basa HopmatuBHOI nokyMeHTarun: www.complexdoc.ru

OEJIEPAJIBHOE ATEHTCTBO
10 TEXHUYECKOMY PEI'YVJIMPOBAHUMIO 1 METPOJIOI'MU

HAILIMOHAJIbHBIMI TOCT P
CTAHJIAPT B}
POCCHICKOU 03308
OEJIEPAITN 2009

OBCJIVKUBAHUE [TOTPEBUTEJIEN
SJIEKTPUYECKOU U TEIIJIOBOU DYHEPT'UU

Mocksa

@ Crannaptuapopm

2009

IpeauciioBue

Hemun wu npuHuunel crapgaptuzanuu B Poccuiickorn denepanuu  yCTaHOBIIEHBI
@enepanbHbiM  3akoHOM oT 27 gekalOpst 2002 r. Ne 184-®3 «O TeXHHUECKOM
peryaupoBaHumn», a IMpaBujia MPUMEHEHMs HalMOHAJIBHBIX CTaHAapToB Poccuiickoit
Oenepauun - 'OCT P 1.0-2004 «Cranpaptuszanusi B Poccuiickoit ®Denepanuu.
OCHOBHBIC TTOIOKCHHU

Caenenus o crangapre

1 PABPABOTAH OTKpBITBIM aKIIMOHEPHBIM 001IeCTBOM «Bcepoccuiickuii HayuHO-
uccienoBaTenbCKuil HHCTUTYT ceptudukaumy (OAO « BHUNCy)

2 BHECEH VYnpaBieHreM TEXHUUECKOTO PEryJIMpOBaHUs U CTaHAapTU3aLUN
@denepanbHOro areHTCTBa 10 TEXHUYECKOMY PETYJIIMPOBAHUIO U METPOJIOTUH

3 YTBEPXJIEH U BBEJIEH B JEMCTBUE IIpuxa3om ®esepaabHOro areHTCTBa Mo
TEXHUUYECKOMY PETYJIMPOBAHUIO U MeTposoruu ot 23 uross 2009 r. Ne 258-ct

4 BBE/JIEH BIIEPBBIE
MPOMBILLNEHHARA W SHONOMMYecKan BasonacHocTs, PasmeleHne pexnamb
oXpaHa TPyAa, ayauT W capTHduKaLug, 4 B pokymenTax: ]

COMAacosaHiA W paspelweHkd — uslugl.complexdoc.ru reklama.complexdoc.ru



www.princexml.com
Prince - Personal Edition
This document was created with Prince, a great way of getting web content onto paper.

http://www.complexdoc.ru/ntd/479991
http://www.complexdoc.ru/ntd/545453

basa HopmatuBHOI nokyMeHTarun: www.complexdoc.ru

WNudopmanus 06 U3MEHEHUSIX K HACTOSILEMY CTaHIapTy MyOIUKyeTCs B €XKEroaHO
u3aBaeMoM HH(pOPMAIIMOHHOM yKa3arene «HanuoHnanbHble CTaHIapThD», a TEKCT
M3MEHEHUH U MOMPABOK - B €KEMECSIUHO U3/JaBAEMbIX MH(POPMALIMOHHBIX YKa3aTeJIX
«HammonanbHele cTaHaapTh». B ciydae mepecMoTpa (3aMeHbI) UM OTMEHbI HACTOSIIIETO
CTaHJapTa COOTBETCTBYIOIIEE YBEAOMIIEHUE OyIET OMyOJUKOBAHO B €KEMECIIHO
u3aBaeMoOM HH(pOpPMAIIMOHHOM yKa3artene «HalmoHanbHble CTaHaapThD».
CooTtBeTcTBYIOIIAst HHPOPMALUS, YBEAOMIIEHHE U TEKCThI pa3MEILAIOTCs TAKXKE B
MH(POPMALIMOHHOM CUCTeMe O0ILEro MoJIb30BaHus - Ha OQHUIIMATBHOM CaiTe
@denepanbHOro areHTCTBA 110 TEXHUYECKOMY PEryJIMPOBAHUIO U METPOJIOTUH B CETH
WNHurepHer
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7 IopsinoK paccMOTPEHUs IPETEH3UI NOTpeOUTENEH

& MOHUTOPHUHT VIOBJIETBOPEHHOCTH IIOTPEOUTEIEHR

IIpunoxenune A (cupaBoynoe) Cucrema aBTouHGOPMUPOBAHUS

HAILIMOHAJBHBIN CTAHIAPT POCCUUCKON ®EJEPALIUU

OBCJIVKUBAHUE [TOTPEBUTEJIEN DJIEKTPUUECKOM U TEIUIOBOM
YHEPI'UU

Consumer service of the electric and heat energy

Jlata BBenenusn - 2010-07-01

1 O6JsacTh NpUMEHEHU S

Hacrosmuii  cranmapt ycraHaBiIMBaeT TpeOOBaHUS K  B3aUMOJACUCTBUIO C
NOTPEOUTENAMH MIPH OKa3aHUH YCIYT B chepe IEeKTPO- U TeTIIOCHAOKEHHUS.

Hacrosimuii  cranmapT mpenHa3HAaueH Uil NPUMEHEHHUS DSHEProcOBITOBEIMH U
CEeTeBBIMU  OpTaHM3aIMsIMH, a  TakkKe  OpraHu3alusM{,  3aHUMAIOUIIUMUCS
TEIIOCHAOKEHUEM TIOTPEOUTENEH.

Hacrosimuii crangapT pacnpoCTpaHseTCss Ha B3aUMOOTHOIICHUS C TMOTPEOUTESAMU -
(GU3MYECKUMU JTUIAMU; FOPUIUYECKUMH JIMIIAMH, B TOM YHCIIE WCIIOJHUTEISIMHI
KOMMYHAIIBHBIX YCIYT W3 YHCIa TOBAPUIIECTB COOCTBEHHHKOB JKWIIbS, KHJIUIIHO-
CTPOUTEIBHBIX, SKUJUIIHBIX WM UWHBIX CHEIUAJIU3UPOBAHHBIX MOTPEOUTENHCKUX
KOONEpPaTUBOB  JIMOO  YHPaBJISIOIIMX  OpPraHu3aluid; NpeAnNpUHUMATENIMH  0e3
oOpa3zoBaHusl opuIUIecKoro nuia. Hacrosimuii cTaHaapT He YCTaHABIMBAET TPEOOBAHUS
K B3aUMO/ICHCTBUIO OPTaHHU3AINI U TOTPEOUTENCH Ha OITOBOM PHIHKE 3JIEKTPOIHEPTHH.

[To nHUIIMATHBE OpraHU3AIN U UX 00bETMHEHUH (acCOIMAIINIA) HACTOSIINHI CTaHIapT
MOXKET OBITh HCIIOJIb30BaH KaK OCHOBA JUISl TPHHSITHS KOJEKCOB JIETOBOM OJTHKH,
COTJIAIIIEHU M JPYTHX JOKYMEHTOB [0 CAaMOPETYJIMPOBAHHUIO B OOJIACTH DJIEKTPO- U
TETUIOPHEPTETUKHU.

MpoMBILLNEHHAR W 3KONOMMYEckan Be3onacHICTs, pﬂﬂMELLIEHI‘IE peKname
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2 HopMmaTuBHbIE CCHLIKH

B Hacrosmem CTaHAApTC HCIOJIb30BAHBI HOPMATUBHBIC CCBUJIKM Ha CJICAYIOMINC
CTaHAapThI:

TOCT P CO 9000-2008 Cucremsl MeHemKMeHTa KauecTBa. OCHOBHBIE ITOJI0KEHUS
U CJIOBaph

I'OCT 30335-95/T'OCT P 50646-94 Vcnyru HaceneHnuto. TepMUHBI U ONIpEeCHUS

II PUMCUYAHUC - HpI/I MMOJIb30BaHWH HACTOAIIHUM CTaHAApPTOM I.ICJ'ICCOO6pa3HO
IMPOBCPUTH JIEHCTBHE CCHUIOYHBIX CTaHAapTOB B PIH(I)OpMB.I.IPIOHHOfI CHCTEMC O6U.ICTO
IIOJIb30BAHU - HA O(I)I/II_II/IaJ'ILHOM caiite d)ez[epanLHoro Ar¢HTCTBA IO TCXHUYCCKOMY
PEryjimpoBaHuo U METPOJIOTUU B CCTU I/IHTepHeT HJIN TI0 CIKETOAHO U31aBaCMOMy
I/IH(I)OpMaI_II/IOHHOMy YKa3aTero «HannonanbHbIe CTaHAApThD», KOTOpLIfI OHY6J'II/IKOB8.H
IO COCTOSIHMIO Ha 1 SAHBapd TCKYUICTO roJid, U 10 COOTBCTCTBYIOIIUM CKCMECAIHO
n3aaBacMbIM I/IH(I)OpMaI_II/IOHHBIM yKa3aTeysMm, OHy6HI/IKOBaHHHM B TCKYIIICM TOAY. Eciu
CCBUIOYHBIN CTaHAApT 3aMCHCH (I/ISMCHCH), TO IIPU NMOJIb30BAHWU HACTOAIIIUM CTAHAAPTOM
CJICAYCT PYKOBOACTBOBATHCA 3aMCHSAIOIIUM (I/ISMCHCHHBIM) CTaHAapTOM. Ecnmu
CCBUIOYHBIN CTaHOapT OTMCHCH 0e3 3aMCHBI, TO ITOJIOKCHUC, B KOTOPOM JlaHa CCBhIJIKA Ha
HEro, NPUMCHACTCA B 4aCTHU, HC SanaFI/IBaIOH_Ieﬁ 9TY CCBUIKY.

3 TepMUHBI, onIpeIeJeHUA U COKPAILICHUS

3.1 B nacrosmem crangapte npuMeHeHbsl Tepmunbl o [OCT P MCO 9000 u [OCT
30335, a TakKe CIeayIOe TEPMUHBI C COOTBETCTBYIOIIUMHU ONPECTCHUSIMU:

3.1.1 aBroundopmarop: TexHuuecKkas CHUCTEMa AaBTOMATUYECKOTO OMOBEHIECHUS
OOJIBITIOrO YKciia A0OHEHTOB B LIEJISAX JOBEICHUS 10 HUX TUIIOBOK WH(MOPMAITUH.

3.1.2 agmunucrpaTop: COTpyAHHK, OTBETCTBEHHBIH 3a TpHEM MOTpeOuTenei u
KOHTPOJIb X0/1a BBITTOJTHEHUS padOT B IIEHTPAX OYHOT'O OOCITYKUBAaHUS ITOTPEOUTEIEH.

3.1.3 nperen3us [:xano6a]: HanpasienHoe nmotpedbureneM B aapec OpraHu3alliy Win
JOJHKHOCTHOTO JIMIAa OpPTaHW3alluy MUChMEHHOE WJIM YCTHOE 3asiBJICHHE O HapyllIeHUU
MpaB WIM OXPaHSEMBbIX 3aKOHOM HHTEPECOB IMOTPeOUTENs, O MPEIOCTaBICHUU YCIyTd
HEHa/JIeXKalllero KayecTBa U COOTBETCTBYIOIIEM YMEHBIIIEHUU €€ CTOMMOCTH H T.II.

3.1.4 3a0uHoe obcay:kuBanue: OOcmyXxuBaHue MoTpeduTenet 6e3 TMIYHOr0 KOHTAKTa
C COTPYTHHKAMH OPTaHU3aIlMH, B TOM YHCIIE TIO TeleOHy, ouTe Win yepe3 MHTepHeT.

MpoMBILLNEHHAR W 3KONOMMYEckan Be3onacHICTs, pasMELuEH“E peKname
oXpaHa Tpyaa, ayauT H cepTudUkaLan, 4 e gokymenTax: 4
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru reklama.complexdoc.ru


http://www.complexdoc.ru/ntd/535370
http://www.complexdoc.ru/ntd/559104
http://www.complexdoc.ru/ntd/535370
http://www.complexdoc.ru/ntd/559104
http://www.complexdoc.ru/ntd/559104

basa HopmatuBHOI nokyMeHTarun: www.complexdoc.ru

3.1.5 uHTepakTHBHOe O0CIyKHBaHUe: 320YHOE OOCITyXHMBaHHE MOTpeOuTEneil c
UCI0JIb30BaHuEM ceTH VIHTepHeT.

3.1.6 Unrepuer-npuemuasi: VlHTepakTHBHAs MpUEeMHas Jid oTpeduTeneil Ha BeO-
caire.

II PUMCUYAHUC - I/IHTepHCT-HpI/IeMHaﬂ MOJKET OBITh cOo31aHa B (bopMe I/IHTepHeT-
nopraja, T.€. COBOKYITHOCTHU BCG-CTpaHI/II_I C IOBTOPSAIOIINUMCA I[HS&IZHOM, O6’LC,Z[I/IHCHHBIX
IO CMBICITY, HABUT'AITUOHHO 1 (I)I/I3I/I‘-ICCKI/I Haxoaamuxcsa Ha OJHOM Beﬁ-cepBepe.

3.1.7 xonTaKT-HeHTP: COBOKYIHOCTb 00OPYAOBAaHUS, IPOIPAMMHOIO O0ECHEUEHHS,
pabOTHUKOB, MPOIIECCOB AJIsi o0ecneueHns 00CTyKuBaHUs OTpeduTeseit mo renedony.

3.1.8 oOpamenmne: HampaBineHHoe moOTpeOUTENEM B aapec OpraHU3alUM MU
JOJKHOCTHOTO JIMLA OpraHU3alMy MUCbMEHHOE M YCTHOE 3asiBIICHUE.

[Ipumeuanue - ObparieHue MOXXeT ObITh 3aIIPOCOM O IMPEAOCTaBICHUH HHPOpMALIUU
U T.IL

3.1.9 ounoe obcayxuBanue: OOcayKUBaHUE MOTPEOUTENEH MOCPEICTBOM JIMUHOTO
KOHTAKTa C COTPYIHUKAMH OpraHU3alL1H.

3.1.10 morpeduTesn: dusmyeckoe WIM IOPUIUYECKOE JHUIO, OCYIIECTBIISIOLIEE
MOJIb30BaHUE DIEKTPUYEeCKOW u (WIM) TEMmJIOBOM JHepruei (MOIIHOCTBIO) TIpHU
3aKJIIOUEHWH C OpraHu3aluedl JOoroBopa dSHEProcHaOKEeHHs W/WIM  JI0TOBOpa
TEIIOCHAOXKEHUS.

[MIpumeuanue - [Torpedurenu MOryT OBITH OPa3/CIEHBI HA TPH TPYIIIIBL:

1-s rpynna - rpakaaHe-noTpeOUTeNH U IPUPaBHEHHBIE K HUM B COOTBETCTBHUH C
HOPMAaTHBHBIMU IIPAaBOBBIMHU aKTaMHU B 00JIACTH TOCYJAPCTBEHHOTO PETYJINPOBAHUS
TapudoB rpyninsl (KaTeropun) noTpeduTeei, MpruoOpeTaoNe IMEKTPHUECKYIO WIH
TEIUIOBYIO SHEPTHIO AJIS JIMUHBIX, CEMEUHBIX, JOMAIIHUX U UHBIX HYK] 10 OCBEILEHUIO,
OTOIJICHUIO U TOPSYEMY BOJOCHAOXKEHHUIO, HE CBA3aHHBIX C OCYILECTBICHUEM
IIPEAITPUHUMATEIBCKOMN NEATEIBHOCTH.

2-s TpyInmna - OpraHu3alldy - UCIIOJHUTENN KOMMYHAJIBHBIX YCIyT, MPHOOpETAIOINe AIEKTPHUECKYTO

WJIK TCIUIOBYIO DOHECPIUio JJId NPEAOCTABICHUS KOMMYHAJIbHBIX YCJIYT.

3-s1 rpymnma - opuIMYecKre JIMNA U TIPeIIPUHAMATEINHN, TPUOOPETAIOIINE MIEKTPHUECKYIO HIIH TEIUIOBYIO

OHEPIryuro Jid COOCTBEHHBIX HYXA.

3.1.11 menTp ou4HOro OOCHy:kMBaHMsA (mMoTpeduTesieii): LlenTp, npenqHa3HauYEeHHBIN
Ui TpueMa oOpaimieHud moTpeduTeneld 1O BOMpPOCaM — HHEProNOTPeOICHHUS,
TEXHOJIOTMYECKOTO NPHUCOECIUHEHHUs, Mepeaud U paclpeiesieHus >JIEKTPOIHEPruu,

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs, Pasmewerue peknami
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna, { B AOKYMEHTaX: 5
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OCYHICCTBJICHHA KOMMYHAJIBbHBIX nnaTexceﬁ, CO3aaHuA KOM(I)OpTHOfI, opr OHOMUYHOM
CpCabl B3aHMOHCﬁCTBHH, TIOBBIIICHUA 3(1)(1)CKTI/IBHOCTI/I O6CJ'Iy)KI/IBaHI/I$I.

3.1.12  mail-po6or: [IporpaMmma  00pa®OTKM  BXOJSIICH  AJIEKTPOHHOMN
KOPPECIOHICHIINH.

3.1.13 short message service; SMS: TekcroBble COOOIIEHUS, HCIOIb3yeMbIE B
OCHOBHOM [UIi KOMMYHHMKallUM M oOOMeHa HH(OpMalue, pacnpocTpaHsonecs
MOCPEJICTBOM MOOMIIbHOMU TenedoHuu u yepe3 MHTepHer.

3.2 B HacTos111eM CTaHAapTe MPUMEHEHBI CIEAYIOIINE COKPAILICHHS:

3.2.1 TCX - ToBapHuIilieCTBO COOCTBEHHUKOB KHIIbS;

3.2.2 KCK - XUINIIHO-CTPOUTENBHBIM KOOIIEPAaTUB;

3.2.3 KIIK - kapmaHHBIIi IEPCOHAJIBHBIN KOMIIBIOTED.

4 Ilesn u 3axa4u

enssMu  HacTOSIIETO CTaHAApTa SBJISIFOTCS YCTAHOBICHHE HOPM W IMPABHII
B3aUMOJICHCTBHS C TIOTPEOHTENSIMU, €AMHBIX TPEOOBaHWI K KAuyecTBY OOCITYXHBaHUS,
onTUMH3AMA ¥ (OopMaTU3aMsl TPOIEIYyp B3aMMOJICHCTBHS IOPHINYECKOTO JIMIA,
CHAOXKAIOIIETO TMOTPEOUTEN DJICKTPUUECKOW W/WIM TEIJIOBOM JHEPTrHel, a TakKke
OKa3BIBAIOIIETO YCIYTH 10 Mepeaaye SHEPTUH U TEXHOJIOTUIECKOMY MPUCOCTUHEHUIO K
CETSM, U IOTPEOUTES.

Crangapt ycraHaBiIMBaeT TpeOOBaHUS K IpoLeccam:

- B3aMMOJICICTBHS ¢ OTPEOUTEISIMU YCIIyT SHEPro- U TEIIOCHAOKEHHsI 10 Mepeiaye
ANEKTPUYECKOM SHEpPTuH, 1o TEXHOJIOTHYECKOMY MPHUCOETUHEHHUIO K
pacnpeeuTeIbHBIM CETSIM MPH 3aKII0YEHUH U BEICHUH JIOTOBOPOB;

- pearupoBaHMs Ha MPETCH3UU U OOpalIeHHs, 00ecTiedeHUsT «KOOPATHON CBSI3N»;

- OIEHKH CTENEeHH YAOBJICTBOPEHHOCTH  KAdeCTBOM  YyCIyr  JJEKTPO- |
TETTOCHAOKEHHSI K KAYECTBOM OOCITY)KUBAHHUS.

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs, Pasmewerue peknami
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna, { B AOKYMEHTaX: 6
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S TpeOoBaHus K nmpoueccam
B3aMMO/ACHCTBMA C MOTPEOUTEIAMM

5.1 TpeGoBaHus moTpeOuTeneil K nepegaye NEKTPOIHEPTUH, K 000pyIOBAaHUIO TOUKH
MOCTaBKU NpUOOpaMHU yyeTa, K MOCTaBKe JEKTPUUYECKON M TEIUIOBOW SHEPTUU JIOJIKHBI
OBITh OTPa)KEHBI B IOTOBOPAX.

5.2 Tlopsmok TOATOTOBKM M TOAMUCAHMUSA JOTOBOPOB €  HOTPEOUTEIIMU
AJIEKTPUYECKOW M TEIUIOBOW SHEPrHMM JOJKEH OBITh YCTAHOBJIEH B OpPraHU3aLUuU
OTAENbHON MHCTPYKLUEH, BKIIOYaomei B ceost:

- IepeYeHb BUOB 3aKJII0YaEMBbIX IOTOBOPOB (ITOCTABKH, YCIYTH U JIp.);

- mpuMepHbIe (popMbl (00pa3Libl JOrOBOPOB);

- YKa3aHMs JIMIL. OTBETCTBEHHBIX 3a IOATOTOBKY JOIOBOPOB, OTBETCTBEHHBIX 3a
COIVIACOBAHUE JOTOBOPOB M IOCJIENOBATEIBHOCTh COIVIACOBAHMS, IOJIUCBIBAIOIINX
JIOTOBOPBI;

- IOPSIIOK BHECEHUS] U3MEHEHUH B IOTOBOPBI;

- CPOKH MOATOTOBKH U MOANNUCAHUS JOIOBOPOB;

- IOPSIIOK XPAHEHUS I0TOBOPOB;

- IOPSIIOK KOHTPOJISL BBITIOJHEHUSI IOTOBOPOB.

53 HpI/I MMOATOTOBKEC AOTOBOpA OpraHu3anus JOJKHA OIPCACIIUTD:

- Tpe6OBaHI/I}I, YCTaHOBJICHHBIC HOTpe6I/IT€J'I}IMI/I, BKJIrO4as Tpe6OBaHI/IH K ITIOCTAaBKE
BHGKTquCCKOﬁ U TETI0BOM OHEPIUU U ACATCIBHOCTH ITOCJIC ITIOCTABKHU,

- Tpe6OBaHI/I}I, HC OIPCACIICHHBIC HOTpe6I/ITeJ'IeM, HO HCO6XO,[[I/IMBIC AJIs1 KOHKPETHOT'O
" OpeAnojaracMoro uCroJIib30BaHus;

- 3aKOHOAATCJIIbHBIC U APYTUC 00s13aTeNbHBIC TpeGOBaHI/I}I, OTHOCAIIHECA K IMOCTABKE
SHGKTpI/I‘-ICCKOI‘/’I U TETI0BOM OHCPTHHU;

- IIO0bBIE JOIIOJITHUTCIIbHBIC Tpe6OBaHI/I51, B TOM YHUCJIC NMPECAYCMOTPCHHBIC HACTOAIIUM
CTaHAapTOM.

5.4 OpFaHI/ISaHI/I}I AOJIDKHa aHaJIu3upoBaTb Tpe6OBaHI/IH, OTHOCAIIHECA K IIOCTAaBKC
SHGKTpI/I‘-ICCKOI‘;I U TEIUIOBOM SHCPIHUHU. OTOT aHANHU3 JOJIKCH OBITh MMPOBCACH N0 NMPUHATHA
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OpraHm3anell 00s3aTeNbCTBA MOCTABIATH DICKTPHUUECKYI0 M TEIUIOBYIO JHEPTHIO
OTPEOUTEITIO.

5.5 Opranuzanus J0JDKHA ONpPEAEHATb M NPUHUMATh ASPQPEKTHUBHBIE MEphI 10
MOJIEP>KaHUIO CBSI3U C MOTPEOUTENIMH, KacaloIuecs:

- nH(popManuu 00 OKa3bIBAEMbIX yCIyrax;

- 3aKJIF0YEHHUS U BEJICHHS IOTOBOPOB, B TOM YHCJIE IMONPABOK K HUM;

- pearupoBaHus Ha MIPETEH3UU U 00paleHus, o0ecTiedeHns: «0OpaTHOM CBA3M».

5.6 [Jlna omnpeneneHuss HEOOXOOUMBIX  CPEACTB  YIpPABICHHS  HPOLECCOM
B3aUMOJICHCTBUA €  MOTPEOUTENsIMH  OpraHu3anus  JOJDKHa  pa3paboraTh
COOTBETCTBYIOIINE JOKYMEHTUPOBAHHBIE IPOLIEAYPHI, B TOM UUCIIE TOKYyMEHTHPOBAHHbIE
IpoIelypbl OKa3aHUs YCIIyT, pearupoBaHus Ha MPETEH3UH U 0OpalleHusl, JOJKHOCTHbIE

U paboure UHCTPYKLUHU COTPYIHUKOB, 00CITY KUBAIOLINX MOTPEOUTENEH.

5.7 HOCJ’ICI[OB&TCJ'ILHOCTB, COACPIKAaHUC ITAIIOB B3aMMOJCHCTBUS C HOTpe6I/ITeJ'I$IMI/I
YCIYT JJICKTPO- U TEILUIOCHAOKEHHS U Tpe6OBaHI/IH K HUM IIPUBCACHBI B Ta6J'II/II_Ie 1.

Tab6mumna 1

Coneprkanue 3Tamna TpeOoBaHus K 3TaIry

[Tpuem 3asBiIeHUS HA 3aKIIOYEHUE TOTOBOPA SHEPTO- U TEIIIOCHAOKEHHUS

B teuenue pabouero BpemeHn

OO6pamenre  moTpeduTeNnss B IEHTP  OYHOTO
00CITy)KUBAHUS (0o60ocobeHHOE MOJIpa3ieIICHUE,
aOOHEHTCKHUII IMyHKT M T.I.), Ha BeO-caiiTe opraHu3anuu
(uHTEpaKTUBHOE OOCIY)KMBaHHE), MO 10YTe, TelehoHy
(3aouHOE 00CITy)KMBaHHE) (TpeboBanus K
06Cﬂy7KI/IBaHI/I}O Ha3BaHHbIX BHUJOB IIPUBCIACHBI B
paszmene 6) B LENSIX 3aKJIIOYEHUS JOrOBOpa 3HEPro- U
TEIJIOCHA0KEHNUS c Mpe0oCTaBICHHEM BCEX

HeO6XOI[I/IMI>IX JOKYMCHTOB

YBenomieHue  TOTpeOWUTENs O  BO3MOXHOCTH B Teuenume Tpex paHeH, HE cuWTasg JHA
3aKJIIOUEHHsS] JIOTOBOpPAa OJHEPro- M TEIUIOCHAOXKEHUs | IToJTyYeHuUs oOparieHus
1100 O HEeIOCTAIOIMUX JTOKYMEHTaX, HeOOXOAUMBIX IS

3aKJIIOYCHUA TaKOI'o J0roBopa

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs, Pasmewerue peknami
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna, ‘ B QOKYMEHTaN: S
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru reklama. complexdoe.ru
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IIpemocraBienne  MOTPEOUTENIO  MMOAMUCAHHOTO
JIOTOBOpPa JHEPrOCHAOKCHUS C MPUIOKCHUSIMH K HEMY
0o yBemomiicHHS 00 OOOCHOBaHHOM OTKa3e OT

3aKJIFOYCHU JOTrOBOpa € MPUBEACHUEM ITPUYNH OTKa3a

B teuenme 15 pgHell, He cuuTas OHA

MOJTyYCHHST OOpAICHUs, MPHU TPEAOCTABICHUU
BCEX HEOOXOUMBIX

JAOKYMCHTOB JJIA

3aKJIFOYCHUA 1OTr0OBOpa

IIpemocraBienue  MOTPEOUTENIO  MOAMUCAHHOTO
JIOTOBOPA TEIUIOCHAOKCHHUS C MPHUIOKCHUIMU K HEMY (C
BbIJIaYell TEXHUYCCKUX YCIIOBHH IMOIKIIOYCHUS) JTHOO
yBeJOMJICHHsI 00 00OCHOBaHHOM OTKa3e OT 3aKJIIOYEHHS

JA0TOoBOpa C NPpUBCACHUCM IPUYNH OTKa3a

B rteuenme 15 pgHel, He cuuTas JHA

MOJIyuCHUs 06paIIIeHI/IH, npu 1npeaoCTaBJICHUU

BCCX HeO6XOI[I/IMI>IX JOKYMCHTOB JJIA

3aKIIFOYCHUA JA0T0BOpa n OTCYTCTBUU

TCXHOJIOTHYCCKUX Ol"paHPI‘IeHHﬁ.

B rteuenme 30 pgHel, He cuuTas JHA

MOJIyuCHUs 06paIIIeHI/IH, npu 1npeaoCTaBJICHUU

BCCX HeO6XOI[I/IMI>IX JOKYMCHTOB JJIA

3aKJIIOUCHUA JA0TroBopa u BBISABJICHUU

TCXHOJIOTHYCCKUX Ol"paHI/I‘IeHI/Iﬁ

(OKCK) - Ha cpok He MeHee TpeX JIeT

JloroBop sHepro- M TEMJIOCHAOKEHUSI C OpraHM3anyel - MCIOJIHUTEIEM KOMMYHAIBHBIX YCIyT (2-5
rpyIina) 3aKIovaeTcs Ha CPOK HE MEHBIIMH U He OOJNBIINIA, YeM CPOK JIEHCTBHS JOrOBOpa YHpaBIICHHS

MHOT'OKBApTUPHBIMH JTOMaMH TaKoOU opranmszainum ¢ CcOOCTBEHHUKAMU HOMeHIeHPIﬁ, a JoroBop ¢ TCX

B3aumopeiicTBue ¢ moTpeduTeneM B paMKax JACHCTBYIOMIETO JIOTOBOPa YHEPTO- U
TEIIOCHAOKEHUS

VYBenomieHue  moTpebuTens O MPOJIOHTALUU

JIEHCTBYIOIIETO JOTOBOpA DHEPro- M TEIIOCHAOKEHHUS,
B IIUCBMEHHOM C

OCYIIECTBIIAEMOC BUJC,

JOIIOJTHUTCIIbHBIM YBEAOMIICHUEM OJJHUM us3

MPEACTAaBJICHHBIX CI1oco0oB IIOCPEACTBOM:

- E-mail,;

- SMS;

- TeneOoHHO# CBS3H;

- (haKCHUMUIIBHOM CBSI3H;

- IOYTOBOM CBS3U

3a gaBa Mecsdla JI0 OKOHYAHHS Cpoka

JIEUCTBUS JOrOBOpa

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna,
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru
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YBenomiieHHe TOTPEOHUTENS O MPEIIOKEHHSIX 10

BHECCHHIO M3MEHEHHI B YCIIOBHS JIOTOBOPA 3HEPro- U

3a gaBa Mecsma 0 OKOHYaHHA CpoOKa

JIEHCTBUS JOTOBOPA - ISl SHEPTOCHAOKEHUS.

HCBO3MOXHOCTH HW3MCHCHUA yCHOBI/Iﬁ A0Orosopa
YBEAOMJIEHUE C 000CHOBaHMEM OTKa3a OT BHECEHUS

W3MEHEHHH B IOTOBOP C MPUBEACHUEM NIPUIHMH OTKa3a

TEIIOCHAOKEHUS o WHULINATHBE CcOBITOBOM

opranu3alii  C  YKa3aHMEM  IPAYAH  BHECCHMSI 3a omMH MecAll JO OKOHYaHUS CpOKa

HM3MCHEHUS JIEHCTBUS AOTOBOPA - ISl TETUTOCHA0KESHHSI
YBemomieHue  TOTpeOWTENs O  BO3MOXHOCTH B Teuenme cemMm nHEW, He cuuTas IHA

HM3MEHEHHS YCIIOBHHA JIOTOBOpA SHepro- U | TOTTyYeHHS MMHUCHbMEHHOTO oOpamieHus

TEIUIOCHAOKEHHSI 110 WHHUIIMATHBE MOTPEOUTENsI, a IpH |HOTpeOuTenst ¢ OOOCHOBaHHEM HM3MEHEHUS

YCIIOBUI AOrOBOpa

IIpenocraBneHre  MOTPEOUTENIO  MOAMHUCAHHOTO
moroBopa (MO0 TOTONHUTENBHOTO COTJAIICHUS K
JIOTOBOPY) € HM3MEHEHHBIMH YCJOBHSIMH JIOTOBOpA IO

WHHUIIMATHUBE HOTpC6HT6H§I

B Teuenme 15 gHel, He cumTasg OHA

MMUCBMEHHOTO  OOpamieHusi MoTpeOuTens ¢

000CHOBaHNEM N3MEHEHHS YCIOBHH I0OTOBOpa

OmnepaTHBHOE pearnpoBaHME B IEISX YCTPaHEHHS

MPUYUH, TOBJIEKIINX TIepepelB  OecnepeboitHoro

CHaOXKEHUS SIEKTPOIHEPTHEH TOTPpeOHTENst 3-1 TPYIIIBI

Omnpenensiercsi yCIOBUSIMU  JIOTOBOpA, a
TaKke (emepadbHBIMH 3aKOHAMH M HHBIMHU
aKTaMu

HOpMaTUBHBIMHA IIPpaBOBBIMHA

Poccuiickoit ®enepanuu

OHepaTI/IBHOC pearnpoBaHue B MLCJIAX YCTPAHCHHUS

MPUYMH, TIOBJCKIINX  HepephlB  OecrepeOoiHOro

cHaOXEHUs dJIEeKTpodHepruedl morpedutens 1-if m 2-i

rpyImn

Omnpejensiercsi  yCIOBUSIMH ~ JTIOTOBOpa, 4
Takke (QeaepaTbHbIMU 3aKOHAMH M WHBIMHU
HOPMATHBHBIMU MPaBOBBIMHU aKTaMu
Ilo

MMHCHhMEHHOM

Poccuiickoit denepanuu. Mepe

MOCTYIUICHUA YCTHOfI 501048

3aperuCTPUPOBAHHON nHpopMannun oT

HCAHOHHWMHOI'O HCTOYHHKA:

- B TedyeHHE 2 U nOpyu HaAJIW4YUU JABYX
HC3aBUCHUMBIX B3aNMOPE3CPBUPYIOIINX

HCTOYHHUKOB ITUTAHUA,

- B TeyeHHe 24 4 NpU HATUYUHA OJHOTO

HCTOYHHUKA ITUTAaHUA

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna,
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru
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OnepaTuBHOE pearvpoBaHHE B IIENSAX YCTPaHEHHUS

NPUYWH, TOBIEKIIMX  TMepepeiB  Oecrepe0oiHoTo

CHAOXXEHUS TETUIOBOW dHEPryel moTpeOnTeNst

Ilo

MMHCHhMEHHOM

Mepe IOCTYIUICHHS YCTHOM WM

3aperucTpUpPOBaHHOMN

I/IH(I)OpMaLII/II/I OT HCAHOHHMMHOI'O HCTOYHHKA

OrmnepaTuBHOE pearupoBaHue c BBIE3/I0M

ONIEPaTHBHOTO  IEPCOHANA K IOTPEOUTENI0  MpH

CTHUXUIHBIX OCIACTBUAX W UYPE3BBIYAWHBIX CHUTYAIHSIX,
BO3HHKIIINX Ha TpaHUIe SKCIUTyaTallMOHHON
OTBETCTBEHHOCTH 3JIEKTPO- U TEIUIOBOM CeTell B LENAX

JOKAJIN3aIMY U YCTPAaHEHHS aBapHu

OmpenensieTcst yCIOBUSIMH  JIOTOBOpA, 4
TaKke (emepadbHBIMH 3aKOHAMH M HHBIMHU
aKTaMu

HOpMaTUBHBIMHA IIpaBOBBIMHA

Poccuiickoit ®enepanuu

VYBenomienue moTpeduTens HWHG)OPMAITMOHHBIMH
COOOIIEHNUSAMH O TIIAHOBBIX OTKJIIOYCHHUSX CHAOXKEHHS
3JIEKTPO- U TEIJIOBOM SHEPIUed OCYLIECTBIISIETCS, KaK
MHHHMYM, OJHMM M3 YKa3aHHBIX METOJOB JHMOO WX

KOMOWHaIeH, BKITI0Yast IICbMEHHOE yBEIOMIICHHE:
- CpelcTBaMU MaccoBOM HH(popMarmy;

OIEPAaTUBHO-IUCIIETYEPCKOI ciry>x00i

TIOCPEACTBOM:

Tene()OHHOM CBS3H;

(hakCHMUITEHOH CBSI3H;

packIieiiku HHQOPMAIIMOHHBIX 00BSIBIICHHIA;

IOYTOBOU CBSI3H

3a oaMH Mecdll MO Hayajla PEMOHTHBIX
pabot. MadopmamonHOe COOOIMIEHHE TOKHO
COZIePIKaTh!

- HANMEHOBAaHUE OpraHU3alHY;

- BUIBI pabOT, KOTOPBIE OyIyT IPOBENICHBI;

- IPHYMHY NPOBEICHHs paboT;

- 1aTy W BpeMsl POBeIeHUs padorT;

- CPOKH TIPOBENICHHS PadOT;

- IOJDKHOCTH, (PaMWIIHIO, UMSI U OTYECTBO

JMIA, OTBETCTBEHHOTO 33 IPOBEJICHUE padoT;

- HOMep KOHTaKTHOTO TenedoHa

IIpoBeneHne  u3MepeHMH 1O ONPEACICHHIO B rTeueHme 1Byx JAHEH C MOMEHTa
MOKa3aTeNed KadecTBa 3JIEKTPUYECKOW M TEIUIOBOI | TpeOOBaHMS OTPEOUTENS
SHEpruu ¢ 0POPMIICHHEM aAKTa
OcyniecTBlIeHUE KOHTPOJIL C IIOMOIIBI CpEACTB He pexe oqHoro pasa B rox
ydeTa peXXKUMOB 3JIEKTPOIOTPEOIICHHS
MPOMBILLIEHHAR W JHONOMMYeCcKan Ge30NacHOCTS, PasmeweHne pexnamo
oXpaHa TpyHa, ayauT M capTudUkaLas, 4 e gokymenTax: 11

COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru
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ITogroroBka © IpPEemOCTaBIECHHE MOTPEOUTEISIM
IUIATEKHBIX JOKYMEHTOB Ha OIUIaTy HOTPeOIeHHOH

3JIEKTPUYECKON U TEIJIOBOM SHEPruu

He
CJIEYOIIETO

IMO3JJHECC IIATOrO qucia  MeEcHdla,

32 HCTEKIIMM  PAaCYETHBIM
MECSIIeM, €CII HHOE HE OTOBOPEHO YCIIOBHSMU
JIOTOBOPA, (hemeparbHBIMU 3aKOHAMH M MHBIMH
aKTaMu

HOPMaTUBHBIMH IIpaBOBBIMHU

Poccuiickoit ®enepanuu

[IpoBeneHne CBEpKH pacdeToB ¢ OQOpMICHHEM
KOPPEKTUPYIOIIETO cYeTa

OnuH pa3 B TOJ, €CIM UHOE HE OTOBOPEHO

YCIIOBUSIMH JIOTOBOPA, (eneparbHBIMU

3aKOHaMHU n HWHBIMHA HOPMaTHUBHBIMHU

npaBoBeIMU akTamu Poccuiickoii ®denepauun.
MaxkcumMalbHBIH s

CpOK IOATOTOBKHU

JIOKyMEHTOB T10 PE3yJIbTaTaM CBEPKH - TPH JHS

Brigaua TEeXHMUYECKHMX YCIOBUM Ha MOHTaX WIH

JEMOHTaX prudopoB ydeTa Ha  TpaHHUIax

9KCIUTYaTal[IOHHOW OTBETCTBEHHOCTH MO OOpAIIEHHIO

moTpeduTeNs

B Tteuenme 10 pgHell, He cuuTas JHA
pEeTHUCTpAIli THCHMEHHOTO OOpamieHus: OT

moTpeOuTeNs

[IpoBeneHne peMoHTa (3aMeHBI) IPHOOPOB ydeTa Ha

TpaHuIax SKCHHyaTaHHOHHOﬁ OTBETCTBCHHOCTH,

HaXOISIIUXCS Ha OanaHce SHepro- u

TCHJ’IOCHa6)KalOH.[eI7[ OpraHu3alvy IIPpU BBIABICHUHU WX

HEUCIIPAaBHOCTH

B Teuenne matu pabounx AHEH, HE cUHTas
ITHSL peTHCTpanny oOpamieHns: 00 0OHapyKeHUH

HEUCIIPABHOCTHU

Opranuzanus paboTsI ¢ MoTpeduTeneM 3-i TPyNIE B CIIydae HEHUCIIOTHEHHS W HeHAJIeKaIeTo

HCIIOJHEHUS UM 00S3aTeILCTB 110 AOTOBOPY SHEPTO- U TEIUIOCHAOKEHUS

YBenomMiieHue moTpeOuTeNs 0 BO3MOKHOM

YBenOMIIEHHE IOJKHO OBITh BpPYYEHO B

OTPaHWYCHUM CHAOXEHUs DJIEKTPUUYECKOM M TEIUIOBOM [MMCBMEHHOM BHAE TIOA  PACIHCKy  WIH
SHEpPrued MNpH HATWYMK 33JOJDKEHHOCTH B OIUIATE | HANPABICHO 3aKa3HBIM MTUCbMOM (c
SJIEKTPHUYECKON (TEIUIOBOW) SHEPTHH 3a OIMH NEepHO[ |yBEIOMIICHHEM O BPyUEHHH) IIOTPEOUTEIIO
IIaTe’ka, YCTAHOBJIEGHHBIM JOTOBOPOM, B  Ciydae

HEYIUIaThl 33J0JDKEHHOCTH O MCTEUCHHUS] BTOPOTO

MepUoa TIaTexa

MNpoMBILLNEHHAA W 3KONOMMYecKan Ba3onacHocTh, Paamewexne pernamMbsl

oXpaHa Tpyaa, ayauT M cepTHhUKaLus, 4 e gokymenTax: 12

COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru
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3aJ0JDKCHHOCTH IociIe BBCIOCHUA OIr'paHUYCHUSL

CcHa0XEHHUS DIEKTPUIECKOI (TeTI0BOI) Y HEpTrHeH

YBenomienue moTpebutens 00  OrpaHUYEHHH YBemomiieHHE [OJDKHO OBITH BPYYeHO B
CHA0XXEHHUS IEKTPHUECKON (TEIUIOBOI) SHEPTUeH depes |IMCbMEHHOM  BHAE TOJA  PACIUCKy MU
CYTKH HaIpaBICHO 3aKa3HBIM MUCHMOM (c

YBEIOMJIEHHEM O BpPYYEHHH) C JIOCTaBKOH
MOTPEOUTENI0 32 CYTKH [0 OTpPaHWYCHHUS
CHaOXXEeHHUS JJIEKTPHUECKOM (TemmoBoif)
SHepruei

YBemomieHue = moTpedWTENsT O BO3MOXKHOM YBemomiieHHE MOIDKHO OBITH BpYYeHO B
TIPEeKpaIIeHUN CHAOKEHHS SJIEKTPHUYECKON (TEIUIOBOW)|MMCBMEHHOM  BHZIE TIOJA  PACIHCKy  HIIH
SHEepruel 10 HWCTEUCHWH IIATH THEW TpH HeyIUIaTe | HalpaBJIeHO 3aKa3HBIM MMHCHEMOM (c

YBEIIOMJICHHEM O BpYYCHHH) C JIOCTaBKOH
MOTPEOUTENI0 32 TSITh JHEH J0 BO3MOXKHOTO
CHaOXKeHUs

OTKJTFOUCHUA BHeKTpH‘IeCKOﬁ

(TerumoBoi) SHEprUEH

OrpannyeHne, TpeKpamieHne © BO300HOBIICHHE

CHa0XEHHUS DIMEKTPUIECKOI (TETIIOBOI) Y HEpTHEH

B cooTBeTcTBHMUM C YCIOBHAMH IMyOIHMIHOTO
JIOTOBOPA 3HEPro- M TEIIIOCHAOXKEHUS, a TaKkKe

Q)eﬂepaHLHHMI/I 3aKOHaMHU u HWHBIMHU

HOpPMaTUBHBIMHA TIPpaBOBBIMHA aKTaMH

Poccuiickoit ®enepanuun

Opranuszanus paboTs! ¢ moTpeduTeneM 1-i u 2-if rpynmn B ciryyae HEUCIIOIHEHNS WIIM HEHAUIEXKAIIIEro

HCIIOJHCHUS UM 00513aTeIILCTB 10 JAOTOBOPY 3HCPIro- U TEIIOCHA0KCHUS

VYBemomiienne — NOTpeOUTENsS O  BO3MOXKHOM
OTpaHWYCHUU CHAOXKEHHUS DIIEKTPUYECKON (TETUIOBOM)
SHEepPruell MNpH HAIWYUK 33J0JDKCHHOCTH B OIUIATe
JJICKTPUUYECKON (TEIUIOBOM) SHEPTHH, MPEBBIIAIONICH
IIECTh ©KEMECSIYHBIX Pa3MEpOB IUIAThI, YCTAHOBJICHHOM
JIOTOBOPOM,

a TakKKE€ TpU HCUCIIOJHCHHUU HWHBIX

0053aTENIbCTB,  YCTAHOBICHHBIX  3aKOHOJATEIHCTBOM
Poccuiickoit denepaunu, U ycaoBUil 1OrOBOpa 3HEPro-

1 TEIUIOCHAOKEHUS

YBemomiieHHE [OIDKHO OBITH BPYYEHO B
MUCBMEHHOM  BHJE TIOA  pAacHHCKy WA
HaIpaBJICHO 3aKa3HBIM MUCHMOM (c

YBEIOMJICHHIEM O BpPYYCHHH) MOTPEOUTETIO 3a

OIWH MeCAIl [0 MOMEHTa BO3MOXXHOTO
OTpaHUYCHUS u (nm) TIpEeKpaIIeHus
CHa0KEeHHUS IJIEKTPHUYECKOM (TermoBoiA)
SHepruei

00

CHa0XXEHHUS DIEKTPHUECKON (TEIIOBOI) SHEpPruel uepes

YBenoMmieHne  HOTpeOUTENS OTpaHUYCHUH

TpOE CyTOK

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna,
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru
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VYBenoMIIEHHE OJDKHO OBITh BpPYYEHO B
MUCBMEHHOM  BHJI€ TOJl PAclUCKy  HIH
HAaIpaBJIeHO 3aKa3HBIM MTUCHMOM (c

YBEIOMJICHEM O BPYYEHHH) C JOCTAaBKOM.

Pasmewerue peknami
B JOKyMaHTax:
reklama.complexdoc.ru
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MOTPEOUTENI0 32 TPOE CYTOK 10 OTPaHUYCHUS

CHa0XXEeHUS JJIEKTPHUECKOM (TemmoBoif)

SHepruei
Orpannyenue, BO300HOBJICHIE cHaOXeHus B coorBerctBMEM ¢ (emepaTbHBIMU
SIEKTPHUYECKON (TEIUIOBOM) SHeprueit 3aKOHAMHU u HWHBIMHU HOPMAaTUBHBIMU

npaBoBBIMHU akTaMu Poccuiickoit denepaunn

CuuTtpIBaHHE TIOKa3aHUH ¢ IPUOOPOB ydeTa

VYBemomiienne  notpeOuTens — MH(GpOPMALMOHHBIM
COOOIIIeHNEM O TJIAHHPYEMOM CUHUTHIBAaHMH TOKa3aHUI
¢ TpuOOpOB ydeTa Ha TpaHHUIAX IKCIUTyaTallMOHHOM
OTBETCTBEHHOCTH Yepe3 OIEepaTUBHO-AUCIETYEPCKYIO

CITy)0y TIOCPEICTBOM:

- TeneOHHO# CBS3H;

- (haKCHUMUIIBHOM CBSI3H;

- packJICHKH HH()OPMAIIMOHHBIX 00BSIBICHHIMA

3a 10 gael 10 AHS CYMUTHIBAHMS ITOKA3aHHUI.
Hudopmannonuoe cooOuIenne JIOJI’KHO
co/IepKaTh:

- HAUMEHOBAHUE OPTraHU3alLNY;
- BUJIbI pabOT, KOTOpbIE OYyAyT NPOBEACHBI;
- 1aTy U BPEMsI CUUTBIBAHMSI I0KA3aHUM;

- OpI/IeHTI/IpOBO‘IHBIf/'I HWHTCpBAJI CYUTBIBAHUA

MOKa3aHuM;

- JOJIKHOCTH, (baMI/I.HI/IIO, UM U OTYCCTBO

Jiiia, OTBETCTBEHHOI'O 3a IMTPOBCACHUEC pa60T;

- HOMEP KOHTAKTHOTO Tesie)oHa

CuuThiBaHME TIOKa3aHWd C [puOOpOB  yuera
MIPEICTaBUTEIIEM COBITOBOM OpTaHU3aIIH -
KOHTPOJIEPOM

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna,
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru
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OnuH pa3 B ToA, B TCUCHHE PabOUNX THEH C
11:00 mo 22:00, ecnmu WHOE HE OTOBOPEHO

ycIoBmsIMH goroBopa. KoHTposiep nomken:

1 IIpencTaBuTh M MPEIOCTABUTH:

- ymocroBepeHue ((poTO, HAUMECHOBAHHE
OpraHu3aIuH, HMHHUIHAAIEI, (hamuuio,
JIOJDKHOCTb, TIeYaTh);

Pasmewerue peknami
B JOKYMEHTN: 14
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- OeiimK (doro, HAaUMCHOBAHHE
OpraHH3aIiH, HMHHULIUATIBL, (hammnio,
JIOJDKHOCTB ).

2 [IpoBecTn BU3yalbHBIH OCMOTP HIPHUOOPOB

y4eTa ¥ IPOBEPHUTH UX LETOCTHOCTb.
3 Cunrats mokazaHus ¢ Ipudopa ydera.

4 Buaectn wuHGOPMALKWIO B aKT O

CUHMTBHIBAHWY MTOKA3aHUH ¢ mpubopa ydera:

- ITIOJIHOC HauMCHOBAHUEC u anapec

MIOTPEOUTES;

- HOMEp, THII, pa3psSAHOCTh, MECTO

YCTaHOBKH NpHOOpa y4eTa;

- IaTy, BpeMms;

- KOHTPOJIFHBIE TIOKA3aHUS;

- BBISIBIICHHBIC HAPYIICHUS,;

- IpUMEYaHue.

5 Ilpu BBISIBJICHUH HapyLIeHUH
9KCIUTyaTallii MpUOOPOB yd4eTa COCTaBUTH aKT
0  Oe3ydyeTHOM  MOTPEeOJICHHWH  TEIUIOBOU
SHEPTruu. AKT JOKeH OBITh  3aBepeH

MOJIMUCSIMUA KOHTPOJIEPa U MOTPeOUTEIIsL.

6 Buectu wunbpopmanmioo B 00uIy0 0a3y

JJAHHBIX

CunteiBaHHE KOHTPOJEPOM IOKAa3aHWU C Tpudopa
ydera Uil IIOATOTOBKM KOPPEKTHPYIOLIEro cyera, a
TaKkKe TMpoBepka  pabodero  (yHKIHOHUPOBAHUS
npubopa ydeTa, HaIH4Hs INIOMO W OTCYTCTBHS CIIEIOB

MAaHHUITYJIALUANA

OnuH pa3 B TOJ, €CIM UHOE HE OTOBOPEHO

YCIIOBUSIMH I0TOBOpa

IIprem nokaszanuii mpruOOPOB yueTa

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna, {
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru

Pasmewerue peknami

B JOKyMaHTax: 15
reklama.complexdoc.ru
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IIpuem moka3zaHmii MIOOBIMH  YOOOHBIMH IS B paGodee Bpems

MoTpeduTeNs CiocodaMu, B T.4. TIOCPEICTBOM:

- UnTepHera;

- (haKCHUMUITBHOM CBSI3H;

- E-mail

WudopmupoBanne moTpedHUTENs O 33I0PKEHHOCTH MO OIUIATE 3JEKTPUIECKON M TETIIIOBOM SHEPTUH, 00

N3MEHEHHAX Tapu(oOB, a TAKXKe MPEJOCTABICHUE HHOM HH(OPMALIUK B COOTBETCTBHU C YCIOBHAMHI

JOTOBOpPA

WudopmupoBaHue mocpeacTBoM: Kpome npa3qHUYHBIX U BOCKPECHBIX JHEH, B
pabouee Bpems

- E-mail,;

- SMS;

- TeneOoHHO# CBS3H;

- (haKCUMUIIBHOM CBSA3U

WudopmupoBaHue moTpeOUTeNIs 0 BOMPOCaM CHAOMKEHUS AIEKTPUUECKOM U TEIIOBOM dHEpruei

WudopmupoBaHue mocpeacTBoM: B cootBetcTBHM C peXHMOM paboTHI

- TeneOoHHOI CBS3H;

- E-mail

WHuTepHeT-npueMHas Kpyrnocyrouno

Llentp ouHoOro obciyxuBaHusi (00ocoOieHHOE Kpome npa3qHUYHBIX U BOCKPECHBIX THEH, B
noJipasiesicHiue, aDOHEHTCKHUI MyHKT U T.I1.) pabouee Bpemst

5.8 TlocnenoBaTebHOCTD, COIEPKAHNE ATAIOB B3aUMOJCHCTBHS C MOTPEOUTENIMU YCIYT
IO Tepeaye IEKTPUUECKO S3HEPTUU U TpeOOBAHUS K HUM IIPUBEIEHBI B Ta0iuLe 2.

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs, Pasmewerue peknami
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna, { B AOKYMEHTaX: 16
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru reklama. complexdoe.ru
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Tabnuma 2

CogepxaHnue srana

TpeboBanus Kk 3Tammy

[Ipuem oOparieHuit 0 3aKJIFOYCHHUH JIOTOBOPA HA OKa3aHUE YCIIYT I10 Mepenave JCKTPUICCKOM SHeprud U

Ha 000pyZOBaHUE TOYKH IIOCTaBKU MPHOOpaMH ydeTa

[Iprem oOpalmeHnii B IEHTPE OYHOTO OOCIYKMBAHHS

(obocobnenHoe mojpaseneHne, a0OHEHTCKUHN ITyHKT)

B pabouee Bpemst

[Ipuem oOpamieHnii KOHTAKT-IIEHTPOM

B COOTBCTCTBUU C YCTaHOBJICHHBIM

PEKUMOM pa6OTBI

[Tpuem obOpatennit IHTepHET-NIpHEMHOM

Kpyrnocytouno

3aKIIroueHNe JIOT0BOpa Ha OKa3aHHE YCIIYT M0 Mepesiaue 3IeKTPUIeCKOi SHEpTruu

HOTpe6I/lTeHﬂ 0 HEAOCTAOIINX JOKYMEHTax

PaCCMOTpeHI/Ie o6pau1eH1/m CIICHHUAJIUCTOM B Teuenune OJTHOI'O ITHA
Oopranmuzanuun
YBenomieHue CrIeqUaJIMCTOM Opranusanuu B Tteuenue TpEX ZLHGI‘/II, HC cuuTasa JHA

MOJIy4YeHUs O0paIeHus

VYBemomiienue CIIEIHATICTOM OpraHu3aIUH
noTPeOUTEIsI 00 OTCYTCTBHHM TEXHHYECKONH BO3MOYKHOCTH
OKa3aHWs YCIyr 10 Mepeaayde 3JIeKTPOIHEPIUH B paMKax
3asIBJICHHOT'O IOTpEOHMTE]IeM yCIyr o0beMa W O TOM, Ha
KaKHX YCJIOBHSIX U B KaKOM 00beMe MOTYT OBITh OKa3aHa

yCIIyTa U 3aKJIF0U€H JI0TOBOP

B Teuenmne 10 pgHeil, He cuuTas IHSI

MOJy4YeHUs O0paIieHus

IIpenocrasnenue CHETHATHCTOM OpraHU3aIIH
MOTPEOUTETI0 MOTHBHPOBAHHOTO OTKa3a OT 3aKITIOUCHHS
JIOTOBOpa B MHCbMEHHOW (hOpMe C MPHUBEIACHUEM MPUYUH

TAKOro OTkKasa

B Tedyenme maTH gHEM, HEe cudTas OHA

MOJTydeHHUs1 oOpareHus

MpoMBILLNEHHAR W 3KONOMMYEckan Be3onacHICTs, pﬂﬂMELLIEHI‘IE peKname

oXpaHa TPyAa, ayauT W capTHduKaLug, 4 B pokymenTax:
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Hpe,HOCTaBJ'ICHI/Ie CIICUATIUCTOM OpraHu3anuu
HOTp€6I/IT€HIO NOANMMCAHHOI'O IMPOCKTa JOroBopa HIN
IPOTOKOJIa pa3HOFJ’IaCHI7[ (B cjly4dae, €CJlIn HOTpe6I/ITeJ'I€M

MIpeICTaBIIeH POEKT JI0TOBOPa)

B Teuenme 15 nHe#t, He cuuTas OHSA

NOJIy4CHUA 06pameHI/m

O0opyoBaHKE TOYKH ITOCTaBKH IpUOOpaMu ydeTa

HOTpeGI/ITeHIO JOKYMCHTA, COACPKALICTO TCXHUYCCKHUC
yCIoBUA Ha MPOBCIACHUC pa60T 10 O60pyZ[OBaHI/IIO TOYKH

MOCTaBKH NpHOOpaMu yuera

PaccmoTtpenue oOparmieHus CHEIHMATINCTOM B Ttedenme omHoro mHsA, He cuuTas IHS
OpraHu3anuu TOTydeHHs 00panieHUs
IIpenocraBienue CHeIUaIuCTOM OpraHu3anuu B Teuenme 15 nHe#t, He cuuTasg OHSA

NOJTyuYCHUA 06paHIeHI/I$I

HpeI[OCTaBJ'IeHI/Ie CrIeqUaJIMCTOM Oopranusanuu

HOTpe6I/ITCJ'IIO 00OCHOBAaHHOTO OTKa3a B CBS3U C

TEXHUYCCKON HEBO3MOKHOCTBIO YCTaHOBKHU HGOGXO)II/IMI)IX

npudopoB ydera

B Tteuenue TpEX ﬂHeﬁ, HC cUHuTasa JTHA

MOJTy4eHHs1 00OpaleHns

Beimonnenne pabor 1mo  00OpYIOBaHWIO — TOYKH

MOCTaBKU TpubOopaMu yudera (Ui (U3MYECKUX JIHI H

IOPUIUYCCKUX JIUI] CPEAHEr0/Maioro Ou3Heca)

B

MpEeAOCTABJICHUA JOKYMCHTA, COJACPKaAIICTO

Teuenue 10 gHeli ¢ MoOMeEHTa

TCXHUYCCKUEC YCIIOBUA

Brimmonnenne pabor 1o  OOOPYAOBAaHHIO TOUYKU

MOCTaBKM TpuOopamMu yueTa (IS OCTaNbHBIX TPYII

noTpeoHuTesei)

B TeueHue Tpex MecslleB ¢ MOMEHTa
MPEAOCTABICHHUS JOKYMEHTA, COJEpXAIIETo

TEXHUYCCKUE YCIIOBUA

CpeM KOHTPOJBHBIX MTOKa3aHUN TPHOOPOB yueTa

CbeM KOHTPOJIBHBIX IIOKa3aHWil NpHOOPOB yuera
(u3MUECKUX UL MPEJCTABUTEIEM CETeBOM KOMIAHUH -

KOHTPOJIEPOM

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna,
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru

OxuH pa3 B TPU Mecsiia, B pabodune JHH C
11:00 o 22:00.

Kontpomep nomxen:

1 TlpeactaButh ©  NPEIOCTABUTH
JIOKYMEHTBL:
Pasmewerue peknami
4 e pokymenTax: 18

reklama.complexdoc.ru
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- yaocroBepeHue ((PpoTo, HAUMCHOBaHHE
OpraHU3aINH, WHUIIAAEI, hammus,

JIOJDKHOCTH, 11€9AaTh);

- Oeimx (doro, HaUMEHOBaHHE
OpraHU3aLuH, MHULHAAITB, bamunus,
JIOJDKHOCTB ).

2 TIpoBecTr BU3yalIbHBINA OCMOTp IIpHOOpa

ydeTa U IPOBEPUTH €0 LIETOCTHOCTD.

3 CHATb NOKa3aHUsl.

4 Baectn MHOpOpPMAIMIO B aKT O ChEMe
KOHTPOJIbHBIX IIOKa3aHWil mpubopa yuera/

KIIK:

- HMHMITUAIIEL, (hamuuio, anpec

oTpeouTeNs;

- HOMCp, THUIl, PpaspAgHOCTb, MECTO

YCTaHOBKH ITpudopa y4uerTa;

- IaTy, Bpemsi;

- KOHTPOJIbHBIE NTOKa3aHUS;

- BBISIBJICHHBIC HapyLICHMUS;

- IpUMEeYaHue.

5 IIpn BBISIBJICHUU HapyLeHUH
9KCIUTyaTaly Npruoopa ydera COCTaBUTh aKT
0 0e3yueTHOM TOTPeOIEHUN 3JIEKTPOIHEPTUU
(3aBepsieMBbIli TOANUCSIMH  KOHTpoJiepa |

oTpeduTeNs).

6 Buectn nHdopmanuio B oOmyro 6azy

JaHHBIX

MNpoMBILLNEHHAA W 3KONOMMYecKan Ba3onacHocTh,
oXpaHa Tpyaa, ayauT M cepTHhUKaLus,

COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru

Pasmewerue peknami

4 e gokymenTax: 19
reklama.complexdoc.ru
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KOHTPOJIEPOM

MNpoMBILLNEHHAA W 3KONOMMYecKan Ba3onacHocTh,
oXpaHa Tpyaa, ayauT M cepTHhUKaLus,

COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru

CbeM KOHTPONBHBIX IIOKa3aHUH TNPHOOpOB yuera

HOPUANYICCKUX JIUL MTPEACTABUTCIICEM CETEBOM KOMITAHUU -

OnnH pa3 B Mecsm, B pabodee Bpems.

KonTtponep nomxeH:

1 IIpencraButhb u MPENOCTABUTH

JAOKYMCHTBI:

- yaoctoBepeHue ((PpoTo, HAUMCHOBaHHE
OpraHU3aINH, WHUIIAAEI, hammus,

JIOJDKHOCTH, 11€9AaTh);

- Oeimx (oo, HaUMEHOBaHHE
OpraHU3aLuH, WHULHAAITB, bamunus,
JIOJDKHOCTB ).

2 IlpemocraButh JUIS  O3HAKOMJICHUS
COIIPOBO/IMTEIBHOE  NHCHMO  (MHHIWAIIBI,
¢dammnus, JIOJDKHOCTB, rpymmna 1o
3JIEKTPOOE30NaCHOCTH), HONYYUTh JIOIYCK K
npudopy ydera (odopmirsemblit B

COIMPOBOAUTCIIBHOM HI/ICLMC).

3 IIpoBecTH BU3yalbHBII OCMOTp Npudopa

ydeTa U IPOBEPUTH €0 LIETOCTHOCTD.

4 CHATb NOKa3aHUS.

5 BHectn uH(pOpManmuio B aKT O CbeMe
KOHTPOJIbHBIX IIOKa3aHWil mpubopa yuera/

KIIK:

- HAaWMMCHOBAHHC HOPUAUYCCKOro JIMIA,

anpec;

- HOMCp, THUIl, PpaspAgHOCTb, MECTO

YCTaHOBKH ITpudopa y4uerTa;
- IaTy, Bpemsi;
- KOHTPOJIbHBIE TIOKa3aHUS;
- BBISIBJICHHBIC HapyLICHMUS;

- IPUMEYAHUC;

Pasmewerue peknami

4 e gokymenTax: 20
reklama.complexdoc.ru
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- NOANHNCHU NPEACTABUTCIIA FOPUANYCCKOIO

JiMa U KOHTpOoJiepa.

6

OKCILTyaTallun npn60pa yue€Ta COCTaBUTH AKT

IIpn BBISIBJICHUU HapyLEeHUH
0 0e3yueTHOM NOTpeOIIEHUN 3JIEKTPOIHEPTUU
(3aBepsieMBbIli TOANUCSIMH  KOHTpoJiepa |

OpeACTAaBUTCIIA FOPUANICCKOTO J'II/IHa).

7 Buectn nHdopmanuio B o0myro 06azy
J@aHHBIX

CbeM KOHTPOJIBHBIX MOKa3aHUHA aBTOMAaTH3UPOBAHHOU
MH(pOpMaLMOHHO-N3MEPUTEITBHON cucTeMoi

KOMMECPUYCCKOT'O YUCTa JICKTPOIHCPI U

ITo Mepe HEOOXOAUMOCTH

[Ipuem nokazanuii npruOOPOB y4

eTa OT nmoTpeduTeNs

MOKa3aHui

IIpuem WnTepHeT-npueMHoi -

CKaHUPOBAHHBIA JTOKYMEHT C MOJIHCHI0 TOTPEOUTENS C
MOCJIENYIOIIUM

OpeaoCTaBJICHUEM HOJJIMHHOT'O

JIOKyMEHTa

Kpyrnocyrouno

[Mlpuem mnokazanuii 1o (HAaKCUMWIBHOH CBS3U -

JOKYMCEHT C MNOANHCHIO l'IOTp€6I/ITeJ'I$I C nocjieaAyromunum

MpeaAO0CTABJICHUCM MMOMJIMHHOTO JOKYMCHTA

[Mpuem mnoxkazaHuii mo e-mail - CKaHUPOBaHHBIN
JOKYMEHT C MOJNHUCHI0 MOTPEOHUTENs C IMOCIENYIOIUM

MMpeaAOCTABJICHUECM MMOJIMHHOTO TOKYMCHTA

[IpueM moxa3aHWl B LIEHTPE OYHOTO OOCIYXHBAHHUS
(obocobnenHoe moapasneneHne, abOHEHTCKUN MYyHKT) -

OyMaXHBIH HOCHTENb C OPHUTHHAJIBHOH  IOJIHCHIO

NOTpeOuTEeIs

B pa6ouee Bpems

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna,
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru

Pasmewerue peknami

4 e gokymenTax:
reklama.complexdoc.ru
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NudopmupoBanue moTpeduTelIs 0 3a10PKSHHOCTH 0 OIUIATE YCIIYT 10 Mepeiaue AIeKTPUIECKOH
9HEpruH, 00 N3MEHEHHSIX Tapr(OB HA JaHHBIE YCIYTH, IPEJOCTAaBICHIE HHOH THIIOBOH MH(OpMaLuK

(0Ka3aHI/Ie HaHHOﬁ YCIIyru JOJZKHO OBITH IponurcaHo B Z[OFOBOpe)

ABrtonH(popMupOBaHHE TIocpencTBoM E-mail

AsTounpopmupoBanue nocpeactsoM SMS

Kpome nmpa3aHuYHBIX ¥ BOCKPECHBIX THEH

ABTOMH(pOpPMHUPOBaHKE ITOCPEICTBOM TenedoHa

B pabouee Bpemst

VYBenomieHue HOTpeGI/ITeHH O IIJIAHOBBIX OTKIIFOYCHHAX 3J'IeKTpPI‘IeCKOI7[ OHEPrun

YBenomiieHue GpU3HYECKIX UL

- OIlepaTHBHO-JIUCIIETYEPCKON  CIIyk00i  uepes

YHpaBIAOUYH0 KOMIIAHUIO KWIUIIHOT'O (bOHZla;

- 4yepe3 cpecTBa MaccoBoi nH(popmanuy;

- yepe3 aBTOMH()OpMHUPOBaHNE

YBCZ[OMJ'ICHI/IC IOPUANYICCKUX JIMIY oCpeACTBOM

(crioco6 yBegomieHus 00YCIOBICH B JOTOBOPE):

- Tene)OHOTPaMMBI;

- (hakca;

- aBTOMH()OPMHUPOBAHHUS

B teucHune TpeX ﬂHeﬁ C J1aTbl OPUHATHUA
peuicHrus O HNepepbiB€, NPCEKpaAlICHUU WIN
OrpaHNUYCHNUN nepeaayun SHGKTqueCKOﬁ
OHEpruv, HO HE MO3JHEC, YCM 3a 24 4 a0

BBCJICHHNA YKa3aHHBIX MCP

HudopmupoBanne moTpeOUTENs O BOIIPOCAM OKa3aHUs yCIYT MO Mepeaayue ICKTPUISCKON SHEPTUn

oyHOro obcmyxuBaHusi  (00ocoOyeHHOE

Lentp
oIpa3iciiecHue, A0OHCHTCKUH ITyHKT)

B pabouee Bpemst

KoHnraxT-11eHTp B cooTrBercTBUM C  YCTaHOBJIEHHBIM
PEXUMOM PabOTHI
MPOMEILLNEHHAA W IKONOMMYECcKan BE3oNACHOCTL, PasmeweHne pexnamo
oXpaHa TPYQa, ayauT v cepTrdukaLms, 4 e gokymenTax: 22

COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru
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WHTepHET-TIpHEMHAS Kpyrinocyrouno

5.9 IlocnenoBaTenbHOCTD, COIEPIKAHHE ITANIOB B3aUMOACHCTBYS C TOTPEOUTEISAMH YCIIyT
M0 TEXHOJIOTHYECKOMY TPUCOCTUHEHHIO K PACTIPE/ICIUTEIBHBIM CETSIM H TPEOOBaHUS K
HUM TIpHUBEJICHBI B Ta0uUIE 3.

Tabnuua 3
Copeprxanue JTana TpeboBaHUs K BHITIOIHEHUIO 3Tana
[IpueM 3asBOK Ha TEXHOJIOTUYECKOE MPHCOEINHEHNE
LleHTp OYHOTO OOCTYKUBAHHMS B pabouee Bpems
KOHTaKT-HeHTp B coorBeTcTBUM C YCTaHOBJICHHBIM PEKUMOM
paboTsl
WNnrepuer-nipueMHas KpyrnocyTtouno
3aKIII0YeHNE TOTOBOPA TEXHOJIOTHYECKOTO TIPUCOCIMHEHHS
PaCCMOTpeHI/Ie 3asBKHU B Tteuenune OAHOIO JHA TIIOCJIE TIOJIYYCHHA
oOpareHus
VBenmomiieHne TOTpeOUTENsI 0 HETOCTAOIINX B Tewenue Tpex AHEH 1OCie  TOJNy4YEHUS
JIOKyMEHTax obOparnieHus
Pa3paboTka TEeXHHMYECKMX YCIIOBHH, aHAIIN3 B teuenne 10 nueit
3arpar
CornacoBaHne TEXHHYECKHUX YCIOBHH B B teuenue naru guei
KOMIIaHUA
MPOMBILLIEHHAR W SKOMOMMYECKAA GE30NACHOCTS, Pasmewerue peknami
oXpaHa Tpyaa, ayauT W cepTHdUKaLMa, 4 e gokymenTax: 23
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CornacoBanue u KOPPEKTHPOBKA
TEXHUYECKUX YCIOBHH B Cilydae HEOOXOANMOCTH

BHCECCHMS U3MECHEHUH

B tewenne 10 pgHell ¢ MOMEHTa MOBTOPHOTO

oOpareHus noTpeduTes

VYBenomiieHue TOTpeOUTENsS 00 OTCYTCTBHU
TEXHHUYECKOH BO3MOKHOCTH OKa3aHUsl YCIyr MO

TCXHOJIOT'MYECKOMY IMPUCOCANHCHUTIO

B Teuenme or matm go 25 gHeH AHA TOCHE

MOJIyuCHUs OGpaHleHI/ISI

[TpenocraBnenne HOTPEOUTEIIO

MOTUBUPOBAHHOT'O OTKa3a oT 3aKJIIFOYCHHUA

JIOTOBOpa B MHUCbMEHHOM (hopMe C MPHIIOKEHUEM

000CHOBBIBAIOIIHX JOKYMEHTOB

B Tedenue ot mATH 10 25 AHEH mocie MOMy4eHUs

oOpareHus

IlonroroBka J10OroBopa TEXHOJOTHYECKOTO B teuenue tpex qHeit
MIPUCOEANHEHUS

[IpenocraBienue MOTPEOUTEIIO B Tedyenue Tpex nHEW ¢ MOMEHTa COTJIACOBAaHUS B
MOANKMCAHHOTO €O  CTOPOHBl  OpPraHM3alMM | OpraHU3aLUU
IIPOEKTa JIOroBOpa TEXHOJIOTUYECKOI0
MIPUCOEAHEHHUS

BrlinosiHeHnE TEXHUUECKUX YCIOBUI OpraHu3anuen

[Toaroroska BHEIIHUX cerei ITo ycnoBusim norosopa

3JIEKTPOCHAOKEHUS

IoaroroBka u cornacoBanue B (eaepaibHOM

oprae UCIIONHUTENLHON BJIACTH o
TEXHOJIOTHYECKOMY Haa30py IPOEKTa
SHEeprocHabKeHUs

B teuenue tpex nHeit

[Nomydenne pa3pemieHns Ha I01a4y HANPSDKEHUS B OpTaHe UCIIOIHUTEIBHON BIIACTH 110

TEXHOJIOTHYECKOMY HaA30py

[TomyyeHne TOATBEPXKIOCHHUS O HAIUYAU Y

MOTpEeOUTENS paspeuieHus Ha nojaqy

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna,
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru

ITo BBITIOIHEHUH TEXHUYECKUX YCIOBUH

Pasmewerue peknami

4 e gokymenTax:
reklama.complexdoc.ru
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HAIIpsKCHUA OT OpraHa HCHOJIHUTEILHOU BJIACTH

110 TEXHOJOTUYECKOMY Ha/30py

Brimonnenue (l)aKTI/ILIeCKI/IX )IeﬁCTBPIﬁ 10 MPUCOCANHCHUIO K JJICKTPOCETAM

Hpe,HOCTaBJ'IeHI/Ie Ha IIOAIIUCH HOTpe6I/ITCJ'IIO
aKTa O TCEXHOJOIrM4e€CKOM MNPHUCOCIUHCHHUU I10

(haxTy BBITIOJTHEHUS YCIOBUH JOTOBOPA

B

TEXHOJIOTMYCCKOro MpuCoCANHCHUA

TCUYCHUC TpEeX HHCﬁ C MOMCHTA

Brimonnenue pa60T oo IOAKIKYCHUIO

3NEKTPOYCTaHOBKH norpeduTens u
oIuIoMOMpOBaHKUEe MPUOOPOB ydeTa BPEMEHHBIMU

wioMoamMu

B teuenue TpexX HHCﬁ IIOCJIC BBIIIOJIHCHUA pa60T

TOCJIC 3aKJIIOYCHU JOTOBOpa 3J'IeKTpOCHa6)KCHI/I$I

[TonroroBka u moAmucaHue ¢ HOTpe6I/ITeJ'IeM

JIOTOBOpPA 3JIEKTPOCHAOKEHHS

B Tteuenme opHOro mHs npu HaAJIWYUU aKTa O

TEXHOJIOTUYECKOM  NPHCOCAMHEHHUH,  pa3pelicHUsI
opraHa UCTIONHUTETBHON BJIaCTH no
TEXHOJIOTHYCCKOMY  HAQI30py W oOpamieHus
MOTpeOnTENS

ITpuem npubopos ydera

B Teuenue Tpex nHei

5.10 Cs3b ¢ moTpeduTensiMu, kacaromasics nHhpopMauu 00 00CITyKUBaAaHUH, JOJKHA

MOA/IEPKUBATHCS TIOCPEACTBOM:

- NIPEIOCTaBICHUS KOHCYJIbTALUH IO
dbopme, oOTHOCAUMXCA K YyciIyram u
SIBJISTFOIIUXCSI KOMMEPYECKOW TAHOM;

3ampocy TOTpeOuTeNsl B yJAOOHOW i HEro
(YyHKIMOHUPOBAHUIO TMPEANPUATHS U HE

- npoBeneHus PR-kxoMIiannii 0 1€ITETbHOCTH OpraHU3alNHY;

- MyOJUKalKi B CPEICTBAX MacCOBOM MH(OpMaLINK;

- UH(OPMALIMOHHBIX OOBSIBICHUN, PEKIIAMBI.

5.11 KoHcynpTanuu MOTyT ObITh PEAOCTABIEHBI 110 CJIEAYIOIIKUM BOIPOCaM:

- CPOKH BBITTOJIHCHUA }IeﬁCTBHﬁ, BXOOAIINUX B KOMIICTCHIIUIO OPraHU3alun;

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
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- INEpCUCHb JOKYMCHTOB, Tpe6yeMBIX JJIs  BBIIIOJITHCHUA ,Z[CI\/'ICTBI/II\/'I, BXOAAIIUX B
KOMIICTCHIIUIO OpFaHI/IBaI_[I/Iﬁ;

- pa3mep OIuIaThl ycayr (Tapusl, JIbIOTHI);

- KOMIIJICKTHOCTD (,[[OCTaTOLIHOCTB) MMPEACTAaBJICHHBIX JOKYMCHTOB, Tpe6yeMBIX JJIA
BBIIIOJIHCHU A HeﬁCTBHﬁ, BXOAAIUX B KOMIICTCHIIUIO OPraHU3alun;

- HUCTOYHHUK IIOJIYYCHHUSA ITOKYMCHTOB, Tpe6yeMBIX JJIsA  BBIIIOJIHCHUSA HeﬁCTBHﬁ,
BXOAAIHUX B KOMIICTCHIIUIO OPraHU3aluu (opraH, opraHu3anusa U ux MCCTOHaXO)K,Z[CHI/Ie);

- BpeMs IpueMa 1 BblJauu JOKYMCHTOB;

- TIOPSAZIOK O0XKaNoBaHUs JEHCTBUI (O€3MeHCTBUS) U PEUICHHUH, OCYIIECTBISIEMbIX U
MIPUHUMAEMBIX B XOJI€ UCTIOTHEHUS (DYHKIUN OpraHU3aIfei.

5.12 TlpenocraBiaeHue NOTPeOUTENIO UH(OPMAIIMM IO MHUIIMATUBE OPraHU3alluU TaK
K€, KaK M KOHCYJIbTALMW 10 3alpocy OCYLIECTBISAETCS 4YEpPE3 OUHbIE, 3a04YHbIE U
MHTEPaKTHBHbIE KaHaJbl HMH(OPMAIIMOHHOTO B3aMMOJEHCTBHS B 3aBUCUMOCTH OT
MH/IMBUYaIbHBIX BO3MOXKHOCTEH U MPEINOYTeHUN OTPEeOUTENs.

513 Jlns opraHuzanuu  B3aHMMOJACUCTBUSL C  TMOTPEOUTENSIMH  HEOOXOAUMO
UCIOJIb30BaTh €IMHOE MPOrpaMMHOE OOecrieueHre ¢ BO3MOXKHOCTBIO BBIXO/Ia B €IMHYIO
MHpOpPMaLMOHHYIO 0a3y.

5.14 TlpenocraBisiemas NOTpeOUTENO HH(POPMAIIUS MOXKET ObITh ABYX TUIIOB:

- cripaBoyYHas MH(opMars;

- HalOMUHAaHMA/COOOILIEHHSL.

5.15 K cripaBo4Hoil nH(pOpMAIIMU OTHOCATCS:

- 3aKOHOAATCJIbHBIC U NHBIC HOPMATUBHBIC ITPABOBLIC AKTHI;

- HNCpEYHU JOKYMCHTOB, Tpe6yeMLIX JJIsA  BBIIIOJTHCHUA HeﬁCTBHﬁ, BXOAAIIUX B
KOMIICTCHIHUIO COTPYAHUKOB OpraHu3alluu,

- 00pasubl ohopmIleHUsI JOKYMEHTOB U TpeOOBaHUS K HHM;

- MecTopacrnoyiiokeHue, rpapuk (pexum) paOoTbl, HOMepa TenedoHOB, aapeca
WHTepHeT-cCaiTOB W 3JIEKTPOHHOW IOYTHl OPraHOB, B KOTOPBIX MOTPEOUTENIM
NPEOCTABIISAIOTCS JTOKYMEHTBI, TpeOyeMble AJIsi BBINOJIHEHUS JEHCTBH, BXOMALIMX B
KOMIIETEHIIMIO OpraHNU3allny;
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- CcXeMa pa3MEeLIeHUs CIEHUATUCTOB OpraHM3allid W PEeXUM [pUeMa HUMHU
noTpeduTenei;

- IOpAO0K I/IH(I)OpMI/IpOBaHI/I}I 0 X04€ UCITOJTHCHHUA,
- IOPAJOK IMOJIYUCHUS KOHCYHLT&HHﬁ;

- HOopsAOOK 00’kaIOBaHUs pemeHI/Iﬁ, JEeNCcTBUI WIH 663ﬂeﬁCTBH${ COTPYAHUKOB
OopraHu3anunu.

5.16 K nanoMrHaHUAM/COOOIIICHUSIM OTHOCUTCSI THPOPMUPOBAHUE!
- O HAJIMYMH 33J0JKEHHOCTH;

- 0 IpUOKEHUH CPOKA OTLIATHI 32 MPEOCTABICHHBIE YCIYTH;

- 00 U3MeHeHnH Tapu(oB WK MPABUIT IPEIOCTABICHUS YCIYT.

5.17 IlorpeOutenu AOIKHBI OBITH HAAJIEKAIIMM 00pa3oM NPOUH(OPMHUPOBAHBI O
CTOMMOCTH YyCIyT, nopsiike (OpMHUpPOBaHUSA U pa3Mepe Tapu(oB Ha OIUIATY AIIEKTPO-H
TEIUIOPHEPTUH, Ha OIUIATy 3a NPUCOECOUHEHHE K PACHpPENEIUTEIbHBIM 3JIEKTPUUYECKUM
CeTSM, BO3MOJKHOCTSAX TOJY4YEHHs JBrOT W CyOCHMAMH Ha OIulaTy SKWJIMIIHO-
KOMMYHQJIBHBIX YCIyI B OpraHax COLMaJbHOM 3aIllUThl HACEJICHUs, a Takxke, NpHU
HE00XO0IUMOCTH, O MOPSJIKE LIEHO0Opa30BaHUs HA POSHUYHOM PBIHKE AJIEKTPOIHEPTUH.

5.18 Jlns noBeneHuss a0 mnoTpeduTeneld uHGOpMALMU HUCHONb3YETCS CcHCTeMa
aBToMHpopMupoBaHusi  (mpuioxenue  A).  Cucrema  aBTOMH()OPMHUPOBAHHSA
npeJHa3HayeHa  Juid  [pelocTaBieHuss  uHpopMmauuum  morpedurento  6e3
npeaBapuTenbHOro  3ampoca.  I[IpenycMoTpeHO  Tpu  THIIA  aBTOMAaTHYECKOTO
uHpopmupoBanus: TtenedponHoe, E-maill u  SMS-coobmenus. Brpibop Tuma
MHGOPMHUPOBAHUS 3aBUCUT OT HH(MOPMAIMM, NPEIOCTABICHHOM B OPraHU3alHIo
norpedutenem. Ilepedyenr wuHbopManmuu Uit aBTOMH(GOPMHPOBAHHUS M CIIMCOK
norpeduteneil s MHPOPMHUPOBAHUS COCTABISIOTCS CHEIMAIMCTaMH OpraHu3alud U
YTBEPXKIAIOTCS PYKOBOISAIINM JOJDKHOCTHBIM JIUIIOM OpraHU3alHH.

5.19 HpI/I MMOATOTOBKC W HNPCACTABJICHUHA HOTpe6I/ITeJ'I$IM JAOKYMCHTOB 00 omare
HOTpe6ﬂeHHOf/'I 3HeKTpI/I‘leCKOﬁ WIN TEII0BOM OHCPIruHr, a TaKKC KOPPCKTHUPYIOUICTO
CUYCTa B JOKYMCHTC HGO6XOI[I/IMO YKa3aThb:

- 00beM BHGKTqueCKOﬁ WM TEIJI0BOM SHEPIHHU;

- MCTOJ pacucTa, HCIIOJIb30BaHHBIN npu OmnpeaAcIiCHUU CYMMBI IUIATCIKaA, BKIIHOYAA
MOPpAAOK pacucTa IJ_ITpa(I)HBIX CaHKIIMH (HCHH, HeyCTOﬁKa) 34 3aJICPKKY IIJIAaTCIKA, a TAKKEC
nepuoa BpEMCHH, 34 KOTOpLIﬁ BBICTABJICH JOKYMCHT 00 OIlIIaTEC,
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- COCTABJIAIOMIUC IICHBI HA SJICKTPOSHCPIUIO;
- CPOK, B TCHCHUEC KOTOPOTO I1aTEKHBIN JAOKYMCHT JOJIKCH OBITh OIllTa4Y€CH,
- UIBMCHCHHU B TapI/I(I)C, C€CJIM TaKOBBIC IIPOUCXOONIIN,

- KOHTAKTHYIO I/IH(I)OpMaI_II/IIO, HCO6XO,Z[I/IMyIO HOTpe6I/ITCJ'IIO B CJIy4ya€ BO3HUKHOBCHUSA
AOIOJIHUTCIBHBIX BOIIPOCOB.

520 B cjydyac, €CJIn CyMMa B BbICTABIIACMOM IIJIATC)KHOM JOOKYMCHTC 34
HOTpe6HeHHyIO QJICKTPUYICCKYO WJIM TCIJIOBYIO OHCPIUIO HEOOOCHOBAHHO 3aBBHIIIICHHAS
WM 3aHWXCHHasA, OpraHu3aluvAa JOJIKHA 00ecreynTh IMNOBTOPHYIO NPOBCPKY HAAHHBIX,
COACPpIKAIINUXCA B JOKYMCHTC, C LICJIbIO BBISIBUTH B HUX OIIIMOKH.

5.21 B xauecTBe HAIOMUHAHUNA MOXKET OBITH MPUMEHEHO aJIPECHOE PAaCIpOCTPAHEHUE
MH(POPMALIMOHHBIX JUCTOBOK C YKa3aHUEM MHULUAIIOB, (aMUIMH MOTPEOUTENS U CyMMBbI
3aJJ0JDKEHHOCTH 3a MPE0CTaBICHHbIE YCIYTH.

5.22 Opranuzanus JODKHA 00€credyuTh KOH(UIEHIMANbHOCTh HUH(POpPMAaLUH,
BKJIIOYAs 3alIUTy [EpPCOHAIBHBIX JaHHbIX. OpraHuzanuss MOXET HCIIOJIb30BaTh
MOJYYEHHYI0 OT MOTpeOUTENe NepcoHaNbHYI0 HH(GOPMAIMIO HCKIIOUUTENBHO IS
OpraHU3aIMH IEKTPO- U TeIJIOCHAOKEHHUS.

5.23 OOGcnyxrBaHue MOTpeOUTENEH JOIKHO OBITH OCHOBAHO Ha MPHUHIIMIIE «OOpaTHOM
cBs13u». Opranusanus oOpaTHON CBS3M BKIIIOYAET B ce0s MPE0CTaBICHUE TOTPEOUTENSIM
uHpOpMaLKu 00 UMEIOIUXCS KaHaJIaX CBS3H, MO3BOJISAIOIIMX O00ECIEUNUTh HalpaBlIeHUE
3aIlpOCOB, NPEAJIOKEHHH, OT3BIBOB O JESITEIBHOCTH, 3aMEUAHUN U TPETeH3HH.

OOpatHas CBsI3b MOXKET OBITh OCYIIECTBIICHA 110 CISAYIOIINM KaHallaM CBS3H:

- YCTHBIC 1 TUCbMCHHBIC O6paH_ICHI/IH HOTpe6I/ITeHeI71;

- TenedoHHbIe OOpalieHus: (KOHTAKT-IEHTpP, WHPOPMALIMOHHO-CIIPaBOYHAsl CiIyk0a U
T.1.);

- hakc;

- TI04TAa;

- UutepHer, BeO-caiit;
- DJIEKTPOHHAs [10YTa;

- SMS-coo0mieHus.
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524 ]Jlna npenocTaBieHHs OTBETa JOJDKEH ObITh HCIHOJb30BAH YKAa3aHHBIN
noTpeOUTeNeM KaHaj CBSI3M, €CJIM 3aKoHoAaTelabcTBOM Poccuiickoit denepanmu He
npenxycMoTpeHo nHoe. Cpok [uisl MpeAoCTaBICHHs OTBETA - HE MEHee 14 1Hel ¢ MOMEHTa
peructpanuu oOpamieHus NoTpeouTes.

6 TpeOoBaHus K mpoueccam
00CJIy’KUBAHMSA NPU B3aUMOAEHCTBUH C
MoTpeOuTEIAMHM

6.1 Ounoe o0cay:KMBaHME

6.1.1 Opranmn3anus 04HOr0 00CTyKUBAHUS

6.1.1.1 Ounoe oOcmy)XHBaHWE OCYIIECTBISIOT  CJICAYIOMHUE  CICIIHATHUCTHI
OpraHU3alNU:

- AIMUHUCTPATOPEI;
- MCHCPKCPBI-KOHCYJIbTAHTBI;
- oriepaTop (KOHTpOJIEp-Kaccup);

- OJIMH COTPYAHUK, COBMELIAIOUINN (YyHKIUMU aJMUHHCTpaTOpa U MEHEeKepa-
KOHCYJIbTaHTa.

6.1.1.2 Ilorpeburenb, 0O3HAKOMMBIIKUCH C MHPOPMAIIMOHHBIM CTEHIOM, OpoIllopamu,
OyxieraMu ©  OOBSIBICHUSMHU, COJACPKAIIUMHU  CIPABOYHYIO HMHPOPMALUIO O
NeSITEIbHOCTH OpPraHU3allii U Pa3bSCHSIOMIUMHU MOPSJIOK MPUEMa, TUIIOBbIE BOIPOCH U
GYHKIUM CHENMATUCTOB OpPraHu3allid, MOJy4YaeT TaJlOH 3JEKTPOHHOM odepenu (Mpu
HaJMYMH COOTBETCTBYIOIIETO 000OPYAOBaHMS).

6.1.1.3 Ilpu HEOOXOAMMOCTH MOTPEOUTETH MOKET OOpaTUTHCS K aJAMHUHUCTPATOPY,
KOTOpBI TMPOBOJUT NEPBUYHBIM MpueM, BBISBISIET MOTPEOHOCTh OOpalleHus K
MEHEKEepY-KOHCYJIbTaHTY, OCYIIECTBIISIET AUCIETUEPU3ALIUIO.

6.1.1.4 MeHemKep-KOHCYIBTAHT, ONEpaTop (KOHTPOJEpP-KAcCUp) MPEAOCTaBISIIOT
6osee moIpoOHYI0 KOHCYIIBTAIHIO.

6.1.1.5 PekomeHyeMble MOKa3aTeNu CPpeAHEN MPOJOJKUTEIIbHOCTH B3aUMOICHCTBUS
IIPU OYHOM OOCITYKMBaHUH C OTPEOUTEIIMU NPUBEEHBI B TabIUIE 4.

MpoMBILLNEHHAR W 3KONOMMYEckan Be3onacHICTs, pﬂﬂMELLIEHI‘IE peKname

oXpaHa Tpyaa, ayauT H cepTudUkaLan, 4 e gokymenTax: 29
COMacoaaHWA W pazpellieHns — uslugl.complexdoc.ru reklama.complexdoc.ru



basa HopmatuBHOI nokyMeHTarun: www.complexdoc.ru

Tabnuma 4
. HaunmenoBanue nokasaresst Pexomenmyemoe cpennee
dopma B3aumMoeiCTBUS .
MIPOIOJDKUTEIBHOCTH B3aUMOJICHCTBHS 3HaYEHHE TT0Ka3aTelisl, MUH

O6ciyxuBanue Oxujanue B ouepenu 10
aJIMUHUCTPATOPOM

IIpuem 5
Ob6cnyxuBaHue Oxunanue B o4epenu 20
MEHEIKEPOM-KOHCYJIbTaHTOM

ITpuem 15
Ob6cnyxuBanue omeparopoM | OxunaHme B ouepean 20
(KOHTpOIEPOM-KacCHPOM)

IIpuem 10

6.1.2 UudpacTpykTypa 04HOr0 00CIY:KUBAHMS

6.1.2.1 O4HBIe KOHCYJBTAIIMA MOTYT OBITh MPEIOCTABICHBI MMOTPEOUTESAM B IIEHTPAX
OYHOTO OOCTYyXMBaHUS (IIEHTPAIbHBIX O(Hucax) U 00O0COOICHHBIX TEPPUTOPUATHLHBIX
nojapasaeneHusx (A00HEHTCKUX MyHKTaX, OTCICHUAX, (PUIHaliax u T.IL.).

6.1.2.2 OuyHoe 0OCTy)XHBaHHE JIOJDKHO OBITh OPraHU30BAaHO B TIOMEIICHHSIX,
HaXOSAIIUXCS B MAaKCUMAJIbHO JOCTYITHOM JJisi OOJIBIIIMHCTBA HACEJIEHUSI MECTe, He Jaliee
500 M OT OCTaHOBOK OOIIECTBEHHOT'O TPAaHCIIOPTA.

6.1.2.3 TIlomemenue i OYHOro OOCTY)XMBaHHUS JIOJDKHO  OOecTieunBaTh
OecrpensTCTBEHHBIN JIOCTYI IMOCETUTENEeH, B TOM 4YHCIE TpaXKAaH C OrpaHUYEHHBIMHU
BO3MOXKHOCTSIMA  (MHBaIUIOB). Ilpu HEBO3MOXHOCTH O0OpYJOBaTh TOMEIICHHE
HaJyIeKamuM o0pa3oM (yCTaHOBKa MaHAYCOB, JU(TOB B TOMEIICHUSAX ISl TIpHEMa)
HEOOXOAMMO OpraHW30BaTh OOCTY)KMBAaHHE WHBAIUIOB Ha JoMy (s ohOpMIICHHS
JOKYMEHTOB, TMOJTBEP)KJIAIOIIMX TIPaBO Ha TMOJb30BaHWE JIIOTAaMU 110 OIUIaTe
AJIEKTPOPHEPTUU, U PEUIeHHs APYTUX BOMPOCOB) WM HCIOIB30BaTh JIPYrod croco0
oOecrieueHurst TOCTYITHOCTH 00CTyKMBaHUSI.
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6.1.2.4 NudpactpykTypa momemeHus uis OYHOTO 0OCITy>KUBAHHsS JOJDKHA BKIIOYAThH
B ce0s: CTOHMKY aIMUHHMCTparopa, pabouyMe MecTa MEHEIKEPOB-KOHCYJIbTAHTOB U
OlEpPaTOpOB C HEOOXOJUMMBIM OCHAILEHHEM, KacChl, XOJUIbl JUISL  OXKUJAHUS,
00OpyJJOBaHHBIE MECTaMHU JJIsi CHJIEHHs, HWH(OPMAIIMOHHBIMH CTEHAAMH, CTOHKamu/
CTOJIaMH JUIS 3alOJHEHus Oymar, pasJelibHble CaHy3/bl Ui COTPYIHUKOB W JUIS
notpeOuTenei.

6.1.2.5 B nemsix 0e30macHOCTU COTPYAHUKOB M MOTpeOHTENCH MOMEIIEHUE TOJHKHO
ObITH 000PYIOBAHO:

- HpOTHBOHO)KapHOﬁ CHCTEMOM U CpCACTBAMU IMOKAPOTYHICHUA,
- CUCTEMOM OIOBEIICHUS 0 BO3BHUKHOBEHUU qpe3BBI‘laI>iH0ﬁ CUTyalluu,

- COOTBCTCTBYIOIIMMH YKa3aTCJIsIMHU BXOJda W BbIXOHA (BKJ'IIO‘{aSI aBapHﬁHOF O) us3
NOMCIICHMA C aBTOHOMHBIMHU HCTOYHUKAMH 6ecnepe6017IHor0 IIUTaHUA.

6.1.2.6 lndopmaimoHHble yKa3aTeau JOKHBI ObITh pa3MeIleHb:

- MO TWyTH OT OCTAaHOBOK OOINECTBEHHOTO TPAHCHOpPTa MO IIEHTpa OYHOTO
oOciyxuBaHus (a00OHEHTCKOTO MYHKTA) (TP HEOOXOAMMOCTH);

- Y OCHTPAJIBHOI'O BXOJa B TIOMCIICHUC!
- BBIBECKa C HAUMCHOBAHHUECM,

- TabAMYKH C YyKa3aHUEM OpraHHU3alMii-y4acTHUKOB (€CIM  OpPraHu30BaHO
KOMIUIEKCHOE O0CITYKUBAHUE),

- Tabsnyka ¢ HHPOpMaLueit o pexxume paboThl U KOHTAKTHbBIE TeIE(POHBI CIIPABOYHOM
CITyKOBI;

- IO IyTH OT CTOMKH AIMUHUCTpATOPAa K NMOMCHICHUAM IS IIpHUEMa IMOCETUTENIEH -
YKa3aTeJii npoxoJa,

- Y BXOJa B KaXXJ0€ U3 BHYTPCHHHUX MOMEIICHUN - TabauyKa C HanMCHOBAHUCM,
NEpCUCHL BOIIPOCOB, IO KOTOPBIM BEACTCS IPUCM.

6.2 3ao4ynoe o0Cay:KMBaHME

6.2.1 Opranmn3anus 3a04HOT0 00CJIYKMBAHUS

6.2.1.1 CneumanucTsl oOpraHuzanuy, oOecleuyMBarolIe 3a04YHOE OOCITyKUBaHUE
noTpeOUTENe, JOIDKHBI HCIONB30BaTh €AWHBIE HWH()OpPMAUOHHBIE 0a3bl JaHHBIX,

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs, Pasmewerue peknami
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna, { B AOKYMEHTaX: 317
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru reklama. complexdoe.ru



basa HopmatuBHOI nokyMeHTarun: www.complexdoc.ru

IIOCPEACTBOM KOTOPBIX CHHXPOHU3HMPYETCS HUX JEATENIBHOCTh M HE JOIyCKalTCA
MOBTOPHBIE 3aIIPOCHI HH(POPMAITUH OT MOTPEOUTES.

6.2.1.2 3aouHOe 00CIyKUBaHHE OCYILIECTBIISCTCS 10 JBYM KaHaJlaM CBSI3U:
- TeneoH (KOHTaKT-IIEHTP, HHPOPMALMOHHO-CIIPAaBOYHAs CITy»k0a);
- mouTa (IOYTOBAs MEPENNCKA).

6.2.1.3 3aouHoe OOCHyXMBaHHME IO TeJIePOHY BKIIOYACT B CeOS PETUCTpPALMIO U
00paboTKy Tesne()OHHOTO BHI30BA ONEPATOPOM, KOTOPBIA HCIIOJB3YET YCTAaHOBJICHHBIH
NepeYeHb BOINPOCOB Ul CaMOCTOSTEIIBHOTO OTBETa M THUIOBbIE OTBETHL. B ciyuae
MOCTYIJICHUST ~ CJIOXHOTO  3alpoca  ONepaTrop  CBSI3bIBAETCS CO  CIELHUATUCTOM
OpraHu3allM, YTOUHAET y HEro MH(GOPMAIMIO U MPEIOCTABISET €€ MOTPeOuTeNto oo
CBSI3bIBAET MOTPEOUTENS CO CIEIMATUCTOM OpraHU3alllu.

6.2.1.4 Ilpu HeoOXOIUMOCTH TOTPEOUTENI0 MOXKET OBITh HpeAoCTaBlICHA
BO3MOKHOCTh MPEIBAPUTEIBHOM 3alMCH HAa IPUEM B LIEHTP OYHOT'O OOCITY>KUBAHHUSL.

6.2.1.5 3aouHoe o0OCIyXHBaHHE IO TII0YTE BKJIIOYAET B €O PErucTpaluio u
00paboTKy MHMCBMEHHOro OOpalleHHs OMepaTopoM, MOATOTOBKY OTBETa OIEpaToOpoM,
HampaBjieHUEe OOpalleHus CHELUANIUCTY OpraHuM3allid M IOJATOTOBKY OTBETa
CIELIUATHCTOM.

6.2.1.6 Bce mucbMeHHbIE OOpalieHHs OT MOTpeOuTeNnel, MOJydYeHHbIE MO TOYTE,
JOJDKHBI OBITH 3aperucTpupoBanbl. OmnepaTtopsl M (MIM) CIEUUATUCTHI OpraHU3aLUU
IIPOBEPSIOT TOJHOTY IIPENOCTABICHHBIX CBEIEHUM, €CIM JaHHBIX HEAOCTaTOYHO,
CBSI3BIBAIOTCS C MOTPEOUTENIEM MO OAHOMY M3 YKa3aHHBIX KAaHAJIOB B LENAX YTOUHEHHS
MHGOPMALIMU U COTIIACOBAHUS BPEMEHU NMPUHATHS JAJbHEUIINX Mep 110 00paIleHUIO.

6.2.1.7 IluceMeHHBII OTBET, HANpaBIAEMbId NOTPEOUTENI0 M MOJIUCHIBACMbII
JOJDKHOCTHBIM JIMIIOM, OTBETCTBEHHBIM 3a paloTy, JOJDKEH COZEp:KaTh KOHTAKTHbIE
JAHHBIC UCIIOJIHUTEIS.

6.2.1.8  JlelicTBMsI 1O  PACCMOTPEHHOMY IHCbMEHHOMY  OOpAIlIEHUIO  HE
NPEINPUHUMAIOT, C YBEIOMJICHHEM 00 3TOM MOTPEOUTENS, B CIIy4asx:

- ecnu oOpalleHHe COAEPXKUT HELEH3ypHbIe JIMOO OCKOPOHMTENIbHbIE BBIPAXKEHUS,
yTpO3bl JKU3HHU, 340POBbIO U UMYILECTBY COTPYIHUKA OPraHU3ALMHY, a TAKXKE YIEHOB €r0
CEMbH;

- €CJIM TCKCT 06pau1eHI/151 HC MOAAaCTCA MPOUYTCHUTIO,
- €CJIM B O6paH_ICHI/II/I l'IOTpe6I/ITeJ'I51 COACPKUTCA BOIIPOC, HA KOTOpLIﬁ HOTpe6I/ITeJ'IIO

YiKC OBLI NpeaAOCTaBJICH OTBET IO CYHICCTBY B CBA3UM C PpPaAHCC HaAIPABJICHHBIMU

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs, Pasmewerue peknami
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna, { B AOKYMEHTaX: 32
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru reklama. complexdoe.ru



basa HopmatuBHOI nokyMeHTarun: www.complexdoc.ru

O6paI_I_IeHI/I}IMI/I, U 1Ipu 5STOM B O6paH_[CHI/II/I HC TIPUBCACHBI HOBBIC JO0BOJbI WA

00CTOSITCIILCTBA;

- CCJIM OTBCT I10 CYHICCTBY MMOCTABJIICHHOI'O B O6paIJ_IeHI/II/I BOIIPOCAa HEC MOXKECT OBITh JaH
0e3 pasriialmcCHus CBeI[eHI/II‘/’I, COCTaBJIAOIMIUX KOMMECPUCCKYIO TaﬁHy.

6.2.1.9 TlucemeHHoe oOpaiieHHe NOTPEOUTENs] HE PAcCMAaTPUBAIOT U OTBET Ha
oOpaleHne He NpPeOoCTaBIISIOT, €CIM B ATOM OOpallleHHH OTCYTCTBYIOT KOHTAaKTHBIE

JIAHHBIE.

6.2.1.10 Pexomenayemple MOKa3zaTelnu CPEAHENW U NPENEIBbHON MPOAOJIKUTEIBHOCTH
B3aUMOJICHCTBUS MPU 3a04HOM OOCITY’KUBAaHUM C MOTPEOUTENIMHU PUBEICHbI B Ta0IUIE

3.

Tabmuua 5

dopMma B3aUMOAECHCTBUS

HaumenoBaHwne noka3areis

MMPOAOJIZKUTCIIBHOCTH B3aHMOZ[CI>iCTBHH

Pexomennyemoe cpennee/

MpeaACIbHOC 3HAYCHUC

MOKa3aTes
Tenedonnoe  obcmyxuBanue | Bpems oxuganus orBera 40 c
MOTPEOUTEISI OTIEPATOPOM

3ampoc ¥ MOMCK HWHPOPMAIUH O 45¢

KJIMEHTE

IIpenocraBieHre  UHPOPMAIUH 10 5 MHH

3a1pocy

ITocToOpaboTka oOpameHus 5 MHH
Teneponnoe  oOcmyxuBanue | CoeqMHEHNE CO CIEIIHATICTOM 40 ¢
MOTPEOUTENS CIICITUATICTOM

[IpenocraBnenue nHpOpMAHU 5 MUMH

CIECTIHAICTOM

MpoMBILLNEHHAR W 3KONOMMYEckan Be3onacHICTs,
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O6paboTtka oOpamenuit, | Peructpars, KiaccuuKaus He Goitee ogHOTO MHS
MTOJTyYCHHBIX o mouTe, [oOpameHnii W TepeAada OoOpamieHus

oI1epaTopoM CIIEUAIUCTY

PaccmoTpenue oOparieHus u He 6omnee 10 gueit

o(opMIICHHE OTBETA

[Ipoanenue paccMOTpEHUs 0OpalecHHs He 6onee 10 queit

Oo6paboTtka obpamienutii, | PaccMoTpenue obparieHus u He 6onee 10 queit
MOJIYYCHHBIX 1o noyre, | 0hopMIICHUE OTBETA

CIICIHAJINCTOM

[Iponnenne paccMOTpEeHUs 0OpaIIeHUS He 6onee 10 nueit

6.2.2 MudpacTpykTypa 32049HOI0 00CIyKMBAHUSA

6.2.2.1 KoHTaKT-UEeHTp TmpeAcTaBisieT co00Ml enWHyI LEHTPaJIU30BaHHYIO
CIIPaBOYHYIO CIIyk)O0y, OOpaTHBIINCh B KOTOPYIO TIOTPEOHUTENb MOXET TMOJyYUTh
MHPOPMALIMIO TIO0 YCIyraM IOCPEICTBOM TeleQOHHONH CBS3HM, a TaKkKe IepenaTh
HE0OXOAMMYI0 HH(OPMAITUIO JJIST UCTIOTHUTENS YCITYTH.

6.2.2.2 TlouroBas mepenucKka HCIONb3YEeTCAd [UIsl HalpaBlIeHUS JOKYMEHTalluH,
CBSI3aHHOW C OOCTY)XMBAaHHWEM, a TaKXKe B CIydYasx, KOrja TMOTpeOHTeNbh HaImpaBiseT
oOpareHue 1o mnoyre.

6.2.2.3 PekoMEeHIYIOTCSI CIIEAYIONINE TTapaMeTPhl I€ITeIbHOCTH KOHTAKT-1IEHTpa!

- OCYIIECTBJICHHE IpHEMa BBI30BOB HE MEHEE IIEeCTH JHEH B Helelro, B pabodyee U
BeuepHee Bpems (00I1el POJ0KUTETHFHOCTHIO HE MeHee 12 4 B JIeHb);

- HAJIMYue HoMepa TenedoHa ropsdeil IMHUK €TMHOTO Ha BCEU TEPPUTOPUH PETHOHA;

- OTCYTCTBHE OIUIaThl 3a 3BOHOK JUIsl aOOHEHTa, 3a UCKJIIOYEHHEM CIIydaeB, KOrja
aOOHEHT HaxOOUTCS 3a IMpelejlamMH TEPPUTOPUU BHYTPU30OHOBOTO TEIEPOHHOTO
COCIMHEHHS,;

- IpeAyIpexaeHre NMOTpeOuTeNs 00 OCYLIECTBICHUH 3allUCH B Hayalle Tele(OHHOro
pasroopa.

MpoMBILLNEHHAR W 3KONOMMYEckan Be3onacHICTs, pasMELuEH“E peKname
oXpaHa Tpyaa, ayauT H cepTudUkaLan, 4 e gokymenTax: 34
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6.3 UnuTepakTuBHOE 00CIy:KMBAHUE

6.3.1 Opranmn3zaunusi MHTEePAKTUBHOI0 00C/IY;KUBAHMS

6.3.1.1 NnTepakTuBHOE OOCITYKHBaHHE OCYIIECTBIIACTCS yepe3 MHTepHeT-npueMHyo
MOCPEACTBOM:

- QIIGKTPOHHOMW TIOYTHI;
- SMS-3anpocos.

6.3.1.2 IloTpeOuTento MpeaocTaBiIsieTcs] BO3MOXKHOCTh O3HAKOMHUTBCS C OTBETaMHU Ha
HauboJee YacTO BCTPEUAIOILIUECS BOMPOCH U MPETEH3UU B COOTBETCTBYIOIIUX paslenax
WuTepHeT-npueMHoi.

6.3.1.3 Ilorpeburens MOXKET MOJYYUTh OTBET HA 3allpoC HMHTEPECYIOIIEH ero
nH(pOpMaIIUU CIETYIOIUMU CIIOCOOaMMU:

- CaMOCTOSITENIbHO, TOCMOTPEB HH(OPMALMIO B COOTBETCTBYIOIIEM pasjese
WuTepHeT-npueMHoil;

- 3a1aB BOIIPOC CIICHUAJIMCTY OpraHrU3alu.

6.3.1.4 CamocToATenbHBIH TOUCK HHTEpecyloe WH(GOPMalUU OCYIIEeCTBISETCS
nmoTpeduTeneM:

- BPYYHYIO, METOJOM MpPSIMOrO IMPOCMOTpa BCEX IMpelCTaBiIeHHbIX B HHTepHer-
MIPUEMHOMN BOIPOCOB/ OTBETOB;

- aBTOMAaTMYECKMM IIOMCKOM MO 0a3e JaHHBIX BOINPOCOB/OTBETOB IO KIIIOUEBOMY
CIIOBY.

6.3.1.5 Ecnu motpebutens He Haiied OTBET Ha HMHTEPECYIOUIMI ero BOMPOC Cpeau
uMeroImxcs B 6a3e, OH MOKET OTHPABUTH BOIIPOC CIEHUATUCTY OpTaHU3aINH, 3aTI0JTHUB
aBTOMaTHU3MpoBaHHYIO popmy. [locne moctymnnenus Bomnpoca B opranuzanuio Mail-pobot
OTIIPaBJISIET HA YKA3aHHBIN apec ANEKTPOHHON MOUYTHI YBEAOMIICHHE O TOM, YTO OTBET Ha
BOIPOC Oy/eT OTIpaBieH MOTPEOUTENIO B TEYEHHUE OJTHOTO pabOYero JIHS.

6.3.1.6 Ecimm Bompoc, 3aJaHHBIA MOTpeOUTEIEM, HE OTHOCHTCA K cdepe
MPEIOCTaBICHUsl  yCIyT  OpraHW3aluy, CIENHUaJUCT OpraHu3alydd  HaIpaBlseT
yBEJIOMJICHHE MTOTPEOUTENIO 00 OTKa3e paCCMOTPEHUS IaHHOTO BOIIPOCA.

6.3.1.7 Ecnu Bompoc, 3aAaHHBIA MOTPEOUTENEM, BBIXOJIUT 3a PaMKH KOMIIETCHIIUU
CHeIHaTUCTa OpraHu3allii, OH MepeapecyeT BOMpOC MOTPEeOUTENss COOTBETCTBYIOIIEMY
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oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna, { B AOKYMEHTaX: 35
COMAacoaaHWA W pazpelleHins — uslugl.complexdoc.ru reklama. complexdoe.ru



basa HopmatuBHOI nokyMeHTarun: www.complexdoc.ru

CIICUAJIMCTY OpTaHHU3alU 110 HAIIPABJIICHUIO, KOTOpBIfI B TCUCHHUC pa60qero JHA JOJIDKCH
JaTb OTBCT.

6.3.1.8 Ecniu oTBeT Ha BOIPOC MOTPEOUTENS HE MOXKET OBITh MPEOCTABIICH B TEUEHUE
3TOro e pabouero MAHsA, CHENMAIMCT OPraHU3AlMM HAINpPaBIsAeT MOTPEOUTENIO
yBeJIOMJICHHE 00 3TOM C YKa3aHHEM CPOKOB IOJIYYEHHUS OTBETA.

6.3.1.9 Ecnu oTBeT, OTIIpaBIEHHBII MOTPEOUTEINIO, IPEACTABISAET UHTEPEC IS IPYTHUX
noTpeOuTeNnei, To ero myOIUKyIOT Ha caiTe.

6.3.1.10 ITapameTpbl OLEHKM NPEAEIBbHOM NPOAOLKUTEIBHOCTH B3aUMOJEHCTBUS C
NoTpeOUTENIMH MTPUBEICHBI B Ta0IHUIE 6.

Tabnuma 6
HaumeHoBaHue mokaszatess
. Pexomentyemoe npeznenbHoe
dopma B3aUMOICHCTBUS MPOJOJKUTEIBHOCTH
. 3HAUCHHUE TOKA3aTeIs
B3aHMO/ICHCTBUS
WHuTepHeT-npruemMHas Oo6nonenne uHpopmauuu  B|He Gonee ogHoro aHs
cllydae U3MEHCHHUSI
Oo6paboTtka 3eKTpOHHBIX | PaccMoTpenne  oOpamienus  u|He Oosiee Tpex AHel Iuis Borpoca,
oOpameHui CICIMATHCTOM | 0(hOpMIICHHE OTBETA oOparenus, He Oosee 14 aHei ms
OpraHu3aIiu KaTOOBI

6.3.2 UudpacTpyKkTypa HHTEPAKTHBHOIO 00CTYyKMBAHUS

6.3.2.1 HTepakTuBHOE OOCTY)KUBAaHUE OpraHU3yeTcs Ha 0a3e CHennaabpHOro pas3aena
Be0-caiiTa KOMIIaHUH.

6.3.2.2 VluTepakTuBHOE 00CITY)KMUBaHUE BEJIETCS MO JIBYM HalpaBJICHUSIM:
- IPEIOCTABJICHUE CIIPABOYHOM MH(pOpMAIIHH;
- YJIOBJIETBOPEHHUE 3aIIPOCOB HA OKA3aHUE/ U3MEHEHHE YCIYT.

6.3.2.3 TumoBas cTpykTypa WHGOpPMAIUHU, MPEAOCTABISAEMONW MPU HHTEPAKTUBHOM
o0CTyKMBaHUH, IPUBEICHA B TabmuIE 7.

Tabmuma 7
np-Dthlllﬂ'ﬂHHEH W IKONora4eckan ﬁB:!ﬂI'IECHDE'I’h, pﬂﬂMEl.LIEHI‘IE FI'EK.I'IEMI:I
oXpaHa Tpyaa, ayauT M cepTHhUKaLus, 4 e gokymenTax: 36
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HaumenoBanue pasaeiaa

BeO-caiita

HaumenoBanue noapaszacia

Wudopmanus, comepxamascs B
nojapasJiene

OCHOBHBIE yCIIyTH

[lepeuenp M CTOMMOCTH yCIyT
(Tapudbl) B 3aBUCUMOCTH OT BUJIa

ACATCIIbHOCTU OpraHu3anuun

Wudopmanss 0 TOM, 4YTO BXOAWT B
MEPEYCHb YCIYT, KakKuM 00pa3oM M KTO

OIMpeACIACT UX CTOUMOCTD

Ocob6ple  ycrmoBuS  (JIBIOTHI U

cybcunun)

Wudpopmanuss o Jbrotax #u CyOCHIUSIX
MaJi000eceueHHbIM u COLIMATBHO

HE3AIMUIIICHHBIM I'pakJaHaM

[NamsTKa MTOTPEOUTEITIO

HetanbHass wuHpOpMAIMS O MpoLeaypax

B3aUMOJICICTBUS C OpraHu3alued  uis

MOJIyYEHHUs YCIYTH.

TunoBble Qopmbl JTOKyMEHTOB (3asBKH,

JOTOBOPBI, KBUTAHIIUHU, aKThI 1 T.H.)

Iloka3zarenu, XapakTepu3yrOLUe

Ka4ecTBO YCIIyT

HNudopmanms, OCHOBaHHas Ha
COOTBETCTBYIOIINX HOPMATHUBHBIX aKTax M

CTaHJapTax OpraHU3alyun

IlocTanoBka BoIpoca

HononuurensHble Ilogaua 3asBku Ha okazaHue|PopMa aBTOMaTU3UPOBAHHOM 3asBKU
ycayru YCIOYTH MO TPEIOCTaBICHHOMY

TIEPEYHI0
Bompocst Haxoxnenne oTBera Ha BOpoC | ABTOMAaTHU3MPOBAHHBIH IMOWUCK OTBETOB HA

THUIMYHBIE BOIIPOCHI MOTpeduTenei, dpopma

JUIA HAlIpaBJICHHUA BOIIPOCOB

MpoMBILLNEHHAR W 3KoNOMM4Yeckan GeaonacHocTs,
oXpaHa Tpy[a, ayauT ¥ cepTHhduKaLna,
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OOparueHus, peTeH3un

Hanpasuts oOparueHue,

MIPETEH3UI0

Kpatkoe cozneprkaHue OTBETOB Ha

o0palleHNs1 U IPETEH3UH

(DopMa ABTOMATU3UPOBAHHOTO 06paHI€HI/ISI,

OPETCH3UU

OT3bIBBI Hanpasnenue ot3siBa ABToMaTusupoBaHHas ¢Gopma, B KOTOPOU
HOTpe6I/lTeHI/I MOI'YT OCTaBUTb CBOM OT3bIBbI
0 KayecTBe 00CITyKUBaHUSA
OT3bIBBI 00 OpraHu3anuu
Dopym Ob6cyxnenne BOIPOCOB | Bompockl 1 0TBETHI, 0OMEH MHEHUSIMHU
B3aUMOJICHCTBUSI C OpraHU3alyen
Hosoctn AxrtyanbHas uHpopmanus it | MabopManmst o6 m3MeHeHmn Tapudos, o

moTpeOuTeNeH OpraHU3aIIH
(MOXeT coIepxaTh CCBUIKY Ha
TJIABHYIO CTpaHWIy BeO-caiita

OpTaHU3aINH)

rpa¢mKax IDIAHOBBIX OTKITIOUEHUH (WiH
CCBUIKM Ha COOTBETCTBYIOIIHE DPECypChl),
aBapUIHBIX OTKIIIOUCHUSX, HOBBIX (hopMax

00CITy>)KUBaHUS U JIp.

IIpuem nnatexei

KonrakTHas nHbopMamms

Anpeca, TenedoH, rpapuk padoThI, mpodast

nHpopManus

Hentp OYHOTO | AZlpeca IIEHTPOB Anpeca LIEHTPOB, IpeIBAPUTEIbHAS 3aITNCh

00CITyKMBaHUS Ha TpHeM, Ipodas HHPOpMauus O HEHTpeE,

(obocobmenHOE KOHTAaKTHasT HWHQPOPMALUS CIICIHAINCTOB

noapasaciicHue, 3anuch Ha puem OpraHu3alii W  TeleOHHBIH  HOMEp

A0OHCHTCKUH ITyHKT) ropsiaei TUHAN

YacTo 3a7aBaeMble BOITPOCHI O
LEeHTpe
[TyGnukannu o ueHtpe
MpoMEILLNEHHAR W 3KONOMMYEckan GE30NacHocTE, PasmeweHne pexnamo
oXpaHa Tpy@a, ayauT W cepTrdrkale, 4 e gokymenTax: 38
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ITone3Hble CCHIIKH Anpeca BeO-caiiToB IlepeueHp BeO-caliTOB, TOJNE3HBIX LIS

moTpeOuTENS

7 IlopAaoK paccCMOTPEHUS NPETEH3UM
norpeouTesIen

7.1 B nensix MOBBILIEHUS! CTENIEHU JIOSIIBHOCTH U yJIOBJIIETBOPEHHOCTH MOTpeOUTENEH,
a TakXe JJIs TMOBBILIEHNs KauecTBa 00CTyKMBaHUS MOTpedUTeNel opraHu3anms J0KHA
IUIAHUPOBaTh U NMPOEKTUPOBaTh 3(P(PEKTUBHBIA U Pe3yabTATUBHBINA Ipolecc paboThI C
IIPETEH3USIMM.

7.2 OpraHu3zanus J0JDKHa pa3paboTaTh W BHEIPUTH MPOLENYpbl PErucTpaluu
NPETeH3Uil 1 OTBETOB Ha HUX, MOPSIOK MOJIb30BAHUS TAaKUMH 3aMHMCSIMU U yNPaBICHUS
UMH C COOJIOZCHHEM 3alluThl JI000H mepcoHalbHOW HHGpOpMALMKU O TOAATENAX
nperensuil. [Ipu perucrpannu npeTeH3uu eil nprucBanBaroT UASHTH(PHUKAIIMOHHBIN KOJ.

7.3 3anuch, clelaHHas NPU NEPBUYHOM IIpUEME IPETEH3UH, AOJDKHA COAEpXKaTbh
yKa3aHHs Ha Mepbl, IPUHATHS KOTOPBIX TpeOyeT MOTpeOHTeNb, a TaKxkKe 00y APYyryio
uHpOpMaLKIO, HEOOXOIUMYIO I 3PPEKTUBHOTO PACCMOTPEHMsI MPETEH3UH, BKIIIOYast
cleayrouiee:

- OIIMCaHUC NNPCTCH3UN U COOTBCTCTBYIOIINUEC BCIIOMOT'ATCIIbHBIC NAHHBIC,
- MCPBI, IPUHATHA KOTOPBIX Tpe6yeT HOTpe6I/ITeJ'H>;

- AaTy IMOATOTOBKU OTBCTA,

- HE3aMCJIMTCIIbHO IMIPUHATBHIC MCPHI.

O nony4yeHHMH KaKAOH NpPETeH3UM CleAyeT HEMEUIEHHO cOOo0IaTh €€ MOAaTero
(HampuMep, 1O oYTe, MO TeaePOoHY, O AIEKTPOHHOH MoYTe).

7.4 Tlocne perucrtpanuy TMpeTEeH3UU TpeOyeTcs OMpeneNsTh MPaBUIBHOCTh €€
odopmIleHus, JOCTATOYHOCTh, U OOOCHOBAHHOCTH COJepiKalleiics B Hell uHdopmanuu, a
TaKkK€ BaXXHOCTh, CIOKHOCTh M HEOOXOAMMOCTh OCYIIECTBJICHUS HEMEJICHHBIX
JICHMCTBUIA.

K paccMoTpenHio NprHUMAOT MPETEH3UI0, MIPEJICTABIEHHYIO B MUCbMEHHON (hopMme U
COJIEPIKAILYIO:

MpoMBILLNEHHAR W 3KONOMMYEckan Be3onacHICTs, pasMELuEH“E peKname
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- HAUMCHOBAHUC YCIIYT'U,

- OCHOBaHU: IUIs IPCTCH3UH,

- HGO6XOI[I/IMBIC JAO0Ka3aTCIIbHBIC TOKYMCHTEI,
- HOMCp A0TroBOpa, AaTy €ro 3aKJI0YCHUS.

HOTpe6I/ITeJI$I, OpeACTaBUBHICTO MPETCH3NIO, HC COACPIKAIIYIO YKA3aHHBIX anI/I6yTOB,
I/IH(l)OpMI/IPYIOT 00 3TOM C HCJIBKO TIOJYYUTH BCHO HCO6XOIII/IMYIO H JO0CTATOYHYIO
I/IH(l)OpMaI_II/IIO AJIA 00BEKTHBHOIO PACCMOTPCHUS MTPETCH3UU.

7.5 TlpereH3uss nomkHAa OBITH MPOCICKMBAEMOM, HAuWHAsA C €€ TpueMa [0
JOCTMIKEHHSI  yAOBJIETBOPEHHOCTU  MOJATENsI NPETEH3MM WA 10  [PUHATUA
3aKJIIOUUTENBHOTO pelieHus. TeKylmui craTyc MpeTeH3UH JIOJDKEH OBITh COOOIIeH ee
MOJATEIIIO 10 €r0 3amnpocy.

7.6 B cimydae HeZOCTAaTOYHOCTU WM OTCYTCTBMSI JOKA3aTENbCTB, MO3BOJIAIOIINX
IOPUNATH K BBIBOAY O HAJMYUHU JIMOO OTCYTCTBUM NPU3HAKOB HapylIEeHHs TpeOOBaHMH,
opraHu3anys BOpase Uil cOopa M aHajau3a JOMOJIHUTENBHBIX JOKa3aTeNbCTB MPOIUTh
CPOK paccMOTpeHMsl mnpeTeH3uu. O TNpOANEHHMH CpOKa pPAacCMOTPEHHUs IPETEH3UU
opranusaius o0s3aHa B MUCbMEHHON (OpMe YBETOMUTH MOAATEINS IPETCH3UH.

7.7 Ecau MNPpETCH3HA IIPU3HAHA HCO6OCHOBaHHOﬁ, TO NOAATCIIO MNPCTCH3UN
HaIlpaBJIAKOT MMMChMEHHBIH OTBCT, conepmamnﬁ OTKa3 C AapryMmeHTHPOBAHHBIM
3aKJIIOYCHHUEM.

78 B CJIydac IMpU3HAHUA [PETCH3NU 000CHOBaHHOM MoAaTeCJIf0O  HAIIPABJISIIOT
MMMChbMEHHBIN OTBET C MNPCIJIOKCHUAMU IO YPCTYJIUPOBAHUIO. Ecnu nonmarens MMPETCH3NN
OTKJIOHACT MpcajlaracMoc pCHICHUC WU ,ZLCI>'ICTBI/IC, MMPETCH3UA MHOJIDKHA OCTaBaTbCsA
OTKpLITOﬁ. 006 »Tom JOJIDKHBI OBITh CACIaHbl COOTBCTCTBYIOIIHEC 3allMCHU, a MOAATCIIb
MPETCH3NU NOJIKCH OBITh HpOI/IH(I)OpMI/IpOBaH 0 TOM, KyJa OH CHIC MOXKCT O6paTI/ITLC$I
BHYTPH U BHC OpraHu3alu.

7.9 O60061eHHy0 HHPOPMAIIUIO 000 BCeX MOCTYNHUBIIUX MPETEH3USAX, UX NMPUUNHAX,
NPEANPUHATHIX JEHCTBUAX NOATOTABIMBAIOT B BUJIE OTYETA JJIS IIPOBEJCHUS aHAJIH3a CO
CTOPOHBI ~ PYKOBOJCTBAa  OpraHM3allMd ¥  KCHOJB3YIOT TPU  MOHUTOPHUHIE
yJIOBJICTBOPEHHOCTH MTOTPEOHUTEIICH.

7.10 OpFaHI/ISaHI/I}I AOJI’KHA IMPOBOJUTDH MIOCTOSIHHBIM MOHHUTOPHHI ITponecca pa6OTBI C
MPETCH3UAMU 110 CICAYIOIIUM IMOKA3aTCIIAM:

- co0Io/IeHNe CPOKOB PACCMOTPEHHSI U YPEeTyITUpOBaHUS IPETECH3UH;

- 00BbEKTUBHOCTh PACCMOTPCHUA IIPETCH3UU
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- aJIeKBaTHOCTh OCYILECTBJICHMSI KOPPEKTUPYIOIUX U MPEAYNPEKAAIOIINX AEHCTBUI
IIPY BO3HUKHOBEHHMHU ITPETEH3UM.

7.11  Opra#auzauus  JODKHA  HOCTOSHHO — yiaydmiarh 3¢ (EeKTUBHOCTh U
Pe3yJIbTaTUBHOCTH Mpoliecca paboThl ¢ MPETEH3UIMH.

Ilokazarenu PE3YJIbTATUBHOCTHU IMPOLECCa pa60TBI C MMPCTCH3UAMMU:

- YUCJIO CUCTECMATUYICCKH TOBTOPAIOMIUXCA HpeTeH3I/II71;

- YUCJIO HpCTCH3Hﬁ, HC INPUHATBHIX K UCTIOJIHCHUIO I10 ITPUYINHE UX HCO6OCHOBaHHOCTI/I;
- YHUCJIO OTKJIOHCHHBIX, HO IMIPU3HAHHBIX 06OCHOBaHHLIMI/I, HpeTeH3Hﬁ;

- YKCJIO CIy4aeB HECBOCBPEMEHHBIX JNEUCTBUH IIPU PACCMOTPEHUU U YPEryJIUPOBAHUU
[IPETCH3UH;

- YHUCJIO CJIy4YacB HaApyHICHUA BCIACHUSA 3amucen npu peceajin3aluu IIponecca
yHpaBJICHUS TPETCH3UAMMU.

7.12 OpFaHI/IB anuyss  JO0JKHA  [MPUHUMATh MCPbl IJId  HCKIIIOYCHUS  I[MPUYUH
CYHICCTBYIOIUX W IMOTCHIOUAJIBHBIX HpOGJ’IeM, MNpUBOAAIIHNX K IPETCH3UAM, C LCIbIO

npeaAoOTBPATUTb UX MOBTOPHOC BO3HUKHOBCHHUC. OpFaHI/IBaI_[I/ISI JOJIKHaA:

- HCCJIICAOBATb, BBIABJIATH U IMPUMCHATH HaI/IJ'Iy‘-IIJ_II/Iﬁ OIBIT B 00JacTu pa60TBI C
MMPETCH3UAMU

- pacrpoCTpaHATh MOAX0, (POKYCHUPYEMbIil Ha OTPEOUTENs], BHYTPH OpraHU3aLUY;
- IOOIIPATH MPUMEHEHHE HHHOBAIMI B Ipoliecce paboThl C MPETEH3UAMU;

- IOOIIPSITh 0OPA3LIOBYIO padOTy C MPETEH3USIMHU MOTPEOUTENECH.

8 MOHUTOPHUHT YI0BJIETBOPEHHOCTH
norpeouTesieu

8.1 MOHUTOPHUHT yJIOBJIETBOPEHHOCTH MOTPEOUTENEH MPOBOASAT B IESAX ONPEACICHUS
oOnacTelt yaydIeHus ACSITEIbHOCTH, pa3pabOTKU W OCYIIECTBICHHUS Mep o Haubolee
MMOJTHOMY YJIOBJICTBOPCHHUIO TpEOOBaHWUN M OXHUAAHWN moTpedbuteneii. MOHHTOPUHT
MPOBOJAT HAa OCHOBE aHAJIM3a MOJy4YEeHHOM MHGpOpMalMU O KauyecTBe OOCIyKUBaHUS U
NeSITeIbHOCTH OPTaHU3aI1H B 1IETIOM.
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8.2 OOBEKTOM MOHHUTOpPHHra SIBISIETCS  YAOBJIETBOPEHHOCTh MNOTpeOHUTENeiH
CIIELYIOIIMMHU CTOPOHAMH AESATEIBHOCTH OpraHU3aliu:

- KauecTBO 00CITy>KUBaHUS OTpeOUTENEi;

- nH(pOpMHUpPOBaHUE 00 yCIIyTax;

- IPOXOKJICHHE 3aIIPOCOB, JOTOBOpa WJIH 3aKa3a, BKIOYasi N3MEHEHHS K HUM;
- oOpatHas CBs3b C MOTPEOUTENAMH, BKIIIOYAsl IPETEH3NH;

- peryTanus OpraHu3alH.

8.3 MHWudopmanmio a7 OCYLIECTBICHHS MOHHTOPUHIA  YJOBJIETBOPEHHOCTH
noTpeOuTeneil B 3aBUCUMOCTH OT HWCTOYHHMKOB IMOJPA3AEISIOT HAa BHEUIHIOD U
BHYTPEHHIOIO.

8.4 Ilokazarenu, uUCHOJb3yeMblEe [UId  MOHMTOPHMHIA  YJOBJIETBOPEHHOCTH
notpeOuTeneil Ha OCHOBE BHYTPEHHEH MapKeTHHIOBOM MH(OpMAIMH, OUIeKAT aHAIU3Y
U, TP HEOOXOAMMOCTH, aKTyaJIM3allui U yTBEP)KICHUIO. BHYTpEeHHSs MapKeTHHTOBast
uHpopmauus (GopMHUpPYeTCs B pe3ysibTaTe JOTOBOPHOM W BCEM IMPOM3BOACTBEHHO-
XO3AUCTBEHHOHN JEATENbHOCTH OpraHu3aluu. B 4acTHOCTH, MOTYT OBITH yUYTEHbBI Takue
MoKa3aTeia, Kak pocT 4ucia MoTpeduTenei, MpoAoKUTEILHOCTh B3aUMOJICHCTBUS C
HUMH, YHUCIIO TPOJOHTMPOBAHHBIX M PAacCTOPTHYTHIX JOTOBOPOB, YMCIO IPETEH3HH,
IIOJIy4E€HHBIX OT KOHTPAareHTOB IIPHU peaJln3aliy JOTOBOPOB.

8.5 Z[J'IH MOHUTOPpHHTA YIOOBJCTBOPCHHOCTU HOTpe6I/ITeJIeI71 Ha OCHOBE BHEIIHEH
MapKCTHUHT 0BOM I/IH(I)OpMaI_II/II/I HCIOJIB3YROT CJICAYIOIUC MCTOABI:

- IPOBEJICHUE OIPOCOB: aHKETUPOBAHUE U UHTEPBBIOMPOBAHMUE;
- aHAJIN3 IPETEH3UI U o0paleHni;

- aHaJIu3 BHYTPCHHUX IoKa3aTesei pa6OTBI OopraHu3anuun (HaHpI/IMep, YucCiIo Hu
MMPpOAOJIKUTCIILHOCTD IICPEPHIBOB B IIOJAAYC BHCKTqueCKOﬁ U TEILIOBOM 3HepFI/II/I).

AHKETHI IJIL U3Yy4YCHHA  YHOBJICTBOPCHHOCTH HOTpe6HTeﬂeﬁ pa3pa6aTLIBaIOTC}I
CricuaJiuCTaMu OpraHru3aliiid Ha OCHOBC MMPEABAPUTCIILHO COCTABJICHHBIX BOIIPOCHUKOB
C y4€TOM HOTpC6HOCTI/I B UCCJICAOBAHNUN KOHKPCTHBIX MoKa3aTeei.

Pe3yJIBTaTBI HHTCPBBIO JOJIZKHBI OBITH Ba(bI/IKCI/IpOBaHBI B IIMCBMCHHOM BHIEC,
MMpOaHAJIU3UPOBAHBI U ITPEACTABJICHBI IJIA 0606I_HCHI/I}I.

8.6 B oOmem ciyyae OIIEHKAa YJOBJIETBOPEHHOCTH MOTpeOuTeneii MoOXKeT ObITh
MIPOBE/IEHA Ha OCHOBE:
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- CPAaBHCHUA MoKa3aTellell ¢ aHaJIOTMYHBIMHY MOKa3aTeIIsIMU APYTrUux opr aHH3aLIPIfI;

- CPAaBHCHUA IoKa3aTejieil 1Mo pa3indHbIM BHOaM YCIyr, IIpoHecCcaM, CCrMCHTaM
PBIHKA;

- OIIpeeNICHNs TeHICHLIMM B TMHAMMKE MTOKa3aTeNe.
8.7 MOHHMTOPUHT YJOBIETBOPEHHOCTH TOTpeOUTENe HAa OCHOBE JaHHBIX,
MONyYeHHBIX B XOJE€ TPOBEACHHUS OMPOCOB, (OKYyC-Tpymm ¥ Ap., MHOIJEKHUT

CUCTCMATUYCCKOMY KOHTPOJIIO U aHAJIN3Y.

8.8 HakamnuBaemass unHpopmaiys 00 YJOBIECTBOPEHHOCTH MOTpeOuTENneil aomKHA
OBbITh CUCTEMATHU3UPOBAHA IO CIEAYIOLUIIMM HANPABICHUSM:

- OIIpCACIICHHBIM BPEMCHHBIM IIEpHUOaaM (HOHerI[I/IC, TOI[);

- 00BeKTaM MOHHUTOPHHTA YAOBJICTBOPCHHOCTHU HOTpGGHTCJ’ICﬁ;

- I'pynmnam HOTpG6HT€J'I€fI Hn OTACIbHBIM HOTpe6I/ITeJ'I$IM.

8.9 Pe3y.]'IBTaTLI MOHHUTOPHHTA PAaCCMAaTPUBAIOT IIPH ITPOBCACHHUU aHaJIM3a CO CTOPOHLIL

PYKOBOJICTBA OpraHHU3aIlMU HE PEXE OJJHOTO pas3a B TOJ IJS OMpEesIeHUs HEOOXOAUMBIX
KOPPEKTUPYIOMINX U MPEAYNPERKAAONTUX TEUCTBUM.

Ipuiaoxkenue A
(cnpaBoO4YHOE)

Cucrema aBTonH(pOpMUpPOBaAHUS

A.l1 Cucrema aBTOMH(POPMUPOBAHUS MOTPEOUTENEH MpeaHa3HAuYeHA Jis JOBEICHUS
JI0 HUX TUTIOBOW MH(OPMAIIUH.

A.2 ABTOMH(pOPMATOP UCTIONIB3YETCA:

- npu HMHOOPMUPOBAHMM TOTpeOHTENeH 00 H3MEHEHHMSX B IICHOBOW IIOJHMTHUKE,
M3MEHEHUU NIEPEYHS NIPEJOCTABIISIEMBIX YCIIYT;

- IpU YBEIAOMIICHHMM O HEYIUIaT€ 3a MPEAOCTABICHHBIE YCIYIH C aJpPECHBIM
COOOIIIEHUEM CYMMBI JIOJITA;

- IpY HATIOMUHAHUU O HEOOXOIMMOCTH MPOBEJCHUS MEPOTIPUATHIA;
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- IIpY IPEIYIPEKACHUU O IPUOCTAHOBJICHUHU YCIIYTH 32 HEYIUIaTy U T.1.

A.3 TpeboBaHue k cucTeMaM aBTOMH()OPMUPOBAHUS:

- BO3MOKHOCTb XPaHEHUsI pe3yJIbTaTOB OMOBELICHHUS;

- BO3MOYKHOCTh XPAHEHUs! CLIEHAPUEB OMOBELICHHUS;

- BO3MOKHOCTb XPaHEHUsI CITMCKOB OTOBEIICHUS;

- OTYET 10 ONOBEIEHHUIO;

- MOHUTOPHHT TPOIIecca ONOBELICHHUS B PEXKUME PEaTbHOTO BPEMEHH;

- Ha3HAYEHUE 3a/1aHMs Ha OIMOBEIEHHE C YKa3aHUEM BPEMEHU Hauana U OKOHYAHMUS,

- IEPEKIII0YEHNE Ha oreparopa (TOJIbKO JUIst Tee(hOHHOTO aBTOMH()OPMUPOBAHMUS).

A.4 ABTouHpopMHpOBaHUE OTpEOUTENEH IPOBOJUTCS CIECAYIOUIMMHU CIIOCO0aMMU:

- Tenie(hOHHOE aBTOMH()OPMUPOBAHUE;

- E-mail-aBronndopmupoBanue;

- SMS-aBTOMH(pOpPMHUPOBAHHE.

A.5 Cucrema TteneoHHOr0O aBTOMH()OPMHUPOBAHMS IO3BOJISIET IPOUTPHIBATH
3BYKOBBIE (hailfibl, a TaKKe BOCIPOM3BOAUTH YHCIOBYIO HMH(OpPMAIMIO, HAaIpUMEp: O
CTOMMOCTH yCIyr, BpEeMeHH, Jare, TeledoHHbIX Homepax H T.a. JlaHHOe
aBTOMH(OPMHUPOBAHUE MPOBOJUTCS CPEeIU MOTpeOUTENeH, 3aKII0UMBIINX ¢ KOMIIAaHUEH
JIOTOBOP Ha MPEJOCTaBIEHUE YCIIYT, 10 HOMepaM Telne(OoHOB, YKa3aHHBIM B JI0TOBOpE.

A.6 E-mail-aBronHdopmMupoBaHie NpOBOAUTCS CpeAM MOTpeOUTENeH, 3aKITIOUNBIINX
C OpraHusanuel JoroBop Ha MpEAOCTaBICHHUE YCIYT, IO aJpecaM 3JIEKTPOHHON MOYTHI,
TO0OPOBOJIBHO MPEIOCTABICHHBIM MOTPEOUTEIIMH.

A.7 SMS-aBTonH(pOpMUpOBaHUE MTPOBOAUTCS CPEAU MOTPEOUTENEH, 3aKIIOYMBIIUX C
KOMITaHHEH OrOBOp Ha MpPEJOCTaBJIEHUE YCIYT, I0 HOMEpaM MOOMJIBHBIX Tele(OHOB,
TO0OPOBOJIBHO MPEIOCTABICHHBIM MOTPEOUTEIIMH.

KiroueBble cjioBa: B3auMo/JieiicTBHE C MOTpeOUTENAMH, OOpaleHre NoTpeOuTes,

OYHOE 00CITy’KUBaHHE, 3204YHOE 00CTyKUBaHUE, HHTEPAKTUBHOE 00CITy)KHBaHUE,
oOpaTHast CBA3b, IPETEH3Us,, MOHUTOPUHT, MHPACTPYKTypa, MPHUOOPHI yueTa
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