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IIpeanoceuiku BHEApeHUss CMK B
OaHKE

MHorue mupoBble 6aHku BHegpunu CMK n nony4ymnnun coorseTcTByloue
ceptucdmkaTtbl cooTBeTcTBUA, HO B Poccun npuxon CMK 6bin 3apepkaH
crneayrowWMMnN 00 beKTUBHLIMU NMPUYUHAMU: XKECTKUM perynmpoBaHmem
GaHKOB CO CTOPOHbI rocyaapcTBa, KpM3ancamm B 3KOHOMMKe,
Heo6xoAMMOCTbIO OCBanBaTb YCNyru, npeaocTaBrieHUe KOTOPbIX CTano
AOCTYMHbIM C NOMOLLbLI HOBbIX TEXHONOrnn. Tem He MeHee, BpeMs 3a00Thbl
O KayecTBe HacTarno.

NosBMNnacb NOoTpebHOCTL B CO34aHUMN CUCTEeMbI, KOTOpasa Obl obecnevynBana
ynpaBrieHMe Ka4eCTBOM YCJ1yr, aHasriu3 3anpocoB U NOTPeOHOCTEN KNNEHTOB.
UHTerpauusa Poccuu B MmmpoBoe coobLectBo (B T.4. BcTynneHue B BTO)
ypeBaThbl He CKOJIbKO (popMaribHbIMU TPeOOBaHUAMMU CO CTOPOHbI
MeXAYHapoAHbIX OpPraHoOB, CKOJNIbKO NMOBbILEHMUEM pearibHbIX 3anpocoB
noTtpedutenen K ycriyram, B TOM Yucrne n K 6aHKkoBCKUM. CnepoBaTtesibHO,
oAHa TeHAeHUuAa pa3dunBaeTca Ha aBa hakTopa: TpedboBaHUA
MeXAyHapoAHbIX OpraHoB U pacTywue TpeboBaHMA NoTpeduTenen K
YPOBHIO 1 Ka4eCTBY OKa3biBaeMbIX (P MHAHCOBbIX YCIIYT.
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Taxkum 00pa3oM, MOKHO BBIICJIUTD CJIACAYIOLIAE BHECIIHUE
npeanocsliIku BHeapenus CMK:

CHUXeHMe Ao0XO0OAHOCTU OaHKOBCKUX onepaunn u
nepexon KOHKYPeHTHOU 6opbLOLI B chepy
cepBuUCa;

MUPOBbIE TEHAEHLUU KNMNEHTOLEHTPUYHOCTH,
NOCTOAHHO pacTyLlime TpeboBaHUA
norpeouTteneu;

NoBbILWEeHHbIe TPeboBaHNA CO CTOPOHLI LIB K
cucTteme ynpasrieHUs 6aHKOM;

UHTerpaumsa B MUpoBOe COo0LLEeCTBO U
CBA3aHHbIe C 3TUM TpeboBaHNA MeXAYHAPOAHbIX
OpraHoB.
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Yto Takoe crangaprel cepuun MCO?

ISO — mexxayHapoaHasa opraHusaumsi No ctaHgapTu3auuu, pasgenéHHas Ha
MHOXeCTBO KOMUTETOB, 3aHUMAKLUNXCA Pa3NINYHbIMN OOBLEKTaMun
cTaHgapTusauum.

CTtaHaapTbl N0 cMCTEME MeHeAXXMeHTa KavyecTBa pa3pabaTbiBaeT TeXxHUYECKMN
KomuteTt Ne176. [ina yny4yweHna geAaTenbHOCTU NpeanpuUATUA BO BCEM MUpe
Obinu paspaboTtaHbl ctaHaapTbl ISO cepumn 9000, KOTOpbLIE coaepXKaT Ny4Llyo
MUPOBYHO MPaKTUKY ynpaBreHus, NpuHATbI 6onee yem B 200 ctpaHax mupa u
rapMOHN3UpPOBaHbl C HaLMOHaNbHLIMM CTaHAApTaMM.

B cepuio 3TUX CTaHAAPTOB BXOAAT:

ISO 9000:2000 CucteMbl MeHeg)XMeHTa KayecTBa. OCHOBHbIE NOMOXEHUA U
CcnoBapb

ISO 9001:2000 CuctemMbl MeHeMKMEHTa KayecTBa. TpeboBaHuUA.

ISO 9004:2000 CucteMbl MeHeaXMeHTa KavyecTtBa. PekomeHaaumm no
YIyuULIEeHUIO AeATEeNbHOCTM!.

B Poccun BHUUC paspabotan u NlocctaHaapT npuHAN n BBesn B AeMCTBUe
ayTeHTUYHbIe TeKCTbl 3TUX CTaHAAPTOB, COOTBETCTBEHHO:

FOCT P NCO 9000-2001,
FOCT P UCO 9001-2001,
FOCT P ACO 9004-2001.
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Crpykrypa OCT P MCO 9001-2001

BBegoeHue

P

O6nactb NnpMmMmeHeHus

HopMaTuBHbIE CCbINIKU

OnpeaneneHusa

Cucrtema meHeaXMeHTa KayecTBa
OTBEeTCTBEHHOCTb PYKOBOACTBA
MeHe)XMeHT pecypcoB

[Mpouecchbl XXU3HEHHOrO LUKa npoaykKuum
N3mepeHune, aHanus v yny4weHue
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IIporiecCHBIN TOAXO/T

Mojiens cucTeMbl MEHEKMEHTA Ka9€CTBA, OCHOBAaHHAS HA MPOIIECCHOM
MOIXO0E

[TocTostaHOE yiyumenne CMK

OTBETCTBEHHO
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I IporiecCHBIN OAXO0/T

I'Ipeumyu.l,eCTBo npoLueccHoro noaxoga CoCctout B HenpepbIBHOCTU yNpaBJiIeHUSA,

KOTOpO€e OH obGecne4ynBaeT Ha CTbiKe OTAEeNbHbIX npoleccoB B paMKaxX X CACTEMBbI,
d TaKXxe npu ux KOMOMHaUUnN n B3ammoaencTeBum.

K kaxmomy nponeccy npuMeHUM UK JaBapaa JleMunra

Plan — pa3zpa0oTaiite 1eiau U IpoIecchl,
HEOOXOAMMBIE JIJIs1 JOCTUKEHUS
pPE3YNBTATOB B COOTBETCTBUE C
TpeOOBaHUSIMHU MOTPEOUTENEH U
MOJIUTUKOW OpTraHU3allnY;

Do — BHenpuTe mpoLeCCHI;

Stady — KOHTPOIUPYHUTE U UBMEPSNTE
IPOLIECCHI;

AKt — AHanM3UPYUTE U NPEAITPUHUMANTE
JNEUCTBHS T10 MMOCTOSIHHOMY YJTYYILIEHUEO

Pazpaborunk HOVY "MexayHapoaHblil yHUBEPCUTET
pazButus" Tein. 8 (495) 517-77-07 st-q@contv.ru



[Inan BHeapenus CMK B 0anke

o OOyuyeHuMe nepcoHana 6aHka TpedboBaHNAM
ctaHpapta MCO 9001-2000;

o PaspaboTka nonutnku B 0611acTn Ka4ecTBa;
o« OnpepeneHue n onucaHue NpPoLECcCoOB;

o PaspaboTka goKkymeHTauuu (3anucen) no
KauyecTBY;

o Paspabotka PykoBoacTBa no Ka4yecTBy,
obsi3aTenbHbIX Npoueayp U MUHOW AOKYMEeHTaLluN
CMK.

o lMoaroroBKa Kk cepTucmkaumum
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[Topsimok ceprudukanuu CMK

- 3asiBKa B opraH no ceptudukauum;

- MpepocTtaBneHune opraHy no ceptudunkaumm
AokymeHtauum CMK;

- CepTUdpMKaAUNOHHBLIN ayauT;
- PelleHwne no cepTucpukalMoHHOMY ayaouTy;

- Mpwn NnonoXntenbHOM pelleHun — Bblgaya
cepTuduKkata CooTBeTCTBMUA.

- MIHCneKUuMOHHbIN ayauT Yepes rog
(noaTBepxxpaeHue cepTucukara).
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KJIroueBbI€ MO3UIIMKA BHEAPECHUA
CMK B Oanke

» BHegpeHue CMK TpebyeT coOoTBEeTCTBYHOLLEN
NnoaroToBKU NepcoHara v npeoaosieHus ero
COMNpPOTUBIIEHUA BCeMY HOBOMY. YcneXx
npoekta no BHegpeHuro CMK oyaet
3aBUCeTb, NMaBHbIM O0OpPa30M, OT TOro, KTo
ABISIETCH 3aKa34MKOM y nuaepomMm UaMeHeHUM
n OyayT N yu4TeHbl 0COOEHHOCTHU
Nncuxorsriormm crneuynanmcToB, padboTarowWwumx B
0aHKOBCKOM OM3Hece Kak ocodom cchepe
¢omHaHCOBbLIX yCHYT.

Pazpaborunk HOY "MexayHapoaHbIil yHUBEPCUTET
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PecypcChl 1 HCIIOJIHUATEIIN

Y nopen, pabdoTtarownx B 6aHKax, ecTb onpeaerieHHble
Nncuxornornyeckme ocobeHHoCTn, oTnuyaroLime ux oT
COTPYAHUKOB T. H. «pearibHOro ceKTtopa 3KOHOMukKun». 1 B
npouecce npoBeaeHNa opraHM3aLuMoOHHbIX N3BMEHEHUN —
YTOObI OHM ObINK yCNeLwWwHbLIMU — C 3STUMMN OCOBEHHOCTAMM
NPUXoOUTCA CYNTATLCA:

o HepnoBepune — kak 6a3oBas YepTa NIMYHOCTU. DTO NO3NLUA
3KcnepTa y Bcex, Aaxe y Mnaalunx KrnepkoB, KoTopas
NPOSABNAETCA B NPUHLUMNE «Mbl JIyylle 3HaeM, KaK 3To
OOIMKHO ObITbY.

« Hanpumep, ropuctam nepeaaroT Ha cornacoBaHue
AOOroBOp, a OHM HAYMHAKOT OLLeHNBATb Lefiecoobpa3HOCTb
n achpeKkTUBHOCTL onepauuun. Kaszanocb 6b1 — 3a4yem,
BeAb €CTb Xe cneuyuanuctbl. Ho Korga 3agaewb Bonpoc,
Tebe oTBeYaroT: NOTOMY YTO A Jlydlle 3Hak, KaK 3TO
OOJMKHO ObITh.

Pazpaborunk HOY "MexayHapoaHbIil yHUBEPCUTET
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PecypcChl 1 HCIIOJIHUATEIIN

BTopasa 0co6eHHOCTb, KOTOpPas BbITEKAET U3 HeJOBepPUSA, BbipaXkaeTcs BO

¢ppase «a Bbl HAM goKaxuTte!»

EcTb Bewu, KOTOPbI€ KaXyTCA akCuomMmamMn BO BCeM Mupe, — Hanpumep,
Heo6xoAMMOCTb onTumMmmnnpoBaTb CUCTEMY yrnpaBJiIeHUA. KomnaHus,
KOTOpasA 3aHUMaeTCs NnoobLIM APpyrnmv OunsHecom, BOCrnpumMeT 3TO
HOPMaJibHO, HO GaHKu Bac nonpocAT AOKa3aTb AaXxe o4YyeBunaHoe un

00 BLACHUTD, no4yemy 31O o4YeBNaHOEe MMmeetT OoTHOoLeHne HenocpeaCcTBeHHO
K HUM.

PeakTnBHasa no3nuus, KOTOpas BblpaxXaeTcHA BO (ppase «3a4vYemM 4YTO-TO
MEeHATb, €CJIM U TaK BCe HOPMaAJibHO».

PeakTuBHasa no3numa — 3To HeXerlaHMe NOCMOTPEeTb XOTb Ha Liar
Bnepea, T. €. <Mbl OyAeM cnefoBaTh 3a CMTyaLuen, HO He byaem ee
npeaBOCXULLATbY.

Mo3numna «noxom Mmp nyuile XopoLuen BOUHbIY.
NMpUYNHY KOHCEpPBAaTUBHOCTU MOXHO OOBLACHUTbL TPeMsi 6aHKOBCKUMM

Kpu3ncamu, npouvcuieallimmum 3a nocriegHne HeCKoOJ1bKO JieT. NMNoooOHbIe
NOTPACEeHUA Koro yrogHo Hay4dyaTt OCTOPOXHOCTMW. 7 conportuBIsieHune
W3MEHEeHUSAM OYeHb YacTO BO3HUKAET U3-3a XeflaHUSA XXUTb B JIKOOOM NJIOXoM
MUupe n3-3a Ctpaxa Toro, 4Tto ecsyim Ha4HeM 4YTO-TO MeHATb — 6yp,eT eLle XYyXe.

Pazpaborunk HOY "MexayHapoaHbIil yHUBEPCUTET
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PecypcChl 1 HCIIOJIHUATEIIN

YcnoBust U3MeHeHUM

ans ycnexa opraHN3aunNOHHbIX U3MEeHEeHMN B 6aHKaX OYeHb BaXHO
Halin4ine 4YeTbipex yCrioBUMN.

1. 3aKa34uK U3MEeHeHus

NockonbKy BHeApeHMe U3MeHeHUs — 3TO NpoeKTHaA pabora, y
W3MEHEeHUA AOMKEeH ObITb 3aKa3yuk. Kpome Toro, oH oonxeH ObITb
AOBOSILHO BINUATENbHbLIM, 0OCOOEHHO NMpU OCYyLUEeCTBNEeHNN U3MEHEHUA
B TaKOM CTPYKType Kak 6aHkK. )KenartenbHoO, 4YTOObLI 3aKa34MKOM
ABNANOCHL nepBoe nuuo. EMy npeacTonT BbICTYNUTbL, BO-NMEepPBbLIX,
3allMTHUKOM nuaepa nameHeHuu. Notomy 4YTO NepBoe, YTO
nponsonpeTt ¢ NMOepoM U3MEeHEeHUU — ero 3axoTAT
AUCKpeaAuTUpoBaTb. Bo-BTOpPbIX, 3aKa34MK BbICTYNaeT U Kak
MHBECTOP pecypcoB, npexae BCero BPpeMeHHbIX U YeriloBe4eCKUX.
KaxabIn, KTO TONbLKO OyaeT MMeTb TaKyo BO3MOXHOCTb, OyaeT
cTapaTtbCsl YUTN OT paboTbl N0 y4acTUIO BO BHeAPEHUN USMEHEHUSA Ha
OCHOBEe TOro, YTO Y Hero ecTb Apyrue gena, Koropbie 6ornee BaxHbl. U
3aKa34yuMK npu3BaH MOTUBUPOBaTL Noaen padboraTtb B TOM
HanpaBneHUn, KOTopoe A Hero Camoro ABNAeTCA BaXHbIM.

Pazpaborunk HOY "MexayHapoaHbIil yHUBEPCUTET E
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PecypcChl 1 HCIIOJIHUATEIIN

2. CI/ITyaLl,I/IFl AOJKHA ObITb KPUTUYHA JINHHO AJ1A 3aKa34YUKa

3aKa34MK OOJIKEeH TePATb YTO-TO OYeHb BaXXHOE U OYeHb YeTKO
NOHUMATb, YTO €CJIu Cenvyac HU4Yero He UAMEHUTb — NOTepu He
n3dexarb. ATO MOTyT ObITb NOTEePsl KOHTPOJSIA, NageHne
3hheKTUBHOCTU, TPYAHOCTU C NEepexoaoM Ha HOBYHO CTYMNEHb
oprpa3sutusa u np. B Hayane 1997 r. oanH n3 6aHKOB Haxo4uscs B
cTaguu nepexona ot NPOCTON JIMHEMHOWN OpraHM3auumn K
opraHusauum yHKUMoHanbHOMU. o 3ToT nepexon ObIN 3aTpyAHEH
TeM, YTO He ObIno chopmanusoBaHHbIX NpoLeccoB — BCe ObINO
NOCTPOEHO Na MHTYUTUBHOM NMOHUMAHUM MPUHLUNOB OEATENIbHOCTHU
Ton-meHegXXMeHTOM. Korga YMcneHHOCTbL NepcoHana Bo3pocna
noytu B 10 pa3, cutyaumsa Bbilwsia U3 noa KOHTPONs nepBoro nuua:
OH yXe He MOl BNUATb Ha npouecc HaMma, yCTaHOBIeHUs 3apnnarThbl,
U3MEeHEeHUs MOTUBaLUN, CUCTEeMY AOMMKHOCTeN. lNpeXxXHne 3aKOHbI
ObINIV NPUMEHUMbI ANA YNpaBJieHUA «CeMbeny», HO He roaunnUchL Ans
oonblwon KomnaHnn. NoaTomy KPUTUYHOCTbL CUTYaLIMM OYEeHb BaXKHa,
4YTOObLI NepBoOe NULO ObINO 3aNHTEepPeCcoBaHO NPUHUMATL JIMYHOEe
yyacTtue B npouecce NU3MeHeHUMN.

Pazpaborunk HOY "MexayHapoaHbIil yHUBEPCUTET
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PecypcChl 1 HCIIOJIHUATEIIN

YacTo uameHeHne ymmpaeT Ha KOPHIO, Korga 3aka3uyumkKy NpoTUBOCTOUT KTO-
TO NMPAaKTUYECKN PaBHOro Beca. ATO MOXET ObITb KOJJIEKTUBHbLIN OpraH,
AOCTaTOYHO KOMNAKTHbIM — nopsiaka 7 4enoBeK — U O4YeHb XOpPOoLUo
opraHusoBaHHbIN (Hanpumep, NpaBneHne unu CoseTt aupekTopoB). CeroaHaA
CoBeT ANPEKTOPOB, COCTOALLUMNN U3 7 YeNOBEeK — 3TO HOPMa, U eCfiu OH
HaxoAuTCSl He HA CTOPOHE 3aKa34MKa, Y Hero eCTb BCe LWaHCbl NPeKpaTUTb
U3MEeHeHUs1 Ha YpoBHe cTapTa. UTo KacaeTcsa NNaHOBOCTU, TO, C OOAHOMU
CTOPOHbI, KQXXEeTCA, YTO ANA NU3MEHEeHUA OHa AaXe XOpolla: eCTb KMNaHbl,
KOTOpble Mexay cobon GopTCA N KOTOPbIM U3-3a 3TOM OOpbLOLI HeKoraa
COMPOTUBIATbLCSA ele U UsMeHeHUsAM. C Apyron CTOpoHbl, KnaHOBbIe
MHTEepecChbl MOTyT ObITb HACTOJSIbLKO CUNbHbI - @ B 6aHKax 3TO YacTo ObiBaeT, —
4yTo NOAUN OyAyT CIULLKOM MHOIO 3HEepPrumn TpaTUTb Ha NOHUMaHUe TOro, YTo
UM OacT 3TO HOBOBBEeAEHWE USTU YTO OHO Y HUX OTHUMET, U 3TO CYLLEeCTBEHHO
3aTOPMO3UT NMepBbIN 3Tamn, KOTOPbIN ABMAETCA O4YeHb BaXKHbIM. ATOro crapra
MOXET BOOOLLEe He NONMYyYUTbLCA, €CINIM eCTb CUNbHbIN OpraH, KOTOPbIA NPUMeT
KONMMEeKTUBHOE peLueHue, UM KnaH, YreHbl KOTOPOro MoryT 4OroBOpmUTbLCS
Mexay cobou. B naHHOM npumepe B 3TOM NriaHe NoBe3n0: UCMOSTHUTEeNbHas
Avpekuns 6aHKa B TO BpeMs coctosana us 15 yenosek, u 3To 66110
3amMevaTesibHO Mo TOU NMPUYMHE, YTO 3TU NIKOAU He MOITN Mexay cobom
AoroBoputbces. NMpUHUMaTL peLleHnA TaKUM «XopanomM» ObINI0 HEBO3MOXHO,
NO3TOMY KTO-TO 06CyXaan B HeO6ONbLIOW rpynne, KTO-To NPOCTO
OoTManymMBarncs, HO B pe3yskTaTe He ObINI0 OpraHM30BaHHOrO «eAUHOro
dopoHTa», KOTOPbIN MOr Obl CMMOTUTLCA U BbICTYNUTbL NPOTUB BHEAPEHUS

U3MEHEHUN. Pazpaborunk HOY "MexayHapoaHbIil yHUBEPCUTET
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PecypcChl 1 HCIIOJIHUATEIIN

3.ECcTb Nuaep nameHeHUn v KpeauT foBepust emy

Bbi6op «npaBunbHOro» nuaepa u3aMeHeHUUn — 3To, NoXarym,
camoe CrnoXxHoe. BHeWwWHNn KOHCYNbTaHT UM ObITb He MoXeT. Ero
He OyayT BOoCnpMHUMaTb B JOCTAaTOYHOU CTENEHU Cepbe3Ho, T. K. Y
nogeun Bcerga ectb yoexaeHue: BOT AeHbIM KOHYaTcs,
KOHCYNbTaHT yuaeT, u Bce ympeT camo cobou. NNoatomy nnaepa
U3MEeHEeHN HeobXxoanuMOo UcKaTb BHYTpUu opraHmsauuun. U oH
AOJKeH obnaaatb crefyroLWMMN XapaKTepUcTUKaMu:

- NICUXONoru4yeckas roToBHOCTb BO3rMaBUTb 3TOT «KKPECTOBbIN
noxoay. [lpyrumun cnoBamu, nuaep U3AMeHeHUU OO0MKEeH ObITb
rotToB TPaTUTb AOCTAaTOYHO CUMT U BPEMEHN UMEHHO Ha npouecc
n3MeHeHnn. Ecnun oH mano samMmoTuBMpoOBaH, €Crin y Hero B
AaHHbIX MOMEHT KaKue-TO Apyrue BaXxHble nsiaHbl - HAaNpumep, oH
yuntca Ha MBA, unu npobnembl B ceMbe, OH He CMOXeT
NOrpy3snTbCA B 3TOT NPOLIECC HAaCTONbKO, HACKOSIbKO HYXHO,
0COOEeHHO Ha HaYanbHOM 3Tane;

Pazpaborunk HOY "MexayHapoaHbIil yHUBEPCUTET 16
pazButus" Tein. 8 (495) 517-77-07 st-q@contv.ru



PecypcChl 1 HCIIOJIHUATEIIN

- cBexun B3rnsaa. Jlroam Hanodonee acppeKTUBHLI B Te4EeHUe
nepBoro roga paboTtbl U HOBOU AN HUX OpraHu3auuun. Takon Yyenosek
eLle He 3HAaeT, YTO «3TOro He NMosly4YUuTCcs, NOTOMY YTO Bceraga obino
Nno-ApyroMy», OH ele He 3HaeT, YTO Takoe «Bceraa obino no-
APYroMy» U YTO 3TOro 34echb He Nosly4yanocb HUKOraa;

Mo ny4vywnm npumepam naMmeHeHU B KOMNaHUAX, HAbNAanocL,
YTO NUAepbl UBMEHEHUU — 3TO, KaK npaBuso, HoBble NAU B
opraHumsauuu. U noatomy npeagnaranocb nogymaTb O He3anosTHEHHOM
NO3MLMMN Ha KAKOM-TO y4YacTKe: Hanpumep, NPUHATbL YenoBeKa B
rpynny crpaterm4eckoro ynpasrieHUs.. BO3MOXHO, ero AOMKHOCTb
OyaeT 3By4YaTb He OY€Hb KOHKPETHO Mo TOW NpuU4nHe, YTO OH Oyaer
3aHMMaTbLCA UMEHHO NfIaHNpyeMbiM U3MEHEHUNEM;

- KpeauT aoBepus. lNMpexae 4yem nuaep U3MEHEHUMU, ecrnun 3To
HOBbIA YenoBeK B OpraHM3aumm, Ha4HeT TpaHCNUpoBaTh, YTO
Ha4yuMHaeT U3MEeHEeHM S, OH AOJKEeH nNpopaboTaTb XOTA Obl MecsiLa Tpu,
MUy Hero AosmkHa 6biTb HebonbLwasa nobdeaa.

Pazpaborunk HOY "MexayHapoaHbIil yHUBEPCUTET
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PecypcChl 1 HCIIOJIHUATEIIN

4.  NMpunMeHeHMe NPUHLUMNOB CTPpaTerM4ecCKMX KOMMyHUKaLUN
-AKTMBHO BOBJrieKanTe nuaepoB U3 BbiCLLEro MeHeAXMeHTa npu
pa3paboTke coobLweHnA, uenu U noaxoaa.

-TwaTtenbHO NMaHUPYNTE pPa3paboTKy U NpUMeHeHue NpoeKkTa
KOMMYHMUKaLUN.

-He npeHebperante oCHOBHbIMU 3rIeMeHTaMn 3hpeKTUBHbIX
KOMMYHUKaLUN.

-LleneBasi ayautopus — MHOUBUAbI.

OTBeTbLTE Ha caMbIU BaXXHbIU BOMNPOC AnA Kaxaoro nHausuaa: «Kak ato
CKaXxeTcsl HaA MHe?»

O6ecneybTe NMUYHbIN KOHTAaKT — Hanbornee 3¢p¢eKTUBHbI KOMMYHUKaLUKU
JINLLOM K nnuy.

Tonbko NpumMeHeHuUe NPUHYUNOe cmpamea2u4ecKux KOMMyHUKayul
co8MeCcmHO ¢ cobsro0eHueM npaesu’si ycrnewHoU KoOMneHcayuoHHOU
npozpamMmbi (cucmemMbl MOmMueayuu) noleosissem obecrneyums 8 6aHke
6e360J1e3HEeHHbIU rnepexo0 K HO8bIM MPUHyunam eedeHusi busHeca.
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bapxarHas peBOIOIUS

lNMepexon oT Toro, 4To 6bLINO, K TOMY, YTO CTaslio, MOXHO Ha3BaTb «bapxaTHOM
peBonoumnen». C oqHOU CTOPOHbLI, PEBOMIOLUA O3Ha4YaeT HeNn306eXXHOCTb U3SMEHEHUHN,
OTpULaHUEe CTaporo 1 Havasno XX1U3HU No HOBbIM nopsaakam. C Apyrov CTOPOHbI,
«bapxaTHas peBonLuUa» npeagnonaraetT MArkun, NOCTENeHHbIN nepexon K 3 TUM HOBbIM
nopsiakam.

Korga aymaewb Npo MHCTPYMEHT BHEAPEHUA KaKoro-nm6o opraHn3aumMoHHOro
M3MEHEeHUA, NPUXOAUT Ha YM U3BECTHas CKa3kKa, rge oTew NpeasioXus CBOUM CbIHOBbAM
pasnomaTtb BeHUK. I nokasan TeM caMbIM, YTO CMNJIOYEHHbIX FI0AEN «CrIoMaTby
HeBO3MOXHO, 3aTO MOXHO NEerko 3To caenarb, €CNIN OHU Pa300LLUeHb.

OCHOBHbIMM NOMeXaMu, NPEeNATCTBUAMU HA NYTU U3MEHEHUN ABNAIOTCS:

PYKOBOACTBO He 3aHUMaeT no3uumum 3akasvymka npoeKTa u He nogaepxvBaeT
Jlnpepa nameHeHnn (UnNu 3aHMMaeT NO3NLUIO HabnaaTens, YTo ToXe He NoMoraeT B
peanusaumm npoekTa);

CMbICN 1 Uenu npoekTa (M3MeHeHU) He AOCTAaTOYHO SICHbI KONMEKTUBY U He
noaaepXxaHbl UM, HeJOCTaTOUYHbI KOMMYHUKaLMKM (TpaHCNALMUA Lerien U BbIiroa npoekTa);

OTCYTCTBME MOTMBaLUK y pykoBoauTenen (byHKLNOHaNbHbIX Nogpa3aerieHnu,
YbW COTPYAHUKN 3aHATbI B NMPOEKTe.
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bapxarHas peBOIOIUS

Cneunannctbl KOHCaNTUHroBbIX doMpmM No npobremam
cCTpaTernyeckoro ynpaBsneHus BblOoensrT TPU OCHOBHbIE
NPUYNHBLI, CNOCOOCTBYOWME NPEOAOSIEHNIO CONPOTUBIEHUSNA
BHeAPEeHNI0 U3MEHEeHUMN.

OukTaTtypa Bnactu. PaboTta no BHeApPEeHNIO N3MEHEeHUN
Befnacb Ha YpOBHe Ton-meHemaXMeHTa 6aHka. CpegHumn
MEeHeMKMEHT NMpakTU4YeCcKU He ObIs BKIHOYEH B npouecc.

NoaroroBuTenbHasi paboTa No 0CO3HaHUIO NepPCOHaNoM
HensbexxHocTn HoBoro. bnarogaps AnuTenbHON NOArOTOBKE
BCe NOHUMAIOT: N3MEeHeHne Hen3bexHo, ero He yaacTcs
OTMEHUTb - ero MOXHO TOJIbKO NPUHATL.

NMo3UTUBHLIU ONbIT: A0 Ha4Yana KakMx-imoo 3MeHeHun B
opraHn3aumn y KoruektnBa AOJ1XKeH ObITb ONbIT vyAa4yHOro
HOBOBBeEHNA MeHbluero macwraba.
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[ Iprumep BHeapenus CMK B bank24.py

XypHan "Okcnepm-Ypan"
JlanwuH Cepeeli NleHHaObesuyY — lpedcedamenib Cosema AupeKkmopoea
baHk24.py

e HblHewHUM GaHKamM nNpucyLla OPMEeHTUPOBAHHOCTbL NepCcoHarna Ha
npouecc, Ha paboty ¢ 6ymaxkamMu, a He Ha KnueHTa. MHorne 6aHku npocTo
He npucnocobneHbl Ans o6cnyXnBaHMUA peanbHbIX KNUEHTOB. Kak n
MHOIMM APYrMM HallnM nNpeanpuaTusam, UM OocTarncs B HacneacTBo
COBETCKUN MEeHTasiuTeT, XXKMBO BOMJIOLWEHHbIN B 06pa3e npoaaBLmLbI C ee
OTHOLUEHMEeM K KnueHTty: «Bac MHOro — s1 ogHay.

« BwmecTO cnegoBaHus aToMy cTepeoTuny Mbl B baHke24.py co3gaemM HOBYHO
KOPNOpPaTUBHYIO KYNbTYpPY, OPUEHTUPOBAHHYIO HA XXeNMaHUsA KIIMEeHTOB,
NOTOMY YTO He NMOoSy4YMBLUNNA OOSMKHOro BHUMaHUSA UNN YPOBHA
o6CcnyXnBaHUA KITMEHT — 3TO NOTepsHHbIe DAHKOM AeHbIU. JTO, KaK B
TOproBrie, HapsAQy ¢ cyrnepmapketaMmum Bcerga eCTb ycnelwHble OyTUKM,
KOTOpble NpoAaloT ToBapbl fyyllero kayecrsa. Tyaa xogaTt gpyrue noau
— He Te, YTO XOAAT B CynepMapKeT, U eCfiu OHU Bac MHTepPeCcyroT, Bbl
AOJMKHbI HAMTU K HUM MHAUBUAYaNbHbIA Noaxo4.
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[ Iprumep BHeapenus CMK B bank24.py

o Bnepsbie B Poccuu baHk24.py BBen AeHEXHYI rapaHTUIO KayecTBa
6aHkoBcKkux ycnyr. Ee cyTb B TOM, uTo BaHk24.py rapaHTupyeTt
onpepaerieHHoOe KayecTBO psiga ycryr B COOTBETCTBUU C BbICOKUM
cTaHgapToMm obcnyXxuBaHuA. 3a crioBa Haao oTBe4YaTb, a KA4eCTBO —
noaTrBepxaatb. Cucrema Money Back npeaycmaTtpuBaeT Bo3BpaT KIMEHTY
KoMUCCUM 32 HeKaYyeCTBEHHYO ycnyry, a Takxke B onpeAeneHHbIX cryYasx
BbINnaTy AONOMHUTENbHOU CyMMbI, KOMNEHCUpPYIOLLEN MOparbHbIW yLiepo
OT NMorny4eHUsa HeKa4eCTBEHHOM ycnyru. Hawa no3muma — KNUeHT AOIKeH
NoNy4YuTb NMMOO Ka4yecTBO, NINOO BO3BpaT AEHEr.

o Tak, B criyyae 3afepXKu ¢ 3a4McrieHnemM unm nepeBoaom nrnartexa, baHk24.
Py He TONbLKO He 6epeT KOMMCCUU 3a AaHHYIO YCIYry, HO U NNAaTUT KINNEHTY
ABOWHOM pa3mMep MeCAYHOM NnaTbl 3a BeAeHue cyeTa.

o Takmm obpa3om, Gnarogapsa cucteme rapaHTUPOBaAHUA KavyecTBa ycnyr
(Money Back) 6opb6a 3a BbiICOKMe TeXHONOrnu, BbIrogHble ycroBus
o6cnyXXuBaHnA u KayecTBo B BaHke24.py CTaHOBUTCA peanbHOCTLIO, a He
nycTtbiM 3ByKoM. [1na BaHka24.py 3To nyaHomMmepHas paboTta,
rapaHTUpyroLwas KfimueHTaMm MMEeHHO TO, YTO obellaeTcAa B peKkrame.
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[ Iprumep BHeapenns CMK B bank24.py

o Cucrtema rapaHTUPOBaHMA U KOMMEHcaUUn Ype3BbiYanHO NPOCTa — €ClNu ycrnyra okasaHa
HeKa4yeCTBEHHO, TO 3a Hee BO3BpPAaLLalOTCA AEHbIN U BbINJlaynBaeTcs AeHeXHasa KomneHcauus. baHk
ownéca — 6aHK nnaTuT. ATO U NIOrMYHO, U cnpaseanuBo. Ho HM oauH 6aHk B Poccun noka He nmeeTt
TaKoOW CUCTEMbI rapaHTUPOBaHUS KavyecTBa, 60AaTcA ee n npeanpuaTua us coepol yenyr. Tak,
COTOBbIe onepaTopbl Bpsi N1 B 6nnxanwee BpeMs peliaTtcsa BO3BpallaTb AeHbIM U BbinsiayMBaTb
KOMMEeHcauuo B criy4yae npobnem co cBA3bi. Ho Beab BO BCeM LMBUITM30OBAaHHOM MUpe NpaKkTukKa
rapaHTMM U KOMNeHcaLu1n AIBNAETCA pacnpoCcTpaHeHHOW, TaK KaK AeHeXHas KoMNneHcauus aBnseTcs
€AVMHCTBEHHbLIM HafleXXHbIM CNOCOOGOM rapaHTUpoOBaHUA KayecTBa cepBuca. KauectBo 6aHKOBCKOro
obcnyXMBaHus Ha MeXXAayHapoAHbIM ypoBeHb B baHke24.py (O6biBlIee Ha3BaHWe YpanKOHTaKTOaHK)
cTano BbixoauTb eule B 2002 roay, ¢ MOMeHTa BHeAPEHUA CUCTEMbI YNpPaBrieHUA Ka4yeCcTBOM, B
COOTBETCTBMM C MeXayHapoaHbIiM ctaHgapTom ISO 9001:2000.

3 BHeapeHue ISO 9001:2000 npuBeno K 0OCO3HaHUIO HEOOXOAMMOCTU pa3paboTKu rapaHTUMpPOBaHUSA
KauyecTBa ycnyr (money back guarantee). Mbl He 6ouMMcA Bo3BpaLlaTb KOMMCCUIO U BbiNNaynBaTb
OEeHbIM KINMEeHTY B criy4ae, eCnuv Mbl He BbINOSTHUNM B3AiTble Ha cebA obs3aTtenbcTBa. B pe3ynbraTe
GaHK pacTeT, a KNIMeHTbl Nosy4YalT Ka4eCTBEeHHbIe YCIYTU.

. Bce coTpyaHuMkn 6aHKa BKNOYEHbI B NpoLeCcC BHeAPeHUs1 MeXAyHapoaAHbIX CTaHAAPTOB KavyecTBa
1ISO-9001. OHM CMOTPAT Ha Ty paboTy, KOTOPYHO BbINOJHAKOT, KaK Obl CO CTOPOHbI, pErNamMeHTUPYIOT
BCe npoueaypbl, AYMarT Hag TeM, Kak OHU AencTBYOT. OHM roToBbI 06ecnevynTb
KkBanuduumpoBaHHoe obcnyxxnsaHue. Ho 1 BUXKyY, YTO 3TU CNOXHbIE 3aa4YM MEpPKHYT nepea
npoobnemon, Kak Hay4nTb POCCUSAHMHA COBETCKOW 3aKanku UCKPEeHHe ynbl6aTbCs KINUEHTY U
Ha3bIBaTb €ro No UMeHu-oT4ecTBy. BOT 3TO NO-HacTosAWemMy TpyaHas 3agadva. Ho Mbl He NPUBLIKK
oTcTynarhb...

3 MoaTBepAUTb CTpEMIeHMne K Ka4eCTBEHHOMY OOCnyXMBaHUIO KNMEeHTOB B baHke24.py BbInnaTon
OEeHEeXHbIX KOMMNeHcauun npocTo 1 3chheKTUBHO, BeAb, NO CYyTU, Mbl NOKa3biBaeM, YTO He boumcs
oTBe4YaTb 3a croBa. A Takass OTBETCTBEHHOCTb, OCOGEHHO CO CTOPOHbI GaHKa, MHOroro CTouT,
BMnpo4eM, Kak 1 ynbibka onepaumoHucTa.
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