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CTAHJAPT OBIIECTBA C OTPAHUYEHHOM OTBETCTBEHHOCTBIO
«'A3ITPOM JOBbBIYA AMBYPI'»

PEI'JIAMEHT OBCJIYKUBAHUA KIUMEHTOB
000 «I'A3ITPOM JOBBIYA AMBYPI'»

Jlata BBenenus — 22.05.2014

1 ObsacTh NpUMeHeHUs

1.1 Hacrosmmii craHmapT  ycTaHaBiIuWBaeT 0a30Bbie  TpeOOBaHUS  TIO
B3aMMOJICHCTBHIO C KIIMEHTAMU TPU OKa3aHUU YCIYT B cpepe AeKTPOCHAOKECHHMS.

1.2 Hacrosimuii cTaHAapT paclpoCTpaHseTcs Ha B3aUMOOTHOLIEHUS C
NOTPEOUTENSAMU - FOPUANYESCKUMHU JUIIAMHA U UHAUBUIYATbHBIMH MPEANPUHUMATEIISIMHU.

1.3 Hacrosmmii cTtaHmapt He pacmpocTpansercs Ha B3aumozeiicteue OOO
«T"azmpom no0pua SAMOypr» M motpedureseil Ha ONTOBOM PBIHKE 3JIEKTPOIHEPIUU

(MOIIIHOCTH), a TaKKe TpaXKIaH-IoTpeouTeNneH (hrusndeckue Juma).

2 HopMaTHBHBIE CCHLIKH

B HacTosimiemM cTaHaapTe UCMOIb30BaHbl CChUIKM Ha CIEAYIOIINE CTaHIAPThI:

I'OCT P 1.0-2012 Cranmaptuzanust B Poccuiickoit ®eneparuu. OOmue
MTOJIOKEHHS.

['OCT P 1.2-2004 Cranpaptuzanusa B Poccuiickoii ®enepaunu. [lopsmok
pa3pabOTKH TOCYIapCTBEHHBIX CTaHIAPTOB.

I'OCT P 1.4-2004 Crangaptuzanusa B Poccuiickoit ®eneparuu. CtangapTsl
opranuzanuii. O01IMe NoJ0KEHHUS.

I'OCT P 1.5-2004 Cranpaptuzauusa B Poccuiickoit ®denepaunn. CTaHaapThl
HalMoHalbHbBIE. [IpaBuia mocTpoeHusi, u3a0xeHus, 0hopMIICHUS U 0003HAYEHUS.

CTO T'azmpom 1.1-2009 Crangaptet OAO «I'azmpom». [lopsimok paspaboTkw,
YTBEPIKJEHUSI, ydeTa, U3BMEHEHHUS U OTMEHBI.

CTO Taznmpom 1.9-2008 Cranmaptet OAO «I"azmpomy». IlpaBuna npumeHeHUs
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ctanaaptoB B OAQO «I"a3zrpom», ero qouepHux OOIIECTBAX U OpraHU3aIHsIX.

[Tpumeuanue — Ilpu mONB30BaHMM HACTOSIIIMM CTaHAAPTOM LIEJNECOOOpa3HO IPOBEPHUTH JAEHCTBHE
CCBUIOYHBIX CTaHJAPTOB II0 COOTBETCTBYIOLIMM YKa3zaTeNlsM, COCTaBJIEHHBIM Ha 1| sHBaps TeKyllero roga, H
nH(OPMALMOHHBIM YKa3aTeJsM, OIyOJIIMKOBaHHBIM B TEKyILeM Troxy. Eciu cchliIouHbBIN JOKYMEHT 3aMeHeH (M3MEHEH), TO
IIPU TOJIb30BaHUM HACTOSIIUM CTaHIAPTOM cJelyeT PyKOBOACTBOBATHCS 3aMEHEHHBIM (M3MEHEHHBIM) AoKyMeHToM. Eciu
CCBUIOYHBIN JIOKYMEHT OTMEHEH 0e3 3aMeHbI, TO MOJI0KEHHE, B KOTOPOM JlaHa CChUIKA Ha HEeTo, MPUMEHSIETCS B YacTH, HE
3aTparuBaroIlel 3Ty CCBHUIKY.

3 Tele/IHbI n onpeacjacHus

3.1 B  wHacrtosmmem cTaHmapTe TNPUMEHEHBI CIENYIONME TEPMHUHBI  C
COOTBETCTBYIOIIIMMU ONIPEACIICHUSIMU:

3.1.1 kament: IOpuauyeckue TuIa W/UTU WHIUBUIYAJbHBIE TIPEANPUHUMATENH,
MPUOOpETAIONINE DICKTPUUECKYI0 SHEPTUI0 ISl COOCTBEHHBIX IMPOU3BOJICTBEHHBIX
HYX], C IEJbI0 TOCIEAYIONICH Mepenpoiakiu WM JJisi KOMIIGHCAllUM TIOTEPh B
ANEKTPOCETAX JUOO JIUIO, JEUCTBYIOIIEE OT MMEHM M B HHTEpecax MNOoTpeOuTens
3JIEKTPOIHEPTUHU, HA OCHOBAHUAX MPEAYCMOTPEHHBIX 3aKOHOAATEIHCTBOM POCCHICKOM
denepanmen.

3.1.2 cnenmaauct mo padore ¢ kiaumeHnramu: Corpyaauk OO0 «I"aznpom moOw4a
SAMOypr», OTBETCTBEHHBIH 3a OCYIIECTBICHUE Pa0OTHI C KIIMEHTAMHU.

3.1.3 rapaHTHPYIOIIMI NMOCTABIIMK 3JIeKTpUYeckoil sHeprun: Kommepueckas
opraHuzanusi, oOsi3aHHAasi B COOTBETCTBHMM C 3aKOHOJIATEeNIbCTBOM Poccuiickoit
Oenepanu wid J0OPOBOJIBHO TMPUHSATHIMU 00s3aTEIBCTBAMU 3aKIIOUUTH JIOTOBOP
AHEProcHaOXKeHUsl (KyIUIU-TIPOAaXH (MOCTABKH) SJIEKTPUUECKON SHEPrHH) C JIFOOBIM
oOpaTUBIIUMCS K HEeW moTpeburtenem, MO0 ¢ JIUIIOM, JEUCTBYIONIUM OT MMEHU U B
WHTEpecax MOTPEOUTES U KEJIAIOIIMM MPUOOPECTH AIEKTPHUUECKYIO SHEPTHIO.

3.1.4 xano6a: HampaBnenHoe kiaueHToM B azapec OOO «['asnmpom 100bIua
SAMOypr» WM JOHKHOCTHOTO JIMIIA KOMIAHUU MUCHhbMEHHOE WJIM YCTHOE 3asBICHUE O
HapylIeHUW TMpaB WM OXPAHSIEMBIX 3aKOHOM HWHTEPECOB KIIHMEHTA; MPETCH3Us O
MPEOCTABICHUN YCIIYTH HEHAJISKAIIETO Ka4eCTBa U COOTBETCTBYIOIIEM YMEHBIIEHUU

€€ CTOUMOCTH H T.II.



CTO T'asnpom no6sraa AmoOypr 3.1-386-2014

3.1.5 3a0uHoe oOcay:xuBanue: OOCITyKMBaHUE KIIMEHTOB 0€3 JTUYHOTO KOHTAKTA
¢ corpyauukamu OOO «["azmpom noObrva SIMOypr», B TOM uyuciie IO TeaehOHYy WIH
noure.

3.1.6 wuHTepakTHBHOEe oOcay:xuBaHue. @DopmMa 3a04YHOrO0 OOCITYKUBAHUS
KJIMEHTOB C UCIIOJIb30BAaHUEM CETH UHTEPHET.

3.1.7 kourakT-ueHTp: COBOKYITHOCTHh  OOOpYAOBaHHS,  MPOTPAMMHOTO
oOecrieueHus, pabOTHUKOB, MPOIIECCOB ISl oOecredeHus: 00CIyKUBaHUSI KITMEHTOB 110
Tenedony.

3.1.8 obopamenue: Hanpasnennoe kmueHntoM B aapec OO0 «l'asmpom noObrua
SAmMOypr» wiM AOMHKHOCTHOTO JIMIIA KOMIIAHUM MUCHMEHHOE WM YCTHOE 3asiBJICHUE.
OOpaiieHne MOKET MPEACTABIATh 3alPOC O NPETOCTaBICHUU HHPOPMALIUH U T.I1.

3.1.9 ounoe o6cay:xkuBaHue. OOCITy)XMBaHWE KIUEHTOB TIOCPEACTBOM JIMYHOTO
koHTakTa ¢ cotpyaaukamu OO0 «["aznpom noosrua AMOypr».

3.1.10 mnoTpeduTeSb. IOPUAMYECKOE JIAIO, OCYLIECTBIAIONIEEC MOJb30BAHNE
ANEKTPUUECKON sHepruei (MomHocThio). [loTpedurens cranoBurcs kimentom OO0
«Tasmpom  nob6brya  SIMOypr» Tpu  3aKIIOYEHUW JIOTOBOpA HIHEProCHAOKEHUS
(rfopuauyecKoe JIMIIO).

3.1.11 cucrema o6cay:kuBaHus KJIMEHTOB: COBOKYMHOCTh B3aMMOCBSI3aHHBIX
MPOIIECCOB, TPYAOBBIX M HWH(MOPMALMOHHBIX PECYpPCOB, KOTOpHIE HAIPAaBJICHBI Ha
oOecrieueHre MPeI0CTaBICHUS KIIMEHTaM YCIIyT HaIJIekKaIero KauyecTBa.

3.1.12 JHepreTHYecKas YCTAHOBKA: Kommeke B3aMMOCBSI3aHHOTO
o0opymoBaHus, MpeIHA3HAYCHHBIN /IS POU3BOICTBA WM TIPE0Opa3oBaHus, IEpeIauH,

pacnpcacicHus Ui HOTpe6J'IeHI/IH OHCPI'UH.

4 O01IHMe MOJI0KEeHUS

4.1 llenpto TaHHOTO CTaHJAPTA SIBISETCA YCTAHOBJICHUE OCHOBHBIX HOPM M MPABUII
B3aumozeiicteusi OO0 «I"a3npom no6kua AMOypr» ¢ KIIMEHTaMH, BHIpA0OTKA €UHBIX

TpeOOBaHUIl K Ka4eCTBY OOCTYKUBAHUSI.
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4.2 CrangapT omnpeAenseT W pPEeriiaMeHTHPYeT TpeOOBaHUA K CICIYIOITUM
npoLeaypaM B3auMOACHCTBUS:

- aHalM3 MNOTpPeOHOCTeW W OXHUJIAHUW KIMEHTOB IIOCPEICTBOM O00pabOTKH
00OpallleHUI KJIMEHTOB;

- 3aKJII0YCHUE U BEJCHUE JI0TOBOPOB, TEKYIlee 00CITyKHBAHUE;

- pearupoBaHue Ha kalo0bl U 00palleHus, 00ecrieueHrne «0OpaTHOM CBA3NY;

- OIICHKA CTENEHU YJOBJIETBOPEHHOCTH KAa4€CTBOM YCIYT 3JEKTPOCHAOXKEHUS U
KaueCTBOM OOCITy>KHUBaHUS;

- OCYUIIECTBJICHHME MOHUTOPUHIA W KOHTPOJISI HajJ OOCITyKHUBaHUEM KIHEHTOB, B
TOM YHCIIE 32 HUCIOJHEHHEM pEHICHUM, MPUHATHIX MO >XKajo0aM U oOpalieHUsSM
KITUEHTOB;

- obecrieueHre UHPOPMUPOBAHHOCTH.

4.3 Cra"mapT omnpeeseT U periiaMeHTUPYET OCHOBHBIE HAITPABJICHUS MOBBIIICHUS
YAOBJIETBOPEHHOCTH KJIMEHTOB KAay€CTBOM YCIYI 3JIEKTPOCHAOXKEHHS M KauyeCTBOM
o0OCy>KUBaHUSI:

- YMEHBILIEHNE BPEMEHHU PELICHMS BOIIPOCOB;
- ONITUMU3AIMS 3aTPaT KJIMEHTOB;

- co3ganre KOMGOPTHBIX YCIOBUH U J0OPOKEIATEIHHOTO OTHOIICHUS K KITUCHTY.

5 IloaTBep:KIeHHE COOTBETCTBUS

5.1 IloaTBepxaeHue COOTBETCTBUSI TPEOOBAHUAM CTaHIapTa OCYIIECTBISCTCS B
dbopme 10OpOBOIBHON CePTUHUKAIINHN:

- YIOCTOBEPEHHUSI KauecTBa pabOT U YCIIYT, a TaK K€ MOATBEPKICHUS COOTBETCTBUS
YCJOBUSIM JIOTOBOPOB;

- COBEPIIICHCTBOBAHUS yIPABJICHUS B3aUMOOTHOIIICHUSMH C KIINCHTAMH.

5.2 Tlopsimok TIOATBEPKACHUS COOTBETCTBUS YCTAaHABIMBACTCS OTIEIbHBIM

OPTraHU3alMOHHO - PACIIOPSAUTEIBHBIM JTOKYMEHTOM.
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6 le/IH]_lI/Il'[I)I B33HMOHeﬁCTBHH C KIIMCHTaAaMH

6.1 OCHOBHBIMH TIPHHIUIAMH B3aUMOJCHCTBUS C KIMCHTAMH SBIISIOTCS
HAJEKHOCTh, OecrepeOOHOCTh 3JEKTPOCHAOKEHUSI U JOCTYIHOCTb OOCITYKHBaHUS,
01 KOTOPOX TOHUMAETCSI:

- TeppUTOpHaibHAs JOCTYIMHOCTh. KiMeHTaM TapaHTHUPYyeTCS KadeCTBEHHOE
oOCny’)KMBaHME U ONEPATUBHOE PACCMOTPEHHE OOpallleHuid HE3aBUCUMO OT
yIaJIeHHOCTH ()aKTUYECKOT0 MECTa HAXO0XK/ICHUS KIIMEHTA,

- Opra"u3alMoHHas JOCTynmHOCTh. [IpaBuma mnonb3oBanus ycayramu OOO
«T"a3npom n106k14a SAIMOYpPr» Mpo3payHbl U UCTIOTHUMBI;

- nHpopManmoHHas AocTynHocTh. [lonHas u mocTtoBepHas uHdopmanus 060 Bcex
npouenypax Bzaumonaecteusi ¢ OO0 «l"azmpom 106b1ya AMOYpr» HOCUT MyOTUYHBIN
XapakTep W MpeaocTaBiisieTcs B JOCTyMHOM dopme. KimeHTsl Hammexammm oopa3zom
MH()OPMUPYIOTCSI O CTOUMOCTH YCIIYT, IOpsiiKE GopMUpOBaHUsS U pazMepe TapudoB Ha
OIIaTy 3JEKTPOIHEPIHH, a Tak¥Ke, MPU HEOOXOIUMOCTH, O TIOPSJIKE IEHOOOpa30BaAHMUS
Ha POSHUYHOM PBIHKE 3JICKTPOIHEPTHUH.

6.2 OOcinyxuBaHWe KIMEHTOB OCHOBAHO Ha TIPHUHIIMIIC «OOpPAaTHOW CBS3WY,
KOTOPBIM OMNpeeseT opraHu3amuioo 3HeprocobiToBoi nesarenpbHocTH OO0 «I"asnpom
no6b1ya SIMOypr» B OTBET Ha MOTPEOHOCTH U OKUJIAHUS KITUEHTOB.

6.3 Kmuenram oOecreunBaeTcs OOBEKTHUBHOE M HEMPEIB3SITOEC PACCMOTPEHHUE
oOpallleHnii 1 Kajlod B YCTaHOBJICHHBIE CPOKH, a TaKKe€ BO3MOXKHOCTH O00>KaJOBaHUS
pemenuii, npuHAThIX Ha ypoBHE OO0 «["aznpom no6s1ya AMOypry.

6.4 Paccmorpenme  oOpamieHMH W KOO  MCXOOWT W3  NPHHIMIA
T0OPOCOBECTHOCTH KJIIMEHTA, €CJIM B YCTAHOBJIEHHOM 3aKOHOM TMOPSJIKE HE YCTAaHOBJIECHO
obpatHoe. Ilpum paccMoTpeHMHm OOpalIeHU NpeaNnpuHUMATEIeH Majoro Ou3Heca
VYHUTHIBACTCS, YTO Y JAHHOW TPYMIBl KIMEHTOB HET IOPUAMYECKUX M TEXHUYCCKUX
3HAHWH 110 BOIIPOCAM SHEPTOCHAOKCHUSI.

6.5 Kimmenram obecrieunBaercs 3anuta nepcoHanbHbIX AaHHBIX. OO0 «I"asmpom
no0bya SIMOypr» B ciyyae MOJy4YeHHUS OT KIMEHTOB MEPCOHANbHON WH(bOpMaIu,

TakoW Kak ajpeca MpPOXUBaHUS PAOOTHUKOB KIMEHTA, ajpeca JIUYHOM (YacCTHOM)



CTO T'asnpom no6sraa AmoOypr 3.1-386-2014

AIIGKTPOHHOM  MOYTHI, JIMYHbIEe (YacTHBIE) HOMepa TeineoHOB U (Ppakcos,
MCKITIOYHUTENFHO C LENIbI0 OPraHU3aliy Mpoliecca IeKTPOCHA0KEHHS JTHO0 B CIydasx

IIPENYCMOTPEHHBIX JEUCTBYIOIINM 3aKOHOIATENBLCTBOM Poccuiickoint Denepannm.

7 OpraHn3alMOHHO-HOPMATHBHOE O0ecneyeHue

7.1 Cucrema o6cnyxuBanus kianeHToB OOO «['asmpom npoGbua  AMOypr»
OpraHW30BaHa TaKUM o00pa3oM, 4YTOOBI OBLIO oOecredeHo COOJ0ICHUE YCIOBUHN
JIOTOBOPOB dHEProcHabKeHus1, TpeOoBaHMM 3aKoHOAaTeNbeTBA Poccuiickont denepanym
Y yJIOBJIETBOPEHHE CIIPOCA KIMEHTOB Ha YCIYTH SHEPrOCHA0KEHHUS .

7.2 B OOO «l'azmpom pgo0biua SAMOypr» co3nanbl U (QYHKIIMOHHUPYIOT
CHELMaJIbHbIE CTPYKTYPHBIEC IOApa3/eieHUs] MO paboTe ¢ KIMEHTaMH, Ha KOTOpbIE
BO3JIOKEHBI CeAyronue QyHKINU:

- Opra"u3anus KIMEHTCKOTO OOCIY>KMBaHUS C Y4YETOM TOJIOKEHHUH CTaHjapTa,
JOTOBOPHBIX 0053aTENbCTB, PETJIAMEHTOB U APYTHX HOPMATHBHBIX aKTOB;

- mpueM, o0paboTKa M aHAJIM3 MOCTYNUBIIMX OOpaIleHUH;

- pabora ¢ xanobamu;

- U3y4Y€HUE MOTPEOHOCTEN 1 MOHUTOPHUHT CTENEHU yI0BJIETBOPEHHOCTU KIIMEHTOB;

- cOOp U TMpenoCTaBIE€HHWE PYKOBOJACTBY OTYETOB II0 B3aMMOJEUCTBUIO C
KJIMEHTAMHU Y TIPEIOKESHUH 10 YIIYYIIIEHUIO Ka4eCcTBa 00CTyKUBaHUSI.

7.3 Jlns opranmzanmu 0OCITy>KWBAaHUS HMCIIONB3YIOTCS JIBa YPOBHA: (PpOHT-OpUC U
03K-oducC.

- (¢poHT-0(MC OTBEUAET 3a HEMOCPEICTBEHHOE B3aUMOEHCTBUE ¢ KiueHToM. OH
BKJIIOYAeT  mojpasjienieHue  (CObITOBOM  y4aCTOK)  OYHOro  OOCIy>KMBaHUS,
noJipaszziesieHue (KOHTAKT-LIEHTP) 3a04HOT0 OOCTYKHUBAaHUS 1 UHTEPHET-IIPUEMHYIO;

- Ook-ouc obecreyuBaeT pacCMOTpeHHE, OOpadOTKY M BBITIOJTHEHUE 3asBOK U
oOparieHuii KIMeHTOB, MOCTYMAONINX Yepe3 GpoHT-oduc.

7.4 PykoBoauTeNM U CHEUUATUCTHI (OTBETCTBEHHBIE MCIIOJHUTENHN) CTPYKTYPHBIX
noapaznenenuit OO0 «['azmpom noObiya SAMOypr» mo paboTe ¢ KIMEHTaMU U JIPYTHUX

CTPYKTYPHBIX MOApa3AeIeHUN B3aUMOJICUCTBYIOT c BBIIIICYKa3aHHBIMU
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MO/APA3ICICHUs MU IO padoTe C KIMEHTaMH B paMKax cBoeil komneTeHuu. Kaxnoe u3
CTPYKTYpPHBIX IOApA3JEICHUN, JEATEIbHOCTh KOTOPBIX 3aTparuBaeT HWHTEPECHI
noTpeOuTeneil, Ha CUCTEMATUYECKOM OCHOBE [aeT MPEIIOKEHUS IO YIYYIICHHIO
paboThl C KIMEHTAMH M Y4YacTBYeT B peajM3allid COOTBETCTBYIOIIETO ILIaHa
MEPOTIPUATHUHA.

7.5 Jlma opraHu3anyMy B3aWMOJACHCTBUS C KIMEHTAMU HCIOJIb3YETCS €IUHOE
IPOrpaMMHOE OOECIIEUEHUE C BO3MOYKHOCTBIO BBIXO/Ia B €IMHYI0 MH(POPMALMOHHYIO
0azy.

7.6 OO0 «l'azmpom moObr4a SAMOYpr» MpeaocTaBisIeT KIMEHTaM BO3MOXKHOCTH
cBOOOZHOrO BbIOOpa JHOOOrO0 M3 TpeX TUIOB KaHAJIOB HH(OPMALMOHHOIO
B3aUMOJICUCTBUS  (OYHOTO, 3a0YHOTO M BHUPTYaJIbHOTO0) B 3aBUCUMOCTH  OT
WHJUBUTyAJIbHBIX BO3MOKHOCTEN U NIPENNOYTEHUIN KIHEHTA.

7.7 Ins co3maHusi U TOJJEp’KAHUS CHUCTEMbl 00chmykuBaHus KiueHToB OO0
«I"a3npom no6k1ua AMOypr» obecrieunBaeT HaIU4HeE:

- KBaJU(UIMPOBAHHBIX CHEIHAIMCTOB, OTBETCTBEHHBIX 3a B3aUMOJIECHCTBHUE C
KJIMEHTaMH U OPTaHU3aL1I0 KIMEHTCKOTo 00CTyKUBaHUS;

- IOMEUIEHUH AJId TpUeMa KIIMEHTOB;

- KOMIIBIOTEPHOTO OOOpYyAOBaHUS W MPOTrPaMMHOIO  oOecredeHust s
peructpanuu, o0padoTKH 00pallleHUd KIMEHTOB U ()OPMUPOBAHUS OTUETOB;

- (GopMaiIM30BaHHBIX B COOTBETCTBYIOUICH pErjIaMEeHTHUPYIOLIEH TOKYMEHTaluu

ouznec-mporeccoB B3aumoaecTeusi OO0 «I"a3npom go0kua AMOypr» ¢ KIueHTaMu.

8 OCHOBHbIE KPUTEPUHU B3aUMOAEHCTBHS ¢ KIIMEHTAMM

8.1 DOddexTuBHBIN NpoLEecC B3aUMOACHCTBUS C KIMEHTAMH XapaKTEpHU3yeTCs
CJIEYIOIIMMHU [TapaMeTpaMu:

- eauHooOpasue TpeOOBaHMI K KauyeCTBY NPEIOCTaBICHUS YCIYT, COOJOJEHUE
YCTaHOBJICHHBIX CPOKOB 10 BCEM MPOIIeIypaM B3aMOICHCTBUS;

- UHIUBUAYaIbHBINA OIXO K KJIHEHTaM;

- MUHHUMHA3alHA BpCMCHU KIIMCHTA, 3aTPAYCHHOI'O HA ITOJYYCHUC YCIIYTU,
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- ONEPaTUBHOCTh pEarupoBaHUs Ha >Kalo0bl W YCTPaHEHHs BBIABICHHBIX
HEJ0CTAaTKOB B pabOTe C KIIMEHTAMH;

- MOJHOTA, aKTyaJbHOCTh, JIOCTOBEPHOCTh MH(MOpPMALUA U MYJIbTUKAHAIBLHOCTH
MpeaoCcTaBIeHUs HH(pOpMaIuy.

8.2 KitoueBbIMU KpUTEPUSIMU OLEHKH KadyecTBa B3aWMOJCHCTBUS C KIMEHTaMU
IIPU OKa3aHUU yCIIyT SHEPrOCHA0KEHUS SBISIOTCS:

- oOecrnieyeHre KayecTBa IEKTPOCHAOKEHUS;

- oOecrieueHre KauecTBa KIIMEHTCKOTO 00CITyKUBAHNUS.

8.3 B HacTosmem ctaHAapTe yCTaHABIMBAIOTCS CIEAYIOIINE MOKa3aTeld KauecTBa
KJIMEHTCKOTO 00CITy>KUBAHUS:

- MOJIHOTA, AKTYyaJIbHOCTh U JOCTYITHOCTh MH(OpPMAIUU, B TOM 4Hclie 00 o0beMe,
MOPSIIKE TPENOCTAaBICHUS W CTOMMOCTH YCIYr XapaKTEpU3YIOTCA IOKazaTeseM
«MHpOpMaTUBHOCTEY;

- WCIOJHEHWE B YCTAHOBJIEHHBIA CPOK BCEX MpPOLENyp, MPEAYyCMOTPEHHBIX
CTaHIAapTOM, B TOM UYHCJE€ IO PACCMOTPEHUIO OOpalleHUH U Kanod KIUEHTOB
XapakTepu3yercs nokasareneM «CrnoiIHuTeIbHOCTBY;

- Hanmuuue dS(PEGEeKTUBHOM O0OpaTHOM CBS3UM C KIMEHTaMH, TO3BOJIAIONIEH B
pa3yMHBIE CPOKM pa3peniaTh BOSHUKAOIINE B MIPOLIECCE AEATEIBHOCTA BOIPOCHI, B TOM
YHCJIe CBS3aHHBIE C KAUECTBOM M CTOMMOCTBIO OKAa3bIBAEMBIX YCIIYT, XapaKTepU3yeTcs
nokasatesieM «Pe3ynpTaTUBHOCTh 0OpaTHOM CBSZH.

8.4 Ilopsnok BbICTaBICHMS M TNPUMEHEHHMsS OLEHOK IO  IOKa3aTessiM
«MudpopmatuBHOCTY, «HCIOMHUTENBHOCTEY», «Pe3yJabTaTUBHOCTH OOpATHOWM CBSA3W»
pErIaMeHTUPYETCS OTAEIBHBIM OPraHU3aLMOHHO-PACIOPAIUTEIBHBIM TOKYMEHTOM.

8.5 000 «I'azmpom n100bua SAMOYpr» HeceT OTBETCTBEHHOCTh 3a COOJIIOACHUE
BBIIIIEYKA3aHHBIX KPUTEPUEB CBOMMU MOJPSIUMKAMHU, €CIIA TAaKOBBIE MPHUBIEKAIOTCS K

00CTy>KUBaHUIO KIINCHTOB.

9 Opranu3anusi 04HOT0 00C.Ty;KMBAHUSA
9.1 Cucrema OYHOro OOCITY)XMBaHHUSl KIHEHTOB COCTOMT H3 TpPEX 3BEHBEB:

nentpaibHoro odguca — OO0 «Tasmpom nmoObua SAMOypr», 000cobIeHHOE
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TeppUTOpUATbHOE Tojpa3zaeneHue (pyHKunOHANBHBIN oduc) - ¢punnan «AmOyprckoe
palioHHOE ympaBjeHHUE» U 000COOJICHHBIN TEPPUTOPHATLHBIN (KJIUEHTCKUI) y4acTOK —
Y4aCTKH CIECIUAIM3UPOBAHHBIX Noapa3aencHuilt APDY.

Ta6auua9.l-epapxus o TeppuUTOPUATBHOMY NPU3HAKY

HacenenHblii myHKT

HenTpaneusiii opuc | OO0 «I"aznpom no0srua AMOypr»
AHAOQO, r. HoBblll Ypenroii, yin. ['eonoropa3Be 1uukos, 1. 9

Oyukumonanbubli | AHAO, n. AmOypr, ABK «SAPOY»

oduc
Knuenrckue AHAO, n. AmOypr, ABK «AP2VY», kabuners! «OTaen copiTa 1
y4acCTKHU SHEPTOKOHTPOJISI

SAHAO, n. Hoo3zanomnspusiii, ABK «JP3VY», kabunetsr «Otnen
COBITa M HEPTOKOHTPOJISH» U «3aNOJISIPHOM MPOU3BOACTBEHHON
CITY’KOBI 2HEPTOBOIOCHAOKEHUS;

AHAOQO, r.Hossili Ypenroii, Taexnas 27; kadbunet Nol13

9.2 KommdecTBO W MecCTa PAaCIOJIOKEHHUS OO0O0COOICHHBIX TEPPUTOPHATBHBIX
MOJIpa3eIeHui  ONMPENENSIIOTCS  WCXOAs W3 TMPHUHIMIA JOCTYIMHOCTH OYHOTO
00CITyKUBaHUS.

9.3 000 «I'azmpom moObrya SAMOypr» obOecrieunBacT HE MEHEe OJIarONMPHUSATHHIC
yCIIOBUSL TIpHE€Ma KIMEHTOB, Y€M OpraHbl TOCYAapCTBEHHOW BIACTH M MECTHOTO
CaMOYIPAaBJICHUS TIPYU OpraHU3aLUH NIPEAOCTABICHUS MyOJUYHBIX YCIIYT.

9.4 Tlpu ompeneneHNH TIOTHOCTH pa3MeIeHus] 000COOIEHHBIX TEPPUTOPUATEHBIX
noapasznenenuit  (yuactkoB) OOO «lasmpom go0bda  AMOypr»  y4UTHIBAOTCS
TpeOOBaHUs 3aKOHOJIATENbCTBA. MecropacnosioxxeHnue 000CO0JIEHHOTO
TEPPUTOPUATBHOTO (KJIMEHTCKOI0) y4acTKa OMPENeNIeTCs UCXO U3 TPAaHCHOPTHOU U
MENIEXOIHOM JOCTYMHOCTH O HEro W OoOpaTHO B TEUYEHHE pabouero IHsA AN BCeX
KITUEHTOB, HAXOSIIUXCS B TPAHHUIIAX 30HBI OOCTYKUBAHUS TaHHOTO MOpa3ICICHHS.

9.5 ®yHKIMOHATBHBINA 0(UC, TOMUMO OOCITYKHUBAHHUS KIMEHTOB, BBIMOJIHIET COOP
1 00pa0oTKy MH(pOpMaLMKU MO paboTe C KIMEHTAMH 000COOJIEHHBIX TEPPUTOPHATBHBIX
Y4acTKOB I (DOPMHUPOBAHHSI CBOJHBIX CTATUCTHYECKUX OTYETOB.

9.6 IlpueM KITUEHTOB OpraHU3yeTcs B (PYHKIIMOHAJIHLHOM O(pHUCE U B KIMEHTCKOM

y4yacTKe.
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9.7 OuHoe O0OCTY)XHUBAaHHE OCYIIECTBISETCSA CHEIUAINCTAMH 10 padoTe C
KITMCHTAMH.

9.8 TurmoBol MOpsAI0K 0OCTYKUBAHUS KIUEHTA:

- KIHMEHT 3HAKOMHUTCS ¢ HWH(DOPMAIMOHHBIM CTCHIOM |  OOBSBIICHUSIMH,
Pa3bACHSIIONTUMHE MOPSIIOK TTPHEMa, TUTIOBBIE BOPOCH! M PYHKIIMHA COTPYTHUKOB;

- TpU HEOOXOAMMOCTH KJIMEHT O0Opamaercs K CHCIUAINCTy 10 paboTe ¢
KJIMCHTaMH, KOTOPBI TPOBOAMUT TEPBUYHBIA MPHEM, BBIABISIET HEOOXOIUMOCTD
oOpateHusi K CIeNuaInucTaM JIpYruxX CTPYKTYpHBIX moapazaencHuii OO0 «I azmpom
no0b14a SIMOYpr» M OCYIIECTBISAET IUCHETYCPUIALINIO;

- CHCHHMAIUCTBI CTPYKTYPHBIX TIOJpa3ACiieHUH BBITIONHSIIOT (DYHKIHH TI0
peanu3anyu moTpeOHOCTEN KIIMEeHTa B paMKaX CBOUX JIOJKHOCTHBIX 00S3aHHOCTEH.

9.9  VYcranaBnmuBalTCS ~ CIEAyIOIIWE  TUIOBBIE  TapaMeTpbl  CpenHei
MPOJOIKUTEITLHOCTH B3aUMOICHCTBHYSI C KITUEHTAMM:

Ta6numna9.2—IIpogoKUTeIbHOCTh OOCTYKMBAHUS KIIMEHTA

[Tapamerp
dopma B3aMMOAECHCTBUS Kpurepnii (cpennee
3HA4YCHUE)

I{eHTp 0OYHOrO OOCTYKUBAHUS

OOGcayxrBaHHE [Tpuem 15 muH.
CIICIIMATUCTOM TIO
paboTe C KJIMEHTaMH

OOGcayxrBaHHE [Tpuem 20 MuH.
CrieIuaInucTaMu

HaNnpaBJICHUIN

O6miee BpeMst 00CTyKMBaHUSI KJIUEHTA He Gonee 35 mMuH.

9.10 Ounoe oOcmyXUBaHHE OPTaHU3YETCS B TOMENICHUSIX, HAXOMSIIUXCS B
MaKCHUMaJIbHO JJOCTYITHOM JJisi OOJIBIIMHCTBA OTpeduTeneit mecrte, He nanee 50 KM.

9.11 Tlomemenue 1yist OYHOTO OOCTY>KMBaHUSI 00€CIIEUNBAET OECIPENATCTBEHHbIN
JIOCTYIl TIOCETUTEIIEH.

9.12 TumoBoe 00opyA0BaHUE MOMEIIECHUS JJIi OYHOTO OOCTY>KUBaHUS TPUBEICHO

B Ta0JmmIe 9.3.

10
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Ta6nuua9.3-TunoBoe 000pyaOBaHUE TOMEILIEHUS

HasBanue O6opynoBaHue/ocHaIIEHUE [Ipumeuanue
Paboyee mecTo — OTHETbHBIN Tene(OHHBII anmapar ¢ K§16HHeT HE MeHee 6
CHELUAINCTA 110 BO3MO’KHOCTBIO IT€peapecalfu M
paboTe ¢ BBI30BOB
KIMCHTaMH — IEPCOHAJIBHBIN KOMIIBIOTED

— MHOTO(YHKIIMOHAJILHOE
KOMUPOBAIBHO-TIEYAaTHOE YCTPONUCTBO
— (akc
Paboune mecTa — OTHEeJbHBIE TeJe(DOHHBIE anmnapaThbl HE MeHee 6 M° Ha
CIICnraincToB — IICPCOHAJIbHBIC KOMIIbIOTCPBI COTPYAHUKA.
HaIpaBJICHUN Paboune mecta
pacriojaratorcs B
kabuHeTax (He Oosee
YeM Ha LIECTh
COTPYTHUKOB)
Kopumopsr/ — MecTa JUIs CUICHHS KOPHIOP - LIMPUHA
XOJUIBI JUISt — WH(MOPMAIMOHHBIE CTEH IBI He meree 1,5 M s
OKUJaHUSA CBOOOIHOTO TIPOX0Aa
MPeAnoIaraeMoro
MMOTOKA JI0JICH,
X0J1 - He MeHee 10
N
Canysen HE MEHee 3 M’

9.13 B nensx 6€30MacHOCTH COTPYAHUKOB M KJIMEHTOB IIOMEIIICHUE 000Dy IyeTCS:

- IPOTHBOIIOKAPHOM CUCTEMOU U CPECTBAMU MTOKAPOTYLIEHNS;

- CUCTEMOM OMOBEIICHUS O BOSHUKHOBEHUH YPE3BbIYAHON CUTYALINH.

9.14 Bxom wu BbIXOA (BKJIIOYAsl aBapUUHBIN) W3 TMOMEIICHUS OO0OpPYAYIOTCS
COOTBETCTBYIOIIMMHU YKa3aTeIsIMH C aBTOHOMHBIMU HCTOYHUKaMU Oecrepe0oiHOro
MUTaHUS.

9.14.1 UndopManmoHHbIe yKa3zaTeau, OPOpMIIEHHbIE B €IMHOM KOPIOPATHBHOM
CTHJIE, Pa3MEILAlOTCs:

- Y IEHTPAJILHOT'O BXO/1a B 3[]JaHUE U ITOMEILICHHS BEIBECKU C HA3BAHUEM;

- Tabnuuka ¢ uHOpManMerl o pexume padoThl M KOHTAKTHBIE TeIehOHBI

Y4aCTKa;

11
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10 Opranu3anusi 3204H0OT0 00CTy:KUBAHUS

10.1 Cucrema 3a04HOro OOCTY>KMBaHHUSI BKJIIOYAET JIBA KaHaja CBS3U: TeleoH
(KOHTaKT-IIEHTpP) U nouTa (IIO4YTOBAas MEPEIUCKA).

10.2 KoHTaKT-IIeHTp NpeACTaBiseT JIOCTyn K TeiedoHaM (PYHKIIMOHAIBHOTO
oduca, oOpaTUBIIMCH MO KOTOPHIM KIUEHT MOKET MOJYYUTh MH(POPMAIIMIO, a TAKXKe
nepeaarh Heooxoaumyto uHdopmarmio st OO0 «I"azmpom go6wraa SAMOypr».
Tenedonsr: 8-(3494)-96-83-81; 8-(3494)-96-25-23.

10.3 TlouroBass mepemmWcKa WCIOIL3YETCS MJIs HANpaBICHUS JOKYMCHTAIIHUH,
CBA3aHHOM C OOCITYy)XKMBaHHMEM, a TaKXKe B CiIy4asX, KOIJla KJIMEHT HarpaBisieT
oOpallleHHe 1o MoyTe.

10.4 VYcranaBmmBaeTCsS  CIAEAYIONIEE: TIPHEM  BBI30BOB  KOHTAKT-IIEHTPA
OCYIIECTBJISIETCSL B pabovyre THU C YCTAaHOBJICHHBIM pekUMOM pabouero Bpemenu OO0
«I"a3nmpom go0kga AmMOypr» (¢ 8:00 yacoB U IPOJOIKUTENBHOCTBIO paboYero AHS He
MEHee 8 4acoB, C YCTAaHOBJICHHBIM TIEPEPHIBOM JIJISI OT/IBIXA U TTUTAHUS).

10.5 Tlpu ocymiecTBICHUH 3aMMCH KIWEHT Mpeaynpexaaerca o0 3TOM B Hauaje
Tene(oHHOro pa3roBopa.

10.6 Bce 3aounbie oOpamieHus, noctynatomue B aapec OO0 «["aznmpom go0b1ya
SAmOypr» 0b6pabaThIBarOTC.

10.7 Cneumanuctsl, oOecledynBalONIe 3a049HOE OOCTY)KMBAaHWE KIIMEHTOB
UCTIONIB3YIOT eAWHbIe HWH(OpPMAIMOHHBIE 0a3bl JaHHBIX, IMOCPEACTBOM KOTOPBIX
CUHXPOHU3HPYETCS WX JEATCIbHOCTh M HE JIOMYCKAIOTCS IOBTOPHBIC 3ampOChI
MH(pOpMaAIUU OT KIIMEHTA.

10.8 TumnoBoii MOPSIIOK 3209HOTO OOCITYKHBAHUS IO TeleoHy:

- OTBET Ha TesedOHHBIN 3BOHOK, 00pa0O0TKa MOJYyUYSHHOTO 3a1poca;

- TIepEHAmNpaBJICHHE K COTPYAHHUKY, HWMEIOIIEMY HYXXHYIO JJisi OTBeTa
KOMITCTCHIIMIO W/WIM TPEJOCTABICHHE KOHCYJIbTAIMK (OTBETa) KIMEHTY B pPaMKax

CBOEU KOMIIETCHIIUH.

12



CTO T'asnpom no6sraa AmoOypr 3.1-386-2014

10.9 TIIpm HeoOXOAMMOCTH KIMEHTY TMPEIaraeTcsi BO3MOXKHOCTh OYHOTO
00CITyKUBaHUS.

10.10 TurmoBo# MOPSAIOK 3204HOTO OOCTY>KHMBAaHUS TIO IMOYTE:

- perucTpanus u 00padoTKa MUCEMEHHOTO 00paIEeHNS;

- IOATOTOBKA OTBETA CIEIUATUCTOM;

- odopmieHHe OTBeTa B TI€YaTHOM BHAEe Ha (PUPMEHHOM OJIaHKe
¢ynkuuonansHoro odpuca OO0  «lazmpom  goObrua  AmOypr».  JlokymeHT
MOJAMKUCHIBACTCS JOJDKHOCTHBIM JIMIIOM, OTBETCTBEHHBIM 3a paboTy C KIMEHTaMH,
COJICPKUT KOHTAKTHBIC TAHHBIC UCTIOJTHUTETIS.

10.11 VYcranaBnmuBaroTCs CIEAYIONIME THUIOBBIE TMapaMeTpbl CpeaHed U
MIPEACIBHON MPOJIODKUTEIIEHOCTH B3aUMOACHCTBUS ¢ KIMEHTaMHU (KpoMe MmapaMeTpoB
B3aUMOJICCTBUS C KIMEHTOM B paMKax JACHCTBYIOIIETO MyOJWYHOTO IOTOBOpPA
HYHEPTrOCHAOKECHHUS ):

Ta6ununal0.l-ITpoaoKUTENLHOCTH B3aUMOJICVCTBHS C KIMEHTAMU

dopma [TapameTp
B3aUMO/JICUCTBUS Kpurepunit (cpennee
3HA4YCHUE)
KonTakT-ienTp
Teneponnoe Bpewms oxnnanus orsera 20 cexk.
oOciykuBaHUE 3anpoc ¥ nouck HHGOPMAIUK O KITUEHTE 1 MuH.
KiiMeHTa oneparopoM | [IpenpocraBienne nHGoOpMaluu 1o 3a1pocy | 5 MUH.
ITocTob6paboTka oOpareHus 5 MuH.
Tenedhonnoe CoennHeHNs CO CIEUAINCTOM 40 cexk.
oOcyKuBaHUE [IpenocraBnenue nnpopmanuu 5 MUH.
KITMEHTa CHELMATTUCTOM
CHELMATUCTOM
IToura
®dopma [Tapamerp
B3aNMOJECHUCTBUS Kpurepuii (mpenenbHOE
3HAYCHMUE)
O6padoTka Peructpanus, kinaccupukaius 1 nepegadya
oOparieHus oOpalieHusi pyKOBOAUTEIIO He Oozee 1
[lepenaya oOpanieHus: COEUATUCTY pabouero AHs
PaccmoTpenne oOpamenus u odhopmiieHue | He Oonee 14
OTBETA pabouux nHen
[Tpoanenue paccMoTpenus: oOpalieHus He Oonee 15

13
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pabounx gHen
O6padoTka PaccmoTpenue oOpaiienus u oopmiieHue | He Ooiee 14
oOpalieHus OTBETA pabounx gHen
CIIELIMAIUCTOM [Tpoanenue paccMoTpenus oOpalieHus He Oonee 15
pabounx gHen
Obmas He 601ee 30
MIPOIOJDKATEITLHOCTD KaJICHIAPHBIX
JTHEN

10.12 JleiicTBUS TI0 PACCMOTPEHHOMY OOpAIlEHUIO HE IIPOU3BOJATCS, C
YBEJOMJICHHEM 00 3TOM KIIMCHTA, B CIy4asx:

- €CJIM MMIUChbMEHHOE OOpaIleHHe COMCPKUT HEICH3ypHBIE, TH00 OCKOPOUTEIIbHBIC
BBIPKEHUS, YTPO3bI )KU3HH, 3IOPOBBIO M UMYIIECTBY COTPYJIHHKA KOMITAHUH, & TaKKe
YJICHOB €T0 CEMbH;

- €CIIM TEKCT NMUCbMEHHOT0 00pallleHUs He MOIaeTCs MPOUYTECHUIO;

- €CJIi B TIMCbMEHHOM OOpAIlleHUU KJIHEHTa COJEPXKUTCS BOMPOC, Ha KOTOPBIN
KJIMCHTY YK€ OBLI MPEIOCTaBIIEH OTBET IO CYIIECTBY B CBSI3M C paHEE HAINPaBIsSIEMbIMHU
oOparieHusiMu, W TPU 3TOM B OOpallleHHWH HE MPHUBOMASTCS HOBBIE JIOBOABI WM
00CTOSITEILCTBA;

- €CITM OTBET TI0 CYIIECTBY MTOCTABJICHHOTO B 0OpAICHIH BOMPOCa HE MOXKET OBITh
naH 0e3 pa3riaiieHus: CBeJIEHNH, COCTABIISIONINX KOMMEPUYECKYIO TaliHY.

10.13 OoOpamienne KIWeHTa HE paccMaTpUBACTCS M OTBET HE JAETCS, €CIHM B

IIMCBMCHHOM 06paHleHHH HC YKa3aHbl KOHTAKTHBIC JaHHBIC.

11 Opranuszanus BUPTYaJbHOI0 (MHTEPAKTUBHOI0) 00C/IYKNBAHUS

11.1 VaTepakTrBHOE 0OCTY)KMBAaHUE OPTaHW30BaHO Ha Oa3e pasnerna Ha BeO-caiiTe
000 «I"azmpom go6b1ya AAMOypr». Pa3aen BkitoyaeT cieayronme pyopuKu:

- TEpPUTOPUS 00CTYKUBAHUS;

- CTPYKTypa MoTpeOuTesnei;

- OCHOBHBIE YCJIOBHSI JOTOBOPOB SHEPTOCHAOKEHUS;

- Tapu (bl HA IEKTPUUECKYIO SHEPTHIO;

11.2 VlnTepakTuBHOE OOCITYKHUBAHHUE BEETCS MO ABYM HAIPABICHUSM:

14
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- MPEJI0CTABJICHUE CIIPABOYHON MH(POpMAITUK;

- YJIOBJICTBOPEHHE 3aITPOCOB HA OKAa3aHUE/U3MEHEHHE YCIYT.

11.3 TunoBoit aNropuT™M HHTEPAKTUBHOTO OOCTYKMBAHUS:

- NpU HEOOXOAMMOCTH KJIHEHT HampaBisieT cooOuleHue(-s), Ha OJWH U3
QJIGKTPOHHBIX ~ TOYTOBBIX  aApEecOB  pa3MCEIIEHHBIX B  pasfene BeO  caiita
000 «I"azmpom 106b19a AMOYprY»;

- CTICIIMATIUCT, HAa Y€l AJIEKTPOHHBIA MMOYTOBBIM aJpec, pa3MEIICHHBIA B pa3ieie
BeO caifta OOO «I"asnpom no6b1ya SAMOypr», moctynmio coodieHue, oopadaTbiBaeT
coobmenne B cootBercTBum ¢ myHkTamu 10.6 — 10.13 HacTosmero cranaapTa;

- OTBET HAIPaBJSIETCS KIMEHTY Ha DJICKTPOHHBINM MOYTOBBIM aapec, ¢ KOTOPOTO
MOCTYNIIJIO COOOIIEeHNe (eCIM HMHOM JIIEKTPOHHBINM TOYTOBBIM aJpec HE YyKa3aH B
COOOIIIEHUN) U, €CIIH MPECTaBISIeT UHTEPEC IS APYTHX MOTpeOuTeNnel, myOnmuKyercs

(pa3meriaeTcs) Ha caiiTe.

12 TpeGoBaHusi K OpraHu3anuu 00PATHOI CBSI3U ¢ KJIMEHTAMH

12.1 Tlo otnomennio kimeHTa 1 OO0 «["azmpom moObkraa SAMOypr» oOpartHas
CBS3b TOJIpa3JIEIIsETCs Ha:

- aKTUBHYIO (KJTUEHT SIBJIICTCS MHUIIMATOPOM OOPAaTHOM CBS3H);

- maccuBHyio (OOO «I"azmpoM noObrya AMOypr» oOpaimaercs K KIUEHTY IS
BBISICHCHUS CTETICHU yIOBJIETBOPEHHOCTU OOCITYKUBAHUEM ).

12.2 Tlo crioco0y BeIpakeHHs1 oOpaTHasl CBs3b MOAPA3LIAETCS Ha:

- KaJ100BI;

- IPEJIOKCHUS;

- OT3BIBHI O JIESATEIHLHOCTH.

12.3 O6patHast CBsI3b OCYIIECTBIISIETCS TIO CISAYIONIMM KaHaIaM CBSI3H:

- YCTHBIC U TUCbMECHHBIC 00OpAITICHUS KIINEHTOB,;

- Tenie)OHHBIE OOPAIIECHNS;

- TI0YTa;
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12.4 OGpaieHue KJIMEHTa MO JIOOBIM MHTEPAKTUBHBIM KaHallaM CBSI3U SIBIISIETCS
OecIuIaTHBIM.

12.5 AxTuBHasg oOpaTHas CBSA3b BBIPAKAETCS B CAMOCTOSTEIHLHOM IPOSIBICHHUU
WHUIIAATHUBBI KJIMEHTOM B MPEOCTABICHUHA CBOETO MHEHHS O KaueCTBe 00CITy>KUBaHUS,
cobmosienuu mpotecca oociyxuBanus B OO0 «["aznpom no6srua AMOypr».

12.6 Jlns mpemocTaBieHUS OTBETa MCIOJB3YETCS YKA3aHHBIA KIMEHTOM KaHa
CBSI3H, €CJIM 3aKOHOJIATEIBCTBOM HE MPEyCMOTPEHO UHOE.

12.7 TpeboBaHnusi KO BpPEMEHHBIM MMapaMeTpaM Uil Pa3IudHbIX  (HopM
B3aMMOJICUCTBHS C KJIMEHTAMH B 3aBHCHUMOCTH OT HAMPABICHHOCTH OOpaTHOM CBSI3U
npejcTaBiieHbl B Tabauie 12.1.

Ta6unuual2.1— BpeMeHHbIE MapaMeTPbl B3aUMOJICHUCTBUS C KIMEHTAMU

Cpoxk npuHATHSA
dopma CBs3U C KIIMEHTOM HamnpaBneHHoCTh Mep/4acToTa MpOBEACHUS
ONPOCOB
Ounoe
YcTHas AKTHUBHOE 14 nuen
ITucemenHas AkTtuBHOe/maccuBHOe | 14 queili/ He yame 1 pa3a B 3
Mecsa u He pexe 1 pasza B
roj
3aouyHoe
TenedhonHnoe odpaiieHue aKTHUBHOE 14 nueit
ITouToBoe obOpareHue AKTUBHOE 14 nueit
NuTepakTuBHOE
[To s5exkTpoHHOM MOYTE AKTHUBHOE 14 nuen

12.8 Jlnst u3yueHus: MHEHUSI KJIMEHTOB O KaueCTBE OOCTY)KMBaHUS Ha PETyJSIPHOM
OCHOBeE (HE peke OJHOTO pasa B TOM) MPOBOAATCS OMPOCHI, (POKYC-TPYMIIBI U JP.

12.9 Otuersl TO WTOraM W3YYEHHUS CTEMCHH YJIOBJICTBOPEHHOCTH KIMEHTOB
noBonATcs A0 cBeneHus pykoBojcTtBa OOO «l'asmpom noObiya AMOypr» u npyrux
3aMHTEPECOBAHHBIX CTOPOH IIyTEM Pa3MEIICHUS:

- Ha caiite OOO «["a3npom 106619a AMOYpry»;

- Ha UH(QOPMALIMOHHBIX CTEHAAX;

- B IIEPUOJIMYECKOU MEYATH.
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13 TpedoBaHusi M0 B3aMMOIEICTBHIO ¢ KIHEHTAMU

13.1 CnaGxenue mnoTpeOUTENEH SIEKTPUUECKON SHEPTrUel periiaMeHTHPYEeTCs
3akoHoAaTenscTBOM Poccuiickoit @eneparun u cyorektoB Poccuiickoit denepannu, a
TaK)Xe OpraHU3alMOHHO-pacnopsauTeNbHbIMU HokyMeHTamu OO0 «l"a3npom no6biya
SAMOypr» ¢ yaerom crneruduKe 0OCTyKUBAHHMS.

13.2 Hoxymentst OOO «lasmpom go06wkiua  SAMOypr», BbICTaBisiEeMbIe
NOTPEOUTENSIM JIJISl OTUIATHI SJIEKTPUUYECKON dHEPTUM, 0(OPMIIIIOTCS B COOTBETCTBHUH C
JNeUCTBYIOIIMM 3akoHojatenbcTBOM. [lpu HeoOxoaumoctn OOO «I'azmpom 100bIua
SIMOypr» obecrieunBaeT MOBTOPHYIO IPOBEPKY JIaHHBIX, COACPKAIIUXCS B JOKYMEHTE,

Ha NMMpCAMCT HAJIUYUS B HUX OIIINOOK.

14 DHeprocHabd:xeHue

TpeboBaHus K JOTOBOpPaM YHEPTOCHAOKEHHUS.

Taonumnal4l

[Tpuem 3asBieHHS Ha 3aKITI0OUYECHHE JJOTOBOPA SHEPTOCHAOKECHHS OT HOBBIX
KJINEHTOB

Ne
T JleiicTBue CpoOK UCIIOJIHEHHUS]

OOpainenue KiMeHTa B QyHKIIMOHATBHBIN

oduc u/mim 060co0ICHHBIN

TePPUTOPHATBHBIN (KJIMEHTCKUI) yuacToK | B Teuenue pabodero BpemeHu, B
1.1 | Ha mpeaMeT 3aKIIF0YEeHHS 10T0BOpa cootBercTBUM C 1. 10.4

YHEPTrOCHAOXKEHHUSI C IPEOCTABICHUEM Hacrosimiero Permamenta

BCEX HEOOXOIUMBIX JIOKYMEHTOB JJISI

3aKJTFOYCHUS TAKOTO JOTOBOPA

YBenoMIICHUE KIMEHTA O BO3MOKHOCTH

3aKJTFOYCHUS JIOTOBOpA YHEPTrOCHAOKEHUS, .

B teuenue 3 nHeil ¢ MomMeHTa

1.2 | 1m60 0 HEJOCTAIOIIUX JOKYMEHTAX,

HEOOXOMMBIX JIJIS 3aKTFOYCHUST TAKOTO TTOJTYHEHITL SaABCHHA

JIOTOBOPA

[IpenocraBnenne KIMEHTY HOANMCAHHOTO B teuenue 30 qHeil c MOMEHTa

JIOTOBOPA SHEPTOCHAOKECHHSI C MIOJIYYCHHUS 3asBJICHUS, TIPU
1.3 | npunoXeHUSIMHU K HEMY, THOO YBEJOMIICHHE | TPEIOCTABICHUHN BCEX

00 000CHOBAaHHOM OTKa3e OT 3aKJIFOUEHUS HEOOXOIUMBIX TOKYMEHTOB JJIsI

JIOTOBOPA C YKA3aHUEM MPUUYUH OTKa3a 3aKJII0YEHUS JJOTOBOPA
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B3anMopeiicTBre ¢ KIIMEHTOM B paMKaX JIEHCTBYIOMIETO MyOJIMYHOTO JOTOBOPa
SHEProCHA0KEHUS

YBenomieHue KiIrueHTa 00 N3BMEHEHUH
(pacTop>keHUU) ACHCTBYIOIIETO JOrOBOpa
HYHEProCHAOXKEHHUSI, C YKa3aHUEM
OCHOBAHMM, OCYIIIECTBIISICTCA B
MMCbMEHHOM BUJIE OJIHUM W3
MPEICTAaBICHHBIX CTIOCOOOB:

3a 30 gHel oo pacTOpKEHUs,

1.4 . W3MEHEHHUs ICHCTBYIOIIETO
— TIOCPEICTBOM ITOYTOBOM CBS3U
JIOTOBODA.
(c yBETOMIJIEHHEM O BPYYEHHH);
— MOCPEICTBOM (PAKCUMUIIBHOM CBSI3H
(KaK JTIOTIOJIHEHUE K IOYTOBOMY
OTHPABJIEHUIO);
— HapOYHBIM.
YBeOMIICHHE KIMCHTA O BO3MOXXHOCTH
W3MEHEHUS YCIIOBUI JIOrOBOPa .
Y A P B teuenue 10 gneit c MoMeHTa
DHEPTrOCHAOKECHHUSI TI0 MHUIIMATHUBE KIIMCHTA.
MOJIYYeHUS] TUCBMEHHOTO
B ciydae HEBO3MOKHOCTH U3MEHEHUS
1.5 . 3asIBJICHUS KIIUEHTA C
YCJIOBUHM JOTOBOpPA, YBEJIOMIIEHUE JOJKHO
000CHOBaHUEM I10 U3MEHEHUIO
coJiep>kaTh 00OCHOBAHHE OTKAa3a OT .
N YCIIOBU TOTrOBOpa
BHECEHMSI U3MEHEHUI B JOTOBOD C
yKa3aHUEeM MPUYMH OTKa3a
B teuenue 25 nHeil ¢ MOMEHTA
[IpenocraBrienre KIMEHTY MOMUCAHHOTO MOJIYYeHHS] TUIChMEHHOTO
1.6 | moroBopa ¢ ©I3MEHEHHBIMH YCIOBUSIMU 3asBJICHUS KIIMEHTA C
JIOTOBOPA 110 MHUITMATUBE KIIMCHTA 000CHOBaHUEM TT0 H3MEHEHUIO
YCJIOBHM OTOBOpA
OnepaTuBHOE pearupoBaHue (CUIaMu
. Onpenensiercst yCIoBUSIMU
nepcoHasa opraHu3aluy, OKa3bIBaKOIICH
. JIOTOBOPA, a TaKkKe
YCIIYTH TIO TIepeaayde MMEKTPUIECKOM
dbenepaabHbBIMU 3aKOHAMHU U
1.7 | sHEpPruUM) C LENbI0 YCTPAHEHUS MPUYHH,
. WHBIMH HOPMATUBHBIMHU
MOBJICKIITUX MEPEPHIB OecrepeOoHOTO N
N . IPaBOBBIMM aKTaMu Poccutickoi
CHAOXKEHMSI DIIEKTPUICCKON IHEpTUei
o denepaunn
KJIMEHTA 3-i rpyIIIbI
Omnpenensercs yCIOBHIMHU
OnepaTUBHOE pearupoBaHKe (CUIaMHU JIOTOBOPA, a TAaKXKe
nepcoHaja opraHu3aly, OKa3bIBaroIIei dbenepaTbHBIMI 3aKOHAMH |
YCIIYTH M0 TIepeade dJIeKTPUISCKON WHBIMH HOPMATUBHBIMHU
1.8 | sHEpruM) C 1HeNbI0 YCTPAaHEHUS MPUYKH, MpaBOBbIMU aKkTamu Poccuiickoi

MOBJICKIIINX MEPEPhIB OecrepeOonHOTO
CHA0KEHMSI DTIEKTPUUYECKON IHEpruei
KJIMeHTa |-i u 2-i rpymnibl

O®enepaunu. [1o mepe
MOCTYIJICHUS] YCTHOW WJIH
MMMCbMEHHOM
3apEruCTPUPOBAHHON
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uH(pOpMaIK OT HE AHOHUMHOTO
UCTOYHUKA

- B T€UEHHUE 2 4acoB IpH
HAJIMYUU JBYX HE3aBUCHUMBIX
B3aMMOPE3EPBUPYIOIIUX
MCTOYHUKOB MUTAHUS;

- B TeUeHHE 24 4acoB Ipu
HAJIUYUU OJHOTO UCTOYHUKA
MUTaHUS.

OnepaTBHOE pearupoOBaHUE C BBIE3IOM
OIIEPaTUBHOIO MEPCOHAJIa OPTaHU3ALINH,
OKa3bIBAIOIIEH YCIIYTH MO Nepeaaye
AIEKTPUUECKOU SHEPTUH K KIUEHTY B

OHpGI[eHHGTCH YCIIOBHAMU
A0T0BOpa, a TaKKC
@eﬂepaﬂbHBIMI/I 3aKOHaMH H

1.9 | cmydae cTUXUHHBIX OSACTBUHN U
. . WHBIMUA HOPMATUBHBIMU
Ype3BbIYAHBIX CUTyallui, BOSHUKIINX Ha N
. paBOBBIMU aKkTamu Poccuiickoit
IPAHUIE HKCILUTYaTallHOHHOU
denepanuu
OTBETCTBEHHOCTH AJIEKTPOCETH C LEIBIO
JIOKaJIM3alliy U YCTPAHEHUs aBapuu
NudopmupoBanue
MIPOU3BOJIUTCS HE MEHEE YeM 3a
VYBenoMIieHHe KIUEHTa OJIHU CYTKHU JI0 Hayaja
MH()OPMAITMOHHBIMU COOOIIEHUSIMU O PEMOHTHBIX paboT.
TJTAHOBBIX OTKJIFOUCHHSIX CHAOKEHUS HudopmarmonHoe coo0LeHne
AIEKTPUYECKON IHEPTUEH POU3BOIUTCS JAOJKHO COACPKATD:!
KaK MUHUMYM OJIHUM U3 YKa3aHHBIX — HauMEHOBaHUE
METO/0B, JIN0O X KOMOWHAIIMEH, BKJIFOUasl | OpraHu3alluu;
MACbMEHHOE YBEJOMIJICHUE: — BUJI paboT, KOTOPBIN OyIeT
1.10| 1.CpencrBamu maccoBoit mH(DOpPMAIIHH. MIPOBOJIUTHCS,
2. OniepaTuBHO-IUCIIETYEPCKON — TMPUYMHY MIPOBEIEHUS padoT;
cryxo0oi: — J1aTy ¥ BpeMs IPOBEACHUS
— TMOCPEICTBOM TeJIe(OHHOU CBSI3H; pador;
— TMOCPEICTBOM (paKCUMUIIBLHOM CBSI3H, — CPOKH IIPOBEJCHUS paboT;
— IOCPEICTBOM PACKIICHKH — JIOJKHOCTH, (haMHITHSI, UMS 1
MH(OPMAIOHHBIX 00BsBICHHN; OTYECTBO JINI[A, OTBETCTBEHHOTO
— TOCPEICTBOM IMOYTOBOM CBSI3HU. 3a MpoBeIcHUE padoT;
— HOMEpP KOHTAaKTHOTO
TenedoHa.
Ocy1iecTBIEHNE KOHTPOJIS COCTOSIHUS
1.11] 7Y p He pexe 1 pa3a B roa
(MCTTpaBHOCTH) CPEJCTB YUETA.
B cootBercTBHM €
[ToaroroBka u MpeACTaBICHUE KJIUEHTaM .
JENUCTBYIOIIUM
1.12| nnaTeXHbIX JOKYMEHTOB Ha OIJIaTy
3aKOHOJIaTEILCTBOM

NOTPEOICHHON AIEKTPUUECKON SHEPTUH

(DenepanbHble 3aKOHBI, HHBIE
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IIPABOBBIE AKTHI 00
SHEProCHA0XKEHUH, a TAK¥Ke
o0s13aTeNbHBIC TTPABUIIA,
NPUHATHIC B COOTBETCTBUHU C
HUMH).

OnuH pa3 B KBapTaj, €clid HHOE
HE OTOBOPEHO YCIOBUSMU
JIOTOBOPA, (helepaibHbIMU
3aKOHAMH Y UHBIMU

1.13| IIpoBenenre CBEpKH pacyeTOB HOPMAaTUBHBIMH MTPABOBBIMU
akramu Poccuniickon ®@enepanumu.
MaxkcuManbHbIN CPOK JJIst
MOATOTOBKHU JOKYMEHTOB I10
pe3yibTaTtaMm cBepku — 10 nHen.
Opranuzaiust pabOThI ¢ KIMEHTOM 3-i rpymiibl (OOIIHM MOPSA0K BBEICHUS
pexuMa OrpaHUYCHUs TOTPEOJICHUS STICKTPUIECKON IHEPTUH) B CiIydae
HEUCIIOJIHEHUSI WJTM HEHAJISKAIErO UCIIOJIHEHUSI UM 0053aTeNIbCTB 110
JIOTOBOPY YHEPTrOCHAOKEHHUS
VYBenoMIIeHHE KJIMEHTa O BO3MOKHOM
YBeaoMIIEHUE Bpy4YaeTCs
YACTUYHOM OTPAaHHYCHUU PEKUMaA
. KJINEHTY B MUCbMEHHOM BUJE
MOTPEOJICHUST JIEKTPUUYECKON dHEPruu (He
. MO/l pacUCKY WU HAIPaBIISETCS
1.14| meHee ueM 3a nATh padovYuX JHEH 10
3aKa3HBIM MTOYTOBBIM
BBEJICHUS PEKMMA OTPaHUYCHUS) TIPU
OTHPABJIEHUEM C YBEIOMIICHHEM
HEOIIaTe 3a/I0JDKEHHOCTH 32
0 BPYUYEHHH
MOTPEOJICHHYIO DJICKTPUUYECKYIO DHEPTUIO
YBeaomiieHUE KIIMEHTa (HE MEHEE YeM
yepe3 Tpu pabouyux THEN ¢ AaThl BBEICHUS
pes TP p YBenoOMIICHHE BpYy4aEeTCs
YaCTUYHOTO OIPAHUYCHUS PEKUMA
. KJIUCHTY B MUCbMEHHOM BUJIE
NOTPeOICHUS DIIEKTPUUECKON YHEPTUHN) O
MOJ] paCUCKY WJIU HAIPaBJISICTCS
1.15| BO3MOXXHOM IOJTHOM OTPAaHUYEHUU PEKUMA
. 3aKa3HbIM MTOYTOBBIM
MOTPEOJICHUS DIEKTPUUECKON SHEPTUU B
OTHPABJIEHUEM C YBEIOMIICHHEM
Cly4yae HeroramieHus (HeOoIIaThl)
. 0 BPYYECHHUH
HAKOTUICHHOM 3aJI0JDKEHHOCTH B TIOJTHOM
00BbEME
[Tocne nmosHOrO Noramenus
OTLIAThI) 33JI0JDKEHHOCTH, JIMOO
1.16| Bo30oOHOBIIEHHE HHEPTOCHAOKEHHU S ( ) 3an ’

Ha OCHOBAHHUM COIJIAIICHUA
CTOPOH WJIM 11O PCUHICHUIO CyJ1a

Opranuzarust pabOThI ¢ KIMEHTOM 3-ii Tpyniibl (MOTpeOUTETH, OTpaHNICHNE
pekrMa MoTPEOJICHUS SICKTPUICCKON YPHEPTUU KOTOPHIX MOYKET MPUBECTU K
BO3HUKHOBEHUIO YIPO3bI )KM3HU U 3[I0POBBIO JIIOJEN, SKOJIOTHYECKON
06e30macHOCTH MO0 OE30MaCHOCTH rOCYIapCTBA) B Cilydae HEMCIIOJHEHUS WU
HEHAJJIeKAIIEro UCIIOJIHEHUSI UM 0053aTeNIbCTB 10 JOTOBOPY
SHEProcHAOKEHUSI.
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YBegoMIIeHHE KIMEHTa O BO3MOKHOM
OTPaHUYCHHUH PEKUMA TTOTPEOTCHUS
AIIEKTPUIECKON SHEPTHH 10 YPOBHS
TEXHOJIOTHYECKON OPOHHU B CiTydae
HeroramieHus (HeoryiaThl) 00pa3oBaBIIIeiCs
3aJJ0JDKCHHOCTH 3a TIOTPEOICHHYIO
AIIEKTPUIECKYIO SHEPTHIO B ONIPE/ICIICHHBIN
yBeoMIIeHHEeM cpok. [Ipu aTom
IPOU3BOAUTCS HH(POPMHUpPOBaHHE

YBenoMIIeHUE Bpy4daeTcs
KJIMEHTY B TUCBMEHHOM BU/JIE
[OJ1 PACIUCKY WK HAIpPaBIIETCS

1.17| ynmoJTHOMOYEHHBIX OPraHOB
. 3aKa3HbIM MTOYTOBBIM
WCIIOJTHUTEIBLHOM BJIACTU CYOBEKTA
N OTHPABJIEHUEM C YBEIOMIICHHEM
Poccuiickon ®@enepanuu, OpraHoB o BOVICHIIN
MPOKypaTyphl, GheaepaibHOro opraa Py
WCIIOJHUTENILHON BIIACTH 11O
roCyJ1apCTBEHHOMY DHEPreTUUECKOMY
HaJ[30py U TEPPUTOPUATILHOTO OpraHa
UCHOJIHUTENBbHOH Bi1acTH 110 neixaM I'OndC
HE TI03/IHEE YeM 3a MITh pabouux JHEH 110
BBEJCHUS PEKUMA OTPAaHUYECHUS
YBeaOMIIEHUE KIIMEHTA O BO3MOKHOM
OTPaHUYCHUH PEKUMA MOTPEOICHUS
AIEKTPUUYECKOUN SHEPTUU 10 YPOBHS YBenomiieHue BpydaeTcs
aBapuiiHOU OpOHM (Uepe3 MATh pabounx KJINEHTY B MUCbMEHHOM BU/IE
118 JTHEW ¢ JIaThl BBEJACHUS PEKUMA MO/ PaCUCKY WJIU HaIpPaBJISICTCS
| OorpaHUYEHUS JO YPOBHS TEXHOJIOTUYECKON | 3aKa3HBIM MOYTOBBIM
OpOHM) B Clly4ae HemoramieHus (HeorIaThl) | OTIPABICHUEM C YBEIOMIICHHUEM
oOpa3oBaBILIElCs 330KEHHOCTH 3a 0 BPYYCHHUH
NOTPEOICHHYIO DJIEKTPUUYECKYIO SHEPTHIO B
ONPEJICIICHHBIN YBEIOMIIEHUEM CPOK
YBengomiieHue KIMeHTa (110 UCTEYEHUH
JIECATH THEU C 1aThl BBEACHUS PEKUMA
NOTPEOICHUS IIIEKTPUUECKON IHEPTUU 10
N YBenoMIIEHHE BpYUYaAETCA
YPOBHS aBapHUitHOM OpOHU) O BOZMOYKHOM
KJIUEHTY B MUCbMEHHOM BUJIE
MOJTHOM OTPaHUYEHUU peKUMa
. MOJ] pPAaCHUCKY WJIU HaIpPaBIISIETCS
1.19| noTpebsieHnsT IEKTPUUECKON IHEPTUU HE
3aKa3HbIM MTOYTOBBIM
MO3/IHEE OJTHOTO pabouero AHS A0 JAThl
OTHPABJIECHUEM C YBEIOMIICHUEM
BBE/ICHUA PEXKMMA TOJTHOTO OTPAHMYCHAA B | ©
CJy4yae HeroramieHus (HeOoIIaThl) Py
oOpa3oBaBILIelCs 3a0KEHHOCTH 3a
NOTPEOICHHYIO DJIEKTPUUYECKYIO SHEPTHIO
[Tociie moyHOrO MIOrameHus
OTLIATHI ) 33/I0JDKEHHOCTH, JIHOO
1.20| Bo306HOBIEHUE YHEPTOCHAOKEHUS ( ) 3an ’

Ha OCHOBAHWUHU COTJIAIICHUS
CTOPOH WJIH 10 PELIEHUIO CyAa
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Opranuzanus paboThl ¢ KIIMEHTOM |-i rpynmbl B CIIy4ae HEUCIIOTHEHUS WIH
HEHAJISXKAILEr0 UCIIOJHEHUS UM 00s13aTENIBCTB 10 TI0TOBOPY
SHEProCHa0KEHUS

1.21

VYBenoMIIeHUE KIMEHTa O BO3MOKHOM
YaCTUYHOM OTPaHUUYEHUU pexuMa
nOTpeOJIEHUsT IEKTPUUECKON SHEPTUH (HE
MEHEEe UeM 3a MATHAALATh padouux JHEH 10
IPEIO0JIaraéMOr0 BBEJICHUS TAKOTO
OrpaHUYEHMs) IPU HEOTIATE
3aJI0JDKEHHOCTH 32 OTPEOICHHYIO
IIEKTPUYECKYIO SHEPTHUIO

YBenomiieHue Bpy4aeTcs
KJIIMEHTY B IIMCBMEHHOM BHUJE
10/l PACIIUCKY WJIY HAIIPABIISCTCS
3aKa3HbIM II0YTOBBIM
OTHPABJIEHUEM C YBEIOMIICHUEM
0 BPYYECHUH

1.22| YBenomiieHne KIWEHTa O BO3MOXKHOM | YBEIOMIICHHE Bpy4YaeTcs

TIOJTHOM OTpaHUYCHUH pekuMa | KITUEHTY B TNHCHBMEHHOM BHJC

NOTpeOICHUsT  AJIEKTPUUYECKON SHEPTUH B | O] PACIHCKY WJIA HANPABIISETCA

ciydae HEOTUIAThI o0Opa3oBaBIIeHCs | 3aKa3HBIM MOYTOBBIM

3aJI0JDKEHHOCTH JI0 MCTEUEHHUS OYEPEIHOrO | OTIPABICHUEM C YBEJIOMIICHUEM
CpOKa IiaTexa 0 BpY4YECHHUH

1.23| Bo3006HOBIIEHHE YHEPTOCHAOKECHHS ITocie mosHOro  mMoOrameHUs

(oriathl) 3aJ0JKEHHOCTH, JIUOO

HA  OCHOBAaHWU  COTJIAIIICHUS

CTOPOH WJIM 11O PCUICHUIO CyJ1a

Opranuzaius paboThl ¢ KIIMEHTOM 2-i TPyNIbI B CIIy4ae HEUCTIOTHEHUS WK
HEHAJJIEKAILEro UCTIOHEHUS] UM 0053aTeNIbCTB 110 JJOTOBOPY
SHEProCHaOXKEHUS

1.24

YBeaoMIIEHUE KIIMEHTA O BO3MOKHOM
OTPaHUYCHHUH PEKUMA TTOTPEOTCHUS
AIEKTPUYECKON IHEPTUU NIPU
HEUCITOJTHEHUH 00513aTeNbCTB,
YCTAHOBJICHHBIX JEHCTBYIOIINM
3aKOHOJATEIbCTBOM U YCIOBUSIMU JOTOBOPA
HYHEProCHA0XKEHMSI B CIIy4ae HEOILIAThI
o0Opa3oBaBIIEHCs 33J0JDKEHHOCTH

YBenoMIIeHHE Bpy4aeTCs
KJIMEHTY B TMICBMEHHOM BH/JIE
II0J1 PACIIMCKY WJIM HAIPABIISETCS
3aKa3HBIM [TOYTOBBIM
OTIIpaBJICHUEM (C YBEIOMIICHUEM
o BpyueHnun) 3a 10 quei 10
MOMEHTa BO3MOKHOTO
OrpaHUYeHUs U (UITN)
MpeKpalleHusi CHaOKeHUs
JJIEKTPUYECKON DHEprueu

1.25

YBeaomIieHUE KIIMEeHTa 00 OrpaHUYCHUH
peXruMa MoTpedIeHusT AIEKTPUIECKOM
AHEPI'UU Yepe3 TPOE CYTOK

YBenoMIIEHUE BpydaeTCs
KJIMEHTY B TUCBMEHHOM BU/JIE
[I0J1 PACIIMCKY WJIM HAIPaBIIAETCA
3aKa3HbIM [TOYTOBBIM
OTIPAaBJIEHUEM (C YBEJOMIIEHUEM
0 BPYUYEHHH) C IOCTABKOMH
KJIMEHTY 3a TPOE CYTOK JI0
BBEJICHUS PEKUMA ONPaHUYECHMUSI
NOTPEOIEHUS SJIEKTPUIECKON
SHEPrUuu
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1.26

Bo306HOBIEHNE YHEPTOCHAOKECHUS

[Tociie moyHOTO TIOTaneHus
(or1atel) 3a10KEHHOCTH, JIMOO
Ha OCHOBAHMHM COTJIALICHUS
CTOPOH WJIH IO PEIIECHUIO Cya

CuuThIBaHUE TTOKA3aHUM ¢ MPUOOPOB yueTa

1.27

CuuThIBaHUE TIOKA3aHHUNA C TIPUOOPOB yUueTa
IPOU3BOIUTCS:

- CIICIIMAINCTAMHU CETEBBIX OpPTraHU3alINH,
OKa3bIBAIOIINX YCIYTH 10 Mepeaade
AIEKTPUYECKOU SHEPTUH;

- cnenuanuctamu (Texaukamu) OO0
«T"aznpom n106s1ua SAMOYpr»;

- HEMIOCPEACTBEHHO CAaMHUM IOTPEOUTENIEM.

JIerCTBUS CHIEIMAINCTA:

1. IlpencraBnsercsa U NpeaOCTaBIsET:

— ynocrosepenue (dhoto, PUO,
JOJKHOCTD, T1€YaTh).

2. TIpon3BOaUT BU3yalbHBI OCMOTP
npuOOPOB yUyeTa U MPOBEPSIET UX
LEJI0CTHOCTb.

3. CuuThIBaCT MOKa3aHUs C IPUOOPOB
y4era.

4. BuocuT nHGOpMAIIHIO B aKT
CUMTBHIBaHMS MOKa3aHUN ¢ Ipubopa ydera,
B KOTOPOM OTPAXKaeT:

— MOJHOE HANMEHOBAHUE KIUEHTA;

— HOMEp ¥ MECTO YCTaHOBKHM MpudOpa
yUera;

— Jara, Bpems;

— BBISIBIICHHBIC HAPYUICHUS;

— MpUMEYaHue.

5. Ilpu BbIsIBIIEHUU HApYILIEHUN
HKCILTyaTalK MPUOOPOB yueTa COCTABISIET
aKT 0 0€3y4eTHOM MOTpeOIeHNN
AIEKTPUUECKOU SHEPTUU. AKT 3aBepseTcs
NOJANKCSIMH CHELUATNCTA U KIINEHTA.

6. Baocur nndopmaruio B 0611yro 6azy
JTAHHBIX.

OpnuH pa3 B Mecsl1l, €CJIM UHOE HE
OTOBOPEHO YCJIOBUSIMU
JIOTOBODA.

ITpuem nokaszanuii mpuOOPOB ydeTa

1.28] Ipuem nokasanmii npubopoB ydera

| B paGouee Bpems, B
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MIPOU3BOIUTCS TIOOBIMU yIOOHBIMU JITIS cooTBeTCTBUH C 1. 10.4
noTpeduTeNs cnocodamu, B T.4. HacTosiero Permamenta
HIOCPEICTBOM:

— TenedOHHOU CBS3H;
— (hakcuMUIBHOM CBSI3H;

— e-mail;
— JUMYHOTO KOHTAKTA.
[IpoBepka pabouero GyHKIIMOHUPOBAHUS CornacHo yTBEpKJIEHHOMY
1.29| mpubopa y4eTa, HATUIHS TIOMO U rpaduKy MPOBEPOK WIIH 10
OTCYTCTBHSI CJICIOB TTOBPEKICHUN. 3asiBKE KJIMCHTA

Nu(popmupoBaHHe KIMEHTA O 3aJ0JDKEHHOCTH 110 OIJIaTe AIEKTPUYECKOM
AHEPrur, 00 U3MEHEHUSX Tapu(DOB, a TAKKE MPETOCTABICHUE NHOU
MH(OpMaIMU B COOTBETCTBHUHM C YCIOBHSIMU JI0TOBOpa
NudopmupoBaHre nporu3BOIUTCA:

- IOCPEJICTBOM CPEJICTB MAaCCOBOMU B pabouee Bpems, B
uHdopmaIuy; coorBeTcTBUH C 1. 10.4
1.30| - mocpencTBOM CETH MHTEPHET; HacTosmero Pernamenra

- mocpeAcTBOM e-mail;
- MOCPEACTBOM TeJIe(POHHOM CBSI3U;
- MOCPEACTBOM (DAKCHMHIILHOM CBSI3H.

HNudopmupoBanue KiIMeHTa O BONPOCaM CHA0XKEHUS AIEKTPUUECKON dSHEprHe

[TocpencTBoM: B pabouee Bpems, B
1.31| — TenedoHHOU CBSI3M; coorBeTcTBUH C 1. 10.4
— e-mail. HacTosmero Perimamenta

15 UudopmannonHoe odecneyeHue KIUEHTOB

15.1 MadopmarinoHHOE B3aUMOJECHCTBUE C KIIMEHTAMHU UMEET CIIeyronie (popMsI:

- MaccoBO€ MH(OPMAITMOHHOE B3aUMO/ICHCTBHE;

- UHJIMBUIyaIbHOE MH(DOPMAIITMOHHOE B3aUMOICHCTBHUE TI0 3aMpocCy;

- npenocraBiacHue wuHGopMmarmu 1o wuHUIMaTHBe OO0 «I'azmpom mg00bIYa
SAmMOypr».

15.2 MaccoBoe MH(POpPMAIIMOHHOE B3aMMOJIECHCTBUE 3aKIIIOYAETCS B MPOBEICHHUU
pa3HooOpa3Hbix PR-kammnaHuii, HanpaBJeHHBIX Ha HWHPOPMHUPOBAHUE MIMPOKON
oOmectBeHHOCTH 0 nearenbHocTH OO0 «I"a3nmpom noObiya SAMOYypr», BO3MOXKHBIX

KaHaJlaX CBsA3H.
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15.3 ba3oBblil MHCTPYMEHT MaccOBOr0 WH(GOPMAIMOHHOTO B3aUMOACHCTBUS C
ayautopuein — CMU.

15.4 HWupuBuayanbHOe WHQPOPMAIMOHHOE B3aWMOJCHCTBHE 3aKIIOYacTCs B
MIPEIOCTaBICHNN KOHCYJIBTAIMI 10 3anmpocy kiaueHTta. Mudopmarius, nmeromas npsmoe
OTHOUIEHUE K MPEIOCTaBISIEMbIM KJIUEHTY yCJIyram, JI0JDKHA MPEAOCTaBISATECA €My 10
MepBOMY TPEOOBAHHMIO BHE 3aBUCHUMOCTH OT WH(OPMAIMOHHOTO KaHAJa U B YAO0OHOM
JUTSL KITMeHTa opMe.

15.5 KoHcynbTanum npeocTaBisitoTCs MO CIEYIONINM BOIPOCaM:

- CPOKHM BBITIOJHEHUSI ACUCTBUM, BXOoAdmmx B kommeTeHnuro OO0 «l'azmpom
no0br4a AmMOypr»;

- MIEPEUYCHb JTOKYMEHTOB, HEOOXOIUMBIX JIJIsi BBHIMOJHEHUS NEUCTBUIA, BXOASAIIUX B
komrerenno OO0 «I"a3npom go0kua AMOypry»;

- pa3Mep OIuIaThl ycIyr (Tapu@sbl, IbTOTHI);

- KOMIUIEKTHOCTb (JIOCTaTOYHOCTh) MPEJCTABICHHBIX JIOKYMEHTOB, HEOOXOIUMBIX
JUIS BBITIOJIHEHUS JeHCTBHM, BXomsammux B kKomreteHIuio OOO «I'a3mpom 100bIua
SAmOypry»;

- WUCTOYHUK TMOJYyYECHUS] TOKYMEHTOB, HEOOXOJAUMBIX ISl BBIMIOJHEHUS JIEUCTBUM,
Bxoasmux B kommereHno OO0 «["aszmpom nobbrya SAMOypr» (opraH, opraHuszaius u
UX MECTOHAXOXKJICHUE);

- BpeMs [IpUeMa U BbIIa4YU IOKYMEHTOB;

- IOPSZIOK 00XKAJIOBAHUS NEUCTBUI (0€31eHCTBYS) U PEIICHUH, OCYIIECTBISIEMBIX U
npuHUMaeMbIX B xoze ucnonHeHus pynkuuu OO0 «["aznpom no6s1ya AMOypry.

15.6 Kanansl wWHPOPMAINMOHHOTO B3aUMOJICHCTBUS TPU  TMPEJOCTABICHUH
KOHCYJIbTallMi: OUHbIC, 3a0UYHbIC U UHTEPAKTUBHBIC.

15.7 OuHble KOHCYIBTAIlUM TPEJOCTABISAIOTCA KIHWEeHTaM B VcmomHuTeanHON
JTUPEKITUU U 000COOJICHHBIX TEPPUTOPUATIEHBIX MOAPA3ICIICHUSIX.

15.8 KoHcynbTaHTaMu SBJISIIOTCS COTPYAHHKUA (PYKOBOAUTEIM OTIEIOB, CIIYXkO,

CHEIHATUCTBl 000COONEHHBIX TeppuTOpHaNbHbIX mnoapasznenenuit) OO0 «["azmpom
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no0erga  SAMOypr»,  KOTOphle  TMPEAOCTAaBIAIOT  obmme  (He  TpeOyromue
CHeIUaTN3UPOBAaHHBIX 3HAHUI) U TOAPOOHBIE KOHCYJIBTAIINH.

15.9 3aounHble KOHCYJIbTALMU MPEIOCTABISIOTCA KIUEHTaAM B (DYHKIIMOHAIBLHOM
odwuce ¥ 1Mo mouTe.

15.10 3aouHble KOHCYJIbTAUU MPEHOCTABISAIOTCS KIMEHTY COTPYJIHUKAMU
(YHKIMOHATBLHOTO OQucCa IO THUIOBBIM BOMPOCAM W CHUTYaIlUsSM, OIMCAHHBIM B
uH(popMaIIMOHHONW 0a3e JaHHBIX KOHTakT-LeHTpa. B 90 % ciayuaeB coTpymHHK
OTBEYAET Ha 3aMpoC KIMEHTa CaMOCTOSITENbHO, B CJIy4yae MOCTYIUICHHUS CJIOXHOTO
3ampoca, Tpedyromiero npusieueHus crenuanucta OO0 «I'azmpom n00bua AMOypr»
WM CETeBOM OpraHu3allid, COTPYIHUK YTOUHSIET MH(OPMAIUIO U MPEIOCTABISIET €€
KITUEHTY.

15.11 Taxxe BO3MOKHO MPEAOCTaBICHNE KOHCYJIbTAlMK 1Mo noute. [lucekMenHbie
OTBeThl HampablisitoTcst  corpynHukoM OOO «lazmpom  mgoObrya  SMOypr» Ha
MUCHMEHHBIN 3alIpOC KIUEHTA WU B CITy4dae MOCTYIUICHUS JKal00BbI.

15.12 TIpenocraBnenue kiueHty uHopmainuu no uHunuatuee OO0 «["azmpom
no0brga SIMOypry» Takke Kak ¥ KOHCYJBTAIIMHM TO 3alpoCy OCYIIECTBIISETCS dYepe3
OYHBIE, 3A0YHBIC M MHTEPAKTUBHBIC KaHAJBI HH()OPMAITMOHHOTO B3aUMOICHCTBUA.

15.13 Tlo wuHHWIIMATHBE KOMIAHWM KIHWCHTAM TMPEIOCTaBIsICTCS JiBa THIIA
uH(popmanuu:

- cripaBoYHasi HHGOPMAIIHS;

- HaIlIOMWHAHUS/COOOIICHHUS.

15.14 K cnipaBouHOM HH(DOPMAIIUU OTHOCSATCS:

- W3BJICYCHUS W3 3aKOHOJATEIBHBIX W WHBIX HOPMATUBHBIX TMPABOBBIX AKTOB,
COJIEpKaIllUX HOPMBI, peryaupyromnme gesreabHocth OO0 «la3mpom  100bIUa
SAmOypr»;

- HACTOSIIIUM CTaHJAPT;

- TIEPEYHM JOKYMEHTOB, HEOOXOIUMBIX IS BBITIOJTHCHHS JICWCTBHH BXOASAIINX B
komneTeHuio cotpyaHukoB OO0 «l"a3npom nobbraa SAMOypry»;

- 00pasiel 0(hopMIICHHS TOKYMEHTOB U TPEOOBAHUS K HUM;
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- Mecropacmojoxenue, rpadpuk (pexxum) paboTel, HOMepa TeneoHOB, aapeca
UHTEPHET-CAUTOB U  DJEKTPOHHOM TMOYTHI OPTraHOB, B KOTOPBIX KJIUEHTaM
PEIOCTABISAIOTCS IOKYMEHThI, HEOOXOUMBIE JIJIsl BHITIOJIHEHUS JIEUCTBUM, BXOASIINX B
komneteHmio OO0 «I"a3npom nobbraa SAMOypry»;

- CX€Ma pa3MelIeHUs CIICIUATUCTOB U PEXUM IIpreMa UMH KJIMEHTOB;

- IOPSIOK UHPOPMUPOBAHUS O XOJI€ UCTIOTHEHHS;

- IOPSAOK MOJMYyYEHUS KOHCYJIbTAIlUM;

- TOPSIIOK O0’KalOBaHUs PEIICHUM, AEUCTBUNH WM O€3IeHCTBUS COTPYIHUKOB,
UCTIONHAIONIMX JeUCcTBUA, BXxojsaume B komnereHuuio OO0 «[la3npom 100bIua
SAmMOypr».

15.15 K HanoMuHaHUSIM/COOOIICHUSIM OTHOCUTCSI THOPMUPOBAHUE:

- 0 HAJIMYUHU 3a/10JDKEHHOCTH;

- 0 pUOJIMKEHUH CPOKa OILIaThI 3a MPEJOCTABICHHBIE YCIYTH;

- 00 U3MeHeHUH Tapu(OB WK MMPABHUII IPETOCTABIECHUS YCIIYT.

15.16 Ounoe wuH(OpMUpOBaHHE BKIIOYACT UWHOOPMAIIMOHHBIC  CTEHIIBI,
pacrnoyioxkeHHbie B DYHKIIMOHAIBHOM O¢uce M 000COOJICHHOM TEPPUTOPUATIEHOM
(KIMEHTCKOM)  y4dacTKe, OykieTbl u  Opouopbl, HH()POPMALMOHHBIE  JIUCTHI
pacnpocTpaHsieMbIE TaM ¥Ke.

15.17/ Ha wunHpoOpManMOHHBIX CTEHAAX M B PACHPOCTPAHSIEMBIX OpoIIopax,
MH(GOPMALIMOHHBIX JIUCTaX U OyKJIeTaX KIMEHTbI MOTYT 03HAKOMHUTBCS CO CIIPaBOYHOU
nHpopmarueii o nestenpHOCTH OO0 «I"aznpom no6saa AMOypry».

15.18 B xauecTBe HANmOMUHAHWI TPUMEHSAETCS aJPECHOE PaCIPOCTPAHECHUE
MH(GOPMALIMOHHBIX JIUCTOBOK ¢ yKazanueM ®HO kinueHTa 1 cyMMOil 3a1075KEHHOCTH 3a
MPEA0CTABIICHHBIE YCIYTH.

15.19 3aounoe nHpoOpMUpOBaHUE BKIIOYAET B ce0s MpoLeaypy 003BOHA KIMEHTOB
COTPYIHHMKAaMU WM C MTOMOILIBIO PACCBUIKM MO 3JEKTPOHHOW MOYTE, B 3aBUCUMOCTH OT
BBIOPAHHON KIIMEHTOM ()OPMbI OTIOBEIICHHUS.

15.20 UnTepakTuBHOE MHGOPMUPOBAHHE BKIIIOUAET B CEO:

- CIIPaBOYHYIO MH(OPMAIIHNIO, Pa3MEIICHHYIO Ha cailTe.
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