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OO0mue mMoJI0KeHUud

Hacrosmuit Crangapt ycraHaBiuBaeT Oa3oBble TpeOoBaHus K B3aumopeictBuio OIl «DueprocObIT
3amopoxxpe» (maee - CtaHmapT) ¢ MOTPEOUTENEM 3IEKTPUICCKON SHEPTHH, MMCIOIINM HaMEpEeHHE 3aKIIOUUTHh
JOTOBOp  JHEprocHaOkeHus (KyIUIM-TIpoJakd (MOCTaBKM) ANEKTPUYECKOH dSHepruu  (MOLIHOCTH), MpH
OCYILECTBIICHUN SHEProcHa0KeHUs! (ITOCTaBKH AIIEKTPUYECKOH dHEPruu (MOLIHOCTH) U OKa3aHUH KOMMYHAaJIbHBIX
yeiyr 1o anektpocHabxkeHnio B OIl «3ueprocOsiT 3amopoxne» (manmee - OOmeEcTBO) M B ero 000COOIEHHBIX
nonpazfaeneHuax (manee — OII) B mpenmenax COOTBETCTBYIOLIEH 30HBI NESTEIBHOCTH, BKJIIOYAs INpaBUiIa U
XapaKTePUCTUKH OYHOTO M 3a0YHOT0 OOCITY)KMBaHHSA, pearnpoBaHHE Ha OOpalleHUs] KIMEHTOB, oOeclieucHHe
00paTHOM CBSA3M U OLICHKY CTETIEHU YA0BJIETBOPEHHOCTH Ka4Y€CTBOM OOCITy>KUBaHU!

- Cranzmapt BCTynaeT B cuity nocie yreepxkaenus Jupexropom OIL

- Cranpapt npumensieTcst Bcemu padotHukamu OI1.

- CranzmapT pacmpocTpaHsieTcsi Ha B3aMMOOTHOIIEHHS C KIHMCHTAaMH — (U3MYECKUMH U IOPUIUYECKUMH
JUIIaMU, a TaKKe MHAUBUAYaIbHBIMU npennpuauMatensivu (MII), nmpocTsiMu TOBapuIiecTBaMH, BIAACIOIIMMHI Ha
IIpaBe COOCTBEHHOCTH MJIM MHOM 3aKOHHOM OCHOBAHMHU SHEPrONPHHUMAIOLIMMHU yCTPOICTBAMH, 3aKJIIOYUBLINMU B
YCTaHOBJICHHOM MOPSIIKE AOTOBOP SHEProcHa0)eHHs (KyIUIH-IPOJaKH IIEKTPUIECKON SHEPTUU (MOIHOCTH)) UIIH
MMEIONINM HaMEpEeHHE 3aKII0YHUTh JOTOBOP JHEProcHaOKeHHs (KYIUIM-TIPONaXH (IIOCTaBKH) SJIEKTPHIECKON
SHEPruu (MOILIHOCTH), @ TAKXKE UHBIX YCIYTI' KOHTPareHTOB B PaMKax JOIOBOPOB OMJUTMHTIA.

B nensx wucnonmHenus: TpeboaHuii Hactosmero CraHgapra, JEWCTBUS PaOOTHUKOB pErjaMeHTHPYIOTCS
JIEHCTBYIONTUMU OPTaHU3AIMOHHO-PACTIOPSANTENbHBIMU JokyMeHTamu Ol

CraHmapT TOBOJIUTCS IO CBEICHUS 3aMHTEPECOBAHHBIX JIHII ITyTeM ITyOiuKaruu Ha odpurpaasHoM caiite Ol1
https://zaporozhye.e-sbt.ru/

1.1. Tepmunbl, onpeaeieHUss 1 COKpAIIEHUSA

[IpumenurensHo K HacTosiieMy CTaHAAPTY UCHOIB3YIOTCS CIEAYIOIINE TEPMUHBI M OTIPEICIICHUSL:

AJIMUHHMCTPATOP —paOOTHHUK, OTBETCTBEHHBIH 3a MEPBUYHBIA MPUEM KIUEHTOB B IIEHTPaX OOCTYKHBaHUS
kiueHToB. O0SA3aHHOCTh aIMUHUACTPATOPa BBOAUTCS MIPH HAIMYUN OKOH 0OCTYKMBaHUs KIMEHTOB Ooiee 5 (TATH).
OyHKIUAMA aIMUHHCTPATOpa MOXKET OBITh HaJENeH I000W paOOTHUK LEHTpa OOCITYXUBAHWS KIHEHTOB IIO
PacnopsLKEHUI0 PyKOBOIUTETIS.

ba3a 3nanmii - snekTpoHHas 0a3a JaHHBIX, COEPIKAIIAsi TUTIOBBIE OTBETH HA BOTIPOCHI, KOHTAKTHBIC IAHHBIC
OIl, cBenenuss o Tapudax, HOPMAaTHUBAX, HOPMATHUBHO-IIPABOBBIC M 3aKOHOJATEJIBbHBIE aKTHl, a TAKKE HHYIO
nHpOpMaLUIo, HEOOXOANMYIO JUI MPEIOCTaBICHHs KOHCYIbTAMH KIIMEHTaM KaK IIPU OYHOM, TaK U MPU 3a04HOM
00CITy)KHBaHHU.

Bbak-opuc — monpaznenenus OlIl, Ha KOTOpbIE BO3JOXKEHBI 3a7a4yd, HEMOCPEICTBEHHO HE CBA3AHHBIE C
JIMYHBIM 00CTy’)KMBaHUEM KIMEHTOB, BKJIIOYAIOLIUE B CEOSI:

- paccMoTpeHue U 00paboTKy oOpalleHnii KIIMEHTOB, OCTYNAIUX Yepe3 GppoHT-oduc, odhopmiieHre
JIOTOBOPOB DHEPrOCHAOKEHUS M IPUIIOKEHUH K HHIM;

- OpraHu3alys UCTIOJIHEHHUS 3a51BOK;

- IOATOTOBKA, 0(OpPMIICHHE, BEICTABICHUE CUETOB-U3BEIIECHUH (KBUTAHIHI) TOTPEOUTENSAM 110 UTOraM
pacdeTHOro MecsIa;

- pa3paboTKa, BHEIpEHHUE, a TAKXKE yJacTUE B MEPONPHUITHUSIX, HAIIPABJICHHBIX HA IOTAIIeHHE JeOUTOPCKOM
3aJJ0JPKEHHOCTH U IP.

BuprtyanabHblii codeceTHUK (4aT-00T) - PAa3HOBUIHOCTH IIPOTPAMMHOT0 POOOTA IS MUCHMEHHOTO U (HJTH)
T0JIOCOBOTO OOIIECHUS C KIMEHTAMH.

I'apanTupyOIMii MOCTABIIMK 3JIeKTPUYECKO IHEPruM — OpraHu3alus, oOsi3aHHAas B COOTBETCTBHU C
JIEWCTBYIONIMM 3aKOHOJIATETIhbCTBOM HIIM TPUHSATBIMH 00S3aTeIbCTBAMH 3aKJIIOUYUTH JIOTOBOP KYILTH-TIPOJIAXKH
AJIEKTPUYECKOI SPHEPTUH WM JOTOBOP SHEPTOCHAOKEHHUS C JIFOOBIM OOPAaTUBIINMCS K HEMY KIIMEHTOM B OTHOILIEHHH
SHEPTONPUHUMAIOIIMX YCTPOMCTB, PACIOJOXKEHHBIX B TPaHHULAX 30HBI JACATEJBHOCTH TapaHTHPYIOLIErO
MOCTABIIUKA.

Ennnblii KoHTaKTHBIA HeHTp (1agee - EKII) - COBOKYITHOCTH 000pYI0BaHUsI, TPOTPAMMHOI0 00eCIICUeHNS,
paboTHUKOB, MponeccoB Juid obecrieuyeHHuss OOCITYKMBaHMS KIMEHTOB 1O MHOTOKaHAaJbHOMY HOMeEpy TeinedoHa
(MHTEpaKTHBHBIN aBTOOTBETYHK, ONIEPATOP 320YHOTO OOCITYKUBAHUS).

Enunoe oxkHo omepatopa (masee EOQO) — mporpammusii moayins (Web-untepdeiic) mis paboter ¢
o0palIeHUsIMA KJIMEHTOB, COACPXKAIMK BCIO MH(MOPMALMIO O KIMEHTE W IMO3BOJIAIOLIMHA MOBBICHUTH CKOPOCTH U
KayecTBO OOCIYXKMBaHUS, YHH(PHUKALHUIO MpOLeccoB oOpaboTKH OOpamieHHH KIMEHTOB, a TaKKe MOBBILICHHS
3¢ (HEeKTUBHOCTH yIpPaBICHUS OU3HEC-TTPOIICCCAMH.

3aouHoe oO0cay:kuBaHHMe — OOCTYy)XHBaHHWE KIMCHTOB 0€3 JMYHOTO KOHTAaKTa C paOOTHUKaMHU
rapaHTUPYIOILETO MMOCTaBIIMKA (IPUBJICYECHHOTO UM TPETHETO JIULA).
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HMutepaktuBHblii aBTooTBeTYHK (IVR) — TOI0OCOBOI IOMOIIHKK, HHTEPAaKTHBHAS HH(POPMAIHOHHO-
CTIpaBOYHAS CHUCTEMa, HEOOXOoAMMas JJIsi aBTOMATU3WPOBAHHOW 00pabOTKH OoOpameHHi KIMEHTOB C ITOMOIIBIO
TOHAJILHOTO Ha0Opa WIIM TOJIOCOBBIX KOMaH]I. Takke 03ByYUBACT MPUBETCTBHE, HH(OPMAITUIO U BCIIOMOTATEIILHBIC
A

a KavecTBO 00C/IyKHBaHUSI - COBOKYITHOCTh XapaKTEPUCTHK TIpOIecca W YCJIOBUH OOCITY)XKHBaHHA,
BOeceunBarINUX YA0BICTBOPEHUE OTPEOHOCTEH KIIMCHTOB;

H Komnanus — OI1 «9HeprocOsIT 3amopoxse», ero 000co0ICHHBIE TTOAPa3ACICHUS U (YHITHAITBI

bl KiauneHT — moTpeOuTENs dIEKTPUISCKON dHEPTUH, HMCIOIINK HaMEPEHHE 3aKIIOUYHUTD JIHO0 3aKTIOUHBIITHI

90TrOBOp PHEProcHa0KeHHUs (KYIUIU-TIPOAAXKH (TOCTABKH) JIEKTPUIECKOM SHEprur (MOIIHOCTH)WIH 00paTUBILEECS
B OO11eCcTBO 115 3aKIIOYEHHUS TOTOBOPA, a TAK)KE MHBIX YCIYT KOHTPAareHTOB B paMKax J0TOBOPOB OWIIIMHTA.

c Kiuentckuii 3ag — momenieHue, NpeAHa3Haue€HHOE Uil OOCHy)XHMBaHMA M oxkupaHus kiaueHToB OIl,
MPUXOASIINX B HEHTP OOCITY)KMBaHMS KIUCHTOB U pa3MelleHus] HHOOpMAMOHHBIX HocuTened. Kimentckuit 3an
BrimovaeT B ce0s 30Hy 0KUAAHUS, 30HY O0CITYKHBaHUS KIMEHTOB, 30HY NPHEMa IIaTexe/kacca u IeTcKast 30Ha.

0 Oo6mecTBo — OIl «DHEPTOCOBIT 3aTTOPOKHEY

M OIl/ puauannl— obocobneHnbIe ToapasaeiacHus u Gummansl Ol « IHeprocOBIT 3aopoKbEY.

0 Jlnunblii kaounet (JIK)- otaensHbil paszaen Ha oduipanbHoM caiite Ol niau B MOOMIBHOM MPHIIOKEHHH,
Hile oOecrieunBaeTcss BO3SMOXKHOCTh CO3[AaHUSI M YNPABICHUS YUETHBIMH 3alMCsAIMH, oOMeHa MH(popMmaluei, B TOM
Huciae B LEISIX OCYLIECTBICHUS IOPUAMYECKH 3HAYMMBIX ACUCTBHHA, MEXAY KIMEHTOM M TapaHTHPYIOIIUM
HDCTaBIIMKOM B DIIEKTPOHHOW (hopMe, BKIIOUasi HalpaBleHUE JTOKYMEHTOB, CBEICHUH, 0OpalleHuil U MoxyueHue
WHGPOPMAIIUH, TIO3BOJISIIONINN MPETOCTABIATh U TOTYy4aTh JUCTAHIIMOHHBINA JOCTYI K CBEACHHUSAM O 3aKIIOYCHHOM
{TuTaHUPYEMOM K 3aKITFOYESHHIO0) TIOTOBOPE SHEPTOCHAOKEHUS (KYTUTH-TIPOIaXKH (ITOCTABKE) IEKTPHUECKON DHEPTHH
PMOIITHOCTH), €r0 UCIIOTHEHUH, HHBIM YCIIyTaM, a TakKe HHOW HHPOpMAIHH, peaocTaBisieMbiM OOIIEeCTBOM.

e Moouisnoe npuioxenne (MII) — mporpamMMHOoe oOecrieyeHHE TapaHTUPYIOIIETO MOCTAaBIIUKA,
HpenHa3HaYCHHOE AJIS1 pabOThI B JIMYHOM KaOMHETE KJIMEHTAa Ha cMapT(oOHaX, IUIAHIIETaX U JPYTUX MOOMIBHBIX
BcTpolicTBax.

a OOpamenne — NMUCHbMEHHOE WM YCTHOE 3asBiieHHe kiueHTa B anpec OIl mo Bompocam cHaOKeHHs
PIEKTPHUYECKON SHEPIHEH, a TAKXKE UHBIX YCIYT KOHTPareHTOB B PaMKax JIOrOBOPOB OMJUIMHTA.

u Omneparop 3ao4Horo o6cay:xkuBanusi — paborHuk OIIl, HemocpenCTBEHHO B3aUMOJEHCTBYIOUINIA C
®Rimuentamu ot Jimia Ol uepe3 3a04HbIe KaHATBI CBS3H.

e Omneparop o4HOro 06cay:kuBaHusi — padotHuk OIl, HEMOCPEACTBEHHO B3aMMOICHCTBYIOIINHN C KJIMCHTaMHU
ot muua OII B xoze TMYHOro NpuéMa KIHeHTOB.

b OuHoe o0ciy:kMBaHUe — 00CTy)KMBaHHE KIMEHTOB MOCPEICTBOM JIMYHOIO KOHTaKTa ¢ paborHukamu OII.
©uHOoe 00CITy>)KMBaHHE OCYIIECTBISIETCS B IEHTpax o0cmyxkuBaHus kiarentos Ol

o OdunuuanbHplii caliT rapaHTHPYIOLIEr0 MOCTABIIUKA — HHPOPMALIMOHHBIN pecypc, 00beTUHSIONINHA 110
OOHUM aJpecoM (ZOMEHHbIM HMeHeM wuiu [P-ampecom) coBOKymHOCTh HOKyMEeHTOB u cepBucoB OIl B
BH(pOPMAIMOHHO-TEIeKOMMYHHKAIMOHHOM ceTn "UHTepHet".

a IpeTten3us (:kajioda) — oOpalieHue, coaepxaiiee HHPOPMAIIHIO O HEHAJIJICHKAIIIEM UCITOJTHEHUH JIOTOBOPHBIX
§0513aTENILCTB CO CTOPOHBI TApaHTUPYIOIIEro MOCTAaBIIMKA U (MIK) TpeOOBaHHWE O BOCCTAHOBJICHHM HAPYILEHHBIX
HpaB WM OXpaHIEMBIX 3aKOHOM HHTEPECOB KJIMEHTA.

c Cucrema o00C/IyKHBaHHSI KJINEHTOB — COBOKYITHOCTH B3aMMOCBSI3aHHBIX TIPOILIECCOB, TPYJOBBIX U
AHGOPMALIMOHHBIX PECYPCOB, KOTOPBIE HAIPABJIECHB! HA IPEAOCTABICHUE KIIMEHTAM YCIYT HAAJIe)KAIIEro KauyecTBa.
H SMS - kopoTkoe TeKCTOBOE COOOLIEHUE, COCTOsIIIEE U3 OYKB WM CUMBOJIOB, HAOPAHHBIX B OIPEIEICHHON
HocnenmoBarensHOCTH, TpeAHA3HAUYEHHOE ISl TEpeadd 10 CEeTH MOJBIKHON paguoTene@OoHHON CBSI3M U
phanocsszu.

X ToHanbHbIIE HA00pP, TOHAJBHBIA CHUTHAN — JABYXTOHAJBHBI MHOTOYAaCTOTHBIM aHAJOTOBBIM CHTHAI,
WCTIONB3YeMBIi [t Habopa TeneOHHOro HOMEpa, a TaKXkKe JUIs Pa3IHYHBbIX WHTEPAKTHBHBIX CHUCTEM, HAIpUMep,
FonocoBoro oTBeTa, MpeaoCcTaBIsIEMOro MHTEPAKTUBHON CUCTEMOH ¢ pacro3HaBaHWEM PEeUH KIMEHTA.

0 ®ponT-oduc — BriIoyaer B ceds ounoe oociyxubanue (LIOK), 3aounoe od0cmyxuBanne (EKL) u cucrema
damoo00cCITy)KUBaHUS.
0 Hentp obcay:xxuBanus kiueHToB (najee — IIOK) — nonpasnenenue, npegHazHadyeHHOE ISt

§CyIIeCTBICHHS OYHOTO 00CTYKUBaHUSI KIIMEHTOB IO BOIIPOCAM, OTHOCSIIUMCS K ACITEIHLHOCTH TapaHTUPYIOIIETO
flocTaBIMKa, U PACTIOJIOKEHHOE B €0 30HE JIESITEITIbHOCTH.

B DaexkTpoHHas o4yepenb (J0) — mporpaMMHO-aNIapaTHas CHCTEMa YIPABICHUST OYEPEIbIO, TIO3BOJISIONIAS
bhiopsimounTs Tporniecc OOCITYy)XKMBaHHUS KIWUEHTOB, PACHpPEEIisis, ONTUMHU3UPYS TOTOK M 3arpy3Ky OIepaTopoB
8uHOrO O0CTY)XHMBaHUS, COKpamas BpeMs OXHJIAHHS B OdYepeq MOBbIMAS SPPEKTHBHOCT pabOThl IEHTpA
obcmyxxuBanus kKiueHToB. 0 BHeApseTcs OOMEecTBOM TP HATMYNY OKOH 00CITy)KHMBaHUS KIIMEHTOB OoJtee 5 (TIs1TH)

130)178:] ClIydadax, IpeayCMOTPCHHBIX HCﬁCTBYIOHlI/IM 3aKOHOAATCIbCTBOM.
()

o g oo
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IJTHKET — COBOKYITHOCTh HOPM W TMPaBHWI, OTPAKAIOUINX MPEICTABICHUS O [OJDKHOM IIOBENCHHUH U
(hopMaIu3yIOMUX MPOIECC KOMMYHHKAIINY C KIIMEHTaMH, KOJJIETaMHU.

1.2. leau u 3aga4u

Henamu nHactosmero Crangapra SBISIIOTCA YCTaHOBJIEHHME HOpM M mpaBwil B3aumozenctsus OIl c
KJIMEHTaMH, €UHBIX TPeOOBaHUN K Ka4€CTBY OUYHOTO M 3a0YHOT'0 OOCIYKHBAHUS, ONTUMHU3ALM U (HopMamu3anus
MpoLEeAYp B3aMMOAECHCTBUS TapaHTHPYIOLIETO NMOCTABIIMKA M KIMEHTA, a TaK)Ke MOBBIIIEHUE YA0BIETBOPEHHOCTH
KIIMCHTOB Ka4eCTBOM OOCITYKHBaHUSI.

Hacrosimumii CTaHaapT ycTaHABJIAMBAaeT TPeOOBaHUS K CJEAYIOLIHMM Mpoueccam:

- B3aMMOJICHCTBUE C KJIMEHTaMH MPH OYHOM M 3209HOM OOCITYKHBaHUH;

- pearupoBaHUe Ha OT3bIBBI K OOpaIICHUs KIIMEHTOB, o0ecriedeHne oOpaTHOM CBSI3HM, aHAIN3 OTpeOHOCTEl 1
0)XUJTaHUH KIIMEHTOB,

- OLICHKA CTENEeHU YIOBJIETBOPEHHOCTH Ka4€CTBOM OOCITY)KUBaHMUS;

- OCYIIECTBJIICHE MOHUTOPHHTA ¥ KOHTPOJIb OOCITYKHUBaHUS KJIMEHTOB, B TOM YHCJIE HCIIOJHEHUS PELICHUH,
MIPUHATHIX 110 JKajgo00aM 1 oOpalieHusIM KIHCHTOB;

- o0ecnieuenre MHGOPMUPOBAHHOCTH KIMEHTOB 0 AesitesnbHocTH Ol

Hacrosmmii CtangapT omnpeaesnsieT OCHOBHbIe HANpPAaBJeHHs] TMOBBIMIEHWS YIO0BJIECTBOPEHHOCTH

KJINEHTOB Ka4eCTBOM 00C/Iy’KUBAHMA:

- OTIEPaTHBHOE pearupoBaHue Ha OOpaIlEeHNs KIMEHTOB, COKPALICHUE BPEMEHH PEILEHHS BOIIPOCOB;

- ONTHMH3ALHUA 3aTpaT KIUEHTOB U KOMIIaHUH;

- co3laHue KOM(OPTHBIX YCIOBUHA U TOOPOKENATENFHOTO OTHOIIECHHS K KJIMEHTAM.

C yuérom Hacrosimero Crangapra paspadaTbiBaloTcsl cjieylouue J0KyMeHTbI:

- perjamMeHThl OM3HEC-IPOLIECCOB OKAa3aHUs YCIYT, pearupoBaHMs Ha >KaIOObl M OOpaIleHUsl KIMEHTOB, a
TaK)Xe B3aMMOJEHMCTBUS C OpraHaMH rOCYAAapCTBEHHOM BJIACTU M APYTMMHU 3aMHTEPECOBAHHBIMU CTOPOHAMH MpHU
OYHOM M 320YHOM O0CITY>KHBaHUH KIIMECHTOB;

- CKPHUIITBI 00CITYKMBaHUsI KIIMEHTOB, KOTOPhIE BKIIOUAIOT B C€0s CXEMBbl OOLIEHHUS C KIIMCHTAMH;

- enuHas KoHuenuwus nu3aiiHa u odopmuenus LIOK, B koTopo# yka3wplBalOTCs TpaBWiia OQOPMIICHHUS
9KCTEPHEPOB, HHTEPHEPOB O(HUCOB, MPAaBHIIA U MOPSIOK Pa3MEICHUs Pa3aTOYHOro MaTepuaia, u T. 1.,

- JOJDKHOCTHBIE M paboyrie HHCTPYKIMH PaOOTHUKOB, 0OCTYKMBAIOIIUX KIIUEHTOB;

- CTaHAapTHBIE (OPMBI CTATHCTHYECKOW OTYETHOCTH, TOJIOKEHHE O KOHTPOJIE KadecTBa OOCITy>KUBaHHS
KJINEHTOB.

2. O0mme TpedOBAHNS K OPraHU3ANUN KJINEHTCKOI0 00C/IY;KUBAHM S

2.1. IIpyHIUNIBI B3aUMOAEICTBHS ¢ KJIMEHTAMH

OCHOBHBIMU MIpUHIOUIIAMHA BSaHMOHeﬁCTBHH OIl ¢ kaMeHTaMu SIBASIOTCS Ka4eCTBO 06CJ'Iy)KI/IBaHI/IH n €ro
JOCTYIHOCTb, TIOA KOTOPBIMUA TOHUMAIOTCSI:

- TeppUTOpHAJIbHAsL AOCTYNHOCTb - KIMEHTaM MPEIOCTaBISIETCS KadeCTBEHHOE OOCIy)KMBaHHE U
OllepaTHBHOE PACCMOTPEHHE OOpaIleHWi, HE3aBUCHUMO OT YJAIEHHOCTH MeCTa MpPOKMBAHUSA, MPHU HATHMYUU
TEXHUYECKOW BO3MOXKHOCTH;

- OPraHM3alHMOHHAA JOCTYNMHOCTS - TIPaBUJIa TOJIB30BAaHMS yCIyraMy KOMITAHUX JAOJKHBI OBITh PO3PavHBI
1 UCIIOJIHUMBI,

- MHOpPMANIMOHHAS JIOCTYNHOCTL - TIOJHAs W JOCTOBEpHas WHGopMaius o000 BceX Tpoleaypax
B3aMMOJICHCTBUS ¢ KOMIIAHUEH HOCHUT IIyOJUYHBIN XapakTep U MPeJOCTaBIseTCs B TOCTYITHON dopme.

KnenTst uadopmMupyrorest:

- 0 TIOPSJIKE 3aKIIFOYCHUS IOTOBOPa SHEPTOCHAOKEHHS (KYTLTH-TIPOIaXKH (TIOCTABKH ) NIEKTPUIECKOW SHEPTHU
(MOIIHOCTH), TOTOBOPA MPEOCTaBICHUSI KOMMYHAJIBHOM YCIYTH MO 3JIEKTPOCHAOKEHHUIO;

- 0 MOPSAKE U CII0co0ax OIaThl;

- 0 TIOPSIZIKE pacueTa CTOMMOCTH 3JIEKTPUIECKON SHEPTUHU (MOIIHOCTH) U YCITYT;

- 0 mopsake GOpMHPOBaHHA M pa3Mepe TapudoB (HEPEryIHPYeMbIX IIE€H) Ha JJIEKTPUUYECKYIO SHEPIHIO
(MOUTHOCTB);

- 00 MHBIX mpoueccax, OCymeCTBIIACMbIX MEXKIY KOMIIaHHEHN U KITUEHTOM.

O6CJ'Iy>KI/IBaHI/Ie KIIMCHTOB TAaKKC€ OCHOBAHO Ha CJICAYIOINHNX MPUHIUIIAX!
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- oOpaTHasi CBSA3b - KOMIIaHUS YBEJAOMIISICT O Pe3yJbTaTaX PacCMOTPEHHsI OOpaIleHHH KIMEHTOB, a TAKKe
HPOBOJUT U3MEHEHHS B CBOCH JIEATEIBHOCTH B OTBET Ha IIOTPEOHOCTH U OKHIAHHs KIIHEHTOB;

- 00bEeKTHBHOCTh - 00€CIeYMBacTCs OOBCKTHBHOC M HEMPEAB3ITOC pPAaCCMOTPEHHE OOpalieHUid B
YCTaHOBJICHHBIC CPOKH HCXOJIS U3 TPEIOJIOKEHUSI JOOPOCOBECTHOCTH U Pa3yMHOCTH KJIMEHTa. [Ipu paccMoTpeHnH
oOpalleHnil rpakiaH, a TaKKe WHIMBUAYAIBHBIX MPEANPUHUMATENCH YYUTHIBACTCS, YTO Y JAHHOM TIPYMIIBI
KJIMEHTOB KaK MPaBWJIO HET IOPHIMYECKUX M TEXHHYCCKUX 3HAHUI 1O BOMPOCAM SHEPrOCHAOKEHMS M HMHBIX
KIJIMIIHO-KOMMYHAJIBHBIX YCIIyT, OKa3bIBAEMbIX 110 JOTOBOPY OMJLIHHT;

- O/IHO OKHO - 32 OJHO OOpallleHHE KIMEHT MOXET 3aJaTh HECKOJBKO HMHTEPECYIOLIMX €ro BOIPOCOB H
HOJIyYHTh Ha KaX/bI U3 HUX OTBET IO CYILIECTBY, a €CIIU PEeLICHHE BOIPOCa TPEOYET AOMOITHUTEIBHOTO H3yYCHHS
JOKYMEHTOB, JIOJDKHA OBITh NMPEOCTaBIeHa HHPOPMAIIHSI O CPOKAX M (OpME MPETOCTABICHUS OTBETOB, IIPU ITOM
KOMIIaHHs BIIPaBE OTKA3aTh KJIMEHTY B PACCMOTPEHUH BOIPOCA IO CYIIECTBY B CIydae, €ClI OH HE OTHOCHUTCS K
chepe AeATENEHOCTH TapAHTHPYIOLIET0 MOCTABIIMKA;

- 3aIIMTa MEPCOHATBHBIX JAHHBIX - 00padOTKA MEPCOHAIBHBIX JAHHBIX KIMECHTOB OCYLICCTBISCTCS B
cootBeTcTBHU ¢ DeepanbHbM 3ak0HOM "O IepcoHANBHBIX JaHHbBIX". PaAOOTHHKM KOMIIaHUU 00SI3YIOTCS COOITI0AATh
KOH(H/ICHIINATIBHOCTh MEPCOHANBHBIX JJAHHBIX KIHEHTOB U 00eCIIeYnTh O30MaCHOCTh EPCOHABHBIX JAHHBIX TIPH
ux obpaborke. [lepenaua TOKyMEHTOB U MH(POPMAIIMH, TOITYYCHHBIX OT KJIMCHTOB, TPETHUM JIUIIAM JOMYCKACTCsI
TOJIBKO B MPEAYCMOTPEHHBIX 3aKOHOM CITydasix; KOMITaHHS TapaHTUPYIOLIHIA TTOCTABIMK BIIPAaBE OTKA3aTh KIIMEHTY
B PACCMOTPEHHHU OOpAILeHHs [0 CYLIECTBY B ClIy4ae, €CIi B OOpaIleHUH KIMEHTA COICPIKATCS HElIEH3YpPHBIE JTH00
OCKOPOUTENbHBIC BBIPAXKEHHs, YIPO3bl B aJpeC KOMIIAHHH, UMYIIECTBY, )KU3HU U (MJIH) 370POBbIO PAaOOTHUKOB
KOMITAQHUH).

2.2. OpraHu3aluOHHO-HOPMATHBHOE o0ecneyeHne

OO6m1re BOMIPOCH OpraHU3aluK yIpaBieHU B3aUMOJCHCTBISI ¢ KIIMEHTAMHU ONPEACIISIFOTCS B COOTBETCTBUH C
JIOKaJbHBIMU HOpMAaTUBHBIMU akTamu OI1.

Kmuent umeer mpaBo BbIOparth mo0o0# crioco® HHOOPMAIMOHHOTO B3aWMOJACWUCTBHS (OYHOE, 3a0YHOE,
WHTEPAaKTHBHOE) B 3aBUCUMOCTH OT €r0 MHINBUAYaJIbHBIX, TEXHHYECKUX BO3MOKHOCTEH U NPENMOYTCHUH.

Bueapenne B OO1iecTBe KIMEHTOOPHEHTUPOBAHHOTO MOJIX0/a U OPraHU3allUI0 OOCITY>KUBAHUSI KIIMEHTOB,
OCYILECTBIISIFOT CTPYKTYPHBIE ITOAPa3/AeiIeHus 10 padoTe ¢ KIMEHTaMH, C COOJIIOJICHUEM CIIEAYIOLINX IPUHIHIIOB!

- IpaBUJIa ¥ CTAHJIAPThl OPHEHTUPOBAHBI Ha KIIMEHTA;

- TIPOLIECC 00CITYKMBaHUS COOTBETCTBYET TpeOoBaHUAM HacTosmiero Cranaapra;

- pabOTHHKH MIPEJOCTABIISIOT 0OCITYKUBAaHHE BHICOKOTO KAaueCTBa.

Cuctema 00cTy>XKMBaHUsI KIIMEHTOB KOMIIAHUHM 00€CTIEYHMBAETCSI TOCPENICTBOM:

- KBUTM(UIMPOBAHHBIX CIEIHUAINCTOB, OTBETCTBEHHBIX 332 B3aMMOJICHCTBUE C KIMEHTAMU W OpPTaHU3AIHIO
KJIMEHTCKOTO 00CTY KHUBaHHUS,

- coBpeMeHHbIX U KoMpopTHbIX LIOK 1115t npuema KiMeHToB;

- KOMITBIOTEPHOTO 000PY0BaHUS U MPOrPAMMHOTO 00ECIICUSHHMSI IJIsl PETUCTPaIK, 00pabOTKK oOpaleHui
KIIUEHTOB U (JOPMHUPOBAHHUS OTUETOB;

- (opmManuzoBaHHBIX B COOTBETCTBYIOILEH perjaMEeHTHPYIOLIeH JOKyMEHTAaUuH OW3HEeC-POLeccoB
B3auMozencteud Ol ¢ kaneHTamu.

OO6cny)xrBaHHE TapaHTUPYIOIIUM TTOCTABIIMKOM KJIIMEHTOB OCYIIECCTBIISIETCS B TOM YHUCIIE C COOI0JACHUEM
CIIEAYIOMINX TPeOOBaHMA:

- pas3paboTka, omyOimkoBaHue (pasmenieHrue) (opm JOroBOpPOB SHEProcHabkeHHs (KyIUTH-TIPOJAXu
(TocTaBKM) ANIEKTPUUECKOMN dHEPruK (MOIIHOCTH) Ha O(HUIMATILHOM CaiiTe KOMIIAHUHU U B IIEHTPaxX 00CITy)KMBaHUS
KITUCHTOB;

- 3aKJII0UEHHe ¢ MoTpeduTeneM (MOKymaTeaeM) JOroBopa 3HEprocHaOXeHus (KyIuIM-IpoJaxu (IOCTaBKH)
3NEKTPUIECKON SHEPTUH (MOIIIHOCTH));

- obecrnieyeHne CHATHS M MpHEeMa TOKa3aHWH MPUOOPOB y4deTa OT KIMEHTOB CIIOCO0aMH, JOMYCKAIOIINMHU
BO3MOXHOCTh yIAJIEHHOW Iepenadn MOKa3aHUi MpuOOpoB ydeTa, - MOCPEeACTBOM TeiedoHa, MH(OpMaIMOHHO-
TeIeKOMMYHHKalnOHHOU ceTu "HUuTtepret" (nanee - cets "UuTepHeT");

- o0ecrieYeHne BBICTABICHUS KITUSHTY TUIATEXHBIX JIOKYMEHTOB/CUETOB Ha OIUIATY JIEKTPHUECKON SHEPTHU H
WHBIX YCIYT KOHTPareHTOB B pPaMKax JOTOBOPOB OWJUIMHIA, CHOCOOaMH, JOMYCKAIOUIMMU BO3MOXHOCTH HX
yZIaJeHHOH Mepenadyn - IOCPEICTBOM ITOYTOBOM CBs3H, ceTH "UHTepHeT" u np.;

- obecrnieueHre KIMEHTY BO3MOXKHOCTH BHECEHUS IUIATHI 110 JIOTOBOPY dHEProCHAOKEHUS (KYILTH-TIPOIaXKH
(TIOCTaBKM) SIEKTPUIECKON DHEPTUU (MOITHOCTH) W MHBIX YCIYT KOHTPAareHTOB B PaMKax JOTOBOPOB OMJIIMHTA
Pa3NUYHBIMU CIIOCOOAaMH, B TOM YHUCIIE HEMIOCPEACTBEHHO rapaHTHPYIOIIEMy OCTAaBIIUKY 0€3 OIIaThl KOMUCCHUH;
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- OpraHMzanus npueMa OOpamieHWH KIMEHTOB IO BONPOCAM IPEKPALICHUS MOCTABKH AIICKTPHYECKON
SHEPTHUH, a TAKKE OIMOBEIIEHHS KJIMEHTOB O IPUYHUHAX MPEKPAIIEHUs IOCTaBKU 3JIEKTPUUECKON SHEPIHH;

- ofecrieyeHue mpueMa OOpalleHU KJIMEHTOB [0 BOMPOCAaM OpraHU3allMid KOMMEpPYECKOTO yueTa
3NIEKTPUYECKOI SHEPIUu;

- OpraHu3alys IpreMa UHBIX OOpalleHUH KJIMEHTOB B a/Ipec TapaHTUPYIOLIETO MOCTABIIMKA IMCbMEHHO UIIH
YCTHO, B TOM YHCJIe TOCPEACTBOM TeJeOHHOH CBA3H, ceTH MIHTEpHET, 3JIeKTPOHHOH MOYTHI, a TAKKe ONEepaTUBHOTO
OTBETa Ha HUX MO CYIIECTBY C BO3MOXXHOCTBIO PELICHHUS BOIIpOca KiIkeHTa 3a | oOparieHue;

- Hanuuue U (QyHKIMOHMPOBAHHE LIEHTPOB OYHOI'O OOCIYXXKMBAaHHUS KIHEHTOB, a TAKKE OCYILECTBIICHHE
320YHOI'0 OOCITYKHBAHUS KIIMCHTOB

- IpeIoCTaBICHUE KIMEHTY MH(OpMaMy MyTeM pa3MelleHHs B [IEHTPaxX O4HOro 00CIy>)KMBaHUS U (W) Ha
odunmaasHOM caiite B cetd IHTepHET, a TakKe Mo ero 3ampocy.

B O6mectee n OIl Ha Bce CTPYKTypHBIE MOApA3JENIEHHUs, OCYIIECTBIIOMUX paboTy ¢ KIMEHTaMH,
BO3JIAraroTcs clenyonme QyHKINH:

- opraHuszanys KIMEHTCKOro o0CIyXHBaHUs ¢ y4€ToM mosiokeHnid CTaHgapTa, JOTOBOPHBIX 0053aTENbCTB,
PErIaMeHToB U APYTHMX HOPMATHUBHBIX aKTOB;

- mpuém, 00paboTKa U aHATU3 MOCTYMUBIINX OOpalleHud, KOHTPOJIb UCTIOJHEHUS] M OpTraHu3anus oopaTHon
CBS3U,

- paboTa ¢ xanobamu;

- U3y4eHHUEe NOTPEOHOCTEN 1 MOHUTOPHHT CTETICHH YAOBJIETBOPEHHOCTH KJIMEHTOB Ka4eCTBOM O0CITY KHBaHMS;

- cOOp W aHaNM3 Pe3yJIbTaTOB MO B3aMMOJCHCTBHUIO C KIIMEHTAMH H TPEIIOKEHUH 110 yIYYIIEeHHIO KauecTBa
00CITyKIBaHHS;

- mpenoctaBieHue pykoBoACTBY OIl OTYETOB MmO B3aMMOJEHUCTBUIO C KIMEHTAMU M IPEAJIOKEHUU IO
yIAYYIIEHUIO KauyecTBa 00CTyKHBaHUS,

- opraHu3alys nopsjaka Ha padodem mecte, B LIOK;

- UHBIE 3a/1a4H, YKAa3aHHbIC B JOJDKHOCTHBIX HHCTPYKLUSX.

Hns opranmzanuy OOCITYy)KMBaHWS KJIMEHTa WCIIONB3YIOTCS NBa ypoBHA: (poHT-0puc m OdK-odwmc.
BzaumoneiictBue ¢ponT-oduca u 63k-odpuca ocymectsisiercss ¢ nomompio EOO U mporpaMMHOTO KOMILIEKCa,
coJiepkaliiero HH(GpOpMaIMoOHHbIE JaHHbIE KIHEHTOB. Bee aTamel mponecca 00CIyKuBaHUS KIMEHTOB paOOTHUKAMH
OII ¢ukcupyrores B EOO.

B memsx moBellieHne KaudecTBa oOciykuBanus mojpasfeneHue OIl, oTBeTCTBEHHOE 3a KayecTBO
KITMEHTCKOTO OOCITY)KHBAHUSI HAa PErYJIIPHON OCHOBE mpejnocTaBiseT B OOIIECTBO OTUET MO OYHOMY W 320YHOMY
00CITy>KUBaHMIO KJIMEHTOB COAEp)KaIINN HH)OPMALIHIO O KOIUYECTBE U TEMax IOCTYNAIOUINX 00palleHnH, a TaKkxKe
WHYI0 HH()OpMAIHIO, IPEyCMOTPEHHYIO MOJIOKEHUEM O KOHTPOJIE KayecTBa 00CTyKHBaHUSI.

Kaxxnoe u3 noapasaenenuit OIl nesTelbHOCTh KOTOPBIX 3aTpParkBacT WHTEPECHl KIIMEHTOB, 00CCIICUHUBACT
o0CITy’)KUBaHHE KJIMEHTOB B COOTBETCTBHHM cO CTaHAapTOM, OCYLIECTBIISIET B3aMMOJCHCTBUE C JAPYTHMH
MOJpa3eNicHUsIMA B PaMKax CBOEH KOMIIETCHLMH, Ha CHCTEMAaTHYeCKOH OCHOBE TOTOBHUT MNPEIIOKEHHUsS MO
YIYUIICHUIO O6CHy)I(I/IBaHPI5[ KIIMEHTOB U YYaCTBYIOT B p€ajin3allii COOTBECTCTBYIOIIMUX MepOHpI/IHTI/Iﬁ.

OrneHka KayecTBa KIMEHTCKOTO OOCIY)KMBaHHs HMPOBOAMUTCS MO YTBEP)KIAEHHBIM OOLIECTBOM BHYTPEHHUM
JIOKaJIbHO-HOPMATHUBHBIM aKTaM M PErJIaMEHTaM.

O6mectBo u OIl HECET OTBETCTBEHHOCTh 3a COOJIIOJICHHWE BBINICYKA3aHHBIX MPUHIMIIOB CBOUMU
MOIPSIAYMKAMU, €CJTH TAKOBbIE TPUBJIEKAIOTCS K 00CTYKUBaHHIO KITUEHTOB. [loapsiuuk BeICTpanBaeT CBOIO paboTy,
ncxozs u3 TpedoBanuit Crangapra

2.3. lIpuHIMNIBI 1€JI0BOT0 3ITHKETA PU 00CIYKUBAHUYU KJINEHTOB

IIpaBuia gemoBoOro ATHKETa HE aOCONIOTHBI, OHM PACCYUTAHbI HAa TO, YTO B KAXJAOM KOHKPETHOM CIIydae hx
MPUMEHSIIOT, UCXOAS U3 cuTyauuu. HemsmMeHHBIM B J1000H CHTyallMM OCTaeTcsl YBaKEHHE K KIMEHTY, 3IpaBbId
CMBICJT M1 PAIIUOHAJIBHOCTD ITOBCACHU A pa60THI/IKa. Pa6OTHI/IK, HpI/IHI/IMaIOH];I/Iﬁ KJIMCHTA, B CBOEM JIMIE MPEACTABIACT
Ob6mrectBo n otHomenue OIl k kuenTy, oT Hero 3aBucuT Boctpuitre Ol kireHTOM.

PaboTHHK JOKEH OCYIIECTBISTh KAUECTBEHHYIO (KBAIM(HUIIMPOBAHHYIO) KOHCYJIBTALUIO, IPEJOCTABISATD
nHpopManuio 1o Teme oOpamieHus. Bompocsl mo ocHOBHOW M oOmel uHpOpManmuu MO JOMOJHUTEIHLHON
NESITENbHOCTY IIPEAIoJIaraloT IOJIHYI0 00paOOTKy U IPeAOCTaBIEHUE OTBETa (PELIeHUsi), MO JONOJHUTEIbHON
NESITENbHOCTH — YaCTHYHYI0 00pabOTKy M MpenocTaBieHue HEOOXOAMMBIX KOHTAKTOB; BOIIPOCHI MO NIESTEIBHOCTH
npyrux opranuzanuii (cereit, YK, aBapuitHbIX city:k0) — IpeaoCcTaBIeHUE KOHTAKTOB; HHBIE BOTIPOCHI — BEKIIMBBIN
TBEPJBII OTKA3.

PaGoTHUK NODKEH CTpeMUTbcAd O0ECIeYMTh MaKCHUMAaIbHBIM 3MOLMOHAIBHBIN KOMGOPT Ul KIUEHTA.
[IpenynpeautenbHOCTb, TAaKTUYHOCTH, BEKJIHMBOCTb, JOOPOXKENATEIBHOCTb M CIIOKOWCTBHE  SBISIOTCS
0€3yCIIOBHBIMH COCTaBJIIIOLUIMMHU BBICOKONH KOMMYHHMKAaTHBHOHN KyJbTYyphl OOIIEHUS PaOOTHHKA C KIMEHTaMH.
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Cnenuth 4YTOOBI COOCCEMTHUKY OBLIO KOM(OPTHO BOCHpUHUMATh HH(popMaImio (10 TPOMKOCTH, CKOPOCTH,
SMOIMOHANBEHON atMocdepe). PaboTHHKY cieyeT CIoIb30BaTh CI0BA «CIIACHO0» U «IIOKATYHCTay.

PabGoTHuKy HEOOXOOMMO TpEACTaBUTHCA MO (QopMe KOPIOPaTHMBHOTO MpHBETCTBHA. Hampumep,
«3npasctByiite! / J{oOpeiii nens! / JloOpeiii Beuep! / Menst 3oByT mms. Kak mory k Bam oOpamatbes?» B
3aBHCHMOCTH CII0c00a 00CITy )KHBaHUSI.

PaGoTHuK B ipouecce oOmieHus oOpaiaercs K KIIMEHTY TaK KaK KIHEHT MPEACTABUIICS 110 UMEHH OTYECTBY
WM IMEHH U Ha «BbD) BHE 3aBUCIMOCTH OT €r0 BO3pacTa M COLUAILHOTO MOJIOKEHHUS, 3TO MOTYEPKUBACT BEIKINBOE
u yBaxxutensHoe oTHommeHnue OIl k kimeHTy.

Kaxprit kimreHT TpeOyet BHUMaHu. PaOOTHHK OTHOCHTCS KO BCEM KIIMEHTaM OJIMHAKOBO BBIIEP)KaHHO BHE
3aBUCHUMOCTH OT JINUHBIX CUMITATUH U aHTUIIATHH.

PaGoTHuKY cnemyeT ciemuTh 3a CKOPOCTHIO CBOEH pedH, T.K. CIHIIKOM OBICTpas WM CIHIIKOM MeIIeHHAas
pedb 3aTPYIHSIOT OOIIEeHHeE.

PaboTHHK HOKEeH yBaXkaTh TOUKY 3pEHHS KIMEHTa BHE 3aBUCHMOCTH OT TOTO, Pa3/ieisieT OH ee Wiu HeT. He
JOMyCKaeTCs HaBsI3bIBAaHUE CBOCH TOUKU 3pPEHUS, NTHOPUPOBAHUE BHICKa3bIBAHUN KIIMEHTA.

WHocTpanHble ciioBa WK MpoeCCHOHAIBHBIE TEPMHHBI NMPU OOIIEHWH C KIMEHTOM PabOTHHK JOJDKEH
yIOTPeONATh B Mepy M TOJNBKO B TE€X CIIydasdx, KOTJa YBEPEH B TOM, YTO KJIHEHT IOJIHOCTHIO TOHHUMAeET €ro.
3amnpemaercs: ynotpedieHre MpOCTOPEYHBIX WU IPYOBIX BBIPaKEHUH.

[Tpu B3amMoeiicTBUH ¢ KIIMEHTOM PaOOTHUK HE TOJHKEH MPEIOCTaBISATh 3aBEOMO JIOKHYIO HHPOPMAIIHIO
00 e30PHEHTUPOBATH €T0 WHBIMU CIIOCO0aMHU.

Ecnu y paboTHHMKA HET TOJHON YBEPEHHOCTH B TOUHOCTH MEpeJaBaeMoi KITMeHTY WH(POPMALIUH, WIH €CITH
paboTHHUK He 00MamaeT HeOOXOIMMOW KOMITETEHIIHEH, YTOOBI PENINTh MPo0IeMy OOpPaTUBIIETOCS K HEMY KIIMEHTA,
TO OH JIOJIKEH:

- €CJIM [T BELSICHEHUSI ieTaliell TpeOyeTcs 3HauuTeIbHOE BpeMsl, TO ClIeyeT MPUHATH oOpalieHne 1 (TIpu 3ToM
yKa3aTh CIOCco0 CBS3M M TOYHOE BpeMsl) yTOUHHTH YAOOHBIH CIOCO0 ISl HAIIPABIICHHUS OTBETA;

- B ciy4ae HEOOXOAMMOCTH Pa0OTHHUK CaMOCTOSTENEHO B3aWMOJACUCTBYeT ¢ moppasfeneHusmu OIl mms
pelIeHrs BOTIpOca KINEeHTa.

He paspemacTCda roBOpUThL NI HAMCKATh KIIMCHTY, YTO €0 np06neMa HE3HAUYUTECIIbHA UJIU CPAaBHUBATL €TO
C IPYTUMH KIINEHTAMH.

®dopma H3IIOKEHWS YCTHBIX WU IHCHMEHHBIX OOpalleHnid K KIHMeHTaM He [OJDKHA JOITyCKaTh
KaTerOpHYHBIX BRIpAXKEHUH, TakuX Kak «Bbl 00s13aHbD», «Bam npeanuceiBaeTca», «SIBUThCS», «IIpeabsaBUTH» U T.II.

Kareropuuecku 3ampemaercs nmpu KJIneHTe nopounts peryrannto OIl, moapsaaHsix opraHuzainuii 1 [pyrux

MPEPUATAN SJHEPTETUIECKON OTPACIH, BECTH IIOCTOPOHHKE Pa3roBOPHI.

PaboTHuUK 10IDKEH COOMIOAATE CYOOPAMHAIIUIO C PYKOBOJIUTEIISIMU M KOJJIETaMH, B TOM YHCJI€ B TIPUCYTCTBUU
KIIMECHTOB.

[Ipu BBIABNEHWH OMMOOK, MOMYIIEHHBIX cO CTOpoHBl OIl mim MOAPSIHBIX OpraHM3anuii, HEOOXOAUMO
MIPUHECTH KIMEHTY U3BHHEHUS 32 IPUINHEHHBIE HEY/T00CTBA.

IIpu BbIsIBNEHNHN OIMIMOOK, MOMYIIEHHBIX KJIMEHTOM, 3alpeliaeTcs BhICKa3blBaTh eMy mpeTeH3uu. Crnemyet
BEXJIMBO U JIOCTYITHO OOBSICHUTH KIMEHTY MIPaBUIIbHBINA MOPSAIOK JEHCTBHIA.

[Tpu oOcnyxvBaHUM KITHEHTA, MTOIABIIETO K00y, HEOOXOAUMO MPHUIEPKUBATHCS CIEIYIONINX IPHUHIIUIIOB
paboTEhI:

- OBITh K KJIMCHTY BHUMATEJIBHBIM, JIAXKE €CIIU Kajlo0a KaKeTCs HECYIIIECTBEHHOM WITH a0CypIHOI;

- IMOMOYb KIIMEHTY HU3JI0XKHUTH CBOIO JKajlo0y, MaTh BO3MOXHOCTH CIIOKOMHO BBICKA3aThCs, YTOUYHUTH CYTh
JKaJIOOBI;

- TpeOyemast OT KJIMEHTa JOKYMEHTAIMS JOJKHA ObITh MUHUMAJIBHOM;

- pewmaTh mpodiemMy ¢ coONI0IEHUEM CPOKOB, B COOTBETCTBHUHM C HAcTOSIUM CTaHIapTOM, HO CTPEMHUTHCA
pemuTh NpodieMy, Kak MOXKHO OBICTpEe.

B koH1e paszroBopa He00X0auMO Mo0OIaroAapuTh KIMEeHTa 3a BU3UT: «Panbl, uto Bel k HaM obparuimce. [lo
cBunanus. Beero nodporo. Xopouiero aus.». KilmeHT g0oimkKeH ocTaTbesl B XOPOIIEM PACTIOIOKEHHH AyXa.

Henonyctrmo noBblieHre rojoca, TOPOIUIMBOCTh, BHICKA3bIBAHUE HETEPIICHUS, IPOsIBICHUE Oe3pa3inius K
CUTyallun KJIMCHTA.

B mro060ii CUTyallun COXPaHATH CIIOKOMCTBHE U HE BbIpaKaTb HEAOBOJILCTBO IMMOBEJACHUEM KIIMCHTA, 3a/TaHHBIM
BOIIPOCOM H T.II.

3amnpemaercs mpu 00CITy>KUBAaHUN KIMEHTOB!

- HEJIOOIICHUBATh BAXKHOCThH OOPAIICHNUS;

- CIIOPUTH C KJIMEHTaMU;

- TpYOHTH KIMEHTY WM NEPEeXOAUTh Ha MOBBIIICHHBIN TOH (TIPH OYHOM OOCIYKHBaHUH U 110 TeIe(OHY).

IIpu ouHOM 006CTY;KMBAHUM PAaOOTHHUK BCET/Ia IIEPBHIM MPUBETCTBYET KIUEHTA U IPH OOIIECHUH C HIM:
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- KOpITyC paOOTHHKA Pa3BEPHYT B CTOPOHY KITUCHTA;

- YCTaHOBJICH 3PUTENILHBIA KOHTAKT;

- IPUBETIINBAs YIBIOKA.

Ecnu pa®oTHUK HaXOAWTCS HA 3HAYMTENHHOM PACCTOSIHUM OT KIHEHTa, JHOCTaTOYHO KHBHYTH TOJIOBOH,
MOJICPKUBAs! TIPU STOM 3PUTEIHHBIN KOHTAKT. [I[pUBETCTBYSI KIIMEHTa, pAOOTHHUK IEMOHCTPUPYET, UTO 3aMETHJI €T0,
U COOOIIAET O CBOCH TOTOBHOCTH IOMOYb ITPH HEOOXOJMMOCTH.

PekoMeHnayeTcsi TPEOCTaBIATh KJIUEHTY BAXKHYIO WM CIOXKHYIO JUIS 3allOMUHAHUS WH(QOPMAIMIO B
MMMCEMEHHOM BHjIe (TIepeYHr JOKYMEHTOB, /IaTa clieAyomiero nocemeHus, renedon EKLL).

IIpu 3a0yHOM 00CITY:KMBAHMU TNOCPEACTBOM Tese()OHHON CBSI3M pAOOTHUKY HEOOXOIUMO YETKO
BBITOBAPHUBATh CJIOBA, 4YTOOBI KJIMEHT XOPOIIO WX CIbIIAT W TOHMMAald. Pedyb JOMKHA OBITh BHSATHOMM,
nmo0porkeIaTeIbHON, TPAaMOTHOM.

Ecmn paGoTHHK He yBepeH, YTO TMPABWJIBHO PACCIBIIMAl YTO-THOO B TeIeQOHHOM COOOIICHWH, €My
HEO0XOIMMO MEePECIPOCUTH KIMEHTa, BO N30€KaHNne HeTOTIOHNMAaHUSL.

PaGoTHUK n0OmKEH OBITH JIAKOHUYEH, YSTOK B M3JIOKCHUU MH(OPMAIIUU, HE YIOTPEOISITh JIMITHUX CIIOB, HE
JIOTMYCKATh MPOJOJKUTENBHBIX May3. Tene@oHHbIH pa3roBop JOKEH ObITh COJEPKATEIEHBIM, HO KPATKHM.

PaboTHuKy 3anpeineHo nocBAnaTh Teae)OHHOro COOSCeTHHUKA B JieNa ¥ POOJIeMbI KOJIIET, KOMMEHTHPOBATh
ux aeiictBus. Henmb3s BecTu TenedoHHbIE IEPETOBOPHI IO TPOMKOM CBSI3H.

Ecmu xiueHT JkaeT Ha JMHUM W TpeOyeTcs yTOYHeHWe HWHGOpMAIMW i MPEJOCTaBICHHS OTBETa,
HEOOXOIUMO MPEIYNPEIUTh KIUEHTA O MPUOIH3UTEIILHOM BPEMEHU OXKHIAHUS U TIEPEHTH B «PEKUM OXKUTAHUS
WIH TIPEIUIOKUATh OOpaTHBIM 3BOHOK mociie moiydeHus nHpopMmaruu. PaGOTHHK HE NOMHKEH pa3roBapHBaTh C
JNPYTUMH PaOOTHUKAMH, €CITH Ha JIMHUH XKIET KIIMSHT ¥ 3BOHOK HE MEPEBEEH B PKUM OXKHUIAHUS.

Henonyctumo urnopupoBanue TenehOHHBIX 3BOHKOB: HE TIO3]{HEE, YeM 15 CeKyH/I mocie ajpecaniy BhI30Ba
Ha orepaTopa 3a04HOr0 00CITy)KUBaHHS JOJDKCH CIIC0BATh OTBET.

B koH1e o01eHns onepaTopy 3a04HOT0 00CIyKUBaHHsI HEOOXOJMMO 1MOOIaroJapuTh KIHEHTA 332 3BOHOK.

IIpu nepenucke ¢ kiaueHToM. J[enoBas mepemnucka MOXKET OCYMIECTBISITECS KaK MOCPEICTBOM MOYTOBBIX
MUCEM, TaK U UHTEPAKTUBHBIMH criocoO0amMu. [Ipu HarpaBlieHUH MUCHMA IO JIEKTPOHHOMN MoYTe, pabOTHHK BCETIa
KpaTKO YKa3bIBaeT €ro TEMY.

JlnmuHa mrchMa JOMDKHA COOTBETCTBOBATH XapakTepy OOpaIeHUsi, OTBET KPATKHUW, EMKUH W MO CYIIECTBY
Borpoca. [IuchkMo HEOOXOMMO HAYMHATH ¢ OOpAINCHUST K KIHCHTY MO0 UMEHH U OTYECTBY (WM MO UMEHH, €CIIH
KJIMEHTOM TaK ObLIO yKa3aHo), 0pOpMIIATh B COOTBETCTBHH C 3aKOHOIATEJILCTBOM U BHyTpeHHuMu JIHA OIT.

B oTBeTe pekoMeH IyeTcs MPUBECTH KPATKOE COJIepKaHue MOTYyYSHHOTO 3ampoca.

[onmuce momkHa wuaeHTH(GHUIUpOBaTh: paboTHuka - OMO w MOMKHOCTH NPH HANpaBICHWW OTBETa Ha
¢upmeHHOM Oanke; koMmnaHuio - HaumeHoBanue OIT uiu OIT ¥ KOHTaKTHYIO HH(OPMAITHIO.

2.4. llpuHUMNIBI YPEryJ1upOBaHUsI KOH(JINKTOB

Henonymienrie BO3HMKHOBEHWS KOH(QUIMKTA SBISIETCS BaXKHBIM YCIOBHEM JUIsi OOECIICHEHUs 3alllUThI
HWHTEPECOB KIIMEHTOB.

Bo n30exxanue KoHPIUKTHBIX cuTyanuil padbotHuku OI1 00s3aHbL:

- CTPEMUTHCS JICHCTBOBATh B MHTEpEcax KIMEHTOB, YMETh PAcliO3HABATh U M30€raTh CHTYaIHii, KOT1a MOXKET
BO3HUKHYTHh KOH(JIUKT;

- CTPEMHUTHCS HE JIOIYCKaTh BOBHUKHOBEHUS CUTYalluH, IPH KOTOPOH B KOH(IMKTE HAYMHAIOT y4acTBOBAThH
JpyTHE KIUEHTBL;

- cOOMIOIaTh MPHUHIHUIT KOH(DUISHIMATLHOCTH (HepasmiameHuss HHQOPMAIIUU, He MpeJHA3HAUYCHHOW JJIst
OTKPBITOTO IOCTYIIA WJIH MTOJIb30BAHUS BCEMH JKEJIAIOLINMHU).

B ciydae BO3HUKHOBEHUS! O0CTOSITENBCTB, KOTOPHIE, IT0 MHEHHIO PA0OTHHKA, MOTYT TIPUBECTH K KOH(IHUKTY,
OH 00s13aH CPOYHO IMOCTABUTh B H3BECTHOCTH 00 3TOM CBOETO HEIOCPEICTBEHHOTO PYKOBOIUTENS, KOTOPBIH JTOJIKECH
MPUHATH MEPBI K yPETyJTUPOBAHUIO BOSHUKIICH CUTYaIUH.

[Ipu pa3peniennn KOHQIUKTHBIX CUTYallUH ¢ KIIMEHTaMu JieiicTBrs padotHruka Oll, BKIIfoUass mpuHUMaeMbIe
WMHU pelleHHUs], He JIOJDKHBI TIPeCciieIoBaTh JMYHbBIN HHTEpeC.

JLJ1st KOHTPOJIS KauecTBa OOCITYKMBaHUS KIIMEHTOB, YPETyJIMPOBAHHUS CI0KHBIX U HEPEIBUACHHBIX CUTYalUH
B LIEHTPax OYHOrO OOCIY)KMBaHHs KJIMEHTOB NPU HAINYMU TEXHHUUECKOW BO3MOXKHOCTH BEAETCS ayaHO3alHCh
pasroBopa 1 BUIcOHAOII0IeHHE, a ITPHU 00OpaleHNH KJIMEHTOB [0 MHOTOKaHAJIbHBIM TeJIe(DOHHBIM HOMEPaM EJIMHOTO
koHrakT-1ienTpa (EKL), Bkiarouas narepakTuBHOro aBroorBeTyrka (IVR), Benéres ayanosanuck Bcex pasroBopoB,
pu 00s13aTeTLHOM HHPOPMHUPOBAHUN KIIMEHTOB B COOTBETCTBUH C ICHCTBYIOIINM 3aKOHOJATEIHCTBOM.
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NudpacTpykrypa 04HOI0 00CIy:KUBAHUA

OuHoe 00ciTy)KMBaHNE KIMEHTOB KOMITAHIH OCYLIECTBISCTCS B LIEHTPax 00CITy>KUBaHUs KITMEHTOB. [lepeueHp
LIEHTPOB OOCITy’KWBaHUS KIIMEHTOB, 30HBI OOCITY>KHBaHNS (TIPU HAJTMYWH JI€JICHHUS HA 30HBI 00CTYKUBaHUS), a/ipeca,
Yachkl paboTbl, KOHTAKTHBIC TesIe(OHBI (IPY HATMYMH BBIJCICHHBIX TeJe()OHHBIX HOMEPOB) U apeca dIeKTPOHHON
noyuTHl (MPY HAJTMYMH) YKa3bIBAIOTCSl Ha OQUIIMATIBLHOM caiiTe TapaHTHPYIOLIETO MOCTABIIHKA.

Pexum u mopsimox paboTHl LEHTPOB OOCITY)KMBAaHWSA KJIMEHTOB YCTaHABIMBAIOTCSl I'apaHTHPYIOLIUMM
nocTaBIIMKOM. JlomycKaeTcsi cMeleHre padodero rpaguka B 3aBUCUMOCTH OT TEPPUTOPUAIBHBIX OCOOCHHOCTEH U
HEO0XOIUMOCTH o0ecTiedeHus 00CTy)KUBaHHsI B BEUEpPHEE BpEMsL.

OuHnoe oOciyXuBaHMe KIHEHTOB ocymmecTisiercs B mrooom LJOK B 30ne gestensHOcTH Ol BHE 3aBHCHMOCTH
OT MECTa PACIOJIOKECHUS MPUHAAJISKAILNX KIMEHTY 3HEProlpUHUMAIOLIETO YCTPONUCTBA U (WiIK) 000pYAOBaHHUS, C
WCTIONB30BaHUEM KOTOPBIX OCYIIECTBISIETCS TOTpebJieHne KOMMYHalIbHBIX yciuyr. OdHoe oOcCiy:KuBaHHE
MPEIOCTABIISET BO3SMOKHOCTD PEIICHUSI CII0KHBIX BOIPOCOB H (MJIH) BOIIPOCOB, TPEOYIOMIMX JIMYHOTO MPUCYTCTBHUS
KJIMEHTa B COOTBETCTBHUHU C TPEOOBAHMAMHU 3aKOHOATENHCTBA M KOPIIOPATUBHBIMU CTaHAAPTAMH.

Lentpsl  oOciyKuBaHHMS  KJIHMEHTOB  OOECHEUMBAIOT  TEPPUTOPUAIBHYIO, OpPraHU3ALMOHHYI0 U
WHPOPMALMOHHYIO JOCTYITHOCTh KIMEHTaM M (DYHKIIMOHHMPYIOT Ha OCHOBE MPUHIIMIIOB, YKa3aHHBIX B MyHKTe 2.1
HACTOSIILIETO CTaHAapTa.

KonmuecTBo, motpedHOCTs M MecTa pacnonoxerns LIOK onpenensrores OO1iecTBOM, UCXOAS U3 KPUTEPHUS
YHUCJIICHHOCTH HACCJICHHA 30HbI ACATCIBHOCTU OIIl B kauyecTBe rapaHTUPYIOLICTO IIOCTAaBIIWKA, W3 IIPHUHIUIIA
JNOCTYIHOCTH OYHOTO 0OCITY)KHBaHMUsI, IEMIEXOAHON 1 TpaHcnopTHOM noctymHocTH LIOK B Teuenue pabouero aHs
JUIS BCEX KIMEHTOB, NPOKMBAIOIIMX B TpaHHIAX 30HBI oOcimyxuBaHus naHHbIX L[OK, oxBara Bcelt 30HBI
NEeSITEIbHOCTU TapaHTUPYIOIIETO TIOCTABIINKA, a TAKXKE UCXOs U3 TpeOOBaHMI JIEHCTBYIOIIETO 3aKOHOIATEIbCTBA
PO.

st opraHu3any OYHOro OOCTY’KMBaHUS B YHAJICHHBIX HACEJEHHBIX NMyHKTax, rae HeT oducos OIl, mms
KJIMEHTOB C OTPaHUYEHHBIMH BO3MOXKHOCTSIMH 3[J0POBBSI, @ TAKXKE B MHBIX CIIy4yasiX, €CJIM 3TOro TpeOyroT OusHec-
nporeccel OIl peanuzyercs BbIe3IHOE OYHOE 00CTYKMBaHUE B MOOMIIBHBIX IIEHTPaxX 00CTy)KUBaHUsI KIMEHTOB (IIpU
X HAJIMYUN).

3.1. DyHKUUM HEHTPOB 00CIyKUBAHUS KJIUEHTOB

Lentpsl 00CIyKMBaHUs KIIMEHTOB BBIIOJIHSIOT CIeAYIONNE (QYHKIINH:

- opraHu3anus o0CITy>KUBaHUS KJIMEHTOB C Y4€TOM MOJI0KEHUH 3akoHoAaTenscTBa Poceuiickoit denepanmn
00 3JIEKTPOIHEPreTHKE, HACTOSIIETO CTAaHIApTa, JOTOBOpa 3HEProcHa®KeHus (KyILTH-MPOAaXH (MOCTaBKH)
JNEeKTPUYECKON dSHEpruu (MOIIHOCTH) M JIOTOBOpA  IPENOCTaBIEHHS KOMMYHAJIbHON yCIOyrd IO
3JIEKTPOCHAOKEHHIO, @ TAKXKE WHBIX YCIyTI KOHTPAreHTOB B PaMKax JOrOBOPOB OMJITMHT A,

- OpraHu3alys NpeAoCTaBICHUST MH(POPMAIIUK, OYHOTO KOHCYJIBTUPOBAHUS KJIMEHTOB IO BCEM BOMPOCAM,
CBSI3aHHBIM C JESATEIBHOCTHIO TapaHTHPYIOMIErO IMOCTABIIMKA, MPEJOCTaBICHHE THUMOBBIX (OPM JTOKYMEHTOB
KIJIUEHTY;

- o0ecrieyeHue mpueMa IJIaTeXel OT KIMEHTOB (KaKk MMHUMYM B Oe3HaJIM4HOW (hopMme), 3a UCKIFOUEHHEM
CIIy4aeB OTCYTCTBHS BO3MO>KHOCTH OOECHEYUTH PabOTy IIATEKHBIX CEPBHUCOB M3-32 OTCYTCTBHS YCTOHYMBBIX
KAaHAJIOB CBA3M I10 IPUYNHAM, HE 3aBUCALINM OT FapaHTHPYIOIIErO MOCTABIINKA;

- TpHUEM 3as8BOK Ha 3aKJII0UEHHE JIOTOBOpPA SHEPrOCHAOKEHHMS (KYIUIH-TIPOAAXKH (TIOCTABKU) SJIEKTPUIECKON
SHEepruu (MOITHOCTH) WITH IOTOBOPA HA OKA3aHUE MHBIX yCIYT, a TAK)KE MHBIX JJOKYMEHTOB OT KJIMEHTa, TPOBEPKa
MepeyHs JOKYMEHTOB, IPOBEPKA MTOJIHOTHI CBEICHUH B 3asBKE, aHAIHN3 JOKYMEHTOB Ha COOTBETCTBHE TPEOOBAHUSIM
K JOKyMEHTaM, yCTaHOBJICHHBIM HOPMaTHUBHBIMHU IIPaBOBBIMU aKTaMU;

- BbIJaua KJIMEHTaM JIOKyMEHTOB, CBA3aHHBIX C pealn3alieil Joropopa SHeprocHad eHus (KymIn-poaxku
(TocTaBKM) AMEKTPUUYECKOW SHEPTruu (MOIIHOCTH) WM JIOTOBOpAa MPENOCTaBICHHS KOMMYHAJIBHOW YCIIYTH IO
3JIEKTPOCHA0XKEHHIO, @ TAKXKE WHBIX YCIYT KOHTPAreHTOB B PaMKax JOrOBOPOB OMJITMHTA,;

- TpueM oOpalleHnH, CBA3aHHBIX C IESTEIbHOCTHIO TAPaHTHPYIOLIETO NOCTABIIMKA WM B CIIyYasXx,
IpEAYCMOTPEHHBIX 3aKOHOIAaTEIbCTBOM Poccuiickoit Denepannn, ceTeBO OpraHu3aliy, a TAKKe HHBIX yCIIyT
KOHTPareHTOB B PaMKax JIOTOBOPOB OMJUIMHTA.

K momernienuro neHTpa obcmyKuBaHHUs KJIMEHTOB AJIS1 OYHOTO OOCITYKUBaHUS 00eCIIeUnBaeTCs
OecTpensITCTBEHHBIN JOCTYI OCETUTENEH, B TOM YHCIIE TPAKJaH C OTPAHWNICHHBIMHI BO3MOXKHOCTSIMH, B PaMKax
TpeOoBaHMit 3aKoHOAaTeNnbCcTBA Poccuiickoit deneparum.
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3.2. TpeGoBaHusl K 31aHMIO, I/le PACNIOJIAraeTcs HEeHTP 00CTy:KMBaHUS
KJINEHTOB

O4HOe 00CITy)KNBaHNE OPTaHU3YETCS:

- B MECTax ¢ pa3BUTOU Topoackoil MHPpacTpyKkTypoil (Henaneko ot TLl, OCHOBHBIX MarasuHoOB U T.1.);

- TI0 BO3MOKHOCTH Ha 1-0¥f TMHUM TOMOB IO OTHOIICHHUIO K JIOPOTE;

- Ha l-M dTake 34aHUS (ONITUMAIBHO);

- OJM3KO K TPaHCIIOPTHBIM MapuipyTam — He aajee 500 MeTpoB OT OCTaHOBKHM OOIIECTBEHHOTO TPAHCIIOPTA

(B ropone);

- He;aJeKo OT IEHTPAIbHBIX yIHUI] HACEICHHOTO IMyHKTAa (B 001acTn).

B 3pganum ngomkeH ObITH MpoBeAEH HEOOXOAWMBIA TEKYIIMH M KANUTAIBHBIA PEMOHT, OHO JOJDKHO
MOJICP’KUBATHCS B XOPOLIEM COCTOSIHUM (3[JaHKe HOBOE WIIM IMOKPALICHO/OTIITYKATYPEHO, Ha CTEHAaX OTCYTCTBYIOT
TPEIIMHBI, Pa3BOMAbl W IISITHA, paMbl M OKOHHBIE CTEKJA IIeNble W YHCTHIe). 3JaHue JOJDKHO COOTBETCTBOBATH
tpedoBanusam CanlluH, CHUII, tpeboBanmsaM mokapHOH O€30MMacHOCTH, a TaKke oOecreunBaTh 0E30IMaCHOCTH
BHYTPH TIOMEILICHHS.

Psinom co 3maHMeM 1O BO3MOKHOCTH JOJDKHO OBITH 00€CIeYeHO Hajduyhe OecIuIaTHOW MapKOBKH JUIS
KIIMEHTOB M3 pacdera 1 MalmmHO-MecTo Ha 1 omepalnoHHOEe MECTO paOOTHUKA B KITMEHTCKOM 3aute (UTsl (PU3UIecKuX
Y IOPUINYECKUX JIMIT), HO He MeHee 3 MalmnuHo-MecT Ha 10 paOOTHHKOB.
Wudopmainmonnsle ykazarenan, O(OpMICHHBIE B €JMHOM KOPIOPATUBHOM CTWJIE, B COOTBETCTBHUU C
OTpacieBbIM pYKOBOJICTBOM TI0 HCIIONB30BaHMIO (hrupMeHHOTO CTHII [ 'ockopriopaiinu «PocaTom» 1 ee opraHuzanuit
(manee - bpeHnOyK) pa3MeniaroTcs y MEHTPATBLHOTO BX0O/a B 3/1aHUE!
- BBIBECKA C Ha3BaHHEM KOMIIaHUH;
- TabnMdYKa ¢ HANMEHOBaHMEM KOMIAHUH U MHPOpMaIHel 0 pekumMe paboThI.
[lo manpaBnenmro k [IOK (mpm HE0OXOOUMOCTH) pa3MEMIAIOTCS yIUYHBIE yKa3aTelld, MOKa3bIBAIOIINE
HaTpaBlIeHUE ABIKEHHS K 0(UCY, 0DOPMIICHHBIE B KOPIIOPATHBHOM CTHJIE KOMIIAHUH.
[puneraromas K 31aHUIO TEPPUTOPHSI U BXOIHAS TPYIIIA MOAAEP)KUBAIOTCS B HAJUIEKAIIEM COCTOSTHUH
- OTCYTCTBYET MYCOp, JIE€TOM Ha KITyM0OaX HET COPHSKOB, 3UMOI OYHIIICHA OT CHETa 1 HaJIeAW, OTCYTCTBYIOT
COCYJIbKH Ha KpBIIIE;

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

- Ha CTYNEHSX IMPH BXOJIe B 3/IaHUE NMPH HEOOXOAMMOCTH Pa3MEIIAIOTCS aHTHUCKOJB3SIINE KOBPUKH, Y
Bxoja B [IOK o1HOTOHHBIN TEMHBIN BIarOBIUTHIBAIOIINMA KOBPUK.

K 3manuio neHTpa OOCHyXHMBaHUS KIMEHTOB JUIS OYHOTO  OOCHYXHBaHUS — oOecriedrBaeTcCs
OeCTIPENSATCTBEHHBIN JOCTYI MTOCETUTENCH, B TOM YHCIIE TPaXJIaH C OrPaHUYCHHBIMH BO3MOXKHOCTSIMH, B PaMKax
TpeOoBaHMid 3akoHONATeNbCTBAa Poccuiickoit denepanuu. Ha BXODHBIX CTEKISHHBIX ABEPAX pa3MEIIalOTCS
AIIEMEHTHI JJ1s1 CIA00BHISIIUX JIFOJICH.

Ecnu BXxox B meHTp 00CTy)KMBaHWS KIMEHTOB MMEET JIECCTHUYHBIN TpoJieT Ooiiee 3 CTyMeHeK, TO JIECTHUIA
BXOJIHOW TPYMIBI JIOJDKHA OBITH OOOPYIOBaHA TOPYYHSMH W CIIEIUATBHBIMH YCTPOWCTBAMH, IS JIIOJEH C
OTpaHUYEHHBIMH BO3MOXKHOCTSIMH (TIaHJyCaMH, PpaCIIUPEHHBIMH MPOXOJaMH, TO3BOJSIOMNUME 00ECTIeYHTh
OeCIpensITCTBEHHOE TepEABIKEHUE), JTMOO KHOIMKAaMHU BbI30Ba mepcoHasia. KHomka 0003Havaercss TaOJIU4KOou
«BBI30B IepcoHanay, a Takyke 0JHOMMEHHOW TaOJIMYKON C MHCTPYKIMEH Ha s3bIKe bpaiins.

IIpn HEeBO3MOXXHOCTH OOOPYIOBATh BXOJ[ B IIEHTP OOCITY)XKHBaHHUS KJIMEHTOB HAJIEXKAIUM 00pazoM
opranusyeTcst 00CTy>)KHBaHHE UHBAJIMJIOB U JIUI] C OTPAHUYEHHBIMH (PU3NYECKUMH BO3MOKHOCTSIMU Ha JOMY W/HITH
HCIIONB3YETCsI IPYTOi crmocob obecreueHus JOCTYITHOCTH 00CTy )KHBaHHSI.

3.3. TpeOoBaHusi K NOMENIEHHMIO, I/e PACHOJIAraeTcsi LEHTP OO0CIYyKUBAHUS
KJIMEHTOB

TTomemenus [IOK m0mKHBI COOTBETCTBOBATh CAHUTAPHO-IIHIEMHOIOTHIECKAM TPEOOBAHUSAM H PETYIISIPHO
TIOAIEPKUBATECA B HajuiexkarieM coctossaun. B momemenusx IL[OK momkeH OBITH MpoBeAEH HEOOXOTUMBIM
TEKYLIUN U KallUTaIbHBIA PEMOHT.

Ha BXOAHBIX CTEKIISTHHBIX ABEPSX PA3MEIIAOTCS MIEMEHTHI IS CIa00BHIIAIINX JIFOJIEH, a TaKKe TaOIMIKH,
YKa3bIBaIOIIME HAIPABJIEHUE OTKPBITHS ABEPEH.

Bxon u BIXO[ (BKJIFOUAsl aBApUHHBIN) U3 MTOMEIIEHUS 000PYIYIOTCS COOTBETCTBYIONIMMH YKA3aTEISIMHU C
ABTOHOMHBIMH UCTOYHHUKAMH OecriepeOoHHOro mutanus (Mo BO3MOXKHOCTH U ITPU HEOOXOMMOCTH).

IIpu paszmelieHn TOMENIEHUS JIJIsi OYHOTO MPUEMA KJIMEHTOB B OJIHOM 3/IaHUU C APYTUMHU OpraHU3aAIUsIMU
JOJDKHA 00ECIIeYMBATHCS UX B3aUMHAS TIAHUPOBOTHAS H3OJISIINS:

- TIOMEIIEHUE HE IOJDKHO OBITh MPOXOTHBIM;
- MPOXOA HE JODKEH OCYIICCTBIATHCA UYEpe3 IMOMEIICHHS APYTHX OpraHu3amuid, (KpoMe MeCT O0OIIero
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TIOJTH30BAHNA);
- TIOMEIIEHHE JIOJDKHO MPEyCMaTPUBATh HE3aBHCUMBIIN PEKUM PaOOTHI
Bxon B momemieHue meHTpa OOCTY)KMBaHUS KIMEHTOB OCHAIIAETCS JOTOJHUTENBHOW TaOIM4YKOW C
HaMEHOBaHHUEM KOMIIAHWHU U HH(OopManuel 0 peskuMe padoThl, €CITU B 3JaHUU Pa3MEICHO HECKOJIBKO OpraHn3alii
W/ BXOJ| B 3/1aHUe He coBmamaer co BxojoMm B momemienne [[OK. Taxke B 37aHMU TpU HEOOXOIUMOCTH
pasMeraTcs AONOJIHUTENbHBIE YKazaTelld, IOKa3blBalolIMe HampaBieHue ABmwkeHust Kk nomemeHuto L[OK,
oopMiIeHHBIE B KOPIIOPATUBHOM CTHJIE KOMITAHHH.

ITomemenus 1{OK, snemMeHTHI MHTEphepa W dKCTEphepa OGOPMIIOTCS B €IMHOM (DHPMEHHOM CTHIIE,
npoBoauTcs opranuzanus npoctpanctBa [JOK (3oHHpoBaHHE) B COOTBETCTBUH C PYKOBOJICTBOM apXHTEKTYPHO-
IUTAaHUPOBOYHBIX pemieHnid u bpenaOyka. B LIOK nmomkna ObITh OpraHu3oBaHa MOTOJIOYHAS WM HACTCHHAsS
HaBuranug (yka3aTely, HaWMEHOBaHWE, HyMepalus KaOWMHETOB/OKOH), y BXOJa B KaXAbli H3 KaOWHETOB
pasMemaercsl TabJIM4Ka ¢ HAMMEHOBAHHUEM TTOMEIICHNUS. 30HA OXKHJIAHHS KIIMEHTOB JIOJIKHA TTO3BOJIATH PA3MECTUTh
BCEX KJIIMEHTOB B NMMKOBBIE AHU (Yachl) mpuéma (ontuMaibHo). [Inomanp 30Hp He MeHee 4 KB. M Ha | paOoTHHKa,
00CITy>KUBAOIIET0 KIUEeHTOB (1 MecTo At 0OcmyKuBaHusA).

B nmomeniennsix [IOK nomkHBI OTCYTCTBOBATH IEPETOPEBILIUE JIAMITBI, IOTDKHO OBITH CBETIIO, IOICPIKHUBATHCS
KOM(bOpTHaSI TEMIICpaTypa. CTCHI)I, I10J1, ITOTOJIOK, OKHA, BUTPUHBI U 3JICMCHTBI OTACJIKH AOJI’KHBL 6I)ITI) YUCTBIMHU U
0€3 MOBPEIKICHHIA.

Iomemenus IIOK obopyayercs cucreMoil KOHAWIMOHHPOBAHHA, KYyJIEPOM C TIHUTHEBOH BOMOW U
OAHOPA30BbIMU CTaKaHYHMKaMH, a TAKXKC ypHOfI JJId UCIIOJIb30BAHHBIX CTaKaHOB, KOPIIOPATHBHBIMHU HACTCHHBLIMUA
yacamu © KaneHmapém. JlomkHa OBITh oOecriedeHa BO3MOXKHOCTH JIOCTYINA KIMEHTa B TyalleT (1Mo TpeOOBaHUIO
KJINCHTA).

B cnyuae, ecin B [IOK Benércst Bujeo w/win ayauo3anuch J0DKHBI ObITH Pa3MeIleHbl COOTBETCTBYIOIIUE
nH(OPMaITMOHHBIE HAKIICHKH.

[Ipu obcimyxMBaHUM 3a CTOJAMH CO CTOPOHBI KJIIMEHTOB JOJKEH CTOATH CTYN. CTOJ CO CTOPOHBI KIIMEHTa
JOJDKEH OBITh OCBOOOXKIEH OT BCEX MPEAMETOB, YTOOBI KIMEHT UMENl BO3MOXKHOCTH PadOTaTh C JOKYMEHTaMH,
JOJDKHBI OBITh MUCHMEHHBIE TPHHAMISKHOCTH (Oymara mms 3amwced, pydkd ¢ ¢ukcanueit). llucpmeHHBIE
MNPpUHAAJIC)KHOCTHU JOJDKHBI TAKKE pasMEIIaThCA Ha CTOMKE AJ14 3al10JIHCHUA JOKYMCHTOB.

Paboune Mecta paOOTHUKOB B 30HE KIIMEHTCKOTO 00CITY>KUBAHUS  HHBIX TIOMEIIECHHSX TOJDKHBI COAEPKATHCS
B YKHCTOTE, HA HHUX JOJDKHBI OTCYTCTBOBAaTh HEO(HCHbIC/IUUHBIC MpeaAMeThl. KOMIBIOTEpHBIE M DICKTPUYCCKUE
MPOBOJIA IOJDKHBI OBITh CIIPSTAHbI WM aKKypPaTHO YJIOKEHBI B ro)pe (OTCYTCTBYIOT BHCSIIUE IPOBOJIA).

WHpopMamoHHBIN CTEH]I pacnoiaraeTcsi Ha BUIHOM MECTe, MMEIOTCS. HAaCTOJIbHbIE/HAMOIbHbBIE TTOICTABKH
JUIsL pa3MelieHus] HHPOPMAIMOHHBIX MaTepraioB (P HEOOXOAUMOCTH), TIACTUKOBBIE MOJICTABKH/KapMaHbI JIs
pasMeneHnst THPOPMAITMOHHBIX OYKIIETOB JOJIXKHBI ObITh 3aITOJTHEHBI aKTyaJIbHBIMU [[BETHBIMHA HH(POPMAITUOHHBIMH
MaTepHaIaMH.

Kaxp1ii ieHTp 00CITy>)KUBaHUSI KIIMEHTOB HMEET KHUTY OT3BIBOB U TPE/TIOKECHUH, perucTpanus 1 00padoTKa
OT3bIBOB M OOpAIICHUI KIMEHTOB BEAETCSl B COOTBETCTBUH C YTBEPKIECHHBIMH JIOKAILHO-HOPMATHUBHBIMH aKTaMu
KOMITaHUH.

st obecrnieueHus 6€30MacHOCTH PAOOTHUKOB M KIIMCHTOB MIOMEIICHUE 000PYyeTCs:

- NPOTHUBOIOXKAPHOU CHCTEMOM U CPEeICTBAMU MOXKaPOTYIICHUS;

- CHUCTEMOIl ONOBEIIEHUs O BO3HUKHOBEHMHM YPE3BBIYAHHON CHUTyallMH, TPEBOKHON KHOIIKOH, a MIpHu

HEO0OXOJUMOCTH H TT0 BO3MOKHOCTH (PU3NYECKON OXPAHOM.

KimoueBbiMu mapamerpamu, ompenenstommMu  popmar [[OK, sBustorcs pasmep TOMEINEHHH, €ro
apXHUTEKTYypa, KOJMYECTBO IITATHBIX PAOOTHHUKOB, OOCITYKHBAIOIIUX KINEHTOB, HATMUNE (DYHKIMOHAJIBHBIX 30H U
[epeyeHb NPOTYKTOB U YCIIYT, aApECOBAHHBIN ONPEACIEHHBIM CETMEHTAM KINEHTOB.

Brigenstores cieayrone Gopmarter [JOK:

- Tonosnoit LIOK - ronoBHo# ouc B 0071aCTHBIX HEHTPAX.

- Cpeanuii LIOK - ¢ xonruecTBOM paOOTHUKOB HAa OYHOM OOCITYXKHBaHUH 5 UelloBeK U Ooiee.

- Maggrii LHOK - ¢ konmdecTBoM pabOTHHKOB Ha OYHOM OOCITY>KHBAaHUU MEHEE 5 UEIOBEK.

- Moobunbneii [IOK — mnepensmxHoit [JOK mnst ounoro oGcmyxuBanusi (aBroOyc). I'paduk paboThl

mobmisHOTO LIOK pasmemniaercst Ha opunmansHoM caiite OIL

3.4. llpumMeHeHUEe MPUHIMIIA 30HUPOBAHMS B LIEHTPAX 00CIYKUBAHUS KIHEHTOB

[ToBwimenne 3¢p¢heKTUBHOCTH OOCITY>)KUBAaHUS KIIMEHTOB JOCTUTACTCS 32 CYET WHTYUTHBHO TOHSATHOTO U
KOM(OPTHOTO PACTIONOKEHHSI CIEYIONIHX 30H 00CTY)KUBaHHUS.
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30Ha BCTpe4yd KJIMEHTOB/BXOJAHAS Tpylna IMpeaHa3HAa4yeHa JUIs OpraHu3alii BCTPEYHM KIIFEHTA,
OTpEeIeTICHUsT ero TOTPEeOHOCTEeH B IMeNsIX JaJbHEHIIero ero HampaBieHWsT B COOTBETCTBYIONIYIO 30HY
00CITy)KHBaHUSI.

3oHa oxkuaaHUs peaHa3HAueHa Il OpraHU3alui KOM(QOPTHOTO OXKHUIAHHS KIMEHTaMU O0CTYKHBaHUSI.

HndopmanuonHas 30Ha TpelHA3Ha4YeHa Uil  pa3MeieHns HH(GOPMAIMOHHBIX  MaTEepHalIOB
rapaHTUPYIOIIETO MOCTABIINKA, MATEPHAJIOB MO AOTOJIHUTEIBHBIM yCIyraM KOHTPareHTOB B paMKaX JOTOBOPOB.

NudopManmoHHbie MaTepuanbl JODKHBI OBITh aKTyadbHBIMA W TIOHATHBIMH IS KIUCHTOB, U
opopmireHHBIMU B equHOM (upmeHHOM cTmue. PabotHuk L[OK, Ha3Ha4eHHBIH HAYaIbHUKOM y4YacTKa, 00s3aH
CIIETUTH 32 pa3MeIIeHNEM H aKTyallbHOCThIO HH()OPMAITMOHHBIX MaTEPHAIIOB.

Wudopmanus, noaiexaias 00s3aTeIbHOMY pa3MeIeHHIO B MTH(POPMAIIMOHHOH 30HE:

- O TOpsAOKE M CI0co0ax BHECEHHS IUIATEXeW IO JOTOBOPY DJHEPTroCHAOKEHHS (KyIUTHU-TIPOJAKH
(TIoCcTaBKM) IEKTPHICCKOMN SHEPTHH (MOITHOCTH));

- 0 TOCIEACTBUSX TPH OCYIIECTBICHMH HECaHKIMOHHMPOBAHHOTO BMeIIAaTelIbcTBA B PaboTy
WHAWBUAYaIBHOTO, 00IIero (KBapTUPHOTO) Mprbopa yuéra, MOBIEKIINE UCKAKEHNE TIOKa3aHUi Takoro mpudopa
yuéTa, C yKa3aHHEM cIoco0a pacuéra TOHAYMCIICHHUS 3a TaHHOE HapyIIICHHE;

- 0 crmocobax nepeaayn Mmoka3aHuii mpuOOPOB yUeTa;

- 0 MOCJEACTBUSX MPH HAPYIICHHH 0053aTENBCTB MO OILIATE 3JIEKTPUUECKON IHEPTUH, BHIPA3UBIIUECS BO
BBEJICHUHN TIOJHOTO W (WJIM) YaCTUYHOTO OTPAaHWYCHUS PEXHMa MOTPEONEHUS DIEKTPHUECKOW SHEPTrUU U €ro
BO300HOBIICHHUIO, O CITOCO0aX YBEAOMIICHHS 00 OTKITIOUSHHH JOJDKHUKA;

- 0 HaYHCJICHUU TICHH;

- 0 JeicTByrOMUX Tapudax U HOPMATHBAX;

- 0 MOpsIKE TOoJa9y O0paIeHu, IPETEeH3UH 1 xKallo0 Ha IEHCTBUS rapaHTUPYIOIIETO MOCTABIIUKA;

- TepeyYeHb NOKYMEHTOB, HEOOXOAMMBIX ISl 3aKIIOUYCHUS JOrOBOpa SHEProcHad) eHus (KyIIH-IpoIaxKku
(TOCTaBKM) 3JCKTPUYCCKON IHEPTUU (MOIIIHOCTH)).

ToproBass 3ona (mpu Heodxonumoctu) I[IpenHazHavyeHa IS OpraHU3alM TMPONAXK MPOIYKIIUH
(3MeKTPOTOBApHI, CUETYMKH W APYyroe). Mexmay TOpProBod 30HOW W 30HOH OOCITY)KWBAaHUS JOJDKHO OBITh
MPEeayCMOTPEHO CBOOOJIHOE IMPOCTPAHCTBO, obecreunBaroliee KOHPUACHIMATBHOCTE OOCTy)KuBaHus. Topropas
30Ha JIOJDKHA OBITh OCHAIIIEHA CTEHJAMH W/HITH CTEKIITHHBIMUA BUTPUHAMH, O(DOPMIICHHBIMH B €TMHOM (pUPMEHHOM
CTHIIE ¥ KOH(DUTYpAIIHN.

3ona o0cay:KMBaHUSI TIpelHA3HAUEHA IS TPOBEACHUS KOHCYNbTAIMd KIMEHTOB (U3MUECKUX |
IOPUIINYECKUX JIHIL [0 YCIyTe 3JEKTPOCHA0KEHUS U yCIIyraM KOHTPareHTOB B PaMKax JIOTOBOPOB OMJLTHHTA. 30HBI
o0CTyXMBaHHUS IOPUIMYECKHX H (U3MYECKUX IIUI[ PaCIOiararoTcs, MO BO3MOXHOCTH, 00OocobmeHo. Ilpu
HEOOXOJIMMOCTH PacTpe/IeIeHUs] U ONTHMHU3AIMN TIOTOKA KIMEHTOB U MOBBIIeHUS 3¢ dexTrBHOCTH padoTsl, B [IOK
BHEJIpSIETCSl DIIEKTPOHHAS O4Yepe/b CO 3BYKOBBIM OIOBEUICHHEM M 00OpYIyeTcsl CTOWKa aJMHHUCTparopa (TpH
HaJTHYuK 5 (1TH) U 60J1ee OKOH 00CITY)KHBaHHsI KJIMEHTOB).

[IpucyTcTBHE aAMIUHHCTPATOPA B 00S3aTEIEHOM MOPSIKE JODKHO OBITH 00ECTIeUeHO:

- B IIMKOBBIC YacChl;

- HA «IEpPEeXOJHBIM Tepuo» TPU BBEICHWHU HOBBIX TpeOOBaHWK 1O pacuéTy YCIyrH IO
ANEKTPOCHAOKEHUIO, a TAK)KE MHBIX YCIYT KOHTPAreHTOB B paMKaX JOTOBOPOB OMJIIMHTA;

- Ha «IIEePEeXOHbINH MepUO I TPU BBEJICHMH HOBBIX TEXHOJIOTHI 00CTyKUBaHUS (HAPUMED, IIEKTPOHHON
oueper UM HHBIX TEPMUHAJIOB);

- TpU BO3HUKHOBEHHH TEXHHYECKHX COOEB, IMOBJIEKIINX 3a COOOH YyBelIWuYeHHE OYepeld, BPEeMEHU
OXKUJIaHUsI U OOCITYKMBaHUSI WJIH POCT HANPSDKEHHOCTH CPEJI KITHEHTOB.

30Ha 00cIy)KUBaHHS KIHMEHTOB 0QOPMIIIETCS B KOPIIOPATUBHOM CTHIIE M 00ECTIeYMBACTCSI HATUIHEM:

- 1-ro wim 2-x ctynseB Ha 1 OKHO (CTON) MpUEMA KIIMEHTOB,;

- OTZAENBHOTrO CTOJA WM BBIICTIEHHOT'O MECTa Ha CToJie pabOTHHKA U1 0)OPMIIEHHSI JOKYMEHTOB;

- KaHIESIPCKUX TPHHAIICKHOCTEH JUIsl TOJb30BaHHWS KiIMeHTOM (Oymara JJisi 3arucei, pydKH C
¢ukcanueit).

30Ha mpueMa miaTeXKeil/pueM NJaTexell NPHUMBIKAET K 30HE OOCITY)KWBaHUS WM TpeTHA3HAYCHA JIJIs
peanu3almy rnporecca npruemMa raTexei OT KIMEHTOB 32 YCIYTy AJIEKTPOCHAOKEHHSI U UHBIE YCITYTH KOHTPareHTOB
B paMKax JIOTOBOPOB OMJLTHHTA.

JeTrckasi 30Ha IPUMBIKAET K 30HE OKUAAHUS U IPEIHA3HAYACTCS I OPraHU3aluy 10Ccyra JIeTeld KIMEeHTOB,
oxunarImux obciyxuBanus. OcHamaercs NETCKor MeOenbio (CTOon, CTynbs OW3uOOp]) M 3aHUMATEIHLHBIMU
MaTepuanxaMH s neTel (HampuMep, Oymara Juist pUCOBaHMS, KapaHIaIlli, PAaCKPaCKH JUIsI TeTeH, T0CKa C MEJIKaMH,
Y T.IL.), MOJKET OBITh OCHAIllEHA HHTEPAKTHBHBIMH CTOJIAMU WU ITAHEIISIMHU.
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Hudposas 30Ha/30Ha caM000CTy)KHBaHUSI. IpeTHA3HAYCHA JUIS IPEJOCTABICHHUS KIIMEHTAaM HHTEPHET-YCITyT
1 YCIYT YCTPOUCTB CaMOOOCITyKUBaHUS B pexxuMe padboTsl moapasnencHus [{OK. Pacmonaraercs, mo BO3MOKHOCTH,
IIpH BXOJIe B Mojpasenenue 1n6o. OcHareHa nHGOPMAIIMOHHBIMU CTCHIAMU W/WITH MYJIbTUMEANIHBIM ITaHHO.

Hanuuue 30u B [IOK onpenensiercst ero gpopmarom [{OK u PykoBoacTBOM apXUTEKTYPHO-TUIAHUPOBOYHBIX
peleHuit

3.5. Opranuszanus npueMa KJIHeHTOB

OCHOBHBIM MPUHIMUIIOM OYHOTO OOCIY)KMBaHHS KIMEHTa SIBISETCS NPHHLUI «OIHOTO OKHa». Bce
periaMeHThl ¥ MPOLECChl NOJDKHBI ObITh HalpaBlieHbl HA MUHUMH3ALUIO KOJINYECTBA JOIOJIHUTEIbHBIX KOHTAKTOB
knuenTa ¢ OI1.

[Tpuem KIMEHTOB MPOU3BOAMUTCS B eHTpax oocmyxuBanust OIl cornacHo pesxumy padoThI.

B ob6nactapx neHTpax rpaduk padotel 'omororo LIOK (Muaumym omun LIOK B obGmactHOM meHTpe)
JOJDKEH OBITh YAJIMHEH B BEUEPHUE Yachl B OyIHH, B BBIXOMHOW JeHb Takoi LIOK momken paborats He MeHee 5
4acoB.

OuHoe 00CIyXHBAaHUE KIMEHTOB BEIETCS B MOPSAKE KMBOM OYEpenN MIIM C UCIOIb30BAaHHEM CHCTEMBI
3JIEKTPOHHOTO YNpPaBJICHUS OYepeabto (IIPH HAINYMHU TAaKOH CUCTEMBI).

B HOK, rzae konn4ecTBO OKOH 00CTyKMBaHUsI IPEBHIIIACT JBa, EPEPhIB (TEXHMICCKUN MM 00CCHHBIN) HE
MOKET OBITh OTHOBPEMEHHO Y BCEX ONEPAaTOPOB OUHOTO OOCITYKUBAHUSI.

Paboraukn I[IOK momkHBI OBITH OOEcredeHbl HEOOXOMUMBIM OOOpYITOBaHHEM U IMPOTPAMMHBIM
o0ecrieyeHueM:

- KOMITBIOTEPOM C JIOCTYIIOM Ha KopriopatuBHbiid caidT OIl u B akTyanbHyt0 0a3y HaHHBIX, C BO3MOXXHOCTBIO
BHOCUTb U3MEHEHHS (B 3aBUCUMOCTH OT BOIIPOCA KJIMEHTA U MPaB JOCTYIA);

- OPTTEXHHUKOH, BHYTPEHHUM TenedoHoM (a71s cBs3u ¢ nHbIMU padotHukamu Oll ¢ nenbio pemenus Bonpoca
KJIUEHTA), JICKTPOHHON MTOYTOM.

Ileppuunsnii mpuem kmueHntoB B LIOK ocymectenser aamumauctpartop (mpu Hamuumu). Croiika
aJIMUHHCTPATOPa yCTaHABIMBAETCS B JOCTYITHOM JUIS KJIMEHTOB MecTe U 000pyayeTcst OPI TEXHUKOW U Tene(OHHON
CBSI3bI0.

Anmunuctparop LHOK gomkeH 3HaTh:

- THIIOBBIE BOIPOCHI, C KOTOPBIMH OOPAIIAalOTCs KITMEHTHI M OTBETHI HA HUX;

- QITOPUTMBI PETUCTPAIIMU ¥ OCHOBHOH (DYHKIIMOHAT IUPPOBBIX CEPBUCOB KOMIIAHNUY;

- JIOJDKHOCTHBIX JIUII, KOTOPBIM MOKHO IepeaipecoBaTh KIUEHTOB.

Anmunuctparop LHOK:

- obecreunBaeT HaIeXKalui NOpsIoK (Ha HHPOPMALMOHHOM CTEHJIE, B 30HE Pa3fgaTOYHbIX MaTEpHUaIoB U
MpoY.) mpu 00CTY>KUBAHUH KIIMEHTOB U CIIOCOOCTBYET COKPAIIICHUIO OUEPEIH;

- IPOBOJUT IEPBUYHBIA IMPUEM KJIUEHTOB, KOHCYJIbTUPYET, IIOMOracT PELIUTb BONPOC KIHWEHTA B 30HE
caMoO00CITyXKHBaHUS, BBIIBIISIET HEOOXOIUMOCTh OOpAaIIeHUsI K ONEpaTOpy OYHOTO OOCITY)KHBAaHHS, OCYLIECTBIISIET
nepeHanpasieHue. B ciryuae HamM4aus: CUCTEMBI 3JIEKTPOHHON OYepe/Iv BhIJIAeT KIIMEHTY TaJlOH ¢ Ha3BaHUEM yCIYTH
W €ero HOMEPOM B OYepeIy;

- IpeAjiaraeT KJIMEHTYy MH(OpMalMOHHbIE MaTepualbl (10 TeMe OOpalleHHs HJIM PEKJIAMHOTO XapakTepa),
OJIaHKH TOKYMEHTOB, [IEPEYHN HEOOXOIUMOM [T MIPeJOCTaBIeHHUs JOKYMEHTAIUU, TUIIOBbIE (JOPMBI IOKYMEHTOB,
00pa3Iibl 3aMOTHEHUS JOKYMEHTOB U TIp.;

- IpUHUMAET JIOKYMEHTBHI, HE TpeOyIollue AOMOIHUTEIbHON NpOpabOTKM B KIMEHTCKOM 3aje, Ui
JanpHeWIIeld mepenayd B COOTBETCTBYIOIIME CTPYKTypHble noapasaeneHus OIl (6sk-oduc), B KOMIETESHIHIO
KOTOPBIX BXOJIUT PACCMOTPEHHUE JJAHHBIX BOIPOCOB (Kaji00bl, 00paIeHus, 3asBIeHHUs 110 TUIIOBOH (hopme U TIp.);

- IPUHMMAET 3KCTPEHHBIE MEPHI MPH BOZHUKHOBEHUH SKCTPEMAJBHBIX CHUTYalluil (BBI30B MOJIHIIMU, CKOPOM
TTOMOIIIY U TIp.).

Amvuauctpatop LIOK momken 001a1aTh 10CTaTOYHON KOMITETEHITUEH IS

- IPEABAPUTEIILHBIX KOHCYJIBTAUN KIIMEHTA;

- IPEAOCTaBJICHUIO KIIMEHTY HHTEpeCYyIolel ero nHhopManuu;

- UCTIOJIb30BAHMUS IPOTPAaMMHOTr0 00ecTiedeHus 1 HUPPOBBIX CEPBUCOB.

CTaHIapTHBIA AITOPUTM 0YHOT0 00CIYKMBAHHUS KJIHEHTA aIMUHHCTPATOPOM B KJIHEHTCKOM 3aJIe.

Knuent oOpamnaercss K agMUHUCTPATOPy KJIMEHTCKOTO 3ajla, KOTOPBIH OCYIIECTBISIET MPEIBAPUTEIBHYIO
KOHCYJIBTAllMI0 KJIMEHTa W OKAa3bIBa€T YCIYTH, HE TpeOyIoIue 00s3aTeNbHOro OOIIEHHsSI C ONepaTOpOM OYHOIO
00CITy)KMBaHUS.

Knuent 3nakoMuTcs ¢ HHPOPMAIMOHHBIM CTEHIOM U OOBSBICHHAMH, PA3bCHIIOINMU HOPAIOK IpHEMAa,
JAOMMMH OTBETHl Ha THIIOBBIE BOIIPOCHI, COJCPXKAIIMMH CHPAaBOYHYIO WHPOpPMAILUIO, OOpa3lbl 3aroJHEHUS
JNOKYMEHTOB U T.II.
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IIpu HeoOXOAMMOCTH NOJIy4eHHs] KOHCYJIbTALlMU OT OIEepaTopa OYHOIO OOCIYXKHMBAaHUS, aJIMUHHCTPATOD
KOOPAUHHUPYET KJIMEHTA B BEIOOpE TeMBbl OOpallleHHs P [TOJIyYCHUH TaJOHa B JIEKTPOHHOM OuepeaH.

CTraHaapTHBIN aJITOPUTM OYHOT0 00CTYKMBAHMSA KIHEHTa 0e3 aAMMHUCTPATOPa B KIIMEHTCKOM 3aJ1e:

KnmneHT caMmocTosITeNbHO MONydaeT TajJoH B AIIEKTPOHHOHM odepeny, BbIOMpash TeMy oOpaileHHs, KIHEeHT
opuentupyercs B [IOK ¢ moMomsio HaBUTaliMOHHbBIX TaOJIHUYEK, OOBSIBICHUN, Pa3MELICHHBIX B KIMEHTCKOM 3aJle.
Knmnent oOpamjaercss ¢ BOmpocoM K TMEPBOMY OCBOOOAMBIIEMYCS OINEpaTOpPy OYHOrO OOCIY>KMBaHHA HIU K
OIIepaTopy, KOTOPHIN BBI3BIBAET COOTBETCTBYIOIIUH TaJIOH (IIPH HATMYWH DIIEKTPOHHOU ouepen). OnepaTrop 04HOTO
00CITy>KUBaHUS IPOBOAUT UACHTU(DHUKALNIO KIMEHTA U IPEJOCTaBIIET KOHCYJIBTALHIO 110 BOIIPOCAM KIMEHTA.

J1st OTAETBHBIX KaTErOPUH KIMEHTOB (OAMHOKHE JIFOIU C OTPAHNYEHHBIMHI BO3MOXXHOCTSIMU IIE€pEIBIKEHUS,
Betepansl BOB, onuHokne Hespsiume WM ClabOBUISIIME JIIOAM) OCYIIECTBISICTCS WHAWBUAYalbHBIN (opmaT
00CITy)KHBaHHUS.

B OOmectBe ycTaHaBIMBAIOTCA CIEAYIOIIME THIIOBBIE IapaMeTphl CpeOHEH MPOAOJLKUTEIBHOCTH
B3aMMOJEHCTBUA C KIMEHTaMU:

Dopma B3aUMOJACHCTBHUSA Kpurepuii ITapamerp

ILeHTpBbI 00CAYKUBAHUS KIUEHTOB

OxunaHue B 04epen 8 MuHyT
OO6ciyXrBaHHE CHELUATNCTOM — R

[Tpuém 8 MuHyT
KOHCYJIbTaIHs

[Ipusneuyenne k LIC 4 MUHYTBI
O0cayXuBaHNE CHEIUATNCTOM — Onnatue B ouepean 4 MuHyTHI
KaccoBasl olepanus Tpuém 4 MEHYTEI
OO6cmyxnBanue crienuanuctoM — | OXumaHue B 04epen 12 munryT
KOHCYJIbTallNA + KaccoBas
oneparus [Ipuém + npusneuenue k LIC 16 munryT

OO0u1ee BpeMs 00CAy:KUBAHUS KJIMEHTA ¢ YUYETOM KACCOBOM

He 0oJjiee 28 MUHYT
onepauuu

Oo6u1ee Bpems o0cay:xuBanusa kjanenta (B LHHOK 0e3 kaccnl) He 0oJjiee 20 MUHYT

3.6. OcobeHHOCTH 00IIEHMSI C JIIOJAbMH C OTPAHMYEHHBIMH BO3MOKHOCTSIMH

OO6miecTBO ynenser ocoboe BHUMaHNE 00CTYKMBaHHUIO KIIMEHTA C OTPAHNUEHHBIMI BO3MOXKHOCTSIMH
3JI0POBBS M IIPEIOCTABIISIET BO3MOKHOCTD TIOTyUEHHS KOHCYJIbTAMU B yI0OHOU 71t HeTo (opme.

PaboTHHKH, OCYyHIECTBISIIONINE OYHOE OOCITY)KMBAaHWE KIUCHTOB, MPU B3aWMOJCHCTBUH C KIMEHTAMH C
OrpaHUYEHHBIMU BO3MO)KHOCTSMH PYKOBOJICTBYIOTCS HIKE NEPEUUCICHHBIMU TPABUIIAMH.

3.6.1. Ilpu obmennn HEOOXOAUMO:

- pasroBapuBas ¢ KIIMCHTOM C OTPAaHUYCHHBIMH BO3MOXKHOCTSIMH, 00paIaThCsi HEMOCPEJACTBEHHO K HEMY, a
HE K CONPOBOXKAAIONIEMY HIIH CYPIONEPEBOAYHKY (€CIIM OHU MPHUCYTCTBYIOT B Pa3roBOpe);

- Tpeasiarasi IoMoILlb, AaTh OKa €€ MPUMYT, a 3aTeM YTOUHSTh MOPSAAO0K ACHCTBUH;

- pasroBapHBasi C KJIHEHTOM, WCIBITHIBAIOIINM TPYIHOCTH B OOIEHHH, CIYIIATh €r0 BHUMATEIBHO, OBITh
TEPIIEUBBIM, XJIaTh, KOTJIa KJIMEHT caM 3aKOoHYHUT (pasy. He monparisth ero u He ToroBapuBath 3a Hero. He nenatsb
BUJ, YTO AOCTHIHYTO NIOHMMAaHHUE, €CJIM Ha CaMOM Jejie 3TO He Tak. [l[oBTOpHUTB, YTO BBl HOHSUIM, 3TO TIOMOXKET
KIIMEHTY TPOIOJDKUTH Oecery.

3.6.2. Ipu oOmeHHHN ¢ KITMEHTaMH, UCIIBITHIBAIONIMMHI TPYAHOCTH TIPH MEPEBIKEHUN HEOOX0IUMO:

- MOMHUTb, YTO HWHBAJHMIHAs KOJSICKA — HENPHKOCHOBEHHOE IPOCTPAHCTBO uesioBeka. Hemomyctumo
00JIOKaunBaThCS Ha Hee, TOJNKATh, KATUTH KOJISICKY 0€3 ero COrJIacHs.

- BO BCEX CIy4asx, HalpuMep, eCiH HEOOXOAUMO OTKPBITh TSDKENYIO JIBEPh WM MPOJBUHYTHCS 110 KOBPY C
JUIMHHBIM BOPCOM, IpPEeXIe 4YeM OKa3aThb MOMOIIb, HEOOXOAMMO YOEIUThCS B €€ HeOOXOJUMOCTH, CHPOCUB Y
KITICHTA,

- €CII BaM Pa3peIlIv TIepeIBUTaTh KOJISICKY, KaTUTh ee MeuteHHO. Komsicka ObIcTpo HabupaeT CKOpoCTh, U
HEO)KUIAaHHBIA TOTYOK MOXET IPHUBECTHU K ITOTEpEe PAaBHOBECHS;
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- mpu Oecenie, Mo BO3MOKHOCTH, PacIioiaraThcs Ha OTHOM YPOBHE C KiIHeHTOM. ClieyeT n30erath IoJI0KEeHUs,
IPU KOTOPOM BalleMy COOECEHUKY MPHUICTCS 3alIPOKHIBIBATE TOJIOBY;
- IOMHUTD, YTO, KaK MPaBWIO, ¥ KIMUEHTOB, UMECIOMIMUX TPYIHOCTH MpPHU MEPEIBHKEHUH, HET MPOOIeM Cco
3pEHHEM, CIIyXOM U IIOHUMaHHEM, U O0IIATHCS C HUMH COOTBETCTBEHHO.
3.6.3. IIpu obuieHny ¢ KIMEHTaMH C IUIOXUM 3PEHHEM U He3pSTIUMH HE0OXO0ANMO TOMHHTH!
- 00s13aTeNFHO TPEACTAaBUTHCS;
- IpeJIarast CBOIO MOMOIIIb, HAMIPABIATh KIMEHTa, HE CTUCKHUBAsS €r0 PyKY, HITH PSIOM, HE TAlllUTh KIMEHTa
3a co0Ool;
- IPeYTNIPEXKaaTh O MPEMSATCTBUAX: CTYNEHSIX, HU3KUX MPUTOJIOKAX U T.IL.;
- B CJTydae COMPOBOKACHUS HE3PAUYETO KIMEHTa COOaKOM-TIOBOIBIPEM HE 1aBaTh € KOMaH/Ibl M HE TPOTaTh €¢;
- TIpu HEOOXOJMMOCTH YHUTaTh HE3pSYeMy KIMEHTY, CHadaja IMpeaylnpeauTs ero o0 3TtoM. ['oBopHTh
HOPMAJIBHBIM T'0JIOCOM, HE IPOITyCKaTh HH(POPMAIINIO, €CIIH Bac 00 3TOM He monpocsAT. Eciu 3To BaXXHBIH JOKYMEHT,
HE 3aMCHATh UYTCHHME NepeckazoM. Ecim He3pauuii KIWEHT AOJDKeH MOJANMUCaTh TOKYMEHT, HPOYUTaTh €ro
o0s3aTenbHO. IHBAIMAHOCTE HE 0CBOOOKAAET KIIMEHTa OT OTBETCTBEHHOCTH, 00YCIOBICHHON TOKYMEHTOM;
- mpezyiarasi He3psdeMy KIHEHTY CeCTh, He YCaXMBaTh €r0, a HAlpPaBUTh €r0 PYKy Ha CIIUHKY CTyJa HIIH
MOJIOKOTHUK. He BOAMTH 10 MOBEPXHOCTH €T0 PYKY, a AaTh €My BO3MOKHOCTH CBOOOJHO MIOTPOTaTh MpPE/IMET;
- HE 3aCTaBJIATH BAIlleTo cOOECEHNKA BEIIATh B MYCTOTY, €CJIM BBl IIepeMelaeTech, IPeayNpeIuTe ero;
- 3aMETHB, YTO HE3pSYMi KIMEHT COWICS ¢ MapIIpyTa, HE YHPaBIATh €rO JBIDKCHHEM Ha PACCTOSHUH, a
MOZOMTH U TIPEUIOKHUTH TOMOIIIb.
3.6.4. IIpu oOieHn ¢ KITMEHTaMH C HapyIIeHHeM cllyXa HE0OX0UMO TIOMHHTH:
- JUIA TIPUBJICYCHUS] BHUMAHUS KIIMEHTA, KOTOPBIN IUIOXO CIBIIIMT, MOJKHO CIETaTh 3HAK €My PYKOW Win
MPUKOCHYTHCS K Iutedy. Ilpu Oecene cMOTpeTh MpsIMO Ha HETo;
- He0OXOJIMO UMETH B BUJIY, YTO HE BCE KIIMEHTBI, KOTOPBIE TIOXO CIBIMIAT, MOTYT YHTATh IO Iy0aM;
- TOBOPHTB SICHO U POBHO. He HY>KHO M3JIHIIIHE TOAYEPKUBATH YTO-TO U KPUUATh, OCOOCHHO B YXO;
- €CJIM TIPOCAT MOBTOPUTH YTO-TO, TMOMPOOOBaTh HepedpasupoBaTh MpPEIOKEHHE, MOKHO HCIIOIb30BaTh
KECTBHI,
- yOemuThCs, YTO KIMEHT MOHSUT YCIBIIIaHHOE;
- ecim cooOmmaere WHGOpPMALUIO, KOTOpasi BKIIOYAaeT B ceOs HOMEp, TEXHUYECKHH WIIM JPYTOH CIOKHBIN
TEPMHH, a/IpeC, HAIUIIUTE €€, HO TaK, YTOObI OHAa ObLIA TOYHO MOHSTA;
- TIpH 3aTPYAHEHHOM YCTHOM OOIIEHUH MOYHO TIPEIJIOKUTH OOIIICHHE MTEPETUCKOH.
3.6.5. Ilpu oO1ieHNM ¢ KJIMEHTAMH C 3aJICPKKON B Pa3BUTHUU U 3aTPYJHEHUSIMHU B OOIICHUU HEOOXOJUMO
TIOMHHTb:
- YCTIONIb30BATh JIOCTYITHBIN S3BIK, BEIPAKATHCS TOUHO U 110 JIEITY;
- u30erarp CIIOBECHBIX IITAMIIOB ¥ 00Pa3HBIX BBIPAKCHUI,
- IPEOCTABIATH MH)OPMAIHIO IIO IIaramy», 1aBas BalleMy coOOeCeHUKY BO3MOKHOCTb OCMBICIIUTD Kay IbIi
IIar.
3.6.6. [Ipu oOmeHNN C KITMEHTaMH, UCIIBITHIBAIOIIMMH 3aTPYAHECHUS B P4l HEOOXOIUMO TIOMHHTH!
- He TIepeOHuBaTh M HE MOMPABIISATH KIMEHTa, KOTOPBII UCIIBITHIBAECT TPYAHOCTH B PEUH;
- HaYWHATh TOBOPHTH TOJBKO TOT/IA, KOT/Ia YOCAUTECH, YTO OH Y)K€ 3aKOHUYMII CBOIO MBICITb;
- 33/1aBaTh BONPOCKI, KOTOpPbIE TPEOYIOT KOPOTKUX OTBETOB WJIM KUBKA;
- HE CTECHATHCS MEPECHpPOCUTh MPH 3aTPyIHEHHH B OOIEHHM CIPOCUTH, HE XO4deT JIn Bam cobecemHuk
UCIIONb30BATh JAPYToil CII0co0 — HANKCATh, HAIleYaTaTh.

3.7. TpeboBaHUA K ONI€PATOPAM OYHOI0 0OCTY:KUBAHUS

Oneparop OYHOrO OOCIY)KHUBAHHUS JOJDKEH 00JIafaTh [OCTATOYHOW KOMIICTCHIIMEH | BBIMOJHATH

CleyroIue QyHKINU:

- IIPUEM U KOHCYJIbTUPOBAHUE KIIMCHTOB,

- [IpUEM OT KIIMEHTOB JOKYMCHTOB JId 3aKJIFOUCHHA JOTOBOpa 3HepFOCHa6)I(eHI/I$[, BHECEHMS M3MEHECHHH B
JIUTIEBOM CYET/JIOTOBOP, IPOU3BEACHHS MTepepacuéra HHBIX YCIYT KOHTPAreHTOB B paMKax JOTOBOPOB OMJIIMHTA;

- perucTpaIys MUCHMEHHBIX 3asBJICHUH, TPEOYIOIINX BPEeMEHU JIJIs MPOPaOOTKHU U IMOATOTOBKY OTBETA.

- pa3bsICHEHUE, CBEPKAa U KOPPEKTUPOBKA PAcUETOB 3a JJIEKTPOIHEPTHI0 M HHBIX YCIyI KOHTPArcHTOB B
pamKax JJoTOBOPOB OWJIIHMHTA,;

- BbIJladya KJIMEHTY KOMWUH JOKYMEHTOB, YHCTHIX OJIAHKOB W3BEIICHHN, CHPaBOK 00 OTCYTCTBHH
3aJ0JDKCHHOCTH, IMOANTMCAHHBIX JOTOBOPOB, INIATEXXHBIX TOKYMCHTOB, JOIIOJIHUTCIIbHBIX corJlallieHud 1 Ip.;

- TIpUEeM 3asBOK ¥ MEPBUYHAS CTaIUsI 0HOPMIICHUS TUTATHBIX YCIIYT;

- IpHeM MOKa3aHui nMpubopa ydera u OTpaKEeHUE UX B 0a3e JaHHBIX;

- IPOJIBMYKEHUE ITUPPOBBIX CEPBUCOB KOMITAHHU;
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- IIOJTy4eHHe 0OpaTHOM CBSI3U OT KJIMEHTOB 110 KaueCTBY 00CITyKMBaHUS,;

- Iepeaaya JOKYMEHTOB OT KJIMEHTAa CIenuaiucTaM O03K-oduca Mo MPHHALICKHOCTH IS PACCMOTPEHHS,
oopmieHus yciayrd, mepefayd MCIOMHUTENIO YCIYyTH, TpOBepsisi MX Ha COOTBETCTBUE NPEABSIBISIEMBIM
TpeOOBaHUAM O KOMIIEKTHOCTH M JOCTATOYHOCTH.

IIpu ouHOM OOpalieHnn KIMEHTa ONepaTop NPUIEPKHUBACTCS aJrOpUTMa NEHCTBUM, OIMCAaHHOTO B 6a30BOM
CKPHIITE OYHOTO OOCIYKHUBaHHS KIMEHTOB U MHpOpManuu, pazMeméHHon B baze 3Hanuii. OTBETCTBEHHBIMH 32
CBOEBPEMEHHYIO aKTyalIM3allMI0 CKPHUITOB SBISAETCS MOJpPa3/eleHHe, OTBEYarollee 3a KadecTBO KIMEHTCKOIO
obcyxuBanus B Oll/¢punmare.

[Ipu ounoM oOpalneHHWH KIMEHTY MOXKET OBITh IpeocTaBieHa 0o oOIenocTynHas WHGOPMAIUS II0
BOIPOCAaM KOMMYHAIIBHBIX YCIIYT, TH00 nH(pOpMaNys, Kacaromascs ero B3auMooTHolIeHui ¢ O0mecTBoM.

[Ipn B3aMMOAEHCTBHU C KJIMEHTOM OIEPAaTOP OYHOIO OOCIY)KMBAaHHMsS 4E€TKO M JOXOAYMBO OTBEYaeT Ha
BOIIPOCHI, IPU HEOOXOAUMOCTH 3aaéT AOIOIHUTEIbHbBIE BOIPOCHI KPATKO M3JIaraeT CyTh B IMCbMEHHOM BUJE WIN
JIaeT BO3MOXKHOCTh KJIMEHTY CAaMOMY 3aIlMCaTh OCHOBHBIE OTBETHI.

[Ipu oOcykIeHNr NPUHIKWINAILHO Ba)KHBIX WM CIIOPHBIX MOMEHTOB OINEPaTOpy OYHOTO OOCTYKMBaHHS
HE00X0AUMO:

- TIOJIY4UTh MMOJTBEPKICHHE, TIOHSI JIU ero KiIMeHT. [[oBTOpss KiroueBbie Qpa3bl Oecebl, HY)KHO yOeaUThCs,
YTO CTOPOHBI PUIIN K COTJIACHUIO OTHOCUTEIBHO NAJIbHENIINX ACUCTBUI KIUEHTA;

- IOJIY4UTh HOATBEP)KICHHE, NPABWJIBHO 1M OH IOHI KIWMeHTa. B cioywyae comHeHus, nepedpasupys
KITt0YeBBIe (hpa3bl Oecebl, YTOUHUTH TIOHNMaHHE.

Omneparop 04HOTO OOCTYKMBaHUS JOJDKEH PELIMTh BOMPOC KIMEHTA, MPEAI0KUTh ONTUMAbHBIN BapuaHT
pelIeHs ero BOIpoca, YTOObI MCKIIIOYHMTH MOBTOpHOE oOpameHue. MHpopManmio BakHYIO Ul KIMEHTA WIIH
CIIOKHYIO Ul 3allOMHHAHMS MPENOCTaBIsCT B MHCBMEHHOM BHJE (JMCTOBKH C NEpPEYHEM IOKYMEHTOB, AAaTOH
crenymoiero noceienus, reinegonom EKI).

B 3aBepiuieHMM KOHCYJNBTAllMM OIEPAaTOpP OYHOTO OOCIHYXHBAHWIO YTOYHACT Y KIMEHTa O HaJUYUH
JOTIOJTHUTENIBHBIX ~ HEpeIIE€HHBIX  BOMPOCOB, HHGpopMHupyeT kimeHTa o 1udpoBeix cepucax  Oll,
IpeJiaraeT/oKa3pIBaeT MOMOILb B YCTAHOBKE CEPBHCA, IPEIJIaraeT OLEHUTh KA4eCTBO OOCTyKUBAHUS.

Omneparop 0YHOTO 00CTYKUBaHUsI HE JIOJKCH OKa3bIBaTh JaBlICHHE, CIIOPUTH, YTPOKATh KIIMEHTY, CO3/IaBaTh
KOH(JINKTHBIE CUTYaLUH.

Bce ounble obpamenus, nocrynarouiue B agpec OIl u OIl/dunuanos, peructpupyrorcs 1 00padaThIBatOTCs B
EOO B cooTBeTCTBUU € yTBEPkKACHHBIMI BHYTPEHHUMH JIOKIbHO-HOpMaTHBHBIME akTamu OIT u OIl/¢unmanos.
Ecnu obparenne kiMeHTa MpelycMaTpUBAaeT HalpaBlIeHHWE NMHChMEHHOTO OTBETa, MCHOJIB3yeTCs KaHall CBSI3H,
yKa3aHHBI KJIHEHTOM (eC/T HHOE 3aKOHOATEIbCTBOM HE MPEIYyCMOTPEHO).

[Ipu HeogHOKpaTHOM HapylieHHHn Hactosdmero CraHgapta paOOTHUK MOXET ObITh NPUBIEUEH K
JTUCIUTUTMHAPHON OTBETCTBEHHOCTH MO MHUIIMATUBE HETMIOCPEACTBEHHOTO PYKOBOAUTENS W/WiH JlemapraMenTa mo
Pa3BUTHIO, MAPKETHHTY U KIIMEHTCKOH IOJIUTHKE.

3.8. BHemnuii Buj paG0THUKA IPU OYHOM 00C/TY:KUBAHNHU KJIHEHTOB (Jipecc-Ko)

B nensx noanep:kaHusi KoprnopatuBHOro uMumka u pupmentoro ctuisi OIl paOoTHUKH, HETTOCPEICTBEHHO
o0maromuecs: ¢ KIMEHTaMu W/win 4bé padouee mecto, Haxoaurcs B LIOK, JOMKHBI BHIOMHATH PEKOMEHIALMH
KOPIIOPaTHBHOTO Jipecc-Koa. Jlpecc-Ko sBIsieTcsS MPOoI0JDKEHHEM KOPIIOPATUBHON KYJIBTYpPBl KOMITAHHH.

Opnexna pabOTHUKOB JIOJDKHA OBITH YUCTOM, ONPSATHOH, BHITTIAXKEHHOM, aKKYypaTHOM, BBIAEpKaHHAas B CTPOTOM
JIETIOBOM CTHIIE:

- KOCTIOM Wi 1o0ka (He Oosnee 10 cMm BEINIE KOJIEHA), OPIOKH, JKUJIET, MUIKAK - OJHOTOHHBIX TEMHBIX
PacIBETOK (TEMHO-CHHUH, YEPHBIN);

- (hopMeHHBIe pyOaika (y XKEHIIUH) U COpouKa (Y My>KYHH) OAHOTOHHOT'O 0OEJIoro 11BETa;

- 3ampeniaeTcs CIOPTUBHAS U IUISDKHAS OJICXK]IA, 8 TAKIKE U3IHIITHE OTKPBITAas M BBI3BIBAIOIIAS,

- HEJIOMyCTUMO HAaXOJIMTHCS Ha pabodeM MecTe B BEpXHEH 0J/iexk]Ie, a TaAK)Ke TOJIOBHBIX yOopax;

- 00yBb pabOTHHKA JOKHA OBITH YHCTOW M ONPATHOM, C 3aKPHITHIM HOCKOM U ISITKOH, IIBET 0OYBH JOJIKECH
rapMOHHUPOBATH C OJEKIO0M. B jeTHuil nmepuox paspemiaercs oOyBb C OTKPBITHIM HOCOM WJIM TIATKOH, B CBS3U C
MOTOJTHBIMH YCIIOBHSIMU pernona. He normyckaercsi criopTHBHAsE W TUIsDKHAss 00yBb. B oceHHe-3uMHUIT meproj
paboTHHKaM 0053aTeNIbHO HOIIEHHE CMEHHOW 00YyBU;

- pabOTHHK, KOHTAaKTUPYIOIUH ¢ KITMEHTAMH, JJOJKEH HOCUTh MarHUTHBIA OCHIK € JIOTOTUIIOM KOMITAHUH B
TedeHne Bcero padbouero nHsA. Ha Oeifke ykazpiBaeTcs UMsl, OTYECTBO (TP HATMYNH) U paMIns pabOTHHUKA,

- MaKHUsK TOJDKCH OBITH CITOKOMHBIN, THEBHOM, MPUTITYIIICHHBIX TOHOB,;

- BOJIOCHI JIOJDKHBI OBITh YXOK€HBI M aKKypaTHO YJIOXKEHbI. J|JTMHHBIE BOJIOCHI PEKOMEHIYyeTCsl yOupaTh B
HU3KUH XBOCT WM ITy4oK. KpeaTHBHbIE CTPY)KKY WIINM OKPALIMBAHUE HEAOILYCTHMBI;
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- PYKH JIOJDKHBI OBITh YXOXKEHHBIMU, HOTTH - HE JUTHHHBIMH, HE SPKUMH;

- 3amax napgroMeprun He TODKECH OBITh CUITLHO BBIPAXKCH;

- YKpaIlICHHsI, €CJIM OHU MCIIOJIL3YIOTCS, JTOJKHBI ObITh HeOpockumu. He criemyer HOCHTh OTHOBPEMEHHO
0osee 3 mpeIMETOB;

- KOPIIOPAaTUBHBIE aKceccyaphl B BUJC MICHHBIX TUIATKOB JUIsSl KEHIIMH H TAICTYKOB JUIS MY)KUWH SIBISTFOTCS
aJieMeHTaMH (PupMEHHOTO CTHIIS paboTHUKOB OII.

TpeboBanus CraHmapTa paclpoOCTPaHSETCS WCKIIOYHMTEIBHO B paboyee Bpems pabotHukoB OIl mpu
BBITTOJIHEHUY UIMH JIOJDKHOCTHBIX O0SI3aHHOCTEH.

3.9. TpeboBaHuA K coJep:KaHUIO padoyero Mecta

Kaxxipiii paboTHHK TOAIEPKUBAET YUCTOTY U TMOPSJIOK Ha CBOEM paboueM MecTe M CIEAMT 3a MOPSAKOM B
riomerennu [IOK. Ha pabodeM MecTe 3amperieH mpruéM IUIIH, HCKIIIOYSHUE COCTABIISIET BOA.

Henonyctumo nepxath Ha pabouem MecTe:

- PEKJIaMHYIO IPOAYKIHIO JPYTUX KOMITAaHHH,

- XyZIO’)KECTBEHHYIO JIUTEPATypy, >KYPHJIbl, ra3eTbl, HE HMMEIOIIUE IPSMOrO OTHOLICHHSA K CIIy>KeOHOH
JeSITENbHOCTH;

- OJISKAY, ITOCYLy, KOCMETHKY M WHBIE IPEIMETHI, HE OTHOCAIIHNECS K paboueMy mporieccy.

Ha paboudem mecTe 3ampenieHo BeCTH pa3roBOPHI IMYHOTO XapaKkTepa, B TOM uucie 1o tenedony. B pabouee
BpeMs pabOTHHUK NePEKITIOYaeT IMIHBI MOOMIBHEIN Tene(oH B OECITyMHBIN/BUOPOPEKIIM.

Ha pabouem crone paboTHHKA TOHKEH pacIoNaraThCsi HACTOJILHBIN HISHTU(UKATOD ¢ YKazaHueM (paMuiny,
MMEHHU M 0T4YeCcTBa paboTHHKA M Qr-kojaa, MO3BOJIAIONIUI OLIGHUTh Ka4yecTBO KOHCYnbTanuu. Ha ¢oto paboTHUK
TOIDKEH MPHJIEPKUBATHCS Ipecc-Koa U POTo JOMKHO OBITH CAeTaHo Ha cepoM (oHe.

NudpacTpykrypa 3a04HOr0 00CIy;KUBAHUS KJIHEHTOB

4.1. Opranu3anus UHPPACTPYKTYPHI NPH 3204YHOM U HHTEPAKTUBHOM
00C/Iy’KUBAHUY KJIMEHTOB

Cucrema 3209HOTO OOCITY’)KHBaHHUS B Ka4eCTBE CIOCOO0B HH(POPMAIIMOHHOTO B3aUMOJISHCTBHUS (C YIETOM HX
(YHKLIMOHANBHOW CIENU(HKH) BKIIOYAET CIIAYIOIINE KaHAIbI CBA3U:

- MHOTOKaHaJIbHas TenedonHast cBsi3b (EMMHBIN KOHTAKTHBIN LIEHT, );

- UHTEPaKTUBHBIE cepBHUChl ((opma oOpaTtHOW cBsi3u Ha oduuumansHoM caidte OIl, nuuHBIA KaOuHeT
(U3NUECKUX/IOPUINYECKUX JIML, MOOMIIBHOE IPUIIOKEHHE, SJIEKTPOHHAS T104Ta, COLIMAIbHBIE CETH, MECCEHIKEPHI,
sms);

- JIesioBast mepernucka (MMCchMo, I0CTaBIEHHOE HaApOvHO, KyphepoM, [Tourtoii Poccuu mitm HHBIM cIocOO0M);

- muHUs «Coo0ImHUTE 0 KOppynuuu» Ha odunuansHoM caiite Ol

- eIMHOE OKHO Lu(poBoi 00paTHOH cBsA3u EnmHOro mopraia rocynapCTBEHHBIX M MYyHUIMIIANBHBIX YCIIyT
(pynxwmit) (ITOC);

- KHUTa OT3bIBOB M MPEAJIOKEHUH.

Wudopmaiusi 0 MHOrOKaHalIbHOM Tele(OHHOM HOMEpPE M APYIMX KOHTAKTHBIX Tele(OHax, MO KOTOPHIM
KITMEHT MOXeT 3a049H0 B O0mectBo 1 OIl/puimansl Mo HHTEPECYIOINM €ro BOIIPOcaM, a TaK)Ke BPEMEHH PadOThI
KOHTaKT-IIEHTpa pa3MeIaeTcs:

- Ha OULNAIEHOM CaliTe TapaHTUPYIOIIETO ITOCTABIINKA;

- Ha TUIATeKHOM JOKYMEHTE (JIUTS TpakaaH-moTpeduTeneii).

[louroBast mepenmucka MOXKET WCHOIB30BATbCA [UISI HAMpaBICHHWS JOKYMEHTAI[MH, CBSI3aHHOH C
00CITy>KUBaHHEM B COOTBETCTBUM C YCJIOBHSMHU JIOTOBOpA, JHOO MO 3ampocy KIHMEHTa B cilydae, KOrJa OH B
oOpaleHUuH IPOCUT HANIPABUThH OTBET MM JOKYMEHTHI HOYTOBBIM OTIPABICHUEM.

DJeKTpoHHas TOo4YTa WM cHcTeMa OOpaTHOM cBs3u Ha odunmaipHoMm caiite OIl ucnonb3yrorces uis
HanpaBJIeHUs OOpallleHU U PEAOCTABICHUS OTBETOB C YUE€TOM OrPaHUUEHHH, yCTAHOBJIEHHBIX 3aKOHOJATEIbCTBOM
Poccuiickoit @enepannn.

AJroput™ pabOThI II0 PACCMOTPEHHIO 00OpaIlIeHUI/ %ajl00 KJIMEHTOB PErJIaMeHTUPYETCS COOTBETCTBYIOIIUMHU
JIOKAJTbHO-HOPMATHUBHBIMHU aKTaMH M JOJKEH BKIIFOYATh B Ce0S CIETYIOIINE 3TAIIBI:

- perucTpaius oOpaIieHus/ KaloObl;

- cOOp IOMONHUTENBHOM HH(OPMAIIUH, aHAIU3 00CTOSTEILCTR;

- IPUHSTHE Mep 10 0OpaIeHUI0/)KaI00e;

HanpaBJIeHHE OTBETa KIMEHTY.

Bce 3aounbie obpamenus, noctynaromue B aapec OIl, peructpupyrorcs u obpabateBatorcs B EOO B

COOTBETCTBUU C YTBEP)KICHHBIMU BHYTPEHHHMH JIOKaJbHO-HOpMaTuBHbIMU akTamu OIl. Jlns mpenocTaBieHus
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OTBETa Ha J000e OOpallleHHe HCIONB3YyeTCs yYKA3aHHBIA KIMEHTOM KaHall CBSI3H, €CJIM 3aKOHOJATEILCTBOM HE
MPEIyCMOTPEHO HHOE.

IMyukr 4.1. HacTOsIEro CTaHAapTa MPUMEHSAETCS K TPETbUM JIMIAM, TpHUBIeUYeHHBIM OOIIECTBOM Ha
OCHOBaHUU COOTBETCTBYIOILETO JOTOBOpA.

4.2. TlopsaaoK 3204YHOTO OOCITY:KMBAHHMS KJIMEHTOB MOCPEACTBOM Tese(oHHOM
CBSI3M, COUAJIBHBIX ceTell 1 MecceH:kepoB (EKII)

KnmneHT MokeT BOCTONB30BaThCsl MHOTOKaHAJIBHBIMH TeleQOHHBIMH HOMEpaMH €AMHOTO KOHTAKT-LIEHTpa
(EKL) OI1.

Bce tenedonnsie Homepa EKL] mocTymHBI A1 3BOHKOB KIHNEHTOB!

- (U3UUECKUX JIUI] — KPYTJIIOCYTOYHO (OMeparop 3a04HOro oOchykuBaHUS - 10 rpaduky padorsr EKII,
MHTEPAKTHBHAsI CHCTEMA FOJIOCOBOTO CaMOOOCITy)KMBaHHs, TOHOBBIH HA00D - KPYTJIOCYTOYHO).

- IOPUIMYECKUX JIAIl — KPYTJIOCYTOYHO (OomepaTop 3a09HOTO oOcmykmBaHus 1o rpaduky padorsr EKILI,
MHTEPAKTHBHASI CHCTEMa rOJIOCOBOTO CAMOOOCITYKHBAHUSI-KPYTTIOCYTOYHO).

O6paboTka TeneOHHBIX BBHI30BOB OCYIIECTBISIETCS aBTOMAaTU3upoBano depe3 VR 1 TOHOBEI HabOp wiH
paboraukamu EKI (onmeparopamu 3a04HOTO 0OCITy>KMBaHMsI), IPOLIEANIMMA COOTBETCTBYIOIIee oOydeHue. [Ipu
HEOOXOAMMOCTH JOTIONHHUTENBHO B JIMHUIO MOTYT OBITh 33/1efiCTBOBAaHBI PAOOTHHKH OTICNCHUH M YYacTKOB
OIl/¢punmanos. Bece obOparienus mo tenedoHy 3alUCHIBAIOTCS, U UX 3alIHCh XPAHUTCS HE MEeHee 6 MecCsIIIeB.

O6miecTBo obecrieunBaeT B3aUMOJCHCTBHE C KIHUCHTAMH B COIMANBHBIX CETAX M MECCeHKepax (IpH
HaJIMYUHU BO3MOXKHOCTH). [Ipn 00paboTke oOpalieHnii KIIMEHTOB CeIyeT MPHUIEPKUBATHCS CIEAYIONINX TPABHUIL:

- OTBETY MOJJIeXKAT BCE 0OpAIIeHHs TOJIb30BaTENeH;

- (hopMaT OTBETa COOTBETCTBYET YCTAHOBJICHHOMY CTHJIFO KOMMYHHKaIuii ¢ kiueHtamu OIT;

- coOroieHne  KOH(PHISHIMATFHOCTH ¥ 0€30MacHOCTH W o0mmMx TpeOoBaHWA  JEHCTBYIOMIETO
3aKOHOJIATENILCTBA;

- MOHUTOPHUHT 00PATHOH CBSI3H.

ITpu oOpamieHrH KIMEHTa 4Yepe3 COIHalbHBIC CETH WIIM B MECCEHKep OTBedyaeT 4ar-00t (pobdot) (mpu
HaJMYUH), KOTOPBI YTOYHsET TeMy oOpaiueHus. Eciu Tema sBisieTcsi THIOBOM OOCIy)KHBaHHE MPOU3BOIAMUTCS
poboroM. Ecnu Bompoc KiMeHTa He paclo3HaH, He SIBISICTCS CTaHIAPTHHIM (LIa0JIOHHBIM), a TaKXKe IO MPOCckOe
KIIMEeHTa B pabodee BpeMsi OCYIIECTBISIETCS TIepeBo/ 0OpallleHHs Ha ollepaTopa, B Hepabouee BpeMsi 03BYUHBACTCS
rpaduk paboTs

OtBer Ha oOpameHne/’Kanody KIHEHTa, MOTyYeHHBIE B COLMANBHBIX CETSIX U MECCEHIDKEpax JOJDKEH ObITh
W3JI0KEH B TEKCTE DIIEKTPOHHOTO COOOIIEHHS U COJIEPkKATh KOHKPETHYIO HH(OPMAIIUIO MO CYTH BOIPOCa, 3aJJaHHOTO
kareHToM. 1o 3anmpocy KiMeHTa OTBET MOXKET OBITh MOATOTOBJIEH B TIEYaTHOM BUe Ha GpupMmeHHOM Onanke OIl u
Co/IepXKaTh KOHKPETHYIO HH(POPMAIIHIO 110 CYTH BOIPOCA, 331aHHOTO KIIMEHTOM, KOHTaKTHBIE JAHHBIE UCTIOTHUTEIIS
(®UO, tenedon) u moamUcaH yMoJIHOMOUYSHHBIM Ha TO JOJDKHOCTHBIM JHIIOM. OTBETY IMOJIekAaT Bce oOpalieHus
KIIMEHTOB C COOJIIOJICHUE KOH(PHUICHIIMAILHOCTH U OE30MacHOCTH, M OOIUX TPeOOBaHUHN JEHCTBYOIIETO
3aKOHOJIATEIILCTBA.

Cpok mpeaoCTaBJICHUs OTBETa KJIMEHTY HE JOJDKEH INpeBblmath | paboumii ACHb U C JajbHEHIIUM
MOHHUTOPHUHTOM OOPAaTHOM CBA3H.

B OOmectBe ycTaHaBIMBAIOTCS CIEIYIONIME THUIIOBBIE IApaMeTphl CpenHeld MPOJOIDKUTEIBHOCTH
B3aMMOJICHCTBHS C KIIMEHTaMH 10 OJTHOMY OOpAIeHUIO, OJJHOH YCIIyre W/HITH MO OJTHOMY JIUIIEBOMY CUETY:

®opma N IMapametp (cpennee
p? Kpurepunii P P (cpen
B3auMO/elicTBUS 3HaYeHue)
EKIJ
Bpewms oxunanus orseta He 6onee 100 cexynn
3ampoc 1 NoucK HH(GOPMALUH O KIIMEHTE 45 cexyHn
TenedonHoe o
OGCITy KHBAHNE penocraBieHre HHPOPMAIHMHK 10 3anpocy (3a 5 My
UCKIJTFOUCHUEM CJI0XKHBIX BOIIPOCOB)
[TocToOpaboTka obpareHus 5 MEHYT
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dopma . ITapametp (cpeaHee
p? Kpurepuii P P (cpen
B3auMO/IelicTBUSA 3HAYEHHE)
Bpems oTBeTa Ha CIIOXKHBIN BOIIPOC B teuenue 1 kanenmapHOTro THS
Bpems oTBera Ha CIIOXKHBINA BOIIPOC C
MPHUBJICYCHUEM CMEXKHBIX OTAEIOB WU odopmieHue | B Teuenue 3 pabounx mHEi
MIPOMEKYTOYHOTO OTBETA
Bpems oTBeTa Ha CIIOXKHBIN BOIIPOC C
MIPUBJICUCHUEM CTOPOHHUX opranm3amnuii (PCO, He 0onee 30 kaneHaapHbIX THEH
ceTeBas)
Cpazy nocie nocTyIieHus
TekcToBoe IepBuunas 06paboTka 4aT-60TOM (IPH HATHYHHN) pasy Y
oOparmeHus
oOpaineHue yepes
MECCEHJIKEPhI U
counanbHble ceTH | Bpemst oTBeta onepatopa (B padouee Bpemst EKLl) | B teuenue 1 xaneHgapHOTO AHS

Ecnu mocTynaer cinoHbIi BOIpoc, TO ONEpaTop 3a04HOTO OOCITy)KUBaHHS 3aITUCHIBACT KOHTAKTHBIC TaHHEIE
KIIMEeHTa U 00s13yeTcsl Iepe3BOHUTH KIIMEHTY B TeUeHHe padodero IHs. B ciydae, ecnu ciiokHOe oOpaiieHne Tpedyer
3alpoca B CTOPOHHIOK OPraHU3aluio, TO ONEPaTOp 3a04HOro OOCIY)KHMBaHHS MH(GOPMHUPYET KIHEHTa o Ooiee
MO3IHEM CPOKE MpeIoCTaBICHHs OTBETa, HO He MpeBbimaroneM 30 KaleHIapHbIX THEH.

Bce 3a04nbIe 00paleHus], MOCTYNAIOIIKE B apec KoMmaHuu, peructpupyrores B EOO u o0pabarteiBatoTcs B
COOTBETCTBHU C YTBEP>KACHHBIMU BHYTPECHHUMH JIOKAIbHO-HOpMAaTHUBHBIMU akTamu OIL.

[lo 3aBepmieHMy pas3roBopa C ONEPaTOpPOM KIHEHTY IMPEJIaraeTcsi OLICHWTh KayecTBO IIOJyYEHHOU
KOHCYJIbTallHH.

[Ipu 3BoHKE Ha HOMep Tenedona EKL] kinmreHTa oTBeuaeT MHTEPAKTUBHBIN TOJIOCOBOM MTOMOIITHUK, KOTOPBIH
YTOUHsIET TeMmy oOpamieHus. Eciam Tema sBisieTcss THIOBOH o0OCIy)XrBaHHE mpou3BoauTcs poborom. [lpu
WHTEPAKTHBHOM B3aWMOJICHCTBIH KIMEHT MOXKET B3aMMOJICHCTBOBATh C pOOOTOM TOJIOCOM MIJIM B TOHOBOM PEKUME
(c xmaBum yctporictea). Eciaum Bompoc KiMeHTa HE paclo3HaH, HEe SBISIETCS] CTAaHAAPTHRIM (IITaOJIOHHBIM), a TaKKe
o mpockde KiIneHTa B pabouee BpeMs OCYIIECTBIISICTCS IMEPEBOJA 3BOHKAa Ha oleparopa, B Hepabouee Bpems
03By4YHMBaeTCs rpaduk paboThI.

4.3. TpeOoBaHMS K ONEePaTOPaM 3204HOI0 00CTY:KUBAHUSA

Omneparop 3a04HOr0 OOCIY)XMBaHHS NOJDKEH 00JagaTh OCTATOYHOW KOMIETEHIMEH W MPHUICPKHUBATHCS
CIIeTyIOIIHX TpeOOBaHMIA:

- Bnevariienne 00 OOmIecTBe CKIAABIBACTCS Y KIHEHTA 10 NEpBOMY Tele(OHHOMY pas3roBOpy, MO3TOMY
paboTHHUK 00513aH YMETh TPAaMOTHO OOIIATHCA IO TeNeoHY;

- HEJIOIyCTUMO UTHOPHPOBAHKE TeJIe()OHHBIX 3BOHKOB: HE IO3/IHEE, YeM 15 CeKyH]I IocIie ajpecalny BbI30Ba
Ha OIlepaTopa JOJKEH CIIeJ0BaTh OTBET;

- oTBevas Ha TeleOHHBI 3BOHOK, ONEepaTopy HEOOXOJIMMO BEXKIUBO TO3J0POBATHCS, MPEJICTABUTHCS IO
(hopMe KOpIopaTUuBHOT'O IPUBETCTBUS;

- TeneOHHBIE TEPErOBOPHI  JIOJDKHBI BECTHCHh YETKHUM TOJIOCOM, peYb JIOJDKHA OBITh BHSTHOM,
I00pOKenaTeTbHOM, TPAMOTHOH.

B mponecce 00paboTku obOpameHuid onepaTop 3a0YHOTO OOCTY)KMBaHUs IMPUICPKUBACTCA alrOpUTMa
JeMCTBUM, ONTUCAaHHOTO B 0a30BOM CKPHUIITE 320YHOT0 00CITY>KUBaHHS KIIMEHTOB U C UCTIOJIb30BaHUEM HH(OPMAIUH,
pa3MeleHHol B baze 3HanHwmil.

Pemienue Bompoca KirMeHTa JOHKHO OCYHIECTBIISATHCS ONEPaTOPOM 3a0UHOT0 00CITYKUBaHHS 32 OJUH KOHTaKT
— B Te€UeHHUE 15 MHHYT, 32 HCKIIOUYEHHEM CIJIOKHBIX BOIIPOCOB (BpeMs OOCIyKMBaHHA NpeBbIIIAeT 15 MUHYT WiH
TpeOyeTcsl KOHCYJIBTAMs Y3KOTO CIeUaIMCTa WK OOpalieHne MO HECKOJbKHM TeMaM/HECKOJIbKUM JIUIEBBIM
cuetam). Ecim moctymaeT cioxHbIi BOIIPOC, TO pPaOOTHUK 3aIMChIBAET KOHTAKTHBIC IAHHBIC KIIMEHTa U 00s3yeTcst
MEPE3BOHUTH KIMEHTY B TeUeHHE padovero JHS.

B ciryuae oOparenns KiueHTa 3a oJTydeHHeM HH(OPMAIK 0 COCTOSTHIN PACUYETOB MITH HHBIX TEPCOHATIBHBIX
JTAHHBIX OCPEICTBOM TENe(OHHOM CBA3M, KIMEHT JOJDKEH NPEICTaBUThCS, Ha3BaTh HOMEP JIMIEBOTO CUCTA W/HIIH
aapec, @O coOcTBeHHHMKa/HAHUMATENSI HA Ybe UMS OTKPBIT JIMLEBOH cueT. B ciaydae, eciy KIIMEHT OTKa3bIBACTCS
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BBINOJIHUTD BBIIIEyKa3aHHbIE TPeOOBAHUSA, ONEPATOpP 3a0YHOIO OOCIY)XUBaHUA MMEET IIPaBO OTKa3aThb B
[IPEJOCTABJICHUN 3alpaliuBaeMoi HHPOPMAaIIH.

[Ipu oTBeTe Ha oOpaleHNs KIMEHTa Yepe3 COLUAIbHBIE CETH U MECCEHIKEPhI TIOPAJOK JeHCTBHs paObOTHUKA
COOTBETCTBYET OIIMCAHHOMY B ITYHKTE 4.4.

B cayuae, ecnu oOpalieHue KJIMEHTa CONEPKHUT HELEH3YpHYIO OpaHb, OCKOPOIEHHs WM yrpo3bl B aapec
paboTHHKA, TO OMEpaTop 3a0YHOTO OOCIYKMBAHMS HMMEET IPaBO IMPEpBaTbh Pa3rOBOp, MPEIyNpeauB o0 3TOM
KIJIMEHTA.

IIpu HeomHOKpaTHOM HapymeHuu Hactosimero CraHpgapra paOOTHHK MOXET OBbITh NPUBIECYEH K
JUCLUIUIMHAPHON OTBETCTBEHHOCTH IO MHUIIMATUBE HEIOCPEACTBEHHOIO PYKOBOAMTENA M/MiH JlenapraMeHTa 1o
Pa3BUTHUIO, MAPKETUHTY U KIIMEHTCKOW MOJIUTHKE.

4.4. IlopsaAIoK 3204HOT0 00C/TY:KUBAHHUS KJINEHTOB MOCPEACTBOM IOYTOBOM
nepenucKu U HHTepakTuBHBIX cepBucoB OIl, a Takxe cepBuca IHOC.

3aouHoe 00CIy)XHBaHHE IMOCPEICTBOM MOYTOBOW IMEPENUCKH, WHTEPaKTHBHBIX cepBucoB OIl, a Ttakxke
cepucoB [1OC ocymectBusercst pabotHrkamu OIl B COOTBETCTBHU € NEHCTBYIOIUMH JIOKATEHO-HOPMAaTHBHBIMU
axtamu 1 Pernmamentamu OIl.

[TouToBas mepenmcka WMCHONB3YEeTCS Ui HANPABICHUS JOKYMEHTALMH, CBSA3aHHOW ¢ OOCITy)KMBaHHEM, a
TaKXXe B CIy4asx, KOTJia KIMEHT HalpasisieT oopaienue/xano0y [louroit Poccuu u He ykasbiBaeT HH()OpPMALIUHU O
OPYyroM TMpPEeNNOYTUTENFHOM BapHaHTE MPENOCTaBICHUs OTBETa Ha OOpalleHHEe C YYeTOM OrpaHUYCHUI,
YCTaHOBJICHHBIX 3aKOHOAATEIbCTBOM Poccuiickoilt denepanuu.

[MucemeHHbIEe OOpaleHHs/Kano0bl KIMEHTOB, TIONYyYEHHBIE [0 TOYTOBOM CBSI3U, PacCMAaTPUBAIOTCS
oTBeTcTBeHHbIMH paboTHHKaMu OII. PaGoTHHK mpoBepsieT MOJHOTY NMPENOCTaBICHHBIX CBEACHUH, €CIM NaHHBIX
HEIOCTATOYHO, CBS3BIBACTCSA C KIMEHTOM IO OJHOMY M3 YKa3aHHBIX KJIHMEHTOM CIOCOOOB CBSI3H Uil YTOUHEHHS
WHPOPMALIMM ¥ COTJIACOBaHMS BPEMEHHU NPUHATHS JalbHEWIINX Mep Mo oOpaileHuo. B ciyuae, eciau pemieHue
BOMpoca TpeOyeT 3ampoca B CTOPOHHIOK OPraHU3alMI0, TO CPOK MPEAOCTABICHUSI OTBETa KIMEHTY HE JOJDKEH
npeBbiaTh 30 KaJeHIAPHBIX AHEH, IPH 3TOM KJIMEHTY HAIlPaBISIETCS] IPOMEKYTOUYHBIH OTBET C YKa3aHHUEM CPOKa
MIPeIOCTaBIEHUS MTOJIHOTO OTBETA.

OTBeT Ha NMUCBMEHHOE OOpallleHue/ Kaao0y KIUEHTa JOJ/DKEH OBbITh MOJrOTOBJIEH B IEYaTHOM BHJIE Ha
¢upmennom Omanke OIl u conmepkarTh KOHKPETHYIO HH(OPMALMIO MO CYTH BOIPOCA, 33JaHHOTO KIMEHTOM,
KOHTaKTHBIE aHHbIe ucroHuTest (PO u TenedoH) n moanucan ynoJIHOMOYEHHBIM Ha TO TOJDKHOCTHBIM JIMIIOM.

B ciyuae ecinu TeKCT MUCEMEHHOTO OOpAIIEHUsI HE TTOAAeTCs MPOYTEHHIO, KIIMEHT HHPOPMHpPYETCst 00 3TOM
(TIpy HATMYUK BO3MOXKHOCTH).

O6paboTka oOpalieHni KJINEHTOB, OTy4YeHHbIE 10 MHTEPaKTUBHBIM KaHanaM cBsi3u Ol u uepes cepsuc [10C
npousBoguTcss cotpynHukamu OIl B COOTBETCTBHHM C JICHCTBYIOIIMMH JIOKQTbHO-HOPMATUBHBIMH aKTaMH U
Pernamentamu OIl.

Bce xano0pl/00pamieHnst OT KJIMEHTOB KOMIIAHWM aBTOMAaTHYECKH MOCTyNaT B EnnHoe oKHO onepaTopa u
PETUCTPUPYIOTCS, HA YKA3aHHBIA KIIMEHTOM a/Ipec DIIEKTPOHHOM TIOUTHI aBTOMATUYECKH YXOJUT MUCHMO-aBTOOTBET,
B KOTOpPOM KIHEHTY cooOIIaeTcs, 4YTo ero oOpalieHHWe TMONy4eHO W 3aperhcTpUpoOBaHO (C yKa3aHUEM
PETUCTPALIMOHHOTO HOMEPA).

Omnepartop npoBepsieT NOIHOTY MPEIOCTABICHHBIX 10 XKajlo0e CBEACHUH, €CITM UMEIOTCSA HEJOCTAIOIUe
JIAHHBIE, CBS3BIBACTCS C KIIEHTOM 110 OJJHOMY M3 YKa3aHHBIX KOHTAKTOB (Tesle()OH, AIMEKTPOHHAS TI0YTa) C ETThI0
YTOYHEHHUS WH(POPMAIIH.

OrtBet Ha oOpaleHne/ Kano0y KIMEHTa, TOJyYeHHBIE 0 HHTEPaKTUBHBIM KaHasaM cBsi3u Oll u uepes cepBuc
[NOC nomxeH OBITh M3TI0XKEH B TEKCTE AIEKTPOHHOTO COOOIIEHHUS M COJIEPKAaTh KOHKPETHYIO HH(POPMAIIHIO 110 CYyTH
BOIIpOCa, 33JaHHOTO KiIueHTOM. [lo 3ampocy KiMeHTa OTBET MOXKET OBITh ITOATOTOBJIEH B IMEYaTHOM BHAE HA
¢upmennom Omanke OIl u conmepkaTh KOHKPETHYIO HH(OpMALHIO MO CYTH BOIPOCA, 3aJaHHOTO KIMEHTOM,
KOHTakTHBIE AaHHble ucnonnutess (PHUO, tenedon) u noanuca ynoJIHOMOYEHHBIM Ha TO JOJDKHOCTHBIM JIMIIOM.
B ciy4ae, ecnu penieHre Bonpoca TpedyeT 3arpoca B CTOPOHHIO OPraHU3aIHio, TO CPOK MPEJIOCTABICHUS OTBETA
KJIMEHTY HE J0JDKEH NpeBblath 30 KaleHIapHBIX THEH, Py 3TOM KIHUEHTY HAIpaBIIsIeTCs IPOMEKYTOYHBIN OTBET
C YKa3aHHEM CpPOKa MPEAOCTABICHUS ITOJIHOTO OTBETA.

JleiicTBus 10 oOpaleHusaM/Kano0aM KIMEHTa He MTPOU3BOIATCS B CIIydasx:

- ecli 0OpalIeHUe COJIEPXKUT HEIEH3YPHBIE JIN00 OCKOPOUTENBHBIE BEIPAKEHUS, YIPO3bI JKU3HH, 370POBBIO U
umyiiecTBy padotauka Oll, a TakKe WIEHOB €ro CeMbH;

- €CJIM TEeKCT MMCbMEHHOT0 00pallleHHs He [I0JAAeTCsl IPOUTEHHUIO;

- eclii B OOpallleHUH He YKa3aHbl KOHTAKTHbBIE JaHHBIE.
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B ciyuae ecim B oOpailieHUn KJIMEHTa COAEPIKUTCS BOIIPOC, HA KOTOPBIA KIMEHTY YK€ ObUT IPeI0CTaBICH
OTBET TI0 CYIICCTBY B CBSI3U C paHee HAINpPaBJICHHBIMH OOpAIEHUSMHU U TIPU 3TOM B OOpaleHUH HE MPUBOISATCS
HOBBIC JIOBOJIBI T O0OCTOSTEILCTBA, KIIMEHT UHOOPMUPYETCS O MPEAOCTABICHHOM PaHEe OTBETE.

B ciydae, ecnu oOpailieHHe KIMEHTa COACPKUT HEICH3YPHYIO OpaHb, OCKOPOJICHUS WM YrPO3bl B aJipec
cnermanucta OlIl, ciertmanuct Ol nMeeT mpaBo npepBaTh 3a09HOE 00CTyKUBaHUE, TIPEAYIIPEIUB 00 3TOM KITHEHTA.

B OOmiectBe ycTaHaBIMBAIOTCSA CJCIYIOIIAE TUIOBBIE TapaMETPhl CpPEAHEH MPOJOJIKUTECILHOCTH
B3aMMOJICHCTBUS C KJIMCHTAMHU:

®Dopma
B3aHUMOJEHCTBHSA

[Tapametp (TIpenensHOE

Kpurepuii
purep 3HAYCHHUC)

Perucrparmms, knaccudukanys oopameHus

He 6omee 1 pabouero gas
¥ mepesiada B paboTy

Bpewmst oTBeTa Ha Bonpoc win oopmIleHHE
MIPOMEXYTOYHOTO OTBETA

ITouroBas cBsA3b He 6onee 10 pabouux aHei

Bpewmst oTBeTa Ha BOIPOC C MPUBJIIEYEHUEM

N He 6onee 30 xaneHgapHBIX THEH
croporuux opranmanuii (PCO, cereBas) sap A

Bpewms oTBeTa Ha Bompoc wiu oopmiieHue

He 6onee 3 pabounx nueit
MIPOMEKYTOYHOTO OTBETA

HHTEepaKkTHBHBIE CEPBUCHI
(muHbI KabuHeT, MOOMILHOE | BpeMs 0TBeTa Ha BOIIPOC C NPUBIICUYEHUEM
MPUIIOKEHUE, CAUT KOMIIAHUH, | CMEKHBIX OT/ICJIOB

ANIEKTPOHHAS TT0YTA)

He 6onee 10 pabounx mgaei

Bpewmst oTBeTa Ha BOIPOC C MPUBJIICYEHUEM

. He 6osee 30 xaneHnapHbIX AHEH
croponHux opranuzauuii (PCO, cereBast) Aap A

OGOparueHue 1o JIMHAN
«Coo0IuUTH 0 KOPPYIIIIHI

Nl Bpems oTeeTa Ha Bonpoc He 6onee 10 pabounx e
(xopriopatuBHbIit cailT OIT)

[Tnardopma oOpatHOit cBsI3N

(IoC) Bpewmst oTBeTa Ha Bonpoc He 6onee 10 pabounx mgHei

4.5. ITopsaoK 32049HOT0 00CTYyKUBAHUS KJIMEHTOB MOCPEICTBOM KHUTH OT3bIBOB
U MpeaJioKeHu

WHcTpymeHTOM 00paTHOM CBSA3H C KIIMEHTOM SIBJISIETCS] KHUTa OT3BIBOB U MPEIOKEHHM.

KHura nomkHa HaXOIUTBCA Y aJMHUHUCTPATOPA/KacCHpa WM WHOTO JIUIA, ONPENENIIEMOr0 paclopsHKeHUEM
(uaBIM JTHA) pykoBomuTeNsl y4acTKa/OT/AeIeHus, Ha TeppuTopun kotoporo pacnojioxeHn [IOK. Kuanra Beinaercs
KIIMEHTY TI0 TPeOOBaHUIO.

Kaxnoe npeyoskeHne v 0T3bIB KJIMEHTA, Kacaroluecs 00CIy >KuBaHus v pa3BuTus AestensHoctd Oll, HanpasiseTcs
IUIsl paCCMOTPEHHUS B I10/Ipa3/ielIeHUe, OTBEYaIOIIee 3a KaueCTBO KIMEHTCKOro oocmyxusanus B Ol

Perucrpanust 1 06paboTka OT3HIBOB M MPEAJIOKEHUI KIMEHTOB BEAYTCS B COOTBETCTBUU C YTBEPKICHHBIMU
JIOKaJIbHO-HOPMATUBHBIMU aKTAMHM.

B OOmiecTBe ycTaHaBIMBAIOTCA CIEAYIOIIUE THUIIOBBIE MTApaMETPhl MPOJOKUTEIBHOCTH B3aUMOJICHCTBUS C
KJIINEHTAMM:
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dopma . ITapameTp (mpeneabHoe
pM Kpurepuii P p (npen
B3aNMOelCcTBHSA 3HAYEHHe)
KHura oT3b1BOB M NPeAJI0KeHU
OT3BIB 1 Bpemst 00paOOTKH OT3BIBOB U IIPENI0KEHNA o
p p p He 6onee 10 pabouunx auei
TIPEIIOKCHIE KJINEHTOB

Opranu3anu UHPPACTPYKTYPbl HHTEPAKTUBHOTO 00CIYKUBAHUS
KJIMEHTOB.

Nudopmarmonnsie pa3aenst opummanbHoro caiita Ol BKimrowaroT B cedst CeIyronyo HHPOPMAaInio:

- TIOPSZOK 3aKITIOYSHHS JTOTOBOPA SHEPTOCHAOKEHUS (KYTLTH-TIPOJIAXKH AIIEKTPHUIECKON SHEPTHH (MOIITHOCTH),
JNOKYMEHTBI, HEOOXOAWMBIC IS 3aKIIOYCHHS JOTOBOpa JHEProcHa®XeHus (KyIUTU-MPOAaXKH (IIOCTABKH)
AIIEKTPUIECKOI SHEPTUH (MOLIHOCTH), OPSIIOK €r0 3aKIIOYCHNS;

- (hopma moroBopa 3HEPTOCHAOKEHHS (KYTUTH-TIPOAaXKH (TIOCTABKH) AIIEKTPUIECKOM SHEPrur (MOIIIHOCTH), a
Takxke (hopma JOroBopa KyIUIU-TIPOAAKH HIEKTPHUYECKOI SHEPTHH, TPOU3BEACHHON HAa 00bEKTaX MUKPOTEHEPALIUH,
PACTIONIOKEHHBIX B 30HE JICATEIbHOCTH rapaHTUPYIOIIETO MOCTABIINKA, HHbIE ()OPMBI IOTOBOPOB;

- CIocoObl, MOPSAAOK M YCIOBHS BHECCHMS IIATEXEH MO IOTrOBOPY 3HEProcHaOXeHus (KyIUIH-IPONaXu
(TmocTaBKHM) 3IEKTPUIECKON IHEPTUHU (MOIIHOCTH), B TOM YHUCIE 0€3 OIUIaThl KOMUCCHH,

- TOPSJOK U YCIOBHS ITpHEMa MoKa3aHui MpUOOPOB yueTa JJisl pacueToB 3a MOTPEOICHHYIO 3JIEKTPHUECKYIO
SHEPTUIO U MTOCIEACTBUS BBIBOJA U3 CTPOS MPUOOPOB yueTa J1u00 OTCYTCTBHSI IPUOOPOB yUeTa;

- BO3MOJXKHBIE TTOCTIEICTBHS HAPYILIEHHUS 00s3aTENbCTB MO OIIAaTe IEKTPUUECKON SHEPTUH B BUE BBEICHUS
MOJTHOTO W (WMJIM) YAaCTUYHOTO OTPaHWUYCHHS PEKHMa MOTPEOICHUS JICKTPHUUSCKON SHEPTHU (OrpaHUYCHUS WIIH
MPUOCTAHOBJICHHUS TPEIOCTABICHHSI KOMMYHAJIBHON YCIYTH MO DIIEKTPOCHAOKEHHIO);

- IOPSIIOK pacueTa CTOMMOCTH 3JIEKTPHUECKON SHEPTuH, MpelesibHbIe YPOBHU HEPETYIMPYEMBIX LIEH U MX
cOCTaBJIsIfOIINE, Tapudbl U JIbrOTH (IpH Hanuuuu), [locraHoBneHNs PernoHanbHBIX 3HEPreTHYEeCKUX KOMHUCCHI
peruoHa o0CIy)KUBaHMUS,

- TpaduK ¥ NOPSIOK 00CTYKMBaHUS KJIMEHTOB B LIEHTPaX 00CIyKUBaHUs KJIMEHTOB, ajapeca U TesedoHsl (IIpu
HINYMN) LEHTPOB OOCIY>KMBaHMS KJIMEHTOB, KaT€rOPUM KIMEHTOB (IOPUIMYECKUE JIMIA, WHIUBHUIYAJIbHBIC
npeanpuHUMaTen U (Wiu) GU3NIecKue JIUIa), KOTOpble 00CTYKHBAIOTCS B KOHKPETHOM IEHTPE OOCITY>KUBaHHUS
KIIMCHTOB, B TOM 4YHCJe MOOWIBHBIX O(GHUCOB, MH(MOpPMAIKS O MPEJOCTABICHHBIX KIMEHTaM KaHAJIaX 3a04HOTO
00CITy>KUBaHHUS M PEKUME UX PabOTHI;

- IOPSAZIOK TMOAa4Yu OOpaIlCHUH, B TOM YHCJIE NPETEH3UN K AeicTBUAM (0€3IEeHCTBHIO) rapaHTHUPYIOIIETO
MOCTABIIMKA, CBSI3aHHBIM C UCIIOJIHEHHEM JIOTOBOPA;

- HOPSIIOK M CHOCOOBI PEerucTpalMd M aBTOPU3AMM II0JIb30BaTeled B JIMYHOM KaOMHETE KIIMEHTa
(nHGOPMAIMOHHON cHCTEME);

- UHBIe, HanOoJIee YacTo 3a/laBacMble BOTPOCHI, BOSHUKAIOIINE Y KIIMEHTOB, U OTBETHI HA HUX.

5.1. OcHoBHbIe TpeOoBaHMA K (PyHKIHOHATY cepBuUca «JIMuHBI KaOuHeT» U
MOOMJILHOMY NPHUJIOKECHUIO.

JlngHpIii KaOWHET KIIMEHTa, CO3JaHHBIH KOMIAHWEH IS KaXOOro KIMEHTa, peaau3yeTcsl IOCPEICTBOM
ourmansHoro caiira OIT w/unu Ha 6a3ze MOOMITFHOTO MTPHUIIOKEHNUS. JINYHBIN KAOWHET KIIMEHTA SIBJISIETCS] CIOCOO0M
MIOJIyUYEHHUs] ONPEENICHHBIX BUIOB YCIYI KOMIAHMM IIOCPEICTBOM KOMIBIOTEPU3UPOBAHHBIX YCTPOWCTB
(mepcoHa bHBIN KOMITBIOTEP, cMApT(HOH, IIIAHIIET) O€3 MOCeIeHUs IIEHTPa 00CTYKUBAHHS KIINEHTOB.

OcHoBHbIe (YHKIHUM JHYHOTO KaOWHeTa KJIHEeHTa AJd (u3ndeckux Jun (MoOUILHOIO

NPUJIOKEHUS):

- KPYIJIOCYTOUHBIH peXUM paboThI CepBHCA, 32 UCKIIIOYCHNUEM IUIAHOBBIX TEXHHYECKHUX paldoT;

- HampaBJIeHHE 3asBKM Ha 3aKII0YCHHE, M3MEHEHHE, PACTOPKEHHE JOTOBOpA JHEProcHaOXeHus (KyIuin-
npoaaxu (IMOCTaBKU) 3JCKTPHUUECKONW SHEPTUU (MOILHOCTH), MOJIYYEHHE MPOEKTa JOrOBOpa, IOMOJHUTEILHOTO
COTJIAIICHUSI, WHBIX JOKYMEHTOB M aKTyaJbHOH WH(OpMAalnu, CBSI3aHHOW C 3aKIIOYEHHUEM, W3MEHEHHUEM,
UCIIOJIHEHHEM U PacTOP)KEHHEM J0T0BOPA;
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- HampaBJIcHHE OOpaleHWi Ha 3aMeHy (YCTaHOBKY, ITOBEPKYy) IpubOopa ydera WIH H3MEPUTCIHLHOTO
TpaHcopMaTopa ToKa,

- mepeaaya MoKa3aHUIl MPUOOPOB yueTa SNEKTPHUYECKOM SHEPTUU B (popMaTe, IperyCMOTPEHHOM CEPBUCOM,;

- oIUIaTa C MOMOILBIO TIATeKHOM KapThl MM MHBIX CEPBUCOB O€3HAIIMYHON OTJIATHI;

- IpocMOTp MH(OPMALIMHU O HAYHUCIICHUSIX, UICTOPUU COBEPIICHHBIX IUIATEKEH U NepeJaHHbIX TOKa3aHUM;

- BO3MOXXHOCTb IPUBSI3KH HECKOJIBKUX JIMLEBBIX CYETOB K OJJHOM YUETHOH 3amucy;

- HampaBlIeHHE B aJpec rapaHTHPYIOLIETO MOCTaBIIMKa OOpalleHHd, B TOM YHUCIE NPETCH3UH, 3asBICHUM,
CIPaBOK, UHBIX JTOKYMEHTOB U HH(DOPMAIIH;

- HampaBlE€HUE KIWCHTY YBEIOMJICHHS OO0 OrpaHMYCHMH WJIM IPUOCTAHOBIEHHM IPENOCTABICHUS
KOMMYHaJIbHOH YCIYTH MO 3IIEKTPOCHAOKEHHUIO;

- BBIIPY3Ka 3JICKTPOHHON BEPCHUHM IUIATEKHOTO IOKYMEHTA;

- IIPEeJOCTaBJICHHE B CIIydasiX U CPOKH, KOTOpbIe MpexycMoTpeHsl IIpaBunamu mpenocraBieHUs 1OCTyIa K
MUHHMAIBHOMY Ha00py (YHKOMH HHTEUICKTYaJIbHBIX CHUCTEM Y4eTa O3JIEKTPHUUECKOW HHEpru (MOIIHOCTH),
yTBepKAeHHBIMU NIocTaHoBIeHHeM [IpaBurenscTBa Poccuiickoit deneparun ot 19 urons 2020 r. N 890 "O nopsake
MIPEJOCTABICHUS AOCTYNa K MUHUMAJIbHOMY HaOOpy (yHKUUII MHTEIUIEKTYalbHBIX CUCTEM y4eTa 3JIEKTPUUECKON
SHepruu (MOIIHOCTH)", YAaJCHHOro JocTyna K wuWH(pOpMAMd W MUHHMaIbHOMY Habopy QyHKIMI
HHTEIJIEKTYaJIbHON CHCTEMBI y4eTa TrapaHTHPYIOIIEro MOCTaBIIMKa ocpencTBOM ceTH "MHTepHeT" B OTHOIIEHUH
puOOPOB y4eTa AIIEKTPUIECKON SHEPTUH, MOMYIICHHBIX B 3KCIUTyatanuio nocie 1 sHBaps 2022 1. amsa uenei
KOMMEPUYECKOI0 y4eTa 3JIEKTPHUECKONW SHEPTruu (MOIIHOCTH) HAa PO3HUYHBIX PBIHKAX DJIEKTPUUYECKOW 3HEPrHU U
(wmm) A7t oKa3aHUA KOMMYHAJIBHBIX YCIIYT 110 3JEKTPOCHA0KEHUIO.

OcHoBHbIe PYyHKINH JJUYHOT0 KaOUHETA KJIMEHTA JJIsl HPUAUYECKHUX JIMIL:

- KPYIJI0CYTOUYHBIH peXUM pabOThI CepBHUCa, 32 HCKIIOUEHUEM TUIAHOBBIX TEXHUYECKUX PadoT;

- HalpaBJiCHWE 3asBKHM Ha 3aKJIOUEHHE, W3MEHECHHE, PaCTOPKCHUE JOTOBOPa SHEPrOCHAOKEHHS (KYyILIH-
MIPOAAXKH) HIEKTPUUECKOH SHEPTUH (MOLIHOCTH) U MOJIyYCHHE IPOEKTa JOrOBOPA, JOMOIHUTEIBHOIO COTJIAIICHHS,
WHBIX JOKYMEHTOB M aKTyaJbHOW WH(GOpMAalWH, CBS3aHHOW C 3aKIIOUYCHHEM, H3MEHEHHEM, HCIIOJIHEHHEM U
pacTOp)KEHUEM JIOTOBOPA;

- HampaBieHrne oOpamieHHii Ha 3aMmeHy (YCTaHOBKY, TOBEpPKY) MpuOOpa ydera WIH H3MEPUTEIEHOTO
TpaHcopMaTopa TOKa;

- iepeiaya Mmoka3anui mpuOOpoB ydera B popMaTe, MpeyCMOTPEHHOM JIMYHBIM KAOMHETOM KITMEHTA;

- MPOCMOTp JIeTalHu3aluyd HAYUCICHHH MO JOrOBOPY SHEProcHaOKeHWs (KYIUTH-MpoAaxu (ITOCTaBKH)
3JIEKTPUUIECKOI SHEpIrun (MOLIHOCTH);

- IPOCMOTP UCTOPUU HAYUCIIEHUN U BHECEHHBIX IJIATEKEM;

- IOJIy4Y€HHUE U BBITPY3Ka KOMUHN TUIATEKHBIX JOKYMEHTOB;

- HaIlpaBJieHWE KJIHMEHTY yBeIOMJICHHS 00 OrpaHMYeHHH peXuMa MOTpeOJCHHS HIIEKTPUYECKON 3HEpruu
(MoIIIHOCTH);

- HallpaBJICHUE B aJIpeC TapaHTHPYIOIIETO MOCTABIIMKA OOpAIlCHUH, B TOM YHUCIIE TPETCH3UH, 3asBICHHM,
CIPaBOK, HHBIX IOKYMEHTOB U HH()OPMALIH;

- NIPEIOCTAaBJIEHHE B CIIydasiX U CPOKH, KOTOpbIe mpenycMoTpeHs! [IpaBuinaMu npenocraBieHus 10cTyna K
MUHHMAJIBHOMY Ha0opy (YHKIHMI HHTEUIEKTYIBHBIX CHUCTEM YydYeTa O3JEKTPHUUECKOW HHEpruM (MOIIHOCTH),
YTBEPKIeHHBIMU ocTaHoBiieHneM [IpaButensctBa Poccutickoit @enepamum ot 19 urons 2020 r. N 890 "O mopsinke
MPENOCTAaBICHNS AOCTYNIa K MUHUMAJILHOMY Ha00py (YHKLUMI MHTEIUIEKTyalbHBIX CHCTEM y4YeTa JJIEKTPUYECKOU
SHepruu  (MONIHOCTH)", yAaJeHHOro JocTyna K wuWHGOpMAMd W MUHHMaJbHOMY Habopy QyHKImA
WHTEIJIEKTYaJ IbHONH CHCTEMBI ydeTa TapaHTHPYIONIEro MOCTaBIIMKa MocpeacTBOM ceTH "MHTepHeT" B oTHOIIEHHH
npuOOPOB yueTa 3IEKTPUUYECKON SHEPrHH, NOMYLIEHHBIX B SKCIUTyaTtanuio mnocie 1 suBapsa 2022 r. s unenen
KOMMEPUYECKOI'O yueTa 3JIeKTPUUECKONW SHepruu (MOIIHOCTH) Ha PO3HUYHBIX PBIHKAX 3JIEKTPUYECKOW SHEPrHU U
(mnm) 1Tt OKa3aHMs KOMMYHAIBHBIX YCIIYT 110 3JIEKTPOCHA0XKEHHIO.

5.2. OcHOBHBbIE TPEOOBAHMSA K CUCTeMe ABTOMH(OPMUPOBAHMS.

Cucrema aBTOMH(GOPMHUPOBAHUS KIHWCHTOB TMpeAHAa3HAUCHA IS JOBEISHUS THIIOBOM WH(MOpMAaIiu.
ABTOMH(pOPMHUPOBAHNE MOXKET MPOU3BOIUTELC Kak cpeau Beex kineHToB OIl, Tak u cpeiu OTASTBHBIX TPYIIIL.

ABTOMH(pOPMATOP PEKOMEHIYETCS HCIIOJIL30BaTh IS MPEIOCTABICHHUS JOTIOJHUTEIILHON WH(OPMAIUH IS
KJIMEHTOB TIPU:

- HaIllOMUHAHUHA O HEOOXOIMMOCTH TPOW3BECTH OIUIATy HAKOIMBIIEHCS 3aT0JDKEHHOCTH C aIpeCHBIM
COOOIIIEHUEM CYMMBI JIOJTA;

- HaITOMHUHAHUW O HEOOXOAMMOCTH TIepeIauy oKa3aHuil IPHOOPOB yIETa;
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- OTIOBENICHHH O TUTAHUPYEMOM OTpaHUICHUH (IIPU HEOOXOTUMOCTH);

- aBTOMATUYECKHUI OTBET C HOMEPOM OOpaIleH s, KOTOPBIA HANPABISACTCS KIMCHTY MOCIIE PETUCTPALUH €r0
oOparieHus;

- COOOIEeHUH/YBEeIOMIICHIH WH(OPMAITMOHHOTO XapaKTepa.

ABTOMH(MOPMUPOBAHHE KIHCHTOB MOKET MPOU3BOUTELCS IO CIACAYIOIIUM KaHaIaM:

- Ha HOMep Telie(poHa KITHEHTA: 3BOHOK MJIM PACChUIKA COOOIIeHuU# (SMS);

- pacchlIKa Ha AIEKTPOHHYIO nouty (nanee — E-mail);
yepe3 TUIHBIA KaOWHeT (YBEeJOMIICHHUS);
- B MoOmIbHOM TipritokeHun (PUsh — yBemomiieHus).

dopma .
P Kpurepuii TpedoBanus
B3auMo/ielicTBHA
ABTOOTBET
ABTOOTBET Ha
WHTEPaKTUBHbIE ABTOMaTHYecKast 00pa0OTKa U OTBET Ha OOpalleHHe He Oonee 2 4acoB
oOpareHusI

ABTONH(pOPMHUPOBAHHE

[IponomkutenbHOCTH HH)OPMUPOBAHUS 5 MUHYT

HpOMC)KYTOK MCKAY «IOJOXKUTECIbHBIM» 3BOHKOM U

7 KaJIeHIAapHBIX THEH
MOCJICAYFOIIHM

[To Tenedony

gyepes 5-30 MuHyT, He

TIpoMEXYTOK MEXKY «OTPULATEIBHBIMY 3BOHKOM
P y y pHlL 0oJtee 3 MOIBITOK.

HepI/IO):[I/I‘{HOCTB PACCBUIKH O «IIOJIOKUTCIILHOI'O»

E-mail 7 KaJleHIapHBIX JTHEH
pe3yiibTaTa
JnuHa cooOieHus 160 cumBOIIOB
[IepHoANYHOCTH PACCHUIKU 10 «IIOJ0KUTEIHHOIO» .

SMS pHOa p A 1 xaneHgapHbBIN JCHb
pe3yiibTaTa

(HO B OrpaHUYEHHOE BpeMs) (¢ 10.00 210 20.00)

5.3. OcHoBHBbIE TPEOOBAHMS K OPraHU3aALMU CAMOOOCTYKUBAHUS

Cucrema caM0OOCITy)KMBaHUSI BKJIIOYaeT B cebOs: 30HBI camooOchyxwuBanus B LIOK, TepmuHanb
camMo00CTyXUBaHUs 1 WHGOPMAIIMOHHBIE TEPMUHAIBI.

WudpopMallmoHHBIE TEPMHUHANBI M TEPMHHAIIBI CaMOOOCITY)KUBaHHS MOTYT OBITh pACIIOJIOKEHBI Ha
TeppuTOpuH LeHTpoB oOciyxuBanus OIl u (nnn) TeppuUTOpUH IPYruX OpraHU3alMH, MJIOMAAb Ul Pa3MEIleHHs
TEepMUHaJa JOJDKHA OBITh HE MEHEe 3 KB. M. Ha OJHY €MHHUIYY 000pYAOBaHHS.

[Ipu pacronoxeHHH TEPMHUHAIOB HA TEPPUTOPHH OQHCOB KOMIIAHHH JIOJDKHO OBITH 00ecTedeHo
nH(OPMUPOBaHHE KIMEHTOB PAOOTHWKOM KOMMAaHWW (3AMHHHCTPATOPOM) O BOSMOXHOCTSIX H MPEMMYIIECTBAX
OIJIaThl 4epe3 IUIATEKHbIE TepMuHaNbl. JloKHO OBITH OOecneueHO Haluyue MOSICHAIOIIMX MaTepHalioB MO
WCTIOJIB30BAaHUIO TEXHUUECKUX CPEJICTB Ha MHOOPMAIIMOHHOM CTEHJIE WIIH PSZIOM C TEPMHHAIOM

ObecrieueHO TpeaOCTaBICHWE KIWEHTY 4YeKa C JaHHBIMH 00 oOImilaTe YCIIyT, MO3BOJISIONIETO
UACHTUPHULIUPOBATD IIIATEX, OPOPMIIEHHOTO B COOTBETCTBHHU C TPEOOBAHUSIMHU JEHCTBYIOIIETO 3aKOHOJATEIbCTRA.
UYek BpIIaéTCs KIMEHTY TEPMUHAJIOM Ha Oymare (Ipy HAJIMYWU BO3MOXKHOCTH) MJIM HAIPABIISAETCS B AJIEKTPOHHOM
dhopmate Ha anpec IICKTPOHHOM TOUTHI, YKA3aHHBIN KITUECHTOM.

Hapymenne B paboTe TepMHUHAIOB M 30H CaMOOOCITYKMBaHHA HE MOXET COCTaBIsATH Oojee 60 MHUHYT
B pabouee BpeMsl.
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TpeOoBanusi K MTHPOPMANUOHHOMY B3aMMOIEHCTBUIO C KIMEHTAMU

HNudopmanmonHoe B3aNMOICHCTBHE C KIIMEHTAMH UMEET CIIeTyIole (POPMBIL:

- MaccoBoe HH(POPMAIIMOHHOE B3aNMO/IEHICTBHE;

- UHIUBHUyaJdbHOE HHPOPMAIIMOHHOE B3aMMOICHCTBHUE 110 3a1pocCy;

- IpeocTaBiicHre nHpopMmaru mo nauimaruse OI1.

MaccoBoe WH(MOPMAIMOHHOE B3aWMOJEHCTBHE 3aKifodyaeTcs B pasMemieHnu myonukammii 8 CMU o
nesitensHOCcTH Oll, HHDOPMUPOBAaHUH KIIMEHTOB IT0 BOTIPOCAM, CBA3aHHBIM C MIPOIECCOM IEKTPOCHAOKEHUS, Ty TEM
pa3MenicHus WHGOPMAIMM B IIEHTPaX OYHOrO OOCHyxuBaHHS win Ha oduiuansHoMm caite OIl, a Takke
pasMeneHnn nHQOPMAITMH O IPOBEISHUN Pa3HOOOpa3HBIX PR-kammaHuii, HampaBleHHBIX Ha WHGOPMHPOBAHUE
ITAPOKON OOIIECTBEHHOCTH (HACTOSAIINE W MOTCHITMAIBHBIC KIIUEHTHI, TAPTHEPH W PaOOTHUKOB) O ACATCIHHOCTH
OI1, BO3MOXHBIX KaHaJIaX CBS3U U T.J.

[To unutmatuee OI1 kIMEHTaM NPEOCTABISICTCS ABa TUIIA HH(POpPMALIUK:

- CIIpaBOYHAsI HH(POPMAITHST;

- HAIIOMUHAHUS — COOOIIeHNs/yBeAOMIICHH WH(POPMAITIOHHOTO XapaKTepa.

K cnpaBouHoit nHpOpMAaILIUK OTHOCSTCS:

- U3BIICYCHUSI W3 3aKOHOJATENFHBIX M WHBIX HOPMATHBHBIX MPAaBOBBIX AaKTOB, CONEPKAIIMX HOPMEL,
peryaupyromue aestenbHocTs Ol u npeacTaBIeHHBIX B HEM KOMITAHU;

Hacrosmmi CTaHaapT;
- TIEPEYHH IOKYMEHTOB, HEOOXOAMMBIX JJIsl BBIMIOJIHCHUS ICHCTBUH, BXOAIIMX B KOMIICTCHIIMIO pA0OOTHUKOB

OlIT,

- 00pa3iel 0POpMIICHUS TOKYMEHTOB U TPSOOBAaHUS K HUM;

- 0 MPOBOAMMBIX JJIs1 KITUCHTOB aKI[UIX;

- aapeca MHTEpHET-CAaliTOB M AIEKTPOHHOIN MOYTHI OPTaHOB, B KOTOPHIX IMOTPEOUTENSIM MPEACTABISIOTCS
JIOKYMEHTBI, HEOOXOIMMBIE ISl BHITTOJTHEHUS IEHCTBUI, BXOAAIHNX B KomreTeHImio OIT;

- aapeca [IOK u pexxum ux paboThI;

- TIOPSAZOK MOTyYeHHUS] KOHCYIIbTAIIH.

K HanmomuHaHUSAM/COOOIIIEHUSIM OTHOCUTCS HH()OPMHUPOBaHHE:

- 0 HaJIMYUH 3a/I0JDKEHHOCTH;

- 0 BBEJICHUH PEKHMMa OTPAHUYCHUS SHEPTOMOTPEOICHMS;

- 0 IPUOIIKEHUH CPOKA OIUIATHI MTPEIOCTABIICHHBIX yCIIYT;

- 00 u3MeHeHUH Tapu(OB WM NPABUJI MPEAOCTABICHUS YCIIYT;

Jlannaple TpeOOBaHHWS OTHOCATCS K TPOIECCY OOCIY)KMBaHWS KJIMEHTOB W PETJIAMEHTHPYIOT OCHOBHBIE
MIPOTIECCHI B3aMMOICHCTBUS C KIIMEHTaMHU.

1. lomotHUTEeIbHBIE TPEOGOBAHHS K MPOIeAYPe 3aKJIIYeHHUsI I0r0BOPA YHEProcHa0KeHH A (KYILIH-
NPoaAKH).

B ki1neHTCKOM 3aj1€

Brigaua kiveHTy ((PM3HMYECKOMY U FOPUIHYECKOMY
1.1. JIUITY) TIePEeYHs JOKYMEHTOB JIJIsl 3aKIIFOYESHUS JOroBOpa | 5 MUH
1 OJTaHK 3asBJICHUS TP OOpaIeHUN KIUSHTA.
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IIpoBepka MOTHOTHI M MPABUIBHOCTH JOKYMEHTOB Ha
3aKJIFOUEHUE JIOTOBOPA BO BpeMsi 00CTyKUBaHHUSI
KJIMCHTA.

Jnst puzmueckux muir;

1) ecnu pecTaBICH NOTHBIA KOMILIEKT JOKYMEHTOB,
COIJIACOBaHHBIX C CETEBOM OpraHu3alue, To
MIPOU3BOAUTCS:

a) BbIJIa4a IIPOEKTa JOTOBOpa HIIH

0) mpuémM JOKYMEHTOB, PETHCTPAIHS 3asiBIICHUS,
BbI/Iavya KOITMU TPUHATOTO 3asBIEHIS C HOMEPOM, JTaTOH
npuéma, @O paboTHuKA.

2) eciu TIpeICTaBICH HETIOTHBIM KOMITJICKT

8 muHyT Ha | MTUIIEBOI cueT

corjiaCoBaHuA pa3HOFJ'IaCPIﬁ " CONIPOBOAUTEIIBHOTO
nucbMma.

1.2 | TOKYMEHTOB, TO IPOU3BOAUTCS YBEIOMIICHUE KIIUEHTA O
win 1 TOUKY TOAKITIOYCHUS
MepevHe HEeJOCTAIOIINX TIOKYMEHTOB U CIIOCO0ax
HaTpaBJICHUS.
J7s ropyuindecKux JuLL;
1) ecnu pecTaBICH MOTHBIA KOMILIEKT JOKYMEHTOB,
TO MPOU3BOUTCS:
a) MpUEM JIOKYMEHTOB, PETUCTPAIlS 3asBJICHHUS, BbIaua
KOITUH MPHUHSITOTO 3asBJICHUS C HOMEPOM, IaTOH
npuéma, @O paboTHHKA.
2) ecnu TpeICTaBICH HETOTHBIA KOMILIEKT
JIOKYMEHTOB, TO MIPOU3BOIUTCS YBEJOMIICHUE KITUCHTA O
TIePEYHE HEJOCTAIOMIMX TIOKYMEHTOB U CIIOCO0ax
HaIpaBJICHMSI.
YBepomIleHHe KIIHEHTA O TIepedHe HEAOCTAIOIIHX
1.3. p A m B nens oOparnieHus
JIOKYMEHTOB.
14 YBepomiieHre KITHEHTa 00 OTKa3e B 3aKIIIOYSHUH B Teuenne 5 pabounx qHEN co ITHS
" | moroBopa ¢ yKazaHHEM MPUYIUH OTKa3a. oOpaineHus.
15 Iepenaua mpoekTa jororopa u3 03k-oduca B 3a1 He 6onee uem yepe3 10 paboumx aHEH C JaThl
" | KITMEHTCKOTO 0OCTYKHUBAHUSI. MOJIAYH 3asIBICHUS
He 6onee 10 paGouux JHEH ¢ 1aThl 01a4YH
sasBieHus (s OJI — xxumsle 00bEeKTHI); He
1.6. | Brigaua KJIIMEHTY COTJIACOBAHHOTO MPOEKTA JJOTOBOPA. Oosiee 30 KaNeHAAPHBIX JHEH ¢ AaThI MOJAAYH
sasBienus (s KOJI u @JI — Hexwubie
nomenieHus (00BEKTHI))
OTtnpaBKa KJIUEHTY (3aKa3HbIM ITOYTOBBIM
17 OTTpaBIIeHHEM JTUO0 HAPOIHO) IPOTOKOJIA B teuenue 10 pabounx gHEH co qHSA

MOJIy4YCHUA IMPOTOKOJIA pa3HOFJIaCI/Iﬁ

ITo Tesedony

1.8.

VYBenomiieHre paOOTHUKOM — UCTIOJHUTEIEM KIIMEHTA O
X0JI€ 3aKJTIOYCHIS TOTOBOPA 110 TTOCTYITUBIIIEMY
3asIBJICHHIO.

B Teuenune 5 pabounx JqHEH ¢ 1aThI OIAYH
3asBJICHHUS:

- 0 TIepeYHe HEAOCTAIOMNX TOKYMEHTOB;

- 00 0TKa3e B 3aKJIIOYCHUH JIOTOBOPA C
yYKa3aHUEM IPUYMH OTKa3a
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1.9.

Coobmienne 1o TenedoHy 0 CTaJuy MOJATOTOBKH
HPOEKTA JOTOBOpA.

ITo 3anpocy kineHTa

ITo cetu UHTEpHET

1.10.

'YBEJOMIICHHE pa60THI/IKOM, HCIIOJIHUTCIIEM O XO0A€
3aKJIIOYCHHUA OOTOBOPA KIIMECHTA 110 MMOCTYIIUBIIEMY
3asBJICHUIO.

B Teuenue 3 pabouux qHEH ¢ AaThI TOIAYH
3asBKH:

- 0 TIEpEYHE HEJJOCTAOIIUX JIOKYMEHTOB;

- 00 OTKa3e B 3aKJIFOYCHUH JIOTOBOPA C
YKa3aHUEM IPUYHH 0TKa3a;

B teuenue 10 pabounx gHEH ¢ maTh TOogAYH
3asIBKU

- 0 TOTOBHOCTH JIOKYMCHTOB K TIOJIITUCAHHIO
1 0 HEOOXOAMMOCTH LTS 3aKITFOUCHHUS
JIOTOBOPA;

- 0 BO3BMO>XHOCTHU MMOJTYUUTHh JOKYMCHTHI,
MOJITUCAHHBIC OT JIMIIA KOMIIAHUH, B orce
KOMITAHUH WJIH UHBIM CIIOCOOO0M,
IOATBEPKAAIOIIUM ATy OTIPaBKHU.

2. lonoJHUTEIbHbIEe TPeOOBAHUS K NMPOLEAYPaM ompeaeeHUusi 00EMOB JIeKTPUYECKOil IHEPTUH
(MomHOCTH). DOPMUPOBAHHE PACYETHBIX 00513aTE/ILCTB, IPUEMY MOKA3AHMA.

2.1.

[Tpuém 1 epBUYHBIN aHATTN3 TIOKa3aHUH MPHOOPOB
yuéTa JIMYHO OT (PU3NUCCKUX U FOPUIUUCCKUX JIUI] BO
BpeMs 00CITy>KUBaHHS KIMEHTA:

a) BHECEHHUE MMOKa3aHUi B 0a3y MaHHBIX, PUKCAIHS JaThl
npuema u GO paboTHuUKa,;

0) pa3wsicHeHHE, IOYEeMy TOKa3aHusl TPUOOPOB yueTa He
MPUHUMAIOTCS B pacyer.

8 MuHyT

2.2.

Buecenue B 0a3y TaHHBIX OKa3aHMI MPUOOPOB yu&Ta,
MPEOCTAaBICHHBIX KIIMEHTOM TI0 Tenedony, SMS (npu
HAJIMYMH BO3MOXKHOCTH), YepEe3 CalT, INYHBIA KaOHMHET
1 MOOHMITbHOE TpHiIokeHne. PuKcarys 1aTel mpuéMa u
KaHaJjia MOCTYIICHUS TOKa3aHUM.

He 6onee 1 pabodero gust

2.3.

PazbsicHeHHE KITUEHTY, TIOYeMY TIOKa3aHus IPHOOPOB
y4€Ta HEe IPUHUMAKOTCS B PACUET.

Cpasy npu 1nosy4eHuu

24.

OTcyTcTBHE OIIMOOK NPU BHECEHUH PaOOTHUKOM B 6azy
JAHHBIX TTOKa3aHUH TPUOOPOB yUETa, MOTYYSHHBIX OT
(U3NUECKUX U IOPUINIECKUX JINLL.

Bcerna

3. JlonoaHUTEbHbIe TPEOOBAHUS K NPUEMY IIATEKeN.

3adncieHne CpeICTB, MOCTYMAOUINX IPY OTIJIaTe Yepes

¥ JAYHBIN KaOWHET.

3.1.  |caiiT KOMIaHUH, MOOMIIEHOE TIPUIIOKEHNE U JTMYHBIA B Teuenue 1 kaneHgapHOTO JHS
KaOWHET.
CooO011eHne KIUEHTY O MOATBEPKACHUH OIUIaThl IPU
o B Teuenne 5 MUHYT C MOMEHTa COBEPILICHUS
3.2.  |omuaTe yepe3 calT KOMITAHUH, MOOHIBLHOE MTPUIIOKEHHUE

onepanuu

4. IlepeodopMiaeHne JUIEBOTO CYETA B CBSI3H CO CMEHOM COOCTBEHHHMKA (MpUoOpeTeHHe B COOCTBEHHOCTD,
JapeHue, cMeHa (PaMUJINHU U T.J.)
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OO6paliieHre KJIMEHTa B 0QUC OYHOTO O0CTYKMBAHHS Ha
npeaMeT nepeodopMIICHUS JTUIICBOTO CYETa C

4.1. B teuenue 12 MuHyT
MPEJOCTaBICHUEM BCEX HEOOXOTUMBIX JOKYMEHTOB IS
BHECCHUSI HEOOXOMMBIX H3MCHEHHUH.
O0parieHne KIMEHTa Yepe3 JTUIHBINH KaOWHET,
MOOWIIEHOE TIPUITOKEHHE, CAUT WITH STICKTPOHHYIO
4o ~ |MOYTY HAMpeaMeT nepeodopMIICHHs JTULIEBOTO CU&Ta

C IpCO0CTABJICHUEM 3JICKTPOHHBIX KOITMI BCeX

HEOOXOUMBIX TOKYMEHTOB I TIEPEPETUCTPALINU
JIUIIEBOI'O CUETA.

B teuenue 3 pabounx nHel

5. 3aki04ueHHe COTrJIalIeHNUsI 0 PaccpoYKe IIaTeKa

O6parienne KIMeHTa B 0o(hrc 09HOTO O0CTYKHUBaHHS Ha
MpeIMET 3aKITIOUSHHUS COTTIAICHUS O PACCPOUKE
rmarexa (CTaHIapTHOM, 0€3 YMEHBIICHUS

5.1. .
MEPBOHAYAJILHOTO B3HOCA U HAa CTAHAAPTHBIN
MIPOMEKYTOK BPEMEHH) C MPEAOCTABICHUEM B redenne 30 MUHYT (peLICHIE IPUHAMACT
HCO6XO,HI/IM])IX JIOKYMEHTOB. PYKOBOOUTEIIb OTBETCTBEHHOI'O
nosipa3aeIeHus)
IPaccMoTpeHre Ipea0CTaBICHHBIX KIMEHTOM
59 JIOKYMEHTOB U TIPEJ0CTaBIE€HUE COTJIAIICHUS
o 0 paccpoyKe MOCJIE OIUIAThI KJIMEHTOM COTJIACOBAaHHOM
YacTH 3a10JDKEHHOCTH.
N B Teuenue pabouero nHs (peuienne
IPaccMoTpeHe BOBMOKHOCTH U3MEHEHUS! YCIOBUI
5.3. MIPUHUMAET PYKOBOJHUTEIh OTBETCTBEHHOTO
3aKJIIOYEHUS PACCPOUKH ILIATEKA.
MoApa3IeTICHuUs)

6. OpraHu3amnusi padoThl ¢ KJIMEHTOM B CJIy4ae HEHCIOJHEHUS MJIM HEHA/IJIEXKAIEr0 HCIOTHEHUST HM
00513aTeJILCTB O I0rOBOPY YHEProcHAGKEHUS

6.1.

. B Teyenue 2 kaneHAapHBIX JHEH, mocie
BozoOHOBNIEHNE TTO1a4H KOMMYHAJIBHOH yCIyTH 1O .
MOTaIIeHNs] BO3HUKIIEH 33J0OJKEHHOCTH,
3NEKTPOCHAOKEHHUIO KIIMEHTaM, MPOKUBAIOLINM B
MIEHU ¥ KOMIIEHCALIMH 3aTpaT Ha IPOBEJCHNE
MHOTOKBapTHPHBIX JOMax H YaCTHOM CEKTODE.

paboT MO OTKIIFOYCHUIO/TIOAKITIOUECHUIO

7. CuuTbiBaHUE MOKA3aHUIi ¢ TPUOOPOB yuéTa

7.1.

[TpoBepsITH COCTOSIHNE YCTAHOBJICHHBIX M BBEJICHHBIX B
AKCIUTyaTalHI0 WHINBUIYaTbHBIX, 00X
(KBapTHPHBIX ), KOMHATHBIX MPUOOPOB yU€Ta, (PaKT UX
HAJINYUS WU OTCYTCTBHSL.
[TpoBepsTH TOCTOBEPHOCTH MPEICTABICHHBIX KINEHTOM .

. B cooTBeTCTBHHM C NEHCTBYIOIIMMU
CBEIEHHI O MOKAa3aHUIX UHINBHYaTbHBIX, OOIINX

.. 3aKOHOJIaTeNLHEIMU akTamMu PO,

(KBapTUPHBIX), KOMHATHBIX TPUOOPOB YUETa ITyTEM
CBEPKH UX C MMOKa3aHUSIMH COOTBETCTBYIONIETO prudopa
y4éTa Ha MOMEHT MPOBEPKH (B CIydasx, KOTJa CHSITHE

MMOKa3aHUH TaKuX MPUOOPOB yUETA OCYIIECTBISIOT
KIIUEHTBHI).

8. [Ipuém nokazanuii npudopoB yuéra

UTro0BIMH YIOOHBIMH JIJIS1 KIIMEHTA CIIOCO0aMH. [Iprem noka3aHUW MPOU3ZBOJIUTCS
8.1.  |[lompobnas unpopmanus Ha OQUIIMATIBHOM caiiTe €XKEMECAYHO B YTBEP)K/ICHHbBIE
KOMITaHUH.

3aKOHOAATCIbCTBOM AATHhI.

9. HHpopMHupOBaHHUe KIHEHTA 0 32/10JKEHHOCTH IO OIJIaTe YJIEKTPHYecKoil IJHepruu, 00 n3MeHeHUsAX
Tapu(oB, a TaK:Ke NMpeJ0oCcTaBJIeHNe NHOH HH(pOpMAIUH
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MubopMHUpOBaHNE MOXKET TPOU3BOAUTHCS:
- IIOCPEICTBOM BJIEKTPOHHOM MOYTHI;

- mocpeacTBoM SMS; HNudopmupoBanue nocpeactsom SMS u
- TIOCPEJICTBOM TeIe(hOHHOMH CBS3H; TeneOHHON CBS3M MPOU3BOANUTCS
9.1. | B m1aTé&XHOM JOKyMEHTE. exenHeBHo ¢ 10.00 o 20.00 o mecTHOMY
WudopmupoBanme 06 n3MEHEHUSIX Tapu(OB BpEMEHH, KpoMe Mpa3IHUYHbIX AHel. [1o
MIPOM3BOANTCS Yepe3 pa3MelicHrue HHPOopMaIiy Ha (hakTy mosiBIeHU HHGOPMAITIH

opHUITHATHFHOM CaliTe KOMIITAHUU ¥ Ha 00OPOTHOM
CTOPOHE TUIATEKHOTO IOKYMEHTA.

10. MIpenocraBieHNe CHPABKHU 00 OTCYTCTBHH 32/I0JI’KEHHOCTH

IIpuém 3asiBKM Ha IpeIOCTaBICHUE CIIPABKU IMyTEM
10.1. | obpawmenus B opuc ouHoro oocmyxusanus. Omiata He 6onee 28 munyT
KIIMEHTOM 33/I0JDKCHHOCTH. BbInada cripaBki.

11. UndopmMupoBanne KJIMEHTA 0 BONPOCAM OTCYTCTBHSA YJIeKTPHYECKOi IHeprun

111 ITocpencTBoM: B cootBercTBuE ¢ pexxumom padotsr EKL]
e MoOunsHOE IPUIIOKEHUE. Y UHTEPaKTUBHBIX CEPBHCOB.
[TucbMeHHOE HalpaBiIeHUE OTBETOB HA MIPETEH3UH U .
11.2. P p He 6onee 10 pabounx mgHEl.

J)KaJ100bl

B cootBercTBHY C yTBEPKAEHHBIM rpauKoM

11.3. €HTPEI OYHOTO OOCITYKUBAHUS
Hentp Y paboThI ohrcoB

HOpMaTI/IBHBIe CCBIJIKH:
B Cranmapre yuTeHbl TpeOOBaHUS CIIEAYIOIIMX HOPMATUBHO-TIPABOBBIX AKTOB M HCIIOJIb30BAaHBI
HOPMAaTUBHBIE CCHUIKM Ha CJIEAYIOIUE JOKYMEHTHI:
1. I'paxxmanckuit kogekc Poccuiickoit dexeparum.

2. Kunuuneiid kogeke Poccuiickoit denepanuu.

3. denepanbublii 3akoH Poccuiickoii @enepaunu ot 26 mapta 2003 1. Ne35-D3 «O0 31€KTPOIHEPreTUKED.

4. ®denepanbHbiii 3akoH Poccuiickoit denepanuu ot 2 mas 2006 r. Ne 59-®3 «O nopsiike paccMOTpeHUs
oOpamennii rpaxnan Poccutickoit deneparum.

5. ®enepanbublii 3akoH Poccuiickoii ®enepannu ot 27 pekadps 2002 r. Ne 184-D3 «O TexHUUECKOM
peryIupOBaHUNY;

6. denepanpubrii 3akoH Poccuiickoii @enepartun ot 27 utomnst 2006 r. Ne 152-D3 «O repcoHaNBHBIX TaHHBIXY.

7. Ilocranosnenue IIpasurenscta Poccuiickoit @enepannu ot 27 aexabps 2004 r. Ne861 «O06 yTBepxieHun
[IpaBun HEAUCKPUMUHALIMOHHOTO IOCTYTIA K YCIIyraM o Iepeiayue AIeKTPUUECKON SHEPTUU U OKA3aHUA 3TUX YCIIYT,
[IpaBun HETUCKPUMHHAIIMOHHOTO JIOCTyNIa K YyCIyraM II0 OINEPaTHBHO-TUCIETICPCKOMY VIIPABICHHUIO B
AJIIEKTPOIHEPTETUKE M OKA3aHUS ITUX YCIYT, [[paBmil HEAMCKPUMHUHAITMOHHOTO JOCTYIA K YCIIyraM KOMMEPIECKOTO
omeparopa OINTOBOTO pBIHKA U OKa3aHus »TUX Yyciayr U [IpaBuil TEXHOJOTMYECKOTO MPUCOEIUHECHUS
SHEPrONPUHUMAIONIUX YCTPOHCTB MOTpeOUTENIeH JJIEKTPUYECKOH JSHEPru, OOBEKTOB 10 IPOU3BOACTBY
ANIEKTPUIECKON SHEPTHH, a TAKKE 00BEKTOB JIEKTPOCETEBOTO X031 CTBA, MPUHAIIICKAIIUX CETEBEIM OPTaHU3aIUAM
Y UHBIM JIULAM, K SJIEKTPUUECKUM CETAM).

8. Tlocranoenenune IlpaButensctBa Poccuiickoit ®emepanmu or 4 mas 2012 1. Ne 442 «O
(G YHKIIMOHUPOBAHWM PO3HUYHBIX PBHIHKOB JJICKTPHYECKOM JHEPTUU, IMOTHOM W (WIM) YaCTHYHOM
OTPAaHWYCHUU PEXUMa TIOTPEOJICHHS DJIECKTPUIECKON sHEeprum» (BMecTe ¢ «OCHOBHBIMHU TOJIOKECHUSIMU
(G YHKIIMOHUPOBAHUS DPO3HUYHBIX PBIHKOB JJIEKTPUYECKON sHeprum», «llpaBumamu momHOTO M (WMIIH)
YaCTUYHOTO OTPAHMYCHHUS PEKUMA TOTPEOICHUS HICKTPUICCKON SHEPTUNY).

9. TTocranosnenue IIpaButenbcrBa Poccuiickoit deneparu ot 6 Mast 2011r. Ne 354, «O npenocTaBieHUn
KOMMYHAJIBHBIX YCIYT COOCTBEHHHWKAM W TIOJIb30BATENIIM IMOMEIICHUH B MHOTOKBAPTHUPHBIX JIOMax M
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KUIBIX JIOMOB» (BMecte ¢ "[lpaBuimamMu mpenocTaBieHUs KOMMYHAIBHBIX YCIyT COOCTBEHHHKAM U
MOJIH30BATEIISIM MTOMEIICHUI B MHOTOKBAPTHPHBIX JIOMaxX M JKUJIBIX JJOMOB").
10. ITocranomnenue IlpaButenbcrBa Poccuiickoit ®emepamuu ot 01 HostOps 2012 r. Nelll9 «O0

YTBEpXKACHUN TPeOOBaHWI K 3alUTE IMEPCOHANBHBIX MAaHHBIX MPU WX 00paboTKe B MHPOPMAIMOHHBIX CHCTEMaXxX
MEPCOHATBHBIX TAHHBIXY,

11. TOCT 32144-2013 MexXrocymapCTBeHHBIN CcTaHmapT «DnexTpudeckas dHeprus. COBMECTHMOCTb
TeXHUYECKUX CPEIACTB JJICKTpOMAarHWUTHas. HOpMBI KauecTBa JJIGKTPUYECKOH HSHEPrUM B  CHCTEMax
AJIEKTPOCHAOKEHHUST OOINero Ha3HAvYeHWs», BBeleH B netictBue IloctanosienneM I'occrammapra Poccuiickoit
Oenepannu ¢ 1 saBaps 2014 r.

12.TOCT P UCO 9000-2015 «Cuctembl MeHeKMEHTa KauecTBa. OCHOBHBIC TIOJIOKEHUS U CIIOBAPHY, BBEICH
B neiicreue 01.11.2015

13. TOCT P 50646-2012 «Y cnyru nacenenuto. TepMuHsl 1 onipeeeHus», BBejier 1 suaps 2014 r.

31


https://www.google.com/search?q=%D0%93%D0%9E%D0%A1%D0%A2+%D0%A0+%D0%98%D0%A1%D0%9E+9000-2015&rlz=1C1GCEA_enRU1100RU1103&oq=%D0%BA%D0%B0%D0%BA%D0%BE%D0%B9+%D0%B3%D0%BE%D1%81%D1%82+%D0%B4%D0%B5%D0%B9%D1%81%D1%82%D0%B2%D1%83%D0%B5%D1%82+%D0%B2%D0%BC%D0%B5%D1%81%D1%82%D0%BE+.+%D0%93%D0%9E%D0%A1%D0%A2+%D0%A0+%D0%98%D0%A1%D0%9E+9000-2008+%C2%AB%D0%A1%D0%B8%D1%81%D1%82%D0%B5%D0%BC%D1%8B+%D0%BC%D0%B5%D0%BD%D0%B5%D0%B4%D0%B6%D0%BC%D0%B5%D0%BD%D1%82%D0%B0+%D0%BA%D0%B0%D1%87%D0%B5%D1%81%D1%82%D0%B2%D0%B0.+%D0%9E%D1%81%D0%BD%D0%BE%D0%B2%D0%BD%D1%8B%D0%B5+%D0%BF%D0%BE%D0%BB%D0%BE%D0%B6%D0%B5%D0%BD%D0%B8%D1%8F+%D0%B8+%D1%81%D0%BB%D0%BE%D0%B2%D0%B0%D1%80%D1%8C%C2%BB%2C+%D0%B2%D0%B2%D0%B5%D0%B4%D0%B5%D0%BD+10+%D1%81%D0%B5%D0%BD%D1%82%D1%8F%D0%B1%D1%80%D1%8F+2009+%D0%B3&gs_lcrp=EgZjaHJvbWUyBggAEEUYOTIHCAEQIRigAdIBCjE0ODEyajBqMTWoAgiwAgHxBbiPsQOcB4uk&sourceid=chrome&ie=UTF-8&mstk=AUtExfBO3W2OOLXBn_vaeYsK_kleYVyLUWXKeUix5bgrFGJNqxCW5s_1bWk2YP76znuiqrWrJZGIXxG3OvXGoEqsqp4oUhEtPJRzsM0iYjFf_bG_6J7XW2OY60qGhyRKIX-kHYE&csui=3&ved=2ahUKEwiYrITq2K2SAxUVEhAIHUQFPCsQgK4QegQIARAB

