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HAUMWOHANBbHBLIA CTAHOAPT POCCMUMUCKOW @SEREPALUMN

KAYECTBO YCNYIU «YCIYTA LEHTPA OBPABOTKU BbI3OBOB»

MokasaTenu kayecTBa

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

Data BBegeHna — 2014—01—01

1 O6nactb NpuMeHeHuA

HacTtosawmin ctaHgapT ycTaHaBnMBaeT HOMEHKMaTypy OCHOBHbLIX NoKasaTefnen kadyecTBa ycnyr
ueHTpa obpaboTkm BbI3OBOB (Aanee — LIOB), XapakTepusyloWMX KadvecTBO YCAYr € TOYKM 3PeHus
nonb3oBaTensl.

HacToawunin cTaHaapT MOXeT MPUMEHSITbCA NMPY OLLEHKe KavecTBa yCryr cobCTBeHHbIX LeHTpoB 0bpaboT-
K1 BbI3OBOB KOMMNaHWUin, o6ecnevmBalownx HyXael cCaMmmux KOMNaHUi, a Takke ayTCOPCUHIOBLIX LEHTPOB obpa-
60Tk BbI30BOB. Kpome TOro, HacTosiwuiA cTaHO4apT MOXeT WCNofb3oBaTbCA HayYHbBIMA U MPOEKTHLIMU
opraHusaumamu npu paspaboTtke U npoekTnpoBaHun LIOB 1 KOHTaKT-LUeHTPOoB, opraHn3auMsamMm U usnyecku-
MK NMLaMK, SBNSAIOLLMMUCS KNMeHTamMKn 1 3akasdnkamu yenyr LIOB, a Takke AnAa paspaboTku TpebosaHuii K
yenyram LIOB.

Ha ocHoBaHMM HacTosLero ctaHaapTa opraHnsaunamu, npegoctasnaowmmn yenyrn LIOB, moryT pas-
pabaTbiBaTbCcA COBCTBEHHbIE (BHYTPEHHUE ) HOPMATUBHBLIE JOKYMEHTDI.

HopMsl, KOHKpeTHble TpeboBaHUA K NokasaTensiM KayecTBa U MeToAbl UX KOHTPONA (OLEeHKWU) AOMKHbI
GbiTb onpedeneHbl COOTBETCTBYIOLLEA HOPMAaTUBHON AOKYMEHTaUMen, yTBepXaaemMol B YCTaHOBNEHHOM
nopsagke.

2 HopmaTuBHbIe CCbINKU

B HacToAWweM cTaHAapTe UCMonb30BaHbl HOPMATUBHBIE CChINIKU Ha crieayowmne cTaHaapThi:
FOCT P 53724—2009 KauectBo ycnyr cBasu. ObLwme nonoxeHus.
FOCT P 53731—2009 KauecTBo ycnyr cBA3u. TepMuHbI 1 onpedeneHns.

MpumedaHue— lNpnnonb3oBaHUN HACTOSILLMM CTAHAAPTOM LEeNecoobpasHo NPoBEPUTL AEWNCTBUE CCbINOY-
HbIX CTaHAApPTOB B WH(OPMaUMOHHOM cucTeme obwero nonb3oBaHuA — Ha odmumnansHoOM cante PegepansHOro
areHTCTBa NO TEXHUYECKOMY PEryrMpoBaHuio U METPONorMmn B ceTu IHTepHeT unm no exerogHomy UHGOPMaUNOHHOMY
ykasartenio «HaunoHanbHble CTaHaapTbI», KOTOPbIA ONYBNMKOBaH Mo COCTOAHNIO Ha 1 AHBaPA TEKYLLEro roaa, u no ebinyc-
KaMm eXeMeCAYHOro MHOPMaUMOHHOrO yka3aTens « HaunoHanbHble cTaHAapThI» 3a TeKywmn rog. Ecnv 3ameHeH cebinou-
HbI CTaHAAPT, Ha KOTOPLIN AaHa HEJATMPOBAHHARA CCbINKA, TO PEKOMEHAYETCA MCNONb30BaTh AESUCTBYIOLLYIO BEPCUIO
3TOro ctaHgapTta C y4eTOM BCeX BHECEHHbIX B AAHHYI0 BEpCcuUio nameHeHnn. Ecnm sameHeH cCbiNoYHbIN CTaHAapT, Ha KOTOo-
pblﬁ AaHa AaTupoBaHHan CCblKa, TO peKkoMeHAyeTCA NUCNonb3oBaTbh BEPCUIO 3TOrO CTaHaapTa € yKa3aHHbIM Bbille rogom
yTBEpPXAEHUA (NPUHATKA). ECNn nocne yTBepXXAeHUs1 HACTOSILLEero CTaHAAPTAa B CCbINOYHbIN CTAaHAAPT, HA KOTOPLIN gaHa
AaTupoBaHHasn CCbiNka, BHECEHO 3MEeHeHne, 3aTparneatollee rnosoxeHne, Ha KoTopoe gaHa CCbinka, To 3TO NoNoXXeHune
pekoMeHayeTca NpuMeHsiTe 6€3 yueta JaHHOro usmeHeHusi. Ecnm cebinoyHbI cTaHgapT OTMEeHeH 6e3 3aMeHbl, TO NONoxe-
Hue, B KOTOPOM AaHa CCbINKa Ha HEro, pekoMeHayeTCA NPUHATL B YacTn, He 3anaruBa»ou4e|71 3Ty CCbINKY.

U3panne ochmumansHoe
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3 TepMwuHBI, onpeaeneHnsa N cokpaweHus

B HacTosileM cTaHaapTe NpUMeHeHbl TepMUHBI M onpedeneHns B cooTBeTcTBUMcTOCT P 53731—2009,
a Takxke criegyoLyne TepMUHBI C COOTBETCTBYIOLWMMUY onpeaeneHUAMN:

3.1 koHTaKT-LUeHTp (Customer Contact Center): CtpykTypa (opraHusauus, nogpasgeneHune), npea-
HasHadeHHasa ansa obcnyxunsaHma obpalleHUn 1 MHPOPMUPOBAHUA KITMEHTOB MO PasfUYHbIM MyNbTUMeanit-
HbIM KaHanam 4oCcTyna B UHTepecax 3akas4vuka.

3.2 ueHTp o6paboTku BbIzoBOB (LIOB, Call-center): CTpykTypa (opraHusauusi, nogpasgeneHue),
npegHasHaveHHas ans obcnyxnsaHus obpalleHunii n nHpopmunposaHusa knneHTos LIOB no ronocoBbIM KaHa-
nam cB£I31 B MHTepecax 3akasunka. LIOB siBnsieTcs YacTHbIM ClydaeM KOHTakKT-LeHTpa.

3.3 ycnyraueHTpao6pa6oTku BbizoBoB: O6cnyxuBaHue obpalleHuii M MHopMUPOBaHUE KITUEHTOB
LIOB no ronocoBbIM KaHanam CBsI3n B MHTepecax 3akasunka.

3.4 onepatop LUOB (Agent): PaboTtHuk LIOB, ocyliecTersatowmiA B3anmogenctene ¢ knueHtamu LIOB
npuv obcnyxueaHum obpatleHui n nidopmmnpoBaHumn kneHTos LIOB B MHTepecax 3akasyuka.

3.5 nonb3oBartenb ycnyrLlOB: ®dusnyeckoe nnutopuamydeckoe nuuo, sakasbisaroLlee UM Ucnonbsy-
oLee yenyru LIOB.

Mpwnmeyanune—B kayectse nonbsosatenen ycnyr LIOB moryT BeicTynats knmeHTsl LIOB 1 3akasunku yenyr
LIOB.

3.6 sakazuukycnyr LLOB: Opranusauus, sakassisatowwas ycnyry LIOB.

M pnmMmevYyaHune — 3aKa3unMKoM MOXET SIBNATbCH BHELLHSSA opraHusauma unn opraHmn3auus, CTPYKTYPHbIM Noa-
paspgeneHnem kotopol siensietcs LIOB.

3.7 knueHT LUOB: o, nonssyoweecs yenyramun LIOB, 1 Baumogeincteyiollee ¢ onepatopom LIOB
UN aBTOMaTUYECKMMU CpeACTBaMU UHTEPAKTMBHOMO B3aNMOAENCTBUS.

MpumevaHusn
1 B ka4ecTBe KrnneHTa MOXeT BbiCTynaTb m3nyeckoe nuuo nnbo npeacraButens opuan4eckoro nuua.
2 Mo oTHoweHuto k LIOB KNneHT MoxeT ObITb Kak BHYTPEHHWUM, Tak M BHELLIHUM.

3.8 BbI3OB, 06cnyXeHHbIW onepaTopoM (ACD call): Brizos, nonyunslumnii oteeT onepatopa LIOB.

3.9 koHTakT: JTioboi akT B3aumoaencTausa mexay knveHtom LIOB v onepatopom LIOB.

3.10 npeteH3un: lNucbMeHHoe obpalleHue K onepaTopy cBsi3u ¢ TpeboBaHueM 06 ycTpaHeHUn Hapy-
LLIEHWUI BbIMOJTHEHWS OrepaTopoM CBA3W YCNOBUIA A0roBoOpa.

3.11 cueHapui o6paboTKu BbI3OBa: NpeAycMOTpeHHasi NocneaoBaTensHOCTL AeNCTBUI Npu obpa-
60TKe BbI3OBA.

MpnmeyaHune—B cueHapuint 06paboTKM BbI30BA BKIIOYAIOTCSI MOPSAOK MapLUPYTU3aumK Bbi30Ba, AENCTBUA
oneparopa LIOB, npu Heob6xoaMmocTu, AencTBus Apyrvx Ny 1 NopsiAoK B3aumoaencTeus co cnyxGamm opraHmsaumm 3a-
Kaaumka npu obpaboTke Bbi30Ba.

3.12 B HacToslleM cTaHAapTe NpUMEeHeHbI crielyiolmMe CoKpaLleHus:

LIOB — ueHTp 06paboTku BLI3OBOB.

IVR (Interactive Voice Response) — «MHTepaKkTUBHOE rosloCOBOE MEHI0»—0ACUCTEMA MHTEPaKTUBHO-
ro roflocoBoro B3aumMoAencTeusl ¢ aboHeHTamu TenedoHHON ceTu.

4 KauvecTtBO ycnyru «Ycnyra ueHTpa o6paboTku BbI30OBOB»

4.1 O6wee onucaHue ycnyru

4.1.1 LOB ocHaweH obopyaoBaHWeEM U CneLnanu3npoBaHHbLIMA NPOrPaMMHbIMU CpeIcTBaMn, B TOM
yncne Ans aBTOMaTUYECKoro pacnpeeneHnsl BblI30BOB, YKOMMMEKTOBaH MepcoHarioM, OCYLLECTBSIOWNM
06paboTKy BLI3OBOB.

4.1.2 ObpaboTka BbI30BOB ocyLlecTBnsieTca onepatopamu LLOB nnu aBTomatuyecku ¢ UCNonb3oBaHu-
em aBTouHcpopmaTopos. LIOB moxeT umeTs coyHkumio IVR ana maplupyTtusaumm 3soHkoB BHyTpy LIOB knnen-
TOM NyTem BBoAa uHdopmaLmu ¢ KnasuaTtypbl TenedoHa ¢ TOMOLLLI0 TOHaNbHOro Habopa.

4.1.3 Onepatopy LIOB obecneunsaeTcs OCTYN K MHPOPMALUMOHHBEIM cucTeMaM, HeobXxoauMbliA Ans
06paboTku 3anpoca knveHTa LIOB.

4.1.4 O6paboTka Bxogsllero Bbisosa onepatopom LIOB ocywecTBNAeTCS NPY OKasaHUW YCNYT 3KCTPeH-
HbIX, CNPaBOYHO-UHPOPMALIMOHHDBIX, KOHCYbTAUMOHHBIX CNYXD, cnyx6 TexHU4YeckoW NoaaepXkn unu npu
npueme 3asBokK (3aka3oB). OnepaTop LIOB oTBevaeT Ha BbI30B knneHTa LIOB, ocyLiecTBNAET KOHTaKT C KIIMeH-

2
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ToMm LIOB, B X0a€ KoTOoporo coobuaeT no 3anpocy knueHTa LIOB HeobxoauMyto eMy UHcbopMaLumio B npeaenax
CBOEN KoMNeTeHLUUN, NOMb3YACh MHPOPMALMOHHBIMU CUCTEMaMM, UIN BLINOSHSAET MO 3anNpocy KNneHTa Heob-
X0AUMble AeUCTBUS C NOMOLLBI0 MHEOPMALIMOHHOW cUCTEMbI (HanpuMep, npueM U hopMUpPoBaHUE 3asiBKN,
noaknioveHne AONONHUTENLHBIX YCAYr U T. M.), UN NnepeaaeT BbI30B Ha APYTyIo MUHUIO.

4.1.5 Wcxopsiwme BbI30OBbI OCYLLECTBNSAOTCA B LENsIX NpoBeeHUsi TeNieMapKeTUHra, aHKeTUPOBaHUsA 1B
Apyrux Lensix, a Takke B cry4vasx, ecnv Bonpoc He 6blf peLueH NpyM nepBoM KOHTaKTe («obpaTHble BbI3OBbI» ), 1
BbINONHAOTCA onepaTopamu LIOB unn B aBToMaTU4ECKOM pexrMe 6e3 y4acTusi onepaTopos.

4.1.6 3akasunkocylwectensieT 3akas ycnyr LIOB. OH npegoctasnset B LIOB nHgopmavmio, Heobxoau-
Mylo Ans nHopmupoBaHusa knneHtos LJOB B nHTepecax 3akasuduka, v onpeaensieT cueHapunini obpaboTtku
Bbl30BOB KnMeHToB L|OB.

4.1.7 O6opyaosaHue LIOB, chyHKLMOHUPYHOLLMX B CETU CBS3KN 06LLEro Nonb3oBaHus, Npu opraHusaLmun
Ha 6ase LIOB aKCTpeHHbIX, CnpaBoYHO-MHMOPMALMOHHBIX, KOHCYMbTALMOHHBIX, TEXHUYECKUX N 3aKa3HbIX
cnyx6, AomkHo obecneynBaThb BbiNoNHeHWe hyHKLMIA, NepevncneHHbix B [2, nyHKT 3.2].

4.1.8 Otanbl okasaHua ycnyr onpegenerel B FTOCT P 53724. MpumenntensHo k LIOB 310 cnegytowme
aTansl:

- NpeABapuTenbHbIA 3Tan (NpUem 3asiBKM Ha opraH1M3aL/mMio NnpoLecca NpeAoCcTaBNeHNs YCNYr OT 3aKkasuyu-
Ka, 3aKknoYeHne JoroBopa ¢ 3akasqukom, SLA),

- 3Tan okasaHusa ycnyru knventy LIOB,

- 3Tan pacyeTos 3a ycnyri LOB,

- aTan paboTbl C NpeTeH3usAMM nonb3osaTenen yenyr LIOB.

4.1.9 Ha npeasapuTensHom aTane okasaHua ycnyr LlOB npovcxoaunt B3aumoaencTemne opraHmusanin,
npedocTasnsowen yenyru LIOB, n3sakasuunka. B cnyyae, ecnuv 3akazunkoM sBNSETCSA CTOPOHHSASA opraHnsauus,
oKasaHue ycnyr ocyLLecTBMAsIeTCA Ha JOrOBOPHON OCHOBE.

OcHoBHble NOTPebUTENbCKNE CBOMCTBA, XapaKTepuayroLme AaHHbIA 3Tan NpeaocTaBneHus YCnyri:

- CBOEBPEMEHHOCTb U (UITN) CKOPOCTb BbIMOMHEHUS AENCTBUNA;

- yAo6CTBO U KyNbTypa 06Cy>KUBaHNS.

4.1.10 HaaTane okasaHus ycryrv KnMeHTy ocyllecTersieTcss 0bpaboTka BXOASLLMX U UCXOASALLMX BbI3O-
BoB onepaTtopamu LUIOB nunu aBTomatuyeckummn nHpopmaLMoHHbEIMU cucTeMamu. [ins 4aHHOTo aTana xapak-
TepHo B3aumogencTaume mexay cnyxbamum LIOB 1 knmeHTamn LIOB.

JaHHbI 3Tan npegocTaBfieHNs YCNyrn XapakTepusyetcs cneayowvMmu notpebutenbckumu ceoit-
cTBamu:

- AOCTYMNHOCTb YCIyru;

- CKOPOCTb;

- HaAeXHOCTb (TOTOBHOCTbL);

- Ka4yecTBO KOHTaKTa.

4.1.11 OTtanpacyeTos 3aycnyrn LIOB

O6LwWas cToMMOoCTb ycnyr Ans kKnveHTa npy obpalueHnn 8 LIOB cknagbiBaeTcs U3 CTOMMOCTU TenedoHHO-
ro coevHeHNs, NpeAoCTaBISEMOro onepaTopoMm CBA3u, 1 ctoumoct yenyr LIOB. B 3aBucumMoctu oT ycnosuid
okasaHus ycnyr yenyr LLOB moryT 6biTe 6ecnnatHeiMu ans knmeHTa LLOB (onnayveatoTcs 3aka3qumkoMm) unm
nnaTHbIMK 4ns knveHTa LIOB (Hanpumep, nnaTtHble cnpasoyHble yenyru). Ons obecnevenms gpyHKUMN pacde-
TOB ¢ nonb3osatensmu ycnyr LIOB nporpammHo-annapatHelin komnneke LIOB cornacHo [2, nyHkT 3.1] AonxkeH
oBecneymBaTb y4eT, noAroToBKY UXpaHeHWe nHgpopMaLmMmn Ans Nocneayowero HayncneHUs nnathbl 3a yenyru.

OcHoBHbIMU NOTPebuTenbLCKUMIU cBOMCTBaMM yenyrin LIOB Ha gaHHOM aTane sBnsitoTes:

- CBOEBPEMEHHOCTb AeNCTBUN, CBA3AHHBIX C pacyeTamu 3a NpeJocTaBreHne yenyr;

- NPaBUbHOCTb CYETOB, BLICTABNAEMbIX 32 YCMYru.

Ha atane paboTbl ¢ npeTeH3nsMu nonbaosaTtenei ycnyr LIOB nponcxodaT npuem, paccMoTpeHue npe-
TeH3ul nonb3osaTenen yenyr LLOB 1 B3aMMoaencTBme ¢ HUMK B Xo4e peLleHus npobnem.

OCHOBHbIMW NOTPEBUTENLCKUMU CBOMCTBAMM YCIYr Ha faHHOM 3Tane sABNstoTCS:

- CBOEBPEMEHHOCTb M (UI1) CKOPOCTb BIMOMHEHUS AeNCTBUA Npu paboTe ¢ NpeTeH3nsaMn nonb3oBaTe-
nenycnyr LIOB;

- yao6cTBOo U KynbTypa 06CnyXmMBaHus.

4.2 MNoka3saTenu kavecTBa ycnyru «ycnyra ueHTpa o6paboTku BbI3OBOB»

4.2.1 Cuctema nokasaTternei kayecTsa A1 BCECTOPOHHeN oLeHkuM yenyri LIOB BkntovaerT:
- MoKkasaTenu, oueHMBawLWne Kaxgoe noTpebutensckoe CBOWCTBO YCryrm (B COOTBETCTBUM C
rOCT P53724);
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- UHTerpasnbHble NoKasaTenn oLeHKN KauecTBa, Aarolme 0600LeHHy oLEeHKY COBOKYNHOCTU NoTpebu-
TeNbCKUX CBOWCTB UMW YCNYIA B LiEeNoM;

- nokasaTenu yaoBneTBOPEeHHOCTU nonb3osaTtenen ycnyr LIOB.

4.2.2 OcHoBHbIE NoKasaTenu Ka4ecTsa, oTpaxalowme BaXXHellne noTpebutensckue CBONCTBA YCIyr
«Ycnyra ueHTpa 06paboTkn BbI3OBOBY, NpuBeAeHbl B Tabnuue 1.

Ta6nwuua 1—Tloka3satenu ka4yecTBa ycnyru «Ycnyra LeHTpa 06paboTku BbIZ0BOBY

Mokasarens KadecTBa

CopepxaHue nokasarens

lMpumeyanue

1 MokasaTenw, oueHnBalowWme NOTpebMTENLCKNE CBONCTBA yCNyrm

1.1 3Tan okasanusa ycnyrv knnenty LOB

1.1.1 MokasaTenw, xapakTepu3ylowme AOCTYNMHOCTL N CKOPOCTb 06CcnyXXMBaHUA BXOASALWMX BbI3OBOB

1.1.1.1 NpoueHt o6Cny-
EeHHbIX BblI30BOB OT uucna
NOCTYNUBLUMX

MpoueHT o6cnyxeHHbIX onepatopamu LIOB
BbI30BOB OT 06LEro yncna nocTynuBLUMX Bbi30-
BOB.

ACD = N,/N-100 %,

rae N, — KONMYeCTBO BbIOBOB, 06PabOTaHHLIX
onepartopamu LIOB;

N — konuyecTBO NOCTYNUBLUMX BbI3OBOB.
Bbi3oBbl, Ansi KOTOPbIX Bbi3blBAOWMA aBOHEHT
(knueHT LIOB) eribpan B MeHio IVR nyHKTbI, He
npegycmartpueaiowme ob6paboTtky Bei3oBa orie-
paTopoMm, He Y4UTLIBAIOTCA

MpuunHol nNOTEPL BbLI3OBOB
MOryT 6bITb NOTEPU M3-3a Neperpy-
30K UMW HEUCTIPABHOCTU, a Takke
HeoTBeT onepatopa LIOB nocne
MapLUpyTM3aLUum K HEMY Bbl30Ba

1.1.1.2 YpoeeHb o6cny-
xuBanus (Service Level) (SL)

MpoueHT Bbi3oBoB, noctynuewmnx B LIOB u
oXuaanwmx He 6onee yCTaHOBNEHHOTO BpeMe-
HW.

SL = NyIN-100 % = Ny /(No = N n),

roe Ny — KOnMyecTBO BbI3OBOB, MONYyYMBLUKX
OTBET B YCTAHOBMNEHHbLIW CPOK (B TEUEHME X ce-
KyHZ).

Bbi3oB cuMTaeTcsl MONyyvMBLIMM OTBET B
cpok, ecnv onepatop LIOB oTBeTMN Ha BLI3OB A0
UCTEYEHUS] YCTAaHOBIIEHHOIO CPOKa;

N — KoNM4YecTBO MOCTYNUBLLMX BbI3OBOB,
YMEHbLUEHHOE Ha KOMNUYECTBO «KOPOTKUX NPOIy-
LLLEHHBIXY;

Ny — KONM4eCcTBO NOCTYNUBLLMX BbI3OBOB;
Ny n — KONMYECTBO «KOPOTKUX MPOMNYyLLEH-
HbIX» BbI3OBOB, TO €CTb BbI30BOB, MOKMHYBLUMX
oyepedb paHee YCTAHOBINEHHOIO BPEMEHU.

[aHHbI  nokasatenb onpegensieTcss Ha
OCHOBaHWU CTATUCTUKN OGCINYXMBaHUS BbI3OBOB
nporpaMmMHo-annapaTHOro KOMIekca

1.1.1.3 lNpw onpegeneHnn nokasaTtensi Bbl-
30Bbl, 06paboTaHHble B aBTOMaTUYECKOM PEXU-
me 6e3 yyacTusi onepaTopa, He y4YuTbIBaloTCsl

Bpems ansi onpepgeneHust «ko-
POTKMX NponyLWeHHbIX» BbI3OBOB
JOMXKHO OblTb ycTaHoBreHo. [Ans
CUCTEM, UCNONb3YIOWKUX UHTEpPaK-
TMBHOe MeHio (IVR), «KOpOTKMMM
nponyleHHbIMMY ByayT BbI30BbI,
NOKMHYBLUME OYepeab A0 OKOHYa-
HUA coobweHnsa apTooTeBeTuYMKa. B
Apymmx cny4anax BO3MOXHO onpe-
OENUTL «KOPOTKNE NPONYLWEHHbIE»
BbI30BbI KaK NOKUHYBLLME OYepeab
[0 UCTEYEHUSI BPEMEHM X.

OTcyer BpemeHn BeaeTca oOT
noctynnexus Buizoea B LIOB

1.1.1.4 CpegHee Bpems
yaepxaHusi BbidoBa aboHeH-
Ta Ha NUHUK

OTHOWEeHNe CYMMapHOW AnUMTENbHOCTU
yaepxaHus Bbi3oBoB knueHToB LIOB Ha nuHum B
pexvnme oxmaanuns (HOLD) k kornmuyecTtBy 06-
CMNYyXeHHbIX BbI30BOB

1.1.2 NokasaTenwu, xapakTepuayloLme Ka4eCTBO KOHTaKTa

1.1.2.1 TlpOUEHT KOHTaK-
TOB, OTBevawwWwmx TpeboBa-
HUSIM aJeKBaTHOCTU U OYHK-
LMOHAINbHOCTU C TOYKM 3pe-
HUS KNUeHTa

OnpepensieTcsl 3KCNEPTHbLIM METOAOM Ny-
TEM aHanusa 3anucelrt KOHTAKTOB Mo CTaTUCTU-
YEeCKU 3HAYMMOW BbIGOPKE KOHTAKTOB
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MokasaTens KaqecTsa

CopepxaHue nokasarens

MpumevaHue

1.1.2.2 Konu4ecTso
thakTuyeckux owmnbok, gony-
WeEHHbIX NpY OTBEeTe Ha Bbl-
30B, NPUXOOSLLMXCA HA OOVH
BbI30OB

FA = MIN-100 %,

rae M — konu4ecTBO HaWdeHHbIX OWWGOK co-
rMacHo pernameHTam;
N — konnyecTBO
KOHTaKTOB.
OnpegensieTcs nytem adHanwusa 3anvcen
KOHTaKTOB. CuUMTaeTCA Ha CTaTUCTUHECKU 3HaYU-
Mol Bblbopke

NPOKOHTPOIMPOBAHHbBIX

1.1.3 FoToBHOCTL MHpacTpykTypbl LLOB

1.1.3 KoathcbumumeHt ro-
TOBHOCTM NporpamMmHo-anna-
paTHoro komnnekca L|OB

Ki=Ti ToGu.(;

rae T, — cymmapHoe Bpemsi NpocTos nporpam-
MHO-annapaTtHoro komnnekca LIOB 3a aHanuan-
pyembIl nepuog;

Tosy — OOlWee Bpemsi: Bpemsi, B TedeHue
KOTOPOro nporpaMMHo-annapaTHbIi KOMNNEKC
LIOB gomxeH HaxoguTbesa B pabotocnocobHoOm
COCTOSIHUM 3@ aHanuaupyembin nepuog (NnaHo-
Bbl€ MepepbIBbl UCKITIOYAKOTCA).

1.2 tan pacuyeTton 3a ycnyru LIOB

1.2.1 To4yHocTb pacyeToB 3a ycnyru LIOB

1.2.1.1 TMpoueHT
GOYHBIX CHETOB

owu-

OnpepensieTcsl Kak NPOUEHT OWNGOUHBIX
CYETOB OT O6LLEro YNCna BbICTABNEHHbIX CHETOB
3a OKasaHHbIe YCNymm

Tonbko Ana  ycnyr, NNAatHbIX

ans knvenTa LIOB

1.3 3Tan paboTbl c npeTeH3uAMK Nonb3oBaTtenen ycnyr LIOB

1.3.1 CBOEeBPEMEHHOCTL BbINOAHEHNA AeNCTBUN NPK paboTe C NPeTEeH3INAMMN

1.3.1.1 TpoueHT npeTeH-
3UIA, paCCMOTPEHHBIX B yCTa-
HOBIEHHbIE CPOKU

MokasaTenb onpeaensieTcsi Kak OTHOWEHNe
yncna MNUCbMEHHbIX NPeTeH3WH, PacCMOTPeH-
HbIX B YCTAHOBNEHHbIE CPOKU, K OBLIEMY uncny
NOCTYNMBLUMX 32 aHaNWaupyembii nepuoa npe-
TEeH3uN, ymHOXeHHoe Ha 100 %

2 WHTerpanbHble noka3saTesnin OLEeHKN KavecTBa

2.1 KoatbdbumumneHt one-
patueHocTh (FCR)

Hons npobnem, peweHHbIX NPy NePBOM KOH-
TakTe, B 06wWwem uncne o6paboTaHHbIX KOHTaK-
TOB

Mpunoxenne A

2.2 KonuuecTBO npeTeH-
3uii kK obcnyxmeanuio B LIOB,
NPVXOJsALMNXCS HA OOWH KOH-
TakT

MokazaTenb onpegensieTcsi nyTem geneHus
KOnu4ecTBa MOCTYNUBLUMX 32 aHanuaupyembin
nepuog NpeTeH3ni, KoTopble Gbinv NpU3aHaHb!
06OCHOBaHHbIMU, Ha obliee konuyecTeo obpa-
GOTaHHbIX 32 AaHHbIA NEPMNOL KOHTaKTOB

3 MNokasaTtenu ynoBneTBOPeHHOCTHN Nonb3oBartenen ycnyr LLOB

3.1 YpoeneTBOPEHHOCTb
KIMEHTOB (NPOLEHT KIWeH-
TOB, YAOBMNETBOPEHHbIX Ka-
YECTBOM YCyru)

OnpepensieTcs kak cpegHss GannbHast
oLeHKa UNu NPOLEHT KNMEeHTOB, YAOBNETBOPEH-
HbIX kadecTBom ycnyrm LIOB B uenom wnnm ot-
JAenbHbIMU NOTPEBUTENBCKUMU CBOMCTBaMM

Mokasarene namepsieTcsi ¢ pas-

peuweHns 3akasdmka

3.2 YpoeneTBOPEHHOCTb
3aKas34vuka

OueHka obLlel yaoBneTBOPEeHHOCTN 3aKas-
yuka ycnyrom LIOB
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MpunoxeHue A
(cnpaBouHoe)

Bo3moxHble MeToAbl onpenenedna nokasarena «KoadgdpuumneHt onepatusHoctu» (FCR)

B cooTBeTcTBMM ¢ [1] NnokasaTene FCR moxeT 6biTh OnpeaeneH ¢ NpMMeHeHWEM CreayoWwmx MeTo40B:

a) MOHUTOPWHI Pa3roBOPOB — B PAMKax OLEHKM Ka4ecTBa 0O6paboTku KOHTAKTOB KOHTPOMNEpbl MPUHMMAIOT peLue-
HVe 0 TOM, ObIN K BOMPOC KIMEHTa peLleH NoNHOCTLI0. MicnonbayeTcsi penpeseHTaTMBHas BbiGOpKa KOHTAKTOR AMA Npo-
CNYWWBaHWS;

6) onpoc ¢ NOMOLLbIC UHTEpPaKTUBHON cucTembl IVR — Mo OKOHYaHWMKM 3BOHKA KITMEHT MPUHUMAET y4acTue B ONpoce
IVR n oTBevaeT, 6bin N peLleH BONpoc, No KOTOPOMY OH 3BOHWIT;

B) noAcyeT NOBTOPHbIX KOHTAKTOB — MokasaTerb M3MepsaeTcsi MEeTOAOM NOACHETa NOBTOPHbLIX 3BOHKOB C YHUKAllb-
HOro TenedOHHOIo HOMepa B TeHeHne TpexX-NsaTn paboyunx gHel Nocne NepBoro 3BOHKA;

r) Onpoc no cTaH4apTHOMY CLEHapU0 — Mo OKOHYaHWK TenedOHHOIO pa3roBopa KIMMeHT oTBeYaeT Ha BONpoc one-
partopa o Tom, Gbir v peLueH Bonpoc, Mo KOTOPOMY OH 3BOHUIT;

A4) TenedoHHOe NccrneaoBaHne — KIMEHT UHTEPBLIOMPYETCS CNYCTA OANH-TPU AHA NOCNE NEPBOHAYANBHOTO 3B0H-
Ka 1 0TBEYaEeT Ha BOMPOC O TOM, Gbis1 K peLLeH BOMNpOocC, N0 KOTOPOMY OH 3BOHUIT;

e) aHanua undopmaumm sz CRM — onepatop LLOB ucnonb3ayeT cneunanbHoe NPorpaMMHOE NPUIIOKEHNE CBOETO
MK ans oTcnexveaHms nHdopmMaLumum o ToMm, Gbir v pewweH Bonpoc, No KOTOPOMY 3BOHWUN KITMEHT.
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