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YTBEPXOEH U BBEAEH B AENCTBME
Mpukasom PocTtexperynmpoBaHus
ot 23 uionsa 2009 r. N 258-ct

HALMOHATNbHbIW CTAHOAPT POCCUACKOWN ®EQEPALIUN
OBCNYXXWUBAHMUE NOTPEBUTENEN 3NIEKTPUYECKOWU U TENJTIOBOW SHEPTUMN
Consumer service of the electric and heat energy
FOCT P 53368-2009
pynna T54
OKC 03.080.30

[arta BBegeHuA
1 mona 2010 roga

Mpegucnosue

Llenn n npuvHumnbl ctaHgapTtusaumm B Poccunckon depepauun yctaHoBneHol degeparnbHbiM 3aKOHOM OT 27
Aekabps 2002 r. N 184-d3 "O TexHuyeckoM perynuposaHuun”, a npasuna NPUMEHEHWs HauMOHalbHbIX CTaHO4apTOB
Poccuiickon ®enepauuu - COCT P 1.0-2004 "CtaHgaptusaumsa B Poccunckon ®enepauumn. OCHOBHbIE NONOXEHUS".

CBefieHns o cTaHaapTe

1. PaspabotaH OTKpbITbIM akUMOHepHbIM 0bLlecTBomM "Bcepoccuickuin Hay4HO-UccrneqoBaTeNbCKUM UHCTUTYT
ceptucpukaumun” (OAO "BHUNC").

2. BHeceH YnpaBneHMeM TEXHUYECKOro perynupoBaHus W cTangaptudaumm PepgepanbHOro areHTcTBa Mo
TEXHUYECKOMY PErynvMpoBaHuio 1 METPOSIOTUN.

3. YTBepxaeH v BBeaeH B aevicteue lNpukazom ®enepanbHOro areHTCTBa N0 TEXHWYECKOMY PerynmpoBaHuio M
meTponoruun ot 23 uonga 2009 r. N 258-cT.

4. BeeaeH Bnepsble.

WMHdopmaumsa 06 U3MeHeHMsiX K HacToswemy cTaHgapTy nybnukyeTcss B eXerogHo  us3gaBaemMoMm
WHopmaLnoHHOM ykasaTene "HauuoHanbHble cTaHdapTbl", @ TeKCT W3MEHEeHWA W MONpaBOK - B EXeMEeCHYHO
nsgaBaemblx MHAOPMALMOHHBIX yKasaTensix "HaumoHanbHble ctaHgapThl”. B cniyyae nepecmoTtpa (3ameHbl) wnu
OTMEHbI HACTOSLLIEro CTaHAapTa COOTBETCTBYHOLLEE yBeAoMIeHMe BygeT onybrnvMKkoBaHO B €XEeMECHYHO M3gaBaeMoM
NHOPMaLMOHHOM yKa3aTene "HaumoHanbHble cTaHgapTbl". CooTBeTCTBYOWAA NHOPMALMS, yBEAOMMEHNE N TEKCTbI
pasmeLlLaTca Takke B MHPOPMaLMOHHON cucTeMe obLLero nonb3oBaHWsa - Ha oduumansHoM cante deaepanbHOro
areHTCTBa No TEXHUYECKOMY PerynupoBaHuIo U METPONorun B cetu NIHTepHeT.

1. O6nacTtb NpMMeHeHus

HacTtosawun ctaHgapT yctaHaenveaeT TpeboBaHMs K B3aMMOOENCTBUIO C NOTpebuTenamm npn okasaHuM ycnyr B
chepe 3NeKTpo- U TennocHabxeHus.

HacTosawmn ctaHgapT npegHa3HaveH anst NpUuMeHeHNst SHeprocObITOBbIMU 1 CETEBBLIMU OPraHM3auMsaMu, a Takke
opraHv3auMsaMu, 3aHUMalLWMMUCA TennocHabxeHnem notpebutenen.

HacTosawmn ctaHgapT pacnpoCTpaHAeTCs Ha B3avMOOTHOLLEHMS € notpebutenammn - usaMyeckuMu nuuamu;
IOPMANYECKUMW NMLAMU, B TOM YUCHE UCMONHUTENSAMN KOMMYHarbHbIX YCAYr U3 4Yucna TOBapULLECTB COBCTBEHHMKOB
XUMbS, XXUITULLHO-CTPOUTENbBHbIX, XXUITULLHBIX UMW UHbIX CNEeLMann3MpoBaHHbiX NOTPeObUTenbCKNX KoonepaTtuBoB InMbo
yrNpaBnsioWmX opraHusaunin; npeanpuHnMmatenamm 6e3 obpasoBaHus lopuamyeckoro nuua. Hacroawmn ctaHgapT He
ycTaHaBnuBaeT TpeboBaHUs K B3aUMOAENCTBUIO OpraHM3aumin 1 notpebutenein Ha ONTOBOM PbIHKE 3NIEKTPOSHEPTUM.

Mo nHuumaTBe opraHnsaumi n nx obbeauHeHN (accoumaLnuin) HaCTOALLMI CTaHAAPT MOXeT OblTb MCMOMb30BaH
Kak OCHOBa Ans NPUHATUSA KOOEKCOB OEMNOBON 3TUKW, COrMalleHnn U ApYrnx AOKYMEHTOB NO CaMOperynMpoBaHuioO B
061acTn aNeKTPo- 1 TENSO3HEPTrEeTUKN.
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2. HopmaTuBHble CChINKK

B HacTosiLem cTaHgapTe NCNonb30BaHbl HOPMATUBHBIE CChINIKM Ha criedytolime cTaHaapThl:

[OCT P CO 9000-2008. CucTeMbl MeHemxMeHTa kadyecTBa. OCHOBHbIE MONOXEHUS U CroBapb

[OCT 30335-95/OCT P 50646-94. Ycnyrn HaceneHuo. TepMuHbl U onpegeneHus.

MpumeyaHue. MMpu NONb3OBaHUM HACTOSLUM CTaHAApTOM LenecoobpasHOo NPOBEPUTb AENCTBUME CCbINOYHbIX
CTaHOapTOB B MHOPMALIMOHHONM cucTemMe 0OLLEero Nonb3oBaHus - Ha oduumnansHom cante degepanbHOro areHTcTea
Mo TEXHUYECKOMY PETYNMPOBAHUIO U METPONOTUN B CETU VIHTEPHET MIN NO EXXEro4HO n3gaBaeMoMy MHOPMaLMOHHOMY
ykasaTento "HaumoHanbHble cTaHAapTbl", KOTOPbLIA ONyOfMKOBaH MO COCTOSIHUIO Ha 1 siIHBaps TeKyllero roga, v no
COOTBETCTBYIOLLUM €XEMECHYHO M3gaBaemMbiM MHPOPMALMOHHBIM yKasaTenam, onybnvKoBaHHbIM B TEKyLLEM roay.
Ecnn ccbinoyHbin  ctaHgapTt 3amMeHeH (M3MEHEH), TO Mpu  MOSMb30BaHUM  HACTOAWMM  CTaHOapTOM  criegyet
PYKOBOACTBOBATLCH 3aMEHSAOLWNM (M3MEHEHHBIM) CTaHOAPTOM. Ecnu cebinoyHbIi cTaHaAapT OTMEHEH 6e3 3aMeHbl, TO
nonoxeHwe, B KOTOPOM JaHa CCbIfiKa Ha Hero, MPUMEHSIeTCS B YacTU, He 3aTparuBaroLLen Ty CCbISKY.

3. TepMuHbI, onpeaerneHnst U cokpalleHus

3.1. B HacTosllem cTaHaapTe npumMeHeHbl TepmuHbl no LOCT P MCO 9000 n COCT 30335, a Takke crnegyoLime
TEPMUHbI C COOTBETCTBYIOLLMMN ONpeaeneHNsIMU:

3.1.1. ABTOMHdOPMATOP: TEXHNYECKAs CUCTEMA aBTOMATUYECKOro onoBeLleHnss 6onbloro yncna aboHeHTOB B
uensax 4oBedeHus 40 HUX TUMOBOW MHAopMaLnK.

3.1.2. AODMUHUMCTpaTOp: COTPYAHMK, OTBETCTBEHHbIA 3a Npuem noTpebutenei M KOHTPONb Xo4a BbIMOSTHEHUS
paboT B LieHTpax 04HOro obcnyxmBaHusi noTpebutenen.

3.1.3. lMpeTeH3ua [xanoba]: HanpaBneHHoe noTpebuteneM B agpec opraHWsauun WMnM OOSMKHOCTHOrO nuvua
opraHusaumMm MNUCbMEHHOE WNW YCTHOE 3asiBfieHNe O HapyleHUuW npaB WM OXPaHSEMbIX 3aKOHOM WHTEpPECcOoB
noTpebutens, o NpeoCTaBneHUN YCNyr HeHaanexallero kKa4ecTBa U COOTBETCTBYHOLLEM YMEHbLUEHUN €€ CTOMMOCTU
nT.m.

3.1.4. 3aoyHoe o6cnyxuBaHue: obcnyxuBaHue noTpedbutenern OGE3NMYHOro KOHTaKTa C  COTPYOHWKaMU
opraHu3auum, B TOM 41chne no tenedoHy, noyte unm vyepes NHTepHer.

3.1.5. WHTepaktnBHOEe o06CnyxuMBaHMe: 3aovyHoe oOOcnyxvBaHue noTpebutenen C WCNONbL3OBaHMEM CeTU
NHTepHerT.

3.1.6. VIHTepHeT-NnpuemMHas: nHTepakTUBHasi NpueMHas Ansi notpebutenen Ha Beb-cante.

MpumevaHune. VIHTEpHET-NpUeMHas MOXeT ObiTb co3gaHa B cdopme WMHTepHeT-nopTana, T.e. COBOKYMHOCTU
BeO-CTpaHuy C NOBTOPSAILLMMCS AM3aNHOM, OObEeAMHEHHbIX MO CMbICAY, HABUTALUOHHO U (PM3NYECKN HaXoOsALWMXCS Ha
ofHoM Beb-cepBepe.

3.1.7. KOHTaKT-LEeHTp: COBOKYNHOCTb 060pyAoBaHus, NporpammMHOro obecneyeHus, paboTHUKOB, MpoLeccoB AN
obecneueHuns obcnyxmnBaHmsa notpeduTenen no TenedoHy.

3.1.8. ObpalueHure: HanpaBreHHoe NnoTpebuTenem B agpec opraHnsauum Unm AOMMKHOCTHOrO nvua opraHusauum
NMMCbMEHHOE UMM YCTHOE 3asBleHue.

MpumeyaHune. ObGpalleHe MOXET ObiTb 3anNpOCOM O NPeAOCTaBNEHNN MHAOPMaLMK U T.1.

3.1.9. O4yHoe obcnyxuBaHue: obcnyxmBaHne noTpebutenen NOCPEACTBOM fIMYHOTO KOHTAKTa C COTPYAHWKaMu
opraHusaumu.

3.1.10. MoTpebutens: hnsmdeckoe Nnu LPUONYECKOE NULO, OCYLLECTBISIOWEE MOMb30BAHNE 3MEKTPUYECKON ©
(vnn) TennoBoW SHepruen (MOLLHOCTbIO) MPWU  3aKYEHUM C OpraHusaumen AoroBopa 3HeprocHabXeHuss wu/unu
[orosopa TensiocHabXeHus.

Mpumevanwue. MNoTpebutenn moryT BbiTb NOApasgeneHbl Ha TpPW rpynnbl:

1-a rpynna - rpaxgaHe-noTpebutenn n npupaBHEHHbIE K HUM B COOTBETCTBMM C HOPMATMBHbLIMW MPaBOBbIMU
akTamu B 06nacTu rocyfapcTBEHHOro perynupoBaHus Tapudos rpynnel (KaTteropun) notpedbutener, npuobpeTatoime
3NEKTPUYECKYIO UMW TEMNSOBYIO SHEPTUIO NS JINYHBIX, CEMEWHbIX, JOMALUHUX U MHBIX HYXKA, MO OCBELLEHNIO, OTOMSIEHUIO
N ropsiiemMy BoOOCHaABXEHUIO, HE CBSI3@HHbIX C OCYLLIECTBIIEHMEM NPeanpPUHUMATENbCKON OEeATENBHOCTMY.

2-4 rpynna - opraHn3aumm - UICMOSTHUTENN KOMMYHanbHbIX YCNyr, NpuobpeTaroLmne afeKTpUYEeCcKyo Unn TENOBYHO
3HEpruo Ang npegocTaBNeHNs KOMMYHasbHbIX YCIyT.

3-4 rpynna - topuanyeckue nuua v npegnpuHumaTenu, npuodpeTaroLme aneKkTPUYECKyo U TEMNMNOBYK 3HEPIruto
AN COOCTBEHHbIX HYX[,.

3.1.11. LeHTp o4yHoro obcnyxmBaHusi (noTpebutenen). LUEHTp, NpegHas3Ha4veHHbld Ansg npuema obpalleHun
notpebutenen no Bonpocam 3HepronoTpebrneHns, TEXHOMOrMYECKoro NPUCOEAMHEHWS, Mepedayn 1 pacnpegeneHvs
ANEKTPO3HEePrun, OCYLLECTBMEHUA KOMMYHAmbHbIX MraTexen, Cco3gaHus KOM(OPTHOM, SProHOMUYHOW CcpeAbl
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B3aUMOENCTBUSA, NOBbILLEHNS 3(EKTUBHOCTM 0OCTYKMBAHUS.

3.1.12. Mail-po6oT: nporpamma o6paboTkM BXOASLLEN 3NEKTPOHHON KOPPECNOHAEHLMMN.

3.1.13. Short message service; SMS: TekcToBble COOOLLEHUS, NCMOSIb3YEMbIE B OCHOBHOM AN KOMMYHUKaUMU U
obmeHa nHdopmaumnen, pacnpoCTpaHALWMECS NOCPEACTBOM MOOUNbHOM TernedoHnn n Yyepes NHTepHeT.

3.2. B HacTosWEM cTaHaapTe NPUMEHEHbI CneayroLne CoKpalleHns:

3.2.1. TCX - ToBapu1LecTBO COBCTBEHHUKOB XUNMbS;

3.2.2. )KCK - XUnNULLHO-CTpOUTENbHBIN KOOMNepaTus;

3.2.3. KIK - kapMaHHbI/ NepCOHaNbHbIN KOMMbIOTEP.

4. Llenu n 3agaun

Llenamu HacTosLero cTaHgapTa siIBRSOTCA YCTaHOBNEHNE HOPM U NpaBui B3aUMOLENCTBUSA C NoTpebuTtensamu,
eOuHbIX TpeboBaHM K KadecTBy OOCNyXMBaHWS, ONTUMM3AUMS M opmManusaums npoueayp B3aMMOLENCTBUS
IOPUAMYECKOrO NnLa, cHabXxatoLLero NnoTpedunTens anekTpU4ecKon U/unu TENMOBOM SHEPINEN, @ TaKKe OKa3biBalOLLErO
yCnyru no nepegave sHeprum n TEXHOONMYECKOMY NPUCOEAMHEHMIO K CETAM, 1 NoTpebuTens.

CtaHpgapT ycTaHaBnvBaeT TpebOoBaHMS K NpoLieccam:

- B3aMMOZENCTBMSA C NOTPeOUTENSMN yCryr 3HEPro- u TeNNoCcHabXeHNs1 No Nnepedaye AneKkTPUYECKon SHeprum, nNo
TEXHOMNOrMYeckomy NpUcoeMHEHNo K pacnpeaenurernbHbIM CeTAM NpU 3aKNiOYEHUN U BeAEHUM Or0BOPOB;

- pearnpoBaHnNs Ha NPeTeH3nK 1 obpallieHust, obecneyveHus "obpaTHon cBA3N";

- OLUEHKM CTEMEeHW YAOBNETBOPEHHOCTM KayeCTBOM YCIyr 3MeKTpo- U TennocHabXeHWss W KayeCTBOM
obcnyxmMBaHus.

5. TpeboBaHusa k npoLieccaMm B3anMoLeNCTBUSA C NoTpeduTenamm

5.1. TpeboBaHusa NoTpebuTenen k nepegadve IMNeKTPOIHEPrUM, K 0OOPYLOBaHUIO TOYKM MOCTaBKM npubdopamu
y4yeTa, K MOCTaBKe 3NIEKTPUYECKON 1 TEMITOBOW SHEPIMM JOIIKHBI ObITb OTPaXeHbI B JOrOBOPaXx.

5.2. Mopsagok nNoaroToBKM M MOAMUCAHMS OOTOBOPOB C MOTPEOUTENSIMU 3MEKTPUYECKON U TEMNOBOW 3HEpPrum
[OIDKEH ObITb YCTAHOBIIEH B OpraHu3aummn OTAENbHON MHCTPYKLUMEN, BKITHOYaOLWEN B cebs:

- NepeYeHb BUAOB 3aKk/tovaeMbix 4OroBOPOB (MOCTaBKW, YCNYrn U Ap.);

- NpumepHble hopmbl (06pa3sLbl 4OroBOPOB);

- yKasaHus nuu: OTBETCTBEHHbIX 3a MOArOTOBKY [OrOBOPOB, OTBETCTBEHHbIX 3a COrflacoOBaHWE [OMOBOPOB U
nocregoBaTeNbHOCTbL COrNacoBaHNS, NOANUCHIBAKOLWMX A0rOBOPbI;

- NOPSIAOK BHECEHWSI UBMEHEHUI B LOrOBOPbI;

- CPOKM MOArOTOBKM M NOANNCAHUA AOrOBOPOB;

- NOPSOOK XPaHEHUS1 OrOBOPOB;

- NOPSIOOK KOHTPONS BbINOMHEHWUSI [OTOBOPOB.

5.3. MNpu nogroToBKke AOroBOpa opraHM3aLms OMMKHa onpeaennTb:

- TpeboBaHus, yCTaHOBMEHHbIE NOTPebuTEenaMK, BKNtoyass TpeboBaHMA K MOCTaBKE 3MEKTPUYECKON WM TennoBown
3HEprnm 1 AesTenbHOCTU MOCre NOCTaBKu;

- TpeboBaHusA, He onpeneneHHble noTpedutenem, HO HeobXxoAuMMble ONsi KOHKPETHOro M npeanonaraemoro
NCMONb30BaHus;

- 3aKOHOAaTesNbHble U Apyrue obsizaTernbHble TpeboBaHUS, OTHOCSLLMECS K NOCTaBKE 3NEKTPUYECKON U TEMIOBOW
3HEepruu;

- ntobble JOMONMHUTENbHBbIE TPEOOBaHNS, B TOM YMCe NPEAYCMOTPEHHbBIE HACTOSALLMM CTaHOAPTOM.

5.4. OpraHnsaums gOMmKHa aHanM3npoBaTb TPeOOBaHNSA, OTHOCSLLUMECSH K MOCTaBKE SSIEKTPUYECKOM U TEMSIOBON
3Heprmn. OTOT aHanuM3 [JOoImkeH ObiTb NpoBedeH [0 MNPUHATUSA  OpraHusaumen obs3aTenbCTBa  MOCTaBMSATb
3NEKTPUYECKYIO U TEMMOBYIO 3HEPIUIO NOTpebuTento.

5.5. OpraHusaumsi JormkHa onpefensatb U NpuHUMaTb 3EKTUBHbIE Mepbl MO MOAAEPXKAHUIO CBSA3M C
noTpedbutensMu, kacaroLumnecs:

- MHopmMaumm o6 okasblBaeMbIX ycryrax;

- 3aKMOYeHNs 1 BegeHUs AOroBOPOB, B TOM YMCIIE MOMPaBOK K HAM;

- pearnpoBaHns Ha NpeTeH3nmn n obpalleHus, obecneveHus "obpaTHon cBasn".

5.6. [Ina onpepeneHnss HeOOGXOAMMBIX CPEACTB ynpaBneHust NPoLeccoM B3auMMOAEWCTBMSA C noTpebutensmu
opraHusauus [JofkHa paspaboTaTb COOTBETCTBYHOLLME [AOKYMEHTMPOBaHHbIE Mpoueaypbl, B TOM  4ucne
OOKYMEHTUPOBaHHbIE MpoLeaypbl OKaszaHUs YCnyr, pearMpoBaHUS Ha MPeTeH3nn KU obpalleHusl, [OIDKHOCTHbIE U
paboune MHCTPYKLUMU COTPYOHMKOB, 0BCNyXMBaLOLLNX NOTpeduTenen.

5.7. TocnepoBaTenbHOCTb, COAEpXXaHWe 3TanoB B3aMMOAEWCTBUSI C MNOTPEOUTENSAMU YCNyr SfeKkTpo- U
TennocHabxeHusa n TpeboBaHusA kK HUM NpuBeaeHbl B Tabnuue 1.
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Tabnuua 1

ConmepxaHue sTamna TpeboBaHMa k sTany

[IpreM 3a4BJIeHMA Ha 3akKJIOUeHMe IOoTroBOopa
SHEPIOo— M TeIJIOCHADXeHMA

Ob6paleHre MNOTPeOUTENIS B LEHTP OUHOTO B TeueHuMe pabouero BPEMEeHU
obcayxmBaHMa (0DoCcoOJIeHHOe Nompasnelie-—
HVe, a®OHEeHTCKMM NYHKT M T.II.),

Ha BebO-calTe opraHuzauuM (MHTEpPaKTUBHOE
obciayxmBaHme) , IO mnoure, TeJedoHy

(3aouHoOe obcanyxuBaHMe) (TpeboBaHUSA
K O6CHy>KMBaHMIO Ha3BaHHBIX BUMIOB HpMBeHeHbI
B paszejie 6) B LeJyiax 3akJIoueHMsS IoToBOopa
3SHEepPIOo- U TelJloCcHabXeHMUS C NpenocTaBJe-—
H/EM BCeX HeOOXONOMMBIX INOKYMEHTOB

YBenmoMJIeHUEe MNOTPeduTesis O BOBMOXHOCTHU B TeueHMe Tpex OHEM, He cuuTad
3aKJIOUEHMS IOOTOBOPA DHEPTO— U TEIJIO-— OHSA IOJIyueHUs ofOpalleHusI
cHabxeHus JIuOO O HemoCTaolMxX IOOKYyMEeHTax,
HeOOXOOMMEIX IJIS BAaKJIOUEeHMS TaKOoT'o
morosopa

[IpemocTaBJIeHMe INOTPeOUTEeJI0 MNOAONMCaHHOTO| B Teuenue 15 mHeM, He cumTasd
OOTOBOPa SHEPIOCHAODXEHMA C NPUIIOXEHMAMM |OHS [NOJIydeHMs oOpalleHusd, IpU

K HeMy JuOO yBeIOMJIeHMHA OO ODOOCHOBAHHOM |IpPeloCTaBJIEHUM BCeX HeOOXOOMMBIX
oTKase OT 3aKJIoUeHMS IOoIoBopa OOKYMEHTOB IJiS BaKJIUEeHUS

C IpMBeIEeHMEM IIPUUMH OTKasz3a morosopa

[IpemocTaBJIeHMe INOTPeOUTEeJI0 MNOAONMCAaHHOTO| B TeueHue 15 mHeM, He cumTasd

OOTOBOPpa TENJIOCHADXEHMS C IPMIIOXESHMAMU OHA TOoJIydeHusa obOpalleHusd, IpHU

K HeMy (C BHIOAUEM TeXHUUECKUX YCJIOBUM IpenoCTaBJIEHUM BCexX HeOOXOOMMBIX
IOOKJIOUEeHMS) JMOO yBeIOMJIEHUS OOKYMEHTOB IJif BaKJIOUeHUS

06 OOOCHOBAQHHOM OTKase OT 3BaKJINUYeHUSA OOoTOoBOpPa M OTCYTCTBUMU

OOTOBOpa C NpMBEeIEHMEM NIPUUMH OTKasz3a TEXHOJIOTUUYECKUX OTPaHUUESHUN.

B Teuenme 30 mHeM, He cumTasd
OHSA M[NOJIydeHusa oOpalleHus, OIpU
NpenoCTaBJIEHUNM BCeX HeOBOXOOUMBIX
OOKYMEHTOB IJIS 3aKJIIUeHUS
OOTOBOPa M BHIABJIEHUU
TEXHOJIOTUUYECKUX OTPaHUUEHUN

JOTOBOP BHEPIO— M TeIJIOCHAOXeHMSA C opraHM3alMel - MCIOJIHUTEeJIEM
KOMMYHAJIBHEIX YCJIyT' (2-g TpyIlla) 3BakKJloyaeTCs Ha CPOK He MEeHbUMM U

He OoJiplMM, YeM CPOK INeMCTBUA HOOT'OBOpa yNpaBJIeHMS MHOT'OKBAPTUPHBIMM IOMaMu
TaKOM opraHMs3aluuM C CODOCTBEHHMKaMM [IOMelleHMuM, a Zmoroeop ¢ TCX (XCK) -

Ha CPOK He MeHee Tpex JieT

BzamumonencTeMe C NOTpebuTesyieM B paMkax
OEeCTBYUETr0 OOTOBOPAa 3HEPITO- UM TelJIOCHAOXeHUA

YBemomyieHMe NOTPebuTesis O MNPOJIOHTALMM 3a @mBa Mecsdlla OO OKOHUAHMUS
IelCcTByoWero OOT0OBOpa SHEPTO- M TEeIJo- CpOKa IeMCTBUS HOTOBOpa
cHabxXxeHMs, OCYWECTBJsIEMOE B IMCBMEHHOM
BUIne, C IOOIIOJIHUMTEJIBHEIM YyBeIOMJIEHMEM
OOHMM M3 MNPEeNCTaBJIEHHEIX CIOCOOOB
NOCPEenCTBOM:

KoHcynbTaHTINIOC
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"FOCT P 53368-2009. O6cnyxuBaHve notpebuteneii
3MEKTPUYECKON U TEMOBOMN aHeprun"
(yTB. MNpukasom PoctexperynupoBaHus ot 23...

[okyMeHT npepoctasneH KoHncynbranTntoc
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- E-mail;

- SMS;

- TeJledOHHOWM CBA3U;

- GaKCUMMUJILHOM CBSA3U;
- TOYTOBOM CBSA3U

YBEeIOMJIEHME IIOTPeOUTEesS O MNPeNJIOXKEeHMSIX
110 BHECEHMI MBMEHEHMI B YCJIOBMS HOTOBOpPa
SHEPTOo- UM TENJOCHAOXEHMUs [0 MHULMATUBE
COBITOBOM OpTaHM3alMM C yKa3aHMEM IIPUUMH
BHECEHMS M3MEeHeHUs

3a OBa MecHdlla OO OKOHUAaHUSA

CpoKa IeMCTBMSA OOToBOpa -— IJid
DHEPTOCHAOXEeHUSA .

3a OoOMH MecCcHdl OO OKOHUAaHUA
CpokKa IeMCTBMS IOoroBOpa -— OJd
TenJoCHabXeHUs

YBeOOMJIEHME NOTPEOMUTEsIS O BOSMOXHOCTHU
M3MEHEHMSA YCJIOBMM HOOTOBOpa DHEPIO— U
TEenJIOCHaOXeHMsa IO MHMLMATUBE HOTpebu-—
TeJyig, a IPM HEeBO3MOXHOCTM M3MEHEeHMS
YCJIOBUM HOTOBOpa — yBeIOMJIeHMEe C OOOCHO-
BaHMEM OTKasa OT BHECEHMS M3IMEHEHUM
B HOOTOBOP C MNPMBEIOEHMEM IPUUMH OTKa3a

B TeueHMe cemMmu IOHEV, He CUMTAL
IHA IIOJIYyYeHUA IIMCBMEHHOI'O
obpaleHusa norpedbuTrensa C
060OCHOBAHMEM MBMEHEHUS YCJIOBUM
morosopa

[lpenocTapjleHMe MNOTPEeOUTENO MNOANMCaHHOTO
norosopa (MO0 OONOJIHUTEJIBHOTO coIJlalle-—
HMS K JOTOBOPY) C MBMEHEHHBIMM YyCJIOBMUIMU
OoTroBOpa IO MHMUMATHMBE HNOTPeOUTesd

B TeueHme 15 mHeM, He cuuTasd
OHSA NMCBMEHHOTO OOpalleHUs
norpedburesa C OODOCHOBAaHMEM
M3MEHEHMS YCJOBMM IOTOBOPa

OnepaTMBHOE pearupoBaHMe B LeJiax
YCTpaHeHUs NPUYMH, [NOBJIEKIMX I1epepLB
BecrnepeBOoMHOTO CHabXeHMs BJIeKTPOsHepIueln
norpedburessa 3-M TPYyNNH

OnpenendgeTcd YCJIOBUAMMU
moroeopa, a Takxe (elepalibHBEMU
3aKOHaMM M MHEIMM HOPMaTUBHEMU
IIPaBOBEIMM akKTaMy POCCUMCKOM
demepaumm

OnepaTMBHOE pearupoBaHMe B LeJiax
YCTpaHeHUs NPUYMH, [NOBJIEKIMX I1epepLB
BecrnepeBOoMHOTO CHabXeHMSs BJIeKTPOsHepIueln
norpedburensa 1-m u 2-¥ Tpynn

OnpenendgeTcd YCJIOBUAMMU
Ooroeopa, a Takxe (QenepalibHBIMU
3aKOHaMM M MHBMM HOPMaTMBHBIMU
NpPaBOBEMM aKTaMM POCCHUMCKOM
Pepmepaumn. Ilo Mepe NOCTYIJIEHUA
YCTHOM MM NUCBMEHHOM
3apPEeTrUCTPUPOBAHHON MHOOPpMALUM
OT HEAaHOHMMHOI'O MCTOYHMKA:

- B TedeHMe 2 U [IPpM HaJIuMuuu
IOBYX HE3aBUCHUMEIX B3aMMOpPEe3epBU-—
pPyoIMX MCTOYHMKOB NMTaHUA;

- B TedeHMe 24 U IpM HaIMUUMU
OIOHOI'O MCTOUHMKA IIMTaHM4A

OnepaTMBHOE pearuMpoBaHMEe B LeJax
YCTpaHeHUs NPUYMH, [NOBJIEKIMX [IePEepPLHB
Becnepe®ONMHOTO CHaOXeHMS TEIJIOBOM
DHepIHuey norpeburess

[Io Mepe MNOCTYINJIEHMUS YCTHOM WM
NMCBMEHHOM 3aperuCTPUPOBAaHHOM
nHdoOpMaLMM OT HEaHOHMMHOTO
MCTOYHMKA

OnepaTMBHOE pearmMpoBaHME C BHES3IOM
ONEPaTUBHOTO MepcCoHajla K INOTpebuTeso
IPpY CTUXUMMHEX OENCTBUSAX M UpPEe3BLUAMHBIX
CUTyaUMsax, BO3HMKIMX Ha I'PaHUIIE
SKCIJTyaTaUMOHHOY OTBETCTBEHHOCTHU
DJIEKTPO— UM TEIJIOBOM CceTeM B LeJifax
JoKalMs3aluumM U yCTPaHeHUS aBapumn

OnpenendeTcd YCJIOBUAMMU
Ooroeopa, a Takxe (QenepajibHBIMM
3aKOHaMM M MHBMM HOPMAaTMBHBIMU
IIPaBOBEIMM aKTaMy POCCUMCKOM
denmepaunm
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COOOWEHMAMM O IMJIAHOBBIX OTKJIOUEHMAX
CHabOXeHMs DBJIEKTPO— M TEIJIOBOM BHEepPITUEeNn
OCylWeCTBJISeTCsa, Kak MUHMMYM, OINHUM U3
YKas3aHHEIX MeTOOOB JMOO Mx KoMOMHaLMel,
BKJIOUAS [IMCbMEHHOE yBeIOMJIEHMUE:

- CpencTBaMM MacCCOBOM MHOOpMaLMM;

— OINEepPaTMBHO-IOUCIIETUEPCKOM CJIyX0OoM
IIOCPEeNCTBOM:

TeJleDOHHOM CBSA3U;

baxCUMUIILHOM CBA3U;

packieyky MHQOPMALMOHHEIX OOBABIICHUN;

IIOUTOBOM CBSA3BU

YBenoMJIeHMe NnoTpedburesnsa MHOOPpMaLMOHHBEIMMU

3a oIOMH MecHdAl, OO Haudaja
PEMOHTHEIX paboT.
VHbOPMAaLMOHHOE COOOIEeHME OOJIKHO
conmepXaTh :

- HaVMeHOBaHMe OpIlaHMu3aluu;

- BuIsl paboT, KOTOPEE OynoyT
[IPOBEIEHEl;

- IPMUMHY HOpOoBeIeHMsa padoT;

- DaTy "M BpeMA IIPOBEIOEHUMA
paboT;

- CpoOkM NnpoBeleHuda paboT;

— IOOJIXHOCTb, QaMuMiIMio, KUMS
M OTYECTBO JIMlla, OTBETCTBEHHOIO
3a HnpoepeneHue paboT;

- HOMep KOHTAKTHOTO TejedoHa

[lpoBeneHME M3MEePeHUM 10 ONpelesIeHUI0
rnokaszaTeJsiell KadeCTBa 3JIeKTPUUeCKOM
M TEMNJIOBOM BHEPTUM C OPOPMIIEHMEM akKTa

B TeueHMe OBYX IOHEM C MOMEHTa
TpeOoBaHUA NOTpeduTesid

OcylmecTBJIEHKE KOHTPOJIA C IIOMOUBI

CpelCTB ydueTa PpeXMMOB QHeKTpOHOTPQGHeHVIH

He pexe onHOTO pasa B Ion

[IooroToBKa M NPedOCTaBJIEHUE
noTpedbuTresiaM IJaTeXHEX IOKYMEHTOB

Ha OIJjlaTy NOTPpebJIeHHOM 3JIeKTPUUEeCKON
Y TENJIOBOM BHEePIUU

He nospmHee mATOTO dYMcJa Mecsala,
CcJlenypolero 3a MCTEeKUMM pacyeTHBEM
MecHdleM, E€CHIM MHOE He OTOBOPEHO
YCJIOBUAMM IoToBOpa, (elepalibHBEMU
3aKOHaMM UM MHEIMM HOPMAaTUBHEMU
IIPaBOBEIMM akTaMy POCCUMCKOM
denmepaunm

[lpoBEemeHrEe CBEPKM PacueToB C
obopMIIeHMEM KOPPEKTUPYIETo cueTa

OnuH pas3 B I'0n, €CJIM MHOEe

He OT'OBOPEHO YCJIOBMAMM IOTOBOpAa,
benepalslbHEIMM BaKOHAMM M MHBIMU
HOPMAaTMBHEMM [IPaBOBLMM akKTaMu
Poccurickon demepalun.
MakcCyMaJIbHBI CPOK IJIS IOOT'OTOBKM
OOKYMEHTOB II10 pes3yJibTaTaM

CBEpKM - TPpU OHS

Brlmaua TeXHMUEeCKUX ch'IOBMﬁI Ha MOHTax

SKCIJTYyaTaUMOHHOY OTBETCTBEHHOCTU
no obpalleHMo noTpedbuTernsa

MJiM OeEMOHTax HpM@OpOB ydeTa Ha TI'PaHMLIax

B Teuenme 10 mHew, He cuuTasd
OHA perucTpaluuy OMCBbMEHHOTO
obpalleHnsa OT noTpedburernda

[IpoBeneHMe PEeMOHTA (3aMeHEH) OpUOOPOB
ydeTa Ha IpaHullax 5SKCIJIyaTaluMOHHOM
OTBETCTBEHHOCTH,
SHEPTrO- M TeNJocHabXapumey opraHM3auum
IPY BHABJIEHUM MX HEMCIPaBHOCTU

HaxomammMxcs Ha ©OajlaHce

B TeueHnme nATM paboumx IOHEN,
He cumMTad OHA perucrpauun
obpaleHua o6 OOHApPyXeHUM
HEMCIPaBHOCTU

I1I0 JOT'OBOPY SHEepIo—

Opraumszauus paboTH C noTpebuTesieM 3-¥ TPYIIE B Cclydae
HEMCIIOJIHEHMA WJIM HeHalJleXalleI'O MCIIOJIHEHMA UM 004A3aTeJIbCTB
M TelJIOCHaOXeHMA

YBemoMiieHre HoTpedbuTesia O BO3MOXHOM
OTPaHMYEHMM CHaOXEeHMUS DIIEKTPUYECKOM
M TEeNJIOBOM BHEepIMeN NPpM HaJlMdumn
33aIOO0JDKEHHOCTM B OIlJIaTe 3JIeKTPUYUECKOM

YBeOoOMJIEHME [OJIXHO OBIThH BPYUYEHO
B IIMCBMEHHOM BMIOEe IIOL paCHT/ICKy
MM HaNpPaBJIEHO 3aKa3HBM NIMCHMOM
(c yBeIOMJIEHMEM O BPYUYEHUM)
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(TenyoBoOM) SHEPIMM 3a OOMH IIepMroz
njlaTexa, YCTAaHOBJIEHHEM HOOTOBOPOM,

B CJlydyae HeyIJIaTh 3amoJIXKeHHOCTU

0O MCTEeUYeHMs BTOPOTO Iepuona IjlaTexa

[IOTPebuUTeIo

YBenoMJieHMe norTpedturesia 00 OIpaHUYEeHUM
CHaOXeHMs BJIeKTPUUECKOM (TenJoBOi)
DHEPIHUEN Uepes CYyTKU

YBenoOMJIEHME HOOJIXHO OBITH BPYUYEHO
B NMCBMEHHOM BUIE IO PaCIUCKY
WUJIM HaIpaBJIEHO 3aKasHBIM IMCbMOM
(c yBemomJieHMEM O BPYyYEHUN)

C OOCTAaBKOM NOTPebUTENI0 3a CYTKU
0O OT'paHMUEeHUS CHaOXEeHUS DBJIeKT-—
PUYECKOM (TEeNJIOBOM) »2HepIuen

YBeIOMJIEHME NOTPEOMUTEsIS O BOSMOXHOM
npekpameHny CHabXeHus BJIeKTPpUUeCKON
(TensioBoOM) BHEPIMeM IO MCTEYEeHUM OATU
OHEeM NpM HeymnjaTe 3aIoJIKeHHOCTM I[IOCJIe
BBEeIOEeHUS OTPaHMUEeHMsS CHaOXeHMS

YBeOoOMJIEHME [OJIXHO OBITH BPYUYEHO
B IIMCBMEHHOM BMIOEe IIO0OL paCHMCKy
MM HANpPaBJIEHO 3aKa3HBM NIMCHMOM
(c yBeIOMJIEHMEM O BPYUYEHUM)

C IOCTAaBKOM NOTPeOMTeJio 3a MIAThb

BIIEKTPUUECKOM (TEeNnJIOBOM) BHepIueM IOHEeM IO BOBMOXHOTO OTKJIOUEHUS
CHaDOXeHMS DBIJIeKTPUUYeCKOMN
(TensioBoOM) BmHEepPIUeMn
OrpaHnueHKe, IIpeKkpalleHue B cooTBeTCTBUM C YCJIOBUSAMU
M BO30OHOBJIEHME CHaODXEHMUS DBJIEKTPUUECcKkoM |nyOaMUYHOI'O IOTOBOpa BHEPIO-—
(TenyoBoOM) BHepPIUEMN U TerJiocHabXeHus, a Takxe

benmepasibHEIMM BaKOHaMM M MHEIMM
HOPMaTVMBHEIMM IIPaBOBEIMM aAKTaMM
Poccuimickon denmepauum

Opraumsauusa paboTH C noTpebureseM 1-1 M 2-1 IpyHnn B Ciydae
HEMCIIOJIHEHM WJIM HeHalJleXaleTr'o MCIOJIHEHMS MM 00s3aTesIbCTB
10 OOTOBOPY S2HEPrO- M TEelJOCHAOXEeHMS

YBemoMJleHMe IIOTPpeduTesIss O BO3MOXHOM
OTPaHUYEHNUNM CHaOXeHMS BJIeKTPUUYeCKOM
(TemnyIoBOM) DSHEPTHMEM NPpM HaJWuuM
3aIO0JDKEHHOCTYM B OIlJlaTe 3JIEKTPUYECKOM
(TenyoBoOM) BHEPIMM, [IPEeBHUAKIEN
IecTb eXeMeCHUHBIX pa3MepoB I1JIaTH,

YBenoMJIeHMe HOOJIKHO OBITh BPYYEHO
B IMCbBMEHHOM BUIE IIO0I PaCIUCKY
WM HalpaBJIEHO 3aKa3HbBIM IMCHMOM
(c yBeIOMJIEHMEM O BPYUYEHUM)
IOTPebuUTesII0 3a OOMH MeCcHl OO
MOMEHTAa BO3MOXHOI'O OI'PaHMUEHMA

YCTAHOBJIEHHOM IOT'OBOPOM, a TakKxe n (MaM) HOpeKpalleHUsa CHaOXeHUSA
IIPY HEUCIIOJIHEHUM MHEIX 0083aTejIbCTB, BJIEKTPUUYECKOM (TelJIOBOM)
YCTAaHOBJIEHHEIX 3aKOHOIATeJIbCTBOM SHepTHUemn

Poccurickon demepaumy, U yYCJOBUM HOOTOBOpPAa
DHEPIO— UM TeIJIOCHADXeHMS

YBenoMJIeHMe NOoTpeduTresia 00 OTPaHUUYEHUMU
cHabOXeHUsa DJIeKTPUUECKOM (TellJIOBOM)
SHEePIMEN uepes3 Tpoe CYTOK

YBenoMJIeHMe HOOJIKHO OBITH BPYYEHO
B IMCbBMEHHOM BUIE I[I0I PaCIUCKY
WM HalpaBJIEHO 3aKa3HbBIM IMCBMOM
(c yBeIOMJIEHMEM O BPYUYEHUM)

C HOOCTaBKOM NOTPebMTEJI0 3a Tpoe
CYTOK IO OI'PaHMUEeHMS CHaOXeHUS

DIIEKTPUUECKOM (TenJIOBOM)
SHepTuemn
OrpaHuueHMre, BO30DOHOBJIEHME CHAaOXeHMA B cooreeTcTBMM C (QemepaibHBEMU
DIIEKTPUUECKOM (TEenJIoBOM) DBHepIuen 3aKOHaAMM M MHBIMM HOPMAaTWBHBMU
NIPaBOBBIMM aKTaMM POCCUNCKOM
denepaunm
KoHcynbTaHTINIOC
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[okyMeHT npepoctasneH KoHncynbranTntoc
[aTta coxpaHeHus: 07.04.2016

CumMTHIBAHME IIOKARAHUM C

npudopoB ydueTa

ONIePaATUBHO-IOUCIETUEPCKYID CIIYX0y
IIOCPEICTBOM:

- TeJledOHHOWM CBA3U;

- GaKCUMMUIILHOM CBSA3U;

YBenoMJieHre NoTpedbuTesia MHOOPMAaLMOHHBEM
COoOOUeHMEeM O IJIaHMPYEMOM CUMTHEIBAHUU
nokasaHuy c NpuboOpOoB yueTa Ha I'paHUllax
3KCIJIyaTalMOHHOM OTBETCTBEHHOCTM Udepes

- packJerky MHOOPMALMOHHEIX OOBABJIEHUN

IIOKa3aHUM.
VHQOPMALMOHHOE
comepXaTh :

- BunOe paboT,
NPOBEIEHEl;
- maTty u
IOKasz3aHUM;

— IOJIXHOCTB,
¥ OTUeCTBO JIMLA,

Ba 10 mHeM OO OHS CUMTHBAHUSA

— HaMMEHOBAHME OpTraHmu3aluun;

BpeMAa CUMTBIBAHMA

- OPMEHTHUPOBOUHEI MHTEPBAaJ
CUMTHIBAHUS T[OKA3aHUM;
bammnmio,

3a nposeneHue paboT;
— HOMEp KOHTAKTHOI'O TejepoHa

coofbueHre IOOJIDKHO

KOTOpHE OynoyT

IMA
OTBETCTBEHHOI'O

KOHTPOJIEPOM

CumMTHBaHME [OKa3aHMUM C OpuOOPOB ydueTa
npencraBuTesieM COBTOBOM OPITaHMB3aALUUM —

OmuH pas B Ion,

nororopa.
1. IpencTaBUThb
bammnmio,
- beunmx (doTo,
opraHm3aluunu,
IOOJIKHOCTE ) .

LIeJIOCTHOCTb .

yueTa.

ydeTa:
norpebuTrens;
- HOMep, Tui,
MEeCTO YyCTaHOBKU
- maTy, BpeMs;
— KOHTPOJIbHEIE

— IIprvMedYaHNVe.

COCTaBUTL aKT O
AKT IJOJIXeH OHTb
1 noTrpeburensd.

6as’y IaHHBIX

paboumx gpHert ¢ 11:00 mo 22:00,
€CJI MHOEe HEe OTOBOPEHO YCJIOBUSAMU

KoHTpoJiep IOJIXeH :

- YyIOOCTOBEpeHMe
HOBAHME OpTaHMU3alNnM,
IOOJIXHOCTE,

MHMIMAaJIkeI,

2. llpoBeCTr BMBYAJILHBEI OCMOTP
npubopoOB ydeTa U IPOBEPUTb MX

3. CumTaThb NIokazaHMsa C npudopa

4. BHecTu mHOOpMALMIO B aKT O
CUMTEIBAHMM [OKa3aHMM C npudopa

— IIOJIHOE HaMMEHOBaHMe UM angpec

— BEIABJIEHHBEIE HAPYUEHUA;

5. Tlpu BHIABJIEHMM HapylUEeHUN
SKCIJIyaTauuyM NpubopoB ydeTa

IOTPeOJIEHUM TEIJIOBOM SHEPIUM.
IIOONMCAMM KOHTpPOJIepa

6. BHecTu mHOOpPMALMIO B OOILYIO

B TeUueHUue

M NIPenoCTaBUTH:
(bpoTo, HaAUME-—
VHULMAJIHL,

reyarThb) ;
HaMMeHOBaHMe
bammnumo,

PaspAOHOCTE,
npmbopa ydeTa;

IIOKa3aHMA,

6es’3yuyeTHOM

3aBepeH

c npubopa ydeTa Ijd NOLTOTOBKM
KOPPEKTHpyIero cuera,

CuMTHBaHME KOHTPOJIEPOM IIOKAa3aHMM

a Takxe [IpOoBepKa

OnuH pa3 B ron,

OT'OBOPEHO YCJIOBMAMM IOOI'OBOpPa

€CJIM MHOEe He

KoHcynbTaHTINIOC
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[okyMeHT npepoctasneH KoHncynbranTntoc
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pabouero QyHKUMOHMPOBAaHMUA Npubopa ydeTa,
Halu4dusa IJIOMO M OTCYTCTBMA CJIEeOOB
MaHUIIYJIALUUNA

[IpueM nokaszaHuy NpubopoB yueTa

[IpyeM OOoKa3aHMM JIOOBIMM yIOOHBIMMU

njsa norpedburenssa crnocobamm, B T.U.
IIOCPEeNCTBOM:

- lHTepHeTa;

- bakCUMMUIIBHOM CBHA3U;

- E-mail

B pabouee BpewmsAa

06 m3MeHeHUsax Tapudos,

VHOOPMMPOBaHME NOTPeOUTENIS O 3aOOJDKEHHOCTU

IO OmJjlaTe 3JIEKTPUYUECKOM M TEeIJIOBOM SHepIuHu,

a Takxe IpenoCTaBJIeHUE
MHOM MHOOpMaLUM B COOTBETCTBMM C YCJIOBMAMM HOTOBOpPa

VHpopMMPOBaHME [IOCPENCTBOM:
- E-mail;
- SMS;
- TeJlebOHHOWM CBSA3U;
- QaKCHMMMIIBHOM CBA3MU

KpomMe npasIHMUHEIX M BOCKPECHBIX
oHey, B pabouee BpewMd

VHpopMMPOBaHMeE NOTpeduTesia 10 BONpocaM
CHaDOXeHMS DJIEKTPUUECKOM UM TEeIJIOBOM DBHepIuen

VHbOPMMPOBAHME I[IOCPELCTBOM:
- TejedOHHOW CBA3MU;
- E-mail

B coorereTCTBUU C pPexrMoM paGOTbI

VHTepHeT-IIpMEMHAaA

KpyrmocyTouHO

(oBbocobiseHHoOe
abOHEHTCKMIM NYHKT UM T.I.)

eHTp OYUHOTO OOCJYyXMBaHUA
nojpasnesyieHue,

KpoMe npas3smHMUHEIX ¥ BOCKPECHEHX
oHel, B pabodee BpeMsa

5.8. MocnegoBaTenbHOCTb, COAepXaHWe 3TarnoB B3aUMOAEWCTBUS C MOTPeGUTensamu ycrnyr no nepegade
3M1EeKTPUYECKOii SHEPTMK 1 TpeboBaHUs K HAM NpVBeAEeHbI B Tabnuue 2.

ConmepxaHMe sTamna

TpeboBaHMA K 2Tany

HpmeM OGpaLL[eHMVI O BaKJIKUEHUNM »OOI'OBOPa Ha OKa3aHMre YyCJiyTD
10 Iiepenade SJTeKTpM‘-IeCKOﬁ SHepIrM M Ha OGOpyHOBaHVIe TOYKMU
IIOCTaBKM ant‘)opaMM ydyeTa

[lpuem oOpalleHUM B LEHTPEe OUHOTO
obcayxmBaHusa (oBocobJyieHHOE
nompasnesyieHre, aOOHEHTCKMUM IIYHKT)

B pabouee BpewmdA

[IpyeM ofOpalleHU) KOHTAKT-LIeHTPOM

B cooTBeTCTBUM C YyCTaHOBJIEHHBEIM
PeXrMOM pPaboOTH

[IpueMm oOpaleHul VHTepHeT-NPUEMHOMN

KpyrJiocyTO4HO

3akKJUeHre oTroBOpa Ha

OKa3aHue yciyr

Tabnuua 2

KoHcynbTaHTINIOC
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"FOCT P 53368-2009. O6cnyxuBaHve notpebuteneii
3MEKTPUYECKON U TEMOBOMN aHeprun"
(yTB. MNpukasom PoctexperynupoBaHus ot 23...

[okyMeHT npepoctasneH KoHncynbranTntoc
[aTta coxpaHeHus: 07.04.2016

o nepepade 3JIEKTPUYUECKON BSHEPIUM

PaccMoTpeHue ofOpameHus CIeurajiiCcToM
opTraHM3alunu

B TeueHMe OOHOT'O IOHSA

BO3BMOXHOCTM OKa3aHMAg yCJyI O Iepelade
DJIEKTPOSHEPI UM B paMKaxX 3asaBJIEHHOTO
norpebureseM ycijyr obwvemMa M O TOM, Ha
KaKMX YCJIOBMAX M B KaKOM OOBEMEe MOTyYT
OBITH OKasksaHa ycJyTa M 3BaKJIUeH IOOT'OBOP

YBeIOMJIEHME CIeluMaJMCTOM OpITaHM3alumn B TeueHMe Tpex OHEM, He cuuTad
norpedbuTresia O HeZOCTallMX IOKYyMeHTax OHS [OJIydeHUs OOpalleHMs
YBeOoOMJIEHME CIIelMaJIMCTOM OpTraHu3alun B Teuenme 10 nmHeM, He cuuTad
norpeburesna 00 OTCYTCTBUM TEXHUUECKOM OHA NOoJIydeHusa oOpalleHus

[lpegocTaBJIeHMe CIEeLMajIMCTOM OPpITaHM3aluu
noTpPedbuUTesn MOTUBMPOBAHHOTO OTKAas3a

OT 3aKJIOUEeHMs IOTOBOpa B NMCHBMEHHOM
bopmMe c npmBeneHMEeM NPUUMH TakKOI'O OTKasz3a

B TeueHme natu ,J:LHeIZ, He c4umTad
IOHA II0OJIy4YEeHUA O6paLLLeHMFI

[IpenocTaBJIeHME CNeLMaJMCTOM OopTaHM3aluuu
NOTPEeBUTEN0 MNOANMCAHHOTO IPOeKTa
OOTOBOpPa MJM IIPOTOKOJIa pa3HOIJlacumn
(B ciyuae, ecym norpebuTesieM IpPenCcTaBJIeH
IIPOEKT OOTOBOPA)

B TeueHme 15 mHeM, He cuuTasd
OHA MOJIydeHusa oOpalleHusd

ObopynoBaHME TOUKM IIOCTABKU NpuOOpaMmM ydeTa

PaccMmoTpeHMe ofpalleHMs CIeLMaIuCTOM
opTraHM3alun

B TeueHme omHOTO OHHA,
IOHA TIOJIYYEeHWUA O@an.LeHMFI

He Cc4umTad

lIpenocTaBjieHMe CIeLUMaJUCTOM OpTaHu3aluu
noTpedbuTeso IOKYMEHTa, COLepXallero
TexXH/UEeCKMEe YCJIOBMSA Ha OpoBeneHue paboT
o oBOPYyIOBAHMIO TOUKM IIOCTaBKM IpubopamMu
yueTa

B TmeuenHme 15 nHeM, He cuuTas
OHA NOJIydeHusa oOpalleHus

[IpenocTapjieHMe CIELMaJMCTOM OpTaHM3auumu
norpedbuTreso OODOCHOBAHHOI'O OTKasa B CBA3U
C TeXHMNUEeCKOM HEeBO3MOXHOCTBI YCTaHOBKU
HeOOXOIMUMEIX MNPUOOPOB ydeTa

B TeueHMe Tpex IOHEM, He CcuuTasa
OHA NOJIydeHusa oOpalleHus

BrinosiHeHMe paboT no oOOpPYyHOBAHMIO TOUKMU
IoCTaBKM HNpubopaMu ydueTa (OJI9 OUBUIECKUX
JIULL Y OPUIONYECKUX JIUL CpelHeIro/Majioro
Bus3Heca)

B Teuenme 10 mHEM C MOMEHTA
npenocTaBJIeHUsa IOOKYyMeHTa,
coIepxamero TexXHUUYECKUe YCIJIOBUS

BrinmosiHeHMe paboT no oOOPYyHOBAHMIO TOUKMU
IOCTaBKM HNpubopaMu yudeTa (OJS OCTaJIbHEIX
TPyNn HOTpebuTesen)

B Teuenme TpexX MecAleB C MOMEH-—
Ta IpegocTaBJIEHMA IOOKYMEHTAa,
comepxaumero TeXHUYEeCKMEe YCIJIIOBUA

CbeM KOHTPOJIbHBIX IoKasaHuMm HpM@OpOB ydyeTa

CbeM KOHTPOJIBHEIX [IOKa3aHUM NpubOopOB
yiyeTa OM3MYECKUX JIML NpelcTaBUTeJIeM

OmvH pas B TpM MecHAla,
B paboume mHM c 11:00 mo 22:00.

CeTeBOM KOMIAaHUM — KOHTPOJIEPOM KoHTpoJsiep OOJIXeH:
1. IIpencraeBuTb M NPEIOCTaBUTH
OOKYMEHTHL :
KoHcynbTaHTINIOC
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[ata

coxpaHeHnus: 07.04.2016

- ymoocTtoBepeHue (doTo, HamMe-
HOBaHMEe OpTraHM3aluM, WHMULMAJIE,
baMunus, IOOJIXKHOCTHL, IIedaTh) ;

- beumx (QoTO, HaAMMeHOBAHUE
opraHmM3auuy, MHMLMAJE, Gamminudg,
IOOJIKHOCTE ) .

2. llpoBeCTr BMBYAJILHBEI OCMOTP
npubopa ydeTa U IIPOBEPUTHL €TI0
LeJIOCTHOCTE .

3. CHATb MoKa3aHuAg.

4. BHecTu uHOOPMALMUIO B aKT
O CBhbeMe KOHTPOJIbHBIX IIOKasaHUM
nputopa yuera/KIK:

- MHMUMAaJH, QaMMUJIMI, alpec
norpedbuTensa;

- HOMep, TUIl, Pa3pPSaOHOCTL,
MECTO yCTaHOBKkM Npubopa yueTa;

- maTy, BpeMs;

— KOHTPOJIbHBEIE MNOKa3aHMUA;

— BHIABJIEHHBEIE HaApPyUEHMUS;

- HIpuMeudaHUe.

5. Ilpr BHABJIEHUM HAPYyUWEHUN
SKCIIyaTauuu npmubopa yueTa
COCTaBUTL akT O De3ydeTHOM
NOTPeBJICHUNM BJIEKTPOSHEPTUN
(3aBepsaeMBlt MNOAONMCAMM KOHTpPOJIEpa
¥ norpedbuTernd) .

6. BHecTu mHOOpMaLMIO B OOy
6asy IaHHBX

CbeM KOHTPOJIBHEIX [IOKa3aHUM NpuOOpOB
ydyeTa OPpUAOMYECKUX JIML NpelcTaBUTeJIeM
CeTeBOM KOMIAaHUM — KOHTPOJIEPOM

OmuH pas B MecdAl, B pabouee
BpeMs.

KoHTpoJsiep OOJIXeH:

1. IIpencTaBuUTh ¥ IPEeOOCTaBUTH
OOKYMEHTH :

- ymoocToBepeHue (doTo, HamMe-
HOBaHME OpTaHMU3alLuM, MHMLMAJIEL,
baMmMs, IOOJKHOCTHL, II€eYaTh) ;

- beumx (boTO, HaAMMeHOBAHUE
opraHmM3aluuy, MWHULMAJE, Gamminusa,
OOJDKHOCTE) .

2. IlpemocTaBuUTbL IJidg
O3HAKOMJIIEHMS COIPOBOIUTEJILHOE
NIMCbMO (MHMUMAJE, GaMuimsa,
OOJIDKHOCTH, TPYyINa 10 BJIEeKTPO-—
6e30IacHOCTH) , MOJYUUTH OOIYCK
K npubopy ydeTa (odopMiisgeMslit
B COIPOBOIOMTEJILHOM IIMUCHME) .

3. IlpoBeCTr BMBYAJILHBEI OCMOTP
npubopa ydeTa U IIPOBEPUTHL €TI0
11eJIOCTHOCTE .

4. CHATH IOKa3aHUA.

5. BHecTtu mHOoOpMaLMIO B aKT
O CBhbeMe KOHTPOJIbHBIX IIOKasaHUM
nputopa yuera/KIK:

— HaMMEHOBaHMe OPpUOMUECKOTO
auia, anpec;

- HOMep, TuIl, Pa3pPSaOHOCTLb,
MECTO yCTaHOBKkM Npubopa yueTa;

KoHcynbTaHTINIOC
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- matTy, BpeMs;

- KOHTPOJIbHBIE I[IOKa3aHUA;

— BEBIABJIEHHEBEIE HAPYUEHWUA;

- npuMedaHue;

- NOIONMCM NPenCcTaBUTENd
OPMAONYECKOTO JIiMla M KOHTPOJepa.
6. [lpM BEIABJIEHUM HAPYLEHUN
SKCIJTyaTauuy npmubopa ydera
COCTaBUTb akT O De3ydyeTHOM
NOTPeBJIEHUN 3BJIEKTPORHEPTUN
(3aBepsAeMEl NOINMCAMM KOHTpoOJepa
M NPpencTaBUTENsa OPUINIECKOTO
auia) .

7. BuHecTu mHOOPMALMIO B OOUYIO
Baszy IaHHBIX

CbeM KOHTPOJIbHBIX IoKasz3aHuM
aBTOMaTMBMpOBaHHOﬁI MH(i)OpMaLI,MOHHO—

MUBMEPUTEJIBHOM CUCTEMOM KOMMEPUEeCKOTI'O

yyeTa DBJIEKTPOSHEPTUMU

[Io mMepe HeOOXOOMMOCTMU

[lpyeM HnokazaHuy NPUOOPOB yueTa OT HOTpeduTesid

[lpyeM HnokKaszaHMM VHTEepHEeT-NIPMEMHOM - CKaHMPOBAaHHBIM
OOKYMEHT C IIOIANMCBI0 IOTPeOMTEJIS C IOCJIEIYIOUMM
npenocTabBJIEHMEM MOIJMHHOTO IOKYyMEHTAa

KpyrmocyTouHO

[lpreMm nokaszsaHuM N0 QaKCUMWMUIIBHOM CBA3M — IOOKYMEHT
C IHNOONMCBI MNOTPEOUTEsIA C NOCJeNyK MM IPpeOoCTaBJIeHUueM

IIOOJIMHHOIT'O IOOKYMEHTa

[IpyeM nokasaHMMi MO e-mail - CKAHUPOBAHHBEIM HOOKYMEHT
C MNOINMCHI0 NOTPpeduTesnd C IIOoCJenyllMM NpeloCTaBJIeHUEM

IIOOJIMHHOI'O IOKYMEHTa

[IpueM IOKakRaHMM B LEHTPEe OUHOI'O ODCIYyXMBaHMSI
(obocobrneHHOEe nompas3neyieHue, abOOHEHTCKMUM IIYHKT) -
OyMaxHBEIM HOCUTEJIb C OPUIMHAJILHOM I[ONNMCHI0 NOoTpedbuTernsa

B pabouee BpeMA

VHbOPMMPOBAHME IMOTPEeOUTEII O BalOoJIKEHHOCTM IO OIljlaTe yYCJyT
10 Iepelnaude BJIEKTPUUECKOV BHepI'uM, 00 MBMEeHEeHUAX Tapudos
Ha OaHHBEE YyCJyIlM, OpPeloCTaBJIeHMEe MHOM TUIOBOM MHOOPMALUM
(oxazaHMe IOaHHOM yCJyI'M IOOJDKHO OBITH IPONMCAHO B IOT'OBOPE)

ABTomHbOpMMpPOBaHMEe IOCpencTBoM E-mail

Kpome mnpasnHMUHEIX U

ABTOMHQOPMUPOBAHME OCpencTBoM SMS

BOCKPECHEIX IHEM

ABTOMHQOPMMPOBaHME IIOCPENCTBOM TejiepoHa

B pabouee BpewmA

YBenoOMJIeHME NOTPpedMUTesia O IJIAHOBBIX OTKJIIOUEHMSAX
BIIEKTPUYECKON SHEPIUMU

YBenoMJieHre OU3MUECKUX JIMII:

— OIEepPaTUBHO-IOMUCIIETUEPCKOM CJIYyXOOoM uepes
YHOPaBJIANIYD KOMIAHMI XMUIMIHOTO (QOHIA;
- 4Uepes CcpencTBa MAaCCOBOM MHOOpMaLUM;

- uepes aBTOMHbOOPMMpPOBaHUE

B TeueHMe Tpex IOHEM C IaTH
NPUHATUA PEHleHNUs

O INepepeBe, NPeKpaleHNN

Vit OTPaHMYEHUNM Ilepernadmn
BIIEKTPUYECKON BHEpPIUN,

HO He no3JHee ueM 3a 24 u

KoHcynbTaHTINIOC
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"FOCT P 53368-2009. O6cnyxuBaHve notpebuteneii

3MEKTPUYECKON U TEMOBOMN aHeprun" [okyMeHT npeaocTasneH Koncynbrantintoc
(yTB. MpwukasoM PocTexperynmposanus ot 23... Aata coxparennsa: 07.04.2016
YBeJZLOMJ'IeHMe OPpUIONYEeCKMX JIMI IIOCPpenCTBOM OO BBEeIOEHMA YKAa3aHHBIX MEP
(cnoco® yepenomJieHMs OOYCJIOBJIEH B IOT'OBOpE) :
- TeJePOHOT'PAMMH;
- bakca;

- aBTOMHOOPMMPOBAHMSA

VHpopMMPOBaHME NOTpedMTesia 10 BONpocaM OKa3aHUA
YCIIyT HO INepenade 3JIeKTPMYUECKOM BJHepIuMu

eHTp OYHOTO OOCHyXMBaHUA (0O60COOJIeHHOE B pabouee Bpewmd
nompasnejieHre, abOOHEHTCKMM IIYHKT)

KoHTakT-LEeHTpP B coorBeTCcTBUM
C YCTAHOBJIEHHBIM PEXVMOM
PaboTH
JVHTepHeT-IpreMHasd KpyrmocyTouHO

5.9. NocnepoBaTenbHOCTb, coaepxaHue atanos B3aNMOAENCTBUS C I'IOTpe6I/ITeJ'IFIMI/I ycnyr no TexHosnorn4eckomy
HpMCOGﬂMHeHMDI(paCHpeﬂeHMTeﬂbeMACeTﬂMI4Tpe6OBaHMH}(HMNIHpMBeﬂeHbIBTaGﬂMue3.

Tabnuuya 3
ConepxaHue sTana TpeboBaHMA K BHIIOJIHEHMIO BTala
[IpyeM 3asgBOK Ha TEXHOJIOTMUECKOEe NIPMCOeOMHEHUEe
[IeHTp OWHOTO OOCJYyXMBaHUA B pabouee Bpewmsa
KoHTaxkT-LIeHTP B cooTBeTCcTBUM C YyCTaHOBJIEHHEIM
pPeXMMOM pPabOoTH
JVHTepHeT-NIpreMHasd KpyrmocyTouHO
3akJpUeHe IOOTO0BOpa TEXHOJIOTUMUECKOTO IPUCOEIOVHEHUS
PaccMoTpeHHMe 3asaBKU B TeueHuMe OOHOT'O OHA IIOCJE
[IOoJIydeHMsa oOpalleHUs
YBeIoOMJIEHME NOTpebuTesia O HeIOCTaklWMX B TeueHMe Tpex OHEM IOCJe
OOKYyMEHTax IoJlydeHus oOpalleHus
PazspaboTka TexXHUUYECKMUX YCJIOBMUM, aHaJIuU3 B TeueHme 10 nHeM
3aTparT
CorjlacoBaHMe TEeXHUUYECKUX YCJIOBUM B TeueHue nATU IOHEMN
B KOMIIaHUU
CorjilacoBaHMe U KOPPEKTUPOBKA B Teuenme 10 QOHeV C MOMEeHTa
TEXHUUECKUX YCJIOBUM B CJllydae IIOBTOPHOT'O OOpalleHMsa NOTpebuTesid
HeOoOXOOMMOCTHM BHECEHUS MBMEeHEHUM
YBenoMJieHue norpeduresia o0 OTCYTCTBUMU B TeueHMe OT NATM OO 25 mHen
TEXHUUECKOM BO3MOXHOCTM OKasz3aHMUS yCJIyT IOHA TOCJIe INOoJIydeHMsa oOpalleHUsa
10 TEXHOJIOTMYECKOMY IIPpMCOEeOMHEHMIO
[lpenocTaBJieHME NOTPEOUTEIO B TeueHMe OT OATM IO 25 IHeHU
KoHcynbTaHTINIOC
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[ata
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MOTMBMPOBAHHOT'O OTKa3a OT 3aKJIOUEeHWS
IOTOBOpPa B MNMCbBMEeHHOM GopMe C
IIPMIIOXEHMEM ODOCHOBHIB anmIMx IOOKYMEHTOB

IIOCJIe IMIOJIYUEeHUA O@an.LeHMFI

[logroToBKAa JOT'OBOpa TEeXHOJIOI'MYEeCKOI'O
IIPMCOoeIMHEeHNA

B TeueHMe Tpex IOHEU

[lpenocTaByieHMe HOTPEOUTENO MHOLNMCAaHHOTO
CO CTOPOHH OpTaHM3alMUKM NpoeKTa OOTOBOpa
TEeXHOJIOTUYECKOT'O MNPUCOEINHEHNS

B TeueHMe Tpex IOHEM C MOMEHTa
CcoTJlaCOBaHMSA B OpITaHM3alUMu

BHIIIOJIHEHME TEeXHUUECKUX yCJ'IOBMﬁI OpI‘aHMBaLI,MeﬁI

[looroTOBKa BHEIHUX CeTen
BIIEKTPOCHAOXEHU A

I[Io ycrmoBmAM JoroBOpa

[looroToBka M CoOIJlacOBaHMe B QenepaljlbHOM
opraHe MCIOJIHUTEJIbHOM BJIACTU 110
TEeXHOJIOTMUYECKOMY HaI30py MIPOoeKTa
DHEePITOCHaOXeHMs

B TeueHMe Tpex IOHEU

[lonnyueHue raspeleHrnd Ha IIomady HallpAaXeHMA B OpI'aHe
VICIIOJIHUTEJILHOM BJIACTU I10 TEXHOJIOTMUYECKOMY HaI30py

[losrfyyeHMe MNOONTBEPXIESHMS O HAJIUUUN
y HoTpeduTrelssa pas3peleHrs Ha [I0Iady
HaNpsSXeHUs OT opTaHa MCIOJHUTEbHOM’
BJIACTM IO TEXHOJIOTMYECKOMY HaI30py

[I0 BHIIOJIHEHUM TEXHUUECKUX
Y CIIOBUM

BuImoJiHeHVE GaKTUUECKUX IeUCTBUMN
10 MNPUCOEIMHEHMIO K BDIIEKTPOCEeTIM

[lpemocTaBJIeHMEe Ha MHOINMCH IOTPEOUTEIO
aKTa O TEeXHOJIOTMUYECKOM IIPUCOEIVHEHUN
no GaxTy BEHIIOJHEHMS YCJIOBMII IOT'OBOPA

B TeueHMe Tpex OHEM C MOMEHTAa
TEXHOJIOTUYECKOTO NPMUCOENVMHEHUH

BrimosiHeHMe paboT IO MNOIKJIIOUEHMIO
BJIEKTPOYCTAHOBKMY IOTpebuTesisa

1 ONIJIOMOMpPOBaHMUE MNPUOOPOBR ydeTa
BPEeMeHHBEIMM I1JIoMOaMMu

B TeueHMe Tpex IOHEM
[IOCJI€ BHINOJIHEHUA paboT
rocJjie 3aKJIoUeHMs IoToBopa
BIIEKTPOCHAOXEHUSA

[looroToBKa UM MNOANMCaHME C IIOTpebuTreseM
OOTOBOPAa DBJIEKTPOCHaOXEeHMA

B TeueHMe OOHOTO OHA MNPU
HaIMuMyM akKTa O TEXHOJIOTMYECKOM
NPMCOEIMHEHNN, pPas3pelleHrs opTraHa
UCIIOJIHUTEJILHOM BJIACTU
10 TEXHOJIOTMYECKOMY HaI30py
1 obpalleHua HOTpebuTresd

[lpyem npmbOOPOB ydueTa

B TeueHMe Tpex IOHEM

5.10. Csa3b c noTpebutensamu, kacawwlascss uHdopmauum o6 obcnykmBaHuKM, [OIDKHA NOAOEPXKUBATLCS

NOCPEACTBOM:

- NpefocTaBneHns KOHCYynbTauun No 3anpocy notpebutensa B yaobHow Ang Hero oopme, OTHOCALLMXCA K ycriyram
N PYHKLMOHMPOBAHWIO NPEaNPUATUS U HE SABMSIIOLLNXCA KOMMEPYeCKON TanHoW;

- npoBefeHnss PR-koMnaHui o eaTenbsHOCTU OpraHn3auum;

- nyGnvkauum B cpeacTBax MaccoBol MHpopmaumu;

- NHCPOPMALIMOHHBIX OO BABMEHUI, PEKIaMBblI.

5.11. KoHcynbTauumn MoryT GbITe NpeocTaBneHbl NO CreayoLwmMM BONPOCcCaM:

KoHcynbTaHTINIOC
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- CPOKM BbINOMHEHWSA ENCTBUIA, BXOAALLMX B KOMMNETEHLMIO OpraHn3aumy;

- NepeyeHb JOKYMEHTOB, TpebyeMbix AN BbINOMHEHNSI OENCTBUN, BXOOALLMX B KOMNETEHLMNIO OpraHM3auni;

- pa3mep onnaTtbl ycnyr (Tapudbl, NbroThl);

- KOMMJIEKTHOCTb (OOCTATOYHOCTb) NPEeACTaBMIEHHbIX OOKYMEHTOB, TpebyeMbiX [ONnsA BbINOMHEHUS OEWCTBUN,
BXOOSLLMX B KOMNETEHLMIO OpraHn3auum;

- UCTOYHMK MOMy4YeHUs1 OOKYMEHTOB, TpebyeMbix AN BbINOMHEHUS OEeNCTBUW, BXOASLMUX B KOMMETEHLMIo
opraHusaumm (opraH, opraHu3aums n Ux MecToHaxoxaeHue);

- Bpemsi npuema v Bblgavm JOKYMEHTOB;

- Nopsigok obxanoBaHus OencTBui (6e30eCTBUS) U peLleHUn, OCYLLIECTBNAEMbIX U MPUHUMAaeMblX B XoAe
NCMOMNHEHNA PyHKLMI opraHmMsaumen.

5.12. lNpepoctaBneHne notTpebutento nHopmaumm No NHMLMaTUBE OpraHn3aLun Tak e, Kak U KOHCynbTauun no
3anpocy OCyLLECTBNAETCS Yepes OYHbIE, 3a04HblIE U UHTEPaKTMBHbIE KaHanbl MHAOPMALMOHHOIO B3anMMOOENCTBUSA B
3aBUCUMOCTM OT MHOMBUAYANbHbBIX BO3MOXHOCTEN M NpeanoyYTeHnn notpeburtens.

5.13. [lns opraHu3aumm B3aumMogencTBus ¢ noTpebutensamm HeobxooumMo WUCMNONb30BaTh €4UHOE MporpammHoe
obecneyeHne C BO3MOXHOCTbIO BbIXO4a B €4VHYH UHOPMaLUMOHHY0 6a3y.

5.14. MNpepocTtaBnsemasn noTpeduTernto nHopmauus MoxeT 6biTb ABYX TUMOB:

- cnpaBoYHas UHdopmauus;

- HANOMMHaHUA/CoobLLEHNS.

5.15. K cnpaBoyHom nHdopMaLMm OTHOCATCA:

- 3aKOHOAATENbHbIE U MHblE HOPMATMBHLIE MPABOBbLIE AKTbI;

- MepeyYHn OOKYMEHTOB, Tpebyembix Ansi BbINOMHEHWUs OEWCTBUN, BXOOAWMX B KOMMETEHLMI COTPYAHUKOB
opraHu3aumu;

- 06pasLbl 0hOopMIIEHUSA AOKYMEHTOB M TpeboBaHMS K HUM;

- MecTopacnonoxeHue, rpacuk (pexunm) paboTbl, Homepa TenedoHoB, agpeca VIHTepHeT-CanToB U 3NEKTPOHHOM
MoYTbl OPraHoB, B KOTOPLIX MOTPEOUTENAM NPEeLOCTaBNAKTCA AOKYMEHThl, TpebyeMble AONs BbINOSIHEHUS OEWCTBUN,
BXOASLUMX B KOMMETEHLMIO OpraHn3auuu;

- CXema pasMeLLeHns CneLmanncToB OpraHn3auumn 1 pexnum npuema nvmm notpebutenen;

- NOPSAA0K UHPOPMUPOBAHMS O XOAE UCTIONHEHUS;

- NOPSIAOK NOMNyYEHUsT KOHCYNbTauUnii;

- NOpsIAOK oBXanoBaHWs peLleHnin, 4encTBUn nnu 6e3nencTenst COTpYaAHNKOB opraHm3auuu.

5.16. K HanoMnHaHusIM/coo0LWEeHNAM OTHOCUTCSH MHOPMUPOBAHME:

- O HanNU4MKn 3a0MKEHHOCTMH;

- 0 NpUBNMXeHUN cpoka onnaTtbl 3a NPeAOCTaBlEHHbIE YCIYTH;

- 06 n3ameHeHun TapudoB NNy Npasun NpegocTaBeHNst YCnyr.

5.17. MNMoTpebuTtenu JOomkHbl ObITb Hagnexawum obpasoM MPOUH(OPMUPOBAHBI O CTOMMOCTM YCRyr, nopsake
dopMUpoBaHUA 1M pasMepe TapudoB Ha onnaTy 3NeKTPo- W TenrnosHeprnn, Ha onnaty 3a nNpucoeauHeHue K
pacnpefenutenbHbiM — 3NEKTPUYECKUM  CETSIM, BO3MOXHOCTSX MOMyYeHUs nbroT M cybecugum  Ha  onnarty
XUMULLHO-KOMMYHanbHbIX YCINYr B OpraHax couuarnbHON 3alMTbl HAcenNeHns, a Takke, Mpu HEOOXOAMMOCTU, O MNopsiaKe
LeHoo6pa3oBaHMs Ha PO3HUYHOM PbIHKE 3MEKTPO3HEPTUN.

5.18. [Ona poBemeHus [o noTpebuTtenen wuHdoOpMaumMmM MCMonb3yeTcs cucteMa aBTOMHGOPMMUPOBAHMS
(MpunoxeHune A). Cuctema aBTonHOPMMPOBaHUSA NpeaHasHayveHa Ansa npegoctaBneHns mHgopmauum notpedbutento
6e3 npegBapuTensHoro 3anpoca. lNpegycMoTpeHo Tpy TMNa aBTOMaTU4eCckoro MHpopmuposaHus: TenedoHHoe, E-mail
n SMS-coobueHns. Boibop Tvna MHOPMUPOBaHUS 3aBUCUMT OT MHOpMauun, NPefoCTaBIEHHON B OpraHn3auuio
notpebutenem. lNepeyveHb MHpOpMaLUN ANS aBTOMH(POPMUMPOBAHNS U CMIUCOK MoTpebuTenen Anst MHpOpMUpPOBaHMSA
COCTaBMSATCA cneumanucTtaMmym opraHm3aumm u yTBepXKaatTcst PyKOBOASALWMUM OOMKHOCTHBIM MIULIOM OpraHu3aumm.

5.19. lNpun nogroToBKe 1 NpeAcTaBneHMn NOTPednTensiM JOKYMEHTOB 06 onnate noTpebneHHOM 3neKTpuyecKom
WK TENNOBOWN 3HEPIUK, a TaKkKe KOPPEKTUPYIOLLEro cyeTa B JOKYMeHTe Heobxoanmo ykasaTb:

- 06bEM ANEKTPUYECKON NN TENFOBON AHEPTUY;

- MeTo[ pacyeTa, UCMOMb30BaHHbIN NpK onpedeneHnn CyMMbl NnaTtexa, BKMYad nopsgok pacyeTa LwTpadHbIX
CaHKUuMI (MeHs1, HeyCTowKa) 3a 3afepXKy nraTexa, a Takke Nepuos BPeEMEHM, 3a KOTOPbIA BbICTABMNEH OOKYMEHT 06
onnare;

- COCTaBISOLLME LieHbl HA 3MEKTPOIHEPIMIO;

- CPOK, B TEYEHME KOTOPOTO NMaTeXHbI AOKYMEHT AOIMKEH OblTb OnnayeH;

- U3MeHeHus B Tapude, ecnv TakoBble NPONCXOAMUNK;

- KOHTaKTHY0 MHpopMauuto, HeobxoanmMyo NOTPeOUTENIO B CriyYae BO3HUKHOBEHUS AOMOSTHUTENbHbLIX BONPOCOB.

5.20. B cnyyae, ecnv cymma B BbICTaBNAEMOM MNIIATEXHOM [OKYMEHTE 3a MOTPEOMEHHYI0 3NEKTPUYECKYIO WK
TENMOBY SHEPIMI0 HEOOOCHOBAHHO 3aBbILLEHHAs! UMW 3aHWKEHHas, opraHv3auusl JOSbkHa obecrneynTb MOBTOPHYHO
NpOBEpPKY OaHHbIX, COAEpXaLUMXCs B JOKYMEHTE, C Liefbio BbISSBUTb B HUX OLLNGKM.

5.21. B kadecTBe HamnoOMWHaHWA MOXET ObITb MPUMEHEHO afpecHoe pacrnpoCTpPaHeHne WHGOPMALMOHHbIX
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NUCTOBOK C yKa3aHueM MHuLmanoB, haMmmunum notpedbutens u CyMMbl 3a0MKEHHOCTY 3a NpefoCTaBleHHbIE YCyru.

5.22. OpraHusauus gomkHa obecnevnTb KOHPUOEHUMaNbHOCTb MHAOPMaLMK, BKIHOYas 3aluTy MNepcoHarnbHbIX
OaHHbIx. OpraHusaumsi MOXeT WCMNofb30BaTb MOMYYEHHYID OT NOTpebuTenen nepcoHanbHyl MHOPMaLMIo
WCKIMIOYNTENBHO ANS OpraHn3auumn 3anekTpo- U TENNOCHabXeHUS.

5.23. ObcnyxuBaHne notpebutenen OOMKHO OblTb OCHOBaHO Ha npuHuune "obpaTtHon ceAsn". OpraHu3aums
obpaTHoW cBA3N BKNoYaeT B cebsa npegocTtaBneHve notpebutensam uHdopmauum o6 UMELUXCs KaHanax CBsiau,
no3ponsalwWmMx obecneynTb HanpasfeHWe 3anpocoB, MPEeAnoXeHWn, OT3bIBOB O [AEeSATeNnbHOCTW, 3aMeyvaHun u
npeTeH3unn.

O6paTtHas cBA3b MOXeET ObITb OCYLLECTBIIEHA MO CneayloLMM KaHanam CBA3K:

- YCTHbIE U MUCbMEHHbIe obpalleHnsa noTpebuTenen;

- TenedOoHHble 0BpaLLeHns (KOHTaKT-LEeHTP, MHAOPMAaLMOHHO-CNpaBoYHas cryxba u 1.4.);

- (hakc;

- noyTa;

- iHTepHeT, BeO-canT;

- 3NEKTPOHHas NoYTa;

- SMS-coobLeHus.

5.24. [ina npenocTaBneHus oTBeTa AOMKEH ObiTb MCMOMNb30BaH yKa3aHHbI MOTpebutenem kaHan cBsA3W, ecnu
3akoHogaTenbcTBOM Poccuinckon egepaumm He npegycMoTpeHo nHoe. Cpok Ans npefocTaBneHns oTBeTa - He MeHee
14 gHen c MOMeHTa perMcTpauun obpalleHunst notpebutens.

6. TpeboBaHus K NpoLieccam o6CnyXMBaHUS
npu B3aMMOoZencTBMm ¢ NnoTpedbuTensimm

6.1. O4yHoe obcnyxnBaHue

6.1.1. OpraHu3auus o4HOro obcnyxmBaHus

6.1.1.1. O4Hoe obcnyXnBaHWe OCyLLECTBAAIOT CreayoLme crneumanucTbl opraHm3aumm:

- aAMVHMCTPATOopb;

- MEHEKePbI-KOHCYIbTaHThl;

- onepatop (KOHTponep-kaccup);

- OQWH COTPYAHMK, COBMELLAOLLMN PYHKLNN aAMUHUCTPATOpa U MEHeLXepa-KOHCYNbTaHTa.

6.1.1.2. TloTpebuTtenb, O03HAaKOMMBLUMCb C WH(OPMALUOHHBLIM CTEHOOM, Opowtopamu, Oyknetamm U
00OBbABNEHMAMN, COAEPKALLMMM CMPABOYHYO MHpOpMaUMO O 4EATENBHOCTM OPraHn3aLmmn U pasbsCHAOLWMMN NOPSO0K
npvema, TUNoBble BOMPOCLI U (DYHKLMM CMeunanicToB OpraHu3auum, noslydaeT TaroH JMeKTPOHHOW ouvepean (npu
Hanu4MM COOTBETCTBYIOLLLErO 000pyA0BaHUS).

6.1.1.3. Tlpu HeobxogmmocTn noTpebutens MOXET obpaTUTbCA K aaAMMHUCTPATOPY, KOTOPbIA NPOBOAUT
NepBuYHbIA  NpUeM, BbiBRsEeT NOTPeOHOCTbL  ObpalleHns K MeHeaXepy-KOHCYNbTaHTy,  OCyLlecTBnseT
aucneTyepusauuio.

6.1.1.4. MeHepxep-KOHCYNbTaHT, onepatop (KOHTporep-kaccup) npegoctaensalT Oonee  nogpobHyto
KOHCymnbTauutio.

6.1.1.5. PekomeHayemble nokasaTtenu cpegHen NpoAoIHKUTENBHOCTY B3aMMOOENCTBUS NPU OYHOM OOCNY>XMBaHUN
C noTpebutenammu npmeegeHsl B Tabnuvue 4.

Tabnuua 4
dopMa B3aMMOIOEMCTBUSA HamMeHOBaHMe NokaszaTesis PexoMeHIOyeMoe
NPOOOJIXUTEJILHOCTU cpeIHee 3HaueHMe
B3aMMOIENCTBUSA rnoxasaTejis, MWH
ObcnyxBaHue OxmImaHve B ouepenu 10
aIMMHMCTPaTOPOM
[Ipuem 5
ObcryXxmMBaHMEe MEeHeIXepOoM-— OxmmaHMe B odepenmu 20
KOHCYJIbTAHTOM
[Ipuem 15
ObcnyXMBaHMEe OIepaTopOM OxroaHre B oduepelu 20
(KOHTPOJIEPOM—KaCCHUPOM)
KoHcynbTaHTINIOC
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6.1.2. iHdpacTpykTypa 04HOro o6CcnyKmBaHus

6.1.2.1. O4Hble KOHCYnbTaUuun MoryT OblTb NpedocTaBreHbl NOTpebuTensam B LEHTpax O4HOro 06CcnyXmBaHuA
(ueHTpanbHbIX ochucax) 1 060CobNEHHbIX TeppuTopuanbHbiX noapasgeneHusax (abOHEHTCKUX MyHKTaX, OTAEeNeHusX,
dunuanax u T.M.).

6.1.2.2. O4yHoe oOcCnyXuBaHWe [OSMKHO ObITb OpPraHM3oBaHO B MOMELLEHUSX, HAaXOOALWMXCS B MakcumarbHO
[OCTYMHOM Ans 00MbLIMHCTBA HaceneHus mecte, He ganee 500 M OT 0CTaHOBOK 0OLLECTBEHHOIO TpaHcnopTa.

6.1.2.3. TlomeweHne ansa oO4yHOro oOCnyXMBaHUA OOMMKHO obecneunBaTb OecnpenAaTCTBEHHbLIM  OOCTYN
noceTutenen, B TOM 4YUCME TrpaXxgaH C OrpaHUYEHHbIMM BO3MOXHOCTSMU (MHBanugoB). [Mpy HEBO3MOXHOCTU
obopynoBaTb MoOMeLleHWe Haanexawmm obpasoMm (yCTaHOBKa naHAycoB, NUMTOB B MOMELLEHUAX Ang npuema)
HeoOX04MMO OopraHu3oBaTb OBCNyXMBaHNE MHBANVMAOB Ha OOMY (Ans oopMIeHUs LOKYMEHTOB, NOATBEpXOatoLmnx
NpaBo Ha NOMb30BaHWE NbroTamm Nno onraTe ANIEKTPOIHEPTUN, U PELLEHMS OPYTNX BOMPOCOB) UMM NCMONb30BaTb APYron
crnocob obecneyeHnss AOCTYNHOCTU 0BCNyXMBaHUS.

6.1.2.4. WHdpacTpykTypa nOMELLEHUs [OMs1 OYHOro OOCNyXMBaHWs AOSHKHA BKOYaTb B cebda:  CTOWKY
agMuHMCTpaTopa, paboyne Mmecta MEHEIKEPOB-KOHCYNbTAHTOB M ONepaTopoB C HEOOXOOUMbLIM OCHAaLLEHMEM, KaccChbl,
XONsbl AN oXugaHus, obopyaoBaHHble MecTaMu ANS CuAeHWUs, MHAPOPMALUOHHBIMU CTeHAAMK, CToMKamu/cTonamm
ONs 3anonHeHunst Gymar, pasgenbHble caHyarnbl Ans COTPYOHUKOB M AN1s NoTpebuTtenen.

6.1.2.5. B uensix 6e3onacHoCcT! COTPYAHUKOB 1 NOTpebuTene noMeLLeHne OmMKHO ObiTb 060pyaoBaHo:

- NPOTMBOMOXapPHOW CUCTEMOW N CPeACTBAMW NOXAPOTYLUEHUS;

- CUCTEMOW OMNOBELLEHNS O BO3HMKHOBEHUWN Ype3BblHaNHOW CUTYaLUK;

- COOTBETCTBYIOLLMMM yKasaTensamMm Bxoga U Bbixoda (BKMOYask aBapuHOIO) M3 MOMELLEHUS C aBTOHOMHbIMU
UcToYHMKamMm 6ecnepebonHOro NUTaHms.

6.1.2.6. lHdbopMaLMoHHbIE yka3aTenu JOSMKHbI ObiTb pa3meLLeHbl:

- MO NyTW OT OCTAHOBOK OBLLIECTBEHHOrO TPAHCMOPTa A0 LUEeHTpa O4YHOoro obcnyxumBaHua (abBOHEHTCKOro MyHKTa)
(npn HeobxogMmocTK);

- Y LeHTpanbHOro Bxoaa B MOMELLEHUE;

BblBECKA C HAMMEHOBAaHMEM,

Tabnnykn ¢ ykazaHveM opraHusaunii-y4acTHUKOB (€CNU OpraHM30BaHO KOMMIIEKCHOEe 06CnyXnsaHue),

Tabnuuka ¢ nHdopMaLmen o pexmnme paboTbl N KOHTaAKTHble TeNeOHbI CNPaABOYHON CIYXObI;

- MO NyTW OT CTOVKN aAMMHMUCTPAaTOpa K NOMELLEHVAM OIS Mpuema NoceTUTenen - ykasatenum npoxoaa;

- Yy BXOAa B KaXkgoe 13 BHYTPEHHNX NMOMELLIEHWI - Tabnnyka ¢ HaMMeHOBaHMEM, NMepeYveHb BOMPOCOB, MO KOTOPbIM
BedeTCs Npuem.

6.2. 3ao4Hoe obcnyxmBaHue

6.2.1. OpraHusaunst 3a04HOro obCnyxmBaHus

6.2.1.1. Cneunanuctbl opraHusauum, obecneumBaloLime 3a04HOe OOCNyXXuBaHWe NOTPedbuTenen, OOMKHbI
ncnonb3oBaTb eauHble MHPOPMALMOHHbIE 6a3bl aHHbLIX, MOCPEACTBOM KOTOPbIX CUHXPOHU3MPYETCA WX OEATENbHOCTb
N He JonycKatTCs MOBTOPHbIE 3anpochkl MHOpMauun OT noTpebutens.

6.2.1.2. 3ao4Hoe ob6cnyxmMBaHMe OCYLLIECTBISIETCS NO ABYM KaHanam CBA3W:

- TenedoH (KOHTaKT-LEeHTp, MHPOPMaLMOHHO-CNpaBoYHas cnyxba);

- noYyTa (novtoBas nepenucka).

6.2.1.3. 3aoyHoe obGcnyxvBaHve Mo TenedoHy BKMoYaeT B ceba permctpaumio m obpaboTtky TenedoHHOro
BbI30Ba OMepaTopoM, KOTOPbIN MUCMONb3yeT YCTAaHOBMEHHbIA MepevYeHb BOMPOCOB Afsl CaMOCTOSATENbHOro OTBeTa U
TUNOBbIE OTBETLI. B crnyyae nocTynneHus CroXxHoro 3anpoca oneparTop CBA3bIBAETCA CO CMeunanucToM OpraHnsauumu,
YTOYHSIET Y HEro MHAOPMALMIO U NpedocTaBnsaeT ee notpedbutento nNnbo cesidbiBaeT noTpebutenss co cneumanncTom
opraHusaumn.

6.2.1.4. lMNMpn HeobxoaumocTn noTpebutento MoxeT ObITb nNpefocTaBneHa BO3MOXHOCTb NpeaBapUTENbHOMN
3anncy Ha Npuem B LIEHTP OYHOIO OOCMYXXUBAHWS.

6.2.1.5. 3aoyHoe obcnyxuBaHMe MO noyTe BKMYaeT B ceba peructpaumio n o6paboTky NMCbMEHHOrO
obpalleHnst onepaTopoMm, NOArOTOBKY OTBETA ONepaTopoM, HarnpaBfieHne obpallleHust creuuanucty opraHvsauum um
noAroToBKy OTBETa CMeLManmcToM.

6.2.1.6. Bce nucbMeHHble oOOpalleHns oT notpebutenen, nNOomnyvYeHHble MO MoYTe, [AOIMKHbl ObITb
3apeructpupoBaHbl. Onepatopbl U (MnAM) cneuuanucTbl OpraHuM3auuu npoBEPSIIOT MOMHOTY MpPefoCTaBEeHHbIX
CBeEHWI, ECNN AaHHbIX HEAOCTATOYHO, CBA3bLIBAKOTCA C NOTPEOUTENEM MO OAHOMY W3 YKa3aHHbIX KaHanoB B LENsX
YTOYHEHUS MHCpOPMALUM U COTNAacoBaHNSl BPEMEHU MPUHSTUA AanbHENLLMX Mep Mo 06paLLeHuto.

6.2.1.7. TIMCbMEHHbI OTBET, HanpaBnseMbli MNOTPEOUTEN0 M  NOAMNUCHIBAEMbIN  OOMKHOCTHBIM  JTALIOM,
OTBETCTBEHHbIM 3a paboTy, AOIMKEH coaepXKaTb KOHTAKTHbIE AAHHbLIE UCTIONTHUTENS.

6.2.1.8. [lenctBmsa N0 pacCMOTPEHHOMY MWCbMEHHOMY OOpalleHuI0 He NpeanpuHMMaloT, ¢ yBegomreHnem o6
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3TOM NoTpebutens, B cnyyasx:

- ecnu obpalleHne CoaepXnUT HeueH3ypHble NMBo ocKopOUTEeNbHbIE BbIPAXKEHWS, Yrpo3bl >KU3HW, 300POBbI U
NUMYLLECTBY COTPYAHMKA OpraHunsaumm, a Takke YrieHoB ero CeMby;

- eCnn TeKkCT obpalleHns He NoAAaeTCs NPOYTEHNIO;

- ecnu B obpalleHnM notpebutens CO4epXWUTCS BOMPOC, Ha KOTOPbIA NoTpebutento yxe Obin npegocTasrieH
OTBET MO CYLLECTBY B CBSI3WN C paHee HanpaBrieHHbIMW obpalleHMsaMK, U Npu 3TOM B o6palleHn He npuBeaeHbl HOBbIE
[OBOAbl U 0BCTOATENBCTBA;

- ecnu OTBeT MO CyLlecTBY MNOCTaBMeHHOro B obpalleHMn Bompoca He MoXeT ObiTb gaH 6e3 pasrnalieHus
CBe[leHVI, COCTaBMSAOLLMX KOMMEPYECKYIO TalHy.

6.2.1.9. lNnucbmeHHOE obpalleHne NoTpebuTensa He paccMaTpuBatoT U OTBET Ha obpalleHMe He NpenoCTaBnsioT,
€Ccnu B 3TOM 0bpaLLieHnM OTCYTCTBYHOT KOHTAKTHbIE AaHHbIE.

6.2.1.10. PexomeHgyemble nokasaTenu cpegHen W npegenbHOW NPOAOIXUTENBHOCTU B3aMMOAENCTBUS  MpU
3a04HOM 0b6CnyXMBaHUM C NOTpedbuTensamu npueegeHsl B Tabnuue 5.

Tabnuua 5

dopmMa B3aAMMONENCTBUSA

HamMeHOBaHMe nokaszaTend
NPOOOJIXUTEJIBHOCTN

PexomMeHnyemMoe
cpenHee/npenesibHOE

B3aUMOIENCTBUA 3HadeHMe [oKasaTesda

TenedoHHOE Bpemsa oxmmaHuUA OTBeTa 40 c
obCITyXuBaHMe
rnorpedburenda 3anpoc M NOMCK MHOoOpMauuUm 45 ¢
OonepaTopoM O KJIMEHTEe

[IpemocTakBJieHMe MHOOpMaALUU 5 MuH

IO 3anpocy

[locTobOpaboTka obOpalleHMnA 5 MMH
TemnedoHHOE CoemmHeHME CO CIeluMaiMCTOM 40 ¢
obcayXmBaHMe
norpebuTrensa [lpenocTaByieHMe MHOOpMaLUMU 5 MuH
CreuraamucTOM CreuraamucTOM

ObpaboTka obOpalleHUM,
IIOJIyYEHHBIX IIO IIOYTE,

PermcrTpauusa, kjaccuomralms
obpalleHUM U Iepenada obOpalleHUs

He OoJjee oOmHOTO OHSA

obpaleHunsa

onepaTopoM CIIeLMaJIUCTY
PaccMoTpeHMe ofOpalleHUs He 6Gomnee 10 nuen
1 obopMIiIeHME OTBETA
[IponoJjieHMEe PacCMOTPEHUS He 6Gojee 10 nHenl
obpaleHunsa
ObpaboTka obOpaweHuM, | PaccMoTpeHHKe obOpalleHMS He 6Gomee 10 nuen
IIOJIYUYEeHHEIX IO IouTe, |[u obopMiieHMe oTBeTa
CIeuraucToOM
[IponoJjieHMEe PacCMOTPEHUS He 6Gojee 10 nHenl

6.2.2. NIHdpacTpyKTypa 3a04HOro obcnyxunBaHns

6.2.2.1. KoHTaKT-LeHTp npeactaBnseT cobon eanHyto LLeHTpann3oBaHHYo CnpaBoYHyto crnyx0y, obpaTuBluncek B
KOTopylo noTpebuTens MoXeT MnomnyyYuTb MHGOpPMaUMIO MO ycryram NoCpeACTBOM TenedOoHHOM CBA3M, a Takke
nepeaaTb HEOHX0AMMYO MHAOPMALIMIO ANS UCMONHUTENS YCYru.

6.2.2.2. MNouToBas nepenncka Ucnonb3yeTcs Ansl HanpasBreHnst AOKYMEHTaLMK, CBA3aHHOM C 0bCnyXnuBaHMeM, a
TaKkke B cny4dasx, korga notpeburtens HanpasnseT obpalleHne no noyre.
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6.2.2.3. PekomeHaytoTCca crieqytoLlme napameTpbl AeSTEeNbHOCTU KOHTaKT-LeHTpa:

- OCYyLLIeCTBNEHME NpMEMA BbI3OBOB HE MEHEE LLIECTU OHEN B Hepdento, B paboyee u BeyepHee Bpemsa (obien
NPOAOIPKUTENBHOCTLIO HE MeHee 12 4 B AEHD);

- Hanuyue HomMmepa TenedoHa ropsyen IMHUM eQUHOro Ha BCen TEPPUTOPUN PETNOHA;

- OTCYTCTBME oOMnaTtbl 3a 3BOHOK ANA aboHeHTa, 3a MCKMYEHWEM CcriyyaeB, korga aboHeHT HaxoguTest 3a
npegenamMmu TeppuTopum BHyTPU3OHOBOTO TeNeOHHOro COeAUHEHNS;

- NpegynpexaeHne noTpeduTtens o6 ocyLlecTBNEHNM 3anMcK B Havarne TenedoHHOro pasroBopa.

6.3. IHTepakTMBHOE 0bCnyxmBaHue

6.3.1. OpranHunsaumsi MIHTEPAKTMBHOIO OOCNYXMBaHUS

6.3.1.1. HTepakTMBHOE 0b6CnyXmnBaHue ocylecTensaeTcs yepes VIHTepHET-NPUEMHYH0 NOCPeaCTBOM:

- ONEKTPOHHOM NOYThI;

- SMS-3anpocos.

6.3.1.2. MoTpebuTtenio npenocTaBnseTcss BO3MOXHOCTb O3HAKOMUTbCSI C OTBETaMyM Ha Haubonee 4acto
BCTpeYaloLLmnecst BONPOCHI U MPeTEH3UN B COOTBETCTBYOLMX pa3genax MIHTepHeT-npueMHon.

6.3.1.3. lNMoTpebuTtenb MOXET MONy4YnTb OTBET Ha 3anpoC MHTEpecylwen ero WHdopmauum crieayowmmm
cnocobamu:

- CaMOCTOSATENbHO, MOCMOTPEB UHPOPMaLIMIO B COOTBETCTBYIOLLEM pa3aene NHTepHeT-NpUEMHOWN;

- 3aaB BOMPOC CneunannucTy opraHnsaumm.

6.3.1.4. CamocTOATENbHbLIN MOUCK MHTEPECYIOLLEN MHAOPMaLIMKN OCYLLIECTBNSAETCA NOTpebuTenem:

- BPYYHYI0, METOAOM MPSMOro NPOCMOTPa BCEX NPEACTaBIEHHbLIX B VIHTEPHET-NMPUEMHOI BOMPOCOB/OTBETOB;

- aBTOMaTMYECKUM MOMCKOM MO Gase AaHHbIX BOMPOCOB/OTBETOB MO KIHOYEBOMY CIIOBY.

6.3.1.5. Ecnn noTpebutens He Hawen OTBET Ha MHTEPECYIOLLMIA €ero BOMPOC cpean nmewmxcsa B 6ase, OH MOXeT
OTNpaBWTb BONPOC CNeumanucTy opraHnsaumm, 3anosiHMB aBToMaTu3npoBaHHyto oopmy. Nocne nocTynnennsa Bonpoca
B opraHu3auuio Mail-poboT oTnpaBnsaeT Ha yka3aHHbIN aapec 3NEeKTPOHHOWN NOYTbl yBEAOMIIEHNE O TOM, YTO OTBET Ha
Bonpoc 6yaeTt oTnpaBneH NoTpedbuTernto B Te4eHNe OQHOro paboyero gHs.

6.3.1.6. Ecnn Bonpoc, 3afaHHbIn NoTpebuTenem, He OTHOCUTCA K cdepe NpedoCTaBleHUs YCrnyr opraHusauumu,
crneumnanucT opraHu3aumm HanpaenseT yBegomreHve notpebutento ob oTkase pacCMOTPEHUS JaHHOro BONpoca.

6.3.1.7. Ecnn Bonpoc, 3agaHHbI MOTpebuTtenem, BbIXOAUT 32 paMKM KOMMETEHUUN crieuuanucta opraHusauum,
OH nepeagpecyeT BOMpoC NOTpebuTens COOTBETCTBYOLWEMY CNELMAnUCTy OpraHn3aumm no HanpaefeHuto, KOTOPbIN B
TeyeHne paboyero AHs OOMKEH AaTb OTBET.

6.3.1.8. Ecnu oTBeT Ha BONpPOC NOTPeOMTENS HE MOXET ObITb NPEAOCTaBIEH B TEYEHME ITOrO e paboyvero AHs,
crneumnanucT opraHu3aumm HanpasnseT NoTpeduTento yBegomreHne ob 3ToM C yKasaHMEM CPOKOB MOSyYeHus oTBeTa.

6.3.1.9. Ecnu oTBeT, oTnpaBneHHbIN NOTpebuTento, NpeacTaBnNsaAeT MHTepec Ans Opyrux notpebutenen, To ero
nyGnuvKyoT Ha canTe.

6.3.1.10. MapameTpbl OLEHKM NpeaenbHON NPOACIKUTENBHOCTM B3aUMOAENCTBUA C NOTpebutensmn npuBeneHbl
B Tabnuue 6.

Tabnuuya 6
dopmMa B3aAMMOIENMCTBUA HamMmeHOBaHMe NoKaszsaTesid PexomMeHOyeMoOe
IPOLOJIXUTEJILHOCTU penejibHOE 3HadeHMe
B2aMMOOENCTBUS mokKaszaTess
VIHTepHeT-IpMreMHasd ObHOBJIeHME MHQOPMaLIUMU He OoJjiee OIHOTO OHSA

B CJly4dae M3MeHEeHUHA

ObpaboTka 3JIEKTPOHHEIX PaccMoTpeHMe oOpalleHund He OoJyiee Tpex IOHeM
ofpalleHUM CINeLMaaucToM |[u odopMIIeHMEe OTBeTa IOJid BOIpoca, obpalleHus:d,
opraHM3aumum He ©OoJee 14 gHeM nJuda

KaJIOOBI

6.3.2. IHdpacTpyKTypa MHTEPaKTUBHOIO 06CnyXMBaHUA

6.3.2.1. iHTepakTnBHOE 06CnyXMBaHWe opraHn3yeTcsa Ha 6ase crneuunansHoOro pasaena Beb-camta KOMMaHUK.
6.3.2.2. iHTepakTnBHOE 06CnyXMBaHWe BEAETCA MO ABYM HanpaBreHNsIM:

- MpegocTaBeHne cnpaBoYHON MHOpMaLmy;

- yOOBMETBOPEHME 3aMpoOCOB Ha OKka3aHUe/M3MeHeHWe YChyr.

6.3.2.3. TunoBasi CTpykTypa MHdopmauum, NpeaoCcTaBnsaeMon Npyu MHTEPaAKTUBHOM OBCNyXMBaHuM, NpuBedeHa B
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Tabnuue 7.

Tabnuuya 7

HamvMeHOBaHUE
pas3nesia BeO-camuTa

HamMmeHOBaHMe nompasneria

VHbopMalmsa, comepxaumascs
B Iompasmeie

OCHOBHBIE YCIIyI'M

[lepeueHb M CTOMMOCTBb
ycayr (Tapudsl) B
3aBMCHMMOCTM OT BUIa
OedATeJIbHOCTU OpTraHM3aLuu

MubpopMaLMsa O TOM, UTO BXOOUT
B IepedeHb YyCJyT, KaKuM
ofpasoM M KTO OolIpenesigeT UuX
CTOMMOCTb

Ocobrle yCJIOBUS
(IbpTOTEHI M CcyBCcuOmMmM)

MubpopMauMsa O JIbTOTax

U CcyOCUIMsaxX MaJjiooOecClieueHHBIM
M COLMAaJIbHO He3allMIleHHBIM
IpaxiaHaM

[laMaATKa NOTPeObuUTeI

HeTanbHasa mHOOpMaLMA

O mpolenypax B3aMMOIEMCTBUSA
C opraHmMz3aluMer IOJjg [HOJIydeHUS
YCIIyTH.

TunosBele QOPMEI DOKYMEHTOB
(3asaBKM, OOTOBOPH, KBUTAHLUM,
AKTH M T.I.)

[lokasaTenn, XapakTepu-
3ylMe KadeCTBO YyCJyT

VrdpopMalLmsa, OCHOBaHHAasA
Ha COOTBETCTBYIUMX
HOPMATUBHEIX aKTax
M CTaHOapTax OpTaHuU3alLumn

JOmnmOJIHUTEJIb HEIE
YyCIyru

[lomaua 3adBKU
Ha OKasaHue YCJyIM IO
IpenoCTaBJIEHHOMY II€PEUHI

dopMa aBTOMaATU3MPOBAHHOM
3a4a4BKU

Bonpock HaxoxIeHue oTBeTa ABTOMATUBUPOBAHHEIM [IOUCK
Ha BOIPOC OTBETOB Ha THUIMUHLIE BOIPOCH
norpedbureney, dopma
[locTa”HOBKA BOIpPOCA IJIs HalpaBJIEHMS BOINPOCOB
ObpameHnnsd, HanpaBure obOpalleHue, dopMa aBTOMaATU3UPOBAHHOT'O
IpeTeH3Un IIpeTEeH3UI0 obpaleHusa, NPETEeH3UKU
KpaTtkoe conmepxaHMe
OTBETOB Ha OOpalleHuAa
U NIPETEH3UNU
OT3EIBEHL HanpaBJieHMre OT3HBA ABTOMaTHURUPOBaHHasa ¢Qopwma,
B KOTOPOM NOTPeOMUTEeNIM MOTYT
OT3EBEL OO OpraHMs3alUn OCTaBUTbL CBOM OT3BIBH
O KadvecTBe OOCJIYyXMBAHUSA
dopyM ObcyxIneHMe BOIPOCOB Bonpocel u oTBeTH, OOMEH
B3aMMOIENCTBUA MHEHUAMHU
C opraHmu3auuemn
HoeocTu AxTyasibHasa MHOoOpMalLMs MubpopMaumsa 06 M3MEHEHUU
oJjid norpeburesen TapudoB, O rpadmkKax I1JIAHOBEIX
opraHm3auumM (MOXeT OTKJIIOUEHUN (MJIM CCEUJIKU
KoHcynbTaHTINIOC
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comepXaTb CCBUIKY Ha COOTBETCTBYyUME PECYPCH),
Ha TJIaBHYK CTPaHULLYy aBapMVIHbIX OTKJIIIOYEHMAX, HOBBIX
Beb-canTa opraHmu3alunu) bopmax oOCHyXMBaHMA M IpP.
[lpueM nJjaaTexen KoHTakTHaa mMHOOpMaLUA Anpeca, TenepoH, rpadmk

paboTel, Opouasa MHOoOpMaLMUA

LIeHTp OUYHOTO Arnpeca LEHTPOB Arnpeca LEHTPOB,
OGCHy)KMBaHMH npegBpapmTeJibHada 3allMChb
(oBbocobyieHHOE 3anmck Ha IpUeM Ha IpueM, npodad MHOoOpMaLMAa
rnompasneJjieHue, O LEeHTpe, KOHTaKTHAas
aBOHEHTCKMM NYyHKT) [ YacTo 3amaBaeMble nHpopMalumsa CHeLUaJIMCTOB
BONPOCHE O LIEHTpEe OpraHm3aluuM M TeJePOHHBIM

HOMEp TopAdYelr JIMHUMU
[Iybaukaumum O LeHTpe

[loJle3HEIE CCBUIKK Anpeca BeO-calToB [lepeueHb BeO-CaMTOB,
[OJIE3HEIX IJI [OTPeduTesis

7. MNopsiaok paccMOTpPeHUs NpeTeH3nn notTpebuTtenen

7.1. B uensax noBblLIEHUSA CTENEHW NOANbHOCTU U YAOBNETBOPEHHOCTM NoTpebutenen, a Takke AN NOBbILLEHUS
KayecTBa obcnyxuBaHus noTpebutenen opraHuMsaumst OOSMPKHA NNaHMpPoBaTb U MPOEKTUPOBaTb IAPPEKTUBHLIA U
pe3ynbTaTuBHbIN NpoLecc paboTbl C NPETEH3UAMMU.

7.2. OpraHusaums gorkHa paspaboTatb 1 BHEAPUTb npoueaypbl perncrpaumMu npeTeHsuid M OTBETOB Ha HUX,
MOPSAOK MOMb30BaHWA TakMMWU 3anucAMU M yNpaefneHns uMMu € cobnogeHvem 3awmTtbl 060N nepcoHanbHON
MHdOpMaUuK o nogatenax npeTeHaun. MNpu perncTpauumn npeTeH3nmn en NnpuceamBaoT NOeHTUMUKALMOHHBIN Kog,.

7.3. 3anuck, caenaHHasi Npy NEPBUYHOM NpyemMe NpeTeH3nn, AoMKHa cogepXaTb yka3aHus Ha Mepbl, NPUHATUSA
KoTopbix TpebyeT noTpebutenb, a Takke nwobylo Apyrylo uHdopmauuio, Heobxoaumyro Ana  addeKTUBHOro
paccMOTPEHUs NPeTEH3NW, BKITOYas criegyloLuee:

- onncaHune NpeTeH3nmn 1 COOTBETCTBYHOLLME BCNOMOraTefbHble AaHHbIE;

- Mepbl, MPUHATUA KOTOPbIX TpebyeT noTpebutens;

- AaTy NoAroToBKM OTBETA;

- He3ameanUTEenbHO NPUHATLIE MepbI.

O nonyyeHWM Kaxgon nNpeTeH3un cnegyeT HemedneHHo coobwatb ee nogartento (Hampumep, No noyre, Mo
TenegoHy, No 3NEKTPOHHOW rnoYTe).

7.4. Tocne pernctpaummn npeteHsumn TpebyeTca onpeaensaTb NPaBUbHOCTb ee 0popMIeHNsi, JOCTaTOMHOCTb U
060CHOBaAHHOCTb COAepxallencsd B Hel UWHopMauuM, a Takke BaKHOCTb, CHOXHOCTb W HeobXOAMMOCTb
OCYLLECTBMNEHNA HEMEANEHHbIX AeNCTBUN.

K paccmoTpeHuto npuHMMatoT NpeTeH3unto, NPeACcTaBneHHYo B MMCbMEHHON hopme 1 coaepkaLlyio:

- HaMMeHoBaHWe ycnyru;

- OCHOBaHUVA ANSA NpeTeH3unu;

- Heobxoaumble AoKkasaTenbHble JOKYMEHTbI;

- HOMep [0oroBopa, AaTy ero 3aknioyeHus.

MoTpebuTtens, npeacTaBmBLLErO NPETEH3NIO, HE coAepXallyto yka3aHHbIX aTtpubyTos, MHOpMMpyoT 06 3TOM C
Lenblo Nony4nTb BCO HEOBX0AMMYIO 1 AOCTATOYHY MHAOPMaLMI0 ANS 0OBEKTUBHOIO PAaCCMOTPEHUSA NPETEH3NN.

7.5. MNpeTeH3na gomkHa ObiTb NPOCNEXMBAEMON, HaunHas C ee npuema A0 AOCTUXKEHUS YOOBNETBOPEHHOCTU
nogatens NPeTeH3nM WNM OO0 MNPUHATUS 3aKMYUTENbHOTO pelleHusi. TekylMin cTtaTyc nNpeTeH3uuM [OmkeH ObiTb
coobLleH ee nogaTernto Mo ero 3anpocy.

7.6. B cnyyae HegocTatovHOCTM UM OTCYTCTBUA [0Ka3aTeNbCTB, MO3BOMSAIOWMX MPUATU K BbIBOAY O HamnvMyvm
nMBo OTCYTCTBUM NPU3HAKOB HapyLleHns TpeboBaHuin, opraHmM3aums Bnpase Ana cbopa v aHanm3a [OMONHUTENbHBLIX
[oKa3aTenbCTB NPOANUTL CPOK paccMoTpeHus npeteHsuun. O npoaneHnm cpoka paccCMOTPEHUS NMPETEH3NN OpraHmM3aums
ob6s3aHa B NCbMEHHON hopMe YBEAOMUTL nogatens npeTeH3uu.

7.7. Ecnu npeTeH3unsi npu3HaHa HeobOCHOBaHHOW, TO noAaTento MpeTeH3Mu HanpaBnsloT MUCbMEHHbIA OTBET,
coaepXallnii 0TKa3 C apryMeHTMPOBaHHbIM 3aK/IOYEHUEM.

7.8. B cnyyae npu3HaHua npeTeH3nM OOOCHOBAHHOM nNoAaTentd HampasnAlT MUCbMEHHbI OTBET C
npeanoxeHuamMn no yperynuposaHuio. Ecnv nogatens npeTeHsun OTKIOHAET NpeanaraemMoe pelleHne unu Aencreue,
NpeTeH3nsa JoSMKHA ocTaBaTbCs OTKpbITON. O6 3TOM AOMKHbI ObITh CAenaHbl COOTBETCTBYIOLLME 3anuncu, a nopaTernb
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npeTeH3nmn AomKeH 6bITb NPOUHGOPMUPOBAH O TOM, Kya OH elle MOXeT 06paTuUTbCA BHYTPU U BHE OpraHnsaumm.

7.9. O606LeHHy0 HopMaLMo 060 BCEX MNOCTYNMBLUMX NPETEH3NAX, UX MNPUYMHAX, NPEeANPUHATBIX AENCTBUAX
MOAroTaBnMBAOT B BUAE OTYETA AN NPOBEAEHNSI aHanM3a CO CTOPOHbI PYKOBOACTBa OpraHu3aumMm U UCMonb3yT npuy
MOHWUTOPUHIe YOOBNETBOPEHHOCTM noTpebutenen.

7.10. OpraHusauma [ormkHa NPOBOAMTb MOCTOSIHHBIA MOHUTOPUHI npouecca paboTbl C MNPEeTEeH3naMM Mo
cnegylowmnm nokasaTensam:

- cobnogeHne CpoKOB PACCMOTPEHUS U YperynnpoBaHus NpeTeH3uu;

- OO BLEKTUBHOCTb PACCMOTPEHMS MPETEH3UN;

- aJeKBaTHOCTb OCYLUECTBIEHNS] KOPPEKTMPYIOLMX W npeaynpexgarwmx OeNCTBMW MNpu  BO3HUKHOBEHUU
npeTeH3uu.

7.11. OpraHmnsaums gOmKkHa MOCTOSIHHO ynydwaTtb 3(EKTUBHOCTE M pe3ynbTaTMBHOCTb Mpouecca paboThbl ¢
npeTeH3nsamu.

Moka3aTenu pesynbLTaTMBHOCTM Npouecca paboTbl C NPeTEH3UAMU:

- YMCIO cUCTEMATMYECKM NOBTOPSIOLLMXCS NPETEH3NN;

- YMCIIO NPETEH3UN, HE NPUHATBIX K UCMOSTHEHMIO MO NPUYNHE UX HEOBOCHOBaHHOCTMY;

- YMCIIO OTKITOHEHHBIX, HO MPU3HAHHBIX 0OOCHOBAHHbLIMM, MPETEH3UN;

- YUCIO CryYaeB HECBOEBPEMEHHbIX EVCTBUN MPU PpaCCMOTPEHNUN 1 YPErynnpoBaHMn NpeTeH3unm;

- YUCIO CryYaeB HapyLleHns BeeHUs 3anucen npu peanusaumm npouecca ynpasneHns NpeTeH3nsamun.

7.12. OpraHusauus [OMmKHa NpUHUMaTb Mepbl OMS UCKMOYEHUS MPUYMH CYLLECTBYIOWMX M NOTEeHUUarbHbIX
npobnem, NPMBOASALUMNX K NPETEH3MAM, C LENb0 NpegoTBpaTUTb X NOBTOPHOE BO3HWKHOBEHME. OpraHm3aums JOSKHa:

- ccnefoBaTh, BbISBAATE U MPUMEHSIT HAUMYYLINIA ONbIT B 06n1acT paboTkl C NPETEH3MAMY;

- pacnpocTpaHATb NoAxoAd, hoKyCcMpyeMbI Ha NoTpebuTens, BHyTpM opraHu3aumu;

- MOOLLPATbL NPUMEHEHME MHHOBALMI B NpoLecce paboTbl C NpeTeH3nAMu;

- noowpaTe 06pa3yoByto paboTy ¢ NpeTeH3nsaMu noTpebutenen.

8. MOHUTOpPUHI YyOOBNETBOPEHHOCTU NOTpedbMTENEN

8.1. MOHVTOPWHT yOOBNETBOPEHHOCTN MOTPEOMTENEN NPOBOAAT B LENsX onpegeneHus obnacten ynydleHusi
nedAtenbHocT, pa3paboTku U OCyLLECTBIIEHUS Mep No Hambonee NofTHOMY yOOBNETBOPEHUIO TPEOOBAHUN N OXnOaHWUN
notpebutenen. MOHUTOPUHI NPOBOAST HA OCHOBE aHanu3a Mnofy4YeHHON WHopMaumm O KavectTBe ob6CnyXmBaHUsA ©
0eATenbHOCTM opraHn3aumm B LesoMm.

8.2. OOBEKTOM MOHUTOPUHIA SBMSIETCA YOOBMNETBOPEHHOCTb MNOTPEOUTENEN cnegywwmmMm  CTOPOHaMu
OesTeNbHOCTY OpraHv3aunm:

- KayecTBO obCnyXnBaHusa noTpebuTenen;

- MHchopmmpoBaHue o6 ycnyrax;

- NpOX0oXAeHue 3anpocoB, JOrOBOPA UMK 3akasa, BKMYas U3MEHEHUS K HUM;

- obpaTHas cBsi3b C NOTPEOUTENSIMU, BKITHOYAs NpeTeH3uu;

- penyTauusi opraHusaumu.

8.3. NHbopmaumio Anst OCyLLECTBIIEHNS MOHUTOPWHIa yOOBMNETBOPEHHOCTM noTpebutenen B 3aBUCMMOCTU OT
WCTOYHWMKOB NOAPA3AENISOT HA BHELLHIOW U BHYTPEHHIOH.

8.4. MNokasaTenu, ncnonb3yemble ANg MOHUTOPUHIa y4OBNETBOPEHHOCTU NOTPebnTENEen Ha OCHOBE BHYTPEHHEN
MapKeTUHroOBOW MHOpMaLmuK, nognexar aHanuay u, Nnpu Heob6xoaMMOCTHU, akTyanu3aauumn n yTeepxaeHuo. BHyTpeHHsa
MapkeTUHroBas uHdopmauusa gopMmmpyeTca B pesynbTaTte AOrOBOPHOM M BCEN MNPOM3BOACTBEHHO-XO3ANCTBEHHON
OesaTenbHOCTU opraHm3aumn. B yacTtHocTn, MoryT ObiTb yYTEHbI TakMe nokasaTenu, Kak pocT 4Yucna notpebutenen,
NPOAOIPKUTENBHOCTE B3aMMOZENCTBUSE C HWMW, YMCMO MPOSIOHTMPOBaHHBIX W PacTOPrHYTbIX [AOrOBOPOB, YMCHO
NPEeTEH3MN, NOMYYEHHbIX OT KOHTPAreHToB Npu peanu3auun 4oroBOpoB.

8.5. 1N MOHWUTOpPMHra y4OBMETBOPEHHOCTM NOTpebuTenern Ha OCHOBE BHELUHENW MAapPKETUHrOBOW MHOpMauum
NCnonb3ytoT criefytolime MeToabl:

- NpoBeAeHne ONpoCOB: aHKeTUPOBaHNE U MHTEPBLIOUPOBAHME;

- aHanu3 NpeTeH3nn 1 obpalleHnii;

- aHanu3 BHYTPEHHUX NokasaTternen paboTel opraHmM3aumm (HanpyuMep, YMCro U NPOACIKUTENBHOCTb NEPEPLIBOB B
nogave 3neKTpuYecKon 1 TENSTOBOW SHEPTUN).

AHKeTbl AN U3yYeHus yoOBNeTBOPEHHOCTU NOTpebuTenen paspabaTbiBaloTCs cneumManucTamm opraHvsaumm Ha
OCHOBE NpeaBapuUTENbHO COCTaBIEHHbIX BOMPOCHUKOB C Y4eTOM MOTPEeOHOCTM B WCCNEAOBaHUM  KOHKPETHbIX
nokasarenew.

PesynbTaTtbl WHTEPBbLID [OMKHbI ObITb 3adMKCMPOBAHbI B MUCbMEHHOM BuAE, NpPOaHaNM3vMpoBaHbl U
npeacTaeneHbl Anst 0606LeHus.

8.6. B obLuem criyyae oueHka yaoBNeTBOPEHHOCTM NoTpebutenem moxeT ObiTb NPOBeEHa Ha OCHOBE:

- CpaBHEHMA NokasaTenen ¢ aHanorm4yHbIMU NokasaTenamMm gpyrux opraHn3auni;
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- CpaBHeHMWs nokasaTenen no pasnuyHbIM BUAaM ycryr, npoueccam, cermeHTam pblHKa;

- onpefeneHns TeHOEHUMI B AVHAMUKE NokasaTenen.

8.7. MOHWTOPVHI yOOBNETBOPEHHOCTM MOTpebuUTEnen Ha OCHOBE OaHHbIX, MONTyYEHHbIX B XO4e MNpOBEAEHUS
0OnpocoB, POKYC-rpynn 1 Ap., MOASIEXUT CUCTEMATUYECKOMY KOHTPOJTIO 1 aHanusy.

8.8. Hakannueaemas nHdpopmaums o6 ygoBneTBOPEHHOCTM noTpebutenen fomkHa ObiTb CUCTEMATU3NPOBAHA MO
cnenyloLwmnM HanpaBneHusIM:

- onpeaeneHHbIM BpeMeHHbIM nepuogam (nonyroauve, roa);

- 0ObEKTaM MOHWUTOPWHIa yOOBNETBOPEHHOCTM NoTpebuTenen;

- rpynnam notpeburenewn n otaenbHbIM NOTPEOUTENSIM.

8.9. PesynbTaTbl MOHWTOPWHra paccMaTpvBaloT MNpyM MNPOBEAEHMU aHanmu3a CO CTOpPOHbl  PYyKOBOACTBA
OpraHusaumm He pexe OL4HOro pasa B rog And onpefeneHrms HeobxooMMbIX KOPPEKTUPYIOLLMX U Npeaynpexaaromx
OencTeui.

MpunoxeHne A
(cnpaBo4Hoe)

CUCTEMA ABTOMH®OPMPOBAHUA

A.1. Cuctema aBTOMH(OPMMPOBaHUSA noTpebutenen npegHasHavyeHa [[Ns OOBEOEHUA OO0 HUX TUMOBOW
WHopmaLnK.

A.2. ABTOUH(popMaTOp MCMonb3yeTcs:

- MpU VHGOPMMPOBaHUM noTpebutenen 00 WU3MEHEHWsIX B LEHOBOW MOMWUTUKE, W3MEHEHWUM NepeyHs
NpegocTaBnsieMbIX YCIyr;

- MpY yBEAOMIIEHUN O HeynnaTte 3a NpeaocTaBleHHbIe YCNYrM C aapecHbIM CoobLLeHMeM CyMMbl JONTa;

- NPV HaNOMMHAHUN O HEOBXOANMOCTN NPOBEAEHUS MEPOMNPUATUN;

- Npy NpeaynpexaeHun o NpUOCTaHOBIIEHUN YCYrX 3a Heynnaty U T.4.

A.3. TpeboBaHue k cuctemam aBTOMHOPMUPOBAHUS:

- BOBMOXHOCTb XpaHeHWsi pe3yribTaToB OMOBELLEHUS;

- BO3MOXHOCTb XpaHEeHWs CLieHap1eB OMOBELLEHNS;

- BO3MOXHOCTb XpaHEeHWsi CNINCKOB OMOBELLEHUS;

- OTYET MO OMNOBELLEHUIO;

- MOHUTOPWHT NpoLecca ONOBELLEHUS B pEXUME pearibHOro BpeMeH!;

- Ha3HayeHWe 3alaHns Ha OMoBeLLeHMe C YKa3daHneM BpeMeHU Hayana yu OKOH4YaHus;

- MepeknYeHne Ha onepaTopa (Tonbko AN TenegoHHOro aBToMHPOPMNPOBaHUS).

A.4. ABTOMH(pOPMMpPOBaHNE NOTpebuTenen NpoBoOAMTCS CreayrLmnMmn cnocobamu:

- TeneoHHOe aBTOMH(OOPMUPOBaHUE;

- E-mail-aBTonHdopmmpoBaHue;

- SMS-aBTOMHMOPMUpPOBaHUE.

A.5. Cuctema TeneoHHOro aBTOMH(OPMUPOBAHUSA MO3BOMSIET MNPOUrpbIBaTbh 3BYKOBble (pannbl, a Takke
BOCMPOM3BOANTb YMCITOBYIO MHGPOPMaLMIO, HAaNpMMeEp: O CTOMMOCTU YCIyr, BPEMEHU, AaTe, TenedOHHbIX HoMepax W
T.0. JaHHoe aBTOMHOpPMMpPOBaHWE MNPOBOAUTCS Cpean noTpebuTenen, 3akni4uMBLUMX C KOMMaHWEW [OOroBop Ha
npegocTaBreHne ycnyr, no Homepam TenedoHOB, yKa3daHHbIM B OrOBOpPE.

A.6. E-mail-aBTOMHOpMUpOBaHME NPOBOANTCA cpeaun noTpebutenen, 3akniouMBLUMX C OpraHu3auven [oroBop
Ha NpeaocTaBneHne ycnyr, no agpecam 3MneKTPOHHOM NoYThbl, OGPOBONBHO NpeaocTaBneHHbIM NoTpebutensamu.

A.7. SMS-aBToONHOPMUPOBaHME NPOBOAUTCA Cpean NoTpebuTenen, 3akni4uMBLUMX C KOMMaHWEN [OroBOp Ha
NpegocTaBreHNe ycnyr, N0 HoMmepaM MOOUNbHbIX TeNedoHOB, AOOPOBOSBLHO NPEAOCTABMNEHHBIM NOTPEOUTENSIMM.
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