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1. OG6nacTb npuMeHenus
1.1. Ha3nauyeHue

Hacrosmumii cranmapt obciyxuBanus nortpebuteneid ycryr AO «[asmpom
TeruiosHepro» (aanee - CraHgapt) ABISETCS BHYTPEHHHM HOPMATHBHEIM JOKYMEHTOM
U IpUMEHseTCs Ha BcexX ypoBHSX ympaBieHHsI AO «['ampom TeriosHepro» (nanee -
O61ecTBO).

Hacrosmmii Cranaapt yctanaBnuBaeT B O6mectse TpeOoBaHUS K:

— opraHm3anuu oOcCITyXKHUBaHHSA INOTpebuTenedl yciayr, B TOM YHCIIEe 3209HOTO
oOCIy)XMBaHUS IIOCpPEACTBOM  TenedOHHOW  cBs3u, cetd VHTepHer
(anexTpoHHOro0 06CTyXKMBaHUA Yepe3: JIudHbli kabuHeT, IHTepHeT-NIpHEMHYIO,
E-mail cepsucs);

— OpraHM3alliy Ipolecca pacKphITUsI HHGOpMAIH,

— WHTEpPaKTUBHOMY B3aUMOEHCTBHIO C TOTPEOUTEIMH YCIIYT;

— 3THKETY 3a0YHOro 00CIy)KUBaHHUS [TOTpeduTeneit ycyr;

— opraHu3anuy odpaTHOH cBs3u Mo MHULNMAaTHBe kak Ob6mecta miu J10, Tak u
rotpedurenei.

1.2. O6aacTb npuMeHeHHUd

TpeboBanus Hacrosmiero CtaHAapTa paclpoCTPaHIIOTCA Ha B3aMMOOTHOLIEHHUS
UCIIOJIHUTENBbHOrO ammapata OO6IiecTBa M MCIOJIHUTENBHBIX alapaToB Quinaia
ObmecTtBa ¥ [O4YEpHHUX 3aBHUCHUMBIX oOmecTB (mamee coBmectHo — JIO) mnpu
B3aUMOJEHCTBHUH C JIULAMH, SBISIOIUMHUCS ToTpedbuTtensamu ycryr O0mecTBa, | JIHII,
obparuBmuxcs B J1O ¢ Lenbio 3aKiIOYeHHs JOroBopa 00 OKa3aHHH YCIyT SHEpro- U
pecypcocHabXeHUs WK OCYIIECTBIEHUH TEXHOJIOTHYECKOT0 IPUCOEIMHEHHUS K CETIM
HHXEHEpHO-TeXHU4YecKkoro obecnedeHus, npuHamiexamum OOmectBy umu O, a
TaKkXe WHBIX YCIyT, oka3biBaeMbIx O6mmecteom wiu J1O.

Hacrosmuit  Cranmapt  gBIseTcs  OCHOBaHMEM i (GOPMHPOBaHHUA
(KOppEKTHPOBKH) pErIaMeHTHPYIOIIMX U JIOK&IBHBIX HOPMAaTHBHBEIX  aKTOB,
IOJIOKEHUH O CTPYKTYpHBIX IOJpa3felieHusAX, MJODKHOCTHBIX, pabouymx U
IIPOU3BOACTBEHHBIX HMHCTPYKIHUH HCIONHUTENbHOro ammapata Ob6mectBa u JIO, a
TaK)Ke UX CTPYKTYPHBIX ITOApa3ieIeHUH.

IIpn npoTUBOpeYNH MEXTy UHBIMH BHYTPEHHUMH JIOKAJTbHBIMA HOPMATHBHBIMH
akTamy, yTBepkAeHHIMH B Ob6mectBe wuwwumu J1O, periaMeHTUPYIOIIUMH
JesATENbHOCTD B YaCTH B3aUMOJAEHCTBHUSA C MOTpeOUTeNsIMH, U HacTosuM CTaHIapToOM
IPUMEHSIOTCS I0JI0KeHU U TpeboBaHus HacTosAmero Ctanaapra.

1.3. HopMaTHBHbIe NpaBOBbIe AKTHI

Hacrosimmuii Cranpaprt paspaboTan c y4eToM TpeboBaHmMit
HOPMAaTHBHO-IIPAaBOBBIX aKTOB U JIOKAJIBHEIX HOPMaTHUBHBIX akToB OOIecTBa:
— I'paxxnpanckuit kogekc PO (I'K PD);
— Xunumusiit kogekc PO OKK P®);



— @epnepanbHbiii 3akoH oT 27.07.2010 Ne 190-®3 «O TemnocHab)eHUNY;

— ®epepaneHbiii 3ak0oH oT 07.12.2011 Ne 416-®3 «O BogocHabkeHUH U
BOJOOTBEICHUNY;

— @epepanpHblil 3akoH OT 02.05.2006 Ne 59-03 «O mopsigke paccCMOTpeHHS
obpameHnuit rpaxnaan Poccutickoit @enepanumy;

— ®enepanbHsiil 3ak0H 0T 06.04.2011 Ne 63-®3 «O06 31meKTpOHHON NOATIUCKY;

— ®enepanphslii 3akoH 0T 27.07.2006 Ne 152-03 «O nepcoHaIBHBIX JaHHBIXY;

— ®epepanbHbiii 3akoH OT 23.11.2009 Ne 261-D3 «O6 sHeprocbepexxeHUH U O
IOBBILIEHUH SHEPreTH4ecKoi 3pPeKTUBHOCTH U O BHECEHUU U3MEHEHU B OTAENBHbIE
3aKoHoZaTelnbHble akThl Poccuiickoit @enepanmy;

— 3akoH Poccwuiickoit ®@eneparuu ot 07.02.1992 Ne 2300-1 «O 3amute mpaB
noTpebuTeneity,;

— «llpaBuna opranuzanuu TeruiocHabxenus B Poccuiickoir PDenepaummy,
yrBepxaeHHsle [locranoBnenuem [IpaBurensctea P® ot 08.08.2012 Ne 808;

— «llIpaBuna mnpenocraBieHHsIT KOMMYHQIBHBIX YCIYr COOCTBEHHHKaM H
[IONIb30BaTENAM IIOMEIIEHHH B MHOTOKBApTHUPHBEIX JOMax H JKWIBIX JIOMOBY,
ytBepxaeHHble IloctanoBnennem IIpaBurensctBa P® ot 06.05.2011 Ne 354;

— «IIpaBuna, o6g3aTenpHbIe IPH 3aKIIOYCHUH YIIPABISIOMIEH OpraHu3alued Win
TOBapUIIECTBOM COOCTBEHHHUKOB XHIIbs JIMOO >KMIUIIHEIM KOOIIEPATHBOM HITA HHBEIM
CIEeHATA3UPOBAHHBIM NOTpeOUTENHCKIM KOOIIEpaTUBOM  JIOTOBOPOB €
pecypcocHab arIMUMHK OpraHU3aALUIMI) 3aKITIOYEHHUS JIOTOBOPOB
pecypcocHabxeHus», yrTBepxkaeHHble IlocraHoBnenuem IIpaButensctBa P® or
14.02.2012 Ne 124;

— «lIpaBuna ropsdero BojmocHabXeHUs», yTBepXAeHHble I[locTaHOBIEHHEM
IIpaButensctBa PD ot 29.07.2013 Ne 642;

— «llpaBuna KOMMeEpUYECKOro yueTa TEIUIOBOH SHEPruH, TEeIUIOHOCHTEIS,
yrBepxaeHHbIe IlocTanoBneHneM lIpaButensctea PO ot 18.11.2013 Ne 1034;

— «IIpaBuna moaxKIOYeHHS (TEXHOJOTMYECKOr0 NMPUCOEAMHEHMs) K CHCTeMaM
TEIUIOCHAa0)KEeHHUs, BKIIIOYasl [IpaBuiia HeIUCKPUMHUHAIITMOHHOIO JOCTYIIA K YCIIyraM 110
HOJKIIIOYEHUIO (TEXHOJIOTNIECKOMY ITPHCOETUHEHHIO) K CHCTEMAaM TeIUIOCHA0KEHUD,
ytBepxaeHHbIe IloctanoBnennem IIpaBurensctea PO ot 05.07.2018 Ne 787;

— «IlpaBuna TEeXHHYECKOM OIKCIUTyaTalli¥ TEIUIOBBIX 3HEProyCTaHOBOKY,
yrBepxAeHHBIe I Ipukazom Munasrepro PO ot 24.03.2003 Ne 115;

— «llopsnok 3aKim0o4eHus U CYLIECTBEHHBIX YCIIOBUM 10TOBOPA, PEryJIHPYIOIIEro
YCIIOBHSI yCTaHOBKH, 3aMeHBI M (UJIK) 3KCIUTyaTalldi MPHOOPOB ydeTa MCIONb3YEMBIX
SHEPreTHYECKNX pecypcoB»; yTBepxAeHHBIN Ilpuxkazom MunsHepro Poccuu or
0704.2010 Ne 149;

— «PernameHt opraHuzanuu OusHec-pouecca «KomMmepueckuit yder wu
peanu3alnuu YCIIYyT»» (P-BIT-02), YTBep KIEeHHBIN IIPHKa30M
AO «T"aznpom temnosnepro» ot 02.07.2018 Ne 257-ITPK;



— «PernaMeHT 09HOro OOCTyXHBaHHUSA NOTpeOUTENeH ycmyr I'pynimsl KoMIaHui
I'asnpom TemnosnHepro», yrBepxaeHHBIN npukazoM AQO «["a3npoM TEmIoSHEepro» Ot
18.06.2018 Ne 228-TTPK;

— «Pernament mpoBeseHus B AO «['a3smpoM TeruiosHepro», ero ¢uimuaie u
JIOYEpPHUX 3aBUCHUMBIX 0O0IIecTBax paboT (KOHTPOJBHBIX IPOLEAYp) IO BBISBICHUIO
¢dakToB 06€34OroBOpHOro wWiH 0e3 Yy4JETHOro mnoTpeOleHHs TEeIUIOBOH SHEPTruu
(TemnmoHocuUTENA)», YTBepXkIeHHBIH mnpukazoM AQ «['asmpoMm TeIUIO3HEPro» Ot
21.05.2018 Ne 156-ITPK;

— «Pernament mpoBemeHHs B AO «['a3mpoM Terio3Heproy, ero (Qumuane u
JoyepHHX oOmecTBax paboT IO  3aKIIOYEHHIO, BHECEHHI0 H3MeHEeHUH,
Iepe3aKII0YeHUI0 U PaCTOP)KEHHUIO JOTOBOPOB € ITOTPEOUTENSIMHU TEILIOBON SHEPTHH H
(wmu) remnonocutens» (P-02-01) (BxmoueH B 1wiaH pa3paboTKM  JIOKAJIBHBIX
HOPMaTUBHBIX JOKYMEHTOB);

- «VIHCTpYKIMST TI0O [JOKYMEHTAI[HOHHOMY OOECIIeYeHHI0 YTpaBIeHHS B

AQ I'aznpoMm TemiosHeproy», yreepxaeHHas npukazoM AQO «['a3npoM Temio3Hepro»
ot 19.10.2017 Ne 176-TTPK.

1.4. TepmuHbI H onpeaeleHUus

B nacrosmem CraHmapTe HCIIONB3YIOTCS CleIyIOIINe ClIeHalIbHbIE TEPMUHEI U
COKpaIeHHS:

AspTomaTu3upoBanHas cucrema (AC) - cucrema, cocrosmas U3 KOMILIEKca
CpPEICTB aBTOMAaTW3allid M peajusylomas HHQOPMALMOHHYIO TEXHOJIOTHIO
BEIIIOJIHEHHS YCTaHOBJIEHHBIX OM3HEC-IIPOLIECCOB AESITEIHHOCTH.

ABTOMaTH3HpOoBaHHOe pabGodee mMecTo (APM) - mporpaMMHO-TEXHUYECKHIA
KOMILJIEKC aBTOMAaTH3UPOBaHHOW CHCTEMEBI, IpeJHAa3HAYeHHBIA [JIsi aBTOMATHU3allUU
JeATEeIIbHOCTH OIIpeeIEeHHOIO BUA.

ABTOMaTH3HpOBaHHBbIH MoayJab (AM) - OTHOCUTEIBHO CaMOCTOSITENbHAS
JacTh AaBTOMAaTH3WPOBAaHHON CHUCTEMBI, IIpeJHa3Ha4YeHHas /i aBTOMaTH3allu{
OusHec-npoliecca WIK CeTH OU3HEC-TIPOLIECCOB.

HUnenTudukanus (aBTopHu3aiysi) - MpoBepKa MOJB30BaTENd WM ITOCETHTENA
caiiTa Ha IIpaBoO IIPOCMAaTpPUBATh ONIpeeICeHHbIE CTPaHUIIBI caliTa.

Ba3za 3HaHMi - JOTWMYECKH CTPYKTypUpOBaHHBIM Habop uHpopMmanuu B
ONpeieIEeHHON 00J1acTH 3HAaHUM, BBIIIOJTHEHHBIM C LENbI0 OOecledeHus MOJHOTHl U
aKTyalbHOCTH HMHGpoOpMaluu o Ipoieccax U (akrtax naHHOW obnactu. basa 3HaHuit
COJIEP)KUT aKTyaJIbHbIE pellleHNs], He0OXOIUMBIE COTPYAHUKY IJI PEIIeHHs BOIPOCOB,
CBS3aHHBIX C [TOBTOPSIOLIMMUCS 3alIpOCaMH U IIpobiieMaMHu.

I'onocoBoit MOYTOBBIH AMMK - TEXHUYECKash BOBMOXXHOCTH Tele(OHHOH CBI3U
OCTaBHTH aJipecary rojiocoBoe coobieHue aboHeHTOM TeneOHHOH CETH.

JonoqHuTe/IbAbIE YCJYrHM - OKa3blBaeMble YCIYTH, HE OTHOCALIUECH K
OCHOBHBIM BHJaM JEATEIBHOCTA KOMITaHHUH.

Kanoba (nmpereH3us) - HallpaBlieHHOe oTpeduTtenemM yciyr B agpec O6mecTBa
u(wn) 1O, Uy JOMHKHOCTHOTO JTUIA OpraHu3alliy, TU00 KOHTPOJIUPYIOIIEro opraHa,
IIUCBMEHHOE WM yCTHOE 3asBJICHHE O HapyIIEHHWH IIPaB WK OXPaHIEMBIX 3aKOHOM



HMHTEPECOB NOTpeOUTENs UM ero NpeICTaBUTENs, B TOM YHCIIE O NMPEIOCTaBICHHUH
YCIIyT'¥ HEHAJIEXKAIIEero KauecTna.

3ao4uHoe oOcay:knBaHHe nmoTpeOuTeNell (3204YHBINA cepBHUC) - OOCIy)KHUBaHHE
notpedureneit ycryr 6e3 JIMIHOro KOHTaKTa ¢ coTpyaHukamu O6mmectsa u(uiu) 10, B
TOM dHcJe IO KaHalaM TellehOHHOH CBs3HM, ceTH VIHTepHeT, ModTe WIH dYepe3
KJIMEHTCKHUH SIITHK.

3asiBka Ha oOKa3aHHe YCJIYr - 3aiBKa IOPHANYECKOTO JIHIa/PU3NIECcKOro
JULa/MHAUBUIYATFHOTO IpeAIpUHUMATeNs, HanpaBienHas B O6mectso u(umn) 10, ¢
LEeNBI0 IOMY4YeHUs YCIyTH M KOMIUIEKT JOKYMEHTOB, NpPEeNOCTaBJIEHHE KOTOPOro
HeoOXO0AMMO I TONY4EHUS YCIYT'H B COOTBETCTBHH C HOPMaMH JAeHCTBYIOLIETO
3aKOHOJIaTEbCTBA.

3asiBKa Ha NOAKJ/IIOYEeHHE K CHCTeMe TeNIOCHAOMXKeHHs - 3asBKa 3asBUTEI,
HMMEIOIEr0 HaMepeHHe MOJKIIIOYUTh K CUCTEME TEIUIOCHA0XEeHHS 3[aHue, CTPOEHHE,
COOpYXXEHHE WIM HHOM OOBEKT KanWTAIBHOTO CTPOMTENBCTBA, Ha KOTOPOM
IIpegycMaTpuBaeTcsa NoTpebiieHre TEIJIOBOM SHEPTUH, TeIUIOBbIe CETH WM MCTOYHHK
TEIIOBOI HEPTUHU B CIIydae:

HEOOXOIMMOCTH TMOIKIIOYEHHS K CHCTEMaM TeIUIoCHAOXeHHs BHOBB
CO37]JaBa€MOr0 WM CO3JaHHOIO MOAKIIOYaeMOro o0beKTa, HO He MOIKIIOYEHHOro K
CHUCTEMaM TeIUIOCHabXeHHs, B TOM YHCIe IIPH YCTYNKe [paBa Ha HCIOJIL30BaHHE
TEIUIOBOM MOIIHOCTH;

YBEJIMYEHMS TEIUIOBOM HAarpy3Kd (Ui TEIUIONOTPEeOJISIOIMX YCTAaHOBOK) HIIM
TEIUIOBOM MOIIHOCTH ([UIs1 MCTOYHHKOB TEIUIOBOM 3HEPrMM M TEIUIOBBEIX CeTeif)
MIOJKIII0YaeMOro 00BeKTa;

PEKOHCTPYKLUH WIIH MOAEPHU3AIMY OIKIII0YaeMOro 00beKTa, MpH KOTOPHIX He
OCYILECTBIIAIETC yBEIMYEHHE TEIUIOBOM Harpy3KM WIM TEIUIOBOH MOIIHOCTH
NOJKIIFOYaeMOro o0beKkTa, HO TpebyeTcs CTPOUTENBCTBO  (PEKOHCTPYKIIHA,
MOJIEpHHU3allKs) TEIUIOBBIX CETeH WM HMCTOYHHKOB TEIUIOBOH 3HEPrHMH B CHCTEME
TEIUIOCHAO)KEHUA, B TOM YHKCJe IPU IOBHIIEHHHA HANIEKHOCTH TEIUIOCHAOKEHHS U
M3MEHEHUHU PEXUMOB NOTPeOIeHUS TEIUIOBOM SHEPIHH.

HNuTepakTHBHOE 00c/Ty:KHBaHMe (MHTEpaKTUBHEIN CepBHC) - popMa 3a09HOTO
obcmyxuBaHUs IOTpeOuTeNnell ycoyr ¢ UCHONB30BaHMEM ceTH VHTepHer,
e-mail-cepBucos wnu IVR-cuctem.

HuTepHeT-NpHeMHAas - UHTEpaKTUBHas NpHeMHas JUIA notpebuteneii Ha BeO-
caiiTe opraHu3aluu.

Kanansl kKOMMyHHKanu# - cpeJia, ITyTH U cpeAcTBa HHGOPMAITMOHHOTr0 06MeHa
MeX Oy oTpebuTeneM U opraHu3aluei.

K/iHeHTOOpHEeHTHPOBAHHBIH MOAXOA - MOAXOJ K OpraHu3anud OusHeca, B
KOTOPOM [IOCTMDKEHHE CTpaTerMYecKMX Iened Hu YCTOWYMBOM MNPUOBUIEHOCTH
KOMIIaHUH OCHOBAHO, B TOM 4HCJIe, Ha 00ecriedyeHUH JOsIIbHOCTH TOTpeOUTENIeH YCIIyT.

Kaunentckuii opuc (pponr-odpuc (®O) - oduc obcmyxuBaHus, CO3MaHHBIN U
IIpeIHa3Ha4YeHHBIN U1 OYHOTO IpHeMa oTpedurereit yciyr.

KianeHTcKkHil fIMIHK - SIIMK, IpeXHa3HAa4YeHHBIH I cOopa MHCEMEHHOM
KOppecloHJAeHIUH (TIHceM, aHKeT), YCTAaHABIWBAa€MBIi B JOCTYNHBIX JUIs
noTpebureneit MecTax.



JInyHbIi KaOHHeT KJIMEHTa - COBOKYIHOCTH aJpECHBIX HH(POPMAIMOHHO-
-WHTEPAKTUBHBIX CEPBHCOB B YacTH B3aUMOJEHCTBHS C MOTPEOUTEISIMH YCIYT IIO
OIKITIOYEHHIO, ydeTy M pacdeTaM 3a IIOCTaBJIE€HHBIE JHEPropecypcChl,
IOOTIOMHUTENBHBIM yCIIyTaM U POYKUM BOIIPOCAM.

ObGocHoBaHHasi xajnoba - xanoba, 1o ¢akTy NpPOBEpKH KOTOpPOH OBLIO
IOATBEP)KAEHO BO BHeCyZeOHOM IMOpsake WIH B CyAeOHOM IOpsAAKe HapylleHHe
ObmectBom u (unu) JO npaB Wiam oXpaHsAeMBIX 3aKOHOM HHTEPECOB IOTpeOHUTENs
yCIyIr HWIH €ro MpeACTaBUTENs, B TOM 4HCJIe 3a MPefoCTaBlIeHUEe YCIyTH
HEeHaJJIeXalllero KauyecTna.

O6pamenne - HampaBieHHOe notpebureneM yciuyr B agpec Obmectsa u(im)
JO, w1y NOMKHOCTHOTO JHI@ OpraHHU3ali TUCEMEHHOE WM YCTHOE 3asBIeHHE 10
BOIpOCaM JesTeNbHOCTH opraHu3anuu. [luceMeHHBIe oOpallleHHsl HaIlpaBIISIOTCS
notpebureneM MOCPeICTBOM IOYTHI, (akca, e-mail, ”HTEpaKTUBHEIX CEPBHCOB depe3
cetb «VIHTepHET», KIMEHTCKMH SIMK W APYTHX KaHAIOB. YCTHBIE 3asBIECHHA
IOCTYIAalOT OT IOTpeOuTrenss npu O4YHOM oOpameHuu B oducax oOCTyXUBaHUS
notpebureneit, mpu 3a04HOM 0OpaIIEeHHH IIOCPEICTBOM Telne(hOHHOH CBSI3H.

OOpaTtnas cBfi3b - IpolecC IONy4eHHS HHQOpPMAIMH OT NOTpeOuTens,
coJiep)Kamieil ero MHEHHE O JEeATebHOCTH KOMIIAHHWHM, KadecTBe IIPeOCTaBIEHHBIX
YCIIYT WA KayecTBe 0OCITy>KUBaHUS COTPYIHUKAMHU KOMIIaHUH.

O6mecTBO (KOMNaHHA, OpraHu3alHs) — aKIMOHepHOe oOmecTBo «[ a3mpom
TEIJI0SHEPTON.

Onpoc (aHkernpoBaHHe) - MeTon cOopa NepBHYHOK HH(QOpPMALUK IMyTEM
OIIpoca PeCIIOHAEHTOB (CaMOCTOSTENBHOIO 3alI0JTHEHUS aHKETHI PECTIOHIAEHTOM).

O13biB - oOpameHuss norpedurteneid yciIyr, KOTOpBIE COIEPXXAaT OLEHKY
IpeJOCTaBIIEHHBIX YCIIyT, KaueCcTBa 0OCITy)XMBAHUS COTPYAHUKAMH KOMITaHHH, & TAK)Ke
IpYTAX KOMIIOHEHTOB O0CITy>KUBaHUS.

OTtkpbiThie RaHHBbIE - UHPOpManus, pa3MmellieHHas B ceTu "MHTepHeT" B BHAe
CHCTEMAaTHU3MPOBaHHBIX JaHHBIX, OPraHH30BaHHBIX B ¢opMaTe, oOecieyuBalonIeM ee
aBTOMaTH4eCKyl0 00paboTKy Oe3 mpeaBapUTENbHOTO H3MEHEHHUS IIOCETHUTENEM, B
LeJIIX HEOJHOKPaTHOr0, cBOOOJHOro U HecrIaTHOro HCIOIB30BaHuUs.

OdunuanbHblii caiT opraHM3anmum - oO0BeIUHEHHAS MO ONHUM aJPECOM
(momenHpIM UMeHeM unu IP-agpecom) B cetu IHTepHET COBOKYITHOCTD 3JI€KTPOHHBIX
IOKyMeHTOB (¢aitnoB), cojepxaliux HHPOpPMAIHIO O OEesITeTBHOCTH OpraHU3allvH,
3NIEKTPOHHBIA aJpec KOTOpPOro BKIIIOYAeT [IOMEHHOE HMs, I[IpaBa Ha KOTOpOe
IPUHAJJIEKUAT OpraHU3alldi WIK XOJIAUHTOBOM YIIpaBIAOIIel OpraHu3ayt, B COCTaB
KOTOpPO# BXOAWUT OpraHU3aIusl.

OuHoe o6cay:knBaHue - 0OCITy)XHBaHUE NOTPEOUTEIN TOCPEACTBOM JITMYHOTO
OYHOT0 KOHTAKTa C COTPYAHUKAMHU ITOJApa3ieIeHUH KOMIIaHUH.

IlepcoHanbHble AaHHbIE NOTPeOHTE/s YCJaYr - HHGOPMAIUA, OTHOCSILASACS K
OIlpeICIECHHOMY WM OIIpellelieMOMYy Ha OCHOBaHMM Takoil HHGOpMaIlul JIHILY
(cybpexTy nepcoHanpHBIX HaHHBIX). K mepcoHanpHON nHbOpManuu (QU3NYECKOTro
JUIla OTHOCSTCS: COBOKYIHOCTh IIACIOPTHBIX [aHHBIX, (aMuiIus, UM, OTYECTBO
oTpebUTeENs; TOJ], MECAll, faTa U MECTO POXKACHHUS; apec PeruCTpaIin.



IMoTpebuTean yeayr (HoTpedGuTe Ib) - HTOTPEOUTEIH YCIYT 110 OCHOBHEIM BHIaM
nestenpHocTH O6miectBa u(umu) O (32 MCKITIOYEHHEM CETEBBIX OpraHU3allui,
eIUHBIX TEMIOCHa0XXaIOIKUX OpraHu3alluii), B TOM 4HuCle OOCITy)XKHBaeMBbIi eIuHON
TeIiocHabxaromeid opraHusamuei, mubo auio, obpartusineecs B OOLIECTBO H(HUIH)
HO, c uenslo 3akmo4eHHs Jorosopa 00 OKa3aHMM YCIYT, OCYIIECTBICHHH
MNOJKIIOYEHHE K CUCTEME TEIJIOCHA0)KEHUS WM OKa3aHUs APYTUX BUAOB YCIYT.

Cepsuc (service) - o6cnyxuBaHUe OTpeOUTENEH YCIyT 110 BCEM HalpaBIeHUIM
e TeNIbHOCTH KOMITaHUH.

Cucrema aBTOMHGOPDMHPOBAHHSI - aBTOMAaTU3MpPOBaHHAs CHCTEMa IO
OTIOBEIIEHHUIO OOJBINOro YUCia NOTpeOuTeNed B IeNIX JOBEJeHHS N0 HUX THUIIOBOH
HHbOpMaLIH.

Cucrema ayaHo3alHCH - CUCTEMA OCYIIECTBIIAIONIAsN 3aIIUCh BCeX TelleOHHBIX
IIEPErOBOPOB COTPYAHUKOB KOMITaHUH C MTOTPEOUTENSIMHU YCIIyT.

JJIeKTPOHHOe oOpameHHe (HHTEpaKTHBHOE) - (opma 3a04HOro obpareHus,
HamnpaBlieHHOro IOTpeOHTeNeM YCIyr B aipec OpraHU3aldd I10 OIpeeIeHHBIM
OpraHu3alMell kKaHajlaM CBSI3U C HCIOJIb30BaHHWEM ceTH MHTepHeET, e-mail-cepBUCOB
w [VR-cucrem.

IVR (Interactive Voice Response) - MHTEPaKTHUBHAA
nHGOPMaIlMOHHO-CIIPaBOYHAasl CHCTEMa IIpelBApUTENIBHO 3allMCaHHBIX TOJOCOBBIX
cooOIeHNH, BBRITONHAIOMAS (QYHKIHMIO MapIIpyTH3aIlH 3BOHKOB IO KATETOPHUSIM H
(unu) aBTOMAaTHYECKOTO HMH(OPMHUPOBaHHS II0 3ampocaM abOHEeHTa C IIOMOIIBIO
TOHAJIBHOrO Habopa.

SMS (Short Message Service) - cimyxba KOPOTKHX COOOIIEHHH TEXHOJIOTHS,
[I03BOJIAIOIIAS OCYIIECTBIIATH IPUEM U Iepefiady KOPOTKUX TEKCTOBBIX COOOIICHHH.

1.5. OO6Go3HauyeHHUs U cCOKpalleHHS

AC - aBTOMaTHU3UpOBaHHAS CUCTEMA

AM - aBTOMaTH3UPOBAHHBIA MOAYIb

APM - aBTOMaTH3UpOBaHHOE pabodyee MecTO

BII - 6usHec-mipoliecc

I'KI'lIT3 — I'pynna koMnaHuii «I"a3npoM TEemio3Hepro»
ITY — mpubop yuera

TCK — TennoceTeBasi OpraHu3aus

Y] — ynpaBneHre JokyMeHToob60poTa

IVR - uHTEepaKTUBHBIA aBTOOTBETUHK.

2. OcHOBHBIE IeJIH H 3a1a49H

Ilenn u 3amaun B 061acTH B3aUMOAEHUCTBUA C MOTPEOUTENSIMH ONIpeAeNIeHE 110
HaIlpaBJIEHUAM «IToBbIIEHHE KayecTBa o6 cITy XKUBaHMS, obecrieueHre
YAOBJIETBOPEHHOCTH notpedurenei 5§ «ObecneueHue JOCTYITHOCTH
HHOPaCTPYKTYpPhI», U BKIIFOUAIOT:

— IOBHIIIEHUE KauecTBa 00CITyKUBaHUs ITIOTPEOUTENEIH;
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— IIOBBIIIEHNE YPOBHS YJOBJIETBOPEHHOCTH NOTpebUTeNell Ka4eCTBOM YCIIyT;

— pa3BuTHE U obecreyeHne AOCTYITHOCTH OYHOI0, 320YHOT0 U 3JEKTPOHHOTO
(MHTEpaKTUBHOrO) OOCTYKUBaHUS NOTpebuTeneit ycuyr;

— INpO3pavHOCTh U HHPOPMAMOHHAs OTKPBITOCTh AesTenbHocTH O6ImecTBa U
HO.

INonuTukoit B3aumoneticteus ObmecTsa ¢ noTpeOUTENIMU U OpraHaMy BIACTH,
B Ka4eCTBe IIeJIEBOI0 OPUEHTHPA OIIPEJIENIEHO BHEAPEHUE KINEHTOOPHEHTUPOBAHHOTO
noxxona B Obmectie uinu JIO ¥ NOBHIIEHHE TOBEPUS CO CTOPOHBI ITOTpeOUTENEH.

OcHoBHas 3ajaya KIMEHTOOPHEHTHPOBAaHHOro Iogxoga — (OpMHUpOBaHUE
NOSTPHOCTA NOTpebuTeNel ycIyr K oOpraHu3aliil 3a CcYeT IOCTYNHOCTH YCIYT,
Ka4eCTBEHHOTO 00CITy)XKUBaHUs NOTpeOuTeNneil U yIOBIETBOPEHH HX NOTpeOHOCTEH B
KpaTKOCPOYHOH U JOJITOCPOYHOM IIEPCIIEKTHUBE.

TTomutukoit B3aumoneticteus O61mectBa win JJO ¢ noTpeOUTENSIMH U OpraHaMu
BJIACTH OIpEeIENeHBI CIeAYIOIKEe PYKOBOASIINE IPUHIIUIIEL:

Obecneuenne KayecTBA M [JOCTYNHOCTH YCJIYr B COOTBETCTBHM C
JEeHCTBYIOIIUM 3aKOoHOaTenbcTBOM Poccmiickoit @enepanuu.

HocTaTtouHas HHGOPMHPOBAHHOCTh MOTpedHUTeNeli 0 KOMIIAaHUU M YCIyrax.
Ilonnas u pocroBepHas WHGpopmanus o060 Bcex Ipolleaypax B3aHMMOAEUCTBUSA C
opraHu3anyeil HOCUT IMyOMUYHBIA XapakTep, IPeloCTaBIsAeTCs B AOCTYyIHOU (opme
st notpebutens ycmyr. JaHHBIM NpPUHIUN IOpedylpexaaeT HeoOXoAuMOCTh
obpameHus noTpebuTeNns B KOMIIAHUIO Ui IOJXy4YeHMs CIpaBOYHON HHGOpMaIluu U
KOHCYJIbTAIlNi, U KaK CeJICTBUE, CHIDKEHHE TPaH3aKI[MOHHBIX 3aTPaT KOMIIAaHUU.

TeppuTopHajJibHAs JOCTYNHOCThL H KOM(OPTHBIE YCIOBHSI OYHOIO CepBHCA
KoMnaHuu. PacnionoxeHne HHGPacTPyKTypHBIX 3JIEMEHTOB OYHOTO cepBuca (0(hHUCOB
obcmyxuBaHuUs noTpeburteneil) obecnedyrnBaOMNX MOKPHITHE 30HBI OTBETCTBEHHOCTH
Ob6mectea wm JO U OOCTymHOCTH OOCITY)XMBaHHMA [ norpebuTeneit ycmyr.
Yno6HBIN O4YHBIN CepBHC IJI BCeX TPYIII IoTpeduTenei, ¢ cobmomenneM EmWHBIX
PernameHTOB KadecTBa 00CITy)KMBaHUs IIOTpeOUTENEN YCIYT.

JHOCTYNIHOCTL M ONEPATHBHOCTb  3a0YHOI0 M 3JeKTPOHHOIO
(uHTepaKkTHBHOrO0) o00cay:kuBaHus. OO6mecTBo obecnednBaeT KpyTIOCYTOYHBIH
IOCTyn K TenehoHHOMY OOCIY)XMBAaHMIO M OIEPaTHBHOCTh peaKklMH Ha 3aIpoCh
notpebureneii. K snekTpoHHOMY (MHTEpaKTMBHOMY) OOCIY)XHMBaHHIO B CETH
«/HTEepHeT» OpraHu3oBaH YAOOHBIH H CKOPOCTHOM HOCTYI, HHTepdelic u
WHCTPYMEHTapUH HHTEPAaKTUBHOI'O CEpPBHUCAa SPrOHOMHUYHBI U MHTYUTUBHO MOHSTHBI
JUIS IOTpeOuTeNei.

KpanudunupoBanHoe obcayxuBanume. OpraHuzanus Bcex ¢opM cepBHca
obecrieunBaeT BHICOKHH YPOBEHb KBaTM(HUKAIIMN ¥ KOMIETEHIMH 0OCITy)XHUBAIOLIEro
NepcoHalla OpraHUu3aIiu.

IIpo3paynocTe OH3Hec-mpoleccoB O0OCHyKMBAaHHS NOTpeOHTeNedl H
00bLEeKTHBHOCTh pacCMOTPeHHsl KaJjo0 mnorpebuTeneil. bu3Hec-npoecch
obcmyxuBaHus mnorpebuTeneil ¢opManM30BaHBI, ONMCAHBI K IPO3pPadHbl I
obecrieueHUs] KOHTPOJIUPYEMOCTH W YIPABISIEMOCTH MNPOIENYP B3aUMOIEHCTBHUS C
notpebutensmu. O6mectBo unu 1O obecrnedynBarOT OOBEKTHUBHOE M HEIPEIB3SATOE



paccMOTpeHHe Xalo0 B yCTaHOBIEHHEIE CPOKH, BO3MOXHOCTh 00Kan0BaHus pPEIleHUH,
MOPSAJIOK KOTOpPOTO JIOBOIUTHECS OO IMOTpebuTeNnedl B COOTBETCTBHH C MPHUHIIUIIOM
DOCTaTOYHOCTH UH(OPMUPOBaHUS.

3. Oprasuzanus cucreMbl 06C/Iy;KHBaHUS NOTpebOUTeIEH
3.1. OO6mue noJiokeHust

s moctpoeHus 3P QeKTHBHOH CHCTEMBI B3aUMOJEHCTBHA C NOTpPeOHUTENIMU
yCIIyr Ha BCeX YpOBHSAX CTPYKTYpel ympaBieHus OOmecTBa  JDOJDKHBI
(GYHKIIMOHUPOBAaTh OpraHU3al[MOHHBIE 3JEMEHTHl JaHHOM CHUCTEMBI, WM yKa3aHHBIE
9JIEMEHTBI CHCTEMBl JOIDKHBI OBITh IHeHTpanmuzoBaHbl 1no IK TITITO =
(bYHKLIMOHMPOBATh Ha TEPPUTOPHH 3KCILTyaTallMOHHON oTBeTcTBeHHOCTH OOIIecTBa
uiu J10.

Ha ypoBne ucnonaurtensHoro annapata O6mectsa QyHKIMY 110 KOOpIUHALIMY H
KOHTPOJIIO pabOThl CUCTEMBI B3aUMOAEUCTBHUS C MOTPEOUTENSIMHU YCIYT OCYIIECTBIIIOT
YipaBneHue NEepCHeKTUBHOIO pPa3BUTHUA M CONPOBOXKICHUS WHBECTHUIIMOHHBIX
IIpOEKTOB U YnpasieHue cobita ObmecTBa.

VYipaBneHHe IepCleKTUBHOTO Pa3BUTHUS M COIMPOBOXKIEHUS WHBECTHLIMOHHBIX
npoeKToB U YupapineHue cOpita OO6IIecTBa OCYIIECTBISIOT METOAOJIOTMYECKHE,
KOHTPOJIbHBIE ¥ KOHCOJMUAUPYIOKe QyHKIHUH, ¥ pelialoT CleIyrolIue 3a1aqu:

a) pa3paboTka KpaTKOCPOYHBIX, CPEIHECPOYHBIX M JOITOCPOYHBIX CTpaTeruit
nesitensHOCTH OO1IecTBa B 00J1aCTH B3aUMOAEUCTBHS C IOTPEOUTENSIMU YCIIYT;

6) pazpaboTka METONONIOTMYECKUX M pPErjJaMeHTHPYIOIIUX [JOKyMEHTOB B
obJacTH B3aUMOJEHCTBYS C OTPeOUTESIMU YCIIYT;

B) 00111as1 KOOpAMHALIMS IEATENILHOCTH N0 0OCITyXKHBaHUIO ToTpebureneit ycayr
Ha TeppuTOpuH oTBeTcTBeHHOCTH Ob1ecTBa uinn O, pa3BuTie U KOHTPOIb B 06/1aCTH
B3aHMOJEMCTBHS C MOTPEOUTENIMH YCIYT;

I') MOHUTOPHUHT KadecTBa OOCTy>XHUBaHUS noTpeduTeneir u xadectBa yciayr I'K
I'TITD B obsacTu NOOKIIOUEHHS U BEIBIEHHE UMEIOIINXCA IIpobiieM;

I) popMupoBaHHE M pa3BUTHE KaHAIOB OOpaTHOM CBS3U € IMOTpeOHTENIMH
YCIIyT;

€) KOHTpoNIb coOmoneHuss TpeboBaHui Hactosmero CraHaapTa, UCIOTHEHHUS
PeriiaMeHTOB opraHMU3alliy, periaMeHTOB, a Taloke IPYTHX JOKAJIBbHBIX HOPMaTHUBHBIX
aKTOB B O0NacTH B3aUMOJEHCTBHA C MOTpeOUTENsIMU YCIYyT, IEHCTBYIOIIUX B
O6mectse.

Ha ypoBHe ammapata ynpaBienus 1O pabotry cuctemsl 0OCTy>XKHWBaHUS
nmoTpedureneit yciayr obecredrBaroT COOTBETCTBYIOIINE CTPYKTYPHBIE TOApa3eIeH s,
OTBETCTBEHHBIE 3a OpraHHU3allMI0 MPOLIECCOB MOAKIIOYEHUss M cObITa ycuyr
NOTpeOUTEIIM.

VYka3aHHBIE OTBETCTBEHHBIE CTPYKTYPHBIE ITopa3felieHus, Ha YpOBHeE allapara
ynpaBnenus J[O, OCyIIECTBISIOT KOHTPOJBbHBIE M KOHCOIHIUpYyIOmKe (GYHKIUN U
peIaroT cieayroliyie OCHOBHEIE 3aa4u:

a) OpraHM3aIys Ka4eCTBEHHOI'O CEpBHCA IIPU OYHOM, 3a0YHOM OOCIY)KMBaHHHU
nmotpedureneit ycayr ¢ yderom TpeboBanuit Hactosmero Cranmapra, PermameHntoB
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OpraHM3alliM, a TaK Xe JAPYTUX JIOKaIbHBIX HOPMAaTHBHBIX aKTOB B 00J1acTH
B3aHMMOJIEACTBUS C IOTPeOUTENSIMH, AEHCTBYIOIUX B OpraHU3allHH;

0) KOHTPOJIb UCTIONHEHHS] MEPOIIPUATHH 110 0OpalleHUsIM oTpeCuTeNei;

B) OpMHUpOBaHHE aHATUTHYECKOH OTYETHOCTH [0 B3aUMOJEHCTBHIO C
notpebuTensaMu yciyr, ananus pabotsl JJO, 1o KIHEeHTCKOMY HallpaBlIeHHIO;

I) IpOBEEHHWE MapKeTHHIOBBIX MCCIEJOBaHUHA 110 H3MEPEHHIO YpPOBHA
yAOBJIETBOPEHHOCTH NOTpebUTENEH YCIYT U KaueCcTBY 00CITy)XKUBAaHHUS;

1) KOHTPOJIb KauecTBa obciyxuBanus notpedureneit J10;

€) KOHTpoJb cobimofienns TpeboBanuil Hactosmero CraHmapra, HCIONHEHHS
PernaMeHTOB opraHm3anuM, a TaKk K€ APYTHX JOKAIHHBIX HOPMAaTHBHBEIX aKTOB,
IOeUCTBYIOIINX B OpraHU3aLIHH.

IIpu nByxypoBHeBoli cxeMe ympasineHus O omnepanuoHHble (QYHKIHH I10
B3aMMOJEHCTBHIO ¢ MOTPEOUTENIMHI YCIYT MOTYT YaCTHYHO BEITIOJHATHCS Ha YPOBHE
ucnonHuTenbHoro annapata O u o0s13aTeNIbHBI 71 BRITOJHEHUS €ro (QHIHATaMH.

Cotpyznnuxu npo¢unsHeIX moapasaenenuii O6mecrsa wiu O, B OCHOBHBIE HIIH
B JOIOJHUTENbHbIE QYHKIUH KOTOPBIX BXOJUT OKa3aHHE YCIYT, B3aMMOAEHCTBYIOT C
ViopaBneHueM MEpPCHeKTUBHOIO Ppa3BUTHA M CONPOBOXKIEHHS HHBECTHIMOHHBIX
IpoeKTOB M YmpaBieHueM cObiTa OOmecTBa B paMKax CBOE€Hl KOMIIETEHLIHH B
COOTBETCTBMHM ¢ HacroammM CraHIapToM W  BHYTPEHHHMH JIOKQJIBHBIMH
HOopMaTuUBHBIMH akTaMu OOmectBa. Kaxmoe w3 mNpodMIBHBIX MOApa3/e/IeHHUd,
JesITEIbHOCTh  KOTOpPBIX 3aTparuBaeT MHTEpPECHl IOTpeOuTeneil ycimyr, Ha
CUCTEMaTU4YeCKOil OCHOBE JaeT IMpeNOXeHHs IO YIydIleHHro paboTel C
NOTpeOUTENAMU U YJacCTBYET B pean3al[iil COOTBETCTBYIOIIEro IIaHa MEPOIPUATHI
HOBBIIIEHHS Ka4eCTBa 0Ka3bIBAEMBIX YCIIYT.

B cimyuae nentpanuzauuu GyHKIUH B OM3HEC-TIPOLIECCOB 10 B3aHMOAEHCTBHIO C
notpedurersaMu yeryr no I'K I'TITO Bce QyHKIMM MO KOOPOHHALMM U KOHTPOJIO
IAaHHOTO HaIlpaBlIeHUs Ha TeppUTOpHH cyOpekTa PD ocymiecTBiseT COOTBETCTBYIOIIEE
Vnpasnenue ObmecTtBa, Ha 6a3e KOTOPOro OCYIIECTBIIEHA IIEHTPATH3AIIHS.

Cucrema oOcoyxuBaHHA noTpeOUTENel yCIyr BKIOYaeT TpU (GOPMEI
o0cITy)KMBaHUS IOTpebuTeNel yCIyr: OYHBIA CEPBUC, 3a0YHBIN CEPBHUC U IEKTPOHHBIH
(MHTEepaKTHUBHEIN), KOTOPBIH MOXXHO OTHECTH K (OpMe 3a0YHOro OO0CTyXMBaHHS.
Wndopmanuonnsiit obmen Ob6mectBa wimm O ¢ 1HOTpeOUTENIMH  yCIyT
OCYILECTBIISIETCS IIOCPECTBOM KaHAJIOB KOMMYHHUKAIIHH.

O4Hoe oOcmy)XUBaHHE OCYIIECTBIISETCS IIOCPEICTBOM JIMYHOTO KOHTAaKTa
norpebuteneit yciayr ¢ corpyaaukamu O6mectsa win JJO, B KOMIIETEHIMIO KOTOPBIX
BXOJUT B3aUMOJEICTBUE ¢ NOTpPeOUTENIMH YCIyT (Hajee - COTpyIAHMK). [Ipu ouHoM
oOCITy’)KMBaHMM KaHalaMH KOMMYHUKAUMH SIBITIOTCS (GPOHT-OQMCH (KIHEHTCKHE
Oo(UCB/ITYHKTH 1O paboTe ¢ MoTpeOHTENsIMH) CO3JaHHBIE Ha 0ase IoApasieeHHi
O6mectra u(umm) J10.

3aouHas ¢opMa OOCITyXHBaHUS OCYIIECTBISAeTCS Oe3 JIMYHOrO KOHTAKTA
norpebureneit ycayr c corpyaHukamd. IIpu 3ao4Hoii dopMme oOcayXKuBaHMS
NOTpeOUTENS YCIYT UCIIONB3YIOTCS CIEIYIONINe KaHaJIbl KOMMYHHUKAIMH: TeledoHHast
CBA3b, UHTEPHET-IIpHEMHAs KOMITaHUH, JIMYHBIH KaOMHEeT KiIMeHTa, e-mail cepBHCHI,



IMOYTAa ¥ KIIMEHTCKHUH SAIIUK.

noTpeCHTENIMH)

Tabnuna 1.
PacnpeneneHHe KaHaJIOB KOMMYHHKAaITUH 110 (bOpMaM 06CI[y)KHBaHPI$I
Popwma Kanan koMMyHHKauHuu Bup o6pamenus
o0ciTy’)KMBaHUS
KnuneHnrckue oguchl
Ounas popma (ppouT-othuckl/myHrKkTH 0 pabore ¢ {O4Hoe obpaieHue

3aouHad ¢opMma

TenedonHbI 3BOHOK

dakcopoe obpameHne

TenedoHHas cBsa3b

O6pautenne Ha ['010COBO# MOYTOBbIH AMHUK

SIS, mms-coo0LeHus

INoura [TuceMo uepes nouty

KnueHTckuit smmk [Tiucemo uepes KnmeHTCkui SIuk
3aounas popma E-mail cepBuc DJIEKTPOHHOE MHCHMO Hepe3 e-mail
HHTEpaKTHBHAs MHTepHeT-IpueMHas OnexTpoHHoe ofpamenne B HTepHET-TpHEMHYIO
(3nexTponHas) b} (R S SnexTpoHHoe ob6pamenue yepes JImiHbIi kabuHeT
topma KIHEeHTa

3.2. IlepeueHb yCJIyr H CPOKH O4YHOI0 00CIY:KHBAHUA NOTPeOHTE ek

OO1ecTBO NP OCYIIECTBIEHHH OYHOro OOCIy)XWBaHHSA MOTpeOuteneil B

oducax

ofcryxuBaHus  norpeOuTeneld  OKa3bIBaeT

NIpe/ICTABIICHHEIE B ClleIytomleil Tabnuiie.

ycryrd  (IpOLECCHI),

Tabmuma 2.
IlepedyeHs ycayr (IIpOLECCOB) OYHOI'0 OOCITY)KUBaHHUS
Ne .. Ilepeuyens yenyr (npoueccoB) 04HOro 06cyKMBaHUS Cpoku
1 [TpueM u perucrtpalis o4HOro obpaieHus noTpedureNns, perucrpanus 3a oHO MOCeleHue, B
KOHTaKkTHOH HH(bOpMaluK noTpeGuTens, NpeBapUTebHas NpoBEpka CITy4ae KOMILIEKTHOCTH
KOPPEKTHOCTH OthopMIIEHHS 3asBOK Ha OKa3aHUe YCIYT, KOMILIEKTHOCTH NOKYMEHTOB H [IOJIHOTHI
IOKYMEHTOB H NOJIHOThI CBEIEHUI B 3aBKe B COOTBETCTBHHU C TpeOOBAaHUAMHU (CBELEHHI B 3asBICHHU
HOPMaTHBHBIX [PaBOBBIX aKTOB:
1.1 npueM xanobbl notpebuTens B NHCbMeHHOH hopMe 3a 0HO MOCelIeHHE
12 npHeM 3a7BKI/3asBJICHNA Ha OKa3aHue yCIyr B MUCbMeHHO# dhopMe, B ToM [3a 0IHO MocelleHHE, B
quChe: CJTyuae KOMILIEKTHOCTY
12.1 3asBIIeHHs 00 onpeleNieHNH TeXHM4ECKOH BO3MOMKHOCTH U BbIAAYH llOKyMeH“TOB H TOJTHOTBI
TEXHUYECKUX ycnognﬁ CBCACHHUHU B 3asBJICHUH
1.2.2 3asBJICHH O NOJTyYeHUH HH(OPMaLKH O IUIaTe 3a NOAKMOYEHHE
1.2.3 3asBKH Ha 3aKMOYeHUe (BHECEHHE U3MEHEHNMIT) I0TOBOPa O MOAKIIOYEHHH
1.2.4 YBEIOMJIEHHA O 3aKJII0OYEHHH COTJIAMIEHHs O NepepacipeneNeHHH
MPUCOEAMHEHHOM MOIHOCTH
1.2.5 3asjBJIEHHs Ha 3aKUIIOYEHHe JOoroBopa 06 oka3aHUH ycyT
1.2.6 3ampoca o0 COTNacOBAHMM MECTa YCTAHOBKH NMPHGOpa ydeTa, CXeMbl
nonxmoueHus npubopa yuera ¥ HHBIX KOMIIOHEHTOB U3MEPHTENILHBIX
KOMILIEKCOB ¥ CHCTEM YUeTa, a Takke METPOJIOTHIECKUX XapaKTEpPHUCTUK
npubopa y4era
1.2.7 3ajBKH O HeOOXOAUMOCTH CHATHS KOHTPOJIbHBIX NIOKa3aHMUi
cylecTByrouero npuéopa yiera
1.2.8 3as4BKH Ha OCYLUECTBJIEHHE HOMycKa B 3KCILTyaTauuio npubopa yuera
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1.2.9 3asBJICHHA Ha 060py0BaHHe TOYKHM NOCTABKH Mpubopamu yueTa
1.2.10 3as1BKH Ha 3aMeHy npuOOpoB ydeTa
12.11 3as1BOK BO30OHOBEHHE NOCTABKH YCIYTH N0CJIE OrpaHH4eH s /
OTKJIIOYECHHUA
12,12 CBeAEHHH O BbINIOJIHEHHH CaMOOIPaHUYEHHA TOCTABKU YCIYTH
1.3 IpHeM 3aiBOK Ha OKa3aHHe JOMOJIHUTENbHBIX YCIYT, IpOBepka 3a 0HO NOCEILEHHE, B
cobmoaenns TpeGoraHuil k Gopme, noJHOTE cBeAeHUH B 3asBKE U HAMYUA/CTYYae KOMILIEKTHOCTH
JOKYMEHTOB, NIPIWIOKEHHBIX K 3a8BKE, B COOTBETCTBUM C HODMATHBHBIMY  [ROKYMEHTOB M ITOJIHOTbI
NpaBOBLIMH aKTaMM H JIOKAJIbHBIMH HOPMaTHBHBIMHU aKTaMH CBE/ICHHIi B 325BJICHAN
14 npHeM coobuiennii o 6e3noroBopHoM (6e3yueTHOM) notpebieHun 3a oAHO NoceleHne
TEIUIOHOCHTENS U TEIIOBO SHEPTHH, O XUIIEHHH O6BHEKTOB CETEBOTO
X03siicTBa
2 [Tpuem nokasaHuii npuboOpoB yuyera 3a oaHO nocelieHne
3 [penocraBneHne cripaBouHOil HHQOpMaLKH o aesTenbHocTH OOWecTBa WK {32 OAHO NocelleHHe
0, no Bonpocam 0OKa3aHUs YCIIyT, B TOM HHKCJIe PEA0CTaBIEHHE TUIIOBBIX
(hOpM JIOKYMEHTOB
4 [IpenocTaBneHye KOHCYNbTallMil 10 BOpocaM okaszaHus ycayr ObmecTsoM uny3a oHO noceileHue. B
unu J10. CJTydae OTCYTCTBHUA
nHbopMaluy y paboTHuKa,
OCYILECTBIISIOIETO O4HBIii
MpUEM, JUIA IpeJOCTaBIEHUA
KOHCYNbTaLUH PabOTHUK
PErUCTPUPYET MUCbMEHHOE
obpalueHue, OTBET Ha
KOTOPOE IPENOCTaBNACTCSA B
CPOKH, PETyCMOTPEHHbIE
«AHcTpyKumei no
IOKYMEHTALIMOHHOMY
obecrneyeHuIO ynpaBleHus B
IAO I'a3npoM TEIUI03HEPTON,
'YTBEPXKACHHON IIPUKa30M
IAO «I"a31poM TEIUI03HEPro»
ot 19.10.2017 Ne 176-TTPK
5 [NpenoctaBneHne HHGOPMaLUK O CTAaTYCe HCTIONHEHN 3asBKU Ha OKa3aHME (33 OJIHO MOCEIIEHUE
lyCITyT, IpoLiecca 3aKI0UeHHs JOroBopa OKa3aHus yCIIyT, pacCMOTPEHHA
obpallieHus, CoiepKalIero xanoby.
6 Briaavya 10KyMEHTOB NOTpeOUTENSIM, B TOM YHCIIE JOTOBOPOB Ha OKa3aHHE 33 OIHO NOCELIEHHE
ycIyr, KBUTaHLMH, cC4eTOB- (JaKTyp Ha OIUIaTy yciyr, JOKyMEHTOB IO
pe3yJibTaTaM OKa3aHus yclyr (akToB), akToB Ge3yueTHoro (6e310roBOpHOro)
noTpeGneHus, yBeioMieHui 06 orpaHUMeHHY / OTKITIOUYEHUH NIOCTAaBKH YCITYTH,
Npo4Ke JOKYMEHTBI.
7

[penocrasnenne UHGOPMALUHK O IPUYHHAX U CPOKAX MEPEPHIBOB Nepeqauu
TEIUTOHOCUTEIIsS M TEIUIOBO# 3HEpIruy, MpHunHAX HecobmoaeHus TpeGoBaHuii K
napaMeTpaM ee KauecTBa, 0 JaTe H BpEMEHH BOCCTAHOBJIEHUS Nepenayn
TEMIOHOCHTENA U TEILI0BOH 3HEPryH, a Takike 06 obecneyeHNH cOOTBETCTBUA
Ka4ecTBa TeTOCHa0keHus Tpe6oBaHUAM 3aKOHOAATENLCTBA.

3a oiHO nocemenue. [1pu
OTCYTCTBUM MH(OpPMaLINH y
COTpYHHKA HA MOMEHT
BXOJUILLET0 NOCEIEHNM,
COTPYIHHK NpPENOCTaBAeT
OTBeT noTpeburemo He
nozaxee 4 yacos (npu
npenocTaBieHHH 3asBUTENIEM
CBOETO TeNnehOHHOro
HOMepa) ¢ MOMeHTa
[PErHCTpaLMH obpalleHus ¢
3anpocoM. Eciin obpamenue




conepxurT xanoby u
H3/10)KEHHBIE (PAKTHI
TpeGyloT aHaIu3a
MaTepualioB, TO COTPYAHHK
npemaraeT noTpebuTemo
HanpaBuThk B O61ecTBO
nyckMeHHOE obpalleHue, 1o
(hopme ANEeKTPOHHOTrO
TOKYMEHTa, WX 0QOPMHUTD
oOpallieHHe Ha THIIOBOM
6naHKe NpH NocelmeHHU
¢$poHT 0duca, oTBET
MPEIOCTABIIAETCA B TEUEHHE
30 nueii
8 [TpueM IutaTexeli 1o JOroBOpaM OKa3aHUs yCIIyr 3a OJIHO MOCEINEHHE
9 Bblaaya HHIMBUIYalbHOTO IOTHHA U NApoJid s A0CTYNa B IMUHbIHA kKaGHHET [3a 0fHO MoceleHHe
noTpeduTeNs
10 [IpueM H BblIada JOKyMEHTOB MOTPEOUTENM YCITYT, B TOM YHCJIE 110 IOTOBOPAM(3a OIHO TIOCELIEHHE
Ha OKa3aHHe yCIyr
11 [IpoBeJeHNe LieNeBbIX ONPOCOB, aHKETHPOBAaHMA NOTpebuTeNell Ui U3y9eHHs B COOTBETCTBHH C
PHIHKA [I0T€HUHATBHBIX JONOJHUTENbHBIX CEPBHCOB, IEPCMEKTUBHBIX NOKaIbHEIMH
HanpapJICHHI Pa3BUTHA KIHEHTCKOTO CEPBHCA KOMIIAHHH, YIOBIETBOPEHHOCTH {HOPMATHBHLIMM aKTAMH
noTpe6GuTeneil kauecTBOM OKa3bIBAEMBLIX YCITYT O61mmecTBa
12 [TpoBesieHYe LiENEBbIX OMPOCOB, aHKETHPOBAHHUA MOTpeduTeNel U1 OLIEHKH  [3a OAHO NOCEIIEHHE B CPOKH
Ka1ecTBA OKa3bIBAEMBIX YCIYT H 06CTyKUBaHUA OTpeIeNIeHHbIE JIOKATbHBIMH
HOPMaTHBHBIMH aKTaMU
O61mecTBa
13 dopMHpOBaHKE CTATUCTHYECKOl OTIETHOCTH 110 paboTe ¢ OYHBIMU
obpaueHusaMHU notpeburenei ycmyr
14 KOHTpOJIE KauecTBa OYHOI0 06CITY)KMBaHUA B IMyHKTaX 110 paboTe ¢ ® CPOIit OrpEIETCHiLIe
noTpebuTeNAMH OKAIBHEIMH
15 Opranusanys u npoenenne PR-kamnanuii' Ha momanke GppoHT oduca, FOPMATHBHLIMH aKTaMH
HarpaBJIeHHbIX Ha (OpPMHpPOBaHUE MONOXUTENIbHOrO UMHmka O6mectsa u 'K Obmecrsa
['TITD y notpebureneii

3.3. 3aouHoe o6ciay:xHBaHHE NOTPeOHTENEH

3.3.1. TpeGoBanns K oOpraHuzauud  OOCJHYXHBAHHA  TNOCPEACTBOM
TeJiepOHHOM CBSI3H

B nmemsx opraHuszamuu 3a04HOro oOciyxuBaHHsA moTpebuteneit B OOmecTBe
JIOJDKHO OBITh obecriedeHO (GYHKIIMOHUpPOBaHUE TeNne(QOHHOU CBSI3U Y COTPYIHHKOB
y4acTBYIOIIUX B IIpoIieccax OKa3aHUs YCIIYT U 00CITy)XHUBaHUS IIOTpeduTeNel, BKIroqast
IIPOIIECCHl IO MOAKIIOYEHHIO, KOMMEPUYECKOMY YUeTy TEIUIOHOCHTENS U TeILIOBOH
DHEpruy, IiepeAade TEIUIOHOCUTENsS U TEIUIOBOH DSHEPTrHH U IpPeKpallleHHI0
DHEProcHabXKeHHUs.

TexHonorudeckas apxuTeKTypa obecredmBaromas TeleGOHHYIO CBS3b C
noTpeOUTENIMH, BKITIOYAs TaKUe XapaKTepUCTHKH KaK KOJIMIECTBO KAHAJIOB CBS3H, X
MIPOITYCKHYIO CIIOCOOHOCTH, HAJIMYME METONOB MX pe3epBHUPOBaHHS, HENMPEPHIBHOCTH

! ®opme1 PR-kaMnaHuii: koH(EpEeHLHs, IPE3EHTALMH, NEHb OTKPLITHIX IREPEH, BRICTABKH M T.A.
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IesITEeNIbHOCTH M aBapUHOI0 BOCCTAHOBJIEHMS, OIpEAENseTCs HCXOAS U3 €IUHBIX
TpeboBaHMII KayecTBa OOCHYXHBAHHMS M CIIpOCa CO CTOPOHBI IOTpeOuTeneil Ha
TesiepoHHOE 06CITy)KMBaHKE IO BOIPOCaM:

a) OCyIeCTBIEHHS MOAKIIOYECHHUS;

0) okazaHHs ycIyr TelsocHaO)KeHHd, Iepeladyd TEIUIOHOCHTENIs M TEIIOBOH
SHEPruH, TOPSIETO BOJOCHAOKEHNUS;

B) OpraHM3allUd ydeTa TEeIUIOBOM JHepruW, Iepeladd TEIIOHOCUTEN U
TEILIOBOU YHEPTUH, rOpsSIero BOJOCHAOKEeHMS;

I') OpraHM3aiu oOCITy)XHBaHHSA NOTpebuTenell, NpefoCTaBIeHUsI KOHTAKTHOM
uHpopMauu oducoB 0OCITyXMBaHUS NOTpeOUTeNed, 3almUCH Ha OYHBIA INIpHEM, a
TaKKe MOJIb30BaHUS WHTEPAKTUBHBIMH cepBHCcaMH oduIansHoro caifta O6mecTsa,
caiitoB 10 B cetu HTepHerT;

1) HECOOTBETCTBUS KauecTBa Nepeladyd TEIUIOHOCUTEN U TEIUIOBOH 3HEpruH
TEXHUYECKUM perjlaMeHTaM U UHBIM 00s3aTeIbHBIM TpeOOBaHUM;

€) [epepbIBOB B Iepesiade TEIJIOHOCUTENS U TEINIOBOM SHEpPIyH, IIpeKpaIleHus
JIM OTpaHUYEHHMs PeXXHUMa UX NepenadH.

3aoqHoe 0OCITy)XHBaHHE IO BOIPOCaM, yKa3aHHBIM B HOIITYHKTaX «I» H «e»
HACTOSAIIETO [ofipa3jieia, OCYIIECTBIETCA B peKUME ropsiuell INHUHN KPYTJIOCYTOYHO
6e3 BeIXOAHBIX B hopmare 24x7x365.

3aouHoe oOcoyxuBaHHe norpeburened 1O BompocaM, YKa3aHHBIM B
HMOITYHKTAaX «a)» - «I’» OCYILECTBIsIeT B paboune JHU BO BpeMs paboThl GpOHT-0HCOB
JO Bxomsamux B 'K I'TITD.

Hcnons3oBaHWe B KadecTBe Tropsuell JMHUM TeleOHHBIX HOMEpOB
onepaTuBHOro nepconana O6miecTBa A0y CKaeTCs TOJIBKO B 3KCTPEHHBIX CIydasX, IpU
yrpo3e XXU3HHU U 3A0POBBIO I'pakJaH IIpH aBapUIHBIX CUTYaIMsIX (HOIIycKaeTcs MpHeM
OIlepaTUBHBIM IIEPCOHATIOM COOOIIEHHUH 110 TeneoHaMm).

TenedoHHple HOMepa NOBOIATCA OO INOTpebuTeneld, 3Hepronorpedisioniue
yCTpOHCTBa KOTOPHIX HEMOCPEACTBEHHO IMPHCOEAUHEHBI K 00BEKTaM TEILUIOCETEBOTO
xo3giictBa O6mectBa w/wnu O, mytem pasMmelneHus Ha oOQUIIMANbHOM caiite
O6mectsa u 10 B cetn MuTepHeT U B GpoHT odricax o6CTyKMBaHUS TOTpeOUTENEH.

IIpp  ocymecTBIeHHHM  3a04YHOro  OOCIyXHBaHHs  noTpebuteneir ¢
HCIIOJIb30BaHKEM TelneOHHOU CBsI3U obecreunBaeTcs:

- JIOCTYIIHOCTH U HaJIeXXHOCTh paboTHI Tee()OHHBIX KaHAJIOB CBSI3H;

- mpueM 1 00paboTKa BceX BXOASIINX TesleOHHBIX BEI30BOB IIOTpeduTeneit, mpu
3TOM, BpeMs OXHJIaHUA IOTpeOUTeNeM OTBETa C MOMEHTa COeJUHEHHs (B ciydae
obcayxuBaHUs INOTpeOUTeNell C HCIONB30BAaHHMEM CHCTEMBl HHTEPaKTUBHOIO
rOJIOCOBOTO MEHIO - C MOMEHTa BBIOOpa MOTpeOuTeNeM KaTeropuu '"COeIUHEHHUs ¢
pabOTHHUKOM OpraHu3alud" B CHCTEME HMHTEPAKTUBHOTO TOJIOCOBOTO MEHI0) [0
MoMeHTa oTBeTa pabotHuka OO6miecTBa He HoJDKHO MpeBblath 40 cekyHA. Bpems
o6paboTky BbI30Ba (TenedOHHOTrO pasroBopa MoTpedutens ¢ paGOTHHUKOM) JOIKHO
COCTaBIIATh B CPEHEM 5 MUHYT;

- OCYIIIECTBICHHE MCXOAAIINX Tele(dOHHBIX BBI30BOB AN HH(OPMHUpPOBaHUS
notpebuTeNeil 1 npenocTapieHus NHGOpMaIUH 110 oOpalleHusIM oTpeduTenei;



- BeIeHHE ayJUOo3alMCH BCEX BXOMAIIUX M HCXOJMIIMX pPa3TOBOPOB C
noTpeduTeneM, o YeM NOTPeOHTENb yBeIOMIISETCS B Hadalle pa3roBopa ¢ paboTHHKOM
OOmrectBa.

3.3.2. 3agaun u pyHknun o6cay:KHBaHHS MOCPeACTBOM TeJieoHHOl cBA3H

Ileneto obOcmyxuBaHMs MOTpeOUTENedl IOCPeACTBOM Tele(OHHON CBS3U
ABIsiE€TCS TIOBBIIIEHHE 3(PQEKTUBHOCTH MNpsAMON U oOpaTHON CBs3eil KOMIaHUH C
NoTpeOUTENSIMH YCIyT A obecredeHus JIOSIIbHOCTH MoTpeOuTeNeit U NOBBIIeHHS UX
IOBEPHSL.

3aa4u 3a09HOT0 OOCITY)XKUBaHUS IOCPEACTBOM TellehOHHO CBSA3H:

- KAaUeCTBEHHOE M OIlepaTHBHOE OOCITy)XMBaHHE BCEX BXOMSIIMX BHI30BOB OT
noTpebuTenelt ycIyT 1o BceM BolipocaM AedaTenbHocTH OOIecTBa;

- OCYIIECTBJIEHHE HCXOMSIINX BBI30BOB C LIENBIO IPEIOCTABIEHHS OTBETA IO
3arpocy norpeburens, HHGOPMHUPOBaHUE IO BOIIPOCAM JOTOBOPOB OKa3aHUS YCIYT,
IIpOBEJIeHUsl ompoca MoTpeduteneit ycmyr o6 HX YIAOBIETBOPEHHOCTH KaueCTBOM
OKa3bIBaeMEBIX YCIIYT;

- aipecHoe HHObOpMUpoBaHHe noTpebutenei ycayr (0063BOH), B TOM YHCIE
aBTOMH(QOpMUpOBaHHE (aBTOOO3BOH, SMS-pacchbUIKa) IO IUIAHOBBIM M aBapUHWHBIM
OTKJTIOYEHMSIM IT0/1a4YH TEILNIOHOCUTENS U TETJIOBOM YHEPTUH B 30HE OTBETCTBEHHOCTH
ObmecTBa.

OcHoBHbIE ycIyTH (IIpolLecChl) 3a09HOI0 CepBHCa OKa3bIBaEMBbI€ IIOCPEICTBOM
TenedOHHOH CBsI3Y, IIpeCTaBlIEeHBI B ClleAytomel Tabnuie.

Tabmuna 3.
[Iepeuens ycayr (mpolieccoB) 3a0YHOT0 00CTyKHUBaHUSA IIOCPEICTBOM TeJle-
(GhOHHOI CBSI3U

Ilepeyens ycayr (mpoueccoB) 3204HOT0 Cpokn
00c/1y’KHBaHHS NOCPEACTBOM TesleoOHHOI CBSI3H
1 [Ipuem u 06paboTka BXOJALIMX BbI30BOB C HCHOJIb30BAHUEM MHTEPaKTHBHBIX npH TeneGoHHOM
ronocoBbIX MeHi0 IVR-cucTeMsl. BLI30BE
notTpebuTtens
2 [Ipuem, peructpanus, o6paboTka BXOMALIMX BbI30BOB NoTpeduTesneii ¢ 3anpocoM |npu Tene(poHHOM BHI30BE
crnpaBOYHOH HH(OPMALMU U KOHCYNbTALIHi, 10 BONPOCaM MpPeJOCTaBIeHUA notpeburens. [Tpu
OTBETa NOTPeOUTEMO U 3anUcH noTpeGuTeeil Ha MpHeM B oduc 06CTY)KHBaHNUA (OTCYTCTBHU
1o BONpOCaM: uH(popMaLuy y
21 - OTpeieNIeHUs TEXHHYECKOH BO3MOXKHOCTH M BBIIa4H TEXHUYECKUX YCJIOBUI HAa (COTPYIHHMKA Ha
N0 JKJIIOYEHHE; MOMEHT BXOJALIEr0
2.2 - onpeieNIeHye TUIaThl 33 MOAKIIOYEHHUE; 3BOHKa
2.3 - OCYUIECTBIIEHHS NOAKIIOUEHH norpeburens,
24 - 0Ka3aHHUsA YCIyT Nepeaqyy TEIUIOHOCHTENS Y TEILIOBOH SHEPTHH, COTPYZAHHK
) TeNIocHabxeHus [IPpEAOCTABILAET
2.5 - OpraHy3aLy y4eTa TEIUIOHOCUTENA H TEILUIOBOI SHEpTrUH OTBET
2.6 - OpraHu3aLuy 06CITyKMBAHUA NIOTpeOUTENEH, IPEIOCTARNIEHU] KOHTAKTHOM noTpeGHTENIO He no3aHee 4
MHGOpMaLMK 0PHCOB 0GCITyKMBaHMA NOTPEOUTENEH, 3aMIMCH Ha OYHbII IpueM, a [12C0B C MOMEHTa
TaKoKe [0JIb30BaHWs UHTEepaKTHUBHBIMHM CEpBUCaMy O(ULIHATILHOTO caifTa PEruCTpaLiy 0OpalleH s ¢
O6wmecTsa B cetd VIHTEpHET 3alIpocoM
3 OcylecTBieHHe NCXOAAIUX BEI30BOB U1 YBEAOMIIEHHS IOTpeOUTENel Win He 1o3/1Hee 4 4acoB €
npenocTaBieHns uHGopMannu o ofpameHuo noTpeburens MOMEHTa PETHUCTPALiH
obpaleHus ¢ 3aMpocoM
4 [Ipuem noka3zanuii npu6GopoB y4eTa, noTpe6iseMbIX B KIWIbIX HOMEIIEHUAX npH Tene(oHHOM
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[YCITYT, B CJIy4asX, MpeIyCMOTPEHHbIX YCIOBHAMHE 3aKIFOYEHHbIX JOTOBOPOB H  [BBI30OBE
rpe6GoBaHMAMY AeiCTBYIOMIErO B chepe TeocHabKeH)s 3aKOHOIATeIbCTRA. noTpeburens
5 [Tpuem, peructpauus, o6paboTka BXOAAINX BEI3OBOB NOTpebuTeseii ¢ NpH TenedOoHHOM
coobmeHneM o 6e310roBOpHOM H Ge3yueTHOM NMOTPEOICHNH TEIUIOHOCUTENS U [BHI3OBE
TEIJIOBOH 3HEPIHH, a TAIOKE O XUIIEHHH 00BEKTOB TEILUIOCETEBOTO X035lCTBa notpedutens
O6mecTtea
6 IpueM, peructpauns, o6paboTka BXOIAMIMX BHI30BOB oTpebuTeneii ¢ npH TenegoHHOM
co06IEHHEM O HECOOTBETCTBUM KaueCTBa TEIUNIOHOCHUTENS U TEMNOBOI SHEPrUH  [BHI3OBE
TeXHU4EeCKHM pernaMeHTaM U HHbIM 00s13aTenbHbIM TpeboBanuaM. [lepenaua notpeburens
yKa3aHHBIX coofmeHni onepaTHBHOMY nepcoHany O6mecTBa (rpu
HE00X0AHMOCTH)
7 [Tpuem, peructpalys, 06paboTka BXOIAIIUX BbI30BOB NOTpebUTENEi C npH Tesie(oOHHOM
coOOIIEHHEM 0 MMPEKpalleHHH Nepeaayl TeIUIOHOCUTENS U TeIUIOBOIi SHEPTHH.  [BBI3OBE
TMepenaua yka3aHHLIX COOOIIEHHH onepaTUBHOMY nepcoHanmy ObmecTsa (pd  [moTpeburens
Heo6X0aMMOCTH)
8 [Mpuem, peructparus, 06paboTka BXOAAIINX BhI30BOB NoTpebuTENEl ¢ 3anmpocoM |mpu TenedoHHOM
HH(pOpMaLMH 0 INTAHUPYEMBIX CPOKaX BOCCTAHOBNICHHA TEILIOCHAOKEHUsA, 0 [BLI30BE
BOIPOCaM 00ecrneueHHs COOTBETCTBHA Ka4€CTBA TEIUIOCHAOKEeHNA TEXHMYECKUM |moTpeGuTeNns
erJlaMeHTaM H HHbIM 06si3aTenbHbIM TpeOGOBaHHAM
9 OcyiecTBIeHNE UCXOAAIINX BbI30BOB U1 YBeJoMJieHus notpebuteneii 06 B CPOKH,
@BapUHHBIX CUTYaLMAX HA TEIUIODHEPTeTHYECKOM H B TEIIOCETEBOM [yCTaHOBIIEHHbIE
060pyA0BaHUY, PEMOHTHBIX M NMPOdUIakTHYECKUX paboTaX B NOPSIKE H CPOKY, |[IOrOBOPOM Ha
[YCTAHOBJIEHHBIE JOTOBOPOM [YCITyTH TeIUIoCHa6KeHusA
W/ Wi
nepegave
TEIUIOHOCHTEA U TEILIOBOHR
SHEPTUH
10 OcyliecTBlIeHHE UCXOAAIIKX BbI3OBOB AJIs YBEAOMAEHHA NoTpebuTeneil npu He mo3qHee 8 4acoB ¢
OCYIIECTBIEHUH NOAKIIOYEHHS, OKa3aHUA YCITYT U IIPH OCYLIECTBACHUH MOMEHTa perucTpaLuu
KOMMEPYECKOr0 y4yeTa TEIUIOHOCHTENS H TEIUIOBOH SHepruu obpalieHus ¢ 3ampocoM
11 OcyiecTBIeHEe HCXOIAIINX BHI30BOB MUl OTBETA NOTpeOHUTENIM Ha o0palleHus, [He No3aHee 4 YacoB ¢
Ha KOTOpbI€ He 61710 BO3MOXKHOCTY NPEAOCTABUTh OTBET HENOCPEICTBEHHO NMPH [MOMEHTA PETHCTPALIUK
MOCTYILIEHUH o6paleHus obpalieHus ¢ 3apocoM WK
no axry
HaCTyILIEHHUSs
MHHLIAMPYIOLIETO
cOOBITHS
12 [Ipuem, peructpauus, o6paboTka BXOIALMIMX BLI30BOB noTpebureneit, HpH TeNie)OHHOM BBI30BE

conepalluxX xkanoby, u MpeIoCTaBIeHHE OTBETA NOTPeGHTEMO

notpedutens. Ilpu
OTCYTCTBHH

HHbOpMaLHUY Y
COTpYAHHKA Ha

MOMEHT BXOAAILETO

3BOHKa

noTpeburens,

COTPYAHMK

MpENOCTaBIAET

OTBET

noTpebuTeNio He nosaxee 4
HacoB C MOMEHTa
[pErucTpaLyy obpameHus ¢
3anpocoM. Eciiu o6parueHue
COIEPXKHT xKainoby u
H3J10)KEHHbIE (haKThl
TpelyloT aHaIu3a
MaTepHaoB, TO COTPYIHHK
npeanaracT HalpaBUTh B
O61ecTBo o6paleHue B
nucbMEHHOH dopMe WK no
(hopMe 3JIEKTPOHHOTO




lmoxymenTa
13 MudopmamoHHoOe B3aMMOREHCTBYE C ONIEPaTHBHLIM nepcoHanoM ObuecTsa npy
NOCTYILUIEHNH 00palleHuii 1o BOMpocaM HECOOTBETCTBHA KayecTBa
TEMJIOCHA0KEHHUS TEXHHYECKUM pErjIaMEHTaM U MHBIM 00A3aTeNbHBIM
Tpe6GOBaHIIM, IEPEPHIBOB, NPEKPALIEHUS NEpeAauy TEIUIOHOCHTENS U TEIUIOBOH
PHEpPryUu HHGOPMaLNY aBapHiHbIX U IUIAHOBBIX OTIUIYSHHSX TEIUI0CHAOkKEeH!A
14 [poBeneHNe LENEBLIX ONMPOCOB, AHKETHPOBAHHSA MoTpebuTeneli AN OLEHKH [To akTy HacTyILIEHUA
KauecTBa OKa3bIBAEMBIX YCIIYT U 06CTyKHBaHUA WHULIHHPYIOIIETO COOBITHSA
15 OnoBelIeHHe COLMATbHO-3HATUMBIX H IPOMBILUIEHHBIX NoTpebuTeneit, eannbix |[1o ¢akTy HaCTyILIEHHUS
reruiocHabxatromux opraduzauuii, TCK o IiaHOBbIX H aBapHIfHBIX OTKIIHOYEHUAX|MHHLHUPYIOMEro CoOLITHS
16 IABTOMH(OPMUPOBAHHE NOCPEACTBOM aBTOOO3BOHA M SMS-ONOBEMEHMS O Mo akTy HacTyIUIEHHA
MJIAHOBBIX M aBapUIHBIX OTKIIOYEHHAX NoTpebuTeneii HHULMHPYIOMIETo CoBBITHA
17 |ABTOYBEIOMJIEHHE NOCPEACTBOM aBTOO03BOHA U SMS- ONOBEILEHHUS NPH [Mo ¢axTy HaCTYIIEHUA
HCTOJIHEHHH JOTOBOPOB OKa3aHHs YCIYT, OCYIIECTBIEHUY NOAKMIOYEHHUS U T.4. |MHHLHUPYIOIIETo cOObITHA
18 IAKTyanu3atus 6a3bl 1aHHBIX N0 OTpeOUTENAM yCIyT B COOTBETCTBHH € ILUTRHOM
akTyanusauuu 6asbl
\IaHHBIX 10 MOTpebUTENSAM
19 HudopMupoBaHue notpebureneii 0 MpOBOANMBIX aKLIUAX, CTIELIHATIbHBIX [To dakTy HacTyIUIEHHA
HpeIoKEHUIX U JOMOTHUTENBHBIX yCITyrax, okassiBaeMbix OfmectsoM uin IO, MHULMHPYIOWEro CoObITHS
MpY HAJIMYNHY MOATBEPXKAEHHOTO COrjlacus noTpeGuTeNs Ha NOTydeHHe
€IJIaMHBIX U MApPKETHHIOBbIX MaTEPUANOB.

3.3.3. ®yHKk1HOHAIbHbIE TPEOOBAHHS K OpraHn3auuf teaeGoHHol cBA3H

TpeboBanus k opraHu3alud TeleOHHOM CBSA3M IPUBEIEHBI B Clemylomei
Tabiuie.

Tabmuna 4.

DyHKIMOHAIBHbIE TpeOOBaHMs K TeleOHHOMN CBI3H
Moayab/dbyHKuus | OnucaHue

BasoBble
[IpueM u ynpaBieHue BXOAAUMMHU|T eXHUUecKkas BO3MOXKHOCTh TIPHEMa U yNIpaBieHuUs BXOAAMMH BEI30BAMH
BbI30BaMH a0OHEHTOB notpebuTteneii ycayr: nepeaapecaiis, yAepKaHue, COeIMHEHHE, TIEPEBO/ BbI30BA
Ha JPYrMX COTPYJIHHKOB, OPraHU3alys KoH(bepeHIun
TexHUUeckass BO3MOXKHOCTb OCYIIECTBIEHUSA U YIPaBNEHUA UCXOALINX BbI30BOB
aboHeHTaM: nepeajpecanus, yaepKaHue, COeIMHEHHE, NIEPEBO] BbI30Ba HA APYIHX
COTPYAHHKOB, OpraHu3anua KoHhepeHIun
DYHKLMSA TIO3BONSAET ONPEAETIHTh HOMED, C KOTOPOTo NMPOH30ILEN] BbI30B.
CucteMa NpeBapHTEbHO 3alIHCAHHBIX FOJIOCOBBIX COOOLIEHNUH, BHIMONHMOMAA
(GYHKLHIO MapLIPYTH3aLUKH 3BOHKOB [0 KATErOpHAM, NOAL3YyACh UH(OpMaLHei,
BBOMMOii aDOHEHTOM C NOMOIIBI0 TOHANBHOTO Habopa

OcylecTBIEHNE U YIpaBieHUe
HCXOIALIMX BbI30BOB aBOHEHTaM

DyHKIHA ONpeleeHus HoMepa
CucteMa MHTEPaKTHBHOTO
roJI0COBOTO MEHIO

Cuctema aBT0063B0Ha aGoHEHTOB [CHCTEMA NPEAOCTABIAET BO3MOXHOCTh OCYIIECTBILATL B ABTOMATHIECKOM PEKHME

HCXOIAILHE BbI3OBBI IOTPeOHUTENAM YCITyr U3 CPOPMUPOBAHHOTO CIIHCKa, [

npeJocTaBJieHHs THIM3HPOBaHHO NH(OPMaLKK B BUJE FOJIOCOBOro coobieHus

Cucrtema Mo3BosseT UCNONL30BaTh SMS- CEPBUC, B TOM YHC/IE SMS- ONOBEILEHHE,

sms-yBeJOMJIeHHE noTpebuTeneii

CucTemMa ayAMO3allUCH MPEeJOCTaBISET BO3MOKHOCTh OCYLIECTRIAT ay AM03aNHCh

BCEX BXOAALIMX U UCXOAIIMX pa3roBopoB ¢ abOHEHTaMH, B TOM HUCIIE

nepeanpecoBaHHbIE COTPYIHNKaMH Ha COTPYAHHKOB KOMIaHHH..

JlomkHa 6b1Tb oOecneueHa TeXHUUeckas BO3MOXKHOCTb HapallluBaHUA CUCTEMEI U ee

HHTErpaluu ¢ ApYrUMHU noAcucTeMamu, npuMenseMmbiMu B 'K I'TITD
DOYHKUHOHATBLHO BO3MOKHbIE (10NMOJTHHTEIbHBIE)

[prem ronocoBbIX cOOOIEHHUI Ha‘Monym, rOJIOCOBO#A IOUTOBBIi AWK NO3BOJIAET OCTABIATh aAPECATy rOJIOCOBOE

ronocoBO NOYTOBbIH AMINK coobmmeHre abOHEHTOM TeNleOHHOI ceTH

CucremMa UHTEINEKTYaJIbHOTO CucreMa UHTEJUIEKTyalbHOH MapLIpyTH3alMH BbI30Ba MO3BOJIAET N0 COOGPaHHBIM H

pacrpeeneHus 3B0HKOB UMEIOINUMCS JaHHBIM O MoTpebuTene, o 3arpy3ke JTHHHM H COTPYAHHKOB -

ajpecalidsi BbI30Ba MO ONTUMAJbHOMY MapLIpyTy - OWHaMUUYECKOE YIpaBJeHHE

Monym: sSms-CcepBuca

IAynno3anuch Teae(oHHbIX
MeperoBOpoB

TexHuueckas BOZMOXHOCTh
[PAaCLIMPECHUSA W UHTErpaluHu
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MPHOPUTETOM 3BOHKa B OYepeny, MapIpyTH3alysd Ha OCHOBE YPOBHA 3HaHHH
COTPYJIHHKA, YCJIOBHasi MapIIpyTH3alMsA BbI30Ba, U.T.IL.

Cuctema npeo6pa3oBaHus TekcTa [CHCTEMa IMPENOCTAaBJIAET BO3MOXKHOCTh abOHEHTaM MONyYaTh HWHGOPMAaLMIO B
B peub (TTS) lyzobHom 1y BocmpuatHsa Bupe. Cucremsl TTS wucnonssyrorcs, KorzlaJ
npefocraBisieMas  MHGoOpMauus NOTpeOUTEMO HMeeT YHUKaIbHbIA, He
NOBTOPSAIOLIMICS XapaKTep M ee Hellb3s MpeJCcTaBUTh B BUAE Habopa dpas.
CucteMa pacnio3HaBaHus peyd  |CucTeMa NpedoCTaBiseT BO3MOXKHOCTh abOHeHTaM MpenocTaBHTh HH(poOpMaLMIo
(ASR) KOMIaHUH, HapHMep, U1 MPEeOCTARIEHHA TEKYIIMX HoKa3aHuil mpubopoB yueTa
CucteMa ynpexaaroiero CucreMa [O3BOJISIET ONTUMHU3UPOBATh HpPOLENYPY OpraHM3allil MacCOBbIX
imo3eoHa (PD - Predictive Dialer) [ucxomsammx BbI30BOB. CHCTeMa CaMOCTOATENBHO YCTaHABIMBaeT COEIUHEHHE C
abOHEeHTaMU U3 CITUCKA, OTIPEIENSET «KUBOI» OTBET U NIEPEAAET BBI30B COTPYTHUKY
wiu Ha Mmoayns IVR

Momynb CTaTHCTHKH CucTeMa DOMKHA (POPMUPOBATH CTATHCTHYECKYIO OTHETHOCTb, UL aHANIH3a
TPYAOEMKOCTH, 3arpyKeHHOCTH, 3 (EKTUBHOCTH pabOThI COTPYIHUKOB.
CucTeMa 3alUThI CucTema I03BOJISIET OPraHU30BAaTh 3aIIHTY KOHOHAECHUHMATLHBIX NaHHBIX

KOHq)PlL[eHHHaﬂbHLXX JaHHBIX
OGopynoBaHre W nporpaMmHoe obecrieueHHe A7 OpraHu3alud TenedOoHHOR
CBSI3M BBIOMpaeTcss MCXOAs W3 (PYHKIMOHANBHBIX TpeOoBaHWIl, NpPUBEAEHHBIX B
Tabmuue 4, ¥ ¢ y4eToM BO3MOXHOCTH MHTerpanuu ¢ cymectsytommmu AC B obnactu
OKa3aHHUs yCIYT ¥ 00CITy>)KMBaHUS [TOTpeduTeNnel yciyr.
Pabouee MecTo cOTpyAHHKa IOJDKHO OBITH 00OpYIZOBaHO B COOTBETCTBHHU C
TpeboBaHUSIMU, NIpeicTaBIeHHEIMH B npuitockeHust Ne 1 k HacTosmeMy Cranaapry.

3.3.4. 3a0uHoe 06cTy;KMBaHHE NOCPEICTBOM CETH HHTEPHET

3.3.4.1. 3agaun u GyHKIHHN 3204HOT0 00CTYKMBAHHUS NOCPEICTBOM CETH
HNutepHer

OcHoBHEBIe 3a7a41 3a09HOT0 cepBUca uepe3 MuTeprer ObmecTBa:

— CBOEBpeMEHHOe TIIpe[loCTaBJieHHe [ BceoOIiero JoCTyla IIOJHOM
IocTOBepHONH uHGoOpManuu o JesrenbHocTd OOmecTBa B COOTBETCTBHH C
IeHCTBYIOIIUM 3aKOHOAaTenbcTBOM Poccuiickoit @eneparuy;

— OIlepaTUBHOE IIpeloCTaBIeHNe I oTpeOuTeNel ycIyT aipeCcHbIX CBEACHUN
0 XOJIe UCIIOJIHEHUS MEPOIIPUATHI 110 0OpaIleHHsIM, B TOM YHCJIe 3asBKax Ha OKa3aHHUe
yCIyr;

— IOCTYIIHOe U yAOOHOe 3JIeKTpOHHOEe OoOCIy)XMBaHHE NOTpeOuTeNned ycmyr
yepe3 HMHTEpPaKTHUBHbIE CEepBUCHl Ha caiite (OOmecTBa, a TaKKe IpeAOCTaBICHUE
OH-JIalH KOHCYJIFTAIIH 110 pa3zenam caiita OO1ecTBa;

— BO3MOXKHOCTh JOCTyla B JHYHBI KaOWMHET 3asBUTENS C MOOMIBHBIX
YCTPOMCTB C MCIIOJNIB30BAaHHEM MPIIOKEHUHA, 3arpy>aeMbIX IpH IOMOIIHM CEPBHCOB
«App Store» u «Play Mapket»;

— obecrnieueHHe BBHICOKOTO YpOBHS OOpaTHOH CBSI3M C IOTPEOUTENSIMH YCIYT,
OJHHM M3 CIIOCOOOB peIlleHus JaHHOM 3a1a9H ABIAETCS NpUBJIeYeHUe MoTpeOuTenei B
OTKDBHITHI [OHMalor C TIIOMOILIBI0 HHTEpHeT-hopymMa Ha caiiTe, II0 BOIpOcaM
nestenbHOCTH OOIIECTBa U NOAKIIFOUEHMS, B YaCTHOCTH.

OO6m1ecTBO MPH OCYIIECTBIEHUH 3a09YHOT0 00CITyKUBaHUS NTOTpebuTeNnet B ceTu
Wnreprer nns motpebureneit oka3plBaeT ycayrd (MpOILECCHI), NpEACTaBICHHBIE B
ciemyromei tabauie.



Tabnuna 5.

IlepeveHb ycayT 3a04HOTO 00CTy)XKMBaHUs ITocpencTBoM MHTepHeTa

Ycnyra (npouecc) 3ao04unoro o6c1y’>kHBaHUS B CETH HMHTepakTHBHDIH
Ne Cpok Heno/IHEHRS
HHTepHer cepBHC
1 [[Ipuem obpaienuii norpebureneii ¢ 3anpocoM CIPaBOYHOH HnrepHeT npuemHas, |B teuenne 20 gueit co
HMHpOpMaLINK Yepe3 HHTEPAKTHUBHbIE 3IEKTPOHHbIE popMbl B JIMdHBIH kabuHeT THA OTIIpaBJEHUsA 00-
npeocTaBieHHe OTBETa MOTPEOUTEIIO N0 BONpocaM: notpedutens paLeHus
1.1 |- ocymecTBNEeHUs NOMKTIOYEHNS;
1.2 |- oxasaHus yciyr TelulocHab)keHus, nepeaaqy TeIVIOHOCHTENS H
TEIU10BOH 3HEpruy;
1.3 |- opraHu3anuy y4eta TEIUIOHOCHTENS H TEIUIOBOI SHEPTHH;
1.4 |- obcnyxuBaHus norpebureneii;
1.5 |- xonrakTHas undopmauus Obmectsa u 0.

2  |[Ipuem obpamenuii motpedureneii c 3aMPoOCOM KOHCYNbTaLlUH
Uepe3 HHTEPAKTUBHBIE ANEKTPOHHbIE (HOPMBI U NPEAOCTABICHHE
0TBeTa noTpebuTemo

3  [Ipuewm xanob notpebureneii yepes UHTEPaKTUBHbBIE
3JIEKTPOHHBIE (POPMBI M MpeOCTaBIEHHE 0TBETa NOTpebuTeMO

4  [[IpueM 3afABKW/3adBNEHUA Ha OKa3aHHE yCIyT Yepe3 Uiy HbLi kKabuHeT B Teyenue 1 pabouero
HNHTEPAaKTHBHbIE 3JIEKTPOHHbIE (POPMBI, B T.4.: rnoTpebuTens IHSA CO JHS OTIpaB-

4.1 |- 3as1BKM Ha NOAKIIOYEHHUE K TEMIOBLIM CETAM; neHus obpallieHus, B
4.2 |- 3aaBKH 0 HeOOXOIHMMOCTH CHATHS MoKa3aHuit NpU6OPOB y4eTa; ciydae
4.3 |- 3a1BKK Ha OCyLIECTBIEHHE NOIYCKa B SKCILTyaTaluio mpubopa KOMILIEKTHOCTH
yueTa; IOKYMEHTOB H
4.4 |- zasBneHus Ha oGopynOBaHME TOUKHM NOCTaBKU NpubopaMu MONHOTLI CBEACHHI B
yuera; 3asBKe/3asBICHUN
4.5 |- 3aABKM Ha YCTAHOBKY, 3aMeHy U (WJIH) 3KCILTyaTaLuIo
npubopoB yuera.

5 [[puem coobmenuii o 6e3norosopHoM/6e3yueTHoM notpebnenunjfinTepHeT npuemHas, (B Teuenne 1 paGouero
TETIOHOCUTENS U(WITH ) TEIUIOBOI 3HEPTUH, O XUIUEHUH 00b-  JInuHbId kabuHET HA CO JHS OTMpaB-
€KTOB TEILIOCETEBOrO X034HCTBA Yepe3 MHTEPAKTHBHBIE noTpebutens ieHuns obpameHus
3JIEKTPOHHBIE (OPMBI

6 [[Ipuem nokasanuii npubopos yuera UlvdHbIi KaOuHET B Teuenue 1 paGouero

notpebutens THS CO AHS
OTIpaBJEeHUsA
obpaiueHus

7  |[IpemocraBneHye UHGHOPMALMHU O CTATYCE UCMIOIHEHHUS 3a5BKU B teuenne 1 paGouero
Ha oka3aHue yc