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1. O0mue moJ10KeHUA

Hacrosmuit Cranpapt ycranaBiauBaeT 0a30Bble TpeOoBaHus K B3anmoeiictuto Ol «neprocObIT Xepcon»
(mamee - CramgapT) ¢ mOTpeOHUTENEM JIIEKTPUUCCKON DHEPIHH, MMCIOIIMM HAMEPEHHE 3aKIIIOYHUTH TOTOBOP
SHEProcHAOKEeHHs (KYTUIH-TIPOJAXKH (TTOCTAaBKU) DIIEKTPHUYECKON OSHEpruu (MOIMHOCTH), NPH OCYIIECTBICHHU
9HEPrOCHAOKEHHS (IOCTaBKH 3JEKTPHUUYECKOH 3HEPruM (MOLIHOCTH) M OKa3aHUM KOMMYHAIBHBIX YCIYr IO
anekrpocHaOkeHnto B OIl «Oueprocopir Xepcon» (maimee - OIl) B mpemenmax COOTBETCTBYIOMIEH 30HBI
JesITeIbHOCTH, BKIIIOYas MpPaBUia M XapaKTEPUCTUKH OYHOTO M 3a04YHOTO OOCITYy)XMBaHMs, pearnpoBaHHE Ha
oOpalieHus] KIUEHTOB, o0eclieueHHe OOpaTHOM CBA3M M OLEHKY CTENEHH YAOBJICTBOPEHHOCTH KadyeCTBOM
00CITy)KUBaHHUS:

- CtangapT BCTymaeT B CHITy IIOCTIE YTBEPXKICHHSI 3aMECTUTEIIEM FeHEPAaJIbHOTO AUpeKTopa - tupexkropom OI1.

- Cranpapt npuMensieTcs Bcemu padotHukamu OI1.

- CraHzapT pacmpoCTpaHseTCs Ha B3aMMOOTHOIICHHS C KIHMEHTaMH — (HU3MYECKUMH M IOPHIMYCCKHUMU
JTUIAMH, a TaKXKe WHANBHIYadbHBIMU npeanpuauMaresivu (1), mpocTeiMu TOBapHIIECTBAMH, BIAACIOIIMMU HA
MpaBe COOCTBEHHOCTH WJIM HMHOM 3aKOHHOM OCHOBAaHWH IHEPTONPUHUMAIOIINMHU YCTPOWCTBAMH, 3aKIIOUUBIIUMH B
YCTaHOBJICHHOM IOPSIIKE JOTOBOP 3HEProCHA0XKEHU (KYIUTH-TIPOAAXKH JIEKTPUIECKOH SHEprUu (MOIIHOCTH)) HIIH
UMEIOIUM HaMEepeHHEe 3aKIIOYUTh JOTOBOP SHEProcHaOXeHHs (KYIUIM-HPONaXu (TOCTaBKU) 3JIEKTPUUECKON
SHEpPTruu (MOUIHOCTH), @ TAKXKE WHBIX YCIYT KOHTPAreHTOB B paMKaX JOTOBOPOB OMJLIMHTA.

B memsax ucnonnenus tpeboBanuii Hactosimero CraHgapra, ACHCTBHS paOOTHUKOB peTIaMEHTHUPYIOTCS
JEeWCTBYIOIIMMH OPraHn3alOHHO-PACIOPAAUTEIbHBIMU ToKyMeHTamu Ol1.

CraHmapT TOBOIWTCS /10 CBEACHUS 3aMHTEPECOBAHHBIX JIUI] ITyTeM ITyOJIUKAIUN Ha oduimanbHoM caiite Ol
https://herson.e-sbt.ru/

1.1. TepmuHbI, OnIpee/ieHHsI U COKPAILIICHUS

[IpumennTenbHO K HacTosmeMy CTaHAApTy UCTIOIB3YIOTCA CIEIYIOIIAE TEPMUHBI U OTIPEIEIICHUS:

AIMUHHMCTPATOP —pPaOOTHHK, OTBETCTBEHHBIN 3a MEPBUYHBIN MPUEM KIMEHTOB B IIEHTpaxX OOCTY>KUBaHMS
KIHeHToB. O0SA3aHHOCTh aIMUHHUCTPATOPa BBOANTCS MPH HANWYUN OKOH OOCIY)KMBaHUs KIUEHTOB Oosiee 5 (TIATH).
OYHKIUAMA aJIMHHHUCTpaTOpa MOXKET OBITh HaJeleH JII000W padOTHHUK IeHTpa OOCTYXKWBaHWUS KIUEHTOB IIO
PacCIOPsKEHUIO PYKOBOTIUTETISL.

Ba3za 3uaHwmii - 3JIEKTPOHHAs 0a3a JaHHBIX, COACpIKAIIAS TUTIOBBIC OTBETHI HA BOTPOCHI, KOHTAKTHBIS
nanubeie OIl, cBengeHust o tapudax, HOpMaTUBaxX, HOPMATHBHO-TIPABOBBIC W 3aKOHOJATEIBHBIC aKThI, a
TaKKe WHYIO HH(DOpMAIHIO, HEOOXOAMMYIO JUIS MPEAOCTABICHHUS KOHCYJIBTAllMH KIMCHTaM KakK MpH
OYHOM, TaK W MIPH 3209HOM OOCITYKUBAHHH.

ba3k-oduc — noapazzenenuss OIl, Ha KOTOpbIC BO3JIOKEHBI 3aJayd, HETOCPEICTBEHHO HE CBS3aHHBIC C
JUYHBIM 0OCTYKHBaHHEM KIMEHTOB, BKJIFOYAIOIIUE B Ce0s:

- paccMOTpeHUe U 00paboTKy oOpaleHui KIIMEHTOB, MOCTYIAIOMINX Yepe3 PpoHT-oduc, ohopMiieHHEe
JIOTOBOPOB DHEPTrOCHAOKECHUS M MIPUIIOKEHUH K HIM;

- OpraHu3aIys UCTIOTHEHMS 3a5BOK;

- MOATOTOBKA, 0(hOpMJICHHE, BBICTABJICHNE CUETOB-U3BEIIEHUH (KBUTAHITNH ) TOTPEOUTEISIM IO UTOTaM
pacueTHOro MecsIIa;

- pa3paboTKa, BHEIpeHHE, a TAKXKE y4acTUE B MEPONPHTUSIX, HAIIPABIICHHBIX HA TMOTalIeHUE JeOUTOPCKOM
3aJI0OJKEHHOCTH U JIp.

BupryaabHblii codecemHuK (4aT-00T) - pa3HOBHIHOCTH IPOTPAMMHOTO poOOTa ISl MUCHMEHHOTO U (WJIH)
TOJIOCOBOTO OOIIEHHS C KIMEHTAMH.

I'apaHTHpYOLIHIiT MOCTABIMMK JIEKTPUUECKO IHEPruU — OpraHMU3aIlus, 00sS3aHHAsS B COOTBETCTBHH C
HeﬁCTBYIOIIII/IM 3aKOHOJATCIIbCTBOM WM TMPUHATBIMU 00s13aTeIbCTBAMH  3aKIIOYNTH JOTOBOP KYIUTU-IIPOJAXKH
ANIEKTPUIECKON SHEPTUH HIIK JOTOBOP SHEPTOCHAOKEHHUS € JIFOOBIM 00paTHUBIIUMCS K HEMY KIIMEHTOM B OTHOILICHUU
OHEProIpUuHUMAIOIIUX YCTPOﬁCTB, PacCIiosIOKCHHBIX B TI'paHUIAax 30HBI JCATCIBHOCTU TapaHTUPYIOUICTO
MOCTABIIUKA.

Enunslii konTakTHBIN HeHTP (1anee - EKIL) - coBokymHOCTE 000py10BaHMS, IPOTPAMMHOTO 00ecrieueHus,
PpabOTHHUKOB, MPOILECCOB sl OOecredeHrs OOCTyXUBaHMs KIMEHTOB MO0 MHOTOKaHaJIbHOMY HOMeEpY TenedoHa
(MHTEpaKTUBHBIA aBTOOTBETYHUK, OIIEPATOP 320YHOTO OOCITY)KUBAHHS).

Enunoe oxHo omepartopa (manee EOQO) — mporpammubsiii moaynb (Web-untepdeiic) mis paboTsl
oOpaleHNsIMHI KJIHEHTOB, COJAEPXKaINid BCIO MH()OPMANHI0O O KIMEHTE W TO3BOJSIONINHA MOBBICUTH CKOPOCTb U
KadeCcTBO OOCITYXMBaHUSA, YHU(DHKAITUIO TPOIECCOB OOpabOTKM OOpaIleHHUH KIMEHTOB, a TaKXKe ITOBBIIICHHS
3¢ (HEeKTUBHOCTH YIIPaBICHUS OM3HEC-TIPOLIECCAMH.
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3aouHoe o0cCayKHBaHHE — OOCHYyXHBaHHWE KJIWEHTOB 0€3 JHMYHOrO KOHTaKTa ¢ pabOTHHUKaAMHU
rapaHTHPYIOIIEro NOCTaBIIMKa (IPUBJIEYEHHOTO UM TPETHETO JINIA).

UnrtepaktuBHbiii aBTOOTBeTYHK (IVR) — Tr0/I0COBOH NOMOINHUK, WHTEpAaKTUBHAS WH(POPMAIIMOHHO-
CIIpaBOYHAs CHUCTeMa, HeoOXomuMas IS aBTOMATH3MPOBAHHOH OOpaOOTKH OOpamieHU KIMEHTOB C ITOMOIIBIO
TOHAJFHOTO Ha0Opa HMITH TOJIOCOBBIX KOMaHA. TakKe 03ByYHMBAET MPUBETCTBHE, HH(GOPMAIIMIO M BCTIOMOTATeNIbHBIE
JaHHBIE C TOMOILBIO MPEIBAPUTENHLHO 3aIIMCAHHBIX TOJIOCOBBIX COOOIICHUH NIIM CHHTE3a PEUH.

KayecTBOo 00CTy:KMBaHMSI - COBOKYINHOCTH XapaKTEpPHCTHK TIpolecca M YCIOBHH 0OCTYyKHBaHHA,
00ecrneunBaronX yI0BIETBOPEHNE TOTPEOHOCTEH KITUEHTOB;

KimeHT — noTpeOUTe b IEKTPUIECKON SHEPIvH, UMEIONIMH HaMEPEHHE 3aKIIIOYUTh JIN0O 3aKIFOUMBIIUI
JIOTOBOP 3HEProcHAOKeHHUs (KYILTU-TIPOJIAXKH (ITOCTABKH) JIEKTPUIECKOI 3HePTUr (MOITHOCTH )UJTH O0paTUBIIIeeCs
B OIl mnst 3akim09YeHns JOTrOBOPA, a TaK)Ke MHBIX YCIYT KOHTPAreHTOB B paMKaX JOTOBOPOB OMJLIHHTA.

KnuenTckuil 3aa — moMelnieHue, NpeaHasHadyeHHOe id OoOchyKuBaHUS W oxunanus kiaueHtoB OIl,
MPUXOASAIINX B HEHTP OOCITY:KUBaHMSI KIMEHTOB U pa3MelleHus] MHQOPMAIMOHHBIX HocHuTened. Kimmentckuit 3an
BKITIOYAET B ce0s1 30HY OXKHJIaHUS, 30HY 00CTYKHBaHHsSI KIIMEHTOB, 30HY IpreMa TiaTe)xel/kacca 1 ISTCKas 30Ha.

OII — OIT «2HeprocOBIT Xepcony.

Jlnunseiii kadunet (JIK)- ornensHblil pazgen Ha odunuansaoM caiite OIl uian B MOOMIBHOM NPHIIOKEHHUH,
rae obecreunBaeTcss BO3SMOKHOCTh CO3AaHUSI M YIIPABICHUs YYETHBIMHU 3alHCAMH, oOMeHa UH(opMaluel, B TOM
YHclie B IENAX OCYIIECTBICHUS IOPUANYECKH 3HAYMMBIX NEHCTBHH, MEXIy KIHEHTOM H TapaHTHUPYIOIIHM
MTOCTABIIUKOM B 3JIEKTPOHHOH (hopMe, BKIIIOUAsi HANpaBICHHE NJOKYMEHTOB, CBEACHUH, OOpaIlleHnid U TIOIydeHHe
nHGOPMaLUK, TTO3BOJISIOIINN NPEIOCTABIATh U TONYyYaTh AUCTAHIMOHHBINA TOCTYI K CBEJCHUSM O 3aKJIIOYCHHOM
(MmaHUpPyEeMOM K 3aKITFOUYEHUI0) IOTOBOPE SHEProCHAOKEHUS (KYILTU-TIPOIaXH (IIOCTABKE) SIEKTPUIESCKON SJHEPTUN
(MOIITHOCTH), €ro HCIOJHEHUH, MHBIM ycIyram, a Takke WHOM MH(OpMalu, MnpenoctaBisieMbiM MoOWJIbHOe
npuiioxkenne (MII) — mporpaMMHoe oOecriedeHne TapaHTHPYIOLIETO MMOCTABIINKa, IpeHAa3HAuYCHHOE sl paOOThI
B JJMYHOM KaOWHETe KIMeHTa Ha cMapTQOHaX, IUTaHIIeTaX U APYTrUX MOOMIBHBIX YCTPOUCTBAX.

OOpamense — THCHBMEHHOE WM yCTHOe 3asBieHHMe kimeHta B aapec OIl mo Bompocam cHaOkeHUS
3NEKTPUUECKOI 3Heprue, a Takke HHBIX YCIYI KOHTPareHTOB B paMKax JI0rOBOPOB OMJIJIMHTA.

Omnepartop 3a04HOT0 00Cay:kMBaHUA — padoTHUK OI1 HEnocpeICTBEHHO B3aUMO/ICHCTBYIOIUI C KJIMCHTaMU
ot juma Ol gepes 3a04HbIE KaHAIBI CBSA3H.

OmnepaTtop o4yHOro oocay;kuBanusi — padbotauk OIl HemocpeACTBEHHO B3aMMOIEHCTBYIONINI ¢ KIIMEHTAMH
ot uua OIl B xozne nuyHOro npréma KIMEeHTOB.

OuHoe o0ciy:KuBaHUe — OOCTY)KUBAaHHE KIMEHTOB MOCPEICTBOM JIMYHOIO KOHTaKTa ¢ paborHukamu OIL.
OuHoe 00cTy)KUBaHUE OCYIIECTBIISIETCS B IIEHTpax o0cmykuBaHus knrentos Ol

OduuuanbHplii cCaliT rapaHTHPYIOLIET0 MOCTABIIMKA — HHPOPMAIIMOHHBIN pecypc, 00beJUHSIONINH 10T
OTHUM ajpecoM (JIOMEHHBIM WMeHeM win [P-agpecoMm) COBOKYITHOCTH JOKyMeHTOB u cepBucoB OIl B
nH(OPMAITMOHHO-TEIEKOMMYHUKAIMOHHOH cetn "UHTepHeT".

IpeTen3us (:xkaoda) — oOpalieHue, coaepxaiiee HHHOPMAIIHIO O HEHAJICKAIIEM UCIIOJIHEHUH JJOTOBOPHBIX
00513aTENILCTB CO CTOPOHBI TAPAHTUPYIOIIETO MOCTABIIMKA M (MJIM) TpeOOBaHUE O BOCCTAHOBIICHHH HAPYIIEHHBIX
MIpaB MITH OXPaHAEMBIX 3aKOHOM HHTEPECOB KIIMEHTA.

Cucrema o00CTy:KMBaHHS KJIHEHTOB — COBOKYITHOCTh B3aWMOCBSI3aHHBIX IIPOIECCOB, TPYIOBBIX U
WHPOPMALTMOHHBIX PECYpPCOB, KOTOPHIE HAIPABJICHB! Ha MPEAOCTABICHUE KIIMEHTAM YCIyT HaJIeKalIero KauecTa.

SMS — kopoTKoe TEeKCTOBOE COOOIICHHUE, COCTOSIIECE U3 OYKB MM CHMBOJIOB, HAOPAHHBIX B OMPEICICHHON
MTOCITIEIOBATENBHOCTH, TPEeIHAa3HAYeHHOE [UIsl Tepefadyd 10 CeTH MOJBIKHOW paanoTenedOHHOW CBI3H W
PaAMOCBS3H.

ToHaJbHBIIE HA0OpP, TOHAJBHBII CHTHAJT — JBYXTOHAJIBbHBIH MHOTOYACTOTHBINM aHAJOTOBBIA CHUTHA,
WCTIONB3YeMBbIH sl Habopa TeneoHHOTO HOMEpa, a TAKXKe JJIS Pa3UYHbIX WHTEPAaKTUBHBIX CHUCTEM, HAIpUMED,
rOJI0COBOTO OTBETA, IPEAOCTABIIEMOT0 MHTEPAKTUBHON CUCTEMOMN C pacliO3HABAHUEM PEUM KJIMEHTA.

®pouT-0duc — BriIroUaer B ceda ounoe oocnyxusanue (LIOK), 3aounoe odcnyxxusanne (EKL) u cucrema
caMo00CITyKHBaHUSI.

LenTtp o6cay:xuBanus kiueHToB (najee — I{OK) — nmonpasnencenue, npeTHa3HAYCHHOE IS
OCYIIIECTBJICHHS OYHOTO OOCTYKHBAHHS KIIMEHTOB IO BOIIPOCAM, OTHOCSIIIIAMCS K JICATEIHHOCTH TapaHTHPYIOIIEr0
MTOCTABIIIKA, W PACIIOIOKEHHOE B €T0 30HE JACATEIHHOCTH.

JuexkTpoHHasi ouepenb (I0) — mporpaMMHO-amnIapaTHas CUCTEMA YIPABIEHUS OYEPEbI0, MTO3BOISIONIAS
YIOPSAAOYNTE TMPOLECC OOCTYXHBAaHUSI KIMEHTOB, paclpeesisisi, ONTUMH3HPYS MOTOK M 3arpy3Ky OIepaTopoB
OYHOTO OOCTY)KWBaHMs, COKpamias BpeMs OXHUIAHUS B OUYepeaH IOBHIMAsS 3(PPeKTHUBHOCTL PabOTHI IIEHTpA
obcmykuBaams kueHToB. D0 BHenpseTcs Oll mpu HATMYUN OKOH OOCITYKUBaHUS KIMEHTOB Oostee 5 (TISITH) WiTH B
CIIydasx, IPeayCMOTPEHHBIX AEHCTBYIOIIUM 3aKOHOJATEIbCTBOM.
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ITHKeT — COBOKYNHOCTb HOPM H MpPaBWUJ, OTPAXKAIOUIUX MPEACTABICHHUS O JOKHOM IOBEICHUU U
(hopMaTM3yIONUX MPOIECC KOMMYHUKAIIUN C KIIMEHTaMHU, KOJJICTaMu.

1.2. llean u 3agauun

Hensmu nHactodmero CraHmapTa SBISIOTCA YCTAHOBIEHHE HOPM M mpaBuil B3aumMoxelctBus OII ¢
KIMCHTaMH, SJMHBIX TPeOOBAaHHUH K Ka4eCTBY OYHOTO M 320YHOTO OOCITYXMBAaHUS, ONITUMH3ALUS U QopManu3amms
MpoLEeAYyp B3aMMOACHCTBUS TapaHTHPYIOLIETO MOCTABIIMKA M KJIMEHTA, a TAK)Ke TOBBIIIEHUE YI0BIETBOPEHHOCTH
KJIMEHTOB Ka4eCTBOM OOCITyKHBaHUS.

Hacrosmuii CTaHaapT ycTaHABJIUBAET TPeOOBAHUA K CJIAYIOIIMM Mpolieccam:

- B3aMMOJIEIICTBUE C KIIMEHTAMHU IIPH OYHOM M 3a09HOM OOCITyKHBaHUH;

- pearupoBaHue Ha OT3BIBBI M OOpaIeHus KIMEHTOB, o0ecriedeHne oOpaTHOW CBSI3M, aHAIUN3 OTpeOHOCTEl 1
OKHIAaHWI KJIHCHTOB;

- OIIEHKA CTEIIEHHU YAOBJIETBOPEHHOCTH Ka4yeCTBOM OOCITYKHBaHUS;

- OCYLIECTBJIEHHE MOHUTOPUHTA U KOHTPOJIb OOCITYKHBAaHUS KJIMEHTOB, B TOM YHCJIE UCIIOTHEHUS PEIICHUH,
MIPUHATBIX 10 KajJ00aM 1 00paLIeHUsIM KIIUEHTOB;

- obecrnieyeHne HHPOPMHUPOBAHHOCTH KIMEHTOB O AesitensHOCTH OI1.

Hacrossmumii Crangapr omnpeaeisieT OCHOBHbIe HAINpaBJeHUs] TMOBBIIIEHHWS YI0BJIEeTBOPEHHOCTH

KJIMEHTOB Ka4eCTBOM 00CJIy:KHUBAHUS:

- OIIEpaTHBHOE PearupoBaHKe Ha OOpaIIEeH!s KIMEHTOB, COKPAIIEHUE BPEMEHHU PEIIEHHS BOIIPOCOB;

- ONTHMM3alMA 3aTpaT KIMEHTOB U KOMITaHUH;

- co3naHue KOM(OPTHBIX YCIOBHM U T0OPOXKETATEIHHOIO OTHOIICHHS K KITHCHTaM.

C yuérom HacTosimero Cranaapra paspadaTbiBalOTCsl ciedylolue 10KYMeHThI:

- perjaMeHThl OM3HEC-TIPOIECCOB OKa3aHMs YCIYT, PearupoBaHUs Ha Kajlo0bl M oOpamieHus KINEHTOB, a
TaKKE B3aHMOJEUCTBUS C OpraHaM{ TOCYyJapCTBEHHOM BJIACTH M JAPYTUMH 3aWHTEPECOBAaHHBIMHU CTOPOHAMH IpHU
OYHOM M 320YHOM O0CITY)KHBAaHUH KIHEHTOB;

- CKpHUNTHI 00CTY)KUBaHUS KIIMEHTOB, KOTOPhIC BKIIFOUYAIOT B ce0s1 CXEMBI OOIIEHNUS C KITMCHTAMH;

- enuHas KoHuenuwus auzaiiHa u odopmiienus L[OK, B koTopo# yka3wslBaloTCsi NpaBuiia OQOPMIICHHS
9KCTEPHEPOB, HHTEPHEPOB O(HUCOB, IPABUIA U MOPAIOK Pa3MEIIECHHUs Pa3faTOYHOro MaTepuaia, u T. 1.;

- ZOJDKHOCTHBIE U paboure HHCTPYKLMH PaOOTHUKOB, 00CTYKHBAIOIINX KIIUEHTOB;

- CTaHAapTHBIE (HOPMBI CTATHCTHYECKOW OTYETHOCTH, TOJIOKEHHE O KOHTPOJIE KadecTBa OOCITY>KUBaHMS
KJIUEHTOB.

2. O0mmue TpedOBaHNS K OPTAaHU3ANUN KIUEHTCKOT0 00C/Iy:KUBAHUA

2.1. IlpuHUMTIBI B3aMMOAEHCTBUSA € KIMEHTAMM

OcHOBHBIMH TipuHIHIaMu B3aumojercTBust Oll ¢ kimeHTamMu SBISIOTCS KayecTBO OOCIY)KHBAaHUS U €ro
JOCTYITHOCTb, TIOJT KOTOPBIMH TOHIUMAFOTCS:

- TEPPUTOPHAJIBHAA JOCTYNHOCTh - KIMEHTaM IMPEJOCTaBIseTCs KaueCTBEHHOE OOCTyKMBaHHE U
OlepaTHBHOE PACCMOTPEHHE OOpalleHui, HE3aBUCUMO OT YJAJIEHHOCTH MeCTa NPOXKHWBAaHUSA, MPH HAJIUUYUU
TEXHUYECKOW BO3MOKHOCTH;

- OPraHU3alMOHHAS JOCTYIMHOCTH - PaBHIIIA TIOJIB30BAHMSI YCIIYTaMU KOMIIAaHUH OJDKHEI OBITH MPO3PAYHBI
N UCIIOJIHUMBI,

- uHpopManMOHHANL AOCTYNHOCTh - TIOJHAsS W JOCTOBepHas uH(popMaius 000 BCEX MPOLEAypax
B3aUMOJICHCTBYS C KOMITAHWEH HOCUT IMyOJIMYHBIN XapaKTep U MPEA0CTaBIISICTCS B JOCTYITHOW opme.

KnmenTs! mHGOpMHUPYIOTCS:

- 0 MOPSJIKE 3aKITIYCHHUS JJOTOBOPa SHEPTrOCHA0XKEHUS (KYIUIU-TIPOIaXH (IOCTAaBKH) SJICKTPUICCKON SHEPTUU
(MOIITHOCTH), TOTOBOpA MPEAOCTABICHUS KOMMYHAIILHOM YCIIYTH TI0 3IIEKTPOCHA0KEHUIO;

- 0 TIOPSIIKE U CIOC00aX OIUIATHI;

- 0 TIOPSIJIKE pacueTa CTOMMOCTH DJIEKTPUYECKOH SHEPruu (MOIIHOCTH) H YCIIYT;

- 0 mopsinke GopMupoBaHus U pasMmepe TapudoB (HEPETYIHPYEMBIX IEH) Ha JJIEKTPUYECKYI0 IHEPTUIO
(MOITHOCTB);

- 00 MHBIX TPOIIECCaX, OCYIIECTBIISIEMBIX MEXTy KOMIIAHUCH U KITUCHTOM.

OO6cmy)KuBaHNE KIIMEHTOB TAK)KE OCHOBAHO Ha CIETYIONUX MPUHIINIIAX:

- o0paTHasi cBA3b - KOMIIAHUS YBEJIOMJISIET O PE3ylIbTaTaX PacCMOTPEHUS OOpallleHni KIMEHTOB, a TaKKe
MMPOBOJAUT UBMCHCHUS B cBOEH JACATCIIbHOCTHU B OTBET HaA HOTpC6HOCTI/I 1 OKUJaHUs KIIMECHTOB,
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- 00beKTHBHOCTH - o0ecrieunBacTcd OOBEKTHBHOE U HEMPEAB3ATOE PAacCMOTpPEHHE OOpalleHuid B
YCTAHOBJICHHBIE CPOKU MCXOAS U3 MPENNOI0KEHHU JOOPOCOBECTHOCTH M Pa3yMHOCTH KineHTa. [Ipu paccMoTpeHnn
oOpalleHuil TpaKaaH, a TaKKe WHAWBUAYAIbHBIX NpEINpUHUMATENCH YYHUTBIBACTCA, YTO y JAHHOH TPYIIBI
KJIMEHTOB KakK IPAaBWJIO HET IOPUIMYECKMX M TEXHMYECKMX 3HAHUM IO BOIPOCAM 3HEProCHAOXEHUS M HHBIX
KHWJIUIHO-KOMMYHAJIBHBIX YCIYT', OKa3bIBA€MbIX II0 IOTOBOPY OMJUINHT

- OIHO OKHO - 32 OJHO OOpaIleHHE KIMEHT MOXKET 3a/aTh HECKOJbKO HMHTEPECYIOIIMX €ro BOIPOCOB H
MOJTYYHUTh Ha KaXKIBIH U3 HUX OTBET IO CYIIECTBY, @ €CJIM pEeIIeHHE BOIPOoca TpeOyeT JONMOTHUTEILHOTO N3YyYeHHUS
JOKYMEHTOB, JIOJDKHA OBITH MpeAocTaBiieHa nH(opMaIus 0 cpokax u (hopMe MpeaoCcTaBIeHUs] OTBETOB, PH 3TOM
KOMIIaHHsI BIPaBE OTKa3aTh KIMEHTY B PAaCCMOTPEHHH BOMPOCA IO CYIIECTBY B CIy4ae, €CIIM OH HE OTHOCHUTCS K
cdepe neSTeTBHOCTH TaApAHTHPYIOLET0 MOCTABIINKA;

- 3aIIUTA MEePCOHAJIBHBIX AAHHBIX - 00pa0bOTKa NMEPCOHAJBHBIX NAHHBIX KIMEHTOB OCYIIECTBIIIETCS B
cootBercTBHU ¢ PenepanbHbIM 3ak0HOM "O MepcoHaNbHBIX JaHHBIX". PAOOTHHKN KOMIIaHUH 00SI3yIOTCS COOI0ATh
KOH(HICHIMAILHOCTh MEPCOHATIBHBIX IAHHBIX KIMEHTOB U 00eCIeUnTh 0€301acHOCTh IePCOHANIBHBIX JaHHBIX MPU
ux obpaborke. Ilepenaua 1oKyMeHTOB U MHYOPMALMH, HOTYYEHHBIX OT KIMEHTOB, TPETHUM JIMLAM JOIYCKaeTCs
TOJIBKO B IIPEIYCMOTPEHHBIX 3aKOHOM CIIy4asix; KOMIIAHHUS FAPaHTUPYIOLINHA TOCTaBILMK BIPABE OTKA3aTh KIIUEHTY
B PacCMOTPEHUH OOpaIlleHHs [0 CYLIECTBY B Clydae, €ClId B 00pallleHHH KIUEHTa COAepKaTcs HelleH3ypHBIE 100
OCKOpOHTENbHBIE BBIPAXKECHUS, YIPO3bl B aIpec KOMIAHWU, UMYIIECTBY, KU3HU U (WIH) 3I0POBBIO PaOOTHHKOB
KOMITaHHH ).

2.2. Opranu3anMOHHO-HOPMATHBHOE o0ecrneyeHne

OO0111e BONpOCH OPraHU3aLuy YIIPaBJIEHHUS B3aUMOICHCTBUS ¢ KJIMEHTAMU OIPEIEIISIIOTCA B COOTBETCTBUU C
JIOKaJIbHBIMH HOpMaTHBHBIME akTamu OIT.

Knuent mmeer mpaBo BIOpaTh JI00OH cmoco0 WMH(POPMAMOHHOTO B3aUMOACHCTBHA (OYHOE, 3a04HOE,
HHTEPAKTHBHOE) B 3aBUCUMOCTH OT €r0 MHAWBUAYAJIbHBIX, TEXHHYECKUX BO3MOKHOCTEH U IPEAIIOYTCHUH.

Breapenne B OOmiecTBe KIMEHTOOPHEHTUPOBAHHOTO TMOJAX0a M OPTraHH3allUi0 OOCITY>KUBAHHS KJIMEHTOB,
OCYIIECTBIISIFOT CTPYKTYPHBIE MO/Ipa3ieieH s 1o paboTe ¢ KIIMEHTaMH, ¢ COOIOACHUEM CIICAYIOIINX PUHITHIIOB:

- IpaBHJIa U CTAaHAAPTHI OPHEHTUPOBAHBI Ha KIIMEHTA,

- TIporiecc 00CITyXKMBaHUSI COOTBETCTBYET TpeOoBaHUsIM HacTosero Crannapra;

- paOOTHUKH MPEIOCTABISIOT 0OCTY)KUBAaHHE BHICOKOTO KauecTBa.

CucteMa 00cny>KMBaHUs KIMEHTOB KOMITAHUHM 00€CTIeYHBAETCSI TOCPEICTBOM:

- KBAIH(UIMPOBAHHBIX CHEIMAINCTOB, OTBETCTBEHHBIX 33 B3aMMOJEICTBUE C KIMEHTAMU W OPTaHU3aLUIO
KIIMEHTCKOI'O OOCITyXHUBAHUS;

- coBpeMeHHBIX 1 KoMpopTHbIX LIOK m1st npuema KiIueHToB;

- KOMITBIOTEpPHOTO 00OPYAOBaHHMS U MIPOTPaMMHOT0 00ecTiedeHus ISl perucTpanin, 00padoTKH oOpalieHni
KIIMCHTOB U ()OPMHUPOBAHUS OTUETOB;

- (opManH30BaHHBIX B COOTBETCTBYIOIEH periJaMeHTHpYIOIled JIOKyMEHTaluk OW3Hec-MpoIeccoB
B3auMogericteud OII ¢ knueHTamu.

OO6cnyXxuBaHH€E TapaHTUPYIOIIUM ITOCTABLIMKOM KJIMEHTOB OCYLIECTBIISIETCS B TOM YHUCIIE C COOIIOACHHEM
CIEIYIONUX TPEOOBAHUM:

- pa3paborka, omyOiMkoBaHue (pa3MenicHue) (OpM JTOTOBOPOB 3HEProcHaOXKeHUs (KYIUIU-TIPOJAKU
(TIoCTaBKM) AMEKTPUIECKOM SHEPTHH (MOIIHOCTH) Ha OQUIIHAIIEHOM CaiiTe KOMIIAHWHU U B IIEHTPaX 0OCITy>KUBaHUS
KIIMEHTOB;

- 3aKJIIOueHHe C MoTpeduTeneM (MOKymaTeaeM) JO0roBOpa SHEPrOCHAOXKEeHUs (KYIUTH-TIPOAaXH (IIOCTaBKH)
ANIEKTPUIECKON SHEPTUH (MOLIHOCTH));

- o0ecreyeHue CHATHS M IpUeMa MOKa3aHUH MPUOOPOB ydeTa OT KIMEHTOB CIOcO0aMHM, IOMYCKAIOLUIMMU
BO3MOXHOCTb yJAJICHHOH Iepenadyd IOKa3aHWH MpHOOPOB ydeTa, - MOCPEICTBOM TeledoHa, MHPOPMAIIMOHHO-
TeJICKOMMYHHKAIIMOHHOMU ceTH "UHTepHeT" (nanee - cets "UnTepHeT");

- obecrieueHre BBICTABICHUS KIMCHTY TUIATEXKHBIX JIOKYMEHTOB/CUETOB Ha OIUIATY AIEKTPHUYCCKOM SHEPTHUU U
WHBIX YCIYT KOHTPareHTOB B paMKax JOTOBOPOB OWIIMHTA, crioco0amu, IOMYCKAIOUIMMU BO3MOXKHOCTH HX
yAAJIEHHOH mepenavu - HOCPEICTBOM MOYTOBOM CBsI3M, ceTH "MHTepHeT" u 1p.;

- obecnieueHne KIMEHTY BO3MOXKHOCTH BHECEHUS IJIAThl 10 IOTOBOPY SHEProcHaOXeHHs (KyIIH-IPONAXU
(TToCcTaBKM) ANEKTPUYECKON IHEPruu (MOIIHOCTH) M MHBIX YCIYr KOHTPAreHTOB B paMKaxX JOTOBOPOB OMJUIMHTA
Pa3IMYHBIMU CTIIOCOOaMH, B TOM YHCIIE HENOCPEACTBEHHO rapaHTUPYIOIIEMY TIOCTABIINKY 0€3 OIIaThl KOMHCCHUH;

- opraHuM3anusi npueMa OOpalleHUil KIMEHTOB IO BONPOCAM IIPEKpAICHHs ITOCTAaBKU 3JICKTPUUECKON
SHEPTUH, & TAKKE OMOBEILEHHSI KJIMEHTOB O NPUYMHAX INPEKPALIEHHUs TIOCTaBKU 3JIEKTPHUUECKON SHEPIHUH;
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- olecriedyeHne TpreMa OOpalIeHWH KIMEHTOB II0 BOMPOCaM OpPTaHW3alMd KOMMEPYECKOro ydeTa
3IEKTPUYECKON IHEPTUU;

- OpraHu3aius npremMa UHbIX 00pallleHui KIMEHTOB B aJipec rapaHTHPYIOIIEro MOCTABUINKA TMCbMEHHO WU
YCTHO, B TOM YHCJIE TIOCPEICTBOM Tene(hOHHOI CBA3H, ceTn HTepHeT, 2IeKTpOHHON TOYTHI, a TaK)Ke ONEPaTUBHOTO
OTBETa Ha HUX II0 CYIIECTBY C BO3MOKHOCTBIO PEIIeHHs BOIIpoca KiIHeHTa 3a 1 obparmienue;

- Ha4Me W (YHKIMOHHMPOBAHUE LEHTPOB OYHOTO OOCITYXKMBAaHHUSI KIMEHTOB, a TaKKe OCYIIECTBIICHHE
320YHOTO O0CITYKMBaHUS KIIMEHTOB

- IPEIOCTaBJICHNE KIIMEHTY WH(GOPMAINH ITyTEM pa3MelleHHs B IEHTPaX OYHOTO 00CTyXKUBaHUS U (WJIK) Ha
oduIMaTbHOM caiiTe B ceTH MHTEpHET, a TaKKe 1Mo €ro 3arpocy.

B OII Ha Bce CTpyKTYypHBIE MOJIpa3JeNeHNs, OCYIECTRIAIOMUX paboTy ¢ KIMEHTaMH, BO3JIAraroTCs
cienyronue GyHKINH:

- OpraHu3anys KINEHTCKOro OOCIY)XMBaHUA C YYETOM mnosiokeHuit CTaHIapTa, JOrOBOPHBIX 00S3aTENbCTB,
pEeraamMeHToB U IpYTHX HOPMATHBHBIX aKTOB;

- mpuéM, 006paboTKa 1 aHAIHM3 MTOCTYIHUBIINX OOpAIeHHA, KOHTPOJIb MCIIOHEHUS U OpraHu3aIys o0paTHOM
CBSI3H;

- pabota ¢ xanobamu;

- U3y4YeHue NOTpeOHOCTE 1 MOHUTOPHHT CTETICHH YIOBIETBOPEHHOCTH KINEHTOB Ka4€CTBOM OOCITY;KUBAHHUS;

- cOOp M aHANM3 PE3yNIbTATOB TI0 B3aUMOJICHCTBHIO C KIMEHTAMHU W MPEATOKEHUH 10 YITYUIIEHUIO KadyecTBa
00CITy)KUBaHMSI;

- mpenocraBieHue pykoBoAcTBY OIl oTu€TOB MO B3aMMOJIEMCTBHIO C KIMEHTAaMH W NPEUIOKEHHUN IO
YIYUYIICHUIO Ka4eCTBa 00CITyKUBAHMS;

- opraHu3aiys nopsjaka Ha padodem mecte, B L{OK;

- UHbIE 3a/1a4M, yKa3aHHbIE B JTOJDKHOCTHBIX MHCTPYKIIUAX.

Juns opranm3anuy OOCITY’)KMBaHWSl KJIMEHTa WCIIOJNB3YIOTCS NBa ypoBHA: (ppoHT-0duc m Odk-oduc.
BzanmogeiictBue ¢dpoHT-0duCca M O3K-0drica ocymecTBisiercs ¢ nmomomnisio EOO U mporpaMMHOT0 KOMILIEKCA,
coJiepKaliero HPOpMaIMOHHbIE JaHHBIE KIMEHTOB. Bee atamsl npouecca o0cIy>)KuBaHHs KIMEHTOB PaOOTHUKAMU
OII ¢ukcupyrores 8 EOO.

B mensx moBelmeHne KadecTBa oOcmykuBaHUS monpazaeneane OIl, oTBeTcTBEHHOE 32 KadecTBO
KITMEHTCKOTO OOCITY)KMBaHWS Ha PErysipHON ocHOBe mpenocTaBisieT B OIl oTder mo o4HOMY W 3a09HOMY
00CITy>KUBaHHIO KJIMEHTOB CoJep Kalnii HH(POPMAIHIO O KOJIMYECTBE M TEMAaX IMOCTYNAIOMINX 00paleHni, a TakKe
WHYIO HH(pOpMAIHIO, IPEAYCMOTPEHHYIO MOJIOKEHUEM O KOHTPOJIE KauecTBa 00CTY)KUBAHUSL.

Kaxxmoe n3 moapasnenenuii OIl, mesTeIsHOCTh KOTOPBIX 3aTparuBaeT MHTEPECHI KIMEHTOB, 00ECIICYHBACT
o0CTyXMBaHHE KIMEHTOB B COOTBETCTBMHM cO CTaHIapTOM, OCYIIECTBIISIET B3aMMOJAEWUCTBHE C JIPYTHMHU
MoJpa3ieNieHIsIMH B paMKaX CBOEH KOMIIETEHIIMHM, Ha CHUCTEeMAaTHYeCKOH OCHOBE TOTOBHT MPEIUIOKEHUS IO
VIIYYIIEHUIO 00CITY)KUBaHUS KIHMEHTOB H YYaCTBYIOT B PEaTU3aI[Mi COOTBETCTBYIOIUX MEPOIPUATHH.

OreHka Ka4ecTBa KIMEHTCKOT0 00CTYKMBaHUSI IPOBOJUTCA 10 yTBEpKAeHHBIM OIl BHYTpeHHUM JIOKaJIbHO-
HOPMAaTHBHBIM aKTaM M perjiaMeHTaM.

OIl HeceT OTBETCTBEHHOCTH 3a COOJIOZCHWE BHIMICYKa3aHHBIX MPUHIMIIOB CBOWMH ITOJAPSAYUKAMH, €CITU
TaKOBbIE NPUBJIEKAIOTCS K OOCIYy)KMBaHWIO KIWEHTOB. lloApsaumk BeICTpamBaeT CBOIO pabOTy, HCXOAS U3
TpeboBanuit Ctanmapra

2.3. IIpyuHUMIIBI 1€JI0BOT0 3TUKETA NPH 00C/IY:;KUBAHUH KJIUEHTOB

[IpaBuna genoBoro 3TukeTa He aOCOMOTHBL, OHA PACCYUTAHBI HAa TO, YTO B KaXKJIOM KOHKPETHOM CIyJae uxX
MPUMEHSIOT, UCXOAS M3 CUTyallud. Hem3aMeHHBIM B JI000H CHTyallMu OCTaeTcs YBaKCHHE K KIHMEHTY, 3[paBbli
CMBICT ¥ PallMOHAIBHOCTH IOBEICHUS pa00OTHHUKA. PAaOOTHHK, MPUHUMAIOIINI KJIHUEHTA, B CBOEM JIUIIE MTPEIICTABIISICT
OIl u orromenne OII k kIHeHTY, OT Hero 3aBUCUT Bocupusatue OIl kimneHToM.

PaboTHUK JODKEH OCYIIECTBISATh KAYeCTBEHHYIO (KBaIU(PUIIMPOBAHHYIO) KOHCYIbTAIMIO, TIPEIOCTABIIATh
nH(pOpMaIUIO MO TeMe oOparieHus. Bompockl 1Mo OCHOBHOW W 00miedl WHGpOpMAIMK IO JOMOJHUTEIHLHON
JEATEILHOCTH IMPEAIOJIaraloT MOHyI0 00pabOTKy M MPEJOCTaBICHHE OTBETa (PEIICHHS), MO JOMOJHUTEIbHOU
ACATCIIBHOCTH — YaCTUYHYIO O6p360TKy " IMpEeAOCTaBJICHUEC HeOGXOI[I/IMI)IX KOHTAKTOB; BOIIPOCHKI IO ACATCIbHOCTH
Ipyrux opranuzanuit (cererd, YK, aBapuifHbIX ci1y0) — pe0CTaBIeHNE KOHTAKTOB; HHBIE BOTIPOCHI — BEXKIIUBBIN
TBEPIBIA OTKA3.

PaboTHUK JOKEH CTPEMHTHCS OOECIEUYUTh MAKCUMAJIbHBIM 3MOIMOHAIBHBIA KOMQOPT IS KIMEHTA.
HpeﬂyanILHTeHBHOCTI), TaKTHUYHOCTbD, BCXKIIUBOCTD, ILO6pO)K€HaTCJ'II>HOCTI) u CIIOKOMCTBHE SABJIIFOTCS
0e3yCIOBHBIMH COCTABIISIOIIMMHU BBICOKOH KOMMYHHKATHBHOW KYJIBTYPHI OOIIEHHS paOOTHHKA C KIHUEHTaMHU.
Crnenuth 4YTOOBI COOCCEAHHWKY OBIIO KOM(OPTHO BOCHPHUHUMATh HHQPOpPMAIHio (10 TPOMKOCTH, CKOPOCTH,
AMOIUOHANILHOM aTMoc(hepe). PaOOTHHKY ClielyeT HCIOJIb30BaTh CIIOBA «CHACHO0Y» M «IIOKATYHCTay.
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PaboTHUKYy HEOOXOAMMO TpeACTaBUThCS MO (opMe KOPHMOpPaTHBHOTO TpHUBETCTBHA. Hampumep,
«3napasctryiite! / JloOpsiii aens! / JoOpsiii Beuep! / Mens 3oByr ums. Kak mory k Bam oOpamathcsa?» B
3aBUCUMOCTH CII0C00a 00CTYKHBAaHUSI.

PaborHuk B poriecce oOmmenns odpamaeTcs K KIIMEHTY TaK KaK KIUEHT MPeICTaBUIICS TT0 UMEHHU OTYECTBY
WM UMEHH U Ha «BBD» BHE 3aBUCHMOCTH OT €T0 BO3pacTa M COIMAIBHOTO TOJO0XKEHHS, 3TO MOTIEPKUBAET BEXKITUBOE
u yBaxutenpHoe oTHomeHue OII k knueHTy.

Kaxnpiii knueHt TpeOyeT BHUMaHus. PaOOTHUK OTHOCHTCS KO BCEM KIIMEHTAaM OJIMHAKOBO BBIACPKAHHO BHE
3aBHCHMOCTH OT JIMYHBIX CHMITaTUI ¥ aHTHUIIATHH.

PabGoTHUKY creayeT CIeauTh 3a CKOPOCTHIO CBOCH pedH, T.K. CIIMIIKOM OBICTpast WA CIUIIKOM MEJJICHHAs
peyb 3aTPYIHSIOT OOIIEHUE.

PaboTHUK TODKEH yBaXkKaTh TOUKY 3pSHHS KITMEHTA BHE 3aBUCHMOCTH OT TOT'O, pa3/eNisieT OH ee win Het. He
JIOTTyCKaeTcs HaBsA3bIBAaHME CBOEH TOUKH 3pEHUs, UTHOPHPOBAHNE BBICKa3bIBAHUIN KIMEHTA.

WHocTpaHHbIE cii0OBa WM MPOQpEeCcCCHOHANBHBIE TEPMHHBI MPU OOIIEHUH C KIMEHTOM pPabOTHUK JOJDKCH
ynoTpeOisITh B Mepy M TOJIBKO B TeX CIy4asX, KOTJIa YBEpEH B TOM, YTO KIIMEHT TMOJHOCTHIO MOHHMAET €ro.
3anpernraercst ynotpeOaeHre MPOCTOPEUHBIX HITH TPYOBIX BRIPAYKEHHM.

[Tpu B3auMOJEHCTBUH C KIMEHTOM Pa0OTHHK HE AOJDKCH MPEJOCTABIATH 3aBEJOMO JIOXKHYIO HHQOpMAIIHIO
100 Je30pHEHTHPOBATH €r0 HHBIMHU CIIOCOOaMHU.

Ecimn y paboTHHKa HET MOTHOW YBEPEHHOCTH B TOYHOCTH TepeaaBaeMoil KIMEeHTY HH(POPMAaIUY, WA €CITH
paboTHHK He 001agaeT He0OXOIMMONW KOMITETEHIINEH, YTOOBI PEIINTh MPOOIeMy 00paTUBIIErocs K HEMY KINEHTa,
TO OH JIOJKEH:

- €CJI 17151 BBISICHEHUSI ieTaliell TpeOyeTcs 3HaYUTEIbHOE BpeMsl, TO CielyeT NPUHATH oOpateHue 1 (Ipx 3ToM
yKa3aTh CIOCOO CBSI3M U TOYHOE BPEMSI) YTOUHHTH YAOOHBIN CIIOCO0 JUIsl HAITPABIICHHUS OTBETA;

- B cllyyae HEOOXOAMMOCTH PaOOTHHUK CaMOCTOSITENILHO B3aMMOJAEHUCTBYeT ¢ mojpasneneHusMu OIl mms
pElIeHuns BOIpOca KINEHTA.

He paspemraercst ToBOpUTH WM HAMEKATh KIMEHTY, YTO €To Mpo0iieMa He3HAUYNTENbHA WM CPaBHUBATH €T0
C IPYTMMH KJIMEHTAMHU.

dopmMa H3JI0KEHUS YCTHBIX MM IHCbMEHHBIX OOpalleHuii K KIMeHTaM He JOJDKHA JOIycKaTb
KaTEeTOPHYHBIX BBIPAXKEHUH, TakuX Kak «BbI 00s3aHb», «Bam npeanuceiBaetcsa», «SIBUThCS», «IIpexbaBUTE» U T.II.

Kareropuuecku 3ampemaeTcst mpy KIHEHTe MopounTs peryrannto Oll, moapsaaHeIx opraHu3aniii u [pyrux

MPEeINPUATHI SJHEPTETUUECKOI O0Tpaciay, BECTH TOCTOPOHHUE Pa3roBOPHI.

PaboTHHK H0oMmKEeH COOMI0AaTh CyOOPIMHALIMIO C PYKOBOIUTEISIMH M KOJUIETAMH, B TOM YHCJIE B IPUCYTCTBHH
KITUEHTOB.

IIpu BBIABIEHNM OMIMOOK, NOMYIIEHHBIX cO cTOpoHBI Oll, Wiu moApsAIHBIX OpraHU3aluii, HEOOXOANMMO
MIPUHECTU KIMEHTY U3BHHEHUS 32 IPUYHHEHHBIC HEYI00CTBa.

[Tpu BEISBIEHNN OMIMOOK, OMYIIEHHBIX KIMEHTOM, 3alpelnaeTcs BhICKa3bIBaTh eMy mnpeTeH3un. Criemxyet
BEXITUBO U JIOCTYITHO OOBSCHUTh KIIMEHTY MTPABHIIbHBIN MOPSIIOK IEHCTBUIA.

[Tpu 06cny)XKMBaHUH KIIMEHTA, TOIABIIETO Kano0y, HEOOXOIUMO MPHACPKUBATHCS CIICAYIOIINX TPUHIIATIOB
paboThI:

- OBITH K KIIMEHTY BHIMATEIHHBIM, JTAXKe CIIN Kajlo0a KaXKeTCsl HeCyIeCTBEHHON Wi abCypIHOM;

- MOMOYb KJIMEHTY M3JIOKHTH CBOIO K00y, JAaTh BO3MOXHOCTH CIIOKOWHO BBICKA3aThCs, yTOYHHUTH CYTb
’KaI005I;

- Tpebyemast OT KJIINE€HTa TOKyMEHTAIHs JOJHKHA OBITh MHHUMAIHHOM;

- pemartp npoOieMy ¢ COONIOIEHHEM CPOKOB, B COOTBETCTBHH ¢ HacToAmuM CTaHAapTOM, HO CTPEMHUTHCS
pemuTh npodieMy, Kak MOXKHO ObICTpee.

B xoHne pasroBopa HeoOxoanMo modaarogapuTh KiueHTta 3a Bu3uT: «Pazapl, uto Bl k Ham oOpatuimce. o
cunanus. Beero modporo. Xopomero gus.». KIMEHT T0KEH OCTaThCs B XOPOIIIEM PACIIONIOKEHUH TyXa.

HenormyctuMo moBEIIIIeHUE TOIOCA, TOPOIUIUBOCTD, BRICKA3bIBAaHUE HETEPIICHHUS, IPOSBICHNE Oe3pa3nnius K
CUTYaI¥ KIIUEHTA.

B 10001 cuTyanuu coXpaHsTh CIOKOMCTBUE U HE BBIPAXKATh HEJOBOJIBCTBO TIOBEACHUEM KIIMEHTA, 38 JaHHBIM
BOIIPOCOM U T.II.

3amperaeTcs mpu 00CTy)KUBAHIH KIIMEHTOB:

- HEJIOOIIEHWBATh BAXKHOCTH 00paIeHus;

- CIIOPHUTH C KIIMEHTaMU;

- TPYOHTH KJIMEHTY WM NePEXOIUTh Ha MOBBIICHHBIH TOH (TP OYHOM OOCITYKUBAaHHHU U 110 TesIe(OHY).

ITpu ouHOM 006CTY:KMBAHUM PAaOOTHHUK BCET/Ia MTEPBHIM IMMPUBETCTBYET KIMCHTA U MIPH OOIICHUY C HAM:

- KOpIyc pabOTHUKA Pa3BEPHYT B CTOPOHY KIIMEHTA;

- YCTAHOBJICH 3pHUTEJIbHBIA KOHTAKT;
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- IPUBETIINBAs yIBIOKA.

Ecan paGOTHI/IK HaxXoAUTCA Ha 3HAYUTCIIBHOM pPACCTOAHHMU OT KIMCHTA, AOCTATOYHO KHBHYTH FOHOBOﬁ,
MOJIICPKUBAs TIPU 3TOM 3pUTENbHBIN KOHTAKT. [IpuBeTCTBYS KiMeHTa, pabOTHUK IEMOHCTPUPYET, YTO 3aMETHII €T0,
1 COOOIIAeT O CBOCH TOTOBHOCTH MTOMOYB TIPH HEOOXOAMMOCTH.

PexoMeHayeTCcsT TPEAOCTaBIATh KIMEHTY BaXKHYIO WM CIIOXHYIO JUIA 3allOMHHAHUS HWHQOPMANHI0 B
MMCHhMEHHOM BUjie (IepevHU JOKYMEHTOB, JlaTa clieaytolniero nocemenus, Tenedon EKI).

IIpu 3a04HOM OOCITY:KMBAaHMH TOCPEACTBOM Tede()OHHON CBA3M pAOOTHUKY HEOOXOIUMO YETKO
BbII'OBapuBaTh CJIOBa, qyTOOBI KJIMEHT XOpomo uXx ciabplmal W ITOHWMAJl. Peun JOJIZKHa OBITH BHSITHOﬁ,
I00pOXKeIaTeTbHOM, TPAMOTHOM.

Ecim paboTHWK He yBepeH, YTO MPAaBHIBHO PAaCCIBIIIAN YTO-JIMOO B TelNe(OHHOM COOOIEHUH, eMy
HE00X0MMO TIEPECIIPOCHUTD KITUEHTa, BO N30eKaHNe HETOTIOHUMAHHUS.

PaboTHHK HOKEH OBITH TAKOHUYEH, YeTOK B M3JI0KCHUU WH(POPMAIUH, HE YIOTPEOISATh JIMIIHAX CIIOB, HE
JOMYCKAaTh MPOAOIDKUTENBHBIX Nay3. TeneoHHbIH pa3roBop AOIKEH OBITh COJepKaTebHBIM, HO KPaTKUM.

PaGoTHuKY 3ampemnieHo NoCBAMATh Tele()OHHOTO coOOeCeTHUKA B JIeNa | IPOOIeMBI KOJUIET, KOMMEHTHPOBATh
ux aeictBus. Hemb3s BecTn TenmeoHHBIC TEPETOBOPHI ITO TPOMKOM CBSI3H.

Ecimm winMeHT *kaeT Ha JUHMM W TpeOyeTcs yTOYHEeHWuEe WHGOpMAIMHM Ui TPEIOCTABICHHS OTBETA,
HE00X0UMO TPEAYIPEIUTh KIMEHTa O MPUOIM3UTEILHOM BPEMECHU OXKUIAHUS U MEPEUTH B «PEKUM OXKHIAHUS
WM TPEIOKUTh OOpaTHBIM 3BOHOK TOcje NoiydeHwus WHpopmarmn. PabOTHHK He MOMMKEH pa3roBapuBaTh C
Apyrumu pa6OTHI/IKaMI/I, €CJIN Ha JIMHUM XACT KJIMCHT U 3BOHOK HE HepeBez[éH B PCXKUM OXHUTAHUA.

Henomyctumo urHOpupoBaHue TelneOHHBIX 3BOHKOB: HE TO3/IHEE, UeM 15 CeKyH I mocie ajpecaliiv BhI30Ba
Ha OIlepaTopa 3a09HOr0 0OCTYKHBAHHUSI IOJDKEH CIIE/IOBATh OTBET.

B koHIie o01eHus ornepaTopy 3a09HOT0 00CTy>KUBaHHS HEOOXOJMMO 1MO0IaroapiTh KJIHMEHTA 33 3BOHOK.

IIpu nepenucke ¢ kaueHToM. [lenoBasi mepenyucka MOXKET OCYHIECTBIATHCS KaK MOCPEICTBOM MOYTOBBIX
MMCeM, TaK U UHTEPAaKTUBHBIMH crioco0amu. [Ipu HampaBieHNH MECHMa 10 AJIEKTPOHHOM 1oYTe, pabOTHHK BCer/a
KpPaTKO YKa3bIBAeT €ro TEMY.

JliMHa mHUchbMa JIOJDKHA COOTBETCTBOBATH XapaKTepy OOpaIleHMs], OTBET KPATKH, EMKHI U MO CYIIECTBY
Bonpoca. [IncekMo HEOOX0MMO HaYMHATH C OOpAaIeHHs] K KIUCHTY M0 UMEHH U OTYECTBY (MJIM MO UMCEHH, €CIIH
KJINEHTOM TaK OBIJIO YKa3aHo), OpOpPMIISITh B COOTBETCTBUH C 3aKOHOAATENHLCTBOM U BHyTpeHHuMHu JIHA OI1.

B oTBeTe pexoMeHIyeTcsl IPUBECTH KPAaTKOE COepKaHue TIOITYIeHHOTO 3a1poca.

[oamuce nomkHa uiaeHTHGUIUPOBaTH: paboTHUKa - OHO u MOMKHOCTH NPH HAMpPABICHUM OTBETa HA
(upmeHHOM OaHke; KoMmaHuio - HaumeHoBaHue OIl u koHTakTHYIO HH(DOpMaIHIO.

2.4. llpyHUMIIBI YPeryJIupoBaHus KOH(PIUKTOB

Henomymenne BO3HWKHOBEHHWS KOH(IMKTA SBISIETCS BAXXKHBIM YCIIOBHEM JUISI OOECIIEYEeHHS 3allUThI
MHTEPECOB KINEHTOB.

Bo u30exxanue KOHQIUKTHBIX cuTyanuii padbotHukH Ol 00s3anbI:

- CTPEMUTHCS AEHCTBOBATh B MHTEPECAX KIMEHTOB, YMETh PACIO3HABATh U M30€raTh CUTyalluil, KOTAa MOKET
BO3HUKHYTH KOH(IIUKT;

- CTPEMHTHLCS HE JOMYCKaTh BOSHUKHOBEHUS CUTYAlUH, IPH KOTOPOI B KOH(IUKTE HAYMHAIOT y4aCTBOBATh
IpyTHe KINEHTHI,

- co0Nr0aTh NPUHIKIT KOH(UICHIHAILHOCTH (HepasriamieHus HHGOPMAIIUH, He NpeJHAa3HAYSHHON it
OTKPBITOTO JIOCTYTIa UJIH MOJIb30BAHUS BCEMHU YKEJIAIOLTUMH).

B cnyyae BO3HHKHOBEHUST OOCTOSATENHCTB, KOTOPHIE, IO MHEHHIO pa0OTHIKA, MOTYT IPUBECTH K KOH(IIHKTY,
OH 00513aH CPOYHO ITOCTABUTH B H3BECTHOCTH 00 3TOM CBOETO HEMTOCPEJACTBEHHOTO PYKOBOINUTEIS, KOTOPBIH JOKEH
MIPUHSTH MEPHI K YPETyIUPOBAHUIO BO3HUKIIIEH CUTYaIUH.

[Ipu pazpemenny KOHOIUKTHBIX CUTYAITUH ¢ KIMeHTaMU neicTBrs paboTauka Oll, BKIioYas mpuHAMaeMbIe
VMU pelIeHns, He TOJDKHBI IIPECIeIOBaTh JIMIHBINA HHTEPEC.

Jli1s KOHTpOJs KauecTBa 00CITY)KUBaHUS KIIMEHTOB, YPETYJIUPOBAHUS CIOXKHBIX U HENPEIBUICHHBIX CUTYyaIUI
B IIEHTPaX OYHOTO OOCTY)KMBAaHHS KJIMEHTOB MPU HAIWYMU TEXHUUECKOHW BO3MOXHOCTU BeAETCS ayqHO3alHcCh
pasroBopa u BUACOHAOII0ICHNE, a TP OOPAIIEHNH KIHNEHTOB 110 MHOTOKaHAIBHBIM Telle()OHHBIM HOMEpaM eINHOTO
konTtakT-1ieaTpa (EKL), Bkimtouas naTepakTuBHOTO aBTooTBeTdnKa (IVR), Beaérest ayamo3anucek Bcex pa3roBopos,
IpH 00s13aTeTbHOM HH(GOPMHUPOBAHUH KIIMEHTOB B COOTBETCTBHH C JIEHCTBYIONTUM 3aKOHOAATEIHCTBOM.



SHEPTOCEDBIT
XEPCOH

2%

3. UuppacTpyKkTypa 04HOI0 00CIY:KUBAHUA

OuHoe 00CTyXKMBaHHUE KIIMEHTOB KOMIIAHHH OCYIIECTBIISIETCS B IICHTPaX 00CIyKUBaHM KIMeHTOB. [lepeueHp
LIEHTPOB O0CITY)KUBAHUS KIIMEHTOB, 30HbI 00CTY)KUBaHUs (TIPY HAJTMYMH JCJICHHUS HA 30HbBI 00CTYXKUBaHMS), aipeca,
4ackl pabOThI, KOHTAKTHBIC TeJe(OHBI (MPU HAIMYUK BBIJICIICHHBIX TeJIe()OHHBIX HOMEPORB) U ajpeca 3JIEKTPOHHON
OYTHI (TIPY HAJIMYHMH) YKa3bIBAIOTCS Ha OQUIIHATIEHOM CaliTe rapaHTHPYIOIIEro TOCTaBIIHKA.

Pexum u mopsgok paboOThl TEHTPOB OOCTY)KMBAaHHS KIMEHTOB YCTAaHABIHUBAIOTCA TapaHTHUPYIOIINM
nmocTaBIIMKOM. JlomyckaeTcsi cMelleHrne pabodero rpauka B 3aBUCUMOCTH OT TEPPUTOPUAIILHBIX OCOOCHHOCTEH 1
HEOOXOIUMOCTH 0OecTieueHHs 0OCITy)KUBaHHS B BEUECPHEE BPEMSL.

Ounoe oOcayXuBaHHUE KITUEHTOB ocyriecTBisieTcs B mroooM L1OK B 30He nesrensHocTr Ol BHE 3aBUCHMOCTH
OT MecCTa PacTOJIOKEeHHU MPUHAIEKAIINX KINEHTY SHEPTONMPUHIMAIOIIET0 YCTPOUCTBA U (HMITH) 000pYAOBaHUSs, C
WCIIOJIb30BAHUEM KOTOPBIX OCYIISCTBISETCS MMOTPEOJCHHE KOMMYHAIBHBIX yciyr. OuHOoe 00CIy)XKHBaHHE
MIPEIOCTABIISIET BO3MOYKHOCTD PEIICHHUS CIIOKHBIX BOTIPOCOB U (MJIH) BOIPOCOB, TPEOYIOMIMX JIMYHOTO MPUCYTCTBUS
KJIMEHTA B COOTBETCTBHHU C TPCOOBAHUSIMH 3aKOHOAATEIHCTBA U KOPIIOPATUBHBIMU CTaHIAapTaMH.

Lentpbl  0oOCHyXHMBaHHMS  KIHCHTOB  OOCCIICUMBAIOT  TCPPUTOPUAIBHYIO,  OpraHU3al[MOHHYIO U
MH()OPMAITMOHHYIO TOCTYMHOCTh KIIMEHTaM M (PYHKIIMOHHUPYIOT HAa OCHOBE NMPHUHIIMIIOB, YKa3aHHBIX B MyHKTE 2.1
HACTOSAIIETO CTaHAAPTA.

KomnuectBo, morpebHoctsh m Mecta pacnonoxenus LIOK ompenemstorcs OIL, ucxonms w3 KpuTepHs
YHUCJICHHOCTH HacesieHus 30HbI JestenbHocTd OIl B KauecTBe rapaHTHPYIOIIETO IMOCTABIIUKA, W3 TMPUHIIMIIA
JOCTYITHOCTH OYHOTO OOCITY)KUBaHUS, IEMIEXOAHON 1 TpaHcmopTHOM goctynHocTH [{IOK B Tewenne pabodero mHs
JUIS BCEX KIMEHTOB, NPOKMBAIOIIMX B TpaHHMIAX 30HBI oOcmyxkuBaHus naHHbix L[OK, oxBara Bcelr 30HBI
JIESATSILHOCTH TAPAHTUPYIOIIETO MOCTABIIHMKA, a TAKXKE UCXOJ U3 TpeOOBaHMIA JICHCTBYOIIETO 3aKOHOAATEIhCTBA
Po.

Jia opraHmzaiiiu O9HOTO OOCTY)KMBAHHSA B YAaJeHHBIX HACENEHHBIX MyHKTaX, rae HeT oducoB OIL, mms
KJIMECHTOB C OIPaHMYEHHBIMH BO3MOXHOCTSIMH 3/I0POBBS, & TAK)KE B MHBIX CIIydasX, €CJIM 3TOr0 TPeOyrT OM3HEeC-
mporeccsl OIT peanusyercs BeIe3THOE 0YHOE OOCITY>)KUBaHUE B MOOMIIBHBIX IIEHTPaX 00CITY)KUBaHUS KIIHEHTOB (TIpH
WX HAJIMYUN).

3.1. ®yHKUUM HEHTPOB 00CTYKNBAHUS KJIMEHTOB

LeHTpbI 00CTy)KUBAaHUS KIMEHTOB BBHITIOIHSIOT CIEAYIONIHE ()YHKITUH:

- opraHm3arus o0CITyKUBaHUSI KIMCHTOB C YIETOM ITOJIOXKEHUH 3aKkoHOAaTenbcTBa Poccuiickoit Deaepannu
00 3JIEKTPOIHEPreTHKe, HACTOALICTO CTaHAapTa, IOTOBOpa JHEprocHaOXKeHus (KyIUIH-Mpoaaxu (IMOCTaBKN)
ANIEKTPUYECKON dHeprum (MOIIHOCTH) W  JIOTOBOpa IPENOCTaBIEHHS KOMMYHAIBHOM  yCIyrd IO
ANEKTPOCHA0KEHHIO, a TAK)KE MHBIX YCIYT KOHTPAreHTOB B PaMKax JOTOBOPOB OMJITMHTA;

- Opranmu3anusda MpeaoCTaBJICHUA I/IH(I)OpMaHI/II/I, OYHOI'0 KOHCYJIBTUPOBAHHA KIMCHTOB IIO BCEM BOIIPOCaM,
CBA3aHHBIM C ACATCIIBHOCTBIO TI'apaHTUPYIOUICIO ITOCTAaBIIWKA, IMPEAOCTABJICHUEC THUIIOBLIX (l)OpM OOKYMCHTOB
KITUEHTY;

- obecmeveHne mpueMa IlaTeked OT KIUEHTOB (KaKk MHHHMYM B O€3HAIMYHOUW (opMe), 32 HCKITFOUCHUEM
Clly4yaeB OTCYTCTBHSI BO3MOXKHOCTH OOECTIEUHTh paboTy IIaTEKHBIX CEPBHCOB M3-32 OTCYTCTBUSI YCTOHUMBBIX
KaHaJIOB CBS3M IO PUYMHAM, HE 3aBUCSIIUM OT FapaHTUPYIOLIETO MOCTABIIUKA;

- TIpUeM 3asBOK Ha 3aKIIOUEHHUE JTOTOBOPA YHEPTOCHAOKEHUS (KYIUTU-TIPOJAXH (TTOCTaBKU) ICKTPUICCKOM
SHepruu (MOITHOCTH) UIIH TOTOBOpA HAa OKa3aHUE MHBIX YCIYT, a TAKXKE HHBIX JOKYMEHTOB OT KJIMEHTa, TPOBEpKa
TepeyHs JOKYMEHTOB, TPOBEPKa MOJIHOTHI CBEICHUH B 3asBKE, aHAIN3 JIOKYMEHTOB Ha COOTBETCTBHE TPEOOBAHUAM
K JOKyMEHTaM, YCTaHOBJIICHHBIM HOPMATHBHBIMH IPABOBHIMU aKTaMH;

- BbIJ]a4a KIMEHTaM JOKYMEHTOB, CBSI3aHHBIX C PeaH3alliel JOroBopa SHEProcHA0KEH!s (KyILTH-IPOIAXKH
(TIOCTaBKM) DIIEKTPHUECKOW DHEPruu (MOIIHOCTH) WIIM JOTOBOpa TMPEIOCTABICHHS KOMMYHAIBHOW YCIIYTH IO
ANEKTPOCHA0XKEHUIO, a TAK)KE HHBIX YCIYT KOHTPAreHTOB B PaMKax JIOTOBOPOB OMJITMHTA;

- TpueM oOpalleHuH, CBA3aHHBIX C AeSTEIBHOCTHIO TapaHTHPYIOMIETO TOCTABLINKA WIIH B CIYYasX,
MpelyCMOTPEHHBIX 3aKOHOAAaTeIbCTBOM Poccuiickoit deaeparyy, ceTeBoi OpraHu3alliy, a Tak’Ke HHBIX YCIyT
KOHTPareHToB B paMKax JIOTOBOPOB OMIIIFHTA.

K momemnienmro neHTpa 00CIyKUBaHAS KIIMEHTOB JJIs1 OYHOTO OOCITY’)KHBaHUS 00€CTIeunBaeTCs
OecrpensTCTBEHHBIN JOCTYI TOCETUTENEH, B TOM YHCIIE TPaXKIaH ¢ OrPaHMYCHHBIMU BO3MOKHOCTSIMH, B paMKax
TpeboBaHMii 3akoHOAaTeNnsCTBa Poccuiickoit deneparum.
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3.2. TpeOoBaHuS K 31aHHUI0, Ile PACHOJIATACTCSH LHEHTP 00CTyKUBAHUS
KJIMEHTOB

OuHoe 00CITy>)KHBaHUE OPTAHU3YETCS:

- B MECTax ¢ pa3BUTON TOpOACKON HHPpacTpykTypoli (Henaneko ot TLl, OCHOBHBIX Mara3uHOB H T.J.);

- TI0 BO3MOKHOCTH Ha 1-0if THHUM TOMOB IO OTHOIIEHUIO K JOPOTE;

- Ha l-M sTaxe 37aHMs (ONTUMAIBHHO);

- OJU3KO K TPaHCMOPTHBIM MapipyTam — He gaiiee 500 METpOB OT OCTAaHOBKH OOIIECTBEHHOTO TPAHCIIOPTA

(B ropone);

- HemaJeKo OT LEHTPAITbHBIX YIHUI] HACEICHHOTO IyHKTa (B 00JacTH).

B 3nmanum nomkeH OBITh MPOBEAEH HEOOXOAMMBIN TEKYIIMH M KalUTAIBHBIA PEMOHT, OHO JIOJDKHO
MOJIICPKUBATHCSI B XOPOIIIEM COCTOSTHUY (37]aHKE HOBOE WJIM MOKPAIICHO/OTIITYKAaTypEHO, Ha CTEHAX OTCYTCTBYIOT
TPEIIMHBI, Pa3BOMbl M IIATHA, PaMbl M OKOHHBIE CTEKJIA IIETbIe W YHCTHIE). 3IaHWE JOJDKHO COOTBETCTBOBATH
tpedoBanusam CanlluH, CHUII, TpeGoBaHusSM MOKapHO OE30MMACHOCTH, a TaKKe o0ecrednBaTh OE30MMACHOCTH
BHYTPH TIOMEIICHUS.

Psimom co 31aHueM 10 BO3MOXKHOCTH JIOJDKHO OBITH 0OecrieueHo Hajauuue OecIiaTHON MapKOBKH IS
KIIMEHTOB U3 pacyera | MalMHO-MecTO Ha | onepanoHHoe MeCTO paOOTHHKA B KIIMEHTCKOM 3aiie (JUTst QU3NIECKUX
W IOpUIMYECKUX JIUII), HO He MeHee 3 MaluHo-MecT Ha 10 pabOTHHKOB.
WNndopmarnmonneie ykazatend, O(QOpMIICHHBIE B €IMHOM KOPIOPATHBHOM CTHJIE, B COOTBETCTBHH C
OTpacieBpIM pYKOBOJICTBOM TI0 HCITONIb30BaHUI0 (hrupMeHHOTOo T [ 'ockopriopannu «PocaTom» 1 ee opraHnzanuit
(manee - BpeHnOyK) pa3MeniarTcs y HEHTPaIbHOTO BXO/a B 3/1aHUE:
- BBIBECKA C HA3BaHUEM KOMIIAaHUWY;
- TabJMYKka ¢ HANMEHOBAaHHUEM KOMITAHUY U WHGOPMAIHEH 0 peKuMe pabOTHI.
ITo mampaBnenuto k [IOK (mpm HEOOXOTUMOCTH) pa3MEIIAOTCS YIMYHBIC YKA3aTelH, ITOKa3bIBAIOIIHC
HampaBJieHUE BUKCHUS K 0PHUCY, 0(DOPMIICHHBIC B KOPIIOPATUBHOM CTHJIC KOMIIAHHU.
[Ipuneraromas Kk 37aHAIO TEPPUTOPUS M BXOHAS TPYIIA MOANEPKUBAIOTCS B HA/ITICHKAIIIEM COCTOSHUH:
- OTCYTCTBYET MYCOp, JIETOM Ha KIIyMOax HEeT COPHSAKOB, 3MMOH OUYHMIIIEHA OT CHETa U HaJIeId, OTCYTCTBYIOT
COCYJIbKH Ha KPBIIIIE;

- OKOJIO BXOJIa B 3/laHUE UMEETCS YpHA I Mycopa;

- Ha CTYyIEHSAX MPH BXOJE B 3laHUE NMPH HEOOXOAMMOCTH Pa3MEINAlOTCsl aHTHUCKOJB3SIINE KOBPUKHU, Y
Bxona B [IOK omHOTOHHBIN TEMHBIN BIAarOBIMUTHIBAIONINN KOBPHUK.

K 3manuio 1ueHTpa O0OCHyXMBaHHMsI KIMEHTOB JUIi OYHOIO  OOCITYy)XKHMBaHHS oOOecleunBaeTcs
OecTpensITCTBEHHBIN OCTYI MMOCETUTENEH, B TOM YHCJIe TPAXKAAH C OTPAaHWYCHHBIMH BO3MOXKHOCTSIMH, B PaMKax
TpeOOBaHM 3akoHOmaTenbcTBa Poccmiickoit ®emepamuu. Ha BXOIHBIX CTEKIISTHHBIX IBEPSAX Pa3MEIIarOTCs
AJIEMEHTBI JJIs CIIA00BUISIINX JTFOJICH.

Eciu BXox B 11eHTp 00CTyXKMBaHHS KIUSHTOB UMEET JISCCTHHYHBIN MPOJIeT Oojiee 3 CTYyMEHEK, TO JIECTHHUIIA
BXOJHOW TPYMITBI OJKHA OBITH O0OOpYAOBaHAa MOPYYHSIMH W CHEIHaJbHBIMH YCTPOMCTBaMH, IS IOAEH ¢
OTPaHMYCHHBIMU BO3MOXHOCTSAMH (MMaHAYyCaMH, PaCIIMPEHHBIMH IPOXOJaMHM, IO3BOJSIONIMMH O0ECIECYUTh
OecCIpensITCTBEHHOE Tepe/IBIKeHNe), 00 KHONKaMHU BbI30Ba NepcoHana. KHomka o0o3HaudaeTcst TaOIMUKON
«BbI30B nepcoHanay, a TakkKe 0OIHOMMEHHOM TaONMYKON ¢ MHCTPYKLUEH Ha s3bIke bpaiins.

IIpn HeBO3MOXXHOCTH O00OOpPYIOBAaTh BXOJ B IIEHTP OOCTY)KHBaHHUS KIMEHTOB HaJJIeKalUM 00pazoM
OpraHu3yeTCs 00CITy)KMBaHNE MHBAJIMOB U JIUI C OTPAHUYCHHBIMY (DU3MUECKUMHU BO3MOYKHOCTSAMH Ha IOMY W/WIIA
HCTIONB3YETCS APYToi Crtocod obecriedeHns JOCTYITHOCTH 00CITY)KUBaHUS.

3.3. TpeOoBaHMs K NOMEIIECHUIO, [e¢ PACIOJATAeTCHA LEHTP O00C.IyKUBAHUSA
KJIMEHTOB

[Momemmenust LIOK moKHBI COOTBETCTBOBATH CAHUTAPHO-3MTUIEMHOIOTHIECKUM TPEOOBAHUAM U PETYIISIPHO
MOJ/ICPKUBAThCA B HamuexameM coctosHud. B momemenusx LJOK nomken ObITh mpoBenéH HEOOXOIMMBIN
TEKYLIUHI U KaluTaJIbHBIA PEMOHT.

Ha BXOJHBIX CTEKIISTHHBIX JBEPSX Pa3MEIAoTCs QIEMEHTHI IS C1a0O0BUISIINX JIFOJCH, a TAKKe TaOINIKH,
yKa3bIBalOIINE HANPaBICHUE OTKPBITHA ABEPEH.

Bxoxa u BeIxox (BKMIOYast aBapuiiHbIN) U3 MOMELICHUS! 000PYIYIOTCS COOTBETCTBYIOIIMMH YKa3aTENIsAMU C
ABTOHOMHBIMH HCTOYHHUKAMH Oecriepe0OHHOro MuTaHus (1o BO3MOKHOCTH B IIPU HEOOXOAUMOCTH).

IIpu pasmenieHUU IOMEIEHUs JUIsl OYHOTO IIPUEMA KJIMEHTOB B OJHOM 3JIaHUU C JPYTMMU OpraHU3alUsIMHU
JOJKHA 00€CTIeYnBaThCs UX B3aUMHasl IUTAHUPOBOYHAS M30JIALIUS:

- IIOMEIIIEHNE HE JOIKHO ObITh IPOXOIHBIM;
- IPOXO0J HE JOJDKEH OCYIIECTBISThCA Yepe3 MOMELIeHHs APYIHX OpraHu3auuii, (KpomMe MecT oOmero
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TTOJTH30BAHMA);

- TIOMEIIleHHE JO0JKHO MPeyCMaTPUBATh HE3aBUCHMBIN PEKUM PaOOTHI.

Bxon B momenieHue meHTpa OOCTY)KMBaHHs KIHMEHTOB OCHAIIaeTCs JOMOJHUTENLHOH TaONMYKOH ¢
HauMEeHOBaHWEM KOMIaHUU 1 HH(OpMaIuei o pexxumMe paboThl, eCITN B 3[aHUH pa3MenIeHO HECKOJIbKO OpraHn3aini
W/WiaM BXOJ B 374aHWeE He coBmamaeT co BxogoM B momemieHue L[OK. Taxxe B 3maHwm mpu HEOOXOAWMOCTH
pa3MeliaTcs JIONONHUTENbHbIE YKa3aTeldH, IOKa3bIBAIOIIMe HampasiieHHe ABwkeHus K nomenienuo [{OK,
oopMIiIeHHBIE B KOPIIOPATUBHOM CTHJIE KOMIIAHHH.

[Momemenns 1IOK, smeMeHTH HMHTEpbEpa M IKCTEphepa OPOPMIISIOTCS B €IUHOM (UPMEHHOM CTHIIE,
npoBoanTcs opraHuzamys npoctpancTBa LIOK (3oHUpOBaHME) B COOTBETCTBUH C PyKOBOJICTBOM apXHTEKTYpHO-
IUTaHUPOBOYHBIX pemieHnid U bpenaOyka. B LIOK nmomkna ObITh OpraHu3oBaHa IOTOJIOYHAS WM HAcTECHHAS
HaBuranusa (yka3aTenu, HauMEHOBaHWE, HyMmepalis KaOWHETOB/OKOH), yV BXOJla B KaXIblii W3 KaOWHETOB
pasMenaercsi TabJIM4Ka C HANMEHOBAHKUEM TTOMELICHHUS. 30HA O)KHUIaHUS KIIMEHTOB JIOJKHA TI03BOJISITH Pa3MECTHUTh
BCEX KJIMEHTOB B MHMKOBbIE JHM (4achl) mpuéma (ontuManbHo). [lmomans 30861 He MeHee 4 KB. M Ha | paboTHUKa,
00CITy)KMBAarOIIEro KIueHToB (1 MecTo It 00CTyKIUBAHHS).

B nomemennsax [IOK nomkHBI 0TCYTCTBOBATh EPETOPEBIITUE JIAMITHL, TOJKHO OBITH CBETIIO, TIOAIEP’KUBATHCS
koMmQopTHas Temneparypa. CTeHbI, 01, MOTOJIOK, OKHA, BATPHHBI U JIEMEHTHI OTAEIKH JTOJKHBI OBITh YHCTHIMHU U
0¢e3 TOBPEIKICHUH.

[omemenuss LIOK obGopyayercss cucteMoil KOHAWMIMOHUPOBAHMS, KYJIEpOM C NHUTHEBOM BOJOM U
OJTHOPA30BBIMU CTaKaHYMKaMH, a TakKe YPHOW IJIsi UCIOJIb30BAHHBIX CTaKaHOB, KOPIIOPATUBHBIMU HACTEHHBIMU
gacaMu W KameHmapém. [lommkHa OBITH oOecrieueHa BO3MOYKHOCTH JIOCTYIa KJIIMEHTa B TyaneT (1Mo TpeOOBaHHUIO
KJINCHTA).

B cnygae, ecnmm B LIOK Benércst Buzeo W/uimm ayano3anvchk JOKHBI OBITH pa3MeNIeHbl COOTBETCTBYIOIIUE
MH(OPMAIMOHHBIC HAKICHKH.

[Ipu oOciy’)XxMBaHWM 3a CTOJAMU CO CTOPOHBI KIIMEHTOB JOJDKEH CTOATH CcTyN. CTON CO CTOPOHBI KIIMEHTA
JOJDKEH OBITh OCBOOOXKICH OT BCEX MPEIMETOB, YTOOBI KJIMEHT MMENl BO3MOXKHOCTh paboTaTh C JIOKYMEHTaMH,
JOJDKHBI OBITh THCBMEHHBIC TNpPUHAIIEKHOCTH (Oymara Juist 3ammceil, pyuku ¢ Qukcanueii). I[lucbMeHHBbIC
MPUHAJUICIKHOCTH JTOJKHBI TAKKE Pa3MeIaThCsl Ha CTOMKE IS 3allOJHEHUSI JOKYMEHTOB.

Paboune MecTa pabOTHUKOB B 30HE KITMEHTCKOTO 0OCITYKMBAHHUS U HHBIX TIOMEIIEHHUSX JOJKHBI COJIEPIKATHCS
B YHCTOTE, HA HHUX JIOJDKHBI OTCYTCTBOBaTh HEO(MUCHBIC/TUYHBIC TpeaMeThl. KOMIBIOTEpPHBIE U 3JICKTPUUYECKHE
MIPOBOJIA JOJHKHBI OBITH CIIPATAHBI MJIM aKKYPATHO YI0KEHHI B To(pe (OTCYTCTBYIOT BHCSIIHE ITPOBOIA).

WHubopMaImoHHBI CTEH/T pacronaraeTcs Ha BUIHOM MeCTe, UMEIOTCS HaCcTOJNbHBIC/HATIOIbHBIE TIOJICTABKH
JUTSL pa3MeENICHUsT WH(POPMAIIMOHHBIX MAaTePHaoB (IIPH HEOOXOJUMOCTH), TIACTUKOBBIC MOJICTABKU/KapMaHbI IS
pa3MenieHus THQOPMAITUOHHBIX OYKIICTOB JIOJIKHBI OBITh 3aITOJIHEHBI AKTYaJILHBIMU IBETHBIMUA HH()OPMAIMOHHBIMH
MaTepuanamu.

Kaxpiii 1IeHTp 00CTyKMBaHUS KIIMEHTOB HMEET KHUTY OT3BIBOB U MPEIOKEHHH, perucTpanus u oopadoTka
OT3BIBOB M OOpaIlleHnil KIIMEHTOB BEJETCS B COOTBETCTBHU C YTBEPKJACHHBIMH JOKAJTbHO-HOPMATHBHBIMHU aKTaMU
KOMTIaHHH.

s obecniedenus 6e30MacHOCTH paOOTHUKOB U KIIMEHTOB TIOMEIEHNE 000pyIyeTCs:

- TMPOTHBOMOXAPHON CUCTEMOM U CPEIICTBAMH MOKAPOTYILECHHUS;

- CHCTEMOH OIIOBEIIEHUS] O BO3HMKHOBEHHUM YPE3BbIYANHON CHUTYallMM, TPEBOXHOW KHOMNKOM, a TIpH

HEOOXOAMMOCTH U TI0O BOBMOXXHOCTH (PH3UIECCKON OXpaHOM.

KitoueBbiMu mapamerpamu, ompenenstomumu  ¢opmar LIOK, sBusrorcs pasmep NOMELICHHH, €ro
APXUTEKTYpPa, KOJINYECTBO IITATHBIX PAOOTHUKOB, OOCITYKUBAIOIIMX KIMEHTOB, HANWYKE ()YHKIIMOHAIBHBIX 30H U
nepeyeHb MPOTyKTOB U YCIYT, aAPECOBAHHBIN ONpeAeIEHHBIM CETMEHTaM KIIMEHTOB.

Brigenstorcs cnenyromniue Gopmarter [JOK:

- TomosHoti [IOK - ronoBHO# ouc B 00JIaCTHBIX IIEHTpPaX.

Cpennutii 1IOK - ¢ xoyin4ecTBOM paOOTHUKOB Ha OUHOM OOCTYKMBAHHH 5 YeJIOBEK U OoJiee.
Maueriit [TOK - ¢ konuuecTBOM paOOTHUKOB HAa OYHOM OOCITY)KUBAaHUU MEHEE 5 YEIIOBEK.

- MooOuneaeii [IOK — mepemsmxHoi LIOK mnms ounoro oOciyxwuBanus (aBToOyc). I'paduk paboTsi

MoomieHOTO 1{OK pasmemaercs Ha odurmansaoMm caiite OI1.

34. le/IMeHeHI/Ie NPpUHIMAIIA 30HUPOBAHUSA B ICHTPaXx Oﬁc.l'ly}KI/IBaHI/IH KJINECHTOB

[MoBbimenue 3GHEeKTUBHOCTH 0OCTY)KHBaHUSI KITUSHTOB JOCTHTAETCS 32 CUET WHTYUTHBHO MOHSTHOTO M
KOM(OPTHOTO PACIIOJIOKCHIS CIICTYIOINX 30H O0CTYKUBAaHUS.
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30Ha BCTpeydH KJIHMEHTOB/BXOAHAs Tpynna TpeqHa3HadYeHa Ui OpraHW3allii BCTPEYH KIIMEHTA,
ompeneNieHuss €ro TOTpeOHOCTell B HelsX MJajbHEHIIEro ero HampaBlieHHS B COOTBETCTBYIOUIYIO 30HY
00CITy’)KHBaHUSI.

30Ha o:kuaaHUA MTpeIHA3HAYEHA I OPTaHN3alui KOM(QOPTHOTO OXKHIAHUS KIIHEHTaMH 00CITy)KUBaHUS.

Hndopmanuonnasas 30Ha TpefHAa3HA4deHA [UISI  pa3MeENieHns WH(OPMAIMOHHBIX  MaTepHalIOB
TFapaHTUPYIOIIETO MOCTABIIMKA, MATEPHAIIOB IO TOMOJHUTEIHHBIM yCIIyTaM KOHTPAareHTOB B paMKax JOTOBOPOB.

WNudopmanmonHsie MaTepuanbl JOJDKHBI OBITh aKTyadbHBIMH W TIOHSATHBIMH I KIHUCHTOB, |
opopMieHHBIME B enuHOM (upmeHHOM cTiuie. Pabotauk [IOK, Ha3zHavueHHBIH HAaYaIbHHUKOM ydYacTKa, OOs3aH
CJICZINTH 32 Pa3MENICHUEM U aKTYaJIbHOCThIO HH(POPMAITMOHHBIX MaTEPHAIIOB.

HNudopmarnus, moanexarias 00s13aTeILHOMY pa3MeIIeHHI0 B HHGOPMAITMOHHOW 30HE:

- O TOpsAOKE ¥ CI0cO0ax BHECEHUs IUTaTeXel M0 JOrOBOPY DJHEProcHAOKeHHs (KYyILTH-TIPOJIAXKH
(TocTaBKM) 37EKTPUYIECKON SJHEPTHUHU (MOIIIHOCTH));

- 0 TOCNEACTBUSX TMPU OCYIIECTBICHWH HECAHKIMOHHPOBAHHOTO BMENIATENbCTBA B  paboTy
WHANBUAYAJIFHOTO, 00IIero (KBapTUPHOTO) MpruOopa yuéTa, MOBIEKIINe HCKaKeHUE MTOKa3aHUi Takoro mpudopa
yuéTa, ¢ yKazaHHeM CIiocoba pacuéra JOHAYNCIEHH 32 TaHHOE HapyIleHe;

- 0 cmocobax nepeaayn NoKa3aHUi MprOOPOB yueTa;

- 0 MOCJIEACTBUSIX MPHU HAPYIICHUH O0SI3aTSILCTB 0 OIUIATE AIICKTPUUSCKON 3HESPTUU, BBIPA3UBIIHECS BO
BBEJIEHUH TIOJHOTO W (WJIM) YaCTUYHOTO OTPAHWYCHHSA PEXKHMa MOTPEOIEHHS DIIEKTPHYECKOW DHEPTUU U €ro
BO300HOBJICHHIO, O CITOCO0aX YBEAOMIICHUS 00 OTKITIOUCHUH TOJDKHUKA,

- 0 HAUUCJICHUU MCHU;

- 0 JeHcTBYIOMMX TapudaxX U HOPMATHUBAX;

- 0 MOpPSIKE MoJIaYu OOpaIleHu, TPETEH3UH U Kano0 Ha ISUCTBUSI TapaHTHPYIOIIETO TOCTABIINKA;

- TMepeyeHb NOKYMEHTOB, HEOOXOAMMBIX JJIsl 3aKIIFOUEHHS JOTOBOPa SHEProcHa0KeHUs (KYTUIA-TIPOJaKU
(TocTaBKM) 3NEKTPUIECKON IJHEPTUN (MOIITHOCTH)).

Toprosass 30Ha (nmpu HeoOxoamMmocTn) IIpegHazHayeHa [Uis oOpraHu3aluy MPONAX MNPOAYKUUHU
(3NeKTPOTOBAPBI, CUETYUKH W JApPYyroe). MexJy TOProBOW 30HOW W 30HOM OOCIYXUBaHHUS JOJDKHO OBITh
MPeayCMOTPEHO CBOOOTHOE MPOCTPAHCTBO, obecrednBaronice KOHPHISHIUATBHOCTE 00CIyKUBaHus. Toprosas
30Ha JIOJDKHA OBITh OCHAIIEHA CTEHJAMH H/HITH CTEKIITHHBIMA BUTPHHAMH, O(hOPMIICHHBIMH B €IMHOM (hUPMEHHOM
CTHJIC ¥ KOH(HUTYpaITHH.

3oHa 0O0Cay:KUBaHUSI TIpPEIHA3HAYCHA IS TPOBEACHUS KOHCYJIBTAIUH KIMEHTOB (PU3IUYECKUX U
FOPUIMYECKUX JIUI] TIO YCIIyTe AIEKTPOCHAOKEHUS U yCIyraM KOHTPareHTOB B paMKaX JIOTOBOPOB OWJLTHHTA. 30HBI
0OCITy’)KUBaHHS FOPUINYCCKUX H (QHU3UYECKUX JIHMI PACIONIararoTCsA, IO BO3MOXKHOCTH, oOocoOmeno. Ilpum
HEOOXOJMMOCTH PaclpeaeICHHs U ONTUMH3AIMH [TOTOKA KIIMEHTOB U MoBbiieHus 3 dexruBHOCTH paboThl, B [IOK
BHEJPSETCS AJIEKTPOHHAS OdYepellb CO 3BYKOBBIM OIOBEUICHHEM U OOOpYAyeTCs CTOHKa agMUHHCTparopa (mpu
Hanu4uM 5 (matr) u 6osee OKOH 00CTYKHBaHHS KIIMEHTOB).

[IpucyrcTBre aAMUHICTPATOPa B 0053aTEIHLHOM MOPSIKE JOJDKHO OBITH 00ecneueHo:

- B IIMKOBBIC YaChl;

- Ha «IEpPeXONHBIM TIEpHOI» TpHW BBEACHWHW HOBBIX TpeOOBaHMU 1O pacuéTy YCIyTH IO
ANEKTPOCHAOKEHHIO, a TAK)KE HHBIX YCIYT KOHTPAreHTOB B PaMKax JOTOBOPOB OMJUTMHTA;

- Ha «IePEeXOHBIN MEepUO» MPYU BBEJACHUU HOBBIX TEXHOJIOTUH 00CITYy:KUBaHUs (HApUMeEp, JIEKTPOHHON
OuYepeIN WU HHBIX TEPMUHAIIOB);

- TpU BO3HUKHOBEHHH TEXHHYECKHX COOEB, TMOBJIEKIINX 3a COOOH yBelIW4YeHHE OdYepenn, BPEeMEHU
OXXKHJIAaHUS U 00CTY)KUBAHUS WITH POCT HAPSDKEHHOCTH CPEH KITMEHTOB.

30Ha 00CITy>)KUBaHUS KIHEHTOB 0(hOPMIISIETCS B KOPIIOPATUBHOM CTHIIC ¥ 00ECIICUMBACTCS HAIMIHEM:

- 1-ro unu 2-x crynseB Ha 1 OKHO (CTON) MpUEMA KIIMEHTOB;

- OTJENBHOTO CTOJIA WU BBIJIEJIEHHOTO MECTa Ha cToJie paboTHHKA It 0QOPMIICHHSI IOKYMEHTOB;

- KaHIEISIPCKUX TPHHAIJICKHOCTEH Ui TIOJMh30BaHHWS KIWEHTOM (Oymara Juis 3amuceil, pydkd c
(ukcamueit).

3oHa mpuemMa miaTexKeil/mpueM NJaTekel NPUMBIKAET K 30HE OOCTYKMBAaHHUS M TpeIHA3HA4YeHaA st
peanm3anuy nporecca mpuema raTesxeil 0T KIMEHTOB 3a YCIYTy 3JEKTPOCHAOKEHUST M MHBIE YCIYTH KOHTPAareHTOB
B paMKaXx JOTOBOPOB OHMJUIMHTA.

JeTckasi 30Ha IPUMBIKAET K 30HE OXKHUIAHUS U TPETHA3HAYACTCS U OpTaHU3alliy JOCyTa JIeTel KIIMEeHTOB,
oxuparommx oociayxuBanus. OcHamaeTcs NETCKOW MeOenbio (CTON, CTYNbs OW3MOOpA) M 3aHUMATEIHHBIMU
MaTepuaiaMu JJis aeTedt (HanpumMep, Oymara JJis pUCOBaHHMS, KapaH Jallld, PACKPACKH ISl ICTEH, JIOCKa C MEJIKAMH,
1 T.II.), MOXKET OBITh OCHAIIIEHA HHTEPAKTUBHBIMY CTOJIAMH WJIU TTaHEISIMH.
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Hudposas 30Ha/30Ha caMOOOCITy)KHBaHWS. TIpeTHA3HAYEHA JIJTs IPEOCTABICHUS KIIMEHTaM HHTEPHET-yCIyT
U YCIIYT YCTPOMCTB caMooOCIyKuBaHus B pexxumMe padbotel moapasaeienus: LIOK. Paconaraercs, mo BO3MOXXHOCTH,
IIpH BXOJI¢ B Nojpasenenue in6o. OcHaieHa nHQOPMAIMOHHBIMU CTCHAMH W/HJTH MYJIbTUMEAHIHBIM ITaHHO.

Hammaue 30u B LHIOK onpenensercs ero dpopmaTom LIOK u PykoBoacTBoM apXHTEKTYPHO-IIIAHUPOBOTHBIX
peleHuit

3.5. Opranusanus npueMa KJIMeHTOB

OCHOBHBIM IIPUHIMIIOM OYHOIO OOCIIY)KMBaHMS KJIMEHTA SIBISETCS NPHHLUI «OXHOrO OKHa». Bce
periIaMeHThl ¥ IPOLECChI AOJIKHBI ObITh HalpaBieHbl HA MUHUMH3ALUIO KOJINYECTBA JOMOJHUTEIbHBIX KOHTAaKTOB
knuenTa ¢ OIl.

[Tpuem KIMEHTOB MPOU3BOAUTCS B IeHTpax oocmyxuBanus OIl cormacHo pesxumy paboTEI.

B obnactubpix mentpax rpaduk padorsr 'omoBHoro LHOK (MunmMmym ommu L[OK B oGmacTHOM meHTpe)
JIOJDKEH OBITh YIJIMHEH B BEUEPHHUE Yachl B OyIHH, B BBIXOAHOH JeHb Takoi [IOK moimken paborath He MeHee S5
4acoB.

OuHoe 00Cmy)XMBaHHE KIMEHTOB BEIETCS B MOPSAKE JKMBOM OYepeld MM C UCIIOJIIB30BAaHHEM CHUCTEMBI
3JIEKTPOHHOTO YIPABIEHUS OYepeabio (IPU HAIUYUH TaKOil CUCTEMBI).

B LOK, rae konn4ecTBO OKOH 00CTY)KUBaHUsI MPEBHIIIACT JBA, EPEPHIB (TEXHUUESCKHUI WM 00C/ICHHBIH) He
MOJKET OBITh OZTHOBPEMEHHO Y BCEX OIEPATOPOB OUHOTO OOCITYKHBAHUS.

Paboraukn ILIOK momkHBI OBITH OOECIedeHBl HEOOXOMUMBIM OOOpPYJOBaHHEM U IPOTPAMMHBIM
o0ecreueHueM:

- KOMITBIOTEPOM C JIOCTYTNIOM Ha KopriopatuBHBIN caidT OIl u B akTyanbHyI0 0a3y JaHHBIX, C BO3MOXKHOCTBIO
BHOCUTb U3MEHEHHS (B 3aBUCHMOCTH OT BOIIPOCA KJIMEHTA U MpaB JOCTYIa);

- OPTTEXHUKOW, BHYTPEHHUM Tene(hoHOM (JTst CBI3HM ¢ MHBIMU paboTHuKamu Ol ¢ mienbio pemeHus Borpoca
KIIMEHTA), 3JICKTPOHHOHN TOYTOM.

[lepBuunblii npuem kiauentoB B LIOK ocymectBiser aamunuctpatop (npu Hamumuuu). Croiika
aJIMMHHCTPATOpa YCTAHABIMBAETCS B IOCTYITHOM JJISl KJIMEHTOB MECTE M 00OPYAYETCsl OPTTEXHUKOM 1 Tene(poHHON
CBS3bI0.

Anmvunuctpatop LHHOK nomkeH 3HaTh:

- THIIOBBIE BOIPOCHI, C KOTOPBIMH OOPAIIalOTCs KIIMEHTHI M OTBETHI HA HUX;

- QITOPUTMBI PETUCTPAIIMU U OCHOBHOM ()YHKIIMOHAT U(PPOBBIX CEPBICOB KOMIIAHUY;

- JOJPKHOCTHBIX JIML, KOTOPBIM MOKHO IepeasipecoBaTh KINEHTOB.

Amvuauctpatop 1IOK:

- obecrieurBaeT HaAJIeKalUi NOPsIOK (Ha MHPOPMAIIMOHHOM CTEHJE, B 30HE Pa3faTOYHbIX MATEPUAIOB U
MpoY.) Ipu 00CITY’)KUBAHUHU KIMEHTOB M CITIOCOOCTBYET COKPAIIICHUIO OUEPE/I;

- IPOBOAMUT TEPBUYHBIA NMPHEM KIMEHTOB, KOHCYIBbTHUPYET, TIOMOTAaeT PEIINTh BOMNPOC KIMEHTa B 30HE
caMo0OCTyKIBaHHS, BBISBISIET HEOOXOAMMOCTh OOpAIIeHHs K ONepaTopy OYHOTO OOCIy>KWBaHUS, OCYIIECTBIISET
TepeHarpasiieHue. B ciydae Haau4uus cHCTEMBI SJIEKTPOHHON OYepear BbIIAaeT KIIMEHTY TaJOH C HA3BaHWEM YCIIyTH
U €ero HOMEpOM B O4Yepey;

- IpeanaraeT KJIMEHTY MH(OpMalMOHHBIE MaTepHaibl (II0 TeMe OOpallleHHs MM PEKJIaMHOTO XapakTepa),
ONaHKH IOKYMEHTOB, NIEPEYHU HEOOXOIMMOMN JUIsl MPEAOCTABIICHUS JOKYMEHTAIUH, TUIIOBBIE ()OPMBI JOKYMEHTOB,
00pas1bl 3aI0THEHHUS TOKYMEHTOB U TIP.;

- IpUHUMAET JOKYMEHTHI, HE TpeOyIoIue IOMOJHUTEIbHON NPOpadOTKM B KIMEHTCKOM 3aje, Ui
JANBHENIIe Tepenayn B COOTBETCTBYIOIIUE CTPYKTypHble moapasznenenus OIl (69k-oduc), B KOMIETSHIUIO
KOTOPBIX BXOJUT PACCMOTPEHHUE JaHHBIX BONPOCOB (ka00bl, 00palieHusl, 3asBJICHUS 110 TUIIOBOH (opMe U 1Ip.);

- IPUHUMAET SKCTPEHHbIE MEPHI P BOSHUKHOBEHUH KCTPEMAIBHBIX CUTYyaluil (BbI30B MOJHMLUH, CKOPOU
ITOMOIIIX U TIp.).

Anmunuctparop LIOK nomxken o0nagate 10CTaTOYHONM KOMIIETCHLIUEH IS

- TIpeABAPHUTENBHBIX KOHCYJIBTAUN KINEHTA;

- IPEIOCTABJICHHIO KIIMEHTY HHTEPECYIOIIEeH ero NHPOPMAaInH;

- MCTIONIb30BAHUS IIPOTPAMMHOTO 00ECTIeYeHHUS ¥ TU(PPOBBIX CEPBUCOB.

CTaHIapTHBIH aIrOPUTM 0YHOI0 00CIYKMBAHUS KJIHEHTA A IMUHHCTPATOPOM B KJIHEHTCKOM 3aJe.

Knmnent oOpamraercst K agMUHUCTPATOpPy KIMEHTCKOTO 3aia, KOTOPBIM OCYIIECTBIISET HPEABAPUTEIBHYIO
KOHCYJIBTAlIMIO KIIMEHTAa W OKAa3bIBaeT YCIYTH, HE TpeOyIolue 00s3aTeIbHOr0 OOMICHUS C OMEpaTopOM OYHOTO
00CITy>)KUBaHMUSI.

KnuenT 3HakoMuTCst ¢ HHGOPMALMOHHBIM CTEHAOM U OOBSBICHUSAMH, Pa3bsSCHAIOIINMY MOPAJOK MPHUEMA,
JAIOIMMK OTBETHl Ha THIIOBBIC BOINPOCHI, COJEPXKALIMMHU CHPAaBOYHYI HHGOpPMaLUIo, 00pa3lbl 3alloJIHEHHS
JIOKYMEHTOB U T.II.
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[Ipr HEOOXOIMMOCTH TOJydEeHHs] KOHCYJIBTAlMM OT OIlepaTropa OYHOTO OOCITY)KWBaHHUS, aJIMHHHCTPATOP
KOOPIMHHUPYET KIUEHTA B BEIOOpE TEMBI OOpallleHHs IPY MOTYYSHHU TaJlOHA B AJIEKTPOHHOM OUepeIH.

CTaHaapTHBII aJIrOPUTM OYHOI0 00CITYKHBAHMS KJIHEHTa 0e3 aIMHHICTPATOPa B KJIUEHTCKOM 3aJe:

KimeHT caMoCTOSTENbHO HONy4YaeT TAJIOH B DIEKTPOHHOW OYepeqH, BBIOMpas TeMy OOpamieHus, KIMEHT
opuentupyetcs B LIOK ¢ momomsio HaBUTaIMOHHBIX TaOIMYEK, OOBSIBICHNH, pa3MEIIEHHBIX B KIIMEHTCKOM 3alle.
Knmnent oOpamaercss ¢ BONpocoM K TMEPBOMY OCBOOOAMBLIEMYCS OIEpaTOpPy OYHOTO OOCITYKMBaHHA HIU K
OTIepaTopy, KOTOPHIN BBI3BIBAET COOTBETCTBYIOIIU TaJIOH (IIPH HATMYUH 3JIEKTPOHHOHN ouepean). Oneparop 04HOTO
00CITY)KUBaHUS TIPOBOJIUT HICHTU(PHUKAINIO KIIMEHTA U TPEIOCTABIISIET KOHCYIBTAIUIO TI0 BOIIPOCAM KIIHEHTA.

st OTAENBHBIX KaTeTOPHA KIMEHTOB (OMHOKHE JFOIU C OTPAHNYCHHBIMHI BO3MOXKHOCTSIMU TIEpEIBUKEHUS,
Betepanbl BOB, onunokue He3psune win ciaaOOBHISINUE JIOAW) OCYLIECTBISIETCS HHIAMBHAYAIBHBIA (Qopmar
00CITy)KHBaHUS.

B OOmecTBe ycTaHABIMBAIOTCS CIEAYIOIIWE THIIOBBIE MMapaMeTpbl CpeJHeld MpPOIOJHKUTENBHOCTH
B3aMMOJICHCTBUS C KIIMEHTAMHU:

Dopma B3aUMOJACHCTBUA Kpurepmii ITapamerp

LeHTpHI 00CTyKNBAHNS KJIHEHTOB

Oxunanue B ouepenn 8 MUHYT
OO0CIyXMBaHUE CICITUATICTOM — i

ITpuém 8 MUHYT
KOHCYJIbTaIHUs

IIpusneuenue x LIC 4 MUHYTBI
Ob6cnyxuBaHHEe CIIELUATUCTOM — Oxunanne B ouepean 4 MUHYTHI
KaccoBasi orepanus TTpuénm 4 MEHYTBI
O6cmyxxuBaHue crienuanucToM — | OXKuaHue B ouepean 12 munyT
KOHCYJIbTaIMs + KaccoBas
onepanus IIpuém + npusneyenne k L{C 16 muayT

OO0u1ee BpeMsi 00C/1y:KMBAHUS KJIAMEHTA ¢ Y46TOM KACCOBOM

He foJiee 28 MUHYT
onepanuu

Oomee Bpemst o0ciy:kuBanns kiauenTa (B LHIOK 6e3 kaccor) He 0ojiee 20 MUHYT

3.6. OcodeHHOCTH 00LIEHHS C JIIOABMH C OTPAHMYCHHBIMH BO3MOKHOCTAMU

OII ynenser ocoboe BHUMaHUE 00CTYKMBAHUIO KJIMEHTA C OTPAHUUYEHHBIMH BO3MOXXHOCTSAMH 310POBbS U
MPEJOCTABISET BO3SMOXKHOCTD TIOJYYSHHsI KOHCYIBTAllMU B YIOOHOH 17151 HeTo (opme.

PaboTHHKH, OCyLIeCTBISIOIIME OYHOE OOCTY)KHBAaHHE KIMEHTOB, IPHU B3aMMOJICHCTBUU C KIWEHTaMH C
OTPAaHUYEHHBIMHU BO3MOKHOCTSIMH PYKOBOJCTBYIOTCSI HHXKE IIEPEUNCIICHHBIMH ITPABHIIAMH.

3.6.1. Ilpu obmeHnr HEOOXOAMMO:

- pasroBapuBasi C KIMEHTOM C OIPaHUYCHHBIMH BO3MOXKHOCTSIMH, 00OpaIaThcsi HEMOCPEACTBEHHO K HEMY, a
HE K CONPOBOXKIAIOLIEMY WIH CYpIIOTIEPEBOIUMKY (€CJIM OHHU MPHUCYTCTBYIOT B PasroBope);

- IpeaJiarasi IOMOUIb, JKJaTh II0Ka €€ IPUMYT, a 3aT€M YTOUHSATh NOPSAIOK ACHCTBUM;

- pasroBapuBasi ¢ KJIMEHTOM, WCIIBITHIBAIOIIUM TPYJHOCTH B OOIIEHHH, CIYIIATh €r0 BHUMATEIBHO, OBITh
TEPIIEUBBIM, )KaTh, KOTJa KIUEHT caM 3aKOH4YHUT ¢pasy. He monpasnsats ero u He noroBapuaTh 3a Hero. He nenats
BH/[l, 9TO JOCTHUTHYTO MOHHMaHHWE, €CIIM Ha CaMOM JeJe 3TO He Tak. [IoBTOpHUTE, YTO BBl NMOHAIM, 3TO MOMOXKET
KIIUEHTY TPOJIOJIKUTH Oecey.

3.6.2. Ilpu oOmeHnu ¢ KIMEHTaMH, HCIIBITHIBAIOIIMMH TPYAHOCTH MPH MEPEABHKCHUU HEOO0XO0IUMO:

- TIOMHHUTb, 4YTO HWHBAIWAHAA KOJISCKA — HENPUKOCHOBEHHOE IPOCTPAHCTBO deioBeka. Hepomyctumo
00JIOKauMBaThCS HAa HEE, TOJNKATh, KATUTH KOJIACKY 0€3 ero corjiacus.

- BO BCEX CIy4asx, HapUMep, €cil HEOOXOAUMO OTKPBITh TSIKEIYIO JBEPh MM MPOABUHYTHCA IO KOBPY C
JUIMHHBIM BOPCOM, NpEeXIe YeM OKa3zaThb MOMOIIb, HEOOXOAMMO yOemuThcs B €€ HEOOXOIUMOCTH, CIPOCHB Y
KITMEHTA;

- €CJIM BaM Pa3peIIiiIy IepeBUraTh KOJIACKY, KaTUTh ee MeuieHHo. Komsicka ObIcTpo HabupaeT CKOpoCTh, U
HEOKUJAHHBIN TOTYOK MOKET IIPUBECTH K IMOTEPE PABHOBECHS;
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- ipu Geceie, TI0 BO3MOXKHOCTH, PAacIioyiaraTbCsl Ha OTHOM YPOBHE ¢ KiTHeHToM. CiieryeT n30erarts MoJIoKeHus,
IIPHU KOTOPOM BallleMy COOECeTHUKY MPUACTCS 3aPOKUIBIBATH TOJIOBY;
- MOMHUTb, YTO, KaK MPaBUJIO, Y KIMEHTOB, HMEIOMIMX TPYIHOCTH NPHU MEPEIBIKEHHH, HET MPoOieM co
3peHHneM, CIIyXOM W ITIOHAIMAaHNEeM, 1 00IIaTbCsl C HUMHA COOTBETCTBEHHO.
3.6.3. IIpu obmieHnw ¢ KIMEHTAaMH C TUTOXMM 3PEHHEM B HEe3pSTINMU HE0OXOIUMO TTOMHHTH:
- 0053aTeNIbHO TPEACTABUTHCS;
- TIpeqarasi CBOIO IIOMOIIIb, HAMPaBISATh KINEHTA, HE CTUCKUBAs €r0 PyKY, HATH PSIOM, HE TAllUTh KIHEHTa
3a co0O0i;
- IPEIYNPEXKIATh O MPETSATCTBUAK: CTYICHSIX, HU3KUX MPUTOIOKAX U T.I1.;
- B CJIy4ae COMPOBOKACHUS HE3PIUETO KITMEHTa COOaKOW-TIOBOABIPEM HE JaBaTh € KOMaH bl U HE TPOTaTh ec;
- pu HEOOXOIMMOCTH YHWTaTh HE3pAYeMy KIHMEHTY, CHadaia TpeaynpenuTb ero o0 3toMm. ['oBopuTh
HOPMaJIbHBIM TOJIOCOM, HE MTPONYCKaTh HH(OpMaIHIo, eciii Bac 00 3TOM He MonpocsT. Eciu 9To BayKHBIH JOKYMEHT,
HE 3aMCHATh UYTCHHE Mepecka3zoM. Ecim He3psauMid KIUEHT AO0JDKCH MOANHCaTh TOKYMEHT, MpPOYHUTaTh €ro
o0s3arenbHO. THBAMAHOCTH HE 0CBOOOXK/TAET KIIMEHTA OT OTBETCTBEHHOCTH, 00YCIOBIEHHON JOKYMEHTOM;
- TpejuIaras He3psdeMy KJIHEHTY CEeCTh, HE YCaKMBATh €r0, a HallPpaBUTh €T0 PYKY Ha CHHHKY CTyJa WIH
MOJUIOKOTHHUK. He BOANTE MO MOBEpXHOCTH €r0 PYKY, a IaTh €My BO3MOXXHOCTH CBOOOHO MOTPOTaTh MpPEAMET;
- HE 3aCTaBJIATh Balllero cOOECeJHNKA BEIaTh B MYCTOTY, €CIIM BBl IepeMeNIaeTeCh, IPeAyNpEeIUTe ero;
- 3aMETHB, YTO HE3PSUMH KIMEHT COWJICA C MapuipyTa, HE YIpaBJSATh €ro JBIKEHHEM Ha PAacCTOSHHH, a
MOJIOUTH U TIPE/ITIOKHUTH TIOMOIIIb.
3.6.4. Ilpu oOweHny ¢ KIMEHTaMH ¢ HapyILICHHEM ClTyXa HE0OX0IUMO IIOMHHTE:
- U TPUBJICYEHUS BHUMAaHUS KIMEHTa, KOTOPBIA IUIOXO CIBIIINT, MOXHO CHENaTh 3HAK €My PYKOW WIH
MPUKOCHYTHCS K mieuy. [Ipu Gecenie cMOTpeTh MPsIMO HA HETO;
- HeOOXOMMO UMETH B BUILY, YTO HE BCE KIIMEHTHI, KOTOPBIE TUIOXO CIIBIIIAT, MOTYT YMATATh MO Ty0am;
- TOBOPUTH SICHO ¥ pOBHO. He HY)KHO M3IHUIIIHE TIOJYePKUBAThH YTO-TO U KPpHUYaTh, OCOOEHHO B YXO;
- €CII TIPOCAT TIOBTOPUTH YTO-TO, MOMPOOOBaTh HepedpasupoBaTh MPEIOKEHNE, MOKHO HCIOIh30BATh
JKECTHI,
- yOemuThCsl, YTO KIIMEHT TOHSUT YCIBILIAHHOE,
- ecau cooOmiaeTe WHQPOPMAITHIO, KOTOpash BKITIOYAET B ceOs HOMEp, TEXHUUYCCKUH WIIM APYTOM CIIOKHBIH
TEPMHH, a/IpeC, HANIIUTE €€, HO TaK, 9TOOBI OHA ObLTa TOYHO MOHSATA,;
- TIpH 3aTPYAHEHHOM YCTHOM OOIIEHUH MOYKHO MPEIIOKUTh OOLICHNE MEPEMUCKOH.
3.6.5. Ilpu oOmmeHny ¢ KIMEHTAMH € 33JEPKKOM B Pa3BUTUHU M 3aTPyJHEHUSMH B OOLICHWH HEOOXOAUMO
MOMHHUTB!
- MICTIONIb30BATh JIOCTYITHBIN S3BIK, BBIPAYKATHCS TOYHO U T10 JIEITY;
- n30eraTh CIIOBECHBIX IITAMITOB U 00Pa3HBIX BRIPAKECHHUIA,
- TIPEOCTABIATh HHPOPMAIIHIO «II0 [Iaram», 1aBas BaleMy COOeCeTHUKY BO3MOKHOCTb OCMBICTHUTD KA IbIi
miar.
3.6.6. [1pu o0IEeHNH ¢ KITMEHTaMH1, HCIIBITHIBAIOIINMHE 3aTPYIHEHHS B PEYH HEOOXOMMO MOMHUTD:
HE TiepeOnBaTh U HE MOMPABISTH KIIMEHTA, KOTOPHIi HCITBITHIBAET TPYAHOCTH B PEUH;
Ha4YMHATH TOBOPUTH TOJIBKO TOT/Ia, KOTAa YOS IUTECh, YTO OH YK€ 3aKOHYHII CBOIO MBICIIE;
3aJaBaTh BOIIPOCHI, KOTOPBIE TPEOYIOT KOPOTKHX OTBETOB MJIM KHUBKA;
HE CTECHSATHCS MEPEeCHpPOCHUTh NMPH 3aTPyAHEHHH B OOIIEHMHM CHPOCUTH, HE XO4eT Jiu Bam cobecemHuk
WCIIONIB30BaTh PYTOil CIIOCO0 — HAaNKCaTh, HAIIEYATaTh.

3.7. TpeGoBaHusi K OIepaTOPaM 0O4YHOI0 00CTYKMBAHUS

Oneparop OYHOTO OOCTYXKUBaHHUS JIOJDKEH O00JIajaTh JOCTATOYHOW KOMIETCHIMEH |  BBITIOJHATH

cienyrontie ¢ yHKITAH:

- IPUEM U KOHCYJIbTUPOBAHUE KIIMEHTOB;

- IpHEM OT KJIMEHTOB JIOKYMEHTOB JJIsl 3aKIFOUCHUsI JIOTOBOpA PHEProCHAOXKCHHSI, BHECEHUS U3MEHCHHA B
JIUIIEBOH CUET/IOTOBOP, MPOU3BECHHUS TIepepacuérTa HHBIX YCIIYT KOHTPAareHTOB B paMKaX JOTOBOPOB OWIIIHHTA;

- perucTpanysi MMCbMEHHBIX 3asBJICHUH, TPEOYIOIUX BPEMEHH ISl MPOPaOOTKH U TIOATOTOBKH OTBETA.

- Pa3bACHEHHWE, CBEPKA M KOPPEKTHPOBKA PACUCTOB 32 HJICKTPOIHEPTHIO M HHBIX YCIYT KOHTPArcHTOB B
paMKax JIOroBOpOB OHIUIMHTA;

- BbIJaYa KJIMEHTY KOIMHUH JOKYMEHTOB, YHCTBIX OJIAHKOB HW3BCIICHUH, CHOpaBOK 00 OTCYTCTBHHU
3aJ0JKECHHOCTH, IOATMUCAHHBIX NTOTOBOPOB, INIATCIKHBIX JOKYMCHTOB, JOITOJIHUTCIbHBIX CcOoTJallleHUH 1 Ip.;

- TIpUEM 3asBOK U MepBUYHAS cTaaus 0HOPMIICHHS TUIATHBIX YCIIYT;

- TIpUEM TIOKa3aHUH TTpUOOpa yueTa H OTpaKeHHE UX B 0a3e JaHHBIX;

- IPOABMKEHUE IIU(PPOBBIX CEPBUCOB KOMIIAHHU;
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- TIoNTy4eHre 00paTHOM CBA3M OT KIIMEHTOB 110 KA4eCTBY 0OCITy)KUBAHUS;

- mepejava JOKYMEHTOB OT KIUEHTa CHEIMaUCTaM 03K-oduca 1Mo MPUHAICKHOCTH JUIS PAacCMOTPEHUS,
oopMIIEHUST YCIIyTH, Tepelayd HUCIOIHHUTEII0 YCIYrd, MPOBEpsSs HMX HAa COOTBETCTBUE IPEIbSIBISICMBIM
TpeOOBAHMSIM MO KOMIUIEKTHOCTH U JOCTATOYHOCTH.

[Ipu ouyHOM OOpaleHny KINEHTa ONepaTop MPHUAEPKUBACTCS aNTOpUTMa JIEUCTBHUH, OMMCAHHOTO B 6a30BOM
CKPUIITe OYHOTO OOCIY)KHUBAHUS KIIMEHTOB M WH(pOpMaIuu, pasMemEHHol B base 3HaHmii. OTBETCTBEHHBIMHU 3a
CBOCBPEMEHHYIO aKTYaIM3alMI0 CKPHIITOB SIBISETCS TOJpa3/ieiecHue, OTBEUAloliee 32 KadeCTBO KIUEHTCKOTO
obcmykuBanawmst B OI1.

[Ipu ouHOM OOpAaIlEHHH KIMEHTY MOXET OBbITh NpEAoCTaBicHa MO0 00IIea0CTyIIHAs HH(OPMAIU I10
BOIPOCaM KOMMYHAJILHBIX YCIIYT, JIN0O WH(popMaIusl, Kacatomasics ero B3auMootHomeHuit ¢ OI1.

[Ipu B3amMoOAEWCTBUM C KIMEHTOM OMNEPaTOpP OYHOTO OOCHY)KMBAaHUS UYETKO W JIOXOJYMBO OTBEUaeT Ha
BOIIPOCHI, TPU HEOOXOUMOCTH 3a1aéT JIOMOJIHUTEIIBHBIC BOIIPOCHI KPATKO U3JIaracT CyTh B MUCbMEHHOM BH/IE HIIH
JIaeT BO3MOXKHOCTH KIIUEHTY CAMOMY 3aIlicaTh OCHOBHBIC OTBETHI.

[Ipu oOCyXkIIeHUN MPUHIMIHAIHFHO BaXKHBIX WJIM CIIOPHBIX MOMEHTOB OIEpPaTOpy OYHOTO OOCIY)KUBAaHUS
HE00X0MMO:

- TIOJTYYUTh MMOATBEPKICHHUE, TTOHSI JIU ero KiueHT. [ToBTopsis KintoueBbie (hpa3bl Oece/Ibl, HY)KHO YOSIUThCS,
YTO CTOPOHBI MPHIILTHA K COTJIACHUI0 OTHOCUTEIBHO AATBHEHINX NEHCTBUN KIUCHTA;

- IONyYUTh TOATBEP)KICHHUE, MPABWIBHO T OH MOHMAI KIMeHTa. B ciiydae comHeHwms, nepedpasupys
KIt04YeBbIe (hpas3sl Oecebl, YTOUHUTH IOHUMAaHUE.

OmnepaTop 0YHOTO OOCTYKUBAHUS JOJDKEH PEIIMTh BOMPOC KIIMEHTA, MPEUIOKHUTh ONTUMAIILHBIA BapUaHT
pElIeHuss ero BOMpoca, YTOOBI WCKIIOYUTH MOBTOPHOE oOpaiieHue. MHpopMaImio BaXKHYIO s KIWEHTA WIH
CIIOKHYIO JUIsl 3alIOMHUHAHHUS TPEIOCTaBJISICT B MHUCHBbMEHHOM BHE (JUCTOBKH C MEPEYHEM JOKYMEHTOB, TaTOMH
crenymolero nocemienus, reaeponom EKI).

B 3aBepmieHnH KOHCYJBTAllMK OIEPATOP OYHOTO OOCITY)KUBAHUIO YTOUHSET y KIHEHTa O HaJIMIuu
JIOTIOJTHUTENIbHBIX ~ HEpPeMIEHHBIX  BOMPOCOB, HWHGOpPMHUpYeT KineHTa o 1udpoBeix cepucax Ol
npeJiaracT/oKa3plBaeT MOMOIIL B YCTAHOBKE CEPBUCA, TIPEJIaraeT OLICHUTh Ka4eCTBO 00CTYKUBAHMSI.

OnepaTop 0YHOTO 0OCTYKUBaHHSI HE JTOJDKCH OKa3bIBaTh JIABJICHUE, CTIOPUTh, YTPOXKATh KIUEHTY, CO3/IaBaTh
KOH()JIMKTHBIE CHUTYaIIHH.

Bce ounple oOpamienus, moctymatomue B anapec OII, permctpupyrorcs um obpabatesiBarorcss B EOO B
COOTBETCTBHH C YTBEPKJACHHBIMH BHYTPECHHUMH JIOKaIbHO-HOpMaTuBHBIME akTamu OI1. Eciiu oOparnenne kivenTta
MpeycMaTpUBaeT HalpaBICHUE MHUCHMEHHOIO OTBETA, MCIOJB3YeTCS KaHal CBS3H, YKAa3aHHBIN KIMEHTOM (eCiu
HMHOE 3aKOHOIaTEIbCTBOM HE IIPEIyCMOTPEHO).

[Ipy HeogHOKpaTHOM HapylieHHH Hacrosmero CraHgapra paOOTHUK MOXET OBITh NPUBICYEH K
JTUCIATITMHAPHONW OTBETCTBEHHOCTH 10 WHUIIMATHBE HETIOCPEIICTBEHHOTO PYKOBOIUTENS ¥/Wiu JlemaprameHTa 1o
Pa3BUTHUIO, MAPKETUHTY U KITMEHTCKOW TIOJTUTHKE.

3.8. BHemiHuit B pa00THUKA MPH OYHOM 00CJIYKHUBAHUM KJIMEHTOB (Ipecc-Koa)

B nensx mognepxaHusi KOpIopaTuBHOro uMumka u gupmenHoro cruiisi Ol paboTHUKH, HEMOCPEACTBEHHO
oOmiaroIuecs: ¢ KIMEeHTaMHu W/uid 4bé pabodee mecto, Haxoautcs B LIOK, MOMKHBI BBIIOIHATH PEKOMEHIAIIMN
KOPIIOPAaTUBHOTO Jpecc-Koja. JIpecc-kon ABiseTcsa MpoA0KEeHHEM KOPIIOPaTUBHOM KyJIbTYPhl KOMITAaHUH.

Opexna pabOTHUKOB JTOJKHA OBITH YHCTOM, ONPATHOM, BBITJIAXXEHHOH, aKKYpaTHOMW, BBIZICp)KaHHAS B CTPOTOM
JIeJIOBOM CTHJIE:

- KOCTIOM Wid 100ka (He Oomee 10 cM BbllIe KoyieHa), OPIOKH, JKWIIET, MUIKAK - OJHOTOHHBIX TEMHBIX
pacuBETOK (TEMHO-CUHUM, YEPHBIi);

- (bopmennsbIe pydarmika (y XKEHIIHH) U COpOYKa (Y MY>KIHH) OJHOTOHHOTO OEJIOTo IBETA;

- 3allpelaeTcs CIOPTUBHAS U IULDKHAS OJIEK 1A, a TAKXKE U3JIUIIHE OTKPBITas M BBI3BIBAIOLIAS;

- HEJIOMYCTUMO HaXOAMTHCS Ha pabodeM MecTe B BEpXHEH OeXk e, a TAKKE TOJIOBHBIX yOopax;

- 00yBb pabOTHUKA JOIDKHA OBITH YHCTOW U OMPSTHOM, C 3aKPHITHIM HOCKOM U TISITKOH, IIBET OOYBH JIOJKEH
rapMOHHPOBATH C ONEXKI0N. B nerHuii nmepuon paspemaercs oOyBb C OTKPBITHIM HOCOM WM IISITKOW, B CBSI3U C
MOTOJHBIMH YCJIOBUSIMH pernona. He nomyckaeTcs cropTHBHAas M IULDKHAs o0yBb. B oceHHe-3UMHUI mepuon
paboTHHKaM 00s13aTeNIbHO HOIIEHHEe CMEHHOW 00YyBH;

- pabOTHHK, KOHTAKTUPYIOIIUI ¢ KITMEHTAMH, JOJDKEH HOCUTh MarHUTHBIA OCHIK C JIOTOTUTIOM KOMITAaHWH B
TedeHue Bcero paboyero aHs. Ha Oeifke ykaspiBaeTCs UMsl, OTYECTBO (TMIPH HATMYWH) U (paMunsi pabOTHUKA;

- MaKMsDK I0JKEH OBITh CIIOKOWHBIN, THEBHOM, IPUTITYILICHHBIX TOHOB;

- BOJIOCHI JIOJDKHBI OBITH YXO)KE€HBI M aKKypaTHO YJIOXKEHbI. JJIMHHBIE BOJIOCHI PEKOMEHIyeTcsl yOupaTh B
HU3KHUM XBOCT WK y4oK. KpeaTuBHBIE CTPIIKKY WM OKpallliBaHUE HEJOMYCTUMBI,
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- PYKU JOJKHBI OBITH YXOXKEHHBIMH, HOTTH - HE JIJTMHHBIMH, HE SIPKUMU;

- 3amax napQpoMepuu He JIOJKESH OBITh CHIILHO BBIPAXCH;

- YKpAaIlICHHsI, €CJIA OHU MCIIOJIb3YIOTCS, OJIKHBI ObITh HeOpockumu. He ciemyer HOCHUTh OJHOBPEMEHHO
Oonee 3 MpeaMETOB;

- KOPIIOPATUBHEIE aKCECCyaphl B BUE MICHHBIX TUIATKOB JUTSI JKEHIIMH W TAJICTYKOB JIJIT MY)KUUH SIBJISTIOTCS
aJieMeHTaMH (pupMeHHOTO cTuis pabotHuKoB OIN.

TpeboBanus CraHmapTa pacrpoCTpaHsIETCs HCKIIOYUTEIRHO B pabodee Bpems: padorHukoB OIl u OIT mpu
BBITIOJIHEHUN MU JOJDKHOCTHBIX 00SI3aHHOCTEM.

3.9. TpeGoBanusi K coep:kaHNI0 padoyero Mecra

Kaxaplii paOOTHUK TOJIEPKUBACT YUCTOTY W TOPSIOK Ha CBOEM pabodeM MECTe U CIESAUT 3a MOPSIIKOM B
nomeriennu [IOK. Ha paGodeM MecTe 3ampericH mpruéM IUIIH, UCKITFOUYCHUE COCTABIISIET BOIA.

Hepmonyctumo nepkath Ha pabodeM MecTe:

- PEKJIAaMHYIO MPOYKIINIO IPYTHX KOMITAHUH;

- XyHOXECTBEHHYIO JIUTEpaTypy, *XypPHAIbI, Ta3eThl, HE HMEIOIIHAE IMPSAMOTO OTHONIEHHS K CIy>KeOHOI
JESITSIILHOCTH;

- OJICXK]TY, TIOCYY, KOCMETHUKY U WHBIC TIPEMETHI, HE OTHOCSIIUECS K paboueMy MpoIeccy.

Ha pabouem mecTe 3amperieHo BECTH Pa3roOBOPHI JIMYHOTO XapaKTepa, B TOM ducie o tenedony. B pabouee
BpeMs pabOTHHUK NepeKITIoYaeT JNIHBIH MOOMIBHBIN Tene(oH B OECITyMHBIN/BUOPOPEKIIM.

Ha pabouem cTone paboTHHKA JTOJIKESH PacroiaraTbCsi HACTOJNBHBINA UACHTU(UKATOP C YKa3aHHEeM (DaMUIIHH,
MMEHU U 0T4YecTBa paboTHHKA U Qr-kKoja, MO3BOJIAIOIIUI OIIEHUTh Ka4yecTBO KOHCYnbTanuu. Ha ¢oto paboTHUK
TOJDKEH TIPHUIEPKUBATHCS Apecc-Koaa U (POTO MOIDKHO OBITH cliejaHo Ha cepoM (oHE.

4. UadpacTpykTypa 32049HOI0 00CIAyKMBAHUA KJIMEHTOB

4.1. Opranusauus MHQPPACTPYKTYPHI IPH 3204YHOM U MHTEPAKTHBHOM
00C/1y’)KUBAHWHU KJIUEHTOB

CuctemMa 3a09HOT0 OOCITY’KUBaHHS B KaUECTBE CLIOCO00B MH(OPMAILIMOHHOTO B3aUMOJAECHCTBUS (C YUETOM HX
(YHKIMOHAIBEHOU CIIEU(HUKH) BKITIOYACT CIICAYIOIIUE KaHAIbI CBA3H:

- MHOTOKaHaJbHas TenedoHHas cBsi3b (EAWHBIN KOHTaKTHBIN LEHTD, );

- UHTEPAKTUBHBIE CepBHUCH (popma oOpaTHOW cBs3m Ha odwurnmambHOM caite OIl, auuHBIA KaOWHET
(bU3NUECKUX/IOPUINYECKHUX JIML, MOOUIIBHOE PUIIOKEHUE, SJIEKTPOHHAS 1104Ta, COLMAIbHBIE CETH, MECCEHIXKEPHI,
sms);

- JejoBas mepenucka (MMCcbMo, TOCTaBIEHHOE HAPOUHO, KypbepoM, [louTtoit Poccun mmu uHBIM criocobom);

- eIMHOE OKHO NMU(POBON 00paTHOI cBs3u EnmuHOro mopraia rocylapCTBEHHBIX M MYHHUIUITATBHBIX YCIIYT
(dymxumit) (TTOC);

- KHUTa OT3bIBOB M MPEATIOKCHUH.

Wudopmaiiuss 0 MHOTOKaHaIBHOM TelIe)OHHOM HOMEpE M JPYrMX KOHTAKTHBIX Teie(oHax, M0 KOTOPBIM
KIHEeHT MokeT 3aouHO B OIl mo WHTEpecyrommMM ero BOMpOcaM, a TaKKe BPEMEHH Pa0OThl KOHTAKT-IEHTpa
pasmenaercs:

- Ha O(ULIMAIEHOM CaliTe rapaHTUPYIOLIETO [TOCTaBIINKA,;

- Ha IUIATEXKHOM JIOKYMEHTE (I TpakIaH-II0TpeOuTeei).

[loutoBas mepemucka MOXKET MCIONB30BATHCSA JJIsl HANpaBICHUS JOKYMEHTAlMM, CBS3aHHOM ¢
00CJIy’)KUBaHHEM B COOTBETCTBHU C YCJIOBHSIMM AOTOBOpA, JHOO IO 3ampocy KIMEHTa B ciydae, Korga OH B
oOpalleHuH IPOCUT HAIIPABUTH OTBET MIIM IOKYMEHTBI IOYTOBBIM OTIIPABIICHUEM.

DJNeKTpoHHas MO4YTa WM cHcTeMa oOpaTHOH cBsi3u Ha odunuaibHoM caiite OIl umcnonb3yrorcs st
HaIpaBJIeHHUs OOpalleHUH U IPEAOCTAaBICHUS OTBETOB C YU€TOM OTPaHMUCHUH, yCTAHOBJIEHHBIX 3aKOHOJATEIbCTBOM
Poccuiickoit @enepanumu.

AJAroput™ paboThl 10 PACCMOTPEHUIO 00OpaLIeHNI//)Kan00 KIMEHTOB PErIaMEHTHPYETCS COOTBETCTBYIOIIUMHU
JIOKaJIbHO-HOPMAaTUBHBIMH aKTaMH U JIOJDKEH BKJIIOYATh B ce€0sl CICAYIOIINE 3Talbl:

- peructparis oopalieHus/Kano0sbI;
cOOp JIOTIOJIHUTEIIBHOM HH(OPMAIUH, aHAJIU3 00CTOSTEILCTB;

MIPUHSITHE MEP TI0 00paleHuo/ xanooe;
HanpaBJIeHHE OTBETA KIHEHTY.
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Bce 3aounbie oOpamienus, noctynatomue B agpec OIL, permcrpupyrorcs u obpabarteiBatorcs B EOO B
COOTBETCTBUM C YTBEP)KJIEHHBIMH BHYTPEHHUMH JOKaJbHO-HOpMaTHBHBIMU akTtamu OIl. [Insg npemocraBieHus
OTBETa Ha JII000E OOpallleHHE HCHONb3YeTCs yKa3aHHBIH KIMEHTOM KaHajl CBSI3H, €CIIM 3aKOHOJATEeIbCTBOM HE
[IPESYCMOTPEHO HUHOE.

ITynkr 4.1. HacTosero craHaapra NPUMEHSETCs K TpeTbUM juuaMm, npusiedeHHbM Ol Ha ocHoBaHUM
COOTBETCTBYIOILETO IOTOBOPA.

4.2. Iopsigok 3204HOr0 O0C/IYKMBAHHMSI KJIMEHTOB IOCPEACTBOM Tejie()OHHOM
CBSI3M, COUAJIBHBIX ceTell 1 MecceH1:kepoB (EKII)

KimeHT MoOeT BOCIIONB30BaTHCS MHOTOKAaHAIBHBIME Tele(pOHHBIMH HOMEPaMH €IWHOTO KOHTAKT-IIEHTpa
(EKLY) OI1.

Bce tenedonnsie Homepa EKL ocTymnHbI 17151 3B0OHKOB KIMEHTOB:

- pm3uYecKUX JUI] — KPYIJIOCYTOYHO (OIepaTop 3a0YHOTO OOCITYyXHBaHUA - MO rpaduky padborsr EKII,
WHTEPaKTUBHASI CHCTEMa TOJIOCOBOTO CaMOOOCTYKUBAaHUS, TOHOBBIN HA0OP - KPYTIIOCYTOYHO).

- IOPUAMYECKHUX JIMI — KPYIJIOCYTOYHO (OmepaTop 3a04HOro oOcimyxuBaHusi mo rpaduxy padorer EKIL,
WHTEPAaKTUBHAS CHCTEMa TOJIOCOBOTO CAMOOOCITYKUBaHUSA-KPYTIIOCYTOYHO).

O6paboTka TeneOHHBIX BBI30BOB OCYIIECTBISICTCS aBTOMAaTH3MpoBaHo depe3 IVR u ToHOBEIH Habop wim
pabornukamu EKI] (omeparopamut 3a04HOTO OOCITY:KUBaHHS), TPOIIEAIIMMA COOTBETCTBYIOIIee oOyueHue. [Ipu
HEO0OXOMMOCTH JOMTOIHUTENHFHO B IMHUIO MOTYT OBITh 33/IeHiCTBOBaHBI PaOOTHUKHY oTAeneHui 1 yaacTkos OIl. Bee
oOparteHus 1Mo TefaeoHy 3aMuChIBAIOTCS, W UX 3allUCh XPAHHUTCS HE MeHee 6 MecCsIIeB.

OIl obecrnieunBaeT B3aMMOJACHCTBHE C KIMEHTAMH B COLMAIBHBIX CETAX M MecCceHKepax (MpH HAIWYHU
BO3MOHOCTH). [Tpn 06paboTke oOpareHuil KIMEHTOB CIIEAYeT NPUACPKUBATHCS CASAYIOIUX TPaBUIL:

- OTBETY IO/JIEXKaT BCE OOpaIleHns MOJb30BaTeNeH;

- (hopMaT OTBETa COOTBETCTBYET YCTAHOBICHHOMY CTHIIIO KOMMYHUKanui ¢ kimeHTamu OI1;

- coOnroicHne  KOH(PHICHIIMATLHOCTA M OE30MacHOCTH W O0IMX TpeOOBaHWH  JEHCTBYIOIIETO
3aKOHOAATEJILCTBA;

- MOHUTOPHUHT 00paTHOM CBSI3M.

IIpu oOpamieHnu KIIMEHTa 4Yepe3 COIUAIbHBIC CETH WJIM B MECCEHUKEp OTBedaeT 4aT-00T (pobot) (mmpu
HAJIMYUH), KOTOPBI YTOYHAET TeMy oOpaimieHus. Eciu Tema sBISeTCS THUIOBON OOCITY)XMBAaHHE MPOWU3BOIUTCS
pobotom. Ecnu Bompoc KiMeHTa He paclo3HaH, He SBISETCS CTaHIAPTHBIM (ITa0JIOHHBIM), a TaKXkKe IO MPOCchOe
KJIIMEHTa B paboyee BpeMsi OCYLISCTBIISIETCS TIepeBo 0OpallieHHs Ha oriepaTopa, B Hepabouee BpeMs 03BYUUBaeTCs
rpaduk paboThl

OTBeT Ha oOpameHne/Kano0y KINEHTa, MMOydeHHbIE B COITUAIBHBIX CETAX M MECCEH/KepaxX MOJKEeH OBITh
M3JI0KEH B TEKCTE DJIEKTPOHHOTO COOOIICHHUS U COAEePKATh KOHKPETHYIO HH(POPMAIIHIO TI0 CYTH BOTIPOCa, 3aIAHHOTO
karenToM. [lo 3ampocy kireHTa OTBET MOKET OBITh MOATOTOBJICH B Me4aTHOM Buje Ha pupmeHHoM Omanke OI1 n
coJepKaTh KOHKPETHYI0 HHPOPMALIHIO MO CYTH BONPOCA, 3aJJaHHOTO KIMEHTOM, KOHTAKTHBIE JTaHHBIE NCIIOTHUTEIS
(®HO, TenedoH) u MOANKUCAH YITOJTHOMOYCHHBIM Ha TO JOJKHOCTHRIM JUIIoM. OTBETY TOAJIeKAT Bee OOpaIieHus
KITMEHTOB C COOMOJeHNe KOH(HISHIIMATFHOCTH W O€30MacHOCTH, W OOmuX TpeOOBaHUI AEWCTBYIOMIETO
3aKOHO/ATENbCTBA.

Cpok mpenocTaBlieHUs OTBETa KIMEHTY HE JOJDKEH NpeBhImarh | pabounii AeHP W C JaldbHEHITUM
MOHHUTOPHHTOM OOPaTHOM CBSI3H.

B OOmecTBe ycTaHaBIUBAIOTCS CIEAYIOIIME THIIOBBIE IapaMeTphl CpeaHEed MPOMOJDKUTENLHOCTH
B3aMMOJICHWCTBUS C KIIMEHTaMH 10 OJHOMY OOpaIlleHuo, OJHON YCIIyTe W/WIIH 10 OJTHOMY JIUIIEBOMY CUETY:

dopma . ITapamerp (cpeaHee
P Kpurepuii P P (cpen
B3aUMO/elicTBUS 3HAYEHME)
EKII
Bpewms oxunanus oteera He 6omee 100 cexynn
3anpoc ¥ MOUCK UHGOPMAIIHH O KIIUEHTE 45 cexyH[
Tenedhonnoe o
oGCIyKuBaHHE penocTaBieHue HHGOPMALIUKY 10 3ampocy (3a 5 MumHyT
HCKITFOUCHHUEM CJIOKHBIX BOIIPOCOB)
ITocTobOpaboTka oOpareHus 5 MUHYT
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dopma . ITapamerp (cpeanee
P Kpurepuii P P (cpen
B3aUMoelicTBHA 3HAYeHue)
Bpewms oTBeTa Ha CIIOAKHBII BOIIPOC B Teuenue 1 xaneHmapHOTO THS
Bpems oTBeTa Ha CI0XHBIN BONIPOC C
MIPUBJICUCHUEM CMEXKHBIX OTIEJIOB WK opopmienue | B reuenue 3 pabounx nHei
MIPOMEKYTOYHOTO OTBETA
Bpewmst oTBeTa Ha CIIOXKHBIM BOIIPOC C
IpUBJIeYeHNEM cTOpoHHMX opranuzanuii (PCO, He 6onee 30 xanenaapHbIX THEH
ceTeBasi)
Cpa3y nocie nocTyIIeHHus
TexcToBoe [epBrynas 06paboTka 4aT-60TOM (TIPU HATUYHN) pasy Y
obpareHus
oOparieHue yepes
MECCEHIKEPHI U
conmanbHble ceTH | Bpemst oTBeTa omepatopa (B pabouee Bpemst EKIl) |B teuenne 1 xameHmapHOTO AHS

Ecnu moctynaeT ci0KHBIH BOIPOC, TO OMEPaTop 3a04HOT0 0OCITYKHBAaHHUS 3alIMCHIBAET KOHTAKTHBIC JAHHBIC
KJIMEHTA U 00513yeTcsl Iepe3BOHNTH KIMEHTY B TedeHue pabodero nHs. B ciydae, ecinu cnoxHoe o0parieHue Tpedyer
3alpoca B CTOPOHHIOK OPraHU3alUIo, TO OINEPaTOp 3a04HOro OOCIY)XMBaHMS HH(GOPMHUPYET KIMEHTa o Oojee
MIO37HEM CPOKE MPEJOCTaBICHHS OTBETA, HO HE MpeBbiaromeM 30 KaleHAapHbIX THEH.

Bce 3a04nble 00pamieHus, MOCTyNAIIKE B aApec KOMIIaHuH, peructpupyrorcs B EOO u 00pabaTeiBatoTcs B
COOTBETCTBMU C YTBEPKACHHBIMU BHYTPEHHUMH JIOKAIbHO-HOPMAaTUBHBIMY akTamu OI1.

Ilo 3aBepuieHMH pa3roBopa C OIEPaTOPOM KIMEHTY NPEAJaraercs OLIEHUTh KadeCTBO IOJydYCHHOU
KOHCYJbTAIIHU.

ITpu 3BoHKe Ha HOMep Tenedona EKI knneHTa oTBeyaeT HHTEPAKTUBHBIA FOJIOCOBOH MTOMOIIHUK, KOTOPBIN
yTO4YHAEeT Temy oOpamenus. Ecimm Tema sBiseTcd THIOBOW OOCTy)XHBaHWE Npow3BoauTcs poborom. Ilpm
MHTEPAKTUBHOM B3aUMOEHCTBUU KIMEHT MOKET B3aUMO/ICHCTBOBATH C pOOOTOM T0JIOCOM HIJIM B TOHOBOM PEXKHUME
(c xmaBum ycrpoiictsa). Ecau Bonmpoc KIMEHTa He paclo3HaH, He SIBISETCA CTaHAAPTHBIM (IIAaOJIOHHBIM), a TAKKe
0 TpockOe KiIMeHTa B pabodee BpeMs OCYIIECTBIISETCS IIEPEBOA 3BOHKAa Ha oleparopa, B Hepabodee Bpems
03By4HBaeTcs rpauk paboTHI.

4.3. TpeOGoBaHus K oniepaTopamM 3a04HOI0 00CTyKUBAHUS

Omneparop 3a09HOTO OOCTY)XKHBaHHS JOJDKEH O0NaAaTh JOCTATOYHOW KOMIIETEHIIMEH M TPHUIASPKUBATHCS
CIICYIOIIUX TPeOOBAHMIA:

- Bneuatinenne o6 OIl cxiaapiBaeTcsl y KIMEHTa MO MEPBOMY Telne(OHHOMY Pa3roBOpy, MOITOMY pabOTHUK
00s13aH yMETh TPAaMOTHO OOIIATHCS 1O TEIePOHY;

- HEJIOITyCTUMO UTHOPUPOBaHUE Tee(hOHHBIX 3BOHKOB: HE IMTO3JHEe, UeM 15 CeKyH]I ITociie aapecarii BbI30Ba
Ha omeparopa JOJKEH ClIeI0BaTh OTBET;

- OTBeYas Ha TeJeQOHHBIM 3BOHOK, ONEpPaTopy HEOOXOAMMO BEXIMBO MO3J0POBAThCS, NMPEACTABUTHCA MO
(hopme KOpITOPaTHBHOTO TPUBETCTBHS,

- Teﬂe(i)OHHBIe NEpETOBOPLI  JOJDKHBI BECTUCH YCETKHM TOJIOCOM, pPCYb JOJDKHA OLITH BHS[THOI7[,
OOpOXKENATENLHOM, TPAMOTHOM.

B mpouecce 00paboTku oOpamieHH omepaTop 3a0YHOrO OOCTY)KMBAaHUS TPHUIEPKUBACTCS anropruTMa
JEMCTBUI, OMUCAHHOTO B 0a30BOM CKPHUIITE 320YHOTO OOCITY>KUBaHHSI KIIMEHTOB U C UCTIOJIb30BAHNEM WH(POPMAITUH,
pa3MeleHHon B base 3HaHwmil.

Pemenwne Bonpoca KiMeHTa JOKHO OCYIIECTBIATHCS OMEPATOPOM 3a09HOTO OOCTYKHBaHHUS 32 OIMH KOHTaKT
— B TeueHHe 15 MUHYT, 32 UCKITFOUEHUEM CIIOKHBIX BOIIPOCOB (BpeMs OOCITYy)KMBAaHUS MPEBHIMAET 15 MUHYT WiH
TpeOyeTcss KOHCYNbTallMg Y3KOro CIelHaiicTa WM oOpalieHHe MO0 HECKOJBKUM TeMaM/HECKONBKUM JIMLEBBIM
cueram). Eciu mocrymaer ciaoxHbIH BOIPOC, TO paOOTHHK 3alTUCHIBACT KOHTAKTHBIC JAHHBIC KIUCHTA U 00SI3yeTcs
[IEpPEe3BOHATH KIIMEHTY B TEYEHHE PabOvero JTHS.

B cityuae oOpamieHus KIMeHTa 3a MoTydeHneM HH(GOPMAIIH O COCTOSHIH PACYETOB WIIM HHBIX IEPCOHAITBHBIX
JAHHBIX TIOCPEJICTBOM TEJIC(POHHOW CBSI3U, KITUEHT JIOJDKEH MPEJICTABUTHCS, Ha3BaTh HOMEDP JIUIIEBOTO CUETa W/WIIN
anpec, @O coOcTBeHHNKA/HAaHUMATEINSI HA Ybe UMS OTKPBIT JIUIIEBOM cUeT. B ciydae, eciu KIMEHT OTKa3bIBaeTCs
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BBITIOJTHUTH BHINIEyKa3aHHbIE TPeOOBaHUS, OIMEpPaTOp 3a0YHOTO OOCTYXKMBaHHMS WMEET IIPaBO OTKa3aTh B
MPEIOCTABIICHUH 3alpaiiniBaeMoi HHGOPMAIIHH.

[Ipu oTBeTE HA OOpAIICHUS KIMCHTA YePe3 COIUAIBHBIC CETH U MECCEHIKEPBI MOPSIOK JISHCTBYS paOOTHHKA
COOTBETCTBYET OMMCAHHOMY B MMyHKTE 4.4.

B ciydae, ecnn oOpateHre KIMEHTa COAEPKUT HEICH3YPHYI0 OpaHb, OCKOPOJICHHUS WK YIPO3HI B ampec
paboOTHUKA, TO OMNEPaTOp 3a0YHOTO OOCTYXHBaHWS HMMEET IPaBO IMPEPBATh Pa3rOBOpP, MPEAYIPEAUB 00 ITOM
KITUCHTA.

IIpn HeogHOKpaTHOM HapymeHnn Hacrosmero Crangapra paOOTHHK MOXET OBITh MPHUBICYEH K
HHCHHHHHHapHOﬁ OTBETCTBCHHOCTH 11O MHUIIMATUBE HCIIOCPECACTBECHHOI'O PYKOBOJUTEIIA I/I/I/IHI/I )IenapTaMeHTa 10
Pa3BUTHIO, MAPKETUHTY U KITMEHTCKON TIOJTUTHKE.

4.4. Ilopsaaok 3204HOT0 00C/IY:KUBAHMS KJINEHTOB MOCPEACTBOM MOYTOBOM
NepenucKu U UHTepakTuBHBIX cepBucoB OII, a Takxke cepsuca I1OC.

3a04yHOE OOCTYXKMBAHHE TOCPEJICTBOM IOYTOBOW TNEPENUCKH, WHTEPakTHUBHBIX cepBucoB OIl, a Takke
cepBucoB [IOC ocymectBnsieTcst pabotHrkamu OIl B COOTBETCTBUU C ACHCTBYIOIIUMU JIOKAIEHO-HOPMAaTUBHBIMU
aktamu u Permamentamu OI1.

[TouroBas mepemmcka WCMONB3YETCS JIS HANpaBJICHHUS JOKYMEHTAIlUW, CBS3aHHON ¢ OOCITYXKHUBaHUEM, a
TaKXKe B CIyYasiX, KOTJa KIMeHT HalpaBisieT oOpameHne/xxano0y [louroit Poccun u He ykas3piBaeT nHpOpMAaIiu O
JIPYrOM TPEeNNOYTHUTENIFHOM BapHaHTE IIPEOCTAaBIEHUs] OTBETa Ha oOpallleHWe ¢ YYeTOM OTpaHHYeHHH,
YCTaHOBJICHHBIX 3aKOHOJATENbCTBOM Pocculickoit denepanuu.

[MuceMmenHble  0OpaleHUs//’Kaao0bl KIMEHTOB, MOJYYCHHBIE IO IOYTOBOWM CBSI3U, pPacCMaTpPUBAIOTCS
orBeTcTBeHHBIMU paboTHMKamu OIl. PaGoTHHK mpoBepseT MOJHOTY MPEAOCTaBICHHBIX CBEICHHM, €CIH JaHHBIX
HEJOCTAaTOYHO, CBSA3BIBAETCS C KIIMEHTOM II0 OJHOMY W3 YKa3aHHBIX KIIMEHTOM CIIOCOOOB CBSI3W MJISl YTOYHEHUS
nH(OPMAIUU U COTJIACOBAaHUS BPEMECHH TPUHATHS JabHEHININX Mep 1Mo oOpaieHuio. B ciydae, ecnu perieHue
Bompoca TpeOyeT 3ampoca B CTOPOHHIOI OPraHU3AIMI0, TO CPOK MPEIOCTABICHHUS OTBETa KIUCHTY HE JOJKCH
npeBbImath 30 KaNeHIAPHBIX THEH, TPH 3TOM KIWEHTY HAIPaBIISICTCS ITPOMEKYTOYHBIA OTBET C YKAa3aHUEM CpPOKa
MIPEAOCTABIICHHUS TTOJIHOTO OTBETA.

OTBeT Ha NMUCHMEHHOE OOpalleHue/’kanoly KIUeHTa JOJDKEH OBITh IMOJATOTOBIICH B IIEYATHOM BHJE Ha
¢upmennom Omanke OIl u comepkaTh KOHKPETHYIO HH(OPMAINMIO 1O CYTH BOMNPOCA, 3aJaHHOTO KIUEHTOM,
KOHTaKTHbIe JaHHbie ucnoiaautess (PO u tenedoH) ¥ MOANKUCAH YIOJHOMOYEHHBIM Ha TO JIOJPKHOCTHBIM JIUIIOM.

B ciydae ecnu TEKCT MUCbMEHHOTO 00palleH s He TOIaeTCs MPOUTEHHIO, KIIMEHT HHDOPMUPYETCS 00 3TOM
(TIpn HATUYUY BO3MOXKHOCTH).

O06paboTka oOpalieHni KITHEHTOB, MTOTyYeHHbIE TT0 MHTePakTUBHBIM KaHaiam cBs3u OI1 u wepes cepsuc [10OC
npousBoautTcs: corpynHukamu OIl B COOTBETCTBHMU € JEHCTBYIOUIUMHU JIOKAJIbHO-HOPMATHBHBIMU aKTaMH U
PernamenTtamu OIL.

Bce xamo0b1/00parienns OT KINEHTOB KOMIIAHWH aBTOMAaTHYECKH TOCTYMAoT B EqnHOE okHO omepaTopa u
PETUCTPUPYIOTCS, Ha YKA3aHHBIN KIMEHTOM aApecC JICKTPOHHOM MOYTH aBTOMAaTHYECKU YXOIUT MTUCEMO-aBTOOTBET,
B KOTOPOM KIIMEHTY COOOIIAeTCs, YTO €ro oOpalleHHe NOMYYeHO U 3aperucTPpUpOBaHO (C yKa3aHUEM
PETUCTPALIMOHHOTO HOMEPA).

OrmepaTop IpoOBEPSIET TOTHOTY MPEIOCTABICHHBIX 10 KAJI00E CBEICHUN, €CITH UMEIOTCS HEIOCTAIOIITIE
JTaHHBIC, CBSA3BIBACTCS C KIIMEHTOM T10 OJTHOMY M3 YKa3aHHBIX KOHTAKTOB (TeJe(OH, 3JICKTPOHHAS 110YTa) C IENbIO
YTOYHEHHS WH(HOPMAITHIH.

OTBeT Ha oOparieHne/xanody KIMeHTa, TOJTyJYeHHbIE IT0 MHTepaKTUBHBIM KaHaiaMm cBsizu Oll n uepe3 cepBuc
[MOC nomxeH OBITH M3TI0KEH B TEKCTE DIIEKTPOHHOTO COOOIIEHHS U COJIEPKaTh KOHKPETHYIO HHQOPMAIIHIO TI0 CYTH
BOIpOCa, 3aJaHHOTO KiIHeHTOM. [lo 3ampocy KJIMEHTa OTBET MOXET OBITh IOJrOTOBJICH B IIEYATHOM BHJIC Ha
¢upmennom Omanke OIl m comepxaTh KOHKPETHYI0O HWH(OPMALHMIO 1O CYTH BOMNPOCA, 3aJaHHOTO KIMEHTOM,
KOHTakTHbIe NaHHbIe ucnoiaaurens (OGUO, tenedoH) u moAnKrcaH yIOIHOMOUYESHHBIM HA TO JOJDKHOCTHBIM JIUI[OM.
B cnyuae, ecnu penienue Bompoca TpedyeT 3arpoca B CTOPOHHIOK OpraHU3allfio, TO CPOK MPEOCTABICHUS OTBETa
KITMEHTY He JOJDKEeH MpeBrmaTh 30 KaleHJapHbIX JHEH, IPY 3TOM KIHMEHTY HaIlpaBIIeTCs TPOMEKYTOIHBIN OTBET
C YKa3aHHUEM CpOKa TPEIOCTABIICHUS ITOJTHOTO OTBETA.

JleiicTBus o oOparieHus M/ xanodaM KIHEeHTa He TPOU3BOASTCS B CITydasx:

- ecy oOpaleHne CONIEPIKUT HEllEH3yPHBIE JINO0 OCKOPOUTEBHBIE BEIPAXKESHHS, YIPO3bI XKU3HU, 3[I0POBBIO 1
nmytecTBy pabotauka OIl a Takke YWICHOB €r0 CEMBU;

- €CJIM TeKCT MUCHhMEHHOTO O0paIleHus He TTOAASTCS IPOUTCHHIO;

- ecJi B OOpaIlieHNH He YKa3aHbl KOHTAKTHBIC JaHHEIE.
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B ciyuae ecnu B oOpaieHUn KIMEHTa COACPIKUTCS BOMPOC, HA KOTOPBIM KIHEHTY yXe ObUT Pe0CTaBICH
OTBET MO CYHICCTBY B CBs3M C PAHCC HAIIPABJICHHBIMU OGpaHICHI/ISIMI/I " IIpu 3TOM B OGpaHICHI/II/I HC MNMPUBOIATCA
HOBBIC JIOBOJIBI HJTU OOCTOSTEILCTBA, KIMEHT HH(QOPMUPYETCS O IPEIOCTABICHHOM PaHEe OTBETE.

B ciydae, ecnn oOparieHre KIUEHTa COACPKHUT HEICH3YPHYIO OpaHb, OCKOPOJICHHUS WM YIPO3BI B alpec
crierranucta Oll, crrenimamuct OIT mMeeT mpaBo IpepBaTh 3a09HOE OOCITYKUBAHUE, IPEAYIIPEAUB 00 ITOM KITHCHTA.

B OOmecTBe ycTaHABIMBAIOTCA CICAYIONIME THUIIOBBIC MapaMeTpbl CPeIHEH TPOJOJDKUTEILHOCTH
B3aMMOJICHCTBUS C KIIMCHTaMHU:

dopma
B3aUMOAEeHCTBUS

ITapametp (mpenenbHOE

KpuTepnii
purep 3HAYCHHE)

Peructpanms, xaccudukaiis ooparieHms

He 6onee 1 pabouero aus
U Tiepeada B paboty

BpCMH OTBCTA HAa BOIIPOC WA O(l)OpMJ'IeHI/IG
MMPOMCEIKYTOYHOI'O OTBCTA

ITouroBas cBs3b He Goiee 10 pabounx gHeit

BpewMst oTBeTa Ha BONPOC C NPUBJICYEHUEM

. He Oonee 30 xaneHnapHbIX 1HEH
ctoponnux opranmnzauuit (PCO, cereBas) Aap A

Bpems oTBeta Ha Bonpoc Win ohopMIIcHHE

He 6onee 3 pabounx nueit
MTPOMEKYTOYHOTO OTBETA

HHTepakTUBHBIE CEPBUCHI
(muHbI KabuHET, MOOUIILHOE | BpeMs oTBeTa Ha BONIPOC ¢ NPUBIICUYCHUEM
MIPUIIOKEHHUE, CAUT KOMITaHUY, | CMEIKHBIX OTACIIOB

3IIEKTPOHHAS TI0YTA)

He 6onee 10 pabouunx aHei

BpewMst oTBeTa Ha BOIPOC C PUBIICYECHUEM

N He 6omee 30 xasieHnapHbIX JHEH
croponnux opranm3anuii (PCO, cereBas) fap A

OO6parteHue Mo JTUHAN
«Co0oOIIHTh 0 KOPPYIIIIHI»

Nl Bpewmst oTBeTa Ha Bompoc He Gomee 10 pabounx gHeit
(xopnopatusHslii cait OI1)

[TnaTdhopma oOpaTHOIt CBA3H

(IOC) Bpewmst oTBeTa Ha BOmpoc He Gonee 10 pabounx gHeit

4.5. IlopsiioK 3204HOT0 00CTYKUBAHHUS KJIMEHTOB MOCPEACTBOM KHHUITH OT3bIBOB
U MpeAJIoKeHU

MHCTpyMEHTOM 00paTHOMW CBS3M C KJIMEHTOM SBJISIETCS] KHUTA OT3BIBOB U MPEIOKEHUH.

KHura nomkHa HaXOMUTBCS Y aJMUHUCTpATOpa/Kaccupa WM WHOTO JIMIA, ONPEENIIEMOro paciopshkeHUEM
(napM JIHA) pykoBomuTENsT y4acTKa/OTIENeHus, Ha TeppuTopun Kotoporo pacronoxkeH [{OK. Kuaura Boigaercs
KIIMEHTY 10 TPeOOBaHUIO.

Kaxxoe npeyoskeHre u 0T36IB KIIMEHTA, Kacaroluecs 00CIyKuBaHus v pa3BuTus AesrensHoct OI1, HanpasnsieTcs
JUISL pACCMOTPEHUs B TIOZIpa3/ieJIeHue, OTBEYAIOIIEee 32 KaueCTBO KIUEHTCKOoro obciryxuBanus B OIL.

Peructpanus u 06paboTka OT3bIBOB M NPEATI0KEHUHN KINEHTOB BEAYTCS B COOTBETCTBUH C YTBEPKICHHBIMU
JIOKaJIbHO-HOPMATUBHBIMH aKTaMH.

B OIl ycranaBmuBaroTCs CIEAYIOIIME THUIIOBBIE NapaMeTpbl MPOAOKUTEIBHOCTH B3aUMOJIEHCTBHUS C
KJIMEHTaMH:

®opma
B3auMOAeHCTBUSA

I[MapameTp (mpeneabHOe

KpuTtepnii
purep 3HAYEHHE)

KHnura oT351BOB 1 NpesioKeHU |
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Dopma N ITapameTtp (npenenbHoe
N Kpurepmii
B3aHMO/ieiicTBUS 3HAYeHHe)
OT3bIB U Bpemst 00paboTKK OT3BIBOB M MPEITIOKESHHIA N
P p e He Gomee 10 pabounx gHeit
MpeJIOKESHHE KITUEHTOB

5. Opranmn3zannu nHPPACTPYKTYPbI HHTEPAKTUBHOIO 00CIy:KUBAHUS
KJIMEHTOB.

WndopmanmonHsie paszaeisl opunuansHoro caiira Ol BkiIroualoT B ceds clieAyronyto HHPOpPMaIHio:

- IOPSIIOK ~ 3aKJIIOYCHMS JIOTOBOpa JHEProcHaOXeHus (KyIUIM-TIPOJAKH  DJIEKTPUYECKOM  SHEpruu
(MOIIHOCTH)), JOKYMEHTBHI, HEOOXOAWMBIC IS 3aKIIOUEHHS JIOTOBOpA JHEProcHAOXKeHMs (KYILIH-NPONAXKH
(TocTaBKM) SMEKTPUICCKON SHEPTUH (MOIIIHOCTH ), MTOPSIIOK €r0 3aKTIOYCHIS;

- (hopMa oroBopa IHEProCHAOKEHUS (KYIUIU-TIPOAaXKH (TIOCTABKH) AIIEKTPHUECKON IHEPTUN (MOIITHOCTH), a
TaKke (opMa JOroBopa KyIIU-IIPOAAXKH IIEKTPUIECKON IHEPTUH, IPOU3BEIECHHON Ha 00BEKTaX MUKPOT€HEPALIUH,
PAcIOIOKEHHBIX B 30HE JCSITEIbHOCTH TapaHTUPYIOLIETO MOCTABIIMKA, HHBIE (OPMBI JOTOBOPOB;

- CMOcoObl, MOPSAZAOK M YCIOBHS BHECEHHS IUIaTEXeW M0 JOTOBOPY dHEProcHabXeHus (KyIIH-NMPOAAXKH
(TIocTaBKM) SIIEKTPHUICCKON SHEPTHH (MOIITHOCTH), B TOM YHCIIe 0€3 OIIaThl KOMHUCCHH;

- TOPSAOK W yCJIOBHA MPHEMa MMOKa3aHUil MPUOOPOB y4ueTa ISl pacueToB 32 MOTPEOICHHYIO 3JIEKTPUIECKYIO
SHEPTUIO U MOCIIEACTBHS BBIBOJIA U3 CTPOs MPUOOPOB yueTa J1M00 OTCYTCTBHS MPUOOPOB yUeTa;

- BO3MOXKHBIE TTOCTIE/ICTBHS HApYILIECHHUS 00S3aTENbCTB MO OIUIATE JIEKTPUUYECKON SHEPTrUH B BUAE BBEICHHUS
MOJIHOTO W (WJIM) YaCTHYHOTO OTPAHWYCHHSA PEXKMMa MOTPEOJIEHUS DJIEKTPUUYECKOW dHeprud (OTpaHWYCHUS WIN
MIPUOCTAHOBJICHHA MTPEOCTABICHUS KOMMYHAJIBHON YCIYTH MO 3IEKTPOCHA0KEHHIO);

- IOPSIIOK pacyeTa CTOMMOCTH DJIEKTPHUECKON SHEPTUM, NMpelelbHble YPOBHH HEPETYIMPYEMBIX LIEH U MX
COCTaBIISIIOIINE, TapU(bl U JIbroThl (Ipu Hanuuuu), [locraHOBIEHNS PernoHasbHBIX SHEPreTHUECKUX KOMHUCCHUN
peruoHa o0CTy)KUBaHHUS;

- TpaduK 1 TOPAJOK 00CTY)KHBaHUS KIMEHTOB B IIEHTPaX 00CTy)KUBaHUsI KIIMEHTOB, a/ipeca U Tese(oHBI (ITpu
HQJINYMN) LEHTPOB OOCIY)KMBaHMS KIMEHTOB, KaTETOPUU KIMEHTOB (IOPUIMYECKUE JIMIA, WHIUBHUIyaIbHbIC
TIpeANpUHUMATETN U (WiH) (U3UIecKue JHIa), KOTOpble 00CITy)KUBAIOTCS B KOHKPETHOM IIEHTPE OOCTYKUBaHUS
KJIMEHTOB, B TOM 4YHCJI€ MOOWIBHBIX O(QHCOB, HH()OpMANHKs O MPEJOCTABICHHBIX KIMEHTaM KaHalaxX 3a04HOTO
OOCITyKUBaHUS U PEKUME UX pabOTHI;

- TIOPSIIOK TIOJIa9YM OOpaIeHuii, B TOM YHCIIC MPETCH3WH K JeUCTBHIM (0€3IeHCTBHUIO) TapaHTHPYIOMIETO
MTOCTABIIMKA, CBSI3aHHBIM C HCIIOJHEHHEM JIOTOBOPA;

- HOPSIIOK M CHOCOOBI pErucTpallid M aBTOPH3allMM IIO0Jb30BaTelel B JIMYHOM KaOMHETE KIIMEHTA
(nHpOpPMAIMOHHOH cucTeMe);

- MHBIE, HaN0oJIee YacTo 331aBaeMble BOIIPOCH], BOSHUKAIOIINE y KITUEHTOB, M OTBETHI HA HUX.

5.1. OcHoBHBIe TpeOOBaHMA K (PYHKHHOHAJNY cepBUca «JIMYHBIA KaOMHET» U
MOOMJILHOMY NPHJIOKEHUIO.

JlnuHblil KaOWHET KIMEHTa, CO3JAHHBIM KOMIIAHMEH Uil KaXIOro KIHEHTa, pealu3yeTcs IMOCPEICTBOM
odurnmansHoro caiita OIT w/unu Ha 6a3ze MOOHIIBHOTO MPHUIIOKEHUS . JINYHBIH KAOWHET KIIMEHTA SBJISETCS CIOCO00M
IMMOJIy4YC€HHUA OIPECACICHHBIX BHUAOB YCIYI' KOMIIAHHMU TOCPECACTBOM KOMIIBIOTCPHU3NPOBAHHBIX yCTpOI\/'ICTB
(mepcoHanbHBIN KOMIIBIOTEP, cMapT(OH, MJIaHIIET) 0e3 MOCELICHHUS LIEHTPa 00CTY)KUBAaHHUS KJIMEHTOB.

OcHoBHbIe (GYHKIUM JHMYHOIO Ka0uMHeTa KJIMEeHTa I (u3nyeckux Jul (MOOHIBHOIO

NMPHUJI0KEHUs):

- KpPYIJIOCYTOYHBIH PEeXUM pabOThI CEPBHUCA, 32 HCKIIOUCHHEM IUIAHOBBIX TEXHUUECKUX padoT;

- HaIpaBJE€HUE 3asiBKM Ha 3aKJIIOYCHHE, M3MEHEHHE, PACTOP)KEHHE IOroBOpa SHEProcHaOXeHMs (KyIUIU-
TpoIaku (ITOCTaBKH) DJIEKTPUUCCKON dHEPTrUU (MOITHOCTH), MOIYYCHHE IPOEKTa TOTOBOPA, IOIMOJHUTEIHHOTO
COTJIAIICHHsI, WHBIX JOKYMEHTOB M aKTyaJbHOM HH(OpMalWH, CBA3aHHOW C 3aKIIOUEHHEM, H3MECHEHHEM,
HCTIOJIHEHHEM U PacTOpP>KEHHEM J0TOBOPA;

- HampaBJeHHE oOpamieHui Ha 3aMeHy (YCTaHOBKY, IOBEpPKY) MpuOoOpa ydeTa Wi H3MEPHUTEIHLHOTO
TpaHcopMaTopa TOKa;

- Iepeaava MokKa3aHui NPUOOPOB ydeTa 3JIEKTPUUSCKON SHEPIUH B popMaTe, NPEeAyCMOTPEHHOM CEPBUCOM;
oIiatra ¢ IOMOIIBIO IIaTEKHON KapThl UM MHBIX CCPBUCOB 663HaJ’IH‘IHOI71 OIlTIaThI,

MPOCMOTP MH(DOPMALIMU O HAYUCIICHUSAX, NCTOPHH COBEPIICHHBIX IUIATEXKEH 1 TIePEAaHHbIX TTOKa3aHUIA;
- BO3MOYKHOCTb IIPUBS3KH HECKOJIBKHX JIMLIEBBIX CYETOB K OJHOW YUETHOH 3aIHCHy;
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- HaIpaBJE€HHE B agpec TapaHTHUPYIOLIEro IMOCTaBLIMKA OOpallleHHi, B TOM 4YUCIIE NPETCH3HMH, 3asBICHUH,
CTPaBOK, UHBIX TOKYMEHTOB M HH(QOPMAIHH;

- HampaBJCHUE KIWEHTY YBEAOMIICHHS 00 OrpaHMYEeHHH WIH MPUOCTAHOBICHUH MPEIOCTaBICHHS
KOMMYHAJIbHOH YCITYT'H 110 JIEKTPOCHA0KEHHUIO;

- BBIIPY3Ka IEKTPOHHOM BEPCUH IIATE)KHOTO TOKYMEHTA;

- TpenocTaBlIEHHE B CIydasXx M CPOKH, KOTOpBIE MpexycMoTpeHsl [IpaBuiaMu mpeaocTaBiIeHUsl AOCTyNa K
MUHHMalIbHOMY Ha00py (YHKIMHA HHTEICKTYaJbHBIX CHUCTEM YdYeTa O3JEKTPHUECKOW 3HEpPru (MOIIHOCTH),
yTBEpKIIeHHBIMU mocTaHoBieHneM [IpaButensctBa Poccutickoit deneparum ot 19 mrons 2020 r. N 890 "O mopsiake
MPEOCTABIICHHS JIOCTYIa K MUHAMAIILHOMY Ha00py QYHKIUI MHTEIUICKTYalbHBIX CHCTEM y4eTa JICKTPUUECKON
sHeprum (MOIIHOCTH)", VYOAJIEHHOTO JOCTyrma K WHPOpMANUd ¥ MHHUMAIGHOMY Ha0opy (yHKIHH
WHTEJUIEKTYaIbHOW CHCTEMBI YUeTa TapaHTHPYIOLIETo HOCTABIIMKA TOCPEACTBOM ceTH "VIHTepHET" B OTHOLICHHH
npuOOPOB ydeTa IIEKTPHUYECKON JSHEPrHH, MOMYIIEHHBIX B JKCIUTyaTanuio nocie 1 suBaps 2022 r. mis nenei
KOMMEPUYECKOT'O yueTa DJIEKTPHUECKON SHEpruu (MOIIHOCTH) Ha PO3HUYHBIX PBIHKAX JJIEKTPUYECKOW SHEPTHU H
(wnm) TSt OKa3aHUsl KOMMYHAITBHBIX YCIIYT T10 3JIEKTPOCHA0KESHHUIO.

OcHoBHBIE PYHKIUH JJHYHOT0 KAOMHeTA KJIAMEHTA 1JIsl OPUINYecKUX JIUIL:

- KPYIJIOCYTOYHBIH pekuM pabOoThI CepBHUCa, 32 HCKIIOUEHHEM IUIAHOBBIX TEXHUYECKUX PadoT;

- HampapJICHHE 3aiBKHM HA 3aKJIIOYEHHE, W3MEHEHUE, PAaCTOPXKEHHE JOTOBOPAa SHEProcHaOXeHMs (KyIUIu-
MPOJAKH ) AIEKTPHUECKON SHEPTUH (MOIIHOCTH) U MOJIydeHHe TIPOEKTa I0TOBOPA, JOTIOIHUTEIHHOTO COTIIANIEHHS,
WHBIX JOKYMEHTOB M aKTyalbHOW HH(OpMAalWH, CBI3aHHOM C 3aKIIOYCHHEM, M3MEHEHHEM, HCIIOJHEHHEM U
pacTOp;KEHUEM JIOTOBOPA;

- HampamjIicHHE oOpamieHuid Ha 3aMeHy (YCTaHOBKY, MOBEPKY) NpuOopa ydeTa WIH H3MEPUTEIBHOTO
TpaHcpopMaTopa TOKa;

- Iepeaaya nokasaHui npuOopoB ydera B popMaTe, IpeayCMOTPEHHOM JINYHBIM KaOMHETOM KIIMEHTA,;

- TPOCMOTp JETaaH3aldy HAYUCICHHH IO [OrOBOPY SHEProcHaOKeHHs (KYIUIM-TIPOAAaXH (IIOCTaBKH)
3JIEKTPUYECKOI 3HEpPTruu (MOIIHOCTH);

- IPOCMOTP UCTOPUHU HAYUCIIEHUN U BHECEHHBIX IIATEXKEM;

- MIOJIy4EHUE U BBITPY3Ka KOMHM TUIATEXKHBIX JOKYMEHTOB;

- HampaBJCHHE KIMEHTY yBEIOMJEHUS 00 OTrpaHHMYEHHM PEXUMa IOTPEOIEHUS JIEKTPUUYECKOM SHEpruu
(MOIIHOCTH);

- HampaBJICHHE B aApec TapaHTUPYIOLIEro IMOCTaBLIMKA OOpalleHul, B TOM YHCIE NPETCH3UH, 3asBICHUM,
CHPaBOK, MHBIX JOKYMEHTOB U HH(POPMAIIHH;

- TIPEJIOCTaBJICHNE B CIIy4asx M CPOKH, KOTOpBIE IpenycMoTpensl [IpaBunamu nmpegocTaBieHus: JOCTyMa K
MUHHMaJIbHOMY HA00py (QYHKIMHA HHTEUICKTYaJbHBIX CHUCTEM Y4YeTa 3JICKTPHUECKOW 3HEPrud (MOIIHOCTH),
yTBepKIeHHbIMU nocTaHoBneHueM [IpaButensctBa Poccuiickoit ®denepanuu ot 19 urons 2020 r. N 890 "O nopsinke
MPEIOCTABICHHUS JIOCTYIa K MUHUMAIILHOMY Ha00py QYHKUUI MHTEIUIEKTYalbHBIX CHCTEM y4eTa 3JIEKTPUUECKON
9Heprud  (MOIIHOCTH)", YAAJICHHOrO JocTyna K uHQopManmuM ¥ MUHUMaJlbHOMY Habopy QyHKIMHA
VHTEJUIEKTYaJIbHOM CUCTEMBI yUeTa rapaHTHPYIOIIEro NOCTaBIIMKA MOCPEACTBOM ceTH "MHTepHET" B OTHOLICHUH
MpuOOpPOB y4eTa AIEKTPHUYECKON JSHEPruH, MOMYIIEHHBIX B JKCIUTyaTanuio nocie 1 saBaps 2022 1. mia nenei
KOMMEPUYECKOT0 y4eTa 3JEeKTPUYECKOW 3HEpPruu (MOIIHOCTH) Ha PO3HUYHBIX PBIHKAX 3JIEKTPUYECKOW 3HEpPTuu U
(unm) A7t OKa3aHMUs KOMMYHAJIBHBIX YCIYT 110 3IEKTPOCHA0KEHHIO.

5.2. OcHOBHBIE TPeOOBaHUS K cCUCTeMe aBTOMH(pOPMHUPOBaHMS.

Cucrema aBTOMH(OPMUPOBAHUS KIMCHTOB NpeJHAa3HAuCHA s JOBEJACHHS THIIOBOW WH(OpPMAIUU.
ABTOMH(POPMUPOBAHHE MOXKET IPOU3BOJIUTHCS Kak cpeiu BeeX kimeHToB OI1, Tak u cpeltn OTIeNbHBIX TPYIIIL.

ABTOMH(OPMATOP PEKOMEHAYETCS UCIIOIB30BATh JUIS MPEJOCTABICHUS JONOIHUTEILHON UH(POPMAIIUU JIJIS
KIIUEHTOB TIPH:

- HAIIOMUHAHUHU O HCO6XOI[I/IMOCTI/I IIPOU3BECTH OIIATy HaKOITHUBIIIEHCS 3aJ0JDKCHHOCTH C aJApE€CHBIM
COOOIIICHUEM CYMMBI JIOJITa;

- HAMIOMHHAHHUU O HEOOXOMMOCTH Mepeauu MoKa3aHuil MpUOOPOB yUeTa;

- OTOBEIICHUH O TUIAHUPYEMOM OTpaHUYeHUH (TIPH HEOOXOTUMOCTH);

- aBTOMAaTUYECKHI OTBET C HOMEPOM OOpallleH sI, KOTOPbIH HANPAaBISACTCS KIMEHTY MOCIE PErUCTPAIlMK €To
oOpaieHus;

- coo0meHNN/ yBeJOMIICHIH WH(OPMAITMOHHOTO XapaKTepa.

ABTOMH()OPMUPOBAHHE KIIMEHTOB MOXKET MPOU3BOIUTHCS MO CIEAYIONUM KaHAJIAM:

- Ha HOMeD TenedoHa KIIMEHTa: 3BOHOK WM PACChLIKA COOOIICHMIA (SmS);
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- pacchlIKa Ha DIEKTPOHHYIO TouTy (manee — E-mail);
- yepe3 IMYHBINA KaOHHeT (YBEIOMIICHHUS);
- B MOOMIIbHOM mipuiiokeHun (Push — yBenomnenus).

Dopma .
P Kpurepmii TpeboBanus
B3auMojeiicTBUs
ABTOOTBeT
ABTOOTBET Ha
WHTEPaKTUBHBIC ABToMaTHueckas 00padoTKa U OTBET Ha OOpaleHue He Oosee 2 4acoB

obpareHus

ABTOHH(pOPMHUPOBaHHE

[IpomomkuTeIbHOCTh HHPOPMUPOBAHUS 5 MUHYT

[TpoMeKyTOK MEXYy «IOJIOKUTETLHBIM» 3BOHKOM U

7 KaneHJapHbIX JHEH
MTOCJICTYFOIIIAM

ITo tenedony

yepes 5-30 MUHYT, HE

[TpOMEKYTOK MEKIY «OTPULATEIHHBIMY 3BOHKOM
P yr ay put OoJree 3 IOMBITOK.

HepI/IOI[I/IT-IHOCTB PaCCBUIKU 1O «ITOJIOKUTCIIBHOT'O)

E-mail 7 KaJIeHIApHBIX JTHEH
pe3ynbraTa
JlnuHa cooOueHwust 160 cumBoJIOB
[eprnoMUHOCTE PACCHITKH 10 «ITOJOKHTEITHHOTOY .

SMS p p A 1 kaneHaapHBIN CHD
pe3ynbraTa

(¢ 10.00 10 20.00)

(HO B OTpaHUYEHHOE BpEMS)

5.3. OcHOBHBIE TPEOOBAHUS K OPraHU3ANMH CaAMO00OCTYKUBAHUS

CucremMa camooOCIyXKuBaHHS BKIoYaeT B cebs: 30HBI camooOcmyxkuBanus B LIOK, TepmuHanb!
caMo00CITyKMBaHUSI K1 MHPOPMAITHOHHBIE TEPMUHAIIBI.

HWHdopMaioHHbIe TEPMHUHAIBI W TEPMHUHAIBI CaMOOOCITYXHBAHUS MOTYT OBITh PACIONOKECHBI Ha
TEpPUTOPHH NEHTPOB 00cnyxuBanus OIl u (Win) TeppUTOPUM NPYTHX OpPraHU3alUi, TUIOMAAb IS pa3MEIeHUs
TepMHUHAaJA OJKHA OBITH HE MEeHee 3 KB. M. Ha OAHY €AMHUILY 000pyIOBaHUSI.

[Ipu pacmonokeHMH TEPMHUHAJIOB HA TEPPUTOPHHA OQHCOB KOMIIAHMHM JOJDKHO OBITH 00ecredeHo
nHPOPMUPOBAHKUE KIMEHTOB PAOOTHHUKOM KOMITAHWW (aIMHUHHUCTPATOPOM) O BO3MOXKHOCTSAX M IMPEHUMYIIECTBAX
OIIaTel 4Y€pPE3 nJaTeéKHbIC TCPMUHAJIBL. HOJ'[)KHO OBITh OOECIIEUEHO HAJINYHE MOACHAOIIUX MaTCpUuajaoB II0
HCTIONBb30BAaHMIO TEXHUUECKHUX CPEICTB HA HH)OPMALMOHHOM CTEHAE WM PSAOM C TEPMHHAIOM

ObecnieueHo mpenocTaBiI€HUE KIMEHTY 4YeKa C JaHHBIMH 00 OIulaTe YCIyr, MO3BOJIAIOLIETO
HACHTHU(QHIUPOBATH IUTATEXK, 0POPMIIEHHOTO B COOTBETCTBHHU C TPEOOBAHHUSAMH JCHUCTBYIOIIETO 3aKOHOIATEIILCTBA.
Uek BbIIAETCS KIMEHTY TEPMHHAJIOM Ha Oymare (IIpH HAIWYHHM BO3MOXKHOCTH) WIIM HANpaBIIeTCs B AJIEKTPOHHOM
(dopmare Ha azipec NMEKTPOHHOM MOUTHI, YKA3aHHBIN KITHCHTOM.

Hapymienne B paboTe TEpMHUHAIIOB U 30H CaMOOOCITY)KUBaHHUS HE MOXKET COCTaBIATH Oosiee 60 MHUHYT
B paboyee BpeMsl.

6. TpeboBanusi K HUH(POPMALMOHHOMY B3aMMOAECTBUIO C KJIUEHTAMM

HNudopmanoHHoe B3aUMOJICHCTBUE ¢ KITMEHTAMU UMEET CIEAYIOINe (OPMBI:

- MaccoBoe HH(OPMALIMOHHOE B3aUMOACHCTBHE;

- MTHIUBHUyalbHOE HHPOPMAIIMOHHOE B3aMMOJICHICTBHUE 110 3aI1pOcCy;

- pepocTaBieHue nHpopmanun mo naunuatuse OI1.

MaccoBoe WH(POPMAaMOHHOE B3aMMOJEHCTBHE 3aKiioyacTcsi B pasMmemieHun nyonukanuii B CMU o
nesirenbHocTy Oll, nHDOPMUPOBAHNY KIMEHTOB IO BOIPOCAM, CBSI3aHHBIM C IIPOLIECCOM 3JIEKTPOCHAOKEHUS, My TEM
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pasMerienns WHGOpPMAIMM B IIEHTPaX OYHOTO OOCTHyXWBaHWs wWid Ha odunuansHoMm caiite OIL, a Taxke
pa3MenieHnd UHGpOpMalMKu O MPOBEACHUH Pa3HO0Opa3Hbix PR-kammnaHwuii, HanpaBICHHBIX Ha WHGOPMUPOBAHUE
IIUPOKOW OOIIECTBEHHOCTH (HACTOSIIME W MOTEHIMALHBIC KIUEHTHI, TAPTHEPHI U PAOOTHUKOB) O NEATEIIEHOCTU
OI1, BO3MOKHBIX KaHaJIaX CBS3U U T..I.

ITo manmmmatuse OIl KTMEeHTaM TIPETOCTABISIETCS IBA THTIA WH()OPMAIIHH:

- CIIpaBOYHAas WH(GOPMAITHS;

- HAIIOMUHAHUS — COOOIICHHS/YBEIOMIICHUST MH(POPMAIIHOHHOT'O XapaKTepa.

K cripaBouyHoO# nHpOpMaIMKU OTHOCITCA:

- U3BJICUCHUSA W3 3aKOHOJATENBHBIX W HWHBIX HOPMATHBHBIX IIPABOBBIX AaKTOB, COJEP)KAIUX HOPMEI,
perynupytomue aestenbHocTs Ol u npencTaBaeHHBIX B HEM KOMITAHUH;

- Hacrosimuii Ctanaapr;
MEPEYHH TOKYMEHTOB, HEOOXOAMMBIX JJIsl BBIMOJIHEHUS ISUCTBUH, BXOIAIIMX B KOMIIETEHIMIO PA0OTHUKOB

OIl;

00pasisl 0pOpMITEHUS TOKYMEHTOB B TPEOOBAHUS K HUM;
0 IPOBOJUMBIX JUISl KIIMEHTOB aKIUIX;
anpeca VMHTepHET-CalTOB M 3JCKTPOHHON TOYTHI OPraHOB, B KOTOPHIX HOTPEOHTENSIM MPEACTABISIOTCS
JOKYMEHTBI, He0OOXOAUMBIE JUIS BHITOTHEHUS IeHCTBUH, BXOAAIIUX B KoMmnereHuo OIl;
- agpeca [IOK u pexxuMm ux paboTHI;
- TIOPSIIOK MTONTYYEHUS] KOHCYITBTAIHH.
K nHanomMuHaHUsIM/COOOIIEHNAM OTHOCUTCSI HHYOPMHUPOBAHHE:
- 0 HAJIMYUH 3a]10JDKEHHOCTH;
- 0 BBEJICHUH PEKUMA OTPaHIUCHHS DHEPTONOTPEOICHUS,;
0 MPUOJIMKEHUH CPOKA OTUIATHI TPEJOCTABICHHBIX YCIIYT;
00 n3MeHeHH! Tapu(OB HIH TPABIII IPEIOCTABICHUS YCIIYT;

JanHbple TpeOOBaHMsSI OTHOCSATCA K MPOIECCY OOCTY)KHBaHHMsS KIMEHTOB M PEriJaMEHTHPYIOT OCHOBHBIC
IIPOLIECCHI B3aUMOJIEUCTBUS C KIIMEHTaMU.
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1. lononHuTeIbHbIE TPEOOBAHMSA K MPOleYype 3aKII04YeHUsI I0r0BOPa IHEProcHaldkeHus (KyIJIH-
TPOAAKH).

B KJIMEeHTCKOM 3aJ1e

1.1.

Brinaya kimenty (puznueckomMy U I0pUITIECKOMY
JIMILY) TIEpeyuHs TOKYMEHTOB IS 3aKIFOUSHHS JOTOBOPA
1 OJaHK 3asiBJIEHUS NP 0OpaIleHUH KIHEHTA.

5 MuH

HpOBepKa IMOJIHOTBI U IPAaBUJIbHOCTHU NJOKYMCHTOB Ha
3aKJIFOYCHHUE JOrOBOpa BO BpeMA O6CJ'Iy>KI/IBaHI/IH
KIIMCHTA.

Jns pusuueckux amir:

1) ecinm ipecTaBieH MOJHBII KOMIUIEKT JOKYMEHTOB,
COTJIACOBAHHBIX C CETEBOM OpraHHU3aluei, To
TIPOU3BOIUTCS:

a) BbLaya MPOEKTa JOroBOpa MK

0) mpuéM TOKYMEHTOB, PETHCTPALIHS 3asIBIICHUS,
Bbla4a KOIIMHU MPUHATOrO 3asABJICHHUA C HOMEPOM, IlaTOfI
npuéma, @O paboTHHKA.

2) eciy IpeICTaBICH HETOTHBIM KOMITIEKT

8 MUHYT Ha 1 nuLEeBOH cyeT

CorjiaCoBaHHUA pa3HOFHaCPII>'I 1 COIIPpOBOAMUTEIILEHOTO
nruchbMma.

1.2 JIOKYMEHTOB, TO IPOU3BOUTCS YBEIOMJICHUE KIHEHTA O
i 1 TOYKY OIKITIOYSHHS
MepeyHe HEJOCTAIONINX TIOKYMEHTOB H CIIoco0ax
HaIpaBJICHIS.
JI1s FOpUAMYECKUX JIHIL;
1) ecnu peCTaBIIeH MOTHBIN KOMITIEKT IOKyMEHTOB,
TO TIPOU3BOTUTCSI:
a) mpuéM JTOKYMEHTOB, PETUCTPAIIUS 3asBIICHHUS, BbIaua
KOIIMH TIPUHSITOTO 3asBJICHAS C HOMEPOM, TaTON
mpuéma, @O paboTHHKa.
2) ecnu TpeICTaBICH HEMOTHBIA KOMILJIEKT
JIOKYMEHTOB, TO TIPOMU3BOIUTCS YBEIOMIICHHE KIIMECHTA O
TIepeYHEe HEeIOCTAIONINX JOKYMEHTOB U CIIoco0ax
HaTPaBIICHUS.
VBeaoMIIEHHE KIIMEHTA O IIEPEUYHE HEAOCTAIOIINX
1.3. A P A t B nenp obpareHmns
JIOKYMEHTOB.
1.4 VBenoMileHHE KIIMEHTA 00 OTKA3€ B 3aKIIOYEHUN B teuenune 5 pabounx qHEH co mHS
o JIOTOBOpA C yKa3aHHEM MPUYUH 0TKa3a. oOpareHusl.
15 Ilepenava mpoekra noroBopa u3 03k-oduca B 3a1 He 6onee yem yepes 10 pabounx aHElN ¢ 1aThl
h KITUEHTCKOTO 0OCITY)KHBaHUSI. HOJa4Hy 3asiBJICHUSA
He 6onee 10 pabouunx aHeW ¢ AaThl IOAAYH
sasBieHus (s OJI — xusie 00bEKTHI); HE
1.6. Brimaua kiMeHTy corinacoBaHHOTO IIPOEKTa JOroBOpa. 0oxee 30 kaneHIAPHBIX JHEH C AaThI MOAaYH
sasBieHus (st FOJI u @JI — Hexumnbie
roMeteHus (00 BEKTHI))
OtmpaBKa KIUEHTY (3aKa3HBIM MTOYTOBBIM
17 OTIIPaBJICHHEM JINOO HAPOUHO) MTPOTOKOIA B teuenne 10 pabounx gHel co qHS

MOJIyYEHHUs IPOTOKOJIa pa3HOIrIacui
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ITo Tenedony

YBenomieHue pabOTHUKOM — UCTIOTHUTENIEM KIIUCHTA O

B teuenue 5 pabouux mHEH C TaTH MOJAYH
3asIBJICHUS:

3a4BJICHHUIO.

1.8. | xoxe 3aKiIr0YeHuUsl JOTOBOPA MO MOCTYMUBILIEMY - 0 IEpPEYHEe HEJOCTAIIUX JOKYMEHTOB;
3asIBJICHUIO. - 00 OTKa3e B 3aKIIFOYCHHUHN JOTOBOPa C
yKa3aHUEeM MPUYUH 0TKa3a
19, Coobmenue 1o TenedoHy 0 CTaiuy MOATOTOBKH o sanpocy KiHeHTa
MPOEKTa I0roBopa.
IIo cetu UnTepuer
B teuenue 3 pabounx qHEH ¢ AaThI oYM
3a51BKU:
- 0 IIEpEYHE HEJOCTAIINX JOKYMEHTOB;
- 00 OTKa3e B 3aKIIIOYCHHUHU J0TOBOpPa C
yKa3aHUeM MPUYUH 0TKa3a;
B teuenue 10 pabounx gHEH ¢ JATH TOAAYN
'YBenoMieHre pabOTHUKOM, HCIIOJHUTEIIEM O XOIC SasBKH
1.10. | 3akiro4eHus: JOTOBOpa KIMEHTA MO0 MOCTYIUBIIEMY

- 0 TOTOBHOCTH JJOKYMEHTOB K MOJITUCAHHIO
1 0 HEOOXOAMMOCTH VIS 3aKIFOUEHHS
JIOTOBOPA;

- 0 BO3MOXHOCTH IOJIYYUTh JOKYMEHTBHI,
MOJIMCAaHHbIC OT JHLA KOMIIAaHUH, B oduce
KOMITaHUH WM UHBIM CIIOCOOOM,
MOATBEPKAAIOLIUM JATY OTIPABKH.

2. lonoJIHUTEIbHBIE TPeOOBAHUS K MPOLeAypaM onpeaeaeHus: 00bEMOB JJIEKTPHYECKOH IHEPTHH
(MomHoCcTH). DOPMUPOBAHME PACYETHBIX 00513aTEILCTB, MPUEMY MOKA3AHMIA.

2.1.

[TpuéM 1 IepBUYHBIN aHAIN3 ITOKAa3aHUH IPHOOPOB
y4€Ta TUYHO OT PUBNYECKUX U IOPUANIECKUX JIUL BO
BpeMsi 00CITY)KUBaHUS KIIHCHTA!

a) BHECEHUE TIOKa3aHUH B 0a3y MaHHBIX, (DUKCAIHS TaThl
npuema u ®UO paboTHuKa;

0) pazbsiCHEHHUE, IOYeMY IIOKa3aHus MPHOOPOB yUeTa He
IIPUHUMAIOTCA B pacUcT.

8 MUHYT

2.2.

Braecenue B 0a3y TaHHBIX MOKa3aHUH PUOOPOB yuETa,
MPEIOCTaBICHHBIX KIIMEHTOM Mo TenedoHy, SMS (npu
HaJIMYUN BO3MOXXHOCTH ), U€pe3 CalT, INIHBIN KaOWHET
1 MOOMIIbHOE TIpHIockeHne. Pukcarus naTel mpuéMa u
KaHaJla MOCTYIUICHUS TTOKa3aHUH.

He 6omee 1 pabouero nHs

2.3.

PazbsicHeHMe KIMEHTY, TOYeMY IIOKa3aHUs IPHOOPOB
y4€Ta HE IPUHUMAIOTCA B PACUET.

Cpasy mpu mosry9eHuu

2.4.

OTcyTCcTBHE OMMOOK MPH BHECEHUH paOOTHUKOM B 0a3y
JaHHBIX MTOKa3aHUH MPHOOPOB yUETa, MOTYICHHBIX OT
(U3NYECKUX U IOPUIUYECKHUX JIULL.

Bcernma

3. JdonoJiHMTe/IbHbIE TPEOOBAHMS K NPUEMY TIaTeKe.

3.1.

BauncieHre CpeCTB, MOCTYMAIOIIUX MPU OIIaTe Yepes
CalT KOMITAaHWUHU, MOOMIIHPHOE TIPMIIOKEHUE VM JTNTHBIN
KaOWHET.

B Teuenue 1 xanennapHoro aHs
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3.2

Coo01ieHre KIHeHTy O MOATBEP KIEHUH OTUIATHI MTPH
oIIaTe yepe3 calT KOMIaHUU, MOOMIIbHOE TIPUIIOKEHHE
W JINYHBIA KaOWHeT.

B TeueHue 5 MUHYT C MOMEHTa COBEPILIECHUS
oTepanuu

4. IlepeodopMieHue JULEBOI0 CYETA B CBSI3U CO CMEHOM COOCTBEHHHMKA (IPpUOOpeTeHue B COOCTBEHHOCTD,
JapeHue, cMeHa (paMUJIUU M T.1.)

O6parieHne KIreHTa B 0(hUc OYHOTO OOCITYKHBaHHUS Ha
npeaMeT nepeodOopMIICHHS JIUIEBOTO CUETa C

C MIPEJOCTABIEHUEM DJIEKTPOHHBIX KON BCEX
HEOOXOUMBIX TOKYMEHTOB JUIA TIEPEPETUCTPAITUU
JIMIIEBOI'O CUETA.

4.1. B teuenue 12 MunyT
MPEJOCTaBICHUEM BCEX HEOOXOIUMBIX JOKYMEHTOB JUIS
BHECECHHUSI HEOOXOANMBIX U3MEHEHUH.
OO6paieHre KIMeHTa 4epe3 JIMYHbI KaOHHET,
MOOHJIBHOE MPUIIOKEHUE, CAIT WK 3JIEKTPOHHYIO
49 ~ |HOYTY HA MpEAMET nepeo(opMIICHHS JTULIEBOTO CYETa

B teuenue 3 pabounx gHEH

5. 3akiioueHue corjamieHusi 0 paccpouKe IIaTexa

Oo6paieHre KIMeHTa B 0(pUC 0YHOT0 00CTY)KMBaHUS Ha
MpeaMET 3aKITIOUCHHS COTTIAIICHHS O PACCPOUKE
maTeXxa (CTaHAapTHOM, 03 YMEHBIICHUS

3aKJIFOUCHUA paCCPOYKHU IJIATCIKA.

>-1. MIEPBOHAYAIILHOTO B3HOCA U HA CTaHJAPTHBIN
MIPOMEXYTOK BPEMEHH) C TIPEAOCTaBICHUEM B reuyenne 30 MuHYT (peLICHIE IPUHAMACT
HCOGXOILI/IMBIX JIOKYMEHTOB. PYKOBOAUTEIb OTBETCTBCHHOT' O
TIOAPAa3ICTICHHUS )
IPaccMoTpeHne npenoCTaBIEHHbBIX KINEHTOM
55 |OKYMCHTOB H NPE/IOCTABICHUE COTIAICHUS §
0 paccpoyke MOCJe OIUIAThl KJIMEHTOM COTJIaCOBAaHHOU
YacTH 3aJ0JKEHHOCTH.
N B Teuenne pabouero nus (perieHue
53 IPaccmoTpeHme BO3MOKHOCTH H3MEHEHUS YCITOBUH

MIPUHUMAET PYKOBOJHUTEIh OTBETCTBEHHOTO
TOApAa3ICTICHNUs )

6. Opranusanusi paéoThl ¢ KJIMEHTOM B CJIy4yae HEHCIOJHEHUS MJIM HeHA/1esKaIero HCMnoJTHeHHsI UM
00513aTeJILCTB 110 J0TOBOPY YHEPrOCHAOKEHUS

6.1.

Bo3o6HOBIEHNE TOJJa91 KOMMYHAIIBHOU YCIIYTH TIO
3J'ICKTp00H36)KeHI/HO KIIMCHTAaM, IMPOKMBAIOIIUM B
MHOTOKBapTHPHBIX JOMax 1 YaCTHOM CEKTOpE.

B Teuenue 2 KaleHIAPHBIX THEH, TIOCTIe
HoTralleHus BO3HUKIICH 3a10JKEHHOCTH,
IIEHU ¥ KOMIICHCAIIUY 3aTPaT Ha MPOBeJIcHHUE
paboT MO OTKIIIOYCHUIO/TIOAKITIOUECHUIO

7. CuyuTbIBaHHE MOKA3aHUII ¢ MPUOOPOB YuéTa

7.1.

[TpoBepsATh COCTOSIHNE YCTAaHOBIICHHBIX U BBEACHHBIX B
IKCIUTYaTAINIO UHIUBUTYaTbHBIX, OOIIHX
(KBapTHPHBIX), KOMHATHBIX TPUOOPOB yuéTa, GakT ux
HaJINYMS WU OTCYTCTBHSL.

[TpoBepsATh TOCTOBEPHOCTH MPEICTABICHHBIX KIIMEHTOM
CBEJICHHIA O MOKa3aHUSIX WHIUBHUIYaTbHBIX, OOIINX
(KBapTUPHBIX ), KOMHATHBIX IIPUOOPOB yUETA ITyTEM
CBEPKHU X C [TOKa3aHUSIMH COOTBETCTBYIOIIETO Ipudopa
y4u€Ta Ha MOMEHT IIPOBEPKU (B CITydasiX, KOT/ia CHATHE
MOKa3aHUH TakuX MPUOOPOB yu&Ta OCYILIECTBISIOT
KJINCHTHI).

B cooTBeTCTBUM C IEHCTBYIOLUMU
3aKOHOAATEIbHBIMU aKTaMu PD.

8. Ilpuém nokazanuii npuéGoOpoB yuéra
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8.1.

UTro0bIMU YIOOHBIMY JIJISI KIIMEHTA CIIOCOOaMH.
[TonpoOHas nHpOpMaIus Ha OPUIHATEHOM caiiTe
KOMITAHUH.

[TpreM nmoxazaHuil MIPOU3BOAUTCS
€XKEMECSIYHO B YTBEP)KICHHBIE
3aKOHOJATEJIbCTBOM JAThl.

9. HWndopmupoBaHue KJINEHTA 0 32I0J’KEHHOCTH 10 OIJIATE IEKTPUIECKOiIl JHEPTUH, 00 N3MEHEHUIX
TapudoB, a TaK:Ke NMpeJ0CTaB/IeHNe HHOI UHpOpPMalUH

MuadbopmMupoBaHe MOKET MPONU3BOIUTHCS:
- IOCPEACTBOM 3JIEKTPOHHOM IIOYTHI;

- mocpeacTBoM SMS;

- IIOCPEJCTBOM Tele()OHHOM CBA3H;

WNndopmuposanue nocpeacrsom SMS u
Tene(hOHHON CBSI3U MMPOU3BOIUTCS

KIMCHTOM 3aJ0JDKCHHOCTH. Bbmaqa CIIpaBKH.

9.1. | B IaTé&XHOM JOKYMEHTE. exxenHeBHO ¢ 10.00 mo 20.00 mo mecTHOMY
WudopmupoBanue 06 n3MEeHEHUIX TapupOB BpEMEHH, KpoMe Tpa3THUYHBIX AHel. 1o
MIPOM3BOIUTCS Yepe3 pa3MelleHrue nHGOpMaLuH Ha (axTy nosiBneHus1 HHPOPMALUH
ohUIMaTHFHOM CaliTe KOMITAHUH U Ha 000pOTHON
CTOpPOHE IUIATEXKHOTO JOKYMEHTA.

10. ITpenocraBjieHHe CHPABKH 00 OTCYTCTBUY 3a/10/:KEHHOCTH
IIpuém 3asBKM Ha IPEJOCTABICHUE CIIPABKU ITYTEM
10.1. | oOpamienus B opuc 04HOro 00cayxuBaHus. Oriara He Gonee 28 munyt

11. UadopMupoBaHHe KINEHTA MO BONMPOCAM OTCYTCTBHS JIeKTPHYECKOIl JHepruu

11.1.

[TocpencTBOM:

° MobunsHOE TPUIIOKEHHUE.

B cootBercTBUM ¢ pexxumom padbotsr EKI]
1 UHTEPAKTUBHBIX CEPBHCOB.

11.2.

[MuceMeHHOE HampaBjIeHUE OTBETOB Ha IPETCH3UHU H
JKaJ100bI

He 6onee 10 pabounx gHei.

11.3.

[leHTpBI OYHOTO OOCITY>KUBAHHUS

B cooTBeTcTBHY ¢ YTBEPKAEHHBIM IpadhKOM
paboTsl oducoB
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HopMaTuBHBIE CCHUIKU:

B Cranmmapre yuTeHbl TpeOOBaHUSA CIEAYIONIMX HOPMATUBHO-TIPABOBHIX AaKTOB W HCIOJIh30BAHBI
HOPMATHBHBIE CCHUIKH HA CIIEAYIOMINE JOKYMEHTHI:
1. I'pasxxnanckuii koneke Poccuiickoit @eaepanumn.

2. Kunumnseiii kogeke Poccutickoit @eneparuu.

3. ®enepanbHbiii 3akoH Poccutickoit @enepanmu ot 26 mapra 2003 r. Ne35-D3 «O0 31eKTpOIHEPreTHKE.

4. ®enepanpubiii 3akoH Poccuiickoit ®eneparu ot 2 Mas 2006 r. Ne 59-03 «O mopsimke paccCMOTpPEHUS
oOpaieHuit rpaxaan Poccutickoit deneparumy.

5. @®enepanpublii 3ak0H Poccutickoit @emepammu ot 27 aexadbps 2002 1. Ne 184-03 «O TeXHHUECKOM
PeTyINPOBaHUNY;

6. denepanbHblil 3akoH Poccuiickoit @eneparuu ot 27 urons 2006 r. Ne 152-P3 «O nepcoHanbHBIX JaHHBIX».

7. llocranoenenwne llpaBurennctBa Poccuiickoit @enepannu ot 27 aexadps 2004 . Ne861 «O0 yTBepkaeHUH
[IpaBus HEAUCKPUMUHAILIMOHHOTO IOCTYIA K yCJIyraM Io Iepeaye 3JIeKTPUUeCcKO SJHePTUU U OKa3aHUs 3TUX YCIYT,
[IpaBun HEAUCKPUMHMHALMOHHOTO JIOCTYMa K YyclIyraMm IO ONEPaTHUBHO-JUCIETYEPCKOMY YIPABICHUIO B
3JIEKTPOIHEPTETHKE U OKA3aHUs 3TUX YCIyT, [IpaBui HeAMCKPUMUHAIIMOHHOTO IOCTYIA K YCIyTaM KOMMEPYeCKOTro
orepaTopa ONTOBOTO pHIHKA UM OKa3aHUs d3TUX ycayr u [IpaBmy  TEXHONOIMYECKOTO TPHUCOEIMHEHUS
SHEPTONPUHUMAIONIUX YCTPOHCTB TOTpeOuTEeNel dSIEKTPUYECKOH DSHEPruM, OOBEKTOB IO IPOU3BOJCTBY
ANIEKTPUYECKON SHEPIHH, a TAKKE 00BEKTOB IEKTPOCETEBOT0 X031CTBa, IPUHAICKAIIUX CETEBBIM OpraHH3aIUIM
Y UHBIM JIUIAM, K SJIEKTPUIECKIM CETIM.

8. TlocranoBnenuwe IlpaButensctBa Poccuiickoiit ®emepanmu or 4 was 2012 1. Ne 442 «O
(OYHKIIMOHUPOBAHWM PO3HHYHBIX PBHIHKOB JJIEKTPUYECKON SHEPrHH, IOJHOM H (WIM) YaCTHYHOM
OTPAaHUYCHUH PEXKUMa TOTPEOJICHUS IJIECKTPUIECKON dHeprum» (BMecTte ¢ «OCHOBHBIMHU TMOJIOKCHHUSIMHU
(OYHKIIMOHUPOBAHUS PO3HHYHBIX PBIHKOB JJIEKTPUYECKON sHeprum», «lIpaBumamMu mojgHOTO W (WIIH)
YAaCTUYHOTO OTPAHUYCHHUS PEKUMA MOTPEOICHUS JICKTPUUCCKON SHEPTHI ).

9. IMocranornenue [paButenbcrBa Poccuiickoii depeparuu ot 6 mast 2011r. Ne 354, «O npenocTaBlieHUU
KOMMYHAJIbHBIX YCIYT COOCTBEHHHUKAM W TIOJB30BATENIIM IOMEIICHUH B MHOTOKBAPTHUPHBIX JTOMaxX M
KUIBIX JIOMOB» (BMecte ¢ "[lpaBuimamMu mpemocTaBiieHHs KOMMYHAJIBHBIX YCIYT COOCTBEHHHUKaM U

MI0JIb30BATENSIM MOMEIICHUI B MHOTOKBAPTUPHBIX JOMaX M KUJIbIX TOMOB").
10. Tocranosnenue I[IpaButensctBa Poccuiickoit ®Denepammm ot 01 HosOps 2012 r. Nelll9 «O6

yTBEpKACHUHN TpeOOBaHMH K 3alllUTE TEPCOHATBHBIX JAaHHBIX NPU MX 00pabOTKe B WHPOPMAIMOHHBIX CHCTEMax
MIEPCOHABHBIX JTaHHBIX).

11. TOCT 32144-2013 MexrocynapcTBEeHHBIN cTaHAApPT «OieKkTpuueckas sHeprus. COBMECTUMOCTH
TEXHUYECKUX CpPEACTB DJIIeKTpoMarHutHas. HopMbI KkadecTBa JNEKTPUUYECKOW DJHEPTMH B  CHCTEMax
2JIEKTPOCHAOKEHHUS OOIIero Ha3HavYeHHsS», BBeldeH B nelictBue IloctanoBienmem I'occrammapra Poccuiickoit
®enepannu c 1 saBapsa 2014 1.

12.TOCT P UCO 9000-2015 «Cuctemsl MeHexKMEHTa KauecTBa. OCHOBHBIE MOJIOXKEHUS U CIIOBaPh», BBEACH
B aericteue 01.11.2015

13. TOCT P 50646-2012 «Ycnyru Hacenenuto. TepMUHBI i Onpe/ieicHus», BBeeH | stBapst 2014 r.
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