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|. OBNACTb NPUMEHEHUA

Hactoswmin gokymeHT «CTaHaapTbl kayecTBa 06CnyxuBaHus notpebutenen ycnyr» (aanee
- CTaHpapTbl) ABNSETCS BHYTPEHHUM HOPMATMBHBIM LOKYMEHTOM U NPUMEHSIETCS Ha BCEX YPOBHSIX
ynpaeneHns OAO «JleHaHepro.

Hactoawuin pokymeHt yctaHasnueaeT B OAO «JleHaHepro» (panee - O6wiecTso)
TpeboBaHus K:

opraHusauuv ob6cnyxuBaHuns notpebutenen yenyr;

OpraHu3auuv npouecca packpbITUs MHopMaLy;

BuaHec-npoLeccaMm O4HOMO M 3a04HOTO B3aWMOLENCTBUS C NOTPEOUTENAMI YCYT;

aTUKETy 0BCNyXMBaHMS NoTpeduTenen ycnyr;

NPOBELEHNIO UCCNEAOBaHUA [NS OLEHKW KayecTBa KIWEHTCKOTO CepBiCca ¥ aHanusa
MOMYY€EHHbIX pesynbTaTos.

TpebosaHns Hactoswero CrtaHgapta paspaboTaHbl B cOOTBETCTBMM CO CTpateruen
pasBUTMS 3NEKTPOCETEBOMO komnnekca Poccuitckon ®efepaun, YTBEPKAEHHON pacnopsikeHneM
Mpasutensctea Poccuiickoin ®epepauyun ot 3 anpens 2013 r. Ne 511-p (manee - Crpaterus
pasBUTKS 3NEKTPOCETEBOrO KoMnsekca), n onrocpoyHon nporpammon passutus OAO «Poccetn» B
paMKax peanusauuu nonoxeHun yteepxaeHHon CoseTom AaupektopoB ObuwiectBa [MonAMTUKN
B3anMOZEeNCTBns ¢ 06LecTBom, notpedbutensmm n opraHamu snactn OAO «PocceTuy.

[MonoxeHus HacTosiwero CtangapTa BknovaoT B cebst TpeboBaHus EQuHbIX CTaHAapToB
kayectBa OOCMyXMBaHWS CETEBbIMM OpraHU3aLMsMu NoTpedbuTenet yCnyr CEeTeBbIX OpraHM3auun,
YTBEPXOEHHbIX Npuka3oM MuHaHepro Poccum ot 15.04.2014 Ne186 (nanee - EAnHbIX CTaHOapToB
kayecTBa 0bCnyxuBaHus).

Hactodwmin  CtaHaapT pacnpoCTpaHseTcs Ha  B3aMMOOTHOLIEHUS  UCTOSTHUTENbHOIO
annaparta, (hunmanoB u CTPYKTYpPHbIX nogpasgeneHunin ObLecTsa npy B3anMOLENCTBAN C NnLamMM,
snsowmummcs notpedbutenamm ycnyr ObwecTtBa no nepegave 3neKTPUYECKOR SHeprm (3a
UCKIIOYEHMEM  CETEBbIX OpraHu3auwii, 3HeprocObITOBLIX OpraHu3auuii 1 rapaHTUPYHOLLMX
MOCTaBLLWKOB), B TOM YMcne 06CrnyxnBaeMbiX SHepProcObITOBOM OpraH13aLmnein 1 rapaHTMpYoLLmMM
MOCTaBLLMKOM, 1 nul, obpaTtmBlumxcs B OBLLECTBO C LIENbIO 3aKMo4eHNs foroBopa 06 okasaHuu
YCNyr no nepefavde dneKTpUYECcKON SHeprinu, OCyLLECTBNEHNUI TEXHOMOMMYECKOTO NPUCOEANHEHMS K
ONEKTPUYECKUM CETSM (3@ UCKMIOYEHNEM CETEBbIX OpraHu3aLuii, SHepProcBbITOBbLIX OpraHu3auuin u
rapaHTUPYIOLLMX NOCTABLLMKOB), a Tak e MHbIX YCyr, OkadbiBaeMblx OBLLecTBOM.

Hacroawwui CtaHaapT ycTaHaBnmBaeT TpeboBaHus K:

OpraHusauuy  B3aMMOAENCTBMS C  noTpebutensmn  ycnyr  NoCpeacTtBOM — OYHOMO
obenyxuBaHua Ha nnowaakax ogucos obcnyxusaHus notpebutenen ObLecTsa;

OpraHusauum 3a04HOro 06CnyxuBaHNS Yepes TenedoHHble LeHTpbl (KoHTakT-, call-ueHTpbl,
«ropsiYMe NUHUMNY);

OpraHusauuy 3a0vHOro OBCRyXWBaHUA NOCPEACTBOM CeTU  VIHTEpHET  (3NEKTPOHHOro
obcnyxuBanus) yepe3 JIMYHbI KabuHET (3NeKTPOHHbIM ogmc), WHTEepHeT-npuemHyto, E-mail
CEpBWCHI;

OpraHu3aLuy NpoLEecCoB B3aNMOLENCTBIUS C NOTPEOUTENAMM NPU OKa3aHWMW YCIYT;

KOHTPOIIO 3a COOMNIOAEHNEM KayeCTBa OKasbiBaeMbIX YCIyr U 06CnyxmBaHus notpebutenen
ycnyr ObuiecTBoMm;

opraHusauuu obpaTHon CBA3W No MHULUMaTUBE kak ObLuecTBa, Tak 1 noTpebutenei.

CraHpapT  4BnseTcs  OCHOBaHMEM  Ans  (DOPMUPOBAHWS (KOpPEeKTUPOBKK)
pernameHTypyloWmx W OpraHWU3aunMoOHHO-PaCoOPSAMTENbHBIX  JOKYMEHTOB,  MOMOXEHUA O
CTPYKTYPHbIX NOApa3sgeneHnsix, AOMKHOCTHbIX, PabouMx W NpOM3BOLCTBEHHBIX WMHCTPYKLMA
nenonHuTenbHoro annapata ObLecTsa, pUManoB 1 UX CTPYKTYPHbIX NOAPA3AENeHui.



Mpy NPOTMBOPEUMM MEXOYy WHbIMWA BHYTPEHHUMM OpraHW3aLOHHO-PACcMOPSANTENbHBIMM
OOKYMEHTamK, yTBepxaeHHbiM B OOLIECTBe, pernameHTUpYoWMMM OesTenbHOCTb B YacTu
B3aMMopdencTans ¢ notpebutensamu, um Hactosiwmum CTaHAapTOM, MPUMEHSKOTCA MONOXEHUS U
TpeboBaHus HacToswero CtaHgapTa.

II.HOPMATUBHbIE NMPABOBBIE AKTbI

B HacToswem CtaHgapTe yuTeHbl TpeboBaHus CrieaytoLmx HOPMaTUBHbIX NPaBOBbIX aKTOB:

[paxgaHckuin kogeke Poceuiickoin epepaumm;

®enepanbHbin 3akoH 0T 26 MapTa 2003 . Ne 35-03 «O6 anekTpoaHepreTukey;

®enepanbHbii 3akoH 0T 2 Mas 2006 r. Ne 59-03 «O nopsigke paccMOTpeHus obpatlueHuii
rpaxaaH Poccuickon Geaepaunmy;

®enepanbHbin 3akoH oT 6 anpens 2011 r. Ne 63-03 «O6 anekTpoHHON NOANUCHY;

®enepanbHbin 3akoH 0T 27 uons 2006 r. Ne 152-03 «O nepcoHanbHbIX AaHHbIXY;

®epepanbHblid 3akoH OT 23 Hosbps 2009 r. Ne 261-03 «O6 aHeprocbepexeHun u o
MOBbILWEHUN  SHEPreTUYeckon 3MPEEKTUBHOCTY M O BHECEHWW UW3MEHEeHWA B  OTAelbHble
3akoHogaTenbHble akTbl Poccuickon Gegepavmmny;

O®epepanbHbldl 3akoH oT 22 wons 2008 r. Ne 123-03  «TexHuyecknit pernameHt o
TpeboBaHMsAX NOXapHOM BE30NACHOCTMY;

O®egepanbHbin 3akoH oT 30 gekabps 2009 r. Ne 384-03 «TexHu4eckuit pernameHt o
6e30nacHOCTM 30aHN 1 COOPYKEHUINY;

3akoH Poccuitckon ®epepauum ot 7 pespana 1992 Ne 2300-1 «O sawwute npas
notTpeduteneny;

pacnopspkeHue [pasutensctea PO ot 3 anpens 2013 r. Ne 511-p «O6 yTBepxaeH
CTpateruu pasBuTis aNeKTPOCETEBOrO kKomnnekca Poccuitckon Gegepauuny;

nocraHosneHne [lpasutensctBa Poccuiickon ®epepauun ot 21 auBaps 2004 .
Ne 24 «O6 yTBEpXOEHUMN CTAHOAPTOB PACKPbITUS MH(OPMALMK CyOBEKTaMK OMTOBOTO U PO3HUYHBIX
PbIHKOB 3NEKTPUYECKOI IHEPTUMNY;

noctaHosnexne [lpasutenbctea  Poccuiickon  ®epepaumm ot 4 mas  2012rT.
Ne 442 «O (yHKUMOHMPOBAHWUN PO3HUYHBIX PbIHKOB 3MEKTPUYECKOA SHEPrUM, MOSHOM U (Mnn)
YaCTUYHOM OrpaHUYeHUM pexmma NoTpebneHns aNeKTPUYECKON SHeprnuy;

noctaHosnenne [lpasutensctBa Poccuiickon Pegepaumn o1 27 pekabps 2004 r.
Ne 861 «O6 yTBepaeHUM NpaBun HegUCKPUMUHALMOHHOMO AOCTyna K ycriyram no nepegave
ONEKTPUYECKON 3SHEepr W OKasaHWs 3TUX YCAyr, NpaBun HEAMCKPUMWHALMOHHOIO JocTyna K
ycrnyram no onepaTMBHO-GMCNETYEPCKOMY YNPaBREHWIO B 3NEKTPOIHEPreTUKE M OKasaHWs 3TUX
yCryr, npaBuil HEAUCKPUMUMHALMOHHOMO JOCTYNa K ycnyram agMWHUCTpaTopa TOProBoM CUCTEMbI
ONTOBOTO pblHKA W OKa3aHWA 3TUX YCAYr U NpaBuil  TEXHOMOMMYECKOr0  MPUCOeAUHEHUS
SHEPronpuUHUMAIOWMX  YCTPOMCTB  NOTpPebuTenei  anekTpuyeckon  dHeprn, OOBEKTOB MO
NPOU3BOACTBY ONEKTPUYECKOW 3HEeprM, a Takke OOBEKTOB 3NEKTPOCETEBOTO XO35MCTBA,
NpUHaZNEXaLlmx CeTeBbIM OpraHN3aLMaM 1 UHbIM NULAM, K SIEKTPUYECKUM CETAMY;

nocraHosnenne [lpasutensctBa Poccuidckon ®Pegepaumn o1 29 pekabps 2011 .
Ne 1178 «O yeHoobpa3oBaHuM B 06nacTu perynupyembix LieH (TapudoB) B 9NEKTPOIHEPreTUKEY;

nocraHosnenne [lpasutensctBa Poccuidckon ®Pepepaumn ot 31 pgekabps 2009 r.
Ne 1220 «O6 onpeneneHun npPUMEHSEMbIX MPU  YCTAHOBMEHWWM [LOMrOCPOYHbIX  TapudoB
nokasaTesiel HaeXHOCTW 1 Ka4eCTBa NOCTaBISEMbIX TOBAPOB 1 OKa3blBaEMbIX YCNyry;

npuka3 MunaHepro Poccum ot 7 anpens 2010 r. Ne 149 «O6 ytBepxaeHumn [Mopsigka
3aKII0YEHNS U CYLLECTBEHHBIX YCIOBUWM [OTOBOPA, PErynupytoLero yCrnoBus yCTaHOBKM, 3aMeHbI U
(nnm) akcnnyaTayum NnpubopoB yyeTa UCNOMNb3yeMbIX SHEPreTUYECKUX PECYPCOBY;


http://base.garant.ru/12161584/
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npuka3 Munanepro Poccum ot 15 anpens 2014 r. Ne 186 «O EauHbix cTaHgapTax kayecTsa
oBcnyxunBaHMsa CeTEBLIMW OpraHn3aLusMi NnoTpebuTenen yenyr ceTeBbIX OpraH13aLmuny;

npuka3 Munanepro Poccun ot 14 oktabps 2013 r. Ne 718 «O6 yTBepxaeHun Metoanyeckux
yKa3aHuii N0 pacyeTy YPOBHS HALEXHOCTU M KayecTBa MOCTaBMSEMbIX TOBApPOB U OKa3blBaeMbIX
YCIyr 4ns opraH13auuu no ynpaBneHuio eanHoN HaLumMoHanbHoM (0BLLEPOCCUINCKOI) ANEKTPUYECKOI
CETbIO U TEPPUTOPUATbHbBIX CETEBBIX OpraHu3aLmniny;

npukas ®CT Poccum or 24 oxradpsa 2014 1. Ne 1831-3 «O6 yTBepxaeHn hopmM packpbITHS
WH(opMaLmK CybbekTamm PbIHKOB SNEKTPUYECKON SHEPTM U MOLLHOCTY, ABASIOLLMMUCS CyBbekTa-
MW €CTECTBEHHbIX MOHOMOMNN.

B Hactoswem CraHgapTe uCMomnb30BaHbl CCbIMKW Ha Credyllwme HOpMbl, Npasunia w
CTaHgapTbl:

[paBuna ycTponcTBa 3M1eKTPOYCTaHOBOK;

CHuIT 21-01-97* «[MoxapHas 6e30nacHOCTb 3A4aHUin U COOPYXEHUIY;

CHuIT 31-06-2009 «ObLecTBEHHbIE 30aHNS 1 COOPYXKEHNAY;

CHuI 21-02-99* «CTosiHKM aBTOMOOMNENRY;

HMB 110-03 «lNepeyeHb 3aaHWI, COOPYKEHMI, MOMELLEHUA 1 0BOPYAOBaHWS, NOANEeXaLLMX
3almMTe aBTOMATUMYECKUMM YCTAHOBKAMM MOXAPOTYLUEHUS W  aBTOMATUYECKOA MOXapHOM
CuUrHanusaumeny;

HMB 88-2001 «YcTaHOBKM nNOXapOTyWeHMs W curHanusaumu. Hopmel W npasuna
NPOEKTUPOBAHMSAY;

FOCT 12.1.004-91 «Cuctema ctaHgaptoB BesonacHoctn Tpyga. NoxapHas 6e3onacHoCTb.
Obwme TpeboBaHUsY;

OCT P 53368-2009 «O6cnyxmBaHue noTpeduteneil anekTpuYeCcKon 1 TENNOBOMA SHEPTUMY.

lIl. TEPMWUHbI, ONPEAENEHUA, OBO3HAYEHUA U COKPALLEHUA

B HacToswem CtaHaapTe NpUMEHEHb! CeaytoLme TEPMUHbI.

LleHTp obpaboTku TenecthoHHbIX BbI30BOB (KOHTaKT-LeHTp, call-LeHTp) — COBOKYMHOCTb
obopynoBaHus, NporpaMMHOro obecneyeHunsi, COTPYOHUKOB KOMMaHuW, BusHec - npoueccos Ans
obecneyeHns 3aoyHoro obcnyxmBaHus notpebutenen. o dopme opraHusaumm call-LeHTpbl
Noapas3fensoTcs Ha Kateropuu: ayTcopcuHrosbli call-ueHTp, kopnopatusHbin call-ueHtp v call-
LieHTp no TpeboBaHuio.

KopnopatuBHbliii LieHTp 06paboTku TenedoHHbIX BbIZOBOB — TN KOHTaKT-LEHTpa, npu
KOTOPOM €ro TexXHUYeckas WHQPacTpyKTypa Haxogutcs B COBCTBEHHOCTM KOMMaHUM U
pasmellaetcs B cobcteeHHoM LIO[ (nata — ueHTpe), Ha paboynx MecTax COTPYAHUKOB KOMMaHUM
WU COTPYOHWKOB YNpaBnsioWei OpraHn3auuM YCTaHaBNWUBAETCA KMMEHTCKOe nporpaMMHoe
obecrneyeHne, CBA3b OCYLIECTBNSETCA MO BblgeNeHHbIM |IP-kaHanam wnu yepes MHTepHer.
O6cnyxuBaHue TEXHUYECKON MHPACTPYKTYpbl U MPOrpaMMHOr0 obecreyeHunst ocyLecTBrseTcs
KOMNaHue COBCTBEHHBIMW CUnamy.

CRM-cuctema (Customer Relationship Management) - cuctema ynpaBneHus
B3aWMOOTHOLUEHMAMM C  KIIMEHTOM, 4YacTb CUCTEMbl YMpaBfeHWs KOMMaHWei, nporpaMMHoe
pelleHne, asTOMaTuMpyloee 6uU3HEC-NpoLEecChl B3aUMOZENCTBUS € noTpebutensmu u
No3BONSAOLLEE NPOBOANTL aHaNU3 3TUX NPOLIECCOB.

Computer Telephony Integration (CTI)— TexHonorms, B KOTOPOM MHTENNEKTYanbHblE
KOMMbIOTEPHbIE  pecypcbl (anmapaTtypa ¥ nporpaMmHoe obecrneyeHne) NpUMEHSIITCH AN
OCYLLECTBIIEHUS UCXOAALWMX W MPUEMA BXOLALIMX 3BOHKOB W ANS yNpaBrieHus TenegOoHHbIM
COEAVHEHVNEM.

Intelligent Contact Manager (ICM) — cuctema aBTOMATUYECKOrO WMHTEMNEKTYasbHOro


http://ru.wikipedia.org/w/index.php?title=%D0%90%D1%83%D1%82%D1%81%D0%BE%D1%80%D1%81%D0%B8%D0%BD%D0%B3%D0%BE%D0%B2%D1%8B%D0%B9_call-%D1%86%D0%B5%D0%BD%D1%82%D1%80&action=edit&redlink=1
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pacrnpefeneHns BbI30BOB, BKMKOYAKOLWME B TOM u4uCre (OYHKLUAM OTCMEXMBAHUA COCTOSHUS
OnepaTopoB, MapLIPyTU3aLML UNK NOMELLEHUS B OYepean BXOASLLMX BbI30BOB, B3aMMOJENCTBUE C
KIMEHTCKUMU U CEPBEPHBLIMM NPUIOXEHNAMM, COOP CTAaTUCTUKM AN CO3AAHMS OTYETOB M NPOYEE.

Interactive Voice Response (IVR) — uHTepakTBHas WHMOOPMaLMOHHO-CPaBOYHaS
cucteMa npefBapuTenbHO  3anUCaHHbIX  FOMOCOBLIX  COOOLLEHWA, BbINOMHAOWASA  (PYHKLMIO
MapLupyTU3auMM  3BOHKOB MO  KaTeropusm  BHYTpU  KOHTaKT-LUEHTpa, aBTOMATUYEeCKOro
WH(OPMMPOBaHMS MO 3anpocam aboHEHTa C MOMOLLBIO TOHAmNbHOMO Habopa.

Short Message Service (SMS) — cnyx6a kopoTkux COOBLLEHMI TEXHONOIMA, NO3BONSIOLLAS
OCYLLECTBNATb NPUEM W nepesady KOPOTKIUX TEKCTOBLIX COOBLLEHN.

AGOHEHT — (PM3NYecKoe WK pUaNYECKoe UL, MHAMBUAYaNbHbIA NpeanpuHUMaTenb
obpatusLueecs no TenedoHHoMy Homepy call-LeHTpa.

ABTomaTusupoBaHHasa cuctema (AC) — cuctema, coctosilias U3 KOMMeKkca CpeacTs
aBTomMaTM3auMm U peanusyroias UHMOPMALMOHHYID TEXHOMOTUIO BbIMOSTHEHWUS YCTAHOBIIEHHbIX
Bu3HEC-NPOLLECCOB AEATENBHOCTH.

ABToMaTu3upoBaHHoe paboyee Mmecto (APM) — nporpaMMHO-TEXHUYECKWA KOMMIIEKC
aBTOMATM3MPOBAHHOM  CUCTEMbI, MpefdHasHaYyeHHbId Ons  aBTOMaTu3auuMnm  OeATenbHOCTY
onpeaeneHHoro Buaa.

ABTOMaTU3MpOBaHHbIM Moaynb (AM) - OTHOCMTENBbHO CaMOCTOSTENbHAs 4acTb
aBTOMATW3NPOBAHHOM CUCTEMbI, MpedHa3Ha4yeHHas Ans aBToMaTu3aumn BusHec-npouecca wnu
ceTn HusHec-npoLEecCcoB.

AAMUWHMCTPATOp — COTPYAHWK CTPYKTYPHOrO MOApasfeneHns no B3auMOAENCTBUIO C
notpebutensmm - LeHTpa OOCNYXWBAHWS KIMEHTOB, OCYLLECTBASAIOWMNA NEPBUYHLIN MPUEM W
aucneTyepusaumio noceTutenen ouca LeHTpa 06CnyXMBaHNS KIMEHTOB.

ABTopu3zauus (upeHTdMKauma) — npoBepka Nonb3oBaTens WUnKM NOCETUTENS CalTa Ha
NpaBo NpoCMaTpuBaTh ONpeLeNeHHble CTpaHuLbl canTa.

AHTUMOHONONBLHBLIA OpraH — OpraHbl WCMOMHWUTENBHOW BRAcTh, OCYLEeCTBASOWME
(OYHKUMM MO KOHTPOMK W Hagsopy 3a cobntofeHnem 3akoHOZaTenbCTBa O KOHKYPEHUWMWM Ha
TOBApPHbIX PbIHKAX W Ha PblHKE (IMHAHCOBLIX YCIYr, O €CTECTBEHHbIX MOHOMOMMUSX, O peKname, O
pasMeLLeHnn roCyAapCTBEHHOTO 3aKasa, a Takke W3A4aHW B npefenax CBOEW KOMMETEeHLuu
HOPMaTUBHbIX U MHAMBMAYANbHbIX NPABOBLIX aKTOB B YCTAHOBIEHHOM cdepe aestensHocTn - PAC
Poccun n TepputopuranbHble opradsl ®AC Poccuu.

Basa 3HaHMM — NOrMYeckn CTPYKTYPUPOBaHHbIN Habop WMHopMaLUUu B ONPEeAeneHHoi
0bnacTi 3HaHWit, BbIMOMHEHHbIN C Lenblo 0becneyeHns NOMHOTLI U akTyanbHOCTH UHAOPMaLMK O
npoueccax W (paktax AaHHOW obnactu. basa 3HaHWA COOEPXMT aKTyanbHble peLLeHus,
HeobXxoauMble COTPYAHMKY A1 PELUEHUST BOMPOCOB, CBA3aHHbLIX C MOBTOPSIOLMMUCS 3anpocamu U
npobnemamm.

BusHec-npouecc - NOMMYHbIA,  NOCNEAOBATENbHbIN,  B3aMMOCBSI3aHHLIA  HAbop
MepOonPUATHIA, KOTOPbIA NOTPEONAET pecypehl, CO3AAET LIEHHOCTL 1 BbIAAET pesynbTar.

Nata-ueHTp (data center) — cneunanuanmposaHHoe 3fgaHne AN pasMeLLeHus (XOCTUHra)
CEPBEPHOrO N KOMMYHMKALMOHHOTO 0BOpYAOBaHUS UM MOAKIIOYEHNS K KaHanam ceTw VHTepHer.
[laTa-LeHTp MCNONMHSET (yHKLMM 06paboTKK, XpaHEHMS 1 pacnpoCTPaHEHNs MHopMaLWM.

lapaHTUPYOLWMA NOCTABLUMK INEKTPUYECKOW IHEpruM - KOMMepYeckas opraHusaums,
KOTOPOM B YCTAHOBMIEHHOM MOPSAKE MPUCBOEH CTaTyC rapaHTUPYHOLLEro NOCTaBLUMKa, 0bs3aHHas B
COOTBETCTBUM C HOPMATMBHLIMU MPABOBbIMM  aKTaMW  3aKMYUTb  JOTOBOP  KyMIM-Npogaxu
ONEKTPUYECKON 3Heprn ¢ NtobbiM 06paTUBLUMMCS K HEN NOTPeBUTENEM 3NeKTPUYECKON SHEPTUM
nmbo ¢ NMUOM, AENCTBYIOWMM OT UMEHM M B MHTepecax NoTpebuTens SNeKTpUYEcKon SHeprum u
KENALLMM NprobPecTn aNeKTPUYECKYH0 SHEPIHIO.


http://ru.wikipedia.org/wiki/%D0%98%D1%81%D0%BF%D0%BE%D0%BB%D0%BD%D0%B8%D1%82%D0%B5%D0%BB%D1%8C%D0%BD%D0%B0%D1%8F_%D0%B2%D0%BB%D0%B0%D1%81%D1%82%D1%8C
http://ru.wikipedia.org/wiki/%D0%9A%D0%BE%D0%BD%D0%BA%D1%83%D1%80%D0%B5%D0%BD%D1%86%D0%B8%D1%8F
http://ru.wikipedia.org/wiki/%D0%A2%D0%BE%D0%B2%D0%B0%D1%80
http://ru.wikipedia.org/wiki/%D0%A0%D1%8B%D0%BD%D0%BE%D0%BA
http://ru.wikipedia.org/wiki/%D0%A0%D0%B5%D0%BA%D0%BB%D0%B0%D0%BC%D0%B0
http://ru.wikipedia.org/wiki/%D0%93%D0%BE%D1%81%D1%83%D0%B4%D0%B0%D1%80%D1%81%D1%82%D0%B2%D0%B5%D0%BD%D0%BD%D1%8B%D0%B9_%D0%B7%D0%B0%D0%BA%D0%B0%D0%B7
http://ru.wikipedia.org/wiki/%D0%A1%D0%B5%D1%80%D0%B2%D0%B5%D1%80_(%D0%B0%D0%BF%D0%BF%D0%B0%D1%80%D0%B0%D1%82%D0%BD%D0%BE%D0%B5_%D0%BE%D0%B1%D0%B5%D1%81%D0%BF%D0%B5%D1%87%D0%B5%D0%BD%D0%B8%D0%B5)

lFonocoBoM MOYTOBBLIA fWMUK — TEXHUYECKAs BO3MOXHOCTb KOHTaKT-LeHTpa OCTaBUTb
apgpecaty ronocosoe coobuieHne aboHeHTOM TenedOHHOM CETM.

[lononHuTenbHble ycnyrn — ycnyru, okasbiBaemble OBLECTBOM, HE OTHOCALMECA K
OCHOBHbIM BUaM LeATENbHOCTI KOMMaHUL: nepeaade nekTpu4eckoin 3HEPrun, TEXHONOTNYEeCKoMy
NPUCOEANHEHNIO 3HEPrONPUHUMAIOLLMX YCTPOWCTB (3HEPreTUYEeCKUX YCTAHOBOK) K 3MEKTPUYECKUM
CETAM KOMMaHWW, OnepaTUBHO-TEXHOMOMMYECKOMY YNpaBeHnto 06beKkTamMu 3neKTpoCeTeBOro
X0351CTBa.

Kanoba (npeTeH3us) - HanpaBneHHoOe NOTpebuTeNem yCnyr B aapec CETEBON OpraHu3aLmm
WM BOMKHOCTHOIO NMLa opraHn3auun, nbo KOHTPOMMPYIOLEro opraHa, NUCbMEHHOE WK YCTHOE
3asBNeHMe O HapyLeHUu npaB WM OXpaHSEMbIX 3aKOHOM MHTEpEecoB MnoTpebutens wunn ero
NpeACTaBUTENS (rapaHTUPYIOLLEro NOCTaBLUMKA, 3HEpProcObITOBON OpraH13aLuy 1 np.), B TOM Yucne
0 NpefoCTaBNEHUMN YCNyrn HEHaAeXaLLero kKayecTsa.

3aoyHoe oOcnyxuBaHue noTpeduTenew (3aouHbid  cepeuc) —  obcnyxuBaHue
notpebutenen ycnyr 6e3 NUYHOro KOHTaKTa C COTPYAHWKaMN CETEBOW OpraHW3aLym, B TOM YiChe Mo
kaHanam TenedOoHHO CBA3N, CeTU VIHTEPHET, NOYTE MK Yepes KITMEHTCKUIA SLLMK.

3asBuTenb - WHANMBMAYAlbHbIN NPeanpUHAMATENb, OPUANYECKOE UK (PU3NYECKOE NN,
3asBuBlUEE (MOJABLIEE B CETEBY OpraHW3auuio COOTBETCTBYIOLLYIO 3asBKY) O HaMepeHwu
MOnyYmMTb YCAyrYy.

3asBKa Ha OKasaHuMe ycnyr -— 3asBKa lOpugudeckoro nuua - /usndeckoro
nuua/MHaMBMAYanbHOrO NpeanpuHAMATens, HanpaeMneHHasi B CETEBYK OpraHM3auumio, C LEMbio
MOMyYeHUs YCIyrn M KOMMNEKT [OKYMEHTOB, NPEeLOCTaBMEHME KOTOPOro Heobxoaumo Ans
MOMyY€eHMs yCnyrum B COOTBETCTBMM C HOPMaMM LECTBYIOLLErO 3aKOHO4aTeNbCTRa.

3asiBKa Ha TEXHONOrM4YecKoe NPUCoeAMHEeHNe - 3asBKa OPUANYECKOro Nuua/dhuanyeckoro
nuua/MHaMBKAYanbHOMo NpeanpUHUMaTens, UMELLEero HaMepeHe OCyLLECTBUTL TEXHOMOMYECKoe
NPUCOEeANHEHNE BREPBble BBOAWUMbIX, paHee MPUCOEAUHEHHbBIX 3HEPrOMPUHUMAIOLLMX YCTPOMCTB,
MaKCUManbHasi MOLLHOCTb KOTOPbIX YBENWUYMBAETCS, a Takke M3MEHUTb KaTEeropul HagexHOCTY
9NEKTPOCHABXEHMS, TOUKM NPUCOEAMHEHNS, BUAbI MPON3BOACTBEHHON AEATENBHOCTM, HE BrEKyLLMe
nepecmMoTp (yBENMYEHNE) BENMYMHBI MaKCUMarbHON MOLLHOCTU, HO M3MEHSIKOLLME CXEMY BHELLHEro
ANEKTPOCHABXEHNS SHEPTONPUHUMAIOLLMX YCTPOMCTB 3asBUTENS.

WHTepakTBHOE OOCNYXuMBaHME (MHTEPAKTMBHbIA CEPBWC) — (opMa  3a04HOMO
obcnyxuBaHua noTpebuteneit ycnyr ¢ Mcnonb3oBaHnem cetn UHTepHeT, e-mail-cepaucos unu IVR-
CUCTEM.

WUHTepHeT-npuemHas — WHTepakTMBHAs MNpuemHas [Ana notpebuteneit Ha Beb-canTte
opraHu3auum.

WHdpacTpykTypa  3a0MHOrO  cepBMCA  —  COBOKYMHOCTb  B3aMMOCBSI3aHHbIX
0BCNYXMBAIOLMX  OPraHM3aUMOHHBIX  CTPYKTYP UMM ONEMEHTOB,  COCTaBRSAOWMX — W/Mnu
obecneynBaroLLmx OCHOBY (OYHKLMOHMPOBAHWS 3204HOM CUCTEMbI 0BCRYXMUBAHMS.

WUHdpacTpyKkTypa O4HOro cepBuca — COBOKYMHOCTb B3aUMOCBS3aHHbIX 0BCYXWBAIOLMX
OpraHn3aLyoHHbIX CTPYKTYP WM 3MEMEHTOB, COCTaBRAOWMX W/unu obecneynBatoLLmx OCHOBY
(hYHKLMOHMPOBAHNS O4HOM CUCTEMbI 0BCNYXMUBaHMS.

KaHanbl kOMMyHMKauui — cpepa, NyTM U cpeactBa MHMOPMALMOHHOTO obMeHa Mexay
notpebuTenem v opraHusaLmen.

KnueHTOOpMEHTMPOBaHHLIA NOAXOA — MOAXOL K OpraHu3auuu 6usHeca, B KOTOPOM
LOCTVWXEHWe CTpaTerMyeckux Lienel W yCTonumBoi mpubbINbHOCTM KOMMaHUMM OCHOBAHO, B TOM
yucrne, Ha obecneyeHnn NOSNbLHOCTU NOTpebuTenei ycnyr.

KnueHTCKMIA AWMK — AWK, NPeaHasHaYeHHbIn ans cbopa NMCbMEHHON KOPPECTOHAEHLMM
(NMMcem, aHKeT), ycTaHaBMBaeMbIi B JOCTYMHbIX AN noTpebuteneit MecTax.


http://ru.wikipedia.org/wiki/%D0%9F%D0%B8%D1%81%D1%8C%D0%BC%D0%BE
http://ru.wikipedia.org/wiki/%D0%9E%D1%82%D0%BF%D1%80%D0%B0%D0%B2%D0%B8%D1%82%D0%B5%D0%BB%D1%8C

KoMmnaHusa-y4acTHMK - KOMNaHus, npuHuMatowas Yyyactue B pabote LleHTpa
obenyxueanusa notpebutenen dunnana ObuiecTsa n 3aKknYMBLLIAS COOTBETCTBYIOLLMIA LOTOBOP.

KoHcynbTauums - ycTHas unu nuCbMeHHas peakuusi B OTBET Ha, COOTBETCTBEHHO, YCTHOE
WM NUCbMeHHoe obpalleHne noTpebuTens ycnyr, codepxallee 3anpoc Ha npefoCTaBreHue
KOHCYNbTaLuy Uv CpaBoYHON MHAOPMAaLK MO BONPOCaM AeATENbHOCTY CETEBOM OpraHu3aLmm.

KopnopatnBHbIin KOHTaKT-LeHTp — KaTeropusi KOHTaKT-LleHTpa, npu KoTopon obpaboTky
BXOZALUMX 1 MCXOASLLMX BbI30BOB NOTPebMTENen OCyLWECTBAST COTPYAHMKM KOMMAHUN.

JINYHbIN KabMHET KnMeHTa — COBOKYMHOCTb aApecHbIX MHOPMALMOHHO-MHTEPAKTUBHBIX
CEPBMCOB B 4aCTW B3aMMOAENCTBMA C NOTpebUTENAMM YCIyr MO TEXHONOrMYeckomy
NPUCOEOMHEHNIO, NEPeAaye  SNEKTPUYECKOM  SHepru, Y4eTy  NEeKTPUYECKOM  dHepriu,
LOMOMHUTENBHBIM YCIyram ¥ NpoYnM BoNpocam.

MapwpyTr3auua 3BOHKa — HanpaBneHne 3BOHKA annapaTHO-NPOrpaMMHbIMK CPeaCcTBaMM
B COOTBETCTBWW C 3aAaHHbLIMV MPaBMnaMnM MapLLpyTM3aLmn: B 0Mepedb OXWUOAHWS, MHTEPAKTUBHOE
rOf10COBOE MEHIO WUIU K OmepaTtopy.

Ob6ocHoBaHHaa xanoba — xanoba, no akry NpoBepkn KOTOpon Obina NoATBEpXKaeHa
OTBETCTBEHHOCTb TEPPUTOPUAnbHOA CETeBOM OpraHM3auuMm BO BHecygebHOM nopsigke unm
yCTaHOBNEHa B CyAeOHOM nopsigke 3a HapyweHWe npaB MW OXPaHSIEMbIX 3aKOHOM MHTEpPEeCcOoB
notpebutens ycnyr unum ero npeactaBUTENs (rapaHTUPYHOLEro MOCTaBLUMKa, 3HEProcObbITOBOM
OpraHu3auuv 1 np.), B TOM Y1CNE 3a NPEOOCTaBNEHNE YCYr HEHAANEXALLEro Ka4yecTBa.

OOpalweHne - HanpaeneHHoe noTpebuTenem ycnyr B agpec OpraHusauuu  unu
[OMKHOCTHOrO NLa OpraHun3aLy NMCbMEHHOE WK YCTHOE 3asiBIIEHUE MO BOMPOCaM AeATENbHOCTY
opraHusauuu. [ncbMeHHble 0OpalleHns HanpaensTCA NOTpeduTenem noCpeacTBOM MOYTHI,
(hakca, e-mail, MHTEPaKTMBHbIX CEPBUCOB 4Yepe3 CeTb «MHTEPHET», KMUEHTCKUN ALWMK U ApYyrux
kaHanoB. YCTHble 3asiBeHMs MOCTYnatT OT notpebutens npu ovHoM obpaiieHun B LleHTp
obcnyxuBaHusa notpebutenen, npu 3a04HOM 0bpalleHnn — B KOHTaKT-LEHTP OpraHn3auum.

OGpaTHas cBA3b — NpOLECC NOMyYeHUs MHOpMaLMK OT NOTpebuTens, cogepxallen ero
MHEHME O [AeATEeNbHOCTM KOMMaHWW, Ka4yecTBe MPefoCTaBNEHHbIX YCAYr WM KayecTee
0BcnyxnBaHMs COTPYAHUKaMM KOMMaHMK.

O6uwecTtBo (komnaHus, opraHusaums) — OAO «JleHaHeproy.

Onpoc (aHkeTupoBaHMe) - MeTtog cOopa NEPBUYHON MHOpPMALMM MyTeM onpoca
PECNOHAEHTOB (CaMOCTOATENBHOIO 3arnofHEHNS aHKETbI PECNIOHAEHTOM).

OT13bIB — 06paLLeHnst NoTpebuTenen yenyr, KOTopble CoAepKaT OLEHKY NPeaoCTaBNeHHbIX
YCNyr, Ka4yectBa OOCMyXWBaHUS COTPYAHMKAMM KOMMAHUM, a TaK Xe APYrMX KOMMOHEHT
obenyxuBaHms.

OTKpbIThle  fAaHHble -  MHopMauus, pasmelleHHass B cetu "MHTepHeT" B Buae
CUCTEMATM3NPOBAHHbIX  AaHHbIX, OpPraHM30BaHHbLIX B  (opmarte, obecneynBaioLleM ee
aBTOMaTM4eckylo 06paboTky 6e3 npeaBapuUTENbHOTO W3MEHEHUS MOCETUTENEM, B  Lensx
HeofHOKpaTHOro, cBoBoAHOro 1 BecnnaTHoOro NCNONbL30BaHUS.

OdmumanbHbIN CaUT OpraHU3aLmm - CainT B CETU VIHTEPHET, cogepKaluui MHopmaLmio o
LEATENbHOCT OpraHn3auumn, SMeKTPOHHBIA agpec KOTOPOro BKAKYAET AOMEHHOE UM, npaBa Ha
KOTOPOE MPUHALNEXUT OpraHu3auuMM WUNKM XONAWHIOBOW YNpaBRstOLLEN OpraHusauum, B COCTaB
KOTOPOM BXOAWUT OpraHm3aums.

OuyHoe obOcnyxuBaHue (OYHbIM cepBUC) — oBcnyxuBaHue noTpedbuTens nocpeacTsom
FIMYHOTO OYHOTO KOHTAKTa C COTPYAHUKAaMMU NOAPA3aeNeHNin KOMNaHuw.

Macnopt ycnyrm (npouecca) — [OOKYMEHT, COAepXaluil CUCTEMATU3MPOBAHHYK B
XPOHOSIOTMYECKOM MOpsiake MHGopMaumio 06 aTanax M O CpoKax OKasbiBaemow notpebutensm
ycrnyrn  (OCyLLecTBNSEMOro  mpouecca),  NOpPSAoK — OnpeferieHns  CTOMMOCTU  (ecnu


http://ru.wikipedia.org/w/index.php?title=%D0%9A%D0%BE%D1%80%D0%BF%D0%BE%D1%80%D0%B0%D1%82%D0%B8%D0%B2%D0%BD%D1%8B%D0%B9_call-%D1%86%D0%B5%D0%BD%D1%82%D1%80&action=edit&redlink=1
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3akoHogatenscTBoM Poccuickoin ®efepauun npefyCMOTPEHO B3UMaHWe nnatbl 3a UCMONHEHWE
ycnyru (npouecca), a Takke OnucaHue pesynbTaTa C yKasaHWeM HOPMATUBHbIX MPaBOBbIX aKTOB,
pernameHTUPYIOLLMX OKasaHWe COOTBETCTBYIOLLEN YCryry (OCyLLeCTBNEHMe npoLecca).

MepcoHanbHble pAaHHbIe NOTPeOMTENA ycnyr — UHOpMaLmMs, OTHOCAWaACa K
OnpefeneHHoMy WNW  OnpefenseMoMy Ha OCHOBaHUM TakoW WHGopMauuy nuuy (cyobekty
nepcoHanbHblX  fdaHHblX). K nepcoHanbHOW  MHGopMauum  U3MYeckoro nuua  OTHOCSTCS:
COBOKYMHOCTb MacrnopTHbIX AaHHbIX, (haMunus, UMs, 0T4ecTBO NoTpebutens; rog, Mecsly, Aata u
MECTO POXOEHWs; agpec peructpauuv; 4SS opuanyeckoro nnua COBOKYMHOCTb: HauMEHOBaHWe
opranusaumu, ¢.1.0. pykoBoanTens, pekBu3nTbl OpraHn3auuy.

Mepuon nukoBow Harpyskm (Busy Hour, Peak Hour) — nepuog BpemeHu B CyTku, Koraa
(hukempyeTtcs HambonbLuas Harpyska Ha HoMep KOHTaKT-LeHTpa.

lMnaH pacnonoxeHus 3HepronpUHUMalOLLUX YCTPOMCTB — CUTYaLMOHHBIN NaH 0bbekTa,
C YKasaHWeM KOHTypa rpaHWL 3eMeNibHro YyyacTka, reorpaduyecknx, afpecHbIX OPUEHTUPOB:
[0pOTK, MPOMbILLNEHHbIE 06BEKTbI, HAaHECEHHbIN Ha reorpadnyeckylo OCHOBY (kapTa MECTHOCTH)
BbINOSHEHHBIV 3aSBUTENIEM CaMOCTOSTENBHO W He TpebytLmii CornacoBaHus C MHbIMM NMLaMu
(3neKTPOHHbIN 0Bpa3 (hparMeHTa KapTbl).

MokazaTenn Ou3Hec-npouecca — KOMMYECTBEHHblE W/MNW KayeCTBEHHble MapaMeTpbl,
XapakTepuaytLme Bu3Hec-npoLecc 1 ero pesynbrar.

Motpebutens yenyr (notpebutenb) — notTpebutens ycnyr no nepeaave dnekTpUyecKoit
SHeprM (3@  WCKMKOYEHUEM  CeTeBbIX  OpraHu3auui, SHeprocObITOBbIX — OpraHusauum u
rapaHTUpPYHLLMX NOCTaBLLMKOB), B TOM Y1Cre 0BCnyxmBaemblii 3HeprocObITOBOWM OpraHu3almen unm
rapaHTUpylLMM NOCTaBWMKOM, MbO Nnuo, obpaTBLIEECS B CETEBYH OpraHW3auuio C Lesbio
3aKno4eHnst forosopa 06 okasaHWM yCryr no nepefave dNeKTPUYECKON 3HEPTN, OCYLLECTBIEHNN
TEXHOMOMMYECKOro MPUCOEANHEHUS K SNEKTPUYECKUM CETAM UMM OKasaHWW ApYyrux BWOOB YCryr
CeTeBOW opraHusaumen.

MpoueccHbIN noAxoA — NPUMEHEHWe ANS YNpaBfeHus LesTeSIbHOCTbI U pecypcamu
OpraHusauun CUCTeMbl B3aMOCBSA3aHHbIX NPOLIECCOB.

MyHkt no pabote ¢ notpebutensmu (MPM) - oduc obcnyxmBaHus, CO3AaHHbIA B
obocobneHHOM noapasaeneHun CeTeBOM OpraHn3aLmn U nNpegHasHayYeHHbln AN OYHOro npuema
notpebutenen ycnyr no BOMPOCAM  TEXHOMOMMYECKOro  MPUCOELMHEHWs, nepefauun W
pacnpefeneHns aneKTpPUYECcKOn 3HEPTM, OCYLLIECTBNEHMS NaTexen 1 NpoYuM BOMpocam.

Perynupytowmn opran — ®egepancHas cnyxba no tapudgam 1 opraHbl UCMONHUTENBHON
Bnactm cybbektoB Poccuiickon ®Pefepaumn B 06nact  rocyAapCTBEHHONO  PerynpoBaHus
TapudoB.

PecnoHAeHT — yyaCcTHUK ucCreaoBaHus (onpoca, aHKeTUpOBaHWUS M Ap.), SBMSOLMACS
WCTOYHWUKOM MEPBUYHOMA SMMUPUYECKON MHGOpMAL 06 13y4aeMblx SBINIEHUSX U NPOLECCaX.

PaiioH anektpuyeckux cetet (PAC) - nogpasaeneHne CETEBOI OpraHn3aLmm.

Cant - 06beanHéHHas noa ogHUM agpecoM (AOMEHHBIM UMeHeM unu IP-agpecom) B ceTy
VIHTEpHET COBOKYMHOCTb 3MEKTPOHHBIX JOKYMEHTOB ((halinos.).

Cepsuc (service - cnyx0a) — obcnyxusaHre noTpebuteneit ycnyr no BCeM HanpaeneHnsam
LEATENbHOCTA KOMMaHWK.

CounanbHO 3HauyMMble noTpebuTenn — NOTPEOUTENN  ANEKTPUYECKON  IHEPTUM,
OpUAMYECKUE NWLA, C NEPBOM KaTEropuen HagexHOCTU CHabXeHWs aneKTpo3Heprie, nepepbis
CHabXEHUSI KOTOPbIX MOXET MOBMEYb Yrpo3y XWU3HWU W 340POBbLI0 NtoAen, yrpody 6esonacHoCTu
rocygapctBa. K HWM OTHOCATCS MEAMUMHCKME YUPEXOEHUs, OpraHu3auuu CBsi3W, OBBEeKTb
KUMULLHO-KOMMYHANBHOTO X035MCTBA, 00BEKTLI BEHTUNSALMM, BOAOOTNINBA U OCHOBHbIE NOABEMHbBIE
YCTPOWCTBA YroSibHbIX U FOPHOPYAHBIX OpraH13aLuid, METPOMNOSUTEH U Ap.


http://www.onlinedics.ru/slovar/ojegov/u/uchastnik.html
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Cuctema aBTOMH()OPMUPOBAHMA — ABTOMATU3MPOBaHHAs cuctema KOHTaKT-LeHTpa no
OMOBELLEHMIO 6OMBLLOrO Yncrna aboHEHTOB B LieNsX 4OBEAEHMS 40 HUX TUMOBON UHGOpMaLmM.

Cuctema ayamosanucu — cuctema KOHTaKT LeHTpa, OCyLecTBMsWas 3anucb BCex
TeneMOHHbIX NeperoBopPOB COTPYAHUKOB KOMMAHWUK C NOTPEBUTENSMM YCyT.

Cuctema obcnyxuBaHua notpedbutenen ycnyr (COMY) -  COBOKYMHOCTb
B3aMMOCBSI3aHHbIX NPOLECCOB, TPYA0BbIX 1 MPOrpaMMHO-TEXHUYECKIUX PECYPCOB, HANPAaBIIEHHbIX Ha
pasBuUTHE KIIMEHTOOPWUEHTUPOBAHHOMO NOAXo4a MpW OKasaHWWM YCRyr KOMMaHWeh C  Lesbio
MOBbILLEHNS APEEKTUBHOCTI O4HON 1 3a04HOM PopM oBcnykMBaHMS noTpebuTenen.

TeppuTOopUA OTBETCTBEHHOCTW (30Ha OTBETCTBEHHOCTM) CETEBOM OpraHu3aumm -
TEPPUTOPKS, B rPaHMLaX KOTOPOW pacnonoXeHbl, NpUHaanexalye Ha npase COBCTBEHHOCTU WU
WHOM YCTaHOBMIEHHOM (heaepanbHbIMKA 3aKOHaMM OCHOBaHUM CETEBOW OpraHu3auuu, O6bEKTbI
9NEeKTPOCETEBOr0 X035AWCTBA, HE OTHOCALUMECS K €AWMHOA HaLMOHanbHOW (0BLLEePOCCHMICKON)
ANEKTPUYECKON CeTH, C WUCMONb30BaHNEM KOTOPbIX CETEBas OpraHu3auus OkasblBaeT YCryru no
nepefaye oneKTPUYECKOW SHeprun, a Takke OCYLEeCTBNSeT B YCTAHOBIIEHHOM MOpsaKe
TEXHOMOTMYECKOE MPUCOEAMHEHNE SHEPrONPUHUMALOLLMX YCTPOUCTB (3HEPTETUYECKUX YCTAHOBOK)
3asBUTENEN K ANEKTPUYECKUM CETAM.

TepputopuanbHas ceteBas opraHusaumua (TCO) — opraHusaums, BnagetLlast Ha npaee
COOCTBEHHOCTN WX MHOM YCTaHOBMIEHHOM (befepanbHbIMW 3aKOHaMW OCHOBaHWWM 0BbekTamu
9NEKTPOCETEBOr0 X035ACTBA, HE OTHOCALMMUCA K €OMHON HALMOHAmNbHOM (0BLLEPOCCUMIMCKOI)
9NEKTPUYECKON CEeTU, C UCMOMb30BAHMEM KOTOPLIX Takas OpraHu3auus okasblBaeT Ycnyru no
nepefaye oneKTPUYECKOW SHepruu, a Takke OCYLEeCTBNSeT B YCTAHOBMIEHHOM MOpsaKe
TEXHOMOTMYECKOE MPUCOEAMHEHNE SHEPrONPUHUMALOLLMX YCTPOUCTB (3HEPTETUYECKUX YCTAHOBOK)
3asBUTENEN K 3NEKTPUYECKAM CETAM.

TexHMYecKue ycnoBus — QOKYMEHT, ONpedensitownii 0bbem TeXHUYeckux TpeboBaHuin 1
MepONnpUSATUNA, BbIMOMHEHNE KOTOPbIX O06ECMEeYUT TOTOBHOCTb K MPUCOEAMHEHWID YKa3aHHOTO B
3asBKe 3asBUTENIS SHEPronpUHUMAIOLLEro YCTPONCTBa, 0BbekTa No NPOWU3BOACTBY ANEKTPUYECKON
SHeprum unu obbekTa 3MeKTPOCETEBOTO XO3AMCTBA APYrUX SNEKTPOCETEBLIX OpraHu3auui K
ONeKTpUYeckuM  ceTaM  ceTeBOi  opraHmsaumn.  CoaepxaHue — TEXHWYECKMX  YCrOBUM
yCTaHaBIMBAETCA B COOTBETCTBMM C TpeboBaHusMu [1paBun TEXHONOMMYECKOTO NPUCOEONHEHMS
SHEPronpuUHUMAIOWMX  YCTPOMCTB  NOTPebuTenei  anekTpuyeckon  dHeprn, OOBEKTOB MO
MPOU3BOACTBY ONEKTPUYECKOW 3Hepr, a Takke OOBEKTOB 9MEKTPOCETEBOrO XO3SICTBA,
NpUHaZNEexaLlmx CeTeBbIM OPraHM3aumaM 1 UHbIM NALAM, K SNEeKTPUYECKUM CETAM, YTBEPKAEHHbIX
noctaHoBneHnem Mpasutensctea Poccuiickon ®egepaumnn ot 27 aekabps 2004 r. Ne 861, 1 MHbIX
HOPMATMBHbIX NPaBOBbIX AKTOB.

TexHonoru4yeckoe npucoeauHeHMe — KOMNMEKCHas npoueadypa, 3dTanamum KOTOPOU
SBNAOTCS:

noAaya 3asiBKK Ha TEXHOSIOTMYECKOE NPUCOEANHEHME;

3aKITl0YeHne JOroBopa Ha TEXHOMOrMYECKOe NPUCOEaNHEHNE;

BbINOSIHEHME CTOPOHAMU OrOBOPa MEPONPUATUIA, NPesyCMOTPEHHbIX 4OrOBOPOM;

nonyyeHune paspeLeHns PoctexHagsopa Ha AonycK B aKkcnnyaTaLmio 06bekToB 3asBuUTens;

OCYLLECTBIIEHNE CETEBOM OpraHu3aumen  (hakTUYECKOro NpPUCOEAMHEHUst  0OBEKTOB
3asBUTENS K ANEKTPUYECKUM CETAM;

(PAKTUYECKWIA NPUEM (nofava) HanpsHKEeHUs U MOLLHOCTY;

coCTaBneHue akta 06 OCyLeCTBNEHUN TEXHONOTMYECKOTO MPUCOEAMHEHUS, aKTa
pasrpaHnyeHust rpaHuL, 6anaHcoBOM NPUHAANEXHOCTM M akTa pasrpaHnyeHust aKCnnyaTaLyoHHON
OTBETCTBEHHOCTM..

dakTuyeckoe NPUCOEAUHEHWE — KOMMMEKC TEXHWYECKUX W OpraHM3auMOHHbIX
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MeponpusTuin, obecneunBaiolLmx GrUan4eckoe COeQUHEHNE (KOHTaKT) 0BBEKTOB 3MEKTPOCETEBOMO
X035MCTBA UCMOMHUTENS 1 OOBEKTOB 3asBUTENS (SHEPrONPUHUMALOLLMX YCTPOICTB, IHEPrETUYECKNX
YCTAHOBOK W 9NEKTpUYeckux ceTer) 6e3 ocywlecTBneHus akTuyeckon mnogaum (npuema)
HanpsHKEHNS M MOLLHOCTU Ha 0ObEeKTbl 3asBUTENS ((hUKcauMs KOMMYTALWMOHHOrO anmnapata B
NONOXEHWUN KOTKMOYEHON).

dakTuyeckun npuem (nogava) HanpsXKEHUA U MOLYHOCTU — KOMMEKC TEXHWUYECKUX W
OpraHu3aLyoHHbIX MeponpuaTuiA obecneunBatoMin nogady (MpUeM) HanpsHKEHUs M MOLLHOCTM
(ukcaums KOMMYTALUMOHHOMO annapata B MOMOXEHWW «BKMOYEHO») Ha OOBEKTbI 3asBuTENS
(3HepronpuHUMatoLLe YCTPONCTBA, IHEPTETUYECKWE YCTAHOBKM U NIEKTPUYECKNE CETH).

Llentp obcnyxuBanuna notpebutenein (LIOM) - ocuc obcnyxmBaHus, npegHasHaYeHHbIN
ONs  OYyHOro npuema obpalleHuin noTpebuteneit ycnyr no BOMPOCaM  TEXHOMOrMYECKOro
NPUCOEANHEHUS, Nepeaayn u pacnpeaeneHus aNeKTPUYECKON SHEPTM, OCYLLECTBIIEHUS NNATEXEN,
1 co3aaHMs KOM(OPTHOW, SPrOHOMIUYHON Cpedbl B3aUMOAENCTBUA C NOTPebUTENAMM, NOBbILLEHMS
3(hHEKTUBHOCTI 0BCNYKMBAHUS.

AneKkTpoHHOe obpaweHue (MHTepakTMBHOE) — dopmMa  3a0yHOro  obpalleHus,
HanpaBneHHoOro notpebuTenem ycnyr B afgpec opraHu3auuu Mo OnpeaeneHHbIM opraHusauuei
KaHanam CBsi3u ¢ ucnonb3oBaHneM cet MHTepHeT, e-mail-cepsucos nnu IVR-cuctem.

JHeprocoObITOBbIE OpraHM3auMu -— OpraHusauny, OCYLECTBMSWME B KavecTse
OCHOBHOMO BUAa LEATENbHOCTU NpOAaxy ApYrMM nnuaM Npou3BELEHHOW Wnu npuobpeTeHHoON
ANEKTPUYECKON SHEPTUN.

K03abunutn - MakcumanbHas cTeneHb ynobCcTBa M 3PrOHOMWYHOCTM NPOAYKTa A1
notpebutens, onpegeneHHas Hactoawmm CtaHgapToMm.

B HacTosiem CtaHgapTe npyMeHeHbl crieaytoLme 0603HaueHs 1 COKpaLLeHMs:

AC aBTOMaTU3NpOBaHHas cucTema

AM aBTOMATM3MPOBaHHbI MOZYMb

APM aBTOMaTU3MpPOBaHHOE paboyee MecTo

b1 BusHec-npouecc

P3C panoH 3NEKTPUYECKNX CETEN

Nno NpOM3BOACTBEHHOE OTAENEHMe unmana ObuiecTsa
MNP NYHKT No paboTe ¢ noTpebutensamu

TCO TeppuTOpManbHas ceTeBas opraHu3aums

Lorn LieHTp obcnyxusaHns notpebutenen

oLOmM defepanbHblil LeHTp 06CnyxunBaHWa noTpedutenei

CRM Customer Relationship Management, cuctema ynpasneHnst B3auMOOTHOLLEHUSAMU C
notpebutensmu
IVR Interactive Voice Responder, HTEpaKTUBHbIA aBTOOTBETHUK.

IV. OCHOBHbIE LIENA U 3A0AYU

Llerv v 3agaun B 06nacTu B3auMoaencTsns ¢ noTpebutensiMu onpegeneHsl B COOTBETCTBUN
co Ctpaterven pasBuTUS 3NEKTPOCETEBOTO KoMmnnekca M [JonrocpoyHOM NporpaMMon pas3suTus
OAO «Poccetu» no HanpaeneHusm «[loBbilleHne KavecTBa obcnyxuBaHus, obecneyveHue
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yooBneTBopeHHocTn notpebutenen» n «ObecneyeHne JOCTYNHOCTU MHGPACTPYKTYpPbI U CO3aaHNe
YCIOBWA ANt 3KOHOMUYECKOTO POCTay, ¥ BKIHOYALOT:

MOBbLILIEHNEe  [OCTYMHOCTM  3MEKTPOIHEPreTUYECKON  MHAPACTPYKTYypsl B YacTy
TEXHOMOMNYECKOro NPUCOENHEHUS NOTpebuTenen;

NOBbILUEHME KayecTBa 06CNyXuUBaHNUS NoTpebutenen;

CHWKEHWE KOMYeCTBa 9TaroB TEXHOMNOMNYECKOro NPUCOEANHEHUS K SNIEKTPUYECKUM CETAM,
k 2015 rogy ¢ 10 go 6 n k 2018 rogy £o 5;

MOBbILLEHWE YPOBHS YAOBNETBOPEHHOCTM NOTPeOUTENEN Ka4yeCTBOM YChyr;

obecrneveHne TeppuTOpUAnbHOW  BOCTYMHOCTM M KOMCDOPTHBIX — YCNOBWW  OYHOMO
obenyxuBaHusa notpebutenen ycnyr;

pasBuTe M obecneyeHne [OCTYMHOCTW 3a04YHOTO U 3MEKTPOHHOMO (MHTEPaKTWUBHOIO)
obenyxuBaHusa notpebutenen ycnyr;

YCUINEeHNe OTBETCTBEHHOCTU CETEBbLIX OpPraHu3aLMin 3a HaLEeXHOCTb W Ka4yecTBO OKa3aHWS
yCIyr.

MonuTukoir B3aMmogencTsmns ¢ o6LecTBOM, NOTpebMTENsIMM W OpraHamu BracTu
OAOQ «PocceTuy» B Kavectse LUeneBoro  OpWEeHTMpa  OnpedeneHo  BHeApeHue
KIMEHTOOPMEHTUPOBAHHOMO MOAX0AA B [EATENbHOCTb CETEBbIX OpraHv3auui U NOBbIIEHUE
[0BEPUSt CO CTOPOHbI MoTpebuteneir. OCHOBHas 3afaya KIMEHTOOPUEHTUPOBAHHOTO Noaxoda -
(hOpMUPOBaHWe NOSANBHOCTK MOTPebuTeNel yCryr K opraHu3auuu 3a cyeT AOCTYMHOCTU YCRyT,
KayecTBEHHOr0 obcrnyxuBaHus notpebutenen n yooBneTBOPeHUs WX NOTpebHOCTel B KpaTko- W
[ONTOCPOYHON NEepCreKTUBE.

MonuTukoir B3aMmogencTsmns ¢ ob6LecTBOM, NOTpebMTENsIMM W OpraHamu BracTu
OAO »Poccetn» onpegeneHbl crneayowme pykoBoasLLMe NPUHLMNbI:

ObecneyeHne kayectBa W [OCTYMHOCTM YCNYr B COOTBETCTBAW C AEUCTBYHOLMM
3aKoHofaTensCcTBOM Poccwiickon denepaumm.

MloctaTtoyHas MH(POPMMPOBAHHOCTL NOTpPebuTenen o0 KomnaHun u ycnyrax. lNonHas u
[OCTOBEPHas MHgopmaums 060 Bcex npouedypax B3aUMOAEWCTBUS C CeTeBOW OpraHu3auunent
HOCUT nybnWYHbIN XapakTep, NPeRoCTaBnseTcs B LOCTYNHOW dopme Ans notpebutens ycnyr.
[laHHbIN NpUHUMN npegynpexnaeT HeobxoammocTb obpalleHns noTpebutens B KOMNaHW Ans
MOMyYeHUs CMPaBOYHON MHPOPMALMM U KOHCYNbTauuit, ¥ Kak CreactBue, CHUXeHue
TPaH3aKLUMOHHbIX 3aTpaT KOMMaHU.

TeppuTopuanbHas JOCTYNHOCTb U KOM(POPTHBLIE YCIOBMA OYHOTO CepBUCa KOMMNAHUM.
PacnonoxeHue UMHMPaCTPYKTYPHbIX 3IEMEHTOB OYHOTO cepauca (0McoB  0BCNYXMUBAHWS
notpebutenen) obecneumBaeT nNOKpbITME 30HbI  OTBeTCTBEHHOCTM [30 UM [OCTYNHOCTb
obcnyxusanua notpebutenen ycnyr. OuHbIn cepBuC YAobHbIN Ans BCeX rpynn notpebutenei u
opraHusoBaH ¢ cobniogeHnem EAuHbIX CTaHOapToB  KayectBa  0BCRyXWBaHUS CETEBbIMU
opraHusauusMu notpedutenen yenyr.

[locTynHOCTb M ONEpaTUBHOCTb 3A0YHOTO W  3NEKTPOHHOro (MHTEPaKTUBHOIO)
obenyxuBanua. CeTeBasi opraHusauus obecneynsaeT KpyrnocyTOYHbIA AOCTYN K TeneOHHOMY
0BCNyXMBaHMIO W OMEpaTMBHOCTb peakumy Ha 3anpocbl notpebutenen. K anekTpoHHOMy
(MHTepaKkTMBHOMY) 0BCNyXWBaHMIO B CeTW «MHTepHET» opraHu3oBaH YOOOHBIA WM CKOPOCTHOM
[O0CTYN, WHTepdeinc N MHCTPYMEHTapUM WHTEPaKTUBHOTO CEPBMCA SPrOHOMUYHLI U WHTYUTUBHO
MOHSATHbI ANs noTpebutenen.

KsanudmumpoBaHHoe ob6cnyxuanme. OpraHusaums Bcex hopm cepauca obecneunsaet
BbICOKMI YPOBEHb KBanMuKaLmm 1 KOMNeTeHL 06CYXMBAIOLLETO NEPCOHana opraH13aLmm.

Mpo3payHocTb GU3Hec-npoLeccoB obcnyxuBaHUA notpedutene U 06BHEKTUBHOCTb
paccMoTpeHus xanob notpebutenen. BusHec-npouecchl obcnyxuBaHus noTpebutenei
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thopMann3oBaHbl, ONUCaHbI 1 NPO3payHbl ANs 00ECNEYEHUst KOHTPONMPYEMOCTU W YNpaBnsieMOCTH
npoLieayp B3auMOAEeNcTBUS ¢ noTpedutensmn. CeteBas opraHu3aums obecreumBaeT 06bEKTUBHOE
W HENpeaB3sTOe PACcCMOTPEHME Xarnob B YCTAHOBMEHHble CPOKW, BO3MOXHOCTb 0OXanoBaHus
PELLEHN, MOPSAOK KOTOPOrO AOBOAMTLCS A0 MOTpebuTeneil B COOTBETCTBUM C MPUHLMMOM
[0CTATOYHOCTY UH(OPMUPOBAHMS.

V.OPFAHU3ALIMA CUCTEMbI OBCNYXWBAHWUA NOTPEEUTENEN
V.  OBLIKME NONOXEHUA

[Ins nocTpoeHns apdeKTUBHOM CUCTEMbI B3aUMOLENCTBUSA C NOTPEOUTENSMM YCIyr Ha BCEX
YPOBHSIX CTPYKTYpbl ynpaeneHust OO6LwiectBa [OMKHbI  (PYHKLMOHWMPOBATL  OpraHM3alnOHHbIE
9NEeMEHTbI AaHHOM CUCTEMbI, UK YKa3aHHble dNEMEHTbI CUCTEMbI JOIKHbI ObiTh LIEHTPanM3oBaH.l
no rpynne komnaHwii «PocceTu» U (DYHKUMOHMPOBATL Ha TEPPUTOPUM  3KCMyaTalMOHHOM
oTBeTcTBEHHOCTU ObLecTBa.

Ha ypoBHe ucnonHutensHoro annapata ObLlecTtBa (yHKLMM NO KOOPAWMHALMA N KOHTPOMHO
paboTbl CUCTEMbI B3aUMOAENCTBUA C MOTPeOUTENnsMU YCnyr OCyLecTBRSeT nodpasdeneHue no
g3aumodetcmeuto ¢ nompebumenamu  OOLEeCTBa, KOTOPOE MOAYMHSETCA  3aMECTUTENH
reHepanbHoro aupektopa OBLLecTBa No pa3gumuto U peanusayuu ycrnye.

[ModpasdeneHue no g3aumodelicmeurd ¢ nompebumenamu WCNOMHWUTENBHOrO annapata
ObuiectBa OCyLLECTBNSIET METOAONOrNYECKMe, KOHTPOMbHbIE W KOHCONMMAMPYOLLME (YHKLMK, W
peLLaeT criegyroLime 3agavm:

a) pa3paboTka KpaTKOCPOUHbIX, CPEAHECPOYHbIX W LONMTOCPOYHBIX CTPATErMin AeATENbHOCTH
ObulecTa B 061aCTV B3aMMOLENCTBUS C NOTPEOUTENAMU YCNYT;

0) pa3paboTka METOAOMNOTMYECKNX W PErMaMEHTUPYIOWMX [OKYMEHTOB B  0bract
B3aMMOAENCTBNSA C NOTPebuTensamMm ycnyr;

B) 00Was koopavHauus OesTenbHOCTM no  obCnyxuBaHWto noTpebutenen ycnyr Ha
TeppuTopunM 0TBETCTBEHHOCTN Ob6LiecTBa, pa3BUTME W KOHTPOMb B 06nacTu B3aMMOZENCTBUS C
noTpebutensmu ycnyr;

r) MOHUTOPUHT KayecTBa obcnyxuBaHus notpebutenen B O6LWecTBe ¥ KayecTBa ycnyr
KOMNaHWn B 0BnacT TEXHONOMMYECKOro NPUCOEAMHEHMS U NEpPeaayn aNeKTPOIHEPriN, BbISBNEHNE
nMetoLmxcs npobnem;

1) (PopMMpOBaHIE 1 pa3BUTME KaHaNoB 0BpaTHON CBA3M C NOTPEOUTENSMM YCYT;

) KOHTpOnb cobnoaeHnst TpeboBaHun HacToswero CTaHaapTa, UCMOMHEHWUst CTaHaapToB
OpraHu3auuu, pernameHToB, a TaK Xe ApYrux opraHu3aLnoHHO-pacnopsauTeNbHbIX JOKYMEHTOB B
obnacTu B3anMogencTams ¢ noTpebutensmu ycnyr, AeACTBYIOLMX B KOMNAHWMK.

Ha ypoBHe annmapata ynpaenenus unuana Obuwectea paboty  cUCTEMb
LileHTpanu3oBaHHoro obcnyxuBanus noTtpebutenei ycnyr obecneunBaeT nodpasdeneHue no
g3aumodelicmeuto ¢ nompebumenamu 1 NOAYUHAETCS HENOCPEACTBEHHO 3aMECTUTENI0 AMpeKTopa
(hunuana no pasBuTMIO 1 peanu3anmn yenyr.

[TodpasdeneHue no e3aumodelicmeuto ¢ nompebumenamu Ha YpPOBHe annaparta
ynpaBneHus unuana OCyLecTBNSET KOHTPOMbHbIE M KOHCOMMAMPYIOWME PYHKUMM, U peliaeT
cnegytoLLme OCHOBHbIE 3aJauu:

a) OPraHM3aLMs  KayeCTBEHHOrO CEepBACA MPU  OYHOM, 3304YHOM  OOCMYXWBAHWM
notpebuteneit ycnyr ¢ y4eTom TpeGoBaHmii HacToslero CTaHaapTa, CTaHAapTOB OpraHu3aLuy,
PErnaMeHToB, a TaK Xe APYrMX OpraHu13aLUXOHHO-PacropsaUTENbHbIX AOKYMEHTOB B o0GracTy
B3aUMOLIENCTBISA C NOTPEBUTENSAMM, IeNCTBYIOLIMX B OpraH13aLmiu;
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6) KOHTPOSb UCMONHEHUS MEPONPUATIIA N0 0bpaLLeHnam noTpebutenen;

B) (DOPMUPOBAHWE aHANWUTUYECKOM OTYETHOCTWM MO B3aMMOAENCTBUIO C noTpebutensmu
ycnyr, aHanu3 paboTtbl unnana O6LyecTBa N0 KMMEHTCKOMY HaNpaBiEHNIO;

r) NPOBefeHNe MapKeTUHIOBbIX UCCNEeA0BaHU N0 U3MEPEHUIO YPOBHS YAOBIIETBOPEHHOCTH
notpebuTenen ycnyr n ka4yecTsy 06CnyXnBaHMS;

1) KOHTPOMb KayecTBa obcnyxuneaHus notpebutenen B pununane ObLecTsa;

e) KOHTponb cobntogenns TpeboBaHun HacToswero CtaHaapTa, MCMOMHEHUS CTaH4ApTOB
OpraHu3auuu, pernamMmeHToB, a TaK Xe APYrMX OpraH13aLMOHHO-PacnopsaanUTENbHbIX LOKYMEHTOB,
LENCTBYIOLLMX B OpraHn3aLmm.

[pn TpexypoBHEBOW CXeMe YnpaBrieHUs onepauuoHHble GYHKUMM N0 B3aUMOLEUCTBUIO C
notpebutensmu ycnyr BbinonHsawTcs B MO u POC dwnmana, a Tak Xe 4aCTUYHO MOryT
OCYLLECTBNATLCS HA YPOBHE annapata ynpasneHuns dunuana ObuiecTsa.

[pu ABYXYPOBHEBOW CXeMe YNpaBneHUst OnepaLroHHble (PYHKLUMM MO B3aUMOLENCTBUIO C
noTpebutensamm ycrnyr BbINOMHSAIOTCS Ha YPOBHE anmapata ynpasneHus cdunuana ObwecTtsa n B
P3C dwunuana.

[py OBYXYPOBHEBOW OMEPALMOHHON CXeMe YNpaBneHus onepauuoHHble QYHKLMM o
B3aMMOJENCTBUIO C NOTPebUTENsMKU YCryr OCYLLECTBNSIOTCS Ha YPOBHE annaparta ynpasneHus
dunnana n PI3C O6uectBa, a TaK Xe YaCTUYHO MOrYT OCYLLECTBNATLCA Ha YPOBHE
ucnonHuTensHoro annapara ObuecTsa.

CoTpyaHukM npotunbHbIX nogpasgeneHn Obuectsa, B OCHOBHbIE WUV LOMOMHUTENBHbIE
(OYHKUMM  KOTOPbIX BXOQMT OKasaHWe YCnyr, B3auMOLEWCTBYWOT C nodpasdesieHuem no
g3aumodelicmsuto ¢ nompebumensmu B pamkax CBOei KOMNETEHLMI B COOTBETCTBUM C HACTOALLMM
CTaHOapToM W BHYTPEHHUMW OpraHU3aLMOHHO-pacnopsanTenbHbIMU  gokymeHTamu O6LecTsa.
Kaxgoe M3 npounbHbIX NoApasfeneHuin, LesTenbHOCTb KOTOPbIX 3aTparMBaeT WHTEpechl
notpebuTtenen ycnyr, Ha CUCTEMATUYECKON OCHOBE AaeT NpeanoXeHus no ynyyweHuo paboTbl ¢
noTpebuTensmMn 1 yyactByeT B peanusauuy COOTBETCTBYHOLLENO NnaHa MepOonpusTUA MOBbILEHNS
KayeCTBa OKa3blBaEMbIX YCMyr.

B cnyyae ueHTpamu3aumMm yHKUMA M OM3HEC-NPOLECCOB MO  B3aWMOZEUCTBUIO C
notpebutenamu ycnyr no rpynne komnaxun «Poccet» Bce YHKLMM N0 KOOPAUHALMN U KOHTPOITO
[aHHOrO HarpaeneHust Ha Tepputopun cybbekta Poccuickoir ®Pefepauun  OCyLecTBRSET
opraHusauus, Bxoaslas B rpynny KomnaHuii «PocceT» Ha 0ase KOTOPO# OCyLLeCTBreHa
LieHTpanu3aums.

Cuctema obcnyxusaHus noTpebutenen ycnyr BkIYaeT Tpu opMbl 0BCnyxmBaHUs
notpebuTenen ycnyr: 04Hbli CEPBUC, 3a04HbIN CEPBIUC U ANEKTPOHHDIA (MHTEPAKTUBHBIN), KOTOPbIN
MOXHO OTHECTU K chopMe 3ao4Horo obcnyxueaHus. WHpopmaumoHHbin obmeH ObuecTtBa ¢
noTpebuTensmm ycnyr ocyLlecTBASETCA NOCPEACTBOM KaHanoB KOMMYHUKALMHA.

OuHoe ob6cnyxuBaHWe OCYLLECTBNAETCS MOCPEACTBOM NWYHOrO KOHTaKTa notpebutenei
ycnyr ¢ cotpyaHukamu O6LiectBa wnn rpynnbl KOMNaHU «PocceTu», B KOMMNETEHLMIO KOTOPbIX
BXOOMT B3aMMOZENCTBME C noTpedutenamu ycnyr (aanee - coTpyaHuk). MNpn 04HOM 06CnyK1BaHUK
kaHanamu KommyHukauun aensiotes: LLOMM, nyHkTbl no paboTe ¢ notpebutensamu, co3faHHble Ha
6a3e 0b6ocobneHHbIx noapasaenexnii ObuiecTea.

3aoyHast copma 0BCnyxMBaHMA ocyLecTBnseTca 6e3 NMYHOrO KOHTakTa notpebutenen
ycrnyr ¢ cotpyaHukamu. MMpu 3ao4Hoi popme obenyxuBaHua noTpebutens ycnyr MCnonb3yTcs
crnegylwme KaHanbl KOMMyHuKauuw: KoHTakT-UeHTp, WHTepHeT-npuemHas komnaHuu, JIM4HbIA
kabWHET KnneHTa, e-mail CepBuchl, MoYTa U KIMEHTCKUI SLLMK.

Tabnuua 1. Pacnpeaenexne KaHanos KOMMYHWKaLy No hopmam 06CnyxmnBaHNS
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®opma KaHan koMmmyHUKauum Bug o6pauieHus
obcnyxuBaHus
Liorn, oLorn OyHoe obpalLeHne
OuHas copma MyHkTbI MO paboTe ¢ notpebutenamm | OyHoe obpalleHne
Mogpasaenenns ObwecTsa OyHoe obpalLeHne

TenedOHHbI 3BOHOK
dakcoBoe obpalLeHne

ObpaLueHvie Ha [0noCOBO NOYTOBIN ALK
Sms, mms-Co06LieHMs

KoHTaKT-LieHTp
3aoyHas opma

Mouta MCbMO Yepes nouTy
KrMeHTCKUM ALmK MnceMo Yepe3 KIMeHTCKWA SLLMK
E-mail cepsuc OneKTPOHHOE NUCLMO Yepes e-mail
WHTepakTuBHas
(aneKTpoHHas) WHTepHeT-NpremHas OnekTpoHHoe obpatleHune B VIHTEpPHET-NPUEMHYIO
, OnekTpoHHoe obpatleHune Yepes JInyHbIi kKabuHeT
opma JTn4HbIN KAOMHET KNneHTa mmera pall P

V.l OYHOE OBCNYXXVUBAHWE NOTPEBUTENEN

i.TpeboBaHMA K MHGPACTPYKType O4HOro 06CNyKMBaHUA NOTPedUTeNnen

WHpacTpykTypa o4HOro obcnyxuBaHWs [oMkHa obecneynBatb  TeppuUTOpUanbHYHO
[ocTynHocTb cepauca ObuiecTBa ans notpebutenen.

OyHoe obcnyxuBaHue notpebutenen NOCPEACTBOM JIMYHOMO KOHTaKTa OCYLLECTBNSeTCS B
ochucax obcnyxmBaHus noTpebuTenen, a Takke B Cy4asx, NpeayCMOTPEHHbIX 3aKOHOAATENBCTBOM
Poccuiickon ®egepaumu, ¢ BbleagoM k notpebutento pabotHuka Obectsa.

Komnanus pasmelyaet odmcbl 06CnyxuBaHus notpebuteneit Ha Tepputopusx CyObekTos
Poccuiickon ®egepauym, B rpaHnLax KOTopbIX pacnonoxeHbl 06beKTbI AMEKTPOCETEBOMO X0351NCTBa
opraHusauum.

Odomckl  obBenyxmBaHua noTpebuTenen noapasaenstoTcs Ha LUEHTPbl  0b6CnyxuBaHNS
notpebutenen (BblAeNeHHbIE LEHTpanbHble oducbl o4Horo obcnyxwueanus, ganee - LIOM) w
NyHKTbI N0 paboTe ¢ noTpebuTensmu, opraHn3oBaHHble Ha 6ase 060cobneHHbIX NoapasaeneHuit
(P3C, MO) Obwectea, 1 obecneynBatoT OpraHU3aLMi0 OYHOro 0bCnyXUBaHUS NoOTpebuTenen,
UCKIIOYalOLLY0 HeobX0AMMOCTb B3aUMOZENCTBUS NOTpebuTenss C MHbIMM NOAPa3AeneHnsaMu
Obulectsa (B hopmaTe «eaMHOE OKHOY).

ObwectBo pa3mewaer He wmeHee opHoro LIOM B MyHuMuMnanbHblx 06pasoBaHMAX
YUCIEHHOCTBIO HACENeHUs He MeHee ABYXCOT ThiCAY YenoBek W B aAMWHWUCTPATUBHbIX LiEHTpax
cybbektoB Poccuiickon defepaumm B Cryydae, €ChM KONMKUYECTBO nOTpebutenen CceTeBon
OpraHu3auuu, 3HEpPronpUHUMatoLLMe YCTPONCTBA KOTOPLIX HEMOCPEACTBEHHO NPUCOEAMHEHbI K
cetam O6wecTBa, B TakMx MyHWUMNAnbHbIX 0OPa3oBaHUSX M agMUHUCTPATMBHBIX LEHTpax
cybbektoB Poccuiickon defepalum COCTaBNsSET He MeHee NATUAECATU ThiCAY YenoBek. B MHbIX
Cnyyasix B MyHULMNanbHbIX 0bpa3oBaHusx (MyHULMNAnbHbIX panoHax, ropoackMX okpyrax) Ha 6ase
obocobneHHbix nogpasgenenuin (PIC, MO) ObwectBa opraHM3yloTCs NyHKTHI MO paboTte C
notpebutenamm.

ObuwecTBo obecneunBaet obcnyxusaHne notpebuteneir ¢ cobnogeHnem TpeboBaHU K
opraHusauu oucoB obcnyxuBaHus notpebutenen, npegycMOTPEeHHbIX npunoxeHnem Ne 1 K
HacToswemy CtaHaapTy.

OuyHoe obcnyxuBaHue noTpebuTenein ocyLWecTBSETCa COTPYAHUKAMU nogpasgeneHns no
B3aMMOJENCTBU0 C noTpebutensmu Ha nnowaake LOIM, cneunanuctamn  NpocunbHbIX
noapasaeneHuin, B criydae ux pasmellenus Ha nnowaake LOM ana npuema notpebutenen, u B
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nyHKTax no pabote ¢ notpebutensmmu B 060cobneHHbix noapasaenexusx Obwectsa (MO/PIC).

ObwecTBo 0becneunBaeT 04HOE 0BCNyKMBaHNE NOTPebUTENEN:

B IOl opraHu3aumm He MeHee 45 4acoB B HeZeni;

B MyHKTax no pabote ¢ noTpebutensMmm He MeHee 25 4acoB B HEZENID.

OuHoe obcnyxuBaHne notpebuteneit B ocmcax obcnyxusaHus notpebutenen seaetcs B
NopsiAKe KUBOW 04EPEAMN C UCMONb30BAHMEM CUCTEMbI ANEKTPOHHOMO YNpaBreHns o4epeabto (npu
HaMM4MM TakoW CUCTEMbl) U MO NPeABapUTENlbHOW 3anucy No Tened)oHy MK Ha ouunanbHOM
canTe CeTeBOW OpraHM3aLuu.

ObcnyxwuBaHue notpebutenen LOMKHO OCYLECTBAATLCA B Nto6OM oduce 06CnyxmMBaHuUs
notpebutenen BHe 3aBUCMMOCTM OT MECTa PacroNOXEHWUs SHEPronpUHUMAIOLMX YCTPOMCTB
noTpebuTens Ha TEPPUTOPUN JKCMyaTaLMOHHON 0TBETCTBEHHOCTU OBLlecTsa.

Mpuem notpebutenen B LIOMM nponssoantcs B paboyee Bpems 6e3 nepepoisa, B MyHKTax no
pabote ¢ noTpebuTensMu npuem ocylecTBnsieTcs B paboyee BpemMsi COrMacHO npasuram
BHYTPEHHEro TPyA0BOro pacnopsaka.

Obuwee Bpems OxugaHus noTpebutens B ouvepean M obcnyxusaHus noTpebutens
paboTHUKOM odhrca obCnyxuBaHns NoTpeduTenen 4OmKHO CocTaBnATh He Bonee 30 MUHYT.

ii.3agauv U pyHKUMM O4YHOro 0OCnyXuBaHUA NoTpedutenen

3apgaya ouHoro cepeuca ObulectBa - obecneveHMe KavyeCTBEHHOTO OBCMyXMBaHMS
NocpeacTBOM:

onTUMM3auMM BU3HEC-NPOLECCOB OYHOTO OOCMYyXWBaHUS MyTEM COKpALUEHUS CPOKOB W
KOIM4YeCcTBa NOBTOPHbLIX NocelleHnid notpedutenem LIOMM;

cobniogeHns EguHbIX cTaHgapToB KadecTsa 0BCnykuBaHWs notpebutenen, pernameHToB u
TpeboBaHui Hactoswwero CtaHaapTa;

obecrneveHns kayectBa OBCNYXWBaAHUA MPU OKa3aHWWM YCIYr U KOMCOPTHBIX YCMOBMIA
OXngaHus;

BbICOKOTO YPOBHS KBanudukauuy COTPYAHWMKOB, HEMNOCPEACTBEHHO 3aAeMCTBOBAHHbLIX B
BusHec-npoueccax okasaHus ycnyr notpedurenam ycnyr ObuecTsa;

OpraHusauMy KOMMAEKCHOro nogxoda K OBCAYXMBAHWIO W pa3BUTUS [ONONHUTENbHbIX
cepeucoB Ha nnowapakax LIOM n nyHkToB no pabote ¢ noTpebutensmu B COOTBETCTBUM C WX
OXugaHuamu.

OOLwecTBO NpU  OCYLLECTBREHUM OYHOTO OBCNyKMBaHUsS noTpebutenein B  odgmcax
obcnyxuBaHua notpebutenen okasbiBaeT ycnyru (Mpouecchl), NpeacTaBneHHbIE B CreaytoLen
Tabnuue.

Tabnuua 2. MNepeyeHb ycnyr (NPoLeccoB) 04HOro 06CNyXMBaHUS

MepeyeHb yenyr (npoueccoB) 04HOro 0O6CNYXMBaHUA Kateropus Cpoku
ocduca
obcnyxuBaHus
1 Mpuem u peructpauus ouHoro obpallenns notpebutens, | LOM, nyHkTbl | 3a 0AHO noceLleHue,
perncTpaums  KOHTaKTHOM  MHpopmauun  notpebutens, | no pabote ¢ | B cnyyae
npegBapuTenbHas MpoBepka KOPPEKTHOCTM  OPOPMNEHUs | NOTPEBUTENSAMM | KOMMIEKTHOCTY
3aBOK Ha OKasaHWe YCMyr, KOMMMEKTHOCTW AOKYMEHTOB W [OKYMEHTOB "
MOMHOTbI  CBEJEHUA B  3asBKE B  COOTBETCTBAM C MOMHOTbI CBELEHWNA B
TpeDbOBaHVSAMM HOPMATHBHbIX MPABOBbIX AKTOB: 3asBeHu
1.1 npuem xanobbl noTpebutens B NMCbMEHHOM (hopme LLOM,  nyHkTbl | 3a 0AHO NoceLleHve
no pabore c
notpebutensmm




18

1.2 npuem 3asBK1/3asBNeHnst Ha okasaHue ocHoBHbIX ycnyr | LIOM,  nyHkTbl | 3a 0AHO noceLleHue,
B NMCbMEHHON (POpMe, B TOM YuCne: no pabore c|B cnyyae
1.2.1 3asBKM Ha TEXHOMOMMYECKOE NpUCoeanHeHne noTpebutensMm | KOMMMEKTHOCTH
122 g - [OKYMEHTOB "
2. obpalyeHus notpedbutens o MPOANeHyM cpoka AeitcTaus HOMHOTHI CBEAEHMI B
paHee BblaHHbIX TEXHUYECKUX YCIOBUA 2aSBNIEHAN
1.2.3 3aBMIEHNST O BOCCTAHOBMIEHWW paHee  BblOaHHbIX
TEXHUYECKNX YCTOBUIA
1.24 YBEOOMIIEHUS O  3aKMOYEHWW  COrmMalleHns o
nepepacnpeaeneHni npucoeaMHEHHON MOLLHOCTM
125 3asBNEHNS Ha 3aKnoyeHne forosopa 06 okasaHum ycnyr
no nepegaye AneKTPUYECKon JHeprm
1.2.6 3anpoca O COrMacoBaHWM MecTa YCTaHOBKM npubopa
yyeTa, CXeMbl MOAKMoYeHUs npubopa yyeta U UHbIX
KOMMOHEHTOB M3MEPUTENbHbBIX KOMMIIEKCOB U CUCTEM YYeTa, a
TaKke METPONOrMYECKNX XxapaKkTepucTuk npubopa yyera
1.2.7 3a9BKN O  HEODXOOMMOCTM  CHATUS  MOKa3aHui
cywiecTaytoLero npubopa yyeta
12.8 3afBKM Ha OCYLLECTBMEHWE [JOMycka B SKCMryaTauumio
npubopa y4eta
129 3asBneHns Ha  obOpydoBaHME  TOYKM  MOCTaBKM
npubopamu y4eta
1.2.10 3asBKM Ha YCTAHOBKY, 3aMeHy W (Mnn) akcnnyaTauuto
npubopoB y4yeTa
1.3 Npuem 3asiBOK Ha OkasaHue pononHutenbHbix yemyr, | LOM,  nyHkTbl | 3@ 0gHO noceLyeHue,
nposepka cobniogeHns TpeboBaHWn K opme, MonHoTe | no  pabote ¢ | B cnyvae
CBELEHMI B 3asiBKE M HanMuns LOKYMEHTOB, MPUMOXEHHbIX K | NOTPeOUTENsMM | KOMMNEKTHOCTM
3as1BKe, B COOTBETCTBUM C HOPMATUBHBLIMI NPABOBbLIMY aKTaMm [OKYMEHTOB "
11 OpraHM3aLMOHHO-PacnopsAnTENbHbIMM LOKYMEHTamu NOMHOTLI CBELEHWI B
3asBNeHUN
1.4 npuem coobeHunin 0 BesgoroBopHom (6e3yyeTHom) | LIOM,  nyHkTbl | 3a 0gHO nocelyeHne
noTpebneHnn dNeKTPUYECKO 3HEPruM, O XULLEHUM 06bEeKTOB | N0 pabote ¢
9NEKTPOCETEBOrO X035MCTBA notpeburensamm
2 Mpuem nokasaHui NprbopoB yyeTa SNEeKTPUYECKON SHEpriu LION,  nyHkTbl | 3a 04HO NoCeLeHne
no pabore ¢
notpebutensmm
3 MpefocTaBneHne CnpaBoYHON uHGopmaumn o geatensHocTyt | LIOM,  nyHKTbl | 3a 04HO nocelleHre
CETEBOM OpraHu13aLym no BOMpoCcaMm OKasaHWs ycryr ceTeBon | no  pabote ¢
OpraHu3auuu, B TOM Y1Cne NpeaocTaBrneHne TUNoBbIX (hopm | notpeburensmm
[0KYMEHTOB
4 MpenocTaBneHne KOHCYNbTalui no Bonpocam okadaHust yenyr | LOM,  nyHKkTbI | 32 0AHO MOceLeHue.
CETEBOM OpraHu3aLum. no pabore c | B cnyyae otcytcTBuMS
notpebutensamm | uHcopmaLmm y
paboTHMKa,
OCYLLECTBAAIOLLETO
OYHbIA npuem, pAns
npeaocTaBneHmns
KOHCynbTaLmm
paboTHMK
peructpupyet
NUCbMEHHOE

obpaLLeHue, OTBET Ha
koTopoe
npepocTaBnseTcs B
TeueHune 30 gHen
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5 MpepocTaBneHne uHgopmaum o cratyce wucnonHenus | LOM,  nyHKTbI | 3@ 04HO nocelyeHre
3asBKM Ha OKasaHue ycnyr (mpouecca), AOroBopa okasaHus | no  pabote ¢
yCIyr, pacCMOTPEHNs 0bpaLLieHns), cogepxaLlero xanoby notpeburensamm
6 Bbloava pokymeHToB notpebutensm, B Tom uucne gorosopo | LIOM,  nyHKTbI | 3a 0AHO NoceLleHne
Ha OKa3aHWe yCnyr, KBWTaHUWA, CYeTOB-(hakTyp Ha omnaty | no pabote cC
yCnyr, AOKYMEHTOB NO pe3ynbTaTaM OkasaHusi yCnyr (aktos), | notpeburensamm
aktoB  GesyuyeTHoro  (6esgoroBopHoro)  notpebneHus
ANEKTPUYECKOW SHEPTUM
7 MpenocTaBneHne WHGopmaum 0 npuumHax u  cpokax | LlOM 3a 0JHO MoceLleHue.
NNaHOBbIX MEepepbIBOB Nepefayn JrneKTPUYECKON SHEpruu, Mpw OTCYTCTBUM
npuunHax HecobniogeHus TpeboBaHMiA K napameTpam ee WHopmaLmmn y
kayecTBa, O [aTe W BPEMEHU BOCCTAHOBMEHUS nepefayu COTPYAHMKa Ha
9NeKTpUYecKon 3Heprum, a Takke 06 obecneyeHum MOMEHT  BXOZALLEro
COOTBETCTBMS kayecTBa ANEKTPUYECKON SHEprm noceLLeHms,
TpeboBaHuAM 3aKoHO4aTeNbCTBA. COTPYAHMK
npeaocTaBnseT oTBeT
notpebutento He
nosgHee 4 wvacoB ¢
MOMeHTa
perucTpayum
obpalLeHus c
3anpocom. Ecnm
obpalyeHure
COAEPXUT xanoby u
U3NOXEHHblE  (haKTbl
TpebyioT aHanusa
MaTepuarnos, TO
COTPYAHMK
npeanaraet
notpebutento
HanpaBuTb B CETEBYHO
OpraHm3aLmo
NUCbMEHHOE
obpaLleHue, no
bopme 3NEeKTPOHHOMO
LOKYMEHTa, nnm
oopmMUTb
obpaleHve Ha
TMNOBOM OnaHke npu
nocewjeHun,  OTBeT
npepocTaBnseTcs B
TeueHun 30 gHen
8 MMpuem nnaTexei 3a okasaHue ycnyr uon 33 0JHO MoceLleHre
9 Bblnava uHaMBMayanbHoro noruHa wu napons ans goctyna B | LLOM 33 0JHO MoceLleHre
NIMYHBIN KabKHeT noTpebuTtens
10 MpoBeneHve LieneBsbIxX OnpoCOoB, aHkeTuposaHus | LLOMM 33 0JHO MocelLleHre
notpebutenen Ans OLEHKN Ka4yecTBa OKa3blBaEMbIX YCAyr U
obcnyxmBaHus
11 LIOMN,  nyHKTbI | 3a 04HO NoCeLLeHne
Mpuem v Bblgaya AOKYMEHTOB NOTpebuTensm ycnyr, B TOM no paote ¢
yncne No JOroBopam Ha okaaHue ycnyr
notpeburensamm
12 Mposegexve LieneBbIX OnpocoB, aHkeTuposaHua | LIOM B COOTBETCTBAW C
notpebutenen [Ons  U3yyeHUs  pblHKA  NOTEHUMarbHbIX OpraHM3aLoHHO-
[ONOMHUTENbHLIX CEPBUCOB, MEPCMEKTUBHBLIX HanpaBneHui pacnopsiauTensHbIMI

pa3BUTNA KIMEHTCKOro cepsuca KOMnNaHnn,

AOKYMEHTaMu
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YOOBMETBOPEHHOCTN NOTPEBUTENEN KaYECTBOM OKa3blBaEMbIX Obwecrea
yenyr
13 B COOTBETCTBUM C
. OpraHm3aLoHHO-
dopmupoBaHMe CTaTUCTMYECKOM OTYEeTHOCTM no pabote ¢
. uon pacnopsanTenbHbIMM
OYHbIMM 0bpaLLeHnsMM noTpebutenen ycnyr
LOKYMEHTaMm
ObuwiectBa
14 KoHTponb kayecTBa ouHOro obcnyxmeavust B nyHktax no | LIOM B COOTBETCTBAW C
pabote ¢ noTpebutensamm OpraH13aLoHHo-
pacnopsianTenisHbIMM
LOKYMEHTaMm
Obuwectea
15 " B COOTBETCTBMM C
OpraHusauus n nposegeHne PR-kamnaHuin® Ha nnowagke
OpraHm3aLoHHO-
LIOMN, HanmpaBneHHbIX Ha (POpPMMpOBaHWE MOMOXMTENBHOMO
y uon pacnopsanTenbHbIMM
nmngka ObwectBa M rpynnbl  komnaHuit  «Poccetu» y
N LOKYMEHTaMm
notpebutenen
Obuwectea

V.l 3A0YHOE OBCNYXXWBAHUE NOCPEACTBOM TENE®OHHOW CBA3W

i. TpeboBaHMA K opraHu3aLmm 3a04HOro 06CNyXMBaHMA NocpeacTBoM TenedOHHOW CBA3M

B uenax opraHusauum 3ao04HOr0 OBCRyXMBaHWS nOTpebuTeneit ycnyr nOCPeACTBOM
TenegoHHoi cBsian B ObLyecTse AOMKHO BbiTb 06ecneyveHo (yHKLMOHMPOBaHME LeHTpa 06paboTku
TeneoHHbIX BbI30BOB (KOHTaKT-LIEHT).

KoHTakT-UeHTp npeactaBnsieT coboil  COBOKYNMHOCTb  0BOPYAOBaHWS,  NPOrpPamMmMHOro
obecneyeHuns, cotpyaHukoB O6wectBa # Ou3HEC - NPOLECCOB 3a04HOMO  OBCMyXMBaHMUS
notpeburenen.

WNHpacTpyKTypHBIMI KOMNOHEHTaMW KOHTaKT-LEHTpa SBNSIOTCS:

TENeKOMMYHUKaLMOHHOE 060py0BaHME 1 TEXHOMOMMYECKas apXMTEKTYpa;

nporpammHoe obecneyeHne KoHtakT-LeHTpa 1 AC OBulecTBa, yyacTByHOLMX B NpoLeccax
OKasaHus ycnyr u obcnyxuBaHus  noTpebuTenen, BKIOYas MPOLECChl MO TEXHONOrUMYecKoMy
NPUCOEOMHEHNIO, KOMMEPYECKOMY Y4YeTy SNMEKTPUYECKON 3JHEPruM, nepefave 3mneKTPUyecKoi
SHepriv N NPeKpaLLeHn0 3HeProcHabXeHus:;

onepaTopbl KOHTaKT-LEeHTpa, ocyLyecTBsoWmMe 06paboTky BXOAALLMX/MCXOASLLMX BbI3OBOB.

[ns [OCTMXEHUS ONTUMAnNbHOTO 3a04HOTO CEpBMCA B KOMMAHWW C Y4eTOM cneuuduku
paboTbl ANeKTPOCETEBOro Komnnekca KOHTaKT-LUeHTp peanu3yetcs B (hOpMe KOpnopaTUBHOTO
KoHTakT-LeHTpa Ha 6ase ObulectBa unu rpynnbl komnaHuii «PocceTuy», nubo ¢ npueneyeHnem
KOMNAHWUN-y4aCTHULbI.

TexHonornyeckas apxutektypa LeHTpa 06paboTkn TenedoHHbIX BbI3OBOB, BKIOYas Takue
XapaKTEPUCTUKM Kak KONMYEeCTBO KaHaroB CBS3W, UX MPOMYCKHYIO CMOCOBHOCTb, HanniMe MeTomoB
WX  PE3epBMPOBaHMS, HEMPEpbIBHOCTb  [OEATENbHOCTM M aBapWHOTO  BOCCTAHOBEHMS,
onpegensetcs ucxoas u3 TpebosaHun EgnHbIX CTaHAAPTOB KadecTBa 0OCMYXMBaHWS U Cnpoca Co
CTOPOHbI HaceneHus Ha TenedoHHoe 06CyxmBaHKe No BoNpocam:

a) OCYLLEeCTBNEHWUs TEXHOMOrNYECKOro NpuUCcoeanHeHNs,
0) OKasaHus yCryr no nepegaye 3nNeKTPUYECKon 3Hepruy;
B) OpraHu3auuu yyeTa aneKTpuyeckon SHeprum;

1 o o
q)OpMLI PR-kammanmii: KOH(bCpCHL[I/ISI, Npe3CHTallUuU, ICHb OTKPBITBIX ABEPEU, BBICTABKU U T.A.
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T) OpraHu3auun obcnyxuBaHus notpebuteneit, NpesocTaBNeHNs KOHTAKTHON WHGopMaLmm
ocmcoB 0OCNyxMBaHMs NOTpeOMTEnen, 3anuMcu Ha O4YHbIN MpUEM, a TaKKe NOMNb30BaHUS
WHTEPaKTUBHBIMU CEpBUCAMM ODULMANBHOTO CalTa CETEBOM OpraHu3aLmm B cet VIHTEpHET;

1) HECOOTBETCTBUS KA4YECTBa ANEKTPUYECKON SHEPrM TEXHUYECKUM pernaMeHTam U WHbIM
obs3aTenbHbIM TpeboBaHNAM;

¢) NepepbIBOB B NEpedaye ONeKTPUYECKOM SHEeprn, NPeKpalleHns WM orpaHUYeHus
pexuMa nepegaymn eKTpUYECcKon SHepruu.

[na obecneyeHnss O4HOM TOYKM AOCTYyNa 3a04HOrO cepeuca Mo TenedgoHy opraHu3yeTcs
€0MHbIM MHOTOKaHanbHbIN TenegoHHbl Homep KoHTakT-ueHTpa dopmata «8-800-...» B 30He
oTBETCTBEHHOCTM ObLyecTBa. 3BOHOK Ha €AWHbIA TenedOoHHbIN HoMep BecnnaTtHbl Ans aboHeHTa
C ropoAackux, 06nacTHbIX W MOGWNbHLIX HOMEPOB Tened)OoHOB B 30He 3KCMIyaTauWOHHOM
0TBETCTBEHHOCTM ObLLecTBa.

[ins paboTbl KOHTaKT-LEeHTpa opraHu3aumoHHas CTpykTypa KOHTaKT-LeHTpa MOXeT ObiTh
TEPPUTOPUanbHO PacnpeseneHHon B 30He OTBETCTBEHHOCTM OB6LiecTBa MnmM rpynnbl KOMNAHWA
«PocceTuy, nnbo ¢ NnpuBreYeHneM KOMNaHUn-y4acTHULbI:

1 NWHMA Noaaepxkn — onepatopbl KOHTaKT-LEHTpa, NpUHUMAatLMe 3BOHKW C BbICOKUM
npuoputeToM 06paboTKM MO YKasaHHbIM B MOAMYHKTAX «4» W «e» HacToswero nogpasgena
BOMpocam;

2 NUHUS noagepxkn — onepatopbl KoHTakT-UeHTpa, obpabaTtbiarowie 3BOHKM MO
yKa3aHHbIM B NOAMYHKTaX «ay - «M» HaCTOsILLEro Nogpasaena Bonpocam;

3 NMHUS NOAAEPXKKN — COTPYLHUKM CTPYKTYPHbIX nogpasgeneHuin ObwecTsa.

3aoyHoe obcnyxuBaHue 1 NUHUW nogaepXkn KOHTaKT-LeHTpa no BonpocaMm, yKkasaHHbIM B
MOANYHKTaX «4» W «e» HacTOsLEero noapasgena, OCYLEeCTBNSETCS B PeXUME ropsyeit fuHumM
KpYrroCyTOYHO.

3aoyHoe obenyxmBaHue 2 NuHUKM noaaepkm KoHTaKT-LeHTpa no Bonpocam notpebutenen,
yKa3aHHbIM B NOANYHKTaX «a» - «M» ocyLlecTsnseT B paboyee spems LIOT.

Pexum pabotbl KOHTaKT-LEHTpa OCYLIECTBNAETCS KPYrnocyTouHO 6e3 BbIXOAHbIX B
copmaTe 24x7x365. Gopmat paboTbl 24x7x365 obecneunBaeT 1 nuHKMS nogdepxku KoHTakT-
LieHTpa.

TeneoHHbln HOMep KOHTaKT-LUeHTpa B dopmaTe ropsyel nuHUMKM Mo BOMpocam
ONeKTPOCHabXeHUs SBNSeTCH eduHbIM Ans noTpebuTtenen Ha TeppuTopuM 3KCMIyaTauWuoOHHOM
otBeTcTBeHHOCTU ObLecTBa. He aonyckaeTcs WUCMOMb3oBaHUE B Ka4YecTBe ropsyert NWHUM no
BOMpOCaMm 3nekTpocHabXeHWs TenedoHHbIX HOMEPOB OnepaTBHOrO nepcoHana ObLiecTsa.

TenegoHHbI HOMEpP ropsyer IMHUM Mo BomnpocaM  anekTpocHabxenus Oblwectsa
[0BOAMTCA [0 noTpebuTtenen, 3HEPronpuHUMAlOLLMe YCTPOMCTBA KOTOPbIX HEMOCPEACTBEHHO
NpUCOeanHEHbI K 0BbeKTaM 3MeKTPOCETEBOMO X03ACTBA CETEBON OpraHu3aLuu, B TOM Yucre nyTem
€ro BKITIOYEHWS1 B [OrOBOPbI SHEProCHAbXEHMS, pa3MeLLeHns Ha oduuManbHOM cante CeTeBOi
opraHu3auuu B ceti MHTepHeT 1 B ocncax 06CnyxmBaHus notpedutenen.

OBLLecTBO NpK OCYLLECTBIEHUM 3a04HOTO 0BCNYXMBaHUS NOTPEBUTENEN C UCNOMNB30BAHUEM
TeneOHHO CBS3N obecneynBaer:

npuem 1 06paboTKy BCex BXOASALLMX TeNedOHHbIX BbI30BOB noTpebutenein B OBLecTso;

BpeMs oxugaHusa notpebutenem oteeTa no TenedoHy ObLecTBa ¢ MOMEHTa COeaNHEHNS
(B cnyyae obcnyxuBaHus noTpedbuTeneit ¢ CNONb30BaHUEM CUCTEMbI MHTEPAKTUBHOMO rOI0COBOrO
MEHI0 - C MOMeHTa Bblbopa noTpebutenem kateropun "coeguHeHnst ¢ paboTHUKOM opraHusaumun” B
CUCTEME MHTEPAKTUBHOMO rOI0COBOTO MEHI0) 0 MOMEHTa 0TBETa paboTHMKa CETEBOW OpraH13aLmm
He JOMKHO NpeBbiwaTh 5 MUHYT. Bpems 06paboTku Bbi30Ba (TENEdOHHOMO pasroBopa notpebutens
C pabOTHMKOM) HEe JOSTKHO NPEBbILIATH 5 MUHYT;
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OCYLLIECTBIIEHME UCXOLALLMX TENEdOHHbIX BbI30BOB A71S1 MHOPMUPOBAHMS NOTpeduTenen u
npeocTaBreHnst MHhopMaLmMm No obpalLeHnsm noTpebutenei;

BELEHME ayano3anuch BCeX BXOLALMX M UCXOAALLMX Pa3roBOPOB C NOTPeOuTENeM, 0 Yem
noTpebutenb yBeAOMNSETCA B Hayane pa3roBopa ¢ paboTHUKOM CETEBO OpraHu3aLuy;

[0CTYMHOCTb U HAAEeXHOCTb PaboThl TeNnedoHHbIX KaHarOB CBS3N;

PErMCTPaLMI0  BXOASLWMX W MCXOOALMX BbI3OBOB COrMacHO obwum  TpeboBaHusM
HaCTOsILLEero pasaerna.

ii. 3aga4un n hyHKLMKU 3a04HOrO 0OCNYXMUBaAHUA NOCPEACTBOM
TenedgoHHON CBA3N

Llenbto KoHTaKT-LeHTpa SBNSeTCs noBbieHne 3pEKTUBHOCTM NPSAMOIA 1 0BpaTHOM CBSA3EN
komnaHuu ¢ notpebutenamm ycnyr ansg obecnevyeHns NoSNbLHOCTU NOTPeBUTENEN M NOBLILLEHUS UX
[oBepus.

3apaun 3a04HOr0 06CMYXMBAHNS NOCPEACTBOM TENEMOHHO CBA3M:

Ka4eCTBEHHOE W onepaTuBHOE 0BCNYyXWBaHME BCEX BXOAALMX BbI30BOB OT MoTpebutenei
ycryr no Bcem Bonpocam gestensHoctu ObuiecTsa;

agpecHoe WMHopMUpOBaHKWe NOTpebuTeneit ycnyr, B TOM YUCNE aBTOMH(OPMUPOBAHKE
(aBT0063BOH, SMS-pacchinka), N0 NNAHOBLIM U aBAPUIHBIM OTKITKOYEHUSM 3IIEKTPOSHEPTUM B 30HE
oTBETCTBEHHOCTM OBLLECTBa;

OCYLLECTBMEHME WCXOOALMX BbI3OBOB C LEMb0 NPeaoCTaBneHMs OTBeTa Mo 3anpocy
notpebutens, npoeedeHus onpoca notpebuteneit ycnyr Ans M3yYyeHUs pbiHKa MOTEHLMAmNbHbIX
[ONONHUTENbHBIX CEPBWUCOB, MNEPCMEKTUBHLIX HanpaBneHUn pasBWUTWUS  KIWEHTCKOrO cepsuca
KOMMaH1K, yO0BNEeTBOPEHHOCTM NOTpebuTenen kavyeCTBOM OKasblBaeMbIX YCIYT.

OcHoBHble ycnyry (npoLeccsl), okasbliBaeMble KOHTaKT-LEHTPOM, AN ONTUMMU3aLMK GusHec-
MPOLECCOB 3a04HOr0 CepBuCa pacnpeferieHbl MO YPOBHAM MOAAEPXKKM  KOHTaKT-LeHTpa,
pacnpegeneHue NpeacTaBneHo B cneayloLen Tabnuue.

Tabnuua 3. MNepeyeHb ycnyr (NPoLeccoB) 3a04HOr0 06CYXMBaHNS NOCPELCTBOM TENE(OHHOM CBS-
311 N0 YPOBHAM nogaepxkn KoHTakT-LeHTpa

MepeyeHb yenyr (npoleccoB) 3a04HOrO 06CNYKUBaHUSA YpoBeHb Cpoku
nocpeacTBoM TenedoHHON CBA3N noaaepxu
KoHTakT-
LieHTpa
1 Mpuem 1 0bpaboTka BXOASALUMX BbISOBOB C WCMONb30BAHUEM 1 T npu Tened)oHHOM
WHTEPaKTUBHLIX ronocoBbiXx MeHio  |VR-cuctembl:  BBOA BbI30B€ NOTPebuTens
NOAAEPXKKN

TEKYLLnX MoKa3aHUi CYETYMKA, OTCMEXWUBaAHWE WCMONHEHNS

KoHTakT-LeHTpa
npoLeaypbl TEXHONOrMYECKOr0 NPUCOEANHEHUS U T.4.

NOLAEPKKM

2 Mpuem, peructpaumuss, o6paboTka BXOZAWMX  BbI30BOB npu TenedoHHOM
notpebutenen C 3anpocoM CMPaBOYHOA WHGOpPMALMKM 1 BbI30BE
KOHCynbTaLmMiA, N0 BOMpPOCaM MNpPefoCTaBneHMs OTBeTa notpebutens.  MMpu
notpebutento n 3anucu notpebutenei Ha npuem B 0cuC OTCYTCTBUM
obcnyxuBaHus No BoNpocam: NHopMaLK y

21 - OCYLLIECTBEHNS TEXHONIOTMYECKOTO NPUCOEANHEHUS 1, 2 NMHAN oneparopa Ha

noasepxKu MOMEHT  BXOASILLEro

KoHTakT-LeHTpa | 3BOHKa noTpebutens,
2.2 - OKa3aHus ycrnyr no nepegave anekTPUYECKON SHeprinu 1, 2 nvHUN oneparop

noasepxKu npegocTasnseT

KoHTakT-LieHTpa | OTBET notpebutento
2.3 - OpraHM3aLmm yyeTa aneKTPUYECKO aHepruu 1, 2 nyHWN He nospHee 4 YacoB ¢

MOMEHTa
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KoHTakT-LeHTpa | peructpauuu

2.4 - OpraHu3aumm obcnyxuBaHus notpeburenen, | 1, 2 nuHum Zgﬁs géz:nm ¢
NPEAOoCTaBNEHNs  KOHTAKTHOA  WHQopmaumu  0uUCOB | MOALEPXKKN
obcnyxuBaHus noTpeduTeneil, 3anMcn Ha OYHbIN Npuem, a | KoHTakT-LeHTpa
Takke  MOMb30BAHUS  WHTEPAKTMBHBIMA  CepBUCaMM
orumanbHOro canTa ceTeBom opraHm3aLmm B et MIHTepHeT

3 OcyLuecTBneHne NCXOaALLMX BbI30OBOB ANS YBEAOMIIEHNS He no3aHee 4 4acoB ¢
notpebutenen unn NpeaocTaBneHns MHopmaLm no 1, 2 nnHUN MOMEHTa
obpaLleHunto noTpebutens noaaepXKu perucTpaumm

KoHTakT-UeHTpa | obpalleHus ¢
3anpocom

4 Mpuem nokasaHuin NprbopoB yyeTa NEKTPUYECKON SHeprum B | 1, 2 nnHUM npu TENeOHHOM
cnyyasx, npeaycMoTpeHHbIX  OCHOBHbIMM  MOMOXEHWUAMM | NOLLEPXKKM BbI30B€ NOTpebuTens
(PYHKLUMOHMPOBAHMSA  PO3HWYHBIX  PLIHKOB  3MeKTpuyeckon | KoHTaKT-LeHTpa
SHEpPrv, yTBEPXAEHHbIMU nocTaHoBneHnem [paBuTenscTea
Poccuitckon Pegepaumm ot 4 mag 2012 1. N 442

5 Mpuem, perncTpaumsi, o6paboTka BXOgAWMX BbI30BOB | 1, 2 NHUK npu Tened)oHHOM
notpebutenen ¢ cooblleHMeM O Oe3[0rOBOPHOM UM | MOAAEPKKM BbI30Be NOTPedbUTEns
BesyyeTHOM NOTpeBbreHUn SNEKTPUYECKON IHEpruK, a Takke 0 | KOoHTakT-LeHTpa
XWWeHNM OOBEKTOB 3MEKTPOCETEBOTO X03ANCTBA CETEBOA
opraHu3auumn

6 Mpuem, peructpaumusi, obpaboTka BXOAAWMX BbI3OBOB | 1 NWHMS npu Tened)oHHOM
notpebutenen ¢ coobLieHMEM O HECOOTBETCTBUM KA4YecTBa | MOALEPXKKK BbI30BE NOTPebuTens
SNEKTPUYECKON SHEPTUN TEXHUYECKUM pernameHTam W WHbIM | KoHTakT-LeHTpa
obsisatenbHbiM - TpeboBaHuam.  [lepegava  ykasaHHbIX
coobuieHnn  onepatuHomy nepcoHany Ob6wectBa (npu
HeobxogMmocTy)

7 Mpuem, peructpaums, o6paboTka BXOAAWMX BbI30BOB | 1 nMHKA npu TenegOoHHOM
notpebutenen ¢ coobLieHneM O MpekpaLlleHn nepeaaydn | noasepKku BbI30BE NOTPebuTens
aneKTpuyeckon aHepriv. Mepepava ykasaHHbIX COOOLWEHWA | KOHTaKT-LEeHTpa
onepatusHomy nepcoHany Obuiectsa (npu He0bXxoanMocTH)

8 Mpuem, perucTpaumsi, o6paboTka BXOAAWMX BbI3OBOB | 1 NWHMS npu Tened)oHHOM
notpebutenen ¢ 3anpocoM MHMOPMaLWMM O MNraHUPYeMbIX | NOALEPKKN BbI30B€ NoTpebutens
CpOKax BOCCTaHOBIEHUSI Nepeaayy 3NEeKTPUYecKon aHeprim, | KoHTakT-LeHTpa
no Bonpocam obecneyeHnss  COOTBETCTBMS  KayecTBa
SNEKTPUYECKO SHEPTUN TEXHUYECKUM pernameHTam U WHbIM
00s13aTenbHbIM TpeboBaHUSIM

9 OcyLecTBneHNe UCXOASALUMX BbI3OBOB AN YBEAOMMEHUS | 1 NUHUS B CPOKM,
notpebutenen o6 aBapuiHbIX CUTyaUWsIX B SNEKTPUYECKMX | MOALAEPKKN YCTaHOBEHHbIE
CETSX, PEMOHTHbIX M NpodhunakTuyeckux paboTax B nopsigke u | KOHTakT-LUeHTpa | AOrOBOPOM Ha ycryru
CpOKW, YCTaHOBMEHHbIE JOrOBOPOM Ha yCrnyrn no nepepave no nepegave
ANEKTPUYECKON SHEPrinu 3NEKTPUYECKON

SHepruun

10 OcyulecTBneHne WCXOAALWMX BbI30OBOB AN yBeAOMMEHWS | 1, 2 NMHMM He nosagHee 4 YacoB ¢
notpebutenen npu  OCYLIECTBNEHWM  TEXHOMOTMYECKOrO | MOALEPXKKU MOMEHTa
NPUCOEAMHEHMS, OKa3aHUs YCRyr No nepefave anekTpuieckon | KOHTakT-LeHTpa | perucrpaumm
SHEPrMM W NpU  OCYLLECTBREHUM KOMMEPYECKOrO Y4eTa obpalleHus ¢
ANEKTPUYECKOW SHEPTUM 3anpocom

11 OcylecTBneHne  UCXOAAWMX  BbI3OBOB AN OTBETA | 1, 2 NUHUM He no3aHee 4 4acos ¢
notpebutenam Ha obpalieHus, Ha KoTopble He Obino | noaaepxku MOMeHTa

BO3MOXHOCTW NpefocTaBuTb OTBET HEMOCPEACTBEHHO Mpw
nocTynneHun obpaLLeHns

KoHTakT-LeHTpa

perucTpaumm
obpaLueHus ¢
3anpocoM Unu no
(haKTy HacTynneHus
NHULMMPYHOLLETO
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cobbiTns
12 Mpuem, perucTpaumsi, o06paboTka BXOgAWMX BbI30BOB | 1, 2 NuHKS npu TENeOHHOM
notpebutenen, copepxawmx xanoby, ¥ npeaocTaBneHne | NOASEPKKN BbI30BE
oTBETa NoTpedbuTento KoHTakT-UeHTpa | notpebutens. Mpu
OTCYTCTBMM
WH(hopMaLuu y
oneparopa Ha
MOMEHT BXOASILLEr0
3BOHKa NoTpebutens,
oneparop
npegocTasnseT
OTBET NOTpebuTento
He nosgHee 4 yacos ¢
MOMEHTa
perucTpamm
obpaLeHus ¢
3anpocom. Ecnu
obpalleHre
COAEPXMT Xanoby un
N3NOXEHHbIE aKTbl
TpebytoT aHanmsa
MaTtepuarnos, T0
oneparop
npeanaraet
HanpaBuTb B CETEBYIO
OpraHu3aLmio
obpalleHue B
NUCbMEHHON dhopme
unm no copme
3NEKTPOHHOrO
[OKYMEHTa
13 MHopMaumoHHoe ~ B3aMMOAENCTBME € onepaTuBHbIM | 1 nuHKS
nepcoHanom O6uiectBa npy MNOCTYNNEeHUMM OBpaLLeHuii No | NoAAEePXKKY
BOMpPOCaM HECOOTBETCTBUS KayeCTBa 3NEKTPUYECKON aHeprn | KoHTaKT-LeHTpa
TEXHUYECKAM  pernamMeHTaMm UM UHbIM  00si3aTenbHbIM
TpeboBaHMAM,  MEpPepbiBOB,  MpeKpalieHus  nepegayu
SNEKTPUYECKON 3HeprM uHGopmauun 06 aBapuiiHbIX W
NNaHOBbIX OTKMKYEHMUSIX 3NEKTPOSHEPTUM
14 lMpoBeaeHue LieneBbIX 0npoCoB, aHKkeTMpoBaHua |, B cooTBeTCTBUM C
notpebutenen Ans OUEHKM KayecTBa OKasblBaEMbIX YCIyr W NNaHoOM NPOBEAEHNS
obcnyxmBaHus MOAACPKI LieneBbIX OMPOCOB M
KoHTakT-LeHTpa
aHKeTMpOBaHMS
15 0 . 1 NHUS Mo cpakty
MOBELUEHNE  KPYNHbIX  NoTpebuTeneit  aneKTpoaHeprum,
CObITOBbIX ~ OpraHW3auMi O MNaHOBbIX UM aBAPWUMHbBIX MOAACPKI HACTyNNEHI3
OTKTIOYEHMSX KoHTaKT-LeHTpa | MHULMMpYIOLLEro
cobbITns
16 A 1 NnHUS Mo pakTy
BTOMH(DOPMUPOBAHME NOCPEACTBOM aBTO0D3BOHA M SMSs-
, NoAaepXKKu HaCTynneHms
OMOBELLEHNS O MMAHOBbIX U aBAPUMHBIX OTKIHOYEHUAX
N KoHTaKT-LeHTpa | MHULMMpYIOLLEro
notpebuTenemn anexkTpoHeprum
cobbITnS
17 ABTOyBEOMIEHME MOCPEACTBOM aBTOOB3BOHA UM SMS- | 2 NUHUS Mo hakTy
OMOBELUEHNS  MPU  OCYLLECTBINIEHWN  TEXHONMOMNYECKOrO | NOLALEPXKKM HaCTynneHus
NPUCOEANHEHMS, MCMOMHEHUN [OTOBOPOB OKa3aHWs ycnyr W | KOHTaKT-LEHTpa | MHWLMMPYHOLLErO
T.0. cobbITHA
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18 AxTyanuaauus 6a3bl JaHHbIX N0 NOTpebUTEnsmM ycnyr

1, 2 NMMHUK B cooTBETCTBUM C

NoaLepPXKKM nnaHoMm

KoHTakT-UeHTpa | akTyanusauuv 6asbl
JaHHbIX N0
notpebutensm

iii.PyHKLUMOHaNbHbIe Tpe6oBaHMA K KOHTaKT-LEeHTpY

TpeboBaHns K (yHKUMOHanNy KoHTaKT-LeHTpa npuBeaeHbl B crieaytoLlei Tabnuue.

Tabnuua 4. dyHKUMOHanNbHble TpeboBaHns kK KoHTakT-LeHTpy ObLiecTsa

Mogynb/dyHKuus

OnucaHue

Bba3soBble

Mpvem w ynpaBneHue Bxogs-
LMK BbI30BamMK abOHEHTOB

TexHNYeckast BO3MOXHOCTb NpuUema M ynpaBneHus BXOASLMMM BbI30BaMi NO-
TpebuTeneil yenyr: nepeaapecauys, yaepxaxue, CoeaMHeH1e, NepeBos Bbi3oBa
Ha [IpYrux COTPYAHWKOB, OpraHn3aLms KOH(epeHLum

OcyLecTBreHve 1 ynpaeneHxue
NCXOASILNX BbI3OBOB abOHEH-
Tam

TexHN4eckast BO3MOXHOCTb OCYLLECTBIIEHWS U YNIPABMEHMUS UCXOASALLMX BbI3OBOB
aboHeHTaM: nepeagpecauysi, YAepKaHWe, COeAMHEHWE, MEpPeBOf BbI30Ba Ha
APYTUX COTPYAHMKOB, OpraHu13aLyst KoH(epeHLmm

OyHKLMS onpefeneHns HomMepa
(ANI - Automatic number identi-
fication)

OyHKUMSA NO3BONSET ONPeaenvTb HOMEP, C KOTOPOro NMpou3oLlen BbI3oB. Ecrnu
abOHeHT 3aperucTpupoBaH B 6a3e KOHTPareHToB, TO B MOMEHT MOCTYMMEeHMs
3BOHKA OnepaTopy BbIBOA MHpOpMaLMOHHOTO cooblyeHns Ha APM onepatopa ¢
KOHTaKTHbIMW AaHHbIMM abOHeHTa.

Mprem ronocoBbix COOBLLEHNN
Ha ro10COBOMN MOYTOBbIN ALMK

Mogynb ronocoBo NOYTOBIN ALLMK NO3BONSET OCTABNATL aApecaTy ronocosoe
c006LLeHne aboHEHTOM TenehOHHON CETH

Cuctema MHTEPaKTUBHOTO To-
nocosoro meHo (IVR)

CucTtema npeaBapuTenbHO 3anicaHHbIX FOMOCOBbIX COOBLLEHMIA, BbIMONHALLAS
(yHKUMIO MapLUpyTU3aLMM 3BOHKOB MO KaTeropusiMm BHYTPU KOHTaKT-LiEHTpa,
nonb3ysicb MHopMaLen, BBOAUMON aBOHEHTOM C MOMOLLbH TOHANbHOMO
Habopa

Cucrema aBTOMATWYECKOrO
pacnpegenenns 38oHkoB (ACD)

B doyHKUMM crucTEMbI BXOOAT pacnpeneneHne 3B0HKOB N0 TeNeqOHHbIM oYepe-
AsM, mouck cBoBogHOro onepatopa, AOMOMHUTENbHbIE BO3MOXHOCTM, CBS3aH-
Hble C pacnpefeneHneM 3BOHKa CPeau rpynmbl OnepaTopoB, MOAAEPKKa pas-
NMYHBIX POPM B3aUMOAENCTBIS onepaTopa ¢ abOHEHTOM B COOTBETCTBUW C 3a-
AaHHbIMY BU3HEeC-NpaBunamy, BKMOYas NpeacTasneHne HeobxoanMon MHAQOp-
Mauun B aBTOMATU4YECKOM PEXUME

Aypamno3sanucs
neperosopoB

TenedoHHbIX

Cuctema ayamosanucy npefocTaBnsieT BOIMOXHOCTb OCYLECTBNATL ayamo3a-
MUCb BCEX BXOAALLMX M MCXOASALMX PasroBopoB C abOHEHTaMu, B TOM uucrne
nepeafpecoBaHHble onepaTopamu Ha COTPYAHUKOB KOMMaHWK, W npuBsiaka dait-
na ¢ ayamosanucbio pasroBopa k obpatueruio (okymeHTy) B CRM-cucteme. Tak
Xe cuctema pgormkHa obecneymBaTh: NOUCK 3anncel pasroBOpoB Yepes CUcTemy
(bUnbTPOB; MPOCNYLUMBAHWE Pa3roBOpa BO BCTPOEHHOM MpOWrpbIBaTene; BO3-
MOXHOCTb 9KCMOpTa 3an1cu pasrosopa B (hair; yCTaHOBKa Npasun 3anucy pas-
FOBOPOB; XpaHEHWe 3anucen; apxMBUPOBaHWE 3anucen no rpaduky unu no Ko-
MaHAe aAMUHUCTPATOPA; YCTAHOBKA OrpaHNYeHst BpEMEHU XPaHEHNS 3anucei.

MO,ElyJ'Ib OTYETHOCTN W CTaTh-
CTUKKN

Cuctema npefocTaBnseT BO3MOXHOCTb OTCEXMBATb NapameTpbl BbI30BOB:
KOMMYECTBO BXOASALLMX/MCXOASALLMX 3anpOCOB;
KONMYEeCTBO 3anpoCcoB, 3aKpbITbix cuctemoint IVR;
KOMMYeCTBO 3anpoCcoB, 3aKPbITbiX OnepaTopom KOHTaKT-LeHTpa;
KONMYeCTBO MapLUPyTU3MPOBAHHBIX 3aMpOCOB NO NOAPA3AeNeHMsM; Konuye-
CTBO 3anpocoB B 06paboTke;
norHas cTaTncTMka NepexoaoB 3anpoCcoB U3 COCTOSIHUS B COCTOSHUE;
cpeaHee Bpemst 06paboTku 3anpoca onepaTopoM;
cpenHee Bpems 0bpaboTku 3anpoca apyrumu nogpasaeneHnsamu ObuiecTsa
B Cryyae nepeajapecauui Bbl30Ba;
cpeaHee Bpems ucnonb3oBaHus cuctemsl [VR.

Mo ykasaHHbIM NapameTpam cucTeMa AomkHa popmupoBaTh NKOYK TUNOBYKD
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OTYETHOCTb, a TaK e NPeaocTaBnsAeT yAobHbIN MHCTPYMEHT ANst AONONHUTENb-
HbIX OTYETHbIX (DOPM ANS aHanu3a TPYAOEMKOCTM, 3arpyXeHHOCTH, apdheKTne-
HOCTW PabOoTbl ONEPATOPOB.

Cuctema aBTOO03BOHa abo-
HEHTOB

CucTema MpefocTaBnsieT BO3MOXHOCTb OCYLLECTBNSTb UCXOASILME BbI30BbI B
aBTOMaTWU4YECKOM pexume noTpebutensim ycnyr, u3 chopMUpPOBAHHOMO CrKCKa,
ANs NpefoCTaBneHnst TUNU3MPOBAHHON MHGOPMaLK B BIUAE TONIOCOBOrO CO06-
LeHst

Mogynb sms-cepaica

Cuctema no3BOMSIET  UCTIONb30BATh  SMS-  CEPBUC,
OMOBELLEHE, SMms-yBefoMIIeHNe noTpebuTeneit

B TOM 4ucne sms-

Cuctema 3awuTbl KOHGMAEH-
LjManbHbIX AaHHbIX

CwcTema no3BonseT OpraHn3oBaTh 3alMTy KOH(UAEHLMANBHBIX AaHHbIX

TexHuyeckas BO3MOXHOCTb
nHTErpaumu  KoHTakT-LieHTpa
Obuwecrea c KoHTakT-
LeHTpaMK Tpynnbl  KOMMaHui
«Poccetu»

B nepuog SKCTPEHHbIX W Ype3BblYaiHbIX CUTYaLMiA MPpU MUKOBbLIX Harpyskax Ha
onepatopos KoxTakT-LeHTpa ObLiecTBa gomkHa BbiTb 0becrneyeHa TexHUYeckas
BO3MOXHOCTb pacrnpefensTb (N aBTOMAaTUYeCKW nepeagpecoBbiBaTh Ny 3a-
HATOCTM BCEX OnepaTopoB) BXOASLLME BbI30BbI HA OnepaTopoB KOHTaKT-LEHTPOB
rpynnbl KoMNaHui «PocceTuy

[ononHuTtenbHbIe

Cuctema  WMHTENNEKTyanbHoro
pacnpegenexus 380HkoB (ICM)

CucTema MHTENNEKTyanbHOM MapLipyTM3aLumu Bbi3oBa MO3BONSIET MO cobpaH-
HbIM 1 UMEIOLLMMCSI AaHHBIM O NOTpebuTene, o 3arpy3ke NUHAK 1 ONEPaTOPOB —
afpecauysi Bbi3oBa Mo ONTMMarbHOMY MapLUpyTy - AWHAMUYECKOe YrpaBneHue
MPUOPUTETOM 3BOHKA B OYEpPeay, MapLIpyTM3aLMsl Ha OCHOBE YPOBHS 3HAHMIA
ornepaTopa, ycrioBHas MapLUpyTU3aLus Bbl30Ba, MapLIPYTM3aLus BbI30BOB Ha
OCHOBE JaHHbIX Mofy4eHHbIX 0T cuctembl CRM, W.1.n.

Cucrema npeobpa3oBaHms
TekcTa B peyb (TTS)

Cuctema npefocTaBnsieT BO3MOXHOCTb aboHEHTaM nonyvaTtb WHGOpMaLuo ot
KoHTakT-LeHTpa B yaobHOM 4ns BocnpusTus Buge. Cuctembl TTS mcnonbayioT-
csl, korga npegoctasnseMas MHgopmauus notpebuTento MeeT yHUKanbHbIN, He
NOBTOPSIOLLMIACS XapakTep W ee Henb3s NPeACTaBUTL B BUAE Habopa dpas

Cucrema pacnosHaBaHus peyn
(ASR)

CwcTema npefocTaBnsieT BO3MOXHOCTb abOHEHTaM NpefoCcTaBuTb MHGOPMAaLM
KOMNaHuM Yepe3 KOHTaKT-LEeHTP, Hanpumep, Ans NpeaocTaBneHns TeKyLWmUX no-
Ka3aHuil NpubOPOB y4eTa ANEKTPOIHEPTUM

Cuctema ynpexparowero Ao-
3BoHa (PD - Predictive Dialer)

CucTema no3BosieT ONTUMM3NPOBATL MPOLEAYPY OpraHMU3aLuM MaccoBbIX MC-
XO[ALMX Bbl30BOB. CUCTEMA CaMOCTOSITENbHO YCTaHABNMMBAET COEAMHEHME C

aboHeHTamMu 13 cnvcka, ONPEAENnseT «XWUBOW» OTBET W NepedaeT BbI30B onepa-
TOpY U Ha mogynb IVR

ObopypoBaHne Ans co3daHus MporpaMMHONM M annapaTHoi 6asbl  KoHTakT-LeHTpa
BbIOMpaeTcs nexoan 13 yHKLUMOHamNbHbIX TpeGoBaHWiA, NPUBEAEHHBIX B Tabnuue 4, 1 BO3MOXHOCTM
uHTerpaumm ¢ cywectayowmmn AC B obnactu okasaHus ycnyr u obcnyxusaHus notpebuteneit
yCryr.

Paboyee mecto onepaTtopa KoHTaKT-LeHTpa AOMmKHO BbiTb 060pyA0BaHO B COOTBETCTBUM C
TpeboBaHuaMM, NpeacTaBneHHbIMU B Tabmuue 2.1 npunoxeHns Ne 2 k HacToswemy CtangapTty.

APM onepatopa peanuayeTcs B Bie nporpaMmMHoro obecneyeHus 1 npegcrasnseT cobon
BM3yanbHOE MPUIOXEHWE YNPaBNEHNS BbI3OBAMW W MOMyYEHWUS AOMOMHUTENBHON MHAOpMaLMK O
3BOHKax ¥ 3anpocax. APM AOMmXHO WHTerpupoBaTtbCs C HeobXoaumbIMM MHDOPMALMOHHBIMM
cuctemamm  u G6asamy  gaHHblx  ObwectBa AN MMHUMM3AUMM  BpeMeHu  0BpaboTku
BbI30Ba. MyHMManbHble (yHKUMOHanbHble TpebosaHus k APM npeacTaBsneHbl B Tabrnuue 2.2
npunoxenns Ne2 k Hactoswwmm CtaHgapTam.

V.IV. 3AOYHOE OBCITYXUBAHWUE NOCPEACTBOM CETU UHTEPHET

I, Tpe6OBava K opraHusauum 3a0O4HOro 06CJ'Iy)KVIBaHVIF| Ha cauTe B CETH I/I|-|Tep|-|eT

3aoyHoe  obcnyxuBaHMe — nOTpebUTENnenm  OCYLIECTBNSIETCS € WUCMOMb30BaHWEM
oduumMansHoro caiita O6llecTBa MnM Tpynnbl  KomnaHui  «PocceTn» B ceTu  MHTepHer,
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coaepxaLlero nHopmMaLuio 0 eATENbHOCTU KOMMaHMM.

MoTpebuteny LOmMKHBI MMETb BO3MOXHOCTb O3HAKOMIIEHUS C MHChOPMALIMEN, PasMELLEHHON
Ha ouumanLHOM caiTe, C UCNONb30BAHNEM pacnpoCTpaHeHHbIX Be6-06o3peBaTenent. pu 3TOM He
[OMKHA NpegycmMaTpuBaTbCsl YCTAHOBKA Ha KOMMbIOTEPLI NOTpebuTenei cneumanbHo CO3AaHHbIX
AN NPOCMOTPa 0PuLManbHbIX CanTOB NPOrPaMMHbIX M TEXHOMNOMNYECKUX CPELCTB.

B cnyyae BoO3HWMKHOBEHMst nepeboeB B pabote OGMUMANbHOrO camTa, BREKYLLMX
HEBO3MOXHOCTb JOCTYNa K COAepaLlencs Ha Hem nHopmauum (cepsucam), OBLLECTBO B TEYEHME
2 4acoB C MOMEHTa BO30OHOBMEHMS JocTyna K oduuManbHOMY CalTy pas3MellaeT Ha Hem
WH(DOPMaLMI0 O NpUYKMHE, JaTe W BPEMEeHW NpekpalieHns JoCTyna, a Takke O JaTe M BpeMeHM
BO30DOHOBNEHNS AOCTYNA K 0hMLManbHOMY CanTy.

CymmapHas O/vTenbHOCTb MepepbiBoB B paboTe oguumanbHOrO calmta He  [JOSKHa
npeBbILLaTh 4 4acoB B MeCsL.

WHhopmauwms, pasmeliaemasi Ha ouLmansHOM cante, AomkHa BbiTh:

[OCTYMHa Ans aBToMaTM4eckon obpaboTku;

KPYrNOCYTO4HO JOCTYNHa noTpebutensm 6e3 ncnonb3oBaHust MPOrpaMMHOro 0becneyeHus,
YCTaHOBKa KOTOPOro Ha TEXHMYecKue CPeacTBa noTpebutens TpebyeT 3aknyeHns NMLEH3NOHHOTO
UMW MHOTO CornaLleHus ¢ npaBoobnagaTenem nNporpaMMHOro obecrneyeHns, NpeaycMaTpUBatoLLEro
B3MMaHWe ¢ noTpeduTens nnatbl;

[0CTYyNHa 6e3 B3uMaHus nnatbl.

Hasmrau,mq O(bI/ILI'VIaﬂbHOFO cauTa Jo/mKHa COOTBETCTBOBATb cneyowum Tpe6OBaHVIF|MZ

a) BCS pasMeLLeHHas Ha ouumanbHOM cante MHGopmaums JomkHa BbiTb KpYrinocyTOYHO
[OCTYMHa NOTpebuTensaM AN MoSyyYeHus, O3HAKOMIEHWS W WUCMOMb30BaHUs, a Takke [And
aBTOMaTN4eCcKon 0BpaboTki MHPOPMALMOHHBIMW UHTEPAKTUBHBIMU CEPBUCAMM;

6) MyTeM NOCNefoBaTeNbLHOTO nepexoda Mo rMnepecbisikam HaumHas ¢ rMaBHOM CTPaHULb
ouumansHoro canta. KonmyecTBO Takux MEPEXodoB MO KpaTyaulen nocnefoBaTeflbHOCTY
[OMKHO ObITb HE Bonee nNATY;

B) NOTPEOMTENO  [OMKHA NPefoCTaBNATLCS  HarnsgHas uHopMauus o  CTPYKType
0MLManbHOro caiTa 1 0 MECTOHAXOXAEHWUN 0TOOpaxaeMoit CTpaHuLbl B 3TOM CTPYKTYPE;

r) Ha KaXO0M CTpaHuLe ohuLmManbHOro caiTa LOKHbI BbiTh pasMELLEHbI: rNaBHOE MEHIO,
CCbIfKa Ha rMaBHY CTpaHWLLy, CCblfika Ha KapTy ouLMansHOro canTa;

1) 3arofoBKM M MOAMUCM Ha CTpaHWLax AOMKHbI OMUCbIBATb COLEpXaHWe (HasHayeHue)
TaKoW CTpaHuLbl, HAUMEHOBAHME TeKyLLEero pasgena 1 oTobpaxaemoro JOKYMEHTa;

€) HaUMEeHOBaHWe CTpaHuUbl, OMUCLIBalLee ee cofdepkaHue (HasHayeHwe), AOMKHO
oToBpaxaTbCs B 3arofoBke okHa Beb-0603peBaTens;

) TEKCTOBbIN agpec B ceT MHTepHeT (yHuBepcarnbHbIi ykasatenb pecypca, URL) kaxgoi
CTpaHuLbl JOMmKeH oTobpaxaTb ee NOMNOXKEeHWe B NOrMYECKON CTPYKTYpe cailTa U COOTBETCTBOBATb
€e COAepXaHuo (HasHaYeHMI), a Takke B TEKCTOBOM agpece OOMKHbI ObiTb WCMONb30BaHbI
CTaHAapTHble NpaBuna TpaHcnuUTepauuy;

3) HA [MaBHOW CTpaHuLle oduumanbHoro camta M B JInyHoM kabuHeTe noTpebutens
pasmeLlaetcs Homep KOHTaKT-LeHTpa, ropsyen NIMHUM No BONpOcaM 3N1eKTPOCHaBKEHUS;

W) Ha [MaBHOW CTpaHuUe oduunanbHoro canta U B JIMyHOM kabuHeTe noTpebutens
pasmeLLaeTcs rmnepccblika Ha UHopMaLmio:

C MpUYMHaMK U CPOKaMK MNIaHOBbIX MEpPepbIBOB B Nepefaye 3reKTPUYECKon 3Heprum,
NPEKpaLLeHNss WM OrPaHWYEHUs pexuma nepefadn SNEeKTPUYEeCKOM 3SHepruu, B TOM 4ucne
npeaBapuTenbHas WHGOPMaUUS O CPOKaxX OrpaHUYeHUst pexuMa noTpebrieHns anekTpuvecKoi
SHeprn (MoLHOCTN) noTpebuTteneir B CBA3WM C MPOBEAEHMEM PEMOHTHbIX paboT Ha obbekTax
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9NEKTPOCETEBOr0 X035MCTBA CETEBOW OpraHM3auny, BKIKYEHHbBIX B rO40BOM (MECSAYHbIN) rpadvik
PEMOHTa;

C pacyeTHbIMM ATON 1 BPEMEHEM BOCCTAHOBIIEHNS 3MEKTPOCHABXEHNS B Cry4ae BBEAEHUS
BHEMNNAHOBOIO OrpaHNYeHNs pexuma noTpebrneHns AnNeKTPUYECKon IHEPTUM (MOLLHOCTH);

K) Ha [NaBHOW CTpaHWLE CailTa pa3sMeLLalTCcs CCbiNku-0aHHepbl Ha WMHMOPMAaLMOHHbIE
VHTEpaKTVBHbIE cepaichl ObLLecTBa.

ii. TpeboBaHusA K CTPYKTYpe U coepxaHuio pasgena «flotpebutenam» canta

B uensax obecneyeHuss onepaTuBHOrO [Joctyna notpebutenen Kk wuHdopmauun 06
OKasblBaeMbIX ycnyrax U obcnyxuaHum notpebutenen OOLWECTBOM B [MIaBHOM  MEHIO
odmumanbHoro canta Bblaenserca pasgen «otpebutensamy.

B ykasaHHOM pasgene pasmellaetcs WHgopmauus B cooTeeTcTBMM cO CTaHgapTamu
pacKpbITUS UHMOPMaLMK CyBbekTamm ONTOBOMO M PO3HUYHBIX PbIHKOB 3NIEKTPUYECKOW 3HEprK, a
TaKxKe cnegyowme ceefeHns:

NOYTOBbLIA afpec CETEBOW OpraHu3auuun, agpeca u rpaduk paboTbl 0PUCcOB 06CNYXMBaHNS
notpebutenen, Homepa TenedoHOB, N0 KOTOPLIM OCYLLECTBASETCA 0b6CnyxuBaHue notpebutenen,
agpec ouymansHoro canTa;

nopsiAoK nogaynm WM paccmMoTpeHust obpalleHuin notpebutenen, cogepxawmx xanoby Ha
OENCTBUS  CETEBOW OpraHu3auuu, C YKasaHWeM CPOKOB pPacCMOTPeHus obpalleHun 1
NpefocTaBneHuns OTBETa;

NOPSAOK WM CPOKM 3aKnioyeHunst forosopa 06 OkasaHuW ycnyr no nepeaaye anekTpuyeckon
SHepruu, NpeaycMOTPEHHbIe 3akoHodaTenbCTBoM Poccuiickon degepaun;

NOpPsAOK MOJAyYM 3asiBKM Ha TEXHOMOrMYecKkoe MPUCOEANHEHWe, OCHOBHbIe 3Tanbl ee
PacCMOTPEHUS W WX CPOKW, CBedeHWs, KOTopble [OIKHbl COAepXaTbCd B 3asBKe Ha
TEXHOMOMMYECKoe NpucoeanHeHne, 1 TpeboBaHua K npunaraemMbliM K Hel JOKyMeHTam, (opMbl
3a5BOK 1151 3aroriHeHus noTpebutenem;

NOPSAOK  BbINOMHEHNST  TEXHOMOMMYECKOro NPUCOEAMHEHUS, 3Tanbl  TEXHOMOTMYECKOro
NPUCOEONHEHUS W UX CPOKY;

nopsaok pacyeta nnatbl 3a TEXHONMOMMYECKOE MPUCOEAWMHEeHWe Ans  BCex rpynn
notpebutenen, KOMuMM peeHUn opraHa WCMOMHUTENbHOW BracTh cybbekta Poccuickoi
®epepaumm B 06nacT rocyaapCTBEHHOrO PErynmpoBaHus LieH (Tapudos) 06 ycTaHOBNEHUM nnaThl
3@ TEXHOMOrMYecKoe MPUCOEAMHEHNE B OTHOLLEHWW TEeppUTOpUanbHBLIX CETEBbIX OpraHM3auui, a
TakKe KOMWA  pelleHus  efepanbHOro  opraHa  WUCMOMHWTENbHOM BRacTh B obractu
roCyapCTBEHHOMO PerynupoBaHns LeH (TapudoB) No YCTAHOBIEHMIO MNaTbl 38 TEXHOMOMMYECKOe
NPUCOEOMHEHNE B  OTHOLIEHWM OpraHM3auMum Mo  YNpaBfeHW0 eAMHOA  HauWOHanbHOM
(0BLLEPOCCMINCKON) AMEKTPUYECKON CETbI, NOPSAOK Onnatbl Mo A0roBopy 00 OCYLLeCTBREeHWN
TEXHOMOMMYECKOr0 NPUCOEOUHEHNS K ONEKTPUYECKUM CeTAM, OCOBEHHOCTM BHECEHWs nnatbl
OTAENbHbIMK rpynnamn noTpebuteneit, NpPeayCMOTPEHHbIE 3aKOHOAATENbCTBOM  PoCCUACKOM
depepauyny;

NoOpsiAOK pacyeTa Nnathbl 3a OKasaHue YCnyr No nepegave AnekTPUYECcKon IHEPrun Ans BCex
rpynn notpebuTenen, KOMMM peLleHUn opraHa WCMOMHMTENbHOW Bractu cybbekta Poccuickoi
®efepaumm B 0bnacTM rocyaapCTBEHHOTO PerynupoBaHust LeH (TapudoB) 06 yCTaHOBNEHUM
TapudoB Ha Yycnyrn no nepefave ONEKTPUYECKOW SHEPrM B OTHOLIEHUM TeppuUTOpUarbHbIX
CeTeBbIX OpraHu13aLmi, a Takke Konuu peLleHnin eepanbHoro opraHa UCTOSHUTENBLHOM BNacTu B
0bracTtu rocyapCTBEHHOTO PerynnpoBaHus LeH (Tapudos) 06 yCTaHOBMEHMM TapudgoB Ha yCryru
no nepefaye ONEKTPUYECKON SHEPTMM B OTHOLIEHUM OpraHu3auuu no YNpaBreHuo €eauHOM
HaLuoHanbHoO (0BLLEPOCCUINCKO) 3NEKTPUYECKO CETbio, MOPSALOK onnatel Mo Jorosopy 06
OKasaHuu yecnyr no nepegave dneKTpUYECcKon SHepruu;
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NOpsiAOK OCYLLECTBMEHWS KOMMEPYECKOTO yyeTa CETEBbIMW OpraHu3auusiMi, B TOM Yucne
TpeboBaHMA K MecTaM YCTaHOBKM MpWBOPOB yveTa, CXeMbl MOAKMKOYEHWS U METPONornyeckue
XapaKTepPUCTUKM NpuBOpoB ydyeTa Oe3 ykasaHWMS TOBApHbIX 3HAKOB, 3HAKOB O0OCHYXWBaHUS,
(DMPMEHHBIX  HaWMEHOBaHWI, NATEHTOB, MOME3HbIX MOAENen, NPOMbILLNEHHbIX 0Bpa3Los,
HaWMEHOBaHWI MeCT MPOUCXOXOEeHUs NpubOpoB Yy4yeTa WM HaMMEHOBAHWA NpOU3BOAUTENEN
NpnbopoB yyeTa;

HaMMeHoBaHWe NpMbOPOB y4eTa, YCTaHOBKY KOTOPbLIX OCYLLECTBASET CEeTeBas opraHu3aums,
X CTOMMOCTb W CTOMMOCTb PaboT MO X YCTaHOBKE;

MPUYMHBI U CPOKW MMaHOBbIX MEPEPLIBOB B Mepefaye  dneKTPUYECKON  dHEpPTuM,
NpeKkpalleHnss WM OrpaHNyeHUss pexuma nepefayn SNeKTPUYECKOM SHepruu, B TOM yuchne
npeaBapuTenbHas WHGOPMaUUS O CPOKaxX OrpaHUYeHUs pexuMa noTpebreHns anekTpuveckoi
SHeprin (MoLHOCTN) noTpebuTteneir B CBA3W C MPOBEAEHMEM PEMOHTHbIX PaboT Ha obbekTax
9NEeKTPOCETEBOr0 X035MCTBA CETEBOW OpraHM3auny, BKMKOYEHHbBIX B rO40BOM (MECAYHBIN) rpadvk
PEMOHTa;

pacyeTHble faTta M BPeMs BOCCTAHOBIIEHMS SNEKTPOCHAOXEHWS B Cnyvyae BBEAEHMS
BHEMIAHOBOMO OrpaHNYeHNs pexuMa noTpebneHns anekTpUiecKkon SHepPrum (MOLLHOCTH);

YacTo 3aaBaeMble BOMPOChI, BO3HUKaLLMe Y NoTpebuTenei, 1 OTBETLI Ha HUX;

aKkTyanbHble UM3MeHeHUs 3akoHogatenbctBa Poccunckon ®epepaumn B OTHOLLEHWUM
npoLeayp okazaHWs yCryr ceTeBbIMU OpraHM3aumamm;

YTBEPKAEHHbIE rpachnKi aBAPUIHOTO OrPaHNYEHNS;

nacnopTa ycnyr (npoLeccoB) CETEBON OpraHu3aLuu;

nopsigok paboTebl B IMYHOM kabuHeTe noTpebuTens, BKKYas NonyyYeHne nepBoHavanbHoro
[0CTyna K IMYHOMY KaBUHETY, peructpauuio 1 aBTopusaumio notpebutens.

Hopmaums 0 npuynHax M Cpokax MNaHOBbLIX NepepbiBOB B nepefaye 3nekTpu4eckoi
SHEPruM, NPeKPaLLEeHNs UK OrpaHUYeHUs pexnuma nepefadn SMeKTPUYECKON 3HEPTU MOANEXMT
onybnukoBaHWK He no3gHee 4Yem 3a 7 [dHeW [0 [faTbl NNaHOBbIX NEPepbiBOB nepefayu
ANEKTPUYECKON HEPTUN.

AKTyanusaums 4acTo 3afjaBaeMblX BONPOCOB, BO3HUKAIOLMX Y NOTpebutenei, u 0TBEThI Ha
HWX OCYLLECTBNSETCA He pexe O4HOr0 pa3a B KeapTan Ha OCHOBE aHanusa noCTynUBLUMX
obpalyeHnin B ObLLECTBO.

CtpykTypa pasgena «[lotpebutensmy» oduumansHoro canta O6LiecTBa UMEET CTPYKTYpY
cornacHo npunoxeHuto Ne 3 k HacToswmm CtaHgapTam.

iii. AHTepakTMBHbIE cepBUCHI 06CNYXMBaHUA B ceT UHTepHeT

aﬂeKTpOHHOG‘ 06CJ'Iy)KI/IBaHI/Ie n0Tpe6MTene|7| ocyuiecTendeTca C  MUCMNONb30BaHMEM
crnedyLwnx obs3aTenbHbIX WHTEPAKTUBHbIX WHCTPYMEHTOB Ha cante O6Ll.l|eCTBaZ

ITnyHbIN KaBUHET noTpebuTens;

WHTEpHET-NpreMHas (MobunbHas npuemHas eHepanbHoro aupektopa ObuecTsa);
KanbkynsTop CTOMMOCTM TEXHONOMYECKOrO NMPUCOEANHEHNS;

WHTepakTMBHas KapTa LieHTPOB NUTaHMS.

[nsa obecneyeHnss onepaTMBHOrO [OCTyNa CCbIfKW-6aHHepbl Ha  WMHMOPMAaLMOHHbIE
WHTepaKTUBHbIe cepauchl O6LLECTBa pa3MeELLatoTCs Ha IMaBHOW CTpaHWLE caiTa.

JIn4HbIN KaOMHeT

ITMYHBbIN KabUuHET I'IOTpe6I/ITeJ'IFI npeacraBnAeT — COBOKYMHOCTb aPEeCHbIX I/IH(bOpMaLI,I/IOHHO-
MHTEPAKTUBHbBIX CEPBMCOB B 4YaCTH B3aMMOIENCTBUS C I'IOTpe6I/ITeﬂFIMVI ycnyr no TexHonorn4eckomy



30

NPUCOEOMHEHNIO, MNEpeaaye  SNEKTPUYECKOM  SHepru, y4yeTy  SNMEKTPUYECKOM  SHepruu,
LOMNOMHUTENbHBIM YCyram 1 NpoYnM BOMpOCaM.

HOoctyn Kk JInyHoMy kabuHeTy noTpebutens ocywlecTBnsieTca nocne Beoga noTpebutenem
CBOMX MOEHTU(DUKALMOHHBIX AAHHbLIX: UMEHM (IorMHa) 1 napons v (Mnu) no PerucTpauuoHHOMY
HOMepy 3asiBKW Ha OkasaHue Yycnyr (OTAenbHbIX MpOLEAyp) M Napornto, KOTOpble Bbl4aloTCS
notpeburento:

a) npu o4Hom obpatleHum B LIOTT nnm nyHKT no pabote ¢ notpebutenamn ObLiecTsa;

6) No NMCbMEHHOMY 3anpocy noTpebuTens;

B) Nocrne 3anonHeHns notpebutenem akpaHHOM opMbl perncTpauuu Beb-uHtepdeiica ogu-
UuanbHoro canta ObuiecTsa.

ObwecTBO AOMKHO 0becneynBaTb HEOOXOAMMBIN YPOBEHb MHGOPMAaLMOHHON 6e3onacHoCTy
W BKMOYATb KOMMMEKC CPEACTB W METOZOB COXPAHHOCTU [aHHbIX W 3aluTbl WHGOpMauun oOT
NCKaXEHWN, HECAHKLMOHMPOBAHHOMO A0CTYNA B JINYHbI KabMHET NOTPebUTENS 1 KONMPOBaHMS.

Obuwecteo obecneunmBaeTr C ucnonb3oBaHuMeM JlnyHoro kabuHetTa noTpebuTens
TEXHUYECKYID BO3MOXHOCTb [Ansd noTpebutenen, nonyumBwmMX ZocTyn K JIMYHOMY KabuHeTy
notpebutens:

a) HanpaBneHus noTpebutenem obpalleHunit, B TOM YMCNE COAEPKALLMX Xanobbl 1 3asBKu
(3asBneHns) Ha okasaHue ycnyr (NpoLeccoB) CornacHo nepeyHto Tabnuubl Ne 5 Hactoswero CtaH-
[apTta B (oopme 3MeKTPOHHOro JOKYMEHTa MyTeM 3anofiHEHMS! 3KpaHHbIX opM BeB-uHTepdeiica
ohuumanbHoro canTa ¢ 0643aTenbHON ANs 3an0NIHEHWST KOHTAKTHOM MHGopMaLyei u nNpeanoYTy-
TeNbHbIM CNOCcObOM nonyyeHus oTeeTa. B aKpaHHbIX (hopmax Beb-uHTepdeica opuLmMansHOro
caiTta obecneunBaeTcst BO3MOXHOCTb NPUKPENATL (annbl ¢ MaTepuanami no obpaLleHuto, B TOM
yncne ¢ pacwmpervem jpg u pdf. Mpu HanpaBneHun obpalLeHns Yepes ykasaHHbI MHTepdeic no-
TpebuTens JormKeH BbiTb YBEAOMIEH O NNaHOBbLIX CPOKAX PacCMOTPeHUs obpalleHns C ykazaHeM
perncTpaLmoHHOro Homepa obpatleHns;

6) 3anonHeHns NOCPEACTBOM 3KpaHHOW (hopMbl BeB-UHTEPENCa 0hMLManbHOMO calTa aHke-
Tbl NOTPEBUTENS AN ONpoca C LieNb OLEHKK KavyecTBa okasbiBaembix ycnyr Obuiectsa u obeny-
K1BaHMSA noTpebutens;

B) NoNny4eHus noTpebutenem CBeAEHMI 0 CTaTyce pacCMOTPEHNs 06paLLeHus, HanpaBeHHO-
ro B OBLLeCTBO;

r) BBO4A NOTpebUTENEM TEKYLLMX NOKa3aHW NpUBOPOB yyeTa aNEKTPUYECKON SHEPTL;

[) HanpasneHus notpebutenem yBeLOMIEHUS B CETEBYID OpraHu3auumo 06 MCMOMHEHUN UM
MepOonpUSATUIA, MPeayCMOTPEHHBIX TEXHUYECKMU YCTIOBUSMMU;

e) npefocTaBneHus notpebutensam:

CBELEHNIN O cTaTyce PacCMOTPEHUs 3asBKK (3asBNEHNs) NoTpebuTens Ha okasaHue ycnyr,
MOAAHHOW B CETEBYIO OpraHn3aLuio, C ykazaHneM Aatbl NOCTYNIEHUS 3asiBKU U €€ PerncTpaLmoHHo-
ro Homepa, faTbl HanpaBneHus 3asiBUTENI0 MOANMCAHHOrO CETEBOW OpraHu3aumen gorosopa 06
OKasaHuu ycnyru;

CBELEHNIN O CTaTyCce MCMOMHEHMS JOroBOpa OKa3aHWs YCMyrn ¢ ykasaHWeM MnaHoBbIX CPO-
KOB MCMOSHEHMS, 3@ MCKITIOYEHMEM [OrOBOPOB Ha OKasaHWe YCrnyr no nepedade dnekTpuyeckomn
aHeprum. CeegeHns no foroBopam 06 OCYLLECTBEHWUI TEXHONOTMYECKOrO NPUCOEaUHEHNS AOMKHbI
BKMKOYaTb MHAOPMALMIO 0 AaTe 3aKMYEHNst JOroBOpa, XO4e BbINOHEHUSI CETEBOW OpraHu3aLme
TEXHUYECKMX YCIOBUIA, (DAKTUYECKOM MPUCOENHEHWN, COCTaBNEHUN W NOLMUCAHUN LOKYMEHTOB O
TEXHONOMMYECKOM NPUCOEANHEHNM;

CYETOB Ha onnaTy YCAyr no TEXHONOTMYECKOMY NPUCOEANHEHMIO ANS (PU3NYECKUX MWL, MaK-
CUMarnbHasi NPUCOeaMHEHHAs MOLLHOCTb 3HEPronpUHUMAIOLLMX YCTPOWCTB KOTOPLIX COCTaBNSET A0
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15 KBT BKITIOUNTESTBHO (C Y4ETOM paHee NpUCOEAMHEHHBIX B JAHHON TOYKE NMPUCOEAUHEHWUS SHEPrO-
MPUHUMAIOLLMX YCTPOWCTB);

CBELEHNN O NoKasaHWsIX NPUBOPOB yyeTa No TOYKaM yyeTa dNEKTPUYECKON SHeprin noTpe-
BuTens n ctaTUcTuke NOTPEBEHNs ANEKTPUYECKOA SHEPTUM HA MOMEHT NOCEAHEro CHATUS ceTe-
BOW OpraHu3auueil Takux nokasaHuin Unu BBEAEHWUS NokasaHui npubopa yyeta notpebutenem ca-
MOCTOSITENbLHO;

CBELEHNIN 0 CTaTyCce pacCMOTPeHMs obpaLLeHnsi, HanpaBEHHOTO B CETEBYID OpraHn3aLyio B
ANEKTPOHHO (hopMme;

9NEKTPOHHbBIX KOMUIM JOKYMEHTOB NO pe3ynbTaTaM OKa3aHus ycryr (akToB), aktoB besyyeT-
HOro/6e3a0roBOPHOM0 NOTPEONEHUS ANEKTPUYECKON SHEPrIK;

WHGOPMaLMK O MPUYMHAX M CPOKaX MIaHOBbIX (BHEMMAHOBLIX) OrPAHUYEHUSIX pexuMa no-
TpebneHns anekTpuyeckon aHeprum (MOLWHOCTH) noTpebuTenen, a Takke O JaTe U BPEMEHU BOC-
CTaHOBEHNS ANEKTPOCHaDXeHNS;

WHOpMaLK O NpuuKMHax HecobntoaeHus TpeboBaHW K NapameTpam KayecTsa anekTpude-
CKOM 3Heprun, 0 MeponpuaTusax n pabotax, HeobxoguMbIX ANt obecnevyeHns COOTBETCTBUS Kaye-
CTBa 9NeKTpUYecKkorn aHeprum TpeboBaHMAM 3akoHOAaTeNbCTBa.

[MepeyeHb MHGOpMaLMK, KOTOPY NOTPebuTeNb KenaeT nosyyatb (Mo akTy HaCTynneHns
UHALMMpYtoLWero  cobbiTus) B JIMYHOM kKabuHeTe M 4epe3 SMS-yBEAOMIIEHME, YKa3blBaeTCs
notpebutenem npu nonyyeHun goctyna B JIMuHbIN kabuHeT wnu nocne B noapasaene JInyHoro
kabuHeTa «[ognucaTbes Ha paccbinky». Mpu aTom notpebutenem LomkeH ObiTb 3aperncTpupoBaH
HeobxoanMbll 06bEM [aHHbIX, B TOM YMCIE KOHTaKTHbIX, AN NPeaoCTaBneHns WHGopmauum B
(hopMe aBTOMATUYECKON PACChISIKU.

WUHTepHeT-npuemHas

Mogpasgen WHTepHeT-NpuemMHas SBnsetcs UHOPMaLMOHHO-MHTEPAKTUBHBIM CEPBUCOM W
obecneunBaer obpaTHyl CBA3b C notpebutenamm ycnyr 6e3 npPoOXOxAeHWs npoueaypbl
perucTpaummn n Nony4YeHns 4ocTyna K Cepaucy.

B MHTepHeT-npremMHon obecneunBaeTcsi TEXHUYECKas BO3MOXHOCTb Ans notpebutenen:

a) HanpasneHus noTpedutenem obpaLleHnii ¢ 3anpocoM CrnpPaBOYHON MHGOPMALMW UM KOH-
cynbTaumei «3agatb BONPOC CNeLmanucTy» - B JaHHOM MOAPa3aene pacnonaraetcs neKTpoHHas
(hopma ¢ nonsmm 4ns 3anonHeHus noTpebutenem KOHTaKTHON MHOPMaLMK, TEMbI U CyTb BOMPOCA.
MepeyeHb TEM JOMKEH COOTBETCTBOBATbL CMUCKY TEMATUK 0OpaLLeHuin cornacHo npunoxeHnto Ne7
HacToswwwmx CTaHaapToB.

6) HanpaeneHus noTpebutenem obpalleHuin, B TOM YnUCne cogepxallmx xanobbl: B JaHHOM
noapasaene pacnonaraeTcs dnekTpoHHas opma ¢ NonsMK Ans 3anoriHeHust noTpebutenem cne-
OytoLLen MHopMaLMK: KOHTaKTHas uHdopmauus notpebutens, Tema obpalleHns, cyTb obpalye-
Hua/xanobel. B nogpasgene fomkHa BbiTb obecneyeHa BO3MOXHOCTb NpUKpennsTb annbl ¢ pac-
LuMpeHuem jpg u pdf;

B) NpueM coobLeHnin 0 B6e3noroBopHoM/6e3y4eTHOM NOTPeBeHNN SNEKTPUYECKON SHEPrUK, O
XWLLEHMM 0BBEKTOB SNEKTPOCETEBOrO X035INCTBA;

6) 3anonHeHns NOCPEACTBOM 3KpaHHON (hopMbl Beb-UHTEPENCa 0huLManbHOro caTa aHke-
Tbl NOTPeBUTENS AN ONpoca C LieNb OLEHKM KayecTBa okasbiBaembix ycnyr ObwecTtsa u o6cny-
KUBaHWs noTpebutens;

r) BOMPOC-OTBET: B AaHHOM pa3fene pasmellarTcs Hanbonee 4acto 3aaBaemble BOMPOCHI
notpebutenen ycnyr.



32

KaJ'IbeJ'IFITop CTOMMOCTU TeXHOJIOrM4eCKoro npuncoeguHeHns

KanbkynaTop CTOMMOCTM TEXHOMOMMYEeCKOro MPUCOEAMHEHUS ABRSETCH WHGOPMALMOHHO-
WHTEPaKTMBHbIM  CEPBMCOM MO  pacyeTy OPUEHTUPOBOYHOM CTOMMOCTM  TEXHOSIOTMYECKOrO
NPUCOEANHEHUS Ha OCHOBE [daHHblX, BBOAWMbIX NOTpebuTenem, ¢ Xxapakrepuctukamu obbekTta
MOAKMKYEHMS.

Kanbkynsatop paccuutaH Ha notpebutenei ycnyr no TEXHOMOMMYECKOMY NPUCOEOUHEHNIO C
3asB1SEMON MaKcuMasbHo MowwHoCTbo MeHee 8900 kBT v Ha ypoBHe HanpsixeHus meHee 35 kB B
COOTBETCTBMM C  pacrnopsanTenbHbiM - [JOKYMEHTOM  YNONHOMOYEHHOro opraHa B obnactu
rocyapCTBEHHOrO perynupoBaHns Tapuaos.

BxogHbIMW JaHHbIMK KanbKynstopa, XapakTepusylowmumu o6bekT MpUcoeanHeHus, AN
BBOAA NoTpebutenem SBnATCS:

cybbekT Poccuickoit Pepepaunu;

TeppuUTOpHansHoe pacrnonoxeHne obbekTa, (ropog/obnacts);

TUN NPUCOEAMHEHMS, (HOBOE/CYLLECTBYOLLEE);

MakCcymarbHas npucoeamnHsemMas MOLHOCTb, KBT;

kaTeropust HagéxHoctu, (2/3);

ypoBeHb HanpsixeHus (0,4/6/10/15/20)

paccTosiHue (N0 NpsAMOit) A0 BnKanmMX ANEKTPOCETEBLIX OOBEKTOB, M.

Mpu peanusaumn Kanbkynsitopa fomkHa ObiTb obecneyeHa TexHWYeckasi BO3MOXHOCTb
pacyeta nnatbl 3a TEXHONOMNYEckoe MPUCOEAMHEHME B COOTBETCTBUW C  AEACTBYIOLMM
3aKoHogaTenbCcTBOM Poccuitckoit ®eaepaliumi no AByM BapUaHTaM:

pa3mMep NnaTbl Mo CTaBKe 3a MOLLHOCTB;
pa3mep nnatbl Mo CTaHAapPTU3MPOBaHHOI CTaBKe.

Moaxoabl K pacyeTy SOImKHbl ObiTb MAEHTUYHBI peanu3auun Moaenu pacyeTa Ha lMopTane
no pabote ¢ knueHTamm (Moptan-Tr.pd).

[ononHutensHo Ha cante ObLiecTBoM Ans noTpedutenein MoOXeT ObiTb peanin3oBaH CepBuUC
«MHXeHepHbI  KanmbKynaToOp  CTOMMOCTW  TEXHOMOTMYECKOr0  MPUCOEAMHEHWS,  KOTOPbIN
obecneynBaeT TEXHUYECKYIO BO3MOXHOCTb pacyeTa nnatbl 3a TEXHONOMMYECKOe NPUCOeNHEHVE Ha
OCHOBaHWW CBefEeHWA O HeobXOAMMbIX MEpOMpUATUAX Ha OBbEeKTax CeTeBOM OpraHu3auuu Ans
NpucoeanHeHns obbekTa.

Moaxoabl K pacyeTy, 3anoxeHHble B Mogensx Kanbkynaropa u VIHXeHepHOro KanbkynsTopa,
[OMKHbI BbITh MAEHTUYHBI NOAX04aM, peanu3oBaHHbIM Ha lMopTane no pabote ¢ knueHtamm (Mop-
Tan-TM.pa).

WHTepakTMBHas KapTa LEeHTPOB NUTAHMUSA

ObwecTBo 0becneunBaeT pasMeLleHre B nogpasaene « TeXHONor4eckoe npucoeanHeHne»
pasgena «MoTpebutensM» Ha canTe MHTEPAKTUBHOO cepauca «KapTta LieHTPOB NUTaHUs» Ha OCHO-
Be MNMC-cucTembl 1 cbinky-baHHep Ha rmaBHOM CTpaHWLe canTa.

Cepauc «KapTa LigHTPOB NUTaHNS» JOMmKeH obecneynBaTb TEXHUYECKYH0 BO3MOXHOCTD:

MacLuTabuposaHns kapTbl 4o 100 meTpoB B 1 CM;

ynpasneHns cnosmu: gobasneHne cnoes, yaaneHue Crioes; BKIIOYEHNE/OTKIIOYEHE BULM-
MOCTU CITOEB; HAaCTPOKy MacLITabHoro acpdpekra Ans Kaxaoro cnos;

noaLepXnBaTh ropU3OHTarbHYK HaBUraLMIo MO LMPOBON KapTe;

NOAZEPXKMBATb BO3MOXHOCTb OTOBpaxeHUst Ha MOBWUMBbHBLIX YCTPOMCTBAX (MnaHWeThbl, Mo-
BunbHble TenedoHbl);
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NOAZEPXKMBATb MEXaHU3MbI, NO3BONAOLLME n3beratb MHPOPMALMOHHON Neperpysku akpaHa
nonb3oBaTens;

a) 8 yacmu pabomsi ¢ 0bbekmamu:

0TOBPaXeHMs LEHTPOB NUTaHUs (MapkepoB LieHTpoB nuTaHus) ObLuecTsa B 3aBUCUMOCTM OT
WX reorpacmyeckoro pacnonoxeHus, Ha OCHOBaHUM NPOCTPAHCTBEHHOW CUCTEMbI KOOPAMHAT, 30HbI
0BCNYXMBAHMA U UX TEXHUYECKNX XapaKTEPUCTWK COrMacHO MPUNOXEHUID 4 K HacToswemy
CraHgapry;

OTOBpaXeHWs LLEHTPOB NUTaHNS (MApKEPOB LIEHTPOB NUTaHKS) B BIUAE TOYEYHbIX OOBEKTOB U
WX TPYNN AN UCKMKYEHWs1 WHGOPMALMOHHON Neperpyskn akpaHa mnonb3osatens. [pynnuposka
0ObEKTOB AOMKHA OCYLECTBNATLCA B 3aBMCUMOCTM OT MAIOTHOCTM WX pa3MELLeHUs Ha KapTe,
OTHOCMTENbHO BbiBpaHHOro MacLuTaba, ¢ ykazaHWeM KonnyecTea 06bEKTOB B rpynne.

oToBpaxeHns orcos 0bCnyxnBaHns NOTpedbUTENEN U UX KOHTAKTHBIX AaHHbIX;

6) 8 wacmu pabomsi co crosmu:

oToBpaxeHns cneaylowmx Cnoes Ans notpeburenen:

30H ®enepanbHbix okpyroB Poccuitckon degepaumm;

30HbI cybbEKTOB Poccuiickon defepauuy;

onepauuoHHble 30Hbl OAO «CO EQCy;

30HbI 3KcnnyaTaumoHHon oTeeTcTBeHHOCTM PAC, M0, dunnanos O6wecTsa;

30HbI 06CNYXNBaHNS LIEHTPOB NuTaHus O6LLECTBa;

TapuHble 30HbI;

CNOM rpynNNUPOBKM LEEHTPOB MUTAHNS MO MOLLHOCTH;

CNow rpynnMUPoOBKX LIEHTPOB NUTaHWA MO BbiCLUEMY Knaccy Hanpshkenus: 35, 110 (150),
220 ¥ BblLLE;

CNOW TPyNNUPOBKM LEHTPOB NUTaHUs, npuHagnexawmx O6LecTy W He3aBUCUMbIM
TCO;

NP1 HaBe4EeHWM Ha MapKep LiEHTpa MUTaHWS BCMAbITUS KPaTKOW MHAGOPMaLmn no 0BbekTy
COrnacHo NpurnoxeHuio 4 k Hactoswemy CtaHgapTy.

Cnon cogepxawme ceegeHuss 06  onepauuoHHblx  3oHax OAO «CO E3Cy,
aKcnnyatayuuonHon oteetctBeHHocTn POC, [0, dwmnuanos ObuwecTtBa, 30Hax obcnyxuBaHus
LLEHTPOB MWUTaHWS, TapuHbIX 30HaX (Jarnee - npegMeTHble CroW) JOMKHbI ObiTb MpUBS3aHbl K
30Ham ®epgepanbHblx OkpyroB Poccuiickon depepauun M 30Ham  cyBbekToB  Poccumckoin
tdepepauym.  Ona  notpebutenein - cepBuc  JomkeH  obecneuMBatb  BO3MOXHOCTb
BKMKOYEHNS/OTKIIOYEHNS BUOMMOCTN NPEAMETHBIX CIIOEB.

Cepsuc «KapTta LeHTpOB NUTaHWS» JOmKEH 06ecneymnBaTh:

a) hyHKYUU noucka:

NOMCK Brivkamwmx LEeHTPOB MUTaHUS OT TOUKM, yKa3aHHOW noTpebuTenem, Ha KapTe Ans
TEXHONOMMYECKOro NPUCOEANHEHUS, C YKa3aHUeM PaCcCTOSHNS;

nouck OOBLEKTOB MO KpuUTEpUsM, oToBpaxeHWe pe3ynbTaToB MOWCKA Ha kapTe M B Buae
CMUCKOB;

6) chopmbI 3anpocos:

MOMCK LIEHTpa NuTaHMs No agpecy (MyHuumunansHoMy ob6pasoBaHuio), AUCNETYEPCKOMY HO-
Mepy, ANCNETYEPCKOMY HaWMEHOBAHWIO, KNaCcCy HaNPsXKeHUs UK 3HavyeHno 6anaHcoBoON npuHaa-
NEXHOCTH;

nouck ogncos 0BCnyxmBaHusa notTpebutenen;

nouck PIC, MO, dunuanos, ObwwecTtea n HesaBucumbix TCO no HaMMEHOBaHUIO.

CepBnC [OMKEH NOAAEPKMBATH CLEHApUW HanpaBneHWs 3asiBOK Ha OkasaHue ycnyr
(NepepacnpeneneHne MOLLHOCTH, TEXHOMOrMYeckoe NPUCOEAMHEHME, Nepedava JmneKTPUYEecKoN
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SHEpPruM, KOMMEPYECKUI Y4eT) Npu Bblbope LieHTpa nuTaHns Ha WHTepakTUBHOM kapTe. [ns yero
[OMKEH NOAAEPXMBATLCA CLEHapuii nepexoda (cBssu) Mexgy obbektamu kapTbl M JIMYHbIM
kabuHeToM.

iv.TpeboBaHUA K CTPYKTYpe 1 coaepxaHuto pasaena «Packpbitne nHdopmaummy»

PackpbiTne nHdopmauyum ObLuectsa B popMe OTKPbITbIX JaHHbIX B Lensx obecneyeHus
OnepaTMBHOrO JOCTYNa Ans BCEX 3aMHTEPECOBAHHbIX ML, OCYLLECTBASETCS B pasgerne «PackpbiTue
WH(OPMaLMW» B raBHOM MEHIO 0(PULManbHOMo canTa.

B ykasaHHOM pasgerne pa3meLlaeTcs CTPYKTYpupoBaHHas MH(OpMaLs B COOTBETCTBUN C:

denepanbHbiM 3akoHOM 0T 26 gekabpsi 1995 . Ne 208-03 «O6 akumoHepHbIX obLiecTBax»
n TlonoxeHnem O packpbiTUM WHOPMALMN  SMUTEHTAMM  OMUCCUOHHBIX LiEHHbIX Oymar,
yTBEepXaeHHbIM [pukazom GCOP Poccum o1 4 oktabps 2011 r. Ne 11-46/n3-H;

CraHgapTtamn packpbiTUs MHOpMaun CyObekTamm OMTOBOrO U PO3HUYHBIX  PbIHKOB
ONEKTPUYECKON  SHeprun,  YTBEPXAEHHbIX nocTaHoBneHnem [paButensctBa  Poccumnckon
®epnepauun ot 21 aHBaps 2004 r. Ne 24,

Paspen «PackpbiTe nHopMaLmny JOIKEH BKIoYaTh CrieayioLume noapasaensi:

PackpbITiie MH(hopMaLmMM SMUTEHTAMM SMUCCUOHHBIX LieHHbIX bymar;

PackpbiTue MHpopMauun cybbekTamm OMTOBOTO M PO3HUYHBIX PbIHKOB 3MEKTPUYECKON
SHeprum - CETeBON opraHusaLyen.

Ctpyktypa nogpasgena «PackpbiTue WHgopmauuu CyGbekTamu ONnTOBOrO UM PO3HUYHBIX
PbIHKOB 3MEKTPUYECKON SHEpru - CETEBOW OpraHu3aumnen» pasgena «PackpbiTie MHGopMauumy»
[OMKHa COOTBETCTBOBATL NpunoxeHuto Ne 5 k HacToswemy CtaHaapTy.

[pu BbINONHEHUM OBLLECTBOM (DYHKLMI rapaHTUPYIOLLEro NocTaBLyyka pasaen «PackpbiTue
WHGOpMaLUMWy  JOMKEH BKMKOYaTb  AOMONMHUTENbHBIA  noapasgen «PackpbiTue  MHopMaLuu
cybbekTamum ONTOBOrO UM PO3HWYHBIX PbIHKOB 3MEKTPUYECKOW SHEPrn - rapaHTUPYHOLLUM
MOCTaBLLMKOMY.

B uensx obecneveHns WOEHTUYHOCTM cBefeHwid, nybrnmkyemblx Ha cantax O6LwecTsa,
rpynnbl KOMNaHwWie «PocceT», a Tak Xe OpraHoB BRacTW packpbiBaeMas WHOpMauns LOSKHa
ObITb NpeAcTaBneHa B BWOE TUNEPCCHITOK Ha (annoBble NPeACTaBeHUsl, He [onyckaeTtcs
nybnuposaHue (hannoBbIX MNPEACTaBEHMA C OOHOA M TOM Xe WH(opmauuen. dainosble
npeacTaBnenns nybrimkyeMblX CBEAEHUM [LOIKHbI COOTBETCTBOBATL (POPMATY M pacLUMpeHUsiM
cornacHo npunoxenuto Ne5 Hactoswmx CtaHaapToB.

Mo ymonyaHuio B nofpasfenax, KoTopble codepxarcs B opmax npurnoxeHus NS k
HacTosAwwmM CTaHgapTam oTobpaxaeTcs MHOopMaLmMsa akTyanbHoOro nepuoga. Mpu 3ToM eEMEHTHI
HaBurauun LOIMKHbI NO3BONATL OCYLLECTBNATL NEPexos K MHGopMaLmn npeablaywmx nepuogos —
apxmBaM packpbIBaEMON UHOPMaLK.

B 3aBucumocT o1 TpebyeMoin NeprognyHOCTH packpbITUS MHKHOPMALIMK CTPYKTYPY apXMBOB
Heo6xo4MMO BbICTpanBaTh B COOTBETCTBUM C npunioxeHneM Neb HacToswwmx CtaHgapTos:

— TOMNbKO MO rogam,
— 10 rogam u COOTBETCTBYHOLLMM UM KBapTanam,
— 10 rogam 1 COOTBETCTBYHOLLMM UM MECALaM.

Mepuog pasMeLLeHns apXMBOB packpblBaeMon WHopMauuu B pasgene «Packpbitue
WH(opmauumy canta O6LiecTBa [OMKEH COCTaBNATb HE MeHee Tpex NeT ¢ daTbl packpbiTus
WH(opMaLnK.

V. 3a,qaLw| n d)yHKLII/IVI 3d04HOro 06CJ1Y)KVIBaHVIf-| nocpencrtsom CeTu MHTepHeT



35

OcHoBHble 3agaum 3a04HOro cepaica Yepes MHTepHet ObLecTsa:
CBOEBPEMEHHOE MpefocTaBrieHne Ans Bceoblero JocTyna MOMHOM  [OCTOBEPHOM
WH(popmaumn o aestenbHoctn OBLiecTBa B COOTBETCTBUM C AEMCTBYIOLMM 3aKOHOLATENBCTBOM
Poccuiickoin Pegepauum;
onepaTWBHOE MpefocTaBneHne ans notpebutenen ycnyr agpecHbiX CBeAeHUH O xome
NCNONHEHNS MEPONPUATUIA MO 0BpaLLeHnsM, B TOM YUCIIE 3asiBKax Ha OKkasaHWe YChyr;

[OCTynHOe W ynobHoe 3nekTpoHHoe obcnyxuBaHWe noTpebutenen ycnyr yepes
WHTEepaKTMBHbIE cepBuChl Ha carTe ObLecTBa;

obecrneyeHmne BbICOKOro YpoBHS 06paTHOM CBA3W C NOTpebUTensaMn ycnyr.

OBLecTBO NpuM OCYLLECTBMNEHUN 3a04HOTO 0BCNyXMBaHUA noTpebutenen B cetn WHTepHeT
ans notpebuteneit okasbiBaeT ycnyrvt (MpoLecchl), NpeAcTaBeHHbIE B crnegytowen Tabnuue.

Tabnuua 5. MNepeyeHb ycnyr (NPOLEeCcCoB) 3a04HOr0 06CyXMBaHNS NOCPEACTBOM MHTepHeTa

Ne | Ycnyra (npouecc) 3aouHoro obcnyxuanus B cet UHTep- | UHTepakTMBHbIN | CpOK MCNONHEHMA
HeT cepsuc
1 Mpnem obpalieHnn notpebuteneit ¢ 3anpocom CNpaBOYHOM | WHTEpHeT npu- B TeuyeHne 15 gHen
WHOPMaLMN Yepe3 WHTEPAKTUBHbIE SNEKTPOHHbIE (OPMbl U | eMHas, CO [HS OTNpaBfieHns
npefocTaBieHne 0TBeTa NoTpedbuTento No Bonpocam JInyHbIN KabuHET | oBpalLeHus
1.1 - OCYLLECTBIEHWS TEXHOMOTMYECKOr0 NPUCOEANHEHMNS notpebutens
1.2 - OKa3aHusl ycryr no nepeaaye aneKTPUYECKoil aHeprm
1.3 - OpraHM3aLm yyeTa NekTPUYECKON 3HEPrmn
1.4 - 0bcnyxmBaHus notpebutenei
15 - KOHTaKTHas MH(OPMaLMA CETEBOI OpraHu3aLum 1 opraHu-
3aumn, paboTarLmx B chepe SHEPreTUKN
2 y y WHTepHeT npw- | B TeveHne 15 aHen
Mpuem obpalleHmin NoTpebuTENen C 3anpoCOM KOHCYNbTaUum
emHas, CO [HSA OTNpaBneHmns
yepe3 WMHTEPaKTUBHbIE 3NEKTPOHHbIE (hHOPMbI M NpeaocTaBne- ,
JnyHbIn KabuHeT | obpalleHus
HWe oTBeTa noTpebuTtento
notpeburens
3 WHTepHeT npu- | B TeveHne 30 aHen
Mpvem xanob notpebuteneil Yepes MHTEPAKTUBHbIE AMEKTPOH- | eMHas, CO [HS OTNpaBfeHus
Hble (hOpMbI 1 NpeJoCTaBneHne 0TBETa NoTpebuTenio JnuHbin KabuHeT | obpalyeHus
notpebutens
4 Mpuem 3asBKW/3asBNEHNS HA OKalaHwe YCryr Yepes uHTepak- | JIyHbln kabuHet | B TeuveHue 1 gHs co
TUBHbIE 3NEKTPOHHbIE (DOPMbI, B T.4.: notpeburens OHS  OTMpaBneHns
41 3a5BKM Ha TEXHOMOTMYECKoe MPUCOEAMHEHWE K dneKTpude- obpalleHus, B Cny-
CKM CEeTAIM Knaccom Hanpsbkerus go 10 kB BknountensHo ans Yyae KOMMMEKTHOCTY
NPUCOEANHEHUS SHEPTONPUHUMAIOLLMX YCTPONCTB, MaKCUManb- [OKYMEHTOB M non-
HOM MOLWHOCTLI0 A0 15 KBT BKNKOUMTENBHO (C y4eToM paHee HOTbl CBefeHu B
NPUCOEAMHEHHBIX B AAHHOM TOYKE MPUCOEOUHEHNS SHEpronpu- 3asBKe/3asBNeHU
HUMaIOLLMX YCTPONCTB)
42 3a5BKMN O HEOOXOAMMOCTM CHATUS NOKa3aHWA CyLLeCTBYloLLe-
ro npubopa y4eta
4.3 3a5BKM Ha OCYLLECTBNIEHWE A0MycKa B aKCnyaTauuo npubo-
pa yyeta
4.4 3asBneHns Ha obopygoBaHWe TOYKW MOCTaBkW Npubopamu
yyeTa
4.5 3a5BKW Ha YCTAHOBKY, 3aMeHy W (Mnn) akcnnyaTtauuo npubo-
pOB yyeTa
5 . WHTepHeT npu- | B TeyeHne 1 gHs co
Mprem cooblueHnit o 6esporoBopHom/G6e3yyeTHomM noTpebne-
. eMHas, OHS  OTnpaBneHus
HWAW SNEKTPUYECKON SHEPruK, O XWLLEHUM OOBEKTOB 3NEKTpOCe- .
y JnyHbIn KabuHeT | obpalleHus
TEBOr0 X035MCTBA YEPE3 HTEPAKTUBHbIE ANEKTPOHHbIE (HOPMbI
notpebutens
6 lprem nokasaHuin NpubopOB y4eTa ANEKTPUYECKON IHEPruM JnyHbIn KabuHet | B TeueHne 1 OHS co
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TpeboBaHWi k NapamMeTpaMm Ka4ecTBa MEKTPUYECKON SHeprum,
0 MeponpusTusx 1 paboTtax, HeobxoauMbIX Anst obecneyeHns
COOTBETCTBUS KAYECTBA JNEKTPUYECKON 3HEprum TpeboBaHMAM
3aKkoHogaTenbCTBa

notpebutens

notpeburens [HA  OTMpaBneHns
obpaLleHus

7 [NpenocTaBneHne UHopMaLn 0 cTaTyce UCTOHEHWS 3asiBKM [ - B TeueHne 1 gHs co
Ha OKasaHue ycnyr (npouecca), 4OoroBopa okasaHus ycnyr OHA  OTnpaBneHus

notpeburens
obpaLleHus

8 MpegocTaBneHne MHGOpMaLmMm 0 CTaTyce pacCMOTPEHUs 06- T9HbIiH KaBUHET B TeueHne 1 gHsa co
paLLeHus, codepxallero xanoby noTpeBuTens [HA  OTMpaBneHns

obpaLleHus

9 MpegocTaBneHne NEKTPOHHBIX KOMWUA JOKYMEHTOB noTpebute- [ - B teyenne 15 pgHen
NAM Mo pesynbTatam OkasaHus YCryr (aKToB), akToB 6e3yyeTHo- CO [HS OTNpaBieHus
ro/6e340roBOPHOrO NOTPEONEHNS ANEKTPUYECKON SHEPTUN notpebutens obpalLeHus

10 WHTepHeT  npu- | B TeyeHue 1 OHs co
Bbloava vHaMBMOyarnbHOroO NorMHa 1 napons Ans AocTyna B | eMHas OHs 3anonHeHns
«JInyHbI kKabuHET noTpebutens» PErUCTPaLMOHHOI

(hopMbI perncTpaumm

11 YpaneHHeln JocTyn K nokasaHusam npubopa yyeta no toukam | JInyuein kabuHeT | Mpu 3anpoce
y4eTa aneKkTpoaHeprum notpebutens, crtatuctuke notpebneqns | notpeburens
(MpwW HaNU4MM CMCTEMbI y4eTa C yaaneHHbIM COOpoOM AaHHbIX)

12 MpenocTaBneHne cyeTa Ha onnaty ycnyr no TexHonorndeckomy | Jlnunbin kabuHeT | B TeueHue 15 gHa co
NPUCOEAMHEHMIO N0 oBpaLLeHnio ANa U3NYECKUX ML, MaKcu- | noTpebutens [HA  OTnpaBneHns
ManbHas NPUCOEOMHEHHAs MOLYHOCTb 3HEPronpUHUMAIOLLNX obpalLeHus
YCTPOWCTB KOTOPbIX COCTaBnseT A0 15 KBT BKMOUMTENBHO (C
YYETOM paHee NPUCOEAMHEHHBIX B JAHHOW TOYKe NPUCOEanHE-

HWS! QHEPTONPUHUMAIOLLMX YCTPOWCTB)

13 MpoBeseHne LieneBbIx ONPOCOB, aHKETUPOBaHWA noTpedbutenen | HTepHeT  npu- | Ha nocTosiHHOM OC-

ANS OLEHKN KayecTBa OKasblBaEMbIX yCryr 1 obenyxveaHns eMHas, HOBE
JInyHbIA KabuHeT
notpebutens

14 lMpepocTaBneHne HopMaLn 0 NPUYMHAX U CPOKax NMaHo- JNnyHbIn kabuHeT | B TeueHne 1 OHs co
BbIX (BHENNaHOBbIX) OrpaHNYEHNAX pexuma noTpedbnexus anek- | notpebutens OHS  OTnpaBneHus
TPUYECKOI SHEpriM (MOLLHOCTM) noTpebuTtenen, a Takke o gate obpaLleHus
1 BPEMEHW BOCCTAHOBIIEHUS MEKTPOCHABXEHMS

15 MpenocTaBneHne MHopMaLmm o MpUYMHaX HecobnoaeHNs JnyHbin kaburet | B Teuyenne 15 gHen

CO [Hs1 OTNpaBIEHNs
obpaweHus.  Ecnn
U3NOXeHHbIE haKThl
TpebyoT  aHanu3a
MaTepuarnos, TO CpOoK
npenocTaBneHns

oTBeTa MOXET ObITb
npoaneH a0 30 aHen

vi. TpeGoBaHusa K opraHM3aLuy NPOUNUX KaHaNOB KOMMYHHUKaLUM

[ononHuTensbHo 4nsa opraHn3auun obpaTHON CBSA3N MOrYT BbITb MCMOMb30BaHbI KIMEHTCKME
NOYTOBbIE ALWMKM - SLWWMKM ONS NpueMa NUCbMEHHOW KOPPECMOHAEHUMU - obpaLieHnin, MHEHW
KITMEHTOB, aHKeT.
PekomeHzoBaHHble MecTa anis pasmelieHuns — LIOM. Tak e KnueHTCKMe NoYTOBbIE AWK
MOryT pacnonaratbCs B 34aHWW wcnonHuTenbHoro annapata O6uwectBa U unnanax. AmK
[OMmKeH OblTb BbIMOMHEH B KOPMOPATUBHOM CTWME C YKa3aHMEM NOroTuna, HauMeHOBaHUS W
TenedoHa eanHoro KoHtakT-ueHTpa ObuiecTsa.
HopmatMe u4actoTbl cbopa M3 KIMEHTCKMX SILUMKOB MUCbMEHHOM KOPPECNOHAEHLMM
COCTaBNSIET He PeXe OAHOro pasa B Mecsl, OAHAKO HanpsAMY 3aBUCUT OT Lenen npuMeHeHUs
KITMEHTCKOrO SALLuKa:
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npuem obpaLleHnin — He pexe 1 pasa B Heeno;

aHKeTUPOBaHWe — JOMYCKAeTCs B NOCNEAHUN AeHb CPOKA 3aBEPLUEHNS aHKETUPOBAHMS, Mpu
YCIOBMM NOMHOTO CPOKa NPOBEAEHNS aHKETUPOBaHMSA He 6onee 1 mecsaua.

C uenblo coxpaHeHUs KOPPECMOHAEHLMM NOCTYNUBLLEHA OT NOTpebuTens, crneayeT UCXoamuThb
13 yCroBui, 4To 06bEM KoppecnoHaeHUn He byaeT npesbiwate 500 obpalyernit, pasmep 210x297
MM (chopmart 1 nucta A-4), B cryyae NOCTYNNEHNs B KOMNaHWO obpalleHnit, cogepxalmx 6onee 1
nucta (npunoxeHusi), obulee KonM4ecTBO OOpPALLEHMN, XPaHALWMXCH B KIMEHTCKOM SLUMKE He
[0mkHO npesbiwaTh 100 Wwr/awmk.

VI. TPEBEOBAHWUA K ABTOMATU3ALMW NPOLIECCOB OBCNY)XXUBAHUA NOTPEBUTENEN

[nsa obecneyeHns: KavyecTBEHHOro 0OCMyXMBaHWS nOTpebuTenen ycnyr Ha BbICOKOM
TEXHONOTMYECKOM YpOBHE HEOOXOAMMO BHEOPEHWE aBTOMATWU3MPOBAHHLIX CUCTEM YNpaBneHus,
MO3BONAIOWMX ONEPATUBHO W  KAYECTBEHHO NpPeJoCTaBNATb BeCb CMEKTP  YCMyr, Kak
WH(OPMALMOHHBIX, TaK M CBA3aHHbIX C 06paboTKOM 3asBOK Ha OKa3aHWe YCAYr, UCMOSNHEHWEM W
KOHTPOMEM KayeCTBa OKadaHHbIX YCIyr.

ABTOMaTU3NPOBaHHblE  CUCTEMbI  W/WNM  MOZYNW  NOAAEPXKM  Bu3Hec-npoLeccos
B3aMMOJENCTBNA C NOTpebuTENnsaMM Npu OKasaHuM YCnyr 1 0BCAYXMWBAHUM BKAKOYAKOT HECKOMBKO

YPOBHEN, UX Mepapxusi NpeAcTaBrieHa B cneaytoLlen Tabnuue.

Tabnuua 6. ABTOMaTU3MPOBaHHbIE CUCTEMbI/MOAYIM NOAAEPXKKMA O4HOMO W 3a04HOTO CEPBMCOB

®yHKUMA 04HOrO 0GCIYKMBAHUSA

Heo6xoaumbie AC/AM

Mprem o4HbIx obpaLLeHunin noTpebutenen ycnyr:

AC «OneKkTpoHHOI o4epean»

Mpuem o4HbIX oBpaLeHnin noTpeduTeneir yenyr 1 nepeuyHas obpaboTka
(perucTpaums o4HbIX obpalleHnit n notpebuteneir yenyr 8 AC/AM)

CRM - cucrema, AM no BIN
«TeXHONOrNYECKNE NPUCOEANHEHMS»

MpenocTaBneHne CnpaBovHON MHAOPMALK, KOHCYNbTALMA U TUNOBbIX
hOpPM [OKYMEHTOB MO OCHOBHBIM 11 JONOMHUTENbHBIM YCRyram KOMMaHUi

Basa sHaHuit, CRM — cuctema, AM no
BIT « TexHonornyeckue
NPUCOEaNHEHNA»

OpraHu3auus, COMPOBOXAEHWE M KOHTPONb paboTbl MO obpalieHusm
notpebutenen B CTPYKTYPHbIX MOAPA3AeNneHnsx, WHGOPMaLMOHHOE
COMPOBOXAeHMe NoTpebuTens ycnyr Npy okazaHuM yCnyr 1 KoopAuHaLms
npouecca B3aUMOLENCTBUS Mexay noTpebuTensmMu u CTPYKTYPHBIMA
nogpasaenexuamu O6ulectsa

AC 3neKTpoHHOro JokymeHToobopoTa,
CRM - cucrema, AM no Bl
«TexHonornyeckne NPUCOEaNHEHNSI»

Mpvem 1 Bbioadya [OKYMEHTOB NOTpebMTENsaM ycnyr, B TOM Yucnie Mo
[10r0BOpaM Ha oka3aHue ycnyr

AM no BN «Peanusauus ycnyr», CRM
- cuctema, AM no Bl
«TexHoNornyeckne NPUCOEaNHEHNS»

dopmMpoOBaHMe CTATUCTUYECKOA OTYETHOCTW MO paboTe C OYHbIMM
obpalenusmu notpedutenei LIOM

Mogynb otyeTHoCT CRM — cuctemsl,
AM no Bl «TexHonornyeckue
NpUCOeaNHEHNSI»

MpoBeneHMe LEeneBbIX OMpOCOB, aHKETWpOBaHMS NOTpebuTenen ans
W3yYeHUsl  pblHKa  NOTEHLMANbHbIX  AOMONHUTENbHBLIX  CEPBUCOB,
MEpPCreKTUBHbIX  HanpaBreHWin  pasBUTMS  KIMEHTCKOTO  CepBica
KOMMaHWM, Y0BNETBOPEHHOCTY NOTPpeBUTENEil KayecTBOM OKa3blBaeMbIX
yenyr

CRM - cucrema

KoHTponb kavectBa ouHoro obcnyxuBaHns B otgenennsx LIOIM
¢unnana Obuectea

CRM - cucrema

Mpuem nnatexen ot noTpebutenen 3a okasaHue ycnyr

AM no BIN «Peanusauus ycnyr»

®yHKUMA 3204HOr0 06CNYKMBaHUA

Heobxoaumbie AC/AM

Mpuem, peructpaums 1 06paboTka BXOAALMX BbISOBOB OT NOTpebuTtenen
YCNyr OnepaTopoM:

CRM - cucrema, KoHTakT-LEHTp
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- N0 BOMPOCaM  OTKMHYEHUI  SNEKTPOIHEPrAn U
9MEKTPO3HEpPrUN

KayecTBa

AM no yyety aBapuiHbIX 1 NIAHOBLIX
OTKITHOYEHMI

- KOHTaKTHasa VIH(*)OpMaLI,I/IFI I'IOJJ,p&S}J,eJ'IeHMVI KOMNaHWn 1 KOMMyTaLna

Basa 3HaHui

- N0 BOMPOCaM [JEATENbHOCTA  KOMMaHWW:  TEXHOMNOMNYECKOoro
MPUCOEAMHEHUS K CETSIM KOMMaHUW, NPUBOPOB yyeTa 3NEeKTPOIHEPrUM,
LONONHMTENbHBIX cepBucoB dunuanos OblecTsa. B Tom yucne npuem
3asiBOK-HaMepEHUiA Ha OkasaHWe YCnyr.

AM no BN «Peanusauus ycnyr», AM
no Bl «TexHonoruyeckune
npucoeanHeHns», AM no Bl
«POpMMPOBaHIWE NONE3HOMO OTMYyCKa U1
©anaHcoB 3NEKTPOIHEPTUMY

Mprem obpalleHnit Ha roNOCOBOM «MOYTOBbLIM ALUMK» C MOCNEAyHoLLEN
peructpaumen n obpaboTkon BXOOALMX BbISOBOB OT noTpebuteneit
yenyr:

CRM - cuctema, KoHTakT-LEHTp

- MO BOMpoCaM  OTKI4YEeHUA KayecTBa

aMNeKTPOIHEPri

ANEKTPO3HEPINN - "

AM no yyeTy aBapuiHbIX 1 NIAHOBbIX
OTKITHOYEHMI

- KOHTaKTHasi MHOpMaLst NOAPA3AENEHUA KOMNAHUM U KOMMYTaLMs

basa 3HaHui

- N0 BOMPOCaM [ESATENbHOCT  KOMMaHWW:  TEXHOMOMYECKOro
MPUCOEAMHEHUS K CETSIM KOMMaHWK, npubopam yyeTta aneKTpOSHepruu,
AONONHMTENbHBIX cepBicoB dunuanos OblecTsa. B Tom yucne npuem
3asiBKU-HaMepeHUs! Ha OKasaHue YCyr.

AM no BN «Peanusauus ycnyr», AM
no bl «TexHonornyeckune
npucoeanHerns», AM no Bl
«PopMMpOBaHIe MONIE3HOO OTMYyCKa U1
0anaHcoB 3NEKTPOIHEPTUMY

OcyLLecTBNEHNe UCXOASALLMX BbISOBOB ANst YBEAOMIIEHUS NoTpebuTeneil
W NPeOCTaBNEHNs MHGOPMaLK No obpalLeHuto noTpebutens

CRM - cucrema, AM no Bl
«Peanusaums ycnyr», AM no Bl
«TeXHONOrN4YeCKMe NPUCOEANHEHMS»

MpoBefeHMe LiENeBbIX OMPOCOB MO TenedoHHOMY KaHany CBS3u Ans
W3yYeHUst  pblHKa  NOTEHUMANbHbIX  AOMONHMTENbHBLIX  CEPBUCOB,
NEPCrEKTUBHbIX  HanpaBneHWil  pasBUTMS  KIMEHTCKOTO  CepBica
KOMMaHWM, Y0BNETBOPEHHOCTI NOTpebuTeneil kayecTBOM OkasblBaeMblX
yenyr

CRM - cuctema, KoHTakT-LEeHTp

OnoBelLeHne KpynHbIX NOTPebuTeneil  SneKTpoSHeprun, CObITOBbLIX
OpraHv3aLmii 0 NNaHOBbIX N aBaPUAHBIX OTKITIOYEHNAX

CRM - cuctema, Kontakt-LeHtp, AM
no y4yeTy aBapuUiHbIX W NIaHOBbIX
OTKIMHOYEHMI

WHdopmaLmMoHHOe B3aUMOOENCTBME C  ONEpaTMBHLIM  MEPCOHANoM
LleHTpa ynpaBneHns ceTsamu, onepaTuBHO-AUCNeTYepckon cryxobi M0,
onepaTtuBHo-gucneTyepckoin rpynnbl POC npu aBapuitHbIX W NNaHOBbLIX
OTKIHOYEHMSIX NEKTPOSHEPIUN

AM no y4eTy aBapuiHbIX 1 NNAHOBbIX
OTKIMHOYEHMI

ABTOMH(OPMMPOBAHIE NOCPEACTBOM aBTOOG3BOHA M SMS-OMOBELLEHMS
0 NMaHOBbIX 1 aBaPUIHBIX OTKMIOYEHIUSX NOTPEOUTENE ANEKTPOIHEPTUMN

AM no y4eTy aBapuiHbIX 1 NNAHOBbIX
otknodennin, CRM - cuctema, M0
KoHTaKT-LieHTpa

ABToyBe,lJ,OMJ'IeHI/Ie nocpeacTsom aBT0003BOHA U SMS-0MNOBELLEHNA Npn
OCyLLEeCTBNEHUN  TeXHONorn4yeckoro  NpuUCoeanHeHnd,  UCNoNTHEeHUU
A0roBopOB OKa3aHua ycnyr n 7.4.

CRM - cucrema, Kontakt-LeHtp, AM
no bl «Peanusauus ycnyr», AM no Bl
«TexHOnornyeckme NPUCOeaMHEHNS»

Aktyanusaums 6a3bl AaHHbIX M0 NOTPeGUTENsIM yCryr

CRM - cuctema, KoHTakT-LEHTP

CRM-cuctema ynpaBneHus B3aMMOOTHOLLEHUSIMU C NOTPebUTENsaMM yCnyr npeaHasHaveHa
Ons aBTOMaTM3aUMM Ou3Hec-mpouecca «YnpaBneHue B3aMMOOTHOLLUEHUSMU C MOTPedUTensamu
YCRyr» W HamnpaBneHa Ha MOBbIWEHWE KayecTBa OOCMyXMBaHWS NOTPEOWUTEned, cTeneHn wux

YAOBNETBOPEHHOCT!,
Obulecrsa.

noBblilieHne npoussoguTensHocT LIOM u eauHoro  KoHTakT-LeHTpa

Mpu BHeapeHun CRM-cuctembl peluatoTcs crneayolme 3agayu:
CO3AaHue eanHoro MHGOPMALMOHHOIO NPOCTPaHCTBa ANns 06CnyxMBaHMa noTpedbutenen no
BCEM KaHanam KOMMYHUKaLu Ha TEpPUTOPUK OTBETCTBEHHOCTM OBLLecTBa;
obecneyeHne peructpauun, yyeTa, COMPOBOXAEHWS W NOCMESYKLWero aHanusa BCex
nocTynarLmx obpalLeHnit, He3aBMCUMO OT KnaccuKaLMOHHbIX NapameTpos obpalleHuin B CRM-

CucTeme;
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NOBbILLEHWe onepaTUBHOCTY Npu 06paboTke obpaLLeHu.

TexHnyeckue TpeboBanus k yHkumoHany CRM-cuctembi:

naeHTUMKaLms obpaTusLLerocs noTpebuTens no ero peksusnTam;

peructpauus notpebutens B eguHon 6ase notpebutenen ycnyr;

perucTpauus obpalleHus noTpebuTens B KOMMAHWO C YKasaHUEM KNacCU(UKaLMOHHbIX
napameTpos;

npeagocTaeneHne Bceil Heobxoaumon wuHdopmauum o6 obpaTuliemcss noTpebutene
(MOeHTUMKaLMS TOYeK NpUCOeaMHeHus noTpebutens W UX XapakTepucTuk, OnpeaeneHve
NNaTeXHOro nosefeHns notpebutens, MHopMaLmMs 0 ero npeablgylmx obpalleHusx u cratyce
06paboTKm ero 3asBOK);

YYET, COMPOBOXAEHWE W NOCNEAYIOWMA MOHUTOPUHT MCMOMHEHWS BCEX MNOCTYMatoLLnX
obpalLeHuit, He3aBMCUMO OT TWUNA, NPUYKHBI, KaHana NOCTYNEHNs UK agpecaTa obpaLLeHus;

cucTeMa OMOBELUEHWA M KOHTPONS CPOKOB WCMOMHEHUS OTAENbHbIX 3TanoB 0bpaboTku
obpaLyeHuit;

(hopMMpPOBaHME CTATUCTUYECKOW OTYETHOCTM MO MOCTynMBLIMM OOpalleHusm B paspese
TMNOB M NPWUYMH 0BpaLLEHNIA, PErVIOHOB 1 agpecaToB, CPOKOB M COCTOSIHUI UCMOMHEHUS 0BpaLLeHni
N nx 0BoBLIEHHbIX pesynbTaToB. POPMUPOBAHME CTAaTUCTUYECKON W ONEPATUBHON OTYETHOCTM MO
aTanam 06paboTku obpaLLeHunit B pa3pese noapasfaeneHnii u OTBETCTBEHHBIX, CPOKOB UCTOSTHEHUS;

BEAEHME CMpaBOYHMKA KOHTPAreHTOB C BO3MOXHOCTbK Knaccudukauum no rpynnam.
BO3MOXHOCTb XpaHeHUst B CpaBOMHUKE Criedytolen WHGopMaLmi: HaMMEHOBaHNe KOHTpareHTa,
TeneoH, agpec, KOHTAKTHOe NMUO, aapec 3MeKTPOHHOWM MouThl, pervoH. Hactpomka fgocrtyna
nonb3oBaTenei Ha BUAUMOCTb U M3MEHEHME K OTAENbHbIM rpynnam KOHTPareHToB;

BeAeHne 0a3bl 3HAHWW MO OCHOBHbIM 06MacTAM, B pamkax KOTOPbIX OCYLLECTBASETCS
KOHCYNbTUPOBaHWe 1 MHGopMMpoBaHue notpebutenen. OnepaTuBHbIA NOMCK No 6a3e 3HaHUM Ans
NpefocTaBneHns OTBETOB MO 3afaBaeMbiM noTpebutensmu ycnyr BonpocaM B npouecce
perucTpaummn obpaLleHui;

(hopMmUpOBaHMe UHCTPYMEHTapus 4ns onpoca notpebuteneit yenyr. NpoBeaeHne onpocos
XpaHeHne OTBETOB B CUCTEME;

nHTerpaums ¢ web-cepeucamm Obuiectsa, MO KoHTakT-LEHTPa;

WHTerpaums unu obecneyeHne goctyna k AM no Bl «Peanusauus ycnyr», AM no BIl
«TexHonornyeckume npucoeanHeHns», AM no y4yety nnaHoOBbIX W aBapwitHbIX OTKMOYeHWid, base
3HaHWi, CNPaBOYHIKY COTPYAHWUKOB KOMMAHUM;

nHTerpaums AM no yyeTy NNaHoBbIX M aBapUMHbIX OTKMKOYEHWA C CyLLECTBYHOLWMMUA K
nepcnekTueHbiMn SCADA-cucTeMaMn QMCNETYEPCKUX NOAPA3AENEHN KOMNaHUM.

[ononHutensHo, obecneunBaeTcs OCTYN COTPYAHWKOB, B KOMMETEHLMIO KOTOPbIX BXOQUT
B3aumogenctene ¢ notpebutensmu, k gpyrum AM u AC O6wectea Ans onepaTUBHOMO
NpeaocTaBneHns uHopmMaumn Ha obpalleHus noTpebutenen ycnyr, MHPopMaLMoHHOro obMeHa ¢
apyrumu cotpyaHukami OBuectsa B pamkax NpoLeayp okasaHWs YCnyr, COKpaLLeHUs Harpysku Ha
TEXHUYECKMX CMELMANUCTOB NO KOHCYNbTUPOBAHMIO N MHKHOPMUPOBAHMIO NOTPebuTenen ycnyr.

VIl. TPEBOBAHWA K BU3HEC-NPOLIECCAM B3AUMOLENCTBUSA C NOTPEBUTENAMU
VI.I TPEBOBAHWA K NPOLIECCAM OBCITYXXUBAHUA

ObwecTtBo obecneunBaeT NpUEM W perucTpauuio MOCTYNMBLUErO B afpec CETEBOM
opraHusauum obpalleHus notpebutens (B MUCbMEHHOW, 9NEKTPOHHOW, YCTHOW dhopme, C
ncnonb3oBaHnem TenedoHHon cesau). Mpu pernctpaumy obpalleHns UKCMPYeTCs KOHTaKTHas
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WH(opmaums notpebutens, gata nocTynneHns obpaLleHns 1 BXOASLLMIA PErMCTpaLmMoHHbIA HOMEP
obpatleHus.

C uenbto obecneveHns ydyeta obpalleHuit M cobMOLeHUs CPOKOB WX PaCCMOTPEHMS
obpalleHns perncTpupyoTcs B MOMEHT noctynnenus. ObpalueHus, nocTynuelumMe B Hepaboyee
BPEMS], PETUCTPUPYIOTCS B NEepBbIN pabounin AeHb, CreayoLmi 3a AHEM UX NOCTYNNEHMS.

Mpn peructpauun obpalleHnii omkeH cobntoaaTbCs NPUHLMN OAHOKPATHOCTM — Kaxgoe
obpaLLeHue noTpedutens perncTpupyeTcs oauH pas.

ObwectBo obecneynBaeT paccMOTpeHMe Bcex noctynawowme B agpec ObuiecTsa
obpaLueHuit 0T noTpebuTenen nNo OYHbIM ¥ 3a04HbIM KaHanaMm KOMMYHUKaLuM cornacHo EanHbIm
CTaHaapTam kayectBa obcnyxmBaHusi, Hactoswemy CTaHoapTy M BHYTPEHHUM OpraHM3auWOHHO-
pacnopsiguTensHbIM JokymeHTam ObulecTsa.

MoTpebutenam ycnyr Obwectea obecneunBaetcd OOBLEKTMBHOE W HEMpeaB3sToe
paccMOTpeHMe 0bpaLLeHNin B YCTAHOBNEHHbIE CPOKM.

PaccmoTpeHune obpalleHnin nexogut 13 npuHumna gobpocoBecTHocTM notpebutens. Mpu
paccMOTPeHun obpalleHnin nanyeckux nuu, NPEeACTaBAILMX COLMAmNbHO YS3BUMbIE KaTeropum
HaceneHus, a Takke npeanpuHumaTtenei 6e3 06pasoBaHns OPUANYECKOrO NuLa 1 Manoro GusHeca,
Y4NTLIBAETCA, YTO Y JAHHOWN rpynnbl NOTPEOUTENEN YCNYr HET PUONYECKMX N TEXHNYECKNX 3HAHWN
Mo BONPOCaM dHeprocHabxeHus.

ObwecTBO HanpaBnseT NoTpebuTesno OTBET MO CyLLECTBY Ha ero obpalleHne B cregytowme
CpOKM:

a) OTBET Ha NUCbMEHHOe obpalleHne noTpebutens Ha bymaxHom HocuTene - B TeyeHune 30
[HE CO OHS perucTpauun obpalleHns CETEBOW OpraHu3auueir, B criyyae eciv MHOe He npegy-
CMOTPEHO 3aKoHozaTenbCcTBOM Poccuiickon ®enepaumm;

) obpalieHne notTpebutens, HanpaeneHHOe C UCMOMb30BaHMEM OUUMANBHOTO calta B
(hopme 3rneKTPOHHOTO AOKYMEHTA, - B CPOKM, yKasaHHble B Tabnuue 5 HacToswmx CTaHgapTos;

B) OTBET Ha obpalleHne notpebutens ¢ 1cnonb3oBaHMEM TenemOHHON CBA3MN NPEeAOCTaB-
NseTcs HenocpeaCTBEHHO B MOMEHT obpalleHusi noTpebutens. B cnyyae HEBO3MOXHOCTM Npeso-
CTaBUTb OTBET B MOMEHT obpalleHns noTpebutens paboTHUK CETeBO OpraHM3aLun 3anucbiBaeT
KOHTaKTHYt0 WH(OpMaLo noTpebutens u He no3aHee 4 4acoB C MOMEHTa perucTpauun obpatye-
HWA nNpepocTasnseT oTeeT notpebutento. Cpoku npefocTaBneHns MHopMaumm no obpaLleHnto
npeacTaBneHbl B Tabnuue 3 Hactoswmx CTaH4apTos;

r) ecnu obpalleHne notpebutens ¢ Ucnonb3oBaHMEM TeNedOHHOM CBA3M COAEPXUT xanoby
W (baKTbl, M3NOXeEHHbIE B TakoW xanobe, TpebyloT aHanusa matepuarnos no obpatleHuto notpebu-
Tens, paboTHWUK CETeBOM OpraHM3auumn, NPUHSBLLANA TenedOoHHbIA BbI30B, 0hopMAseT xanoby B
hopme 3MeKTPOHHOTO AOKYMEHTA, KOTOPbIA perncTpupyeTcst B yCTaHOBNEHHOM nopsigke. Cpok oT-
BeTa notpebutento no Takom xanobe He formkeH npesblwatb 30 AHEN cO AHS perucTpauum obpa-
LeHus;

) OTBET Ha YCTHOe obpalleHre notpedutens B odmuc obcnyxusaHns notpebutenen npego-
CTaBNsETCA HENOCPEACTBEHHO NMPW NoceleHnn notpebutenem oduca. B cryyae HEBO3MOXHOCTY
nNpenocTaBneHns 0TBETa Ha obpalueHne noTpebuTens npu OCyLLeCcTBNEHUN OYHOTO 06CYXMBAHUS
notpebutens, a Takke ecnu obpalleHne noTpeduTens coaepxuT xkanoby v akTbl, U3NOXKEHHbIE B
TaKom xanobe, TpebyloT aHann3a maTtepuanos no obpalleHnto notpebutens, paboTtHuk ObulecTsa
[OMKEH NPEANOXMTb NOTPeObUTENt0 HanpaBUTL B CETEBYIO OpraH13aLmMio NMCbMEHHOe obpalleHune
nnu ochopmuTh obpatleHne B oduce obCnyxmBaHus Ha TMNOBOM BraHke. ocrne 3anonHeHus u
noanucaHus notpebutenem GnaHka obpalleHns Takoe obpalleHne pernctpupyetcs. Cpok oTeeTa
Ha Takoe obpalleHne He JomkeH npesbiwatb 30 AHen co AHA perucTpauuu obpalyerns. Cpoku
npeacTaBneHbl B Tabnuue 2 Hactoswmx CTaHgapTos.
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Cpok 00paboTkM NMUCbMEHHbIX 3anpocoB NoTpebuTenei uHdopmauun, noAnexaryen
packpbITMi0 cornacHo CTaHaapTaMm packpbITus WHGopMauuy cybbekTamm ONTOBOMO W PO3HUYHBIX
PbIHKOB 3MTEKTPUYECKON 3HEPTUM, YTBEPXAEHHbIM NocTaHoBneHnem [paButenbcTBa Poccuinckoi
®epepauuu ot 21 aHBapsa 2004 r. Ne 24, coctaBnsieT 7 fHeN Co AHA NOCTynneHus sanpoca.

B cnyyae ecnu um3noxeHHble B obpalyeHun notpebutens BOMPOCHI He OTHOCATCSA K
komneTeHuun ObLuecTBa, COTPYAHMK He No3aHee 5 paboumnx OHEN CO AHA perncTpaumm obpalleHns
WHGOpMMpyeT noTpebutens O HEBO3MOXHOCTM MPEAOCTaBMEHNst eMy OTBETa MO CyLlecTsy
N3NOXeHHbIX B 0OpalleHnn BOMPOCOB M COOOLLAeT KOHTaKTHY0 MH(OPMALMIO OpraHu3auun, K
KOMMETEHLMM KOTOPbIX OTHOCSATCA Takue BOMPOCh!.

ObpalleHne notpebutens O nNpedoCTaBNEHUM CMPABOYHOM WHGopMauun 1 (unn)
KOHCYNbTaLyy CYATAETCS PACCMOTPEHHBIM, €CnM NOTPEBUTENID HanpaBneH (NPeaoCTaBreH) OTBET
C 3anpallmBaemMoi uHgopmaLmen.

ObpalieHne notpebutens, coaepxallee xanoby, CYMTAETCH PACCMOTPEHHLIM CETEBOVA
opraHu3aumen, ecnu:

a) yctaHoBneHa 060CHOBaHHOCTb (HEODHOCHOBAHHOCTL) ODpaLLEHNst O HAPYLLEHUW NpaB Ui
OXpaHsieMbIX 3aKOHOM WHTEPecoB NOTpeduTens, B TOM 4ucre O NpeaoCTaBneHun YCnyr HeHaarne-
KaLlero kayecTsa;

6) B cnyyae Heobxogumoctn No 0BOCHOBaHHLIM Xanobam onpeaeneHsl MeponpusTus,
HanpaBieHHbIE Ha BOCCTAHOBMEHWE HAPYLIEHHbIX MPaB UK OXPaHSEMbIX 3aKOHOM MHTEPECOB No-
TpebuTtens (aanee - KOPPEKTUPYIOLLME MEPbI);

B) HanpaBsneH (NpeaocTaBneH) 0TBET NOTpebuTento No obpalleHuto:

B Cnyyae npu3sHaHus xanobbl He0HOCHOBAHHOM B OTBETE NPEAOCTABNSOTCH apryMEHTUPO-
BaHHble Pa3bsCHEHWS B OTHOLUEHWW OTCYTCTBUS OCHOBaHUI 1151 ee YA0BNETBOPEHNS;

B CNy4ae npu3HaHus xanobbl 060CHOBaHHOI B OTBETE NOTPEOUTENHO YKa3bIBAKOTCA, Kakue
npaBa Wu 3aKOHHbIE UHTEPECHI NOTPebUTENs NoAnexar BOCCTAHOBMEHWIO 1 B KakoM nopsiake. Ec-
nm no xanobe Heobxoauma peanu3auust KOPPEKTUPYIOLWMX Mep, B OTBETE NOTPebUTENIO YKasbiBa-
eTCs NNaHMpYeMbIN CPOK UX peanusauuu.

PaccmoTpeHune obpalleHns He Npou3BOAMTCS (C yBegomrieHneM o6 3Tom notpebutens) B
cnyyasx:

a) ecnu obpalleHne CoOaepXNUT HeLeH3ypHble B0 OCKOPOUTENbHBIE BbIPAXEHMS;

6) ecnu B 0bpaLLleHn COAEPXMTCS BOMPOC, HA KOTOPbIN JaHHOMY NOTPEOUTENIO YCnyr yxe
Obin NpeasocTaBneH OTBET MO CYLECTBY B CBA3M C paHEEe HanpaBneHHbIMW 0OpaLieHnsmMmu, 1 npu
9TOM B 00paLLEeHnn He NPUBOAATCS HOBbIE AOBOAbI UM 06CTOATENLCTBA;

B) ecrnv OTBET MO CYLLECTBY NOCTABMEHHOMO B 0BpallieHun Bonpoca He MoxeT bbiTb AaH 6e3
pasrnaleHns CBEAEHUIA, COCTABNSAIOWMX KOMMEPYECKYID TalHy WM MHYKO OXPaHSeMYo 3aKOHOM
TaiHy.

PaccmoTtpeHune obpaleHus (6e3 yBegomneHns notpebuTtens) He NPoU3BOAUTCS B CRyyasX,
ecrn TEKCT MUCbMEHHOTO 0bpaLLeHnst He NOAAAEeTCS MPOYTEHMIO WK B O0OpaLieHUM OTCYTCTBYHOT
KOHTaKTHble AaHHble, HeobxoauMble AN HanpaBneHust OTBETA.

Ecnu obpalleHne cogepxuT yrposbl K13HU, 340POBLH 11 UMYLLIECTBY COTPYAHMKA KOMMaHMK,
a TaKKe YNeHOB ero cembi, To obpalleHne noTpeduTens ycnyr HanpaenseTcs B NoapasaeneHue
BesonacHocTL.

Bce noctynatowme obpaiieHns notpebutenei He3aBMCUMO OT KaHarna MOCTYMfeHWs
KnaccuguumpyroTcs no Kateropusm:

YKanoba;
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3anpoc cnpaBo4HON MH(OPMaLMK/KOHCYbTaLmK;

3asiBka Ha OKasaHWe YCryr: OCHOBHbIX M AOMNOMHUTENbHbIX;
[puém/Bblaaya LOKYMEHTOB;

YBenomneHue/coobuieHne nHopmaLmm;

OT3biB NOTPeOUTENS 0 AEATENBHOCTY KOMMAHWUK;

[MpeanoxeHne NoTpeduTens No ynyyweHno kKayectsa 0bCnyxmMBaHus;

Mpoume.
Tabnuua 7. OnncaHne KnaccuuKaLMOHHbIX rpYNn Mo KaTeropusim obpatLeHuii
Ne Kateropus Onucanue
1. ObpaLueHne noTpebutens, HanpaBneHHoe notpebutenem B agpec KoMnaHuu
N1 AOIMKHOCTHOTO ML KOMMaHUW B O4HOM UMK 3a04HOI (DOPME, O HApYLLEHWM
Kano6a npaB WM OXpaHsieMblX 3aKOHOM WHTEPECOB NOTpebuTens; npeTeHsun o
NpesoCTaBNeHUN YCyrv HeHaZIexallero kKavecTsa; NpeTeH3ns notpeburens k
LEACTBUAM KOMMaHuW, 06bemy, YCroBUSIM UMK CPOKaM NPeAOoCTaBNEHNs yCryr
KOMNaHuWen
2. 38MpOC CTIPABOHHON Obpaluenne notpebutens, CofepXalliee  3anpoc Ha  MpefocTaBneHue
HHChOpMALKOHCYMETALAM KOHCyNbTaLMu WM CMpaBOYHOM MHEOpMAaLMM O AESTENbHOCTM U ycrnyrax
KOMMaHum
3. 3asBka Ha | 3asiBka  OpUAMYECKOTO  NnuA  /pM3MYECKOrO  NULa/MHAWBKAYamnbHOMO

3asBKa Ha
OKasaHue
OCHOBHbIX
yenyr

TEXHONIorn4yeckK
oe
npucoeanHeHn
e

NpeanpyHUMATens, MMELEro HaMepeHne OCYLEeCTBUTb TEXHOMOTMYECKoe
MPUCOEANHEHME, PEKOHCTPYKUMIO 1 yBEnuyeHne obbema npucoeanHEHHON
MOLLHOCTW, a TaKKe W3MEHUTb KaTeropuio HageXHOCTU 3NeKTPOCHabXKeHMs,
TOYKM MPUCOEAMHEHNS, BUABI MPON3BOLACTBEHHON AEATENBHOCTU, HE BrEKyLMe
nepecmoTp  (yBENMYeHWe) BENUYMHbI  MPUCOEAMHEHHOA  MOLLHOCTM,  HO
N3MEHSIIOLINE CXEMY BHELUHEr0 3NEKTPOCHADXEHNSI 3HEPrOMPUHUMAIOLLNX
YCTPOWCTB 3asBUTENS

3asBneHne Ha

3asBneHue ropngnyeckoro  nuua /d)VISI/NeCKOFO J'IMLla/VIH,D,I/IBVI,D,yaJ'IbHOFO

npoanexve npeanpuHUMaTens, KOTOPblA B COMNAcOBaHHbIA  CPOK  HE  MCMOSHWN
TEXHWUYECKUX MEpONpUSTUS B COOTBETCTBUAW C BbiAAHHBIMU TEXHUYECKUMU YCIOBUAMM, Ha
YCNOBWIA NPOZAJIEHNE CPOKa AENCTBUS TEXHUYECKUX YCIIOBUIA

3asBneHne o 3asBneHne 1pMaNYECKoro nuua /ranyeckoro nuua v MHAMBMAyanb-
BOCCTAHOBIEH | HOMO MPEANPUHUMATENS O BOCCTAHOBMEHWUM [OKYMEHTOB O TEXHOMOMMYECKOM

N1 JOKYMEHTOB
0
TEXHONorn4yeck
oM
npucoeanHeHn
n

NPUCOEANHEHUN, BNafEIoOLLEro 3reKTPOyCTaHOBKaMM (3HEPrONPUHUMAIOLLMMA
yCTpoCcTBamMu, 0bbekTamu Mo NPOU3BOLACTBY AMEKTPUYECKON 3HEPrW, obbek-
TaMW 3MEKTPOCETEBOrO X03ANCTBA, MPUHAANEXALLNX CETEBbIM OpraH13aLmuaMm 1
WHBIM NULaM), NWua, UMetoLlee AerCTBYOLLMIA [OroBop 06 OCyLLeCTBEHUN
TEXHOMOTMYECKOrO NPUCOEANHEHNS, NP HEOOXOAMMOCTW BOCCTaHOBNEHUS (ne-
peohopMIeHns) paHee BbiAaHHbIX JOKYMEHTOB O TEXHOMOMYECKOM NPUCOeam-
HEHWUN B CIyyasx:

a) BOCCTaHOBMNEHME YTPAYEHHbIX JOKYMEHTOB O TEXHOMOMMYECKOM Mpu-
COeaNHEHWM;

6) nepeothopmneHe JOKYMEHTOB O TEXHOMOMMYECKOM NPUCOEANHEHUN C
LieMnblo yKkasaHWs B HUX MHGOPMALMK O MaKCUMasbHON MOLLHOCTU 3Hepronpu-
HUMaIOLLMX YCTPOMCTB;

B) NepeodopmneHre JOKYMEHTOB O TEXHOMOrMYECKOM NPUCOENHEHUN B
CBSI3 CO CMEHOI COBCTBEHHMKA MMM MHOTO 3aKOHHOTO Bragenbla paHee npu-
COEANHEHHBIX SHEPrONPUHUMAIOLLMX YCTPOWCTB;

r) HaCTynneHue nHbIx 06CTOATENbCTB, TPEOYIOLIMX BHECEHUS U3MEHEHNI
B JOKYMEHTbI O TEXHOMNOMMYECKOM MPUCOEANHEHWM, B TOM YMCNE CBS3AHHBIX C
0MoCpPeoBaHHbIM TEXHOMOrUYECKUM MPUCOEOUHEHNEM SHEPTONPUHUMAIOLLIUX
YCTPOMCTB.

3asBneHne Ha

3asiBNeHne nuua, Briadelollero Ha npaBe COBGCTBEHHOCTM WM HA MHOM
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3aKnioyeHne 3aKOHHOM ~ OCHOBAHMM  3HEProNpUHUMAIOWMUMIA  YCTPOMCTBAMW 1 (MnK)
poroeopa 00 | 0BbekTaMn  3NEKTPOSHEPreTUKU,  TEXHOMOTMYECKU  MPUCOEOMHEHHOTO B
oKasaHuu YCTaHOBNIEHHOM MOPSIAKE K 3NEKTPUYECKON CEeTM (B TOM YKCre ONOCPEAOBAHHO)
ycnyr no | cybbekTa OnNTOBOrO pbiHKA ANEKTPUYECKON SHEPTUM, OCYLLECTBASIOLLErO KCNOPT
nepegaye (MMMOPT) 3NEKTPUYECKON SHEPTUM, a TaKKe SHEProcOLITOBOA OpraHM3auun U
9NEKTPUYECKON | rapaHTUpyIOWero  nocTaBlWka B WHTepecax  OOCRyXuBaeMblXx UMW
3HEeprmn notpebutenen aNeKTPUYECKON SHepriu

3asBneHne Ha | 3asBrneHve OpUOMYECKOrO nuua /U3NYecKoro NMUa/MHAMBMAYaNbHOMO npesd-
nepepacnpe- | NpPUHAMATENS WMMEILEr0 HamepeHue OCYLWECTBATb  nepepacnpeaeneHne
[enexve MOLLHOCTY B NOMb3Y WHbIX BriafeNbLEeB SHEPTONPUHUMAIOLLMX YCTPOMCTB
MOLLHOCTH

3asBka Ha JONOMNHUTENbHbIE

yenyru

3asBrneHne opuaNYecKoro nuua /puanyeckoro nMua UM WHAMBWAYaNbHOrO
NpeanpuHUMaTenst Ha OKal3aHWe AONOSHUTENbHBIX YCMyr, B TOM 4YuCne Ha
OKasaHue YCryr no y4eTy NeKTPUYECKO 3Heprum, Hanpumep:

— npoeepka Npubopos yuyeTa;

— onnombuposka npnubopoB y4eTa;

— 3ameHa npubopoB yueTa;

—  BbI30B MHCMEKTOPA WM KOHTPONEPa AMNs CHATWS NOKa3aHui;

MOATOTOBKY aKTa TEXHUYECKOI NPOBEpPKM NpnOOPOB yyeTa.

Mpuém/Bbl
pava

Mpuém
[OKYMEHTOB

OuHoe obpalleHre NoTpebuTens ycnyr, LUenbio KOTOPOro SBRSieTCs Mpuém ot
noTpe6uTens JOKYMEHTOB COTPYAHWUKAMN KOMMaHUM

OOKYMEHTO
B

Bbigava
LOKYMEHTOB

OuHoe obpalleHne noTpeduTenst ycnyr, LEenbilo KOTOpOro SBNSIETCS Bblgaya
noTpeduTento AOKYMEHTOB COTPYAHMKAMW KOMNAHNM

YBegomnerne/coobiueHme

ObpaLieHne notpebutens ¢ uHGopmaumein nnu yBeaoMeHneM, B TOM Yucre

WH(opMaLmu YYMUTHIBAKOTCS YBEAOMIIEHNE O BbINOMHEHUM TEXHUYECKUX YCINIOBWI, COOBLLEHMS
0 NpeKpaLLeHny NnepeaaYn dNEeKTPUYECKON SHeprum, nokasaHnin npubopoB yyeTa
3NEKTPUYECKON SHEPrnm
7. | OT3biB ObpalleHne notpebuteneit ycnyr, cofgepxalime OT3blB W XapaKTepuCTUKy

pabotbl coTpyaHukoB wmu OOLWecTBa B LEMOM, HE YYWTLIBAKOTCS OT3bIBb
notpedutenen o AeATENbHOCTM ANEKTPOCETEBOM OpraHn3aLumn, NomyYeHHble B
pamKax NpoBOAMMbBIX ONPOCOB NoTpebuTenen

8. | MNpeanoxeHue oT
noTpeduTens no ynyyLeHnto
KayecTBa 0b6CnyXmMBaHNs

ObpalleHne noTpeduTensl, CcoaepXalMe MPeanioXeHuss Mo YNyuleHno
Ka4yecTBa CepBuCa KOMMNaHWM, B JaHHYK) KAaTEropuio He BXOAST MPEAnoXeHus,
nonyYeHHbIe 0T NOTPedUTENs B X0fE NPOBEAEHNS onpoca

Cnyyaw, npu KOTOpbIX NOCTyNMBLUEE 0BpaLleHne He dMKCUpYETCS Kak xanoba:

- NOBTOpHOE 0bpalleHne, No KOTOpoMy NoTpebuTento ycnyr yxe Obln NPeaocTaBneH OTBET
Mo CyLLecTBY B CBS3W C paHee HanpaBrieHHbIMW xanobamu, v npu 3ToM B NOBTOPHOM 0BpaLLeHnu
He NPUBOASATCS HOBbIE AOBOAbI UM 06CTOATENLCTBA;

- obpalLeHmre, nognexallee unm HaxoasLeecs Ha pacCMOTPEHMM B Cyde B COOTBETCTBUM C
3aKoHofaTenCcTBOM Poccuitickon ®eaepauuu;

- obpalLeHre no cnopam B pamkax okasaHus YCRyr no nepegave anekTpuveckoin SHeprum ¢
MPOMBILLSIEHHBIMW NPEANPUATUAMM U CyOBEKTAMIN PO3HUYHOTO PbIHKA 3NEKTPUYECKON SHEPTUM.

K xanobam no npekpaLleHnsm nepeaayn anekTpuveckon SHepri He OTHOCATCS obpalLeHns
notpebutenen ¢ cooblieHneM (yBeLOMIEHMEM) CETEBOM OpraH13aLmm O npekpaLleHn nepegaym
ANEKTPUYECKON SHEpruu.

YKanobbl Ha npekpalleHne nepeaayn AneKTPUYECKO SHEPTUM MPK OrPaHNYEHNSX pexnMa
noTpebneHns anekTpU4eckoin 3Hepri He OTHOCATCS K 0BOCHOBAHHBLIM B CRy4asX:

- NNaHOBbIE OrpPaHNYEHUs pexuMma MnoTPebneHns SMEeKTPUYECKON SHEPTMM B OTHOLLEHUM
notpebutenen ycnyr B Crny4ae NPOBEAEHUS1 PEMOHTHbIX paboT Ha OObekTax AneKTPOCETEBOro
XO35MCTBa CETEBOM OpraHu3auuu, K KOTOPbIM NPUCOEAMHEHBI 3HEPTONPUHUMAIOLLME YCTPOMCTBA
notpebutens, nnb6o HeobXoANMOCTbL NPOBEAEHNS PEMOHTHBIX paboT Ha 0BbEKTax ANeKTPOCETEBOMO
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XO35MCTBA CMEXHbIX CETEeBbIX OpraHu3auni (MHbIX BragenbleB OOBLEKTOB 3MEeKTPOCETEBOrO
X0341CTBa);

- HapyLUeHne cBoux 06s3aTenbCTB NOTpedbuTenem;

- BO3HUKHOBEHME (Yrpo3a BO3HUKHOBEHMS) aBapUHbIX NEKTPOSHEPreTUYECKUX PEXMMOB;

- BbIsiBNEHWe (hakTa HeHaanexallero TEXHOMOrNYECKOro NpUCoeanNHeHus
SHEPronpUHUMAIOLLMX YCTPONCTB NOTPEBUTENS K 0BbeKTam 3nekTpoCeTeBOro X034ICTBa;

- NpekpaLLeHne 0643aTenbCTB N0 OKa3aHWo YCAyr no nepefave dMeKTPUYECKOn HEPrum B
OTHOLUEHWW 3HEPronpuMHUMALOLLMX YCTPOMCTB NOTpebuTens no [OroBOpYy OKasaHWs ycnyr no
nepegaye dNEeKTPUYECKON HEPruu.

K obocHoBaHHbIM anobam Ha HeHagnexallee KavyecTBO 3MEKTPUYECKON SHeprum
OTHOCATCA Xanobbl, N0 hakTy PacCMOTPEHUs KOTOPbIX MO pesynbTaTam M3MepeHun KadvecTsa
ANEKTPUYECKON SHEPrnei NoATBEPXKOEHO HECOOTBETCTBME MOKasaTesien KayecTBa ANeKTPUYECcKon
OHEPrMM YCTaHOBMEHHbIM TpeboBaHWsSM, B TOM 4MCne C MOATBEPKAEHMEM MPOTOKONAMM
N3MEPEHUN, MPOBEEHHbIMM  3MEKTPOCETEBOW  OpraHM3auuen, nmbo WHOW  OpraHu3auyen,
aKKpeaMTOBaHHOM B YCTAHOBMEHHOM MOPSAKE Ha MPOBELEHWE MUCMbITaHUA  (M3MEpPEHNN)
rnokasaTenen KayectBa anekTpuyeckoi aHeprun. [lpy 3TOM He  yuuTbIBAKTCA  Kanobbl
notpebutenen, €cnn YCTaHOBMEHO, YTO BWHOBHUKOM YXYALWEHUS KavyecTBa SNeKTPO3IHEepriu
SBNAETCSA CaM NOTPebuTENb UMK MHOE NULO, He CBS3aHHOE C CETEBOW OpraHu3auuen, a Tak Xe B
Cnyyasix, €Cni HapyLeHUs BO3HUKNM B pesynbTaTe CTUXUAHbIX OeacTBMM, aBapum U Apyrux
COObITUIA, NPON3OLLEALLINX HE MO BUHE CETEBOWN OpraHn3aLyy.

Ecnu obpalieHne notpebutens, cogepxallee xanoby, SBNSeTCA NOBTOPHbIM 1 OTBET MO
nepBUYHOMY OBpaLLeHNto HampaBneH B agpec noTpebutens 3a NOANMCHbI0 LOMKHOCTHOrO nuua
tdunnana O6wecTea, TO PacCMOTPEHWE MOBTOPHOMO obpalleHns Ha npeameT 06OCHOBAHHOCTM
(HeOBOCHOBAHHOCTM) Xanobbl O HapylleHWW NpaB WM OXPaHSAEMbIX 3aKOHOM MHTEPEeCcOoB
notpebutens, B TOM 4ucre O MNpedoCTaBneHUM YCIyr HeHaanexallero kayectBa, a TaKke
MOAroToBKa OTBETA MOTPEOMTENHD OCYLLECTBSIETCA Ha YPOBHE WCMOMHUTENLHOMO annapata
Obwecrga.

Bce noctynatowme obpalueHusi notpebutenei ycnyr knaccuuumpyoTcs He3aBUCUMO OT
kaHana nocTynneHms no TemaTkam CornacHo npunoxerunto Ne7 k Hactoswmm CtaHgapTam.

B cnyyae noctynneHus 3anpoca no obpatlleHnuto (xanobe) notpedutens B agpec ObuiecTsa
OT OpraHoOB MCMONMHUTENbHOM BracT cybbekToB Poccuitckon Pepepauunt, BbILLECTOSLWMX W
HaJ30pHbIX OpraHu3auuii, OTBET MO 3anpocy NPefoCTaBRSeTCs B CPOK COMACHO HACTOALLEMY
pasgeny, unm B CPOK, YkasaHHbI B 3anpoce.

ObpaboTka obpawieHnin notpebutenen ycnyr ObuiectBa BKMYaeT B €ebs HECKONbKO
9Taros:

nepeuyHas 0bpaboTka obpaLleHus:;

OCHOBHas 0bpaboTka obpalleHuns;

MCNOIHEHNE MEPONPUATMI MO 0bpaLLeHNto (Ans xkanob, 3asBOK Ha OKasaHue YCnyr);

KOHTPOIb MCMOMHEHNS MEPONPUATUI (4Ns Xanob, 3asiBOK Ha OKasaHue ycnyr);

3aBepLueHne 0bpaboTku obpalleHus.

[MoaTanHblii cocTaB 06paboTkM obpalleHnii B 3aBUCUMOCTK OT KaTeropuu npuBedeH B
npunoxeHu Ne8 HacToswwmx CtaHaapToB.

B cnyyae noctynnenus obpaiieHns (anobel) B MCnonHUTenbHbld annapat ObulecTsa
rnoapasaeneHne no B3auMoZencTBuio ¢ NoTpebutensamn ucnonHuTensHoro annapata ObuiecTsa B
TedyeHne 2 pabouux AHen HanpasnseT B unvan OblectBa 3anpoc WHGopMauuu no cyTtw
obpalLeHns 1 NpoekTa 0TBeTa NOTPebUTENH NO 0BpaLLEHNIO.
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B uensax peanusauuv anddepeHLMpoBaHHOMO noaxoda K npoueccam B3auMOLEUCTBUS C
notpebutenamu npu obpatieHun notpebutens O6uwectso obecneunsaeT peructpaunio B CRM-
cucTeMe, 3a UCKMKOYeHNeM noTpebuTeneir, kotopble npu obpalleHnn He yKasanu unu 0TKasanuchb
NPeaoCTaBUTb KOHTAKTHYO MHGopMaLmio. CocTaB KOHTAKTHOM MHEOPMaLMK AN perucTpawum:

OWO notpebutens (3asButens);

omeTka, ABNSETCA KOHTPAreHT IopUaNYECKUM U (U3NYECKUM NULIOM;
HaumeHoBaH1e opraHu3saLumn B Criyyae, ecrim KOHTpareHT SBMSeTCs pULNYECKUM NnLoM;
OpraHu3aumoHHo-NpaBoBas opma

NHH;

®UO KOHTAKTHOrO N, €Y KOHTPAreHT ABMSETCS IOPUANYECKUM JTLIOM,;
TenedoH (gomaluHWin/pabounin/MoBUnbHbIA ANS SMS-YBEAOMIEHUNA);
PervoH (cybbekT Poccuiickon ®egepauun);

Anpec (hakTnyeckun/topuandeckun);

Anpec aneKTPOHHOI NOYTI;

Tun OTHOLLEHWIA;

[pynna.

VILII TPEBOBAHUA K PEANTU3ALUN YCIYT NO TEXHONOMMYECKOMY
NMPUCOEOUHEHUIO

MopsigoK  TEXHOMOMMYECKOr0  MPUCOEAMHEHUS  SHEPTOMPUHUMAIOWMX  YCTPOWCTB
(3HEpreTMyeckux yCTaHOBOK) 3asiBUTENEN K pacnpefenvTeNnbHbIM NEKTPUYECKUM CETAM dunuana
ObLiecTBa ycTaHaBNMBAETCSA B COOTBETCTBUN C HOPMATVBHBIMM MPABOBLIMM akTaMmu, B TOM Yucne
MpaBunamm TEXHOMOrNYECKOro MPUCOELMHEHWNS SHEPTONPUHUMAIOLLMX YCTPONCTB NOTpebuTenei
SNEKTPUYECKON SHEPruM, 0BBEKTOB MO NMPOU3BOACTBY SMEKTPUYECKON SHEprin, a Takke 0OBHEKTOB
9NeKTPOCETEBOr0 X035MCTBA, MNPUHAANEXalMX CETEBbIM OpraHu3auMsaM 1 WHbIM nuuam, K
SNEKTPUYECKUM CETSM, U PernaMmeHTUpyeTcs opraHn3aLoHHO-pacnopsaMTENbHbIMIA JOKYMEHTaMu
KOMMaHuu.

3asiBKka Ha TEXHOMOrMYEeCKoe NPUCOEaUHEHINE, MOXET NOCTYNUTL MO OAHOMY U3 CeAyHLMX
KaHanoB KOMMYHVKaLWiA:

noyToi (Yepes nodpasdeneHue denonpousgodcmea ucnonHutensHoro Obuiectsa);

yepes JIMYHbIN KabUHET;

yepe3 LIOI unm nyHKT no pabote ¢ notpebutensmm npu o4HoM obpalyeHun notpebutens
ycnyr (3asBuUTens) BHE 3aBMCUMOCTM OT MeCTa PacrofiOXEHWs1 SHEPronpUHUMALOLLMX YCTPOWCTB
3asBuTENS;

[py OYHOM npueme 3asBKKU cneunanucTamm nodpasdesieHuss no esaumodelicmeuro ¢
nompebumenamu Ha nnowaake LIOM u nyHkToB no pabote ¢ notpebutensmm, ocylecTenseTcs
nepBKYHas M 0cHOBHas 0bpaboTka 3asBKN Ha TEXHOMOTMYECKOE NPUCOEaNHEHME.

Mpn npueme 3asBku yepe3 nodpasdenieHue denonpoussodcmea NpOBEPKY CoBMOgEHNS
TpeboBaHMA K (popMe, MOMHOTE CBEAEHW B 3asiBKE W HanmWuMe npuniaraemblX [AOKYMEHTOB
BbINOMHAKT CMeLManncTbl OTBETCTBEHHOTO MOAPA3AeNeHns, YCTaHOBMNEHHOro OpraHM3aLMOHHO-
pacnopsauTenbHbIMu AokymeHTamu ObLecTsa.

Mpn 3a04HOM obpalleHun Yepes JInuHbIn kabuHeT noTpebuTens nepsBWYHas U OCHOBHas
obpaboTka 3asBKM Ha TEXHOMOMMYECKoe MPUCOEOMHEHWE OCYLLECTBASIETCS CheyuanucTamm
nodpa3deneHus no 83aumodeticmsuto ¢ nompebumensmu.

Obpallenune 3assutens peructpupyetcs B CRM-cucteme cornacHo nogpasgeny B MOMEHT
MOCTYNNEHNS, 3asiBKA Ha TEXHOMOrMYECKOe NPUCOeAMHEHWNE PErUCTPUPYETCA B YCTAHOBMEHHOM
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nopsgke B AM no BIT «TexHonornyeckne npucoeaMHeHUs» B [eHb MOCTYNSEHUS 3asBKW OT
3asBuTens (B crny4ae MosiHOM KOMMMEKTHOCTW 3asiBKW) UMK B [eHb NPefOCTaBNeHns 3asBuUTeNem
HeJOCTalLMX CBeAEHMN NO 3asBKE W/MNK HeLOCTaKOLMX JOKYMEHTOB.

[Mpn o4HOM popMe nogaun 3asBKM Ha TEXHONOTMYECKOE MPUCOEAMHEHWE 3asiBUTENIO
npeanaraeTcs BO3MOXHOCTb MPefoCTaBneHnst Aoctyna K JInyHomy kabuHeTy ans nonyyeHus
cBefeHunn, npenycmoTpeHHblx pasgenom V.IV. B cnyvae cornacus co CTOPOHbI 3asiBUTENs, emy
Bblgaetcs JlorvH u naponb Ans Bxoga B JIyHbIN kabuHeT.

OCHOBHbIMW MOKa3aTensiM1, XapakTepuayowmmMn UHOMKATOP UCMONHUTENBHOCTU KOMMaHUm

no TEXHONIOrM4YeCKoMy nNpPUCoeanHEHUIO,

SBNSOTCA  NapameTpbl

cobniogeHns  TpeboBaHuil

HOPMATUBHbIX MNPaBOBbIX aKTOB, B TOM 4uUCNne HOPMATMBHLIX CPOKOB WCMONHEHWA 3TanoB
OCYLLECTBNEHUA TEXHONOTMYECKOro npnucoeguHeHnA.

Tabnuua 8. Cpoku MCMONHEHNS 3TaNOB OCYLLECTBMNEHUS! TEXHOMNOTMYECKOro NPUCOeaNHEHNS

Otan Mpoueaypa Cpok

MepBuyHas Mprem obpalleHns C 3asBKOM Ha TEXHOMOrn4eckoe | npu o4HoMm obpalueHun He Gonee 30

obpaboTka npucoeauHeHne MUHYT

obpalieHus NPy  MOCTYNIEHWN  3asBKW  MOYTOM

(3asiBKu) nepefaya  3asBKM M nakeTa
[OKYMEHTOB B npocunbHoe
nogpasgenedne - He Gonee 1
paboyero aHs

OcHoBHas Mposepka cobniogeHnss TpeboBaHun Kk dopme, | 1 pabounii geHb C AaTbl NONyYeHus

obpaboTka 3asBku

MOMHOTE CBEAEHMA B  3asdBKE W HanMuus
AOKYyMEHTOB NPUNOXEHHbIX K 3adBKe B
COOTBETCTBMM C  HOPMATMBHbIMW  NPaBOBbIMU

akTaMm W opraHu3aLnoOHHO-PacnopSANTENbHBIMM
LOKYMEHTaMW.
Peructpaums 3asBku 1 naketa gokymeHToB B AM no
HanpaBneHuo

3asiBKM M MNakeTa [AOKYMEHTOB Mpy
04HOM 0bpaLLEeHNH

2 paboumx OHA C AaThl perucTpauum
BXOOSLLETO NUCbMA C  3asiBKOM U
NakeTOM [JOKYMEHTOB MpW MOMYyYeHMM
3as9BKM NOYTOM

MoaroToBka n HanpaBsneHne  yBeaoMNeHUsA
3aaBUTENIO O HeAdoCTallWnx CcBeaeHnsax uvnm
AOKYMEHTaX K 3adBKe

6 pabousx [Heid nocne nonyveHus
3a5BKM

HanpaBneHme 3adABKM W nNaketa [JOKYMEHTOB,
npeacTtaBneHHbIX 3adaBUTENEM, B I'IpOCbI/IJ'IbHOG
noapasgenenne ¢ conpoBoguTenbHbIM MMCbMOM

2 pabouux JHs C JaTbl MOMyYeHus
3asBkM (B Cnyyae MOMHOrO nakeTa
[OKYMEHTOB) WNM MOCME MONyYeHust
HELOCTaloOWMX  CBeAeHWn  uunm
[OKYMEHTOB K 3asiBKE

3akrnoueHue
Aorosopa 06
OCYLLECTBMNEHUM
TEXHOIIOTMYECKOro
NPUCOEMHEHMS K
3NEKTPUYECKUM
ceTsim

MogrotoBka 1 HanpaBneHue YBeAOMIEHUSt 06
YBENMYEHUM CpOKa MOATOTOBKM [10rOBOpa Ha CPOK
COrNacoBaHNsl TEXHUYECKMX YCMOBUIA C CUCTEMHBIM
onepaTopom

He nosgHee 2 pabounx [OHe mocne
HanpaBneHns TEXHUYECKNX YCrOBUN Ha
COrnacoBaHue CUCTEMHOMY OnepaTopy

MoaroToBka W HampaBneHWe — YBeAOMIEHWS
3a8BMTENI0 O HanpaBMeHWu  3asBneHus 06
YCTaQHOBMEHWN MNaTbl C MPUMIOXKEHHBIMA K HEMY
MaTepuanamu B YMOMHOMOYEHHbIA  OpraH
NCNONMHUTENBHO BMacTy B obnacT
rocyapCTBEHHOTO perynmpoBaHus Tapudos

3 pabounx OHA CO OHS  HanpaBneHus
3asBNeHNs 006 YCTaHOBMEHUM MnaTbl B
YNOMHOMOYEHHbIN opraH
UCMONHUTENbHOM BRacTu B obnacTu
roCcyAapCTBEHHOrO perynmpoBaHuns
Tapudgos

MoaroToBka W HanpaBneHue NpoekTa aorosopa 06
OCYLLECTBIEHUN TEXHOMOTMYECKOrO NPUCOEANHEHMS
1 TEXHUYECKUX YCIIOBUI 3aSBUTENHO.

(Mpu  TeXHOMOruyeckoM  MPUCOEAMHEHUM MO
WHOMBUAYANbHOMY TMPOEKTY 3asBUTEM0 TaK Xe
HanpaBnsieTcsl pPeLleHne YNonHOMOYEHHOro opraHa
NCNONHUTENbHOIA BIacTy B obnacTy

15 OHel co OHSA NONyYeHus 3asBKM OT
3asButens (ynorHOMOYEHHOro npea-
craButens) Ansg (U3MYECKUX nuy B
Liensix TEXHOMOrMYeCKoro npuMcoeamHe-
Hua MY, MakcumarbHas MOLLHOCTb
KOTOpbIX cocTaBnseT Ao 15 kBT BKnto-
YMTENBHO (C Y4ETOM paHee mpucoeau-
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rocyapCTBEHHOTO perynupoBaHust TapudoB 00
YTBEPXOEHMM  MnaTbl 3@  TEXHOMOMMYECKoe
NPUCOEANHEHME MO MHANBUAYaTbHOMY NPOEKTY)

HEHHbIX) Ans ObITOBbIX M MHBIX HYXZ NO
3 KaTeropum HaJexXHoCTU 3MeKTpo-
CHaOXeHus1, 4115 IOPUANYECKUX UL, UMK
WHAMBUAYaNbHBIM NpeanpuHUMaTenei
OMY, makcumanbHas MOLWHOCTb KOTO-
pbix cocTasnset go 150 kBT Bkmtoum-
TENbHO (C y4eTOM paHee npucoeu-
HEeHHbIX) MO 3 KaTeropum HagexXHoCTU
3NeKTPOCHabxeHns

B TeyeHue 10 gHel Co AHs nomnyyeHus
3asBKM B CNy4Yae BPEMEHHOrO TEXHOMO-
MM4€CKOr0 NPUCOEANHEHUS

30 gHeit co OHs monydveHus 3asBku (B
Ccryyae NOSIHOrO naketa AOKYMEHTOB)
WNW mocne NOJyYeHUs HedoCTatoLLnX
CBEAEHMI MNnn SOKYMEHTOB K 3asiBKe

5 [OHEN Co AHA YTBEPXOEHMS pasmepa
nnaTbl 3a TEXHOMOTMYEeCKoe NpUCcoeau-
HeHWe YNOrHOMOYEHHbIM OpraHoOM WC-
NOMHUTENbHOW BRacTu B obnactu roc-
YOAPCTBEHHOMO perynumpoBaHng Tapu-
(hoB B Cnyyae OCYLLECTBMEHNS TEXHO-
TIOTMYECKOro MPUCOEANHEHNS MO UHAN-
BMAYyarnbHOMY NPOEKTY, HO He Mo3aHee
3 pabouux OHel Co AHS BCTYNMEHUs B
CUNY YKa3aHHOro peLleHus.

3 pabounx gHen CO OHS COrMacoBaHMs
c CUCTEMHBIM onepaTopom
TEXHWYECKMX YCMOBUIA MPU  CMOXHOM
XapakTtepe TEXHOINOTNYECKOr0
npucoeanHeHns

5 pabounx gHemn ¢ aatbl NonyyYeHus ot
3a8BNUTENs MOTMBMPOBAHHOTO OTKasa
OT NOAMMCaHMs NpOeKTa AoroBopa C
TpeboBaHNeM O MNpuBEdEHUN €ro0 B
COOTBETCTBUE C Mpasunamu
TEXHOMOMMYECKOro NMPUCOEANHEHNS

MoanucaHne [OroBOpa CO CTOPOHbI 3asBUTENS K
HanpaBMeHne OfHOrO 9K3eMMnspa B CETEeBYH
OpraHu3aLmio

30 pgHeM ¢ patbl  MOSyYeHus
NOANMUCAHHOrO OpraHu3auuen npoekTa
J0roBopa

HanpaBneHme 3aasButeneMm  MOTMBUPOBAHHOIO
OTKasa OT noanucaHuAa npoekTa AoroBopa C
Tpe6OBaHVI6M O NnpuBedeHnn ero B COOTBETCTBUNE C
npaBI/IJ'IaMI/I TEXHONOrM4Yeckoro NnpnucoegnHeHnd

30 pgHem ¢ patbl  MOSyYeHus
NOANUCAHHOrO OpraHu3auuen npoekTa
Joroeopa

AHHyﬂVIpOBaHVIe 3adABKM Ha TexHonormyeckoe
npucoeanHeHue B Crydae ecnuv 3aaBUTENIEM He
HanpasneH MoANUCaHHbI NPOEeKT aorosopa wnn
MOTVIBVIpOBaHHbIVI 0TKa3

60 [OHeW CcO  OHA  MOJSTyYeHus
3asBMTENEM MOANUCAHHOMO CeTeBoi
OpraHu3aLmein npoekTa orosopa

HanpaBneHue Konuu 3asBKM Ha TEXHOMOMMYeckoe
NPUCOEAUHEHNE HA PaCCMOTPEHUE CUCTEMHOMY
onepatopy B Clyyae  TEXHOMNOTMYeCcKoro
NPUCOEANHEHNS  SHEPTONPUHUMAIOLLUX YCTPOMCTB,
3a WCKMKOYEeHNEM 3asiBOK, NOAAHHbIX HU3N4ECKUMM
nuamu B Lensx TEXHOMOM4YECKOro
npucoeauHerns AY ¢ MakcuMarnbHOM MOLHOCTbIO
0o 15 kBT BKMOYMTENBHO (C Y4eTOM paHee

5 pabounx gHenm € Aatbl NONyveHus
3a9BKM
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NMPUCOEANHEHHBIX) ANS ObITOBBbIX M MHBIX HyXA,
OPUANYECKUMU  NMLAMUA MW MHAMBULYATbHBIMA
npeanpuHumatenamu  3MY ¢ MakcumarnbHoM
MoLHOCTBIO A0 150 KBT BKMKOYUTENBHO (C Y4ETOM
paHee MPUCOEAMHEHHbIX), W  TEXHOMOrNYECKOro
npucoeanHeHns nocpesacTeoM
nepepacnpegeneHus.

CornacoBaHie C CUCTEMHbIM OMEpaTopoM
TEXHUYECKUX YCTOBMIA Ha TEXHOMNOIMYECKoe MpUCo-
eAMHEHNE K SMEKTPUYECKUM CETSM B CNyyae Tex-

15 pHel ¢ paTbl NONyYeHUs MpoekTa
TEXHWYECKMX YCMOBUMA OT  CETEBOM
opraHu3aLum

HOJIOTMYECKOr0 NPUCOEANHEHNSI B OTHOLIEHUM NpK-
coeamHseMblXx OOBEKTOB MO MPOM3BOACTBY 3rek-
TPUYECKOW 3HEPrM, YCTAHOBREHHAs reHepupyto-
Las MOLHOCTb KOTOPbIX NpeBbiwaeTr 5 MBT unu
yBenmumBaetcs Ha 5 MBT 1 Bblle, a Takke npuco-
e0MHsIEMbIX 0OBEKTOB SNEKTPOCETEBOIO X03ANCTBRA,
MakcuMaribHasi MOLLHOCTb KOTOpbIX NPEBbILIAET 5
MBT wnn ysenuunsaetcs Ha 5 MBT u Bbiwe, u
SHEpronpuHIUMAaloWyX YCTPONCTB, MaKCUManbHas
MOLLHOCTb KOTOpPbIX NpeBblwaeT 5 MBT nnu ysenu-
yuBaeTcs Ha 5 MBT v Bblle

OcyLecTBNEHNE MEPONPUSATUA NO TEXHONOTMYECKOMY MPUCOEOMHEHNIO
CO CTOPOHbI CETEBOW OpraHW3aLnm:

1. B cnyyasix, €Cnm oT CETEBOM OpraHu3aLun He TpebyeTtcs BbINONHeHWe paboT No CTPOUTENLCTBY (PEKOHCTPYKLMM)
00BEKTOB 9MEKTPOCETEBOrO XO3AMCTBA, BKIMIOYEHHBIX (MOANEXALUMX BKITOYEHMIO) B MHBECTULMOHHBIE NPOrPaMMb
CETEBbIX OpraHm3auuit, n (1nu) oGBbEKTOB NO NPOWU3BOLCTBY ANEKTPUYECKONA SHEPruM, 3a UCKMKoYeHeM paboT no
CTPOMTENLCTBY OOBLEKTOB AMEKTPOCETEBOTO XO3SCTBA OT CYLLECTBYIOLMX ODBEKTOB 3MIEKTPOCETEBOMO X035MNCTBA
[0 NPUCOEANHAEMbIX 3HEPronPUHUMAIOLLMX YCTPONCTB U (1) OBOBEKTOB 3NEKTPOIHEPrETUKNAZ:

Npu BPEMEHHOM MPUCOEANHEHUN SHepronpuHuma- | 15 paboumx AHelr (ecnn B 3asBKe He

tOLLMX YCTPOMCTB ykasaH ©Gonee  NpOAOMKMTEMNbLHLIN
CPOK) C AaThl 3aKMYEHNS JOroBOpa

ONS 3asBUTENEeN C MaKCUManbHOM MOLLHOCTBIO | 4  Mecaua € datbl  3aKIHOYEHMs

SHepronpuHuMaroLmx  yctpocte go 670 kBT | gorosopa

BKMIOUUTENBHO (C Y4ETOM paHee NpUcoeaMHEHHON B

[@HHON TOYKE NMPUCOEANHEHNS MOLLHOCTM)

ANS 3asBuTENnen C MaKCUManbHOM MOLWWHOCTB | 1r10g

SHepronpuHUMAaIoLLMX YCTPOMCTB cBblle 670 KBT

2. B cnyvasix, ecnu ot ceTeBoi opraHusauum TpebyeTcs BbiNOMHeHWe paboT No CTPOUTENLCTBY (PEKOHCTPYKLMN)
0ObEKTOB ANEKTPOCETEBOrO X03NCTBA, BKMIOYEHHbIX (MOANEXALLMX BKIOYEHMIO) B MHBECTULMOHHBIE NPOrpamMMmbl
CETEBbIX OpraHu3auui, n (1nn) oGbEKTOB NO NPOWU3BOACTBY AMNEKTPUYECKON SHEPTUM, 3@ UCKMIOYeHMeM paboT no
CTPOUTENLCTBY 0OBLEKTOB 3MEKTPOCETEBOTO XO3AMCTBA OT CYLLECTBYHOLLMX ODBEKTOB ANEKTPOCETEBOTO X035MCTBA
[0 NPUCOEANHAEMbIX SHEProNPUHUMAIOLLMX YCTPONCTB W (M1n) OB BEKTOB 3NEKTPOSHEPTETHKM:

NpU BPEMEHHOM TEXHONOMYECKOM npucoeanHeHuy | 15 paboumx AHen (ecnu B 3asBKe He
3asBuTENeN, SHEPronMpUHMMAtOLLME  YCTPOMCTBA | ykasaH  Oonmee  NPOAOMKUTENbHBIA
KOTOPbIX SBMSKOTCA NEPEABWKHBIMUA W UMEIOT Mak- | CPOK) C AaTbl 3aKMHOYEHUs JOroBOpa
CUMarnbHyK MOLHOCTL A0 150 kBT BKMHOUMTENBHO
(C y4eTOM paHee NPUCOEAUHEHHON B AHHON TOYKE
NPUCOEAMHEHNS  MOLLHOCTM) MO 3 KaTeropuw
HaJEXHOCTN BNEKTPOCHaBXeHNs, eCNn PacCTosHNE
OT 3HEepronpuHUMAOLLEr0 YCTPOICTBA 3asBUTENS

%y crnyyae TEXHOMOTMYECKOTO NPUCOEANHEHMS K ANEKTPUYECKMM CETSM KNaccoM HanpsikeHus 4o 20 kB BKMIOYNTENBHO, MPK 3TOM
pacCTOsHNE OT CYLLECTBYHOLIMX SMEKTPUYECKNX CETEN HEOBXOOUMOrO Kracca HanpsikeHns B0 rpaHuL, y4acTka, Ha KOTOPOM pac-
MOMOXEHBI MPUCOEAMHSEMbIE SHEPrOMPUHMMAtOLLME YCTPOICTBA, cocTaBnsieT He 6onee 300 MeTpoB B ropogax W nocenkax ro-
pogckoro Tuna u He 6onee 500 METPOB B CENbCKON MECTHOCTM
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[0 CyLeECTBYIOLWMX SNEKTPUYECKUX CeTer Heobxo-
AMMOrO Knacca HanpsbkeHus cocTaensieT He Gonee
300 meTpoB

Ona  dusnyeckux mmy MY ¢ MakcumanbHoOM
MOLUHOCTbIO A0 15 kBT BKMIOUMTENBHO (C y4eToM
paHee NPUCOEAMHEHHBIX) AN ObITOBbIX M MHbIX
HYXO, OPUAMYECKNX MWL WUAW  MHOMBMAYANbHbIX
npeanpuHumatenen  3MY ¢ makcuManbHoM
MoLHOCTbIO A0 150 KBT BKMKOYUTENBHO (C Y4ETOM
paHee MPUCOEAMHEHHbIX) N0 3 KaTeropuw
HaZeXHOCTU 3NeKTPOCHabXeHus, "
TEXHOIOTMYECKOr0  MPUCOEANHEHNST MOCPEACTBOM
nepepacnpeaenexmns?2,

6 MecsLes

ANa  3asBWTenen, CyMMapHas npucoeauHeHHast
MOLYHOCTb ~ SHEPrOMPUHUMAIOLLMX  YCTPOWCTB
KOTOpbIX He npeBblllaeT 670 kBT

1 rog, ecnu 6oree KOpOTKUE CPOKK He
npeaycMOTPEHbI MHBECTULMOHHOM Mpo-
rpamMmoii  COOTBETCTBYHOLLEA CETEBOM
OpraHu3aumm Wnm CornalleHnem Cro-
POH

ANS  3asBWTenen, CyMMapHasi npucoeauHeHHast
MOLYHOCTb ~ SHEPrOMPUHUMAIOLLMX  YCTPOWCTB
KoTOpbIX npesbiwaet 670 kBT

2 rofa, ecnv uHble cpoku (Ho He Bonee
4 ner) He NpeaycMOTPEHb!
COOTBETCTBYIOLLEN  MHBECTULMOHHOM
NpOrpamMmMon Win cornalleHnem CTOPoH

Tabnuua 9. Cpoku UCMOMHEHNs CETEBOW opraHM3aumenn hakTUYeCKoro NpUCoeanNHEHNs 06bEKTOB

3aaBuTensd

Mpoueaypa

Cpok

B CcnyYasx, Kkorga He TpeGyeTm COrnacoBaHne TEXHUYECKMUX yCJ'IOBVII7I C Cy6'beKTOM onepaTuBHO-AMCNETYEPCKOro

KOHTpOSSI:

anIeM OT 3adBuTena yBeaoMNeHna O BbINOTHEHUU TEXHUYECKUX YCNO-
BWI C HEOOXOOMMBIM MaKkeToM [OKYMEHTOB

npu oyHom obpalleHnn He Gonee 30
MUHYT

npu  MOCTYNNEHWM  YBELOMIEHMS:
noyToN nepefava yBEAOMIEHUS U
naketa [OKYMEHTOB B NpoduNbHOE
nogpasgeneHne - He 6Gonee 1
paboyero aHs

lMpoBepka COOTBETCTBUS TEXHUYECKUX PELUEHWI, napameTpoB 0bopyao-
BaHWs (YCTPOMCTB) M NMPOBEAEHHBIX MEPONPUATUIA TPEBOBAHUAM TEXHU-
YECKMX YCIOBWIA.

MeponpusTus N0 NPoOBEPKE BbINOIHEHNS TEXHUYECKUX YCIIOBUN 3asiBU-
Tensmu ¢ AMY mowHocTbio Ao 150 kBT BKMOUMTENBHO (MO OAHOMY WMC-
TOYHUKY 3MNEKTPOCHAOKEHNS), @ TakKe 3asBUTENSMU, 41 KOTOPbIX pas-
paboTka NPOEKTHON [OKyMeHTauuu He aBnseTcs o0bs3aTensHol, NpoBo-
BATCA HEMoOCPeACTBEHHO B MpOLECCe MPOBEAEHUS OCMOTpa JMeKTpo-
YCTaHOBOK 3asiBUTENEN.

B TeyeHue 10 gHel Co AHA nonyyeHus
OT 3asABWUTENs [OKYMEHTOB, Npeay-
CMOTPEHHbIX IMpaBunamu TI1

Ocmotp (obcneposanue) MY [0 pacnpemenuTensHOro YCTpoMCTBa
(nyHkTa) 3asBuTENs (pacnpegenuTenbHOro YCTPOWCTBa TpaHchopma-
TOPHOW NOACTaHLMM, BBOGHOMO YCTPOACTBA, BBOGHOMO pacnpesenuTenb-
HOrO YCTPOWCTBA, FMaBHOTO pacnpefenuTenbHOro WuTa, y3na ydyeta)
BKIIOYMTENBHO

B TeyeHne 3 paboumx [OHen nocne

yBEOMIIEHNS 3asBuUTenem 0
BbIMOJTHEHUN cBOMX  0093aTENLCTB
Aoroeopa 06 OCYLLECTBNEHUN

TEXHOJIOrM4YEeCKOro npucoegnHeHna

Mo pesynbTaTam MEPONPUSTUIA NO MPOBEPKE BbINOMHEHWS 3asBUTENEM
TEXHWUYECKUX YCIIOBWUA CETEBAs OpraHu3auus CoCTaBnsaeT U HanpaBnseT
ANS NOANUCaHNS 3asBUTEN0 NOAMUCAHHBIA CO CBOEN CTOPOHbI B 2 9K-
3emnnsipax AKT O BbINOMHEHUM TEXHUYECKMX YCIIOBU

B 3-OHEBHbIA CPOK MOCNE MPOBEAEHMS
ocmoTpa.

Obwwin cpok npoBedeHNs Meponpus-
TUA NO NpOBEpPKe He AOSMKEH MpeBbl-
watb 10 AHeN O AHS MONyYeHus yBe-




50

JIOMIIEHWS1 OT 3asiBUTENs! O BbINOMHE-
HAW UM TEXHUYECKUX YCroBMM Nnbo
yBeaoMneHns 06 ycTpaHeHu 3ameva-
HWiA

3asBuTeNb BO3BPALLAET B CETEBYID OpraHM3aLmMio OOUH 3K3eMnasp noa-
MUCAHHOrO CO CBOEMN CTOPOHbI AKTa O BbIMOMHEHWUM TEXHUYECKUX YCIOBUM

B TEYEHWEe 5 [OHEel CO AHA MOMyyYeHus
NOANMCAHHOrO CETEBOW OpraHu3aLmein
akta O BbIMOMHEHUN  TEXHUYECKMX
yCoBWit

B cnyyae npucoeamHeHus Y k cetam knaccom HanpskeHus o 10 kB
Mo OOHOMY UCTOYHMKY, @ TaK e B OTHOLLEHUM dmandeckux nuy MY ¢
MakcimarbHOW MOLLHOCTLIO A0 15 KBT BKMIOUMTENBHO (C Y4ETOM paHee
NPUCOEAMHEHHBIX) A1 ObITOBBIX W MHBIX HYXZ, HOPUANYECKUX MWL, Ui
WHOMBMAYaNbHbIX NpeanpuHumartenein AMMY ¢ MakcMManbHOW MOLLHO-
cTblo 40 150 kBT BKNIOUMTENBHO (C Y4ETOM paHee NpuUCOeaMHEHHBIX), 1
BPEMEHHOrO TEXHONOMMYECKOTO MPUCOEANHEHNSI AKT O BbIMOMHEHWUN TEX-
HWYECKMX YCNOBUI COCTABMNSETCA U NOANUCHIBAETCS 3asiBUTENEM U CETe-
BOW OpraHu3aLueit HenocpeaCcTBEHHO B A€Hb NPOBEAEHNS OCMOTPa.

B neHb npoBefeHns ocmoTpa

[Mpu HeBbINOMHEHMM TPeBOBaHUI TEXHUYECKWX YCMOBMIA CETEBAS OpraHu-
3aumMs B nucbMeHHo copme yBegomnsieT 06 aTom 3assuTens. [lpu
OCMOTPE 9MEKTPOYCTaHOBOK 3aMeyaHusi yKasblBatoTCs B akTe OCMOTpa
(o6cnefoBaHus) ANEKTPOYCTaHOBKM.

[MOBTOPHbLIM OCMOTP 3NEKTPOYCTAHOBKM 3asBUTENS. AKT O BbIMOMHEHWN
TEXHWUYECKUX YCMOBUA OHOPMASAETCS NOCME YCTPAHEHUS BbISBMEHHbIX
HapyLLEeHWN.

He no3aHee 3 pabounx OHei nocne
Nomny4YeHnst OT HEro yBedOMIeHus 00
yCTpaHeHUH 3ameyaHuin c
NPUNOXeHem NHopmaLwm 0
NPUHATLIX MepaXx Mo UX YCTPaHEHMIO

MpoBepka BbINOMHEHMS! TEXHUYECKMX YCIIOBUIA B CMyYasix, korga TpebyeTcs CornacoBaHie TEXHUYECKIX YCIIOBUN C
Ccy6bEKTOM OnepaTUBHO-AMCIETYEPCKOTO KOHTPOSS, OCYLLECTBSIETCS CETEBOI OpraHn3aLmeil 1 CUCTEMHBIM onepa-

TOPOM

YBeOMNeHWe O TFOTOBHOCTM K MNPOBEPKE BbIMOMHEHMS TEXHWUYECKNX
YCIOBUIA HaNpaBnsieTCsl 3asBMTENEM B afpec CETeBOM opraHusauuu, a
CETEBOI OpraHM3aLmei B OTHOLIEHWN CBOMX 0OBEKTOB - B agpec cybbek-
Ta onepaTMBHO-ANCNIETYEPCKOrO YNpaBneHNS.

B TEYEHWE 2 [OHEN CO AHA MOMyyYeHus
OT 3asdBWTENs  yBeJOMNEHMS O
FOTOBHOCTW K MPOBEPKE BbIMONHEHUS
TEXHNYECKUX  YCMOBUM  HanpaBnsieT
cyObekTy onepaTBHO-AMCNETYEPCKOTO
ynpaBneHus Konuto TaKoro
YBEAOMIEHUS W KOMUM MPUNOXKEHHBIX K
HeMy [JOKYMEHTOB, NpPeLACTaBMEHHbIX
3asBUTENEM.

MpoBepka COOTBETCTBUS TEXHUYECKUX PELLEHNI, NapameTpoB oGopyao-
BaHMS (YCTPOIICTB) U MPOBELEHHbIX MEPOMPUATHIA, YKa3aHHbIX B [OKY-
MeHTaX, NPEeLCTaBNeHHbIX 3asBUTEneM, TpebGOBaHWSM TEXHUYECKNX
YCMOBMIA COBMECTHO C CUCTEMHBIM ONEPaTopoM

B neHb npoBeaeHns ocMoTpa

CeTeBasi opraHusaums B nCbMEHHOM opme yBeAOMNSET CyObekT one-
PaTUBHO-AMCMETYEPCKOrO YNpaBIieHUst O Npeanonaraemon garte npose-
[eHNst 0CMOTpa

He nosaHee YeM 3a 5 paboumnx aHei oo
[Hs €ro NpoBeaeHus

Cy6bekT onepaTMBHO-OMCNETYEPCKOrO YNpaBneHUs HanpasnseTt ceTe-
BOW OpraHu3auuu pelueHne o6 yyactuu (0Tkase OT yvacTusi) B TakOM
ocmoTpe

He no3gHee yeM 3a 2 paboumx OHs Ao
€ro NpoBeaeHus

OcmoTp CceTeBOil oOpraHu3auuen, a Takke CyObekToM onepaTuBHO-
AMCNETYEPCKOro yMpaBMEeHNs MPUCOEAMHAEMbIX 3NEKTPOYCTAHOBOK U
0ObEKTOB 9NEKTPOCETEBOTO XO3AMCTBA, MOCTPOEHHbIX (PEKOHCTPYMPO-
BaHHbIX) B pamKax BbIMOSHEHNS TEXHUYECKUX YCIOBMIA, HAa COOTBETCTBIE
(haKTUYECKM BbIMOMHEHHBIX MEPONPUSTUIA MO TEXHOMOTMYECKOMY NPUCO-
EOMHEHNI0 TEXHUYECKMM YCTIOBMAIM W NPEACTABIEHHON 3asiBUTENEM W

B aeHb npoBeaeHus ocmotpa
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CETEeBOI OpraHu3aLeit NPOeKTHON JOKyMeHTaLmMmn

CocraBneHne Akta ocmoTpa (0bcrenoBaHns) anekTpoycTaHoBku. [Mpu
BbISIBMIEHNN B XOA€ OCMOTPA HEBbLINOMHEHUS 3asBUTENEM U (MnK) ceTe-
BOW OpraHu3aumen TpeboBaHnii TEXHUYECKNX YCNIOBUIA U NPOEKTHON [0-
KyMEHTaLUuu B akTe ocmMoTpa (06crenoBaHns) aneKTpoyCTaHOBKM YKasbl-
BAETCs NePeYeHb BbISIBNIEHHBIX 3aMeYaHNI, NOANEXALUMX BbINOMHEHMI.
CornacoBaHue ¢ Cy6BbEKTOM OnepaTUBHO-ANCTIETYEPCKOrO YnpaBneHus
AxTa ocmoTpa (0BcneaoBaHNs) aNEKTPOYCTAHOBKM, B CIy4ae ecnu npegd-
CTaBuUTENM CybbekTa OnepaTMBHO-AWUCNETYEPCKOrO YNpaBneHus y4vacT-
BOBanu B 0OCMOTpe

IMpu HeBbLINOMNHEHUM TPEOOBAHMI TEXHUYECKNX YCIIOBWIA CYOBEKT onepa-
TUBHO-AMCNETYEPCKOTO YNpaBneHns yBegomnset o6 aToM ceTeByto op-
raHW3aLmio C ykasaHeM 3ameyaHuit.

CeTeBas opraHu3aLus, B NMCbMEHHOW (hopMe YBEOOMIISET 3asBUTENS O

BbISIBJIEHHbIX 3aMeYaHUsIX
He mo3aHee Yem yepe3 3 paboumx OHs
nocrne nonyvyeHus yBeaoMneHns o6
[MOBTOPHbI OCMOTP. yCTpaHeHum 3amevyaHun c
MPUMOXEHNEM nHopmaLmm "
JOKYMEHTOB

B 3-OHEBHbIN CPOK, 0OLWWA CPOK Npo-
BEPKW He JOMKEH npesbllaTh 25 aHel
CO [HS MOMyYeHNs CETEBON OpraHu3a-
Uueit yBegoOMNEHUs OT 3asBuTens O
OTOBHOCTM K MPOBEPKE BbINONHEHMS
TEXHNYECKNX YCMOBWA NnbO yBEAOM-
neHus 06 yCTpaHeHUN 3aMeyaHmi.

CeTeBasi opraHu3aLmMs HanpaBnsaeT 3asBUTENK NOAMMCAHHBIN CO CBOEN
CTOPOHbI AKT O BbIMOMHEHWUM TEXHUYECKUX YCNOBMI B 2 3K3EMMNASPaX.

B cnyyae ecnu TexHuyeckue ycnosust Gbinn cornacoBaHbl C CyObEKTOM
onepaTnBHO-AMCNETYEPCKOTO KOHTPONS, AKT O BbINOSTHEHUM TEXHUYECKNX
YCNOBMI, COrMacoBaHHbI C CYOBEKTOM OnepaTuBHO-AUCNETYEPCKOTO
KOHTPONS, HaNpaBnseTCa 3asBUTENIO B 3 SK3eMnaspax.

3asBuUTENb BO3BPALLAET B CETEBYIO OPraHM3aLMio MoanucaHHbIe Co CBO-
e/l CTOPOHbI 3K3eMNASPbI aKTa O BbIMONHEHUM TEXHUYECKIX YCMOBMIA, MK
9TOM OAMH 3K3EMNASAP aKTa O BbIMOMHEHUN TEXHUYECKUX YCMOBMIA OCTa-
eT1ca Yy 3asBUTENS.

B TeuyeHue 5 gHen co AHA nonyyeHus
akta O BbIMOMHEHUN  TEXHUYECKMX
YCNOBWI B 3 aK3eMnnsipax

VILII TPEEOBAHWSA K PEANIU3ALW YCNYT MO NEPEQAYE ANEKTPUYECKOW SHEPIUU

MpegocTaBneHne ycnyr no nepedaye dneKTPUYECKOW 3HEepruM  pernameHTupyeTcs
HOPMATMBHbIMI MPaBOBLIMM aKTaMii W OpraHM3aLMOHHO-PACTIOPAANTENbHBIMU  JOKYMEHTaMM
Obuecrsa.

3asiBneHne Ha okasaHue ycryr no nepeaaye SMeKTPUYECKON 3HEPTM, MOXET NOCTYNUTb Mo
OLHOMY W3 CeayHLLMX KaHaroB KOMMYHUKaLWA:

noyToi (Yepe3 nodpasdeneHue deonpoussodcmea UCNONHUTENLHOrO annaparta ObLecTsa
Wnu annapata ynpasneHus unuana);

yepe3 LIOM u nyHkTbl no pabote ¢ noTpebutensamu ycrmyr npu OYHOM oBpalieHuu
notpebutens ycnyr (3assutens);

B CTPYKTYpHOe nogpasgeneHune gpunuana O6uectsa, B Tom yucne B M0, P3C.

Mpn oyHOM Npueme 3asiBNeHUs cneumanuctamu nodpasdeneHus no ezaumodelicmeuro ¢
nompebumensamu Ha nnowaake LIOM, nyHkTa no paboTe ¢ notpebutensmu ycnyr ocyllecTenseTcs
nepsuyHas obpaboTka.

[pu nonyyeHnu Yepes nouty nodpa3deneHue desronpou3so0cmea HanpaenseT 3asBreHne B
npoounbHoe nogpasgenexne ObuiecTsa.
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CooTBeTCTBNE GU3HEC-NpOLIECCA peann3auuy YCNyr No nepefade neKTPUYECcKoi SHeprm
NPUHLMNAM  KIMEHTOOPUEHTVMPOBAHHOMO MOAXO0JA OCHOBBLIBAETCS HAa WCMOMNHEHUM TpeboBaHuit

HOPMaTMBHbIX MPaBOBbIX aKTOB.

Tabnuua 10. Cpoku 3aknmioveHUst JOroBopa Ha OKasaHue YCnyr no nepefave 3nekTpuyecKoi

SHEPrN

Mpoueaypa

Cpok

nepBI/I‘-IHaFI o6pa60T|<a 3adaBMNeHnA WU npoBepkKa MoJHOThI CBEAEHW B 3a-
ABJTIEHWUM U KOMNIEKTHOCTU JOKYMEHTOB K 3aABMEHUI0

2 pa6oqu OHA C MOMEHTa Mnony4YeHna
3aaBlieHNA

MMoaroToBKa W HanmpaBneHWe YBEAOMIEHUS 3asBUTENI0 O HEAOCTaOLLMX
[OKYMEHTax Unu OTCYTCTBUSI B NPeACTaBNeHHbIX LOKyMeHTax Heobxoau-
MbIX CBEAEHUN

6 pabounx OHen C gatbl MOMy4YeHWs
3asBNeHUs

MoAroToBKa W HanpaBmneHue YBeaoMNeHUs 3asBUTENI0 06 OTCYTCTBUM TeX-
HMYECKON BO3MOXHOCTM OKa3aHWsi YCNyr No nepefave dmneKTpUYECcKoil
9HEepruv B pamkax 3asiBreHHoro notpebutenem ycnyr obbema, 1 0 ToM, Ha
Kakux ycrioBusiX U B KakoM 0Gbeme MoryT BbiTb Oka3aHa ycryra v 3aknto-
YeH OoroBop

30 gHei ¢ JaThl NOMyYeHNS 3asBMEHNS
(B Cnyyae npenoCTaBneHNUst BCEX He-
00X0oanMMbIX CBEAEHMI) unu nocne no-
NyYeHns HeROCTalOWMX CBEAEHWUA MO
3aABMNEHNI0

HanpasneHwe 3asiBUTENI0 MOTUBMPOBAHHOTO OTKa3a OT 3aKIOYeHNs Joro-
BOpa B NUCbMEHHO hopMe C yKasaHWEM MPUYMH U C NPUNoXeHeM o6oc-
HOBbIBAIOLLMX [1OKYMEHTOB

30 gHen ¢ paTthl NONyYeHNs 3asBneHus
(B cnyyae npefocTaBreHMs BCEX He-
00XxoanMbIX CBEAEHMI) unu nocne no-
NyYeHns HeOCTalOWMX CBEAEHWUA nO
3a9BNEHNI0

MMoaroToBKa U HanpaBneHue 3asBUTENI0 MOAMUCAHHOMO CO CTOPOHbI CETe-
BOW OpraHu3auven npoekTa AOroBopa WM MPOTOKOMa pasHornacum (B
CcnyJae, ecrnv 3assuTenem NpeacTaBneH NpoekT JoroBopa)

30 gHen ¢ paTthl NONyYeHNs 3asBneHus
(B cnyyae npeocTaBreHMs BCEX He-
00XxoanMbIX CBEAEHMI) unu nocne no-
NyYeHns HeROCTalOWMX CBEAEHWUA nO
3asIBNEHMNI0

Tabnuua 11. Cpoku ycTaHOBKM npubOpPOB yyeTa Ha OObEKTax 3MEKTPOCETEBOrO XO35MCTBA

Obulecrea

Mpoueaypa

Cpok

MepBnyHas 0bpaboTka 3asBneHnst 0 Heo6XoaMMOCTM 0BOPYOBAHNS TOYKM
nocTaBku npubopamu yyeTa

1 pabounit OeHb C faThl NOMy4YeHUs
3asBIeHNs

MoaroToBka M HampaBneHWe 3asBUTEN0 [LOKYMEHTa, COAEpXallero
TEXHUYECKME YCMOBMS Ha npoBedeHne paboT no 0BOpyAOBaHMIO TOYKN
noctaBku npubopamu yyeta (C YykasaHMEM CPOKOB W CTOMMOCTM
BbINOJHEHNS COOTBETCTBYHOLMX paborT)

15 pabounx gHed ¢ AaTthl MOMyYeHNs
3asBMeHns

HanpaBneHVle 3aaBKUTEN0 0DOCHOBAHHOIO OTKA3a B CBA3W C TEXHUYECKOM
HEBO3MOXHOCTbH YCTAHOBKM HeobXxoanmbIX I'IpI/160pOB y4yeTa

15 pabounx gHel ¢ faTtbl MOMyYeHWs
3asBNEHs!

CornacoBaHue 3asBUTENEM C CETEBOW OpraHWU3aLmeil CPOKOB M CTOMMOCTY
pabot

10 pabounx gHed ¢ AaTthl MOMyYeHUs

LOKYMEHTa, coaepxalyero
TEXHUYECcKNe YCrOBUS Ha NpoBedeHMe
pabor no  oBOpyaoOBaHMIO  TOYKM

NOCTaBKK npm6opaMM y4yeTa

BbinonHeHne pabot no 0bopyaoBaHMO TOUKW NOCTaBkK Npubopamu yyeTta

3 MecAya C [JaTbl COrnacoBaHus
TEXHUYECKUX YCIoBuIA®

Tabnuua 12. Cpoku yCTaHOBKM, 3aMeHbl M (Mnu) aKcnnyaTauun npubopoB yyeta Ha oBbekTax

3aasuTens4

3 @CNM AN yYCTaHOBKYW NMPUGOPOB Yy4eTa He TpebyeTcs co3aaHus HOBbIX OGBEKTOB AMIEKTPOCETEBOMO X03ANCTBA U BBE-

[I€HUS OrPaHNYEHNS PeXIMa NOTPEBNEHNS B OTHOLLIEHWM MHbIX NOTpebuTeneil

4 B kayecTBe 3asBUTENS (3akasumka no JOrosopy 06 yCTaHOBKE, 3aMeHe W (Mn) SKCMyaTaLmn KOMNeKkTUBHbIX npubo-
POB y4yeTa UCMONb3YEMbIX 3HEPreTUHECKNX PECYPCOB) MOXET BbICTYNATh NNLIO, OTBETCTBEHHOE 3a COAepkaHue obLye-
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Mpoueaypa

Cpok

nepBI/I‘-IHaFI o6pa60T|<a 3adABKM U NpoBepKa NOJIHOTI CBEAeHWi B 3asBKe U
KOMNJIEKTHOCTK JOKYMEHTOB K 3adBKe

1 pabounit OeHb C gaTbl MOnyyeHus
3asBKM

MoarotoBka W HanpaBneHue yBeJOMIEHUS 3asBUTENI O HeJoCTatoLLMX
[OKYMEHTax  Unu  OTCYTCTBMS B  MPEACTaBNEHHbIX  [AOKYMEHTax
HeobxoOuMbIX CBEAEHMUN

3 pabouux AHS C AaTbl NONy4YeHus
3a9BKM

OCMOTp obbekTa 3asBUTENS C Lienbio NPOBEPKU Hann4na TEXHUYECKOM
BO3MOXHOCTW YCTaHOBKW, 3aMeEHbl U (I/IJ'II/I) aKcnnyatauuu np|/|6opa yyeTa

B TeueHne 10 pabouux AHeln ¢ gatbl
nonmyyeHns  3asBkM (B crnyvae
npegocTaBneHnsl BCEX Heobxoaumblx
CBEAEHU) WNKW nocne  MonyveHns
HeJOCTalLWMX CBEAEHNI N0 3asBKe

MoaroToBKa M HanpaBNeHWe 3asBUTENIO NPOeKTa A0r0BOPa, NOLAMMCAHHOIO
CO CTOPOHbI OpraHM3aLuu, U TEXHUYECKUX YCINIOBWIA, B CRy4Yae yCTaHOBKM
(3ameHbl) NprbopoB y4eTa

15 paboumx gHem ¢ paTbl OCMOTpa
obbekTa 3asBuUTENst

HanpaBneHne 3asBuTento 0BGOCHOBAHHOrO OTKasa MpW  OTCYTCTBUM
TEXHUYECKON BO3MOXHOCTbIO YCTAHOBKY (3aMeHbl) Npnbopa yyeTa

15 pabouux AHenm ¢ paTbl OCMOTpa
o0bekTa 3asBuUTens

Moanucanue [0roBopa Co CTOPOHbI 3adABuTENA U HanpaBneHwe OAHOro
noanucaHHOro aKk3emMnigapa B CETEBYK OpraHmM3auumio

15 pabounx gHeW ¢ gaTtbl MOMyYeHUs
npoeKTa AoroBopa

BoinonHeHue pa60T no 060py,EI,OBaHM}O TOYKM NOCTABKKN I'Ipl/l60paMVI yyeTa

Cpok ycTaHOBKM (3ameHbl) npubopos
yyeTa onpeaenseTcs 4oroBOpoM

Tabnuua 13. Cpoku cbema KOHTPOMbHbIX NOKasaHWii NpubopoBs yyeTa noTpebutenei - usnyeckmx

ny

Mpoueaypa

Cpok

COTpyaHUK CETEBOII OpraHu3aUuy NpeacTaBnseTcs NoTpebuTento ycnyr n
npeaocTaBnseT YaoCTOBEPEHNE

Mpou3BoauT BU3yarbHbIA OCMOTP NpuBopa y4eTa W MPOBEPSIET €ro
LIeNIOCTHOCTb

CHMMaeT nokasaHms:

BHOCUT WHGhopMaLmio B akT KOHTPOMBHOMO CHATUS MOKa3aHuin npubopa
yyeTa/KIK:

®WO, apgpec notpebutens;

HOMEP, TWM, pa3psiaHOCTb, MECTO YCTaHOBKM Npubopa y4eTa;

para, Bpems;

KOHTPOMbHbIE NOKa3aHus;

BbISIBMIEHHbIE HAPYLUIEHMS;

npumeYaHue.

AKT NoanucLIBaeTCs CETEBOM OpraHM3aLpen, a rapaHTMpyoLWmum no-
CTaBLUMKOM (3HEProcObITOBOM, aHeprocHabxatLleid opraHusaumen) u no-
Tpebutenem - B cnyyvae ux npucytcteus. Npu oTkase notpebutens ot
noanucaHns B AKTe ykasblBaeTCs MPUYMHA TaKoro oTkasa. AKT COCTaBns-
€TCS B KONMYECTBE 3K3EMNNSPOB MO YKCIY MWL, y4acTBOBABLUMX B NPOBE-
AEHUV KOHTPOIBHOTO CHATUS NOKa3aHuil.

Ecnn ans npoBefeHus KOHTPONMBHOTO CHATUS MoKa3aHuii He Tpeby-
€TCs JOMYCK K HEPrONPUHUMAIOLLMM YCTPOCTBAM M Takoe KOHTPOSIbHOE
CHSATWe NOKa3aHuil NPOBOAMNOCL B OTCYTCTBME NOTpedWTens, akT noanu-
CbIBaETCS CETEBOW OpraH13aument, rapaHTMpYIOLLMM MOCTaBLUMKOM (3HEep-
rocObITOBON 3HEeprocHabXatoLen opraHu3aLueit) B Cryyae ero npucyT-
CTBYS.

He pexe 1 pasa B nonmroga, ecnu
[IOTOBOPOM  OKa3aHWst ~ ycryr o
nepefaye SNEKTPUYECKON HEprn He
YCTAHOBMEHO HOE

ro MMyLLEeCTBa COBCTBEHHWUKOB MOMELLEHNI B MHOTOKBAPTUPHOM [OMe, TG0 NULO, NpeAcTaBnstoLiee NHTepeck cob-
CTBEHHMKOB XMrbIX (OaYHbIX, Ca0BbIX) AOMOB, 00bEANHEHHbBIX OOLMMM CETAMM UHXEHEPHO-TEXHUYECKOTO obecne-

YeHuq
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MMpn BbISBNEHUM HapYLIEHWA 3KchnyaTauun npubopa yyeta COTPYAHMK
CETEBOW OpraHu3aumu COCTaBRSeT aKT O HEey4TeHHOM noTpebneHu
ANEKTPUYECKOI SHEPrUM.

B aKTe fOomKHbI coaepXaTbCs AaHHbIE:

0 nuue, ocyuwlectensiowem 6esyyeTHoe unn Ge3noroBopHOE Mo-
TpebneHne aNeKTPUYECKON Hepruu;

0 cnocobe 1 MecTe ocyLlecTBneHnst 6esy4eTHoro unu 6e3gorosop-
HOro NOTPEBNEHNS ANEKTPUHECKON IHEPTUK;

0 npubopax yyeta Ha MOMEHT COCTaBNEHUS aKTa;

0 Aate npegblayLieit NpoBepku Npubopos y4yeTa - B Clyyae BblsiB-
neHus 6esyyeTHoro notpebnexuns, gate npeablayLiei NPoBEpPKM TeXHUYe-
CKOTO COCTOSIHWSI O6BEKTOB 3rEKTPOCETEBOMO X03ANCTBA B MECTE, rAe Bbl-
siBNeHo 6e3noroBopHOe NoTpebneHne aNeKTPUYECKON SHEPTUK, - B Cyyae
BbIsiBNeHNs 6e300roBOpHOro noTpebnexuns;

o0bsiCHeHMs nuua, ocylecTenstowero 6esyyetHoe unu Gesgoro-
BOPHOEe noTpebneHne aneKTpPUYECKO SHEPTUM, OTHOCUTENBHO BbISBNEHHO-
ro hakta;

3aMeyaHuns K COCTaBIEHHOMY aKTy (NP1 WX Hanu4mm).

[pwn coCTaBMEHNM akTa O HEY4TEHHOM NOTPEeBNEeHU 3NEKTPUYECKOM
SHEpruM JOMKEH MpUCYTCTBOBaTb MOTpeduTenb, ocyliecTBnsowmini 6es-
y4eTHoe notpebrneHne (0BCnyxMBatOMIA €ro rapaHTUpYHLMiA nocTae-
WKK), MM nnuo, ocyllecTenstollee be3noroBopHoe notpebneHne anek-
TPUYECKOW 3HEpruu.

OTka3 nuua, ocywecTerstowero 6esyvetHoe unu 6e300roBOpHOE
noTpebneHne anNeKTPUYECKO 3HEepruM, OT MOANUCAHUS COCTaBMEHHOrO
akTa O HeyYTEeHHOM MOTPEDNEeHWM 3NEKTPUYECKON 3HEpruM, a Takke ero
OTKa3 NPWUCYTCTBOBATb MpW COCTaBMIEHUM aKTa LOSMKeH ObiTb 3admKkeupo-
BaH C yKa3aHWEM MPUYMH TaKOro OTKasa B aKTe O HEeYYTEHHOM noTpebne-
HUN SNEKTPUYECKOWM 3HEprum, COCTABMNEHHOM B MPUCYTCTBUM 2 He3auHTe-
PeCoBaHHbIX JINL.

ABTOMaTU3MpOBaHHas  MH(OPMaLMOHHO-M3MEpUTENbHAs  cuUcTema
KOMMEPYECKOTO Y4eTa dNeKTPOIHeprim

He pexe 1 pa3sa B Mecsl

Tabnuua 14. Cpokn cbema KOHTPOSbHLIX MOKasaHWii npubopoB ydyeTa noTpebutenen -

opMAnYeCKnX nuy 1 tHanBnayanbHbIX npenanHmmaTeneM

Mpoueaypa

Cpok

CoTpyAHWK CeTeBOI opraHM3aLun npeacTaBnsieTcs noTpebutento ycnyr u
npegocTaBnsieT cryxeGHoe yLocToBEpeHme

CoTpyoHWK CeTeBOW OpraHu3aLuu NpeaocTaBnsaeT Aansg 03HaKOMIEHUS
conposoguTensHoe  nuceMo  (®MO,  gomkHOCTb,  rpynna o
anekTpobesonacHoCTy), nonyvaeT gonyck k npubopy yyeta (odopmnsercs
B COMPOBOANTENBHOM MUCHME)

COTpyOHMK CETEBO/ OpraHM3auuv NPOWU3BOAWT BU3yanbHbId  OCMOTP
npubopa y4eTa v NpoBePSIET €ro LIENOCTHOCTb

CHumaeT nokasaHus npubopos yyeTa

BHocuT WHopmaumio B akT CbeMa KOHTPOMbHbIX MokasaHuii npubopa
yyeTalKIK:

HaMMEeHOBaHWe PUANYECKOro NN, aapec;

HOMeEp, TWN, Pa3psAHOCTb, MECTO YCTaHOBKM Npubopa y4eTa;

[ara, Bpems;

KOHTPOSIbHbIE NOKa3aHws;

BbISIBMIEHHbIE HAPYLUEHWS;

npuMeyaHue;

NoAn1cu NpeacTaBuUTeNs KPUANYECKOTO NLA M KOHTpOnepa.

He pexe 1 pasa B nonroda, ecrn
[IOFOBOPOM ~ OKasaHus  ycnyr o
nepeaaye aMeKTPUYECKOi SHEpPrun He
YCTAHOBIIEHO UHOE
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Mpn BbISBNEHUN HapYLIEHW 3KchnyaTauuum npubopa yveta COTPYAHWK
CETEBOM OpraHu3auuM COCTaBMSIET aKT O HeY4YTEeHHOM noTpebneHuu
SNEKTPUYECKON SHEPruu.

B akTe [OMmKHbI COAEPKaThCA AaHHbIE:

0 nuue, ocywecTensiowem 6esyyetHoe mnn Be3moroBopHOE Mo-
TpebneHne aneKkTpU4ecKon SHePru;

0 cnocobe 1 MecTe ocyLecTBneHns: 6e3y4eTHoro unu 6e3gorosop-
HOro NoTpedneHns aNEKTPUYECKON SHEPrUK;

0 npubopax y4yeta Ha MOMEHT COCTaBNEHUS aKTa;

0 Aate npeablayLueit NpoBepku NpubopoB yyeTa - B Cryyae BblsiB-
neHus 6esyyeTHoro notpebnexus, gate npegblayLiei NpoBEpKM TeXHUYe-
CKOTO COCTOSIHWS O6BEKTOB 3MEKTPOCETEBOMO X03ANCTBA B MECTE, rae Bbl-
aBneHo 6e3noroBopHoe NoTpebreHre aNeKTPUHECKON SHEPTK, - B Cryyae
BbISIBNIEHNS 6E300r0BOPHOr0 NOTPEbneHns;

00bsACHeHNs nuua, ocyliecTerstowero 6esyyetHoe unu Ge3goro-
BOpHOEe NoTpebneHne aneKTPUYECKON 3HePrum, OTHOCUTENBHO BbISBIIEHHO-
ro (hakTa;

3amMeyaHns K COCTaBNEHHOMY aKTy (Mpu UX Hanu4mm).

[pn cocTaBneHNN akTa 0 Hey4YTEHHOM NOTPEBNEHNUM ANEKTPUYECKON
SHEPrM JOMKEH MpUCYTCTBOBaTb NOTpeduTenb, ocyliecTBnsowmin 6es-
y4yeTHoe noTtpebneHne (0BCnyxmBatOWMIA ero rapaHTUpYHLMiA nocTaB-
WKK), U1 nnuo, ocyliecTenstolee Oe300roBopHoe NoTpebneHne anek-
TPUYECKOI 3HEPrum.

Otka3 nuua, ocywecTsnstowero 6e3yyetHoe nnu 6e380roBOpHOE
notpebnexHne SneKTPUYECKO 3HEprik, OT NOAMMCAHUS COCTABMEHHOMO
aKkTa O HeyYTEHHOM MOTPEBNEeHMN JNEKTPUYECKON SHEepruM, a Takke €ero
0TKa3 NpWUCYTCTBOBATb NPV COCTaBMEHUM aKTa LOMKeH ObiTb 3aduKcupo-
BaH C YKa3aHWeM MpUYMH TaKoro OTKasa B akTe O HeyuTeHHOM notpebne-
HWW 3NEKTPUYECKON JHEPTUN, COCTABIIEHHOM B MPUCYTCTBAN 2 HE3auHTe-
peCcoBaHHbIX NNL.

ABTOMaTU3MpOBaHHas  MH(OPMaLMOHHO-M3MEPUTENbHAs  cucTema

He pexe 1 pasa B Mecs
KOMMEPYECKOr0 y4eTa 3MeKTPOIHEPrum

Tabnuua 15. Cpokn NpoBeeHUst HCTPYMEHTanbHbIX NPOBEPOK CXEM BKIIOYEHUS| CPEACTB yyeTa
AMEKTPUYECKON 3Heprumn noTpedutenen

Mpoueaypa Cpok

COpr/J,HI/IK CeTeBoi opraHu3auun npeacrtaBndeTca I'IOTp66I/ITeJ'I}O ycnyr u
NPEOOCTaBNAET yOOCTOBEPEHNE

MpepocTaBnseT Ans O3HAKOMIEHWS COMpoBoAuTENbHOE muceMo (PUO,
[OMKHOCTb, rpynna no 3nekTpobesonacHoCTi), nonyyYaeT Aonyck K
cpeacTBam yyeta (0hopMsieTcs B CONPOBOAMTENBHOM NUCbME)

|-|p0I/I3BO,IJ,I/1T WHCTPYMEHTaNbHY NPOBEPKY CPEACTB y4eTa

BHocuT nHopmaLmio 0 cpeacTae yyeTa B akT peBU3MM CPEACTB yyeTa Mo
pesynbTaTam NPOBEPKN CXEMbl BKIHOYEHUS CPEACTB Y4eTa KOHTPOMbHbIX
noKasaHuii: He pexe 1 pasa B nonroga

[ata, BpeMs U agpec npoBeLEeHWs MPOBEPKM, hopMa NPOBEPKN W
OCHOBaHME Ans NPOBEAEHNS POBEPKM;

nuua, NPUHSBLUKE Y4acTue B NPOBEPKE;

nmua, NpUrnalleHHble Ans y4acTus B NPOBEPKE, HO HE NPUHSBLLKE B
Hel yyacTue;

XapaKTepuCTUKN U MECTO YCTAHOBKM NPOBEPSIEMOrO PacyeTHOro
npubopa yyeTa (M3MepuUTenbHOro TpaHcdopmaTopa, B cryyae ecnu npu-
Bop yyeta BXOAMT B COCTaB M3MEPUTENBHOrO KOMMMEKCa WaW CucTemy
yyeTa), nokasaHus npubopa y4yeTa Ha MOMEHT NPOBEPKM M JaTa UCTEYEHUS
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MEXMOBEPOYHOTO WHTEpBana npubopa ydyeta (M3MEPUTENBHOMO TpaHC-
copmaropa);

XapaKTEPUCTUKA U MECTO YCTAHOBKM KOHTPOSbHbIX MAOMO 1 3HaKoB
BM3YarbHOTO KOHTPOSS, YCTAHOBMNEHHbIX HA MOMEHT Hayana npoBepky, a
TaKkke BHOBb YCTaHOBMEHHbIX (ECI OHW MEHANUCH B XOZE NPOBEPKM);

pe3ynbTaT NPOBEpPKY;

XapaKTepuCTUKM UCNONb3yeMoro npu NPOBEAEHNN NPOBEpPKK 060pY-
[I0BaHus, B Crly4Yae ecnn NpoBOANTCS MHCTPYMEHTarbHas MPOBEpKa;

nuua, OTKasaBLIMECS OT MOAMMCaHMS aKkTa NpoBepku nNnbo Heco-
rnacHble C ykasaHHbIMM B akTe pesynbTaTamit NPOBEPKW, 1 NPUYMHBI TaKo-
ro oTkasa nubo Hecornacus.

Mpu BbISIBNEHWM HaPYLLEHMIA 3KcniyaTaumu npubopa yuyeta COTPYOHMK
CETeBOM OpraHu3aLuM (KOHTPOMEP) BblAAET npeanucaHie Ha ycTpaHeHue
HapyLieHWA B KOMMNEKCe y4veTa W COCTaBMSIET aKT O HeyYTeHHOM
noTpebrneHnn  SNEKTPUYECKON  SHEpruM  (3aBepsieTcst  MOAnMCSIMM
YNONHOMOYEHHOTO COTPYAHWKA CETEBON OpraHu3aLmMn 1 notpebutens).

Tabnuua 16. Cpoku npuema nokasaHuii NpubopoBs yyeTa oT noTpedutenen yenyr

Kanan npuema HOoKyMeHT Bpems

CKaHMpOBaHHbIIZ OOKYMEHT C noanucbio I'IOTpe6VITeJ'IFI C
nocnenywwum npeaocraBneHnem noasiMHHOro JOKyMeHTa

JINYHbIA KaOWHET KnWeHTa

(haKc [JOKyMeHTa C NOAMUCHIO MOTPeGuTens ¢ nocreaylLmm

KoHTaKT-LIEHT
LeHTp npenocTaBneHeM NOANMHHOMO AOKYMEHTA

KpYrmocyTO4YHO

CKaHMpOBaHHbIIZ OOKYMEHT C  NOANUCbI0 I'IOTpe6VITeJ'Iﬂ C
nocnenywwum npeaocraBneHnem noasiMHHOro JOKyMeHTa

E-mail

LIOM, nyHkT no pabote c | BymaxHbA  HOCMTENb C  COOCTBEHHOPYYHOA  MOAMUCHI

pabouyee Bpems
notpedutenamu notpebutens

VILIV TPEBOBAHUA B YACTW ONEPATUBHO-TEXHOJIOTMYECKOIO YMPABIEHUA

[pUHLMMBLI KITMEHTOOPUEHTUPOBAHHOCTU B YacTW NpoLecca onepaTuBHO-TEXHOMOMNYECKOro
yNpaBfieHNs JOIMKHbI YYUTLIBATLCA NPU UCMOMHEHUN CREAYIOLNX (DYHKLMIA:

CBOEBPEMEHHOE COrnacoBaHue 3asBok noTpedutenen Ha BbiIBOZ 000PYL0BaHNS B PEMOHT;

CBOEBPEMEHHOE OMoBELLEeHNe NoTpedbuTenen 0b OTKMNIYEHNSIX 3MNEKTPOCETEBLIX 0OBEKTOB
Mpu BbIBOSE B PEMOHT;

CBOEBPEMEHHOE MHOPMUpOBaHWe NoTpebuTenen 0 BOHUKHOBEHUN, MPUYMHAX aBaPUIHBIX
OTKITIOYEHUA U OPUEHTUPOBOYHOM BPEMEHU BOCCTAHOBIIEHWS 3MEKTPOCHABXKEHNS U HOPManbHOM
CXEeMbl 3MEKTPUYECKON CETU.

BsaumogencTBne nepcoHana  CTPYKTYPHbIX — MOApa3feneHun,  OTBETCTBEHHbIX  3a
OnepaTuUBHO-TEXHOMOMMYECKOE ynpaBnieHne, ¢ onepatopamn KoHTakT-LeHTpa, coTpyaHukamu LIOM
[OMKHO 0becneymBaThb:

UCKIIOYEHNe HeobxoanMoCT MNpsMOro obLieHns noTpebuTenen ycnyr ¢ onepaTuBHO-
TEXHOMOrNYECKUM NEepPCoHaroM;

aBTomatusupoBaHHoe (13 SCADA B AM no yyeTy niaHoBbIX W aBapuUiHBLIX OTKMOYEHMIA)
nonyyeHue onepatopamu KoHTakT-LeHTpa, cotpyaHukamu LIOM oT nepcoHana CTPYKTYpHbIX
noapasfeneHnin, OTBETCTBEHHbIX 3a OMepaTUBHO-TEXHOMOMMYECKoe ynpasneHue, WHdopMauun B
YCTaHOBIIEHHOM (hopMmarTe:;

0 NNaHOBbIX OTKIMIOYEHUSAX JNEKTPOIHEPTIN;
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0 BBOOEe B [eiCTBME rpadhvkoB aBapUWHOMO OrpaHUYEHWUst JNEKTPUYECKOW SHepriu

(MoLyHOCTH);

00 aBapuiHbIX OTKMIOYEHWUSX SNEKTPOIHEPriN, NPUYMHAX BOZHUKHOBEHWS (MPU HAMMU4mMK) U

OPUEHTMPOBOYHOM BPEMEHM BOCCTAHOBMEHMS 3MEKTPOCHAOXKEHNS M HOPManbHOW CXEMb

ANEKTPUYECKOMN CETU;

aBTOMaTu3mMpoBaHHoe (M3 AM no yyeTy nnaHoBbIX WU aBapuitHbix OTKMoYeHun B SCADA)
rMonyyeHne MepcoHanoM CTPYKTYPHbIX MOAPa3deneHnun, OTBETCTBEHHbIX 3a  OnNepaTUMBHO-
TEXHOMOrMYeckoe  ynpaeneHne, OT  onepaTopoB  KoHTakT-ueHTpa, cotpyauukos  LIOM
KOHCONMMAMPOBaHHOM UHGopmaLu 06 obpalleHusx noTpebutenen ycnyr no BoNpocam aBapuinHoOro
OTKIIOYEHNS ANEKTPUYECKON SHEPrN C LieNbl0 YCKOPEHUS MpoLecca Nokanuaaumn 1 NuKemaalmm
NOCNeLCTBUIA TEXHONOTMYECKUX HapYLLEHWH.

Mpu atom obpaweHus notpebutenen ycnyr B KoutakT-ueHTp 1 LIOM no Bonpocam
aBapPUMHOTO OTKMKOYEHWS 3MEKTPUYECKOA SHEPTMM JOMKHbI ObiTb yYTEHbI M aBTOMATUYECKM
NOEHTUPUUMPOBAHBI C MPUBSA3KOM K y4aCTKy CETMH.

HanaxeHHble KoHTakTbl LIOM pomxHbl, B cryyae HeobXoauMOCTH, MpefoCcTaBnsaThCS
MepCoHanoM CTPYKTYpHbIX MOAPa3AeneHun, OTBETCTBEHHbIX 3a OMepaTMBHO-TEXHOMOrMYECKOe
yrpaBneHue, Ans onepaTUBHOW CBA3M C NOTPEOUTENsSMKU NpU OTCYTCTBUM NPSMbIX KaHanos. [pu
9TOM B npouecce 0OLeHNs nepcoHana CTPYKTYpHbIX MOAPa3sdeneHnin, OTBETCTBEHHbIX 3a
OnepaTUBHO-TEXHOMOTMYECKOE YMpaBneHne, € noTpebutensamu ycnyr [OMKHbI cobntogaTbes
npaBuna AenoBoro oOLIeHWs, B Chyvyae HapyLIEHWs KOTOPbIX HamnaratTcs AUCLMMAMHAPHbIE
B3bICKaHMS.

VILV TPEBOBAHWA NMPU IKCMNYATALUOHHBLIX U PEMOHTHbIX PABOTAX

MpUHUMNBI  KMMEHTOOPWEHTMPOBAHHOCTM  MpoLecca  JKkcmniyatauum UM OpraHusaumm
PEMOHTHbIX PaboT AOIMKHbI YYNTHIBATLCA NPU UCTIOMHEHUN CMIEAYIOLLMX (PYHKLMIA:

yeTkoe cOOMIOAEHNe NNAHOBbLIX CPOKOB PEMOHTHbIX PaboT, CBA3AHHBLIX C OTKIIOYEHNEM
9NeKTPOCeTEBOro 060pya0BaHNS;

CBOEBPEMEHHOE COrfacoBaHue € noTpebuteneMm HenpeaBWAEHHOE MPEBbILEHUE CPOKOB
PEMOHTHbIX paboT, CBSI3aHHbIX C OTKMIOYEHNEM 3MIEKTPOCETEBOrO 060PYA0BaHNS;

Mpy NPOW3BOACTBE PEMOHTHbIX PabOT Ha 3MEKTPOYCTAHOBKAaX, PaCMONOXEHHbIX Ha
Tepputopun  noTtpebutenss cobnopatb  obwWenpuHATbIE NpaBuna  3TUKETa, obecneunsaThb
COXPaHHOCTb MMyLLecTBa NoTpebutens, npousBoantb y6opky paboyero Mecta (MpeaycMOTPETb
CMEHHY0 06yBb 1K Gaxunbl) 1 TEPPUTOPUM NPON3BOACTBA paboT Nocre 3aBepLUEHMS.

Mpy NNaHMpOBaHWW PEMOHTHbIX pPaboT, MHBECTULMOHHBLIX MporpaMm  Heobxoammo
y4NTbIBAaTb MEPONPUSTUS, HaNPaBneHHbIE Ha YCTPaHEHWE HeyaOBNETBOPEHHOCTW noTpebutenen
YCNyr, BKMKOYas MEPONPUATUS MO YCTPaHEHWH0 NPUYMH BO3HUKHOBEHMS MPaBOMEPHbIX Xanob co
CTOPOHbI NoTpebuTenen ycnyr. Peectp npaBoMEPHbIX xanob, MeponpuaTs Mo KOTOpbIM TpedyoT
BKMIOYEHWS B mporpamMmbl unuana, npegoctasnsetcs nodpasdesieHueM no 83aumodelicmeuro ¢
nompebumensamu B TNOAPA3deNeHne Mo  SKChnyaTauum U PemoHTy obopygoBaHus Ans
(hOpPMMPOBAHWS PEMOHTHbIX NPOrPamMm W UHBECTULIMOHHOW NporpamMmbl unnana ObuecTsa.

HanaxeHHble KOHTakTbl KoHTakT-ueHTpa, LIOM pgomkHbl, B cnyyae HeobXxogMmocT,
NpPeaoCTaBNATLCA COTPYAHMKAM PEMOHTHBIX CRyXD Ans onepaTWBHOM CBA3M C NOTpedutensamm npu
MPOU3BOACTBE PEMOHTHbIX paboT Npu OTCYTCTBUW NPSAMbIX KaHas0B.
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VILVI TPEBOBAHUA K UHOOPMUPOBAHUIO U YBEJOMIEHWUIO MOTPEBUTENEN

Ona obecneyeHnss npuHUMNA [OOCTATOMHONW MH(OPMUPOBAHHOCTM noTpebutenein o
KOMMaHWK 1 ycnyrax yCTaHaBnMBaKTCA crieayrolme TpeboBaHns K yBeAOMNEHNIO noTpebuTtenei B
X0Z€e MCMONHEHUS MEPONPUSATIIA NO OKa3aHUIo YCAYT U K MHADOPMUPOBAHMIO NOTpebuTenen.

Tabnuua 17. TpeboBaHus K npoueaype YyBeaoMrieHuss noTpebutenss npu  OCyLEeCTBIEHUM
TEXHOMOMNYECKOro NPUCOEANHEHUS]

Kanan MpepoctaBnsiemas
TemaTuka yBeaoMneHUs Cpok npegocTaBneHus
UHhopMUPOBaHUS UHhopmMaLms
.| YBegomnenne o
MoutoBoe  coODLUEHNME;
HeobxoaMMocTH
aBTOMH(OPMUPOBAHME
Hepocratowme cBegeHus  u/mnu .| npeacTaBuTb y
nocpesacTeom e-mail, 6 pabounx gHen ¢ patol
BOKYMEHTbI K  3asBke  Ha ] HegocTaoLwue
KoHTaKT-LieHTpa, sms; nomnyyeHns 3asiBKku
TEXHOMOMMYECKoe NpUCoeanHeHme cBegeHns  wivunm
onepaTopoM MoCpeaCTBOM
LOKYMEHTbI K
KoHTaKkT-LeHTpa
3asBKe

YBemomneHne 06
YBENMWUYEHUM CPOKA

MoAroTOBKM
0roBopa Ha CpoK
A P P He nosgHee 2 paboumx
COrnacoBaHms .
[He nocne
YBenunyeHne cpoka MOAroTOBKM TEXHUYECKMX
y HanpaeneHus
poroBopa 00  ocywecrteneHum | Mouta yCroBuiA c y
TEXHUYECKNX YCMOBUIA Ha
TEXHONOMMYECKOro NPUCOEANHEHNS CWUCTEMHbIM
cornacoBaHue
onepaTtopoM  npu
CUCTEMHOMY OnepaTopy
CMOXHOM
xapakTtepe
TEXHOMNOTNYECKOro
npucoeanHeHNs
YBegomneHue
3aaBUTENS 0
HanpaBneHuy
3 pabounx AHA CO [OHS
3asBNeHus 00
HanpaBneHne  3aseneHuss 00 HanpaBneHus 3asiBNeHns
yCTaHOBMEHUM
YCTaHOBNEHNN nnatbl B aTh 5 00 yCTaHOBNEHMM MnaThl
YNONHOMOYEHHbII opraH y B YNONHOMOYEHHIA
; MMouta YNOMHOMOYEHHbII .
MCMOMHUTESbHO BNAacTK B 00nacTu oDran opraH  MCMOMHMTENLHOM
rOCYapCTBEHHOMO PErynupoBaHns P . Bmacth B obnacTu
UCNOMHNTENBHOI
Tapudos roCyAapCTBEHHOrO
Bnactu B obnactu
perynupoBaHns Tapucgos
roCcyAapCTBEHHOMO
perynmpoBaHns
Tapudos
YBegomneHnue 0
ate odopmneHus | 2 paboumx OHS C AaThl
Moanucaxve [oroeopa 00 A (op P A A
aBTOMH(OPMUPOBAHME Aoroeopa 06 | nognucaxus npoekTa
OCYLLECTBNEHUN TEXHONOMMYECKOro X
IDCOBANHEHNS nocpeacTeom e-mail, OCYLLECTBMEHUM [OroBopa CO  CTOPOHbI
P nocpeacTBoM  TenedoHa | TEXHONMOIMYECKOro | OpraHu3auum
KoHTaKT-LeHTpa; Np1CoeNHEHNS

AcnonHeHne TeXHUYECKNX YCroBUiA
CO CTOPOHbI CETEBOI OpraH13aLm

nocpesCcTBOM SMS;
onepaTopoM NocpesCcTBOM
TenedoHa KoHTakT-
LieHTpa

YBeaomneHve 0
BbIMOSTHEHWN

TEXHUYECKMX
yCroBwit co
CTOPOHbl  CETEBOM

opraHu3auum

2 pabouux fgHA c pathl
NCMOMHEHNS yacty
TEXHWYECKMX YCIIOBMUIA
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yBeIOMIeH1e
onepaTopoM NocpeAcTBOM

Ysepowmnerve 0 | pabounx gHel [0

TenedoHa KoHTakT- | HeobxogmmocTy
HeobxoanmocTb onnatbl cpoka nnarexa
LieHTpa, onnatbl (cymma
TEXHOMNOrNYeCKOro NPUCOeANHEHMS (eXemecsyHoro B crnyvae
aBTOMH(OPMUPOBAHME nnartexa, pata
paccpoYKy NrnaTexa)
nocpeacTeoM  TeneoHa | onnatbl)
KoHTaKT-LeHTpa
YBegomneHus
3aBUTENS 0
3aBepLUEHNN Ccpoka
yBEAOMIIEHME ,
. AENCTBUS [OroBopa
3aBeplueHne  cpoka  [LEeNCTBMSA | OnepaTopoM MOCPeACTBOM
06 ocyulecTBneHum ,
porosopa 00  ocywecTteneHun | TenedoHa KoHTakT- 3a 30 pabounx gHem go
TEXHONOM4YECKOro
TEXHOMOMMYECKOro MPUCOEaNHEHMS | LeHTpa, Jatbl OKOHYaHUS
npucoeayHeHns Ha
Ha BPEMEHHOE  WCMONb30BaHWE | aBTOMH(OPMUPOBAHNE BDEMEHHOE Aoroeopa
MOLLHOCTK nocpeacteom  TenedoHa
NCNonb30BaHMe
KoHTakT-LeHTpa
MOLLHOCTM c
BO3MOXHOI  1aTou
OTKIHOYEHMS

Tabnuua 18. TpeboBaHWs K MH(OPMUPOBAHWMIO KOHEYHbIX MOTPeOUTENen 3MneKTPOIHEPTUM —
BbITOBbIX aDOHEHTOB O NNAHOBbIX OTKMOYEHUSX ANIEKTPUYECKON SHEPrUN

KaHan uHdopmupoBaHus JokymeHT Cpok npepocTaBneHus
B TeyeHue 3 AHeN C JaTbl NPUHATWS PeLLeHns o
nepepbiBe, MPEKpaLieHun WM OrpaHUYeHun
. HanpasneHnue nepefayun  SNeKTPUYECKOM SHEpruu, HO  He
OnepatnBHO-AMCNETYEPCKON
. UH(OPMALMOHHOTO nosgHee, 4Yem 3a 24 uvaca [0 BBeAEHUS
cnyx0oin  4epe3  ynpaBnsHLLYIO . ,
nMUCbMa, COrNacoBaHHOW | yKasaHHbIX Mep;
KOMMaHUIO  XMNWWHOMO  hoHAaa,
obenmm CTOPOHaMK | yBeAOMIEHNe  MOCPEACTBOM  MUCbMEHHOMO
cObITOBYIO OpraHu13aLmio
hOpMbl NPeaynpexaeHnss O BBEOEHWM  OrpaHUYeHMs
notpebutento nog pacnucky Wnu  3aKkasHbiM
NOYTOBbIM OTMPABIIEHNEM.
CpeacTa maccoBom vHgopMaumm | VHdopmaums 0
NNaH1pyembIx B TeYeHne 7 OHei C AaTbl NPUHATUS PELUEHNs O
OTKIMHOYEHMSIX C | nepepbiBe, MNPEKPALLEHU WM OrpaHUYEeHUN
ABTOMHOPMUPOBaAHUE pep peKpalLicH P
yKasaHMEM HaCeneHHbIX | nepeaayn SneKTPUYECcKon 3Heprmn
NYHKTOB

Tabnuua 19. TpebosaHns K

VIH(*)OpMI/IpOBaHI/I}O KOHEYHbIX n0Tpe6MTene|7| ANEKTpo3Heprmn —
ropnanyecknx nuu, o0 niaHoBbIX OTKIHOYEHUAX SﬂeKTpI/I‘-IeCKOVI JHEPrum

CpeacTBo MH(hOPMUPOBAHUA

Bpems

TenecoHorpaMmbl;
thakcummnbHas CBA3b;
aBTOMHMOPMUPOBAHWE

B TEYeHWe 3 JHel ¢ AaThl NPUHATUS PELLEHNS O NepepbiBe, NpekpaLleHni unm
OrpaHUYeHUn nepesayun SNeKTPUYECKON IHEPrUU, HO He Mo3aHee, YeM 3a 24
yaca [0 BBeJEHus ykazaHHbIX Mep

Tabnuua 20. TpeboBaHus k
opraHusauum

NHAOPMUPOBaHMIO NOTPeOUTENen Npu OKasaHWW YCryr CeTeBow
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CpepncTBo MHhopmupoBa-

Lienb nHdopmupoBaHus My Uudpopmaums Cpok
HanomuHaHve o Heobxoaumo-
CTW npom3secTu onnaty (cym- | 3a 3 paboumx
aBTOMH(OPMMUPOBaHME  Mo-
. Ma nnaTtexa, Agara onnatbl - | AHS 40 AaThl
cpeacteom E-mail
BbiNMCKa W3 CyLLECTBYIOLIErO | nnatexa
Jorosopa)
WHdopmupoBaHme notpebute- HanomuHanne o Heobxoaumo-
aBTOMH(OPMUPOBaAHME  MO-
nsa o6 onnate ycnyr no nepega- cpencraom SMS CTM onnatbl (Cymma nnatexa, | B AeHb Onnarbl
ye MeKTPUYECKON SHEPTUM Aara onnarbl)
HanomuHaHne o 3am0nmxeHHo-
CTU onnatbl 1 HeobxoaumocTh | 3 paboumnx gHa
aBTOMH(OPMUPOBaHME  Mo-

onnatbl (cymma nnartexa,

nocne  jpatbl

CpeacTBOM KOHTaKT-LieHTpa

farta OI'IJ'IaTbI) nnarexa

VIII. TPEBOBAHUA K 3TUKETY NPU OBCNYXUBAHUW NOTPEBUTENEN YCNYT

VIl  OBLWME TPEBOBAHUA OENOBOIO 3TUKETA

[paBuna [enoBoro 3TMKeTa pacCuMTaHbl Ha TO, YTO B KaXOAOM KOHKPETHOM Chyvae WX
NPUMEHSIIOT, UCX0AA M3 CUTyauun. HensmeHHbIM B N0BOA CUTyaumn OCTAeTCA yBaXeHue K
noTpebuTento, 3apaBbii CMbICT M PaLUMOHANbHOCTL MOBEAEHUS COTPYAHUKA nodpasdeneHus no
g3aumodeticmeuto ¢ nompebumenamu. COTpyaHUKM nodpa3deneHus no 83aumodelicmeuro ¢
nompebumenamu, a Tak Xe ApYriX CTPYKTYPHbIX NOAPA3AENEeHN, B KOMMNETEHLMIO KOTOPbIX BXOANUT
B3aMmogencTane c notpebutensmu, B CBOEM nuUe MPEeACTaBAsSOT KOMMAHWMK M OTHOLLEHME
KOMMaHumM K noTpebutento.

1. OnemeHTapHble NpaBuna, KOTOPbIX AOMKEH NPUAEPXKMBATLCS COTPYAHUK:

COTPYAHVK AOIMKEH OMEPaTMBHO U Ka4eCTBEHHO 0BCNyXnBaTh NOTpebuTens;

COTPYAHVK BOMKEH CTPEMUTLCA 06eCneynTb MaKCUManbHbIA SMOLMOHATbHbIA KOMGOPT ANS

notpebutens;

COCTaBMNSAOWMMM  BbICOKOA KOMMYHWKATUBHOM  KynbTypbl  OOLLEHMS  COTpyAHWKa C
notpebutenem  ycnyr  SIBNAKTCA:  NPeaynpeauTenbHOCTb,  TaKTWYHOCTb,  BEXIMBOCTS,
no6poxenaTenbHOCTb U COKONCTBYE;

COTPYAHWKY CneayeT 1UCnonb3oBaTh CAOBaA «Cnacuboy 1 «NoXanymcray;

COTPYAHWK BCETAa NEPBbLIM NPUBETCTBYET NOTPebUTENs;

ucknovaetca  obpalleHne K noTpebuTentd  No  MONOBOMY  MpU3HaKy — —

«MYXKYMHA»/MKEHLLMHAY;

COTPYOHVK B npoLiecce obuieHns obpallaeTcs K NOTpebuTento no UMeHM 1 OTYEeCTBY M Ha
«Bbl» BHE 3aBMCMMOCTM OT €10 BO3pacTa 1 CoLNanbHOr0 NONOXEHUS.

2. COTpyAHUK OTHOCMTCS KO BCEM MOTpebuTensM YCnyr POBHO W BbiAEPXaHHO BHE
3aBMCUMOCTY OT NIMYHbIX CUMNATUIA 1 aHTUMATMI.

3. COTpyAHMK JOMKeH yBaxaTb TOYKY 3peHust noTpebuTens BHE 3aBUCUMOCTU OT TOMO
pasgensieT OH ee N HeT. He gonyckaeTcs SBHO HaBA3bIBATb CBOK TOUKY 3pEHWs, UTHOPUPOBATbL
BbICKa3blBaHMs NoTpebutens unu nepebusartsb.

4. Ocoboe BHMMaHKE cneayeT yaenatb pabote ¢ xanobamu notpebutenen: Heobxoaumo
BHUMATENbHO BbICMYLATb MOTPEOMTENI0 U BbIPA3UTb FOTOBHOCTb Pa3obparTbCs B BO3HMKLUEN
cuTyauum.

5. TpodeccnoHanbHble TepMuHbl Npu obLeHu ¢ notpebutenem COTPYAHUK AOMKEH
ynoTtpebnatb B Mepy W TOMbKO B TeX Chyyasx, Korga YBepeH B TOM, YTO KIMEHT MOSHOCTbIO
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MOHUMAET €ro.

6. lpu B3aumogencTBuM C nOTPebUTENAIMW COTPYAHUK HEe [OMKeH NpefoCcTaBnsATb
3aBeoMO NOXHY MHpopMaLWo NMBO Ae30pUEHTUPOBATL Er0 UHBIMI COCOBaMK.

7. Ecnn y coTpyaHWKa HET MOSHOW YBEPEHHOCTW B TOYHOCTU NepeaaBaeMoii noTpebutento
WH(popMaumn, emy Heobxoaumo ee nepenpoBepuTb. Eciv Ans BbisicHeHns aetanen Tpebyetcs
3HaUMTENbHOE BpeMs, TO COTPYOHWKY CheayeT npensioxuTb noTpebuTento cBA3aTbCs Ans
nonyyeHns MHOpMaUMM MOBTOPHO (MpKM 3TOM YKasaTb TOYHOE BPEMS) WAW  NPEanoXuTb
anbTepHATMBHbIN KaHan nomnyyYeHnst MHopmMaLmm.

8. CotpygHuk, BO n3bexaHue Cry4aiiHOro npesocTaBEHNst NMOXHOM MH(OpMaLmMK, He
BripaBe KOHCYNbTMpOBaTb MOTpebuTens no Bornpocam, TpebylLnM cneumnarnbHbIX  3HaHW,
BbIXOAALLMX 32 Npefesibl ero KOMNETEHLMN.

9. B cnyyae ecnn coTpyaHUK He obriagaet Heobxoaumon KoMMeTeHumen, YTobbl pewnTb
npobnemy o6paTuBLLErOCs K HEMY NOTPEOUTENS, OH AOMKEH:

npurnacuTb K NOTPeObUTEN0 KOMNETEHTHOO cneyuranucTa, 4ns Toro, YTobbl yA0BNETBOPUTD
3anpoc;

3ajaTb HanpaBneHWs noucka (MpeaocTaBuTb TeneOoH CrpaBoYHOM CryxObl, Ha3BaHue
OpraHusauum n T.n.).

VIl TPEBOBAHUA K OENOBOMY 3TUKETY NPU OYHOM OBCNYXXUBAHUU

llnyHoe oOweHne c noTpebutenem SBNSETCA BaXHbIM 3MEMEHTOM  KOpropaTUBHOM
KynbTypbl KOMnaHuu. Mpyu 04HOM OBCNYKUBAHUM COTPYAHUK LOSDKEH CTPEMUTLCS K MAKCUManbHOM
NPOAYKTUBHOCTN 0BCNYXMBAHNS, BbIPAXEHHON B MUHUMASbHOM KOTMYECTBE aKTUBHbIX KOHTAKTOB.

1. COTpYAHWK JOMKEH A0 KOHLA BbISICHUTL BOMPOC, MO KOTOPOMY 0bpaTtuncs notpebutens, u
NPEASIOKUTL ONTUMASTbHBIN BapuaHT peLLeHns ero npobnembl, YToObl NOTPEBUTEND HE NPULLNOCH
obpalLaTbCs NOBTOPHO.

2. Tpn obcyxaeHn NPUHUMNWANBHO BaXHbIX WM CMOPHBIX MOMEHTOB COTPYAHMKY
Heob6xo4MMO NonyyYnTb NOATBEPXAEHWE, NOHAN N ero notpebutens. MoBTOPSS KNtoyeBble dpasbl
Becedbl, HyXHO Yb6eaMTbCA, YTO CTOPOHblI MPULLAWM K COrMacuto OTHOCUTENbHO [arbHenLnX
nencTeuin notpebutens. B cnyyae comHeHus, nepedpasnpys kntoyeble pasbl beceasl, yTOUHUTD
NOHMMaHMe.

3. PekomeHgyeTca npefocTaBnsATb MOTPEOMTENHO YCIYr BaXHY WM CROXHYK AN
3anOMUHaHUS MH(OPMALMI0 B MUCbMEHHOM Buae. B MUCbMEHHOM BWAE YKa3bIBAOTCA NEPEYHM
[OKYMEHTOB, AaTa criefytoLLero noceLyeHns, tTenedon KoHtakT-LeHTpa.

4. COTpYAHWK OOMKEH AEMOHCTPUpOBaTh A0BpoOXenaTenbHOe OTHOLLEHWE K NOTpebutento
ycrnyr MaHepow 06LLeHuns, NPUBETCTBUS, YNbIOKOW 1 T.1.

5. B koHUe 0bLeHns coTpyaHuKy HeobxoanmMo nobnarogaputb NOTPEOUTENS YCIYT 3@ BU3MT.

6. Hopmbl 1 npasuna cnyxebHOro aTukeTa NpeanuchIBalOT COTPYAHUKY BO3AEPXKMBATLCS OT
pasroBopa no TeneqoHy, MrHopupys NPUCYTCTBUE NOCETUTENS.

7. CotpyaHuk npu nposouupoBaHun nocetutenem LIOM KOHAUKTHOM cuTyaumm LOSDKEH
NPOSIBNATL  3MOLMOHANBHO-NCUXOMOrNYECKY0  YCTONYMBOCTb, He M03BOMNSAS BTAHYTb cebs B
KOHCQIMKT, NpeanpuHAMaThL BCe BO3MOXHbIE MEPbI K ero paspeLLeHnio 1 NPeceyeHmnio KOHGIMKTa.

8. TpeboBaHWs K BHELLHEMY BMAY W POPMEe OAEXAbl COTPYAHWKOB, OCYLLECTBASIOLLMNX O4HOE
obcnyxuBaHe — noTpebuteneit,  pPernameHTUpYTCS  OpraHU3aLMOHHO-PaCcNopSAUTENbHBIMM
LOKYMEHTaMM.
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VIILIII TPEBOBAHWUA K AENOBOMY 3TUKETY NMPU TENE®OHHbIX MNEPEFOBOPAX

TenedoHHble NEPeroBopbl SBMSATCA BaXHbIM  ANEMEHTOM  KOPMNOPaTUBHOW  KYMbTypbl
komnaHuu. COTPYOHMK, OTBEYaKOWMN Ha TeneqOHHbIM BbI30B, (DOPMUPYET COOTBETCTBYHLLNIA
UMUK KOMMaHUK y noTpebutenen.

1. OTBEYATbL Ha BXOAAWMA TenedOHHbIN BbI30B onepaTopy KOHTakT-LeHTpa Heobxoammo
CBOEBPEMEHHO, HE NMO3Xe TPEeTbero curHana.

2. lMNpu oCyLLECTBNEHNN UCXOASLLEr0 BbI30Ba onepaTopy HeobxoauMo NpekpaTuTb MomnbITKK
BbIMTW Ha CBSA3b NOCIe YETBEPTOro CUrHana TenedoHHOro annapara.

3. Onepatopy cnegyeT BeCT TeneOHHbI pa3roBop TakuMm obpasom, 4Tobbl npobnema
Kaxgoro notpebutens Gbina pelweHa, 'y Hero 0CTanochk NPUATHOE BrneYaTneHne 0 KOMMaHNK.

4. Peyb onepaTopa AormkHa ObiTb YETKOM, 4TOObI NOTPeOUTENb XOPOLLO CrbILIAn 1 NOHUMAT.

5. Onepatopy KoHTakT-UeHTpa crnegyer crneauTb 3a CKOPOCTBIO CBOEW peun, TaKk Kak
CNNLWKOM BbICTpast MK CIIMLLKOM MeAJSIeHHast pedb 3aTpyAHSIOT obLeHme.

6. OnepaTopy pekoMeHayeTcs UCnonb30BaTh NPUEMbI aKTUBHOIO CryLwaTens, noaaepkusas
NOCTOSIHHYIO CBSA3b C COBECEAHNKOM NOCPEACTBOM CIOB U MEXOOMETU.

7. Ecnn onepaTtop He yBepeH, YTO MpaBWUMbHO pacchblwan 4to-nmbo B TenedoHHOM
co06LLEHNM, EMY HEOOXOAMMO NEPECNPOCUTL NOTPebUTENs, BO 13bexaHne HeJONOHUMAHMS.

8. Onepatop JomKeH BbITb TAKOHUYEH, YETOK B U3NOXEHUM MHOPMALMK, HE YNOoTPebnsaTb
MMLLHUX CrOB, HE [OnycKaTb NPOAOIXMTENbHbIX nay3. TenegOoHHbIA pa3roBop AOMKEH ObiTh
coaepxaTtesibHbIM, HO KpaTKuM.

9. Ecnn onepatop He MOXET cpa3y OTBETUTb Ha BOMPOC noTpebutens, Heobxoaumo
3aperMcTpupoBaTh KOHTAKTHbIE JaHHble NOTPebuTeNs 1 NpeaoCTaBnUTL OTBET NO3AHEE;

10. 3anpelleHo nocesiwate noTpedbutens npu TenedoHHbIX NeperoBopax B Aena W
npobnembl Konner, KOMMEHTUPOBATb WX AEUCTBUS.

11. He pekomeHayeTcs BeCTV TenedoHHbIE NEPEroBOPbI MO FPOMKOW CBA3M.

12. Ecnn notpebutent 0XugaeT Ha NMHUKM, ONepaTop He AOSMKEH pa3roBapuBaTh C APYrMMM
COTpyOHMKaMm, nnbo ¢ notpebutensmu B oduce. Mpu HANMYMK TEXHUYECKON BO3MOXHOCTM 3BOHOK
HeobX0aNMO NepPEBECTH Ha YAEPKaHNE C My3blKaribHbIM COMPOBOXAEHNEM.

13. B koHLUe 0bLeHns onepatopy/coTpyaHuky Heobxoammo nobnarogaputs noTpebutens 3a
3BOHOK.

VIILIV TPEBOBAHUSA K 3TUKETY ENOBOW NEPEMUCKK

[lenosasi nepenucka oCyLLeCTBNAETCA NOCPEACTBOM NOYTOBOM CBA3N, ABTOMATU3UPOBAHHOW
CUCTEMbI YNIPaBIEHYECKOro OKYMEHTO0D0POTA 1 SNEKTPOHHOM MOYThI.

1. Tpn HanpaBneHun nucbmMa noytod PO nucbMO OopMnseTcs M HanpasnsieTcs B
COOTBETCTBUM C BHYTPEHHUMM CTaHAapTammn JOKyMeHToobopoTa.

2. [pn HanpasneHnn NucbMa No JMEKTPOHHOW NOYTe COTPYAHUK BCErAaa KpaTko yKasbiBaeT
ero Temy. [lnuHa nucbMa LOSMKHA COOTBETCTBOBATL XapakTepy OOLLEHMs: ecnn COTPYAHWUK NPOCTO
OTBEYAET Ha BONPOC, TO OH AOIMKEH AenaTh 3TO KPaTKO 1 MO CYLLECTBY;

3. MncbMo HeobX0AMMO HauMHATb C YBAXUTENBHOrO obpalleHus K agpecaty no UMeHU u
OTYeCTRY.

4. OTBET pekoMeHayeTCs COCTaBNATb U3 ABYX YacTEMN:

KOHCTaTUpYHoLLast YacTb — yKasblBAETCA KpaTkoe CofepxaHue nosy4eHHoro obpalyeHns, a
TaKk Xe NpuBOOATCA (aKTbl, MPUYMHBI, OCHOBAHUS W LMW COCTaBNeHUs [okymeHTa. [lpu
Heob6xoaMMOCTW B AAHHOM YacTu yCTaHaBMBAETCS B3aWMOCBS3b C HOPMATUBHON [LOKYMEHTaLMEN
No AaHHOMY BOMpPOCY;
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pesynbTUpyHoLLas YacTb — U3faraeTcs HeMOCPEACTBEHHO OTBET NOTPEBUTENIO, PELUEHUS MO
obpaLleHmto.

5. OTBeT He [JOIMKEH codepxaTb CChifkW, OTpaxatoLme npobnembl KOMMNaHUM (OTCYTCTBUE
(DMHAHCOBbLIX CPEACTB, KaapoB W T.4.), Bbi3blBalOWME HeyOOBNETBOPEHHOCTb noTpebutens,
HEKOHKPETHble U HEONpedeneHHbIe CPOKW, WM CpoKU pelleHns npobnem notpebutens,
NpeBbILLAKLLME HOPMATUBHYIO ANUTENBHOCTb UCTIONTHEHNUS MEPONPUATUIA.

6. OTBeT nognucbIBaeTC LOMKHOCTHBIM MNLOM, Ha UMSI KOTOPOro MOCTynurno obpalyeHne
notpebutena. [lognuce  pomxHa  wuoeHTUdmMumpoBaTb  cotpygHuka  (®MO,  BOMXKHOCTS,
noapasaeneHne, HauMeHOBaHME KOMMaHUM) M CopepXaTb JaHHble 06 anbTepHaTUBHBIX KaHanax
CBA3M (Hanpumep, TenedoH KoHTaKT-LeHTpa unm dakc).

VIV OEKNAPALUA NPAB NOTPEBUTENA YCNYT

ObuwectBo obecneumBaeT yTBEPXOEHWE U pasMelieHMe B OTKPbITOM AOCTyne Ha
ocdumymancHom cante, B LIOM u nyHktax no pabote ¢ notpebutensamn [eknapauuto npas
notpebutens ycnyr O6buiectsa.

[eknapauns npaB notpebutens paspabaTbiBaeTcs B COOTBETCTBAW C  [1ONMTMKON
B3anmogencTans ¢ obuiectsom, notpebutensmu n opraHamu snactn OAO «PocceT» 1 cogepxut
OCHOBHble MOMOXeHUst HacToswmx CTaHaapToB, HanpaBneHHble Ha obecneyeHne npas W
WHTEepecoB noTpebuteneit ycnyr.

B [leknapauto SOmKHb! ObiTh BKMOYEHDI CrieayoLwme pasgensi:

1. BBepeHue

B paHHom pasgene [eknapauuv npuBOAMTCS KpaTkas xapaktepuctuka Obuecta c
yKa3aHWeM 30Hbl SKCMSTyaTaLMOHHOM OTBETCTBEHHOCTW, OCHOBHbIE BUAbl AEATENBHOCTU, Lenn u
3apaumn gestensHoct Obuyectsa.

YkasbIBatoTCs BHyTpEHHUE AOKyMeHTbI OBLLecTBa, KOTOpbIe NErnmM B OCHOBY [leknapauuw.

2. [paBo Ha cBOGOAHBLIN AocTyn K MHpopmaumu ObwecTea’

B naHHOM pasfene ykasblBarTCs KaHanbl CBSA3M, N0 KOTOPbIM NOTPebUTEeN MOryT nomyYnTh
nHdopmaumto 06 ObuiecTse:

WHTEpHET-NpMEMHas Ha oduumansHom cante O6LLecTBa;

ITnyHbIn kKabuHeT noTpebuTtens Ha oguumansHom cante OBLLecTBa C yka3aHUEM CCbISKY;

LleHTpbl obcnyxmBanua notpebutenen (nepeveHb agpecos LIOM n nyHkToB no pabote ¢
noTpebuTensmm npeacTaBneH Ha 0uLMansHOM canTe 06LL|,eCTBa C YKasaHWeM CCbIfKu);

[ouToBOE COODBLLEHME NO agpecy:

Homep TenedoHa KoHTakTHOro LeHTpa (HoMep TenecbOHa)

Homep ropsiyeit nnHAK Mo BONpocam 3HEProcHabxeHus (Homep TenedoHa);

JTnYHbBIA NpUeM K pyKOBOAMTENSAM CTPYKTYPHbIX NOAPA3AeNEHNN.

KpaTkoe onucaHue ceefeHuit, KOTopble NOTPeObUTENb MOXET NOMy4YnTb NPy 0bpaLleHumn no
yKa3aHHbIM KaHanam CBA3w.

3.  [paBo Ha nony4eHue ycnyr

B paHHOM pasgene [eknapauuu ykas3blBaeTCs MepeveHb YCrnyr, NpeaocTaBnsembix
ObulecTBoMm:

Ycnyrv no nepeaave anekTpUveckon SHeprum;

Ycnyru no TEXHONOrMYECKOMY NPUCOEANHEHNIO;

WHble yenyru, npegoctaensiemble O6LecTBOM.

KpaTkoe nanoxenue nopsiaka AeicTBuin NOTpebuTENs v yCrosus Ans nonyyeHus yenyru.

5 o S v o v
I/IH(I)OpMaIlI/II/I, HE OTHOCANIICHCH K TOCYAaPCTBCHHON, KOMMEPYCCKON I OXPaHAEMOU 3aKOHOM TauHE
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4, [lpaBo Ha HEAUCKPUMUHALMOHHLIA AOCTYM K yCnyram no TEXHONOrU4eckomy

npucoeaNHEHNI0

B paHHom pasgene [eknapauuu ykasblBaeTCs nepeyeHb YCRyr no TeXHONOrM4eckomy
npucoeanHeHuto, npegocrasnsembix OBLLecTBOM:

TexHomnornyeckoe  NpPUCOEOMHEHME  BMEPBble  BBOAWMBIX B 3KCMnyaTauuio
SHEPronpUHNMAIOLLMX YCTPONCTB;

TexHomnornyeckoe npPUCOEANHEHNE C  YBESIMYEHWEM MOLLHOCTM  3HEPTOMPUHUMAIOLLMX
YCTPOWCTB;

[epepacnpenenexHne MakcuMasnbHON MOLLHOCTY;

[NepeoopmneHme MakcmanbHON MOLLHOCTH;

MoaTBEPXAEHNE MAKCUMASIbHON MOLLHOCTY;

TexHomnornyeckoe  NpPUCOEOMHEHWEe  paHee  MPUCOEOMHEHHBbIX  3HEPTONPUHUMAIOLLMX
YCTPOMUCTB C U3MEHEHWNEM TOYKM MPUCOEANHEHNS;

MpncoeamnHeHne 06BEKTOB NO MPOU3BOACTBY ANEKTPUHECKON SHEPTIM;

[pucoeanHeHne 06bLEKTOB 3NEKTPOCETEBONO X0O3AMCTBA.

5. [paBo Ha AOCTYNHOCTb

B naHHOM pasgene ykasblBalTCS OCHOBHbIE MPUHLMMbLI JOCTYMHOCT OYHOTO W 3a04HOrO
cepeucoB OOwectBa M yCIyr He3aBUCUMO OT MeCTa NPOXMBAHUS W MECTOHAXOXOEHMS
SHEPronpuUHUMAIOLLMX YCTPONCTB NOTpebuTens.

6. [paBo Ha yBaxeHue

B paHHOM pasgene [leknapauuy yKasblBalOTCA NpaBO NOTPEOUTENS Ha BEXNWBOE,
BHMMaTeNbHOe  obpalleHue, a Takke Ha YyBaXeHWe [OOCTOMHCTBA, HE3aBWCUMO OT YPOBHS
obpasoBaHusi, Nona, HauMoHaNbHOCTM, OBLLECTBEHHOIO NOMOXEHMUS, PENUTMO3HBIX YOEXKAEHMNA.

7. TpaBo Ha Ka4eCTBEHHOE OOCNYXUBaHME U COONIOAEHME CPOKOB

B pasgene [leknapauuu KpaTko m3nararTcs peann3oBaHHble B OBLLECTBE CEPBUCHI OYHOIO
W 3a04HOr0 OBCMYXMBaHMSA, HanpaBfEHHble Ha KayeCTBEHHOE W KOMOPTHOe obcnyxuBaHue,
NPUBOAATCA PEernaMeHTUPOBaHHbIE CPOKM OOCHYXWMBAHWS MO OYHbIM W 3a0YHBIM  KaHanam
B3aMMOOEeNCTBUS.

Tak e yKka3blBaeTcs MnpaBO Ha CBOEBPEMEHHOE BbIMOMHEHWE MepomnpuaTUA Mo
TEXHONOTMYECKOMY NMPUCOEANHEHWIO B COOTBETCTBUM C 3aKOHOAATENbCTBOM PO,

8. MpaBo Ha BbipaxeHUe MHEHUA 1 06XanoBaHUe NPOTMBONPABHbIX AENCTBUI

B pasgene [leknapauuu ykasbiBaeTcs npaBo NoTpebutens HanpaBuTb CBOE MHEHWE B
topme BnarogapHoCTH, Xanobbl UM NPEANOXeHUs MO MOBbILEHWID KayecTBa 0OCNyXuUBaHNS U
yCIyr C MOMOLWbK J0BbIX KaHanoB CBSA3W, BKMKYAS KMWEHTCKUE SLUMKW, KHUMM OT3bIBOB M
NPEANOXEHUIA, UHTEPAKTUBHBIE CEPBUCHI.

[lonoNHUTENBHO  YKa3blBAETCH  MEepeyeHb  BbILECTOAWMX — WHCTaHUMA, B KOTOpble
notpebuTens MOXeT HanpaBuTb 0bpaLleHre 0 HeHaaexallee Ka4ecTBo yCnyr n 0BenyxuBaHme.

9. [paBo Ha KOH(UAEHUUANBHOCTb

B pasgene [eknapauuu YykasblBalTCs npeanpuHuMaemsie mepbl  OBulectBoM Ans
cobntogeHnss  TpeboBaHW MO 3alWMTEe  NEPCOHANbHbIX  [JaHHbIX B COOTBETCTBUM C
3akoHogatenbcTBoM Poccuiickon Gepepasum.

IX. OLEHKA U KOHTPOIlb ®YHKLUWOHWUPOBAHUA CUCTEMbI OBCITYXKUBAHUA

Cuctema aHanmsa v KOHTPONst CUCTEMbI LIEHTPaNM30BaHHOMO 0BcnyxuBaHusa noTpedutenei
Obuecrsa:



65

obecrneynBaeT MOHUTOPUHI NpOLEcca BHEAPEHWS KNMEHTOOPUEHTUPOBAHHOIO MOAXOo4a BO
BCEX CKBO3HbIX NpoLeccax;

OLEHMBAET KOHEYHbI pe3ynbTaT AEATENbHOCTM KOMMaHUM C TOYKM 3peHNs noTpebutens
YCIyT.

KoHeuHbIn pesynbTaT, unu kavectBo pabotbl ¢ noTpebutensmn oueHWBaeTcs No ABYM
HanpaBeHNsIM: Ka4eCTBO OKa3bIBAEMbIX YCAYT KOMMNAHUM 1 KA4eCTBO KITMEHTCKOrO cepauca.

3agaym cucTemsbl:

aHanu3 A HEKTUBHOCTI MEPONPUATUIA N0 BHEAPEHWIO KITMEHTOOPUEHTUPOBAHHOIO NOAX0Aa;

onpegeneHne CoOTBETCTBIS NPOLECCOB B3aMMOAENCTBUS C NOTPeOMTENSIMM 1 OpraHu3aLmm
obcnyxusaHus TpeboBaHNAM M pekoMeHZaLUsaM, U3NoXeHHbIM B HacToswem CtaHaapTe, a Tak xe
TpebOoBaHMAM  [OKYMEHTOB  pernameHTUpylWmX AaHHOe HanpaBreHue  [esTenbHOCTW, W
TpeboBaHWAM, YCTaHOBMIEHHBIM HOPMATUBHBLIMU W NPABOBbIMU aKTamu;

NPUHSATE MEP MO MOBBILLEHMIO KA4eCTBa YCMyr U KayecTBa KIMEHTCKOTO 0BCRyXNBaHUS.

OueHKa 1 KOHTpOrb kKavecTBa paboTbl C NOTPEOUTENSMM OCYLLECTBASIOTCA MHCTPYMEHTAMM:

cucTemMa MOHUTOPUHra xarnob 1 obpalueHuin notpebutenen;

CUCTEMA  OLEHKM  pesynbTaTUBHOCTM  OU3HEC-NPOLECCOB MO B3aWMOAEUCTBUMIO  C
notpebutensmu ycnyr;

WHOPMALMOHHbIN ayauT;

BHYTPEHHUI KOHTPOMb KayecTsa obcrnyxuBaHus notpebutenen;

NPOBEAEHNe MapKETUHIOBbIX MCCNEefOBaHWA MO M3YYEHWO CTENeHW YOO0BMIETBOPEHHOCTM
notpebuTenen kKa4eCcTBOM OKa3blBaEMbIX YCAYT;

napameTpbl, MHAUKATOPbI U NOKa3aTenNb Ka4yeCTBa OKasbIBAEMbIX YCIYT.

IX CWUCTEMA MOHWUTOPWHIA OBPALLEHWUA NOTPEBUTENEN

Cuctema MOHWUTOPMHIa NOCTYNMBLUMX 0OpaLLeHnn K xanob AelcTBYET Ha YpoBHE unnana
ObLecTBa 1 BKIHOYaET:

1. [MHaMnyeckyto cucTeMy OTYETHOCTW MO B3aWMOLENACTBUIO C MOTpebuTensMmn ycnyr B
pasfMYHbIX pa3pes3ax Mo KnacCUUKALMOHHBIM Npu3HakaMm obpalleHuin, noTtpebutenein w
pesynbTaTtoB  paccMoTpeHust  obpaiwleHun. OTyeTHble opMbl MO B3aUMOLENCTBUIO  C
notpebutensamu gns aHanuaa AOMXKHbI CoepxXaTb aHanMTUYeckue Tabnuubl C AMHAMWYECKUM W
CTPYKTYPHbIM pacnpefeneHnsiMi KONMYeCTBEHHbIX MoKasaTenen, a Tak xe Kpocc-Tabnuupl ans
aHanu3a B3anMOCBSA3e Mexay napameTpamu.

2. KOHTpOnb CPOKOB M UCNOMHEHWE MEPONPUATUN MO NOCTYNatoLLMM kanobam.

KoHTponb  cpokoB  ucnonHeHnss obpaboTkn obpaweHnin  (xanob) ocywecTenseT
nodpasdeneHue no esaumodelicmeuto ¢ hompebumensamu, B KOTOPOe MOCTYNWNO obpalleHue.
PykoBoauTenb [[aHHOMO MOAPa3feneHus SBNSeTCS OTBETCTBEHHbIM 3a OpraHu3auumio KOHTPOSS
CPOKOB  ucrnonHeHust obBpaboTtkm obpawennin  (xanob) notpebutenen, a TaK Xe HeceT
OTBETCTBEHHOCTb 33 CBOEBPEMEHHOE NPEAOCTaBNEHNe OTBETOB NOTPEOMTENSM YCVT.

OTBETCTBEHHOCTb 3a WCMOMHEHWE MeponpuaTMiA Mo obpalleHusm (xanobam) HecyT
PYKOBOANTENM NPOUNbHBIX NOAPA3LENEeHNiA, B 30HY KOMMETEHLMN KOTOPbIX BXOAUT paspeLleHune
WHUMZEHTa No CyTu obpalleHns (*anobbi).

OTBETCTBEHHOCTb 3@ OpraHW3auuio KOHTPOMS WCMOMHEHUS MEPONpUSTUA BO3MaraeTcs Ha
3amecTutenen aupektopos dunuana Obuiectsa no HanpaeneHUsIM AesaTeNbHOCTMY.

3. lpoBeneHne Ha MOCTOSIHHOM OCHOBE aHanu3a Haubonee npoBNEMHbIX BOMPOCOB C
notpebutensmu (no 4acto BCTpevaloWwmMMmcs npudnHam xanob), paspabotky M peanusauuio
KOPPEKTMPYHOLLMX MEPONPUSATII COBMECTHO C COOTBETCTBYIOLLWMMY NOAPA3AENEHUAMM.
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IX.I  MHOOPMALMOHHBLIN AYOUT

WHMDOPMALMOHHBIN  ayauT  OCYLLECTBMSETCS  COTpyaHMKamu  nodpasdenieHuss  no
g3aumodelicmeuto ¢ nompebumenamu Ha YPOBHE WCNOMHUTENbHOro annapata O6wectea K
annapara ynpasneHust gpunuana Obwectea.

Ha ypoBHe ncnonHuTensHoro annapata Obuecrsa:

1. eXeMEeCsAYHbIN aHanu3 MOSHOTbI U aKTyanbHOCTU WHKOPMaLMK, NpeacTaBleHHON Ha
KopnopaTuBHbIX BEG-CaiTax (punuarnos no crneayoLwmum nonumusm:

obuias nHhopmaums;

ycnyrn U Tapudbl (Hanuuve AeTanbHOW WMHGOPMaLMK, W3MOXEHHOM B yAobHONM ans
notpebutens ¢opme, ¢ NpUBELEHNEM TUMOBLIX (POPM 3asiBOK, AOrOBOPOB, aKTOB, CCbIfIKaMM Ha
HOPMaTWBHO-NPaBOBble akTbl CybbekTa Pegepaunmn n ap.);

onepaTtuBHas MHopMaLs 06 OTKNIOYEHNSIX SNEKTPOIHEPTUM;

obpaTHas cBs3b (BO3MOXHOCTb MOMYYUTb OTBETHl HA 3adaHHbIE BOMPOCHI, 3HAKOMUTLCS C
peLeHnem no xanobe 1 1.n.);

HannuMe MHQoOpMaUMM B COOTBETCTBMM CO CTaHZapTamu packpbiTus MHDOPMaLmi
cybbekTamu ONTOBOTO W PO3HUYHBIX PbIHKOB  3NEKTPUYECKOA SHepru, YTBEPKAEHHLIMM
nocraHoBneHnem lNpasutenscTea Poccuinckon ®enepauuu ot 21 aHeapsa 2004 r. Ne 24;

BOMPOCHI-0TBETHI (HanM4une MHMOPMaLMK Mo 4acTo BCTpeYawmmes 1 Hanbonee CNoXHbIM
ans notpedutens Bonpocam).

2. aHanu3 NOMHOTbI W aKTyanbHOCTU MH(OPMALMK, NPEACTaBNEHHON Ha MHGOPMALMOHHBIX
creHgax B LIOIN u nyHkTax no pabote ¢ notpebutensmu.

Ha ypoBHe annapata ynpaeneHus ¢unuana ObuiecTsa NpoBOAMTLCA aHanU3 MOMHOTHI W
aKTyanbHOCTU MHopMauun, NpeacTaBneHHoN Ha MHAopMaumnoHHblx cteHgax B LIOM nyHkTax no
paboTe ¢ noTpebutensmu.

IX.l BHYTPEHHWWA KOHTPOJIb KAYECTBA OBCNYXWBAHWUSA NOTPEBUTENEN

BHYTPeHHWIN KOHTPOb Ka4yecTBa 0BCRyXuBaHUSA NOTpebuTenei OCyLLeCTBASETCA Ha YPOBHE
ucnonHutensHoro annapata O6fwectBa M annapata ynpaeneHus unuana ObulecTsa
COTpYAHWKaMu nodpasdenieHus no 83aumodelicmsuto ¢ nompebumensmu.

Ha ypoBHe ucnonHutensHoro annapata ObulecTsa:

1. KoHTponb kayecTBa paboTtbl ¢ obpalieHusmn, BedeHUs Basbl KOHTpareHToB, peectpa
obpalleHuin notpebuteneit:

perucTpaumns obpaLleHnit, KOHTpareHToB B COOTBETCTBUM TpeboBaHMAMM K BefeHuo 6asbl
notpebutenen ycnyr u yueta obpatlleHuin notpebutenei;

kayecTBO 06paboTKK 0BpaLLEHUI N UCNIONHEHWUS MEPONPUATUIA N0 0BpaLLEHUAM;

agpecHblin onpoc 1% notpebutenen, obpaTmBLKMXCA C Xanobol B agpec KoMnaHuu,
MeponpuUsATIS NO MX xarnobe NCNoNHEHbI 1 pe3ynbTaThl 3aperncTpupoBaHbl B CRM-cucteme.

2. KauectBO 06paboTku TenedoHHbIX 3BOHKOB onepatopamu KoHTakT-LeHTpa Obuyectsa.

Ha ypoBHe annapata ynpasnexus dunnana OblecTsa:

1. KoHTponb kayecTBa paboTbl ¢ 0OpaLleHNsSIMU OTBETCTBEHHbLIX 3a MPUEM 0bpaLleHuin B
nyHKTax no pabote ¢ noTpebutensmu:

perncTpaumns obpalleHnit, KOHTPareHToB B COOTBETCTBUM TpeboBaHMAMM K BefeHuto Basbl
notpebutenen ycnyr u yyeta obpatyeHuit notpedutenen;

kayecTBO 06paboTKK 0BpaLLEHUI N UCNIONTHEHUS MEPONPUATUIA N0 0BpaLLeHUAM;

agpecHbln onpoc 1% noTpebutenen, obpatmBwmxca ¢ xanobo B agpec KOMMaHuu,
MeponpuATUS NO MX xarnobe NCNoNHEeHbI 1 pe3ynbTaTbl 3aperncTpuposaHbl B CRM-cucteme.
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2. KauyectBo 06paboTkm TenedoHHbIX 3BOHKOB onepaTtopamm KoHTtakT-LueHTpa ObuiecTsa.
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MpunoxeHue Ne1
k CTaHgapTam kavecTea
obcnyxmBanus notpebuteneir yenyr

TPEBEOBAHUA K MOMELLEHUIO O®UCOB OBCNYXUBAHUA NOTPEBUTENEN YCNYT
O6wue TpeboOBaHUA K NOMELLEHMIO

1. TMomewenne LIOM pomkHO pacnonaratbCs B couuanbHO 6narononyyHoM panoHe
MaKCUManbHO JOCTYNHOM [N HACENeHUs MeCTe, B HEXMMbIX NOMELLEHUSX B MecTax C pasBuTOM
WHPaCTPYKTYPOil, HA NEPBOWM SIMHUM JOMOB MO OTHOLLEHWIO K JOPOre, Ha NEPBOM 3Taxe 3AaHus, He
nanee 500 MeTPOB OT OCTaHOBKY 0BLLECTBEHHOMO TPaHCNopTa.

2. [py BbIHYXOEHHOM pa3melyeHu nomeleHnn LIOM B ogHOM 3gaHuv ¢ Opyrumu
opraHusauusMi, JoMmkHa obecnevnBaTbCs MX B3aMMHas NNaHMPOBOYHAS M30MSLMA W aBTOHOMHOE
(DYHKLUMOHUPOBAHME.

3. NomeLLeHns JOMKHBI NpeaycMaTpuBaTh Hanmune CamoCTOATESNbHBIX HapYXKHbIX BXOAOB,
nmbo He3aBMCUMOTO pexma paboTbl, MPK pa3MeELLEHNM OTAENbHOMO NOMELLEHUS BHYTPU 34aHNS.

4. Mpwn Bbibope nomewleHnn LIOM cneayet yuutbiBaTh TpeboBaHus GeaepansHOro 3akoHa
07 30.12.2009 N 384-®3 «TexHu4eckuin pernameHT 0 6e30MacHOCTY 3aaHNIA U COOPYXEHNIY.

5. Cnepyer npepycMaTpuBaTb WHXEHEPHO-TEXHUYECKME MEPONPUATUS  rpaKaaHCKON
0BOpPOHbI M MEPONPUATUS NO NPEaYNPEXAEHNI0 YPE3BbIYaNHBIX CUTYaLMA.

6. Mpu BoIBOpe nomelyeHnn ans pasmelyenns LLOM Heobxoanmo npegycmatpueaTth Mepel,
obreryawwyme foctyn U npebbiBaHne B MOMELLEHUM U 3AaHUMM COTPYAHWKaM W noTpebutensm
ManoMobubHbIX rpynn HaceneHus.

TpeboBaHus k TEpPUTOPUM ANSt CTOSIHKM aBTOTpaHCMopTa notpebutenen ycnyr

1. Konn4yecTBO MapkoBOYHbIX MeCT Ans asTomobunen notpebutenen ycnyr LIOM: He
MeHbLLUE 5 MecCT.
2. KonnyecTtBo napkoBOYHbIX MecT ans aBTomobunen nepcoHana LIOM: He MeHbLue 3 MecT
Ha 10 coTpyaHMKOB.
TpeboBaHMSA K NNAHMPOBKE N KOHCTPYKTUBHbLIM PELUEHMAM NOMeLLEeHNUs

1. WwnpuHa kopugopoB onpepensetcs TpeboBaHMAMU K MyTAM 9BaKyauuum W YCROBUSMU
TPaHCNOPTUPOBKM LiEHHOCTEN, MaTepuanos, Mebenn n obopyaosaHus. Mpu 3TOM OHa AomxHa ObiTb
He meHee 1,4 M 4N HOBOTO CTPOUTENBCTBA U HE MeHee 1,2 M — NPU PEKOHCTPYKLMN.

2. Bbicota nomelleHuin OT mona 4O MOTofka AOoMmkHa ObiTb HE MeHee 3 M, BbicOTa
KOPMAOPOB W XOMNMOB JOMMKHa ObITb HE MeHee 2,4 M. Ecnn odmc, pasmelLaeTcs B XMNOM 34aHnu
WK B a4MUHUCTPATUBHO-ObITOBOM 34aHWK, TO BbICOTA HE MEHee 2,2 M.

3. OpraHu3oBaH 0TAENbHbIA BXOZ ANst noTpebutenei.

4. Ecnn nomewenne LIOM pacnonoxeHo BHE 3daHuid, npuHagnexawwx dunuany
ObulecTBa, TO NOMELLEHWEe JOMKHO ObiTb 060OPYAOBAHO NYNbTOBOW LEHTPaNN30BaHHONW OXPaHOM B
HOYHOE BPEMSI, KHOMKOW TPEBOXHOM CUTHANM3aLMK, a TaKkke CUCTEMON BUAEOHAONIOAEHMS.

5. OYHKLMOHANBHO-NNAaHNPOBOYHOE 30HMpOoBaHMe nomelleHust LIOIM gomkHo obecneynsarts:

OnTUMarnbHOEe pacnpeaeneHne NoToka notpebutenei ycnyr npu o6CnyxmBaHum;

30HMPOBAHKE MO YPOBHAM OrpaHnyeHus JocTyna notpebutenen;

MWUHUManbHY NPOTSKEHHOCTb TEXHONOTUYECKUX MApLUPYTOB ABUMXKEHUS [OKYMEHTOB;

yaobHoe pacrnonoXeHune CoTpyaHMKOB N0 paboymm 30HaMm s onepaTMBHOMO B3aUMOAENCTBUS Apyr
C Opyrom B pamkax 6u3Hec-npoueccoB Mo obCnyxuBaHuio noTpebutenen ycnyr u obpaboTku
obpalleHnit.
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6. [lomeweHne UeHTpanbHoro oduca LOIM  pgomkHo cogepxaTb — cregytolime
(hYHKLMOHaMNbHbIE rpynMbl.

BxopHas rpynna (BecTnbionb, X0N) — 30Ha NOMELLEHUS Nepes BXOAOM B CIyebHY0 30Hy
obCnyxuBaHus, nNpeaHasHayeHHas [Ons NEPBWYHOMO npueMa W pacnpegerieHus MoTOKOB
nocetutenen. BxogHas rpynna gormkHa ObiTb 0BOpyaoOBaHa CTOWMKOW agMMHUCTpaTopa, KoTopas
[OMKHa pacnonaratbCs B HEMOCPEACTBEHHON BMAMMOCTM OT LEHTPArbHOrO BX0Z4a B MOMELLEHue
LIOM. HwxHee orpaHWyeHue nnowaaM BXOQHOW TpynMnbl OMpedenseTcs UCXo4s M3 pacyeTHOW
yncneHHocT coTpyaHukoB no 0,06 M2 Ha kaxaoro coTpyaHuka nmoc 10 m2,

YyeTHO-ONepaLMOHHan rpynna — 30Ha, B KOTOPOW HEMOCPEeACTBEHHO OCYLLECTBNSETCS
obcnyxuBaHue notpebutenen ycnyr. YJeTHo-onepaTuBHas rpynna COCTOMT W3 OnepauuOHHOMo
3ana W 3ana OXuAaHua (KNUEHTCKas 30Ha), OCUCHBLIX MOMELLEHWA, NMOMELLEHWUA WHXEHEPHO-
TEXHUYECKOTO Ha3HayeHWss M BCromoraTeNlbHblX nomelleHnin. Ecnu nomewenns nog LOM
3aHMMatoT Bonee OAHOro aTaxa, TO OnNepaLMOHHbIA 3an W 3an OXMAaHWS LOMKHbI pacnonaraTbCs
Ha NepBOM 3Taxe 1 UMETb OTAENbHbIN BXOA ANS NOCeTUTENEN.

B onepayuoHHoM 3ane pa3meLLatTcs COTPYAHWKM KOMMaHWM, OCYLLECTBRAKLME OYHOE
obecnyxuBanue notpebutenen ycnyr. Paboune wmecta cOTpyaHukoB  opoHT-odpmca  LOfT
pekoMeHayeTca OTAENsATb OT 30HbI noceTuTenen bapbepom. bapbep pekomeHayeTcs BbINONHATL C
rOpuU3oHTanbHOM naHenbto wupuHon 0,4-0,5 m Ha Bbicote 1,15 M oT nona. Hag 6apbepom Moxet
yCTaHaBNMBATLCA OrpaxaeHne M3 cTekna C OkHamu. B uensx 6onblueit 3awmtel uHbOpMaLmi
notpebutenen ycnyr, mecta Baonb 6Gapbepa Ang 00CNyXuWBaHWS NOCETUTENEN PEeKOMEHAyeTcs
OTAENATb Apyr OT Apyra aKpaHamu BbicoTon 1,8 M co 3Bykomornowjatowen otgenkon. lNnowaab
cnyxebHoi 30Hbl B ONEpPaLMOHHOM 3ane criegyeT MpuHUMaTb W3 pacyeTa He MeHee 6 M2 Ha
Kaxgoro paboTHMKA, PACNONOXEHHOTO B TOI 30HeE.

3an oxudaHusi nocemumenel 4omMKeH ObITb 0BOPYAOBaH MECTaMU AN OXMAAHWS NpUeMa,
WH(OPMALMOHHBIMA CTEHAAMKM, B TOM YuCNe CTEHAOM C ykadaHueM [1naHa-Cxembl pasMeLleHus
paboynx MecT COTPYAHWKOB, OCYLLECTBRAKLMX Npuem notpebutenen ycnyr, a Tak e CTonamu
(cToMkamn) Ons 3anofiHeHUs AOKYMEHTOB. [nowagb 3anma OXuaaHWs, a Takke 30Hbl 4SS
noceTuTenen B ONepaLyioHHOM 3are, PeKOMEHAYeTCs NPUHAMATL U3 pacyeTa no 6 M2 Ha Kaxgoro
paboTHWKa, BeYLLErO HEMOCPEACTBEHHOE 0BCNYKMBaHKE NOTPebUTENEN YCNyr.

OcbucHble nomeuwjeHus - nomeLLeHus ans pabotel cotpyaHukos LIOM BknovatoT kKabuHETbI K
obwme paboune NOMELLEHNst COTPYAHUKOB CTPYKTYPHbIX noapasgeneHuin O6uiectBa U KomMnaHui-
YYaCTHWKOB.

BcnomocamenbHele  nomeweHus. K BcnomoraTeflbHbIM — MOMELLEHUAM  OTHOCSTCS:
CaHUTapHble Y3nbl, MOMeLleHNe N8 COBELaHWA M NeperoBopoB, MOMELLEHME NS apXMBOB
LOKYMEHTOB M KOMHATbI AN npuema nuwwm (BygeT).

CaHuTtapHble y3nbl AN COTPYOHWMKOB W MOCETUTENei [OMKHbI ObiTb pasgesnbHble.
KonuuectBo caHUTapHbIX Y3M0B AN COTPYAHWKOB B NOMELLEHUM ONPEAensieTcs B 3aBUCMMOCTH OT
KOnM4ecTBa COTPYAHMKOB M MPOLEHTHOTO COOTHOLLEHWUSt MYXYMH W KEHLWWH. nowaab OAHOro
CaHUTapPHOrO y3na AN COTPYAHMKOB He MeHee 6 M2, CaHuTapHble yanbl 45 NoCeTUTENEN JOMKHbI
NMeTb ykasaTenu, ux nnowjagb - He MeHee 8 M2. B criyyae OTCyTCTBMS BO3MOXHOCTM OpraH13aLmm
oTAenbHoro caHyana ansa nocetutenen B LIOMN gomkeH BbITh npegoctaBneH cBo60OAHLIA JOCTYN K
CaHuTapHbIM y3nam gns cotpyaHukos LIOM.

B 3panusx LJOMT ¢ konmyecTBOM COTPYAHMKOB 40 12 YenoBek AormkHa BbITb NpesycMoTpeHa
koMHaTa npuema nuwy. lnowagb KOMHAT ANA npueMa nuM pPekoMeHZyeTcs NpUHUMaThL U3
pacueTa He MeHee 0,8 M2 Ha Kaxaoro coTpyaHuka. Mpu yucne coTpyaHukoB 6onee 12 yenosek
[omkeH bbITb opraHu3oBaH bydet. B aToMm crnyyae nnowaab nomelleHuns nog dydeT gomkHa 6biTb
He meHee 12 M2 ong OCHOBHOro coctaBa M 8 M2 - ana obcnyxusatowero nepcoHana bydera.
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KonnyectBo mect B Oycbete crieqyeT onpefenstb W3 pacdeTa OAHO MeCTO Ha uYeTbipex
cotpyaHukoB LIOM. CoctaB M nnowagn NOMELEeHUA crieayeT npuHUMaTb B COOTBETCTBUM C
HOPMATWUBHO-METOAMYECKUMM [OKYMEHTaMW MO NPOEKTUPOBAHMIO MPEANnpUATAA OBLLECTBEHHOTO
MUTaHus.

Mpu HeobxogumocT B nomelenun LIOM opraHusytoTcs cregytowe BcrnomoraTesbHble
MOMeELLEeHMS:

[MomelleHne Ons coBelaHnii U neperoBopoB. KonmmyecTBO MeCT B NOMELLEHUAX AnS
COBELLAHWA U NEperoBopoB MNPUHUMAETCH MO 33faHW0 Ha MPOEKTUPOBAHWE W He [OSDKHO
npeBbIWaTh, kak npasuso, 10 % oT pacyeTHOro Yncna coTpyaHuKoB nntoc 15 mect. Nnowaab Takux
NoMeLLieHN onpedensieTca U3 pacyeTa He MeHee 2,7 M2 Ha 1 MECTO NpW MUCMOSb30BaHMM
ayamoBu3yanbHbIX CPeACTB MH(OPMaUMM U He MeHee 2 M2 npu Ux OTCyTCTBMM. Ha Kaxgoe
[ononHUTenbHOe Mecto 6e3 cTona criedyet npegycmaTpusaTth He MeHee 1 M2,

[omelleHne Ons apXvMBOB AOKYMEHTOB. ApPXvBbI [OKYMEHTOB [OSKHbI XPaHUTLCA B
OTHENbHbIX MOMELLEHMsX, 0becneveHHbIX yOoOHbIMW NyTAMW ANs 3Bakyauuu [LOKYMEHTOB B
ypesBblYalHbIX CUTyaumsx. PacyeT notpebHON nnowagn apxuea NPOM3BOANTCA C  Y4eTOM
3alaBaeMoro pacyeTHOro nepuoga MOMHOMo 3anofHEHUS apXMBOXPaHUNWLLA, HOPManU30BaHHbIX
06beMOB HanM4HbIX )oHOOB (B3 yyeTa QOKYMEHTOB, NOANEXALMX CMIUCAHMIO), NMPOrHO3MUPYEMbIX
TEMMNOB UX NPUPOCTA 3@ CYET PasHULblI NOCTYNAEHUIA U HOPMATUBHbIX CMIMCAHWUIA, BUOOBOMO COCTaBa,
NPUHATOrO cnocoba XpaHeHNs 1 NPUMEHSEMOro 060pyLOBaHMS.

CocraB W nnowagmn KnagoBblX MaTepuanosB NMPOU3BOACTBEHHOMO Ha3HaYeHWs (OPrTeXHMKK,
3anacHbIX YacTeil, PaCcXOAHbIX M YNakoBOYHbIX MaTepuasnos u Ap.), TpeboBaHWA K UX OCHALLEHMIO
yCTaHaBMIMBAKOTCA TEXHOMOMMYECKUM 3aiaHMEM B 3aBUCUMOCTU OT pacyeTHbIX 0ObLEMOB 3anacos.
Mpu 3TOM Nrowaab KNagoBoi KaHUENApCKUX MpUHALNEXHOCTEN crefyeT npegycmaTpusath U3
pacyeTa He meHee 0,1 M2 Ha 0HOro COTPYAHMKA PacyYeTHOM YMCNEHHOCTU NMC 4,5-6 M2 Ha 30HY
npuema, 0bpaboTku 1 Bbldauu MaTepuasnos.

[TomeweHUs  UHXEHEPHO-MEeXHUYeCKo20  HasHayeHus. [nowagb  obwmx  paboumx
MOMELLEHNI 4Nns onepaTopoB KOHTaKT-LEeHTpa onpeaensiercs U3 pacyeta He MeHee 6 M2 Ha 0AHO
paboyee MeCTO C Y4ETOM OCHaLEHWS WHAMBMAYaNbHbIX pabounx MeCT nepCoHarbHbIMY
koMmnbtoTepamu. CoctaB W nnowagM MOMELEeHWA ONS LeHTpasrbHbIX YCTPOUCTB  NOKanbHbIX
KOMMbIOTEPHbIX CETEW, CPEACTB CBA3N ONpeaensietcs TeXHUYeckum 3agaHuem. [pu pacyete
noTpebHOM Nnowaan NoMeLLeHUt CreayeT UCXOaWUTb U3 TEXHWYECKMX TPeDOBaHWN K MOHTaXy W
aKcnnyatauuu 060py#oBaHUS M CREedylWMX pacyeTHbIX MokasaTeneil naowagu Ha OfHO
WHAMBMAYanbHoe paboyee MecTo B NOMELLEHNN - 6 M2,

TpeboBaHus K 3awmTte nomewweHun LIOM

PacnpeaeneHne noMeLLEHMIA N0 30HaM OrpaHWUYeHUst 4OCTyna SBASETCS Onpeaenstowmm
KpUTEPMEM NPU BbIOOPE MHXEHEPHO-TEXHUYECKMX CPEACTB OXPaHbl, NPUMEHSIEMbIX ANS UX 3aLNTbI.
Mpu 3TOM cneayeT yunTbiBaTh AOMONHUTENbHbIE (DAKTOPbI: KOMMYECTBO W KAaTETOPUM HAXOASLLMXCS
B MOMELLEHUN MaTepuanbHblX LEHHOCTEN, Maclutab HeraTMBHbIX MOCNEACTBUI BO3MOXHOIO
HaHeceHus Bpeaa, Hanbornee BeposTHbIe HaNPaBNEHUs! U CNocoObl MPOHUKHOBEHMUS.

1. KonnyectBo BXOJOB B 34aHWe [OMKHO ObiTb  MMHUMAmbHbIM 1 OTBEYAKOLMM
(hYHKLMOHAMNbHbLIM 1 3BaKyaLMOHHBIM TpEBOBaHMAM.

2. TpoTMBONOXapHbIE MEPONPUATUS NPeaYCMaTPUBAOTCS B COOTBETCTBUM C TpeboBaHUSMM
®epepanbHoro 3akoHa o1 22 wons 2008 r. Ne 123-03 «TexHnyeckuit pernameHT o TpeboBaHmsIX
noxapHoit 6esonacHoctny, CHul 21-01-97* «[oxapHasi 6€30MacHOCTb 34aHWUA 1 COOPYXeEHUNY,
CHuI 31-06-2009 «O6LwwectBeHHble 3aaHns u coopyxeHus», HIMB 110-03 «[llepeyeHb 3aaHuMi,
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COOPYXEHUI, NOMeLLEeHNA 1 0BOpya0BaHNS, NOANEXKALLMX 3aluMTe aBTOMATUYECKUMI YCTaHOBKaMM
NOXapOTYLIEHNST U aBTOMATUYECKOM MOXapHOW curHanusaumen», HIB 88-2001 «YcraHoBku
MOXapOTYLUEHNs W CurHanusauun. Hopmbl ¥ npaBuna MPOEKTUPOBAHWS», a TakkKe, B 4acTu
TpeOOBaHUA UMW HE OXBaYeHHbIX, OPYrMWU [EeNACTBYIOWMMU HOPMATUBHBIMA  [LOKyMEHTaMMU.
CTeneHb OrHECTOMKOCTM 34aHuit JomkHa ObiTb He Huxe || no CHulM 21-01-97*.

3. ABTOMaTMYECKON MOXaPHOW CUTHanM3auuen SomkHbl 060pyaoBaThCca BCe NOMeELLEHMS (B
TOM uucne Kopuaopbl 4 Xxonmbl). HeobxogumocTb 3aliuTbl aBTOMATUYECKMMU YCTaHOBKaMM
MOXapPOTYLUEHNS 3AaHUA, COOPYXEHUIA, MOMELeHNA W obopyaoBaHWs criegyeT Onpeaensitb B
cootBeTctBuM ¢ TpebosaHusmmu HIB 110-03 «[MepeyeHb 3aaHMM, COOPYXEHWA, MOMELLEHUA W
obopynoBaHMs, NoAnexalux 3aluTe aBTOMAaTUYECKMMW YCTAHOBKAMU  MOXAPOTYLUEHUS U
aBTOMaTUYecKoW noxapHou curHanusaumein», HMB 88-01 «YcTaHOBKM nNOXapoTyleHus wu
CUrHanusauuv. Hopmbl 1 npasuia NpoOeKTUPOBaHMUSY.

4. B 3panusax LIOMN cnepyeT npegycmartpueath LEHTPaNU30BaHHY CUCTEMY OMOBELLEHNS O
noxape W ApYMX KPWU3WUCHbIX cuTyaumsix. [pu NpoeKkTMpOBaHWM AaHHbIX CUCTEM Crieayet
pykoBogcTeoBaTbcst TpebosaHusmn [OCT 12.1.004-91 «Cuctema craHgaptoB 6e3onacHocTu
Tpyaa. MNMoxapHas 6e3onacHocTb. ObLme TpeboBaHNS».

5. MyTM 3Bakyauuu, a TaKKe pacrnofioKeHWe 3BaKyaLMOHHbIX BbIXOLOB  [OMKHbI
npoekTupoBatbCs B cootBeTcTBuM cO CHuMIT 21-01-97* «[MoxapHas 6e30nacHOCTb 34aHun W
coopyxeHuity 1 CHulM 31-06-2009 «OBLLeCTBEHHbIE 30aHNs U COOPYKEHMUSY .

6. lMpoTuBonoxapHole TpeboBaHMS K BCTPOEHHbIM CTOsSHKAM aBTOMOOMNen crnegyet
npuHUMaTh B cooTBeTCTBUN €O CHUM 21-02-99* « CTosHKM aBTOMOBUNEN».

TpeboBaHusa k ochopmnenuto LIOMN

7. TlyTb OT ocTaHOBOK obuiecTBeHHOro TpaHcnopta Ao LOM pgomkeH 6biTb 06opyaoBaH
COOTBETCTBYHLMMA MHPOPMALMOHHBIMU YKa3aTensaMu, BbINOSIHEHHLIMA B KOPMOPaTUBHOM CTUIIE
Obuecrga.

8. LleHTpanbHbin Bxog B 3gaHue LIOM gomkeH ObiTb obopydoBaH BbiBeckoi «LleHTp
obenyxueanua notpebuteneit unuana OAO «__ » - «HasBaHve dunuana»», BbINONHEHHON B
COOTBETCTBUM C OCPOPMIIEHNEM SNIEMEHTA HAPYXXHOW PeKnamMbl KOPNOPaTUBHOTO CTUNS C NOrOTUMOM
OAO «Poccetn» ¢ ykazaHMeM MOYTOBOrO agpeca, rpaduka paboTbl, agpeca 3neKTPOHHON NOYTI,
TenegoHa LLOMN n KoHTakT-ueHtpa ObuiecTsa.

9. BoiBecka LIOM MmoxeT ObITb pasMelieHa OBYMS BapuWaHTamu, B 3aBUCUMOCTU OT
apXMTEKTYpbl 30aH1s: HENOCPEACTBEHHO Haf BXOLHOW ABEPLIO UMW HA (PPOHTANbHON YacTu HaBeca
HaZ, KPbInbLOM.

10.Ecnm Ha nnowagke LIOMN okasbiBaeT ycnyrn KOMNaHWS-y4acTHUK, TO Ha LieHTpasibHOM
hacage 30aHus UnM B 30HE «BXOAHOWM rpynnbl» AOMKHA OblTb pasMmelleHa MH(OPMaLMOHHAs
Tabnnuka, cogepxallas HaMMeHoBaHWe opraHu3aumn-yyactHuka LIOM ¢ ykasaHueM hopMbl
COBCTBEHHOCTMW.

11.WHbopmaumorHas Tabnuyka pexuma pabotsl LIOIM othopmnsieTca B COOTBETCTBUM C
0(hOPMIIEHUEM 3MIEMEHTA HapYXHOW peknambl kopnopaTusHoro ctuns ObLecTsa U pasmeLLaeTcs
Ha LieHTpanbHOM (hacaje 34aHWs Unu Ha BXOA4HOM Aepy B nometeHue LIOTT.

12.MM0 nyTW K NOMELLEHNaM 4na npuema noceTUTenen QOMKHbI pacnonaratbCs ykasaTenm
npoxoda, OG)OpPMIeEHHble B COOTBETCTBUMM C 3NIEMEHTOM HapYXHOM peknamMbl KOpropaTUBHOIO
CTUNS.

13.BXxog B O(MCbI COTPYAHWKOB M KOMMAHUM-Y4aCTHUKOB AOMKeH ObiTb 060pynoBaH
WH(OPMALMOHHON TabnMYKoM C NepevyHem YCnyr W BOMPOCOB, MO KOTOPbIM BEAETCS MPUEM.
Tabnuyka opopmMnseTcs CornacHo KOpnopaTMBHOMY CTUNI.
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14.B onepaunonHom 3ane L|OM gormkHel pasmelyatbCs BbiBeCKM ¢ 0BO3HAYeHEM MeCT
OYHOrO npuema noTpedutenen, cnyxebHbIX NOMELLEHN, He NpegHa3HaYeHHbIX 4115 04HOro Npuema
notpebuTenen, a Tak xe BbIBECKM HA OKHax 0OCMyxuBaHWs notpebutenen okono paboumx mect
pabOTHWKOB. BbIBECKM 0CHOPMIAETCS COrMacHo KOPNopaTUBHOMY CTUSIH.

TpeboBaHMA K OCHaLLEHUI0 0(hMCOB OYHOro 0OCNYXUBaHNA 060pyaOBaHNEM

TpeboBanua k ocHawenuto LIOM dunmana O6wectBa TvNOoBbIM 000pYyAOBaAHMEM U
Mebenblo NpuBeaeHbI B criegytolen Tabnuue.

Tabnuua 5. TpeboBaHns k ocHaLLeHuto obopyaoBaHnem n mebensto LIOM

O6opynosane/ KonuyectBo Kareropusa LIOMN Mpumesanye
mebenb
O0opypoBaHue

VHhopMaLMOoHHbIN 1 wr. (B cnyyae npeg- | LOM /IH(hOPMALMOHHLIN  CEHCOPHBIIA
CEHCOPHbI KNOCK CTaBneHus [ONOSHK- kKMock  pomkeH  obecneuvBatb
TENbHbIX YCAYr UK npu- npegjocTaBieHne  TUNU3MPOBaH-
CyTCTBYUA KOMMaHWI- HOW MHEPOPMALMKM KITMEHTaM KOM-
yyacTHUL Ha nnowagke naHuM,  MHOpMauns  JOMKHa
Lo aKTyanusupoBaTbCH  eXeHemerb-
HO n oTobpaxaTb Hambonee BOC-
TpeboBaHHyl0 CNPaBOYHYK  WH-
chopmauio 06 ycnyrax KomnaHum.
HbOPMALMOHHBIA KMOCK MOXET
ObiTb pa3sMelleH B 3ane oxuaa-

HWS KNWEHTOB.
CucTema anekTpoH- 1 wr. (B cnyyae Hanuums | LIOT CucTema aneKTpoHHOM ovepean —

HOi1 o4epeam

Ha nnowaake LIOM 6o-
nee yem 4 okHa obeny-
K1BaHKS)

cucTema nporpammHo-
annapaTtHbIX CpeacTB, NO3BOMS-
foLlas onTMMM3NpOBaTh ynpasne-
HWe NoTOKamMu U oYepedsiMu no-
Tpebutenen B LOIM. Cucrema
ANEKTPOHHOM  o4vepean  MOXET
ObiTb MHTErPUPOBaHa C WHGOp-
MaLMOHHBIM CEHCOPHBIM KMOCKOM.

[NepcoHanbHbIN KOM-
nbloTep

no 1 WT. Ha COTPYOHMKA

LIOM, nyHkT no pabote ¢
notpebutensmu

Ha komnbioTepe [OOMKHbI ObITb
YCTaHOBMEHb! CTaHAAPTHbIE Mpu-
NoXeHust 1 obecneyeH JOCTyn KO
BCEM KOPMOPaTMBHLIM MHOpMa-
LIMOHHbIM ~ CUCTEMAM,  KOTOpblE
HeobXoaMMbl NS KayeCTBEHHOro
WCMOMHEHNST [OIMKHOCTHbIX 00s-
3aHHOCTEM.

TeneoHHbIN anna-
pat

1 wr.
uon

Ha COTpyaHWKa

LIOM, nyHkT no paborte ¢
notpebutenamu

TenetoHHble annapaTtbl AOMKHbI
noaaepxuBaTb BO3MOXHOCTM
yCTaHoBrneHHon MuHu-ATC: nepe-
agpecauuio BbI30Ba, yOepxaHue
NMHM W KOH(EepeHU-CBA3b, a
TaKkxe onpejenexne Homepa

MHorodyHKLMOHanb-

He wmeHee 1 wWwT. Ha

LIOM, nyHkT no pabote ¢

YCTpOMCTBO AOMKHO obecneun-

HO€ KOMMPOBanbHO- | CTPYKTYPHOE nogpasae- | notpebutensmu BaTb CKOPOCTb Meyatn (Kommpo-

neyaTHOE YCTPOWUCTBO | NeHue BaHMs) He MeHee 25 CTpaHuy B
MUHYTY B YEPHO-BENOM pexmnme.

CkopocTHom ckaHep | Konuuectso egnumy | LIOM [ns ckaHupoBaHMA nakeTa [OKy-
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obopyaoBaHus  onpepe-
nseTcs B 3aBUCUMMOCTU
0T KOnudyecTBa COTPYAO-
Hukos LIOM v 3asBOK Ha
OKasaHue ycnyr, nocty-
nawowmx B8 LOM, HO He
meHee 1 wr. Ha LOM

MEHTOB MO 3asiBKaM Ha OkasaHue
ycnyr. CKopoCTb CKaHWUpOBaHWs B
LUBETHOM pexume — He MmeHee 17
CTP. B MUHYTY, CKOPOCTb CKaHWPO-
BaHWs B YepHO-6ernom pexume He
MeHee 34 CTp. B MUHYTY.

LiBeTHO# npuHTEp 1wr. uon [ns neyatu pasgaToyHoro marte-
puana ans notpebutenen
YctpoitcTea Ang BbiBO- | 1 WT. Hon [ins AeMOHCTpauuM pomnmkoB no-
fia BU3yarbHol Heop- TpebuTeneit ¢ HeoBXOAUMONA WH-
MaLym (MnasMeHHas (hopmaLmelt 0 KOMNaHun, OCHOB-
NaHerb, MOHUTOD, HbIX ycryrax, npouegype TexHo-
T.0.) Nornyeckoro npUCcoeanHeHus,
Tapugax, a TaKk Xe MMUOIKEBbIX
PONMNKOB.
TepmuHan ons npue- | 1 wr. Ha LLOM uon [ns npvema onnatbl yCnyr, B TOM
Ma onnarbl ycnyr yucne no [orosopaMm Ha OcCy-
LECTBNEHNE  TEXHONMOrNYECKOro
NPUCOEAMHEHNS, Ha  OKasaHue
[ONOMHUTENBHBIX yCnyr
MebGenb
CT9n paboumin ¢ Tym- | He meHee 1 Ha kaxgoro | LIOIM, nyHkT no pabote ¢ CTON [I0MKeH oTBEYATH OBLLMM
Bon COTPYAHMKa notpedutensamu

Tpe6GoBaHWSIM 3PrOHOMMKN, UMETb
TYMOY C BbIABIXHBIMM SILLMKaMM

Kpecno odmcHoe 1 WT. Ha KaXgoro co- LIOM, nyHkT no pabore ¢
TPYAHUKa notpebutensamu
LWkadh ans ogexapl He meHee 1 Ha 4-x co- LIOMN, nyHkT no pabote ¢ | Wkad pmomkeH obecneunsath
TPYAHMKOB notpedutensmu pasMeLLeHe BEPXHEN ogexabl n
ronoBHbIX y6opoB He MeHee 4-x
COTPYAHMKOB
LLkady ans gokymeH- | He meHee 1 Ha 4-x co- | LLOM, nyHkT no pabote ¢ | LUkadh gomkeH cogepxatb TymObl
TOB TPYAHUKOB notpebutensamu ANS XpaHEHWs JOKYMEHTOB
Ctyn gna nocetute- | He menee 1-ro Ha kax- | LIOIM, nyHkT no pabote ¢
nsa poe paboyee  MecCTo, | NOTPebUTENSMM, MyHKT y
CTyn ana noceTutenen nonymsr-
npegHasHadyeHHoe  ans | no pabote ¢ notpebute- 2
A . KA Ons 0hOpMIeHns [OKyMeH-
npuéma  moceTutenen. | Namu
TOB BO BPEMS OXMAAHWS, KaHLe-
He meHee 1 Ha Kaxabix .
N NAPCKMX NPUHAAIEXHOCTEN
2-X YenoBek cpenHet
ovepeau
Cron ang nocetute- | He menee 2-x Ha LIOT1 uon
s VKT o DaboTe © 1o Cron gns 3anonHeHus Gopm fo-
He menee 1-x Ha LLOIT y P KyMEHTOB
Tpebutensmu

Cend

Mo HeobXoaMMOoCTH

Tymba nog oprrexHu-
Ky

1 WT. Ha KaXayl eauHu-
Ly OPITEXHUKN

LIOMN, nyHkT no pabote ¢
notpebutensmm

CteHp uHopmaum-
OHHBbI HACTEHHbI

He meHee 2-x Wwr.

Lion

He meHee 1-x Wwr.

NyHKT no pabote ¢ ro-
Tpebutenamu

CTeHO VH(OPMALMOHHbIN npes-
HasHayeH 4N pasMeLleHus UH-
(hOPMaLMOHHBIX ~ MaTepuarnos,
pasbsCHeHui, 0bpasuoB 3anon-
HEHWs JOKYMEHTOB, BU3UTOK U T.4.

[ononuutenbHo B nomeweHun LIOM u nyHktoB no pabote ¢ notpebutensmu
obecneynBaeTca Ans notTpebutenen ycnyr Hanuune NUTLEBON BOAbI U anTeYKM.
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MpunoxeHue Ne2
k CTaHgapTam kavecTea
obcnyxmBanus notpebuteneir yenyr

TPEBOBAHUA MO OCHALLEHWIO PABOYEIO MECTA OINEPATOPA KOHTAKT-LEHTPA

Tabnuua 2.1. TpeboBaHus K OCHaLLeHWo paboyero mecta onepatopa KoHTakT-LeHTpa

O6opynoBaHue paboyero me-
CcTa oneparopa

KonuyectBo

Mpumeyanue

O0opypoBaHue

lMepcoHarnbHbIN KOMMLIOTEP

no 1 wr. Ha oneparo-
pa KoHTaKT-LeHTpa

Ha komnbtoTepe AOmKHbl ObiTb YCTAHOBNEHbI BCE He-
obxoanmble CTaHAAPTHbIE NpunoxeHus. TpeboBaHus K
AsTOMaTM3MpoBaHHOMYy paboyemy MecTy onepartopa
KoHTakT-LieHTpa npeacTaBneHo B Tabnuue 9.

TeneoHHbI annapat

1 WT. Ha onepatopa
KoHTakT-LeHTpa

TenetoHHble annapaTbl AOMKHBI NOLAEPXKMBATL BO3-
MOXHOCTM YycTaHoBneHHon ATC: nepeagpecauuto Bbl-
30Ba, YAEpKaHWe NHUM U KOH(EPEHL-CBA3b, a Takke
Onpefenexne Homepa

lapHuTypa 1 wWT. Ha onepatopa | ['onoBHas rapHWTypa npefcTaBnseT coboi KombuHa-
KoHTakT-LeHTpa UMI0 HaYLLHWKOB W MMKPOhoHA. [apHWUTypa AOMmkHa
obecneunBatb 3alMTy OT MOCTOPOHHWX LUYMOB NpW
006paboTke BbI30BOB
MeGenb

Cron pabouuin ¢ Tymboit

1 wT. Ha onepatopa
KoHTakT-LeHTpa

CTon [IomxeH oTBeYaThb 06LLMM TpeBoBaHUAM SProHO-
MUKM, UIMETb TYMBY C BbIABKHBIMM SLLMKAMM

Kpecno ogucHoe

1 WT. Ha onepatopa
KoHTakT-LeHTpa

Tabnuua 2.2. ®yHkumoHanbHble TpeboBaHus k APM onepatopa KoHTakT-LieHTpa

Ne ®ynkuua APM

1 YCTaHOBMEHWE UCXOASALIMX BbI30BOB aBOHEHTaM 1 COTPYAHWUKAM KOMMAaHUM B PYYHOM pexume

2 [puem BXOASLLMX BbI30BOB OT aDOHEHTOB W COTPYAHMKOB KOMMAHMM

3 lNepeHanpaBrieHne YCTAHOBIIEHHOrO COEAMHEHUS Ha APYroro oneparopa, CoTpyaHuKa komnanum unn [VR-
CUCTEMY B PYYHOM PEXMME

4 | YaepxaHue yCTaHOBNEHHOTO COeNHEHUS HA BPeMS NPOBEAEHUS NeperoBopoB onepaTopa C COTPpYaHMKa-
MW KOMNaHUM (COMPOBOXAAETCS My3bIKOM)

5 Co3paHue KoHepeHUMiA ¢ yyacTuem Tpex u Bonee YenoBek. YyacTHMKaMu KOH(epeHLMM MoryT BbiTb
onepaTtopsbl, Apyrue COTPYAHUKWA KOMMaHWUM 1 aGOHEHTI

6 lNepeHanpaBreHne yCTaHOBIEHHOTO COEANHEHNS HA BHELLHWIA U BHYTPEHHWIA HOMEpA, B TOM Yncne Apyrux
onepaTopoB

7 Bo3MOXHOCTb 06CIYXMBaHUS HECKOMbKMX BbI30BOB OLHOBPEMEHHO

8 OcyLecTBnenve yHKLMM aBTOA03BOHA

9 MpocnywmBaH1e roocoBOM NOYThI

10 | MpocnywwBaHue 3anucy neperoBopos ¢ abOHEHTOM

11 | OToBpaxeHne NCTOPUM 3BOHKOB (BXOLALLME, UCXOASLLME, NPOMYLLEHHbIE U HEOTBEYEHHbIE BbI30BbI) One-
partopa

12 | OToBpaxeHue nocnegHNX NPoONyLLEHHbIX BbI30BOB OMepaTopa ¢ BO3MOXHOCTbO BbicTporo Habopa Homepa
NPONYLLEHHOrO BbI30BA W 3aHECEHUS €70 B aAPECHYH0 KHUTY

13 | OToBpaxeHue cnucka KOHTAKTOB KOPNOPaTUBHON agpECHOMN KHUTK

14 | BeaeHwe nepcoHanbHOM aapecHor KHUM C HeorpaHYeHHbIM KOMIMYECTBOM 3anucen

15 | MOHUTOPWHI COCTOSHUS APYriX ONepaTopoB (Ans 1 NMHUM NOAAEPKKM MOHUTOPUHT onepaTopos 1 1 2 nu-
HWIA NOLOEPXKN, 4715 2 NMNHWM NOAAEPXKKN — MOHUTOPWHT ONepaTopoB 2 NHMK)
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16 | OToBpaxeHune ckpunTOB (CLEHApMEB) NEPEroBOpOB onepatopa ¢ abOHEHTOM C BO3MOXHOCTBID aBTOCO-
XpaHeHus napameTpoB Bbi3oBa B CRM-cuctemy B kauyectse napameTpos obpatierus (AC no obpaboTke
obpalLeHui)

17 | OtobpaxeHue cnucka o4epe/eil BbI30OBOB

18 | VipeHTudukaums aboHeHTa ¢ JOCTYNOM K MCTOPUM B3aMMOOENCTBUS

19 | Peructpaums obpalleHust aboHeHTa ¢ coxpaHeHueM AaHHbIX no obpatleHnam B CRM-cucteme ¢ npumesia-
KOM K KOHTpareHTy

20 | ABTOMaTuyeckas Bblgaya HanoMUHaHUA O NPUBIVKEHUM CPOKOB BbINOMHEHWS N0 OTAEMNbHLIM 3Tanam 06-
paboTku obpaLLeHmin. Bo3MOXHOCTb (hOPMUPOBAHMS HAMOMMHAHWI BPYYHYHO

21 | ®opM1poBaHue CTaTUCTUYECKOM OTYETHOCTY MO NOCTYNMUBLUMM Bbl30BaM

22 | BoamoxHOCTb BeaeHus 6a3bl 3HaHUI NO OCHOBHbIM 0BMNAcTsM, B pamMKkax KOTOPbIX OCYLLECTBNSETCS KOH-
CyNbTUPOBaHWe 1 WHGopmmupoBaHue notpebutenen ycnyr. OnepaTtuBHbI nouck no 6ase 3HaHui Ans
nNpeaocTaBeHns 0TBETOB N0 3aAaBaeMblM NOTpebUTensmmu Bonpocam B NpoLecce perucTpayum obpatye-
HUIA

23 | ®opmupoBaHue aHKeT 4515 onpoca noTpebutenen

24 | lMpoBegeHune rpynnoBblx TeNeOHHbIX ONPOCOB M TENEMApPKETHHra
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MpunoxeHue Ne3
k CTaHgapTam kavecTea
obcnyxmBanus notpebuteneir yenyr

CTPYKTYPA U COEPXXAHWE PA3LENA «NOTPEBUTENU» HA CAUTE

HaumeHoBaHue CopepxaHue pasaena WUndopmaums, copepxaliasca B paspgene
pasgena
Tepputopus  06- | Obwas nHdopmaums Obwas nHchopmaums o dunmane, OCHOBHbIE XapaKTepuCTH-

CRyXuBaHusa  u-
nuana

kv 06bEKTOB 3NEKTPOX03AICTBa

TexHnyeckoe COCTOSIHWE Ce-
Ten

CBefeHns 0 TEXHUYECKOM COCTOSIHUM CETEN

MuTatoLme LEHTPbI

MepeyeHb NoACcTaHLMNA

MNepepaya anek-
TPUYECKON  3HEpP-
rm

Obwas uHopmaums no ne-
pefaye 3NEeKTPUYECKON SHep-
rm

WNHdbopmaums 0 nepepade SNEKTPUYECKON SHEPrUM, Cxema
B3aWUMOZENCTBIS Y4aCTHUKOB N0 Nepefaye dneKTpo3Heprim

Tunosble HOPMbI JOKYMEHTOB

dopMbl TUMOBbLIX JOTOBOPOB Ha OKa3aHWe ycnyr no nepega-
Ye 3MEKTPUYECKON SHEPTM

Tapuchbl Ha ycrnyrn no nepe-
[a4e SNeKTPo3Heprum

Tapudbl Ha ycryri No nepeaaye aNeKTPUYECKON SHeprv Ha
TEKYLUMIA NepUoA PEerynmpoBaHus, C ykasaHWeM UCTOYHMKA
ohvumManbHOro  OnyGIMKOBaHNS PELLEHNUS PErynMpYHOLLEro
opraHa 06 yCTaHOBNeHUN TapudoB

HopmaTuBHble AOKYMEHTbI

MepeyeHb akTyanbHbIX HOPMATMBHbIX JOKYMEHTOB

Moanexallas packpbITUIO
WHbopMauus No  nepepaye
ANEKTPUYECKON SHEPriu

1. OBwas nHdopmaums 0 NOTepsiX ANEKTPUYECKON SHEPTIM;
2. TNkl UCTOYHWKOB NOTEPbL ANEKTPUYECKON SHEPTUN;

3. MHhopmaums 0 pasmepe NoTepb B ANEKTPUYECKUX CETAX;
4. MeponpusaTusi Mo CHBKEHWIO NOTEPb 3NEKTPUYECKON 3HEp-
mn.

WHbopmaums B JaHHOM pasfene npefcTaBnsercs B COOT-
BETCTBUM C nocTaHoBneHuem Mpasutensctea Poccuickon de-
Aepauuu oT 21 SHBaps 2004 r.
Ne 24 «O6 yTBEpPXOEHWW CTAHOAPTOB packpbITS MHOpMa-
Ly cybbekTamn ONTOBOTO N PO3HUYHBIX PbIHKOB 3MEKTPUYE-
CKOW 3HEprnmy

TexHonoruyeckoe
npucoeanHeHne

OObwasa nHdopmauus no Tex-
HOMOTMYECKOMY  MPUCOEANHE-
HUIO

MHdopmaums o npoLedype TEXHONOTMYECKOro NpUcoeanHe-
HWS, 3Tanax NpPUCOEAMHEHMs, HEOOXOAUMBIX JOKYMEHTaxX W
CpOKax MCMOMHEHMs Kaxagoro 13 atanos. Cxema B3anMogein-
CTBMS! y4aCTHWKOB MpoLecca

Tunosble hopMbl AOKYMEHTOB

TunoBble (*)OprI AOKYMEHTOB Ha TEXHOIIOrM4eckoe npuco-
€AMHEHVe No Kaxaown rpynne 3asBUTENEN

Tapudbl Ha TEXHOMOrMYecKoe

Tapudhbl Ha TEXHONOTMYECKOE MPUCOEOMHEHME HA TEKYLLMM

npucoeauHeHme Nepuoa PerynupoBaHns, C yKkasaHWeM MCTOYHMKA Oduuu-
anbHOro ony6nMKoBaHUs PeLLeHUst perynupyoLero opraHa
06 yCTaHOBMNEHUN TapudoB

HopmaTuBHbIE OKYMEHTI lMepeyeHb akTyanbHbIX HOPMaTUBHbLIX AOKYMEHTOB MO TEX-
HOMOrMYECKOMY NPUCOENHEHMIO

Mognexallas packpbiTvio | 1. KonnyecTBo nogaHHbIX 3asBOK W 06bema MOLLHOCTH, He-

WHopMaLMs no  TeXHoMoru-
YECKOMY MPUCOELNHEHMIO

06Xx0AMMOro Ans ux yAoBNETBOPEHMS;

2. KonnyectBo 3aKioYeHHbIX [OrOBOPOB Ha TEXHOMOrM4e-
CKOe MpUCOEAMHEHWe, npucoednHsieMoro obbema MOLLHO-
CTW, CPOKOB U CTOUMOCTY MO KaXIOMYy [JOrOBOPY OTAENbLHO;
3. VHdopmaums 06 aHHYNMPOBaHHbIX 3asiBKax Ha TEXHOIO-
rM4YecKkoe NpucoeanHeHue.

4. Konn4ectBo BbIMOMHEHHbIX NPUCOEAMHEHNA U NPUCOEaN-
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HEHHOWN MOLLHOCTH.

WHdopmaums B faHHOM pasgene npefctaBnsercs B COOT-
BETCTBUM CO CTaHAAPTaMW PacKpbITUs MHAOPMaLmM CyObek-
Tamy ONTOBOrO W PO3HUYHBIX PbIHKOB 3NEKTPUYECKON SHEP-
W, YTBEPXOEHHbIMM MOCTaHOBNEHWEM [lpaBuTenbCcTBa
Poccuitckon ®epepaummn ot 21 aHBaps 2004 r. Ne 24 «O6
YTBEPKOEHUNY

Kommepueckuin
YYeT  anekTpude-
CKOW 3Hepriu

Obwas nHpopmauus no Kom-
MEpYecKkoMy Y4eTy SmneKkTpu-
4eCKOM 3Heprum

O6Lwas MHhopMauus O Nopsike OCYLLECTBMEHUS KOMMep-
YecKoro yyeta

TpeboBaHusi k npubopam yye-
Ta U UX YCTAHOBKE

Tpe6oBaHus k npuGopam y4yeTa n Ux yCTaHOBKE

Tunosble HOPMbI JOKYMEHTOB

TunoBsble hOpMbl JOKYMEHTOB

HopmaTuBHbIE JOKYMEHTI lMepeyeHb aKTyanbHbIX HOPMATUBHBIX JOKYMEHTOB MO y4eTy

ANEKTPUYECKON SHEPrnm
[ononHuteneHble | MepeyeHb  gononHuTENbHBIX | [lepeyeHb AONOMHUTENbHBIX NAATHBIX YCayr unuana u
yenyru ycnyr unnana onucaHue, NPenckypaHT LieH, NOpsSAoK M MecTa nojauu 3a-

SABKW Ha JONOJIHUTENbHbIE YCIYTH

Cuctema obeny-
KVBaHWS  KIWEH-
TOB

LleHTpbl 0BcnyxuBaHus K-
€HTOB

1. MoutoBble agpeca LIOM, kapta ¢ 0bo3HayeHnemM MecTo-
pacnonoxerus LIOM, Homepa 06LeCTBEHHOro TpaHCNopTa u
OCTaHOBKMY;

2. Homep eauHoro KoHTaKT-LeHTpa U 3MeKTPOHHbIN agpec
LleHTpa obCnyxmnBaHUs KIUEHTOB;

3. ®MO, KoHTaKTHbI TENeMOH HavanbHKka LIOM.

WNHTEpHeT-npreMHas

1. 3agatb BONpoC cneumanucty;

2. HanpasuTb obpateHne/xanoby;

3. HanpaBuTb 3asiBKy Ha OkasaHWe ycnyr, B TOM yucre Ha
TEXHOMOrNYECKOe NPUCOEOMHEHNE K ceTam dunuana (obLye-
cTBa nog ynpasneHuem) ObuiecTsa;

4. Bonpoc-0TBeT.

JNnuHbIN KabuHeT KnuenTa

KoHTtakT-LeHTp ObLiecTBa

Onucanue KoHTaKT-LeHTpa, xapaktepuctuka pabotbl KoH-
TaKT-LeHTpa, ycnyru

HOpMaTVIBHbIe AOKYMEHTbI

CraHgapt 0bcnyxuBaHus notpebutenei yenyr

Otyet o pabote ¢ notpebute-
NSMU 33 OTYETHbIN Nepuoa

CraTtuctiyeckast OTYETHOCTb O pesynbTaTtax paboTsbl ¢ no-
Tpebutensamu, BKMKOYalOWas CTPYKTYPHOE pacnpepdeneHve
MO OCHOBHbLIM KfaccuchukaLMOHHbIM NapameTpam obpalie-
HWA, AuMHamuka obpalleHuin no KaTeropusM obpaLleHuit.
MHcbopmaums 06HOBNSETCS He MeHee 1 pasa B kBapTan

Onpoc knneHToB (AHKETa KIK-
€eHTa)

AHKeTa KnueHTa no pasninyHbIM TemaTikaM Ans npoBeaeHms
MHTEPaKTUBHOrO oOmnpoca. TemaTuka onpoca W, COOTBET-
CTBEHHO, aHKeTa [O0MKHbI 0BHOBNATLCA He MeHee 1 pasa B
KBapTan

lNonesHas WH-
thopmauus: 3Hep-
rocbepexeHue,
©e3onacHoCTb

WHcbopmaums no sHeprocOepexeHuto 1 6e3onacHocTy, yrpo-
33 KM3HW W 300POBLI0 MPU XWULLEHWSX 3NEKTPOSHEPTUM U
3HeproobopyaoBaHus.
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MpunoxeHue Ned
k CtaHgapTam kayecTsa
obcnyxmBanus notpebuteneir yenyr

TPEBOBAHUA K BU3YANTU3ALWU CEPBUCA «KAPTA LLIEHTPOB MUTAHUSA»

a) [Ins UEHTPOB MUTaHMA M UX 30H [ENCTBUS JOIKHA ObiTb BbINOMHEHa pasHOLBETHas
BU3yanusauus B 3aBUCMMOCTU OT CTEMEHU MX 3arpysku B pexume n-1:

0) 3eneHblin UBET - «OTKPbITbIE» ANS TEXHONOMMYECKOrO NPUCOEAUHEHNS LIEHTPbI NUTAHUS C
Harpy3kon 8o 75% (no MakcumanbHOMY 3Ha4YEHWIO 3aMePOB 3a TPEXNETHWIA Nepuos B pexume n-1).

B) XenTbli UBET — «OTKPbITbIE» ANS TEXHONOTMYECKOro NPUCOEANHEHUS C HArpy3Kon OT 75%
po 105% (no makcumarbHOMY 3HaYeHW0 3aMepOB 3a TPEXNETHWIA NepUoS B pexume n-1 ¢ y4eToMm
«3abPOHMPOBAHHON MOLLHOCTMY [JOrOBOPOB, HAXOASALMXCS Ha UCMOMHEHUM, U NOAAHHbIX 3asSBOK Ha
Tn).

r) KpacHbI LBeT — «3aKpbiTble» AN TEXHONOTMYECKOrO NPUCOEANHEHUS LEHTPbI MUTAHUS
npm 3arpyske Bbiwe 105% (C y4eTom «3aBpOHNPOBAHHOM MOLLHOCTM» JOrOBOPOB, HAXOASALLMXCSA Ha
NCMONHEHUN U NOAAHHbIX 3asBOK Ha TIT) UM HANWMYMIO OrpaHUYEHUI MO NPOMYCKHON CMOCOBHOCTY
ceTu (Tpebosanus PLY).

) Mpy HanWUuMM orpaHnYMBatoLLEero gaktopa no NMHUK CBA3M (LEeHTPaM NUTaHWS CMEXHBIX
CeTeBbIX OpraHu3auun) B OTHOLIEHMM paccMaTpuBaeMblX LEHTPOB MWUTaHUS [LOIDKHbI KpaTKo
yKa3blBaTbCA UMEIOLLMECS OrpaHNYeHns, a TakkKe CPOKU CHATUS OrpaHUYeHnin 1 nepesoda LeHTpa
NMUTaHUS B KaTErOpuK0 «OTKPbITLINY.

e) LleHTpbl nutanus ¢ Bykeo «P» - OCYLECTBNSETCA PEKOHCTPYKUMS C YBENUYEHWEM
YCTaHOBIEHHON MOLLHOCTM TpaHCqopmaTopoB.

X) LleHTpbl nuTaHus ¢ 6ykson «[1» - ecTb 3asBneHnst 0 nepepacnpeaeneHnm MOLLHOCTM.

3) CUHWI - CTPOALLMICA LIEHTP NUTAHUS.

n) dopmMa MapkepoB MO LEHTpaM nuUTaHWs HanpsbkeHnem 35 KB 1 Bblle [O/MKHa
0bo3Ha4aTbCs B BUAE Kpyra C COOTBETCTBYHLMM LBETOM 3anOfIHEHWEM OTHOCUTENBHOMO MHAEKca
3arpy3ku JaHHOTO LieHTpa NUTaHus.

K) MakcumarbHbIi MacluTab UHTEpakTUBHOM KapTbl JomkeH BbiTb 1:100 000

n) Ecnu npu 3agaHHoOM nonb3oBaTtenemM Macwrabe otobpaxeHus ycrioBHble 0603HaYeHNS
LUEHTPOB MWUTaHUS B3aMMHO Ha KapTe nepekpbiBatoTcs Ha BenuyuHy Gonee 30% nnowagw, TO
HeobXoaMMO NPOKU3BECTM MPYNNMPOBKY AAHHbLIX LLEHTPOB NUTaHUS B O4HO YCIIOBHOE 0B03HaYeHe C

B : N ) - 4
M) npl/l HaBeJeHUn Kypcopa MbIlN Ha YCNoBHOe 0003Ha4eHve LeHTpa nuTaHna AOOMmKHa
0T06pa)KaTbCF| 30Ha O6CJ'Iy)KI/IBaHVIF| JaHHOro LieHTpa NTaHnAa B Buage MHOroyrornbHuKa (I'IOJ'II/IFOHOB).
U,BGTOBOG 0003Ha4YeHne 30HbI O6Cﬂy>KV|BaHV|9| JOMKHO COOTBETCTBOBATL LIBETOBOMY 0003HaYeHn0
LleHTpa NUTaHua ¢ y4eToM 50% npo3pavyHoCTH.
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H) Mpy HaxaTuM Ha 3HAYOK rpynnbl OOBLEKTOB AOMKEH MPOMCXOAMTb nepexod k Gonee
BbICOKOMY MacLuTaby kapTbl, packpbiBatoLLeMy BCe LIEHTPbI NUTaHUS AaHHO rpynnbl 6e3 B3auMHOro
nepekpbITus bonee yem Ha 30%.

0) VHcopmaums no LeHTpy nuTanus, otobpaxaemas 415 BHELHEro Nomnb30BaHus:

—  [MCNeTYepCcKoe HaMEHOBaHWE;

— GanaHcoBas  npuHagnexHoctb  (O6wecteo/TCO;  cunnan/B30/0bwecteo  nog
ynpasneHuem; obcnyxusatowmin PAC; M0);

—  VHOEKC 3arpy3ku;

—  Knaccbl HanpskeHus:, KB;

—  30Ha 3MNeKTPOCHabXKEHMS;

— rof BBOAa B akcnnyaTauuio (nocne PeKOHCTPYKLMM C YBENWUYEHUEM YCTAHOBMEHHOM
MOLLHOCT TpaHC(OPMaTOpOB);

— KOMMYECTBO W YCTAHOBMEHHAs  MOLWHOCTb  TpaHccopmatopos, MBA  (no
TpaHCOpPMaTOpHO);

—  CyLlecTByKLLas Harpy3ka no 3amMmepam 3UMHErO PEXUMHOro AHs (3uma, neto), MBT;

—  NpodununT/AednUuUUT MOLHOCTU NO pesyribTaTam 3amMepoB 3UMHEr0/NETHErO PEXUMHOTO
[OHS C yKa3aHueM datbl 3amepoB, MBT; (eCnu LLEHTp MUTaHUS OTHOCUTCS K KAaTEropumn «3akpbITbIX» -
YKa3bIBAETCA OrpaHUYMBaoLMin hakTop M CPOKU CHATUS OrpaHUYeHuin M nepeBoga obbekTa B
KaTeropuio «OTKPbITbINY);

—  MakcumarbHas MOLLHOCTb, paspeLleHHast Ans TEXHONOrMYeCcKoro NpUCOEAMHEHUS AN
«OTKpbITbIX» LI, MBT;

—  06bEM MOLLHOCTH MO 3aKMYEHHbIM J0roBopaM Ha TT1, HaXO4AWMMCS HA UCTONHEHUMN,
MBT;

— 0b6beM  MOWHOCTM MO  3asiBKAM  Ha  TEXHOMOrMYeckoe  NPUCOEOUHEHUE
(«3apesepBupoBaHoy), MBT;

— 006beM MOLWHOCTM ANs nepepacnpefeneHns Co CCbIMKOW Ha MeCTO Ha canTe, rae
npeacTaBneHa MHQOPMaUMss N0 KOHTAKTHbIM — [aHHbIM  3asBUTENeN, HaMepeBatLMXCs
nepepacnpesenmTs MOLLHOCTb;

—  KOHTaKTHas MHgopmaumsa 4ns nonyveHns cnpasok (agpec u tenedoH LIOM v nyHkToB
no pabote ¢ notpebutenamu; ansa TCO: nouToBbIN agpec, TeneoH, aapec ANEKTPOHHON NoYTb).

n) WHdopmaums no LeHTpY NUTaHus, JOMOMHMTENbHO oToOpaxaemas Ans BHYTPEHHEro
nonb30BaHus, He oTobpaxaemas B 0bLem AocTyne:

—  reorpadmyeckue KoopanHaTbl 00bekTa;

—  KONMKU4ecTBO noTpebutenen ¢ MakCMManbHOM NPUCOEAUHEHHON MOLLHOCTLI0 Bonee 670
kBT;

—  KONMKU4YecTBO NoTpebuTenen ¢ MakcmansHOW NPUCOEAMHEHHOM MOLLHOCTbLIO MeHee 670
kBT ¢ knaccudpukaumen no rpynnam (top. nuua u us. nuua).

p) VHopmaLms No CTPOALLMMCS LIEHTPaAM MUTAHMS:

—  HaumeHoBaHue obbekTa:

—  Kracchl HanpshkeHwus, KB;

—  KONMWUYECTBO 1 YCTaHOBNEHHAsA MOLLHOCTb CUITOBbLIX TpaHcdopmatopos, MBA;

—  CPOKM Havana n OKOHYaHWsi CTPOUTENBLCTBA;

—  KOHTaKTHas MHdopmaumsa ans nonyveHus cnpasok (agpec u tenedoH LIOM v nyHkToB
no pabote ¢ notpebutenamu; ans TCO: nouToBbIN agpec, TenedoH, aapec dNEKTPOHHON NOYTb).

c) B pasgene c cepsucom «Kapta LEHTPOB nuTaHusi» Bblibop obnactu u none noucka
pa3MeLLaeTcs Hag KapTou, lereHaa - nog, KapTom.



MpunoxeHne Ne5
k CTaHgapTam kayecTea
obcnyxmBanus notpebuteneir yenyr

PACKPbITUE NUHOOPMALIUM CETEBON OPTAHU3ALIMEN (KAPTA NMOAPA3ENA)

«8»

NpoM3BOACTBO W peanu3auuio
TOBapoB (paborT, ycnyr)

oKasaHwe ycnyr no nepegade
3NEKTPUYECKON SHEPTIN

—  METOAOM BOXOAHOCTW UHBE-
CTMPOBAHHOIO Kanutana

—  METOZOM JOMNroCPOYHOM
WHAeKcaLum HeobxoLyMMon Bano-
BOW BbIpY4KM

—  MeTOZOM SKOHOMUYECKM
000CHOBaHHbIX pacxogos (3a-
TparT)

arnbHoN MHopmaLm

Ha TeKyLLyto aarty)
Hanpumep: 2015

ctBa 6e3 npobena ¢ HKHUM nogyep-
knBaHuem)_str_zatrat_( nepuog B
thopmare Irrr)

Ne nn HanmeHoBaHue nogpasgena Mepuo- | HaumeHoBaHMe runep-ccbisiku Mepuopa pasmetue- HaumeHoBaHue daitna c nyonukye- | TpeboBaHue k AOKYMEHTY, chainy
Cmas- Bny- Ha cain ¢ ny6nukyembimm HUA UHOopMaLmm 1 MbIMU JaHHbIMK 1 noapasgeny
Oapma HOCTb AaHHbIMU apxuBa
1. | 9«a» lNoposas duHancosas (byxran- rogoeas | Byxrantepckuin 6anaHc Ha () rog n (nepwog akTy- (cokpalueHHoe HaumeHoBaHue Obe- | opma JOKyMeHTa B COOTBETCTBUM C
TepcKasi) OTYETHOCTb, ayanTop- arnbHOM nHgopmauun | ctea 6e3 npobena ¢ HKHUM noayep- npukasom MuHpuHa Poccun ot
CKO€ 3aKnioyeHue Ha TeKyLLyto aaTy) kueanuem)_ buh_otchetnost_na_(gata | 02.07.2010 Ne66H;
Hanpumep: 2015 B hopmate AOMMITIT) 3aBEpEHMe neyaTblo opraHu3aLmm 1
MOANMCHIO PYKOBOANTENS;
chopmar caiina - pdf
Ayantopckoe 3aKrnioyeHne no (cokpateHHoe HaumeHoBaHue ObLe- | hopma JOKYMEHTa B COOTBETCTBUW C
thuHaHcoBoOM (ByxranTepckoit) ctBa 6e3 npobena ¢ HKHUM nogyep- npukasom MwuHdwHa Poccun ot
OTHYETHOCTH kueanuem)_ audit_na__(aata B ¢op- 20.05.2010 Nod6H;
Mate AAMMITIT) 33aBEPEHME MeyaTbio W MOAMKCHID
ayouTopa;
chopmar caiina — pdf
ApxvB rog n-1,n-2, n-3 CopepxaHue noapasgena aHanorvyHo akTyansHOMy nepuoay
2. | 9«by, CTpykTypa v o6bemax 3aTpat Ha | rogoBas | Ctpyktypa u 06bembl 3aTpaT Ha rog n (nepuog akTy- (cokpatLeHHoe HaumeHoBaHWe Obwe- | ¢hopma JOKYMEHTa B COOTBETCTBUM C

npukasom  ®CT  Poccum ot
24.10.2014 Ne1831-3 B 3aBMCUMOCTM
0T METOAA PETYNMPOBaHNS:

—  MpunoxeHue 1 k npukasy,

—  MPUNOXEHWe 2 K Npukasy,

—  NpUNOXeHWe 3 K npukasy;

— (hopmart panna - xIsx

OTYeT 0 ABVKEHUM aKTUBOB,
MHGOPMaLS O BbIOBITUM aKTU-
BOB B TeYeHwe roaa, o BBoae
aKTMBOB B TeYeHMe rofa

(cokpaleHHoe HanmeHoBaHmue ObLye-
ctBa 6e3 npobena ¢ HUXHUM noayep-
kvueanmem)_dvig_activ_(nepwog B
chopmarte rrrr)

d)opma AO0KYMEHTa B COOTBETCTBUU C

npukasom  ®CT  Poccum ot
24.10.2014 Ne1831-3 (npunoxeHue
4);

chopmar cpaina - xlsx
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ApxuB rog n-1, n-2, n-3 CopepxaHwe nogpasfena aHanoruyHo akTyansHOMy nepuogy
9 «e» MpeanoxeHue pa3mepa LeH (Ta- | rogosas | [peanoxeHne o pa3amepe LeH Ha | oA n (nepuog akTy- (cokpalueHHoe HanmeHoBaHue OBwe- | hopma JOKYMEHTa B COOTBETCTBUM C
pndoB), AONTOCPOYHBIX Napa- yCryrv no nepegave anexkTpude- | anbHoW nHgopmauun | cTa 6e3 npobena ¢ HKHAM nogyep- npunoxeHnem k CtaHgapTam pac-
MeTpOB perynmpoBaHus CKOW 3HEeprim 1 4ONroCpPOYHbIX Ha TekyLLyto aarty) kneaHuem)_pred_tarif_(nepuop B oop- | KpbITUS MHGOpMaLmum cybbektamu
napameTpoB perynupoBaHus Hanpumep: 2015 mare rrrr) OMTOBOIO M PO3HNYHBIX PbIHKOB
ApxuB rog n-1, n-2, n-3 CopepxaHwe nogpasfena aHanoruyHo akTyansHOMy nepruogy
11 «a» WUHdbopmaums o Tapudhax Ha rogoeast | WHdopmaums o Tapudpax Ha rog n (nepwog akTy-
ycrnyrv no nepepave aneKTpuye- YCIyri1 Mo nepegaye dNeKTpude- | anbHoi MHGopmaLm
CKOIA 3HepruM 1 pasmepax nnatbl CKOW 3HEpriv Ha TeKyLLMA Nepu- | Ha TekyLLylo aaTty)
3a TexHomnoruyeckoe npucoeau- Ofi perynupoBaHus: Hanpumep: 2015
HEHME K ANEKTPUYECKUM CETAM eanHble (KoTnoBble) Tapudbl (cokpalueHHoe HaumeHoBaHue Obwe- | dopmar daina - pdf
no nepegade aneKTPOSHEPrun ctBa 6e3 npobena ¢ HKHUM noayep-
kueaHmem)_kotel_tarif_(nepwog B dop-
mare Irrr)
WHAMBWAYanbHbIE Tapudbl (cokpalueHHoe HaumeHoBaHue Obwe- | dopmar daina - pdf
no nepeaaye 3NeKTPOIHEPru ctBa 6e3 npobena ¢ HKHUM nogyep-
ANs B3aMMOPaCYeTOB CO CMEX- kueanuem)_ind_tarif_(nepwog B pop-
HbIMW CETEBbIMM OpraHN3aLMamMm Mare Irrr)
TapuHbIe peLLeHns no nna- (cokpalleHHoe HanmeHoBaHue Obwe- | dopmar daina - pdf
T€ 33 TEXHOMOTMYECKOE NPUCO- ctBa 6e3 npobena ¢ HKHUM noayep-
ef1HeHne kueaHuem)_plat_TP_(nepwoga B dop-
mare rrrr)
MCTOUHMKN OChMLMATBHOTO Ccbinka Ha nybnukaumio peLleHus
onybnnKoBaHUst HOpMaTUBHO- perynupyroLLero opraHa
NpaBOBbIX aKTOB OpraHoB pery-
NMPOBaHMs
ApxvB rog n-1,n-2, n-3 CopepxaHue noapasgena aHanorvyHo akTyansHOMy nepuoay
11 WUHdbopmaums o pacxopax, cBsi- rogoeast | pacxofbl, CBA3aHHbIE C OCY- rog n (nepuog akTy- (cokpatyeHHoe HaumeHoBaHue Obwe- | dopmar haina - xIsx
«a(1)» 3aHHbIX C OCYLIECTBNEHNEM TEX- LLECTBMEHNEM TEXHONOMYECKOro | anbHoi MHdopmaumn | ctea Bes npobena ¢ HKHUM nogyep-
HONOrM4YeCcKoro NPUCoeAUHeHus, NPUCOEANHEHNS, HE BKITIOYAEMbIX | Ha TEKyLLYt AaTy) kuaHuem)_rashod_TP(nepwog B ¢op-
He BKNKOYaeMbIX B NnaTty 3a Tex- B NNaTy 3a TEXHOMOrN4Yeckoe Hanpumep: 2015 mare rrrr)
HOMornyeckoe NPMCoeaAnHeHUe NpUCOeMHEHVE
WCTOYHWK OcpuLmMansHoro onyo- Ccbinka Ha nybnukaumio peLleHus
NIMKOBaHMS peLLeHNs opraHa perynupyroLLero opraHa
perynupoBaHus
ApxvB rog n-1, n-2, n-3 CopepxaHue noapasgena aHanorvyHo akTyansHOMY nepuoay
11 «6» | UHdopmaumsa 06 ocHOBHbIX MO- | rogoeast | O GamaHce  3MEeKTPUYECKOW | o n (Mepuop akTy- (cokpatyeHHoe HaumeHoBaHue ObLwe- | dhopma fOKyMeHTa B COOTBETCTBUM C

TPeGUTENbLCKUX XapaKTepucTy-

JHEepPrun u MOLLHOCTH:

anbHO MHopMaLK

ctBa 6e3 npobena ¢ HUXHUM noavep-

¢opmoit 1 (ana TCO) unm copmon 2
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Kax perynupyembIX TOBapoB
(pabor, ycnyr)

OTMYCK ANEKTPUYECKON 3HEP-
MM B CETb W OTNYCK NEKTPO-
BHEpPTN M3 CETM MO YPOBHSIM
HanpskeHust

obbem nepenaHHo anek-
TPO3HEprum no forosopam 06
OKasaHuW ycnyr no nepegaye
3NeKTPOSHEPTUM

MoTepy ANEKTPOIHEPIUN B
ANEKTPUYECKNX CETAX

Ha TeKyLLyto aaTty)
Hanpumep: 2015

kuBaHuem)_balans_(nepuog B thopma-
T€ ITIT)

(ans OAO «®CK ESC») npunoxeHus
Ne6 HacToswmx CTaHaapToB ;
copmar dhaina - xlsx

Apxus

rog n-1,n-2, n-3

CopepxaHie nofpasgena aHanoruyHo akTyanbHOMy nepuoay

rogoeas | O 3aTpartax Ha onnaty noTepb: | rogn (nepuog akTy- (cokpalueHHoe HanmeHoBaHue OBwe- | dopmart danna - xlsx
anbHoi Hgopmaumn | cTea Be3 npobena ¢ HKHUM nogyep-
Ha TeKyLLyto aarty) kueaHuem)_Poteri (nepuog B dopmate
Hanpumep: 2015 IrrT)
3aTpatbl Ha NOKYMKy NOTepb B thopma JOKyMEHTa B COOTBETCTBUN C
COBCTBEHHbIX CETAX; thopmoii 3 npunoxerus Ne6 HacTos-
wwux CtaHaapToB, chopmar channa -
XIsx
YPOBEHb HOPMATUBHbIX NOTEPD hopma JOKyMEeHTa B COOTBETCTBUM C
3MEKTPOIHEPTUM Ha TEKYLLWNA copmoit 4(ans TCO) unu chopmoit 5
nepuog (ans OAO «®CK ESC») npunoxeHus
No6 HacToswwmx CtaHgapTos, dop-
maT anna - xIsx
peLLeHns 06 yCTaHOBNEHUN copmar chaiina - pdf
YPOBHS HOPMATUBHbIX NOTEPb
nepeyeHb MEepONPUSATIAI NO CHU- thopma JOKyMEHTa B COOTBETCTBUN C
XEHUI0 pasMepoB NnoTepsb B Ce- thopmotii 6 npunoxeHus Ne6 HacTos-
TAX, CPOKW UX UCTIOTTHEHMSA U UC- wwux CtangapToB, hopmar channa -
TOYHWKN (DUHAHCUPOBAHMS, xlsx
3aKynka aneKTPUYECKON 3Heprum chopma JOKYMEHTa B COOTBETCTBUM C
ANst KOMNEHcaLmMmn NoTepb B ce- chopmoit 7 npunoxeHust Ne6 Hactos-
TAX 1 €€ CTOUMOCTb; wwux CtangapToB, (hopmar channa -
xlsx
pasmep hakTu4eckux noTepb No thopma JOKyMEHTa B COOTBETCTBUN C
YPOBHSAM HaNpsXeHuI; chopmoit 8 npunoxeHust Ne6 Hactos-
wux CtaHgapTo., hopmar daiina -
Xlsx
ApxvB rog n-1, n-2, n-3 CopepxaHue noapasgena aHanoryHo akTyansHOMY nepuoay
rogoeas | O nepeyHe 30H JEATENLHOCTU | rog n (nepuog akTy- (cokpallieHHoe HanMeHoBaHue Oblie- | dopma J0KyMeHTa B COOTBETCTBIM C
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anbHO MHopMaLmK

Ha TeKyLLyto aaTty)
Hanpumep: 2015

ctBa 6e3 npobena ¢ HWKHUM nogyep-
KuBaHueM)_zone(nepnoa B doopmate
IrrT)

chopmoit 9 npunoxeHust Ne6 HacTos-
wwux CTaHaapToB,
copmar dhaina - xlsx

kBap- O TexHM4YecKOM COCTOSIHMM | KBapTan nrogan (cokpaLeHHoe HaumeHoBaHWe Oble- | dopmar aina - xIsx
TanbHas | ceTeu: (nepvwog aktyansHon | ctBa 6e3 npobena ¢ HKHUM nogyep-
CBOAHble JaHHble 00 aBapuitHbIX | MHAOpMaLMN Ha Te- kuaHuem)_tex_setti_(nepwog B dhop-
OTKIMIOYEHUAX KyLLyto aaty) mare rrrr)
obbeM HenonocTasneHHon B | Hanpumep: | ksaptan
pesynbTate aBapuiHblx oTknio- | 2015 rona
YEHWI SNEKTPUYECKON SHEPTUN
Apxus kBaptanbl n—1,n-2, | lNogpasgens (rodbl) BknoYatoT B cebs nogpasgens! (kBapTanbl)
n-3 rogos
O Hanuuum obbema cBobop-
HOW AnNA  TeXHONOrM4ecKoro
NPUCOEAUHEHUS MOLLHOCTH
Hanuume obbema cBoboAHON AN | KBapTan n roga n (cokpalueHHoe HaumeHoBaHue Obe- | hopma JOKYMEHTa B COOTBETCTBUM C
TEXHOMOTMYECKOro NpucoeanHe- | (nepuvog aktyanbHon | cTea 6e3 npobena ¢ HUKHUM nogyep- chopmoii 10 npunoxerns Ne6 Hacto-
HUSt TPAHCHOPMATOPHON MOLLHO- | MHEpOpPMaLK Ha Te- kueaHuem)_Pot35_(nepwog B hopmate | Awwmx CtaHgapTos, opmart danna -
CTM MO LIEHTPaM MUTaHWS Hanpsi- | KyLLyto Aaty) Ne_kv_rrrr) xlsx
XeHuem 35 kB v BblLLe Hanpumep: | kBapTan
2015 roga
Hanuume obbema cBo6OAHON AN | KBapTan n roga n (cokpalueHHoe HaumeHoBaHue Oble- | hopma JOKYMEHTa B COOTBETCTBUM C
TEXHOMOTMYECKOro NPUCOeaNHe- | (Nepuop akTyanbHoW | cTea 6e3 npobena ¢ HUKHWUM nogyep- copmoii 11 npunoxenus Ne6 HacTo-
HUSt TPAHCOPMATOPHON MOLLHO- | MHEpOpPMALMK Ha Te- knaHuem)_Pdo35_(nepuog B popma- | Awwmx CTaHaapTos,
CTW NO LLEHTpaM NUTaHWa Hanps- | KyLlyio gaTty) Te Ne_kv_rrrr) copmar chaiina - xlsx
xeHus Hke 35 kB ¢ audbdpepen- | Hanpumep: | ksaptan | Hanpumep: mrsksib_Pdo35_1kv_2015
LpaLmen no BCEM YPOBHSAM 2015 roga
HanpsKeHNst
ApxvB kBapTtansi n -1, n-2, Mogpasgens (rodbl) BKItOYakOT B ce0s noapa3saens! (kBapTanb)
n-3 rogos
Mecsy- | CBOAHas MHGopMaums 0 BBode B | Mecal n roga n (ne- (cokpalleHHoe HanmeHoBaHne Obwe- | dopmart daina - xlsx
Hasl PEMOHT 11 BbIBOAE M3 PEMOHTa PWOA aKTyarbHOM ctBa 6e3 npobena ¢ HKHUM nogyep-
3NeKTPoCeTEBbLIX 0OBHEKTOB C UH(opMaLmK Ha Te- kueaHmem)_Remont_(nepvog B ¢op-
yKa3aHueM CpoKoB KyLLyio faTy) Mare MMITIT)
Hanpumep: sHBapb
2015 ropga
ApxvB Mecaubl n—1,n-2, n- | TNogpasaens (rogbl) BkMoYatoT B cebs nogpasgens! (Mecsbl)
3 rogoB
11 «B» WHdopmaums o Hanuuum (06 Mecsy- | cBOgHas MHGopMauMs 0 nojaH- | Mecsu n roga n (ne- (cokpallieHHoe HanmeHoBaHue Oblie- | dopma J0KyMeHTa B COOTBETCTBIM C
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OTCYTCTBWMU) TEXHUYECKON BO3- Hasl HbIX 3asBKaX Ha TeXHosormye- PWOA aKTyarbHO ctBa 6e3 npobena ¢ HKHUM noayep- chopmoii 12 npunoxenust Ne6 HacTo-
MOXHOCTM JOCTyNa K perynvpye- CKOE MPUCOEOMHEHWE K SNEKTPU- | MHAOpMaLMN Ha Te- kueanuem)_TP_(nepuog B dopmarte Awwux CtaHgapTos, opmart danna -
MbIM TOBapam (pabotam, ycnyram) YECKUM CeTAM KyLLyto faTy) MMITTT) xlsx
cBoaHas uHgopmaums 06 ocy- Hanpumep: sHBapb
LLIECTBNEHNM TEXHOMOMNYECKOTO 2015 ropa
MPUCOEANHEHNS K ANEKTPUYECKMM
ceTaM
cBOAHas UHGopmaums 06 aHHy-
NIMPOBaHHbIX 3aBKAX Ha TEXHO-
NOTMYECKOe NPUCOeanNHEHNe
€BOAHas MH(OpMaLMs 0 BbINOM-
HEHHbIX NPUCOEANHEHNSX W NPU-
COEMHEHHON MOLLHOCTY
ApxuB mecaubl n—1,n-2,n- | lNogpasaens (roabl) BkMoYatoT B cebs nogpasgens! (Mecsubl)
3 rogoB
8 |1 WUHdopmaumsa o BenuumHe pe- KkBap- CBEleHMs 0 BEMWYMHE pe3epBn- | KeapTan nroga n (cokpatyeHHoe HaumeHoBaHWe Obwe- | chopma LOKyMeHTa B COOTBETCTBUM C
«B(1)» 3epBUpyeMON MakcUManbHoOW TanbHas | pyemoi MakcumasibHON MOLLHO- (nepvog akTyanbHoi | cTBa 6e3 npobena ¢ HKHUM noayep- copmoii 13 (ans OAO «®CK ESC»)
MOLLHOCTHM N0 NOTpebutensm cTHn MH(OpMaLMK Ha Te- knBaHuem)_rezerv_(nepuog B oopmate | unu cpopmoit 14 (ana TCO) npuno-
KyLLyto aarty) No_kv_rrrr) xeHna Ne6 HacToswmux CtaHaapTos,
Hanpumep: | ksapTan chopmar cpaina - xIsx
2015 roga
Apxus kBaptanbl n—1,n-2, | lNogpasgens! (rogbl) BknoYatoT B cebs nogpasgens! (kBapTanbl)
n-3 rogos
9 | MM« WHdopmauma o pesynbTaTtax | keap- PesynbTaTbl KOHTPOMbHbLIX 3aMe- | - WHdopmaums 0 pesynbTatax  KoH-
KOHTPONbHbIX 3aMepoB 3MeKTPU- | TamnbHas | POB SMEKTPUYECKNX MapameTpoB TPONbHbIX 3aMEPOB  INEKTPUYECKNX
YEeCKNX MapaMeTpoB PEXMMOB pa- pexuMmMoB paboTbl 06opya0BaHUS napameTpoB pexumoB paboTtbl 060-
Botbl  0bopynoBaHMs  0OBLEKTOB 0OBEKTOB 3MEKTPOCETEBOrO  XO- pynoBaHus OOBEKTOB anekTpoceTe-
3NEKTPOCETEBOrO X03ANCTBA 39iCTBA HanpaBnawTCs B CyOb- BOr0 XO34MCTBa HanpaenseTcs B
€KT OnepaTUBHO-AUCNETYEPCKOrO cyoBbekT onepaTtuBHo-
ynpaenexus AMCNETHEPCKOrO YNpaBIieHus
ApxvB kBapTansi n -1, n-2, Mogpasgens! (rogbl) BKoYakT B cebst nogpasgens! (kBapTanb)
n-3 rogos
10. | 11 «g» | UHdopmaums 06 ycnosusx, Ha rogoeas | mHdopmauus 06 ycroBusx goro- | rog n (nepuog akTy- TekcToBOe onucaHue

KOTOPbIX OCYyLeCTBNAeTCA no-
CcTaBKa perynmpyembix ToBapoB
(pabor, ycnyr)

BOPOB 00 OKa3aHuM ycnyr no
nepeaaye SNeKTPUYECKOit SHEp-
T

TUNOBble (POPMBbI JOrOBOPOB 06
oKasaHuu ycryr no nepenade
3NEKTPUYECKON 3HEPrUN

arnbHOM MHopmaLmm
Ha TekyLLyto aary)
Hanpumep: 2015

chopmar daiina - doc
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TUNOBbIE [OrOBOPbI 00 ocy-
LWECTBIEHUU TEXHONOTNYECKOro
NPUCOEaNHEHNA K 3NEKTPU4eCKnm
CeTam

MCTOYHMK odpmLmarbHoro onyo-
NMKOBaHWs! HOPMATUBHOIO Npa-
BOBOTO aKTa, perynvpytoLero
YCNOBMS 3TUX [OTOBOPOB

copmar cpaiina - doc

copmar chaina - pdf

rog n-1,n-2, n-3

CopiepxaHue nofpa3saena aHanorMyHo akTyansHOMY nepuogy

1.

11 «ev,
«e(1)»,
«e(2)»

WUHdopmaumsa o nopsake Bbi-
NOJIHEHMA MeponpPUATUIA, CBS-
3aHHbIX C TEXHONOrMYEeCKUM
NpUCOeAUHEHNEM K 3NEKTPUYE-
CKIM CETAM

lonoBoe

nepeyeHb 1 NopsifOK BbINOMHE-
HWS1 MEPONPUATUI, HEOBXOANMbIX
ANS OCYLLLECTBNEHMSI TEXHONOTU-
4eCcKoro NpUCOeaNHEHNS K 3NeK-
TPUYECKUM CETAM ANs puanye-
CKMX L

TekcTOBOE ONUCaHNe

nepeyeHb 1 NopsifOK BbINOMHE-
HWS1 MEPONPUATUI, HEOBXOANMbIX
ANS OCYLLLECTBNEHUSI TEXHONOTU-
4eCcKoro NpUCOeaNHEHNS K 3NeK-
TPUYECKUM CETSIM NS Lopuanye-
CKMX NnL

TekcTOBOE ONMCaHNe

BO3MOXHOCTb NMoJayn 3asBK1 Ha
OCYLLIECTBIIEHNE TEXHONOrMYe-
CKOTO MPUCOEANHEHUS 3HEPrO-
NPUHAMAIOLLMX YCTPONCTB NOTPe-
Buteneit aNeKTPUYECKON SHEPTN

TekcToBOE OnuUcaHme C CCbIfkoM Ha
NyHbI KAaBUHET ANst Noaum 3asBKu
B 3MEKTPOHHOMN chopme

nHopmaLms 06 OCHOBHbIX 3Ta-
nax obpaboTku 3asBOK topuanye-
CKUX 11 PU3NYECKNX NULL U MHAN-
BUOYarbHbIX NPenpUHAMAaTENel
Ha TEXHOMOr4Yeckoe Npucoeau-
HeHve

TekcToBOE ONMMUcaHve

HOpMaTKBHbIE NPaBOBbIE aKTbl

Ccbinku Ha hannosele NpeacTaene-
HWSI HOPMATUBHbBIX NPABOBLIX aKTOB B
JENCTBYIOLLEN pefakLmm

12.

11 «K»

MHdhopmaums 06 MHBECTULIMOHHBIX
nporpammax v otyeTax ob ux pea-
RENY

rogosas

OTYETI O BbINOMHEHUW FOfOBbIX
MraHoB KanuTanbHbIX BOXEHWI
11 pemMoHTa

rog n (nepwog akTy-
anbHo MHopMaLmm

Ha TekyLLyt aarty)
Hanpumep: 2015

(cokpaleHHoe HanmeHoBaHmue ObLye-
ctBa 6e3 npobena ¢ HUXHUM noayep-
knaHuem)_Otchet_kapzatrat_(nepuog
B (oopmarte rrrr)

(hOpMbI JOKYMEHTOB B COOTBETCTBUN
¢ npukasom MuHanepro Poccum ot
24.03.2010 Ne114 (npunoxexwe 7-
13)

MNaHbl KanuTanbHbIX BIOXEHUNA U

rog n (nepuog akTy-

(cokpateHHoe HaumeHoBaHue ObLye-

Mpwka3 Munanepro Poccum 06
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nnaHbl KANUTaIbHOro PEMOHTa

anbHO MHopMaLmK

ctBa 6e3 npobena ¢ HWKHUM nogyep-

YTBEPXKIEHNM MHBECTULMOHHOI Npo-

Ha TeKyLLyto aaTty) kueanuem)_Plan_ kapzatrat_(nepnog B | rpamMmbi;
Hanpumep: 2015 chopmare rrrr) ¢opmar cpaiina — pdf
ApxvB rog n-1,n-2, n-3 CopepxaHue noapasfena aHanornyHo akTyansHOMy nepuogy

13. ] 11 «3» WUHdopmaumsa o cnocobax npu- rogoeast | npaswra OCYLLEeCTBIEHUS 3aKy- rog n (nepuog akTy- chopmar cpaiina — pdf
obpeTeHusi, CTOMMOCTH 1 00be- noK anbHoW MHGopMaLmmn
Max TOBapoB, He0DXoaNMbIX Anst Ha TeKyLLyto aaTty)

OKa3aHust ycnyr no nepegaye anek- Hanpumep: 2015
TPOSHEPTUH rofoBast KOMANEKCHas nporpam- | rog n (Nepuos akTy- copmar caiina — pdf
Ma 3aKyrok; anbHoN MHGopMaLmmn
Ha TeKyLLyto aaTty)
Hanpumep: 2015
W3BELLEHMS O KOHKYpCax W 3akyn- | rof n (nepuog akTy- copmar caiina — pdf
Kax; anbHO MHopMaLmK
Ha TeKyLLyto aaTy)
Hanpumep: 2015
pesyrnbTaTbl 3aKyrnok; rog n (nepwog akTy- thopmart aiina - pdf
anbHO MHopMaLmK
Ha TeKyLLyto aaTty)
Hanpumep: 2015
ApxvB rog n-1,n-2, n-3 CopepxaHue noapasgena aHanorvyHo akTyansHOMy nepuogy

14. | 11 «u» WUHdopmauma o nacnoprax yenyr | - nepeyeHb ycnyr (MpoLeccos) npyu Ccbinku Ha coseTytowmin pasgen «Mo- | B cootsetcTBuM ¢ EAuHbIMK CTaH-
(npoueccoB) cornacHo eanHbIM TEXHOMOTMYECKOM NPUCOeaNHe- Tpebutensamy» AapTamu  kauyecTBa 0BCryXuUBaHWS
CcTaHgapTam kayecTsa 06CcnyxmBa- HIK CETEBbIMM OpraHu3aLusamMu notpedu-
HWsl CETEBLIMI OpraH13aLmMsaMi nepeyeHb BCEX ycnyr (npovec- Ccblrnky Ha CoBeTYyIoLWMiA pasaen «Mo- | Teneit ycnyr ceTeBbIX OpraHu3aLyi,
notpebuTenen ycnyr ceTeBbIX Op- COB) NMpM Nepefaye anekTpuye- Tpebutenamy» TunoBbIMM MmacnopTammu ycnyr (npo-
raHu3aumi CKOW 3HEeprum L|eccoB)

nepeyeHb BCEX ycnyr (npovec- Ccbinku Ha coseTytowwmin pasgen «[o-
COB) MO KOMMEPYECKOMY YYEeTY Tpebutensamy»

15. ] 11 «k» WUHdopmaumsa o nuuax, Hamepe- | - UHdopMaLms 0 nuuax, Hamepe- dopma [OKyMeHTa B COOTBETCTBUAU C
BalOLWMXCA NepepacnpeaenuTb BalOLLMXCA Nepepacnpesenuthb chopmoii 15 npunoxennst Ne6 HacTo-
MaKCUManbHY MOLHOCTb Mpu- MaKCUMaIbHYH MOLHOCTb Awwmx CtaHLapToB.

HagnexaLmx UM SHepronpuHUMa- WHdopmaums nognexut  onybnuko-

IOLLIMX YCTPOWCTB B NOMb3Y UHbIX BaHWIO B TeueHue 5 pabounx gHel co

nmy [Hs ONyYeHNs 3asBneHns OT Nuua;
chopmar dhaina - xlsx

16. | 11 «» WHdopmaums o kavecTse obeny- WHopMaLms 0 kayecTBe obCny- WHdopmaums pasmellaetcs B pas-

XnBaHUS NoTpebuTeneit yenyr

KnBaHUS NoTpebuTEneil yenyr

Aene noTpeGuUTENsM B COOTBETCTBIM
C eQMHbIM CTaHAaPTOM KayecTsa
06CnyXMBaHWS CETEBbIMM OpraHn3a-
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LmsMu noTpebuTeneit ycnyr ceTesbIx
opraHu3aumi.

17. | 11 «m» | VHdopmauus 06 o6beme u cTom- Mecsy- | mHdopmauus 06 obbeme u cTon- | Mecsl n roga n (ne- (cokpalueHHoe HanmeHoBaHue Obwe- | dopma JoKymMeHTa B COOTBETCTBUN C
MOCTU 3NEKTPUYECKON SHEPTIN Has MOCTU 3NEKTPOIHEPTUM AN KOM- | PUOL aKTyamnbHOM ctBa 6e3 npobena ¢ HUXHUM nogyep- copmoit 16 npunoxeHus Ne6 HacTo-
(MoLLHOCTH) 33 pacyeTHbI neproa, nexcaLmm notepb MH(OpMaLmMK Ha Te- knsaHuem)_Komp_Poter_(nepuoa B Awmx CtangapTos, hopmart daiina -
Np1OBPETEHHOI MO OrOBOPY Kyn- KyLLyto faTy) thopmare MMIrTIT) xlsx
NU-NPOAAXMN (MOCTaBKM) ANEKTPH- Hanpumep: sHBapb
4eCcKomn aHeprM (MOLLHOCTM) B Lie- 2015 roga
NAX KOMMEHcaLuW noTepb SNeKTpu- rog n-1,n-2, n-3 Mogpasgens (rogbl) BKMoYatoT B cebst nogpasaens (Mecsibl)
YeCKOW SHeprm Apxus mecaubl n—1,n-2,n- | CogepxaHue nogpasfena aHanoruyHo akTyanbHOMY nepuogy
3 rogoB
PACKPbITUE UHOOPMALIMKU CETEBOU OPTAHU3ALUEW, BbINOJNTHAKOLWEW ®YHKLWA TAPAHTUPYIOLLEMO MOCTABLUUKA
Ne n/n HaumeHoBaHue noapasgena nepuo- Mepuop pasmelleHus CopepxaHue nogpasaena (Haume- TpeboBaHue k AOKYMeHTY, chaiiny u nogpasgeny
Cran- BUYHOCTbL | MHdOpMaLmMn 1 apxuBa HOBaHWe AOKYMEHTOB)
paprta
1. 9 «a» loposas vHaHcoBas (ByxranTep- rofosast rog n (nepuog akTyans- rogoBas byxranTepckas OTYETHOCTL | chopMa JOKYMEHTa B COOTBETCTBMM C npuka3om MundguHa Poc-
Ckas!) 0TYETHOCTb, ayAUTOPCKOE 3a- HOW MHOpMaLMK Ha cum ot 02.07.2010 NeG6H;
KntoueHme TeKyLLyto aaty) 3aBepeHue NeyaTbio OpraH13aLmm 1 NOAMMUCHI0 PYKOBOAUTENS;
Hanpumep: 2015 topmar chaina - pdf
ayaUTOPCKOE 3aKIiodeHne no uHaH- | hopMa JOKYMEHTa B COOTBETCTBMM C npuka3oM MuHduHa Poc-
COBOW (DyxranTepckoil OTYETHOCTH) cum ot 20.05.2010 Nod6H;
3aBepeHue NeyaTbi U NOANUCHI0 ayanTopa;
topmart cpanna — pdf
rog n-1,n-2, n-3 CopepxaHue noapasgena aHanorMyHo akTyansHOMy nepuogy
3. 9 «r» WHdbopmaLms o npeanoxeHun pas- rogoBsas rog n (nepwog akTyanb- npeanoxeHue 0 pasvepe LeH (Ta- | — thopma JOKYMEHTa B COOTBETCTBUM C [OCTaHOBNEHM-
Mepa LieH (TapudoB), LONTOCPOYHBIX HO¥ MHGpopMaLK Ha pucoB) em Mpasutensctaa PO ot 21.01.2004 Ne24 (npunoxeHue K
napameTpOB PETYNMPOBAHMS! TEKyLLYI0 faTy) CraHaapTam packpbITUsi MHGOpMaLMmn CyObekTammn ONTOBOTO
Hanpuwmep: 2015 PO3HUYHBIX PbIHKOB)
rog n-1, n-2, n-3 CopepxaHue noapasgena aHaoryHo akTyarnsHOMY nepuogy
4. 20 «a» MHopmaLms o LeHe Ha anekTpude- | rogosas rog n (nepvog akTyanb- packpbITve MHGopMaLum cybbekTa- - thopma JOKYMEHTa B COOTBETCTBUM C Npukasom OCT
CKYK0 3Hepruio, auddepeHLMpoBaH- HOV MHGopMaLK Ha MM €CTECTBEHHbIX MOHOMONWIA, KOTO- | Poccim ot 24.10.2014 Ne1831-a (npunoxenus 5);
HOW B 3aBMCMMOCTW OT YCIOBUA, TEKyLLYI0 faTy) PbIM NPUCBOEH CTaTYC rapaHTUpyo- — 3aBepeHMe NMeyaTbio OPraH13aLyi 1 NOANMCHIO PYKO-
OnpefesneHHbIX 3aKoHO4ATEeNbLCTBOM Hanpumep: 2015 LLiero nocTasLUmKa BOAUTENS;
Poccuiickoin (Deﬂ,epaLWIVI. — dpopMaT (baﬁna - pdf
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rog n-1, n-2, n-3 CopepxaHue nogpasfaena aHanoryHo akTyansHOMy nepuogy
7. 20 «r» WHdopmaums 06 obbeme hakTve- | MecsiuHas | Mecsy nroga n (nepuog | MHdopmauus o6 obbeme aktuuye- | dopmart daiina - pdf
CKOTO MONE3HOT0 OTMyCKa 3NeKTPo- aKTyanbHOM MHEOPMALMK | CKOTO MONE3HOT0 OTNycKa 3MeKTpo-
3HEPr N M MOLLHOCTM MO TapUHBIM Ha TekyLLyto aarty) 3HEPrN N MOLLHOCTY
rpynnam B paspese TeppuTopuans- Hanpumep: auBapb 2015
HbIX CETEBbIX OpraHW3aLui no ypos- roga
HAM HanpspKkeHus. rog n-1, n-2, n-3 Mogpasgens (rogbl) BKMOYaKOT B cebs noapasaens! (Mecsupbl)
mecsubl n = 1, n-2, n-3 CopepxaHue nogpasaena aHanorvyHo akTyanbHOMy Nepruoay
rofos
8. 20 «g» | WHdopmaums o pacuete Heperynu- | MecsuHas | mecsu nropan (nepuog | pacyeT Heperynupyemoi coctaens- | popmart danna - pdf
pyemoil COCTaBnsiolWen B CTaBke aKTyanbHOM MHchopMaLmMn | 1oLein B CTaBke MOKYMKM MOTepb
MOKYMKW NOTEepb 3NEKTPO3IHEPrUM 1 Ha TeKyLLyto aarty) 9NEKTPO3HepriM 1 koapuumeHTa
koadbduumenTa 6eTa (LONW NOKynku Hanpumep: auBapb 2015 | 6eTa (Zonw nokynku noTepb Mo pery-
noTepb N0 PErynupyemMoi LieHe). roga NMpyeMoi LieHe)
rog n-1,n-2, n-3 Mogpasgens (rogbl) BKMOYaOT B cebs nogpasaens! (Mecsibl)
mecsubl n =1, n-2, n-3 CopepxaHue nogpasgena aHarnor1yHo akTyanbHOMy Nepruoay
rogos
9. 20 «K» VHdopmauns 0 BennuMHe YCTaHOB- | akTyarbHas WH(OPMALMA O BeNWYMHE YCTaHOB- | MHdopmauus nognexut onybnukoBaHmio B TeyeHun 30 aHen co
NEHHON coLmarnbHoi HOpMbl MoTped- | MHGopma- NEHHON CoLManbHON HOpPMbl MOTPED- | AHS MPUHATUS peLLeHnst 06 YCTaHOBMEHWM COLMAMNbHON HOPMbI
NEeHNs  3MEeKTPUYECKON  3HepruM | Lms Ha NEHNs  3MEKTPUYECKON  3HepruM | MoTpebneHus anekTpUYeckoi aHeprum (MOLLHOCTH) B CybbekTe
(MowHoCTM)  Aons  rpynn AOMOXO- | TeKyLLyHo (mMoLHoCTH) Po
391CTB W TUMOB XUIbIX NOMELLEHUI party nonoxeHue o6 yctaHoeneHun u npu- | opmart anna — pdf
B TeveHuu MEHEHUM CoLMarnbHOM HOpMbI 115
30 gHem co OTAENbHbIX KaTeropuit noTpebutenen
AHA NPUHA- YCroBUS  MPUMEHEHUS  COLManbHOM
TS pelle- HOpMbI A1 Tpynn AOMOXO3SIACTB W
H1s TUMOB XUIbIX MOMELLEHWIA
Cnyyan HenpuMEHeHWs CcoLWarnbHOM
HOPMbI W LeHbl (Tapudbl) Ha anek-
TPUYECKY0 JHEPIUIO (MOLLHOCTD)
10/ 22 «a» WHdbopmaums o pasmepe perynupy- | MecsuHas | Mecau n roga n (nepuog Pasmep perynupyemolt cObIToBOW | HaumHas ¢ pacyeTHOro nepuoga, ¢ KoToporo cobiToBble Hagbas-

eMoi cObITOBOM HaabaBku C ykasa-
HMEM peLUEHUs  YMONHOMOYEHHOrO
opraHa 06 ycTaHoBneHun Tapuda,
paccy1TaHHble rapaHTUPYHOLLMM
nocrasLmkoM B cooteetcTBum ¢ Oc-
HoBamMK LieHooOpa3oBaHust B obna-
CTW perynupyembix LieH (Tapudgos) B
3NEKTPOIHEPreTUKe

aKTyarnbHOM UHopMaLm
Ha TekyLLyto aary)
Hanpumep: susapb 2015
roga

HanbaBku

KW rapaHTUpYIOLLMX NOCTaBLUMKOB onpedenstoTcs B Buae dop-
Myl

rog n-1, n-2, n-3

Mogpasgenbl (rogbl) BKMOYAKOT B cebs noapasaens! (Mecsupbl)

mecsaubl n =1, n-2, n-3
roaoB

Cop,epmane nogpasgena aHanoru4Ho akTyanbHOMY nepuoay
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1. 22 «6» | WHcbopmaums o npepenbHbiX ypoB- | MecsuHas | mecsu nropan (nepuog | AaHHble O MPEdEeNbHbIX  YPOBHSX | — hopma JOKYMEHTa B COOTBETCTBIW C (HOPMOM, YTBEP-
HAX Heperynupyembix LeH Ha anek- aKTyanbHoM MHopMaLMK | Heperynpyembix LieH Ha anekTpuye- | xaeHHoi noctaHosneHuem MpasutenscTea Poccuitckoil Gene-
TPUYECKYIO SHEPT0 (MOLLHOCTL) B Ha TekyLLyto aarty) CKYI0 3HEpPruio (MOLIHOCTb) W UX CO- | pauum ot 29.12.2011 Ne1179;
COOTBETCBYIOLLEM PACYETHOM Nepu- Hanpumep: auBapb 2015 | ctaBnsmowmx _
oge, AvddepeHLMpoBaHHbIE MO roga
LLeHOBbIM KaTeropusm rog n-1, n-2, n-3 Mogpasgens (rogbl) BKMOYaKOT B cebs noapasaens! (Mecsupbl)
mecsupl n — 1, n-2, n-3 CopepxaHue nogpasaena aHanorvyHo akTyanbHOMy Nepruoay
rofos
12. 22 «r» WMHdbopmaums o ueHax n obbemax | MecsuHas | mecsau nrogan (nepuof | LeHbl M 06beMbl kaxaoro ceobogHo-
3NEKTPUYECKON  SHEPTN  KaKaoro aKTyanbHOM MHopMaLun | ro AOroBOpa Kynnn-Npoaaxu
cBobogHoOro  gorosopa  Kymnu- Ha TeKyLLyto AaaTy)
NpoZaxw NEKTPUYECKON SHEPruK Hanpumep: sHBapb 2015
roga
rog n-1, n-2, n-3 Mogpasgens (rogbl) BKMOYAKOT B cebs noapa3saens! (Mecsubl)
mecsusl n— 1, n-2, n-3 CopepxaHue noapasgfena aHanornyHo akTyansHOMy nepuoay
rogos
13. 22 «g» | WHopmaums 06 OCHOBaHMAX Ans | akTyanbHas OCHOBaHWs Ans BBefeHus nonHoro 1 | ®opmart cainna - pdf
BBEJEHWS MOSHOTO 1 (UK) YacTU4HO- | MHAopMa- 4aCTUYHOTO OrpaHNYeHUs
0 OrpaHWyeHust pexuma notpebne- | Lms Ha
HWS 3NEKTPUYECKON SHEPTUM TEKYLLYt0
paty
14 22 «<x» | WMHopmaums o noyacoBbix obbemax | MecayHas | mecsauynrogan (nepuog | pakTW4eckMn  MOMesHbld  OTMYCK
NPOAaXN  3NEKTPUYECKOW  3Heprum aKTyanbHOM MHEOPMaLMN | SNEKTPUYECKON SHEPriM (MOLLHOCTY)
(MowWHOCTY),  NpOM3BEAEHHON  Ha Ha TekyLlyto aary) notpebuTtensm
KaxaoMm KBanmuLMpOBaHHOM reHe- Hanpumep: sHBapb 2015
pupyloLiemM 0ObekTe, TOYKM MOCTaBKM roga
KOTOPOro PacnosfioxXeHbl B 30He Aes- rog n-1,n-2, n-3 Mogpasgens (rogbl) BKMOYaOT B cebs nogpasaens! (Mecsubl)
TEMbHOCTW  rapaHTupytoLLero  no- mecsubl n = 1, n-2, n-3 CopepxaHue nogpasgena aHarnor1yHo akTyansHOMy nepruoay
CTaBLUMKa rogoB
15. 23 «a» WHdopmaums 06 obbemax nokynku | MecsyHas | mecsiy nrogan (nepuod | obbembl  MOKYMKA — 3MEKTPUYECKON
9NEKTPUYECKON 3HEeprim (MOLLHOCTH) aKTyarbHOM UHOpMaLMKU | 3Heprum (MOLLHOCTH), NOCTaBLUMKN,
Ha PO3HUYHOM PbIHKE 3NEKTPO3HEp- Ha TeKyLLyto aaTty) 06beMbI NOCTaBKM, LieHbI
v Hanpumep: susapb 2015
roga
rog n-1, n-2, n-3 Mogpasgens (rogbl) BKMOYAKT B cebs noapasaens (Mecsubl)
mecsupl n =1, n-2, n-3 CopepxaHue nogpasgena aHanornyHo akTyarnsHOMY nepuogy
rofos
16. 23 «O» WHdopmaums o daktnyeckom no- | MecsyHas | mecsiy nrogan (nepuog | hakTMYeckuid  MOME3HbI  OTMyCK

JIE3HOM  OTnycCke SﬂeKTpI/NeCKOVI

aKTyarnbHOW HdopmaLmu

ANEKTPUYECKON SHEPTMN (MOLLHOCTM)
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3Heprum (MOLLHOCTM) noTpedbutensm

Ha TeKyLLyto aaTty)
Hanpumep: sHBapb 2015
roga

notpebutensam

rog n-1, n-2, n-3

Mogpasgens (rogbl) BKM0YatoT B cebs nogpasaens! (Mecsibl)

mecsaubl n =1, n-2, n-3
roaoB

CopiepxaHue nofpasaena aHanorMyHo akTyansHOMY nepuoay




Mpunoxexne Ne7
k CTaHgapTam kavecta 06CnyxvBaHns
notpebutenen ycnyr

KNACCU®UKALNOHHBIE rPYNMbI MO TEMATUKAM OBPALLEHUIA

Ne TemaTuka Moaremsbl (Bonpockl) Onucanue
ObpallieHrie OPUANYECKOTO NULA /r3nyeckoro nu-
lpucoeanHeHe BnepBble BBO-
La/vHaMBMayanbHOro npeanpyHAMaTens no Bonpocam
OUMbIX  3HEPronPUHUMAIOLLNX
CTpOWCTR TEXHOMOMMYECKOro MpucoeauHeHns obbekTa(os), He
y NPUCOEANHEHHOTO paHee K cetam ObLiecTea
MpucoeanHeHne paHee npuco- | ObpalleHne topuanyeckoro nuua /dpusmyeckoro nu-
€OVHEHHbIX  3HEepronpuHUMalo- | La/MHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
LMX YCTPOWCTB C YBENUYEHUEM | YBEMUYEHUS MOLYHOCTW paHee NPUCOEAMHEHHOTO K
MOLLHOCTM cetam ObulectBa 06beKTa(0B).
ObpallleHrie OPUANYECKOTO NULA /prU3nN4eckoro niu-
lMpucoeanHeHne B OTHOLLEHUM
La/vHaMBMAYyanbHOro NpeanpyHAMaTens no Bonpocam
paHee NpUCOEAMHEHHbIX 3Hep-
. W3MEHEHWNS KaTeropun HaAeXHOCTU dneKTpocHabxe-
ronpuHUMatoLLmMX ycTponcTs 6e3 .
HWS, TOYKWN NPUCOEAMHEHNS, BUAbI NPOM3BOACTBEHHOM
YBENNYEHNS MOLLHOCTH, BREKy-
[EATENbHOCTU, HE BreKyllMe NepecMmoTp npucoeau-
liee M3MEHEHMEe CXeMbl BHELL- .
HEHHOW MOLLHOCTM, HO U3MEHSIIOLLME CXEMY BHELLHEro
Hero 3neKTpocHabXeHus
CTDOICTB 9NEKTPOCHabXeHUs  TakuX  SHEPronpUHUMAatOLLUX
yerp YCTPOUCTB.
ObpalLeHve HpUaNYECKOTO LA /MHAMBMAYANbHOIO
npeanpuHMMaTens no BOMPOCaM  TEXHOMOrMYEeCKoro
NPUCOEANHEHNS SHEPTOMPUHUMAIOLLMX YCTPOWCTB Mo-
lMepepacnpenenexne MOLLHOCTY ;
CpeacTBOM  NepepacrnpesenieHns  NpucoeayHEeHHON
MOLLHOCTW Mexay IOpUAMYECKAMM NULAMU U UHOMBK-
AyanbHbIM1 NpeanpUHUMATENSMM
1 TexHonoruyeckoe ObpalleHrie  OPUANYECKOTO  NLA/PU3NYECKOTO -
* | novicoenvnenme | BOCCTaHOBMeHWe paHee BblaaH-
pucoen La/MHaMBMAYanbHOrO npeanpyHAMaTens no BOMpPocy

HbIX [JOKYMEHTOB MO TEXHOMOMU-
yeckomy npucoeanHeHuo (oy6-
nukatbl TY, akToB)

Bblgaum aybnukaToB paHee BblAaHHbIX JOKYMEHTOB MO
TEeXHoMornyeckomy npucoeguHeHuto (TY, aktos) B cny-
yasix yTpaTbl paHee BblOaHHbIX

MpoaneHne wnnM  U3MEHEHUE

TEXHUYECKMX YCNOBMI

OBpalleHrie  OPUANYECKOTO NLA/PM3NYECKOTO -
La/MHaMBMAaYanbHOrO npeanpyHAMaTens no BOMpocy
npoaneHus cpoka aencTeus TY, ecnu 3asBUTENEM He
BbINOMHEHbl MEPONPUATAS W Ha AaTy OKOHYaHUS WX
CpoKka AEMCTBMS UMEETCS TEeXHMYeckasi BO3MOXHOCTb
TEXHOMOTMYECKOro NPUCOEANHEHMS, UK U3MeHeHus TY

WcnonHeHne porosopa 06 ocy-
LeCTBNEHNN TEXHOMOTMYECKOTO
NPUCOEANHEHMS

OGpalleHne topuanyeckoro nuua/cusnyeckoro nu-
La/MHAMBUOYaNbHOTO MpeanpuHUMaTENs Mo BOMPOCY
MCNONHEHNS 4OroBopa 00 OCYLLECTBNEHNN TEXHOMOMM-
4eckoro NPMCOeAMHEHMS, B TOM Yncre ucnomnHeHue TY,
NpOBEAEHNE 0CMOTpA

OBpalyeHre OpUANYECKOro nnLa/M3NYeckoro nu-

[Mnata 3a  TexHomnoruyeckoe

La/vHaMBMAYanbHOro npeanpyHAMaTens no BOMpPocy
NpUCOeanHeHNe

nnatbl 3a TEXHOMOTMYECKOE NPUCOEANHEHMS

ObpalueHue topuanyeckoro nuua/dusnyeckoro nu-
[lokyMeHTbI N0 TeXHomornye- paL PYA alcp

CKOMY MpUCOeaNHEHNO  (aoro-
Bop, TY, aKThbl)

La/MHAVBMAYarnbHOrO MpeanpuHAMaTeNst No BOMPoCy
MONYYEHUs JOKYMEHTOB MO TEXHOMOrMYECKOMY NPUCO-
EAVHEHMIO
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ObpalleHe  PUANYECKOTO  NWLA/MHANBMAYANBHOIO
npeanpuHAMAaTEns No BO3BPATy AEHEXHbIX CPEACTB,
paHee ynnayeHHbIX MO A0roBOpy 06 OCYLECTBREHWM
TEXHONMOTMYECKOTO MPUCOEANHEHNS, 3a 06bEM HEBOC-
Tpe6oBaHHON NPVUCOEOMHEHHON MOLLHOCTM 3asBUTENS.

Bbigaya [OKYMEHTOB MO TEXHO-
NIOTUYECKOMY  MPUCOEANHEHMIO
(TY, akToB, paspeLLeHui) npu
CMeHe cobCcTBeHHMKa 06bekTa

ObpalligHrie  OPUANYECKOTO  NLA/DM3NYECKOTO M-
La/MHAMBMOYaNbHOTO NPeanpuHMaTEns no BOMpocam
NnonyyYeHns AOKYMEHTOB NpK CMeHe COOCTBEHHMKA, 3a
UCKMIOYEHNEM BOCCTAHOBMEHWE paHee BbldaHHbIX A0-
KYMEHTOB MO TEXHONOTMYECKOMY MPUCOEOMHEHNIO B
Cnyvasx yTpaThl paHee BblfaHHbIX

Bblgava uHopmauun no npu-
coeauHeHno  obbekTa  Kanw-
TanbHOro CTPOUTENLCTBA

3anpoc opraHoB MECTHOrO CaMOyMpaBmneHIst Unu npa-
BoOGnagatens 3eMenbHbIX Y4acTKOB O Bblgadye WH-
(hopmaLLmn Mo NOAKMHYEHNIO CTPOSILLMXCS, PEKOHCTPY-
NpyeMbIX MMM NOCTPOEHHbIX, HO HE MOAKMOYEHHbIX
06BEKTOB KanuUTanbHOrO CTpouTensbcTea K cetam O6-
lecTea

Mpoumre BOMpOChI MO TEXHOMOM-
4eCKOMY MPUCOEANHEHMIO

OBpalleHre topuanyeckoro nuua /dusnyeckoro nu-
La/MHAMBMAYanNbHOrO MpeanpyHAMaTens no npoyvm
BOMPOCaM MO TEXHOMOrNYECKOMY NPUCOEAUHEHWNO, HE
BOLUEALIMM B NEPEYEHb

lNepenaya anek-
TPUYECKON SHEp-
mm

KauecTBo anekTpu4eckoil aHep-
rn

ObpalllgHrie OPUANYECKOTO NULA /prU3nNyeckoro niu-
La/MHAMBMOYaNbHOTO MPeanpUHUMATENs No BOMpPoCaMm
KayecTBa ANeKTPOIHEPrnN

3akntoueHne [orosopos 06 oka-
3aHUM ycnyr no nepegave anek-
TPO3HEPrUM

ObpaLleHre topuanyeckoro nuua /dusnyeckoro nu-
La/MHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
3aKmniyeHns AoroBopoB 06 Oka3aHuM yCryr no nepe-
[la4€ 3NeKTPO3Heprum

Xuwe-
HWEe/HeCaHKLUMOHMPOBaHHOe  Mo-
Tpebnexue ANEKTPUYECKOM
SHepruun

ObpalllgHrie OPUANYECKOTO NULA /PU3nN4eckoro niu-
La/vHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
XWLLEHNS/HECAHKUMOHMPOBAHHOMO MOTPebNeHns anek-
TPUYECKOW 3HEPTUM (B TOM Yuncne coobLueHus no npea-
nonaraemomy (akTy XWLieHUs/HECaHKLNOHMPOBAHHOIO
notpebrnexns)

XulleHne oObEKTOB 3MneKkTpoce-
TEBOro X035MCTBa

ObpalleHre tOpMaNYECKOro nuua /dusnyeckoro nu-
La/vHAaMBMaYyanbHOro NpeanpyHAMaTens no Bonpocam
XMLLEHNST OOBEKTOB 3MEeKTPOCETEBOrO X03AnCTBA (B
TOM uucne CoobLyeHus no npeanonaraeMomy cakTy
XVLLEHUS)

AxTbl 6e3yyeTHoro/ 6e3noroBop-
HOrO NOTPEeOneHns  3nekTpo-
SHeprumn

OGpalieHne topuandeckoro nuua /duandeckoro nu-
La/MHaMBMayanbHOro npeanpyHAMaTens No BOnpocam
BbICTABMEHHbIX aKTOB  6e3y4eTHOro/6e3noroBopHOro
noTpebneHns aneKTpPoHeprum

MaTepuancHbin yuwept

OGpalieHne topuandeckoro nuua /duanveckoro nu-
La/MHAMBMAYaNbHOrO NPEANPUHUMATENS - KOHEYHbIX
noTpebutenen 3SNeKTPOIHEPTMM W 3HEProcObITOBLIX
KOMNaHWA No BOMPOCaM KOMMeHcaLmuy MaTepuarnbHoro
yliepba yObITKOB, BO3HUKLINX B pe3ynbTaTe Heucnos-
HeHus1 (HeHafnexallero UCNOoMHeHust) ycnyr no nepe-
[ave dNeKTPO3IHEepruu.

Onnata ycnyr no nepegaie
9NEKTPOIHEPTUN

ObpalLeHve topuanyeckoro nuua /uandeckoro nu-
La/MHAMBMAYanbHOro NpeanpuHAMaTens no Bonpocam
onnatbl ycnyr no nepeaave 3nekTpo3Heprum

Tapudbl, Nbrotel Ha anekTpo-
3Hepruo

ObpalleHve topuanyeckoro nuua /usnyeckoro nu-
La/MHAaMBMaYanbHOro NpeanpuHAMaTens no Bonpocam
YCTAHOBMEHHBIX TAapUdOB W NbroT Ha nepegavy dnek-
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TPO3HEPrUM

Mpoune BOMpOChI MO Mepefave
ANeKTPOHepriK

ObpalligHrie OPUANYECKOTO NLA /ranyeckoro nu-
La/MHAMBMOYANbHOTO MpeanpuHUMaTEns Mo npoyvnMm
BOMpOCaM MO nepefade 3MeKTPOIHEPTUKM, He Bollesd-
UMM B NEpeYeHb

OTkntoueHne
3NEKTPUYECKON
SHeprum

ABapuitHoe OTKIIOYeHNe

OBpalueHre topuanyeckoro nuua /gusnyeckoro nu-
La/MHaMBMAYanbHOro MpeanpyHAMaTens no BOMPoCy
OTKIMKOYEHNS! ANEKTPOIHEPTUM, MO (haKTy MPOBEPKN KO-
TOPOro OTKMKOYEHWe 3apPerucTpUpPOBaHO Kak aBapuitHoe

ObpalligHrie OPUANYECKOTO NULA /PU3NYECKOrO -
La/MHAMBMOYaNbHOTO NpeanpuHMaTens ¢ 3anpocoM
9KCTPEHHOrO OTKITOYEHMS ANEKTPOCHAOKEHNS B Criyyae
aBapUMHbBIX CUTYyaLui

OBpalueHre topuanyeckoro nuua /gusnyeckoro nu-
La/MHaMBMAYanbHOro MpeanpyHAMaTens no BOMPoCy
OTKIKOYEHNST 3NEKTPOIHEPTMM, MO haKTy MPOBEPKN KO-
TOPOro OTKIKOYEHME 3apPErMCTPUPOBAHO KaK NnaHoBOe

ABapUINHO-3KCTPEHHOE  OTKITHO-
YeHne

lnaHoBoe OTKMIYEHNE
OrpaHuyeHre (Npekpalwe-
HWe)/BOCCTAHOBNEHNE — NOAAYM
9NEeKTPOSHEPrMM MO 3asiBke

3HeprocObITOBOM OpraHM3aLmm

ObpalllgHrie OPUANYECKOTO NULA /pranyeckoro niu-
La/vHaMBMAYyanbHOro  npeanpuHuMaTtens  (KOHeYHoro
noTpebuTens aneKkTPOSHEPrUM N COLITOBOM OpraHu-
3auuM) Mo BOMPOCaM OrpaHUYeHUst (MpekpaLleHus)
BOCCTAHOBNEHWS NOLAYM 3MEKTPOSHEPTAM MO 3asiBKe
9HeprocObITOBOM OpraHM3auun (B TOM 4ucne 3asiBka
9HeprocObITOBOM OpraHm3aLm)

lMpoune BOMPOCHI NO OTKMOYeE-
HWAIM 3NEKTPO3HEPriK

ObpallleHrie OPUANYECKOTO NULA /prU3nN4eckoro niu-
La/MHAMBMOYANbHOTO MpeanpuHUMaTEns Mo NpoyvnM
BOMpOCaM MO OTKMIOYEHMAM 3MEKTPOSHEPTUM, HE BO-
LEeALNM B NepeyeHb

TexHundyeckoe 06-
CnyxmBaHue
3NeKTPOCETEBbIX
006bekToB

O6cnyxwBanue J19M, TM (B Tom
unMcne  3ameHa/pemoHT - ornop,
3ameHa NpoBOza, M30MSTOPOB, U
T.0)

OBpalleHre topuanNYeckoro nuua /dusnyeckoro nu-
La/MHaMBMaYanbHOro npeanpyHAMaTens no BOMpocy
obcnyxuanus J13MM, Tl (B TOM yncne 3ameHa/pemMoHT
onop, 3ameHa MpoBOAaA, M3ONISTOPOB, MepekmnyaTe-
nen, 3ameHa BBogda M T.4)

Pacunctka tpacc J1901

ObpalleHre topraNYECKOro nuua /dusnyeckoro nu-
La/MHaMBMAaYanbHOrO npeanpyHAMaTens no BOMpocy
pacuuctkn Tpacc JIOI (B ToM uucne OT ApeBeCHO-
KYCTApHMKOBOW pacTUTENBHOCTH)

CornacoBaHye rpaukoB BbIBO-
Aa obopynoBaHus U3 aKcmnya-
Tauum

OGpalieHne topuandeckoro nuua /duanveckoro nu-
La/MHaMBMayanbHOro npeanpuHAMaTens no BOMPOCy
COrnacoBaHus rpacukoB BblBoga 00opyfoBaHus W3
aKcnnyartauum

Mpoune BOMPOCHI TEXHUYECKOTO
obcnyxmBaHns

ObpalleHre OpMANYECKOTO NuA /PU3NYecKoro mnu-
La/MHAMBMAYaNbHOrO MpeanpyHAMaTens no npoyvm
BOMPOCaM TEXHUYECKOro OOCMYXMBaHWUS, HE BOLea-
UMM B NepeyeHb

Kommepueckui
YYeT 3NeKTpo-
3Heprum

YcTaHoBKa/3ameHa npubo-
poB/monycka B JKCMIyaTaumio
y4eTa 3NeKTPUYECKON SHEPTUN

OBpalyeHre topuanNyeckoro nuua /uanyeckoro nu-
La/vHaMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
YCTaHOBKM, 3ameHbl MPpUOOPOB Yy4yeTa 3MEKTPUYECKON
SHEpru, Jonycka yCTaHOBMEHHOro npubopa ydyeTa B
aKcnnyartaumio

PeMoHT npubopoB yyeTa anek-
TPUYECKOI SHEeprim

OBpaLyeHre topuanyeckoro nuua /usnyeckoro nu-
La/vHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
peMOHTa NprUbOPOB y4eTa ANEKTPUYECKOI SHEPTUM

CHsTue nokasaHwit nepeg fge-

OBpalueHre topuanyeckoro nuua /gusnyeckoro nu-




MOHTaXeM NpnubopoB y4eTa
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La/vHAMBMAYanbHOro NpeanpyHAMaTens no Bompocam
CHATWS MOKa3aHWA CyLlecTBytoLero npubopa ydeta,
OCMOTP €r0 COCTOSIHUS M CXEMbI MOAKMIOYEHUS 40 €ro
[EMOHTaXa B LieNnsX 3aMeHbl, PEMOHTA UMK MPOBEPKY
npubopa y4eta

CornacoBaHue MecTa yCTaHOBKM
npubopa yuyeta

ObpalligHrie OPUANYECKOTO NULA /r3nyeckoro niu-
La/MHAMBMOYaNbHOTO NPeanpuHMMaTEns no BOMpocam
COrMacoBaHNs MecTa YCTaHOBKM npubopa yyera, cxe-
Mbl NOOKMT0YEHNS Npubopa y4eTa 1 UHBIX KOMMOHEHTOB
U3MEPUTENBHBIX KOMMMEKCOB M CUCTEM YYETa, a Takke
METPOMNOrMYECKNX XapakTepucTuk npubopa yyeta

O6cnyxuBaHue npubopos yyeTa

OBpalueHre topuanyeckoro nuua /gusnyeckoro nu-
La/MHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
obcnyxuBaHus NpubOPOB y4eTa JNEeKTPUYECKON dHEp-
mm

KoHTponbHble nokasaHust npy-
Bopa yyeta

ObpalllgHrie OPUANYECKOTO NUUA /r3nyeckoro nu-
La/MHAMBMOYaNbHOTO MPpeanpuHUMaTENs no BOMpocam
CHSATWS| KOHTPONbHBIX NOKa3aHWii NPUBOPOB y4eTa

ObpalllgHrie OPUANYECKOTO NULA /pranyeckoro niu-
La/MHAMBMOYaNbHOTO MPeanpuHMMaTENs No BOMpocam

Cuctema AMUC KY3
NPOEKTUPOBAHNS, MOHTaXa W BBOAA B SKCMyaTauuio
cuctembl AIUC KY3
ObpalleHre topuanyeckoro nuua /dusnyeckoro nu-
O6cnyxusaHne AUUC KY3 La/MHAMBMAYaNbHOTO NpeanpuHUMaTEns no Bonpocam

TexHnyeckoro obcnyxmsanng AUMC KY3

Onnarta ycnyr

ObpalllgHrie OPUANYECKOTO NULA /pranyeckoro nu-
La/MHAMBMAYaNbHOTO NpeanpuHUMaTEns no Bonpocam
onnaTtbl YCIyr KOMMEPYECKOTO y4eTa 3NEKTPOSHEPrm

Mpoune BOMPOCHI KOMMEPYECKO-
ro yyeta

ObpalllgHrie OPUANYECKOTO NULA /PU3nN4eckoro niu-
La/MHAMBMOYANbHOTO MpeanpuHUMaTEns Mo NpoyvnM
BOMpOCaM KOMMEPYECKOro y4eTa, He BOLLEALLMM B ne-
peyeHb

[ononHuTenbHble
yemyru

N3meHeHne Tononmorun ceTeu
(CHATWE oOrpaHnYeHus no 3em-
Nenornb30BaHuio)

ObpalleHre topraNYECKOro nuua /dusnyeckoro nu-
La/MHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
N3MEHEHUs1 TONonorMn ceTen (NepeHoc onopbl, nepe-
HOC BBOAA, 1 T.4.)

PasButMe u TEXHW4Yeckoe 0O-
CNyXMBaHWE CETEN HapyXHOro
OCBeLLeHMs!

OGpalieHne topuandeckoro nuua /duanveckoro nu-
La/MHaMBMayansHOro npeanpyHAMaTens No BOnpocam
npoBefeHne W3bickaTenbCkux paboT, MoaroToBky npo-
eKTa HapYyXHOTO OCBELLEHWS, NPOBEAEHNE MOHTaXHbIX
pabot, obcnyxmBaHue W aKCMAyaTauMto CUCTEM
HapYXXHOro OCBeLLeHus, obecneyeHne aBToMaT4ecKo-
O BKMKOYEHWS W OTKIMKOYEHUS] YCTAHOBOK HapYXHOro
OCBeLLeHMs

BobinonHexne paboT, OTHeceH-
HbIX K KOMMETEHUUN 3asBuTens,
NPy OCYLLECTBIIEHUN TEXHOMOTU-
4ecKoro NpUCOeAUHEHUs (B TOM
uncne yenyra "TI nog kntou)

OGpalieHne topuandeckoro nuua /duandeckoro nu-
La/MHaMBMayansHOro npeanpyHAMaTens No BOnpocam
BbINOMHEHNS BCEX MEPONPUSTUN, KOTOPbIE 3aKpenneHbl
TEXHUYECKAMM YCIIOBUSMU 3a 3asiBUTENeM, Mpu OCy-
LEeCTBMEHMM NpoLedypbl TEXHOMNOMMYECKOro MpMCo-
e[MHEHNS

3KCI'IJ'IyaTaLI,VIﬂ, TEXHN4ecKkoe W

onepaTuBHoe  obcnyxuBaHue,
PEMOHT  3MEKTPUYECKUX CeTen
notpebutens, onepaTvBHO-

ancneTyepckoe ynpasneHune

ObpalLeHve topuanyeckoro nuua /uandeckoro nu-
La/MHaMBMaYanbHOro NpeanpyHAMaTens no Bonpocam
NPeLOCTaBNEHNS YCIyrM MO peanusauun Komnnekca
OpraHW3aLMOHHO-TEXHUYECKUX MEPOMPUSTUN MNaHOBO-
NpeaynpeanTenbHOro  Xapaktepa Mo NOAAepXaHuio
obopyfoBaHus B ucnpaBHOM W paboTocnocobHOM co-




95

CTOSIHIM, COOTBETCTBYIOLLEM TPeBOBaHMUAM TexHUYe-
CKOM JOKyMEHTaLMK, B TeYeHWe BCEro Cpoka SKCMiya-
TaLUmm

OHEeproayauT 1 3HEProcepBuC

ObpalligHrie OPUANYECKOTO NULA /pr3nyeckoro nu-
La/MHAMBMOYaNbHOTO NPeanpuHMMaTEns no BOMpocam
NPeAOoCTaBNEeHNs YCNyrn no oueHke 3HepronoTpebne-
HWUSt OOBEKTOB KNWEHTa, NOATOTOBKe MyaHa Meponpus-
TUA MO ONTUMM3ALMN SHEPronoTpedneHns, cocTasne-
HWIO 3HEPreTUYECKOro MacnopTa 1 BhIMOMHEHUIO MEPO-
MPUSTUIA NO ONTUMMU3ALMN SHepronoTpebneHus

[poeKTHO-M3bICKaTENbCKME  pa-
00Tbl N0 CTPOUTENLCTBY, PEKOH-
CTPYKUMM W NEepeBOOPYXEHNIO
0ObEKTOB SHEPreTUKM 3asBuUTe-
ns

ObpalligHrie OPUANYECKOTO NLA /pr3nyeckoro nu-
La/MHAMBMOYaNbHOTO NPeanpuHUMaTEns no BOMpocam
npejocTaBieHns ycryrn no NpOBESEHWMO MPOEKTHO-
n3bickaTenbCkux paboT, CTPOMTENbCTBY, PEKOHCTPYK-
LM 1 KOMMTEKCHOMY TEXHUYECKOMY NEPEBOOPYKEHNIO
00bEKTOB 3HEPreTUKM

lpepocTtaBneHMe B apeHay
obbexkToB 130 ans 3assutens
(pasmelueHne peKramHbIX KOH-
CTPYKLMA, BOJIOKOHHO-
ONTUYECKOro kabens CBsA3NM Ha
BJ1, npegoctaeneHne aBTOHOM-
HbIX WCTOYHMKOB 3MeKTpoCcHab-
XEHWSA v np.)

ObpalllgHrie OPUANYECKOTO NULA /pranyeckoro nu-
La/vHaMBMAYyanbHOro NpeanpyHAMaTens no Bonpocam
NPeAOoCTaBNeHNs ycnyri no npeaocTaBneHnto o6bek-
TOB, npuHagnexawmx O6wecTBy ans COBMECTHOTO
MCMONb30BaHUs ¢ 060pyAOBaHNEM KIMEHTA, HanpuMep
NOABEC NMHWN CBSA3M Ha OMOpaXx fMHWIA 3nekTponepe-
faun

WcnbiTaHms n guarHocTuka
aneKkTpoobopyaoBaHUs,  3aLLuT-
HbIX CPEeACTB 1 NpnubopoB

ObpalleHre topuanyeckoro nuua /dusnyeckoro nu-
La/MHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
NPeLOCTaBNEHNS YCYrn MO MPOBEAEHWIO MCMbITaHNN
CPEACTB 3alLuTbl, NPOBEAEHWE WCMbITaHWA BbICOKO-
BOMbTHbIX YCTAHOBOK, TEMMOBWU3WNOHHYIO AWNarHOCTUKY
9HEProyCTaHOBOK

lMpoune BoMpoCkl NO AOMOSHU-
TeNbHbIM YCyram

ObpalllgHrie OPUANYECKOTO NULA /PU3NYECKOTO M-
La/MHAMBMOYANbHOTO MPeanpuHUMaTENs Mo NpoyYnM
BOMpOCaM MO [JOMOMHWTENbHBIM YCNyram, He Bolued-
UMM B NEPEYEHb

KauecrtBo obcny-
KVUBaHWS

ObcnyxvBaHne Ha nnowagkax
yon

ObpalleHre topuaNYECKOro nuua /dusnyeckoro nu-
La/MHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
kayecTBa obcnyxnBaHus cotpyaHukami ObLuecTea Ha
nnowagkax LIOI (scex kateropuit)

OGpalieHne topuandeckoro nuua /duandeckoro nu-

O6cnyxvBaHue KoHTakT- | La/MHaMBIAYanbHOrO NpeanpyHUMaTens no Bonpocam
LEeHTPOM kayecTBa 0OCNyxuBaHus onepatopamu  KoHTakT-
LeHTpa
ObpalleHre topraNYECKOro nuua /dusnyeckoro nu-
O6cnyxuBaHue B MHTEpPHeT- | La/MHAMBMAOYanbHOrO NpeanpuHUMaTens no Bonpocam

npuemHon (JIuyHom kabuHete)

kayecTBa OOCMyXMBaHWUS B WHTEpPHET-MPUEMHOA W
JlInyHom kabuHeTte

Ob6cnyxuBaHue  NPOGUIbHBIMM
rnoapasaeneHmsMun

OBpaLyeHre topuanyeckoro nuua /usnyeckoro nu-
La/vHaMBMAaYyanbHOro NpeanpyHAMaTens no Bonpocam
kayecTBa 06CNMyxMBaHWS NpoMnbHBEIMKA NOApasaene-
HWAIMU NMPK OKa3aHuK yCnyr, B TOM Y1Cne nogpasgene-
HUAMY, OTBETCTBEHHbIMM 3a onepaTuBHO-
TEXHOMOMMYECKoe ynpaBneHue, U NogpasaeneHnsaMu
no AKcnyaTauum 1 pemoHTy obopyaoBaHus




HenpaBomepHble LeNcTBUS Unu
Ge3nencTBis CO CTOPOHbI CO-
TPYAHWKA NPY OKa3aHUK yCnyr
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ObpalleHre OpPUMANYECKOTO NuUA /ranyeckoro nu-
La/vHaMBMayanbHOro npeanpuHuMaTens no  akty
HenpaBOMEPHbIX AeNCTBMIA unu 6e3aeincTens co cTo-
POHbI coTpyaHMKa ObLiecTBa NPy OKasaHuu ycnyr

OpraHusauus cuctembl obeny-
X1BaHUS

OBpalueHre topuanyeckoro nuua /gusnyeckoro nu-
La/MHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
opraHu3auu 1 (yHKLMOHUPOBAHWS 3MIEMEHTOB CU-
ctembl ObcnyxmBanus, B Tom uucne paborta LIOM,
KoHTakT-UeHTpa, WHTEpHET-NPUEMHON, pa3MeLLeHne
LIONN, cuctema onoseLueHns noTpebutenen u 1.4.

PackpbiTne  mHdopmaumm - (MH-
(hopmupoBaHmue notpebutenei)

ObpalligHrie OPUANYECKOTO NLA /pr3nyeckoro nu-
La/MHAMBMOYaNbHOTO NPeanpuHUMaTEns no BOMpocam
packpbITUS MHGOPMaLMK U MHPOPMUMPOBAHWS MOTpe-
Butenen ycnyr

CobniogeHne  koHdmaeHUmManb-
HOCTU NEepPCOHanbHbIX [JaHHbIX
notpebutenen

OBpalueHre topuanyeckoro nuua /gusnyeckoro nu-
La/MHAMBMAYanbHOro NpeanpyHAMaTens no Bonpocam
cobniogeHns  KOHUAEHLNANbHOCTU  NepCOHanbHbIX
[aHHbIX notpebutenen (cobntoaeHne TpebosaHun de-
AepanbHoro 3akoHa ot 27 wona 2006r. Ne152-03 «O
MepCoHaNbHbIX JaHHbIX»)

poune BOMPOCHI MO KayecTay
obcnyxmBaHns

ObpallleHrie OPUANYECKOTO NULA /pr3nyeckoro nu-
La/MHAMBMOYaANbHOTO MpeanpuHUMaTEns Mo NpoyvnM
BOMpOCaM KayecTBa OOCINyXMBaHWS, HE BOLIEALUMM B
nepeyeHb

KoHTakTHas uH-
topmarus

KoHTakTHas MHopmaLms CTpyk-
TYPHbIX NoApa3feneHni

3anpoc topuguyeckoro nuvua  /guanmyeckoro  nu-
La/MHAMBMAYaNbHOrO NPEANPUHUMATENS  KOHTAKTHOM
MHGOPMaUMU  CTPYKTYPHbIX nogpasaenenun  Obuwe-
CTBOM

KoHTakTHas uHopmaumus opra-
HM3auui, paboTatowumx B cdepe
SHEpPreTuKm

3anpoc opugudeckoro nuua  /dusmyeckoro  nu-
La/MHAMBMAYaNbHOrO NPeAnpUHUMATENS  KOHTAKTHOM
WHGopMaLMM opraHusauui, paboTalwmx B cdepe
SHEPreTHKM

Mpouee

ObpalleHre topuaNYECKOro nuua /dusnyeckoro nu-
La/MHAMBMAYaNbHOrO MpeanpyHAMaTens no npoyvm
BOMPOCaM, He BOLEALIMM B NEpeYeHb




97

MpunoxeHue N8
k CTaHgapTam ka4yectBa 06CnyxMBaHWS

notpebutenen ycnyr

MPOLECC OEPABOTKW OBPALLEHUIA MO KATEFOPUAM

Kateropus dran Mpouecc OTBeTCTBEHHOE
nogpasgeneHue
MepBu4Has Mpuem obpalleHus NodpasdeneHue no
obpaboTka 83aumodelicmsuto c
obpaLeHus nompebumenamut/nodpasdene
Hue denonpoussodcmea’
Pernctpaumss  koHTpareHta B 0ase | [lodpasdeneHue no
KOHTpareHToB (B Cnyyae OTCYTCTBUS | 83aumodelicmeuro c
PETrUCTPALMOHHON 3anucu KOHTpareHta B | nompebumenamu
0ase)
Peructpauusi obpawieHus B CRM-cucteme | lodpasdeneHue no
(c ykasaHuem BCex KraccuuKauMOHHbIX | e3aumodelicmeuro c
napameTpoB 06palLeHus) nompebumenamu
OcHoBHas AHanu3s xanobbl NodpasdeneHue no
obpaboTka 83aumodelicmsuio c
obpalyeHus nompebumensamu
OnpepeneHue npodunbHoro | ModpasdeneHue no
noapasgeneHns, B 30HYy KOMNETEHUWMW | 83aumodelicmeuro c
KOTOPOrO BXOAMT paspelleHne MHUMAEHTa | hompebumensamu
no cyTu obpaLleHust (xanobbl)
MoaroToBka W HanpaeneHue 3anpoca B | [TodpasdeneHue no
npocunbHoe noapasgenexue Ha | e3aumodelicmeuro c
1 Wano6a npegocTaBfieHne MHGopMauun no cytw | nompebumensamu
WHUMAEHTa W MOATOTOBKY MPOEKTa OTBETA
notpebutento
PaccmoTtpenne uHUMpOeHTa, paspaboTka | lpogunbHoe nodpasdeneHue
MepOonpUATUIA ANS YCTPAHEHUst MHUMAEHTa
MogrotoBka  uHdbopmauun no ¢yt | lpogunbHoe nodpasdeneHue
WHUMAEHTa (Bknrovas nepeyeHb
MeponpusTUA 1 CPOKW  peanusauum),
npoektTa  oTBeTa  noTpebutenio  u
HanpaBneHne B  MoApasdeneHne no
B3aMMOLENCTBMI0 C noTpebutensmm
CornacoBaHne  npoekta otBeta ¢ | [lodpa3deneHue no
noapaszeneHmem npaBoBoro obecneyeHns | 83aumodelicmeuro c
nompebumenamu
MpepoctaBneHne oTeeTa notpebutento | ModpasdeneHue no
yenyr 83aumodelicmsuio c
nompebumensamu/nodpa3deneH
ue denonpoussodcmea’
VcnonHeHwe Mpoueccel no [aHHoMy atany | MpounbHoe nogpasgeneqne
MeponpusTUiA onpeaensioTcs OpraHM3aLoHHO-
no obpalleHnto | pacnopsanTenbHbIMM1 [0KyMEHTaMm
ObulectBa

® oz mozpasieeHueM Mo B3auMOEHCTBHIO C IOTPEOHTEIIME TOHMMACTCS [OPa3/elieHHe Ha YPOBHE arapara
ynpaBieHus (puinana, OTBETCTBEHHBIE 3a IpHeM notpedurenei cotpyaauku 110, POC.

' B ciyuae MmoITydeH s 3209HOTO OBPALICHHS OT MOTPEGHTENs yCIyT MOYTOM
8 B cityuae HanpaBIeHus I0YTO OTBETA HA OGPAIIEHHE TOTPEGHTEITIO YCIyT
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YBeOOMNeHNe N0 BPEMEHHbIM  TOYKaM
KOHTpONS® nodpasdeneHus no
83aumodelicmeuto ¢ nompebumesnamu o
XOA€ MCMOMHEHNS MEpPOnpUsTUA W Mo
3aBEPLLEHNO

MpodhunbHOe noapasgeneHue

KOTOPOro BXOAWT BOMPOC noTpeduTens,
WHopmaumM Ans  NOATOTOBKM  OTBETa
notpebutento

KoHTponb Hanpaenenne 3anpoca B npodmnbHoe | [TodpasdeneHue no
NCMOMNHEHMS rnogpasgaenexme 0 pesynbTatax | e3aumodelicmeuto c
MeponpusTUiA NCMOMHEHNS MePONPUATUA NO obpalleHnio | nompebumenamu
no obpawieHnto | (kanobe) B cnyyae  OTCYTCTBUS
yBEOMIIEHMNS ot NponnLHOrO
noapasgenexuns B Cpok
3aBepLueHve Peructpauus B CRM-cucteme | lodpasdeneHue no
obpaboTku pesynbTaToB paccMOTpeHuss obpalleHust | 83aumodelicmeuio c
obpalyeHms (xanobbl), knaccudvkaums pesynbTata | nompebumenamu
PacCMOTPEHMs, 3aBeplueHus 0bpaboTku
obpalleHus.
MepBu4Has Mpuem obpalleHus NodpasdeneHue no
obpaboTka 83aumodelicmsuio c
obpalleHus nompebumensamu/nodpa3deneH
ue denonpoussodcmea’”
Pernctpaumss  koHTpareHta B 0ase | [lodpasdeneHue no
KOHTpareHToB (B Cnyyae OTCYTCTBUS | 83aumodelicmeuio c
PETUCTPALMOHHOI 3anuCK KOHTpareHTa B | nompebumensmu
fase)
Peructpauusi obpawieHus B CRM-cucteme | lodpasdeneHue no
(c ykasaHuem BCex KraccuuKauMOHHbIX | e3aumodelicmeuro c
napameTpoB 0bpaLLeHus) nompebumensamu
OcHoBHas MpepoctaeneHne  mHoOpMaLmm no | ModpasdeneHue no
obpaboTka 3anpocy notpebutens 83aumodelicmsuto c
obpalyeHus nompebumensamu
B cnyyae otcytctBue wuHdopmauun y | llodpasdeneHue no
3anpoc NCNoNHUTENS (CE)pr,ElHMKa 83aumodelicmsuio c
CrIDABONHOI nodpasdeneHus no e3aumodelicmeurd ¢ | nompebumensamu
uHchopmaL nompebumenamu) 3anpoc B NPOGuIbHOE
noapasgeneHne, B 30HY KOMMETEHLMM
KOHCYNbTaLum

lpegocTaBneHne  uHopmauum  ans
NOArOTOBKA OTBeTa MOTpedbutento no
3anpocy B nodpasdeneHue no

83aumodelicmeutro ¢ nompebumensimu

MpodunbHOe noapasgeneHme

lNoaroToBka oTBETA NOTPEOMTENO NodpasdeneHue no
83aumodelicmsuto c
nompebumenamu

CornacoBanne  npoekta  oTteeta ¢ | [lodpasdeneHue no

noapaszeneHmem npaBoBoro obecneyeHuns | 83aumodelicmauro c

no PELLEHNIO pykoBoauTens | nompebumensmu

nodpasdeneHus no e3aumodelicmeuro ¢

nompebumensamu

lpegocTaBneHe otBeTa notpebutento | MModpasdeneHue no

° BpeMeHHbIE TOUYKH KOHTPOJIS HCTIOJHEHHUS MEPOIIPHATHI YCTAHABIMBAIOTCSA OPraHM3alHOHHO-
pacnopsAIUTENbHBIMYA JOKYMEHTAMU 110 HAIIPaBICHUIO
9B ciryuae momyuenns 3a04HOT0 OGPAIIEHHS OT MOTPEBUTENS YCIYT MOYTOH
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ycnyr

83aumodelicmguro c
nompebumensamu/nodpa3deneH
ue denonpoussodcmea’

3aBeplLeHne
obpaboTku
obpalyeHms

Peructpaums B CRM-cucteme
pe3ynbTaToB PaccMOTpeHust obpalleHus
(anobbl), knaccudukaums pesynbTata
PacCMOTPEHus, 3aBeplueHus 0bpaboTku
obpalleHus.

Nodpa3sdeneHue no
83aumodelicmsuto c
nompebumensamu

3asBKa Ha
OKasaHue
OCHOBHbIX 1
JIOMONHUTEMbH
bIX yCnyr

MepBuyHas
obpabotka
obpaLeHus

Mpvem obpalleHus

Modpa3sdeneHue no
83aumodelicmsuto c
nompebumensamu/nodpa3deneH

ue denonpoussodcmea’?

Peructpaums  koHTpareHta B 0ase
KOHTpareHToB (B Cryyae  OTCYTCTBUS
PETUCTPALMOHHOM 3anMnCK KOHTpareHTa B
6ase)

ModpasdeneHue no
g3aumodelicmauro c
nompebumenamu

Peructpauus obpauenus 8 CRM-cucreme
(c ykasaHuem BCex KnaccuUKaLMOHHbIX
napameTpoB 06paLLeHus)

Nodpa3sdeneHue no
83aumodelicmsuio c
nompebumenamu

OcHoBHas
obpaboTka
obpalyeHus

MpoBepka cobniomeHns TpeboBaHUi K
opMe, MOMHOTE CBEAEHUA B 3asiBKE M
HanMuns  JOKYMEHTOB, NPWUMOXEHHbIX K
3asBKe, B COOTBETCTBUM C HOPMATUBHbLIMU
NPaBOBbIMA aKTaMM U OpraHN13aLMOHHO-
pacnopsiaNTeNbHbIMU OKYMEHTAMM

NodpasdeneHue no
83aumodelicmsuio c
nompebumensamu

Peructpauus 3asBKku 1 nakeTa 4OKYMEHTOB
B AM no HanpaeneHuo

Modpa3deneHue no
83aumodelicmeuro c
nompebumenamu

MoAroToBKa 1 HanpaBneHue yBeaoMneHus
notpebutento  ycnyr  (3asBuTEN) O
HeLOCTaloLLMX CBEAEHUI B 3asBke W/vnn
[OKyMEHTax

Modpa3deneHue no
g3aumodelicmauro c
nompebumensamu

Hanpasnenne  3asBkM W naketa
[OKyMEHTOB, npencTaBneHHbIX
notpebutenem ycnyr (3asBuTenem), B
npodunbHoe nogpasgaenexue c
conpoBoanTENbHbIM NMCbMOM

NodpasdeneHue no
83aumodelicmsUuio c
nompebumenamu

WcnonHeHve
MEPONPUATIIA
Mo 3asiBKe

Mpoueccel no LaHHOMY atany
onpenensiTcs HOPMAaTMBHbLIMM
NPaBOBbIMWA aKTaMM U OpraHu13aLMOHHO-
pacnopsanTenbHbIMMU [OKyMEHTaMm
Obuectea. Mpouecchl no
TEXHONOMMYECKOMY — NPUCOEAMHEHWMIO K
9NEKTPOCETAM,  yCnyr no  nepefaye
SNEKTPUYECKO SHEPTUM U OnepaTUBHO-
AMCNETYepCKoMy obcnyxuBaHuo
nNpeacTaBnexbl B pasgene 7 HacTosLmX
CraHpapToB

MpodhunbHble NoapasaeneHus

KoHTponb
NCMOMHEHMS
MeponpusTUi
no obpalLleHnto

YBeoMneHne Mo BPEMEHHbIM  TOYKaM
KOHTpOSIS nodpa3derneHusi no
g3aumodelicmguto ¢ nompebumensamu o
X04€e WCMOMHEHUs MeponpusTUii U no
3aBepLUEHNIO

MpodunbHble NogpasaeneHns

' B ¢ciyuae HanpaBieHus 104TOl OTBETA Ha OGPAIIEHHE TOTPEGHTENTIO YCIyT
12 B ¢ciyuae nmomydenus 3a04HOT0 0OpAIIEH S OT MOTPEGHTENS YCIYT TOUTO
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WHdopmaLmoHHoe conpoBoxaeHnue | lModpasdeneHue no
notpebutens ycnyr npu okasaHum ycnyr's | e3aumodelicmsuro c
nompebumensamu
3aBeplLeHne Peructpauus B CRM-cucteme | lModpasdeneHue no
obpaboTku pesynbTaToB paccMoTpeHust obpaluenus, | 83aumodelicmeuto c
obpalyeHms knaccudmkaums pesynbTata | nompebumensmu
PacCMOTPEHus, 3aBeplueHus 0bpaboTku
obpalleHus.
OT3bIB M MepBu4Has Mpuem obpalleHuns ModpasdeneHue no
MpeonoxeHue | obpaboTka 83aumodelicmsuto c
oT obpalueHus nompebumensamu
notpebutens Peructpaums  koHTpareHta B 0ase | [TodpasdeneHue no
no KOHTpareHToB (B Cnyyae OTCYTCTBUS | 83aumodelicmeuto c
YNYYLLEHNO PETrUCTPALMOHHON 3anucu KOHTpareHta B | nompebumenamu
kayecTea base)
obcnyxmBaHm Peructpauus obpawenus 8 CRM-cucteme | ModpasdeneHue no
S (c ykasaHMem BCex KnaccutUKaLMOHHbIX | 83aumodelicmauro c
napameTpoB 06palLeHus) nompebumenamu
OcHoBHas AHanu3 0T3bIBa/NMPEANOXeHNs Ha | [Todpa3deneHue no
obpaboTka HeobxoaumocTb npoeedeHust | 83aumodelicmsuio c
obpaLleHus KOPPEKTUPYHOLLMX MEPOTPUATUI nompebumensamu
OnpepeneHue npodunbHoro | ModpasdeneHue no
noapasgeneHns, B 30HYy KOMNETEHUWMW | 83aumodelicmeuro c
KOTOPOro BXOAUT BOMpOC no | nompebumensamu
0T3bIBY/NPEANOXEHNIO (8 cnyyae
HeobxoanmocTm npoBeaeHus
KOPPEKTUPYIOLLMX MEPOMPUATUI)
Paspa6otka koppekTupytowwmx | MNpodunbHoe nogpasgeneque u
MeponpusTUiA N0 OT3bIBY/Npeanoxenuio | lodpasdeneHue no
notpebutens ycnyr 83aumodelicmsuio c
nompebumenamu
WcnonHeHne WcnonHenune koppekTupytowmx | MpodunbHoe nogpasgeneqmne
MEPONPUATUIA MEPONPUATUR
3aBepLueHve Peructpauus B CRM-cucteme | lodpasdeneHue no
0bpaboTku pe3ynbTaToB paccMOTpeHust obpalleHuns, | 83aumodelicmeuto c
obpaLleHus Knaccudukaums pesynbTata | nompebumensmu

PacCMOTPEHMs, 3aBeplleHns 0bpaboTku
obpalleHus.

13 TpeboBaHus K npoLeccam MHOPMUPOBaHMS 1 YBEAOMIEHUs NoTpebuTene yenyr uanoxeHsl B pasaene VILVI

HacToswmx CtaHgapToB




