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AB5<C <5=546<5=B0 :0G5AB20 (% �) 
#>43>B>2:0 : 70G5BC 1   1 

�%��": 108 36 18 53 

�0>G=0O D>@<0 >1CG5=8O 
!08<5=>20=85 @0745;>2 8 B5< �A53> 

G0A>2 
�5: %5< %$ 

&5<0 1. #>=OB85 8 @>;L A5@28A=>9 45OB5;L=>AB8 2 
A>2@5<5==>9 M:>=><8:5 16,5 1 0,5 15 

&5<0 2. �0G5AB2> >1A;C6820=8O: <>45;8, ?>:070-
B5;8 8 <5B>4K >F5=:8 

18 1 1 16 

&5<0 3. #@>5:B8@>20=85 8 AB0=40@B870F8O A5@28A-
=KE ?@>F5AA>2 19 2 1 16 

&5<0 4. $01>B0 A 60;>10<8 8 >1@0B=>9 A2O7LN >B 
:;85=B>2 18,5 2 0,5 16 

&5<0 5. "1CG5=85 8 <>B820F8O ?5@A>=0;0 2 AD5@5 
>1A;C6820=8O 17,5 1 0,5 16 

&5<0 6. �=B53@0F8O A5@28A=>9 45OB5;L=>AB8 2 A8-
AB5<C <5=546<5=B0 :0G5AB20 (% �) 17,5 1 0,5 16 

#>43>B>2:0 : 70G5BC 1   1 

�%��": 108 8 4 96 

1.4 . &5<0B8G5A:89 ?;0= 87CG5=8S 48AF8?;8=O 

&5<0 1. #>=SB85 8 @>;P A5@28A=>9 45SB5;P=>AB8 2 A>2@5<5==>9 
Q:>=><8:5 

"?@545;5=85 A5@28A=>9 45OB5;L=>AB8: CA;C38 :0: ?@>4C:B, >A>15=-
=>AB8 =5<0B5@80;L=KE @57C;LB0B>2. -2>;NF8O A5@28A0: >B ?>A;5?@>406-
=>3> >1A;C6820=8O : AB@0B538G5A:><C :>=:C@5=B=><C ?@58<CI5AB2C.  
$>;L A5@28A0 2 D>@<8@>20=88 ;>O;L=>AB8, @5?CB0F88 8 C4>2;5B2>@ё==>-
AB8 ?>B@518B5;59. 

%2O7L A5@28A=>9 45OB5;L=>AB8 A :>=F5?F8O<8 :0G5AB20, :;85=B>>@8-
5=B8@>20==>AB8 8 CAB>9G82>3> @0728B8O. 

!>@<0B82=>-?@02>20O 1070 2 AD5@5 >:070=8O CA;C3 ((� «�0:>= > 70-
I8B5 ?@02 ?>B@518B5;59», �"%& $ �%" 9004, �%" 10002). 

 

&5<0 2. �0G5AB2> >1A;C6820=8S: <>45;8, ?>:070B5;8 8 <5B>4O 
>F5=:8 

"A>15==>AB8 :0G5AB20 CA;C3: =5>AO705<>ABL, =5>B45;8<>ABL, =5AB0-
18;L=>ABL, =54>;3>25G=>ABL.  >45;L SERVQUAL: ?OBL ?>:070B5;59 :0G5-
AB20 >1A;C6820=8O (=04ё6=>ABL, A:>@>ABL @5038@>20=8O, C25@5==>ABL, M<-
?0B8O, <0B5@80;L=K5 0A?5:BK). 

#>:070B5;8 :0G5AB20 >1A;C6820=8O: 2@5<O >B:;8:0, ?>;=>B0 @5H5-
=8O, 256;82>ABL, B>G=>ABL, 4>ABC?=>ABL. 
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 5B>4K >F5=:8: >?@>AK C4>2;5B2>@ё==>AB8 (NPS, CSAT), B09=K9 
?>:C?0B5;L, 0=0;87 60;>1, :0@B0 M<?0B88. 

�=B53@0F8O ?>:070B5;59 A5@28A0 2 A8AB5<C KPI >@30=870F88. 
 

&5<0 3. #@>5:B8@>20=85 8 AB0=40@B870F8S A5@28A=OE ?@>F5AA>2 

�87=5==K9 F8:; :;85=BA:>3> >?KB0: B>G:8 A>?@8:>A=>25=8O, «1>-
;52K5 B>G:8», ?5@5;><=K5 <><5=BK. %>AB02;5=85 :0@BK A5@28A=KE ?@>-
F5AA>2 (customer journey mapping, service blueprint). 

$07@01>B:0 AB0=40@B>2 >1A;C6820=8O (SOP 4 Standard Operating 

Procedures) 4;O @07;8G=KE AF5=0@852. 
$>;L 8=AB@C:F89, G5:-;8AB>2 8 AF5=0@852 2708<>459AB28O 2 >15A?5-

G5=88 AB018;L=>3> :0G5AB20. �40?B0F8O AB0=40@B>2 4;O F8D@>2KE :0=0;>2 
(>=;09=-?>445@6:0, G0B-1>BK, <>18;L=K5 ?@8;>65=8O). 

 

&5<0 4. $01>B0 A 60;>10<8 8 >1@0B=>9 A2S7PR >B :;85=B>2 

#@8=F8?K MDD5:B82=>9 @01>BK A 60;>10<8: A:>@>ABL, ?@>7@0G-
=>ABL, :><?5=A0F8O, >1CG5=85. &@51>20=8O AB0=40@B0 �%" 10002 : >1@0-
1>B:5 >B7K2>2 8 @07@5H5=8N A?>@>2. 

-B0?K ?@>F54C@K @0AA<>B@5=8O 60;>1: ?@8ё< → @538AB@0F8O → 
0=0;87 → @5H5=85 → C254><;5=85 → C;CGH5=85. �A?>;L7>20=85 40==KE 
> 60;>10E 4;O :>@@5:B8@CNI8E 8 ?@54C?@5640NI8E 459AB289 2 A8AB5<5 
<5=546<5=B0 :0G5AB20. 

�=54@5=85 A8AB5< C?@02;5=8O >1@0B=>9 A2O7LN (CRM, HelpDesk, >=-
;09=-D>@<K). 

 

&5<0 5. "1CG5=85 8 <>B820F8S ?5@A>=0;0 2 AD5@5 >1A;C6820=8S 

$>;L «2=CB@5==53> :;85=B0» 8 «2=CB@5==53> ?>AB02I8:0» 2 A5@28A-
=KE ?@>F5AA0E. 

�><?5B5=F88 A>B@C4=8:>2 A5@28A0: :><<C=8:015;L=>ABL, M<?0B8O, 
AB@5AA>CAB>9G82>ABL, 7=0=85 ?@>F5AA>2.  5B>4K >1CG5=8O: @>;52K5 83@K, 
:59AK, =0AB02=8G5AB2>, <8:@>>1CG5=85. %8AB5<K <>B820F88: KPI ?> :0G5-
AB2C >1A;C6820=8O, 1>=CAK 70 ;>O;L=>ABL :;85=B>2, 2=CB@5==85 @59B8=38.  

"F5=:0 MDD5:B82=>AB8 >1CG5=8O ?5@A>=0;0 ?> ?>:070B5;O< :0G5AB20 
CA;C3. 

 

&5<0 6. �=B53@0F8S A5@28A=>9 45SB5;P=>AB8 2 A8AB5<C <5=546-
<5=B0 :0G5AB20 (% �) 

&@51>20=8O ISO 9001:2015 : C?@02;5=8N =5<0B5@80;L=K<8 @57C;L-
B0B0<8. 

�:;NG5=85 A5@28A=KE ?@>F5AA>2 2 4>:C<5=B0F8N % �: ?>;8B8:C,  
?@>F54C@K, 8=AB@C:F88, 70?8A8. �C48B A5@28A=KE ?@>F5AA>2: <5B>4K, 
:@8B5@88, B8?8G=K5 =5A>>B25BAB28O. �A?>;L7>20=85 40==KE A5@28A0 4;O 
0=0;870 A> AB>@>=K @C:>2>4AB20. 
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%>2@5<5==K5 B@5=4K: ?5@A>=0;870F8O, F8D@>2870F8O, CAB>9G82K9 
A5@28A, ESG-0A?5:BK 2 AD5@5 CA;C3. 

1.5 &5<O 70=SB89 A5<8=0@A:>3> B8?0 

&5<0 1. #>=SB85 8 @>;P A5@28A=>9 45SB5;P=>AB8 2 A>2@5<5==>9 
Q:>=><8:5 

ВBCDBEO: 

1. � Gё< >B;8G85 A5@28A0 :0: AB@0B538G5A:>3> 0:B820 >B B@048F8-
>==>3> «?>A;5?@>406=>3> >1A;C6820=8O»? 

2. �0: A5@28A 2;8O5B =0 D>@<8@>20=85 @5?CB0F88 8 ;>O;L=>AB8 
:;85=B>2 2 A53<5=B0E B2B 8 B2C? 

3. �0:85 ?>;>65=8O �0:>=0 $( «" 70I8B5 ?@02 ?>B@518B5;59» 
=0?@O<CN @53C;8@CNB :0G5AB2> >1A;C6820=8O? 

4. �0: AB0=40@BK �%" (9001, 9004, 10002) >?@545;ONB @>;L A5@-
28A0 2 A8AB5<5 <5=546<5=B0 :0G5AB20? 

�484A<O:  

1. #@>0=0;878@C9B5 ?>;8B8:C :0G5AB20 8725AB=>9 :><?0=88 (=0?@8-
<5@, Apple, %15@0, IKEA) 8 2K45;8B5 M;5<5=BK, A2O70==K5 A A5@28A=>9 45-
OB5;L=>ABLN. 

2. %@02=8B5 ?>4E>4K : >1A;C6820=8N 2 42CE >B@0A;OE (=0?@8<5@, 2 
10=:>2A:>< A5:B>@5 8 @8B59;5). � Gё< @07;8G8O 8 GB> >1I53>?  

 

&5<0 2. �0G5AB2> >1A;C6820=8S: <>45;8, ?>:070B5;8 8 <5B>4O 
>F5=:8 

ВBCDBEO: 

1. #>G5<C B@048F8>==K5 ?>:070B5;8 :0G5AB20 ?@>4C:F88 =5?@8-
<5=8<K : AD5@5 CA;C3? 

2. �0: <>45;L SERVQUAL ?><>305B 2KO28BL @07@K2 <564C >68-
40=8O<8 8 2>A?@8OB85< :;85=B0? 

3. � Gё< ?@58<CI5AB20 8 =54>AB0B:8 NPS :0: 8=48:0B>@0 :0G5-
AB20 >1A;C6820=8O? 

4. �0: <5B>4 «B09=>3> ?>:C?0B5;O» <>65B 1KBL 8=B53@8@>20= 2 
A8AB5<C <5=546<5=B0 :0G5AB20? 

�484A<O: 
1. $07@01>B09B5 0=:5BC 4;O >F5=:8 C4>2;5B2>@ё==>AB8 CA;C3>9 

(=0?@8<5@, @01>B>9 :>;;-F5=B@0 8;8 4>AB02:>9 54K) =0 >A=>25 <>45;8 
SERVQUAL. 

2. #> 7040==K< 40==K< (60;>1K, >F5=:8, 2@5<O >B25B0) @0AAG8B09B5 
CSAT 8 ?@>0=0;878@C9B5 48=0<8:C :0G5AB20 A5@28A0 70 :20@B0;. 

 

&5<0 3. #@>5:B8@>20=85 8 AB0=40@B870F8S A5@28A=OE ?@>F5AA>2 

ВBCDBEO: 

1. +B> B0:>5 «B>G:0 :>=B0:B0» 8 ?>G5<C 5ё :0G5AB2> B0: 206=> 
4;O :;85=BA:>3> >?KB0? 
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2. �0: :0@B0 ?CB8 :;85=B0 (customer journey map) ?><>305B 2K-
O28BL «1>;52K5 B>G:8»? 

3. � Gё< @07=8F0 <564C AE5<>9 >1A;C6820=8O 8 187=5A-
?@>F5AA><? 

4. �0: AB0=40@B870F8O =5 C18205B ?5@A>=0;870F8N 2 A5@28A5? 
�484A<O: 
1. #>AB@>9B5 :0@BC ?CB8 :;85=B0 4;O CA;C38 «>D>@<;5=85 :@548B0 

>=;09=» 8 2K45;8B5 3 :;NG52K5 B>G:8 2708<>459AB28O. 
2. $07@01>B09B5 SOP (AB0=40@B=CN >?5@0F8>==CN ?@>F54C@C) 4;O 

>1@01>B:8 70?@>A0 :;85=B0 2 G0B5 ?>445@6:8 (<0:A8<C< 5 H03>2). 
 

&5<0 4. $01>B0 A 60;>10<8 8 >B7O20<8 :;85=B>2 

ВBCDBEO: 

1. #>G5<C MDD5:B82=0O @01>B0 A 60;>10<8 4 MB> 8=25AB8F8O, 0 
=5 8745@6:8? 

2. �0:85 B@51>20=8O AB0=40@B0 �%" 10002 O2;ONBAO >1O70B5;L-
=K<8 4;O 2:;NG5=8O 2 ?@>F54C@C @0AA<>B@5=8O 60;>1? 

3. �0: 40==K5 > 60;>10E <>3CB 1KBL 8A?>;L7>20=K 4;O :>@@5:B8-
@CNI8E 459AB289 2 @0<:0E % �? 

4. �0:85 B8?8G=K5 >H81:8 4>?CA:0NB :><?0=88 ?@8 @01>B5 A 
=530B82=K<8 >B7K20<8? 

�484A<O: 
1. $07@01>B09B5 ?@>F54C@C @0AA<>B@5=8O 60;>1K 2 A>>B25BAB288 A 

B@51>20=8O<8 �%" 10002 (2:;NG0O MB0?K, A@>:8, @>;8). 
2. #@>0=0;878@C9B5 @50;L=K9 :59A (=0?@8<5@, >B7K2 2 A>F80;L=KE 

A5BOE) 8 ?@54;>68B5 0;3>@8B< @5038@>20=8O >B ;8F0 :><?0=88. 
 

&5<0 5. "1CG5=85 8 <>B820F8S ?5@A>=0;0 2 AD5@5 >1A;C6820=8S 

ВBCDBEO: 

1. #>G5<C «2=CB@5==89 :;85=B» 4 :;NG52>9 M;5<5=B :0G5AB25=-
=>3> A5@28A0? 

2. �0:85 :><?5B5=F88 A>B@C4=8:0 A;C61K ?>445@6:8 =5;L7O 70-
<5=8BL 02B><0B870F859? 

3. +5< KPI ?> :0G5AB2C >1A;C6820=8O >B;8G05BAO >B KPI ?> >1J-
ё<C ?@>406? 

4. �0: 871560BL «M<>F8>=0;L=>3> 2K3>@0=8O» C A>B@C4=8:>2 
D@>=B->D8A0? 

�484A<O: 
1. $07@01>B09B5 ?@>3@0<<C <8:@>>1CG5=8O 4;O =>2KE A>B@C4=8:>2 

:>;;-F5=B@0 (3 <>4C;O ?> 10 <8=CB). 
2. #@54;>68B5 A8AB5<C =5<0B5@80;L=>9 <>B820F88 4;O :><0=4K 

?>445@6:8 =0 >A=>25 ?@8=F8?>2 ?@87=0=8O 70A;C3 8 >1@0B=>9 A2O78. 
 



12 

 

&5<0 6. �=B53@0F8S A5@28A=>9 45SB5;P=>AB8 2 A8AB5<C <5=546-
<5=B0 :0G5AB20 (% �) 

ВBCDBEO: 

1. �0:85 ?C=:BK ISO 9001:2015 =0?@O<CN @53C;8@CNB C?@02;5-
=85 =5<0B5@80;L=K<8 @57C;LB0B0<8 (CA;C30<8)? 

2. �0: 2:;NG8BL ?@>F5AAK A5@28A0 2 4>:C<5=B0F8N % � (?@>F5-
4C@K, 8=AB@C:F88, 70?8A8)? 

3. �0:85 B8?8G=K5 =5A>>B25BAB28O 2KO2;ONBAO ?@8 0C48B5 A5@-
28A=KE ?@>F5AA>2? 

4. �0: 40==K5 > :0G5AB25 A5@28A0 8A?>;L7CNBAO 2 0=0;875 A> AB>-
@>=K @C:>2>4AB20 (?. 9.3 ISO 9001)? 

�484A<O: 
1. $07@01>B09B5 D@03<5=B % � 4 ?@>F54C@C «'?@02;5=85 :0G5-

AB2>< A5@28A0» (F5;L, >1;0ABL, >B25BAB25==K5, <5B>4K >F5=:8). 
2. #>43>B>2LB5 G5:-;8AB 4;O 2=CB@5==53> 0C48B0 ?@>F5AA0 «"1@01>B-

:0 >1@0I5=89 :;85=B>2» A CGёB>< B@51>20=89 ISO 9001 8 �%" 10002.  
 

$����� 2. %� "%&"/&��0!�/ $��"&� %&'��!&"� 

2.1 �84O A0<>AB>SB5;P=>9 @01>BO ABC45=B>2 8 ?5@5G5=P CG51=>-
<5B>48G5A:>3> >15A?5G5=8S 4;S A0<>AB>SB5;P=>9 @01>BO >1CG0RM8EAS 

�84K A0<>AB>OB5;L=>9 @01>BK: :>=A?5:B8@>20=85 ?5@2>8AB>G=8:>2 8 
4@C3>9 CG51=>9 8 =0CG=>9 ;8B5@0BC@K; ?@>@01>B:0 CG51=>3> <0B5@80;0 (?> 
:>=A?5:B0< ;5:F89, CG51=>9 8 =0CG=>9 ;8B5@0BC@5); @01>B0 2 M;5:B@>==>9 
181;8>B5G=>9 A8AB5<5; @01>B0 A B5AB0<8 8 2>?@>A0<8 4;O A0<>?@>25@:8; ?>4-
3>B>2:0 : 70G5BC 8;8 M:70<5=C. 

C9D9K9AP GK95AB-@9FB8<K9E>B7B B59EC9K9A<O 8?O E4@BEFBOF9?PAB= D4-
5BFO B5GK4Nщ<IEO: <5B>48G5A:85 C:070=8O ?> A0<>AB>OB5;L=>9 @01>B5 ABC-
45=B>2 ?> 40==>9 48AF8?;8=5 (2 181;8>B5:5 2C70); CG51=0O 8 <5B>48G5A:0O 
;8B5@0BC@0 2 181;8>B5:5 8 M;5:B@>==>9 181;8>B5:5 2C70; >B2545==>5 4;O A0-
<>AB>OB5;L=>9 @01>BK 2@5<O 70=OB89 2 :><?LNB5@=KE :;0AA0E 2C70, 2:;NG0O 
@01>BC A> A?5F80;878@>20==K< ?@>3@0<<=K< >15A?5G5=85<, 8=D>@<0F8>=-
=K<8 A?@02>G=K<8 A8AB5<0<8. 

 

(>@<K A0<>AB>OB5;L=>9 @01>BK ABC45=B>2 ?> B5<0< 

$0745;K 8 B5<K 

48AF8?;8=K 

�84K A0<>AB>OB5;L=>9 @01>BK 

&5<0 1. #>=OB85 8 @>;L 
A5@28A=>9 45OB5;L=>AB8 
2 A>2@5<5==>9 M:>=>-
<8:5 
 

?@>@01>B:0 CG51=>3> <0B5@80;0 (?> :>=A?5:B0< 
;5:F89, CG51=>9 8 =0CG=>9 ;8B5@0BC@5); @01>B0 2 
M;5:B@>==>9 181;8>B5G=>9 A8AB5<5; @01>B0 A <0-
B5@80;0<8 B5:CI53> :>=B@>;O 8 ?>43>B>2:0 : ?@>-
<56CB>G=>9 0BB5AB0F88 

&5<0 2. �0G5AB2> >1- ?@>@01>B:0 CG51=>3> <0B5@80;0 (?> :>=A?5:B0< 
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A;C6820=8O: <>45;8, 
?>:070B5;8 8 <5B>4K 
>F5=:8 

 

;5:F89, CG51=>9 8 =0CG=>9 ;8B5@0BC@5); @01>B0 2 
M;5:B@>==>9 181;8>B5G=>9 A8AB5<5; @01>B0 A <0-
B5@80;0<8 B5:CI53> :>=B@>;O 8 ?>43>B>2:0 : ?@>-
<56CB>G=>9 0BB5AB0F88 

&5<0 3. #@>5:B8@>20-
=85 8 AB0=40@B870F8O 
A5@28A=KE ?@>F5AA>2 
 

?@>@01>B:0 CG51=>3> <0B5@80;0 (?> :>=A?5:B0< 
;5:F89, CG51=>9 8 =0CG=>9 ;8B5@0BC@5); @01>B0 2 
M;5:B@>==>9 181;8>B5G=>9 A8AB5<5; @01>B0 A <0-
B5@80;0<8 B5:CI53> :>=B@>;O 8 ?>43>B>2:0 : ?@>-
<56CB>G=>9 0BB5AB0F88 

&5<0 4. $01>B0 A 60;>-
10<8 8 >1@0B=>9 A2O7LN 
>B :;85=B>2 
 

?@>@01>B:0 CG51=>3> <0B5@80;0 (?> :>=A?5:B0< 
;5:F89, CG51=>9 8 =0CG=>9 ;8B5@0BC@5); @01>B0 2 
M;5:B@>==>9 181;8>B5G=>9 A8AB5<5; @01>B0 A <0-
B5@80;0<8 B5:CI53> :>=B@>;O 8 ?>43>B>2:0 : ?@>-
<56CB>G=>9 0BB5AB0F88 

&5<0 5. "1CG5=85 8 <>-
B820F8O ?5@A>=0;0 2 
AD5@5 >1A;C6820=8O 
 

?@>@01>B:0 CG51=>3> <0B5@80;0 (?> :>=A?5:B0< 
;5:F89, CG51=>9 8 =0CG=>9 ;8B5@0BC@5); @01>B0 2 
M;5:B@>==>9 181;8>B5G=>9 A8AB5<5; @01>B0 A <0-
B5@80;0<8 B5:CI53> :>=B@>;O 8 ?>43>B>2:0 : ?@>-
<56CB>G=>9 0BB5AB0F88 

&5<0 6. �=B53@0F8O 
A5@28A=>9 45OB5;L=>AB8 
2 A8AB5<C <5=546<5=B0 
:0G5AB20 (% �) 
 

?@>@01>B:0 CG51=>3> <0B5@80;0 (?> :>=A?5:B0< 
;5:F89, CG51=>9 8 =0CG=>9 ;8B5@0BC@5); @01>B0 2 
M;5:B@>==>9 181;8>B5G=>9 A8AB5<5; @01>B0 A <0-
B5@80;0<8 B5:CI53> :>=B@>;O 8 ?>43>B>2:0 : ?@>-
<56CB>G=>9 0BB5AB0F88 
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