(,‘\);
SDHEPITOCBDbBIT
JOHELK

CTAHIAPT KAYECTBA
OBCIIYKUBAHUSA KIIMEHTOB

Ol «QHEPT'OCBLIT JOHELK>»

2026



( J SHEPTOCBbLIT
C @ NOHELK

OraBiieHne
RO LT Ty (oT 5 [0} =T 1 3
1.1. TEPMUHDI, ONMPEOENEHUST Y COKPALLIEHMSE ... ceeviiieeeeiii e e e e et e e e e et e e e e et e e e e e e e e e e aaa e e e eeaaans 3
2 L= R P= = L T 5
2. O6Lwme TpeboBaHMs K OpraHn3aunmn KITMEHTCKOTO OBCIYKMBAHUS .........ccvvvvnieeeeeeeeeeriiiineeeeaeesennnns 5
2.1. MpuHUNNBI B3AUMOLENCTBUA C KITUEHTAMM ...ceuvuieeeeiiieeeeeiieeeeestiseeeessnnseesessnnseseessnnseseesnnns 5
2.2. OpraHn3aunNoHHO-HOPMATUBHOE OBECTIEUEHME ......uuvuvrrrrriiiinenrinnennisnnnnnnsnnnsnnnnnnnsnnnnsnnsnnnnes 6
2.3. MpuHUMNbI 4EeNoBOro aTukeTa NPy OBCITYXKMBAHMUM KITUEHTOB. ....uvverrrererrernennnnnnnnsnnnnnnnnnnnnes 7
2.4. MpuHUMNBI YPETYNUPOBAHNA KOHIITIMKTOB ...evvvvieeeerriieeeeetinseesessanseseessnnsessessnnsessessnnsessesnnns 9
3. VIHPaCTPYKTYPa OUHOTO OOCITYIKMBAHMS ... ..uuuvueeererernnsnnsssssssnsssssssssssssssssssssssssssssssssssnnssnsssnsnsnnnnns 10
3.1. ®YHKLUMM LLEHTPOB OOCITYXNBAHMSA KITUEHTOB ...ttt 10
3.2. TpeboBaHus K 3gaHnto, rae pacnonaraeTcs LeHTP 06CNY>XMBAHUS KITUEHTOB ................ 11
3.3. TpeboBaHus kK NOMELLEHUNIO, FAe pacrnonaraeTcst LEHTP 06CNyXMBAHNA KIMEHTOB......... 11
3.4. MNpMeHeHne nNpuHUMna 30HMPOBAHUA B LIeHTpax 0B6CNyXMBaHUS KINEHTOB .................. 12
3.5. OpraHn3aLMS MPUEMA KITUEHTOB ......ceevvruruiieeeeeeeeeeatetaaseeaeseeeeassasaaeeaeeeesesssnnaaeeaeeseesnnes 14
3.6. OcobeHHOCTM 06LLEHNS C NOABbMU C OFPAHNYEHHBIMU BO3MOXHOCTAMM ...cvvvveneeeeeeeeenns 15
3.7. TpeboBaHus K ornepaTopam OYHOTO OOCITYUBAHUST .......cceeeeeeeeriinieeeeeeeeeeennnnnnaseeeeeeeennens 16
3.8. BHelwwHW B1g paboTHMKa NpyY OYHOM OBCNYXMBAHUWN KITMEHTOB (OPECC-KOL) . ..eeeeeeennns 17
3.9. TpeboBaHMs K COOEPXKAHMIO PABOUETO MECTA .....eevvriiiiieeeeeeeeeiiiiieeeeeeeeeeeeetaaaeeeeeeeeennnnns 18
4. NHdpacTpyKTypa 3a04HOTO OBCITYKUBAHMS KITUEHTOB ...eevvviiueeeeeeeeeeeeiniaseeeeeeessnnnnnaasaeaneeennnnnnnnns 18
4.1. OpraHusauma MHPPaCTPYKTYpbl NPU 3a04HOM U UHTEPAKTUBHOM OBCY>XMBaHUU
0TS ] = PP 18
4.2. lMopsaok 3a04HOro 06CnyXmMBaHUS KINMEHTOB NOCPEACTBOM TeneOHHON CBSA3M,
coumanbHbiX ceTer U MeCCEHIKEPOB (EKLL) ......coooiiiii e 19
4.3. TpeboBaHMA k onepaTtopam 3a04HOTO OOCITYXKUBAHUS ..........ccvvvuuiieeeeeeeeeeiiiiiieeeeeeeeeeennnns 20
4.4. [Mopsaok 3a04HOro 06CcnyxmMBaHNS KNMEHTOB NOCPEACTBOM MOYTOBOW NEPENUCKA K
nHTepakTuBHbIX cepBncoB Or, a Takke cepBUCA TTOC. ........ccciiiiiiiiieeec e 21
4.5. MNMopsaok 3a04HOro ob6CcnyxmMBaHns KINMEHTOB NOCPEACTBOM KHUIMM OT3bIBOB U
T T=T T o C= o P 22
5. OpraHunzaumm MHPPaCTPYKTYpPbl NHTEPAKTUBHOTO OBCNYKMUBAHUS KITUEHTOB. .. ..vvvverereeeenennnnnnnnnnns 23
5.1. OcHoBHble TpeboBaHMA K PyHKUMOHaNy cepsuca «JIMYHbI KabUHEeT» U MOBUIBHOMY
(R] 07T L0 T =T T Lo T PP 23
5.2. OcHoBHble TpeboBaHMSA K CUCTEME aBTOUH(OPMUPOBAHMIS. ....uvvvvrrrrrnnnnnnnnnnnnnnnnnnnnnnnnnnnns 24
5.3. OcHoBHble TpeboBaHMS K OpraHn3aunn CaMOOBCITYIKUBAHUS.......uuueeeeeeeeeeieenineeeeeeeeennens 25
6. TpeboBaHWs K HPHPOPMALNOHHOMY B3aUMOLAENCTBUIO C KITMEHTAMM ......uvvveeeernnniniinnnnnnnnnnnnnnnnnnnnes 25



( 7 3HEPTOCHBbLIT
( @ NOHELK

1. O01mMe MoJI0KeHUA

Hacrosmuit  Cranpgapt ycTaHaBiuBaeT 0a3oBble TpeOOBaHHMA K B3aUMOJACHCTBHIO 000COOJIEHHOTO
roapazaeneHus « HeprocosiT JoHerk» (namee - CtaHgapt) ¢ MOTpeOUTEIEM DICKTPHISCKON SHEPTHH, HMEIOIITIM
HaMEpEHHE 3aKJIIOYHTh JOTOBOP JHEProcCHAOKEHMs (KYIUTHU-MIPOAAaXH (IIOCTABKM) DIEKTPUYECKOW SHEPTHH
(MOIIHOCTH), TP OCYIIECTBICHUN YHEProcHa0KeHus (MOCTABKH IEKTPHUYECKON SHEPTUX (MOITHOCTH) M OKa3aHU!
KOMMYHAIIFHBIX YCIIYT TI0 3JIEKTPOCHA0XEHHIO B 000CO0ICHHOM To/Ipa3ieieHnn « JHeprocOrT JJonenk» (mamee —
OII) B mpenenax COOTBETCTBYIOLIECH 30HbI JESTEIbHOCTH, BKIIFOUAs IIPaBIiIa U XapaKTEPUCTHKH OYHOTO U 3a049HOTO
0OCITy’)KUBaHUS, pearupoBaHHe Ha OOpallleHHs KIMEHTOB, OOeclieueHHe OOpaTHOW CBSI3M M OLEHKY CTENEeHU
YAOBJIETBOPEHHOCTH KauyeCTBOM OOCITY>KUBaHHUS:

- Cranzmapt BCTynaer B cuily nocie yreepxxaenus Jupexropom OIL

- Cranzpapt npumensieTcst Bcemu pabotHukamu OIT.

- CranmapT pacmpocTpaHsieTcsi Ha B3aMMOOTHOIIEHHS C KIHMCHTAaMH — (U3MYECKUMH U IOPUIUYECKUMH
JUIIaMU, a TaKKe MHAUBUIyalbHbIMU npennpuauMatensivMu (MII), mpocTsiMu TOBapuIiecTBaMH, BIAJCIOIIMMHI Ha
IIpaBe COOCTBEHHOCTH MJIM MHOM 3aKOHHOM OCHOBaHHMH{ SHEPTrONPUHUMAIOIUMH YCTPOHCTBAMH, 3aKIIOYUBIINMH B
YCTaHOBJICHHOM TOPSIIKE JOTOBOP dHEProcHa0KeHHs! (KyIUIH-TIPOAAXKH DIICKTPUIECKOH SYHEPTUHU (MOITHOCTH)) WIIH
MMEIONINM HaMEpeHHE 3aKII0YHUTh JOTOBOP JHEProcHaOKeHWs (KYIUTH-TIPOAaxH (IIOCTaBKH) SJIEKTPHUECKON
9HEepruu (MOILIHOCTH), @ TAKXKE UHBIX YCIYT KOHTPareHTOB B PaMKax JOIOBOPOB OMJITMHTIA.

B nemsx wucnonHenus: Tpeboanuii Hacrtosmero CraHpgapra, JeMCTBUS PaOOTHUKOB pErjaMeHTHPYIOTCS
JIEHCTBYIONTUMU OPTaHU3AIMOHHO-PACTIOPSAUTEIbHBIMU JokyMeHTamu Ol

CraHmapT TOBOIUTCS 10 CBEICHUS 3aMHTEPECOBAHHBIX JIHII ITyTeM ITyOIuKauy Ha odurmaasHoM caiite Ol1
https://donetsk.e-sbt.ru.

1.1. Tepmunbl, onpeaeieHUss U COKPALLICHUSA

[IpumenurensHo K HacToseMy CTaHAApTy UCHONB3YIOTCS CIEAYIOIINE TEPMUHBI M OTPEIEIICHUSL:

AJIMUHHMCTPATOP —paOOTHHUK, OTBETCTBEHHBIH 3a MEPBUYHBIA MPUEM KIUEHTOB B IIEHTPaX OOCTYKHBaHUS
kiueHToB. O0SA3aHHOCTH aIMUHUACTPATOPa BBOAUTCS MIPH HAIMYAN OKOH 0OCTYKMBaHUs KIMEHTOB Ooiiee 5 (TATH).
OYHKIUAMHA aJMUHHCTPATOpa MOXKET OBITh HaJENeH I000W paOOTHUK LEHTpa OOCITYXUBAaHUS KIMEHTOB IO
PacropsLKEHUI0 PyKOBOJIUTEIIS.

ba3a 3uaHmii - 2JIEKTPOHHAs 0a3a JaHHBIX, COJIEpIKAIIAasi TUTIOBBIE OTBETHI Ha BOMPOCHI, KOHTAKTHBIC
nannsle OIl, cBemenus o tapudax, HOpMaTHUBaX, HOPMATHUBHO-TIPABOBBIE M 3aKOHOJATENbHbIE aKThHI, a
TaKke MHYI WHOOpMAIUI0, HEOOXOIUMYIO JUIsl TPEIOCTaBICHUS KOHCYJIbTAIlMN KIMEHTAM KakK MpH
OYHOM, TaK U TPU 3a09YHOM OOCITYKHUBAHUH.

Bak-opuc — monpaznenenuss OIl, Ha KOTOpbIE BO3JOXKEHBI 3a7a4yd, HEMOCPEICTBEHHO HE CBA3AHHBIE C
JIMYHBIM 00CTY’KMBaHHUEM KJIMEHTOB, BKJIIOYAIOLIUE B CEOSI:

- paccMoTpeHue u 00paboTKy oOpalieH!i KIMEHTOB, ITOCTYIAIONINX Yepe3 GpoHT-0huC, 0dhopMIIeHNE
JIOTOBOPOB DHEPrOCHAOKEHUS M PUIIOKEHUH K HUM;

- OpraHu3alys HCIOTHEHUS 3asIBOK;

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

- pa3paboTKa, BHEJIpEHHUE, a TAKXKE y4acTHE B MEPOTIPHUSITUSIX, HAITPABIICHHBIX HA TOTalIeHUE JeOUTOPCKOM
33JI0JKEHHOCTH U JIp.

BupryanbHblii codbeceHUK (4aT-00T) - pa3HOBUIHOCTH MPOrPAMMHOr0 po0OTa AJIsi MUCBMEHHOTO U (MJTN)
TOJIOCOBOTO OOIIECHUS C KIIMEHTAMH.

I'apanTupyommii MOCTABIIMK JIeKTPUYECKO IHEPruM — OpraHu3alus, oOsi3aHHAas B COOTBETCTBHU C
JNENCTBYIONINM 3aKOHOJATENIbCTBOM WM TMPHUHATBIMUA O0S3aTENbCTBAMHU 3aKIIOUUTH JIOTOBOP KYIUIH-TIPOJAKU
AJIEKTPUIECKON IHEPTUH WU TOTOBOP dYHEPTOCHAOKEHUS C IIOOBIM 00pAaTUBITUMCS K HEMY KITHEHTOM B OTHOIIICHUH
SHEPrONPUHUMAIOIINX YCTPOMCTB, pAacHONOKEHHBIX B TPAaHUIAX 30HBI JEATEIBHOCTH TapaHTHPYIOIIEro
[TOCTABIIMKA.

Enunblii KOHTaKTHBIA HeHTp (1agee - EKII) - COBOKYTHOCTB 000pYI0BaHUsI, TPOTPAMMHOI0 00eCTICUeHNS,
pabOTHUKOB, MpoLeccoB UIA obecrieueHuss OOCITYKMBaHMS KIMEHTOB 1O MHOTOKaHAaJbLHOMY HOMepy TenedoHa
(MHTEpaKTHBHBIN aBTOOTBETYHK, ONIEPATOP 320YHOTO OOCITYKUBAHUS).

Eaunoe oxkHo omepatopa (masee EOQO) — mporpammusii moxayias (Web-untepdeiic) mis paboter ¢
oOpaleHnsIMI KJIMEHTOB, COAEP)KAIMi BCIO MH(POPMALMIO O KIMEHTE M TO3BOJSIONIMIA MOBBICUTH CKOPOCTH U
KayecTBO OOCIYXHBaHHUS, YHHU(PHKALHUIO MPOIEeccOB 0OpaboTKM oOpamieHHH KIMEHTOB, a TaKKe MOBBIIICHHS
3¢ (HEeKTUBHOCTH yIPaBICHUS OM3HEC-TIPOLIECCAMHU.
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3aouHoe oO0cay:KHUBaHMe — OOCTy)XHBaHHWE KIMCHTOB 0€3 JIMYHOTO KOHTAaKTa C paOOTHUKaMHU
rapaHTUPYIOILETO TOCTaBIIMKA (IPUBJICUCHHOTO UM TPETHETO JIULIA).

HNurepaktuBHbiii aBTooTBeTunK (IVR) — TroOJ0COBOH MOMOIIHMK, MHTEPAKTHBHAS HH(POPMAIIMOHHO-
CTIpaBOYHAsl CHUCTEMa, HEoOXoAMMas AJIsl aBTOMATH3UPOBAHHOW 0OpabOTKM OOpameHHH KIMEHTOB C ITOMOIIBIO
TOHAJIBHOTO HA0Opa WM TOJIOCOBBIX KOMaH . Takxke 03ByuMBaeT NPUBETCTBUE, HHPOPMALIMIO M BCIIOMOTaTeIbHbIE
JaHHBIE C TOMOILBIO TIPEIBAPUTENHLHO 3aIIMCAHHBIX TOJIOCOBBIX COOOIICHUI WIIM CHHTE3a PeUu.

KadecTBO 00cay:kuBaHUsI - COBOKYITHOCTb XapakTEpHCTHUK TIpollecca W YCIOBHH OOCTyKHBaHUS,
00ecneunBaroIX yI0BICTBOPEHUE MMOTPEOHOCTEHN KIIMEHTOB;

Komnaunus — OI1 «3ueprocosiT JloHeky;

KiaueHnt — nmoTpeOuTens 3IEKTPUUECKOW SHEPTHH, UMEIOLINH HaMepeHHe 3aKIIOYHTh JTHO0 3aKIIOYHBIINNA
JIOTOBOP dHEPTrOCHAOKEHUS (KYTUTH-TIPOIaXKH (ITOCTABKH) AIEKTPUIECKON IHEPTHH (MOITHOCTH )TN 00paTHBIIeecs
B OO11ecTBO 1151 3aK/IIOYEHNS JOT0BOPA, a TAK)KE MHBIX YCIIyT KOHTPAareHTOB B paMKax J0rOBOPOB OWJIIMHTA.

Kauentckuii 3aa — momeuieHue, NpeAHa3HaueHHOE Uil OOCHy:KMBaHMA M oxupaHus kiameHToB OIl,
MPUXOASIINX B HEHTP OOCITYKWBaHHS KIUCHTOB U pa3MelleHus] HHQOpMAIIMOHHBIX HocuTened. Kimentckuit 3an
BKJIIOYAET B ce0s 30Hy OKUAAHUS, 30HY OOCIYKMBAaHUS KJIMEHTOB, 30HY IpHeMa IJIaTexel/kacca u IeTcKast 30Ha.

O6mecTBo — OO0 «DHeprocObIT loHEeK»

JInunblii kaounet (JIK)- otaensHbii paszaen Ha oduipansHoM caiite Ol uiau B MOOMIBHOM MPHIIOKEHHH,
rae odecrednBaeTcs BO3MOXKHOCTh CO3[AaHUS M yNPaBJICHNUS YYETHBIMHU 3alMCAMH, 0OOMeHa MH(popMmanuei, B TOM
Yuciae B LEISIX OCYLIECTBICHUS IOPUAMYECKH 3HAYMMBIX ACHCTBHHA, MEXAY KIMEHTOM M TapaHTHPYIOIIUM
MOCTAaBIIMKOM B DJIEKTPOHHOW (hopMe, BKIIOUasi HalpaBleHUE JTOKYMEHTOB, CBEICHUI, 0OpalleHuil U MoTydeHue
nHGOPMAaLUH, TO3BOJISIOIIMN MPENOCTaBIIATh U MONYyYaTh JUCTAHIMOHHBIA JOCTYI K CBEICHUSM O 3aKJIFOYEHHOM
(mmaHMpyEeMOM K 3aKITFOUEHUI0) TOTOBOPE dHEprocHab)eH M (KyTUTH-TIPOIaxH (TIOCTaBKE) SJEKTPUIECKON SHEPTUH
(MOIITHOCTH), €ro MCIIOJHEHHUH, UHBIM YCIIyTraM, a Takke HHOW uH(popMaluu, npeaoctarisieMbiM OOIIeCTBOM.

Moouisnoe unpuioxkenne (MII) — mporpaMMHOoe oOecrieyeHHe TapaHTUPYIOIIETO MOCTAaBIIUKA,
IpeJHa3HadeHHOoe AJIsl paboThl B JIMYHOM KaOMHETE KJIMEHTa Ha cMapT(oHaX, INIAHIIETaX U JPYTUX MOOMIBHBIX
YCTPOKCTBAX.

OOpamense — MUCHbMEHHOE WM YCTHOE 3asBiieHHe kiveHTa B anpec OIl mo Bompocam cHaOKeHHs
3JEKTPUIECKOIl SHEprueil, a TakKe UHBIX YCIyTr KOHTPAreHTOB B PaMKax JOrOBOPOB OMJITMHTA.

OmnepaTtop 3ao04yHoro oocayxuBanusa — pabotHuk OIl, HemocpeACTBEHHO B3aMMOICHCTBYIOLIMHA ¢
kientamu ot Jimia Ol uepe3 3a04HbIe KaHAIBI CBS3H.

Omneparop o4HOro o0cay:kuBaHusi — padotHuk OIl, HEMOCPEACTBEHHO B3aUMOICHCTBYIOIIUHN C KJIMEHTaMHU
ot siuna OIl B xoae mMYHOTO NpréMa KIIMEHTOB.

OuHoe oOcy:kuBaHue — 0OCITy)KMBaHHE KIHUEHTOB MOCPEJICTBOM JIMYHOTO KOHTaKTa ¢ paborHukamu OII.
OuHoe 00CITy)KUBaHNE OCYIIECTBIISIETCS B IIEHTpax oOcmyxuBanus kiareHTos OI1.

OduumanbHblii caliT rapaHTUPYIOLIEr0 MOCTABIIMKA — HHPOPMALIMOHHBIN pecypc, 00beTUHSIONINHA 110
OOHUM aJpecoM (ZOMEHHbIM wHMeHeM wuiu [P-ampecom) coBokymHOCTH HOOKyMeHTOB M cepBucoB OIl B
WH(POPMAIMOHHO-TEJICKOMMYHHKAIIMOHHOM ceTn "WHTepHeT".

IIperensus (:xanoda) — oOparieHue, copepxaniee HHGOPMALUIO O HEHAUIEKAIEM HCIOJTHEHUH JOTOBOPHBIX
00513aTENILCTB CO CTOPOHBI FAPAHTUPYIOILETO MOCTABLIIMKA U (WIIM) TpeOOBaHME O BOCCTAHOBICHUM HAPYILIEHHBIX
MpaB WJIK OXpaHIEMBIX 3aKOHOM HHTEPECOB KIIMEHTA.

Cucrema o00C/Iy:KUBaHHSI KJINEHTOB — COBOKYITHOCTH B3aMMOCBSI3aHHBIX TIPOILIECCOB, TPYJOBBIX U
nHGOPMALMOHHBIX PECYPCOB, KOTOPBIE HAIPABJICHB! HA MPEAOCTABICHNE KIIMEHTAM YCIYT HAAJISKAIIEro KauyecTBa.

SMS - kopoTkoe TeKCTOBOE COOOIIEHUE, COCTOsIIIEE U3 OYKB WM CUMBOJIOB, HAOPAHHBIX B OIPEIEICHHON
MOCJIEI0BAaTEIFHOCTH, NpPEAHAa3HAYeHHOE /Js IMepefadyd IO CeTH MOJABMKHOH paguoTeae@OoHHON CBI3M U
pannoCBs3H.

ToHanbHBIIE HA0G0pP, TOHAJBHBIA CHUTHAT — JABYXTOHAJBHBI MHOTOYAaCTOTHBIM aHAJOTOBBIM CHTHAJ,
WCTONB3YeMbIH [t Habopa TeiaeOHHOro HOMEepa, a TAKXkKe JUIsS Pa3UYHBIX WHTEPAKTHBHBIX CHCTEM, HAIpHMeEp,
TOJIOCOBOTO OTBETA, PEAOCTABIIEMOT0 HHTEPAKTUBHON CUCTEMOI € paclo3HaBaHUEM PEeUH KIMEHTA.

DpouHT-0(puc — BKItOUaeT B ceds1 ounoe obcmyxkuBanne (I{OK), 3aounoe oociyxuBanue (EKIL) u cucrema
CaMOoO0OCTyKUBAHUSL.

Hentp ob6cay:xxuBanus kiueHToB (najee — IIOK) — noapasnenenue, npegHazHadyeHHOE It
OCYILIECTBIICHUSI OYHOT0 00CITYy>KUBAaHHS KJIMEHTOB 110 BOPOCAaM, OTHOCSILIUMCS K AEATEILHOCTH FAPaHTUPYIOLIETO
MTOCTABIIMKA, M PACTIOIOKEHHOE B €r0 30HE ACSTEITHHOCTH.

JaekTpoHHas ovepenb (J0) — mporpaMMHO-anmapaTHas CUCTEMa yIPaBICHHUS OYepeNblo, MMO3BOJISIONIAs
YIOPSAOYHUTE MPOLECC OOCITYKMBAHUSI KIMEHTOB, pacHpenessis, ONTUMM3UPYS MOTOK M 3arpy3Ky OIepaTopoB
OYHOTO OOCITY)KMBaHHS, COKpamias BpeMs OXHAAaHWA B odepequ NoBbImas 3(dQexkTHBHOCTH paboThl IEHTpa
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obcmyxxuBanus kKiueHToB. 0 BHeApseTcs OOMEecTBOM P HATMYNN OKOH 00CITy)KMBaHUS KIIMEHTOB OoJtee 5 (TIS1TH)
WK B CIyYasiX, MPeIyCMOTPEHHBIX JEHCTBYIOIINM 3aKOHOIATEIHCTBOM.

ITHKET — COBOKYIHOCTh HOPM U MPaBWI, OTPAKAIOUIUX MPEICTABICHUS O JOJDKHOM ITOBEICHUU U
(hopMaIM3yOIUX MPOIECC KOMMYHHKAIIMU C KIIMEHTAMH, KOJUICTaMHU.

1.2. leau u 3aga4u

Lensmu Hactosimmero CraHAapTa SIBISIIOTCS YCTaHOBIIEHHE HOPM W mpaBuil B3zaumoperictBus OIl c
KIIMCHTaMH, eMHBIX TPeOOBaHMUH K Ka4eCTBY OYHOTO M 320YHOT0 OOCITYKMBAaHUS, ONTHUMHU3ALMS U (HopMaTu3amms
MPOLIEAYP B3aMMOACHCTBUS TapAaHTHPYIOMIETO IMOCTABIINKA M KIIMEHTA, a TaK)Ke TOBBIIIEHUE YAOBIECTBOPECHHOCTH
KIIMCHTOB Ka4eCTBOM OOCITYKUBAHUSI.

Hacrosmmii CtanaapTt ycTaHaBJIMBaeT TPeOOBaHMA K CJeAYIOIIHM MpoIeccaM:

- B3aMOJIEMCTBHE C KIIMEHTaMH IIPH OYHOM H 3a09HOM OOCITy)KUBaHUM;

- pearupoBaHKE Ha OT3BIBBI M 0OpaIeHUs KIIMEHTOB, 00SCIIeUCHIE 0OpaTHOM CBSI3H, aHAJIN3 ITOTPEOHOCTEH 1
OKUJaHUN KJIVCHTOB,;

- OIICHKA CTETIEHH YAOBIETBOPEHHOCTH Kaue€CTBOM OOCITY KIBAHHMS;

- OCYIIIECTBIICHHE MOHUTOPHUHTA M KOHTPOJIbh OOCITY>)KHBaHHUS KIIMEHTOB, B TOM YFHCJIE UCTIOTHEHHUS PEIIEeHUH,
MPUHATHIX IO JKa00aM 1 00palIeHusIM KITUEHTOB;

- oOecrieyeHre HHPOPMUPOBAHHOCTH KIIMEHTOB 0 nestenbHoctr OIl.

Hacrossmumii CtangapT ompeaeisieT OCHOBHbIe HANpaBjieHHs] TMOBBINIEHHS YIOBJIETBOPEHHOCTH

KJIMEHTOB KA4eCTBOM 00CJIY:KHBAHMSI:

- OTIepaTUBHOE pearnpoBaHue Ha OOpalleHus KITMEHTOB, COKpPALICHUE BPEMEHH pelIeHHS BOTIPOCOB;

- ONTHMH3ANUA 3aTPAT KIMEHTOB ¥ KOMITAHUH;

- co37aHre KOM(POPTHHIX YCIOBUHA U JOOPOKENATEITHPHOTO OTHOIIEHHSI K KIIMEHTaM.

C yuérom HacTosimero Cranaapra pa3padaTbiBalOTCs CJeaylonue J0KyMeHThI:

- perjaMeHThl OM3HEC-TPOIECCOB OKa3aHUs yCIyT, pearnpoBaHUs Ha KajJo0bl u oOpalmieHus KIHEHTOB, a
TaK)Ke B3aWMOJCUCTBUS C OpraHAMH TOCYIapCTBEHHOHN BJIACTH W JPYTHMH 3aWHTEPECOBAHHBIMH CTOPOHAMH TPHU
OYHOM H 320YHOM OOCITYKHBaHUH KIIECHTOB;

- CKPHIITHI 00CITYKMBaHUS KITUEHTOB, KOTOPhIE BKJIIOUAIOT B c€0S CXEMBbI OOLIEHHUS C KIIMEHTAMH;

- eAnHas KoHIennus au3aitHa u odopmieHus [[OK, B koTopoil ykaspiBatoTcsi mpaBmia oQopmiieHUs
IKCTEPHEPOB, HHTEPHEPOB O(HUCOB, MPABHJIIA U MOPSJOK Pa3MEIICHUs Pa3laTOYHOro MaTepHania, u T. 1.,

- JIOJDKHOCTHBIC U PaboyYre MHCTPYKIIMK pa0OTHUKOB, 00CTYKUBAIOIIMX KIMCHTOB,;

- CTaHIapTHBIE (POPMBI CTATUCTHYECKON OTYETHOCTH, IMOJIOKEHHE O KOHTPOJIE KadecTBa OOCTYyKHUBAHHS
KIIMEHTOB.

2. O0mue TpeOOBAHUS K OPTaHU3ALNHN KJIUEHTCKOI0 00CJIyKMBAHUSA

2.1. IlpyHIUNBI B3aUMO/IelicTBUS ¢ KJIHEHTAMM

OcHoBHBIME TipuHIMIIaAMU B3anMonedcTBust Oll ¢ kmueHTamMu SBISIOTCS KadecTBO OOCITY)KMBAaHUS U €T0
JIOCTYITHOCTb, 110J1 KOTOPBIMU ITOHUMAIOTCS:

- TEPPUTOPHAJIBHAA JAOCTYNHOCTh - KJIMEHTAM TNPEJOCTaBIsIeTCS KadeCTBEHHOE OOCITy)KUBaHUE U
OlepaTHBHOE PACCMOTPEHHE OOpalleHHu, HE3aBUCUMO OT YNAJICHHOCTH MECTa MPOXHUBAHHS, INPH HATUYUN
TEXHUYECKOU BO3MOXKHOCTH;

- OpraHu3anuoOHHAasi JOCTYMHOCTE - TIPABUJIA MTOJIH30BAHUS yCIyTaMHi KOMIIAaHUH JOKHBI OBITH MPO3PAYHBI
U UCTIOJIHUMBI;

- uHopMaIMOHHAST AOCTYNHOCTh - IIOJHAs W JOCTOBepHas wHHMOpMaIMs 000 BCEX MPOLEAypax
B3aMMOJICUCTBUS C KOMIIAHUEH HOCUT MYyOJIMYHEIN XapaKTep U MPeA0CTaBIsICTCS B JOCTYITHOM (opme.

KimnenTs! nHQOpMHUPYIOTCS:

- 0 MOPSIJIKE 3aKITFOYCHUS JIOTOBOPA SHEPTrOCHAOKEHUS (KYTUIN-TIPOIaXKH (TIOCTABKH ) AJICKTPUIECKON SHEPTUU
(MOTIIHOCTH), JOTOBOPA MPEIOCTABICHISI KOMMYHAJILHOW YCIIYTH TI0 JIEKTPOCHAOKECHHIO;

- 0 TIOPSIJIKE U CIOc00aX OTUIATHI;

- 0 TIOPSJIKE pacueTa CTOMMOCTH AJIEKTPUIECKON SHEPTruU (MOIIHOCTH) U YCITYT;

- 0 mopsiake (GopMUPOBaHUS M pazMepe TapuhoB (HEPEryJIMPYEMbIX IICH) Ha JSJICKTPUYECKYIO IHEPIUIO
(MOUTHOCTB);

- 00 MHBIX TPOIIeCcCaX, OCYIIECTBISEMBIX MEXKTY KOMITAHUEH U KITUEHTOM.

OO0cmy)KUBaHUE KIIMEHTOB TAKXKE OCHOBAHO Ha CJICAYIONIUX MPUHIIUATIAX:
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- oOpaTHasi CBSAI3b - KOMIIAaHUS YBEAOMIISET O Pe3yJibTaTaX pPacCMOTPEHHsI OOpaIleHHH KIMEHTOB, a TAKKe
HPOBOJUT U3MEHEHHS B CBOCH JIEITEIBHOCTH B OTBET Ha IIOTPEOHOCTH U OKHJIAHHS KIIHEHTOB;

- 00bEeKTHBHOCTh - O0ecreYnBacTCs OOBCKTHBHOC M HEMPEAB3ITOC pPAaCCMOTPEHHE OOpalieHUi B
YCTaHOBJICHHBIC CPOKH HCXOJIS U3 TPEIOIOKEHUSI JOOPOCOBECTHOCTH U Pa3yMHOCTH KJIMEHTa. [Ipu paccMoTpeHnH
oOpalleHuil rpakiaH, a TaKKe WHIMBUIYAIBHBIX IMPEANPHHUMATENCH YYUTHIBACTCS, YTO y IAHHOH TPYIIIBI
KJIMEHTOB KaK MPaBWJIO HET IOPHIMYECKUX M TEXHHYCCKHX 3HAHUI 1O BOMPOCAM JHEPrOCHAOKEHMS M HMHBIX
KIJIMIIHO-KOMMYHAJIBHBIX YCIIYT, OKa3bIBAEMbIX 110 JOTOBOPY OHMJUTHHT;

- O/IHO OKHO - 32 OJHO OOpallleHHEe KIMEHT MOXET 3a7aTh HECKOJIBbKO HHTEPECYIOIIHX €ro BOIPOCOB H
HOJIyYHUTh Ha K&X/bI U3 HUX OTBET IO CYIIECTBY, a €CIIU PEeLICHHE BOIPOCa TPEOYeT AOMOTHUTEIBHOTO H3yYCHHS
JOKYMEHTOB, JJOJDKHA OBITh NMPEIOCTaBIeHa HHPOPMAIIKS O CPOKaX M (POpME MPEIOCTABICHUS OTBETOB, MIPU 3TOM
KOMIIaHHs BIIPAaBe OTKa3aTh KIMEHTY B PACCMOTPEHUH BOIPOCA 110 CYIIECTBY B Ciydae, €CJIM OH HE OTHOCHTCS K
chepe AeATENEHOCTH TapAHTHPYIOLIET0 MOCTABIIMKA;

- 3aIIMTA MEPCOHATBHBIX JAHHBIX - 00padOTKa MEPCOHAIBHBIX JAHHBIX KIMECHTOB OCYILICCTBISCTCS B
cootBeTcTBHU ¢ DeepanbHbM 3aK0HOM "O IepcoHANBHBIX JaHHbBIX". PAOOTHHKM KOMIIaHUU 00SI3YIOTCS COOITIOIATh
KOH(H/ICHIINATIBHOCTh MEPCOHANBHBIX JAHHBIX KIHEHTOB U 00eCIIeYnTh OE30M1aCHOCTh EPCOHANBHBIX JAHHBIX TIPH
ux obpaborke. [lepenaua TOKyMEHTOB U MH(POPMALIUH, TIOJIYYCHHBIX OT KIIMCHTOB, TPETHUM JIUIIAM JIOMYCKAETCsI
TOJIBKO B MPEAYCMOTPEHHBIX 3aKOHOM CITydasiX; KOMIIaHHs TapaHTUPYIOLIHIA TIOCTABIUK BIIPABE OTKA3aTh KIUCHTY
B PACCMOTPEHHH OOpAILeHHs [0 CYLIECTBY B ClIydae, €CIi B OOpaIlleHUH KIMEHTA COICPIKATCS HelIEH3ypHbIE JTH00
OCKOPOUTENbHBIC BBIPAXKEHHS, YIPO3bl B aJpec KOMIIAHHH, UMYLICCTBY, XHU3HH U (WJIH) 370POBbIO PAaOOTHUKOB
KOMITQHUH).

2.2. Opranu3anuOHHO-HOPMAaTUBHOE O0eclievyeHue

OO6m1re BOMIPOCH OpraHU3aluy YIPaBICHHUS B3aUMOJICHCTBHSI ¢ KIIMEHTAMHU ONPEACIISIFOTCS B COOTBETCTBUU C
JIOKaJbHBIMU HOpMAaTUBHBIMU akTamu OI1.

Kmuent umeer mpaBo BbeIOparth mo0o0¥ crioco® WHOOPMAIMOHHOTO B3aWMOJAEWUCTBHS (OYHOE, 3a04HOE,
WHTEPAaKTHBHOE) B 3aBUCUMOCTH OT €r0 HHAWBUAYaAIbHBIX, TEXHHYECKUX BO3MOKHOCTEH U TIPEAMOYTEHUH.

Bueapenne B OIl KIMEHTOOPUEHTUPOBAHHOTO IMOAXOAa W OpraHU3alHi0 OOCITY)KWBAaHHUA KIIMEHTOB,
OCYILECTBIISIFOT CTPYKTYPHBIE IOApa3/AeiIeHus 10 padoTe ¢ KIMEHTaMH, C COOJIIOZCHNUEM CIIEAYIOIINX IPUHIHIIOB!

- IpaBUJIa ¥ CTAHJIAPThl OPHEHTUPOBAHBI Ha KIIMEHTA;

- TIpoliecc 00CTYKMBaHUSI COOTBETCTBYET TpeOoBaHUAM HacTosero Cranaapra;

- paOOTHHUKH MPEJOCTABIISIOT 00CITY>KHBaHIE BEICOKOTO KAaueCTBa.

Cuctema 00cTy>XKMBaHUsI KIIMEHTOB KOMIIAHUHM 00€CTIEYMBAETCSI TOCPEICTBOM:

- KBUTM(UIMPOBAHHBIX CIEIHUAINCTOB, OTBETCTBEHHBIX 33 B3aMMOJICHCTBUE C KIMEHTAMU W OpPTaHU3AIHIO
KJIMEHTCKOTO 00CTYKUBaHHUS,;

- coBpeMeHHBIX 1 KoMpopTHbIX LIOK 1115t npuema KiMeHToB;

- KOMITBIOTEPHOTO 000PY0BaHUS U MPOrPAMMHOTO 00ECIICUSHHMSI IJIsl PETUCTpaIiK, 00padoTKU oOpalleHui
KIIUEHTOB U (JOPMHUPOBAHHUS OTUETOB;

- (QopMann30BaHHBIX B COOTBETCTBYIOIIEH periaMeHTHPYIOIIEeH JOKyMEHTaluu OW3HEeC-POLeCCOB
B3anMozercteud Ol ¢ k1neHTamu.

OO6cnyXrBaHNE TapaHTUPYIOIIUM TTOCTABIIMKOM KIIMEHTOB OCYIIECTBISIETCS B TOM YHUCIIE C COOJIOICHUEM
CIIEAYIOMINX TPeOOBaHMIA:

- paspaborka, omyOimkoBaHue (pasmenieHrne) (GopM JOroBOpPOB SHEProcHabNKeHHs (KyIIM-MIPOAAXKU
(TocTaBKM) ANIEKTPUUECKOMN dHEPruK (MOIIHOCTH) Ha O(MHUIMATLHOM CaiiTe KOMIIAHUHU U B IIEHTPaxX 0OCITy)KHBaHUS
KITUCHTOB;

- 3aKJII0UeHHe ¢ MOoTpebuTeneM (MOKymaTeJaeM) JOroBopa 3HEpProcHadXeHus (KyIuIM-mpoJaaXku (IIOCTaBKH)
3IEKTPUIECKOH HEPTUH (MOIIHOCTH));

- obecreyeHrne CHATHS M MpHEeMa TOKa3aHWH MPUOOPOB ydeTa OT KIMEHTOB CIIOCO0aMHM, JOIMYCKAIOIINMHU
BO3MOXHOCTh yIAJICEHHOW Iepeladn IMOKa3aHU MpuOOpOB yuera, - MOCPEeICTBOM TeiedoHa, MH(OpMaIMOHHO-
TeIeKOMMYHHKalnoHHOU ceTu "UuTtepret" (nanee - cets "UHTepHeT");

- obecrieyeHne BBICTABICHUSI KITMECHTY TUIATEXKHBIX JIOKYMEHTOB/CUETOB Ha OIUIATY 3JIEKTPHUECKON SHEPTUN H
WHBIX YCIyT KOHTPareHTOB B pPaMKax JOTOBOPOB OWJUIMHIA, cIlocoOaMH, IOMYCKAIOIIMMH BO3MOXKHOCTb HX
yAaJIeHHOM Iepeavu - HOCPECTBOM MOYTOBOMU CBsI3M, ceTu "MHTepHet" u np.;

- obecrieuyeHne KIMEHTY BO3MOXXHOCTH BHECEHHS TUIATHI 10 JOTOBOPY DHEPrOCHAOKEHHS (KYIUTH-TIPOAaKU
(TIOCTaBKM) SIEKTPUIECKON DHEPTUU (MOITHOCTH) W MHBIX YCIYT KOHTPAarcHTOB B pPaMKax JIOTOBOPOB OMJIIMHTA
Pa3NUYHBIMU CIIOCOOAMH, B TOM YHUCIIE HEMIOCPEACTBEHHO rapaHTHPYIOIIEMY MOCTABIIUKY 0€3 OIIaThl KOMUCCHH;
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- OpraHM3anus HpueMa OoOpamieHWH KIMEHTOB II0 BONPOCAM IIPEKPALICHUS IMTOCTABKH AIICKTPHUYECKON
9HEPIUH, A TAKKE OTMOBEIIEHHS KJIMEHTOB O IPUYHHAX MPEKPALIEHUS IOCTaBKU 3JIEKTPUUECKON SHEPIHH;

- ofecreyeHue mpueMa OOpalleHU KIMEHTOB IO BOMPOCAaM OpraHU3allid KOMMEPYECKOTo yueTa
3NEKTPUIECKOI SHEPIUH;

- OpraHu3aLysl [IpreMa UHBIX 00paleHui KJIMEHTOB B aJIpec TapaHTHPYIOLIEr0 NOCTABIIMKA TIMCbMEHHO WIIH
YCTHO, B TOM YHCJIE TOCPEACTBOM TeJeQOHHOH CBA3H, ceTH MIHTEpHET, 3JIeKTPOHHOH MOYTHI, a TAK)Ke ONEepaTUBHOTO
OTBETa Ha HUX MO CYIIECTBY C BO3MOKHOCTBIO PELICHHUS BOIIpOca KiIkeHTa 3a | oOparieHue;

- Haluuue U (QYHKIMOHMPOBAHHE IIEHTPOB OYHOIO OOCIYXKMBAaHHUS KIHEHTOB, a TAaKKE OCYIIECTBICHHE
320YHOI'0 OOCITYKHBAaHUS KIIMCHTOB

- IpeIoCTaBICHUE KIMEHTY MH(OpMaIMK MyTeM pa3MeIleHHs B IIEHTPaxX 04HOTO 00CIy:KUBaHHUA U (WIIN) Ha
odunmansHOM caifte B cetn IHTepHET, a TaKkKe Mo ero 3ampocy.

B OII Ha Bce cTpyKTypHbIE MOIpPA3AeNCHHs, OCYLIECTBIIIOMUX PaObOTy C KJIMEHTAMH, BO3JIAraloTCs
CIIeyoIIne (PYHKIIUU:

- OpraHu3alys KIMEHTCKOro 00CIyXKUBaHUs ¢ y4€éToM monokeHnid CTaHaapTa, TOTOBOPHBIX 0053aTENbCTB,
PErIaMeHToB U APYTHMX HOPMATHUBHBIX aKTOB;

- ipuém, 0OpaboTKa U aHAIN3 MMOCTYNUBIINX OOpalleHHd, KOHTPOJIb UCIIOJHEHUS U OpraHu3alus o0paTHON
CBS3U,

- pabora c xanobamu;

- U3y4eHHUe NOTPeOHOCTEN 1 MOHUTOPHHT CTEIIEHH YAOBJIETBOPEHHOCTH KIIMEHTOB Ka4eCTBOM OOCITYKUBaHMS;

- cOop W aHaNM3 Pe3yNbTaToOB MO B3aMMOJACHCTBHUIO C KIIMEHTaMH M TIPEAJIOKEHUH TI0 yIyUIIEHHIO KauecTBa
00CITyKIBaHHS;

- mpenocTtaBieHue pykoBoACTBY OIl oT4€TOB MmO B3aMMOJEHCTBUIO C KIMEHTAMU M IPEAJIOKECHUU MO
yIy4IIEHUIO KayecTBa 00CTy )KUBaHMS,

- opraHu3alus nopsjka Ha padodem mecte, B LIOK;

- UHBIE 32/1a4H1, YKAa3aHHbIC B JTOJDKHOCTHBIX HHCTPYKLUSX.

Jns opraHm3anuy OOCIY)KMBaHWS KJIMEHTa WCIIONB3YIOTCA JBa YpPOBHS: (QpoHT-oPuc U O3K-oduC.
BzaumoneiictBue ¢ponT-oduca u 63k-opuca ocymectsisiercss ¢ nomompio EOO u mporpaMMHOTO KOMILIEKCa,
coJiepkaliiero MH(GpopMaIMoHHbIE JaHHbIE KIHEHTOB. Bee aTamel nponecca 00CIyKuBaHUS KIMEHTOB paOOTHUKaAMH
OII ¢ukcupyrores B EOO.

B memsx moBellieHne KaudecTBa oOciykuBaHus mojpasfeneHue OIl, OTBEeTCTBEHHOE 3a KayecTBO
KITMEHTCKOTO O0CITYKMBaHUsI HA PETYISPHON OCHOBE MIPEOCTABIISET OTYET 110 OYHOMY U 3204HOMY OOCITY>KUBAHUIO
KJIMEHTOB coJepKaluii MHGOPMAIHMI0O O KOJIMYECTBE M TeMax IOCTYHAOUIMX OOpallleHWH, a TakkKe HHYIO
WHPOPMAILIUIO, TPETYCMOTPEHHYIO TIOJIOKEHHEM O KOHTPOJIE KauecTBa 00CITyKUBAHUSI.

Kaxxnoe uz noapasnenenunit OIl, nesTeabHOCTh KOTOPBIX 3aTParuBacT MHTEPECHI KJIUCHTOB, 00ECICUnBaET
o0CITy’)KUBaHHE KJIMEHTOB B COOTBETCTBHUM cO CTaHAAapTOM, OCYLIECTBIISIET B3aMMOJCIHCTBUE C JAPYTHMMH
MoJpa3JeiecHusIMA B PaMKax CBOEH KOMIIETCHLMH, Ha CHCTEMAaTH4eCKOM OCHOBE TOTOBHUT MNPEIIOKEHHUS MO
YIYUYHICHUIO O6CJ'Iy)I(I/IBaHI/ISI KIIMEHTOB U YYaCTBYIOT B p€ajin3allii COOTBECTCTBYIOIMNX MepOHpHHTI/Iﬁ.

OneHka KadecTBa KIMEHTCKOTO 00CITy>KHBaHUsI IPOBOJUTCS MO yTBepKAeHHBIM OIl BHyTpeHHUM JIOKaJIbHO-
HOPMAaTUBHBIM aKTaM H pPErJlaMEeHTaM.

OIl HeceT OTBETCTBEHHOCTH 3a COOJIIOJICHHE BBINICYKA3aHHBIX MPUHIIUIIOB CBOUMH MOJAPSITYMKAMH, €CIH
TaKOBBIC TPUBIICKAIOTCA K OOCITYyXUBaHUIO KIWEHTOB. [loApsmYMK BBICTpaMBaeT CBOIO pabOTy, UCXOAS W3
TpeboBanmii Ctannapra

2.3. IlpyHIHNBI 1€JI0BOT0 3THKETA MPHU 00CTy:KUBAHUU KJIHEHTOB

IIpaBuia gemoBoro ATHKETa HEe aOCONIOTHBI, OHM PACCYUTAHbI HAa TO, YTO B KAXKJIOM KOHKPETHOM CIIydae hx
MPUMEHSIIOT, UCXOAS U3 cuTyaluu. Hem3mMeHHbIM B 1000 CHTyallMd OCTaeTcsi YBaKEHHE K KIMEHTY, 31paBbId
CMBICIT M pallHOHATIbHOCTD MOBEJIeHHS paboTHHUKA. PAOOTHUK, MPUHUMAFOIIUI KJIMEHTA, B CBOEM JIHIIE MTPECTABISIET
OIl u otaHOomenue OII k knmeHTy, oT Hero 3aBucHut BocpusTue OIl knnerTom.

PaboTHHK JOIKEH OCYIIECTBIISATh KAUECTBEHHYIO (KBAIM(HUIMPOBAHHYIO) KOHCYJIBTALHUIO, IPEJOCTABISATD
uHpopMaLuio 1o Teme oOpamieHus. Bompocsl mo ocHOBHOW M o0med uHpOpManuu MO JOMOJHUTEIBHON
NESITENbHOCTY IIPEAIoJIaralT MOJIHYI0 00pabOTKy U IPeAOCTaBIEHUE OTBETa (PELIeHUs), MO JONOJHUTEIbHON
NESITENbHOCTH — YaCTHYHYI0 00padOTKy M IpeloCTaBIeHne HEOOXOUMbIX KOHTAKTOB; BOIIPOCHI MO JEATEILHOCTH
npyrux opranuzanuii (cereit, YK, aBapuiiHbIX ci1y»x0) — MpeaocTaBiIeHNE KOHTAKTOB; HHBIE BOTIPOCHI — BEKIIMBBIN
TBEPJBII OTKA3.

PaGoTHUK NODKEH CTpeMUTbcA O0ECIEeYMTh MaKCHUMAaIbHBIM 3MOILMOHAIBHBIN KOMGOPT Ul KIHEHTA.
[IpenynpeautenbHOCTb, TAaKTUYHOCTh, BEKJIHMBOCTb, JOOPOXKENATEIbHOCTh M CIIOKOWCTBHE  SABISIOTCS
0€3yCIIOBHBIMHM COCTaBJIIIOLUIMMHU BBICOKONH KOMMYHMKAaTHBHOHN KyJbTYypbl OOLIEHUS PaOOTHHKA C KIMEHTaMH.
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Crnemuth 49TOOBI COOCCETHHMKY OBLTIO KOM(OPTHO BOCHPHHHMATH HH(pOpMAIuio (10 TPOMKOCTH, CKOPOCTH,
SMOITMOHAITEHON atMocdepe). PaboTHHKY ciielyeT HCIoNb30BaTh CIIOBA «CIIACHO0» M (IIOXKAITYHCTay.

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

PaGoTHuk B ipouecce oOmieHus obpaiaercst K KIIMEHTY TaK KaK KIUEHT MPEACTABUIICS 110 UMEHH OTYECTBY
WM IMEHH U Ha «BBD» BHE 3aBUCMMOCTH OT €r0 BO3pacTa ¥ COLUAILHOTO MOJIOKEHHUS, 3TO MOTYEPKUBACT BEIKINBOE
u yBaxkutenbHoe oTHomeHne OIl k kimeHTy.

Kaxprit kimreHT TpeOyeT BHUMaHuA. PaOOTHHK OTHOCHTCS KO BCEM KJIIMEHTaM OJMHAKOBO BBIIEP)KaHHO BHE
3aBUCHUMOCTH OT JINUHBIX CUMITATUH U aHTUITATHH.

PaGoTHUKY cnemyeT ciemuTh 3a CKOPOCTHIO CBOEH pedH, T.K. CIHIIKOM OBICTpas WM CIHIIKOM MeIIeHHAas
pedb 3aTPyIHSIOT OOIIEHHeE.

PaboTHHK H0KEeH yBaXKaTh TOUKY 3pEHHUS KIMEHTa BHE 3aBUCHMOCTH OT TOTO, Pa3liesisieT OH ee Win HeT. He
JOMyCKaeTCs HaBsI3bIBaHUE CBOCH TOUKU 3PEHUS, NTHOPUPOBAHUE BHICKAa3bIBAHUI KIIMEHTA.

WHocTpanHble ciioBa WK MpoeCCHOHAIBHBIE TEPMHHBI NMPU OOIIEHWH C KIMEHTOM PabOTHHK JOJDKEH
yInoTpeOsITh B MEpy M TOJIBKO B TEX CIydasx, KOrjja YBEpPeH B TOM, YTO KIHEHT MOJHOCTHIO MOHUMAET €ro.
3amnpemaercs: ynotpebieHre MPOCTOPEYHBIX WU IPyOBIX BEIpaKEHUH.

[Tpu B3amMoeiicTBIH ¢ KIIMEHTOM PaOOTHHK HE TOJHKEH MPEIOCTABISATh 3aBEOMO JIOKHYIO HHPOPMAIIHIO
00 Ie30PHUEHTUPOBATH €T0 WHBIMU CIIOCOOaMHU.

Ecnu y paboTHHKa HET TOJTHON YBEPEHHOCTH B TOUHOCTH TEepeaaBaeMoi KIIMEHTY HH(OPMAIIUH, TN €CITH
paboTHHUK He 00MamaeT HeOOXOIMMOW KOMITETEHIIHEH, YTOOBI PENINTh MPo0IeMy OOpPaTUBIIETOCS K HEMY KIIMEHTA,
TO OH JIOJIKEH:

- €CJIM JUTS BBISICHEHUSI IeTalieit TpeOyeTcs 3HauuTeIbHOE BpeMsl, TO ClIeyeT MPUHATH oOpalieHne 1 (TIpu 3ToM
yKa3aTh CIOCO0 CBSA3M M TOYHOE BpeMsI) yTOUHHUTh YAOOHBIH CIIOCO0 JUIsl HAIIPABIICHHUS OTBETA;

- B cllydyae HEOOXOAMMOCTH Pa0OTHUK CaMOCTOSTENIFHO B3aWMOJEHCTBYeT ¢ mopapasneneHusmu OIl ms
pelIeHrs BOTpoca KIINEeHTa.

He paspemacTCsa roBOpUThL NI HAMCKATh KIIMCHTY, YTO €0 np06neMa HEC3HAUYUTECIIbHA UJIU CPAaBHUBATL €TO
C IPYTUMH KIINEHTAMH.

®dopma W3IIOKEHWS YCTHBIX WU IMHCHMEHHBIX OOpalleHnid K KIMeHTaM He [OJDKHA JOITyCKaTh
KaTerOpHYHBIX BRIpAXKEHUH, TakuX Kak «Bbl 00s13aHbD, «BaM npeanuceiBaeTcs», « IBUThCA», «IIpeabaBUTHY» U T.II.

Kareropuuecku 3ampemniaercs mpu KJIMEHTe MOpodnTh perytannio OIl, moapsaHbIx opraHu3auii u Apyrux

MPEPUATAN YHEPTETUIECKON OTPACIIH, BECTH IIOCTOPOHHIE Pa3rOBOPHI.

PaboTHHK 101KEeH COOMI0IATH CYOOPIMHALINIO C PYKOBOJUTENSIMU U KOJIJIETAMH, B TOM YHCJIE B IPUCYTCTBUH
KIIMECHTOB.

Ilpu BeIABIEHMH OMIMOOK, JOMYLIEHHBIX co cTopoHbl OIl mnM nmoapsaHbIX OpraHu3anui, HEOOXOANMO
MIPUHECTH KIMEHTY U3BUHEHUS 32 IPUIMHEHHBIE HEY/T00CTBA.

IIpu BbIsIBNEHNHN OIMIMOOK, JOMYIIEHHBIX KJIMEHTOM, 3alpeliaeTcs BhICKa3blBaTh eMy MpeTeH3uu. Crueayet
BEXJIMBO U JIOCTYITHO OOBSICHUTH KIMEHTY MPAaBUIIbHBINA MOPSAIOK JEHCTBHIA.

[Tpu oOcnyXvBaHUM KITHEHTA, MOIABIIETO Kao0y, HEOOXOAUMO MPHUIEPKUBATHCS CIEIYIONINX IPHUHIIUIIOB
paboTEhL:

- OBITh K KJIMCHTY BHUMATEJIBHBIM, JIAXKE €CJIU Kajio0a KaKeTCsl HECYIIECTBEHHOW WM aOCypIHOM;

- MMOMOYb KIIMEHTY HU3JIOKHUTHh CBOIO JKaJo0y, 1aTh BO3MOXHOCTH CIIOKOMHO BBICKA3aThCs, YTOYHUTH CYTh
JKaJIOOBI;

- TpeOyemast OT KJIMEHTa JOKYMEHTAIVs JOJDKHA ObITh MUHUMAJIBHOM;

- pemaTh mpodiemMy ¢ coONI0/IeHHEM CPOKOB, B COOTBETCTBUH C HAcToOSIUM CTaHIapTOM, HO CTPEMHUTHCS
pemuTh NpodieMy, Kak MOXKHO OBICTpEe.

B koH1e paszroBopa He00X0auMo Mo0IaroAapuTh KIMeHTa 3a BU3UT: «Pajbl, uto Bel k Ham obpatwimce. [Jo
cBunanus. Beero nooporo. Xopouiero aus.». KineHT g0KeH ocTaThesl B XOPOIIEM PacIIoIOKEHUHN yXa.

HenonyctuMo moBbIieHre rojoca, TOPOIUIMBOCTh, BHICKA3bIBAHUE HETEPIICHUS, IPOSIBICHUE Oe3pa3inius K
CUTyalluX KJIMCHTA.

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

3amnpemaercs mpu 00CTy>KUBAaHUN KIMEHTOB!

- HEJIOOIICHUBATh BAXKHOCThH OOPAIICHNUS;

- CIIOPUTH C KJIMEHTaMU;

- TpyOHTD KIMEHTY WK NEPEeXOAUTh Ha MOBBIIICHHBIN TOH (IIPH 0YHOM OOCIYXHBAaHUH U 110 TeIe(OHY).

IIpu ouHOM 006CTY;KMBAHUM PAaOOTHHUK BCET/Ia MIEPBHIM MPUBETCTBYET KIIUEHTA U PH OOIIEHUH C HHM:
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- KOpITyc padOTHHKA Pa3BEpPHYT B CTOPOHY KIIMEHTA;

- YCTAHOBJICH 3PUTENBHBIA KOHTAKT;

- IPUBETIINBAs YIIBIOKA.

Ecnu paboTHUK HaXOAWTCS HA 3HAYMTENBHOM PACCTOSIHUM OT KIHEHTa, JAOCTaTOYHO KHBHYTH T'OJIOBOH,
MOJICPKUBASI TIPU 3TOM 3PUTEIHHBIN KOHTAKT. [I[pUBETCTBY I KIIMEHTA, pAOOTHUK IEMOHCTPUPYET, UTO 3aMETHJI €T0,
U COOOIIAET O CBOCH TOTOBHOCTH IOMOYb ITPH HEOOXOJMMOCTH.

PexomeHnayeTcs MpenoCTaBIATh KIUEHTY BaXKHYIO MM CIOXKHYIO JJIsl 3alOMHHaHUS HHGOpMAluio B
MMMCEMEHHOM BHjIe (TIepeYHr JOKYMEHTOB, /1aTa clieAyomiero nocemeHus, tenedon EKIL).

IIpu 3a0yHOM O0O0CITY:KMBAHMU TOCPEACTBOM Tesie)OHHON CBSI3M pPAOOTHUKY HEOOXOIUMO YETKO
BBITOBAPHUBATh CJIOBA, YTOOBI KJIMEHT XOPOIIO WX CIBIIAT W TOHMMald. Pedyb JOMKHA OBITh BHSATHOMM,
nmo0porkeaTeIbHON, TPAaMOTHOM.

Ecmn paGoTHHK He yBepeH, YTO MPABWJIBHO PACCIBIMIANT YTO-THOO B TeIeOHHOM COOOIICHWH, €My
HEO0XOIMMO MEePECTPOCUTE KIINEHTa, BO H30eXaHue HeTOTIOHUMAaHHsL.

PaGoTHUK n0KEH OBITH JIAKOHUYEH, YCTOK B M3JIOKCHUU MH()OPMAIIUU, HE YHOTPEOISITh JIMITHUX CIIOB, HE
JIOTTYCKAaTh MPOJOJKUTENBHBIX May3. Tene@oHHbBIH pa3roBop JOKEH OBITh COJICPIKATEILHBIM, HO KPATKHM.

PaboTHuKy 3anpeiieHo nocBAaTh Teae)OHHOro COOSCETHHUKA B JIeNa ¥ IPOOJIeMbl KOJUIeT, KOMMEHTHPOBATh
ux aevictBus. Henmb3s BecTu TenedoHHBIE IEPETOBOPHI TI0 TPOMKOM CBSI3H.

Ecmu xiauMeHT JkaeT Ha JMHUM M TpeOyeTcs yTOYHeHWe HWH(opMaimy JUisi MPeJOCTaBICHHS OTBETA,
HEOOXOIUMO MPENYNPEIUTh KIUEHTA O MPUOIH3UTEIILHOM BPEMEHU OXKHIAHUSA U TIEPEHTH B «PEKUM OXKUTAHUS
WIH TIPEIUIOKUATh OOpaTHBIM 3BOHOK mocie moiydeHus nHpopMmarmu. PaGOTHHK HE NOHKEH pa3roBapHBaTh C
JIPYTUMH PaOOTHUKAMH, €CITH Ha JIMHUH XKICT KIIMCHT M 3BOHOK HE MEPEBEEH B PEKUM OXKHUAHUS.

HenonyctuMo urHopupoBanue TenehOHHBIX 3BOHKOB: HE TIO3]IHEE, YeM 15 ceKyH/I Mociie apecaiyy BhI30Ba
Ha orepaTopa 3a04HOr0 00CITy)KUBAHHS JOJDKCH CIICI0BATh OTBET.

B koHIe o01eHus onepaTopy 3a04HOTO 00CTyKUBaHHsI HEOOXOJMMO 1MO0IaroAapuTh KIMEHTA 33 3BOHOK.

IIpu nepenucke ¢ KaueHToM. J[enoBas mepenucka MOXKET OCYMIECTBISITECSA KaK MOCPEICTBOM MOYTOBBIX
MUCEM, TaK U UHTEPAKTUBHBIMH criocoO0aMu. [Ipu HampaBlieHUH MUCHMA IO JIEKTPOHHOMN MoYTe, pabOTHHK BCET/Ia
KpaTKO YKa3bIBacT ero TeMy.

JlnmuHa murchMa JOMDKHA COOTBETCTBOBATH XapaKTepy OOpaIleHusi, OTBET KPATKUW, EMKUH W MO CYIIECTBY
Borpoca. [IucekMo HEOOXOMMO HAYMHATH ¢ OOpAICHUsT K KIHCHTY MO MMEHH W OTYECTBY (MIIH MO UMEHH, €CIIH
KJIMEHTOM TaK ObLIO yKa3aHo), 0pOpMIIATh B COOTBETCTBHH C 3aKOHOIATeJILCTBOM U BHyTpeHHuMHU JIHA OIT.

B oTBeTe pekoMeH TyeTcsl MPUBECTH KPATKOE COJIEpKAaHUE MOTyUYSeHHOTO 3apoca.

[onmuce momkHa wuaeHTH(GHUIUpOBaTh: paboTHHKa - OVO w MOMKHOCTH NPH HANpPaBIEHWW OTBETa Ha
(¢upMeHHOM O1aHke; KoMiaHuio - HaumeHoBanue Ol u KOHTakTHYIO HH(POPMAILIHIO.

2.4, IlpyHIUNBI yperyJJupoBaHus KOH(JINKTOB

Henonyuienne BO3HMKHOBEHUS KOH(QUIMKTA SIBISICTCS BaKHBIM YCIIOBHEM JUIS OOECIICUEHUS 3allUThI
HWHTEPECOB KIIMEHTOB.

Bo n30exxanue kKoHPMUKTHBIX cuTyanuii padbotHuku OI1 06s3anbL:

- CTPEMUTHCS ICHCTBOBATh B MHTEpECcaxX KIMEHTOB, YMETh PAaclio3HABaTh U M30eraTh CUTYaIUid, KOT/1a MOXKET
BO3HUKHYTH KOH(JIUKT;

- CTPEMHUTHCS HE JIOIYCKaTh BOBHUKHOBEHUS CUTYalluH, IPH KOTOPOH B KOH(INKTE HAYMHAIOT y4yacTBOBATh
IpyTHe KINEHTHI,

- co0uTroIaTh MPUHIMI KOH(PUACHIIMATLHOCTH (HepasriamieHuss HH)OpMAIIUY, He NpeTHa3HaAYeHHOU ISt
OTKPBITOTO IOCTYTIA MJIU MOJIb30BAHUS BCEMH JKEJIAIOLINMHU).

B cnydae BO3HHKHOBEHHST 00CTOSITENBCTB, KOTOPBIE, IO MHEHHIO PA0OTHHKA, MOTYT MPHUBECTH K KOH(MIUKTY,
OH 00513aH CPOYHO MTOCTABUTH B U3BECTHOCTH 00 3TOM CBOETO HEMOCPEACTBEHHOTO PYKOBOAUTEINS, KOTOPBII JOKEH
MIPUHATH MEPHI K YPETYJINPOBAHUIO BO3HUKIIEH CUTYaIUH.

[pu paspeireHnn KOHGIUKTHBIX CUTYaIMi ¢ KIIMeHTaMu JaeicTBust padoTHuka OIl, BKIItoYas npruHUMaeMbIe
VMU pelIeHns, He JOJDKHBI PECIIeIOBATh JIMYHBIA HHTEPEC.

JLJ1st KOHTPOJIS KauecTBa OOCIYKMUBAHUS KIIMEHTOB, YPETyJIMPOBAHHUS CIOKHBIX U HETPEIBUACHHBIX CUTYaLlUil
B LIEHTPaxX OYHOrO OOCIY)KMBaHHs KJIMEHTOB NPU HAIWYMU TEXHUYECKOW BO3MOXHOCTH BEAETCS ayau03aIlich
pasroBopa 1 BUACOHaOII0IeHNE, a TPH 00PaIIeHNH KIMEHTOB 110 MHOTOKaHAIbHBIM TeJIe()OHHBIM HOMEPaM €IMHOTO
koHTakT-1ienTpa (EKL), Bkirouas nnrepakTuBHOro aBroorBeTyrka (IVR), Benércs ayanosanuck Bcex pasroBopos,
pu 00s13aTeTLHOM HHPOPMHUPOBAHUN KIIMEHTOB B COOTBETCTBUH C ICHCTBYIOIINM 3aKOHOJATEIHCTBOM.
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3. MudpacTpykrypa 04HOI0 00CITYKUBAHUS

OuHoe 00ciTy)KHBaHUE KIMEHTOB KOMITAHUH OCYLIECTBIISETCS B IEHTpax 00CIyKUBaHUs KIMEHTOB. [lepeueHb
LIEHTPOB OOCITy>KWBaHUS KIIMEHTOB, 30HBI OOCITYKHBaHUS (TIPX HAJIMYWH JI€JICHUS Ha 30HBI 00CITY)XUBaHUS), aipeca,
Yachkl paboTbl, KOHTAKTHBIC TesIe(OHBI (IPY HATMYWH BBIJCICHHBIX TeJe()OHHBIX HOMEPOB) U apeca 3JIeKTPOHHON
nmoyuTHl (MPY HAJTMYMH) YKa3bIBalOTCS Ha OUIINATIBLHOM CaiiTe TapaHTHPYIOLIETO MOCTABIIHUKA.

Pexum u mopsimox paboTHl LEHTPOB OOCITY)KMBaHWMSA KJIMEHTOB YCTaHABIMBAIOTCS I'apaHTHPYIOLIUM
nocraBIIUKOM. JlomycKkaeTcst cMelenre pabodero rpaguka B 3aBUCUMOCTH OT TEPPUTOPUANIBHBIX OCOOEHHOCTEN 1
HEOO0XOIMMOCTH o0ecTiedeHus 00CTy)KUBaHHsI B BEUEpPHEE BpEMsL.

OuHoe oOciyXUBaHMEe KIHEHTOB ocymecTsisiercs B mrooom LIOK B 30ne gestensHOcTH Ol BHE 3aBUCHMOCTH
OT MECTa PACIOJIOKEHUS MPUHAAJISKAIINX KIMEHTY 3HEProlpUHUMAIOLIETO YCTPOHCTBA U (WiIK) 000pyAOBaHHUS, C
WCTIONB30BaHUEM KOTOPBIX OCYIIECTBISIETCS TOTpebJieHHe KOMMYHAIbHBIX yciyr. OuHoe o0ciyXKuBaHHE
MPEJOCTaBISIET BO3SMOKHOCTD PEIICHUSI CII0KHBIX BOIPOCOB H (HMJIM) BOIIPOCOB, TPEOYIOIINX JINYHOTO MPUCYTCTBUS
KJIMEHTa B COOTBETCTBHUHU C TPEOOBAHMSIMHU 3aKOHOATEILCTBA M KOPIIOPATUBHBIMHU CTaHIAPTaMH.

Lentpsl  oOciy’KuBaHMS  KJIHMEHTOB  OOECHEUMBAIOT  TEPPUTOPUAIBHYIO, OpPraHU3ALMOHHYI0 U
WHPOPMALMOHHYIO JOCTYITHOCTh KIMEHTaM M (PYHKIIMOHHMPYIOT Ha OCHOBE MPUHIIMIIOB, YKa3aHHBIX B MyHKTE 2.1
HACTOSIILIETO CTaHAapTa.

KonmuecTBo, motpedHOCTs M MecTa pacnonoxerns LIOK onpenensrorcs OO1miecTBOM, UCXOASM U3 KPUTEPHUS
YHUCJIICHHOCTH HACCICHHA 30HbI ACATCIBHOCTU OIIl B kauyecTBe rapaHTUPYIOWICTO IIOCTAaBIIHKA, M3 IIPHUHIUIIA
JOCTYITHOCTH OYHOTO 0OCITYKMBaHUsI, MENIeX0AHON 1 TpancnopTHOM noctynHoctH LIOK B Teuenune pabouero aHs
JUTS BCEX KIMEHTOB, NPOKMBAIONIMX B TpaHHIAX 30HBI oOcmyxwuBaHus naHHbIX L[OK, oxBara Bcelt 30HBI
JeSITENIbHOCTH TapaHTUPYIOMIETO TOCTABIINKA, a TAKXKE UCXOs U3 TpeOOBaHMH JEHCTBYIOIIETO 3aKOHOAATENLCTBA
PO.

st opraHu3anuy OYHOro OOCIY’KMBaHUS B YAAJICHHBIX HACEJEHHBIX NMyHKTax, rae HeT oducos OIl, mms
KJIMEHTOB C OTPaHUYEHHBIMH BO3MOXKHOCTSIMH 3[J0POBBSI, @ TAKXKE B MHBIX CIIydasiX, €CJIM 3TOro TpedyroT Ou3Hec-
nporeccel OI1 peanuzyercst BbIe3IHOE OYHOE 00CTYKHUBaHUE B MOOMJIBHBIX IIEHTPaxX 00CTyKMBaHUS KIHMEHTOB (ITpH
X HAJIMYUN).

3.1. ®yHKUMH HEHTPOB 00CTYKMBAHUS KIMEHTOB

Lentps! 00CcIyKMBaHUS KIIMEHTOB BBIIOJIHSIOT CIeAyOMNEe (GYHKIUH:

- opraHu3anus o0CIIy>KUBaHUS KJIMEHTOB C YY€TOM IOJIOKEHUH 3akoHoAaTenscTBa Poccuiickoit Penepanyn
00 D3JIEeKTPOIHEPreTHKE, HACTOSAIIETO CTAaHIApTa, JOTOBOpa 3HEprocHa®kKeHus (KyIUTU-MPOAaxH (MOCTaBKH)
JNEKTPUYECKONH dSHEpruu (MOIIHOCTH) M  JIOTOBOpA  IPENOCTaBIEHHS KOMMYHAJIBbHON  yCIyrd IO
3JIEKTPOCHAOKEHHIO, @ TAKXKE WHBIX YCIYTI KOHTPareHTOB B PaMKax JOrOBOPOB OMJITMHTA,;

- OpraHu3alys NpeAoCTaBICHUsT MH(POPMAIINK, OYHOTO KOHCYJBTHPOBAHUS KJIMEHTOB IO BCEM BOMPOCAM,
CBSI3aHHBIM C JESATEIBHOCTHIO TapaHTHPYIOIIETO IMOCTABIIMKA, MPEJOCTaBICHHE THUMOBBIX (OPM JTOKYMEHTOB
KIJIUEHTY;

- o0ecrieyeHue mpueMa IJIaTeXxel OT KIMEHTOB (KaK MMHUMYM B Oe3HINYHOU (hopMme), 3a UCKIIFOUEHHEM
CIly4aeB OTCYTCTBHUS BO3MOXKHOCTH OOECTEUHTh paboTy IIATEKHBIX CEPBHCOB W3-32 OTCYTCTBHUSI YCTOWYHBBIX
KAaHAJIOB CBA3M I10 IPUYNHAM, HE 3aBUCALINM OT rapaHTHPYIOIIEro MOCTABIINKA;

- TpUEM 3a58BOK Ha 3aKJII0UEHHE JIOTOBOpPA SHEPrOCHAOKEHHMS (KYIUTH-TIPOAAXKH (TIOCTABKU) HJIEKTPUIECKON
9HEpruM (MOITHOCTH) WITH IOTOBOPA HAa OKa3aHWE MHBIX YCIYT, a TAK)Ke MHBIX JOKYMEHTOB OT KJIMEHTa, TPOBEpKa
MepeyHs JOKYMEHTOB, IPOBEPKA MTOJIHOTHI CBEICHUH B 3asBKE, aHAIN3 JOKYMEHTOB Ha COOTBETCTBHE TPEOOBAHUSAM
K JOKyMEHTaM, YCTaHOBJIIEHHBIM HOPMaTHUBHBIMHU IIPaBOBBIMU aKTaMU;

- BbIJaua KJIMEHTaM JIOKyMEHTOB, CBA3aHHBIX C pealn3alueil Joropopa SHeprocHa0 eHus (KyIH-POAaXH
(TmocTaBKM) JMEKTPUYECKOW SHEPTruu (MOIIHOCTH) WM JIOTOBOpa MPENOCTaBICHHS KOMMYHAIBHOW YCIYTH IO
3JIEKTPOCHAOKEHHIO, @ TAKXKE WHBIX YCIYTI KOHTPAreHTOB B PaMKax JOrOBOPOB OMJITMHTA,;

- TpueM oOpalleHuH, CBI3aHHBIX C AESITEIbHOCTHIO TapaHTHPYIOLIET0 OCTABLIMKA WK B CIIyYasiX,
IPEAYCMOTPEHHBIX 3aKOHOIAaTENbCTBOM Poccuiickoit Denepannn, CETeBOM OpraHu3aliy, a TAKKE UHBIX YCIIyT
KOHTPareHTOB B PaMKax JIOTOBOPOB OMJUIMHTA.

K momernienuro neHTpa o0Cmy>KUBaHUS KIMEHTOB AJIS1 OYHOTO OOCITYKUBaHUS 00eCIIeunBaeTCs
OecTpensITCTBEHHBIN JOCTYI OCETUTENEH, B TOM YHCIIE TPAKIaH C OTPAHUYCHHBIMHI BO3MOXKHOCTSIMH, B PaMKax
TpeOoBaHMit 3aKoHOAaTeNnbCcTBA Poccutickoit deneparym.
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3.2. TpeOoBaHus K 31aHUIO, I/Ie pacnojaraercs HeHTP 00CayKUBAHUS
KJIMEHTOB

O4Hoe 00CITy’)KUBaHUE OPTaHU3yEeTCH:

- B MECTax ¢ pa3BUTOU Topojckoil mHPpacTpyKTypoi (Heganeko ot TLl, OCHOBHBIX Mara3uHoB U T.1.);

- TI0 BO3MOKHOCTH Ha 1-0¥ JINHUYM TOMOB MO0 OTHOIICHHUIO K JIOPOTE;

- Ha l-M 3Taxe 37aHUS (ONITUMAIBHO);

- OJM3KO K TPaHCIIOPTHBIM MapuipyTam — He Aajee 500 MeTpoB OT OCTaHOBKH OOIIECTBEHHOTO TPAHCIIOPTA

(B ropone);

- He;aJeKo OT LEHTPAIbHBIX yIHUI] HACEICHHOTO IyHKTa (B 001acTn).

B 3pganum nomkeH ObITH MpoBeAEH HEOOXOAWMBIA TEKYIIMH M KAINUTAIBHBIA PEMOHT, OHO JIOJDKHO
MOJIAEP’KUBATHCS B XOPOLIEM COCTOSIHUY (3[jaHKHe HOBOE WIIM MIOKPALICHO/OTIITYKaTypPeHO, Ha CTEHAaX OTCYTCTBYIOT
TPEIIMHBI, Pa3BOMAbl W IISITHA, paMbl M OKOHHBIE CTEKJA IIeNble W YHCTHIE). 3/JaHue JODKHO COOTBETCTBOBATH
tpedoBanusam CanlluH, CHUII, tpeboBanmsaM mokapHOH 0€30MMacHOCTH, a TaKke oOecrednBaTh 0E30IMaCHOCTH
BHYTPH TIOMEILIEHHS.

Psinom co 3maHMeM 1O BO3MOKHOCTU JOJDKHO OBITH 00ECIeYeHO HajJuyhe OecIuiaTHOW MapKOBKH JUIS
KIIMEHTOB M3 pacdera | MalmmHO-MecTo Ha | onepalnoHHOEe MECTO paOOTHUKA B KITMEHTCKOM 3aute (UTsl (PU3UIecKux
Y IOPUINYECKUX JIMIT), HO He MeHee 3 MalmnHo-MecT Ha 10 paOoTHHKOB.
Wudopmaimonnsie ykazaTtenad, O(OpMICHHBIE B €JUHOM KOPIOPATUBHOM CTWJIE, B COOTBETCTBHU C
OTpacieBsIM PYKOBOJCTBOM IO Mcmoib3oBaHUio ¢upmenHoro crwist Ol (manee - bpeHmOyk) pasmemarorcs y
LIEHTPaJIHHOTO BXOJa B 3/IaHUE!
- BBIBECKA C Ha3BaHHEM KOMIIaHUH;
- TabnM4YKa ¢ HANMEHOBaHWEM KOMIaHUH U HHPOpManHel 0 peskumMe paboThI.
[lo manpaBnenmro k [IOK (mpm HE0OXOOUMOCTH) pa3MEMmIAIOTCS yIWYHBIE yKa3aTelld, MOKa3bIBAIOIINE
HampaBlIeHUE ABIKEHHS K 0(UCY, 0OPMIICHHBIE B KOPIIOPATUBHOM CTHJIE KOMIIAHUH.
[puneraromas K 31aHUIO TEPPUTOPHSI M BXOIHAS TPYTIIIA MOAAEP)KUBAIOTCS B HAJUIEKAIIEM COCTOSTHUH
- OTCYTCTBYET MYCOp, JIETOM Ha KITyM0OaX HeT COPHSIKOB, 3MMOI OYHIIIEHa OT CHEra M Halle [, OTCYTCTBYIOT
COCYJIBKH Ha KBIIIE;

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

- Ha CTYNEHAX IMPH BXOJIe B 3/aHUE NMPH HEOOXOIAMMOCTH Pa3MEIAIOTCs aHTHUCKOJB3SIINE KOBPUKH, Y
Bxoja B [IOK o1HOTOHHBIN TEMHBIN BIarOBIUTHIBAIOIINIA KOBPUK.

K 3manuio neHTpa OOCHyXHMBaHUS KIMEHTOB JUIS OYHOTO  OOCHYXHBaHUS  oOecriedrBaeTCs
OeCTIpENATCTBEHHBIN JOCTYI MTOCETUTENCH, B TOM YHCIIE TpaXJIaH C OrPaHUYCHHBIMH BO3MOXKHOCTSIMH, B PaMKax
TpeOoBaHMil 3akoHONATeNbCTBAa Poccuiickoit ®Denepannu. Ha BXOTHBIX CTEKISHHBIX ABEPAX pa3MeEIIaloTCs
AJIEMEHTHI JJ1s1 CIA00BHISIIUX JIFOJICH.

Ecnu Bxox B meHTp 00CTy)KMBaHUS KIMEHTOB MMEET JIECCTHUYHBIN TpoJieT Ooiee 3 CTyMeHeK, TO JIECTHUIA
BXOJITHOW TPYMIBI JIOJDKHA OBITH OOOPYJOBaHA TOPYYHSIMH W CIENHAIbHBIMH YCTPOHCTBAMH, ISl IIFOJEH C
OTpaHUYEHHBIMH BO3MOXKHOCTSIMH (TIaHJyCaMH, paCIIUPEHHBIMH TMPOXOJaMH, IO3BOJSIIOIIUME O00OECIIeYHTh
OeCIpensITCTBEHHOE TepPEeABIKEHUE), JTMOO KHOINKAaMHU BbI30Ba mepcoHasia. KHomka 0003Hawaercss TaOJU4KOu
«BB130B TIEpcoHaNay, a TakKe OJHOMMEHHON TaOJIMYKON ¢ MHCTPYKIIMEH Ha s3bIke bpaiins.

IIpn HEeBO3MOXXHOCTH OOOPYIIOBaTh BXOJl B IIEHTP OOCTYXXWBaHHUS KIMEHTOB HAISKAINUM 00pazoM
opraHuzyercsi 00CITy>)KHBaHHE UHBAJIMJIOB U JIUI] C OTPAHUYECHHBIMH (PU3MYECKUMHI BO3MOXKHOCTSIMH Ha JIOMY W/WIIN
HCTIONB3YETCS IPYToil crmocod obeceueHns JOCTYITHOCTH 00CITy )KIBaHUSI.

3.3. TpedoBaHusi K NOMENIEHHID, I/e PACHOJIATAETCS LEHTP OO0CIYKHUBAHUS
KJINEHTOB

IMomemenus [OK 10/mKHBI COOTBETCTBOBATH CAHUTAPHO-3MUASMHUOIOIHUECKUM TPEOOBAHHSM U PETYJIPHO
TIOAIEPKUBATECA B HajuiexkarieM coctossaun. B momemenusx I[OK momkeH OBITH MpoBeAEH HEOOXOTUMBIM
TEKYIIUH U KaUTAJIbHBIA PEMOHT.

Ha BXOAHBIX CTEKIISTHHBIX ABEPSX PA3MEIIAOTCS AJIEMEHTHI IS CIIa00BHIIAIINX JIFOJIEH, a TaKKe TaOIMIKH,
YKa3bIBaIOIME HAIPABJIEHUE OTKPBITHS ABEPEH.

Bxon u BIXO[ (BKJIFOUAsI aBApUHHBIN) U3 MTOMEIICHUS 000PYYIOTCS COOTBETCTBYIOIIUME YKA3aTEISIMHA C
ABTOHOMHBIMH UCTOYHUKAMH OecriepeOOHHOro nutanus (1Mo BO3MOXKHOCTH M ITPU HEOOXOAMMOCTH).

IIpu paszmelieHn TOMENIEHUS JIJIi OYHOTO MpUEMA KIIMEHTOB B OJHOM 3JIaHUU C JPYTUMU OpraHU3alUuiIMu
JOJDKHA 00ECIIeYMBATHCS UX B3aUMHAS TIAHUPOBOYHAS H3OJISIINS

- TIOMEIIEHUE HE IOJDKHO OBITh MPOXOTHBIM;
- MPOXOA HE JODKEH OCYIICCTBIATHCA UYEpe3 IMMOMEIICHHS APYTHX OpraHu3amuid, (KpoMe MeCT O0OIIero
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TIOJTH30BAHNA);
- TIOMEIIEHHE IOJDKHO NPEAyCMaTPUBATh HE3aBUCUMBIN PEKUM PAOOTHL
Bxon B momemieHue ImeHTpa OOCTY)KMBaHUS KIMEHTOB OCHAIIAETCS JOTONHHUTENbHOW TaOIM4YKOW C
HaMMEHOBaHUEM KOMIIAHUHU U HH(OpManKel 0 peskuMe padoThl, €CITU B 3JaHUU Pa3MEIICHO HECKOJIBKO OpraHn3alii
W/WIM BXOJ B 37aHWe He coBmazaer co BxozoMm B momemienue L[[OK. Takxe B 3maHmu mpu HEOOXOIMMOCTH
pasMeraTcs AONOJIHUTENbHBIE YKazaTelld, IOKa3blBalolIMe HampaBieHue aBwkeHus k nomemeHuto L[OK,
oopMiIeHHBIE B KOPIIOPATUBHOM CTHJIE KOMITAHHH.

ITomemenus 1{OK, snemMeHTHI MHTEphepa W dKCTEphepa OGOPMIIOTCS B €IMHOM (DHPMEHHOM CTHIIE,
npoBoxuTcss opranmzanus npocrpanctsa LIOK (3oHMpoBaHKE) B COOTBETCTBHU C PyKOBOICTBOM apXHTEKTYpHO-
IUTAaHUPOBOYHBIX pemieHnid u bpenaOyka. B LIOK nmomkna ObITE OpraHu3oBaHa MOTOJIOYHAS WM HACTCHHAsS
HaBuranug (yka3aTelld, HaWMEHOBaHWE, HyMepalus KaOWHETOB/OKOH), y BXOJa B KaXAbli H3 KaOWHETOB
pa3mMernaercs TabIMYKa C HANMEHOBAHUEM TIOMEIICHHS. 30Ha O’KUIaHHS KIIMSHTOB JI0JDKHA MTO3BOJIATH Pa3MECTHTh
BCEX KJIIMEHTOB B MMMKOBBIE AHU (Yachl) mpuéma (ontuMaibHo). [Inomanb 30Hp He MeHee 4 KB. M Ha 1 paOoTHHKa,
00CITy>KUBAOIIETo KIUEeHTOB (1 MecTo At 0OcmyKuBaHUsA).

B nomemennsx LIOK nomkHBI 0TCYTCTBOBATH IIEPErOPEBILIE JTAMIIBL, IOJDKHO OBITH CBETIIO, TOAEPIKUBATHCS
koM(popTHas Temreparypa. CTeHBI, MOJI, IOTOJIOK, OKHA, BATPUHBI U DJIEMEHTBI OTJCIIKH JJOJDKHBI ObITh YUCTHIMHU H
0e3 MMOBPEKICHHIA.

[omemenuss IIOK obGopymyercss cucreMoil KOHAWIMOHWPOBAHWA, KYyJIEPOM C TIHTHEBOH BOMOW U
OAHOPA30BbIMU CTaKaHYHMKaMH, a TAKXKC ypHOI\/'I JJId UCIIOJIb30BAHHBIX CTaKaHOB, KOPIIOPATHBHBIMHU HACTCHHBLIMUA
yacamu # KaneHnmapém. JlomwkHa OBITH oOecredeHa BO3MOXKHOCTH JIOCTyNa KIMEHTa B TyaneT (1o TpeOOBaHUIO
KIJIMEHTA).

B cnyuae, ecnmu B LIOK Benércst Bumeo u/wim ayano3anvch JOJHKHBI OBITh pa3MeNIeHbl COOTBETCTBYIOLIHE
WHPOPMALMOHHBIC HAKIICHKH.

[Ipu obciyxMBaHUM 33 CTOJIAMH CO CTOPOHBI KJIIMEHTOB JOJKEH CTOATH CTYJ. CTOJ CO CTOPOHBI KIIMEHTA
JOJDKEH OBITH OCBOOOXKIEH OT BCEX TPEAMETOB, YTOOBI KIMEHT UMENl BO3MOXKHOCTH PadOTaTh C JOKYMEHTaMH,
JOJDKHBI OBITh MUChMEHHBIE TPHHAMISKHOCTH (Oymara anms 3ammced, pydku c ¢ukcanumeit). llucpmeHHBIE
MNPUHAAJIC)KHOCTHU JOJDKHBI TAKKE pasMEIIaThCA Ha CTOMKE AJ14 3alI0JIHCHUA JOKYMCHTOB.

Paboune Mecta paOOTHUKOB B 30HE KIIMEHTCKOTO 00CTY>KUBAHUS M HHBIX TIOMEIIEHHSAX TOJDKHBI COAEPKATHCS
B YKHCTOTE, HA HHUX JOJDKHBI OTCYTCTBOBaTh HEO(HCHbIC/TUYHBIC MpeaAMeThl. KOMIBIOTEpHBIC M ICKTPUUCCKUE
MPOBO/IA IOJDKHBI OBITH CIIPSATAHBI UITH AKKYPATHO YJIOXKEHBI B Tope (OTCYTCTBYIOT BHCSILHE IPOBO/IA).

WHpopMamoHHBIN CTEH]I pacnoiaraeTcsi Ha BUIHOM MECTe, MMEIOTCSI HAaCTOJIbHbIE/HAMOIbHbBIE TTOICTABKH
JUIsL pa3MelIeHus] HHPOPMAIMOHHBIX MaTepraioB (P HEOOXOAUMOCTH), TIACTUKOBBIE MOJICTABKH/KapMaHbI JIs
pasMeneHns THPOPMAITMOHHBIX OYKIIETOB JOJIXKHBI ObITh 3aITOJTHEHBI aKTyaJIbHBIMU [[BETHBIMHA HH(POPMAITUOHHBIMH
MaTepHalaMH.

Kaxpiii ieHTp 00CITy>)KUBaHUSI KIIMEHTOB HMEET KHUTY OT3BIBOB U TPE/JIOKECHUH, perucTpanus 1 00padoTKa
OT3bIBOB M OOpAIICHUI KIMEHTOB BEAETCSI B COOTBETCTBUU C YTBEPKACHHBIMH JIOKAIbHO-HOPMAaTUBHBIMH aKTaMU
KOMITaHUH.

st obecrieueHus 0€30MacHOCTH PAOOTHUKOB M KIIUCHTOB MIOMEIICHUE 000PY/yeTCs:

- NPOTHUBOIOXKAPHOU CHCTEMOM U CPeICTBAMU MOXKaPOTYIICHUS;

- CHCTEMOIl ONOBEIIEHUs O BO3HUKHOBEHHMH YPE3BBIYAHHOM CHTyallMH, TPEBOXKHOW KHOINKOH, a Mpu

HEO0OXOJUMOCTH H TT0 BO3MOKHOCTH (PN3NYECKON OXPAHOM.

KitoueBbiMu mapamerpamu, omnpenesstomumu  popmar [IOK, sBistoTcs pa3mep MOMEIIEHUH, €ro
apXUTEKTYypa, KOJMYECTBO IITATHBIX PAOOTHHUKOB, OOCITYKUBAIOIIUX KIMEHTOB, HATMUNE (DYHKIMOHAJIBHBIX 30H U
[epeyeHb NPOTYKTOB U YCIYT, apECOBAHHBIN ONPEAeIEHHBIM CETMEHTaM KINEHTOB.

Brigenstores cieayrone Gopmartsr [JOK:

- Tonosnoit LIOK - ronoBHo# oduc B 001aCTHBIX HEHTPAX.

- Cpeanuii LIOK - ¢ xonumuecTBOM paOOTHHUKOB HAa OYHOM OOCITYXKHBAHUH 5 UelloBEK U Ooliee.

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

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

mobmisHOrO LIOK pasmemniaercst Ha opunmansHoM caiite OIL

3.4. IlpumMeHeHUe MPUHIMIIA 30HUPOBAHMS B IEHTPAX 00CIYKUBAHUS KJIHEHTOB

TloBEIIICHHNE 3(1)(1)CKTI/IBHOCTI/I O6CJ'Iy>KI/IBaHI/I$I KIIMCHTOB AOCTUTACTCA 3a CUCT MHTYUTHUBHO IOHATHOI'O U
KOM(l)OpTHOI‘O PACIIONIOKCHHUA CICAYIOIINX 30H 06CJ'Iy>KI/IBaHI/I$I.
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30Ha BCTpeyd KJIMEHTOB/BXOJHAS Tpylna IMpeaHa3HauyeHA JUIS OpraHu3alii BCTPEYHM KIIFEHTA,
OTpEe/IeTICHUsT €ro TOTPEeOHOCTEH B IMeNsIX JaJbHEHIIEero ero HampaBieHHs B COOTBETCTBYIOUIYIO 30HY
00CITy)KHBaHUS.

3oHa o:KuIAHUS TpeHA3HAUEHA IS OpraHU3alui KOM(POPTHOTO OKHUIAHHUS KIMEHTaMU 0OCTYKUBaHUS.

Hndopmanuonnas 30Ha TpefHa3Ha4deHa Uil  pa3MeIieHns HH(GOPMAIMOHHBIX  MaTEepHalIOB
rapaHTUPYIOIIETO MOCTaBIINKA, MATEPHAJIOB MO AOTONIHUTEILHBIM yCIyraM KOHTPareHTOB B paMKaX JOTOBOPOB.

NudopManmoHHbie MaTepuanbl JODKHBI OBITh aKTyaJlbHBIMA W TIOHATHBIMH I KIUCHTOB, U
odopmireHHBIMU B equHOM (pupmeHHOM cTmie. PabotHuk L[OK, Ha3Ha4eHHBIM HAYaIbHUKOM y4YacTKa, 00s3aH
CIIETUTH 32 pa3MeIIeHNEM U aKTyaIbHOCTHIO HH()OPMAITMOHHBIX MaTEPHAIIOB.

Wudopmanus, noaiexaas 00s3aTeIbHOMY pa3MEIIeHHIO B MTH(POPMAIIMOHHOH 30HE:

- O TOpsAOKE W CIoco0ax BHECEHHS IUIATEXeW M0 JOTOBOPY DJHEProcHAOKEHHS (KyIUTH-TIPOJIAXKH
(TIocTaBKM) IEKTPHICCKOMN SHEPTHH (MOIITHOCTH));

- 0 TOCIEACTBUSX TPH OCYIIECTBICHMH HECaHKIMOHHMPOBAHHOTO BMeIIAaTelIbcTBA B paboTy
WHAWBUAYAIBHOTO, 00IIero (KBapTUPHOTO) Mprubopa yuéTa, MOBIEKIINE UCKAaKEHNE TIOKAa3aHUi Takoro mpudopa
yué€Ta, C yKa3aHHeM crocoda pacuéra TOHAYNCICHHUS 3a TaHHOE HapyIICHHE;

- 0 crmocobax mepeaayn Mmoka3aHuii mpuOOpOB ydeTa;

- 0 MOCJEACTBUSX MPH HAPYIICHHH 00s3aTENBCTB MO OIUIATE SJIEKTPHUECKON SHEPTHH, BHIPA3UBIIUECS BO
BBEJICHUH TIOJHOTO W (WJIM) YaCTUYHOTO OTPAaHWYCHUS PEXHMa MOTPEONEHUS DIEKTPHYECKOW SHEPrUU U €ro
BO300HOBIIEHHUIO, O CITOCO0aX YBEIOMIICHHS 00 OTKITFOUSHHH JOJDKHUKA;

- 0 HaYHCJICHUU TICHH;

- 0 JeicTByromMX Tapudax U HOPMATHBAX;

- 0 MOpSAIKE ToJa9u O0paIeHui, IPETEeH3UH 1 xKallo0 Ha IEHCTBHUS rapaHTUPYIOIIETO MTOCTABIIUKA;

- TepeyYeHb NOKYMEHTOB, HEOOXOAMMBIX ISl 3aKIIOUYECHUS JOrOBOpa dHEpProcHad) eHus (KyIIu-mpoaaxu
(TOCTaBKM) 3JCKTPUICCKON IHEPTUU (MOIIIHOCTH)).

ToproBass 3ona (mpu Heodxonumoctu) I[IpenHazHavyeHa IS OpraHU3alK TMPONAXK MPOIYKIIUH
(3MEeKTPOTOBAPHI, CUETYMKH W ApPYyroe). Mexmay TOpProBod 30HOW W 30HOH OOCITY)KWBAaHUS IOJDKHO OBITh
MPeIyCMOTPEHO CBOOOJIHOE MPOCTPAHCTBO, obecreunBaroliee KOHPUACHIMATBHOCTE O0CTyKuBaHus. Topropas
30Ha JIOJDKHA OBITh OCHAIIIEHA CTEHJAMH H/HITH CTEKIITHHBIMUA BUTPUHAMH, O(DOPMIICHHBIMH B €IMHOM (PUPMEHHOM
CTHIIE ¥ KOH(UTYpAIIHN.

3ona o0cay:KMBaHUSI TIpeJHA3HAUEHA Ui TPOBEACHUS KOHCYJIBTAIM KIMEHTOB (UIMUECKUX W
IOPUINYECKUX JIHIL [0 YCIyTe 3JIEKTPOCHA0KEHUS U YCIIyraM KOHTPareHTOB B PaMKax JIOTOBOPOB OMJLTHHTA. 30HBI
o0CTyXMBaHHUS IOPUIMYECKHX © (U3MYECKUX IIUI[ PaCIOiararoTcs, MO BO3MOXHOCTH, o00OocobmeHo. [lpu
HEOOXOIMMOCTH pacTpe/IeieHUs] U ONTHMHU3AIMH TIOTOKa KIMEHTOB U MOBBIIeHUS 3¢ dexTruBHOCTH padoThl, B [IOK
BHEJIpSIETCSl DIIEKTPOHHAS O4Yepe/ib CO 3BYKOBBIM OIOBEUICHHEM M 00OpYIyeTcsl CTOWKa aJMHHUCTparopa (MpH
HaTHduK 5 (1TH) U 60J1ee OKOH 00CITY)KHBAaHHsI KJIMEHTOB).

[IpucyTcTBUE aAMUHHICTPATOPA B 00S3aTEIEHOM MOPSIKE JODKHO OBITH 00ECTIEUeHO:

- B IIMKOBBIC YacChl;

- Ha «IEepPEeXOJHBIM TepuoI» TpPH BBEACHWHW HOBBIX TpeOOBaHMW 1O pacuéTy YCIyrdH IO
AIIEKTPOCHAOKEHUIO, a TAK)KE MHBIX YCIYyT KOHTPAreHTOB B paMKaX JOTOBOPOB OMJIIMHTA;

- Ha IEPeXOHbIH Mepruo» NPH BBEICHINH HOBBIX TEXHOJIOTHI 00CTy)KUBaHUS (HAlIpUMeED, JIEKTPOHHON
oueper UM HHBIX TEPMUHAJIOB);

- TIpU BO3HUKHOBEHHH TEXHHYECKHX COOEB, IMOBJIEKIINX 3a COOOH YBeIMYEeHHE OYepelH, BPEeMEHU
OXKUJIaHUsI U OOCTTY>KMBaHUSI WJIH POCT HANPSDKEHHOCTH CPEJIA KITHEHTOB.

30Ha 00cTy)KUBaHUSI KIMEHTOB 0(hOpMIISIETCS B KOPIIOPATUBHOM CTHIIE M 00ECTIEYMBACTCSI HATMIHEM:

- 1-ro unu 2-x crynbeB Ha | OKHO (CTON) MpUEMa KIIMEHTOB,;

- OTZAENBHOTO CTOJA WM BBIICTIEHHOT'O MECTa Ha cToJie pabOTHHKA /Ui 0)OPMIIEHHS JOKYMEHTOB;

- KaHIEISIPCKUX TPHHAIISKHOCTEH JUIsl TOJb30BaHHWS KiIMEeHTOM (Oymara Jyisi 3arucei, py4YKd C
¢dukcanueil).

30Ha mpueMa miIaTeXeil/pHeM NJaTeXeld NPUMBIKAET K 30HE OOCITY)KWBaHUS WM TpeTHA3HAYCHA JIJIs
peanu3almy rnpolecca npruemMa raTexei oT KIMEHTOB 32 YCIYTY JIeKTPOCHA0KEHHSI U UHBIE YCITYTH KOHTPareHTOB
B paMKax JIOTOBOPOB OMJLTHHTA.

JeTrckasi 30Ha IPUMBIKAET K 30HE OXKUAAHUS U IPEIHA3HAYACTCS I OPraHU3aluy 10Ccyra JIeTeld KIMEeHTOB,
oxumarImux obciyxuBanus. OcHamaercs NETCKoW MeOenbio (CTOon, CTynbs OW3uOOp]) M 3aHUMATEIHLHBIMU
MaTepuaniaMH s neTel (HampuMmep, Oymara Juist pUCOBaHMS, KapaHIaIli, PaCKPacKH JUTsI TeTeH, T0CKa C MEJIKaMH,
Y T.IL.), MOJKET OBITh OCHAIIlEHA HHTEPAKTHBHBIMU CTOJIAMU WU ITAHEIISIMHU.
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Hudposas 30Ha/30Ha caM000CTYKHBaHUS. TIpeTHA3HAYCHA JUIS IPEIOCTABICHHS KIIMEHTAM UHTEPHET-YCITYT
1 YCIIYT YCTPOMCTB CaMOOOCITy KUBaHUA B pexume padboTsl moapasaeicHus LIOK. Pacmonaraercs, mo BoO3MOKHOCTH,
IIpH BXOJIe B mojpasenenue 1n6o. OcHareHa nHGOPMAIMOHHBIMU CTCHIAMU W/WITH MYJIBTUMEIUIHHBIM ITaHHO.

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

3.5. Opranusanus npueMa KJINEHTOB

OCHOBHBIM MPUHIMIIOM OYHOTO OOCIYKMBaHMS KIMEHTa SIBISETCS NPUHLUI «OAHOTO OKHa». Bce
periaMeHThl ¥ MPOLECChl HOJDKHBI ObITh HalpaBlieHbl HA MUHUMH3ALNIO KOJINYECTBA AOIOJIHUTEIbHBIX KOHTAKTOB
knuenTa ¢ OI1.

[Tpuem KIMEHTOB MPOU3BOAMUTCS B IeHTpax oocmyxuBanust OIl cornacHo pesxumy paboThI.

B obnactapx nieHTpax rpaduk padotsl 'omororo LIOK (Murumym omua LIOK B oOnactHOM meHTpe)
JOJDKEH OBITh YAJIMHEH B BEUEPHUE Yachl B OyIHH, B BEIXOMHOW neHb Takoi [{OK momken paborats He MeHee 5
4acoB.

OuHoe 00CIyXHBAaHUE KIMEHTOB BEIETCS B MOPSAKE XKMBOM OYEpenU WMIIM C HCIOJIb30BAaHHEM CHCTEMBI
3JIEKTPOHHOTO YIPaBJICHUsI OUepeabto (MIPH HAINYMHN TAKOH CUCTEMBI).

B HOK, rae konn4ecTBO OKOH 00CTy>KMBaHUsI IPEBHIIIACT JBa, EPEPhIB (TEXHMUICCKUN MM 00CCHHBIN) HE
MOJKET OBITh OTHOBPEMEHHO Y BCEX ONEPATOPOB OUHOTO OOCITYKUBAHUSI.

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

- KOMITBIOTEPOM C JIOCTYTIOM Ha KopropatuBHbiid caidT OIl u B akTyanbHy0 0a3y JaHHBIX, C BO3MOXXHOCTBIO
BHOCUTb U3MEHEHHS (B 3aBUCUMOCTH OT BOIIPOCA KJIMEHTA U MPaB JOCTYIIa);

- OPTTEXHHUKOH, BHYyTPEHHUM TenedoHoM (ai1st cBs3u ¢ uHbIMHU padotHukamu Ol ¢ nenbio pemenus Bonpoca
KJIMEHTA), JICKTPOHHON MTOYTOM.

Ileppuunsnii mpuem kmueHtoB B LIOK ocymecteinsier aamumaucTpartop (mpu Hamuumu). Croiika
aJIMUHHCTPATOPa yCTAaHABIMBAETCS B JOCTYITHOM JUISI KJIMEHTOB MecTe U 000pyayeTcs OPI TEXHUKON U Tene(hOHHON
CBS3bI0.

Anmunuctparop LHOK gomkeH 3HaTh:

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

- QITOPUTMBI PETUCTPAIIMN ¥ OCHOBHOH (DYHKIIMOHAT TUPPOBBIX CEPBUCOB KOMIIAHUY;

- JIOJDKHOCTHBIX JIHII, KOTOPBIM MOKHO IepeaipecoBaTh KIUEHTOB.

Anmunnctparop LHOK:

- obecreunBaeT HaIeXKalui NOpsIoK (Ha HHPOPMALMOHHOM CTEHJIE, B 30HE Pa3fgaTOYHbIX MaTepHUaIoB U
Mpod.) pu 00CTY>KUBAHUH KIIMEHTOB U CIIOCOOCTBYET COKPAIIICHUIO OYEPETH;

- IPOBOJUT IEPBUYHBIA IMPUEM KIHUEHTOB, KOHCYJBTUPYET, IIOMOraeT PELINUTb BOIPOC KIHWEHTA B 30HE
caMoO00CITyXKHBaHUS, BBIIBIISIET HEOOXO0IMMOCTh OOpAIIeHUsI K ONEpaTOpy OYHOTO OOCITY)KHBAHHS, OCYLIECTBIISIET
IepeHanpasieHue. B cilydae Hajau4us CUCTEMBI AIIEKTPOHHOM 04epey BbIIAET KIMEHTY TAIOH C HA3BAHUEM YCIIYT'H
W €r0 HOMEPOM B OYepeIIH;

- IpeAjiaraeT KJIMEHTy MH(OpMalMOHHbIE MaTepualibl (10 TeMe OOpallleHHs] HJIM PEKJIAMHOTO XapakTepa),
OJIaHKH TOKYMEHTOB, IIEPEYHN HEOOXOIUMOM I IPeJOCTaBlIeHHUs JOKYMEHTAIUU, TUIIOBbIE (POPMBI TIOKYMEHTOB,
00pa3Iibl 3aMOTHEHUS JOKYMEHTOB U TIp.;

- IpUHUMAET JIOKYMEHTBHI, HE TpeOyIolue AOMOJHUTEIbHON NpOpabOTKM B KIMEHTCKOM 3aje, JJis
JanpHeWIIeld mepenayd B COOTBETCTBYIOIIME CTPYKTypHble monpasaencHus OIl (6sk-oduc), B KOMIETECHIUIO
KOTOPBIX BXOJIUT PACCMOTPEHHUE JJAHHBIX BOIPOCOB (Kaji00bl, 00paIeHus, 3asBICHHUs 110 TUIIOBOH (hopme U TIp.);

- IPUHMMAET 3KCTPEHHBIE MEPHI MPH BOZHUKHOBEHUH SKCTPEMAJIBHBIX CUTyalni (BBI30B MOJIHUIIMH, CKOPOM
TTOMOIIIY U TIp.).

Amvuanctpatop LIOK momkeH 001a1aTh 10CTaTOYHON KOMITETEHITUEH IS

- IPEABAPUTEIILHBIX KOHCYJIBTAUN KIIMEHTA;

- IPEAOCTaBJICHUIO KIIMEHTY HHTEpeCYIolel ero nHhopManuy;

- UCTIOJIb30BAHMUS IPOTPAMMHOTr0 00ecTiedeHns! 1 HUPPOBBIX CEPBUCOB.

CTaHaapTHBIA AITOPUTM 0YHOT'0 00CIYKMBAHHUSI KJIHEHTAa aIMUHHCTPATOPOM B KJIHEHTCKOM 3aJIe.

Knuent oOpamnaercss K aqMUHUCTPATOPy KIMEHTCKOTO 3ajla, KOTOPBIH OCYIIECTBISICT MPEIBAPUTEIBHYIO
KOHCYJBTAllMI0 KJIMEHTa W OKAa3bIBaeT YCIYTH, HE TpeOylolue 00s3aTeNbHOro OOIIEHHsSI ¢ ONepaTOpOM OYHOIO
00CITy)KMBaHUS.

Knuent 3nakoMuTcs ¢ HHPOPMAIMOHHBIM CTEHIOM U OOBSABICHHUAMH, PAa3bCHAIONMMHU HOPANOK NpHEMA,
JAOMMMH OTBETHl Ha THIIOBBIE BOIIPOCHI, COJCPXKAIIMMH CHPAaBOYHYIO WHQPOpPMAIUIO, OOpa3lbl 3aroJHEHUS
JNOKYMEHTOB U T.II.
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IIpy HeoOXOAMMOCTH HOJIy4EHHUs KOHCYJbTallMd OT OIEepaTopa OYHOIO OOCIYXHBAaHUS, aJAMUHHCTPATOD
KOOPAUHHUPYET KJIMEHTA B BEIOOpE TeMBbl OOpallleHHs P [TOJIyUYE€HUH TaJIOHA B JIEKTPOHHOM OuepeaH.

CraHaapTHBIN aJITOPUTM OYHOT0 00CTYKMBAHMA KJIHEHTAa 0e3 aAMMHUCTPATOPa B KIIMEHTCKOM 3aJ1e:

KnmneHT caMocTosITeNbHO MONydyaeT TaJOH B AJIEKTPOHHOM odepeny, BbIOMpask TeMy oOpaimeHHs, KIHEeHT
opuentupyercsi B LIOK ¢ moMomso HaBUTalMOHHbBIX TaOJIMUYEK, OOBSIBICHUN, Pa3MELICHHBIX B KIHEHTCKOM 3aJle.
Knment oOpamjaercss ¢ BOmpocoM K TMEPBOMY OCBOOOAMBIIEMYCS OIEPaTOPy OYHOTO OOCTY)KMBaHHS HIU K
OTIepaTopy, KOTOPHIN BBI3BIBAET COOTBETCTBYIOIIUH TaJOH (IIPH HATMYWH dJIEKTPOHHOU ouepenn). OnepaTrop 04HOTO
00CITy>KUBaHUS IPOBOAUT MIACHTU(DHUKALNIO KIMEHTA U IPEJOCTaBIIAET KOHCYJIBTALHIO 110 BOIIPOCAM KIMEHTA.

J1st OTAETBHBIX KaTErOPUH KIMEHTOB (OAMHOKHE JIFOIU C OTPAHUYEHHBIMHI BO3MOXKHOCTSIMU IIE€pEeIBIKEHUS,
Betepansl BOB, onuHokne HespsiuMe WM ClabOBUISIIME JIIOAM) OCYLIECTBISICTCS WHAWBUAYaNbHBIA (opmaT
00CITy)KHBaHHUA.

B OO6mectBe ycTaHaBIUBAIOTCS CIEAYIOIIME THIIOBBIE IapaMeTphl CpeIHEH MPOAOJLKUTEIBHOCTH
B3aMMOJEHCTBUA C KIMEHTaMU:

Dopma B3aUMOJACHCTBUSA Kpurepuii ITapamerp

ILeHTpBbI 00CAY:KUBAHUS KIUEHTOB

OxunaHue B 04epen 8 MUHYT
OO6ciyXrBaHHE CHELUATNCTOM — R

[Tpuém 8 MunHyT
KOHCYJIbTaIHs

[Ipusneuyenue k LIC 4 MUHYTBI
O0cayXuBaHNE CIEIUATNCTOM — Oznnatue B ouepean 4 MuHYTHI
KaccoBasi olepanus TTpuénm 4 MuRYTH
O6cmyxknBanue crienuanuctoM — | OXumaHue B O4epean 12 munyT
KOHCYNIbTalMA + KaccoBas
oneparus [Ipuém + npusneuenue k LC 16 munryT

OO0u1ee BpeMs 00CTy:KUBAHUS KJIMEHTA ¢ YUETOM KACCOBOM

He 0oJjiee 28 MUHYT
onepauuu

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

3.6. OcodeHHOCTH OOLEHHS € JTHAbMH C OTPAHUYEHHBIMH BO3MOKHOCTSIMU

OObmiecTBO ynenser ocoboe BHUMaHUE 00CTYKMBaHHUIO KJIIMEHTA C OTPAHNYEHHBIMUA BO3MOXKHOCTSIMH
3JI0POBBS M IIPEIOCTABIISIET BO3MOKHOCTD TIOTy4EHHsI KOHCYJIbTAIlUU B yI00HOU 11715t HeTo (opme.

PaboTHrKH, OCyHIeCTBISIIONINE OYHOE OOCITY)KMBAaHHWE KIHECHTOB, MPU B3aWMOJCHCTBUH C KIIMEHTAMH C
OrpaHUYEHHBIMU BO3MOXKHOCTSMH PYKOBOJICTBYFOTCSI HUKE MEPEUUCICHHBIMU TPABUIIAMH.

3.6.1. Ilpu obmeHnn HEOOXOAUMO:

- pasroBapuBas ¢ KIIMCHTOM C OTPaHUYCHHBIMH BO3MOXKHOCTSIMH, 00paIaThCsi HEMOCPEJACTBEHHO K HEMY, a
HE K CONPOBOXKAAIONIEMY HJIH CYPAONEPEBOAYMKY (€CIIM OHU MPUCYTCTBYIOT B pa3roBOpe);

- Tpeasiarasi IoMoILb, KAaTh O0Ka €€ MPUMYT, a 3aTeM YTOUHSATh MOPSAAO0K ACHCTBUH;

- pasroBapHBasi C KJIHEHTOM, WCIBITHIBAIOIINM TPYIHOCTH B OOIEHHH, CIYIIATh €r0 BHUMATEIBHO, OBITh
TEPIIEIUBBIM, XJIaTh, KOTJIa KJIMEHT caM 3aKOoHYHUT (paszy. He monpasisars ero u He ToroBapuBath 3a Hero. He nenatsb
BUJ, YTO AOCTHIHYTO NOHMMAaHHUE, €CIM Ha CaMOM Jejie 3TO He Tak. [l[oBTOpHUTB, YTO BBl MOHSUIM, 3TO TIOMOXKET
KIIMEHTY TIPOIOJDKUTH Oecery.

3.6.2. IIpu oOmeHHN ¢ KITMEHTaMH, UCIIBITHIBAIONIMMHU TPYAHOCTH TIPH MEPEBIKEHUN HEOOX0IUMO:

- MOMHHUTb, YTO HWHBaJMIHAs KOJSICKA — HENPHKOCHOBEHHOE IPOCTPAHCTBO uesoBeka. HemomycTumo
00JIOKaunBaThCS Ha Hee, TOJNKATh, KATUTh KOJIACKY 0€3 ero corjiacus.

- BO BCEX CIydYasx, HarpuMep, eCIH HEOOXOJAUMO OTKPBITh TSKENYIO JIBEPh WM TPOJBUHYTHCS 10 KOBPY C
JUIMHHBIM BOPCOM, HpPEeXJe 4YeM OKa3aTh MOMOIIb, HEOOXOAMMO YOeIuTbcs B €€ HeOOXOOUMOCTH, CIPOCUB Y
KITICHTA,

- €CIIM BaM Pa3peIlInIN TePeIBUTaTh KOJISICKY, KaTUTh ee MeuteHHO. Komsicka ObIcTpo HabupaeT CKOpoCTh, U
HEO)KUIAaHHBIA TOTYOK MOXET IPHUBECTHU K ITOTEpEe PAaBHOBECHS;
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- mpu Oeceie, Mo BO3MOKHOCTH, PacIioiaraThCs Ha OTHOM YPOBHE C KIIMeHTOM. ClieryeT n30eraTh IOoJI0KEeHUS,
IpU KOTOPOM BalleMy COOECEeJHUKY NPHUIETCS 3alIPOKHIBIBATE TOJIOBY;
- TIOMHUTD, YTO, KaK MPaBWIO, ¥ KIUEHTOB, UMECIOMIMUX TPYAHOCTH IMpPH TEPEIBHKEHUH, HET MPOOIeM CO
3pEHHEM, CIIYXOM U IIOHUMaHHEM, U O0IIATHCS C HUMH COOTBETCTBEHHO.
3.6.3. IIpu obuieHny ¢ KIMEHTaMH C IUIOXUM 3PEHHEM U HEe3pSIUMHI HEOOXO0ANMO TOMHHTH!
- 00513aTENbHO NPEACTAaBUTHCS;
- IpeJIarasi CBOIO MOMOIIIb, HAMIPABISATh KINEHTa, HE CTUCKHUBAS €r0 PyKY, HITH PSIOM, HE TAlllUTh KIHEHTa
3a co0Ool;
- IPeyNPEXaaTh O MPEMATCTBUAX: CTYIEHX, HU3KUX MPUTOJIOKAX U T.IL.;
- B CJTy4ae COMPOBOXKACHUS HE3PAUYETO KIMEHTa COOAKOM-TIOBOIBIPEM HE 1aBaTh € KOMaH/Ibl M HE TPOTaTh €¢;
- TIpu HEOOXOJMMOCTH YHTaTh HE3pSYeMy KIMEHTY, CHadaja IMpeayNnpeauTs ero o0 3ToM. ['0BOpHTH
HOPMAJIBHBIM T'0JIOCOM, HE IIPOITyCKaTh HH(POPMAIIHIO, €CITH Bac 00 3TOM HE MONPOocAT. Ecii 3T0 BaXKHBIH JOKYMEHT,
HE 3aMCHATh UYTCHHME NepeckazoM. Eciy He3psaunii KIMEHT AOJDKeH MOJANMUCAaTh ITOKYMEHT, HPOYUTaTh €ro
o0s3aTenbHO. IHBAIMAHOCTE HE 0CBOOOKAAET KIIMEHTa OT OTBETCTBEHHOCTH, 00YCIOBICHHON TOKYMEHTOM;
- mpeziarasi He3psueMy KIHEHTY CeCTh, He YCaXMBaTh €r0, a HAIPaBUTh €r0 PyKy Ha CIUHKY CTyJa WIH
MOJIOKOTHUK. He BOAMTH 10 MOBEPXHOCTH €T0 PYKY, a AaTh €My BO3MOKHOCTH CBOOOJHO MTOTPOTaTh MPEIMET;
- HE 3aCTaBJIATH BAIlleTo COOECEHNKA BEIIATh B MYCTOTY, €CIIH BBl IEpEMeNaeTech, IPEAyNpPEIUTe ero;
- 3aMETHB, YTO HE3PSAYMH KIMEHT COWICSA ¢ MapHIpyTa, HE YIPABISATH €r0 JBIDKCHHEM Ha PACCTOSHUH, a
MOJOMTH U IPEUIOKHUTH TOMOIIIb.
3.6.4. Ilpu oOmieHny ¢ KITMEHTaMH C HapyIIeHHeM ClTyXa HE0OX0UMO TIOMHHTH:
- JUIA TIPUBJICYCHUS] BHUMAHUS KIIMEHTA, KOTOPBIN IUIOXO CIBIIIMT, MOKHO CIETaTh 3HAK €My PYKOW WM
MPUKOCHYTHCS K Iutedy. Ilpu Oecene cMOTpeTh IpsIMO Ha HETo;
- He0OXOJIMO UMETH B BUJIY, UTO HE BCE KIIMEHTBI, KOTOPBIE TIOXO CIBIMIAT, MOTYT YHTATh IO Iy0aM;
- TOBOPHTS SICHO U POBHO. He Hy>KHO M3JHIIIHE TOAYEPKUBATH YTO-TO U KPUIaTh, OCOOCHHO B YXO;
- €CJIM TIPOCAT MOBTOPUTH YTO-TO, IMOMPOOOBaTh mepedpasupoBaTh MpPEIOKEHHE, MOKHO HCIIOIb30BaTh
KECTBI,
- yOenuThCs, YTO KIMEHT MOHSUT yCIBIIIaHHOE;
- ecim cooOmmaere HGOpPMAINIO, KOTOpasi BKIIOYAaeT B ceOsi HOMEp, TEXHUYECKHH WIIM JPYTOH CIOKHBIN
TEPMHH, a/IpeC, HAIUILIUTE €€, HO TaK, YTOObI OHAa ObLIa TOYHO MOHSTA;
- TIpH 3aTPYJHEHHOM YCTHOM OOIIEHUH MOYHO TIPEJIOKUTH OOIICHNE MTEPETUCKOH.
3.6.5. Ilpu oO1ieHNM ¢ KIMEHTAMH C 3aJICPKKON B Pa3BUTHUU U 3aTPYJHEHUSMHU B OOIICHUU HEOOXOIUMO
TIOMHHTB:
- YCTIONIb30BATh JIOCTYITHBIN S3BIK, BEIPAKATHCS TOUHO U 110 JIEITY;
- u30erarp CIIOBECHBIX IITAMIIOB ¥ 00Pa3HBIX BBIPAKCHUIA,
- IPEOCTABIATH MHOOPMAIHIO IO IIaram», JaBasi BaieMy coOeCeTHUKY BO3MOKHOCTb OCMBICIIUTD KasKIbIH
IIar.
3.6.6. [Ipu oOmIeHNN C KITMEHTaMH, UCIIBITHIBAIOIIMMH 3aTPYIHEHUS B PEUH HEOOXOIUMO TIOMHHTH!
- He TIepeOHUBaTh U HE MOMPABIISATH KIMEHTAa, KOTOPBII UCIIBITHIBAECT TPYAHOCTH B PEUH;
- HaYMHATh TOBOPHUTH TOJBKO TOT/IA, KOT/Ia YOCAUTECH, YTO OH YK€ 3aKOHUMII CBOIO MBICITb;
- 33/1aBaTh BONPOCKI, KOTOpPbIE TPEOYIOT KOPOTKUX OTBETOB WJIM KUBKA;
- HE CTECHATHCS MEPECHpPOCUTh MPH 3aTPyJHEHHH B OOIEHHM CIPOCUTH, HE XO4eT M Bam cobecemnuk
UCIIONb30BATh JAPYTOH CIIOCOO — HANKMCATh, HAIIEYaTAaTh.

3.7. TpeOboBaHUA K ollepaATOPAM OYHOI0 00CTY:KUBAHUS

Oneparop OYHOrO OOCHY)KHMBAaHHUS JOJDKEH 00JIafaTh [JOCTATOYHOW KOMIICTCHIIMEH | BBIMOJHATH

CleyroIue QyHKIINU:

- [IPUEM U KOHCYJIbTUPOBAHUE KIIMCHTOB,

- [IpUEM OT KIIMEHTOB JOKYMCHTOB JId 3aKJIIOUCHHA JOTOBOpa 3HepFOCHa6)KeHI/IH, BHECEHMS M3MEHEHHH B
JIUIIEBOM CYET/JIOTOBOP, IPOU3BEACHHS MTepepacuéra HHBIX YCIyT KOHTPAreHTOB B paMKax JOTOBOPOB OMJIIMHTA;

- perucTpaIys MUCHMEHHBIX 3asABJICHUH, TPEOYIOIINX BPEeMEHU JIJIs MPOPaOOTKHU U ITOATOTOBKU OTBETA.

- pa3bsCHEHUE, CBEPKa U KOPPEKTUPOBKA PACUETOB 3a JJIEKTPOIHEPryi0 M HHBIX YCIYr KOHTPArcHTOB B
pamKax JJoTOBOPOB OWJIIMHTA,

- BbIJladya KJIMEHTY KOMWUH JOKYMEHTOB, YHCTHIX OJIAHKOB W3BEIICHHN, CHPaBOK 00 OTCYTCTBHH
3a0JDKCHHOCTH, IMOANTMCAHHBIX JOTOBOPOB, INIATCKHBIX TOKYMCHTOB, JOIIOJIHUTCIIbHBIX COTJIAIICHUH U Ip.;

- TIpYEM 3asBOK ¥ MEPBUYHAS CTaIUsI 0)OPMIICHUS TUTATHBIX YCIIYT;

- TIpHeM TMOoKa3aHUH nMpubopa y4yeTa u OTpaKeHUE UX B 0a3e JaHHBIX;

- IPOJIBMYKEHUE ITUPPOBBIX CEPBUCOB KOMITAHHU;
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- IIOJTy4eHue oOpaTHOM CBSI3U OT KJIMEHTOB 110 KaueCTBY 0OCITyKMBaHUs;

- lepeiaya JOKYMEHTOB OT KJIMEHTa clienuanucTaM O3k-o¢uca MO INPUHAIUIEKHOCTU JUISI PacCCMOTPEHUs,
oopmieHus ycayru, Mepeaaddl MCIOMHHUTENIO YCIYyTH, HpOBEpssl UX Ha COOTBETCTBUE NPEABSIBISIEMBIM
TpeOOBaHUAM MO0 KOMIIEKTHOCTH M JOCTATOYHOCTH.

IIpu ouHOM OOpaleHnn KIMEHTa OnepaTop NPUIEPKHUBACTCS alrOpUTMa JEHCTBUM, OIMCAaHHOTO B 6a30BOM
CKPHIITE OYHOTO OOCIY>KMBaHHS KIMEHTOB U MHPOpManuu, pazMeménHon B baze 3Hanuii. OTBETCTBEHHBIMH 32
CBOEBPEMEHHYIO aKTyaJIM3allMI0 CKPHUITOB SBISAETCS MOJpPa3/eleHHe, OTBEYarollee 3a KadyeCTBO KIMEHTCKOIO
obcyxuBanns B OIl.

[Ipu ounoM oOpalneHWu KIHEHTY MOXKET OBITH IpefocTaBieHa JmOo olmenoctynHas WHGOpMAIuUs 10
BOIPOCAaM KOMMYHAIILHBIX YCIYT, JIN00 HH(pOpMAIKs, Kacalomascs ero B3auMooTHolIeHui ¢ O0mecTBoM.

IIpn B3aMMOAEHCTBHM C KJIMEHTOM OIIEPATOP OYHOIO OOCITYKMBAaHHUS YETKO M JOXOAYMBO OTBEYaeT Ha
BOIIPOCHI, IPU HEOOXOAUMOCTH 3a7aéT AOIOIHUTEIbHbBIE BOIPOCHI KPATKO M3JIaraeT CyTh B MMCbMEHHOM BUJE WIN
JIaeT BO3MOXKHOCTH KJIIMEHTY CAaMOMY 3alliCaTh OCHOBHBIE OTBETHI.

[Ipu oOcykIeHNH NPUHIMINAILHO BaKHBIX WM CIIOPHBIX MOMEHTOB OINEPaTOpy OYHOTO OOCTYKMBaHHS
HE00X0AUMO:

- TIOJIY4UTh MOATBEPKICHHE, TIOHSJI JIU ero KiIMeHT. [[oBTOpss KiroueBbie Qpa3bl Oecebl, HY)KHO YOeauThCs,
YTO CTOPOHBI PUIIN K COTJIACHUIO OTHOCUTEIBHO NAJIbHENIINX ACUCTBUMI KIUEHTA;

- HOJIy4YNTh NOATBEPXKICHHE, NPABWJIBHO JIM OH MOHJI KIMEeHTa. B ciydae comHeHus, nepedpazupys
KITtoYeBbIe (hpa3bl Oecebl, YTOUHUTH IOHIMAaHNE.

Omneparop 04HOTO OOCTYKMBaHUS JOJDKEH PELIMTh BOMPOC KIMEHTA, MPEATIOKUTh ONTUMAIbHBIN BapuaHT
pelIeHus ero BOIpoca, YTOObI MCKIIOYHMTH MOBTOpHOE oOpamieHue. MH(opManuio BakHYIO Ul KIHEHTa HIIH
CIIOKHYIO Ul 3allOMHHAHMS MPENOCTaBISCT B MHCBMEHHOM BHJE (JMCTOBKH C NEpPEYHEM IOKYMEHTOB, AAaTOH
cienymoiero nocemienus, reiaegonom EKI).

B 3aBepuieHMM KOHCYJBTAIlMM OIEPAaTOpP OYHOTO OOCIHYXXHBAHWIO YTOYHSET y KIMEHTa O HaJMYUH
JOTOJHUTENIBHBIX ~ HEpPeIIEHHBIX ~ BOMPOCOB, HHGpopMHupyeT kimeHTa o 1udpoBeix cepucax  Oll,
IpeJiaraeT/oKa3pIBaeT MOMOILb B YCTAHOBKE CEPBHCA, IPEIJIaraeT OLEHUTh Ka4eCTBO OOCTyKHUBAHUS.

Omneparop 0YHOTO 00CTYKUBaHUsI HE JIOJKCH OKa3bIBaTh JaBlICHHE, CIIOPUTD, YTPOXKATh KIIMEHTY, CO3/1aBaTh
KOH(JINKTHBIE CUTYALHH.

Bce ounble oOpamenus, nmocrynatomue B aapec OIl, perucrpupytorcs u obpabarbiBaorcs B EOO B
COOTBETCTBHHU C YTBEPKACHHBIMHU BHYTPEHHUMH JIOKaJIbHO-HOpMaTuBHbIME akTaMu OII. Ecniu oOparenne kineHTra
npeycMaTpuBaeT HalpaBlICHUE MHChbMEHHOTO OTBETA, MCIOJIb3YeTCS KaHaNl CBS3M, YKa3aHHBIA KIHEHTOM (eciin
MHOE 3aKOHO/IATEIIbCTBOM HE MPEITyCMOTPEHO).

[Ipu HeogHOKpaTHOM HapyiieHun Hactodmero CraHgapra paOOTHUK MOXET ObITh NPUBIEUEH K
JTUCIUTUTMHAPHON OTBETCTBEHHOCTH MO MHUIMATUBE HETIOCPEACTBEHHOTO PYKOBOAUTENS W/Win JlemapTaMenTa mno
Pa3BUTHIO, MAPKETHHTY M KIIMEHTCKOH MOJIUTHKE.

3.8. BHemHuii B1 pad0THUKA NMPU 0YHOM 00CTYKUBAHUHU KJINEHTOB (JIpecc-Ko/)

B nensx noanep:kaHusi KoprnopatuBHOro uMumxka u pupmentoro ctuiisi OIl paOoTHUKH, HETTOCPEICTBEHHO
oO0maromuecs: ¢ KIMEHTaMu W/win 4bé padouee mecto, Haxoaurcs B LIOK, JOMKHBI BHIOMHATH PEKOMEHIALMH
KOPIIOPaTHBHOTO Jipecc-Koa. Jlpecc-Ko sBIsieTcs MpOoI0JDKEHHEM KOPIOPATUBHOM KYJIBTYpBl KOMITAHHH.

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

- KOCTIOM Wi fo0ka (He Oosnee 10 cMm BEINIE KOJIEHA), OPIOKH, JKUJIET, MUIKAK - OJHOTOHHBIX TEMHBIX
PacIBETOK (TEMHO-CHHUMN, YEPHBIN);
¢dopmeHHbIe pyOamka (y XKEHIIMH) U COpouKa (Y My>KYHH) OAHOTOHHOT'O OEJIoro 1IBETa;

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

- HEJIOMyCTUMO HAaXOJUTHCS Ha pabodeM MecTe B BEpXHEH 0jIexk/Ie, a TaKKe TOJIOBHBIX yOopax;

- 00yBb paOOTHHKA JOKHA OBITH YHCTOW M ONPATHOMH, C 3aKPHITHIM HOCKOM U MSTKOH, IIBET OOYBH JOJIKEH
rapMOHHUPOBATH C OJEKIOH. B jeTHuil mepuox paspemiaercs oOyBb C OTKPBITHIM HOCOM WIJIM TIATKOH, B CBS3U C
MOTOJJHBIMH YCIIOBHSIMU pernona. He Jormyckaercsi criOpTHBHAsE W TUIsDKHAss 00yBb. B oceHHe-3UMHUI meproj
paboTHHKaM 0053aTelIbHO HOLIEHUE CMEHHOW 00YBH;

- pabOTHHK, KOHTAaKTUPYIOIIUH ¢ KITMEHTAMH, JJOJKEH HOCUTh MarHUTHBIA OCHIK € JIOTOTUIIOM KOMITAHUH B
TedeHne Bcero padouero nHsA. Ha Oeifke ykazpiBaeTca UMsl, OTYECTBO (TP HATHYNH) U paMIins pabOTHHKA,

- MaKHUsK JTOJDKCH 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)KKU WIIM OKPALIMBAHUE HEAOILYCTHMBI;
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- PYKH JIOJKHBI OBITh YXOKEHHBIMU, HOTTH - HE JUTHHHBIMH, HE SPKUMH;

- 3amax napgroMeprun He TODKECH OBITh CUITLHO BBIPAXKCH;

- YKpaIIeHUsI, €CJIM OHU HCIIOJIB3YIOTCS, TOJKHBI ObITh HeOpockumu. He criemyer HOCHTh OJHOBPEMEHHO
0oJsee 3 mpeIMETOB;

- KOPIIOPAaTUBHBIE aKceccyapbl B BUJE MICHHBIX TUIATKOB JIJISI XKCHIMH W TAJICTYKOB JUIS MYXYWH SIBIISIFOTCS
3JeMeHTaMH (PUpMEHHOTO CTHIs paboTHUKOB OII.

TpeboBanus CraHmapTa paclpoOCTPaHSETCS WCKIIOYHMTEIBHO B pabouee Bpems paborHukoB OIl mpu
BBITTOJIHEHHY UIMH JIOJDKHOCTHBIX O0SI3aHHOCTEH.

3.9. TpeOoBaHus K copep:KaHUIO padoyero Mecra

Kaxnpiii paboTHHUK TOAEPKUBAET YUCTOTY U MOPSAAOK Ha CBOEM paboueM MecTe W CIEAWT 3a MOPSIIKOM B
romerennu [IOK. Ha paGodeM MecTe 3ampernieH mpruéM IUIIH, HCKITIOUYSHUE COCTABIISIET BOIA.

Henonyctumo aeprxath Ha pabouem MecTe:

- PEeKJIaMHYIO IPOAYKIHIO JPYTUX KOMIIAaHHH,

- XyZIO’)KECTBEHHYIO JIUTEPATypy, *KYPHANbl, ra3eTbl, HE HMMEIOIIUE MPSMOrO OTHOLICHHS K CIy>KeOHOH
NeSITENbHOCTH;

- OJIKAY, MOCYy, KOCMETHKY M WHBIE MIPEIMETHI, HE OTHOCAIIHNECS K paboueMy Hpolieccy.

Ha paGouem mecTe 3ampenieHo BeCTH pa3roBOPHI IMYHOTO XapaKTepa, B TOM uucie 1o tenedony. B pabouee
BpeMs pabOTHHUK NePEKITIOYaeT JMIHBI MOOMIBHEIN Tene(oH B OECITyMHBIH/BUOPOPEKIIM.

Ha pabouem crone paboTHHKA TOHKEH pacIoNaraThCsi HACTOJILHBIN HISHTU(UKATOP ¢ YKa3aHueM pamuimy,
MMEHHU M 0T4YeCcTBa paboTHHMKA M Qr-koja, MO3BOJIIONIUMI OLIEHUTh Ka4yecTBO KOHCY/bTanuu. Ha ¢oto paboTHuK
JOIDKEH MIPHJIEPKUBATHCS Ipecc-Koia U POoTo JOMKHO OBITH CAeTaHo Ha cepoM (oHe.

4. UndpacTpyKTypa 3204HOI0 00CIAY:KMBAHUS KJINEHTOB

4.1. Opranuzanusi ”HPPACTPYKTYPHI NPH 3209HOM U MHTEPAKTHBHOM
00C/1y’)KUBAaHUHU KJIHEHTOB

CuctemMa 3a09HOro 00CITy>KUBaHUS B KAUECTBE CIIOCOO0B MH()OPMAIIMOHHOTO B3aUMOACUCTBHS (C yUETOM HX
(YHKIMOHANBHOW CIENU(HKH) BKIIOYAET CIIEAYIOIINE KaHAIbI CBS3MU:

- MHOTOKaHaJbHas TenedonHast cBsi3b (EMMHBIN KOHTAKTHBIN LIEHT, );

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

- JIeTioBast mepernucka (MMchbMo, I0CTaBIeHHOE HaApOvHO, KyphepoM, [Touroi Poccuu mitm HHBIM cIocoO0M);

- muHUs «Coo0mMTE 0 Koppynuum» Ha odpuuuansaoM caiite OlI;

- eIMHOE OKHO LM(poBol 00paTHOH cBs3u EnuHOro moprana rocy1apCTBEHHBIX M MYHHUIMIANBHBIX YCIyT
(pynxwmit) (ITOC);

- KHUTa OT3bIBOB H MPEAJIOKEHUH.

Wudopmarusi 0 MHOrOKaHalIbHOM Tele(OHHOM HOMEpE M APYIHMX KOHTAKTHBIX Tele(OoHax, MO KOTOPHIM
KIMeHT MokeT 3a0uHO B OIl mo WHTEpecyromyM ero BOMpocaM, a TaKKe BPEMEHH PaldOThl KOHTAKT-LEHTpa
pa3Merniaercs:

- Ha OULINAIEHOM CaliTe FapaHTUPYIOIIETO MOCTABIINKA;

- Ha TUIATSKHOM JOKYMEHTEe (JIUTS TpaKaaH-TIoTpeOuTeneit).

IMouToBass mepemucka MOXKET UCIONB30BATHCS JUUISI HANpPAaBJICHUS JIOKYMEHTAIlUH, CBS3aHHOM ¢
00CITy>)KUBaHHEM B COOTBETCTBUM C YCIOBHSIMH JIOTOBOpA, JHOO MO 3ampocy KIHMEHTa B cilydae, KOrja OH B
oOpaleHuH IPOCUT HANIPABUThH OTBET MJIM JOKYMEHTHI HOYTOBBIM OTIPABICHUEM.

DJeKTpoHHas TOo4YTa WM cHcTeMa OOpaTHOM cBs3u Ha odunmaibHoM caiite OIl ucronb3yrorcest uis
HanpaBJIeHUs 0OpallleHU U PEAOCTaBICHUS OTBETOB C YUE€TOM OTPaHUYEHHI, yCTAaHOBIEHHBIX 3aKOHOIATEIbCTBOM
Poccuiickoit @enepanun.

AJroput™ pabOThI 110 PACCMOTPEHHIO 00paIlleHUI/ %ajl00 KJIMEHTOB PErJIaMeHTUPYETCS COOTBETCTBYFOIIMMHU
JIOKaJTbHO-HOPMATUBHBIMHU aKTaMH U JIOJKEH BKIIIOUYATh B ce0sl CIICTYIOIIHE ITAIIBI:

- perucTpaius oopaIieHus/ KaloObl;

- cOOp IOMONHUTENBHOM HH(OPMAIIUH, aHAIU3 00CTOSTEILCTR;

- IPHHATHE MEP IO 00paleHUI0/Ka100¢;

HanpaBJIeHHE OTBETa KIHEHTY.
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Bce 3aounwie obpamenus, moctymnaromue B anpec OII, peructpupyroress u obpabdarteBatorcs B EOO B
COOTBETCTBHU C YTBEP)KJICHHBIMH BHYTPEHHHUMH JIOKaJbHO-HOpMaTWBHBIMU aktamu OIl. Jlns mpenocTaBieHUs
OTBeTa Ha JIF000E OOpallleHUE UCIONb3YeTCsS YKa3aHHBIA KIMECHTOM KaHal CBSI3U, €CIU 3aKOHOJATEILCTBOM HE
MPeayCMOTPEHO HHOE.

[Myskr 4.1. HacToOsIETO CTaHIapTa MPUMEHSETCS K TPEThbUM JHIaM, npusicdeHHbiM OIl Ha ocHOBaHWU
COOTBETCTBYIOIIETO I0TOBOPA.

4.2. TlopsaaoK 3204YHOTO OOCJITY:KUBAHHS KJHEHTOB IMOCPEACTBOM Tejle(OHHOM
CBSI3H, COUAJIBHBIX ceTell 1 MecceH:kepoB (EKILI)

KIreHT MOXKET BOCIONB30BAThCsS MHOTOKAHAJIBHBIMU Tele(OHHBIMH HOMEpaMH €JIMHOTO KOHTaKT-IIEHTpa
(EKL) OI1.

Bce tenedonnsie Homepa EKL gocTynHbI 1J1s1 3B0OHKOB KIHEHTOB:

- (hM3UUECKUX JHIl — KPYTIOCYTOYHO (OTepaTrop 3a09HOro oOCHyXuBaHHA - 1o rpaduky padoter EKILI,
MHTEPAKTHBHAsI CHCTEMA rOJIOCOBOTO CaMOOOCITY)KHBaHHsI, TOHOBBIH HA00D - KPYTJIOCYTOYHO).

- IOPUIMYECKUX JIMI[ — KPYIJIOCYTOYHO (OIepaTop 3a04HOTrO Oo0CHykuBaHus 1o rpaduky padorsr EKII,
MHTEPAKTHBHAsI CHCTEMa rOJIOCOBOTO CaMOOOCITYKUBAHHSI-KPYTIIOCYTOUHO).

O6paboTka TeneOHHBIX BBI30BOB OCYIIECTBISAETCS aBTOMATH3MpOoBaHO 4epe3 |VR u ToHOBEIH Habop wuimmn
paboraukamu EKI (onmeparopamu 3a04HOTO 0OCITY>KMBaHMsI), IPOLIEANIMMA COOTBETCTBYIOIIee oOydeHue. [Ipu
HEOOXOIMMOCTH JIOTIOTHUTEIBHO B IMHUIO MOTYT OBITh 33]1€iICTBOBaHbI paOOTHUKH OTeseHmi 1 yaacTkos OI1. Bee
oOparieHus o Teye)OHy 3aMUChIBAIOTCS, M UX 3alTUCh XPAHUTCS HE MEHEee 6 MECSIICB.

OOniecTBO OoOecreunBaeT B3aUMOJICHCTBHE C KIUCHTAMH B COIMANBHBIX CETAX M MECCeHpKepax (IpH
HAJINYUU BO3MOKHOCTH). [Ipr 00paboTke oOpalleHuid KITHEHTOB ClIelyeT NPUASPKUBATHCS CIEIYIOIUX TPaBHIL:

- OTBETY MOJICKAT BCe OOpallieHHs NOIb30BaTENCH;

- (hopMar OTBETa COOTBETCTBYET YCTAHOBICHHOMY CTHIIFO KOMMYHUKarui ¢ kauentamu OIT;

- coOmozicHne KOHQUICHIMAILHOCTH W 0e30MacHOCTH H  O0IMX TpeOOBaHWU  JEeCTBYIOLIETO
3aKOHOJIATENNbCTRA,;

- MOHUTOPHUHT 00PATHOH CBS3M.

ITpu oOpamieHnH KIMEHTa 4Yepe3 COUMAbHBIE CETH WM B MECCEHIDKEp OTBedaeT 4ar-00T (pobot) (mpu
HAJIMYKMK), KOTOPBIH yTOUHseT TeMy obOpamieHus. Eciau Tema sIBISICTCSl THUIOBO# OOCITY)KMBaHHE MPOWU3BOIUTCS
po6otom. Ecnu Bompoc KIHMEHTa HE pacro3HaH, HE SIBISCTCS CTAHIAPTHBIM (ITA0JIOHHBIM), & TAKXKe MO MPOChOe
KITMEHTa B paboyee BpeMs OCYIIECTBISIETCS TIEPEBO/ OOpallleHHs Ha ONepaTopa, B Hepabouee BpeMs 03BYUHBACTCS
rpadux paboThl

OTtBeT Ha oOpameHne/>Kano0y KIHEeHTa, MOyIeHHBIE B COIUAIBHBIX CETSIX M MECCEHKepaX JNOJDKEeH OBITh
M3JI0KEH B TEKCTE DIICKTPOHHOTO COOOIIEHHS M COJICPkKATh KOHKPETHYIO HH(POPMAIIUIO MO CYTH BOIPOCA, 33]AHHOTO
kiuenToM. [1o 3ampocy KiMeHTa OTBET MOXKET ObITh MOATOTOBJICH B IIeYaTHOM BUje Ha pupmeHHoM Omanke OI1 n
CoJIepKaTh KOHKPETHYIO HH(POPMAIIHIO 10 CYTH BOIIPOCa, 33JaHHOTO KJIMEHTOM, KOHTAKTHBIC JJAHHBIC UCTIOJIHUTEIIS
(®HO, tenedoH) u moANMCAH YIIOJTHOMOYEHHBIM Ha TO JOJDKHOCTHBIM JIMIIOM. OTBETYy TMOJJIeKaT Bce 0OpalieHus
KIIMEHTOB C COOJIIOJICHUE KOH(PHUICHIIMAILHOCTH M OE30MacHOCTH, U OOIUX TPeOOBaHUHN JEHWCTBYOIIETO
3aKOHOJIATENILCTBA.

Cpok TmpenocTaBIIeHHs OTBETa KIMEHTY HE JOJDKEeH NpeBbmars | paboumii A€HP W C JadbHEUIIUM
MOHHUTOPHHTOM OOpaTHOMU CBSI3H.

B OO0mectBe ycTaHaBIUBAIOTCS CIEAYIONIME THIIOBBIE IMapaMeTphl CpeqHel MpPOJIOJKUTENLHOCTH
B3aMMO/ICHCTBUS C KJIMEHTAMH 110 OJIHOMY OOpaIlleHHI0, OJHOM YCIyTre W/UIU 110 OJTHOMY JIMIIEBOMY CUETY:

®opma . ITapametp (cpeaHee
P Kpurepuii P P (cpen
B3aUMO/efcTBUS 3Ha4YeHue)
EKIT
Bpewms oxxnnanns orBera He 6omnee 100 cexynn
3anpoc 1 NoucK HHGOPMAIMH O KIIMEHTE 45 cexyHn
TenedonHoe I
oGCITyKHBaHHE penocTaBiieHue HH(pOpMaIK 1Mo 3ampocy (3a 5 My
MCKIIIOYEHHEM CJI0KHBIX BOIPOCOB)
ITocToOpaboTka oOpameHus 5 MuHyT
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®opma . ITapametp (cpeaHee
p? Kpurepuii P P (cpen
B3auMO/IelicTBUSA 3HAYEHHE)
Bpems oTBeTa Ha CIIOXKHBIN BOIIPOC B teuenue 1 kanenmapHOro THS
Bpems oTeeTa Ha CIIOXKHBIN BOIIPOC C
MPHUBJICYCHUEM CMEXKHBIX OTAENIOB WU odopmieHue | B Teuenue 3 pabounx qHEi
MIPOMEKYTOYHOTO OTBETA
Bpems oTBeTa Ha CIIOXKHBIN BOIIPOC C
MIpUBJICUCHUEM CTOPOHHUX opranm3amnuii (PCO, He 0onee 30 kaneHaapHbIX THEH
ceTeBas)
Cpa3y nociie moCTyIICHUS
TexkcToBoe IepBuunas 06paboTKa 4aT-60TOM (IPH HATHYHHN) pasy Y
oOparmeHus
oOpaineHue yepes
MECCEHJIKEPhI U
couuanbHble ceTH | Bpemst oTBeta onepaTopa (B padouee Bpemst EKLl) | B teuenue 1 xaneHmapHOTO AHS

Ecnu mocTynaer cioHbIi BOIpoC, TO ONEpaTop 3a04HOTO OOCITY)KUBaHHS 3alTUCHIBACT KOHTAKTHBIC TaHHEIE
KIIMEHTA U 00513yeTcsl Iepe3BOHUTH KIMEHTY B TeUeHHe padodero IHs. B ciydae, ecnu cioxxHoe oOpaiienue TpedyeT
3alpoca B CTOPOHHIOK OPraHU3aluio, TO ONEPaTOp 3a04HOro OOCIY)KMBaHHS MH(POPMHUPYET KIHEHTa o Ooiee
MO3IHEM CPOKE MpeIoCTaBICHHs OTBETa, HO He MpeBbimaroneM 30 KaleHIapHbIX THEH.

Bce 3a04nbIe 00paleHus1, MOCTyMAIIKE B apec KoMmaHuu, peructpupytores B EOO u o0pabateiBatoTcs B
COOTBETCTBHU C YTBEPKICHHBIMU BHYTPEHHUMH JIOKAIbHO-HOpMaTUBHBIMH akTamu OIL.

[lo 3aBepmieHMy pas3roBopa C ONEPaTOpPOM KIHEHTY IPEJIaraeTcsi OLCHUTh KadecTBO IOJyYCHHOH
KOHCYJIbTaIlUH.

[Ipu 3BoHKE Ha HOMep Tenedona EKL] knmreHTa oTBeUaeT MHTEPAKTUBHBIN TOJIOCOBOM MTOMOIITHUK, KOTOPBIH
yTOUHseT TeMmy oOpamieHus. Eciam Tema sBisieTcss THIOBOH 0OCITy)XHBaHME Npou3BoauTcs poborom. [lpm
WHTEPAKTHBHOM B3aWMOJICHCTBIH KIHMEHT MOXKET B3aMMOJICHCTBOBATh C pOOOTOM TOJIOCOM MIJIH B TOHOBOM PEKHME
(c xmaBum ycrporictea). Eciaum Bompoc KMeHTa HE paclio3HaH, HE SBISIETCS CTAaHAAPTHBIM (I1a0JI0OHHEBIM), a TaKKe
o mnpockde KiIMeHTa B pabouee BpeMs OCYIIECTBISETCS NEPEBOA 3BOHKAa Ha Oleparopa, B Hepabodee Bpems
03ByuYMBaeTcs rpaduk paboThI.

4.3. TpebGoBanusi K oniepaTopamM 3a04HOT0 00CJIY:KUBAHMS

Omneparop 3a04HOro OOCIY)KMBaHHs JOJDKEH 00JagaTh TOCTATOYHOM KOMIETEHIMEH W MPHICPKHUBATHCS
CIIeTyIOIIHX TpeOOBaHMIA:

- Bneuatnenne o6 OIT ckmagpiBaeTcsi y KIMEHTA MO MEpBOMY Tele(OHHOMY pa3roBOpy, O3TOMY pabOTHUK
00s13aH yMETh TPaMOTHO 00IIaThCs MO TenedoHy;

- HEJIOIyCTUMO UTHOPUPOBAHKE TeJIe()OHHBIX 3BOHKOB: HE IO3/1HEE, 4YeM 15 ceKyH[I mociie ajipecanny BbI30Ba
Ha OIllepaTopa JOJKEH CIIeJ0BaTh OTBET;

- oTBevas Ha TelneOHHBIN 3BOHOK, ONEepaTopy HEOOXOJMMO BEXIIMBO TO3J0POBATHCS, MPEJICTABUTHCS IO
(hopMe KOpIopaTUuBHOT'O IPUBETCTBUS;

- TeneOHHBIE TEPErOBOPHI  JIOJDKHBI BECTHCh YETKHM TOJIOCOM, pedYb JIOJDKHA OBITh BHSTHOM,
I00pOoKenaTeTbHOM, TPAMOTHOM.

B mponecce 00paboTku oOpamieHuid ONepaTop 3a0YHOI0 OOCIYKMBAaHHUS TNPUIACPKUBACTCS AITOPUTMa
JeMCTBUM, ONTUCAaHHOTO B 0a30BOM CKPHUITE 320YHOT0 00CITYKUBAaHHS KIMEHTOB U C UCTIOJIb30BaHUEM HH(OPMAIUH,
pa3MeleHHol B baze 3HaHumil.

Pemienue Bompoca KireHTa JOHKHO OCYHIECTBIISATHCS OMEPaTOPOM 3a0YHOT0 00CITY>)KUBAaHHSA 32 OJTUH KOHTaKT
— B Te€UeHHUE 15 MHMHYT, 32 HCKIIOUYEHHEM CJIOKHBIX BOIIPOCOB (BpeMs 0OCIy:KUBaHHS MpeBbIIAeT 15 MUHYT WK
TpeOyeTcsl KOHCYJbTAIUs Y3KOTO CIIeUAUCTa WK OOpalieHue 10 HECKOJIBKHM TeMaM/HECKOIBKHM JIHIIEBBIM
cdetam). Ecim moctymnaeT cioHbIH BOIIPOC, TO Pa0OTHUK 3aIMChIBAET KOHTAKTHBIEC IaHHBIE KIIMEHTA U 00s3yeTcs
MEPE3BOHUTH KIMEHTY B TeUEHHE Padovero JHS.

B ciryuae oOparenns KiueHTa 3a oJTydYeHneM HH(OPMAIIK 0 COCTOSHIN PACUETOB HIIH HHBIX ITEPCOHATBHBIX
JAHHBIX OCPEICTBOM TeNe(OHHOM CBA3M, KIMEHT JOJDKEH NPEICTaBUThCS, Ha3BaTh HOMEP JIMIIEBOTO CUETA W/HITH
aapec, @O coOcTBeHHNKa/HAHUMATEISl Ha Ybe UMS OTKPBIT JIMLEBON cueT. B ciaydae, ecnu KIMEHT OTKa3bIBaeTCs
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BBINOJIHUTD BBIIIEyKa3aHHblE TPEOOBAHUS, ONEPAaTOpP 3a0YHOrO OOCIY)KMBaHUA MMEET IPaBO OTKa3aThb B
[IPEJOCTABJICHUN 3alpaliuBaeMoi HHPpOpMAaIUH.

[Ipu oTBeTe Ha oOpaleHNs KIMEHTa Yepe3 COLUAIbHBIE CETH U MECCEHIKEPhI OPAJOK JeHCTBHs pabOTHUKA
COOTBETCTBYET OIMCAHHOMY B IyHKTE 4.4.

B cayuae, ecnu obOpaiieHue KIMEHTa COOCPKUT HELEH3ypHYIO OpaHb, OCKOPOJIEHHS WM YIpo3bl B aipec
paboTHMKa, TO OMEpaTop 3a0YHOTO OOCIY)KMBAHMS HMMEET IPaBO MPEpBaTh Pa3rOBOp, MPEIyNpeauB o0 3TOM
KIJIMEHTA.

IIpu HeomHOKpaTHOM HapymieHMH Hactosimero CraHaapra paOOTHHK MOXET ObITh HPUBJICYEH K
OUCLUIUIMHAPHON OTBETCTBEHHOCTH 10 MHHLIMATHBE HETOCPEICTBEHHOTO PYKOBOAWTENS W/WIM YIpaBIECHHS IO
KOMMYHHKAIIHSIM B PadOTe C MPOCKTaMH.

4.4. IlopsAoK 3204HOT0 00CTY:KUBAHNS KJINEHTOB MOCPEACTBOM MOYTOBOM
NnepenucKu U uHTepakTuBHBIX cepBucoB OII, a Takxke cepsuca I1OC.

3aouHoe 00CIy)XHBaHHE IOCPEICTBOM MOYTOBOW IMEPENCKH, WHTEPaKTHBHBIX cepBucoB OIl, a Ttakxke
cepsucoB [1OC ocymectBisercst pabotHrkamMu OIl B COOTBETCTBHU € NEHCTBYIOIIUMHE JIOKATEHO-HOPMATHBHBIMU
axtamu 1 Pernmamentamu OIl

[TouToBas mepenmcka MCHONB3YEeTCS Ul HANpPABICHUS JOKYMEHTAIMH, CBSI3aHHOW ¢ OOCIyXKHWBaHHEM, a
TaKXKe B ClIy4asX, KOTrJia KIMEHT HalpasisieT oopaienue/xano0y [louroit Poccun u He ykasbiBaeT HH(POpPMALIUHU O
OPYyroM MpPeaHnOYTUTENFHOM BapHaHTE MPENOCTaBICHHs OTBETa Ha OOpalleHHEe C Y4YeTOM OIrpaHWYCHUM,
YCTaHOBJICHHBIX 3aKOHOAATEIbCTBOM Poccuiickoit denepanuu.

[MucemeHHbIEe OOpaleHHs/Kano0bl KIMEHTOB, TIONyYEHHBIE 10 TOYTOBOW CBSI3U, PacCMAaTPHUBAIOTCS
oTBeTcTBeHHbIMH paboTHHKaMu OIl. PaGoTHHK mpoBepsieT MOJHOTY NMPeNOCTaBICHHBIX CBEACHUH, €CIM NaHHBIX
HEIOCTATOYHO, CBS3BIBACTCS C KIMEHTOM IO OJHOMY M3 YKa3aHHBIX KJIHMEHTOM CIOCOOOB CBSI3H Uil YTOUHEHHS
WHPOPMALIMK ¥ COTJIACOBAHUS BPEMEHHU NPUHATHS JalbHEWIINX Mep Mo oOpaileHuo. B ciydae, eciau pemieHue
BoMpoca TpedyeT 3ampoca B CTOPOHHIOK OPTraHU3alMI0, TO CPOK MPEAOCTABICHUS OTBETA KIMEHTY HE JOJKEH
npeBbimaTh 30 KaJeHIApHBIX AHEH, IPH 3TOM KJIMEHTY HallpaBIIsieTCsl IPOMEKYTOUYHBIH OTBET C YKa3aHHUEM CPOKa
MIPeIOCTaBIEHUS MTOJHOTO OTBETA.

OTBeT Ha NMUCBMEHHOE OOpallleHue/ Kano0y KIUEHTa JOJ/DKEH OBbITh MOJTOTOBJIEH B IEYaTHOM BHJIE Ha
¢upmennom Omanke OIl u conmepkarTh KOHKPETHYI0 HH(OPMALMIO MO CYTH BOIPOCA, 33JaHHOTO KIMEHTOM,
KOHTaKTHBIE aHHbIe ucronHuTest (PO u TenedoH) n moanucan ynoJHOMOYEHHBIM Ha TO TOJDKHOCTHBIM JIMIIOM.

B ciydae ecnu TeKCT TUCbMEHHOTO 00paIeHuUs HE TIOAJAeTCs POYTEHUIO, KIIMEHT HHPOpMUpYeTcs 00 3ToM
(TIpy HATMYUH BO3MOXKHOCTH).

O6paboTka oOpalieHni KIMEHTOB, OTy4YeHHbIE 10 MHTEPaKTUBHBIM KaHanaM cBsi3u Oll u uepes cepsuc [10C
npousBoguTcss cotpynHukamu OIl B COOTBETCTBMHM C JICHCTBYIOIIMMH JIOKQIbHO-HOPMATUBHBIMH aKTaMH U
Pernamentamu OIl.

Bce xanoOpl/o0pamieHnst OT KIMEHTOB KOMIIAHUU aBTOMAaTHYECKH NMOCTyNaoT B EnuHoe okHO oneparopa u
PETUCTPUPYIOTCS, HA YKA3aHHBIA KIIMEHTOM a/Ipec AJIEKTPOHHOM TIOUTHI aBTOMATUYECKH YXOJUT MUCHMO-aBTOOTBET,
B KOTOpPOM KIIMEHTY COOOIIaeTcs, 4YTO ero oOpalleHHWe TMONyYeHO M 3aperncTpUpOBaHO (C yKazaHHEM
PETUCTPALIMOHHOTO HOMEPA).

Omnepartop npoBepsieT NOIHOTY MIPEJOCTABICHHBIX 10 Xajlo0e CBEACHUH, €CITM UMEIOTCS HeJOCTAIOIUe
JIAHHBIE, CBS3BIBACTCS C KIIIEHTOM 110 OJJHOMY M3 YKa3aHHBIX KOHTaKTOB (Tesie()OH, IJIEKTPOHHAS MI0YTa) C EeTTbI0
YTOYHEHUsI MHPOPMAITUH.

OrtBet Ha oOpaileHne/ Kano0y KIMEHTa, TOJyYeHHbIE 10 HHTePakTUBHBIM KaHasiaM cBsi3u Ol u uepes cepsuc
[NOC nomxeH OBITh M3TIOXKEH B TEKCTE IIEKTPOHHOTO COOOIICHNUS M COJIEP’KaTh KOHKPETHYIO WH(OPMAIIHIO 110 CYyTH
BOIIpOCa, 33JaHHOTO KiueHTOM. [lo 3ampocy KiMeHTa OTBET MOXKET OBITh ITOATOTOBJIEH B IMEYaTHOM BHAE HA
¢upmennom Omanke OIl u conmepkaTh KOHKPETHYI0 HH(OpMALHIO MO CYTH BOIPOCA, 3aJaHHOTO KIMEHTOM,
KOHTakTHBIE AaHHble ucnonnutess (PHUO, tenedon) u noanucad yrnoJIHOMOYEHHBIM Ha TO JOJDKHOCTHBIM JIMIIOM.
B ciyuae, ecnu penieHre Bonpoca TpedyeT 3arpoca B CTOPOHHIOI0 OPraHU3aIlHIo, TO CPOK MPEJIOCTABICHUS OTBETA
KJIMEHTY HE JOJDKEH HpeBbiath 30 KaleHIapHBIX THEeH, IpU 3TOM KIMEHTY HaIpaBIIeTCs IPOMEKYTOUHBIA OTBET
C YKa3aHHEM CpOKa MPEAOCTaBICHUS ITOJIHOTO OTBETA.

HeiicTBust o oOpareHus M/ >karo0am KITMeHTa He TIPOU3BOJISATCS B CITydasnX:

- ecli 0OpalIeHUe COJIEPXKUT HEIEH3YPHBIE JIN00 OCKOPOUTENBHBIE BEIPAKEHUSI, YTPO3bI JKU3HH, 370POBBIO U
umyuiectBy padotHuka Oll, a TakKe WIEHOB €ro CeMbH;

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

- el B OOpallleHuH He YKa3aHbl KOHTAKTHbBIE JaHHBIE.
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B ciyuae ecnu B 0OpallieHUn KJIMEHTa COAEPIKUTCS BOIIPOC, HA KOTOPBIA KIMEHTY yxkKe ObUT PEIOoCTaBICH
OTBET TI0 CYIIECTBY B CBSI3U C paHee HAINpPaBICHHBIMH OOpAIEHUSMHU U TIPU 3TOM B OOpaleHUH HE MPHUBOJSATCS
HOBBIC JIOBOJIBI T OOCTOSTEILCTBA, KIIUEHT NHYOPMUPYETCSI O MPEIOCTABIICHHOM PaHEe OTBETE.

B cnyuae, ecnu oOpailieHue KIIUEHTa COACPKUT HEICH3YPHYIO OpaHb, OCKOPOJICHUS WM YTPO3bl B aapec
cnernmanucta OlIl, ciermanuct Ol nMeeT mpaBo npepBaTh 3a09HOE 00CTyKUBaHUE, TPEAYITPETUB 00 3TOM KITHEHTA.

B OOmiectBe ycTaHaBIMBAIOTCSA CJCIYIOIIAE TUIOBBIE TMApaMeTPbl CPEIHEH MPOIOJIKUTEILHOCTH
B3aMMOJICHCTBHUS C KJIMCHTAMHU:

®opma
B3aUMOJEHCTBHSA

[Tapamertp (npenensHOe

Kpurepuii
purep 3HAYCHHUC)

Perucrparmmus, knaccudukanys oopanieHus

He 6onee 1 pabouero aus
¥ miepefiada B paboTy

Bpewms oTBeTa Ha Bonpoc win oopmIileHHE
IIPOMEXYTOUHOTO OTBETA

ITouToBast cBs3B He 6onee 10 pabounx mgaei

Bpewmst oTBeTa Ha BOIIPOC € MpHUBJICUYCHUEM

. He Gonee 30 kaneHnapHbIX qHEH
ctoponnux opranuzanuii (PCO, cereBas) Aap A

Bpewms otBeTa Ha Bonpoc win oopmIIeHHE

He 6onee 3 pabounx nueit
MIPOMEKYTOUHOT'O OTBETA

HHTEpaKkTHBHBIE CEPBUCHI
(muunBIi KabuHET, MOOMIILHOE | BpeMs 0TBETa Ha BOIPOC C NPUBJIEYEHHEM
MIPWIOKEHUE, CAUT KOMITAaHUY, | CMEKHBIX OTACIIOB

AIIEKTPOHHAS T10YTA)

He 6onee 10 pabounx aHei

Bpewmst oTBeTa Ha BOIIPOC C NPUBJIICYEHUEM

. He Gonee 30 kaneHnapHbIX qHEH
ctoponnux opranuzanuii (PCO, cereBas) Aap A

ObpareHue o JTUHAN
«Coo0IUTH 0 KOPPYIILIHI

o7 Bpems oTBeTa Ha BOIIpoc He 6oitee 10 pabounx mnHEn
(xopriopatuBHbIi caiit OIT) p p p A

[Tnardopma oOpatHOit cBsI3N

(IOC) Bpems oTBeTa Ha BOIpoc He 6onee 10 pabouux aHei

4.5. IlopsaAoK 3204YHOT0 00CTY:KUBAHUS KJIUEHTOB MOCPEJICTBOM KHUTH OT3bIBOB
U NPeIJIOKEeHUH

HHcTpymeHTOM 00paTHOH CBSA3H C KIIMEHTOM SIBJISIETCS] KHUT'a OT3BIBOB U MPEUIOKEHHM.

KHura nomkHa HaXOMUThCSA Y aJMHUHUACTPATOpa/Kaccupa WM WHOTO JIUIA, ONPEIEIIIEMOr0 PaclopshHKeHUEM
(uaBIM JTHA) pykoBomuTeENsl y4acTKa/OT/AeNIeHus, Ha TeppuTopun kKotoporo pacnojioxern LIOK. Kuanra Beimaercs
KJIMEHTY 10 TpeOOBaHUIO.

Kaxnoe npenyiosxeHne v 0T3bIB KJIMEHTA, Kacaroluecs 00CIy >KuBaHus v pa3Butus AestensHoctd Oll, HanpasisieTcs
IUIsl paCCMOTPEHHUS B I10/Ipa3/ielIeHUe, OTBEYarOIIee 3a KaueCTBO KJIMEHTCKOro oociyxuBanus B OIL

Perucrpanust u 06paboTka OT3BIBOB M NPEATIOKEHUI KINEHTOB BEAYTCS B COOTBETCTBUU C YTBEPKACHHBIMU
JIOKaJIbHO-HOPMATUBHBIMU aKTAMH.

B O6mecTBe ycTaHaBIMBAIOTCS CIEAYIOINE TUIIOBBIE MapaMeTpsl MPOIOJIKUTEIFHOCTH B3aUMOEHCTBHS C
KJIINEHTAMM:

®opma
B3aHMOJEHCTBUSA

IMapameTp (mpeneabHoe

Kpurepuii
purep 3HAYEHUe)

KHura oT3b1BOB M NpeaJIoKeHuil
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dopma . ITapameTp (mpeneanbHoe
p™ Kpurepuii P p (npen
B3aNMOJelCTBHS 3HAYeHHe)
OT3BIB 1 BpeMms 00paboTKH OT3BIBOB U IIPEIIOKEHUI o
p P peat He 6onee 10 pabouunx anei
NpeAJIOKCHUE KJINEHTOB

S. Opranusauuu HHQPPACTPYKTYPbI HHTEPAKTUBHOIO 00CTYyKMBAHUSA
KJIMEHTOB.

HNudopmanmonnsie pa3aensl opunuansHoro caiita OIl BrimrouaroT B ce0s cleayonryo HHPOpMAaIHo:

- IOPSIOK  3aKJIIOYEHHS  JOTOBOpA  SHEProcHaOKeHMS  (KYIUTU-TIPOJAKH  JJIEKTPUYECKON  SHEprum
(MomTHOCTH)), IOKYMEHTHI, HEOOXOAMMEBIE /ISl 3aKIIOYEHHUs JOTOBOpa JHEProCHAOKEeHHA (KYTUIH-TIPOIAaKU
(mocTaBKM) MEKTPUYECKON SHEPTUU (MOLTHOCTH), MOPSIIOK €T0 3aKITIOUCHHUS;

- (hopma oroBopa 3HeprocHad)eHus (Kymin-npoaaxu (IOCTaBKH) AIEKTPHYECKOH SHEpriuy (MOLIHOCTH), a
Taroke (hopma 10roBopa KyIUIH-TIPOAAXKH SJIEKTPUIECKOI SHEPTUH, IPOU3BEICHHOI Ha 00bEKTaX MUKPOTEHEPALlHH,
PACTIONIOKEHHBIX B 30HE JIEATEIbHOCTH rapaHTUPYIOIIETO MOCTABIINKA, HHBIE (JOPMBI IOTOBOPOB;

- CIocoObl, MOPSAOK M YCIIOBHS BHECCHHS IJIaTeXel Mo JIOTOBOpY 3HEProcHaOXKeHus (KyIUIH-MPOAaKH
(TmocTaBKM) IEKTPUIECKON IHEPTUHU (MOIITHOCTH), B TOM YHUCIIe 0€3 OIIaThl KOMUCCHH;

- TOPSIIOK M YCIIOBUS ITpHeMa TTOKa3aHUi MpUOOPOB y4eTa IS pacyeToB 3a MOTPEOICHHYIO SIEKTPUIECKYI0
SHEPTHUIO U MOCIIEACTBHS BBIBOJIA U3 CTPOS MPHOOPOB yueTa TUO0 OTCYTCTBHS IPUOOPOB yUeTa;

- BO3MOXKHBIE MTOCTIC/ICTBHS HAPYIIEHHsI 00S3aTENbCTB TI0 OIUIATe IEKTPHUECKON IHEPTUH B BUJIC BBEICHUS
MOJHOTO W (WJIM) YaCTUYHOTO OTPaHMYCHHUS PeXHMa MOTPeOJICHHS 3JIEKTPUYECKON YHEpruH (OTrpaHWYEHUS HIIH
MPUOCTAHOBJICHHUS MPEIOCTABICHISI KOMMYHAJIBLHOH YCIYTH IO DJIEKTPOCHAOKEHHIO);

- TIOPSIIOK pacyueTa CTOMMOCTH 3JIEKTPHUYECKOW DHEPTUH, MpeJleNbHbIE YPOBHH HEPETYIUPYEMBIX IICH U UX
COCTaBIISAIOIINE, Tapu(bl U JBrOTH (MpH HanM4uuK), [locTaHOBIEeHHs PernoHalbHBIX YHEPreTUUECKUX KOMHUCCHIM
pernoHa o0CIyKUBaHUS;

- Tpad¥K ¥ TOPSI0K 00CTYKMBaHUS KJIMEHTOB B IIEHTPaX 00CIYKHBaHUs KJIHMEHTOB, aipeca U TeseOHbI (IIpH
HAJIMYMH) LEHTPOB OOCITY)XKMBAaHHS KIMEHTOB, KAaTETOPHU KIMEHTOB (IOPUAMYECKHE JIUIA, WHAWBHIyaIbHBIC
npeAnpuHUMaTeny u (i) Gpu3ndecKkue Jnia), KOTopble 00CITyKUBAIOTCS B KOHKPETHOM LIEHTPE O0CITYKUBAHUS
KIIMCHTOB, B TOM 4YHCJEe MOOWIBHBIX O(pHCOB, HHGOPMAILUS O MPEJOCTABICHHBIX KIMEHTaM KaHalaxX 3a04HOTO
00CITy’)KUBAHHUS M PEIKUME UX PaOOTHI;

- TIOPS/IOK TMoJayu OOpAIleHUi, B TOM 4YMCIIe MPETeH3Wil K AeHCTBUsAM (0e34eHCTBHUI0) TapaHTUPYIOIIEro
MOCTaBIIMKA, CBSI3aHHBIM C UCIIOJIHEHHEM JIOTOBOPA;

- IOPSIIOK M CHOCOOBI pPErucTpaliid ¥ aBTOPU3AIMM TI0Jb30BaTeliei B JIMYHOM KaOWHeTe KIIMEHTa
(nHpOPMALIMOHHON cHCTEME);

- MHBIE, HaHOOJIee YacTO 3aJaBaeMbIe BOIIPOCHI, BO3HHUKAIOIINE y KJIMEHTOB, M OTBETHI HA HUX.

5.1. OcHoBHbIe TpeOOBaHMA K (PyHKHHOHATY cepBuUca «JIMUHBI KaOuHeT» U
MOOMJILHOMY NPHUJIOKEHHUIO.

JInuHbIll KaOWHET KIMEHTa, CO3JAaHHBI KOMIAHMEH Uil KaXIOro KIHEHTa, PeaM3yeTcsl MOCPEICTBOM
ounmansHoro caiita OIl n/unu Ha 6a3ze MOOMIIBHOTO IPUIIOKEHNUs. JINYHBIN KaOMHET KIIMEeHTa SBJSIETCS] CIOCO00M
MOJYYCHUSI OTPENIENIEHHBIX BHJOB YCIYr KOMIIAHHHM IOCPEJICTBOM KOMIIBIOTEPU3UPOBAHHBIX yCTPOMCTB
(mepcoHaNbHBIN KOMITBIOTED, cMapT(OH, TUTaHIeT) 0e3 MoceneHuns IeHTpa 00CTyKUBaHMSI KITHEHTOB.

OcHoBHBIC (YHKOMH JHYHOIO Ka0WHeTa KJIMEHTa JJIf (u3MYecKHX JuL (MOOMIBLHOIO

NPUJIOKEHUS):

- KPYIJIOCYTOYHBIH pexXUM paboThI CEpPBHCA, 32 UCKIIIOYSHUEM TUIAHOBBIX TEXHHYECKHX padoT;

- HampaBlIeHHE 3asBKM Ha 3aKJIOUYEHHE, M3MEHEHHE, PACTOPXKEHHE JOroBopa 3HEprocHaOXeHus (KyIuiu-
npoAaxu (IMOCTaBKH) 3JEKTPHUUECKONW SHEPTUU (MOILHOCTH), MOJY4YEeHHE MPOEKTa JOrOBOpa, JOMOJHUTEIBHOTO
COTJIAIICHUsI, WHBIX JOKYMEHTOB M aKTyalbHOH WH(pOpMAIUH, CBS3aHHOW C 3aKIIOYCHUEM, W3MEHCHHUEM,
WCTIOJIHEHHEM U PacTOP)KEHHEM JI0TOBOPA;

- HampaBlieHHe oOpalleHuii Ha 3aMeHy (YCTaHOBKY, IOBEpKY) NpuOopa yyeTra WIM H3MEPHTEIBHOTO
TpaHchopMaropa TOKa;

- Iepenadya MoKa3zaHWil MPUOOPOB yUeTa HNEKTPUIECKOM SHEPTUH B popmarte, IPEeayCMOTPEHHOM CEPBUCOM;

- oIUIaTa C MOMOILBIO TIATEKHOHN KapThl M MHBIX CEPBHCOB O€3HAIIMYHOM OTIIATHI;

- IPOCMOTpP MH(OPMALIUHU O HAUHUCIICHUSIX, UICTOPUU COBEPIICHHBIX IUIaTeKel U IepeJaHHbIX TOKa3aHUM;

- BO3MOXXHOCTb IIPUBSI3KH HECKOJIBKUX JIMLEBBIX CYETOB K OJJHOM Y4ETHOH 3aIucy;
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- HampaBJIeHHE B ajpec TapaHTHPYIONIETO MMOCTaBIIMKA OOpalmieHuH, B TOM YHUCIE TPETCH3UH, 3asBICHUM,
CIPaBOK, UHBIX JIOKYMEHTOB M UH()OPMAIHH;

- HampaBJICHHE KIUCHTY YBEAOMJICHHS 00 OrpaHHMYCHUM WIA TPUOCTAHOBICHUM TPEAOCTABJICHUS
KOMMYHAJILHOW YCIIYTH T10 3JICKTPOCHA0KECHHUIO;

- BBITPY3Ka 3JICKTPOHHOW BEPCHH TUIATSIKHOTO IOKYMEHTA;

- TPEeAOCTaBJICHUE B CIy4asX U CPOKH, KOTOpbIE MpeaycMOTpeHbl [IpaBuiaMu nmpeqocTaBiIeHUs J0CTyIa K
MUHUMAJILHOMY Ha00py (GYHKIMH HMHTEIUICKTYadbHBIX CHCTEM yueTa 3JICKTPUYCCKOW HSHEpruu (MOIIHOCTH),
yTBEpKACHHBIME TTocTaHOBNIeHHeM [ IpaBurensctBa Poccuiickoit @enepartuu ot 19 ntons 2020 1. N 890 "O nopsinke
MPEOCTABICHHS JOCTYIIa K MUHUMAIILHOMY Ha0Opy (QYHKIWN HHTEIUIEKTYaJbHBIX CHCTEM y4YeTa 3JICKTPUUCCKON
SHepruu (MOUTHOCTH)", YHNAJICHHOTO JOCTyma K WHQOpMAanMM ¥ MUHHMAIbHOMY Ha0oOpy (QYHKIUN
WHTEIJIEKTYaIbHONH CHCTEMBI yUeTa TapaHTHPYIOMIEro MOCTAaBIINKA MOCPEACTBOM ceTH "MHTepHeT" B OTHOIEHHH
MpuOOPOB yUeTa AIEKTPUIECKON SHEPTHH, MOMYIICHHBIX B JKCIUTyatanuio mocie 1 sHBaps 2022 1. mia menei
KOMMEPUYECKOT0 ydeTa 3JIEKTPUUECKON 3HEepruu (MOIIHOCTH) HA PO3HHYHBIX PHIHKAX 3JICKTPUUYECKOW IHEPTrUU U
(unn) TSt OKa3aHUs KOMMYHAIBHBIX YCIIYT 10 3JICKTPOCHA0XKCHHUIO.

OcHoOBHBIE (PYHKIUM JIHYHOT0 KAOMHETA KJIMEHTA A/ IOPUIANYeCKUX JINIL:

- KPYIJIOCYTOUYHBIH peKUM pabOThI CepBHUCa, 33 UCKIIOUEHUEM TUIAHOBBIX TEXHUYECKUX PadoT;

- HallpaBJICHHWE 3asiBKM Ha 3aKJIIOUYEHHE, W3MEHEHHUE, PAacCTOPKEHHE IOrOBOpa SHEPrOCHAOKEHMS (KyILIH-
MIPOAAXKH) HNEKTPUIECKOH SHEPTUH (MOLIHOCTH) U IOJIyYEHHE MIPOEKTa JOrOBOPA, JOMOIHUTEIBHOIO COTJIAIICHHS,
WHBIX JIOKYMEHTOB W aKTyalbHOW HH(OpMAIMU, CBSI3aHHOW C 3aKII0UYEHHEM, U3MEHEHUEM, HCIIOJTHECHHEM H
pacTop>KeHHEM AOTOBODA;

- HampaBieHrne oOpamieHnii Ha 3aMmeHy (YCTaHOBKY, MOBEpPKY) MNpHUOOpa ydeTra WM H3MEPUTEIBHOTO
TpaHcopMaTopa TOKa;

- Iepeaya Mmoka3anui mpuOopoB ydera B popMaTe, IperycCMOTPEHHOM JINYHBIM KaOMHETOM KIIMEHTA;

- TPOCMOTpP JAETalHM3allid HAYUCICHUH IO JIOTOBOPY DJHEProcHaOKeHWs (KYIUIH-IPOAaXKH (TIOCTaBKH)
ANEKTPUIECKON IHEPTUHN (MOIIHOCTH);

- IPOCMOTpP UCTOPUU HAYUCIIEHUN U BHECEHHBIX MJIATEKEM;

- IOJIyYCHUE U BBITPY3Ka KOMHUH IUIATEKHBIX JOKYMEHTOB;

- HallpaBJieHWE KJHMEHTY yBeIOMJICHHS 00 OrpaHHYEHHM peXuMa MOTPEOJICHUS 3IIEKTPUYECKOM SHEpruu
(MomHOCTH);

- HallpaBJICHUE B QJIpeC TapaHTHPYIOMIETO MOCTABIIMKA OOpAIICHUH, B TOM YHUCIIE NPETCH3UH, 3asBICHHM,
CIPaBOK, UHBIX IOKYMEHTOB U HH()OPMAIIH;

- TIPEJOCTaBJICHUE B CIydasX W CPOKH, KOTOpbIe IpeaycMoTpeHs! [IpaBuiaMu npeaocTaBieHus JOCTyma K
MUHHMAaJIBHOMY Ha0O0py (YHKIHMA WHTEUIEKTYAIbHBIX CHUCTEM YydeTa JJIEKTPUYECKOW HIHEepPruu (MOIIHOCTH),
yTBEpKACHHBIMY TocTaHOBIEHHEM [IpaBurensctBa Poccuiickoit @enepanuu ot 19 nrond 2020 r. N 890 "O nopsinke
MPENOCTAaBICHNS AOCTYIIa K MUHUMAJILHOMY Ha00py (YHKUUH MHTEIUIEKTYaJbHBIX CHCTEM y4eTa 3JIeKTPUUECKON
9Hepruu (MONIHOCTH)", YAAJeHHOro JocTyna K WHGOpMAlMd W MUHHMaIbHOMY Habopy QyHKImi
WHTEJUIEKTYaIbHOW CHCTEMbI yueTa TapaHTHPYIOLIETO MOCTABILIMKa OCPEACTBOM ceTH "VIHTepHET" B OTHOILECHUH
prOOPOB ydeTa AIEKTPUISCKON SHEPTuH, NOMYIICHHBIX B 3KCIUTyaTanuio mocie 1 sHBaps 2022 r. ams uenei
KOMMEPUYECKOr0 y4yeTa 3JIeKTPHUUECKON 3Heprur (MOIIHOCTH) HAa PO3HUYHBIX PBIHKAX 3JIEKTPUYECKOW SHEPTUU U
(nnn) 11t OKa3aHUs KOMMYHAIBHBIX YCIIYT 110 3JIEKTPOCHA0XKEHHIO.

5.2. OcHOBHBbIE TPEOOBAHMSA K CUCTeMe ABTOMH(OPMUPOBAHMS.

Cucrema aBTOMH(GOPMHUPOBAHUS KIWCHTOB TMpeAHAa3HAUeHA IS JOBEISHWS THIIOBOM WH(MOpMaImu.
ABTOMH(OPMHUPOBAHUE MOXKET MPOU3BOAMTHLCS Kak cpeu Beex KiareHToB OIl, Tak v cpeid OTAENbHBIX TPYIIIL.

ABTOMH(POPMATOP PEKOMEHIYETCSI UCTIONB30BaTh JIJISl IPEJOCTABICHHUS IOTIOJIHUTEIBHON HHPOPMAIIH JIJIs
KJIIMCHTOB ITPpU:

- HAMOMHMHAHUKA O HEOOXOJMMOCTH TPOM3BECTH OIUIATY HAKOMMBIICHCS 3aJ[0JDKCHHOCTH C aJPECHBIM
COOOIIIEHUEM CYMMBI JIOJITA;

- HaIlOMHWHAHWUW O HEOOXOAMMOCTH TIepeIauy TToKa3aHuil IPHOOPOB yUeTa;

- OTMOBEIICHUH O TIAHUPYEMOM OTPaHUYEeHUH (TIPH HEOOXOTUMOCTH);

- aBTOMATUYECKUI OTBET C HOMEPOM OOpAIICHHS, KOTOPBIM HAMPABIACTCS KIUCHTY MOCIE PETHCTPAIlUH €T
obparmenws;

- COO0IEeHUH/YBEIOMIICHIH HH(POPMAIMOHHOTO XapaKTepa.

ABTOMH(GOPMHUPOBAHUE KIMEHTOB MOXET MPOU3BOAUTLCS MO CICAYIOIINM KaHaIaM:

- Ha HOMep TenmedoHa KITHEHTa: 3BOHOK HMJIM PAaCChIIKA COOOIIeHuit (SMS);
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- PacCHUIKA Ha DJIEKTPOHHYIO mouTy (manee — E-mail);
- yepe3 JIMIHBIN KaOuHeT (YBEAOMIICHH);
- B MoOMIbHOM Tpriiokenun (Push — yBemomieHus).

®opma .
pu Kpurepuii TpedoBaHus
B3auMojeiicTBUS
ABTOOTBeT
ABTOOTBET Ha
MHTEPaKTHBHBIE ABTOMaTHYecKast 00pabOTKa U OTBET Ha OOpalleHue He Oosee 2 4acoB

obpareHws

ABTOHH(OPMHPOBAaHHE

[IpomomxkuTeTbHOCTh HHPOPMUPOBAHMS 5 MEHYT

HpOMe)KyTOK MEXAY «IIOJIOKHUTCIIbHBIM) 3BOHKOM U

7 KaJieHIapHBIX THEH
[TOCTIE Iy FOLITHM

[To Tenedony

gepes 5-30 MunHyT, He

ITpoMEXYTOK MEXTY «OTPULIATEIHHBIMY 3BOHKOM
P y y pHtt Oosiee 3 MOIIBITOK.

HCpI/IOI[I/I‘IHOCTB PACCBIIIKA OO «IIOJIOKUTEIBHOT' 0

E-mail 7 KaJlCHIAPHBIX THEH
pe3ynbTara
JnrHa cooOmieHus 160 cumBoJIOB
[TeproIMYHOCTD PACCHIIKH J0 KIIOJIOKHUTEITHHOTO .

SMS PHOL p A 1 xaneHapHBIA JeHD
pe3ynbTara

(¢ 10.00 mo 20.00)

(HO B OrpaHUYEHHOE BpeMSI)

5.3. OcHOBHBbIE TPeOOBAHMSA K OPraHU3ALMH CAMOOOCTY:KMBAHUS

Cucrema caM0OOCITy’)KMBaHUSI BKJIIOYaeT B cebs: 30HBI camooOchyxwuBanus B [IOK, TepmuHanb
caMo00CTyKUBaHUS U HHGOPMAIIMOHHBIC TEPMUHAIIBI.

HNudopMamoHHble TEPMHUHAIBI M TEPMHUHAIBI CaMOOOCIIY)KMBAaHHS MOTYT OBITh PAaCIOJIOKEHbI Ha
TEeppUTOpHH LEHTPOB oOciyxkuBanus OIl (umum) TeppuTopuM APYrUX OpraHU3aIlWid, TUIOIIAThL JJIS pa3MEICHHS
TepMUHAJIA JIOJKHA OBITh HE MEHEe 3 KB. M. Ha OJIHY €JIMHHUILY 000PYA0BaHUsI.

[Ipu pacroyioKEHUH TEPMUHAJIIOB HA TEPPUTOPUH O(HUCOB KOMIIAHUHM JOJDKHO OBITh 00ecreueHo
nH(OPMUPOBaHUE KIMEHTOB PAOOTHUKOM KOMNAaHWU (3AMHHHACTPATOPOM) O BO3MOXHOCTSIX H IPEHMYIIECTBAX
oIyiaThl 4Yepe3 IUIaTéKHbIe TepMUHaNbl. JlOJDKHO OBITH OOECTeueHO HalM4ue MOSCHSAIOMUX MaTepUaioB IO
HCIIOJIb30BAHUIO TEXHUUECKUX CPEICTB Ha MH()OPMAIIMOHHOM CTEHJIE UIIH PSJIOM C TEPMHUHAIOM

OOGecrieyeHO TPENOCTaBICHUE KIWUEHTY 4YeKa C JaHHBIMA 00 oOIlaTe YCIyr, MO3BOJISIONIETO
uneHTuUIMpoBaTh mIaTéx, 0o)OPMICHHOTO B COOTBETCTBUY C TPEOOBAHUSAMU JICHCTBYIOIIETO 3aKOHOAATEILCTRA.
Uek BBIAAETCS KIMEHTY TEPMHUHAIOM Ha Oymare (IIpH HAJIMYMKA BO3MOXHOCTH) HIIM HAMPABIISIETCS B DJIEKTPOHHOM
dhopmate Ha anpec IIACKTPOHHOM MOYTHI, YKA3aHHBINH KITUECHTOM.

Hapymenne B paboTe TepMUHAIOB M 30H CaMOOOCITYy>)KMBaHUS HE MOXET COCTaBJISTH Ooiiee 60 MUHYT
B pabouee BpeMs.

6. TpeGoBanusi K HUHGOPMALIMOHHOMY B3aUMOAECTBHUIO C KIHEHTAMM

HNupopmalinoHHOE B3aUMOCHCTBHE C KIIMEHTAMH UMEET CIIeAyIoIIe (hOPMBI:

- MaccoBoe MH(POPMAIMOHHOE B3aNMOIEIICTBHE;

- UHJAMBHyaJIbHOE WH(GOPMAIIMOHHOE B3aUMOJICHCTBUE T10 3aIPOCYy;

- mpenocTapienne nHpopmarmu mo naunmaruse OI1.

MaccoBoe HH(POpPMAITMOHHOE B3aWMMOJCHCTBHE 3aKIIOYaeTcs B pasMmemieHnn nyonaukannid B CMU o
nesitenbHOCcTH OIT 1 OI1, nHpOpMUpPOBaHNU KITMEHTOB MO BOIIPOCAM, CBSI3aHHBIM C TIPOLIECCOM 3JIEKTPOCHA0KEHUS,
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yTEM pas3MelieHnss HHPOPMAITUH B IIEHTPAaX OYHOTO OOCIYXHBaHUS WM Ha oduimanbHoM caiire OIl, a Takxe
pasMerneHnn WHQOpPMAITMH O TPOBEICHUN Pa3HOOOpa3HBIX PR-kammanuii, HampaBleHHBIX Ha WHGOPMHPOBAHHE
IIUPOKOH OOIIECTBEHHOCTH (HACTOSIIME U MOTCHIIUAIBHBIC KIIMEHTHI, TAPTHEPHI U PAOOTHUKOB) O NEATEIILHOCTH
OI1, BO3MOHBIX KaHaIaX CBS3U U T.1.

[To nantmaTuee OIl KIMeHTaM TpeoCTaBIIeTCs ABa TUTIA HH(pOpMAIHK:

- CIIpaBOYHAs MH(OpPMAITHS;

- HAIIOMUHAHUS — COOOIICHHMS/YBEIOMIICHHUS WHPOPMAIIHOHHOTO XapaKTepa.

K crpaBouHO#M nH(DOpPMAITIHI OTHOCSTCS:

- U3BIICYCHUSI W3 3aKOHOJATENFHBIX M WHBIX HOPMATHBHBIX MPAaBOBBIX AaKTOB, CONIEPKAIINX HOPMEI,
perynupymoiue nestebHocTh Ol 1 nmpecTaBiIeHHBIX B HEM KOMITaHUH;

- Hacrosmmui CTaHaapT;

- TIEPEYHH JOKYMEHTOB, HEOOXOAMMBIX JJIs1 BHITIOJIHEHUS IEHCTBUI, BXOIAIINX B KOMITIETEHITHIO pAOOTHUKOB
OIT;

- 00pa3iel 0PopMITEHUS TOKYMEHTOB U TPEOOBAHHS K HUM;

- 0 MMPOBOAMMBIX JJISI KIIMEHTOB aKIIHIX;

- aapeca VHTEepHET-CaliTOB M 3JIEKTPOHHOM MOYTHI OPraHOB, B KOTOPBIX MOTPEOUTENAM IPEACTaBISAIOTCS
JIOKYMEHTBI, HEOOXOIUMBIC JJIs1 BBIMIOJIHCHUS JICHCTBUH, BXOIAIMX B KomreTeHImio OIT;

- aapeca [{OK u pexxum ux paboThI;

- TIOPSAZOK MTOTy9YEHUSI KOHCYJIbTAIHH.

K HanmoMuHaHUAM/COOOIIECHUSIM OTHOCUTCSI MH()OPMUPOBAHUE:

- 0 HAJIMYUU 33/I0JDKEHHOCTH;

- 0 BBEJICHUH PEXXMMa OTPAHUICHHS YHEPTOMOTPEOICHIIS,

-0 HpI/I6HI/DKCHI/II/I CpOKa OIuIaThl IPEA0CTABJICHHBIX YCIIYT,

- 00 M3MeHeHHn! Tapu(oB UK MPaBUII PEAOCTABICHUS YCIIYT;

JanHble TpeOOBaHUS OTHOCSTCA K MpPOLECCY OOCTy’KMBaHUS KIMEHTOB W PErIaMEHTHUPYIOT OCHOBHBIE
MIPOLIECCHI B3aUMOJIEHCTBUS C KIIMEHTAMHU.

1. lononHuTe/ILHBIE TPEOOBAHMSA K NPOLEAypPe 3aK/JII0UEeHHs A0r0BOPA IHEProcHad:keHus (KynJjim-
MPOJAKH).

B kiuenTcKoM 3ajie
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1.1.

Brimaga xkinueHTy (GHU3HIecKOMy U IOPHITIECKOMY
JIWITY ) IEpeYHs IOKYMEHTOB JIJISl 3aKJIFOUSHHS JJOTOBOPa
1 OJIaHK 3asBJICHHS ITPYU OOpAIlCHUU KJIUCHTA.

5 muH

1.2

IIpoBepka MOTHOTH ¥ IPAaBUIIFHOCTH IOKYMEHTOB Ha
3aKJIFOUEHHUE JIOTOBOPA BO BpeMsi 00CTy KUBAHHUSI
KITUEHTA.

Jnst puzmueckux muir;

1) ecnu peaCTaBIICH TOTHBIN KOMITJICKT IOKYMEHTOB,
COIJIACOBAHHBIX C CETEBOM OopraHu3aluei, To
MIPOU3BOAHUTCS:

a) BbIJla4a IIPOEKTa IOTOBOpa HIIH

0) mpuémM JOKYMEHTOB, PETHCTPAIHS 3asiBICHUS,
BbI/Taya KOITMHU TIPUHATOTO 3asBICHIS C HOMEPOM, JTaTOH
npuéma, @O paboTHUKA.

2) ecny TIPeICTaBIIEH HETIOIHBIA KOMIUICKT
JIOKYMEHTOB, TO MIPOM3BOANTCS YBEIOMJIEHUE KJIMEHTa O
HepeyHe HeAOCTAIOIINX JOKYMEHTOB U CIocobax
HanpaBJICHUS.

J7s ropyuindecKux JuLL;

1) ecnu peaCcTaBiICH HOMHBIA KOMIUIEKT JOKYMEHTOB,
TO NMPOU3BOIUTCS:

a) MpuéM TIOKYMEHTOB, PETHCTpAIHsI 3asIBJICHNUS, BbI1aua
KOITUH MPHUHSITOTO 3asBJIEHNUS C HOMEPOM, 1aTON
npuéma, PO paboTHuKA.

2) ecnu TpeICTaBICH HETIOTHBIA KOMILIEKT
JIOKYMEHTOB, TO MPOU3BOIUTCS YBEJOMJICHHE KITUSHTA O
MepevHe HEJOCTAIONINX TOKYMEHTOB U CIIOCO0ax
HaIlrpaBJICHUA.

8 MuHyT Ha 1 nuIeBO#i cuer
win 1 TOUKY TOAKITIOYCHUS

1.3.

YBenomMieHne KINEHTa O TIEPEeIHE HETOCTAIOITIX
JIOKYMEHTOB.

B nens oOparnieHus

1.4.

YBegoMiieHNE KINCHTA 00 OTKa3€e B 3aKIIOYECHUN
A0roBopa € yKasaHuEeM IpUYUH OTKa3a.

B Teuenue 5 pabouunx qHEH O THS
oOparteHus.

1.5.

[Mepemaya npoekra goroBopa u3 03Kk-oguca B 3aI1
KJIMEHTCKOT'O 00CITyKUBaHHS.

He 6onee uem yepe3 10 paboumx aHEH C gaThl
MOJIaYH 3asIBIICHUS

1.6.

Brigaua KIIMCHTY COTJIaCOBAHHOI'O IMTPOCKTA JOTr0BOpa.

He 6omee 10 pabounx gHEH ¢ 1aTHI MOJAYH
3asBrieHus (st OJI — sxuibie 0ObEKTHI); HE
6omee 30 kameHAAPHBIX THEH C AATHI TOIAYH
3asBienus (s FOJI u @JI — Hexxmibie
nomenieHus (00BEKTHI))

1.7.

OTnpaBKa KJIMEHTY (3aKa3HbIM ITOYTOBBIM
OTTpaBIIeHHEM JTHO0 HAPOIHO) IPOTOKOJIA
COTJIACOBAHMS PA3HOTIIACHN U COMPOBOIUTEILHOTO
nucbpMma.

B teuenue 10 pabounx gHEH co qHS
MOJIyYEHUS IPOTOKOJIA Pa3HOTIacUi

IIo Tesedony
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YBegomiieHue pa6OTHI/IKOM — HUCIIOJIHUTCIIEM KIIMCHTA O

B teuenue 5 pabouux mHEH ¢ 1aTHI MOJAYH
3asIBJICHUS:

3asBJICHUIO.

1.8. | xone 3aKimrouYeHHUs JOTOBOPA M0 MOCTYHBIIEMY - 0 MIepevYHe HEJOCTAIOIINX TOKYMEHTOB;
3asBJICHHUIO. - 00 OTKa3e B 3aKJIFOYEHUH IOTOBOPA C
yKa3zaHHeM IPUYMH OTKa3a
19 Coobuienue o TenedoHy 0 CTaauu MOATOTOBKH Mo sanpocy KimerTa
IPOEKTa JOr0BOpa.
ITo cetu MHTEpHET
B Teuenue 3 pabounx qHEH ¢ qaThl MoJaun
3aBKH:
- 0 [IepeYHE HEJOCTAIOLIUX T0OKYMEHTOB,;
- 00 0TKa3e B 3aKJIIOUEHUH JOT0BOpaA C
yKa3aHHEM IPUYUH 0TKa3a;
B teuenne 10 pabounx maHEH C MATHI TOJAYH
YBenomiieHHEe pabOTHUKOM, UCTIOTHUTENIEM O XOJ€
1.10. |3axirodeHus OTOBOpA KIMEHTA 0 TOCTYIHUBIIEMY SAABKH

- 0 TOTOBHOCTH JJOKyMEHTOB K TIOJIITACAHHUIO
M 0 HEOOXOIMMOCTH IS 3aKJIFOUECHHS
JIOTOBOPA;

- 0 BO3MOYXHOCTH TOJIYYHUTh TOKYMEHTBI,
MOAMTMCaHHBIE OT JINIAa KOMITAHUH, B OHce
KOMITAaHUH WJIM HHBIM CIIOCOOOM,
MOATBEPKIAIONTUM ATy OTIIPABKH.

2. lonoJHUTEIbHbIEe TPe0OOBAHUS K NMPOLEAYPaM ompeaeeHUusi 00EMOB JIeKTPUYECKOil IHEPTUH
(MomrHOCTH). POpPMHPOBaHHE PACYETHBIX 0043aTEJbLCTB, IPUEMY MOKA3AHMIA.

2.1.

[Tpuém 1 mepBUYHBIN aHATN3 TIOKa3aHUH MPHOOPOB
yu€Ta TMYHO OT (PU3NYECKUX U IOPUANYECCKUX JIHIL BO
BpeMs 00CITy>KUBaHHS KIMEHTA:

a) BHECEHHE MOKa3aHUi B 0a3y JaHHBIX, GUKcCALUS 1aThI
npuema u GO paboTHuUKa,;

0) pa3bsicCHEeHHE, IOYEeMY [TOKa3aHusl TPUOOPOB yueTa He
MPUHUMAIOTCS B pacyer.

8 MuHyT

2.2.

BraeceHue B 0a3y JaHHBIX TIOKa3aHUN IPUOOPOB yuéTa,
MPEOCTAaBICHHBIX KIIMEHTOM TI0 Tenedony, SMS (npu
HaJIMYUHU BO3MOXHOCTH), Y€pe3 CAWT, INIHBIN KaOWHET
1 MOOWIJIBHOE TIprIitokeHue. Dukcarus 1aTel npuéMa u
KaHaJja MOCTYIUICHUS TOKa3aHUM.

He 6onee 1 pabodero gus

2.3.

Pa3bsicHeHHE KITMEHTY, TIOYeMY TIOKa3aHUsl IPHOOPOB
y4€Ta HEe IPUHUMAKOTCS B PACUET.

Cpazy npu noiay4eHuu

2.4.

OTcyTcTBUE OMHMOOK MPU BHECEHUH PAOOTHUKOM B 0azy
JAHHBIX MTOKa3aHUil MPUOOPOB yUETA, TOTYUEHHBIX OT
(U3NUECKUX U IOPUINIECKUX JIULL.

Bcerna

3. JlonoHUTEJbHbIe TPEOOBAHUS K NPUEMY IIATEKeN.

3.1.

3aunciieHne CPEICTB, MOCTYIAIONIUX IIPU OIIaTe Yepe3
caiiT KOMITaHUY, MOOWIIPHOE TMPUJIOKESHUE Y JTINIHBIH
KaOuHET.

B reuenue 1 xanengapHoro qHs

28




¢

( .7 3HEPrOCBbIT

NOHELK

3.2.

Coo01ieHne KIIMEHTY O TIOITBEP K ICHUH OTUIATHI TIPH
orJiaTe yepe3 CalT KOMITaHUK, MOOUIIBHOE MPUIIOKECHUE
Y JIMYHBINA KaOWHET.

B TeueHue 5 MHHYT ¢ MOMEHTA COBEPILICHHS
orepanuu

4. TlepeodopmiaeHue JTULEBOro cYETa B CBSI3M CO CMEHOIi cOOCTBEHHHKA (IPUOOpeTeHNE B COOCTBEHHOCTD,
JapeHue, cMeHa (paMUIMU M T.]1.)

O0parieHue KIMEeHTa B 0QUC OYHOTO O0CTYKMBaHHS HA
npeaMeT rnepeoopMIICHHS JIUIIEBOTO CUETa C

C MIPEAOCTABIEHUEM DJIEKTPOHHBIX KOMUNA BCEX
HEOOXOIUMBIX JOKYMEHTOB I IIEpEeperucTpaluu
JIUIIEBOI'O CUETA.

4.1. B Teuenne 12 MuHyT
MPEJOCTaBICHUEM BCEX HEOOXOTUMBIX JOKYMEHTOB JUIS
BHECCHUSI HEOOXOANMBIX U3MEHEHUH.
OOparteHne KIMeHTa Yepe3 IMYHbI KaOHHET,
MOOMIIBHOE TIPHIIOKEHNE, CAUT WIIN 3JIEKTPOHHYIO
4o  |UOYTY Ha TpesMeT nepeoGopMIICHHS JINIIEBOTO CYETA

B reuenne 3 pabounx mHei

5. 3aki04eHHe corsialleHusi 0 paccpoyKe MjiaTexa

OO0parieHue KIMeHTa B 0QUC OYHOTO 00CTY)KHBaHHS Ha
MpeMET 3aKTIOUCHHUS COTTIANCHUS O PACCPOUKE
TaTexa (CTaHJapTHOM, 6e3 yMEHBIIECHHS

3aKJIIOYCHU paCCPOYKHU IJIaTeKaA.

51 MepBOHAYAIILHOIO B3HOCA U HA CTaHJapTHBIN
MIPOMEKYTOK BPEMEHH) C MPEIOCTaBICHIEM B reuenne 30 MUHYT (pelICHHE IPUHIMACT
H606XOHHMBIX JIOKYMEHTOB. PYKOBOAUTEIIb OTBETCTBEHHOI'O
MO Ipa3AeICHIs )
IPaccMoTpeHHe IpeaoCTaBICHHBIX KIMEHTOM
5o  |OKYMEHTOB H NPE/OCTABICHHE COTIAICHUS }
0 paccpouke Mocye OIUIaThl KIIMEHTOM COTJIACOBAHHOM
YacTH 3aJ10JDKEHHOCTH.
N B Teuenue pabouero nHs (pelieHue
53 IPaccMoTpeHre BOZMOKHOCTH M3MEHEHHSI YCIOBUI

MIPUHUMAET PYKOBOJHUTEIh OTBETCTBEHHOTO
Mo Ipa3AeIeHIsI )

6. Opranu3anusi padoThl ¢ KJIMEHTOM B CJIy4ae HEHCIOJHEHUS MM HEHA/IJIesKAIero NCIOTHEHUsI UM
00513aTeJILCTB M0 I0rOBOPY YHEProcHAdKeHUsI

6.1.

IBo3o0OHOBNIEHNE TOAaYN KOMMYHAJIbHOM YCIYTH 1O
3JIEKTPOCHAOKEHHIO KIIMEHTaM, IIPOKUBAIOLIIM B
MHOTOKBapTHPHBIX JOMax U YaCTHOM CEKTODE.

B Teuenue 2 KaleHIAPHBIX THEH, TTOCIIe
IOralleHus BO3HUKIIEH 3a0JDKEHHOCTH,
MEHU W KOMIIEHCAIINHY 3aTPaT Ha IIPOBEICHIE
paboT 10 OTKITFOYEHUIO/ TIOAKITIOUEHUIO

7. CuynTbIBaHHE NMOKA3aHUIi ¢ NPUOOPOB yuéTa

7.1.

[IpoBepsATh COCTOSAHNE YCTAaHOBJIEHHBIX U BBEJCHHBIX B
9KCIUTyaTalMi0 MHANBUAYaIbHBIX, OOLINX
(KBapTHUPHBIX), KOMHATHBIX IPUOOPOB YUETA, HaKT UX
HAJINYHXS U OTCYTCTBUSL.

[IpoBepsATH TOCTOBEPHOCTH MPEICTABIECHHBIX KIMEHTOM
CBEJICHHUH O MTOKA3aHUIX WHANBHTYyATbHBIX, OOIINX
(KBapTUPHBIX), KOMHATHBIX TPUOOPOB YUETA ITyTEM
CBEPKHU UX C MTOKa3aHUSIMH COOTBETCTBYIOLIETO Iprudopa
y4€Ta Ha MOMEHT ITPOBEPKH (B CIy4asx, KOTAa CHATHE
MMOKa3aHWH TaKuX MPUOOPOB yUETa OCYIIECTBISIOT
KIIUEHTBHI).

B cooTBeTCTBUU C AEUCTBYIOIIUMHU
3aKOHOJATENbLHEIMU akTaMu PD.

8. [Ipuém noka3anuii npudopoB yuéra
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UlroObIMK yIOOHBIMH /7151 KITUEHTA CTIOCOOaMHU.

[TonpoOHas nHbOopManHsI Ha OGUITHATHFHOM CalTe
KOMITaHWH.

[Tprem mokazaHui MPOU3BOIUTCS
€XEMECSIUHO B YTBEP)KICHHbIE
3aKOHOZATEJIbCTBOM JIAThI.

8.1.

9. HUndopmupoBaHNe KIUEHTA 0 320’KEHHOCTH II0 OILIATE YJIEKTPUIECKOH YHEPTHH, 00 H3MEHEHUSIX
Tapu(oB, a TAKKe NpeAocTaB/JIeHre HHOW MHpoOpMaAUNH

MubopMHUpOBaHIE MOXKET IPOU3BOANUTHCS:

- IOCPEICTBOM JIEKTPOHHOM MOYTHI;

- mocpeacTBoM SMS;

- IOCPEICTBOM TesIe()OHHOH CBSI3H;

9.1. | B IUIATEXHOM JTOKYMEHTE.

WudopmupoBanme 06 n3MEHEHUSIX Tapu(OB
MPOU3BOJUTCS Yepe3 pa3MelieHne nHOopMalui Ha
opHUITHATHFHOM CaliTe KOMIITAHUU ¥ Ha 00OPOTHOM
CTOPOHE IUIATEXKHOIO JOKYMEHTA.

HNudopmupoanue nocpeactsom SMS u
TeneOHHON CBS3M MPOU3BOANUTCS
exenneBHo ¢ 10.00 mo 20.00 mo mecTHOMY
BpEMEHH, KpoMe Mpa3IHUYHbIX AHeH. [1o
¢axTy nosiBieHUs UHPOPMALTUH

10. IIpexocTaBjeHne CIPABKH 00 OTCYTCTBUH 3a10J’KEHHOCTH

IIpuém 3asBKU Ha IPEJOCTABICHUE CIIPABKU IyTEM
oOpareHus B ohuc 04HOro obciyxuBanus. OmiaTta
KJIMEHTOM 33JJ0JDKEHHOCTH. Bbliada cripaBkH.

10.1. He Gonee 28 munyT

11. UndopMupoBanme KJIMEHTA 0 BONPOCAM OTCYTCTBHSA JIeKTPHYECKOi IHeprun

111 [TocpencTBom:

B cootBercTBHH ¢ peskumoM pabotsl EKL]
MoOuIIbHOE TIPUIIOKEHHE.

1 MHTCPAKTHUBHBIX CCPBHUCOB.

[TrceMeHHOE HampaBiIeHNUE OTBETOB Ha MIPETCH3UH U .
11.2. KATOGI P p He 6onee 10 pabounx mHE.

B cooTBeTcTBUM C YTBEPAKAEHHBIM I'paprKOM
11.3. |leHTpbI OYHOTO OOCITY)KHBaHUS yTBepAi pad
paboThI 0ucoB
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HopMaTuBHBIE CCHLIKU:

B Cranmapre yuTeHbl TpeOOBaHUS CIIEAYIOIIMX HOPMATUBHO-TIPABOBBIX AKTOB M HCIIOJIb30BAHEI
HOPMAaTUBHBIE CCHUIKU Ha CICAYIOIIUE JOKYMEHTHI:
1. I'paxxnanckuit kogekc Poccuiickoit deneparuu.

2. XXummmaeti kogeke Poccuiickoit deneparum.

3. ®enepanbHblil 3ak0H Poccniickoit @enepanmu ot 26 mapta 2003 1. Ne35-03 «O06 351eKTpOIHEPreTHKED .

4. ®enepanbHblii 3akoH Poccuiickoit ®enepanuu ot 2 mas 2006 r. Ne 59-®3 «O mopsiake paccMOTpeHUs
oOpamenuit rpaxaan Poccutickoit deneparumy.

5. ®enepanbublii 3akoH Poccuiickoii ®enepannu ot 27 nekadps 2002 r. Ne 184-®3 «O TexHUYECKOM
PETYIHPOBaHUNY,;

6. denepanbubrii 3akoH Poccuiickoii @eneparuu ot 27 utoist 2006 r. Ne 152-D3 «O nepcoHaNbHBIX TaHHBIXY.

7. Ilocranoenenwue [IpasurennpctBa Poccuiickoit @enepammu ot 27 gexabps 2004 1. Ne861 «O06 yrBepxkneHun
[IpaBun HEAMCKPUMHUHAITMOHHOTO TOCTYIA K YCIIyTaM I10 Tiepeade MIeKTPUIeCKOi D HEPTUH U OKAa3aHUS STUX YCIIYT,
[IpaBuy HETUCKPUMHMHAIMOHHOTO JOCTyNa K YyCIyraM II0 OIEpPaTUBHO-IAMCIICTYCPCKOMY VIPABICHHIO B
AIEKTPOIHEPTETUKE M OKA3aHUS ITUX ycIyT, [IpaBuin HeTMCKPUMUHAIIMOHHOTO IOCTYIIA K YCIyTaM KOMMEPYECKOTO
ormepaTopa ONTOBOI'O phIHKA MW OKa3aHWs 3TUX ycoIyr © [IpaBWJI  TEXHOJIOTMYECKOTO IPHUCOSAMHEHUS
SHEPTONPUHUMAIONINX YCTPONCTB TOTpeOUTENel JIEKTPUYECKOH HHEPrUH, OOBEKTOB TI0 IPOHU3BOJCTBY
ANEKTPUIECKON SHEPTHH, a TAK)KE 00BEKTOB AIEKTPOCETEBOTO X03AUCTBA, MPUHAIEKAIUX CETEBEIM OPTaHU3aIUM
Y UHBIM JIALAM, K 3JICKTPHUYCCKUM CETAMY.

8. TlocranoBnenue IlpaButenbctBa Poccuiickoit @emepamim ot 4 wmas 2012 1. Ne 442 «O
(GYHKIIMOHUPOBAHUM PO3HUYHBIX PBIHKOB JJIEKTPUYECKOW DJHEPrHH, IMOJHOM U (WIH) YaCTHYHOM
OTPaHUYCHUHU PEXKUMA TOTPEOJICHHUS DJICKTPUUCCKON dHeprum» (BMecTe ¢ « OCHOBHBIMHU TOJIOKCHUSAMU
(GYHKIIMOHUPOBAHMSI PO3HUYHBIX PBHIHKOB JJIEKTpUUYECKO 3Heprum», «llpaBunmamu momHoro u (win)
YaCTUYHOT'O OIPAHUYCHHUS PEKUMA TOTPEOICHUS FICKTPUICCKON SHEPTUNY).

9. Ilocranosnenue [paButenscrBa Poccuiickoit enepanun ot 6 Mast 201 1r. Ne 354. «O npegocTaBieHUH
KOMMYHAQIIBHBIX YCIyT COOCTBEHHHUKAaM M TOJb30BATENIIM TOMEIICHH B MHOTOKBapTHUPHBIX JOMax U
KUIBIX J0MOB» (BMecTe ¢ "[IpaBunmamu mMpenocTaBlieHHs KOMMYHAJIbHBIX YCIyT COOCTBEHHHKAM U

MOJIb30BATENSIM TIOMEIICHU B MHOTOKBAPTUPHBIX JOMaX U KHUJIBIX JOMOB").
10. IlocranoBnenue llpaButenscrBa Poccuiickoit ®enepaunu ot 01 nHOsOps 2012 r. Nelll9 «O6

YTBEPXKICHUU TpeOOBaHUHN K 3alUTe MEPCOHAIBHBIX JAaHHBIX NPU UX 00pabOTKe B WHPOPMAIMOHHBIX CHCTEMax
MEPCOHANBHBIX JJAHHBIX).

11. TOCT 32144-2013 MexrocynapcTBEHHbIH cTaHaapT «Jyekrpuueckas sHeprus. CoBMECTUMOCTb
TEXHUYECKUX CPEICTB OJIEKTpOMarHmTHas. HopMmBl KkadecTBa DIEKTPUYECKOW HSHEPrHM B  CHCTEMax
3JIEKTPOCHAOXKeHUs O0IIero HasHaudeHus», BBeldeH B nAeiictBue lloctanoBnenmem ['occranmapra Poccuiickoit
®enepannu ¢ 1 ssaBapsa 2014 1.

12.TOCT P CO 9000-2015 «Cucrembl MeHeKMEHTa KadecTBa. OCHOBHBIE MOJIOKEHUS U CIIOBaPh), BBEJICH
B neiicreue 01.11.2015

13. TOCT P 50646-2012 «Ycnyru nacenenuto. TepMunsl 1 onpeeneHus», BBejieH 1 suaps 2014 r.
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