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BeepneHue

YcTaHOB/IEHHbIE B CTaHgapTe TEepMUHbI PacrosioXeHbl B CUCTEMATM3MPOBAHHOM  MOPSAKE,
OTpaxaloleM cUcCTeMy NOHATUM 4aHHOW 06/1acTh 3HAHUS.

[Na KaXA0ro NOHSATUSA YCTaHOB/EH OAMH CTaH4APTU30BaHHbIN TEPMUH.

Hanunume KBagpaTHbIX CKOGOK B TEPMUHOMOMMYECKOM CTaTbe 03HAYaeT, UTO B Hee BK/IOUeHbl ABa WK
6o/lee TEPMUHA, WMEWMX Oo6WMe TEepMUHOI/IEMEHTbI. B andaBuWTHOM ykasartene faHHble TepMuHbl
npvBeAeHbl OTAENBHO C YKa3aHMeM HoMepa CTaTbMu.

Mpy NPUMEHEHUN HACTOsLLEero cTaHAapTa NpUBEAEHHbIE OMpeaenieHns MOXHO NPy Heo6X04MMOCTU
M3MEHSITb, BBOAS B HUX MPOU3BOAHbLIE MPU3HAKW, PACKPbIBasi 3HAYEHWUS] WCMOMb3YEMbIX TEPMUHOB WU/WAn
yKasbiBasi 06BbEKTbl, OTHOCSLMECS K OMNPeAesIeHHOMY MOHSITUIO. 3TN U3MEHEHMSI HE [O/KHblI HapylwaTb
06bEM U CoAepXaHne NOHATUIA, onpeaesieHHbIX B HACTOAWEM cTaHgapTe.

B KOHLe HACTOSILLEro cTaHgapTa npueedeH anaBuTHbIN ykasate/lb TEPMUHOB.
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HAUVWOHA/NBbHBIMW CTAHOAPT POCCUWMCKOMN SGELEPALUNUM

CuncrtemMa HauuoHa/ bHbIX CTaH4apToB B o6nactu cou,maanon OTBETCTBEHHOCTU
T€/TEKOMMYHUKaLMNOHHbIX KOoMMaHuni

TEPMWHbI N ONPEAENEHNA

System of national standards of social accountability of telecommunication companies. Terms and definitions

[ara BBegeHna—2015—01—01

1 O6n1acTb NPUMEHEHUS

Hactoswmii cTaHgapT ycTaHaB/vMBaeT TEPMUHbI U OMpPeAesieHVst MOHSTUI B 06/1acTé COUMasibHON
OTBETCTBEHHOCTU TE/IEKOMMYHUKALMOHHbLIX KOMMaHWIA.

Hactoawmii cTaHgapT npefHasHayeH A1 UCMOMb30BaHUS TeNeKOMMYHUKAUMOHHBIMY KOMMaHUsMK,
KOHTPOMIMPYOLWMMM UX OpraHamu, BK/IYasi opraHbl Mo cepTudukaumm, u ApYyrumMy 3anHTepecoBaHHbIMU
CTOpPOHaMMU MNpU OCYLLIECTB/IEHUN [esiTeNIbHOCTM B 06/1aCTU COUMasibHOW OTBETCTBEHHOCTUW, Aeknapauuv u
cepTudVKaLmn 37Ol AesiTeNIbHOCTH.

TepMUHbI, YCTaHOB/IEHHbIE HACTOSALMM CTaHAAPTOM, MPUMEHSIIOTCS BO BCEX BMAAX OOKYMeEHTauuu u
nuTepaTypbl (MO [AAaHHOW Hay4yHO-TEXHUYECKOUW 06/1acTu), BXOASAWMX B ciepy paGoT Mo ynpasieHWIo
couvanbHOM OTBETCTBEHHOCTLIO W/ UM UCMOSB3YIOWNX PE3Y/bTaTbl 3TUX PaboT.

2 HopMaTUBHbIE CChIJTKN

B HacTosuWeM cTaHAapTe UCMNO/Ib30BaHbl HOPMaTMBHbIE CChIIKM Ha cefytowmne CTaHaapTbl:
FOCT P 53731-2009 KauecTBO ycrnyr cBsA3u. TepMUHbI 1 onpeaesieHns

FOCT P NCO 26000 - 2012 PykoBOACTBO MO COLMasibHOW OTBETCTBEHHOCTH

MpumeuyaHue - lNpu NOMNb30BAHUM HACTOALIMM CTAHAAPTOM LieNecoo6pasHo NpoBepuThL AelicTBue
CCbINIOYHbIX CTAHAAPTOB B MHPOPMALMOHHOI c1UCTeMe 06LLLero Noib3oBaHns — Ha omLmasibHOM caiite ®efepasibHOro
areHTCTBa Mo TEXHUYECKOMY PEry/IMPOBaHUI0 U METPO/IOTMM B CETU VIHTEPHET W/ MO EXErofHOMy UH(OPMaLMOHHOMY
ykasateno «HaumoHasibHble CTaHAapTbl», KOTOPbIA Oony6/MKOBaH MO COCTOSIHMIO Ha 1 siHBaps TekyLliero roga, u rno
BbIMYCKaM EXEeMECSUYHOTO MH(OPMALIMOHHOTO yKa3aTensi «HauMoHabHble cTaHAapTbl» 3a Tekywwuii rog Ecnm 3aMeHeH
CCbI/IOYHbIN CTaHAApT, Ha KOTOPbIA faHa HefaTMPOBaHHAsS CCblfka, TO PEKOMEHAYEeTCA WMCNoMb30BaTh AENCTBYHOLLYIO
BEPCMIO 3TOTO0 CTaHAapTa C YYETOM BCEX BHECEHHbIX B [laHHYH BEpPCUI0 M3MEHEeHWl. ECnn 3aMeHeH CCbIToYHbIl
CTaHJapT, Ha KOTOpbIA AaHa [ATWPOBaHHas CCblKa, TO PEKOMeHAYeTCcs WCMofb30BaTb BEpPCU0 3TOr0 cTaHaapTa C
yKa3aHHbIM BbILLIE TOAOM YTBEPXAEHUS (MPUHSATUSA). ECnn nocne yTBEPXAEHWUS HACTOSILLEro CTaHAapTa B CCbUIOYHbIV
CTaHAapT, Ha KOTOpbIA JaHa [AaTMPOBAHHAs CCbIJKA, BHECEHO M3MEHEHWE, 3aTparvBalolLee MOoJIoKeHUe, Ha KoTopoe
[aHa CCblfiKa, TO 3TO MOJIOKEHNE PEKOMEHAYETCA NPUMEHSITb 6e3 ydyeTa AaHHOrO U3MeHeHusl. Ecnu cCbinouHbil
CTaHAapT OTMEHEH 6e3 3aMeHbl, TO MOJIOXEHME, B KOTOPOM AjaHa CCbI/IKa Ha HETO, PEKOMEHYETCS NMPUMEHSITb B YacTu,
He 3aTparmBatoLLeli 3Ty CCbIKY.

3TepMUHbLI 1 onpeaeneHns
3.1 O6wuKe NoHATUA

3.1.1

coumanbHas OTBETCTBEHHOCTb: OTBETCTBEHHOCTb OpraHusauuy 3a BO3AelicTBMe ee pelleHuli 1
[enATeNbHOCTM Ha O6LECTBO M OKpYyXalollylo cpedy uepe3 Mpo3padHoe U 3TUYHOe MoBejdeHue, KoTopoe
copeiicTByeT yCTOWUMBOMY PasBUTUIO, BK/OYasi 3040pOBbe U 6/1arococTosiHe 06LecTsa: yuuTbiBaeT
OXMAAHWSI 3aMHTEPECOBaHHbLIX CTOPOH; COOTBETCTBYET MPYMEHSIEMOMY 3aKOHOAATE/IbCTBY U COracyeTcsi ¢
MEXAYHapOAHbIMA  HOpPMamy  MOBEAEHUsi: UHTErpupoBaHO B [AesATeNIbHOCTb Bceli opraHusauymm v
1PUMEHSIETCA B €€ B3aMMOOTHOLLEHUAX.

MpumevaHnsa

1 [JleaTenbHOCTb BKIOYAET B €65 NPOAYKTLI, YC/YTW U NPOLECCHI.

2 B3aMOOTHOLLEHNS OTHOCATCA K AeATENbHOCTU OpraHu3aumi B paMmkax ee cpepbl BAUSHUS.
[FOCT P NCO 26000-2012)

MN3aaHue ouuymansHoe
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3.1.2 BHYTPEHHSIS couuanbHas OTBETCTBEHHOCTb: CouuasibHasi OTBETCTBEHHOCTb, BK/HOUatoLWas B
ceb6si npouecc pa3BWUTUS MepcoHasna M MOBbIWEHWe ero MOTMBauuW, COG/oAeHVe MpaBuil OXpaHbl U
6e3onacHoCTM TpyAa, BbiNaty 3apaboTHOW MaTtbl, couuasbHOE NapTHEPCTBO, [JOMNOJIHUTENbHOE
MEAMLIMHCKOE W COoLMaribHOE CTpaxoBaHWe COTPYAHWKOB, pasBUMTUE YENIOBEYECKUX PEeCYpCcoOB 4epes
oGyyvaloune nporpaMmbl U Mporpammbl NOArOTOBKM M MOBbIWEHWSA KBanmrkauumn, okasaHue MoMoLm
paboTHMKaM B KPUTUUYECKUX CUTyaLUSIX.

3.1.3 BHELHSAS counasibHasi OTBETCTBEHHOCTb: CouuasibHasi OTBETCTBEHHOCTb, BK/ItOYaloLLas
B ce6si CMOHCOPCTBO M KOPMOPaTVBHYH 6/1aroTBOPUTENILHOCTL, COAENCTBME OXpaHe OKpyxarouleli cpenpl,
B3aMMOAeiCTBME C MECTHbIM COOGLECTBOM W B/lacTbio MO PeELUeHW0 3aJay MeCcTHOro CooO6LlecTBa,
OTBETCTBEHHOCTb Nepef noTpe6buTenisiMm ToBapoB 1 YC/yT 3a KauecTBO MpoayKTa.

3.1.4 KoprnopaTvMBHas couuasnbHasi OTBETCTBEHHOCTb TE/TEKOMMYHUKALWOHHbBIX KOMMAaHWUiA:
[lo6pOBOJIbHBIV BKMaA KOMMaHuM B pa3BuThe o6LliecTBa B COLMasibHON, 3KOHOMUYECKONM W 3KOSIOTMYECKOl
chepax, HanpsiMylo CBsi3aHHbIi C [OesTe/IbHOCTbIO KOMMaHWM B TeNIeKOMMYHUKALMOHHOW cdepe 1
OCYLLECTB/ISIEMbIN MPEVMYLLECTBEHHO AOMOJIHUTENIBHO MO OTHOLLEHWIO K TPe60BaHUSAM 3aKOHOAaTe /IbCTBa.

3.15 coymanbHas [esaTeslbHOCTb: [leATeNIbHOCTb, HamnpaB/ieHHasi Ha MOBblLIEHVNE KayecTBa
XW3HW HaCENIeHUs1 1 coLMarnbHY CTabuIbHOCTL 06U ECTBA B LIESIOM.

3.2 CouuvanbHble nNpasa nepcoHana

3.2.1 npaBa 4yenoBeka: COBOKYNHOCTb FPaXAAHCKUX, MOIUTUYECKMX, IKOHOMUYECKMX, COLNANBHBIX 1
KyNbTYPHbIX MpaB, HEOTHLEMJ/IEMbIX W YHMBEpPCasbHbIX A/1S BCeX Mtofeli BO BCeX CTpaHax Mupa, BKIoYas
npaBo Ha XW3Hb U cBO6OAY, PABEHCTBO Mepes 3aKOHOM U CBO6G0AY CaMOBbIPXEHUS, NPaBO Ha TpyA, MuLly,
Heo6X0AMMbI YpOBEeHb 30pOBbsi, 06pa3oBaHNe U COUManbHYHO 3alLuTy.

3.2.2

KONNEeKTUBHbIN porosop: [IpaBoOBOI akT, perynupyrowmii coumnasbHO-TPYAOBblE OTHOLIEHUS B
>praHnsauum uavM y MHAVBUAYa/IlbHOro NpeAnpuHUMaTens 1 3akioyaembllii paboTHMKamMu 1 paboTtogatenemM
j nnue nx npepcraBuTenen.

[FOCT P UCO 26000-2012]

3.2.3 npogpcoto3: OpraHusaums paboTHMKOB, KOTOpas MoAAepXuBaeT W 3aluiliaeT WHTepechl
CBOUX Y/IEHOB B TakMX BOMpocax, Kak 3apaboTHasa njata v ycrioBust TpyZa, B YaCTHOCTM MyTeM NeperoBopoB
c pa6oTogarenem.

3.24

Tpyasawmiica: /inyo, BbiNonHsawowee paboTty, 6yab TO paboOTHUK WM KTO-NM6O, KTO paboTaeT He Mo
Hanmy.
[FOCT P NCO 26000-2012]

3.2.5

pa6oTHMK: JINLO, BCTyNVBLUEE B OTHOLUEHUS, KOTOPbIE CUUTAKOTCA «TPYAOBbIMU OTHOLLIEHUSIMU»
COr/IaCHO HALMOHA/IbHOMY 3aKOHOAATEIbCTBY WM NMPAKTUKE.

MpumeuvaHune - TepMUH «PaBOTHUK» SIBNSIETCA GOJIee Y3KUM, YEM TEPMUH «TPYASLNIACS».

[FOCT P NCO 26000-2012]

3.2.6 MexayHapoaHasa opraHusauyma tpyga: Cneumann3mpoBaHHOe areHTCTBo cuctembl OOH,
co3fiaHHoe B 1919 rogy, KOTOpoe CTaBUT Le/iblo NPOABKEHWE NPUHLIMMNOB counasibHONM crnpaBei/iMBOCTU U
NPU3HaHHbLIX Ha MeXAyHapoAHOM YypPOBHE Mnpas 4esioBeka 1 npas B cepe Tpyaa.

3.2.7 3apaboTHasa nnata: BosHarpaxgeHve 3a Tpyh B 3aBUCMMOCTU OT  KBasmdukauum
paboTHUKA, C/IOXHOCTM, KO/M4YecTBa, KayecTBa W YC/IOBWI  BbINOSIHAEMOW paboTbl, a Takxe
KOMMEeHCaLNOHHbIE N CTUMYNUPYIOLME BbIN/athbl.

3.2.8 NPoOAO/IKNTENIbHOCTL paboyero AHA: 3akoHOAATeNlbHO YCTaHOBJ/IEHHAas [J/IMTEeNIbHOCTb
paboTbl B TeYeHMe CyTOK, MOMEHT ee Hauyasia 1 OKOHYaHUA.

MpumeuvaHwnsa
1 CtaHgapTHaa paboyas Hefens He fomkHa npesbiwaTb 40 Yacos.
2 MNepcoHan fo/mKeH UMETb ABa BbIXOAHbLIX AHS 3a KaXKAblA CEMUAHEBHbIV NEPUOA,.

3.2.9 ANCKpUMUHAUMA: HamepeHHOe orpaHuyeHve WM AWWEeHWe npas, MNPevMyLLecTB
onpefesieHHON KaTeropum rpaxgaH, rpynnbl rpaxgaH, opraHusauuii unm rocygapcTs Mo npuaHakam packl,

HauMOHa/IbHOCTUW, FOCYAapCTBEHHOV NPUHAANEXHOCTU, NUMYLLECTBEHHOTO MOJIOXEHUS, NONa, NOMNTUHECKMX
VNN PENUTNO3HbIX YOEeXAeHWIA.

2
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3.2.10 ysaA3BuUMana rpynna: pynna 4YacTHbIX L. KOTOPbIX O6bLEAVHSET OfHA WIN HECKOJIbKO
XapakTepUCTUK, ABMSIIOWMXCS OCHOBOM A/151 ANCKPUMUHALUM U HETATUBHbIX COLMasIbHbIX, 9KOHOMUYECKMX,
KY/IbTYPHbIX, MOSIMTUYECKUX YCMIOBWIA WM YCMOBWIA, CBSI3aHHbIX CO 3[0POBbEM U OrpaHUYMBAOWUX KX
CMoco6GHOCTb peasim3oBaTh CBOW MpaBa Uv UHbIM 06Pa30M M0/1b30BaTLCS PABHLIMU BO3MOXHOCTSMMU.

3.2.11
paBeHCTBO NONOB: PaBHOMpPaBHOE OTHOLIEHMNE K MY>XUMHAM W XEHLNUHaM.
MpumeyvaHne - Ciofa BK/OYaeTCA OAMHAKOBOE OTHOLUEHME WIN. B HEKOTOPbIX criyyasix,

3a3/IM4HOE OTHOLIEHWNE, KOTOpPoe OyAeT paccMaTpuBaTbCsA Kak paBHOMPaBHOE C TOUKWU 3peHUs Npas, BbIrog,
0653aTeNbCTB N BO3MOXHOCTE.
[FOCT P NCO 26000-2012]

3.2.12

3TU4YHOe nosefeHue: lNoBeAeHVe, KOTOPOE COOTBETCTBYET MPUHATLIM NMPUHLMNAM NPaBUIbLHOTO Wn
<OpoLlero MoBefleHNs1 B KOHTEKCTE KOHKPETHOW cuTyauumn, a Takke Corfacyetcsa € MexayHapo/HbIMU
HOpMamMu NnoBefeHus.

[FOCT P NCO 26000-2012]

3.2.13 MexayHapoaHble HOPMbI nosegeHusA: OxuaaHuna OTHOCUTENIbHO  counasibHO
OTBETCTBEHHOIO MOBEAEHUSA OpraHuMsauun, OCHOBaHHble Ha TPaAMLMOHHOM MeXAyHapoHOM mpase,
OOLWENPUHATBLIX NPUHLMMNAaX MEXAYHapOoAHOro fnpasa WM MeXnpaBUTEe/IbCTBEHHbIX COralleHusaX, KoTopble
NPU3HaOTCA NOBCEMECTHO WU/N NOYTN NOBCEMECTHO.

MpumeyvyaHuns

1 MexXnpaBnTeNbCTBEHHbIE COrNalleHns BKAYatoT A0roBOPbI U KOHBEHLUN.

2 XoTa TpaguuUMOHHOE MexayHapofHOe npaBo, O6GLENPUHATbIE MPUHLMNLI  MeXAyHapoAHOro npasa WU
MEXMNPaBUTE/IbCTBEHHbIE COr/lalleHnss Hanpas/ieHbl B NEpPBYD ovepefb Ha roCyfapcTBa, OHWU OTPakawT uenn u
MPUHLMNGI, K KOTOPbIM BCE OpraHnsauum MoryT CTpemMmTbCs

3 MexyHapoHble HOPMbI MOBEAEHNA 3BOOLMOHNPYIOT C TEUYEHNEM BPEMEHN.

3.2.14 penoBasa 3Tuka: COBOKYMHOCTb 3TUYECKUX MPUHLMUMNOB M HOPM, KOTOPbIMU PYKOBOACTBYETCHA
opraHusaumsa npv B3anMoAelCTBUMN C 3aMHTEPeCcOBaHHbIMW CTOPOHaMW B NMpouecce MPUHATUA pelueHunii n
MX peanusauunn.

3.2.15 ncumnaMHapHas OTBETCTBEHHOCTb: Bua ropvanyeckol OTBETCTBEHHOCTU, OCHOBHbLIM
cofepXXaHeM KOTOPOI BbICTyNnawT Mepbl (AUCUUNINHAPHOE B3bICKAHWE), MPUMEHSIEMblE afMUHUCTpaunei
yupexaeHus, npegnpuatus K COTPYAHWUKY (paboTHMKY) B CBSA3M C COBEpLUEHMEM UM AUCLUMNIMHAPHOrO
NPOCTYyMKa.

3.2.16 ncumnaMHapHoe B3blCKaHue: B3bickaHue (HakalaHue), Hanaraemoe Ha paboTHMKa B CBA3N
C HapyLleHWeM UM TPy[0BOM AUCUUNIINHBI.

3.2.17 oxpaHa Tpyga: Cuctema, Harnpas/ieHHas Ha COXpPaHeHWe XWU3HN U 340PO0Bbs PabOTHMKOB B
npouecce TPyAOBOM AeATeNbHOCTW, BKAKYawwana B ceba npaBoOBble, COLMaIbHO-3KOHOMUYECKME,
OpraHn3auoHHO-TEXHNYECKME. CaHUTapHO-TUrMeHnYeckme. neyebHO-NpodunakTnyeckune,
peabunnTaLMoHHbIe N NHblE MepPOoNpPUATUS.

3.3 CouuvanbHble rapaHTum, npegocTaBsisieMble NepcoHany

3.3.1 coumanbHblie rapaHTuu: CuUcTeMa COLMASIbHO-3KOHOMUUECKUX U MNpPaBOBbIX CPeACTB,
o6ecneunBaroLLMX YC/IOBUS XU3HEAESATENIBHOCTY YENOBEKA, COLMasIbHBIX TPy, peasnsaunio X MHTEPECOB,
pasHoOo6pasHbIX CBSA3€ER N OTHOLLEHUNA.

3.3.2 coumnanbHas nomolb: Cuctema couuasibHbIX MeEp B BUAE COAEWCTBUS, MOAAEPXKUA U
ycnyr, oOKa3blBaeMbiX OTAEe/ibHbIM JnbamMm wian rpynnam pa6OTHI/IKOB pykoBOACTBOM KOMMNaHUM AOnsa
NpeofoNieHNsl UM CMSITYEHUS KU3HEHHbIX TPYAHOCTEW, MoAfepXaHWs UX couuasibHOro craryca u
NOJIHOLEHHO XN3HeAeATeIbHOCTU, aganTaunmy B obLiecTBe.

3.3.3 KOMMNeHCauMoHHble BbiNnaTtbl: Buapl nnatexeil, npegoctaBnseMble paboTHVKam
KOMMaHUK, KOTOpble NPU3HaHbI MO 3aK/THOYEHUID 3KCMEPTHOV KOMMUCCUM HYXAAIOWUMUCS B COOTBETCTBYHOLLMX
Bunaax nomoun, onnata KOTOpPbIX ABJIAETCA COCTaBHOW YacTbio coynasibHOro obecneyeHus nnu.
nocTpagaBlUnX BCNeACTBUE HECUACTHOIO C/lydas Ha NPOU3BOACTBE UM NPOEeCCMOHANIbHBIX 3a60/1eBaHNiA.

3.3.4 oxpaHa 3[0p0oBbsi paBGOTHMKOB KoOMMaHUU: COBOKYMHOCTb MepP 3KOHOMMWYECKOTO,
npaBoBOro, couuasibHOro, KyJslbTYpHOro, Hay4Horo, mMeauumMHCKOro, CaHUTapHO-TUrMeHN4YecKoro xapakrtepa,
HanpaB/ieHHbIX HA COXPaHEHWE U YKPenieHne OU3NYECKoro 1 NCUXMUYECKOro 310P0Bbs KaXA0ro paboTHUKA.
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3.4 KauecTBO npoaykuuu, ycnyr n paéort

34.1

ycnyra: [leficTBue opraHvsauuu ans y40BfeTBOPEHMs! Crnpoca Uim noTpe6HOCTY.
[TOCT P NCO 26000-2012]

3.4.2

ycnyra 3/1eKTpoCcBsA3un: Ycnyra, 3akiovarlascsa B npueMe, 06paboTke, XpaHeHUW, Nepeaaye u
[0CTaBKe COOBLLEHNIA 3NEKTPOCBA3N.
[FTOCT P 53731-2009]

3.4.3

KayecTBO: CTeneHb COOTBETCTBUA COBOKYMHOCTU MPUCYLWNX XapakKTepncTtmnk Tpe6OBaHVIF|M.
[FOCT P 53731-2009]

3.4.4

KayecTBO YycCnyr cCBA3u: CTeneHb COOTBETCTBUA npucywmnx ycnyram cCBA3UN XapakKTepuctuk
Tp66OBaHVIﬂM, YCTaHOBJ/IEHHbIM HOPMAaTUBHbIMWN OOKYMEHTaMMW.
[FOCT P 53731-2009]

3.45

KauyecTBO O06GC/yXUBaHUS nofb3oBaTeneir ycnyr cBs3u: COBOKYNMHOCTb 9KOHOMUYECKUX,
couyasibHbIX U1 APYrMX nokasaTesieil (mapamMeTpoB yC/yT CBS3U), OLEHVMBAEMbIX C MO3ULMU MOSib30BaTesiei
1 XapaKTepU3yIoLWmMX CTeNeHb UX YA0BMNETBOPEHHOCTN KaUeCTBOM 3TUX YC/yT.

[FTOCT P 53731-2009]

3.4.6

KayecTBO paboTbl ceTu anekTpocssAsm: COBOKYNHOCTbL MokKasaTeneli (NapameTpoB ceTu
9/1EKTPOCBSA3M), XapaKTepm3syIoLMX Ka4eCTBO MPOM3BOACTBA YC/YT 3/IEKTPOCBA3N Ha Pas/IMYHbIX y4yacTkKax
cetM U Mo CeTu 3/1eKTPOCBA3M B LesioMm (0T aboHeHTa A0 abOHeHTa) B COOTBETCTBUM C TEXHUYECKUMU
Tpe6oBaHUSIMN K OGOPYAOBaHMIO M KaHanam CBsi3W, a Takke YPOBHIO TeXHWYEeCKoW 3SKCnayatauuu aTmx
cpeAcTB.

[FOCT P 53731-2009]

3.4.7

ynpaBssieHne KadeCTBOM YyCNnyr cBA3u: ,ﬂ.eﬂTeI’leOCTb ncnonHuTena ycnyrn no ynpas/ieHUo
ycnyramm CeA3n, HarnpaB/ieHHaA Ha BblNOJ/IHEHUE Tpe6OBaHVIl7I K X Ka4yecTBy.
[FOCT P 53731-2009]

3.4.8

o6ecnevyeHne KadecTBa yC/yr CBsi3n: [leATeNIbHOCTb WCMNOMIHUTENA YC/YrW, HanpaB/ieHHas Ha
co3faHne yBEPEHHOCTU, YTO TPeGoBaHUs K Ka4ecTBy 6yAyT BbIMOJIHEHbI.
[FOCT P 53731-2009]

3.4.9

cucTtemMa ynpaBfieHUss KayeCTBOM YCNyr CBs3u: COBOKYMHOCTb — OPraHU3auuoHHON CTPYKTYpbl,
3TBETCTBEHHOCTM M MOJIHOMOYMIA MepcoHana, npoueayp, MNPOLEeccCOB M PecypcoB, 06ecneynBaroLmx
XCYLUECTB/IEHVE YNPaB/IEHUsI KA4eCTBOM YCyr.

[FTOCT P 53731-2009]

3.4,10

cTaHgapT KadecTBa Ha ycnyry: CraHAapT, ycTaHaBAuBaloWMii Tpe6GoBaHWUsSl, KOTOPbIM A0J/hKHA
/poBNETBOPATL YCNyra, C Lesfblo 06ecneynTb COOTBETCTBUE €€ Ha3HAYEHUIO.

[FOCT P 53731-2009]
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3.4.11
ypoBeHb KadecTBa ycnyrm cBasn: OTHOCUTeNIbHas XapakTepucTuMKa KayecTBa YCNyru CBA3W,
OCHOBaHHasi Ha CcpaBHeHUM aKTNYecKnx 3HaYeHW nokasaTenieli ee KkayecTBa C HOpMaTMBHbLIMU

3HAYEeHVAMN 3TUX NoKasaTenein.
[FOCT P 53731-2009]

3.4.12

npaBusia okasaHua ycnyr: [OKyMeHTbl, ycCTaHaB/MMBalolWMe MOpsiaoK, CO6I0AeHNe KOTOPOro
4e06X0ANMO A5 BbINOHEHUS KAKUX-NN60 AeCTBUIA Npy oKasaHUmn YCyru.

[FTOCT P 53731-2009]

3.4.13

NosIOXeHUA: [JOKyMeHTbI, coyeTatolme npasuia N HOpMbI.
[FOCT P 53731-2009]

3.4.14

WHCTPYKUMK: [lOKyMeHTbI, onpejensaiolme nociefoBare/lbHOCTb U TEXHOOTMIO BbINO/IHEHNSA paboT
TPV OKasaHun YCnyru.
[FOCT P 53731-2009]

3.4.15 ueHHOCTHaa uenouka: MocnenoBaTe/lbHOCTbL AEWCTBUI CTOPOH, KOTOpble MNpPefoCcTaBAstoT
WM MOyYaloT CTOMMOCTb B (hopMe MPOAYKTOB WAN YCAYT.

MpumevaHuns

1 CTOpOHbI, KOTOpble MNPeAoCTaBNAT CTOMMOCTb, BK/IHOHAIOT MOCTaBLUVKOB, TPYAALMXCA, NOAPSAYMKOB,
[eliCTBYIOLMX B paMKax ayTCOPCUHIa 1 apyrux.

2 CTOpOHbI, KOTOPbIE NOTYYaloT CTOMMOCTb, BK/IIOYAIOT K/IMEHTOB, MOTpebuTeNnel, 3aka3|mkoB, Y1eHOB 1 APYTMX

nosnb3oBaTenei.

3.4.16 ob6uwecTBeHHasas MHApacTpykTypa: CylecTBylolwas Ha TeppuTopum ceTb Touyek AocTyna
(BK/IlOUAsAT BCe HeobGxoAMMble 3/1eMeHTbl obecrneyeHus)), B KOTOpPOW J1t06OMy Mofsib3oBaTento  3a
onpegeneHHy0 OO6LLECTBEHHO MpMeM/IeMyl0 LieHy OKasblBaeTCcs yc/yra, npusHaBaemasl COOO6LLeCTBOM
3HaUYMMOl 4NN XN3HeobecneyeHus.

3.5 YpoBneTtBOpeHUe MHTepecoB noTpebuTeneii

35.1

onpoc: MeTtoa c6opa WHMOPMAaLMK, OCHOBaHHbLIVi Ha YCTHOM WM MUCbMEHHOM O6palleHun K
pecrnoHAeHTaM C BOMpocamu, coaepXaHne KOTopbIX NpeacTaBnsieT ueflb UCCesoBaHuii.
[FTOCT P 55388-2012]

3.5.2

pecnoHAeHT: /Inuo, oTBevarolllee Ha BOMPOChbl aHKETbI UK AatoLlee VHTEPBLIO.
[FOCT P 55388-2012]

3.5.3
aHkeTa: OObegMHEHHas eauHONM 3afayeil cucTemMa BOMPOCOB, HaMnpaB/IEHHbIX Ha BblsBEHWE

XapaKTepucTuK NpegmeTa nccrefoBaHuii.
[FOCT P 55388-2012]

354

aHKeTMpoBaHue: MUCbMeHHbIV UM YCTHbI ONPOC pecrnoHeHTa C NMOMOLLbIO aHKeTbl, NPYMeHseMbIii

3 KauecTBe MeToga c6opa MHGOPMaLMN.
[FOCT P 55388-2012]
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3.55

notpe6utens: OTAeNbHbI NpeacTaBUTENb LUMPOKOA 06LWEeCTBEHHOCTH, NpuobpeTatowmnii nnmn
MCMNO/b3YIOLWWI COB6CTBEHHOCTb, MPOAYKTbI WN YC/YTU OIS NINYHBIX Leneii.
[FOCT P NCO 26000-2012)

3.5.6

o6cnyxuBaHue noTpe6buTens: BlavmogelicTBrMe opraHu3auuv ¢ nNoTpebuTesnieM Ha BCEX CTaausix
KWU3HEMMOrO UMK/a NpoayKuuu (ycnyrn).
[FOCT P NCO 10002-2007)

3.5.7

KNMeHT: OpraHusauus Uy oTaenbHbll NpeacTaBuTe b LUMPOKOM 06LEeCTBEHHOCTHM, NpuobpeTatoLme
t06CTBOHHOCTb, MPOAYKTbI MW YCYTY A1 KOMMEPYECKUX, JIMUHBIX U TOCYAAPCTBEHHbIX Lenel
[FTOCT P NCO 26000-2012)

3.5.8

yAOB/ETBOPEHHOCTb NOTPe6UTENsA: Bocnpusitue notpebutenieM cTeNeHU BbINOSTHEHWUSI ero
TpeGoBaHWIA.
[FOCT ISO 9000-2011)

3.5.9

o6paTHas cBA3b: KoMMeHTapuu, aKcnepTu3a v CBeAeHMs] O 3aMHTEPECOBAHHOCTM B MPOAYKUMN WK
1pouecce ynpaseHusi NpeTeH3nsiMu.
[TOCT P NCO 10002-2007)

3.6 YcToliunBoe pasButne

3.6.1 ycTonumBoe pasBuTme: PasBuTMe, KOTOPOe YyAOBNETBOPSAET MOTPEGHOCTAM HaCTOSLWEro
BpPEMEeHU, He CTaBs Noj COMHEHME BO3MOXHOCTU ByAyLUMX NOKOMEHUI yA0BNETBOPATL CBOW NOTPEBGHOCTU.

MpumeyaHue - YCTONYMBOE pas3BUTVE OTHOCUTCSH K 06BEAVMHEHWIO Lieneil BbICOKOrO KayecTBa XU3HW,
300pOBbSi 1 6/1AroNoMy4Yns € COLMa/bHON CNpaBeA/MBOCTLIO U NOALEPKAHUEM CMOCOGHOCTM 3emnan noaaepxuBarb
XU3Hb BO BCEM €€ pas3Hoobpasun. 3STU  coumasibHble, SKOHOMUYECKME W 3KOMOTUYECKME Len  ABNATCA
B3a/IMO3aBMCUMbIMM 1 B3aVMOTNOALEPKMBAOLLMMUCA. YCTONUMBOE pa3BUTME MOXET paccMaTpuBaTbCsi kKak Crnocob
BbIPAXEHNA LUMPOKMX 0XMAaHWIA 06LLecTBa Kak Lienoro.

3.6.2 MoJepHM3aumna TexHuyeckol 6a3bl: YcoBeplleHCTBOBaHWe, YnydlleHue, O6GHOB/EHMne
TEXHNYECKUX CPeAcTB, MCMO/Ib3yeMblX NPV MPOU3BOACTBE MpoAykuum (ycnyr), a Takxe npvBegeHne nx B
COOTBETCTBME C HOBbIMW TPEGOBAHUSIMU N HOPMaMW, TEXHUYECKMMW YC/TOBUAMW W NMOKasaTeIAMN KayecTBa.

3.6.3 MHHOBauUun: BBegeHHbIV B ynoTpebieHe HOBbIN UM 3HAYNTEeNIbHO Y TyULUEeHHbIN NPOoAyKT
(ToBap, ycnyra) WM Npouecc, HOBbIi MeToh NpoAaX WM HOBbIA OpraHM3auuoHHbLIA MeTon B Ae/10BOW
npakTuke, opraHmsaumm pabounx MecT Uan BO BHELIHMX CBA3AX.

3.6.4 MHHOBAaLMOHHaA WHpacTpykTypa: COBOKYNHOCTb oOpraHusauuii, Cnoco6CTBYOLMX
peannsaunn  MHHOBAUMOHHbLIX MPOEKTOB, BK/OYas MpefocTaB/ieHNne YMpaB/ieHYecKuX, MaTepuasibHo-
TEXHUYECKMX. (PMHAHCOBbIX, MH(POPMALMOHHbIX, KaAPOBbIX, KOHCY/IbTaLMOHHbIX 1 OPraHU3auMOHHbIX YCAYT.

3.6.5 WHHOBALMOHHaA AeATesIbHOCTb: [leATeNlbHOCTb (BK/OYas Hay4Hyl0, TeXHOJI0TMYeckyto,
OpraHn3aunoHHyl0, (PUHAHCOBYID W KOMMEPYECKYI0 [eATeNIbHOCTb), HamnpaBsieHHas Ha peaiv3auyuio
WHHOBALMOHHbIX MPOEKTOB, a TakXke Ha co3faHWe WHHOBALMOHHOW MHMPacTpyKTypbl U oGecrneyeHue ee
AesATeNbHOCTL.

3.6.6 undposoe HepaBeHCTBO: OrpaHnyeHMe BO3MOXHOCTEN couuasbHOW rpynnbl Kn3-3a
OTCYTCTBUS y Hee A0CTyna K COBPEMEHHbIM CpefcTBaM KOMMYHUKaLUN.

3.7 OxpaHa OoKpyxatoLei cpeabl

3.7.1 oKpyxatuwas cpega: BHelwHsa cpega, B KOTOPOU hyHKLMOHMPYET opraHu3auus, BKIoYast
BO34yX, BOAY, 3eM/0, MpuUpoAHble pecypchbl, opy, dayHy, ntogeil, KocMuyeckoe MPOCTPaAHCTBO U UX
B3aMmMopelicTBue.

3.7.2 oxpaHa oOKpyxatluieii cpefbl: [esAiTelbHOCTb OpPraHoOB rOCYAapCTBEHHOW Bactu
Poccuiickoli d®egepaunmn, opraHoB rocyaapCTBeHHOW BNacTn cyb6bekToB Poccuiickoil degepaunm, opraHoB
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MECTHOTO CaMOoyrnpaBfieHUsi, O6LECTBEHHbIX U WHbIX HEKOMMEPYECKUX O6beAWHEHWI, HPUANYECKUX 1
PU3NYEeCKUX 1L, Harnpae/ieHHasi Ha COXpaHeHMe W BOCCTAHOB/IEHME MPUPOLHONA cpeabl, pauvoHasibHoe
MCNo/b30BaHVe M BOCMPOU3BOACTBO MPUPOAHLIX PECYpPCOB, NpefoTBpalleHne HeraTMBHOIO BO34eicTBus
X03ANCTBEHHOW N UHOW AesITE/IBHOCTY Ha OKPYXXaloLLy cpeay Y IMKBUAALMIO ee MocneacTBUiA.

3.7.3 HeraTMBHOe BO34eNCTBME Ha OKpyXaluyto cpeay: Bo3geicTBue xo3ancTBEHHOWM N UHOM
[eATeNbHOCTW, NOCNeACTBUS KOTOPOW NMPUBOAST K HEraTMBHbIM M3MEHEHUSIM KayecTBa OKpyatoller cpeapl.
3.7.4 aKosormyeckass 6e3onacHocTb: COCTOSIHME 3alMLWEHHOCTM NPUPOAHON cpeabl W

XN3HEHHO BaXHbIX MHTEPECOB YefloBeKa OT BO3MOXHOro HeraTMBHOIO BO3AENCTBUSI XO3ANCTBEHHOW U UHOIA
[esiTeNbHOCTY, Ype3BblyaliHbIX CUTyauuii NPYPOAHOro U TEXHOTEHHOTO XapakTepa, Ux nocneacTBuii.

3.75 3KONOTNYECKUIA PUCK: BEpPOSATHOCTb HACTYMN/eHNs COBbITUS, UMEeOLEero He61aronpusiTHbIe
nocneacTeust Ansi NMPUPOAHON cpefbl, BbI3BAHHOIO HEraTMBHbLIM BO34ENCTBMEM XO3ANCTBEHHON U WHONA
[esiTeNbHOCTY, Ype3BblyaliHbIMM CUTYaLMSIMK MPUPOAHONO N TEXHOTEHHOTO XapakTepa.

3.7.6 aKonorvyeckaa apPeKTUBHOCTb: MPON3BOACTBO aHA/IONMMHYHOro 06beMa TOBapoB U ycyr
C WCMNOMb30BaHWEM MEHbLUEro KO/IMYecTBa PEcypcoB, U MEHbLVM O6bEMOM OTXOAOB U 60siee HU3KUM
YPOBHEM 3arpsi3HEHUsI OKpYXatoLLei cpeabl.

3.7.7 Tpe6oBaHMA B 06/1aCTV OXpaHbl OKpyXatouwen cpedbl: MpupoaooxpaHHble Tpe6oBaHus,
npeabsiB/sieMble K XO3AWCTBEHHON U VHOI AesiTeNIbHOCTU, 06si3aTefibHble YC/OBUS, OrpaHuueHnst Wam ux
COBOKYMHOCTb. yCTaHOB/IEHHbIE 3aKoHaMu. NHbIMU HOPMaTUBHbIMY npaBoBbIMM aKkTamu,

NPUPOAOOXPaHHbIMM  HOpMatMBaMu, [OCYyAapCTBEHHbIMW  CTaHgapTaMmv U WHbIMX  HOPMAaTUBHbLIMWU
[OKyMeHTamun B 06/1aCTU OXpaHbl OKpyXatoLei cpebl.

3.7.8 3KO/IOTMYECKNI T KOHTpoNb: Cuctema Mep. HanpasfieHHas Ha npegoTspalleHune,
BbISIB/IEHNe W MNpeceyeHVe HapylleHWs 3akoHogaTesibCTBa B 06/1aCTM  OXpaHbl OKpyXatolen cpegbl,
obecrneyveHne cobNOAEHUSA CyObEKTaMU XO3SIACTBEHHOW U MHOW AesATeNIbHOCTM TpeboBaHW, B TOM 4ucie
HOPMaTMBOB N HOPMAaTMBHbIX AOKYMEHTOB, B 06/1aCTV OXPaHbl OKpYXatoLei cpeabl.

3.7.9 3KONOrMyecknii  ayaut: HesaBucuMmass KOMMJIEKCHas [OKYMeHTMPOBaHHas  OLgeHKa
cob6oaeHNs cy6bEKTOM XO3ANCTBEHHOW U UHOW AeATeNIbHOCTU TpeboBaHW, B TOM 4YnC/ie HOPMaTuUBOB U
HOPMaTUBHbIX [OKYMEHTOB, B 06/1aCTU OXpaHbl OKpyxatouieli cpefbl, TpeboBaHWli MexXayHapoAHbIX
CTaHAapToOB M NOArOTOBKA PeKOMeHAauui Nno ynyylleHo Takol AeAaTenbHOCTH.

3.7.10 aKosiornyeckoe obyyeHne nepcoHana: Npouecc obyyeHnsi, HanpaB/IeHHbIN Ha YCBOEHWe,
cuctematmsaumio 3HaHUl 06 OKpyxalolwei cpefe, NnpuobpeTeHne YMeHM M HaBbIKOB MPUPOAOOXPaHHOM
LeATeNIbHOCTU N hopMMpOBaHMe 06LLLel 9KOSTOTMYECKOW Ky bTypbl.

3.7.11 aKonormyeckas KynbTypa: Hacnegyemblii OnbIT XU3HeAeATeNIbHOCTM 4enoBeka B ero
B3aMMOAENCTBMN C OKpyXarwLlel cpefoi, cCnocob6CTBYOWMA 340p0OBOMY 006pa3dy XWU3HWU, YCTONUMBOMY
COLNa/IbHO-3KOHOMMYECKOMY Pa3BUTUIO, 3KO/1I0TMYECKOM 6e30MacHOCTY CTPaHbl U KaXA0ro YesioBeka.

3.7.12 6e3onacHocTb npoussoacTBa: COCTOSHME 3aWMUWEHHOCTU XU3HEHHbIX WHTEpecoB
JINYHOCTU 1 obwecTBa OT aBapwuini Ha NPOV3BOACTBEHHbLIX 06 beKTax U NOCNeACTBUIA 3TUX aBapuii.

3.7.13 6030MNacHbIO YC/N0OBMA TpyAa: YCMoBus Tpyaa, NpU KOTOPbIX BO3AelcTBUE BpeaHbIX Win
onacHbIX MNPOM3BOACTBEHHbIX (PakTOpPOB Ha pPabOTHUKOB WCKIKOYEHO WAW YPOBHU WX BO3AENCTBUA He
NpeBbIWAaOT YCTaHOB/IEHHbLIX HOPMAaTUBOB.

3.BOKOHOMHOO pacxojo0BaHue pecypcos

3.8.1



FOCT P 56086.3—2014

3.84

3KOHOMHOE MCMNoJib30BaHWe pecypcoB: MakcMMasibHOe COKpallleHVEe PacxXof0oBaHus PecypcoB
BblpaXaloLleecss B CHUKEHUN UX yAeflbHbIX PACXOA0B Ha NPOU3BOACTBO €4MHMLbI KOHKPETHO! MpoayKuum

BbINOJSIHEHNE Pa6OT M OKasaHWe YC/yr YyCTaHOBJ/IEHHOIO KauyecTBa C YUYETOM COUMAsIbHBIX, SKOMIOTUYECKMX V
NpPOYNX OrPaHNYEHWIA.

[FOCT P 52106-2003]

3.85 MeHeO)KMeHT pecypcoB: [lpoueccbl onpegeneHns wn obecnevyeHns opraHusauumn
pecypcamn, Heob6xoAUMbIMKW ANA  BHEAPEHUS W noagepxaHus B paboyeM COCTOSHUM  CUCTEMbI
MeHeKMeHTa KayecTBa, [MOCTOSAHHOIO TOBbIWEHUA ero pe3yNbTaTUBHOCTW, a TaKXke TMOBbIWeHNs
YA0B1eTBOPEHHOCTM NOTPebUTENEe NyTeM BbINOSTHEHNS UX TPE6GOBaHWUIA.

3.8.6 pecypcocbeperatowasa TexHoNnorna: TexXHONornsa, npu KoTopon noTpebneHne BCex TUMNOB
pecypcoB cBefeHO K paunoHasibHOMY (MUHUMa/IbHOMY) YPOBHIO.

3.8.7 peyTunnsaunoHHasas TexHOMorusa: Llenoyka TEXHOMIOrMYECKNX MPOLEeCccoB, Korga OTXOAbl
OZHOro NPON3BOACTBA CTAHOBATCA CbIPbeM A5 APYroro.

3.8.8 yTunmsaums: PaboTbl Mo ob6ecrneyeHnto  pecypcocbepexeHus.  MNpuM  KOTOPbIX
OCYLLEeCTBNAIOTCA nepepaboTka W/MAN BTOPUYHOE WCMOMNb30BaHWE OTCAYXUBLUMX YCTAHOBEHHbIA CPOK
n/mnn oTépakoBaHHbIX N34, MaTepuasioB, yNakoBK/ 1 T.M.. @ TaKKe OTXOL0B.

3.8.9 3KOHOMMYecKaa oueHka 3HeprocbepexeHns: COBOKYMHOCTb TEXHUKO-3KOHOMUYECKUX
MeTOA0B OnpefeneHns YpPOBHA 3KOHOMUW pPecypcoB B pesysbTaTe BHeEAPEHUS W  OCYLeCTB/IEHUS
pecypcocbeperaloLmx MeponpusaTuii B HaTypasibHOM ¥ CTOMMOCTHOM BbIPaXXeHUN.

3.9 lMoapep)xka MecTHOro coobuectesa

3.9.1 MecTHoe coob6wecTBo: [pynna nwogeli B MNPUPOAHON  OKpyxatolwein cpege ¢
reorpapuyeckMMn, agMUHUCTPATUBHbLIMW W COLMA/IbHBIMW TpaHWLaMW, HO C  [OCTaTOYHO pPasBUTbIMU
3KOHOMUYECKUMYN B3aMIMOCBSI3SIMU.

3.9.2 oHAO MecTHOro coobuiectBa: BnarotBoputensHblii hoHA, paboTalWwmini Ha KOHKPEeTHOM
Tepputopun (B ropoge, 06/1acTu, Kpae) U akKyMy/MpylowWwnii MecTHble 61aroTBopuTeNibHbIE CpeAcTBa
npeanpuHumartesnieil, 4YacTHbIX >XepTBoBaTenelh-rpaxgan. agMUHUCTPaTUBHbIE W (UHAHCOBbIE PeECypChbl
MYHULMNaINTETOB.

3.9.3 chepa BAMAHUA: [nana3oH/30Ha MOMINTUYECKNX, KOHTPAKTHbIX, SKOHOMUYECKUX WU UHBbIX
B3aMMOOTHOLUEHU, B pamMKaxX KOTOpbIX KOMMaHWsi MMeeT BO3MOXHOCTb BAWATbL Ha peleHus wunm
[eATeNbHOCTb YaCTHbIX INL, UM OpraHu3auunii.

3.9.4 6naroTBOpuUTE/NIbHOCTL: [06POBONbHAA AEATE/IbHOCTL FpaXaaH U pUaNYeckux nuL no
6EecKOpbICTHOW Nepegade rpaxgaHam WM IOPUANYECKUM MuaM MMYLLecTBa, B TOM 4YWUC/E [eHeXHbIX
cpeacTB, 6eCKOPbICTHOMY BbIMOJSIHEHNIO PabOT, NPEAOCTABNEHNIO YCNYT, UHOW NOAAEPXKKN.

3.9.5 6naroTBOpUTENIbHbIV KOpnopaTuBHbIA hoHA: PoHA, CHOPMUPOBaHHbINV 3a CUeT CpeacTB
KOMMNaHMN 1 OCYLLeCTB/SAOWNIA 61aroTBOPUTENbHYIO AEATENBHOCTb.
3.9.6 BOJ/IOHTEPCTBO: HeonnauMBaemas co3HaTefNlbHas, [A0O6POBO/SbHAsA  [AeATesIbHOCTb,

MMeKLWas CoUuMa/IbHO OPUEHTMPOBAHHBLIN XapakTep W HanpaB/ieHHas Ha [AOCTMXKEHUE MO3UTUBHBIX
N3MeHEeHWn B obLLecTBe.

3.9.7 OTBETCTBEHHOE (YMHAHCUPOBaHMWE: Y4YeT B AeATENIbHOCTM (PUHAHCOBbLIX OpraHu3auuii
9KOSIOTMYECKUX U COUMATIbHBIX PUCKOB, CBSI3aHHbIX C (PUHAHCUPYEMbIMU NPOEKTaMU U KIMEHTaMK, a Takxke
cosfaHve afleKBaTHbIX CUCTEM A/191 YNPaB/ieHUst 3TUMU PUCKaMK.

3.9.8

NoAoTY4eTHOCThL: COCTOsIHWE OTBETCTBEHHOCTM 3a PelleHust U AessTe/IbHOCTb nepes, pyKoBOASALLMMUN
>praHamy opraHusauuu, opraHamu BflacTu 1M B 60Jiee WMPOKOM CMbIC/e - MNepes 3avHTepecoBaHHbIMM
CTOpOHaMMK.

[FOCT P NCO 26000-2012]

3.9.9 MHANKaTop: KayecTBeHHbIi WM KOMYECTBEHHbIV MoKasaTesnb, Aal0Wnii npeacTaBrieHme o
LOCTUMXEHMAX Mo cdhepam AesaTe/IbHOCTU.

3.9.10 npuHumn: OcHoBoMonarawulee ybexaeHue, nNpuBoasiiee WAN BAWsSKOLWEe Ha npouecc
NPUHATUA PeLUeHna NN noBeseHve.

3.10 MeHegXMeHT coumanbHOM OTBETCTBEHHOCTU

3.10.1 opraHmsaumsa: EguvHuMua wam rpynna sogeli 1 06beKToB C COOTBETCTBYHOLEN CUCTeMOii
06a3aHHOCTEN, NOSIHOMOUMNI U OTHOLLEHWIA, a Takxe C ornpeeneHHbIMU LesIAMU.
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MpumeuyaHue - [ns ueneit JAHHOTO CTaH4apTa MOHATUE OpraHM3auusi He BK/OYAeT NpaBUTE/IbCTBA,
BbINOJHAIOLLME CBOIO CYBEPEHHYIO POSb NPU MPUHATUM WM NPUMEHEHWM 3aKOoHa, peanusauuu cype6Holi Bnactw,
OCyLLEeCTBNIeHUN 06513aHHOCTEN N0 (hOPMMPOBAHWIO NONNTUKM B OGLLECTBEHHbIX MHTEepecax WM npu coboaeHm
MeXayHapoHbIX 0653aTeIbCTB rocyAapcTBa.

3.10.2 opraHusaunoHHOe ynpaBneHune: Cuctema, MNOCPeACTBOM  KOTOPOW  OpraHusauus
NPUHMUMaET 1 peasindyeT pelleHns AN AOCTUXEHUS CBOUX Lesei.
3.10.3

Bo3jeicTBMe opraHusauumn: MO3UTUBHOE WM HeratMBHOE M3MEHeHWe O6LEeCcTBa, IKOHOMUKU, U
MOJIHOCTLIO WM YaCTUUYHO SB/ISIIOWEECS Pe3y/ibTaTOM MPOW/ibIX M TEeKYLMX PelleHnii U OesiTe/IlbHOCTU
opraHusaumm.

(FTOCT P NCO 26000-2012]

3.10.4 coumanbHO OTBeTCTBeHHass KomnaHuaA: KomnaHusa, pelicTByowas no npuHuMnam
coLuMasibHOW OTBETCTBEHHOCTY U OCYLLECTB/IAOLWAS KOMIM/IEKC COLMasibHbIX NPOrpaMm B MPUOPUTETHLIX O/15
Hee HanpaBfeHusX.

3.10.5

nHuyMatuBa B 06/acTM couuanbHOM OTBETCTBEHHOCTU: [lporpaMMa WM AesTeNbHOCTb,
HernocpesCcTBEHHO MOCBsILLEHHAs [OOCTWKEHWIO OnpejesieHHol Uenu, OTHocsWelcs K coumasibHol/
OTBETCTBEHHOCTMU.

MpumeuvaHue - WHuymatvBbl B 061aCTV COLMA/ILHO OTBETCTBEHHOCTM MOMYT paspabarbiBaTbes,
raffepK1BaThCsl UM YNpPaBisTbCs opraHu3aumel nl6oro Tvna.

(FOCT P NCO 26000-2012]

3.10.6 cthepa KoprnopaTMBHOW counanbHOlW oOTBeTCTBeHHOCTU: O6sacTb counanbHO-
9KOHOMWYECKMX OTHOLLUEHWUM, BO3HUKAKOWMX B pe3y/sibTate MWCMNO/Ib30BaHUS MaTepuasibHO-BelleCTBEeHHbIX
hakTOpOB NMPOM3BOACTBA, B NMpoLecce opraHu3aunmn Xo3arnCTBEHHOW AESATE/IbHOCTU W OKa3aHus o6LecTBy
counasibHO 3Ha4YNMbIX YCNYT.

3.10.7 YPOBEHb KOPMOpaTMBHOW couManbHOW OTBETCTBEHHOCTU: CTeneHb pas3BUTUSA
KOpPNopaTMBHOW COoLNanbHOM OTBETCTBEHHOCTU.

3.10.8 LEHHOCTM W MNPUHLUUNbI KOPMNOPaTUBHOW couMasibHOW OTBETCTBEHHOCTU: Psag
9KOHOMUYECKMX, COLMNASIbHbIX N 3TUYECKUX KPUTEPUEB CYXAEHUS, TOYHO YCTaHOBJ/IEHHbIX, NM60 NoAcnyaHO
pasfgensemMbiX BCeMU YsieHaMu KOMMNaHuu, KoTopble onpeaensatoT BUAEHNE U CTpATErnio KOMNaHuu, a Takxe
npoLiecchbl NPUHATUS PELLEHNI Ha BCeX YPOBHSX.

3.10.9 MeHe)XMeHT KOoprnopaTUBHOW couMasibHON OTBETCTBEHHOCTU: O6LeopraHN30oBaHHbIN
npoLiecc, OCHOBAaHHbIN Ha TPaAWLMOHHOW MoAenn cucTtemM MeHemXMeHTa KadvectBa (MnaH - [eiicTBue -
KoHTponb - OT4eT), HanpaBneHHbIi Ha COeAuHEeHMe B OAHO Liefloe LEeHHOCTelr 1 NPUHLMMNOB COoLManbHON
OTBETCTBEHHOCTU, UHCTPYMEHTOB MeHeXXMeHTa N NObIX APYTrUX BHYTPEHHUX OPraHn3aumoHHbIX 1 6usHec
NPOLECCOB, MHTErPUPYs 3TO BCE B pyKax PyKOBOACTBA.

3.10.10 WMHCTPYMEHTbl MeHeg)XXMeHTa KOpnopaTuBHOW CcOUMaNbHOW OTBETCTBEHHOCTMU:
OnpefeneHHoe KO/IMYECTBO WHCTPYMEHTOB MeEHe[KMeHTa, KOTOpble MomMorarT KOMMaHuu yyacTBoBaTb B
npotecce coumasibHOl OTBETCTBEHHOCTU.

3.10.11 Bepudukaymna: BHyTpeHHSA oueHKa crneumnguyecknx NpuHUMNOB U CTaHO4ApTOB, KavecTBa
OTYETOB M CUCTEM, MPOLECCOB W KOMMETeHUWA, KOTOopble MPeACcTaBMAloT 06lyo uHdopMaunio wn
noAanepXnBatoT OTYETHOCTb WUCMOIHUTENIBCKON paboTbl KOMMaHU.

3.10.12 kopnopaTuBHble couMasibHble NporpamMmmbl: J06POBO/IBHO OCyLlECTBASIEMAs KOMMaHWEN
OeAaTeNlbHOCTb B 3KOHOMMWYECKONM, COUMasibHOM W 3KOJSIorMyecko  cdpepax, Hanpas/sieHHas Ha
YAOB/ETBOPEHME COOTBETCTBYIOLNX OXNAAHUA BHYTPEHHUX N BHELLHNX 3aUHTEPECOBaHHbIX CTOPOH.

3.10.13 ynpaBsieHue KoprnopaTuBHbIMU coyunanbHbIM® nporpammamm: HenpepbiBHO
npoTekawwWwmii B KOMNaHUM MNpPOLEeCC, COCTOAWMA M3 cneaylowmnx 3Tanos: onpeaeneHne npuopuTeTos
COUManbHOM MNOMUTVMKM  KOMMaHWM; CO34aHve ChneuuasibHOlM CTPYKTYpbl YApaBfeHus couvasbHbIMU
nporpaMmMamu; nposefeHve nporpamMm 06yyeHuss B 06nacT coumasibHOVW OTBETCTBEHHOCTW; peanunsauus
coumasibHbIX MporpaMm KOMMaHuUW; OLeHKa W [oBefleHne [0 CBefeHUs 3aMHTepecoBaHHbIX CTOPOH
pe3y/ibTaToB CounasibHbIX MPOrpaMm KOMMaHUW.

3.10.14 kopnopaTuBHble couManbHble UHBECTULUN: TTyONNYHBIA MHCTPYMEHT MHOPMMPOBaHUSA
aKUuMOHepOB, COTPYAHWKOB, NapTHEPOB M BCero obuiectsa O TOM, Kak M KakuMu TemMnamu KOoMMaHus
peanin3yeT 3asloXeHHble B CBOeNl MUCCUM WM CTpaTernvyeckux njaHax pasBUTMA Lenn B OTHOLUEHUU
3KOHOMMYECKON YCTONUYNBOCTU, COLMa/IbHOrO 6/1aronoslyymsa 1 aKOJ0rMYecKon cTabuibHOCTH.

3.10.15 couymnanbHasa akcnepTu3a: BCeCTOPOHHASA OLEHKa COCTOAHMA COLMasibHbIX, B TOM 4uUcre
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TPYAOBbIX, OTHOLIEHW/ B oOpraHusaumm (opraHusaumsax, PacnosioXeHHbIX B OAHOM aAMWHUCTPATUBHO-
TeppuTopuasbHOM 06pas3oBaHnM) KM pa3paboTka MNpaKTUYEeCKMX PeKoOMeHAauuii CTOPOHaM CoLMaibHOro
napTHepcTBa.

3.10.16 coumanbHada 3awmTta: [eAaTeNbHOCTb roCYAapCTBEHHbLIX U HErocy4apCTBEHHbIX OpPraHoB U
opraHusaumii no OcCyLlecTB/IEHNIO Mep 3KOHOMMWYECKOro, MpaBOBOro, OPraHm3aLMOHHOIo XapakTepa,
HanpaBfieHHbIX Ha NpegynpexaeHne un CMAarvyeHne HeraTUBHbIX MOCAeACTBUI ON1S YesioBeKa U ero cembu
npu HacTyn/eHnn onpegeneHHbIX CoOLNasibHO 3HaUYMMbIX 0O6CTOATENLCTB (B TOM YMCNe couMasibHbIX PUCKOB),
a TakkKe Ha coxpaHeHue NpuemMsIeMOro YPOBHSA UX MaTepuasibHOro 1 counanbHOro 61arononyyns.

3.10.17 cwuctema couuanbHoOi 3awnuTtbl: COBOKYMHOCTb WHCTUTYTOB W  KOMIMJIEKC  Mep
39KOHOMMYECKOro, npasBOBOro, OpraHM3aLMOHHOIo XapakTepa, KOTOpble HarnpaB/ieHbl Ha npegynpexgeHuve
WU CMSArYeHne HeraTMBHbIX MOCNeACTBUI ANA YenoBeKa M ero ceMbW MpU HacTyn/eHUU onpefesieHHbIX
counasibHO 3HauuMbIX O6BCTOATENIbCTB (B TOM 4MUC/le COLMasibHbIX PUCKOB), @ TakKke Ha COXpaHeHue
NpUeMNIEMOro YpPOBHS NX MatepuanbHOro 1 couumanibHoro 6aarononyyms.

3.10.18 couuanbHbIli guanor: Jllo6ble TUMbl NEPEroBOPOB, KOHCY/IbTaumii, o6MeHa nHgopmauneii
Mexay waM  cpeau  npeactaBuTeneil  rocypapcteBa, pabortogaTeneld, paboOTHMKOB M ApYrux
3aMHTepecoBaHHbIX CTOPOH MO BONpocam, NPeAcTaBASAoLWNM O6LWNA MHTEpPeC N OTHOCALLMMCS K COLManbHO-
3KOHOMMWYECKOW MONNTUKE.

3.10.19 3auHTepecOoBaHHble CTOPOHbI: PU3MHECKNe N opugnNdeckne nuua, KoTtopble MOryT B/IUATb
Ha [eATeNbHOCTb W pelleHuUs KOMMaHuM WAW UCMbITbIBAlOT Ha cebe BNMAHME OT ee AeATe/IbHOCTU U
peLueHunit.

3.10.20 B3aumopgeilicTBMe C 3aMHTepecoBaHHbIMKW CTOpoHamMu: [eicTBuUs, NpegnpuHMMaemMble
O/11 CO34aHNSA BO3MOXHOCTU A1 Ananiora Mexay KOMnaHuen n 3anHTepecoBaHHbIMU CTOPOHaMU C LEefbo
thopmMmnpoBaHNsa NHHOPMALMOHHOM OCHOBbI 4151 NMPUHATUSA peLleHunii.

3.10.21 BOBJ/IEYEHNE 3aMHTEPECOBAHHOW CTOPOHbI: Jllobas [OesATesIbHOCTb WU BUAbl
[eATeNIbHOCTK, OCYyLWecTBNAEMble opraHmMsauunen, npegHasHayeHHble co3faBaTb BO3MOXHOCTU AN
[uanora Mexagy opraHusauuvern n 3aMHTepecoBaHHbIMW CTOPOHaMW C Lefbilo UX NPUBJIEYEHUS K Npoueccy
NPUHATUA PeLUeHUA.

3.10.22 pwanor [ 3anHTepecoBaHHbIMU CTOpOHamu: CneunanbHO  OpraHM3oBaHHas
KOMMYHMKaLUuUsl, HanpaB/fieHHas Ha BbICTpaMBaHWe OTHOLWEHWA C 3aMHTEePecOBaHHbIMWM CTOpPOHaAMU W
onTMMM3aumno HethMHaHCOBbIX PUCKOB, BO3HWUKAKOLWMX MNPU Pas/IMYHOM BUAEHUM Byayulero y KomMnaHun u
3aMHTepecoBaHHbIX CTOPOH.

3.10.23 npo3payHoCTb: OTKPbITOCTb B OTHOWEHUU PpPEeWeHNA U [eATeNIbHOCTU  KOoMMaHuu,
B/IMAIOWMX Ha O06LWECTBO, 3KOHOMUKY U OKpYyXalollyro cpedy, a Takkxe TrOTOBHOCTb O6MeHuBaTbCcs
MHhopMaumneit 0 HUX ACHbIM, TOYHbIM, CBOEBPEMEHHbIM, YECTHbLIM U NO/HbIM 06Pa3oM.
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aHkeTa
aHKeTMpoBaHue
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6e30MacHOCTb NPOM3BOACTBA
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B3aMMOZeCTBUE C 3aMHTEePeCcOoBaHHbIMU CTOPOHaMM
B3bICKaHVe gUCLUNInHapHoe

BOBJIEYEHME 3aMHTEPECOBaHHOW CTOPOHbI
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BO3JeiiCcTBME OpraHv3aumm
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BbIN/aTbl KOMNEHCALMOHHbIe

rapaHTuu coumnasnbHble

rpynna ysssumas

Aenosasi aTuka

[eATeNbHOCTb MHHOBAaLMOHHAasA

[eATeNnbHOCTb coumnasnbHast

Ananor c 3aMHTepecoBaHHbIMW CTOPOHaMM

guanor coumanbHbIii

OVCKpUMUHaL WS
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oxpaHa Tpyaa

OLeHKa aHeprocbepexeHnss SKOHOMMYecKas
nnara 3apaboTHas

nosefeHve aTU4HOE

noAoTYETHOCTb

NosIoXeHns

nomMoLLb coumanbHas

notpeéutenb

npaBa YyesioBeka

npaBuWia okasaHus ycnyr

npuHLMN

nporpaMmbl coumanbHblie KOpnopaTuBHbIe
NPOAO/IKUTENBHOCTbL paboyero aHs
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paBeHCTBO NOJIOB

pasBuTHe ycToiunBoe
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pecnoHaeHT

pecypcocbepexeHne

pecypconoTpebneHne
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CBA3b O6paTHas
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COo06LEeCTBO MECTHOE
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CTOPOHbI 3aMHTepecoBaHHble
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cthepa KopnopaT1BHOI CoLManbHOM OTBETCTBEHHOCTHU
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hMHaHCHMpoOBaHVe OTBETCTBEHHOE
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YAK 364.013:006.354 OKC 03.100.01

KntoueBble chnosa. counanbHasa OTBETCTBEHHOCTb. cucrtema HauMOHa/IbHbIX CTaHgapTOB,
TeNeKOMMYHUKaLNOHHbIE KOMNaHNN, TEPMUHbI 1 onpegesieHna, okazaHue ycnyr CBA3N.

MopgnucaHo B nevatb 02.03.2015. dopmat 60x84\8.
Yen. ney. n. 2.33 Tupax 31 ak3. 3ak. 204.
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