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Mpeaucnosue

Lienu 1 npuHumne: crasaapTuaayun B Poccuitckoil @epepaunu ycrasosneds PegepansHbiy 3aKoHOM OT
27 pexabpa 2002 r. Ne 184-03 «O TexHrM4ecKoM perynupoBaHuiy», a Npasuna NPUMEHEeHNA HaUKOHaNbHBIX
cranpaptoe Poccuitcxoi @egepaunu — NOCT P 1.0—-2004 «Crangaptuaaumna g Poccuitckoi Qegepauuu.
OCHOBHBIE NONOKEHHUAD

CeepgeHunn o cranpapre

1 NOATOTOBIEH OTKpITRIM akyuonepHsiM obwecTeomM «BocepoccHitckuii Hay4Ho-uccneaoBaTens-
CKMIA MHCTUTYT cepTudukausmus (OAO «BHUKC» ) a ocHose cobBCcTaEHHOro ayTeHTHYHOrc Nepeeoaa ctasaap-
Ta, YXa3aMHoro B NyHKTe 4

2 BHECEH YnpasneHsneMm TeXHWYeCKOro perynMpoBanna U ctaspaptTuaayun degepansHoro areHTcraa
NO TeXHUHECKOMY PeryNupoBaHKIO U MeTPONOTHK

3 YTBEPXOEH W BBEOEH B [JEVCTBMWE Mpukaizom denepansHoro areHTcTea no TeXHHYeckomy
perynupoeaHune u MeTponoruu ot 27 man 2009 r. Ne 167-cr

4 Hacroawwuin cTavpapT waenTuyed mexaysapogHomy cramgapty MCO 10003:2007 «MenegxmenT
Ka4ecTsa. ¥ A0BNeTBOpeHHOCTL NoTpebuTenein. PexoMenaayny No yperynipoBaHrio CNopHisix BONPOCOE BHE
opranuaauyuu» (ISO 10003:2007 «Quality management — Customer satisfaction — Guidelines for dispute
resolution external to organizations»).

lMpu NnpUMeHeHn HACTORLEro CTaKaapTa PeKoMeHayeTcs UCNONL3IOBATE BMECTO CCLTOYHOIo Mexay-
HapOAHOro CTaHAapTa COOTBETCTBYIOLWA eMY HaUMOoHanbHbI cTauaapT Poccuiickoi ®eaepauum, ceegeHuns
0 KOTOPbIX NPYUBEAEHE B A0NONHUTENBHOM NPUNOKEHH N

5 BBEJEH BNEPBbIE

Unchoprauusa o6 uaMeHeHUax K HacmoaweMy cmandapmy nybnukyemcs @ exezo0Ho uidagaeMom
uMghbopmMaLuoHHOM ykazamene « HayuonankHsie cmandapmel», a MeKcm usMmeHeHul U NoNPagox — 8 exeme-
CAYHO U3dasaembix UHHOPMAYUOHHLIX yKazamenax « Hauuoxansusie cmanwdapmsin. B cnyvae nepecmompa
(3amensl) unu ommensl Hacmosawe2o0 cmakndapma coomeemcmeayiowee yeedomnexue 6ydem onybnuxkosaro
@ exemMecsyHo usdagaemoM UHPOPMaLUOHHOM yKazamene «HayuoHnansHsie cmandapmel». Coomeememay-
lowan unhoprayus, yeedoMneHus U mexcmsl Pa3Mewaimes make e uHghopmayuoHnol cucmene obwezo
1ONL308aHUA — Ha oguyuansHom calime @adepansHo2o a2eHmemea Mo MEexXHUYecKoMy pezynupoeaMLUIo u
mMemponozauu 8 cemu MumepHem

® Craugaptundopm, 2009

HacToswwmit CTaHaapT HE MOXET BbiTh NONHOCTLIO UMK YACTUYHO BOCNPOM3BEAEH, TUPAXKWPOBAH U pac-
NPOCTPaHeH B KaYecTse ouumansHOro uananua 6ea paspeledna degepansHore areHTeTaa No TEXHUYeCcKo-
MY PEryNUPOBaHKIO U METPONOTMK
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Beenenue

0.1 OBwme nonoxeHusn

HacToawmil cTavaapT COAEPXHT PEKOMEHAALIMK ANA OPrasKaauMm no NNaHKPOBAHMIO, NPOSKTHPOBAHWIO,
paspaboTke, BLINONHEHKIO, NOAZEPXAHNIO U yNYyHLLEHMIO 3D EKTUBHOTO U PE3YNLTATUBHOIO YPerynipoBaHns BHe
OpPrasu3alii CNopHLIX BONPOCOB, CBR3aHHLIX C Xanobamu Ha NpoayKuMIo. YperyniposaHue cnopHsIX Bonpocos
npeacTaenaeT coboi UCNpasnexue pasnuyHbiMik MeTO4aMKM CUTYaLMK, KOFAa OPraHKuaalua He MOXET PaspeLLmrTs
wanoby ceoumMu cunaMn. BonbWwUHCTEO #anob MoryT BbiTe YCNELWHO YperynupoBaHsl BHYTPY oprasuaauuu 6ea
HeOoDX0AUMOCTH B fanbHeiLLMX BpeMeHHbiX TpaTax 1 Gonee CnoXHbIX NpoueccyansHbiX Nnpouegypax.

MpumeuaHus

1 Opranrzayuam pesomeHayeTcs paspaboTars shPexTHBHbIR H PE3YNsTATHBHLIR BHYTPeHHUA Nnpouece paboTu c
xanoBamn, cooTeeTcTEyOWKE NCO 10002,

CywecTByOT PA3NUMYHEIE METOAHl YPEeryn#poOBSHMA CNOPHEIX BONPOCOB # TEPMMHBLI, WX ONWUCHBAWMWE.
370 — COrNAcHTENbHEE, KOHCYNETATHEHEIE M YCTAHABNWEANLIKWE METOAK (CM. NprnoXeHne A). Kaxabii ¥3a aTHX MeToa08
MoxeT GuiTe NPUMEHEH KSK CAMOCTORTENBHO, TAK M B NOCNEQ0BATENLHOCTH APYr 338 SPYroM.

HacToswmna cTaHgapT MoxeT ObiTh HCNONLI0BEH!

a) ans pazpaloTky NpoUECCa YPEryNUPOBAHKA CNOPHEIX BONPOCOE W NPHHATHR PELLEHKS O TOM, KOFA8 Npeanarars
WCTUBM HaYaTe ATOT NPOUECE,

b) anseubopaareHTano pelesnio CNopHLIX BONPOCOE (Aanee — arenT, cx.3.9), cnocoBHoro yaoenersopnTe cne-
yuhuveckum TpeBoBaHHAM U OXWBIHHWAM OPraHHU3aUUN.

2 AreHTsl M3 08LECTEEHHOTO M YACTHOMD CEXTOPOE MOTYT MMETE PEENHYHEIE OPraHM3aUNOHHLIE (DOPMEl, BENIDYER
ACCOUMELMM M3 MEXOTPACNEELIX M OTPACNEBLIX CEKTOPOR, 8CCOLMALWK, HA3HAMAEMbIE NPABHTENLCTBOM ANA PACCMOTPE-
HUA ¥anoh YACTHLIX NUY B OTHOLIEHWUW FOCYAAPCTEEHHEIX YUPEXEHNA.

Hacrosawumia cTanaapT, npegHazHa4YeHHbii 4Na opraMu3aunii, MoxeT STk NONEe3eH W aresTam AN\ NoHW-
MaHWUA TOro, Yem pyKOBOACTBYIOTCA Oprannaaunn. AreHTsl TaKKe MoryT NPUMEeHsTL PeKOMEHOauUumM B npouecce
YypPerynupoBaHna CNOpHbIX BONPOCOB BHYTPWU CEOBKH OPraKdnaauni.

Oprann3aumsamM pexoMeHgyeTcs NNasnporaTts, NPOEKTUPOBaTh, paspabaTeiBaTh, BLINONKHATL, Noadep-
AMUBATH M YNYYLWATE NPOLECE YPerynupoBaHua CNopHLIX BONPOCOR B COOTBETCTBUM C NPaBUNamMK A0CTKEHUA
yOOBNETBOPEHHOCTH NoTpebuTens U npoueccom paboTht ¢ xanobamn U MHTErpupPoBaTL UX B CUCTEMY MeHea-
MMEHTa Ka4ecTea UNu Apyrie CUCTeMbl MeHEQXMEHTA OpraHuaaumnn.

Brinonvexue pekoMeHaauMit HacTosLWero CTaHaapTa NOMOXET HYacTHLIM NKMUAM U OpraHM3aumuam oue-
HUTE AP DEKTUBHOCTL, Pe3yNbTATUBHOCTL ¥ BeCnPUCTPacTHOCTL NPOUECea yperynupoBalia CNopHLIX BONPO-
COB B Opravmaayun. Bheapeuue HacToAWero cradgapra no3Bonur:

- obecneyuTs rubkoe yperynupoBaHsme CnopHsIX BONPOCOS, YTO B CpaBHeHuu ¢ cyaebHsim paabupartens-
cTBOM MOXeT DT Bonee AelwesbiM, NPOCTHIM ¥ BbICTPbLIM, 0COGEHHO NPKU MEXAYHAPOAHLIX KOHPNUKTAX,

- NOBLICUTL CTENEHL YA0BNETROPEHHOCTH W NOANLHOCTH NoTpebuTene;

- 3a0aTh OPUEHTUD, B COOTBETCTBMM C KOTOPLIM (hHaIMYeCcKue NMLAa M OPranmMaaL i MOoryT OUeH1MeaTs Tpe-
DoBanua, No KOTOPLIM paboTaT OPralMaaumy U areHTel, OTHOCUTENLHO P HEKTHBHOCTH, PE3YyNLTATUBHOCTH
# DecnpuCTPacTHOCTH UX A@RTENLHOCTH,

- 0Ka3aTb NOMOLYL B MHDOPMHPOBAHMK NOTEHUMANLHLIX YYACTHUKOB YPerynupoBaHna CNOPHLIX BONPO-
coB 00 yCnoBuAax y4acTR, CTOMMOCTH M 10PUAMYECKMX NOCNeACTBUAX,

< NOBLICUTL BOAMOXHOCTH OpraHMaauun No BLIABNEHUIO U YCTPAHEHUIO NPUHUH BO3HWKHOBEHHA pas3-
HOMMacui;

- yNy4ywuTs cnocobi paboTet ¢ xanobamu ¥ pasHornacusaMKn B oprasmMaauum,

- NpefocTasnTh [ONONHATENbHYI0 MHAOPMALIMIO, CNOCOBCTBYIOLYIO YITYHLLEHKIO NPOLECCOB M NPOaYK-
LK OpraHuaalmu,

- NOBLICUTHL PENYTALMIO OPraln3aunn unu nadexars npuyrHenns ywepba;

« MOBLICUTEL KOHKYPEHTOCNOCODHOCTE Ha BHYTPEHHEM U MUDOBOM PhIHKAX,

- obecneyuTb yBEpeHHOCTL B DECnpUCTPacTHOM W Hagnexawlem paspelleHi CNOPHLIX BONPOCOB Ha
MHPOBOM PbiHKE.

NMpumevaHue — TEPMUHONOIUA, HCNONbL3YEMAENA B OTHOWEHUM YPETYNUPOBEHWA CNOPHLIX BONPOCOE, HE BCEr-
A3 OAMHAKOBA B Pa3HbIX CTPAHAX MUPa. B npunoxeHns A NPUEEOEH rNOCCEPHA HEKOTOPLIX SKEUBANEHTHLIX TEPMUHOE.

0.2 Coemectumoct ¢ UCO 9001 1 UCO 9004

Hacroawwmii ctanpapt coemectum ¢ UCO 9001 1 MCO 9004 1 noagepuueaeT Lend aTUX AByX cTaKgap-
TOB nocpeAcTsoM AHPPEeKTUBHOIO U AeHCTBEHHONO NPUMEHEHWA NpoLecca yperynMpoBaHna CNopHeIX BONPO-
CcOB. HacToAWMIA CTaHaapT MOXET Takke BeTh ucnonsaosax Heaasucumo ot ICO 9001 u NCO 9004.
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MCO 2001 ycranaenueaet TpeGOBaHWA K CHCTEME MEHeOXMEHTa Ka4ecTsa, KOTopble MOryT BbiTb
WUCNONL30BaMbI ANA LENEH BHYTPEHHEro NPUMEHEHUA OPradn3auamMin, CepTUdUKaLMKM MNK 3aKNKHEHUA KOH-
TpakToB. lNpouecc yperynuposaxua CNopHLIX BONPOCOB, ONUCAHHELIA B HACTOALLEM CTaHgapTe, MOXET ABNATE-
CA ANEMEHTOM CUCTeMbl MEeHe[KMEeHTa KayYecTea. HacToAwwiA cTasaapT He npegMazHaydeH Ans uenew
cepTuduKkaLmin UNu 3aKnNYeHna KOHTPaKTOoBs.

MCO 9004 cogepXuT pekomMeHgaumm No NOCTORHHOMY YNy4LleHno MYHKLMOHMPOBAHUA CUCTEM MEeHeq-
¥MmeuTa kayectea. NpumeHeHHe HaCcTORALWEro CTaHaapTa MOXeT B AanbHerLWenM ynyywuTs paboTy 8 OTHOLWe-
H1M YperynupoBaHua CNOopHEIX BONPOCOE C UCTUAMKM M NOBBICHTE CTENEHb YA0BNeTROPEHHOCTH NoTpebuTenei,
WUCTLOB W APYTHUX 3aUHTEPECOBAHHbBIX CTOPOH. [pUMeHene CTaHaapTa MOXeT TaKke cnocobcTeoRaTs NOCTO-
AHHOMY YNYYLLEeHWIO KA4YeCTBa NPoSYKLUUN M NPOLECCOB, OCHOBaHHLIX Ha 06paTHOI CBA3K OT noTpeduTene,
WCTUOR # APYrMX 3auHTEPeCOBaHHbIX CTOPOH.

NMpumMmevuanune— 3aUHTEPECOBEHHEIMN CTOPOHAMM MOTYT BuiTe: nOoTpeBUTENN, AreHTel, NPOME WNEHH e 00 b-
EAMHEHHA WX YNEHB, NOTPEBUTENSCKME OPraHK3aUnK, COOTBETCTBYIOLHE NPABNTENLCTEEHHEIE OPraHel, NepcoXan, ena-
AensUbl ¥ ApYrue.

0.3 CosmecrumocTts ¢ UCO 10001 1 UCO 10002

Hacrtosawwuit ctangapt coemecTiMm ¢ CO 10001 nACO 10002. 3TuTpu cTanaapra MoryT BT MCNONL3O-
BaMbl KaK N0 OTQENBHOCTKM, Tak U cormecTHO. Mpu cosmecTHoM Mcnonsaosanu MCO 10001, UCO 10002 u
MCO 10003 moryT cTaTh YacTeio Sonee 06U PHOR UHTErPUPOBAHHOM CHCTEMBI Ha OCHOBE NPaBWUN QOCTMKEHWA
YACBNETBOPEHHOCTH NoTpebuTens (aanee — npasuna), obpawenus c xanobamu 1 yperynupoBaKua cnop-
HbIX BONPOCOB (CM. Npunoxexune B).

MCO 10001 cogepuT pekoMeHaaUW OTHOCHTENBHO NPaBun JOCTUMKEHWA OpraMuMaaumen yaoBRnNeTeo-
peHHoCcTH NoTpebuTens. YCTaHoBNeHHsIe B TaKKuX Npasrnax oxuaauusa notpebuTenei ot opraHM3auqu u ee
NPOAYKUMA MOTYT CHWU3UTL BEPOATHOCTL BO3IHMKHOBEHUS Wanob 1 cnopHeiX Bonpocor. MNpu BOSHUKHOBEHWH
#ano® ¥ CNOPHbLIX BONPOCOB HanNU4Me Npasun NO3IBONUT CTOPOHAM NOHATEL OXUAaHWA noTpebuTenei u crapa-
HWA OPraHy3alym No ux yAo8NETBOPEHUIO.

MCO 10002 conepxuT peKoMeHauUKUu No BHYTpeHHeMy oBpalleHuio c xanobamu, OTHOCALLMMKUCS K Npo-
AYKLMK.

HacTtoswmi cTanaapT MoOXeT BTk UCNONLIOBAH B CNY4Yae HEBO3MOXHOCTH padpelleHna Xanobsl BHyT-
p¥t OpraHuaaumu.

0.4 YTBepxAeHWA OTHOCHTENLHO COOTBETCTBUA

Hacroswwuil ctangapT paspaborad gna CaMOCTORTENBHONC UCNONL30BAHKA B KAYECTBE PYKOBROASLLEro
nokymenTa. Mpu BRNONHEeHWK Beex TpeboRaHWi, YCTAHOBNEHHLIX HACTOAWMM CTaHaapTOM, OPraHuaauuns
MOXET Cenark 3asBnexue 0 BHegpeHu NPoLecca yperynupoBalus CNopHsIX BONPOCOB Ha OCHOBE HACTOR-
wero cravaapra.

Oawnako niobeix 3aseneuuin o cootsetcTeru MCO 10003, npoTuBOpeyallMx HACcTOSLWEeMY CTavaapTy,
cnegyer naberarte.

Npumevasune— 3ansnedns o cooTeercTanse MCO 10003 He aonycKaeTCR KCNONs30BaTE B NWBLIX pexnam-
HEX ¥ MHDOPMEUMOHHEIX MaTephanax, npecc-penuiax, Gpowpax, enaeon, ouunanbHelx 3anasneHduax, ambnemax,
NO3YHIaX M 38r0ONOBKAX ANA PAINUYHEIX CPEACTE MACCOB0H MHOPMAEYHMN — OT NEYATH U PAAKOEBELIAEHUA Q0 MHTEpHaTa U
MYyNbTHMEAWAHLIX NPUNOKEHHA, APNEIKOB Ha NPOAYKUNK ., CHMBoNnoE W GaxsHepos.

Vi
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HAUMOHANbHBIA CTAHOAPT POCCUUCKOW OEONEPAUUM

MEHEOKMEHT KAYECTBA

YAoBnNeTBOPeHHOCTL noTpebuTtenen.
PexoMeHaaumu no yperynMpoBaHuio CNOPHLIX BONPOCOB BHE OPraHvu3aummu

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

fNara esepesnn — 2010—07—01

1 ObnacTb npuMeHeHunA

HacTtoawuin cTavaapT COAEepXUMT PEeKOMEHAAUMK NO NNaHMPOBaHKI0, NPoeKTUpoBanuio, paapaboTke,
BbINONHEHWIO, NOAAEPKAHWIO U YNYHLIEHWIO IPPEKTUBHOCTH 1 Pe3yNLTaTUBHOCTU NPCLUECcCa YperynupoBaHma
CNOPHBIX BONPOCOB, CBA3AHHKBIX C anobamu, KOTopLIe OPraHMaany He yaanock PaspellnTs CEOMMM CUNaMK.
Hacroswuit ctTaugapT NnpUMeHnumMm:

- Ans ¥anob, OTHOCALWWXCA K NPOSYyKUKK, NpeaxaHadyeHHon ans notpebuteneit, npoyecca padotel C
wanobamu unu yperynupoeadus CNopHeIX BONPOCOB.

n PHMEeYaHne — B COOTERTCTEBMM C HACTOAWMM CTAHQAPTOM TEPMUH s NPOAYKUMA® BXNONEET B ceba ycnyrae,
nporpaMmMHoe ofecneveHue, OGODyAOBQHMQ " nepepaﬁaruaeeuue MaTepuans,

- ANA paspelleHna CNopHbIX BONPOCOB, BOIHUKAIOWMX B XOAe OCYLEeCTBNeHUs 4eaTensHOCTH B Nnpege-
nax cTpamsl 1 3a pyGeXomM, BKNIHas anNeKTPOHHYI0 KOMMEPLMIO.

Hacroawwit cTanaapT, NpeaHasHa4eH st ANA NPUMEHEHNS BCEMU OPraHn3aLmMAMKH He3aBUCUMO OT UX
BMAA, PAIMEPA W BBINYCXAEMOM NPOSYKLIUN, COASPXUT PEKOMEHAALMMK:

- OTHOCHTENLHO TOrO, KOTAa M Kakum 06Pa3oM OpraHMaauMK MOryT Y4acTBOBaTh B yPerynupoBaHuu
CNOPHBIX BONPOCOB;

- No BuIGOPY Ar@HTOB U UCNONBLIOBAMMIO UX YCNYT,

- 10 BOBI@YEHMWIO BLICLLIEro PYKOBOACTEA U NPUHATIO UM 0BA3aTeNLCTE OTHOCHTENLHO YPEryNupoBaHus
CNOPHBIX BONPOCOB ¥ 06ecneveHus COOTBETCTBYIOLMMIN PECYPCAMM BHYTDK OPraHuaaLmi;

- no obecne4yeHuio GecnpUCTPacTHOCTH, NPUrOAHOCTH, NPO3PAYHOCTH M AOCTYNHOCTH QEATENLHOCTH NO
YPerynupoBaHuio CnopHLIX BONPOCOS;

- N0 MEHELXMEHTY YHaCTHA OPraHM3auni 8 PeLIeHUH CNOPHBIX BONPOCOS,

- 0 MOHUTOPUHIY, OLIEHKE M YNYHLWIEHKIO NPOLECCa PeLLeHUA CNOPHLIX BONPOCOB.

n pPHMevyaHne — B MaCTHOCTH, HACTORW KA CTAHASPT HEBUEBNEH KaK Ha yperynupoeaHne CNnOpHeIX BONPOCOE
MEXAY OPraHu3ayued n NHYaMm, npuoﬁpe‘raoomnuu WK MCNONBIYIOWNMKA NPOSYKUKIO OGNS NUNHEIX WK GbITOBLIX HyxA,
TaKk U HA YPEryNUPOEBAHME CNOPHEIX BONPOCOE MEXAY OPFraHMIaUMEeR U MaNbIM Guanecom.

HacToawuii CTaKaapT He NpeaxasHaYeH N\ yenen ceptudukaumm nu aaknioveHus KouTpakToe. Crau-
[apT He NpeaHasHadeH ANa yperynupoBandns CnopHbIX BONPOCOR APYIMX BUAOR, TAKUX KaK TPYAOBLIE CNOPLL.
HacToswmit cTavaapT He NpegHasHadYeH Ana naMmeHeHns Kkakux-nubo npae unu oDA3IAHMHOCTEN, YCTAHOBNEM-
HBIX COOTBETCTBYIOWMMK 3aKOHOA4aTENbHBIMK KU APYTMMK 00R3aTeNbHBIMK TPEGOBaAHUAMM.

Hacroawwmil cTakaapT He pacnpoCTPaHReTCA Ha Xanobbl BHYTPK Oprasuaauun.

2 HopmartuBHbIe CCbINKKN

YKaaauHbii HUXKE CChINOYHBIN AOKYMEHT HeobXoaum Qna MCNoNb30BaHKA HaCcTOAWero cTasaapra. Ana
[aTHPOBAHHBLIX CCHINOK NPUMEHAIOT TONLKO TY BEPCHIO, KOTOpas Bbina ynoMmaHyTa B Tekcre. [ina HegatupoBaH-
HBIX CChINOKHeoBX0aMMO CNONB30BaTL CaMoe NocnegHee nagaHue QOKyMeHTa (Bxnoyan Nideie nonpasku).

MACO 9000:2005 Cucremsl meHegxmenTa KayecTea. OCHOBHLIE NONOXEHUA U CNOBAphL

Wapaxwne opuynansHoe
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3 TepMuHbI M onpeaeneHus

B Hacroawem ctangapte npumMeHeHsl TepMutil, Aauksie B MCO 9000:2005, a Tarke cnegylowme Tepmu-
Hbl C COCTBETCTBYIOWMMM ONPpeaeneHnAMU:

3.1 accoumauun (association): Oprannaayus (3.8), 4neHamn KOTOPO#K ABNAIDTCH APYIWE OPradnaaumu
WNK OTOENbMHbIe NUA.

3.2 wucrey(complainant): Nluuo, opranuaauma (3.8) Ny uxnpeacrasutens, noaaowuiixanody (3.3).

NMpumevannn

1 B COOTBETCTBHM C HACTOAWMM CTEHAEPTOM noTpelurens, nogawwero ¥anoly Ha arexTa B NepEOR WHCTAHUWM,
TEKKE CHUTAT AMWCTUOMD.

2 [laHHOoe onpefeneHue YTOUHAET TePMKH, NpueeaexsHsln 8 MCO 10002:2004, cornacHo KOTOPOMY NPEACTABKTEND
MOXET BEICTYNATE OT UMEHM KaK (PHIHMECKOTO NKUE, TAK U OPraHn3ayuu.

3.3 wanoba (complaint). HanpasnexHoe B oprannaauunio (3.8) esipaxeHne HeyaoBNETBOPEHHOCTH ee
NPOAYKUMENR MNK CaMumM npoueccom obpawenda cxxanobamu, B ABHOK N HeABHOU hopme Nnpeanonaraee
OTBET UNK Pe30MIOLMIO.

[MCO 10002:2004, craten 3.2]

Mpumevanne—Kanobel MOryT OTHOCHTSECH K NPOLECCY YPEryNAPOSaHHA CNOPHLIX BONPOCOR (3.6).
3.4 norpeburens (customer): Opranuaauma (3.8) unu NUUO, NONYYAKLWES NPOAYKLMIO.

Mpumep — 3aKa3vuk, KNUEHM, KOHEYHbIU NONL308AMENL, POIHUYHLIO Mopaoeey, SeHeduUUUEP UMY NOKY-
namens.

NMpumevannsn

1 NotpefuTens MOxeT BuTh BHYTREHHUM WNK BHEWHHM NO OTHOWEHWK K OPraHn3aynu.

2 NpeMEeHUTENBHO K HACTORWEMY CTEHAAPTY TepMUH snoTpeBuTenss BxNwovaeT B ceB5 TakKe NOTEHUUANsHLIX
norpeluTensn.

3 TepmuH agantuposad ua WCO 9000:2005 (3.3.5).

3.5 ynoenerBopeHHOCTL nortpeburenn (customer satisfaction). Bocnpuarue norpeburenem (3.4)
CTENeHu BuiNoNHeHua ero Tpebosaniin.

Mpumeuasun

1 Xanoba(3.3)aenaercaobwnm nokazaTenem HNZKOA YQOBNETROPEHHOCTH NOTPEBNTENR, OAHEKO B8 OTCYTCTBHE
He 0fRzaTensHO NPEANONAaraeT BaICOKYI YAORNETEOPEHHOCTL noTpebuTenn.

2 NaxeecnuipetosanuanoTpelnTens GbinmMcHUM COrNAcOBAHE U BEINONHEH, aTO He ob6a3aTensro ofecnevnsa-
T BHCOKYH YR0BNETEOPEHHOCTE NnoTpeduTens.

[ACO 9000:2005, ctaten 3.1.4)

3.6 cnopHeii Bonpoc (dispute resolution). Hecornacue, soaHuxwee ua xanobw (3.3), nepeaanHon
areHTy (3.9).

NMpumMmevyasnune— HekoTopwe opradiuiaunn (3.68) npenocTaensioT ceoum notpeburtensam (3.4} B803MOXHOCTE
HanpaeuTe ®ancly HenocpeacTBEHHO BrexTy. B TaKoMm cny4ae BolpaxeHne Hey0BNeTEOPEHHOCTH CTaHoBKUTCA xanobon
nocne nepeaaqun ero B OPraHuiayuio ANA OTEETA M CTAHOBUTCA PA3HOIMMNACHEM, 8CNK 8r0 HE YAAeTCA yPerynupoBaTs BHyT-
puoprainzaumnn Ses ywacten areHTa. Muorwe oprasvaaunm npegnouuTat, uTebs notpebutent coobwani B nepayiw ove-
peab wm 0 NWBOR HEYROBNETBOPEHHOCTH, NPEXAR YEM HAUMHATS YPEryNHPOSaTh CNOPHEE BONPOCSE! EHE OPraHu3auUHK.

3.7 npeacrasurens (No paspelweHuio CNopHbIX Bonpocos) (dispute resolver): Nuo, Hasuavaemoe
areHToM (3.9), ANA OKa3aHWA NOMOLLUK CTOPOHAM B peLleHnit CNopHLIX Bonpocos (3.6).

Npumeuasune—lpeacTaeuTenam MoxeT BulTe NEPCOHAN, NKLO, BegyLiee Yykne gena 683 NopyNeHnA, WK
NMUO, HAHATOE HA A0TOBOPHON OCHOBE.

3.8 opranm3aaumsa (organization): Npynna paBoTHukoe 1 HeobXoguMeX CPEeAcTe ¢ pacnpeaeneHuem
OTBETCTBEHHOCTW, NONHOMOYMHI U BIAUMOOTHOLLEHUA.

Mpumep — Komnanun, kopnopayun, pupma, npednpuamue, yypexdenue, GNazomeopumenLHan opeaHu-
384UR, NpednpuamMuUe POIHUYHOU mopaoanu, accoyuayusn (3.1), a maxkxe ux nodpasdenequn unu KoMGUHEUUR U3
HUX.

Mpumevanunsn
1 HacToRWMA CTEHAEPT NPUMEHKM K OPraHN3aUMAM PAIHOIO TUNA, KAKAAR U3 KOTOPHX MIPEET PA3NUYHYID PONL B
npouecce yperynupoBaHWA CNOPHbIX BonpocoB (3.6). Cloaa OTHOCATCR OPraHM3auMu, WMERLHe HepaspellesHue
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wanobui (3.3), arenret (3.9) N0 peWEHNO CNOPHLIX BONPOCOB U acCoyMaumnu (3.1), NPOBOARLLHE WK CNOKCHPYIOLUKE NPOo-
Yecc yperynupoBasna CnopHux Bonpocos. AnNA yaoB6cTea NONbL30EAHKA B HACTOALEM CTAHAAPTE TEPMUH XOPTaHN3aLKAY,
NPUMEHAEMEIA CAMOCTOATENLHO, 03HAYEET YUPEXEHHE, NONYYHMBWERS HepadpelweHHy xanoby, xoTopoe 8 HacTORAW KA
MOMEHT RENABTCA YMACTHHKOM CNopa unu Byaet nm. TEPMHUHE a3reHT* M « 8CCOLKBUUAY NPUMEH MBI ANA ONHCAHWUA Opra-
HU3AUMR APYrHX TUNOB.

2 Tepwmun apanTuposax ns MCO 8000:2005, crares 3.3.1.

3.9 arenT(no peweHunio CNopHLIX BonpocoB) (provider): Jluuo unu oprasuaayms (3.8), npoeoasuwian
npouUecc uny pyKoBO4ALLAA NPOLECCOM YPerynupoBaHua CNOPHLIX BONpocos (3.6), ABNAIWAACA BHELLHEeW
NO OTHOWEHWIO K OpPralmaaumm.

MNMpumevyannn

1 Bofwem cnyyae areHT — 310 NMYO0, OPHGHUIECKH HEZABMCHMOR OT OPraHn3aumu n ucrua (3.2). Taknm opasom,
cobn[aeTca He3ABEUMCUMOCTE ¥ BECNPUCTPACTHOCT: (CM. 4.5). B HEKOTOPRIX CNYNEAX B PAMKEX OPraHM3aunu co3naeTcs
oTaensxoe nogpasenesne no padore ¢ HepaspeweHHbiMy xanoBamu (3.3). HacToAWMA CTAHABPT HE NPERHA3HANEH
ANA TAKKWX CNYMEEE, HO MOXET OKA3a8ThCA NONE3HBIM.

2 AreHT 38KNIYEET CO CTOPOHEMM KOHTPAKT Ha yperynupoBaH#We CNOPHEIX BONPOCOB W OTUWTHBaETCH no paboTe.
AFEHT HA3HANAEET NPeACTIBUTENA, 8 TAKKE OPraHN3yeT NoAAepHKY, YNpaBneHue u Apyrve auasl pabor no obecnevenno
P UHAHCOBEIMM PECYPCAMM, KEHUTOBAPAMU, COCTABNEHNK pacnucaHui, ofyvesno, NpesOCTABNEHUD NOMEWEHNWR, Haa-
30pYyMT. A.

3 AreHTamu MoryT GsiTe OPraHU3auUNKM PaZNHUHEIX GOpM COBCTEEHHOCTH, BENOYAR HEKOMMEDYECKUE, KOMMEpYec-
kne u ofuecTaeHHbIe YyHPEXABHUA, B TOM YHCNE W accoumaumn (3.1).

4 PykoBopasauwme npuHUUNbI
4.1 Obwme nonoxeHun

B ocHose adheKTUBHOIo ¥ peaynsTaTUBHOMO YpPeryndpoBaHus CnopHEIX BONPOCOB NEXUT YeTKoe cnego-
BaHKe PYKOBOGALMM NPUHLMNAM, YCTAHOBNEHHBIM B 4.2—4.12.

4.2 Cornacue Ha yyacTue

YyacTue ucTuos 8 yperynupoBaH1u CnopHsIX BONPOCOR, Npegnaraemoe oprannaayuen, 40NKHo ObiTs
poGposoneHeIM. Cornacue Ha y4actue A0MKHO BbiTs OCHOBAHO Ha NONHOM NOMUMaHKWK Npouecca, HHdopMn-
POBaHUK O HEM W Er0 BOIMOXHbIX pesyneTaTtax. Ecnunorpedurenem ABNKETCA NULO, KyNUBLUEE UMK MCONb3Y-
oLee NPoAYKLMIO ANA NHYHBIX UMK BHITOBLIX HY¥A, TO 8r0 COrnacue Ha y4actue B yperyniupoBaHid He OMKHO
ObiTe 0BAzaTENBHBIM (CM. NpuNoxexue C).

MpumevyaHus

1 Cornacwe Ha YNacTHe B YPEryNUPOBaHNM CMOPHEIX BONPOCOE MOXET ObiTh 06A3aTENbHEIM YCNOBUEM B KOHTPEK-
Tax MEXAY OPrasu3IaunamMK.

2 B pasnuuHbIX CTPAHAX COrNAcHe Ha YHaCTHE MOXET NORNERATE NOA AERCTEME 3aK0HOAATENbHEX W Apyrux ob6asa-
TencHux TpefoBaHui.

4.3 [ocrynHocTk

Mpouecc yperynuposanus CopHbLIX BONPOCOB A0MKEH BbITk QOCTYNHBIM ANA OBHaPYHEHHA U UCNCNL30-
BanunA (cMm. npunoxerue D).

4.4 NpumeHUMOCTL

MeTtoa yperynupoBaHna CNOPHLIX BONPOCOB, Npeanaraembiii CToOpoHam — y4acTHukam cnopa (cMm. npun-
noxeHwe A), U BCE BOIMOXHBLIE BHALI KOMMNEHCAUWH UCTLY ROM¥HLI COOTBETCTBOBATL NPeaMeTy cnopa (Cm.
npunoxexue E).

4.5 BecnpucrpacTrHocTh

Opranuaauua [oMKHa NPUCTYNaTe K YPEerynupoBaMuio CNopHbIX BONPOCOB C Hamepexuem Gecnpu-
CTPACTHOIO ¥ YEeCTHOTO Pa3peLueHua cnopa ¢ ucTuom. OpraMnaauma gomkHa exbparte areHTa, nepcoMan KoTo-
pOro W NPeACTaBUTEN!, 3aHATLIe B yPeryNnMpoBaHny CIOpPHLIX BONPOCOB, He UMeloT npeaybexaeHuit u obnex-
TUBHbl. Takum obpa3oMm, NPoOUEcch, PEKOMEeHAAUWM W yCTawaenueawowwe pewenus ByayT cuuTaTthea
HE3aBUCHMMbIMW U CNPaBENNUBLIMK 4NA 06eux CTOPOH (CM. npunoxexue F).

4.6 KomnereHTHOCTL
Mepcoxan opradnaayni, areHTsl ¥ NPeACTaBUTenNy JOMKHbLI 06NaaaTh NUYHLIMK KAYECTEAMKU, HaBbIKa-

Mi, NOArOTOBKOKM M ONBITOM, HEODXOAMMBIMKW ANA BEINONHEHUA caoux obRaawHocTen Haanexawmm obpasom
(cm. npunoxenue G).






