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O

Bucoka sikicTb 06cnyroByBaHHs KNiEHTIB € Ko4YeM 1o ycnixy 6yap-sikoro 6isHecy. Cepis
ctanpapTtis ISO 10000 «MeHen)XMeHT KOCTi. 3aA0BONEHICTb KNi€HTIB» Oyna po3pobneHa
Ha OCHOBI KpalLloi MiXXHapPOAHOT NPaKTUKK WOoA0 3a40BONIEHHS NOTPED KNieHTIB, 3aBASKN SKil
niAnpueMCTBA iCTOTHO NiABULWATb NMOBIPHICTb AOCATHEHHS NOCTABNEHOT METH.

Cepisa Bkntoyae HacTynHi gokymeHTur: ISO 10001:2018 «MeHenXMeHT SKOCTi. 3al0BONEHICTb
KnieHTiB. KepiBHI NPUHUUNKX B YaCTUHI NpaBWA i HOPM NOBEAIHKM ANs opraHisauin», 1ISO
10002:2018 «MeHenXXMeHT SKoCTi. 3a00BONEHICTb K/ieHTiB. KepiBHMLTBO MO po3rnagy ckapr
B opraHizauiax», ISO 10003:2018 «MeHeaXMeHT 9KoCTi. 3a00BONEHICTb KNiEHTIB. KepiBHi
NPUHUMNK NS PO3B'A3aHHS CNopiB no3a opraxisadieto», ISO 10004:2018 «MeHenxmeHT
AKOCTi. 3a00BONEHICTb KNiEHTIB. KEPIBHULTBO 3 MOHITOPUHTY Ta BUMIptOBaHHSA». [laHi
cTaHpapTu 6ynm HewWonaBHO NEPErnaHyTi Ta OHOBNEH.

CraHpapt ISO 10001:2018 Ha KoaeKCH KOpropaTUBHOI €TUKU NPpU B3aEMOAI 3 KNliEHTaMu

CraHpapT NponoHye pekoMeHauii 3 nnaHyBaHHS, NPOEKTYBaHHS, PO3p0bKKM, BNPOBAAXEHHS
Ta NONIMWEeHHS Taknx KoaekciB. MonoxeHHs NoaibHMX KOAEKCIB CTOCYIOTbCS TakUX NUTaHb, SK
LOCTaBKa NPOAYKTIB i HAAAHHSA NOCNYT, NOBEPHEHHS NpoaykLUii, 06pobka iHdopmauii npo
KNieHTiB, peknama i yMoBM Micnanpoaa>kHoro 06¢cnyroByBaHHs.

Cranpaprt ISO 10002:2018 Ha po3rnsn, KNieHTCbKUX cKapr

Ckapru KnieHTiB € 00HMM 3 OCHOBHMX 3acobiB, 3a 4OMOMOro SKMX KOMMaHis abo opraHrisauis
MOXYTb OLIHUTW PiBEHb 3a40BONEHOCTI CNOXMUBAYIB CBOiX ToBapiB i/abo nocnyr. O6pobnsioun
ckapru, cpaxisLi komnaHii abo opraHisauii MOXYTb BU3HAYUTW, Y1 BiAMOBIAAIOTb NPOAYKTU
i/abo nocnyru noTpebam KOXHOro KOHKPETHOrO KNiEHTa | HaBiTb OYiKYBaHHSM LIMPOKOMY
3arany. Ctangapt ICO 10002:2018 3abeaneyye KEPIBHULTBO ANS OpraHi3auiii 3 nnaHyBaHHS,
NPOEKTYBaHHS, PO3POOKM, BUKOPUCTAHHS, MNiATPUMKY i BLOCKOHANEHHS ePEKTUBHOrO NpoLecy
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06pobkM ckapr B po3pisi 6yab-sKMX BUAIB OisiNbHOCTI, MOB'S3aHMX 3 NPOAYKTaMu i MOCyramu.

Cranpaprt ISO 10003:2018 Ha BMpilLeHHS CNOpiB N03a opraHisawin

OgpHieto 3 npobnem cniBpobiTHMKIB OpraHisauii € MOXMBICTb BUHMKHEHHS CyNepeyok Yyepes
HegocTaTHIM piBeHb 3a00BONEHOCTI KnieHTiB. Ctanaapt ISO 10003: 2018 nonomarae
opraxisauisam nnadysaTtu, NiATpUMyBaTn Ta BAOCKOHANOBATU €PEKTUBHUI NPOLLEC BUPILIEHHS
CnopiB N03a OpraHisadii, a TakoXx BubrpaTy NocTavanbHWKIB NOCNYT B YaCTWHI BUPILEHHS
crnopis i BUPOBNEHHS peKOMeHaaLin ANs yHUKHEHHS MOAIOHMX cMTyauiil B MainbyTHbOMY Yepes
NiABULWEHHS 3a00BONEHOCTI KNIEHTIB.

CraHpapt ISO 10004:2018 Ha MOHITOPUHTI KJTiEHTCbKOI 3a4,0BOIEHOCTIi

CBo€yvacHe pearyBaHHS Ha CKapru Ta BMPIWEHHS CNopiB MOXYTb By TN KOPUCHI opraHisaLism,
SIKi NparHyTb A0 NiABWWEHHS PiBHS 3240BONEHOCTI KNIEHTIB i 30inblueHHs 06i3HAHOCTI BCiX
3auikaBneHnx CTOPIH NPO NOMINWEHHS AaHOoro nokasHuka. Npote, Habarato po3yMHile
3ammatuncsa NpominakTNKo, 34INCHIOYN perynsapHuMin MOHITOPUHN 3anosoneHocTi. CtaHpapT
ISO 10004: 2018 nae pekoMeHaauii WoO[00 BU3HAYEHHS Ta BMPOBAAXEHHS NPOLECIB
MOHITOPUHIY Ta OUiHKW 3a0BONEHOCTI KNiEHTIB. BignosigHa iHdpopmauis Moxe byTu
BMKOPUCTaHa rnpv BU3HA4Y€HHI MOXNMBOCTEN ANS NOKPALLEeHHs cTpaTerii, npoayKTis, NOCNYr,
npoueciB | XxapakTepuUCTUK OpraHisadii, SKi OLiHIOITbCS KliEHTaMu.
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