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ITPEJNCIIOBUE

Hacrosmuit  Cranmapt oOcmyxuBaHusi mnorpedutenei (masee - CraHmapT) NpUMEHSETCS
AO «IopanexrpoceTs» r. HeBUHHOMBICCK, Ipu paboTe € MOTPEOUTENSIMH 3JIEKTPUYECKON SHEPTHH.
Crannmapt KauecTBa 00CIyXHBaHHUS YCTaHABIMBAET OOIIHE TPeOOBaHU K OOCITY>)KUBAaHHIO IOTPEOUTENCH
(mokynatenei) AJIEKTPUUYECKOW SHEPTUH, BKIIOYAs MpaBUiIa M XapAaKTEPUCTUKH OYHOTO U 3a0YHOTO
o0CITyKHBaHUs, U OMpeaeseT cenuduKy paboThl ¢ MOTPEOUTENIMU IPU OCYIIIECTBIEHUU PAa3HBIX BHIOB
JeSTeTbHOCTH.

IIpu cymecTBEHHBIX HW3MEHEHUSAX YCIOBHMH mpenoctaBieHus yciayr B CTaHmapT BHOCATCS
M3MEHEHUS U JOMOTHEHUSI.

Crangapt AOBOAMTCA AO CBEACHUS MOTPEOUTENell U OPYrux 3aMHTEPECOBAHHBIX CTOPOH IYTEM
nyOJIMKalMl Ha caiTe, Pa3MEUICHHs B MECTax OYHOTO OOCIHYXHBAHHS MOTPeOUTENEH W OpyrumMu
croco6amMu, 00eCTIeYMBAIOIIIUMHE TOCTYITHOCTh JTOKYMEHTA.

Crangapt kauecTBa OOCIYKMBAaHUS TapaHTUPYET, YTO B3aHMOJCIHCTBHE C KaXKIbIM KIMEHTOM
Oyner oOecrieueHO Ha BBICOKOM YpPOBHE, BCE 3alpOChl KIMEHTOB OyayT oOpaboTaHbl KaueCTBEHHO U

CBOCBPCMCHHO.



I'/IABA 1 OBIIME I10JI0OKEHU A

Paszzaen 1 O61acTh npuMeHEeHUsA

Hacrosiuit Craggapr  KauecTBa 00CITy>)KUBaHUS notpeOuTenei (mokynarenei)
AO «l'opanektpoceTs» T. HeBuHHOMBICCK (manee 1o TekcTy - CraHmapT) SBISETCS JIOKAIbHBIM
HOPMAaTUBHBIM JOKYMEHTOM, YCTAHABIIMBAIOIIMUM 0a30Bble TpeOOBaHMSI IO B3aUMOJICHCTBUIO C
norpebutensimu - ipu  okazanun  AO «[opanektpocers» T. HeBHHHOMBICCK ycayr B cdepe
ANEKTPOCHAOKEHUS.

Cranjapt npeaHasHayeH JUlsl nIpuMeHeHHs ["apaHTUP YoM OCTaBUINKOM.

JHeitctBue CTanapra pacnpocTpaHseTcsl Ha B3aUMOOTHOILIEHUS C TOTPEOUTENIMU - PU3NIECKUMU
JTUIaMH, FOPUAMYECKUMH  JHUIIAMH, WHIUBUAYaJbHBIMH TNPEANPHUHAMATEISIME 0e3  00pa3oBaHUs
IOPUANYECKOTO JIMIA, a TaKXKe HCIOJHUTENIIMU KOMMYHAJIbHBIX YCIYr, B TOM YHCJIE TOBAPUILIECTB
COOCTBEHHUKOB JKUJIbS, IKHIMHNIHO-CTPOUTENbHBIX, JKWJIMINHBIX WIM HHBIX CHEIHATH3UPOBAHHBIX

HOTpC6I/ITeHBCKI/IX KOOIICpaTnuBOB 100 YIIpaBJIAOIIUX OpFaHI/ISaHHﬁ.

Pa3gen 2 HopMmaTUuBHBIE CCBUIKHU

Hacrosimuii crangapt pa3paboTaH B COOTBETCTBUU C TPEOOBAHUSMM CJEIYIOIIUX HOPMATHBHO -
IIPaBOBBIX AKTOB, PETYJIUPYIOLIUX B3aUMOOTHOLIEHUS B cpepe 2JIeKTPOCHAOKEHUS:

- I'paxknanckuii kogekc Poccuiickon @epepanuu.

- 3axoH Poccuiickoit @eneparuu ot 26 mapra 2003 r. Ne 35-03 «O0 351€KTpO3HEPTETUKED.

- 3akoH Poccuiickoii @enepanun o1 2 Mas 2006 r. Ne 59-03 «O nopsiake pacCMOTPEHMS
oOpamenut rpaxxknan Poccuiickoit denepannm.

- [Tocranosnenue I[IpaButenscrBa Poccuiickoit @enepanuu ot 6 mag 2011 r. Ne 354 «O
MPEJOCTaBIEHUN KOMMYHAIBHBIX ~YCIYI COOCTBEHHHMKAM U IMOJb30BAaTEIsIM TOMEIEHUH B
MHOTOKBAPTUPHBIX JOMaX U KUJIBIX TOMOB.

~ [TocranoBnenue IlpaButensctBa Poccuiickoit @enepaunu ot 04 mas 2012 r. Ned42 «O
(YHKIIMOHUPOBAHUM PO3HUYHBIX PBIHKOB 3JIEKTPUUYECKON 3HEPIUM, MOJHOM M (WMJIM) YAaCTHUYHOM
OTpaHUYEHUH peXUMa MOTPEOICHUS FITEKTPUUECKON SHEPTUM.

- [Tocranosnenue IpaBurenscrtBa Poccuiickoit @enepannn ot 27 nexadps 2004 r. Ne 861
«O6 yrBepxaeHuu IlpaBun HEQMCKPUMHHALMOHHOIO JIOCTyNa K YyciayraM IO Iepeaaye
NEKTPUYECKON SHEPTUU W OKa3zaHUs 3TUX yciuyr; [IpaBui TEXHOJIOTMYECKOro NPUCOETUHEHUS
HHEPrONPUHUMAIOIINX YCTPOMCTB (IHEPreTUYECKUX YCTAHOBOK) IOPUINYECKUX U (PU3UUECKUX JIMIL

QJICKTPUYCCKUM CCTAM;



- [IpaBus1 HEAUCKPUMHUHALIMOHHOTO JOCTYIa K yciayram IO ONepaTUBHO-TUCIETYEPCKOMY

YIIPABJICHHUIO B DJICKTPOSHCPIE€TUKE U OKa3aHUs 3THX YCIIYT.

Pa3gen 3 OnpejeieHusa TEepMUHOB, NIpUMeHsAeMbIX B CTaHAapTe

B nacmoswem Cmanoapme ucnonv3yomes ciedyroujue mepmuHsl U onpeoeneHus.

Oo6mecTBO — AKimoHEepHOE 00111ecTBO «I'OpasieKTpoceTh» T. HeBUHHOMBICCK.

lapanTUpyOIIMII MOCTABIIUMK 3JEKTPUYECKOl JHePpruM - KOMMeEpuecKas OpraHu3aius,
o0si3aHHasi B COOTBETCTBUHU C 3aKoHoJarenabcTBOM Poccuiickoit ®enepanun  uimum  A0OPOBOJIBHO
MPUHITHIMU  0053aTEIBLCTBAMY 3aKIIFOUUTh JOTOBOP JHEPTroCHAOXKeHUsS (KYIUTU-TIPOJaku (IIOCTABKH)
AJIEKTPUYECKON SHEPruu) C JIOOBIMU OOpaTUBIIMMUCS K HEH NOKyHaTelsMH, JTUO0 C JIHUIIOM,
NEHCTBYIOIUM OT UMEHH U B HMHTEpecax IOTPEeOUTeNss U JKeJarolMM MPHOOPECTH 3JIEKTPUUYECKYIO
SHEPTHUIO.

IHoTpeduTesb — ¢GuU3MUECKOE WU IOPUAUYECKOE JIMIO, OCYIIECTBIISIIONIEE TOJIb30BaHUE
ANEKTPUYECKON 3Hepruei (MOmHOCThIO). [Tlorpedburens cranoButcst kaueHToM AQO «['opanekTpoceTs»
r. HeBUHHOMBICCK, MIPH 3aKIFOYEHUH JJOTOBOPA SHEPTrOCHA0KEHUS WM KYILTU-TIPOAAXKU JICKTPOIHEPIHU
(ropuaAnYecKoe JUI0) WU C JIaThl, COOTBETCTBYIOIIEH Hadaly IMepruojAa, 3a KOTOPBIM TpakIaHUHOM-
norpedurenem (puU3NIeCKUM JTUIIOM) TPOU3BE/IeHA TepBas OTUIaTa JEKTPUICCKON IHCPTHH.

HOTpC6I/ITeJ'I$IMI/I FapaHTprfomero INoCTaBIIMKa ABJIAIOTCA:

~= Quszuueckue auya u NPUPAGHEHHble K HUM =~ 6 COOMEEMCMEUU C HOPMAMUSHbIMU
npagosviMu AKMAaMu 8 001ACmU 20CY0apCmMBEeHHO20 Pe2yIuposanus mapugos spynnsl (kame2opuu,)
nompebumeret, npuodpemarowue INeKMpPUYEcKyro IHepeuro OJisl TUUHBIX, HYHCO, He CEA3AHHbIX C
ocyujecmeneHuem npeonpUHUMAamenbCKoll 0essmeabHOCmu,

- UCNnoIHUMenU KOMMYHAIbHLIX  YCaye, npuobpemarowue 31eKmpuyeckKyio dHepeuto 0.
npeodocmasienus KOMMYHANbHBIX YCILye;

- opuouyeckue  auya U uzuyeckue auyd, 3aAHUMAOWUECS NPEONPUHUMAMENbCKOU
oesimenbHOCmbI0 (8 m.u. b6e3 cmamyca npeOnpuHumamens), npuoobpemaiowue 31eKmpuiecKyio
9HepauIo O COOCMBEHHBIX HYIHCO,

- cemesble  OpeaHusayuu, npuobpemaiuue INEKMPOIHEPIUI) C  Yelblo KOMNEeHCAyuU
nomepo;

- 9IHEP2oCcObIMOGble OPLAHUIAYUU.

Cnemnanucer — cotpynauk AO «lopanekTpoceTh» T. HEBUHHOMBICCK, OTBETCTBEHHBIH 3a

ocylIecTBIeHHE B3auMoieicTBus ¢ morpedurensimu AO «'opanektpoceTs . HeBUHHOMBICCK.

OoOpanienune — HampaBieHHOE ToTpeduTeneM B aapec AO «l'opanekTpoceTs» T. HeBUHHOMBICCK

WM JOJIPKHOCTHOTI'O JIMIIa O6III€CTB3 IMMCbMCHHOC NUJIM YCTHOC 3asBJICHUC.



Kanoba — nanpasieHnoe norpedureneM B aapec AO «I'opanekTpoceTb» r. HeBUHHOMBICCK HIIH
JNOJLKHOCTHOTO Jjmma OOIIecTBa MHCBbMEHHOE WM YCTHOE 3asBICHHE O HapYIICHHWH TpaB WIH
OXpaHSAEMBIX 3aKOHOM HMHTEPECOB MOTPEOUTENS; IPETEH3US O MIPEIOCTABICHUH YCIYTH HEHAJIEKAIIETO
KauyecTBa U COOTBETCTBYIOLIEM YMEHBIICHUH €€ CTOUMOCTHU U T.II.

OuHoe oO0ciay:kuBaHHe — OOCIy)XHMBaHUE MOTpeOUTENIe MOCPEACTBOM JIMYHOTO KOHTAKTa
norpedureneit ¢ corpynaukamu AO «'opanekTpoceTh» T. HeBUHHOMBICCK.

3aouHoe o0cJay:kuBaHue — OOCTyKMBaHHE TOTpedUTENe O0€3 JIMYHOrO KOHTAaKTa C
corpynaukamMu AO «l'opanekrpoceTs» r. HEBUHHOMBICCK, B TOM YHCIIe 110 TenedoHy, MouTe Uil CeTH
HNurepHer.

Cucrema 00cjay:KUBaHUSI NOTpPeOMTENIell — COBOKYIMHOCTH B3aMMOCBSI3aHHBIX IPOIIECCOB,
TPYIOBBIX W HMH(DOPMAIMOHHBIX PECYPCOB, KOTOPHIC HANpaBleHbI HA OOECIeUYeHUE MPEIOCTABICHUS

HOTpC6I/ITeJ'I${M YCIYI HAJICXKAIETO Ka4eCTBA.

Pasaen 4 llesiu 1 3aga4u

Llenpto AaHHOTO ~CTaHIApTa SBISETCS YCTAHOBJICHHE HOPM U TPaBUI B3aUMOJCHCTBHS
cnenuanuctoB. AO «l'opanekrpocers» . HeBUHHOMBICCK € NOTpeOUTENSIMH, BBIPAOOTKA E€IUHBIX
TpeOOBaHUH K Ka4eCTBY OOCITY)KUBAHUSI, ONTUMHU3AIUS U (hOpMaTH3aIUs IPOIEAYpP B3aUMOICHCTBUS TIPH
OKa3aHWUU YCIYr JHeprocHaOkeHus. ['apaHTus moTpeOUTENt0, YTO HE3aBUCHMO OT TOTO C KEeM U3
coTpyaHuKoB OO11eCTBa OH 00IIaeTCsl, OH MOJIYYUT 00CTYKUBAHUE HA BBICIIEM YPOBHE.

CraHmapt ompeAenseT | perjaMeHTHpyeT TpeOOBaHUS K  CICAYIOIUM  TPOIEAypam
B3aMIMOJICHCTBUS C MOTPEOUTEIIAMHU:

- paccMOTpeHHe OOpalleHnii MoTpeduTeNnel, MOCTYNUBIINX B YCTHOW, MMCHbMEHHOHN (hopme

WK B POpME IJICKTPOHHOTO TOKYMEHTA, «00paTHAsI CBSI3bY;

- OCYIICCTBIICHHE MOHMTOPUHTA M KOHTPOJIS HaJ OOCITY)XHBaHHEM KJIHEHTOB, B TOM YHCIIE
3a UCIOJHEHUEM DPEIICHUH, MPUHSITHIX O Xajo0aM u oOpalleHusM KIHNCHTOB B YCTAaHOBIICHHBIC
CPOKH;

- o0ciyXKMBaHUE MOTPEOUTENCH HOKHO OCYIIECTBIATHCS B II0OOOM odrice 0OCTyKUBaHUS
noTpeduTeNell BHE 3aBHCHMOCTH OT TEPPUTOPUATBHOIO PACIOJOKEHUS MOTPEeOUTENs B 30HE
neiictBus ['apaHTHUPYIONIEro MOCTaBIINKA;

- OIICHKA CTCTICHU YIOBJICTBOPCHHOCTH MOTPEOUTEIICH KAa4eCTBOM YCIYT JJIEKTPOCHAOKCHHU S
Y Ka4eCTBOM OOCITY)KUBAHUS;

obecrieueHre HHPOPMAITMOHHOM TOCTYITHOCTH.
Crangapt  ompeenseT U pErJIaMEHTUPYET  OCHOBHBIE  HAIlpaBIICHUS  TOBBIIICHUS

YAOBJICTBOPCHHOCTHU HOTpCGHTCHCﬁ KaueCTBOM YCJIIYT 3J1€KTpOCH8.6)KCHI/I$I 1 Ka4CCTBOM O6CJ'Iy)KI/IBaHI/ISI:
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- GOpMHpOBaHUE ¥ TOJEPKAHHE TMOJIOKUTEIBPHOTO WMHIDKA KOMIIAHMM B  TJja3ax
norpedurenel (Mokymnaresneil), akiimoHEepoB, COTPYAHUKOB

+ COKpAIlICHUE BPEMEHH pEIICHUS BOIPOCOB, OKa3aHwe ycayru «be3 moBTOpHOTrO
oOparieHus»,

- ONTHUMM3AIHSI 3aTPAT MOTPEOUTENICH U KOMIIAHHH;

- co3ianue KOM(MOPTHBIX YCIOBUH M T0OOPOKETATEIHHOTO OTHOIICHUS K TIOTPEOUTEINIO;

- MMpEaoOCTaBICHUC y,Z[O6HOFO U OPUCHTHUPOBAHHOI'O HA HOTpe6I/ITeHH CCpBUCaA.



IJIABA 2 TPEBOBAHHA 1O B3AUMO/IEUCTBUIO C IOTPEBUTE/IAMU

Pa3gen 1 [IpyHOUnbI B3aUMOAENCTBUA C IOTPEOUTENSIMHA

OcHoBHbIMU npuHHMIAMH B3aumoneuctBuss AQO «l'opanektpocers» r. HeBHHHOMBICCK €
MOTPEOUTENSIMU  SIBJISIFOTCSL  HAJIS)KHOCTh  JIEKTPOCHAOKEHUST M JTOCTYIHOCTh OOCITYXKHBAHHS, O]
KOTOpPOM ITOHUMAETCH:

- TeppuropuajibHasi J0CcTymHOCTh. [loTpeOuTensM rapaHTUpPyeTCs  KaueCTBEHHOE
00CIIy>)KHUBaHHE M OIEPATHBHOE PACCMOTPEHHE OOpalleHUil HE3aBUCHUMO OT yJaJCHHOCTH MecTa
[IPOXKUBAHUS MIIM MECTa HaXOKJICHUS TOTPEOUTEIS.

- OpranuzannoHHas 10cTynHocTh. KimeHTy He MOXeT ObITh OTKa3aHO B MPEJOCTaBICHUH
3anpanmBaeMoi yCIyry MpH BBIMOJIHEHUU UM TpeOOBaHUI, HEOOXOAMMBIX NJISl OKa3aHUsl JaHHON
YCIyTH.

— NudopmanuonHas aocTynHocThb. [lomHas u gocroBepHas wuHpOpMAIus 000 Bcex
npouenypax B3aumoneictBus ¢ AO «l'opanektpocerb» T. HeBUHHOMBICCK C MOTPEOUTEISIMU
HOCHT IYOJIUYHBIN XapaKTep U MpeloCcTaBIsAeTcs B JO0CTYyHOM ¢popMme. [loTpedurenu Hapiexammm
o0pa3om HH(GOPMHUPYIOTCS O CTOUMOCTH YCIIYT, MOpsAKe (GOpMHUPOBAHHS U pa3Mepe TapudoB Ha
OIIaTy DJEKTPOIHEPTUH, MOPSAKE IIEHOOOpa30BaHMS Ha POSHUYHOM PHIHKE 3JIEKTPOIHEPTUH.

OO6cnyxxuBanue norpedureneit Ha ocHoBe [IpuHIMNA «OOpaTHOI CBS3U», KOTOPBIA OINpeaemseT
opranmsanuio nesrenbHocTH AO «['opanexktpocers» r. HeBUHHOMBICCK B OTBET Ha MOTPEOHOCTH U
O’KHJIaHUSI TIOTPEOUTEINEH.

[TorpeburensiMm obOecreuuBaeTCsi OOBEKTHBHOE M HEMPEIB3SATOE PACCMOTpPEHHE OOpalleHud u
xKanod moTpeOuTeNell B YCTAHOBIIEHHBIE CPOKH, a TaKKe BO3MOXKHOCTH OO0XKaJOBaHHS pEUICHHM
MPUHATHIX Ha ypoBHE OOIIECTBA, B HAJIBEIOMCTBEHHBIX OPTaHU3AIUSIX.

Paccmotpenune oOpaiieHuil U Kajlod HUCXOAUT U3 MPHHIMMNA TOOPOCOBECTHOCTH TMOTPEOUTEIIS.
[Tpu paccMoTpeHuu obparieHuid GU3NIECKUX JUI, TPEICTABISIIONINX COIHAIBHO ySI3BUMBIE KaTETOPHU
HACEJIeHUs, a TaKXkKe MpeAnpuHuMaTeneil 6e3 oOpa3oBaHHS IOPHIAMYECKOTO JHUIA M Majoro Ou3Heca
YYHUTBIBACTCS, YTO Y JaHHOW TPYIIbl MOTpeOUTENel HET IOPUINYECKHX U TEXHUYECKUX 3HAHUU IO
BOIIPOCAM SHEPTOCHAOKEHUS.

[Torpeburenssm oOecrneunBaeTcsl 3alIUTa MEpPCOHANBHBIX HaHHBIX. AQO «lopamekTpoceTsh»
r. HeBUHHOMBICCK HCHOJB3yeT TMOJYUYEHHYID OT TMOTpeOuTeNnell MepcoHambHyl0 HWH(OPMAIIHIO,
HCKJIFOYHUTEIIBHO C TIENTbI0 PAOOTHI ¢ TOTpeOUTEIeM.

[IpumeHeHne MHANBUIYATFHOTO MOIX0a K MOTPEOUTENSAM, YI€T OCOOEHHOCTH KaXKJION TPYIIIBI

HOTpe6HTCHCﬁ — JaHHOC€ Tpe6OBaHI/I$I pacnpocCTpaHiaCTCA Ha BCC KaTCrOpUHU HOTpCGHTCJ’ICﬁ u



MpeoiaraeT HHAWBUIYaJbHYIO paloTy, a TakXKe OpPraHMU3alfi0 CHEHHATIbHOTO OOCTYXUBaHUS Ui

BETCPAHOB U COLIUAJIBHO YA3BUMBIX KaTeFOpI/Iﬁ HaCCJICHU .

Pa3pen 2 OpraHu3anyioHHO-HOPMAaTHUBHOE oGecnieyeHue

Cuctema obcnyxuBanus norpeduteneit AO «I opanekTpoceTs» I. HeBHHHOMBICCK OpraHn30BaHa
TakuM o0pa3oM, uToObl ObT oOecrieueH ONTUMANbHBIA OamaHc KadecTBa OOCTY)KUBAaHHS U
VIOBJICTBOPEHUE TPeOOBaHUI MOTpeOHUTENEH B COOTBETCTBHHM C 3aKOHOJATEILCTBOM Poccuiickoii
®denepavu U yCIOBUSIMU 10TOBOPOB YHEPrOCHAOKEHUS.

AO «opanektpocerb» T. HEBUHHOMBICCK TIPEIOCTaBISET MOTPEOUTENAM BO3MOXKHOCTh
CcBOOOMHOTO BBIOOpa JFOOOT0 KaHata HWH(GOPMAIMOHHOTO B3aUMOJEUCTBUS (OYHOTO, 3a0YHOTO,
MHTEPAKTUBHOTO) B 3aBUCUMOCTH OT MHIMBUAYaJIbHBIX BO3MOKHOCTEHN U NPEATNIOYTEHUH MOTpeOUTENSI.

B AO «l'opanextpoceTs» r. HeBUHHOMBICCK Ha BCE CTPYKTYPHBIE MOJpAa3/ieieHUs, 3aHATHIC B
paboTe ¢ KIIMEeHTaMH, BO3JIAraloTcsl CASAYIONUe PYHKIIHH:

- opraHuzaiysi O00CIy)XHBaHUsA ToTpeOuTeneit ¢ yuérom mnonoxkenuit CraHgapTa,

JIOTOBOPHBIX 0053aTENbCTB, PETJIAMEHTOB U IPYTUX HOPMATHUBHBIX aKTOB;

= npuém, 00paboTKa U aHaIM3 MOCTYIHUBIINX 0OpaIICHHIA;

= pabota ¢ xanodbamu;

— U3y4eHHe NOTPEOHOCTE U MOHUTOPHUHT CTETICHU YIOBIETBOPEHHOCTH OTPEOUTENEI;

4 cOOp W MPEeAOoCTaBICHHE PYKOBOJCTBY KOMIAHHM OTYETOB MO B3aUMOJICHCTBUIO C

NOTPEOUTENSIMHI U IIPEJIOKEHHUH 1O YIYUIIEHUIO Ka4eCTBa 00CTyKHUBAHUS;

— OpraHu3zalys nopsaka Ha pabouem Mecte, B LleHTpe ouHOro 00CITy)KUBaHUS;

— UHBIE 33/1a41, YKA3aHHbIE B JOJDKHOCTHBIX HHCTPYKIIHSIX.

Jns co3paHus U MojzepiKaHusa cUCTeMbl oOciyxuBanusi norpedureneiit AO «lopanekTpoceTb»
r. HeBUHHOMBICCK 0OecneurBaeT HaJu4uue:

— KBATM(HUUHUPOBAHHBIX  CHEIMAJIMCTOB, OTBETCTBEHHBIX 33  B3aUMOJEHCTBHE  C

NOTPEeOUTENIMHU U OPraHU3ALHIO IOTPEOUTENBCKOTO 00CTYKUBAHHUS;

- NOMEIIeHUH JUIsl TpreMa oTpeOuTesnei;

— KOMITBIOTEPHOTO 00OPYJOBaHUS M TNPOTrPaMMHOIO OOeCHeyeHHus [UId PerucTpalyi,

00paboTKK oOpaleHuit moTpedutenei 1 GopMUPOBAHUSI OTUETOB;

- BO3MOXXHOCTH JIMCTAHIIMOHHOTO OOpAIleHUs] U BHECEHUs IUIaTeXel ¢ MOMOILIBI0 CepBHCa

«JInuHbIi KaOUHET», MOOUIIBHOE TIPUIIOKEHHE.
Hns  opranuzanuu  B3auMoAeWcTBUS ¢ moTpebutensMu B AO  «lopanekTpoceTb»

r. HeBUHHOMBICCK HCIIOJIB3YETCSl €AMHOE MPOrpaMMHOE 00ecrieueHue.



C yuerom Hactosimiero CraHgapTa W B LENSAX peaTU3alldy 3aKpPEIUICHHBIX B HEM IOJOXEHHIM

AO «I'opanekrpoceTs» T. HEeBUHHOMBICCK pa3paOoTaHbl JOKHOCTHBIE HHCTPYKITUH CIICIIHATIICTOB.

Pa3zaen 3 OCHOBHbIE KpUTEPHUHY M IapaMeTPhl B3aMMO/JeNCTBUSA C NOTPEOUTEISIMU

D¢ heKTUBHBIN OPOIECC B3aMMOICHCTBHS C TOTPEOUTEIISIMU 00SCIIEYNBACTCS 3a CUET:

- eAnHOoOOpa3us TpeOOBaHWUN K KA4eCTBY NIPEIOCTaBICHUS  yCIyr, COOJIOJCHHE
YCTaHOBJICHHBIX CPOKOB I10 BCEM IPOIIEAypPaM B3aUMOICUCTBUS;

- WHIUBUAYAILHOTO MTOIX0/a K IIOTPEOUTEISIM;

- MUHHUMM3ALUA BpPEMEHHU ITOTPEOUTEIIS, 3aTPAYCHHOTO Ha TIOJy4eHHUE YCITYTH;
OTICPAaTUBHOCTH PEarrMpoOBaHUs HA AJIOObl U YCTPAHECHHS BBISIBJICHHBIX HEIOCTATKOB B paboTe ¢
MOTPEOUTEISAMHU;

- MOJTHOTBI, AKTYaTbHOCTH, IOCTOBEPHOCTH WH(OPMAITUH;

- MPEIOCTABICHUS ~ WHQPOPMAIIMK  MOTPEOHMTENSIM  MOCPEICTBOM  Pa3HOOOPa3HBIX
KOMMYHHUKAIUH.

KittoueBbIMH KpUTEPHSIMEA OIICHKH Ka4eCTBAa B3aUMOJICHCTBUS C IMOTPEOUTEISIMHA TIPH OKAa3aHHUH

YCIIYT 3HEPrOCHAOKEHUSI SIBISIOTCSL:

- obecreueHne KayecTBa  DIEKTPOCHAOXKeHMs (d4epe3 B3aUMOJCHCTBHE C  CETEBOM

OpraHU3aIKeH );

7, obecmeyeHne KauecTBa KIMEHTCKOTO O6CJ'IY)KI/IB3HI/I$I.



I'/IABA 3 OPTAHU3ALIMA OYHOT'O OBbC/NYKUBAHUA

Pa3gen 1 OpraHusanusi ”HQPACTPYKTYPhI IPU OYHOM 0GCAYKMBAHUU

Cucrema 04YHOro OOCHYXUBaHMs MOTpeOUTENEeH COCTOMT U3 - aJIMUHHMCTPATUBHOrO oduca
AO  «l'opanexkrpoceTs» TI. HEBHHHOMBICCK =~ M LEHTPOB ~ OOCTY>KMBaHHs  MoTpedureneit -

AO «I'opanextpocerb» r. HeBUHHOMBICCK.

Anpec Pexxum padoThl \
AIMMHHCTPATUBHBIN oduc r. HeBUHHOMBICCK, ITx.-uT. ¢ 8-00 1o 17-15
yi. 'arapuna,50A IT. C 8-00 mo 16-00

nepepsnin:12.00-13.00
BBIXO/IHOI: cy00oTa,
BOCKpeceHbe

LenTp o0cay:KMBaHUS r. HeBHHHOMBICCK, ¢ 8-00 1017-00

norpedouTeiei ya. IlaBnaoBa,8 nepepbiB:12.00-13.00
BBIXO/HOI: cy00oTa,
BOCKpeceHbe

LenTp 00cay:KMBAHUS r. HeBUHHOMBICCK, ¢ 9-00 1018-00

norpedouTesiei yJi. l'arapuna,72 nepepsnin:13.00-14.00
BBIXO/HOI: cy00oTa,
BOCKpeceHbe

PykoBogurensimMu  cTpyKTypHBIX mozapasfeneHus AQO «lopamektpocerb» T. HeBHHHOMBICCK
BBINOJIHSAETCS. cOOp M 00paboTka MHpOpMaLUU 10 padoTe ¢ KIMEHTAaMHM U3 (UIMAJIOB IOJpa3/ieieHui

AO «I'opanekrpoceTh» I. HeBUHHOMBICCK /17151 JOPMUPOBAHUS CBOAHBIX OTYETOB.

®opma B3aumMoaencTBus Kpurepuii ITapamerp
(cpeaHee 3HaYeHME)

O:xunanue B ouepenu
Oo6cay:xxnBanme CrieUAINCTOM (10 HayaJa 00CTY:KMBAHMS)

He O6oJiee 30 MUHYT

1o padore ¢ KIHEHTAMH
P IIpuem 15 munyT

O2xupanue B ouepenu

He O0oJiee 30 MuUHYT
(10 HavaJIa 00CTy:KNBAHUSA)

O0cayxuBaHHe KACCHPOM

IIpuem 7 MUHYT

OO0uree BpeMsi 00CayKUBAHUA KJIHECHTA He OoJiee 45 MUH.
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Pa3gen 2 Opranusanusa npueMa noTpeouresien

[puem motpebureneil opranusyercs B AnMuHucTpaTuBHOM oduce W lleHTpax oOciyKuBaHUS
norpedureneiit AO «lopamekrpocers» . HEBUHHOMBICCK B COOTBETCTBHHM C TpadukoM padouero
BpPEMEHHU.

OuHoe 00CITy’)KMBaHUE OCYIIECTBISIETCS CIELUAINCTAMHU 110 paboTe ¢ MOTPEOUTEISAMHU.

Tunoeou ancopumm o0b6CAyHCUBAHUSL NOMPEOUMENsL:

[Torpebutens 3HaKOMUTCA € HMHQOPMAIMOHHBIM  CTEHIOM M ~ OOBSBICHUSMHU,
Pa3bACHAIOUIMMH OPSIIOK MIPUEMA.

= [Totpebutens obpaiaercs K CeHUaluCTy, KOTOPBI MPOBOAKUT MEPBUYHBIN MIPUEM U TIPU
HE0OXOIMMOCTH HANPABIISET K CHELHATUCTaM JIPYTHX CTPYKTYPHBIX MOJIpa3AeeHUM.

A CriequanucTbl  JpyruxX CTPYKTYPHBIX —TOAPA3ACICHUN BBIMOMHSIIOT (YHKIHHA TIO

pealin3ainn HOTpCGHOCTeﬁ HOTpe6I/ITCJ'I$I B paMKaX CBOHUX HOJIDKHOCTHBIX 00s13aHHOCTEN

Pa3gen 3 Tpe6oBaHUSA K NOMEIEHUAM AJ1s IPpUeMa NOTpeGuTe Ier

OuyHoe 00CITy’KMBaHHE OPraHU3YeTCsl B MOMEIIECHUAX, HAXOAAIIUXCS B MAKCUMAJIbHO JOCTYITHOM
1U1st OOIBIIMHCTBA HACEIICHUS MECTE.
[Tomenienue i O4HOrO OOCIIYKHMBaHHUS oOecrieuynBaeT OeCHpensITCTBEHHBIH JOCTYIl K HEMY
[IOCETUTENECH.
B nensix 6ezomacHoCTH COTPYIHUKOB U IOTPEOUTENIEH MOMEIIEHNE 000PYAyeTCs:
- IIPOTUBOIIOKAPHOU CHCTEMOM U CPENCTBAMH IOKAPOTYILIEHNUS;
- CUCTEMOM OIOBEUICHUS O BO3HMKHOBEHHHM YPE3BBIYAWHONW CHUTyallud, TPEBOXKHOU
KHOIIKOI;
— CHCTEMOM BUACOHAOIIOICHUS.
VY LeHTpanbHOro BX0O/1a B IOMEIICHUE Pa3MELIAIOTCS:
- BBIBECKA C HA3BAHHEM;
- Tabinuka ¢ uHOpmanuend o pexxuMe paboThl M KOHTAKTHBIE TeNe(OHBI CIPaBOYHOMN
CITYKOBI;
- aBTOMOOMIIbHAS TTAPKOBKA.

YV BX0ojda B KaxXJI0€ U3 BHYTPCHHUX IMOMEIICHUI — Ta0JIMYKa C HAUMEHOBAHUEM.
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Pa3paes 4 Tpe6oBaHMS K CllelUaIMCTaM, OCYLIECTB/IANIIAM IpUeM IoTpe6uTeiei

TpeboBanus K copepKaHUIO pabOYero MecTa CIeHaINCTOB:
£ KX/l CHEIHMAIUCT JOJDKCH MOJJICPKUBATh YHCTOTY M IOPSAOK HAa CBOEM pabodyeM
MECTE U CIICIUTh 3a TOPIKOoM B opricHoM nomeiiennu AO « opanekrpoceTb» r. HEeBHHHOMBICCK;
- HE JIOIYCTHMO, AEpXKaTh Ha pabo4YeM MeCTe: XYJO0XKECTBEHHYIO JINTEPATYPY, KYpPHAIbI,
ra3eTbl, H¢ WMCIONIYIO MPSIMOTO0 OTHOMICHUS K CIY)KEOHOH JeSTeNIbHOCTH; OMCKIY, IMOCYLY,

KOCMETHKY.

BHeniHuii BUI COTpyIHHKA IIPH OYHOM 00CITY)KMBAaHHU KITHEHTOB.

B nensx nogmepkaHusi KOPIOPaTHBHOTO MMUKA U (PupMeHHOTO CcTiiss OOriecTBa pabOTHHKH,
HETOCPEICTBEHHO OOMIAIOIINECS C KIMEHTAaMH, JOJDKHBI BBIOJHITH PEKOMEHJIAIMUA KOPIOPATUBHOIO
Apecc-Koaa:

- Onexxaa COTpyAHHKA JO/DKHA OBITH YHCTOM M ONpPSTHOW, BBIACPKAHHAs B CTPOTOM

JICTIOBOM CTHJIE.

- He nomyckaercsi ciopTHBHAs O/I€XK/a, OTKPBITHIE TOIBI/Maiku, 100k Oonee 10 cM BbiIe

KOJICHA.

= OO0yBb A0JDKHA OBITH YMCTOM M onpsATHOH. He nomyckaercst cnopTuBHasl U IUIsDKHAsT 00yBb.
- KocMmernka nomkHa ObITh HE BBI3BIBAIOIICH, TPUTITYIIEHHBIX TOHOB.
< JlonmycTUMO JOTOJIHEHHE KOCTIOMA Pa3IMYHBIMU aKcecCyapaMH M HEMHOTOYHCIICHHBIMU

HEOPOCKUMU yKpaIICHUSIMH.

- CoTpyiHUK, KOHTAKTUPYIOIIHHA C KIMEHTaMH, JOJDKEH HOCUTH OCHK B TEYEHHE BCETO

pa60qero JHA. Beﬁﬂ)K COJACPKUT Ha3BaHNUC KOMITAHHH, OUO u JOJDKHOCTB COTPYAHUKA.

Pa3zzaen 5 ITUKeT 061I€HUA ClIELMA/IMCTA C NOTPEeOUTE/IAMU

[TpuHMMas TOTPEOUTEIIS, CIICIIHATTUCT 00s3aH:

- nepe HadyaaoM padoThl BKIFOUYUTH KOMITBIOTED, 3aTPy3UTh HEOOXOAMMBIE TPOTPAMMBIL;

— OTJIOKHUTH TEKYIIYIO padboTy;

- 001IaThCS JTUIIOM K JIMILY C TOTpeduTeneM;

- OBITH IPUBETIUBBIM;

- TIEPBBIM TPOU3HOCUTH MPUBETCTBUE;

- BHUMATEBHO BHICIYIIATh OTPEOUTENS;

- OTBEYATh Ha BOIIPOCHI MOTPEOUTEINS BEXKIMBO U JOOPOKETATENIbHO, B KOPPEKTHON  (opMe;
- BEITIOJTHUTH HEOOXOJUMYIO JUISL pElIeHHs Bompoca paboTy, BEXJIMBO IONPOCHB

HOTpe6I/ITeJ'I$I mogoKaaTb, UK 4YETKO, I'PAaMOTHO U JOCTYITHO O00BACHUTH CITIOCOO pEeIICHNA BOIIPOCa,
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- OpH HEBO3MOXXHOCTH DPEIIUTH BOIPOC HAa MECTE IEPEHECTH CPOK €ro pelieHus, Npu
HEO0OXOIMMOCTH 3apOCUTh HeAOoCTaomue cBefeHus. HeBO3MOKHOCTh pEIIeHUs BOIpPOCca B XOJie
Oecenpl ¢ TOTPEOUTEIEM TOJDKHA OBITh ApryMEHTHPOBAHA;

— HE MOBBIIIATh I'0JI0C, HE MPOSIBIIATH TOPOIUINBOCTh, HE BBICKA3bIBaTh HETEPIIEHMS, U30€eraTh
HETOHATHBIX IS IOTPEOUTENS] TEPMUHOB, HE IOIYCKaTh B Pa3roBOpE ¢ MOTPEOUTEIEM HETIPHUSTHBIC
JUI HETO WHTOHAIMH, HE IPOSBIIATH O€3pazanyus K mpodieMaM MmoTpeOuTes;

- pu HEOOXOAMMOCTH MPOBOKATh WM HAMpPaBJIATh MOTPEOUTENs] B APYroe CTPYKTYpHOE
NIOAPA3ACIICHUE.

IIpu 1npoBeneHMM KOHCYJIbTAUUU CIELUHAINCT YETKO M JOXOJYMBO OTBEYAET Ha BOMIPOCHI
noTpeduTens, Npu HEOOXOAUMOCTH KpaTKO H3jaraeT CyTh B IMCBMEHHOM BHJE WIH [aeT €My
BO3MO>KHOCTh CAMOMY 3alIUCaTh OCHOBHbIE OTBETHI.

Kareropuuecku 3ampeniaercss B IPUCYTCTBHM ~ MOTPEOUTENEH  MOPOYUTH  PEIyTaIUIo
AO «I'opanekrpocers» r. HEBUHHOMBICCK, BECTH IIOCTOPOHHHUE Pa3rOBOPBI, OTIy4aThCs, NPUHUMATb
IUIY BO BpeMsl OOCHyKUBaHHs moTpeburens. B cioyuyae ecau Bo Bpemsl pa3roBopa ¢ MoTpeOuTesieM
BO3HUKJIa HEOOXOIMMOCTb MpPEpBaTh pPa3roBOp, HEOOXOAMMO BEXKIUBO HPEIyNpPEAUTbh €ro 00 3TOM U
MONPOCUTD MO0k /IATh.

ITpu BbIsSIBIEHNM OMINOOK, JONMYIIEHHBIX cO cTOpoHbl AO «l'opanekrpoceTs» . HeBUHHOMBICCK,
He00X0IMMO TIPUHECTH MOTPEOUTEII0 U3BUHEHUS 3a IPUYUHEHHBIE HEeY100CTRA.

[Mpr BBIIBIEHHH OMIMOOK, JONYIIEHHBIX TOTPEOHTENEeM, 3alpelIaeTcsl BBICKA3BIBATE €My
npereH3uu. CieayeTr BeXINBO U IOCTYITHO 00BSACHUTh OTPEOUTENIO IPABUIbHBIA NOPSAJOK I€HCTBUH.

[Tpu oOcmyXuBaHUM MOTpeOUTENS, MOJAIOLIEr0 K00y, HEOOXOIUMO MPHUAEPKUBATHCS
CIIEAYIOIINX METO/IOB paboThI:

- OBITh K MOTPEOMTENI0O OCOOEHHO BHUMATENbHBIM, AK€ €CIM Kajloda KaxeTcs

HECYIIECTBEHHOU MIIH a0CYpAHOM;

- [IOMOYb  TIOTPEOUTENIO H3JI0KHUTh CBOK KajJoOy, JaTh BO3MOXXHOCTb CIIOKOWHO
BBICKA3aTbhCsl, YTOUHUTD CYTh KaJIOOBbI;

- TpedyemMasi OT HOTpeOUTENS JOKYMEHTAIUS JOKHA OBITh MUHUMAJIBHOM;

- pemath npobieMy B KpaTyaiiine CpoKH;

- AHOHMMHBIE JKaJoObl HE pacCMaTPUBAIOTCS, OOpATHUBLIMICA ODKEH COOOLIUTH CBOM
KoHTakTHBIC nanHbie (DUO, Tenedon, aapec).

[TIpu ycranoBineHnu ¢akToB Trpydboro oOpaiieHus ¢ MOTpeduTeneM, OKa3zaHHs Ha HEro

HE0OOCHOBAHHOTO  JIaBJIE€HUS M yTPO3 BPEMEHHOrO MpPEKpalleHUsl MOJauyd SHEPruu, BHUHOBHBIE
cnenuanuctel  AO  «l'opanekTpoceTs» TI. HEBHMHHOMBICCK)» NPHUBIEKAIOTCS K JUCHUIUIMHAPHON

OTBCTCTBCHHOCTH B YCTAHOBJICHHOM ITOPSJIKCE.
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I'/IABA 4 OPTAHU3ALUA 3AOYHOTI'O U AUCTAHIIMOHHOT'O OBC/IYKUBAHUA

Pa3paes1 1 OpraHusanys HHPPACTPYKTYpPbI 3A0YHOT0 06C/1y>KUBAHUSA

Cucrema 3a04HOro OOCITY)XMBaHUS BKJIKOYAaeT KaHaJbl CBA3M: Tese(pOHHOE OOCIyKMBaHUE,
[OYTOBYIO IIEPENUCKY, HHTEPAKTUBHOE OOCIyKHBaHHE uepe3 IIIEKTpOHHYyI0 mouTy OOmecTsa, C

MTOMOIIBIO CcepBHca «JIMIHBINA KaOUHET», COlMaIbHBIE CeTH, MOOUIBHOE TIprtokenue u 0.

Pa3pen 2 Opranusanus TejiepOHHOTO0 00CayKUBAHUSA

[TorpeOuTens MOXKET MOTYyYUTh HH(OPMAIIHIO 110 YCIyraM Telle()OHHOM CBS3H, a TaKXKe Mepeaarb
HeoOxoaumyto nHpopmaruio cnermanuctam AO «I"opanekrpocers» r. HeBurHOMBICCK. [Iprem BbI30BOB
OCYILIECTBISICTCSI HE MeHee dYeM S5 JHeH B Heaemo B pabouee U BeuepHee Bpems (oOmiei
MPOJOJKUTENFHOCTBIO He MeHee 8 yacoB B cyTkH). Homepa Tenedonos B r. HeBunnomsbiccke: 8-800-201-

72-41, 8(86554) 9-54-66, 9-53-89, 5-83-12, 3-29-75, dakc 8(86554) 3-01-42.

dopma B3auMOAEHCTBUS Kpurepuii IMapamerp
(cpeaHee 3HAYECHUE)
Tenedonnoe o06cayKMBaAHUE Bpems o:xkuaanusi orBeTa He 0osiee 10 MuHyT

oneparTopom (cp. 3HAYEHH )

3anpoc u nouck MHpopmanun 1 MmunyTa
0 KJIHeHTe
IIpenocraBiienue S munyT
uH$opManuu no 3anpocy

IMocToOpadoTka obOpalenust 3 MUHYTBI

Tenedonnoe odcay:kuBaHue Coennnenue co 1 munyTa

PYKOBOIMTEISIMH IOAPA3AeIeHU CIeHATUCTOM
(cp. 3HAYeHMuS)

IIpenocraBiienue S munyT

HH(pOpPMALMHU CTIEUATHCTOM

CoTpyAHUKY ClIeyeT CHUMAaTh TPyOKy TeledoHa Mmociie BTOPOTO-TPETHEr0 3BOHKA, HE 3aCTaBIIssA
KJIMEHTa KAaTh — ciaMIIKOM jgosro. IlpencraBmsitbest  HEOOXOIMMO — OTUETIIMBO,  HampuMep,
««AO «lopamekTpoceTby 1. HeBHHHOMBICCK», crnenuanuct Mapus HWBanoBa. JloOperii aeHb!»
[IponomKUTh TOBOPUTH MOXKHO B CIIy4ae, €ClIM CIBIIIHO OXKuaaTenbHoe Monuanue: «Ciymato Bac!y.

Ecnu TenedoHHBI 3BOHOK pa3maeTcsi B MOMEHT BEJCHHS pa3roBOpa C MOCETUTENEM, COTPYIHUK

MOKECT BCXKIIMBO M3BUHUTLHCA IICPCH KIIMECHTOM, IEPEA 3THM [OaB BO3MOXHOCTb 3aKOHYUTH (1)];)33}’, n
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OoTBe4aTh Ha 3BOHOK. COTPYAHMKY HE cIelyeT 3aTAruBaTh Tele(OHHBIM pa3sroBOp HAJIO0Iro, IaTh
[I03BOHUBILIEMY KJIMEHTY KPAaTKYIO CIIPaBKY WM IONPOCUTH NEPE3BOHUTDH IO3KE.

Ecnu 3BOHAT OTCyICTByIOIIEMY B KaOMHETe, NOMCIIEHHMH WM Ha padoTe COTPYIHUKY,
HE00XO0/MMO TOBOPHUTH, YTO €r0 HET HAa MECTE, COOOIIUTh COOECeTHUKY, Kor/ia OyaeT OTCYTCTBYIOIUI 1
CIIPOCUTh, HYXHO JIM eMy 4To-1100 nepenats. COTpyAHUKY CIENyeT 3amucaTbh cooOlLieHHe Ha Oymare
(®UO, yupexxaeHue, Mo KakoMy BOIPOCY 3BOHAT) M 00513aTENBbHO MepeaaTh OTCYTCTBYIOIIEMY KOJIIETE.

B cnyyae TenedonHoro obpaiieHus 3a moixyueHrueM HH()OpMaIMi O COCTOSTHIH PAacueTOB M MHOM
uHpopMalnY, KOTOpas HOCUT KOH(HICHIMAIbHBI XapakTep, y KJIMEHTa HEOOXOAUMO IONPOCUTh
IPEJACTaBUThCS, Ha3BaTh JHIEBOH cyer W azapec. Ilpu oTka3e COTpyAHHMK BIpaBe OTKa3aThb B
MIPEI0CTABIICHNY UH(HOPMAIUH.

ITpu pasroBope no TeneoHy He CIeAYeT:

- o0palaTbCsi K HE3HAKOMOMY HYEJIOBEKY Ha «Thl» (IIpuemMiieMo obOpaieHune Ha «Bb»);

- Ha3bIBaTh COOCCEIHUKA «MYKUUHA», <OKCHIIUHA», «IelyllKka» M T.I., TaK Kak TroJoc

MOJKET OBITh OOMaHYHMBBIM (MOXHO YTOYHHTH B Hadalle pa3roBOpa, Kak K KIIMEHTY 00pamiarbes);

- HE peKOMEHAYETCS JOJIr0 «BUCETh Ha TenedoHe», 003BaHUBAasA BCEX 3HAKOMBIX.

CoTpyaHHKY CIIeTyeT BECTH Ce0s TaK, YTOObI KIMEHT OCO3HAJ, YTO YCJBIIIAH U ero oOpalieHue
HPUHATO, TPOSABIATh YBAXEHHWE W MHTEpPEC K TOMY, YTO OecroKouT KiaueHTa. COTpyAHMK JOJKEH
IIOMHUTb, YTO JIOSAJBHOCTh KJIMEHTA, KOTOPYIO JOCTUITM 32 NpPEAbIAYIIME TOJbl, 3TO OONBLIONH TPYA
KOJIJICKTHBA KOMITaHHUU.

[To oxoHuaHWM pa3roBopa MOOJAroJapuTe KiIMeHTa 3a 3BOHOK («Cnacmbo 3a 3BOHOK») W NpH
HE00XOAMMOCTH IMPUITIACUTE B 0UC 00CITYyKUBAaHUS KIMEHTOB: «/{o cBUmaHus, OyaeM paabl BUJETh Bac

B ... (YKa3aHue MOMEIICHUS 00CTYKUBAHUS ).

Pa3zzaen 3 Opranu3sanusa o6paGOTKU NMCbMEHHbIX 00paleHUu

[TucemeHHOE OOpalieHre MOXKET OBITh HAIpPaBICHO IOTpEOMUTENEM IO IOYTe Ha ajpec
AO «l'opanekrpocers» I. HEBMHHOMBICCK JIMOO NPEACTABICHO JUYHO B IMPHUEMHYIO, a TaKke IO

cpeactsom D/10.
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dopma B3auMoaeiicTBUs

Oo0paboTka oOpamenust
(MakcHMAasIbHBIE 3HAYEHUS, €CJTH
HHOM CPOK He YCTAHOBJIEH
3aKOHOATEeJIbCTBOM)

Bce  nucsMeHHBIE

oOparnieHus,

Kpurepui

Perucrpanus,
KjIaccuukanusa v nepeaaya
oOpaleHusi pyKOBOIAMTEI0

Ilepenaya odpameHus
CIEeIHAINCTY

IToaroroBka u opopmiieHue
oTBeTa

IloaroTroBKka oTBeETA,
TpeOyIo1ero Bble3Hoi
NMPOBEPKM U (MJIM) 3ampoca B
CTOPOHHIOI0 OPTAHU3ALUIO

MOCTYMAIIINE B

T. HCBI/IHHOMBICCK, PEruCTPpUPYOTCA U 06pa6aTBIBaIOTCH.

Tunosoi AJIT'OPpHUTM 3a0YHOI'O O6CJ'Iy>KI/IBaHI/IH I10 IOYTC:

# peructpauus 1 06paboTka MUCHbMEHHOTO OOpaIleHHUS;

anpec  AO

ITapameTtp
(cpenHee 3HAYEHHE)

He 0oJiee 1 KaJeHAAPHOTIO JHSA

He OoJiee 30 kKaeHAAPHBIX
JAHeH

He OoJiee 30 kKaneHAAPHBIX
aHel. B ciryyae HanpaBJieHust
3anpoca B CTOPOHHIOIO
OPraHM3alMI0 CPOK
paccMoTpeHus1 o0paleHust
MO2KeT ObITH MpoaJieH Ha 30
KaJICHAapHbIX AHel (¢
yYBeJOMJIEHHEM 00 3TOM
KJIMEHTA, HANIPaBUBIIET 0
oOpaieHue)

«["opanexrpocers»

- HaIlpaBJICHUC O6paH_[eHI/ISI CIICUAJIMCTY U ITOATOTOBKA OTBCTA,

- peructpanud U OTHpaBKa OTBETA B YCTaHOBHeHHLIﬁ CpPOK.

OtBer B medaTHOM BHIE odopmiseTcs Ha ¢upMeHHOM Omanke AO

«"opanekTpoceTb»

T. HCBI/IHHOMHCCK, IMOATIUCBIBACTCA T'CHCPAJIBHBIM ITUPCKTOPOM HJIM MHBIM YIIOJTHOMOYCHHBIM JIMIIOM U

00s13aTeJIbHO COACPIKUT KOHTAKTHBIC JaHHBIC UCITOJTHUTCIIA.

OO6miasi MPOAODKUTEIILHOCTh PAacCMOTPEHUsT oOpamieHuss U oQopMIIeHHE OTBETa HE JIOJKHBI

npeBbIuath 30 THEH.

HeﬁCTBHH MO0 PACCMOTPEHUIO 3asABUTCIIAA HC IIPOU3BOAATCA B ClIydasX:

- €CJIn  TIMCBbMCHHOEC

obparieHue

COZICPIKUT

HEIIEH3ypHBIE

b0  OCKOpPOUTENbHBIC

BBIPpAXKCHUS, YT'PO3bI ) KU3HU, 3JOPOBBI0O U UMYIIICCTBY COTPYIHUKA O6I_I_ICCTBa, a TaKKC YJICHOB €T0

CEeMbH,

- €CJIM TCKCT HUCBMCHHOI'O O6paH_[eHI/I$[ HC MOAAAacTCA IMMPOUYTCHUTO,

# €CJIM B INCbMEHHOM OOpaIlleHnU NOTPEOUTENS COAEPAKUTCS BOIPOC, HA KOTOPBIN eMy yiKe

ObLT MPEIOCTaBJIEH OTBET 10 CYLIECTBY B CBSI3U C pPaHEE HANpaBIseMbIMU OOpALEHUSIMH, U MPHU
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9TOM B O0OpallleHWH He IPUBOJATCS HOBBIE J0BOJABI WM oOcTosATenbCTBa. [loTpeduTento
HaTpaBJIsIeTCsl YBEIOMIIEHUE 00 YK TPe0CTaBICHHOM paHee OTBETE Ha JaHHBIM BOMIPOC;

Ve €CIIM OTBET II0 CYIIECTBY IIOCTABIEHHOIO B OOpallleHUH BOIPOCa HE MOXKET ObITh JaH 0e3
pasmialieHusl CBEACHMI, COCTaBIAIOLIMX KOMMeEpYecKyro TaiiHy, I[loTpebutento HampasiseTcs
YBEIOMJIEHHE O HEBO3MOXKHOCTH IIPEJOCTABUTH OTBET HA JAHHBII BOIIPOC.
3asBIeHHUE IOTPEOUTEIIs HE pacCMaTPUBAETCS U OTBET Ha 0OpallleHUe He JAeTCs TOJIbKO B CIydasix,

€CJIM B IMICBMCHHOM 06paH_I€HI/II/I HC YKa3aHbl KOHTAKTHBIC JAaHHBIC.

Pa3zaes 4 OpraHusanys UHTEPAKTUBHOTO 06C/1yKUBaHM A

CaMbIM COBPEMEHHBIM CHOCOOOM IOJIydyeHHMs] MH(OPMAIMM W CEPBUCHBIX YCIYr  SIBIISETCS
Wuteprer. AO «I'opanektpocers» I. HeBUHHOMBICCK 00OecrnieunBaeT JOCTYIHOCTh U HaI€KHOCTh PabOThI
opuIManTEHOTO calTa, a TakkKe WCIOoIb30BaHue cepBuca «Jluunbpii kabuuet», D10, MoOMIBHOE
NPUJIOKEHHE U O00ecreueHUe BO3MOXKHOCTH B3aUMOJEHCTBUS C IMPUMEHEHHEM CHUCTEM BHUAEO —
KOH(EPEHIICBSI3U.

Anpec opuianbHoro caiita AO «['opastektpoceTs» r. HeBUHHOMBICCK: WWW.NEVQes.ru

Anpec saekTpoHHO#M mouTel: iNfo@nevges.ru. Bes pa3meriieHHas Ha OQHUIIMAIBHOM caiiTe UHPOPMAIIUs

J0JKHA  OBITh AOCTYIIHA II0Jb30BaTeIsiM HHGpOpMaLMed IyTeM IOCIe0BaTeNbHOI0 Iepexoja 1o
TMIIEPCChUIKAaM, HAYMHAas C [JIABHOM CTpaHUIIbl O(UIIHATILHOTO cCaifTa.

Hoctyn B «JInuHblil kKaOuHET MOTPEeOUTEN» OCYLIECTBISACTCS O HUHAWBUAYAIBHOMY JIOTHHY U
[apoJII0, KOTOPbIE MOTPEOUTENb YKa3bIBAET MPU perucTpanuu B «JInuHOM KaOUHETEY.

Jns obecrieyeHust ONEpPaTHUBHOrO JOCTyna moTpedutenel Kk MHPopManuu 00 OKa3bIBAEMbIX
yciayrax B IJIaBHOM MEHIO O(pUHHAIBHOTO caiiTa BeIJIeNIEH pa3zien «AOOHEHTaM».

B pa3znene «AGoHeHTam» pasmeleHa WHpopMmalus 1no tapudam, A0roBopam, cnocodam OIIaThl
3a DJIEKTPUUYECKYIO SHEPTHUIO, & TAKKE TEKCThI JOTOBOPOB YHEPrOCHAOKEHUSI.

B pasgene «Po3HHMYHBIA pBIHOK» coOpaHa HeoOXxoaumas UHGpopMauus A NOTpeOuTeNnew,

Kacaromiasacs pa60TbI npeaAnpuATUsS B pbIHOYHBIX YCIIOBUAX.

I'JIABA 5 KOHTPOJIb U AHAJ/IU3 KAYECTBA OBC/1Y:KUBAHUA KJIMEHTOB

KonTposb 3a cocTossHuEM OMELIeHHH AJ1s TpreMa rnoceTuTesneil, THGOpMallMOHHbIX yKa3aTeneil,
MHGOPMAIIMOHHBIX CTEHAOB, ocymecTBiusier ['eHepanbHblil  qupektop AO  «lopaneKTpoceTby»
r. HeBUHHOMBICCK.

KonTtponb  3a cocrosHuEM paboyuMx MECT W BHENIHMM BHJIOM COTPYJHUKOB HECET
HETOCPEJCTBEHHBI pyKOBOAUTENb. KOHTpOIb 3a CBOEBPEMEHHBIM DPACCMOTPEHUEM MOCTYHMHUBIIMX

O6paIHCHHﬁ ()Kaﬂ06) KJIHEHTOB HECET KaXIbIM CIIEIIUAIKCT B paMKax CBOEM KOMIIETCHIINH.
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Jns KOHTpOJII M aHajuu3a KadecTBa oOchykuBaHHs morpeouteneii B AO «I opaieKTpoceTh
r. HeBUHHOMBICCK, MPOBOSITCS CAEAYIONIME MEPOTPUSITHS:
e aHaJIU3 NOCTYMAIOIIKX 0OpalleH 1 )kano0 KIMEHTOB;
— HU3JJaHUC PpaCIIOPAAUTCIIBHBIX JOKYMCHTOB II0 YCTPAaHCHHUIO H HCAOMYUICHUIO q)aKTOB,
BbI3bIBAKOIIINUX )KaJIO6BI N NMPCTCH3MHN, KOHTPOJIb 34 UX UCIIOJITHCHUCM;
— MOCTOSTHHOE OOHOBJICHHE pa3MeNIaeMoi Ha caliTe KOMIIaHUM ¥ HH()OPMAIIMOHHBIX CTEHIaX
nH(bOpMAaINY /ISl KIIMEHTOB;

- 3aB€JICHA KHUI'a OT3bIBOB U HpCIIHO)KeHI/If/’I KJIIMCHTOB.
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