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MNpeancnosue

Lenu v npuHumnel ctTaHgapTnsaunm B Poccuiickoit Pepepaumm yctaHosneHbl PegepaibHbiM 3aKOHOM
oT 27 fekabpa 2002 r. N 184-®3 "O TexHUYECKOM peryiMpoBaHun', a npasuana NPUMeHeHUs HaLLMOHa/IbHbIX
cTaHgapToB Poccuiickon ®epepauymm - TOCT P 1.0-2004 "CraHpaptvsauua B Poccuiickon degepaumim.
OcHoBHble nofoxeHuna".

CBepeHuAa o cTaHpapTe

1. Pa3paboTtaH OTKpbITbIM aKUMOHEPHbIM 06LLEecTBOM "BCepOCCMMCKMIN HAayYHO-UCCNen0BaATENbCKUM
NMHCTUTYT cepTudmkaumnun” (OAO "BHUNC").

2. BHeceH YnpaB/iieHMeM TEXHUYECKOTO PEryinpoBaHuA n cTaHgapTmlaunm PenepasbHOro areHTCTBa
Mo TEXHNYECKOMY PEry/IMPOBAHUIO N METPOJIOTUN.

3. YT1BepxaeH w BBegeH B aenctBue [pukasom PenepasibHOro areHTCTBa MO TEXHUYECKOMY
peryanposaHuio n metpoaormmn ot 23 mniona 2009 r. N 258-cr.

4. BeepeH Bnepsble.

MHdopmauma 06 M3IMEHEHUAX K HacToAlemy CTaHAapTy MNy6/MKYyeTcs B eXKerogHo W3AaBaeMom
MHGOPMALMOHHOM YKasaTene "HauuoHanbHble CTaHZAPTbl", @ TEeKCT WM3MEHEHMI W MNOMpPaBoOK - B
e)KemecAYHO M3[aBaembiX WHPOPMAUMOHHBIX YKasatensx "HauuoHanbHble cTaHgapTel'. B ciayyae
nepecmoTpa (3ameHbl) WMAM OTMEHbl HACTOALLEro CTaHAapTa COOTBETCTBYHOLlEEe yBegoMaeHue byaer
onyb6/IMKOBaHO B eXXemMecAYHO M3gaBaemom MHOOPMAaLMOHHOM yKasaTene "HauuoHanbHble ctaHaapTbl'.
CootsetctBytowan MHGOpPMaUMA, YBEAOMIEHME U TEKCTbl Pa3sMeLlaloTcs TaKXKe B WHPOPMaLMOHHOMN
cucteme obuiero nonb3oBaHMA - Ha oduumanbHom caiiTe PeaepanbHOro areHTCTBa MO TEXHUYECKOMY
PeryaiMpoBaHMIO U METPO/IOrUK B CETU UHTepHeT.

1. O6bnacTb NpUMeHeHuA

HactoAawmin craHaapT ycTaHaB/MBaeT TpebOBaHMA K B3aMMOAENCTBMIO C noTpebutenamu npu
OKaszaHuu ycnyr B chepe aNeKTPo- U TeN0CHAbKeHMUs.

Hactoswnin cTaHZapT npeaHasHayeH Aas  NPUMEHEHUS  3HEeprocbbITOBbIMM M CETEBLIMMU
OpraHM3auMAMM, a TaK¥Ke OpraHn3aLMaMM, 3aHUMAOLWMMIUCA TENNOCHAOKeHMeM noTpebutenei.

HacToswmin cTaHgapT pacnpocTpaHAeTcA Ha B3aMMOOTHOLWEHMA € NOTpebutensmmn - GuUsMyYeckumm
NMUAMM; LOPUANYECKUMMU JIMLAMM, B TOM YMC/IE WCNONHUTENSMM KOMMYHAJ/IbHbIX YCAYr M3 4ucAa
TOBApULWECTB  COBCTBEHHWKOB  KWUJbA, KUANWHO-CTPOUTENBHBIX,  KUAMILHBIX  UAK WHbIX



CNeunanmnsmpoBaHHbIX  NOTPEBUTENbCKMX  KoonepaTtuBoB  AMOO  yNpaBAAOWMX  OpraHU3auui;
npeanpuHMmatenamm 6es obpasoBaHUA tOpPUANYECKOro nAuua. HacTtoawMmi cTaHgapT He ycTaHaB/AMBaeT
TpeboBaHMA K B3aMMOAENCTBMIO OpraHn3auuii U notTpebuTenen Ha ONTOBOM PbIHKE 3/IEKTPO3HEPTUN.

Mo MHUUMaTUBE opraHM3aLUmii U Ux obbeauHeHun (accoumalmii) HaCTOALWMIA CTaHAAPT MOXKET BbITb
MCMNO/Ib30BaH KaK OCHOBA A/1A MPUHATUSA KOLEKCOB 4E/I0BON 3TUKW, COMNALLIEHUA U APYIUX AOKYMEHTOB MO
CamoperynmMpoBaHuio B 061aCTV 3N1EKTPO- U TEN/IOIHEPreTUKM.

2. HopmaTuBHble CCbIKK

B HacToAwWweMm cTaHAapTe UCNO/Ib30BaHbl HOPMATUBHbIE CCbIJIKM Ha Cneaytolme CTaHaapThbl:

FOCT P NCO 9000-2008. Cnctembl meHeaKMeHTa KadecTBa. OCHOBHbIE MOJIOXKEHUA N CI0BAPb

rOCT 30335-95/FOCT P 50646-94. Ycnyru HaceneHunio. TepMUHbI U onpeaeneHus.

MpumeyaHue. Mpu NOAb30BaHMM HACTOALLMM CTAHAAPTOM LenecoobpasHo MNpPoBepUTb AelcTeue
CCbINIOYHbIX CTaHAAPTOB B MHPOPMALMOHHOW cucTeMe ObLLEro nosib3oBaHMA - HAa oPULMANBHOM caiTe
PepepanbHOro areHTCTBa NO TEXHUYECKOMY PeryJiMpoBaHuI0O U MeTposorun B cet UHTepHeT uam no
eerogHo wusgaBaemomy MHGOPMaLMOHHOMY YKasaTento "HauuoHanbHble CTaHAApTbl", KOTOPbIN
ony6/IMKOBAH N0 COCTOAHMIO Ha 1 AHBAPA TEKYLLETO FOAa, Y MO COOTBETCTBYHOLLMM EXKEMECAYHO M3 4aBAEMbIM
MHPOPMALMOHHBIM YKasaTenam, onybaMKOBAHHbIM B TEKYLLEM FroAy. ECan cCcbloYHbIM cTaHAapT 3ameHeH
(M3MeHeH), TO NpM NO/Mb30BAHMM HACTOALLMM CTAaHAAPTOM C/leAyeT PYKOBOACTBOBATbCA 3aMEHALWUM
(M3MeHeHHbIM) cTaHZapTOM. ECIM CCbINOYHBIN CTaHAAPT OTMEHEH 6e3 3aMeHbl, TO NOJIOXKEHUE, B KOTOPOM
[aHa CCblIKa Ha Hero, MPMMeHAETCA B YacTW, He 3aTParMBaloLLEei 3Ty CCbIIKY.

3. TepMuHbI, ONpeaeieHNsa U COKpaLLeHun

3.1. B HacToAwem crtaHgapTe npmmeHeHbl TepmuHbl no TOCT P MCO 9000 n NOCT 30335, a Takxe
cnefyrolme TeEpMUHbI C COOTBETCTBYIOLLMMU onpeaeneHUAMMU:

3.1.1. AsToMHOpPMATOP: TEXHUYECKAA CMCTEMA aBTOMATUYECKOrO OMOBeLlLeHUs OO0/bLIOro 4Mcaa
abOHEHTOB B LeNsax A0BeAEHUA A0 HUX TMNOBOM MHPOpMaALMN.

3.1.2. AAMUHUCTPATOP: COTPYAHMK, OTBETCTBEHHbIA 33 Npuvem noTpebuTtene M KOHTPO/b XoAda
BbIMO/IHEHWA PAbOT B LLEHTPAX OYHOro 06CNYKMBAHUA NOTPEOUTENEN.

3.1.3. NpeTeHsua [}kanoba]: HanpasaeHHOe NOTPebUTeNEM B afpec OpraHM3aLmMm UAK SOMKHOCTHOIO
Mua opraHM3auum NUCbMEHHOe WU YCTHOEe 3afaB/ieHne O HapylweHUWU MNPaB UK OXPaHAEMbIX 3aKOHOM
WHTepecoB noTpebuTtens, o NPenoCTaBAEHUM YCAYTM HEHaA/IeXKalllero KayecTBa M COOTBETCTBYHOLLEM
YMEHbLUEHUU ee CTOMMOCTMU U T.N.

3.1.4. 3a04Hoe 0b6cnyKMBaHUE: 06CNyKMBaHMeE NoTpebuteneit 6e3MYHOro KOHTaKTa C COTPYAHUKAMM
opraHusaumm, B Tom Yncne no tenedoHy, noute uam yepes MHTepHer.

3.1.5. NHTepakTMBHOE 0b6CNyKUMBaHUE: 3a04HOE 0bCayKnBaHWe notpebutenei ¢ UCNoNb30BaHMEM
cetu MIHTepHeT.

3.1.6. HTepHeT-NpMeMHasn: UHTEPaAKTMBHAA NPUEMHan ANa noTpebutenel Ha seb-calite.

MpumedaHue. WHTepHeT-MpMemMHas MoXKeT ObiTb co3gaHa B ¢opme WHTepHeT-nopTana, T.e.
COBOKYMHOCTWN BeB-CTPaHUL, C MOBTOPAKOLWMMCA AN3aHOM, 06beANHEHHDbIX MO CMbICAY, HABMUIALMOHHO U
dU3MYECKM HAaXOAALLMXCA HA O4HOM Beb-cepBepe.

3.1.7. KOHTaKT-UEHTP: COBOKYMHOCTb 0OOpyAoBaHMA, NPOrpaMmMHOro obecnedyeHusi, pPaboOTHUKOB,
npoueccoB gna obecnedyeHusa obcnyKmMBaHuA notpebutenen no tenedoHy.

3.1.8. Ob6palleHne: HanpaBaeHHoe noTpebutTenem B agpec opraHusauMm UAN AO/KHOCTHOroO Anua
OpraHM3aLum NMCbMEHHOE UK YCTHOE 3aABeHne.

MpumeyvaHne. ObpalleHne MoKeT HbITb 3aNpPOCoOM 0 NpeaocTaBieHnn nHbopMmauum 1 T.0.

3.1.9. OuHoe obcayxkuBaHue: obcay:KMBaHWe noTpebuTenelt NOCPeACTBOM JIMYHOMO KOHTAKTa C
COTPYAHWKaMM OpraHM3aLmu.

3.1.10. MoTpebutenn: ¢u3MYecKoe WAM OPUSNYECKOE J/IMLO, OCYLLECTBAAIOLWEE MNO/b30BaHUeE
3/1eKTPMYECKOW U (MNKM) TennoBON dHeprMen (MOLWHOCTLIO) MPU 3aKNOYEHUU C OpraHu3auueit Aorosopa
3HeprocHabeHusa u/Mnamn forosopa TenJaoCHabKeHus.



MpumedaHue. MoTpebuTtenn moryT 6bITb NOAPa3AeNEHbl Ha TPU FPYNMbI:

1-a rpynna - rpakgaHe-notpebutenn v nNpupaBHEHHblE K HUM B COOTBETCTBMM C HOPMAaTUBHbIMMU
NpPaBoOBbIMW aKTaMM B 061aCTM rOCyAapCTBEHHOrO peryanpoBaHua Tapudos rpynnbl  (KaTeropuu)
notpebuTenei, npuobpeTalolLmMe 3S/EKTPUUYECKYID MAW TEMNOBYIO 3SHEPrUi0 ANSA JINYHbIX, CEMEMHbIX,
OOMALWHUX U MHBIX HYXZ, MO OCBELLEHUIO, OTOMNEHUIO U FOPAYEMY BOAOCHABMKEHUIO, He CBA3AHHbLIX C
OCyLLEeCTB/IEHNEM NPesnPUHMMATENIbCKON AeATeNbHOCTY.

2-A rpynna - OpraHn3auum - UICNOJHUTENN KOMMYHa/IbHBIX YC/YT, NpUobpeTatoLme 31eKTPUYECKYIO UK
TENIOBYIO SHEPrUto A8 NPeAOCTaBNEHUA KOMMYHaNbHbIX YCAYT.

3-a rpynna - topuauMyeckuMe vua WU npeanpuHuUmartenn, npuobpeTarolme 3NeKTPUYECKYID WK
TENIOBYIO SHEPTUIO ANA COOCTBEHHbIX HYXKA,

3.1.11. UeHTp o4HOro obcayrKmBaHuA (noTpebuteneit): LEHTP, NpeaHasHayeHHbl gas npuema
obpaleHnit notpebutenein no Bomnpocam 3HepronoTpebneHns, TEXHONOIMYECKOro NpPUCOeaUHEHMUS,
nepefaynM W pacnpeneneHusa 3/eKTPO3IHEePruun, OCYLLECTBAEHUA KOMMYHaNbHbIX NAATeXen, Co3aaHuA
KOM)OPTHOW, 3ProOHOMMUYHOM Cpebl B3aUMOAENCTBUSA, NOBbIWEHUA 3GPEKTUBHOCTN OBCNYKMUBAHUA.

3.1.12. Mail-po6oT: nporpamma 06paboTKu BXxoaALLEN 3N1EKTPOHHON KOPPECMOHAEHUMMN.

3.1.13. Short message service; SMS: TeKcToBble COOOLWEHUA, MCNONb3YEMblE B OCHOBHOM AJA
KOMMYHMKauun n obmeHa nHbopmaumein, pacnpoCcTpaHAtoLMecs NocpeacTBOM MOOUAbHON TenepoHnn n
yepes MHTepHeT.

3.2. B HacToAwWweM cTaHAApTe NPUMEHEHbI Chefyoune COKpaLLeHUA:

3.2.1. TCXK - ToBapuLLLEeCcTBO COBCTBEHHMKOB WU/bA;

3.2.2. HKCK - KMANLLHO-CTPOUTENbHbIN KOONEepPaTus;

3.2.3. KIK - KapMaHHbI NepPCOoHa/IbHbIN KOMMbIOTEP.

4. Uenwn v 3agauun

Llenamu HacTosAwero craHZapta ABASKOTCA YCTAHOB/AEHME HOPM M MpPaBuA B3aUMOALENCTBUA C
notpebutenamun, eamHbix TpPeboBaHWI K KayecTBy OOCAYXMBaHWA, onTMmusauma u  dopmanmsaums
npoueayp B3aMMOAENCTBMA HOPUAMYECKOro NuULA, CHabKalllero notpebutensa snexktpuuyeckon u/vau
TENNIOBOM 3HEprven, a TaKKe OKa3blBAIOWEro YCAyrM Mo nepegayve 3HEPrMM U TEXHONOTUYECKOMY
NPUCOeaUHEHMIO K CETAM, M NOTPebuTens.

CTaHpapT ycTaHaBNMBaeT TPebOBaHUSA K NPOLEeCcCam:

- B3aMMOAENCTBMA C NOTPEOUTENAMM YCAYT SHEPTO- U TEMNNOCHAOXKEHUS No Nepeaayde 3NeKTPUYECKOM
3HEprnn, no TEXHOJIOTUYECKOMY MPUCOEANHEHUIO K PacnpesenunTesibHbIM CEeTAM MPU 3aKAHOUYEHUU WU
BEAEHWUN [OrOBOPOB;

- pearnpoBaHus Ha NpeTeH3nn 1 obpalleHmna, obecneyeHuns "obpaTHon cBszmn",;

- OLLeHKM CTEMNEHU YA0BNETBOPEHHOCTU KAa4YeCTBOM YCAYT 3/1EKTPO- U TENIOCHAOKEHUA U KAYecTBOM
obcnyKmBaHus.

5. Tpe6oBaHMA K npoLeccam B3aMMOA4eNCTBMA C NnoTpebutensmm

5.1. TpeboBaHua noTpebutenein K nepepayve 3N1eKTPOIHEPIUMN, K 0OOPYAOBAHUIO TOYKM MOCTaBKU
npubopamm yyeTa, K MOCTABKE 3/IEKTPUYECKOW U TENNOBOWN SHEPTUN AOKHbI ObITb OTPaKeHb! B 40rOBOPaAX.

5.2. MNopAaok NoAroTOBKU M NOANMCAHUA AOrOBOPOB C NOTPEOUTENAMMN INEKTPUYECKOM U TEMNIOBOM
3HEeprum AoaKeH bbiTb YCTAHOB/IEH B OPraHn3auum OTAe/IbHOM MHCTPYKLMEN, BKOYaloLWeln B cebs:

- NepeyeHb BUAOB 3aK/104aeMbIX 4OrOBOPOB (MOCTaBKM, YCAYTU U Ap.);

- npumepHble dopmbl (06pasLbl 4OroBOpPOB);

- YKasaHuWA AnL: OTBETCTBEHHbIX 3a MOArOTOBKY A0r0oBOPOB, OTBETCTBEHHbLIX 33 COr/acoBaHWe
[0roBOpOB M NOCAef0BaTeIbHOCTb COMaCoBaHMA, NOANMUCHIBAOLWMX 40r0OBOPbI;

- NOPALOK BHECEHUA U3MEHEHUI B A,OrOBOPbLI;

- CPOKM MOArOTOBKM U NOANMUCAHUA AOrOBOPOB;

- MOPALOK XpaHEHWUA 40r0BOPOB;

- MOPALOK KOHTPOASA BbINO/NHEHMA AOTOBOPOB.

5.3. Mpu noarotoBKe A0roBopa OpraHn3aLma SONXKHA onpeaenunTb:



- TpeboBaHMA, yCTaHOBAEHHbIE NOTPebUTEeNAMM, BKAOYAA TPeboBaHUA K MNOCTAaBKE 3/1EKTPUYECKON U
TENI0BOW 3HEPIrUU U AeATEeNbHOCTU NOC/e NOCTaBKu;

- TpeboBaHWA, He onpegeneHHble MoTpebutTenem, Ho Heobxogumble ANA  KOHKPETHOro U
npeAnonaraemoro UcrnoJsib30BaHuUs;

- 3aKOHOAaTe NbHbIE U Apyrue obs3aTesibHble TPEOOBAHMSA, OTHOCALLMECA K MOCTABKE 3/IEKTPUYECKON U
TENN0BOM 3HEPrnu;

- ntobble JoNoHUTENbHbIE TPebOBaHMA, B TOM YUC/Ie NpeayCMOTPEHHbIE HAaCTOAWMM CTaHAAPTOM.

5.4. OpraHu3aumsa 4ONKHA aHaNM3NMPOBaTb TPEOOBaAHMUA, OTHOCALLMECA K NOCTAaBKE 3/1EKTPUYECKON U
TENN0BOM 3HEpruu. ITOT aHaNM3 AO0/IKEH ObiTb MPOBeAeH A0 MPUHATUA OopraHu3aumen obs3aTenbcTBa
NOCTaBAATb 3IEKTPUYECKYIO U TEMNOBYIO SHEPIUIO NOTpebuTento.

5.5. OpraHu3saums gomKHa onpesenatb U NPUHUMaTb 3GPEeKTUBHbIE Mepbl NO NOAAEPKAHMIO CBA3U C
noTpebuTensmu, Kacarolmecs:

- MHGOpMaL MM 06 OKasbiBAaEMbIX YCAYrax;

- 3aK/II0YEHMA U BEAEHUS JOTOBOPOB, B TOM YMC/E NOMPABOK K HUM;

- pearnpoBaHus Ha NpeTeH3nn 1 obpalleHuns, obecneyeHus "obpaTHon ceszmn'.

5.6. Ona onpepeneHua HeobXoAMMbIX CpeAcTB YNpaBAeHUA MNPOLLECCOM B3aMMOAENCTBUA C
noTpebuTensamm opraHM3auna AoaxKHa pa3paboTaTb COOTBETCTBYIOLLME LOKYMEHTMPOBAHHbIE NPoLLeaypbl, B
TOM YMUC/e fOKYMEHTUPOBAHHbIE NPOLEeAYPbl OKa3aHMA YCAYT, pearnpoBaHMA Ha NPETEH3UN U 0bpalLeHmns,
[O/IKHOCTHbIE U paboune MHCTPYKLMM COTPYAHMKOB, 06CNYKMBaAtOLMX NOTpebutenei.

5.7. NocnenoBatenbHOCTb, COAEPKAHUE STAaNoB B3aMMOLENCTBUA C NOTPEOUTENAMM YCAYT SNEKTPO- U
TennocHabXeHna 1 TpeboBaHMA K HUM NpuBeaeHbl B Tabauue 1.

Tabanua 1

ComepxaHue sTamna TpeboBaHUA kK 3Taly

[IpueM 3asaBJIeHMS Ha 3BakJlloueHMe OoToBopa
DHEPI'O— U TelJIOCHADOXeHUS

ObpaleHne norpeduresa B LeHTPp| B TeueHme pabouero BpeMeHU
OYHOTO

oBCIIyXMBaHUSA (oBbocobisieHHoOE
nompasneye-—

HMe, a®OHEeHTCKUM NYyHKT M T.I.),

Ha BeO-calTe opTraHu3auumn
(MHTEpPaKTMBHOE

obciyXxmMBaHMe) , IO noure, TeJjedoHy
(BaouHOe obcanyxuBaHMe) (TpeboBaHUA
K OOCITYXMUBaHUIO Ha3BAaHHBIX BUIOOB
IPMUBENEHE

B paszmejye 6) B LeJAxX 3aKJIUeHUS
ooroeopa

DHEPIro-— n TEernJIOCHaOXeHM A c
npenocTaBjie—

HMEM BCeX HeOOXOMOUMEIX IJOKYMEHTOB

YBenoMJieHu e norpedburensa ol B TeueHume Tpex InOHEM, He
BO3MOXHOCTU cumTas

3aKJIOUEHMSI NOTOBOPAa DHEPIO— UM TEeIJIO-|OHS I[IOoJIydeHUs oOpalleHMUs
CHaOXeHUA bpsZiele] o HeIoCTamMx
IOKyMEHTax,

HEOOXOIOMMEIX IIJIS BaKJIOUEeHMS TaKoI'o
moroeopa

[IpenocTaBJieHUE norpedbureno| B TeueHue 15 nmHeV, He cuuTas
IIOOIIMCAaHHOTI'O IHA TIOJIy4YeHUA O@an.[eHMH, npn
moroeopa SHEPTOCHAaBXEeHNS c|npenocTaBieHUN BCEX
IPUIIOXE HU MU HeO0OXOOMMEIX

K HeMy 6o YBEOOMJIEHUSI OO |ODOKYMEHTOB IJig 3BaKJIOUEeHUS

OBOOCHOBAHHOM JOT"OBOpPa




OTKa3e OT 3aKJIIUeHMA IOoI'OBOpa
C INprMBEeIOEeHMEM IIPMYMH OTKa3a

[IpenocTaBJIeHUE norpedburesnio| B TeueHme 15 nHeM, He cumMTad
IIOONIMCaHHOTO OHS IOJIydeHUs oOpalleHMs, Ipu
moroeopa TeMNJIOCHaOXeHS c|npenocraenenun BCEeX
IIPMIIOXEHM AMMN H@O@XOJMMHX
K  HeMy (c  BHOAUEY  TEeXHUUYECKUX|OIOKYMEHTOB IJid 3BaKJIOUeHMUS
YCIIOBMI IOTOBOPa M OTCYTCTBUM
IOOKJIOUEHNs) Jnb0 yBeOOMJIEHUS TEXHOJIOTUUECKMX OTPAHUUYESHUN.

06 0OOCHOBAHHOM OTKa3e OT 3akjioueHus| B Teuenme 30 nHeM, He cumTas
OJOT'OBOpPa C INpMBEOEHMEM IIPUUYMH OTKa3a|OHA II0JIYUYEeHUA o6pameHMH, npn
npenoCcTaBJIEeHUN BCEX
HEeOOXOIOVMEBIX

IOOKYMEHTOB IJIS 3BaKJIOUEeHUS
OOTOBOPa ¥ BEHABJIEHUU
TEXHOJIOT'MMUE CKIMX OPpaHquHMﬁ

HOTOBOP DHEPTO—- M TENJIOCHAOXEeHMS C OpTaHM3alMel — MCIOJIHUTEJIEM
KOMMYHAaJIbHEIX YCJIyTD (2-4 T'pylla) 3akjiodyaeTcsa Ha CPOK He MEeHbUUN U
He BoJybumMIt, uem CPOK OemcTBuUsa oorosopa yIpaBJleHUs

MHOT'OKBaApPTVMPHBIMM OOMaMM

TakKoOM OpraHM3aluuu C CODOCTBEHHMKaMM IIOMelleHMM, a »noroBop c TCX
(XCK) -

Ha CPOK He MeHee Tpex JeT

BzaumonmencTeMe C NOTpeOuUTesIeM B paMKax
OeMCTBYKIEeT0 IOOTOBOpa DHEPIO— U TEeIJIOCHAaOXeHUS

YBenmoMyieHue norpedburesns o| Ba mBa Mecsdla OO OKOHUYAHUSA
IPOJIOHT ALIUM cpoka IeMcTBMS OOTOBOpa
OeMCTByoOIEero OoIoBOpa BSHEpPTro- U
Temnjo-
cHabxeHMrd, oCylmeCcTBIISEeMOe B
IMCBbMEHHOM

BUIe, C IOOIIOJIHUTEJIbHEIM YyBeIOMJIECHMEM
OOHVM M3 MNPeICTaBJIEHHEIX CIIOCODOB
IOCPEeICTBOM:

- E-mail;

- SMS;

- TeJlebOHHOWM CBA3U;

- GaKCUMMJIILHOM CBS3U;

- IIOYTOBOM CBA3U

YBenmomyieHue norTpedburendg o| 3a mBa mecsUa OO OKOHUYAHMS
IPEenJIOXEHUAX Cpoka HOeMCTBMS HOTOBOpa — IJid
10 BHECEHMIO M3MEHEeHUNM B YCJOBUS|2HEPT'OCHAOXEeHUA.
morosopa 3a OOMH MEeCHll OO OKOHUAHUS
BSHEepPITOo- u TernJjiocHabxeHmUs no|cpoka meMcTBMS HOTOBOpa — IJid
VIHULIMATHUBE TernJoCcHabXeHM s
COBITOBOM OpTraHM3auuMM C yKas3aHMeEM
IPUYMH

BHEeCEeHMA M3MEHEHIMA

YBenmoMyieHMre norpedburensa ol B TeueHmMe ceMu IOHEN, He
BO3MOXHOCTU cymTasa

MB3MEHEHMS YCJIOBUM IOTOBOpPa SHEPIO-|OHS HOJydeHMSI NOMCBMEHHOTO

n obpalleHnsa norpedmuresnsa C
TenJjJoCcHabXeHMs o MHMLMAaTUBEe |0DOCHOBAHMEM M3MEeHEeHUI
noTpedu-— YCJIOBUM

TEeJld, a IpyM HEBO3MOXHOCTM MI3MEHEHMA|OOI'OBOPA

YCJIOBUM IOOTOBOpa - YyBEIOMJIEHME C

O0BOOCHO-

BaHMEM OTKasa OT BHECEHUS M3MeHEeHUM
B JOT'OBOP C IIprpeneHMeM IIPUMYMH
OTKa3a




[lpemocTaBjeHMe HOTpeGMTeﬂD

IIOONMCaHHOTO

Ooroeopa (nmmbo OOINOJIHUTEJIBHOT'O
corJame-—

HMS K  IOOTOBODPY) C  WBMEHEHHEIMU
YCIIOBMAMU

JOT'OBOpPa II10 MHMIMATHUBE HOTpeGMTeHH

B Teuenue 15 mgHel, He cuuTasa
IOHS NMCBMEHHOT'O OOpalleHusa
norpedburesia ¢ OODOCHOBaHMEM
VB3MEHEHMS YCIJIOBMM IOTOBOPa

OnepaTMBHOE peaTrupOoBaHME B LEJIX

YyCTpaHeHus IPUYMH , [IOBJIEKUINX
[IEPEPELB

BecrnepeboMHOT O CHaOXeHUdA
DIIEKTPODHEPTHUEN

norpedburensa 3-11 TPYIIIH

OHpeHeﬂHeTCH YCIIOBUMAMU

ooTroBopa, a TaKxe
benepanbHBEIMU
3aKOHaMM )28 VIHBIMWM
HOPMa TUBHEIMY/

IPaBOBEIMM aKTaMM PoCCHUMCKOM
denmepaumm

OnepaTuUBHOE pearupoBaHMe B Lesax
YCTpaHeHUs IIPUYNH, IIOBJIEKIMX
IIepEepEB
BecrnepebONHOTO cHabOxeHUs
BJIEKTPO2HEPTUEN
norpedburensa 1-m u 2-¥ Tpynn

OnpenensgeTcsa YCJOBUAMU

morosopa, a TakKxe
benepasib HEIMU

3aKOHaAMU " VIHEIMU
HOPMa TUBHBEIMM

NpaBOBEIMM aKTaMy PocCcuiickKom
demepaumnm. ITo Mepe
[IOCTYILJIeHNA

YCTHOM MM NMUCBMEHHOM
3aperuCcTPUPOBaHHON
vHOOPMaLN
OT HEAHOHMMHOI'O MCTOYHMKA :

- B TeUeHMre 2 U INPY HaAJIUUUU

OBYX HE3aBUCUMBIX
B3arVMOpe3epBU-
pyonnx MCTOYHMKOB IIMTaHMA;

- B TeueHme 24 u 1npu
HaJINIUU

OIOHOI'O MCTOUYHMKaA IIMTaHMA

OnepaTuUBHOE pearupoBaHMe B Lesax
YCTPaHeHusa NPUYMH, [IOBJIEKUIMX
IIEPEPELB
Oecrepe®ONHOTO CHaOXeHUS TEIJIOBOM
DHEePITHMEN norpedturess

[Io Mepe MNOCTYIJIEHMS YCTHOMU
VI

IV CBMEHHOM
3apermUCcTPUPOBAHHOM
MH@OpMaHMM OT HEAaHOHMMHOI'O
MCTOYHMKA

OnepaTMBHOE pearupoBaHME C BHE3IOM

OHpeHeﬂHeTCH YCIIOBUAMU

ONEepPaTUBHOTO repcoHaa K|moroBopa, a TakKxe
IOTPebmTeIo benepasibHEIMU

npu CTUXUWHEIX OencTBUax V|3aKoHaMM 128 VIHEIMI
Ype3BBUaMHEIX HOPMa TUBHBIMMU

CUTyalLMsax, BOSHUKUMX Ha I'paHMULE IPpaBOBEIMM aKTaMy PoCCUMCKOM
SKCIIJIyaTaluMOHHOM OTBETCTBEHHOCTHU denepauun

DJIEKTPO— M TEIJIOBOM CeTeM B LeJfax

JoKammMs3auuM M yCTPaHEeHUSa abBapum

YBenoMJIeHMKE norpedburena| 3a onoMH MecHl OO HadaJjia
MHOOPMAaLMOHHBIMN PEMOHTHEIX paboT.

COOOWEHMAMM O IIJIAHOBBIX OTKJIOUEHMAX VHdpopMaLMOHHOE coofumeHue
cHabOXeHUs DIIEKTPO— n TEeNJIOBOM | HOJDXHO

SHepIuen comepXarTh:

OCylleCTBJISeTCsa, KaK MUHMMYM, OIHUM - HaVMeHOBaHUE
ns3 opTraHmM3aluM;

YKas3aHHBIX METOLOOB hpiziele) Ux - BMIE paboT, KOTOpHE OyInyT
KoMOMHaUuen, IPOBEIEHH;

BKJIOUasl [IMCbMEHHOE yBeIOMJIEHME :
- cpencTBaMy MaccoBoM mHbOoOpMaLMM;
ONepaTUBHO-IOMCIIETUEPCKOM

NPUYMHY NpOoBEeNeHUs
pabotT;

aTy M BpeMA IIPOBEeIEeHUA




cI1yx00oM paboT;

IIOCPENCTBOM: - CpokM InpoBeneHus padoT;
TeJleDOHHOM CBSA3U; - IOJIDXKHOCTBL, GaMmuiuo, WuUMS
bakCUMMIILHOM CBS3U; u OTUEeCTBO auua,
PaCKJIIeNKM MHQOPMaLMOHHEIX |OTBETCTBEHHOT'O

OOBABJICHUM; 3a nposeneHue paboT;
[IOUTOBOM CBSA3U - HOMEP KOHTAKTHOI'O

TejyiedoHa
[IlpoBeneHMe M3MEePEeHUN no| B TeueHue IOByxX IOHeM C
onpeneJIeHU MOMEHTa

IokasaTesiIe)y KadeCcTBa DJIEKTPUYECKOM |[TpeboBaHMa NOTPeOuTessd

¥ TEINJIOBOM DHepIuM C OQOpMIIEHMEM

aKTa

OcymecTBJIeHMEe KOHTPOJIS C IIOMOUbBIO He pexe omHOTO pas3a B TOX

CcpencTs ydera PeXrMOB

BIIEKTPONOTPebIeHN s

[IooroToBKa M MNpeloCTaBJIeHME He mno3mHee NmATOTO  4YMCIa

NOTPEBUTENIAM MNJIAaTEXHBX HOOKYMEHTOB Mecsla,

Ha onJyaTy NOoTpebJIeHHOM | Clle oy e ro 3a VCTeKIVM

BIIEKTPUUECKOMN pacyeTHEM

M TENJIOBOM DBHEPTIUMU MecAleM, ecnmu MHOE He

OT'OBOPEHO
YCIIOBUAMU moroeopa,
benepasibHEIMU
33aKOHAaMU " VIHBIMI
HOPMa TUBHEIMI
IPaBOBEIMM aKTaMy PoCCUMCKOM
depmepaunm
[[poBeneHMEe CBEPKM PACUEeTOB C OnuH pas B T'On, €CHIM MHOe
obpopMIIEHMEM KOPPEKTMPYyKIero cueTa He OT'OBOPEHO YCIIOBUAMU
oorosopa,
benepasibHEIMU 3aKOHaAMU n
VIHBIMI
HOPMa TUBHEIMMI paBOBEIMU
aKTaMMu
Poccurickon demepauun.
MaxCcrMaJibHBI CPOK ojsa
NOOTOTOBKMU
OOKYMEHTOB MO pe3yJbTaTaM
CBEPKM — TpM IOHA

Brimaua TEXHUUECKUX Y CIJIOBUM Ha| B Teuenme 10 gHel, He cuuTasd

MOHTAaxX OHA Ppermcrpauuy NUCBEMEHHOTO

WM  OEeMOHTaxX NpuOOpOB ydueTa Ha|obpalleHusa OT NOTpedburesd

TpaHMLax

SKCIIJIyaTaluMOHHOM OTBETCTBEHHOCTHU

IO OOpalleHMK HOTpebuTesisa

[IlpoBeneHMe peMOoHTa (sameHBl) | B TeueHMe natu paboumx OHeM,
npudtopoB He cumuTas IOHA perucTpauum
ydeTa Ha TIpaHullax SKCIJIyaTaluMOHHOM |obpameHusa o0 OOHapyXeHUM

OTBETCTBEHHOCTHM, HaXoIoaAmlMxXCcAa Ha|HEMCIIPaBHOCTIM

OajlaHCce

BSHEepPITo- n TenJiocHabxanmen

opraHu3auum

IIPM BBIABJIEHVNM MX HEMCIIPabBHOCTU

OpraHmsaumusa pad®oTe C norpedburesyieM 3-1 TPYINE B CJydyae
HEMCIIOJIHEHM A MJIM HeHaOJleXalleIr'o MCIOJIHEeHMUS UMM 00a3aTesibCTB

II0 OJOT'OBOPY OSHEPIOo-—

U TerJIoOCHabXeHUs

YBenoMJieH e norpedburensa o

YBeImoMIIeHMe OJOJIXHO OBITH




BO3MOXHOM
OTPaHMYEHMUM CHaOXEHUSa DIJIEKTPUYECKOM
M TENJIOBOM DBHEPIMEN NPM HaJndUmU
3a00JDKEHHOCTU B omnjaTe
BIIEKTPUUECKOM

(TensyioBOM) DSHEPTUM 3a OIMH MepMuon
njlaTexa, yYyCTAaHOBJIEHHE HOOTOBOPOM,

B CJly4dyae HeyIJaTh 3aIbOJIKeHHOCTU

0O MCTedUeHMA BTOPOTO Nepruona MilaTexa

BPY4YEHO
B IMCBMEHHOM BUIOE noxn
pacnmucky
VI HANIPaBJIEHO 3aKas3HbEM
ICBMOM

(C yBeIOMJIEHMEM O BPYUYEHUN)
IOTPEDdUTEIIO

YBenoMJieHue norpedbureinsa 06| YBenmowmieHme IOOJIKHO OBITH
OTPaHUNUYEHUN BPYYEHO
CHaDOXeHMS DJIEeKTPUUYEeCKOM (TenjoBoi) |B MNMCBMEHHOM BUIOE nog
DHEPTUEN UYepes3 CYTKU pacnmcky
ZnpeZi HalpaBJIEHO 3aKasHEM
IMCHMOM
(c yBemoMJIeHMEM O BpPYyUYEHMUM)
C IOCTaBKOM IHNoOTpedbuTesio 3a
CYTKU
oo OTPaHUUEHU I cHabXxeHUd
BJIEKT—
puyYeckoy (TeNJIOBOM) SHepIruen
YBeIOMJIEHHUE norpedburensg o| YBemowmieHue IOJIXHO OBITb
BO3BMOXHOM BPY4YEHO
IpekpalleHnM CHaOXeHUS DIIeKTPUUeCKOM|B [IMCbMEHHOM BUIOE noxn
(TensioBOM) DHePIMEN [0 MCTedYeHUM|pacCOUCKy
OaTu VI HalpaBJIEHO 3aKas3HEM
OHeM [OpM HeyllaTe  3aIO0JIXeHHOCTU|IMCBMOM
mocJe (C yBeIOMJIEHMEM O BPYUYEHUN)
BBeIeHUSA OTpaHUUEHUS CHaOXeHUI C IOOCTaBKOM MNOTPeBUTEeNo 3a
DIIEKTPUYECKOM (TEeNJIOBOM) DSHepIruen IATh
oHeMr oo BOBMOXHOT'O
OTKJIOUEHM I
CHaOXeHMs 3JIeKTPUYeCKOM
(TenJyoBoO¥) BHepPIHUeN
OrpaHMYEeHMe, NpeKpalleHre B cooTBeTCTBUM C YCJOBUAMMU
n BO30OHOBJIEHUE CHaOXeHM A |[MyOJIMYHOTO OOT0OBOpa SHEepPro-
BIIEKTPUUECKOMN U TEeINJIOCHAaDXeHMS, a Takxe
(TensioBOM) BHEePIUeN benepanbHEIMU 3aKOHaMU n
VIHBIMM
HOPMa TUBHBIMMU IIpaBOBEIMU
aKTaMmu

Poccurickon demepauum

Opranmszaumusa pad®oTH C noTpedureseM 1-¥ m 2-¥ TPYyNN B Ciydyae
HEMCIIOJIHEHM S MJIM HeHaOJlexalleI'o MCIIOJIHEHMS MM 00s3aTesibCTB

[0 HOT'OBOPY BHEPIO-—

U TEernJIOCHaOXeHUS

YBengomMmiieHe
BO3MOXHOM
OTPaHUUYEHUNM CHaAOXEHUS DBIIEKTPUUECKOM

norpedburensa ¢}

(TenJioBOM) BHEPIMEM NPM HaJIUUUN
3aI0JKEHHOCTHU B onJjaTe
DIIEKTPUUECKOM

(TensoBOM) SHEPIMM, IPEeBHUAKIEN

mweCTh eXeMeCAYHBEIX pa3sMepoB IIJIaTHl,

YBenoMIIeHEe IOJIXHO OBIT b
BPYUYEHO

B IMCBMEHHOM BHUIOE noxn
pacnmcky

ZA)e%8 HanpaBJIEHO 3aKa3HBIM
IIMICBbEMOM

(c yBemoMJIeHMEM O BpPYUYEHUM)
NOTPEedUTEN0 3a OAOMH MeCHdll OO

YCTaHOBJIEHHOM IOTOBOPOM, a TakKXe MOMEHTa BOBMOXHOTO
IIPpY HEUCIIOJIHEHUM MHEIX 0043aTejIbCTB, |[O'paHUYeHuS

YCTAHOBJIEHHEIX B3aKOHOOATEJIbCTBOM u (mm) npexKpalleHmnsa
Poccumickon denmepauuu, U  ycJoBUM|cHaOXeHUS

morosopa BJIEKTPUYECKOY (TelJIOBOM)
SHEPTO- M TEeNJIOCHAOXeHUS SHepTHUen

YBeInoMJIeHuE norpedburensa 06| YBenmowmieHume IOOJDKHO OBITH




OT'PaHUYEHUN
CHaDOXeHMS DJIEKTPUUYEeCKOM (TemnjoBOM)
DHEpIMEN depes’ Tpoe CYTOK

BPYUYEHO
B IMCBMEHHOM BUIOE noxn
pacnmucky
VI HAIPaBJIEHO 3aKas3HbEM
ICBMOM

(C yBeIOMJIEHMEM O BPYUYEHUU)

C IOCTaBKOM HNoTpeburesio 3a
Tpoe
CYTOK oo OTPaHNYEHU I
CHabOXxeHMsa
BJIEKTPUYUECKOV (TEeIJIOBOM)
SHepIruen
OrpaHu4YeHNEe, BO3OOHOBIIEHME| B COOTBETCTBUU c
CHaOXeHUA benepasnbHEIMU
BJIEKTPUUECKOM (TelJIOBOM) BHepIUuel 3aKOHaMIU 128 VIHBIMM/
HOPMa TV BHEIMM
IPaBOBEIMM aKTaMM PoCCUMCKOM
denmepaumnm
CuMTHBaHME I[OKa3aHUM C OpubOOPOB yueTa
YBenoMJieH e norpedburens| 3a 10 mHeM OO OHS CUMTHIBAHMUS
MHOOPMALIMOHHEIM IOKa3aHUN.
COoOOUeHMEeM O IJIaHMPYEeMOM CUMTHEBaHMM| VHOOpMaLUMOHHOE coofbueHre
nokasaHuM Cc NpubopoB ydeTa  Ha|OOJDKHO
TpaHullax conepxXarTh :
BKCIJIyaTaluOHHOM OTBETCTBEHHOCTHU - HaVMeHOBaHME
uepes3 opraHu3aluN;
ONEPAaTMBHO-—IUCIIETUEPCKYI CJIIyX0Oy — BUIEL paboT, KOTOpHE OyIOyT
IIOCPEOCTBOM: IIPOBEIEHE;

- TeyledOHHOM CBA3U;

- baKCUMMIILHOM CBS3U;

PackIenKu VHGOPMALIMOHHEIX
0OBABIIEHUN

JaTy mn BpeMH CUMTEBEIBAHMA
MoKa3aHUM;

— OPMEHTHPOBOUHEI MHTEPBAJ
CUMTHIBAHMA [IOKABAHUIN;

CumMTEHIBAHME [1OKA3aHUN
yuera

npencraBpmuresieM COBITOBOM OpraHM3aumum

c npudbopos

KOHTPOJIEPOM

- IOJDXKHOCTBL, GaMuimuio, WuMS
128 OTUECTRBO auua,
OTBETCTBEHHOTO
3a npoeerneHue paboT;

- HOMEP KOHTAKTHOT'O
TejiedoHa

OnvH pa3 B I'0n, B TEeUYEeHUue
paboumx nHeyr ¢ 11:00 1mo
22:00,
ecnu VHOEe He OTOBOPEHO
YCIJIOBUAMN
morosopa.

KoHnTposiep DOJIXeH:

1. [IpencTaBUThH 12
NIpenoCTaBUTh &

- yOOCTOBEPEHME (boTo,
HauMe-—

HOBaHUE opraHuzauunu,
VHULMAJIEL,
bamMmnmo, OOJDKHOCTBL, [IedYaTh) ;

- oenmx (boTo,
HaVMeHOBaHMUE
opraHuz3aluuu, VHUUMAJIEL,
bammnmo,

IOOJIDXKHOCTE) .

2. [IpoBecTu BUBYaJlbHEIM

OCMOTP

npubopoB ydyeTa M MNPOBEPUTH UX
L1eJIOCTHOCTE .




3. CumuraThb IokKasaHug c
npubopa
yuera.

4. BHecTu wmHOOPMALMIO B akT
o
CUMTEIBaHUU IoKas3aHuUn c
npubopa
yduerTa:

- T[OJIHOE HaMMEHOBAHME U
anpec
norpedburensa;

- HOMEep, THuIl, Pa3pAOHOCTh,
MECTO YCTaHOBKMU npudopa
ydera;

- maTty, BpeMs;

- KOHTPOJIbHBEIE [TOKa3aHUS;

— BEIABJIEHHEIE HAPYUEHVA;

- I[IpUMeudaHUe.

5. IlpM BHABJIEHUM HaAPYUEHUN

3KCIIyaTauuy OpuOOpOoB yueTa
COCTaBUTL akKT O Oe3ydyeTHOM
IOTPebIJIeHNN TEIJIOBOM
SHEPIUM.
AKT nJoJokeH OBITH BaBepPeH
NOONMCAMM KOHTpOJIepa
1 norpeburend.

6. BHecTu mHbopMaLMi0O B OOLYIO
a3y OaHHBIX

CumMTEIBAHME KOHTPOJIEPOM I[1OKa3aHUMA
c npubopa ydeTra IJjd NOLTOTOBKM

KOPPEKTUPYRIETO cuera, a TaKxe
NpOBEPKa
pabouero OQyHKLUMOHMPOBaHMA HOpudopa

yduera,
HaJIMuysa IJIOMO M OTCYTCTBMSA CJEOOB
MaHUIIYJIALUUNA

OmuH pas B I'OL, €CJM MHOE He
OT'OBOPEHO YCJIOBMAMM HOOT'OBOPAa

[IpreM HokaszaHUM OpUOOPOB ydeTa

[lpyieM noxa3aHMi JIHOOBIMM Y IOOHEMM

nJjsa norpeburessa crnocobamm, B T.U.
IIOCPEeICTBOM:

- VHTepHeTa;

- baKCUMMJILHOM CBSA3U;

- E-mail

B pabouee BpemA

VHbOopMUPOBaAHME NOTPeOUTENIS O 3aOOJIKEHHOCTU
IO OoIJjlaTe 3JIEKTPMUECKOM M TEIJIOBOM BHEepIuM,

06 m3MeHeHUsax Tapudos,

a TakKxXe IpernocTaBJIEHUE

VIHOM MH@OpMauMM B COOTBETCTBMM C YCJIOBMAMM IOI'OBOPa

VHbopMUPOBaAHME IIOCPENCTBOM: Kpowme NpasOHUYHEIX u
- E-mail; BOCKPECHHX
- SMS; oHel, B pabouee BpeMsa
- TeyledOHHOM CBA3U;
- GaKCUMMIILHOM CBS3U
VHpopMMPOBaHME NOTpeduTesia IO BOoIpocaM
CHabOXeHMSs BDIIeKTPUYECKOM M TEIJIOBOM BHepTuel
VHbopMMPOBaAHME IIOCPENCTBOM: B cooTeBeTCcTBMM C pPEeEXMMOM
- TejleQOHHOM CBA3MU; PaboTEL
- E-mail
JIHTepHeT-IpPMEeMHAa A KpyrsmocyTouHO




lleHTpP OYHOTI'O obcnyxmuBaHusa| Kpome

IMIPasioHMYHBIX nu

(oBbocobyeHHOE BOCKPECHBIX

nompasnesieHue, abOOHEHTCKMM IMIYyHKT U|OHeMN,
T.II.)

B pabouee BpeMA

5.8. TlMocnepoBatenbHOCTD, cogepaHume 3Tanos B3aMMOAeﬁCTBMﬂ C ﬂOTpe6MTEHﬂMM ycnayr no
nepeAaqe3neKTpmquKoﬁaHeprMM MTDEGOBaHMﬂI(HMN\ﬂpMBEAeHbIBTa6ﬂMuez.

Tabanua 2

ComepxaHMe sTamna

TpeboBaHUsa K 2Tany

[IpueM oBpalleHMM O 3aKJIOUeHMM OOTOBOpa Ha OKasaHMe YCJyT
o nepejade 3JIEKTPUUECKOM SHEPIMM UM Ha ODOpyIOBaHME TOUKU
IOCTaBKM InpubopamMmu ydeTa

[IpueM oOpalleHMM B LIEHTPE OYHOIO
obcayxmuBaHmusa (obocobyieHHOE
nompasnejieHre, abOOHEHTCKMM IIYHKT)

B pabouee Bpewmsa

[lpyeMm obOpaleHuM KOHTAKT-LEeHTPOM

B cooTBeTCTBUM C YCTaHOBJIEHHBM
pPexrMoM pPaboTH

[IpueM oOpaleHuMr JVHTepHeT-NPUEeMHOM

KpyrmocyTouHO

3akJInUeHMre IOoTroBOpa Ha

o nepepade B3JIEKTPUYUECKON BSHEPIUM

OKaszaHue yCJyT

PaccMmoTpeHme ofpalleHMs CIeLMaMCTOM
opraHmu3auum

B TeueHme OIOHOTO IOHA

YBeIOOMIIEHME CIIeLMaJIMCTOM OpTraHM3aumnm
HOTpe@MTeﬂH O HeIoCTawmmMxX IJOKYMEeHTax

B TeueHmMe Tpex HOHEM, He CcuUMTas
IOHS TOJIydeHus obpaleHunsd

YBeOoMJlIeHMe CIelUMajiMCTOM OpIaHM3aluumn
norpedburensa o6 OTCYTCTBUM TEXHUUECKOMU
BO3MOXHOCTM OKAaBaHMSA YyCJyI IO Iepenaue
BJIEKTPORHEPTUM B paMkKax 3asgBJIEHHOTO
norpedbuTresieM ycjayr obbeMa M O TOM, Ha
KaKMX YCJIOBMAX UM B KaKOM obweme MOT'YyT
OEITH OKa3aHa yCJyTa M BakKJIo4YeH IOOT'OBOP

B Teuenme 10 @mHeM, He cuuTasd
OHS TOJIyueHMs oOpalleHMI

[lpenocTaBjieHME CHOELUMAJTMCTOM OpITaHM3aluu
noTpedbuTesn MOTUBMPOBAHHOTO OTKa3a

OT BakKJIOUeHMs IOOTOBOpa B NUCHBMEHHOM
bopme c nmpmBenmeHMeM NPUUMH TakKOI'O OTKasz3a

B TeueHMe NSTM OHEM, He cuuTad
OHS TOJIydeHUs ofpaleHmrs

[IpenocTaBjieHME CHOEUMAJTMCTOM OpITaHM3aluu
NOTPEeBUTEN0 NOANMCAHHOTO MIPOeKTa
OOTOoBOpa MJIM MNPOTOKOJIa PasHOITJIACUM
(B cnyuae, ecau norpeburTesieM NPenCTaBJIeH
IIPOEeKT IOoToBOPa)

B Teuenme 15 mHeM, He CcumMTad
OHSA [OJIydeHHusa ofOpalleHMs

ObopynoBaHMe TOUKM IIOCTABKU NpuOOpaMmM ydeTa

PaccMoTpeHMe OOpalleHUs CIeLUMaJMCTOM
opTraHMu3alunu

B TeueHme OmHOTO IOHA, HE CUMTad
IOHA TIOJIYUYEeHWMA o@pameHMH

[IpenocTaBjieHMEe CIELMAaJMCTOM OpIraHM3auuu
NoTpebuTesn OOKYMEHTa, CcolepXalelo
TexXHMUEeCKMe YCJIOBMA Ha NpoBeneHue padboT
1o OOOpPYyIOOBAHMI TOUKM IIOCTABKM HpuOOpaMmu

B TeueHue 15 mHeN, He cuuTas
OHSA IOJIyueHUs oOpalleHMsS




yueTa

[IpenocTaBJieHMEe CHNEeLMaJMCTOM OpTaHM3aluum
noTpeduTreso ODOCHOBAHHOI'O OTKasza B CBA3U
C TEeXHMYUECKOM HEBO3MOXHOCTBK YCTAHOBKU
HeOOXOOMMEIX HNPMOOPOB ydeTa

B TeueHmMe Tpex HOHEM, He CcUMTas
OHS [OJIydeHus obpaleHuns

BrinosiHeHMe paboT no oOOpPYyHOBAHMIO TOUKMU
nocTaBky npubopamm ydeTa (Ona QM3MUECKUX
JINL, M OPUIONYECKUX JINL] CpeﬂHePO/MaHOPO
OusHeca)

B Tmeuenme 10 gHEeV C MOMEHTAa
npeloCcTaBJIeHUsa HOOKYMeHTa,
comepXalleT'0 TexXHUUYECKME YCJIOBUSA

BrinmosiHeHMe paboT no oOOpPYyHOBAHMIO TOUKMU
nocTaBky npmubopamm ydeTa (OIS OCTaJIbHBEIX
TPpyNnn noTpebuTresnein)

B Teuenwme TpexX MecAleB C MOMEH-—
Ta IIpefgocTaBJIEHMA IOOKYyMEeHTa,
comepxaumero TeXHUYEeCKMrEe YCIJIOBUA

CbeM KOHTPOJIbLHEIX I[TOKAa3aHUM NPUOOPOBR ydeTa

CbpeM KOHTPOJIbHHIX IIOKa3aHMN NPprOOPOB
ydueTa QmMBMUecKMX JIMI NpelcTaBUTeJIeM
CeTeBOM KOMIIaHMM — KOHTPOJIEPOM

OmuH pas’ B TpM Mecsla,

B paboume mHM c 11:00 mo 22:00.

KoHTpoJiep HOJIXEeH:

1. I[pencTaBUTh U NPeldOCTaBUTH
OOKYMEHTEH :

- yIoocToBepeHMue (boTo, HauMe-
HOBaHME OpTaHM3aluM, MHULKAJEL,
baMmMs, IOOJIXHOCTHL, IIedaTh) ;

- beumx (doTO, HaAMMEeHOBAHUE
opraHmM3aumMy, MHMLMAJE, Gammuimdg,
IOOJIXHOCTE) .

2. IpoBeCcTM BUBYAJIBHEM OCMOTP
npubopa ydeTa M IIPOBEPUTH €TI0
LIeJIOCTHOCTD .

3. CHATL HOoKasaHULg.

4. BHecTu uHOOPMALMUIO B aKT
O CBbeMe KOHTPOJIBHBIX NOKAa3aHUM
npubopa yuera/KIK:

- mMHMLMaJel, OGaMmiano, agpec
norpedbuTrens;
- HOMep, Tuil, pPa3pPAOHOCTH,

MeCcTO YyCTaHOBKM Ipubdopa ydeTa;
- nmaTy, BpeMs;
- KOHTPOJIbHBIE MOKAa3aHUA;
— BHIABJIEHHBIE HaApPyUIEHUSI;
- IpuMedaHMe.

5. llpu BHABJIEHMM HAPYUEHUM
SKCIJIyaTauuy npubopa yudera
COCTaBUTL akT O De3ydyeTHOM
NOTPEeBJIEHUNM 3JIEKTPOSHEPTUN
(3aBepsAeMEl NOINMCAMM KOHTpPOJepa
1 noTpedburend) .

6. BHecTu mHOOpMaLMIO B OOIYIO
6azy IOaHHBX

CbeM KOHTPOJIbHBIX [TOKa3aHMM NpuOOpOB
ydueTa OPMOMUYECKUX JIML NpelcTaBUTeJIeM
CeTeBOM KOMIIaHMM — KOHTPOJIEPOM

OmvH pas3s B Mecdl,
BpeMs.

KoHTpoJsiep OOJIXEeH:
1. IlpencTaBUTh U NPeldOCTaBUTH
IOOKYMEHTEH :

- ymoocToBepeHUue (boTo, HauMe-
HOBaHMe OpraHm3aumuu, MHUMLIMAaIJB,
baMunus, IOOJIXHOCTHL, IIedaThb) ;

- beumx (doTO, HaAMMEeHOBAHUE
opraHmM3auMy, MHMLUMAJE, GamMmunmdg,
IOOJIXKHOCTD) .

B pabouee




2. llpemnocTaBuUTb IJisg
O3HAKOMJIEHMS CONPOBOIUTEJIBHOE
OMCbMO (MHMUMAJB, QaMuing,
OOJIXKHOCTL, TpPYyIla 10 2JIeKTPO-—
©es30IacHOCTM) , MHOJIyUYMThb IOINYyCK
K Opubopy ydeTa (odopmigeMslt
B CONPOBOOMTEJIBHOM MIMCEME) .

3. IlpoBeCTM BUIYAJILHBEI OCMOTP
npmubopa ydeTa U IPOBEPUTH €TI0
LLeJIOCTHOCTE .

4., CHATHL IIOKaBaHUA.

5. BHecTM mMHOOpMALMIO B akT
O CBhbeMe KOHTPOJIbHBIX [OKaz3aHUM
npubopa yuera/KIK:

- HaVMeHOBAaHMe PUIONUEeCKOI'O
Jmua, azpec;

- HOMep, TuIl, Pa3pPSAOHOCTH,
MECTO yCTaHOBKM Npubopa yueTa;

- nmaTty, BpeMs;

— KOHTPOJIbHEIE I[TOKa3aHUA;

— BHIABJIEHHBIE HaPYUEHN;

- I[pMMedYaHUe;

- IOONMCHU IIpelCTaBUTeJId
OPUIMYEeCKOT'O JiMlla M KOHTpOoJiepa.

6. Ilpu BEISBJIEHMM HaPYLIEHUN
SKCIyaTauuu npmbopa yueTa
COCTaBUTL akT O De3ydyeTHOM
IOTpebJIeHNNM BJIEKTPOSHEPIUN
(3aBepsAeMBlll NOONMCAMM KOHTpPOJIEpa
Y MNPEeOCTAaBUTEJNIS OPUONUECKOT'O
amua) .

7. BHecTuM mMHOOPMaLMIO B OOIIYIO
6as’y IaHHBIX

CbeM KOHTPOJIBHEIX ITOKa3aHUM
aBTOMATU3MPOBAHHOM MHOOPMALMOHHO—

U3MEPUTEJIEHOY CUCTEMOM KOMMEPUYECKOI'O

ydeTa 3JIeKTPO3HEepIUM

[Io Mepe HeODXOIMMOCTU

[IlpyeM nokasaHMl NPUOOPOB ydeTa OT NOTpeduTresis

[lpyeMm noxasaHuM VHTEepHEeT-NIPUEMHOM — CKAaHMPOBAHHBIM
OOKYMEHT C IOIONMCLI NOTpebuTesisa C I0CJeOy UM
IpenoCTaBJIeHMEM IIOOJIMHHOTO IOKYyMeHTa

KpyrmocyTouHO

[IpyeM nokaszsaHMM N0 QaKCHMMMIIBHOM CBA3M — IOOKYMEHT
C MNOANMCBI NOTPeOuTesa C HNOCJIenyllMM NpeloCTaBJIeHMEM

IIOIJIMHHOIT'O IJOKYMEHTAa

[IpyeM HnokasaHMi IO e-mail - CKAHUPOBAHHEI HOOKYMEHT
C HNOONMCBI NOTPEOMUTEesIa C NOCJeny MM IpedoCTaBJIeHUEM

IIOIOJIMHHOT'O IJOKYMEHTAa

[IpueM IOKAaBaHUM B LEHTPpe OUHOI'O ODOCIIyXMBaHMSI
(obocobyieHHOe nompasznesieHre, aOOHEHTCKUMM IYyHKT) -
OyMaxHEIMI HOCUTEJIb C OPUIMHAJIBHOM MNONNMCHI HNOTpedbuTessa

B pabouee BpeMA

VHbopMMpOBaHME MNOTPEOUTENS O BaIOJIKEHHOCTM [0 OlljlaTe yCJayT
10 Iepelnade 3JIEKTPUUECKON BHepI'uM, 00 MBMEeHEeHUAX Tapudos
Ha HOAaHHBE YyCJyT'M, OpeloCTaBJIEHME MHOM TUIIOBOM MHOOPpMaLUMU
(OKazaHMe OaHHOM YCJyI'M IOOJDKHO OBITbH MNPONMCAaHO B IOTOBOpPE)

ApTomHbOpPMMpPOBaHME HOCpencTBOM E-mail

Kpome mnpasmoHMUHEIX U

BOCKPECHEIX IHEMN




ABTOMHQOPMUMPOBAHME HNOCPenCcTBOM SMS

ABTOMHQOPMMPOBaHME [NOCPENCTBOM TeJjedoHa

B pabouee Bpewmsa

YBeOOMJIEHME NOTPEeOMUTEesIA O IJIAHOBBEIX OTKJIIOUEHMAX
BIIEKTPUYECKON SHEPIUM

YyBenoMmiieHmue OUBMUECKUXK JIUIL:

- uepes aBTOMHOOPMMPOBAHUE

- ONepaTMBHO-OMCIIETUEPCKOM CIIyXDOOoM uepes
YIPAaBJIAUYD KOMIAHMI XUIMIHOTO GoHHZa;
- JUepes cpencTBa MaCCOBOM MHOOpMaLUM;

B TeueHMe Tpex OHEM C OaTH
NPUHATHUSA DPEUeHNUS

O IepepHBe, IpeKpalleHUun

Wi OT'PaHMUYEHUM Ilepelnadn
BIIEKTPUUECKON BHEPIUM,

- TeJePOHOT'PAMMEL;
- bdakca;
— aBTOMHQOPMMPOBAHNA

YBeIoMJIeHME DPUINYECKUX JIML IIOCPEeOCTBOM
(cnocob ypenoMJieHMs OOYCJIOBJIEH B IOT'OBOpE) :

HO He rnosgHee ueM 3a 24 u
0O BBEeIEeHMS YyKasaHHEIX Mep

VHOOopPMMPOBaHME NOTPeOUTEIa 10 BONPpOCaM OKa3aHUA
YCJIyTD IO INepenade DJIEKTPUUYECKOM BHepIUn

JeHTP OYHOTO OBOCIIYXMBAHWUS
rnompasnejieHue,

(oBocobByieHHOE
abOHEHTCKMI MIYHKT)

B pabouee Bpewmsa

KoHTaKT-LeHTP

B cooTBeTcTBUM
C YCTAHOBJIEHHEIM PEXMMOM
pPaboTEL

V/IHTepHeT-IIpMeMHas

KpyrJjioCcyTO4HO

5.9. locnepoBatenbHOCTD, cogepXaHme 3T1anos B3aMMOAeﬁCTBMﬂ C ﬂOTpe6MTEHﬂMM ycnayr no
TEXHO/NIOTNM4YeCKoMy npucoeanHeHUo K pacnpeagenntesibHbiMm ceTam U Tpe6OBaHMﬂ K HUM npuBeneHbl B

Tabnuue 3.

Tabnuua 3

ConmepxaHMe sTamna

TpeBoBaHMSA K BHIIOJIHEHMIO 3Talla

HpmeM 3a4ABOK Ha TEXHOJIOTMYECKOE IIPMCOeIMHEHNME

IeHTPp OUHOTO OOCJYyXMBaHUSA

B pabouee BpeMa

KoHTaxkT-11IeHTP

B cooTBeTCTBUM C YCTaHOBJIEHHBM
pPexrMoM pPaboTH

V/IHTepHeT-NIpMeMHasd

KpyrjiocyToO4HO

3akJIoyeHne JOTOBOpa TEXHOJIOTUMUECKOT'O IMNPUCOEIMHEHNMA

PaccMoTpeHne 3aaBKU

B TeueHmMe OOHOT'O OHA II0OCJIE
IoJIydeHMsa oOpalleHus

IJOKYyMEHTax

YBemoMyieHMe HOTpeduTelis O HeOOCTAalWMX

B TeueHue Tpex IHEM I[OCJe
[IoJIydeHrsa obpalleHus

PazspaboTka TexXHUYECKUX YCJIOBUM,
3aTparT

aHaJlins

B Teuenme 10 pgHen

B KOMIIaHUN

CoTJylacoBaHye TEeXHUUECKUX YCJIOBUM

B TeueHMe naTM IOHEN




CorJylacoBaHve U KOPPEKTUPOBKA
TeXHUUECKMX YCJIOBUM B CJiyuae
HeOoOXOOMMOCTM BHECEHUS MIMEeHEHUN

B Teuenme 10 mOHEeM C MOMEHTAa

IIOBTOPHOT'O OOpalleHud NOTpebuTesis

YBenoMJieHre norpedburesia 06 OTCYTCTBUMU
TEXHMUECKOM BOSBMOXHOCTM OKaABaHULA YyCJyT
10 TEXHOJIOTMYECKOMY IIPMCOEeIMUHEHUIO

B TeueHwme oT natu mo 25 mHem
OHS TIOCJIe IMOJIyUYeHMs oOpalleHMsI

[IpenocTaBJIeHME NOTPEOUTEIIO
MOTMBMPOBAHHOT'O OTKas3a OT 3aKJIoUeHMS
OOTOBOPAa B INMCbMEHHOM QopMe C
IPUJIOXEHVEM OBOCHOBLBIBAKIMX NOKYMEHTOB

B TeueHwme oT natu nmo 25 nHem
IocJie IOoJIydueHMs ofOpalleHus

[IoOTOTOBKA IOOTOBOPA TEXHOJOTMUUECKOT'O
IpUCcOoenMHEeHU s

B TeueHme Tpex IOHeM

[l[pemocTaBJieHMEe NOTPEOMTEIIO IOONMCaHHOT'O
CO CTOPOHH OpTraHM3alUuM NpoekTa HOoToBopa
TEXHOJIOTUMUYECKOT'O IIPUCOEOUHEHNS

B TeueHMe Tpex OHEM C MOMEHTa
coTJjlacoOBaHMSA B OpTraHM3aluuu

BRHIIOJIHEHME TEeXHUMUECKMUX YCJIOBUM OpTaHMu3alLuemn

[IoOTOTOBKA BHEUWHUX CeTeM
BIIEKTPOCHAOXEeHUSA

[Io ycioBMAM OOTOBOpAa

[looroTOoBKAa M COIJIaCOBaHMEe B QermepalibHOM
opraHe MCIOJIHUTEJNbHOM BJIACTHU II0
TEXHOJIOTMYECKOMY HaO30py IPpOeKTa
DHEePTOCHabOXeHMs

B TeueHue Tpex IHeMU

[lomyyeHMe pas3peleHyrs Ha [I0Iady HAIpPsSXeHMS B OopraHe
VICIIOJIHUTEJILHOM BJIACTM IO TEXHOJOTMYECKOMY HaIO30py

[MoslyyeHMe MNOOTBEPXISHUS O HAJIUUUN
y HOTpebuTesia paspelleHrsa Ha Iomaudy
HaAIpSXeHMUs OT oOpTraHa MCIOJHUTEJILHON
BJIACTU IO TEXHOJOTMYUECKOMY HaIO30py

[Io BLHIINOJIHEHUM TeXHMUEeCKUX
YCJIOBUM

BrinmosiHeHME GaKTUUECKUX IOeMCTBUN
IO MNPUCOEOMHEHMUIO K BJIEKTPOCEeTAM

[l[pemocTaBJieHMe Ha MNOANMCH IIOTPEOUTEII0
aKTa O TEexXHOJIOTMYEeCKOM [IPMCOeIOMHEHUU
1o GaxTy BHIIOJIHEHUS YCJIOBMM IOTOBOpAa

B TeueHMe Tpex OHEM C MOMEHTa
TEeXHOJIOTMUECKOT'O NPMCOEeOMHEHUS

BrinmoJiHeHye paboT MO IOMKJIOUEHUIO
3JIEKTPOYCTAaHOBKU MNOTpebuTess
1 onJioMOupoBaHMe NPUOOPOB yueTa
BPEMEHHEMM I1JIOMOaMm

B TeueHue Tpex IHeMU
[IOCJIe BBINNOJIHEHMA paboT
[IO0CJIe 3aKJInUeHUd OoTOBOpa
BIIEKTPOCHAOXEeHUSA

[looroToBKa M NOINMCAaHME C NOTpebuTeseM
OOTOBOpPa DBJIEKTPOCHAOXEHNA

B TeueHme OImHOTO IOHA IIPU
HaJMuMM aKTa O TEeXHOJIOI'MYEeCKOM
IPpUCOenMHEHUN,
MCIIOJIHMTEeJILHOM BJIACTU
10 TEeXHOJIOTMUYECKOMY HaIO30py
u obpaleHusa norpedburensa

paspelenns opraHa

[IpyeMm npmbOOPOB ydeTa

B TeueHMe Tpex OHEU

5.10. Csasb c noTpebutensmu,
noAnepKMBaTbCA NOCPEACTBOM:

KacarouwlaAaca

nHbopmauum o6 obcayKMBaAHWUMK,

[O/KHa

- NPeAO0CTaBAEHUA KOHCYIbTaL M MO 3anpocy noTpebutens B yaobHon ans Hero popme, OTHOCALLUXCS



K ycayram v GyHKLMOHUPOBAHUIO NPeanpUATUA N He ABAAIOLLMXCA KOMMEPYECKOWN TallHOW;

- npoBeaeHnsa PR-komnaHWi 0 feATeNbHOCTU OpraHM3auuuy;

- ny6MKauuii B cpeacTsax MaccoBon MHGopmaLunu;

- UHPOPMALMOHHbIX 06 BABNEHUI, PEKNAMBI.

5.11. KoHcybTaumm moryT BbiTb NpeaocTaB/ieHbl NO CAeAYOLWUM BOMPOCam:

- CPOKM BbIMOJHEHWNA AEUCTBUM, BXOAALLUX B KOMMETEHLMIO OpraHu3aLmm;

- nepeyeHb [OKYMEHTOB, Tpebyemblx ANA BbINOJHEHUA AENCTBUMN, BXOAALMX B KOMMETEHLMIO
opraHusaunis;

- pasmep onnaTbl ycayr (Tapudbl, NbroThbl);

- KOMM/IEKTHOCTb ([,0CTaTOMHOCTb) NPEACTaBAEHHbIX LOKYMEHTOB, TPebyemblX A8 BbINOJAHEHUSA
OENCTBUM, BXOAALLMX B KOMMETEHUMIO OpraHn3aumu;

- WUCTOYHWMK MONYYEeHUSs [OKYMEHTOB, TpebyembiX ANA BbIMOAHEHUA AEWUCTBUM, BXOAALMX B
KOMMEeTEHUMIO OpraHn3aumnm (opraH, opraHmn3aumns U UX MeCTOHAxXoXAeHue);

- BPeMs np1MemMa 1 Bblgaun AOKYMEHTOB;

- NOPAAOK 06XKanoBaHUA AencTBuiA (6e34eNCcTBUA) U PeLleHUiA, OCYLLEeCTBAAEMbIX U MPUHUMAEMBbIX B
XoZe UcnonHeHna GyHKUMI opraHnsaumen.

5.12. NpepoctaBneHne notpebutento MHPoOpMaLMM NO MHULMATMBE OPraHM3aLUM TaK e, KaK U
KOHCY/NbTaLMA NO 3anpoCy OCYLLEeCTBAAETCA 4Yepe3 O4Hble, 33a04YHble W MHTEPAKTUBHbIE KaHa/bl
MHPOPMALMOHHOIO B3aMMOLENCTBUA B 3aBUCUMMOCTU OT MHANBUAYAIbHbIX BO3MOXKHOCTEN U NPeanoYTeHUN
nortpebutens.

5.13. [na opraHusaumMm B3aMMOZLEWCTBMA C NOTpebuTenamm HeobxoAMMO MCMNONb30BaTb eanHoe
nporpammHoe obecrneyeHne ¢ BO3MOXKHOCTbIO BbIXO4a B €4MHYI0 MHGOPMALIMOHHYO 6a3y.

5.14. NpepocTtaBnsiemas notTpebuTento nHpopmaumna MOXKeT bbiTb ABYX TUMOB:

- CNpaBoYHasA MHPopMaLmsa;

- HaNOMWHaHuA/coobLLeHMA.

5.15. K cnpaBo4YHOM MHPOpMALMN OTHOCATCA:

- 3aKOHOAaTe/IbHble U MHble HOPMATUBHbIE NPABOBbLIE aKTbl;

- NepeyHu [OOKYMEHTOB, TpebyembiX A/1A BbINOJHEHUS AOEWUCTBUM, BXOAAWMX B KOMMETEHLMIO
COTPYZAHWKOB OpraHn3auuu;

- 06pasubl 0boOpMIEHUA LOKYMEHTOB U TPEOOBAHUS K HUM;

- MecTopacnosioXKeHue, rpaduk (pexunm) pabotbl, Homepa TenedpoHoB, agpeca NHTepHeT-calkToB U
3NEKTPOHHOM MOYTbl OPraHOB, B KOTOPbIX MOTPEOUTENAM NPEeAOoCTaBAATCA LOKYMEHTbI, Tpebyemble ans
BbIMO/NHEHWNA AEUCTBUM, BXOAALLMX B KOMMETEHLMIO OpraHn3aLmm;

- CXeMA pa3MeLLLeHMA CNeLManNCTOB OPraHn3aLMKn K PEXUM NPUEMa UMUK NOTPebuTenei;

- NOPALOK MHGOPMMUPOBAHUA O XOLE UCMONHEHWSA;

- NOPALAOK NOSYYEHWNA KOHCYIbTaLMI;

- NopAA0K 06KaNoBaHUA peLleHni, 4encTBuiA unn 6esaencTena COTPYAHUKOB OpraHU3aLmm.

5.16. K HanoMMHaHMAM/CO0BLLEHNAM OTHOCUTCA MHPOPMMpPOBAHUE:

- 0 HaIMYMM 3a[,0/IKEHHOCTMY;

- 0 NPMBAMIKEHMM CPOKA ONNATbI 33 NPeaoCTaB/eHHbIE YCYTU;

- 06 M3MeHeHUN TapnPoB UK NPaBUA NPEeLOCTaBAEHNA YCAYT.

5.17. MoTpebutenn AoaKHbl ObiTb HagAeXaWmMm 06pa3om NPOMHPOPMMUPOBAHBLI O CTOMMOCTWN YCAYT,
nopsaake ¢GopmMpoBaHUs U pasmepe TapudOB HA ONNATYy 3NEKTPO- U TENJIOIHEPrMu, Ha onaaty 3a
npucoeauHeHne K pacnpesenvTesibHbiM 3/EKTPUYECKMM CETAM, BO3MOMKHOCTAX MOJYYEHUA NbFOT WU
cybcugunii Ha onnaTy XKUANLLHO-KOMMYHAJIbHbIX YC/IYT B OPraHax CoLMaibHOM 3aLMUTbl HAaceNEHMA, a TaKIKe,
npu HeOBX0AMMOCTH, O NOPAAKE LLEHO06PA30BaHUA Ha PO3HUYHOM PbIHKE 3/1EKTPO3HEPTUMN.

5.18. Ona goseaeHus ao notpebuteneit MHGopmaLUN UCMOJb3yeTca cMcTema aBTOMHPOPMUPOBAHUA
(MpunosxkeHne A). Cuctema aBTOMHGOPMMPOBAHUA NpeAHa3HayeHa AAa NpefocTaBAeHUs WUHbopMaLLUK
notpebutento 6e3 npepgBapuTenbHOro 3anpoca. [lpegyCMOTPEHO TpW TUNa  aBTOMATMYECKOro
MHPopmmpoBaHus: TenedpoHHoe, E-mail u SMS-coobueHuns. Bbibop TMna MHGOPMUPOBAHUA 33aBUCUT OT
WHPOPMAUMKN, NPenoCTaBNAEHHOM B oOpraHM3aumio notpebutenem. [epeyeHb UHbOPMaUUKM  Ans
aBTOMHGOPMMPOBAHMA WU CNUCOK MNoTpebutenen pgnaa UHGOPMUPOBAHMA COCTABAAIOTCA CreuManncTtamm
OpraHM3aLmn 1 YyTBEPKAAIOTCA PYKOBOAALWMM AONKHOCTHBIM IMLLOM OPraHM3aunu.

5.19. Mpu noarotoBKke U NpeacTaBAeHUM NOTPebUTensm AOKYMeHTOB 06 onnate notpebaeHHOM



SNEKTPUYECKON WU TENNOBOM SHEPTUM, a TaKKe KOPPEKTUPYIOLEro cyeTa B AOKYMEHTe Heobxoaumo
yKa3aTb:

- 06beM 3/1eKTPUYECKOM UM TEMJIOBON SHEPTUU;

- MeToJ, pacyeTa, UCMONb30BaHHbIM NPU ONpeaeNeHnn CYMMbl NAaTexa, BKAOYas NopagoK pacyeTta
WTpadHbIX CaHKUMI (NeHsA, HeycToMKa) 3a 3a4eprKKy NJaTeka, a TaKXKe Nnepuog BpeMeHM, 3a KOTopbIi
BbICTaB/EH IOKYMeHT 06 onnarte;

- COCTaB/IAIOLINE LIEHbI Ha 3NIEKTPO3HEPTUIO;

- CPOK, B TeYEHME KOTOPOTO MIATEXHbIN JOKYMEHT A0NXKeEH BbiTb OnlavyeH;

- U3meHeHus B Tapude, ecnu TakoBble MPOUCXOAUNU;

- KOHTaKTHYI0 MHbOpPMaLMIO, HEOBXOAMMYIO NOTPEBUTENIO B C/ly4ae BOSHUKHOBEHUA AO0NOAHUTENbHbIX
BOMPOCOB.

5.20. B cnyyae, ecAim cymma B BbICTaBASEMOM MIaTEXHOM [AOKYMEHTe 3a noTpebsieHHyto
3N1eKTPUYECKYIO WU TENJIOBYIO 3HEPrnio HEOBOCHOBAHHO 3aBbllEHHAA MM 3aHUMEHHan, opraHusaums
O0MKHa obecneynTb NOBTOPHYIO NPOBEPKY AaHHbIX, COAEPKALLUXCA B AOKYMEHTE, C Le/1blo BbIABUTb B HUX
OLNBKM.

5.21. B KayecTBeé HaNOMWHAHWIN MOXeT ObiTb NPUMEHEHO aApPecHOe pacnpocTpaHeHue
MHPOPMALLMOHHbBIX TMCTOBOK C YKa3aHUEM MHULMANoB, amuanm noTpedbuTens U cyMmmbl 3a401KEHHOCTU 33
npeaocTaBAEHHbIE YCAYTU.

5.22. OpraHusaumsa gosxKHa obecneunTb KOHOUAEHUMANbHOCTb WMHPOPMALMKM, BKAKOYAS 3aLUTy
NepCcoHanbHbIX AaHHbIX. OpraHM3aLma MOKET UCMO/b30BaTb MNOJYYEHHYIO OT NOTpebuTenen NepcoHanbHYIo
MHPOPMALMIO UCKNIOYUTENBHO N5 OPraHn3aLMmM 3/1EKTPO- U TeNIOCHabKeHus.

5.23. 06cnyxuBaHMe notpebutenen [OAXKHO OblTb OCHOBAHO HA MNpuHUMNe "obpaTHol cesA3M".
OpraHusaums obpaTHOM CBA3M BK/AKOYaeT B cebAa npepocTaBreHue notpebutenam uHbopmaumm o6
MMEIOLLMXCA KaHalax CBA3K, NO3BONAIOLLMX 0becneynTb HanpasaeHne 3anpocoB, NPeaNoXeHUn, 0T3bIBOB O
0eATeNbHOCTM, 3aMeYaHnit U NpeTeH3nA.

ObpaTHanA cBA3b MOKET BbITb OCYLLECTB/IEHA MO CAeAYOLMM KaHanam CBA3MU:

- YCTHbIE U NUCbMEHHble 0bpalleHua noTpebutene;

- TenedoHHble 06palleHNs (KOHTaKT-LUeHTP, MHGOPMaLMOHHO-CNPaBoYHan cay»kba u 1.4.);

- dpaKc;

- nouTa;

- NHTepHerT, Beb-caitT;

- 3/IEKTPOHHAnA NouTa;

- SMS-coobuleHus.

5.24. [ina npepocTaB/ieHUA OTBeTa AO0/XeH 6biTb UCNOMb30BaH YKasaHHbIA NoTpebuTenem KaHan
CBA3KW, eC/n 3aKoHoAaTenbctBOM Poccuiickoit deaepauum He npeaycmoTpeHo uHoe. Cpok  ana
npeaocTaBAeHUs OTBETA - HE MeHee 14 AHel c MOMeHTa perncTpaunmn obpaleHus notpeburens.

6. TpeboBaHWA K Npoueccam 06CyKMBaHUA
npv B3auMOAEeNCTBUN € NOTPebUTeNAMM

6.1. O4yHoe obcnyKnBaHue

6.1.1. OpraHu3saums 04HOro 0bCNyKUBaAHUA

6.1.1.1. OyHoe 0b6CcNyKMBaHNE OCYLLLECTBAAIOT CAeAYIoLLME CMELNANINCTbI OpraHM3aumun:

- aAMWHUCTPATOPbI;

- MeHe4Kepbl-KOHCY/IbTaHTbI;

- onepatop (KoHTponep-Kaccup);

- OAMH COTPYAHUK, COBMELLAOWNIA GYHKLUNM aAMUHUCTPATOPA U MeHeaKepa-KOHCY/IbTaHTa.

6.1.1.2. NoTpebuTtenb, 03HAKOMMBLUNCL C MHPOPMALMOHHbIM CTEHAOM, bpolwopamu, Byknetamum u
06bABNEHMAMM, COAEPXKAWMMU  CNPaBOYHYIO MHPOpPMALMIO O AeATe/IbHOCTM OpraHuMsauum u
pPa3bACHAWMMN NOPALOK NPUema, TUNOBbIE BONPOCHl U GYHKLUM CNeumanncTtos opraHmMsaummn, noaydaer
TaJIOH 3/1eKTPOHHOM oYepeam (MpU HaNUYMKM COOTBETCTBYIOLWEro 06opya0BaHMA).

6.1.1.3. MpK HeOBXOAMMOCTU NOTPEOBUTENb MOMKET 06PATUTLCA K aAMUHUCTPATOPY, KOTOPbIA NPOBOAUT
NepBUYHbIA NpUem, BbIABAAET MOTPEBHOCTb 06palleHUs K MeHedKepy-KOHCYNbTaHTy, OCyLLecTBAseT
AucneTyepmsaumio.



6.1.1.4. MeHeaep-KOHCY/IbTaHT, onepaTtop (KOHTpoaep-Kaccup) npeaoctasaatoT 6onee nogpobHyto
KOHCY/IbTauMmto.

6.1.1.5. PekomeHayemble NoKasaTenu cpedHen NpoAo/IKUTEIbHOCTU B3aMMOAENCTBMA NPU OYHOM
obcnykuBaHUM € NnoTpebutTenamm npuseneHbl B Tabnavue 4.

Tabnuua 4
dopmMa B3amMMoOIeNCTBUSA |HamMeHOBaHME PexomMeHnyemoe
nokasarTens cpenHee 3HaueHMe
IPONOJDXUTEIIEHOC T nokasaTejisgi, MUH
B3aMMOIENCTBUA
ObcayxuBaHMue OxnmaHMe B ouepenu 10
aIMUHUCTPATOPOM
[Ipnem 5
ObcayxuBaHKe MeHemxepoM—| OxuIaHMe B ouepenu 20
KOHCYJIbTaHTOM
pueM 15
ObcrayxmuBaHye ornepaTopoM | OxuIaHMe B OUepenm 20
(KOHTPOJIEPOM—KaCCHUPOM)
puem 10

6.1.2. UHdpacTpyKTypa O4HOro 06CNyKMBAHUSA

6.1.2.1. Ou4Hble KOHCY/NbTaUMK MOFYT OblTb NPeAoCTaBNeHbl NOTPebUTENAM B LEHTPax O4YHOro
obcnyKumBaHMA (LEHTpaNbHbIX opucax) M 060cobneHHbIX TEPPUTOPMANbHbIX NoapasgeneHnsax (aboHeHTCKMX
NYHKTax, oTAeNeHuAxX, uamnanax v 1.n.).

6.1.2.2. OyHoe ob6CAyKMBAHWE AONKHO ObiTb OPraHM30BaHO B MOMELLEHUSX, HaXOAALLMXCA B
MaKCMManbHO [OCTYNHOM AnsA OONbWKMHCTBA HaceneHus mecte, He panee 500 M OT OCTAHOBOK
06LLecTBEHHOro TpaHcnopTa.

6.1.2.3. NomelLeHMe ANA O4HOTO 0BCAYKMBAHMA AOMKHO 0becneynmBaTb 6ecnpenaTCTBEHHbIN JOCTYN
noceTuTenei, B TOM YUCAE FPaKaaH C OrpaHUYeHHbIMW BOSMOXHOCTAMM (MHBANMAOB). [Py HEBO3MOMXKHOCTH
obopygoBaTh MomelleHWe Hagnexkawum obpa3om (ycTaHOBKA MaHAYycoOB, ANGTOB B NOMELLEHUAX ANA
npuema) Heobxo4MMO OpraHM30BaTb 0O6C/NYKMBaAHME UHBAUAOB HA AOMY (AN 0DOPMIEHUA AOKYMEHTOB,
NOATBEPKAAOWMNX NPaBO Ha NO/b30BaHME /IbIOTaMW MO ONATe 3/EKTPOSHEPTUU, U PelleHua Apyrux
BOMPOCOB) WM UCMO/Ib30BaTb APYrol cnocob obecneyeHUs JOCTYNHOCTU 0BCAYKMBAHMA.

6.1.2.4. HOpacTpyKTypa NOMeLEeHMa Aaa OYHOro 0b6C/YKMBAHWUS A0/IKHA BK/IKOYaTb B ce6A: CTOMKY
agMUHUCTpaTopa, paboune mecTa MeHeaKepOoB-KOHCY/IbTAHTOB M ONepaTopoB C HeobXxogumbim
OCHaLLLeHMEeM, Kaccbl, XO/1bl A1 OXUAaHWA, 060pyA0BaHHbIE MECTaMU s CULEHNA, NHPOPMALMOHHBIMM
CcTeHAaMM, CTOMKamu/cTonamu AN 3anosHeHWa Gymar, pasgesibHble caHy3/bl ANA COTPYAHMKOB M ANA
nortpebutenei.

6.1.2.5. B uenax 6e30MacHOCTU COTPYOHMKOB W NOTpebuteneir MNOMeLLeHME [OMKHO ObiTb
obopyaoBaHo:

- NPOTMBOMOKAPHOM CUCTEMON U CPEACTBAMM MOXKAPOTYLIEHUSR;

- CUCTEMOM OMNOBELLEHNA O BO3SHUKHOBEHMM YpE3BbIYaNHON CUTYaLMK;

- COOTBETCTBYHOLLMMM YyKa3aTensmu BXoga W BbiIxoga (BKAtoYas aBapuMMAHOIO) M3 MOMELLEHMA C
ABTOHOMHbIMW UCTOUYHUKaMK BecnepebonHOro NUTaHuA.

6.1.2.6. IHbGOpMaALMOHHbIE YKa3aTe M AOJIKHbI ObITb pasmeLleHbl:

- MO NYTM OT OCTAHOBOK OB6LLLECTBEHHOIO TPAHCMOPTa A0 LEHTPa O4YHOro 0bcnyKmnsaHmna (aboHeHTCKoro
nyHKTa) (Npn HeobxoaumocTu);

- Y UEHTPaNAbHOro BXOAa B MOMeELLEHME:

BbIBECKA C HAMMEHOBAHWNEM,

TabNUYKM C yKasaHMEM OpraHn3aLMii-y4acTHUKOB (eCIM OpraHNM30BaHO KOMMNJIEKCHOE 06C/TyKUBaHUE),

Tabnunyka c MHPopmaumeln o pexkume paboTbl U KOHTAKTHblE TeNiepOoHbl CNPaBOYHOM CYXKObI;

- MO NYTK OT CTOMKM agMUHUCTPATOPA K MOMELLEHUAM A1A NpUuema noceTuTenei - ykasaTenu npoxoaa;

- Y BXOZa B KaX40e 13 BHYTPEHHWUX MOMELLEHMUI - TabIMUKa C HAUMEHOBaHWEM, NepeyYeHb BONPOCOoB,



Nno KOTOPbIM BEeAETCA NPUEM.

6.2. 3a04HOe 0bCayKUBaHKNE

6.2.1. OpraHu3saums 3a04HOro 06CNyXKMBAHUA

6.2.1.1. CneumanucTbl opraHusauum, obecnedymBalrolMe 3a04HOE OOCAYKMBaHME MoOTpebuTenen,
OO/KHbI  MCNONb30BaTb  eAWHble  WHOOPMAUMOHHble  6asbl  AaHHbIX, NOCPEACTBOM  KOTOPbIX
CUHXPOHU3UPYETCA NX AEeATENbHOCTb M He AONYCKAOTCA NOBTOPHbIE 3aNpochbl MHGOPMaLMKM OT noTpebutens.

6.2.1.2. 3a04HOEe 06CNyKMBaAHME OCYLLECTBIAETCA MO ABYM KaHanam CBA3U:

- TenedoH (KOHTaKT-UeHTp, MHPOopPMaLMOHHO-CNpaBoYHas Cayba);

- noyTta (No4YToBan Nepenucka).

6.2.1.3. 3aoyHoe obcny:KmBaHMe no TenedoHy BKAOYAET B cebs perucrTpaumto M obpaboTky
TenedOHHOro BbI30BAa ONEpPaTOpPOM, KOTOPbIA MCMNONAb3yeT YCTaHOB/EHHbIA MNepeyeHb BOMPOCOB A/A
CaMOCTOATENbHOTO OTBETa M TUMNoBble OTBETbl. B cnyyae nocTynieHWA CAOXKHOFO 3ampoca onepatop
CBA3bIBAETCA CO CMELMASIMCTOM OpraHM3auMu, YTOYHAET Yy Hero MHOOpMauuio M npenoctaBaseT ee
notpebutento 1Mbo cBA3bIBAET NOTPEOUTENA CO CNELMANNCTOM OPraHU3aL K.

6.2.1.4. Tpu HeobxogMmocTn noTpebuTento MoxKeT OblTb NpefocTaBAeHa BO3MOXKHOCTb
npeABapuTeIbHON 3aMMUCU Ha NPUEM B LLEHTP OYHOTO 0OCNYKMBAHMUSA

6.2.1.5. 3a04HOEe 06CNYyKMBaHWE NO NOYTE BK/OYAET B cebA pernctpaumio u 06paboTKy NMCbMeEHHOro
obpalleHMa onepaTopom, NOATOTOBKY OTBETA OMEpaTopoMm, HanpaB/ieHWe ob6palleHuA cneumanncty
OopraHusaumn 1 NoAroToBKy OTBETa CNeLNasuCcTOM.

6.2.1.6. Bce nucbmeHHble obpalleHMs OT MNoTpebuTenieid, NoJiyYeHHbIe MO MOYTE, AO/IKHbI ObITb
3apernctpupoBaHbl. Onepatopbl 1 (UAK) cnewmnanncTbl OpraHMU3aLnmn NPoBEPAIOT NONHOTY NPEeAOCTaBAEHHbIX
CBeAEHWN, eCIN AaHHbIX HEAOCTAaTOYHO, CBA3bIBAOTCA C NOTpebuTenem no og4HOMY M3 yKasaHHbIX KaHa/l0B B
LEeNAx yToYHeHNA MHGOPMALLUKM U COrNACOBAHUS BPEMEHU MPUHATUS SaNbHENLMX Mep NO 06paLLeHuto.

6.2.1.7. [IMCbMEHHbI OTBET, HaMNpPaBAsSEMbIN NOTPEOUTENIO N NOANMUCbIBAEMbIN AO/IKHOCTHbLIM JINLOM,
OTBETCTBEHHbIM 33 PaboTy, [ONKEH COAEPKATb KOHTAKTHbIE AaHHbIE UCMONHUTENA.

6.2.1.8. [elcTBMA NO pPacCMOTPEHHOMY MUCbMEHHOMY OOpalleHU0 He npeanpPUHUMAIOT, C
yBeaoMeHnem o6 aTom noTpebuTens, B cayyasx:

- ecnn obpaleHne conepXuT HeueH3ypHble NMB0 OCKOpOUTENbHbIE BbiPAXKEHUA, YIPO3bl XKU3HM,
3[L0POBbIO U UMYLLLECTBY COTPYAHMKA OpraHM3aumm, a TaKKe YJeHOB ero CeEmMby;

- €C/IM TEKCT 0bpallleHNs He NoaaaeTca NPOUTEHUIO;

- ecnM B obpalleHUn noTpedbutens coaep)KUTCa BOMPOC, Ha KOTOPbIM MOTpebuTento yxe 6bia
npeaocTaBseH OTBET MO CyWECTBY B CBA3W C paHee HanpaB/ieHHbIMM obpaweHuaMKU, U Npu 3TOM B
06palLLeHMM He NpUBeAEHbI HOBblE A0BOAbI UM 0O6CTOATENLCTBA;

- ecAn OTBET MO CyLLeCTBY MNOCTaB/JEHHOrO B OOpalleHMM BOMpoca He MOXKeT OblTb gaH 6e3
pasrialweHna CBeAeHNM, COCTaBAAIOLLMX KOMMEPYECKYIO TalHy.

6.2.1.9. MNMucbmeHHoOe obpalleHne noTpebuTens He paccmaTpuBaloT M OTBET Ha obpalleHne He
NpeAoCTaBAAOT, ECAN B 3TOM 06palLleHMUM OTCYTCTBYIOT KOHTAKTHbIE AaHHbIE.

6.2.1.10. PekomeHayemble NOKasaTenu cpeaHeld W nNpenenbHol  NPOAO/IKUTENbHOCTU
B3aMMOAENCTBMA NPU 3304HOM 0BCNYKMBAHUK C NOTPebUTENAMMN NpUBeaeHbl B Tabauue 5.

Tabnvua 5
dopma HamMeHOBaHME oKasaTesid PexomMeHOyemMoe
B3aVMOINENCTBUS IPOIOJIXUTEJILHOCTHU cpenHee/npenesbHO

B3aMMOIOENCTBUA e
3Ha4YeHue
nokasaTensa
TenedoHHOE Bpemsa oxmOmaHUA OTBeTa 40 c
obCcIayXuBaHME
norpeburens 3anpoc M NOMCK MHPOPpMaLMM 45 ¢
oneparTropoM O KJIMEeHTE
[lpemocTaBJieHMe MHOOPMALUU 5 MuH
IO 3alpocy
[locTobpaboTka oOOpalleHMsa 5 MuH




TesedpoHHOE CoeIMHeHMe CO CIelLMajiMCTOM 40 c
oBbCIyXMBaHME
[oTpebuTeNs [IpemocTaBiieHMe MHQOPMaLUM S5 MUH
CIeLMaMCTOM CreurayiMCcTOM
ObpaboTka Perucrpauusa, xjaccubmkaumsa |[He ©Oosiee onHOTO
obpaleHun, obpallle H1UM " nepenavaloHsa
IIOJIyYE€HHEIX rno|oBpameHnsa
noure, CreuraJncTy
ornepaTopoM
PaccMoTpeHMe ofOpalleHus He 6Gojee 10 nuen
u obpopMIIeHMEe OTBeTa
[IponJjieHMEe PacCMOTPEHMS He 6Gomnee 10 nHen
obpalleHnsa
ObpaboTka PaccMoTpeHMe ofOpalleHus He 6Gojee 10 naeml
obpaleHuni, u OoQOopMIIEHME OTBeTa
[IOJIYyYE€HHEIX 1o
noure, [IponJjieHVe PacCMOTPEHUS He 6Gojee 10 nuen
CreLrasnucToM oBpauenns

6.2.2. IHdpacTpyKTypa 3a04HOro 06cyKMBaHUA

6.2.2.1. KOHTaKT-UeHTp npeacTaBaseT coboit eauHyl0 LLEHTPa/M30BaHHYIO CMPaBOYHYIO CYKOY,
06paTMBWLIMCE B KOTOPYl MNOTPEOUTENb MOXKET MNOAYYUTb WMHPOPMaLMIO NO yCayram MOCpPesacTBOM
TenedOHHOM CBA3M, a TaKKe nepeaaTb Heobxoammyto MHGOPMaALMIO AN UCMIOIHUTENA YCAYTU.

6.2.2.2. TlouToBasA nepenucka WCMNosb3yeTca ANA Hanpas/ieHUAs AOKYMEHTauuW, CBA3AHHOMW C
06CNyKMBaHMEM, @ TAKKe B CyYanx, Korga notpebutenb HanpasaseT obpalleHne no noyre.

6.2.2.3. PekomeHAayOTCA cnepytowme napameTpbl 4eATeIbHOCTU KOHTaKT-LLeHTpa:

- OcyLLecTBNEHME NPMEMA BbI3OBOB HE MeHee WeCTU gHeWN B Heaento, B paboyee 1 BedepHee Bpems
(obuwei NpoaoNKUTENLHOCTBIO He MeHee 12 Y B fieHb);

- HaAn4ume Homepa TenedoHa ropayeint IMHUM e4MHOTO Ha BCEW TEPPUTOPUU PETUOHA;

- OTCYTCTBME ONANATbl 33 3BOHOK A1 aBbOHEHTa, 33 UCKAOYEHMEM CyYaeB, Koraa aboHeHT HaxoauTca
3a npegenamum TeppuTOpuUn BHYTPU3OHOBOTO TeslehpOHHOTO coeguHEHNs;

- npeaynpexaeHune notpebutena 06 ocyLLecTBAeHMM 3anncK B Havane TesnedoHHOro pasrosopa.

6.3. UHTepaKTUBHOE 06CNyKMBaHME

6.3.1. OpraHu13aumnsa MHTEPaKTUBHOIO 06CNYXKMBaAHUA

6.3.1.1. IHTepakTMBHOE 0bBCAYKMBAHME OCyLLecTBAAETCA Yepe3 MHTepHET-NPUEMHYIO NOCPEACTBOM:

- 3/1IEKTPOHHOW NOYTbI;

- SMS-3anpocos.

6.3.1.2. MoTpebutento NpesoCTaBAAETCA BOSMOMXKHOCTb O3HAKOMUTBLCA C OTBETaMM Ha Hanbosiee YacTo
BCTpeyatoLmeca BONPOChl U NPETEH3UM B COOTBETCTBYHOLLMX pa3aenax MHTepHeT-npuemHoN.

6.3.1.3. lMoTpebutenb MOMKET MONAYy4YMTb OTBET Ha 3anpoc WHTEepecylowen ero MHbopmaumn
cneayrowmmm cnocobamm:

- CAaMOCTOATE/IbHO, MOCMOTPEB MHPOPMALMIO B COOTBETCTBYIOLWEM pasaene NHTepHeT-npueMHo;

- 33438 BOMNPOC CNeLNanmcTy opraHm3aumm.

6.3.1.4. CamocTosTeNbHbI NOUCK MHTepecyowen HPopmauum ocyLLecTBaAeTca noTpebutenem:

- BPYYHYIO, METOAOM MPAMOro MNPOCMOTPA BCEX MNPeAcTaBNeHHbIXx B WHTepHeT-npuemHomn
BONPOCOB/OTBETOB;

- aBTOMATUYECKMM NOUCKOM Mo 6ase AaHHbIX BONPOCOB/OTBETOB MO K/AOYEBOMY CNOBY.

6.3.1.5. Ecnv noTpebuTtenb He Hawen OTBET Ha MHTEPECYIOLWMIA ero BOMNpoc cpeam nmeroLmxcs B 6ase,
OH MOEeT OTNPaBUTb BOMPOC CNeLNaNNCTy opraHM3aumm, 3anoaHMB aBTOMaTU3NPOBaHHYO dopmy. Mocne
NOCTyN/ieHns BONpoca B opraHusaumtio Mail-poboT oTNpaBAAeT Ha YKa3aHHbIN aapec SNEeKTPOHHOM MoYTbl
yBEAOMNEHME O TOM, UTO OTBET HA BONPOC ByAeT OTNpas/eH NOTPebUTENIO B TeYEHNE OAHOTO paboyero gHs.

6.3.1.6. Ecan Bonpoc, 3afaHHbli noTpebutenem, He OTHOCMTCA K coepe npeoCcTaBAeHUA YCayr
OpraH13aLmm, CneumanmcT opraHn3aunmn HanpasasaeT yseAomaeHme noTpebutento ob oTkase paccmoTpeHus
OaHHOro Bonpoca.

6.3.1.7. Ecam Bonpoc, 3adaHHbIA noTpebuTenem, BbIXOAWUT 3@ PaMKM KOMMETEHUMM cheumanmcTa



opraHu3aumm, oH nepeaapecyet BONPOC NOTPebuTens COOTBETCTBYHOLLEMY CMELMaNUCTy OpraHn3auum no
HanpaB/IeHMIO, KOTOPbIM B TedeHWe paboyero AHA AOIKEH AaTb OTBET.

6.3.1.8. Ecan oTBeT Ha Bonpoc notTpebuTena He MOXKeT ObiTb NPeLOCTaBAEH B TEYEHME 3TOro e
pabouero AHA, cneunanncT opraHnsaLmMm HanpasaseT notpebutento ysegomaeHme ob 3Tom € ykasaHuem
CPOKOB NOJIly4YeHUA OTBETa.

6.3.1.9. Ecnu oTBeT, OTNpaBAeHHbI NOTPebuTento, NpeacTaBAfeT UHTEPEC 4N1A APYrnX noTpebutenei,
TO ero nyb/MKyIOT Ha caliTe.

6.3.1.10. MNapameTpbl OLEHKU NpeaebHON NPOAC/IKUTENBHOCTU B3aMMOAencTBMA ¢ noTpebutenamm
npuseneHsbl B Tabaunue 6.

Tabnuua 6
dopma HammvenoBaHme PexomeHnnyemoe
B3aMMOIENCTBUA noxKasaressa npenejibHoOE
NPOOOJIXUTEJILHOCTM [3HAaUeHMe
B3aMMOINENCTBUSL noxkasarTess

JIHTepHeT-INIPMEeMHAa ObHoBJIeHMe MHOOopMauuy | He OoJjiee OmHOTO OHSA

B CJIy4dyae M3MEeHEeHUA

ObpaboTka PaccMmoTpeHue He ©GoJjiee Tpex nHeM
BJIEKTPOHHEIX obpaleHms oyis BOIpOCa,
obpaleHnM u oQopMIIeHME OTBeTa obpaleHus,
CrelMaJIMCTOM He OoJiee 14 pnHeM nnsg
opraHmM3aluun XKaJIOOBL

6.3.2. IHdpacTpyKTypa MHTEPAKTUBHOIO 0OCNYKMBAHMUA

6.3.2.1. UHTepakTUBHOE 0bCNYyXMBaHWEe OpraHM3yeTca Ha Oase cneuuwasnbHoro pasgena Beb-canTa
KoMnaHuu.

6.3.2.2. IHTepaKkTMBHOE 06CNYKMBAHWE BEAETCA MO ABYM HaNpaB/ieHUAM:

- NpefocTaBaeHne cnpaBoYHOM MHPOpMaLmK;

- YAOBNETBOPEHME 3aMPOCOB HA OKa3aHWe/U3MeHeHue yCayr.

6.3.2.3. Tunosasa CTpyKTypa MHOpMaLMK, NPeAOCTaBAAEMON NPU UHTEPAKTUBHOM OOC/IYKMBAHUM,
npueeaeHa B Tabanue 7.

Tabnuua 7
HammveHnoBaHmre |HamMmeHoOBaHMe udopmaums,
paszznerna BebO-|nompaszmena cozmepxalasacsa
camra B nompa3z3mejie
OcHOBHEIEe ycayru | IlepedyeHb U CTOMMOCTL | VMHOoOpMauUmMsa O  TOM, dTo
ycayr (rapudsl) B BXOIOUT
3aBUCHMOCTIM OT BUIA B II€pedYeHb yCJyI', KaKuM

OeSTeJIbHOCTU
opTraHu3alunu

obpas3oM M KTO oOlpenesseT
nx
CTOMMOCTBb

Ocobrle yCJIOBUS
(IBTOTEHL U CcyOCUINM)

MuHbopMaumsa O JIbTOTax

u cybcuomax
Majioobecriede HHEIM

¥ COLMAaJIbHO Hes3allulleHHEM
rpaxiaHaM

[lamMaTka NOTpebuTesIn

IeTanbHaa mHOOPMaLMA

o npouenypax
B3auMOINENCTBUSA

C opTraHu3auuen ojsa
MOJTYYEeHUS

YCIIYyTHU.




Tunoeee @OpMH JOKYMEHTOB

(3asgBkU, IOT'OBOPHL,
KBMUTAaHUUN,
AKTBl M T.II.)
[lokazarenu, udopMaumsa, OCHOBaHHAadA
Xapakrepu- Ha COOTBETCTBYOUIMX

3yoIye KayeCTBO YCIyT

HOPMaTMBHEIX aKTax
¥ CTaHIZapTax OplaHM3aLuu

IOMOJIHMUTEJIb HElE
YCIIyTHU

[lomaua 3asaBKU
Ha OKa3aHue YyCIyI'u IO
IpenoCcTaBJIEHHOMY

®opma aBTOMaTMBMpOBaHHOﬁ
3a4ABKU

IIepPEeYHI0
Bonpocer HaxoxneHue oTeeTa ABTOMATUBMPOBAHHEI [IOUCK
Ha BOIIpOC OTBETOB Ha TUIINYHBIE
BOMNPOCH
[locTaHOBKa BOIpPOCa noTpebuTeseit, dopma
IJig HalpaBJIeHUA BOIPOCOB
ObpameHusd, Hanpasure oOpameHue, | dopma
IpETEH3UN IpeTEeH3U aBTOMATU3VPOBAHHOTO
obpalleHns, NPeTeH3UN
KpaTrkoe comepxaHue
OTBETOB Ha OOpalleHu:d
1 NPeTEeH3UU
OT3EIBH HanpaBisieHne OT3EHBa ABTOMATH3MPOBAHHAA
dbopma,
OT3BIBEH le] KOTOPOM noTpedurenu
OpraHmM3aluumn MOTYT
OCTaBUTL CBOM OT3BIBEL
O KauecTBe OOCHYyXMBAHUS
dopyM OBCcyxIeHre BOIPOCOB Bonpoce u oTBeTE, OOMEH
B3auMOIOENCTBUA MHEeHMAMU
C opraHmu3auuemn
HoBocTu AxTyasibHasa mMHOopMaumda | MuHdopMmaumsa o0 MBMEeHEeHUU

oJisg rnoTpebuTresen
opraHm3auum (MOXeT
comepXaThb CCBUIKY

Ha IJIaBHYI CTPaHMUIYy
Beb-canTa
opraHM3alLmmn)

Tapudosr, o rpadmkax
IIJIAHOBHIX

OTKJIIOUEHMUM (MM CCBUJIKUA

Ha COOTBETCTRYyIME
PecCypcCtHl) ,

aBapPUMHBIX OTKJIDUEHUSAX,
HOBEIX

dopMax OOCIHYyXMBaHMA M IOP.

[IpremMm njarTexen

KoHTakTHasa mHOOpMaLUI

Anpeca,
paboTE,

TeyedoH, Tpaduk
npouas uHOOpMauUMsa

eHTp OUYHOTO
oBCITyXUBaAHUSA
(oBbocobisieHHOE
nompasnesieHue,
abOHEeHTCKUM
IIYHKT)

A@peca LEHTPOB

3anmMce Ha IIpUeEM

YJacTo 3amaBaeMble
BOIPOCH O LIeHTpe

[Iybnukauum O LeHTpe

Anpeca LEHTPOB,
npenBapuTesibHad 3aluch

Ha npmueM, npoyas
yHbOPMaLMsa
O LEeHTpe, KOHTAaKTHAaS

nHPoOpMaLMA CIeLMaJIMCTOB
opraHmMsaluuM U TeJleQOHHBIM
HOMep TropadeMr JIMHUM

[IoJyie3HEIE CCBUIKMU

Arnpeca BeD-CcauTOB

[lepeueHby BeO-CaMTOB,
IIOJIE3HEIX NJIs NOTpebuTess

7.1. B uenax nosblWeHUA CTeMNeHn NI0ANbHOCTU N YAO0BNETBOPEHHOCTHU HOTpE6MTe}1€l7|, a TaKXe anAa

7. MopagoKk paccMoTpeHUsa NpeTeH3nin notpebutenei




MOBbILEHMA KayecTBa 0bcnyKMBaHUA NoTpebuTenel opraHn3aumns 40XKHA NAAaHMPOBATb M NPOEKTUPOBATb
3P PEKTUBHDLIN U pe3ynbTaTUBHbIN NpoLuecc paboTbl C NPETEH3UAMMN.

7.2. OpraHusaums fo/xKHa paspaboTtaTb M BHeAPUTb NpoLeaypbl PErMcTpaunmn NpeTeH3nii 1 OTBETOB
Ha HMX, NOPAAOK MO/Ib30BAaHMA TAKMMM 3aNUCAMM M YNpaBAeHUA UMK C cobatogeHnem 3awmTol ntobon
nepcoHasbHOMW MHPOpMauMM O nogatenax npeteHsuin. Mpu perucTpaumm NpeTeH3MM el npuceansaloT
NAEHTUPUKALMOHHbBIN Koa.

7.3. 3anucb, caenaHHas npy NepBUYHOM NpUeme NPeTeH3nmn, SO/IKHA COAEPKaTb YKa3aHUsA Ha Mepbl,
NPUHATUA KOTOpPbIX TpebyeT noTpebutenb, a Takke byl Apyryio MHPopmaumio, Heobxoaumyto Ans
3¢$dEKTUBHOro PacCCMOTPEHUSA NPETEH3UK, BKOYAA CeaytoLee:

- ONUCcaHWe NPeTeH3NN U COOTBETCTBYIOWME BCMOMOraTe/ibHble AaHHbIE;

- Mepbl, NPUHATUA KOTOPbIX TPEDBYeT noTpebutens;

- AaTy NoAroToBKM OTBETa;

- He3aMeIMTEeNIbHO NPUHATbIE Mepbl.

O NoNyYeHUM KaxKAOW NPEeTeH3uWn credyeT HeMeANeHHO cooblaTb ee nogaTento (Hanpumep, no
noyte, No TenedoHy, No 3NEKTPOHHON NoYTe).

7.4. TNocne pernctpauum npeteHum TpebyeTca onpeaenate NPaBUAbHOCTL ee 0dopMIeHMUs,
[0CTaTOMHOCTb M 0OOCHOBAHHOCTb CoAepKaLLenca B Hel MHGOPMaLMM, a TaKKe BaXKHOCTb, CIOXHOCTb U
HeobX04MMOCTb OCYLLECTBNAEHUA HEMEONEHHbIX AeACTBUN.

K paccMmoTpeHMIo NPUHUMAIOT NPETEH3UIO, MPEACTABAEHHYIO B MMCbMEHHON GopMe U CoaepIKalLyto:

- HAMMEHOBaHMe yCayru;

- OCHOBAHWA oA NPETEeH3nuK;

- HeobxoauMble fOKasaTe ibHbIe JOKYMEHTbI;

- HOMep [0roBopa, AATy €ro 3aK/JUYeHUs.

MNoTpebuTens, NpeAcTaBMBLUETO NPETEH3UIO, HE COAEPHKALLYIO YKa3aHHbIX aTpnbyToB, HGOPMUPYIOT
06 3TOM C UeNblo MNOAYYMTb BCHO HEOOXOAMMYIO M AOCTAaTOYHYO MHbOpMaUMIo AN OOBEKTUBHOIO
PacCMOTPEHUS NPEeTEH3UN.

7.5. TMpeTeH3na [0MKHA ObiTb NPOC/AEXMBAEMON, HauyMHAs C ee npuema [0 AOCTUXKEHMUA
YA0BNETBOPEHHOCTU NogaTenst NPeTeH3nn Uan A0 NPUHATUA 3aKAI0UYUTENIbHOTO pelleHus. TeKyLwmii ctaTyc
npeTeH3nn gosiXKeH 6biTb COObLLEH ee nogaTesto No ero 3anpocy.

7.6. B cnyyae HefoOCTaTOYHOCTM MM OTCYTCTBUA [,0KA3aTENbCTB, NO3BOMAOWMX NPUATU K BbIBOAY O
HannymMm 16O OTCYTCTBMM NPU3HAKOB HAPYLLEHMA TpeboBaHWMM, opraHM3aLma Bnpase ana cbopa M aHanM3a
AOMONHUTENbHbIX [0KA3aTeNbCTB MPOANUTL CPOK PACCMOTPeEHMA npeTeHsuu. O npogieHun Ccpoka
PacCMOTPEHUs NPETEH3UN opraHmn3aumns obasaHa B NTMCbMeHHOMN Gopme yBeAOMMUTb NoaaTens NpeTeH3uu.

7.7. Ecnv npeTeH3us npM3HaHa He0HOCHOBaHHOM, TO NoAATEN0 NPETEH3UM HANPABAAIOT MUCbMEHHbI
OTBET, COAEPKALLMI OTKA3 C APryMEHTUPOBAHHbBIM 3aKNOUYEHUEM.

7.8. B cnyyae npusHaHWA NpeTeH3nnm obOCHOBAHHOM MOAATENt0 HAMPABAAOT NUCbMEHHbIA OTBET C
NpeanoXXeHUAMM Mo yperyampoBaHuto. Ecam nogatenb npeTeH3nm OTKNOHAET Npeaiaraemoe peLlleHme nam
AeNCcTBUE, NPEeTEH3UA AO/MKHA OCTaBaTbCA OTKPbITOM. 06 3TOM [0/KHbI ObITb CAEeNaHbl COOTBETCTBYHOLLMNE
3anucu, a nogaTtenb NPeTeH3NN AoNKeH OblTb NPOMHGOPMUPOBAH O TOM, KyAa OH ellle MOXKeT 0bpaTuTbeA
BHYTPU W BHE OpraHM3aumm.

7.9. O606uWeHHYy0 MHPOPMaLMiO 060 BCEX NOCTYNMBLUMX MPETEH3UAX, UX MPUUYMHAX, NPesNPUHATbIX
OENCTBUAX MOArOoTaBAMBAOT B BUAe OTYeTa 408 MNPOBEAEHMA aHanM3a CO CTOPOHbI PYKOBOACTBA
OpraHn3aLmMmn 1 UCMOb3YIOT NPU MOHUTOPUHIE YAOBNETBOPEHHOCTU NOTpebuTenen.

7.10. OpraHusaums 4oKHa NPOBOANUTb NMOCTOAHHbLIA MOHUTOPUHT NpoLecca PaboTbl C NPeTeH3NAMM
no cieAyoWwmnM NoKasaTeNam:

- cobntogeHNe CPOKOB PAaCCMOTPEHMA U YPETYIMPOBAHUA NPETEH3UM;

- 06BEKTMBHOCTb PAaCCMOTPEHUSA NPETEH3UY;

- 3JEeKBATHOCTb OCYLLECTB/IEHUS KOPPEKTUPYIOWMX W Npeaynpexpalowmx OencTBuin  npu
BO3HWUKHOBEHWUWN MPETEH3UN.

7.11. OpraHu3aums A0/XKHA MOCTOAHHO yAyywaTtb 3GPEKTUBHOCTb M Pe3y/bTaTMBHOCTb MpoLecca
paboTbl C NpeTeH3nAMM.

MoKasaTenun pesynbTaTUBHOCTM NpoLLecca paboTbl C NPEeTEH3UAMM:

- YUCNO CUCTEMATUYECKM NOBTOPAOLLMXCA NPETEH3UN;

- YNCNO NPETEH3UNN, HE NPUHATBIX K UCMONHEHUIO NO NPUYMHE UX HEOBOCHOBAHHOCTY;



- YUCNO OTKNOHEHHbIX, HO NPU3HAHHbIX 060CHOBAHHbLIMW, MPETEH3UI;

- YNCNO CNyYaeB HECBOEBPEMEHHbBIX AEACTBUIN NPU PaCCMOTPEHUN N YPEryanpoBaHUmM NpeTeH3uni;

- YMCNO C/lyYaeB HapyLleHMA BeAeHUs 3anncei Npu peannsaLmMm npoLecca ynpasaeHUs npeTeH3naMu.

7.12. OpraHus3aumsa [OJKHA MPUHUMATb Mepbl A4 WCKAKYEHMA MPUYMH  CYLLECTBYHOWMX W
NMoTEeHUMaNbHbIX MNpobaem, NPUBOSAWMX K MPETEeH3UAM, C Lenbilo npesoTBpatMTb WX MNOBTOPHOE
BO3HWKHOBeHWe. OpraHM3auna 4o/KHa:

- UcCnenoBaTb, BbISB/IATb U MPUMEHATb HAaUAYYLIMIA ONbIT B 061aCTM paboTbl C NPETEH3UAMMY;

- pacnpocTpaHATb noaxoa, PoKycupyemblii Ha NoTpebuTens, BHYTPU opraHM3aumu;

- NOOLLPATb NPUMEHEHME NHHOBALMIA B NpoLLecce paboTbl C NPeTeH3nAMU;

- noowpATb 06pasLoBytO PaboTy C NpeTeH3MAMM NOTPebUTENEN.

8. MOHUTOPUHT y4,0BAETBOPEHHOCTM NoTpebuTtenei

8.1. MOHWUTOPUHT YAOB/METBOPEHHOCTM NOTPebUTENel NPoOBOAAT B LENAX onpeaeneHus obnacreit
yAyylWeHUa eATeslbHOCTU, Pa3paboTKM U OCyLLeCTBIEHUA Mep Mo Hanbosee NOAHOMY YAOBAETBOPEHUIO
TpeboBaHMI W OXMAAHWN noTpebuteneil. MOHUTOPUHI MPOBOASAT HAa OCHOBE aHa/iM3a MNOAYYEHHOWM
MHPOPMALMM O KauecTBe 06CNYKUBAHUA U AeATENbHOCTU OPraHM3aLmn B LLeSIoM.

8.2. O6BLEKTOM MOHUTOPUHTA ABAAETCA YA0BNETBOPEHHOCTb NOTPebUTENEN CAeayOWMMN CTOPOHAMM
[eATeNbHOCTN OpraHM3aunmn:

- KayecTBo 0b6CyKMBAHUA NoTpebuTenei;

- UHPopMMpoBaHMe o6 ycnyrax;

- MPOXOXKAEHMe 3aMpoCcoB, 4OTOBOPA WU/ 3aKa3a, BKAOYAs USMEHEHMUA K HUM;

- obpaTHas cBA3b C NOTPEOUTENAMM, BKAOUYAA NPETEH3UN;

- penyTauma opraHM3aumm.

8.3. VHdopmaumio AN OCYLLECTBJAEHUMA MOHUTOPWUHIA YAOBAETBOPEHHOCTM noTpebuteneit B
3aBUCMMOCTM OT MCTOYHUKOB NOAPA3AENAIOT HA BHELLHIOI M BHYTPEHHIOH0.

8.4. MokasaTenn, Ucnosibyemble 419 MOHUTOPUHIA YAOBNETBOPEHHOCTM NnoTpebuTenell Ha ocHoBe
BHYTPEHHEN MAPKETUHroBoM MHPOpMaUUM, NoaNexKaT aHanu3y u, Npu HeobxoaMMOCTH, aKTyanmsaumm um
YTBEPXKAEHWNIO. BHYTpEeHHAR MapKeTuHrosasa nHpopmauma GopmMmmnpyeTcs B pesysbTaTe 4OFOBOPHOM U BCei
NPOM3BOACTBEHHO-XO3ANCTBEHHOM AEATE/IbHOCTM OpraHu3auMu. B 4acTHOCTU, MOryT ObITb y4YTEHbl Takue
noKasaTe/In, KaK POCT 4yucna noTpedbutenei, NpPoOAOIKUTENBHOCTb B3aMMOLEMNCTBMA C HUMM, YUCIO
MPONIOHIMPOBAHHBIX M PACTOPrHYTHIX AOrOBOPOB, YMC/O MPETEH3UN, MONAYYEHHbIX OT KOHTPAreHToB npu
peanv3aumm LoroBopos.

8.5. [1nAa MOHWTOPUHra YyA0BNETBOPEHHOCTU MOTPebuTenell Ha OCHOBE BHELWHENW MapKETUHIOBOM
MHPOPMALIMM UCNONB3YIOT CeayloLLMe MeTOAbI:

- NpoBeAEeHNe ONPOCOB: AHKETUPOBAHME N MHTEPBLIOUPOBAHUE;

- aHa/IM3 NpeTeH3unit u obpaLLeHni;

- aHa/N3 BHYTPEHHMUX MOKa3aTesnel paboTbl opraHM3auumn (Hanpumep, YNCNO0 U NPOJOIKUTENBHOCTb
nepepbIBOB B NOAAYeE 3/EKTPUYECKOM U TEMNOBOM SHEPTUM).

AHKeTbl A1 W3y4YeHUA YAOBNETBOPEHHOCTU MoTpebutene paspabaTtbiBatOTCA CrneunanmcTamm
OpraHvM3aumMm Ha OCHOBEe MpefBapuUTebHO COCTAB/IEHHbIX BOMPOCHMKOB C Y4Y4EeTOM MOTpPebHOCTUM B
nccnefoBaHNM KOHKPETHbIX NOKasaTeneun.

Pe3ynbTaTbl MHTEPBbLIO AOJIKHbI ObITb 3aMKCMPOBAHbI B MUCbMEHHOM BUAE, NPOAHAM3UPOBAHbI U
npeacTasaeHbl 4nA 0606LWeHnA.

8.6. B 0bLem cnyyae oueHKa ya0BNEeTBOPEHHOCTM NOTPebuTenen MoxKeT bbiTb NpoBeaeHa Ha OCHOBE:

- CpaBHEHMA NOKa3aTesiei C aHaIorMYHbIMM NOKA3aTeNAMM APYIUX OpraHU3aLNii;

- CpaBHEHMA NOKasaTesieit Mo pasMyYHbIM BUAAM YCAYT, MPOLEeccam, CerMeHTaM PbIHKa;

- onpeaeneHns TeHAEeHUMN B AMHAMMKE NoKa3aTenen.

8.7. MOHUTOPUHI yOOBNETBOPEHHOCTU MNOTpebuTeneil Ha OCHOBE AaHHbIX, MOJIYYEHHbIX B Xo4e
npoBeAeHMa onpocos, GOKYC-rpynn 1 Ap., NOANEXKUT CUCTEMATUYECKOMY KOHTPOJIIO U aHaNMn3y.

8.8. HakannuBaemas uHdopmauma o6 y[OBNETBOPEHHOCTM noTpebutenei p[omKHa ObiTb
CUCTEMATM3INPOBAHA MO CNEAYHOLWMM HanpaBAeHUAM:

- onpeaeneHHbIM BpeMeEHHbIM Nepuogam (nonyrogue, rog);

- 06BEeKTaM MOHUTOPMHIA YA0BNETBOPEHHOCTUN NOTpebuTene;



- rpynnam notpebutenei n oTaeNbHbIM NOTPebUTENAM.

8.9. Pe3ynbTaTbl MOHUTOPMHIA PAacCMaTPMBAOT NPW NPOBEAEHUN aHaN3a CO CTOPOHbI PYKOBOACTBA
OpraHuM3auMm He pe)ke OAHOro pasa B rof, ANA onpefeneHua HeobXOAMMbBIX KOPPEKTUPYHOLMX WU
npeaynpeXaatoWwmx A4eicTBui.

MpunoxerHue A
(cnpaBoyHoe)

CUCTEMA ABTOMH®OPMWPOBAHWNA

A.1. Cuctema aBTOMHGOPMUPOBaAHUA NoTpebuTenen npegHasHayeHa ANA AOBeAEHUA 40 HUX TUNOBOW
nHdopmauum.

A.2. ABTonHbOPMaTOP UCNONb3YETCA:

- npu nHGopMUpoBaHUM NoTpebuTenein 06 N3IMEHEHUAX B LLEHOBOW MNOJIUTUKE, USMEHEHUW NepeYHs
npenocTaBnsemblxX yCnyr;

- NpY YBEAOMNEHWUN O HeynaaTe 3a NPeA0CTaB/IeHHbIE YCAYTM C aapecHbIM COObLLEHNEM CYMMbl ONTa;

- PV HANOMWHAHUKN O HEOBXOAMMOCTU NPOBEAEHUA MEPONPUATUI;

- Npu NpeaynpeXxaeHnn o NPUOCTaHOB/IEHUWN YCAYTY 33 HeYyNAaTy U T.4,

A.3. TpeboBaHMe K cuctemam aBTOMHPOPMUPOBAHUA:

- BO3MOHOCTb XpPaHeHMA pe3y1bTaTOB ONOBELLEHWS;

- BO3MOHOCTb XpaHEeHUA CLLeHapMeB ONOBELLEHUS;

- BO3MOXHOCTb XpaHEHMA CMMCKOB OMNOBELLEHUs;

- OTYET N0 ONOBELLEHMIO;

- MOHUTOPUHT MpoLEecca OMOBELLEHUA B PEXUME PeasIbHOro BPEMEHMU;

- Ha3HayeHWe 3a1aHNA Ha onoBeLLeHMe C YKa3aHMEeM BPEMEHM Havyana U OKOHYaHUS;

- NepeKktoYeHme Ha onepaTopa (TosbKo ansa TenepoHHOro aBToMHGOPMUPOBAHKUSA).

A.4. ABTOMHPOPMMpPOBaHUE NOTPebUTeNelt NPoBoOAUTCA CAeAyOWMMMN cnocobamm:

- TenedoHHOe aBTOMHPOPMUPOBAHME;

- E-mail-aBTonHdopmunpoBaHue;

- SMS-aBTOMHPOPMMpPOBAHME.

A.5. Cuctema TenedoHHOro aBTOMHGOPMMPOBAHMA MO3BONAET NPOMUTPbIBATb 3BYKOBble ¢aisbl, a
TaKXe BOCMPOU3BOAUTb YMCNOBYHO WMHOOPMAUUIO, HaMpumep: O CTOMMOCTWM YCAyr, BpemeHu, aarte,
TenedoHHbIX Homepax W T.4A. [JaHHoe aBTOMHOOPMMpPOBaAHME MNPOBOAMTCA cpeau noTpebutenew,
3aK/IOUMBLLMX C KOMMNAHWEW AOrOBOP Ha NpefoCcTaBAEHWE YCAyr, Mo HOMepam TenedoHOB, YKa3aHHbIM B
gorosope.

A.6. E-mail-aBToMHPOpMMpPOBaHME NPOBOAMUTCA Cpean NoTpebutenemn, 3akA0UYMBLLMX C OpraHM3aLme
[OroBOp Ha NpeaocTaB/iieHMe yCayr, Mo agpecam 3/NeKTPOHHOM NoYTbl, AO06POBONBHO NPeAOCTaBAEHHbIM
notpebutensmu.

A.7. SMS-aBTOMHGOPMUPOBaAHME NPOBOAUTCA Cpean MoTpebutenen, 3aKNOUYMBLUMX C KOMMAHMEN
[,OroBOp Ha NpefocTaBAeHUE YCAYr, N0 HoMepam MobuNbHbIX TenedoHoB, L06POBObHO NPeOCTaBAEHHbIM
notpebutenamu.




