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MNpegucnosue

LenM v npuHumMnbl cTaHgapTusauum B Poccuitickon depepaumm ycTaHoBneHbl degepanbHbiM
3aKOHOM oT 27 ageKkabpsa 2002 r. N 184-93 "O TeXxHUYECKOM peryiMpoBaHun”, a npasuaa NpUMeHeHusa
HaLMOHaNbHbIX cTaHAapToB Poccuitckolt Pepepaunm - FOCT P 1.0-2004 "CraHgapTtmsaums B Poccuiickoit
depepaunn. OCHOBHbIE NoIOKeHMA".

CsefieHus o cTaHaapTe

1. PaspabortaH  OTKpbITbIM  aKUMOHEpHbIM  obuwectBom  "BCEpPOCCUMCKUI  HaAy4vHO-
nccnenoBaTenbCKUt MHCTUTYT cepTudmkaumm” (OAO "BHUUC").

2. BHeceH YnpaBneHMem TEXHUYECKOrO PeryanmpoBaHMAa W CTaHZaptu3auum degepanbHOro
areHTCTBa N0 TEXHUYECKOMY PErY/IMPOBAHUIO U METPOIOTUN.

3. YTBepaeH u BBegeH B Aenctsue lMpukazom PenepanbHOro areHTCTBa MO TEXHUYECKOMY
peryanposaHuto n metponornm ot 23 utona 2009 r. N 258-cr.

4. BeegeH Bnepsble.

NHopmauma 06 M3MeHEHUAX K HaCcToAWEeMy CTaHAAPTY Ny6/MKYeTca B eKerogHo U3ZaBaeMoM
MHOOPMAUMOHHOM YyKasaTene "HauuoHasbHble CTaHZapTbl', @ TEKCT WU3MEHEHMW W MOMPaBOK - B
e)XeMecAYHO M34aBaembiXx MHOOPMALMOHHBLIX YyKasatensax "HaumoHanbHble cTaHgapTtbl". B caydae
nepecMmoTpa (3ameHbl) WM OTMEHbl HACTOSLLEro CTaHAapTa COOTBETCTByHOLWEe yBegomMaeHue byper
onyb/IMKOBaHO B eXeMeCAYHO WU3JaBaeMoM WMHOPOPMALMOHHOM YyKasatene "HaumoHanbHble
cTaHgaptol". CooTBeTcTBylOWas MWHPOPMaLMA, YBEAOMIEHWE W TEKCTbl Pa3sMELLAlOTCA TaKXKe B
MHPOPMALMOHHOM cucTeme 0OBLLEro NONb30BaHUSA - Ha oduLManbHOM cainTe PesepasbHOro areHTCTBa
MO TEXHUYECKOMY PEryIMpoBaHuUIo U METPONOTUU B CeTU MHTEpHET.

1. Obnactb NpUMeHeHun

Hactoawmit ctaHgapT ycTaHaBnvBaeT TpeboBaHWUS K B3aMMOAENCTBMIO C noTpebutenamu npu
OKasaHuu ycnyr B chepe 3N1eKTpo- U TENA0CHAOKEeHUS.

Hactoawmit cTaHAapT npeaHasHayeH gas NPUMEHEHWA 3HEeprocobITOBbIMM U CeTeBbIMMU
OpraHM3aunaMM, a TaKKe OpraHU3aLMAMM, 3aHUMAIOLLMMUCS TENTIOCHAbXKeHeM noTpebutene.

HacTosawmit ctaHaapT pacnpocTpaHaeTcs Ha B3aMMOOTHOLWEHMA € NoTpebutenamm - Gmusnmyeckumm
JMLAMK; IOPUAMYECKMMMN NIMLEAMM, B TOM YUCAE WCMOAHUTENAMW KOMMYHa/bHbIX YCAYr M3 4ucia



TOBAPULWLECTB  CODBCTBEHHMKOB  XWJ/bfl,  KUJMULLHO-CTPOUTE/bHbLIX,  KMAULLHBIX  WMAM  WHbIX
CNeumanmnsnpoBaHHbIX  MNOTPEOUTENbCKMX  KOOMEpaTMBOB NGO  ynNpaBAAOWMX  OpraHM3auui;
npeanpuvHMmaTensmm 6e3 o6pasoBaHUA OPUANYECKOTO ANLA. HacToAwmMiA cTaHAapT He ycTaHaBAMBAET
TpeboBaHMA K B3aMMOAENCTBMIO OpraHn3aumnii U notpebutenein Ha ONTOBOM PbIHKE 3/1EKTPOIHEPIUN.

Mo uMHWMUMaTMBE opraHM3auuii U UX obbeaMHeHUN (accoumaumii) HaCcTOAWMIA CTaHAAPT MOXKeT
6bITb MCMONb30BAaH KaK OCHOBa A/1A MPUHATUS KOLEKCOB [EN0BOM 3TMKW, COMNAWEHUMIA W APYrux
OOKYMEHTOB MO CaMOpery/iMpoBaHu1to B 061aCTU 3/1EKTPO- U TEMNI0SHEPTeTUKMN.

2. HopmaTuBHble CCbINKM

B HacToAWeM cTaHAapTe MCNONb30BaHbl HOPMATUBHbBIE CCbIIKU Ha ceayoline CTaHaapThl:

FOCT P MCO 9000-2008. Cnuctembl meHeaMeHTa KadecTBa. OCHOBHbIe MOJI0XKEHUA U CN0BaAPb

FOCT 30335-95/TOCT P 50646-94. Ycnyru HaceneHuto. TepMUHbI U onpeaeneHus.

Mpumeyarue. MNMpu NOAb30BaHUM HACTOALMM CTAaHAAPTOM LienecoobpasHoO NPoBepUTb AeNCTBUE
CCbINOYHbIX CTAaHAAPTOB B MHPOPMALMOHHOM cUCTEME OBLLEro NONb30BaAHUA - HAa OPULMANBHOM canTe
depnepanbHOro areHTCTBa MO TEXHWUYECKOMY PeryiMpoBaHUIO U MeTposiorun B cetu NHTepHeT uamn no
eXXerogHo usgaBaemomy WHGOPMAUMOHHOMY YyKasaTento "HauuoHasnbHble cTaHZapTbl', KOTOpbIM
onybAnMKOBaH NO COCTOAHMIO Ha 1 AHBapA TeKywero roga, M Mo COOTBETCTBYHOLLMM EXeMeCAYHO
nspgaBaembiM MHOOPMALMOHHBIM YKasaTensam, onyb6AMKOBaHHbIM B TeKywem rogy. Ecam ccblioyHbli
CTaHOAPT 3aMeHeH (M3MeHeH), TO nNpW MNOMb30BAaHMM  HACTOALWMM  CTaHZApPTOM  cneayeT
PYKOBOACTBOBATLCA 3aMEHAOLWMM (M3MEHEHHbIM) CTaHAAPTOM. ECAIM CCbINOYHBIN CTaHAAPT OTMEHEH
6e3 3ameHbl, TO MNONOXEHWE, B KOTOPOM J[aHA CCblIKA Ha Hero, MNPUMEHAETCA B 4acTu, He
3aTparnBaloLLLEl 3Ty CCbI/IKY.

3. TepmuHbl, onpeaeneHnn U COKpaLLeHun

3.1. B HacToAwem cTaHgapTe npumeHeHbl TepmmHbl o FTOCT P MCO 9000 1 FTOCT 30335, a TakKe
cneayoume TePMUHbI C COOTBETCTBYHOLLMMM ONpeaeneHUAMM:

3.1.1. ABTOMHPOPMATOP: TEXHUYECKAs CMCTEMA aBTOMATUYECKOro OnoBeLLeHUs 60abLIoro Yymcna
aboHEeHTOB B LeNsx A0BeAEHUA A0 HUX TUNOBOM MHPOPMALMN.

3.1.2. AAMUHUCTPATOP: COTPYAHMK, OTBETCTBEHHbIA 3a NMpMem noTpebuteneil N KOHTPOAb xo4a
BbINONHEHUS PAaboT B LeHTpax 04HOro obCcAyKMBaHUS NoTpebuTene.

3.1.3. MpeteHsuna [xanobal: HanpaBneHHoe noTpebutenem B afpec oOpraHU3auMmM UK
OO/IKHOCTHOTO /iML@ OpPraHM3auumn MUCbMEHHOE WAW YCTHOE 3aABAEHWEe O HapylWeHWW NpaB UK
OXpaHAEMbIX 3aKOHOM MHTEpPecoB NoTpPebuTens, o NpeaocTaBAeHUM YCAYTU HEHAANEXKALLLEro KauecTBa U
COOTBETCTBYHOLLEM YMEHbBLIEHUWN €€ CTOMMOCTU U T.1.

3.1.4. 3aouyHoe ob6cayXuBaHME: O0OCNYyXKMBaHME noTpebuTenelr 6e3NMYHOrO KOHTaKTa C
COTPYAHWKAMM OpraHM3aumuu, B TOM Yncie no tenedoHy, noute uan Yyepes MHTepHerT.

3.1.5. HTepakTMBHOE 06CAYKMBaHUWE: 3a04HOE 0b6CNyKMBaHUe NoTpebutenei c UCNoNb30BaHNEM
cetn NIHTepHer.

3.1.6. MHTepHeT-NnpMemHan: MHTEePaAKTMBHAsA NpMemMHasa ana notpebuTtenen Ha Beb-caiTe.

MpumeyaHne. UHTepHeT-npuemHas MOKeT OblTb co3gaHa B ¢dopme WHTepHeT-nopTana, T.e.
COBOKYMHOCTM BEO-CTPaHUL, C NOBTOPAOWMMCA AN3ANHOM, 06 beAMHEHHbIX MO CMbIC/TY, HABUTALMOHHO U
du13MYeCcKM HaxogAWwmMxca Ha ogHom Beb-cepBepe.

3.1.7. KOHTaAKT-LLeHTP: COBOKYMHOCTb 060PYyA0BaHUA, NPOrpaMmMHOro obecneyeHuns, paboTHUKOB,
npoueccoB A4 obecneveHma obcnyKnBaHMa noTpebutenei no tenedoHy.

3.1.8. ObpalueHmre: HanpaBaeHHOe NoTpebuTenem B aApec OpraHM3aLnm Uamn SOMKHOCTHOMO LA
OpraHM3aunmn NMCbMEHHOE UM YCTHOE 3asB/IEHME.

Mpumeyarne. ObpaLLeHMe MOXKeET bbITb 3aNpPOCOM 0 NpeaoCcTaBAeHUN MHOPMALMM U T.0.

3.1.9. O4Hoe obcny:kmBaHue: obcnyxuBaHue nNotTpebutenein NOCcpeacTBOM JIMYHOFO KOHTAKTa C
COTPYAHWMKaMM OpraHunsaumm.
3.1.10. MoTpebutennb: ¢GM3MUYECKOE WU OPUAMYECKOE NNLO, OCYLLECTBAAIOLLEE MO0/Ib30BaHWe



3N1EKTPUYECKOW U (MAK) TENNOBOKN 3Heprneit (MOLLHOCTbIO) NPY 3aKAYEeHUN C OpraHusaumen gorosopa
3HeprocHabkeHna u/uan aorosopa TeNa0CHabXeHus.

MpumeyaHue. NoTpebuTtenn moryT 6bITb NoApasaesieHbl Ha TPY Fpynnb:

1-a rpynna - rpaxgaHe-noTpebutenn n npupaBHeHHbIe K HUM B COOTBETCTBUM C HOPMATUBHbIMMU
NpaBoBbIMW aKTamu B 061acTM rocy4apCcTBEHHOrO peryavpoBaHua Tapudos rpynnbl (KaTeropuu)
notpebuteneil, npuobpeTalowme 3NEKTPUUECKYID MW TEMIOBYIO SHEPTUI0 ANSA JINYHBIX, CEMEMHDbIX,
AOMALLIHUX U MHBIX HY)KA NO OCBELLEHMIO, OTOMIEHWNIO U ropaYemMy BOAOCHABMKEHWIO, He CBA3AHHbIX C
OCYyLLECTB/IEHNEM NpeanpPUHMMATENIbCKOM AeATeNbHOCTY.

2-a rpynna - OpraHus3auum - MUCMNOAHUTENM KOMMYHaNbHbIX YCAyr, npuobpeTatolwme
3N1EKTPUYECKYIO MK TEMIOBYIO SHEPIUI0 ANA NPeAOCTaBAeHNA KOMMYHaANbHbIX YCAYT.

3-a rpynna - opuguyeckme avMua U NpeanpuHUMaTenu, npuobpeTalolme 31eKTPUYECKyo Uamn
TENJIOBYIO SHEPTUIO A1 COBCTBEHHBIX HYXKA,

3.1.11. LleHTp o4Horo obcnyxuBaHMAa (noTpebutenei): LeHTP, NpeAHa3HAYEHHbIA Aas npuvema
obpaweHnin notpebuTteneih No Bonpocam 3SHepronoTpebaeHusA, TEXHONOTMYECKOTO MPUCOEANHEHNUA,
nepegayun u pacnpeneneHns 3NeKTPO3HEPrum, OCYLLECTBAEHUA KOMMYHA/IbHbIX MAATEXKeN, co3aaHuA
KOMOPTHOM, 3ProHOMUYHOM cpeapbl B3aUMOAENCTBUSA, NOBbIWeHMA 3PPEKTUBHOCTU 06CNYKMBAHUS.

3.1.12. Mail-po6oT: nporpamma 06paboTKun BXxoaALLEN 3NEKTPOHHON KOPPECMOHAEHLUMMN.

3.1.13. Short message service; SMS: TeKcToBble COObLLEHMA, MCNONb3YEMble B OCHOBHOM Ans
KOMMYHMKaLMn n obmeHa nHbopmaumen, pacnpocTpaHatowmecs NocpeascTBoM MobuabHoON TenedpoHum
n yepes NHTepHeT.

3.2. B HacTosLeM CTaHZapTe NPUMEHEHbI CaeaytoLme COKpaLeHua:

3.2.1. TCXK - ToBapuLLEeCTBO COOCTBEHHUKOB XXUNbA;

3.2.2. KCK - }KUANLWHO-CTPOUTE/IbHbIN KOOMNEepaTus;

3.2.3. KIMK - KapMaHHbIN NepCcoHabHbIA KOMMbIOTEP.

4. Uenwn n 3apgauun

Llensamm Hactoswero craHZapTa fABAAKOTCA YCTAHOB/AEHME HOPM M MPaBMA B3aUMOLEWNCTBUA C
notpebutenamm, eamHbix TpebOBaHUM K Ka4vyecTBy OOCAYKMBaHMA, ONTMMM3AUMA U dopmanmnsaums
npoueayp B3aMMOLENCTBUA OPUANYECKOro nLa, CHabxatowero notpebutens snekTpuyeckon u/mam
TEMNNOBOM 3HEpPruein, a TaK)Ke OKAa3blBAlOLWEro ycayru no nepegayve SHEPrUM U TEXHOOTMYECKOMY
NPUCOeaMHEHUIO K CETAM, U NoTpebuTens.

CTaHpapT ycTaHaBAMBaeT TpeboBaHMA K NpoLeccam:

- B3aMMOLENCTBUA C MOTPeOUTeNnaMM YCAyr SHepro- M TensocHab)KeHua Mo nepegade
SNEKTPUYECKON IHEPrMM, MO TEXHONOTMYECKOMY MPUCOEAMHEHUIO K pacnpesennTesibHbIM ceTam npwm
3aK/I0YEHMU U BEAEHWUW LOTOBOPOB;

- pearMpoBaHus Ha NpeTeH3nn 1 obpaLleHuns, obecneyeHus "obpaTHon cszmn";

- OUEHKM CTeneHW yA0BNETBOPEHHOCTM KAYeCTBOM YCAYr 3/EeKTPO- W TensoCHabXeHua wu
KayecTBOM 06CNyKMBaHUA.

5. TpeboBaHMA K NpoLeccam B3auMOAENCTBUA C NOTpebuTensmm

5.1. TpeboBaHus noTpebutenei K nepenaye 3/1eKTPO3HEPrumn, K 060pya0BaHNIO TOYKM NOCTaBKM
npubopamm y4yeTta, K MOCTAaBKE 3/IEKTPUUECKON U TEMNN0BOW 3SHEPTUU [OJIKHblI ObiTb OTpPaXKeHbl B
[0roBopax.

5.2. MopAaoK NOAroTOBKM W MOAMNUCAHUA [AOrOBOPOB C MNOTPEBUTENAMM 3S/EKTPUYECKON U
TENN0BOM 3HEPrnm A0NXKeH ObITb YCTAaHOBNEH B OpPraHn3auum oTaeibHON MHCTPYKLUMEN, BKAKOYAIOLLEN B
cebn:

- NepeyYeHb BUAO0B 3aK/104aeMbliX 4OrOBOPOB (MNOCTaBKM, YCAYrv U A4p.);

- npumepHble dopmbl (06pasLbl 4OroBOPOB);

- YKa3aHus Nu1L: OTBETCTBEHHbIX 3a MOArOTOBKY [OroBOPOB, OTBETCTBEHHbIX 33 COr1acoBaHue
[O0roBOPOB 1 NOC/eA0BaTe/IbHOCTb COrNacoBaHMA, MOAMNUCHIBAOLWMX AOrOBOPbI;

- NOPALOK BHECEHMA U3MEHEHUI B OrOBOPbI;



- CPOKM NOArOTOBKM W MOANMCAHNA AOTOBOPOB;

- NOPALOK XPaHEeHUs JOrOBOPOB;

- NOPALOK KOHTPO/IA BbINOJIHEHUS 40rOBOPOB.

5.3. MNpu noaroToBKe A0roBopa OpraHM3aLma A0XKHA ONpeaenunTb:

- TpeboBaHUsA, YCTAaHOB/IEHHbIE NOTPEOUTENAMU, BKAKOYAA TPEOOBAHUA K NOCTABKE 3/1EKTPUYECKON
W TENNOBOM SHEPTUM U AeATE/IbHOCTM NOC/e NOCTaBKMY;

- TpeboBaHUA, He onpegefieHHble noTpebuTenem, Ho HeobxoauMmble AN KOHKPETHOro M
npeAnoaaraemoro UCrnosib3oBaHuUs;

- 3aKoHogaTenbHble UM pgpyrve obsasatenbHble TpeboBaHus,
3/IEKTPUYECKON U TEeNN0BOM SHEPruu;

- nobble gonosHuUTeNbHble TpeboBaHUsA,
CTaHOAPTOM.

5.4. OpraHun3auma A0NXKHa aHaIM3MPoBaTb TPeBOBaHWUA, OTHOCALLMECA K NOCTABKE 3N1EKTPUYECKON
W TENIOBOW 3HEPrUKn. ITOT aHaAN3 AOoKeH OblTb NPOBEAEH A0 NPUHATUA OpraHu3aLumeit 06sa3aTenbCTBa
NOCTaBNATb /IEKTPUYECKYIO U TEMIOBYIO SHEPrMto noTpebutento.

5.5. OpraHu3auma A0/MKHaA onpefenate U NPUHUMATL 3QdEKTUBHbIE Mepbl MO NOAAEPNKAHUIO
CBA3W C NOTPebUTeNsaMu, Kacarwmecs:

- MHGOpMaL MM 06 OKa3bIBAEMBbIX YCAYraX;

- 3aK/II0MEHMA U BEAEHWNA AOTOBOPOB, B TOM YMC/E NMONPABOK K HUM;

- pearMpoBaHus Ha NpeTeH3nn 1 obpalleHus, obecneyeHus "obpaTHon cszmn'.

5.6. Ona onpegeneHns HeobXoAMMbIX CpeacTB YNpaB/iieHMA MPOLECCOM B3aUMOOEWUCTBUA C
notTpebuTenamm opraHusauusa [OMKHa pa3paboTaTb COOTBETCTBYHOWME  AOKYMEHTUPOBaHHblE
npoueaypbl, B TOM 4uCAe [OKYMEHTUPOBAHHbIE MPOLEAYPbl OKasaHUA YCAyr, pearMpoBaHUsA Ha
npeTeHsun wn obpaleHns, AOKHOCTHble U paboume MHCTPYKUMW COTPYAHWMKOB, O6C/YKUBAKOLLMX
notpebutenen.

5.7. MocnepoBaTenbHOCTb, COAEp)KaHMEe I3TanoB B3aMMOLENCTBMA C NoTpebutenamu ycnyr
3NEKTPO- U TEMNIOCHAbXeHMA 1 TPeboBaHMA K HUM NpMBeAeHbl B Tabauue 1.

OTHOCAWMNECA K [MOCTaBKe

B TOM 4Yucne npeaycMmoTpeHHble HaCToAlMM

Tabauua 1

ConmepxaHMe sTamna TpeboBaHMa K 3Tany
[IlpyeM 3agaBJIeHMSI Ha 3akKJoOUeHMe IOoToBopa
SHEPIro- U TelJIOCHAaDXeHMS

ObpaleHre noTpedbuTesia B LEHTP OYHOI'O B TeueHure pabouero BpeMeHU
obcnyxmueanra (obocobieHHOe nompasmelie-
HMYe, aBOHEeHTCKMUM OyHKT M T. . ),
Ha Beb- caliTe opraHmzauum (MHTEpaKTUBHOE
o@cnyowaHMe), no nodure, TeJe@oHYy
( zaouHoe obcayxuBanue) (TpeboBanms
K OOCIIYyXMBAHMIO HABBAHHBIX BUIOB IIPUBEINEHH
B pazzene 6) B LenAax 3aKJIOUYEHMS IOTOBOpA
SHEePIOo- U TeNJOoCHabXeHMd C NpenocTaBle-
HYEM BCexX HeOOXOAOMMBIX HOOKYMEHTOB
YBenoMJIeHME HNOTPpebUTelia O BO3MOXHOCTU
3aKJOUEeHMI IOOTOBOpa SHEPIO- U TEeNJo-
CHabOxeHMa JmMbOO O HeNOoCTaKUMX HOKYMEHTAaXx,
HeOOXOOMMBIX IJIS BaKJIOYEeHUS TakKoI'o
norosopa

B TeueHue TPpEeXx OHeM, He cumTas
OHA TIOJIYy4YeHUd O@paﬂleHV[H

[lpenocTaBJjieHMEe NOTPEOUTEN0 NOONMCaHHOI'O
OOTOBOPA DHEPI'OCHADXEeHMS C MNPUIIOXEHUAIMU
K HeMy JuMbO yBegoMJieHMsa 00O ODOOCHOBAHHOM
OTKasze OT 3aKJIUeHMsa IOOoToBOpa
C INpMBeIOEeHMEM IPUUMH OTKas3a

B Teuenue 15 nuem, He cumras
OHSA MOJIydeHMA OoOpalmeHusd, IPpu
NpenoCTaBJIEHMM BCEeX HEeOOXOOMMEIX
IOKYMEHTOB IJIA SBaKJIOUeHMSd
morosopa




[IpemocTaBJIeHME MNOTPEOUTEN0 MNOOMNMCAaHHOTO
OOTOBOpa TEeIJIOCHADXEeHMS C NPUIIOXEHMAMU
k HeMy (C BHIauel TEXHUUECKUX yCIIOBUM
MONKJIUYEeHNsA) JUbO yBEeNOMIEHUS
06 ODOCHOBAHHOM OTKAa3e OT 3aKJIIUEeHMUS
OIOoTOoBOpa C NpMBEHNEHMEM [IPMUMH OTKas3a

B Teuenme 15 puert, He cumras
OHA MOJIydeHMsa oOpalleHus, Ipu
NpenoCcTaBJIEHUY BCEeX HEeOOXOOUMBIX
OOKYMEHTOB IJIA BaKJIOYeHUA
OOTOBOpPa M OTCYTCTBUM
TEeXHOJIOTUUECKUX OTPAHMUYESHUNA.

B Teuenue 30 nHem, He cumrad
OHA MOJIydeHMsa oOpalleHus, Ipu
NpenoCTaBJIEHMM BCEeX HEeOOXOOMMBIX
OOKYMEHTOB IJIA BaKJIOUYeHUA
IOTOBOPAa M BHABJIEHUM
TEXHOJIOTUUECKUX OTPaHNUYESHUN

JoroBop BHeEpPIO-

M TelJloCHa®XeHMsa C opraHM3auueyn -

MCIIOJIHUTEeJIEM

KOMMYHAaJIbHHX yCJyT (2-4 Tpynna) 3akjiIodaeTCa Ha CPOK HEe MEHbIMMA U

He OoJblImMM,

Ha CPOK He MeHee Tpex JeT

yeM CPOK IEeMCTBUSA IOTOBOPA yNPAaBJIEHMS MHOTOKBAPTMPHBIMM IOMaMu
TakoM oOpTaHM3auuy C COOCTBEHHMKAMU I1OMEUIeHUH,

a morosop ¢ TCX (XCK) -

B3amumMonmericTBMe C norpeburesieM B paMKax

IEeMCTBYOIETO IOTOBOPAa DHEPIO-

M TEernJIOCHabOXeHUS

YBenoMJieHMe HOTpe@MTeHH O IPOJIOHT'aluMM
OeVCTBYoIEeTO JOT'OBOpa SHepIro- u TeIllJo-

CHa@XGHMH, ocyumecTBJiIdeMOe B IIMCBbMEHHOM
BUIOE, C IOIIOJIHUTEJIBbHBEIM YyBeIOMJIEHMEM
OOHVIM M3 INpenCTaBJICHHBIX criocobos
IOCpenCTBOM:

- BE-mail;

- SM5;

- TenedOHHOM CBSA3U;
- bakCMMIIBHOM CBS3U;
- IOUTOBOMW CBA3U

3a OBa Mecdlla OO OKOHUYAaHMA
cpoka IeMCTBMSA OOI'OBOPa

YBEeIOMJIEHME IOTPeOUTes S O NPEeNJIOXKEHMSX
10 BHECEHMIO M3MEHEHMNM B YCJIOBUS HOTOBOpPA
SHEPTOo- ¥ TEeIJIOCHAOXEHMUS [0 MHULMATUBE
COBITOBOM OpPTaHM3aALUMM C yKas3aHMEeM NPUUMH
BHECEeHUs U3MEeHEeHUs

3a OBa Mecdlla OO OKOHYAaHMA
CpokKa IeuCcTBMA IOoToBOpa - IJd
SHEeProCcHabXeHNA.

3a OoIMH Mecsll OO OKOHUYAHUA
cpoka IeMCTBMS IOoI'oBopa - IJsd
TEeNJIOCHaOXeHU I

YBemoMyieHMe HOTPeBUTENIsT O BO3BMOXHOCTU
VBMEHEeHM YCJIOBUM IOT'OBOPAa DHEPTO- U
TenjiocHabXeHrs O MHULMATUBE HOTpelu-
TeJisg, a OPpY HEeBO3MOXHOCTU M3MEHEHUS
YCJIOBMII IOT'OBOPAa - YyBeIOMJIeHME C OOOCHO-
BaHMEM OTKa3a OT BHECEHUS M3MeHeHUM
B IOTOBOP C MNPWMBEIEHMEM IIPWUYUMH OTKasza

B TeueHmMe cemMmu IHEM, He CUMTad
OHS IIOJIy4YeHMUs NUCBMEHHOTO
obpalleHMrsa HoTpedbureisa C
0OOCHOBAHMEM WMBMEHEHUS YyCJIOBUM
morosopa

[lpenocTaBJiIeHME NOTPEOUTENIO [NOINMCaHHOTO
noroeopa (JubO IONOJHUTEJIBHOTO COoTJlale-
HUA K OOTOBOPY) C M3MEHEHHEMM YCJIOBMAMM
OOTOBOPAa IO MHMUMATMBE NOTpebuTess

B Teuenue 15 nuem, He cumras
OHA NMCBMEHHOTO OOpameHus
norpedburesnsa ¢ ODOCHOBAHUEM
M3MEHEeHMs yCJOBUM HOTOBOPa

OnepaTuUBHOE pearMpoBaHMe B leJjax
yCTpaHeHMsa NPUUYMH, I[IOBJIEKIMX I1€PEepPHB
OecrepeBOMHOTO CHabXeHMs BJIeKTPpOsHepIrueln
norpeburensa 3-1 TPy

OnpenendgeTcsa YCJIOBMAMU
oorosopa, a Takxe (enepalibHEMU
3aKOHAMM U MHEIMM HOPMaTUBHEMU
NIPaBOBEIMM aKTamMy PoCCHUMCKOM
denmepaunm

OnepaTuUBHOE pearMpoBaHMEe B leJjax
yCTpaHeHMsa NPUUYMH, IIOBJIEKIMX I1€PEepPHB
OecrepeBOMHOTO CHabXeHMs BJIeKTPpOsHepIrueln
norpeburens 1- u 2-1 rpynn

OnpenendgeTcsa YCJIOBMAMU
OIoroBoOpa, a Takxe benepalibHEMU
3aKOHAMMU UM MHEIMM HOPMaTUBHEMU
IPaBOBEIMM aKTamMy PoCCUMCKOM
depmepaunnm. Ilo Mepe NOCTYIJIEHUA
YCTHOM MM NMUMCBMEHHOM
3aperUCcTPUPOBaAHHON MHOOPpMaLUM
OT HEAaHOHMMHOI'O MCTOUHUKA

- B TeueHme 2 U NOPU HAJIUYUN
IBYyX HE3aBMCHUMBEIX B3aMMOpPE3E€pPBU-
pyoUMX MCTOUYHMKOB IIUTAHUL,




- B TeueHue 24 U npu HaAIMUMU
OIHOTO MCTOUHMKA NUTAHUSI

OnepaTMBHOE PearMpoOBaHME B LeJax
YCTpaHeHMs [IPUUYMH, IIOBJIEKINMX I[1€PEPHB
Oecrepe®OMHOTO CHaOXeHUS TEeIlJIOBOM
SHepIMreM HnorTpedbureiis

[Io Mepe MHNOCTyINJIEHMS YyCTHOW WK
NIVYCBbMEHHOM 3aperUCTPUPOBAHHOM
nHbpopMalLUM OT HEaHOHMMHOI'O
VNCTOUYHUKA

OnepaTMBHOE PearmMpoOBaHME C BHES3IOM
ONEPATMBHOTO IepCOoHajla K I0TPpeduTeo
IpY CTUXUMHEIX OeICTBUAX U UYpPes3BHUAMHBIX
CUTyalursax, BO3HUKINMX Ha I'paHUlle
BKCIUIyaTalMOHHOM OTBETCTBEHHOCTMU
3JIEKTPO- M TEIJIOBOM CeTey B LeJyiax
JoKanM3auuy M yCTPaHEHWUS aBapum

OnpegnengeTcsa yCJIOBUSAMU
morosopa, a Takxe QernepaibHEMU
3aKOHAMMU U MHEIMM HOPMaTUBHEMU
IPaBOBEIMM aKTaMy PocCcUMCKOM
depmepaunm

YBenmoMJieHMe noTpedbureisa MHOOPpMaLMOHHEMM
COOBMWEHUAMM O IIJIAHOBEIX OTKJIOUEHMAX
CHaOXeHMS DJIEKTPO- U TEIJIOBOM BHepITuek
OCylleCTBJIIEeTCH, KakK MUHMMYM, OHOHMM I3
YKA3aHHBEIX MEeTOIOB JIMOO MX KOMOMHALUEMN,
BKJIOUASA [MCbBMEHHOE YyBeIOOMJIeHUE!

- CcpeIcTBaMM MacCCOBOM MHOOPMAaLNY,
- OIepPaTUBHO- OMUCIIETUEPCKOM CJIyXO0oM
IOCPEenCTBOM:
TejjebOHHOW CBS3WU,
baxkCUMMIIBHOM CBS3Y,
packienky MHOOPMAaLMOHHEX OOBSIBJIEHUN;
[IOYTOBOV CBA3U

3a oIMH MecHdl OO Hadaja
PEMOHTHEIX paboT.

VudopMaLMOHHOE COODUWEeHMEe OOJIXHO
conmepXaThb.

- HaMMEHOBAHME OpITaHM3alNY,

- BuUIH paboT, KOTOpPBE OyIOyT
NIPOBEIEHH,

- NPpUYMHY OpoBeneHusa paborT,

- HaTy U BpeMs NpOBeleHMS
pabomr,

- CpOKM NpoBemeHMs padoT,

- IOOJIXHOCTB, OGamMumimo, M5
¥ OTYECTBO JMla, OTBETCTBEHHOTO
3a npopeneHue paboT

- HOMEpP KOHTAaKTHOTO TejyiedoHa

[lpoBemeHre M3MEPEeHUM 10 ONpelejieHMUO
roxaszsaTeJiell KauecTBa BJIEKTPUUECKON
¥ TENJIOBOM SHePpIMM C OQOPMIIEHMEM aKTa

B TeueHmMe OBYyX IHEM C MOMEHTa
TpebOoBaHKA NOoTpebuTress

OcymecTBJIEHUE KOHTPOJIA C IIOMOUEBI
CpelCTB ydeTa PeXNVMOB SHeKTpOHOTpeeﬂeHIAH

He pexe omHOTO pasa B Ion

[IooToTOBKAa M IIpeHmoCTaBJIeHUe
IOTPEeBUTEIIAM MJIATEXHHX IOKYMEHTOB

Ha OIJlaTy INOTPeOJIEHHOM 3JIEKTPUYUYECKON
Y TEeIJIOBOM DHEePI'UMU

He mnosmHee nNATOTO dYMcJa Mecsla
cllenynmero 3a MCTEeKIMM pacyeTHBM
MecHdleM, €eCJIM MHOE He OTOBOPEHO
YCJIOBMAMM IOTOBOPa, ®benepalibHEMMU
3aKOHAMMU U MHEIMM HOPMaTUBHEMU
IPaBOBEIMM aKTaMy PoccuycKoMm
denmepaunm

[lpoBemeHne CBEPKM PAaCUeTOB C
obopMIIeHMEM KOPPEKTUPYOULETo cueTa

OnvH pa3 B I'On, €CIM MHOEe

He OI'OBOPEHO YyCJIOBMAMM IOTOBOpPA,
bemepallbHEIMM 3aKOHaAMM UM MHEIMU
HOPMAaTUBHEMM I[IPaBOBEIMM aKTaMu
Poccumrickoy denepalum.
MakCMMaJIbHEIM CPOK IJiS MNOIOTOTOBKMU
IOOKYMEHTOB IO pe3yJibTaTaM

CBEPKM - TpPpU IOHI

Belmaya TEeXHMYEeCKUX YCJIOBMM Ha MOHTAaX
WM IEeMOHTaxX NpMOOPOB ydeTa Ha I'PaHulax
SKCIUTyaTalMOHHOM OTBETCTBEHHOCTHU
10 OOpalleHMI NOTpedbuTresia

B Teuenue 10 nHeM, He cumTasa
IOHS PEermMcTPauuy NUCBMEHHOTO
obpameHud OT norpeburens




llpoBenenue pemoHTa (3aMeHb) OpUBOPOB
yueTa Ha TpaHMllaX 3KCIJIyaTalMOHHOM
OTBETCTBEHHOCTHM, HAXOIANMXCA Ha OajaHce
SHEPTO- M TemJjlocHabxamoumel opTraHM3aLumn
Npy BHABJIEHMM MX HEMCIIPaBHOCTU

B TeueHme naTm padboumx IOHEN,
He cumuTas IOHA perucTpauum
obpaleHuda 06 OOHapyXeHUM
HEMCIPaBHOCTHU

Opraumsauysa paboTH C norpebureseM 3-13 TPYHINE B cClydae
HEMCIIOJIHEHUS MJIM HeHaIJleXaleI'o MCIIOJIHEeHMS MM 00g3aTesbCTB

IIO0 OOT'OBOPY BHEPIO-

U TerJioCHabxXxeHUus

YBEIOMJIEHME IOTPEeOUTENISI O BO3MOXHOM
OTPaHMYEeHUM CHaOXeHMS 3SJIEKTPUUECKON
M TEeIJIOBOM BHEPIMEN NPpU HaJlIUdUM
3alOJDKEHHOCTM B OIJIaTe DJIeKTPUYUeCKOU
(TennoBolt) sHEPTMM 3a OIUH MHEepuomn
nJjlaTexa, YCTaHOBJIEHHBI IOTOBOPOM,

B CJlydae HeyIJaTHE 3aIOJIKeHHOCTU
0O MCTEUEeHMs BTOPOTO IIepuoma IJjaTexa

YBEIOMJIEHME MOJIKHO OHITH BPYYEHO
B IMCBMEHHOM BMIE IOI PaCHOUCKY
WY HANPaBJIEHO 3aKa3HBEM MNMCbMOM
(c yBenmomsieHnveMm o BpydYeHUMN)
noTpebuTen

YBenoMJIeHME MHOTpedburesyia 00 OI'PaHUYEHUM
cHabxeHus sJieKTpuueckolr ( Tenmoso)
SHepIMrey uepes CYyTKU

YBeOOMJIEHME HNOJIKHO OBITH BPYUYEHO
B IMCBMEHHOM BMIE IOI PAaCHOUCKY
VIV HANPAaBJIEHO 3aKAa3HBIM NUCBMOM
(c yBenmomsieHveM O BpydYeHUMN)

C IOCTABKOM MNOTPEOUTENn 3a CyTKU
IO OTPaHMUEHMSA CHAOXEHUS BJIEeKT-
pudeckolt ( Tennosol) BHeprmen

YBEemOMJIeHUEe MOTPeBUTesd O BO3MOXHOM
NpeKpameHuy CHaOXeHMS 3JIeKTPpUUeCKOi
(Tennosolt) sHEpTMENV IO MCTEUYSHUM ST
IHeV NpY HeymJaTe 3amoJIKeHHOCTM MOocie
BBEIEHMA OTPAHMUEHUS CHaOKEHUS
syexTpudeckoi ( TEnJoBOl) sHepruen

YBEIOMJIEHUE NOJIKHO OHITH BPYYEHO
B OMCBMEHHOM BMIE [OI PAaCIUCKY
WY HANPAaBJIEHO 3aKAa3HBEM NUCBMOM
(c yBemomieHmeM O BpydYeHUM)

C IOCTaABKOM MOTPeBUTENIO 3a MHATH
IHEM IO BO3MOXHOTO OTKJIOYESHMS
CHaOXeHMUs 3JIeKTPUUeCKOM

( Tenmosont) sHeprUMeit

OrpaHuUYeHMKe, IOpeKpalleHre
¥ BO30OHOBJIEHME CHAOXEHUSA BIIEKTPUUECKON
(Tenmosont) sHepruMeit

B coOoTBEeTCTBUM C YyCJIOBUAMMU
nyOJIMYHOTO IOTOBOpPa SHEPIO-
¥ TelJIOCHADXeHMud, a Takxe
bemepallbHEIMM 3aKOHaMM UM MHEIMU
HOPMAaTUBHEMM I[IPaBOBEIMM aKTaMu
Poccurickon denmepauum

Opranmzauus paboTel ¢ norpebureneMm 1-11 um 2-1 rpynn B ciaydae
HENCIIOJIHEHM S WJIM HeHalJjlexalleI'o MCIIOJIHEeHUS MM 00sS3aTeJIbCTB

IIO0 OOT'OBOPY BHEPIO-

U TerJioCHabxeHus

YBEIOMJIEHME IOTPEeOUTENISI O BO3MOXHOM
OTPaHMYEeHUM CHaOXeHMS 3SJIEKTPUUECKON
(Tennosolt) sHepTMEV NpPU HAJIUYUU
3aOOJIKEHHOCTY B OIJIaTe BSJIEKTPUUECKON
(Tenmorsort) sHeprMM, NpPeBHUANILEH
IECTb €XEMEeCHYHHX pPas3MepOB IJIaTH,
YCTaHOBJIEHHOM IOT'OBOPOM, a TakKxXe
[IPY HEMUCIOJIHEHUM MHHX 00s3aTellbCTE,
YCTAHOBJIEHHBEIX B3aKOHOIATEJLCTBOM
Poccuiickor demepaluuy, U YCJIOBUM HOI'OBOpPa
BSHEPro- M TEeNJOCHADXeHMS

YBEIOMJIEHUE NOJIKHO OBITH BPYYEHO
B IMCBMEHHOM BMIE IOI PAaCHUCKY
WM HANpPaBJIEHO 3aKAa3HBEM NUCBMOM
(c yBenmomsieHveMm o BpydYeHUN)
NOTPebUTEeNIo 33 OOVH MeCHdl IO
MOMEHTa BO3MOXHOTO OTPAHUYECHUSA
u (unu) npexpameHMsa CHaBXeHUS
ayeKkTpUdecko ( TenyoBol)
SHepTuemn

YBenoMJieHre norpeburens o6 OT'PaHUYEHUU
CHaBXeHUs BJIEKTPUUECKO ( TensoBoM)
SHEPIMEN Uepes Tpoe CyTOK

YBEIOMJIEHME NOJIKHO OBITH BPYYEHO
B OMCBMEHHOM BMIE [OI PAaCHIUCKY
WY HANPAaBJIEHO 3aKAa3HEM NUCBMOM
(c yBemomsieHveM o BpydYeHUN)

C IOCTABKOM MOTPEeBUTENn 3a Tpoe
CYyTOK IO OTPaHUYEHUS CHaOKEHMS
ayeKkTpudecko ( TenyoBol)
SHepIHUen

OrpaHuueHre, BO30DOHOBJIEHME CHaOXEeHUS
syexTpudeckoi ( TEnJoBO) sHepTruen

B cooreBeTcTBUM C (QenepaibHEMU
3aKOHAMM M MHEIMM HOPMaTMBHEMU
NIPaBOBEIMM aKTamMy PoCCUMCKOM
depmepaunm




CumMTHBaHME I[OKa3aHUM C NpMOOPORBR ydeTa

YBenoMJieHMe NOTpedbuTeisa MHOOPMaLMOHHEM
coobumeHreM O IJIaHMPYEMOM CUMUTEIBaHUM
IoKal3aHMil ¢ NpMOOpPOB ydeTa Ha I'paHuiax
SKCIUIyaTalMOHHOM OTBETCTBEHHOCTM Uepes
OIlEPaTUBHO- OUCIIETUEPCKYID CJIYyX0y
IOCPEenCTBOM:!

- TeyebOHHOM CBA3WY,
- bakCUMMIIBHOM CBS3U;
- packJe’ky MHOOPMALMOHHEIX OOBABJIEHUM

Ba 10 pmHelt mo OHA CUMTHBAHUSA
IoKa3aHUM.

VudopMaLMOHHOE COODUWEHME OOJIXHO
conmepXaThb.

- HaVMEHOBaHMEe OopITaHu3aluuy,

- BUIH paboT, KOTOpPBE OyIOyT
NPOBEIEHH,

- HaTy U BpeMs CUMTEBaHUSA
oKas3aHul,

- OPMEHTHUPOBOUHEIY MHTEepBAaJl
CUMTEHIBAHUSA I[IOKa3aHUM,

- IOOJIXHOCTB, OGamMumimo, M5
¥ OTYECTBO JMla, OTBETCTBEHHOTO
3a npopeneHre padoT

- HOMEPp KOHTaKTHOT'O TejiehpoHa

CunTHBaHME [NOKa3aHUM C IOpubOPOB ydeTa
npencraBuUTeJeM COETOBOM OPTaHMB3ALUUN -
KOHTPOJIEPOM

OmuH pas3 B I'0O, B TedeHUe
paboumx muer c¢ 11:00 mo 22: 00,
€CIIM MHOEe He OT'OBOPEHO YCJOBUSAMU
ooroBopa.

KoHTpoJjiep HOJIXEH!

1. TpencraBuTh ¥ NPEeNOCTaBUTH

- ynocrosepenue (boTo, HaumMme-
HOBaHME OPTaHM3AUUY, WHULMAJIH,
baMunmo, HOJXKHOCTH, [I€YaTh);

- tenmmx (boTo, HauMeHOBaHUE
opraHM3alMy, MWHULIMAJE, GaMuiuio,
IOJIKHOCTH) .

2. TlpoBeCTU BUBYAJIbHBIL OCMOTP
NpMuOOPOB ydYeTa M NPOBEPUTH MX
LIeJIOCTHOCTh.

3. Cumrare nokasauHus c npmubopa
yuera.

4. BHecTu mMHOOpMALMUIO B aKT O
CUMTEHBAHMM [OKAaBaHUNM C npubopa
yueTa:

- IIOJIHOE HAaMMEHOBAaHUE U alpec
norpedburens,

- HOMEP, THI, Pa3pPsAIHOCTD,
MEeCTO YyCTaHOBKM Npubopa ydeTa

- ZmaTy, BpeMd;

- KOHTPOJIbHEE IIOKa3aHU4;

- BEHIABJIEHHEIE HAPYUEHN S,

- I[IpUMeYaHUE.

5. Tlpwu BHABJIEHUM HAPYWEHUMN
SKCIUlyaTauuy NpubopoB ydeTa
COoCTaBUTbL akT O Oe3ydyeTHOM
NOTPEeBJIEHUM TEINJIOBOY DHEPIWMN.
AKT »JoJixeH OBITH BaBEepPeH
IONNIMCAMM KOHTPOJIepa
1 NOoTpebuTesd.

6. BHecTu mHOOpMALMIO B OOBIIYD
6a3y IOaHHBEIX

CuyTEHIBAHME KOHTPOJIEPOM IOKAa3aHUM

c npubopa ydeTa IJig NOINI'OTOBKU
KOPPEeKTUPYWIETO cUueTa, a TaKxe IIpoBepka
pabouero QyHKLUMOHUPOBAHUA Hpubopa ydeTa
HaJaMuMsa IJIOMO M OTCYTCTBMUS CJIEIOB
MaHUITY IS LN

OnvH pas3 B I'0n, €CJHM MHOEe He
OT'OBOPEHO YCJIOBMAMM HOT'OBOPA

[IpueM rnoxasz3aHuM npubopoB yueTa




[IpyeM MnoxasaHuM JIOOBMM yIOOHBIMM B pabouee Bpewmsa
onsa norpeburens crnocobammu, B T. 4.
IOCpPenCTBOM:

- JHTepHeTa,

- bakCUMMIIBHOM CBS3U;

- E-mail

HpopMMpPOBaHME MMOTPeOMUTEeJId O 3aLOJIKEHHOCTMU

IO OoIJjlaTe 3JIEKTPUUECKOM M TEeIlJIOBOM B3HepIuH,

00 mM3MeHeHMAaX Tapubdor, a Takxe NperocTaBJIEeHNE
MHOM MHQOpMaluMy B COOTBETCTBMM C YCJOBMAMM IOOTOBOpPA

MHbopMMpPOBaHME OCPEICTBOM: KpoMe MNpasOHUUYHBIX U BOCKPECHEIX
- BE-mail; nHel, B pabouee BpeMd
- SMs;

- TenedOHHOM CBHA3U;
- bakCMMMIIBHOM CBS3U

HpopMMpOBaHME MNOTPeOuTesid IO BOIPOCaM
CHaOXeHMs BJIeKTPMUYECKOM UM TEIJIOBOM DHepTHueM

VudopMMPOBaAHME HNOCPEICTBOM. B cooTBeTCTBUMM C PEXMMOM pPadbOTH
- TenedOHHOM CBSA3U;
- E-mail

VlHTepHeT- NpMeMHasda KpyriocyTo4HO

llenTp ouHoTo ob6cnyxuBaumsa (oBocobBiaeHHOe Kpome npa3mHMYHEIX M BOCKPECHBIX

nompasmesieHue, abOHEHTCKUM HyHKT M T.I.) |OHENH, B pabouee BpeMsa

5.8. lNocneposaTtenbHOCTD, cogepraHue 3T1anos B3aMMOAeﬁCTBMﬂ C ﬂOTpEﬁMTEﬂﬂMM ycayr no

HEPEAaHeaﬂeKTpMHECKOﬁ3HepFMMI4Tp86OBaHMHI(HMN\ﬂpMBEAEHbIBTa6ﬂMuez.

Tabnuua 2

ConepxaHue sTamna TpeboBaHma k sTany
[IpueMm oOpalleHMM O 3BakKJIOUeHMM HOTOoBOpa Ha OKas3aHue yCJyT
IO Iepernade 3JIEKTPUYUECKOM SHEPIMM UM Ha ODOpyHOBaHME TOYUKU
IOCTaBkM HOpubopaMmu ydeTa
[IpueM oOpalleHMM B LEeHTPEe OYHOI'O B pabouee BpewMmAa
ODCITyXUBaAHUS (oGocoGﬂeHHoe
nompasnesieHue, aBOHEHTCKMUI MTYHKT)
[IpueMm oOpalleHMM KOHTAaKT- LIeHTPOM B COOTBETCTBUM C yCTaHOBJIEHHBIM
PeXUMOM pPabOTHL
[IpmeMm obOpalleHUM VHTepHEeT- IPUEeMHOM KpyrJiocyTouHO
3akJioUeHre IOOoTrOBOpa Ha OKasaHue yCJyID
10 nepejade 3JIeKTPUUECKONM BHepIMu
PaccMmoTpeHMe obpameHusa CHeunajMCcTOoM B TeueHnme omHOTO IOHA
opraHmM3auumn
YBenoMJIeHMe CIelLuaJiMCTOM OpTaHU3alLumn B TeueHMe Tpex OHEM, He cuuTasd
NOoTPebuUTesis O HeIoCTallMx HOOKYMEHTax OHA IOJIydeHUs ofpalleHUs
YBeIOMJIEHME CIeLMalMCTOM OpITaHM3alLuMn B meuenme 10 nueit, He cumTas
norpedburess o6 OTCYTCTBMM TeXHUUECKOM OHSA IOJIydeHUus ofOpalleHus
BO3MOXHOCTM OKas3aHMA yCJyT IO Iepenaude
BJIEKTPOSHEPTUM B paMkax 3asBJIEHHOTIO
norpebureseM ycJyr obwemMa M O TOM, Ha
KakKMX YCJIOBMAX M B KakOM OOBEeMe MOIyT
OBITE OKas3aHa ycjyra U 3aKJIod4eH IOOT'OBOpP




[lpenocTaBJIieHMEe CNEeLUMaJMCTOM OpITaHM3aluu
HoTPEeBbUTENI0 MOTUBMPOBAHHOTO OTKasz3a

OT BakKJIOUeHMs IOTOBOpa B IMUCHMEHHOM
bopmMe c npuBemeHMEM NPUUMH TakKOI'O OTKasz3a

B TeueHMe NATM OHEM, He cumTas
OHS TOJIydeHus ofpalleHus

llpegoCcTaBJieHMe CHNeUMaJIUCTOM OPTaHM3aLNU
noTpebuTesn NOANMCAHHOTO MNPOeKTa
IOTOBOPa MJIM MNPOTOKOJIA Pas3HOTJIACHUA

(B cnyuae, ecnu noTpeBuTresieM NpelcTabBlleH
NpOeKT AOTOBOPA)

B Teuenme 15 pguem, He cuuras
OHSA MOJIydeHMsa ofpalleHus

ObopynoBaHMe TOUKM [IOCTAaBKM HNpuOOpaMmM ydeTa

PaccMoTpeHMe OOpalleHUs CIeUMaJuCTOM
opTaHM3auun

B TeueHmMe OOHOTO OHSA
IOHS TIOJIy4YeHUsa obOpalleHUs

HEe cumTad

[IpemocTapjieHMe CIeLMaJIMCTOM OpIraHM3aluun
IOTPebUTEesIn IOOKYMEeHTa, CcoIepXaleIro
TeXHMUECKMEe YyCJIOBMSA Ha NpoBelecHMe paboT
10 ODOPYHOOBAHMIO TOUKM [IOCTaBKM Npubopammu
ydera

B Teuenme 15 puem, He cuuras
OHSA MOJIydeHMsa ofpalleHus

[IpemocTapjieHMe CIeLMaJIMCTOM OpIraHM3aluun
noTpebmuresiro OODOCHOBAHHOTO OTKasza B CBA3U
C TEeXHMUECKOM HEeBO3MOXHOCTBI YyCTaHOBKU
HeOOXOIOMMEIX NPUOOPOB yudeTa

B TeueHnme TpeEX OHEeM, He cuuTas
IOHA TIOJIYYEHUA o@pameng

BrinmosiHeHre paboT no o00pYyHOBAHMIO TOUKMU
nocraeky npubopammu yuera (g dmsuyueckmux
I M OPUINYECKUX JML cpenHerol Majoro
GusHeca)

B Teuenme 10 pguHeM ¢ MoMmeHTa
NpernoCcTaBJIeHMS IOOKyMEHTa
comepxamero TeXHUUYECKME YCJIOBUS

BrimoJsiIHEHMe paBoT N0 OBOPYIHOBAHMIO TOUKU
nocraBky npuBopamu yuera (AJS OCTAaJbHEX
Tpynn norpetureneri)

B TeueHme TpexX MecHAleB C MOMEH-
Ta IIpenocTabBJIEHMA IOOKYMEHTAa
comepxamero TeXHUUYEeCKMEe YCIJIIOBUA

CbeM KOHTPOJIbHBIX IoKas3aHUM HpMGOpOB ydyeTa

CbeM KOHTPOJIbLHHIX I[TOKAa3aHMUM NPpuOOpOB
yueTa OM3MUEeCKMX JIML, NpelcTaBUTeJIeM
CETEeBOY KOMIIAHMM - KOHTPOJIEPOM

OnvH pa3 B TpM Mecsdla
B paboume mum c 11:00 mo 22:00.

KoHTpoJsiep HOJIXEH!:

1. TlpencrTaBuTh ¥ NPEemNOCTABUTH
OOKYMEHTHL

- ynocrosepenue (dorTo, Hamme-
HOBaHME OPTAaHM3alUY, WHULNMAJI,
baMuMa, OOJIXHOCTH, I[IeYaTh);

- oGennx (boTo, HamMMeHOBaHVE
OpTraHM3alUuUM, WHULMAJE, OGaMUIIMI
IOJIXHOCTD) .

2. TIpoBECTM BUBYAJIbHHIN OCMOTP
npubopa ydera U NPOBEPUTH €TrO0
11€JIOCTHOCTh.

3. CHATb NoKa3aHud

4. BHecTu MHOOPMALMI B aKT
O CbeMe KOHTPOJILHEIX [IOKAa3aHUMA
npubopa yuetal KIK

- MHMLIMAaJE, QaMMUIIMIO,
norpeburensd,

- HOMEp, THI, Pa3pPaIHOCTE,
MECTO YCTaHOBKM npmbopa yuera

- maTy, BpeMs,

- KOHTPOJIbHHIE [IOKA3aHUS,

- BHABJIEHHHE HapPylIEHUS

- IpWMeuYaHMe.

ampec




5. Tllpu BHABJIEHUNM HapPyleHUN
SKCIUTyaTauum npubopa ydera
COCTaBUTL akT O Oe3ydyeTHOM
NOTPEeBJIEHUN BJIEKTPOSHEPTUN
( zaBepseMElt nmomnMMCAMM KOHTPOJEpa
U noTpebuTens).

6. BHecTu mMHOOpPMALMIO B OOIYO
6asy IOaHHBIX

CbeM KOHTPOJIbLHHIX I[IOKAa3aHUM NPpuOOPOB
ydyeTa DPpUAOMYECKUX JIML NpencTaBUTeJIeM
CETeBOY KOMIIAHMM - KOHTPOJIEPOM

OmmH pazs B MecHdl, B pabouee
BpeMs.

KoHTpoJiep IOJIXEeH!:

1. TpencraBuTb U OPEenNOCTABUTH
OOKYMEHTHI!

- ynocrosepenue (doTo, Hamme-
HOBaHME OpTaHM3alLMUM, WHULMAJIEL,
baMunMa, OOJIXHOCTH, I[I€YaTh);

- oennx (boTo, HamMMeHOBaHVE
opraHmM3auMy, MHMLMAJE, OGaMuImsg
IOJIXHOCTD) .

2. TpenocTaBuTh IJid
O3HaKOMJIEHUS CONPOBOIOUTEJIbHOE
nuceMo ( MHMUMATE, QaMUIIMA
OOJDKHOCTbB, TIpylla O B3JIEKTPO-
6e30MacHOCTHU), MNOJYUYMTh OOMYyCK
k nputopy yuera (odopmiigemsi
B CONPOBOOMTEJIEHOM NMChME) .

3. IpoBeCcTM BUBYAJILHHINA OCMOTP
npmbopa ydeTa M NPOBEPUTH €TI0
LEeJIOCTHOCTh.

4. CHATbL NOKA3aHUA

5. BuecTu mHOOpPMALMI B aAKT
O CBbeMe KOHTPOJIbHBIX [IOKaszaHUM
npubopa yuetal KIK

- HAMMEHOBAHME OPUINUECKOTO
amua, alpec,

- HOMEep, TuI, pPa3pPsaIHOCTb,
MEeCTO YyCTaHOBKM Ipubdopa ydeTa

- naTy, BpeMd,

- KOHTPOJIbHEIE I[IOKAa3aHMUA

- BHIBJIEHHEE HapylleHUS

- I[IpyMedYaHUe,

- HNOONMCHU IpenCTaBUTEsA
OPUOMYECKOTO JiMla M KOHTpOoJepa.

6. IIpy BHABJIEHUM HaAPYUIEHUMN
SKCIJIyaTauum npmubopa yderTa
COCTaBUTL akT O Oe3ydyeTHOM
NOTPeBJIEHUN 3BJIEKTPORHEPTUN
( zaBepseMElt nmomnmMcAMM KOHTPOJEpa
M NPEenCcTaBUTENS OPUOMUECKOTO
mua) .

7. BHecTM mMHOOPMALMIO B OOIYO
6asy IOaHHBIX

CbeM KOHTPOJILHEIX ITOKa3aHUM
aBTOMATU3MPOBAHHON MHOOPMALMOHHO-
MUBMEPUTEJILHOM CUCTEMOM KOMMEPUECKOI'O
ydueTa D3JIeKTPO3HepIUn

[Io mMepe HeOOXOOMMOCTU

[IpyeM nokxazaHuUMy OPUOOPOB yueTa OT INOTpedbuTesis

[lpyieM noka3aHuil VHTepHEeT- IPMEMHON -

CKAHUPOBAHHLIM KpyTJjioCcyTOUHO

OJOKYMEHT C IIOOIINMCBIO HOTpeGMTeﬂH C IocJienymomrMm

npengocTaBJIEeHMEM IIOOJIMHHOIT'O IOOKYMEHTAa




HpmeM IOKasz3aHUM 110 @aKCMMMHbHOﬁ CBA3M - IOOKYMEHT
C IIOIOIIMCBIO HOTpeGMTeﬂH C IrnocJjiengyrmyM IIpenocCTaBJIEHVEM
IIOOJIMHHOT'O IOOKYMEHTAa

lpreM nokaszaHuit no €-Mail - ckaHMpOBaHHHM NOKYMEHT
C MNOONMCBHI NOTPeOUTesis C IIOoCJeyllMM IIpeHNoCTaBJIeHUEM
MNOIOJIMHHOTO IOKYMEHTAa

[IpyeM NOKaz3aHMUM B LIEHTPEe OUHOTO OOCIYyXMBAHUA B pabouee Bpemsa
(obocobmennoe nompasnesieHue, AOOHEHTCKMMA MOYHKT) -
OyMaxHEIM HOCHUTEJIb C OPMUIMHAJIbHOM INONIMCBI0 NOTPeBuUTess

VHQOPMMPOBaHME MNOTPEeOUTENd O 3aIOJIKEHHOCTM IO OIljlaTe yCJyT
10 Iepenade DBJIEKTPUUECKOM 2HepIuM, 00 M3MeHeHMAX Tapudos
Ha IaHHBE YyCJyI'M, [OIpeloCTaBJIeHMe MHOM TUIIOBOM MHOOPMALUM
(oxazaHMe HaHHOM yCJIyT'M IOJIKHO OBTb NPONUCAHO B NOTOBOPE)

ABTOoMHOOPMMpPOBaHMe nocperncTeoM E-mail KpoMe mnpasOHUYHBIX U
BOCKPECHHEIX IHEM

ABToMHbOPMMPOBaHMe nocpencreoM SMS

ABTOMHQOPMUPOBAHME IIOCPENCTBOM TejilepoHa B pabouee BpeMA

YBEeOOMJIEHME IOTPEeOMTENIS O IMJIAHOBBIX OTKJIOUEHMSIX
BJIEKTPUYECKOM BHEepIUM

YeemoMmyieHue QU3MUECKUX JIULL B TeueHMe Tpex IOHEM C IOaTH

- ONepaTMBHO- OMCIETUEPCKOM CJIyXOOoM uepes NPUHATUA PEleHUA
YIPaBISOIYD KOMIAHUD XUJIMIHOTO (GOHIA, O HepephBe, NPeKpaleHUn

- uepes CpeAcTBa MacCOBOM MHOOPMALNWN, UV OTPaAHUUEHUM [epenaun

- uepes aBTOMHOOPMUPOBAHUE BJIEKTPUUECKON SHEePTUU

HO He nosnHee ueM 3a 24 u

YBeOOMJIEHME BPUAUYECKMX JIUL HOCPEeIACTBOM OO BBEIEHUS yKa3aHHHX Mep
(cnocob yBemomyieHus oByCJIOBJIEH B OOTOBOPE) .

- TejedOoHOT'PaMMEL

- dakca,

- aBTOMHOOPMUPOBAHMUS

NHbopMMpPOBaHME HOTPeOMTEJIS DO BONPOCaM OKasaHUA
YCIIyT IO Iepelade 3JIeKTPUUeCKOM BHepIuMu

llenTp ouHoTo obcnyxuauusa (oBocobieHHOe B pabouee BpeMA
nompasnesieHve, aGOHEHTCKWM ITyHKT)

KoHTakT- LeHTp B cooTBeTCcTBUM
C YCTAHOBJIEHHBIM PEXVMOM
pPaboTE

VHTepHeT- IpMeMHada KpyrnmocyTouHO

5.9. MocnepoBaTenbHOCTb, COAEPKAHME 3TANOB B3aMMOAENCTBUA C NOTPebuTenamu ycayr no
TEXHO/IOMMYECKOMY MPUCOEANHEHUIO K pacnpeaenntesibHbiM ceTam 1 TpeboBaHUs K HUM NpUBEAEHbI B
Tabnnue 3.

Tabauua 3

ComepxaHMe sTamna TpeboBaHMA K BHIIOJIHEHMIO 3Tala

HpmeM 3aABOK Ha TEeXHOJIOT'MYECKOEe IIpMCOenVMHEHNME
I




[[eHTP OUYHOTO OOCJIYXMBAHUS

B pabouee Bpemsa

KoHTaKT- LEeHTP

B cooTBeTCTBMM C YCTaHOBJIEHHBIM
PEXMMOM pPaboTEL

VHTepHeT- NpMeMHa S

KpyrmocyTouHO

3aKJIUyeHre JOT'OBOpa TEXHOJIOI'MUECKOTI'O IIPMCOEeIMHEHNMA

PaccMoTpeHMe 3aaBKU

B TeueHMe OOHOT'O IOHA IIOCJIE
IOoJIydeHMsa oOpalleHus

YBenoMJieHue HOTpeGMTeﬂH O HenmocTammmx
IJOKYMEHTAax

B TeueHMe Tpex IOHEM MOCJe
IOJIydyeHMsd OOpalleHUd

PazpaboTka TexXHUUECKMUX YCJIOBUM, aHaJu3
3aTparT

B Teuenue 10 puem

CorJylacoBaHye TEeXHUUECKUX YCJIOBUM
B KOMIIaHUN

B TeueHmMe naTM IOHEM

CorjlacoBaHME M KOPPEKTMPOBKA
TEeXHUUECKUX YCJIOBMM B CJyuae
HeOOXOIOVMMOCTY BHECEHMS M3MEHEHUN

B Teuenme 10 muHeM ¢ MoMmeHTa
MOBTOPHOTO OBpAalleHUs NOTpebuTess

YBenoMJieHMe NnoTpedburesia 00 OTCYTCTBUMU
TEXHUUECKOM BO3MOXHOCTM OKaBaHUA yCJyID
10 TEXHOJIOTMYECKOMY IIPMCOEOMHEHUIO

B TeueHue otT naTtu po 25 nHen
OHS TOCJie MOJIydeHMsa ofpalleHus

[lpemocTaBiieHME HOTPEOUTEIIO
MOTMBMPOBAHHOT'O OTKa3a OT 3aKJIOUEeHUS
OOTOBOpa B IIMCBMEeHHOM Qopme C
IPUJIIOXEeHMEM OOOCHOBBBAaKIMX IOKYMEHTOB

B TeueHme oT natm po 25 mpHein
rocJjie MNOJIydeHMa ofpalleHUs

[logroToBKa OOTOBOPA TEXHOJIOIMUECKOT'O
IIPMCOEeIMHEHNA

B TeueHue Tpex IHeHU

[lpenocTaBiieHMe NOTPEOUTENI0 MOLNIMCAaHHOTO
CO CTOPOHH OpPTaHM3alUMUM NpOoeKTa HOTOoBOpa
TEXHOJIOTUUYECKOTO MNPUCOEOMHEHUS

B TeueHme TpEX OHEeV C MOMeHTa
COIJIaCOBAaHMA B OpraHM3auum

BEIIIOJIHEHME TEeXHUUECKUX yCﬂOBMﬁ opraHMBaumeﬁ

[looroTOBKAa BHEIHUX CeTeln
BIIEKTPOCHAOXEeHMS

I[Io ycrmoBuAM Jorosopa

[looroToBkKa M COIJlacOBaHMe B QemepalibHOM
opraHe MCIOJIHUTEJIbHOM BJIACTHU II0
TEXHOJIOTMYECKOMY HaAO30py IpoeKTa
DHEPTOCHADXeHU T

B TeueHMe Tpex IOHEU

[lonyuyeHue paspelneHrd Ha IIomady HallpAaXeHMA B OpIr'aHe
VICIIOJIHUTEJILHOM BJIACTU I10 TEXHOJIOTMUECKOMY HaI30py

[HosyyeHMe MNONTBEPXIEHMS O HAJIUUUN
y noTpebuTesis pas3peleHus Ha NoIauy
HanpsXeHUs OT opTaHa MCIOJHUTEJbLHON’
BJIACTM IO TEXHOJIOTMYECKOMY HaI30py

10 BHIIOJIHEHUM TEXHUUECKUX
Y CIJIOBUM

BrimostHeHME (QaKTUUECKUX IOeMCTBUM
10 IIPUCOEOMHEHUID K BJIEKTPOCEeTIM

[lpenmocTapjieHMe Ha IIOONMCH HOTpeGMTeHD
aKTa O TEeXHOJIOTMUECKOM IMNPUMCOEIMHEHUN

B TeueHme TpeEX OHEeV C MOMeHTa
TEXHOJIOTMUYECKOT'O IPUCOEOVMHEHMA




no baxkTy BHIIOJIHEHMS YCJIOBUM IOOTOBOPA

BrinosiHeHMe paboT MO MNOIKJIYEHMIO B TeueHuMe Tpex IOHeMU
BIIEKTPOYCTAHOBKM NOTPEOUTENH IIOCJIe BHIIOJIHEHUSA padboT
¥ OonJIoOMOMpOBaHME HNPUOOPOB ydeTa [IOCJIe BaKJIUEeHMS IOOoTOBOpa
BPEMEHHBIMIM IIJIoMOaMU BIIEKTPOCHAOXeHMA

[looroToBKa M OOONMCaHME C HNOoTpebuTesieM B TeueHMe OIOHOTO IHS IPU
OOTOBOpa BJIEKTPOCHADXEeHUS HaaMuMM akTa O TEeXHOJOIMUECKOM

NNPMCOEIMHEHNY, Ppas3pelleHrs opTraHa
MCIIOJIHUTEJIbHOM BJIACTU

10 TEeXHOJIOTMYEeCKOMY HaI30py

1 obpalleHMsa HOTpebuTesd

[lpreM ODpMOOPOB ydueTa B TeueHue Tpex IHeHN

5.10. Ceasb c notpebutenamu, Kacatowaaca uHOopmaumm 06 obcayRMBaHWUK, [ONKHA
noanepKMBaTbCA NOCPEACTBOM:

- NpPeaocCTaB/eHUA KOHCY/bTauMi MO 3anpocy noTpebutens B yAobHOM ans Hero dopme,
OTHOCAWMXCA K yCayram U QYHKUMOHMPOBAHWUIO MNPEAnpUATUS U He SABAAIOWMXCA KOMMEpPYECKOM
TallHOW;

- npoBeaeHnn PR-KoMnaHWit 0 AesTenbHOCTM OpraHu3aLmu;

- NybAMKauuii B cpeacTBax MaccoBoi MHGopmaunm;

- NHOOPMALIMOHHbIX 06 BABNAEHUIA, PEKAaMbI.

5.11. KoHcynbTaumm moryT 6bITb NpeaocTaBaeHbl Mo caeayoWwmm BONPOCam:

- CPOKM BbINONHEHUA AEUCTBUI, BXOAALLMX B KOMMNETEHLMIO OpraHU3aLmm;

- nepevyeHb AOKYMEHTOB, TpebyemblX A/s BbINOJHEHUA OEWCTBUI, BXOAALWMX B KOMMETEHUMIO
opraHusauui;

- pasmep onnatbl ycayr (Tapudbl, NbroThbl);

- KOMMIEKTHOCTb (A,0CTAaTOMHOCTb) NPeACTaBNEHHbIX AOKYMEHTOB, TpebyembIX 1A BbINOAHEHUA
OEeNCTBUIM, BXOAALLMX B KOMNETEHLMIO OpraH13aLmm;

- WCTOYHUK MNOSYYEHUA [OKYMEHTOB, TpebyemblXx ANA BbINOJHEHUA AEUCTBUN, BXOAAMX B
KOMMETeHLMIO OpraHu3aLmm (opraH, opraHn3auma U UX MeCTOHAXOXAEeHUE);

- Bpema npmMema 1 Bblgaum LOKYMEHTOB;

- nopAgoK obxKanoBaHus gencteuii  (6e3peiicTBUA) W pPELEHUMN, OCYLLECTBASEMbIX U
NPUHUMAEMbIX B XO4€ UCNOIHEHUA GYHKLMIA OpraHu3aLmen.

5.12. MNpepocTtaBneHne notpebutento MHGopmaLmMm NO MHULMATUBE OPraHM3aLLMK TaK XKe, Kak U
KOHCY/NbTaUMA MO 3anpoCy OCYLLECTBASETCS 4Yepe3 OuHble, 3a04YHble U WHTEPaKTMBHbIE KaHasbl
MHPOPMALMOHHOTO B3aMMOLENCTBMA B  3aBUCMMOCTM OT MHAMBWMAYASIbHbIX BO3MOMKHOCTEN MU
npeanoyYTeHni notTpebuTtens.

5.13. Ona opraHnsaumun B3aMmogencTemsa ¢ noTpebutensimm HeobxogMmo MCNob30BaTh eAnHOoe
nporpammHoe obecneyeHne c BO3SMOMKHOCTbIO BbIX04a B eANHYIO MHPOPMALIMOHHYO 6asy.

5.14. MNpepocTtaBnaemasn notpebutento MHGopmMaLma MOXKET ObiTb ABYX TUMOB:

- CNpaBoOYHasA UHbOPMaUUS;

- HaNoOMMHaHKsA/coobLeHms.

5.15. K cnpaBo4YHO MHPOpPMALMN OTHOCATCA:

- 3aKOHOAaTe/IbHble U MHble HOPMATUBHbIE NPABOBbLIE aKTbl;

- NepeyvyHn [OOKYMEHTOB, Tpebyembix AN BbINOJHEHUA AENCTBUWA, BXOAALWMX B KOMMETEHUMIO
COTPYAHWMKOB OpraHn3auuuy;

- 06pa3ubl 0boOpMAEHUA OKYMEHTOB U TPEOOBAHUSA K HUM;

- MecTopacno/ioxKeHue, rpaduk (pexxnm) paboTbl, Homepa TenedoHoB, agpeca NIHTepHeT-caliToB 1
3NEKTPOHHOM MOYTbl OPraHOB, B KOTOPbLIX NOTPebUTENAM NPenoCTaBAAIOTCA AOKYMEHTbI, Tpebyemble
ONA BbINONHEHWA AEACTBUN, BXOAALLMX B KOMMETEHUMIO OpraHn3aumm;

- CXeMa pasMeLLEeHMA CNeLManNCTOB OPraHN3aLMKN N PEXKMUM NPUEeMa MMM NoTpebuTenei;

- NOPALOK MHGOPMMPOBAHUA O XOLE UCMONHEHWSA;



- NOPALOK NONYYEHNA KOHCY/IbTALUIA;

- NopsAoK 06KanoBaHUA peleHunin, AencTBuii namn 6esgencTema CoOTpyaHNUKOB OpraHM3aumu.

5.16. K HanomuHaHMAM/coobLIeHMAM OTHOCUTCA MHPOPMMPOBaHUE:

- 0 Ha/IMYMM 3340/IKEHHOCTH;

- 0 NPUBMKEHNN CPOKA OMNIATbl 33 NPeAOCTaBAEHHbIE YCAYTH;

- 06 n3meHeHuM TapndoB UAM NPaBUA NPeLOCTABAEHUA YCAYT.

5.17. MNotpebutenn AonXHbl 6bITb HaaseKawmm obpa3om MPOUHPOPMUPOBAHbI O CTOMMOCTU
ycnyr, nopsagke ¢popmmMpoBaHUs M pasmepe TaprudoB Ha ONIaTy /1EKTPO- U TEMNI0SHEPI1K, Ha onaTy 3a
npucoeguMHeHne K pacnpesenntesnbHbIM 3EKTPUUYECKUM CETAM, BO3MOMKHOCTAX MOJYYEHUA NIbFOT U
cybecnamii Ha onnaTy KUAULLHO-KOMMYHA/IbHBIX YCAYr B OpraHax COLMAsibHOW 3almuTbl HaceneHwus, a
TaKKe, Npu HeobXo4MMOCTH, O NopAAKe LLeHO06pa3oBaHMA Ha POSHUYHOM PbIHKE 3/1EKTPO3HEPTUN.

5.18. [Ana  posepeHna Ao noTpebuTteneih  MHPoOpPMAUMM  UCMONb3YETCA  cUcTema
asToMHbopmupoBaHma (MpunoxeHne A). CucTtema aBTOMHGOPMUPOBAHUA NpeAHa3Ha4yeHa Ans
npegocrtasneHna mHoopmaumm notpebutento 6e3 npeasapuTenbHoro 3anpoca. NpeaycmoTpeHo Tpu
TMNa aBTOMAaTUYecKoro WHpopmupoBaHua: TenedoHHoe, E-mail u SMS-coobuweHua. Bbibop Tuna
MHPOPMMPOBAHUA 33aBUCUT OT MHPOpPMaLMK, NPEeAOCTaBNEHHON B OpraHu3auuto noTpebutenem.
MepeyeHb UHPOPMaLMK AN AaBTOMHOOPMMPOBAHMA U CNUCOK NOTpebutenen ana MHGOPMUPOBAHUSA
COCTAB/AIOTCA CMELMaNUCTaMM OpraHu3aLmMmM U yTBEPXKAAOTCA PYKOBOAALMM [AOJMKHOCTHLIM JIMLLOM
opraHu3auum.

5.19. MNpu noarotoske M nNpeactaBieHUU noTpebutenam AoKymeHToB 06 onnaTte notpebaeHHON
3NEKTPUYECKON UM TEMNIOBOM IHEPTUM, a TaKKe KOPPEKTUPYIOWEro cyeTa B AOKYMEHTe HeobxoamMmo
yKasaTb:

- 06beM 3N1eKTPUYECKON UK TEMNIOBOM SHEPTUNU;

- MeToh, pacyeTa, MCNO/Mb30BaHHbIN MpU ONpegesieHUM CYMMbl MAATEXKa, BK/AOYAs MOPAJOK
pacuyeTa wTpadHbIX CaHKUMI (NeHs, HeycTOMKa) 3a 3aZepiKKy NnaaTexKa, a TaKkKe nepuog BpeMeHHu, 3a
KOTOpbI BbICTaB/EH AOKYMEHT 06 onnare;

- COCTaBAAOLWME LIEHbI HA 3/1EKTPOIHEPTULOD;

- CPOK, B TeYEHUE KOTOPOro NAATENKHbIN AOKYMEHT AOMKEH ObITb OMNAAYeEH;

- U3MeHeHus B Tapude, ec/iv TaKoBble NPOUCXOAUNN;

- KOHTAKTHYIO WHPOpMauMio, Heobxogumylo MoTpebuTento B C/lydae BO3HWKHOBEHMA
[OMNOIHUTENbHBIX BOMPOCOB.

5.20. B cnyyae, eciM cymma B BbICTaBAAEMOM MNATEXHOM [OKYMeHTe 3a notpebneHHyto
SNEKTPUYECKYIO WM TEMNNOBYIO SHEPINI0O HEOHOCHOBAHHO 3aBbIWEHHAA UAM 3aHWUMKEHHAA, OpraHM3auma
[O/IKHA 06ecneynTb NOBTOPHYIO NPOBEPKY AaHHbIX, COAEPKALLNXCA B LOKYMEHTE, C LLe/Ibl0 BbIABUTL B
HUX OLINOKM.

5.21. B KayecTBe HANOMWHaHUIA MOXeT OblTb MNPUMEHEHO afApecHOe pPacnpocTpaHeHue
MHPOPMALMOHHBIX /JINCTOBOK C  YKasaHMEM WHWLMANoB, ¢amuanm notpebutens U  CymMmbl
330/1I)KEHHOCTU 33 NPeAOCTaBNEHHbIe YCAYTH.

5.22. OpraHusauma aonxkHa obecneunts KOHPUAEHUMANBHOCTb MHOPMALMK, BKAKOYAA 3aLLUUTY
NepCoOHaNbHbIX AaHHbIX. OpraHWsaums MOXKET MCNoAb30BaTb MOJIYYEHHYKD OT noTpebuteneit
NepCcoHaNbHY MHGOPMALUMIO UCKAOUUTENIBHO A1 OPraHM3aLMm SNEKTPO- U TENIOCHAOKEHMA.

5.23. O6cnyxuBaHue notpebuteneit AoKHO OblITb OCHOBAHO Ha npuHUMne "obpaTHol cBa3n".
OpraHusauma obpaTHOM CBs3M BKAlOYaeT B cebs npepocTaBneHne noTtpebutenam uHpopmauum o6
MMEIOLLMXCA KaHanax CcBs3M, MO3BOMAOWMX obecneynTb HanpaB/ieHWEe 3anpocoB, MNPeaOKeHUN,
OT3bIBOB O AEATE/IbHOCTU, 3aMeYaHUI 1 NPeTeH3MUA.

O6paTHan cBA3b MOXKET BbITb OCYLLECTB/IEHA MO C/EAYIOLLMM KaHalamM CBA3K:

- YCTHbIE€ U NUCbMEHHble 0bpalleHna noTpebutenen;

- TenedoHHble obpalleHnn (KOHTaKT-UeHTP, MHGOPMaLMOHHO-CNpaBoYHan cay»kba n 1.4.);

- daKc;

- NouYTa;

- UHTepHeT, Beb-caitT;

- 31EKTPOHHAA NOYTa;

- SMS-coobuieHus.

5.24. ina npepoctaBneHUn oTeeTa A0/KeH OblTb MCMOAb30BaH YKa3aHHbIN NOTpebutenem KaHan



CBA3W, €eCcNM 3aKoHogaTenbctBOM Poccuitickon dPepepauum He npeaycmoTpeHo uHoe. Cpok ans
npeaocTaBAeHna oTBeTa - He meHee 14 aHel ¢ MOMeHTa perucTpaunn obpalleHma notpeburens.

6. TpeboBaHUsA K NpoLeccam 06CyKMBaHUSA
npu B3aMMoAencTBum ¢ notpebutenamm

6.1. OuHoe obcnyKnBaHe

6.1.1. OpraHM3aumsa 04HOIo 0bCNYKUBaAHUSA

6.1.1.1. O4yHOe 06CNyKMBaHME OCYLLECTBAAIOT CAeaytolWMe CNeLManncTbl OpraHM3aumnm:

- aAMWHUCTPATOPbI;

- MeHeKepbl-KOHCYIbTaHTbl;

- onepatop (KoHTponep-Kaccup);

- O[MH COTPYAHMK, COBMELLAIOWMIA GYHKLMN AAMUHUCTPATOPA U MEHEeAKePa-KOHCYIbTaHTa.

6.1.1.2. MNoTpebuTenb, 03HAKOMUBLUUCL C MHPOPMALIMOHHBLIM CTeHAOM, BpoLwtopamn, BykneTamm
N 06BbABNAEHUMAMM, COAEPNKALLMMM CMPABOYHYID WMHPOPMALUIO O AeATENbHOCTM OpraHuM3aumm Wu
Pa3sbACHAWUMM MNOPALOK MpUeMa, TUMOBble BOMPOCHbI M GYHKLMU CMEUMannMCcToB OpraHu3aLmu,
NoJiy4daeT TaloH 3/1IEeKTPOHHOM oyepeam (NpU HaIMYMKM COOTBETCTBYOLLErO 060PYA0BaAHUA).

6.1.1.3. Mpn HeobX04MMOCTM MOTPEOUTENb MOMKET 006PATUTLCA K agMWHUCTPATOPY, KOTOpPbIM
NPoOBOAMT MEpPBUYHbIN MNPUEM, BbIABAAET NOTPeOHOCTb ObOpalleHUAs K MeHeaXKepy-KOHCYAbTaHTY,
ocyLecTBAAeT AncnetTyepusaumio.

6.1.1.4. MeHenKep-KOHCYNbTaHT, onepatop (KOHTponep-Kaccup) npeaoctaBnstoT 6bonee
noapo6HYI0 KOHCYNbTaLMIO.

6.1.1.5. PekomeHayemble MNOKasaTenn cpeaHen MNpPoAO/KUTENbHOCTM B3aMMOAENCTBMA NpwU
o4YHOM 06cnyKMBaHUK C noTpebutenammn npueeneHbl B Tabavue 4.

Tabnuua 4
dopMa B3aAMMONEMCTBUS HammveHnoBaHMe noxkasaTens PexomeHnnmyemoe
NPONOJIKNATEIEHOCTHI cpenHee 3HauyeHUE
B3aVMOIENCTBUSA nokKasaTesid, MKH
OBCcayXuBaHme OxmmaHmMe B oUuepenu 10
AOMVHUCTPATOPOM
IpreM 5
OBCIIyXMBAHUE MEHEIKepOM- OxmmaHmMe B oUuepenu 20
KOHCYJIETAHTOM
IpreM 15
OBciyXmuBaHMe OIepaTOopOM OxupaHue B odepenm 20

( xoHTPONEpPOM- Kaccupom)

[lprem 10

6.1.2. MHdpacTpyKTypa O4HOro 06CNyKMBaAHUSA

6.1.2.1. OyHble KOHCynbTaLMK MOryT ObiTb NpeaocTaBAeHbl NOTPEOUTENAM B LLEHTPAX OYHOro
obcnyKmBaHmMs  (UeHTpanbHbix oducax) M  060co6NEHHBIX TEPPUTOPUABbHBIX MOAPa3AENEHUAX
(abOHEHTCKUX NYHKTaX, OTAeNeHusx, dbunmanax u T.n.).

6.1.2.2. O4yHoe obcnyKMBaHWE AOMKHO ObiTb OPraHM30BaHO B MOMELLEHUAX, HAXOAAWMXCS B
MaKCMMasibHO AOCTYMHOM AnA OO0/bLIMHCTBA HaceneHus mecte, He pganee 500 m OT OCTAHOBOK
obLwecTBeHHOro TpaHcnopTa.

6.1.2.3. MNomeleHne Ana o4YHOro obCNyKMBAHUA AOMKHO obecneunmBaTb 6ecrnpenaTCTBEHHbIN
AOCTYN MnoceTutenein, B TOM YUC/e rpaxkaaH C OrpaHUYEeHHbIMW BO3MOXHOCTAMMU (MHBanuaos). MNpwu
HEBO3MOXHOCTM 0bopyaoBaTh MOMelleHMe Haanexkallmm obpasom (ycTaHOBKa naHAaycos, nM$TOB B
nomMeLleHusax Aana npuema) HeobxoaMmo opraHM3oBaTb O6C/NyKMBaHWE WHBANUAOB Ha Aomy (Ans
odopmneHnas AOKYMEHTOB, MOATBEP)KAAOWMX MPaBO Ha MO0/b30BaHME /broTamMnm nNo onjarte
3/1eKTPO3HEPInUU, U pPeLleHna ApYyrMx BOMPOCOB) MAM UCNONbL30BaTh Apyroi cnocob obecneuveHus
AOCTYMHOCTU 06CNYKNBaAHUA.

6.1.2.4. UHbdpacTpyKTypa MOMELLEHUA AN OYHOrO OBCAYKMBAHUA [OJ/IKHA BKAOYATb B cebs:
CTOMKY afiIMMHUCTPaATOpa, paboune mecTa MeHeaKepoB-KOHCY/IbTAHTOB U OMNepaTopoB C HEO6XoANMMbIM



OCHalLleHMEeM, Kaccbl, XOAAbl ANA  OXuAaHuAa, obopyaoBaHHble MecTamuM ANa  CUAEHUA,
NHPOPMALMOHHBIMU CTEHAAMM, CTOMKAMK/CTONAaMKN 41A 3an0oAHeHUs Bymar, pasaenibHble caHy3bl AnA
COTPYAHMKOB U ANA nNoTpebutenen.

6.1.2.5. B uenax 6e30nacHOCTU COTPYAHMKOB U noTpebuteneit nomelleHne A[ONKHO ObiTb
obopyaoBaHo:

- NPOTUBOMOXKAPHOM CUCTEMOWN U CpeaCcTBAMM NOXKAPOTYLLIEHMUSA;

- CUCTEMOM ONOBELLEHNA O BO3HUKHOBEHMM Ype3BblYalHOM CUTyaLuu;

- COOTBETCTBYIOWMMM yKa3aTeNsmMM BXOZa W BbIXxoda (BKAHOYAA aBapUIMHOIO) M3 MoMmeLLeHUs ¢
aBTOHOMHbIMM UCTOYHUKaMK BecnepeboiHOro NUTaHMA.

6.1.2.6. NHdOpMaLMNOHHbIE YKa3aTe M A0NXKHbI ObITb pa3meLLEeHbl:

- MO NyTM OT OCTAaHOBOK OOLLECTBEHHOrO TPAHCNOPTA A0 LEHTPa OYHOro obcayXuBaHMA
(aboHeHTcKoro nyHkKTa) (Npyn HeobxoanumocTu);

- Y LeHTPanbHOro BXo4a B NOMeLLEeHME:

BblBECKA C HAMMEHOBAHUNEM,

TabNMYKM € yKa3aHMEM OpraHU3aLMi-y4acTHUKOB (eciM  OpraHM30BaHO  KOMMJEKCHOe
obcnyKnBaHue),

TabanuKa c MHGopmaumen o pexkume paboTbl U KOHTAKTHbIE TeledOHbI CMPaBOYHOM CYKObl;

- MO NyTU OT CTOMKW agMWHUCTPATOPa K MOMELEeHUAM ANA Npuema NoceTuTenei - ykasaTenu
npoxoaa;

- Y BXO4A@ B KaX[oe W3 BHYTPEHHWUX MOMELLEHUM - TabnMyKa C HaMMeHOBaHWEM, MepeyeHb
BOMPOCOB, MO KOTOPbIM BEAETCA NPUEM.

6.2. 3a04Hoe obcnyxKmBaHue

6.2.1. OpraHmM3aums 3a04HOro 06CNyKNUBaAHMA

6.2.1.1. CneumanuncTbl opraHu3saumum, obecneymatowme 3ao4Hoe obcaykmsaHue notpebuteneit,
OO/MKHbI  MCNONb30BaTb eAWMHble  WHPOPMALMOHHbIE 6a3bl  AaHHbLIX, MOCPEACTBOM  KOTOPbIX
CUHXPOHU3NPYETCA WX AeATEeNbHOCTb M He [AOMYyCKalTCA MOBTOPHble 3anpocbl WMHbOpMauuu oT
notpebutens.

6.2.1.2. 3a04Hoe 06cayKMBaHME OCYLLLECTBAAETCA MO ABYM KaHanamM CBA3U:

- TenedoH (KOHTaKT-ueHTp, MHGOPMaLMOHHO-CNpPaBoYHas CNyba);

- noyTa (Nno4ToBan nepenucka).

6.2.1.3. 3aouyHoe obcayKmMBaHWe no TenedoHy BKAOYaeT B ceba perncrtpauuntio U obpaboTKy
TenepoHHOro BbI30BA OMEPATOPOM, KOTOPbIA MCNOAb3YET YCTAaHOB/IEHHbIN MepeyeHb BOMPOCOB A/A
CaMOCTOATENIbHOTO OTBETa M TUMOBble OTBETbl. B cinyyae nocTynsiieHMA CNOXKHOMO 3anpoca onepatop
CBA3bIBAETCA CO CNELMANMCTOM OpPraHM3aLMu, YTOUHAET Yy Hero MHOOpMaumio U NpefocTaBadeT ee
notpebutento nnMbo ceA3bIBaeT NOTPebUTENA CO CNELNANNCTOM OPraHM3aLnu.

6.2.1.4. Mpu HeobxoaumoctTn noTpebutento MoXKeT OblTb NpPenocTaB/ieHa BO3MOMXKHOCTb
npeABapuUTeNbHON 3aNUCK HA NPUEM B LLEHTP OYHOIO 06CNYKMBaAHUA.

6.2.1.5. 3aoyHoe o0bcnyKMBaHME MO Mo4YTe BKAOYAeT B cebs peructpauynto n obpaboTKy
nNMCbMeHHOro obpalleHns onepaTopoMm, MOArOTOBKY OTBETA OMepaTopoM, HanpaBfieHWe obpalieHus
CNeunanncTy opraHmM3aumm U NoAroToBKy OTBETA CMeLMaIncTom.

6.2.1.6. Bce nucbmeHHble obpalleHua oT notTpebuteneit, Noay4yeHHble NO MoYTe, AOMKHbI ObiTb
3apeructpupoBaHbl. OnepaTopbl M (MAM) cNeuManucTbl  OpraHM3auMmM  MPOBEPAIOT  MOJIHOTY
NpeaoCTaBAEHHbIX CBEAEHWUI, €CIN AaHHbIX HEAOCTAaTOYHO, CBA3bIBAOTCA C NOTpebuTenem no ogHomy
M3 YKA3aHHbIX KaHa/oB B LENAX YTOYHEeHMA MWHPOopMaLMM M COrnacoBaHMA BPEMEHU MPUHATUA
AanbHENLMX Mmep No obpaLLeHuto.

6.2.1.7. MNCbMEHHbIA OTBET, HaMpaBAAEeMbli NOTPebUTento U NOAMNUCLIBAEMbIN A0NKHOCTHbLIM
INLUOM, OTBETCTBEHHbIM 332 PaboTy, fONKEH COAEPKATb KOHTAKTHbIE AaHHbIE UCMOIHUTENA.

6.2.1.8. [eictBnAa N0 PacCMOTPEHHOMY MUCbMEHHOMY OOpaLLEHUIO He NpPeanpUHMMAIOT, C
yBeaoMAeHMeM 06 3ToOM NoTpebuTens, B Caydanx:

- ecnm obpallleHne coaepKUT HeueH3ypHble 1MB0 ocKopbuTenbHblE BblpaXKeHUA, Yrpo3bl }KU3HM,
3[40POBbI0 M UMYLLECTBY COTPYAHMKA OPraHn3aLmm, a TaKKe Y1eHOB ero ceMby;

- €C/IM TEeKCT 0bpallLeHns He NoaaaeTcA NPOUTEHUIO;

- ecan B obpaleHun notpebutena coaepuTca BOMPOC, HA KOTOPbIA NoTpebutento yxe 6bin
npefocTaBAeH OTBET MO CYLLECTBY B CBA3M C paHee HanpasieHHbIMW ObpalleHUAMW, U MPU 3TOM B



obpalleHnn He npuBeeHbl HOBble A0BO/AbI UM OBCTOATENLCTBA;

- eC/In OoTBeT MO CyuwiecTtBy NOCTaB/1eHHOINo B o6pau.|,eva1 BOMpPOCa HEe MOXKeT 6bITb AaH 6es

pa3rnaweHuna CBe,EI,EHMﬁ, COCTaB/1IAOWNUX KOMMEPYeCKYHO TaVIHy.

6.2.1.9. MNMucbmeHHoe obpalleHne noTpebuTens He PaccMaTPMBAOT M OTBET Ha obpalleHne He

npeaocTaBaAOT, €C/IN B 3TOM o6pau.|,eva1 OTCYTCTBYIOT KOHTaKTHble AaHHbIE.

6.2.1.10.

PekomeHgyemble

NOKa3saTtenun Cpe,EI,HEVI n

npeaenbHoMm

B3aMMOAENCTBMA NPU 3a04HOM 06CyKXMBaHUKM C NOoTpebutTenammn npueeneHbl B Tabaumue 5.

Tabnuua 5

dopMa B3aAMMONEMCTBUS

HamMeHOBaHMe nokasarTernsda
OPOOOJIXUTEJIEHOCTM
B3auMOIEMCTBUS

PexomMeHniyemMoe
cpenHeel npegennHOE
3HAUEHME MOKas3aTesd

NPOAONTHKNTENBHOCTHU

TeseboHHOE BpeMsa OXMOAaHUSA OTBETa 40 c
oDCIIyX/BaHMeE
norpeburens 3anpoc M MNOMUCK MHboOpMaLUM 45 ¢
onepaTopoM O KJIMEHTe
[IlpenocTaByeHre MHOOPMALIUN 5 mun
10 3amnpocy
lNocTobpaboTka obpaleHus 5 muu
TennedoHHOE CoeIMHeHMe CO CIelLMaJIMCTOM 40 c
oDCIIyXBaHME
noTpeburens [IlpenocTaBJyieHre MHOOPMALUN 5 mun
creLuaanucToM CHeurayCTOM
ObpaboTka obOpalleHU, Perucrpauus, Kilaccudpmraums He ©OoJjiee omHOTO HOHA
IIOJIyUEHHEIX I[1O IIoUTe, obpalmeHUl 1 Nnepenada oOpalleHUI
onepaTopoM crelunaanucTy
PaccMmoTpeHme obpameHms He 6osee 10 puen

u odopmIleHME OTBETA

[lponyieHre pPacCCMOTPEHMA He 6osee 10 puen
obpaumeHmnsa
ObpaboTka obOpalleHU, PaccMmoTpeHue obpaueHusa He 6osiee 10 nuent

TIIOJIYYEHHEIX IIO II0OUYTE,
crieumaJimCcToM

u odopmIleHME OTBETA

[IponJsieHre pPacCMOTPEHUA He 6osee 10 guem
obpameHnsa

6.2.2. MHdpacTpyKTypa 3a04HOr0 06CNyKMBaAHUA

6.2.2.1. KOHTaKT-LEeHTp npeacTaBaseT coboit eanHY0 LEHTPaAN30BaHHYIO CMPaBOYHYO CAYKOY,
06paTMBLINCL B KOTOPYLD MOTPebUTenb MOXKET NoAy4uTb MHOOPMaLMIO MO ycayram nocpeacTBom
TenepOHHOM CBA3M, a TaKKe NepeaaTb HeobXxoanMyo MHGOPMaLUIO AR UCMONHUTENA YCYTU.

6.2.2.2. MouytoBaA NepenncKa WCNONb3YeTCA A8 HanpasBAeHMA AOKyMeHTauuu, CBA3AHHOW ¢
06CNyKMBAHMEM, @ TaKKe B C/Iy4anx, Koraa notpebuTens HanpaeaseT obpalieHme no noyre.

6.2.2.3. PekomeHAyIOTCA Cnepyowme napameTpbl AeATENIbHOCTM KOHTAKT-LeHTpa:

- OCyLLeCTBNIEHNE NPUEMA Bbl30OBOB HE MeHee LIeCTM AHeln B Hezento, B paboyee n BeyepHee
Bpems (0bLein NpoaoIKUTENbHOCTbIO He MeHee 12 Y B AeHb);

- HaIMuMe Homepa TenedpoHa ropavent TIMHUM eANHOTO HA BCEN TEPPUTOPUM PETUOHA;

- OTCyTCTBME ON/aTbl 33 3BOHOK A/1A abOHeHTa, 3a WMCKAOYEHWEM C/ly4aeB, Korga aboHeHT
HaxoAMTCcA 33 NpeAenamm TeppUToOpUnN BHYTPU3OHOBOTO TenedOHHOIo coegMHEHUS;

- npeaynpexaeHune notpebutena o6 ocyLLecTBAEHMM 3anncK B Havane TenepoHHOro pasrosopa.

6.3. IHTepaKTMBHOE 06CNyKMBaHWE

6.3.1. OpraHu13aumsa MHTEPAKTUBHOIO 06CNYKMBAHMSA

6.3.1.1. WHTepakTMBHOe O0OCAYKMBaHWE  OCYyLLECTBAAETCA
nocpeacTBOM:

- 3/1eKTPOHHON NOYTbI;

- SMS-3anpocos.

yepes MHTepHET-NPUEMHYIO



6.3.1.2. NMoTpebutento npesocTaBAAETCA BO3MOXKHOCTb 03HAKOMMUTLCA C OTBETaMW Ha Haubonee
YacTo BCTPeYatoLLMecs BONPOChl U NPeTEH3MMN B COOTBETCTBYIOLLMX pa3aenax MHTepHeT-npuemMHom.

6.3.1.3. MNoTpebutenc MOMKET MNOAYyYMTb OTBET HA 3aNPOC MHTepecylowen ero uHbopmauum
cnepyowmmm cnocobamu:

- CAMOCTOATE/IbHO, NOCMOTPEB MHPOPMaLMIO B COOTBETCTBYHOLWEM pasaene NMHTepHeT-NpMemHoi;

- 334,3B BONPOC CNELMaNNUCTy OpraHn3aLmu.

6.3.1.4. CamocTonaTeIbHbIN MOUCK MHTepecytoLlen MHGOPMaLMK OCYLLECTBASIETCA NoTpebutenem:

- BPYYHYlO, METOZOM MpPAMOro MPOCMOTPA BCEX NPEACTaBNEHHbIX B MHTepHeT-NnpuemHoiM
BOMNPOCOB/OTBETOB;

- aBTOMATUYECKMM MOMCKOM Mo 6a3e AaHHbIX BOMPOCOB/OTBETOB MO KAOYEBOMY CAOBY.

6.3.1.5. Echn noTpebuTenb He Halen OTBET Ha MHTEPECYIOWMIN ero BONPOC Cpean MMEoLWMXCA B
6a3e, OH MOXKeT OTMNpPaBuUTb BOMPOC CMNEUMANUCTy OpPraHM3auumu, 3anosIHMB aBTOMATU3UPOBAHHYIO
¢dopmy. Mocne noctynneHunsa Bonpoca B opraHm3aumio Mail-poboT oTnpaBnseT Ha yKasaHHbIM afpec
SNEKTPOHHON NOYTbl YBEAOMIEHME O TOM, YTO OTBET Ha BOMpoc byaeT oTnpasneH notpebutento B
TeyeHue ogHoro paboyero aHsA.

6.3.1.6. Ecnm Bonpoc, 3agaHHbIN noTpebutenem, He OTHOCUTCA K cdhepe NpesocTaBAEHUA yCayr
opraHuM3auum, CcrneuuanucT OpraHWsauuu HanpasaseT yBeAomaeHue notpebutento o6 oTKase
paccMoOTpeHUA AaHHOTO BONpoca.

6.3.1.7. Ecaun Bonpoc, 3afaHHbl noTpebutenem, BbIXOAMT 338 PaMKM KOMMETEHLMMU CreumanncTa
opraHuM3auumn, oH nepeagpecyeTt BONPOC NoTpebuTens COOTBETCTBYHOLEMY CNeLMaancTy opraHm3aumm
Mo HanpaBAEHWUIO, KOTOPbI B TeyeHMe paboyero AHA JOMKEH AaTb OTBET.

6.3.1.8. Ecnun oTBeT Ha Bonpoc NoTpebutens He MOXKeT BbiTb NPefOCTaBNEH B TEYEHUE 3TOMO Ke
paboyero AHA, cneuvannct opraHuM3auuu HanpasndeT noTpebutento ysegomaeHne o6 3Tom C
yKa3zaHMeM CPOKOB Noly4eHUA oTeeTa.

6.3.1.9. Ecan oTBeT, OTNPaB/AEHHbI noTpebutento,
noTpebutenen, To ero Ny6AMKYIOT Ha canTe.

6.3.1.10. MNapameTpbl OUEHKM nNpeaenbHOM
notpebutenamm npmseseHsl B Tabaunue 6.

npeacTaBAseT WHTepec AaA ApYyrux

npPoAOo/IKNTENIbHOCTUN B3aMMOAeﬁCTBMﬂ c

Tabnuua 6
dopMa B3aAMMONEMCTBUSA HamMmMeHOBaHMe IMokKaszaTelis PekxomMeHIOyeMoe
IIPOOOJIXNTEJIBHOCTU InpeneJyIbHOE 3HadeHMre

B3auMOIEMCTBUS

InokasarTeyd

VIHTEepHEeT- NpMEeMHAa S

OOHOBJIeHMEe MHOOPMaLUMU
B CJlydae M3MeHeHUS

He OoJjiee omHOTO OHSA

ObpaboTka BJIEKTPOHHEX
obpalleHMM CIelMaJiMCTOM
opraHu3alumum

PaccMmoTpeHme obpameHms
u odopmIleHME OTBETA

He ©OoJiee Tpex InHeM
oJsa BOIpoOca, obpalleHNd,
He 6Gosee 14 puen nnsa
XaJIo0OkBL

6.3.2. MHdpaCTpyKTypa MHTEPAKTUBHOIO 06CNYKUBaAHUS
6.3.2.1. HTepaKkTMBHOE 0bBCAYXKMBAHWE OpraHmn3yeTca Ha 6ase cneumanbHOro pasgena seb-cakTa

KOMMNaHun.

6.3.2.2. MHTepaKTMBHOE 06CNYKMBaHME BEAETCA NO ABYM HanpaBAeHUAM:
- NpeaocTaB/ieHne CrnpaBoYHOM MHbOpMaLmMK;

-yAOBﬂETBOpEHMe3aﬂpOCOBI43OKa3aHME/M3MEHEHMeyCﬂyl

6.3.2.3. TwunoBas CTpyKTypa MHPoOpMaLMW, NPefoCTaBASEeMON NPU  UHTEPAKTUBHOM
obcnyxmnBaHmu, NnpuseaeHa B Tabanue 7.
Tabnuua 7
HammvenoBaHme HamveHnoBaHMe nompasnera VudopMaumsa, comepxXalasacs

paznesia Beb- camTa

B riompasnerjie




OCHOBHEIE YyCJIYyTHU [lepeyeHb ¥ CTOMMOCTB VHbopMauys O TOM, YUTO BXOIUT
yeayr (Tapube) B B I[IepeudeHb YCJyT, KaKuM
3aBUCUMOCTY OT BUOA oBpas3oM M KTO OoNpenesseT UuX
OesaTeJIbLHOCTM OpTaHM3aluy | CTOMMOCTH

Ocobrle yCcJIoBUS MudpopMaumsa O JbIoOTax

(nmeroTE M CcyBcumum) 1 cydcuImax MaJjiooOeClledeHHEM
¥ COLMAaJIbHO He3alMlleHHBM
rpaxinaHaM

[laMaTka HDOTPEOUTEIO IeTanpHas mHbOOpMaLmsa

O IHIpolelypax B3aMMOIEeMCTBUS
C opraHmu3alUuer IJjg NOJIydYeHUS
YCIIyTH.

Tunossle QOPMBI DOKYMEHTOB
(3asBxu, HOTOBOPH, KBUTAHLWHA,
AKTEl M T. I )

[lokazaTenyu, xapakTepu- udpopMaumsa, OCHOBaHHAadA
3yplye KadeCTBO yCJyT Ha COOTBETCTBYIIOWMX
HOPMATMBHBEIX aKTax
¥ CTaHzjapTax opTaHM3alumn

JOIIOJIHUTEJIb HEIE [lomava 3asaBKU dopMa aBTOMATUBUPOBAHHOM
yCIyIru Ha OKasaHmue yCIyIu IO 3a4BKU
[NpenoCTaBJIEHHOMY I[I€PEeYHI0
Bonpocu HaxoxmeHue oTBeTa ABTOMAaTUBUPOBAHHEIN IIOMCK
Ha BOIIPOC OTBETOB HAa TUIMUUHBE BOIIPOCEL

norpedburenel, dopma

llocTaHoBKa BOMNPOCA i HanpaBJIeHMS BOIMNPOCOB

ObpaumeHms, HampaBuThe oOpalleHUE, dopmMa aBTOMATUBUPOBAHHOTO
IpeTeH3Un IpeTEeH3UD obpaleHusd, NIPEeTEH3UN

Kparkoe comepxaHue
OTBETOB Ha obpameHmsa
¥ NPpEeTeH3UMU

OT3BIBEH HanpaBJjieHMre OT3BIBA ABTOMAaTU3MPOBaHHaA Gopma
B KOTOPOM NOTPEeOUTENM MOTYT
OT3eBEl 00 OpTaHM3aUmn OCTaBUTL CBOM OT3HIBEI
O KauecTBe OODOCIYyXMBaHUS
dopyM ObcyxIeHMe BOIPOCOB Bonpocel u oTBeTE, OOMEeH
B3aMMOINENCTBUI MHEHMSIMU
C opraHMszauuen
HorocTu AxTyaJjibHasa MHbOopMaLma VudpopMaumsa o6 M3MEHEHUN
ojiga norpebuTreien Taprudor, O rpadmKax NJIaHOBEIX
opraumsauun ( MOXeT orkJioueHnt (UM CCBITKMA
comepXaThb CCBUJIKY Ha COOTBETCTBYKIME PEeCYPCH),
Ha IJIaBHYI CTPaHMLYy aBapMMHEIX OTKJIOUEHMAX, HOBEIX
BeO- caliTa OpTraHM3alun) dopMax OOCIyXUBAHMA U IOpP.
[IpuemMm mJjaTexen KonrakTHas mHbOOpMaLMsa Anpeca, TenedoH, Tpadux
paboTe, NnOpouad MHOOpMaALMS
[IeHTPp OUYHOI'O Apeca LEeHTPOB Apeca LEeHTPOB
oBOCIIyXBaHMA npenBapuTesibHas 3alMCh
(oBocobmennoe 3anuce Ha npuem Ha IpueM, Opodas MHOopMaumsa
nompasneJsyieHue, O LEeHTpe, KOHTaKTHAad

YacTo 3amapaeMele
BOIPOCH O LIEHTpe

aboOHEHTCKUM nyHKT) nHdopMalLMad CIEeLUMaJIUCTOB
opraHM3auumM U TeJleQOHHEIM

HOMEP I‘OpH‘—leﬁ JIITHUW

[Mybnukauum O LIEeHTpe

[IoJIe 3HEIE CCHUIKM Angpeca BeO- CalTOB llepeueHs BeO- CAMTOB
[IOJIE3HEIX JIS MOTpebuTeiis

7. MopafoK paccCMOTPEHUs NPETEeH3ni noTpebuTenei

7.1. B uenAax nosblWeHMA CTeENEHN NOANLHOCTU U yO0BNETBOPEHHOCTN I'IOTpE6MTe}'IEI\;1, a TaKXXe OnAa
noBbllWEHNA KayecCTBa 06CHVMMBaHMﬂ ﬂOTpE6MT€ﬂ€ﬁ OopraHnsaumnAa AO0J/1XKHa MN1aHUPOBATb U



NpoeKTMpoBaTb 3pEKTUBHbIN M pe3y/ibTaTUBHbIN NpoLuecc paboTbl C NpeTeH3nAMM.

7.2. OpraHusaumsa OO/IXKHA paspaboTaTb M BHeAPUTb MPoLeaypbl PervcTpauumn npeTeHsuin u
OTBETOB Ha HWX, MOPAAOK MNOJIb30BAHUA TaKUMU 3aNUCAMM U YNIPABAEHUA UMK C COBNIOAEHMEM 3ALLUTDI
Ntob60oN nepcoHanbHOM WMHbOPMaUMKM O nogaTenax npeteH3uin. [pu perucTpauum NpPeTeHsun en
NpUCBanBatoT MAEHTUPUKALMOHHDLIN KOA,

7.3. 3anucb, caenaHHaa nNpu NepBUYHOM Npueme NPeTeH3UM, AOJIKHA coAepyKaTb YKasaHUA Ha
Mepbl, MPUHATUA KOTOPbIX TpebyeT NoTpebuTenb, a Takxe Nbyro apyryto HPopmaumo, Heobxoanmyto
ana 3G PEeKTUBHOIO PaccCMOTPEHMUA NPETEH3MM, BKNIOYAA CeaytolLee:

- ONUCaHuMe NPEeTeH3nn U COOTBETCTBYIOLWME BCMOMOraTe ibHble AaHHbIE;

- Mepbl, NPUHATUA KOTOPbIX TPebyeT noTpebutens;

- AaTy NoAroTOBKM OTBETA;

- HeE3aMe/IMTENbHO NPUHATbIE Mepbl.

O nonyyeHUn Kaxpon npeTteHsnn cneayet HemeaNeHHo coobuwate ee nogatento (Hanpumep, no
nouyte, No TenieoHy, N0 3NEKTPOHHOM nouTe).

7.4. Mocne perucTpaunmn npeteHsumn Tpebyerca onpenenAatTb NPaBUAbHOCTb ee O0hOpPMIEHMUS,
[0CTAaTOYHOCTb M 060CHOBAHHOCTb COAEPIKALLENCA B HE MHDOPMALMK, A TaKKe BAXKHOCTb, C/IOKHOCTb U
HeobXxo04AMMOCTb OCYyLLECTBAEHUA HEMEANEHHbIX AEUCTBUIA.

K paccmoTpeHUo MNpUHUMMAlOT NpPeTeH3nto, NpeacTaBAeHHYD B MNUCbMeEHHOU ¢dopme U
coaepKallyto:

- HQMMEHOBAHWE YCAYTu;

- OCHOBAHMA ONA NPETEH3UU;

- HeobxoAMMble fOKa3aTe/IbHble AOKYMEHTbI;

- HOMep [0roBOpPa, AAaTy €ro 3aK/oYeHUA.

MNoTpebutens, npeacTaBMBLUErO MNPETEH3UID, He COAEpPMKallyld YKasaHHbIX aTpubyTOoB,
MHPOPMUPYIOT 06 3TOM C LENb MNOJIYYUTb BCHO HEOBXoAMMYIO M A0CTaTOuMHYyH WMHOpMauMo ANA
06BEKTUBHOIO PAaCCMOTPEHMUA NPETEH3IMUM.

7.5. MpeTeH3ns [o0KHA OblTb MPOC/AEXKMBAEMOM, HAYMHAA C ee npuema [0 LOCTUKEHUA
YO0BNETBOPEHHOCTU NoAaTtens MPeTeH3un WAM A0 MPUHATUS 3aKAHYMTENbHOTO pelleHus. TeKywuit
CTaTyC NpeTeH3nn AoNXKeH b6biTb COOBLLEH ee NoAaTeNto No ero 3anpocy.

7.6. B cnyyae HegoCTaTOMHOCTU UM OTCYTCTBUA [LOKa3aTeNbCTB, NO3BOJIAOWMX NPUIATU K BbIBOAY
0 HanAnunm nNMbo OTCYTCTBMM MPU3HAKOB HapylleHWA TpeboBaHWUM, opraHM3auma Bnpase gaa cbopa m
aHanM3a AONONHUTENbHBIX A0Ka3aTeNbCTB MPOAUTL CPOK PAacCMOTpPeHus npeTeHsun. O npogieHuu
CPOKA PAaCcCMOTPEHUA NPETEH3UM OpraHu3auma obssaHa B NMUCbMeEHHON dopme yBeAOMUTb noaatens
npeTeH3uu.

7.7. Ecnn npeTeH3uA npusHaHa HeobOOCHOBAHHOW, TO MoAaTeNto NpeTeH3MUM HanpaBAAloT
NMUCbMEHHbIV OTBET, COAEPHKALUMIA OTKA3 C ApPryMEHTUPOBAHHbBIM 3aK/HOYEHUEM.

7.8. B cnyyae npu3HaHWA npeTeH3nn 060CHOBaHHOM NOAATENO HAMPABAAOT NUCbMEHHbIN OTBET C
npeanoXeHUAMM NO yperynmpoBaHuio. Ecnm nogatenb npeteH3MM OTKAOHAET NpeasaraeMoe pelleHune
UAn  pencTene, nNpeTeH3MA [AOJKHA OCTaBaTbCA OTKpbITOM. O6 3TOM [0/XKHbI ObiTb cAenaHbl
COOTBETCTBYIOLLME 3aMNWCK, @ NoJaTeNb NPETeH3UN JOMKEH BbiTb NPOMHGOPMUPOBAH O TOM, KyAa OH
eLe MOXKeT 06paTUTLCS BHYTPU M BHE OpraHM3aLuu.

7.9. 0606uweHHYy0 UMHPopmaumio 060 Bcex NOCTYNUBLUMX MPETEH3UAX, UX NPUUYMHAX,
NPeAnpUHATLIX AeNCTBMAX NOAroTaBAMBAIOT B BMAE OTYeTa ANA MPOBELEHUSs aHanM3a CO CTOPOHBI
PYKOBOZACTBA OpraHU3aLmm U UCNOAb3YHOT NPU MOHUTOPUHTE YA0BAETBOPEHHOCTM NoTpebuTenei.

7.10. OpraHus3auma [OO/KHA NPOBOAWUTL MOCTOAHHLIA  MOHWUTOPUHI npouecca paboTbl €
NPEeTEH3UAMM MO C/leayoLMM NoKasaTensm:

- cobntogeHNE CPOKOB PACCMOTPEHUA U YPETYIMPOBaHUSA NPEeTeH3UM;

- 06BEKTMBHOCTb PAaCCMOTPEHMA MPETEH3UN;

- AJEeKBATHOCTb OCYLLECTB/IEHUS KOPPEKTUPYIOWMX W Npeaynpexaatowmx AencTBuin npu
BO3HWMKHOBEHMWM NPETEH3UM.

7.11. OpraHusauma A0NKHA NOCTOAHHO yay4lwaTh 3PpPeKTUBHOCTb U Pe3yNbTaTUBHOCTb MpoLiecca
paboTbl C NpeTeH3nAMMU.

MokasaTenun pesynbTaTMBHOCTM Npouecca PaboTbl C NPeTeH3UAMM:

- YACNO CUCTEMATUYECKM NOBTOPAOLMNXCA NPETEH3UI;



- UNC/I0 NPETEH3UMN, HE MPUHATLIX K UCMIOHEHWIO MO NPUYMHE UX HEOBOCHOBAHHOCTH;

- UNC/I0 OTKJIOHEHHbIX, HO MPU3HAHHbIX 060CHOBAaHHbIMM, MPETEH3UN;

- UMC/IO CNyYaeB HECBOEBPEMEHHbIX AEUCTBUIA NPU PACCMOTPEHUN U YPEryaupoBaHUM NPeTeH3ni;

- YACNO CAyYyaeB HapyLeHWAa BeAeHMs 3anucel Npuv peanmsaumy npouecca ynpasaeHus
NpeTeH3naMu.

7.12. OpraHusauusa AO0/KHA MNPUHMMATb Mepbl O1A WCKAOUYEHUSA MPUUUH CYLLECTBYIOWMNX U
noTeHumManbHbiX Npobaem, NPUBOAALLMX K MPETEH3MAM, C LUenbl NpeaoTBpaTUTb WX MOBTOpPHOE
BO3HWKHOBeHWe. OpraHn3auma AO/KHa:

- UCCNeaoBaThb, BbIABAATL M MPUMEHATb HaMAYULWLKUI ONbIT B 061acTM paboTbl C NpeTeH3nAMM;

- pacnpocTpaHaTb noaxod, GoKycMpyemblit Ha NOTPebUTeNs, BHYTPU OpraHn3aumm;

- MOOLLPATL MPUMEHEHME MHHOBALMI B Npouecce paboTbl C NPeTeH3nAMM;

- noow,psaTb 06pasLoByto paboTy c NpeTeH3MAMKU NoTpebutenen.

8. MOHUTOPWHT yA0BAETBOPEHHOCTM NoTpebutenei

8.1. MOHUTOPUWHI YA0BNETBOPEHHOCTU NOTpebuTeneint NPpoBoAAT B LLeAAX onpeaeneHna obnacrein
YAydWEHNA  OeATeNbHOCTM, pa3paboTkMm M ocywecTBieHMA Mmep No  Haubosnee nosHOMY
YyA0BNETBOPEHMIO TPEOOBAHUI U OXUAAHWMIA NOTpebuTeneir. MOHUTOPUHT NPOBOAAT Ha OCHOBE aHa/In3a
Nosly4eHHOM MHPOPMALLUM O KaYecTBe 0O6CNYKMBAHUA U AeATENbHOCTN OPraHM3aLMn B LeSIoM.

8.2. OOGDBLEKTOM MOHWUTOPUHIA ABAAETCA YAOBAETBOPEHHOCTb NoOTpebuteneit cneayromMmm
CTOPOHAMM AeATeNIbHOCTU OpPraHn3aLmu:

- KaYecTBO 06CNYKMBaAHMA NOTpebuTenen;

- "HbopMmMpoBaHue 06 ycayrax;

- NPOXOXKAEHME 3aMPOCOB, AOTOBOPA WM 3aKasa, BKOYAA U3MEHEHUS K HUM;

- 0bpaTHas cBA3b C NOTPEOUTENAMM, BKIIOYASA NPETEH3UU;

- penyTauma opraHusaumu.

8.3. MHdopmaumio ANnA OCYLLEeCTB/IEHUS MOHWUTOPWHIa YAO0B/ETBOPEHHOCTM noTpebutenein B
33aBMCMMOCTM OT UCTOYHMKOB NOAPA3AENAIOT HA BHELLHIOK U BHYTPEHHIOH.

8.4. lokasaTenu, ucnosb3yemble A8 MOHWTOPUHIa YAOBNETBOPEHHOCTU MOTpebutenelt Ha
OCHOBE BHYTPEHHEl MapKeTUHIoBOM WHOPMALMK, MNog/exKaT aHaAu3y U, Npu HeobxoaMmocTw,
aKTyaNM3aumMn 1 yTBEPXKAEHMIO. BHYTPEHHAA MapKeTuHrosaa nHoopmauma GopmmpyeTca B pesysbraTte
[OroBOPHON M BCel NPOM3BOACTBEHHO-X03AMCTBEHHOM AeATENbHOCTM OpraHM3aumu. B yactHocTH, moryT
ObITb YUYTEHbI TaKME MOKa3aTenun, Kak PocT Ynucna notpebutenei, NPOAONKUTENBHOCTb B3aUMOAENCTBUA
C HUMMW, YUCNO MPOSNIOHTMPOBAHHBIX M PACTOPrHYTbIX AOTOBOPOB, YMUCAO MPETEH3UMI, NOSYYEHHbIX OT
KOHTPAreHTOB Npu peannsalmm 40roBopos.

8.5. [lna MOHUTOPWHra yA0BAETBOPEHHOCTU NOTPebUTENE Ha OCHOBE BHELUHE MapKeTUHIOBOM
MHPOPMALUKN UCMONB3YIOT CeaytoWwme MeToapl:

- NpoBeAEeHNe ONPOCOB: AHKETUPOBAHME U UHTEPBLIONPOBAHUE;

- @aHa/IM3 NPETEeH3nI U obpaLLeHnit;

- aHa/nM3  BHYTPEHHWX MOKasaTenei paboTbl oOpraHusauum  (Hanpumep, 4Yucio MU
NPOAOIKUTENbHOCTb NEPepbIBOB B NOAaYe 3N1EKTPUYECKON U TEMNI0BOW SHeprum).

AHKeTbl O/1A U3y4YeHMA YO0BAETBOPEHHOCTU noTpebuTeneli paspabaTtbiBatoTca creuuanmcTamu
OpraHM3auum Ha OCHOBEe MpenBapwTe/IbHO COCTAB/IEHHbIX BOMPOCHWKOB C y4eToM MoTpebHocTn B
nccneno0BaHNM KOHKPETHbIX NoKasaTtenei.

Pe3ynbTaTbl MHTEPBbIO 4O/KHbI ObITb 3aPUKCUMPOBAHBI B MMCbMEHHOM BUAE, MPOAHANN3MPOBaHbI
W npeacTtaBaeHbl ona 0606LeHus.

8.6. B obuwem cnyvae oueHKa yaoOBNETBOPEHHOCTM noTpebuteneir moxKeT ObiTb NpoBedeHa Ha
OCHoBe:

- CpaBHEHMA NOKasaTesiei ¢ aHaIorMYHbIMM NOKA3aTeNAMM 4PYINX OpraHU3aLNii;

- CpaBHEHMA NOKa3aTeiel No pPas3INYHbIM BUAAM YCAYT, MPOLEeccam, CerMeHTaM PbIHKa;

- onpeaeneHna TeHAEHLMI B AMHAMUKE NOKasaTenen.

8.7. MOHWUTOPUHT YA0BNETBOPEHHOCTN NOTPebUTENE HA OCHOBE AAHHbIX, MOJYYEHHbIX B X0Ae
nposeaeHMA onpocos, GOKyC-rpynn v Ap., NOANEXKUT CUCTEMATUHECKOMY KOHTPOJIIO U aHaun3y.

8.8. Hakannueaemas wWHbopmauns o6 yAOBNETBOPEHHOCTM noTpebutenein [ONKHA ObiTb



CMCTEMATM3NPOBAHA MO C/leAYOWUM HAaNPaBAEHUAM:

- onpeaeneHHbIM BpeMeHHbIM Nepuogam (nonyrogue, rog);

- 06beKTaM MOHUTOPUHIA YAOBNETBOPEHHOCTM NOTpebuTenei;

- rpynnam notpebutenei n otaenbHbIM NOTPEOBUTENAM.

8.9. Pe3ynbTaTbl MOHWUTOPWHIAa PaCcCMATPUBAIOT MpPUM NPOBELEHUM aHanM3a CO CTOPOHDI
PYKOBOACTBA OpraHM3aLMM He peXe OAHOro pasa B rog AAa onpegeneHns Heobxoaumblx
KOPPEKTUPYIOLLMX U NpeaynpeKaatowmx 4enNcTBUA.

MpunoxkeHue A
(cnpaBoyHoe)

CUCTEMA ABTOMHOOPMWPOBAHUA

A.l. Cuctema aBTOMHOOPMMPOBAHUA MNOTPebUTENEel npepHasHayeHa ANA [OBEAEHUA A0 HUX
TMNOBOM MHbOPMaLLUM.

A.2. ABTOMH$OPMATOP UCMONb3YETCA:

- Npu MHPopmMpoBaHMKU noTpebuteneir 06 M3IMEHeHMAX B LLEHOBOW MOJUTUKE, MU3MEHEHUU
nepeyvHs NpeaocTaBAAEMbIX YCAYT;

- NPY YBEAOMIEHMWN O HeynaaTe 3a NpPefoCTaB/AeHHbIE YCAYIU C aApPecHbIM CoobLeHneM Cymmbl
DONra;

- NPY HANOMMHAHMKN O HEOBXOAMMOCTU NPOBEAEHMA MEPONPUATUIA;

- NpY NpeaynpexXaeHUn 0 NPUOCTAaHOBIEHMUM YCAYTY 3@ HeynaaTy U T.4,.

A.3. TpeboBaHUe K cMCTEMAM aBTOMHPOPMUPOBAHUA:

- BO3MOHOCTb XPaHEHMA PE3yNbTAaTOB ONOBELLEHMSA;

- BO3MOHOCTb XPaHEHMA CLLEHAapPUEB OMOBELLEHNSA;

- BO3MOHOCTb XPaHEHMA CMMCKOB OMNOBELLEHMSA;

- OTYET N0 OMOBELLEHUIO;

- MOHUTOPWHT NpoLEecca OMNOBELLEHUA B peXMME PeasibHOro BpEMEHMU;

- Ha3HaYeHwue 334aHMA Ha OMNOBELLEHMEe C YKa3aHWeM BPeMEHU Hayana U OKOHYaHUA;

- NepeKNtoYeHne Ha onepaTopa (ToNbKo Ansa TenepoHHOro aBToOMHGOPMUPOBAHKA).

A.4. ABToMHbOPMMpPOBaHME NOTPebuTenel NPOBOAUTCA CAeyoWUMN cnocobamm:

- TenedpoHHOE aBTOMHPOPMUPOBAHUE;

- E-mail-aBToMHpOpMMpoOBaHME;

- SMS-aBTouHbOpPMMpPOBaHME.

A.5. Cuctema TenedpoHHOro aBToOMHGOPMMUPOBAHUA NO3BOASAET NPOUTPbLIBATb 3BYKOBbIe dalinbl, a
TaKKe BOCMPOM3BOAMTb YMCAOBYHD MHGOOPMALMIO, HAaNpUMep: O CTOMMOCTM YCAYr, BPEMEHW, AaTe,
TenedOoHHbIX HOMepax W T.n. [aHHOe aBTOMHPOPMMPOBAHME MPOBOAUTCA Cpeau noTpebuteneit,
3aKNHOYMBLUMX C KOMMAHWEN AOTOBOP Ha NpeaoCcTaBAeHUE YCAyr, N0 HoOMepam TeniepOHOB, YKAa3aHHbIM B
J0oroBsope.

A.6. E-mail-aBTonHdopMmmnpoBaHne npoBoauTca cpeau notpebuteneit, 3aKAOUUBLIMX C
OpraHM3aunen AOroBop Ha NpefocTaB/leHWe YCAyr, NO agpecam 3/1eKTPOHHOW MoyTbl, A0O6POBONLHO
npeaocTaBieHHbIM NOTpebuTenamm.

A.7. SMS-aBTOMHpOPMMPOBaAHME NPOBOAMTCA Cpean noTpebutenei, 3aKNOMMBLLUNX C KOMNAHUEN
JOroBOp Ha MNpefocTaBiAeHWe ycayr, No Homepam MObuAbHbIX TenepoHos, [0H6POBOSIBHO
npeaocTaBieHHbIM NOTpebuTenamm.




