HAILIMOHAJIBHBIN CTAHJIAPT POCCUIICKOU ®EEPALINN

T'OCT P 53368-2009

OO6cyxuBaHuEe OTPEOUTENICH IEKTPUUECKON M TEIIOBOM SHEPTUU

pennciaosue

Hemn m npunuunel crangaptuzauuu B Poccuiickoit denepanuu ycraHoBieHbl DenepanbHbIM 3aKOHOM OT 27
nekabps 2002 1. No 184-®3 «O TeXHHUYECKOM pETryIHpOBaHUN», a TPaBWIIa MPUMEHEHHUS HAI[MOHAIBHBIX CTaHIAPTOB
Poccutickoit @enepanun - TOCT P 1.0-2004 «Cranmapruzanus B Poccuiickoit @epepannu. OCHOBHBIEC TIOJIOKEHID)

Caenenus o cranaapre

1 PABPABOTAH OTKpHITEIM aKIHOHEPHBIM 00mecTBoM «BcepoccHiiCKuii HAay9HO- HCCIENOBATECIbCKIA HWHCTUTYT
ceprudukanuny (OAO «BHUUCy)

2 BHECEH VYmpapieHneM TeXHHYECKOTO PEeryJIUpOBaHUs U cTaHIapTU3amu denepanbHOro areHTCTBa 1o
TEXHUYECKOMY PErYIMPOBAHUIO U METPOJIOTUHU

3 VTBEPXJIEH U BBEJIEH B JIEMCTBUE Ilpukasom denepanibHOro areHTCTBa M0 TeXHHYECKOMY PeryIHpOBAHHMIO
u Metposoruu ot 23 utons 2009 . Ne 258-ct

4 BBEJIEH BIIEPBBIE

Wudopmarust 00 I3MEHEHUSIX K HACTOSIIEMY CTaHAApTy MyOIMKYETCs B €KETOIHO M31aBaeMOM HH(POPMAHOHHOM
ykaszarene «HannoHanbHble CTaHIAPTBI», @ TEKCT U3MEHEHHUH U MONPABOK - B €KEMECSUHO U3/1aBaeMbIX
nH(popMaMOHHBIX yKa3arensx «HannoHanbHble cTanaapTe. B ciryuae nepecMoTrpa (3aMeHbI) M OTMEHBI
HACTOSIIETO CTaH/IapTa COOTBETCTBYIOIIEE YBEAOMIIEHHE Oy/ieT OImyOIMKOBAaHO B €XKEMECIYHO N3/1aBaMOM
nHpopmamoHHOM yka3zarese «HarmoHanbHbele cTaHnapTey. CooTBETCTBYOMAs HHGOPMAIHs, yBEIOMIICHHE U TEKCTHI
pasMeIaroTcs TakxkKe B MHPOPMAIIMOHHON cUCTEeMe OOIIETO TO0JIb30BaHMS - Ha OQHIaIbHOM caiiTte DenepaabHOro
areHTCTBA M0 TEXHUYECKOMY PETryJIHPOBAHUIO M METPOJIOTHH B ceTH VIHTepHeT

Conepxanue

IIpenucnoBue

—_—

O6nmacTh IPUMEHECHHUS

HopMaTuBHBIE CCHIKH

TepMUHBI, ONpPENCICHHUS U COKpaNeHUSI

Ilenu u 3agaum

TpeboBaHHS K mpomeccaM B3aUMOJICUCTBUSA C MOTPEOUTEHAIAMH

TpeboBaHUS K mpomeccaM OOCIYXHBAaHHUS NMPU B3AaUMOJCHCTBUU C
oTpebOuUTENIMH

.1 Ounoe obcnyxuBaHue

.1.1 Opramu3anuss OYHOTO OOCHYyXHBAHHS
.1.2 NadpacTpykKTypa OYHOTO OOCHNyXKHUBAHUS
3aoyHoe oOCcnyXuBaHHUE

.1 Opramu3anus 3a094HOTO OOCINyXHUBAHUS

.2 UadppacTpykTypa 3a094HOTO OOCHyXHBaAHUSA
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6.3.1 OpraHu3anus UHTEPAaKTUBHOTO OOCINyXHBaHUS
6.3.2 NadpacTpyKTypa HHTEPAaKTHBHOTO OOCIHNyXHUBaAaHUS
7 Mlopssgok paccMOTpEeHHUS MpeTeH3UNW moTpebuTenen

8 MOHUTOPHHT YAOBIETBOPEHHOCTH NMOoTpebuTENECH

IIpunoxenne A (cupaBounoe) CuctemMa aBTOHNHQPOPMHUPOBAHUSA

HAIIUMOHAJIbBHBIWU CTAHJJAPT POCCUMCKOMN ®EJEPAIMU
OBCJIY KUBAHUE IIOTPEBUTEJIEU SJIEKTPUUECKOM U TEIIJIOBOU SHEPT MU

Consumer service of the electric and heat energy
Jara BBenenus - 2010-07-01

1 ObaacTb npuMeHeHust

Hacrosumii craHzapT yCTaHAaBIMBAaeT TPeOOBaHHS K B3aUMOICHCTBHIO C IOTPEOUTENISIMU NPH OKa3aHHH YCIYT B
cthepe AIMEKTPOo- U TEIUIOCHA0KEHUS.

HaCTO?[H.[I/Iﬁ CTAaHJAAPT NPCAHAZHAYCH U1 IPHUMCHCHUA 3H€pFOC6LITOBLIMI/I 1 CCTCBBIMH OpPraHU3alUsAIMM, a TAKKC
OpraHu3anusaMu, 3aHUMAarOIUMHUCA TeIIOCHAOKEHHEM HOTpe6PIT€J'IeI>i.

Hacrosmuii cranmapT pachnpoCTpaHSeTcss Ha B3aWMOOTHOIIEHHS C HOTPEOUTENAMH - (U3NYECKUMH JIUIAMHU;
IOPUAMYECKUMH JIMI[AMHU, B TOM YHCJIE UCIIOJIHUTENIIMH KOMMYHIIBHBIX YCIYT U3 YHCJa TOBAPHIIECTB COOCTBEHHUKOB
KUJIIBS, )KUITHIHO-CTPOUTENBHBIX, XKHIHIIHBIX WINA HHBIX CHEHUATH3UPOBAHHBIX OTPEOUTEIBCKUX KOOIIEPATHBOB JIHOO
YIPaBIAIONIMX OpPTaHU3AIMN; NpeaIpuHUMaTensIMu 0e3 obpa3oBaHus fopuanyeckoro juna. Hacrosmmii craHmapt He
yCTaHaBIMBaeT TPeOOBAaHM K B3aMMOJICHCTBHIO OpTaHU3aIMi U MOTpeduTeneil Ha ONTOBOM PBIHKE JIEKTPOIHEPTHH.

Ilo wHUIMaTHBE OpraHM3aLUi M UX OObEAMHEHHWH (acCOIMAIMi) HACTOSIINN CTaHAAPT MOXKET OBITh HCIIOJIB30BAaH
Kak OCHOBa JJISl IPUHATHS KOAEKCOB IEIOBOM 3THKH, COIVIAIICHWH M JPYTHMX IOKYMEHTOB IO CaMOPETyINPOBAHHUIO B
00J1acTH 3MEKTPO- U TEIUIOIHEPTETHKH.

2 HopmaTuBHbBIE CCHUIKH

B HACTOALICM CTAaHAAPTE UCIIOJIb30BaHbl HOPMATHBHBIC CCBUIKHU Ha CICAYONINC CTaHAAPThI:

T'OCT P 1CO 9000-2008 Cuctembl MeHemkMeHTa KadecTBa. OCHOBHBIE MOJIOKEHUS U CIOBAPh

[Ipumeuanue - Ilpu MoNb30BaHUM HACTOSAIIMM CTaHIAPTOM II€JIECO0OPa3HO MPOBEPUTH NEHCTBHE CCHUTOYHBIX
CTaHJIapTOB B MH(OPMALMOHHON CHCTEME OOIIIEro IMOJIb30BAHMS - Ha O(QHUIHAILHOM calite DenepasbHOTO areHTCTBa 110
TEXHUYCCKOMY PETYINPOBAHUIO U METPOJIOTUH B CETH HHTCpHeT WX 110 €XCTOJTHO U3J1aBacMOMY I/IH(i)OpMaHI/IOHHOMy
ykazaremro «HarmoHaabpHBIE CTaHAAPTHI», KOTOPHIHA OMYyOJIMKOBAaH IO COCTOSHHIO Ha | SHBaps TEKyIIero rojaa, u Io
COOTBETCTBYIOIIUM €XKEMECAYHO HU3TaBACMbBIM I/IH(pOpMaHI/IOHHI)IM yKasareism, Ol'[y6J'[I/IKOBaHHI)IM B TCKYILIEM TOmy.
Ecmm  ccputouHBI cTaHmapT 3aMeHEeH (W3MEHEH), TO TpPH IIOJNB30BAHWM HACTOSAIIMM CTaHAApTOM CJEIyeT
PYKOBOZICTBOBAThCS 3aMEHSIONINM (M3MEHEHHBIM) CTaHAapToM. Eciy cChUIOYHBIN CTaHIapT OTMEHEH 0e3 3aMEHBI, TO
MOJIOKEHHUE, B KOTOPOM J[aHA CChUIKA HAa HETO, IPUMEHSETCS B UAaCTH, HE 3aTParuBaroLIel 3Ty CCBIIKY.

3 TepmuHBl, onpeaeleHAs U COKPAILlCHUS

3.1 B nacrosimem crangapre npumeHensl TepMunsl o FOCT P UCO 9000 u I'OCT 30335, a takxe cnegyronye
TEPMUHBI C COOTBETCTBYIOLUIUMH ONIPEAECIICHUSIMHU:

3.1.1 aBromndopmarop: TexHuyeckas CUCTEMa aBTOMATHYECKOI'O OIOBEIICHUS OONBIIOrO 4ucia aOOHEHTOB B
LeJsX JOBEJACHHS 10 HUX THIIOBOM MH(OpMAIINK.

3.1.2 agmunucTparop: COTpyaHKK, OTBETCTBCHHBIH 3a IPUEM IIOTPEOHTEICH W KOHTPOJIb X0a BBIIIOJHEHUS PaboT
B IIEHTPAX OYHOTO OOCITY>KHBaHHS MMOTPEOUTEIEH.

3.1.3 mperensus [kajo6a]: HamparieHHoe morpeOuTelieM B aapec OpPraHM3allid WA JOUKHOCTHOTO JIMIA



OopraHmn3anu IMMCbMCHHOC WM YCTHOC 3asgdBJICHHUC O HAPYIICHWHU IIpaB HWIA OXPaHACMBIX 3aKOHOM MHTEPECOB
HOTpe6I/ITeJ'Iﬂ, 0 IPEAOCTABIICHNHU YCIIYT' HCHAJICKAINCTO KAYC€CTBA U COOTBECTCTBYIOIIEM YMCHBIICHUU €€ CTOUMOCTHU
u T.II.

3.1.4 3aounoe o6cay:xkuBanue: OOciyxuBaHme moTpeOuTeneil 0e3 IMYHOTO KOHTAKTa C COTPYIHHKAMHU
OpraHU3alliH{, B TOM YHCIIE 10 TeledoHy, TouTe WK Yepe3 MHTepHeT.

3.1.5 nHTepaKkTHBHOE 00CIYy:KHBaHUEe: 3a09HOE 00CTy)XKMBaHUE ITOTPEOUTENEH ¢ MCIIONBF30BaHNEM CeTH MIHTepHeT.
3.1.6 UnTepHeT-npuemMHasi: MlHTepakTiBHAs MpUeMHas JUIs HOoTpeOuTeneil Ha BeO-caiire.

[Ipumeuanue - MHTEpHET-IpHEMHAsT MOXKET OBITH co3iaHa B ¢popme MHTepHET-opTaia, T.e. COBOKYITHOCTH BeO-
CTPaHHUI] C TIOBTOPSIOLIMMCS TU3aiHOM, OOBEIMHEHHBIX 110 CMBICITY, HABUTAIIMOHHO M (PU3NYECKH HAXOASAIIMXCS Ha
OJIHOM BeO-cepBepe.

3.1.7 konrakT-ueHTp: COBOKYNHOCTH 00OPYNOBaHUS, IPOrPAMMHOIO 00ecIeueHus], PaOOTHUKOB, IPOLECCOB LT
obecrieueHnst 00CITy)KUBaHUsI IOTPEOUTENEH 110 TeseOoHy.

3.1.8 oOpamenue: HampasienHoe moTpeduTeneM B aapec OpraHU3aIlH WIN JOHDKHOCTHOTO JIMIA OPTaHW3alldd
MUCHMEHHOE I YCTHOE 3asIBJICHHE.

[Ipumeuanue - OOpameHne MOXET OBITH 3aIIPOCOM O NMPEAOCTABICHIH HHYOPMALUHN | T.II.

3.1.9 ouyHoe obcay:xxuanue: OOcmyXHBaHHE NOTpeOMTENEH MOCPEACTBOM JIMYHOTO KOHTAKTa C COTPYIHHKAMH
OpTaHM3aLUH.

3.1.10 morpedutean: duzmdeckoe WIH IOPUAMYECKOE JHIIO, OCYHICCTBISIONIEE MOJIH30BAHHE SIEKTPHUSCKON U
(WM) TEIUIOBOWM 3HEprueit (MOIIMHOCTBIO) MPH 3aKIIUCHHHM C OPraHU3allel JOrOBOpa 3HEProCHAOKCHHUS W/WIH
JIOTOBOPA TEIUIOCHA0KEHUSL.

[MIpumeuanue - [lorpedureny MOryT OBITH OZAPA3/EICHBI HA TP IPYIIIIbL:

1-5 rpynna - rpaxkaaHe-noTpeOUTeIN U IPUPaBHEHHBIE K HUM B COOTBETCTBUH C HOPMAaTUBHBIMHU IIPABOBBHIMH aKTaMU B
o0llacTé  rocynapcTBEHHOTO pPeryJaupoBaHusi Tapu(oB TIpynnbl (Kareropuu) MoTpeduTeneil, mnpuodperaromme
JNMEKTPUUYECKYI0 WM TEIUIOBYIO 3HEPTUIO JUIA JIMYHBIX, CEMEHHBIX, JOMAaIlHUX M WHBIX HYXI IO OCBEIICHUIO,
OTOIUICHHIO ¥ TOPSTYEMY BOJIOCHAO)KEHHMIO, HE CBA3AHHBIX C OCYIIECTBICHUEM NPEIIPUHAMATEIILCKON e TEINbHOCTH.

2-51 TpyIIa - OpraHU3alnny - HCIIOJHUTENN KOMMYHAIIBHBIX YCIIyT, IPHOOpETAIONINe SIEKTPUIECKYIO WM TEIUIOBYIO
SHEPTHIO AJIS IPEAOCTABICHHSI KOMMYHAIBHBIX YCIIYT.

3-s rpymnna - OpUANICCKUC JInla U MPpEeANPHUHUMATEIIN, HpI/IO6pCTaIOH.II/IG DJICKTPHUUCCKYIO W TCIJIOBYIO SHEPTUIO JIA
COOCTBEHHBIX HYXKI.

3.1.11 uentrp ouHoro ob6ciay:kuBanusi (morpedureneii): LleHTp, npenHa3HauYeHHBIH A1 TMpHeMa OOpalleHuit
HOTpeduTeae MO BONPOCAM JHEPTONOTPEONEHHs, TEXHOJIOTMYECKOTO NPHUCOEAUHEHHUS, MEPeAadyd U paclpeneieHus
ANIEKTPOIHEPTHH, OCYIIECTBICHUS KOMMYHAaJbHBIX IUIATeXeH, co3iaHus KOM(OPTHOW, SPrOHOMHYHON CpPEbI
B3aUMOJICHCTBHS, MOBBILIEHNS 3()(HEKTUBHOCTH 0OCITY)KUBAHHSI.

3.1.12 mail-po6oT: ITporpamma 06pabOTKH BXOAAIIEH SIEKTPOHHOH KOPPECTIOHICHIIHH.

3.1.13 short message service; SMS: TekcToBble COOOIICHHS, UCMIOIB3YEMbIC B OCHOBHOM JUIsSi KOMMYHHKAIIUH W
o0MeHa HH(pOpMaILHeii, pacpoCTPAHSIOIIHECS IOCPEICTBOM MOOMIBHOH Teneonun u yepe3 MHTepHer.

3.2 B HacTos1eM cTaHAapTe MPUMEHEHBI CIEAYIONINE COKPALCHHUS:
3.2.1 TCXK - ToBapuIecTBO COOCTBCHHUKOB YKHJIbS;
3.2.2 JKCK - UIUIIHO-CTPOUTENIbHBIN KOOIIEpaTUB;

3.2.3 KIIK - xapMaHHBII NEpCOHAIbHBII KOMIBIOTED.

4 leau u 3aga4n

LemaMu HacTOSIIEro CTaHAApTa SBISFOTCS YCTAaHOBIEHHE HOPM M IPAaBWI B3aWMOICHCTBHUS C MOTPEOUTENsIMHU,
€ANHBIX TpeOOBaHMH K KadyecTBY OOCIYXMBaHHA, ONTHUME3ANWA W (OpMamu3alys MPOIeIyp B3aUMOACHCTBHS
IOPUINYECKOTO JIMIA, CHAOKAIOIIETO MOTPEOUTENS SICKTPHUIESCKON H/MIIN TEIUIOBOM YHEPTHEH, a TaKkKe OKa3bIBAIOIIETO
YCITyTH TI0 TIepeade YHEPTUH | TEXHOJIOTHIECKOMY MPHCOSANHEHHIO K CETSIM, M TOTPEOUTENIS.

CraHmapT ycTaHaBIMBaeT TPEOOBAHUS K IpOLECCaM:

- B3aHMO,HeI7[CTBHH C HOTp€6I/ITeJ'I$IMI/I YCIYT SHEpPro- u TEIUIOCHAOKEHUS 110 nepegavuc SHCKTqueCKOﬁ OHEpruu, 1o
TEXHOJIOTHICCKOMY MMPUCOCANHCHUIO K pACTIPCACIUTCIIBHBIM CCTAM IPH 3aKIHOYCHUN U BEACHUU TOTOBOPOB;

- pearupoBaHud Ha NPETCH3UU U O6paHICHI/I$I, obecneueHust ((O6paTHOI7[ CBA3U»,



- OICHKH CTCIICHU YIOBJICTBOPECHHOCTH KAYCCTBOM YCIIYT DJICKTPO- U TEIIOCHAOXKEHHS M KaueCTBOM O6CJ'Iy)KI/IBaHI/I}I.

5 TpeOoBaHus K poueccaM B3aUMOAEHCTBHS C IIOTPeOUTEISIMU

5.1 TpeOGoBaHus MOTpeOHUTENCH K TIepeade AEKTPOIHEPTHH, K 000PYIOBaHUIO TOYKH MOCTABKH NMPHOOpaMH ydeTa,
K TIOCTaBKe JIEKTPHIECKOH M TEIUIOBOM YHEPTHH JOJDKHEI OBITH OTPa)KCHBI B JOTOBOPAX.

5.2 TlopsimoK MOATOTOBKH U TIOATIMCAHUS JTOTOBOPOB C MOTPEOUTEIISIMHE IEKTPUICCKON U TETIIOBOH YHEPTUH TOJDKEH
OBITH YCTAHOBJICH B OPTaHU3AIMH OTACIHHON HHCTPYKIKEH, BKITIOUAIOIel B ceOs:

- IepeYeHb BUJIOB 3aKJIIOYAEMBIX JIOTOBOPOB (TIOCTABKH, YCIYTH H JIp.);
- npuMepHbIe GOpMBI (00pa3Lbl JOTOBOPOB);

- YKazaHus JIUI OTBCTCTBCHHBIX 3a IOATOTOBKY JOTOBOPOB, OTBETCTBCHHLIX 3a CONNIACOBAHHMC OOTOBOPOB U
MOCJICA0BATCJIbHOCTD COITIACOBAHUS, MTOATIUCHIBAIOIINX JOTOBOPLI;

- IOPSIIOK BHECEHUS U3MEHEHUH B JOTOBOPHI;

- CPOKH MOATOTOBKH U MOANKCAHUS JOTOBOPOB;

- TOPSAOK XPaHEHUS IOTOBOPOB;

- TOPSAOK KOHTPOJIS BHIIOTHEHUS TOTOBOPOB.

5.3 IIpu moATOTOBKE IOTOBOPA OPTaHU3AMMS JOJDKHA OTIPEICIUTH!

- TpC6OBaHI/I$I, YCTAaHOBJICHHBIC HOTpe6I/ITeJ'I$[MI/I, BKJIrO4Yasa Tpe6OBaHI/I$I K IIOCTaBKC G)J'IeKTpPI‘IeCKOﬁ H TCIUIOBOM
OHEPIvuu U ACATCIbHOCTH MOCJIC [TOCTABKHU;

- Tpe6OBaHI/I$[, HC OIpPCACIICHHBIC HOTpe6I/ITeJ'IeM, HO HGO6XO,Z[I/IMLIC A KOHKPETHOIO0 MW IMpeanojgaracMoro
HCIIOJIB30BaHMUA,

- 3aKOHOJATeJIbHbIC W JIpyrue 00s3aTeNbHble TPEOOBAaHUs, OTHOCSAILIMECS K IOCTABKE AIEKTPHUYECKOW U TEIJIOBOU
SHEPTUH;

- I00bBIE JOIIOJIHUTCIIbHBIC Tpe6OBaHI/I5[, B TOM YUCJIC NIPEAYCMOTPECHHBIC HACTOAIIUM CTaHAapTOM.

5.4 Opranuzanusi I0KHA aHAJIU3UPOBaTh TPEOOBaHUS, OTHOCSIIMECS K TMOCTaBKE JJEKTPUUECKON M TETIOBOM
9HEprud. OTOT aHaMW3 [ODKeH OBITh TPOBENSH 10 TMPHHATHS OpraHu3aluedl o0s3aTeNbCcTBa TOCTABIITH
ANIEKTPUIECKYIO U TEIUIOBYIO SHEPTHIO IIOTPEOUTEITIO.

5.5 OpraHuzanus JODKHA ONpENeNsITh W NPUHUMATh S(GQEKTUBHbIE MEphl 110 MOAJNCP)KAHUIO CBSI3H C
MOTPEONTEISIMH, Kacarolrecs:

- HHpOPMALINHU 00 OKAa3BIBAEMBIX yCIYTaX;
- 3aKIJIFOYCHUS U BEICHUS JOTOBOPOB, B TOM YHCJIE MOTIPABOK K HIM;
- pearnpoBaHMsI Ha IPETEH3UH U oOpaleHus, o0ecreueHus: «<0OpaTHON CBSI3N».

5.6 Jlns ompeneneHuss HEOOXOAUMBIX CPEJCTB YMPaBICHHUS MPOIECCOM B3aUMOJEHCTBUS C TOTPEOUTEISIMH
opraHuzanusi JOJDKHa pa3paboTarh COOTBETCTBYIONIME JOKYMEHTHPOBAHHBIE TMPOILEAYPH, B TOM  YHUCIE
JIOKyMEHTUPOBAaHHBIC TPOIENyphl OKa3aHUsl YCIYI, pearupoBaHHMs Ha TPETEH3UH W OOpamieHus, JOHKHOCTHBIE H
paboure HHCTPYKIUH COTPYAHUKOB, OOCTYKUBAIOIINX OTPEOUTEICH.

5.7 TlocnemoBaTeNbHOCTh, COAEPKAHWE JSTAlOB B3aMMOICHCTBHSA € MOTPEOUTENSIMH yCIyT DJEKTPO- H
TeII0CHaOXKeHNs! U TpeOOBaHMS K HUM NpHUBE/EHHI B Tabnuie 1.

Tabmuna 1

ConepxaHne 3Tamna TpeboBanus K 3Tamy
[Tpuem 3asBiIeHNS Ha 3aKJIIOUYCHHE JOTOBOPA SHEPTO- U TETIOCHAOKEHHS

OO6pamieHre NoTpeOUTeNs B IEHTP OYHOTO OOCITYKHBAHUS B Teuenne pabouero BpeMeHH
(ob6ocobnenHoe mopa3aeneHue, aOOHEHTCKHUM IMTyHKT | T.I1.),

Ha BeO-caliTe opraHn3anuu (MHTEPaKTUBHOE 0OCITy)KUBaHUE ),

10 1ouTe, TelaedoHy (3a0uHoe 00cTyKHUBaHue) (TpeOOBaHHS K

00CITy’>KMBaHMIO Ha3BAaHHBIX BUOB ITPHUBE/ICHBI B paszieie 6) B

LEJISIX 3aKIJIIOYEHHUST I0TOBOPA SHEPTO- M TEIUIOCHAOKEHHS C



IMPEAOCTABIICHUEM BCEX HCOGXO,ZII/IMBIX JTOKYMCHTOB

YBegomiieHue HOTpe6I/ITeJ'IH O BO3MOXHOCTH 3aKJIFOYCHU A
J0TO0BOpa SHEPro- u TeIIoCHaOKeHUs 100 O HEOOCTAOIINX
JOKYMECHTAaXx, HeO6XOI[I/IMbIX JUIS 3aKJITFOUCHUS TaKOT0 I0r0BOpa

[IpenocraneHre NTOTPEOUTEINIO TOAIMMCAHHOTO IOTOBOPA
SHEPrOCHAOKEHHUS C MPUIOKEHUAME K HEMY JIHOO
YBEIOMJICHHUS] 00 000CHOBAHHOM OTKA3€ OT 3aKJTIOUEHHUS
JIOTOBOpA C TIPUBEIECHHEM MPUYKMH OTKA3a

[IpenocTaBneHne NOTPEOUTENIO OAIMCAHHOTO JOTOBOPa
TEIUIOCHAOKEHHS C IPHIIOKEHUAMHE K HeMy (¢ BblIaveit
TEXHUYECKHUX YCIOBUNA OAKIIOUEHH) THO0 YBEAOMIICHHS 00
000CHOBAaHHOM OTKa3€ OT 3aKJIIOYEHHS I0T0BOpPa C
IMPpUBCACHUEM IPUYINH OTKa3a

B Teuyenue Tpex IHE, HE CUUTAsE AHS TTOTYIECHUsI
oOparmeHus

B teuenue 15 guel, He cunTas IHA NOTyYEHUS
oOpaIeHus, IPY MPEIOCTABICHUH BCEX HEOOXOTUMBIX
JIOKYMEHTOB JIJIsI 3aKJIIOUEHUS I0rOBOpa

B teuenue 15 gHei, HE cunTas IHA NOTyYEHUS
oOparieHus, TPy MPEIOoCTaBICHIH BCEX HEOOXOIMMBIX
JOKYMEHTOB JUISl 3aK/TIOYEHHS JOTOBOPA U OTCYTCTBUHU
TEXHOJIOTHYECKIX OTPAHMICHHUI.

B teuenue 30 nHeil, He cunuTas IHS MOITyYEHUS
oOpalreHus, pH MpeoCTaBIeHIH BCeX
HEOOXOIMMBIX JIOKYMEHTOB JIJIs 3aKJIFOUESHUS
JIOTOBOPA U BBIABJICHUU TEXHOJIOTHYECKHUX
OrpaHUyYEHUI

JloroBop 3HEPro- u TeIUI0CHAOKEHNS ¢ OpTaHU3aIell - HCIIOTHUTENIEM KOMMYHAJIBHBIX yCIyT (2-5 Tpymma)
3aKIIF0YaeTCs HA CPOK HE MEHBIINK 1 He OOJNBINNH, YeM CPOK ACHCTBHSI JOTOBOPA YIIPABIICHIS MHOTOKBAPTHPHBIMHU
JIOMaMH TaKOH OpraHU3aliy ¢ COOCTBEHHUKaMu noMmeteHui, a moroBop ¢ TCXK (JKCK) - Ha cpok He MeHee Tpex JIeT

B3aumoseiicTBre ¢ moTpeOUTEIeM B paMKaX JACUCTBYIOIIETO TOTOBOPA SHEPTO- M TSIUIOCHAOKCHHUS

YBeqoMIIeHHE OTPEOUTENIsI O MPOJIOHTAlUH JEHCTBYIOLIETO
JIOTOBOpA SHEPTO- U TEIUIOCHAOKEHHSI, OCYILIECTBISIEMOE B
MTICEMEHHOM BHIE, C JOTIONHUATEIFHBIM YBEIOMIICHHEM OIHUM
13 TIPE/ICTaBICHHBIX CIIOCOOOB MOCPEICTBOM:

- E-mail,

- SMS;

- Tene(hOHHOM CBS3M;

- (haKCUMIITEHOH CBS3H;
- TIOYTOBOM CBSI3H

'YBenoMIIeHHE TTIOTPEOUTENS O MPEATIOKEHUAX 110 BHECECHHIO
W3MEHEHUH B YCIIOBHS JJOTOBOPA SHEPTo- U TEIUIOCHAOKEHUS
110 MHULIMATHBE COBITOBOM OpPraHU3alliy C yKa3aHUEM NPHYUH
BHECEHHUSI U3MEHEHUS

YBesoMiIeHHe TTOTPEOUTENS O BO3MOXXHOCTH N3MEHEHUS
YCIIOBUH JTOTOBOpa YHEPTO- U TEIUIOCHAOKEHUS TI0 MHUITNATHBE
MOoTpeOuTEs, a MPU HEBO3ZMOXKHOCTH U3MEHEHHS YCIIOBUI
JIOTOBOpA - YBEIOMJICHHE C 000CHOBAaHMEM OTKa3a OT BHECEHHUS
W3MEHEHUN B JOTOBOP C MPUBECACHUEM IIPUYNH OTKa3a

[IpenocraBneHne NOTPEOUTEIIO TTOITMCAHHOTO JI0TOBOPA
(J1100 TOTIOITHUTENLHOTO CONIAIICHHUS K IOTOBOPY) C
M3MEHEHHBIMH yCJIOBHSMH JIOTOBOPA I10 WHHUIMATHBE
HOTpeOuTENS

OnepariBHOE PEarkpOBAaHUE B LENISAX YCTPAHCHHS PUYHH,
TTOBJICKIIINX TIEPEePhIB OecrepeOoiHOT0 CHAOKEHHS
JIEKTPOIHEPTHEH MOTPEOUTENS 3-1 TPYIIITHI

OmnepaTHBHOE pearupoBaHKe B LEJISX YCTPAHEHUS IPUYHH,
MOBJICKINUX TIepEphIB OecriepeOoitHOT0 CHAOKEHUSI
ANIEKTPOIHEpruel norpeduress 1-i u 2-it rpynn

3a 1Ba Mecsla 10 OKOHYaHMS CpoKa JeHCTBUS JOTOBOpA

3a 1Ba MecsIa 10 OKOHYaHMS CpOKa JICHCTBUS 10TOBOpa
- JIIS1 SHEPTOCHAOXKEHHSI.

3a oIMH MecsI] 10 OKOHYaHMA CpoKa JeiCcTBUS
JIOTOBOPA - JUIS TETUIOCHAOKEHHS

B TeueHue cemu HEH, He cUUTas AHS MOJIY4ECHUS
MMMCEMEHHOTO 00paIIeHusT OTPEOUTES C
000CHOBaHMEM U3MEHEHUS YCIOBHI TOTOBOPA

B Teuenune 15 gueii, He cunTas JHSI TUCEMEHHOIO
oOpamieHus: TOTpeduTes ¢ 000CHOBaHUEM U3MCEHCHUS
YCIIOBHH JIOTOBOpa

OmnpenensieTcs yCIOBUSMU JIOTOBOPA, a TAKKE
q)ellepaHBHBIMI/I 3aKOHaAaMH1 U UHBIMH HOpMaTI/IBHBIMI/I
paBoBbIMHU akTamu Poccuiickoit denepannn

OmnpenensieTcs yCIOBUSIMU I0TOBOPA, a TAKKE
(enepanbHBIMK 3aKOHAMHU M UHBIMU HOPMATUBHBIMU
paBoBbIMU akTamMu Poccuiickoit @enepanuu. [1o mepe



OmnepaTHBHOE pearupoBaHue B LENISAX YCTPAHEHUS TPUYHH,
MOBJICKIINX TIEPEPHIB OecriepeOoifHOro CHa0KEeHUS! TEIIOBOM
SHeprueil moTpeduTes

OmnepaTnBHOE pearnpoBaHUE C BBIE3IOM OIEPATHBHOTO
MePCOHANA K MOTPEOUTENIO MPU CTUXUIHBIX OCACTBUAX U
Ype3BbIYaHBIX CUTyalUsIX, BOSHUKILINX Ha TPAHULIE
9KCIUTyaTallMOHHOW OTBETCTBEHHOCTH 3JIEKTPO- U TEIIOBOI
ceTel B LIEJAX JIOKAIN3alMU U YCTPAHEHUS aBapuu

YBenomieHue noTpeduTesst THGOPMAMOHHBIMU

COO6H.[€HI/I$[MI/I 0 IUTAHOBBIX OTKIIFOUCHUSX CHAOKEHHS 3JICKTPO-

1 TEIUIOBOM SHGPFHCP‘I OCYHICCTBIIACTCA, KAK MUHUMYM, OJHUM
N3 YKa3aHHBIX MCTOOB b0 ux KOM6PIHaLIPICI7[, BKJIrO4Yasa
IMMCbMCHHOC YBCAOMIICHHC!:

- CpeACTBaMU MaccoBoi HH(opMaLuu;

- ONEPATUBHO-TUCIIETYEPCKON CITYKO00¥1 MocpencTBOM:
TeneOHHOI CBS3H;

(haKCUMUIIBHOM CBSI3M;

packieiiku HHQOPMAIIMOHHEBIX OOBSBICHUH;
IIOYTOBOM CBS3U

HpOBCI[eHI/Ie I/ISMepeHI/Iﬁ 110 OIPCACIICHUIO IoKa3arelei
Ka4y€CTBa BJIGKTpI/I‘ICCKOI\/’I H TEIUIOBOM OHEPIruu € O(l)OpMJ'IeHI/IeM
aKTa

OcyIecTBIeHHE KOHTPOJIS C IOMOIBIO CPEICTB ydeTa
PEXUMOB IEKTPONOTPEOICHUSA

[ToaroToBka u mpesoCcTaBIeHUE TOTPEOUTEIISM TIATEKHBIX
JJOKyMEHTOB Ha OIUIATy MOTPEOIEHHOM NEeKTPUIECKON 1
TETIJIOBON SHEPTUH

[IpoBeneHne CBEPKH PacueToOB ¢ OOPMIICHHEM
KOPPEKTUPYIOIIETO CUeTa

Bl)maqa TEXHUYCCKUX yCJ'IOBI/Iﬁ Ha MOHTAX HJIU JE€MOHTaX
MprOOPOB ydeTa Ha TPAaHHUIAX SKCIUTyaTallMOHHOM
OTBETCTBEHHOCTH 10 OOpAIEHUIO TOTPeOUTENS

[IpoBenenue pemoHTa (3aMeHbI) IPHOOPOB yUeTa Ha TPaHUIAX
SKCIUTYyaTallUOHHOM OTBETCTBEHHOCTH, HAXOIAIIUXCS HA
GaaHce PHEpro- M TeIIoCHaOXKaIOIeH OpraHu3auy Py
BBISIBJICHUH MX HEHCIIPAaBHOCTH

MOCTYIUICHUS] YCTHOW UITM TMCbMEHHOU
3apETUCTPUPOBAHHON WHPOPMAITUH OT HEAHOHIMHOTO
HCTOYHUKA!

- B TeUeHHE 2 U IpY HAJIMYWU IBYX HC3aBUCUMBIX
B3aMMOPEC3CPBUPYIOINUX UCTOYHUKOB MMUTAHUA;

- B TeUeHHE 24 4 P HAJIWMINH OJJHOTO HCTOYHHUKA
[MATAHUS

IIo Mepe nmocTymIeHnus yCTHOM WM MUCbMEHHON
3apETUCTPUPOBAHHON HHPOPMAITUH OT HCAHOHHMHOTO
HCTOYHHKA

Omnpenensiercst yCIOBUSMHU IOTOBOPA, a TAKKE
(enepaybHBIMK 3aKOHAMH U HHBIMH HOPMaTUBHBIMU
rpaBoBbIMU akTamu Pocculickoilt denepanuu

3a oIuH MecsI] 10 Hadasia peMOHTHBIX PadoT.
HudpopmanmnonHOE COOOIICHNE TOHKHO CONEPKATH!

- HaNMEHOBaHKE OpPTAHU3AIINM;
- BUJIBI paboT, KOTOpBIE OYAyT MPOBEAEHBI;
- IPUYHHY [TPOBEACHHUS paboT;

- IaTy U BpeMsl POBECHUS padoT;

- CpOKH TIpOBe/ieHHs paboT;

- TOJDKHOCTb, (PaMHJIMIO, UM M OTYECTBO JIMIIA,
OTBETCTBEHHOTO 3a MPOBEICHUE PadoT;

- HOMEp KOHTAaKTHOTO TelieoHa

B TeueHue AByX JHEH ¢ MOMeHTa TpeOOBaHUS
moTpeOnTENS

He PEKE OJTHOI0 pas3a B roJg

He nozanee naroro uncna Mecsna, CIEAYIOIIEro 3a
HCTEKILUM PACYETHBIM MECSIIEM, €CIIM HHOE HE
OTOBOPEHO YCIIOBUSIMH JI0TOBOpa, (esiepalbHbIMA
3aKOHAMU U UHBIMU HOPMAaTUBHBIMU IIPABOBBIMU
axkramu Poccuiickoilt ®denepanuu

OpuH pa3 B TOJl, €CJIM HHOE HE OTOBOPEHO YCIOBUSIMHU
JIOTOBOpa, (heepaTbHBIMI 3aKOHAMU W UHBIMHU
HOpMaTUBHBIMU NIPaBOBBIMU akTamu Poccuiickoi
Oenepanun. MakcuMallbHbIN CPOK /7Sl HOATOTOBKU
JIOKYMEHTOB [0 pe3yJbTaTaM CBEPKH - TPH JIHS

B teuenne 10 nHei, He cunTas IHSA PErHCTPALIUT
ITUCBMEHHOTO 00paIIeHus OT MOTPEeOUTENS

B Teuenue nstu pabounx aHEH, He cuuTas THA
perucrpanuy oopanieHus: 006 0OHapyKEHHH
HEHCIPaBHOCTH

Opraanzanus paboTH ¢ moTpeduTeseM 3-i TPyNIb B CIy4ae HEUCIOTHESHUS WITH HEHAUISKAIIETO NCTIOHEHHS UM

00513aTEIBCTB 10 TIOTOBOPY PHEPTO- U TETNIOCHAOKESHHUS

YBGHOMHGHI/IC HOTp€6I/ITCH${ O BO3MOXXHOM OI'paHUYCHUN

yBeﬂOMJ'IeHI/Ie JOJI2KHO OBITE BPYYCHO B MIUCbMCHHOM



CHAOXCHISI AJICKTPUUIECKON 1 TEIUTOBOW YHEPTHEH ITPH

HAJIMYHAHN 330JDKEHHOCTH B OIUIATE HIEKTPUIECKOH (TETIOBO)

OHCPIuu 3a OAUH NEPUOJ] IUIATEC)kKa, yCTaHOBHeHHLIﬁ

JOTOBOPOM, B CIy4ac HCYIJIAThI 3aJOJDKEHHOCTHU 1O UCTCUCHUSA

BTOPOI'O nepruoJa riaTexa

YBenmoMIieHHE TIOTPEOUTENST 00 OTPaHNICHUN CHAOKCHNUS

SIIEKTPUUIECKOH (TETIIOBO) SHEPTHEH Yepe3 CYyTKI

YBegomiieHue HOTpe6I/ITeJ'IH 0 BO3MOXHOM NPEKpalliCHUN

CHA0XEHUsI HIIEKTPUUYECKO (TEIIOBOM) SHEPTHEH Mo

VCTEUCHUH IISITH JHEH NPU HEyIUIaTe 3aJ0JDKEHHOCTH TI0CIIe
BBCICHUS OTPaHIYCHHS CHAOKEHHS AIIEKTPHICCKOM (TETI0BO)

SHeprueun

OrpaHuyeHue, MPEKpaIieHne U BO30OHOBICHUE CHAOKEHUS

3NIEKTPUUECKOI! (TeTI0BOM) 3Hepruei

BHUJIE TI0]] PACITUCKY WJIM HATIPABJICHO 3aKa3HBIM
MMMCHEMOM (C YBEJIOMJICHHEM O BPYYCHHH) MIOTPEOUTEITIO

YBeoMIIeHHE TOJDKHO OBITh BPy4E€HO B IHCHMEHHOM
BUJIE TIOJl PACIIMCKY HIUIM HAIIPaBJICHO 3aKa3HBIM
IMUCHMOM (C YBEIOMJICHHEM O BPYUCHHH) C JOCTaBKOH
MTOTPEOUTEIIO 32 CYTKH A0 OTPAaHHYCHUS CHAOKEHHS
AIIEKTPUIECKOM (TETIIOBOI) SHEpTHeH

VYBeOMIICHUE JOJDKHO ObITh BPYYE€HO B THCHBMEHHOM
BUJIE TI0]] PACIIMCKYy WM HAalPaBJICHO 3aKa3HBIM
ITUCEMOM (C YBEJIOMJICHUEM O BPYYEHUH) C JOCTaBKOU
MTOTPEOUTEIIO 32 IATH AHEH 10 BO3MOKHOTO
OTKJFOUCHHS CHAOXKEHHS AIIEKTPUICCKOM (TETIIOBOM)
SHEpruei

B cooTBeTcTBHY € YCIOBUAMH MyOJIHMYHOTO JIOTOBOpA
9HEPro- U TeIIOCHAOKEeHHUS, a TaKkxKe (eneparTbHbIMU
3aKOHAaMU U UHBIMU HOPMAaTUBHBIMU IIPABOBBIMU
axrtamu Poccuiickoil ®enepanuu

Opranuzanus padoTsl ¢ moTpedureseM 1-i u 2-if rpynn B ciyvae HEUCIIOTHEHHS MIIM HEHAAJICKAIIETO UCTIOTHEHUS UM

00s13aTENIBCTB 110 JAOTOBOpPY SHEPro- u TEIIOCHAOKEHUS

YBeqoMIIeHHE OTPEOUTENSI O BO3MOXKHOM OIPaHUYEHHN
CHAOXKEHUSI MEKTPUIECKOH (TEeTI0BOM) 3HEprHel Ipy HATMYUU
3aJI0JDKEHHOCTH B OILIaTe JIEKTPHUECKOHN (TEIUIOBOI) SHEPI U,

npeBblmanmeﬁ MIECTh CIKEMECAYHBIX Pa3MECPOB IJ1aThl,

YCTaHOBHeHHOﬁ JOTOBOPOM, a TAKKE MPU HEUCIIOJIHCHU N UHBIX

O6H3aTeJ'H:CTB, YCTaHOBJICHHBIX 3aKOHOAATCIIbCTBOM

Poccuiickoit @enepaunu, 1 yCia0BUNA AOrOBOpa SHEProO- U

TEIIOCHAOKEHHS

YBCI[OMHCHI/IG HOTp€6I/IT€H$[ 00 OIrpaHUYCHUH CHa0XKEHHS

AMEKTPUIECKON (TEIIOBON) SHEPTHEN yepes3 Tpoe CYyTOK

OFpaHI/I‘IeHI/Ie, BO300HOBJIEHHE CHAOKEHUS 3HeKTpH‘I€CKOI>i

(TerutoBoit) SHEprHEH

CuuThlBaHUE TIOKa3aHU ¢ MPUOOPOB yueTa

YBCI[OMJ'ICHI/IG HOTp€6I/IT€H$[ I/IH(I)OpMaLlI/IOHHLIM COO6H.[€HI/I€M (o]
IUIAaHUPYEMOM CHUTBIBAHUHN IMOKa3aHUHU ¢ HpI/I60pOB ydyeTa Ha

IpaHunax 3KCHJ’IyaTaIIHOHHOﬁ OTBETCTBECHHOCTH 4€PE3
OICPATUBHO-AUCIICTUCPCKYTO CJ'Iy)K6y MOCpEACTBOM:

- Tee(hOHHOM CBA3M;
- (haKCUMUIILHOM CBS3H,

- packielKy HHPOPMAIMOHHBIX 0ObSIBICHUH

CunThIBaHKE IOKA3aHUH C HpI/I60p0B ydeTa MnpeaACTaBUTCIIEM

COBITOBOW OpraHM3alMu - KOHTPOJIEPOM

VYBeIOMIICHUE JOJDKHO OBITh BPYYE€HO B TMCHBMEHHOM
BUJIE TI0]] PACIMCKY WM HAIPaBJICHO 3aKa3HbIM
MMCHEMOM (C YBEJIOMJICHHEM O BPYYE€HUU) TIOTPEOUTENIO
32 OIMH MECSIIL 10 MOMEHTa BO3MOXKHOTO OTPaHUYEHHS
1 (WIK) IpeKpalleHNs] CHAOKEHHS dICKTPUIECKON
(TemnoBoi) sHEpTHEH

YBeOMJICHHE TOJDKHO OBITh BPYYCHO B MUCHMEHHOM
BHUJIE TIOJ] PACIIUCKY WJIM HAIIPABIICHO 3aKa3HBIM
MUCHMOM (C YBEIOMJICHHEM O BPYYEHHH) C JOCTABKOH.
HOTPEOHTEINIO 3a TPOE CYTOK 10 OTPaHUICHUS
CHa0XEHUsI AIIEKTPUUYECKON (TEIIOBOM) SHEpruei

B cooTBeTcTBUE ¢ (enepadbHBIMI 3aKOHAMHU W UHBIMH
HOPMaTHUBHBIMU IIPaBOBBIMH akTamu Poccuiickoit
denepauu

3a 10 gHel 10 IHS CYUTHIBAHUS MOKA3aHUM.
HNudopmanmonHoe cooOIeHNE TOHKHO COIePKATh!

- HAUMEHOBAHUE OPTraHU3aLUY;
- BUZBI paboT, KOTOPBIE OYIyT IMPOBEICHEL,
- JaTy ¥ BpeMsI CUMTBIBAHUS MMOKa3aHUM;

- OPUEHTUPOBOUYHBIN HHTEPBAJI CUUTHIBAHUS
MMOKa3aHUM;

- JOJI’KHOCTbD, Q)aMI/IJ'lI/I}O, UM U OTYCCTBO JIMIA,
OTBETCTBCHHOT'O 3a MPOBCACHUEC pa60T;

- HOMEP KOHTAKTHOI'O TCJ'IC(l)OHa

OpnuH pa3 B rofi, B TeueHue padbouux anedt ¢ 11:00 no
22:00, eciu HHOE HE OTOBOPEHO YCIOBUSAMU JIOTOBOPA.
KonTponep nomxken:



1 IlpencraButh ¥ MPEIOCTABUTD:

- ynocroBepenue (poTo, HANMEHOBaHHE
OpraHu3aliy, HHUIHAIBL, ((aMUITHIO, TOKHOCTD,
TevaTh);

- 6erik (poTo, HAMMEHOBAaHNE OPTaHU3AIIH,
WHUIHAATE, HaMUIHIO, TOJHKHOCTD).

2 [IpoBecTy BU3yaJIbHBII OCMOTpP NPUOOPOB yueTa u
MPOBEPHUTH UX IIETIOCTHOCTE.

3 Cuwnrarh mMOKa3aHUs C MpHOOpa ydeTa.

4 Buectn MH(GOPMAIHKIO B aKT O CYUTHIBAHUH
MOKa3aHUH ¢ mpudopa ydera:

- [IOJJHOC HAUMCHOBAHHUC U aJIpEC HOTp66I/ITeJ'IH;

- HOMEp, THII, Pa3psiTHOCTh, MECTO YCTAHOBKH
npubopa ydera;

- J1aTy, BpeMms;
- KOHTPOJIbHBIE MTOKA3aHUS;
- BEISIBIICHHBIC HAPYILICHIS,
- IpUMeYaHue.

5 Ilpu BBIABICHUU HAPYIICHUH KCIIITyaTalluu
puOOPOB ydeTa COCTaBUTh aKT O O€3y4eTHOM
MOTPEOICHUHN TEIUIOBOM SHEPTHU. AKT JIOJIKEH OBITH
3aBepeH MOAIICIMHI KOHTPOJIEpa M MOTPEOUTEIISL.

6 Baectu nHdopmanuio B o01Iy0 0a3y JaHHBIX

CuuThIBaHUE KOHTPOJIEPOM MOKa3aHuii ¢ npubopa ydera aiust | OIUH pa3 B roJl, €CIIM HHOE HE OTOBOPEHO YCIOBUSIMHU
HOJTOTOBKH KOPPEKTHPYIOLIETO CYETa, a TAKIKE MPOBEpKa JIOrOBOpa

pabouero GyHKIIMOHUPOBAHUS IPUOOpa yUdeTa, HAMIUS TIOMO

Y OTCYTCTBUS CJIEZIOB MAaHHITYJISILIHIA

[Tpuem noka3zanuii mpubOpoB yyera

[Iprem nokazaHuit TFOOBIME YIOOHBIMH ISl TIOTPEOUTEIIS B pabouee Bpems
criocobaMu, B T.4. HOCPEICTBOM:

- NnTepHera;
- (haKCUMUIILHOM CBS3H;
- E-mail

WudpopmupoBanue moTpeOUTENS 0 330HKEHHOCTH 110 OIUIATe IEKTPUIECKON U TEIIOBON YHEPTUH, 00 M3MEHEHHUIX
TapuQoB, a TaAK)Ke IpeI0CTaBICHNEe HHOH HHPOPMAIIMU B COOTBETCTBHH C YCIOBHUSIMH JIOTOBOPA

WudopmupoBanne mocpeacTBom: Kpome npa3HUYHBIX M BOCKPECHBIX AHEH, B pabouee
- E-mail; BpeMi
- SMS;

- Tene(hOHHOM CBA3M;
- (hakCUMUITEHOM CBS3H

WudopmupoBanne norpedUTeNs 1o BOIpocaM CHaOKEHHs 3JIEKTPUYECKON U TEIUIOBOM dHEpruen



MudopmupoBanme MOCPEICTBOM: B cooTBeTcTBHU C peKUMOM PabOTHI

- TenehOHHOH CBA3M;
- E-mail

HurepHer-npueMHas Kpyrnocytouno

Lentp ounoro obcysxuBanus (060cobIeHHOE oapasaenenue, | Kpome npa3mHUYHBIX 1 BOCKPECHBIX IHEH, B paboyee
AOOHEHTCKHUH ITyHKT U T.II.) BpEeMsI

5.8 IlocnenoBarebHOCTD, COZlepKaHHUE 3TANOB B3aUMOJACHCTBHUS ¢ MOTPEOUTESIMU YCIYT 110 Nepeaade MEKTPUIeCcKon
SHEPrvH M TpeOOBAaHUS K HUM IPUBEICHBI B Tabnuue 2.

Tabmuua 2

ConepxaHue 3Tana TpeOoBaHus K 3TaILy

[Tpuem oOpariieHunit 0 3aKIIOYEHHH JI0OTOBOPA Ha OKa3aHUEe YCIIYT M0 Nepenade MIeKTPUIeCKON SHEPTUH U Ha
000pynOBaHNE TOUKH ITOCTABKH IIPUOOpaMH ydeTa

[Ipuem obpaleHnii B IEHTPE OYHOTO 00CITYKUBaHUS B pabouee Bpemst
(0b6ocobnenHOE TOpa3neneHue, AabOHEHTCKUH ITyHKT)

[Tpuem obpameHnit KOHTaKT-IIEHTPOM B cooTBeTCTBHM C yCTAaHOBICHHBIM PEKUMOM PaOOTHI
[Ipuem obpamenuit UaTepHET-IpHeMHOI Kpyrnocyrouno

3aKIroucHNe JA0TOBOpa Ha OKa3aHUC YCIIYyT 110 nepeaa4de 3J'IeKTpPI‘IeCKOI>i OHEPrun

PaccmoTpenue obpaiieHns CriennaaicToM OpraHu3alui B teuenue omHOTO JHS

'YBeIOMJICHHE CTICITHATUCTOM OPTaHU3aIMH OTPEOUTETIS O B teuenue Tpex aHe, He cuuTast THS MOTYYEHUS
HEIOCTAIOIINX JTOKYMEHTaX oOpameHus

YBeZioOMIIEHHE CIIEITUAINCTOM OpraHU3aI|K MOTpeOuTens o0 B teuenue 10 gueli, He cuuTast IHS MOTyYEHUS
OTCYTCTBUH TEXHUYECKONH BO3MOXKHOCTH OKa3aHHUS YCIYT IO oOpameHus

nepe/ade JIEKTPOIHEPIUU B PAMKaX 3asBJICHHOTO
noTpeduTeneM yciIyr oobeMa 1 0 TOM, Ha KaKUX YCJIOBHSIX U B
KaKoM 00beMe MOTYT OBbITh OKa3aHa yCIlyra ¥ 3aKJ4eH JIOTOBOP

[IpenocraBneHne crienUanuCTOM OpPraHU3alyy MOTPEOUTEITIO B Teuenue naTu qHEl, He cUUTAs AHS MOIY4YECHUS
MOTHBHPOBAHHOI'O OTKAa3a OT 3aKJIFOYEHUS I0I0BOpa B oOpaleHus
MICEMEHHOH (OopMe C IPUBECHNEM MPUYNH TaKOro OTKa3a

[IpenocraBieHne CrEUANTNCTOM OPTaHU3AINH MTOTPEOUTEITIO B teuenue 15 gHeid, He cuuTas THS MOTydEHUS
MOANKACAHHOTO MPOEKTA IOTOBOPA FIIH MPOTOKOJIA pa3HOIIACHH | 0OpalleHus
(B cimydae, eciii MOTPEOUTEIIEM TIPEICTABIICH MPOEKT JIOTOBOPA)

O0opynoBaHne TOUYKH ITOCTABKK NPHOOpPaMH yueTa

PaccMmoTpenue oOpamieHus ClIeAaICTOM OpTraHU3aluu B TeueHue oJHOTO JHSI, HE CUHTAS JTHS ITOTyYCHUS
obpareHus

[IpenocraBieHue CIIEIMATUCTOM OPTaHU3AINH TOTPEOUTEITIO B Teuenwne 15 mHeir, He cuuTas THS MOTyYCHHS
JIOKyMEHTa, COIEPIKAIIET0 TEXHUIECKHE YCIOBUS Ha oOparteHus

MpoBeZIcHHE PaboT 1Mo 00OPYIOBAHUIO TOYKH ITOCTABKH

npubopaMu ydeTa



[IpenocraBneHue crienManuCTOM OpPraHu3alyy MOTPEOUTEITIO
000CHOBaHHOTO OTKa3a B CBSI3U C TEXHHYECKON
HEBO3MOKHOCTBIO YCTAHOBKH HEOOXOIMMBIX MPHOOPOB ydeTa

BrmonHaenne padoT mo 060pyI0BaHUIO TOYKH ITOCTABKH
nprbopaMu yuera (s GU3NUSCKUX JIUIL ¥ FOPUTHYCSCKUX JTHIT
CpeHero/mManoro OusHeca)

BrmonHeHne padoT mo 060pyI0BaHUIO TOYKH ITOCTABKH
npudopaMu yueTa (JUis OCTaIBHBIX TPYII IOTPeOUTEINeH)

ChbeM KOHTPOJIBHBIX ITOKa3aHUH NpUOOPOB yueTa

CbeM KOHTPOJIBHBIX ITOKa3aHUi NPpUOOPOB yueTa (PU3UUECKUX
JIMI TIPEZICTABUTENIEM CETEBOH KOMITAaHUH - KOHTPOJIEPOM

B Teuenue Tpex qHEW, He CUUTAsI JTHS MTOTYUYCHUS
oOpamieHuns

B teuenue 10 gHel ¢ MOMEHTa IPENOCTABICHUS
JIOKYMEHTA, COAEPIKAILETO TEXHUUECKHE YCIOBUS

B Teuenune TPEX MECALIEB C MOMECHTA NPEAOCTABIICHUSA

JOKYMCHTA, COACPKAICTO TCXHUYCCKUEC YCIIOBUA

OnuH pa3 B Tpu Mecsna, B paboure nuu ¢ 11:00 1o
22:00.

KoHnTponep gomxeH:
1 IIpencTaBuTh U MPEIOCTABUTH JOKYMEHTHI:

- ynocroBepeHue (GoTo, HANMEHOBaHHE
OpraHM3aIid, HHUIHAIBI, (DAMIITHS, TOKHOCTD,
1eYarTh);

- 6eiimk (poTO, HAMMEHOBAHKE OPTaHHU3AIINH,
WHUIHMAJIbI, (aMUINS, JOIKHOCTB).

2 TIpoBecTH BU3yalBHBIH OCMOTp IPHOOpa yueTa u
MIPOBEPHUTH €0 LENOCTHOCTD.

3 CHATBH MOKa3aHus.

4 Baectn nHQOPMAIIHIO B aKT O ChEME
KOHTPOJIBHBIX MOKa3aHui mpudopa yuera/KIIK:

- HHUIMAJIBI, (haMuInio, aapec moTpeouTes;

- HOMEp, THII, Pa3psaHOCTh, MECTO YCTaHOBKH
mpubopa ydera;

- J1aTy, Bpems;
- KOHTPOJIbHBIE TTOKA3aHMS;

- BBISIBJICHHBIE HApYIICHHS;

- IpUMeYaHue.

5 Ipu BBIABIEHUU HAPYIIEHUHN IKCILTyaTalluu
mpubopa ydeTa COCTaBHUTH aKT O 0e3y4eTHOM

MOTPEOICHUH 3JIEKTPOIHEPTHH (3aBepPsEMBbIii
MTOJMNHCAMH KOHTPOJIEpa U OTPEOHTEN).

6 Brectn nHpopManuio B 00mIyro 6a3y TaHHBIX

CpeM KOHTPOJBHBIX MTOKa3aHUH NpruOopoB yuera ropuauuecknx | OnuH pa3 B Mecsll, B pabodee Bpems. Konrpomuep

JIMO TPEACTAaBUTEIIEM CETEeBOM KOMIIaHHUU - KOHTPOJIEPOM

JIOJDKEH:
1 IIpencraBuTh ¥ MPEAOCTABUTH JOKYMEHTHI:
- ynocroBepeHue (Gporo, HANMEHOBaHNE

OpraHu3aIMK, HHATUAIBI, (PaMUIIHSL, JOJKHOCTb,
T1e9aTh);



CbeM KOHTPOJIBHBIX NTOKa3aHUH aBTOMAaTU3UPOBAHHON
MHQOPMAIMOHHO-U3MEPUTEIHHOI CHCTEMOI KOMMEPYECKOTO
y4eTa dJIEKTPOIHEPTUU

[Tprem nokazanuii mpuOOPOB yUyeTa OT MOTPeONTEIs

IIpuem nokasanuii MHTEpHET-IPUEMHON - CKAHUPOBAHHBII
JOKYMEHT C HOAMKCHIO TOTPEOHUTEIS C MOCIEAYIOLIIM
[IPEIOCTABJIIEHUEM TIOJIMHHOIO JOKYMEHTA

HpI/ICM IMOKa3aHUH I10 q)aKCPIMPIHLHOfI CBA3H - JOKYMEHT C
18(021080%(02:3.0) HOTp€6I/ITeJ'I${ C mocjieAyronum npeaoCcraBJI€HUuEM
IMOJJIMHHOTO JOKYMCHTA

[puem mokaszanwuii o e-mail - ckaHUPOBaHHBIM JOKYMEHT C
HOJIMHCHIO TOTPEOUTEIIS € MOCICAYIOIINM [IPEIOCTABICHUEM
TOUTHHHOTO TOKyMEHTa

[Ipuem nokazaHuii B HEHTPE OYHOTO OOCITYKUBAHUS
(0bocobeHHOE To/Ipa3ieeHne, a0OHEHTCKUI ITYHKT) -

6yMa)KHLII>i HOCHUTCJIb C OpHFHHaHLHOﬁ oAU CBIO HOTp€6I/ITeHH

- Oeitk (poTo, HAMMEHOBaHNUE OpTaHU3AITUH,
WHUIHATB], GaMUIus, TOHKHOCTB).

2 [IpenocTaBUTh 111 O3HAKOMIICHUS
COIIPOBOJMTEIFHOE MUCHMO (MHUIHATBI, (haMumns,
JOJDKHOCTB, TPYTIIIA TI0 3JIEKTPOOe30MacHOCTH),
MOJY9HTh JOIYCK K NPHOOpyY yueTa

(othopmisieMBIit B COPOBOIUTENFHOM ITHCHME).

3 IIpoBecTu BU3yaJbHBIH 0CMOTp IpHOOpa y4era u
MIPOBEPUTH €TI0 LIEJTOCTHOCTb.

4 CHATH TIOKa3aHHUs.

5 BHectn nHpOpMALHUIO B aKT O CheMe
KOHTPOJIbHBIX MOKa3aHui npudopa yuera/KIIK:

- HAUMCHOBAHHNC IOPUANYICCKOTO JIMIIA, aIPEC;

- HOMED, THII, Pa3pAAHOCTb, MECTO YCTAHOBKH
npubopa yuera;

- JIaTy, BpeMs;
- KOHTPOJIbHBIC TIOKA3aHUS,;
- BBISIBJICHHBIC HAPYIICHUS;
- IpUMEYaHHUeE;

- TIOJIIIACH TIPEACTABUTEIS FOPUANIECKOTO JIHUIA U
KOHTpOJIepa.

6 Ilpu BBISIBIEHUU HApyLIEHUH 3KCILTyaTalul
npudopa ydeTa COCTaBUTh aKT O Oe3y4eTHOM
HOTPeOJICHUHN 3JIEKTPOIHEPTHH (3aBEpSIEeMBbIH
MOATHUCSAMH KOHTPOJIEPA U MPEICTaBUTEIS
IOPUIMYECKOTO JINIIA).

7 Baectn nHbopManuio B 00mIyo 6a3y HaHHBIX

ITo Mepe HEOOXOTUMOCTH

Kpyrnocyrouno

B pabouee Bpems

WudopmupoBanue MOTpeOUTENS O 3310HDKEHHOCTH TI0 OIUIATE YCIYT IO Mepeaade MIeKTPUIeCKOd SJHEpPTruH, 00
M3MEHEHUAX Tapnu(OB HA TaHHBIC YCIYTH, IPEIOCTABICHNE HHOW THIIOBOW WH(pOPMAIINH (OKa3aHNE TaHHOH YCIIyTH

JTIOJDKHO OBITH TIPOTICAHO B JIOTOBOPE)

AsrounpopmupoBanue nocpeactsom E-mail

KpOMC Ipa3aHUYHBIX U BOCKPCCHBIX Z[Heﬁ



ABTonH(pOpMHUpPOBaHUE TOCPenCcTBOM SMS

ABTOMH(pOPMHUPOBaHHE TIOCPEICTBOM TeledoHa

B pabouee Bpems

YBenOMIIEHHE TOTPEOUTETS O TUIAHOBBIX OTKITIOYEHHAX MEKTPHUECKON SHEPTHU

YBenomieHre GU3HYSCKUX JIHIIL:

- OTIEPaTUBHO-ANCIIETUYEPCKON CITy)00i depes
YIPABJISIONIYI0 KOMIAHUIO KUJIHITHOTO (OH/IA;

- 4epe3 CpeAcTBa MaccoBOW MH(POPMAIINY;
- yepe3 aBTOMH()OpMHUpOBaHHE

YBenoMIIeHHE FOPUANICCKUX JIUIT IIOCPEACTBOM (CIIOCO0
YBEIIOMJICHHUS O0YCIIOBJICH B IOTOBOPE):

- Tesre(hOHOT PaMMET,
- (hakca;

- aBTOMH(OPMHUPOBAHHS

B teuenue Tpex AHEH ¢ 1aThl IPUHSTHS PELLIEHUS O
TIepephIBE, MPEKPAICHUN UM OTPAaHWYCHHUH TIepEaadn
JNIEKTPUYIECKOM SHEPTUH, HO He TI03AHEe, ueM 3a 24 4
JI0 BBE/ICHUS YKa3aHHBIX Mep

HudopmupoBanue noTpeduTesst MO BONPOCAM OKa3aHUs YCIYT MO Iepeaaye dIeKTPUUECKOil SHEPrin

Hentp ounoro obcyxuBanus (000coOIeHHOE TTOIpa3acIeHHUE,

A0OHECHTCKUH ITyHKT)
KonTaxkt-1ieHTp

WuTepHeT-npueMHas

B pabouee Bpems

B cooTBeTCTBUM C YCTaHOBIEHHBIM PEXUMOM PabOTHI

Kpyrnocyrouno

59 HOCJ’I@,Z[OBaTeJ'ILHOCTB, COACPIKAHUC DSTAIIOB BSaHMOHeﬁCTBHﬂ C HOTp€6I/ITeJ'I$IMI/I yCIyr Mmoo TEXHOJIOTHICCKOMY
MPUCOCANHCHUIO K paClIpCACINTCIIbHBIM CCTAM U TpC6OBaHI/I$I K HUM IIPUBCJCHBI B Ta6m/1ue 3.

Tabmnuia 3

Conepxanue dTamna

[Tpuem 3asBOK Ha TEXHOJIOTMYECKOE IIPUCOCANHEHUE
LleHTp 04HOTO OOCTY>KUBAHUS

KonrakT-nieHTp

WHTtepueT-npueMHas

TpeOGoBaHus K BBIMOIHEHHIO dTaNa

B paGouee Bpems
B cooTBeTCTBHM C YCTaHOBJIEHHBIM PEKUMOM PaOOTHI

Kpymocyrouno

3aKIro4YcHue JA0T0oBOpa TEXHOJIOTMYECKOT0 MPUCOCAUHCHUSA

PaCCMOTpCHI/IC 3asiBKH1

YBeTOMJICHHE TTOTPEOUTENS O HETOCTAIOIINX
JIOKYMEHTaX

Pa3paboTka TeXHHUECKNX yCIOBHH, aHAIIN3 3aTpaT
CoracoBaHH€ TEXHHUECKHUX YCIOBHH B KOMITAHUH

CornacoBaHue 1 KOPPEKTUPOBKA TEXHUIECKUX YCIOBUN
B Cllyyae HEOOXOIUMOCTH BHECCHUST U3MCHEHU

YBenomiieHue noTpeduTesst 00 OTCyTCTBHU
TEXHUYECKON BO3MOKHOCTH OKa3aHHMs YCIYT I10

B teuenue OJHOTO AHA MOCJIC MOJYUYCHUA 06pameH1/m

B teuenue TpexX ,HHCfI MOCJIC MOJYYCHUA O6paIIICHI/I$I

B teuenne 10 queit
B teuenune natu gHei

B teuenne 10 nHE# ¢ MOMEHTa TOBTOPHOTO OOpaIeHHs
MOTPEeOUTENS

B teuenue ot msaty 10 25 AHER AHS IOCIE MOTYyYEHUs
obOparnieHus



TEXHOJIOTHUYCCKOMY IMPUCOCANHECHUIO

[IpenocraBinenue mOTpeOUTEIIO0 MOTHBUPOBAHHOTO B tedenme ot msaTH 1o 25 qHEH MOCIe MOTYICHUS 00paIieHus
OTKa3a OT 3aKJIIOYSHHUS IOTOBOPa B MUCBEMEHHOU (opme
C TIPUIJIOKEHHUEM 000CHOBBIBAIOIUX JOKYMEHTOB

IToaroroeka JA0TOBOpa TEXHOJIOTUICCKOTO B teuenue TpEX THEeH
MPpUCOCANHCHU
HpeL[OCTaBJ'IeHI/Ie HOTpeGI/ITeHIO noAIMCaHHOI'O CO B teuenue TpEX JHEW ¢ MOMEHTAa COIIaCOBaHUS B OpraHmnzanuun

CTOPOHBI OpPraHU3alMH MIPOEKTa JIOr0BOpa
TEXHOJIOTHYECKOTO ITPUCOCTHHEHUS

BrinonHeHue TEXHUUECKUX YCJIOBUI OpraHu3anuei
[ToaroToBKa BHEIIHNX CETEH AIEKTPOCHAOKECHUS ITo ycroBusM gorosopa

[oaroToBka u cortacoBanue B (heiepaibHOM OpraHe B teuenue Tpex nHe
HCITOJIHUTEJILHOM BIIACTH T10 TCXHOJIOTUYCCKOMY
HA/130py MPOEKTa IHEProCHAOKECHHUS

IlomyueHue paspenieHys Ha IoJady HaIpsHKEHUS B OPraHe UCIIOJIHUTEIBbHOM BIACTH 110 TEXHOJIOIMYECKOMY Hal30py

[TonyyeHne MOATBEPKACHUS O HANUYUY y TOTpeduTens |[lo BBIMOIHEHNH TEXHUUECKUX YCIOBUI
pa3peIeHns Ha 1oJavy HalpspKeHUs OT OpraHa

HCTIOTHATEIHHON BIIACTH 110 TEXHOJIOTHIECKOMY

HaJ[30py

Brimmonaenne q)aKTH‘IeCKI/IX ,Z[el\/‘ICTBI/II\/’I IO MPHUCOCANHCHHUIO K IJICKTPOCCTAM

[IpenocraBieHne Ha MOAINCH TOTPEOUTEIIO AKTa O B Teuyenue Tpex nHeH ¢ MOMEHTa TEXHOJIOTHYECKOTO
TCXHOJIOTHUYCCKOM IMPUCOCANHEHUH T10 (baKTy MMPUCOCANHCHU S
BBIIIOJIHEHMS YCJIOBUI J10rOBOPa

BrinonHenne paboT Mo MOAKITIOUEHHIO B Tedenue Tpex JHel mociie BBIMOIHEHHUs padoT mocie
ANEKTPOYCTAHOBKH MOTPEOUTENS U OTIIIOMONPOBaHHE 3aKJIFOYEHHS JIOTOBOPA 3MEKTPOCHAOKEHHUS
prOOPOB ydeTa BPeMEHHBIMH ITIOMOaMU

HOI[FOTOBKa U IIOAIIMCaHUuC C HOTpe6I/ITeJ'IeM J0TOBOpa B teuenue OJHOTO AHA MPU HAJINMYUU aKTa O TEXHOJIOT'MYECKOM

INEKTPOCHAOKEHNS MPUCOCIMHEHUH, Pa3pelIeHs OpraHa UCTIOIHUTEIbHON
BJIACTH T10 TEXHOJIOTHYECKOMY HaJ30py M 0OpalieHuns
MOTPEeOUTENS

[Tpuem npudopoB yuera B teuenue Tpex gueit

5.10 Ces13b ¢ moTpeduTemnsiMu, Kacarouascsi HHpopManuu 00 00CITy>)KUBaHUH, JIOJDKHA TOJIEP’KHBATHCS TIOCPEIICTBOM:
- IPEAOCTABJIEHNs KOHCYIBTAIMH 110 3apocy NoTpeOuTens B ynoOHOH Ut Hero (hopMe, OTHOCSIINXCS K yCIIyram 1
(YHKIIMOHUPOBAHHIO NPEIIPHUSTHS U HE SIBISFOIIMXCS KOMMEPYECKOH TaifHOM

- npoBezeHNs PR-koMnaHuii o nesaTelbHOCTH OpraHu3alvy;

- myOJIMKalMi B CPEACTBAX MaccoBOi MH(opMaIiy;

- HH(GOPMALMOHHBIX OOBSIBICHHH, PEKIaMBbI.

5.11 Koncynpranuu MOTYT OBITH IIPEIOCTABIICHEI IO CIEAYIOIIMM BOIIPOCAM:

- CPOKH BBITIOTHEHHUS ICHCTBHM, BXOISIINX B KOMIIETCHIHIO OPTaHU3aIlUM;

- IEpEYEHb IOKYMEHTOB, TPEOYEMBIX [UISl BHITTIOIHEHUS JEWCTBHUHN, BXOISIINX B KOMIIETCHIIMIO OPTraHN3aIHi;

- pa3Mep OIuIaThl YCIyT (Tapudbl, JITOTH);



- KOMIUIEKTHOCTH (JIOCTaTOYHOCTH) TIPEICTABICHHBIX IOKYMEHTOB, TpeOyeMBIX Ui BBHINONHECHUS JCHCTBUM,
BXOJIIIAX B KOMIIETCHITHIO OpPTaHU3AIINH;

- HMCTOYHHK TMOJYy4eHHS JOKYMEHTOB, TPeOyeMbIX [UIs BBIMOIHEHUsS] ACHCTBUI, BXOMAIIUX B KOMIICTCHIIUIO
opraHu3aIuy (OpraH, OpraHu3aIisl U UX MECTOHAXOKACHNUE);

- Bp€Ms IIpue€Ma 1 BbIJa9Y1 JOKYMEHTOB,

- TopsAIOK oO)kayoBaHUS NeHCTBHN (Oe3IeWCTBUSA) W PEUICHHH, OCYIIECTBISIEMBIX W TPUHUMAEMBIX B XOZE
UCTIONHEHUs QYHKIMH OpraHu3aluei.

5.12 HpeﬂOCTaBHeHI/Ie HOTpeGI/ITeJ'IIO I/IH(l)OpMaIII/II/I 0 MHUIHATUBEC OpraHU3alluM TaK KC, KaK 1 KOHCYHLTaIII/Iﬁ 1o
3apocCy OCYLIECTBIACTCA YCPE3 OYHBIC, 3a0UYHBIC U MHTCPAKTUBHBLIC KaHaJIbl I/IH(l)OpMaHI/IOHHOFO B3aUMOCHUCTBUS B
3aBUCUMOCTHU OT UHAUBUAYAJIBbHBIX BO3MOXXHOCTEH U HpeﬂHO‘ITeHI/Iﬁ HOTpe6I/IT€J'I$I.

5.13 I[J'IH OpraHuzanumn B3aUMOJICHCTBUS C HOTpe6I/ITeJ'ISIMI/I HeOGXOHI/IMO HCIOJB30BaTh €JUHOC MNPOrpaMMHOE
obecreyeHne ¢ BO3MOXHOCTBIO BbIXOJa B €JUHYIO I/IHq)OpMaIII/IOHHyIO 63.3y.

5.14 TlpenocTapnsemMas HOTpeOUTETIO HHPOPMALIHSI MOXKET OBITH IBYX THIIOB:
- CrpaBoYHast HH(YOPMALHS;

- HAaTIOMUHAHU/COOOIICHUSI.

5.15 K crpaBodHO# HH(POPMAIIH OTHOCATCS:

- 3aKOHO/IaTeNIbHBIE ¥ HHBIE HOPMATHBHBIC ITPABOBEIC aKThI;

- TIEpEYHH MOKYMEHTOB, TpeOyeMBIX i BBIIONHCHHS [CHCTBUHM, BXOMAIIUX B KOMIICTEHIIMIO COTPYIHUKOB
OpraHu3aIuiy;

- 00pa3ibl 0OpMIICHHS JOKYMEHTOB U TPCOOBAHUS K HUM;

- MecTopacnoiomkeHue, rpaduk (pexxum) paboThl, HOMepa TeiaehoHOB, anpeca MHTEpHET-CATOB M 3IEKTPOHHON
TMOYTHI OpPraHoB, B KOTOPBIX HOTpeGHTCHHM MpCaAOCTaBIIAIOTCA NOKYMCHTEI, Tpe6yeM1)Ie JUIST BBIIIOJIHCHUS [[eﬁCTBHfI,
BXOOAIIUX B KOMIICTCHIIUIO OpTraHU3aluu,

- CXeMa pa3MeIleHHs CIEHaINCTOB OPTraHU3aluy U PEKUM IPUEMa UMH MOTpeOnTeNeH;

- HOPSJ0K MHYOPMHUPOBAHUS O XOJI€ UCTIOTHEHHUS;

- HOPSJIOK TOJTyYEeHNUs] KOHCY/IbTalNH;

- OPAJOK 00KaJloBaHMs peIleHNH, AeHCTBUI min Oe3/1eiiCTBUS COTPYIHMKOB OpPTraHHU3aIHH.
5.16 K HarmoMuHaHUAM/COOOIICHUSAM OTHOCUTCS HHPOPMHPOBAHHE:

- 0 HAJIMYMH 33/10JDKCHHOCTH;

- 0 IPHOJIMKEHUH CPOKA OIUIATHI 3a MPEIO0CTAaBICHHBIC YCIYTH;

- 00 u3MeHeHnH Tapu(OB WK MPABUII TIPEJOCTABICHUS YCIIYT.

5.17 Tlotpeburenu NOKHBI OBITH HaJJIeKaIMM 00pa3oM NPOMH(POPMHPOBAHBI O CTOMMOCTH YCIYI, HOpsIKe
¢dopMupoBaHus U pa3Mepe TapudoB Ha OIUIATY O3JIEKTPO-M TEIUIOIHEPIWH, Ha OIUIaTy 3a MPHUCOEAWHEHHE K
pacIpeiennuTeIbHbIM AIEKTPUUECKHM CETSIM, BO3MOXKHOCTSIX IIOJNYYEHUs! JIbIOT M CYOCHIUH Ha OIUIATY JKHJIHMIIHO-
KOMMYHAJIBHBIX YCJIYT B OpraHax COLMaNbHOW 3alllUThl HACEIEHHs, a TaKKe, MPH HEOOXOAUMOCTH, O MOPSIIKE
LIEHO0OPa30BaHMs Ha POZHUYHOM PBIHKE JIEKTPOIHEPTUH.

5.18 [ns noseneHus 10 notpedbutenei nHGOpPMaIK HCIONb3yeTCs CUcTeMa aBTOMH()OPMHUPOBaHHUs (TIPHUIIOKEHHUE
A). Cucrema aBTOMH(QOPMHUPOBAHUS IIpeJHA3HAYeHa JUIs INpPEeNOCTaBieHHs WHQOpMaluM INOTpebuTemo 6e3
NpeABapUTEILHOTO 3anpoca. [IpeaycMOTpeHo TpH THIIA aBTOMaTHYECKOro MH(GOpMHUpOBaHus: TeneponHoe, E-mail u
SMS-coobmenunsi. Bpibop THna nHGOpMHpPOBaHMS 3aBUCHT OT WH(OpPMAIMH, NPEAOCTABICHHOH B OpraHM3aluio
norpebutenemM. Ilepeuens nHbopManmu a1 aBTOMH(GOPMHUPOBAHKS W CIMCOK IOTpebuTenell aas WHGOPMHUPOBAHUSL
COCTAaBJISIFOTCA CHELUATNCTAMK OPTaHU3alUHU U YTBEPKAAIOTCS PYKOBOAALIMM JOJIKHOCTHBIM JIUIIOM OpraHU3aluy.

5.19 HpI/I MOATOTOBKE U NPEACTABICHUN HOTp€6I/IT€JI$IM JAOKYMCHTOB 00 omuiare l'[OTpe6J'IeHHOI71 SHGKTqueCKOﬁ nim
TEIJIOBOM OHEPIUU, a TAKIKC KOPPECKTUPYIOUICTO CUETAa B JOKYMCHTC H€06XOHI/IMO YKa3aTb:

- 00BeM BHCKTqueCKOﬁ HIIH TCIUIOBOM OHEPIruu;

- METOJl pacyera, WCIOJIL30BAHHBIM MPHU OMNPEICICHUH CyMMBI IUIATEKa, BKIIOYAs MOPSIOK pacuera mrpadHbIX
caHKIui (MeHs, HEYCTONKA) 3a 3aJePXKKY IUIATEXKa, a TAKXKE MEPUOJ BPEMEHH, 3a KOTOPBIN BBICTABIIEH JOKYMEHT 00
OILIaTe;

- COCTABJIAIOMINEC HCHBI HA DJICKTPOOHEPIUIO,


http://www.complexdoc.ru/text/ГОСТ%20Р%2053368-2009#прил_а

- CPOK, B T€UEHHE KOTOPOTO IUIATEKHBIN JOKYMEHT JIOJKCH OBITh OIIA4EH;
- UI3MCHEHNUS B TapU]e, €CIIM TaKOBBIE POUCXOIIIIN;
- KOHTAKTHYIO HH(POPMANHNIO, HEOOXOANMYIO TOTPEOHUTEIIO B CITydae BOSHUKHOBEHHMS IOTIOTHUTEIBHBIX BOIIPOCOB.

5.20 B ciyuae, eciii cyMMa B BBICTAaBISIEMOM IUIATEKHOM JOKYMEHTE 32 MOTPEONICHHYIO SJIEKTPHUYECKYIO WIIH
TEIUIOBYIO 3HEPTHI0 HEOOOCHOBAHHO 3aBBIMICHHAS WM 3aHIMKEHHAS, OpraHU3anus JOJDKHA 00ECICUHTh MOBTOPHYIO
MIPOBEPKY JAHHBIX, COIEPKAIUXCS B TOKYMEHTE, C IIEIIbIO BEIABUTH B HUX OLIHOKH.

5.21 B kayecTBe HaIOMHUHAHUH MOXKET OBITh IPUMEHEHO aJpeCHOe PacIpoCTpaHeHHe HH(POPMAIMOHHBIX JHCTOBOK
C yKa3aHHWEeM WHUIHAJIOB, (PaMIIMU MTOTPEOUTENS U CyMMBI 33/I0JDKEHHOCTH 3 TIPEJOCTaBICHHBIE YCIYTH.

5.22 Opranmaulxm JOJIDKHa 00ecneunTh KOH(l)I/IZ[eHI_[I/IaJ'II)HOCTI) I/IH(I)OpMaIII/II/I, BKJIIOYas 3alluTy NEPCOHAJIbHBIX
JaHHBbIX. Opranmaulxm MOXET HCIIOJb30BaTh IIOJYYECHHYIO OT HOTpeGHTeJ’Ieﬁ MCPCOHAJIBHYIO I/IH(i)OpMaIII/IIO
HUCKJIIOYUTEIILHO [JIs1 OpraHu3aliu 3JICKTPO- U TEIUIOCHAOKEHMS.

5.23 OOcnyxuBaHWe IMOTpeOUTENed JOHKHO OBITH OCHOBAaHO Ha MNpPUHLMIE «0OpaTHOH cBs3M». OpraHuzanus
00paTHO! CBA3W BKIIOYaeT B ceOs IMpenocTaBIeHHE MOTPeOUTENsIM HHPOpPMAIUH 00 MMEIOUIMXCS KaHalax CBS3H,
MO3BOJIIOIIHMX 00CCIIEUUTh HAIIPABICHUE 3aIIPOCOB, IIPEATIOKEHHH, OT3BIBOB O IEATEIFHOCTH, 3aMEYaHUH 1 IPETCH3UIL.

OOGparHas cBsi3b MOXET OBITH OCYILECTBIICHA 10 CICAYIOIINM KaHalaM CBSI3HU:

- YCTHBIE U MMICBMEHHBIC 00pAIeHHS ITOTpeOUTeNeii;

- TeneoHHBIe 00pamIeHns (KOHTAKT-TIeHTP, HHPOPMAIIOHHO-CIIPaBOYHAs CIIyx0a U T.11.);
- (hakc;

- 1I0YTa;

- NatepHer, BeO-caiiT;

- JJIEKTPOHHAS T10YTa;

- SMS-coobmenus.

5.24 Jlns mpenocTaBieHHs OTBETa JODKEH OBITh HCIOJB30BAH YKa3aHHBIH MOTpeOHTENeM KaHal CBA3M, €Cld
3aKoHO/ATeNbCTBOM Poccuiickoit denepannu He nperycMoTpeHo nHoe. Cpok Al MpeloCTaBICHNsT OTBETa - HE MEHee
14 mHel ¢ MOMEHTa PEerucTpanyy oOpaIieHuss HOTPeOnTEs.

6 TpeGoBanus Kk npoueccam 00CaIy:KHBAHUS NPH B3aUMO/AeiiCTBHU € IOTPe0UTENAMH

6.1 O4Hoe 00cIy:KUBaAHHE

6.1.1 Opranuszanusi 0O4HOT0 00CIyKUBAHUS
6.1.1.1 OgHOE 00CITyXKMBaHUE OCYIICCTBISIOT CICAYIONINE CIICIHAIACTHI OPTraHH3aIlHH:
- aIMUHUCTPATOPHI;
- MEHEKEePBI-KOHCYIBTAHTHI,
- omeparop (KOHTpOJIEp-Kaccup);
- OJIUH COTPYIHHWK, COBMEIIAIONMIN QYHKIIUN aIMUHUCTPATOPA U MEHEKepa- KOHCYJIbTaHTa.

6.1.1.2 IloTpebuTens, 03HAKOMHUBIIUCH ¢ HH)OPMAIIMOHHBIM CTEHIIOM, OpoIIopamu, OyKJIeTaMd M OOBSIBICHISIMH,
COZIepKALIMMHU CIPABOYHYI0 HHGOPMAIMIO O JESITENbHOCTH OPraHM3allid WM Pa3bCHSIOUIMMHU MOPSIOK HpHeMa,
THUIIOBBIE BONPOCH M (PYHKIMH CIEIHAINCTOB OPraHM3alUM, ITOJy4aeT TaJOH JIEKTPOHHOH odepenu (MpH HAIWYAU
COOTBETCTBYIOIIETO 000PYIOBAHMS).

6.1.1.3 Ilpn HEOOXOMMOCTH TTOTPEOHUTENH MOXKET 00PATUTHCS K aAMUHHUCTPATOPY, KOTOPBIH MPOBOIUT IIEPBUIHBINA
IIpUEM, BBISIBIISIET TIOTPEOHOCTH 00paIieHHsI K MEHEIPKEPY-KOHCYIIBTaHTY, OCYIIECTBIISIET AUCTIETIEPU3ALIHIO.

6.1.1.4 MeHepKep-KOHCYIIBTAHT, ONEpaTop (KOHTPOJIEP-KaCCHP) MPENOCTABISIOT Oojee MoapoOHyI0 KOHCYIBTAIIHUIO.

6.1.1.5 PexoMeHnmyeMbie TIOKA3aTeNd CPEIHEH MPOIOKATEIIEHOCTA B3aUMOACUCTBYS MIPH OYHOM OOCITYXKHBAHUH C
MOTPEOUTEISIMH IPUBEACHBI B Tabnuie 4.

Tabmnuua 4

Tabnnma 4



(DopMa B3aHMO[[eﬁCTBHH HaumenoBanme nokasareis PCKOMCH,Z[yeMOG CpcaHeC 3HAYCHUC

MPOJOKUTELHOCTH B3aUMOICHCTBHUS MOKa3ares, MUH
Ob6cnyxuBaHue aftMUHUCTpaTopoM  OKupaHue B ouepenu 10

[puem 5
O0cnyXKHBaHUEC MCHEIHKEPOM- Oxunanue B ouepeaun 20
KOHCYJIBTAHTOM

[puem 15
O0cnyXHBaHUE OTIEPATOPOM Oxwunanue B ouepeaun 20
(KOHTPOJIEPOM-KacCHPOM)

[puem 10

6.1.2 UndpacTpykrypa 04HOro 00CAy:KUBAHUS

6.1.2.1 OuHBle KOHCYNIBTAIlMM MOTYT OBITH MPENOCTaBJICHbI MOTPEOUTENSM B IEHTPaxX OYHOTO OOCITYKHUBAHUS
(ueHTpanbHBIX oducax) U 00OCOOIEHHBIX TEPPUTOPUAIBHBIX MOApa3eieHUAX (aOOHEHTCKUX IyHKTaX, OTACICHHSIX,
¢mmanax u T.IL.).

6.1.2.2 Ounoe O6CJ'Iy)KI/IBaHI/Ie JOJIDKHO OBITh OPraHn30BaHO B MOMCHICHUAX, HAXOAALIUXCSA B MAKCHUMAJIbHO
JAOCTYITHOM IJIsA OOJIBIINHCTBA HACCIICHUS MECTC, HC NaJicc 500 M oT 0OCTaHOBOK O6H.IGCTB€HHOFO TpaHCIIOPTaA.

6.1.2.3 [TomMereHue A OYHOTO OOCITY>KUBAHHS TOJHKHO 00SCIIEUNBATh OCCIPETITCTBECHHBIH TOCTYI TOCETUTEIICH,
B TOM 4YHCJIE TpaXOaH C OTPAHWYCHHBIMH BO3MOXXHOCTAMH (MHBaMUAOB). [Ipum HEBO3MOXHOCTH 000pyHIOBaTh
MOMEIIICHUE HaJIekauM 00pa3oM (YCTaHOBKA MAHAYCOB, JH(GTOB B MOMEUICHUSAX I IpHeMa) HEOOXOIMMO
OpraHM30BaTh OOCITY)KHBAHME WHBAJIMAOB Ha A0MY (11 OQOPMIICHHS JIOKYMEHTOB, MOATBEPKIAIONIMX IPAaBO Ha
M0JIb30BaHUE JIBTOTAMH IO OILIATE AJIEKTPOSHEPTHHU, U PEUICHHS JPYTUX BOMPOCOB) WJIM UCIOIB30BaTh JAPYToi Cocob
00eCeYCHHs TOCTYITHOCTH 00CTY)KUBaHUSL.

6.1.2.4 UWudpacTpykTypa MOMEIICHUS Ui OYHOIO OOCHYXKHMBaHUS [O/DKHA BKJIHOYaTh B CEOS: CTOWKY
aJIMUHHCTpATopa, paboune MecTa MEHEIKEPOB-KOHCYJIBTAaHTOB M OINEPaTopoB ¢ HEOOXOJMMBIM OCHAIIEHHEM, KacChl,
XOJUTBI JUTSL OKUIaHUs, 000pYIOBaHHBIE MECTaMHU IS CUACHUS, HHPOPMAIMOHHBIMU CTCHIAMH, CTOMKAMU/CTOIAMU TS
3aIoJTHEeHUs OyMmar, pa3ieibHbIe CAaHY3IIBI IS COTPYIHUKOB H JUIS IOTpEOHTEIeH.

6.1.2.5 B mensix 0€30MacHOCTH COTPYIHUKOB M MMOTPeOUTEINEH MOMEIICHNE TOJDKHO OBITh 000PYI0BAHO:
- IPOTHBOTIOKAPHOI CUCTEMOH U CPEICTBAMH TOKapPOTYIICHUS;
- CHCTEMOM OTIOBEIICHHS O BOSHUKHOBEHUH UPE3BBIYAHON CUTYAITUH;

- COOTBETCTBYIOIIMMHM YKa3aTeJIIMH BXOAa M BBHIXOJa (BKJIIOYas aBapUIHOTO) M3 IIOMEIIEHHS C aBTOHOMHBIMH
HCTOYHMKaMU Oecriepe0oitHOro muTaHusl.

6.1.2.6 udhopMmaiiMoHHbIC yKa3aTeNU J0JKHbI OBITh Pa3MEIICHbI:

- TI0 YT OT OCTAaHOBOK OOINECTBEHHOTO TPAHCIIOPTa M0 IIEHTPa OYHOTO OOCTYXMBaHUsI (a0OHEHTCKOTO ITyHKTA)
(Ipu HEOOXOIMMOCTH);

- Y IEHTPAJIBHOTO BXO/a B TIOMEIICHNUE!

- BBIBECKa C HAMMEHOBaHHEM,

- TaOJINYKHU C yKa3aHUEM OpraHU3alNi-y4acTHUKOB (€CIIM OpraHu30BaHO KOMIUIEKCHOE 00CTy>KUBAHUE),
- Tabsmuka ¢ nHpopManue o peskiMe paboThl 1 KOHTAKTHbIE TeJe(OHbI CIPAaBOYHOM CITY>KOBI;

- 10 IyTU OT CTOMKK aJIMUHUCTPATOpa K MOMEIIEHUSIM Ul IpUeMa MOCETUTENEeH - yKa3aTeln IpoXo/a;

- Yy BXOAa B KaXXJA0C€ M3 BHYTPECHHUX HOMGIIICHI/Iﬁ - TaOaUYKa C HAaMMCHOBAHHUEM, MEPCUYCHb BOIIPOCOB, IO KOTOPbLIM
BEACTCA IIPUCM.

6.2 3aouHoe 00cTyKUBaHHE

6.2.1 Opranusanus 3a04HOr0 00CIyKUBAHUSA

6.2.1.1 Croenuanuctsl OpraHU3aIMK, OOCCIEUYNBAIONINE 3a09HOE OOCITY)KUBaHHE MOTpPEOHTENCH, JTOIDKHBI



WCTIONB30BaTh eNWHBIE HH()OPMAIIMOHHEIE 0a3bl JAHHBIX, TOCPEICTBOM KOTOPBIX CHHXPOHU3UPYETCS MX ACATEIFHOCTD U
HE JIOITyCKAIOTCS TIOBTOPHBIE 3alIPOCH HH(OPMAIH OT TTIOTPEOUTEIIS.

6.2.1.2 3a0uHO€ 0OCTYKMBaHHE OCYIIECTBIISICTCS 110 IByM KaHaJlaM CBS3H:
- TeneoH (KOHTAKT-IIEHTP, HH(POPMALMOHHO-CIIPABOYHAS CITYK0a);
- moyTa (TI0YTOBAs TEPETHCKa).

6.2.1.3 3aouHOe OOCITyXMBaHUE IO TeJIePOHY BKIIOYACT B CeOS pErmcTpannio U 00paboTKy Tele(hOHHOTO BRI30BA
OIIepaTopoM, KOTOPBIH HMCHOJIB3YyeT YCTAHOBIICHHBIH IEpPEYEeHb BOIPOCOB IJISI CAMOCTOSTENBHOTO OTBETa W TUIIOBBIE
OTBETHL. B cityyae mocTyruieHus CI0KHOTO 3arpoca ONepaTop CBSA3BIBACTCS CO CHEUATUCTOM OPraHU3alMH, YTOYHSIET
y Hero MHGOPMAIMIO U IPEIOCTABISIET €€ TOTPEOUTEINIO TNOO0 CBA3BIBACT IIOTPEOUTEIIS CO CIIENNAIMCTOM OpTraHU3aIHy.

6.2.14 HpI/I HeOGXOI[I/IMOCTI/I HOTpe6I/ITeJ'I}O MOKET OBITh MMpeaocCTaBjicHa BO3MOXKXHOCTb Hpel[BapPITeﬂLHOfI 3alliCHu Ha
MIpUEM B LICHTP OYHOI'O O6CJ'Iy)KI/IBaHI/IH.

6.2.1.5 3ao4HO€ OOCITYy)KMBaHHUE MO TIOYTE BKIIOYACT B Ce0sl pErucTpanuio 1 00paboTKy MMCBMEHHOTO OOpalleHHs
OIepaTopoM, IMOATOTOBKY OTBETa ONEPAaTOpOM, HAlpaBiIeHHE OOpaIleHUs CHELHaIUCTy OpPTraHU3allHd M IMOATOTOBKY
OTBETa CIELHAIHCTOM.

6.2.1.6 Bce muceMeHHBIE 0OpameHus OT IOTpeOuTeNeH, MOIydIeHHBIE 10 MTOYTE, TOKHBI OBITh 3apErHCTPHUPOBAHEI.
Omnepartopsl ¥ (WIN) CIENHAINCTHl OPTraHW3allM{ MPOBEPSIOT MOJTHOTY IPENOCTABICHHBIX CBEICHHWH, €CIH JAaHHBIX
HEJI0CTaTOYHO, CBA3BIBAIOTCS C NMOTPEOHUTENEM 0 OJHOMY M3 YKAa3aHHBIX KaHAJIOB B LEJAX YTOUHEHUS MH(OpPMAINH H
COIVIaCOBaHMS BPEMEHH NMPUHSATHS JaJbHEHIINX Mep MO OOpaIIeHHIO.

6.2.1.7 TluceMeHHBI OTBET, HampaBiseMbIli MOTPEOUTENI0O U IOANUCHIBAEMBIN JOKHOCTHBIM  JIHIIOM,
OTBETCTBEHHBIM 3a pPabOTY, JOJDKEH COJepKaTh KOHTAKTHBIC TaHHBIC HCIIOTHUTEIIS.

6.2.1.8 JleiicTBHs O pacCMOTPEHHOMY MHUCHbMEHHOMY OOpAIlleHHIO HE MPEIIPHHUMAIOT, C YBEIOMJICHHEM 00 3TOM
MOTpeOUTEIsL, B CITydasx:

- eciiu oOpallieHHe COJEPKUT HELEH3YPHBbIE JHOO OCKOPOHMTENBHBIC BBIPAXKEHHS, YIPO3bI KU3HH, 3I0POBBIO U
UMYLIECTBY COTPYAHHKA OPTaHU3ALNH, a TAKXKE YWICHOB €r0 CeMBH;

- €CJIN TCKCT 06paH_[€HI/IiI HC MMOAAACTCA NPOYTCHUIO,

- eclii B 00paleHny MOTPeOnTENsI COAEPKUTCS BOTIPOC, Ha KOTOPBIN MOTPEOUTEIO yKe ObUI MPEAOCTaBIEH OTBET
TI0 CYIIECTBY B CBSI3U C paHee HallpaBJICHHBIMU OOPAIEHUSIMH, U TIPH 3TOM B 00paIlleHUH HE IPUBEAECHBI HOBBIE JOBOBI
WIN 00CTOSTENIBCTBA;

- €CJIM OTBET 10 CYIIECTBY ITOCTABICHHOTO B OOpAaIeHNH BOIPOCa HE MOXKET OBITh JlaH 0e3 pa3miallleHns! CBEACHHH,
COCTAaBJISIOIINX KOMMEPYECKYIO TaliHY.

6.2.1.9 [TuceMenHOE OOpaleHUEe OTPEOUTENSI HE PACCMATPUBAIOT M OTBET Ha OOpAIlEHHE HE MPEIOCTABIISAIOT, €CIIU
B OTOM O6pa].[IeHI/II/I OTCYTCTBYIOT KOHTaKTHBIC JaHHBIC.

6.2.1.10 Pexomenayemble MOKa3aTean CpeHEN U TPeeIbHON MPOJOKUTENBHOCTH B3aMMOJICHCTBUS TIPH 3a09HOM
0o0CITy’)KUBaHUHU C TOTPEOUTENAMH ITPUBEICHBI B TabnuIe 5.

Tabmuua 5
®dopma B3auMOACHCTBUS HaumMmeHoBaHne nokasarens Pexomennyemoe
IIPOOJIKUTENILHOCTH B3aUMOAEUCTBHS cpenHee/npeesIbHOe 3HaUCHNE
roKasaress
TenedonHoe obcmyxuBaHue Bpems oxunanus orsera 40 c
MOTPEOUTENS OTIEPATOPOM
3anpoc 1 MoUCK MHPOPMAIHH O KITHEHTE 45c¢c

[Ipenocranenne nHGOPMAIINY 110 3aPOCy |5 MUH

ITocTo6paboTka obpamieHus 5 MUH
TeneponHoe 0OCTy)KMBaHNE CoenuHEHNE CO CIIEIHATTNCTOM 40 c
HOTPEOUTEINS CIIEUATHCTOM

[Ipenocrasnenne nHbOPMAITUN 5 MuH

CIICHHAJIUCTOM



O6paboTka obpareHui, Perucrpanus, knaccupukanus odpamenuii u He Gonee oxHoro aus

HOJIY4YSHHBIX TI0 [OYTe, nepenaya oOpanieHus CeUaIncTy
OIIepaTopoM
Paccmorpenue obpamenns u opopminerane | He Gonee 10 mHei
OTBETA
[Ipoxnenne paccMoTpeHus oOpanieHNs He 6onee 10 mreit
O6paboTka oOparIeHui, Paccmotpenue obpamenus u opopminerane | He Gomee 10 mHei
MOJYYEHHBIX IO TIOYTE, OTBETa
CIEUATIICTOM
[Ipomyienne paccMOTpeHus 0OpaleHus He 6onee 10 nueit

6.2.2 UndpacTpyKkTypa 3204HOT0 00CTY:KHBAHUS

6.2.2.1 KoHTaKT-TIEHTp MPEACTaBIsAeT COOOW SMUHYIO ICHTPAIN30BAHHYIO CIPABOYHYIO CIYKOy, OOpaTWBIINCH B
KOTOPYIO IOTPEOHMTENIb MOXET MONYyYUTh HMH(GOPMAIHMIO IO YCIyraM IOCPEICTBOM Telne()OHHOM CBS3HM, a TaKKe
nepeaaTh HeOOXOAUMYIO HH(POPMAITUIO VISl UCTIOHUTEIS YCIIyTH.

6.2.2.2 TlouyToBas mepemucKka WCHOIB3yeTCs Uil HANpaBlEHHS IOKYMEHTAIMH, CBSI3aHHOW C OOCITy)XMBaHHEM, a
TakXKe B CIIyYasx, KOrja moTpeOUTesh HalpaBisieT OOpaIieHUe 1Mo MoYTe.

6.2.2.3 PexoMeHIyIOTCsI CIeAYIONINE MapaMeTphl EeATEIbHOCTH KOHTAKT-LIIEHTpa:

- OCYHICCTBJICHUC IIpHMEMa BBI3OBOB HC MCHCC MICCTU Z[Heﬁ B HCICIIIO, B pa60qee M BCYCPHCC BpCMA (0611[6171
MPOAOJDKUTCIIBHOCTBIO HE MCHEC 12uaB I[eHL);

- HaTMYMe HoMmepa TenedoHa ropsiuei IMHAN eMHOTO Ha BCEH TepPUTOPUH PETHOHA,;

- OTCYTCTBHC OIUIAThI 34 3BOHOK JIsd a60HCHTa, 34 UCKJIIFOUCHHEM CIIYy1acB, KOraa a0OHEHT HAaXOAUTCH 3a peaciaMu
TEPPUTOPUN BHYTPHU3OHOBOI'O TGHG(I)OHHOFO COCINHCHUAA,

- IpeAyNpexIeHHE TOTPeOUTENs 00 OCYILECTBICHUH 3aIliCH B Hayalie Telne(hOHHOIO pa3roBopa.
6.3 UnTepakTuBHOE 00CJIY:KMBAHHE

6.3.1 Opranusanusi HHTEPAKTUBHOI0 00CYKUBAHUS
6.3.1.1 VHTepakTHBHOE 00CITYKHBAaHUE OCYIIECTBISAETCSA Yepe3 IHTepHeT-IPHEMHYIO ITOCPEACTBOM:
- 3JIEKTPOHHOM MOYTHI;
- SMS-3anpocos.

6.3.1.2 Tlorpeburenro MpenoCTaBISIETCS BO3MOXXHOCTH O3HAKOMHUTBCS C OTBETaMH Ha Hambojee YacTo
BCTPEUAOIIHECS BOMPOCHI ¥ MPETEH3UHU B COOTBETCTBYIOIIMX pasaeiax MHTepHeT-pHeMHOI.

6.3.1.3 TloTpeOurens MOXET IOJYYUTh OTBET Ha 3alNpOC HWHTEPECYIOIeH ero WH(OpMaluu CIeoyIOIUMA
crocobamu:

- CaMOCTOSTENILHO, TOCMOTPEB HH(POPMALIMIO B COOTBETCTBYIONIEM paszeie MHTepHeT-IprueMHOi;

- 3a/1aB BONPOC CIELHUAIMCTY OpraHNu3alyy.

6.3.1.4 CamMOCTOSTENBHBIHN TOMCK HHTEPECYIOIEH HH(POPMAIIH OCYIIECTRIIIETCS MOTpeduTeNneM:

- BpYYHYIO, METOJIOM IMIPSIMOTO TIPOCMOTPA BCEX MPENICTABICHHBIX B IHTEpHET-IPUEMHON BOPOCOB/ OTBETOB;
- aBTOMATHUYECKUM MOMCKOM I10 0a3e JIaHHBIX BOIIPOCOB/OTBETOB M0 KIIFOUEBOMY CJIOBY.

6.3.1.5 Ecnu motpeOuTeNb He HaIllesl OTBET HAa MHTEPECYIONIMN €ro BOMPOC CPer MMEKINXCS B 6a3e, OH MOXET
OTIIPABUThL BOTPOC CICIUAMCTY OPraHU3aIlMH, 3a[I0JHUB aBTOMATU3UPOBaHHYI0 (Gopmy. [Tocie mocTymeHns: Bompoca
B opranuszanuio Mail-po6oT oTnpasiser Ha yKa3aHHBIN aJpec IMEKTPOHHOM MOYTHl YBEIOMIIEHHE O TOM, YTO OTBET HA
BOIIPOC OyAET OTHPABIICH OTPEOUTEIIO B TEUCHHE OTHOTO PabOvero JIHs.

6.3.1.6 Ecimu Bompoc, 3amaHHBI NOTpeOUTENEM, HE OTHOCHUTCA K Cepe NPeJoCTaBICHUS YCIyr OpraHU3alliH,
CHELHUAJIICT OpraHU3alny HalPaBIsIeT YBEAOMIICHHE OTPEOUTENIO 00 0TKa3e pPacCCMOTPEHHS JaHHOTO BOIPOCa.

6.3.1.7 Eciu BOIIpOC, 3aI[aHHBII>i HOTpe6I/ITeJ'IeM, BBIXOAUT 3a paMKU KOMICTCHIWU CHCLUAINCTA OpraHru3alnun, OH



nepeagpecyeT BOMPOC IOTPEOUTENI COOTBETCTBYIOMIEMY CIICIIHANICTy OPTaHM3allM{d IO HaIpaBIICHHIO, KOTOPBIH B
TedeHne pabodero AHS JODKEH AaTh OTBET.

6.3.1.8 Ecnu oTBeT Ha BOIPOC TMOTPEOUTENST HE MOXKET OBITH NMPENOCTaBICH B TEYEHHE ITOTO e pabodero IHd,
CIICLMAIICT OPTaHN3ALUH HAIPaBISIET IIOTPEOUTEINIO YBEIOMIICHHE 00 9TOM € YKa3aHHEM CPOKOB IIONy4EHHs OTBETA.

6.3.1.9 Ecnm oTBeT, OTHpaBIICHHBIH MOTPEOMTENIO, MPENCTABISAET WHTEPEC IS IPYTUX MOTPEeOHTENeH, TO ero
MyOITUKYIOT Ha caifre.

6.3.1.10 TTapaMeTpbl OLIEHKH MPEACITBHON MPOJAOKUTEIBPHOCTH B3aMMOJCHCTBUS C MOTPEOUTEISIMU TPUBCICHBI B
Tabuuie 6.

Tabnuia 6
dopma B3aUMOJICHCTBHS HaumenoBanue nokaszaress PexoMeHryemMoe mpeieibHOe 3HaYeHe
MPOJOKUTEILHOCTH B3aUMOIEHCTBUS  TIOKA3aTeNs
WuTepHeT-pueMHas OoOHnoBneHue nHGopMayu B ciryyae  He Oosee omHOTO THS
HU3MCHCHUA
O6paboTKa ICKTPOHHBIX Paccmotpenue oOpaieHus u He Oonee Tpex mHel a1 Bompoca,
oOpalleHUl CTICITUATUCTOM odopMIIcHHE OTBETA oOparenus, He 6osiee 14 qHeH s
OpraHu3aniu HKanoObI

6.3.2 UndpacTpykTypa HHTEPAKTHUBHOIO 00C/Ty:KMBaHUS
6.3.2.1 VHTepakTHBHOE O0CTY)KIBaHNUE OPTraHU3yeTCs Ha Oa3e CIeMaIbHOTO pasenna BeO-caiiTa KOMIaHHH.
6.3.2.2 VlHTepakTHBHOE OOCITY)KIBaHHE BEICTCA MO JBYM HAIIPABICHUSIM:
- IPeIOCTaBJICHHUE CIIPABOYHON MH(OPMAIIH;
- YIOBIIETBOPEHHE 3alIPOCOB Ha OKa3aHUe/ M3MEHEHUE YCIyT.

6.3.2.3 TunoBas cTpykTypa WHPOPMAIUH, MPEIOCTABIIEMON MPHU MHTEPAKTUBHOM OOCITY)XKHBAaHWH, NPHUBEICHA B
Tabnuue 7.

Tabmuua 7

HanmenoBanue paznena Be0- HanmeHoBaHMe moapasziena Wudopmanust, conepxariascs B oxpaszaenie

caiita

OCHOBHBIE YCITYTH [lepeyeHs u CTOUMOCTD YCIIYT Wudopmanus o TOM, 4TO BXOAUT B IIEPEUCHb
(Tapudbl) B 3aBUCUMOCTH OT BHA YCITyT, KAKUM 00pa3oM U KTO OMpeaeisieT uxX
JIeATeIbHOCTH OpraHu3aluu CTOMMOCTh
Oco0ple ycrmoBus (JILTOTHI H Wudopmanus o Ibrotax u CyoCuausx
cybcunm) MaJI00OECIIEYEHHBIM M COITUATILHO

HE3aMNIICHHBIM I'paKJiaHaM

[TamsaTKa moTpeduTeIO JetanpHast uHGOPMALIKS O MPoIeaypax
B3aUMOJICHCTBHSI C OpraHU3alUel [UIsl MoIy4eHUs
YCIyTH.

Tunossle GpopmMbl TOKyMEHTOB (3asBKH,
JIOTOBOPHI, KBUTAHIINH, aKTHI U T.II.)

HOKa3aT€J'II/I, XapaKkTepuzyronue I/IH(l)OpMaHI/IH, OCHOBaHHas Ha COOTBETCTBYIOIINX
KaueCTBO yCJIyr HOPMATUBHBIX aKTaX U CTaHJAAPTaX OpraHru3alunu

I[OHOJ'IHI/ITCJ'[LHI)IG yciayru Hozxaqa 3a4BKH HA OKAa3aHUC yCIYyI'U CI)opMa aBTOMaTI/BI/IpOBaHHOﬁ 3asBKHU
110 MPEAOCTABIICHHOMY TIEPEYHIO

Bomnpocsr Haxoxnenue orBeTa Ha BOTIpoc ABTOMaTHU3UPOBAHHBIN TTOUCK OTBETOB Ha
TUIIHYHBIC BOMPOCHI OTpeduTenei, popma s

IlocTaHoBKa BOIIpoca
HarpaBJICHHS BOIIPOCOB



OO6parneHus, MPeTeH3uN

OT3BIBBI

Dopym

HoBoctn

IIpuem nnarexei

Llentp ounoro
00CITy>)KUBaHHSA
(0b6ocobeHHOC
HozIpa3eiicHue,
AOOHEHTCKUIT MYHKT)

Ilone3Hble CCHUIKU

HarnpaBuTh oOpallieHre, NPETeH3UI0

Kpatkoe comeprkaHiie OTBETOB Ha
oOpaleHust ¥ NpeTeH3UH

Hamnpasnenue oT3piBa

OT3BIBBI 00 OpraHU3aAIIH

OO0cyxIeHUe BOIPOCOB
B3aMMOJEICTBUA C OpraHu3auen

AxryanpHas nHGOPMaLUS IS
moTpeOuTeNeH OpraHn3aun (MOXeT
COZIep KaTh CCBHUIKY Ha IVIABHYIO
CTpaHUITy BeO-caiiTa OpraHm3aIum)

KonrtaktHas nabopmarys

AJpeca LIEHTPOB

3anuch Ha IpueM

YacTo 3a7aBaeMble BOIIPOCH! O LIEHTPE

[TyOmukammu o eHTpe

Anpeca BeG-calfToB

dopma aBTOMATH3UPOBAHHOTO OOPAIICHHS,
MPETeH3UH

ABTOMaTH3UpPOBaHHAS (POPMa, B KOTOPOH
MIOTPEOUTETN MOTYT OCTaBUTh CBOH OT3BIBBI O
KadecTBEe 00CTyKHBaHU

BOHpOCLI " OTBCTHI, 00MEH MHEHUSIMH

Wudopmanus 06 n3MeHEeHHH TapuQoB, O
rpaduKax IIAaHOBBIX OTKITIOYCHUH (WA CCHUIKH
Ha COOTBETCTBYIOLINE PECYPCHI), aBapHHHBIX
OTKJIFOUCHHSAX, HOBBIX (hOpMax O0OCITyKMBaHUS H
Ap.

Anpeca, TenedoH, rpapuk paboTsl, mpoyas
uHhopmanys

Agnpeca IIEHTPOB, IPEIBAPHUTEIILHAS 3aIIUCh Ha
IIpueM, Ipodasi nHpopManus o HEHTPE,
KOHTAKTHast MH()OPMAIHS CIIECIHaINCTOB
OpTaHM3aINy 1 TeIe)OHHBIH HOMEp ropsuei
JIMHUH

[lepeueHs BeO-caiTOB, MOIC3HBIX IS
HOTpeOHUTENs

7 llopsiiok paccMOTpeHus NpeTeH3uil noTpeduTe e

7.1 B mensix TMOBBIICHHS CTEIEHH JIOAIBHOCTH W YAOBJICTBOPCHHOCTH IOTPEOWTENEH, a TakxkKe JUIA IOBBIICHUS
KagecTBa OOCTYKHBAaHHS MNOTpeOWTENel opraHM3alys AOJDKHA IUIAHHPOBaTh M IIPOCKTUPOBATh S(PQPEKTHUBHBIH M
Ppe3yAbTaTUBHBIN Ipoliece paboThl C MPETSH3USIMH.

7.2 Opranuzamyst JOJDKHA pa3paboTaTh M BHEIPUTH MPOLEAYPHl PETHUCTPALUHM NPETEH3WH M OTBETOB HA HHX,
MOPSAOK TOJB30BAaHUS TAKMMM 3alUCSIMU W YNPaBICHUS HMH C COONIONCHHMEM 3aIlUTHl JII000H MepcOHAIbHOM
nHpopMaluu o noxarensix npereHsuil. [Ipu perucTpanuy npeTeH3nu el NpUCBauBaloT UISHTU(DUKAMOHHBIA KOI.

7.3 3anuce, caenaHHAs OPU MEPBUYHOM IMPHEME MPETEH3WH, MO/DKHA COACPIKATh yKAa3aHUsS HA MEPBI, TMPUHSITHS
KOTOpBIX TpeOyeT MmoTpeOuTeNh, a Takke JIOOYI [IpYyryld HWHPOpPMAIHI0, HEoOXoauMmyro it 3(deKTuBHOrO
paccMOTpEHHs IPETEH3MH, BKIIFOYasi CIeyIolee:

- OIMMCAaHUEC NPETCH3UU U COOTBETCTBYIOIIUE BCIIOMOT'AaTCJIbHBIC JIAHHBIC,

- MEpBI, IPUHSATHUS KOTOPBIX TpeOyeT MoTpeOnTeIN;

- AaTy NOATOTOBKH OTBETA,

- HC3aMCUIMTCIIbHO MIPUHATHIC MCPBI.

O mnomy4yeHWM KaXIOH NPETEH3UM CleqyeT HEeMEIUIEHHO cooOInarh ee IoAaTeNio (HampuMep, Io Io4Te, II0
TesieoHy, 10 AIEKTPOHHON TT0UTe).

7.4 Tlocne perucTpanyy NPETEH3WH TpeOyeTcs OIPEAeNATh NMPaBWIBHOCTh €e O(OPMIIEHUs, JOCTaTOYHOCTH M

000CHOBaHHOCTh cojfepXamieiics B Hel wuHpopMamw,

OCYILIECTBJICHUS HEMEJICHHBIX ACHCTBUM.

a TakKXC BaXHOCTb,

CIIO)KHOCTb ¥ HEOOXOIUMOCTH

K paccMoTpeHnIo IpUHIMAIOT IPETEH3HIO, IPEICTABICHHYIO B INCEMEHHOI (hopMe 1 comeprkaIyio:

- HAUMEHOBAaHUE YCIIyIH;

- OCHOBAHUA JIA IPETCH3UH,

- HGO6XOHI/IMLI€ J0Ka3aTCJIbHbIC TOKYMCHTDI;

- HOMEp A0T0BOpa, AaTy €ro 3aKJIHYCHUA.

[MotpebuTens, mpeaCcTaBUBIICTO MPETCH3MIO, HE COICPKALIYIO

yKa3aHHbIX aTpuOyTOB, HHPOPMHUPYIOT 00 3TOM C

LCJIbIO MOJYYUTh BCHO HCOGXO,Z[I/IMyIO " JOCTAaTOYHYIO I/IH(l)OpMaIII/IIO JUIsL 00BEKTUBHOIO PaccCMOTpPCHUA NPETCH3UU.

7.5 HpCTeHSI/Iﬂ JOJI’KHa OBITH HpOCHe)KI/IBaeMOﬁ, Ha4yuMHasA € €€ NpueMa A0 AOCTUKCHHSA YHOBJICTBOPCHHOCTHU
noaareyslt MpEeTCH3UU WKW A0 IMNPUHATHUA 3aKIIOYUTCIIBHOTO PCHICHUS. TeKyIIII/Iﬁ CTaryC IMNPETCH3UN IOJIKCH OBITH



COOOIIIEH ee MMOAATEIO [0 ero 3ampocy.

7.6 B coyuae HEIOCTAaTOYHOCTH WM OTCYTCTBHS JOKAa3aTeNILCTB, O3BOJLIIONINX IPUHTH K BBIBOAY O HAIMYHH JTHOO
OTCYTCTBHHM MPU3HAKOB HApyIICHHs TpPeOOBaHMI, OpraHMW3alys BOpaBe A cOOpa M aHanW3a JOMONHUTEIBHBIX
JIOKA3aTeNbCTB MIPOUINTE CPOK pacCMOTpeHHs IpeTeH3un. O MPOATIEHNH CPOKa PACCMOTPEHUSI IPETCH3UU OPTaHU3alns
00s13aHa B MUCBMEHHON (pOpME yBEAOMUTH MOAATENS IPETECH3UH.

7.7 Ecnm mpereH3us NpU3HAHA HEOOOCHOBaHHOM, TO MOIATENIO TPETEH3WH HAIPaBIIIOT MHUCHMEHHBIH OTBET,
COJepaKALIUNA OTKa3 C apryMEHTHPOBAHHBIM 3aKII0YCHHUEM.

7.8 B ciydae npu3HaHUs MPETEH3MM 000CHOBAaHHOW IMOAATENIO0 HANPABIISIFOT MUCEMEHHBIN OTBET C MPEIOKECHUSIMA
o yperyiauposanuto. Eciiu nonaTtens NpeTeH3uu OTKIOHSET IpeAIaraeMoe pellieHne Wik AeHCTBUE, IPeTeH3 s JOKHA
ocTaBarbCs OTKPBITOH. OO 3TOM JOJDKHBI OBITH CJENIaHbl COOTBETCTBYIOIINE 3alUCH, a MOAATENb NMPETEH3UN JOJDKEH
ObITh MPOMH(OPMHPOBAH O TOM, Ky/ia OH €IlIe MOXKET OOpaTHTHCS BHYTPU M BHE OPTaHHU3AIIH.

7.9 O6o6meHHy0 HHpOopManuio 000 BceX MOCTYNHUBIIUX MPETEH3MAX, MX NMPUYMHAX, MPEANPUHSITHIX AEHCTBUSIX
MOATOTABIMBAIOT B BU/E OTYETA [UIA NMPOBEACHUS aHAIM3a CO CTOPOHBI PyKOBOJACTBA OPTAHHU3AIMH M HCIIONB3YIOT IPH
MOHHUTOPHHTE YOBIECTBOPEHHOCTH MOTPEOUTENEH.

7.10 OpraHuzanyst [ODKHa TNPOBOAWTH IIOCTOSIHHBI MOHHMTOPHMHI TIIpoliecca paboThl C MPETEH3WSIMHU MO
CJIETYOLITNM TTOKa3aTelsIM:

- COOMIOZEHNE CPOKOB PACCMOTPEHHS M YPETYITUPOBAHUS IIPETEH3UH;
- 0OBEKTHBHOCTh PACCMOTPEHUS IIPETCH3NH;

- aJIeKBaTHOCTb OCYIIECTBJIEHUS KOPPEKTHPYIOIIUX M MPEeayNpeXIaroluX JAeUCTBUI NpU BO3HUKHOBEHUU
MPETEH3UH.

7.11 OpraHuzanus J0/DKHa TOCTOSHHO YaydmiaTh 3(@QeKTHBHOCTh M pe3yJabTaTUBHOCTH Mpolecca padoThl C
[IPETEH3UAMMU.

[Nokazarenu pe3yabTaTUBHOCTH Mpoliecca paboThl C MPETSH3USIMH:

- YHCJIO CHCTEMATHYECKHU TTOBTOPSIFOLINXCS TIPETCH3HH;

- YHCJIO NIPETEH3MH, He IPUHATHIX K UCIOIHEHHUIO 110 IPUYNHE X HEOOOCHOBAaHHOCTH;

- YHCJIO OTKIIOHEHHBIX, HO IPU3HAHHBIX 000CHOBAaHHBIMH, TIPETEH3HH;

- YHCJIO CITy4aeB HECBOEBPEMEHHBIX JEHCTBHHN NP PACCMOTPEHHUH M yPETYIUPOBAHUH TIPETCH3HH;

- YHCJIO CITy4yaeB HAPYIICHHs BEJCHUS 3alCel IPH pealln3alny MIpoecca yrpaBiIeHus MPETCH3USIMH.

7.12 OpFaHI/ISaL{I/Iﬂ JAOJDKHa TMPUHUMAaTb MEPbI AJId HCKIIOYCHUA HNPUYMH CYIICCTBYHOIIUX W HNOTCHIUAJIbHBIX
npo6neM, MPUBOAAIIUX K MPETCH3UAM, C HEJBI0 TPEAOTBPATUTH UX IMTOBTOPHOEC BO3SHUKHOBEHUE. OpraHmaum{ JOJIPKHA:

- HCCJIEIOBATH, BBISBIATE M IPUMEHATHh HAWTYyUIINi ONBIT B 00JaCTH pabOTHI C MPETEH3MSIMU;
- pacnpoCTpaHsITh MOAX0/, (GOKYCHpYyeMbli Ha IOTPEOUTEs, BHYTPH OPraHU3aI1H1;
- IOOIIPSATH IPUMEHEHNE HHHOBALIMH B ITpoIiecce paboThI C MPETEH3UAMH;

- OOLIPSITH 00Pa3LOBYIO pabOTy C NIPETEH3USIMU TTOTPEOUTENEH.

8 MOHUTOPHUHT yI0BJIETBOPEHHOCTH NOTpedUTe el

8.1 MOHHUTOPHHT YJIOBJIETBOPEHHOCTH IOTpEOHTENeH NPOBOIAT B LENSAX ONpeneseHuss oOnacTei yiydineHus
JIeSITEIIFHOCTH, pa3pabOTKU M OCYIIECTBIEHHUs Mep MO HauboJjee MOJIHOMY YOBJIETBOPEHHIO TPEOOBAaHUN U OXKHIAHWUH
norpeduteneldi. MOHUTOPUHT NMPOBOJAT Ha OCHOBE aHAJIN3a MOJIYYCHHOW MH(POPMAIUU O KayeCTBE OOCIYKMBaHUS M
JIeSITEIbHOCTH OPraHU3aLUH B LIETIOM.

8.2 O0beKTOM MOHHUTOPUHTA SABJISCTCA YAOBJICTBOPCHHOCTD HOTpG6HT€J’ICﬁ CJICAYIOMUMHU CTOPOHAMU ACATCIIBHOCTU
OpraHu3alum:

- KaueCcTBO 0OCIY)KMBaHUs MOTPEOUTENEi;

- napopmupoBanme 00 yciyrax;

- IPOXOXKICHKE 3aIPOCOB, JTOTOBOPA MJIH 3aKa3a, BKIOUasi H3MCHEHHS K HUM;
- 00paTHasi CBSI3b C MOTPEOUTEIISIMU, BKITIOUAs TPETCH3MH,

- pernyTalusi OpraHu3aluu.

8.3 I/IH(l)OpMaIlI/IIO AJIA OCYILIECTBJICHUS MOHUTOPUHIA YHOBJICTBOPCHHOCTHU HOTpCGHTCJ’ICﬁ B 3aBUCHUMOCTU OT



HUCTOYHUKOB IMOAPA3ACIIAOT HA BHCIIHIOIO 1 BHYTPCHHIOIO.

8.4 TloxazaTenu, MCTIOIB3yEMbIE [UII MOHHTOPHHIA YIOBJIECTBOPEHHOCTH MOTpeOWTENel Ha OCHOBE BHYTPEHHEH
MapKeTHHIOBONH WH(GOpPMalWy, IOAJEXKAT AaHaJINW3y K, HPH HEOOXOAMMOCTH, AaKTyaJlH3alud M YTBEPXKICHHUIO.
BHyTpeHHAs MapkeTnHroBas HWH(OpMaIus (GOpMHPYETCs B pe3yibTaTe JOTOBOPHOW M BCell MPOM3BOACTBEHHO-
XO3SIICTBEHHOH NEATENbHOCTH OpraHM3alMi. B 4acTHOCTH, MOTYT OBITH YYTECHBI TAaKHE ITOKA3aTEH, KaK POCT YHCIa
MOTpeOuTENeH, MPOIOIDKUTEIFHOCTD B3aUMOICHCTBHS C HUIMH, YHCIIO TIPOJIOHTMPOBAHHBIX U PACTOPTHYTHIX JIOTOBOPOB,
YHCIIO0 IPETeH3UMH, OTyUYeHHBIX OT KOHTPAreHTOB IIPU peannu3aluil JOTOBOPOB.

8.5 Jl1s MOHWTOpHMHIa YJIOBJIETBOPEHHOCTH NOTpeOHUTENEH HAa OCHOBE BHEIIHEH MapKETHHIOBOM HMH(pOpMAIU
HCTIONB3YIOT CIEAYIOLINE METO/IBI:

- IPOBEJICHUE OIIPOCOB: aHKETUPOBAHUE U HHTEPBbIOUPOBAHUE;
- aHaJIM3 NPETEeH3UI 1 00paleHu;

- aHaJM3 BHYTPEHHMX IOKazarenedl paboThl opraHu3anuy (HanpuMep, YUCIO ¥ MPOJOIKUTENLHOCTD TIEPEPHIBOB B
moJave MEKTPUICCKON U TEIUIOBOU SHEPTHUH).

AHKETHl Ui W3YYeHHUS VIOBICTBOPCHHOCTH IOTpeOWTENeH pa3padaThIBAIOTCS CHEHUAINCTAMH OpPTaHH3allMHd Ha
OCHOBE TIPEIBAPUTEIHHO COCTABICHHBIX BOIPOCHHKOB C YYE€TOM IOTPEOHOCTH B WCCICAOBAHMH KOHKPETHBIX
ToKa3arelei.

PesynbraThl HHTEPBBIO JTODKHBI OBITh 3a()MKCUPOBAHBI B MUCHMEHHOM BH/E, MPOAHAIM3UPOBAHBI U MPEACTABICHBI
UISL 0000IIEHHS.

8.6 B o01iem ciryuae oLieHKa yIOBIETBOPEHHOCTH OTpeOUTENEH MOXKET OBITh TPOBECHA HAa OCHOBE:
- CpaBHEHU MOKa3aTesel ¢ aHaTOTMYHBIMM [TOKA3aTeNIsIMHU JIPYTUX OpraHU3allHi;

- CpaBHEHH MOKa3aTesel Mo Pa3IMyHBIM BHIAM YCIIYT, IIpoIieccaM, CETMEHTaM PhIHKa;

- OTIpeieNieHus TEHACHINH B AMHAMUKE [TOKa3aTele.

8.7 MOHUTOPHHI YJOBJIETBOPEHHOCTH MNOTpEOUTENel Ha OCHOBE MAaHHBIX, MOJYYCHHBIX B XOAE IPOBEICHHMS
OTIPOCOB, (POKYC-TPYIII U JIP., MOATEKHUT CUCTEMATHUECKOMY KOHTPOJIIO M aHAJIH3Y.

8.8 HaxarumBaemass nHdopmanust 00 yZOBICTBOPEHHOCTH IOTPEOHTENICH NOIKHA OBITH CHCTEMaTH3MpOBaHa II0
CJIETYIOLINM HalpaBIICHUSIM:

- OIIpeIeIeHHBIM BPEMEHHBIM ITeproaaM (I0JIyro/iie, Tox);
- 00bEKTaM MOHHUTOPUHTA YAOBIETBOPEHHOCTH MOTpeOUTENEH;
- TpyIIIaM NoTpeduTenei 1 OTAEIbHBIM ITOTPEOUTEISIM.

8.9 Pe3ynbTaThl MOHUTOPHHIA PACCMATPUBAIOT IIPH MIPOBEIEHIH aHAIN3a CO CTOPOHBI PYKOBOJCTBA OPTaHU3AIUU He
pexe OHOTO Pa3a B TOJ I ONPeIesICHISI HEOOXOIUMBIX KOPPEKTUPYIONIUX U MPETyTPEKAAIONTIX TeHCTBUH.

IIpunoxenue A
(cmpaBouHoe€)

Cucrema aBTOMH()OPMUPOBAHUS
A.1 Cucrema aBTonH(MOPMHPOBAaHUS TOTPeOUTENEH MpeJHa3HAYEHA I JOBEACHHUS 10 HUX THIIOBOH HH(OpMAIHH.
A.2 ABTOMH(OPMATOP UCIIOJIB3YETCS:

- npu HHPOPMHUPOBAHMM NOTpeOUTENEed 00 W3MEHEHUS X B LEHOBOM IIOJNIUTHKE, W3MEHEHHH MepedyHs
MPEOCTaBIAEMBIX YCIIYT;

- IPY YBEJOMJICHHUH O HEyIUIaTe 3a PeJoCTaBJICHHbIC YCIYTH C aIpECHBIM COOOIIIEHNEM CyMMBI JI0JITa;
- IpY HAIIOMUHAHUH O HEOOXOIMMOCTH TIPOBEAECHHST MEPOIIPHUSTHIA;

- IpY TIPEAYNPEKACHUH O TIPHOCTAHOBICHUH YCIIyTH 32 HEYIUIATy U T.1.

A.3 TpebOoBaHue K cucTeMaM aBTOMH(GOPMHUPOBAHUS:

- BO3MOXXHOCTb XPaHEHHSI PE3YJIbTATOB OMOBEIIEHHUS;

- BOBMOXKHOCTb XPaHEHUs CLICHapUEB ONIOBELICHHS;

- BOBMOXXHOCTBH XpaHCHH CITMCKOB OITOBCIICHUA,



- OTYET 10 ONOBELICHHIO;

- MOHUTOPHHT TIPOIIECCA OIOBELICHNS B PSKUME PeaTbHOTO BPEMEHH;

- Ha3Ha4YCHHME 3aaHMs Ha ONOBEIICHNE C YKa3aHHEeM BPEMEHH Hadasla i OKOHYaHUS,
- IepeKITIOUeHIE Ha omeparopa (TOIBKO I TeJIe(pOHHOTO aBTONH(POPMHUPOBAHS).
A.4 ABromH()OPMHUPOBAHUE TOTPEOUTEIEH IPOBOTUTCS CIEAYIOMIAMH CIIOCOOAMHU:
- Tene)oHHOE aBTOMH(POPMHPOBAHHUCE;

- E-mail-aBronndopmuposanue;

- SMS-aBronH(popMHUpOBaHHE.

A.5 Cucrema TeneoHHOrO aBTOMH(OPMHPOBAHUS TO3BOJSET IPOUTPHIBATH 3BYKOBBIE (DAaWIBl, a TaKKe
BOCITPOM3BOIUTH YUCIOBYIO HH()OPMAIHIO, HAIPUMED: O CTOMMOCTH YCJIYT, BpEMEHH, JiaTe, TeJeOHHBIX HOMepax | T.1.
JlanHOE aBTOMH()OPMHPOBAHUE NPOBOIUTCS CPEOW NOTpeOuTesnel, 3akKIIOYMBIIMX C KOMIIAHWEH JOroBOp Ha
MpeI0CTaBICHHUE YCIIYT, TI0 HOMEpaM Tele()OHOB, YKa3aHHBIM B JIOTOBOPE.

A.6 E-mail-aBronH(opMUpOBaHIE TPOBOIUTCS CPEAU MOTPEOUTEINICH, 3aKIIOUUBIINX C OpraHU3alMei TOroBOp Ha
MIPEIOCTABJICHHE YCIIYT, TI0 afjpecaM 3IeKTPOHHOHN MOYTHI, J0OPOBOJIBHO NMPEAOCTABICHHBIM MOTPEONUTETIMHU.

A.7 SMS-aBronH}popMHpOBaHNE HPOBOAUTCS CpeId HOTpeOUTEeNeH, 3aKIOUMBIINX C KOMIAHHEH JOroBOp Ha
MIPEIOCTABJICHHE YCITYT, TI0 HOMEpaM MOOHMIBHBIX TeNe(OHOB, TOOPOBOIBHO NPEIOCTABICHHBIM ITOTPEOUTEIIIMH.

KaioueBble ci10Ba: B3aMMOJCHCTBHE C MOTpeOUTENSIMU, OOpamieHHe MOTPEOHTENs, OYHOE OOCIY)KMBAHHUE, 3a0YHOE
o0cryXHBaHNE, HHTEPAKTUBHOE OOCITy)KHBaHHE, OOpaTHas CBA3b, IPETEH3MsI, MOHUTOPHHT, HHYPACTPYKTYpa, TPHUOOPHI
yueTa



