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I. HASBHAYEHHUE JOKYMEHTA

PernaMeHT mpouecca yIpaBleHHs HHUHAEHTaMHU (fajnee 1o TeKcTy —PermameHr)
YCTaHABJIUBAeT MOPSAJAOK YNpaBIeHUS UHUUACHTAMH C HCIIOJIB30BAHUEM CHCTEMBI
peructpanuu U KoHTposs ucnonHeHus AC "Cepsuc Jleck".

II. COKPAINEHMSA 1 OBO3HAYEHUSA

B nHacrosmem Pernamente IIPUMEHAIOTCA CJIICAYIOUC 0003HaYeHUA U COKpallCHHUA:

AO "MocBoagokanain"

e-mail
APM
AC
ACCJ

b/
BK
3HU
3HO
Vb
1P
50

HT-cepBuc
(UT-ycnyra)

.

KE

JIBC
Otnen CI1
[10

Cepsuc Mleck

CII
CTII
YACYTIIuC

YKUCY

AkiinoHepHOe obecTBo "MocBogokaHan";
DIIEKTPOHHAS N10YTa,;

aBTOMAaTH3MpOBaHHOE paboyee MeCTo;
aBTOMATU3UpPOBAHHAS CUCTEMA,;

AC "CepBuc  Jleck", aBTOMAaTH3UpOBaHHAsg CHUCTEMA
ynpasienuss WT-cepBucamu, cucreMa perucrpauyu
U KOHTPOJIS HCIIOJIHEHUS 00pallieHuil;

0a3a JaHHEBIX;

0a3a TaHHBIX KOH(UTypalui;
3aIpoC Ha U3MEHEHHUE;

3alpoc Ha 00CITyKUBaHUE,;
nHopMaIMOoHHAas 6€30I1aCHOCTb;
MH(QOPMALIMOHHEIH pecypc;
UH(POPMALIMOHHBIE TEXHOJIOTUH;

ycayra (cepBuc) 1580 (GYHKIHOHATBHOCTB,
npefocTaBnseMas B oOnacTd  HMHGOPMALMOHHBIX
TEXHOJIOTMH M C HCMOJIB30BaHUEM HH(OOPMALUOHHBIX
TEXHOJIOTUH, COBOKYyNMHOCTH UT-cucteMm, HcCHob3yeMas
OM3HeC-TIPOLIECCOM U HEOOXOAMMAs I €ro paboThl;

KOH(UTypallMOHHAs €IUHHLIA,;
JIOKaJIbHasi BEIYUCITUTENIbHAS CETh;
otaen CepBHUC-IECK;
nporpaMMHoe obecreueHue;

Kiacc aBTOMATHU3HUPOBAHHBIX CHUCTEM perucrpauuu
HMH1IMIEeHTOB U 3a9BOK Ha BBLITIOJIHEHUE pa60T;

CTPYKTYpHOE MOApa3IeicHuE;
cltyk0a TeXHUYECKOU MOIEPHKKH;

yOpaBJICHUE ABTOMATU3UPOBAHHBIX CHCTEM YIIPABJICHHA
TEXHOJOTHYCCKHUMHU IIpoLeCCaMU U CBA3U;

YpasieHnue KOPIOpaTUBHON HHPOPMALIMOHHON CHCTEMBI
yIpaBJICHUS.
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II1. TEPMUHBI 1 OIIPEJAEJIEHUSA

3.1. Anmuuucrpatop AC CH: pons, orBeuarolmas 3a pabOTOCIOCOOHOCTH
AC"CepBuc [eck", B TOM uHCle KIMEHTCKUX MeECT, a TaKxke OTBEYaroLIUH
33 aKTyaJIbHOCTb, ITOJIHOTY U iHGOpMaTHBHOCTE cripaBouHUKOB AC "Cepsuc Jleck".

3.2. ACCJI ("CepsBuc Jleck'): aBToMaTH3MpoBaHHas cucTeMa ynpasineHus HT-
CepBUCAMH, CUCTEMa PETHCTPaI[Mi M KOHTPOJIS ucnoiaHeHus: OOpalieHui.

3.3. BpeMsi peakuuM: WHTEpBal BpeMEHU OT MOMEHTa CO3JaHHd OO MOMEHTA
Havyana pabot mo uHuuaeHTy. B AC CJI BpemMs peaknMu Ha MHIUACHT PaBHO BPEMEHH
OT MOMEHTA CO3[aHus WHIMIEHTa 10 MepBUYHOrO MmepeBoja B cratyc "B pabore". Bpems
peakuMd He JODKHO TipeBbluate 25% OT BpeMeHH BBINONHEHUS Bcex pabot
no ycrpanenuto MHIuiexTa.

3.4. Kanoba: pazHoBugHocTh OOparenus [lonp3oBarens ¢ BEICOKUM HEraTUBHBIM
OTTEHKOM, ITOCTYIIMBIIIEE B DJIEKTPOHHOU WM YCTHOU dopMe, comeprkaliee HHHOpMALIHIO
0 HEKaYEeCTBEHHOM BBIMTOJIHEHHH paboT IO TeKyIIUM u/uiv npensiayimum OOpalieHusM
[Tonp3oBaTenss, OTCYTCTBMM KOHCTPYKTMBHOI'O B3aMMOJEHCTBUS U OOpaTHOM CBS3HU
¢ UcnonuureneM, a Takke O HEBBITOJHEHMHM H/MIU HEHaJIeXKAIIEeM BBITIOJIHEHUH paboT
B cooTBeTcTBUH ¢ O6paieHuemM [lons3oBarens.

3.5.3anpoc uHdopmMauuH: 4YacTHBIA ciydaid 3ampoca Ha 00CIIy>XHBaHUE,
B IIpOLIECCe BBIMONMHEHU KoToporo Ilomb3oBaTento MpefoCTaBIAIOTCS 3alpalliBacMble
cBelleHUsT B YycTHOH ¢opme unnu B ¢opme nokymenta. Hcmonnutenem 3ampoca
uHbopManuu sBusgeTca wuHkeHep ciyxObl CepBuc-neck. HeocHoBHas karteropus
Ob6pamenus Ilons3zoBarens (IIpumep "3ampoca uHbopmaiuu' — 3ampoc O COCTOSHUHU
(craryce) uero-nu6o B UT-undpactpykrype).

3.6. 3anpoc Ha M3MEHEHHe: 3TO SKpaHHas WK OyMaxcHas dhopma, UCHOIb3yeMas
JUISL 3aITACH AeTaJIbHOW MHGOpMAIMU O MpeasiaraeMoM 3amnpoce Ha U3MEHEHHE KaKou-
60 KOH(PUrypallMOHHOM eAUHMIBI, sBIAOIIeiics komrnoHeHToM B HWT-yciyry,
HpoLeaypbl WK Kakoro-nmu6o uaoro oovexta UT-undpactpyKTypsl.

3.7.3anpoc Ha oOcay:xkuBanme: 3anpoc oT Ilons3oBaTens Ha MOAAEPKKY,
NpeJoCTaBIeHHe  JOCTyna, WH(OpMalUuH, KOHCYJIbTAalMH MJIM  JOKYMEHTallWH,
He sBistommiics c6oeM UWT-uHpacTpykTypbl(TIpUMepsl 3allpoCOB Ha OOCIIY>XMBAaHUE:
3aMpoc 0 3aMeHe MapoJis; 3anpoChl Ha BHINIOJIHEHHUE MAaKETHBIX 3aJaHui, BOCCTAHOBIICHHUE
VI aBTOPU3ALIMIO [TAapoJIs; MoyuyeHue HHGopMaluy 13 6a3bl JaHHBIX).

3.8. MukeHep cayxobl CepBHc-AecK: poOJib, OTBETCTBEHHAsI B NEPBYIO odepesnp
3a [IpefOoCTaB/IeHUEe IEPBUYHOMN MOAAEPHKHU Mob3oBaresneii ObiecTsa.

3.9. Muuuaent (cOoii): moboe coObiTHE, MOpPOXAEHHOEe HiIU cBsA3aHHoe ¢ HT-
HHOpacTpykTypoit w/umu ¢ MUT-ycnyroii, koTopoe IpUBENIO WIIM MOXET NPUBECTU K COOI0
B NIpeJOCTABICHUH WU CHUXKeHUIo kadecTBa M T-ycuyru.

3.10. McnosiHuTeb: pONb ydyacTHHKa PaGouel rpymmsl, BBINOJHAIOMAS PabOThI
[0 yCTpaHEHUIO Ha3Ha4eHHBIX MHINAEHTOB.

3.11. Knaccudpukanus: XapaKTePUCTUKA Unnunenra, HeoOxoaumas
Ast uX GOPMALHOM TPYNITUPOBKU IO THUITY, IMPOMCXOXACHHUIO, CUMIITOMaM, MpUYHHAM
U T.J.
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3.12. KoHeuyHblif moJib30BaTeib: I[OJB30BaTeb  KOHkpeTHo  UT-ycimyru
(mporpaMmbl, 060pYIOBaHUS U T.H.), UCIOJNB3YIOIIUA JaHHYIO YCIYTY IS BBIIIOJHEHUS
CBOUX OCHOBHBIX (YHKIIHOHANBHBIX (TPOU3BOACTBEHHBIX) 00513aHHOCTEH.

3.13. Koopaunatop wuHuuaeHTtoB (KoopamuaTop): poib, OTBETCTBEHHAs
3a OIGHKY Ha3Hadaemblx B Pabouyro rpynmy HWHIMIAEHTOB, a TaKXe OpraHU3aLuio
X 00pabOTKM B COOTBETCTBUUM C HACTOSAIMM PernmamMeHTOM U ACHCTBYIOIMMU
WHCTPYKLUSMHU.

3.14. KpaiiHuii cpox BBINMOJHEHUNA: JaTa U BpeMs, NPU HACTYIUIEHUU KOTOPBIX
paboThl MO pa3pelieHui0 MHIMIeHTa UK BHINIOIHEHUIO Hapsaaa Ha paboTy AOJKHBI OBITH
3aBEPILEHBI.

3.15. Kpaiinuii cpok peaklHH: J1aTa d BpeMs, IpHU HACTYIJIEHUH KOTOPBIX pabOTHI
1o paspereHuto MHuuIeHTa JOMKHEI ObITh HaYaThI.

3.16. KpuTnueckuii HMHUHAEHT: WHIUACHT, BIUSHUE KOTOPOIO COCTABISAET
"Tlpeanpustue" unu "[loapasznenenue”, cBI3aHHBIA ¢ HapylleHueM B pabote UT-cucrem
c pexumoMm pabotel 24X7. Ilepeuenr UT-ycnyr, mpenocrtaBisieMblx Ha ocHoBe WT-
cucreM, paboTtamoimx B pexuMme 24X7 npexacrasieH B pazgene X "Omucanue mporecca'
HacTosiero Pernamenra.

3.17. MapmipyTu3anusi: ONTUMANEHOE  Ha3HaueHWe MHUUJAeHTa B  pabory
B COOTBETCTBHM C 3apaHee YCTaHOBJIEHHBIMU ITpaBUIIaAMH.

3.18. MeHem:kep UHUHAEHTOB (mpouecca, Npoueaypbl): poilb, Ha KOTOPYIO
BO3JIaraeTCcsi OTBETCTBEHHOCTH 3a OMEPATUBHOE YIIPABICHHUE IIPOLIECCOM, @ UMEHHO:

— pa3pelueHne KOHQIUKTOB;

— KOHTPOJb UCMIONMHEHUS IPOLIEAYD;

— IpHUBJIEYEHHE COrTTAaCOBaHHBIX PECYPCOB B IPOILIECC;

— TMpeAoCTaBICHHE OTYETHOCTH I10 KIIFOYEBHIM MOKa3aTensiM 3Qp¢GEeKTHBHOCTH.

3.19. Hapsa uHa  paloTy:  3aperucTpupoBaHHas  IOA  OIpeAeNEHHBIM
uneHTuGUKauuOHHEIM HoMepoMm 3anmuck B AC CJl, npusszanHas k WMHuumaeHTty
U colepamiass HWHGOpPMAlMIO O TOM, Kakyl paboTy HeoOXOQuMO BBIMOIHHTH,
OTBETCTBEHHOr'0 3a BBINMONHEHHe 3TOH paborel, KOHTPONBHBIN CpOK, a TakXe MpOoYyro
ciyxeOHyr0 HHpOPMAaLHIO.

3.20. O6pamenne: 3apeructpupoBaHHas 3asBka B cucteMe AC "Cepsuc Jeck”
Ha OCHOBaHUU OOpalleHus koHeyHoro nonezoBarens UT-cepsucamu O61iecTBa, KOTOPOH
NpUCBauBaeTCsd YyHUKaNbHBIE HOMep ¢ wuHAekcoM SD. CymecTByloT cleyromue
Kateropuu (0OBEKTHI NPUBSI3KH) 0OpallleHui:

— c6oit (MuuugeHr);

~  3aIpoc Ha 00CNyXHBaHUE;

— 3amnpoc Ha U3MEHEHHUE,;

—  3ampoc MOJHOMOYUN;

—  kanoba;

— KOHCyJbTalMs  (IpuMep  KOHCyJIbTallUM —  OTBET  Ha  BOIIpOC
o ¢ynximonupoBanuu UT-cucrem);

— 3alpoc UHPOpMalUH.
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3.21. lloapsaaHas opraHM3auMsi: BHCILIHSAA  OpraHu3alds  HIM CTPYKTypa
KoMnanuu, paGOTHHUKH KOTOPOIl MPUHUMAIOT yyacTHe B peieHuy MHIuaeHTos.

3.22. Iloab3oBaTeib: paOOTHHUK, Hcrnonab3yromuii T-cepBUCEl B MOBCEIHEBHOM
JeSTeILHOCTH; POJb Tpoliecca YpaBlIeHUsS UHIMICHTaMH, olpeaenseMas Kak pabOTHUK
AO "MocBonokanan", ssiastomuiics norpedburenem UT-ycnyr Komnanun.

3.23. HopTtaa €caMOo0OCTy)KHBAHUA: CpelICTBO HH()OPMALIMOHHOTO
B3aumonerictBuss [lonmp3oBaTeneit, wuHxeHepa ciayx0p1 CepBUC-HeCK, a TaKxXe
cnenquanuctoB CiayXObl TEXHUYECKON MOANEP)KKH, PEATM30BAaHHOIO Ha OCHOBE IOpTajia
camooGcimyxuBaHus npoaykra HPSM.

3.24. Pabouass rpymma: rpynmna pabOTHHUKOB, COBMECTHO 00OpabaThIBarOLIUX
MHIHIEHTBI.

3.25. Ckpunmor: (aits, comepalyii CHUMOK, OToOpa)kaeMoil Ha JKpaHe
MOHHUTOpa UHGOPMALIHH.

3.26. Cay:xk6a  CepBuc-geck:  (GyHKUMOHaJIbHas  €IMHMIA, HaXoIillascd
B IOAYMHEHUHM  3aMeCTHUTENs  TJaBHOTO  HMHXEHepa, IpeAcTaBilsiolas  coboH
€MHCTBEHHYIO0 TOUKYy KoHTakTa c [lonp3oBatensmu. Cnyx6a CepBHUC-IECK BBINOIHAET
CIIEIYIOIIME OCHOBHBIE (QYHKIIMH:

— 1npuem O6pamenus [lons3oBatens;

— kateropusanus OOpanieHus;

— KOHTpOJIb JOCTAaTOYHOCTH H KOPPEKTHOCTHM TMpPEAOCTaBIEHHBIX CBEIECHHI
00 UHiuenre;

— IepBUYHas AUATHOCTHKA,;

— IepBUYHAas [OAJICPKKA,

— Ha3Ha4Y€HUE MHIMACHTA AJs yCTPaHEeHHs Ha BTOPYIO JIMHHIO;

— KOHTPOJIb CPOKOB YCTPaHEHHUS;

— KOHTpOIIb NIPaBUNBHOCTH O(QOPMIIEHHS Pe3yIbTaTOB PabOTHI;

— IOBTOpHOE 3aBefieHHe MHIuAeHTa B Cilydae HE0OOXOJUMOCTH;

— uHpopmupoBanue Ilonp3oBareneil.

3.27. Cayxb6a TexHu4ecKkoil moamep:kku: crenuanuctel otgenoB YACYTIIuC,

VKHUCY u oTmenoB mo 3KCIUTyaTallud aBTOMaTH3allMHd U MHQOPMALMOHHBIX TEXHOJIOIUH
I'IT.

3.28. Cornamenue 06 ypoHe ycayr (Service Level Agreement, SLA): ycnosus,
napaMeTphl KadecTBa B3auMozeicTBus Mexay UT-noapaspenenueM (nocrasuukom UT-
yclIyr) | nogpasiesieHueM—yHKIIMOHANBHEIM 3aKa3zuukoM (noTpeburenem HT-ycnyr),
IeTalbHO OMHUCHIBAIOIEe BUJI, COCTaB U MapaMeTpsl npenocrasnsemMbix UT-ycyr.

IV. OBIIIUE ITOJIOKEHUSA

4.1. Bce O6panienns [Tonp3oBarteneit B Cityx0y TEXHUYECKOM MOAAEPKKH TOJKHEI
OCYIIECTBIATECS Yepe3 ciyx0y Ceppuc-geck u nognexat perucrpauuu B AC CJI.

4.2. Bce O6pamenus [lons3oBaTeneid TOMKHBL OBITH KaTeropupoBaHbl. g 3Toro
kaxgoe QOOpaienune, 3apeructpupoBaHHoe B cucteme ACCJl, B aBTOMaTHYECKOM
HopsAKe 00A3aTEBHO CBA3BIBACTCS C COOTBETCTBYIONIMM OOBEKTOM.
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4.3, Hacrostuii  PernmaMeHT ycTaHaBIUMBaeT €AMHBIH IOPSAOK U OCHOBHBIE
TpeboBaHus K B3aumoaeictBuio ITonms3osateneit UT-cepBucoB O6miectBa co Ciyx60i
TEXHUYECKOU MOJAEPKKH MpH MosBiieHnr MHIMAEHTOB U peilHa3Ha4YeH I IPUMEHEHHS
BO Bcex noapazaeneHusx AO "MocBomokanan". Bo3MOXHBIE UCKIIIOYEHUS ONPEAEIAIOTCA
pacnopsbkeHreM 1o OOIIecCTBY O BBEACHHH perjiaMeHTa B JAeicTBHe, MO0 clielHalbHBIM
pacnopspKeHUeM, HarpuMep, TP U3MEHEHUU UCKIIFOYCHUI.

4.4, [Mossnenue WHIUAEHTOB Heu30exHO W Kaxablii MHIUIEHT HeceT yrposy
pabore OGuiectBa. JIns ymeHsllneHus Bpeaa, HaHocuMoro MHummeHTamu, HEOOXOAUM
IPOLIECC, OPTaHU3YIOLIHI OBICTPOE YCTpaHeHHe BceX Bo3HUKaomuX MHIMIEHTOB.

4.5. CobwiTiss 1 paboThl, cBs3aHHble ¢ OO6pamenueM U MHuuMOeHTOM, a TaKxke
UX pe3ynbTaThl, HampuMmep, IHOJNydeHHe pe3yJIbTaToB JAMArHOCTHKH, Iiepefada
HHbDOpPMAIMM TOAPSAHOW OpraHU3alldd WIH JAPYroOMY HCIIOJIHUTENO, Ha3HauYeHUe
U IIOJTydeHHe pe3ynbTaToB BheIMONHeHWss Hapsnga Ha pabory, o6parHas CB3b,
NPHOCTAHOBKA, 3aBEpIIEHHE WM BO30OHOBIEHUE paboOT, NOAJIeKAT perucTpanuu
B AC CJI. Kontpons kadectBa W MOJHOTHl PETrHCTpUpPYyeMOil MH(OpMauuM BO3Iaraercs
Ha pykoBoauTenss wucnonHutens pabor — KoopauHaropa uHuugeHroB. B ciydae
oOHapyxeHus HapywieHud — KoopauHarop WHIMIEHTOB WHHIMHPYET TOpabOTKy
U YCTpaHEHNE HECOOTBETCTBUH, MO0 BHOCUT HEOOXOAUMBIE U3MEHEHHS CAMOCTOSATEIBHO.

4.6. [leiicTBUs, BBINOJNIHSAEMBbIE IO Mpoleccy YIOpaBlIeHUS HHIUICHTaMH,
HE JOJDKHBI ~ IPOTHMBOPEYUTH UM  HapyllaTs (QYHKIMOHHUpDOBaHHE  AEHCTBYIOLIMX
IPOrpaMMHO-TEXHUYECKHX KOMIUIEKCOB M OpraHU3al[HOHHBIX MEPONPpUATUH obecrieyeHus
HHGOPMaLMOHHOW 0e30MacHOCTH, a TAalkke He U3MEHATHh I'paHUl] NMpUHITOH O6IecTBOM
MOJEIHU YyIpo3.

4.7. Ocoboe BHuUMaHUe TMpud o0OpaboTrke HHIUAEHTOB [OOMKHO YHAENATHCS
BeITTONTHEHUIO  geiictBytomux B AO "MocBogokanan" TpeboBaHuili B o0macTu
vHbopMauoHHON 6Oe3omacHoCcTH. CHelHaluCThl TEeXHUYECKOW MOAAEPKKH, YCTpaHss
MHUMaeHTHhl, MOTYT OKa3aThbCsd OCBEOOMIIEHHBIMH CO CBEAEHHUSIMH, COCTaBJISIOLIUMU
rOCyJapCTBEHHYIO HJIM KOMMepueckyto TaiiHy OOmecTBa. Y4YacTHHUKM Ipolecca
YupaBieHUs HHIUAECHTAMH JTOJDKHBI OBITh 03HAKOMJIEHBI ¢ TpeboBaHusMU B obnactu Ub
U CTPOTO UX COOIFOATh.

4.8. BzaumopeiictBue KOHedHbIX moje3oBaTeneid WT-cepBucoB  O61ecTtBa
co Cnyx6oif  TeXHUUECKOH  MONIEPKKHM  OCYIIECTBIASETCS C  HCIOJIB30BaHHEM
aBTOMaTH3upoBaHHOU cucTeMsl "Cepauc Jeck". Kaxasrit MHIMAEHT 10/DKeH ObITh yuTeH
B AC CJI.

4.9.Tlpu Bo3HuKHOBeHHMH HHuujaeHTa KoHeuHbIH mnons3oBatens WT-ycmyr
O6mectBa obpamaercs B ciyx0y Cepsuc-meck. Ilpu atom B ACCJ] cosmaercs
U peructpupyercs OOpamenue ¢ uHbopManueit mo Bo3HUKIIeMy MHnuaenty, koropoe
B MOCJIEAYIOLIEM MapIIpyTU3UPYETCs. B Ha3HAUEHHBIE OT/EIbI JUIs BHIIOJHEHHS paboT.

4.10.Ilpy BO3HHKHOBEHHH Y TIOJIB30BaTes HECKOJBKHUX BOIIPOCOB, MpoOIEM,
OHU JOJKHEI OBITH 0OpMIIEHB! OTAeNbHBIMU OOpallileHUsAMH.

4.11.1lens mporecca ympaBieHUs HHIUAEGHTAMH — CKOpEHIlee yCTpaHEHHe
HWHnuneHToB, T.e. Bo300HOBIeHWe MpenocraBneHus WT-ycayrn uiam BOCCTaHOBIEHHE
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ee KayecTBa. YcTpaHeHue MHIMIEHTOB JOJDKHO MPOUCXOAUTH B T€YEHUE YCTAHOBIEHHBIX
CPOKOB, ¢ MUHUMAJIBHBIM YyHIepOoom s pabotel O61iecTsa.

V. HEJHA U 3ANAYA
5.1. Llenu mpouecca:

— BOCCTaHOBJICHHE HOPMAJIBHOI'O YPOBHJ IIPECIOCTABJICHUS COTrJIacOBaHHOM YCIYT'H
B MAaKCHUMaJIbHO KOPOTKHE CPOKH;

— MWHMMU3ALUSA WM HCKIIFOYEHHME OTpHIATENbHOro Bo3deiicTBus HHIMAEHTOB
Ha 6u3Hec-mpoiecchl OO01ecTBa.

5.2. 3apauu npotiecca:
— npuém OOGpaiuenuii u peructpauus MHIKUIEHTOB,;
— xiaccudukanus u kareropuzauus OOpalleHuit;

— HazHaueHue mnpuopureroB HMumnuaentoB (IIpaBuna Ha3zHayeHUS MPUOPUTETOB
NununenToB npuseneHs! B Ilpunoswcenuu 1);

— knaccudukaiysa VHIHuIeHTOB,;

— npuBsska OOpaineHui K yxe cymecTByomuM MHiuaeHTam;

— npussska MauuaenTos k [Ipo6naemam, nub6o M3BecTHRIM omuOKam;
— ycrpaHeHue HIMAEHTOB;

— oackanauus O6paiieHud ¥ UIHIMAEHTOB;

— pacciefoBaHHe U AMarHocTHka MHUMAEHTOB, BRIpabOTKa peLlIeHMS;
— paspemeHue MHIMAEHTOB;

— 3akpbIiTue HUNUIEHTOB;

— MOHHUTOPHHT Ipoliecca pa3pelieHus MHIMaeHTOoB;

— wuHpopmupoBanue Ilonp3oBareneil yciayr o xoje M pe3yjibTaTaX paspelIeHHs
HNuuuneHTos.

VI. IIEJIEBBIE IIOKA3ATEJIU ITPOLHECCA

[eneBrIM mokazaTeneM mpoliecca YNpaBieHUs HHUHMIECHTAMHU SBISAETCS NPOLEHT
WuuunenToB, pemeHHbIx ¢ cobmoaenueM Kpaitero cpoka. LleneBoe 3Hauenue — 100%.
HonyctumMoe 3HaueHue — 85%.

VII. BBAUMOJENCTBHUE C IPYT'UMHU MIPOIIECCAMU
7.1. Ilpouecc VYmnpapjieHus HHLHACHTAMU B3aUMOJAEHCTBYET CO CIEAYHOIIHUMH
npoueccamu ynpasienus UT-ycnyramu:
— YrmpasieHue 3anpocaMy Ha 00CITy>)KMBaHUE;
— YmnpaBneHue KOHPUTypaLUsAIMU;
— VYrmpaneHue npobieMaMmy;
— YnpasieHue U3MEHEHUSIMH.
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7.2. B3auMocBsI3b ¢ NMPOIEeCCOM YNPaBJIeHHS 3alPOCAMH Ha 00¢/Iy;KHBaHHe

Iporecc ympaBieHHs HHIMAECHTaMHU TpeAocTaBiseT cBeAeHus o6 OOpalleHusx,
KOTOpBIE MOTYT PETUCTPUPOBATECS Kak 3ampockl Ha 00CTyKHUBaHHE.

7.3. BzanmMocBsi3b ¢ NpoLeccOM yNpaBjieHHs KOHPUTYpaUHSIMH

[Mpouecc ympaBieHUss KOHGUIYpauUsAMH NpPEeJOCTaBIsAET aKTyalbHyI0 Oasy
KoHurypaumii, comepxamryro cBeneHus o KE, HeoOxomumble mAnsg paspelleHUs
WumunentoB. Ceepenuss BK momkHBl OBITH JOCTYHmHBI BceM ydacTHUkam [Iponecca
yrpaBieHUs] UHIUJEHTaMHU.

7.4. BzanMocBsI3b ¢ MPOLECCOM yNpaBJIeHHs NpodieMaMH

OcHoBHO#M MHGOPMALMOHHOHN 0a30il AN UAEHTA(PUKALINY, PETUCTPALUHU U pELIECHUS
npobiieMbl  SBJISETCA HH(pOpPMAlMg O Pperucrpaudd U paspelieHud VHIUOEHTOB.
Yrnpasnenne npobieMaMu JaeT BO3MOXHOCTh B 3HAUMTENHHON CTENEHH MPEJOTBPATUTE
BO3HUKHOBeHHe  HMHIMIOEHTOB, BBI3BAHHBIX  H3BECTHRIMM  ommOkamu B UT-
HHOPPaCTPYKTYpe, WIM BbIAaTh pekoMeHmauuu nmo ¢dyHkuuoHupoanuto UT-ycnyr, AC
U T.J. IS PEAOTBpAalleHUs BO3HUKHOBeHU MHIIMIEHTOB.

[Tpouecc ympaBieHUs mpobOieMaMH MPEAOCTaBiIseT YyJYacTHHUKaM Ipoliecca
YrpaBiaeHUs UHUUACHTAMH M 3alpocaMH Ha OOCITy)XMBaHHE CBEIEHHUS 00 H3BECTHBIX
omubKkax u nmpodaemMax.

7.5. BzanMocBS3b ¢ Mpo1eccOM yNpaBJIeHUs] H3MEHEeHHSIMH

Usmenenusi, mnposomgumble B UT-uHdpactpykrype, MOryT  SBAATBCA
MOTeHUHABHBIM UcTOUHUKOM MHImaenToB. MHbopmalus o pesynsratax uaMmenennii KE
JIOJDKHA (ukcupoBaThecs MoJ KoHTpodeMm IIpomecca ympasnenus usMeHeHussMH B BK
C LEJIbIO ONEPAaTUBHOTO BBHISBIEHUS BO3MOXHBIX NMpUYMH WHIMAEeHTOB. B cBOIO ouepens,
VIS peIlleHUus WM 1o uToraM paboT mo ycrpaHeHuro HMHuupeHta Moxer OBITH
chopmupoBan 3arnpoc Ha usMeHeHue B UT-undpacrpykrype.

VIII. OFBEKTBI ITIPOIIECCA
8.1. Cniucox ocHOBHEIX 00beKTOB IIpoLiecca YnpapieHus:

— O6pawmenue ITons3zosarens (OOparteHue);
— JluHus noanepxKy;

- Pons.
8.2. O6pamenue Ilonb3oBaTens

Ob6pamienus ITonb3oBateneii B cnyx0y CepBHC-I€CK MOT'YT IIOCTYIIATh:

— depe3 CTPaHHIly caMooOCIy)KUBaHUs ToNb3oBaTener http://sd.mvk.ru/sm/ess.do
(ObpaiieHe JOMKHO BBIMONHATBECS B COOTBETCTBUM C HHCTPYKHUUN IO CO3JAHUIO
OO6parteHuit yepes CTpaHHUIY caM0o00CITy)XUBaHHUS IIOJb30BaTeNEH );

— wuepe3 e-mail: sd@mosvodokanal.ru (OOpallleHHe JODKHO BBIIOJHATHCH
B COOTBETCTBUH C MHCTPYKIHI Mo co3nanuio ObOpalieHnit nocpeacTBoM e-mail);

— 4epe3 MHOTOKaHAJBHEIHN TenedoHHbIH HoMep: +7(499)263-92-63 (22-63).
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8.3. JInHus noaaepxKu

Jns peanusanuu mpouecca Ympasienus unuugeHtamu B AO "MocBogokanan"
3a/IeiiCTBOBAHbI ABE€ JIUHUH MOJACPXKKH:

— Cnyx6a Cepsuc-neck (mepBas JIMHUA);

— Cnyx6a TexHHYeCKOU MOAIEPKKH (BTOpast U TPEThS JIMHUH).
8.4. Poasb

Matpunia pacnpeneneHUss  OTBETCTBEHHOCTH Uil pOJIEH,  y4acTBYHOLIMX
B yNpaBJICHUU UHLUICHTaMHU NpuBesieHa B IIpunoowcernuu 3.

[lpouecc VYrmpaBneHus HWHUMAEHTAMU I[pEANoONaraeT Cleaylomee pasiclieHHe
y4acTHUKOB o posisim (OTBeTcTBeHHOCTH poieit npuBeleHs! B pazfene III. "Tepmunsl
U onpeneseHus” Hactosuero Pernamenra):

— Tlonw3oBaTens;

— HWuxenep ciyx0s1 CepBucC-J€CK;

— KoopauHaTtop MHIUIEHTOB;

— Hcnonuutens unigaeatos (Mcnonuutens),
— Menemxep UHIUAEHTOB;

- Bna;:(eneu nponecca ynpaBjiCHUSA HHIIUACHTAMU.

8.5. Bxoasl/Bbixoasl Ilponecca ynpaBieHuss HHUHAEHTAMH

Bxogom IlIpouecca VmpaeineHus uHIMICHTaMH  sBistoTca  OOpainenus
ITonp3oBarenei, nudopmanus 06 MHnuaeHTax.

Wuuunentsl peructpupyrores B AC CJ1 u XxpaHaTcs B eIUHOH 0a3e JaHHBIX.

Berxonamu Ilpouecca YipaBneHuss HHIUAEHTaMU SABIISIOTCA:

— xypHan O6paienuit — Tabnuua 6a3sl JaHHBIX, COAEpXKalllasg BCIO HAKOIUIEHHYIO

HHPOPMAIIHIO O KaXAOM 3aperucTpupoBaHHOM OOpallleHHH, MOMYyYEeHHOM Ha BXOJE
mpoliecca;

— kypHan MHuuaeHToB — Tabnuna 6a3el JaHHBIX, COAEpXKalllasi BCIO HAKOIIEHHYIO
HH}OPMALIMIO O KaXI0M 3aperucTpupoBaHHoM MHIuaeHTe;

—  YBCIAOMIICHUA MoJIb30BaTele — 3JICKTPOHHBIC TIHCbMa IIOJIB30BATEIISIM,
I/IH(bOpMI/IpyIOIHI/IC 0 3HAYHUMBEIX COOBITHAX B X0ae peucHus I/IHI_II/IILCHTa;

—  YB€IOMJICHHUA HUCIIOTHUTECIAM - SJIEKTPOHHBIC NMHUCbMa pa6OTHI/IKaM,
NPpUHUMAKOIIUM y49acTUE€ B PECIHICHHUU I/IHI_II/IIICHTOB, O HasHaQ4Y€HHUH I/IHHI/IﬂeHTa B pa60Ty,
O HaCTYIUICHHU HJIHU I'IpI/I6JII/I)KeHI/II/I KOHTPOJIBHBIX TOYCK;

— ot4eTsl 0 paboTe mpouecca;
— uHdopmarus o cnocobe yctpaHenus MHuuaeHTa,;

- wunbopMmauus  ana  [lonp3oBareneit W ApyrMX — 3aHHTEPECOBAHHBIX
(OTBETCTBEHHBIX ) JIUII O akTe ycTpaHeHUs MTHUMIeHTa;
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— wuHbopmauus o HeoOxoauMmocTd peructpauuud IlpobimeMbl 1uId noucka
U ycTpaHeHus nepBonpuunHel MHIMAeHTOB (B3auMonencTsre ¢ Ilpoueccom ynpasneHus
npobnemMamn);

— wuHpopmanus 06  OOpamieHUsX, CBSI3aHHBIX C  COOTBETCTBYIOLIMMH
KE (B3aumopuetictue ¢ [IpolieccoM ympaBiieHUs KOHGUTYpaLUsIMH);

- I/IH(bOpMaL[I/IS{ 06 I/IHLIHIICHTaX, BO3HHUKIIUX B PE3YAbTATEC BHEAPCHUSA U3MEHCHUS
(B3aHMOHeﬁCTBHC C HpOI_[eCCOM YIpaBJICHUA H3M€H€HH${MPI);

— wuHopMalums o 3ampocax Ha H3MEHEHUs, CO3JaHHbIX A pemenus O6palieHus
(B3aumopeiictBue ¢ [IpoleccoM yrpaBieHUus U3MEHEHUSIMU );

— uHpoOpMalMA O BPEMEHHBIX, KOJUYECTBEHHBIX M KA4YECTBEHHBIX IOKa3aTelsX
obpabotku MHUMAEHTOB, HEOOXOOUMBIX MJii OLEHKH KadecTBa ¥ 3ddexTuBHOCTH
npenoctasieHus MT-ycnyr (B3aumoneiictue ¢ Ilpoueccom ynpasnenus ypoHsmu UT-

yCnyr);
— HH(bOpMaHI/IH 0O KOIIMYECTBCHHLBIX MU KaAa4YECTBCHHBIX IIOKaA3aTCIAX O6p&60TKI/I
I/IHL[I/II[eHTOB, H€O6XOI[I/IMI>IX HJIs OLICHKH I'[pOH3BOIIHTCJILHOCTH, I[OCTyI'IHOCTI/I

U HenpephIBHOCTH mpepoctaBnsembix HWT-ycnyr (B3aumomeiicTBue ¢ MpoleccaMu
yTpaBJI€HUS MOLIHOCTSIMH, JOCTYITHOCTHIO U HENIPEPBIBHOCTHIO).

IX. TPEBOBAHMUS K OTMCAHHUIO OBPAIIIEHUSA

B naHHOM paszene npuBedeHbl TpeOOBaHUS K colepxaHHIo onucaHuil ObpalneHui
[Tons3oBarens.

9.1. TpeGoBanus Kk coaepxanuo nugopmanuu npu perucrpanuu QO6pamenns

Peructpanuu mnoanexatr Bce OOpamenus Ilons3oBateneii. Ilpu peructpauuu
kaxcgoro O6paleHus JOMKHBI OBITh YKa3aHBbI CIEYIOIMe OCHOBHBIE CBEICHHUS:

— [Ilomyyarens yciyr — moJIB30BatTeNh, ABIAOMAICS notpedureneM U T-cepBucoB;

— OcHOBHOe KOHTAaKTHOE JIHI0O — OINEPaTopP-MOJNIb30BaTeNlb, SBILIOLIUICS
UHHUIUATOPOM 3arpoca, JIMIO, KoTopoe B3aumoneiicTByer co Ciyx0oi TeXHHUECKOU
MOAMEPXKKH, BEIOUPAETCS U3 CITUCKA 110 KHOIIKE;

— VYBemomuts no — crnocod yBenomiieHus [lonp3oBaTens (Mo 3NeKTPOHHOM Moure,
TeneoHy U Ap.) 0 pe3ydasTaTax o6paborku OOpaleHus;

— IlIpo6nema (kpaTko) — B JAHHOM I10JI€ YKa3bIBA€TCS KPaTKOE OIIMCAHUE 3aIpOCca,;
— Omnucanue (mopoOHO) — AeTaTBHOE U3JI0XKEHHE CYTH 3alpoca;

— Ycayra — ciicoyHoe 1noie, popMupyroleecss Ha OCHOBaHUH KaTerOpuu yCIIyTH,
B KoTopoM BelOupaercs Tun MT-cepBuca, mo koTopoMy BO3HHUK COOM.

[pumeyaHus:
1. Tlons "Tloayuyarens ycayr" m "OCHOBHOE KOHTaKTHOE JIMIO" aBTOMAaTHYECKHM 3allOIHAIOTCS

YUYE€THBEIMH JJaHHBIMHA Ilonp3oBaTens u nogexat U3IMEHEHUIO TOJIBKO IIpH HCO6XOI[I/IMOCTPI.

2.B 3aBucuMoctu ot HT-ycnyrm npu peructpanun OOpameHHS MOTYT OBITh YyKa3aHbI
JAOITOJITHUTEIJILHBIC CBEACHH .

B mnoarBepxnenuie Qaxra peructpauud OOpamenus — Ilone3osartens,
nojBepriuuiics BnusHuO MHuuaeHta, u paboTHUK, oOparuBuuiics B ciayx0y CepsHc-
JIECK, IOJIY4alOT COOTBETCTBYIOIIEE MTMCHEMO IO 3JIEKTPOHHOM MOoYTe.
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9.2. TpeGoBaHHA K COAEPHKAHUIO ONMMCAHHSA

B 3aBucuMocTH oOT cojepxanusi OO6pamenne Ilonp3oBaTenss MOXET OBITH
KinaccuHUIrpoBaHo kak (ecnu OOpallleHue He OTHOCUTCSA HM K OJHOM U3 MMEPEeYNCICHHBIX
Kareropuif, oHo kiaccuuuupyercss kak "OOpallleHHMe He IO aipecy” H MOMIEKHUT
3aKpPBITHIO):

— cOoi (MHIUIEHT);

— 3ampoc Ha 00CITy>KMBaHUE;
—  3ampoc Ha U3MEHEHHE;

—  3amnpoc NOJHOMOYUH;

—  KOHCYINbTallUs;

— 3ampoc UHGpOpMaLUH.

— xanoba (obpamenus Ilonms3oBareneif, CBsA3aHHBIE C WX JKanoOaMu
Ha HekadecTBeHHOoe TmpenoctaBieHue WT-ycnyr cotpyanukamu MT-nmoxpasaenenwmia
AIH BBIIOTHEHHE 3anpocoB peructpupytores B AC CJ1 ¢ kateropueit "XKano6a").

— B pamkax ognoro OOpamieHus MoKeT OBITh 3aperMCTPUpPOBaH TOJIBKO OAMH
C6oit (Muuupent), 3ampoc Ha obcnyxuBaHHe, 3ampoc Ha u3MeHeHue uin JKamoOa,
3anpoc nmosgHoMounii, KoncynpTaius, 3anpoc HHGpopMaLuu.

[Tpu peructpauuu OOpalleHus, KaTeroOpUpOBaHHOro Kak MHuimaeHT, U B mnpoliecce
€ro paspelleHus JOJDKHbI ObITh YKa3aHbl CIeAyIOIIe OCHOBHBIE CBEICHHUS

— kareropus — "Muunpgent" (Co6oit);

— paboyas Tpynma — Trpynna TEXHUYECKOH IOAAEPKKH, Ha3sHa4YeHHasd I
o6paboTku UHLIMAEHTA;

— BJIIMAHHE — CBCACHHUA O HOJIB3OBaTe.He, UCIIBITHIBAOIIECM BIIUSIHHC I/IHI_II/II[eHTa;

~  CpOYHOCTb.

[IpuMeyaHue:
B 3aBucumoctu or HWT-ycnyru npu peructpanuud HuHunugeHTa MOryT OBITh  YKa3aHEI

JIOTIONIHUTENIbHbIE CBEACHUS.

3HaueHMs mepedrciieHHbIX aTpubyToB ¢ukcupytores B AC CJ] mocpecTBOM 3alOIHEHUS MOJIeH
COOTBETCTBYIOIIUX 3KpaHHBIX (opM BpyuHyro. HexoTopele mosst MOryT 3anoJjHATHCH aBTOMAaTHYECKH
WM B pe3yJjIbTaTe BIOOpa M3 CIIUCKA BO3MOXHBIX 3HAYCHUH.

Bce BhllleyKa3aHHBIE CBEICHHUS OOs3aTeNbHBI A 3allOJHEHUS B COOTBETCTBYIOUIMX SKpaHHBIX
dbopmax AC C.

X. OIIMCAHHUE ITPOLECCA

OcuoBubsIMH 3Taniamu [Iponecca ynpaBneHUs HHIMAESHTAMHU SABISIOTCS CIEAYIOIINE
(Cxema mpotiecca npuseneHa B [Ipunosicenuu 2):

— Peructpauns O6paienus;
— O6pabotka O6parueHus, BKIIOYas onpeeneHne kareropuy "MHuuneHt",

— Paspemenue MuuuaeHTa;
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— 3axpeiTue MHUMAEHTA;
— JlomoMHUTENBHBIE TIPOUEAYPhI 0 KpUTHUECKUM MHIMIeHTaM.
10.1. Perucrpauust O6pameHus

[Ipy BO3HMKHOBEeHWHM 3aTpyAHeHuit B mnomydeHuu HWT-ycnyr, HeZOCTYyIHOCTH
unu HekoppekTHoii pabote AC CII, APM, cpencTs 3amuTsl HHGOPMALUH, KOMIIBIOTEPHON
1 apyroit obucHoit texuuku [lonb3oBarens popmupyer O6palleHye, KOTOPOE MOCTYIAET
Ha 1-yro munuu noggepxkku AO "Mocogokanan" (Croco6sl HanpaBneHust ObpalneHus
Ha 1-y10 nTuHUIO noaaepxKy (B ciyx0y CepBuc-aeck) onucansl B Paznene 8 Hacrosiero
Pernamenra).

O6pauenue peructpupyercs B AC CII. Peructpaius MoxeT OBITH OCYIIECTBIIEHA
kak caMuM [Tosp30BaTeneM (Mpu MOMOIIM IOpTaia cCaMO00CTyKUBAaHUS HIIH JIEKTPOHHOM
TIOYTHI), TaK U HHXKeHepoM ciy0b1 CepBuc-aeck (1o Tenedony).

[Ipu BBIGOpe crocoba O6parienus Ilosbp3oBaTenb AOMKEH HCXOAUTH M3 COCTaBa
1 GopMBI CBeJIeHUH, KOTOpBIe OH MIaHUpyeT coobumTs. Hanpumep, npu HEOOXOAUMOCTH
NPENOCTaBUTh CKPUHIIOT CO CBEJEHUSAMH O CIOXHUBIIEHCA cUTyauud, Iloap3osarensb
IOJKeH BhIOpaTh MMOopTall caMO0OCITy)KUBaHUA WM 3NIEKTPOHHYIO IOYTY.

[Tpu dopmupoBanuu OOpalieHus yepes nopran camoobciyxusanus Ilonp3oBarens
YKa3pIBa€T CBEJIEHHSA O CIOXHBIICHCS CHTyaldH, MOCHYXUBUIEH IPUYUHOU 3ITOTO
O6parueHus.

IIpu ¢opmupoBanuu OOpauieHus ApyruM crocooom Ilonp3oBarens cooOmaeT
JaHHYI0 HHGOPMALIMIO B 3JIEKTPOHHOM IMHUChME MIH YCTHO (110 Tenedony).

10.2. O6pabGorka O6pameHns

O6paboTka Bcex 3aperucTpupoBaHHBIX OOpalleHui OCYIUECTBISETCA CIyXOoH
CepBuc-zeck.

IIpu oGpabotke OOpamieHus uHXeHep ClyXO0bl CepBHC-IECK MOXET CBA3aTHCH
c [Tonp3oBateneM it yTOYHeHHUS HWHGOPMALMU, IOCJIE YEro OH MOXET HU3MEHHUTH
3HaYeHHUs aTpuOyToB B popme ObpamieHus.

B pamkax o6pabotku OOpalieHuii NpOBOAUTCA aHaluu3 MX COHEpPKaHUS
U IPUHUMAETCS PEIIEHHE O TOM, Kak OymeT oOpabareiBaThcs 3T0 OOpatuenue: kak 3HO,
Nuuunent, 3HU, XKanoOy unu apyrue KaTeropuu.

B pesynbpTate o6pabotku OOpalleHHs OHO AODKHO OBITH KaTeropupoaHo. IIpu
stoM B AC CJI nomxkusl ObITh chopmupoBassl 3amucu o6 Muumpenre, 3HH, 3HO,
XKanobe nnu 06 "ObpaleHuu He mo agpecy’.

"O6pallieHus He Mo ajpecy” MOMIEXaAT 3aKPHITHIO HH)XEeHepoM ciykObl CepBuc-
IeCK.

Hacrosmuit Pernament ompenenser mopsaok obpadorku OO6palleHUil KaTeropHu
NHuupaeHT.

PesynsraToM  00pabotku  OOpalleHus, SBISIOIIErocs  HHOOPMHPOBAHHEM
00 MHuuneHTe, ABNsAeTCS 3aperucTpupoBaHHblii IHUuAeHT.
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10.3. Pazpemienne MHIMAEHTA

B pazpemennn MHIUAEHTOB IPUHUMAIOT Y4aCTHE HHXKEHEPHI cnyx0661 CepBHUC-AECK
(1-1 nWHUS TOOHEPXKKH), a HpU HEOOXOAUMOCTH, CBS3aHHOM C HEJ0CTATOUYHOU
KoMrereHuue 1-ofi nuHuu, Ciyx0a TEeXHHYECKOH IOINEPHKKH (2-1 u 3-9 MUHHH
TOJAEPIKKH ).

B cirydasx MaccoBoro c¢Gosi B [PeJOCTABICHUH YCIIYTH, 3aTparkBalomero 0oibImoe
KonuuecTBO Ilonb3oBareseii, WHxeHep cioyXObl CepBUC-IECK OCYIIECTBIAET PACCHUIKY
COOTBETCTBYIOIIMX COOOIICHUH, coAepXallUX CBEIEHHd O IUIAHHUPYEMBIX CpOKax
BOCCTAHOBJIEHMS YCIIYTH.

Bce yuwacTHMKH paspeiieHus HHImaeHTa B Ipolecce BBIIOJIHEHHsS pPaboT
BBINIOJIHSIOT ONKUCaHKe BhINOIHEHHBIX padot B AC C/I.

Wnxenep cimyx6s1 CepBHC-TIeCK, MOXyqIuB coobuenne o6 MuuuneHnre, mpoBOaUT
aHaJIM3 BO3MOXXHOCTH €ro 00paboTKU MpH UMEIOIUXCS pecypcaxX H YPOBHE KOMIETEHIIUH.

B ciy4yae mpuHATHS pELICHUS O BO3MOXHOCTU ycTpaHeHMs MHuMIeHTa culaMH
cnyx061  CepBHc-feck, uHXeHep ciayk0pl CepBHUC-IECK MNPOBOAUT THArHOCTHKY,
ycrpanser HWHuupedt, omuckiBaeT pe3ynbrarel pemeHus B ACCJl u 3axkpeiBaer
HNununeHrT.

Eciu npu OKasaHHW NEPBHYHOM NOANEpXKKH HHXKeHep ciyXO6sl CepBHC-IeCK
YCTAHOBHJI, 4YTO €ro KOMIETEHIMM HEeJOCTaTOYHO [JJd YCTpaHeHHs WHIHMICHTA,
OH OCYLIECTBJIAET 3CKAIALMIO Ha 2-10 JIMHUIO [TOAJEePKKH B COOTBETCTBYOMYI0 Pabouyro
TpyIy, OTBETCTBEHHYIO 3a 00paborky »sToro HMuuupenta (Ilpu ocyiuecTBiIeHUU
3CKalaldKu UHXeHep cinyx0bl CepBHC-IeCK pPYKOBOJACTBYETCS COOTBETCTBYHOIIEH
uHcTpyKumei monp3oBatens AC "Cepsuc Jeck"). IlpaBuna sckamauuu onpenensoTcs
Hactpoiikamu AC C/I.

KoopauHaTop HMHUHAEHTOB IIPOBOAWT IEPBUYHBIN aHanu3 KHuuIeHTa, BKIIOYas
OLIEHKY MMPaBHJILHOCTH Ha3Ha4YeHH (MapIIpyTHU3aIUH).

10.3.1. ITopsaok aeiicTBHI B Cilydae HEMIPaBUIIBHOTO Ha3HaYeHusa MuuunenTa

Ecnu HasHaueHWe BBIIOJIHEHO HempaBWibHO (T.e. 1o MHeHuio KoopauwHaropa,
WHUuAEeHT He BXOAUT B €ro o0JIacTh OTBETCTBEHHOCTH), KoopamHaTop HMHUMIEHTOB
Bo3Bpailaer MHumMaeHT s gansHeine#t ob6pabotkum B ciyxOy CepBHc-IecK
c o6s3aTenpHBIM ykazanueMm mnpuyudHbl (Koopaunatop o0inajgaer npaBaMM H3MEHEHUS
HUcnonuurens pabot no UHuuneHTy B pamkax cBoeil Pabodeil rpynnel HanpsaMyro (MUHYs
UHXeHepa ciryx061 CepBHUC-lIecK).

Hnxenep cnyx6sr Cepsuc-meck yTouHseT Pabouyro rpymmy, OTBETCTBEHHYIO
3a 00paboTKy 3Toro MHUMAeHTa, U NlepeHa3HadYaeT MHIuaeHT.

Ecmu uHXeHep cioyx0bl CepBHc-IecK He MOXeT ompeaenuTs Pabouyio rpymmy,
OTBETCTBEHHYIO 3a MHIMIEHT (Harmpumep, B Ciiydae, korja Hi oluH u3 KoopauHartopos
He npuHHMaeT MHumaeHT s o6paboTku, M TpeOyeTcs pellleHHe MeHejkepa Ooiee
BBICOKOTO aJMHHMCTPATHBHOTO YpPOBHS), HHXeHep cIyXObl CepBHC-IECK MOCPENCTBOM
AC CJI nanpasnset Muuunent ans obpaborku MeHemkepy HHIUICHTOB.
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Menemkep WHIMIEHTOB TNPUHAMAET Mepbl U1 CKOpEHIIEero OmnpeaeaeHus
UCIONHUTENS paboT U HasHaueHus VHuuaeHTa as oOpaboTKH.

10.3.2. Pazpemienue MHIuAeHTa B cly4yae NIPaBUILHOIO Ha3HAYECHUA

Ecnu Ha3zHaueHHE I/IHLII/IHCHTa BBIIIOJIHCHO BEPHO, Koopm/IHaTop HHOUACHTOB
Ha3HavaeT MCIoTHUTENS — UCTIOJTHUTENS pa60T 10 YCTpaHCHHUIO HuuuaeHra.

B ciaydyae MNOPHUBIICYCHUS K BBINNOJTHEHUIO pa60T HECKOJIBKUX MCHOJHUTENeN —
Koop)mHaTop OIpeaesACT NOPANOK HX B3aUMOAEUCTBUS.

UcronuuTensr MPOBOAUT JAMATHOCTHKY, YycTpaHseT HMHIMaeHT, omnuchBaet
pesynbsTathl pemenus B AC CJ1 u 3aBepiuaer o6padotky Muuuaenra.

B ciydae HeoOXOAUMOCTH YTO4UHeHHs cBeleHUM 00 Mummnente Hcmonnurens
B3aumozelicteyer ¢ Ilonp3oBareneM — HHUUMATOpOM paboT mocpeAcTBOM 3ampoca
nndopmanuu uepes AC C/l. Ecnu BO3MOXHO [UI COKpAIlEHHS BPEMEHH YTOYHEHHUS
cBeneHUi MICONHUTENh JODKEH UCII0NB30BaTh TeNeGOHHYIO CBA3b.

BeiGop TenedoHHOW CBS3M SBISETCS 00sA3aTENbHBIM, B Cilydae ecid HMHuumeHt
CBSI3aH C ITOPTANIOM caMO00CITy )XKUBaHUS WK KoMIbioTepoM [lone3oBatens.

B cnyyae HeOOXOOUMOCTH y4dacTHsl OpYrux paboTHHKOB OOILECTBa WM TPEThEH
CTOpOHBI (HAampUMep, MOAPSIOHON opraHuzauuy, paspaborunka I10) Hcnonuurens
nocTynaer cienyromuMm obpasom (Hapsa Ha paGoTy A TpeThell CTOPOHBI MOXET OBITH
chopmupoBaH Tonsko HcrionaureneM (Ha 2-i JIUHAM MOJAEPXKKH):

— PErHCTpUpYET CBEeIEHUs O MpuBlieueHUH noapsaHoi opranusanuu B AC CJl,
—  aHAJIM3HUPYET COCTAaB M COAEPIKaHHe TOMOIHUTEIbHBIX padoT;

— cosgaer coorBercTBylomre Hapsaner Ha paboty (Eciam TpeTbs CTOpOHA
He aBnsgerca none3osareieM AC "Cepsuc [leck", To umxkeHep ciayx6s1 CepBuc-IECK,
co3maBas Hapsn Ha pabGoTy, peructpupyeT B ¢opMe Hapsla COOTBETCTBYIOLIYHO
uHdopManuo. Hasnauenne Hapsiia Ha paGoTy B 3TOM Cciydae HEe OCYLIECTBIAETCS);

— mocie 3Toro wHxeHep ciyx0Ob CepBUC-AeCK MH(OOPMHUPYET TPETHIO CTOPOHY
0 HEOOXOAMMOCTH BBITIOJNHEHHS pabOT B COOTBETCTBHUHU C YCTAHOBJIEHHLEIMM B KOHTPAKTe
paBUiIaMu.);

— KOHTPOJIMPYET  BBIIIOJIHEHHE  paboT, OIEHHBAaeT  pe3yNnbTaTel  paboT
U OCYILECTBIIAET 3aKphbiTiHe HapsnoB Ha paboThl OCiE IPHEMKHU pe3yIbTaToB paboT.

ITocne 3akpeiTus Bcex HapsmoB Ha paboOTHI, CBSA3aHHBIX C 00padaTbIBAEMBIM
HHuuuaentoM, McrnonHurens 3aBepliaet ero o6paboTky.

3aBepuieHre pabot mo MHIUAEHTY TODKHO BKIFOUATh B ce0s MOAPOOHOE OIMCaHue
pear30BaHHOIO pELIeHUS.

B ciyuae ecnu McmonHuUTeNb CUUTAET LellecooOpa3HBIM B OyyiieM o0pabaThiBaTh
noxoxue HMuHummeHTs! kak "3ampoc Ha oOcIy)XHMBaHUE", OH JeNIaeT OTMETKY B IIOJIe
"Kangugat B 3HO".
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OTBETCTBEHHOCTh 3a KOHTpONb 00paboTku M 3akpeiTusl HWHuOMIEeHTa JEXHUT
na KoopauHarope unummeHToB. OO6Ias OTBETCTBEHHOCTh 3a 00paborky HHumaentos
PaGoueii rpymnmoii Bo3naraercs Ha PykoBonurens pabodel rpymnmsl.

10.4. 3akpbiTue HHOUIEHTa

[To okxonyanuro pabor mno ycrpaweHuro HWMuuupenta B PaGouel rpyme,
Ha 9JIeKTpOoHHBIA anpec Ilonp3oBarens—uHMLIMAaTOpa pabOT aBTOMATUYECKH BBICBHIIAETCS
MUCbMO-YBEOMJIEHHE O 3aBeplIeHHH paboT no ero ObpamneHuo. ITucemMo-yBenomnenue
COJIEPXKHUT MpeIoXKEHHE MOATBEpIUTH BO3MOXKHOCTD 3aBeplilieHus pabot no MHuuaeHTy.

Jns moaTBepOeHHs BO3MOXXHOCTH OKOHYaHUSA paboT u 3akpelTus HMHUUAeHTa
ITons30BaTeNi0 TMpeasiaraeTcs BBIOpAaTh COOTBETCTBYIOUIYIO cchlIKy ("IloaTBepAuTh
U OLEHUTH"), a TaKke BHECTH TPEMIOKEHHS MO coBeplleHcTBoBaHUO Ilponecca
yIpaBlIeHUs HHIHACHTAMU B COOTBETCTBYIOIIEE IOJ€ M ITOCTAaBUTh OLIEHKY KaueCTBY
BeIMoHeHUs pa6oT (Takas oleHka B JajbHEHIIEM MOXET HCIOIB30BAThECH U1 aHallu3a
KayecTBa pabOTHl HCHONHUTENS (MHXKeHepa ciayXObl CepBHC-IIeCK UM CIIELUAINCTa
BTOPOU JIMHUU TTOJIEPIKKH ).

Ecnu Ilonp3oBaTens He corjiiaceH ¢ TeM, YTO pabOThl BHINOIHEHBI KaYECTBEHHO
U B IONMHOM o0BeMe, OH MoxeT BbIOpaTh ccbulky "Otkinonuts". Ilpu stoM  emy
HeoOXOAMMO BHECTH NMOsICHeHUs U koMMeHTapuu B popmy Munuaenta AC Cll o npuunHe
OTKIIOHEHHS.

B cmysae BrIGopa nonp3oBareneM  CCHUIKH  "OTKJIOHHTB'  IIPOUCXOMHUT
BO300OHOBJIEHHE padoT.

Ecmu Ilonp3oBarens 1mo Kako-IM60 MpUYMHE HE OTpearupoBall Ha IpedsIOKEHUE
O MOATBEPXKAEHHH BO3MOXKHOCTHM OKOH4YaHuUs paboT U 3akpeitun  MHIDWneHra,
H3JI0O)KEHHOTO B MTUChME-YBEAOMJIEHUH, TO HHIMAECHT aBTOMATUYECKHU 3aKpBIBAeTCs Yepes
3 pabouux HS.

10.5. Oco6enHoctn perncrpauud UHUHACHTOB, BLISIBJICHHBIX CIEHHAJIHCTAMH
Ciyx0bl TeXHHYECKOH NOJAepPKKH

Eciu cneruamuct CinyObl TEXHUYECKON MOANEPKKH y3HAI O TOM, YTO IIPOU3OIIE]
HMHnuneHT, oH 00513aH 3apeructpupoBath 3ToT UHIMAEHT B AC C/I.

Peructpauus OGpalleHus B 3TOM cilydae He TpebyeTcs.

Hanpheitinas o6paboTka 3aperucTpupoBaHHoro MHIUAEHTa OCYIIECTBISAETCSA
B COOTBETCTBHUH C HAacTOSIUM PerimameHToM.

CornacoBaHue BO3MOXXHOCTH 3aKpPbITUA HNuiumagenTa He MpOBOAUTCA.

10.6. Ocob6ennocru 06paGoTkn UHIMIEHTOB, /I KOTOPBIX ObLLIM NPHMEHEHbI
BpPEMEHHBbIE PeLICHUA

Eciu oxoHuaTtensHOE YCTpaHCHHUC I/IHLII/IlIeHTa HC IIPEACTABIIACTCA BO3MOXHBIM,
MOXeET ObITh IIPUMEHEHO BPEMCHHOE PCIICHUE.

WudopmMauus o NpuMeHeHun BpeMeHHoro pemieHus perucrpupyercsa B AC CJI

JInd  OKOHYATENBHOTO  yCTpaHeHHs Takoro HuummeHTa  MOXeET  OBITH
3apeructpupoBana [IpoGiiema (ecnu He W3BECTHAa NMPUYMHA M CIIOCOO OKOHYATENBHOIO
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ycTpaHenus Huupenta), 3ampoc Ha oOCIyXKHBaHHe WM 3alpoc Ha M3MEHEHME (€Ciu
MPUYHHA U CITOCOO OKOHUYATENBHOTO ycTpaHeH!s VIHIMIeHTa H3BECTHBI).

Ecnu B nponecce oopadotrkn Maumaenta, IIpobnems! unu 3anpoca Ha U3MEHEHHE
OBUIO MPHHATO pelleHHe O HeBO3MOXXHOCTH OKOHYATENbHOro ycTpaHeHHus MHuuaeHTa,
OH TOJIEXKUT 3aKPBITHIO.

10.7. [lononHuTeNLHBIE NpoUeAypbl MO KpuTHYeckuM HHunaeHTaM

[Mox xkputudeckuM MHIMIEHTOM cliefyeT MOHUMATh 1000H MHUUAEHT, KOTOPHIA
OpuBe] MM MOXXET IIPUBECTH K HEBO3MOXHOCTH BbInonHeHUus Ilons3oBarenem
KPUTHYECKH BaXKHBIX BHJIOB JAEATEJBHOCTH C UCNOJb30BaHueM U T-ycnyr B COOTBETCTBUH
C YCTaHOBJIEHHBIMH CPOKaMH M 00BeMaMHU UX MPEIOCTaBICHHUS.

K KPUTHYCCKH BaXHOUW JEATEIBHOCTH OTHOCUTCS HOEATENBbHOCTS, KOTOPYIO
HGO6XOI{I/IMO OCYIUCCTBIIATE AJIA NPECAOCTABICHUSA OCHOBHBIX YCIYT, KOTOPBIE MTO3BOJIAIOT
OpraHusaniviu JOCTHUIaTh HauOosee BaKHBIE ueiay, 3aBUCAIITNEC OT CO6JIIO)I€HI/I}I CpPOKOB.

PykoBoguTesnem paGoT Mo yCTpaHEHUIO KPUTHYECKUX MHIUAEHTOB, B 3aBUCUMOCTH
OT YCIyrd, ¢ KoTopo# cBsi3aH MHuMAeHT, Ha3HadaeTcs HadyanbHUK YACYTIIMC wiu
YKUCY, unu npyroe nuuo, Ha3HauyeHHOE Ha4yaJlbHUKOM YIIPaBJICHUS.

Kputnyeckue HMHuUMOEHTHI 00pabaThIBalOTCSI B COOTBETCTBHHM  IOPSAIKOM,
ycTaHaBIUBaeMbIM PykoBoauTenem pabor.

Ipu perucTpanuu KpUTH4eCKOro MHIIMAEHTa ¥ IO OKOHYAHUIO BBINOJHEHUS paboT
no ero ycrpanenuto B AC CJI aBTOMarTHYecKH CO3JAIOTCS COOOILEHUS, KOTOpBIE
HaNpaBIISIOTCA C IOMOUIBIO0 3JEKTPOHHOW IOYTHI B ajapec 3aMecTHTeNnsd [JIaBHOIO
uHxeHepa, HadarbHUKOB YACYTIIuC, VYKHUCY, u HayajlpHUKOB OTIEIIOB,
OTBETCTBEHHBIX 3a YCTPaHEHHE 3aperuCTpUpOBaHHOro kpurudeckoro MHuuunenra,
Koopaunaropa paboueit rpynnsl 1 MeHepkepa HHIUIEHTOB.

B ciuyuae Hepaborocnocobnoctn camoit AC CJ] pacceuika  coOOIIEHHM
OCYILECTBIISETCS HHXEHEPOM cITy>KObl CepBHC-IECK.

PaGoTel, MpPOBOMUMEBIE TI0 YCTpaHEHHIO Takux VHUOUAeHTOB, OepyTcs
IO/ IOTIOJTHUTEIBHBIN KOHTPOJIb 3aMeCTHTENIEM ITIaBHOTO MH)XKEHepa.

[To BceM kputuueckum HHumpeHtam MeHemKkepoM HHIKUIAEHTOB, MeHemKepoM
npobneM, HadanpHukamu YACYTIIuC, VYKUCY, u HadyanibHUKaMH OTIEIIOB,
OTBETCTBEHHBIX 3a YCTpPaHEHHE 3aperMCTPUPOBAHHOTO KpuUTHYeckoro HMHumaeHra u
KoopanHaTopoM, B 00J1acTh OTBETCTBEHHOCTH KOTOPBIX BXOJUT ycTpaHeHue MHuuaeHTa,
NpoBOIUTCH aHanu3 BiusHus MHiuaeHTa Ha OU3HeEC, TakKe aHAIU3UPYIOTCS, [IPUYUHEI,
JUTUTETBHOCT M paboThl, MPOBOJAUBIIHNECS IO €ro yCTpaHEHHrO. Pe3yibpTaThl aHaiH3a,
NIpH HEOOXOAUMOCTH, TOBOAATCS 1O 3aMECTUTENIS ITTaBHOTO MHXKEHeEpa.

XI. OIIEHKA 2®®EKTHUBHOCTH IPOLHECCA

Ins  obecneyenuss MoHuTopuHra Ilpomecca  ynpasneHus  HMHUUACHTaMH
bopMHUpYETCA €XEMECAYHBI OTYeT, OTpaXKaroUumid WHGopMalMio o (aKTHIeCKOM
3HaYeHUH LEJIEBOTO MMOKa3aTens npoLecca.

WneHTrduKaTOpOM OTHYETa SBIISETCS €ro Ha3BaHME M Jara co3gaHusa. Oruer
npeJHa3Ha4YeH I OLIEHKH pe3yJbTaTUBHOCTU Mpouecca. LleneBolt ayauTopued oTyera
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SBIIAIOTCS 3aMeCTUTENbh TJIaBHOTO HHXXEHepa, MeHekep HHIUACHTOB, a TaKXe
PYKOBOIUTENU TOAPA3JIE/eHHi, yJacTBYIOIINX B NpPeNOCTaBICHUM yCiyr. McTouHHKOM
uHdopMayK AN oTdeTa cIyXUT 6a3a qanubIX AC CJI.

3aMecTUTENs IJIABHOrO HWHXeHepa, MeHelkep HMHUMACHTOB, HavaJbHUKH
VACYTIIuC, YKUCY u uxX 3aMecTUTENd, Ha4YaJlbHHK OTHeNa HHPOPMALMOHHOM
0€30MacHOCTH [0  pe3yibTaTaM aHajlu3a OTYETOB  IPEANPHHUMAKOT — JeHCTBUSA
II0 COBEPIIICHCTBOBaHUIO  cHcTeMbl  ympasienums  KMT-ycayramu, — HampaBieHHBIC
Ha YMEHbIIIEHHe KoyimuecTBa VIHIMAEHTOB, YMEHBIIEHHE BPEMEHH YCTpaHCHHUs
WHIMIEHTOB, OLIEHUBAIOT 3)PEeKTUBHOCTH JEHCTBUH, IPEANIPHHATEIX paHee.

XII. ®§OPMUPOBAHUE IPEIJIOXEHUN
ITO COBEPIIEHCTBOBAHMUIO ITPOITECCA

dopMmupoBaHHMe TMPEUIOKEHUH II0 COBEPIIEHCTBOBAHHIO TMpolLecca JOJDKHO
OCYILIECTBJIATECA BCeMM ydacTHukamu Ilpouecca ymnpaBieHHs HHIMAeHTaMH, OCHOBY
NPEIJIOKEHUNR JO/DKEH COCTaBIATh IIepellOBOM IMOJIOKUTENBHBIA OIMBIT peanu3aliu
mpotecca.

CBou NpemIoxeHnss YYaCTHUKH JOJDKHBI PEAOCTABIATh MeHeKepy HHIMIEHTOB,
KOTOPBI  TMPOBOAMT  aHANM3  [OCTYNUBIIMX  IPEUVIOKEHMH  Ha  MpeaMeT
UX [eneco0Opa3HOCTH.

El

Mo pesyneraTam aHanu3a MeHe[kep HHIUICHTOB (QOPMHUPYET [EpEueHb
Tpe/IOKEHUM, KOTOPBIA MCIONB3YyeTCs KaK HCXOIHBIE CBelleHHd AI1 (OpMUPOBAHUSA
IInana yny4umienus.




IIpaBuJia onpeaesienns npuoputera Mnunaenra

[TapameTp ""CpouyHoCTb' MOXET IPUHUMATH CIAEIYIOIIHE 3HAUCHUA

1 —"kputuueckui";
2 — "BBRICOKMH",;

3 —"cpenuumii";

4 —"Hu3kuH".

[TapameTtp ""Bo3aeiicTBHe' MOXET IPUHUMATH CIIEAYIOIIHE 3HAYCHUS
1 —TIlpennpustue;

2 —TIloapa3zneneHue;

3 — HeckonpKko noJib30BaTENEeH;

4 —Ilonp30Barerns.

[TapameTp "IlpuopuTeT' MOXET IPUHUMATE CIEAYIOIIHE 3HAUCHUS

1 —"kputuyeckuit";
2 —"BBICOKMH",;
3 —"cpenuwmit";

IMpunoxeHue 1
k Permamenry npouecca
VnpasneHus HHUUACHTAMH

[TpaBuna onpezenenus sHadeHus napamerpa "[Ipuopurer” npuseneHsl B Tabnuye:

Tabnuna

CpouHocTb

1 2 3 4
BospenctBue

1 1 1 2 2
2 1 2 2 3
3 2 2 3 3
4 2 3 3 4

[TpHOPUTETHI JOIDKHBI MPUMEHSTHCS Al OOecreueHus: O4epefHOCTH 06paboTKH
UHIUAEHTOB. Ha MX OCHOBE HOMKHBI OMpPEAENATHCS BPEMEHHBIE HOPMBI BBIITOJHEHUS

pabot. BpeMeHHbBIE HOPMBI MOTYT OBITH CTAHAAPTHU3UPOBAHEL.

Onucasve COOTBETCTBUSA NPUOPHUTETOB MU CPOKOB YCTpaHCHHI HMHumaeHTOB

npuBeaeHo B "Onucanuy mpouecca ynpaBieHHsS HHIUIEHTaMu "



[Mpunoxenue 2
k Pernamenty npotecca
YnpaBneHuss KHUHUICHTAMH

Cxema IIponecca ynpaB/ieHHsI HHUHAEHTAMH

ST e A A X A
v %

3aperucTpuposanHoe ihi it
Obpautenne bl

ETEED

3aperucTpupoBaHHbi |;
Unumgedt

5. Baaumoneiicreue

C MPOLECCAMH YNIPABNEHHA:
- npoGnemMamH;

- KOHGUrYpaLIMAMH,

- U3MEHEHHUAMH,

3akpbiTbiin L i et 3akpbiToe
UKumMAEHT : g revcial  OSpawenue




IMpunoxenue 3
k PernameHTy npolecca
YnpapneHus HHLUAEHTAMH
Manuua pacnpeaejieHusl OTBETCTBEHHOCTH
JJist mpolecca ynpaB/jeHUd HHIHICHTAMHU

IpencrasieHHas HUXe MaTPUIA COJEPXKUT ONUCAHUE OTBETCTBEHHOCTEH OCHOBHBIX
yqacTHHKOB [Iponecca ympasnenus unHiuneHTamMu AO "MocBogoxanan". Jta MaTpuia
MOYET GBITh KOHKPETU3UPOBaHa M JOMOJIHEHA C Y4eTOM 0COOEHHOCTeH paboT pasuYHbIX
nojgpasfeneHuii W crneuudpukd paboTbl B paMKaxX BHYTPEHHHX JOKYMEHTOB
AO "Mocsonmokanan" (pacnopsokeHUH, TPUKa30B U Ap.).

Ocnosuele Pomun Ilporiecca ympaBneHus UHIUNeHTaMUu (PoneBble MHCTPYKIMH
OCHOBHBIX y4acTHHKOB [Ipolecca ynpaBieHHs UHIMIECHTAMH IIPUBEAEHBl B CIEIYIOLINX
noxkymentax: "Ponesas uuctpykuus [Tonp3oBatens”, "PoneBas uncTpykuus HMrkeHepa
cayx6s1 Ceppuc-neck", "Ponesas uHctpykuust Koopaunaropa unimaeHtos", "Ponesas
uHCTpyKuMs  Hcmonuurens uHuuAeHtoB", "PomeBas uHCTpykuua MeHemkepa
WHLMJAEHTOB"):

— Ilonp3oBarens;
Unxenep cinyx6s1 CepBHC-IECK;
KoopnuHaTtop MHIIMAEHTOB;
Hcnonuurtens MHIMASHTOB (VCIIONHUTEND);
— Menemxep HHIUIECHTOB.

OTBETCTBEHHOCTH POJIeii Mmpoliecca 3a AeATENIBHOCTE B paMKax IPOIECC YPaBIeHUs
uHUpAeHTamu npenacrasiena B OVKU marpune (RACI-matrix). A66pesuarypa OYKH
paciudpoBBIBaETCS CIEAYIOUIUM 00pa3oM:

— OrtsercTBeHHBI (Accountable), oTBevaeT 3a pe3ynpTar AedarenbHocTd — O;

— VenomisgeMsiii (Informed), monydaer yBegomieHue mo (akTy BHINOIHEHUS
JIeATEILHOCTH — Y

— Kouncynetupyronmmit  (Consulted),  mpefoCTaBisrOIUMA  KOHCYJBTALHIO,
HEOOXOUMYIO IS OCYIIECTBIEHUS JesTeIbHOCTH — K;

—  HWcnonusromuit (Responsible), ocymectsustomuii gestensHocTh — M.
Ponb

CepBuc-peck
KoopawHatop
WHUMOEHTOB
Wcnonnutens
Mexemxep
WHUMOEHTOB

[leatenbHoCTb

MNonb3oBaTenb
VirxeHep criyxObl

10.1. Peructpauus O6pawieHus

3anonHeHue dopmbl ObpalleHns Ha noptane
camoobcnyxuaHus, othopMneHNE ANEKTPOHHOMO NUCLMA,
Ob6palieHue no Tenedoxy

10.2. O6paboTka O6pateHus

Kateropusauus ObpalleHus




Ponb
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[lesatensHoCTb = =

Ananu3 Obpallenuns % 0

YTouHeHue ceeaeHun 06 MHumpenTe K n 0]

3anonHenue nonew opMbl MHUMAEHT % K/O

3aKkpbITUE 3aNpOCOB, HE OTHOCALUMXCA K 30HE OTBETCTBEHHOCTM " KIO

OCJ v nopgpasgenieHuin noanepXKu

10.3. Paspewenune UHumMAaeHTa

MepeuyHas auarHoctuka VHuuaeHTa 7] 0

MepsuyHas noaaepxka n 0

OnucaHvwe pe3ynbTaTos NepBUYHON AUATHOCTUKA 1 NEPBUYHOM " 0

NOALEPXKM B KapTouKke MHumaeHTa

HanpaBneHwe VHuuaeHTa Ha 2-10 NNHUIO NOAAEPXKKN n K/O

BbinonHeHve paboT no paspelexnio UHLMaeHToB K 4

KoHTponb paspeluenus VHuuaeHToB % K

MoppobHoe onu1caHWe KIUEBbIX TOYEK, NPUYUH, PE3YNLTATOB B "

XOfe PeLLEeHMS 1 MapLUpYTU3aLMY MHLUMAEHTA.

MoapoGHoe onucaHye pesynbTaToB BLINOMHEHHbIX paboT B K

kapTouke WHumaeHTa

NHdopmmposaHue Monb3osatenen Y K K

10.4. 3akpbiTne UHUKMAaEHTa

CornacoBaHvie BO3MOXHOCTH 3aKpbiTus HLMaeHTa N

XI. OyeHka achcpekTUBHOCTH Npouecca

CocTaeneHune 0T4eTHOCTU n W0

AHanua MeTpuk npouecca e

Xll. ®opmupoBaHue npeanoxeHnit No coBepLeHCTBOBaHUIO

pmMip pean P " " " n | wo

npouecca
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I. HASBHAYEHUE JOKYMEHTA

Onucanue mpouecca ynpaBlIeHHs HHUWAEHTaMH (fanee Mo TekcTy — OnucaHue
polecca) COAEPXKUT AeTATEHOE ONMCaHue Ipoliecca yIpaBIeHus HHIMIECHTaMu.

II. HASBHAYEHHWE IMPOLIECCA YIIPABJEHUS HTHIIUJAEHTAMHA

[lpouecc  ympaBineHHs  HMHUMACHTAaMH  [peJHa3sHa4eH Uil CKOpeHIuero
BOCCTaHOBJIEHMS KauyecTBa mnpenoctaBieHus WMT-ycnyr mpu BO3HUKHOBEHHMH HHIHIEHTA
HIH HEMOMyIIEHWS BO3HUKHOBEHUS CHUTyallud, BeAYIIMX K CHIDKEHHIO KadecTBa
NpeAOCTaBIEHUS YCIIYT.

Jlo MoMeHTa 3amycKa IIPOLIECCOB YIIPaBiICHUS M3MEHEHUSAMHM M 3alpocaMu
Ha 00CITyXHBaHHe, 00paboTKa U3MEHEHHIA U 3aIPOCOB Ha 0OCITyKUBaHHUE OCYLIECTBIISIETCS
B paMKax Ipoliecca yIpaBIeHns HHIUIEHTaMU.

III. OBUIME ITOJIOKEHMHSA

3.1.Bce ofOpamenus 1nojp3oBaTeleil  DOMKHBI  OBITh  3aperUCTPUPOBAHEI
B ABromatusupoBanHoil Cucreme "Cepsuc Jeck".

Bce Bo3HUKaromue HHUHUAEHTH], TOJDKHEI OBITH 3apeructpupoBanbl B AC ClI.

3.2.B omHoM ofpalneHdd JJOJDKHA COAEPXKAaThCs TOJNBKO OJHA MOTPeOHOCTH
w1 nHdopmarms o cboe. Ecnu B oOpalieHHH NONB30BaTENs COACPXKUTCA OOJbIIE OQHOH
norpe6HocTH, UHxeHep cnyx6el Cepsuc-aeck aomkeH opopmutrs B AC CJl HECKOJNBKO
oOpailieHu .

3.3. HazHaueHne HHIMAEHTa OCYILIECTBISETCS TOJIBKO Ha pabodylo rpymnmy.
Hcnonuurens MOXKeT Ha3HAYUTh MHITUACHT Ha CBOIO pabouyto rpynmy win Koopaunaropa
uHIAeHTOB. HasHaYnuTh MHUMAEHT Ha VICIONHUTENS MOXXET y4acTHUK pabodeil rpyIisl
¢ ponsio "KoopauHatop MHIMAEHTOB" MM MeHemkep HHIUACHTOB. MICTIOIHUTEE MOXKET
CaMOCTOSITENILHO IIPHHATL B OTBETCTBEHHOCTH HMHIMIEHT, Ha3HaueHHBI Ha pabodyro
rpynny. Ponp "KoopauHaTop HHUMACHTOB' MOXET OBITh Ha3HauyeHa HECKOJIBKHM
y4acTHHKAM paboueit TpyIIb.

3.4. UHuuaeHT MoXeT ObITh IepeBefieH B craTychl: "B pabore", "BeimonHen",
"ITprioctaroBieH", "OxuoaHWe BBITONHEHHS Hapsja Ha paboTy" TOJIBKO YKa3aHHBIM
B uHuujeHte Mcnonnurenem.

3.5. Hapsansr Ha pabGorTy Ha3zHauaroTcs Ha pabouyto rpynmy. Hasnauute Hapsan
Ha paboTy Ha McrmosHHATENs MOXXET yYacTHHK paboueit rpynmsl ¢ ponsto "KoopauHaTop
HHIUIEHTOB" uiu "MeHemxkep HUHUUACHTOB". McnomHMTENns MOXET CaMOCTOATENBHO
IPUHATH B OTBETCTBEHHOCTH HAapsA Ha paboTy, Ha3HAUYEHHBIH Ha ero pabodyro Ipymiy.

3.6. UcTOYHHUKOM UHIUACHTA MOTYT OBITh:
— OOpamenue ITons3oBareins;
— CobsiTue, 06HapyxeHHOe paboTHukoM U T-ynpasnenus.

3.7.1lpu mocTymieHHH Tele(OHHOrO 3BOHKA MM JJIEKTPOHHOrO IMHChMa
ot [Tone3oBarens, HWcnonnurens wuHopmupyer Ilonp3oBatenss O HEOOXOAMMOCTH




OnucaHue npouecca yNpaBieHUA UHUUAECHTaMH 4 13 62

perucTpaudu  oOpameHuss uyepe3  ciyxOy  CepBuc-Ieck, 3a  HCKIIOYCHHEM
uHpopMmupoBanus [lons3oBareneM 0 KpUTUYECKUX MHLIUIAECHTAX.

Peructpanus wuHIpaeHTOB paboTHukoM WMT-ynpaBieHus pomnyckaercs B ABYX
ClIy4asx:

— obuapyxenune c6oeB B MT-ycnyrax, Haxomsmuxcs B 30HE OTBETCTBEHHOCTH
naHHoro paboTHMKA, B Ciy4asgX He CBjI3aHHBIX ¢ obOpamenueMm Ilonb3oBaTens.
ITpu peructpauuy MOogOOHBIX HHUMAEHTOB, paGoTHuk MT-ynpaBneHus ykassiBaeT cebs
B KaueCTBe I10JIb30BaTE;

— 3BOHOK HOJ’ILSOB&TCJUI, CBSI3aHHBIN C KPpUTHYCCKHM HHIIUACHTOM.

UHiunenT Moxer OBITH CBSA3aH ¢ OJHUM HJIM HECKOJIBKUMH OOpallleHUSIMH
WM He UMETH CBA3M ¢ obOpareHusMu. OOpallieHre MOXET He UMETh CBA3H C MHIIUAEHTaAMU
WU UMETH CBA3b TOJILKO C OIHUM UHLHAOEHTOM.

KpaﬁHHﬁ CpOK peUICHHUA HWHUMACHTA HE MOXET IM[PEeBbIINATE MUHHMAJIBHOTIO
KpaﬁHeFO CpOKa pEIICHUA o6pau1eHm>'I, CBA3aHHBIX C JAHHBIM HHIUIACHTOM.

Ecnu y MHIIMAEHTA HET CBSI3aHHOTO 00paiieHus, To VICIIONHUTENs MOXET NIEPEBECTH
HHUUIEHT B cTtaTyc "BrinoaHeH" U Mo mpouecTBud 3-X pabouux JHeH, MHIUAEHT OyaeT
aBTOMATUYECKH IepeBeleH B cTaTyc "3akphiT'. Ecniu HMHIOUAEHT CBS3aH C OIHUM
WJIH HECKOJIBKUMH OOpaIeHusIMH, TO HHIMAEHT MOXET OBITh 3aKphIT TOJBKO ITOCHE
3aKpBITHS BCEX CBSI3aHHBIX C HUM OOpalleHH.

3aKpeITHE HHIUAEHTA, OOpallleHHs WM HapsAa Ha paboThl O3HA4YaeT IEPEBOJ
B ctatyc "3akpeiTo”. Ilocie mepeBoma oOpallleHHs, MHIUACHTA MJIM Hapsfa Ha paboTy
B cTaTyc "3aKphITO" UX U3MEHEHHUS 3allpellCHBI.

3.8.1lpy mnpuBiIeYeHUH IIOAPSAHON OpraHU3alldd JUIS  BBHINOJIHEHHS paboT
OTBETCTBEHHOCTh 3a CBOEBPEMEHHOE YCTpaHEHUE HHIMAEHTa JIe)XKUT Ha McnonHutene
UHIUIEHTA.

3.9. Ununpatop  MOXeT  IPENOCTaBUTH  JONMOJHUTENbHYI0  HH(OPMALHIO
o oOpalleHUI0 TOCPEICTBOM:

— OrtBeTa o 3MeKTpoHHOM nouTe Ha onosewmenue u3 AC CJI;
— OTKpbITHSA U3 onoBelleHus cchulkd Ha uHTepdeiic AC CJi;
— CaMOCTOSTENBHOr0 BHECEHUSI KOMMEHTapueB B kapTouky obpauienus B AC CJI;

— Ilytem orBeta Ha 3BOHOK OT McmonHuTens, o6pabaTsiBatoiero HHUUAECHT WK
obpatieHue.

KomMmeHTapuu, no0aBiieHHble B oOpallleHHe, aBTOMATHYECKH KOIMPYIOTCS B
CBA3aHHBIA WHUUAEeHT. KoMmMeHTapuu, noOaBlieHHblE B WHLMIEHT, KOIMPYIOTCS B
obpaleHuM Mpu BEIOOpPE COOTBETCTBYIOLLEro TUNA ornepauuu. KoMMeHTapuu, yKa3aHHbIE
B noyie "PeureHne" B MHIUAEHTEe NMpU NepeBoje B craryc "BpINonHEH", aBTOMaTHYECKU
KOITUPYIOTCS B CBSI3aHHOE OOpallieHre 1 BUAHBI Nosib3oBaTessM AO "MocBogokanan".

PaGounm BpemeneM cuyutaercs Bpems c¢ 8.00 mo 12:15 m ¢ 13:00 mo 17.00
c moHenmenpHuKka o uverBepr, ¢ 8.00 mo 12:15 u c 13:00 mo 15.45 B naTHULy
B COOTBETCTBHH C IIPOU3BOJICTBEHHBIM KaJlleHJapeM, YCTAHOBIICHHBIM Ha TEKYLIHUi OI.
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3.11.B nmpouecce ynpaBleHUs HHLMICHTAMH [PUMEHSIOTCS  OAWHAKOBBIC
KaTeropud oOpauieHdii ¥ HHUOEAeHTOB. IIpu sckamanuu oOpalleHMs B MHIH/ICHT,
CO3[aeTCA MHLIMAEHT, KATEropys KOTOPOTrO COBIAJIacT C KaTeropueil odpalieHus.

Hcnonuutens GUKCHPYET B KApTOUYKe MHIKAeHTA BO BKIaake "HMcropus" xon pabot
110 pacciieTOBaHMIO, JUArHOCTUKE U IPUMEHEHHUIO pelleHUs Ui yCTPaHEHU HHIIEHTA.

[TepeHasHaueHHE MHIUAECHTOB MEXAY paOouuMHM IPyNilaMy OCYILECTBIIAETCS Yepes3
ciyx0y CepBuc-aecK.
IV. OBO3HAYEHUS U COKPAIIEHUA

B Omnucanuu npotiecca NIpUMEHEHB! ClIeAyonye 0003HaYeHUs U COKPALCHHMS:
O6uiecTBO — AO "MocBogokaHan";
ACCHO — AC "Cepsuc [leck", aBToMaTU3UPOBaHHAsA CUCTEMA

ynpasnenus UT-cepBucamu, cucreMa perucTpauum
U KOHTPOJIS UCIIOJIHEHMsI 00palleHu;

3HO —  3ampoc Ha 00CIyXHUBaHUE;

I1I1 — IIpou3BOACTBEHHOE NOAPA3IEIICHME;

I10 — MpHKIATHOE MporpaMMHOe oOecleueHue;

Pl — pabouas rpynmna;

VACYTIIuC — yIOpaBjieHHE€ aBTOMAaTH3UPOBAHHBIX CHUCTEM YyIpaBJIECHHS
TEXHOJIOTMYECKIUMHU TpolieccamMu U CBSA3H;

YKUCY — VYiopasneHue KOpMOpaTMBHOM WH(POPMALMOHHOH CUCTEMBI
yIpaBieHHs.

V. TEPMUHBI 1 OIIPEAEJIEHUSA

5.1. ACCH ("Cepsuc Hdeck'): aBToMaTu3upoBaHHas cucTeMa ynpasieHus HT-
CepBHUCaMH, CUCTEMA PETUCTPALlMH U KOHTPOJIs HcronHeHus OOpallleHUH.

5.2. BpemMs BbINOJHEHHS] MHLIH/ICEHTA: UHTEpBaJ BPEMEHU OT MOMEHTA CO3IMAHHUS
UHLHUAEHTa 0 MOMeHTa oKoHYaHus paboT no uHuuaeHty. B AC CJI BpeMs BBIITIOJHEHHS
UHIHAEHTa PaCCYUTHIBAETCS OT MOMEHTa CO3/IaHUs MHIUJIEHTa 10 €ro MepeBojia B CTaTyC
"BrinosiHeH".

5.3. Bpemss 06paGoTKH MHUOMIAEHTAa: BpeMs, MoTpadeHHoe McmonHuTteneM Ha
obpabotrky wuHumaeHrta. B AC CJI Bpems o00paboTKH HHLHMIEHTa DaBHO BpEMEHH
HaxXOXJIEHHUS MHIKAEeHTa B ctaryce "B pabote".

5.4. Bpemsa peakumuH: HHTEpBal BPEMEHM OT MOMEHTA CO3JaHHA JO MOMEHTa
Havyana pabor mo mHuuaeHry. B AC CJl Bpemsa peakiyy Ha MHIMIEHT paBHO BpeMEHH
OT MOMEHTA CO3JaHMs HHIMIAEHTA JO IIEpBHYHOTO MepeBoja B ctaTyc "B pabote". Bpems
peaklMM He JOJ/DKHO TpeBbIaTh 25% OT BpeMeHH BHINOJNHEHHMS BCEX paboT
o ycrpanenuio MHmaeH a.
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5.5. Kano6a: pasHoBuaHocTs Ob6parienus Ilonp3oBaTelis ¢ BBICOKAM HEraTUBHBIM
OTTEHKOM, MOCTYIUBIIEE B 3JEKTPOHHOMN WK YCTHON GopMe, collepikaliee HHGOPMALIUIO
0 HEKaYeCTBEHHOM BHINONHEHUH paboT MO TeKyIUuM H/wiu npenpiaynuM OOpaeHusM
[Tonp3oBarens, OTCYTCTBUH KOHCTPYKTHBHOTO B3aMMOJEHCTBHS M OOpaTHOM CBA3U
¢ McnonuuTeneM, a TAKXKe O HEBBINOJHEHUH W/UIM HEHaJIeXalleM BBIIONHEHHH padoT
B cooTBeTcTBUU ¢ OOpatenuem [lons3oBaTens.

5.6.3anpoc Ha oOGcay:xxkuBaHue: 3ampoc oT Ilonw3oBarens Ha TOIAEPXKKY,
IpeJoCTaBlieHHe  JOCTyma, UWHGOpMalUud, KOHCYJbTAlldM MM  JOKYMEHTAllHH,
He aBnsromuiics c6oeM MT-uHppacTpyKTypsI(IIpUMEpHl 3alpocoB Ha OOCIyXXHUBaHHE:
3arpoc O 3aMeHe I1apoJis; 3alpoChl Ha BHIIIOJHEHUE MAKETHBIX 3aJaHUi, BOCCTAHOBJICHHE
WJIM aBTOPHM3ALIMIO IIApOJis; ojTydeHue nHpopManuu u3 6a3bl JaHHBIX).

5.7. Mepapxuueckasi  3cKajauusi:  HHQOPMHpOBaHHME  HJIH  BOBICUECHHUE
pyxoBoauTenel 6ojee BBICOKOTO YPOBHSL.

5.8. AuumaenT: J06oe COOBITHE, MOpOXAeHHOe Wi cBs3aHHoe ¢ MT-
nHGpacTpyKTypoit u/unu ¢ UT-ycayroi, KOTOpoe MpHUBEIO WM MOXET IPHUBECTH K COOr0
B IIPEeIOCTABIEHUM HWITH CHIKeHUIo kadecTBa UT-ycmyru.

5.9. Kpaiinuii cpox BBINOJIHEHMS: JaTa U BpeMs, NMpPU HACTYIUIEHMH KOTOPBIX
paGoThI 110 paspelennto MHIUAEHTa Wik BHIMONHEHUIO Hapsaa Ha paboTy NOKHEI OBITh
3aBepIIeHBI.

5.10. KpuTuyeckuii MHUMAEHT: HHIUACHT, BIHUAHUE KOTOPOro COCTaBIISICT
"Tpeanpustue" wu "Tloapasnenenue”, cBs3aHHbIM ¢ HapymeHueM B pabore UT-cuctem
¢ pexxumoM pabotel 24X7. Ilepeuens UT-ycmyr, mpenocraBiasieMblx Ha ocHoBe HT-
cucteM, pabortamonmx B pexxume 24X7 mpeacrasneH B pasjene X "Omnucande npouecca”
HacTosiuero Pernamenra (Ilpunoscernue 1).

5.11. MapmpyTH3anus: ONTHMaIbHOe  Ha3HayeHWe MHLUHICHTa B  paboTy
B COOTBETCTBHH C 3apaHee YCTAHOBICHHBIMHU IIPaBUIIaMH.

5.12. Hapsp wHa  pa0oTy:  3aperUCTpUpOBaHHas  IIOJ  ONpEAENEHHBIM
HuaeHTH(QHKAIIHOHHBIM HoMepoMm 3amuch B AC CJl, npusssaHHas k MHumugeHTy
U cofepxaias HHGOPMALMI0O O TOM, Kakylo paboTy HeoOXOIUMO BBIIOJIHHUTE,
OTBETCTBEHHOTO 3a BHINOJNHEHUE 3TOH paboThl, KOHTPONBHEIA CPOK, a TaKxe MpOYylo
cinyxeOHyto HHGOpMALIHIO.

5.13. O6pamenne: 3aperucTpupoBanHas 3asBka Bcucreme AC "Cepsuc Jeck"
Ha OCHOBAaHMH 0OOpallleHUss KoHeuHoro nons3zoBatens U T-cepBucamu Ob6mecTsa, KOTOpO
IPUCBAUBAETCS YHUKAIBHBIA HOMEp ¢ HHAekcoM SD.

5.14. O6xoaHOe pelleHHe: YMEHbIIEHUE WM YCTpaHeHHe BIMSAHUA HHIUJIEHTA,
AN KOTOPBIX B TEKyI[Hi MOMEHT HEIOCTYNHO TIonHoe paspewende. Hampumep,
TIepe3anyck OTKa3aBIlIero KOH(QUrypaloHHOIO IEMEHTA.

5.15. MoapsiaHass  OopraHM3auMs: BHEIIHAA  OpraHM3allMd WM CTPYKTypa
KoMnanuu, pabOTHUKH KOTOPO#H MPUHUMAIOT yYacTHe B pelleHHH MHIUIEHTOB.
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5.16. Iloab3oBaTenb: paboTHUK, ucmonb3yroumid MT-cepBUCH B NOBCEAHEBHOU
AEeATEIEHOCTH; pOJb Mmpolecca YIIpaBleHus HHIMACHTaMH, olpesenseMas Kak paboTHUK
AO "Mocsopokanan", ssistoruiicsa notpebutenem UT-ycayr Komnanuu.

5.17. PaGouas rpymma: rpymnmna paOOTHHKOB, COBMECTHO OOpabaThIBArOIINX
WHIMXCHTHIL.

5.18. Cayxk6a  CepBuc-geck: QYHKUMOHANbHAd  €AWHMLA,  HAXOIAIIAACH
B MONYHHEHHH  3aMecTUTelds  [IaBHOrO  MHXKeHepa, MpeAcTaBisiomas  coboi
e IMHCTBEHHYIO TOYKY KOHTaKkTa ¢ ITonp3oBaTessmu.

5.19. Cayx6a TexHMueckoil mogaepxku: crenuanuctl oraenos YACYTIIuC,
YKUCY u 0TAenoB Mo 3KCIUTyaTalid aBTOMATH3alHd 1 WHQOPMAOHHBIX TEXHOIOTHH
[I1.

5.20. DyHKOHOHAJbHAN JCKaJallHA: [PUBJIEYCHHE K PEIICHUI0 HWHIUACHTOB
HCIOJHUTENEH ¢ 00Jiee BBICOKUM YPOBHEM KOMITETEHIIUM.

5.21. Jckananus : AeATEIPHOCTh, HANPABICHHAs Ha MOJIy4YeHHE HOMOTHUTEIBHBIX
pecypcoB, KOTAa 3TO Heo0XOOuMOo JUI IOCTIDKEHMS ILENEBBIX [OKa3zaTeledl ypOBHA
YCIYI'M, YCKOPEHWs YCTpaHEeHUs WHIMJICHTOB, YAOBIETBOPEHMS OXHIAHMH 3aKa3uHKa.
CymecTByeT jBa THIMA S3CKalalMd: GYHKIUOHANBHAS OSCKalalusd W HepapXHyeckas
JCKasaIus.

V1. OIUCAHUE IMPOIIECCA YIIPABJIEHUA HHIIUIAEHTAMHA
6.1. O6I1mas cxema npoliecca yrpapieHUs] HHIHMAEHTaMU

[Ipouecc ympaBleHWs MHUMAEHTAMH BKIIo4aeT B ceba crenyromme dasbl
(Pucynox 1):

— MWnentudukanys 1 perucTpaLus,

— Knaccudukanus u kaTeropusanus;

— HasHauenue;

— PaccnenoBanue U AMarHOCTHKA,

— TlpumeHeHUe pelleHuS;

— 3akpbITHE.
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Pucynox 1. ®a3p1 06pabOTKH HHIMIEHTA
6.2. Ponu nmpouecca ynpasieHUs UHIUIEHTaMH

B mpouecce ynpasieHds HHIMASHTaMU IPUHUMAIOT Y4acTHE CIeIYIOIIHe POIIH:
— Tlonep3oBatens;

— Hnxenep ciryx0651 CepBUC-I€ECK;

— KoopauHaTtop HHUKMIEHTOB;

— HWcnonuutens uHIMAEHTOB (VICIONTHUTEND);

— Huunuarop HapsaoB Ha paboty (MHHLHaTop HapsAn0B);

— HcronHuTe s HAPSAO0B Ha paboTy (MCoHUTENb HApI0B);

— CornacoBaTenb TpyA03aTpar;

— Menemxep HHIUIEHTOB;

— Bnagener npouecca ynpaBieH!s HHIUICHTAMHU.

INonb3oBaTedb — poONb, OTBETCTBEHHas 3a IpeJocTaBleHHMe UH(OpMALUH
06 HMHIMEHTE U 3aIlyCcKaollas MPOLECC YIpaBieHUs MHIHIeHTaMH. B npouecce paboThl
Haj MHUUAeHToM Mcrnonuurens HHUMAeHTOB ofpamaercs k  Ilonb3oBarenio
JUISA TIOJIyYEeHMsT  JOMONHUTENFHOH HHGOpPMAIMM, HEOOXOAMMOM IS  YCTpaHCHHS
uHuMaeHTa. B xadectse [lons3oBarens MoryT BeicTynarh kak Ilonme3osarens MT-ycmyr,
tak ¥ paboTHuk UT-ynpaBnenus, oOHapyXUBLIKNA MHIUAEHT.

Nuxenep cayx6bt  CepBHc-Jeck —  pojlb, OCYLIECTBISIOIIAsS  IIPUEM
Y perucTpanuio, obpaborky obpamenuii ot [TonszoBareneit UT-ycnyr, paboruukos HT-
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yIpaBieHus ¥ OTBEYaIOLIad 3a MOJIHOTY AaHHBIX 00 oOpamieHHH B KapTOdke OOpalleHus,
JCKaNalio oOpallleHussT B MWHIMIAEHT M IPaBHIBHYI0 MapIIpyTH3aLUI0 HHIUJIEHTA
Ha OTBETCTBEHHYIO pabo4yyr0 TIpymmy, pelleHue oOpallleHMd ¥ HMHUHUJICHTOB,
3aperucTpupoBannsie B AC CJI, B paMkax KOMIIETCHIMH ¢ IpuMeHeHneM basbl 3HaHuid.

KoopaMHAaTOp MHOMIEHTOB — pPOJIb, OTBETCTBEHHAS 32 NPaBHJIBHOE Ha3HAUYCHHUE
VHIMAEHTOB W HapsAoB Ha pabory Ha McnonHuteneil mHIuaeHToB M Mcnomuurenei
HapAA0B Ha paboTy B pabouux rpymnmax.

Hcnonuurenn HHUHACHTOB - POJb, OTBCTCTBCHHAas 3a CKOpCﬁLHCC
BOCCTaHOBJICHHEC (I)yHKLII/IOHaJIBHOCTI/I I/IT-yC.HyF , KadyeCcTBO KOTOPBIX IOCTpaaaio
OT BO3HUKIICTO HHITMACHTA.

WHMUHATOP HAPSAAOB — POJib, OTBETCTBEHHAS 3a [IPaBUJILHOE Ha3HaYeHUE Hapsja
Ha paboTy Ha pabouyio TIpyIIy, NPaBWIbHOE 3alolHeHHe HMHGOpMaluUd B Hapsae
Ha paboTy, MpaBUIbLHOE YKa3aHUe CPOKa UCIIOJIHEHHS HapAaa.

HcnosHuTeIb HApsiZoB Ha paboTy — poJjib, OTBETCTBEHHAs 3a BBHINOJHEHUE
HapsI0B B CPOK, YKa3aHHBIN MHUIIUATOPOM Hapsja.

CorJjilacoBate/lb TpPyA03aTpaT — poOjb, OTBETCTBEHHas 3a COIJIaCOBaHUE
TPyI03aTparT [OAPSIHON OpraHU3aIliy Ha BHIIIONHEHHE paboT.

MeHeaxep HHIHIEHTOB — POJIb, OTBETCTBEHHAA 34!

— OmepaTHBHOE YIIpPaBIEHUE IIPOLIECCOM;

—~ cobmogeHMe NpoLEAyp IIpolecca BCEMH €ro Yy4acTHMKaMH  (KOHTpOIb
npouecca);

— TMpenCcTaBJ€HHEe HHTEPECOB Ipollecca NpU B3aMMOIEHCTBHM C JPYTHMH
nporeccamy;

— KOODOHHALIMIO M paspelleHde KOHGIMKTHBIX CHUTyalMid IpH HCIOJIHEHUH
mpolexyp npoiecca (IIyTeM ONepaTHBHOTO PEleHHs BOMPOCOB MM MIyTEM BEPTUKAIBHON
3CKaJlallid PYKOBOJHUTENIAM COOTBETCTBYIOIIUX IIOApa3fCIeHuM), TNPUHATHE Mep II0
HCKITIOYEHHIO TTOBTOPEHMS TAKUX CIIy4aesB;

— c6op uHpOpMAIMK O HeXoCTaTKaxX Ipoliecca, BhAa4yy PEKOMEHMALMH MO ero
COBEPIIIEHCTBOBAHHIO M BHECEHHUIO COOTBETCTBYIOIIMX KOPPEKTHPOBOK B IIPOLECC,
MHGOPMHpPOBaHUE YHaCTHUKOB IIpoliecca 00 M3MEHEHHUAX;

— OpraHu3aluio B3aMMOJICUCTBUS Y4YaCTHUKOB IIpOIIECCa,

— BBICTpaHWBaHHE OTHOIIIEHUH CO BCEMHU noapasaciICeHUsIMH, BOBJIICUYCHHBIMH
B IPOLECCC YIIPaBISeHU NHIIUACHTAMH,

— MMOAroTOBKY )41 NNpeaACTaBJICHUC TeKymeﬁ OHepaTHBHOﬁ OTYECTHOCTH
0 JCATECIIBHOCTH IIpoLecca BIaACbly IIpoLecca,

~  OpraHU3aLMIO 00yYEeHHs yYaCTHUKOB IIpollecca MpaBuiiaM paboTsl [0 MPOLECCY;

— OKasaHHC KOHchII:TaLII/Iﬁ y4JaCTHHKaM TIIpolecca Inpu  BO3HHKHOBCHHH
HCCTAaHAAPTHBIX CI/ITyaI_II/Iﬁ;

— KOHTPOJIb W KOOpAMHAIMIO paboTel INpH BO3HMKHOBEHHUH KPUTHYECKHUX
MHIHUAEHTOB U "MaccoBbIX" 0OpallleHu ;
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— yTBEpXIEHHE CHelUPUKAIUA OTYETOB U OIpEAEIEHUE NPAaBHII UX MOATOTOBKH
U pacIpOCTpaHEeHuS;

— MOOHEPXKY B aKTyalbHOM COCTOSHHHM OIIMCAaHME Ipoliecca YyNpaBJIeHHUS
UHLUJEHTAMH.

BhaaneJsien npouecca ynpapJjieHHs HHIMAEHTaAaMH — poJlb, OTBETCTBEHHAS 3a:
— Ka4yeCTBO ITPOEKTUPOBAHUSA NPOLECCa;
—  Ka4yecTBO QYHKIIMOHUPOBAHMS MpoLecca (CTpaTernueckoe, a He OIepaTHBHOE);

— LIETIOCTHOCTH (GYHKLIMOHUPOBAHUS mpoliecca B OpraHu3aluu
(MHTErpHpPOBaHHOCTH TpoIlecca C IPYTUMHU IPOIECCaMu);

—  CBOEBpEMEHHbIE KOPPEKTHUBEI Nporiecca (He3HaYUTENbHbIE U3MEHEHHUS);
COBEpIIEHCTBOBaHHE IIPOLIECCa;
olnpeJesieHue LeNel 1 3a1ad Mpolecca;
WHUIHAIUIO TOJTOTOBKH CIIEI{HATM3UPOBaHHBIX OTYETOB I10 3aIpocy;
ornpeJesieHUe NIepeyHs [ToKa3aTeneil kauecTBa (METPHK);
HaJIMYUE aKTyaJIbHOM TOKyMEHTALUHU I10 POLECCY;

— T[OHMMAaHHWE YydYaCTHHKaMH TIipoliecca Ileflei Mpolecca U CBOEro Mecra B

npolecce.
6.3. OTBETCTBEHHOCTH poJiel

OTBEeTCTBEHHOCTD poJieii mpoljecca 3a AeITeIbHOCTh B paMKax NPOLECC YIIPaBIICHUS
uHuaedtamu  npencrasiesa B OYKHM  wmarpuue (RACI-matrix) (Tabmwmna ).
A66peBuatypa OYKU pacmmdpoBsiBaeTcs ciieyroluM o0pasoM:

— OrBercTBeHHBIH (Accountable), oTBeUaeT 3a pe3yabpTaT AeATEIbHOCTH,

—  Veenomusiemsiii (Informed), monydaeT yBemomiieHHe 1O (akTy BBITOJHEHUS
NesATEebHOCTH;

— Koncynstupytoumit  (Consulted),  mpemocTaBiasflolUKd  KOHCYJIHTAIUIO,
HEOOXOIUMYIO IS OCYLIECTBIIEHUS NEATENHOCTH;

— Hcnonnsrontuit (Responsible), ocyiecTBasiomuil 4eAT€IbHOCTS.
Tabnuna 1

Ponb

JeatensHocTb

VirokeHep cnyxOb
Pykosopgutens PT

Cepsuc-neck
Cornacosarens

Monb3oBarens
KoopauHatop
WHUWAEHTOB
Ucnonuutens
WHuumatop
McnonHutens
Tpyno3arpar
WHLMAEHTOB

MpegocTasnexwe NoNHON nHopmalmm
no obpaLleHuto

=

MpaBunbHOE 3anonHeHWe atpubyTa
"CpoyHOCTL"

MpasunbHbit BEIGOP yenyrv

ObecnedeHne NONHOTLI UHGOPMALUK B
obpauieHuu




Onucanude npotecca ynpaBieHUs UHIIHAEHTaMH 11 13 62

Ponb

WHxeHep cryxOb
Pykosogutens Pl

Cepswc-geck
CornacoBatens

Monb3oBaTenb
KoopawHatop
WHUMOEHTOB
NcnonHutens
WHnymatop
HapsaoB
WcnonHutens
HapsaoB
Tpypo3arpar
MeHenxep
VHUMAEHTOB

JestenbHocTb

=
=

3anonHexue aTpubyToB 0bpaweHms 0

MpuBsi3ka obpalLieHns K paHee
3aperucTpUpOBaHHOMY MHUMTEHTY

=

ObecneyeHue NONHOTLI UHpopMaLuUu B
WHUMAEHTE

Onpepenexne kateropumn MHUWAEHTE U BNIMSHUA
obpalLeHVs

KOHTPONb NpaBUNLHOCTY 3HAYEHUI KAaTEropuy,
CPOYHOCTU 1 BIUAHUA MHUMAEHTA

Obpabotka T1noBbIX 0bpalleHre, peeHue KIO
KOTOpbIX NpUCYTCTBYET B "6ase 3HaHWA"

BepHas mapLupyTtv3aumus uHumaeHTa Ha Pl 4 K/O

CobniogeHwve KpanHero cpoka BbINONHEHUS
WHUMLEHTOB

HasHaueHve WHUMAEHTA Ha VcnonHutens

MpasunbHbIA BO3BPAT UHLMAEHTA Ha rpynmny
'[ucnetyepb!”

CobniogeHvie BpeMeHM peakLim Ha MHUMAEHT 7

YkasaHue 1 cobniogeHue nnaH1pyemoro
BPEMEHU peLLeHns Ans MHUMOEHTOB KaTteropum n
"3anpoc Ha u3meHeHne"

dukcaums B KapTouKe MHUWAEHTA XOfa €ro
BbINONHEHWS

MpaBuUnbHOE HasHayYeHWe Hapsaa Ha paboTy Ha
OTBETCTBEHHYI0 Pl

3anonHeHue cnocoba ycTpaHeHus MHUMaEHTa

MpaBunbHOE ykasaH1e Koaa 3aKpbITUA
MHUMAEHTa

OO ZJ[OZOXZO&E O |OOoZ»ZO] O

CobniofeHre cpokoB HapsAos Ha paboty n

CornacosaHue Tpygo3saTtpar noapsaHoN WO
OpraHusauuu

O
=

BblaeneHne TvnoBbIX obpalleHun n %

Onucanue crareii 8 6a3e 3HaHWUN NO pellexmne " K| K 0
TUNOBbIX OOpaLLEHNN

6.4. ®aza "Unentuduxanus u peructpauus’

CxeMa dassl "UpeHTHHKaLMs U perucTpauus” npeacTtasneHa Ha Pucynke 2.
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Inc 1. UaeHTUOUKALMA 1 pernucTpauma

Monb3osBaTtensd UHxkeHep cnyxb6bl Cepsuc Jeck
( Hauano ) ( Havano :
Y v
Inc 1.1 Mopava - Inc 1.2 Npuem
obpaweHuna » 3BOHKa
Nonb3osarens
A 4
Inc1.3 3anonHeHne
aTpubytos
obpaleHna

\ 4

Inc 1.4 Nposepka | K Inc 6.6
onncaHua .

obpauieHun 3akperme

Her

Inc 1.5 Inc 1.6 3anpoc | Inc 1.7
OnucaHve Her—gp| ACMOMHMUTENLHON | Nudopmauma
nHpopmauum y senoCTaBNGHd

UnuygmaTopa )
fa fa
Inc 1.9 3anonHeHue

HeobxoaumbIX | a Inc 1.8

aTpubyTos B < THOCMTCA K M
obpaweHun :

Her

Kinc2.1

Knacauduiaupa
M :

KaTeropu3aLyuns

K Inc 6.6
3akpbve

Jran

Pucynok 2. ®a3a "Unentudukauus u peructpanus”

Inc 1.1. Ilonb3oBarens moJaeT obpaleHue MOCPEACTBOM noprana
caMo0OCITyXMBaHHUs, ITyTeM OTIIPABKH 3JIEKTPOHHOIO COOOILICHHS Ha afapec JJEKTPOHHOM
nouThl ciyx0bsl CepBHC-JECK WM IyTeM 3BOHKa B KOHTAakTHBIA LeHTp. Ilpu momadve
obpamenust  4epe3  mopral  camoobcmyxuBaHus  [lonb3oBarens  OMUCHIBAeT
cyTh 06palleHys, BHIOUpaeT yciyry, ¢ KOTOpPOH CBS3aHa CyTh OOpalleHHMs, YKas3bIBaeT
Cpo4yHOCTEL 06paboTku oOparuenus. OrnicaHde BapHaHTOB CPOYHOCTH MPHUBEAEHO B II. 0.
ITpu mogaue oGpaleHus:, CBI3aHHOrO co cboeM HHGOPMAIIMOHHBIX CUCTEM, ITons30BaTelb
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NpUKIAAbIBAET B OOpalleHWe CHUMOK O3KpaHa ¢ omubkod. Ilpu HeobxomumocTu
[Tone30BaTens MOXET NMPUIOXKHUTh K oOpalleHuto moboit (daiin, UMEIOHMH OTHOIIEHHE
K 00pallieHuIo.

Inc 1.2. Umxenep cayx6s1 CepBUC-OeCK IPUHUMAET 3BOHOK HHHIKMATOPA
oOpaireHus.

Inc 1.3. Umxenep ciyx6sl CepBHC-JECK 3alONHSAET HEOOXOAUMBIE AaTPUOYTHI
obpatuenus (cm.1. 0).

Inc 1.4. Umxerep cnyxOb1 CepBHC-IleCK MpOBEpsSeT MPaBUIBHOCTh OIHCAHUS
obpamenus. IIpoBepka TPaBUIFHOCTH OMMCAHUA BKIIOYACT [MPOBEPKY HAIMYMA
B OTMCAHUM OOpallleHus CYTH OOpalleHUs, a He MPOCTO KOHCTAaTalMM (aKkTa Halu4us
npobiieMbl WX HEOoOXOAUMOCTH TIOMOIINHM, TIPOBEPKY HaluW4Msg CHUMKa 3KpaHa
JUIA oOpallleHui, CBS3aHHBIX CO COOSIMH HWH(OPMAIMOHHBIX cucTeM. Ilpy Hamuuuu
B ONMCAHWU OOpalleHus HECKOJNBKUX MOTpeOHOCTeH MM HHGOPMALUU O HECKOJIBKHX
c6oax Mmxenep cmyxObl CepBHC-IECK CO3JaeT OTAENbHOE OOpallleHME Ha KaXIyro
notpebHocTs uiu cboi. IIpoBepka mocrymaroumx B ciyx0y CepBuc-geck obpallleHUH
OCYILIECTBIISIETCS B peXkuMe on-line.

Inc 1.5. Hmxenep ciyx0Obl CepBHUC-IE€CK NMPUHUMAET pELIEHHE O MNPaBUIBHOCTH
3aI0JIHEHUS aTpHOYTOB 00paIlleHUS.

Inc 1.6. Ecmu cyth ofpamieHuss omnucaHa HE KOPPEKTHO MM  COJIEPXKUT
HENOCTaTOYHOE KOJIHYeCTBO WHpopmanuu, UHxxeHep cinyxObl CepBHC-AECK 3alpalilBacT
y Ilons3oBarens NOMONHHUTENBHYI0O MHGOPMALMIO MOCPEACTBOM TeNEHOHHOrO 3BOHKA.
dakT 3BOHKa, a TaK)Ke MOJIyuYeHHas OT MoJb3oBaTeNs HHpopManus BHOCUTCA HHxkeHepoM
ciryx0b1 CepBuc-geck B AC C]l Bo Bknanky "Hctopus”.

Inc 1.7. Eciau He ymaercs no3BoHHThCS Ao [lonmp3oBarens B TedeHHe 2 pabodmx
JHel, 06paboTka oOpauieHus nepexoqut B ¢pasy "3akpeiTue”.

Inc 1.8. HMuxenep ciyx6s1 CepBUC-IeCK NPOBEepsAET OTHOIICHHUE OOPAIEHUS K 30HE
otBercTBeHHOCTH UT-ympaBnenus. Ecnum oOpalnueHne He OTHOCHTCS K 30HE
otsercTBenHocTH WT-ynpasnenus, UuxeHep ciyx6sl CepBHc-IecK NepexoluT K ¢ase
3aKpBITUS 0OpalleHus!.

Inc 1.9. Muxenep ciyx6p1 CepBUC-TeCK NpH HEOOXOAMMOCTH  3allOJIHAET
JOMOJHUTEIIBHBIE aTPUOYTHI 0O pallleHUN.

[Tocne 3amonuenus arpubyroB "CpouHocts" u "BiusHue" aBTOMaTHYECKH
paccunThiBaeTcs 3HaueHus atpudbyra "[lpuopuret”. IlpaBuiia onpeneiieHus NMpHOPUTETA
npuBeneHsl B . 0. B 3aBucuMocT ot 3HaueHus arpubyrta "llpuopurer” ompeaensercs
KpaliHuif cpok 00pabGoTku oOpauieHus. 3aBUCUMOCTh KpaiHero cpoka oOpalleHus
OT MmpHopuUTeTa NpuBeaeHa B 1. 0.

6.5. ®a3a "Knaccudukaiys u kareropusanus”

Cxema ¢assl "Knaccudukanus u kaTreropusanus” npeacrabicHa Ha Pucyuxe 3.
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Inc2. Knaccudpukauma u kareropusauma

NHxkeHep cnyx6bl Cepsuc feck

Orinc 1.9
WUaentudmraumna
v perucrpauma

Inc 2.1 YkazaHue
Orinc 35 UT-yenymwu
HasnaueHune KaTeropuu
obpaweHuna

Inc 2.2
Wano6a?

Her

Kinc7.1
0O6paboTka
KpUTUHECKMX |
uHUMpEHTOS £

Inc 2.3
KpuTuueckui
HUMACHT

Inc 2.7 Mowck CamocronTentcH fnc 2.5 OB6pabotka | Inc 2.6
3apemcT pupoBaHH f€—He D : pa - Ob6paweHuve
0 peleHue obpaweHus
bIX UHLMAEGHTOB 6 ?
O{pauleHya

Inc 2.8
UHupaeHT
ape MCT pupoB3
H?

Inc 2.9 MpueAaska
Nl obpalwieHua K Kinc6.5
CyuwecTeylowemy 3akpbrue

MHUMABHTY

Her

4

Inc 2.10 Ickanauma
Obpawermn 8
MHUMAEHT

Kinc3.1
HasHauenue

Jran

Pucynok 3. ®aza "Kinaccupukanus u kaTeropusanus”

Inc 2.1. Muxenep ciyx0Ob1 CepBHC-IeCK YyKa3plBaeT HHOpacTpykTypHyro HT-
YCIYTy U KaTeropHio obpalieHus B COOTBETCTBUHY C I1. 0.

Inc 2.2. Ecnu oGpamende otHocurcest kK Kateropud "XKamo6a", MHxeHep CiryxObI
Cepsuc-meck 00pabaThiBaeT €ro B COOTBETCTBUM C IpoleccoM o00paboTKu Xkajnob
(Pucynke 4.cum. 1. 0).
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Inc 2.3. Eciu obpamenue oTHocUTCs K kKaTeropud "COoii (MHIUAEHT)" U ABJISAETCS
KpUTHYECKMM  WHUUAeHToM, WmkeHep  ciayx0Obt  CepBuc-meck  obpabaThiBaeT
€ro B COOTBETCTBUH C IpOlLleccoM 00paboTKU KpuTHueckux uHIMAeHToB (m. 0). Taxxke
Urxenep ciayx6el CepBHC-IeCK TPOBEPSAET COOTBETCTBHE YKA3aHHBIX B OOpallleHUM
arpubytoB "CpouHocTh" u "BmusHue", 1npu HeoOXOIMMOCTH H3MEHAET B CTOPOHY
yBeNIUYEHUs WM YMEHbBIUEHHS, IPH STOM BCe W3MEHEHUs aTpHOyTOB MHIUIEHTA
"Bnusiaue" 1 "CpoYHOCTE" MPOU3BOAATCS HA OCHOBAHUU IYHKTOB II. 7.3—7.5 HACTOSILETO
Omnucanus nporiecca.

Inc 2.4. Ha ocHoBaunuu onwucaHus cytd obpameHus HMmxeHep cmyx6s1 CepBuc-
IeCK IPUHUMAET PellieHHe O CaMOCTOATENBHON 00paboTke oOpanieHus.

Inc 2.5. Nuxenep  cimyx6er  CepBuc-meck  oOpabaTeiBaeT  oOpallieHHE.
Ecnu o6pamenue otHocuTcs Kk kateropuu "C6oit (uHumumeHt)", WHxeHep CIyXObl
CepBHC-JIeECK CO3[AaeT CBA3aHHBIM MHUUACHT, Ha3Ha4daeT ero Ha cebs M oOpabaTeIBaeT
MHLUACHT.

Inc 2.6. Ilpu ycmemsoM pesynprate o6paboTku obpateHus HxeHep CiryxObl
CepBHC-IeCK TIEPEXOAUT K (ha3e 3aKpBITUS 0OpaleHHUS.

Inc 2.7. Tlpu MPUHATHH pELIEHHS O HEBO3MOXXHOCTH CaMOCTOSTENbHON 00paboTKU
obpareHus Hnxenep CITYOBI CepBuc-neck OCYILIECTBIAET MOMCK
YK€ 3apEerUCTPUPOBAHHBIX UHIUJICHTOB JUIs IIPUBSI3KU oOpatleHus
K 3aperuCTpUpOBaHHOMY HHIUIEHTY. IIoMCK MHIUIEHTOB MOXET OCYILECTBIATHCS
TIIpH COBMAZEHUH B 3aperMCTPUPOBAaHHBIX HHIMAEeHTaX U obpamenun MWT-ycoyruy,
uHdpacTpykrypHoit UT-yciyru, [Tons3oBaresnsi, ykazaHHOTO B OOpallleHHH.

Inc 2.8. MHxeHep cimyx0b1 CepBUC-AECK IPHMHUMAET PEILIEHUE O NPUHAMJIEKHOCTH
oOpallleHHus K y)Ke 3aperuCTpUPOBaHHOMY UHLIHIEHTY.

Inc 2.9. Eciu nalifieH paHee 3aperMCTPHPOBaHHBIA MHUMIEHT, VHXeHep CITykOBbI
CepBHC-IecK CBS3bIBaeT OOpallleHHe C paHee 3aperuCTPUPOBAHHBIM HHIUIACHTOM.
Ecnu xpallHHH#E ~ CpoK  CBs3bIBaeMoro  oOpallleHus  MeEHee  KpaWHero  Cpok
3aperiCTPUPOBAHHOTO HHIMAEHTA, KpalHUH CPOK HHIMIEHTAa CTAaHOBHUTCA DPaBHBIM
KpaitHeMy Cpoky obGpatenus. IIpy JOCTH)XEHHH CBA3aHHBIX C HHIIUACHTOM oOpaIieHui 3,
yBenomisiercss UrxeHep cimyx0b1 CepBHC-IeCK TS NOBBIIIEHUS aTpubyTa "BnusHue" 1o
"HeckoNbKO IMOJIb30Batesieit”, mpu atoM ecinu Ilonp3oBareny, yka3aHHbIE B OOpalleHUsX,
OTHOCATCA K OJHOMY OTHENy B YBEIOMIIEHHMM YKa3blBaeTCs HOBBILIEHHE aTpHbyTa
"Brnusuue" no 3Havenus "llogpasneneHue".

Ilpx JOCTHXKEHHUHM CBS3aHHBIX C HHIMAECHTOM oOpallieHuil 5 wuHpoOpMHpyeTCs
MeHemxep HWHIUACHTOB JUIS TPUHATHS pEMIEHUS O BO3HUKHOBEHHMM KPHUTHYECKOTO
HUHIMIEHTA.

Inc 2.10.Ectu  Mmxenep ciyx0bl CepBUC-J€CK HE OIPEACIUT IOAXOAALIMM
HHIUIEHT, OH PETUCTPUPYET HOBBIM HHIMIEHT, CBA3aHHBIN ¢ JaHHBIM O0OpalIEHUEM.

ITomumo Huxenepa CepBHC-IeCK HHIMIEHT MOXET OBITH 3aperHCTPUPOBaH THOOBIM
pabotaukom U T-ynpasnenus.




OnucaHKe npouecca yrpaBiaeHUs HHUMASHTaMHU 16 u3 62
}

[Tocne yka3zanus unHbpactpykrypHoit UT-ycnyru B atpubyre "Pabouas rpymnna"
aBTOMaTHYECKH YyCTaHABIMBaeTcsi pabouas rpynma, OTBETCTBEHHas 3a YKAa3aHHYIO

uHppacTpykrypHyto UT-ycayry.
6.6. ®a3a "HazHauenue"

CxeMa ¢a3npl "Haznauenue" npencrasieHa Ha Pucyrke 4.

Inc 3. HasHaveHue

UH>keHep cnyKbbt
Cepsuc fleck

Ucnonuurens KoopauHaTop UHUMAEHTOB

Orinc 2.10
Kaacenduia upn
"
@Teropusawms

Orinc 4.15 Orinc 5.7
Paccnenosanune Npume He v

W ANarHocTuka peweHwr

¥

Inc 3.1 UsyueHne
MHUNAEHTA

A 4

fnc 3.3
Het®| KoppekTupoBka
Knaccupuraropoe

Otinc 2.10
Knaccudura ups
"
aTeropusaupy

Orinc 7.2
QOBpaborka
KpUTUHE CKIX
nHuuaenvos /-

Inc 3.5 Ykasanve
sepHo UT-yehym

orpegenena >
BepHO?

Aa
v 2
: Kinc 2.1
Inc 3.7. Usysenne | Inc 3.6 Haanavenue |: Knaccndpumraupn |.
WHUWAEHTa L Ha ucnossutens | " [
- ateropusaupgy/’

Kinc7.3
O6paboTia
KPUTUYECRUX
MHUNOEHTOB /

Inc 3.8
Kpnunueckmit
GHUMAEHT

Orinc 7.3
Inc 3.10 Bosspat YiHupaeHT 08 n;o*rxa
WHUMAEHTa Ha [ He Al S pa
HasHaueH KPATHYE CHUX
KOOPAVHATOPA
MKUMAEHTOB
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Inc 3.1. KoopavHATOp HMHIMAEHTOB H3ydaeT IMOCTYNUBIIMH Ha pabodyro IpyIry
HHIUJEHT, IpoBepseT 3Ha4YeHUs aTpuOyTOB UHIUJECHTA U BEPHOCTH YKa3aHUs
uHdpactpykrypHoilt UT-ycayru.

[Ipu BoO3BpaTe HHLUMAEHTAa Ha KOOPAMHATOpAa HHIHUACHTOB OT HA3HAYEHHOIo
yyacTHuKa PI, KOOpAMHATOpP HMHLUAEHTOB H3y4YaeT KOMMEHTapHUM OT ydacTHuka PI’
U Ha OCHOBaHWHM JAaHHBIX KOMMEHTapHeB JeaeT 3aK/IOYEHHE O HA3HAYEHHU HHIMICHTA
Ha apyroro yuactHuka PI" v Ha PI" "Cepsuc Jleck".

Ecau mnocTymuBIIMIT MHIUACHT MOXET IPUBECTH K CHIDKEHHIO Ka4vecTBa
NPeNOCTaBIeHUsT YCIYT Y HECKOJBKHX IOJIb30BaTeNlell MM MOXET BBI3BaTh MacCOBBIH
NOTOK oOOpalneHuid monb3oBarenedd, To KoopauHaTtop WHIUIAEHTOB IOCPEACTBOM
Tene(OHHOro 3BOHKA W/WIK 3JIEKTPOHHOTO MUCckMa Ha rpyniy pacceuiku "Otaen CepBuc
Heck" coobuiaer umxkeHepaMm Ciyx0bl CepBHC-IeCK HOMEp HHHHIEHTa U CyTh €001,
JUTS TIPUBSI3KH MTOCTYTAIOMIUX O0paIlleHH K OTHOMY HHITUAECHTY.

IMpu HaxOXIEHWH HMHUUAeHTa Ha paboueil rpynmne 6e3 ykasaHus KcmonHurens
OTBETCTBEHHOCTh 3a COONIONEHME KpaiHero cpoka JNexuT Ha KoopauuaTtope paboueit
rpymmsl. MneHTuduKands HOBBIX HHIMICHTOB Ha paboueil rpylie OCyIECTBISETCH
IIyTEM TIPOBEPKH HATUYMSA HOBBIX HHIMIEHTOB Ha paboueil rpymnmne B AC CJI wiu mytem
peardpoBaHHs Ha OIOBEILEHUsS, IOCTYMAaole Ha paldouylo »JIEKTPOHHYHO IIOYTY,
0 Ha3sHAYEHWH HOBBIX UHIIUJEHTOB.

Inc 3.2. KoopouHaTop HHIMAEHTOB TMPUHUMAET pEIICHHE O IPaBUIBHOCTH
3aloJHEHUA 3HaueHWH aTpuOyTOB WHUUICHTA, B TOM uucie U Kareropuio HMHiuunenra
(C6oit, 3ampoc Ha oOciyxuBaHUE, 3ampoc Ha W3MEHeHHe, 3alpoc IOJHOMOYMHM MM
Koncynpranus).

Inc 3.3. Ecniu 3HaueHus aTpuOyTOB HHIMACHTa HEOOXOOUMO H3MEHUTH,
KoopauHaTop HHUMIEHTOB W3MEHSET 3HA4YeHHS aTpUOyTOB Ha BepHBIE. ATPHUOYTEI
uuuuaenta "Biausaue" u "Cpo4HOCTB" MOTYT OBITH U3MEHEHBI B CTOPOHY YMEHBIIIEHUS
Koopaunatopom Toisko 1 (oauH) pas s Bcex kareropuit MHmunenTos, kpome "Cooi".
[Mpu HeOOXOAMMOCTH W3MEHEHHs JAHHBIX aTpuOyTOB y MHIUAEHTOB KaTeropuu "CO6oit"
KOOPAMHATOp CO3JaeT Hapsg Ha pabory kareropuu "H3sMeHeHHe aTpHOYTOB"
u Hanpasiser Ha PT" "Cepsuc Jleck". IIpu sTom Bce U3MeHeHUs aTpHOYTOB MHLUAEHTA
"Brnusuue" u "Cpo4HOCT" MPOU3BOJATCS HA OCHOBAaHMM ITyHKTOB II. 7.3—7.5 HacTOALIETO
Onucanus npotecca.

Inc 3.4. KoopauHatop WHUMACHTOB IIPUHUMAET pEIIEHHE O MPaBUIBHOCTH
ykazanus UT-ycnyru u undpacrpykryproit UT-ycayru.

Inc 3.5. KoopauHaTop HWHIMAEHTOB IMPOBEPSeT IPaBUIBHOCTh YykasaHus HWT-
yenyrd u  uHbpactpykrypuoir UT-yemyru. Ecmum HMT-ycayra ykasaHa HeBEpHO,
KoopauHatop HHIUHUAEHTOB ykas3piBaeT BepHyro WT-ycayry, ¥, Ipu HEOOXOAMMOCTH
U3MeHeHMs paboueit rpymmbl, HazHadaeT uHIUAEHT Ha PI' "CepBuc Jleck" ¢ ykasaHueM
IpUYHHEB] TlepeHasHadenus Bo Biianke "HMcropus”. Ecnu undpacrpykrypnas UT-ycayra
yKa3aHa HeBepHO, KoopauHaTOp HHLMAEHTOB YCTaHaBiauBaeT Ipu3Hak "HesepHas
Mapuipytusanus” U HepeHazHavaeT uHUuAeHT Ha rpynny "Cepsuc [leck". Ilpu atom
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KoopauHaTop MHUMAEHTOB B  00SA3aTENBbHOM  IIOPSAJAKE  YKa3blBaeT  MPUYHHY
nepeHa3HaueHUs MHIUeHTa Bo BKiaake "Hcropus".

Inc 3.6. KoopauHaTtop HWHUMIEHTOB Ha3zHayaeT WHOUASHT Ha Mcnonuurens.
[1pu 5TOM OTBETCTBEHHOCTH 3a YCTpaHEHHE MHUUAEHTA 10 HACTYIUIEHHUs KpaiHero cpoka
nepexoauT Ha McnonHurens.

Inc 3.7. YyacTHUK paboyedl TIpynmbl CcaMOCTOSATENBHO H3y4YaeT HHIHUICHT,
MOCTYNMBILINH Ha pabodyr Tpynny WM Ha3HadeHHbIH KoopauHaTopoM HHIMIEHTOB.
WNnentudukauus HaIMYUAS HOBBEIX HWHIHUAEHTOB Ha pabouyeil rpyIe OCylECTBIAETCA
IIyTeM IPOBEPKH HATUYMS HOBBIX WHIUAEHTOB Ha paboueit rpynmne B AC CJI unu nmyrem
pearupoBaHHs Ha OIIOBEIIEHHE O TIOCTYIUICHHHM HHIMAEHTa Ha pabouyro rpynmy. Ecnu
Ucnonmuurens Haxoautcs Ha paboueM Mmecte [lonp3oBaTens Ui ycTpaHeHUs UHIMACHTA,
Hcnonuurtens ¢ pabodero mecra moakmodaercsi K AC CJl ¢ mensio HUACHTU(DUKALUU
HOBBIX HHIIUIEHTOB U MPOBEPKU HATTUYHS Ha3HAYEHHBIX Ha HETO MHLIUICHTOB.

Ecnmi mOCTYNMUBIIMA HMHIMACHT MOXET TMPUBECTH K CHIDKCHHIO KadecTBa
MPEeJOCTABJICHUs YCIYr Y HECKOJBKUX IOJIb30BaTeNedl MM MOXXET BBI3BAaTh MacCOBBIN
IIOTOK OOpalleHuil monk3oBaresei, To VCnoMHuTeNb MOCPEACTBOM TeIe(OHHOr0 3BOHKA
coobmaer wumKeHepaMm Ciyx0b1 CepBHc-JeCK HOMEp HWHLOHIAEHTAa U CyTh c0os,
IS PUBS3KU MOCTYMAIOHIUX 00pallleHHid K OJJHOMY HHIIUACHTY.

Inc 3.8. Ecnu uHUMIEHT OoTHOCHTCS K Kateropuu "COoil (MHUMAEHT)" U sgBiISeTCS
KpUTHYECKUM  HMHIUAEHTOM, UcnonHutens oOpabaTeiBaeT  MaHHBIA  MHLMACHT
B COOTBETCTBHUU C MPOLEAYPOil 00paboTKu KpUTHUYECKUX HHIMAEHTOB (cM. 11.0).

Inc 3.9. McnonHuTenp NpUHUMAET peUICHHEe O BEPHOCTU Ha3HA4yeHMs WHLUAECHTA,
€Cld WHOUAEHT HazHadeH KoopauHaTopoM HHUMACHTOB, U BEPHOCTh Ha3HAYECHUS
nHuuAeHTa Ha PI', ecnu MicnoniHUTENb CAaMOCTOSATENRHO H3YYaeT UHUUACHT, HAa3HAYEHHBIN
Ha PI'.

Inc 3.10.Ecnmu vHUMOEHT HeBepHO HazHaueH Ha pabouyro rpymnmy HHxeHepom
cmyx06b1 CepBHUC-IECK UM Ha Y9acTHHKA pabodeid rpymnsl KoopAuHAaTOpOM MHLIUIAEHTOB,
y4acTHUK paboueld TpyIbsl Bo3BpallaeT HHUMAEHT Ha KoopauHatopa HHIUAEHTOB
JUIA IocTeyrolero mnepeHazHaueHuss Ha rpynmy "Cepsuc [Jeck". Ecnu uMHUIUMIEHT
HazHayeH Ha pabouyro rpymmy HHxeHepoMm cityx0sl CepBHC-IECK, YYaCTHUK paboueii
Tpynmsl ycTaHaBiuBaeT Npu3Hak "HeepHas mapuipyTuzauus' M HazHavaeT HHLUAECHT
Ha KoopauHatopa paboueii rpynmsl.

Ecmu  Hcnonmuuremto  mpucBoeHa  poias  "KoopauHatop — MHIUAEHTOB'
OH CaMOCTOATENIFHO TepeHa3HavYaeT WHIUAEHT Ha rpymnmy MHxeHnepoM ciyx6s1 CepBHc-
neck. [lpu mnepeHasHauyeHWH WHIMACHTA YyYacTHUK pabodeil rpynmel B KapTOUKe
WHUHUIEHTA YKa3bIBaeT NIPUUYMHY ITepeHa3HaueHHs HHUHAeHTa BO BKiaake "HMcropus".

Inc 3.11.McrnionHuTes,  ONpenenseT, SABISETCA  JA  HMHIUAEHT  AybneM
y>Xe 3aperuCTpUpPOBaHHOTO UHLUJEHTA.

Inc 3.12.Ecnu uHUMAEHT sABaseTcs AyOjieM yxe 3aperuCTpUpOBAHHOIO MHLMICHTA,
Ucnonuutens Bo3Bpamiaer Mumunent Ha PIT CepBuc [leck, ykazaB B UCTOpHH HOMED
yKe 3apeructpupoBaHHoro MHuaeHTa.
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Inc 3.13.MmxeHep cnyx0bl CepBUC-IECK CBS3bIBA€T OOpAIIECHUS IMOCTYIUBILIETO
UHIUAEHTa C YXe 3aperMCTPUPOBAHHBIM HWHIIMACHTOM, II€PEBOAUT AyOIUpYIOUIHiA
UHUUAEHT B craryc "BeImonHeH", ykas3piBaeT Koji 3akpbitus "JlyOnp", B pelieHuu
IyOmupyroImero UHIIMEHTA YKa3blBaeT HOMED YK€ 3aperuCTPUPOBAHHOIO HHIUIAEHTA.

Inc 3.14.1lpu mnpueme HHUUAEHTAa B OTBETCTBEHHOCTh McronHutens nposepseT
NPaBUILHOCTH 3aIIOJIHEHUS aTpUOYTOB MHIMACHTA.

Inc 3.15.Ecnu 3HaueHus arpuOyTOB 3alloiHEHB! HEBEPHO, McnonHUTENs U3MEHSET
3Ha4YeHus: aTpUOYTOB Ha BepHble. ATpuOyThl uHIMaeHTa "Bnusuue" u "CpounocTs"
B CTOPOHY YMEHBILIEHHSI MOTYT OBITh M3MEHEHBI TOJNBbKO MHxeHepoMm ciyxO6s1 CepBuc-
neck. [Ipu HeoOXOMUMOCTH M3MEHEHMS JaHHBIX aTpUOYTOB, UCIONHUTENb WHIUICHTOB
Ha3zHavyaeT HapsAJ Ha paboTy kateropuu "VsMeHeHue aTpuOyTOB MHIUAECHTA" Ha IPYIIy
"Cepsuc Jeck".

B npouecce 06paboTku MHIIMACHTA OCYIIECTBISETCS YUET KOJIUYEeCTBa U3MEHEHUM
pabouux rpyni, OTBETCTBEHHBIX 3a YCTpaHEHHE MHITUIEHTA.

6.7. ®aza "Paccnenosanue ¥ quarHocTuxka”

Cxema ¢dassl "Paccienosanue U qJuarHocTyika" nmpeacrtasiieHa Ha PucyHke 5.
3
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Inc 4.1. UcnonHurens wusy4daeT WHUUACHT W OINpeNenseT, HeoOXoauma JH eMmy
JUIs yCTpaHEHHUs! MHIIUAEHTA JOMOJIHUTENbHAs HHPOpMaIH.

Inc 4.2. UcnonHutens TNpPUHUMAET pelleHHe O HeoOXOAMMOCTH  3ampoca
y Ilonp3oBaTens qONOIHUTENHHOW HHPOpMAaLUU 00 UHIIUIEHTE.

Inc 4.3. Ecnu HeoOxonuma nomnonHuTeNnbHas uHdpopmauus, McnomHurtens uepes
AC C]J1 zanpammuBaer y [lonb3oBarens momoidHUTENnsHY!0 HHpopMamuio. Jna Bcex
KaTeropuii WHUMJEHTOB, 32 UCKIIOYEHHEM HHIMAEHTOB kateropum "COo#t (MHUUIEHT)",
CYETYMK BpeMeHU 00pabOTKH WHIIMIECHTA OCTAHABIMBAETCS.

Inc4.4. Ecnu B TeueHue 2 pabGouumx paHeid wunHdopmanus ot [lonp3oBatens
HE MI0CTYTIaeT, TO 00paboTka HHIMAEHTA IepexoaAuT B a3y "3akpsitue”. st HHIUACHTOB
¢ npuopureroM Kputuueckuit unu Beicokuii McnonHurens 3anpaimuBaer HHGOPMALUIO
1o tenedoHy, 3BOHKH U pe3ylbTaThl 3BOHKOB HcCromHuTENs B 00sA3aTE€NBHOM IMOPSAKE
BHOCHUT B KapTOYKy HHIMAEHTa BO BKJIanky "Mcropus". Ecnu B TeyeHue 2 pabouux gHeH
He yjnaeTcs A03BOHUTHCS o [lonp3oBatens, To o6paboTka MHIMAEHTA [TEPEXOAUT B ¢asy
"3akpeITHE HHIIMIEHTa".

Inc 4.5. Ecnu B mporecce o6paboTKM HHLUHMIEHTAa HEOOXOAUMO IPUOCTAHOBUTH
paboTel Mo WHUUAECHTY, To HMcmonHutens ycraHaBnuBaer ctaTyc "I[lpuoctraHoBneH"
B KapTouke uHOHAeHTa. (OcTaHOBKa pabOT N0 MHUUACHTY BO3MOXHA TOJBKO
JUI MHIMACHTOB Kareropud "3ampoc Ha u3MeHeHue" W "3ampoc Ha oOciyxuBaHHe'.
OcranoBka paboT 1o HHLUIEHTY He MOXKET OBITh OCYNIECTBIIEHA Ooltee 1 pasa.

Inc 4.6. Ilpu npuoctaHoBKe paboOT 10 UHUUACHTY VMCHoONHUTENH yKa3bIBaeT CPOK,
J10 KOTOPOTO NPOU30iAeT OCTAaHOBKA pabOT 1O HHUUICHTY.

Inc 4.7. Ucnonautens B 00s3aTeIbHOM MMOpSKe yKa3blBaeT NMPHYMHY OCTAaHOBKH
paboT o HHIMICHTY.

Inc 4.8. B mpouecce pabor Hajg ycTpaHeHHEM WMHUUAEHTOB LCIOMHUTEND
IPUHUMAET peLIeHHE O HEeOOXOAMMOCTH MapaJIeNbHBIX pabdoT Mo HWHIUAEHTY
¢ npuBiiedeHueM apyroii PI" umu pabotHukoB cBoeii PI.

Inc 4.9. Ecnu B niponecce paboT mo UHIKMAECHTY VICTIONHUTENs NPHHUMAET pELICHUE
0 HeoOXOOUMOCTH MapalienbHeIX padoT, McnomHurenb co3iaer MU Ha3zHavyaeT HapsIbl
Ha paboty Ha Heob6xoaumyto PI'. Ilpu co3ganuu HapsaoB Ha paboty MHunmarop Hapsiaa
Ha paboTy 3amonHseT arpuOyThl B coOTBeTCTBUU € M.0. CpOK BBIIOJHEHUS HApsIOB
yCTaHaBNUBaeTcsa VcCronHUTeNeM U He MOXeT NpeBBIIAaTh KpaitHero cpoka MHuuzaeHTa,
3a HCKIIFOUEHHEM Hapsja Ha paboty kareropun "OO0xomHoe pereHue". HMcnonneHue
HapsAa0B Ha paboTy OCYILECTBISIETCS B COOTBETCTBUH C 11.0.

Inc 4.10.McnionHuTENS OCYIIECTBIASET MOHUCK BapHaHTOB ycTpaHeHus MHuuIeHTa.
IIpeAmouYTUTENHHBIM BAPHAHTOM SBIISETCS MOUCK CIIoco0a yCTpaHEHHUs ¢ UCIIONb30BaHUEM
CPEelNCTB YyIAIEHHOTO aAMHUHUCTpUpoBaHUs. EclM MOUCK BapuMaHTOB pelIeHUs Tpedyer
audHOro mpucytcTBus Wcmonuurens Ha pabdoueM mecte I[lomp3oBarens, HMcnmonHutens
OCYIECTBIISIET TMOWCK BapHaHTOB pelieHuss Ha pabdouem wMecte Ilomp3oBaTens.
IIpu monyuenun ot Ilonw3oBarens OOMOJHUTENBHBIX oOpalleHuid UMM HHGOpMaLUU
0 HOBBIX cOosx, MHMcnomuurens wHOOpPMHUpPYET TMONB30BaTENI O HEOOXOIUMOCTU
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peructpauun obpamenus. Ecnu Ilonb3oBarens  OTKAa3BIBAETCS  PErMCTPUPOBATH
obpauienue, HMcmonuutenb caMocToATeNnbHO obpamaerca B ciayx0y CepBuc-Ieck
u peructpupyet obpamenue oT [lonp3oBatens. MchmonHMTeNlb  TaKKe  MOXET
3aperucTpUpOBaTh OOpallleHHe OT IMOJB30BaTeNs dYepe3 IMOopTal CaMOOOCITyXHUBAHUS
c pabovero MecTa IIOJb30BaTeNsl OT HMEHHM MOJb30BaTeNs, JHUOO IIyTEM OTIPABKH
3JIEKTPOHHOrO MHUCHMa ¢ paboyero MecTa IOJIb30BaTeNs Ha ajpec 3JIEKTPOHHOM IOYTHI
ciryx661 CepBuc-aeck (sd@mosvodokanal.ru).

EcCii MHIMOEHT MOXKET MPUBECTH K CHI)KEHHUIO KadecTBa IMPeAOCTaBIIEHHs YCIyr
y HECKOJIBKMX TIOJIb30BaTeNlell WM MOXET BBI3BATH MAacCOBBIH IIOTOK OOpalleHui
nonp3oBatenei, To MCmonHUTENs TOCPEINCTBOM  TeliehOHHOTO 3BOHKA  W/HIH
3JIEKTPOHHOrO MUChMa Ha rpynmy pacchuiku "Otaen Cepsuc [eck” cooOimaer HHXeHepam
cyx6b1 CepBHC-IECK HOMEP HMHUHAEHTA U CYyTh cOOs, IUIS IPHUBSA3KM MOCTYNAIOIIMX
oOpaleHui K OTHOMY MHIMJICHTY.

Ecniu  wuHOMaeHT Kateropud "3ampoc Ha  u3MeHeHue" wid  "3ampoc
Ha oOclly)kuBaHHe" HE MOXKET OBITh YCTpaHEH RO HaCTyIUIEHUs KpaHHEero Cpoka,
Hcnonmuurens 3anonaser atpudyT "[Inanupyemoe Bpems peuieHUs", HHUMIAECHTH JaHHBIX
KaTeropuii CUMTAIOTCS NPOCPOUEHHBIMU I[IpH HApyUIEHUM IUIAHUPYEMOIO BpPEMEHM
pellleHus, eClIM JaHHbIA aTpuOyT 3amojiHeH, U IpUd HapyLIeHUU KpalHEero cpoka,
€CJIM JaHHBIN aTpUOyT HE 3alOTHEH.

Inc 4.11.McnonnHuTeNs MPUHUMAET PELICHUE O HaXOXIECHUHM BapUaHTa yCTpaHEHHUS
HHUMOeHTa. EciM BapuaHT yCTpaHeHWS HHUMIEHTa HalneH, Jub0 HalWOeH BapUaHT
O0OXOJHOTO pelleHHsl, KOTOpoe MO3BOIUT BO300HOBUTH IpenocrtasieHue MHT-ycmyr
6e3 MpUMEHEHHUsT IIOCTOSIHHOTO pelleHus, FICcronHuTeNns MNpUCTYNaeT K IMPHMEHEHHUIO
peLIeHus.

Inc 4.12.Ecmu  BapuaHT yCTpaHeHHMS WHOUACHTa He HaljeH, IMcnonxurens
NPUHAMAET pelleHHe O HeoOXOMUMOCTH SCKallauMd HHIMAEHTa Ha Apyryro PI.
Ecnu sckananus Ha gpyryilo PIT He TtpeOyercs, McmonHutenp MpoRosDKaeT pabOThI
10 TIOUCKY PELIEHHUS IS YCTPpaHEHUsI HHIUAEHTA.

Inc 4.13.VicioiHiTeNs TNPUHUMAET pELIEHHWE O IPHUBJICYECHUU IIOAPSAIHOU
OpraHH3alMM K YyCTPAaHEHUIO UHIUJICHTA.

Inc 4.14.Ecnmu s mowicka pelleHHs IO yCTpaHeHUI0 HHUuAeHTa HKcnonuurtens
NPUHUMAET pelleHHe O NPHUBICUYCHUM MOAPSIAHOW OopraHusauud, McrmomHutens cos3maer
HapsJ Ha paboTy.

Inc 4.15.Ecnu HcnonHuTtenp NpUHUMAET pEIIEHUE O Ha3HAYEHUHM HHIMICHTA
Ha Apyryto pabouyro rpymniy, OH HasHayaeT MHUOUACHT Ha Koopaunaropa WHLMIEHTOB
cBoeil PI" 1 B KOMMEHTapHsX yKa3bIBaeT MPUYMHB W3MeHeHus uHbpactpykrypHoit UT-
YCIIYTH.

B ACCJl ocymectBaseTcs ydeT KOJMYECTBA 3allpOCOB IOMOJHUTEIBHON
uHGOpMaIUH.

6.8. ®aza "IIpumeHeHue pereHus"

Cxema ¢a3bl "[IpuMenenue pelieHus" npejacrasieHa Ha Pucynxke 6.
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Inc 5. MpumeHeHWe peweHnn

NcnonHuteno

Or Inc4.11
PaccnepoBanvne
¥ AWArHOCTUKA

Kinc9.1
Inc 5.2 Co3panve | BbinonHeHne

HapaaoB Ha paboTty Hapaga Ha

paboty

Kinc 9.1
Inc 5.4 Cosnanue BoinonxeHue
Hapaga Ha pabory HapAAa Ha
paboty

K Inc4.1
Paccnepgosanue NpumeHeHue
W AUar{ocTuka peweHwua

Inc5.7 Inc 5.6
Tpebyerca e NHupaeHT
acKanaunsg CTPAHEeH 2~

Kinc 6.1
3akpbiTne

Kinc3.1
Ha3HaueHue

PucyHox 6. ®aza "[IpuMeHeHHe peleHus "

Inc 5.1. UcmonHuTeNns ompejenseT, HeoOXOOWMB! JH MapalelbHble paboThl
IUIsE IPUMEHEHM ST HalIEHHOTO PELICHHUS.

Inc 5.2. Ecnu IS TpUMEHEHHs pELIeHUss HeoOXOAUMBI MapajllesbHble paboTEl,
VCroTHATENb CO3aeT Hapsaasl Ha paGory. IIpu cosnaHuy HapsnoB Ha paboty MHuuHaTop
Hapsja Ha pabory 3amonuser aTpubyThl B cooTBeTcTBMU C 1. 0. Cpok BBIIONHEHHS
HapAOB ycTaHaBiuBaercs VICIONHMTENEM M He MOXET NpPEBBIIIATh KpaiHEro cpoka
MHIMaeHTa, 3a HCKIIOYeHHEM Hapaja Ha pabory kaTeropun "OO6XomHoe pelueHue".
BrInoIHEHHE HApAI0B Ha paboTy OCYLIECTBISETCA B COOTBETCTBUHU C II. 0.
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Inc 5.3. Vcmonuurens ompenenser, HeoOXOAUMO JM IPUBIEYEHUE IOAPATHOM
OpraHu3aluy JJI YCTpaHEHUS HHIIUIEHTA.

Inc 5.4. Ecnmu s IpUMEHEHHUs pelleHHs HeoOXOAUMO INpHUBJIEUEHUE IMOAPAIHON
opraHu3zaluu, FICoMHUTENb CO3JaeT HapsAAsl Ha paboTy M Ha3HA4aeT UX Ha NOAPSIHYIO
opranuzanuio. [lpy cosmanum HapsigoB Ha pabGotry HMHunumarop Hapsga Ha paboTy
3amoNHseT arpuOyTel B cooTBeTcTBUM ¢ 1.0. Cpok BBINONHEHUS HApsIOB
yCTaHABIMBAaeTCa VICIONHUTEIEM M HE MOXXET IMpPEeBHIIAaTh KpaiHero cpoka MHuuaeHTa,
32 HCKIIOYEeHHEM Hapsga Ha paborty kxareropuu "OO6xonHoe peuieHue". BrinmonHeHue
HapsAJ0B Ha pabOTy OCYILECTBIsIETCS B COOTBETCTBHH C 1. 0.

Inc 5.5. Ucnonuutens mnpuMmeHseT HalaeHHoe peureHue. [IpeanodrurensHeIM
BApPUAHTOM TPHUMEHEHUs PEIICHUsS SBISETCS MNPUMEHEHWE pPElEeHUs C MCIIOJIb30BaHMEM
CPEICTB YAAIEHHOr0 aMHHUCTPUPOBaHus. Ecnu npuMeHeHue peleHus TpedyeT IHYHOro
npucytcTBus Mcmonnurens Ha paboueM mecte [lonp3oBaTens, VcronHurens NpUMeHSIET
pemieHrie Ha padoyeM Mecte I[loms3zoBarens. Ilpu nonydenuu ot [lonws3oBarens
JOTOJIHUTEIBHBIX OOpameHuid wid uHbpopManuyn o0 HOBBIX c6osax, McnonHurtens
HHQOPMUpPYET MONb30BaTeNIl O HEOOXOMMMOCTH DPErMCTPalliH HOBBIX OOpalleHHid.
Ecnu [Tonb3oBaTens  OTKa3bIBae€TCS  PErHCTPUpOBaTh  oOpaieHue, McmosnHuTEnb
CaMOCTOSITENIBHO oOpainaeTcs B ciyxOy CepBuc-IeCK W perUCTpUpyeT oOpalleHue
ot [Tonp3oBarens. McmonHuTens TakXKe MOXET 3aperdCTpUpoBaTh  oOpalleHue
OT TOJIB30BATENd Yepe3 IMopTal camooOchny X uBaHHA ¢ pabodero MecTa IMOJIB30BATEINS
OT HMEHH TI0JIb30BATENs, JINOO ITyTEM OTIPABKM 3JEKTPOHHOTO MUChMa C pabouero MecTa
II0JB30BATENS Ha aapec 3JICKTPOHHOM IIOYTHI CITYXKOBI CepBuc-neck
(sd@mosvodokanal.ru).

Ecnmu npumeneHo ob0xonHoe pemenue u kadectBo HMT-ycmyr BoccraHoBIeHO,
au60 BoccTaHoBIeHO mpenocTtabienue WT-ycnyr, MHOMAEHT CUUTAETCA YCTpaHEHHBIM
nero oOpaborka nepexogur B ¢dazy "3Sakpeitue". [lpu sToM ecnu  paGoTel
HaJl MHIMIEHTOM OYyIyT MpPOJOJDKEHBl M C HHIUICHTOM CBS3aHBl HapsIsl Ha paboTy
kareropuu "ComnpoBoxaenue" win "Pa3BuTtHe", TO HHIMUAECHT IEPEXOJUT B CTaATYC
"BeimonHeH" u oOpallieHne MOXET OBITh 3aKpbliTo McMonHuTeneM B COOTBETCTBUM
c omucanueM B ¢aze "3akpbiTue". B naHHOM cily4ae MHLMIEHT IIEPEXOJUT B CTATYC
"3akpeIT" aBTOMATHYECKU IOCIE Iepexoja B CTaTyc "3aKphIT' CBA3aHHBIX HapsAaoB
Ha paboty kareropuu "ComnpoBoxaeHue" wiu "Passutue".

Eciin mpuMeHeHO BpeMeHHOe o0XOJQHOe pelleHHe, ¥ paboTel Haj HHIUAEHTOM
OKOHYEHBI, HO B JajbHelIeM moTpedyercs Bo30OHOBIEHUE padoT, McnonHuTens co3aaer
CBA3aHHBIN ¢ MHIIMAEHTOM Hapsd Ha paboTy kareropuu "OOxonHOe penieHue", IpH 3TOM
UHIUIEHT [EPEBOAUTCS B cTaTyc "BeimonmHeH", a cBs3aHHbIE OoOpallleHHs] MOTYT OBITh
3aKpBITBI B COOTBETCTBHH ¢ omucaHueM B (aze "3akpeiTue". B co3maHHOM Hapsane
Ha pabory HcIoNHHMTENs yKa3bIBaeT IUTaHHpyeMoe Bpems Hadana padoT 10 BO3BpaTy
uHpacTpykTypHoii UT-yciyra B HCXOZHOE COCTOSIHHE, a TaKXKe JPYryr0 HEOOXOAUMYHO
uHdopmaruro. [{aHHbIi HapsT Ha paboTy HazHadaeTcs Ha pabouyro rpynny Maunuaropa
Hapsja.

Inc 5.6. McnonHuTens NpUHUMAET pelleHue 00 YCTpaHeHMHM WHIMICHTA.
Eciu HHITUIIEHT yCTpaHeH, UCTIOMHUTENb IPUCTYIAeT K 3aKPBITHIO HHUMAEHTA.
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Inc 5.7. Ecnmu wuHUMAeHT He ycTpaHeH, MchnonHuTens MpHHUMAET pelIeHue
0 HEOOXOMMMOCTH 3CKATalliM WHIUMACHTA. JCKananus Ha APYryio pabodyro Tpymiy
WJIM Ha APYTrOro UCIOJIHUTENS B paMkaX CBOEH pabdouel Ipynibl OCYIIECTBIAETCS MyTeM
Ha3Ha4YeHUA UHIUIeHTa Ha KoopauHaropa cBoeil pabo4eit rpynsl UM Ha CBOO pabodyro
rpyIny cooTBeTcTBeHHO. Ecnu mepeHa3HadyeHHe HWHUMJEHTa Ha pabodyro TpyIILy
He TpeOyercs, MICIOMHUTENb MPUCTYNaeT K MOBTOPHOMY PAacCl€JOBaHUIO U JHArHOCTHUKE
UHIUJEHTA. '

6.9. ®aza "3akpsiTUe"

Cxewma ¢a3sl "3akpeiTHe" npeacrasieHa Ha Pucyrke 7.
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Inc 6. 3akpbiTHe

UcnonHutens

Nonb3osatensd

Otinc 5.6
MNpumerHexme
peweHua -

Inc 6.1 Onucanve
peweHun
WHUWAEHTS

Y

Inc 6.2 3anonHeHne
KnaccudpuKaTopos

Orinc8.8
O6paboTka
*anob

Ot Incl.8, Incl.
naeHtupmnrayma

Ot Inc 4.4
Paccneposanue

n perucrpauva W ARArHoCTUKa

A 4
Inc 6.6
NoaTeepkaerve |
BbINONHEHKA ‘
obpawenun :

inc 6.5
®opmupobaHne
coobieHna ana

WHuyatopa

Inc6.3
UHuumnposax

Inc 6.4 Onucaxue
peweHwa
NHuppeHTa

Orinc 2.6
Knacecudpuraupa

Y

Inc6.9
O6paweHune
INONHEHD?

3akpbiTue
obpauweHua nfum |
MHUMAEHTA

K Inc4.1
Paccneposanne
W ANarHoCTUKa

Pucynok 7. ®aza "3akpsitue"

Inc 6.1. VicoMHUTEND OMHUCHIBAET CIIOCO0 pemieHusl MHUUAeHTa. [ MHIMAECHTOB
kateropud "3anpoc Ha mnomHoMmouus" M "3ampoc Ha oOOCIyXHBaHHE" HOIYCKAeTCS
OTCYTCTBHE pa3BEPHYTOrO OMMCAHUs clloco0a pellieHHs HHIIMACHTA.

Inc 6.2. UcnionuuTens 3amojH’AeT HEOoOXOAMMBlE TIpH 3aKPBITHH aTPUOYTHI.
[lepeuens HEOOXOAMMEBIX IIPU 3aKPBITUH aTpHOYTOB MpeAcTaBieH B 11. 0.

Inc 6.3. OcyuecTBiseTcs MpoBepka, HHUIMHUPOBAH JTH HHIHUACHT 00palleHHeEM.

Inc 6.4. Eciu HHUMOEHT HE CONEPKHUT CBA3aHHBIX oOpameHuid, Kcnonxnurtens
ONMCHIBAET pELIEHUE NHIU/CHTA.
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Inc 6.5. Ecnu MHUMIOEHT CBA3aH ¢ OJHHUM M Oojee oOpamieHusmu, McronHurens
BHOCHUT B HHIHAECHT COOOIIIEHHE AJIS HHULMATOPA.

Inc 6.6. Ilonp3oBarenn, yKazaHHble B CBSI3aHHBIX C MHIUAEHTOM OOpalleHUsX,
TIOATBEPXKAAIOT BHIMOJNHEHWE oOpaleHnit B TedeHwe 3-x paboumx gHed. Ilpu
NOATBEP)KIACHHUU BBIIONHEHUs oOpaieHus Ilons3oBaTens MOXET OLIEHUTH pE3YAbTaT
BBINIOJIHEHUS OOpallleHus, yka3aB oueHky oT 2 mo 5. Ouenku 2 u 3 T1pebyror
0053aTENBHOrO YKa3aHUsl KOMMEHTapHsl.

Inc 6.7. TlpoBepsieTcs MOATBEPKACHHE 3aKPHITHUS BCEX CBA3AHHBIX C HMHIMIECHTOM
obpareHuil.

Inc 6.8. Tlpu Hemoy4YeHUH MOATBEPKICHUS BBINONHEHHUs OOpalleHus B TeYeHue 3-
X JHed oOpallleHHe 3aKphIBAaeTCs aBTOMAaTH4YeCcKH. HMHIMIOEHT 3aKphIBAE€TCA TOJBKO
Y 3aKPBITUHU BCEX CBSI3aHHBIX C HUM OOpallleHHH.

Inc 6.9. Ecnu Ilonp3oBarens He AOBOJEH pe3yNbTAaTOM BBINONHEHUSA OOpalleHus,
OH BO300HOBJSieT OOpallleHHe, NPH 3TOM CBS3aHHBIM C oOpallleHueM HHUMIEHT
Bo3Bpamiaercs B a3y "PacciemoBaHuMe U [MarHOCTUKA" M INEPEXOJUT B CTATyC
"Hasnauen". B maHHOM ciiydae OTBETCTBEHHBIM 3a MHLMJEHT YyKas3blBaeTcs pabOTHHK,
KOTODbIif MepeBeNl MHLUUACHT B crartyc "BreimonHeno". Ilpyu Bo3oOHOBIEHHH 0OpalleHHs
ITons30BaTens yKa3bIBae€T MPUYMHY BO300HOBNEHHsA oOpaineHus. [Ipu Bo30OHOBIECHUH
obparnieHus atpuoOyT "CpouyHOCTS" yBeTUYMBAETCA HA | CTYIIEHb.

Ecnu ofpameHne He OTHOCHUTCS K 30He oTBeTcTBeHHocTH MWT-ympasnenus,
JUCTIETYEP CITY)KOBI OIEPKKHU MMONb30BaTeNeit yka3piBaeT "Kop 3akphITHA" U IIEpEBOJAMT
obpareHue B ctatyc "BrimoaHeHO".

Oco6eHHOCTH 3aKpBITHS oOpaleHuii kareropud "3anpoc Ha U3MEeHeHHe":

Ecii noaTBep K IeHHe BRITOJHEHUS o0pallleHHs He MMOCTynaeT B TedeHue 3 pabodux
JHEH ¢ MOMEHTa TIlepeBojila HHLHJEHTa B cTaryc 'BeimonHeH", PykoBOAHTEIO
ITonp3oBarensa, yka3aHHOTO B OOpallleHuH, HAlpaBIS€TCS yBEJOMIICHHE O 3aBEpIICHHH
oOpaboTku oOpameHus, 0pd 3TOM JaHHOE YBEIOMIICHHE TaKXXe HalpaBiseTcs
[Tonb3oBarenmto, ykazaHHOMY B oOpamienun. Ilpu HemosmydeHUM IOATBEPXKIECHUS
BBINOJTHEHHS oOpallleHus B TeueHUue 7 paboumx nHeit mocie yBenomieHus Pykosoaurens
IMons3oBaTens, obpamieHre  3akpbiBaeTcs — aBToMaTu4decku.lIpym  Heob6xomumMocTH
ITonp3oBaTens MOXET €OUHOPA30BO IPOMJIMTH CPOK IIOATBEPIKACHHS BBINOJHEHHS
obpatenus Ha 20 pabouux IHEH.

6.10. O6paboTka KpUTHYECKUX UHLIUIECHTOB

Cxema 06pabOTKH KpUTHUECKUX WHIIUAEHTOB MpeJcTaBieHa Ha Pucynke 8.
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Inc 7. O6paboTKa KPUTUYECKUX UHUMOEHTOB

NHkeHep cnyxbbl Cepauc fleck MeHea)kep MHLNAEHTOB Ucnonnutens

Kinc2.3
Knacanduraupa Orinc3.8
2] Hasnauenue

aTeropusauums

Inc 7.1 3ckanauua obpawenun 8
MHUMAEHT

v A 4
Inc 7.2 UndopmupoBarie no Inc 7.3 Undopmuposar ve
TenedoHy UcnonHutena, HavancHuka otaena, HavanbHUKa
HauanbHuka otaena, ynpasnenus, Menemkepa
MeHegkepa UHUNOEHTOB WHUMAEHTOB

A 4

Kinc 3.7 Inc 7.4 UnpopmuposaHme b Kinc 3.9
HasHaueHne [ Bnagenbua npouecca : Hasnauenue

A 4

Inc 7.5 KoHTponb ycTpaHe Hua
KPUTUYE CKOTO MHUWIEHTa

PucyHnok 8. Cxema 06paboTKu KpUTHYECKHX HHIMACHTOB

Inc 7.1. Ecnu co clioB monp3oBaTeils HHLUUACHT BIUSIET Ha BCE MNPEINPUITHE
unu [T u cBazano ¢ UT-ycinyroi, npeocraBinsieMoil B pexume 24X7, HKeHep CIyXOEI
CepBuc-neck 3cKanupyeT oOpallieHue B HHUUIAEHT. IlepedeHs yciayr, o KOTOPLIM MOTYT
BO3HHUKATh KPUTHYECKUE WHITMAEHTHI NMpeAcTaBieH B Ilpunoocenuu 1. 1lpn coBnajeHun
yCIyTH, BXOISAINEW B  yKa3aHHBI TepedeHb, W  BiausHus  'Ilpennpusitue”
wid "Tlogpasnenenue"  MHIOUACHTY  aBTOMATHYECKM  IMPHUCBAaMBAaeTCd  IPU3HAK
"Kputnueckuit MHUHUIEHT".

Inc 7.2. Tlocne asckananuu oOpamieHHs B MHIUAEHT WHxeHep ciyx0Ob1 CepBuc-
neck, wHdopmupyer no Ttenepony Mcnonnutens, Bxoasumero B PI, Ha xotopyro
OBLT Ha3HAYeH MHIMIEHT, HavanpHuKa OTHeNa, B KOTOPYKO BXOIAT pabOOTHUKHU, KOTOpBIE
OynyT oOpabarbiBaTh MHIUJIEHT, MeHekepa HHIIUIECHTOB.

Inc 7.3. HUcnonuurtens uHGoOpMUpyeT mo TenedoHy HayalbHUKA CBOEro OTIENa,
HavyaJlbHUKA ynpasiieHus, MeHemkepa HHIUIEHTOB.

Inc 7.4. MeHemxep HHIIMACHTOB HHGOpMUpYET Braaensna mpoiecca.
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Inc 7.5. Menemxep

HHIUACHTA.

6.11. O6paboTtka xanobd

HUHIIUACHTOB

KOHTPOJIUPYET

yCTpaHeHHe

Cxema 06paboTki xanob npencrasieHa Ha Pucynke 9.

Inc 8. O6paboTKa kanob

Phase

NHxkeHep cnyxbbl Cepeuc [eck

MeHepKep NHUMAEHTOB

Ot Inc2.2
Knacandukauma
u
KaTEropU3aLums

obpawerna

Inc 8.1 U3yuenne |

Inc 8.3 N3meHenue
Kareropum
obpaweHun

Kinc 2.3
Knaconduraupa b

Inc 8.6 HasHaueHune
Ha MeHe ayepa
UHumgeHToa

Y

u ;
areropusaung.:

o] Inc 8.7 Usyuenune

Inc 8.5 NoaroToBKa
orsera anA
“HUMATOPa

»anobbi

Y

Inc 8.8 NoaroTosKa |-
orsera gna
MHUMaTOPa

Kinc 6.1

3akpbiTne

Pucynox 9. O6pabotka xanod

Inc 8.1. HMuxenep ciyx6s! CepBUc-aeck H3y4daeT Xajiooy.

Inc 8.2. Mnxenep cimyx0sl CepBuc-eck onpeaenseT, cBsi3aHa JId xajoba C paHee
3apeTUCTPUPOBAHHBIM O0OpaIlleHUEM.

KPUTHUICCKOTO
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Inc 8.3. Eciu xkano6a cBf3aHa C paHee He3aperiMCTPHPOBAaHHBIM OOpalieHHUEM,
Umxenep cnyx6sl CepBHC-IeCK H3MeHSeT KaTeropHio oOpallleHHs Ha HeoOXOIUMYIO
u 06pabaThIBaeT JaHHOe oOpalleHue, kak o0bruHOe oOpallenue [lons3oBarens.

Inc 8.4. UmxeHep CepBHC-IeCK ONMpeeNseT, CBi3aHa JIM kajioba ¢ HapylIeHHEM
nmpouecca ynpaBleHHs HHUUAEHTaMH (HampuMmep: HECOONMIOJEHHMEM KpaWHEro Cpoka
BBINIOJIHEHHS paHHEe MMOJAHHOro OOPAIeHUs UK 3aKpBITHS oOpalleHus 03 BBIIOTHEHHS
pabor).

Inc 8.5. Ecniu  oOpaiende, ¢ KOTOPBIM CBsizaHa kajnoba, oOpabaTeiBaeTcs
¢ coOMIOIEHHEM TTpoliecca yIpaBieHus nHuuaeHtamy, To Maxenep CepBucC-I€CK BHOCHT
OTBET Ha Xajo0y B KapTOUKy oOpailleHHs 1 3aKpbIBaeT oOpalleHre Ha 1-i nuHuM.

Inc 8.6. Ecnmu xanoba He cBfA3aHa € HApYLICHUAMH IIpollecca YIpaBJIeHHS
HHLIMACHTAMH, WIH B pe3yjibTaTe 00paboTKM ObUIM BBIABICHBI HapylleHus, To Mmxkenep
Cepsuc-zeck Ha3Ha4aeT oOpalieHue Ha MeHekepa HHIUMAEHTOB.

Inc 8.7. MeHemxep HHIHUAECHTOB H3ydaeT CyTh >XajnoObl. Ecium nans orBeTa Ha
Kanoby HeoOxoguma wuHbopmaius ot HMcnonnutened, MeHelxep HHIMIECHTOB
3ampaliMBaeT HeoOXoquMyr HHGopMmalumio Yy HadanbHuka HMcnonnurens uepes
HOpYYeHHE B CHCTEME 3JIEKTPOHHOI'0 JOKyMEHTO0O0pOTA.

Inc 8.8. MeHemkep HHIIMASHTOB TOTOBUT OTBET [1s [lonb3oBaTenst U BHOCUT OTBET
B KapTO4KY OOpalleHus.

6.12. CxeMa BBINOJTHEHHUS HAPSIOB Ha paboTy

CxeMa BBINIOJIHEHHUS HapsI0B Ha paboTy npeacraBneHa Ha Pucyuke 10.
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Inc 9. BoinonHeHue Hapaaos Ha paboty

UcnonHutenb Hapaga Ha paboTy

WHuyuatop Hapaaa Ha
pabory

CornacoBatens
TpyAosatpar

Inc 9.1 Usyuenue
Hapagaa Ha pabory

Heobxoamo
COrNacoBaHme ,
BY/A03aTpRA?

Inc 9.5 BHocur

y

Inc 9.3 Ykasbisaer
TPYAO3ATPaTH!

KOMMEHTapPUKN

*

Inc9.4

TpyaosaTpartl
CTpanBsal

Aa
Yy

Inc 9.8 3anpoc
AONONHUTENBHON
nubopmaupmn

Inc 9.9
MpeppcTasnerue

BONONHNTENBHOM
wunbopmaupm

Inc 9.10
BuinonxeHune
Hapaga

Kinc 9.1
BbinonHeHue
HapsOa Ha
paboty

Inc 9.12 Cosgaer
Hapag Ha paboTy us
POAUTENLCKOrO
MHUMAEHTA

Inc 9.13
3anonHeHue
KnaccupukaTopos
ANA 3aKPLITUA
Hapaaa

Noaree pxaaer
BbINONHEHMA
Hapaaa

Noavee pxaaer
TPYAO3ATPATH!

Pucynoxk 10. Cxema BBITOJIHEHUS HApSI0B Ha paboTy
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Inc 9.1. HMcnonuutens HapsAaa U3ydaeT Hapsa Ha paboTy.

Inc 9.2. UcnionuuTens Hapsga [pAHAMAaeT pEIIeHHe O HEeoOXOIMMOCTH
COMIaCOBAaHMS TPYAO3aTpaT JUis BhEINONHeHUs Hapsga. CorjnacoBaHue TPyA03aTpar
HeoOXO0AMMO Ui HApSAJO0B, Ha3HAYaeMbIX Ha OJPsAHbIE OpTraHU3alMH.

Inc 9.3. Tlpu HeoOXOMUMOCTH COrJacoBaHMS TpyHo3arpar, McrmonHuTens Hapsaa
yKasbIBaeT IUIaHOBBIE Tpypo3aTpaThl. [lpu nomydenun ot Cormacosartens Tpynosarpar
OTKa3a COrTacoBaHUs YKa3aHHBIX TpyJro3arpaT HMcnonHuTens yKa3plBa€T HOBBIC
TPYy03aTPAaTHL, JINO0 BHOCUT 000CHOBAaHHE HAYAJIbHBIX TPY03aTpar.

Inc 9.4. CornacoBarens Tpylo3aTpaT NOpPUHUMAET pEIIEHHE O COrJJaCOBaHUH
yKa3zaHHBIX TpyJ03aTpar.

Inc9.5. Ecin ykasaHnHble TpyAo3aTpathl He ycTpauBaroT Cormacosarens
TPyA03aTpar, OH yKa3bIBaeT JaHHBIM (aKkT B KapTOYKU Hapsja Ha paboTy W BO3BpallaeT
Hapsan Ha McnonHuTens.

Inc 9.6. Ecnmu ykazansele HcnonuuteneM Hapsiga, Tpy/A03aTpaThl yCTpawBaroT
CornacoBatens Tpymosarpar, CoriacoBaTellb TpyR03aTpaT MOJATBEPXKAAET YyKa3aHHBIE
TPyXO3aTpPaTHl.

Inc 9.7. Mcnonuurenp ompeaenser, HeoOXoauMa I eMy Ul BEITTOJIHEHHS Hapsaa
Ha paboTy HOMOJHUTENbHAS UH(GOpMALIH.

Inc 9.8. Ecniu UcnonuuTeno ans BBIIOAHEHHS Hapsga Ha paboTy Heobxoxuma
JOIOJMHUTENbHAS UH(OPMaIUI, OH 3alpalldBacT WHGOPMALKMIO y HWHULMATOpa Hapsaa
Ha padory.

Inc 9.9. Ununuartop Hapsga Ha paboTy MpenocTaBiseT  HEOOXOIUMYIO
uHpopMmanuio McnonHuresro.

Inc 9.10.UcmonuuTens Hapsaa BHIMONHsET Hapsn Ha paboty. [lo 3aBepiuieHuro
pabot, McionHuTENh YKa3bIBaeT (pakTUUYECKHE TPYA03aTPATHI.

Inc 9.11.Mcionuurens Hapsaga [OpPUHAMAeT pellleHHe O  HeoOXOAUMOCTH
MpUBJIeYeHH K paboTaM Apyrux paboTHUKOB 3aKa34yMKa.

Inc 9.12.Eciiu  HeoOXxoauMo MpHBICYeHHE JApYrux paboTHUKOB 3aKa3uMKa,
HcronuuTenp Hapsaa Ha paboTy U3 pPOOUTENBCKOrO MHIMAEHTA CO3JaeT Hapsa
U HasHayaeT ero Ha HeoOxoaumyro PI'. BrlnonHenue Takoro Hapsaa OCYIUECTBIISAETCS
B COOTBETCTBUU CO cxeMoit (Pucyroxk 10).

Inc 9.13.McronHuTens Hapsaa 3alojHAET HeoOXoAuMble aTpHOYTH Hapsiaa
Ha paboTy.

Inc 9.14. MauaTop NpUHUMAET pellleHue O BBIIIOTHEHUH Hapsada Ha paboty. Ecnu
BBIMOJIHEHHUA Hapsiia He ycTpauBaeT MHunMaropa, oH BHOCUT KOMMEHTApHH B KapTOUYKY
Hapsaa Ha paboTy U Bo3BpallaeT Hapsaa Ha paboTy Ha 1OpaboTKy.

Inc 9.15.MHuuuatop noATBEpX AAET BHIITOIHEHHS Haps/aa.
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6.13. Crarychl oOpanieHuit

Cratyc oOpallleHHss OTpa)kaeT STal XXU3HEHHOro LHKJIa oOpallleHHs, B KOTOPOM
B JaHHBIM MOMEHT HaxoauTcs obOpaimeHue. OOpallleHHe MOXXET HaXOAUThCS B OTHOM
U3 CJIeAYIOIINX CTaTyCOB:

— 3apeructpupoBaHo — obparenue [lop30BaTeNss 3aperHCTPUPOBAHO, PabOTEI
110 oOpallleHHs He HaYyaThl;

— PaboThI BBIIONHSAIOTCS — PabOTHI 10 OOpallleHUIO BBITOIHIIOTCS;

— Oxwunanue paeiictBuii [Tonp3oBaTens — OT moyib3oBaTels TpeOylOTCS AeHCTBUSA
WK NpeOCTaBIeHUE JOMOIHUTENbHOM HH(OpMAaLIUY;

— PabGotel mnpuocTaHoBNIEHKI — pabOTHl MO OOpallleHu0 [0 NpUYMHAM
He 3aBUCSIIUM OT VICITONIHUTES] IPHOCTAHOBIICHBI;

— Oxwupande moatBepxaeHus — oT [lonw3oBarens TpeOyeTcss MOATBEPXKICHHUE
3aBepILEHUs paboT Mo 00palleHHIO;

— 3akpeiTo — Bce paboThl Mo oOpallleHHS 3aBepleHbl, KapTouka oOpalleHHs
He MOXeT OBITh U3MEHEHa.

CxeMa nepexoZIoB MexX ]y cTaTycamMu oOpallleHus npeacTaBieHo Ha Pucynke 11.
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1.
33perncTpupoBaHo

2. PaboTb!
BbINOMHAIOTCA

3. OxnpaHue
nencrenin
nonb3oBarens

4. PaboTbl
NpPUOCTaHOBNEHb!

5. OxnpnaHue
NOATBE P AECHWA

6. 3aKkpbITO

Pucynok 11. Cxema nepexooB MexRy craTycaMu oOpalueHui

Onucanue mepexo0B MeX Y cTaTycaMH oOpalleHuid peAcTaBieHo B Tabiuya :
Tabmuua 2

WcxogHeIn cTatyc Llenesoi cratyc Onucanue
3aperncTpuposaHo Pabotbl BeinonHsiotes | PaboThl no obpalueHmnio Havatbl
PaboTbl BbINONHAOTCA OxupaHvie aencTeui OT nonb3oBatens notTpeboBanock yyactue B
nonb3osarens npouecce BLINOMHEHNA PaboT No obpaLyeHuio.
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WcxogHeln cTatyc

Llenesow craryc

OnucaHue

PaboTbl BbINONMHAKTCA

Paborsbl

HeobxoanMocTe NpUOCcTaHoBKM paboT, AaHHbIA
nepexon BO3MOXeEH ANs 0BpaLLeHuit kaTeropum
"3anpoc Ha n3ameHeHve" 1 "3anpoc Ha
obcnyxusaHue".

NPUOCTaHOBNEHbI

PaboTbl BLINONHAKTCS PaboTbl No 06palleHIo 3aBepLUEHs,
OT NONb30BaTeNs OXUAAETCS NOATBEPKAEHME

BbINONHEHUs paboT.

OxwupaHve
noaTeepKaeHus

Ot nonb3oBaTens nonyyeHa Heobxogumas
UHopmMaums, paboTbl o obpaLLeHuio
BO300OHOBAEHSI.

OxupaHve nencTsui PaboTbl 8binonHATCA

nonb3oBartens

PaboTbl npuocTaHoBneHb! | PaboTbl BeinoaHstoTca | PaboThl no o6palleHuio Bo306HOBNEHbI.

Oxupanue Pabotb! BbINONHSAIOTCSA

NOATBEPKAEHUA

Monb3oBaTenb OTKMOHWM Pe3yNnbTarT BbiNOMHEHUS
obpalLeHus

Nonb3oBsatesNb NOATBEPANN 3aBepLLeHUe paboT no
o6palleHunto, MBO 3aKOHUMNCA CPOK, OTBEAEHHBIN Ha
NOATBEPXKAEHME.

Oxwvpanve
NOATBEPXKAEHUA

3aKkpbITo

6.14. CtaTychl MHIIUZACHTOB

CTaTyc OTpaXKacT J3Tall XKU3HCHHOro ILUKJIa HHIUAEHTA, B KOTOPOM B - JTaHHBIN
MOMCHT HaXOJUTCs UHIHUIACHTA. I/IHHI/IJICHT MOXET HaxXOOUTHCA B OJHOM U3 CIEAYHOIIHUX
CTaTyCOB!

- BapCI‘I/ICTpI/IpOBaH — CTartyec, SIBJISIOIIUNCS Ha4daJlbHBIM ITpH
HHIHUACHTA H HPHU 3CKalalluK o6pameHH;{ B HHITUACHT,

CO31aHHH

— HasHayeH - WHUMAEHT Ha3HaYeH Ha OTBETCTBEHHYIO pabouyio rpymnmny
WY Ha UCIIONHUTENS, paOOThI N0 MHUKEHTY HE IPOU3BOAATCS;

— B pabore — paboThl IO MHUMIEHTY BBIIONHAIOTCS McrionHuTeneMm;

— IlpuocTtaHoBieH — pabOTHl 1O WHUUAEHTY MO NpPUYMHAM, HE 3aBUCSILUM
OT UCIIOJTHUTENS, IPHOCTAHOBIIEHBI. JlaHHBI cTaTyc MPUCYTCTBYET TONBKO B MHLMIAEHTAX
KaTeropu "3ampoc Ha n3MeHeHue" U "3anpoc Ha 00CiyKuBaHue";

- O)I(I/I,HaHI/IC JNIEHCTBUH MOAB30BATENS — OT I10JIb30BATCJIA Tpe6y10Tc51 Kakue-1ubo
IICI‘/JICTBI/I}I, aubo JOITIOJITHUTECNIBEHAA I/IH(bOpMaI_II/IH. I[JISI BCEX KaTeropnﬁ HHIOUACHTOB,

3a HCKIIIOYEHHEM HHIMACHTOB Kareropuu "CO6oit (MHLMAEHT)", CYETYMK BpEMEHHU
HE YUYUTBHIBACTCS M UHIMAEGHT HE MOXeT ObIThb IpocpoueH. MHIMOEHT KaTeropuu
"C6oii (MHIIMIEHT)" B JaHHOM CTaTyce MOXeT OBITh IPOCPOUEH,;

— OxwugaHue BBIOJIHEHHS Hapsaa Ha pabotry — k oO6paboTke HMHUUIEHTA
NpUBJIEYEHa MOAPSIHAS OpraHu3alus, Apyras paboyas rpyImna Wid Ipyrod UCIONHUTEND
u3 paboueii rpynnsl Menonnurens;

— Brmonnen — pa6OTI>I M0 UHIOUACHTY 3aBCPIICHBI I/ICHOJIHI/ITCJICM, CUYCTYHUK
BPEMCHH OCTAHOBJICH, HHUUACHT HEC MOXKCT OBITH IIPOCPOYCH,

— 3akpsIT — 3aBepluarouid craryc. [locie nepeBoja HHUMAECHTA B JaHHBIN CTATyC
— BCE U3MEHEHUS B KAapTOUKe WHIIUJIEHTA 3allpeLlEHBI.
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Cxema nmepexo 0B MeX/1y CTaTycaMH MHIMICHTA IpeacTaBieHa Ha Pucynke 12.

1. 3aperucrpuposaH

4. NpUocTaHoB/eH

5. OxmnaaHue
ACACTBUA
nans3osarenn

6. OxmnpaHue
BbINOMHEHUA
Hapaga Ha pabory

7. BbinONHeH

8. 3akpbIT

Pucynok 12. CxeMa nepexo 0B MeXAy cTaTyCcaMu MHLMJIEHTA
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Omnucadye Mepexo0B MEXIY CTaTyCaMy WHIMICHTOB IpeAcTaBlIeHo B Tabauya .

Ta6muna 3

AcxogHbivt cTatyc

Lleneson cTaTyc

OnucaHve

3apervcTpuposaH

HasHaueH

WHUMAEHT Ha3HayaeTCs Ha OTBETCTBEHHYO PI
npu nepeHasHaqeHuu mexay Pr. [laHubii nepexo
He UCNOMb3yeTca Npu ackanauuu obpatleHus

B UHLMAEHT.

HasHayeH

B pabote

WenonHuTens Havan paboTsl N0 MHUMAEHTY

B pabote

MpuocTaHoBNEH

HeobxoaumocTb NpUoCTaHOBKM paboT, AaHHbIA
nepexoa BO3MOXEH AN UHUMAEHTOB KaTeropuu
"3anpoc Ha uameHeHve" 1 “3anpoc Ha
obcnyxusaHue",

3aperncTpuposaH

B pabote

NHUMAeHT 3aperucTpupoBaH UCTIONHUTENEM
Y1 N0 HeMy HayaTbl paboTel

3aperucTpupoBaH

BbinonHex

VIHUMAEHT 3aperncTpupoBaH 1 cpasy BbINOMHEH.
[laHHbIA nepexog BO3MOXEH €CNU MHULAaTOP
WHUMAEHTa ABNSETCS €ro UCNIONHUTENeM 1y
WHUWMAEHTA HET CBA3AHHBIX 0BPaLLEHWN.

B pabote

OxunpaHue pencTanit
nornb3oBaTens

B npouecce paboTbl NosiBUNack HE0bXoAMMOCTb
MpMBReYeHNs NoMb30BaTenNs Ans Takux AencTaui
KaK TECTUPOBaHWE, 3aNPOC MHopMaLM U T.4.

B pabore

Oxupaanve BbINONHEHUA HapsAa
Ha paboty

B vHUmMAeHTe co3aaH aoYepHvin Hapsa Ha pabory,
paboTa Hag UHLIMOEHTOM He MOXET BbiTb
npofomkeHa 6e3 BoINONHeHUs Hapsga Ha paboty

B pabote

BbinonHex

PaboTbl N0 MHUMAEHTY 3aBepLUEHb!, TpebyeTcs
NOATBEPXKAEHME BbINOMHEHWA 06paLLeHs.

lMpuocTaHoBneH

HasHaveH

[locTxeHWe AaTbl, YKa3aHHON NPU NPUOCTAHOBKE
paboT. [laHHbIi Nnepexof ocyLiecTBNseTCS
ABTOMATU4ECKM.

10.

OxuaaHue gencTaui
nonb3oBsarens

HasHaueH

MocTynneHue OT Nonb3oBatens Tpebyemoi
wHdopMaLmK. [laHHbIA nepexof OCYIWeCcTBAETCS
aBTOMaTU4ecKu Npu fobaBreHU KOMMEHTapUS

B obpalyeHue.

1.

Oxupanue
BbIMOMHEHUs Hapsaa
Ha paboty

HasHaueH

Pabotsl No cBA3aHHLIM Hapsaam Ha paboTy
3aBepLueHbl. [JaHHbIi Nnepexog ocyuwlecTBnseTCS
ABTOMATMYECKM NpU NEPEBOAE BCEX CBA3AHHDIX
C VHUMAEHTOB Hapsaos Ha pabote B cTatyc
"BoinonHen".

12.

BrinonHex

Ha3HaueH

3aBepLueHue paboT No MHUMAEHTY
He NOATBEPXAEHO ViHMUMaTOpOM.

13.

BbinonHex

3akpbIT

PaboTbl N0 UHUMAEHTY NOATBEPKAEHDI
uHMUMaTopom obpatueHusi, Nubo obpateHve
aBTOMaTU4ECKM 3aKpbINoch, Mbo npowwno

3 paboumx oHs ans MHUMAEHTOB 6e3 CBA3aHHbIX
obpaLyeHuin.

6.15. Crarychl HapsIOB Ha paboTy

Craryc OTpakaeT 9Tal >KM3HEHHOro LHMKJIA, B KOTOPOM B JaHHBII MOMEHT
HaxoQUTCA Hapsax Ha pabory. Hapsng Ha paboTy MOXET HaxOOWTHECS B OJHOM
U3 ClIEAYIOLIUX CTAaTyCOB:
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— HasHadyeH — Hapag Ha paGoOTy Ha3HayeH Ha OTBETCTBEHHYIO pabouylo IpyIimy
HJIM Ha UCTIOJTHUTEJIS, pabOoThI 10 HapsAy Ha paboTy He IPOU3BOAATCS;

— OueHka Tpyno3aTpaT — Hapsi Ha paboTy HasHaueH Ha McnonHurend,
VIcrioIHUTENh OlLIEHUBAET TPY03aTpaThl U YKa3bIBACT INIAHUPYEMBIE TPYA03aTPaThl,

- HOIITBGP)KHCHI/IC Tpymo3aTpaT — HapsA[d Ha3HAa4€H Ha CornacoBarens
TpyRo3aTpar, KOTOpBIﬁ IMOATBEPXKAACT YKa3aHHBIEC, 60 YKaspIBacT HOBLIC TPYA03aTPATHI,

— B pabore — 1o Hapsiay Ha paboTy BBIIOJIHSIOTCS PabOTEHI;

—  Oxujanue JeHCTBMH MHHIMATOpA — OT HHUIHATOopa TpeOyIoTcs Kakue-THbo
neiictBus, nubo moOaBleHHMe KOMMeEHTapusi. B 1JaHHOM craTyce CYETYMK BpeMEHH
IPUOCTaHABINBAETCS;

— BeInosHeH — BBIIOJHEHUE Hapsga Ha pa60Ty 3aBCPIICHO I/ICHOJIHI/ITCJICM,
CUCTYMK BPEMCHHU OCTAHOBIJICH,

— 3aKphIT — 3aBepIUAOIINi cTaTyc, Mocle NepeBojia Hapsa Ha paboTy B JaHHBIA
CTaTyc, BCe U3MEHEHHs B KapTOUKe Hapsa Ha paboTy 3alpelleHBl.

Cxema TIepexofoB MexAy CTaTycaMH Hapsjga Ha paboTy IpeAcTaBieHa
Ha Pucynke 13.
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2. OueHka
TpyAosatpar

3. Noarse p aeHue
TpyAo3aTpaT

4, B pabore

5. Ownpanune
nercTenin
MHULUATOPa

6. BbinonHeH

10

Pucynok 13. Cxema nepexofoB MexJ1y CTaTycaMH Hapsa0B Ha paboTy

OmucaHue MEPEXOJ0B MEXIY CTaTycaMy HapsgoB Ha paboOTy MpeIcTaBIeHO B
Tabnuye 4.
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Tabnuua 4
Ne | WcxoaHbin cTatyc Llenesow cTaryc Onucanve
1. | HasHaueH OueHka Tpypo3atpar AcnonHuTens NpucTynun K oUeHKe Tpyao3aTpar
no Hapsgy Ha paboty
2. | OueHka Tpygosarpart Mogreepxaexve /cnonHuTenb ykasan nnarosble TpyAo3aTpartl,
Tpygo3arpar Hapsif, Ha paboTy HasHadeH Ha CornacosaTens
TPyA03aTpaT Ans NOATBEPXAEHUA NNaHOBbIX
Tpygo3arpar
3. | Noarsepxaexue OueHka Tpypo3arpar Cornacosarenb Tpyao3aTpar OTKMoH!N
Tpygo3arpar NpeAnOXeHHbIE NNaHOBbIe TPYAo3aTparhl, ykasan
Tpebyemble Tpynosatpartsl. Hapsg Ha paboTy
Ha3Ha4yeH Ha Vicnonnvrens
4. | MoaTteepxpaeHve B pabore Cornacosarenb Tpygo3atpar cornacosan
Tpypo3sarpar yKkasaHHble NnaHoBble Tpyao3arpatel. PaboTsl no
Hapsiay MOryT BbIT HavaTbl
5. | HasHaveH B pabote PaboTbl No Hapsay Ha paboTty HavaThl
6. | B pabote OxwnaaHve oencTeuit B npouecce obpabotku Hapsiga Ha paboty ot
WHUYMaTopa nHULpaTopa TpebytoTes Kakvue-nbo AencTeua
7. | Oxuaanve peicTeui HasHaveH WHuupmaTop BHEC B Hapsa Ha paboTy
WHUUMaTopa KOMMEHTapui, CTaTyc Hapsifia Ha paboty
aBTOMATMYECKM U3MEHWNCA Ha "HasHayeH"
8. | B pabore BetnonxHen PaboTb! N0 Hapsay 3aBepLUEHb, UHULMaTopy
HeobxoAMMO NOATBEPAUTL BbINONHEHUE HapAaa
Ha paboTy.
9. | BeinonHex HasHaueH VHUUMATOP OTKMOHMN BLINOMNHEHWE HapsAaa Ha
paboty
10] BoinonHex 3aKkpbIT WHuumatop noaTeepavn BbINONHEHUE HapAaa Ha
paboty

6.16. CBs3b CTaTyCOB HHIIMACHTOB U 00pallieHui

CBs3b CTATYyCOB HWHIMAEHTOB M OOpalleHHH Mexay coboll mpejcTaBieHa
B Tabnuye 5.

Tabnuna 5
Ne | Craryc obpalleHuns Craryc nHuuaeHTa
1. | 3aperucTpuposaHo 3aperucTpupoBaH
2. HasHaveH
3. B paborte
4. | PaboThl BbINONHSIOTCS Oxupanu1e BbINONHEHUs Hapsaa
Ha paboTy
5. 1 OxupaaHue aencTeuin nonbaosartens | Oxupanue AeNCTBUN Nonb3oBarens
6. | PaboTbl NpuoCTaHOBNEHS MpuocTaHoBneH
7. | OxuaaHue nogTBEpKAEHUs BeinonHex
8. | 3akpbiTo 3aKpbiT
VII. KTJIACCU®UKAIIAA OBPA[[IEHHfI, HHIINIAEHTOB
N HAPSATOB HA PABOTY

7.1. Kareropuy HHIIMAEHTOB U o0pallleHui

B pamkax mpolecca yrnpaBleHHS HHLUAEHTaMHM 00padaThIBalOTCA CleAyHoLIde
KaTeropuu HHIUAEHTOB U O0pallleHHi:
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— Cb6oii (MHUMAEHT) — HHUMAEHT H/WIK oOpallleHue, CBS3aHHOE C COOBITHEM,
KOTOpPO€E TPHUBENO MK MOXET MPUBECTH K CHIDKEHHUIO KadecTBa Hpenocrasisemoi MT-
yCIIyTH;

— KoHcynprauus — WHUUAEHT W/uiu oOpalieHue, CBSI3aHHOE C IOJIyYeHHEM
uHbopMalUKuU Mo ucrnoib3oBaHuro MT-ycnmyru unu ¢ BompocaMu BHECEHMsS H3MEHEHUH
B cywiectBytomryto UT-ycnyry;

— JKamoba — oOpaieHHe ¢ BHICOKMM HETaTUBHBIM OTTEHKOM, IIOCTYIHUBILEE
B OJIEKTPOHHOH WJIM YCTHOHW (opme, coaepxaiiee HHGOpPMAMI0O O HEKAa4eCTBEHHOM
BBITIOJTHEHUH paboT 1o mnpexapigymuM OOpaleHusM, OTCYTCTBUM KOHCTPYKTHMBHOIO
B3aUMOJENCTBHS U 0OpaTHOM cBs3u ¢ VcnonHuTenem, a Takke O HEBBIIIOJIHEHUU paboT
110 paHee MOJAaHHOMY 00pallleHuUIO;

— 3ampoc Ha U3MEHeHHe — WHIUACHT U/ Ui oOpallleHHe, CBSI3aHHOe C BHECEHHEM
U3MEHEHHd B IpelocTaBiseMyio mnone3oBaTensM WT-ycioyry, BHECEHHEM HACTpOEK
B MHGOPMAIIMOHHBIE CHUCTEMBI, HW3MEHEHHeM KoIa IIporpaMMHOro oOecledeHus,
BHECEHMEM W3MEHEHHUI B TOKYMEHTAIUI0, CBsI3aHHYIO ¢ npepocrasisemoi UT-ycayron. B
Hayane mpouecca oOpabOTKM H3MEHEHHsS He Bcerja siCeH JIrOpUTM M JUIUTEIbHOCTH
BBIITOJTHEHUS U3MEHEHUs], PUCKU U3MEHEeHHsl, HEOOXOAUMEBIE TPY03aTPaThl;

— 3ampoc MONHOMOYMH — UHIMAEHT W/uaud  olpallleHHe, CBA3aHHOE
c mpepocraBieHUeM mnpaB Ha JgocTyll K WMT-ycnyram, u3MeHeHHEM WU yAalleHUEM
CYLIECTBYIOIIUX IIPaB;

— 3ampoc Ha OOCHyXHBaHUE€ — HHIUIAEHT W/WIM OOpallieHHe, He CBA3aHHOE
CO CHIDKEHMEM KadecTBa M BHECEHHWeM H3MeHeHUd B mpepocraBisemyo HT-ycmyry
U HanpaBJieHHOe Ha npuBliedeHre paboTHUMKOB mocTaBiiuka MT-yciayr K BBINOIHEHUIO
orepalyii, HaXOASMMXCSA B 00JACTH OTBETCTBEHHOCTH mnocraBiquka MT-ycnyr. 3ampoc
Ha 00CITy’)KMBaHHE OTJIHUYAETCA OT H3MEHEHHUs CYIIECTBOBAHMEM IIOHSITHOIO AJrOpUTMa
€ro BBIITOJHEHHS, U3BECTHHIMU TPYAO3aTpaTaMu, CPOKaMyU U PUCKaMU €ro BBIIIOIHEHHUS;

— 3ampoc uHpOpMaUH — oOpalleHHe, CBA3aHHOE C ITOXy4YeHHeM HHGOpMaluH
o pabotocnocobHoct  UT-ycmyr, 3amycke HoBeix HMT-ycnyr, pacnojioxeHHH
IOKyMeHTalud, o0paboTke paHee NOAaHHOrO oOpalieHHs. 3ampoc Ha HHQOPMALHIO
oOpabaThiBaeTcs cOTpyaHuKaMu J{ucneTuepckoi ciryxObl.

7.2. KaTeropuu HapsoB Ha pabOTHI

B pamkax mporecca ympaBieHHsS HHIHUACHTAMH MOTYT OBITH CO3[JaHbl Hapssl
Ha paboTy cledyIOUX KaTeropHuii:

— VYcraHOoBKa Ha TeCT WM MPOAYKTHB — Hapsl Ha paloTy, CBS3aHHBIM
C YCTaHOBKO#M pa3paOoTaHHOM BepCcHUU Ha TECTOBYIO WK IIPOJYKTUBHYIO CpENy;

— TIlapannenscHble pabOThl — HapsAl, CBS3aHHBIA C OpraHU3alUed IapaleIbHbIX
paboT MO BBINOIHEHUIO UHIIUAECHTOB;

— TlpenocraBneHre MOTHOMOYMIA — HapsiA Ha pabdoTy, CBA3aHHBIN ¢ OpraHU3alUen
napajuIebHBIX paboT MO NPeaOCTaBIECHUIO IOTHOMOYU;

— PasBuTHe — Hapsa Ha paboTy, CBI3aHHBIHM ¢ pa3pabOTKOi HOBOTO QyHKIIMOHANA;
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— CompoBoxeHue — HapsiA Ha paboTy, CBA3aHHBIN C TEKYIMM OOCIYXHBaHHEM
CHCTEM U He CBA3aHHBIH ¢ pa3pabOTKOi HOBOro (GyHKIHMOHANA;

— QO6xomHoe pellleHWe — Hapsag Ha paboTy, CBsI3aHHBIA C BO3BPATOM
uHdpactpykrypHoi UT-ycinyru B UCXOIHOE COCTOSHHE,

—~ H3MeHenue arpubyTOB HWHUWAEHTa - HapsaA Ha paboTy, CBA3aHHBINA
C U3MEHEHUEM CIIeAYIoLHX aTpubyToB HHIMAeHTa: "BausHue"; "CpouHocTs".

7.3. CpOYHOCTH UHLIUJEHTOB U OOpallleHUH

B pamkax mporecca YIpaBleHHs HWHUUICHTAMH HCIIONB3YETCS Clexyrolas
KJIaccuUKaLus HHIMIECHTOB ¥ 0OpallieH|i 10 CPOYHOCTH:

— Kputnueckas — dyukuuonansHocts UT-ycnyrn nonHocTtsio HapyieHa, MT-
yCIIyroit HEBO3MOXHO M0JIH30BaThCH;

— Beicokas — dyHkiuonansHocTs M T-ycilyr HapylueHa, NMpOU3BOAUTENBHOCTD
UT-ycnyru HapymeHa, Ho UT-ycinyru BEIIOTHSAET OCHOBHBIE QYHKIMUY;

— Cpenuas — dyskuuonansHocts MT-yenyru HapylueHa He3HAuUTENBHO, BCEi
GbyHKIHOHANBEHOCTEIO UT-yCnyru MOXKHO I10J1b30BaThCS.

— Hwuskas — ¢ynkuuonansHocts UT-ycnyru He HapymeHa, Ilonbp3oBarens MOXET
nonp3oBaThesa UT-ycnyroii B monHoM obbeMe.

CpouHOCTh OOpallleHds] ¥ CBA3aHHOrO C HUM HHLMICHTa MOXET OBITh MOBBIILIEHA
nyteM oOpatienus B cnyx0y Cepsuc-neck 3akazumka UT-ycnyru. 3akazunku UT-ycmayr
yKa3aHbl B coryiaireHun 00 ypoBHe cepBuca (SLA).

7.4. BnusiHue MHIIMAEHTOB U 00pallleHuH

B paMKaxXx Impouecca YIOpaBlICHHA HWHUOUACHTAMH HCIIOJB3YyETCA CIICAYIOIIAA
KIIaCCI/I(bI/IKaLII/IH HHIIUACHTOB K o6pameHm71 I10 BIIMSATHHIO!

— [Ipennpustie — HWT-ycnyra He mnpemoctaBisercs, kauectBo HMT-ycimyru
CHH)KEHO HJIA MOXKeT OBITh CHIDKEeHO A7 Bcero OO1ecTna;

— Tlogpasmenenune — HT-ycnyra He mnpemocraBisiercs, kadectso HMT-ycnyru
CHIDKEHO WJTM MOXET OBITh CHHXKEHO JUISl OQHOTO HJIK HECKOJIBKUX ITOAPA3AECIIEHUH;

— Heckonpko monb3oBateneid — UT-ycnyra He mpenoctasisercs, kadyecTso HMT-
YCIIYTH CHHYKEHO WJIK MOXET OBITh CHIDKEHO ISl HECKOJIBKHUX IT0JIb30BATENEH;

— [Ilons3zoBarens — MHT-ycnmyra He mnpemocraBisercs, kadectBo MT-ycimyru
CHIDKEHO HJIU MOXET OBITh CHUXKEHO I OQHOTO MOJIb30BaTENs.

BnusHue oOpallleHHs W CBSI3aHHOTO C HUM HHIMJEHTa MOXET OBITh MOBBIIICHO
nytem obOparenus B ciayx0y Cepsuc-neck 3akazuuka UT-ycnyru. 3akazuuku HUT-yemyr
yKa3aHbl B corianeHun 00 ypoBHe cepBuca (SLA).
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7.5. IlpuoputeT HHUMACHTOB UK OOpaIleHUH

OnpeneneHHe NpHOPHUTETAa HHOHUACHTA u/unu o6pa1ueHH51 OpOUCXOAUT Ha

OCHOBaHWM 3HA4YEHWH aTpuOyTOB BIMSHHUE U CPOYHOCTE.

obpalleHre ONpeenseTcs Mo IpaBuiiaM, OTpaXeHHBIM B Tabauye 6:

3HaueHue MpUOPHUTETA

Tabnuua 6

Bnuaxue

Cpo4HOCTb

Kputnyeckas

Bbicokan

CpeaHss

Huskas

MpeanpusaTne

Kputnieckum

Kputudeckuin

Beicokuia

Bhicokuit

Moapasgenexne

Kputnyeckun

Bbicokuin

Beicokuia

CpepHui

Heckonbko

Bbicokuin

Bhicokuit

CpepHui

CpeaHui
nonb3oBareneu
Nonb3oBaTtenb

Bbicokuit CpepHuit CpeaHui Huakui

7.6. IpennmodnTaeMslii crocob cBs3u

B paMKax Iponecca yrnpabBJICHUSA WHIIMACHTAMH BO3MOXHBI CJICAYIOMINC CITOCOOBI
B3auMopeicTBus ¢ [lons3oBarenem:

— Tenedon;
— DNeKTpOHHAs MOoYTa;
— MoO6unbHbIH TenedoH.

Cnoco6 B3auMomelcTBUA "ONEKTpOHHAas IodTa" Ipearosaraer
[Tonr3oBaTeNo onoBeleHu# o saekTpornoi moure usz AC CJI.

OTIPaBKY

Cnoco6 B3aumopeilictBus "MoOuneHbI TenedoH" npearnonaraeT yxa3aHue
MOGHIBHOTrO TeNle(oHa ITOJIF30BaTelIs B KapTOUKe WHITMACHTA UK 0OpalleHHU .

7.7. Koasl 3aKpBITUS MHUUICHTOB

KOI[ 3aKpPBITHA OTPAXAECT NPHYHUHY 3aKPBITHA UJIW BO3HMKHOBCHUSA MHIHUACHTa HIIH
06paI_I_[eHI/ISI H MOXCT IIPHHHMATE DPA3JIHYHBIC 3HAYCHHSA B 3aBUCHUMOCTH OT KaT€ropHuH

UHIMAeHTa. CBA3b KOAOB 3aKPBITHUS U KaTErOpUN HHIUIECHTOB MPEACTABICHA B Tabnuye 7:
Tabmauma 7

KaTeI'OpMM WHUMAECHTOB

Kopa 3akpbiTus

COon (MHUmpeHT)
3anpoc Ha N3MeHeHne

< |KoHcynbTaums

<< [3anpoc NoNHOMOUMiA
<<{3anpoc Ha obcnyxuBaHve
<<[3anpoc nHgopmauum

<{PKanoba

PeLueHo

PelueHo nonb3osarenem

PeLieHo — AHanua/npeOCTaBNEHVE PELLEHUS
PeLueHo — BbinonHenue HacTpoek

PellieHo — 3amMeHa KapTpumxen

OwwuboyHas 3aseka

PetueHo — 3arpyska faHHbIX

<<

<<
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KaTeropMM WHUWOEHTOB

Kop 3akpbiTus

3anpoc Ha N3MeHeHve
3anpoc NoNHOMOYMIA
3anpoc Ha obcnyxvsanue
3anpoc MHopmam

KoHcynbTauus

PewweHo — Owwmbka 06opyaosaHms
Peweno — Owwnbka M0

PeLweHo — Owmbka nonbsosatens
PewweHo — Paspabotka \
HeBO3MOXHO NOBTOPUTL V
Aybnb V V |V |V

KO,ZIBI 3aKpBITUS HHIUIACHTOB U o6pa1ueHM171 UMEIOT CICAYIOIHUE 3HAYECHUA:

<|<<|<[Cboit (MHUMAEHT)

— Pemreno — obpaiiieHre wid UHIUAEHT pemeHsl (KoHcynbTanus nperocraBieHa;
XKano6a obpaborana; [TonHOMOYMS U3MEHEHBL; 3aPOC Ha 0OCITY)KHBaHHE BHINOJHEH);

— Pemeno nons3oBareneM — pH Havdajae AUArHOCTUKU MHUOUACHTA BbISCHUIIOCH,
YTO IIOJH30BATCIIE CAMOCTOATCIBHO YCTPAaHHII C60ﬁ;

— Pemeno - AHaJII/IB/HpeJIOCTaBJIeHI/Ie peuIeHUss — NPOBEACH aHAIU3 3aJadM

C IPOCMOTPOM HEOOXOMUMBIX (OPM WK 3allyCKOM OT4eToB. Pe3yiabraTroM paboThI
ABISAETCS BBIABIIEHHE IIPUYMHBI BO3HHUKHOBEHHS [JAaHHOM CHTyalluM M OIMCaHHE
HeOOXOMUMBIX NEWCTBHIH IOJb30BATEN0 /IS pPEliCHUA NaHHOM 3ajaud (IpeNOCTaBICHUE
pelIeHus ) B cirydae HeoOX0oqMMOCTH;

— Pemeno — BrlImonHeHHWE HACTPOEK — peE3yJIbTATOM BBINOJIHEHHS H3MEHEHHS
SBJIAIOTCS BBIITOJIHEHHBIE HACTPOUKHU B MHMOPMAILMOHHEIX CUCTEMAX;

— Pemeno — 3aMeHa KapTpUIDKed — pe3yJNbTATOM BBINOJIHEHHSA OOpallieHHs
SBJIETCS 3aMEHEHHBIN KapTPUIK;

— QOummboyHas 3asgBKa — oOpalieHHe SBISETCS TECTOBBIM, 1UOO obOpalleHue
He OTHOCHTCS K 30He oTBeTcTBeHHOCTH U T-ynpasnenus;

— Pemeno — 3arpy3ka JaHHBIX — PE3yJIETATOM BBITIONHEHHs OOpalLleHHUs ABIAETCA
3arpy3Ka JaHHBIX;

— Pemeno — Omumbka o6opymoBaHus — OPUYHHONH cOOs sBIseTcs olMOKa
obopyaoBaHuUs;

— Pemeno — Ommubka [10 — npuunHoii c6os aBnsercs omudka [10;

— Pemeno — Ommubxa mnons30BaTels — MOPUYHHOW cOos sBIsAeTCd OIMIMOKa
I0JIb30BAaTEN;

— Pemeno — Pa3paborka — pe3ynbTaTOM BBINOJNIHEHMS H3MEHEHMs SIBIIAETCS
BBITIOJIHEHHAs pa3paboTKa,;

~ HeB03MOXHO MOBTOPUTH — MPH paccieloBaHus MHLUUACHTa (cO0s), MHUHUAEHT
He nposiBasieTcs, pHu 3ToM kadectBo U T-yciyru He cHImKeHO,
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— JyOnp — WHUUAECHT sABIAETCS AyOIeM y)Ke 3aperHCTPUPOBAHHOIO UHIIMCHTA,
Haxojsierocs He B cratyce "BrimonHen" unu "3akphIT".

7.8. ATpubyTel oOpaleHus, oOs3aTeNbHble IJiS 3allOJIHEHUS IPU PErHCTpalyu
oOpaitieHus no tene@oHy

K arpubyraMm, oOs3aTeNbHBIM [UIS 3alONHEHWs INpU pPEricTpalud oOpalleHHs
JAucneT4epoM OTHOCATCA:

— KOHTaKTHbIE JaHHBIE M10JIb30BaTE;
KaTeropus oOpalleHus;
BIIUSIHUE;
CPOYHOCTE;
CyTh OOpalieHus;
MPEeANOYTUTENbHBIN CIOCO0 CBA3M;
UT-ycnyra;
undpactpykrypHas UT-ycmyra;
— atpubyT "Ilonp30oBaTens He 3aperucTPUpPOBal oOpalleHue" .

Atpubyr ‘"llonp3oBaTenlb He 3aperucTpupoBan oOpaleHue"  3aloJHAETCA
HHXeHepoM ciyx6s1 CepBuc-lIeCK IpH perucTpaiuu McnonHuteneM oOpamieHus
ot Ilons3oBarens.

AKTyalpHBIH mnepedeHb uHbpacTpykTypHbiX UT-ycoyr u UT-ycnyr npencrasieH
B nociegHen Bepcuu "Karanora ycayr".

7.9. ATpuOyTHI MHUMIEHTA, 3aMOJIHAEMbIe TP 3aBEPILICHHH €TI0 00paboTKu

K arpubyram, oO6sf3arTelbHBIM [JIs 3aflOJIHEHWUS IIpH 3aBepIIeHUH paboT
HaJl HHIHUJEHTOM OTHOCSTCS:

— Kopga 3akpeiTus;
— Kaunnunar 8 3HO.

Kangugar B 3HO — mnpusHak, ycTaHaBIMBaeMBIA A HHIUACHTOB, 00paboTka
KOTOpEIX B OyaylmieM MoxeT OBbITh MepefaHa B IIPOLIECC YIPAaBJIEHHUS 3alpocaMH
Ha 00CITy>KUBaHUE.

7.10. ATpubyTHI, 3aNIOJHIEMEIE IIPH PETUCTPALMU Hapsaaa Ha paboTy

K arpubyTtam, 00s3aTENBHBIM I 3aM0JHEHNS [IPH pErHCTpaliy Hapsaa Ha paboTy
OTHOCATCS:

— Kareropus Hapsaa Ha pabory;
Onucanue Hapsaa Ha paborty;
Cpox BBITIOJIHEHUSA HapsAia Ha paboTy;

Pa6ouas rpymma.
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VIIL. 9CKAJIAIIUM THIIUJAEHTOB

8.1. OyHKUMOHAIbHAS CKATIALUS
B nmpouecce ympaBieHUS HHIMAEGHTAMH HCIOIB3YEeTCS CIEAyrollas cXxeMa

byHKUMOHABHOM 3cKanauu (Pucynok 14):

3. NoapagHas
opraHusauma

2.PT,
OTBETCTBEHHAA 3a
MHOPACTPYKTYPHYIO
UT-ycnyry

1. Cnywba Cepsuc
Aeck

4, Benpnop/
paspaboruunk NNO
nan 060opyaosaHua

Pucynox 14. Cxema ¢pyHKIMOHATBHOMR 3CKallal[iH

B mpouecce ynpaBieHuss MHUAAeHTaMH (QYHKIIMOHAbHAS dCKalalMs peau3yercs
MyTeM 3CKajalid oOpallleHWid B WHLIHUJICHTHI, IEepeHa3HA4eHUs HHIUIACHTOB MEXIY

pabouuMu rpymnnaMu, HazHaueHneM Ha McnonauTteneit HapanoB Ha paboTy.

8.2. Uepapxuueckas 3cKaaalus
B npouecce ympaBieHUs WHUMOEHTAMU UCIOJNB3yeTCs CIeAylollas cXxema

I/IepapXH‘-ICCKOf/'I ICKaJIaluu:
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4, Bnageney,
npouecca

3. MeHepyxep
VHUUAEHTOB

2. Pyrosoavrens Pr |

1. UcnonHuTens

Pucyrok 15. CxeMa nepapxu4eckoi dCKalauuu

B mpoliecce ynpasieHus HHIMASHTaMU (yHKIIMOHAIbHAS 3CKaJlallis peajlu3yeTcs B
nporeaypax 00paboTKu KpUTUYECKUX HHIMACHTOB.

IX. CPOKHA BBINTIOJTHEHHUA

9.1. Cpoku ycTpaHeHus oOpallleHu! 1 MHUUIEHTOB

Kpaiinuit cpok pemeHus: oOpallleHus] UM HHIUACHTa OIpPEIeIeTCs Ha OCHOBaHUH
cTaHgapTa oOcnyKuBaHUS M npuoputera. CTaHIapT OOCIYXUBAaHUS ONpPEEIET BpeMs
npepoctaBienuss WT-ycmyru [lonmp3oBatensiM M 3aBUCHMMOCTB  CpPOKa YCTpaHEHUs
obpamieHuss WIM HMHOWOeHTa oT npuoputera. HMT-ycnyrm  npemocTaBisioTCs
TI0JIE30BATENIAM I10 OJHOMY U3 CIEAYIOUINX CTAaHAAPTOB 0OCIY KUBAHUS:

— bpoH30BBHIiT;
CepeOpsHbIii;
3omn0TOH;
IInaTuHOBBIM.
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3aBUCHMOCTh CpPOKOB YCTpaHeHue oOOpallleHHs HIM HHLOMAEHTa OT CTaHAapTa

o0CIIy)XMBaHUS U IPUOPUTETA NpeAcTaBieHa B Tabruye 8:

Ta6numa 8
Cranpapt Bpewms npepoctasnenma | NpviopuTer Cpok ycTpaHeHus,
obcnyxuBanns NT-cepsuca pabounx 4acos

Huskun 90
. CpegHui 50
BpoH30BbIif 8x5 T v
Kputudeckun 16
Huskuin 40
. CpegHuit 30
CepebpsiHbiin 8x5 " 20
Kputuyeckun 12
Huakuin 32
3onotoi 24x7 CpenHmj 16
Bbicokui 8
Kputudeckun 4
Huskui 8
MnatuHoBbLIN 24x7 Cpe;u-lmj 6
Bbicokun 4
Kputunueckui 2

X. OMIOBEHIEHMSI 1O NPOLHECCY

[lepeueHs COOBITHH, W TMOJy4aTeneid OIOBEIIEHUM IO IIPOLECCY YIpaBIECHUS
HHIHIeHTaMu TpescTaBieH B Tabauya Ha nepeceyeHuu cOOBITHI U MONydaTenell yKa3aH
HoMmep omnoBeinenus U3 Coxepxxanus onosewenuit (Tabauya 10)

Tabnuua 9

CobbiTue

ﬂonyqarenb OnoBeLeHuAa

Wcnonuutens
MeHexep
WHUMOEHTOB
Bnapeney,
npouecca

Cornacosarens

Pabouvas rpynna
Tpyaosatpat

Pykosoautens
nonb3osarens
WHvuymartop Hapsga
Ha paboTy

Hapsaa Ha paboTty

Wcnonuutens
Pykosoautens

paboyei rpynnbi

Peructpauws obpatleHus

[o6asnexue B obpalleHure
KOMMEHTapUs U3 MHUMAEHTA

o || MNonb3osarens

MepeBop 06palLeHus B cTaTyc
‘B pabote"

w

Mepesoa obpalleHns B CTaTycC
"OxupaHue pencTeuin
nonb3osarens"

Mepesog obpalleHus B cTaTtyc
"Oxupanve noareepigaeHns”
(kpome obpalLeHui kaTeropum
"3anpoc Ha nameHeHue")
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[Monyyarenb onoseLleHnsa
g .
2 a g = L = & 0 % 2 é
Ne CobbiTue o | g 8 4 | & FE| 2@ o 5| 8a
25|23/ 285 85/ 38 |85 |z |23
2|5 |eg/8%/3|88/8¢8 |8 |EE |83
S S 3 F 28| & s 55 T & | 28
= = = =S ooc| O | o X B a o
6. | Ucteuenne 3-x paboumnx gHen 7 (ans
nocne otnpasku 1-ro
6 U3MeHeH
ONOBELLEHMS O BbINONMHEHUN i)
obpaLueHus
7. | Dobasnenue lNonb3oBatenem 8
KOMMEHTapus B 06paLleHus
8. | OTmeHa obpalleHus 9
Monb3oBarenem
9. | HasHaueHue nHUmaeHTa Ha 10
pabouyto rpynny
10| HasHaueHue nHuuaeHTa Ha 11
WcnonHutens
11 HasnaueHue Hapsiga Ha paboty 12
Ha pabouyto rpynny
12| Ha3sHaveHve Hapsaa Ha paboTy 13
Ha Ucnonnutens
13{ BbinonHeHue Hapsaa Ha paboty 14
14| Peructpaums kputTU4ecKoro 15 15
MHUMAEHTA
15] JoctuxeHne cyeTumka
KonuyecTBa 3anpocoB 16
UHOpMaLNK 3HaYeHNs 2.
16 17
(He
I
A3meHeHwe kpaitHero cpoka 17 uen
OfH
ute
ns)
17] 3anonHeHue atpubyTa 18
‘MnaHupyemoe Bpems pelueHus"
18] MocTynneHwe obpatueHus ¢ 19
kateropuen "ano6a"
19 20
Peructpaums uHumugeHTa ¢ (8¢
BnvaHvem "Mpeanpustue” u 20 e
Moapaspenenve P
20/ JocTuxeHne CBA3aHHbIX C
VHUMAEHTOM 00patLeHuit 21
KonuyecTsea 5 wWr.
21] HacTynneHve nnaHoBoM AaTbl 99
BbINONHEHWN Hapsiaa Ha paboTy 22
22| HapyweHue kpaiHero cpoka 23 23
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CobbiTue

Nonydatens ONOBELLEHUS

[Tonb3osatenb

WcnonHuTens

MeHepxep

VHLMAEHTOB

Bnapeney

Apotiecca

Pabouas rpynna

Cornacosatens
Tpygo3atpar

PykoBoguTens

nonb3oBarens

Whuumatop Hapsaa

Ha paboTy

Ucnonnutens
Hapsaa Ha paboty

PykoBoautens
pabouei rpynnel

BbINONHEHUA NHUWAEHTA

23

Mpowno 75% spemeHu
BbINOMHEHNS MHUMAEHTA

N>
S

N
S

2%

HasHaueHve Hapsga Ha paboTty
ANA COrNacoBaHus Tpyao3arpar

25

3anonHeHve nons
"CornacosaHHble
Tpygo3sarparh”

26

26

[lobaeneHve KoMMeHTapus B
Hapag Ha paboty

27

27

27

Mepesog Hapsiaa Ha paboty B
ctaryc "OxumaaHue aencTani
WHUUMaTopa"

28

28

fob6aBneHue B UHUWAEHT, He
CBA3aHHbIN € obpalleHvem,
KOMMEHTapUst

29

29

29

BbiNonHEHUA MHUMAEHTA, Ha
CBA3aAHHOTO € 0bpalLeHueM

30

30

MNepesoa Hapsiaa Ha paboTy B
craryc "B pabore"

31

31

Mepesoa MHUMAEHTA B CTaTyC
‘lMpuocTaHosneH"

32

32

MNepesog 06palyeHus B cTaTyc
"OxupaHue noaTeepxaeHUs”
(ans obpalLeHuit kateropuu
"3anpoc Ha uameHeHve")

33
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CogepxaHue onoBelIeHui rnpeacrasieHo B Tabauye 10.
Tabnuna 10

Teket onoseleHua

3azonosok: ObpauieHue <Homep 0bpalleHns> 3aperucTpupoBaHo

Tekcm onosewieHus:

<Wms nonb3osatens>, Baiue obpalueHne <Homep 0bpaLieHWs> yenewwHo 3aperncTpupoBaHo,
3aronoBok: <3aronoBox>

Onucanue: <Onucanue obpallerms>

Bawwe obpatyeHuve byaeT BEINONHEHO B ¢pok A0: <CpoK BbINONHEHUS>

[ns npocmoTpa aeTtanei no obpatLeHuo NpoAauTe NO CCbINKE<CCbIMNKA Ha kapTouKy obpalueHus>
CucTtema peructpauuv obpatuenuii u nopaepxkm UT-ycnyr ans nonb3osatenen MHPOPMaLUOHHbIX CUCTEM
AO "MocsopokaHan” (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[aHHoe COO6LLL€HM€ C034aH0 1 OTNpaBneHo aBTOMATUYECKA N HE Tpe6yeT noaTeepxaeHns Unu oTeeTa

Tema nucbma: [ins npogomkeHus paboT no obpalleHuo <HoMep obpatlueHus> Heobxoaumo Baiue yyacTue
Tekcm onoseweHus:

<Wms nonb3osatens>, ans npogomkerus pabot no Bawemy obpalleHunio <Homep obpalLeHns> Heobxoaumo
NpefoCcTaBuTb AOMNOMHUTENBHYI MHADOPMALMIO;

WMHpopmaums: <TekCT KoMMEHTapus>

[ins oTBeTa Ha KOMMEHTapUI NeperauTe NO CChINKE <CCbIIKA Ha KAapTOUKY 0BpalleHus> WUnu oTnpasbTe
OTBETHOE NUCbMO, HaXaB Ha ccbinky <KHomka ans hopMUpOBaHUst OTBETHOTO NUCbMa>.,

Mpu HeobxoaumMocTv fobasneHns dhaiina BNOXuTb ero B OTBETHOE NMCbMO UMK B ofpalleHve Ha nopTane
camMoobCnyxmBaHus.

3aronosok obpalleHus; <3aronosok>

Onucanvie obpatueHus: <Onucaxue obpalleHus>

Bawwe obpatyeHvie byaeT BhINONHEHO B ¢pok A0: <Cpok BbINONHEHNS>

Cuctema pernctpauum obpalleruin u nogaepxkv UT-yenyr ans nonb3osarenei MHOOPMaLMOHHBLIX CUCTEM
AO "MocsogokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLueHre CO3AaH0 Y OTMPaBNEHO aBTOMATUYECKW U He TpebyeT noaTBEpKaEHUS Unu oTeeTal
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i
i

TekcT onoseLLeHus

3azonosok; PaboTbl no Batwemy obpateHnio <Homep obpatieHns> HavaTsl

Tekcm onogseweHus:

<WAms nonb3osarens>, paboTbl No Bawemy obpalueHuto <Homep obpalyeHns> Hadarbt:
3aronoeok obpalleHus: <3aronoBok>

Onucanue obpaluenus: <Onucanme obpatleHns>

Bawe obpatyenve 6yaeT BEINONHEHO B CPOK A0: <CpoK BbINONHEHUS>

[ns npocmoTpa aeTaneii no ofpalleHmnio NPOMANTE NO CCbINKE<CCHINKA HA KapTouKy 0bpaLeruns>.

CucTtema peructpaumm obpatleHuin u nopaepxku UT-yenyr anst nonb3osateneit MHPOPMaLMOHHBIX CUCTEM
AO "MocsogokaHan" (Cepsuc — feck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

JaHHoe cooneHme CO3/1aHO 11 OTNPAaBNEHO aBTOMATUHECKU U HE Tpe6yeT noarsepxaeHna nnu orseral

3azonosok: [ins npoaomkeHus paboT no obpatyeHunio <Homep obpallenus> Tpebyetcs Balue yqacTue
Tekcm onoseueHust;

<ms nonb3osaTensa>, Ans NpofomkeHust paboT no Balemy obpaleHuo <Homep obpalueHus> Tpebyetca
Bawwe yyactue:

<TeKCT KOMMeHTapus>

3aronosok obpateHus; <3aronosok>

Onucanue obpaleHus: <Onucanue obpatlenvs>

Oxunaaembli cpok BbINONHEHUS: <CpOK BbIMONHEHNA>

[ns npocmoTpa aeTanei no obpalleH o NpoRaUTe MO CCbINKE<CChINKA Ha KapTOUKy obpalLieHns>.

Cuctema perucTpauuu obpatleHuit u nogaepxiu UT-yenyr ans nonb3osarene MHPHOPMALIMOHHbIX CUCTEM
AO "MocsogokaHan" (Cepsuc — Aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

JaxHoe COO6L!.{EHVI€ €034aH0 ¥ 0TNpaBNeHO aBTOMaTU4eCkn U He Tpe6yeT NOATBEPXAEHUA UK orseral

3azonosok: PaboTel no Bawemy obpaleHnio <HoMmep obpalyeHns> 3aBepileHsb!

Tekcm onoseweHus:

<Wms nonb3osatens>, pabotbl no Bawwemy obpalleHunio 3aBepLieHbl, AN NOATBEPKAEHUA BbIMONHEHUS
paboT HaXMUTE Ha CChINIKY<CChINKa>, Ans Bo30OHOBNEHUS paboT no 0BpaLLEHNIO HaXMUTE Ha CCbINKY
<ccbinka>.

Ecnu Bbl He noaTBepAnTE BLINONHEHNE 06palLeHus, OHO ByAET aBTOMATUYECKM 3aKPLITO Yepes 3 AHA.
<TekcT pewerus>

3aronosok obpalyeHus: <3aronosok>

Onucanve obpalequs: <Onucanue obpalexus>[Ansa npocMoTpa AeTanei no obpalleHnto npoante no
CChINKe<CChINKa Ha KapTouKy oBpatLeHus>.

CucTema peructpauuu obpaiuenuii u nogaepxku UT-ycnyr ans nonb3osatenen UHQOPMaLMOHHbIX CUCTEM
AO "MocsopokaHan" (Cepsuc — geck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[aHHoe cooneHme C03aHO 1 OTNPaBNEHO aBTOMaTU4eCku U He Tpe6yeT noarsepxaneHnsa nnin orseral




Ornucanue npouecca ynpaBjieHUA HHUWACHTAMH 53 u3 62

TekcT onoseLeHuns

3azonosok: Batwe obpaleHie <Homep 06palleHns> 3aKpbITo

Texcm onoseweHus:

</msa nonb3osaTens>, Bauie obpalugrre <Homep obpalleHus> 3aKpbITO aBTOMATA4YECKM, T.K. Bbl He
MOATBEPANAM €0 BbINONHEHNE.

3aronoeok obpalleHuns: <3aronosok>

Oxunpaemblin CPOK BeINOSNHEHNA: <CPOK BbINONHEHWS>

PewweHue: <TekCT peLueHns>

[ina npocmoTpa AeTaneit no obpatLeHuMo NPoRaKTe No CCbINKe<CChINKa Ha kKapTouky obpatleHns>.

CuicTema peructpauuu obpallenuii u noaaepxkn UT-ycnyr ana nonb3oBarenei MHOPMaLIMOHHBIX CUCTEM
AO "MocsopokaHan" (Cepsuc — geck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.. +7 (499) 263 92 63

[laHHoe COO6LI.{€HM6 €034aH0 1 OTNpaBieHO aBTOMATU4ECKU U HE Tpe6yeT noaTBEepPXAEHNA Unun oTBeTa

3azonosok: Baw pabotHuk </ms nonb3osatens> He NOATBEPANUN BLIMOMHEHME 3aNPOCA HA UIMEHEHMe
Tekcm 0NoBeU|eHUs.

Mo 3anpocy Bawero paboTHuka <ms nonb3aosaTtens> Gbina BLINONHEH 3aNPOC Ha U3MeHeHue, TpebytoLLi
NoATBEpXAeHNA. Ball paBoTHUK He OTpearuposan Ha onoBeLLeHe 0 HEOBXOAMMOCTY NOATBEPKAEHUS
BLINOSMHEHHOM fopaBoTKu. MpoLuy NPUHATL HEOBXOAUMEIE Mepbl AMA NOATBEPXAEHUS BbINONHEHWUS 3anpoca
Ha U3MeHeHne. B cryyae oTCYTCTBUA peakuum B TeueHue 7 pabounx aHeit pesynbTaTb! 3anpoca Ha
U3MEHEHME CHUTAIOTCS MPUHATLIMA U 3aNpoc Ha M3MeHeHue ByeT 3aKpbIT aBTOMaTUHECKH.

3aronoBsok 3anpoca Ha naMeHeHwe: <3aronosok>
OnucaHue 3anpoca Ha uaMmeHerme: <OnucaHue obpaLLeHmrs> -

Cvctema peructpauuv obpallenuii u noaaepxkn UT-ycnyr ans nons3osartenei HOPMALIMOHHBIX CUCTEM
AO "MoceopokaHan" (Cepsuc — geck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[aHHoe COO6U48HM€ C030aH0 W OTNpaBneHo aBTOMatu4ecku v He Tpe6yeT noarsepxaeHna nnu orgeral

3a20n080k: B nHunaeHT <Homep vHUnAeHTa> nobasneH KOMMEHTapUI

Tekcm onoseuweHus:

<Wms UcnonHutens>, B nHumaeHT <Homep uHumaeHTa> aobasneH KoMMEHTapui:

<TeKcT kKoMMEHTapus>3aronoBoK UHLMAEHTA: <3aronoBok>

Onucanvie uHymaenTa: <OnucaHue UHUMaeHTa>

Monyuartens ycnyr: <Ums nonyyarens ycnyr>

[ins npocmoTpa AeTaneit No MHUMAEHTY NPOWANTE NO CCbINKE <CCbINKa Ha KapTOUKY UHLIMAEHTa>.

CucTtema peructpauuu obpalenuii u noaaepxku UT-ycnyr ans nonb3osarenei MHHOPMaLMOHHBIX CUCTEM
AO "MocsogokaHan" (Cepsuc ~ feck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLyeHre Co3AaHO U OTNPABNEHO aBTOMATUYECKM U He TpebyeT noATBepXaeHUa unu oteeTal




OnucaHue npolecca ynpasieHUs UHUHACHTAMH 54 uz 62

1

Teker onoseLleHns

3azonosok: ObpalLieHe <Homep obpalleHus>, CBA3AHHOE C MHUMAEHTOM <HOMEp MHLIMAEHTa> OTMEHEHO
nonb3oBarenem

Tekcm onoseweHus::

<Wms Ucnonnutens>, ObpauieHne <Homep obpalleHuns>, CBA3aHHOE C UHLMAEHTOM <HOMEP UHUWMAEHTa>
OTMEHEHO NOMNb3oBaTeneM, MHUMAEHT <HOMEp WHUMAEHTa> OyaeT aBTOMaTUYECKM 3aKPbIT.

3aronoBoK WHUMAeHTa: <3aronosok>

Onucanve nHumpenTa: <OnucaHvie obpalleHus>

[ns npocMoTpa AeTanei no UHUMAEHTY NPOAAMTE NO CCbINKe <CCbIMNKa Ha KapTOUKY MHLMAEHTa>.

CvicTema pervcTpauyum obpalyenuit v noaaepxku UT-ycnyr ans nonb3aoBarteneil tHHOPMaLMOHHbIX CUCTEM
AO "Moceogokaran" (Cepsuc — geck).

http://sd.mvk.ru

email; sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLUeHMe CO3AAHO W OTNPABNEHO aBTOMATUYECKM U He TpebyeT noaTeepxaeH!s unu oteetal

10

3azonosok: Pabouelt rpynne <HassaHue pabouedt rpynnbl> Ha3HaYeH UHUMAEHT <HOMEp WHUMAEeHTa>
Texcm onoselyeHus:

MNprMUTE B OTBETCTBEHHOCTL UHUMAEHTA <HOMEP MHLIMAEHTA>, Ha3HaueHHbI Ha Baly pabouyio rpynny.
3aronosok: <3aronosok>

Onucaxvue; <Onucanue nHuugeHTa>

Monyyarens ycnyr: <ums nonydarens ycnyr>

Pabouas rpynna; <HassaHue pabouent rpynnbl>

MpuwoputeT: <MpuopuTeT MHUMAEHTa>

WHumpeHT fomkeH 6biTb petweH fo: <KpaiHuid cpok>

[ina npocMoTpa aeTanei no MHUMAEHTY NPOANUTE MO CCbINKe <CCbIfNKa Ha KapTOuKy MHUMAEHTa>.

CwucTtema pervcTpauuu obpalueruii u nopaepxkn UT-ycnyr ans nonb3osatenei HPOPMaLMOHHBIX CUCTEM
AQ "MoceopokaHan" (Cepsuc — geck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe cooBlLEeHe CO3aHO 1 OTNPaBNEHO aBTOMATUYECKW W He TpebyeT NoATBepKaeHUa unu oteeTal

11

3azonosok: BaM HasHaueH UHUMAEHT <HOMep MHUMAEHTa>
Tekcm onoseleHus:
<Mms ucnonHutens>, Ha Bac HasHa4YeH UHUMAEHT <Homep nHUmaeHTa>.

3aronosok WHUMAeHTa: <3aronosok>

Onucanme nHumaenta: <Onucanvie obpallenus>

Monyyarens yenyr: <Uma nonyyarens>

MNpuoputeT nHumaeHTa: <MpuoputeT UHUMAEeHTa>

WHumpeHT nomkeH ObiTb pellen fo: <KpaitHui cpok>

[ns npocMoTpa AeTane no UHUMAEHTY NPOUANUTE NO CCbINKe <CCbINKA Ha KapTOUKY MHUMAEHTa>.

Cuctema pervcTpaumm obpatueruin n noaaepxkv UT-yenyr ans nonb3osatenen MHHOPMaLMOHHBIX CUCTEM
AO "MocsopokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.. +7 (499) 263 92 63

[aHHoe coobieHre Co3AaHo v OTNPABNEHO aBTOMATUYECKU U He TpebyeT noATBepXaeHus unm oreetal




i

OnucaHue npouecca ynpasieHHs. HHUMACHTaAMH 55 m3 62

TekcT onoBeLLeHus

3a20n1080k: Paboueit rpynne <HassaHue pabouelt rpynibl> HasHadeH Hapsa Ha paboty <Homep Hapaga Ha
pabory>

Tekcm onoseweHus:

MpuMuTE B OTBETCTBEHHOCTL HapsA Ha paboTy <HOMep Hapsaa Ha paboTy>, HasHaueHHbIN Ha Batly pabouyto
rpynny.

3aronoBok; <3aronoBok Hapsg Ha paboty>

Onucanue: <Onucanuwe Kapsipa Ha paboty >

Pabouas rpynna; <Ha3ssaHue pabouei rpynnbl>

Hapsia Ha paboty aomkeH BbiTh pelteH ao: <KpaiHuin cpok>

[ns npocMoTpa AeTaneit no Hapsay Ha paboTy NpoauTe No CCbINKE <CCbIrka Ha KapTouky Hapsaaa Ha
paboty>.

CucTema pervctpauuv obpalueruin u nogaepxku UT-ycnyr ans nons3osaresnen MHQOPMALIMOHHbIX CUCTEM
AO "MocsopokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLUeHre CO3AaHO 1 OTNPABNEHO aBTOMATUYECKM U HE TpebyeT NoaTBEPXKAeHUs unu oteetal

3azonosok: Bam HasHaueH Hapsa Ha paboTy <Homep Hapsiaa Ha paboty>

Tekcm onoseleHus:

<Ams ucnonHutens>, Ha Bac HasHaueH Hapsag Ha paboty <Homep Hapsaa Ha paboTy>.

3aronosok: <3aronosok>

Onucanue: <Onucanve obpalyeHus>

Hapsia Ha paboty fomkeH ObiTh petueH ao: <KpaiHuia Cpok>

[ins npocMoTpa aeTaneii no Hapsay Ha paboTy nponauTe Mo CCbifike <CCbifika Ha KapTouKy Hapsaaa Ha
paboTty>.

CucTema pervicTpaumv obpalueHunin u nogaepxkn UT-yenyr ans nons3osateneil MHHopMaLMOHHbIX CUCTEM
AQ "Mocsogokanan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLeHWEe CO3LaH0 1 OTNPABNEHO aBTOMATUYECKM U He TpebyeT NoATBepKaeHUs unu oteeTal

3azonosok: PaboThl no Hapsgy Ha paboTy <Homep Hapsaa Ha paboTy> 3aBeplLueHbl

Tekcm onosetueHus:

<AM8a nHuumaTopa Hapsiaa Ha paboTy>, paboTkl No Hapsay Ha paboTy <Homep Hapsaa Ha paboty>
3aBEpLUEHbI, ANs NOATBEPKAEHUS BbINOMHEHUS paboT HaXMUTE Ha CCbINKY<CCbINKa>, A1 BO30OHOBNEHWS
Hapsiaa Ha paboTy Ha CCbINKY <CCbINKa>.

3aronoBok: <3aronosok>

Onucanue: <OnucaHve Hapsaa Ha paboty>

[ins npocMoTpa AeTanei No obpalleHUio MPOANTE MO CCbIMKE <CCbIMNKa Ha KapTOUKy 0bpateHus>.

Cuctema pervcTpaumm obpatueHuin u nogaepxku UT-yenyr ansa nonb3oeatenei HPOPMALIMOHHBIX CUCTEM
AO "Mocsogokanan” (Cepsuc — geck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLLEHWE CO3AH0 ¥ OTNPABNEHO aBTOMATUYECKM U He TpebyeT NoATBEpPKAEHUS unv oteeTal




OnucaHye npoLecca ynpasieHYs HHUMACHTaMH 56 u3 62 !

Ne TekcT onoseLLeHUs
332071080k 3aperucCTPUPOBaH KPUTUHECKUIA UHLMAEHT <HOMEP UHLMAEHTa>
Tekcm onoseweHus:
3aperucTpypoBaH KpUTUYECKUIA UHLMAEHT <HOMEP WHUMOEHTE>.
3aronosok: <3aronosok>
Onucanue: <OnucaHue nHumpeHTa>
Monyuatenb ycyr: <UMs nonyvarens ycnyr>
Pabouas rpynna: <HassaHwe pabouelt rpynnbl>
15 [ina npocMoTpa geTanei NpoauTe No CCbINKe <CCbiSKa Ha KapTouKy UHUWAEHTa>.
CucTema perucTpauwmn obpalleHuii u noaaepxku UT-ycnyr gns nons3osarenei MHOPMaLUMOHHbLIX CUCTEM
AO "MoceogokaHan" (Cepsuc — feck).
http://sd.mvk.ru
email: sd@mosvodokanal.ru
Ten.: +7 (499) 263 92 63
[laHHoe cooBLUEHIe CO3AaHO0 1 OTNPABIIEHO aBTOMATUYECKU U He TpebyeT NoATBEpXKAEHNUA unun oTeeTal
3az0n1080k: Kon4ecTeo 3anpocoB AEHCTBU NONMb30BATENS NO MHUMAEHTY <HOMEP MHUMAEHTA> AOCTUMMO 2
Tekcm onoselweHus:
</ms MeHeoXepa MHUMAEHTOB>, N0 MHUWMAEHTY <HOMEP MHUMAEHTa> KONUYECTBO 3anpocos AeCTBMiA
nonb3osarens AOCTUIMO 2.
3aronosok: <3aronosok>
Onucanve: <Onucakvie MHUMAeHTa>
Monyyatens yenyr: <WUma nonyyatens ycnyr>
16 [ns npocmoTpa aeTanei NpoianTe No CCbinke <CCbINKa Ha KapTouKy UHLMAEHTa>.
CucTema peructpaumm obpaleHuit v noaaepxkun UT-ycnyr 4ns nonb3osartenei MHPOPMaLMOHHLIX CUCTEM
AO "MoceogokaHan" (Cepsuc — geck).
http://sd.mvk.ru
email: sd@mosvodokanal.ru
Ten.: +7 (499) 263 92 63
[aHHoe coobLueHre Co3haHo M 0TNPaBNEHO aBTOMATUYECKM U He TpebyeT noaTeepxaeHus unu otsetal
3azono60k: KpaitHuin cpok peLleHns nHuMaeHTa <HOMEP MHUMAEHTa> N3MEHUNCA
Tekcm onogeweHus.
<Wms ucnonHuTens>, kpanHuit CPOK PeLLEHNS UHLUMAEHTA <HOMEP VHLMAEHTA> U3MEHUNCA Ha <HOBbIA
KpawHwit Cpok>
3aronosok: <3aronoBok>
Onucanve: <Onucanve HUMaeHTa>
Nonyuatens ycnyr: <Ama nonyyatens ycnyr>
Mpuopurter: <Mpuoputer>
17 KpaiHuii cpok pelueHus: <KpaitHu CpoK pelleHus MHUuaeHTa>

[lns npocmoTpa AeTanei NpoiauTe No CCbiNKe <CChINKa Ha KapToUKy MHUMEOEHTa>.

Cuctema peructpaumm obpallieHuin u nogaepxku UT-ycnyr ans nonbaosarenei MHOOPMALIMOHHbIX CUCTEM
AO "Mocsogokanan" (Cepsuc — geck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLLeHre CO3AaH0 U OTNPABMEHO aBTOMATMMECKW U He TpebyeT noaTBepKaeHUs uav oteeral




Onucanue npouecca ynpasjeHust HHUUACHTaMH

TekcT onoBeLUeHns

332011080k CpoK BbINONHEHNA Baluero obpalieHns <Homep 00paLLeHus> U3meHuncs Ha <HOoBbIN KpatHK
Ccpok>

Tekcm onogewjeHus:

</ms nonb3osaTena>, Cpok BuINONHeHUs Baluero 0bpaleHus <Homep obpalueHns> nameHunca Ha <Hosbii
KpanH1 cpok>.

3aronosok obpalLeHuns: <3aronosok>

Onucanve obpawerus: <OnucaHue obpatieHus>

Oxumpaembii Cpok BeinonHeHWs: <Cpok BbINONHEHUS>

[nsi npocmoTpa aeTanei NpoiauTe No CCbike <CCbiNka Ha KapTouKy obpalleHns>.

Cvctema peructpaumu obpalleHuin n nopaepxkm UT-ycnyr Ans nons3osareneit UHPOPMaLMOHHbIX CUCTEM
AO "MocsopgokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLLEeHNe CO3AaHO M OTMPABNEHO aBTOMATMMECKM U He TpebyeT noaTeepxaeHus nnu oteetal

3azonosok: Moctynuno obpaluenre <Home obpallerus> kareropuy “Xanoba"

Texcm onoseweHus:

</Msa MeHeXepa UHLMAEHTOB>, NocTynuno ofpalieHne <Homep obpalleHns> kareropum "XKanoba'.
3aronoBok: <3aronoBok>

Onucanve: <Onucaxve>

Monb3osatens: <MmMa nonb3osatens>

[ns npocMoTpa fetaneit NpoiaunTe 1o CCbiNke <CChika Ha kapTouky obpalyeHmns>.

CucTtema peructpauum obpallenuit u nogaepxku UT-ycnyr ana nonb3osarenen MHPOPMaLUOHHBIX CUCTEM
AQ "MocsogokaHan" (Cepsuc — feck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[aHHoe cooBLUeHre CO3AaHO W OTNPABMNEHO aBTOMATUHECKM U He TpebyeT noATBEPXKAEHN unu oTeeTal

3a20n0680k: 3aperucTpupoBaH UHLUMAEHT <HOMEP WHUMAEHTA> C BNUsiHWueM <BnusHue>
Texcm onoseuweHus:

3aperncTpupoBaH UHUMAEHT <HOMEp WHLMAEHTa> C BrMsHWEM <BnusaHue>.
3aronosok; <3aronosok>

Onucanue; <OnucaHue nHumaeHTa>

Ans npocmoTpa AeTanei NpoianTe No CCbinke <CCbiNka Ha KapTOYKY UHUMAEHTa>.

CucTtema peructpauuv obpaluexuit u nogaepxku UT-yecnyr ana nonb3osatenen MHPOPMaLUOHHBIX CUCTEM
AQO "MocsogokaHan" (Cepsuc — aeck).

hitp://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHOe co0bLLEeHe CO3/1aH0 U OTNPABMEHO ABTOMATUYECKM U He TpebyeT NoATBEPKAEHUS Unn oTBETa!




Onucanue npoliecca ynpasjleHUS MHLIHAEHTAMH 58 u3 62

TekcT onoseLeHus

21

[locTvKeHWE CBA3AHHbIX C MHLMAEHTOM 0BpalLeHuit konuyecTea 5 LWT.

3azon080k: KonniecTao obpallieHuit, CBSA3aHHbIX C MHLWMAEHTOM <HOMEP UHLUMAEHTa>, AOCTUIMO S

Tekcm onosewjerus:

</AMa MeHeaKepa YHLMAEHTOB>, KONMYECTBO 0OPALLEHUIA, CBA3AHHBIX C MHUNAGHTOM <HOMEP MHUMAEHTA>,
focturno 5.

3aronosok: <3aronoBok>

Onucaxve: <OnucaHve UHUMAEHTa>

Monyyatens yenyr: <Wms nonyyarens ycnyr>

[ns npocMoTpa aeTanei NpoiauTe No CCbINKe <CCbirka Ha KapTouKy MHUMAEHTE>.

Cvictema perucTpauuv obpatueHuit u nopnepxku UT-yenyr ans nonb3osatenei UHHOPMaLMOHHbBIX CUCTEM
AO "Moceopokanan" (Cepsuc — aeck).

http://sd.mvk.ru

email; sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[aHHoe coobilieHre Co3aHO 1 OTNPaBNEHO aBTOMATUYECKM 1 He TpebyeT NoATBepXaeHWs unu oTeeTal

22

3az0n080k: HacTynuna nnaHoBas aaTa BhINONHEHUA Hapsaa Ha paboTy <HoMep Hapspaa Ha paboty>
Tekcm onoseLUeHUs.

<Wms VicnonHutens>, HacTynuna nnaHoBasi Aata BbINOMHEHUS Hapsaa Ha paboTy <HOMep Hapsaa Ha
paboTty>.

3arosoBok: <3aronosok>

Onucanue: <OnucaHuve Hapsiaa Ha paboty>

Monyuatens yenyr: <Wms nonyyatens ycnyr>

[ins npocMoTpa AeTaneit NpoiauTe No CCbinke <CCbiNka Ha KapTouKy Hapsaa Ha paboTy>.

Cvctema perucTpaumm obpatleHni u nopaepxku UT-yenyr ans nonk3osateneil HPOPMALMOHHBIX CUCTEM
AO "MocsopokaHan" (Cepsuc — feck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[JlaHHoe cooblLeHe CO3AaHO 1 OTNPAaBNEHO aBTOMATUYECKU W He TpebyeT nogTeepxaeHus unu oteetal

23

3az0n080k: KpaiHui Cpok BbIMOMHEHWS MHUMAEHTE <HOMEP MHUMAEHTA> HapyLUeH

Tekcm onogeweHus:

<Mms YcnonHutens>, KpanHUi CPOK BbIMOMHEHWUS UHLMAEHTA <HOMEP WHUWAEHTa> HapyLeH.
3aronosok: <3aronosok>

Onwucanue: <OnucaHue nHUMaeHTa>

[ina npocMoTpa aeTanei NpoiauTe No CCbinke <CCblfka Ha KapTouKy MHLMAEHTa>.

CucTteMa pervcTpaumm obpalleHuit v nopaepxku UT-yenyr ans nonbaosarenen MHHOpMaLMOHHbLIX CUCTEM
AQ "MocsopgokaHan” (Cepsuc — Aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLLEeHNe CO3AAHO M OTNPABNEHO aBTOMATHUYECKM U He TpebyeT noaTeepXaeHUa unu oteeTal




OnucaHue npotiecca ynpasleHUsA UHIMICHTAMK 59 u3 62

TekcT onoseLyeHus

24

3azonosok: Mpowwno 75% BpeMeHu, OTBEAEHHOrO Ha PeLLiEHNe MHLUWAEHTa <HOMEp UHLUAEHTa>

Texcm onoseujeHus:

<IAms UcnonHutens>, npowwno 75% BpemeHu, OTBEAEHHOIO Ha pPeLLEHNe MHUUAEHTa <HOMEP UHLMAEHTa>.
3aronosok: <3aronoBok>

Onucanue: <OnucaHve UHUMOEHTa>

MpuopwureT: <[NpuoputeT>

Monyuatens ycnyr: <Wms nonyyarens ycnyr>

WHUMaeHT nomkeH ObIT pelieH Ao: <KpaiiHui CpoK peLleHns UHUMaeHTa>

[ns npocMoTpa AeTaneii NponaUTe MO CChINKe <CCbiNKa Ha KapTOUKY UHLMAEHTa>.

Cucrema pervucTpaluu obpatueHuii u noaaepxki UT-yenyr ans nonb3osatenein MHhopMaLMOHHbIX CUCTEM
AO "MocsopokaHan" (Cepeuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobuieHre CO3AaH0 1 OTNPaBNEHO aBTOMATUHECKM 1 He TpebyeT noaTeepxaeHUs unu otsetal

25

3az0n080k: Heobxoaumo cornacosath Tpyno3arparbi Ans Hapsga Ha paboTy <Homep Hapsiaa Ha paboty>
Tekcm onoseleHus:

<ms Cornacosarens Tpygosarpar>, He0GX0AUMO COrnacoBarb TpyAo3aTparhl Ans Hapsaa Ha paboty
<HoMep Hapsfa Ha paboty>

3aronosok: <3aronoBok>

Onucanue; <Onucanue Hapsga Ha paboty>

[na npocmoTpa AeTanei NpornauTe Mo CCbINKe <CCbifka Ha kapTouky Hapsiaa Ha paboTy>.

CucTeMa pervcTpaumm obpalleruit u noaaepxkm UT-ycnyr ans nonbaosatenein UHOopMaLMOHHbIX CUCTEM
AQ "MoceogokaHan" (Cepsuc — peck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLLeHMe CO3AaHO 1 OTNPABNEHO aBTOMATMHECKH W He TpebyeT noaTeepxaeH!s unu oTseTal

26

3azonosok: Tpynosatpatbl No HapsAay Ha paboTy <HOMep HapsiAa Ha paboTy> cornacoBaHbl
Texcm onoseweHus:

Tpygosatpartbl no Hapsigy Ha paboTy <Homep Hapsaa Ha paboTy> cornacoBaHb!.
3aronosok: <3aronosok>

Onucanue: <OnucaHve Hapsaa Ha paboTy>

[inst npocMoTpa AeTanei NpoiauTe No CCbinke <CCbirka Ha KapTouky Hapsaa Ha paboTy>.

Cuctema peructpauum obpalueruii u nogaepxkn UT-yenyr ans nonb3osarenen UHHOPMALIMOHHbLIX CUCTEM
AO "MoceopokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

NlaHHoe cooBLLEHMe CO3AaHO U OTNPABNEHO aBTOMATUYECKU Y He TpebyeT noATBepxaeHUs unu oteetal




OnucaHue nmpouecca ynpasjieHUA HHIITAACHTAMH

Tekcr onoseLleHnd

3azornosok: B Hapsa Ha paboTy <HoMep Hapsaa Ha paboTy> aobaBneH KoMMeHTapui
Tekcm onogeweHus:

B Hapsp Ha paboTy <HoMep Hapsiga Ha paboTy> fobasneH KoMMEHTapui:

<TeKcT KoMMEHTapua>

3aronosok; <3aronoBok>

Onucanue: <OnvucaHue Hapsaa Ha paboty>

[ns npocMoTpa aeTanel NpoitauTe No CCblke <CChiNKka Ha KapTouKy Hapsaa Ha paboTy>.

CvicTema perucTpaumv obpatueruii u nogaepxku UT-yenyr Ans nonbaosarenei HMOPMaLMOHHBIX CUCTEM
AO "MocsogokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLueHre CO3AaHO Y OTNPaBNEeHO aBTOMATMYECKM U He TpebyeT noAaTBepxaeHus unv oteetal

3azonosok: Hapsag Ha paboTy <Homep Hapsiga Ha paboTy> nepesegeH B cratyc "Oxuaaque AerncTBriA
vHULMaTopa” .

Texcm onosewjeHust:

Hapsig Ha paboTy <HoMep Hapsiga Ha paboTy> nepeBefieH B cratyc "Oxuaanue aerncteui Muuumuaropa”

CucTema peructpayuu obpalerui u nogaepxku UT-ycnyr ans nonb3osarenei MHPOPMaLMOHHLIX CUCTEM
AQ "Mocsogokanan" (Cepsuc — geck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHoe coobLieH1e CO3aHO 1 OTNPABNEHO aBTOMATUMECKM U He TpebyeT noaTBepxaeHUs unn otsetal

3az0n080k; B MHUMAEHT <HOMEP MHUMAEHTa> 00OABNEH KOMMEHTapUI

Texcm onoseuwjeHust:

B MHUMAOEHT <HOMEp UHUMAeHTa> no6aBneH KOMMEHTapUIA:

<TeKCT KOMMEHTapua>

3aronosok: <3aronoBok>

Onucanve: <OnucaHve>

[ins npocmoTpa AeTanei NponauTe no CChinke <CChiNKa Ha KapTOuKY UHUMAEHTa>.

CucTema peructpaumm obpatueHuin v nogaepxkn UT-yenyr ans nonbaoearernei HopMaUMOHHBIX CUCTEM
AO "MocsopokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[aHHoe coobLieHre Co3aaH0 W OTNPAaBNEHO aBTOMATUYECKV U HE TpebyeT noaTeepxAeHUs unv oteetal




Onucauue npolecca ynpasleHUsS HHIMAEHTAMH 61 u3 62

TekcT onoBeteHns

30

3az20n080k; PaboTbl N0 MHUMAEHTY <HOMEP UHUWAEHTA> 3aBepLUEeHbI

Tekcm onoseuwjeHus:

<WAms nonyyatens ycnyr>, paboTbl N0 UHLMAEHTY <HOMEP MHUMAEHTA> 3aBEPLLEHSI.

3aronosok: <3aronosok>

Onucanue: <Onucaxue>

[lnA npocMoTpa AeTanei no MHLUMAEHTY NPOAAUTE MO CCINKE <CCbiNKa Ha KAPTOUKY MHUMAEHTa>.

CucTema pervcTpalm obpatLenuii u noaaepxku UT-ycnyr ans nonb3osatenen MHOPMaLMOHHLIX CUCTEM
AO "MocsogokaHan" (Cepsuc — geck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHOe COOBLLEHME CO3aHO U OTNPABNEHO aBTOMATUYECKN U He TpebyeT noaTBepKAEHUs unv oteeTal

31

3aconosok: PaboTbl no Hapaay Ha paboTy<Homep Hapsaa Ha paboTy> HauaTbl

Tekcm onoselweHus:

<ms nonb3osatens>, paboTbl No Hapsay Ha paboTy <HoMep Hapsaa Ha paboTy> HauaTb!:
3aronosok Hapsaa Ha paboty: <3aronosok>

OnucaHue Hapaga Ha paboTy: <Onucanue Hapsaa Ha paboty>

MNpwoputeT: <MpuoputeT>

Cpok BbINOMHeHNA: <CpoK BbINOTHEHUR> ,

[ins npocMoTpa geTarel no Hapsay Ha paboTy NPoauTE MO CCLINKE<CChINKA Ha KAPTOUKY Hapsaa Ha
paboTy>. '

CucTema pervcTpaumm obpatlenmii v nogaepxku UT-ycnyr ans nonb3osatenen MHhOPMALMOHHBIX CUCTEM
AQ "MocsopgokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHOe CoobLLUEHME CO3AHO W OTNPABNEHO ABTOMATMYECKW U He TpebyeT noaTBePKAEHUs unu oteeTal

32

3azonosok: PaboTbl no Balwemy obpalieHunio <Homep obpatleHs> NPUOCTaHOBNEHD

Tekem onoseujeHust:

<ms nonb3osatens>, paboTsl Mo Bawemy obpatLernio <Homep obpalleHns> NpUOCTaHOBNEHSI.
MpuumnHa npuocTtarosku: <MpuyyHa NPUOCTaHOBKN>

PaboTbl npuocTaHoBNeHs! A0: <flaTa, A0 KOTOPOI NPUOCTaHOBNEHbI PaBoThl>

3aronosok obpatyerus: <3aronosok obpalleHus>

Onucanve obpaluenus: <OnucaHue obpalleHns>

[Ins npocMoTpa AeTaneil No Hapaay Ha paboTy NpoiiauTe Mo CCbIMKE<CCbINKA Ha KapTOUKY 06paLyeHns>.

CucTema pervcTpaumm obpatueHuit v noaaepxku UT-yenyr ans nonb3osatenei MHHOPMALMOHHbIX CUCTEM
AQ "MocsogokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHOE COOBLLEHME CO3AaHO0 1 OTNPaBMEHo aBTOMATUYECKM 1 He TpebyeT NoATBEpKAEHMS U oTeeTal




Onucanue npoiiecca ynpasieH|s HHUMAECHTAMH 62362 |

Ne TekcT onosetyeHns

3azonosok; PaboTbl no BaweMy obpalyeHuto <HoMep o0palieHUs> 3aBepLueHb!

Tekcm onoseweHus:

<WAms nonbaosatens>, paboTbl M0 BaLLEMy 3aNpOCy Ha U3MEHeHVe 3aBepLueHbl. HeodXoaumo NOATBEPANTL
BbINOMHeHve paboT. Ecnin Bl He NOATBEpAUTE BhIMONHEHUe PaboT B TeueHue 3-X AHeN, yBeoMneHue 06
aTom GyaeT HanpasneHo BallieMy PYKOBOAUTENIH. '
PelueHue: <TexcT pelleHus>

3aronosok obpalleHus: <3aronoBok>

Onwucanve obpaluerms: <Onucanue obpaleHus>

33 | Ins npocMoTpa AeTaneii no obpaLeHIio NPOMAVTE MO CCbINKE<CChNKa Ha KapTouKy 0OpaLLeHns>.

CucTema perucTpaiyn obpalyeHuit n noaaepxk1 UT-yenyr ans nonb3osatenei MHQopMaLMOHHbIX CUCTEM
AO "MocsogokaHan" (Cepsuc — aeck).

http://sd.mvk.ru

email: sd@mosvodokanal.ru

Ten.: +7 (499) 263 92 63

[laHHOe CooBLLEHNE CO3AAHO W OTNPABNEHO aBTOMATMYECKM U HE TpedyeT NoATBEpXKASHUS UK otsera!

XI. IOPSAOK YIIPABJIEHUA ITIPONECCOM

B  meisx yOopaBleHHs mOporeccoM MeHemkep HMHIMAEHTOB  (GopMHpYeT
TIpeIoXKEHHE TI0 YTBEPXKASHHUIO IIeNEBBIX ToKasarelell MeTpUK npolecca Ha ouepeHOI
oT4eTHBIH meprod. OTUETHBII TEpHOJ COCTABIAET 1 MecsI] ¢ MOMEHTA 3allycKa Iporecca.
MeHeqKep HHUMICHTOB BHOCHT MPEIJIOXKEHHUS I10 LEIEBBIM IIOKAa3aTeNsiM B IInan
YIpaBNeHHs IIPOIECcCOM X BBIHOCMT HX Ha YTBEpXKAeHHe Bramensily mpouecca.
[To UCTEYEeHUH YKAa3aHHOTO cpoka (akTHUecKue IOoKasareNnd TaKkXe BHOCATCS B IUIAH
ynpaenenus npoueccoMm. Illabnon rmniaHa ynpaBieHHs [POLECCOM NPEACTABICH
B [Tpunooicenuu 2. TloMAMO IUTaHOBBIX M (QAKTHYECKUX [OKa3aTeNeH B TIaHE yNpaBIeHUs
QHUKCUPYIOTCS BCE MEpONPHATHUA, TpearnpHHuMaeMble MeHepkepoM npouecca B paMkax
yhpaBieHHs mnpoueccoM. (PakTHyeckde MOKas3aTeNH Takke GUKCHPYIOTCS B [Inaue
YIIpaBJICHUS MPOLIECCOM.

XII. METPUKHU ITPOIXECCA

MeTpuKM IpoLecca yIpaBieHusi HHLUMACHTaMH TipencTasiensl B Coopuuke KPI
"KroueBble oKazaTen 3b(PeKTUBHOCTH NpoLecca YIIpaBlIeH)s HHIUAEHTaMu ",
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Ila6Ji0H nuIaHa ynpaBJieHUus1 MpolleccoM

Hpunoxenue 2
k Onmcanuio nmpouecca
yNpaBJieHUs HHUUICHTaMH

MeponpusTue

Llenb meponpusTus

KOHTpOnbHbIV Cpok

N3mepseMbIi nokasatens

Lleneskble 3Ha4eHUs Nokasarens

dakTuueckue 3Ha4yeHUa nokasarens




[Mpunoxenue 5
K PernameHTy nmpouecca
VpasneHnUs HHUHAEHTaMH

CBOPHUK KPI

KJIIOYEBBIE IIOKA3ATEJIN D®PPEKTUBHOCTHA
INPOLIECCA YIIPABJIEHUSI MTHIIMHIAEHTAMH



C6opuuk KPI

KJlioUeBbie Nokasatenu sheKTHBHOCTH npoLiecca VNpaBieHns MHUMASHTaMU 2u3 16
COJIEP)KAHUE

[.  |OOwue nonoxxeHus 3
II. |OGo3HaueHUs U COKpaLIeHUs 3
III. |Tepmunsl u onpeneneHus 4
IV. |O6mue KPI nmpouecca 5
V. |KPI ponu [Tons3oBarens 8
VI. |KPI poneit ciyx651 CepBHC-IECK 9
VII. |KPI ponu Koopaunartop 12
VIII. |KPI ponu UcnonHutennb 14
IX. |KPI ponu UcnonHutens Haps0B Ha paboTy 16

Ipunoocenue: Tloaxon x aktusauuu KPI




C6opunk KPI1

3uz 16
Kiouesnie nokasateny a¢pQpekTHBHOCTH Npolecca YnpasjieHHS HHUMACHTaMH

I. OBUIME ITOJOKEHMUSI

1.1. Céopuux KPI KimoueBbie mokazatenu 3¢pQekTUBHOCTH Mpoluecca Y IpaBieHus
uHuuaeHTaMu (manee mo TekcTy — COopuuk KPI) comepxuT omnmcaHus OCHOBHBIX
KroueBbIX mokasareneir sddexruBnoctu (KPI), Haubomee wacTo MNPUMEHSIOLIMXCS
Ha npakTuke ynpaBieHus WT-moapasfeneHdeM M COOTBETCTBYIOIIUX OCOGEHHOCTSIM
npenocraBnenus UT-ycnyr B Obwmectse.

[lepeuncnennsile KPI Moryr wucnone3oBaThCs JIA KOHTPONISL M OLEHKH
GYHKIIMOHUPOBAHUS KakK Ipollecca B LEIOM, TaK U OTAENBHBIX posield. Kakue mokaszarenu
U3 MEepedHs MCIONb30BAaTh — PELIaeTCs B Ka)XIOM KOHKPETHOM Cllydae M JUIS KaxIOoH
OTJENBLHOH poOJIM B 3aBUCUMOCTH OT HU3MEHAIOIIMXCA ULeded ¥ 3aaad MpoLEeCCOB
npenocrasinenus UT-yciyr.

1.2. IIpunsTHe pellieHUs O COCTOSHHUM NpoLecca U OLEHKA POJIEH €ro y4acTHUKOB
Ha ocHOBE (OpMAJIBHEIX MIOKa3aTeleil He JOJDKHA HOCUTh (opMansHbIN XapakTep. Huskoe
WM Beicoko 3Hadenne KPI B mepByro odepens NOJDKHO SBIIATHCA IIOBOJOM IS aHajIU3a
TEHJEHIUH, BBIABJICHUS MPUYHH, KOTOpble IIPUBEIH K TaKOMy pe3yjbTaTy, a Takxke
KOPPEKIMH OKOHYATEIHHOIO BEIBOJA.

1.3. Pasnen IV comepxur onucanune obmux KPI mna mpouecca YmpaBieHHS
unnuaentamMu. [Ipumenenue stux KPI nenecoob6pa3sHO st OLEHKH BCEX YYaCTHHUKOB
Tpolecca, HapUMeEp, B OT4eTaxX ¢ GUIbTpalMei 10 NoApa3AeeHHAM U IPYIITUPOBKOMA MO
HcnonHuTensMm.

1.4. Pasgenst V-IX comepxkatr omucanue KPI pomeit mnponecca YmpaBieHUs
urnunenTamu. KPI poneit cinyx6el CepBHC-I€CK MOTYT OBITH IPUMEHEHBI AJA CIIyXObI
CepBuc-I1ecK B LIEJIOM.

1.5. Pa6oThHukM, wu3yuuBiune Hacrosmmii CGopruk KPI, 6ynyr crmocoOHEI
camocTosaTeNbHO (opmupoBate KPI, COOTBETCTBYIOIIME H3MEHSIOIIEMYCS COCTOSIHUIO
CHCTEM MEHEKMEHTa, KOTOphIEe He NPUBEACHB] B JJOKYMEHTE.

1.6. B C6opruke KPI a1 yro6cTBa BOCIpUITHS pAMeHseTcsa knaccupurauus KPI
110 IIpOLIECCcaM, a TaK)Ke pOJisIM YYacTHHKOB Ipouecca. Ilpu ¢opMupoBaHMH OTHETOB
cozepxamux Heckonbko KPI knmaccugukaius MOXeT ObITh HapylleHa — B OOMH OTYET
MoryT nonanats KPI paznuussix y4acTHHUKOB IIpoLecca.

1.7. qns kaxxporo KPI npuseneHs! cieayrommue OCHOBHEIE CBEACHMA:

— Ha3BaHHUE,

— CoOJepKaHue CBEICHUM,

— Ha3HAYCHUEC;

— dopMyna ans pacyera 3HaYEHUS.

II. OBO3HAYEHUSA U COKPAIIIEHUA

B C6opuuke KPI npumeHeHE!I clieyrolne 0003HaYeHUs U COKpaIleHHU:

OO01ecTBO —  AO "MocBogokanan";

KPI — key Performance Indicators, kiroyeBble TOKa3aTenH
3¢ )EKTUBHOCTH;




C6opHux KPI 4w 16
Kiouesnie rnokaszatenu 3¢peKkTHBHOCTH Mpolecca Y npasieHus HHLWASHTaMU |

ACCUI — AC "Cepsuc [eck", aBToMaTU3UpOBaHHAas CUCTEMA
ynpasnenus UT-cepBucamu, cucTeMa perucTpalun
¥ KOHTPOJIS UCTIOIHEHHSI 00pallleHUH;

OB5AUT —  OTHAEJHBI 10 SKCIUTyaTallM¥ aBTOMAaTU3aLuH
U WHGOPMAITMOHHBIX TEXHOJIOTHH ITPOU3BOICTBEHHBIX
noapaszaenenuit OOmeCcTBa;

PT" — pabouas rpymnra;

YACYTIIuC — ymnpaBjieHHe aBTOMAaTHU3UPOBAHHEIX CUCTEM; yNPABICHUS
TEXHOJIOTMUECKIUMH NPOLIECCAMU U CBA3U;

YKUCY — ymOpaBJieHHe KOpIOpaTUBHON HHOOPMAIMOHHONW CHCTEMBI
yIpaBJICHHS.

III. TEPMHMHBI U ONTPENEJIEHH
B C6opuuke KPI npuMeHeHs! crieyromue TEpMUHEL M OTIPEACICHUS:

3.1. ACCJ ("CepBuc Hdeck'): aBToMaTu3upoBaHHas cucreMa ympasinenus HT-
CepBHCAMM, CHCTEMA PETUCTPALIUH M KOHTPOJIS UCIIOIHEHUs OOpallleHUH.

3.2. Bpemsi BbINOJIHEHHS MHUHACHTA: UHTEPBAJ BPEMEHU OT MOMEHTa CO3[aHUsA
HHIKAEHTA JI0 IIepeBoia B craTtyc "BrinonaHen".

3.3. Bpemsi 06paGoTKH MHUMIEHTA: HHTEPBAI BPEMEHH HaXOXACHUA MHIHACHTA
B ctaTyce "B pabore".

3.4. Bpemsi peakuum: UHTEpBaJl BpPEMEHH OT MOMEHTa CO3JaHHs JO0 MOMEHTa
Havana pa6ot mo uHuKaeHty. B AC CJI BpeMs peakuyd Ha MHOUIACHT PaBHO BpEMEHU
OT MOMEHTA CO3JAaHMA MHIMIEHTa 10 IEpBUYHOTO MepeBoja B cratyc "B pabore". Bpems
peaklMd He JOJDKHO TpeBBIaTh 25% OT BpeMeHH BBITIONHEHHS Bcex pabot
o yctpaHeHuto MHuueHTa.

3.5. Kano6a: paznoBuaHocth Obparenus [lone3oBaTens ¢ BEICOKMM HETaTHBHBIM
OTTEHKOM, NIOCTYIHMBIIEE B 3JIEKTPOHHOM WK YCTHOH (opMe, coaepixariee HHYOPMALIUIO
O HeKa4eCTBEHHOM BEIIIOJIHEHHH paboT M0 TeKYIUM W/HIH npensiaymmm OOpalieHusM
I[Tonp3oBaTens, OTCYTCTBHM KOHCTPYKTHBHOIO B3aHMOJEHCTBHS M OOpaTHOM CBSA3M
¢ UcnonHuTeneM, a Takxke O HEBHINOJHEHMH M/WIM HEHajUIeXalleM BBIIONTHEHHH paboT
B coorBeTcTBUM ¢ ObOpamenueM Ilons3oBarens.

3.6. Muxxenep ciyx6bt CepBHc-AecK: pollb, OTBETCTBEHHAs B IEPBYIO0 Ouepelb
33 NpefOCTABJICHHE MIEPBIHYHOM TOIAEPKKHU Mob3oBarenei Ob1ecTsa.

3.7. Aunnaent (cGoii): mobGoe coObiTHE, MOpoxaeHHOoe uinu cBazanHoe ¢ UT-
uHbpacTpykTypoi u/umi ¢ UT-ycayroi, KOTopoe IIPHBENIO MITH MOXET NIPUBECTH K cOOI0
B IIPeIOCTABICHIH WIIH CHUXKeHUto kadecTBa UT-ycnyrn.

3.8. KaroueBrnle nokasateau >¢pdexruBHoctn (Key Performance Indicators):
nokazatenu aearensHocTd oTaenoB YKHCY, VACYTIIuC, Ha3HaYUEeHHOTO UCIIOIHUTENS
ODAUT, kotopble momoratoT OOILECTBY B JOCTHIKEHHM CTPATETHMYCCKUX M TAKTHIECKMX
(omepalinOHHBIX) LiEeNeH.




C6opnuk KPI

Sus 16
Kmouesble nokasatenu 3GpeKTHBHOCTH Npouecca Y npaBieH!s MHLMACHTaMH

3.9. Kpaiiuuii CpoK BBINOJIHEHHS: 1aTa U BpeMs, [PH HACTYIJIEHUH KOTOPBIX
paGoTHI 110 pa3pelleHKI0 MHIUACHTA WK BEITOIHEHUIO Hapana Ha paboTy NOJDKHBI ObITH
3aBepLUEHBI.

3.10. MapmipyTu3auus: ONITUMAIBHOE  Ha3HaYeHHWEe HHIOUJAEHTa B  pabory
B COOTBETCTBMHU C 3apaHee YCTAaHOBJICHHBIMU IIPaBUIIAMH.

3.11. Hapsan Ha padoTy: 3aperucTpupoBaHHas ox onpeacnéHHBIM
uaeHTHQHUKAUMOHHEIM HomepoM 3amuce B AC CJl, npusssanHas kx HWHuupgeHty
U cofepxaiias HMHGOpPMAnMilo O TOM, Kakylo paboTy HeOOXOOMMO BEIOIHMTE,
OTBETCTBEHHOI'0 34 BBIMOJIHEHHE 3TOM paboThl, KOHTPONBHBIA CPOK, a Takke MPOUyHo
ciryxeOHy0 nHbOpMAaLHIO.

3.12. O6pamenue: 3apeructpupoBanHas 3asBka BcucreMe AC "Cepsuc [leck"
Ha OCHOBAHHM o6palleHus KoHeyHoro mnojib3oBartens UT-cepsucamu OOl1iecTBa, KOTOPOH
NPUCBavBaeTCA YHUKAIBHBIH HOMEp ¢ HHAeKcoM SD.

3.13. Ouepear MHIHUIEHTOB: MHIMAEHTH ("XBOCT"), HaxXoAdlIHeCHd B pabote
y ornena YKUCY, VACYTIIMC, HasHaueHHOro HCHONHHUTeNs Ha 1 (mepBoe) 4HCIIOo
Mecsla, CIEOYIOIIEro 3a OTYETHHIM, 0e3 ydeTa HHIHUACHTOB, 3aperMCTPUPOBAHHBIX
B TeueHHH 5 (MATH) TocneAHUX pabodyux THEH.

3.14. IloapsiaHas OpraHHu3anMs: BHEIIHAA Oopra"u3auus WM CTPYKTYpa
KoMnanuu, paGOTHUKHA KOTOPOHM MPHHUMAIOT yyacTHe B pelieHuH MHIMIEHTOB.

3.15. PaGouas rpynma: rpynmna pabOTHHKOB, COBMECTHO 0OpadaTEIBAIOLIMX
WHIMJIEHTHIL.

3.16. Cnyxba CepBuc-geck: QyHKIIHOHANBHAS €IMHULIA, HaxoaAIasCs
B IOMYMHEHHUM  3aMeCTHTeNs  [JaBHOTO  HHXeHepa, IpejcTaBisfiomas  coOoi
€TUHCTBEHHYIO TOUKy KoHTakTa ¢ [lone3oBarenamu.

3.17. Cayx6a TexHH4ecKoil mnoamepxku: crenmanuctsl oraenos YACYTIIMC,
YKUCY 4 OTAENOB MO 3KCIUTyaTal[di aBTOMATH3alMU U UHGOPMALMOHHBIX TEXHOIOTHI
IT1.

IV. OBHIME KPI IPOLECCA
4.1. JlIHHAMHMKA KOJM4€CTBAa HHIHACHTOB
KPI neMOHCTpHpPYET U3MEHEHHE KOINYEeCTBAa PETUCTPUPYEMBIX HHIIUACHTOB.

KPI npeaHasHadcH JUIsL BBIABICHUA TEHJACHIIMA BO3HUKHOBEHUS WHIUIECHTOB
H CBOCBPEMCHHOI'O NIPUHATHSA MED I10 obecrieueHuI0 BEIMOMHeHUS SLA.

3unauenue KPI onpenensercs no @opmyne.

KPI = KonuuyecTso MHLMAEHTOB, 3apericTpupoBaHHbIx 3a oT4eTHBIA nepuog 8 AC CA (n)

4.2. Jlonsl HHIMIEHTOB ¢ cO0JII0ieHHEM KPalHero cpoka

KPI oTpaxaeT [0MK0 HHIUAEHTOB, BBINOJHEHHBIX 3a OTYETHBIH IEPUOR
0e3 HapyIlleHUs KpailHero Cpoka.

[MpumeuaHue:
daxT BBHITOJHEHUS HHIMIEHTA, O3HAYAeT NEPEBO] HHLMICHTA B cTaTyc "BeinonHen".
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KPI mpenna3HadyeH ANS BBISBICHUS TEHACHIMH U CBOEBPEMEHHOIO IPUHATUS MEP
no obecrneuenuro SLA.

3unauenue KPI onpenensercs no Popmyne:

KP1 = a/m*100%, rpe
a — KOMMYECTBO WHLMOEHTOB, BLIMOMHEHHBIX 33 OTHYETHbIM MEPUO Y KOTOpbIX 3HaueHue atpubyta ‘lMpocpoueH”
paBHo false,
M — KONUYECTBO UHLUMAEHTOB, BbINOMHEHHbBIX 38 OTHETHDBIA NEpUoA.
NarHbiit KPI cuntaeTcs ana MHUMAEHTOB, HAXOAALMXCS B cTaTyce "3aKkpbiT".

4.3. JIoJiss HHUHIAEHTOB ¢ CO0/TI0ileHHEM BPEMEHH PeaKIHH

KPI oTpaxaeT [OONO WHIMACHTOB, BBINONHEHHBIX 34 OTYETHBIM MEPHOL,
C COONIOJCHHEM YCTAHOBJIEHHOTO BpEMEHHU NPHUHATHS HHIHJEHTOB B pabory.

KPI npenHa3HavyeH AJS BBIABICHUS TCHACHLMH U CBOCBPEMEHHOIO IPUHATHUS MEP
no obecrieuenuro SLA mocpeacTBoM cCOOMIOACHHS YCTaHOBIIEHHOTO CpOKa MpPUHATHSA
HHIMAEHTOB B paboTy.

Bpems peakiuu ycTaHaBIUBaeTcs Kak 25% OT KpaiHero cpoka.

3nauenue KPI onpenensercs no @opmyne:

KPI=b/n*100%, rae
b — KONMYECTBO UHLMAEHTOB, BLIMOMHEHHBIX 33 OTHYETHbIN NEPUOL, Y KOTOPbIX 3Ha4eHUe aTpubyTa "HapyLueHo Bpems
peakuuu” pasHo false,
N — KONWUYECTBO WHLMAEHTOB, BbIMOSHEHHbIX 33 OTYETHLIA NepUoa.

44. ﬂo.ﬂﬂ HHUHMAEHTOB ¢ MOBTOPHLIM OTKPBLITHEM

KPI orpaxaeT g0 HWHUMAEHTOB, BBINONHEHHBIX 3a OTYETHBIA MEPHOA,
JUTS KOTOPBIX MOJB30BaTelb HE COIJIACHICA C Ppe3yJNbTaTOM BBHITTOJIHEHUS (cBs3aHHOE
C MHUUIEHTOM obpalleHre ObIIO OTKIIOHEHO MT0JIb30BATENEM).

KPI mnpenaHasHaveH Ui BBISABICHHS TEHAEHUMH M CBOEBPEMEHHOIO IPHHATHA
Mep 110 0O€ECIIEYEHHIO KauecTBa BBITOIHEHUs paboT.

3nauenue KPI onpenenserca no Popmyne:

KPI=c/m*100%, rpe
C — KONUYECTBO UHUMAEHTOB, OTKPbITLIX NOBTOPHO,
M — KOMMYECTBO UHLMAEHTOB, BLINOMHEHHbIX 3@ OTYETHBIN NEPUOA.
[annbiit KP1 cuntaeTcs Ana MHLMGEHTOB, HAXOAALLMXCA B CTaTyce "3aKpbiT".

4.5. Cpeanee BpemMsi BbINOJIHEHUS HHIHIEHTA

KPI otpaxkaeT cpeqHee BpeMs BBIMONHEHMsA paboT mo uHuupaeHty. Hadwano
perucTpauuu BpeMeHH — peructpauus uHnuaenta B AC CJI, okoHuaHHe — MPHCBOCHUE
UHIMIEHTY cTraTyca "BrinonHen".

KPI npennasHayeH [ KOHTPOJIS BpEMEHH BEINOJIHEHHS paboT.
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3uauenue KPI onpenensiercs no @opmyne:

KPI= Z taun/m, rae
tawin, — BPEMS BLIMOSHEHNA OQHOTO MHUMAEHTA,
M — KONUYECTBO WHLMAEHTOB, BLINOMHEHHDIX 33 OTYETHBIA NEpUoA.
NanHbi KPI cuntaeTes Ans MHUMAEHTOB, HAaXOAAWWXCS B CTaTyce "3aKkpbIT".

4.6. Cpennee Bpemst peaKllHH HA HHIHAEHT

KPI otpaxaeT cpeaHee BpeMs peakUMd Ha HMHUuAeHT. Hauamo perucrpauuu
BpeMenn — peructpauus uHnupeHta B AC CJI, okoHYaHHe — MPUCBOCHHE HHLUMUIAEHTY
craryca "B pabote".

KPI npennasHadeH Al KOHTPOISA BPEMEHH peakMK Ha UHIUIEHT.

3nauenne KPI onpenensiercs no @opmyne:

KPI= th,/n, rne
to. — BpEMS peakLui Ha UHLUWOEHT,
N — KOMUYECTBO MHLIWAEHTOB, 3aPErNCTPUPOBAHHBIX 33 OTYETHBIN NEPUOA.
LanHbit KPI cuntaeTtes Ang UHUMAEHTOB, HAXOAALLMXCS B cTaTyce "3aKpbiT.

4.7. CpeaHee Bpems padot no MHuuaeHTy
KPI oTpaxaeT cpeHee BpeMsl HaxOXXICHH HHIMACHTa B cTatyce "B pabore".
KPI npenHazHadeH 11 KOHTPOJIS BpEMEHH BBINIOIHEHUs paboT.

3uauenne KPI onpenensercs no Popmyne:

KPI = 2 toag/m,
toas. — BpEMS paboT No 1 MHUMAEHTY,
M — KONMYECTBO UHLMAEHTOB, BbINOMHEHHBIX 33 OTYETHbII NepUOA.
NaHHblit KPI cuntaeTcs Ans MHUMAEHTOB, HaxoasLwmxes B cratyce "3akpuiT".

4.8. PacnpeaesieHue BpeMeHH pelleHHsi HHUMACHTOB B paMKax ILIaHOBOIO
cpoka

KPI otpaxaer pacmpefeleHHe DEIIEHUsA WHIUIEHTOB [0 4Y€TBEpPTSAM IUIAHOBOTO
cpoka pemreHus uHIUAeHTOB. [Ipu pacdere manHoro KPI ucmone3yrorcs cineayromue
HHTEPBaJIbI:

— MHUHMIEHT peuleH B MHTepBaa oT 0 10 25% mIaHOBOro CpoKa;

UHLKAEHT pellieH B uHTepBall oT 25% 10 50% ru1aHoBOro cpoka;
HHLUAEHT pelied B uHTepBal oT 50% 10 75% niaHoBOro cpoka,
MHIUJEHT pelleH B HHTepBal oT 75% 10 100% mmaHoBoro cpoka;

— HHUOHUICHT PCILICH IMO3OHEE IIJIaHOBOI'O CpOKa.

KPI mnpeaHasHaueH Ui ONpefeNeHMs MOCTHKEHWS Ha3HaueHMs IIpouecca,
onpejelieHHss BO3MOXHOCTH YMEHBILIEHHs IUJAHOBOTO CpoKa pPEUICHHUs WHIUICHTOB,
BBISBJIEHHUS 00JIacTel mpoliecca, TpeOYOIUX YIIyYIIeHUs.




Co6opuuk KPI L 8u3 16
KnroueBble nokasatenu 3¢ pekTUBHOCTH Mpoliecca YpaBieHUs MHUMACHTaMH

3unauenne KPI onpenensercs no Popmyne:

KPI = uHTepsan, B KOTopbilii nonaaaeT Bpems pelueHms

4.9, J.IOJIH HHIHUAEHTOB BBLINMO/JIHEHHLIX, ¢ HAPYIICHHEM IIpouecca ynpaBJICHHSA
HHIHACHTAMH

KPI oTpaxaeT AONMI0 UHIUACHTOB, BBINOJHEHHBIX C HapyIIEeHHEM Iporecca
yIpaBJieHUs UHIMIEHTAMHU 32 OTYETHEIA IEPUO/I.

KoHTpoib WHUMIEHTOB  BBINONHAET MEHE[KEp  HMHIMAEHTOB M JIHIO,
YIIONTHOMOYEHHOE MM, TyTeM CITy4alHOH BEIGOPKHU U3 YKMCJIa IPOCMOTPEHHBIX HHIIUICHTOB
3a TpeOyeMBbIil IEPHOA.

KonuyecTtBO MHUUIEHTOB OIIpenCIACTCA MEHEIHKEPOM HHIHUACHTOB H HE MOXCT
OBITE MeHee 5% OT KoJu4ecTBa 3aKpPBITBHIX 34 OTYETHBIN Iepruoa HHIIUJACHTOB.

KPI NnpeaHasHa4uYeH IJI KOHTPOJA HCIIOJHCHHA nporecca ydaCTHUKaMu IIporecca
CO CTOPOHEBI MEHEDKEPA HHIUACHTOB.

3unavyenne KPI onpenensercd no Popmyne:

KPI = c/t*100%, roe
C — KONU4ECTBO UHLWMAEHTOB, BLIMOMHEHHBIX C HApYLLEHWEM NpoLecca,
t — KONM4YECTBO MHLUWAEHTOB B BbiGOpKe.

4.10. Y10B/1eTBOPEHHOCTH M0JIb30BaTEJIeH NPoleccoM
KPI oTpaxaeT 10110 0OpalleHuii, OLieHKa BBINIOIHEHUS KOTOPBIX 4 Ui 5.
KPI npenHasHaveH Jis OLIEHKHU yJOBIETBOPEHHOCTH ITOJIB30BaTENEH.

3unauenune KPI onpenenserca no Popmyne:

KPI = gm/mo*100%, rae
gM — KONMYECTBO OBpaLLEHMit 33 OTUETHbIN NEPUOL, Y KOTOPbIX OLIEHKA KauecTBa BuinonHeHus obpalleHns 4 uni 5,
MO - KOMUYECTBO 0BpPaLLIEHNI 33 OTHETHbIA NEPUOA, Y KOTOPbIX YCTaHOBNEHA OLieHKa.
Oanubiit KPI cuutaetces anst obpalleHuii, Haxoaswmxcs B cTatyce "3akpbiTo”.

V. KPI POJIA ITIOJIB30OBATEJIb
5.1. lons o6pauenuii ¢ no/THoii 3anoJHeHHOH HHpoOpMauueil

KPI otpaxaeT [qom0 OOpallleHUH, MOJAHHBIX MONB30BaTENAMH 4Yepe3 IopTal
caMooBCITy)KHBaHUs, C IPABHIILHO 3aITOTHEHHBIMU 00532 TeIEHBIMHU [TOJISIMH.

KP] npemHasHaueH Ui aHanMsa KadecTBa  PETMCTpPalMH  OOpalleHuH
HOJIb30BaTEIAMH.

3uauenue KPI onpepenserca no Popmyne:

KP! = d/0*100%, rae
d — KONMYecTBO oBpalLieHuil, 3apervcTpUpOBaHHbBIX Yepe3 nopTan camoobCnyxuBaHus 3a OTUYETHBIA NEpuof,
y KOTOpbIX 3HaueHue aTpubyTa "HesepHoe ochopmnerme” pasHo false,
0 — KONMYECTBO OBpALLIEHUIA, 3aPErMCTPUPOBAHHBIX 3a OTYETHBIV NEPUOZ YEPE3 NopTan CamooBCyKUBaHMS.
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5.2. Konnuecreo OGpaiieHuii, 3apericTPHPOBAHHBIX MOJIb30BaTe/IIMU 1epe3
nopTaJ caMmoo0cayKHBAHHS.

KPI — nokaszaTens KonuYecTBa OOpallleHHH, pPErMCTPUPYEMBIX I10J1b30BaTEIIMU
Yepe3 MOPTall CaMO0OCTy )KHBAHHUS.

KPI mnpenHasHaueH [Js aHajuu3a BOBJICYEHHOCTH [IOJIL30BaTeNed B IIpoLEecC
yIpaBjIeHUs UHIUACHTAMH.

3uauenue KPI onpenensercs no Popmyne:

KPI = konuuecTso OBpalleHuii, 3apercTpupoBaHHbIX NoNb30BaTENAMM Yepes ropTan camoobenyxmsanis

5.3. lons oOpauieHuii, perucTpHpPYEMBIX MOJb30BaTelAMH 4epes MopraJ
caMo00CJTy;KHBaHHUSA

KPI — otpaxkaer om0 oOpallleHHi, pPErMCTPUPYEMBIX —TOJNb30BATEIAMU
Yyepe3 MopTall caMo00CITy )KUBAHHUS.

KPI mnpennasHaueH [ aHajM3a BOBJIEYEHHOCTH II0JIb30BaTeNiell B MPOLECC
yIpaBjieHUsS UHLIHIECHTaMHU.

3nauenue KPI onpenensiercs no Popmyne:

KPI = e/0*100%, roe
€ — KONUYECTBO 0bpalLLEeHui, 3aperucTpupoBaHHbIX NONb3oBaTENAMU YePE3 nopTan camoobcnyxusaHus
3a OTYeTHbIN Nepuog,
0 — KONM4ECTBO obpalLeHuit, 3apercTpupoBanHbix B AC C[] 3a oT4eTHbIA nepuoa.

VI. KPI POJIEM CJIYKEbBI CEPBUC-AECK
6.1. KonuuecTBo o0pameHuii, 1po3CKaJIHPOBAHHBLIX B HHIHAEHTHI

KPI oTpaxaeT KOJMYECTBO OOpallieHMi, KOTOpble OBUIM NPO3CKATMPOBAHBI
B MHUUACHTEHI.

KPI nipenHa3HaveH Ui OLIEHKHU 3arpy3Kd IIEpBOH JINHUU ITOANCPIKKH.

3nauenne KPI onpenenserca no Popmyne:

KPI = konuyecTBo obpaLLieHnit, Npo3cKanvpoBaHHbIX B UHLWMAEHTSI

6.2. lonsi HHUMAEHTOB, ycTpaHeHHbIX MHkenepom ciryxOb1 Cepsuc [leck

KPI orpaxaeT cBefeHUs O KonuuecTBe MHIMICHTOB, BBINOIHEHHBIX HUnxeHepoM
cmyx661 CepBHC-IECK OTHOCHUTENBHO OOLIEro 4ucia HMHuueHToB, BBINOJHEHHBIX
3a OTYETHBIN IEPUOL.

KPI npeaHaszHadeH I/ KOHTPOJS HOJH WHIMAEHTOB, BBIITOJHACMEBIX HHxeHepoM
cityx061 CepBHUC-IECK.

3uauenue KPI onpenensercsa no Popmyne:

KPI = fim*100%, rae
f — KONMYECTBO MHLMAEHTOB BbINOMHEHHLIX VHxeHepoM cnyx6bl Cepauc [leck 3a OTUETHBI Nepuoa,
M — KONWUYECTBO MHLMAEHTOB, BLINOMHEHHBIX 3@ OTHETHBIN NEPUOA.
[anHblit KPl cunTaeTes Ans MHLUMAEHTOB, HaXOAAWMXCA B cTaTyce "3aKpbiT'.
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6.3. Jloaisi MHUMIEHTOR ¢ BepHOii MapmipyTu3anHei ¢ 1 paza

KPI oTpaxaeT [I0I0 WHIHAEHTOB, 0e30MIMOOYHO HAIMpPABIEHHBIX HWHXEHEPOM
cnyx6p1 CepBHC-ecKk B pabodyio Ipyriy, OTHOCHTENBHO OOIIEro 4uciia MHIHUICHTOB,
3aperHCTPUPOBAHHBIX 32 OTYETHBINA IIEPUO.

KPI B mepByio oyepenb MMpelHa3HayeH Ui KOHTPOJIA INOATOTOBKHM HH)XEHEPOB
cnyx661 CepBUC-IECK U OLEHKH KOPPEKTHOCTH TabIHIBI MapipyTH3auuy. 3HadeHue KPI
(dbopMHUpyeTCs aBTOMAaTHYECKH HAa OCHOBE CBEJCHUH O BO3BpaTe HMHLMICHTOB Ha IPYMILy
"Cepsuc Jeck".

3uauenue KPI onpenensercs no @opmyne:

KPI = g/n*100%, rpe
g — KONMYECTBO UHUWAEHTOB, 3aPETUCTPUPOBAHHBIX 33 OTYETHbIV NEPUOA Y KOTOPbIX 3HaYeHWe aTpubyTa "HesepHas
MapLpyTusaums” pasHo false,
N — KONUYECTBO MHLWMAEHTOB, 3aPEMUCTPUMPOBAHHBIX 33 OTYETHbIN NEpUoA.
[aHHblil KP| cuutaeTcs Ans UHUMAEHTOB, HAXOAAWMXCA B cTaTyce "3aKpbiT".

6.4. {oJisi HHUMAEHTOB C NMOJHOM 3ano/IHeHHOo# HHopManMei

KPI orpaxaeT cBefieHHs O AOJ€ HHLUHUACHTOB, HANMPABJICHHBIX Ha BTOPYIO JIMHUH,
C BEpHO 3aIlOJIHEHHOM uHbOopManueil.

KPI B mnepByro odepenb NpeaHa3HAYeH A8 KOHTPOJS KadecTBa HMHGOpMaLUu
B MHIMJICHTAaX, HAPaBIsIEMBIX Ha BTOPYIO JTUHUIO.

3unauenue KPI onpenensercsa no @opmyne:

KPI = h/n*100%, roe
h — KONMYECTBO MHLMAEHTOB, 3aPErCTPMPOBAHHBIX 3@ OTYETHbIN NEPUOL Y KOTOPLIX 3HaveHne atpubyTa "HenonHas
uHbopmMauus” pasHo false,
N — KONUYECTBO UHLIMAEHTOB, 3apErvCTPUPOBAHHbBIX 3@ OTHETHBIA NEPUOA.
JaHHbiit KPl cuntaetcs Ans UHUMAEHTOB, HAaXoaswWwuxes B craryce "3akpbiT.

6.5. Konudecrso OGpamenuii, BLINOJHEHHBIX HHiKeHepoM ciayxkObl Cepsuc-
AecK ,

KPI neMOHCTpUpYET MPOH3BOAUTENLHOCTh HHXEHepa ClIy)kObl CepBUC-IECK.

KPI mpenHasHayeH [jis ONpeAeSieHHs Harpy3kd Ha HHXeHepoB ciyxObl CepBuc-
Jeck no obpaborke ObpalleHuii, a Tak)Ke BBISBICHHS HHXEHEPOB ciayX0bl CepBHC-IECK
C HHU3KOHM ITPOU3BOJAUTEIBEHOCTBIO.

3nauenue KPI onpenensiercs no Popmyne:

KPI = konuyecTeo OGpalleHnii, nepesefeHHbIX uxeHepoM cnyxbil Cepauc fleck (R)
B cTaTyc "OxuagaHre nogreepxaeHus”

6.6. JloJist o0pamenuii, BEINOJHEHHBIX cayx00i CepBuc-IecK

KPI oTpakaeT moii0 OOpallleHHi, BHIIOJHEHHBIX IEPBOM JIHHMEN IMMOINEPKKH,
6e3 npuBIeYeHUs pabOTHUKOB BTOPOH U TPETHEH JIMHHIA.
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KPI npenHasHayeH Uil OLGHKH HArpyskd M 3GGeKTHBHOCTH MNEepBOH JIMHMM
MO IEPXKKH.

3nauenue KPI onpenensiercs no @opmyne:

KPI =ilr, roe
i — KOrMYecTBO 06paLLEHNI, BHINOMHEHHBIX 33 OTYETHbIN Nepuos cnyxboi Cepauc-aeck,
[ — KONU4ECTBO 0BPALLIEHWHA, BbIMOIHEHHBIX 38 OTYETHbIA Nepuop.
NanHbiin KP| cuntaetca Ana obpalleHiit, Haxoaswmxes B craTyce "3akpbiTo”,

6.7. J1oJisi HHIUAEHTOB, BHIMOJHEHHBIX cJ1yk00i CepBHCc-1ecK

KPI oTpaxkaeT MO0 HHLAEHTOB, BBITOJHEHHBIX NEPBOM JIHHWEH MOANCPIKKH,
6e3 npuBIeUYeHUs pabOTHIUKOB BTOPO JINHHUH.

KPI npenHasHayeH I OLEHKHA Harpy3kd H 3GGEKTHBHOCTH MEpPBOM JHHHU
NOJJEPKKH.

3uauenue KPI onpenensercs no Popmyne:

KPI = fir/m, roe
fir - KONMYECTBO MHLMAEHTOB, BLINOMHEHHBIX 3@ OTUETHbIN Nepuoa cnyxboi Cepsuc-aeck,
M — KONUYECTBO MHLMAEHTOB, BbIMOMHEHHBIX 3@ OTHETHbIN NEPUOA.
JlanHbiit KP| cuntaeTcs ANns MHUMAEHTOB, HAXOASALMXCA B cTaTyce "3aKpbiTo".

6.8. Cpenee Bpemsi perucrpanuu obpameHHH HHKeHepom ciryxkObl Cepsuc-
JecK

KPI otpaxaer cKkopocTs pabGoThl  HMHXKeHepa  choyxObl  CepBHC-IeCK
[IPY pEruCTpaluy o0paleHuii Mo TenedoHy.

KPI npeaHasHaveH AN OLIGHKM HAarpy3KH M IIPOM3BOMUTEIHHOCTH HHXEHEepa
cnyx6p1  CepBHC-IIECK, a TakKXXe BBIABICHHSI BO3MOXHOCTEM COBEpPLICEHCTBOBAHMA
NpoLEeypbl perucTpauuu obpauieHuid. Bpems perucTpauuu oOpallleHHs oOmpenesseTcs
OT MOMEHTA OTKPBITUA (POPMBI OOpAIIEHHUS 10 COXPaHEHUs] OOpaLIEHHUSI.

3uauenue KPI onpenensercs no Popmyne:

KPI = ther./Od, rae
tper. - Bpems perucTpauum oaHoro obpalueHus Virkexepom cnyxel Cepsuc-aeck,
od - Konn4ecTBo oBpaLLEHIN, 3aperucTprpoBaHHbIX MxeHepom cnyxbel Cepsuc-aeck 3a oT4eTHbIA NEPUOA.

6.9. Tons OGpamennii c cod1I0AeHHEM BPEMEHH PErHCTpaluu

KPI orpaxaer cobOmoneHre HHXeHepoM CiyxObl CepBUC-IeCK BPEMEHHBIX
HOpMaTuBOB perucrpaund ObpaiieHu.

KPI npenHaszHayueH Juis ONpENeNIeHHMs BO3MOXHOCTEH HHXEHepoB CiTyx0b1 CepBuc-
JecK 1o o0paboTke oOpallleHWi B YCTAHOBIIEHHBIE CPOKH, a TakKXe aHajau3a BPEeMEHHbIX
HOpPMATHBOB PErHCTpaliy 00paleHHH.

HopMaTtuBHOE BpeMs perucTpauny oOpallleHHs HHXeHepoM cilyx6bl CepBuc-Ieck
cocrtaBiseT 40 cexyHn.
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3unauenue KPI onpenensercsa no Popmyne:

KPI = jlod*100%, rae
j — KONMYECTBO OBpaLLEHMIA, 3aPErCTPUPOBAHHBIX C COBNIAEHIEM HOPMATUBHOTO BPEMEHU PerucTpaLiy,
0d — KONM4YECTBO 0BPaLLEHIIN, 3aperiCTPUPOBAHHBIX 3@ OTHETHBIA NEPUOA.
NanrHblit KPI cuutaeTes Ana MHLMAEHTOB, HAaXOAALLMXCS B cTaTyce "3aKpbiTo”.

6.10. onst O6pamennii 3aperncTpupOBaHHBIX HH)KeHepom ciyx6b1 CepBuc-
JIeCK OT 00111ero YKeia o6paleHHtii, 3aperucTPHPOBAHHLIX cayx0oii CepBuc-1eck

KPI otpaxaeT nmpoussoauTensHocTs MHxenepa ciyx0b1 CepBrc-aecK.

KPI npennasHaded aiid aHanusa BKiafa kaxjgoro Mmxenepa ciyx6s1 CepBuc-aeck
B npouiecc o6paboTku OOpallcHUH.

3nauenue KPI onpenensierca no @opmyne:

KPI = rd/ods*100%, rae
rd — KONMYecTBO obpaLLeHwit, 3aperucTpUpoBaHHbIX VxeHepom cnyxbel Cepauc-aeck,
ods — KONMYECTBO 06PALLIEHMIA, 3aPErCTPUPOBAHHBIX BPyUHYHO ViHkeHepom cryxbel CepBuc-Aeck 3a OTHETHDI
nepuoq.

6.11. loaa OGpalueHuii, co BpeMeHeM IcKkatauuu menee 30 Mun
KPI ckopocTh 3cKanaliui 00pallieHui B MHLUJAEHTHI.

KPI npemsasHaueH s OHEHKHA CKOPOCTH 3CKalaldH OOpalleHWd B WHIMACHTBI.
[ToMuMo mONMH OOpaIleHHl, MPOICKATHPOBaHHBIX B HHIMAEHT B TedeHue 30 MHUHYT,
JIOIDKHA  pacCUMTBIBAThCS ~ JONMA  OOpalleHdd, BpeMs  3CKajalMd  KOTOPBIX
ot 30 no 60 munuyT, ot 60 10 120 MunyT U 6osee 180 MUHYT.

3nauenue KPI onpenensercs no @opmyne:

KPI = ehh0/e0*100%, rae
ehh0 — Konu4ecTBo o6palLEHI, BPEMS acCKanaLym KOTOPbIX B MHLMAEHT MeHee 30 MuH,
0 — KONMYECTBO 0BpaLLIEHMIA, NPO3CKANMPOBAHHBIX B MHUMAEHTH! 32 OTHETHBIA Nepuroa.
KP! = ehh3/e0*100%, roe
ehh3 — KonW4ecTBO BpALLEHMI, BPEMS 3CKanaLMM KOTOPLIX B UHUMAEHT nonapaeT B utTepsan ot 30 Ao 60 muH,
€0 — KONMYECTBO 0BpALLEHMIA, NPO3CKANMPOBAHHBIX B MHLIMAEHTHI 3@ OTHETHBINA Nepuroa,
KPI = ehh18/€0*100%, rae
ehh18 — konuuecTBo 0BpaLLEeHMit, BpeMs 3Ckanauuy KoTopbIX B HUMAEHT 6onee 180 MuH,
€0 — KONWYECTBO 0BpaLLIEHMIA, NPO3CKANMPOBAHHbIX B MHUMAEHTHI 38 OTYETHBIA Nepuoa.

VIL KPI POJIX KOOPAUHATOP
7.1. los1s HHUHEHTOB HeBepPHO Bo3BpalleHHbIX Ha rpynmy "Cepsuc leck"

KPI oTpaxaeT OLEHKY MOHMMAHHS KOOPAMHATOPOM OOJacTH OTBETCTBEHHOCTH
cBoeli paboueil rpymmel Mpy 00paboTKe HHIHMIESHTOB.

KPI npenHasHadeH JUii COKpAllleHHUs BpeMEeHH 00paboTKM HHLUHUJICHTOB
pabOTHUKAMHUK BTOPOM JIMHUU MOAJEPKKH MMOCPEACTBOM COKpAIeHUs] BPEMEHHBIX 3aTpat
Ha BO3BpAT M MOBTOPHOE HAa3HAYEHHE HHIIMICHTOB.
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3unavenue KPI onpenensercs no @opmyne:

KP!I = fimrg*100%, roe
f - KOMUYECTBO WHUWAEHTOB, y KOTOPbIX nepsas HasHauyeHHas Pl pasHa PP, BbNONMHUBIIEA WHUMAEHT,
NP1 3TOM MHLMAEHT B Npouecce 0bpaboTku HasHauancs Ha Pl "Cepsuc [Jeck”,
Mrg — KOMUYECTBO MHLWMAEHTOB, BINONHEHHbIX Pl 3a OTHETHbA nepuoA.

7.2. Ouepeab HHUHAEHTOB padoyeil rpynmbl

KPI mos3BojsieTr OlLIEHHWBAaTh JUHAMHUKY W3MEHEHHUH oOuepeAd HMHIMIECHTOB,
Ha3HAYEHHBIX Ha pabouylo rpymiy.

KPI panenen Ha oTo6paxxeHue Hanbolee KPUTHYHOTO MoKa3artens paboTel pabouen
rpynmel — "xBocTa" HE3aKpBITBIX HHIMIACHTOB. 3HAUE€HUE JTOrO IapameTpa 3aBHCHUT
OT ONEPaTUBHOCTU PaGOTHl KaK ¢ MHIMACHTaMH, [OCTYNMBIIUMHU 332 OTYETHBIA IIEPHOL,
TaK ¥ C UHIUIAEHTaMH, Ha3HaYeHHBIMH Ha pabouyro IpynIy Ha Hayalo OTYETHOrO
nepuoja.

A — MHIMIEHTEl, Ha3HA4YeHHbIE Ha pabo4yto IpyIIly 3a OTYETHBIN IEPUOI.
B — MHIIMAEHTHI, Ha3Ha4YeHHBIE Ha pabouyro rpyniy Ha Ha4yauo OTYETHOIO Nepro/a.

C — JHIUIEHTHI, peLIeHbIE 3a OTYETHBIM IEpUOJ, H3 YHCIa MOCTYMUBIIMX
3a OTYETHBIN [TEPUOL.

D — HHUMACHTH, peIIeHHBIE 3a OTYETHBIA IIEPHOJ, M3 YMCIIA HasHAYCHHBIX
Ha pabouyro IpyNIly Ha Ha4ano OTYETHOrO IIepUoAa.

Ipu npasunsHOM opranusauuu padotr KPI nomken ctpeMutses K 1.

3uauenue KPI onpenensercs no @opmyrne:

KPI = (C+D)/(A+B)

7.3. HoJii HHUHAEHTOB Ha paGouyio rpynmy c co0Jil0leHHeM KpaiHero cpoka
BbINOJTHEHHS

KPI orpaxaeT HOMI0 HHIUACHTOB, peElIEHHBIX paboded rpymmod B paMKax
YCTaHOBJICHHOT'O KpaiiHero cpoka 3a OTYETHBIH [TEPHOI.

KPI mnpeaHasHaueH I aHaiW3a TEHIEHIMH IWHAMMKM DELUEHMSA WHIMICHTOB
¥ CBOEBPEMEHHOTO MPUHATHS Mep Mo obecniedeHuio SLA B pamkax pabodel rpyIimsl.

3uauenne KPI onpenensercs no Popmyne:

KPI = arg/mrg*100%, rae
arg - KONWYeCTBO WHUWAEHTOB, BLINOMHEHHBIX Pabouyeit Mpynnoit 3a OTYETHBI Neprod Yy KOTOPbIX 3HaYeHue
arpubyTa "MpocpoyeH" pasHo false,
Mrg — KOMMYECTBO MHYWAEHTOB, BLINONHEHHbIX paboyeit rpynnoi 3a OTYETHbIA nepurog,
Oanubin KPI cuntaetca ana MHUMOEHTOB, HaxoAsLWMXCs B cTaTyce "3akpbiT.

7.4. Honst MHIHAEHTOB ¢ c00/11I0JlecHHEM BPpEMEHH peaKUHHU

KPI oTpaxaeT [ON0 MHUHACHTOB, BBIOJHEHHBIX pabodyeil  rpymnmoi
B COOTBETCTBHM C YCTAHOBJIEHHBIM 3HAaYEHHUEM JIOIyCTHMOrO BpEMEHHM peaKLUH
(MpUHATHS UHUHUIEHTOB B paboty).
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KPI npennasHaveH A aHalW3a TEHACHLMH M CBOEBPEMEHHOTO MPUHATUS MeEp
no obecneuennro SLA mocpeacTBOM COONIOACHHS YCTaHOBJIECHHOTO CpOKa NPUHATHA
HHIIMJCHTOB B paboTy.

Bpems peakiinu ycraHaBnuBaeTcs Kak 25% OT KpalHEro CpoKa BBIOJIHEHHS.

3nauenne KPI onpenensercs no @opmyne:

KP!I = brg/mrg*100%, roe
brg — KOMMYECTBO WHLMAEHTOB, BLIMOMHEHHBIX 338 OTUYETHbIV Nepuod paboTHukamu paboueit rpynnbl. Y AaHHbIX
UHLMAEHTOB 3HaueHue atpubyTa "HapyleHo Bpems peakumu” pasHo false,
Mrg — KONMHECTBO MHLMAEHTOB, BbIMOMHEHHBIX 33 OTYETHbIA Nepuod paboTHKamn pabouei rpynnbl.

7.5. ot MHIMAEHTOB ¢ MOBTOPHBIM OTKPbITHEM
KPI oTpaxaeT 10110 ITOBTOPHO OTKPHITHIX HHIUAECHTOB B pa3pe3e pabouux IpyIiil.

KPI NNpeaHa3sHa4YeH [Jig aHallu3a TEHACHIIUN U CBOCBPCMCHHOI'O TNPHHATHA MEP
o o0ecrevyeHuIo KayecTBa BHIMOIHEHUS pa60T.

3unauenne KPI onpenensercs no @opmyne.

KPI = crg/mrg*100%, roe
Crg - KOMUYECTBO MHUMAEHTOB, BbINONHEHHbIX Paboyeit ['pynnoit 3a oTHETHLIA Neprog 1 OTKPbITHIX MOBTOPHO,
mrg — KOMMYECTBO UHUMAEHTOB, BLINOMHEHHBIX 33 OTYETHbIN Nepuron paboyelt rpynnoil.
NaHHbi KP| cuntaeTcs Ans MHUMAEHTOB, HAXOAALWMXCS B cTaTyce “3akpbiT".

7.6. Kojin4yecTBO HHIIHAEHTOB, 00paboTaHubIix UcnoanuTe1eM

KPI oTpakaeT KOJHYECTBO HHIMIEHTOB, 0OpabOTAHHBIX UCTIOJTHUTETIEM.

KPI npegHasHa4eH Ajst OUEHKH 3arpy3H UCIIOJIHUTENS [0 06paboTKe UHIMAECHTOB.

3uauenue KPI onpenensercsa no Popmyne:

KPI=Konu4eCcTBO MHLMAEHTOB, KOTOPLIE UCTIONHUTENb NepeBoaun B cTatyc "B pabote”
NaHHbinn KP! cuntaeTes ANA MHUMAEHTOB, HAXOASLLMXCS B CTaTyCe "3aKpbiT.

VIII. KPI POJIM UCITIOJIHUTEJIb
8.1. Ouepeab MHIHACHTOB HCIOJHHUTEIS

3uauenne KPI no3sonsgeT olieHUBaTh JUHAMHUKY U3MEHEHMS OYepeIH HHIMICHTOB
JUIA UCIIOJTHUTEIS.

KPI HameneH Ha oToOpaxkeHMe Haubojiee KpPUTHYHOTO IOKas3aTels paboTel
HCIOJMHUTENS — "XBOCTa" He 3aKPHITHIX HHIUACHTOB. 3HaY€HHUE ITOr0 IapaMmerpa 3aBHUCHUT
OT ONEPATUBHOCTH paboTHl Kak ¢ WHUHUAECHTaMH, NOCTYIHBIIMMH 33 OTYETHBIH MEPUO,
TaK U ¢ MHIMEHTAMH, Ha3HAYCHHBIMU Ha UCTIOJIHUTENS Ha HaYyaJlo OTYETHOrO Meproaa.

A-— HUHIMJACHTHI, HA3HAYCHHbIC HA UCITOJTHUTEIIA 3a OTYETHBIN I[EpUOI.
B - MHUUJIECHTHI, Ha3HAaY€HHbIE Ha UCIIOJTHUTEJIA HAa Ha4YaJl0 OTYETHOI'O IICpHoaa.

C — UHIUAEHTHI, pelIeHble 3a OTYETHBIM IIEpHOJ, W3 YHCIAa NOCTYMHBLIMX
33 OTUYETHBIU NIEPHUOA.
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D - WHUHUACHTBI, PCIICHHBIE 3a OTYETHBIN nepuoa, U3 Yucia Ha3HA4YC€HHBIX
Ha VcmonHuTeNnd Ha HayaJio OTYETHOIO II€prUoaa.

ITpu npaBuiIbHO#M opranusauuu pa6ot KPI nomken crpeMutses K 1.

3unauenue KPI onpenensiercs no @opmyne:

KPI = (C+D)/(A+B)

8.2. Jloasi HHUMIEHTOB ¢ cO0/II0IeHHEM BpeMEeHH peaKlHH

KPI oTpaxaeT OIEHKY CBOEBPEMEHHOCTH NPHHATHA HHIUIEHTOB B paboTy
UCTIOIHUTENSMU.

KPI npemHasHaueH [Uis COKpallleHUs BpeMeHH 0OpabOTKH HHIMACHTOB
pabOTHMKAaMU BTOPOH JHHUH TOANEPIKKH IIOCPEACTBOM COKpAICHUSA BPEMEHHBIX 3aTpaT
Ha [IpUEM HHIMIEHTOB B pabOTY UCIIOIHUTENISIMU.

Bpems peakuuu ycTaHaBIMBaeTCs Kak 25% OT KpalHEero cpoka.

3nauenue KPI onpenensercs no Popmyne:

KPI = bi/ni*100%, rae
bi ~ KOMMYECTBO UHLMAEHTOB, BLIMONHEHHLIX 33 OTYETHBIN NEPUOA Y KOTOPbIX 3HaueH!e aTpubyTa "HapyLieHo Bpems

peakuum" pasHo false,
Ni — KONMYECTBO UHLMAEHTOB, BLINOMHEHHBIX 32 OTYETHbIN NEPUOA.

8.3. lo1n MHUMIEHTOB ¢ cOOII0AeHHEM KpPailHero cpoka
KPI orpaxkaeT COOMIOACHNHE UCIIOTHUTENIEM KpaiHero Cpoka 1o HHUMACHTaM.

KPI npenHasHadeH QUi COKpalleHHs BpeMeHH oOpaboTKM HHIMACHTOB
paboTHUKAMKM BTOPOM JTHMHHUHM MOAAEPKKH INOCPEACTBOM COOJIOACHUS KpaiHero cpoka
BBINIOJTHEHHS pabOT UCTIOMHUTEIIAMM.

3uauenue KPI onpenensercs no @opmyne:

KP1 = ai/mi*100%, rae
ai ~ KOMMYECTBO UHLMAEHTOB, BLINOMHEHHbIX ICTIONHUTENEM 3@ OTYETHBI NEPUOR Y KOTOPbIX 3HaueHue aTpudyTa
"MpocpoyeH" pasHo false,
Mi — KONMYECTBO UHLMAEHTOB, BBINOMHEHHDBIX cNonHUTEneM 3a oT4eTHbIN Nepuoa.
[aHHblit KP1 cuntaeTes Ans MHUMAEHTOB, HaxoasLwnxes B craryce "3akpbiT".

8.4. lonsi HHUHMIECHTOB, BBINOJHEHHbIX HCNOJHHTEIEM OT HHIHACHTOB,
BLINOJHEHHbIX paboyeH rpynmnom

KPI orpaxaeT BKJaJ HCHONHUTENS B pELICHHE HHIMJACHTOB, Ha3HAYaeMbIX
Ha pabovyro rpymiry.

KPI mpennasHadeH JUIS OLEHKH BKIaJa HMCIOJNHHUTENS B PEUICHUE WHLUACHTOB,
Ha3HayaeMbIX Ha pabovyio rpymiy.
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3uauenue KPI onpenensercs no @opmyne:

KP!I = irifiro*100%, roe
ifi ~ KONMYECTBO UHLMAEHTOB, BbINOMHEHHBIX icnonHuTenem 3a OTHETHbIA Nepu1oA,
ir0 — KONUYECTBO WHLIWAEHTOB, BLINONHEHHBIX HA paboyelt rpynne 3a OTYETHbIA Nepuoa.
[lanHblit KPI cuntaeTcst ANS MHUMAEHTOB, HaX0AAWMXCA B CTaTyce "3aKkpbiT.

IX. KPI POJIX UCIIOJTHUTEJIb HAPAIOB HA PABOTY
9.1. lonsi HapsiAoB Ha paboTy, BLINMOJHEHHBbIX 6€3 HapylIeHUst KPaiHHero cpoka
KPI otpaxxaeT cobojeHHe MCIIOMHUTENEM KpaitHero cpoka o HapsjgaM Ha paboty.

KPI nmpenHasHaueH [yisi  COKpallleHUs BpeMeHH  oOpaboTku  HapsaoB
UCTIOJTHUTEISIMHU.

3uauenue KPI onpenensercs no Popmyne.

KP! = /s, roe
| - KONM4ECTBO HApAROB Ha PaboTy, HasHAYEHHbIX Ha UCTIONHUTENS 338 OTYETHLIA NEPUOA, Y KOTOPbIX 3Ha4eHue
arpubyTa "MpocpoueH" pasHo false,
S — KONYECTBO HApAAOB Ha paboTy, HasHa4YeHHbIX Ha KcnonHuTens Hapsaos.
[aHHbit KPl cunraeTcs AnA MHUMAEHTOB, HAXOASWMXCA B CTaTyce "3akpbiT".

9.2. Kosin4ecTBO HapsiAoB Ha paGoTy, BeinodHeHHbIX PI" 32 oT4eTHBIH NepHog

KPI oTpaxaeT KOJIMYECTBO HapsloB Ha pabOTYy, BBIIONHEHHBIX PI' 32 OTYeTHBIH
NepUos.

KPI npenHa3HadeH /i OEHKH KOJHYEeCTBa HapsAI0B Ha paboTy, BeInonHseMbIX PT.

3uauenue KPI onpenensiercs no @opmyne.

KPI = konn4ecTBo HapsaoB Ha paboTy, BINOHEHHbIX Pl 32 OT4YeTHbIN NeproA
ManHbinn KP1 cuutaetca Ana Hapsgos Ha paboTy, HaxoAAawWwmxes B cTatyce "3aKpbiT'.




[Mpunoxexue

k C6opHuKy KPI

Kmouesbie nokazatenu 3GQEKTHBHOCTH
npolecca YnpaBneHus UHIMACHTaMH

IHoaxona k akTuBanuu KPI
B HacTosiIee BpeMs MOXHO BBIIEIMTH TPH OCHOBHEIX Kiacca KPI:
1. KPI, mpuMeHsiomiecs B HacTos1ee BpeMs /I yIPaBIeHUs HHIUACHTaMH

Hna takux KPI onpemeneHbl rpaHHuYHblE M JOIYCTHMEBIE 3Ha4Y€HHUsd, IIO3TOMY
UX MOXKHO MPUMEHATh U1 IIPUHATUS YIPaBICHYECKUX peleHu, Aa1 MOTUBALMH
pabOTHHKOBA U Ap.

OpHako I@OrpaHdYHble W JONYCTUMBIE 3HAYEHHMS MOANEXKAT YTOUYHEHMIO.
DTo CBA3aHO C peopraHusalieil mpolecca U BO3MOXHOCTBIO M3MEHCHMs BPEMEHHBIX
HOpMATHBOB. PeKOMEHIOBAHO MPOAHATH3UPOBATh INONTydeHHBIe 3HaveHus KPI cmycts
3 MecsIa Hocie aKTHBALMHU Iporiecca YTpaBlieHus MHUUISHTaMH M [0 HEOOXOIMMOCTH
BHECTH KOPPEKTUPOBKH.

2. KPI, HE NPUMEHAIOILIUECSA B HACTOALEEC BPEMA IJIA yhpaBJICHUS UHIUACHTAMH

[Mpumenenne Takux KPI BO3MOXHO IIOCHnE ONpelesieHus 3Ha4eHWH IPaHMYHBIX
1 JONyCTHMMBIX 3HAYeHWH KIIOYEBBIX IOKasarenel s@pdexTuBHOCTH. PexomMeHIOoBaHO
cobuparh nanuble Mo 3HadeHWsM Takux KPI m cmycts 3 Mecsna mociie aKTUBAalMH
npolLecca yrpaBieHus UHIHIEHTAMH yCTaHOBHMTH 3HAYEHMs MPaHUYHBIX U JOMYCTHMBIX
3HAYEHUN KIIOYEBBIX MOKasateled 3ddexTuBHOCTH. Bo3MoOXHaA TOMOJHUTENbHASA
KOPPEKTUPOBKA MO UTOTaM IPUMEHEHHUS CITyCTs 6 MECALIEB C MOMEHTA aKTHBALIUH.

3. KPI, BeryucieHne KOTOPHIX B HACTOALIEE BPEMS HEBO3MOXXHO

Hanpumep, MO IpHYUHE OTCYTCTBUS HEOGXOMMMBIX HHCTPYMEHTOB st cOopa
JAHHBIX WJIM HAKOIUIEHHUS UCXOMHBIX AAHHBIX UL UX pacy<Ta.




