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HALULMWOHANBHBIN CTAHAAPT POCCUWNCKOWN GENLEPALUMN

KAYECTBO YCNYTU «YCNYTA UEHTPA OBPABOTKW BbI3OBOB»

lMoka3aTenun kayecTsa

Quality olservice «Call-center service*. Quality Indices

faTta BBegeHna — 2014—01—01

1 O6nacTb NpUMeHeHUs

HacTtosiwunii ctaHpapT ycTaHaBiMBaeT HOMEHKNATypy OCHOBHbIX MOKasaTenei kavectsa ycnyr
LueHTpa o6paboTkn BbI30BOB (fanee — LIOB), xapakTepusylowwmx KayecTBO YCNYr C TOYKM 3peHus
nonb3oBartens.

HacTosawuii ctaHgapT MOXeT NPUMEHATLCSA NP OLeHKe KavyecTBaycnyr CO6CTBEHHbIX LLeHTPoB 06paboT-
KM BbI30BOB KOMMaHWi, o6ecneunBatoLLnxX HYX bl CAMUX KOMNaHWMi, a Takke ayTCOPCUHIOBbIX LLEHTPOB 06pa-
60TK/M BbI30BOB. Kpome TOro, HacTosWwuii CTaHAapT MOXEeT WMCNOo/b30BaTbCA HAy4YHbIMWU W NPOEKTHLIMM
opraHusauunsamu npu paspaboTke u npoekTnposaHuy LIOB 1 KOHTaKT-LeHTPOB, OpraHn3auuamu n pmsnyeckm-
MW MLaMun, SBASAIOWMMUCA KNMeHTaMmn 1 3akasunkamu ycnyr LJOB. a Takxe gna paspaboTku TpeboBaHuin K
ycnyram LIOB.

Ha ocHoBaHuWW HacTosLLero cTaHfapTa opraHm3auusamMu, npegoctasnsaowmmm yenyru LOB. moryT pas-
pabaTblBaTbCA COBCTBEHHbIE (BHYTPEHHUE) HOPMATUBHbIE AOKYMEHTHI.

HopMbl, KOHKpeTHble TpeboBaHUA K NokasaTe/isiM KayecTBa U MeTOAbl UX KOHTPONSA (OLLEHKM) AOKHbI
OblTb OMpefeneHbl COOTBETCTBYIOLLE/i HOPMAaTVWBHON AOKyMEHTauuei, yTBepXaaeMoil B yCTaHOB/IEHHOM
nopsgake.

2 HopmaTumBHbIE CCbINKU

B HacTosLWwem cTaHAapTe UCMONb30BaHbl HOPMATUBHbIE CChIIKU Ha CrieAyioLine cTaHfapThl:
FOCT P53724—2009 KauecTBo ycnyr cBasu. O6Lmne NonoxeHums.
FOCT P53731—2009 KauecTBO ycnyrcBa3n. TepMuHbl 1 onpegeneHus.

MpumeuaHune — [pn NONb30BaHUN HACTOAW UM CTaHAapPTOM Lienecoo6pasHo NPoOBepPUThL JelicTBUE CCbINOY-
HblX CTaHAapTOB B WH(OPMaLUWOHHOW cucTeme o6Wero nNonb3oBaHWA — Ha o uunanbHom caiite PepepanbHOro
areHTCTBa N0 TEXHUYECKOMY perysiMpoBaHui0 U MeTpoJiorun a ceTn VHTepHeT Uan no exerofHoMy MHGOopMaLMoHHOMY
ykasaTento «HaunoHanbHble CTaHAapPThl*, KOTOPbI/ ONYy6MKOBaH N0 COCTOSIHMIO Ha 1 AHBapA Tekyliero roga, uno Bbinyc-
Kam exeMecs4YHOro nHhopmaLMoHHOro ykasatena «HaunoHanbHble cTaHfapTbli» 3a Tekylwuii rog. Ecnu sameHeH ccblnoy-
HbIA cTaHAapT, Ha KOTOPbI/ faHa HegaTUpOBaHHAA CCbl/lka, TO PEKOMEHAYeTCA UCNONb30BaTh AElCTBYIOL Y0 BEPCUIO
3TOro cTaHAapTa C y4eTOM BCEX BHECEHHbIX B laHHYI0 BEPCUIO M3MEeHeHUIi. ECIn 3aMeHeH CCbINIOYHbI CTaHAapT, Ha KOTo-
pbiii faHa gaTMpoBaHHas CCblfka, TO PpeKOMEHAYeTCs UCNOb30BaTh BEPCUIO 3TOTO CTaHjapTa C yka3aHHbIM Bbllle r040M
yTBEpXAeHNA (NPUHATUA). ECnu nocne yTBepXAeHNs HAcCTOALLero CTaHAapTa B CCbI/IOYHbIA CTaHAapT, Ha KOTOPbI AaHa
flaTMpoBaHHan CChisika, BHECEHO M3MEHEHMe, 3aTparnsalllee NoJI0XeHNe, Ha KOTOPOe [laHa CChi/ika, TO 3TO NOM0OXeHne
peKkoMeHAyeTCA NPUMeHATb 6e3yyeTaJaHHOro U3MeHeHUs. ECNu cCbiNoYHbI CTaHAapT OTMeHeH 6e3 3aMeHbl, TO NonoXe-
HUe. e KOTOPOM [jaHa CCbl/IKa Ha Hero, peKOMeH/yeTCa NPUHATL B YaCTK, He 3aTparnsatolLeii 3Ty CCbisky.

N3paHne opuymnansHoe
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3 TepMUHbI, onpeaesieHnss U cCoKpaleHus

B HacTosLWeM cTaHgapTe NpMMeHeHbl TepMUHbI M onpegesiednsa BcootseTcTeumn ¢ FTOCT P 53731—2009,
a Takxe cnegyloline TEPMUHbI C COOTBETCTBYIOLW MMM ONpeaeneHnsaMu:

3.1 koHTakT-ueHTp (Customer Contact Center): CTpykTypa (opraHusauus, nogpasgeneHue), npeg-
HasHauyeHHasa AN 06CcNyXuBaHus o06palleHnin 1 HPOPMUPOBAHUSA K/IMEHTOB NO Pa3/IMYHbIM MYy/bTUMEOWIA-
HbIM KaHasiaM 40CTyna B MHTepecax 3akasuuka.

3.2 ueHTp o6paboTkn BbI3oBOB (LLOB, Call-center): CTpykTypa (opraHusauus, nogpasgeneHue),
npegHasHavyeHHas Ans o6cnyxuBaHus obpalleHnii u nHpopmupoBaHmsa kiMeHToB LIOB no rosiocoBbIM KaHa-
nam cBs3n B UHTepecax 3akasuvka. LIOB ABnsieTcs yacTHbIM C/ly4aeM KOHTaKT-LeHTpa.

3.3 ycnyra ueHTpao6paboTkm BbI30BOB: O6CNyXMBaHME 06paLLeHUNii ¥ UHDOPMUPOBAaHNE KIMEHTOB
LIOB no ronocoBbIM KaHafiaMm CBA3M B UHTepecax 3akasuuka.

3.4 onepatop LLOB (Agent): Pa6oTHuk LLJOB. ocywecTBnsowmii B3anmogeictame c knmeHtamm LLOB
npu 06CNyXmMBaHMn obpalleHunii n nHpopMupoBaHun kmeHToB LJOB B MHTepecax 3akasunka.

3.5 nonb3oBartenb ycnyr LOB: ®u3anueckoe nniv opnanyeckoe NUL0, 3akasbiBaoLlee uim ncnonibay-
owee ycnyru LLOB.

MpumeyaHune — B kayecTBe nonb3osateneit ycnyr LLOB moryT BbicTynatb kniveHTbl LLOB v 3aka3uukn ycnyr
LLOB.

3.6 3akasuukycnyr LLOB: OpraHusauus, 3akasbiatoLas ycayry LIOB.

MpumeyaHune — 3aka3yukoM MOXET ABMSATbCA BHELWHAA OpraHu3auusa UM opraHusauus, CTPYKTYPHbIM MOA-
pasgeneHvem KoTopoi asnaetca LLOB.

3.7 knueHT LLOB: Jflnuo, nonb3yuieecs ycnyramu LILOB, 1 B3anmogelicTeytolee ¢ onepatopom LIOB
Uy aBToMaTUyYecKkrMy cpecTBaMun NMHTEPAKTUBHOTO B3anMOencTBuS.

MpumeuaHuns
1 BKayecTBe K/IMeHTa MOXeT BbiCTynaTb pu3nyeckoe n11uo Nnbo npeactaBuTe b WPUANYECKOTO nua.
2 Mo oTHoweHuto K LIOB kNMeHT MoXeT 6biTb KaK BHYTPEHHUM, TakK ¥ BHELHUM.

3.8 BbI30B, 06CNYXeHHbI onepaTopom (ACD call): Bbi3oB, nonyumsLlunii otBeT onepartopa LIOB.

3.9 KoHTakT: JIlo6oii akT B3aumoaeincTeus mexay knmentom LLOB v onepatopom LIOB.

3.10 npeTteH3us: TncbMeHHOe obpalleHune Kk onepaTtopy CBA3N ¢ TpeboBaHneM 06 yCTpaHeHUn Hapy-
LLIEHWIA BbINOSIHEHNSA ONepaToOpOM CBA3M YC0BUIA f0roBopa.

3.11 cueHapwuit 06paboTKn BbI30BaA: MpeAyCMOTPEHHan nocnefoBaTeNbHOCTb AeiicTBUiA nNpy o6pa-
60TKe BbI30Ba.

NMpumeuyaHune— B cueHapuii 06paboTkn Bbi3oBa BK/OYATCA NOPSLOK MaplwpyTusauum Bbl3oBa, AeicTBMA
onepaTtopa LIOB. npu Heo6xoAUMOCTU, AeCTBUS APYIUX UL U NOPSAOK B3aumoaeiicTBuUs co cnyx6amn opraHmsaynm 3a-
Kasumka npu o6paboTke BbI30BA.

3.12 B HacTofleM cTaHgapTe NpMMeHeHbl cneaylolme cokpaleHus:

LIOB — ueHTp 06paboTkn BbI30OBOB.

IVR (Interactive Voice Response) — «MHTepPakTUBHOE r0/10COBOE MEHIO»—MOACUCTEMA UHTEPAKTUBHO-
ro rof10CoBOro B3aMMOoAeicTBUA ¢ aboHeHTamMy TenedOHHON ceTu.

4 KauecTBO ycnyrm «ycnyra ueHTtpa o6paboTku BbI30OBOB»

4.1 O6uiee onucaHune ycnyrum

4.1.1 LIOB ocHaleH 060pyfoBaHMem 1 cneunanusmpoBaHHbIMK NMporpamMmmHbIMU cpejcTBaMu, B TOM
yucne AN aBTOMaTM4yeckoro pacnpefesieHnss Bbi30BOB, YKOMIM/IEKTOBAH MEpPCOHaNIoM, OCYLLECTBAIOWUM
06paboTKy BbI3OBOB.

4.1.2 O6paboTka BbI30BOB OCYlLecTBNAeTCA oneparopamun LIOB nnu aBToMmaTuyeckun ¢ UCnosib30BaHu-
em aBTomHpopmaTopoB. LLOB moxeT nmeTb yHkumio IVR Ans mapipytmsaunm 3B0HKOB BHYTpu LLIOB knveH-
TOM NyTeMm BBOAA UHDOPMALMK C KnaBuaTypbl TeneoHa ¢ NOMOLLbI0 TOHaIbHOro Habopa.

4.1.3 Onepartopy LIOB ob6ecneunBaetcs 4OCTYNn K MHPOPMALMOHHBIM cUcTeMam, HeobXxoanMmblin Ans
06paboTkn 3anpoca knveHTa LIOB.

4.1.4 O6paboTka BXxoAsLLero Bbi3oBa onepatopoM LIOB ocylecTBnseTca Npu okasaHUM yCnyr aKCTPeH-
HbIX, CMPaBOYHO-UH(OPMALMOHHBIX, KOHCY/bTAUMOHHbIX CAYX0, CNyX6 TEXHWYEeCKON NoALEePXKU uau npu
npueme 3asaBok (3aka3os). Onepatop LLOB oTBeyaeT Ha BbI30B knineHTa LIOB. ocyLlwecTBAAET KOHTaKT C K/INeH-

2
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Tom LLOB, B x0fie KOTOpPOro coobLaeT no 3anpocy knneHta LLOB Heob6xoavMyto emy nHopmaumio B npegenax
CBOE KOMNeTeHL MK, N0Mb3yACcb MHPOPMALMOHHBIMY CUCTEMAMU, UK BbINOJIHAET MO 3anNpocy KIMeHTa Heob-
XOfuMble [eiCTBUS C NOMOLLbI0 MHDOPMALMOHHON cucTeMbl (Hanpumep, npuem n GOpMUpOBaHUE 3asBKK,
NoAKMYEHNE [ONONHUTENBHbIX YCAYT U T. N.), NN NepefaeT BbI30B Ha APYTYIO0 INHUIO.

4.1.5 Wcxopsume BbI30BbI OCYLLLECTBAIOTCA B LIeNIAX MPOBEAeHNs TeNemMapKkeTUHra, aHKeTUPOBaHUA U B
ApYrux Lensx, a Takke BC/yyYasx, ecav Bonpoc He 6bls1 peLleH Npu NepBoM KOHTakTe («obpaTHble BbI30BbI»), 1
BbINOMHAITCA onepaTopamu LLOB nnn BasTomMaTnyeckomM pexmmMe 6e3 yyactus onepaTopos.

4.1.6 3akasumkocyuiecTsnseT 3aka3ycnyru LLOB. OH npegocTasnset B LLOB nHdopmaumio, Heobxoam-
Myt 4118 MHopMUpoBaHua KnveHTos LIOB B MHTepecax 3aka3uuka, v onpefenseT cueHapuii o6paboTkm
BbI30BOB K/1MeHToB LIOB.

4.1.7 O6opyaoBaHune LIOB. hyHKLMOHMPYIOLWMX B CETW CBA3M 06LLEero Nosib30BaHus, Npu opraHm3anum
Ha 6ase LIOB 3KCTpeHHbIX, CNPaBOYHO-MHDOPMALMOHHBIX, KOHCYNbTaLUMOHHbIX, TEXHUYECKUX U 3aKasHbIX
cnyx6, 4OMKHO obecneyunBaThb BbINMONHEHNE DYHKLUNI, NepeYnCcnerHbIX B [2. NyHKT 3.2].

4.1.8 3tanbl okaszaHua ycnyr onpegenensl B FTOCT P 53724. MpumeHuTensHo k LIOB 3To cnepyouine
aTans:

- npeaBapuTenbHbIli aTan (MpMeM 3asBKU Ha OpraHn3aLmio npouecca NnpeocTaB/eHns yCayroT 3akasuu-
Ka. 3aKk/to4yeHme Aorosopa C 3aka3umkom. SLA).

- aTan okasaHusa ycnyru knmeHty LIOB.

- 3Tan pacyetos 3a ycnyru LIOB,

- 3Tan paboThbl C NpeTeH3nsAMn nonb3osarteneii yenyr LIOB.

4.1.9 Ha npepggapuTenibHOM aTane okazaHus ycnyr LLOB nponcxogut B3aumogencTene opraHvsanmu,
npepgoctasnsatouwen ycnyrun LLOB. n3sakasuuka. Bcnyyae, ecnv 3akasumkom ABASETCA CTOPOHHSASA OpraHm3anms,
oKasaHue ycnyr ocyLecTBIsAeTCs Ha OroBOPHO OCHOBE.

OCHOBHble NOTpebuTeNbCKNe CBONCTBA, XapakTepusyloLwme gaHHbli aTan npegocTas/ieHns yenyru:

- CBOEBPEMEHHOCTb U (UN) CKOPOCTL BbINOSIHEHUS AelCTBUIA;

- YA06CTBO U KYNbTypa 06CnyXnBaHus.

4.1.10 HaaTane okasaHus ycnyru KIMeHTy ocylecTBnseTca 06paboTka BXOAALWMX U UCXOAALLUX BbI3O-
BOB onepatopamu LIOB nnn aBTomatnyeckumy nHopMaLoHHbIMM cuctemMamu. [1na gaHHoro atana xapak-
TepHO B3aumogeincTaue mexay cnyxoéamu LIOB n knnentammn LIOB.

[JaHHblii aTan npefocTaBfeHUs YCNyrn xapaktepusyeTcs crefylolwyMn noTpeouTenbckuMn CBOM-
cTBaMMU:

- OCTYMHOCTb YC/yru,

- CKOpOCTb;

- HaAeXHOCTb (TOTOBHOCTB);

- KAYeCTBO KOHTaKTa.

4.1.11 3tan pacyeTos 3aycnyru LLIOB

O6Lwas cToMMoCTb YCNyr ANs KNneHTa npu obpateHumn B LIOB cknafgbiBaeTca U3 CTOMMOCTM TesiepOHHO-
ro coeiviHeHns, NpeAoCTaB/IAEMOro onepaTopomM CBA3un, U cTonmocTn yenyr LIOB. B 3aBMCUMMOCTY OT yCNnoBuii
okasaHus ycnyr ycnyru LLOB moryT 6biTb 6ecnnaTtHeiMu Ana knneHta LLOB (onnaynBaloTcst 3aka3umkom) uam
nnatHeIMu 4ns knueHTa LIOB (Hanpumep, nnaTHble cnpaBoyHble yenyru). [Ana obecneveHns yHKuuyu pacye-
TOB € nosib3oBartesniamu ycnyr LLOB nporpammHo-annapartHblii komnnekc LLOB cornacHo (2, nyHkT 3.1] gosxeH
obecneynBatb yyeT, NOATOTOBKY MXPaHeHWe MHhopMaLuy AN NocnefyoLLero HauuceHus nnaTbl 3ayCnyru.

OCHOBHbIMM NOTPE6UTENLCKMMM CBOicTBaMM ycnyru LIOB Ha AaHHOM 3Tane SiBNATCA:

- CBOEBPEMEHHOCTb AeliCTBUIA, CBA3aHHbIX C pacyeTamu 3a npefocTaB/ieHve yenyr;

- NPaBUJIbHOCTb CHETOB, BbICTAB/IAEMbIX 3a YC/TYTU.

Ha atane pa6oTbl ¢ npeTeH3nssmMu nonb3oBatenein ycnyr LLOB nponcxogsTt npuem, pacCMoTpeHue npe-
TeH3uii nonb3osarteneii ycnyr LIOB 1 B3auMofelicTBME C HUMM B X0 peLleHns npo6nem.

OCHOBHbIMW MOTPE6UTENBLCKMMM CBOMCTBAMM YCNYTY HA AAHHOM 3Tane ABAATCS:

- CBOEBPEMEHHOCTb 1 (U11M) CKOPOCTb BbINOMHEHUS AeCTBMIA Npy paboTe ¢ NpeTeH3nsaMu nonb3oBare-
neii ycnyr LLOB:

- yA06CTBO M Ky/IbTypa 06C/yXMBaHUSA.

4.2 TokasaTenu kavyecTBa ycnyru «Ycnyra L,eHTpa o06paboTky BbI30BOB»

4.2.1 Cwnctema nokasaTtesneli KauecTBa 151 BCECTOPOHHel oueHku ycnyru LIOB BktovaeT:

- nokasaTenu, OLEHMBaOLWMe Kaxaoe noTpebutenibckoe CBOMCTBO yC/yrn (B COOTBETCTBUM C
FOCT P 53724),
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- UHTerpasibHble Nnokasartesim OLEeHKN KavyecTBa, AalLine 0606l EeHHYI0 OLeHKY COBOKYMHOCTU NOTpe6bu-
TEbCKMUX CBOMCTB UMW YCYTU B LLE/IOM;

- nokasaTenu y0BNeTBOPEHHOCTM Nonb3oBarenei ycnyr LIOB.

4.2.2 OCHOBHbIE NoKasaTeNn KayecTsa, oTpaxarwLlyme BaxHeliwne NoTpebuTenbCkne cBoOCcTBa ycnyrm
«Ycnyra LeHTpa 06paboTku BbI30BOB», NpUBEAEHbI B Tabnuue 1.

Ta6nuuya 1— MokasaTenu ka4yecTsa ycnyrm «Ycnyra ueHtpa o6paboTkum BbI30BOB»

MokasaTesnib kayecTsa CopepxaHue nokasartesns MpumevaHne

1 Moka3aTenu, oueHuBawWmne noTpebuTenbCckne cBoONCTBA YCAYIU
1.1 3T1an okasaHusa ycnyru knueHty LIOB

1.1.1 Moka3aTtenu, xapakTepusyrwuwmne OCTYNHOCTb U CKOPOCTb 060['Iy>KI/IBaHI/I$I BXOA4AWNX Bbl30OBOB

1.1.1.1 MpoueHT o6cny- MpoueHT o6cnyxeHHblXx onepatopamu LIOB MpuynHoii noTepb BbI3OBOB
XEHHbIX BbI30BOB OT 4YuCna Bbl30BOB OT 06LLEero yncaa NOCTYNMBLUUX BbI30-  MOFYT GblTb NOTEPU M3-3a Neperpy-
NoCTYNUBLLNX BOB, 30K WAU HEeUCNpaBHOCTU, a Takxe
ACD = WAW-100%. HeoTBeT onepartopa LLOB nocne

MapwpyTmsaunm K HeMmy Bbi30Ba
roe Na— KonnyecTBO BbI30BOB, 06pa60TaHHbIX pupy u Y

onepatopamu LIOB;

N — KONM4YecTBO MOCTYNUBLWIMWX BbI30BOB.
BbI30Bbl, AN KOTOPbIX Bbi3blBalWNA abOHEHT
(knueHT LLOB) BbiGpan B MeH0 IVR NyHKTbI, He
npeaycmatpuBawlue o6paboTky Bbi3oBa one-
paTopoM. He yuuTbiBalOTCA

1.1.1.2 YpoBeHb o06cny- MpoueHT BbI30BOB, noctynuewux B LIOB u Bpemsa gns onpegeneHuns «ko-
XuBaHua (Service Level) (SL) oxugawlmx He 6onee ycTaHOBIEHHOTO Bpeme- POTKMX MNpPONyWeHHbIX» BbI30BOB
HW. [O/KHO ObITb ycTaHOBMEHO. Ans

SL =JV./W 100 % = N,/(NO- ). cucTeM, UCNONb3YHLWNX WHTepak-

TnBHoe MeH (IVR). «KOpOTKUMU
NpoNylUeHHbIMU* GYAyT BbI30BHI,
NOKMHYBLINE OYepedb 40 OKOHua-
KYHA). HUS COO6LYEHNA aBTOOTBETUYNKA. B

BLI30B CUMTAETCA MONYUMBLUMM OTBET B nhuriyy chviaax BOIMOXHO Onpe-

cpok, ecnu onepaTtop LLOB oTBeTnN Ha BbI30OB A0 LENNTb <KOPOTKIE NPOMYLLEeHHbIE»

rae N, — KOJIMYecTBO BbI30OBOB, MOJyHMBLUNX
OTBET B YCTAHOBJ/IEHHbIN CPOK (B TeueHune X ce-

NcTeyeHnsa yCTaHOBIEHHOTO CPOKa; BbI30Bbl Kak MOKUHYBLIME OYepesb
N — KONM4yecTBO NOCTYNWBLIWX Bbi30BOB, A0 MCTEUEHUS BPEMEHN X.
yMeHbLIEHHOE Ha KOIMYEeCTBO «KOPOTKMUX Npony- OTcueT BpemeHn BegeTcs oT
E€HHbIX».
" noctynaeHus soi3osa B LJOB
Wo0— KONIM4eCcTBO MOCTYNMUBLINX Bbl30BOB;
NK KO/IMYECTBO «KOPOTKUX MPONYyLEeH-

HbiX» BbI30BOB, TO €CTb BbI30BOB, MOKWHYBLIUX
oyepeAb paHee YCTAHOB/IEHHOTO BPEMEHU.
[aHHblii  nokasaTenb onpegensercs  Ha
OCHOBaHWU CTATUCTUKM 0B6CNYXKNBAHWUA BbI30BOB
nporpaMMHo-annapaTHoOro Komnaekca

1.1.1.3 MMpwn onpepeneHnn nokasaTesns Bbl-
30Bbl. 06paboTaHHble B aBTOMaTUYECKOM pexu-
Me 6e3 yyacTua onepatopa, He yuuTbiBalTCA

1.1.1.4 CpepHee Bpewms OTHOWEHNE CYMMapHOW  ANUTENbHOCTK
yAepxaHua Bbl3oBa aboOHEH-  y[epXaHus Bbi30BOB KNWeHTOB LJOB Ha nuHumn B
Ta Ha NMHUN pexume oxunganus (HOLD) k konuyecTBy 06-

C/y)X€HHbIX BbI30BOB
1.1.2 MokasaTenun, xapakTepusyluwmne Ka4ecTBO KOHTaKTa

1.1.2.1 T1pouEeHT KOHTakK- OnpepenAeTca 3KCNepTHbIM MeTOAOM My-
TOB. oTBevawlWwux Tpe6oBa- Tem aHanuMsa 3anuceil KOHTAKTOB MO CTaTUCTW-
HUAM afeKBaTHOCTN M PYHK-  yecku 3HAYMMOli BbIBOPKE KOHTAKTOB
LMOHANbHOCTN C TOYKM 3pe-
HUA KNueHTa



OkoHuyaHue Tabnmybl 1
MokasaTenb kayecTsa

1.1.2.2 Konuyectso
akTnyecknx owmnbok, gony-
LW EeHHbIX NPU OTBETE Ha Bbl-
30B. NPUXOASLULMXCSA HA OAWH
BbI30B

CopepxaHue nokasaresns

FA = MIN- 100 %.

rne M — KonuyecTBO HalijeHHbIX OWMWBOK Co-
rNacHo pernameHTam:

N — KONM4YecTBO  NPOKOHTPONMPOBAHHbIX
KOHTaKTOB.

OnpepenseTcs nyTeM aHanusa 3anucei
KOHTaKTOB. CUMTaeTCs Ha CTATUCTUYECKN 3HAYN-
Moli BblGOpke

1.1.3 TOTOBHOCTb MH( pacTpykTypbl LIOB

1.1.3 KoatpcpuumeHnt ro-
TOBHOCTM NporpaMmHo-anna-
patHoro komnnekca LIOB

= [("robu,
rge 7, — cymmapHoe BpeMs NpocTos nporpam-
MHO-annapartHoro komnsekca LIOB 3a aHanunsu-
pyemblii nepuog,.

Tom — obliee Bpems: BpeMs, B TeuyeHue
KOTOpPOro nporpaMMHO-annapaTHblii KoMmmniekc
LIOB pomkeH HaxoauTbcsa B paboTocnoco6HOM
COCTOAHUMN 3a aHanusnpyemsblii nepunog (nnaHo-
Bble NepepbIBbl UCKOYAOTCA).

1.2 3ran pacuyeToB 3a ycnyru LLOB

1.2.1 TouyHOCTb pacyeToB 3a ycnyru LLOB

1.2.1.1 TMpoueHT owWwun-
60YHbIX CHETOB

OnpepenseTtca Kak MNPOLEHT OWUGOYHbIX
CYeTOB OT 06LLEro Yncsa BbICTAB/IEHHbIX CUETOB
3a oKasaHHble ycnyru

1.3 9T1an pab6oTbl C NpeTeH3namMu nonb3osaTtenei ycnyr LOB
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MpumeyvaHne

Tonbko AnA  ycnyr, nnaTHbIX
ana knuenta LIOB

1.3.1 CBOEBPEMEHHOCTb BbINOJIHEHNS AENCTBUII Npu pa6oTe C NpeTeH3NAMU

1.3.1.1 TlpoueHT npeTeH-
31iA. paCCMOTPEHHbIX B yCTa-
HOBJIEHHbIE CPOKMN

MokasaTenb onpejenseTcs Kak OTHOWeEHNe
yncna NUCbMEHHbIX NpeTeH3uil, paccMoTpeH-
HbIX B YCTAHOB/IEHHble CPOKM, K O6LLeMY yucny
NOCTYNUBLIMNX 3a aHaNN3Wpyemblii nepuog npe-
TEH3UA. yMHOXeHHOe Ha 100 %

2 WHTerpanbHble MokasaTenu OLEeHKU KavyecTsBa

2.1 KoadhpuumeHt one-
patusHocTu (FCR)

2.2 KonunuyecTtBOo npeTeH-
3uii K 06¢cnyxueanuto B LLOB,
NPUXOAALLNXCA HA OAUNH KOH-
TakT

fona npo6nem, pelweHHbIX NP NepBOM KOH-
TakTe. B obuwem yncne o6paboTaHHbIX KOHTaK-
TOB

MokasaTenb onpegensieTcs nytem fgeneHus
KonmyecTBa MOCTYNUBLIMX 3a aHanU3Mpyemblii
nepuoj npeTeH3uii, KoTopble 6bINN NPU3HAHbI
060CHOBaHHbIMM, Ha o6ljee KOSMYecTBO ob6pa-
60TaHHbIX 3a laHHblil Mepuroj KOHTaKToB

3 MokasaTenu y[0BNeTBOPEHHOCTU NoNb3oBaTeneit ycnyr LLOB

3.1 YAoBNeTBOPEHHOCTb
KNUEHTOB (MPOLEHT KNeH-
TOB. Y/OB/IETBOPEHHbIX Ka-
4ecTBOM YyCnyru)

3.2 Y[0BNEeTBOPEHHOCTb
3akasunka

OnpepenseTcs Kak cpefHas 6GannbHas
oueHKa UM NPOLEHT KTUEeHTOB, YA0B/IETBOPEH-
HbIX KayecTBOoM ycnyrn LLOB B uenom wam oT-
AeNbHbIMU NOTPE6UTENBLCKUMU CBOCTBAMYU

OueHka obujeii yA0BNEeTBOPEHHOCTN 3aKas-
Yuka ycnyroi LLOB

MpunoxeHne A

lMoka3aTenb n3mepseTcs ¢ pas-
peweHna 3akasvuka
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MpunoxeHune A
(cnpaBouHOE)

Bo3moxHble meToAbl onpegenexHns nokasatens «KoadpduuymeHt onepatusHoctu» (FCR)

B cooTBeTcTBUM € [1] noka3zaTenb FCR MOXeT 6GbiTb ONpeAeneH C NPUMEHEHUEM C/eyOLWNX MeTo40B:

a) MOHWTOPWHI Pa3roBOPOB — B pamMKax OLeHKU KauyecTBa 06paboTKU KOHTAKTOB KOHTPOSepbl MPUHUMAKT peLle-
HUe o TOM. Gbl/1 1 BONPOC KMEHTA pelleH NONHOCTbI0. Micnonb3yeTcs penpe3eHTaTuBHasA BbIGOpKa KOHTAKTOB A1 NPO-
CnylwnBaHus;

6) onpoc Cc NOMOL b0 MHTEPAKTUBHOW cucTeMbl IVR — NO OKOHYAHUMN 3BOHKA KIMEHT NPpUHUMaeT yyacTue B onpoce
IVR notBeuaeT, 6bi11 11 peLweH BONPoc, N0 KOTOPOMY OH 3BOHWJI;

a) noAcyeT NOBTOPHbIX KOHTAKTOB — NokasaTesib MU3MepseTca MeTOAOM NoAcHYeTa NOBTOPHbIX 3BOHKOB C yHUKab-
HOTo TeNePOHHOTO HOMepa B TeYeHune Tpex-NAaTn paboymnx AHeli Nnocsie NepBoOro 3BOHKA;

r) onpoc no cTaHJapTHOMY CLEeHapuio — no OKoHYaHUU TenedOHHOro pasroBopa k/IMeHT OTBeYaeT Ha Bonpoc one-
paTopa o TOM. 6bl/1 1M peleH BONPOC, N0 KOTOPOMY OH 3BOHUI;

) TenedoHHOe UccnefoBaHUe — KNNEHT MHTEPBbIOUPYETCA CNYCTA OAUH-TPY AHA NOCNe NepBOHAaYaNbHOr0 3BOH-
Ka MoTBevYaeT Ha BONPOC O TOM. Gbl/1 /1N pPeLleH BONPOC, MO KOTOPOMY OH 3BOHWIT;

e) aHanus uHopmauum n3s CRM — onepatop LLOB ncnonb3yeTt cneynanbHoe nporpaMMHOe NpuoXeHne cBoero
MK gna otcnexuBaHma nHgopmayuy o ToM. 6bin 1M pelweH BONpPoc, N0 KOTOPOMY 3BOHWU K/INEHT.
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