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HALULMWOHANBHGBLIN CTAHAOAPT POCCUWCKOWN PEOLEPALMUNMU

KAYECTBO YCNYTU «YCNYTA LULEHTPA OBPABOTKN BbISBOBOB»
MokasaTenn kavyectsa

Quality of service «Call-center service». Quality indices

fata BBegeHns — 2014—01—01

1 0O6nacTb NpUMeEHeHUs

HacTtoswuii cTaHAapT ycTaHaB/IMBaeT HOMEHK/IATypy OCHOBHbIX MOKa3aTeneli kayecTBa yCcnyr LeHTpa
06paboTKn BbI30BOB (fanee — LIOB). xapakTepusyoLlwmx Ka4ecTBO YC/lyT C TOUKM 3peHUs1 Nosb3oBaresis.

HacToawwmii cTaHaapT MOXeT MPUMEHATLCA MPU OLEHKe KayecTBa YC/yr COGCTBEHHbIX LEeHTPOB o6pa-
60TKM BbI30BOB KOMMaHWiA, ob6ecneumsalolinx Hyx/bl CaMMX KOMMaHW, a Takxe ayTCOPCUMHIOBbIX LeHTPOB
06paboTKnN BbI30OBOB. Kpome TOro, HacToAWMi cTaHAapT MOXET UCMOJIb30BaTbCA HayUYHbIMU U MPOEKTHBLIMU
opraHusauyusMn npy paspaboTke 1 NpoekTupoBaHun OB 1 KOHTaKT-LeHTPOB, OpraHm3aunsamMmn n usmyeckn-
MU fitamu, ABASIOWMMUCA KAVEHTaMn 1 3akasumkamu ycnyr LIOB. a Takxe 415 pa3paboTku TpeboBaHuUi K
ycnyram LIOB.

Ha ocHOoBaHWMM HacTosLero cTaHgapTa opraHusaumamMu, npegocTasnsowmnmm yeayru LLlOB. moryT pas-
pabaTbiBaTbCsA COGCTBEHHblE (BHYTPEHHME) HOPMATUBHbIE JOKYMEHTbI.

HopMmbl, KOHKpeTHbIe Tpe6oBaHNsA K NoKasarTesIiM KayecTBa U MeTOoAbl UX KOHTPOSISA (OLEHKM) AO/KHbI ObITb
onpepgenieHbl COOTBETCTBYIOLLE) HOPMATUBHOWM AOKyMeHTauunel, yTBepxgaemMoli B yCTaHOB/IEHHOM NOPSAKe.

2 HopmaTnBHbIE CCbINIKK

B HacToswem cTaHgapTe MCNOb30BaHbl HOPMATUBHbIE CCbIZIKM Ha creaytowme cTaHaapThl:
FOCT P 53724 KauecTBO ycnyr cBA3n. O6LuiMe nonoXeHus.
FOCT P 53731 Ka4yecTBO ycnyr cBs3W. TEPMUHbI 1 OnpeesieHns.

NMpumeyaHune — [lpu NONb30BAHNM HACTOSALMM CTAHAAPTOM Lieslecoo6pasHo NpoBepuTb AelicTBUE CCblNoY-
HbIX CTAH4APTOB B MH(OPMALMOHHOII CUCTeME 06LLEero Nob3oBaHns — Ha ouuManbLHOM caiite defepasibHOro areHT-
CTBa MO TEXHUYECKOMY PETYIMPOBAHUIO U METPOIOTMM B CETU VIHTEPHET WM NO €XErofHOMY UH(DOPMALMOHHOMY yKasa-
Teno «HauuoHasbHble CTaHAAPTbI», KOTOPbIA ONy6GAMKOBAH MO COCTOSHWIO Ha 1 iHBaps TeKyLlero rofa, U no Bbinyckam
€XEMECSYHOIo NH(POPMALMOHHOTO yKazaTens «HaunoHasbHble CTaHAapTbI» 3a TEeKYL WA rog. ECnu 3amMeHeH CCblIoUHbIN
CTaHAapT, Ha KOTOpbI/i AaHa HefjaTUpOBaHHas CCbI/IKA, TO PEKOMEHAYETCS UCMO/b30BaTh AeliCTBYIOLYI0 BEPCUIO 3TOTO
CTaHAapTa C y4eTOM BCEX BHECEHHbIX B aHHYI0 BEPCUI0 M3MEHeHU. Ecnn 3aMeHEeH CCbINIOYHbIA CTaH4apT, Ha KOTopbIii
[aHa AaTMpOBaHHAas CCblKa, TO PEKOMEHAYETCS UCMO/b30BaTh BEPCUI0 3TOrO CTaHAAPTA C yKa3aHHbIM Bbllue rOA40M YT-
BEPXAEHUS (MPUHATUS). Ecnn nocne yTBEPXAEHWUsI HACTOSILLEro cTaHgapTa B CCbI/IOYHbIA CTaHAAPT, Ha KOTOPbIA AaHa
[aTUpoBaHHas CChl/ika, BHECEHO M3MEHEHWe, 3aTparuBatoLLee nosioKeHne, Ha KOTOpPoe faHa CCbi/ika, TO 3TO NOOXKeHNe
pekoMeHAyeTCst NPUMEHATb 6e3 yyeTa faHHOTO M3MEHEHUs. ECNU CCbINIOYHbIV CTaHAAPT OTMeHEeH 6e3 3aMeHbl, TO NoJso-
XEeHWe. B KOTOPOM JjaHa CCbl/iKa Ha Hero, PEKOMEeHAYEeTCs MPUHSTL B YACTU, He 3aTparuBaloLieil 3Ty CCbiky.

3 TepMuHbI, onpeneneHns n cokpaweHus

B HacTosWwemM cTaHfapTe MNpUMeHeHbl TEPMUHBI U ornpegerieHnsa B cootseTcTBum ¢ FOCT P 53731. a
TaKxe crefylowme TeEPMUHbI C COOTBETCTBYIOLWMMM OnpeaeieHns Mn:

N3paHue oduymansHoe
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3.1 KoHTaKkT-ueHTp (Customer Contact Center): CTpykTypa (opraHusauus, nogpasgeseHune), npegHa-
3HayYeHHasa ANnsa 06cnyxmBaHua obpaleHUin 1 MHPOPMUPOBAHUA KIIMEHTOB NO Pa3/IMYHbIM MYy/IbTUMEANNHBIM
KaHasiaMm JOCTyna B MHTepecax 3aka3uuka.

3.2 ueHTp o6paboTkm BbI3oBOB (LLOB, Call-center): CTpykTypa (opraHusauus, nogpasgeneHue),
npegHasHayeHHasa A1 ob6CcnyxmBaHna obpalieHnii n nHopMmnposaHusa kaneHTos LLOB no ronocoBbiM KaHa-
nam CBA3M B MHTepecax 3akasuuka. LLOB sBnseTca YacTHbIM C/lydaeM KOHTaKT-LeHTpa.

3.3 ycnyra ueHTpa o6paboTkn BbI30BOB: O6CNyXMBaHMe obpalieHnin 1 NHPOPMUPOBaHUE KITUEHTOB
LIOB no ronocosbIM kaHasiaM CBA3M B MHTepecax 3aka3uuka.

3.4 onepatop LLOB (Agent): Pa6oTHuk LOB. ocywecTBnstowmii B3aumogelicteme ¢ kaneHtamm LOB
npu o6¢cNyXnBaHnn oépaLleHnii n tHopmMmMpoBaHUM KINMeHTOB LLJOB B MHTepecax 3akasuuka.

3.5 nonb3oBartenb ycnyr LLOB: dusnyeckoe nam ropugmyeckoe nmuo, 3akasblBalowee Uam UCrnosib3y-
touwee ycnyrmn LIOB.

MpumeuaHne — BkayecTBe nonb3oBateneit ycnyr LOB moryT BbicTynaTb knneHTbl LLOB u 3aka3umku ycnyr
LLOB.

3.6 3aka3uuk ycnyr LLOB: OpraHusauuns, 3akasbiBatowas ycayry LIOB.

MpumeuaHne — 3akasymkoM MOXET ABMATLCA BHELIHAA OpraHnu3aunsa wav opraHusauns, CTPYKTYPHbIM Noj-
paszeneHnem koTopoii sensietcst LLOB.

3.7 knueHT UOB: Nuyo, nonbaytouleecs ycnyramm LOB. 1 B3aumogeincTByrowee ¢ onepatopom LIOB
WM aBTOMaTU4eCKUMU CpefCcTBaMn MHTEPaKTUBHOIO B3aMMOAENCTBUS.
MpumedaHnsa

1 B KayecTBe k/IMeHTa MOXeT BbiCTynaTtb husnyeckoe nuuo Nn6o npeactaBuTe b OPUAMYECKOTO Nnua.
2 Mo oTHOoWweHMIo K LIOB KNNEHT MOXET ObiTb Kak BHYTPEHHUM, TakK U BHELUHUM.

3.8 BbI30B, 06CNYyXeHHbI onepatopom (ACD call): Bbi3oB, nonyumBLlimMiA oTBET onepartopa LIOB.

3.9 KOHTaKT: JIto60oI akT B3aumoaeicTema mexay knneHtom LLOB n onepatopom LIOB.

3.10 npeTeH3usA: NMucbMeHHOe o6palleHne K ornepatopy CBsA3n ¢ Tpe6oBaHneM 06 yCTpaHeHUN HapyLle-
HWUIA BbINOJIHEHMA ONepPaTopoM CBS3W YC0BWiA 4OroBopa.

3.11 cueHapuii 06paboTKM BbI30Ba: NpefyCMOTPEHHas nocnefoBaTelbHOCTb AeNCTBUI Npu 06paboT-
Ke BbI30Ba.

MpumeuvyaHune — B cueHapuii 06paGoTKv BbI30Ba BK/IHOYAKTCS MOPSLOK MapLIpyTU3aLunmn Bbi3oBa, felicTBUA
onepartopa LIOB. npyn Heo6X0AMMOCT — AEeNCTBUS APYIUX WL 1 NOPSAOK B3aMMOAENCTBUS CO CNY)6aMu opraHnsauum
3akKasuvka npu 06paboTke BbI30Ba.

3.12 B HacToswWeM cTaHgapTe NpMMeHeHbl cnefytoline CoKpalleHus:

LIOB — ueHTp 06paboTK/ BbIZOBOB.

IVR (Interactive Voice Response) — «MHTepaKTUBHOE F0JI0OCOBOE MEHIO» — MOACUCTEMA UHTEPaKTUB-
HOro ro/s1I0COBOro0 B3aMMOAEeNCTBUA ¢ abOHeHTaMun TenieddOHHON ceTu.

4 KauyecTBO ycnyru «Ycnyra LeHTpa o6paboTku BbI3OBOB»

4.1 Obuee onucaHne ycnyru

4.1.1 UOB ocHalleH obopyAoBaHWeM ¥ cneumannu3vpoBaHHbIMU NPOrpaMMHbIMU CpefcTBaMu, B TOM
yncrne AN aBToMaTUYeckoro pacnpeesieHns BbI30BOB, YKOMMNIEKTOBaH NepCcoHasioM, OCyLLeCTBASAWMM 06-
paboTKy BbI30BOB.

4.1.2 O6paboTKa BbI30BOB OCyLlecTBAseTca onepatopamu LLOB naM aBToMaTUYeCcKn ¢ MCNOSb30BaHN-
eM aBTouHdopmaTopoB. LLOB moxeT umeTb coyHKLMIO IVR ANS MaplupyTusaumnm 3BOHKOB BHYTpu LLOB kineH-
TOM nyTeM BBOJA MHpopmauun ¢ knasmaTypbl TesiethoHa € NOMOLLbIO TOHaILHOro Habopa.

4.1.3 Onepatopy LOB ob6ecneumBaeTcs [OCTYN K MHOPMALMOHHBIM cucTeMaM, HeobxoAuMbli Ans
06paboTkn 3anpoca kiveHTa LOB.

4.1.4 Ob6paboTKka BxoAsllero Bbi3oBa onepatopoM LIOB ocyuiecTBnsetrcsa npyv okasaHWW yCnyr 3Kc-
TPEHHbIX. CNPaBOYHO-UHDOPMALMNOHHBIX, KOHCY/IbTAUMOHHbLIX CNYX6, CNyX6 TeXHUYecKol noanepXkn wnm
npu npueme 3asaBOK (3aka3oB). OnepaTtop LIOB oTBeyaeT Ha BbI30B knneHTa LLOB. ocyuwecTBaseT KOHTaKT C
knneHToM LIOB. B X0Ae KOTOporo coobuwaet no 3anpocy kaneHta LLOB Heo6xoaumyto eMy MHGOpMauuio B
npegesnax cBoei KomneTeHUNN, NoNb3ysACb MHPOPMALMOHHBIMU CUCTEMaMW, MW BbIMOJHAET NO 3anpocy Kn-
eHTa Heob6XxoAMMble AeACTBUSA C MOMOLLbIO MH(OPMALMOHHOW cucTeMbl (HanpumMep, Npuem 1 hopMrMpoBaHne
3asBKW, NOAKNOYEHME AONONHUTE/IbHBIX YCAYT U T. N.). AN NepeAaeT BbI30B Ha APYTYO INHNIO.
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4.1.5 VicxopgAauime BbI30Bbl OCYLLECTB/IAIOTCA B LeN1AX NpoBeAeHNsA TesieMapKeTUHra, aHkeTMpoBaHUA 1 B
OpYrux Lensx, a Takke B cnyyasx, ecsiv BONpoc He 6bi1 peLleH Npy NepBoM KOHTaKTe («06paTHble BbI3OBbI»),
1 BbINONHATCA onepartopamu LLOB nnn B aBTOMaTMYeCKOM pexume 6e3 yyacTus orneparopos.

4.1.6 3aka3uuK ocyuiecTBaseT 3aka3 ycnyrm LOB. OH npegoctaBnseTr B LLOB nHcdopmaunto, Heobxo-
OUMYIO ANna UHhopMmnpoBaHusa knneHToB LLOB B nHTepecax 3akasumka, u onpegensiet cueHapuii o6paboTkm
BbI30BOB K/1MeHTOB LIOB.

4.1.7 O6opypaosaHue LIOB. hyHKUMOHMPYIOWMX B CETU CBSA3WN OOLLEro rnosb3oBaHus, Npu opraHusaumm
Ha 6a3e LIOB 3KCTpeHHbIX, CNpPaBOYHO-UH(OPMALMOHHBIX, KOHCY/IbTAUMOHHbIX, TEXHUYECKMUX U 3aKa3HbIX
Ccnyx6, AO/MKHO obecneumBaTb BbINOSIHEHME (DYHKLUMIA, NEPEUYNCNEHHbIX B (2, NyHKT 3.2].

4.1.8 Jrtanbl okaszaHuA ycnyr onpegeneHbl B TOCT P 53724. MNMpumeHuTensHo K LIOB aTto cnepyowye
aTansbl:

- NpeABapuTeNnbHbIA 3Tan (NpMeM 3asaBKM Ha OpraHM3aumio npolecca npeaocTaB/eHns YCayr OT 3akas-
ymKa. 3aK/l4HeHne JOoroBopa € 3akas3ymkom. SLA).

- 3Tan okasaHusa ycnyrn kiveHty LIOB.

- 3Tan pacyeTtoB 3a ycnyru LIOB,

- 9Tan paboTbl ¢ NpeTeH3MAMU Nonb3oBaTteneli ycnyr LIOB.

4.1.9 Ha npegBapuTe/ibHOM 3Tane okasaHusa yciyr LlOB npoucxoguT B3avMofelicTBre opraHusauum,
npepocTasnsatowen ycnyrm LOB. n 3aka3uvka. B cnyyae ecnmn 3aka3qyvkom SABNSIETCSA CTOPOHHSAS OpraHusa-
LMA. OKasaHue ycnyr ocyLecTBISeTCA Ha JOroBOPHOMW OCHOBE.

OCHOBHbIe NOTPe6UTe IbCKMNe CBOMCTBA, XapaKTepusytowmne daHHblli 3Tan npefocTaBieHns ycayru:

- CBOEBPEMEHHOCTb 1 (M11) CKOPOCTb BbINO/IHEHUA AENCTBUIA;

- YAO6CTBO U KyNbTypa 06CNyXnBaHUS.

4.1.10 Ha aTtane okasaHuA yCnyrn K/IMEHTY OCyLLecTBIieTCA 06paboTka BXOAALLMX U NCXOAAWMNX BbI3O-
BOB ornepaTtopamu LIOB nin aBToMaTUYeCKUMU MHPOPMALMOHHBLIMW cucTemamu. s AaHHOro atana xXapak-
TEepHO B3aumMmogencTBme mexay cnyxoéamun LLOB un knneHtamn LIOB.

[aHHbI 3Tan npegoCcTaBeHNs YCyrn XapakTepmuayeTcsl CneAyoWwMy NoTpeomuTeIbCKMMY CBOMCTBaMU:

- JOCTYMHOCTb YC/yIu;

- CKOpPOCTb:

- HaAEeXHOCTb (FTOTOBHOCTB);

- KAYeCTBO KOHTakTa.

4.1.11 3tan pac4yeToB 3a ycnyru LLOB

O6LWwas cToMMOCTb YCNyr ANA KNueHTa npu obpauweHnn B LLOB cknagbiBaeTca U3 CTOMMOCTU TenedoH-
HOro coefiMHeHus1, NpeaocTaB/IAeMOro onepaTtopomM CBA3n, U ctoumocTu yenyr LLOB. B 3aBucumocTu ot ycrio-
BUIA oKasaHua ycnyr ycnyrn LLOB moryT 6bITb 6ecnnaTHbIMK 415 knneHTa LLOB (onnaumsatoTca 3aKka3ynmkom)
MAN NnaTHeIMU ona knneHta LIOB (Hanpumep, nnatHble cnpaBoyHble ycnyrun). Ana obecneveHns yHKUun
pacueToB € nosb3oBatensmun ycnyr LLOB nporpammHo-annapaTtHblii komnnekc LLOB cornacHo (2. nyHkT 3.1]
AomkeH obecneynBaTb yyeT, NOArOTOBKY M XpaHeHne UHopmaumm 4715 nocneayowero HauyncaeHns nnatbl
3a ycnyru.

OCHOBHbIMW NOTPEGUTENBCKMMY CBOMCTBaMK ycnyrn LLlOB Ha AaHHOM 3aTane siB/soTCS:

- CBOEBPEMEHHOCTb AeCTBUIA, CBA3aHHbIX C pacyeTamMun 3a npegocTaB/ieHne YCryr;

- NPaBW/IbHOCTb CYETOB, BbICTaB/ISIEMbIX 38 YC/YTU.

Ha atane pa6oTbl C NpeTeH3nAMN nonb3oBaTeneii ycnyr LLOB nponcxogat npyvem, pacCcMoTpeHue npe-
TeH3uli nonb3oBateneit ycnyr LLOB 1 B3anmogeiicTBmne ¢ HAMK B XoAe pelueHnss npobrem.

OCHOBHbIMM NOTPEBUTENILCKMMY CBOMCTBaMU YC/Yr1 Ha JaHHOM 3aTane SABASTCS;

- CBOEBPEMEHHOCTb U/MN CKOPOCTb BbINOMHEHUA AeACTBUIA Npyu paboTe ¢ NpeTeH3naMn nosb3oBaTenen
ycnyr LOB;

- yA06CTBO 1 KyNbTypa 06CAYXNBaHUS.

4.2 Tloka3zaTenn KkayecTBa ycnyru «ycnyra ueHtpa o6paboTku BbI30OBOB»

4.2.1 CucTema nokasaTesieii kayecTBa A/11 BCECTOPOHHel oueHkn ycnyru LLOB Bk/toYaeT:

-nokasaTenu, OLUeHuBawLlMe Kax[oe MNOoTpebuTenbCkoe CBOWCTBO YCnyrn (B COOTBETCTBUM C
FOCT P 53724);

- UHTerpasibHble NnokasaTesiM OLEHKN KayecTBa, farolme 0606LEeHHYIO OLEHKY COBOKYMNHOCTU NOTpe6bu-
Te/IbCKUX CBOCTB UMW YCNYTN B LIEJSIOM;

- NokasaTenu yaoBNeTBOPeHHOCTM nonb3osaTeneii yenyr LLOB.
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4.2.2 OCHOBHbI€e MokKasaTenn KadecTBa, oTpaxarlme BaxHellumne noTpebuTesibCkme CBOCTBA YCyru
«Ycnyra ueHTpa o6paboTkn BbI3OBOB», MpuBeAeHbl B Tabanue 1.

Ta6nuya 1— MMokasaTenu kauyecTsa ycayru «Yciyra LeHTpa o6paboTku Bbi30BOB»

[Nokazatesib KavecTsa

CopepxaHve nokasarens

1MokasaTenu, oueHnBaKwL e NoTpedbUTENbLCKME CBONCTBA YCNYTH

1.1 3rtan okasaHua ycnyru knueHty LLOB

1.1.1 MNMokasaTesnn, xapakTepuayrlime 4OCTYNHOCTb U CKOPOCTb 06CYXMBAHUSA

1.1.1.1 TlpoueHT o6CcnyxeH-
HbIX BbI30BOB OT YMcfa nocry-
NUBLINX

1.1.1.2 YpoBeHb 06CnyxuBa-
Hus (Service Level) (SL)

1.1.1.4 CpepHee Bpema yaep-
XaHnA Bbl3oBa aboHeHTa Ha
NIMHUN

MpoueHT o6cnyxeHHbix onepaTtopamu LLOB BbI3o-
BOB OT 06LLEro ymcna NnocTynuBLINX BbI30BOB.

ACD = NJN 100 %.

rge: NO — Konn4yecTBO BbI30BOB, 06paboTaHHbIX
onepatopamu LIOB:

N — KonnuecTBo MOCTYMUBLUMX BbI30BOB. BbI30BbI,
AN KOTOPbIX BbI3blBaOLWMI aGOHEHT (kneHT LIOB)
BbI6pas B MeHio VR nyHKTbI, He NpegycmaTpusaioLLye
06paboTKy BbI30Ba ONEpaTopoM, He YUUTbIBAIOTCS

MpoueHT BbI30BOB, NocTynueLlmnx B LLOB 1 oxupga-
IOWMX He 6osiee yCTaHOBIEHHOTO BPEMEHMN.

SL =NJN-100 % = NJ{NO- NKn). rae: Nx— Konu-
4eCTBO BbI30BOB, MOJYYMBLUINX OTBET B yCTAHOBJIEH-
HbIi CPOK (B TEYEHUE X CEKYHA).

BbI30B cuMTaeTca nonyunBLIMM OTBET B CPOK, €C/n
onepatop LIOB oTBeTW/n Ha BbI30B [0 WUCTEYEHUA
YyCTaHOBJ/IEHHOIO CPOKa,;

N — KONM4YecTBO MOCTYNMBLUUX BblI30BOB, YMEHb-
LIEHHOEe Ha KOJINYECTBO «KOPOTKMX NPOMYLLLEHHbIX>»:
JVO — KonnyecTBO NOCTYNMBLUMX BbI30BOB:

NKn — KONMYecTBO «KOPOTKUX MPOMYLLEHHbIX» Bbl-
30BOB. TO €CTb BbI30BOB, NOKMHYBLUVX OYepeab pa-
Hee yCTaHOBJIEHHOr0 BPEMEHW.

[laHHbIl nokasaTenb onpefenseTcs Ha OCHOBaHUK
CTAaTUCTUKN 0B6CNYXMBaHNSA BbI30BOB NPOrpaMMHO-
annapaTtHoOro komnaekca

1.1.1.3 Mpw onpefeneHnn nokasaTesns BbI30Bbl, 00-
paboTaHHble B aBTOMaTW4YeCKOM pexume 6e3 yuya-
CTuA oneparopa, He y4uTbiBaloTCsA

OTHOLWEHNe CyMMapHOi ANNTENbHOCTU yhepxa-
HUA BbI30OBOB KIMEeHTOB LIOB Ha nuHuu B pexume
oxupanus (HOLD) k konimuecTBy 06CNYXEHHbIX Bbl-
30B0B

1.1.2 MokasaTenun, xapakTepusylluine Ka4ecTBo KOHTaKTa

1.1.2.1 TIpOLEHT KOHTaKTOB,
oTBeYaloLnX TpeboBaHuAM
a/1eKBaTHOCTN 1 (PYHKLMOHA b-
HOCTV C TOUKM 3PEHUA KNVEHTa

1.1.2.2 KonnyectBo hakTnye-
CKMX OLNOBOK, [AONYyLEHHbIX
npy oTBETE Ha BbI30B, MPUXO-
OSALWNXCA Ha OA4UH BbI30B

OnpepfenseTcs aKCNepTHbIM MeTOLOM MNyTem aHa-
nn3a 3anuceil KOHTAKTOB NO CTATUCTUYECKN 3HAUU-
MOI1 BbIGOPKE KOHTaKTOB

FA=M/NWO0%.
rae: M — KonnyecTBO HaligeHHbIX olWnBOoK cornac-
HO pernameHTam;
N — KONMYEeCTBO NPOKOHTPOIMPOBAHHBIX KOHTAKTOB.
OnpegenseTcs NnyTem aHanusa sanuceii KOHTaKToB.
CuuTaeTcs Ha CTaTUCTUUYECKM 3HAYMMOIA BbIGOpKe

MpvmeyaHne

BXO4ALWNX BbISOBOB

MpuunHOit NoTepb BbI3OBOB MO-
ryT 6bITb NOTEPU U3-3a Neperpy-
30K UM HEUCTNIPABHOCTHU, @ TaKxe
HeoTBeT onepartopa LIOB nocne
MapLpyTu3aumm K HEMy Bbi30Ba

Bpemsa gna onpefeneHus «kKo-
POTKMX MPOMNYLLEHHbIX» BbI30BOB
[O/IKHO 6bITb YCTAaHOB/EHO. [nA
CUCTEM, UCMOJb3YOWMNX WNHTE-
pakTnsHoe meHw (IVR), «kopoT-
KAMW  MPONyLEeHHbIMU»  ByayT
BbI30Bbl, MOKMHYBLUIME OYepefb
[0 OKOHYaHWA CcoOobLieHNs aB-
TOoOTBETUMKA. B Apyrnx cnyvasx
BO3MOXHO ONpefennTb «KopoT-
Kne nponyLeHHble» BbI30Bbl Kak
NOKMHYBLIME o4epefb A0 WUCTe-
YeHNs BPEMEHMU X.

OTcueT BpemeHu BeAeTcs OT Mo-
cTynneHusa Bbizosa B LIOB



OkoHuaHve Tabnuubl 1

Mokasatesnb KayecTBa

CogepxaHue rokasaresisi

1.1.3 ToTOBHOCTb UH(paCTPYKTypbl LJOB

1.1.3.1 KoadppuumneHT roTos-
HOCTU MporpaMmMHo-annapaT-
Horo komnnekca LIOB

* -

roe: MM— cymmapH[Je Q/pelalﬂ npocTos nporpamm-
Ho-annapartHoro komnnaekca LLOB 3a aHanusupye-
Mblii nepuoga;

7'00W,— obLiee BpemMsa: BpeMs, B TeYeHMe KOTopo-
ro nporpamMmmHo-annapaTHblii komnnekc LOB pon-
XEH HaxoauTbCsi B paboTOCNOCOGHOM COCTOSIHUM
3a aHanM3upyemsblii nepuog (n1aHoBble nepepbiBbl
NCKoYaTCa).

1.2 Otan pacuyeTtoB 3a ycnyru LIOB

1.2.1 ToyHOCTb pacuyeToB 3a ycnyru LIOB

1.2.1.1 TpoueHT owmnboYHbIX
cyeToB

OnpegensieTcs Kak NPOLEHT OWNGOYHbIX CYETOB OT
06Lero uucna BbICTAB/EHHLIX CYETOB 3a OKa3aH-
Hble ycnyr

1.3 37an paboTbl C NpeTeH3nAMK Nosib3oBaTeneit ycnyr LIOB

1.3.1 CBOEBPEMEHHOCTb BbINOMIHEHUS AelicTBUI Npu pa6oTe ¢ NpeTeH3nsamu

1.3.1.1 TpoueHT npeTeHswui,
PaccMOTPEHHLIX B YCTaHOB-
NEHHble CPOKN

2 ViHTerpanbHble nokasartenu

2.1 KoachdpuumeHT onepaTtms-
HocTu (FCR)

2.2 KonnyecTtBo mpeTeH3uii K
o6cnyxumsaHuio B LIOB. npu-
XOAALMNXCS HA OAUH KOHTaKT

MokasaTenb onpefenseTcs Kak OTHOLIEHWe vucna
NNCbMEHHbIX MPeTeH3Uii, pacCMOTPEHHbIX B yCTa-
HOBJ/IEHHbIE CPOKM, K 06LeMy 4ncay NOCTyNUBLLMNX
3a aHa/IM3npyeMblii Nepnog NpeTeH3ni, YMHOXeH-
Hoe Ha 100 %

OUEeHKN KayecTBa

[lons npo6aem, peleHHbIX Npu NEPBOM KOHTaKTe, B
o6Lwem yncne 06paboTaHHbIX KOHTAKTOB

MokasaTenb onpegensieTcs nNyTem fJeneHus Konu-
yecTBa NOCTYNMBLUMX 3a aHa/M3NPyeMblii nepuog
npeTeH3unii, KoTopble 6bl/IN MPU3HaHbl 060CHOBAH-
HbIMW. Ha oblee KonuyecTBO 06paboTaHHbIX 3a
AaHHbI Nepuoj KOHTaKToB

3 MokasaTenu y40BNeTBOPEHHOCTU Nonb3oBaTenei yenyr LIOB

3.1 YA0BNeTBOPEHHOCTb K/u-
eHTOB  (NPOLEHT K/IMEHTOB,
YA,0BNETBOPEHHbIX Ka4ecTBOM
ycnyru)
3.2 YpoBNeTBOPEHHOCTb 3a-
Kazumka

OnpegensieTcsi Kak cpefHsas 6annbHas oLeHka unm
NPOLEHT K/IUEHTOB, YAOBETBOPEHHBLIX KAYECTBOM
ycnyrv LLOB B U€NoM Unu oTgenbHbIMUM NoTpe6u-
TefIbCKUMU CBOCTBaMM

OueHka obLielt yA0BNETBOPEHHOCTM 3aKasumka yc-
nyroii LLOB

FOCT P 55540—2013

MpymeyaHme

TONbKO ANA YCnyr, NAaTtHbIX Ans
KnneHta LLOB

MpunoxeHue A

lNoka3aTesib n3mepsieTca c pas-
peweHna 3akasvumka
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MpunoxeHne A
(cnpaBoyHoe)

Bo3MOXHble MeTOAbl onpefesieHnsa nokasaTens
«KoapcpumyneHt onepatnsHoctu» (FCR)

B cooTtBetcTBMM C (1) noka3aTenb FCR MoxeT 6biTb onpeAeneH ¢ MpUMEHeHNEM cneayoLwmx MeTo40B:

a) MOHUTOPUHT PasroBOPOB — B pamkax OLeHKM kavyecTBa 06paboTku KOHTAKTOB KOHTPO/iepbl NPMHUMAIOT pelue-
HUe 0 TOM. 6bl/1 I BOMPOC KANEHTa pelleH NOMHOCTbI. Mcnonb3yeTca penpe3eHTaTMBHasA BblIGOPKa KOHTAKTOB A4/15 Mpo-
CNylwnBaHus:

6) ONPOC C NOMOLL b0 MHTEPAKTUBHOW cucTeMbl IVR — M0 OKOHYaHMU 3BOHKA K/IMEHT NMpUHMMAaeT yyacTue B onpoce
IVR 1 oTBeyaeT, 6bl1 1 peLleH BONpoc, No KOTOPOMY OH 3BOHWI;

B) NofcyeT NOBTOPHbIX KOHTAKTOB — MoKa3ateslb U3MepsaeTcs MeToA0M nojAcyeTa NOBTOPHbIX 3BOHKOB C YHUKasIb-
Horo TenletpOHHOro HoMepa B TeyeHue Tpex — NATU pabounx fHel nocne NepBoro 3BOHKA;

r) oNpoc no cTaHAapTHOMY CLEHapuio — M0 OKOHYaHWn TefletpOHHOro pasroBopa KANeHT oTBevYaeT Ha BOMpOC one-
paTopa o0 ToM. 6bi/1 1M peLleH BONpoc, N0 KOTOPOMY OH 3BOHW/;

) TeneoHHOe nccnefoBaHne — KAVEHT UHTEePBbIOMPYEeTCA CNyCcTs OAUH — TPU AHA NOC/e NepBOHaYasbHOro
3BOHKa 1 OTBeYaeT Ha BOMPOC O TOM. 6blf1 1N pelleH BONPOC, N0 KOTOPOMY OH 3BOHW/:

B) aHanu3 nigopmaymm n3 CRM — onepatop LIOB ncnonb3yet cneunasnbHoe nporpaMmMHOe NpUIoXKeHNe CBOEro
MK gna otcnexusBaHus nHopMaummn o ToM. 6bia1 N peLleH Bonpoc, N0 KOTOPOMY 3BOHWA K/IMEHT.
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