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Mpenucnoeue
1 PASPABOTAH Yuypewaanuas «LLgHTD CepTgMKaLMK YCImyT CBARIM S

2 BHECEH Ynpaepneuwem pasputva, MHGopaMad moHHoro checnedera M akkpeguTauus SegepansHong
SreHTCTREA N0 TEXHWYECKOMY PETYNMPOBAHMID K METDOMONMM

3 YTBEP#OEH M BBEOEH B OEWCTBME Mpwkaiom SeqepansHOTo areHTCTEA N0 TEXHHYECKOMY
perynupoBaHKED W MeTponoriiK oT 28 asrycta 2013 r. Ne 605-cT

4 BBEJEH BMNEFPELIE

Mpaauna NpuMeHeNuA Hacmofweso cmakdapma yemasoaness: @ MOCT P 1.0—2012 [pazden 8).
Hughopamauyuas of uamesenuay ¥ Hacmosweny cmakdapmy nyfnukyemcs e exez0dHoM (M0 COCMOANLIO Ha
1 Aveaps maxywezo 2oda) urbopMalnuarHom yrazameane «HauuoHansHele cmandapmers. 8 oPuyUansHel
MEKCM UIMEHEMUD U AONpEE0K — & SXEMECAYHOM URDODMALUGHHOM YRAZAMENE « HAUYLOHANEMBIE CMak-
dapmeis. B cayyas nepacyompa (3aMaHbl) Uy OmMe el RECMOAWE20 CMakdapimsa coNNeemomeyiolwes yae-
dorrexdue Bydem onyinuxoeano @ Gnuxaliies asiTycHe EMeMECAYHOZ0 UHHODMALUOMHOED YKaZamens
aHayUoHaNLHEIE CMaddapme s Coomaamomayiiian UHHopMay LR, yeedoMnenUe U MEKcmis DasMeLyaiom-
CA Makxe 8 UNPopMayuoRHod cucmeme oblyez0 NoNsEI0eaMUs — Ha cghuyuansHom caime aedepansHoss
a2eHIMCITEa N0 MEXHUYECKOMY DEEFTUDOSAMUI0 U MEMpOToZULY 8 camu Mymepsem (gost.ru)

2 Cramgaptuadopm, 2014

HacToRWMA CTAHOAPT HE MOMET BEITe NOMHOCTE MNK YACTUYHO BOCNDOWIBEOEeH, THRAXWDORAH W pac-
NPOCTRAHEH B KAYSCTEE oWUMANBHOro Wananwa Gea paspelleHna PenepansHore areHTCTeaA NO TEXHHERCHE-
MYy PEMYNAPOBAHHIO M METRONCTIAN
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HAUWOHANBHBIA CTAHOAPT POCCHMWCKOW SEOLEPALUWM

KAYECTBO ¥CNYTH « YCNYTA UEHTPA OEPAEOTKM BELI3ZOBOE»

MokazaTend KaYecTES

Quality of sarvice «Call-center services: . Quality Indices

Dara epegessn — 2014—01—01

1 OBnacTs NpUMEHEHHA

HacToAwwWd cradgapT yCTAHABNHBEAET HOMEHENATYDY OCHOBHLIX MNOKA3ATENeW KaAYecTRa yonyr
yentpa obpaboTen BeiacBoe (panee — LUOB), xapakTepuayiwMy KaYecTEO yCNyr ¢ TOYKM 3peHudA
NonNs3IoBaTENA.

HacToAWKWA CTAHOA DT MOMET NPWMEHATECA NPA OUEHKE KAYECTRA YCnyr coSCTReHHEIX UaHTpoB oGpatoT-
KW BLII0BOE HOMNAHWA, 0GECNEYMBAIILAY HYH OB CAMWX KOMNAHWA, 3 TAKKe ayTCOPCHHMOBRX ueHTpoR obpa-
DoTkM Bnizop0s. Kposme TOro, HacTOAWMWA CTAHOAPT MOMET WMCNONLICBATECA HAYUHEIMW W NDOSKTHEIMKA
OPradU3aLMAMK NEK paspaboTee W NPOEKTHROBAHMK LLOB 1 KOMTAKT-LEHTROR, ORraHHIALMA MA U DHIHYeCKN-
M NALAMA, ARNAKLWLWMACE KNHEHTAMKA | 3akazgnkami yenyr OB, a takse ana paapaborem TpedosaHMi K
yenyras OB,

Ha ocHoBauMK HACTOAWErD CTaHAAPTA OpraHKIauMAMY, NDeaocTaenAK WM yenyra UOB, moryT paa-
pabaTeBaTECH COBCTEEHHBIE (BHYTPEHHWE] HODMATHEHEBIE JOKYMEHTEI.

HopMbl, KOHEDETHRE TPEGOBAHWA K MNOKAIATENAM KAYSCTEE M METOOL WX KOHTDONA (CUEHKM) JOMHHE
DeiTe ONpegeneHsl COOTBETCTEVIOWER HODMAaTHEHOA QOKYMEeHTAUMEH, YTEReDHO3EMON B YCTAHOBNEHHOM
NopALKe.

2 HopmaTHBHLIE CCLINKK

B HacToAWEM CTaHQApTE MCMONBI0BAHLl HOPMATHEHLIE CCLINKW HA CNEOYWWE CTAHOADTE:
MOCT P 537242009 Kauyecteo ycnyr ceAam, OBWwme nonoseHHa.
M3CT P 537312009 KauecTBED yCNyr CEBAIW. TepMMHbl M ONPEEneH A,

Mpuisevadae — MNpeNoNe30BEEHKWM HACTOAL WM CTAHGEPTOM UENeCooBpasHo NpOBEPHUTE ABECTEWE COBINOY-
Hhi¥ CTAHOAPTOE B WHOPMAUMOHHOA cHcTeMe oblers NonNb30BEHUA — HE OMHWUWANLEHOM CAATE PEfepanNbHOTS
SrEHTCTES N0 TEXHHYEGHOMY PEMYNHDOEAHWID W MATRONOTWA B CETH MHTApHET UAH N0 EMATGAHOMY MHEODMALHOHHOMY
YEE3ATENH ¢« HAUWOHENLHLIS CTAHABDTE », KOTOPLIA onyGNWE08EH N0 COCTOARMID HE 1 RHEAPA TEKYIYEro FO0&, W N0 BRINYCE-
HAM BHeMECAYHONG MHPODMAUWOHHOMD YEA38TENA s HAUWOHANbHKE CTAHZAPTRIe 38 TERYLU WA rog. Ecny 3asMeHeH coenos-
Hbid CTAHGEPT. HA KOTOPLIR OBHE HEJATHPOBEHHAA CObINKE, TO PEKCGMEHOYETOA MCNONLI0OBATE AERCTEYHIL YK BEDCHED
ATOMD CTAHAAPTA C WHETOM BEEX BHECSHHBIX B QaHHYH BEPCH I MIMEHEH WA, ECNE 3AMEHEH CouINONHBIR CTEHARDT, HA KOTO-
Dbl JAHE 0ETHPOBEHHAA CORMNKA, TO DEKOMEHAYETCA MCNONEICEATE BEQCHE 3TOMD CTAHAAPTA C YEA3AHHLI M BRILLE FOGOM
YTESpWOSHAA (NpMHATUA). Ecnu nocne yTEEpMOEHNWA HECTORLYEND CTEHABPTE B CCBINOYHEIA CTAHRANT, H3 KOTORBIA JaHa
DATHPOESHHAR CCRINEA, BHECEHD WIMEHEHWE, JATPATHEAH LIBE NONOKEHWE, HA KOTOPOE GEHE CCRINKA, TO 3T0 NONGHEHHS
pEEOMEHAYETCA MPHMEHATE Bes Yy eTa JAHHOMD HAMEHEHHA. ECNM CoBINOYHE W CTAHGAPT oTMEHeH B83 3BMEHs, TO NONOKE-
HWE, B KOTOPOM 0AHE CCRINKE HA HBTOD, PEKOMEHIYATCH NPUHATE B YACTH, HE 3ATRAMMEAN WEH 3TY CoRNKY.

MigaHMe o HYMAENEHOE
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