FOCT P MCO 10002-2007 MeHenXMeHT opraHnsaunun. Y 4oBNeTBOPEHHOCTb NoTpebunTens. PyKoBOACTBO MO yNpaBneHmio
NpPeTeH3naMn B OpraHn3aumnsax
lMpumensercs ¢ 01.06.2008

FOCT P NCO 10002-2007

Npynna T59

HALMOHAJNbHbIU CTAHOAPT POCCUNCKOW ®EOEPALUN

MeHepXMeHT opraHusauum

YOOBJIETBOPEHHOCTb NOTPEBUTENSA

PYKOBOOCTBO NO YMNPABTIEHUIO MPETEH3NSMU B OPFAHU3ALLUAX

Organization management. Customer satisfaction.
Guidelines for complaints handling in organizations

OKC 03.100.30
03.120.10
Jata BBegeHunsa 2008-06-01

Mpenucnosue

Llenv n npuHuunbl ctaHgaptTusauumn B Poccuinckon ®epepauunn yctaHosneHbl denepasibHbiM
3aKOHOM OT 27 pekabps 2002 r. N 184-d3 "O TexHMYeckoM perynupoBaHun", a npasuna
NPUMEHEHNs HauuoHanbHbIX cTaHpapToB Poccuiickon ®epepaumm - TOCT P 1.0-2004
"CraHpapTusaumns B Poccuiickon ®@enepauunn. OCHOBHbIE NONOXeEHUA"

CBepeHus 0 cTaHOapTe

1 NOOIOTOBNEH OTkpblTbiM akUMOHEPHbIM obwecTBoM "HayyHo-nccnenoBatenbCKui
LEHTP KOHTPONS W AuarHoctmku TtexHmyeckmx cuctem" (OAO "HWL KAO") n TexHumyeckum
KomMutetoM no crtaHgaptmsaumm TK 10 "lMepcnekTuBHble MPOW3BOACTBEHHbIE TEXHOMOMUMU,
MEHeO XMEHT 1 OLEeHKa PUCKOB" Ha OCHOBE COOCTBEHHOrO ayTEHTUYHOro nepesoda cTaHaapTa,
yKasaHHOoro B nyHkTte 4

2 BHECEH YnpaBneHvem pasBuTusi, MHHPOPMALMOHHOIO ObecneyvyeHus u akkpeoutauum
depnepanbHOro areHTCTBa N0 TEXHNYECKOMY PErynnpoBaHuio 1 METPONIOr U

3 YTBEPXIOEH W BBEOEH B OEWCTBUE [Mpukasom depepanbHOro areHTcTea Mo
TEXHNYECKOMY perynmpoBaHunto n metponorum ot 31 oktabps 2007 r. N 283-cT



4 HacToswui cTaHgapT WOEHTUYEH MexnayHapogHoMmy ctaHgapty UMCO 10002:2004
"MeHeLXMeHT KadyecTBa. YOOBNETBOPEHHOCTb MnoTpebutens. PykoBOACTBO MO YnpaBneHuto
npeteH3unsmu B opraHmnsaumsax” (ISO 10002:2004 "Quality management - Customer satisfaction -
Guidelines for complaints handling in organizations").

HanmeHoBaHMe HacTosdwero CcTaHgapTa W3MEHEHO  OTHOCUTENbHO  HavMEHOBaHUS
yKasaHHOro MexJayHapo4HoOro ctaHgapta ansg npuseneHus B cootsetcteue ¢ FOCT P 1.5-2004
(noopasnen 3.5).

I'IpV| NnPUMEHEeHNN HaCTOoSLWero ctaHgapta pekoMeHayeTcs NCcnonb3oBaTb BMECTO CCbINTOYHbIX
MeXOyHapOodHbIX CTaHOAPTOB COOTBETCTByWOWME MM HaAUMOHalNbHble CTaHOapTbl, CBeOEHNA O
KOTOpPbIX NpnBeaeHbl B JOMNONHUTENTbHOM NPUNOXEHUN J

5 BBELEH BINEPBbIE

WHgbopmaumsi 06 W3MEHeHWUsIX K HacTosiweMy craHgapty nybnukyercss B eXerogHo
n3naBaeMoM MHGOPMaLUMOHHOM ykasatene "HauwoHarnbHblie cTtaHaapTbl”, a TEKCT U3MEHEHWN U
ronpaBoOK - B EXEMECSYHO u3[aBaeMbiX WHPOPMALMOHHbLIX ykasarensx "HaumoHasbHbie
craHgaptel”. B cny4ae nepecMmotpa (3aMmeHbl) WM OTMEHbl HacToswero craHgapra
cooTBeTCTByIOLee  yBenomneHne byner  onybnukoBaHO B €XEMECSYHO  M3[aBaeMoM
MHGpopMaLMOHHOM ykasartene "HauwoHanbHbie crangaptsl”. CoOOTBETCTBYyroWas vHGbopMaums,
YBELOOM/IEHNE W TEKCTbI PA3MeLLaroTCsl TakXXe B MHQPOPMAaLMNOHHOM cucteMe obLUEro rnosib30BaHNs
- Ha ogbuumanbHoM cavite PenepanbHOro areHTCTBa Mo TEeXHUYECKOMY PerynvupoBaHuio u
metponorun B cetn IHTepHet

BeeneHue
0.1 O6Lme NONOXeHUd

Hactoswwmin ctaHpapT 49BNsSeTCS PyKOBOACTBOM MO  paspabotke W BHEAPEHUIO
pe3ynbTaTtMBHOIO U 3PPEeKTUBHOro npouecca ynpasleHUs MpeTeH3uaMn nOns BCex TUMOB
KOMMEPYECKON WM HEKOMMEpPYEeCKONn OesATeNbHOCTW, BKMKYas OesATeNlbHOCTb, CBA3aHHYIO C
9NeKTpOHHOW Toproenei. CTaHoapT npefHasHayeH pAns opraHv3aunii 1 notTpebutenen,
npeLbsABNSAOWMX NPEeTEH3NN, N OPYTrUX 3aUHTEPECOBAHHbBIX CTOPOH.

NHdpopmaums, nonyyeHHas B npoLiecce paboTbl C NPETEH3USIMU, MOXET UCMONb30BaTLCS AN
COBEPLWEHCTBOBAHMS MPOAYKUMM W MPOLECCOB W, €CNVM NPEeTeH3nn HOONXHbIM o06pasom
06paboTaHbl, MOXET YNy4ywuTb penyTauumio opraHMsauMm He3aBUCMMO OT ee pasmepa,
MECTOMO/OXEHNS U copepbl AeAaTenbHOCTM. HacToswuin ctaHoapT npuobpetaet ewe 6onblee
3HayeHVe Ha MeX[IyHapoAHOM pPbiHKe, rhe OT opraHu3aumini TpebyeTcsi OTKPbITOCTb Mpwu
ynpasneHny NnpeTeH3nsimMu.

MoTpebHOCTb B pe3ynbTaTUBHOM U 30EKTUBHOM MPOLECCE YNpaBneHUs MPEeTeH3UsIMU
MCMbITLIBAIOT OpraHM3aunmy - NPON3BOANTENN NPOAYKUUN 1 OpraHmM3aunn - noTpebuTtenn atoin xe
NPOAYKLMN.

lMpumeyaHue - B TekcTe cTaHgapTta TepMuH "npoaykumsa” saBnseTcs CUMHOHMMOM TepMuHa
"ycnyra".

PaboTa c npeTeH3uMsIM1 pacCMOTPEHa B HACTOSLWEM CTaHOAPTEe C TOYKU 3PEHUS NMPOLIECCHOr0
nooxona u noatomy crnocobCTByeT MOBLIWEHNIO YAOBNETBOPEHHOCTM NOTpedbutens. Y nydyweHue



obpaTHOli cBA3M C notpebutenem, B TOM uucne paboTbl C NPETEH3USMU, CBSA3AHHLIMUA C
HeyLOBNETBOPEHHOCTbIO MNoTpebuteneil, MOXeT OTKPbiTb HOBble BO3MOXHOCTU MOBbLIWEHMS
NosANbHOCTM NoTpebuTeneit N KOHKYPEHTOCNOCOOHOCTM opraHm3aumm.

BHenpeHve npouecca ynpaBfeHWs MNPETEeH3UsSIMM  MOXET MPUBECTM K  CleaytowmMm
pesynbTaTam:

- MpenoCTaBleHNo MPedbsBASIOWEMY MNPETEeH3NI0 OTKPLITOrO [oCTyrna K npoLeccy
yrnpaBneHnsi NPeTeH3UsAMU;

- MOBbLIWEHUO CMOCOBHOCTU OpraHusauuy nocnegoBaTenbHO, CUCTEMATUYHO U B
nobpoxenatenbHoi  (QOpMe paspewartb MNPeTeH3un C OpueHTauuein Ha B3auMHOe
yLOB/IETBOPEHNE NHTEPECOB NPEeabABSIOWEro NPEeTEH3NIO 1 OPraHN3aLuK;

- MOBbLIWEHNIO CMNOCOBHOCTH opraHmsaunm oTcnexmBatb OCHOBHble TeHOEHUWMUN PbIHKA,
YCTPaHATb NPUYNHBI NPETEH3UIA U MOCTOSHHO yNydllaTh AeATeNbHOCTb OpraHnu3aumu;

- CO3[aHUNI0 B OpraHu3aumm noaxona K yperynmpoBaHuio NpeTeH3unii, OpUeHTUPOBAHHOIo Ha
notTpedbutens, M NOOWPEHNEe MepcoHana K COBEPLIEHCTBOBAHMIO HaBbIKOB Mpu paboTe ¢
notpebutensmu;

- obecneyeHM0 OCHOBbI A5 MOCTOSIHHONO aHanuaa npouecca ynpasneHus NpPeTeH3nsaMu,
paspelleHns NpeTeH3unid 1 NPoBeaeHUs NpoLecca yNnyyleHns AesaTeNbHOCTM opraHusauuy npu
paboTe C NPeTeH3nNaMM.

OpraHusaumsi MoXeT Mo >XefaHuilo WCMo/ib30BaTh MPOLECC YNpPaBieHUs MPeTEeH3UsaMU
COBMECTHO C IPYrUMy LOKYMEHTamu Mo YAOBNETBOPEHHOCTM MoTpebuTens m npoueccamu no
yperynmpoBaHuio Cropos.

0.2 Cesizb ¢ UCO 9001:2000 u NCO 9004:2000

CtaHpoapT nNpUMEHSAIOT COBMECTHO cO cTaHgaptamm cepum MCO 9000 wn moxert
ncnonb3oBaTbeCs Ans goctuxenns uene MCO 9001 n NCO 9004. CtaHpoapT TakXe MoXeT bbiTb
MNCNOb30BaH CaMOCTOSATESbHO.

NCO 9001 yctaHaBnmBaeT TpeboBaHMSA K CUCTEME MEHELXMEHTA KAYeCTBa, KOTOPbIE MOTYT
MCMoNb30BaTbCS OpraHM3auMsaMn Ans uene cepTuukaumn Unu 3akloyeHUs KOHTPaKTOB.
MNpouecc ynpaeneHWs npPeTeH3MsMN, PaCCMOTPEHHbIA B HACTOSWEM CcTaHgapTe, MoXeT
NCMNONb30BATbCH KaK 3N1EMEHT CUCTEMbI MEHEAXMEHTA KayecTBa.

HacToswuin ctTaHOoapT He npegHasHadyeH ANs Uuenei cepTupukaunum Uan npu 3akaoyeHum
KOHTPaKTOB.

MCO 9004 cogepXuT pekoMeHOaumm Mo MOCTOSAHHOMY YNYyYWEHWo OesATeNbHOCTU
oprarvudauuun. lNpumerHeHne NCO 10002 HanpaBneHo Ha ynydweHue paboTbl opraHm3aumn B
obnactu paboTbl C MPETEeH3NsiMW, MOBbIWEHNE YAOBNETBOPEHHOCTU MOTpebuTtenein n ppyrux
3aMHTEepPecoBaHHbIX CTOPOH. [NpMMeHeHMe cTaHgapTa MOXET MOMOYb OpraHM3aumsiM NOCTOSAHHO
ynyywaTtb KayecTBO MPOAYKUMM Ha OCHOBE 06paTHOW CBA3M C MOTpPebutensamum un opyrumm
3aMHTepecoBaHHbIMM CTOPOHAMN.

1 O6nacTb NpUMeHeHUs

CrtaHbapT COLEPXWUT PYKOBOACTBO MO YMNPaBNEHWIO MNPETEH3MSIMW, CBS3AHHbIMA C
npooykumew, BKAOYas MnaHupoBaHue, paspaboTky, MPOM3BOACTBO, OOCNyXuBaHWe W



ynydweHune. I'Ipouecc no ynpaeBneHno NpeTeH3nsaMm MoXeT UCNoNb30BaTbCAd B Ka4eCcTBe O4QHOro
M3 NpoLeccoB CUCTEMbl MEHEOKMEHTA Ka4yeCcTBa opraHmn3aunn.

HacTosiwmii ctaHOapT He MPUMEHWM K TPYLOBbIM CropaM K crnopam, nepefaHHbIM LS
peleHnst TPpeTbel CTOPOHE BHE OpraHM3aumn.

HacToswwuin ctaHoapT npeagHasHayeH Ans UCrnonb30BaHWA OpraHn3aunsamm Bcex pasmepos v
coep nLestenbHocTW. PykoBOAOCTBO [ONs NpeanpusTMiAi 1 opraHu3auunii manoro 6usHeca
npuBeLeHo B NpunoXxeHun A.

HacTtoswwmin ctaHoapT paccmatpuBaeT cnegytowme acnekTbl paboTbl C NPETEH3NAMU:

a) yBennyeHne yLOBNETBOPEHHOCTW MOTpebuTens nyTem COo3maHus COouuanbHOW cpenbl,
OPVEHTUPOBAHHOW Ha MNOTPebuTens, OTKPbLITOA AN obpaTHOW CBS3U (BKMOYAs MPETEH3UN),
paspeleHns mobbix MONYYEHHbIX MPETEeH3WA W MNOBbIWEHNS CMOCOOHOCTN opraHu3auun K
COBEPLIEHCTBOBAHMIO CBOEV NPOAYKLUMM 1 KayecTBa 06CnyXmBaHus Nnotpebutens;

b) BoBneyeHne n NpuHATUE 00S3aTENbCTB BbLICWKMM PYKOBOACTBOM MyTEM afeKBaTHOro
MEHeXXMeHTa pecypcoB (Bk/to4as obyyeHne nepcoHana);

C) nccnegosaHme n opuneHTauna Ha I'IOTpe6HOCTVI N oXnoaHumsa npenbvsAaBnAloWNX NPEeTeH3Nt0;

d) co3paHne OTKpbITOro, yaobHOro B MCMONb30BaHWM ONS NPELbSBASIOWNX NPETEH3NO ©
adpPeKTUBHOIro npoLiecca no ynpasieHUo NpeTeH3nsaMm;

€) aHann3 1 oueHKa NPEeTEeH3WiA, HanpaBfeHHbIX Ha MOBbLIWEHME KayecTBa NPOoOyKUuM W
obcnyxuneaHvue notpebutenei;

f) ayauT npouecca no ynpasneHnto NnpeTeH3nsmu;
g) aHanu3 pe3ynbTaTMBHOCTY M 3 EKTMBHOCTM NPOLIECCA MO YNPaBNEHUIO MPETEHIUSMN.

HacTosawwin CTaHOapT He 3aMeHseT yCTaHOB/IEHHble B COOTBETCTBUN C 3aKOHO4ATE/IbHbIMA U
obsi3aTenbHbIMU Tpe60BaHI/I$IMI/I npasa un ob6a3aHHOCTH opraHunsaunn n n0Tpe6|/|Ten;|.

2 HopMaTuBHbIe CCbIIKM

B HacTosiwem ctaHaapTe NCnonb30BaHbl HOPMATMBHbBIE CChINIKM HA Cneayowmne CTaHaapThl:
MCO 9000:2005 Cuctembl MeHeaxXMeHTa kavecTBa. OCHOBHblE MONOXEHUS U CNOBapb

MCO 9004:2000 Cuctembl MeHegXMeHTa kayecTBa. PekomeHpaumy no  ynyudwWeHWto
NesaTenbHOCTH

MCO 19011:2002 Pykosogsume ykazaHus no ayauTty CUCTEM MeHeLXMeHTa KayecTsa nunm
CUCTEM 3KOJIOrN4eCcKoro MeHeXMeHTa

3 TepMmuHbI 1 onpepeneHns

B HacToswem cTaHgapTe npuvMeHeHbl TepMuHbl 1 onpegdenenns no NCO 9000, a Takxe



crnepytolme TepMrHbl C COOTBETCTBYIOWMMN OnpeaeieHUsaMN:
MpumeuvaHne - B NCO 9000:2000 TepmumH "mpomoykums" (cMm. 3.4.2) onpeneneH Kak
"pedynbTart npouecca’, KOTOpblA BKAKYAET YeTblpe KaTteropum npoayKuUuUn:  YCnyru,

nporpamMmHoe obecnevyeHne, annapaTtHble cpeacTea OBM n obpaboTaHHble MaTepuansl. B TekcTe
HacTosLWero ctaHoapTa TepMUH "NpoaykKumMsa” MOXET TakXe o3Havartb "ycnyry".

3.1 npepbsBnsiloWUA npeTeH3uo (complainant): Jlnuo, opraHuzauma wnmn ee
npencTasuTenb, nogarwllee NpeTeHsuio.

3.2 npeTeH3us (complaint): BoipaxeHne HeyooBNeTBOPEHHOCTY NpoayKumne n/unm paboToi
opraHMsaumm, UM HEenocpeacTBEHHO MPOLECCOM ynpaBfieHUs NPEeTEeH3UsIMKU B CUTyauusx, raoe
SIBHO UM HESIBHO OXWOAETCH OTBET UMW PELLEHNE.

3.3 notpebutennb (customer): OpraHusauus unv Lo, Nonyyaiowee NPoayKLUHo.

Mpumep - lNotpebutenb, KINEHT, 3aKa34yuK, PO3HNUYHbLIA TOproBel, b6eHedpuumap wu
nokynaresns [cM. 3.3.5 UC O 9000]

3.4 ynoBNneTBOPEHHOCTb noTpebutens (customer satisfaction): Bocnpusitne notpebutenem
CTENeHn BbINOSIHEHNS ero TpeboBaHuiA.

MNMpumeyanue - TepmuH npueeneH B 3.1.4 CO 9000. MprmeyaHusa yaaneHs!.

3.5 obcnyxusaHue notpebutens (customer service): BaaummopeicTBne opraHvMsaummn c
noTpebnTenem Ha Bcex CTaomsix XU3HEHHOro Unkna npoaykumm.

3.6 obpatHas cBs3b (feedback): KommeHTapumu, aKkcnepTM3a U CBeOEHMS O
3aVHTEPEeCOBAHHOCTU B NPOAYKLMM UK NPOLIECCE YNPaB/IEHNS NPETEH3NSMU.

3.7 3auHTepecoBaHHasi cCTopoHa (interested party): Jivuo wnm rpynna nuu,
3avHTEepPecoBaHHbIE B eATENbHOCTU UK yCcnexe opraHm3aumm.

MpumeyaHue - TepmuH npuseneH B 3.3.7 ICO 9000. Npumep n npumevaHne yaaneHsoi.

3.8 uenb (objective): PeaynbTaT, K KOTOPOMY CTPEMSITCS B 061acTy paboTbl C NPETEHIUSIMU.

3.9 nonutuka (policy): Obwme HaMepeHust N HanpaBneHUsl OesiTeNbHOCTM OpraHu3auum B
obnacTtu paboTbl ¢ NPeTEH3NsMM, odonLManbHO COPMYTUPOBaHHbIE BLICLIMM PYKOBOACTBOM.

3.10 npouecc (process): COBOKYNHOCTb B3aMMOCBSA3aHHbIX UM B3aMMOAENCTBYOWNX BUAOB
nesiTenbHOCTU, Npeobpasytowas BXoAbl B BbIXOAbI.

lMpumeyaHue - TepmuH npuseneH B 3.4.1 MICO 9000. MNpuMeyaHus yoaneHsbi.

4 OCHOBHble pyKOBOASILLLME MPUHLMUMbI
4.1 O6LWMe NONOXEeHUS



OCHOBHbIe pyKOBOASIWME MPUHLIMMBI 30 EKTUBHOIO YNpaBieHns NPeTEH3NMN U3N0XEHbI B
4.2-410.

4.2 Bo3MOXHOCTb BU3ya/nlbHOro AocTyna

NHbopmaumsa o mecte n cnocobe NpeabsBneHUs NpeTeH3un fonxHa ObiTb goBedeHa 0o
noTpebuTens, nepcoHana u Opyrux 3aMHTepPecoBaHHbIX CTOPOH M JOMXHa 6biTb LOCTYMHOMN.

4.3 [LOCTYNHOCTb

Heobxoaumo obecneunTb Ang Bcex NPeLbsABAAIOWNX NPETEH3MNI0 Nerknidi 4OCTyn K npoueccy
ynpaBneHns NPeTeH3nsaMmn, a Takxe K MHgopMaLmm ¢ NoapobHbLIM onucaHMeM nopsiaka nogayu u
peweHus npeteH3ui. [lpouecc ynpaBneHWs NPeTeH3usaMu KU OONONHUTENbHas WHdopMauns
LONXHbl ObITb MPOCTLI AN NMOHUMAHWS 1 UCNONb30BaHUS. MIHgpopmaumsa gonxHa bbiTb N3noxeHa
JOCTYNHbIM A3bIKOM. BHe 3aBMCUMOCTWM OT M3NOXEHMS U OPOPMIEHUS, UCMONb30BAHHbIX MPU
npennoXxeHmm W/wmnu nocTaBke NPOAYKUUW, BKIOYAs anbTepHaTMBHbIE (OOPMbI (Hanpumep,
KPYMnHbIA wpndT, wpndT Bpaing nnu ayonosanmcs), Heobxoammo obecneyntb OOCTYN KO BCEW
Heobx04MMOo HdbopMaLun 0 NpoLecce ynpaBneHns NPeTeH3ns M1 1 HeobxoaMMYL0 MOMOLLb MpK
nonaye npeteH3mnm (cM. npunoxeHme B) Takmm obpasom, 4TOObl HE MPUYMHUTL Bpeaa
npenbsABNSOWEMY MPETEH3NIO.

4.4 bbicTpoe pearnpoBaHue Ha NpeTeH3uIo

OpraHusauuns 0onXHa HeMeaNeHHO AaTb MOATBEPXAEHWE O MOJNyYeHWM MPEeTeH3nU nuuy,
npenbsBRsoWeMy npeteHauto. MNpeTeH3un HeobxoouMo paccMatpuBatb B COOTBETCTBUM C KX
CPOYHOCTbI0. Hanpumep, BONpOChI, CBA3aHHbIE CO 3[0POBLEM 1 6E30MACHOCTbIO NOAEN, LONXKHbI
ObITb paccMoTpeHbl HemenneHHo. Mpouecc paboTbl ¢ MpeTeHausMu JonxeH obecrneymBatb
BEX/MBOe obpalleHne nepcoHana C JNMLOM, MPEenbsBASOWMM MPEeTEH3N0, a TakXxe
oba3atenbHOe MHOOPMUPOBAHME NPELbSBNSIOWEro MNMPETEH3U O CPOKax PacCMOTPEHUS W
NPOABUXEHUN B paboTe No NPEeTEeH3nN.

4.5 O6beKTUBHOCTb

Kaxnaylo npeTeH3auto cnegyeT paccmatpuvBaTb B PaBHOMPAaBHOW, OOBEKTMBHON U
HenpenybexOeHHON doopMe Ha Bcex cTaausix npouecca paboTbl C NPEeTeH3usiMu  (CM.
npunoxeHue C).

4.6 UapepXxKu

Hoctyn k npoueccy no pabote C npeTeHausMn ponxeH ObiTb OecnnaTHblM - Ans
NpeabsBASIOWEro NPeTEeH3NI.

4.7 KoHhbnaeHUumanbHOCTb

NnyHas nHopmauus 0 NPenbSBNSIOWEM NPETEH3NIO O0NXHa ObiTb (MPU HEOHXOAMMOCTW)
[OCTynHa nns paboTbl C NPEeTeH3Wei BHYTPU opraHM3aumMm W akKTUBHO 3aluueHa oT
HECaHKLMOHNPOBAHHOIO JOCTyNa, ecnu notpebutens nnn Nnpeabsasnaownii npeTeH3nio TpebyeT
orpaHuyeHns goctyna K Hew.

4.8 OpueHTauus Ha noTpebutens

OpraHnsaunsi OofXHa B CBOE OeATeNbHOCTM OPUEHTUPOBATLCS Ha MoTpebutens, OblTb
OTKPbITO Ans obpaTHOW CBA3W (BKMOYAs MPETeH3Mu) U NpuHMMaTtb Ha cebs obs3atenbcrea

npeanpvHuMaTb HeobxoanMble LeACTBUS MO YPerynmpoBaHUO NpeTeH3uii.

4.9 OTBETCTBEHHOCTb



OpFaHVI3aLI,VI$| OOJTXHa obecneynBaTtb yCTaHOBJieHe n nosegeHmne 0o ceeleHnsa nepcoHana
OTBETCTBEHHOCTUN 3a n0eATe/IbHOCTb WU TMNPUHATbIEe pelWeHnda no YynpaBNeHUo MNpeTeH3nAaAMN,
OTHETHOCTb MO UX pe3ynbTaTaM OOTXKHa ObITb YETKO yCTaHOBNEHa.

4.10 NocTosiHHOE ynyulleHue

[MocTosiHHOE ynydleHune npouecca ynpaBleHnsa npeTteH3naMmn un KadectBa MpooykKUunun
OONXHO OblTb HEM3MEHHO Uuenblo opraHmnsauunn.

5 CTpykTypa 06paboTku npeTeH3nn
5.1 O6si3atenbcTBa

OpraHusaunst [onXHa NpuHMMaTb Ha cebsl akTMBHble 06si3aTenbcTBa No PesybTaTUBHOMY
N 3P PekTUBHOMY ynpasneHunto npeTteHansmn. OcobeHHO BaxHO, 4Tobbl 3Tu o0bs3aTenbcTBa
IEMOHCTPMPOBANNCh N UCXOOMNN OT BbICIIEro PYKOBOACTBA OpraHnu3aumnm.

MpuHaTble rapaHTMM KM o0b6s3aTenbcTBa pearvpoBaHMs Ha MNPeTeH3MU NpefocTaBnsioT
BO3MOXHOCTb W nepcoHany, u notpebutensM BHOCUTb CBOM BKNaj B COBEPLEHCTBOBAHMWE
NPOAYKLMN 1 NPOLLECCOB OpraHn3aumu.

911 o0bsi3aTeNbCTBA LOMXKHbI OblTh YY4TEHbI MPK ONpeneneHun, NPUHSTUN U 0OBEAEHUN [0
CBeLleHNs nepcoHana v notpebutenert NOAUTUKM WM Npoueayp ynpasneHus npeTteHausamn. B
ob6s13aTeNnbCTBA PYKOBOACTBA AOMXHO BXOAWUTb BblAENEHME HEeoOXOAMMbIX PEecypcoB, BKOYas
3aTpatbl Ha 0byyeHue.

5.2 Nonutuka

Bbiclwiee pykoBOACTBO [OOMXKHO YCTAHOBUTb 4YETKO CCOPOPMYNMPOBAHHYIO  MOMUTUKY
ynpaBfeHNs MNPeTEeH3NsIMW, OPUEHTUPOBAaHHYID Ha mnoTpebutens. MonuTuka ponxHa ObiTb
LOCTyNHa 1 goBefeHa Ao CBeOEHUS BCero nepcoHana. NMonmtuka Takxe AosixHa bbiTe JOCTYNHA
noTpebuTensm M OpyruM 3anHTEPECcOBaHHbIM CTOpPOHaM. Ha ocHoBe MONUTUKWM BONMXHbI ObiTb
yCTaHOBNEHbl NpoLueaypbl U Leny npouecca ynpasneHust NpeTeH3naMmn 4nst KaxX 4o onepaumm um
BCEX PYHKLUMOHANbHBIX 00S3aHHOCTEN.

Mpwn ycTaHOBNEHUN MONUTUKM W LeNnei npouecca ynpasieHus NPeTeH3nsiMn OONXHbl OblTb
MPUHSATBLI BO BHUMaHME crneaytowmne oakTopsi:

- yCTaHOBNEHHblE 3aKOHOodaTeNbHble N 06s3aTenbHble TpeboBaHUs;
- (hUHaHCOBbIE, NPON3BOLACTBEHHbIE N OPraHN3aLMoHHbIE TPeboBaHUS;
- BXOOHbIE faHHble OT noTpebuTtenelt, nepcoHana n gpyrux 3anHTEPEeCcOBaHHbIX CTOPOH.

Monutrka B obnactu Kayectsa WM NOAUTMKA MO YNPaBNEHMIO MPETEH3USMU LONXHbI ObiTb
COrn1acoBaHbl.

5.3 OTBEeTCTBEHHOCTb M NOIHOMOYMS
5.3.1 Bbiclee pykoBOACTBO AOXHO HECTM OTBETCTBEHHOCTb 3a CNeyolyo AesTeNbHOCTb:

a) obecneyeHmne yCTaHOBNEHNS NpoLiecca U Lenei ynpasneHns NpeTeH3nsMu;



b) obecneyeHve B COOTBETCTBMM C MONUTWUKON OpraHMsauuy ynpaBfieHUs NPETEH3USMU
nNnaHupoBaHusl, pas3paboTky, OCYyWeECTBNEHMS, MoadepXaHus B paboyeM COCTOSIHAM 1
NOCTOSIHHOIO YNyYLWeEHNs NpoLecca ynpaBneHns NpeTeH3nsaMu;

C) MAoeHTMdMKaUUK 1 pacnpeneneHne HeobxoAuMbIX aAMUHUCTPATUBHBIX PECYPCOB ANS
LOCTUXEHNS pe3yNbTaTUBHOCTU 1 30 PEKTUBHOCTN NpoLiecca ynpaBieHns NpeTeH3nsIMu;

d) copeicTBe pacnpoCTPaHEeHMIO MOHMMAHWA OpraHM3aunein BaXXHOCTU npouecca
ynpasneHusi NPeTeH3nsMN N HeoBXOANMOCTY OPUEHTaLUMKN Ha NoTpebuTens;

e) obecneyeHne [noBeneHus 00 noTpebuteneit, NPenbsSBAAOWNX NPETEH3N0, U OPYrux
3anHTepecoBaHHbIX CTOPOH B NIErkom 1 OOCTYMHON oopMe HGhopMaunmn o npoLecce ynpasieHus
npeteHsnsMu (cM. npunoxenuve C);

f) Ha3HayeHve npencTaBuTens PykoBOACTBA MO YNPaB/IEHNO MPEeTeH3nsMn, onpeneneHne
€ro OTBETCTBEHHOCTW W MONHOMOYMIA B [OOMONHEHME K OTBETCTBEHHOCTU W MOSIHOMOYUSAM,
npueeneHHbIM B 5.3.2;

g) obecneyeHne BbICTPOro 1 apPEKTUBHOro NpoLecca yBeJOM/EeHNs BbICWEro PYKOBOACTBA
0 NOObIX CYLWECTBEHHbIX NPETEeH3NsIX;

h) nepuoamyeckuii aHanM3 npouecca ynpaBneHWs npeTeH3usiMu Ons obecneyeHus ero
pe3ynbTaTUBHON N 3O PEKTUBHON PaboTbl M MOCTOSHHOIO YNyYLIEHNS.

5.3.2 npe,ﬂ,CTaBI/ITel'lb pykoBoaACTBa MO ynpasBieHUIO MNPEeTeH3nAMNU LOONXKEH HECTU
OTBETCTBEHHOCTb 3a cneagywuune nencrens:

a) onpeaeneHne N PyHKLUMOHUPOBaHNE NPOLIECCOB MOHUTOPWHIA, OLEHKM 1 NpeacTaBneHus
OTYETOB;

b) npenctaBneHve OTYETOB BLICIWIEMY PYKOBOACTBY O (OYHKUMOHMPOBaHUM npolecca
yrnpaBneHnst NPeTeH3MAMN U He0OXOANMOCTI Y NyYLLEHWIA;

C) nopmepXkKy pe3ynbTaTMBHOrO W 3PPEKTMBHOrO PYHKUMOHMPOBAHUS npoLecca
yrpaBneHns npeTeH3nsiMu, Bko4Yas Habop u obydyeHMe nepcoHana, TeXHONornyeckue
TpeboBaHusl, TpeboBaHWS K  OOKyMeHTaMm, cobniofeHne  3annaHMpoBaHHbIX  CPOKOB
yperynmpoBaHusi npeTeH3nii n apyrux TpeboBaHuin, a Tak>xe NpoBeLeHNe aHanmaa npoLecca.

5.3.3 PykoBoauTtenu opraHmsaumm pasnnyHbiXx CTPYKTYPHbIX nogpasneneHnin, BOBNeYeHHble
B NPOLIECC yNpaB/ieHNs MPEeTEeH3UsSIMN B paMKax CBOUX MOTHOMOYMIA, AONXKHbl OblTb OTBETCTBEHHDI
3a cnefyowmne 0encTeug:

a) obecneyeHne BHeApPEHNS NpoLecca ynpasneHns NpeTeH3nsaMu;

b) B3aMMoLencTemne c npeancrasnTesieM pykosoacTea no ynpaB1eHUO NPEeTEH3NAMI]

c) obecrneyeHne COOEMCTBMS pPaCMpPOCTPaHEHMIO MOHUMaHMS npouecca YynpasieHus
NPEeTeH3nsMN N HeOOXOANMOCTY OPUEHTaLMKN Ha NoTpebuTens;

d) obecneyeHre nerkoro fJOCTyna K MHpopMaLmm 0 NPoLecce ynpaBneHns NPeTeH3nsMY;

e) npeactaBneHMe OTYEeTOB O [LeATENbHOCTU W MPUHATBIX PEeWeHMsX Mo yrnpaBieHuIo
npeTeH3nsIMu;

f) obecneyeHne npoBeAEHMS MOHMUTOPWMHra npouecca YnpaBNeHUs MNPETEeH3NSMU 1
perncTpauumn ero pesynbTaTos;



g) obecneyeHne NpoBeAeHNs COOTBETCTBYIOWMNX OENCTBUIA C LEeNblo yCTpaHeHns npobnemsi,
npenynpexaeHusi ee NOBTOPHOro BO3HMKHOBEHNS 1 BEAEHNS perncTpaumnoHHbIX 3anucei;

h) obecneyeHne [OCTYNHOCTM AaHHbIX MO YNPaBAEHWIO MPETEH3MAMU ONS aHanu3a co
CTOPOHbI BbICLIEr0 PyKOBOACTBA.

5.3.4 Becb nepcoHan, HenocpencTBeHHO paboTawwmii ¢ notpebutensmm  un
NpenbABNSOWNMN NPETEH3U0, OONXKEH:

- O6bITb 06YyYeEH ynpaBneHnio NPeTEH3NsAMN;

- cobnogatb TpeboBaHWs K NPEOCTaBNEHWUIO YCTAHOBMEHHbIX OTYEeTOB No nobomy Buay
paboT Cc NPeTeH3nNaMY;

- BEX/MBO obpawatbca ¢ notpebutensamu, ObICTPO paccMaTpuMBatb MPETEH3UU UAn
HanpaBnsATb X OTBETCTBEHHOMY UCMONHUTENIO;

- NoKasblBaTb XOPOLWNE MEXIMYHOCTHbIE U KOMMYHUKATUBHbIE HaBbIKW.
5.3.5 Becb nepcoHan OONXEeH:
- 3HaTb O CBOEW POnn, OTBETCTBEHHOCTUN U NOMHOMOYMAX OTHOCUTENIbHO MPETEH3UI;

- 3HaTb nocnenoBaTesibHOCTb NMpouenyp 1 NpenocTaBgeMyto NpeabsaBAaoWEeMy NPeTeH3no
nHopMauuio;

- MPEOCTaBNATb OTYETbl MO MPETEH3WsSM, OKa3blBAWWWMM CyWEeCTBEHHOE BO3AENCTBME Ha
opraHusaumio.

6 MnaHupoBaHue n paspabotka
6.1 O6LwMe NonoxeHus

Lna noBblweHWs NOSANbHOCTW, YOOBNETBOPEHHOCTM MOTPEOUTENS W MOBbIWEHMS KavecTea
NpoaykKUMW oOpraHvM3aums [HOONXHa 3annaHupoBaTb W paspabotatb pesynbTaTUBHbBIA U
9O PEeKTMBHBIA MPOLECC YynpaBneHns npeteHausimu. B cOOTBETCTBUM C MOMMTUKOA U LEeNnsMm
ynpaBfeHns NPeTeH3nsiMM 3TOT NPOLLECC OONXEH BKoYaTbh B cebsi Habop B3aMMOCBSI3aHHbIX U
COrnacoBaHHO (PYHKLUMOHMPYIOWMX BUOOB OEATENbHOCTM W UCMONb30BaHUE  Pa3nNYHbIX
YenoBeYeCcKMX, WHGOPMAUMOHHbIX, MaTepuanbHblX, (PUHAHCOBLIX PEeCypCoOB U pPEecypcoB
nHdpacTpykTypbl. OpraHusaums OOMXHA MCNOSb30BaTb COBPEMEHHbIE METOonbl YnpaBieHus
NpeTeH3nsaMU, NPUMEHSIEMbIE APYTMU OPraHN3aLNSMU.

6.2 Llenn

Bbicliee pykoBOACTBO OpraHu3auuMvm OONXHO obecneuntb onpedeneHve uener Mo
yNpaBneHUO MPETEeH3UsIMU 0N COOTBETCTBYIOWMX MOAPA3LENEHUA U Ha COOTBETCTBYIOWMX
YPOBHSIX. Llenn B ynpaBneHuv npeTeH3usMy OONXHbl ObiTb M3MEPUMbIMU U COrNacoBaHHbIMK C
NONMUTMKOWM MO  ynpasBneHwio npeTeHauamu. Llenn cnemyet  ycTaHaBnmMBaTb — 4Yepes
3annaHVWpoOBaHHbIe HTEePBabl BPEMEHMN 1 UMETb KPUTEPUM UX JOCTUXEHUS.

6.3 [lesaTeNbHOCTb

Bbiclwee pykoBOACTBO [HOMXHO obecneyvBatb NNaHUPOBaHWE MpoLecca YynpaBneHUs
npeTeH3nsaMn Ans noAaepXaHusl U NOBbIWEHNs yOOoBNEeTBOPEeHHOCTM notpebuteneii. Mpouecc



ynpasBneHnsa npeteH3nsaMm MoxXeT 6biTb B3aMMOCBS3aH WM COrnacoBaH C OpyrmmMmm npoueccamum
CUCTeMbl MeHeXMeHTa Ka4eCTBa opraHmn3aumnin.

6.4 Pecypchbl

Bbicluiee pyKOBOACTBO OpraHusauMnm AONXHO onpeaenuts u  obecneyntb pecypchl,
HeobxoauMble ONs NooAepXaHus pe3ynbTaTMBHOMO U 3PGEKTMBHOrO npolecca ynpaeneHus
npeTeH3usiMu. OTO Takue pecypcbl Kak nepcoHan, obydyeHue, npouenypbl, OOKYMEHTHI,
noanepxka cneunanucTos, matepuansl, 06opyaoBaHne, KOMMNbIOTEPHbIE annapaTHbie CPeacTBa,
nporpammHoe obecrneyeHne N PUHaHcChHI.

BaxHbIMM pecypcamu npoLiecca ynpasneHns npeTeH3nsaMn SBnsitoTcs oTbop, noaaepxka u
06y4eHre BOBNEYEHHOro B NPOLIECC nepcoHana.

7 OCHOBHble BMAbI OeATeNbHOCTU Npouecca ynpaBneHUs NpeTeH3nsiMum
7.1 ObparHasi cBS3b

NHpopmMaums o npouecce ynpaBneHusi NpeTeH3usiMy B Buae Opowtop, namgnetos vam
MHAOPMaLUMM Ha 3NEKTPOHHbIX HOCUTENSAX [HONXHa OblTb Nerko QocTynHa noTpebutensm,
NPeobABNAOWMM MPETEeH3UM U OPYrMM 3auMHTEepPecOoBaHHbIM CTOpPOHaM. dTa MHgOpPMaLMs
IONXHa ObiTb M3N0XEHa MOHSITHbIM SI3bIKOM U B OOCTYMHOW Onsi Bcex doopme, obecneymBas
HenpuYnHeHve Bpeaa npeabapnsiowemMy npeteHauno. MNMpumepbl HEO6X0OMMON MHOPMALIMK:

- CBEEHMUS1 O MecTe noaayv NpeTeH3nu;

- CBeAEHMsl 0 hopMe noaadn NPeTeH3unu;

- CBelleHns, NpeaocTaBnsieMble NpeabaBNSIOWMM NPEeTeH3Mo (CM. Npunoxexue B);

- npouecc 06paboTky NPeTEH3NN;

- UHTepBanbl BpEMEHN, HeobxoanMble 4N BbINONHEHUS CTaani npouecca,

- NPennoXeHns npenbsaBNAOWEro MNPeTeH3ntio no WCMNpasBneHno CUTyauuun, BKKYas
BHeWHe cpencTea (cMm. 7.9);

- CNoCcobbl NONyYeHMs NPeabABASIOWMM NPETEH3NI0 MHPOPMALIMN O COCTOSIHUM NPETEH3NN.

7.2 lNonyyeHune nNpeTeH3un

Mocne nepBoHaYanbHOrO MONYYEHNS NPETEH3NS BMECTEe C OOMNOMHUTENbHOW MHOpopMaumei
JonxHa OblTb  3aperncTpupoBaHa, W eid  [onxeH OblTb  NPUCBOEH  YHWUKANbHbIA
NOEHTMAMKALMOHHBIVA KoA. [Mpu 3anncm nepBoHayYanbHOM NPeTEH3NM AONXHbl ObiTb ONpeaeneHsbl
CpencTBa U METOLbI peleHns Npobnembl, Npegnaraemble NPeLbSBASIOWNM NPETEH3NIO, @ TaKXe
nobas gpyras nHdopmaums, Heobxoanumas ons acpekTmsHon 06paboTkn NpeTeH3nmn, BKaoYas
B cebs:

- ONMCaHne NPeTeH3Mn 1 HeobXoaANMble AONONHUTENbHbIE OAHHbIE;

- TpebyeMble CpeacTBa ANs PeleHus;

- onucaHne obbekTa NpeTeH3un (MPoayKLMs A npouecc obcnyXmnBaHus);



- 0XXMnIaemblli CPOK OTBETA,;

- JaHHbIe 0 NepcoHane, noapasaeneHnn, opraHn3aunm U/mnm cerMeHTe pbiHKa;
- HEMeJIeHHOe pacCMOTPEHNE NMpPeTeH3nn nocne nogayv NPeTeH3nu.
JanbHenwee pykoBoACTBO NprBeaeHo B Npunoxexmsx B un D.

7.3 NpocnexusaemMoCTb NpeTeH3nn

MpeTeH3nio cnefyeT MPOCNEXUBaTb OT MOMEHTA €€ MONyYeHUs 0O MOJSIHOro 3aBepLieHUs
npolecca ynpaBneHus nNpeTeH3vnen, koraa npefbsBnsiownii npeteHano yneT yaooBNETBOPEH
NN MPUHSTO 3akfiounTenbHoe peleHve. MpenbsBnsiiowmnii NpeTeH3nto No 3anpocy n yepes
3annaHupoBaHHble perynsipHble WHTepBanbl BPEMEHW, MO KpalHel Mepe, BO BpeMs
nepBOHaYanbHO YCTAHOBMIEHHOrO CPOKa WMCMOJNIHEHWUS, OONIXEH UMETb LOCTYN K UHGOpMauuu o
TEKYLLEeM COCTOSIHUM NpoLiecca yrnpaBfieHnst NpeTeH3ne.

7.4 MNoareepXx.aeHne NpeTteH3un

MonyyeHne kaxnOoh NpPeTeH3aun  OONXHO OblTb  HEMEANIeHHO  MOATBEPXIEHO
npeabsBnSAWEMY NPETEH3UO (HanpruMep, No NoYTe, TeNeOHY U NEKTPOHHON NoYTe).

7.5 MNepBoHayanbHasa oueHKa npeTeH3nu

Mocne NnoNyyeHNs KaXOon npeTeHann [OonXxHa HblTb npoeegeHa ee nepBoHaYyabHas
OoUueHKa C TOYKM 3peHuda Takunx Kputepmes KakK BaXHOCTb, 6e30MacHOCTb, CNOXHOCTb,
BO3MOXHbIe nocnencteud, a TakXe [OOoJiXHa 6bITb nposegeHa oueHkKa HeobxoanuMoCTN 1
BO3MOXHOCTU npoBeneHnda HeMe oNeHHbIX LEencTBum rno pacCMOTPEHNIO NPETEH3NN.

7.6 PaccnepoBaHue npeTeH3umn

Bce pa3yMHble yCUnna OOnXHbl 6bITb npeanpuHATbl onda paccnenoBaHusa scex HeobXoOUMbIX
06CTOATENbCTB 1 OaHHbIX, CBA3aHHbIX C I'IpGTGHSVIGVI. YpOBeHb paccnenosaHnsa OonXeH 6bITb
copa3MepHbIM BaXHOCTWN, HaCTOTE BO3HUKHOBEHUA N TAXECTU nocneacTeumn npeTeH3nn.

7.7 OTBEeT Ha NpeTeH3un

Mocne COOTBETCTBYIOWEro paccnenoBaHst OOCTOSTENbCTB M LaHHbIX MO  MPEeTeH3un
opraHMsaums OOofXHa NpennoXuTb OTBETHble OEWCTBMA (CM. npunoxeHuve E), Hanpumep
ncnpasneHne npobnembl W/unu npepynpexneHne ee NOBTOPHOro nosisnexHus B Oyayuwem. Ecnm
npeTeH3ns He MoOXeT ObiTb HeMeaIeHHO Y AOBNETBOPEHA, TO OpraHn3aumns JonXHa HaTy cnocob
€e peLleHns, KOTopbIi MOXET MPMBECTM K Hambonee ahdPeKTMBHOMY pe3ynbTaTy B BO3MOXHO
6onee KOPOTKNE CPOKK (CM. Nnpunoxexue F).

7.8 O6paTHas CBSI3b NO NPUHATOMY peLUEHUIO

PeweHne unu nobble OENCTBUS, CBA3a@HHbIE C MPETEH3MEN U MMEKWME OTHOWEHUS K
NpPeLbaBNAOWEMY NPETEH3NIO U BOBNIEYEHHOMY NEPCOHany, AONXHbI ObiTb OBEAEHbl JO HUX
HEeMeANIEHHO NOCne NPUHSATUS PELIEHNS UMW BbINONHEHNS COOTBETCTBYIOLWNX AEACTBUA.

7.9 3aBeplLueHMe AeUCTBUM MO ynpaB/ieHUIo NpeTeH3nen

Ecnn Hpeﬂ,'bﬂBﬂFl}OUJ,MIZ NnpeTeH3nto cornaced C npennoxeHHbiM peleHnem nnnn
OencTBmnem, To Takme peweHne n/unnn DencTBnS O0NXHbl ObITb BbINOMHEHbI U 3aperncTpunpoBaHsbl.

Ecnn I'Ipe,ﬂ,'bﬂBJ'IFHOUJ,I/II?I NnpeTeH3nto He cornacedH C npennoxeHHbIM peweHnem wunmn



LeNCTBMEM, TO NPETEH3US LOMXHA OCTaBaTbCSA OTKPLITOW. Takoi cTatyc NMpeTeH3uMu OONXEH
OblTb 3aperucTpupoBaH, a MNPeabABASIOWMA NPEeTEeH3NI0 OONXeEH ObiTb MPOUHM(OPMMPOBaH
OTHOCMTENbHO anbTePHATUBHbBIX POPM 1 BAPUAHTOB PELIEHWIA W/Unn OeicTBUIA.

OpraHnsaunst goNixXHa NPoOBOAUTE MOHUTOPWUHI OEWCTBUIA MO yNpaBfeHWIo NpeTeH3nen oo
Tex nop, noka He 6yayT UCMONb30BaHbl BCE PasyMHble BHYTPEHHUE W BHELWHME BO3MOXHOCTI ANs
yLOBNETBOPEHNS NPELbSABNSAIOWErO NPETEH3NIO.

8 ObcnyxuBaHue U ynyJlleHue
8.1 C60p nHdopmaumm

OpraHu3auns 0onXHa permcTpmpoBaTth 3an1cu 0 Xo4e NpoLecca ynpasieHns NpeTeH3nNsMu.
OpraHnsauns LOnXHa yCTaHOBUTb M BHEAPUTb Mpouenypbl 3anvceil NpeTeH3nii 1 0TBETOB Ha
HMX, HE0OX0AMMbIE AN UCMONb30BaHUS 3TUX 3anNUCeit U yNpaBieHns UMK, a TakXe LoMXHa 6biTb
obecneyeHa 3awmta nobOOIN NMYHOW MHPOPMALMM U KOHOUAEHUMANBHOCTU NPeabaBASIOWEro
npeTeHauio. Npoueaypa BefeHNs 3anvceit BonXHa BKoYaTh B cebs:

a) onpefeneHne nocnenoBaTesNbHbIX WAroB Mo uaeHTudgukaumm, cobopy, knaccudukaumm,
06CNy>XM1BaHWIO, XPAHEHWUIO N YHUYTOXEHMIO 3anunce;

b) npn perucTtpaummn 3anucei No ynpasneHUO NPETEH3NSMU U 06CNYXXMBAHWNIO NONYYEHHbIX
3anucein - obecrneyeHne NpeaenbHON OCTOPOXHOCTM MPU XPaHEeHWN 3anucelt Ha 3NeKTPOHHbIX
harnax u MarHUTHbIX HOCUTENSX, TaK Kak 3anvMcu Ha 9TUX HOCUTENSX MOryT ObiTb NOTEPSHbI B
pe3ynbTaTe Njoxoro obpaleHnst nnm uan4Yeckoro CTapeHns HoCUTene;

C) BedeHWe W noooepXxky B paboyeM COCTOSHUWM 3anucei no Buaam o0OydYeHus u
WHCTPYKTaxy, NPOBEAEHHbIM C NLAaMU, yY4aCTBYIOWMMY B MPOLIECCe YNPaBNeHUs NPeTeH3nsaMu;

d) yctaHoBneHne TpeboBaHWii K OTBETaM Ha 3anpocbl MO MPEeLCTaBNEHUIO U nepepave
3anuceit, NofaHHbIX NPELbABNSIOWMM NMPETEH3MIO U €ro areHTOM; OHU MOFYT BKJ/IO4aTb CPOKU
BbINOSIHEHWS, He06X0AUMYIO MHCpopMaLMIO (HanpuMep, BMA, agpecaT 1 oopMaTt UHGOpMaLmMn);

e) onpeneneHne  crnocoboB M CPOKOB  packpblTs  Ans  OB6WecTBEHHOCTY
HenepCOHNMPULMPOBAHHbBIX AAHHbIX O NPETEH3MSIX.

8.2 AHanu3 n oueHKa npeTeH3un

OpraHmsaumst OOofXHa KnaccuduumposaTb W aHanM3upoBaTb BCE MNPEeTeH3uu Ans
YCTaHOBNEHNS CUCTEMATMYECKOro, Nepuoanyeckn noBTOPSEMOro W/unm eguHUYHOro Xxapakrtepa
npobneM, onpeneneHns Ux OCHOBHbIX TEHOEHUWUA M Mep MO YCTPAHEHMIO OCHOBHbIX MPUYWH
NpPeTeH3nii.

8.3 Y,D,OBﬂeTBopeHHOCTb npeopaBnAaAlOWUNX MPEeTeH3no npoueccom ynpasJ/ieHUsa
NnpeTeH3nssmMmun

OpraHusaumsi [JonXHa BECTW TMOCTOSIHHYO paboTy MO  OnpeneneHuio  YpPOBHEN
yIOB/NIETBOPEHHOCTW MPENbSBNSIOWMUX NPETEH3NI0 MPOLIECCOM YrpaBieHns NpeTeH3nsMu. ITo
MOryT ObiTb BbIOOPOYHbLIE OMPOCHI YAOBNETBOPEHHOCTU MNPEAbSABNAIOWMX MNPETEH3NIO WU/MNK
apyrue MeTonbl.

MpnmeyaHue - OgnMH N3 METOOOB MOBLIWEHUS YA0BNETBOPEHHOCTM MPOLIECCOM yNpaBneHns
npeTeH3nsaMm - 3TO MOLENUPOBAHME KOHTaKTa Mexay npenbsaBndlownum npeTeH3no un
opraHunsaumen.



8.4 MOHUTOPUHT NpoLecca yrnpasneHUsl NPeTeH3UsMM

OpraHu3aumss OonXHa MPOBOAUTb MOCTOSIHHBIA MOHWUTOPUHI Mpolecca ynpaBieHUs
npeTeH3usMKn, noTpebHoCTel B pecypcax (BKoYasi 4yenoBevyeckune Pecypchbl) M cobrpaembix
HEOHX0ANMbIX AAHHbIX.

OpraHnsaumsi OonXHa MpoBOAUTb M3MEpeHMe Mpouecca YnpaBneHWs MNpeTeH3nsMu B
COOTBETCTBUN C YCTAHOBIEHHbIMU KPUTEPUSAMM (CM. NpunoxeHne G).

8.5 Ayaut npouecca ynpaBneHUsi NpeTeH3namMu

OpraHnsauns fonXHa NpoBOAUTb ayauTbl paboTbl M obecnedyeHus pecypcammn npolecca
yrnpaeneHus nNpeTeH3nsaMu Yepes 3annaHnpoBaHHble WHTepBanbl BpemeHw. Llenbio ayauta
ABNSAETCA NONyyYeHne crnenyrowein nHopmaunn:

- COOTBETCTBME npoLiecca yrnpasneHnsa npeTeH3nsaMm yCTaHoBNEeHHbIM npoLenypa;

- NPUro4HOCTb NpoLecca ANs AOCTUXEHUS Lenen B ynpasieHuy NpeTeH3nsamu.

AyauT npouecca ynpasneHus npeTeH3nsMn MOXeT NPOBOANTLCS Kak YacTb ayanta CUCTEMbI
MEHe[ XMeHTa KayecTBa, Hanpumep B cooTeeTcTBUM ¢ MICO 19011. PedynbTathl ayanta cnegyet
y4YnTbIBATb NPY aHanmn3e co CTOPOHbI PyKOBOACTBA ANS UAEHTMUdMKaUUM NPO6NEMbI 1 yNyyILEHUS
npouecca ynpasneHus npeteH3namn. AyauT OONXEH NPOBOANTLCA KOMMETEHTHLIMU NNLAMU, He
3aBMCUMbIMM OT MPOBEPSEMO fesaTenbHocTu. [eTanbHble TpeboBaHus K ayamTy npeacTasieHs
B NpunoxexHun H.

8.6 AHanu3 npouecca ynpasneHusi NpeTeH3MsAMU CO CTOPOHbBI BbiCLLIEro pyKOBOACTBa

8.6.1 Bbiclwee pykOBOACTBO OpraHm3auun OONXHO aHanuampoBaTtb MPOLECC ynpasneHus
npeTeH3nsMn Yepes 3anfiaHMpoBaHHbIe MHTepBasbl BpeMeHu 015 CneyowWwmx Lenen:

- OLEHKM TeKylleid MPUroJHOCTW, afeKBaTHOCTW, Pe3yNbTaTUBHOCTA U 3PIEKTUBHOCTY
npouecca;

- MOEHTUUKALUM N aHann3a Cly4aeB HECOOTBETCTBMSA NPOLYKLUUM TPebOBaHWSM OXpaHbl
300p0Bbs, 6€30NacHOCTM, aKONorun, obs3aTenbHbiM 1 Apyrum obs3atenbHbiM TpeboBaHuAM, a
Takxe TpeboBaHuaM noTpedbuTteneii;

- NOEHTMUKALMN 1N YyCTPaHEHNS1 HECOOTBETCTBUIA B MPOAYKLIMN;

- NOEHTUUKALMM N YCTPaHEHNS HECOOTBETCTBMIA MPOLECCa;

- OLEHKM BO3MOXHOCTEW YNyyleHnsl npoLuecca ynpaBneHns npeTeH3nsMn 1 npennaraemoi
NPOAYKLMN 1 NOTPEOHOCTEN B X UBMEHEHNSIX;

- OLUEHKWN HEODXOAUMOCTN N3MEHEHUS! MONUTUKN U LeNei B ynpasneHnn npeTeH3nNamin.

8.6.2 BxonHble gaHHble 4N aHanM3a Co CTOPOHbI BbICWIEro PyKOBOACTBA OOJXHbI BKOYATh
B cebs;

- BHYTPEHHWE aKTOpbl, TaKMe Kak M3MEHEeHUsi B MOAUTMKE, LIeNsiX, OpraHu3auMoHHOW
CTPYKTYpe, MPOAYKLMN 1 OOCTYMHbIX pecypcax;

- BHelWwHune CpaKTOpr, Taknme Kak M3MeHeHnsa B 3aKoHOoOaTe/lbCTBe, cnocobax KOHKYpeHUunn



W/unnn TeXHONOrnsXx;

- XapakTepucTtukn nonHOTbl BbIMOMHEHUA MpouecCa ynpaBneHUA MNpeTeH3nsaMn, BKo4Yas
aHanma3 ynoBneTBOPEHHOCTN I'IOTpGGVITGﬂSI n pe3ynbTtaTtbl MOCTOAHHOIO MOHUTOPWUHIa Npouecca;

- pe3ynbTathbl ayaMTOB;
- CTaTyC KOPPEKTUPYIOWNX N NpeaynpeXxnawnx 4encTBui;

- NPemanpuHsiTble OeNcTBUS NO pe3ynbTataM Mnpeaploylwero aHanmsa co  CTOPOHbI
PYKOBOACTBA;

- pekoMeHoaunm no ynyduweHmo npoueccos opraHn3auunn.

8.6.3 BbixoaoHble faHHble aHanuaa co CTOPOHbI BbICWIEro pykosoacTBa OOJIXKHbI BK/IKOYATb
BCE pelleHnsa u OeACTBUS, OTHOCALWMECS K Clelyouemy:

- NOBbLIWEHNIO PE3YNbTATUBHOCTM N 9CPEKTUBHOCTM NpoLecca ynpaBneHns NpeTeH3naMu;
- YAYHLWEHMIO NPOAYKLNN;

- obecneyeHne HeobxoOauMbIX pecypcoB (Hanpumep, obecrnedyeHne noTpebHOCTM B
nporpammax obyyeHusi).

3anucu 06 aHanM3e CO CTOPOHbl BbICWEro PyKOBOACTBA [LOMXKHbI MOALEPXMBATbCS B
paboyeM COCTOSHUN 1 UCNONb30BaThCA AN MAESHTUUKALUM BO3MOXHOCTEN YNYyUILEHNS.

8.7 NocTosiHHOE ynyulleHue

OpraHvsaumsi OonXHa TMOCTOSHHO MOBbIWATh Pe3yNbTaTUBHOCTb U 3(PXEKTUBHOCTb
npouecca ynpasfieHUs MPeTEeH3UsaMn MOCPEeACTBOM KOPPEKTUPYIOWMNX, nNpenynpeXatowmx
LEeNCTBMA N WHHOBAUMOHHbLIX YCOBEPLWEHCTBOBaHWA. Pe3ynbTatoM nonobHON [esTenbHOCTH
opraHMsaumm MoXeT CTaTb MOCTOSHHOE ynydlleHne KadyecTsa npoaykumn. OpraHmsaums SoxXHa
npeanpuHuMaTb HeobxoOuMble OENCTBUS C LENbl0 YCTPAHEHWS MPUYMH CYLWECTBYOWMUX W
noTeHUManbHblX Npobnem, Beaywmx K NPEeTeH3nsM, ONs npenynpexXneHUus WX MNosiBNeHUs.
OpraHusaums gonxHa:

- nccneposatb, MAEHTUOUMUMPOBATb W MPUMEHSATb COBPEMEHHble MeTonbl paboTbl C
npeTeH3nsMu;

- cnocobcTBOBaTh YCTAHOBMIEHWIO B OpraHu3auMm noaxo4a, OPWEHTUPOBAHHOIO Ha
notpebutens;

- CTUMYNIMPOBaTb BHEAPEHUE UHHOBALMIA B yPAaBNEHNe NPeTEeH3UAMY;
- CTPEMUTLCS K 06pa3LoBOMyY NoBeaeHuo Npy paboTe ¢ NPeTEH3NAMN.

B «kayectBe [OMONHMTENbHOrO pPYKOBOACTBA MO 0OWeid MeTomosniorMm MoCTOSIHHOMO
ynyyweHms pekomeHayeTcs ucnonb3osatb VICO 9004.

NMPNNOXEHNE A
(cnpaBoy4HOE)



PekomeHgauun onsa manoro 6usHeca

HacTtoswuin ctaHgapT MOXET MNPUMEHSITbCS opraHusaumsamu nobbix pasmepoB. OnOHako
WMPOKO M3BECTHO, YTO MPeanpusaTns Manoro 6uaHeca orpaHUYeHbl B pecypcax, KoTopble MoryT
6bITb HaNpaBNeHbl Ha pas3paboTky 1 nogaepxaHve B paboyem COCTOSIHUM npoLecca yrnpasneHns
npeTeH3nsaMu. Hacrtosiwee nNpunoxeHwe yctaHaBAnBaeT OCHOBHblE HAMpaBNeHUs OessTeNbHOCTU
NpeanpuaTUii, OPWEHTMPOBAHHbIE Ha [HOOCTUXEHWE MakCuManbHOW pe3ynbTaTUBHOCTA U
3P ekTUBHOCTU NpoLecca ynpasneHna NpeTeH3ngaMu.

Kntouesble HanpaeBneHna npouecca ynpasneHna npeteHanamMn 1 npennaraemas
neaTenbHOCTb BKNOYaloT B cebsi:

- OTKPbITOCTb ANa NPEeTeH3nin - HanMyne 3aMeTHOM Haanucu Ha BWOHOM MecTe B
opraHMsaumm Mnu BKIOYEHME OOMOMHUTENbHOrO MyHKTa B HaknadHble opraHmsauun (cMm. 4.2),
Hanpumep: "Bawa ynoBneTBOpeHHOCTb BaxHa Ans Hac. lNoxanyicta, coobwmTte Ham, ecnu Bbl
He y0BNEeTBOPEHbI - Mbl XOTUM 3TO UCMPaBUTL".

- cbop n 3anncb NpeTeH3uii (CM. npunoxeHus B n D);

- NOATBEPXAEHNE MONYYEHNS NPETEH3UN, €CNY NPETEH3US HE BpyYeHa NIMYHO, Hanpumep,
3BOHKA MO TeNeoHy nnm coobLeHns No 3NEKTPOHHOM NoyTe (CM. 7.4);

- OLEeHKY 0OOCHOBAHHOCTW MPETEH3UWN, BO3MOXHOINO OTBETHOrO AEWCTBUS U Ha3HaYeHue
OTBETCTBEHHOr0 UCNOMHUTENS (CM. 7.5);

- NPVHATNE PELEeHNs B MakCuManbHO KOPOTKWE CPOKW WX danbHewlwee paccnenosaHue
NPeTeH3NN 1N 3aTEM NPUHATNE PEWEHNS O AaNbHENWNX OEeACTBUAX (CM. 7.7);

- NpenocTaBNeHne uHdopMaumMm noTpebutentd o nnaHax paboTbl C NpeTeH3vein wu
nocnegywwmii aHanm3 oteeta notpebutenst. OueHka cTeneHn yaooBNeTBOPEHHOCT NoTpebutens
NpPeanoXeHHbIMU OeACTBUSIMA, MPU NONIOXMUTENbHOM OTBeTe ObiCTpo (B Mpenenax pasyMHOro)
NpennpuHATL OEeACTBME, OXuOoaemoe noTpebuTenem c NPUBNEYEHWEM HOBEWWWX METOAO0B B
COOTBETCTBYIOLWEN cdepe AeaTeNbHOCTN (CM. 7.8);

- [oBeleHve [Ho0 noTpebutens ceeneHWin 060 Bcex [OENCTBUSX U 0ochopMieHue
COOTBETCTBYIOWEN 3anucy O pesynbTate, €CNu NpPeTeH3us BCe ele He yperynMpoBaHa U
noTpebuTenb He yLOBNETBOPEH, TO HEOOXOAUMO 0O BSCHUTL NOTPEBUTENIO NPUHATOE PELIEHNE 1
NPEeanoXunTb BO3MOXHbIE anbTepHATNBHbIE BapUaHThI pelleHns (cM. 7.9);

- PErynsipHbI aHanM3 NPeTeH3nin, T.e. KpaTknii Nepuoanyeckmini aHanma n 6onee NoapPoOLHbIN
eXEerogHbolii aHann3 Ons onpefeneHns TEeHAEHUMA WA O4YEeBMIHbIX (PaKTOPOB, Tpebyrowmx
N3MEHEHNs, [ONS YCTPaHEHUsI MNPEeTeH3ui, ynydweHust oOCnyXuBaHUs WAW  NOBbIWEHUS
yLOBNETBOPEHHOCTM NoTpebuTtenein [cM. npunoxeHue B n D.7 (npunoxeHne D)].

ns ynyduweHuns pa6OTbI C npeTeH3nsaMn Moxet ObiTb MONE3HO noceuweHne npyrux

aHanoOrMyHbIX UNM WUHbIX opraHm3aunii. OBMeH onbiToM B 06nactv paboTbl C NPETEH3USMM
notpebuTtenein MoXeT NOMOYb B ONpeneneHnn aghPEKTUBHBIX METOLOB OpraHmn3auuy paboTol.

NMPUNNOXEHVE B
(cnpaBoy4HOE)

dJopma Angd npenobsaBNeHUA NPeTeH3nn



Tunosas bopma, npenctaBneHHas B HaCTOSAWEM MPUIOXEHUN, COLOEPXWUT OCHOBHYIO
MHdopMaLuio, KoTopasd MOXeT NOMOYb NPeabAaBNAWEMY MNPETEH3UID OTBETUTb Ha K/KO4YEBbIE
BOMpOChbl, HeobxoauMble opraHunsauunn ona ynpasneHus npeTeHsmeVl

1 CBeeHUs1 0 NpeabSABASAIOLLEM NPETEH3UI0
dUNO/opraHnsaums

Anpec

lMoyTOBLIV MHAOEKC, ropon

CtpaHa

TenegooH

dakc

OnNeKTPOHHas noyta

D UNO 1 nonHOMOYUS nnua, AEACTBYIOWEro OT UMEHN NPEAbSABASAIOWEro NPeTEeH3no (ecnu
NPUMEHUMO)

KoHTakTHOE Nnuo (ecnn oTANYHO OT Npeablaywero nyHKTa)

2 CBepeHuUsa 0 NpoayKLMU
Homep nspgenusi/aakasa (ecnv n3BecTHO)

OnucaHve

3 Mpobnembl, C KOTOPbIMU CTONKHYNICA NPeabABASIOLLLUA MPETeH3UI0
JlaTta BO3HUKHOBEHUSA

OnucaHne npobnem

4 Tpebyemble cpencTea
na Het

5 Nara, noanucb
Hara MNoaonunch

6 NMpunoxeHus

Cnucok NPUNO>XeHHbIX JOKYMEHTOB

NPUNOXEHNE C



(cnpaBoy4HOE)

O61bEeKTMBHOCTb NpoLuecca ynpas/ieHUsi NPpeTeH3nsIMn
C.1 O6bwun

MprHUMNbI 06 EKTUBHOCTM MpoLecca ynpasneHusi NpeTeH3NsIMU:

a) OTKPbLITOCTb - WWPOKO AOCTYMHbIA W TMOHSTHIA 0N BOBNEYEHHbIX UL MPOLecc
ynpasneHus npeteHausmu. MNpouecc fonXeH OblTb SICHO U3NOXEH U LOBEedeH OO CBeLeHMs
PYKOBOACTBA, NepcoHana v npeabsaBnsiowmnx NpeTeH3mno.

b) BecnpuctpactHocTb. Heobxogumo  wnsberatb  nwoboro  npenybexneHus  npu
B3aMMOLENCTBMM C NPELDBSBASIOWNM NPETEH3NI0 HE3ABMCMMO OT TOrO, KTO XanyeTcsl, Y4eNnoBek
nnn opraHmdaums. Llenbio npouecca fonxHa ctaTb 3awmTta YenoBeka, KOTOPbIA Xanyetcs, oT
HaBneHms Ha Hero. AKUEHT [onXeH OblTb chenaH Ha peweHve npobnembl, a He Ha MOWCK
BMHOBHbIX. ECnn npeTeH3ns kacaeTcs nepcoHana, To OOMXHO OblTb NPOBEOEHO HE3aBUCKMMOE
paccnenoBaHue.

c) KoHdpuaeHumanbHocTb. lMpouecc OonxeH ObiTb NpefHa3Ha4yeH ONs MakCuManbHoW (B
pasyMHbIX npenenax) 3awutbl NPenbABNSIOWEr0 NPETEH3N0 uunm notTpebmTens, HacKonbko
BO3MOXHO. BaxHo cobniopate KOHMAOEHUMANbHOCTb ONS YCTPaHEeHWst CUTyauuid, B KOTOPbIX
notpebutenb nsberaet OPOPMIEHUS MPETEH3NIA N3 OMnaceHns, YTO packpbiTe noapobHocTel
NPeTEeH3MN MOXET NPUBECTU K Hey#oOCTBY UM AUCKPUMUHALMUM NO OTHOLWEHUIO K HEMY.

d) OoctynHocTb. OpraHusaums gonxHa obecneymTb LOCTYN NPELbSBASIOWErO NPETEH3MNI0
K mpoueccy ynpaBieHUs NpeTeH3usiMym B Nobbix 060CHOBaHHbIX MecTax Mnu B ntoboe Bpems.
NHpopmMaums o npouecce ynpasieHUst NpeTeH3usIMU AOoNXHa OblTb AOCTYMHA U U3M0XeHa
MOHATHBIM S3bIKOM M B doopMartax, [HLOCTYMHbIX BCEM MPenbSBASOWMM npeTeH3un. Ecnu
npeTeH3ns 3aTparmBaeTt pas3fiMyHblX YY4aCTHWKOB LEMM MOCTaBKMW, TO AONMXEH ObiTb COCTaBNEH
obwuii nnaH AencTBuiA MO yperynnpoBaHuio npeTteH3uu. lMpouecc AONXeH npenycMaTpuBathb
BO3MOXHOCTb AoCTyna K noboi nHGOopMauuW, BbISBNEHHOW B pesynbtate paboTbl C
npeTteHsven, ons nobbix NOCTABWMUKOB OpraHU3aumun, 3aMHTEpPEecOBaHHbIX B YperynmpoBaHum
npeTeH3nm, 4Tobbl 06ecneynTb UM BO3MOXHOCTb YNy4laTh CBOK AESTENbHOCTb.

e) 3aBeplieHHOCTb. [Nsi yCTaHOBNEHUS KOHTaKTa Mexay fabMu, NpeacTaBnsiowmmMm
pasHble CTOPOHbI, BOB/IEYEHHbIE B MPOLECC YrNpaBieHNs NpeTeH3nein, HeobX0aAMMO BbisiBNEHME
pakToB, OTHOCSWMXCS K [Lefy, U npoBepka WX OOBSCHEHWU BCSKUA pas Mpu MOSIBNEHUN
BO3MOXXHOCTMW.

f) CnpasennmeocTb. [NpenocTasneHne BCEM paBHbIX YCNOBUNA.

g) YyectBUTENbHOCTL. Kaxaplii cnyyai nDonxeH ObiTb PacCMOTPEH C TOYKW 3PEHMS €ro
LOCTOVHCTB C Y4ETOM MHAMBUAYANIbHbBIX Pa3nuynii n NoTPebHOCTEN CTOPOH.

C.2 O6bEeKTUBHOCTb K NEepcoHany

Mpouenypbl ynpaeneHuss npeTeH3usMyM LOONXHbl obecneymBatb OObBEKTUBHOCTb MpU
aHanunse ownbok nepcoHana, NPoTMB KOTOPOro HanpasneHa NpeTeH3ns. ATo NoapasyMeBaeT:

- HeMeIeHHOEe U NONHOE MHPOPMUPOBaHNE PaboTHNKOB MO MO0 NPeTeH3nun, Kacarwlencs
nx paboTbl;

- obecneyeHne paboTHMKAM BO3MOXHOCTM 0ObSICHEHNS 0OCTOSATENLCTB U NPELOCTaBNEHUS
COOTBETCTBYIOLWEN NOOOEPXKN;



- VH(OPMVPOBaHME O NPOABUXEHWM PACCNeNOBaHWs MPETEH3UM W MONYYEHHbIX
pesynbTaToB.

Heobxoaoumo, u4tobbl nepcoHany, nNPOTMB KOTOPOro HampasBneHa npeTeHaus, 6bino
npeacTaBneHo nonpobHoe onucaHve NPeTeH3uu nepes ero MHTEPBbIOMPOBAHMEM MO 3TOMY
Bonpocy. MNpu aToM fonxHa 6biTb cobnoaeHa KOHPUAEHUNANbHOCTb.

MepcoHan OoNXeH OblTb YBEPEH, YTO B MPOLECCE YnpaBfeHUs MpeTeHsusmu emy Oynet
obecneyeHa Heobxoammasa nopaepxka. Heobxoammo nprnobwartb NepcoHan K U3y4yeHuio onbita
paboTbl C MPETEeH3UsIMM U aHanu3y TeHOEHUMIA W3MEeHeHUs TpeboBaHWi MNpeabsABAAOWEro
NpPeTeH3unto.

C.3 OtpeneHue npouenyp ynpasneHns nperteH3ndaMmm ot gucumninHapHbixX npoueanyp

Mpouenypbl paboTbl C NPETEH3UAMU OONMXHbl OblTb OTAENeHbl OT  AUCUMMNINHAPHBIX
npouenyp opraHu3aumu.

C.4 KoHdouaeHUManbHOCTb

B npononHeHne k obecrnevyeHnto KOHMUOEHUMANbHOCTU NPEnbSIBASIOWErOo MNPETEeH3Nto
Npouecc ynpaBneHus npeTeH3usMn ponxeH obecneynBatb KOH(PUAEHLMANBHOCTb B Clyyae
BO3HMKHOBEHMWS MpPeTeH3uit (xxanob) npoTvB nepcoHana. [letann Takux NpeTeH3nid AONXHbI
6bITb N3BECTHbI TONIbKO HEMOCPEACTBEHHO 3aNHTEPECOBAHHBIM NNLLAM.

OpHako BaxHO, 4To6bl KOHOMAEHUMANBHOCTL HE NCMO/b30Banacb B Ka4ecTse onpaBaaHus
nnoxow paboTbl C NpeTEH3MNEN.

C.5 MOHUTOPUHI 06EKTUBHOCTH
OpraHusauus AonxHa NpoBOAWTb MOHUTOPUHT OTBETOB HA NPEeTeH3un Ans obecrnedyeHus
06bEKTUBHOCTU paboTbl C NpeTeH3nsaMy. MOHUTOPVHT OTBETOB HA NPETEH3MN MOXEeT BK/oYaThb B

cebs:

- PEerynsipHbii MOHUTOPWHI (HanpuMep, €eXeMeCSYHbll) YpPerynmpoBaHHbIX MPEeTEeH3NN,
0TOBpaHHbIX CnyvariHbiM 06pa3om;

- aHKeTMPOBaHVe NPeabsBNASIOWMX MPETEH3MI0 Ha NpeaMeT 00 bEeKTUBHOCTI OTBETCTBEHHOMO
nepcoHana npw paccMoTPeHNN NX NPeTeH3WIA.

MPUNOXEHWE D
(cnpaBoy4HOE)

JononHutenbHas cbopma Aangd npenobpsBiieHUA NpeTeH3nn

B npunoxeHun npencrtaBneHa npumepHas dopma (MpedHasHayeHHas TONbko Ans
BHYTPEHHEro MCMnonb30BaHus), KOTopasi COAEPXWUT OCHOBHYIO (K/OYEBYH) WHGPOpMauuMo u
Heobxo4MMa opraHn3aummn ans 3aBepleHns paboTbl C NPeTeH3neN.

1 CBegeHUsi 0 NONy4YeHUN NPEeTEeH3Un
Jata npeteH3uu

Bpems nonyyeHms npeteHaun



dUNO nonyyatens

Cnocob nony4yeHns NpeTeH3nmn TenedoH , aNeKTpoHHas noyta , IHTepHeT , NMYHo ,
noyta, opyron

YHUKaNbHbIA NOEHTUGUKALNOHHBI HOMEP

2 CBefeHMUsA O NpeabABAAIOLLEM MPETEH3UIO
dopma npuseneHns B npunoxeHun B

3 NMoppo6HOCTU NpeTeH3un
PermcTpaumnoHHbIin HoMep NpPeTeH3nm

HeobxononMmble AaHHbIE O NPETEeH3Un

Kem nepenaHa npeteHsus

4 OnucaHue npo6nembl
[laTa BO3HVMKHOBEHWS NPO6eMbl

MoeTopHas npobnema na HeT

Kateropwus npobnembl

1 Mpoaykunst He NocTaBfeHa.
2 Cepsuc He obecrneyeH/obecneyeH YacTUYHO.
3 3agep>xka nocTtaBku NpoayKuum

NPOOONXKNTENbHOCTb 3a0epPXKN

4 3apepxxka npw obecneyeHun cepemca
NPOLOONXMTENbHOCTb 3a4epXKK

5 HedekTHas npooykums.
6 HepoctaToyHblil cepBumC
noapobHoe onncaHvne

7 [Mpoaykumsa He COOTBETCTBYET 3akasy.

8 Mpoaykumsa He 3akasaHa.

9 HaHeceH yuwepb.

10 OTka3 OT BbINOMHEHNS FrapaHTUHbIX 0653aTENbCTB.
11 Ortkas B nponaxe.

12 Ortkas B obecneyeHnn cepsuca.



13 Kommepueckune npouenypbl/MeToabl npoaax.

14 HenpasunnbHasa nHgpopmaums.

15 HeapnekBaTtHas nHgopmaums.

16 Mopsanok pacyeTos.

17 Llena.

18 YBenumyeHne LeHbl.

19 JononHutenbHble pacxoabl.

20 HeobocHoBaHHas LieHa/cyer.

21 Ycnosusa gorosopa.

22 CTtpaxoBas cymma no 4orosopy.

23 OueHka yuwepba.

24 OTkaa 3annatuTb KOMMEeHcauuio.

25 HeapekBaTHas koMneHcaums.

26 VameHeHne porosopa.

27 HepnocTtaToyHoe BbINOIHEHNE OOrOBOpPA.
28 OTmeHa/pacTopXxeHne goroeopa.

29 OTkas oT cepsuca.

30 MoraweHwne ccynbl.

31 TpeboBaHme NPOLIEHTOB.

32 OTkas o1 cobnoaeHns 06s3aTenbeTBs.
33 HenpasnnbHoe BbICTaBNEHUE cYeTa.
34 N3nnwHas 3agepxka npy ynpasneHnn npeteHsnen.
35 Lpyroi Tun npobnembl

JononHutenbHaa nHpopmauns

5 OueHka npeTeH3un

ObnacTtb NPUMEHEHNS N CEPbE3HOCTb (PaKTMYECKOro U NOTEHUNANBbHOIO BNSHUS NPEeTEeH3NM
CepbesHoCTb

CnoXHOCTb

Bosneicteue

MoTpebHOCTb B HEMEONEHHOM AEVCTBMN na HeT
OTOBHOCTb AeNCTBOBATb HEMEAIEHHO na HeT
BeposiTHOCTb KOMNeHcauum na HeT
6 PewueHue no npeTeH3un

TpebytoTcsa cpeacTea na HeT
MNpennpuHMaemble AecTBUS

36 lMocTaBka npoaykumnu.

37 BoccraHoBneHne/nepenenka npoaoykummn.



38
39
40
41
42
43
44
45
46
47

48

49

50

51

52
53

3ameHa npoaykumm.

OtMmeHa npooaxu.

WcnonHeHwe rapaHTuiiHbix 0693aTenbCeTB.
Onnata 065s13aTeNbCTB.

3aknoyeHve goroeopa.
OTmeHa/pacTopxeHne norosopa.
OTmMeHa cueTa-goakTypbl.

NHdoopmaums.

WcnpaeneHne oueHeHHOro yuwepba.
Onnara, Bo3Mmelatowas ybbiTkun, B CyMMe

BosBpaT nepBoHa4YanbHOro nnartexa B CyMme

Bo3sBpaTt Opyrux NponsBeaeHHbIX NaaTexen B cymme

Ckugka oT LeHbl B CyMMe (B NPOLEeHTax)

Cpenctea nnarexa.
3BMHeHwMe.
Hpyroe penctsne

7n pocnexueaHune npeTeH3nun

MNpennpuHaTOE oencTeue Harta dNO

MNpumeyanus

MoaTeepXheHWe MPeTeHsun npeabsBhsouemy
NPETEeH3nIo

OueHka npeTteHsnn

PaccnepoBsaHune npeTteH3nm

PeweHwne no npeteH3um

NHdopMmpoBaHme NpeabsBASOWEro NpeTeHsmo

VcnpaeneHue

Bepudrkaumsa ncnpasneHus

NMPUNNOXEHNE E
(cnpaBoy4HOE)

OTBeTHble AEeACTBUSA MO yperyampoBaHu1IO NpeTeH3umn

E.1 MNonuTtuka opraHnsauum no pesynbtataMm OTBETOB MOXET BK/lOYaTb B Cebs:

- onnary;
- 3aMEeHYy;
- PEMOHT/NEepenenky;

- 3aMeHy Ha TOBapbl-CybCTUTYThI;




- TeXHMYECKYIO MOMOLLb;

- MHhbopmaumio;

- nepeavy Ha pacCMOTpPEHME;

- OMHAHCOBYIO MOMOLLb;

- APYrylo nomolup;

- KOMMNeHcauuio;

- NU3BUHEHWE;

- LIeHHbI No4apokK UM 3Hak oT oUpPMbI;

- [OaHHble 006 un3MeHeHusx B npoaykuun, npouecce, nonTuke
npon3seneHHbIX No pe3ynbtaTtam I'IpeTeH3VIl7I.

E.2 PaccmoTpeHmne npobneMbl MOXET BKNtoYaTb B cebsi:
- U3yYeHMe BCEX acnekTOoB NPEeTeH3nN;

- nocnenytolme Heob6xoAMMble MEPOMPUATUS;

uwim npouenype,

- paccMoTpeHne HeobXooMMOCTM MPELNOXEHUS CPEeACTB OPYrMM noTpedbutensm, KoTopble,
BO3MOXHO, MOI/IM MOCTpafaTbh TEM Xe CaMbIM CMOCOOOM, Kak NpeabaBnSioWniA NPeTeH3no, Ho

He Hanpasunu ogouumnanbHO 0POPMNIEHHYIO NPETEH3MIO;
- YPOBEHb NOMHOMOYMI MO Pa3NNYyHbIM OTBETaM;

- joBefeHne nHgopmaumm 0o cBefeHna COOTBETCTBYIOWEro nepcoHana.

MPUNOXEHUE F
(cnpaBoy4HOE)

Bnok-cxema yperynmpoBaHusi MpeTeH3um



BHYTpM OpraHmaaumm CHapysm
OpraHuaaLMg
Mepsbif ypoBeHbL PELUSHWA Crnenylw«i ypoBeHs pelueHus
H'Bﬂﬁm.ﬂ.‘r‘l MO HET
NPOoOMKNTE
paWBHNA
Wayuerue
- npofnemn LancHedwee
HaydaeHHe npobnemn
Her AocTynHo focTynHo
AOCTATONHD LOCTATOMHO
UHpopMaLMK T WHpopmaLuuT?
focrarouno Her OocrarouHo Her -
et it
fa fa
Y k
MNpagnpuHMMasMos MpegnpuHUMasmoe
AeRcTEMS ABACTBME
L
Mpems-ABRNAKLMA MNpemeAsnAOLWLKA . MNpegnpuHUMasMos
NPBTEHIMID NpaTeH3uo AedcTEHE

NMPUNOXEHWE G
(cnpaBoy4HOE)

PykoBoAacTBO Mo NOCTOSIHHOMY MOHUTOPUHIY
G.1 O6bLee nonoxeHue

HacTtosiwee npunoxeHune comepXxuTt oblwee pykoBOACTBO MO Pe3ynbTaTMBHOMY U
3PPEKTUBHOMY TMOCTOSIHHOMY MOHUTOPWHIY MpoLecca yrnpaBfieHUs npeteHsmsiMu. dopmbl
opraHv3auuyv MOHUTOPUWHIa AOMXHbI COOTBETCTBOBATL TUMY M pa3Mepy OpraHunsaumu.

G.2 OTBeTCTBEHHOCTb PYKOBOACTBA

OTBETCTBEHHbIN nepcoHan 3a nposeneHne MOHUTOpUHra, npenoctaBieHne O0T4YeTOB,

BbINO/IHEHNE KOPPEKTMPYIOWMNX OEeACTBUA MO NPOLECCY YMNpPaBNeHWs MNPETEeH3UsIMM  OONXEeH
obnapatb He06X0OMMOW KOMNETEHTHOCTbIO.

O65s3aHHOCTM OTBETCTBEHHOrO MepcoHana MoryT BKA4YaTb B cebs cnepytowee (npw
HeobX0AMMOCTIN CNNCOK MOXET OblTb LOMONHEH):



a) BbICLIEEe PYKOBOACTBO A0NXKHO:

- ONpenensaTb Lenm MOHUTOPWHSa,

- pacnpenensitb 0TBETCTBEHHOCTb B 06/1aCTV MOHUTOPUHTa,

- PYKOBOANTb MPOBELEHMEM aHaNN3a NpoLiecca MOHUTOPWHTa,

- obecneynBaTbh BHEAPEHME HEODX0AMMbIX YNYyULIEeHWA NpoLiecca ynpaBneHust NpeTeH3nsaMu;
b) npencTtaeBnTenb PykoBOACTBA MO YNPaBNEHUIO NPEeTEH3USMN OONXKEH:

- YCTaHOBWTb NPOLECC BbINOHEHNSI MOHUTOPWHIa, OLEHKW U NPEACTaBNEHUst OTYETOB,

- NpenoctaBndaTb OTHYEeT BbICWEMY PYKOBOACTBY OpraHm3aunm O pe3ynbTaTtax aHanmsa
npouecca ynpas/ieHnsa NpeTeH3naMn onsg BHeopeHns BCcex HeO6XO,£|,I/IMbIX yJ'IyHLU€HVII7I;

C) Opyrve pyKoBOOMTENW OpraHvu3auun, BOBNEYeHHble B paboTy C NpeTeH3usiMu, OOMNXHbI
obecneynBaTthb:

- MpOBEAEHME MOHWTOPUHra npouecca ynpaBfeHUs MNPETEeH3NsSMKM U pPerncTpauuto
COOTBETCTBYIOWMX 3aMNMCe B pamMmkax A0NXHOCTHbIX NMONHOMOYWIA;

- MpOBeLEeHNe KOPPEeKTUPYLWNX OEeACTBMIA MO npoueccy YnpaBieHWs MPEeTeH3usiMu U
perncTpaumio COOTBETCTBYIOWMNX 3anmceii B paMmkax A0SIKHOCTHbIX MOSTHOMOYWIA;

- OOCTYNMHOCTb OOCTOBEPHbIX AaHHbIX MO ynpasBneHUo NpeTeH3naMmm B paMkax AOoNXHOCTHbIX
NONHOMOYUIM ONg aHanmsa npouecca MOHUTOPUHIra Co CTOPOHbI BbICWIEro pykosoacTea.

G.3 MOHMTOPUHI U U3MepeHns
G.3.1 O6LuMe NONOXEHUS

OpraHmnsauusi [onXHa nNPOBOAWTb OLEHKY W MOHWTOPWHI  BbINOMHEHMS Mpouecca
ynpaBneHns NpeTeH3nsaMun, Ucnonb3ys Habop 3apaHee onpeneneHHbIX KPUTEPUEB.

B pasnunyHbix opraHmMsaumnsx CylwecTByOT pasnyHbie NpoLecchl U NPoayKLUMsa Tak Xe, Kak u
COOTBETCTBYIOWMNE UM KPUTEPUM OCYWECTBNEHUS MoOHUTOpuHra. OpraHusaumm  OOMXHbI
COBEPLEHCTBOBATL KPUTEPUN OCYWECTBIEHUS MOHUTOPWHra, HeobXoAuMble B KOHKPETHbIX
obcToaTenbcTax. MNpumepbl npreeneHsl B G.3.2.

G.3.2 Kputepmun MOHMTOPUHra

Kputepusimm MOHUTOPUHra npouecca ynpaBneHust NPeTeH3nsaMy SBASIOTCS cneayowme (npw
HeobXoAMMOCTI CNNCOK MOXET OblTb AOMONHEH):

- yCTaHOBNeHWe, noanepxka B paboyemM COCTOSHUM M AOCTYMHOCTb MOAUTUKK WU Lenei no
ynpaBneHno NPeTEH3NAMUY;

- MOHNMaHMe nepcoHasiom 06s3aTenbCTB CO CTOPOHbI BbICWEro pykosoancTtea no ynpasieHUO
NPEeTEeH3NAMN;

- pacnpeneneHmne oTBeTCTBEHHOCTW ynpaBieHNA NPpeTeH3NAMA;

- HanMuyne y nepcoHana, B3aMMOLENCTBylOWEro ¢ noTpebuTensamu, MONHOMOYWA Ons



paspelleHns NPeTeH3nin Ha MecTe;

- YCTaHOB/NEHUE rPaHML, CaMOCTOATENBHOM AESTENBHOCTY NEPCoOHana, B3aMmMo4eNCTBYIOWEro
c notpebutensmu, NONHOMOYMIA ANS YPErynMPOBaHNS NPEeTEH3NI;

- Ha3Ha4YeHne nepcoHana, cneunann3mpyrowerocsa Ha pa60Te C NPeTEeH3nNAMN;

- ponsi 0By4yeHHOro YnpaBNEeHWIO NPETEH3UsIMM MepcoHana, B3auUMOAEWCTBYIOWEro C
noTpebutensmu;

- Pe3yNbTaTUBHOCTb M 3PXEKTMBHOCTb 00yUYeHMs paboTbl C NPETEH3NAMU;
- YMCNO NPELNOXEHWNA CO CTOPOHbLI NepcoHana no yny4yweHuo paboTbl C NPETEH3NAMM;
- OTHOLEHWE nepcoHana K paboTte ¢ NpeTeH3naMu;

- yacToTa MPOBeAEeHWs ayauta npouecca YrnpaBfEHUs MPETEeH3UsIMU W/UNKM aHanusa co
CTOPOHbI BbICLIErO PYKOBOACTBA;

- Bpemsa BHeOpEeHUsA peKOMeHﬂ,aLI,I/IIZ ayaunta npouecca ynpaBneHusa npeTeH3namm n/mnu
aHanmaa Co CTOPOHbI BbICLLEro pykoBoACTBA;

- Bpems, 3atpaydyeHHoe Ond oteeTa npenbsaBnsalowemMy npeTeH3nto;
- CTeneHb yaooBNeTBOPEHHOCTUN NpenbAaBNAoWero npeTeH3nto;

- Pe3ynbTaTMBHOCTb U 3PGEKTUBHOCTb MPOLECCOB MO HEOOXOAUMBIM KOPPEKTMPYIOWMM 1
npeaynpexaawwmm JencTBmsIM.

G.3.3 laHHble MOHUTOPUHra

MOHUTOPUHI OaHHbIX NPEACTaBNsAeT MPSMOM MHAMKATOP KayecTBa paboT C MpeTeH3usMU.
JlaHHble MOHUTOPWHIa MOTYT BKJ/IKOYATb YACNO UK AONIO:

- MONYYEHHbIX NPETEH3NIA;

- IPETEH3WiA, pa3peLleHHbIX B NYHKTE UX NMONYYEHUS;

- IPETEH3WiA, HENPAaBWUIbHO OLLEHEHHbIX MO NMPUOPUTETHOCTMK;

- IPETEH3WiA, NPU3HAHHbIX NO3Xe YCTAHOBIEHHOIO BPEMEHM;

- NIPETEH3WiA, yperynmpoBaHHbIX NMO3Xe YyCTaHOBNEHHOrO BPEMEHU;

- IPETEH3WiA, B KOTOPbIX YNOMSHYTbl BHEWHME MeToAbl pelweHns (cM. 7.9);

- MOBTOPHbIX MPETEH3UA NN TEKYINX HEepPeLeHHbIX Npobnem, NpeTeH3Mn Ha KOTopble He
noaaBannchb;

- yNyylWweHnst npouenyp, NPUYNHOM KOTOPbIX SIBUANCH MNPETEH3NN.
Ocoboe BHMMaHMe [ONXHO OblTb HANPaBEHO HAa MHTEPNPEeTaLMIO AaHHbIX, MOTOMY YTO:
- 06beKTMBHbIE AaHHble, TaKMe Kak CPpOK OTBeTa, MOryT rokasaTb, Kak xopowo paboTtaet

Mpouecc, HO He MOryT nokasaTb WHgopMauuto 06 yOOBNETBOPEHHOCTM MNpPenbsBASIOWEro
NPeTeH3uIo;



- POCT 4ucna npeTeH3|/||7| nocne BBeOeHUa HOBOro npouecca ynpasneHusa npeTeH3nsaMun
MOXeET OTpPa3nTb (-)CpCpeKTI/IBHOCTb npouecca, a He HeooCTaTk npoaykKuunn.

MPNNOXEHWE H
(cnpaBoy4HOE)

Ayaut

OpraHmnsauusi [onxHa MOCTOSAHHO ynyywatb pPe3ynbTaTUBHOCTL UM 9PPEKTUBHOCTb
npouecca ynpasneHns npeteHausimu. o 97O NpUYMHE BbLINOSIHEHME M Pe3ynbTaTbl npouecca
yepes 3anaHNpoBaHHbIe UHTEPBasbl BPEMEHN HEOOXOOMMO NPOBEPATb AN UAEHTUGMKALUN 1
YyCTPaAHEHUS NPUYNH CYLLECTBYIOWNX N NOTEHUMAaNbHbIX NPO6neM n noucka nobbix BO3MOXHOCTEN
ynyJyweHus. ['naBHas uenb ayamTta npouecca ynpaBieHUs NPeTeH3MsIMU COCTOUT B YNyHIEeHUN
npouecca nyTeM NpoOBEPKN COOTBETCTBUS MpoLecca ynpaBneHUs NPeTeH3nsMn YCTaHOBIEHHbIM
Kputepusim. Takne Kputepum MOryT BKlOYaTb B Ce0S OTHOCAWMECS K YyNPaBEHNIO NPETEH3NSMM
NONNTKKY, NpoLeaypbl, cTaHaapThl U T.1.

Mpwn aHann3e PYyHKLMOHMPOBAHUS Mpouecca yrnpaBieHUsl NPEeTEeH3UsIMN cnenyeT OLUEHUTb
CTeneHb COOTBETCTBMSI NpoLecca YCTAaHOBEHHbIM KPUTEPUSIM, a TakXe NPUroaHoCTb mpouecca
NS OCTUXEHUS MOCTaBNIEHHbIX LieNei.

Hanpumep, ayanT MoXeT B6biTb OCYLECTBEH A5t OLEHKN:

- COOTBETCTBUS NpoLenyp ynpaBneHus NpeTeH3nsaMm NoANTKE 1 UeNsiM opraHnsauun;

- CTeneHn BbINONNHEHNA B OpraHn3auin npouenyp ynpasneHnsa npeTeH3nsamMm;

- CMOCOBHOCTU  AOCTUXEHUS cywectBylOwnM npoueccom ynpaeneHunsa npeTeH3namin
NOCTaBJfIEHHbIX Lenen opraHmaaunu;

- CUNbHBIX 1 cnabblx CTOPOH NpoLuecca ynpaBieHns NpeTeH3nsaMmu;
- BO3MOXHOCTW YNy4leHns npouecca ynpaBneHns NpeTeH3nsMn 1 ero pesynbTaTos.
AyouT npouecca ynpasneHusl NpeTeH3nsiMn MoXeT ObiTb 3annaHMpoBaH U BbINMOSHEH Kak

yacTb ayauTa CUCTEeMbl MEeHedXMeHTa kadyecTBa. [JlononHutenbHas MHgopmaums o6 ayaute
CUCTEMbl MEHEOXMEHTA KayecTBa opraHm3auun npmeegeHa s MICO 19011.

MPUNOXEHWE J
(cnpaBoy4HOE)

CBepneHNs 0 COOTBETCTBUM HaLMOHaNbHbIX cTaHpapToB Poccuinckon ®denepauvm
CCbI/IOYHbIM MeXAyHapOoaHbIM CTaHaapTam

Tabnuua J.1
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