa yCryr).

4.1.3 CobbiTuA, nognexaline pacCMOTPEHUIO

MnaH MeHeMKMeHTa ycnyr credyeT CONpoBOXAaTh ANa peanusaummn npouecca MeHepKMeHTa ycnyr u
N3MeHeHWIA B ycnyrax, Bbl3biBaeMbIX TakuMn COBBITUAMU, Kak:

a) ynydlweHue ycnyr;

b) usmeHeHus ycnyr;
C) cTaHgapTUsauusa UHPacTPYKTYphl;
d) M3MeHeHUs B 3aKoHOoaaTe NbCTBE;
€) U3MEHEeHUs B perynmpyownx aktax, Hanpumep, UsMeHeH1e pasMepa MECTHOTO Hanora;

f) pasperynupoBaHue Unu perynmposaHue B NpoMblLLeHHON cdepe;

g) cnusiHne 1 nornoLeHue.

4.1.4 O6nacTb NPUMEHEHUA U coaepxaHue nnaHa

B nnaHe MeHeXXMeHTa ycnyr criegyeT onpeaensitb:

a) obnacTb NpUMEHEHWA MeHedXXMeHTa yCnyr, npeAocTaBNseMbIX NPOBakAepoM YChyT;

b) uenunnTpeboBaHus, KOTOPLIE AOCTUrAKOTCA MEHEXKMEHTOM YCYT;

C) pecypcel, cpeacTsa 1 6tomkeT, HeobxoanMble ANA AOCTUKEHNA NOCTaBNEHHbIX Lienei;

d) cocTaB ponei n 06s3aHHOCTEN PYKOBOACTBA, BKItOYas CTapLlero 0TBETCTBEHHOrO Bfagensua, Bna-
AenbLieB NMpoLeccoB U pyKOBOACTBO MOCTABLUMKOB;

e) B3anMOCBSA3N MexAay npoleccaMmyu MeHeKMeHTa yCnyr 1 cnocoboM koopanHaLum 4eACTBUAN U (MNn)
NpoLEeCcCOB MEHEDKMEHTa YCIyT;

f) nogxoad, NpUMeHsieMbI 45 BbISIBNEHWUSA, OLLEHKM U YNpaBieHnst BO3MOXHbIMW Npobnemamu 1 pucka-
MU, CBA3AHHBIMU C JOCTUXKEHUEM NOCTaBNEHHbIX Lenei;

g) KaneHgapHbI MNaH UCNoNb30BaHUS PECYPCOB C YKkazaHneM aaT, Npy HacTyNeHUM KOTOPbIX AeHeX-
Hble cpeAcTBa, COTPYAHWKA COOTBETCTBYHOLLEro ypoBHs KBanudukaLmm n opyrue pecypcbl 6yayT 4OCTYMHBI;

b
c
d
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h) noaxoa k U3smMeHeHuIo NNaHa u ycnyr, onpeaeneHHbIX NiaHoM;

i) kakum obpa3oM nposangep ycrnyr HamepeH AeMOHCTPUMPOBaTh HENPEPLIBHOCTL YNpaBNeHus Kavec-
TBOM (Hanpumep, ¢ NTOMOLLbIO NPOMEXYTOUYHBIX ayANTOB);

j) npoueccel, koTopble 6yayT BLINOMHATLCS;

k) MHCTpyMeHTapui, npuMeHsaeMbli A5 NoaaepXk1 peanusalmn NpPoLLeccoB.

4.2 Peanusauusa MeHe)KMeEHTa ycnyr U npeaocraBneHue ycnyru (BoinonHsim)

Llenb: OcyulectsnTs Lenu MeHeXKMeHTa YCnyr U BEINONHUTL NaH.

Mpouecckl MeHeMKMeHTa YCNYr, OCHOBAHHbIE Ha NyYLWMX AOCTWKEHUAX NPaKTUKU, He CMOTYT COOTBET-
ctBoBaTb TpebosaHuam FTOCT P NCO/MIK 20000, ecnv camn ycnyru He COOTBETCTBYIOT TpeGoBaHUAM, ycTa-
HoBneHHbIM B FTOCT P UCO/M3K 20000-1.

OpHaxabl peanusoBaHHYH yCnyry U npoLecchl MeHeKMeHTa yenyr HeobXxoaumo noaaepxusaTh B Hafl-
nexatem coCToAHUN.

CnenyeT NpoBOAUTL PEBU3UN YCNYT U MPOLLECCOB UX MEHEAKMEHTA B COOTBETCTBUM C MONOXKEHUSIMMU NOA-
pasgena4.3.

MpwumMeyaHune—lvya, npuBNeYeHHbIE K npoueccy paspaboTku n HavYanbHOMY 3Tany peanun3auuu niaHoBs, He
MOryT 3aHUMaTbCA UX TEKYLWUM NCNONHEHNEM.

4.3 MoHUTOpPUHT, U3MepeHus u pesusunu (Kontponupyn)

Llens: OcyLecTBNATE MOHUTOPUHT, USMEPATL U NPOBOAUTL PEBU3UW, NOATBEPXAatoLMe JOCTKEHNe
Lienei 1 BeINoMHeHWe nnaHa MeHeakMeHTa yCryr.

Mposaniaepy ycnyr cregyeT NNaHNPoOBaTh U OCYLWECTBAATL MOHUTOPUHT, U3MEPEHUS, aHanus u pesnsnu
npefocTaBnNAeMbIX YCNyr, MPOLECCOB MEHEPKMEHTa YCAYr U CBA3aHHBIX C HUMKU cUCTEM. KOMMNOHEHTLI, KOTO-
pble crneayeT noasepraTb MOHUTOPUHTY, USMEPEHUIO U PEBU3UAM, BKINIOYAOT:

a) dakTUYecKn 4OCTUTHYTbIE pesynbTaThl N0 CPaBHEHUIO C onpeaeneHHLIMY 3a4aHUAMM MO yeryram;

b) yaoBneTBOpeHHOCTL 3aKa34MKoB;

C) UCMonbL3oBaHne pecypcos;

d) TeHaeHUMM;

e) 3HauuTenbHble HeCOOTBETCTBUS.

PesynbTaTthl Takoro aHanusa cnegyeT UCNOMNb30BaTh B Ka4eCcTBe UCXOAHOM NHpopmaLmmn npu chopmupo-
BaHWU NraHa CoOBEePLUEHCTBOBAHNSA YCNYT.

Kpome geATenbHOCTU NO N3MEpEeHNto U aHanuay, OcyLLeCTBNAEMON B paMKax MeHeDKMeHTa yChyr, cTap-
LeMy UCMONHUTENBHOMY PYKOBOACTBY NpoBavaepa ycnyr MoxeT noTpebosaTtbCa nNpoBeAeHNe BHYTPEHHUX
ayaunToB 1 Apyrux npoeepok. MNMpu onpegeneHnn nepuoguyHoOCTN UX NpoBeAeHUA cpeam NpovmX y4uTbiBaeMblX
thakTopoB Heo6x0aNMO NPUHMMATL BO BHUMaHWE BENTUYMUHBI PUCKOB, CBA3AHHBIX C NPOLIecCaMu MeHeXKMeHTa
YCIyr, YacTOTY UX HACTYMNEHNA 1 NPeabICTOPUIO CBSI3aHHBIX C HUMU Npobnem.

BHYTpeHHWIA ayanT 1 NPOBEPKN AOMKHBI NAHUPOBATLCA, KBANUMULMPOBaHO BbINOMHATLCA U PETUCTPU-
poBaTbCA.

4.4 lMpoBoauTe HenpepbiBHOE coBeplUeHcTBOBaHUe (dencTByn)

Llenb: MoBbIWaTh pesynbTaTUBHOCTL U 3P(PEKTUBHOCTL MEHEeKMEHTa U NpeJoCTaBeH s yCIyr.

4.4.1 MNMonurtuka

MpoBaiaepy ycnyr cneayeT NpusHaTth, YTO BCeraa cyllecTByeT NoTeHuManbHasa BO3SMOXHOCTb MOBLICUTL
ahhEeKTUBHOCTL U pe3ynbTaTUBHOCTL NpeaocTasneHns yenyr. Heo6xoaumo, 4Tobbl cyulectsoBana ony6nu-
KOBaHHasA NONNTUKa No 0becneyeHnIo kauecTBa U COBEPLUEHCTBOBaHUA YCNyr.

BceM, BOBNEYEHHBIM B MEHEDKMEHT U yIyyLIeHWe YCnyr, cneayeT 3HaTb NOAUMTUKY B 06nacTukadvecTsa u
CBOU NNYHBIA BKNaA B AOCTWXKEHUE Liefei, BbITeKatoLWmnX U3 3TON NOAUTUKN.

B yacTHocTH, BceMy nepcoHany nposanaepa ycnyr, BOBNeYEHHOMY B MEHEeDKMEHT ycnyr, Heob6xoanmo
AeTanbHO NOHUMATL 3HaYeHNe NOAUTUKA U NIMYHOTO BKNaaa B paMKax NPoLECCOoB MEHEMKMEHTa YCNyr.

CneayeT ycTtaHoBUTL achbhekTUBHOE B3aUMOAEeNCTBUE B Npeaenax co6CTBEHHOW CTPYKTYPbl PYKOBO-
AcTBa npoBanaepa ycnyr, 3akas4yvMkoB U NOCTaBLUMKOB NpoBanaepa ycnyr no Bonpocam, saTparvsarownm
KavecTBO ycnyr n TpeboBaHnA 3akasduka.

4.4.2 MNnaHupoBaHUe COBEPLIEHCTBOBaHUA ycnyr

Mposaiaepy ycnyr cnegyeT NPUHATL METOAUYECKUIA 1 CKOOPAUHUPOBAHHLIA MOAXO0A K YYULLEHWIO yCnyr
AnA BbINONHEHUA Tpe6oBaHUI NONNTUKM C y4eTOM COBCTBEHHBIX NEPCNEKTUB U NEPCNEKTUB 3aKasvuka.

Mepen peanusauunen NNaHa coBepLUEHCTBOBaHWUA YCyr KA4eCTBO YCMYr M COOTBETCTBYIOLLME MY YPOB-
HU cneayeT 3aukcupoBaTb kak 6a30BYHO NMUHUIO, C KOTOPOI MOXHO ByaeT cpaBHUBaThL hakTU4eckue ynyulle-
HUA. PeanuaoBaHHble ynydweHUa cnegyet conocTaBnATb C MPOrHO3UPYEMbIMA YYHLWEHUAMU ANA OLEeHKN
pe3ynbTaTUBHOCTU U3MEHEHWA.
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MpumeuyaHune 1— TpeboBaHus K yny4weHWIO YCNYr MOTyT MHALMUPOBATLCA BCEMU Npoueccamu. MNpoeanae-
pam ycnyr Heo6xoauMo NooLWPSATE CBOI NEPCOHAN N 3aKa34MKOB 3a NPeAnoXeHNs NO COBEPLUEHCTBOBAHMIO YCNYT.

NMpumeuyaHune 2— 310 MOXET BblTb ZOCTUTHYTO 3a CHET UCMONb3OBAHWSA ONPeaerieHHbIX CXEM nogayn npea-
NOXEHUN, KPYXXKOB Ka4eCcTBa, rpynn nonb3oBaTteneit n NPoBeaeHns COBMECTHLIX COBELLAHWIA.

Heobxoaumo, utobbl 3agaHusi MO COBEPLUEHCTBOBAHWUIO YCYr Obinv M3MepuMbl, CBA3aHbLI C LensMn
nenoBoi cpepbl U 3apnKCUpoBaHbI B NIIAHe.

Heobxoaumo Takcke, UTobbl yrlydllueHWe yCnyr COnpoBOXAanNoch akTUBHLIM MEHEDKMEHTOM, a 4OCTUXKe-
HWSA NOCTOSIHHO KOHTPONMPOBANUCH U CONOCTaBAANUCH C COrNacoBaHHLIMU LIENAMMN.

5 nﬂaHMpOBaHMe n peanun3auua HOBbIX U USMEHEeHHbIX ycnyr

Llenb: MapaHTupoBaTh, 4TO HOBBIE YCYM U U3MEHEHUA B ycnyrax byayT npegocTaBnAaTbCA U ynpasnaTb-
Cs1 B COOTBETCTBUN C COrNacoBaHHbLIMU 3aTpaTamMun U KAYeCTBOM.
5.1 Bonpochbl gns paccMoTpeHUus
Mpu NnaHMpOBaHUN HOBLIX UMM U3MEHEHHBIX YCIYT crieayeT y4uTbiBaTb He0BX0AMMOCTL NepecMoTpa:
a) OLIKETOB;
) obecneyeHHOCTU NepcoHanoM;
) CYLLecCTBYIOLUX YPOBHEN YCNyT;
) cornalueHui o6 ypoBHSX yCryr u Apyrnx sagaHuin unu o6asaTenbCcTs No ycnyram;
) CYLLeCTBYIOLIMX NPOLECCOB MeHeAXKMeHTa yChyr, npoueayp U A0KYMeHTauuu;
f) obnacTu NpUMeHeHNsn MeHeKMEHTa YCyr, BKNOYan peanu3auunio NpoLeccoB MeHeHKMeHTa yCnyr,
paHee He BXOAMBLUMX B 3Ty o6acTb.
5.2 3anucu 06 uUaMeHeHusx
Bce n3meHeHus B ycnyrax cnegyet oTpaxaTb B 3anMcaxX MeHeAXKMeHTa U3MeHeHWIA.
OHu BKNIOYAIOT NriaHbl NO:
a) Harmy (nepenogroToBKe) nepcoHana;
b) M3MeHeHUIo MecTopacnonoXeHus;
C) MoAroToBKe Nonb3oBaTeneu;
d) obecneueHuo obmeHa nHdopmavmen 06 nsmeHeHUsIX;
€) N3MeHeHMUIo NapameTpoB NOAAEPKUBAEMbIX TEXHOMNOMNIA;
f) oduumnansHOMY NpekpalleHuio npeJocTaBneHUs YCyr.

b
c
d
e

6 lMpoueccbl npeagocTaBneHus ycnyr

6.1 MeHepoXMeHT ypoBHsA ycnyr

Llenb: OnpeaenaTtsb, cornacosbiBaTth, PErucTpMpoBaTh U YNpaBsATb YPOBHEM YCNYT.

6.1.1 Karanorycnyr

B katanor ycnyr cneayet BknovaTth Bee yeryri. Ha katanor yenyr MOXHO cCbinaTbCa B cornalieHuax o
ypoBHe ycnyr. Ero cneayeT Taike UCNonb3oBaTh A5l XPaHEHUS CBEAEHUIN, USMEHYUBLIX NO OTHOLLEHUIO K CBe-
OEeHUsIM, codep>KalMMCca B CornalleHnsix ob ypoBHe ycnyr.

KaTanor ycnyr Heo6xoaumo noaaepXxveaTh B akTyarisHOM COCTOSIHAM.

MpumeyaHune— Katanor ycnyr MOXeT coaepxaTb 06w yo uHdopMaumio, Takyo Kak:

a) HaumeHoBaHue ycnyru;

b) 3apaHHble 3Ha4eHWA napameTpoB yCnyr, HanpuMep BpeMsi peakumv Ha obpalleHne NoNbL3oBaTesst UNn Bpemsl,
Heo6xo0auMoe Ansi NoAKNIoYEHUA NPUHTEPa, BpeMsi BO306HOBNEHWS NPEAOCTaBNEeHUs yCNyry Noce Cepbe3Horo 0Tkasa;

C) KOHTakTHasi uHpopmaums;

d) uHTepBarnbl BpeMeHn NpeaoCcTaBneHns v nepepbiBbl B NPEAOCTABNEHUN YCITYTH;

€) OoroBopeHHocTU No o6ecneveHnio 6e3onacHoCcTU.

KaTtanor ycnyr sBnaeTcs kniovesbiM 40KYMEHTOM A1 hukcaLmm B HeM oXXngaHuin 3akazumka. OH AoMmKeH
6bITb Nerko AOCTYMHBIM ANA WAPOKOTro UCMONb30BaHWUs KaK 3akaszyuMkamu, Tak U nepcoHasiom, obecneymsato-
LLIMM NpeJocTaBneHure yCnyr.

6.1.2 CornaweHus o6 ypoBHe ycnyr

Yenyry cneayeT oduumansHo 3acukeupoBath B cornatueHnm ob yposHe yenyr. CornaiieHue AofHkHO
6bITb NOANMCAHO MOMHOMOYHBIMU MPeACTaBUTENSMU 3aKa3uuka U nposaiaepa ycnyr. CornatueHue o6 yposHe
ycnyr cnegyeT paccMaTpuBaTh B Ka4eCcTBe MHCTPYMEHTa A1 UBMEHEHWUSA Kak MeHeAXKMeHTa, Tak U ycnyr, KoTo-
pble B HEM OnucaHbl.
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CopaepxaHue, CTPYKTYpY U 3HaYeHUA NapameTpoB YCNYT, yKasbiBaeMble B cornalleHun o6 ypoBHe ycnyr,
cneayeT onpeaensTb Mcxods U3 noTpe6HoCTel AenoBoi AeATeNbHOCTU 3aKkasunka 1 ero GlomkeTta. KoHkpert-
Hble 3Ha4YeHUs NapaMeTPOoB YCNYT, MO OTHOLLIEHUIO K KOTOpbIM ByaeT oLeHeHa npeaocTaBneHHas ycnyra, cne-
[yeT ycTaHaB/IMBATb UCXOASA U3 BUIeHUS 3aKasumka.

B cornauueHune o6 ypoBHe yCrnyr crieflyeT BKNoYaTh TOMLKO Te 3Ha4YeHUs napaMeTpoB YCNyr, KoTopble
OTHOCATCA K HanGoree BaxXHLIM acneKkTam ycriyr.

MpumeuvaHune 1 — Cnuwkom Gonblioe KONMHYECTBO 3af@HHbIX 3HA4YEHWI NapamMeTpoB YCIyr MOXET Bbi3BaTb
MyTaHuuy v NPUBECTU K YpE3MEPHBIM HAKNaAHbLIM pacxofam.

B MuHumansHoe cofepXaHue cornalueHns o6 yposHe ycnyr, a Takke B CBefieHUsl, Ha KOTopble MOoryT
6bITb cAenaHbl CChIIKU U3 CornalleHus, crieqyeT BKIoYUTb:

a) KpaTkoe onucaHue ycnyru;

b) cpok aeicTBus 1 (UNn) MexaHnsM ynpasneHUa UsmMeHeHUSIMA B corfnalleHun o6 ypoBHe yCnyr;

€) noapobHOCTU yCTaHOBMEHUS MOSTHOMOYWIA

d) KpaTkoe onucaHue cBA3en, BKovas HeoBXoANMYH0 OTYETHOCTD;

e) AeTasibHYo KOHTaKTHY0 MH(opMaLLMIo O NULax, YNoSTHOMOYEHHBIX AeACTBOBAaTb B KPUTUYECKUX CUTY-
aumsx, ydacTBoBarThb B pelleHUm npobnem u ycTpaHeHu nocneacTBUA MHUMAEHTOB, BOCCTaHOBUTENbHBIX UK
obwmx paboTtax;

f) wackl npepocTaBneHus ycnyru (Hanpumep, ¢ 09:00 ao 17:00), AHK, koraa ycnyra HeAoCTynHa (Hanpu-
Mep, BbIXOAHbIE, NpasAHUKK), KpUTUYECcKUe Neproabl ANs AenoBoN AeATENbHOCTU U HAXOAALLMECH BHE BpeMe-
HW NpeJoCTaBNeHUs YCIyTu;

g) 3annaHupoBaHHbIE U COrNacoBaHHbIE NepepbiBbl B NPEAOCTaBNEHUA YCNYTH, BKMOYAA ONOBELLEHUA O
NpeacTosALWMUX NepepbiBax U UX KONMYECTBE 3a onpeaeneHHbI neproa BpemMeHu;

h) o06s3aHHOCTM 3aka34vMKa, HanpuMep no Bonpocam obecneveHns 6e3onacHoOCTU;

i) oTBETCTBEHHOCTb U 0Bs3aTenbLCTBa NpoBangepa ycnyr, Hanpumep no obecneveHnto 6e3onacHoCcTH;

j) pyKkoBoasLMe ykazaHWs Mo BO3AEUCTBUAM U NpUopuTeTam;

k) npouecc npuBreYeHns AONOMHUTENBLHLIX CUN U CPeacTB! U Npouecc onoBeLLeHUs;

I) npoueaypa BeICTaBNEeHNA NPEeTEH3UN;

m) LeneBble 3HaYeHUs napamMeTpoB YCAyr;

n) npegernbHble 3HAYEHUs (BEPXHUE U HUXKHUE) paboyeit Harpysku, HanpuMep cnocoBHOCTL yenyru noa-
AepXnBaTb CorracoBaHHOe KOMMYeCcTBO Mosib3oBaTersieit, cornacoBaHHble 06bembl paboT, NpoussoanTeNnb-
HOCTb CUCTEMBI;

0) noapobHocTn hMHAHCOBOro MeHeKMEHTa BLICOKOrO YPOBHSI, HarnpuMep npasunia onnaTbl CHETOB;

p) AeiCTBUSA, KOTOpble HeobxoAMMO NPeANpPUHATH B Criyyae npepbiBaHWUs NpeaocTaBneHns yenyru;

g) BcriomoraTenbHble NpoLeaypbl;

r) rnoccapuii TEPMUHOB;

s) noadepxvisatoLLime N CBA3AHHBIE C HUMM YCIYTU;

t) niobBble NCKloYeHNs B YCIOBUSIX (CpoKax), ykadaHHbIX B cornatieHnm o6 ypoBHe ycnyr.

MpumevyaHune 2—B comawennn 06 ypoBHe ycnyr MOTyT NPUBOAUTLCS CChINKU HA NEpeMeHHYI0 nHdopma-
LIMIO UK uHbopmaLuio, obLyto AnNs MHOTMX COMaLLeHWiA (Takyto, Kak Nnogpo6HOCTU 0 KOHTAKTaXx), He OKa3biBaKOLLYIO BIUSI-
HVS Ha Ka4eCTBO NPOLUECCOB MEHEAXKMEHTA YPOBHS1 YCITYT 40 TEX Mop, NOKa COOTBETCTBYIOWME CChINOUHbIE JOKYMEHTbI Ha-
XOAATCA NoA ynpasneHnem nNpoLecca MeHeDKMEHTa UBMEHEHWIA.

NMpumeyvaHune 3— O6bluHO B cormalLeHUsIX 06 YPOBHE YCINyT AENaloTCA CCbINKU Ha CBEAEHNs, cofepKalumecst
B NnaHe o6ecneveHns HeNPepLIBHOCTY YCNYT, a Takke Ha nogpobHOCTU yueTa 3aTpar u hopmmuposaHus blogxera.

MpumeyvaHune 4 —Inoccapuit TEPMUHOB, KaK NPaBUIo, NOAAEPKNBAETCA LEHTPANM30BaHHO U SIBMSIETCS1 06-
MM AN BCEX AOKYMEHTOB, BKNIOHasi Karanor ycnyr.

6.1.3 Mpouecc MeHeAXMEHTa YPOBHS ycnyr

3HaunTenbHble U3MEeHEeHUs B AeroBoi cdepe (Hanpumep, BCrneacTene BbICTPOro pa3BuTUs, peopraHu-
3aLMm1 UK CANAHUIA, U3MEeHEeHWA B TpeboBaHMWAX 3aka3uMKoB) MOTYT MPUBECTU K HEOOXOAUMOCTMU KOPPEKTUPOB-
KU YPOBHA YCNyr UNK Aaxe K BpeMeHHOW NpuocTaHoBKe UX npegoctasneHus. Heobxoaumo, 4tobbl npouecc
MeHe[pKMeHTa ypoBHA ycnyr 6bin 6bl gocTaToyHOo MOKUM ANns aganTauum K 3TUM nsmeHeHusim. MNpouecc
MeHe[PKMeHTa YpOoBHA yCnyr criefyeT opraHusoBaTb TakuMm obpasoM, 4Tobbl BHUMaHWe nposaiaepa ycnyr
6bI110 cocpejOTOYEHO Ha YAOBMNETBOPEHUM MOTPebHOCTe 3aKkasynka Ha BCEM MPOTSXKEHUN NNTaHUPOBaHUS,
peanusaunn n Tekywwero MeHepkMeHTa npeAocTaBneHWs yCryr.

1 .
B opurunane — escalation (mpum. nepesodyuka).
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[1nsa noHUMaHua MoTUBOB U Tpe6oBaHuUiM B chepe AenoBoit AeATeNbHOCTM 3aKas4yumKka nposangepy ycnyr
cnefyeT NpeoCTaBUTb AOCTYN K COOTBETCTBYIOLWEN NHopmaLmn.

Mpouecc MeHekKMeHTa YPOBHS YCNyr crieAyeT OpraHn3oBaTh Takum 0bpa3oM, 4Tobbl OH MOT KOOPANHU-
poBaTh W yNpaBnsTb KOMIOHEHTaMU, OKa3biBaloWMMN HanbonbLuee BMSAHWE Ha YPOBHU YCIYT, YTO BKNOYaeT:

a) cornaweHue no TpeboBaHUAM K ycryram 1 o)XxmaaeMblM XapakTepucTukam paboyein Harpyskun B npo-
Liecce NpefocTaBneHns ycnyr;

b) cornaweHue no uenesbIM 3Ha4EHUAM NAapaMeTPOB YCIyT;

C) M3MepeHMUs N OTHETHOCTb O haKTUHECKN AOCTUIHYTBIX YPOBHSIX YCIyr U pabounx Harpyskax, a Takke
npegocTasneHne obbSICHEHUI, eCnKn cornacoBaHHble 3aaaHusl No napamMeTpaM ycrnyr okasanuicb He BbInor-
HEHHbIMU (CM. 6.2);

d) MHULMALMIO KOPPEKTUPYIOLWNX AEUCTBUN;

€) ucxofHble AaHHbIe ANA NnaHa COBEPLUEHCTBOBAHUS YCYT.

Mpouecc cneayeT opraHu3oBaTb TakuM 06pa3oM, 4ToObl OH CTUMYNMPOBan Kak NpoBaiaepa ycnyr, Tak u
3aKasuuka pasBuBaTb AENCTBEHHbIE OTHOLIEHWUA, rapaHTUPYOLLEe COBMECTHYIO OTBETCTBEHHOCTL 3a Npeao-
cTaBrisieMble yCryru.

YA0BNEeTBOPEHHOCTb 3aKa34ynKa ABNAETCA BaXXHOW YacTbio MeHeDKMeHTa YPOBHS YCIyr, HO ee cnegyeT
paccmaTpuBaTh Kak CyObeKTUBHYHO OLEeHKY, TorAa Kak 3agaHus no napameTpam yCryr, BKIloYeHHbIe B corna-
weHusi o6 ypoBHe ycnyr, cnegyeT conpoBoXaaTb 06beKkTUBHLIMU U3MepeHuaMu. MNpouecc MeHedKMeHTa
YPOBHS ycnyr Heo6XoAMMO TECHO CBA3bIBATbL C OTHOLLEHUSAMU B AeN0BOM cchepe 1 npoLeccamn MeHePKMeHTa
MOCTaBLLMKOB.

6.1.4 CornaweHus o noanepxuBaloLWmx ycnyrax

CogepxaHue nogaepXusaroLwnx yCnyr, oT KOTOPbIX 3aBUCUT NpeocTaBlieHne yCiyr 3akasunky, cnegyet
[OKYMEHTUpOBaTb U COrnacoBbiBaTb CO BCEMU NocTasLMkamu. 3To TpeboBaHue pacnpocTpaHsaeTcs Takke Ha
AeATernNbHOCTb BHYTPEHHUX rpynn coTpyAHUKOB NpoBainaepa ycnyr, obecneunsaowmx peanusauuio otaenb-
HbIX KOMMOHEHTOB YCIyr, MPeAoCTaBIAeMbIX 3aKa3unkKy.

6.2 OTyeTHOCTL 06 ycnyrax

Llenb: CoctaBnsTb cornacoBaHHble CBOeBPeMeEHHbIE, JOCTOBEPHbIE N TOUHbIE OTYETHI 06 ycnyrax ans
NPUHATUA 0BOCHOBaHHLIX peLueHni 1 obecneveHns acpekTuBHOro obmeHa nHpopmaumen.

MpuMeYaHwu e — YcnewHas peanqaaums BCex NpoLEeCCOB MEHEIKMEHTA YCIYT 3aBUCHT OT UCMONb30BaHUS UH-
dhopmaLmm, NpeaocTaBnsemol B otyerax o6 ycnyrax.

6.2.1 Monutuka

TpeboBaHnsa KoTYeTHOCTN 06 ycryrax crieyeT cornacoBath 1 4OKYMEHTMPOBAaTb A 3aKa34YMKOB U BHYT-
peHHero pykoBoACTBa.

MOHWUTOPUHT 1 OTHETHOCTL 00 yCnyrax OXBaTbIBaloT BCE M3MEPUMbIE acneKTbl ycnyr, obecrneyvmsas npo-
BeJleHNe KaK TeKyLLero, Tak 1 peTpocrnekTUBHOro aHan1sa.

Mpy Hanu4Mn CNOXHOM opraHW3aLlny NpegoCTaBNEHNUS YCnyrn, BKtoYatowwei 6onbLuoe YMCno nocTas-
LL{MKOB, FOMNIOBHBIX MOCTABLLMKOB U X MOSPAAYMKOB, B oT4eTax 06 ycnyrax cnegyeT oTpaxaTb B3aMMOOTHOLLe-
HWA Mexay Humn. Hanpumep, ronoBHOMY NocTaBLmKy He0BX0AMMO OTUMTLIBATLCA MO NPeJoCTaBSEMOR UM
ycnyre B LIeNOM, BKItoYas ycryri ero nogpsaavmkos, MeHeJXKMEHT KOTOPbIX OHW OCYLLIECTBAAIOT Kak YacTb yCry-
1, NpeocTaBnse Mo 3aKas4vmky.

6.2.2 HasHauyeHMe U KOHTPONb Ka4yecTBa No OTYETHOCTU 06 ycnyrax

OT4eTbl 06 ycnyrax 4omKHbl 6bITb CBOEBPEMEHHBIMU, MOHATHLIMU, JOCTOBEPHBIMU U KPATKUMMU.

Heobxoammo, 4To6bl OHW COOTBETCTBOBAM NOTPEGHOCTAM NonyvaTenein n cogepxanu ToUHy Hdgop-
MaLMIo, UCMOMb3YEeMYIO NMPU NPUHATUN PEeLUEHNIA.

OTueTbl cneayeT NpeacTaBnATb B TAKOM BUAE, YTOOLI OHW BbINM MOHATHBIMW U NErKO BOCNPUHUMAaEMbIMUA,
Harnpumep, 3a cHET UCNOSb3OBaHUA AUarpaMmm.

CnenyeT co3gaBaTth HECKOIbKO TUMOB OTYETOB:

a) oTYeThl, cogepXallne peakuuio Ha Kakne-nmbo yxe criyumsLUnecs CODbITUS;

b) oTyeThl, B KOTOPLIX M3NaraoTcs 3abnaroBpeMeHHble NpeaynpexaeHns o BaXHbIX COBbITUAX, MO3BO-
nsawowme, Takum obpasom, NPUHATL NPEBEHTUBHEIE Mepbl (HanpuMep oT4eThbl 06 yrpoXatoLmx npocyeTax B
CornaweHusix o6 ypoBHe ycnyr);

C) OT4eThl, NpeaycMOTPEHHbIe NepCnekTUBHLIMI NflaHaMu 1 rpadunkammn 1 cogepxaline ceegeHuns o
3annaHupoBaHHON AeATeNbHOCTH.

6.2.3 OtueTbl 06 ycnyrax

MpoBaiaepy ycnyr cnegyeTt COCTaBNATb OTUYETHI AN 3aKa3UMKOB U PYKOBOACTBA, BKIOUatoLme:

a) dakTmveckue sHauyeHUsA napameTpoB yCryr B CPaBHEHWM C LieneBbIMU 3Ha4YEeHUSIMU, Hanpumep oTye-
Thbl O MepepbIBax B NpeAoCcTaBleHUN YCnyr, 0 AOCTUMHYTBIX MONOXNTENbHBIX pesynbTaTax;
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b) nHdopmaLmnio 0 HECOOTBETCTBUSIX CTaHAapTaM;

C) XapaKTepuUCTUKM paBodeil Harpy3ku u HopmMaLmio 06 06 beMHbIX NokasaTensix, HanpuMep o6 MHLK-
AeHTax, npobnemax, USMeHeHUsIX U 3aaadax, knaccudukaumm, pasmeLLleHn, Ce30HHbIX TeHAEHLMSIX, coveTa-
HUSIX NPUOPUTETOB, O KONMYECTBE 06paLLEeHNIA 32 MOMOLLbLO;

d) nHdopmaumio 06 aKkcnnyaTaUMOHHBIX XapaKTeprcTukax, cneayrowmx 3a 3HaunTenbHbIMU CobbITUSI-
MU, HanpuMep nocne NPoBeAEHNUs UBMEHEHWIA U PEMU3OB;

€) UHdopMaLnio O TeHOeHUMSIX 3a onpeaeneHHblid nepuos BpeMeHu (HarnpuMmep 3a AeHb, Heaento,
mecsL);

f) oTuyeThbl, BKMHOHAKOLLME MHOPMALMIO OT KaxkAoro npolecca, HanpuMep KONMYecTBO UHLIMAEHTOB U
HanBonee YacTo 3agaBaemble BOMPOChl, HeHaaeXHble KOMMOHEHTbI MHPACTPYKTYPLI, pecypchl (CTOMMOCTb)
Hanbonee 4acTo pellaeMbixX 3a4ay;

g) OTYeTbl, OTpaxatoLLe MPOrHo3NpYyeMyHo 1 3arnnaHMpoBaHHy pabouyo Harpyaky.

6.3 MeHeAXXMeEHT 4OCTYMHOCTU U HENPEPLIBHOCTU YCNyT

Llenk: MapaHTUpoBaTh BLINOMHEHWE COrMacoBaHHbIX 0653aTeNbCTB Mo AOCTYNHOCTU U HEMpepbIBHOCTY
ycnyr npu ntobbix 06CTOATENLCTBAX.

MpumeyaHune— CepbeaHble 0OTKa3bl B NPeAOCTABNEHNN YCIYT UMW YPE3BbIYaiHble MPONCLLECTBUS MOTYT NPo-
WCXOAUTL MO MHOMMM MPWYMHAM, B TOM YUCHIE, N3-38 OTMEHbI NPEAOCTaBIEHUs YCNYT, aTaK 3M0yMbILLINEHHUKOB, CEPbE3HbIX
NOPaXeHUN KOMMBIOTEPHBIMU BUPYCaMM, MPOHMKHOBEHWUI B 3aKpbIThle Arsi JOCTyNa MOMELEHUsT UMW U3-33 CTUXUMHBIX
GeacTeui.

6.3.1 O6LmMe nonoxeHus

TpeboBaHWs K HENPEPLIBHOCTW U OOCTYMHOCTX YCNYr creayeT onpeaensTs Ha OCHOBE NPUOPUTETOB B
AenoBoi cdepe, cornawueHnin o6 ypoBHAX YCIyr U oLeHeHHbIX puckoB. MpoBaingepy ycnyr Heobxoaumo noa-
AepPXnBaTb Haanexallnin ypoBeHb CBOMX BO3MOXKHOCTEN BMECTe € peasibHbIMU NiaHaMuy Ans rapaHTum BeInos-
HeHWsA cornacoBaHHbIX TpeboBaHWi NpK NobbIX 06CTOSATENLCTBAX, HAYMHAst OT 0ObIMHBIX Y BNAOTbL 40 6onblumnx
noTepb B NpeaocTaBneHnA yenyr.

MpoBaigepy ycnyr cnegyeT NnaHWpoBaTb Bo3pacTaHne U ybbiBaHne YUCIIEHHOCTM Nonb3oBaTenen unu
obbeMa gaHHbIX, Noanexallmx XpaHeHuto, oxuaaemele NMkM U NpoBarbl paboyei Harpysku, a Takke nobble
Apyrue Bo3MOXHble M3MeHeHus B Byaywem. B TpeboBaHuns cnegyeT BkMovaTh Npasa 4OCTyNa M BpeMsA peak-
LMW Ha HapYLUEHWS STUX NpaB Tak ke, kak U TpeGoBaHNS AOCTYNHOCTU K KOMMNOHEHTaM CUCTEMBI.

[ns rapaHTuu nogaepkaHusa CornacoBaHHOTO YPOBHA YCAYT MEHEMKMEHT 4OCTYNHOCTU U MEHEMKMEHT
HenpepbIBHOCTUN YCNYr HEOGXOAMMO OCYLLECTBNATL COBMECTHO. OTU TpeboBaHUA AOMKHBI OKasbiBaTb OCHOB-
HOE BNUSIHWE Ha AeNCTBUSA, YCUIUS U PECYPCI, HanpaBeHHbIe Ha A0CTUXEHUE AOCTYNHOCTU YCIyT, noaaepXKu-
BatloLLel UX BbINMOMHEHME.

[Ons rapaHTumn obecneveHuns Tpebyemon 4OCTYNHOCTW B NPOLLECCH MEHeXKMeHTa criedyeT BKIloyaTh Te
311eMeHTbI NpefoCTaBNEeHUs YCITYT, KOTOpbIE HAXOASITCA NoA yNpaBfieHUEM 3aKaszynka Unv Apyrux nposanae-
poB ycnyr.

6.3.2 MOHUTOPMHI 4OCTYNMHOCTU U AeATEeNbLHOCTb NO ee ob6ecnevyeHuio

B pamkax MeHeXXMeHTa AOCTYNHOCTU crieqyerT:

a) OCyLLecTBNATbL MOHUTOPUHT U perncTpaumio AOCTYNHOCTM YCyT;

b) nopaepxuBaTth B aKTyanbHOM COCTOSIHUA PETPOCNEKTUBHBIE AaHHbIE;

C) NpoBOAWUTL comnocTaBrieHue ¢ TpeboBaHUsIMU, onpeaeneHHbIMU B cormalleHnsix o6 ypoBHe ycnyr, ¢
Lenblo BbIIBMEHUA UX HECOOTBETCTBUA C COrMacoBaHHbIMU LieNeBbiIMUA 3HAYEHUsIMUA NapameTpoB AOCTYM-
HOCTMU;

d) ocylecTBNATbL JOKYMEHTUPOBAHWE U aHaN3 HECOOTBETCTBUM;

€) NporHo3upoBaTb HapyLUEeHUs 4OCTYMHOCTH;

f) No BO3MOXHOCTK, NPOrHO3NPOBaTbL BO3HUKHOBEHME NpobremM u npeanpuHUMaTh eNcTBus, npeay-
npexaarowme Ux nosasneHue.

Cnepyert rapaHTUpoBaTb Takke AOCTYNMHOCTb BCEX KOMMOHEHTOB YCIyru, obecneymBaTb peructpauuio 1
BbINOMHEHNE KOPPEKTUPYIOLLINX ACACTBUNA.

6.3.3 CtpaTerus HenpepbIBHOCTU yCnyr

MpoBaiaepy ycnyr crnegyeT paspaboTaTb M NoAAepKMBaTh B akTyarlbHOM COCTOSIHUM CTpaTeruto, onpe-
Aenstouyio obLwnii noaxon K BeINOMHEHUIO 06513aTeNbLCTB MO HENPepbIBHOCTY yenyr. OHa AoMmKHa BKIoYaTh B
ceba oLeHKY PUCKOB U YYUTLIBATb COMMacoBaHHbIe Yackl NPEAOCTaBEHUS YCIYT U NepUoabl, KPUTUYHbIE AN
Aenoso AeaTtenbHocTU. MpoBanaepy ycnyr cnegyeT cornacoBatb A5l KKAOW rpynbl 3aKa3vyuKoB U KaXaon
ycnyru:

a) MakcumarbHO AOMYyCTUMYHO NMPOACIKUTENBHOCTb He3annaHUPOBAHHOTO NpeKkpalleHnst NpeaocTas-
NeHus yenyru;
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b) makcumanbHoO 4ONYCTUMYIO NPOACTKUTENBHOCTL CHUKEHUS KauecTBa NpeAoCTaBNsIeMon YCnyru;

C) npuemMneMble YPOBHWN CHXKEHUsI KayecTBa NPeaocTaBnAeMomn YCyru BO Bpems €€ BOCCTaHOBNEHUS.

CTpaTeruio HenpepbIBHOCTM YCNYT crieayeT nepecMaTpuBaTh Yepes corflacoBaHHble UHTepBasbl Bpeme-
HW, HO He pexxe 0QHOTO pasa B rog.

ITiobble nsMeHeHUs1 B cTpaTernm HeobxoanMo cornacosbiBaTb oduLMansHo.

6.3.4 MNnaHupoBaHue U TecTUpOBaHUE HeNpepPbIBHOCTU yCNyr

Mposanaepy ycnyr cnegyeT rapaHTUpoBaTh, YTO:

a) B nnaHax obecnevyeHna HeNPepLIBHOCTU YCNYT YYUTHIBAETCS 3aBUCUMOCTb MEXAy YCnyramun u cuc-
TEMHBIMW KOMMOHEHTaMW;

b) nnaHbl obecneyeHns HenpepbIBHOCTA YCAYT U Apyriue AOKYMeHTbI, HeoGxoauMble Ana obecneyeHns
HenpepbIBHOCTU YCYT, 3aperucTpupoBaHbl U NoAAePXKUBAIOTCSA B aKTyanbHOM COCTOSIHUK;

C) OTBETCTBEHHOCTb 3a WHUUMALMIO NMAHOB 4YeTKO onpedeneHa, U B MNfaHax KOHKpeTu3uMpoBaHa
OTBETCTBEHHOCTb 3a BbINOfIHEHWE AEUCTBUI NO AOCTUXKEHUIO KaXaoln Lenu obecneyeHUs HenpepbIBHOCTU
ycnyr;

d) pesepBHble KONUK AaHHLIX, AOKYMEHTHI U NPOrpaMMHble CpeacTBa, a Takke noboe obopyaoBaHue u
nepcoHarn, HeobxoauMble A4NA BOCCTaHOBNEHUs ycnyr, 6yayT roToBbl He3aMeanMTeNbHO, NOCne TOro Kak npou-
30LLEeN cepbe3HbIi CBOoit UK BO3HUKNA Ype3BbIvaiHasa CUTyauus;

e) no KpaiHein Mepe ogHa KOMUA KaXXAOro AOKYMeHTa No o6ecnevyeHnto HenpepbIBHOCTU YCITyT XpaHUTCA
1 NOAAEPXKUBAETCSA B aKTyanbHOM COCTOAHUN B 3alUULLIEHHOM MecTe Ha 6e30nacHOM paccTosiHAN BMeCTe ¢
obopyaoBaHneM, HeoBXxoAMMbIM ANA ee UCNONb30BaHUS;

f) nepcoHan noHuMaeT cBoOK Ponb B UHULMALMN U (MNK) BLINOSIHEHWN NAAHOB 1 UMeeT BO3MOXHOCTb
MOMy4YnUTb 4OCTYN K AOKYMEHTaM no obecneveHnio HenpepbIBHOCTU YCNYT.

MnaHbl obecrnevyeHns HeNPepbIBHOCTU yCnyr U Apyrue AOKYMEHTbl, UMetoLLne OTHOLLEHWe K niiaHam
(Hanpumep, KOHTpaKTbl), crneayeT CBA3bIBaTb C NPOLECCOM MeHeMKMEeHTa WU3MEHEHWA W MpPoLEeccoMm
MeHe)XMeHTa KOHTPaKTOB.

MnaHbl obecneveHns HenNpepbIBHOCTU YCAYr U Apyrue COOTBETCTBYIOLWNE AOKYMEHThI criegyeT OLeHuU-
BaTb OTHOCUTENbHO UX BAUAHWUA Ha ByaylumMe U3MeHeHUs B CUCTEME U ycnyrax Npexae, Yem CyleCcTBEHHbIe
HOBbIE WX JOMOSHUTENbHbIE TpeboBaHUA 3akasunka byayT NPUHATLI.

TecTnpoBaHue HenpepbIBHOCTU NPEAOCTaBNEHNA yCNyr cneayeT NPoBoOAUTb C NepUoANYHOCTbIO, AoCTa-
TOYHOM ANA NOSyYeHUs yBePEeHHOCTU B TOM, YTO NnaHbl obecnevyeHns HenpepbiBHOCTU yCnyr achcdekTUBHLI U
OCTaHYTCH TaKOBbIMW MNP U3MEHEeHWN cCUCTEeM, NMPOoLEeCccoB, NepcoHana u noTpebHocTen aenoson cdepobl.
3akasuuKy v nposangepy ycnyr crnegyeT npoBOAUTL TECTUPOBaHWE COBMECTHO, 6a3npyAch Ha CornacoBaHHOM
Habope Lenei. OTkasbl, BO3HUKLIME NPU NPOBEAEHUM TECTUPOBAaHUS, crieayeT AOKYMEHTUPOBATb U aHANU3U-
poBaTh A8 BKITIOYEHWNS COOTBETCTBYOLMX MEPONPUATUAIA B NI1aH COBEPLUEHCTBOBAHWA YCNYT.

6.4 dopmupoBaHue GropkeTa U yyeT 3aTpaT Haycnyru UT

Llenb: ®opmupoBath SlogxeT 1 BeCTU y4eT 3aTpaT Ha obecneyeHune ycnyr.

6.4.1 O6wwune nonoxeHus

HacTosiwmin nogpasgen oxsaTtbiBaeT BoNpockl hopMmnpoBaHus BlogkeTa U yueTa 3aTpar Ha npeaocTas-
nexue ycnyr UT. Ha npakTuke MHorne nposangepsl ycryr cTankMBaloTcsl C BbICTABIEeHUEM CHETOB 3a Takue
ycnyru. OgHako, MocKorbKy BbICTaBMeHWe CHeTOB SBMSIeTC AOMONHUTENbHON 1 cneuududeckoin aearenb-
HOCTbIO, OHO HEe BNUCbIBAETCS B paMku HacTosiLero ctaHaapTa. Mposaingepam ycnyr pekomeHayeTcs MCNosb-
30BaTb MEXaHW3Mbl BbICTABIIEHUSA CHETOB, MOSTHOCTLIO ONpeerieHHbIe U MOHATHLIE BCEM CTOPOHaM.

OTBeTCTBEHHOCTL 3a MHOrMe (PMHAHCOBbIE PELLeHNA HaxXoaUTCS BHe cdhepbl MeHepKMEHTa yeryr, a Tpe-
6oBaHuA K NpegocTaBneHuio UHaHCOBON MHdopMaLmm (B kakoih hopMe 1 ¢ Kakoin 4acToTon) MoryT GbiTb Npo-
OWKTOBaHbl M3BHe. HasHauyeHne gaHHOrO nogpasgena 3ak/ouaeTcss B COCPeaoTOYeHWUM BHUMaHUS Ha
npakTukax, crnegoBaHue KOTOPbIM He0BXo4MMOo Aris BeiNonHeHWs TpeboBaHWi HacToswero ctaHaapTa. OgHa-
KO B pacyeT cnegyeT nNpuHuMaTh 1 6onee wnpokne TpeboBaHWs, Tak kak oHM ByayT okasblBaTb BNMsSIHUE Ha
HeKoTopble NoNMTHKM U NpoLedypbl. Bce ncnonbayeMble NpakTuki y4deTa 3aTpaT Ha npedocTaBnsiemMble yCryri
HeobxoAMMO cornacoBbiBaTh ¢ 6onee 06LLMMU NpakTUkaMu ByXranTepcKkoro yueTa opraHusauum nposanaepa
ycnyr.

6.4.2 NonuTtuka

MpoBaiaepy ycnyr cnegyeT pyKoBOACTBOBATLCS NOMUTUKON (hMHAHCOBOTO MeHeaxmMeHTa yenyr. Monu-
TUKa JOSTIKHa onpedensiTb Lenu, 4OCTUKMMbIE C MOMOLLLIO (hopMUpoBaHNsA BlogkeTa M yyeTa 3atpar.

B nonuTuke cnegyet oTpasutb noapobHoCTU hopMupoBaHua BroaxeTta v yyeTa 3aTpart, NpyHUMasi Bo
BHUMaHWe:

a) Tunbl 3aTpaT, NnoAnexalumx y4eTy;

b) nocTtartenHoe pacnpegeneHne HaknagHbIX PAcXo4oB, Hanpumep eanHas TapudHas cTaeka, dukeu-
POBaHHBIA NPOLEHT UM NPOLLEHT, 3aBUCALL A OT BENNYNHBLI NEPEMEHHBIX PACXOA40B 1 Ap.;
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C) cTeneHb AeTanuaauumn AenoBon AeATeNIbHOCTH, HAaNpUMep PacCMOTPEHNE CTPYKTYPHON eAUHULBI KaK
eAMHOro LLenoro Unu pasaeneHHon Ha AenapTaMeHThl, Ui pacnonoXkeHHON B pasHbIX MecTax;

d) pykoBogsLve NpaBuna perynnpoBaHns oTKINOHeHUIA oT GloJKeTa, Hanpumep pasmep OTKIIOHEHUS,
MW KOTOPOM BOMPOC A0MKeH BbiTh BbIHECEH HA PACCMOTPEHWE BLICLLEro PYKOBOACTBA;

€) CBA3M C MEeHe)KMEHTOM YPOBHS YCITyT.

YpoBeHb MHBECTULIMIA B NpoLiecchl hopMrpoBaHns GlofkeTa 1 ydeTa 3aTpaTt HeoBxoaMMo 6asnMpoBaTte
Ha NOTPeBHOCTAX 3aKas4yMKOB, NPOBaNAePOB YCNYr U NOCTaBLUMKOB ¢ HeOBX0AMMON CTEeNEeHbI0 AeTanmsauun,
onpeaeneHHo B NonuTHKe.

MpumedaHwne— MNposangeps ycnyr, paboTtatome B KOMMEPHECKON Cpeae, MOryT UCMbITIBaTb NOTPEBHOCTL B
NPUNOXEHUN 6ONbLUKMX YCUNUIA U BbigeneHnm 6onbLuero BpemeHu Anst PUHaHCOBOTO MeHepkMeHTa. U, Haobopor, Ans npo-
BangepoB YCNyT, y KOTOPbIX MEXaHW3M MaeHTUdMKaLmMM 3aTpaT AOCTaTO4HO NPOCT, (PUHAHCOBLIN MEHEKMEHT MOXET OCy-
WeCTBMNATLCA ropasao npoLue.

dopmnpoBaHue BroKeTa 1 ydeT 3aTpart creayeT BbiNOMHATL BCEM NpoBaiaepam ycnyr, kakumm 6kl pas-
HBIMW HX BbIN NOMUTUKN UX (PUHAHCOBOTO MEHEeHDKMEHTA.

6.4.3 d®opmMupoBaHue GroaKeTa

Mpu popmnpoBarHnmn GrogkeTa HeOBX0AMMO YUNTLIBATL U3MEHEHUST YCIYT, 3anaHNPOBaHHbIE B TeYeHne
6lopkeTHOro nepuoga. CrniegyeT Tailke NaHUPoBaTb MeHeMKMeHT Aeduunta bMHaAHCOBBLIX CPEACTB B TOM
cnydae, korga pacxogbl, NpeaycMoTpeHHble Blo4KeToM, NPeBbILIakoT OCTYMHbIE AEHEXHbIE CPEACTBa.

B pamkax coopmrpoBaHus Glogketa BOSMOXKHO y4UTbIBaTh Takue akTopbl, Kak ce30HHble konebaHus u
BMMsIHNE 3annaHNPOBaHHBIX KPaTKOCPOYHBIX M3MEHEHNIA Ha CTOMMOCTb MPeAoCTaBNsAeMbIX YCSTYr U Ha NOpAA0oK
BbICTaB/IEHWS CHETOB.

MpocnexunBaHune TEKYLLMX 3aTpaT OTHOCUTENTbHO COOTBETCTBYHOLWMX cTaTel 6rogkeTa A0mkHO obecne-
YnBaTb BO3MOXHOCTb 3abnaroBpeMeHHOro npeaynpexaeHns o NogobHbIX OTKIIOHEHUSAX.

CnegyeT opraHusoBaTh NPoLece, yNpasnsowWwnii 3Ha4eHUSIMN OTKITOHEHU OTHOCUTENBHO NapaMeTpoB
6ropKeTa.

dopmnpoBaHune Gogxxeta 1 KOHTPOSb 3aTpaT Heobxodumbl Ana obecneveHUa NNAHNPOBaHUA Npeao-
CTaBNeHUs1 N U3MEHEHMWS YCryr TakuM obpasoM, YTobbl ypoBHM ycnyr mornn 6bl noaaepXneatbca B TeHeHne
BCero roga.

6.4.4 Yyet3atpar

Mpouecchl yyeTa 3aTpaT criegyeT UCNONb30BaTh AN OTCNEXUBaHUS pacX040B Ha CornacoBaHHOM YPOB-
He UX AeTanunsauumn B Te4eHUe cornacoBaHHOro neproaa BpeMeHMU.

PelweHuns no obecneyeHunto ycnyr cnegyeT NpuHMMaTh Ha OCHOBE COMOCTaBIIEHNUS pe3yibTaTUBHOCTU U
Heo6Xx0aMMbIX (PMHAHCOBLIX CPEACTB.

Mopenu 3atpaT gomkHbl 0bnagatb cnocobHOCTLIO AEMOHCTPUPOBaTb 06OCHOBAHHOCTL Pacxo4oB Ha
obecrneyeHune ycnyr.

B dhnHaHcoBbIX 0TYeTax crieqyeT oTpaXaTtb HapyLueHust 6anaHca blogkeTa: HEMOJTHOE UCMONb30BaHue,
npeBbleHne pacxonos (PMHAHCOBBLIX CPEACTB, MPEAYCMOTPEHHBIX BIopKeTOM, U NOKpbITUE BlogpkeTa. PUHaH-
COBbl€ OTYETHI AOIMKHbI 4aBaTb BO3MOXHOCTb ONpeAenunTb 3aTpaThl, KOTOPble HECET OpraHvM3auusi Npy Npeao-
CTaBMEHUW YCIyr Ha NOHWKEHHOM YPOBHE U MpUY NpeKkpaLleHum NpeaocTaBneHus yCriyr.

6.5 MeHeQXXMeHT BO3MOXHOCTEN

Llens: MapaHTupoBaTh HanMuue y nposanaepa ycyr 40CTaTOuHbIX BO3MOXHOCTEN AA YAOBNETBOPEeHNs
TEKYLLUX M cornacoBaHHbIX 6yayLux notpebHocTeln 4enoBo AeATenbLHOCTU 3akas3unka.

TpeboBaHus Kycnyram, npegocTaBnsieMbliM B HAcTosILLee BpeMsl M 0XUaaeMblM B NepcnekTuee, crnegyet
onpeaensiTe B TEpMUHaXx NoTpebHoCTen, OTHOCALLMXCS K cchepe AeNoBO AeATENBHOCTU 3aKa34nKoB.

MporHo3bl pasBuTUA AEMOBON AeATENbHOCTU 3aKa34uMKOB U NpeABapuTesibHble OLeHKU paboyei Harpys-
kv crnegyeT npeobpas3oBaTh B KOHKPETHbIE TpeboBaHUs U AOKYMeHTUpoBaTh. PesynbTaTt oTKNOHEHU OT corna-
COBaHHOW paboyel Harpysku U1 U3MEeHeHWIA B oKpyXaloLlen cpefe AomkeH bbiTb NnpeackasyeM. [laHHble o
TeKyLleM unv npeawecTByYIOLEM UCNOMb30BaHNM KOMIMOHEHTOB U PECYPCOB Ha COOTBETCTBYHOLWEM YPOBHE
cneayeT HakannuesaTb U aHanNM3npoBaThb A8 NOAAEPXKKM 3TOro npouecca.

MeHeaKMeHT BO3MOXHOCTEN crielyeT paccMaTpuBaTh Kak LleHTpanbHbIA npouecc, hoKycupytowwmi Bce
BOMPOCHI, OTHOCSILMECS K IKCTIITyaTaLMOHHbIM XapaKTepUCTUKaM 1 BO3MOXXHOCTSIM NpeaoCTaBeHNs yCnyr.

OT0T npouecc cnegyeT obecneuntb HENOCPeACTBEHHON NOAAEPXKKOW CO3A4aHUSA HOBLIX U U3MEHEHHbIX
ycnyr nocpeAcTBOM yCTaHOBIIEHUS 06beMOB YCNyr 1 UX MOAENMPOBaHUS.

MnaH obecneveHusi BO3MOXHOCTEW, yCTaHaBNMBalOWMIA akTuyeckne pabodne XapakTepucTUku
MHPacTPYKTYpbl OXXuagaeMbix TpeboBaHuiA, cnegyeT paspabaTbiBaTh C HagNeXxawlen NepuoguIHoOCTbIo, Npu-
HMMasA BO BHUMaHWe MHTEHCUBHOCTb U3MEHEHWI B ycnyrax n obbemax ycnyr, a Taioke uHdopmauuio, cogepxa-
LLIytOCS B OTYETAaX MEHEAXXMEHTa U3MEeHeHWUIA, 1 cBeAeHUs 0 AeNOBON AeATENbHOCTU 3aKa34unKOB.
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MnaH cnepyeT paspabaTbiBaTh He pexe o4HOro pasa B rod. Heo6xoaMmo 4oKyMeHTUMPOoBaTh CBeAEeHNsA O
cpeacTBax, 3aTpaveHHbIX Ha BbINONHeHWe TpeboBaHNn AenoBoi cdepsl, 1 NpeanaraTte PeLLEHNUs], rapaHTupy-
foLLMe OCTMKEHWE LiefieBbIX 3HaYeHU MapameTpoB YPOBHEN YCNyr, onpeaeneHHbIX B cornalleHnsix o6 ypos-
He ycnyr.

CneayeT XopoLWo MOHUMaTb TEXHUYECKYIO MHPPACTPYKTYpPY, ee TekylumMe U NPoeKTMpyeMble BO3MOX-
HOCTW.

6.6 MeHeKMeHT 3awuTbl UHdOpMaLUUn

Lenb: 3dhdeKkTMBHO OCyLLECTBATL MEHEIKMEHT 3aLlMThl MHOPMaLIMU B paMKax BCer AesATeNbHOCTH
no ycnyram.

6.6.1 OOLue nonoxeHus

3alumIeHHOCTb nHgopMaLmn SABNSIETCA PesyNbTaToM peanusauum KoMnnekca noauTuk U npoleayp,
paspaboTaHHbIX ANa naeHTudnKayum, yrnpasneHus U 3aluTel HdopMaL MM COBMECTHO ¢ Ntobbim oBopyaoBa-
HMEeM, NCNONb3YEMbIM AN1S €€ XpaHeHuUs, nepegayn n 06paboTku.

MepcoHany nposanaepa ycnyr 1 B NepByo ovepeab cneyuanmctam no sawute uHgpopmauun cnegyet
3HaTb OCHOBHEIE nonoxerna FTOCT P UCO/MIK 17799 «MHdopmaLMoHHas TexHonorusa. MNpakTudeckue npa-
BMMa ynpasneHnsi MHcpopmaunoHHon 6e30MacHOCTLIOY.

6.6.2 UpeHTudukauua n knaccudukauma UHGOPMaLMOHHbLIX aKTUBOB

Mposaiiagepy ycnyr criegyerT:

a) noAaaepXvBaThb BakTyanbHOM COCTOSIHUM MHBEHTapU3aLMOHHbIe AaHHble 06 HpOPMAaLMOHHBIX aKTU-
Bax (Hanpumep, 0 KOMMbloTepax, CPeacTBaxX CBSI3MU, OKpyXatolem obopyaoBaHuM, AOKYMEHTaLUU U ApYroi
nHopmaLmMm), HeobxoaUMbIX AN IpeAoCTaBNeHNs YCyr;

b) knaccuduLmpoBaTh Kaxablil aKTUB B COOTBETCTBUM C €r0 KPUTUHHOCTBIO MO OTHOLLEHUIO K yCryre n
TpebyemMoMy YPOBHIO €70 3allMThl, a Takke HasHayaTb BragernbLa, OTBETCTBEHHOTO 3a obecneueHne 3Toi
3aLnThI;

C) OTBETCTBEHHOCTb 3a 3almTy MH(POPMAaLMOHHBIX aKTUBOB OCTaBWUTb 3a BagenbLamn akTUBOB, XOTA
npu HeobXxoAMMOCTU OHWU MOTYT AenernpoBaTb CBOW MOBCEAHEBHbIE NOMHOMOYUA MEHEeMKMEHTY 3aLUmThI
MHopMaLmK.

6.6.3 lNpakTuyeckan AeATeNnbHOCTb MO OLEHKe PUCKOB, CBA3aHHbIX C 3alUTOU

HeobxoamMmo, 4Tobbl oLeHKa pUCKOB, CBSI3AHHBIX C BO3MOXHBIMU HapyLUEHUAMW 3aLLMUThI:

a) NpoBoAMach Ha COrnacoBaHHbIX UHTepBanax BpeMeHu;

b) peructpuposanacs;

C) conpoBoXaanack B npouecce N3MeHeHnn (M3MeHeHUn B NoTpebHOCTSAX AenoBol cdepbl, B NpoLec-
cax 1 KoHdUrypaumsx);

d) cnocobcTeoBana NOHUMaHWIO TOrO, YTO KOHKPETHO MOXET NOBMUATE Ha YNpasnisaeMyto YCnyry;

e) npegocTtasnana uHdopmauuio ANA NPUHATUA pelleHnin 06 ucnonb3oBaHUN HEOBXOAUMBIX CPEACTB
yrpasneHus.

6.6.4 Pucku, cBsizaHHble ¢ UH(POPMALMOHHLIMU aKTUBAMMU

Pucku, ceazaHHble ¢ MHDOPMaLMOHHBIMWU akTUBaMu, crieflyeT OLeHUBATb C y4eTOM:

a) ux npupogbl (Hanpumep, cbo MporpamMmmHbIX CPeAcTB, OLINMOKM (hyHKUMOHUPOBAHWA, 0TKa3 cpeacTB
CBSA3N);

b) npaesgonogobus;

C) NOTeHLUManbHOro BANAHUSA Ha AeNoBYHo cdhepy 3akasquka;

d) HakonneHHOoro onbiTa.

6.6.5 3aluleHHOCTb U 40CTYNHOCTb UHhopMaLumn

Mpwu oLeHke prckoB HeobxoanMmo ocoboe BHUMaHWe yaenuTb cneayowmMm Bonpocam:

a) npedoTBpaLleHUo BO3MOXHOCTM PackpbITUs KOHpUAeHLMaNbHOW MHOPMaLIMM CTOPOHaMK, He UMe-
OLLIMMM K HEe JoMycKa;

b) HeTouYHOCTU, HEMOMHOTE UMW HEAOCTOBEPHOCTU (Hanpumep, hanscudnkalnmn) Hpopmauum;

C) HepoCcTynHOCTN WHdOPMauUMM AN UCMoNb3oBaHWs (Hanpumep, U3-3a HapylleHWsl SHeprocHab-
XKeHus);

d) dusmyeckomy NoBpeXAeHWUIO UMK YHUYTOXeHNIo 06opyaoBaHNs, HeobxoauMoro 4nsa npegocTaBne-
HWST yChyr.

CneayeT Tak ke y4ecTb Lenv nonuntrki obecnedeHus 3awmTel nHcopmaummn, Heo6XoaMMOCTb BbINOMHe-
HUA 3adaHHbIX TpeboBaHMIA 3aKas4vumKa no 3almTe (Hanpumep, No YpoBHSAM AOCTYMHOCTU MHpopMaLnm) nycTa-
HOBMEHHbIE 3aKOHOM UMK NpUMeHsieMble perynupyowme TpeboBaHus.

6.6.6 CpeactBaynpaBrneHus

[ononH1TenbHo K ApYrMM cpeacTBam yrnpasieHuns, MprMeHeHne KOTOpbIX MOXeT GbiTb onpaBaaHo, 1 K
coBeTam, coepallnMes B Apyrux pasgenax HacTosiwero ctasaapTa (Hanpumep, B pasaerne o HenpepbiBHOC-
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TW yCnyr), npoBaigepam ycnyr Heo6xoanMmo B Ka4yecTBe XOPOLLE NPaKTUKA MeHePKMeHTa 3aluTbl MHpopma-
LMK NPUMEHATL CneayoLne MeToabl U CpeacTBa yNpaBieHUA:

a) BbICLUEMY PYKOBOACTBY crefyeT onpeaenuTs NOANTUKY Mo 3awwuTe nHpopMaLumm, A0BECTU ee 40 CBe-
AeHnsa nepcoHana 1 3akas4nkos 1 AeNCTBOBaTb, rapaHTUpyA ee acbdekTUBHOE NCNOMHEHME;

b) ponu n oTBeTCTBEHHOCTL B Npouecce MeHeaXMeHTa 3almThl nHdopmauumu crnegyeTt onpeaensts U
HasHa4aTb COOTBETCTBYIOLLUM AOSMKHOCTHBIM NULIaMm;

C) rpynne npeacTtasuTenein pykoBoacTaa (3Ta ponb MoXeT 6bITh 3akpenneHa 3a cTapLiMM OTBETCTBEH-
HbIM BfiagenbLem) Heo6X0AUMO OCYLLECTBNATL MOHUTOPUHT U NOAAEPXKMBATL Pe3yTbTaTUBHOCTL NOMUTUKA MO
sawure nHpopmaumu;

d) nepcoHany, UCNonHALWEMY BaXHbIe ponu no o6ecneyeHnto 3auTbl, HE06X0AMMO NPOXOANTL COOT-
BETCTBYIOLLYIO MOArOTOBKY;

€) Becb nepcoHan gomkeH 6biTb 03HAKOMIIEH C NOMUTMKOM MO 3alumTe UHpopMaLmy;

f) AN oueHKW pUCKOB U peanusauuy ynpasneHUa cnegyet npegycMoTpeTb BO3MOXHOCTb NPUBAEYEHNs!
3KCNepToB;

g) acdbekTnHan paboTta cpeAcTB yNpaBneHUA He AOIPKHA CTaBUTLCA NOA Yrpo3sy npu nposeaeHun
KaKUx-nmubo U3MeHeHui;

h) uHdbopmaumio 06 MHUMAeHTax no 3awmte Heobxoaumo coobliaTb cornacHo npoueaypam MeHed-
XMeHTa UHUMAEHTOB U MHULMUPOBATbL OTBET Ha Hee.

6.6.7 [JOKyMeHTbI U 3anucun

3anucu criegyeT neproandeckd aHanMaMpoBaThb Ans obecneveHua pykoBoacTea CBeASHUAMU:

a) o pe3ynbTaTUBHOCTM NONUTUKA MO 3awuTe UHdopMaLuu;

b) o BbIABNEHUN TeHAEHLUMIN B MHUMAEHTAaX MO 3awmTe uHopmauum;

c) 06 ucxoaHomn NHpopMaLm Ans niaHa coBepLUIEHCTBOBAHUA YCNyT;

d) 06 ynpasneHun Yepes JocTyn K MHdopMaLnmn, akTUBam U cUCTEMaM.

CucteMy MeHeKMeHTa 3awmTel MHOpMauuu cnegyeT obecneunBaTb HageXHbIM AOKYMEHTUpo-
BaHNEM.

7 MNpoueccbl OTHOLEHUN

7.1 O6wue nonoxeHus

Mpouecchl OTHOLIEHWI OnUCkIBaOT ABa B3aUMO3aBUCUMBIX acrnekTa — MeHeQ)KMEHT NOCTaBLUKOB U
MeHePKMeHT AenoBbIX (b13Hec) OTHOWEHWA. HacTosWwmnii cTaHgapT npeaHasHaveH npoBanaepy yenyr, KoTo-
PbIA NOrMYECKU UCMOSNHAET POJib CBASYIOLLEro 3BeHa Mexay NocTasLuMkaMu, MocTasnaoWwnuMmM eMy NPoAyKUMIo
WAN ycryru, 1 3aKaszymKkom, NoyYatoLmMm yenyri.

Kak nocTaBLUMKM, Tak 1 3aKa34uK MOTYT ObITb BHELLHUMU UMW BHYTPEHHUMM MO OTHOLLEHWIO K OpraHu3aLmum
npoBangepa ycnyr. BHeluHWe oTHOLeHUSA HeoBXoanMo hopMarn3oBaTh Yepes KOHTPaKTbl, @ BHYTPEHHWe — C
MOMOLLbIO BHYTPEHHUX NOAKPENIALWMX CornalleHuiA, 4acTo HasbiBaeMblX cornalueHusMmn paboyvero ypoBHs.

Ha pucyHKke 2 npuBeaeHa yrnpoLeHHas cXema onmcaHHbIX Bbille OTHOLLEHWIA

MeHepkMeHT MeHemKMeHT
NocTaBLUMUKOB OTHOLLIEHUIA
B AIENOBOK chepe
Vel Vel
/ \\ / \\
/ \ / \

MocTaBWMK yenyr

\
\

1

} 3axazumk
I
/

e e e

'I
\\ ll
\I Mpoeaigep |
| |

|
/’ \

7 T
\\ / \\ /
\~// \~//

PucyHok 2 — lMpoueccol OTHOWEHWUI
Kak nokasaHo Ha puCyHke 2, nposanaep ycrnyr UCNONHseT CBOIO POsib B LIEMOYKe MOCTaBOK, KaXabIN war B

KOTOPOM NPUBOANT K DONOMHUTENBLHON NONb3e, HAYNHanA C nony4vyeHund ToBapa Unu ycnyru ot nocraswimka n
3aKaH4MBas NpeaocTaBneHueM pacluupeHHoON YCInyru 3akas4uky.
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CnepayeT 3aMeTuTb, YTO B Npejenax aToro pasgena TepMuH «npoBaigep ycnyr» Bceraa ucnofb3yeTcs
Ansi 0603HaYeHns opraHu3aunn, Ha KoTOpyo OPUEHTUPOBaH AaHHbIA AOKYMEHT, He3aBUCUMO OT ee POSiu Unn
MOMOXeHNA B LiernoYke NoCcTaBok B paMkax OnvcaHHOro Bhllle rnpoLecca.

Ha npakTuke B3anMooTHOLLEHMS peaKo BbiBalOT HACTOMNBKO MPOCTLIMU, U, KaK NpaBuUIo, BKIoYaloT B ceba
60/bLLIOE KONMMYECTBO Pa3HOOOPa3HbIX yHaCTHUKOB, UCMOSHSIIOLLMX POSIA NOCTaBLUYMKOB U 3aKa34MKOB U UMeto-
LMX Mexay coboi Kak MpsMble AernoBbIie CBSI3W, TaK U CBA3M Yepes npoBaiaepa ycnyr.

Mpouecchl 0OTHOLIEHWIA 4OIMKHBI FapaHTMPOoBaTh, YTO BCE CTOPOHBI:

a) NOHUMaloT U YAOBMETBOPSIOT NOTPebHOCTU AenoBoi cdephl;

b) moHumatoT cyuecTBytoLLME BOSMOXHOCTU U OrPaHUYEHUST;

C) MoHUMatoT CBOM 0Bsiz3aTeNbCTBa M OTBETCTBEHHOCTb.

Mpouecchl 0THOLIEHU AOMKHbI TAKXKe rapaHTUpoBaTh, YTO YAOBETBOPEHHOCTb 3aKasynka yCcnyr Haxo-
ANTCS Ha JOMKHOM YpOoBHe 1 4To Byayume noTpebHoCTU B AernoBoii cdepe 0bCyaeHbl v MOHATHI.

O6nacTb NpUMeHeHWs1, PO M OTBETCTBEHHOCTbL OTHOLLEHUA AENOBON chepbl U OTHOLLEHWUA MOCTaBLUUKa
crnepyeT onpefennTe KU cornacoBaTh. 3TO AOMKHO BKtouaTh B cebs maeHTudukaumio npasoobnagarenen,
KOHTaKTOB 1 cnocobOB CBSA3M, a Takke YacToTy obMeHa uHopMaumen.

7.2 MeHeaXMeHT OTHOLLEHUI B AenoBon cepe

Llenb: YcTtaHasnmBeaTh 1 nogaepkusaTtb B3auMOBBLIFOAHbIE OTHOLLEHUSI MeXay NpoBaikaepoM 1 3aKasyn-
KOM YClyr, OCHOBaHHble Ha NOHUMaHUK NOTpeBbHOCTeN 3akasyvKka U MoTUBaLWU ero AeNoBon AeaTeNbHOCTU.

7.2.1 PeBusuuycnyr

MpoBaiiaepy ycnyr 1 3akasunky (3akasynkam) cneayet NpoBoANTL PEBU3UI0 NPEAOCTaBIIEMbIX YCNYr He
pexe 0HOro pasa B rof, a Takke 40 1 nocne NpoBefAeHUs 3HaUUTENbHbIX U3MeHeHUN. Takue pesnsvun npeano-
naratoT paccMoTpeHne pabounx XxapakTepUCcTUK OKkasaHus yCryr 3a NpoLLeALunii nepuog BpemeHun, obeyxae-
HUe TeKyLIMX U MNaHupyeMblx noTpebHocTeln B AenoBoi cdepe, hopMupoBaHue NpeanoxeHuin no kakum-nmdo
n3MeHeHUsmM B 06r1acTy pacnpocTpaHeHust yCnyr 1 B cornawleHusix ob yposHe ycnyr. Ha cosewaHnns, nocss-
LeHHble NPOBEAEHMIO TaknX PeBM3niA, MOTyT NpUriallaTbea apyrue npasoobnagarenn, Hanpumep cybnoa-
PAAYMKN, 3aKas4uKuW, rpynnbl Nonb3oBaTernen U NnpoYne npeacTaBuTesibHbIe OpraHbl.

MpoBanaepy ycnyr v 3akasyuky (3akazuvkam) criegyeT Taioke cornacosath npoueaypbl IPOMEXYTOUHBIX
peBU3NiA NpeaocTaBNAeMbIX YCIyr Ans ob6cyxaeHns passutus, 4OCTUXKEHWUIA U NpobnemMHbIX Bonpocos. Cose-
LaHWA cneayeT 3apaHee NNaHMpoBaTh M M3BELLAaTh O HAX COOTBETCTBYIOWMX NpaBoobnagarenen.

MpoBaigepy ycnyr Heo6xoauMo NNaHWMPOBaTb U NPOTOKONMPOBaTh BCe oduunanbHble CoBeLlaHus,
BbIMyCKaTb 3aMm1cu coBeLLaHui 1 cneaosaTh COrnacoBaHHbIM AeNCTBUSIM.

MpoBaiaepam ycnyr criefyeT yCcTaHaBnNMBaTb Takne OTHOLIEHUS CO CBOMMM 3aKasuuMkamMu, YyTobbl oHU
mornn obecrnevnTs 0CBEAOMIIEHHOCTb NPOBaAepoB O NOTPEBHOCTAX AenoBoi cdepbl U O 3HAUUTENbHBIX
N3MEHEHUAX B HUX, MPEAOCTaBIIAsA BO3MOXHOCTb pearuposaTh Ha U3SMeHUBLUMECH NOTPEeBHOCTK.

7.2.2 MNpeTeH3uMn Kycnyram

Mposangepy ycnyr 1 3sakasunky (3akas4ymkam) cnegyeT cornacoBarb oduumnansHyio npoueaypy nogaym
npeTeH3ui (kanob) Takum o6pazom, 4Tobbl u3bexaTb HeonpeaeneHHOCTU B TOM, YTO UMEHHO ycTaHaBnneaeT
npeTeH3na u kakum obpasom ee cnegyet obpabatbiBaTth. MpoBaiagepy ycnyr Heobxoaum pabounii npouecc
ANsA NPUHATUA COOTBETCTBYIOLLNX ASNCTBUIA, HAaNPaBeHHbIX Ha peLleHne npodnem.

[nsa nogauv npeTeHsuil B AaHHOM npouecce cneayeT onpeaeniuTb TOUYKY KOHTaKTa ¢ 3akasvukamu u
NocTaBLMKaMN YCIIyT.

MpoBaiaepy ycnyr cnegyeTt perucTpupoBaTh, UccneaoBaThb, NpeanpuHnMaTs HeobxoaMmble AeiCcTBIS,
COCTaBNATb OTHETHI U OPULIUANBHO 3aKpbIBaTh BCE NPETEH3UN.

HeoTpaboTaHHble NpeTeH3un cregyeT nepuoanMyeck nepecmatpmusatb. Ecnv npeteHsuu He yaanoch
3aKpbITb B TEYEHME CornacoBaHHbIX CPOKOB, TO O TaKUX Cryyasix HeobXoAUMO U3BeLLaTb PYKOBOACTBO.

Mpoeanaepy ycnyr cnegyeTt Nepuoanyeckn aHanMsnpoBaTh 3anncu o NpeTeH3usiX ¢ Lenbio onpeaere-
HWA TEHAEHUWI N COCTaBNSATb OTYEThI 3aKa3vuKam yCnyr o pesyrbTatax aHanusa.

B Tex cny4yasix, korga aTto LenecoobpasHo, pesynbTaTbl aHanusa npeTeHsuii cnegyeT UCNOMb30oBaTh B
KayecTBe ucxogHon nHcpopmauum Ana hopMUpPoBaHUA MitaHa COBEPLLEHCTBOBaHUSA YCITyT.

7.2.3 OueHka cTeneHu ya0BNeTBOPEHHOCTHU 3aKa34uKoB

CneayeT NpoBoAUTb U3MEPEHUSA CTENEeHN YA0BNEeTBOPEHHOCTU 3aKa3uunka A Toro, 4Tobbl nposanaepy
ycnyr 6bina 4ocTynHa BO3MOXHOCTb CPaBHUBATL TeKyLiee 3HaYeHWe cTeneHn yAoBNeTBOPeHHOCTU 3aKka3umka
C 334aHHbIMWU 3HAYEHUAMWN U CO 3HAYEHUAMU, NONYYEHHBIMU NPYU NpoBeAeHUN NpeabiayLnx obcrneaoBaHUNA.
O6nacTb pacnpocTpaHeHu s U CNoXXHOCTb 0BcnegoBaHuWin crieqyeT caenaTb TakKMMK, YTODbI 3aKka3unkn MOrnun
6e3 Tpyaa 1 upe3MepHbIX 3aTpaT BpeMeHU oTBevaTb Ha 3ajaBaeMble BONPOCHl U NofyyaTb AOCTOBEPHbIe
pesynbTaTbl 06crnegoBaHuWiA.

HeobxoamMmMo uccnenoBaTtbh U MOHUMAaTL MPUYMHBI CYLLIECTBEHHbBIX OTKIOHEHUA OT YPOBHEN yAOBNETBO-
peHHOCTU 3aka3unkoB. OBHapykeHUe TeHAeHUUIA NN Apyrue cpaBHEHUs criefyeT NpoBOAUTL AJ1 CONOCTaBu-

14



rocT P UCO/M3K 20000-2—2010

MbIX BONPOCOB NO YAOBMETBOPEHHOCTU 3aKa34UKOB C NPUMEHEHUEM CTaTUCTUYECKUX MEeTOAO0B CPpaBHEHUs
BbIGOpPOK.

Pe3ynbTathl U BbIBOALI, CAeMNaHHbIe HA OCHOBE NPoBeAeHHbIX 06cneaoBaHuin cTeneHn YAoBneTBOPeH-
HOCTU 3aKa3uMKoB, HeobxoauMMo obcyxaaTb ¢ caMumm 3akasuukamu. MnaH nocneayowmnx AeNCTBUn cneayeT
COrnacoBbiBaThb, a UHGOPMaLUIO 0 HEOBXOOMMBIX BKMOYEHMSIX B NfNaH COBEPLUEHCTBOBAHUA YCNYr U COOT-
BETCTBYHOLUUX AOCTUXKEHUSAX JOBOAUTL [0 3aKa34uKa B KauecTBe 06paTHOM CBA3MN.

MonoxuTensHble 0T3bIBbI 06 ycnyrax cnegyeT AOKyMeHTUPoBaTh U AOBOAMUTL UX A0 CBEAEHWUA NepcoHa-
na, y4acTBYIOLLEro B MpeJoCTaBIeHNM 3TUX YCIIyT.

7.3 MeHeQ)XMeHT NoCTaBLUUKOB

Lenb: OcyuwectBNsTb MEHEAXKMEHT NOCTaBLUMKOB A1 rapaHTuMu obecneveHunst 6ecnpensTCTBEHHOCTU
KayecTBa ycnyr.

7.3.1 BBegeHue

HeobxoaumMo opraHusoBaTth NpoLeypbl MEHEKMEHTa MOCTaBLUMKOB TakuMm 06pa3om, 4Tobbl:

a) nocTaBLIMK MOHMMan cBou 0b6A3aTenbLCTBa nepes NpoBakaepoM yCnyr;

b) sakoHopaTenbHbIE U YCTAHOBMEHHbLIE B cornalleHusix TpeboBaHus yaOBNETBOPSANMCH B npeaenax
cornacoBaHHo 0bnacTn NpMMEeHeHNUs U CornacoBaHHbIX YPOBHEN YCIyT;

C) U3MEeHEeHUs OCYLLeCTBANMUCH YNpaBnsieMbiM Criocobom;

d) B3aumoaencTeue No AenoBbIM BONpocam Co BCEMU CTOPOHaMU PErmcTprMpoBaroch;

e) uHdopmaLua o pabounx xapaKkTepucTukax BCcex NocTaBLUMKOB Morna b6biTb AOCTYMHOW ¢ nocneayto-
LMY HeOOXOAMMBIMU AENCTBUSAMIA.

7.3.2 MeHe)KMEHT KOHTPaKTOB

MpoBaitaepy ycnyr HeobxoAMMO HazHaYUTb MeHeKepa, OTBETCTBEHHOIO 3a KOHTPaKThI M COrMnalleHu st C
nocrasLMkamu. B cnyyae BoBreveHus B BeINOMHEHUE 3TOW 3a4a4M HECKOTbKUX COTPYAHWUKOB crnealyeT opraHu-
30BaTb 06LWMIA NpoLiece ANd rapaHTUK Toro, 4To MHpopMaLma o pabounx xapaKkTe pucTukax nocTaBLLMKOB A0C-
TynHa n HeobxoAUMbIE AENCTBUS BLIMOJTHAIOTCS.

HeobxoamMMo ycTaHOBUTL onpeaernieHHbIN KOHTaKT ¢ NpoBaiepoM YCnyr, OTBETCTBEHHbLIM 32 B3auMO-
AencTBne ¢ KaXkabiM U3 NOCTaBLLMKOB.

Bce KOHTpaKThbl ¢ NOCTaBLUUKaMM AOMKHbI COAepKaTb KaneHAapHbI NiiaH NpoBeAeHUs peBU3niA (nepe-
CMOTPOB) AN1s1 OLLEHKN TOro, YTO Lenu B AenoBoit cdepe (bUsHec-Len1) UCTOUHUKA NpeaocTaBeHns Yeyr
0OCTalTCA HEU3MEHHBIMMU.

CneayeT opraHnsoBaTtb YeTKO onpeAeneHHbIA NPoLecc MeHeMKMEHTa KaKaoro KoHTpakTa. [lonmkeH
6bITb ONpeaeneH Tak ke NPoLecc BHECEHUA AONOSNHEHWIA K KOHTpaKTY. JTiobble n3mMeHeHUs B 3TUX npoueadypax
cnegyet ocuLMansHO 40BOAUTL A0 CBEAEHUS BCeX NOCTABLUMKOB, KOTOPbIX 3TU USMEHEHUA KacaloTCA.

Cnu1CcKN KOHTaKTOB B OpraHn3aLusax NocTasLLMKOB U NpoBanaepoB YCNyr cnegyeT NoAAepXXUBaTh B aKTy-
anbHOM COCTOsIHUW. Ecnin koHTpakToM NpegycMoTpeHb! WTpadbl Unn NpeMuasnbHble BbinnaTthbl, TO OCHOBaHWUA
ANs HAX HeoBX0aAMMO YeTKO onpeaenTb U COOTBETCTBIME C 3TUMU TpeboBaHNAMU OTpaXaThb B OT4EeTaXx.

7.3.3 OnpepeneHue ycnyr

[ns kakgon yenyr n kaxkaoro NocTasLnKa NpoBaiaepy yenyr crieqyeT noaaepxunsaTh:

a) onpegeneHune ycnyr, poremn U oTBETCTBEHHOCTMY;

b) oBnacTb NpUMeHeHUs ycryru;

C) npouecc MeHemMKMeHTa KOHTPaKTa, yPOBHN YTBEPKAEHNSI KOHTPAKTa U MiaH 3aBepLUeHUSA KOHTPaKTa;
d) cpoku onnartkl, Npu Heo6X0ANMOCTH;

e) cornacoBaHHble NapaMmeTpbl OTYETHOCTU U 3anMCcelt 0 AOCTUTHYTBIX 3KCMyaTaLMOHHbIX XapaKTepuc-
THKax.

7.3.4 MeHeA)XMeHT MHOIrMX NOCTaBLMUKOB

Cnegyet 4eTko onpeaenvTb, UMeeT MU NMpoBaigep ycryr Aeno co BCEMW MocTaBLUMKaMU Henocpe-
ACTBEHHO UM UMEDTCA roNoBHbIE NOCTABLUMKA, KOTOPbIE OTBEYAIOT 38 CBOMX MOCTABLLNKOB-NOAPAAYMKOB.

FonoBHOMY NOCTaBLUMKY criedyeT 3anuckiBaTb HAaMMeHOBaHUS, 0613aHHOCTU U B3aMMOOTHOLLEHNS MeX-
Ay BCeMU nocTasLUMKkamMmn-nogapsigdnkamm n, ecnv notpebyeTcs, NnpeaocTaBnATh 3Ty HbopMaLmio Nposainae-
py ycnyr.

MpoBaiaepy ycnyr criegyeT NOAYYUTb CBUAETENLCTBO TOrO, UTO rONOBHLIE MOCTaBLYMKLA OCYLLECTBASIIOT
odnuManbHO MEHeAXKMEHT CBOMX MOCTaBLLMKOB-NOAPSIAYNKOB, PYKOBOACTBYSICh, koraa 370 uenecoobpasHo,
TpeboBaHuAMN, anoxeHHbiMM B FOCT P MCO/M3K 20000-1.

7.3.5 MeHeaXMeHT pa3Hornacuil B KOHTpakTax

MpoBaiaepy ycnyr n nocTasLUMKY creayeT peann3oBaTh NPOLECC MeHEAXKMEHTa Pa3HOr1acuin, KOTOpbIA
HeobXo4MMO onpeaennTsL UM Ha KOTOPLIA crnedyeT cocnaThes B KOHTPaKTe.

Ansa pasHornacuin, Kotopble He MOTyT 6bITb pelleHbl 0ObIYHBIM MyTeMm, cneayeTt NpeanoXuTb MyTb KX
nepefayv Ans peLleHuns B BblLUECTOSALLME NUHCTaHLMN,
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Heobxoanmo, 4tobbl NpoLecc rapaHTUpoBart, 4To o6cyxaeHus 3aMKCMpPOBaHbI, U3ydeHbl, N0 HUM Npea-
NPUHATBI COOTBETCTBYIOLLME AACTBUSA U OHW ODULNAIbHO 3aKPbIThI.

7.3.6 3akpbITUe KOHTpakKTa

B npouecc MeHedKMeHTa KOHTPaKTOB criefyeT BKMOYaTb MEPONpPUATUS NO 3aKPbITUID KOHTpaKTa —
3annaHnpoBaHHOMY UM gocpouHomMy. lMpouecc AormkeH Takke npegycMaTpusaTb BOSMOXHOCTb Nepeaayun
yCnyru Apyron opraHnsasin.

8 lMpouecchbl peweHnn

8.1 UcxoaHasn uHdpopmaLua

MeHeaXXMeHT NHUNAEHTOB U MeHeXKMEHT Npobriem ABNATCA OTAeNbHBIMU NPoLEeCcCammn, XOTsl OHN Tec-
HO cBsi3aHbl. Bo3HMKHOBEHWe MHUMAEHTa NpUBOAUT K HEOBXOAMMOCTU MOCneaytoLlero BOCCTaHOBNEHUS
npeaocTaBneHns ycryri nonb3oBaTtensm, B TO BpeMsl kak npobnema ceasaHa c onpeaeneHnem n yctpaHeHuem
MPUYNH UHLIMAEHTOB.

8.1.1 YcTtaHoBneHue NpuopUTETOB

Llenun npuHATUA pelleHnia criegyeT cBA3bIBaTb ¢ NpuopuTteTamu. Mpuoputet Heobxoanmo onpeaensaTb
Mo cTeneHn BNUAHUA U cpodHocTU. CTeneHb BNUSHUA cneayeT onpeaenaTb Ha OCHOBe yyeTa pasMepa akTu-
YecKoro 1nmn noTeHumanesHoro ywep6ba ot Bo3aencTBus MHUMAEeHTa Unu Npobnemel Ha AeNOBYI0 AeATENbHOCTb
3akasuuka. CpouHoOCTb HeobXxoAMMO onpeaenaTh No UHTepPBany BpEMEHN 0T MOMeHTa 0BHapyXeHUA HUNAEH-
Ta unnnpobaemMbl 4O MOMEHTa, Ha4uMHas C KOTOPOro UHUMAEHT unu npobnema okasbiBaeT OTpULaTEeNbHOE BfK-
AIHWEe Ha AeNOBYI0 AeATENbHOCTb 3aKa3unka.

Mpw cocTaBneHnn KaneHaapHbIX N1aHOB YCTPaHeHUs UHLWAEHTOB UK pelueHus npobnem Heobxoanmo
obpaluatb BHUMaHWe, No KpauHen Mepe, Ha cregytoLlee:

a) npuopuTeThl;
b) poctynHocTe NnepcoHana cooTBeTCTBYOWEN KBanupukaumn,
C) KOHKypupytoLLe TpeboBaHUs K UCMONb30BaHUIO PeCYpCoB;
d) ycunus (3aTpaThl) Ha obecneyeHne MeToaa peLleHns;
e) BpeMmsi, 3aTpadveHHoe Ha obecneyeHne MeToaa peLleHust.

MpwumeyaHu e— oHsATUE KNPUOPUTET» UCTIONBIYETCS NPAKTUHECKU MOBCIOAY MPY MEHEDKMEHTE YCIYT, HO AB-
NAETCH LUEHTparbHbIM NOHATUEM MPU MEHEIKMEHTE MHUMAEHTOB U Npobnem.

8.1.2 O6xopHble pelueHUs

Mpy onpegeneHHbIX 06CTOATENLCTBAX B paMKkax peanusauuum MeHeXxMeHTa npobneM cneayet paspa-
6aTbiBaTh M NoaaepxuBaTh 06xoaHbIe peLleHns Ans Toro, YTobbl 4aTb BO3MOXHOCTb MEHEPKMEHTY UHLMAEH-
TOB NMOMOraTh WTAaTHLIM NOMb30BaTEsIM BOCCTAHABNMBATL YCIYry CaMOCTOATENBHO.

M3BecTHyo olLMGBKyY crneayeT 3akpbiBaTb TOMNbKO TOrAa, Koraa KoppekTupyioLlee U3MeHeHue No ycTpaHe-
HWIO 3TOM OLUMOKM BbINO yCneLwHo NpoBeaeHo Unu koraa olwnbka Gonblue He NOBTOPSIETCA, HaNpUMep Bcne-
OCTBWE TOro, YTO yCryra He nNpeaocTaBnaeTcs B AarbHeAWeM.

MeHeaxmeHTy npobnem Heo6XoaMMo UMeTb AOCTYN K MHDOPMaLMM O AENOBLIX acrnekTax AeATenbHoC-
TW, Ha KOTOPYH BO3AENCTBYIOT 3TU Npobnemsl.

NHbopmaumio 06 06xoaHbIX peLueHusX, XxpaHuMyto B 6ase 3HaHUN, ee NPUMEHSIEMOCTb 1 pesynbTaTuB-
HOCTb CreayeT COXpaHATb U NOAAEPKMBATL B aKTyanbHOM COCTOSIHUM.

8.2 MeHe)KMEHT MHLUUAEHTOB

Liens: Kak MoxHo GbiCTpee BOCCTaHOBUTL NPpeocTaBeHNe COrnacoBaHHoON yenyri AenioBoMy coobLuec-
TBY UMK OTPearnpoBaTh Ha 3asiBKM MO ycnyram.

8.2.1 OO6Lue nonoxeHus

MpnmedvaHuns

1 Mpouecc MeHegXMEHTa MHUMAEHTOB MOXeT 6biTb peanu3oBaH ¢ NoMoLbio lucnetyepckoi cnyx6bl, koTopasi
AelicTBYeT Ha OCHOBE KPYrNOCYTOYHOIO KOHTAKTa C NOMb30BaTENsMU.

2 [Mpouecc MeHeaXMeHTa MHUUAEHTOB CrieayeT:

a) peanu3oBblBaTb Kak NPEBEHTUBHBIV MPOLECC, pearupyowmii Ha UHUMAEHTbI, KOTOPbIe MOTEHUMAIbHO MOryT
NOBMNWATL Ha YCNyry 1 ee NpeaocTaBneHmne, Tak U PeakTUBHBLINM NpoLece, ObICTPO pearnpyowmn Ha UHUUAEHTLI, KOTOpbIe
yXe OKasanu cBoe BrivsiHue;

b) opueHTMpOBaTb Ha ckopelLlee BOCCTaHOBIIEHME NPeAOCTaBNEHNs 3aKa34MKy COrMacoBaHHOM YCIyru, HO OgHO-
BPEMEHHO — BbISIBMATb NPUHYUHBI UHLMOEHTOB.
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B npouecc MeHeakMeHTa UHUWMAEHTOB crieyeT BKMoYaTh:

a) npuem obpalleHnin, perucTpauuio, HasHadyeHue NPUoOpPUTETOB, Knaccudukauuio;

b) peleHus, npuHuMaemble Ha NepBo NUMHUK 06pPaboTKN MHUMAEHTA, UK HaNpaBfeHne Ha ganbHel-
wyto 0b6paboTky;

C) paccMoTpeHue BONpOCoB 3almLieHHOCTH (besonacHocTn);

d) oTcnexuBaHue MHUMAEHTOB U MEHEHKMEHT XXU3HEHHOTO LNKNA;

€) NpoBepKy pe3ynbTaToB 1 3aKpblTUE UHLIMAEHTOB;

f) B3aumopencTBue ¢ 3aKkas4uNMKOM Ha NEePBOM NMUHUM NOAAEPKKN;

g) nocnegyiolliee HapalmMBaHue YCUIMUIA, HanpasneHHOe Ha 3aKpbiTUe MHLUMAEHTOB (3cKanauuio).

UHdopmauusa 06 uHumaeHTe moxeT BbiTb NepefaHa no tenedoHy, NPy NOMOLLM rofI0COBOW NOYTHLI, NpU
NINYHOM KOHTaKTe, NMUCbMOM MO hakcy UM 3NeKTPoHHOW noudte. OHa MOXEeT perncTpupoBaTbCca Takke
HenocpeACTBEHHO NOoMNb30BaTeNAMU, UMEIOLLIMMU AOCTYM K CUCTEME PErncTpaLun MHUMAESHTOB, UK Nporpam-
MHBIMU CpeiIcCTBaMn aBTOMaTUY4eCKOro MOHUTOPUHra.

Bce nHUMAeHTHI crneayeT pernctpupoBaTh Takum o6pa3om, 4Tobbl CcyluecTBoBana BO3MOXHOCTb Haxo-
OuTb U aHanM3upoBaTb Heobxoaumyo nHpopmauumio.

MHdopmMaLuio 0 AOCTUrHYTBIX pesynbTaTax (MnvM 06 oTCYTCTBUM TaKOBbLIX) NPU YCTPaHEHUN UHLMAEHTOB
cnefyeT AOBOAWTL [0 CBEAEHUA TeX UL, Ha AesTEeNIbHOCTb KOTOPbIX OHW BAUSIIOT UMW MOTYT NOTeHUManbHO
noBnusaTb. Bce aencTBus cnegyeT pernctpuposaTh B 3anucax 06 nHUnaeHTax.

MepcoHany, peanusyioLlemy nNpoLecc MeHe>KMeHTa MHUMAEHTOB, HE06X0AMMO UMETb A4OCTYM K CBOEB-
peMeHHO 0bHOBNsieMoit 6ase 3HaHUI, coagepkallei MHopMaLnio 0 TEXHUHYECKUX cneupanucTax, o NPoLwnbiX
WHUMOEeHTaX, CBsA3aHHbLIX ¢ HAMU NpobrnemMax 1 U3BECTHbIX OWKnbKax, 06 06XOoQHbIX peleHnsax, a Takke K
nepeyHsaM KOHTPOJIbHbLIX Ofepauuii, KOTopble MOMYyT MOMOYb B BOCCTaHOBEHUW NpeaocTaBfeHus ycnyru
AenoBomy coobLlecTBy.

Korga aTo BO3MOXHO, 3aKka3uyuKy ycryr Heobxoaumo npeaocTaBnAaTb CpeacTBa ANA NPOACIHKEHNSA ero
0enoBon AeaATeNbHOCTU, BO3SMOXHO, faXe C MOHWKEHHbIM YPOBHEM KavyecTBa yCnyru, HanpumMep ¢ NOMOLLbHO
GrIOKMPOBKN NMOBPEXAEHHOW (PYHKUMU. DTO 0BYCnoBneHo HeoBXoaUMOCTBI0 MUHUMN3UPOBaTL OTpULaTeNb-
HOe BO3[eNCTBME MHUMAEHTa Ha OEeNOBYI0 AeSTEeNbHOCTb 3akaszvuka. Ecnu npuunMHa nHUnaeHTa octaeTcs
HEeW3BECTHOW, HO NCMOJIb30BaHO 0OX0AHOE peLleHne, To NoapobHble cBeageHUA 06 3ToM cnegyeT AoKyMeHTU-
poBaTb AN WUCMNOMb30BaHWUS MpW AdalbHelleM AUarHocTUpoBaHUM NPoGNemMbl U NPU BO3HUKHOBEHWUU
aHanornM4HbIX MHLUWMOEHTOB.

OkoHuaTenbHoe 3akpbiTUe NHUMAEHTa cneayeT NPoM3BOAUTbL TOMLKO MOCIe TOro, Kak nofb3osaTtenio,
coobwuBLIeMy 06 MHUMAEHTe, Bblna AaHa BOSMOXHOCTb NOATBEPAUTb, YTO UHLMAEHT YCTPaHEH, U NpeaocTaB-
rieHne ycnyru BOCCTaHOBMEHO.

8.2.2 3HauuTenbHble UHLUAEHTDI

CneayeT 4eTko onpegenuTb, YTo ABMSIETCA 3HAYUTENbHLIM UHLIMAEHTOM U KTO MMeeT NpaBo U3MEHUTb
06blYHbIe OnepaLnn npoLecca MeHePKMEHTa UHUMAEHTOB (Npobnem).

Ans paboTbl CO BCEMU 3HAYUTENbHBIMU MHLMAEHTaMU CriedyeT HazHaunTb NOCTOSAHHOTO OTBETCTBEHHOIO
pyKkoBoaUTENS.

HasHauyeHHOMY pykoBoAUTENO cnedyeT npeJoCcTaBUTb NepcoHanbHble YPOBHU NOMHOMOYNA, adekBaT-
Hble ero ponu B KoopanHaLumM 1 ynpasneHnn Bcemn acrnektamu, HeobXxoauMbIMU ANs1 IPUHATUS peLueHnid. OTo
OOIDKHO TaKKe BKoYaTbh OTBETCTBEHHOCTL 3a ahhekTUBHOE HapalmMBaHie yeunuin u obmeH nHdopmaumnei
no BCeM BOMNpocam, CBA3aHHbIM C MPUHATUEM PeLUEHWIA, U C 3aKasunKaMm, okasaBLUMMUCS Mo Bo3AeNCTBNEM
3HaYNTE bHbIX NHLNOEHTOB.

MpumeyaHune— Takon ypoBeHb NOTHOMOUMI MOXET AEWCTBOBATD TONBKO HA BPEMS yCTPaHEHUS 3HAUYUTETb-
HOro MHUMAEHTA.

B mpouecc mMeHegxMeHTa MHUMASHTOB CriedyeT BKOYaTb NPOBEAEHUE PEBU3MIA (NepecMOoTPoB) pesynbTaToB
YCTPaHeHWs 3HaYUTENbHbLIX MHLMAEHTOB, UTOTM KOTOPbLIX AOMKHbLI NCNONb30BaTLCS B KAYECTBE UCXOAHON MHOpMaLmm
npv OPMUPOBAHUN NITAaHA COBEPLUEHCTBOBAHWS YCIyT.

8.3 MeHepXMeHT npobnem

Lens: MnHuMnanpoBsaTtb BAUsIHUE HapyLLeHWA B AEMNOBON AeATENbHOCTU NOCPeACTBOM OSACTBEHHOMN
naeHTUUKaLmmn, aHanmsa npru4nH MHLUAEHTOB U OCYLLECTBIEHUsI MeHeXKMeHTa Npobrem Ansi X 3aKpbITUS.

8.3.1 O6nacTb NpMMeHeHUs MEHeQKMeHTa npo6nem

B npouecce MeHempkMeHTa npobremM Heo6xoanMo UccreaoBaTh NPUYMHLI, Nexallme B OCHOBE MNosiBre-
HNSA UHLMAOEHTOB.

B pamkax npouecca MeHeQKMeHTa npobnem cneayeT ocywWwecTBNSATL ASNCTBEHHOE NpeaynpexaeHne
NOBTOPEHNA UHLMAEHTOB WU N3BECTHBIX OLUINMBOK B COOTBETCTBUM C TpeboBaHUsIMU AeNOBON AeATENbHOCTU
3aKa34yuMKoB.
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8.3.2 UHuumauua meHepkMeHTa npobnem
[ns onpegeneHns NpuunH Npobnem, MHUMAEHTHI cneayeT knaccuduumposaTtb. OcHoBaHUeM ANA kKnac-
cUdUKaLmn MOTYT CRYXKUTb cyLlecTBYOWMe Npobnemsbl  U3MeHeHNs.

MpwuMedyaHne— HaHavaneHOW cTagun perucTpaumm MHUMAEHTOB pacnpeaeneHne nx No KaTeropusam MoxeT
onpeaenATbCs APYrMMun hakTopamm, BKNIOHAOWMMM yeryrv u obnactv AernoBon AeATenbHOCTH, Ha KOTOPLIE BO3AENCTBY-
0T MHUMAEGHTBI, @ TaKKe NPU3HaKN NPOSIBNEHNS MHLUMAEHTOB.

8.3.3 UzBecTHble OLINGKKN

Korga B pesynbTaTte nccnegosaHus, NpoBeAeHHOro B paMKax npoLecca MeHeaXMeHTa npobnem, onpe-
AerneHa KopeHHas NpuYnHa MHLMAEHTa U yCTaHOBIIEH MeTOA ero ycTpaHeHus, npobnemy cnegyet knaccudgu-
LUMpoBaThb Kak U3BECTHYHO OLINBKY.

Bce n3BecTHbIe oWUBKN CrnedyeT perucTpupoBaTh € YKasaHUeM ycnyr, KOTopble okasanuch Uium MoryT
oKasaTbCsl Mo BO3AENCTBMEM TakuX OLUIMGOK BMECTE C 31IEMEHTOM KOHUrypaLmum, KOTOpbIA, Npeanonoxu-
TenbHO, ABNAETCA NPUYUHON c6os.

WHdbopmaumio 06 nssecTHbIX olunbkax B yenyrax, Haxoasilmxcs 8 paGoyeit cpesie, cneayeT nepeaatb
MeHeKMeHTY ycnyr 1 3aHecTy B 6a3y 3HaHUi BMecTe ¢ MHopMaLumneit 0 BO3MOXHBIX 06X0AHbIX peLueHUAX.

MsBecTHas owmbka He MoXeT BbiTb 3aKpbiTa paHbLLE ee YCNELHOro yCTpaHeHusl.

[MpwumedyaHn e — 3akazumk unu npoeangep ycnyr MoryT NpUATU K BbIBOAY O TOM, UYTO pelleHne CIULWKOM JOpo-
ro N HeBbIroAHO A5s ,qenoeoﬁ OeATeNnbHOCTU. B takom cnyyae ator d)aKT cnegyert 4YeTko JOKYMEHTUPOBATD. 3anuce 06

M3BECTHOW OWINGKE CriedyeT OCTaBMNATb OTKPLITOM, NMOCKOIbKY BEPOSITHO, UTO MOTYT NPOVUCXOAUTH NOCNEAyoWwme MHUNAEH-
Tbl M 4TO MOTYT NOTPe6oBaTbCs 06X0AHbBIE pELLEeHUs U (UNU) NePeOLIeHKa PELLEHNI ANSA NX YCTPAHEHNS,

8.3.4 PeweHue npobnem

Mocne Toro, kKak KOpHEBas MPUYMHA MHLMAEHTA onpeaeneHa U NPUHATO peLUeHUe Mo ee YCTPaHEHWIO, 3TO
pelueHne HeobXoaAMMO NPOBECTM YePe3 NPOLECC MEHEAKMEHTA U3MEHEHWUNA.

8.3.5 O6meH uHdopmaumen

UHbopmaLmio 06 06xoaHbIX peLueHnsX, 06bIMHBIX MYTSX UCTIpaBeHnUsa oLMBoK U nporpecce B peLue-
HUM Npobnem crnedyeT AOBOAWTL A0 CBEAESHUSA TEX OpraHn3aLii, Ha KOTOpble OHU BO3AENCTBYIOT, UK OpraHu-
3aUMn, HYXXAaoLWMXCs B NogAepKKe NpedocTaBneHuns YCnyr, eCnm cammn ycnyrm HaxoasTca nog Bo3AeACTBMEM
Takux npobnem.

8.3.6 OTcnexuBaHue U ackanauus

Mporpecc B peLueHUn Bcex NpobreM JOMKeH OTCNeXUBaTbCS.

Bce cnoxHble Bonpocekl, Mo koTopbiM TpebyeTcs HapallMBaHue YCUNUN AN UX pelleHus, crieqyeT nepe-
AaBaTb COOTBETCTBYIOLWMM cTOpoHaM. Heobxoanmo, 4Tobbl 3TOT NpoLiece BKoYar:

a) perucrpauuio U3MeHeHWn 4ns onpeaeneHnst OTBETCTBEHHOCTU STUX CTOPOH 3a peLueHune npobnem B
TeYeHWe XN3HEHHOTO LIMKNa KaXKa0M U3 HUX;

b) onpeaeneHvne NHUMAEHTOB, HapyLIaKOLLMX LEeNeBbie 3HaYeHUs NapaMeTpoB YPOBHEN yCnyr;

C) nepepavy MHpopmaLm No Lenoyke 3akasvumMkamM M COTpyAHUKaM C TEM, YTOBbI OHWU MOTN Npe ANPUHA-
MaTb COOTBETCTBYIOLME MEPbI ANS MUHUMW3AL,MM BO3AEACTBUS eLle HepelLeHHbIX Npobnem;

d) onpeaeneHune ToYeK NPUBMNEYEHNS AOMONHUTENbHBIX CUM U CPEACTB;

e) perucTpauuto ceegeHunin 06 UCNonb3oBaHHbIX pecypcax U MPUHATBLIX Mepax.

8.3.7 3akpbiTue 3anuceil 06 MHLMAEHTaxX M npobnemax

Heobxoammo, YTobbl npoLedypa 3akpbIT1s 3anucer BKtovarna B ce6s KOHTPOSIbHbIE AEACTBUS, rapaHTU-
pyloLue 4TO:

a) noapobHble CBeAeHWUsI O NPUHATUN peLleHi akkypaTHO 3adUKCUPOBaHbI;

b) npuuunHbl pacnpegeneHsl No kKateropuam Ana obneryeHus nocneayoLwero aHanuaa;

C) npu HeoBXoAUMOCTU, U 3aKas4uK, U obecneymBaoLLUiA NepPCoHaN 03HaKOMIEHbI C MPUHSITLIMU peLle-
HUAMU;

d) 3akasuuk cornaceH, YTo NPUHATHIE peLLeHs peanu3oBaHbl;

€) ecnu pelleHne He peannaoBaHo UM ero HeBO3MOXXHO peanua3oBaTh, TO 3aKa34yuk MHopMUpoBaH 06
3TOM.

8.3.8 PeBusuu npoénem

CneayeT NpoBOAUTb PEBU3MU NPoBeM B TeX cryyasix, kKorga uccnefoBaHne HepeleHHbIX, HeOBbIYHbIX
npo61eM nnm npobnem ¢ BbICOKMM YPOBHEM BO3AEACTBUIA ONpaBabIBaeT UX NpoedeHne. Lienbto aTux pesusui
ABMAETCA MOUCK YNydlleHWA npouecca W npeaynpexaeHue NosiBNeHUs NOBTOPAOWMXCA UHLUAEHTOB W
owmnbok.
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Kak npasuno, pesnaumn npobnem — 3To:

a) PeBU3NN YPOBHEW OTAENBHBIX MHLUMAEHTOB U cTaTyca Npobrem OTHOCUTENbHO YPOBHEN YCIyT;

b) peBunsnn meHemkmeHTa AnNA BbISBNEHWs Tex npobrem, koTopble TpebyiloT GesoTnaraTenbHbIX
OelncTBUi;

C) peBW3NM MeHedKMeHTa ANs BbIABNEHNA U aHanuaa TeHaeHuni n obecneyeHunst BXogos B Apyrue npo-
Llecchl, Takue kak oby4eHune 1 NoAroToBKa nonb3oBatenei.

8.3.9 CopepxaHue peBusnn

B peBusum cnegyeT BkoYaTh onpeaeneHue:

a) TeHAeHUWIA, HanpyMep NoBTOPeHUA Npobrem U MHUMAEHTOB, 3BECTHBIX OWNGOK;

b) noeTopstowmxcsa Npobrnem, CBsI3aHHbLIX C KOHKPETHLIM KOMMOHEHTOM UM MECTOPACNONOXEHUEM;

¢) peduuuta, 0bycnosneHHoOro HegoctaTkamu B obecneveHnn pecypcamm, B NoAroToBKe UK 4OKYMeH-
Tauum;

d) HecoOTBETCTBUIA, HANPUMEP MO OTHOLLIEHUIO K CTaHAapTaM, NOMIMTUKAM U 3akoHoAaTeMbHLIM akTaMm;

€) M3BEeCTHbIX OLLMOOK B 3annaHUpoBaHHLIX penusax;

f) orpaHuMueHnin B WITaTHLIX pecypcax, HeobXoauUMBIX ANA YCTpaHeHUs WUHUMOAEHTOB W pelueHus
npo6nem;

g) NOBTOPEHWIA paHee ycTpaHeHHbIX MHLUAEHTOB Uk npobnem.

Mpeanaraemele yryylueHUs yCryri unm npoLiecca MeHepkMeHTa npobnem cneayet pernctTpuposathb U
BKIHOYaTb B NS1aH COBEPLUEHCTBOBaHUSA YCIyT.

A1y nHcbopmaumio cneayet aobasnATh B 6a3y 3HaHU MeHeKMeHTa npobnem.

Bcsa cooTBeTCTBYIOLWAA AOKYMEHTaLMS AOIDKHA OBHOBNATLCA, HANPUMEP PYKOBOACTBA Nonb3oBaTenein n
cUCcTeMHasi JoKYMeHTaLmS.

8.3.10 MMpepynpexaeHue npoGnem

Heob6xoammo NnpoBoAnTL NPEBEHTUBHBINA MEHeAXKMEHT NpoGiem AN CokpalleHUsa KoNMYecTBa BO3HUKA-
IOLLMX MHLMAEHTOB M Npobnem. OH AOMKeH BKIOYaTb CChISIKW Ha MHOpMaLMio, CnocoBCTBYOLWYIO NpoBeae-
HUIO aHanMaa, Takyto kak MHopMaums:

a) 06 aKTMBaXx 1 KOH(UrypaLUsX;

b) o mMeHemxMeHTe n3MeHeHWA;

c) 06 onybnunkoBaHHbLIX N3BECTHBIX OLWINBKaX U UHhopmauuio 06 06X0AHBLIX peLleHUsX, NONYYEHHYH OT
MOCTaBLUMKOB;

d) 06 aHanornyHbIx Npobnemax, CywecTBOBaBLUNX B MPOLLIOM.

MpeaynpexaeHune npobnem 4OMKHO OXBaTbIBaTb BECb AUanasoH, Ha4uMHas ¢ npeaynpexaeHus oTaenb-
HbIX MHLMOEHTOB, TaKWUX Kak MOBTOPAOLMECH TPYAHOCTMU NO OTAENbHLIM XapakTepucTMKamM CUCTEMbI, U 3aKaH-
yuMBas cTpaTermdeckumun pelueHusamu. MocnegHue moryT notpebosaTth GonbLIMX 3aTpaT Ha peanusauumio,
TaKux Kak MHBeCTULMM B Bonee Npou3BoanTENbHbLIE CETU CBSI3W U Nepeayn AaHHbIX. Ha 3ToM ypoBHe npeBeH-
TUBHBIA MEHeJXKMEeHT Npobnem cnBaeTcs C MEHEKMEHTOM AOCTYNMHOCTU.

B npegynpexaeHue npobnem Takke criegyeT BkoUaTb NpegocTaBneHne MHgopmMauum sakasunkam ¢
Lienbio YMeHbLUEHNA KonnyecTBa Ux obpalleHnia 3a MoMoLLLHo B ByayLiem, HanpuMep npegynpexaeHne Bo3-
HUKHOBEHWS MHLMOEHTOB, BbI3BAHHLIX HEAOCTATKOM 3HAHWIA N NOATOTOBKMN NOMb3oBaTeNei.

9 lMpouecchbl ynpaBneHus

9.1 MeHeAXMeHT KoHduUrypauum

Llenb: OnpenenaTb 1 ynpaensaTb KOMMNOHEHTAMU YCIYT U MHGPACTPYKTYpPbI, a Takke NoaaepKmBaTe TOU-
HYI0 MHbOpPMaLUIO O KOHMIypaLmn.

9.1.1 MNnaHupoBaHue u peanusauus MeHeg)XMeHTa KoHdurypauum

MeHeKMeHT KoHhurypauum cnegyeT NaHNpoBaTh M OCYLLECTBSATL BMECTE C MEHEPKMEHTOM N3MeHe-
HWUIA U penM30B AN rapaHTum TOro, YTo NpoBanaep yenyr MoXeT apheKkTUBHO yNpaBisTb CBOUMU akTUBaAMU U
KoHdurypaumammn UT.

Ansa nogaepkku NaHMpoBaHWS U yNpaBlieHUst U3MEHEHUAMU crieqyeT UMeTb B Hanu4Mm TOUHY UHop-
MaLuio 0 KOHPUrypaLmm B Tex cry4vasx, Korga peannsyroTcst 1 pacnpocTpaHsaTCst HOBble U MoaNdULMPOBaH-
Hble ycnyrm W cucTembl. B pesynbTaTe nossutcs addekTBHas cucTema, koTopasi obbeauHsieT
nHdOpMaLMOHHbIe NpoLecchl 0 KoHdUIypaLumn nposaigepa yCryr 1 Tex U3 ero 3akasynkoBs 1 NOCTaBLUMKOB,
AN KOTOPbIX TaKkas MHTerpaunst Heobxoamma.

Bce rnmaBHbie akTUBbI 1 KOHUIypauumn crneayeTt y4nTbiBaTh U Ha3Ha4YnMTb OTBETCTBEHHOIO MeHexkepa,
KOTOPBIN rapaHTUpyeT NoaaepKKY COOTBETCTBYIOLEN 3alnThl U ypaBneHus (HanpuMmep, nposegeHue namMe-
HEeHWI CaHKUMOHWpYeTCst 40 NX peanu3aLumn B KoHUrypaumum).
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OTBETCTBEHHOCTH 3a peasinsaLuio cpeacTB ynpasrieHUa MoXeT BbITb AenernposaHa apyromy cotTpyaHu-
KY, 0jHaKo OTYETHOCTb 3a Hee crieflyeT OCTaBUTL 3a OTBETCTBEHHLIM MeHekepoM. OTBETCTBEHHOIo MeHea-
xepa cnegyeT o6GecneunTb WHdopMaumen, HeoBXoAUMOW ANA BbLINOMHEHUA BO3MNOXEHHLIX Ha Hero
06s3aHHOCTEN; HanpuMep NULO, YTBEpXKAaalollee U3MeHeHnsa, MoXeT noTpe6oBaTk OT Hero UHgopmaLuio o
CTOUMOCTH, pUCKaX, BIIMSIHUM 3TOTO U3SMEHEHUS Ha NpeAoCcTaBNeHWe YCryr U o HeoGXoaUMbIX ANA peanusauumn
pecypcax.

WHdbpacTpykTypy v (Unu) ycnyri cnegyeT obecnednBaTts akTyanbHbIM N1aHoM (NlaHaMn) MeHeKMeHTa
KOHDUrypaLImMid, KOTOPbIA MOXET 6bITb NPEACTABNEH KaK 0TAeNbHbIA AOKYMEHT UM Kak 4acTb APYrvMX NNaHOBLIX
[AokyMeHTOB. MNnaH AomkeH BKMtoYaTh B ce6s Unu onucbIBaThb:

a) obnacTb NpUMeHeHUs1, LLenu, NOSTUTUKK, PONY CTaHAaPTOB U OTBETCTBEHHOCTH;

b) npoueccbl MeHeDKMeHTa KoHUIypauun AN onpeaeneHns 3f1eMeHToB KoHpUrypauun B ycnyre
(ycnyrax) M uHbpacTpyKType, Ans KOHTPOS U3SMEHEHWI B KoHUrypaLumn, 4nsa peructpaumm n hopMmpoBaHua
OTYETHOCTU O COCTOSIHAMN FIEMEHTOB KOHUIrypaLum, a Taioke BepudnuKaLmn UX NoMHOTHI U AOCTOBEPHOCTH;

c) Tpe6GoBaHus K yueTy, POCNEXUBAEMOCTA U K BO3MOXHOCTU NPOBeAeHNA ayauTos, Hanpumep no Bor-
pocaM 3aLLUThl, 3aKOHHOCTU, PEryNMPOBaHUSA WU AeNOBON AeATENbHOCTY;

d) ynpaeneHue koHdUrypauuei (MeToabl U cpecTBa ynpasneHws 4OCTYNOM, 3aLMTOMN, BEPCUAMU, KOM-
MOHOBKaMM 1 pennsamu);

€) npouecc ynpasneHus B3aumoaeincTsuem, Heo6xoauMbIi 4N onpeaeneHuns, perucTpaumm n MeHea-
XKMeHTa 351eMeHTOB KoHdUrypaLmum 1 cooTBETCTBYIOLEN UHdopMaumnn Ha obLei rpaHule Ayx unu Gonee
opraHusaLuit, HanpuMep Ans CUCTEMHBIX MHTepPdenCcoB, Penn3os;

f) nnaHupoBaHue MycTaHOBIEHUE PECYPCOB NS aKTUBOB U KOHUIYpaLWMii, HAXOAALMXCA Noa ynpasne-
HMEeM 1 CONPOBOXAEHNEM CUCTEMbI MeHeKMeHTa KoHdurypaumm, Hanpumep obydeHue nepcoHana;

g) MeHeKMeHT MoCTaBLUMUKOB 1 NOAPAAYUKOB, NPUHUMALOLWMX HeNoCcpeaCTBEHHOe yyacTue B npouecce
MeHepKMeHTa KOHUrypaLmu.

Mpwnmedyanne—Cnegyer peanu3oBarb COOTBETCTBYIOWMWIA YPOBEHb aBTOMAaTU3aUMK ANA FapaHTUK TOFO, YTO
npouecchl NN6o He CTaHyT HeaDEKTUBHBIMM, NOABEPXKEHHBIMU OWNBKaM, NGO He CMOryT OCYLWECTBNATLCS BoobWe.

9.1.2 UapeHTUdUkaLusa koHbUrypauuu

Bce anemeHTbl koHUrypaumn cnegyeT 04HO3Ha4YHO UAeHTUMLMPOBaTL U onpeaensiTh Yyepes aTtpuby-
Thl, ONUChIBalOLLME UX hyHKUMOHANbHBLIE N hUsndeckne xapakTtepucTukn. CooTBeTCTBYOLWAs UHpopMauus
AOMKHa 6bITb ageKkBaTHOM 1 NPOBEPSEMONA.

B 6a3e gaHHbIX MEHEMKMEHTa KOHdUrypaLmm criegyeT UCNoNb30BaTb M PEMMCTPUPOBATL COOTBETCTBYIO-
LMEe MapKUPOBKN UK Apyrve MeToabl naeHTUduKaLmn.

OnemeHTbl KOHUrypauun, noanexawime MeHeMKMeHTY, criedyeT uaeHTudMuMpoBaTb, UCMOSMb3YA
yCTaHOBMNEHHbIE KpUTEPUM OTGOpPA, B TOM YnCHe:

a) BCe BOMNPOCHI 1 penn3bl NHPOPMALIMOHHBIX CUCTEM 1 NPOrPaMMHbIX CPeACTB (BKITIoYas NporpaMmHble
cpeacTBa TPETbUX CTOPOH) M CBSA3AHHYIO C HUMWN CUCTEMHYIO JOKYMEHTaLMIo, Hanpumep cneumdukalmm Tpe6o-
BaHWIA, NPOEKTHbIE PeLLUEHUs], 0OTYETbI 06 UCTbITAHUSIX, AOKYMEHTaLIMIO, OTHOCALLYIOCS K penusam;

b) 6asoBble NMUHWN KOHDUTYPALUA UM UHCTPYKLMM NO KOMMOHOBKE ANA KaXaol cpefbl NPUNoXeHUN,
CTaHAapTHbIE KOMMOHOBKMN 1 Penn3bl TEXHUYECKUX CPeacTB;

C) opurmMHanel TBepAbIX KOMUM U 3MNeKTPOoHHbIX BrbnunoTek, Hanpuvmep Hanbonee nonHon GubnuoTekn
NporpamMMmHbIX CPeAcCTB;

d) nakeTbl MEHedXMeHTa KoHdUrypaLmm Uinm UCnomnb3oBaHHbIA UHCTPYMEHTapUIA;

e) nuueHsuu;

f) KOMNOHeHTHI 3aWKThI, HanpuMep, GpaHamayapsl;

gd) maTtepuanbHble akTUBbI, KOTOpbIE HEOBXOANMO OTCMEXMUBATL AN MEHeAXMeHTa (PMHAHCOBBIX aKTu-
BOB 1nn Ans obecnedeHns notTpebGHOCTeN A4enoBoi cdeptl, HAaNPUMEpP 3alUMLLEHHbIE MarHUTHbIE HOCUTENN
nHcbopmaumm, obopyaosaHue;

h) OokymMeHTauuio, OTHOCALLYIOCH K yCnyram, Hanpumep cornatleHunsi 06 ypoBHAX yCnyr, COOTBETCTBYHO-
Lime npoLienypsl;

i) cpegcTBa, nogAepXuBaoLlmMe yCryru, Hanpumep cpeacTBa 3/1eKTPONUTaHUA ANs KOMMbIOTEPHBIX
KOMHarT;

j) OTHOLLEHWsI U 3aBUCUMOCTU MeXay dreMeHTaMn KoHUrypawuu.

MpumeyvyaHne—[pyrne o06bekTbl, KOTOPblE MOryT pacCMaTpMBaTLCA Kak 3NeMeHTbl KOHdUrypauum,
BKITHOYaIOT:

a) Apyryto AOKyMeHTauuio;

b) apyrue aktvBbl;
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C) Apyrve CpeacTBa, Hanpumep cauT;
d) noapasgeneHus aenoBov cdepsi;
e) nepcoHarn.

OTHOLLEHUSA 1 3aBUCUMOCTU MeXay 3aneMeHTaMu KoHdurypauumn cneayeT uaeHTuduumposaTtbh Ana obec-
nevyeHnst HeOH6XOAMMOro YPOBHS yrpaBeHus!.

Tam, rae Heobxoaumo obecnevnTb NPOCNEXNBAEMOCTb, 3TOT Npouecc crnedyeT peanusoBaTh Takum
ob6pasom, UTobbl rapaHTUPOBaTb BO3MOXHOCTb OTCAEXUBAHUSA 31EMEHTOB KOHUrypaLum Ha BCex aTanax ux
XKU3HEHHOro LMKIa, HaunHas ¢ AOKYMEHTOB, cogepXallnx TpeboBaHuaA, U 3akaHuMBas 3anucaMu o penusax,
Hanpumep UCNoMb3ysi MaTpuULly NPOCNEXUBAeMOCTH.

9.1.3 YnpaBneHue koHchuUurypauuen

HaHHbIN Npouecc AoMKeH rapaHTUPOBaTh, YTO B COCTaB KOHMUIypaLMmn BBOAATCA U 3aTEM OTCNEXNBAIOT-
€Al B 3aMMUCAX C MOMEHTa NMPUEeMKU U A0 CncaHUs TONbKo ouLManbHO paspeLleHHble U naeHTUduunpyemMble
3MNeMeHTbI KoHUrypaumn.

Hw oavH anemeHT KoHdUrypauum He gomkeH 6biTb Ao6asneH, MoaudUUMPOBaH, 3aMeHeH UNW yaaneH
(oTMeHeH) 6e3 3anucu B COOTBETCTBYIOLLEN AOKYMEHTaLMKN, CONPOBOXAAOLLEN NpoLecc ynpasneHus, Hanpu-
mep 6e3 3anpoca Ha yTBepXaeHHoe usMeHeHue, 6e3 uHdopmMaumm o MoaguUUMpPoBaHHOM penuse.

YUT06bl COXpaHUTL LIeNMOCTHOCTb CUCTEM, YCAYT U MHDPaCTPYKTYpbI, CneayeT coaepXkaTh 3N1eMeHTbl KOH-
durypauum B npucnocobneHHoNn Ans 3Toro n sawuLeHHon cpeae, KoTopas:

a) npeaoxpaHsieT ux oT HeCaHKLUMOHUPOBAHHOMO A0CTYNa, U3SMEHEHUIA U NOBPEXAEHUI, Hanpumep
KOMNbIOTEPHBLIMU BUPYCaMU;

b) npegocTtasnsieT cpeacTea A1 BOCCTAHOBNEHWUS NPU BOSHUKHOBEHWUMW YpE3BbIYaiHbIX CUTYaLNIA;

C) nossonsieT NPOBOAUTL YNPaBsEeMblii NOUCK KOMUW KOHTPONUPYEMOro opuriHana, Hanpumep npo-
rpammHoro cpeacTea.

9.1.4 Y4yeT cocTOAIHMIA KOH(bUrypaLum U OTHETHOCTb

[ns oTpa)keHns USMEHEHUIN B COCTOSIHUW, MECTOMNOMOXEHUN U BEPCUAX 3N1EMEHTOB KOHUrypauun cne-
AyeT nogaepKuBaTh TEKYLLUE U TOUHbIE 3anncu o KoHUrypauuu.

Y4YeT COCTOSAHWI CrieayeT ConpoBOXaAaTh MHOPMaLUMEn O TEKYLLMX U PETPOCNEKTUBHBIX AaHHBIX, OTHO-
CALLMXCS K KXKOOMY 31EMEHTY KOHUrypaLum B TEYEHUE ero XXU3HEHHOro uukna. 3To No3BONUT OTCNEeXnBaTb
N3MEHEHWs B arieMeHTax KoHUrypaLmumn Yepes CMeHy X COCTOAHUIN, HaNpUMep «3akasaH», «Mofy4eH», «Ha
MPUEMOYHBIX UCTILITAHWSAXY, «B paboTex, «B NPOLeCcce 3aMeHbI», «yAarneH», « TMKBUANPOBaH.

WHpopmaLmio o koHdUrypaumm Heob6xoanmMo NOCTOSIHHO akTyanuanposaTtb. OHa gomkHa 6biTb gocTyn-
HOW A8 NpoBeAeHNsI NITAaHUPOBaHNSA, NPUHATUA PeLUEHUIA U yNpaBneHUsl U3SMeHEeHUsIMU B onpeaerieHHbIX KOH-
durypaumsix.

WHdbopmaLmio o koHdurypauumn, B cnydae HeobxoanMocTu, cneayeT Aenatb AOCTYNHON Nonb3oBaTe-
naM, 3aKkaz4ymKam, NocTasLUMKaM 1 napTHepam 418 MOMOLLM B MaHNPOBaHAM U MPUHATUK pelueHnid. Hanpu-
Mep, BHELIHWI NpoBangep ycnyr MoxeT caenatb MHopMauuio 0 KoHdUrypaumum OCTYMHOW 3akasuuky u
Apyrum noTpebutensm, 4Tobel nogaepxatb Apyrve NpoLecchl MEHEAXMEHTA YCYT, BKIMIOYEHHbIe B 00LyIo
LernoYky npeaocTaBeHUs YCryr.

OTueTbl 0 MeHeAXMeHTe KOHMUrypaLmn cnegyeT npe4ocTaBnaTb BCEM COOTBETCTBYIOLUM CTOpoHaM. B
oTYeThl criegyeT BKAOYaTb naeHTUMKaLmMo 311eMeHToB KoHpuUrypaumnm n nHgpopmavmio 06 nx cocToOAHUSIX,
BEPCUAX 1 O CBSIZAHHOW C HUMU SOKYMEHTaLNN.

OTueTbl AOMKHbI coAepKaTb CBeAeHNs:

a) O caMbIX MOCNeAHUX BePCUAX 3rIeMEHTOB KOHUrypaumu;

b) o mecToHaxoXaeHUW 3NeMeHTOB KOHUrypauum, a aAna nporpamMmmHbIX CpeacTs — MHopMauno o
MeCTOHaxoX4eHU1 OpUrMHanos BepCuii;

C) 0 B3aNMO3aBUCUMOCTSX 31IEMEHTOB KoHpUrypauuu;

d) opeTpocnekTBe BEPCUN;

€) O COCTOSHWSIX 3MTeMEHTOB KOHdUrypaLum, KOTopble BMECTe COCTaBNSAoT:

1) KoHdurypaLlmo ycrnyru unm cuctemsl;
2) nsmeHeHue, 6asoBYL NUHNIO, COGOPKY UNN Penns;
3) Bepcuio NN BapuaHT.

9.1.5 Bepudmkauus u aygur koHdurypauum

Mpovuecchl Bepudnkalmn n ayauta koHgurypaumm (hbunsnm4eckoin 1 yHKUMOoHaNbLHON) crnegyeT oTpaxaTb
B KafleHAapHbIX MNaHax U KOHTPONMpoBaTh UX UCMOSTHeHWUE NS rapaHTUM TOro, YTO Ha MecTax MMeroTCsl COOT-
BeTCTBYIOLUME MPoLEecChl 1 pecypchbl, MO3BOMAOLME:

a) 3aWwuTUTL Usmdeckne KoHbUrypaumm n UHTEeNNeKTyanbHbIA Kanutan opraHnusauum;

b) rapaHTupoBaTb, YTO NpoOBaaep ycnyr ynpasnseT CBOUMU KOHUrypaunsamm, NogIMHHbIMU KOMUAMA
N NMUeH3naAMu;
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c) obecneunTtb yBepeHHOCTb B TOM, Y4TO UHGOpMaLns o KoHUrypaLmsax ABNSeTC TOMHONI, ynpaBnsie-
MO 1 AOCTYMNHON Ans 0603peHus;

d) rapaHTMpoBaTb, YTO USMeHeHWe, Penns, cuctTema 1nu oKkpyxatowwas cpeaa yaoBneTBOPSOT KOHTpaK-
THBIM UNW 3a4aHHBIM TPEBGOBaHUAM M YTO 3anncu 0 KOHUrypaLUaX COOTBETCTBYHOT AeACTBUTENbHOCTH.

AyauT kKoHUrypaumu cnegyeT NpoBoAUTL PEryrsipHo, A0 W Nocne cepbesHblX U3MEHeHWUA, nocne pas-
nuyHoro poga 6e4cTBUI U Yepes criydaiHble NPOMEXKYTKA BPEMEHHN.

BbisiBrieHHbIe HeJoCTaTKN U HECOOTBETCTBUSA CriedyeT perucTpupoBaTth M oLeHuBaTh. s nx yctpaHe-
HUSA HeoBX0ANMMO MHULIMMPOBATL KOPPEKTUPYIoLMe AEACTBUSA, O YeM clieQyeT U3BellaTb COOTBETCTBYOWME
CTOPOHbI 1 MMaHNPOBATL COBEPLLIEHCTBOBAHMWE YCIYT.

MpumeyaHune— O6bMHO NPOBOAST ayAUTLI KOHMTYpaLUUi ABYX BULOB:

a) ayauT YHKUMOHaNBHOMN KOHMMIypauun: ouumanbHas NpoBepKa, No3BONsAWan yA0CTOBEPUTLCA, HTO ane-
MEeHT KOHdUrypauum obecrneumBaeT aKkcnnyaTauuoHHble U OYHKUMOHANbHbIE XapaKTepUCTUKN, YCTAaHOBNEHHbIE B AOKY-
MeHTaLuM Ha KOHDMrypaumio;

b) ayauT dusnyeckoi koHbMrypaumm: odrumansHas NPoBepKa 1eMeHTa KOHPUrypaumm 8 TOM BUAe, B KOTOPOM OH
co3aaH (npousseaeH), NO3BONSIOLWAsn YAOCTOBEPUTBLCS, HYTO AaHHbIA SNIEMEHT COOTBETCTBYET NPOM3BOACTBEHHOW AOKY-
MeHTauuW 4NA AaHHOW KOHDUrypauuu.

9.2 MeHe)KMEHT U3MEHEHUN

Llenb: MapaHTnpoBaTh, 4TO BCE NU3MEHEHNSA OLIEHUBAIOTCA, YTBEPXKAAOTCA, peanu3ytoTcsa U noaeepratoT-
CSl PeBU3NAM KOHTPONMpYyembiM 06pas3oMm.

9.2.1 MNMnaHupoBaHue U peanusauyus

Heobxoammo, 4Tobbl NpoLiecchl 1 NpoLeaypbl MEHeKMEHTa U3MEeHEHWI rapaHTUPOBanu, YTo:

a) W3MEHEHWA UMeIoT YeTKOo onpeaernieHHYIo U AOKYMEHTUPOBaHHY0 06nacTb pacnpocTpaHeHuUs;

b) yTBEpxaaroTCs TOMLKO Te USMEHEHNS, KOTOPbIE MPUHOCAT NONb3Y B cchepe AeNOBON AEATENBHOCTH,
HanpumMep KOMMEpPYEeCKon, MPaBoOBOW, PperynupyoLlen, yCTaHOBNEHHOW 3aKOHOAATeNbHO;

C) U3MEHEeHWs NPOBOAATCS B COOTBETCTBUM C KafieHAapHbIMW NaHaMU Ha OCHOBE MPUOPUTETOB W
PWCKOB;

d) 13mMeHeHUs B KOHUrypaunax MoryT 6biTb BepUnLMpoBaHbl B NpoLecce peanusaunn U3MeHeHuin;

e) CPOKMW peanusaumn N3MeHeHN KOHTPONMPYIOTCA U YTOUHATCA NPU HEO0BX0ANUMOCTH;

f) moxHO NpogeMoHCTpMpoBaTh, KakuM 06pa3oM Kaxaoe USMEHeHUe:

1) uHUUMMpPYeTCs, perncTpupyeTcs U knaccudurumpyeTcs (Co CCblfikaMu Ha UCXOAHBIE AOKYMEHTDI);
2) oueHunBaeTcsAHanpegMeT ero BIUAHWUSA, CDOYHOCTU, 3aTpaT, NONIe3HOCTU U CBA3AHHOMO C HUM pUC-

Ka ANst yCNyr, 3akasyuka 1 nnaHoBs NposefeHuUst pennsos;

3) ocylecTBsAeTCs NOMHOCTLIO UM KOPPEKTUPYETCA B CIlydae, eCfiM OHO OKa3asnoch HeyaauHbIM;
4) [OOKYMeHTUpYyeTCs, Harnpumep 3asiBka Ha UsMeHeHWe NpuBsI3bIBAaeTCS K COOTBETCTBYIOLLEMY 3rie-

MeHTY KoHpurypaunm, K 06HOBNEHHON Bepcumn peanusauyn 1 K nady NpoBeAeHUs penusa;

5) yTBepxaaeTcs UK OTKINOHAETCS UMEHHO TEM COTPYAHUKOM, KOTOPLIA YNOAHOMOYEH NMpUHUMAaTL

noAobHbIe pelleHunst Mo USMEHEHUSIM B 3aBUCMMOCTM OT TUMA, pasMepa U pucka AnA Takoro MU3MeHeHUs;
6) BbINONHAETCA Ha3HaYeHHbLIM COTPYAHMKOM U3 cocTaBa rpynmbl, OTBETCTBEHHOW 3@ U3MEHsieMble

KOMMOHEHTbI;

7) TecTupyeTcsl, NPoBepsieTCsA U 3aBepLIaeTCs;

8) 3akpbiBaeTCs U NepecmaTpuBaeTcs;

9) npoBOANTCA Yepes kaneHaapHble NiaHbl, KOHTPONMPYETCA N OTpaXaeTcs B OT4eTax;

10) npuBsA3bIBaETCSA K UHUMAEHTY, Npobneme, ApYroMy U3MEHEHUIO 1 3aMMCAM MO 3f1IeMEeHTaM KOH-
courypaumm, ecnm aTo Heobxoanmo.

CTraTyc U3MEHeHWIA 1 CPOKM UX peanusaunu, ykazaHHble B KaneH4apHbIX ninaHax MsmeHeHun, cnegyet
MCMoNb30BaTb KaK OCHOBaHWE ANSA NMPOBEAEHNs KaXA0ro U3MEHEHMS 1 COCTaBeHUsA KaneHaapHbIX NinaHoB
penu3os.

UHdpopmaumio, cogepkaluytocs B kaneHgapHblX nnaHax, cregyeT genatb AoCTYNHOW Ans fuu, Ha KoTo-
PbIX MOXEeT BO34eNCTBOBaTbL 3TO UBMEHEHME.

B Tex cnyyasix, korga MoxeT BO3HUKHYTb NPOCTON BO BPeMsi YCTaHOBIEHHbIX YacoB NpeaocTaBneHust
yCnyru, nuuam, Ha KOTOpbIX 3TOT NpocTon 6yaeT okasbiBaTb BMMsIHWE, criedyeT corfacoBaTb U3MeHeHue
npexae, Yem oHo GyaeT peanunsoBaHo.

9.2.2 3akpbiTUe U peBU3NU 3asIBOK Ha U3SMEHEHUe

Bce nameHeHus nocne peanusauum Unn kaknx-nmbo 3adnKCMpoBaHHbBIX YNyYLIeHWA criedyeT noasep-
ratb cneuyansHOMy aHanuay c Lefbto onpeaeneHnst X ycnewHocTu Unn Heyaadn. Pesusnm nocne BelnosiHe-
HWsI Cepbe3HbIX USMEHeHMI crieqyeT NPOBOAMUTb A5si NPOBEPKU TOTO, YTO!

a) B pesyfbTaTe M3aMeHeHUs BbinnM 4OCTUrHYThI MOCTaBMNEeHHbIE Lenu;
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b) 3akasumku ynoBneTBopeHbl pesynbtatamu;

C) OTCYTCTBYIOT Kakue-nubo HenpeasngeHHble acpekThl.

ITiobble HecooTBETCTBUSA CreayeT perncTpupoBaTh U NPUHUMATDL MO HUM HaasleXxalume Mepbl.

CeefieHns1 0 HeocTaTKax, BbIABNEHHbIX B pe3ynbTaTe peBv3nn npouecca MeHeHKMeHTa U3MEeHEHWUNA,
HeobXxoAMMO yuuTbIBaTh NPU GOPMUPOBAHUN NaHa COBEPLLUEHCTBOBAHMUSA YCNYT.

9.2.3 3KCTpeHHble U3MEHEHUA

B oTaenbHbIX criydasix HeobXoaAMMO NPOBOAUTb IKCTPEHHbIE U3MEHEHMS U, MO BO3MOXHOCTU, Cpasy Hauu-
HaTb NPOLLECC U3MEHEHWI, XOTS HEKOTOopble NoAPOBHOCTU MOTYT ObITb AOKYMEHTUPOBaHLI No3aHee. B Tex cny-
Yyasix, korga rnpouecc npoBeAeHUs 3KCTPEHHOro USMeHeHUs 3aTparueBaeT Apyrne TpeboBaHusA MeHeKMeHTa
N3MeHeHUA, HeobxoaMMo, UTOObI Takoe N3MeHeHWe COOTBETCTBOBASIO 3TUM TpeboBaHUSAM Kak MOXHO ckopee.

HeobxoaMMOoCTb SKCTPEHHBIX U3MEeHEeHU AofMKHA NOATBEPXKAaTbCA UCTIONHUTENEM, a Nnocrie Nposeae-
HUS1 USMEHEHWIA crielyeT NPoBOAUTL PEBU3UU ANNA NPOBEPKUN TOMO, YTO 3TU U3MEHEHUS AeNCTBUTENBHO Bbinn
3KCTPEHHBLIMU.

9.2.4 OT4YETHOCTb O MEHEA)KMeHTe U3MEeHEHUN, aHanu3 u AecTBUA

3anucu 06 uaMeHeHUsIX criedyeT perynapHo noasepratb PeBU3NSM A1 BbISIBIIEHUS pOcTa YPOBHS U3Me-
HEHWI, YacTo MOBTOPAOLLNXCSH BUAOB USMEHEHUIN, HaMeYaloLWNXcs TeHAEHLMA U ApYro 3Ha4Yumon nidopma-
uun. PesynbTaTbl U BbIBOALI, BbiTEKalOWMe U3 aHanMsa U3MeHeHUIn, HeobxoaMMo pernctpuposaTb, U B
COOTBETCTBUMN C HUMU BbIMOMHATL AanbHenwne AeUCTBUS.

10 MNpouecc penuzoB

10.1 MNpouecc MmeHeXMEHTa PENU30B

Llens: OcylwecTBnsaTb, pacnpeaenaTb U OTCNEXUBATb OOHO UNKN HECKONbKO U3MeHeHUin B paboden
cpene.

10.1.1 O6wue nonoxeHus

MeHedKMeHT penn3oB AOMDKEH KOOPAUHUPOBATL AEATENbHOCTL NPOBaKaepa yCnyr, MHOrMX NOCTaBLLMW-
KOB 1 AeNoBoi cchepbl As MNaHUPOBAHUA U PacnpOCTpaHeHNs penusa B pacnpeaeneHHon cpege.

KavecTBeHHOe NnaHMpoBaHUe U MEHEAXKMEHT BaXXHbI 4151 KOMMOHOBKM U YCNELHOro pacnpocTpaHeHus
penusa, a Takke Ans ynpasneHusl CBA3aHHbIMU C HUM BO3AEUCTBUAMU U puUckaMu ans aenosoit cchepbl n UT.
MnaHvpoBaHue penusa, npegHasHaYeHHOro Anst yctpaHeHus AedekToB B MHGOPMAaLMOHHBIX cucTemax,
WHppacTpyKTYpe, yenyrax u AOKyMeHTauuu, crneyeT OCYLLECTBIATL COBMECTHO € IENOBLIM COOGLLECTBOM.

Bce cBsisaHHblEe € penv3oM 0BHOBNEHMS AOKYMEHTaLMK cneayeT BKIoYaTb B 3TOT penns, Hanpumep
0BHOBNEHNA AOKYMEHTaL N 41 NPOLLecCoB AeNOBOW AeATeNbHOCTU, AOKYMEHTOB NoaAepXku U cornatleHui
06 ypoBHe ycnyr.

CnepyeT oUeHUTb BO3AENCTBME BCEX HOBLIX UMM M3MEHEHHbIX 3/IeMEHTOB KoHdUrypauun, npegHasHa-
YeHHbIX 415 CaHKLMOHUPOBaHHOMO M3MEHEHMSI.

MpoBaigepy ycnyr Heo6xo4UMO rapaHTUPOBATb, YTO U TEXHUYECKUE, U HETEXHUYECKUE acnekTel penusa
paccMmaTpuBaroTCsi COBMECTHO.

CocTaBHble YacTu penusa crnegyeT oTcnexusaTtb U obesonacutb oT mogndukaumin. Tonbko Hagnexa-
WM oBpasom NpoTeCTUPOBaHHLIE 1 YTBEPXKAESHHbIE penn3bl MOryT 6biTb peann3oBaHbl B paboueli cpege.

10.1.2 MNMonuTuka penusos

CnepyeT paspaboTaTtb NONUTUKY PENU3O0B, BKIOHAIOLWY!IO:

a) 4acToTy U TUMbl PENN30B;

b) ponuunoTBeTCTBEHHOCTL MEHEMKMEHTA pennsos;

C) YnonHOMOYEHHbI opraH ANA pennsa B cpeae NPUeMOYHOTo TECTUPOBAHUSA U B NPOU3BOACTBEHHOM
cpege;

d) oaHO3HaYHYIo NaeHTUDUKALUMIO M ONUCAHWUA BCEX PENU30B;

e) noaxon K KOMNOHOBKE U3MEHEHWI B penun3e;

f) noaxod k aBTOMaTU3aUMK CO3AaHUA, UHCTaNMALMK W Npouecca pacnpocTpaHeHus penusa ¢ Lerbio
obecneveHna NOBTOPAEMOCTU U 3hhEeKTUBHOCTH;

g) nopsaaok nposeaeHUa sepudukaumm u npueMkn penusa.

10.1.3 MnaHupoBaHue u pa3BepTbiBaHUe peNn3oB

MpoBaitgepy ycnyr Heo6xo4nMMo B3aMMoaencTBOBaTh C A€MOBLIM COOBLLECTBOM A1 rapaHTUM TOro, UTo
3neMeHTbl KOHUrypaLUK, BKITIOYEHHBIE B Pefn3, COBMECTUMbI Mexay coboii 1 ¢ aneMeHTamun KoHurypauui 8
3agaHHoON cpege.

Mpu nnaHMpoBaHUKN pennsoB HeobxoanMMo obecneunTb rapaHTUIo TOrO, YTO U3MEHEHUs! B UMeIoLLnX
AedekTbl MHPOPMALUMOHHBIX CUCTEMAX, WHpacTpykType, ycnyrax U AOoKyMeHTauuMn corfnacoBbIBalOTCA,
CaHKLUMOHWNPYIOTCS, OTPaXKaoTCs B NNAHOBLIX AOKYMEHTaX, KOOPAUHUPYIOTCA U OTCMEXUBaIOTCS.
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B cBs3K ¢ Tem, 4TO Npu cozgaHnm penusa noapo6HOCTH ero pasBepThiBaHUSA MOTYT BbITb M3HAYanNbHO He
N3BECTHBI, NaHNpoBaTh pasBepTbiBaHWE pennsa crneayeT nosTanHo.

MnaHvpoBaHve pennsa n ero passepTbiBaHNA 06bIYHO BKITIOYAET:

a) party cosfaHus penusa v onucaHue ero nocTasku;

b) ccbinkn Ha usmeHeHUs1, NPo6neMbl 1 U3BECTHbIE OLUMOKN, 3aKPbITHIE UMW peLliaeMble C MOMOLLbHO 3TO-
ro pennsa, a Takke Ha U3BECTHbIe OLUMBKM, KOTopble Bblfn 0GHapYXeHbI BO BpEMS €ro TECTUPOBaHUS;

C) cBsi3aHHble MpoLEecChl ANs peanuaaunm penvsa Bo Bcex AeroBbIX U TeppuUTopuanbHbIX nogpasgene-
HUAX;

d) cnocob Bo3BpalleHUs pennsa B MCXOOHOE COCTOSIHWE UM ero UCTpaBeHus B criydae HeyaayvyHon
peanusauuu;

e) npouecc BepuduKaLmn n NPUeMKU;

f) obmeH uHdopmaumels, NoAroToBKy, AOKYMEHTUPOBAHUE U NpaKTUYECKUe 3aHATUS AN 3aKasduka U
nepcoHasa noaaepxku;

g) NOrNCTUKY U NpoLecchl 3aKynKkW, XpaHeHUsl, OTNPaBKW, NOAKIIIOYEHUs, MPUEMKN U pacnopsikeHus
COCTaBHbIMWN YaCTAMWN pennsa;

h) pecypcbl nogaepxkn, Tpebyemele Ans rapaHTuM obecneveHnss ypoBHeW ycnyr B Heobxoammom
obveme;

i) BbISIBNEHWE 3aBUCUMOCTEN, CBA3aHHLIXAPYT C APYrOoM U3MEeHEHUI 1 COMYTCTBYIOLLNX PUCKOB, KOTOPbIE
MOryT BNUATL Ha BecnpenATcTBEHHYIO Nepeaayy penusa Ha NPUeMoYHOe TECTUPOBaHWE U B MPOUN3BOACTBEH-
Hyto cpeay;

j) nopspok 3aseplUeHUs pennsa;

k) kaneHAapHbIN NNaH NpoBeAeHUs ayauToB NPOU3BOACTBEHHOW cpebl, NpeAHa3sHauYeHHON AN BbINOS-
HEHWA 3HaAYUTENbHbIX U3MEHEeHWA, ONs rapaHTUM Hagnexallero coctosiHusl pabodvein cpefbl B npouecce
WHCTanNNAunN penusa.

10.1.4 Pa3pa6oTtka unu npuo6peTeHue nporpaMMHbIX CpeacTB

Penusbt tHboOpMaLMOHHBIX CUCTEM U MPOrPaMMHbBIX CPeACTB, Nofly4aemble OT BHYTPEHHUX KOMaHA crie-
LnanucToBs, crneumManncToB KOMMIIEKTYIOWNX CUCTEMbI, CUCTEMHBIX UHTErpaTopoB U APYIUX opraHusaLuin,
cnegyeT BepudunLMpoBaTh NP NOAYYEHUN.

OTOT npoLecc cregyeT AOKYMEHTUPOBATbL B NilaHe MeHeMKMeHTa KoHuMrypauun.

10.1.5 MpoekTUpoBaHMe, KOMNOHOBKa U KOH(PUIrypUpoBaHUe penusa

Penus v ero pacnpocTpaHeHue criegyeT NpoeKTUpoBaTh U OCYLLECTBATb ANS:

a) npvBeAeHUs1 B COOTBETCTBME C apXUTEKTYPOI CUCTEM NPOBangepoB YCNYr, MeHeDKMEHTOM ycnyr n
cTaHgapTamu UHpPacTpyKTypbI;

b) rapaHTUM nogaepxaHWs LeNoCTHOCTY pennaa Bo BpeMs ero KOMMOHOBKU, UHCTaNALMn, obpaboTtku,
yNaKoBKWN U JOCTaBKMU;

C) MCcnonb3oBaHUsi BUBIMOTEK M COOTBETCTBYHOLMX PEMO3UTAPUEB C LieMbo BLIMOSIHEHNA MEHEeAXKMEHTa
1 yrnpasneHns KOMNOHeHTamu B NpoLiecce KOMNOHOBKU U BbIMycka pennsa;

d) 4eTkoro ornpeneneHUs pUCKOB U pearnpoBaHusl Ha HUX MpU HeoBXo4UMOCTH;

e) npeaocTaBneHNnst BO3MOXHOCTW YAOCTOBEPUTLCS B TOM, YTO NPporpaMMHO-TEXHUYeckas nnatdopma,
Ha KOTOPON ByAEeT MHCTaNNMPOBaH Penns, YAOBNEeTBOPSIET NpeABapUTeNbHO YCTaHOBMNEHHEIM TPEGOBaHUSAM;

f) npepocTaBneHns BO3MOXHOCTW NPOBEPKU MONHON YKOMMIIEKTOBaHHOCTU Perinaa, koraa oH AOCTUrHeT
MecTa HasHauYeHNs.

PesynbTaTamm 3T0ro npouecca OMKHbI BblTb M3BELLEHUSI O penur3e, MHCTPYKLUN Mo ero MHCTanmnsiLuu,
YCTaHOBIEHHbIE MPOrpaMMHble U TeXHUYECKMe cpeacTBa C COOTBeTCTBYIoLWEeN 6a30BOA NMUHMEN KOHDUry-
pauun.

UToroBble AaHHbIe 0 pennae 4o/kHbl 6bITh NepeaaHsbl rpynne, OTBETCTBEHHOW 3@ ero TeCTMpoBaHue.

Mpouecchl KOMMNOHOBKM, MHCTaNMSALMK, BBIMYCKa U pacnpocTpaHeHus penvu3oB MOryT BbITb aBTOMaTU3uU-
pOBaHbI C Liefblo YMEHbLUEHUsT KONMYecTBa OLIMBOK, rapaHTUK NOBTOPSIEMOCTM MPOLIECCOB U BLICTPOTHI pas-
BePTbIBaHWS HOBbIX PESN30B.

10.1.6 Bepudukauua u npuemka penusa

OkoHYaTenbHbIM pe3ynbTaToM AOMKHO ObiTb yBeAOMMeHWe O 3aBepLUeHUA KOMMNIIEKTOBaHUA nakeTa
penusa B LieJyIoM B COOTBETCTBUM C NpeabsiBMsieMbiMA TPeBOBaHUAMM.

B npouecce Bepucurkaummn n npuemku cnegyer:

a) yAocToBepUTLCA, YTO KOHTpONMpyemas cpefa NpMeMOUYHOro TECTUPOBaHNs COOTBeTCTBYeT Tpebosa-
HWUAM, YCTaHOBJIEHHBIM ANA NPOU3BOACTBEHHOM Cpeabl;

b) rapaHTUpoBaTb co3gaHWe pennsa u3 Bepcuid, HaxodsaWmXcs nog MeHePKMeHTOM KoHdurypaumu, n
€ro yCTaHOBKY B cpefe NPUeMOYHOro TECTUPOBaHUS, UCMONb3YOLLEeN 3aniiaHMPOBaHHbIN NPOU3BOACTBEHHbIN
npouecc;
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C) yOOCTOBEPUTLCS, YTO TECTUPOBAHMWE BbINOMHEHO Ha COOTBETCTBYOLLEM YPOBHE, Hanpumep gyHKLmo-
HanebHoe 1 HepyHKUMOHanLHoe TeCTUpoBaHue, NPUeMoYHoe TeCTUPOBaHNe Ha YPOBHE AeNOBbIX MPOLLECCOB,
TecTUpoBaHue npoLeayp KOMMOHOBKN, BbIMyCKa, pacnpocTpaHeHnst U UHCTannsILmu;

d) rapaHTMpoBaTb TECTUPOBaHUE pennsa Ha NnpegMeT yaOBNEeTBOPEHNSI AelTOBOM AeATElbHOCTU 3aKas-
YMKOB 1 NepcoHana nposanaepa ycnyr;

e) rapaHTupoBaTb NoAnucaHue COOTBETCTBYHOLIMMM YNOMHOMOYEHHEIMU NMLaMK (hakTa 3aBepLUeHus
Kakaomn cTagnmn npuemMoYHoro TeCTUPOBaHUS;

f) yoocToBepuTbCA Nepe UHCTaNMAALMEN, 4TO NporpamMMHO-TeXHUYeckas nnaTdopmMa, Ha KOTOPOoW Ao-
)KEeH pasBopaynBaThCsl penns, yaoBneTBOPSsIET YyCNoBusaM, 06YCNOBNEHHbLIM MPOrPamMMHBLIMA 1 TEXHUHYECKUMMA
cpeacTBaMu pennaa;

g) MpoBepuUTb NOSHOTY KOMMNIIEeKTaLumn penmsa, korga oH NpubbiBaeT Ha MeCcTo HazHaYeHUs.

10.1.7 JokyMmeHTauus

Heobxoaumo, 4tobbl nocrne 3aBepLUeHNUs YCTaHOBKM penin3a COOTBETCTBYIOLLMIA KOMMEKT AOKyMeHTa-
L 661N AOCTYNEH U XPaHUIICA COrfacHo MeHeKMEHTY KOHUrypaLmm COBMECTHO C BHOBb BBEAEHHBLIM 3ne-
MEHTOM KoHdUrypauuu. B aTy fokyMeHTauuo cnegyeT BKIOYUTL!

a) OCHOBHYIO JOKYMEHTaLMI0, Takyto Kak cornalueHust ob ypoBHe yCnyr;

b) nopgepxuBatoLLyto JOKYMEHTaUMUI0, HanpUMep KpaTK1in 0630p CUCTEMBI, UHCTPYKUUW MO NpoLleaypam
WUHCTaNNALMN 1 NOAAEPKKU, NO MPUMEHEHUIO CpecTB AUarHOCTUKKN, MHCTPYKUUK onepaTopam U aaMUHUCTpa-
TUBHOMY NepcoHarny;

C) npoLecchl KOMMOHOBKM, BbINYCKa, MHCTaNMMALUA U pacnpocTpaHeHusl penusa;

d) nnaHbl AEACTBUIA B Ype3BbIYANHBLIX CUTYaLMsIX U BO3BpaTa B UCXOAHOE COCTOsIHNE;

e) KaneHgapHblii NNaH noaroToBKM MeHeKMEeHTa ycnyr, nepcoHarna noaaepkki 1 3akas4vuka;

f) GazoBylo NMNHUIO KOHUIYpaLMK ANs pennsa, BKIToYasi CBSI3aHHbIe C HUM 3neMeHTbl KoHdUrypauuu,
TaKue Kak cucTeMHasi AOKyMeHTaLUus, cpea TECTUPOBaHMUS, AOKYMEHTaLMs M0 TECTUPOBaHWUIO, BEPCUM KOMIO-
HOBKW N MHCTPYMEHTapuii paspaboTku;

g) cBsi3aHHbIE C PENU30M U3MEHEHUsI, NPoBneMbl U U3BECTHLIE OLUMOKY;

h) cBMOETenbCTBO O CaHKLMOHUPOBaHUW pennaa U COOTBETCTBYIOWNE CBUAETENbCTBA ero Bepudnka-
LM U NPUEMKN.

CucTeMy unu ycnyry, KoTopble He NOMHOCTLI0 COOTBETCTBYIOT 3a4aHHLIM TpeboBaHusM, criegyeT Bhisi-
BUTb A0 Ha4yana nNpuMeHeHus 1 3aperncTpupoBaTh COrfnacHo MeHeKMEHTY KoHdUrypaumin n MeHemKMeHTY
npo6nem.

MHdopmaLmio 06 n3BecTHbIX ownbkax HeobxoaMmo nepeaasaTb MEHEAXMEHTY MHLIMAEHTOB.

Ecnun penus oTKNoHsieTcs, 3aaepknBaeTcs UM oTMeHsieTcsl, 06 aToM dhakTe crneayeT UHPOPMUPOBaTh
MEHEeMKMEHT U3SMEHEHWUN.

10.1.8 Pa3BepTbiBaHUe, pacnpocTpaHeHUe U MHCTannAaAuus

MnaH pasBepTbiBaHWSA penvsa criegyeT nogsepraTb PeBU3NaAM U BKITOYaTb B HEro HeobXxoaMmble yTouHe-
HUS AN rapaHTUX BbIMOMHEH WS BCEX 3anfaHUPOBaHHbLIX MEPOMPUSTUIA.

BaxHo, 4Tobbl penns gocTaBnanca 6e30nacHo K MECTY HasHauYeHWUsA B Hagnexallem cocToaHuu. MpoLec-
Cbl pasBepTbIBaHWS, PacnpoCTpaHeHNs U UHCTaNNSaLMM pennaa oMKHbl rapaHTUpoBaTh, YTO:

a) Bce MecCTa, BblAeNeHHbIe AN XpaHEeHUs NporpaMmmMHbBIX 1 TEXHUYECKUX CpedcTB, A0MKHbIM 0Opasom
3alUMLIEHbI;

b) cywecTBytoT cooTBETCTBYIOLIME NpoLeaypbl XpaHeHWs!, OTMPaBKX, MOSTyHEeHNA 1 pasMeLLeHNs nMy-
LecTBa;

C) NpPOBEpPKM, OTHOCSALLMECS KUHCTaNIALMUN, OKpYKatoLLer cpeae, 31eKTpocHabXeHWo 1 BcnoMoraTe nb-
HoMy 060pyAOBaHUIo, MIIAHUPYIOTCS Y OCYLLECTBIIAIOTCS;

d) nepcoHan genosoi cdepbl U NpoBanaepa yeryr onoBeLlaeTcs O HOBbIX perinsax;

e) NMULIHNe N34enNns, yCIyrn U NIULEH3WUN BbIBOAATCA U3 MPUMEHEHNS.

Mpu pacnpocTpaHeHW NporpaMMHbBIX CPeACTB Yepes ceTu nepedayn AaHHbIX BaXHO NPOBEpUTb, UTO
penua nocne QOCTMKEHUS MECTa HasHa4YeHUst HaXoOUTCS B MOSIHOM KOMMSeKTauum 1 B paboTocnocobHom
COCTOSAHUN.

Mocne ycnewHon MHCTanNNALMK pennaa 3anucu, OTHOCALLMECH K MEHEeKMEHTY akTUBOB U KOHUrypa-
uni, cneayeT o6HOBNATL CBEAEHUSAMU O MECTOPACNONOXEHUN U O BriagenbLe NporpamMMHbIX U TEXHUYECKUX
cpencTs.
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Ana pernctpaumm ycnewHocT! Unu Heygadu UHCTannaumMm MoryT UCnonb3oBaThCa aHKeTHbIe ONpochl
3aKas4uKka, XapakTepuaytoLme ero NpuUHATUE penvsa u cTeneHb yaoBNeTBOPEHHOCTU penuaom. Heobxogumo,
yTobkI MtoGBIE TaKkMe ONPOChl 3aKasvuka NCMoMb3OBANMNCh B Ka4eCcTBe 06paTHON CBSA3M HA MEHEXKMEHT Aero-
BbIX OTHOLUEHWIA.

10.1.9 [OencTBUA Nocre BbINyCcKa U pa3BepThiBaHUA penunaa

CniegyeT onpedensiTb KONIMYECTBO U aHaNM3nMpoBaTbh UHLWAEHTLI, OTHOCALMECH K pennay, 3a nepuoa,
HernocpeACTBEHHO creayoLnia 3a ero pa3BepTbiBaHMeM B paboyel cpeae, Ans OLEHKN BIUSTHUS 3TUX UHLK-
OEeHTOB Ha [eNoBYI0 ieTeNbHOCTL, paboure onepauun 1 pecypckl obecnednBatoLero nepcoHana.

B npouecc meHeaXMeHTa U3MEHEHWIA criedyeT BKNoYaTh cocTaBneHne 0630pa pe3ynbTaTos, NosyyeH-
HbIX NOcne peanusauun penunaa.

BuiTekaowume 13 063opa pekoMmeHgauum criegyeT NCNonb3oBaTb Npyu GOPMUPOBaHNN MNiaHa coBep-
LLEHCTBOBAHNSA YCITyr.
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