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NNPEAUCJIOBHUE

HacTosmuii Crannapr o0cITy>KUBaHHUS noTpeduTeNeH AO
«Bonrasneprocosity (nanee CranmapT) ycTaHaBiauBaeT oOuue TpeboBaHUS K
KJIMEHTCKOMY OOCITyKMBaHMIO, BKJIOYas IpaBHJla, XapaKTEepPUCTUKH OYHOrO,
3a049HOr0 OOCITY)XMBAHHUS U OIpeaenseT crneuuduky padoThl ¢ MOTPEOHTENAMH
JIEKTPUYECKOH, TEMJIOBON 3HEPIHH, NOTPEOUTENAMH YCIYT XOJOLHOTO/TOPSYEro
BOJOCHAOXeHUS M BOJOOTBEJIEHHUS, CHKATOr0 BO3AyXa, NPUPOAHOrO raza H
YIAEKUCIOThI, W IpeJHa3HadeH AN [pPUMEHEHUs  CTPYKTYPHBIMH
noapaszaeneHusiMu AO «Boirasneprocosim.

CraHmapT COOEp)KHT CBOJ MpaBUJ OOLIEHUSA C MOTpeduTensMu, Omaromaps
KoTopoMy Oyner obecriedynBaThesi 0OCITy)KMBaHHE Ha BBICOKOM YPOBHE, 3alpOChI
OynyT o6paboTaHbl CBOEBPEMEHHO U Ka)KI0MY ITOTpeOuTeNto OyaeT rapaHTHpOBaHa
peakuus Ha 3ampoc.

Cranpapt paspaboran Ha ocHoBe HanmonansHoro Cranpapra Poccuiickoii
Oenepaunu «O0cTy) KUBaHHe MOTpeOUTENCH JIEKTPHUYECKOH U TeIIOBOH dHEPrUu»
(I'OCT P 53368-2009.) ytB. [Ipukazom Pocrexperymuposanus ot 23.07.2009 N
258-cT a TakKe APYrMX 3aKOHOAATEJbHBIX HOPM M IPaBHJI U COJIEPKUT B cebe
NOPSOK OTBETOB Ha Tesle(OHHBIE 3BOHKH, IpaBWiia BeIEHHUS TEepPEeuCKH,
NIePCOHANIBHOTO 00CITY)KHUBaHMS, a TAK)Ke CIIOCOOBI KOHTPOJIS HaJl UCIOJHEHHEM
Cranpapra.

Heticteue Crangapra  pacnpocTpaHsieTcss Ha  B3aWMOOTHOILIEHHSA €
NOTpeOUTENAIMU - TpaKJaHaMH, IOPUAWYECKUMH JIUIAMH, WHIUBHIYAJIbHBIMH
IpeANpUHUMATEIS MU, a Tak)Ke HUCIOIHUTENAMH KOMMYHAJIBHBIX YCIYT U3 4YUCla
TOBapHUIIECTB COOCTBEHHUKOB KUJIbsl, HUIHIIHO-CTPOUTENIBHBIX, KUIULIHBIX HIIH
MHBIX CIeIUaTU3UPOBAHHBIX NOTPEOUTEIBCKMX KOOTIEPaTHBOB JMOO YIIPaBIIAIOIIUX
Opra”u3anui.

Cranpgapt yTBepkaaercs W BBoauTcs B jedctBue Ilpukazom AO
«Bonrasneprocosit. IIpy cyliecTBEHHBIX H3MEHEHUSAX YCIOBUM MpenoCTaBIeHH
yciyr Ha peiHKe B CTaHIapT BHOCSTCS H3MEHEHHS U IOTIOTHEHUSI.

CrangapT  OOBOAMTCS OO  CBeJGHHS  MOTpeOMTeNnedd ©W  Opyrux
3aMHTEPECOBAHHBIX CTOPOH MyTeM NnyOnukanuu Ha BeO-caiite OOmecrBa, U
IPYTMMH criocobamu, obecrnednBaroMy T0CTYITHOCTb JOKYMEHTA.
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IJTABA 1. OBIIUE ITOJTOXKEHUSA

Pazaen 1. CBenenus o Cranaapre

Crannapr pazpaboTaH B COOTBETCTBHM C 3aKoHojaTelnscTBOM Poccuiickoit ®Denepanuu,
pErJaMeHTHPYIOIIHM TOPSAAOK IPEJOCTABJICHHs YCIYT 2JIEKTpO- M TEIUIOCHAOXKEHHS,
BOJOCHAOKEHHsT M BOJIOOTBEJCHHS, IPOJAXKH CXKATOro0 BO3AyXa, IPHPOJHOTO rasa H
YIJIEKHCIIOThI OTPEeOHTEIISIM.

CraHpapT sBIAETCS OCHOBHBIM JIOKYMEHTOM, OIPEACISIONIUM COBOKYIIHOCTh JI€HCTBHIM
corpyaaukoB  AO  «BomrasHeprocOeiT»  (mamee — KommaHus), TEXHMYECKHX H
OpraHM3alHOHHBIX MEPONPHATAN U TpeOoBaHMH K TEXHOJIOIMYECKUM M OM3HEc-IIpoleccam,
Ha Ommkadmyr0 H  JOJrOCPOYHYIO MEpCIEKTHBY, HAlpaBICHHBIX Ha IIOBLIIICHHE
a¢pdexTrBHOCTH paboTel ¢ norpeduTeIsAMH, OobecrneyuBaiollee TeM CaMbIM I1OBBLIIICHHE
KadecTBa OKaszaHus rnorpedutensm ycuyr, npenocraniseMbix AO «BonrasneprocObry.
[Monoxenusmu CraHAapTa PYKOBOJCTBYIOTCA cOTpyAHHKH AO «BoarasneprocOwiT» mpu
B3aUMOJICHCTBHH C TOTPEOUTENSIMH 3HEPTOPECYPCOB.

[Togpa3neneHussMH, OCYLIECTBISIONMMH peanu3anuio tpedosanuit Crangapra B AO
«BonrasneprocOuITy, ABISIOTCS BCE MOApA3AEICHUs PEATU3allii SJHEPIOPECYPCOB.

Ananu3 u KoHTposnb TpeboBanuit CraHmapTa OCYIIECTBISIOT PYKOBOAUTENIM CTPYKTYPHBIX
nopa3ie/IeHHMH=

Paznen 2. OdaacTh NnpuMeHeHHS

Hacrosimuit  Crangapr oOcny:kuBanuss mnortpebureneit (manee Cranmapr) sBiseTcs
BHYTPEHHHM HOPMAaTHBHBIM JIOKYMEHTOM, YCTaHaBIMBalOIMUM Oa3oBble TpeOGoBaHHs 110
B3aHMOJEHCTBHIO C MOTPeOMTENsAMH IIpH OKa3aHMH YycIyr B cdepe d7ekTpo- H
TEIJIOCHAOKEHHs, BOJOCHA0KEHHsI M BOJOOTBEACHHUS, KYIUTH-IIPOJAXKH CHKATOTO BO3IyXa,
[PUPOJHOrO Ta3a M YIJIEKUCIOTBL, a TaKXkKe onpenenseT TpeOOBaHHA K KIMEHTCKOMY
00CTY)KMBAHUIO TOCTABIIHKOM SHEPropecypcoB M YCIYr TIPpH OYHOM, 3a0YHOM H
MHTEPAKTHBHOM 0OCITy)KHBAHHH.

Crannapt npefHa3HayeH 1 npuMeHeHust cotpyanukamu AO «BoarasaeprocObITy.
Heiicteue Crappapra paclpocTpaHseTcss Ha B3aMMOOTHOINEHHS C  TpaXKIaHaMH-
NOTPeOHTEIAMH, KOMMEPYECKMMH NOTpeOuTeIAMH (DH3HYECKUMH JTHLAMH, IOPUIHYECKUMH
JMIAMH,  HHIAMBHAYAIBHBIMH  IIPEANPUHUAMATENISIMH), a TaKXke  HCIOJHHTEIAMHU
KOMMYHAIBHBIX YCIYT M3 WYHCIAa TOBAPHIIECTB COOCTBEHHHUKOB JKHIIbS, JKHIJIMIIHO-
CTPOMTENIBHBIX, JKWIHIIHBIX HWJIA HHBIX  CIEIHAJIH3HPOBAHHBIX  MOTPEOHUTENBCKUX
KOOTIEPaTHBOB JIHOO yNpaBlsioNIMX opraHusanuid. CTaHaapT He periJaMeHTHPYET MOpAL0K
B3aMMOJICHCTBHS Ha ONTOBOM PLIHKE JIEKTPOIHEPrHH (MOILTHOCTH) M HE PaclpoCTpaHAeTcs
Ha B3aMMOOTHOINEHHST C CETeBBIMH  (TEIUIOCETEBBIMH) KOMIIAHHSMH, KOTOpBIE
periIaMeHTHPYIOTCS COOTBETCTBYIOIIMMH JI0TOBOPaMH.

[lpy  mpoTHBOpeYHH  MEXIAY BHYTPEHHHUMH  OpraHM3allHOHHO-PACIOPSIUTEIILHBIMH
JOKyMeHTaMH, yTBepkaeHHBIMH B AQO «BonrasseprocObiT», periaMeHTHPYIOIIMMHA
nestenpbHOCTh OOmmiecTBa B yacTH paboTel ¢ norpedutensMu, W Hacrosiero Cranjaapra,
MPUMEHSIOTCS MOJI0KeHus 1 TpeboBanusa Cranaapra.

Paznen 3. HopmaTHBHBIE CCBIIKH

B Crangapre yurteHbl TpeOOBaHHA CIEIYIOIMX HOPMATHBHO-NIPABOBBIX AKTOB H
HCII0JIb30BaHbl HOPMATHBHbIE CCHUIKH Ha CIIEIYIOIIME CTaHAapThI:

I'paxxnanckuii koneke Poccuiickoil @enepanuu,

®enepanbhsblii 3akoH ot 26 Mapta 2003 r. Ne 35-03 «O06 a5ekTposHepreTHKE »,
Denepanpublii 3akoH oT 2 Masg 2006 r. Ne 59-®3 «O nopsake paccMOTpeHHs oOpalieHui
rpaxxaaH Poccuiickoit denepanuuy,



[Tocranosnenue IlpasutensctBa Poccuiickoit ®@enepauun ot 06 mas 2011 r. Ne 354 «O
MIPEeJIOCTABIEHHH KOMMYHATBHBIX YCJIYT COOCTBEHHHKaM H I10JIb30BATENSAM IOMEIIEHHH B
MHOTOKBApTHPHBIX JIOMaX M JKUJIBIX JJOMOBY;

3axon P® o1 07.02.1992 N 2300-1 "O 3amure npas norpedurenei";

®enepanbHbli 3akoH ot 27.07.2006 N 152-03 "O nepcoHa/IbHBIX JaHHBIX"

[Tocranosnenue [TpagurenscrBa PO ot 04.05.2012 N 442 "O ¢pyHKIHOHUPOBAHUH PO3HUYHBIX
PBIHKOB 9JIEKTPHYECKOH OJHEpruH, IMOTHOM M (MIM) YacTHYHOM OrpPAHMYCHHH peXHMa
notpebneHuss  snekTpudeckod  dHepruu”  (BMecre ¢ "OCHOBHBIMH  ITOJIOXKECHHSIMH
(O YHKIIMOHMPOBAHUSA PO3ZHHYHBIX PHIHKOB IeKTpHYeckoi sHeprun”, "lIpaBunamu nmoaHoro
(MJIM) YaCTHYHOTO OrpaHHYeHHs peXUMa NoTpeOIeHus MEKTPHIYEeCKOH sHeprun')
[Toctanosnenue [IpaButensctBa Poccuiickoit @enepanuu ot 27 nexadbpsa 2004r. Ne 861 «O06
yrBepkaeHHH [IpaBMI HEIMCKPMMHHAIIMOHHOTO JOCTYIAa K YcJayram IO mepeaave
NIEKTPUYECKON YHEPTUH M OKa3aHMs 3TUX yCIyT, [IpaBun HeIMCKPUMHHALIMOHHOTO J0CTYIIa
K YC/Iyram Io ONnepaTHBHO-IUCIIETYEPCKOMY YIIPABIEHHIO B 3JIEKTPOIHEPTeTHKE U OKa3aHUs
aTHX ycuyr, IlpaBun HeIMCKPUMHHAIIMOHHOIO JOCTyNa K Yyciyram AJIMHHHCTpaTopa
TOProBOM CHCTEMBI ONTOBOTO PBIHKA M OKa3aHMs 3TUX YCIYT M IPAaBHJ TEXHOJOTHYECKOIO
[IPUCOEJUHEHUS] YHEPrONPHHUMAIOIINX YCTPOUCTB NMOTpeOUTeNel 3IeKTPUIECKOH IHEepruu,
00BEKTOB 110 MPOHU3BOJACTBY JJIEKTPHUECKOH IHEPruH, a Takke OOBEKTOB 3EKTPOCETEBOrO
XO35CTBa, NMPHHAUIEKAIIHX CETEBbIM OpPraHH3allMsAM H HMHBIM JIHLAM K 3JIeKTPHYECKHM
CeTAM»;

[Tocranosnenue [Ipasutenscrea P@ ot 29.12.2011 N 1178 "O nenoobpazoBanuu B 001aCTH
peryaupyeMelx 1eH (tapudos) B anexrposHepretuke" (BMecte ¢ "OcHoBamH
neHooOpazoBaHUss B 00JacTH peryjaupyeMbix LeH (TtapudoB) B 3JIEKTpOdHEpreTuke',
"[IpaBHiIaMK TOCY1apCTBEHHOI'O PEryJIHPOBaHHUs (IIEpecMOTpa, IPUMEHEHHUs) 1eH (TapHQoB)
B 2JIEKTPOIHEpreTuKe")

- IIpukas @enepanbHoit ciry:kOb1 o Tapudam ot 6 asrycra 2004r. Ne 20-3/2 «O6 yTBEpKICHHH

METOJMYECKHX YKa3aHHMH I10 pacuery peryJMpyeMbIX Tapu(oB H IEH Ha IJIEKTPHYECKYIO
(TernoBy10) SHEPrHI0 Ha PO3HUYHOM (ITOTPEOUTETLCKOM) PBIHKE»;

- ®enepanpHbii 3akoH 0T 27 utons 2010r. Ne 190 «O TennocHabxKeHUN »;
- [locranosnenne Ilpasutenscrea P® ot 08.08.2012 N 808 "O6 opranuzanuu tenjaocHaOkKeHHA

B Poccuiickoii ®enepanuu U 0 BHECEHMH W3MEHEHMH B HEKOTOpble akThl [IpaBuTenscrna
Poccuiickoii @enepanun’;

- ®enepanbHbli 3akoH 0T 7 aekabps 2011r. Ne 416 «O BojocHaOKEHHH W BOIOOTBEICHHH »;

- Ilocranornenue IlpaButensctBa P® ot 29.07.2013 N 642 "O6 yrBepxnenuu IIpaBun
ropsyero BOAOCHAOMKEHHsT W BHECEHWH H3MEHEHHMs B mocrtaHoBieHHe [IpaBuTenbcTBa
Poccuiickoit @eneparuu ot 13 despans 2006 r. N 83"

- IlocranoBnenue IlpaButensctBa P® ot 29.07.2013 N 644 "O6 yrBepxaenun llpaBun
XOJIOOHOI'O BO,T_[()CHaﬁ)KeHHH H BOOJOOTBEACHHUSA U O BHECECHUH H3MEHEeHHH B HEKOTOPLIC aKThI
[IpaBuTenscrBa Poceniickoit ®enepauun’;

- Menepanbuelii 3akoH o1 3 1Mapra 19991, Ne 69 «O razocnabxenun POy,

- [locranosnenue IIpasutensctBa P® ot 05.02,1998r. Ne 162 "[IpaBuna nocrasku raza B PO"
- Ilocranosnenue IIpaButensctBa P® ot 17.05.2002r. Ne 317 "OO yTBep»ICHHUH IpaBHII
NOJIb30BAHHS ra30M U MPEI0CTaBJICHHS YCIYT 110 ra3ocHabxeHuio B PO"

- [Tocranosnenue Ilpasutensctea P@ ot 14.02.2012 Ne 124 «O npaBuiiax, o0s3aTebHBIX MTPH

3aKJIIOYCHHU [OrOBOPOB CHAOKEHHMsI KOMMYHAIBHBIMH pecypcamMH JUis IeJieil OKa3zaHHs
KOMMYHaJIBHBIX YcIyr» (Bmecte ¢ «lIpaBunamu, o0s3aTeIbHBIMH IIPH  3aKTIOUEHHH
yIpaB/IsIoNeH opranu3ayeil UM TOBAPHIIECTBOM COOCTBEHHHKOB JKHIIbA JTHOO0 JKHITHIIIHBIM
Kooln€épaTUBOM HJIH HHBIM CIICHHATH3HPOBaHHBIM HOTpCGHTCJ’II)CKI/IM KOOIIEpaTHBOM
JIOTOBOPOB € PEeCYpPCOCHA0KAIOIUMH OpraHH3alHIMHU »);

ITpuxa3 Munsnepro Poccuiickoit ®denepannu ot 13 supaps 2003 r. Ne 6 «O6 yTBepik/IeHHH
ITpaBHi TeXHUUECKOH IKCILTyaTalluH IEKTPOYCTAHOBOK MOTpeOHTEe »;

ITpuka3 Munsnepro Poccuiickoit @enepaunu ot 24 mapta 2003 r. Ne 115 «O6 yrBepxaeHHN
[TpaBun TexHUYECKOH IKCIUTyaTaIl[MH TEMJIOBBIX YHEPrOYCTAHOBOKY;



- IlpaBuna ydvera snexrtpHueckoi sHepruu (yrB. MunromsHepro Poccuiickoil ®denepanun u
Musncrpoem Poccutickoi ®eneparuu 19, 26 centadps 1996 r.);

- [locranornenue IlpaButensctBa P® ot 18.11.2013 N 1034 "O kommepdeckoM ydere
TEIJIOBOH DHeprud, Ternonocurens” (BMecte ¢ "[IpaBuiaMu KOMMEpPUECKOTo yueTa TernaoBoi
DHEpruH, TeIUIOHOCHTENA");

- Tlocranornenue IlpaButennctBa P® ot 21 smBaps 2004 r. Ne 24 (pexn. ot 20.11.2018)
«Packpertie uHdopmaiuu cyObEKTaMH OITOBOIO M PO3HHYHOIO PBHIHKOB 3JIEKTPHYECKOM
SHEPIrHH»,

- T'OCT 32144-2013  "Dnextpuueckas  3Heprus.  COBMECTHMOCTE  TEXHHYECKHX
CpeNCTBIIeKTpOMarHuTHas, HOpMBI KadecTBa DJIEKTPHYECKOM DJHEPrHM B CHCTEMax
anekTpocHabxeHus obmero HazHadyeHus" (BBelaeH B jaeHcTBHe [Ipukazom Poccranmapra ot
22.07.2013 N 400-ct "O BBeIeHHH B JEHCTBHE MEKIOCY/IapPCTBEHHOr0 cTanapra’)

- TOCT 19431-84. DuepreTuka u sneKTpudukanus. TepMUHBI H onipe/iesieHHs . (YTBEpXKICH U
BBeJIeH B aelicTBre [loctanoBnenueM ["occrannapra CCCP ot 27 mapra 1984r. Nel1029);

- "TOCTISO 9000-2011. MexrocynapcTBeHHEBIH cTaHAapT. CHCTEMBI MEHEKMEHTA Ka4eCTRa.
OcHoBHEBIE TIOJIOKeHHS W cioBaph' (BBeaeH B neiictBue Ilpukaszom Poccranpmapra ot
22.12.2011 N 1574-cT)

- "TOCTISO 9001-2011. MesxrocyaapcTBeHHBIH cTanaapT. CHCTEMBI MEHEIDKMEHTA KaueCcTBa.
Tpebopanus" (BBeneH B neiicteue [IpukazoM Poccranmapra ot 22.12.2011 N 1575-c1)

- "T'OCT P MUCO 9004-2010. HanmonaneHslif ctanaapt Poccuiickoit @enepanuu. MeHeKMEHT
JUIS JOCTHOKEHHA YCTOMYMBOIO ycrexa opraHu3auuu. [loaxoa Ha oCHOBE MEHEDKMEHTa
kavecTBa" (VTB. 4 BBeseH B jeiictue [Ipukazom Poccrannapra ot 23.11.2010 N 501-cT);

- Hauwmonaneusii crangapt Poccuiickoit ®enepamuu 'OCT P 53368-2009. O6cny:xuBanne
notpebuTenei 3MeKTpHUeckoi W TENIOBOW 3HEpruM (YTBEPXKIEH H BBEIEH B JEHCTBHE
[Tpukasom PocrexperynmupoBanus ot 23 utoas 2009 r. Ne258-cT);

- Hamwonaneneni craugapt Poccuiickoit ®enepanun ['OCT P HMCO 10001-2009.
VY I0BIeTBOPEHHOCTh MNOTpeOHuTeneil. PexkomMeHIanMu 1O TpaBWiaM [OBENEHHUS A
opraHu3anuii (yreepxieH u BeejieH B neiicteue IIpukaszom Pocrexperynuposanus ot 27 Mas
2009r. Nel66-cT);

- Hanwonaneueii crapgapr Poccmiickoit ®epeparun 'OCT P HMCO  10002-2007.
Y 10BIeTBOpEeHHOCTh IoTpeOuTeneil. PyKoBOACTBO IO yNpaBi€HHIO TIPETEH3HAMH B
opranm3anusax (yreepxnaeH Ilpukasom @enepanbHOro areHTCTBa IO TEXHUYECKOMY
perynupoBaHuio U MeTposioruu oT 31 oxTsOps 2007r. Ne283-ct, BBeieH B AelicTBHE 1 MO
2008r.);

- Hauwonaneueii crapmapr Poccmitckoit ®enepanuu 'OCT P UCO  10003-2009.
YaoBneTBopeHHOCTh INoTpeOuTenell. PexkomMeHTauMM 10 ypEeryJIHpOBAaHHIO CIIOPHBIX
BOIIPOCOB ~ BHE opraHu3auuu (yTBep»KIeH H BBeJeH B jelictBue IIpukazom
PocrexperynupoBanus ot 27 mMas 2009r. Nel67-ct);

- "TOCT P 50646-2012. Haumonanensii ctangapt Poccuiickoit ®enepauun. VYeayru
HacesJeHHI0. TepMuHBI U onpeneneHus” (yTB. ¥ BBelleH B JeHcTBue IIpukazom Pocerannapra
ot 29.11.2012 N 1612-cT)

- CaHuTapHO-3MHAEMHONIOrHYecKre paBuia 1 HopMaTussl CanlluH 2.1.2.1188-03;

CanlluH  2.2.4.548-96; CanlluH 2.2.2/2.4.1340-03.

Paznen 4. TepmuHsbl, onipeeieHAs H COKpAaIIeHHs

IlpumenutensHo Kk HacrosmieMy CTaHIapTy MCHONB3YIOTCH CIEAYIOIIME TEPMHMHBI H
OTpeJe/IeHHUS:

ABTonHpopMaTop — TEeXHHYECKas CHCTEMa aBTOMATHYECKOTO OIOBEIIeHHs OONbIIOro
KoyecTBa aDOHEHTOR C LIETBIO JOBEIEHHS /10 HUX THIOBOH HHpOpMaLuy.

AIMHHHCTpAaTOp — COTPYJAHHK KoOMNaHWH, OTBETCTBEHHBIH 3a NpHeM MOTpeduUTened H
KOHTPOJIb X0/1a BBITIOJHEHHs paboT B oHcax 0YHOro 00CTyKHBaHUA NOTpeOUTENCH.

Bak-o¢uc — noapazaenenns KoMmanun, Ha KOTOPbIE BO3JIOKEHBI 3a/1a4H, HEIIOCPEICTBEHHO
HE CBSI3aHHBIE C JIMYHBIM 00C/Iy’)KHBaHHEM KIIMEHTOB, BKIIHOYAIOIHE B ce0s:



e Paccmotpenne u 006paboTKy oOpaleHnii KIHEHTOB

e OdopmiieHre 10r0BOPOB 3HEProcHa0KEHUA U IPUIIOKEHUH K HUM,

e OpraHu3anys UCIOJHEHH 3asABOK H JIP.

Beb-caiiT — B KOMIBIOTEPHO# ceTH 00beJHHEHHAS [10]1 OJHUM a/IpecoM (JOMEHHBIM UMEHEM
i [P-anpecom) coBokynHocTh 10KyMeHTOB Komnanuu B cetn MuTepHer. Beb-cait Komnanuu
www.volgaenergo.ru .

Bpemsi o0caykuBaHHS — IEPHOJ BPEMEHH, KOTOPOE 3aTpavyMBaeTCs COTPYIHHKOM
Komnanuu Ha pasperienue Bonpoca [lorpeburens.

BpeMsi ncnosiHeHAS YCJTYTH — YCTaHOBJIEHHBIH HOPMATHB BPEMEHH HA UCIIOJIHEHUE YCITYTH.

JlonoJHUTeIbHbIE YCJIYTH (CepBHCHI) —YCIIYTH, OKa3biBaeMble KoMnanueH, He OTHOCAIIHECS
K OCHOBHBIM BH/IaM JIeSITE/IbHOCTH.

JKanoba (nmperemsms) — HampaBieHHoe mnotpeburenem B aapec KoMmaHuum WM
JIOJDKHOCTHOTrO Jiniia KoMnanuu mMUCEMEHHAs WM ycTHas npockba, oOpalleHue o0 HapylleHUH
IpaB WJIK OXpaHsIeMbIX 3aKOHOM HHTEPECOB MOTPeOHTENA, IPETEH3UA O IPEOCTABICHHH YCIYTH
HEHaJIJIEXKAIIEro Ka4ecTBa U COOTBETCTBYIOLIEM YMEHBIIEHUH €€ CTOMMOCTH H T.II.

3aounoe obcay:kuBaHHe — o0OciyKuUBaHHe noTpeduTeneif 0e3 IMYHOrO KOHTaKTa C
corpyaHukaMu KommaHuu, B TOM 4ucie 1o TeledoHy, I0YTe, JIEKTPOHHON I0YTe HIIM CETH
Hurepner.

HuTepakTHBHOE 00CaAYy)KMBaHHe — (opMa 3a04yHOro oOCay:KuBaHus MnorpebuTesei ¢
UCroNb30BaHueM ceTu MHTepHeT.

Hurepaktunbiii aBrooTBeTdyHk (IVR) (c amrn. Interactive Voice Responder) —
MHTEpaKTHBHAs HHPOPMAIIMOHHO-CIIPAaBOYHAS CHCTeMa, HeoOXoaumas JUls aBTOMATH3allHH
06paboTKH 3a1pocoB noTpeduTeseil ¢ NOMOIIBIO TOHATBHOTO Habopa 1 BRINOJIHAIOMAs (YHKIHIO
MapIIpyTH3alluKi 3BOHKOB BHYTPH KOHTAKT-LIEHTpA.

HNurepHer-npueMHas— HWHTEPAaKTHUBHAs IpHeMHas JUis ToTpeduTenel Ha Beb-caiite
(MJIM MHTEPHET-IIOpTale) KOMITAHUH, KOTOpas COAEPKUT HECKOJIBKO CTPAHHIL, Mpe/IHa3HAYEeHHBIX
JUIS MCIIOJTHEHHWS (DYHKIHH, CBS3aHHBIX C IPHEMOM 3asBOK, 3asABJIEHMH MoTpeOuTesnedl u
pasMeleHus CrpaBouHoi HHOpMaITHH.

Kanansl KOMMYHHKAIMHM - IIyTH M CpeJACTBA pacnpocTpaHeHus HHQOpMALUH OT
noTpedUTeNs K KOMITAHHH.
KavecrBo yciayrm / 3Hepropecypca — COBOKYIIHOCTb XapaKTEPHUCTHK YCIYyrH /

SHEpPropecypca, ONpeNe/sIONMX €€ CHOCOOHOCTh YAOBIETBOPATH YCTAHOBJIEHHBIE HIIH
npenoiaraeMble MOTPeOHOCTH KIHEHTA.

KadecTtBo o00Cay’KHBaHMA — COBOKYIIHOCTH XapaKTepHCTHK IIpolecca H  YCIOBHH
ob6CITy)KUBaHUsA, 00eCTeYHBAIOMIMX Y/IOBICTBOPEHHE YCTAHOBJIEHHBIX MIIH IIPEIOoaraeMbix
noTpeOHOCTEH KIHEHTA.

Kuaunent — 10 xe uto «IToTpedurensy.

K/IMeHTOOpHEeHTHPOBAHHBIN MOJAX0A — IOAXOH K OpraHusauuu OusHeca, B KOTOPOM
JIOCTHIKEHHE CTpaTerHyecKux nesei U ycToiHunBoil mpuOBIIBHOCTH KOMIIAHWK OCHOBAHO, B TOM
yHcie, Ha obecreueHHH JIOSITBHOCTH noTpeduTeneH. Jlist peanu3anuu
KJIHEHTOOPHEHTHPOBAHHOTO IMOAX0/1a HA MPaKTHKE ITPOBOJAMTCSA aHAIM3 H COBEPUICHCTBOBAHHE
OH3HEC—TIPOLIECCOB € YUETOM MOTPeOHOCTEH KIUEHTOB.

KanenroopuenTHpOBaHHAA (KJIHEHTCKAas) MOJMTHKA — IOJIMTHKA 110 (OPMHPOBAHHUIO
JTOSTTBHOCTH KJIMEHTOB, OCHOBaHHAs HAa KA4eCTBEHHOM OOCIYKUBaHHM M YIOBIETBOPEHHH HX
noTpeOHOCTEH B KpaTKO- U J0JIFOCPOYHOH IIEPCIIEKTHBE.

Koncynbraums — mnpeiocTaBieHHe HHOOPMALMH, pPa3bACHEHHMH M PEKOMEH/AIHI
CIENHAIMCTOM KOMIIAHHH MOTPEeOMTENI0 110 MpPeJoCTaBlIsieMbIM yciIyraM / IpoJaBacMbIM
9HEpropecypcam.

Konrakr-uenrp (Call — neHTp) — CTpYKTYpHOE noapasaenceHue KoMnaHuu WM noApsIHoe
TPEThE JIMIO, OCYIIECTRIISIONIEE AeATeIbHOCTD 110 00paboTke oOpaenuii norpedureneii, u(uim)
nHGOPMHUPOBAHHUIO IToTpeduTeNeH H(MIIN) TPETHUX JTHIL T10 TFOOBIM HCII0JIb3YEMBIM KaHajlaM CBSA3H
B HHTEpEecax Kommnauuu.



Kontpoaps kavecTBa yeayrd (00¢ayKHBAHHA) — COBOKYITHOCTh OTEpallMif, BKIIOYAOIAsA
ITPOBEJICHHE M3MEPEHUH, UCTIBITAHUHM, OICHKH OHOW WJIM HECKOJBKHX XapaKTEepPHCTHK YCIYTH
(oBcity)kuBaHus) U CPABHEHUS TOTYUYEHHBIX Pe3yJIbTaTOB C YCTaHOBICHHBIMH TPeOOBaHUAMH.

My/IbTHKAHAJBHOCTL —  OTJIHYUTENBHAs  OCOOEHHOCTh  CHCTEMBI,  ITO3BOJIAIOIIAS
[IPeJIOCTaBIIATL NOTPeOUTENsAM LIMPOKHH BHIOOp KaHaloOB [OCTyNa K CEpBHCY (4epes cailT,
3JIEKTPOHHYIO IIOUTY U Ipoyee).

OOpaTHasi ¢Bs3b— [IPOLIECC BHYTPEHHET0 KOHTPoss B KoMnaHuH, OCyIEeCTBIAEMBIl uepes
paccMoTpeHHe oOpallieHdit 1M xkanod norpebuTenei, nenb KOTOPBIX - MOBIUATH HA KauecTBO
YCIIYT HIH 00CTyKHBaHHUs

O6pamenne — Hanpagiennsie B AO «BoirasneprocObIT» B MHCBMEHHOH (opMe HIIH B popme
3JIEKTPOHHOIO JIOKYMEHTA [Ipe/II0KeHNE, 3asBJICHHE HIIH JKano0a, a TaK/Ke YCTHOE NpeJIT0KEHHE,
3asBlIeHHe WM skanoba. OOpamieHne MoXkeT OBITH 3aIpocOM MOTPEOHTENs O NMPENOCTaBIEHHH
uH(popMaIHH (KOHCYJILTHPOBAHHUE).

OaHo OKHO— OpraHu3alms npouecca 00CIyKUBaHUs KIMEHTOB TaKUM 00pa3oM, YTO KJIIMEHT
CMOT TTOJIYYHTH JKEJIAeMBIil pe3yIbTaT 110 KOMIUIEKCY YCIIYT OT OJHOro HenoaHuTens KoMnanuy.

OT3bIB — NMHCBMEHHOE MJIM YCTHOE€ 3asBJICHHE MOTPeOMTEINs, LEIBI0 KOTOPOro sBIsAETCA
BBIp@KEHHE YPOBHS yI0OBIIETBOPEHHOCTH IIPEOCTaBIEHHBIMHU eMy yciayramu Komnanuu.

OTpHuaTe/JbHBIH 3BOHOK — coo0lIeHHe aBTOMH(pOpMaropa, KoTopoe ObUIO MepeaaHo, HO
noTpeOUTENTb ero He MOJTYIHIL.

OuHoe obciry;kuBaHHe — 00C/Ty)KMBaHHE MMOTpeOUTENEH TTOCPEACTBOM JTHYHOTO KOHTAKTa C
corpyaHukamMu Komnanuw.

IMoka3aTesb KavecTBa YCJIYrH (00CTyKHBAHHA) — KOJHMYECTBEHHAs XapaKTEepPHCTHKa
OJIHOTO HJIH HECKOJIBKMX CBOMCTB yCIyTrH (00CIY)KHBaHHS), COCTABIISIONIUX €€ (€ro) KavyecTBo.

IoJ10:kHTEIBHBII 3BOHOK — cOOOLIEHHE aBTOMH(OpMATOpa, KOTOpOe NOTPeOUTeNb NOTYIHIL.

IMoTpedurenn — ¢uznyeckoe HIM IOPHIHYECKOE JIMIO, OCYIIECTBIISIOLIEE I10JIb30BaHHE
JJIEKTPUYECKOH JHeprued (MOIIHOCTBIO) M (MJIM) TEMJIOBOH 3Heprueil (MOLIHOCTBIO) M (MIIH)
XOJIONHOH BOJOH M (MJIM) yciayraMH BOJOOTBEICHHS M (HMIHM) CXKAThIM BO3JYXOM H (MJIH)
yriaekucioroit. ®usnyeckoe WM IOPHIMYECKOE JIMIO CcTAaHOBUTCH mnorpebutenem AO
«BonrasneprocObIT» NpH 3aK/II0OYEHUH 10T0Bopa aHeprocHabdxkenus ¢ AO «Bonrasneprocosit» /
TerocHabkeHus/ ropsavero BojgocHabxkenus /mocraBku raza ¢ OO0 «AprozaBoackas TOL» /
BoJtIocHaOkeHus u/uimi BojooTBeieHHs: ¢ OO0 «3aBojckue ceTH»/ KyMIH-NPOJANKU CHKATOTO
BO3/yXa / KYIUIH-IIPOJAXKH YIJIEKHCIIOTHI ¢ 00O «AsrozaBonckas TOLl» u AO
«BonrasueprocObIT» (I0OpHaHYecKHe JIMIA) MM C IaThl, COOTBETCTBYIOIIEH Hayaly NepHoja, 3a
KOTOPBII I'pakITaHMHOM-TIOTpeOUTENEM NPOM3BENECHA IEpBas OIuUlaTa KOMMYHAJIbHOH YCIIYTH,
OKAa3bIBAEMOH €My KOMIIaHHEH.

IMoTpebuTeasimu  ekTpuyeckoil sHepruu  (xuamenramu) AO «BoarasaeprocObrT»
SIBJISIFOTCSI:

1 rpynna - rpaxaaHe-IOTpeOMUTENIM W TPUpPaBHEHHBIE K HHM B COOTBETCTBHHM C
HOPMATHBHEIMH ITPaBOBEIMH aKTaMH B OOJIaCTH TOCYAapCTBEHHOTO PEryIHpOBaHHS Tapu(oB
rpynmnsl (kateropuu) norpebureneii, npuobpeTaroiye EKTPUIECKYIO SHEPTHIO Ul JIHYHBIX,
ceMelfHBIX, OBITOBBIX M MHBIX HYX, HE CBA3aHHBIX C OCYIIECTBICHHEM IpEIIPHHHUMATEIbCKOH
JIeATETbHOCTH.

2 rpymna — OpraHu3alid - MCIOJIHHUTEIW KOMMYHAIBHBIX YCIYT, MNpHOOpeTalomue
QIEKTPUYECKYIO JHEPrHIO /Ui IPEIOCTABICHHUSI KOMMYHAIILHBIX YCIIYT.

3 rpynna — OpHIMYecKHe JIMa, NpealnpHHAMarend, Gpusndeckue THua, npuodOperaromye
NEKTPUUECKYH) 3JHEPrui0 Ui COOCTBEHHBIX [POU3BOJCTBEHHBIX HYXKJ WJIH BeJCHUS
IpeITPUHUMATEIBCKOH JEATEILHOCTH.

IIpaBuia (HOCTHKEHHS YI0OBJIETBOPEHHOCTH NoTpeduTess) — 00sA3aTe/IbCTBA, JaHHLIE
MOTpeOUTETI0 OpraHu3anueil OTHOCHTENBHO JIOCTHIKEHHS YIOBIECTBOPEHHOCTH MOTPEGHTENA H
COOTBETCTBYIOIIMX CpeACTB obecrneyeHus.

CaoiicTBo yeayru (o6c/y:KHBaHHA) — 00BEKTHBHASA 0COOCHHOCTD YCIYTH (00CIyKUBaHH),
KOTOpasi IPOSBISETCS IIPH €€ OKa3aHHUU U MOTpeOIeHUH (€r0 OCYIECTBICHHH).



Cucrema KavecTBa yeJayr - COBOKYITHOCTh OPTraHU3alMOHHOMN CTPYKTYPBI, OTBETCTBEHHOCTH,
NpOLEYp, MPOLECCOB M PECypcoB, OOECIeqMBarolas OCYIIECTBIEHHE OOIIero pyKOBOJICTBA
Ka4eCTBOM YCIIYT.

Cucrema o0Cay’KHBAHHH KJIHEHTOB — COBOKYIHOCTh B3aWMOCBSI3aHHBIX IIPOIIECCOB,
TPYHOBBIX ¥ HMHGOPMAIMOHHBIX peCcypcoB, KOTOpble HalpaBlieHbl Ha ofecredeHune
[peI0CTaBIeHUs TOTPeOUTENIAM YCIIYT HAJUIeIKAIIero Ka4ecTsa.

Cucrema ynpasjeHHs B3auMooTHomeHUsIMH ¢ notTpeduTeaamu(CRM) (anrn. Customer
Relationship Management) — 4acTh cucrtembl ynpasieHus Kommanuu, kortopas obecreunBaeT
aHaym3 OM3HEC-TPOLECCOB ¢ TOYKH 3PEHHS MHTEPECOB NMOTpeOHTEN e M MO3BOJAET CO3JaTh B
KOMITaHUH OOLILYIO Ul BCEX CTPYKTYPHBIX MOjpa3jeneHui miatgopMy 1o B3aUMOAEHCTBHIO C
NOTPeOHUTENIIMH, HHCTPYMEHT JUIS peaTM3alliyi KITMEeHTOOPHEHTHPOBAHHOH CTPAaTerHi KOMITaHHH.

Cnenmanuer mno pabore ¢ kameHtamMu — cortpyauuk AO «BonraseprocOeiry,
OTBETCTBEHHBIN 33 OCYHIECTBIEHHE PAbOTHI € MOTPEOUTENAMH.

YpoBeHnb KavyecTBa yeayru (00CTyKHBAHUS) — OTHOCHTEJIbHAS XapaKTEPHCTHKA KavyecTBa
yciayru (oOCinyKUBaHUsA), OCHOBAHHAs Ha CpaBHEHUH (aKTHMYECKHX 3HAYEHWH ToKazaTesel ee
(ero) xkauecTBa C HOPMAaTUBHBIMH 3HAUYEHUSAMH ITHX NOKa3aTesei.

YcaoBust 00Cay:KHBAHUA — COBOKYIHOCTE (DaKTOPOB, BO3/ICHCTBYIOIIMX HA MOTpeOHTENs
YCJIYTH B IIporiecce o0cIyKuBaHus.

®ponT-0hHc — COBOKYNHOCTH OPraHU3allHOHHBIX €IMHUI], 00ecredYnBaloNINX ¢O CTOPOHEI
KOMIIaHUH B3auMOJEHCTBHE ¢ moTpedburenssMu B o4HOH ¢opme (Oduc obcnyxuBaHus
notpebureneit) win 3aounoi (KonrakTHbli LeHTp) GopMme.

Anpec oduca obcnyxuBanus norpebureneit Komnanuu — np. Uienya, 1.5.

Mail-po6oT — nporpamMma 00paboTKH BXOAAIIEH 37IEKTPOHHONH KOPPECIIOHIEHITHH.

SMS (c anrn. Short Message Service) — TekcTtoBble coobuieHus odbemoM He Gonee 160
3HAKOB, HCIIOJB3YIOIIHECS B OCHOBHOM [UIsi KOMMYHHKAalMH W oOMeHa uHQoOpMalue,
pacrnpocTpaHsIOTCs MMOCpeCTBOM MOOHMIBHOH Tenedonun u depe3 Murepuer. SMS (Short
Message Service— ciyxk0a KOpPOTKMX COOOIIEHHH) —  TEXHOJOTHS, IO3BOJISIONIAs
OCYLIECTBIIATH NPHEM U Mepeaady KOPOTKHX TEKCTOBBIX COOOIIIEHHIA.

IlepeyeHsb HCMO/IB3YeMBIX COKPAIIEHHIA:

HUKY - ucnomuutens KOMMYHaIBHBIX yeiyT (Y npasnstomas komnanus, TCH/TCH)

MK/ I-MHOTOKBapTHPHBIN J10M

HITY - vHuBHyaIbHBIH (KBAPTHPHEIH, KOMHATHBIN ) mpubop yuyeTa

IIpaBuna 354 - IlpaBuna npenocTaBiIeHHss KOMMYHAJIBHBIX YCIYr COOCTBEHHHKaM H
II0JIb30BATEIAM MOMEIIEHHH B MHOTOKBapTHPHBIX [OMaxX M JKHJIBIX JIOMOB, YTBEP)KICHHBIE
[loctanoBnenuem Ilpasutenscrea PO ot 06.05.2011 N 354

JIHA - nokanbHbIE HOPMAaTHBHBIE aKThl KoMnaHuu

Pa3znen 5. Ocnosubie nean u 3agaun Cranaapra B 06;1acTi paboThl ¢ NOTpeOHTEIAMH

[enssMu M 3a1a4aMU HACTOSIIIIETO CTAHAAPTA SBJIAIOTCA:

1. YcranoBieHHe HOPM M IIPaBUII B3aHMOJEHCTBHSA € pa3IMYHBIMH I'pyNnamMu norpeburesei,
eIMHbIX TpeOoBaHMH K KadecTBY OOCTyKMBaHHSA, ONTHMH3aLUs U (opManM3aIys IIpoleayp
B3auMozelicTBus Kommanuu u norpeOuTeneil 1 MOBBIICHUS YIOBIETBOPEHHOCTH KauecTBOM
yeayr Komnanuu u o6cmyKuBaHUS KJIHEHTOB.

JlanHBIi cTaHAapT [O0/DKeH o0ecrnevyuTh ONTHMAIbHBIH 0O0MeH HH(OPMAIMOHHBIMHY,
MaTepHalbHBIMH pPecypcaMu Mexay nojapasaeneHusMu Komnanuu u norpedUTesMu.

2. Hacrosmuit crangapt ycraHaBinuBaeT TpeOOBaHMS K CJIEAYIOUIMM  IIpoIeccam
B3aHMMOJICHCTBUSA:
*  pasMeleHue u onyonukoBanue GopM JI0roBopa;



*  3aKJIIOYEHHE U BEJIEHHE JI0TOBOPOR;
* obecnieueHHWe BBICTABNEHHUA MOTPeOMTENIO JOKYMEHTOB Ha OIUIaTy crocobamH,
IIO3BOJIAIOIKMMH I€PEaBaTh UX yAaJIeHHO (moura, ceTh “HMuTepHer”)

*  Hauu4ue U QYHKIHMOHUPOBAHHE LIEHTPOB OYHOrO 00CTY)KUBaHHS MTOTpeOHUTENEH, a TaKKe
OCYIIECTBIICHHE 3a049HOT0 OOCITyKHBaHUs, oOecrieyeHne HAIHYHMA OeCIUTaTHBIX Telle(OHHBIX
HITH TeIeKOMMYHHUKAITHOHHBIX KaHATOB CBA3M Mex 1y KoMmanuei u norpebuTeisamu;

*  CHATHE W IIPHEM IIOKa3aHWH IpHOOpPOB yueTa, a Takke obeclieyeHHe IpueMa MoKa3aHHii
npubopoB yuera oT notpeduTeneil crocobamu, AOMYCKAIOIIUMH BO3MOXKHOCTH YIAJI€HHON
nepeady CBeICHHH O MOoKa3aHUAX IpUOOpoB yueTa (tenedoH, cets “HMuTepHer” u ap.)

* obecneyeHne NOTPeOUTEMO (TOKYNIATEII0) BO3ZMOKHOCTH BHECEHHUS TLIATHI IO IOTOBOpaM
3a noTpeOJeHHbIE 3HEPropecypchl pa3IMYHBIMH crocobaMu, B TOM 4ucie Oe3 oriaTel
KOMMCCHH (IUIs CITydaeB, IIPeyCMOTPEHHBIX JIeHCTBYIOLIMM 3aKOHOAATEIbCTBOM);

*  opraHu3aius npuema oOpaineHui morpeGuTeNeil pa3IHuHBIME Criocobamu (IIHCEMEHHO,
YCTHO, B TOM YHCJIE MOCPEICTBOM Tene(OHHOM, MOYTOBOM U (PaKCHMHIIBHOM CBSI3H, CETH
“MuTepHeT”, 271€KTPOHHOM ITOYTHI)

* pearupoBaHHEe Ha 3KanoObl M oOpalleHHs, B TOM YHCIIE MPEUMYLIECTBEHHO MyTEM
OIEpaTHMBHOI'O OTBETA HA HUX I10 CYIIECTBY, C BO3MOKHOCTBIO PELICHUs BONIPOCa MOTpeOHTEs
3a 1 obpaimenue;

* obecnieuenue «oOpaTHOM CBSI3NY;

*  OIIEHKa CTENEeHH YIOBIETBOPEHHOCTH Ka4deCTBOM YCIIYI 3JIEKTPO- H TEIIOCHAOKEeHHS,
BOJIOCHA0XKEHHS] U BOJIOOTBEIEHHS, KAYECTBOM IPEIOCTaBIAEMBIX SHEPIrOPECYPCOB CIKATOTO
BO3/lyXa H YIJIEKUCIOTHI ¥ Ka4€CTBOM O0CTY)KHBAHHS;

*  ananu3 notpebHOCTEH M OXHMIaHHH noTpebuTene nocpencTsoM obpaboTku obpareHuit
U anob;

*  OCYUIIECTBJICHHE MOHHUTOPHHIAa W KOHTPOJIA Haja 0OCTy)XMBaHHEM NOTpeOHTeNnei, B TOM
YHCIIe 3a HCIIOJTHEHHEM pellleHu i, IPHHSATEHIX 110 xKanobaM U obpalieHusM oTpeCHTeNei;

* ofecneyeHue HHYOPMUPOBAHHOCTH ITOTPeOHUTENEH, ITyTeM pa3MelleH s B LIEHTPaX OYHOTO
00ciy)kHBaHUs U Ha opHuLuaIbHOM calite Komnanuu B cetu “MIHTepHET”, @ TaKXKe 110 3ampocy,
B COOTBETCTBUH C TpeOOBaHHAMHE I€HCTBYIOIIETO 3aKOHOJaTeIBCTRA.

3. IloBblIeHHE YAOBIETBOPEHHOCTH Ka4€CTBOM OOCITYKMBaHHs JOCTUTAETCS B pe3yJbTaTe:

e DKOHOMHHM BPEMEHH W YCHJIMM KIHMEHTa, BO3MOXHOCTH MPEeIOCTaBJICHHS KIMEHTY
OJITHOBPEMEHHO HECKOJIBKUX BUJIOB YCIIYT;

e CoxparieHue BpeMeHH Ha 00CTyKHBaHHUE OJIHOTO KJIHEHTA (B T.4. MUHUMH3AIUS BH3HTOB
B o¢uc obciyxuBanus norpedbureneit Kommnannmn)

e Cosznanue KOMPOPTHBIX YCIOBHH U 100OP0OXKETATENFHOIO OTHOIIEHHS K KIIUEHTY,

e VYnpouieHus mpoueaypsl B3auMOAEHCTBHS C KITHEHTaMH.

4. Hacrodmmi cTaHaapT ONpelenseT M periaMeHTHPYET OCHOBHBIE HOPMBI M IIpaBHIIA,
HalpaBJICHHBIE Ha:

co3aHue KoM(OPTHBIX YCIOBHI U JOOPOKENATEIEHOTO OTHOIIEHHUS K IIOTPEOHTEIO;

COXpaHEeHHe KIIMEHTCKO# 6a3bl U IPHBIIEYEHHE HOBBIX IOTpeOHTENICH;

co3/laHue y norpebuTene xenaHus Npoa0JDKaTh COTpyIHAYeCTBO ¢ OOIIecTBOM;
(GopMupoBaHNEe W TOIJEPIKAHHE IOJOKHTEIBHOr0 MMHIKa  KoMmaHuu B riaszax
noTpebuTenel, akiMOHEPOB H COTPYIHUKOB.
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IJIABA 2. OCHOBBI B3AUMOJIEVICTBUS C
MOTPEBUTEJSIMHA

Paznen 1. llenHocTH H pYKOBOASIIHE NPHHIHITBI B3AHMO/1eHCTBHSA ¢ NOTPeOHTEISIMH

1. lleHHOCTH M IPHHIMIIBI B3aUMOJIEHCTBUS C MOTPEOUTEAMH ONpEIEIAIOTCS UCXOAA H3
muccud Kommanuu — onpejieieHse U BBINOJTHEHHEe 000CHOBaHHBIX Tpe©oBaHUH moTpebuTeneii,
MOCTOSHHBI MOHMTOPHHI HMX OXHIAHHH W YJOBJICTBOPEHHOCTH, OOECIEUeHHE HAEKHOIO U
BecriepeboitHOro cHabXeHHs HHepropecypcaMy JO0OpPOCOBECTHBIX KIHMEHTOB (mOTpeOuTenei
YCIIYT) KOMIIaHHUH.

2. OCHOBHBIMH NMPHHIIMIIAMH B3aUMOJICHCTBHUSA € MOTPEOUTENAMH ABIISIOTCA:

2.1 llpunun  HagekHOCTH W OecriepeGofHOCTH  CHaOXEHHMs  HHEpropecypcamu
notpeduteneii.

2.2 TlpMHUMN JOCTYIHOCTH M IOJHOTHI, OKAa3bIBAEMBIX KOMITAHHEH YCIYT, MO KOTOPhIM
IIOHHUMAETCH:

— TeppurtopranbHas  AOCTYNMHOCTh.  KiMeHTaM — rapaHTHpyeTcs  KadeCTBEHHOE
00CTy’)KUBaHHE U ONEPaTHBHOE PACCMOTPEHHE OOpalleHHH HEe3aBHCHMO OT YIAJIECHHOCTH MeCTa
MPOXKHUBAHUS (PUIHUECKOTO JTHIIA WK (PaKTHYECKOro MecTa HaX0Xk/JICHHS IOPHIHYECKOTr0 JIAIA.

— OpraHuzanioHHas J0CTYNHOCTb. [IpaBuia, yCIOBHS IIOCTaBKH 3HEPropecypcos,
NPOLEIYPbl IIOJIL30BAHUS YCJIYraMH KOMIIAHHH — TOYHBI, IPO3pa4yHbl M HMCIOJHHMBI.
[ToTpebutenn, mnepcoHan KOMIAHHM W JIPYTHE 3aMHTEPECOBAaHHBIE CTOPOHBI  XOPOIIO
OCBEJIOMJICHBI O IIPaBUJIAX.

— HWudopmauuonnas moctynHocThb. [lonmnas u mocrosepHas uHdopmanus 000 Bcex
npoleaypax B3aUMOJCHCTBHA ¢ KOMIaHHeH, MHPOpMaIHs MPOCTO H3JI0KEHA W JOCTYIHA K
BOCIIPHSATHIO, HOCHT TyOJMYHBIM Xapakrep M IpelocTaBiIseTcs B JOCTYymHOH (opme.
[Torpebutenn HamiexanmM o0pa3oM HMHPOPMUPYIOTCA O CTOMMOCTH YCIyr, IOpsIKe
(opMmupoBaHus W pasMepe Tapu(OB M ILI€H Ha OIUIATY 3HEPropecypcoB, a TAKKe O IMOpsKe
1eHo00pa3oBaHusi HA PO3HUYHOM pPBIHKE 3JEKTpodHepruM M np. KommaHus mpeaocrasiser
NOTPeOUTENISAM BO3MOXKHOCTD MOTYYHTh HHGOPMANUIO YI0OHBIM U1 KIMEHTa CIIOCOOOM.

— CepBucHas 10CTYHOCTE. [10 BO3MOKHOCTH, KOMITaHHS TIPEAOCTABIAET MOTPEOUTENAM
BO3MOJKHOCTh MOJIYYHTh YCJIYry YHAOOHBIM JUIsi NOTpeOuTens crocoboM: Kak IpH JHYHOM
nocemeHun oduca oOCIYKUBaHHA, TaKk U 10 TeleOHY MIM C IOMOIIBIO HHTEPAKTHBHBIX
CEPBHCOB.

2.3 Tlpunuun «oOpaTHOH CBA3U»: KOMIIAHHA OPUEHTHPYETCH Ha MOTPeOHTENs W OTKpBITA
Juis 06paTHOi cBsA3M (BKIIOYAs KanoObl M MPETeH3UH), OpraHu3anus o0CIyKUBAHUS KIMEHTOB
TPENOoJIaraeT COOTBETCTBYOIIHE H3MEHEHHUS B ICATEIbHOCTH KOMITAaHHHU B OTBET Ha MOTPeOHOCTH
¥ OJKUJaHUS KIMEHTOB.

2.4 TTpyHUMN 3aKOHHOCTH: IIpaBHJIa OpraHW3alMd JOCTYIHBI U1 IIPOBEPKH H HE
MPOTHBOpEYAT NEHCTBYIOUMM 3aKOHOJATEIbHBIM M JIPYrUM 00s3aTeNbHbIM TpeGOBaHUSM,
IIPOLECC YPETYIHPOBAHHS CIIOPHEIX BOIIPOCOB OCYIIECTBIIAETCS B COOTBETCTBAH C ICHCTBYIOIIHM
3aKOHO/IATEJILCTBOM U JIOTOBOPEHHOCTSMH CTOPOH.

2.5 IpuHiMn 06HEKTHBHOCTH M HEMPEAB3ATOCTH PACCMOTPEHHs oOpallleHHH H kanob B
YCTaHOBJIEHHBIE CPOKH, @ TaK)Ke BO3MOXKHOCTH 00XKajJoBaHUs PELICHHH, MPHHATBIX HA YpOBHE
KOMITAaHHH, B HA/IBEJJOMCTBEHHBIX OpraHH3alHAaX.

2.6 PaccmoTpenne oOpamieHHd M Kajio0 MCXOQUT W3 MpPUHIMOA J00pPOCOBECTHOCTH
noTpeGuUTeNsA, eCllM B YCTAHOBJIEHHOM 3aKOHOM IIOpsIKe He ycTaHoBiaeHO oOpatnoe. Ilpu
paccMOTpeHHH oOpameHuii (U3MYECKUX JIML, IPEJCTABIIAIONIMX COLMAIBHO YA3BHMbBIC
KaTeropuM HacelleHHs, a TaKKe npeanpuHuMareneii 6e3 obpa3oBaHMs IOPHIMYECKOrO JIHIA H
Majoro OM3Heca y4YMTHIBAETCS, YTO y JAHHOH TIpynmbl noTpeduTeNell HET IOPHIHYECKHX H
TEXHHYECKHX 3HAHUH T10 BOIPOCAM 3HEPrOoCHAOMKEHHs, TEIIOCHAOMKEHHs, BOJOCHAOKEHHS H
BOJIOOTBE/ICHHUS, IOCTABKH CXKATOTO BO3yXa H YIJIEKHCIIOTHI.
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2.7 llpuHOUN  3aIIMINEHHOCTH  NEPCOHAIBHBIX  [AHHBIX: KOMIIAHHA  HCIIOJIB3YET
MOJYYEeHHYIO OT KJIHEHTOB NEPCOHANBHYIO HH(OpManuio, Takylo Kak uMs U damumms, agpec,
ajpec OJIEKTPOHHOH TOYTHl, HOMepa TenedoHa M (akca, HCKIIOYHTENBHO C IETBIO
yJIOBJIETBOpeHUss ToTpedHOCTEHf KIMEHTOB B  BONpOCAaX OpraHM3allMH  3JIEKTPO- H
TernjJocHa0KeHHus, BOJOCHAOXKEHHS ¥ BOJOOTBEIEHHS, IIOCTABKH CXKATOTO BO3ayXa H
YIJIEKHCIIOTEL.

2.8 IlpMHIMD «MHAMBUAYAJBHOIO TOAXO0Ja» K NOTpeOHTENsM, NOHMCK KOHKPETHBIX
PEILIeHHH A1 KOHKPETHOTO KJIHEHTa, B TOM YHCJIe OpraHu3alus o0CIyKHBaHUs B JOCTYITHOMN JUIs
norpebuteneii  popme. Komnanus caMOCTOATENBHO oOnpenenser crnocobbl obecrnedeHus
JIOCTYIIHOCTH, BKJIKOYash YCTAHOBKY IIaHAYCOB Ha BXoxe B oduc npHeMa KIHEHTOB,
IpeIoCTaBIeHHe paBa Ha OOCTy)KHBaAaHHE BHE OYCPENH COTPYAHHKAM COLMATIBLHOH 3allUThI
HACEJIEHHUA U T.IL.

2.9 TlpuHIMII KOMIIETEHTHOCTH W OTBETCTBEHHOCTH: IEepCOHAT KOMIIAaHMH oOnamaer
JTHYHBEIMH Ka4eCTBaMH, HABBIKAMHM, MMOJATOTOBKOH M OIIBITOM, HEOOXOJHMBIMH JUIS BBIOJTHEHH
CBOMX O00s3aHHOCTEH HamIex)anmMm o0pa3oM, a TakKe XOpOIIO OCBEIOMIIEH O IpaBHJIax H
mpoleaypax B3auMoIecTBHA B KoMnanuu. KoMmnanus obecrieynBaeT yCTaHOBIICHHE U JIOBEJICHHE
IO CBEJIEHUS TTePCOHAIA OTBETCTBEHHOCTH 3a Ka4eCTBO 00CIIyIKHBAHHUs, a TAK)KE 32 JeATeIbHOCTh
Y IIPUHATHIC PELIEHHS 10 YIPABJICHUIO ITPETEH3UAMH.

Paznen 2. OpFaHH3aHHOHHO-HOpMaTHBHOG obecrieveHHe

1. Cucrema obcnykuBanus norpebureneit B Komnanun opranuzoBaHa TakuM o0pasom,
4qToOBl O0ECHeyYnTh ONTHMAIBHBIN OanaHc KadecTBAa W OMNEPaTHBHOCTH OOCITyKMBaHHA,
yIOBIETBOpeHHe TpeGoBaHH NOTpeOuTeNeH B COOTBETCTBHH € 3aKOHOAaTenbcTBOM Poccuiickoii
Denrepaliui U yCJIOBUSMH JIOTOBOPOB.

2. O6mue BOMPOCHI OPraHU3alMK CHCTEMBI YIIPABICHHS B3aHMOJCHCTBHEM C KIIHEHTaMH,
COOTBETCTBYIOIHE IIOJIHOMOYHMS  HWCIIONHHUTENbHBIX opraHoB AQO  «BosarasneprocOeir»
ONpEeNeNsAOTess B COOTBETCTBHMM € HAacToAmmMM  cragaptrom  H Konuenumed
KJIHEHTOOPHEHTUPOBAHHOH NOMUTHKH KoMmaHuu, HampaBleHHOH Ha peINeHHE CIEAYIOUIMX
OCHOBHBIX 3a/1a4:

2.1. ®opmupoBanne BHyTpeHHeH cpenbl KoMnmaHuM, OpHeHTHPOBAHHOH Ha moTpeduTens,
KOTOpPOE JI0CTUTAETCS:

* [IOCTPOEHUEM €IHHOI MOMUTHKH BHYTpH KoMNaHuH, pa3BUTHEM HJICOIOTHH;

* opMHupOBaHKEM CHCTEMBbI MOTHBALKHM Ui obecrieueHuss 00OCHOBaHHBIX TpeOoBaHHI
notpeduresns.

2.2. ToBeinenue kayecTBa 00CIyKUBAaHUA TOTPEOUTENS Uepes:

a) cobmrofeHye eIMHCTBA IPUHIIMIIOB OpPraHH3allii B3aHMOOTHOIIEHHH ¢ ITOTPEOHTEIAMM;

©) pa3BUTHE LIEHTPOB 0OCTYKUBAHHSI KIIHEHTOB (OUHBIH NpHEM noTpeduTenei), oNTHMH3AINA
BPEMEHHEIX 3aTpaT Ha BCEX ATANax BHICTPAMBAHHS B3aUMOOTHOIIEHHH ¢ MOTPeOHTENAMH;

B) JOCTHKE€HIE MUHHMAJILHBIX BPEMEHHBIX H ONTHMAJIbHBIX IIEHOBBIX YCIIOBHI 110 OCHOBHBIM
BHJIaM JIeATEIbHOCTH;

I) peanu3aiusi HHIMBHIYAJIBHOTO TMOJAXOJa K TOTPEeOHMTENI0 BHE 3aBHCHMOCTH OT
TEXHHYECKHX, IKOHOMHYECKHX M COLIMATIBHBIX XapaKTEPUCTHK;

o) co3manHe MHMOPMAIMOHHON  cpedbl, ofecneydBaroIlell  MaKCHMaIbHYIO H
UH()OPMHUPOBAHHOCTE TOTPEOUTENS B BOIIPOCAX OTHOIIEHHH ¢ KOMITAaHHEIH;

€) BHEIpPEHHWE BHYTPEHHHX NPHHIMIIOB KOHTPOJIA CPOKOB M KadecTBa YAOBIECTBOPEHHS
notpebHOCTEH KIIMEHTOB.

3. Ha coTpyIHUKOB, 00CITYKHBAIOIINX IOTpeOHTE e, BO3/IaraloTes CleIyIomune gyHKuuu:

— KIHEHTCKoe oO0cihyxuBaHue ¢ YyderoM mnonoxenuit CraHmapta, JOTOBOPHBIX
00sI3aTeNIbCTB, PErJIAMEHTOB M APYTHX HOPMATHBHBIX aKTOB;

— nipueM, 00paboTKa 1 aHaIM3 [TOCTYITHBIINX 00paleHui;
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