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OMCKAA C 6 =
SHEPIOCEBITOBEAS TaHAAPT Ka4yecrsa 00C/Ty)xMBaHHA K/ITHEHTOB

i
KOMMAHUS 000 «O3K» ﬂ;ﬁmem

Pazgen 1. O6mue noJioxeHus.

Hacrosmyii CraHzapr KauecTBa obcmyxuBanus KimueHrtoB (zmanee CTaHAapT) yCTaHaB/IMBaeT
HeOOXOZMMbIE KaueCcTBeHHBIE XapaKTeDHUCTMKM M TPeGOBaHHS K KIMEHTCKOMY OBCTy>KMBaHUIO
B 000 «O3K>» (nanee — Ob11ecTs0), BKIIOYAs ITPABH/IA 1 IPUHIHITEI OUHOT'O M 320YHOr0 06C/ Iy KHUBaHKS.

Hacrosmupii CTaHzapT AB/IS€TCS HOPMaTHBHBIM JOKYMEHTOM, ONpeAe/ISEOLMM HOPMEI U [TpaBH/ia
B3auMozielicTBHA ¢ Kimentamu, enumbie TpeOOBaHMsI K Ka4yeCTBY OOGC/HYy)KMBaHWS; ONTHMM3allMH U
thopMam3aly npoLeAyp B3aumogeiicreus Obmiecrsa 1 Kmenrra.

IMonoxenwsi Hacrosmero CraHjapTa NPUMEHSIOTCH, €C/Id MHOE He YKa3aHO B 3aKOHe WM
Jorosope ¢ KimeHToM.

Hevicteve CraHjiapTa pacrpoCTpaHseTcs Ha B3auMooTHomeHus OOmectBa ¢ Kimedramu -
(U3MIECKUMH JIUIIaMH, FOPH/IMUEeCKUMH JIMLIaMH, TIpeANpHHUMaTe M 6e3 06pa3oBaHust FOPHAHYECKOro
JMII3, & TAKXKE HCIIOHUTE/SIMM KOMMYHA/IBHBIX YOIYT U3 YHC/1a TOBAPHILECTB COOCTBEHHUKOB JKHUJIBS,
JXWIMIIHO-CTPOUTENBHBIX, JKWIMINHBIX WM HMHBIX  ClelUa/M3HPOBAHHBIX  MOTPeOUTeNBCKHUX
KOOIEPaTHBOB JIMOO YIpaB/IIONMX OpraHu3aiwii. CTaHAapT He peraMeHTHpYeT B3auMojeiicTsHe
Komnanyu 1 norpeburenei Ha ONTOBOM PBIHKE 3/IEKTPOIHEPryM (MOIHOCTH).

ITpumenenre mnonoxenwi CraHzapra O6mectsa mpu obcayxuBanuu KiMeHTOB sBnsieTcs
00s13aTe/IbHBIM.

1.1. ITe/mm ¥ 3ajaun.

ITemsto pa3spaboTKu ¥ BHeApeHus AaHHoro CTaHZapTa sB/SIETCS YCTAHOBJ/IEHHE HODM M NPaBHII
B3auMogzieictBuss ObmecrBa ¢ Kimenramu, enuHbix TpebOBaHMM K KauyecTBY OOGC/Hy)KHMBaHWMS,
ONTHUMM3ALMA U POopMaIi3aLiys NPoLIeAyP B3auMozeicTBHA. IIoBbINEeHHe YPOBHS JIOSUIBHOCTH KJIMEHTOB
3a CYeT y/IyudllleHus KauecTBa 0OCIy)KvBaHWs MPH Iepexo/ie Ha CerMeHTHYH0 MOZe/b ¥ obecreyeHue
KOHKYDEHTHOIO IDEMMYIECTBA NPY PeayM3al[ii JIOTOJIHUTEe/IbHEIX CePBHCOB M LIM(POBH3AIMHA IS
NI0/Ty4eHus: PUOLUTH B J0/ITOCPOYHOH [TepPCITeKTHBE.

CranjapT onpejenseT W perjaMeHTHpyeT TpeOOBaHMS K CIeAYIOL[MM IIpOLefypam
B3aUMOJIeHCTBHS:

—  anami3 morpebHocTel U oxuzaHuit KimieHToB mnocpeacTBoM o6pabortku obparjeHuii
KieHTOB;

— 3aK/IIOYeHHe U BeZleHHe JOrOBOPOB, TeKylree 00C/Ty)KUBaHHE;

— pearvpoBaHHWe Ha ano6bl ¥ obpaienus, obecrieueHre «0OPaTHOH CBA3M»;

— OL[eHKa CTelleHH Y/IOB/IeTBOPEHHOCTH KayeCTBOM YC/IYT 3/IEKTPOCHAOKeHWs ¥ KaueCTBOM
00CITy>KHUBaHNUS; '

— OCYIIeCTB/IeHHe MOHMTOPHHTA M KOHTPOJIS HaJ| 00cIyxuBanreMm KIIHMEHTOB, B TOM YuC/Ie 33
HCTIOJIHEHHEM pelleHuH, IPUHATELIX 110 Xanobam u obpaienusm KinveHToB;

— obecnieyenvie HHGOPMUPOBAHHOCTH.

CraHzapT onpefiefsieT W  peIJIAMEHTHDYET OCHOBHbIE  HAlpaB/IeHWs  IIOBBILEHUS

yZ0B/IeTBOpeHHOCTH KiIMeHTOB KauecTBOM YC/IyT 3/1eKTPOCHabKeHHs ¥ KaueCTBOM 00C/Ty KHBaHHS:
— YMeHbIIIeHHs] BpeMeHH pellleH:sT BOIPOCOB;
— onruMm3army 3atpaT KimenTtos u O61ecTsa;
— COo37aHusl KOM(OPTHEIX YC/IOBHUH U 06poXKe/1aTe/IbHOrO OTHOIIeHUs K KimieHTy.

1.2. HopMaTHBHEIE JOKYMEHThI.
B CraHfiapte yuTeHbl TpebOOBaHMSI M MCIO/IL30BaHB! CCHUIKH Ha C/IEJyIONIHE HODMaTHBHEIE

MPaBOBLIE AKTHI:
— ®DepepanbHbii 3aK0H 0T 27.07.2006 N 152-P3 "O nepcoHaIbHBIX AaHHBIX";
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— Tlocranosnenrvie IlpasurenscrBa PO or 04.05.2012 Ne 442 «O ¢yHKIHOHHMDPOBaHHH
PO3HHMUHBIX DBLIHKOB 3/IEKTPHYECKOM 3HEepruy, IOJMHOM U (WIM) YaCTUYHOM OrpaHM4eHWH peXHMa
ToTpeb/IeHwsT 3/IeKTPHYECKOM SHEPTHH»;

- ITocranoenenue IpaButenscrtea PP or 14.02.2012 N 124 «O npaBmiax, 06sA3aTe/bHEIX TIPU
3aK/TFOYEHHH JIOrOBOPOB CHab)XeHHss KOMMYHa/IbHBIMI PeCYPCaMH JJIsl LieJield OKa3aHHsl KOMMYHa/IbHBIX
yaIyr»;

— IlocraHormenue [IlpaBurensctBa P® ot 06.05.2011 N 354 «O mpefoCTaB/IeHHM
KOMMYHAQ/IbHBIX YC/IYT COOCTBEHHMKaM Y II0/Ib30BaTe/IsiM [IOMENIeHHH B MHOTOKBapTUPHEIX JIoMaxX M
JKHUIBIX TOMOB»;

— Ilprkas Munsnepro P® or 12.08.2022 N811 «O6 yreepxmenur IIpaBu/i TeXHUYECKOH
9KCIUTyaTal[|iy 3/1eKTPOYCTaHOBOK NMOTpebuTe el 3/IeKTPUYeCcKOM SHEpIum»;

— HanmonaneHel crangapr Poccuiicko#t @epepamm 'OCT P 52113-2014 «Ycoayru
HacesnieHWr0. HoMeHK/IaTypa IOKasaTeseil KayecTBa», YTBepXKAeHHbI (DeepalbHBEIM areHTCTBOM I10
TEXHHYECKOMY Pery/MpoBaHuIO U MeTpo/orkH oT 06.11.2014 r. Ne 1482-cT;

— HarpoHaneHe crafapT Poccutickol ®@efeparpu 'OCT P UCO 9004-2019 «MeHeKMeHT
KauecTBa. KauecTBo oprasusaipy. PyKOBO/CTBO IO OCTIDKEHHIO YCTOHUMBOTO YCIIeXa OpraHH3aliHu»,
BBe/IeHHLIH B JelicTBHe rprKa3oM Poccranzapra ot 20.08.2019 N 514-cT;

— CaHMTapHO-3ITH/eMHo/IorTHYecKre npaBuia ¥ HopMaTusel CanlluH 2.1.3678-20; CanlluH
1.2.3685-21; CII 2.2.3670-20.

1.3. TepMuHbI H onpe/je/IeHHs.

s veneli Hactosero CTaHAapTa UCIIONL3YIOTCS CIeYIOIHe TEPMUHEL U OITPe/ie/IeHHUS:

Onpepenenue Tepmuna (pacmdgpoBKka
HanvenoBanue Tepmuna | Coxpamenne e e

BBoguMBbIe onpefe/ieHus:

Bak-oduc (paboTHMKM O3K- [Toxpa3penenus Ob1iecTsa, yuacTByroime B o6paboTke

oduca) obpaiieHuii KimieHTOB 6€3 OCyI|eCTB/IeH!US TMYHOTO
KOHTaKTa ¢ HUMH. K 63K-0HCy MOryT OTHOCHTHLCS
OTZe/bHEIe PaOOTHUKY MHBIX TTOZpa3Zie/IeH|H, KOTOpEIe
ocyuiecTB/sIOT 00paboTKy oOpamenuii KnueHTOB B
PaMKax CBOel KOMIIeTeHLIMH, 3aKpeIUIEHHOH B
JIOJDKHOCTHOM MHCTDYKLIHH

WurepHer-npuemMHas - BupryanbHasi- npuéMHasi, pasMeléHHasi Ha
obuIMansHOM caiite Ob1mecTBa, MpejHa3HayeHHast /1
HarpasJieHHst KnueHTamMM MMcsMeHHOro obpaijeHus o
9JIEKTPOHHOI rouTe

Mob6wisHble (repeBIKHEIE) Bup ounoro obcryxuBaHus Ha TeppHTOpHH KimeHTOB,

oducel KOTOpoe ocyiiecTs/AeTcs paboTHukamu ObiecTsa wim
paboTHrkamu KomMraHii-nIapTHEPa B MOOH/IBHBIX
(mepeIBXKHBIX) oducax.

JCTaHIIMOHHOE By 3a0UHOro 00CTy>KUBaHKSA C UCII0/Tb30BaHHEM

obcTyKuBaHKe guctanioHHbIX KK ¢ yyacTuem yesioBeka

JIMCTaHIMOHHEIe KaHaBI TeleKOMMYHUKALIOHHBIE WK Te/leGOHHbIE CeTH

KOMMYVHUKALAH

Kanoba (nperensus) Bup obpamenus Kimenros B aapec Obmjectsa o
BOCCTaHOB/IEHMH HapyIIeHHBIX ITPaB WA OXpPaHseMbIX
3aKOHOM MHTepecoB KITMeHTOB, a Takke 0
HEeHa/j/1eXallleM HCIIOTHEHWH JJOTOBOPHBIX
00s13aTenbCTB OKa3aHusA YCIYT U (WIM) NpeioCTaB/IeHUI0
TOBApOB, a TAK)Ke O HeHa/|/IeXXallleM KauecTBe
06 CITyKIMBaHNMS.
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HanmvenoBanue TepMuHa : Coxpamenue

Onpepenenne Tepmuna (pacmudpoBka
COKpaIieHnn)

3aouHoe obciTyKuBaHue

ObcmyxuBarue KimieHTOR 6e3 MAuHOro (BU3yaLHOro)
KOHTaKTa ¢ paboTHMKamu O6IIecTBa OCPEACTEOM
Tesed)OHa, UHTepHeTa, IIOYUTHI U JIp.

HHTepakTUBHOE
obcTy>KuBaHKe

Bu| 3a04HOT0 06CTY>KUBAHHS YAAIEHHEIM CTI0CO60M €
MCTIONb30BaHueM JucTaHIMOHHEIX KK Oe3
OCYILIeCTB/IEHHUS HEIlOCPeCTBEHHOr0 KOHTAKTa C
Kimventammu

Kanan koMmMyHUKaIpm KK

Kanan obmeHa uHopManyeii Mexxay KimieHtamu u
ObmecTBoM

KauectBo ob6Cmy>xuBaHus

COBOKYTIHOCTE XapaKTePUCTHK NPOLIECCa ¥ YC/IOBHH
ob6cmyxuBaHus, 06eCrIeYnBalOIMX YAOBIETBOPEHHE
BBIAB/ICHHBIX WM IIpeAIIo/araeMbIX roTpebHoCTel
KiveHTOB

Kiment!

3aKa3ulK, NOKyIaTe/b, MOTpeOUTe/ L TOBApOB | (WIH)
ycryr O6mecTBa, IuiaTebuK. K K/IMeHTaM OTHOCSTCS
¢uzuueckue ymna (B2C), IopuaiJecKue IMia,
HMH/IMBUZlyabHEIe npefnpuHuMaTe (B2B),
Mpunnmans: (B2B2C)

KimeHToLeHTprYHOCTS

COBOKYITHOCTE IIPHHLIMIIOB M TEXHOJIOTHH
o6C/TyMBaHHs, CBH/ETe/IbCTBYIOIAs O TOM, YTO
TNpe/IBOCXHIIIeHHe OXXKU/IAHUH U yJOB/IETBOPEHHE
norpe6HocTeii KinieHTOB paccmarpuBaercsa ObmecTsom
KaK IPHOPUTETHOE HanpaB/leHue eé NesTe/TbHOCTH

Knura oT3sIBOB U
TIpeJI0KeHUA

WHcTpy™MeHT nosyueHus o6paTHoi cea3u oT KimieHToB
C Lle/Tblo (PUKCAITMK HapyIIeHuH IpoLiecca
00CTy>K1BaHKs, TI0/I0XKHUTEBHBIX OT3LIBOB,
TIpeZIOTBPALLeHH!s 3/10YTIOTpebIeHHH CTyKeOHBIM
TIOJIOXKEHKEM, ITPHUEMa TPe//I0XKEeH M 110 YIyUlleHHIO
JesTesbHOCTH OOIIecTBa, a TAKKe OLIEHKH YPOBHS
YZ0BJIeTBOPEHHOCTH KiHeHTOB

KoHcyneTHpoBaHue

[IpenocTaBneHue cripaBOYHOM HHGOPMAIMK Ha
obpamenue

Koncyneramus

Buz obpamienust KimenTos B azpec O61ecTsa ¢ 1e/bio
TIOTy9eHHs CIIpaBOYHOH HH(OPMALMH I10 06IHM
Borpocam 06 ObmiecTse, BOIpOCaM JA0r0BOPHBIX
OTHOILIEHU}H, ITpe0CTaB/IeHUs YOUIYT U (M/TH) TOBAapoB, a
TaK>)Ke MHBIM BOIIPOCaM, KOTOPBIE OTHOCSATCS K
JesrensHOCTH OO1ecTBa

KoHnTpons kauecTsa

TlepuopyuecKoe orpefie/ieHye 3HaueH!H roKasareei

obcTyKiBaHUA KavyecTBa 00C/Ty>KBaHNsA, aHA/IN3 KX W3MEHEHHA BO
BPEMEHHOM IIepHOJEe H/IH OTKIOHEHHS OT
3a/JaHHBIX/3Ta/IOHHBIX 3HAYeHWHA

KoHTaKTHEI 1IeHTp KIJ CrierHamiCTsl, KOTOpEIe 00ecneunBaoT 3a0UHOe

obcmy>xiBaHUe KITMEeHTOR € UCTIO/h30BaHUEM
JUCTaHIMOHHBIX KK WM IIpUB/IeUeHHasl OpraHU3alus,
OKa3bIBAIOIIas yC/IYTH 110 3a0YHOMY 0OC/TY’KUBaHHIO B
COOTBETCTBUH C NepejaHHbLIMY QYHKIIUAMH Ha
ayTCOPCHHT

! NlaHHE TepMIH He SBIFETCH YaCTBIO KOPIIODATMBHOTO T/IOCCADUS, @ YKA3aHHOEe 3HaUeHMe TePMHHA DaCCMAaTPHMBAeTCH

TO/LKO B PAMKaX HACTOSIIEro JJOKyMeHTa
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HanmeHoBaHue TEPMHHA

Coxpamenne

Omnpepenenue Tepmuna (pacmmudpoBka
COKpaIeHns)

JIuuHbi Kabunet Kimienta

JIKK

IToaTBEp)XAAeMbI Ha/THuKeM (TIPUBS3KOM) YUETHOM
3allCH TIepCOHaIbHBIN paszien KimeHToB B
MH(pOPMAaI[MOHHOM crcTeMe OOIecTBa,
obecrieunBaloIeli HCII0IL30BaHNE CEPBUCOB
00CITY>KHMBaHHUS 3apPerUCTPUPOBAHHLIMY B Hel
Kiienramu u ripefjocrapienye TakuM Kivenram

Heo0xoamMoli HHbOpMarHK

JlosyTbHOCTE

ITpusepxenHocte KimenToB O61[eCTBa,
MOTHBHMPOBaHHas [POYHO YKOPEHUBIIIeHCS PUBLIUKOM
IIOKYIIaTh OJI¥H ¥ TOT e ToBap O6IecTBa, TOBaphI
OZIHOTO ¥ TOro e OpeHzia O6IeCTBa UM NO/B30BaTLCS
OJIHOM U TOU xe yciayroit OB11ecTBa, a TakKe
HEeBOCTIPMMMUYMBOCTS K LjeHe ToBapa ¥ (W) yCIyTH
O61ecTBa, OTBEP)KEHHE AJIbTEPHATHBEI

Meccenmxep

ITporpamma (IpuIoKeHue) [UIA CMapTQOHA KM
TIePCOHAJIHOTO KOMITLIOTEPa, IT03BO0ISIONIAs
MTHOBEHHO 0OMEHMBATECHA C JPY3bIMH TEKCTOBEIMU
coobuieHusaMY, Tenle)OHHEIME 3BOHKAMY M JJaXKe
Pa3roBapHBaTh C WCIIOb30BaHHEM BH/IEOCBSI3H

MyHuinanisHoe
obpasoBanmue?

MO

T'opopa denepansHOro 3HaUeHus, a TAKKE He BXOAAIHE
B MX COCTaB MyHHULMITA/IEHBIE PAHOHBI, MyHHLIUIIA/ILHbIE
OKpYyTa, FOPOJCKHEe OKPYTa, FOPOZACKOH OKPYT C
BHYTPHTOPOZCKHM [IeJIEHHEM, B 3HAUEHHSX,
onpe/ieNiEéHHEIX PefiepalbHEIM 3aKOHOM «006 06mmx
TIPUHIMIAX OpPraHM3al[ii MECTHOT'O CaMOYTIPaB/IEHHS B
Poccuiickoit @eeparpu»

O6paboTka obparenns

ITponecc npuéma, paccMOTpeHHs 00paleHus U
nipeiocTassieHus oreeta KimeHTam Ha ux obpaiienue

Oobpamenue Kimernra
(obpaniexue)

ITuceMeHHOe Wi yeTHOe obpamjenye KimieHTa B
O6uiecTBO B (hopMe BOMpOCa, 3asIBKH,
nipeTeH3uK(>kanobkl), peAIoKe kst ¥ 61arogapHOCTH

Ob6ciy>uBanue KimieHToB
(obcmyxuBaHue)

ITocnexoBaTe/bHOCTE AeiicTBuit O6miecTBa fo, BO
BpeMs1 U T10CJIe ITPOJIaKK TOBapa U (Uix)
nipefocTaBneHus yoayr KimieHTam, B COOTBETCTBHH C
JIOTOBOPOM

OuHoe o6CITy>KHBaHHE

dopma 00C/Ty)KHBaHKs IIOCPEACTBOM JIMYHOrO KOHTaKTa
paboTHuka ObmiecTsa 1 KimieHra

OduLmManbHbIM caiT

KopriopaTuBHEI# Be6-CaliT, KOTOPBINA COAEPXKUT MOIHYIO
uHbopMarpio o KoMmranuu

CepBucHOe 00CTy)XUBaHUe

HeiicTBus OB1iecTBa 10 CONMPOBOKAEHHIO
WCI0/b30BaHus KieHToM nproOpeTéHHOro ToBapa U

(wm) yoryru Obiectsa

Crucrema MHTEpakTHBHOIO
T'onocosoro OTeera
(aBTOMaTHuUeCKas CIIpaBOYHast

cryxba)

MHOroypoBHeBasi CUCTeMa I'0JIOCOBOIO MEeHIO - aHaJIoT
aBTOOTBETYMKA: ITPOrPaMMHO-AITIapaTHBIM KOMIIIEKC,
o6ecrieunBaroLIiiii BOCIIPOM3Be/|eHIe I'0JIOCOBBIX
(parmeHTOB (TIPUBETCTBUH, COOOLIEHHH, MeIOui H
Tpoy.) B rpotjecce 06paboTKy BXOASIIMX BEI30BOB
KnvieHTOB 110 TenedoHy

2[aHHEIA TEPMHH He SBISETCH YacThi0 KOPIIODATHBHOIO IIOCCAPHS, a yKa3aHHOe 3HayeHHe TePMHMHAa PacCMaTpHBAeTCH
TOJLKO B PAMKaX HACTOSALIEro JOKYMeHTa




OMCKASR
SHEPICCBbLITOBAA

Cranjapr KadecTBa 00C/Ty)KHBaHHA K/THEHTOB

000 «0O3K» BHEIIHero
KOMITAHUS per S
_ : Onpepenenne TepmMuna (pacomgpoBKa
Hanmenosanue Tepmuna | Cokpamenune coKpanenns)
Cucrema 3/1eKTPOHHOH C320 YcrpoiicTso (MporpaMMHO-armapaTHbIA KOMIUIEKC) H
oyepenu (vy1) 3/1eKTPOHHLIA CepBUC (B TOM YHC/IE
JMCTaHI[MOHHBIN B CTydae NpeJBapUTe/I-HOH 3aIlicH),
TI03BOJISIOIIee OPraHW30BLIBATh 3aUMch KiMeHTOoB Ha
IIpyeM 110 BDeMeHH 1 JaTe B 3aBUCUMOCTH OT
BbIOpaHHOH TeMaTHKHU o6parenus B LIOK
PaboTHUK (crienuammcT) PaborHux ObmjecTBa wiw ©HOe JHI[o (B T.4. paboTHHK
NOZPSAAHON OPraHu3aliy), PeCTaBJIsIOI]ee HHTePEeCh
O6mecTea
CpeicTBa MaccoBoi CMH CoBOKYITHOCTE BCEX KaHa/IOB I1epefiay HH(opMalHH:
HH(POPMaLIUK 11eyaTh; pafuo; TeneBuaeHue; IHTepHeT.
Tepmunan IIporpamMmHO-anmapaTHbIN KOMILUIEKC,
npeHa3sHa4YeHHEH 151 06C/ Ty KiBaHwMs [T0CPeCTBOM
TepMUHa/Ia, KOTOpbI obecrieunBaeT JoCTyn 1
HCII0/Mb30BaHKe KiMeHTaMy aBTOMaTH3UPOBaHHBIX
CEepPBHCOB 00CITy)KHUBaHUS
®poHT-0¢ucC (paboTHUKM IMoppaspenenus O6ecTBa U (WIK) OTJe/IbHbIE
(dpoHT-0(HCa) paboTHYKY NoZipas/ie/ieHuH, KOTOphIe OCYIeCTBIIIOT
obc/Ty>KHUBaHHe IT0CPeZCTBOM JIMYHOI'O KOHTAKTa C
KmzenTom. K paboTHiKam ¢poHT-odrca MoryT
OTHOCHTBLCSI PabOTHMKM UHBIX MOZpa3/ie/IeHHH, KOTOpbIe
OCYIL[ECTB/IAIOT 00CTy>KHBaHWe WM YYacTBYIOT B
obpaboTke obpairjeHui B paMKax CBOMX JOJ/DKHOCTHBIX
o0si3aHHOCTEH, YTBeDXKAEHHEIX B OOI[ecTse
LlenTp 06CTY>MBaHUA [OK, ITogpa3aenenus OBecTBa, KOTOPEIE OCYIECTBIISIOT
KimieHnTos, Y4acTok YOK TO, ouHoe obcmy>xuBanue KimieHTOB
obcy>kuBanust KimieHTOB
TEePPUTOPHAJIBHEIX OT/e/IeHUH,
JIonoTHATE/TBHELA 0dHC.
J0
ObpaTHas CBA3b I[Mporecc noayuenus uHpopMaipu ot KimeHra,
cojepKalieii ero MHeHHe 0 JiesTebHocTH O6mecTsa,
KayecCTBe IPe/i0CTaB/IeHHBIX YC/IYT WK KadeCcTBe
obcryxrBaHys paboTarkamu Ob1iecTsa
CranzapT KayecTBa CKOK Csog npaewi O611ecTBa, KOTOPLIE PErYIUPYIOT
00CTy>K1BaHHA KITHEHTOB TIOPAZIOK M Ka4ecTBO 00CmyKuBaHusA, 00me
TTOKa3aTe/T¥ KauecTBa 00C/Ty)KUBaHUs, JeHCTBHS
paboTHukoB OOIIecTBa B CTAaHAAPTHBIX U
HeCTaH/|apTHBIX CUTYal[siX B3aUMO/IeHCTBUS C
KJIMeHTaMH4
Ousnyeckue  auna/Kments|@JI/B2C KJmMeHTBl, OTHOCALIMECS K GU3UUECKUM JIMLaM,
B2C KOTOpBIe MOB3yroTcs yoryramu O6imecTBa Wi
TOKyTIaroT ToBapke! y ObijecTsa fj1 GBITOBBIX HYXKJ K
JUISL HCTIO/Tb30BaHMs B JIMYHBIX LIEJIAX
HOpuanueckue marja / Kmuents1[HOJI / B2B KimdeHTsl, OTHOCAIHECH K FOPUIHYeCKHM JIMLaM Wi
B2B TIpMpaBHEHHbIM K HUM (PU31YecKye JI1Ia, KOTopkle

TI0J/I3YIOTCS yoTyramu O61ecTBa WM MOKYIIAIOT
ToBapsl v O6IecTBa I Lienei 6u3Heca




OMCIKASR i
SHEPIOCERITOBASR CranpapT KayecTBa 00C/Iy)KHBaHHA KIHEHTOB

000 «0O3K» s BHellHero
KOMAHUR HCTIO/T530BaHNS

Omnpepenenue TepMHuHa (paciuppoBKa

HawnmenoBanue Tepmunaa | Coxkpamenue COKparnieHns)

OMHHKaHa/IbHOCTB» B3aumnas HHTerpalys pa3spo3HEeHHBIX KaHa/lloB

KOMMYHHKaIIUW B YHU(DHLIAPOBAHHYIO CHCTEMY, C
1e/nbio obecrieyeHus: GeCIIOBHOM U HEITPEPHIBHOK

KOMMYHHKalmu ¢ KimmeHTOM

OT3bB ObparieHys K/IMEHTOB, KOTOPEIE COZIEPIKaT OLIEHKY
TIpe/j0CTaB/IeHHbIX YCIIYT, KauecTBa 00C/Iy)KuBaHus B
Obimectse

ObmecTBo O611jecTBO C OrpPaHUYEHHON OTBETCTBEHHOCTEIO

«Omckasi 3HeprocOerToBas KoMrasusy, 000 «O3K»

1.4. ITpuHnune! B3auMojeicrBusa OdmecrBa ¢ Kinerramu.

1.4.1 O6cmy>xuBaHKe JOJDKHO OBITE JOCTYIIHBIM A OTPAXKATHCS B:

- TePPHUTOPHAILHOMN JAOCTYIHOCTY, T.e. KimeHTy rapaHTupyercs obcrIyKuBaHHe He3aBHCHMO
OT MX MeCTOHAXOXX/IeHUs B CTydae BO3MOXKHOCTH OpPraHW3aL[|y TaKoro 06c/Iy KuBaHus;

- OpraHW3allMOHHOM JOCTYmHOCTH, T.e. KimeHTy rapaHTUpyercs O0OCIy>KMBaHHE C
HUCTI0/B30BaHKueM pasmmuHbix KK;

- MH(OPMAIMOHHO! JOCTYIHOCTH, T.e. K/MeHTy fo/DkHa OBITH IpejoCTaB/ieHa IOJHAA U
ZlocToBepHas MH(popMarps 000 Bcex yoryrax ¥ (W) ToBapax OOmjecTBa, nporeAypax obc/Iy>KUBaHUs
B JIOCTYTIHO# (hopMe;

- BDEMEHHOM JOCTYIHOCTH, T.e. obecreuenue pexxuma paborei KK, ypobHoro mis
WCTIo/b30BaHusA KieHToM.

1.4.2 O6cayxvBaHMe OPraHW30BaHO I10 TIPUHIIMIY «OJHOro obpaleHys B OJHO OKHOY», T.€. 3a
ofHO obpamieHrie KimveHT MOXeT 33/jaTh HECKOJBKO WHTEPECYIOIIMX ero BOIMPOCOB M MOMYYMTh Ha
KKJBIA U3 HUX OTBET IO CyulecTBy. ECimu pemeHue Borpoca TpebyeT [JOINOHMTE/IEHOTO U3y4eHHs
JIOKYMEHTOB, TO AO/DKHa OBITH mpejocTaB/ieHa MHGOpMalMs O CPOKax M ¢opMe IpefOCTaB/IeHHS
0TBeTOB. PellleHre BOIIPOCOB K/IMEHTOB TTocpe/cTBaM 00paboTKu ux obpaiieHuit B cooTBeTcTBHU ¢ BH]]
OG6mjecTBa Ha NepPBOHAYa/IbHOM 3Tare SBJISeTCs OJHUM U3 IIPHOPUTETHLIX IIPUHLUIIOB 00CTy>KMBaHHS.

1.4.3 O6mectBo obecrieuriBaeT OOBEKTHBHOE M HENpeAB3SATOE paccMOTpeHWe obpareHwH
KieHnTa B CpOKHM, ycraHoBneHHele B BHJI OOmiectBa. IIpu paccmoTpeHuu obpameHuii Kmienra
VUMTHEIBAETCSI BO3MOXKHOE OTCYTCTBHE Y HEro JOCTaTOUHBLIX FOPHAWYECKMX M TeXHHYECKWX 3HaHWH 110
CrieljMaIM3MpPOBaHHbIM BOITPOCAM.

1.4.4 O6cmyxrBaHKE NOCTPOEHO Ha NPHHLIMTIE «0OpaTHO# CBA3M», T.€. B OTBET Ha IIOTPeOHOCTH
u oxuganus Kimenra O61ecTBO NpejIiosaraeT COOTBETCTBYIOIINE H3MeHEeHUs B CBOeH JesSTe/TbHOCTH.

1.4.5 Ob6cnyxpBaHHE IIOCTPOEHO HA TIPOCTBIX M YHOOHBIX KOMMyHHKanusax Kimenta c
O6ujecTeoM, MpeJyCMaTpPUBAaIOIMX MUHMMH3ALMI0 AedcrBuii Kimenta u OOmecrsa Ge3 yXyauieHHs
KauecTBa 00C/Ty)KUBaHUSI.

1.4.6 B3aumooTHoeHus ¢ KiieHToM ITOCTPOeHE! Ha IIPUHIIHITe [{M(PPOBH3aLIAH, T.e. BCe 3Tallbl
npouiecca 06C/Ty)XMBaHWs JI0JDKHB! (PUKCHPOBATHCS C MCII0/IL30BaHKEM CPeZICTB aBTOMAaTHU3al[MK B BUJIe
OOBLEKTHBHBIX JaHHBIX. [IaHHBIE DEry/spHO aHAJIU3UPYIOTCS C LB peaju3alliyd MepONpPHSTHH,
HarpaB/IeHHEIX Ha IOBBIIEHHe KauecTBa o6c/my>kuBaHus. [1py opraHu3aliy KaHajioB B3aUMOJeHCTBUS
[IDHOPHUTET B TIPOABIDKEHMM HeoOXOAMMO OT/AaBaTh [JUCTAHIMOHHBLIM M IM(POBEIM KaHalaMm
B3aUMOJEHCTBHA.

1.4.7 OMHWKaHa/IBHOCTh OOC/Ty’KUBaHUSA, T.e. B3aMMHas MHTerpaljs pa3po3HeHHBIX KaHa/IOB
KOMMYHHMKALMH B YHUGHIMPOBAaHHYIO CHCTeMy, C Ije/ibio obecrieueHus OeCIIOBHOM M HelpephIBHOM

KOMMYHHKALHKA ¢ KiieHTOM.
1.4.8 ITpouecc oOCIy>KUBaHUs JO/DKEH XapaKTepHU30BaThCs NI0Ka3aTe/sIMI, H3MepeHKe KOTOPBIX

I[MDOXOAHT Hd TIOCTOSTHHOM OCHOBE, IIPDH 3TOM dHa/IM3 M OLIEHKa roKasarejied A0/DKHa MIHOBEHHO
OKa3bIBaThk BJ/IMfAHKHE Ha KODPEKTHPOBKY IIpolecca OGUI}W(HBEHHH HW/IH BBIINOJIHEHHME CMeXHBIX
Iponeccos.
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1.49 Ob6mectBo yzenser ocoboe BHHMMaHMe obciIyKuBaHMIO KieHTa C OrpaHW4YeHHBIMH
BO3MOXKHOCTSIMU 3/J0POBbsi U NpeyCMaTpUBaeT BO3MOXKHOCTh TIprobpeTeHus yciyr u (Wid) TOBapOB B
ynobHoi nns Hero opme.

1.4.10 B nporiecce o0bctyKpBaHus 06ecrieurMBaeTCs 3alATa MePCOHATBHBIX IaHHbIX KiieHTa B
COOTBETCTBMH C JeHWCTBYIOIUM 3aKOHOJATETLCTBOM.

1.4.11 O6cmyxuBaHre KieHTOB CTPOMThHCS Ha DanaHce 3aTpaT M KauecTBa OOC/ITY’KUBaHMS
KivieHTOB.

1.4.12 ITpuHIMIE! 06C/Ty>KMBaHKA IPHMEHSIOTCS IJ1 BCeX HOpM 00C/Ty KUBaHuUA.

1.5. PyHK1MOHA/IbHAsA CTPYKTYpa B3auMojeiicreua ¢ KimenToMm.

BHeziperue B O6IjecTBe KIMEHTOOPUEHTUPOBAHHOIO NIOAX0/a ¥ OPraHK3aL[10 00CTy)KIBaHKS
K/MeHTOB € mpejocTaB/leHHMeM IIOJIHOTO KOMIUIEKCA CEpBUCHBIX YC/IyT, HalpaBleHHbIX Ha
yZAoBeTsopeHre norpebHocred KimieHTa, oCyINecTB/SIOT CTPYKTYpHbIe HojpasjeneHus rno pabore c
Kimientamu, c cobimojeHueM cieyronuX IpUHIIMIIOB:

— TpaBWIa U CTaHJAPTEI paboThl OpHEHTHPOBaHe! Ha KieHTa;

— mnporjecc 06C/TyK1MBaHUS COOTBETCTBYET LiesieBoMy Iyt KimieHra;

— paboTHUKM IpeOCTaB/LIOT 06C/Ty>KIBaHKe BEICOKOTO Ka4yecTBa;

— ycayTH ¥ (MnM) ToBaphl 1ErKKe B MpUoOpeTeH!H U KCTI0/Tb30BaHHH, IOHSATHEIE U TIPOCTHIE;

— IIpe/j0CTaBJIseTCsa CepBUCHOe 00CTy KHUBaHKMe C yIeToM M3yueHus rorpedHocTed KimieHTOB.

st opranmsanmm o6cmyxuBaHust KinieHTa UCTIONB3YIOTCS [Ba YPOBHS: (poHT-0hMC U 63K-
oduc.

@®poHT-0(HMC OTBEYaeT 3a HEMoCpe/CTBeHHoe B3aumoJjelictBve ¢ KimenToMm. OH BK/IOYaeT
nozipasjiesieHyss ouHoro obcmyxwBaHusi (LleHTp oOC/Ty>KMBaHWe K/IMEHTOB, YYacTOK 0OC/Ty)XKUBaHUS
K/IMEeHTOB TeppUTOPHA/LHBIX OTAENeHMH 00/1acTH, JONONHWTENBHBENT OQHC 00CIyKMBaHNS),
roZpaszie/ieHre 3a04Horo o6cryxvuBanks KoHTakTHBIHM LieHTp B MHTepHeT-nipreMHy0. Pabora ppoHT-
oduca Hampas/ieHa Ha IOBBILIEHHE KadecTBa M KY/IbTYphl o0ciyxuBaHus KiueHToB, obecrieueHue
KOMGOPTHBIX YC/IOBHI OXKUIAaHUS ¥ 00C/TY)KMBaHKs, a TaloKe obecrieueHre KIMeHTOOPHEeHTUPOBAaHHOTO
TI0AX0/ja TIpH OKa3aHuM yciayr KiwveHTtam.

Bak-oduc — nozpasgenenus: O6IecTBa, Ha KOTOPbIe BO3/I0XKEHB! 3aflauy, HeTIOCPeJICTBEHHO He
CBSI3aHHBIE C JIMUHBEIM 06cTy>xuBaHueM KiieHTOB, B YaCTHOCTH BK/IFOUAOMIIHe B cebs:

— paccMmoTpeHue, 06paboTKy ¥ BhITONMHeHWe obpamjenuit KimeHTa, MOCTYTAIOIUX uepes
¢dpoHT-0dHC;

— PpacuyeThl 3a OKa3aHWe yUIyT ¥ (JOPMHUPOBAHHE IUIATEXXHBIX JOKYMEHTOB B COOTBETCTBHH C
33aK/IFOYEHHBIM C KiMeHTOM /10roBopoM;

— TIOATOTOBKY (PMHAHCOBO-3KOHOMMYECKOH OTYETHOCTH U T.J,.

B O61ecTBe AeACTBYIOT C/IeyIOL{e OpraH3alldOHHO-PaCTIOpPAUTe/IbHbIE JJOKYMEHTHI:

— PperjiaMeHTHI OKa3aHWs YCIIyT, pearupoBaHKs Ha )Xasi00b! ¥ 06palljeHys TPy 04HOM, 3a049HOM
¥ UHTepaKTUBHOM ob6cry>xuBaHuu KivieHTOB;

— TIOJIOXKEHUS O JIeSTe/ILHOCTH CTPYKTYPHBIX MOApaszeneHuii o pabore c Kimienramuy;

— JOJDKHOCTHBEIE ¥ paboure MHCTPYKIMH COTPYAHHMKOB, obcmykuBaronpx KimieHToB;

— CTaHAapTHBIEe QOPMEI CTAaTHCTHYECKOH OTYETHOCTH.

BsaumopeiictBie ¢poHT-0prca u 03K-odwrca OCyl[ecTBAsieTcd B COOTBETCTBHM C
YTBep)KAEeHHBIMH perjlaMeHTaMH, Ipe/ly CMaTPHBAIOLUMH:

1. Haymure eguHOro nporpaMmHoro obecriedeHysi C BOSMOXXHOCTBIO MCTIONb30BaHUA eAMHOH
vH(OopMaIOHHOM 6a3bl JaHHBX KiieHToB.

2. MudopmaioHHbI 06MEeH B paMKax MCIIOMHEeHWs POU3BO/ICTBEHHBIX (YHKI[HHA, BK/IIOYas
repejjauy B yCTaHOBJIEHHBIE CDOKH: W3 ()POHT- odHca B 63k-o¢uc obpameruii KimieHToB /15 10AT0TOBKM
OTBETOB HAa HMX; JOKYMEHTAal[M JI/Is 3aK/IOYeHMsI [OroBOpoB; u3 B3k-odmca Bo ¢poHT-0hHC —
oopM/IeHHBIX H ITOJIIMCAHHBIX JOKYMEHTOB M JOroBopoB s nepejauu Kimienram. PykoBoaurem v
CIleLHMa/MCTel (OTBETCTBEHHBIE HCIIOHHUTEIM CTPYKTYpPHOro mnogpaszeneHuss ObOiectBa, B QyHKIM
KOTOPOI0 BXOZIUT OKa3aHKe YCIyTH) APYTHUX CTPYKTYPHBIX IoApaszenenuii OblecTsa B3aMMO/eHCTBYIOT
C moppaszeneHusiMu T0 obwryxuBaHuio KimeHTOB B paMkax CBOeH KommereHUWH. Kaxzpoe wu3
CTPYKTYDHBIX ITOfpa3fie/ieH|i, [esTellbHOCTh KOTOPBIX 3aTparuBaeT MHTepechl KiMeHTOB, Ha

9
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CHCTeMaTH4eCKOH OCHOBe IpeZIoCTaB/s1eT MHOOPMALMIO [0 H3MEHEHHIO U COBEPIIEHCTBOBaHMIO ITOPS/iKa
paborts! ¢ Kimenramu,

Ana co3jaHusA M TOAJEp)KaHWs CHUCTeMbl LIeHTpaJM30BaHHOro obcmy:xuBaHua KimieHTOB
ObmecTBo obecIieurBaeT Ha/IM4He:

— KBaJIM(HIMPOBAHHBIX CIIELMa/IMCTOB, OTBETCTBEHHEBIX 3a B3auMogekcTere ¢ KimeHTamu U
opraHu3aluoo KimeHTCKOro obcIy>KuBaHus;

- TIOMelLleHu# Jiyis mpyuema KiieHToB;

— KOMITLIOTEpHOrO 00OpyZOBaHHMSI W MNpOrpaMMHOro obecriedeHWsi JJIsi PErvMCTPal[iH,
obpaborku obpanjenuii KnueHToB 1 OPMUPOBaHMS OTUYETORB;

— (GOpMayM30BaHHBEIX B COOTBETCTBYIOLEH perjaMeHTHPYIOLIeH [JOKyMeHTaluu OusHec-
IIPOL{ECCOB B3aUMO/eHCTBUA KoMITaHu# ¢ KieHTamu.

Paszgen 2. Cucrema B3aumopeicrBua O0mecrea ¢ KiimeHnramu.

ITpu opraxu3arpy o6cmy»uBanus K/MeHTOB YUMTBIBAHOTCS CIEAYIOIIHE OCHOBHBIE IIPHHIHITHL:

— JoctaToyHas uHpopMupoBaHHOCTH KimeHToB 06 O61jecTse U yciyrax;

— y#Ao6HbI ¥ OpHEeHTHPOBaHHLIHM Ha KieHTa cepBHC;

— KoMopTHEIe YCI0BUS 00C/TYKUBaHNS;

— KBa/M(HULMPOBAHHBIN ITePCOHAJL.

O6mectBo mpenoctasisier KmieHTy obcayxuBanue ¢ Bo3MokHOCThiO Bhibopa KK B
3aBUCUMOCTH OT MHAMBHYaA/ILHBIX NPEATIOYTEHHH U BO3MOXKHOCTel KnueHTa.

MHppacTpykTypa 06C/Iy>K1BaHKs BEICTPOEHA Ha IIPUHIIMIIe OMHUKaHaILHOCTH U IIPe/{0CTaB/IsgeT
Kmuenty obcryxuBaHue 1o B3auMmHO HHTerpupoBaHHEIM KK B ¢opme OYHOro, AMCTaHIJMOHHOTO U
WHTepaKTUBHOI0 06CITy>KUBaHUS.

2.1. Ounoe ob6cny>xuBanHe KiiHeHTOB.

2.1.1 MadpacrpykTypa 04H0r0 00C/1y)KHBaHHA,

Cucremy ouHoro obcmyxuBaHusa Kimento O6mectBa oOpasyror LleHTpel o06CTyXuBaHHA
kmeHToB (LIOK), Yuactku obcnyxkuBaHus KiMeHTOB TeppHTOPHaNBHBEIX oTAeieHHi obmacta (YOK
TO), JonomHuTtensHEie oducs 06cryxusanus (10).

2.1.1.1 TpeboBaHus K HHPPACTPYKTYpe OYHOr0 0OC/TyKUBaHUS.

- [OK, YOK TO, 10 no/oKkHbI pa3sMelaThCo B IIaroBOH JOCTYITHOCTH OT aZiMUHUCTPaTHBHBIX
3[jaH1it opraHoB ympaeneHus Omcko¥ obractu, otgenenuii 6ankoB wm IToutsl Poccum, KpYyTHBIX
MarasyuHOB ¥ (W) C OCTaHOBKaMM 00I1jeCTBEHHOr0 TPaHCIIOpTa.

2.1.1.2 Ounoe obciyXHBaHKe IIPEAOCTAB/IAET BO3MOXHOCTE DELIeHHs CI0XKHBIX BOIIPOCOB ¥
(wmi) BOMpOCOB, TpeOyIOIMMX /MYHOro MPUCYTCTBUS KimieHTa B COOTBETCTBUM C TpeBoBaHMsIMEK
3aKOHO/]aTe/IbCTBa U KOPIOPaTUBHEIMYU CTaHAaPTaMH.

2.1.1.3 Ounoe obcnyxurBaHve KnieHTa-(hU314eCKoro Juila oCyLleCTBIsSeTCs:

- B mobom IJOK, YOK TO, IO nHa Teppuropuu OMCKOH 0671acTd, B 30HE [esTelbHOCTH
O6mecrtBa BHe  3aBHCHMMOCTH OT MeCTa  paClOJIOKeHWs  INpuHajg/examux  KimeHTy
SHEPronpHHUMAIOIero ycTpoiictBa W (W) oOOpyZOBaHMS, C MHCITIO/B30BaHWEM KOTOPBIX
OCyIIecTB/IsIeTCs NOTpe6IeHue KOMMYHAILHBIX YCIIYT;

— B y4acTKax 0bC/Iy)KuBaHWsS K/IMEHTOB M JOIOJHUTE/IBHBIX oducax obcryxuBaHus (IIpU UX
Ha/THYHH);

— B MOOW/IBHEIX (repeABWKHEIX) oducax (MpU UX HAIMUUK).

— B (hopMare Bble3gHOro obCTyXMBaHUA, ec/H sToro Tpebyer 6usHec-mporjecc ObmiecTsa;

— mnocpeacteoM ACBK (npu ux HaIAuum).

2.1.1.4 OuHoe obcmy>kuBaHue KimeHTa - FOpHANUECKOr0 JIMLia OCYIeCTBIISeTCS:

B mobom IIOK, YOK TO, IO Ha Teppuropuad OMcCKo#i obnacT, B 30HEe JesSTeIbHOCTH
Obmectea BHe  3aBHCHMOCTHM OT  MeCTa  DacIlo/IOKeHus  TNpuHaiexammx  KiueHTy
SHEProlnpyHHUMAIOILEro YCTPOHCTBa,;

10
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-B CTPYKTypHOM nofpasfieeHuud OOIjecTBa, K KOMIIETEHIMM KOTOPOTO OTHOCHTCS
obcmyxuBarue KimieHTOB JaHHON KaTeropuu C BhIJE/IEHHEM OTJEILHOr0 NOMEIleHHsT Wi pabouero
MecTa;

- B (hopMarTe BbIe3JHOr0 0BC/Ty>KMBaHKS, eCyIH 3Toro Tpebyer 6usHec-mporecc O6iecTsa.

2.1.2 Opranusanua npuema KimenTos.

Ilpuem KinweHTOB opraHm3yeTcs B KakaoMm LleHTpe oOCIy)KuHBaHHSA KIHEHTOB, Y4acTKe
obcmyxuBaHuss K/MEHTOB TeppUTODHAIBHBIX OTAeNeHMi 00/acTH, [JONOJHHTEILHOM —odrce
0BC/Ty>KiBaHUs B COOTBETCTBUM C YCTAHOB/IEHHBIM PEXXHUMOM PaboThL.

OCHOBHBIMHM 33/jauaMii OUHOTO 06cTy>kuBaHusi K/MeHTOB SBISHOTCS:

- (hopMHpOBaHMe ¥ aKTyaI3alus NPOGWIST K/IHEHTa;

- KOHCY/JLTHPOBaHME II0 BOIpPOCaM IIPeAOCTaB/IeHHS YCIyr (TOBapoB) U KOMMeEpPYeCKHX
CEepBHCOB;

- oopM/IeHHe YCIIyT B paMKax AOroBopa IpeAoCTaB/IeHUs YCIyT (TOBAPOB) U KOMMEPUYECKHX
CEepBHCOB;

- TIpHAEM JJOKyMEeHTOB (OpHMIMHa/IbI WM KOIMMM AO0KyMeHTOB KimieHTa, MCEMeHHBIe 3asiB/IeHUS
U TIpouee);

- Bbl/jaya JJOKyMeHTOB (OpUTMHA/Ib] WIY KOIMY JJOTOBOPA PeCypCcoCHabKeHuUsI, KyTUTH-TTPOAKH
KOMMYHa/IbHOTO pecypca, OKasaHWe HHBIX YCIyr H(WIM) AOroBOp Ha IOKYIKY TOBapoB, CIIPaBKH,
BBIITHCKY, TIIAaTEXHBIE JOKYMEHTH! U Ipouee);

- MPOAiaXkKa KOMMePYeCKUX CepBHCOB;

- IpUEM IUIaTeXKeH;

- MpHEM TIpeTeH3uH (Kanob).

OuHoe o6cryxuBanue B LIOK, YOK TO, [0 sBnsercs obs3are/sHO# GopMoii 06C/TyKUBaHUS
nist Ob1jecTBa, KOTOpasi “UMeeT CTaTyc I'apaHTUpYOILero nocTaByKa (ganee — I'TI).

Ounoe obcnyxusanue B IJOK, YOK TO, IO MoXeT OCYyLIeCTB/ISATECS pPabOTHMKaMH
noZipaszeseHuii ppoxT-odrca ObIecTBa B paMKax CBOMX JO/DKHOCTHBIX 00513aHHOCTeH, YTBep)KIEHHBIX
B ObmecTBe, u (W) pabOTHUKaMK NOAPSAHBIX OPraHU3al{yii, COIIaCHO AOrOBOPY Ha OKa3aHWe YCIIyT
no obcayxuBaHMIO KnuMeHTOB. PaborHuky ¢poHT-0oduca AomkHel obecreurBate 06CHy>XHUBaHHe
KimueHToB, HCcKT04as Heo6X0AMMOCTb MX B3aUMO/IeHCTBHS C MHBIMH nojpa3jenesHusmvu ObmiecTsa.

TpeboBaHus K BHyTPEHHEH OpraHU3alii 0YHOro 00CTyKUBaHKS.

O6cnyxuBanwe B [JOK:

- ans obcryKuBaHUS (DU3WUECKUMX /ML, FOpUAWYecKux mdl] ¥ KiMeHTOB, NpHUpaBHEHHBIX
KaTeropuii ycrTaHoB/eH rpaduk obcayxvBaHus He MeHee 40 4acoB B He/le/Ti0, KpOMe He/leJib, Ha KOTOphIe
NpUXO0/ATCs oQULIHaILHEIe Hepabouue NpasAHUYHEIE IHY;

- 13 rpa¢Ka 06 C/Ty>KUBaHUs HCK/TIOUAeTCst BpeMst 06eIeHHBIX U (M/IM) TeXHUYEeCKUX IepephIBOB.

O6cnyxusarve B YOK TO u [10O:

- s obcayxvBanus KiueHTOB ycraHOB/IeH rpaduk obcmyxwuBanus He meHee 40 yacos B
HeJIe/I0, KpoMe O(QHIHA/IBHBIX Hepabourx MpasgHHUYHBIX JHEeH.

- rpaduK 06C/Ty)KMBaHKsl MOXKeT OBbITh YCTAHOBJIEH B 3aBUCHMMOCTH: OT KOJIW4ecTBa obparieHui,
TepPUTOPHA/BHBIX 0ocobeHHOCTel, rpaduka paboTel oOpraHW3alli¥, Ha TEPPUTODHH, KOTOpOH
pacrionaraercss YOK TO u (wm) JO, HeobxozuMocTH obecrieueHyst 06CTy)KMBaHNsA B BeyepHee BpeMms,
BBIXO/JHbIE U Tpa3fiHAYHbIe JHH. .

- rpapuk paboTel pabOTHMKOB, Y4acTBYIOIIMX B IIporiecce OOCIY)KMBaHHS, MJO/DKEH
obecrieyrBaTe  JOCTYIHOCTE oOOCIy>KMBaHMA M COOTBeTcTBOBaTh Tpebopanusm  Tpyzosoro
3aKOHO/|aTe/ILCTBA.

B IIOK, YOK TO, 0 npeaycMoTpeHo obcy»kuBaHue KieHTOB 10 NpejBapyUTe/IbHOM 3aIlicH
yepe3 opuiaIsHb calfT, JIKK, yat-60T ¥ (W) 1o TenedoHy.

O6cTy>KuBaHKe BHe 04epe/ii periaMeHTUPYeTC s 3aKOHOAaTe/IbCTBOM PD.

O6cnyxuBanve KiveHTa OCHOBBIBaeTCsi Ha cobmofeHwy BceMu coTpygHuKamu O6ijectsa
NIPaBWJI 3THUKeTa ¥ KyJILTYPEI 00LeHus, W3/10)KeHHbIX B [Tpuioxenus 2.

O6oryxuBanue KieHTa MOXKeT ObITh IPMOCTAHOB/IEHO WM MPEKPAIEHO [0 peLIeHHIo
CIIeLIMaKCTa OYHOro NPHEMa B C/Iyuae MCI0/Ib30BaHus KiieHTOM Hel|eH3YPHBIX WA 0CKOPOUTebHBIX
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BBLIP&KEHMH, a TaKKe NpY HaxoxzgeHWH KiveHTa B COCTOSHMY aJKOrO/IBHOIO W/WIH HapKOTHYeCcKOro
OIbSHEHHH,

2.1.3 TunoBol anroput™ obcayxuBanua Kimenra.

KiveHnT 3HakoMMTCA C MH(ODMAIMOHHBIM CTEHJOM Y OOBABNEHMSMY, Pa3bACHIIOIMMHI
TIOPsAOK npreMa. [ucreTyeprsaips KiienTa rpy o9HOM 06C/Ty KMBAHWA OCYILIECTBIISIETCS C TIOMOILIBIO
CHCTeMb! YIIPaBJIeHHs 3JIEKTPOHHOM ouepe/iblo (KiMeHT mosydaeT TaloH 3/IeKTPOHHON odepesu M
OXWJjaeT MpUIJIAIeH!s K CHeLMaiucTy), MO0 C MOMOIIBI0 HaBUTAI[MOHHBIX Tab/M4eK, OOLABICHMH,
pa3MelleHHbIX B K/IIMEHTCKOM 3a/1e. Kpome Toro, B 3aj1e MoXkeT paboTarh CrierdaucT-HHpopMaTop.

ITpu ouHOM 0BCTY)KUBaHMY CTIEIIMaIMCT-KOHCY/IbTAaHT BBITOIHSAET (YHKLMH 110 06C/Ty>KHBAHIEO
KimeHTa B paMKax CBOMX /IO/DKHOCTHBIX 0Os3aHHOCTeH, B T.4. mpefocTaBiisier KieHTaM KpaTKyio
MHpOopMaLio 06 aKTya/IbHBIX YCIyTax M peAaokeHusx ObmiecTsa.

YcTaHaB/MBAIOTCA — C/IeAyIOIIMe TWIIOBble IlapaMeTphl CpefHed ITPOOJDKUTELHOCTH
B3auMoielicTBHA ¢ KimieHTaMu:

» - ITapam
®opma B3aUMO/|eHCTBHS Kpurepuii (CDE;[HEE BHg:'l[l:lﬂle)
KnueHTCKHH 3a/1
O»kuiaHue B ouepeiu -
HOucnieTyuepu3aryis Tipuen T
O6cmy>kvBaHUe CTIeLHaTHCTOM-KOHCY/IbTaHTOM | OyKujanue B ouepesu 10 muH.
(T10 poroBopam 3HeprocHabxeHus (KyTum-
NIPOZ&KH (ITOCTaBKH) 3JIEKTPHYECKOH SHEPIHH
(MOIHOCTH), KOHCY/ILTALUs 10 CepRUCaM Tlpuess 15
O6niecTsa)
ObcTyxuBaHKe CIIELIHAIMCTOM —KOHCY/ILTaHToM | OxKujaHue B ouepeau S5 MHUH.
(110 MIAaTEXXHBIM JIOKYMEHTaM) [Tpuem 5 MUH.
Obmee Bpems o6caykuBaHus KieHTa He 6osee 30 MuH

B nmnepuojel IMMKOBBIX HAarpy3oK BO3MOXXHBEI He3HauWTe/lbHble OTK/JIOHEHHS OT [aHHBIX
napaMeTpoB. B Takux oinydasax HauampHUK L[IOK, YOK TO, O opraHusyer npueM KiMeHTOB,
BpPEMEHHO JIOTIO/THSISI COCTaB CIeIMaMCTOB-KOHCY/IbTAHTOB JPYTAMM COTPYAHUKAMHU ITPU MX HaJTAIUH.

2.1.4 Ob6utyxHuBaHHe JII0JeH C OrpaHHYeHHBIMH BO3MOXHOCTAMH.

ITpu Bxofe B 30HY obcmyxuBanus B [JOK, YOK TO, IO Ha BHAHOM MecTe pacriojiaraeTcs
Tab/MYKa O IpaBe YeJIOBeKa C OrpaHWYeHHBIMH BO3MOXXHOCTAMH Ha OOC/Iy)KMBaHKe BHE ouepeiy,
BBITIO/THEHHASI B COOTBETCTBUM C PYKOBOACTBOM IO UCIIO/Ib30BaHUIO rpMeHHOro ctiis O6iecTsa.

Cnermamict-KoHCcymsTaHT LJOK, YOK TO, 1O o6ecrnieurBaeT 0praHM3al{{i0 peleHus BOIIPOCOB,
CBSI3aHHBIX C 0OC/TY>KUBaHKUEM JIFOZeH C OrpaHWYeHHBIMH BO3MOXXHOCTSIMU. OH nepBsIM obpainaercs K
K/IHeHTy C Tpe/i/I0)KeH’eM ITOMOIIH, 06CTy>KUBasi ero BHe OYepey.

Ha BXOAHBIX CTEK/ITHHBIX JBEPSX AOJDKHBI OBITH pasMelleHb! 3/IeMEHTHI [yId CN1aboBUASIINX
mojeH, a Takke Tab/IMUKM, yKasbIBalolj{e HallpaB/ieHHe OTKPBITHA JBepen.

2.2. 3aouHoe 06CTyKMBaHHE,
3aouHoe oOCIy)KiBaHMe NPEJOCTABIAETCH B BHJAE MHTEPAKTMBHOIO M [JHCTAHIIMOHHOIO
obcmy>KuBaHuUS.
MHTepakTUBHOE 06CITy)KMBaHKe HallpaB/ieHo:
—  Ha peleHye HauboJlee JacTo 3a/jaBaeMbIX BONpocoB KiMeHToB;
— Ha odopmaenue KimieHTOM 3asBKUH U (W/1M)3asiB/IEHUS I10 CJIOKHBIM BOIIPOCaM, B TOM YHCJIe
»anob (mpereH3uit);
— Ha rpuém undopmarpu ot KimieHra;
- Ha NpuéM IUIaTeXeH 3a OKasaHHble YC/Iyrd (OTHOCHTCA K OTZE/IBHBIM HHTEPaKTUBHBIM
CepBHCaM);
- obecreurBaTh 3/1EKTPOHHEIN JJOKyMeHT0000pOT.
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B O6mjectBe obecrnieyeHa pabora C/IeyIOMMX HHTEPAKTUBHELIX CEPBHUCOB:
—  o(UILMaILHEIN CAlT;

- JIKK;

— TenedOHHas CBs3b;

—  3/IeKTPOHHas T104Ta;

—  TepMHHAJbI;

—  aKKayHT B COL[Ma/IbHBIX CETSX;

— poccuiickue MecceH/hKeps! (OpULHMa/bHbIe KaHAIBI).

OdunmaneHeni caifr, JIKK, 1 06c1y>KuBaHKe TOCPE/ICTBOM 3JIEKTPOHHOM MOYTEI OTHOCSTCS
K 06s3aTebHBIM HHTEPaKTHBHEIM cepercaM O6myecTsa.

O6cmyxuBanve KieHTOB IIOCDeJCTBOM 3S/I€KTPOHHOWM TIOYTHI Mpe/CTaB/isieT coboi
oprpaneHyo nepermcky O6mecrsa v KimeHTa C© MCro/b30BaHueM OQHLMAILHOIO 3/71€KTPOHHOrO
azpeca Obmectsa. O6cTyK1UBaHKe 110 3/IEKTPOHHOM IMOYTE [0/DKHO TPE/I0CTaB/IsATh:

— HMH(OPMaIMOHHO-KOHCY/IbTAllMOHHOe 0OC/Iy)KMBaHMe TI0 BOMPOCaM, CBSI3aHHBIM C
NPEJJOCTaB/IEHHEM YC/IYT, MPOJaXed TOBAPOB M KOMMEDUECKMX CEepBHCOB, KOTOPBIE OTHOCATCH K
KoMmrteTeHLMU OO61iecTBa;

- 0bmeH fokymMeHTaMu Mexny O6mectsoM u KimrieHToM.

O6paboTka micsMeHHBIX obparreHuii K/IMeHTOB 10 3/IEKTPOHHOM II0YTe MpeAycMaTpHBaeT
PervucTpalo, otpaboTKy obpallleHss 1 HalpaBJ/ieHKe [THCEMEHHBIX 0TBETOB, ecii KiMeHT He yKasan
HHOM Criocob rmpejocTaB/ieHHs OTBETa.

JycraHiioHHOe 06CiTy>KiBaHUe OCYIIeCTBIISIETCS TIOCPEACTBOM HCTIO/b30BaHM:

— Tene)OHHOH CBSI3H;

— TI0YTOBO} CBS3H.

Bce 3aouHple ofpamjeHus, MocTymaronjpie B anpec O6miecTBa, pericCTpHpYIOTCS H
obpabarsiBaroTcs.

CrienmamicTsl, obecrieunBaromye 3a04Hoe oOcryxuBanre KIHEHTOB, HCIIO/MB3YIOT €JUHEIE
vH(opMaIHoHHbIe 6a3bl aHHBIX, TOCPECTBOM KOTOPHIX CHHXDOHH3MPYETCS UX [esTe/bHOCTh U He
JOITYCKAIOTCs [TOBTOPHbIE 3anpockl HHGopmaipu ot Kmienra.

O6cnyxvBanye o moObIM KaHanaM KoMMyHHMKaipu O6mectBa siBisietcst fjisi KimieHTa
GecrutaTHBIM.

Jins mpejocTaBieHMsi oTBeTa Ha moboe obpaleHue MCIOIL3yeTcs yKa3aHHb KimeHTOM
KaHa/I CBSI3H, eC/IM 3aKOHOJATe/IbCTBOM He Npe/lyCMOTPEHO UHOe.

2.2.1 Opranu3anus ¥ NpHEIUNEGI padoTsl KoHTaKkTHOrO {eHTpa.

O6cmyxuBanue no TeredoHy AO/DKHO 00€CreYMBaThCS IyTEM CO3JAHMSA M MOAJEPKAHHUS B
paboTaromiemM COCTOSHUM Tele()OHHBIX KaHAIOB CBSA3M Mexxay OOIecTBOM U KIIMEHTOM.

KOHTaKTHBIA LIeHTP NpeZACTaB/IfeT CO00M eQuHyI0 IeHTPA/M30BaHHYK) HH()OPMAIHMOHHO-
CrpaBo4Hyr0 CIyx0y, obpaTUBIIMCE B KOTOPYI0 K/IMEHT MOXKeT NOJIyduTh WH(OPMALMIO 0 yCayraM
I0Cpe/iCTBOM Te/le()OHHOM CBS3H, a TakKe IepefjaTb He0OXOAMMY0 MH(GOPMALMIO A/ UCTIOHUTEIIS
YCIIYTH.

Bce TenedoHHEIe HOMEPA, YKA3bIBAIOTCA:

— Ha MH(OPMAIMOHHBIX CTEHZAX, pPa3sMeLeHHBLIX B ILEHTPax OOC/IY)KMBaHWS K/IMEHTOB

O6mecrea;

— Ha KOpIOpaTHBHOM caiite O6miecTBa;

— B IUVIATEXHBIX JOKyMEHTax.

ITpuém BEI130BOB OT KimieHTOBR B2C 110 TenedoHy OIepaTopoM OCYILeCTBIISIETCS eXKeHEeBHO He
MeHee 10 4acoB B JieHb C MOHe/eIbHUKA 110 cy600Ty (Kpome odHIMaIbHEIX Hepabouux Npa3gHHYHBIX
ZAHeH). [loryckaeTcs COKpallleHHe BpeMeHH 06cy>kuBaHus 1o TeneoHy B cy66oTy A0 6 4acoB B JieHb.

3 TlpescTaBneHHLIA CIMCOK He SBIISETCS HCYEPIBLIBAIONIAM M MOXeT ObITh CKOPPEKTHPOBaH (COKpaIéH Wik

pacIHpeH)
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Ilpuém BEI3OBOB OT K/IMeHTOB B2B 1o TenedOHy OmepaTopoM M WIH CHELMauCTOM
OCYLIECTB/ISIETCS] ©XeJIHEBHO He MeHee 8 YacOB B JIeHb C TOHeJeNbHUKa MO NATHMIY (KpoMe
odUIHaTEHEIX Hepabouwx MpasHAUHbIX AHeH).

Pasrosop mexay KimueHToM U crienyamicToM KOHTakTHOro IjeHTpa 3aItdChIBA€TCs, 0 YeM B
Hayvase TesieOHHOro pasrosopa KimieHT npefyTipe)kaaercs.

OcHOBHBIE NIPHHLMITEL, KOTOPBIMK DYKOBOZCTBYETCS CITeLIMa/IMCT IpU obmennu ¢ KimieHTom,
M3J/I0)KeHbI B IIpujIoXKeHUH! 2.

THIIOBOH a/IrOPHTM 3a04HOr0 00C/Ty)XKHBaHMA 10 TeseoHy:
— Perucrpaiys Tesie)OHHOTO BbI30BA CIIELMATHCTOM.
— IlpesocraBnenye oTBeTa CrelMaMCTOM (NepeueHb BOIPOCOB ISk CAaMOCTOSITE/ILHOTO OTBETa M
THUTIOBEIE OTBETHI YCTaHAB/IMBAOTCS BHYTPEHHMMM HOPMaTUBHBIMU JoOKyMeHTamu OOLiecTsa).
— O6paboTka TenedOHHOro pasroBopa CrIeLHATHCTOM.
YcraHaBnMBarOTCS CIeAYyHOLMe TUIIOBEIe I1TapaMeTphl JesTeI-HOCTH KOHTaKTHOro LieHTpa:

®@opMa » ITapameTp
B3aUMO/IeHCTBUA e (cpegHee 3HaYeHHE)
Bpems oxvpanus oTBeTa 40 cex.
TenedoHHOe 3 Kk 4
o s AT arpocC M MOUCK MH(OPMAaLH 0 eHTe 0 cek.
Cnem: ATHCTOM ITpepocraBreHve MHGOPMALHAK I10 3aIIPOCY 5 MuH.
IMocro6paboTka obparenus 1 muH.

2.2.2 Oprasu3anus ¥ NPHHIUIGI padoThl ¢ NHCEMEeHHBIMH 00pameHusiMHA

JaHHbBIA KaHa/m KOMMYHUKALMM ¢ K/IMeHTOM MCIONb3yeTcsl /Ui HamnpaB/IeHWs JOKYMEHTAl[HH,
CBSA3aHHOM C 0OC/TY)KUBaHMEM, a TAKXKe B CJTydasx, Korga KiuenT Hanpas/isier obpaiiieH e 1o royre,
O6cmyxuBanue KnMeHTOB IIOCPeACTBOM IIOYTOBOM CBSA3M ITpeACTaB/sieT co00d odHLpaIBHyr0
IMMCBEMEHHYI0 nepenmcKy O6mecrBa 1 KimMeHTa ¢ HCIIO/Ib30BaHWEM OQHIMAIBHOTO IIOYTOBOTO ajpeca
ObmecrBa. O6paboTka miCEMeHHBIX oOpamenwit KiMeHTOB OpraHW3oBaHa B COOTBETCTBHH C
TpeGoBaHusamMu OOIecTBa 10 BEJEHMIO JOKYMEHTOOOOpOTa, a TakKe HalpaB/ieHHe MMHCEMEeHHBIX
OTBeTOB, ec/ii KJIMeHT He yKa3ajl MHO# Cr1oco0 IpejoCTaB/IeHus OTBeTa.
JleitcTBHSI IO PaCCMOTPEHMIO 3asiBIeHWsI He TIPOM3BOJSTCS, M OTBeT Ha obpalrieHHe He JaeTcs B
CTydasx:
— ecJIH IHCbMeHHOe ofpallleHre COZIepXKUT HelleH3ypHbIe M0 0CKOPOUTeTbHBIE BEIPAXKEHHS,
YIPO3bI JKH3HH, 3[0POBEI0 ¥ HMYLLECTBY COTpYAHMKa OBbIiecTBa, a TakKe WIEHOB ero CeMbH;
— eC/IM TEKCT IIHCBMEHHOr0 00palleHus He [0 aeTCs IPOYTEHHUIO;
— eCJTH B IHUCEMEHHOM 00paIlleHHH He YKa3aHb! KOHTaKTHbIE JaHHEIE,

THIIOBOH a/NrOpHTM 3a049HOr0 00C/Ty)KMBaHUs NpH 00paboTKe MICHEMEHHEIX 00pameHni.

1. Perucrpamus, ob6paboTka ¥ mnepefaya ITMCbMEHHOro oOOpaljeHust CIeLUaIMCcTOM K
WCTIOJTHUTE/TI0 B COOTBETCTBHH C YTBEPIKI€HHBIM BHYTDEHHUM IOPSAKOM.

2. IloaroToBka oTBeTa CIIELIHAIHCTOM.

3. OdopmieHue oTBeTa B IIeYaTHOM BHJe Ha QupMeHHoM O6ianke OO6mjecTsa,
HOAIMCHIBAETCSA [JO/DKHOCTHBIMM JIML[AMH, OTBETCTBEHHBIMM 3a pabory ¢ KimenTamu, cogepxur
KOHTaKTHBIE [JaHHbIEe UCTIOTHUTEIS.

YCTaHaB/IMBAIOTCS ~ C/IAyIOIIME  THUIIOBHle  IIapaMeTpbl  CpefJHeH W IIpeJe/bHOH
NIPOJOJDKUTETLHOCTH B3auMogelicTBus ¢ KnueHTaMH ¢ y4eToM HOPM 3aKOHO/aTe/IbCTBa:

®opma - ITapameTtp
B3aHMO/efCTBHS Bpwerean (npepenbHOe 3HAYEHHE)
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Perucrparps, xinaccudukaips obpareHuii 1
repezjaya obpariieHus CrieLUaIuCTy He Gornee 1 pab. gus
pobHILHOr0 0/Apa3/ie/IeHUs

- Bonee 20
Ka/IeHJapHbIX [HH, ec/Id
O6paboTka obpameHust | PaccmoTpeHve obpameruss ¥ odopmieHue | Go/ee KOPOTKMMA CPOK He

CITeIIHaTHCTOM OTBeTa YCTaHOBJIEH
JleHCTBYIOIIUM
3aKOHOJATe/ILCTBOM

Ilpognenue paccMoTpeHus oOpamieHus (IpH | He Bonee 20
HarpaB/IeHWH IIPOME)XYTOYHOr0 OTBeTa) KaJIeH[JapHbIX JHA

2.2.3 Opranusanus ¥ NPHHIUIE! paboTel MHTepHeT-IPHeMHOH.

Ob6cry>xiBanue KimieHToB 1ocpecTBOM VHTepHeT-TIpHEMHON pernaMeHTHPYeTC s BHYTPEHHUMHU
OpraHH3aIIOHHO-PACIIOPSAUTEIEHEIMU JoKyMeHTamu ObmecTsa.

TunoBo# anropurM oburyxuBanus npu obpamennu Kinenra B UnTepHeT-npHeMHYyI0.

K/MeHTy IIpe/iOCTaB/IfeTC BO3MOKHOCTb O3HAaKOMHTBCA C OTBeTaMM Ha Haubosee 9acTo
BCTpeYaroIiecs BOIPOCk! B COOTBETCTBYIOLIMX paszenax VIHTepHeT-IIpUeMHOM.

I[Tpu Heob6xoumocTy KieHT 3aro/iHsieT aBTOMaTH3MPOBaHHY10 (hopMy 3arpoca UHGOPMaIL|H.

ITocne mocryruieHuss uHopMmarmu Mail-pobor Hampaenser KiMeHTy yBeomieHue o0
DEruCTpalyH.

OtsercTBeHHBI crenuaiucT 1o pabore VHTepHeT-TIpHEeMHOM INpeZOCTaBIse€T OTBET
CaMOCTOATE/IbHO M/TH HallpaB/seT 3alpoc CIeLHa/IMCTY NPOQHILHOTO NoApasjeneH s.

OTtBer HampapBisiercs K/HeHTy W, eCd TpeACTaB/isieT WHTepeC Ui APYruX noTpebuTened,
nyO/IMKyeTCs Ha caire.

YCTaHaBNMBAIOTCS CJIeAYIONIMe I1apaMeTphl OLeHKH IIpe/ie/lbHOM PO/ OJ/DKMTe/bHOCTH
B3auMoielicTBUs ¢ KimieHTaMu:

Dopma IIapameTtp
B3aUMO/eHCTBHSA KpuTepuii (npeaensHoe
3Ha4eHHe)
Mail-po6oT ABTOoMaTHueckass 06paboTka, perucrpaius M | He 6onee 1 MUH
yBegomieHre  KmdeHTa O PEruMCTpaldud
obpaiieHus.
O6paboTka obpanienuss | O6paboTka aBTOMaTHUECKH 3aperviCTPUPOBaHHOM
CIIeIHaTICTOM PerMCTPal[MOHHOM KAapTO4KH, KiIaccubHKaims

ofpamjeHuss ¥  HamnpaBJeHHWe  CIIeLJHaIuCTy He Goree 1 pab. gHs

PO HILHOrO IO/pa3/ie/IeH .

He bosee 20
KaJIeHJJapHbIX JIHS,
ec/u bonee
PaccmoTpenue obpaiennsa 1 odopMiIeHre OTBeTa | KOPOTKHI CPOK He
YCTaHOBJIEH
JIeHCTBYIOIIHM
3aKOHOAATe/ILCTBOM

2.2.4 Oprasm3anusi H NPHHOMOL! paboTel ¢ ofOpameHHsAMH, NOCTYNHMBIIHMH 4epe3
oduHanbHbIe cTpaHunbl O0mecTsa B COIHANBLHBIX Meua.
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OMCKAS & ' ]

SHEPIOCEBITOBASA TANNRRE Kﬂ“emﬂag mﬂm K/THEeHTOR

KOMNAHUR « 119 BHeIIHero
HCII0J/JIE30BAHHA

O6cnyxuBanve KimeHToB, obpatuBmmxcs B OOmectsa uepe3 OQHI[MaIbHBIE CTPaHMII
O6miecTBa B  COLMANbHBIX  MeJHa, PperVIaMeHTHDyeTcs  BHYTPEHHMMH  OpraHW3alMOHHO-
pacriopsAUTeILHEIMU JoKyMeHTaMu ObmiecTsa.

ObciyxuBaHWe 4epe3 akKayHThl B COLMANBHEIX CETAX M DOCCHICKHE MeCCeH/KepI
obecrnieuriBaert:

— ycTaHOBJIeHHe OBICTPOro KoHTaKTa ¢ Q0mecTsoMm;

- uHbOpMHpOBaHKe 0 HOBOCTsX OOIlecTBa M M0 akTyaibHBIM BompocaM i KiveHra, B
TOM YHMCJIe OCYIIeCTB/ISTH PeKIaMHO-MH(OPMAI[MOHHYIO PacChUIKY;

— KOHCy/JbTHPOBaHHe II0 BONpOCaM JOroBOpa IIPefOCTaBIEHMS YCIyT W KOMMEpUYEeCKHX
CEPBHCOB 10 YacTo 33/JaBaeMbIM BOITPOCaM;

— TIpHeM I10Ka3aHWH;

— IpPeAOCTaB ST BO3MOKHOCTE ITePex0/ia K I/IaTeKHbIM CePBHCaM.

TunoBod anropurm obouryxuBaHusi npu obpamenun Kimenrta uyepes odummanbcHbIe
crpaHuIbl O0mecTBa B CONMaIbLHBIX MeHa.

— Hanpasnenne KimieHntom B cBoGogHo# ¢dopme Bompoca yepe3 odulMabHBIE CTPaHMII
O61jecTBa B COLMAILHBIX Me/Ha.

— Hanpasnenue obpanieHus CHIeUaUCTy.

— TIIpoBeneHue CrielHaMCTOM paboThl 1O MOATOTOBKE OTBETA.

— Ilybmikarpis otBeTa Ha obpaieHye Ha oUIMaTIBHBIX cTpaHuIiax ObmecTBa B COLMA/IBHBIX
Mezua.

YCTaHaB/NMBAIOTCA CJIeAYIOIMEe IlapaMeTphbl OLeHKH Ipefie/IbHOM PO/ OJDKHTEIbHOCTH
B3auMogeHcTBHA ¢ KimeHTaMu:

@®opma B3aHMOJeHCTBHS Kpurepuii l'[apam::gq(;llfneen) >~

O6paboTka obpaueHus
CIIELUa/IACTOM,  OTBETCTBEHHBIM
3a B3aMMOJENCTBHE C KIMEeHTaMH

yepes OQULMAILHBIE CTPAHHMILI
OO1IecTBa B COLMA/BHBIX MeJna

[TyGvKaryst TUTIOBOIO OTBETa MITH
Harpae/IeHHe 3arpoca B He Gosee 1 pab. aus
npodunbHOe Mo/ipa3/ie/ieHue.

O6paboTka obparjeHwust
CIIeLMaMCTOM NPOGHILHOr0 PaccmoTpenue o6pareHus | s B 10 1. oot
ro/ipase/eHus TO/IrOTOBKA OTBeTa * -

* (OOpalleHus, MOCTyIMBIIMe uepe3 oduiManbHble cTpaHuikl OOIecTBa B COLMaibHBIE Meaua,
obpabareiBatoTcs B pamKax JekcTByromero ®eznepansHoOro 3akoHa oT 27.07.2006 Nel52-@3 «O
[1epCOHAJTLHBIX AAaHHBIX»

Pazpen 3. ITapamerps! B3aumopeiicreua ObmecTBa ¢ KimeHTaMu
MIPH OCYILECTB/IeHHH COBITOBOH /e Te/TbHOCTH.

3.1. CHabxeHue K/MeHTOB 3/1eKTPUYECKOM SHEpPryell per/iaMeHTUPYeTCsl 3aKOHO/aTeTbCTBOM
Poccuiickolt Pegepaiii u cyowekToB Poccuiickod Pezepaljdd, a TakKe OpraHW3al[MOHHO-
PacIopsAUTE/ILHBEIMA JoOKyMeHTaMH OOIecTBa C yU4eTOM peruoHaabHON crieruduky 006cmyKuBaHus.

B nemsx obecrieyeHuWs rapaHTHPOBAHHOTO KauecTBa obcmyskuBaHusi kmieHTOB OO6iiecTBa
onpezesneHs! 00s13aTeNBHEIe 1 UCTIONHeHHS TpeboBaHMA K KauecTBY 00CTy KMBaHHS.

3.2. B3zaumogeiictBue ¢ KimieHTamMmM TIIpE OCYIeCTBJeHHMA COLITOBOM [eSTe/bHOCTH
OCYIL[eCTB/IsIeTCS ITOCPeCTBOM HCII0/Ib30BaHKs Pas3/IMuHbIX yA00HbX A1 KmieHTa dopM obcmy>xuBaHus
Y KaHaJI0B KOMMYHHKAIIWH, B TOM UKCJIe JUCTAHI[MOHHBIX, C IPUMEHEeHHeM HHHOBAI[UOHHBIX TeXHOIOI i
U crioco6oB obcmy>kuBaHus C cobmojeHueM CIeyonMxX TpeboBaHMi:

Hamure [JOK, YOK TO B xomiuecTBe, 06eCreurBaroleM MaKCHMAaIbHBIA OXBaT TePPUTOPHU
obcry>kuBanus, 0pOpM/IEHHBIX B KOPIIOPATHBHOM CTHJIE Y DACIIOJIOXKEHHBIX I10 NMPHHIUITY IIaroBoH

JOCTYTIHOCTH;
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OMCKAR -

SHEPIOCELITOBAS Crarpapr "a"e"mgg,ﬁg‘rgg;'gm K/IHEeHTOB
KOMPAHYS

1 BHellIHero
HCTI0/IE30BaHHS

OCYILECTB/IEHHE 3a0YHOIO OOC/IY)XMBaHWUS C Pa3BUTHEM TaKMX KaHAJIOB KOMMYHUKALMU C
K/HeHTaMu Kak KOHTaKTHEIA IIeHTp, CalT KOMITaHHM C BO3MOXKHOCTEIO OCYILeCTB/IATh B3aUMOZeHCTBHe
rocpeZicTBOM BUpTya/IbHON-TIPHEMHOM;

ocHamenre I[OK, YOK TO, O =HeoOxoauMeiM 00OpyZOBaHHEM, Cpe[CTBaMH CBS3H,
cucremamu He3onacHocTy, UT-uHbpacTpyKTypO#, OPrTeXHUKOH U Ip.

3.3. B3aumopeiicteue ¢ KmieHTaMM Ha mpegMeT 3aK/IFOUYeHHS JOroBOpa 3HeprocHab)XeHws
(KyTui-nipofa@xu (TIOCTaBKM) 3/1€KTPHUYeCKOM SHeprM (MOIIHOCTH), PecypcocHabxxeHWs, AOrOBOpa,
COJiep)Kalllero TIIOJIOKEHWsI O TIPeIOCTaB/IeHMM KOMMYHa/IbHBIX YCIyr) (Jasee - [OroBop)
OCYII[eCTB/IIeTC Ha OCHOBaHuK o6paienust KimieHTa C 3asB/IeHHEeM O 3aK/IOYEHHH COOTBETCTBYIOIIETO
Ziorosopa.

IlepeueHs [OKYMEHTOB, HeoOXOAMMBIX J/11 3aK/IFOYEHHs COOTBETCTBYIOLIErO JOroBopa
pa3mereH B [IOK, YOK TO, IO O6mectea u Ha oduimansHoM caiite Obmectsa B cetr IHTEpHeT.

BMecre c 3asB/IeHHEM 0 3aK/IOYEeHHH ZIOroBopa 3HeprocHabxeHus (KyTUmH-TIPoAaXH (TIOCTaBKH)
3JIEKTPAYECKOH 3Hepruu (MoiqHOocTH)) KimMeHTOM MOXXeT OBITh IIpe/CTaB/ieH IOAIMMCAHHELA IPOEKT
JIOrOBOpa, TeKCT KOTOPOro pa3sMelrjaeTcs Ha ouifdaabHOM caiite ObmiecTBa B ceTd VIHTepHeT, WU
TIPOTOKOJI Pa3HOIJIACHH K JJOTOBOPY.

PaccmoTpenue 3asBnenus KiveHTa o 3aK/II0UeHUH [I0rOBOPa, a TaKKe UHLIX MPefiCTaBIeHHbIX
K/veHTOM JOKYMEHTOB OCYLeCTB/SeTCS C CoOmojeHHeM CPOKOB, YCTaHOB/IEHHBIX JeHCTBYIOLMM
3aKoHozarenscTBoM P®, ¢ yueToM BHZA, NOZ/IEXKALLET0 3aK/IFOUEHHIO JOr0BOpa.

K cdopmam yka3aHHOro B3aumozeicTBHsA ¢ KinieHTOM, B YaCTHOCTH, OTHOCHTCS:

Bup obpaienus Kimienra Pesynerar paccMmorpeHus | Cpok PacCMOTpeHHs
obpamenns Kimienra obpamyenus
O6pamenue KimieHTa ¢ YBenomnerue KnieHTa B

3asdB/IEHHEM O 3dK/THUeHHKH

MUCBEMEeHHOH (hopMme 0

TIOATIMCAHHOrO POEKTa
ZIOrOBOpA B IIPe//I0KEHHOM
KmienTom pepaxipm mbo
yBefomIeHHs 06 oTKase oT
BHECEHHSI IPe/JIOKEHHBIX
WU3MEeHEHHH B IIPOEKT
AOrOBOpa C YKa3aHWeM
MIPWYMH TAKOI0 OTKa3a:

JI0roBOpa SHEprocHatKeHusl. HEBO3MOKHOCTH B RS A
BMecTe C 3asB/IeHHEM O 3aK/TIOYeHHs /I0roBOpa kel iy
3aK/IIOUeHHH [J0roBopa mi60 0 HeJOCTarOLIIX 3mne$

SHeprocHabkeHus (Kyrumi- [OKYMEHTaX,
IPOJaXH (TIOCTaBKH) Heo0XO0JUMBIX I
3/IEKTPAYECKOM SHEPIHK 3aK/IFOYEHHs] [IOr0BOpa.
(MoiHOCTH)) noTpebureieM
MOXeT OBITb NPeJICTaB/IeH IIpegocrasnenvie KimviedaTy B Teuenue 30 gHeii ¢
TIOATTHMCAHHLIY TIDOEKT JOrOBOPA | 1o mmcaHHOro €O CTOPOHBI MOMEHTa TT0JTyYeH s
SHEProCHAOKeHuUs (KyTUTH- 000 «O3K» npoekTa 3asB/IEHUS U BCeX
HPOAaaH (ancranm) ZIOroBOpa HeoOXOUMBIX ZJOKyMEHTOB
9/71eKTPUYECKOM SHEPriux 17151 32K TIOUEHMST JJOTOBOPA
3.3.1. (morrpocTH)
IIpenocraBneHue KimeHTy

B cnywae HampaBneHusi | B Tewenwe 30 pgHel c
KimenTom IPOTOKO/Ia | MOMEHTa MOy YeHHs
pasHornacuMii BMecTe C | 3asB/IeHMS O 3aK/IFOYEeHUM

3asIBJICHHEM O 3aK/TI0YEeHHU
JOrosopa

ZOoroBopa C IIPOTOKOJIOM
PpasHorIacui

i




OMCKASR

Craupapr Ka4yecrsa o K/IHEHTOB
OHEPIOCELITOBAS 00 05K s
HCII0/Ib30BAHHA
B e e o B reuerme 10 pabourx
Knvenra IIPOTOKO/IA AHEH CO AR HOMyHEH A oT
pa3HOrIacuii e L
nonydeHuss ot O6mjecTra POSHOEHCR
IpOeKTa JloroBopa
SHeprocHabxeHus (KyTum-
TIPOJ KU (mocTaBKM)
S/IEKTPHUUECKOM  SHeprum
(morHOCTH)
YBepomiienue KiueHra B
IMCEMeHHOW (GopMe O
HeI0CTaIoIHX B Teuemne 5 Hell C
JOKYMEHTaX, MOMEHTa TIOJTyYeHHUs
HeobxoguMBIX [U1s | 3asiBJIeHMS
3aK/TIOYEHUSA TaKoro
Obpamenue Kimenra ¢ [A2E0R0Pa. B 10 oab
3asB/IeHAEM O 3aK/TIOUeHHH Tlpenocraenenve Kimenry me;quguemm nga GHRE
A0roeopa, COZEPrKAILIETO | MOAITMCAHHOTO CO CTOPOHBI A —— - —
TI0JIOKeHUs O TpeAocTaBiaeHud | KommaHuu TpOeKTa | e prss
Kogmy}la.r[b}mm e e o 3aKJTFOUEHHUS ZOroBOpa
CcoOCTBEHHHKOB
" JIOKYMEHTOB
3.3.2, ngsme?ﬂﬂé; m;ommﬂ IIpenocraBnenne Kimenry | B Tewenwe 10 gHel co gHA
7IOrOBOpA  37MeKTpoCHaGKerws p | NOATWCAHHOTO  MPOEKTa | MO/ydeHus — NPOTOKO/a
NRCLMeRHot bopme (z1s | AOTOBOPA B IIPEVIOKEHHOH | pasHOI/IACKE
COBCTBEHHUKOB HITBIX | (JEHTOM De/lakiv 6o
TIOMeIeHHit (zomo)( | YBeAOMIeHIA 06 oTxase OT
cootBeTcTBHH C [TocraHoBTeHueym | BHECCHHA  TIDE/JIONEHHBIX
IpaeuTenscrea P® ot 06.05.2011 | M3MEHEHMH B TIPOEKT
No 354)_ 4Ooroeopa C yKd3dHHEM
IIPUYMH TaKOro 0TKasa
O6pamienue KmieHra ¢ YBesomienne Kmuenta B | B Tewenwe 5 pfHell
3asB/IEHHEM O 3aK/TFOUEHHH IMCEMEHHOH (opMe O | MOMeHTa IOy YeHus]
Z0roBOpa pecypcocHabkeH s HeJI0CTarOIHX 3asBJICHUS
(B COOTBETCTBHH C LOKyMEHTax,
IMocranosenyeM [TpaBuTe/bCTBa | HEOOXOJUMEIX U1
33.3 P® ot 14.02.2012 Ne 124) 3aK/II04YeHUs TaKoro
B JOroeopa.

IIpenocraBnenue KnueHTy
TIOJTICAHHOI'O CO CTOPOHBI
Kommnannu IpoeKTa
Aorosopa

B Teuenwe 30 pHelt cC
MOMEHTa TIOJTyYeHHUs]
3asIBJICHUS 7%} BCEX

HEOGXO,I(HMLIX JOKYMEHTOB
JUIS 3aK/TIOYEeHHs I0roBopa.

3.4. BsaumogelictBre ¢ K/MEHTOM B paMKax /[eHMCTBYIOIIEro AOroBopa 3HeprocHabxeHus

(Kyrum-nipojjaXket (TIOCTaBKM) 37EKTPUYECKOH SHepryiy (MOIINHOCTH), pecypcocHabxKeHws, JOroBopa,
COZIEPKAILEro TOJIOXKEHHMS O MPeJOCTaB/IeHU KOMMYHAIBHBIX YCJIYT) NO 60NpOCAM USMEHeHUs uwiu
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OMCKAA 5 p ]
PHEPIOCEBITOBAR TAHAAPT KRIeCTRA 00CTYRHBARNY KTAEETOR

KOMITAHMS 000 «O3K» T4 BHeIIHero
HCTI0/IL30BaHHA
pacmopdiceHusi 002080pa OCYIL|ECTB/ISIETCS] B COOTBETCTBHMM C TpebOBaHWAMM [eHCTBYIOIIEro

3aKOHOZaTe/IbcTBa PO W/ yCI0BHsAMH JOrOBOpa.
K ¢opmam ykasaHHoro B3aumMogeHcTBUs ¢ KnmieHTOM, B YaCTHOCTH, OTHOCSTCS:

341, YBenomnenue KimieHTa o ITpOJyIEHHH eACTBUA | B COOTBETCTBMM C  YC/IOBHSIMH
zorosopa Jorosopa
YBegomnenve KiveHTa 0 NpefyiokKeHUsX II0 ¥ et e
3.4.2 BHECEHMI0O W3MEeHeHWH B YCJIOBHA JO0roBopa y AR
JoroBsopa.
SHeprocHabxeHus
YBegomnenre Kmwenta 00 OAHOCTOPOHHEM
OTKase oT VCTIO/THEHHUS JOroBopa
9HeprocHabxeHus (KyTm-TIpoAasKu
343 (mocTaBkH) 37IEKTPAYECKOM sHepruM | 3a 10 pabouux OHell 0o 3asnensemoil
Ea (MomHOCTH)), B CIy4yae eci norpeburenem | dambi omkaza om 002080pa
(nokymareneM) He  WUCNOMHAIOTCS — WIM
WCTIOJHAIOTCS  HeHaJiexaumM  obpasoMm
0bsi3aTenbCTBA 110 OIUIaTe

3.5. BzaumopeiicTre ¢ KimMeHTOM B paMKax JeHCTBYHOIIEr0 JOroBopa 3HeprocHabKeHWs
(KyTum-TIpofj@ky  (TIOCTaBKH) S/IeKTPUYECKOM 3HepruM (MOILHOCTH), pecypcocHab)KeHus, [OroBopa,
COZiep’Kallero roJioXkeHus O Mpefj0CTaB/IeHMH KOMMYHA/ILHBIX YC/IYT) NO NOPSIOKY pacyemos U 8HeCeHUrO
niambl 3a 3/1eKMpU4ecKyio SHepauio OCYILECTB/ISIeTCS B COOTBETCTBHH C TpeGOBaHHAMY [eHCTBYIOIEro
3aKoHoZaTe/LCcTBa PP 1 ycoBUsME [OroBopa.

OOecmeunBaeTcsi KayeCTBEHHOe M CBOeBpeMeHHOe BbICTaB/ieHHMe CYeTOB Ha OIUIaTy
3JIEKTPOIHEPIHH, B TOM YHC/Ie crioco6amMH, OIMyCKaroIMMK BO3MOXXHOCTD UX YZla/IleHHOM nepefjayun.

B pamkax obcmykuBarus oTpebutessi obecriednBaeTcsi BO3SMOXKHOCTb BHECEHHS HaTMYHOM (C
YUEeTOM YCTaHOBJIEHHOIO 3aKOHOM OTrDaHW4YeHUs 10 pacyeTaM Ha/MYHBIMH JIeHeXXHBIMU CPEACTBAMH) H
Ge3HaIMUHOM IUIaTHI 32 3/IeKTPO3HEPrHi0 Pa3/IMYHbIMU CrIocobamy.

KJiieHTaM Ipe/IoCTaB/IgaeTcss BOSMOXXHOCTE BHOCHTE IUIATy 3a 3/IEKTPOSHEPrHI0 YAOOHBIM ZJis
HHX Crioco60M, B TOM YHC/Ie BO3MOXXHOCTh OIUVIAUMBATh 3JIEKTPHYECKYIO SHEPrui0 OHJIakH B «JIMYHOM
KabKHeTe», BHOCHTL HA/IM4YHbIe ¥ Oe3naymunsie feHexxusle cpegcTea B IIOK, YOK TO, 1O Obmecrsa,
yepe3 AWCTaHIJMOHHBIE CEpPBephl, JOCTYIHbIE Ha OMIMaTbEHOM calTe, a TakKe C MCIIO/b30BaHHEM
GaHKOBCKOM 1 HeOaHKOBCKO#M CETH MpreMa IiaTexel, BO3MOKHOCTE 6e3HaTMIHON OIUIaThl C pacyeTHOro
cueta KiveHra.

K ¢opmaM yKa3aHHOro B3auMozielcTBus ¢ KieHToM, B YaCTHOCTH, OTHOCSATCS:

ITogroToBka ¥ mpejCTaB/IeHUe
Kmientam - mnotpeburensm
JJIEKTPAYECKOH 3SHepruM IIo
JIOrOBOPY  3HEprocHabKeHUs
(kynnu-npojgaxiu
3/IeKTPHYECKOH 9HEepruu
(MorgHOCTH) ILIaTeXXHBIX
IOKYMEHTOB  Ha  OIUIaTy
noTpe6IeHHOH 3/TeKTpHYecKoH
SHEpruu..

3.5.1.

Ec/m MHOe He NpeiyCMOTpPeHO ioroBopoM, ObmecTeo
BEITHCHIBAET IUIATEXXHBIE JOKYMEHTHI, COZepiKaliye
waty B pasMepe cooTBeTctBeHHO 30 H
40 NpOLIEHTOB CTOMMOCTH 3JIEKTPHYECKOH 3Hepruv
(MOII[HOCTH) B MOAJIEXKAIEM OIUIaTe 0ObeMe IOKYTIKK
B Mecsile, CJIEAYIOIIEM 3a MeCsIleM BbICTaB/IeHUA
IUIaTeXXHOro AoKyMmeHTa. OO6IIECTBO e)xeMecsdHO 70
12 uyucnma Mecslja, CIeAYIOMEro 3a PacyeTHBIM
(oruiaurMBaeMbIM), BHITUCHIBAET M HalpaB/isieT B 6aHK
roTpeOuTeIs TUIATEXHBIA JTOKYMEHT, COepXXall{iii
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OMCKAR
JHEPIOCBBITOBASA
KOMITAHUR

CranpjapT KauecTBa 00C/Ty)KHBaHHA K/IHEHTOB

000 «0O3K» Jina BHelHero

HCI10/I530BaHHSA

I1aTy 3a GakTH4ecKy noTpeb/IeHHy 0 3/IeKTPHIeCKYIO
SHEPrur0 (MOIJHOCTH) B pacyeTHOM Mecsile, 3a
BBIYETOM CpE/ICTB, BHECEHHBIX IOTpebHTe/IeM B CPOK
Zo 10-ro ¥ 25-ro yKC/Ia OrUIaYMBaeMoro Mecsiia.

ITnaTexHel [JOKyMEHT Ha OIUIATy (DaKTHUECKH]
noTpe6/IeHHOM B PAacueTHOM MeCsILle 3/IEKTPHUECKOMH
SHepruu (MOILHOCTH) OIUIauMBaeTca norpeburesem /o
18 unicia Mecsiia, B KOTOPOM BBICTaBJ/IEH IT/IATEXKHBIM
nokymeHT (ec 6osiee TMO3JHHME CPOKM OIUIATHI,
(aKxTHYecKH IOTpeO/IEHHOM B pPacyeTHOM MeCALe
3/IEKTPAYECKOH SHepruM He COr/acOBaHbl CTOPOHAMH]
B paMKax JIOroBOpa 3HeprocHaGkeHuss (KyIUIH-

Npofiakk  (TIOCTaBKM)  3/IEKTPHYECKOH  3HEepruu
(MOLIHOCTH))).

IToAroToBKa ¥ NpeACTaB/IeHKe

Kimenram- HCTIONTHHUTEJISIM

KOMMYHa/IbHBIX yoIyr
3.5.2, IUIATEXEBIX  [OKYMEHTOB Ha B cooTBeTCTBHM C YCJIOBHSIME [JOrOBOpA

OIuIaTy noTpeb/eHHoH

3JIEKTPUYECKOM SHEPLHH.

IIpexcraBneHre KiieHTaMm -

norpeburensm He mo3gHee 1-ro umcina Mecsija, C/IeAyROLIErO 3a
3.5.8. KOMMYHA&/ILHBIX YOIYT | UCTEKIIMM DacyeTHBEIM [I€pHOJOM, 32 KOTOPEIA

IVIaTE)XXHOIO JOKYMEHTa Ha | IPOM3BOAMTCA OILIaTa

oIiaTy

Eggggﬁ;:&ge —— He mno3sHee uem 3a 30 gHedt 10 AaTel BLICTaB/ICHUs

y - TIHCLMEI-H-I“ E’ﬁn bopme IUVIaTEXHBEIX JOKYMEHTOB, eCJId HHOH CpOK He
3.5.4. DﬁcI}HBIHMeHEI{P]H TapHbOB U YCTaHOBJIEH JJOrOBOPOM, CO/ep>KAll[M IIO/I0XKEHHS 0

HOPMATHBOB MoTpe6erys I1pe/IoCTaBIeHUH KOMMYHAILHLIX YCIYT.

KOMMYHQ/IbHBIX YCIYT

IIpenocraBneHue

gggﬁgﬂmgm&gfsggﬁcggﬁ B mopsgke ¥ B CDOKHM, YCTaHOBJ/IEHHBIE
3.5.5, .. | Ilocranoeenuem IlpaBurenscrea P® or 06.05.2011

fiome TIMCLMEHHOH | 1 "3 4

vHbopMali 0 moTpebneHuH

KOMMYVHAJILHBIX PeCypCoB

Wudopmupopanme

noTpelaTensd O COCTORHNRA B mopsizxe ¥ B CPOKM, YCTaHOBJ/IEHHBIE B [JOrOBOpe
3.5.6 papar on e pecypcocHabXeHus1, HO He uaile 1 pa3a B Mecsl]

KOMMYHaJIbHBIX  YCIyT  3a s

KOMMYVHaJILHBIA Pecypc

YBenomnenwe Kimenra o

IIPOBEJIEHUH CBEPKH pacuyeToB
50,7 - AOTOBORY | B coorBeTCTBIM C YCJIOBHSIME A0T0BOpa

SHeprocHabxeHus (xyrm-

MPOJIaXKH 3JIEKTPUYECKOH

SHEepruM (MOLIHOCTH)

3.6. BsaumopeiictBue ¢ KnueHTOM B paMKax JeACTBYIOIIEro JOTOBOPAa SHEProcHab)XeHWs

(XyTum-TIpoJ@ku (ITOCTaBKM) S/IeKTPUYECKON 3SHepruu (MOIIJHOCTH), pecypcocHabKeHUsl, [[OrOBOpa,
coJepiKalllero IIOJIOKEHWs O IIPefjOCTaBJIeHHHM KOMMYHAIBHBIX YCJIYr) NO 80NpocaM nNOCMasKu
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MCKAR
SHEPIOCEBbITOBAA
KOMRAHUS

CranpapT KauecTBa 00CTy)KHBaHHA K/IHEHTOB
000 «0O3K»

[na BHemHero
HCIO/L30BaHuUS

5/1eKMpuYeckoll 3Hepauu OCYIeCTB/ISIETCSS B COOTBETCTBMM C TpeGOBaHWSMH [EiCTBYIOIIErO
3aKOHOZIaTe/ILCTBa PP W/Wwm yC/lI0BHAMM JOrOBOpa.
K dopmam ykasarHoro B3aumogecTust ¢ KimieHTOM, B YaCTHOCTH, OTHOCSTCS:

3.6.1.

OneparuBHOe
obparienus
(nokytiaTeneit)
TOCTaBKH

pearvpoBaHWe  Ha
norpeburesteit
To BOIIpOCaM
HeKayeCTBEHHOMH
3/IEKTPHUeCKON SHEpPrur HIH
NpeKpaleHus II0CTaBKH
S/IeKTPHYECKOH 3SHepruM, a Takke
OIOBEL[EHHAE norpebuTeJiei
(TToKyTiaTesneil) o MpUYKMHAX ITOCTAaBKM
HeKaueCTBeHHOH 3JIeKTPHYECKOH
SHEpPryuM WK IpeKpalljeHusi IOCTaBKU
S/IEKTPHUECKOH SHEprMd U O
M1aHUPYEeMBIX CpPOKaxX YCTpaHeHWs
YKa3aHHBIX HapyIIeHHH

OnpepgenseTcs ycnoBusiMu Joroeopa, I1Y3,
ITocranosnenwem IlpaBuresctBa P® oOT
04.05.2012 Ne 442, oT 27.12.2004 Ne 861

3.6.2.

YBenomnenue KimeHTa 0 IJIaHOBOM
nepephiBe B TIpe/i0CTaB/IeHIH

KOMMYHaJIbHbIX yoIyT (st
noTpebuTeeit KOMMYHaJILHOM

YCITyTH)

3a 10 pgHel o mepepeiBa B NpefoCTaBIeHUA
KOMMYHAJIbHBIX YCIIYT.

3.6.3

Yacruunoe (ronHOe) orpaHUYeHHe
pexxuMa noTpebJieHHs 3/1eKTPHYeCKOH
SHepruM, BO300OHOBNIEHWE IIOZAYH
3/1eKTPUYECKOH SHePIrUu.

Ilo ocHoBaHWsAM, B IOpAAKE M B CPOKH,
MpeflycMOTpeHHble [IpaBWiaMd IIOJIHOTO H
(W) 4YacCTWYHOTO OrPaHMMEHHs pEeXHUMa
rnoTpebneHns  3MEKTPHYECKOH  SHEepIvy,
YTBepXX/|eHHEIMU ITocraHoB/IEHKEM
IMpasutensctBa PP or 04.05.2012 Ne 442,
[TpaBwiamu, 06s13aTeNbHEIMU pu
3aKMOYeHHH VIIpaB/IONIeH OpraHHW3alei
WIM TOBapHIIeCTBOM COOCTBEHHMKOB >KWIbS
mib0 KWIMILITHEIM KOOIIEPaTHBOM W/IA HHBIM
CrieLiany3upOBaHHbLIM NOTpebUTeECKUM
KOOIIepaTHBOM JIOrOBOPOB c
pecypcocHabkaronmmu OpraHM3al[isIMH,
YTBEepXK/|eHHEIMU ITocraHoB/IeHEM
IIpaButensctBa P® or 14.02.2012 Ne 124,
[IpaBunamMu npejj0CTaB/IeHHsl KOMMYHA/IbHBIX
yoIyr coOCTBEHHMKaM U I0/Ib30BaTelisiM
TIOMEILeHMd B MHOTOKBapTHUPHBIX [OMax M
JKHJIBIX JIOMOB, YTBEpXK/|eHHBIMU
[TocranoBnenvem IlpaBuTenbctBa PP oOT
06.05.2011 Ne 354

3.7. B3aumopieficteue ¢ KiMeHTOM B paMKax [eiCTBYIOIIEro JOroBopa SHeprocHabyxeHus
(kyruma-npogaxH (TIOCTaBKH) 3/1eKTPUYeCKOH 3HepruM (MOIIHOCTH), pecypcocHab)KeHHs, AOroBopa,
COAEpKalller0 TOJIOKEHWsA O IIPeAOoCTaB/IeHMH KOMMYHAIBHBIX YCIyT) NO 60Nnpocam yuemd
JneKmpu4eckoll 3SHepauu OCYLIECTB/ISIETCS B COOTBETCTBMM C TpeDOBaHMsMM JeHCTBYIOLIETO
3aKOHOZaTe/bcTBa PP WM yCcnoBUsAMH OroBopa.
B 1jeffix KaueCTBeHHOTO ¥ CBOEBPEMEHHOrO BhICTAaBIEeHWS CYeTOB obecreurBaercs
CBOeBPeMeHHBIH ITpHeM NoKasaHui NpubopoB yueTa oT KieHTOB, IpOBepKa COCTOSTHUSA TPUO0pPOB yueTta
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OMCKAR ]
ISHERPFOCERITOBAS CTaHJIaPT Kayecrsa uﬁcnyxmamm KJIHEeHTOB

: 000 «03K» L7151 BHellIHeTo
KOMITAMHWS HCII0/Ib30BaHus

U [JOCTOBEPHOCTH IlepeflaHHBbIX CBeZleHMM. KiMeHTaM IIpeZlOCTaB/IsfAeTCs BO3MOXKHOCTE Iepefauu
TIOKa3aHMH MpUOOpPOB yueTa AucTaHIMOHHO, [IpreM nokasanuii MpHOOPOR yueTa 5/1eKTPOSHEePriH MOXKeT
OCYLIeCTBIATECA depe3 «/IMuHBIM KabHHeT», pasMelleHHbI Ha OQHMIMaILHOM HHTEpHeT-pecypce
Ob6mjecTBa, MoCcpe/iCTBOM OH/IAHH CEPBHCOB, 110 3JIEKTPOHHO# [104Te, 110 (aKcy, Yepes siijiKy Jyis IpueMa
nokasaHuH, pasmenennsle B LIOK, YOK TO, 0.

3.7.1. [TlpoBepka IIPaBU/ILHOCTH CHSTHH II0Ka3aHWs pacyeTHBIX INIpUOOpOB yuera
OCYILIeCTB/IIeTCA He Yalle 1 pa3a B MecHl].

TIpoBepka pacueTHBIX TPHOOPOB yyeTa BK/IHOYaeT BU3YaILHEIM OCMOTDP CXEMEI IIOJK/TF0UeHHS
SHEpronpHMHUMAlONUX YCTPOMCTB M CXeM COe[yHeHuss MpHOOpOB ydera, IPOBEPKY COOTBETCTBHS
nprbopoB ydera TpeOOBaHMAM HaCTOSILErO ZOKYMEHTA, IIPOBEPKY COCTOSIHMSA NMpUbopa ydeTa, HaTudus
M COXPaHHOCTH KOHTDPO/IBHBIX IVIOMO M 3HAKOB BU3Y&JIbHOTO KOHTDOJIS, @ TAaKKe CHATHE I0Ka3aHWi
nipubopoB ydera. [IpoBepKa pacueTHbIX MPMOOPOB y4eTa OCyIecTs/sieTcs 1 pas B rog,.

Ilpy mnpejoCTaB/IeHHH KOMMYH&/IBHBIX YCIYT CHSTHE TI0Ka3aHWW WHAMBWAYAIbHBIX, OOLIMX
(KBapTHPHBIX), KOMHATHBIX IIpMOOpPOB yuera (pacnpefenuTeseif), YCTAaHOB/IEHHEIX BHE JKIJIBIX
(HeXXU/IBIX) TTOMEIeH!H, ITPOBepKa COCTOSTHHS TaKUX NMPUGOpPOB yueTa (e JOroBOPOM, COJepIKaliM
TIOJIOKEHUsI O TPeJIOCTaB/IEHMM KOMMYHA/IBHBIX yCIyT, W (Wmm) pemeHusMu obijero cobpanus
COOCTBEHHHKOB TOMEIIeHMI B MHOIOKBAPTUPHOM [OMe He YCTaHOB/JIeH WHOW IIOPAZOK CHATHS
TOKa3aHuH Takux rpubopoB yueTa) ocyllecTBIIseTcs He pexke 1 pasa B 6 Mecsies.

ITpoBepku NpuGOPOB yyeTa OCYIeCTB/IAIOTCS C HCTIONB30BaHHEM CPeZCTB (OTOCHEMKH U (WIH)
BH7IE03aMKCH.

3.7.2. TIpoBepka npubOpOB y4eTa IIPOM3BOAUTCS IpeAcTaBuTesieM OOIecTsa ¢ cobmojeHreM
C/IeyIOLIMX TpebOoBaHuMiA:

B axTe npoBepKH pacueTHOro npubopa yueTa JA0/DKHEI OBITh YKa3aHbL:

- [JlaTa, BpeMs U azipec NpoBe/ieHus [POBepKH, (hopMa NMPOBepKU U OCHOBaHMeE I TIPOBeAEHUS
TIPOBEPKH;

- JIMLa, IPUHABIIIE Y4acTHe B IIPOBEpKe;

- W13, TIPUTJIAlIeHHbIe B COOTBETCTBUM C TpeOOBaHUsAMM 3aKOHOZATe/TLCTBA /IS YYaCTHs B
TIPOBEpKe, HO He MPHHSBIINE B Hel y4acTue;

- XapaKTepDHCTMKM KM MeCTO YCTaHOBKM IIDOBEPSeMOro pacuyeTHoro mnpubopa ydera
(13MepHTeIbHBIX TPaHC(HOPMATOPOB - IPH MX HA/IMUMH ), TI0Ka3aHus Tpubopa yyeTa Ha MOMEHT ITPOBepKU
U JlaTa UCTeUeHWs] MHTEePBajIa MeX/[y NoBepKaMu rnpubopa yuera (U3MepHUTebHBIX TpauchopMaTopoB);

- COOTBETCTBHE OTTHCKY IOBEpHTe/d B CBHJETEe/LCTBE O I0BepKe U (WIK) 3ariCH B [1acTiopTe
(opmynsipe) cpeAcTBa U3MEPEHHM M MECTO YCTAHOBKM KOHTPOJBHBIX IUIOMO M 3HAaKOB BH3YaJIbHOI'O
KOHTPOJI, YCTaHOB/IEHHBIX Ha MOMEHT Hayaja MPOBepKH, a TakKe BHOBb YCTAHOB/EHHBIX (eC/Id OHH
MEHSUIUCE B XO/ie TIPOBEPKH);

- pe3syJbTaT POBEPKH;

- XapaKTepHCTHKH MCII0/Ib3yeMOro P MPOBeIeH!HH TIPOBEPKH 000py0BaH|s, B C/Ty4ae ec/
TIPOBOAMTCS MHCTPYMEHTa/IbHasl IPOBepKa;

- JTH1]a, OTKa3aBIIHeCs OT MOJMCAaHMs aKTa MPOBepPKH MO0 HecornacHsle C YKa3aHHbIMHU B aKTe
pe3y/IbTaTaMy MPOBEPKH, ¥ TIPHUMHLI TAKOT'O OTKa3a JIi00 HecorIacusl.

ITpu BBISBIEHWM HApYIUIEHWH SKCIUTyaTalliyd NMpuUOOpOB ydeTa COCTaB/sIeT akT 0 6Ge3yueTHOM
rnorpeb/ieHlH 3/IeKTPHUYeCcKol 3Hepruu. AKT COCTaB/ISIeTCS B KOMMUYECTBE K3eMIULIPOB 10 YHC/IY JIALL,
NpUHMMAaBIIMX Yy4acTHe B IIpOBepKe, II0 OAHOMY /M KakAoro ydacTHuKa. IIpu oTkase /i,
TNPYHUMABILIEr0 y4acTHe B [POBePKe, OT [IO/JHCAHKs aKTa B HeM yKa3hlBaeTCA IDUHHA TAaKOro OTKasa.

3.7.3. CusTHe moKasaHWi npubOpOB ydeTa, MCIIO/b3yeMbIX ITPH pacyeTe pasMepa IUIaThl 3a
3JIeKTPO3HEPIUI0, MPOM3BOJAMTCS C coryiacopaHueM ¢ KiMeHTOM BpeMeHHW JOCTyma K npubopam ydera
(npu Heo6X0JUMOCTH) U C yBegomIeHHeM KiueHTa o:

— CpOKax W NOps/iKe CHATUS [T0Ka3aHUiA MPUO0POB yyeTa, | crocobax ux nepejjauu;

— IIOpsfKe pacyeTa IUIaThl 33 3JIEKTPOSHEPrHI0 B CiIydae HeIpeZCTaB/IeHHsI CBEJEHHH O
TI0Ka3aHUsAX NPUOOPOB yuera;

— TIOCNEACTBUSAX HEZIONMyCKa K npubopaM ydeTa SMeKTPOSHEPrHH YIIOJHOMOYEHHOrO JIMIA B
COr/IacOBaHHBIE ATy X BpeMs ZJIs NPOBeJeHNUs NPOBEPKH COCTOAHMA NprHbopa ydeTa M [JOCTOBEPHOCTH
paHee IMpe/I0CTaB/IeHHbIX CBeIeHUH 0 MoKa3aHusaX Npubopos yuera;

22
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HCII0/Ib30BAHHSA

— MOC/TeJCTBUSX HECAHKIIHOHUPOBAHHOIO BMENIATe/ILCTBa B paboty mpubopa ydera.
Paspen 4. Uadopmanuonsoe ofecneyenne Kiuearos

OcHOBHYI0 POk IIPY NpeAoCTaBIeHny yoiyr KinvenTam urpaetr HHQopMUpoBaHHOCTE KimeHTa
06 ObmecTtBe, 06 eé JeATeTLHOCTH M BHZAX YC/IYT, KOTOphIe OHA ITPeJOCTAB/sSeT B paMKax CBOEH
JledaTe/IbHOCTH, O HOBOCTAX, CePBUCHBIX BO3MOXXHOCTSIX, H3MeHeHUsIX B ropsifke paboTsl ¢ KimieHTamu u

T

4.1 Opranu3anusa uaopmupoBanusa KnneHToB.

ITpy opraHuW3aiyKu HHboOpMUpoBaHWs KimieHTOB HeoOXoAuMo COGMOfeHHe CJIefYIOIHX
TpeboBaHMiA:

Obs3atenbHble i HHQOpMUpoBaHusi KITHeHTOB CBeJjeHHsI MPeJOCTAB/IIOTCA TI0 3arpocy
KimenTa, pasMmeljaloTcss Ha odumpanssHoM caidte O6mectea, B IIOK, YOK TO, OO, Ha
¥HGOPMALIMOHHBIX JOCKaX, YKa3bIBAIOTCS B [OrOBOpax 3HeprocHabeHus (KyIU-IIPOAaXH (IIOCTaBKH)
SJIEKTPHYECKOH 3Heprud (MOIIHOCTH)) M IUIATEXHbIX JOKYMEHTaX, IMyO/HMKyroTCs B OQHIMa/IBHBIX
NeYaTHBbIX W3/laHUAX.

IIpu muynom mnocemenuu [IOK, YOK TO, OO mo 3ampocy KiweHTa, NpH HaIMukH
BO3MOXHOCTH, MH(OpMal[id, OTCYTCTBYIOIlad B pa3/jaTOYHOM Marepuase, paclieyarbiBaeTcs
paborHHKOM U nepefiaercss Kimienty. Taroke KimieHT HHGOPMHUPYETCS O TOM, KaK B JIaTbHEHIIIeM MOXKHO

TIOJIy9UTh MHGOPMAIHMIO TIPY aHAJIOTHYHOM 3aITpoce.

OTBeTCTBEHHOCT> 3a pa3paboTKy, aKTyalus3alMi0 W THPOKUpOBaHHWe HHGOPMALH
OIpeJieJIIeTCsl B COOTBETCTBMHM C BHYTPEHHHMHM OpraHHM3allMOHHO-DACIOpSAAUTebHBIMH JOKYMEHTaMH:
O6miecTBa Cor/1acHO HalpaB/IeHHEO AeAaTebHOCTH. OTBETCTBEHHOCTD 3a Pa3MeIeHHe U NIPeJOCTaBIeH e
uHbOpMAallMM B 3aBHCHMOCTH OT criocoba ee pasmelleHWs] W TIpeJOCTaB/IeHHs BO3/araeTcss Ha
DYKOBOJMTe/Iel COOTBETCTBYIOLIMX CTPYKTYPHBIX Iofipa3aeneHusi ObiecTsa.

NudopmarmoHHoe B3auMogzekcTBie ObmiecTBa ¢ KieHTamy MMeeT ciieflyroiue (JOpMEI:

— MaccoBoe UHGOpMAaIMOHHOe B3aUMO/IeHCTBYE;
— HUHAUBHAyaIbHOe WH(OPMAaIlMOHHOE B3aUMO/JeiiCTBIeE T10 3anpocy;
— mpejocTaB/ieHye uHpopMaluu 1o uHuparise ObmiecTsa.

MaccoBoe HHOpMALHOHHOE B3aMMO/elCTBHE 3aK/TI04YaeTCs B [IPOBeeHHH Pa3sHo06pasHbIX
PR-KaMIaHW#, HanpaB/eHHbIX Ha HH(GOPMHpOBaHHWE IIMPOKOW OOLIECTBEHHOCTH (HAcTOALIHE |
NOTeHIMabHble KiveHThl, TapTHephl ¥ COTPYAHWKK) 0 AesTebHOCTH OObIjecTBa, BO3MOXHBIX KaHaIax
cBs134. Ba30BbI HHCTPYMEHT MacCOBOro MH(GOPMALMOHHOIO B3aUMO/JelCTBHS C ayguTopuei — CMU.

HNnpuBujyaibHoe WHQOPMANMOHHOE B3aMMOJEHCTBHE 33aK/I0YaeTcs B IPeJ0CTaB/IeHHH
KOHCYJIbTaLuH 110 3anpocy Knuenra. MH$opMmarus, ¥iMetomasi psiMoe OTHOILIEHUE K ITPej0CTaB/IsIeMbIM
KimeHTy yciyram, npejocTaBisieTcs eMy 10 TpeDOBaHMIO BHe 3aBHCHMOCTH OT HH(OpPMAalMOHHOI'O
KaHasna u B ygobHoit s Kmienra dopme.

KoHcynbTalyuu rpejoCTaB/AIOTCA 110 C/IeJyHOIIMM BOIIpOCaM:

— CPOKH BBIIIO/IHEHHS JeHCTBHUI, BXOAAIIX B KommeTeHIio OBmjecTBa;

— epedyeHb [IOKYMEHTOB, He0OXOAWMMBIX [Jisi BBINO/IHEHMS [EHACTBHM, BXOJAIIMX B
KomreTeHLM0 ObiecTsa;

—  pasMep OILIaThl YC/IYT (TapUbBbl, TBrOTEL);

—  KOMIUIEKTHOCTE (JJOCTaTOYHOCTh) Npe/iCTaB/IeHHbIX JOKYMEHTOB, HeOOX0JUMBIX JJIf
BLITIO/THEHUS AeHCTBUH, BXOAMIMX B KoMIieTeHIMI0 OO1iecTBa;

— HWCTOYHMK TIOJ[yUueHHs MAOKYMEHTOB, HeOOXOJWMBIX ISl BBIOJIHEHWS IelCTBUMH,
BXOSIIMX B KomreTeHuio ObmiecTsa (oprak, OpraHi3ariuis ¥ MX MeCTOHAXO0XKAEeHUe);

—  BpeMs NIpHeMa U BbIJJaul JOKYMEHTOB;

—  TIOpSZOK ObXKasoBaHWs fAedcTBHil (De3feHCTBHSI) W peIlleHHH, OCYILeCTB/ISIEMBIX H
TPHHHUMaeMBIX B Xoze ucnonHeHus dyskipu ObmecTsa.
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SHEPIOCEBITOBAS TaHAApT l{aqecrn.'(i) 1‘13 (c)nyacgaamm K/IHEHTOB

KOMITAHUS «039K» [na BHelnHero
HUCIO0/IE30BaHHA

Kaname! MH(OPMAIMOHHOr0 B3auMO/IeHCTBYS IIPY MPEAOCTAB/IeHAN KOHCY/IbTALMi: O4HEIE,
3a04HbIe ¥ HHTepaKTHUBHEIE,

OuHele KOHCy/IbTalHH npefocTasstoTes Kmientam 8 IJOK, YOK TO, JI0.

3aouHble KOHCY/IbTalMH NpefocTaB/stoTcs KimieHTaM B KOHTaKTHOM LIEHTDE H I10 TI0YTe.,

3aoyuHbIe KOHCY/IbTALy MpejocTaB/soTcs KimieHTy crienamictaMu KOHTakTHOrO IieHTpa
TI0 TUIIOBBIM BOIPOCaM M CHTyalLsiM, OIMCaHHLIM B UH(OpMaIMoHHOH 6a3e JaHHLIX CIyXOel. B 90 %
C/lydJaeB CIIeLJHa/ICT OTBeYaeT Ha 3arpoc KiveHTa caMOCTOSTeNBHO, B CTy4ae MOCTYIVIEHHUS CI0XKHOI0
3anpoca, TpeOyioumjero TnpHBeYeHHs CrIeMalucTa TNPOQMIBHOrO mogpasAencHus O6mjecTsa,
crielaymicT KOHTAaKTHOrO LIeHTpa yTOYHAeT MH(MOPMAI[Io ¥ npefocTasiiseT ee Kimenry.

3aouHble KOHCy/nbTaiyd KimeHTaM TpPEeJOCTABIAIOTCA MO IouTe. IIWCbMeHHBIE OTBETHI
Hanpas/IsA0TCs COTpyAHMKOM ObImecTBa Ha IMMCHMEHHEIH 3anpoc KimieHTa Wik B c/Iydae IOCTYIUIEHHS
>KaJ100bL.

Ha Bompocs! KiHeHTa oTBe4aeT CleljiaIlCT, OTBeTCTBEHHEIH 3a BUPTYyalbHYIO-TIPHEMHYIO.

Hnst TpefoCTaB/ieHMsi OTBETOB CIIELMAIMCT MCHOMB3yeT MHQOPMaLMOHHYI0 6asy u
KOHCYJIbTAlMH CO crielamicTamy OBijecTsa, OTBeUaromyMH 3a cepy 3anpoca Kimienra.

ITpenocrasnenve KmienTy wuH(popMamyy o uxmiatiee OOmjecTBa TakKe, KaK H
KOHCY/IbTAallHK 110 3alpoCy OCYLUEeCTB/IAETCS 4Yepe3 OYHble, 3a0YHBEIE M HHTEPAKTHBHBIE KaHAJIBI
HH()OPMALIMOHHOI'0 B3aMMOJEHCTBHSI.

ITo vavmaTuBe O6imecrsa KimenTtam npeoCTaB/IseTcs ABa THIa WHGOPMAaLWK:

— CrpaBoyYHas HH)OPMALWs;
— HarOMHMHaHUS/COOOIeHH s,

K cripaBoyHO# MHGOpPMAITUX OTHOCSTCS:

— H3B/IeYEHHMs M3 HOPMAaTHBHBIX IIDaBOBBIX aKTOB, COJEPXKAIIMX HODMbI, DEeryJMpyolue
JesTensHOCTL ObmiecTsa;

— Hactosuui CTaHzaapr;

— TepevyHH J[OKyMEeHTOB, HeoOXOAUMBIX JUIsi BBIIOMHEHWS JeHCTBMI BXOAAIMX B
KOMITETEHIIHIO COTPYZAHMKOB OOIecTsa;

— o06pa3is! ohopMIeHNHs JOKYMEHTOB ¥ TPeOOBaHNS K HUM;

— MecTopacrnoJioXeHue, rpaguk (pexxum) paboTel, HOMepa TenedoHOB, azipeca VIHTepHer-
CaTOB M 3/IEKTPOHHOM I10YTHI OpraHoB, B KOTOpPhIX KiMeHTaM NpefoCTaB/IsSIOTCS JOKYMEHTE,
HeoOXo/MMble /IS BBITOHEeHUs! JeliCTBUM, BXOASAIIHMX B KoMreTeHI0 O6mecTsa;

— CxeMa pasMellleHHs CTIeI[Ha/TUCTOBR W PeXXUM IpueMa uMu KImeHToB;

— IOPAAOK MH(GOPMHPOBAHHUS O XOZE KCIIO/IHEHHUS;

— TOPAJOK ITOJIyYeHUsI KOHCY/IbTalUH;

— TopsAoK 00Ka/I0BaHUs pelleHwH, JeHCTBH ik 0e31elCTBHS COTPY/JHUKOB, MCTIO/THSIOIMX
JeHicTBHsA, BXOZAIIME B KoMITeTeHIMI0 ObmecTsa.

K HanomuHaHUAM/CO0OIIIEHUsIM OTHOCUTCS HH(OPMHPOBaHHE:

— 0 HaJIMuWH 33/]0/DKEHHOCTH;

— 0 NpUb/IIDKeHNH CPOKa OIUIATHI 3a IIPeOCTaB/IeHHbIe YCITYTH;

— 00 u3MeHeHMM Tapu(OB WK NIPABHJI IPeAOCTaB/IeHHS YCIYT;

— 0 TOTOBHOCTH ZJOKYMEHTOB 1 He06XO0JMMOCTH HX I1O/TyYeHHA.

Ounoe uH(OpPMYpPOBaHKe BK/IIOYaeT MH(MOPMAIMOHHEIE CTeH/EI, IUIaKaThl, BHAEOMOHHTOPLI,
pacrnionoxensslie B LIOK, YOK TO, IO 6yxreTs! 1 OpoLropsl, paciipoCTpaHsaeMBIe TaM XKe.

Ha wuH(OpMalMOHHBIX CTeHJax, IUlakaTaxX, BHIEOMOHWMTOPaX M B paClPOCTPAHSEMBIX B
TIOMeILIeHWH L{eHTPOB O49HOro 06cmy>KuBaHus Opornmropax # Oykierax KiMeHTEl MOTYT 03HaKOMMTBCS CO
CrpaBo4YHOM MHGpOpMalHeii o gesrersHOCTA O6miecTBa.

3aouHoe HH(OpPMHpOBaHUe BKIOUaeT B cebsi mpoueaypy 063B0Ha K/THEHTOB CIielHamMCTaMu
KoHTakTHOro 1jeHTpa.

WnTepakTiBHOe WHPOpPMMpOBaHMe BKMOYaeT B cebsg crpaBouHyio uH(OpMaLIO,
pa3sMelleHHY0 Ha caite ObmecTBa.

4.2 Kanansl KOMMyHHKanuu ¢ Kimnenramu
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Wndopmarus  KimeHTam — IIpefjoCTaB/sieTCss  [IOCPEACTBOM  C/IAYIOIUX  KaHAJIOB
KOMMYHMKAaLH:

— Ha oduipaneHOM caiite OOmjecTBa — B TeMaTHUeCKWMX pasjenax caiita, VIHTepHer-
rpreMHOH, JInuHoM Kaburere KimeHra;

— B I[JOK, YOK TO, [JO — Ha MHGOPMALMOHHBIX CTeHJaX, 10 BHIEOMOHWTOPAM, B
MH(OPMAIMOHHBIX KHHTaX, B BU/ie Pa3flaTOYHOro MaTepuasa (JIMCTOBKH, GPOLIOpEI, 6yK/ieTsl, 6/1aHKK),
B Bi/le 00BAB/IeHUH U Tab/IMueK (KOHTaKTHEIE JaHHBIe, DeXXUM PaboTE! U Ip.);

— B pasjieiax JOrOBODOB, COZepKall[iX IIOJIOXKEHWS] O IPeHOCTaBJIeHHM KOMMYHA/IBHBIX
ycyr;*

— Ha UH(OPMAaIMOHHLIX JI0CKaX, PaCro/IOXKeHHBIX B NOAbe3/laX MHOrOKBAPTHPHBIX JKHJ/IBIX
AOMOB WM B IIPe/ie/Iax 3eMeJIbHOI0 y4acTKa, Ha KOTOPOM DacIio/IoXKeHbl MHOTOKBApTHDHBLIE [I0Ma, a
TaKKe y 3JaHMi aJMUHHCTDAlMM B CeIbCKMX II0CEJIEHUAX — B BHJIE OOBABIEHMH, W3BELEHWH,
HMH(OPMALMOHHBIX JIUCTOB M T.[.; *

— B IUIaTeXXHbIX JOKYMEHTaX;

— B OQUIMA/ILHBIX MEUATHLIX U3aHUsIX;

— TI0 3alpocy K/IMeHTa - IMCbMEHHO, II0 3/IeKTPOHHOH Ioure, uepe3 JIMuHbf KabuHer
KmvieHTa, KoHTakTHEN LjeHTp ObIjecTBa ¥ B MHOH yzo6Ho# ams KimeHTa U JocTymHo#M ans O6mecrtsa
dopme.

Bce ucnone3syemble O61jecTBOM KaHa/Ibl KOMMYHHMKaLwH ¢ K/IMeHTOM MOKHO pasfe/uiTh Ha 2
IPYMITBI C y4eToM 00s13aTe/IbHOCTH pasMeljeHust HHGOPMALMK: OCHOBHBIE H JIOTIO/THUTE/IbHBIE KaHa/IbL.

K ocHoBHBIM KaHaaM OTHOCATCA odpuumaneHeni cadt, LIOK, YOK TO, 1O u KoHTakTHbIH
tenTp O6mjectBa. ITocpesCTBOM 3THX KaHA/IOB 006s3aTe/bHO Tepe/jaBaTh BCKO WH(OPMALMIO, KOTOPYIO
Heobxogumo goeectd 10 KimenTa.

K ponomHUTeNbHBEIM OTHOCATCS TakKWe KaHalbl, B KOTOPHIX IjejiecoobpasHO pasMenjats
WMH(OPMALHIO ONpe/e/IeHHOH TeMaTHKK: JIMuHbI KabuHeT KimienTa, Be6-hopMEI 415 TOIauM 3as9BKH Ha
3aK/IOUeHMe J0roBOpa SHeprocHabeHMs (KyIUTH-TIpOA@KH (TIOCTaBKHM) 3/1€KTPHUECKOH HSHEpPruM
(momHOCTH)), TIaTeXHble JOKyMeHTbl, HH(OpPMAaLHOHHBIE OCKH, OQHIMa/IbHEE IIeUaTHEIE M3JaHHs,
CrielMajlbHble pasfenbl [OroBopa, AOCTaBKA YaCTHBIM K/IMEHTaM KOHBEPTOB C OGOpPMJIEHHBIMH
5K3eMIUISIpaMM  [JOrOBOpa 3HEeprocHabkeHusi (KyTUTH-TIPOA@XKH (TIOCTaBKW) 3/IEKTPUYECKOW SHEPrud
(morHOCTH)) ¥ KOHBEPTOM /IS OTTIPaB/IeHus ITOATMCAHHOTO AOroBOpa Ha aZipeC KOMITaHHH U T.1.

OdunuansHLIH caiiT O6mecTsa

OCHOBHBIMU YHKLIMSIMH CalTa SIBISFOTCS:

— npegocTasiaeHye HHGopmauuy KimeHram;

—TpejiocTaB/ieHre ycuyr KnveHnrawm;

—c6op vHbOpMaryu oT KiveHTOB;

—obecnieuenue obparHoit cBsi3u ¢ KimieHTOoM;

—obecrieueHye JUCTaHLMOHHOrO (ya/IeHHOr0) B3aMMOZEeHCTBHS;

—pacKpeITHe UHOPMALUH.

@DyHKI[Us HaNOMHeHHUS ¥ KOHTPOJIS (YHKIMOHMPOBaHUs CcaliTa BO3/IOXKeHa Ha OTBETCTBEHHOe
riofpasaeneHue O6IecTBa C y4eToM B3aMMO/|eHCTBHS B 3TOM BOIIpPOCe C JPYTHMH NOApa3feleHHsIMH.

OpuenTupysick Ha KiieHTOB pa3HBIX BO3PACTHBIX U COLMAILHBIX KaTeropHii, Ha OQHIMAaEHOM
caiite O6mecrBa go/mkeH ObIT obecreueH BBICOKME YpOBeHb HH(OpPMHpOBaHHOCTH KimeHTOB
O6mectBa 06 eé UCTOpUH, MPOM3BOACTBEHHON JEATE/TbHOCTY U NPeJ0CTaB/sEMBIX YCIyTaX, Peam30BaH
IIMpOKUi Habop QyHKIMI ¥ CepBUCHBIX BO3MOXHOCTeH. Vcrosb30BaHMe caliTa 3HAUMTE/LHO CHIDKAeT
Harpys3Ky Ha 3/IeKTPOHHYIO 11ouTy ¥ KoHTaKkTHEIHA 1leHTp ObIecTsa.

Ha caiite KiMeHTEI KPyT/IOCYyTOYHO MOTYT IOJyYUTE OTBETHI Ha CBOM BONPOCH! (HalpaBUTh
BOIpoCca — Ja, IMOJIyYMTE OTBET — TOJBLKO B pabodee BpeMsl COTPYAHMKOB KoMmaHuM). OTKPBITOCTB
O6mectsa KieHTy obecrieurBaeT NOBbIIIEHHE YPOBHS foBepus KimeHnToB K O6mjecTsy.

4 B wiyuae ncnoymHerns O6mecTsa QyHKIAi HCIIOMHHTE/Is KOMMYHAIBHBIX YCIIYT, T.€. [Pe/J0CTaB/IeH!s KOMMYHAa/ILHOH
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CrpykTypa caiiTa JO/DKHAa II03BOJISTE OBICTPO MOIYyYMTE Heob6XoZuMyr HH(pOpMaIHIo.
ITenecoo6pa3sHo pa3MelriaTs Ha cakiTe “HPOPMALMIO, pa3zZiesisist eé Ha JIOrHYeCKUe pasAesisl, TPyIIHpoBaTh
KmieHTOB 10 IpHUHAZ/IeXKHOCTH K OIpeJe/ieHHOH rpyriie noTpe0/eHus B MeCTOHAXO0XK/EHHIO 00BeKTa.
Heobxoaumo obecrieunts KimMeHTOB MHTYMTHBHBIM MHCTDYMEHTOM IIOMCKA, KOTOPEIM ITO3BOJIAT KM
TOYHO HaXOJUThb OTBETHI, B KOTOPEIX OHM HY>KJAalOTCs TIPY MUHUMA/ILHOM KOJIMYECTBe maros (He Gosee
4-x).

Calit OO1ecTBa SB/ISETCS BaXXHLIM MHCTPYMEHTOM B3aUMOCBSI3H C K/MeHTOM, T/ie OH UMeeT
BO3MOXXHOCTB 33/JaTh MHTEPECYIOIMHA ero BOIpoC C IOC/IeAYIOLMM IIPe/0CTaB/IeHHeM OTBeTa YA00HEIM
Juisi KimaerTa ciocobom.

IlocpeacTeoM calita He TO/MBKO KimieHT MoxkeT momyuntk uHbopMaipio 00 Obmectse u
yciyrax, Ho ¥ camo O6mecTso nmomyyaer ot Kimenra undopmaipnio, uto obecrieurBaeT Hajyiexaniee
KauyecTBO Npe/jocTaB/IAeMbIX YCIYT. B JaHHOM C/Tydae yepe3 caiiT ¥ oCylecTBseTcs o6paTHas cBs3k. B
paMKax Mpe/ioCTaB/IeHHsl CepBHca I10 TIOJYyYeHHIO W Nepefjade MHOOPMAIWMK C MCIIONIb30BaHWEM CaifTa
Heob6xo1M0o 06eCIIeurTh MUHUMA/TLHOE KOJIMYECTBO T10JIei IS 3aro/mHeHus KimeHToM. DTO MO3BOUAT
HCKJTFOUMTE BO3MOXKHOCTE Tlepefjauy 6e3/IMuHbIX COOOIIe N U YIIPOCTUTE MeXaHu3M ux obpabotku. Ho
OZIHOBPEMEHHO CJ/Ie/lyeT YUMTBIBAaTh, YTO C/IMIOKOM C/IOXKHAsi MaKeTHpOBaHHas (hopMa ¢ GoMbImM
KO/IMUeCTBOM I10/1e#i [/1s 3aroHeHus, He Byzer BoctpeboBana Kimenrom.

4.3 Obs3aTensHoe nHGopMupoBanue KineHToB

B cooTBeTCTBHM C JeHCTBYIOLIMM 3aKOHOZAATENbCTBOM B 00si3aTesisHOM mopsiake KimieHTam
Ha Ge3B03Me3/[HOH OCHOBE IIPe/IOCTaBJIAETCS CIeAyroIas HHGOPMAaIHs:

1. O 3aK/IH0YeHHH JOrOBOpa 3HEpProcHabxeHus:

- OCHOBHEIe YC/IOBUS 3aK/IFOUEHHUS [JOrOBOPA 3HEprocHabXeHus (KyIUTH-TIPOJaXKu (IOCTaBKK)
3MEeKTPUYECKO! SHepruu (MOIIHOCTH)).

- [Tepeuerb JOKyMeHTOB, HeOOXOZWMBIX /Ui 3aK/IOUEHWs] JOrOBOpa 3HeprocHab)keHus
(Kyruma-npogaxu (IIOCTaBKH) 3JIEKTPUYECKOHN SHEPTHH (MOIIHOCTH)).

- Tlopsinok  3aKmrOveHWst J0Orosopa 3HeprocHabxenws (KyIwmd-mipofaxu  (IIOCTaBKH)
3/IEKTPHUYECKOii SHepruM (MOILHOCTH)).

- PaspaGoTanneie OGujectBoM (OpMBI J[OrOBOPOB 3HEprocHabkeHusi (KyILTH-TIPOZAXH
(ocTaBKM) 3/71eKTPUYeCKON 3HepPruM (MOIHOCTH)), Au(depeHIMpOBaHHEIe 110 [IEHOBLIM KaTeropusM 1
(vnu) Mo KareropusaM norpeburesieli, 0 KOTOPLIM OCYILeCTB/seTcd AuddepeHipanus Tapugos, s
UCTIO/IHUTeNIeH KOMMYHAIbHBIX YCIYT M IS TPaXAaH, [ SHeprocOLITOBLIX (3HeprocHab>Karomux)
OpraHu3alyi, /IS rapaHTHPYIOIIMX IIOCTaBIIMKOB, KOTODHIE BIIpaBe IIPHOOpETaTh 3JIEKTPHYECKYIO
SHEpPruio (MOIIHOCTE) Y APYrOro rapaHTHPYIOLEro IOCTaBINHKa Ha PO3HHYHOM phIHKE.

- CpoKM 3aKiio4yeHWs [JoroBopa 3SHeprocHabxeHus (KyIUm-Tipofiaxku  (ITOCTaBKH)
3/IeKTPUYeCKOH 3Hepruy (MOLIHOCTH)).

Bcs Bennenepeurc/ieHHas WH(OpMaLMs ITpefoCcTaB/seTcs 110 3anpocy Kimventa B yzoOHOH
pns Kmienta ¢opme — IMCEMEHHO, 1O 3/IEKTPOHHOM noure, yepe3 KOHTakTHBIA L|EHTP, a Takxke
pa3MeliaeTcs:

- MIOCPe/iCTBOM OCHOBHBIX KaHaJIOB KOMMYHHKalMKY ¢ KimeHTamuy;

- TIOCPE/ICTBOM JIONOJIHUTE/IbHBIX KaHa/IOB KOMMYHMKAIpu ¢ KimenTamu.

PasmelenHele ¥ OIMyO/MKOBaHHBIe (DOPMBEI ZOroBopa SHeprocHabykeHWs (KyIUIM-TIPOZA@XKH
(mocTaBKM) 3/1EKTPUYECKOM 3Hepruy (MOIMHOCTH)) SB/IAIOTCS NPOEKTOM AOroBOpa, NMpejiaraeMoro K
3akmoueHri0 ¢ KimeHramd, M MoryT ObITb HCrOmb30BaHel KimMeHTamMu [y 3aK/IFOYEHHS
COOTBETCTBYIOIIEro JOrOBOPa WIX BHECEHUS] U3MEHEeHWH B paHee 3aK/TF0YeHHbI! JOTrOBOp.

2. O paspaboraHHbIX 4 BHeZIpeHHBIX CTaHzjapTax obcmyxuBaHus KiieHTOB.

IIpumenenue nonokeHuit Crapzapra O6mectBa Npu o6C/IyXKuUBaHUUA KI/MEHTOB SIB/ISETCH
ob6si3aTensHEIM. CTaHAAPT KauecTBa 00w yxuBaHus K/IMeHTOB I10//1eXaT ITOCTOSHHOM aKTyaM3al{iy.

3. O nedTpax ouHOoro 4 3aouHoro obcayxwuBanus KmienroB (LJOK, YOK TO, [0,
KoOHTaKTHEIA 1|eHTD).

o KmueHTOB 06s13aTe/IbHO JOBOAUTCA MH(OpMALs:

1) O Bonpocax, pemaeMsIX B LieHTpax 00cmy»xuBanus KnueHToB (OYHBIX U 3204HEBIX):
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- KoHcyneTrpoBanve KiMeHTOB MO BONpOCaM 3aK/IIOYeHMs/ H3MeHEHHs/PacTOpPKEeHHs
AOrOBOPOB 3HEprocHabkeHus (KyIUIH-TIPOAaXH (TIOCTaBKM) 3/1eKTPHYeCKOH SHeprur (MOIIHOCTH)).

— Vindopmuposanue KiveHTOB 0 opsizike 3aMeHsI, JOITyCKA y3/1a YYeTa B 3KCIUTyaTaljiio 1 0
Tpe6GoBaHKsAX, NTPebAB/IAEMBIX K SKCIUTyaTalldy y3/1a ydeTa.

— KoHcynsTHpoBaH#e KIIMEeHTOB 110 BOIPOCaM, OTHOCSIIMMCS K OPTaHM3a1[H M IIPaBAIEHOCTH
yueTa I0CTaB/11eMoH KiMeHTaM 3/IeKTPHIeCKO# SHEPI'H, a TaKKe K CHIDKeHII0 KOMMepUYeCKUX I10Tepkb.

— Ilpenocraenesve Kimenram uHpOpMalpy O CpoKax M crnocobax mepejaud IOKa3aHWii
NIpUOOPOB y4eTa 3/1eKTPO3HEePrHH.

—Ilo obpamenmio vacTHbIXx KIMEHTOB IIpoBeJeHWe pacyeToB M IIepepacyeToB 3a
1I0Tpe0/IeHHYI0 3/IeKTPHYECKYI0 3HEPTHI0, B HaTypaIbHOM ¥ CTOMMOCTHOM BHID&KEHHMH, a TaKKe
TPOBEPKa NPaBH/IBHOCTH HCYHC/IEHH NPebsB/IeHHOro KiveHTy pasmepa OIUIaTHI, 3a/[0/DKeHHOCTH WM
TIeperviaTkl 3a IoTpeb/AeMyo /IeKTPOSHEPTHIO B C/Ty4astx, IIPeyCMOTPEHHBIX 3aKOHOZaTe/IbCTBOM.

— IIpoBepka NMpaBM/ILHOCTH HauklC/IeHHs HeycToeK (ITpados, reHeit). B ciyuae BEISB/IEHUS
omm6b0K Bblaua KimieHTaM [JOKYMEHTOB, COJEp)KaluX IPaBWIEHO HAUMC/IeHHBIE IUIaTeXH, II0
TpeGoBaHHI0 KieHTa - 3aBepeHHBIe 1eYaThI0 | MO/IHCEI0 YIIOMHOMOYEHHOrO JO/DKHOCTHOTO JIMIIA.

— KoHcynbTHpoBaHMe K/HMEHTOB O HalMIMM  33/j0/DKEHHOCTH 3@  OTIIYLIEHHYIHO
S/IeKTPHYECKYIO SHePIHI0; CPOKax M Criocobax eé rorameHus.

— Ilpemocrasnenne KieHTy pacdeTHO-TUIaTEXHBIX JOKYMEHTOB IS OIUIaThI TOTpeb/IeHHOM
3/IeKTPHYECKOH SHePIHH/MOIIHOCTH.

— Hudopmrposanre KiMeHTOB 0 BO3MOXXHOCTH BeiOopa yZo6HOro criocoba INoydeHus
PaCYeTHO-TIaTeXKHBIX JOKYMEHTOB, B TOM YHCJ/Ie B 3JIEKTPOHHOM (hopmare. )

— HMndopmupoBanve KiMeHTOB 0 KOMMEPYECKHMX YC/IyraX, OKasbBaeMbix OOIeCTBOM B
COOTBETCTBHH C JIeHCTBYIOLLMM ITPeHCKypPaHTOM.

ITpueM 3asBOK Ha OKa3aHHe KOMMepUeCKUX YCIyT U Ip.

2) Ilpu 3aouHoMm obpamenuy Kmienta B KOHTakTHEII LIEHTP BONPOCHI PEIIAIOTCS
CIIeLMa/TACTOM camMocTosiTenbHo Ge3 Hampasienus Kmuenra B IIOK, YOK TO, IO O6mectsa, 3a
HCK/TFOYeHHeM CJIy4aeB, ITpeyCMOTPEHHBIX I1. 3).

3) Ilpuem 3asBieHwii W KOHCyabTHpoBaHMe B IIOK, YOK TO, O OuYHO NpH JTAYHOM
obpariesuu KimueHTOB 110 BOmpocam:

— IIpuem v nepBHAYHas 3KCIIEPTH3a JOKYMEHTOB, He0OXOUMBIX /IS 3aK/TH0UeHHUs)/ U3MeHEeHHS
Ziorosopa sHeprocHabxeHus! (KyIUIH-TIPOAXKHU (IOCTaBKU) 3/IeKTPUYeCKOH 3Hepruu (MOLIHOCTH)).

—  CpoOK u Nopsi/ioK 3aK/II0ueHUs JOroBopa SHeprocHabxeHus (KyTumi-ImpoAaku ([I0CTaBKK)
3/71eKTPUYECKO# SHepruy (MOIHOCTH)).

— OdopmieHre JOroBOPHBIX OTHOLIEHHUH 110 [TPeOCTaBJ/IEHII0 KOMMEDPYECKHUX YCIIYT.

— Ilpuem nuceMeHHBIX oBparieHuit o BceM Borpocam aesteabHoctd ObiecTsa.

— OkasaHWe YyOIyr 10 BOCCTaHOB/IEHWIO SHEpProcHabG)KeHusi TIIoC/ie — ToramieHus
3a/J0/DKEHHOCTH (TI0/TyueHVe KBUTaHIMM Ha OIUIaTy/ NpeJbaB/ieHre OIladyeHHON KBUTaHIUN).

4) KoHTaKTHbIe JaHHbIE M DEKBH3UTHI (3/ipeca, TesiledoHBI, apec 3/IEKTPOHHOH I0YTEI, a/[pec
ouiansHoro caira Obmniecrsa B cetu MIHTEpHET).

5) Pexum pabots! IJOK, YOK TO, IO u KOHTaKTHOro LIeHTpa.

6) Crocobs! HarpaBneHus obpaleHHH, ano6 1 npeTeH3wH, CBA3AHHBIX C HEKAYeCTBEHHBIM
00Ty KHUBaHUEM.

Wndopmalipst 0 [eHTpax 04HOro ¥ 3a04HOro obciykuBanust KIMeHTOB Ipej0CTaB/IsseTCs:

- MIOCPEJICTBOM OCHOBHBIX KaHa/l0B KOMMyHMKaly c KimeHtamu, a Tawkke IO 3ampocy
norpebuTens UHEIM yA00HEIM KimeHTy 1 JocTyrHBIM OO6ImecTBy criocobom;

- TIOCPeJ{CTBOM JIOTIO/THUTE/ILHBIX KaHa/I0B KOMMYHHKAIMK ¢ KimueHTamu.

4. O npaBe KiieHTOB niepeifTi Ha 06C/Ty>KHBaHMe K rapaHTUPYIOIEMY ITOCTAaBIUKY.

Wnpopmarust o mpaBe KimieHTOB 5HeprocOBITOBBIX (3HEprocHa6KaroliMX) OpraHW3alfii,
(YHKI[MOHUPYIOIMX B 30He JIesTe/IbHOCTH IapaHTUPYHOIIEro NoCTaBIHKa, B E0b0e BpeMs nepeiTH Ha

obC/Ty>KBaHMe K rapaHTHPYIOIeMY NIOCTaBIUKY, pa3sMelliaeTcs B 00s3aTe/IbHOM TTOpsifIKe:
- Ha caifre ObmjecTBa

- B LEHTpax ou4HOro obcayxuBamusi KimieHTOB, yuacTkax oboryxkuBanus KieHTOB
TEePPUTOPHAILHBIX OT/e/IeHNi 06/1aCTH, JOMO/HHTENBLHBIX 0(HCcax 00CTyKUBaHHA

27



OMCKAA C 6 -
SHEPIOCEBITOBAS TaHJAPT Ka4ecTBa 06CIy)KHBaHHA KITHEeHTOB

000 «03K» s BHEITHero
KOMITAHMA HCII0/Tb30BAHUS

5. O nopsi/iKe ¥ yC/IOBHSIX IIpHeMa II0Ka3aHui pUO0poB yueTa J/I pacyeToR 3a NNoTpeb/iseMyro
3/IeKTPOSHEPIHI0 U MOC/eACTBUSX BEIBOJA UX U3 CTPOS, M60 UX OTCYTCTBUS.

B cooTBeTcTBHY C AeHCTBYIOIIHM 3aKOHOAATEILCTBOM ITOTPeOUTe M 3/IeKTPOIHEPIHMH JOJDKHEI
MPOM3BOAMTE OIUIATY 3a IOTpebisgeMyr0 S/IeKTPO3HEPrHi0 110 T[IOKA3aHWsiM TPHUOOPOB  ydera
3/IEKTPOSHEPIHH M OCYILIeCTB/IATh NepeZiady I0Ka3aHWi NprbopoB yyeTa B COOTBETCTBHUM CO CPOKAMH,
YCTaHOB/IEHHbIMH 3aKOHO/ATe/IbCTBOM Y YCJIOBMSIMU JIOroBOpa SHeprocHabykeHMs (KYIUTH-ITPOJAAXKH
(TIoCTaBKM) 3/IEKTPHYECKOM 3Heprui (MOILIHOCTH)).

6. O cpoxkax, criocobax ¥ KaHajax repefiauy [10KasaHWi MpUOOpOB yuera, O MOCIeCTBHIX
HErnpe/JCTaB/IeHls CBeJeHMI O I0Ka3aHWsX, He JIoNycKa K npubopy ydeta fjis Liesel IIpOBeJeHHA
KOHTPOJILHOI'O CHSTHS ero NoKa3aHuM, NPOBeZeHNs] IPOBEPKH €ro COCTOSIHMNS, HeCAaHKLHOHUPOBAaHHOI0
BMelllaTe/bCTBAa B paboTy npubopa ydera, HeCAaHKIMOHHPOBAHHOIO MOAK/IIOUEHHMS, MO0 OTCYTCTBHA
npubopa y4era (B T.4. TOPSAZ0K PaCYeTOB 3a 3/IEKTPO3HEDPIHI0 [IPH OTCYTCTBHM NPHGOPOB yyeTa, TIOpS/I0K
yCTaHOBKW/ 3aMeHbl/ peMOHTa NMpUOopoB yveTta) KimueHTs HHODMHPYHOTCS:

- MIOCPEJICTBOM OCHOBHBIX KaHa/I0B KOMMYHUKaIiK ¢ KimeHTamu (B 06513aTe/TBHOM ITOPSIKE),
B IUIaTeXHBIX [JOKyMeHTaXx, Harpas/sieMblx K/IMeHTy®, a Takke 110 3arpocy KimeHTa B MHOM yzo6HOM
JJ1s1 Hero ¥ JOCTynHo# st ObmectBa Gopme;

- TIOCPECTBOM JIOIO/THUTE/IbHBIX KaHa/I0B KOMMYHHKALWK ¢ KineHTamu.

7. O pa3sMepe U NOpsiZIKe pacyeTa CTOMMOCTH 3JIeKTPHYeCKOH SHePruH, AeHCTBYIOIIHMX Tapudax
Ha 3/1eKTPO3HEPIHI0, U3MeHeHUH Tapu(oB ¥ HOPMaTUBOB NOTPeb/IeHNs] KOMMYHA/IBHBIX YC/IYT, @ TAaKKe
PEKBH3MTaX HODMAaTHMBHBIX aKTOB, KOTOPBIMH YCTaHOB/JEHbl Tapu(bl Ha KOMMYHAIBHYO YCIyTY IIO
snekTpocHabxeHHro HHbopMarws JoBoguTcs 40 KimenTos:

— IIOCPEJCTBOM OCHOBHBIX KaHa/JOB KOMMYHMKaluu ¢ KimeHTamMy, a Takke B IUIaTeXXHBIX
JIOKyMeHTax, Hanpas/seMbx KimenTy;

— B JIOrOBOpe, COZiepXalljeM II0/I0)KeHHs O IIpe/IoCTaBIeHHH KOMMYHAILHBIX YCIIyT
Ha HH(QOPMaLMOHHBIX JOCKAaX

— IOCPe/iCTBOM JOIOIHUTe/ILHBIX KaHa/IOB KOMMYHUKaIpu ¢ KmieHTamu.

8. O mopsjxe M YCNIOBHSIX BHECEHMs IUIAaTeXeH 3a MOTpeb/sieMyr0 S/1eKTPOSHEprHio s
KimeHTOB - IOpHAWYECKHMX JIML, ONpeje/seMbIX B JOroBopax 3HeprocHabXeHHs (KyIUIM-ITPOJEKH
(mocTaBKM) 371EKTPAYECKOM 3Hepri (MOLHOCTH)), 3aK/I0YaeMbIX C IOPUAWYECKUMH TAaMH, GOopMEI
KOTOPEIX pa3pabaTkBatoTCs B COOTBETCTBUHM C TPeOOBaHMAMM 3aKOHO/ATE/ILCTBA.

ITopsiioK ¥ yC/I0BUSI BHECEHUS TUIAaTeXXel oBoAsATCs 10 KimieHToB:

— IIOCPEJCTBOM OCHOBHBIX KaHa/IOB KOMMyHMKaipy ¢ KimieHTamy, a Taioke B [JOrOBOpE,
co/iepKalieM TOJI0XKeHUsI O Pe0CTaBIeHN KOMMYHAILHBIX YCIYT,

— Ha UH(OPMAIIMOHHEIX JOCKAX,

— 10 3anpocy KiuenTa B MHO# ya00HOM /151 Hero u gocTymnHo# i O6mectea dopme.

— IOCPeACTBOM JOITO/THHTe/IbHEIX KaHa/IOB KOMMYHUKaLMK ¢ KimeHTamu.

9. O BO3MOXHBIX IOC/IEACTBUSIX NPH HapylleHWH 00s3aTeNbCTB IO OIUIaTe 3/IeKTPUYeCcKOi
SHepruu.

KiymeHnT uHbOpPMUpYETCs 0 TOM, YTO IDM HapyIIeHWHd UM 00s3aTe/bCTB, BBIPA3UBIIMXCH B
HEeUCTIO/IHeHWH WM HeHaJyle)kallleM HCIIOJHeHUM 00s3aTeNbCTB 10 OIUlaTe JIeKTPUYEeCKOH SHepruM
(MOILIJHOCTH) BO3MOXKHO IPUMEHEHUEe K HeMy CaHKIIW B BHJIe BBeJeHUS [IOJIHOrO U (WIM) YaCTUYHOrO
OTrpaHHYeHHs] PeXXKUMa NoTpebIeH st 3/IeKTPUYIeCKoi SHepryH.

10. Undopmaiys o0 pasmepe 3aJl0/DKEHHOCTH IO OIUIATe 3/IeKTPUYECKOM SHEPrMH TakKe
posogurca Ao Kimenta. Ilopsiok BBefjeHMsl MOJHOTO M (W/IM) YacTUYHOIO OrPaHWYeHHs peXuma
roTpe6/ieHw s /IeKTPHYeCKOi SHePriy yCTaHAB/IMBAETCS 3aKOHOATEeIbCTBOM.

Wudopmarpms o pasmepe 3a/{0/DKeHHOCTH 110 OIUIaTe 3/1eKTPO3HEepPryuy U IMPUHUMaeMbIX Mepax
TI0 BBEIEHHIO ITOJTHOT'O U (W/IK) YaCTHYHOT'0 OrPaHWYeHHs PeXKMa IoTpeb/ieHHs 3/IeKTPUYeCKOH SHeprii
Josogutcs o KimeHTOB B 06s13aTe/IbHOM IOPSIZIKe IT0CPe/iCTBOM:

5 B oiyuae ucromHeHust O61IecTBa (yHKIMIA HCIIOTHUTEJIsE KOMMYHATBHEIX YCIIYT, T.8. TIPeJOCTaB/IeHHS
KOMMYHTBHOH yoryrs. O pa3mepe U IOpsfike PacyeTa CTOHMOCTH 3JIeKTPHYeCKOH SHepruy, AeicTBYIOmKX Tapadax Ha
3/IEKTPOIHEPIHIO U JILFOTAX, H3MEHEHHH TapH(OB H HOPMATHBOB IOTPe0JIeHIS KOMMYHATEHBIX YCIIYT, a TAKoKe
DEKBH3HMTaX HOPMaTHBHBIX aKTOB, KOTOPLIMH YCTaHOB/IEHB! TADH(EI Ha KOMMYHAILHYIO YCIYTY T10 3/IeKTPOCHAGKEHHIO.
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— HampaB/ieHHSl ITCbMEHHBIX YBeJAOM/IEHWH, IIpeTeH3UH H IIpefyTpeXKeHHH,
Harpas/iieMBIX HelUlaTe/IbIMKaM;

— yKasaHuWs B IVIaTeXXHBIX JOKYMeHTax, Harpas/sieMbix KieHTam;

— TIOCPeACTBOM JOIO/THUTE/NBHBIX KaHAI0B KOMMYHHKAIMK ¢ KimeHTamMH myTeM:

— Tened)oHHOro 063BOHA HeIUIaTe/bIHKOB;

— pa3MelrieHus MHpopMaLuK B JInuHOM KabuHeTe KiveHTa;

— HAIpaBJIeHUs SMS-COOOIEHMH.

WHdopmaiys 0 nopsifike MpoBefjeHKs MOJIHOr0 U (WIKM) YaCTUYHOr0 OrPaHHMYEHHS peXuMa
roTpeb/ieHusT 3/1eKTPHYEeCKO SHepruy pasMelnaeTcs Ha caiite xommanud u B IIOK, YOK TO, [0, a
TaKxe npezocrassierca KimeHTy 1o ero 3anpocy.

11. O nopsaxe nogayn obpalljeHnH, ITpeTeH3uH 1 XXanob Ha gedicrBua ObmiecTsa.

ITopsinok 06paboTky obpameHwt, peTeH3uti U anod KimMeHToB onpeieisieTcss BHYTPEHHHMHA
OpraHW3al[MOHHO-PaCTIOPAAUTeIbHBIMY JoKyMeHTaMu O61jecTBa, B KOTOPBIX YCTaHOB/IEHE! TpeboBaHHus
IO y4yeTy, CPOKaM PaCCMOTPEHUs], MCTIOJIHEHUS Y HallpaBJ/IeHus OTBeTa I10 TIOCTYIMBINMM 00parieHusM,
MpeTeH3usM U >xanobam KimieHToB.

Jnsa yno6crea KimieHTOB QyHKIMOHHDYIOT:

- OObs3arerbHble KaHAMbL! TOCTYIUIEHMsS] OOpalljeHui, MMpeTeH3uid W Kajob — MMCLMeHHbIe
obpalljeHys, KHUra OT3bIBOB M Npe/IoxKeHuH, KOHTaKTHBIH LieHTp.

- JononHuTe/bHBIe KaHAIbI IIOCTYIUIEHHs oOpaleHui, IpeTeH3WH M »xanob —obpalenue
yepe3 caiiT komranuu (VHTepHeT-npreMHast), TenehoH ropsiueil TMHAKM TIPOTUBO/[EHCTBHS KOPPYTILIHH.

WNndopmuposanve KiMeHTOB O CyIIeCTBYIOIMX KaHajnaX IOCTYIUleHUs oObpaijeHut,
MPeTeH3HH U a06 OCyIIecTBIISeTcs:

— II0CPe/ICTBOM OCHOBHBEIX KaHa/IOB KOMMYHUKaIHu ¢ KiieHTamu,

TIOCPeACTBOM JONO/IHUATE/IbHBIX KaHa/IOB KOMMYHUKaLWu ¢ KinieRTamMu.

12. Vudopmarus o yacax Jyjis pacueTra BeJIMUMHLI MOIHOCTH, OIUIauMBaeMoi notpeburesem
(moxymiaTesieM) Ha PO3HMYHOM DHIHKE, OIyO/IMKOBaHHEIE KOMMEDUYECKHM OIEpPaTopOM OITOBOrO PBHIHKA
nosogutcs Ao KnuenTos:

— B 00s3aTe/IbHOM TOpsJKEe — Ha CalTe KOMITaHUH.
— IOTIOJIHUTEJHHO C IOMOLIb0 KOHTaKTHOro 11eHTpa, JInuHoro kabuxHera KimieHra u mp.

13. O npefieNbHBIX YPOBHAX Hepery/JIMpyeMbIX LIeH M COCTaBJIAIOIMX NpefielbHBIX YPOBHEH
Hepery/IyupyeMbIX LieH.

ViHpopMmarpis 0 mpefie/lbHBIX YPOBHSIX HEpery/MpyeMbIX LieH U COCTAB/SIOIMX IpeZe/bHBIX
YPOBHel Hepery/JIMpyeMbIX IeH JoBoguTcs o0 KimieHTOB B nopske, npefycMoTpeHHoM CraHzapTamu
pacKpbITHsi MHQOpMalMu CyObeKTamMu OITOBOrO M PO3HHYHBIX DHIHKOB 3/IEKTPDHYECKOH 3HEPrHH,
yrBepxaeHHbIMU [locraHoBmenueM I1paBuressctBa PP or 21.01.2004 Ne 24, a Takxe:

— B IUIaTeXXHLIX JOKyMEHTax, Hanpas/sieMbIXx KiveHTy;
— 11O ITMCBMEHHOMY 3arpocy KimeHToB;
— II0CPeJCTBOM JOIO/IHUTE/IbHBIX KaHaJI0B KOMMYHMKAIUK ¢ KnmeHTamH.

B COOTBeTCTBHM C AEeHCTBYIOIIUM 3aKOHOZATE/ILCTBOM B Ciaydae, ecyii OGIIeCTBO BBICTYTaeT
HCTIOJIHUTE/IEM KOMMYHAJIBHBIX YCIYT, B 06s13aTensHOM nopsiike KymieHtam Ha 6e3B03Me3HOI OCHOBe
TIpeZOCTaB/SIeTCs CeAyIomnas HHhopMaIjust:

- HauMEHOBAaHMEe, MeCTO HaxOoxJeHus (agpec ero IOCTOAHHO JEeHCTBYHOILIEro
HCTIOJIHUTE/IEHOTO OpraHa), CBeZleHHs O I'OCYAapCTBEHHOM PeruCTpaliy, peXxHumM paboTsl, agpec caifra B
cetu VIHTepHeT, haMumuisi, UMs U OTYECTBO PYKOBOJMTEJIS;

- ajipeca 1 HoMepa Te/1e()OHOB JUCIIeTYEPCKOH, aBapUHMHO-IHACIIETYEPCKOH CITY>KOBI;

- uHbopmamusa 0 mnpaBe norTpeburenei oOpaTHTHCA 3a YCTAaHOBKOM INpuUOOpOB yuera B
OpraHM3aliio, Kotopas B cooTBeTcTBHM C DezepaibHbIM 3aKoHOM "OO 3HeproctepeXkeHMM U O
MOBBLILIEHWH SHepreTuyeckod S(@eKTHBHOCTH, U O BHECEeHMWM U3MEHeHHII B OT/e/bHbIe
3aKOHOAATe/bHbIe aKThl Poccuiickoli @epepaiuu” He BIpaBe OTKas3aTh IIOTpeOuUTe/N0 B yCTaHOBKE
rnpubopa yuera 4 06s13aHa ITpe/JOCTaBUTL PACCPOUKY B OIUIATE YCIYT 10 YCTaHOBKe Mpubopa yuera;

- TI0Ka3aTe/ld KauecTBa KOMMYHATBLHBIX YC/IYT, MpefeibHble CPOKM YCTPaHEHWS aBapuil M
HMHBIX  HapylleHMM  IIOpsifKa IpefoCTaB/IeHHsT KOMMYHaIbHBIX  YCIyr, yCTaHOBJ/IeHHEIE
3aKoHoAaTe/bcTBOM Poccuiickoi ®epeparuy, B ToM uncie ITocranosnenuem Ilpasurenscrea PP ot 6
Mast 2011 r. Ne354, a Taxoke HHbOPMALHs O JAaHHOM IT0CTaHOB/IEHUHY;
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- CBeJeHNA O MaKCHMMaJbHO HOMYCTHMOM MOIIHOCTH NIpUOOpOB, 000pyAOBaHMs M GBITOBBIX
MalllKH, KOTOpbIe MOXKET UCTI0Nb30BaTh KIMeHT A/is yA0B/IeTBOpeHus OBITOBBIX HYX]I;
- 0 JiaTe HavaJa IPOBe/IeHHs I/IaHOBOI'0 IepephiBa B IIPe/IOCTaB/IeHMHA KOMMYHA/IBHBIX YCIyT
B CPOKH, yTBepxK/eHHble IToctaHoB/eHus IIparurenscTea PO or 6 mast 2011 r. Ne354;
- HAaWMEHOBAaHWs, ajipeca M TeJe(OHb OPraHOB HCIIO/MHUTEILHOM BmacTH  (MX
TEPPUTODHUAJILHEIX OPraHOB M II0/pa3/ie/IeHuii), YIIOJHOMOYEHHBIX OCYIIeCTBNATL KOHTDPOIL 3a
cobmopenvem ITocranosienus [IpaBurenscrBa PO ot 6 mas 2011 r. Ne354.
Besa BeouernpuBefieHHas uHbopMmaips fgosogurcs Ao KimieHTOB myTeM 00s3aTelBHOrO
pasMeLeHus:
— B JIOTOBODE, COZiepKallieM II0/I0)KeHHMs 0 IIPeioCTaB/IeHHHA KOMMYHAJTBHBIX YCIIYT;
— Ha UHPOPMAIMOHHBIX [J0CKaX;
— BIOK, YOK TO, 0.

A TaKxKe I10CPe/ICTBOM JIONOJIHUTE/BHBIX CrI0CO00B ¥ KaHaI0B KOMMYHUKaIK ¢ KieHTaMu.

14. ITo yacTo 3a7iaBaeMbIM BOIIPOCaM, BO3HHUKAIOIUM y K/IHeHTOB, CBSI3aHHBIM C AeATELHOCTHIO
KOMITaHWH.

Ha ocHoBanuu aHami3a BONPOCOB, 33jaBaeMbix KimeHramu depe3 KOHTaKTHBIA LIEHTp,
VIHTEpHeT-TIpUeMHY10, COLMa/bHEIE CeTH, NpH ouHoM obpamenuu B IIOK, YOK TO, [0
paspabarsiBaeTcs IlepeyeHb Haubo/iee YacTO 3aZlaBaeMBIX BOIPOCOB M OTBETOB Ha HMX. Takke B 3TOT
nepeyeHb BK/IHOYaeTcss MHPOPMalys O NPOBOJMMBIX B KOMITAHMM aKLMSX, M3MEHEHWsSX Tapu(oB M
crioco60B nepe/jaun IMOKa3aHui NpUbopoB yuera | T.I1.

Hau6osee yacTele BONPOCH! M OTBETHI Ha HMX pa3sMeINaloTcd Ha caiite OOijecTsa B paszee:
«MHTEepHeT — npueMHas». TaxoKe BO3MOXXHO MX pasMelljeHre Ha TeMaTHYeCKHX ITPOMO-CaiTax KOMITaHHH,
B CMH H T.1I. COIJIaCHO JIOK&/ILHBIM HOPMaTHBHEIM aKTaM.

Paspen 5. MOHHTOPHHT YA0OB/IeTBOPEHHOCTH Ka4yecTBOM 00UTy)KMBaHUA H OpraHu3amus
o0OpaTHO# cBA3H.

Ilns obecrieyeHusi BRICOKOTO YPOBHS CEpBHCA M KayecTBa 0OcaykuBaHus, O6mecTso ocoboe
BHUMaHNe y/e/IsieT Ha/laKMBaHWI0 CUCTeMbl 00paTHOM CBsizy Ipu pabore ¢ KiieHTOM, B TOM 4HC/Ie
IpeiOCTaB/IeHHI0 OTBETOB Ha BOIIPOCH], MTOCTYIHBIINe 0T K/IMeHTOB, pellleH’e BO3HHKIIKMX npobieMm, a
TaKoKe 10 coOCTBEHHOH HHULAATHBE IPOBOJMT UCC/IEJOBAHUS U OIPOCHL.

OrneHka pe3ynbTaroB BHezpeHus CraHjapra TIO3BOJSIET OIPEAE/MT: HeoOX0HMMOCTh
KOPPEKTUDPYIOIIMX U TpeAyTPeXXJAolMX AeHCTBHM, UIaHMPOBAaHUS ¥ BHeJPeHUs Mep AJIA Y/IydlleHHus
cucremsl 0bcmyuBanus Kmentos, ITo pe3y/kTaTam IPOBEEHHOTO aHA/M3a PErY/IAPHO COCTAB/ISeTCS
IUIaH KOPPeKTHPYIOIIMX MepONPUATHH, HallpaBJIeHHbIX Ha HecooTBeTcTBHe CTaHJapTy.

5.1 OGparTHas CBA3b
KimeHTH! 06paiaroTcs B KOMITAHUIO JIJIS TTOJIy4YeHUs] Pa3bsiCHEHHH 110 BO3HMKIIMM BOITPOCAM.
Obpamjenns KmienToB MoryT ObITh HarpasieHsl B O6mjectso mo mo6oMy KaHaimy KOMMYHHKALHAH.
CojepxaHue obpailjeHHii MOXXeT HOCHTh OOIIMi XapakTep, KacaThCsl IMYHOM IepCOHH(UIIMPOBAHHON
uHpopmarpiu KimeHTa, a TakKe COZIeP)KaTh IIPEeTEH3HH 110 KAYeCTBY YCIYT WIH KYJ/ILTYPe 00C/ Iy )KHBaHWUS.
JIroboe obpamenne KimieHTa, Kacawomeecs PO/ [esTe/LHOCTH KOMIIAHWH, JO/DKHO OBITh
3aperucTpUpoBaHO B Oa3ze gaHHbIX OOmiecTBa, paccMoTpeHo, obpaboraHo, ¥ Ha KaXkioe obparieHue
no/mKeH OBITh ITPeoCTaB/IeH OTBET.
TpeboBaHusI K opranu3anuy o0paTHo# cBa3u ¢ KimmeHTamMu
ITo ortHomenmoo Kmuenta u O6miecTBa o6paTHas CBsi3b I0pasze/sieTcs Ha:
— axTuBHy0 (KimHeHT sB/IseTCs HHULMAaTOpOM 00paTHOMH CBSI3H);
— naccuBHyl0 (Ob6mectBo obpamaercs x KiweHTY [id  BBIICHEHHS CTelleHH
y/ZIOB/IETBOPEHHOCTH 0OCTy>KUBaHUEM).
ITo ciocoBy BuIpaXkeHws1 06paTHast CBSA3b MIOAPA3/e/IAeTCs Ha:
—  JKaJo6Er
— OmnaropapHOCTH;
— TIpe/JIOXKeHus;
— OT3bIBBI O JIeATEIbHOCTH.
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OO6parHas CBsI3b OCYLIECTB/IAETCA 10 CJIEAYIOIMM KaHasiaM KO
— YCTHEIE U MUCEMeHHbIe obpamenus KimienTos B 110K, YOK TO, ,D;O
— TenedoHHbIe 00OpaleHns;
— TI04Ta;
— HHrepHeT-nIpHeMHas;
— 3J/IeKTPOHHas I0YTa;
— Kuura 0T3bIBOB ¥ NPE/JIOKEHMUIT;
— ouHoe aHkeTpoBaHue B IIOK, YOK TO, JO;
— . UHTEpHeT-ONpOCH! Ha O(UIMANLEHOM CaiiTe.

AKTHBHast obparHasg CBf3b BBIP&KAETCS B CAMOCTOATE/LHOM IIPOSIB/IEHUH HHHIMATHBLI
KimenToM B IpejoCTaB/IeHMH CBOEr0 MHeHMA 0 KavecTBe OOC/Iy)KuBaHWs, COOMIIOJEHMHM Tpoliecca
obcmyxuBanus B O0mecTse.

I mpefocTaB/ieHUs OTBeTa MCTO/L3yeTcsl yKa3aHHbIM KIIMEHTOM KaHal CBSI3H, eC/IH
3aKOHO/|aTe/IbCTBOM He IPeAyCMOTPEHO MHOe.

TTO3UTHBHEIM C/IE/ICTBUEM IIOBBLIIIEHUS] Ka4yecTBa CEpPBUCA MOXET CTaTh YBeJMUEHHe ITOTOKa
*ao6. XKasobe!l — 3T0 BO3MOXXHOCTh MCTPAaBHTEL NPo6JieMsl. KITMeHTE], KOTOpLIE MOTYT IMOKATI0BaTLCS
camomy O611jecTBY, pexxe OyZAyT >Ka/loBaTbCA IOCTOPOHHUM. A 3HauuT, OB11ecTBO, KOTOpask yIrpowjaeT
niojavy ka0, umeeT 60IbIe BO3MOXKHOCTEH IOBBLICHTE KaueCTBO K/IMEHTCKOIO CEPBHMCA H COXPAHHUTh
PEITyTaLKro.

INocne onpefeneHwss CyTH BO3HUKHOBeHMsi oOpaimjeHust (kajoObl) NPUHMMANOTCS MeEpBH,
Harpas/IeHHble Ha yjoB/leTBopeHre KimeHTa WM Mepsl [0 yCTPaHEHMIO KOH(/IMKTHOM CHTYaldH, U
TIOArOTaB/IMBAETCH IIPOEKT OTBeTa KimmeHTy.

Pab6oTa c »xanobaMu IPOBOAUTCS B COOTBETCTBMH C MX KaTeropueil CPOUYHOCTH, OIpeesisieMOoi
pykoBojcTBoM O6IjecTBa.

5.2 MoHHMTOpPHHT yA0B/IeTBOpeHHOoCTH KimenToB.

ITocTpoenne 3¢d¢exTuBHON 00parHOM cBAsu ¢ KimeHTOM HeBO3MOXXHO 0e3 ITOCTOSHHOIO
usyueHus norpebHocTedt KimieHToB, aHami3a ux otHoueHus K OB1{ecTBy, BOCIPHSTHS YCIYT U T.J.

Ormpoc siBnsieTcst OfHUM U3 Haubosee 3¢ deKTUBHEIX MeTOZoB cOopa NepBHYHONM MHGOpPMALHH
1I0Cpe/icTBOM oOparieHus ¢ BorpocaMy K KieHTam.

Ins mosydyeHus ¥ aHa/mM3a MHeHusi KimeHTOB 0 KauecTse obcmyxuBaHus B OOImjecTtse Ha
pery/sipHOi OCHOBe IPOBOAMTCS 2 BH/A OIPOCOB: ouyHoe aHketHpoBaHue B LIOK, YOK TO, IO u
HHTepHeT-0npock! Ha oduiManbHOM cadire ObijecTsa.

VHTepHeT-0MpOCkl IO3BOJIIOT BLIABATL MHeHHe KUIMeHTOB II0 TeM WIM HMHBIM BOIPOCaM
ZdesrensHocTH OOIecTsa rocpeacTsoM cOopa OTBETOB Ha BOIPOCH! Ha KOPIIOpaTUBHOM caiire ObecTsa.
VHTepHeT-0NnpoCk! MNpe/oCTaB/III0T BO3MOXHOCTL KimeHTam Jath Oonee pasBepHyThle OTBETHI Ha
BOIIPOCHI, apryMeHTHPOBaTb, 000CHOBAaTh CBOH OTBET.

AHKeTHpOBaHHWE — COLMOJIOTWMYECKWH MeTOZ TIO/My4YeHHss MH(QOpMalMM O CTeneHH
yIOBNIeTBOPeHHOCTH KI/IMEeHTOB KauecTBOM ITpefocTaeisgeMiix OOLIECTBOM YCIyT U OOCITy>KUBaHHEM.
AHKeTHpOBaHMe TpeJjrio/iaraeT MICbMeHHEIe OTBETHI Ha BOIIPOCHI, TIOCTAaB/IeHHLIE B ()OPMe OIIPOCHOTO
JTUCTa — aHKeTsl, KoTophle KimeHT 3anosHser npy ouHoM nocemenuw [IOK, YOK TO, JO O6mectsa.

OTuYeTE! [10 UTOraM H3yUeHHs CTENEHH YAOB/IETBOPEHHOCTH KIMEeHTOR AOBOAATCS 40 CBEAEHMS
pyxoBozcTa Ob1iecTBa ¥ APyTHX 3aMHTEPeCOBaHHEIX CTOPOH.

¥YcraHaBmuBaroTCs Ciegyrompe TpeOoBaHMs K BpeMeHHBIM IapamerpaM 0o0OpaboTkm
vH(pOpMaLH JJIs pa3/IMIHbIX (opM B3auMmozeiicTBrA ¢ KieHTaMu B 3aBUCHMOCTH OT HallpaB/IeHHOCTH
0OpaTHO# CBS3H:

KaHa/1 KOMMYHHMKAIUH JUIS 0CyL[ecTB/IeHus | YacToTa CpOK NpHHATHS Mep
o0paTHo# cBA3M MOHHTODHHIA (pab. gam)
KHura OT35IBOB H IIPE/JI0KEeHHH eXXeJHEBHO He bonee 10

Ounoe auketupoBanue B IIOK, YOK TO, IO | He pexe 2 pas B Iroj 21

WHTepHeT-0npoc eKeMeCsiIHO 21
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6. KouTposis Bepcuii 1o eHTa
o Jara : (2] 7 (8)
. mﬁ CO3JjaHHH HAomkHocTs OTBETCTBEHHOr0 3a paspaborky BHJ] | OTBercrBeHHOro 3a
P BepCUH paspaborky BH]|
1 16.10.2020 Haua/lbHHK IIPOM3BO/CTBEHHO-TeXHHYecKoro otgena  [arkux T.B.
2 19.01.2022  |HavasEHHK IPOM3BO/ICTBEHHO-TEXHHUeCKoro orhena  |Lankux T.B.
3 21.03.2024 Hava/lbHHK IPOKM3BO/ICTBEHHO-TeXHueckoro orgena  |/leonTses A.H.
< 22.10.2024 Haua/IbHHK IIPOM3BO/ICTBEHHO-TeXHHYecKoro otgena  |/leonTseB A.H.
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OC CraHpapT KavecTBa 00wTyKHBaHHSA K/IHEHTOB
' ?}ggpg' BRITOBAS 000 «03K» s BHeIDHero
KOMITAHUSA
HCTO/TE30BaHKs

[Ipunoxenne Ne 1

TPEBOBAHMSA K IIOMEIIIEHATIO OYHOI'O OBC/IY KUBAHUSL.

1. TpeOoBaHH4 K BHeIIHEH OpraHu3aLyy 06CTy>KUBaHuis.

1.1. Tpe6GoBanus K 3aamiio, B KoropoM pacrionoxeH LIOK, YOK TO, IO u mpueraromieit
TEpPUTOPHH:

1.1.1. 3paHKe [O/DKHO HAXOAWTCH B XODOUIEM COCTOSHWM (3laHKe TIOKpalleHo WM
OILUTYKaTyPeHO, Ha CTeHaX OTCYTCTBYIOT TPeIlMHEI, IINTHA, Pa3BO/bl, PaMbl U OKOHHEIE CTEK/IA Lie/Ikie U
yycTele). Pacas Jo/DKeH ObITh 0OpMIIEH B €MHOM KODIIOPATUBHOM CTHIIE,

1.1.2. Y LjeHTpa/bHOro BXOAa B 3/laHWe/TIOMelljeH’e CTAlMOHApHOro O(GHCa YCTaHaB/IHBAETCS
Tab/MuKa, ryje ykaseBaercs HaumeHoBaHue [IOK, YOK TO, O, rpaduk obcryxusauus, Tenedon KII,
azipec o(UIHMaILHOrO cakiTa, MouToBLIM afpec ObiiecTBa.

1.1.3. Tlpuneraromjasi TePPATOPHA H KPBLIBLIO COZEPXKWTCA B YMCTOTe (OTCYTCTBYET MYCOp,
3MMOM TePPHTODHS OYMILeHa OT CHera ¥ HaJle[y, OTCYTCTBYIOT COCY/IbKM Ha KpBILE U T.1.). Pamom ¢
BXOZIOM B 3/jJaHKe YCTaHOBJIEHa ypHa /il Mycopa.

1.1.4. Bxoj B 3xanue IIOK, YOK TO, IO u TeppuTOpHs Neper BXO0M J0/DKHEI OBITE XOPOIIO
OCBell|eHbI B TEMHOE BpeMs CyTOK.

1.1.5. Ilepex Bxozom B LIOK, YOK TO, [10 f0/DKHBEI HCTIOMB30BaThCS. HECKO/IL3SIIHE KOBPHUKU
WIM HeCKojb3sijee NOKpeITAe (TwMTKa). CTyneHW (NIPX Ha/M4M¥) MOKPHITH! IPOTHBOCKOJIL3AIIMM
MaTepHasoM.

1.1.6. Ha BXOZHBIX /IBepAX J0/DKHBI OBITH PACTIONOKeHb! 0003HAYEHHS C YKa3aHHEM HallpaB/IeHus
OTKDBITHSA JBepei.

1.2. insa obecnievenus pocrymna B LIOK, YOK TO, OO /g ¢ orpaHHYeHHLIME BO3MOKHOCTSAMH
370poBbs ¥ KIMEeHTOB ¢ IeTCKMMH KOJIsICKaM1 JI0JDKHA OBITh OpraHun3oBaHa «[OCTyTHas Cpefia:

1.2.1. Bxo/ B 35aHKe [0/DKeH 6bITh 060pyZ0BaH ITaH/yCOM/DaMITON WX MHBIM IPUCIIOCOb/IeHeM
(TIpH HAIMYUU TEXHUYECKOH BO3MOXXHOCTH).

1.2.2. Bosne BXo/a B IOCTYIIHOM MecTe Ha BricoTe 80-110 cM. [JO/DKHA pacronaraThCs KHOIKA
ZJ1s1 BbI30Ba nepcoHana. Kxonka o6o3HavaeTcs Tabmiukoii « BEI30B NepCoHaax», a TakkKe OJJHOMMEHHOR
Tab/IMUKOM ¢ MHCTPYKLMel Ha s3biKe Bpaiins.

1.2.3. Ilpn Haymamu otgensHoro Bxoza B LIOK, YOK TO, JO ans moge#t ¢ orpaHMYeHHBIMH
BO3MOKHOCTSIMH 37I0POBbI, [IBePhb A0/DKHA OBITH OTKPBITA B Yackl pabOTEL

1.2.4. Ha CTeKIAHHBIX BXOZHBIX ABepsX (MPY MX HAJMUMM) JO/DKHBI OBITE PacIIOJIOMKEeHBI
o6o3HaueHus U1g C1abOBUAAIIMX JTIOJEH.

1.2.5. IllupyHa KOpWUZOPOB, J/ECTHUYHBIX Mapiied ¥ J[ABEpHBIX IIPOEMOB, JIO/DKHEI
COOTBETCTBOBATE TPeboBaHMsAM felcTByrommx CaHITuH fy1s 06IeCTBeHHBIX TOMELeHUIA.

1.3. TpeboBanus K BHelHe#H opranu3saipu nomemenwit [JOK, YOK TO, 0.

1.3.1. ITomemenwre LIOK, YOK TO, JO #o/mkHO OBITE YXOXKEHHBIM M OINPSTHEIM, CTEHEI H
3/IeMEHTBI OT/e/KH YHCTBIMU, 0e3 BHUMBIX IIOBPEXX/eHHMIMA.

1.3.2. MeGenb — CTONBY/CTOMKA B MecTa U1 cHAeHHs KIIHEHTOB - JOJDKHBI OBITE YHCTHIMH (He
CO/Iep’KaT ITbUTH, IPS3H, TIPOIUTOMN XXKUAKOCTH U IPYTHX IIITeH, KOTOPEIE MOT'YT OCTaBUTE CJIe] Ha OfleX[e)
¥ 0e3 BUMMEIX TIOBPEXX[eHHH.

1.3.3. ITomemenus LIOK, YOK TO, O fo/pKHEI OBITH 00ecTieueHs! JOCTYTIOM CBEXEero BO3/yXa,
KoM(OpTHOH TeMIlepaTypoi U XOPOIIAM OCBELIEHHEM B COOTBeTCTBHE C TpeboBanusamu CaHITuH.

1.3.4. B ayuae pasmenjenus [JOK, YOK TO, /1O Ha HeCKO/ILKUX 3Ta)XKaxX 37jaHus, IpU  BXOfe
AO/DKHA pasMellaTbcs Tab/mMuka HaBWTalM, IAe YKashIBAalOTCS STXM M pasMelléHHbIE Ha HUX
noZpaszeneHuys (C ykasaHHeM HOMepOB KaOMHEeTOB NPH HaJIM4HH).

1.3.5. Tlpu BXOZE B CTaljMOHapHBIH O(MHC, JO/DKHEI OBITH pasMeIleHBl B/IarOBIMTHIBAIOLIHE
KOBDHMKM U YCTaHOB/IEHA YPHA /11 MyCOpa.

1.3.6. ITomemenue LIOK, YOK TO, O no/mkHO ObITE paszieneHo Ha 30HLI:

a) KimenTckuii 3a71, KOTOpBIA pa3fie/léH Ha 30HY OXMJAHWUSA M 30HY OOC/Iy)KMBaHUS, TJe
pasmeljaroTcs paboTHUKM (POHT-0DHCa;

6) 3oHa obcTyxuBaHMA A0/DKHA OBITH pasjeneHa Ay obcmyxuBaHus KimeHTOB cermeHTa B2B
u B2C;
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B) 1O BO3MOXHOCTH i obcayxkuBaHus KimieHTOB cermeHTa B2B MoOXeT GLITH Bhlfe/ieHa
reperoBopHasi 30Ha;

I) 30Ha pasMelrieHHs paboTHHUKOB 69K-0thuca ¥ afMUHHCTPaTHBHOTO IIEPCOHAA.

1.3.7. KimmenTckuit 3an fo/okeH ObiTe obecriedeH Kaccod WM IUIATEXHBIM TEPMUHAIOM JJIs
OIUIaThl YCIIYT M (M/IM) TOBapoB.

1.3.8. B KimeHTCKOM 3ane [O/DKHa OBITb OpraHW30BaHAa HaBWTAls B COOTBETCTBHM C
yTBep)XJeHHbIM OpeHz-6ykom Ob1jecTsa:

a) mpH Bxoje B K/MeHTCKMif 3aj1 OpraHHM30BaHBI I10TOJIOUHBIE/HACTEHHBIE yKa3aTeu U (W)
Tabmuky «KnmuenTckui 3am», «YacTHble KIMeHTh», «Koprioparuessle Kimvents», «Kacca» (mpu
HamiunK), « Tepmunan obcmyxuBanus», «Bbxoz» (BK/IFOUAsk aBapHHHLIN);

6) fomycKaeTcs pa3MelaTh Ha MoJTy yKa3aTe/i-HaK/IeHKH.

1.3.9. Ilpu Bxone B KimeHTCKWii 3a1 pasMeljaeTcs TepPMMHA] 3/IEKTPOHHOM oOuepefu H
MHCTPYKILMS 110 €€ HCII0/Ib30BAHUIO B BHJIe CXeMbl. TepMHHasI 3/IeKTPOHHOM OUepefl yCTaHaB/IMBAETCS
B [IOK, YOK TO, 1O, B KOTOPOM KO/IMYECTBO TOUEK [TOCTABKH HACE/IEHUIO COCTaB/IseT He MeHee 50 TEIC.
TOYEK IIOCTaBKH.

1.3.10. 3ona oxwzianus KimieHTCKOro 3a1a OpraHi30BaHa /1 pasmelnenus KiIMeHToB B MMKoBEIe
AHM (vace) mpuéMa M fo/DKHa OBITE He MeHee 4 KBaZpaTHBIX METPOB Ha OfHOro paboTHKKa,
obcmy>kuBaromero Kimuerra (0fHOro o0kHa 06C/IyKuBanus).

1.3.11. [Ina KneHTOB B 30HE OXKHMJaHKs JO/DKHEI OBITh:

a) He MeHee OfJHOTO CHZsTYero MecTa Ha 0fHOro paboTHuKa, obcayxusaromero Kimenra (ogHoro
OKHa 00C/Ty)KHUBaHKSA);

6) OT/enBHBII CTON, CTY!I Y KaHIeJSIPCKHE IIPHHAIUIEXXHOCTH [/ O3HAKOMI/IEHHS C
JIOKyMeHTaliel Wi MMCbMEeHHOr0 0 OpPM/IEHUS IOKYMEHTOB;

B) JIeTCKMi yroJioK Ast KiTHeHToB ¢ feTbMHU (TIPH HAIMUKK JOTIOHUTE/ILHOM TUIOLIA H).

1.3.12. B 30He O>XHUAaHUA [OITyCKaeTCs pasMeleHue:;

a) suMKa [y npuéMa mnokasaHwi ITY, rZe Ha JIMIEBOM CTOpOHE sIIMKa pa3MeNaeTcs
HMH(OpMaLKs 0 ITepro/ie IpHEMa NOKa3aHHif;

6) cTolixu-napyc Ay pasmelienus Gporrop 1 OykieToB GopMarta A4 u (wm) A5 C peK/IaMHO-
MH(OPMalIOHHEIMU MaTepyaiaMy KoMITaHuM WM NapTHEPCKHAMM [IPOrPaMMaMK.

B) rOpIIKAa C pacTeHWSMM WWIM Basbkl C IJBeTaMH IIPH YCJIOBHM, YTO OHM He MEIIaloT
o3HaKomJIeHHro KimeHTa ¢ pek/1aMHO-HH(OPMAalAOHHEIMUA MaTepUaiaMHy.

1.3.13. B 30He OXMAAHUA 3aIIpelaeTcs:

a) pasmelnjaTs KadbL/IIOKY CO CTy»KeOHBIMU JOKYMeHTaMy HIH IMIHLIMY BelllaMy pabOTHHKOB;

6) pa3smelrjate Ha CTOJAX/MO/KAX/CTOMKax i KimeHToB ¥ Ha pabouwx Mecrax pabOTHHKOB
¢poHT-0(dHCa ropIIKK/Baskl C paCTeHHUAMH/I[BETAMH.

1.3.14. O6cmyxwuBanue KmrenTos B IIOK, YOK TO, O ocyiecTs/sieTcs B 30He 06Cy)KABaHHs
B PEXKHME TeT-a-TeT 3a CTOJIOM. JloImycKaeTcst opraHu3arus o6cryxrieanus KimieHToB B hopmare CTOMKH.

1.3.15. Hayj pabourm mecToM paboTHIKa GPOHT-0drica JO/DKHO 6bITE 060pYZ0BaHO 3/IEKTPOHHOE
Tab/io, rje yKasbiBaeTcsi HOMepa OKHa OOCITy)KMBAaHWS W HOMED TaJlOHA 3/IEKTPOHHOM Ouepeau.
HoIryckaeTcs 3aMeHa 3/1eKTPOHHOro Tab/1o Ha Tab/IMuKy C yKa3aHreM HOMepa OKHa 0OC/Ty KUBaHusl.

1.3.16. Kabunet pykoBogurens LJOK, YOK TO, O f0/DKeH HaXOAUTECS Ha ero TEPPUTOPHI WK
B HeIIOCpe/CTBEHHOM O/m3ocTi K KimieHTCKOMY 3aiy.

1.3.17. ITpoxoz B 30HY 63k-0duca 110 BO3MOXKHOCTH JI0/DKEH OCYIECTB/IATLCA Yepes POy CKHYI0
CHCTEMY.

1.3.18. ¥ Bxopa B Kbl KabuHeT (IpK MX Ha/IMYMK) pPa3MelleHbl TaO/IMIKK C HAHMEHOBaHUEeM
nofpas/enenusy/ romereruss, @0 U 1O/DKHOCTEIO paboTHHKA.

1.4. TpeboBanus K pasmereryo uHpopMayu B [IOK, YOK TO, 0.

1.4.1. B 30He obOCIy)XKMBaHWS Ha BHAHOM MecTe pasMelaercs WHbOpMals, TAe yKasaHa
Kareropuss KiIMeHTOB MMeIOIMX I©paBO Ha OOCHy)XKMBaHWE BHe oOuepegd B COOTBETCTBHM C
3aKOHOJaTenLCTBOM PD.

1.4.2. B 30He o)KuZaHus pa3MelaeTcs:

a) obmyas nHpopMalys 0 TeppuTOpHH 00cy>KuBanus ObIecTsa;

6) 3akoH P® «O 3amuTe npae noTpeduTeNei»;

B) CTaHZApT KayecTBa 06c/IyxuBanus KiieHTOoB;



OMCKASR .

SHEPIOCEBITOBAS CranpapT KauecTBa 00CIy)KHMBaHHA K/IIHEHTOB

- 000 «O3K» [Hns BHelHEro
KOMINAHUS HCTIO/Ib30BaHHUS

r) vHbopMalMsa O TOpsAAKe MOZAYd M paccMoTpeHusi obpamenuii KimeHTOB, copepiKarx
»Kanobkl, ¢ yka3aHHeM CPOKOB PaCcCMOTPeHNs 00pallleH i 1 IPeAoCTaB/IeHHs OTBETa;

[) KHUTa OT3BIBOB ¥ NPE/JIOKEHHI;

e) uHopMmarysa 06 HHTePaKTHBHBIX H AWCTAHILMOHHEIX CEPBHCAX;

3) uHGopMarys o ropsuert ymHuM [TAO «MHTEp PAO»>.

1.4.3. B 30He oxwupanus g Kmientos cermenra B2C pasmenieHa uH(opMamus B 4YacTH
OKa3aHus yoIyT (IIPo/aXkyl TOBapOB) ¥ KOMMEPUECKUM CepBUCaM:

a) TIOpSA/IOK M CPOKM 3aKMIOUeHHs JIOrOBOpa pecypCoCHabKeHWs, IIpefyCMOTPEHHEIE
3aKOHOAaTeILCTBOM P®;

6) mpeiicKypaHT LieH Ha yCIyry (TOBapbl) 1 KOMMEpYECKHe CEPBHCHI C yKa3aHHeM MCTOYHMKA
odupanEHOro AoKyMeHTa (rprkas o O6mecTBy 00 yTBep»KAeHUH IPeCKypaHTa LjeH) B ITepeKH/HOM
cucreme M (W) pasMemeHre HHGopMaipy ¢ QR KoZoM /1 niepexo/ia Ha 3/IeKTPOHHEBIM pecypc, rje
pasMellleHa jJaHHast “H(GOPMaLKst I TPOCMOTPA U (WIH) CKauMBaHKs;

B) 6/1aHKM THIIOBBIX JOKyMEHTOB Ha OKa3aHHWe YCIIyT ¥ KOMMEDUECKHX CEpPBHCOB;

r) o6pasLbl 3ar0/IHEHH s THIIOBLIX JOKYMEHTOB U 3asiB/IeHIH ¥ 3asIB/IeHHI HAa OKa3aHWe YC/IyT U
KOMMepUeCKIX CEepBUCOB;

A) CCbUIKM Ha OQMIMaNbHBIA caiT, JIMuHeni xabuHeT, a Taoke QR Koj A1 nepexoja Ha
3/IEKTPOHHEIHA pecypc.

e) vHpopmamusad B cooTBeTCTBMM cO CTaHZapTaMH pacKphITH HH(pOpMalMHM CyObeKTaMu
OIITOBOI'0 ¥ PO3HHYHBIX PHIHKOB 3/IEKTPHYECKO! SHEepruy, B TOM YHCJIE JAOMycKaeTcs pasmerieHre QR
KOJia /sl rlepexo/ia Ha 3JIeKTPOHHBIN pecypc, IZje pasMelljeHa JaHHasi MHpOpMaLys;

XK) TOpAJOK M CPOKM 3aK/IOYeHMs /IOrOBOpa SHeprocHaOXKeHWs, IpeyCMOTpPEHHbIe
3aK0HO/aTe/LCTBOM PD;

3) Tapu(bl HA 3HEpPropecypchkl Ha TEKYIIWM NepHUoJ PeryMpOBaHMs C YKa3aHMeM HCTOUHMKA
o¢uIMaTEHOro Oy 6/IMKOBaHKS PellieH|s OPraHa HCIIOTHUTETEHOM BJIaCTH B 06/1aCTH IOCy{apCTBEHHOr0
perypoBaHus TapugoB cydnekra PO;

1) HaMeHOBaHue IPUO0POB yuéTa, YCTAHOBKY KOTOPBIX OCyIecTs/isieT OBIIecTBO, KX CTOMMOCTb
¥ CTOMMOCTB paboT 10 MX YCTaHOBKE;

K) rpovasi “H(opMals B COOTBETCTBUM C 3aKOHOZATeNECTBOM PD,

1.4.4. B 30He oxuzanus Ans KimieHToB cermenTa B2B mo/mpkHa ObITE pasmelrieHa HHGOpMalys B
YaCTH OKasaHMsl yIyT (TIPOJaXKi TOBapOB) ¥ KOMMEPYECKHM CepBHCaM:

a) NpelCKypaHT I|eH Ha yoIyTd (TOBapel) 1 KOMMEpUeCKue CEPBUCEI C yKa3aHWeM HCTOYHHKA
o¢uIanbHOro JoKyMeHTa (Tiprkas no Obiiectsy 06 yTBep)kaeHnn npeiickypanTa ueH). Jomyckaercs
pasmemenre QR Koza /1 nepexoja Ha 3/1IeKTPOHHBIH PeCypC, Tie pa3sMelleHa JaHHas HH(opMalus;

6) 6/aHKy TUNOBBIX JOKYMEHTOB Ha OKa3aHHe YCIYT B KOMMEDPUECKHUX CEPBHCOB;

B) 06pasiik! 3a10/HeH)s TUTTOBLIX JOKYMEHTOB U 3asiBIEHHH Ha OKa3aHHe YCIyT ¥ KOMMEPYeCKHX
CEepBHCOB;

r) CChUIKM Ha OQUWIMaMbHBIA caliT, JIuuHbIA KabuHer, a Takke QR Koj A Iepexoja Ha
37IeKTPOHHEIH pecypc.

A) uH(popMaipsd B coOTBeTCTBMM cO CTaHZapTaMu DacKphITHS HH(OpMalM CyOBeKTaMu
OITOBOr'0 ¥ PO3HHYHBIX PHIHKOB 3/IEKTPUUECKOM SHEpPryH, B TOM YHCJIe AOMycKaeTcs pasmenieHre QR
KoJja JJisi Ilepexo/a Ha 3/IeKTPOHHbINA pecypc, e pasMelleHa AaHHas HHpopMaLs;

€) TMOopAfOK M CPOKH 3aKMOuYeHWs JOroBOpa SHeprocHabkeHHs, IIpPeAyCMOTPEHHbIe
3aK0HOAATe/LCTBOM PD,

1.4.5. MHorocTpaHW4Hble KOIWM HOPMaTUBHO-IIPaBOBLIX akTOB P®, HanpsMyio WiH KOCBEHHO
pery/MpyIomyx AesTeqsHOCTs O6mmecTBa, MpeAoCTaB/stoTCs paboTHMKaMK Mo 3ampocy KimeHra Ha
OyMa>KHOM HOCHTeJIe /IS 03HAKOMJICHVs.

1.4.6. B ciyyae Ha/MuMsl KOHKPETHBIX yKasaHuid B HITA 10 pasMelleHHIO AaHHBIX JOKYMEHTOB
B JIOCTYITHOM ¥ BUHOM 151 K/HeHTOB MecTe, JOKYMeHTEI pasMellaroTcsl Ha HH()OPMaI[MOHHBIX CTeH/jax.

1.4.7. B 30He OXXH/laHUs pasMeliaeTcss HH(opMalys 0 IpejoCTaB/seMbIX KOMMepUYeCKHUX YCIyrax
riepeueHb KY, CTOMMOCTE U YCJIOBHS IPeIOCTaB/IeHHS.

1.4.8. IlpelicKypaHT Ha TOBaphl ¥ KOMMeEpUYeCKHe YC/AYTH JO/DKeH HaxOAWTLCA B OTAE/JLHOM
TEPEKH/IHON CHCTeMe C YKa3aHHEM ero HauMeHOoBaHuA M (W) pasMemenue uH@opmaiuu ¢ QR kozom

35




X OMCKAR CTaBpapT KavecTBa 00wTyKHMBaHUs K/IHEHTOB
ITOBAA
000 «0O3K» [ia BHelIHero
KOMIAHUSR
HCII0/IL30BaHUsA

A/ TIepexo/ia Ha 3/IeKTPOHHBIH pecypc, I/je pasMeleHa AiaHHas MH(opMaLms And IpocMoTpa | (W)
CKaYMBaHMUA.

1.4.9. B KimueHTCKOM 3ajie MOI'YT Pa3MeIaThCst:

a) HacTeHHBle pamKu ¢opmata A1/A2 ¢ 1UlakatamMd C peKIaMHO-MH(OpMalAOHHBIMH
maTepuasiaMi O6IecTBa WM NapTHEPCKHE NPOrpaMMEl (TIPY OTCYTCTBHM MeCTa, B 30HAX OKHJAHHS
pasmernarTcs 1-2 HacTo/bHEIe TI0/CTaBKU (hopmaTa A4);

0) TV-maHeme pns Ge33BYyuHOM TPaHC/ISIMM HMH(ODMAIMOHHO-PEK/IAMHEIX BHEOPOJIMKOB
OO6mecTBa, a TaKkKe NapTHEPCKUX ITPOrpaMm;

B) TOprosoe o6opyoBaHKe J1st OCYILIeCTB/ICHHsS PO3HUYHOM TOProB/X (TOProBbie/BeH/[MHIOBbIE
aBTOMAThl, BUTPHHEI C NPOAYKLMEH M IpoYee) TOBApaMH, BXOASINUMH B YTBEDXKIEHHBIM IepedeHb
TOBapOB.

r) npu Hamuun B LIOK, YOK TO, IO BMTpHH B HHMX Da3MeIaloTCsi HACTeHHbIe PaMKH C
TiakaTamu (opmata A2  aKTyaIbHOM pekamoit OBIecTBa WK Jist peK/TaMBI TaPTHEPCKUX [POrPaMM.

1.4.10. Tpe6oanus k pabouemy mecty crierpamcra IJOK, YOK TO, [1O.

Ha cronax/cro¥ikax paboTHHUKOB ()POHT-0(HCA JOJDKHE] Pa3MeIlaThCs:

a) HaCTo/IbHas Tab/mMYKa ¢ ero UMeHeM, (Gamivel, JOJDKHOCTHIO «Bac 06C/IyKuBaeT. .. »;

6) HacTo/mbHas TIOACTaBKa [ MH(pOPMALMOHHO-DEKIaMHBIX OykiaeroB O6miecrBa WM
NapTHEPCKMX IIporpaMMam.

B) Tab/mmuka ¢ TekctoM: «Ecm Bbl HefOBOJIBHEI KauecTBOM OOC/Iy)XMBaHMS, MOXKamyHcTa,
no3BoHHTe 10 TenedoHy (Homep TeneponHa KI[). Mnl obs3arensHO pa3bepéMcsi B CJIOXKMBLIEHCS
CUTYaLMK U coo0mmM BaM 0 pe3ynsTaTax»;

r) Tab/mMuKa JiJis 3aKpPHITOr0 OKHa.

1) /11 obecrieyeHust KaueCTBeHHOr0 06CTyxuBaHust KITHeHTOB Ha COBPEMEHHOM YPOBHE KaK/0e
pabouee Mmecto corpyauukoB IIOK, YOK TO, JO f#omkHO GHIT OCHAIEHO IePCOHAILHBLIM
KOMITBLIOTEPOM U COBPEMEHHOM OprTeXHHKOM B He0OX0AMMOM KO/IHUEeCTBE.

€) CHCTeMHbIH G/IOK MepCOHABLHOr0 KOMIIBIOTEpAa [JO/DKeH ObITh pasMeleH Ha CTO/Ie TaKuM
obpasoM, 4ro6Bl He CO37aBaThb IOMeX IIpHM BH3YaJbHOM KOHTAaKTE COTpYAHMKA C KimieHTOM.
Co3fiaBaeMblif CHCTEMOM OXJIaXKJEHWsi CHCTEMHOro 0Ji0Ka KOMITbIOTEpPa INYM He J0/DKeH MellaTh
KOHTakTy coTpyjHvKa ¢ Kimientom. IIpeamouTuTe/lbHOe MeCTO pasMelleHHe CHCTEeMHOro 6JIoKa Ioj
CTOJIOM.

X) pabouwe MecTa COTPYAHUKOB JO/DKHEI OBITE 06OpyZOBaHBl HCKMoOuMTeNnsHO LCD-
MOHMTOpaMHy. ThUTbHas MaHems MOHWTOpa (obpamjeHHas K KimeHTy) NepCOHa/IBHOrO KOMIIBIOTepa
J0/DKHA 6BITE YMcTOH, 663 BUANMEIX (H3MUECKIX [TOBPEXXIEHME (CKOJIOB, TOTEKOB KPacKH H IIp.).

3) npu 060py/10BaHUM HOBOrO paboyero Mecra NpoBOAaA /IS [OAK/IFOYEHHs K CUCTEMHOMY GJIOKY
NEPCOHA/ILHOI0 KOMIIBIOTEDA MOHWTOPA, MAaHMWITYJ/IATOpa «MBIIb», KIaBHaTypel, M®PY u mnp.
1jes1ecoo6pa3Ho MMPOK/aALIBATE B COOTBETCTBYIOLMX TEXHOIOIMYECKHUX OTBEPCTUsIX paboyero crona, 6es
Ha/TMuMs «BUCSIIMX» ITPOBO/IOB Ha CTOPOHE CToJIa, obparieHHo# K KieHTy.

1) pabouuii CTO/N COTPYZHMKA I0/DKEH BBITJISIAETEL ONPSTHO U aKKypaTHO. Ha paGouem crose He
ZIOJDKHO OBITh JIMITHUX JOKYMEHTOB ¥ IOCTOPOHHUX IIPEJMETOB, He OTHOCALIMXCH K pafoTe, a Takke
HalMTKOB U NIPOAYKTOB ITUTaHMUS.

1.4.11. B [IOK, YOK TO, O sanpemaercs pa3MellaTk peKJIaMHO-HH(GOPMALIMOHHEIE U HHBIE
MaTepHasikl, 8 TAK)Ke TOBaphl, He YCTaHOB/IEHHBIE ITPHUKa30M pyKoBozcTBa ObiiecTsa.

1.5.Tpe6oBaHus K opraHu3aly nepepsiBoB B pabore nepconana [JOK, YOK TO, 0.

1.5.1. TexHuueckwe IiepepbIBbl IpejocTaBisitoTcs paborHukam IIOK, YOK TO, OO B
COOTBETCTBHMH C 3aKOHOZATenbCTBOM Pd.

1.5.2. TTepepeIBEI Ha OTABIX ¥ 00ej paboTHHKOB pery/mpyeT pykoBoguress LIOK, YOK TO, OO
B 3aBMCHUMOCTH OT KojiuecTBa KieHTOB B ouepesu.
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ITpunoxenue Ne 2

TPEBOBAHMS K STUKETY OBILIEHMS U JIPECC-KOXY

1. TpeOoBaHus K pecc-Koay

1.1. B yensx (popmupoBanus y KiMeHTOB MOIOXUTeEHOTr0 HMUDKa O6LIecTsa 1 y3HaBaeMOCTH
eé Openyia paborHyky ObmiecTBa, OCYIECTBIBTONME 00C/Ty>KiBaHN)e, 0053aHb! B CBOSM BHellHeM obpase
Cle[oBaTk ycraHoeleHHoMy B OOmecTBe (HpPMEHHOMY CTWIO (pecc-Kogy) B COOTBETCTBHM C
Kopgekcom koprniopatrsHoi#i 3tvku [TAO «Mutep PAO» 1 HacTosmmmMu TpeboBaHUsIMH.

1.2. Pab6otauxu IJOK, YOK TO, 1O 06s3aHbI HOCUTE JIMUHBIE HArPy/{HbIE HeHTHOHUKAL[MOHHEIe
KapTOuKM C yKa3aHWeM HauMeHOBaHMsi OOIlecTBa, [JO/DKHOCTH, MMEHH, OTYecTBa (TIPH HAIMYMH) U
¢amwmiy  paGoTHMKa /mb0 Bo3zne pabodero MecTa CHELMANMCTa [JO/DKEH  Pacriojiararhes
MH(OPMALIMOHHEIA CTeH/| (CTOMKa, Tab/muKa), cofiepyKalasi yKasaHHYH0 UH(GOpPMAaLMIO.

1.3. Ecym ouHoe o6cmykuBaHie KHeHTOB OCYIIeCTBISeTCS WHOM opraHuW3aliieil B HHTepecax
ObuiecTa Ha OCHOBaHHMH 3aK/IFOYEHHOTO C HUM JOr0BOPA areHTUPOBAHKUS, Ha MH(OPMALHOHHOM CTeHJle,
PacrioNIoKeHHOM Bo3/le pabodero mMecra Criel{MaIMCTa TaKOW OpraHW3al[iH, JOJ/DKHEI OBITh pasMeleHbl
COOTBETCTBYIOLIME CBEJIeHHs, U 110 TpeOOBaHMIO K/IMeHTa KOMMHK YKa3aHHEIX JOrOBOPOB (M/IH BEITHCKH
MIX HHX) ZI0JDKHBI ObITh IPEI0CTaB/IeHEI eMy Ha 0003peHue 1Sl IIOATBeP)K/eHNs TAKUX CBe/leHMUIL.

1.4. TpeboBanus K Jpecc-KoAy paGoTHHMKOB OGIECTBa, OCYIECTB/SIONMX 06CTyKMBaHKE B
IIOK, YOK TO, [IO:

1.4.1. Ogexxpa paborauka ObmjecTBa, obcrykuBaronero KimeHTos, Jo/mkHa GLITE YHCTON M

OIPSTHOM, HeOPOCKUX TOHOB, BBIZIEP)KAHHAS B CTPOI'OM /[€JIOBOM CTHJIE:
- KOCTIOM W/ 106Ka, GproKH, JKUneT, IM/DKaK — OAHOTOHHBIX HeBPOCKUX pacipeTok. B Témioe
BpeMs rofia OMyCKalTCs CBeT/Ible OHOTOHHBIE PaCLIBETKH;
- 6y3Ka (y >KeHIIWH) ¥ copouKa (y My’>KUMH) OJHOTOHHBIX CBET/IBIX PACLIBETOK;
- KOCBhIHKA (Y JKEHIWH) U Ta/lCTyK (Y MYy>K4WH), pa3paboTaHHbIe B €UHOM KODPIIOPaTHBHOM
nw3aiiHe;
- He JIONYCKAIOTCA: CIIOPTUBHAS OZIeXK[a, OTKPEHIThIe, KODOTKME TOIbL/Maikku, Gosee AByX
PacCTErHyTHIX ITyroBHI] Ha 6i1y3e, ro6ku Oosee 10 cM. BEIIle KOJIEHa, IIOPTEL
1.4.2. O6yep paborauka ObiiectBa, obcayxuBaromero KineHTos, Jo/pKHA OLITE YMCTOM U
OIPATHOM, HeOPOCKKX TOHOB, BEIIEP’KaHHasA B CTPOI'OM J{€JIOBOM CTHJIE:
- 00yBb C 3aKDBITBIM MBICOM;
- 11BeT 00yBH [J0/DKeH TapMOHMPOBATh C OJEX/]0H;
- He JIOIyCKaeTCs CTIOPTUBHAs U IUIsDKHast 00YBb.
1.4.3. B TeueHue Bcero pabouero aHa paborHuMk OOmecTea, obcmykuBarommii KimeHTOB,
JIOJDKeH HOCHTb O(OpM/IEHHBI B KODIIOPaTUBHOM CTHIe OeipK (eBa OT KOCHIHKW/TAJICTyKa),
copep>kamuii Ha3BaHue O6miecTBa, cBoM UMsl, GaMUIHIO U [JO/DKHOCTS.
1.4.4. KocMeTHKa J0/DKHA OBITE He BBI3LIBAOIIEH, MPUT/TYIIEHHBIX TOHOB.
1.4.5. Pyku paboTHHMKA [O/DKHBI OBITE YXOKEHHBIMM, HOTTH — AKKyPaTHBIMH, YMEpPEHHOMH
JJTMHBI, LIBET J1aka (IIpH Ha/IMY¥MK) — CIIOKOMHBIX TOHOB.
1.4.6. 3anax nyxoB (TyaneTHOH BOABI, Je30/l0paHTa) MOXXeT IPUCYTCTBOBAThb, HO He [IOJDKeH
OBITH CHILHO BBEIPaXKEH.
1.4.7. Bonocs! J0/DKHE! OBITE aKKYPAaTHO Y/I0KeHE], HeJJOITyCTUMEI 9KCTpaBaraHTHbIe IPUYECKH

U «KpHUYaIIii» LIBEeT BOJIOC.
1.5. Axceccyapbl M YKpalleHHs JO/DKHBI OBITh HEeMHOrOYMC/IeHHBIMH, HeOpOCKUMHM U

HerpoMO3/IKHUMH.
1.6. PaborHuxu ObmiecTBa, OCyIIeCTB/IONMe OOCTy)KMBaHHMe B MOOWILHOM oduce WM
BEIe3ZIHOe OOCTyXXMBaHMe, CBf3aHHOe C paboToi B 3/meKTpoycTaHoBKax KimieHTOB, obecneumBaroTcs
crietjopexaor u crnenoOyeero. TpeboBaHus K crerogexze H crerobysu paborHukos OO6imjecTsa,
paboTaronMXx B 3/1eKTPOYCTaHOBKAX, JO/DKHbI OBITh persiaMeHTMpPOBaHE! B cooTBeTcTBYoweM BHI,
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2. TpeGoBanus K BHYTpeHHeMY 3THKeTy pH obcryxuBanuu KimenTos

2.1. Paborauk OG6miectBa fJo/mkeH co6mofaTh CyOOpAMHALMIO C DPYKOBOAWTEIAMH H
KoJuteramu, ocobeHHo B nmpucyTcTeuy KimeHToB.

2.2, PasroBopsl Mexay pabGorHukamm OOIjecTsa J[JO/DKHBI BECTHCh BIIOJTO0CAa. Ecmu
HeoOX0ZIMMO NeperoBOpHTh C APyruM paboTHHKOM OOIecTBa, KOTOPBIM HaXOJUTCS Ha PaCCTOSHHH, TO
CleflyeT TOJIOMTH K HeMy M 3ajjaTe CBO# Bompoc. ITogxoauTs X ApyroMy paboTuky O6mectsa He
PEKOMEH/yeTCsl, eC/Ii OH 3aHsT 06cmyxuBaHieM KimeHTa. B cimydae cpouHOro Bompoca Heo6Xoaumo
W3BHHUTHCA Tepefi K/IMeHTOM M TOJILKO I10C/Ie 3TOrO 3a/iaTh BOMPOC ApyroMy paboTHHKy OfijecTsa.

2.3. PaboTtHHK O61mjecTBa JO/DKEH COZEPXKaTh CBOE pabouee MeCTO B YHCTOTE U MOPSAKE.

24. B pabouee Bpems paborHuk O6miectBa, obciyxuBarompii K/IMeHTOB, HO/DKeH
I1ePEeK/II0YaTh JIMYHELIH MOOM/ILHEL Te/ie()OH B OeCLryMHBI/ THX M/ BHODOPEXKHM.

2.5. Paborarkam OOIjecTBa KaTeropyuecKy 3arpelaeTcs B MPUCYTCTBMH KimieHToB:

- IOpOYMTh peryTarpro O61mecTsa, NOAPSAHBIX OpPraHK3ali U APyTHX napTHEpos ObiecTsa;

- BeCTH [TOCTOPOHHHKE Pa3rOBOPkI;

- 06cyxpaaTh paboTHrKOB O6LIecTBa ¥ Apyrux KiveHTos;

- OTIIy4aThCsl 6e3 YBOKUTETLHOM IIPUUMHLI;

- IPHHUMATE TTHIITY;

- OTMeuaTh Ipa3fHUKHU B pabodee BpeMss;

- 3aHMMaTbCA JIMYHOM IepermcKod 1o TenedOHy W C MCIO/Mb30BAaHWEM HHBIX CIIocoGoB
KOMMYHUKALAH;

- BeCTU Te/le()OHHbIEe ITePeroBOPEI IT0 TPOMKOM CBSI3H.

3. TpeGoBaHMsl K 3THKeTy 00IeHHs IPH JIMYHOM KOHTaKTe ¢ KimenTom

3.1. Eum KiieHT, HaxoZsIuiica B 30HEe OXXW/IaHus], IoZomeén K paboTauky OO6mjecTea, wim
ero B3IV BCTPETHICS €O B3IIs0M paborHrKka ObmiecTra, TO TakoMy paboTarky O6LecTsa B ciydae,
ecM OH He 3aHAT obcmyxuBaHMeM Jpyroro KimeHra, HeoOXOAMMO II03A0POBaTLCA C HHM,
NpeACTaBUTLCA ¥ 06paTuThCA ¢ BorpocoM «Mory Bam uem-mi60 omous?». IIpH 9T0M, eC/H CrieLiaicT
HaXOJUTCA Ha 3HAYWMTE/HbHOM pacCTosHWM 0T KimeHTa, JOCTaTOYHO KMBHYTH I'OJIOBOHM, NOZJep’KUBas
IIPH 3TOM BH3Ya/IbHEIN KOHTAKT ¢ KimieHToMm.

3.2. Tlpunnmas KmieHTa, crienamict 06s3aH MONPUBETCTBOBaTh KUMeHTa W y/ILIOHYTHCSL.
Ecm B OpraHH30BaHHOM CxeMe Tpuéma NpejsyCMOTPeHO OOCIy)XWMBaHWe 3a CTOJIOM, TO CIEL[Ha/IACT
npepyiaraeT KiMeHTy IIpUCeCTb.

3.3. Paborauk ObrmecTBa 0653aH Npe/jCTaBUTLCS, HA3BaB CBOE IOJTHOE HMAL.

3.4. B BexxmBo# (opme crienMayMcT 06s3aH y3HaTe y KieHTa Kak K HeMy oOpamarscs u
AaThb NOHATE K/IMEeHTY 0 TOTOBHOCTH €ro BhICITYILATb.

3.5. PaborHik O61jecTBa BHUMATe/IbHO [IO/DKEH BBICIYINATH/IIPOYrTaTh oOpanienne Kivenra
1 ripu HeobxouMocTH nepecripocuTh KimieHTa Bo u3bekaHue HeJONIOHUMaHK.

3.6. Ilpu npoBefieHMM KOHCY/IbTAI[UM CTIELMaUCT [0JDKEeH YETKO U J0XOJ4YMBO OTBeYarTh Ha
Borpockl KimdeHTa, mpy HeoOXOAMMOCTH KDaTKO H3/I0KUTh CyThb B IHMCHMEHHOM BHZe WIM [aTb
BO3MOXXHOCTE K/THeHTy caMoMy 3aIticaTh OCHOBHEIE OTBETEL.

3.7. CrielMaiuCT [OO/DKeH IPaMOTHO, KOMIIETEHTHO M JAOCTYTHO OOBACHATH, U [aBaTh
pasbsicHeHUs1 KiieHTy 0 criocobax pelnieHyst Bompoca,

3.8. B nmnponecce ofmeHus CHeLMaIUCT JHO/DKEH MIPOSBIATE J0OpO’KenaTe/bHOCTE,
TaKTHYHOCTb, B TOM 4YHCJIe He IIOBBIIATH TI'OJIOC, He IPOSB/IATb TOPOIUIMBOCTb, He BHICKA3bIBATh
HereprnieHus1, u3beraTb HeMOHATHLIX Uil KiMeHTa TepMMHOB, He [JOIycKaTh B pasroBope ¢ KimeHTom
HEraTHUBHBIX MHTOHALMH, He NPosB/IATh Ge3pas/muns K pobnemam KiueHTa.

3.9. CrieLMa/IMCT JO/DKEH YETKO BBITOBapMBaTh (JIOBA M CJIEJUTH 38 CKOPOCTBIO CBOEH peuw,
TaK KaK CJIMIIKOM OBICTpas WM CIMIIKOM MeJ/IeHHasi pedb 3aTpy/JHseT o0IeHue.

3.10. PabotHuk OOmjecTBa JO/DKEH BEXXIMBO IONMPOCUTE KUMeHTa IMOA0XKAaTh, eCid ISt
peleHus Boripoca Tpefyercs Bpemsi.

3.11. Ec/mi HeBO3MOJKHO PelMTE Borpoc KimieHTa, TO CelMamicT JO/DKeH apryMeHTHPOBaTh
KimieHTy CBOIO MO3MIMIO U NTPeAJIOKUTEL BapUaHThI JeMCTBUI [Is pellleHHs BOIIpoca.
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3.12. ®opma H30XEeHHs YCTHBIX WIM IMCbMEHHBIX ofpaieHud K KiMeHTam He JOJDKHa
JIOITyCKaTh KAaTeropHMUHbIX BhID&)KEHWH, 3a MCKIIOYEHHEM PacCMOTPEHHMsS BONPOCOB O HEBBLITOJHEHHH
KmenTom o6si3aHHOCTEH, TpeyCMOTPEHHEIX 3aKOHO/ATeILCTBOM.

3.13. Ilpy BbIAB/IEHWH OMIMOOK, JOMYIIEHHBIX CO CTOpoHBI ObmiectBa wim eé [TapTHEPOB,
CITELMAJIACT /I0JDKeH IpUHecTH KivMeHTy W3BMHEeHWs 3a TPUYMHEHHEBIE Hey[00CTBa.

3.14. TIpy BLIAB/IEHHM OMIMOOK, ZOIYIIeHHBIX KIIMEHTOM, 3allpeiaeTcs BLICKA3LIBaThk €My
npeteH3uu. Clie/{yeT BeXK/IHBO U AOCTYIHO 0053CHUTL K/MeHTy NpaBU/ILHEIA MOPS0K JeMCTBHIA.

3.15. B ciydae obpamenus KimieHTa K CHENMATHCTY, B (GYHKIMOHAILHEIE OOS3aHHOCTH
KOTOpOro He BXOAUT 06c/Ty>kuBanye KIIMeHTOB, OH JI0/DKeH:

- BeIC/TyInaTh KimeHTa;

- eum obpamjeHWe OTHOCMTCA K TeMarukam ofpamenus B IJOK, YOK TO, To
nopekomeHziosate Kimenty ofpatutbcss K Jpyromy paOoTHMKY KoMmaHuM, B /JO/DKHOCTHBIE
06513aHHOCTH KOTOPOro BXOJMT 06cIyKuBauue Kimentos. [Ipy HeobxofuMocTH, TToABecTH KimeHTa K
JaHHoMy paboTHuKy O6IecTsa;

- MpU HeoOXOAMMOCTH, TIOCOBETOBATh BOCIIO/Nb30BATHCS MHTEPAKTHBHBIMA CEPBUCAMH WA
obparurecs B KII 1 nozckasaTs HoMep TeedoHa.

3.16. Pabotuk OOmjectBa 00s3aH XpaHHTL CHyKeGHYI0 TaifHy, He paCIpPOCTPaHSThL
KOH(UeHIMaIbHy0 HHpopMarpio O6ImecTBa U nepcoHabHble AaHHble KHeHToB, a Takke CBeeHHs
O CBOEH JIMYHOW KM3HM WM JIMYHOM >XM3HM MHbIX paborHmkoB ObmecrsBa. Paboruky O6mjectsa
3arpelleHo nocesAmare Kmuenros B fena u npobnemer OfmjecTBa X KoJUler, KOMMEHTHDOBATh HX
ZlefCTBUSI.

4. TpeGopanus K o6cryxuBaHui0 K/IHeHTOB C OrpaHHYeHHBEIMH BO3MOXXHOCTSIMH
3/{0pOBbS

4.1. ObmecTBO AO/DKHA OGeCreynBaTh PelleHKe BOMPOCOB, CBA3AHHLIX C 0BC/Iy)XMBaHHMEM
K/TeHTOB € OrpaHUYeHHBIMH BO3MOXKHOCTSIMH 3/[0POBBS.

4.2, TIpu ounom obcmy>xuBaHuy K TakuM KieHTam pabotarky O61ecTBa A0/DKHEI TePBLIMH
obpauiarecs ¢ npegoxeruem o nomouw. B IJOK, YOK TO, IO nannas kaTeropus KMeHToB o/DKHa
06C/Ty>KMBaTHCS BHE OUEpe/IH.

4.3. PasroBapuBas ¢ KivenTom pabotHuk O6iecTBa [0/DKeH 00paIaTeCsi HEIOCPe/ICTBEHHO
K HeMy, a He K CONPOBOX/AIOIIEMY €ro JIMI[y MIX Cyp/OlepeBOAYMKY (eC/I4 OHH NPHCYTCTBYIOT IPH
pasrosope).

4.4, Tlpearast TIOMOIIb, CIIEI{UAUCT AO/DKeH NMOAOXKAATE TIoKa KUIeHT eé IpuMerT, a 3aTeM
YTOUHSITEL ITOPS/I0K [eHCTBHNA.

4.5. PasrosapuBas ¢ Kimuenrom, paborHuk OO1jecTBa 0/DkeH BHUMATe/LHO €ro CIIyIlaTs,
OLITE Tepre/MBEIM, XX/aTh, Korga KimieHT cam 3akoHUMT ¢pasy. 3anpelaercs rnomnpasiste Kivenra u
ZloroBapHBaTh 3a Hero. JIoIyCTMMO 38/jaBaTh YTOYHSIIOIMe Borpockl. PaboTHuky OOmjecTBa He ClefyeT
Jlenate BHJ|, 4YTO JOCTHIHYTO IIOHMMaHKe B PasrOBOpe, ec/li Ha CaMoM jJiefie 3TO He Tak. CrnelamicT
OG6miecTa /I0/DKeH OBTOPUTH, UTO IOHSUI M3 PasroBOpa, 3T0 oMoXeT KJmeHTy pofo/okuTs Geceyy.

4.6. PasrosapuBas ¢ KiMeHTOM, CITelJHa/IUCT JOJ/DKEeH pasroBapHBaTh Ha JIOCTYITHOM SI3BIKE,
BBIP&)XaTHCS TOYHO M SCHO, U30eraTk C/IOBECHBIX IITAMITOB ¥ 00Pa3HbIX BEIPOKEHHIA.

4.7. CrielMaMCT JO/DKEH IIpeJOCTaBUTh KimieHTy MHGOpMalMIO «I0 IIaram», [asas
BO3MOXXHOCTb OCMBIC/IMTh Ka)K/IbI IIIar.

4.8. Tpebosanus K obcmyxuBanuio KimieHTOB ¢ orpaHAYeHHBIMHA BO3MOKHOCTSIMH 3710pPOBb,
HCTIBITHIBAIOIMX TPYAHOCTH IIDH NepeiBIKeHUH:

— MHBA/IMJHAsl KO/IICKA — HENPUKOCHOBEHHOe IIPOCTPAaHCTBO YesioBeKa. HezgomycTumo
00/I0KauMBaTLCA Ha Heé, TOJIKaTh, KaTUTh KOJISICKY 6e3 coryiacus BafieNbiia;

— BO BCeX CJTy4asx, HanpuMmep, ec/id Heo6X0|UMO OTKPEITE TSDKE/TYIO ABePh MK IIPOJBHHYTHCT
[0 KOBPYy C [UIMHHEIM BODCOM, MpexJe 4YeM OKa3aTk IIOMOIfb, Heobxozumo ybemuThcs B eé
Heo6xouMocTH, cripockB ¥ KimieHTa;

- ey KimieHT paspeniv nepejBUHYTh KOJIICKY, TO €€ HeODXOAMMO KaTWUTh MeJIEHHO, TaK
KaKk KoJsicKa OBICTpO HabupaeT CKOpOCTh, M HEOXXHJAHHBIM TOMYOK MOXKET IIPHUBECTH K IIoTepe
paBHOBeCHs;
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— npu Geceyie, 110 BO3MOXKHOCTH, HeO6XO/HMO PaCIIoNaraTsCst Ha OHOM ypoBHe ¢ KimenTom.
Crnenyer usberars nosoXxeHus, Mpy KotopoM K/IMeHTy NpHAETCs 3aIpOKKUALIBATE TOJIOBY;

— CJIefyeT TIOMHHTb, YTO, Kak IPAaBHIIO, Y JIFOfieH, MIMEOIIMX TPYJHOCTH IPH TTepe/JBIDKEeHMH,
HeT mnpobreM co 3peHMeM, CIyXOM M IIOHMMaHHEM, T03TOMy Heob6XoguMmMo OoOmaTbCid C HHUMH
COOTBETCTBEHHO.

4.9. TpeboBanus K 06CIyKKBaHII0 KIMEHTOB C OrpaHHYeHHBLIMH BO3MOKHOCTSIMH 37[0POBbS,
HMeOIMX C/1aboe 3peHre WA He3pSuHX:

—1pu obmenun ¢ KimieHTOM 3TOH KaTeropuu CIeUaIucTy Heob6XoguMo 06s3aTe/bHO
NpeJCTaBUTLCS;

— TpejJ1aras CBOKO NOMOILb, HeoOX0/ MO HanpaBHTh KieHTa, He CTHCKMBas €ro pyKy, HATH
PsZoM, a He TaiuTe KimmenTa 3a coboi;

— IIDH TIepe/IBIDKeHHH HeoOXoAuMo mnpeaynpexaaTs KimeHTa O NpensTCTBHSX: CTYIeHsX,
HW3KKX ITPATOJIOKAX M T.IL;

— [pejinaras He3psiueMy KiMeHTy cecTh, He C/Ie/[yeT yCaKuBaTh ero, a JOCTaTOUHO HallpaBUThL
PyKy KiveHTa Ha CIIMHKY CTyJla Wi [TOJ/IOKOTHUK. He ciefyeT BoguTsh pyKy KimieHTa 1o MoBepXHOCTH
CTy/1a, HeoOX0AMMO /IaTh eMy BO3MOXKHOCTbL CAMOCTOSITE/TEHO CBOGOZHO MOTPOraTh Ipe/iMeT;

— B CJIyyae compoBox/eHus Kmienra cobakoi-IIoBoEIPEM, He CIeAyeT AaBaTh KOMaH/bI U
TpOrars eg;

—Ipyd HeoOXO/MMOCTH CIELMAUCT JO/DKEeH IPOYHMTAaTh TEKCT AOKYMEHTa He3psdeMy
Kimenry, mepeys 3T¥M npefynpeZuB ero. I'OBOpWTH C/iefyeT CIIOKOMHBIM IOJIOCOM, He IpOITycKas
uH(opMalLwio, ecid KmieHT He morpocut 06 3ToM. EC/i 3TO BaXKHBILA JOKYMEHT, He CJTe/lyeT 3aMeHsTh
YTeHHe IiepeckasoM. MHBaIMJHOCTE He OCBOOOXKIAeT He3psSUero 4ej0BeKa OT OTBETCTBEHHOCTH,
00yC/IOB/IeHHOM /IOKyMEHTOM, MO3TOMy He3psueMy KUIMeHTy mepej NOANMCaHWEM Heo6XoauMo
MPOYMTATE BECh JOKYMEHT MOJHOCTEIO ¥ y6eUThLCS, UTO Y Hero He OCTa/I0Ch BOIPOCOB ¥ COMHEHMI;

—B C/Tyjuae CBOEro BpEMEHHOI0 NePeIBIKeHMs WM YX0/a CIIeLIMaTCT AO/DKEH IPeAyIIPeiTh
06 3Tom Kimienra;

—ecmd He3pauri KimieHT cOuics ¢ MapuipyTa, He CJIefyeT YTIpaB/sTh €ro JBKXKEHHeM Ha
paccrosiHay, paboTHHK O6IecTBa He06X0AUMO MOLOUTH K HEMY U TIPEIOKUTH TIOMOILIb.

4.10. TpeboBanus K 06cmyxuBaHKI0 K/IMEeHTOB C OrpaHHUYeHHBIMI BO3MOXXHOCTSIMM 3/[0POBbS,
HCITLITHIBAFOIMX 3aTPY/HEHHS B PEUH:

— B Havyajle pasroBopa Heo6X0A¥MO yTOUHHTL y KimeHTa, KakuM criocobom emy 6euto Gur
KoM(opTHee 06MIaTbCsl — TOBOPHTE, HAIMMCATh, HAIIEUaTaTh;

—mnpu Belibope KmieHta mHcbMeHHOM ¢opmbl 0OlieHHss eMy @PeAOCTaB/fAeTCs BCe
HeoOXoAKMOE;

— IpM pasroBope He ciepyeT nepefuBaTe ¥ mnonpasiste KimeHTa. CrELMaIMCT [JOJ/DKEH
TOBOPHTE TOJILKO TOT/a, Korza ybenurcst, uto KMeHT yoke 3aKOHUH/T CBOIO MBICIIB;

—IpA BeJleHWM yCTHOM Oecensl paboTHMK OOmjecTBa J0/DKeH 3aflaBaTh BOIPOCHI, KOTOpPEIe
TpeGyr0T KOPOTKHMX OTBETOB WM KUBKa. I[IpH HeoOXOAWMMOCTH CJIefyeT IepecripOCHTL WIM YTOUHHTE
MH(OPMaLHIO.

4.11. TpeboBaHus K o6cTyXKBaHKIO K/eHTOB € OrpaHHueHHEIME BO3MOXKHOCTSIMH 37I0POBES,
HUMEIOIIUX HapyllIeHue CTyXa:

— [Jis1 TIpMBJIeYeHKs BHMMaHus KilMeHTa, KOTODBI IUIOXO C/IBIIWT, CHELMACT AO/DKEH
cZie/1aTh 3HaK PYKOH H/IH IIPUKOCHYTBCA K ero Ivieqy;

— B Hava/e pasroBopa Heobxogumo yTouHHTh y KimMeHTa, KakuMm criocobom emy Geuto GBI
KoMbopTHee 061LaThCs — TOBOPUTh, HAIMKCaTh, HalleyaTaTs;

— ripu Belbope KimieHTOoM micsMeHHOH (GopME! 0011eHHs HeoOXOAMMO IPeJOCTaBUTEL EMY BCe
HeoOX0oZMoe JI/Is 3aITHCH;

— ripu Gecezie HeoOXOZKUMO CMOTpeTh NpsAMO Ha KimeHTa, Tak Kak MHOTHE MOTYT UHTaTh 10
rybawm;

— B pasrosope ¢ TakuM KimenToMm pabotHuk OOrijecTBa J0/DKeH rOBOPHUTE YETKO ¥ POBHO, He
JlonyckaTtek B obilenyu ¢ apyrumu paborHukamu ObmjecTsa W BHe 3TOro obIjeHust pOU3HeCeHHs
CJ/10B, ropovamux 9ectb Kimmenra;
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—mo mnpockbe KmieHTa Heo6XOAMMO MNOSCHUTE MH(GOPMALMIO, CIELHMATHCT JO/DKEH
nepedpasupoBaTk CBOE NpefJIOKeHHe, C/e/aTh ero 6o/ee IMPOCTLIM ¥ TIPH BO3MOXKHOCTH MCTIO/IH30BaTh
TIOHATHEIE JKeCTBI;

— paborrrk Ob1iecTBa fJo/DKeH yOeauThCst, yT0 KiMeHT NoHs1 MHGOPMALTHIO PaBH/IEHO;

— B CTyvae ecm KimeHTy coobmiaercss MH(OpMaliysi, KOTOpast COAED>XUT HOMED, TEXHHJYECKHiA
WM JIPYTOH CJIOXKHBIA TEPMHH, 3Jpec M T.A., paborHux OfIiecTBa JO/DKeH IPeOCTaBUTH KIHeHTy
IMCEMEHHBIA BAapHaHT MH(OpMAIM, KOTOPBLIH HampaenseTcs yaobueiM mis Kimenra crioco6om
(pacrieyaTaHHBIH BapHaHT, 110 104Te, $AKCy WIK /IEKTPOHHOM IT0uTe U T.4.).

4.12. [lanHble npaBwia obs3aTeNbHE! K NPUMEHEHHI0 BceMu paboraukamy O6mjectsa. [l
CIeLMaJIUCTOB, OCYIIECTB/LIOMMX O0OCTy)KMBaHHe II0 TenedoHy, INpHUMeHeHHe IIPABH/ SBJSIETCH
obsi3aTe/IbHBEIM B YaCTH MpaBH/I BeJieHusi pasroBopa ¢ KiMeHTaMu C OrpaHMYeHHBIMH BO3MOXXKHOCTSMU
3/l0pPOBBA.

5. ITpaBuia NoBejjeHAs B HECTAHAAPTHBIX CHTYaMIX

5.1. PaborHuk O6mjecTBa JO/DKeH IPHJIAraTh MakCHMA/ILHLIE YCHIMS JUIS TOTO, 4TOOBI He
C03/1aBaTh KOHGIIMKTHEIE CUTyary ¢ KimaeHTamy 1mi Kosteramu (0co6eHHO B IpucyTCTBHH KimeHToB)
U TIpH BO3HUKHOBEHWH MaKCHMAa/IbHO CTIOCOOCTBOBATE MX Pa3peLIeHHIO.

5.2. B cryyae nposiBieHHst €O CTOPOHE! KieHTa HeoG0CHOBaHHOM arpeccis, HeazieKBaTHOTOo
TIOBeJIeHHs, HAXOX/JEHWS €ro B a/KOroJbHOM/HapKOTMYeCKOM ONbsHeHWH paboTHMK O6ijecTa B
BEXK/IMBOH, HO HacTOH4MBOK hopMe JI0/DKeH MOMPOCHTE ero YAAMTECA. PaGoTHNKa B KpaiiHeM ciydae
MOXeT OBITh IDHUBTEYEH OXDPaHHMK, JMOO BbI3BaHA ['pynma GLICTPOrO pearMpoBaHMS, HAKATHEM
TPEBOXXHOM KHOIKH W/WIY BbI3BaH Haps/| [TOJIHLIHH.

5.3. B wiyuae BO3HMKHOBEeHMs KOHQUIMKTHBIX CHTYal[Mii, KOrja HeJoBO/NLCTBO KimeHTa
BBI3BAHO ONIMOOUHBIMKA WM HENpPaBOMEDHBIMM C TOUKM 3peHHs KimieHTa AeHCTBHAMM paboTHMKa
ObmjecTBa, Heo6XOMMO TTOracHTh arpeccHBHOe HacTpoeHue KimieHTa, IpUMeHss Cie/yIomye IpaBiIa
TIOBeZIeHHUS:

— BBIPa3WTh COYYBCTBHE M ITIOHMMaHHE 10 NIOBOAY C/IOXKMBIIEHCS CHTYal[MH. JTO [IOMOXKET
CKOpee HeHTpalM30BaTh arpecCuio W YCTaHOBHTh KOHTAKT: «Mms OtdectBo KiMeHTa, MPUHOLIY CBOH
W3BHMHEHWS 3a CJIOKMBLIYIOCS CHTYaLuio. f roToB (-a) ceifyac 3aHsAThCS BalllAM BOMPOCOM»;

He I10/1/]aBaThCsl Ha MPOBOKALIWK;

- JIACTaHIJMPOBAaTHCH OT HETaTUBHBIX 3MOLJHIA;

— He noBTOpATE 3a KnuenTom obuzaHex ciioB. Ilepedpa3upoBats CKazaHHOe, HE H3MEHAA
CyTH, B NIO3WTHBHOM Kimoue. UeM 3MoLpOHaIbHee noBejerue KimeHTa, TeM CIIOKOiHee Jo/DKHA OBITH
peaxuusa Paborauka ObmecTsa, He0OX0AMMO OCTaBaThCs MPEAE/EHO BEXK/IUBBIM i KOPPEKTHBIM;

— BeICTymare KiMeHTa ¥ noHATE, B 4éM 3amouaercs npobsiema, MpeyIoXKWTh IUIaH
JercTBUH, MI3/10KUTh CBOM TTPeJIJIOKeHHS YETKO U SICHO;

— IIp¥ HeoOXOAMMOCTH B3sTh 1ay3y, BO3MOXKHO, TIOKMHYTh HEHAZ0/T0 pabodee MECTO TIOf
IpeJ/IOroM, YTO HeoOX0AUMO ITPOBEPUTEL HH(OPMALIMIO 10 Borpocy KimeHTa;

He JIOMyCKaTh TaKTUILHBLIX KOHTAKTOB, HarpuMep, ey KiMeHT MelaeT POX0/Y, BeXX/IMBO ITOMPOCHTE
€ro IIOCTOPOHMTLCSL.

5.4. B ciydyae ocKopOHTe/-HBIX BhICKa3bIBaHMM KimeHTa B cropoHy paborhuka O6ijecTsa,
TIPOsIB/IEHHS] Hea[|eKBaTHOro IoBefeHys KimeHTa, HaXxoX[eHUs ero B aJIKOrOMbHOM/HapKOTHYECKOM
ONbSHEHHH, @ TaKKe B C/ydae IpsAMOro HamazieHuss Ha Paboramka O6mecrtsa HeoOXOAUMO
PYKOBO/CTBOBAaTbCs CJIEAYIOLEH HHCTPYKLIMEH:

— He BCTYIIas B CJIOBECHBIH CTIOP, ITOKUHYTE MECTO KOH(QJ/IMKTa;

He3aMe/l/IMTe/IbHO COOOIIMTE 0 KOH(/IMKTEe CBOEMY HeIoCpe/ICTBeHHOMY PYKOBOAMTEIO /i TIPHHATHS
MM pellleH}s T10 NoraleH’0 KOH(/HMKTa;

— paboTHUKY ec/M KOHQUIMKT He IOTallleH, He3aMeJJIMTe/IEHO O0OpaTUTECA K paboTHUKY
CTy>kObl OXpaHBI JUIl BBI30Ba Hapsjia MOMMITMM, 60 CaMOCTOSTENLHO BBI3BAaTH I'pymmry 6nICTporo
pearupoBaHus, HOKaTHeM TPEBOXKHOM KHOITKH;

— coobumTe paboTHUKY Cy>kOb1 6e30omacHocTi ObjecTsa 00 HHLMZEHTE.
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5.5. B ciryyae Hea/leKBaTHOTO IIOBEJ|eHUs, YIPO3, NPOSBIEHUS arpecCMM WM [IaB/IeHUs CO
cTopoHe! KimeHra npu ucnonmHeHuM paborHukoM O6mecTBa (yHKIMOHANBHBIX 00s3aHHOCTeH Ha
TeppuTopuy Kivenra paboTrHuk Ob1jecTsa J0/DKeH:

— HeMe/IeHHO [TOKMHYTh TeppuTopHio KimieHra;

—TOCTaBUTb B M3BeCTHOCTh O CIyyuBlIeMCs ()akTe CBOEro HerNoCpeICTBEeHHOro
DYKOBOZMTE/IS, @ B C/yYae ero OTCYTCTBMS B IOJpas/ie/leHHe, OTBeTCTBeHHOe 3a 0e30macHOCTb
O6miecTgo.

5.6. B iyyae HacWILCTBEHHOrO yZepxaHusi paboTHuka OOIjecTBa IpH IIPOBeJEHHH
MEpOIIPUATHH I10 OrpaHYeHHIO/OTK/IIOYEHHIO PeXXHUMa 3/1eKTponoTpebeHust HeoOX0AMMO:

— BBINOHUTE TpeboBaHue KimieHTa 1o BOCCTaHOB/IEHHMIO PEXKMMA 37IEKTPOIIOTpeb/ieHus;

—IOCTaBHTL B U3BECTHOCTb O C/Ay4MBIIeMCss axkTe CBOero He[OCPeSCTBEHHOI'O
PYKOBOZMTE/I, @ B C/Ayd4ae ero OTCYTCTBUS B IIOZpas/ie/leHHe, OTBETCTBEHHOe 3a 0e30macHOCTb
O6miecTBa;

— B Cydae KpaiHel HeoOXOAMMOCTM M HalMYAM BO3MOXXHOCTH OOpaTuUThCS B
IIpaBOOXPAaHWUTe/IbHEIe OpraHkl.

5.7. B cryvae Heaf|eKBaTHOI'O MJIM arpeCcCHBHOrO nosefieHust KimieHra 1o renegoHy, THYHBIX
yrpo3 paboTHuk O6ImecTBa Jo/DKeH HAallOMHUTE KJIMEHTY, YTO pasroBOp 3allMCHIBAETCS, TIPEAYIIPEANTE,
YTO OH He 0053aH BBICTYIIMBATE OCKOPO/IeHUST WM YTPO3bl, U TIOBECHTE TPYOKY.

5.8. PaboTHuKM 0OmjecTBa [JO/DKHBI NPHHMMATh MepPhl K HMCK/MIOYEHMIO HX Y4YacTHs B
obcmy>xuBaruy KiMeHTOB, SB/SIOIMMXCS UX POACTBEHHUKAaMH. B cryyae oOHapy»KeHus: Takoro pofCTBa
paborHuk 006si3aH yBefoMUTH 00 3TOM CBOEr0 HEIOCPEJCTBEHHOr0 PYKOBOJHMTE/sS, KOTOPhIA 00s3aH
NPHHSATH BCE MephI /15 HCK/TFOYEeHUs] BO3MOXXHOCTH BO3HUKHOBEHMs y pab0THIKA KOH(/IMKTa HHTEpeCcos,
KOTOpBI€ MOTI'YT BK/IFOYATh [1epejauy QYHKIMK 110 00CTy)XKMBAHMIO paO0THHUKOM TaKoro KJIMeHTa ApyTroMYy
pabOoTHHKY.
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