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PykoBonutens BIT 9 «YnpasneHue B3aMMOOTHOIICHUSIMHU C KJIH-
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Ne 2 — CTO BII 9/01-02/2011 «Cranmapt oOCTy)KMBaHUS KIHCH-
TOB», yTBepkACHHBIN IIpukazom OAO «MPCK Ilentpa» ot
19.10.2011 Ne 293-11A

Bepcus
P Ne 1 — CTO BIT 9/01-01/2009 «CtangapT oOCITy)KUBaHHS KJIACH-

TOB», yTBepkAEHHBIN [Ipukazom OAO «MPCK ILlentpa» ot
31.12.2009 Ne 293
[lo pe3ynbraraM NpUMEHEHMS] WM MPU U3MEHEHUH TpeOOBaHUM

Buecenne  u3MeHe-

it HOPMAaTHBHBIX JIOKYMEHTOB, HA OCHOBAaHHWU KOTOPBIX pa3paboTaH
JOKYMEHT
Otnenom aBJICHHUS] B3aMMOOTHOLICHUSIMU C KIMeHTamH J[le-

Pa3zpaboran A yrip A

MMapTaMCHTA OpraHu3aluu B3aMMOOTHOIICHUH C KIUECHTaMU

OOocHOBaHNE HOBOM
BCPCHUN JOKYMCHTA

[TpunsTHEe QyHKIUI rapaHTUPYIOUIETO OCTABIIUKA

Pasmemenue u xpa-
HeHue

DIeKTpoHHAas Bepcus — B Xpanununie 1okymeHToB COY IK
«Synergy Center»;

OnektpoHHas konus — B CripaBounuke CMK
(\bigstore\Store\CMK\Cnpasounuk CMK\4 TIITY Knuentsi\bIT
VYnpaBieHHe B3aMMOOTHOIIICHUSIMU ¢ KiTneHTaMu\CTaHIapThl);
Opurunan B OymaxHoMm Bujie — B Y /[

Y4yacTHUKH TIpoliecca

PykoBOACTBO M IEpCOHAT MCIOJHUTENIBHOTO annapara u Qpuina-
10B OAO «MPCK Llentpay, yuactByromue B BII 9 «Ynpasnenue
B3aMMOOTHOILIEHUSAMHU C KIMEHTAMMW» U MCIOJHSIOIUE B HEM po-
JIM, YCTAHOBJIEHHBIE B HACTOSIIIIEM CTaHJAPTe

Cnocob6 o3HaKoMIIe-
HUS

3amaua COYIK «Synergy Center»

JlonmoTHHUTEIbHBIE
CBEICHUS
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1. OOaacTs NpUMeHEHUA

1.1.Hactosammuii  Cranmapt «Cucrtema  LEHTPAJIM30BAHHOIO  OOCITY)XHBaHUS
norpebuteneit ycayr» (mamee - CraHpapr) SBJIseTcs HOPMAaTUBHBIM JOKYMEHTOM H
npuMensieTcst Ha Bcex ypoBHsx yrpasieruss OAO « MPCK Lentpay.

1.2. Cranpapr ycranaBnuBaetT B OAO «MPCK Llientpay» (qanee — O01mecTBo)
TpeOOBaHUS K:

- OpraHu3alluy Ipolecca LEHTPATU30BaHHOIO OOCITYXUBaHHUs MOTpedurenen
yenyr,

- OM3Hec-TpoIeccaM OYHOIO0 M 3a0YHOTO B3aMMOJEHCTBHS C MOTPEOUTENIMHU
yCIyr;

- ATUKETY 00CITY)KUBaHUS OTPEOUTENEH YCIyT;

- MIPOBEJICHUIO HMCCIEIOBAaHUM Uil OLEHKH KayecTBa KIMEHTCKOIO CepBUCA U
aHaJu3a NOJyYeHHBIX PEe3yIbTaTOB.

1.3. TpeGoBanust Hactosmero CraHmapra pa3paboTaHbl B COOTBETCTBUU C
napaMeTpaMy KayecTBa OKa3bIBa€MBIX YCIYyr, YCTAaHOBJIEHHBIMU B MeToaudyeckux
YKa3aHUSIX [0 pacyeTy YpOBHSA HAJEKHOCTH M KayecTBa IMOCTaBISEMBbIX TOBapoOB U
OKa3bIBAEMBIX yCIyr JJs OpraHu3aluy [0 YIPaBJIEHUIO €IWHOM HalMOHAJIbHOMN
(obmepoccHiicKO) ANEKTPUUECKON CEThI0 U TEPPUTOPUAIBHBIX CETEBBIX OpraHU3alUl
(mpuka3 Munsnepro Poccun ot 29 urons 2010 r. Ne 296).

1.4. Hacrostuit Crannapt pacrpocTpaHsercs Ha B3aMMOOTHOIICHUS
UCIOJHUTEIbHOTO anmnapaTta O6mecTBa, GUINAIOB U CTPYKTYPHBIX MOJpa3AeIeHUN IPU:

- OpraHM3allid  CHCTEMbl  B3aMMOJEHCTBUS C  HOTPEOUTENSIMU  YCIIYT
MOCPEJICTBOM OYHOTO 00CITy>)KMBaHUS Ha miiomaakax O0iecTsa;

- OpTraHM3aIuU 3a09YHOTO OOCITYXKUBaHUS yepe3 call-leHTphl, «ropsiune TUHUNY,
UHTepHEeT-preMHyto, E-mail-cepBuchr;

- OpraHu3aluu npouecca «YpaBieHHe B3aUMOOTHOIICHUSAMHU C KIIMEHTaMu;

- opraHu3anuu oOpaTHOH CBs3W 10 HMHHIMATHBEe Kak OOmecTBa, Tak M
noTpeouTeNeH.

1.5.Crangapt chnyXdT OcHOBaHMeM s (opmupoBaHus  (KOPPEKTHUPOBKH)
pEraMEeHTUPYIOIUX U OPraHU3allMOHHO-PACHIOPAIUTENbHBIX JOKYMEHTOB, MOJIOKEHUH O
CTPYKTYPHBIX TOJpPA3/EICHUAX, a TAKKe JOJDKHOCTHBIX, PabOYUX U TNPOU3BOJCTBEHHBIX
WHCTPYKIMA WCIIOJIHUTENBHOTO anmapata OOmecTBa, (QUIMAIOB W WX CTPYKTYPHBIX
MIOAPA3ACICHUM.

1.6.1lppu npoTHBOpeuMH MEXIy HMHBIMH BHYTPEHHHMH  OpPTaHHM3allMOHHO-
pacropsaIuTeIbHBIMU JTOKYMEHTAMH, YTBepKAeHHbIMU B OO0IIeCTBE, pErIaMeHTUPYIOUTIMH
JeSTEIbHOCTh B YacTH B3aUMOACHCTBHUS C MOTpeOUTeNnsiMu, W HacTosmuM CTaHaapTom
MIPUMEHSFOTCS TOJI0KeHUs ¥ TpeboBaHusi CTaHaapTa.

2. HopmaTuBHBIE CCHUIKH

B HaCTOoAICM CTaHz[apTe YUYTCHBIL Tpe6OBaHI/I$I CICAYIOIINX HOPMATUBHBIX ITPABOBBIX
aKTOB, HOPM, IIpaBUJI U CTAHAAPTOB:

- I'paxpanckuit konekc Poccurickon @enepanuu;
- ®epepanbHblii 3akoH oT 26 mapta 2003 1. Ne 35-D3 «O0 31€KTpOIHEPTreTHKEY;
-  ®enepanbHbiil 3akoH OT 2 Masg 2006 r. Ne 59-®03 «O nopsake paccMOTpeHUs
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oOpamenuii rpaxaan Poccuiickoit @eneparumny;

- ®enepanbHbiii 3akoH OT 27 wuronst 2006 1. Ne 152-03 «O mnepcoHaIbHBIX
TAHHBIX),

- ®enepanbHblil 3aK0H OT 23 HOs0psa 2009 1. Ne261-D3 «O06 3HeprocoOepekeHnn u
O TIOBBIIIEHUU PHEPreTHYecKor 3((HEKTUBHOCTH U O BHECEHHHM W3MEHEHHWI B OTIENIbHbBIE
3aKOHOAaTeNIbHbIE akThl Poccuiickon denepaunmny;

- ®epepanbubiii 3akoH oT 22 uronsa 2008 1. Ne 123-D3 «Texuudecknii periaMeHT
0 TpeOOBaHUAX MOKAPHOU 0E30MaACHOCTIY;

- 3akoH P® «O 3amute npas norpeduteneit» ot 07.02.1992 Ne2300-1,;

- IlocranoBnenue IIpaButenscrBa Poccuiickoit @enepanuu ot 21 ssuBaps 2004 r.
Ne 24 «O6 yTBepkI€HMM CTaHAAPTOB PACKPHITUS MHPOPMALUU CyOBEKTaMH ONTOBOIO U
PO3HUYHBIX PHIHKOB 3JIEKTPUYECKOU SHEPTUNY;

- Ilocranosnenue IIpaButennscTBa Poccuiickoit deneparuu ot 31 aexadps 2009 r.
Ne 1220 «O6 ompeneneHuH MPUMEHSEMBIX MPU YCTAHOBJIEHHH JOJTOCPOUYHBIX Tapudos
MoKa3zaTeseil HaJe)KHOCTH U Ka4eCTBa MOCTABIIIEMBIX TOBAPOB M OKa3bIBAEMBIX YCIIYT»;

- Tlocranosnenue [IpaBurensctBa Poccuiickoit @eneparuu ot 24 despains 2009 r.
Ne 160 «O mopsiike yCTaHOBIIEHUSI OXPAHHBIX 30H 0OBEKTOB 3JIEKTPOCETEBOTO XO3sIICTBA U
0COOBIX YCIIOBHUU HCIOJB30BaHUSI 3€MEIBHBIX YYaCTKOB, PACIOJOXEHHBIX B TpPaHMIAX
TaKuX 30H»;

- Ilocranosnenue [IpaButennpcTBa Poccuiickoit deneparuu ot 27 aexadps 2004 r.
Ne 861 «OO0 yTBepkA€HMM NPAaBUI HEJUCKPUMHUHAIMOHHOIO JOCTYNa K yCIyram [0

mepefadye  JJIEKTPUYECKOM  DHEPrMM M OKas3aHWd  3THUX  YCIyI,  IPaBUII
HEIUCKPUMHUHAIIMOHHOTO  JIOCTyHa K yclIyraM IO  OIEpaTUBHO-IUCIETYEPCKOMY
YIPABIEHUIO B DJJIGKTPORHEPreTHMKE M OKa3aHWs  3TUX  YCIyI,  IpaBuUll

HEAUCKPUMHUHAIIMOHHOTO JOCTyNa K YcCiayraM aJMHHHCTpaTopa TOPrOBOM CHCTEMBbI
ONTOBOTO PBIHKA M OKa3aHUS 3TUX YCIYTI U IpaBUJI TEXHOJIOTMYECKOTO MPHUCOEIUHEHUS
HHEPTONMPUHUMAIOIINX YCTPOUCTB IMOTPEOUTENECH SIEKTPUUECKOW HHEPTrUu, OOBEKTOB IO
MIPOU3BOJICTBY AJIEKTPUUECKON SHEPIUHU, a TAaKKe OOBEKTOB JJIEKTPOCETEBOrO XO3SHCTBa,
MpUHAJIEKAIMX CETEBbIM OpraHU3alMsaIM U UHBIM JIMLAM, K JJIEKTPUYECKUM CETAMY;

- Ilpuka3z Munsuepro Poccum ot 7 ampens 2010 r. Ne 149 «O6 yTBepxaeHUU
Ilopsinka 3aKiIfOYE€HUs M CYLIECTBEHHBIX YCJIOBHMM J0rOBOpa, PETYJIUPYIOIIETO YCIOBUS
YCTaHOBKHM, 3aM€Hbl U (WIM) OKCIUTyaTalud MNpHOOpPOB  yyeTa HUCIHOJb3yEMBbIX
SHEPreTUUYECKUX PECYPCOBY;

- Ilpuka3z Munsuepro Poccuu ot 29 urons 2010 r. Ne 296 «O6 yTBepkaeHUU
MeTonuyeckux ykKa3aHUW IO pacueTy ypOBHS HAJEKHOCTH M KauecTBa IOCTaBJISEMBIX
TOBapOB U OKa3bIBAEMBIX YCIYT AJI OpraHU3alUU MO YIPABICHUIO €IMHON HAIIMOHAIBHOU
(oOmepoccHiicKoi) MEKTPUYECKON CEThIO H TEPPUTOPHAIIBHBIX CETEBBIX OPTaHU3AIINN».

- IIpaBuia ycTponcTBa 3JIEKTPOYCTAHOBOK;

- CanlluH 2.2.0.555-96 «l'uruena Ttpyna, Iuruennueckue TpeOOBaHUS K
YCIIOBUSAM TpyJia )KeHIIUH. CaHUTapHbIE ITpaBuia U HOPMBI»;

- CanlluH 2.2.2/2.4.1340-03 «I'uruennveckre TpeOOBaHUS K MEPCOHAIbHBIM
AJIEKTPOHHO-BBIYMCIUTEIbHBIM MAIIUHAM U OPraHU3aIuU paboThI»;

- CanlluH 2.2.4/2.1.8.562-96 «lllym Ha paGo4nx MecTax, B MOMEIICHUSX KHUIbIX,
OOIIECTBEHHBIX 3/IaHUN M Ha TEPPUTOPUH KHUIIOHU 3aCTPOHKN»;

- CanlluH 2.1.8/2.2.4.1383-03 «I'urneHndeckue TpeOOBaHUS K Pa3MEIICHUIO U
AKCIUTyaTalliy NepelaloliuX paJuOTEXHUUECKUX 0ObEKTOBY;
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- CanlluH 2.2.4548-96 «['urnennueckue TpeOOBaHHA K MHUKPOKINMATY
IIPOM3BOJICTBEHHBIX TOMEIICHUN»;

- CHulI 21-01-97* «IloxapHast 6€30MaCHOCTb 3IaHUI B COOPYKESHUI;

- CHulI 31-06-2009 «O0miecTBeHHbIE 31aHUS U COOPYKEHUS;

- CHull 21-02-99* «CTOSIHKH aBTOMOOUIIEH;

- HIIb 110-03 «Ilepedens 3maHUN, COOPYXKEHUN, TTOMEIICHUNH U 000pyIOBaHHS,
MOJIeKAIUX 3aIMTEe AaBTOMAaTUUYECKUMHU YCTAaHOBKaMU MOXKApOTYIICHUSI U aBTOMAaTUYECKOU
MOYKapHOW CUTHAIA3ALNEN»;

- HIIb 88-2001 «YcTaHOBKM MOXapOTYIIEHUs] W CUTHaIM3aluu. Hopmbel u
IpaBHJIa TPOESKTHUPOBAHUSY,

- TOCT 12.1.004-91 «Cucrema crangapToB Oe3omacHoctu Tpyaa. [loxaphHas
6e3omacHOCTh. O0IIHEe TpeOOBAHUSIY;

- TOCT 13109-97 «Dnexrpuueckass sHeprus. COBMECTUMOCTh TEXHHUYECKHX
CPEeACTB dJeKTpoMarHuTHas. HopMbl KayecTBa OJJIEKTPUYECKON HSHEPTUU B CHUCTEMax
AIEKTPOCHAOKEHHS OOIIET0 Ha3HAYCHUS;

- TOCT P 53368-2009 «OOcnyxuBaHue TMOTpeOUTENCH dICKTPUUECKOW U
TEIJIOBOW SHEPTUNY;

- PykoBoactBo mo pabote ¢ xanobamu knueHTtoB OAO «MPCK ILlentrpa» PK
09/01-03/2012;

- Permament mnponenypsl «O6paborka oOpamenuit kimuentoB» PIT BIT 9/04-
05/2012;

- Meroanueckass MHCTpyKUUs «OlEHKa YAOBIETBOPEHHOCTH MOTpeOHTENeH, HX
TpeOoBanuii u oxumanuity MM BII  09/01-01/2012Pernament busnec-nporecca
«Peanuzanmss  ycnyr 1O TEXHOJOTMYECKOMY  mpucoequHeHuto».  [Ipouemypa
«TexHonornueckoe MPUCOCTUHEHUE DHEPTrONPUHUMAIOIINX YCTPOMCTB MOTpeOUTenei
ANEKTPUUYECKON HHEPTrUu, OOBEKTOB IO MPOU3BOJICTBY IJIEKTPUUECKOW SHEPTUHU, a TaAKKE
O00BEKTOB AMEKTPOCETEBOTO XO3SICTBA, MPUHAICKANTUX CETEBBIM OPTraHU3AlUSIM W HHBIM
nmunam, K anekrpudyeckum cetim OAO «MPCK LlenTpa» Ha ypoBHE HaNpsKEHUs HHUXKE 35
kB u MomHocTeio MeHee 10 MBA». PT" BIT 6/01-02/2009.

3. TepMunbl, onpeaejeHusi 1 COKpalieHust

B HaCToOAIICM CTaHI[apTC HCITIOJIB3YIOTCA CICAYIOINEC TCPMHUHEIL:

Tepmun Onpenenenune
AOOHEHT dusnueckoe WM IOPUANYECKOE JHII0, OOpaTUBIIEECs
no TeneoHHomMy HoMepy call-ienTpa
ABTOMaTH3UPOBAHHASA Cucrtema, cocrosimas W3  KOMIUIEKCAa  CpEJACTB
cucrema (AC) aBTOMAaTH3allMM U peanusyionias MH()pOPMaLNOHHYIO

TCXHOJIOTUIO BBIINNOJIHCHHUA YCTAHOBJICHHBIX OousHec-
IMPOHECCCOB ACATCIIBHOCTH

ABTOMATH3MPOBAHHOE IIporpaMMHO-TEXHUYECKHI KOMILJIEKC

padouee mecto (APM) ABTOMATU3UPOBAHHOW CHUCTEMBI, NPEAHA3HAYCHHBIN
JUIL  aBTOMATH3allUM JICSITEIbHOCTH OIPEIEICHHOTO
BHJIQ

ABTOMATU3HPOBAHHbII OTHOCUTENBHO CaMOCTOATENIbHAS 4acTh

MoayJab (AM) ABTOMATU3UPOBAHHOW CHCTEMBI, NIPEAHA3HAYEHHAS IS
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Tepmun Onpenenenue
aBTOMAaTH3alMu OW3Hec-Tpollecca WM CeTH Ou3Hec-
IPOLIECCOB
AJIMHMHHUCTPATOP PaGoTHuk CTPYKTYPHOTO oA pa3IciICHUs o

B3aUMOJCHCTBUIO c KJIINEHTaMH1 (uenTpa
00CIyXKUBaHUSA KJIIHEHTOB), OCYIIECTBIISIFOIIMIA
NEPBUYHBIN MPUEM U JUCIIETYEPU3ALNIO TTOCETUTENEH
ouca 1ieHTpa 00CITyKUBAHUS KIIUEHTOB

AHTHMOHOIOJIbHBIN OPraH

Opranbl UCIOTHUTEIBHON BIIACTH, OCYIIECTBIISIIOIINE
(GYHKIMU [0 KOHTPOJIIO M HAA30py 3a COOJIIOJCHUEM
3aKOHOJATENIbCTBA O KOHKYPEHIIMM Ha TOBapHBIX
pBIHKAX W Ha pbIHKE (UHAHCOBBIX YCIYT, O
€CTECTBEHHBIX ~ MOHOIIOJIUAX, O  peKiaMe, O
pa3MeUIeHUN TOCYAapCTBEHHOTO 3aKa3a, a TaKXke IO
U3JIaHUI0O B TIpelelax  CBOEH  KOMIETCHIIMH
HOPMAaTUBHBIX U WHIUBUIYaJbHBIX MPABOBHIX aKTOB B
YCTaHOBJIEHHOU cdepe nearenpbHocTH — DenepanbHas
aHTUMOHOTONbHAsT ~ ciy)kO0a (DPAC) Poccunm w
teppuropuanbubie opranbl DAC Poccun

AyTtcopcunrosblii call-neHTp

Kareropus call-uenTpa, mnpu KoTopod mpueM H
00paboTKy TenedOHHBIX OOpaIieHUH OCYIIECTBISET
CTOPOHHSISI OpTaHM3als, CHCHHATM3UPYIONas Ha
OKa3aHMU YCIyr ayTrcopcuHroBoro  call-uenrpa.
AyTcopcuHroBble yciyru call-nieHTpa npeacTaBistoTces
B ¢dopMarax: apeHaa pabodero BpeMEHHU OIEpaTopoB
WIH apeHaa paboyux MecT

Bbaza snanuit

Jlormyecku CTPYKTYpUpPOBaHHBIN Habop HHOpMaALUU
B ONpeJeNICHHONW 00JacTH 3HAHWH, BBIMOJHEHHBIH B
Hensax —o0ecrneyeHHsl TOJHOTBI M aKTYaJlbHOCTH
uH(popMalUU O Tpolieccax U GakTax JaHHOW 00JacTH.
baza 3HaHWH CONEPKUT AKTyaJbHBIE PELICHUS,
HEOOXO/JMMbIE COTPYIHHUKY JJISi PEIICHUS BOIPOCOB,
CBSA3aHHBIX C  TOBTOPSIIOUIMMUCS  3allpocaMH U
npoOIeMaMu

busHec-npouecc

VYcronuusasi, LieJICHAIIpaBJICHHAs COBOKYITHOCTb
B3aMMOCBSI3aHHBIX M  B3aUMOJICHCTBYIOLUIUX BHUJOB
JeATEIbHOCTH, KOTOpasi IO ONPENEIEHHON TEXHOJIOTUN
npeoOpa3yeT BXOAbl B BBIXOJbI, NPEACTABIISIIOLINE
IIEHHOCTH JUIsI KJIIMEeHTa (TOTpeOuTes)

Hara-uentp (data center)

Crnenuanu3upoBaHHOE  3JaHHUE JUId  pa3MeElICHHUs
(XocTHHra) CepBEpHOr0 M  KOMMYHHUKAIIMOHHOTO
00OpyA0OBaHUS M NOJKIIIOUYEHU K KaHanaM MHTepHeTa.
Jlata-ueHTp  HMCHONHSET  (QYHKOUM  0OpabOTKH,
XpaHEHUs U paclpocTpaHeHus: HHHOpMaIUK

IapanTupyomuii nmocraBmuk | Kommepueckas opraHusanusi, KOTOpOH B
3ﬂeKTpI/l‘leCKOﬁ IHECPIuu YCTAHOBJICHHOM IOPAAKC IMPHUCBOCH CTaTyC
CTO Crangapt OAO «MPCK llentpa» Cuctema LieHTpa- Crp.: 7 Bcero ctp.:
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http://ru.wikipedia.org/wiki/%D0%A1%D0%B5%D1%80%D0%B2%D0%B5%D1%80_(%D0%B0%D0%BF%D0%BF%D0%B0%D1%80%D0%B0%D1%82%D0%BD%D0%BE%D0%B5_%D0%BE%D0%B1%D0%B5%D1%81%D0%BF%D0%B5%D1%87%D0%B5%D0%BD%D0%B8%D0%B5)

OAO «MPCK Lenmpa»

Tepmun

Onpexgenenue

rapaHTUPYIOIIEr0  IOCTaBUIMKa,  OOsi3aHHAs B
COOTBETCTBUU C HOPMATHUBHBIMH MPABOBBIMU aKTaMHU
3aKJIFOYUTH JIOTOBOP KYIUIU-NIPOJAXKH 3JIEKTPUUYECKOM
SHEpPruM ¢  JIOOBIM  OOpaTHBIIMMCS K  He
NOTpeOUTENIeM JIEKTPUUECKON SHEPTUH JTMOO C JIUIIOM,
JEUCTBYIOIIMM OT UMEHU U B MHTEpecax MoTpeOuTess
AIIEKTPUYECKON DHEPrUu U IKENAIoIUM MPUOOPECTH
AIIEKTPUUYECKYIO SHEPTHUIO

T'oj10Cc0BOI MOYTOBBINA ANIUK

Texumueckass Bo3MokHOCTH Call-enTpa ocraBuTH
ajgpecatry  TOJOCOBOE€  cOooOIIeHHe  aO0OHEHTOM
TenedOHHOM CeTH

I'opsivas JauHus (Teaedon
a0Bepusi)

COBOKYITHOCTH o0opyaoBaHwMsI, MIPOTPaMMHOTO
oOecrieueHusi, paOOTHUKOB, OW3HEC-TIPOLIECCOB IS
3a0YHOTO OOCHy)XMBaHHS TOTpeOUTeNneld B YacTu
pueMa M PETHUCTpaIlid JKalo0 Ha HEMpaBOMEpPHBIE
nercTBus WM Oe3xeiicTBusl mepconana OOiiecTBa mo
BOIIPOCaM, KacarouMcs TEXHOJIOTHYSCKOTO
MIPUCOCAMHEHUS, 4 TAaK)Ke KOPPYIITUU

JlonoTHUTe/IbHbIE YCIYTH

Ycnyru, okassiBaembie O0IIECTBOM, HE OTHOCAIIIUECS K
OCHOBHBIM BHJIaM JI€ATEIbHOCTH KOMIIAHUU: Iepeade
AIIEKTPUUECKOM SHEpIuH, TEXHOJIOTHYECKOMY
NPUCOEIUHEHUIO SHEPrONPUHUMAIONIUX  YCTPOMCTB
(PHEpPreTUYEeCKUX YCTAHOBOK) K AJIEKTPUYECKUM CETAM
KOMIIaHUH, OIEPaTUBHO-TEXHOJIOTMYECKOMY
YIPaBJICHNUIO 00BEKTAMU 3JICKTPOCETEBOI0 X031 CTBA

JenaprameHT
B3aNMOAEeHCTBUSA C
KJIHEHTAMH

CTpyKTypHOE MOJpa3/ieNieHle, BXOIIIee B CTPYKTYPY
UCTIOJHUTENIBHOTO amnmapara OO1ecTBa, HaXoAsIeecs
B HEMOCPEJACTBEHHOM MOJYMHEHUU  3aMECTUTEII
TeHEPATLHOTO TUPEKTOpa 1O Pa3BUTHIO U PeaTH3aIiu
HIIEKTPOCETEBBIX YCIYT

Kanoba (mperensust)

HamnpasnenHoe notpebutenem B aapec OOmecTBa uiu
JOJDKHOCTHOTO Jinna OO0ImecTBa MUCBMEHHOE  HITU
YCTHOE  3asBJICHUE O HAPYIICHWH TIPaB WU
OXpaHSIEMBIX 3aKOHOM HMHTEPECOB  IMOTPEOUTEs,
MPETEeH3US O MPEAOCTABICHUU YCIYTH HEHAIJICKAIIETO
KayecTBa M COOTBETCTBYIOIIEM YMCHBIICHUU €€
CTOMMOCTH H T.II.

/Kano00a npaBomepHasi

XKamnoba, mo ¢akTty mpOBEpKHM KOTOPOil  Oblna
MOJITBEPKACHA  OTBETCTBEHHOCTH  OOIIECTBO  BO
BHECY/I€OHOM MOps/IKE WM YCTAaHOBJEHA B CyJeOHOM
NOpSiAKE 3a HapylIeHHEe NpaB WM OXpaHIeMbIX
3aKOHOM  HMHTEPEeCOB  TOTpeOWTeNs  WIM  €ro
npeAacTaBuTeds  (TapaHTHPYIOIIETO  TOCTaBIIHKA,
HHEProcOBITOBOM OpraHu3aluy U JIp.), B TOM YHCIE 3a
IPEJOCTaBJICHNE YCIYTH HEHAIIEKAIIETO KaueCTBa

CTO Crangapt OAO «MPCK llentpa» Cuctema LieHTpa-
BIT 9/01-03/2013 JIN30BAaHHOI'0 OOCITY)KMBaHHUsS OTPeOUTEIICH YCIyr
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OAO «MPCK Lenmpa»

Tepmun

Onpexgenenue

3aouHoe
norpeounTeJiei
CepBUC)

o0CayKMBaHUe
(3aouHbIH

OOcmyxuBaHMEe MOTpeOUTENeH ycayr 0e3 JUYHOTO
KOHTaKTa ¢ paOOTHUKAMH CETEBOW OpPraHU3aIluH, B TOM
guciie mo Ttenedony, MHTepHeTy, modre WM uepe3
SITUK KIHCHTA

3aaBuUTEIDb

NHauBuAyanpHBIM NPEIIIPUHAMATEND, IOPUINYECKOE
Wik (QU3HYecKoe JHLO, 3asBHBIIEE (TMOJAaBIIECE B
CETEBYI0 OpPraHU3alllI0 COOTBETCTBYIOLIYIO 3aBKY) O
HaMEPEHMH NTOJIYIUTh YCIYTY

3asiBKa Ha OKa3aHUe yCJayr

3asBKa IOPUANYECKOTO auna /puznyeckoro
JHMLA/MHIUBUAYATBHOTO TPEANPUHUMATENS B LENAX
NOJTY4YEeHUS YCIYTM W  KOMIUIEKT  JTOKYMEHTOB,
IpeAOCTaBICHNE  KOTOPOTO  HEOOXOAuMO  uId
NOJMYyYCHHUsI YCIAYTH B COOTBETCTBHH C HOPMaMH
JIWCTBYIONIETO 3aKOHOAATENbCTBA

3agBKa HA TEXHOJIOrHYeCcKoe
NpUCoeTHHEHHE

3asiBKa  IOPUIMYECKOTO  JIMIA/(PU3NYECKOro  Jjuna/
WHAWBHIYaTbHOTO  TPEANPUHUMATENS, HMEIOIIETO
HaMepeHue OCYIIIECTBUTh TEXHOJIOTHYECKOe
NPUCOCANHEHNE, PEKOHCTPYKIMIO H  yBEIHMUYCHHE
o0beMa TMPHCOCAWHEHHOW MOINMHOCTH, a TaKKe
U3MEHHUTH KaTeTOPHIO HaJICKHOCTU
DIIEKTPOCHAOKEHHS, TOYKHA MPUCOCTHUHEHUS, BHIIBI
MPOU3BOICTBEHHOW  JCSITENPHOCTH, HE BJICKYIIUE
nepecMoTp (yBeIHUYEHHUE) BETMUMHBI PUCOSIMHEHHOM
MOIITHOCTH, HO H3MEHSIOIIME CXEMYy BHEUIHETO
ANIEKTPOCHAOKEHUST HHEPrONPUHUMAIONINX YCTPOMCTB
3asBUTEIIS

HNutepakTuBHOE
o0cayKMBaHUE
(MHTEepaKTHUBHBIN CePBUC)

dopma 3a04HOTO OOCITYKMBaHHUS OTpEOUTENEH yCIIyT
Cc ucrnoap3oBanreM MHTEpHETA

HNuTepHeT-npueMHas

WuTepakTuBHAs MpUeMHas JUisi oTpedureneit Ha BeO-
caiiTe opraHv3anuu

HNudpacTrpykrypa  3a04Horo | COBOKymHOCTh B3aMMOCBSI3aHHBIX OOCITYKUBAIOIIUX
cepBHca OpPTaHM3AIlMOHHBIX  CTPYKTYp  WJIH  3JEMEHTOB,
COCTaBIISIIONINX W/WIA  00ECIEYUBAIONIUX  OCHOBY
GYHKITMOHMPOBAHUS 3a09HON CUCTEMBI 00CITY )KHBaHUS
HNudpacrpykrypa ouHOoro | CoBOKyImHOCTh B3aUMOCBSI3aHHBIX ~ OOCITYKHUBAIOIIUX
cepBHca OpPraHM3AIlMOHHBIX  CTPYKTYp  WJIH  DJEMEHTOB,
COCTaBIISIIONINX W/WIK  00ECIEUUBAIONIUX  OCHOBY

(GYHKIIMOHUPOBAHUS OYHOM CHCTEMbl 00CTYKUBAHUS

Kanajbl kKoMMyHHKAIUH

Cpena, mytd u cpencrtBa MHGOPMAIMOHHOTO OOMEHa
MEX Ty IOTpEOUTENIEM U OpraHu3aIueit

KiimeHTOOpHEeHTUPOBAHHBI
MOAXO0/1

[Togxon « opranu3anuu Ou3HEeca, B KOTOPOM
JOCTHKEHUE CTPATETHUYECKUX LEJNed U YCTOWYHMBOM
NpUOBLTIBHOCTH KOMIIAHUU OCHOBAHO, B TOM YHUCJE, Ha
o0OecreueHnt JIOSIILHOCTH TOTpeOnTeNnel yCeyT,

CTO
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Crangapt OAO «MPCK llentpa» Cuctema LieHTpa-
JIN30BAHHOTO 0OCTY>KHBAaHMSI IOTPEOUTENIEH yCIyT

Bcero c1p.:

Crp.: 9 124




OAO «MPCK Lenmpa»

Tepmun

Onpexgenenue

cucTeMa MepOINpUSATHI, HalpaBiIeHHas Ha TO, YTOOHI Yy
Ka)JI0r0 KIIMEHTA, MOJIb3YIOLIErocs yCayraMu JaHHOM
KOMIIaHUM, ObUI  cOPMHPOBAHBI  ONPEJCICHHbIE
NO3UTHUBHBIE YYBCTBA 10 OTHOIICHUIO K HEl

KiaunenTckuid AUk

Sk, npeaHa3HAuYGHHBIA I cOOpa MHUCHMEHHOU
KOPPECTOHICHIINM (THCEM, aHKET), YCTaHABIMBAEMbIN
B JIOCTYMHBIX JIJIsl IOTpeOuTeNel MecTax

KOMIIaHI/lH-y‘laCTHI/IK

Kommnanwus, npuarMaromas ydactue B padorte Llentpa
oOcinyXuBaHUs KIMEHTOB (uinuana OOmectBa
3aKJIFOUMBIIAS C HUIM COOTBETCTBYIOIIUI JIOTOBOD

KoncyabTanus

YcTHas WM TNHCbMEHHash peakuus B OTBET Ha
COOTBETCTBEHHO YCTHOE WJIH NMHCBMEHHOE OOpalicHHE
notpeOuTenss  yclIyr, coJeplkaliee 3ampoc  Ha
IpPEJOCTaBICHUE KOHCYJIbTAlMM WM CIPAaBOYHOM
uH(pOpMaLlUU TO BOIMPOCAM JAESITEIILHOCTH CETEBOM
OpraHu3anuu

KopnoparusHblii call-uentp

Kareropust call-ienTtpa, mpu KoTOpoil 00pabOTKy
BXOISIIIUX W HWCXONAIIUX BBI3OBOB IMOTpeOUTENCH
OCYIIECTBIISIOT paOOTHUKN KOMITAHUU

JINUHBIA KAOUHET KJIMEHTA

COBOKYITHOCTH aJpEeCHBIX UH(GOPMAIIMOHHO-
MHTEPAKTUBHBIX CEPBUCOB B YAaCTU B3aUMOJCICTBUA C
MOTPEOUTENIMH ~ YCAYT 1O  TEXHOJIOTUYECKOMY
MIPUCOEIMHEHUIO, Tepe/iaye 3JIEKTPUUYECKONW SHEpruu,
Y4eTy OJJIEKTPUYECKONW HHEPTUM, JOMOJHUTEIbHBIM
ycJIyraM U poYrM BOMPOCaM

MapumpyTusanusi 3BOHKa

HanpaBnenue 3BOHKAa  amnmapaTHO-MPOTPAMMHBIMU
CPEICTBAMHU B COOTBETCTBUHU C 3aJaHHBIMU ITpaBUIIAMU
MapIIpyTU3aIIH: B ouepe.ib OKHJaHUS,
MHTEPAKTUBHOE I0JIOCOBOE MEHIO WM K ONlepaTopy

OoOpamenne

HanpasnenHoe motpeOuteneM B aapec OpraHU3allH
WIA JIOJDKHOCTHOTO JIMIA OpPraHM3alMd MHCbMEHHOE
WIN YCTHOE 3asBJIIEHHE IO BOIPOCAM JESATEIbHOCTU
OpraHu3aluy. [TucbmenHbIe oOpareHus
HAMpaBJSIOTCS TOTPEOUTENEM TOCPEICTBOM TIIOYTHI,
daxca, e-mail, qepes HUHTEPHET-NPUEMHYIO,
KJIMCHTCKUHA SIMAK W JIpyrHe KaHalbl. YCTHBIC
3asgBJICHUS TOCTYHAIOT OT MOTPEOUTENss MPH OYHOM
obpamiennn B LleHTp oOCHyXMBaHUS KIUEHTOB, MPHU
3a0uHOM oOpaineHnn — B call-entp opranmsanuu. K
OOpaleHussM  OTHOCATCSA  CIEAYIOUIME KaTeroOpuu:
xanoba (npereH3us); 3amIpoc CIIPaBOYHOU
uH(pOpMaLIUY /KOHCYNbTALINH;

3afBKa HAa  OKa3aHWE  YCIOyr: OCHOBHBIE U
JIOTIOJIHUTENIbHBIE  YCIIYTH, KOTOpBIE MPEIOCTaBISET

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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OAO «MPCK Lenmpa»

Tepmun Onpenenenue
ceTeBasl OpraHu3alys NOTPeOUTENIAM (3asBUTEINISAM);
IOpeIIoKEHUEe OT TMOTpeOUTeNsl MO  YIYYIIECHHUIO

KauecTBa OOCTyKUBaHUSA;
OT3BIB TIOTPEOUTENS O JEATCIBHOCTH OpraHU3aIlid U

Ap.

OoOpaTHasi CBS3b

[Ipouecc monydeHus OT MOTpeOUTENsT HHPOPMALUU,
cojiepalliell ero MHEHUe O JesITeIbHOCTH KOMIaHWH,
KayecTBE IPEJOCTABIEHHBIX YCIYr WIH KayecTBe
o0cnyXUBaHUsl paOOTHUKAMHU KOMITAHUU

Omnpoc (ankeTHpOBaHKE)

MeTton cO6opa nepBUYHON MH(MOPMALIMK ITYyTEM OMpoca

PECTIOH/IEHTOB (caMOCTOSITEIBHOTO 3aI10JIHEHUS
AHKEThI PECIIOHJIEHTOM)

OO6mecTBO (xommanmsi, | OAO «MPCK Llentpa»

OpPraHu3anms)

Ot3b1B OOparieHust noTpeduTeNel yciayr, KOTopble coaepKar

KadyeCTBa
a TaKKC

OLICHKY IIPEAOCTABICHHBIX YCIIYT,
o0cily’)kuBaHusi pabOTHUKaMM KOMIIaHUH,
JPYTMX KOMIIOHEHTOB 00CITYKHBaHUsI

OuHoe oOciry:kuBaHNe (OYHBIH
CepBUC)

OOcnyxuBaHue TOTPeOUTENsT MOCPEACTBOM JIUYHOTO
(ouHOrO) KOHTaKTa ¢ pabOTHHKAMH TOJpPAa3ICiICHHIA
KOMITaHUH

IlepconanbHbIe
norpeduTesIs1 yCJIAyr

JAHHbIE

Nudopmanusi, oTHOCSIIAsICS K OMPEACICHHOMY WU
OTpesieNiIeMOMY Ha OCHOBAaHWUU TakKoW WHGOOpMAIHH
iy (CyOBeKTy  MepCOHANbHBIX — JaHHBIX). K
MepCOHAbHOM  WHGOPMAIIUU  OTHOCSTCS  JIaHHBIE:
dbamMunvs, uUMsi, OTYECTBO MOTPEOUTENS; TOJM, MECHII,
JaTa M MECTO POXJIEHHUs; aJpec; CeMeiHoe,
COIIMATHHOE u HMMYIIIECTBEHHOE MOJIOXKEHUE,
oOpazoBanue, npodeccusi, UHH, noxomsr

Ilepyoag nMKOBOM HArpy3KH
(Busy Hour, Peak Hour)

[lepron BpeMeHHW B CYTKH, KOrja (UKCUPYETCS
HaunOoJIbIIast Harpy3ka Ha Homep call-nierrpa

IIpoueccHbIi mOAX0

[Tonxon, ocCHOBaHHBIN Ha (POPMHUPOBAHUU CETH OU3HEC-
nporeccoB OOmiecTBa U MOCIEAYIOLIETO YIPaBICHHS
stuMu  mpoueccamu 1o wmeroauke PDCA (mnan -
nericteue ((popMupoBaHUe, UCIIOTHEHUE) — KOHTPOJb -
aHain3 (KOpPPEKTUPOBKA)), BKJIKOYash MOHUTOPUHT
YIOBJIETBOPEHHOCTH KIMEHTOB M BHYTPEHHMH ayauT
POLIECCOB

IHoka3aTenu Ou3Hec-mpouecca

KonnuecTBeHHBIE MM/ M KayeCTBEHHEBIE nmapaMeTphl,

XapaKTepU3yIOIIHe B3aMMOOTHOIIICHHE MEXTY
JOCTUTHYTBIM ~ PE3yJabTaTOM ¥  HUCIOJIb30BAHHBIMU
pecypcamu

I[HoTpeduTeasn yeayr IOpunnyeckoe wnu (Qusnueckoe MO, a TaKxKe

PIH,Z[I/IBI/I,Z[yaJIBHblﬁ npeanpuHuMareiib, MUMCHOOIMEC B
COOCTBEHHOCTH WJIM HAa WHOM 3aKOHHOM OCHOBaHHWU

CTO
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OAO «MPCK Lenmpa»

Tepmun Onpenenenue
0OBEKTHI u CHUCTEMBI SHEepronoTpedaeHus,
PUCOETUHEHHbBIE K AIIEKTPUYECKUM CEeTSIM

TEPPUTOPUATIBHOM  CETEeBOM  opraHuzauuu, Ju0o
3aKJIFOYMBIINE WM KEJAIOIUE 3aKIIOUUTh C CETEBOU
OpraHu3alueil 1oroBop Ha MpeocTaBieHue (OKa3aHHe)
YCIYyI 1O  TEXHOJNOTMYECKOMY  IPHUCOCIUHCHHUIO,
nepenaye dJIEKTPUUYECKON SHEPIruu WIM IPYrUM BUAAM
YCIIYT, OKa3bIBAEMBIX CETEBOM OpraHu3anuen

Peryaupyromuii opran

@enepanibHast cinyx0a 1o Tapudam U OpraHsl
UCIIOTHUTENBHOM BllacTu CcyObekToB Poccuiickoi
denepauuu B obnacTu rOCyJapCTBEHHOIO
perynupoBaHus TapudoB

Pecnongenr

VY4yacTHUK HcclieqoBaHus (Ompoca, aHKETUPOBAHUS M
ap.), SBIISIOLIMICS UCTOYHUKOM NEepBUYHON
IMIUPUYECKON MH(POpMALIUU 00 M3y4aeMbIX SBIICHUSIX
U mpoleccax

Paiion 3j1eKTpHYeCKHX ceTeH
P30)

[Toapa3aenenne ceTeBOI opraHu3auu

Caiir

OObenuHEHHAS TIOA OJHHUM  aJpecoM (IOMEHHBIM
uMmeHeM win [P-anpecom) B UHTEpHETE COBOKYITHOCTH
AIIEKTPOHHBIX JTOKYMEHTOB ((ailioB)

Cepsuc (service-ciry:k0a)

OOcnyxuBaHue MOTpeOUTENEd yCIyr 1O  BCEM
HaNpaBJICHUSIM JESITeIbHOCTH KOMIIAHUU

ConnajabHo 3HAYMMBIE
norpeduTe N

[ToTpebuTenu ANEKTPUUYECKON DHEPTHH, IOPUIUIECCKHUE
JUIla ¢ TIEPBOM KaTeropuei HaJeKHOCTHU CHAOKEHUS
ANIEKTPOIHEPrUe, TMepephlB CHAOXKEHHS KOTOPBIX
MOXET TOBJI€Yb Yrpo3y JKU3HU U 3IA0POBBIO JIOJEH,
yrpo3y 6e3omacHocTu rocyaapctsa. K HUM oTHOCSTCS
MEJUIIMHCKUE YUYPEKJICHUs, OpraHU3allu  CBSI3H,
OOBEKTHl  JKUJIMIIHO-KOMMYHAJIBHOTO  XO3SIHCTBA,
OOBEKTHl BEHTWJISIIIUU, BOJOOTJIMBA W OCHOBHBIC
MOABbEMHBIE YCTPOWCTBA YTOJBHBIX U TOPHOPYAHBIX
OpraHu3alii, METPOIIOJIUTEH U JIP.

Cucrema
aBTOMH(OPMHUPOBAHUSHA

ABTOMaTHU3UpOBaHHAS cucTeMa OIIOBEIICHUS
OO0JIBIIIOr0 4Kciaa abOHEHTOB B LIEISIX JOBEICHUSI 10
HUX THUITOBOW MH(OpMaIuu

Cucrema ayauo3anucu

Cucrema, OCyIIECTBISIONAs 3aMUCh BCEX TEIEPOHHBIX
MEPEroBOPOB PAOOTHUKOB KOMITAHUHU C MOTPECOUTEIISIMU

yeyr

Cucrema neHTpajn3oBaHHoro | CoBOKyInHOCTb B3aMMOCBSI3aHHBIX MPOLECCOB,
00CJIy’KUBAHHUS TOTpedMTeJIell | TPYIOBBIX M IPOrPAMMHO-TEXHHUYECKHX PECYPCOB,
yeayr (CIHOILY) HaIIPaBJIECHHBIX Ha pa3BUTHE
KIIMEHTOOPHUEHTUPOBAHHOTO MOJAXO0AAa IPU OKa3aHUH
yCIyT KOMIIaHHUEHN B LEJIAX MTOBBILICHUS
a(h(peKTUBHOCTH  OYHOU U 3a04YHOM dbopm

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Tepmun

Onpexgenenue

oOCIy>)KMBaHUS MMOTPEOUTENCH

Teppuropust
OTBETCTBEHHOCTH
OTBETCTBEHHOCTH)
OpPraHM3annH

(3oHa
ceTeBoO

Tepputopusi, B TpaHULIAX KOTOPOW PACIOIOKEHBI
MpPUHAUICKAIINE HA MPaBe COOCTBEHHOCTU UM MHOM
YCTaHOBJIEHHOM (eJiepalibHBIMU 3aKOHaMHU OCHOBaHUU
CETEeBOM OpraHM3allid W HE OTHOCAIIUECS K €IUHOU
HallMOHAJTBHON  (OOIIEPOCCUIICKON)  AIEKTPUUYECKOU
CeTH OOBEKTHl DBJIEKTPOCETEBOIO  XO3SICTBA, c
HCIIOJIb30BAHMEM  KOTOPBIX CETeBas OpraHu3anus
OKa3bIBa€T YCIYIrd IO TMepelraye IIEKTPUUIECKON
SHEPIrUM, a TaKXKE OCYIIECTBISICT B YCTAHOBJICHHOM
opsIAKe TEXHOJIOTUYECKOE MIPUCOEANHEHNE
SHEPTOMPUHUMAIOIINX YCTPOUCTB (PHEPrETUUECKUX
YCTAaHOBOK) 3asiBUTEJIEH K DJICKTPUUECKUM CETSIM

Teppuropuanbuasi
opranuszanus (TCO)

ceTeBad

Opranuzanus, BiaJerollas Ha MpaBe COOCTBEHHOCTH
WIM MHOM YCTAaHOBJICHHOM (he/lepalibHBIMU 3aKOHAMHU
OCHOBaHUU 0OBEKTAMHU 3JIEKTPOCETEBOI0 X0O3sICTBA, HE
OTHOCSIIIUMUCS K €IUHOM HallMOHAJIbHOMN
(oG1mepoccHiicKoin) 3JIEKTPUYECKOMN CeTH, c
WCIIOJIb30BAHUEM  KOTOPBIX  Takas  OpraHu3anus
OKa3blBACT YCIYIrH IO Mepenade DICKTPUIECKON
SHEPIrUM, a TaKKe OCYLIECTBISECT B YCTAaHOBICHHOM
opsiAKe TE€XHOJIOTUYECKOE MIPUCOEANHEHUE
SHEPTOMPUHUMAIOIINX  YCTPOUCTB (PHEPrETUUECKUX
YCTaHOBOK) 3asiBUTEJIEN K DJIEKTPUUECKUM CETIM

Texnu4yeckue ycia0Bus

JIOKyMeHT, ompeaensionmii  00beM  TEXHHUYECKUX
TpeOOBaHUN M MEPOINPUSATUH, BBIIIOJIHEHUE KOTOPBIX
00€CreyuT roOTOBHOCTh K NMPUCOEIMHEHUIO YKa3aHHOTO
B 3as1BKE 3asiBUTEIA DHEPTONPUHUMAIOLIETO
YCTPOICTBA, 00BbEKTA MO MPOU3BOICTBY AIEKTPUUYECKOMN
SHEPruu WM OOBEKTa D3JIEKTPOCETEBOr0 XO35HCTBA
IpYTux IIEKTPOCETEBBIX opraHu3anun K
IEKTPUYECKUM  CETsIM  CETEBOM  OpraHU3alUU.
ConepxaHue TEXHUYECKUX YCIOBUM YCTaHABIMBAETCS
B COOTBETCTBUM ¢  TpeOoBanusamu  [lpaBun
TEXHOJIOTUYECKOTO IIPUCOETUHEHUS
HHEProNpPUHUMAIOIIUX  YCTPOWCTB  moOTpeOuTeneit
AIIEKTPUYECKON HHEPruu, OOBEKTOB MO MPOU3BOJICTBY
ANIEKTPUYECKOM  SHEpruM, a TakkKe OOBEKTOB
AIIEKTPOCETEBOTO XO351CTBa, NpUHAIEKAINX
CEeTEBBIM  OpraHM3alMsIM W  HHBIM  JIMLOAM, K
AIEKTPUYECKUM ceTsM, YTBEPKIAECHHBIX
[IOCTaHOBJICHUEM IIpaBurenbcTBa Poccniickon
Oenepannu ot 27 nekabps 2004 r. Ne 861 u uHBIMU
HOPMAaTHMBHBIMU NIPABOBBIMU aKTAMHU

Texnojiornueckoe

KommuiekcHass ~ mpouenypa,  3TamamMd  KOTOpOM

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Tepmun

Onpexgenenue

NMPpUCOCAUHECHUE

SIBIISTFOTCSI:
moJiavya 3asBKU Ha TEXHOJOTUYECKOE MPUCOCTHHCHICE,
3aKIIIOYCHHE  JOrOoBOpa  HAa  TEXHOJOTHYECKOEe
NIPUCOCTNHEHHE,

BBHIMIOJITHEHUE CTOPOHAMH  JIOTOBOpa MEpPONPHUATHH,
MPETYCMOTPEHHBIX JIOTOBOPOM;

NoJTyYeHHe paspemeHus PocTtexHana3opa Ha JIOMYCK B
IKCIUTyaTalnilo OOBEKTOB 3asBUTEISL; OCYIICCTBIICHHE
CETEeBOM opraHuzamueil GakTHIeCKOTro MPUCOCIUHEHUS
OOBEKTOB 3aBUTEIIS K DJICKTPUUCCKUM CETSM;
dakTudyeckuii mpueMm  (ToJava)  HAMNPSDKCHUS U

MOIIHOCTH,

COCTaBJICHHUC aKTa (0) TCXHOJIOTHYCCKOM
IIPpUCOCINHCHUN M AaKTa pa3rpaHUuYCHUA 0ajJaHCOBOM
IMPpUHAIJICKHOCTHU n BKCHHyaTaHHOHHOﬁ
OTBCTCTBCHHOCTH

YupasiieHue B3auMOAeHCTBUA
¢ KJIHEHTAMU

CtpykrypHoe moapazaenenue (uimana OOmiecTna,
HAXOJAIIEeCs] B  HEMOCPEACTBEHHOM  TIOJYUHCHUH
3aMecTUTeNs AWpeKTopa (uinala 10 pPa3BUTHIO H
peanu3auy yciryT

dakTHYecKoe NMPpUCOCAUHEHUE

Kommiekc  TeXHMYECKMX M OpPraHMU3AlMOHHBIX
MEpONPUITHH, o0ecreynBaronx busnueckoe
coeuHEeHUe (KOHTAKT) OOBEKTOB 3JIEKTPOCETEBOTO
XO034iCTBa HCIOJHUTENSI U OOBEKTOB 3asBUTEI
(9HEProNpUHUMAIOIIUX YCTPOMCTB, HSHEPreTHYECKUX
YCTaHOBOK U ANEKTPUYECKHUX ceTteil) 6e3
OCYIIECTBIICHUS  (PaKTHUEeCKOW mojaun (mpuema)
HANpsOKEHUsT M MOLIHOCTH Ha OOBEKTHI 3asBUTEI
(pukcanus KOMMYTAlIMOHHOTO arapaTa B MOJIOKEHUH
«OTKITOYEHO)

DakTHYeCKUM npueM
(mogaya)  HanpsKeHUA U
MOIIHOCTH

KoMmiiekc ~ TEXHMYECKMX M OpraHU3al[MOHHBIX
MEpOIpHUATHH, obecrneunBaIUi mojaady (mpuem)

HanpsHKEHUst u MOIIHOCTH (pukcamms
KOMMYTaIIHOHHOT'O amnmapara B MOJIOKEHUH
«BKIIFOUECHO») Ha 00BEKTHI 3asiBUTENS

(3H€pFOHpI/IHI/IMaIOHII/I€ YCTpOfICTBa, OHCPTCTUICCKHUC
YCTAHOBKH U JJICKTPUUICCKHC CeTI/I)

IenTp 00c/Ty’)KUBAHUSA
kJaneHToB (LHOK)

Opranu3anMoHHasl €IUHHIA, TpeAHa3HauYeHHAas I
OYHOTO npuema oOpaitteHui norpeduTenen
(3asBUTENIEI) MO BONpPOCAaM  DHEPronoTpeOIeHHUs,
TEXHOJIOTUYECKOTO  IMPHUCOSAMHEHUs, Tepeladun |
pacnpeneneHus AIIEKTPUUECKOI SHEPIHUH,
OCYIIECTBJICHUS IUIaTeXKeH, co3JaHusi KOMQOPTHOIA,
DPrOHOMHYHOW CpEIbl B3aMMOJACWCTBHUS, TMOBBIIICHHS

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Tepmun Onpenenenue
7 PEeKTUBHOCTH 0OCTYKUBaHUS
JHeprocoObLITOBbIE OpraHuzainuu,  OCYIIECTBISIOIIME B KAuecTBE
OpraHu3anuu OCHOBHOTO BHJIa JICATEIIFHOCTH TMPOAAXy JAPYTHM
JWIIaM  TPOU3BENCHHOW WM  NPHOOPETCHHOM
AIEKTPUYECKON DHEPTUH
Call-uentp (Konrakr-Ilentp) | CoBOKymHOCTH o0opyoBaHHMS, MPOrPaMMHOTO

obOecrieueHusi, paOOTHUKOB, OH3HEC-TIPOILIECCOB IS
o0ecrieyeHusi 3209HOT0 00CTyKUBaHUSI MOTpeOUTENEHl.
[To ¢popme opranuzanuu call-tieHTpHI TOIpa3AETAIOTCS
HA  KaTeropuu: ayTCOPCHUHTOBBIN call-tienTp,
kopropatuBHbI  call-meatp w  call-uerrp mo
TpeOOBaHUIO

Call-uenTp no TpedoBanuIo

Tun xopnopatuBHoro call-ieHTpa, mpu KOTOPOM €ro
TEeXHWYecKkass  HMH(pacTpykTypa  HaxoJuTCcs B
COOCTBEHHOCTH Y pa3MellaeTcs Ha JaTa-LEeHTpe
mpoBaiiziepa, a Ha padouynx MecTax paOOTHUKOB
KOMIIaHUU yCTaHaBJIMBAETCS IpOrpaMMHOE
obecrieuenne kiaueHTta. CBsa3p  Mexay oducom
KOMIIaHUU u JaTa-lIeHTPOM npoBaiiiepa
yCTaHaBJIMBAETCAs IO BbIIENEHHBIM [P-kanamam wuim
yepe3 UWurtepner. OOciayxuBaHHE  TEXHUYECKOM
uHppacTpykTypbl  call-ieHTpa ©  NIPOrpaMMHOrO
o0ecrneyeHtsl OCYIIECTBISET MpoBaiep

CRM-cucrema (Customer
Relationship Management)

Cucrema  ynpaBieHHS  B3aUMOOTHOLICHMSIMH — C
KJIMEHTOM; YacThb CHUCTEMBbl YINpaBIEHUS KOMIIaHHEH;
NporpaMMHOE pElIeHHEe, aBTOMaTU3HUpylollee OU3Hec-
IpOIeCChl  B3aUMOJICUCTBUSL C IOTPEOUTETSIMH U
NIO03BOJISIIOIIEE TPOBOJIUTD aHAJIW3 3TUX MPOILIECCOB

Computer
Integration (CTI)

Telephony

TexHnonorus, B KOTOPOi VMHTEJUJIEKTyaJbHbIE
KOMIIBIOTEPHBIE PECYpChI (ammaparypa v nporpaMMHOE
oOecrieueHHE) TPUMEHSIOTCA IS OCYIIECTBICHHS
UCXOIAIIMX M TMpUEeMa BXOJSAIIUX 3BOHKOB U A
yrnpaBjieHus TeaeOHHBIM COSAMHEHUEM

Intelligent Contact Manager
(ICM)

CucremMa  aBTOMAaTMYECKOTO  HHTEJUIEKTYaJIbHOTO
pacnpenenacHusl BBI30BOB, BKIIIOYAOIIAs B TOM YHCIIE
GyHKIUMU  OTCIEKUBAHUS COCTOSHMSI  OINEpPaTOpOB,
MapuipyTU3aluyd WIM  [OMELIEHHs B  Odepenu
BXOJSIIMX BBI30BOB, B3aUMOJCHCTBUE C KIMEHTCKUMU
U CEpPBEPHBIMU MPUIOKEHUSIMHU, COOpP CTATUCTUKU IS
CO3JaHUsl OTYETOB U JIp.

Interactive Voice
(IVR)

Response

Cucrema mpenBapuUTEIbHO 3alMCAaHHBIX T'OJOCOBBIX
COOOLIEHUH, BBITTOJTHSFOILIAS GbyHKIIHUIO
MaplIpyTH3alMK 3BOHKOB 10 KaTteropusiM BHyTpu call-
[EHTpa C HCIIOJIb30BaHUEM HH(GOpPMAIMK, BBOAUMOM
a0OHEHTOM C TOMOIIbIO TOHAJILHOIO Habopa

CTO
BIT 9/01-03/2013

Crangapt OAO «MPCK llentpa» Cuctema LieHTpa-
JIN30BAHHOTO 0OCTY>KHBAaHMSI IOTPEOUTENIEH yCIyT 15

Crp.: Bcero ctp.:
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Tepmun

Onpexgenenue

Short Message Service (SMS) | Cny:xx6a  KOPOTKMX  COOOINEHHIH;  TEXHOJOIHS,

MO3BOJISIFOIIAS.  OCYWIECTBIATh MNMPUEM U NEpeaavy
KOPOTKHUX TEKCTOBBIX COOOIICHUMN

B nactosimem Ctannapte mpuMEHEHBI CIeAYIoIIe 0003HaUYEHUS U COKPAILICHHUS:

Coxkparienue Pacumgposka
AC ABTOMaTU3UpPOBAHHAs CUCTEMA
AM ABTOMAaTH3UPOBAHHBIN MOJYJIb
APM ABTOMaTHU3UPOBAHHOE pabouee MeCTO
BII busnec-nponecc
30 JlodepHee 3aBUCHMOE OOIIIECTBO
KIIK KapmaHHbII IepcOHATBHBIA KOMITBIOTED
JIDII JInHus snexrponepenadn
POC PaiioH anexTpuyeckux ceren
CLOITY CucremMa IIEeHTPaJIU30BaHHOTO OOCITYKUBaHUS MOTPEOUTENEH yCIIyT
TII TexHOJIIOrn4ecKoe MPUCOETUHEHNE
TCO TeppuTopuanbHas ceTeBasi OpraHu3anus
TY TexHuueckue ycinoBus
[HOK LleHnTp 06CIyXKUBaHUS KIMEHTOB
®UO damMuus, uMs, OTYECTBO
CRM Customer Relationship Management - cucrema ymnpaBicHHS
B3aMMOOTHOIIICHUSIMU C KITUEHTAMHU
IVR Interactive VVoice Responder - nHTepakTUBHBIH aBTOOTBETYHK
CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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4., OO0Omme MoJIOKEeHUA

4.1.1lpeameToM  HacTOsAIIEd  CTaHAApTU3alUM  SBISETCA  OM3HEC-IpoLecc
«YmpaBieHle B3aUMOOTHOLICHUSIMH C KIHMEHTaMW», IEJbl0 Ipolecca - obecreyeHue
YAOBJIIETBOPEHHOCTH OKMJIAHWM KIHEHTOB. JlOCTH)KEHHME JaHHOM LEIM OCHOBAHO Ha
peanu3anyy KJIMEHTOOPUEHTHPOBAHHOIO IMOAX0/1A.

4.2.0cHOBHas 1eJib KIMEHTOOPHMEHTUPOBAHHOTO THoAaxoda - (QopMHpoBaHME
JIOATIBHOCTH NOTpeOuTeNel yCIIyr K OpraHu3aliy 3a C4eT Ka4eCTBEHHOro OOCIIY)KMBAaHHUS U
YIOBJIETBOPEHHUS TOTPEOHOCTEN YCIIYT B KPATKO- U JI0JATOCPOYHON MEPCIIEKTUBE.

4.3. KnmeHTOOpHEeHTHPOBAHHOCTh KOMIIAHUH PEATU3yeTCs MOCPEACTBOM CO3JaHMS U
(YHKIMOHUPOBAHMS CUCTEMbI LEHTPAIU30BAHHOIO OOCIY)XKMBAaHUS NOTpeOUTENneil yciuyr,
KoTopasi 0a3upyeTcsl Ha PyKOBOJAIIMX MPHUHIMIAX M PEATU3YETCs] Ha BCEX MEPCIEKTHBAX
CTPATETHUYECKOr0 YIPABICHUS KOMITAHUEH.

4.4.PykoBOJsIIME TPUHIUIBl CUCTEMbl ILEHTPATU30BAHHOIO  OOCIY)KHBaHUS
norpeduTenent yciyr:

—  0ocmamoyHas UHGOPMUPOBAHHOCMb nompedumeneli 0 KOMNAHUU U YCTY2ax.
[lonnas u nocroBepHas mHpopMauus 000 BCeX MpOLEAypax B3aUMOACHCTBHS C CETEBOU
OopraHuzanueil HOCUT MyOJMYHBIM XapakTep, MPeJoCTaBiseTcss B JOCTYNHON ¢dopme s
notrpeOutens yciuyr. JlaHHBI NPUHIUN NpeaynpexaaeT HeoOXOAMMOCTbh OOpalleHus
NOoTpeOuTeNss B KOMIAHUIO 7S MOJIYYEHUs CIPAaBOYHONW MH(POpPMALMU U KOHCYJIbTALUN H,
KaK CIIEJICTBUE, 00ECIIeUNBAET CHUKEHUE TPAH3AKLMOHHBIX 3aTpaT KOMIIAHUH;

—  meppumopuanibHas OOCMYNHOCMb U KOM@OpmMHble YCI08US OYHO20 Cepeuca
komnanuu. Pacnionoxenne HHQPACTPYKTYPHBIX 3JIEMEHTOB OYHOT'O CEepBUCA 0OecreurBaeT
MOKPBITUE 30HBI OTBETCTBEHHOCTH CETEBOW KOMIIAHMM U JOCTYIMHOCTb OOCITYKHUBaHUS
notpedutenei ycayr. OuHbIi CEpBUC KOMITAHUU, YIOOHBIN JUIsl BCEX TPYII MOTpeduteneii,
Y OpPraHM30BaH C COOJIOICHWEM E€IMHBIX TPeOOBaHMI K Ka4eCTBY OKa3bIBAEMBIX YCIIYT Ha
BCEW TEPPUTOPUU OTBETCTBEHHOCTH KOMITAHUU;

—  0OCMYRHOCMb U ONEPAMUBHOCHb 3A0YHO20 U UHMEPAKMUBHO20 CEPBUCO8
komnanuu. KaHampl 3a04YHOW KOMMYHHKAIMM C [OTpeOUTENsIMH  00eCHednBaroT
KpPYTJIOCYTOUHBIM JTOCTYIl K 3a0YHOMY CEPBUCY M ONEPATUBHOCTh PEAKIMM KOMIAHWM Ha
3anpocsl norpedurens. K MHTepakTHBHOMY CEpBUCY OPraHU30BaH YAOOHBIM U CKOPOCTHOM
J0CTyN, HHTepdelHc U HHCTPYMEHTAPUU HWHTEPAKTUBHOTO CEpBHUCA HSPrOHOMUYHBI U
MHTYUTHUBHO NOHSATHBI JUI TOTPEOUTENEH;

—  keanuguyuposannoe obcayxcusanue. OpraHuzamuss Bcex (opMm  cepBuca
oOecreynBacT BBICOKMH YPOBEHb KBAIM(PHUKAUUKM M KOMIIETEHIUU OOCITYKHBAIOIIETO
IepCOHaJIa KOMIIaHUH;

—  npo3payHocmv  OU3HEC-NpPOYeccos  OOCIYIHCUBAHUs  nompebumeneu U
00beKMUBHOCMb paccMompenus xcanod nompebumerneti. bBusHec-npoueccs! 00CITyKUBaHUS
norpedbuteneir  QgopmanuzoBaHbl, OMNHCaHBl U  MPO3pauHbl A oOecreueHus
KOHTPOJUPYEMOCTH W YMPABISAEMOCTH TMPOIEAYp B3aUMOJEUCTBUS C MOTPEOUTEISIMH.
CereBas opranuzanus odecnedrnBaeT 00bEKTUBHOE U HEMPEAB3ATOEC pACCMOTPEHHE Kalol B
YCTAHOBJICHHBIE CPOKH, BO3MOXHOCTb OO0KaJlOBaHUSI pEIICHUN, MOPSIOK KOTOPOTo
JOBOJUTCS 7O MOTpedurenseili B  COOTBETCTBUM C  MPUHIMUIIOM JOCTaTOYHOCTH
UH(POPMUPOBAHHUSL.

4.5.OCHOBHOIl Me€XaHHM3M pealu3aluy KIHNEHTOOPUEHTUPOBAHHOIO MOAXOAAa —
CUCTEMHBI aHaJdu3 U TMOBBILIEHHE 3(PPEKTUBHOCTU BCEX TEXHOJOTMYECKUX OH3HEC-

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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MPOIIECCOB KOMIIAHUU C TOYKHU 3PEHUS MEPCIIeKTHBBI « KITneHT».

4.6. JIns moctpoeHusi 3PGEeKTUBHON CHUCTEMBI IIEHTPATU30BAHHOTO OOCTY>KUBaHUS
notpeduTenei yciayr Ha BCEX YPOBHSIX CTPYKTYphl VYIpPaBIEHUS KOMIIAHWUU JOJKHBI
(GYHKITMOHHPOBATH OPTraHU3AIMOHHBIC AIIEMEHTHI IAHHON CHCTEMBI.

4.6.1. Ha ypoBHe wWcHoJHHTENbHOrO ammapara OOmecTBa QYHKIHH TO
KOOpAMHAIIMK U KOHTPOJK pabOThl CHUCTEMBl IIEHTPATU30BAHHOTO OOCITYKUBaHUS
notpeOuTenelt ycayr ocymecTBiseT JlenapTaMeHT B3auMOICHCTBUS C KIIMEHTaMH, KOTOPBIH
MOTYMHSACTCS HETMOCPEICTBEHHO 3aMECTHTENI0 TeHepajdbHOro ampekropa OOmiectBa mo
Pa3BUTHIO U pEAU3aIU YJIEKTPOCETEBBIX YCIYT.

4.6.2. Ha ypoBHe ucnofHUTENbHOTO anmnapaTa (rirana Oo0mecTBa paboTy CHCTEMBI
LEHTPAIN30BAHHOTO OOCIYXXUBaHUS MOTpeOuTeneil yciayr oOecrneuuBaeT YTpaBlieHHE
B3aMMOJICHCTBUSL C KIMEHTaMH, KOTOPOE MOJYMHSETCS HEMOCPEACTBEHHO 3aMECTUTENIO
IUpeKTopa Gpuiinaa mo pa3BUTHIO U pPeaU3aIluu yCIyT.

4.6.3. Tlpy nBYXypOBHEBOH ONEPAMOHHOW CXEME YIIPaBICHUS OIepPaIllMOHHbBIE
GYHKIMA TIO B3aMMOJCHCTBHIO C TIOTPEOMTENSIMH YCIYr OCYHIECTBIISIIOTCS Ha YPOBHE
UCTIONIHUTENbHOTO ammapara ¢uinana Oo6mectBa u  POC; dYacTHyHO OHM MOTYT
OCYIIECTBIJIATHCS Ha YPOBHE UCIIOJIHUTEIBHOTO amnmapaTta O01ecTsa.

4.6.4. PaboTHHKM TPOQMIBHBIX ToapaszneneHnid ¢uiamana OOmecTBa, B OCHOBHBIC
WIN JOTMOJIHUTEIbHbIE (YHKIIMU KOTOPBIX BXOJUT OKAa3aHUE YCIYT, B3aUMOJIEHCTBYIOT C
JlemapraMe@HTOM B3aUMOJCHCTBUS C KJIMEHTaMH /YTpaBlieHHEM B3aUMOJICHCTBUSA C
KIIMEHTAaMU B paMKax CBOCH KOMIIETCHIIMU B COOTBETCTBHM ¢ HacTtosmuMm CTaHZapTOM U
BHYTPEHHUMH OPTaHHU3AIIMOHHO-PACTIOPAIUTENFHBIMU AoKyMeHTaMu OoOmecTtBa. Kaxmoe
U3 TpodWIbHBIX TOJPA3JCICHUN, JeATEIBHOCTh KOTOPBIX 3aTparuBaeT HWHTEPECHI
MoTpeOuTeNeld yciuyr, CUCTEMATHYECKH [aeT NPEUIOKEHUS IO YIYYIIEHHUI0 paboThl ¢
MOTPeOUTENIIMA U y4acTBYET B pealIn3allid COOTBETCTBYIOIIETO TUIAHA MEPONPUATHH IO
TTOBBIIIEHUIO KAYeCTBA OKA3bIBAEMBIX YCIIYT.

4.7. Cucrtema HEHTPAIM30BAHHOTO OOCITYKMBAHUS MOTPEOUTENEH yCIyT BKIIOYAET
Tpu (opMbl OOCITYXUBaHUSA MOTPEOUTENEH YCIyr: OYHBIM CEpPBUC, 3a0YHBIM CepBUC U
WHTEPAKTUBHBIN, KOTOPBIA MOXXHO OTHECTH K (opmMe 3a04HOro 0OCTy)KHBAaHHS.
NudopmanioHHblii  OOMEH KOMIIAHUM C TOTPEOUTENSIMU  YCIYT  OCYIIECTBISETCS
IOCPEJACTBOM KaHAJIOB KOMMYHHUKaluu. PacrpeneneHne KaHAJIOB KOMMYHMKAIIMM 110
dhopmam obcnykuBaHUs TpUBEACHO B TabO. 1.

Tabmuna 1
Pacnpenesienue KaHAJ0B KOMMYHUKAIIUM N0 (popMaM 00CTyKUBAHUS
dopma Kanan kommyHukamum Bunx o6pamenus
00CITyKHBaHUS
HOK OuyHoe obOpareHne
[TyHKTBI TpHieMa 0OpaIIeHuii KIneH-
Ounas TO}; p patt Ounoe oOparenue
[Togpaszaenenust KoMnaHuu OuHoe oOpareHne
TenedoHHBIN 3BOHOK
dakcoBoe oOpalieHne
Call-meHTp (KOHTaKT-LIEHTP) OOpareHne Ha roJI0COBON OYTO-
3aouHas r
BBIH SITITUK
SMS, MMS-coo0IIeHnS
IToura ITucemo yepes noury
CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Knuenrckuii aimk [TrnceMo yepes AKK KIMEHTa
E-mail cepBuc DJIeKTPOHHOE MTUCHMO uepe3 e-mail
HWHTepuer-ipreMnas OOpallleHrEe B HHTEPHET-IIPUEMH
WNHTepakTuBHAs p P part P P o
. OOparnieHue yepes TUIHBIN KaOWHET
JInyHbIi KaOUHET KIIKMEHTA
KJINEHTa

OuHoe OOCTYXHBaHHE OCYIIECTBISIETCS TOCPEACTBOM JIMYHOTO  KOHTAaKTa
norpeduteneit ycayr ¢ paboTHHUKaMu KommaHuu. [Ipu oyHOM 0OCTyKMBaHMM KaHalaMu
koMMmyHuKauil sBistores: LHOK, myHKTBI Iprema oOpalieHuit, nojpas3aeacHusi KOMIIaHUY,
POC.

3aouHas QopMa OOCIYXHBaHHS OCYLIECTBIAETCS 0€3 JIMYHOIO KOHTaKTa
norpeduteneil ycayr ¢ paboTHukamu komnanuil. IIpu 3aouHoil opme oOcCHyKHBaHUS
HOTpeOUTENsT YCIYyr HCHOJB3YIOTCS CIEAYIOIUEe KaHajlbl KOMMYyHHKanuu: call-ueHtp,
WHTEPHET-NPHEMHAsl KOMIIAHWH, JIMYHBIA KaOMHET KiIWeHTa, e-mail-cepBucel, modura u
KIIMEHTCKHUH SIHK.

4.8. 3amaud CUCTEMbI LIEHTPAIU30BAHHOIO OOCITY)KMBAaHHUS TOTpEOUTENEH yCIyT!

4.8.1. Peanu3zanus KJIMEHTOOPHEHTHPOBAHHOTO IMOAXO0JAa TpH (OPMHUPOBAHUH
CTpaTeTUYECKHX 3a7a9 KOMITAHUU B TIPOIIECCE €€ NeATEIbHOCTH:

- pa3BUTHE KIINEHTOOPUEHTHUPOBAHHON KOPIOPATUBHOMN KYJIbTYpPHI;

- BKJIIOYEHHE B IMEpeueHb CTpaTernyeckux Ou3Hec-3ajad 3a/ladyd IOBBIILICHUS
KauecTBa OOCTy)KHUBAaHUS IOTPEOUTENEH yCIyT;

- BHECEHHE H3MEHEHMH B CHUCTEMY MOTHBAIlMM IE€pPCOHAIA KOMIAHUM IS
COOJIIO/IEHUS IPUHIIUIIOB KJIMEHTOOPUEHTUPOBAHHOTO MOAX0/1a;

4.8.2. IloBbiieHne  kadecTBa  OOCTYXHBaHHS  TOTpeOHWTENe W  KadecTBa
OKa3bIBAEMBIX YCIYT 32 CUET:

COOJIOZICHNE CTAaHIAPTOB 0OCITYKUBAHUS TIOTPEOUTENEH;

- pa3BuTHE UH(PACTPYKTYPHl OUHOTO U 320YHOTO CEPBHCOB,;

- pa3BUTHE KaHAJIOB KOMMYHHKAIIMHA C TOTPEOUTEISIMU yCITYT;

- ONTHMH3alUMsig  OM3HEC-TIPOLECCOB  B3aUMOJEHCTBUSL €  MOTPEOUTENsIMH,
COOJTIO/IEHUE €TUHBIX PUHIIUIIOB IPU OKa3aHUH YCIIYT;

- aBTOMAaTH3alus OM3HEC-TPOIIECCOB B3aUMOJICHCTBHS C IOTPEOUTEISIMHU,;

- pa3BUTHE KaHAJIIOB KOMMYHHUKAIMU MEXIy paOOTHHUKAMU BHYTPH KOMITAHUU U
aBTOMATH3aIUsl TPOIECCOB HWH(POPMAIMOHHOTO OOMEHa Mexay paOOTHHKAMU MpHU
OKa3aHHM YCIIYT MOTPEOUTENSIM B IIEIISAX COKPAILEHUS! CPOKOB OOCITY>)KMBAHHUS U TTOBBIIICHUS
KauyecTBa yCIyr;

- OpraHu3aiys KOMIUIEKCHOTO MOAX0/a K 00CITy)KHBaHHUIO IOTpeOUTENel yCIyr 3a
CYET Pa3BUTHUSA JOMOJHUTEIBHBIX CEPBUCOB;

4.8.3. Co3gaHre cHUCTEMbl KOHTPOJSI CpPOKOB UM KayecTBa OKa3aHUS YCIYT
MOTPEOUTEIISAM;

4.8.4. Opranuszanust  peryasipHOd  «oOpaTHOM  CBA3M» C  MOTPEOUTENIMU
MOCPEICTBAM:

- aHaimM3a CTATUCTHYECKOW OTYETHOCTH IO TOCTYNHBIIUM OOPAIICHUSIM IS
BBISIBJICHUSI IOTPEOHOCTEN M 0XKMIAHHUM MOTpEeOUTENeH yCyr;

- pa3palOTKH METOJOJIOTUU U MHCTPYMEHTapus MapKETUHTOBBIX HCCIIEI0BAHHIMA
VIS W3YYCHUs CTENCHH YAOBICTBOPCHHOCTH TIOTPEOHWTENEH, WX NPEINOYTCHHH W
OXKMJIaHUM;

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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- TPOBEAECHUS HCCIEAOBAHMM JJI1 OLEHKM KauyecTBa KJIMEHTCKOIO CcepBUCa U
aHaJIM3a MOJyYEHHBIX PEe3yJIbTaTOB;

—  BBISIBJICHHS] IPOOJIEMHBIX BOIPOCOB MPHU B3aUMOJICUCTBUU C MOTPEOUTENSIMU Ha
OCHOBE AaHaJIM3a CTATUCTUYECKOM OTYETHOCTM U  PE3yJbTaTOB  MAapKETHHIOBBIX
HCCIIEIOBAHUM,

- pa3paboTKH IJIaHAa KOPPEKTUPYIOMIMX MEPOIPHUSATHI M €ro peanu3anuu s
MOBBIILIEHUS KauecTBa 00CTyKUBAHMUS,

4.8.5. Opranms3anusi ¥ MPOBEJACHUE MEPONPHUATHI, HAMPABICHHBIX HAa TOBBIIICHUE
YPOBHSL JIOSUIBHOCTH ¥ WH(GOPMUPOBAHHOCTU KIMEHTOB O JEATEIBHOCTH M YCIyrax,
npenoctaBisieMbix OO1IECTBOM.

4.9. Cucrema IEHTPAITH30BAaHHOTO OOCITYXKUBaHUs nToTpeduTenel yciyr OOmecTra
JI0JKHA YIOBIETBOPSITH TPEOOBAHUSIM, YCTAHOBIIEHHBIM B HacToseM Cranaapre.

5. TpeboBaHus K cucTeMe HEHTPATU30OBAHHOI0 00CTYKUBAHUA MOTPedUTE el yCayr

5.1. TpeOGoBaHus K aBTOMAaTU3aLUU CUCTEMBbI IIEHTPAIU30BAHHOTO O00CTYKUBAHUS
NOTpeOuTeNel yCIIyT:

5.1.1. Jlna oOGecrieueHHUss Ka4yeCTBEHHOTO OOCTY)XHMBaHUS TOTpEOUTENeH ycIyr Ha
BBICOKOM  TEXHOJIOIMYECKOM  ypOBHE  HEOOXOAMMO  BHEJIPEHHE  Pa3IMYHBIX
aBTOMATU3UPOBAHHBIX CUCTEM YIPABIEHUS, IMO3BOJSIOUIMX ONEPATUBHO U KAaYE€CTBEHHO
MIPEIOCTABIATh BECHh CIIEKTP YCIYT, KaKk HHPOPMAIIMOHHBIX, TaK U CBA3aHHBIX ¢ 00pabOTKON
3asBOK Ha OKa3aHME yCIyT, UCIIOJHEHHEM U KOHTPOJIEM KaueCTBa OKa3aHHBIX YCIYT.

5.1.2. ABTOMaTH3MpOBAaHHBIE CHUCTEMBl W/HIU MOIYJIH TOMICPKKA CHUCTEMBI
[CHTPAJIN30BaHHOTO OOCITYy)KUBAHHS IMOTPEOUTENICH BKIIIOYAIOT HECKOJBKO YpOBHEH (MX

uepapxus npeCcTaBlicHa Ha puc. 1).
APM onepamopa
Call-yeHmpa

CRM - cucmema ynpaesieHust 83aUuMOOMHOWEHUEM ¢ nompebumensimu ycinye

Modynsb SD no bI1 Modynb SD no b1 Modyne TOPO no yyemy
«Peanusauusl ycnye Mody.nb IS-U no BN «Pa3zeumue njaHoebIX U aeapuﬁHblx
10 MexHo/102UYEeCKOMY «Peanuzayus ycnya dononHumenbHbIX OMKITIOYeHU
npuconUHeHwo» no nepedaqe cepeucoe» 351eKmpo3HepauU
3/1eKmpoaHepauu»
COY/AK «Synergy Center» Basa snanuii (6 mom “
(EC «YnpaeneHue qucirie KkoprnopamueHbIUu
P crpaeoyHUK
dokymeHmoobopomom)

compyOHUKO8)

Puc. 1. ABTOMaTH3UPOBAHHBIE MOAYJIM MOAIEPKKH CHCTEMbI IEHTPAJIM30BAHHOIO
o0cJ1y:KuBaHUS NOTpeduTeNei

CBs13b aBTOMaTU3UPOBAHHBIX CUCTEM W/WJIA MOJYJIEH ¢ (QYHKIIUSIMH OYHOTO U 3a0YHOTO 00-
CIIy’)KMBaHUS IpUBE/ICHA B Ta0II. 2.

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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TaOnuua 2

ABTOMaTI/I3I/Ip0BaHHbIe CI/ICTeMbI/MOL[yJ'II/I MOAACPKKHA OYHOI'0 U 3209HOT'0 CEPBUCOB

DOyHKIMSA

| Heobxomumele AC/AM

OuHoe 00cay:KUBAHHE

[Tpuem ouHBIX OOpaIIeHuit MOTpeduTeNnen yCmyr:

AC «D5eKTpOHHOHN ouepeny»

[Ipuem ouHBIX oOOpamieHWil mnoTpeduTenel yciayr w
nepBu4Has 00paboTKa (perucTpamus OYHbIX OOpaIICHUN H
norpeduteneit ycnyr 8 AC/AM)

SAP CRM

[IpenocraBnenue cripaBoYHON HH(OPMAINK, KOHCYJIbTAIHHA
U THUNOBBIX (OPM  JOKYMEHTOB II0 OCHOBHBIM H
JOMMOJIHUTCIIbHBIM  yCJIyraM KOMIIAHWUHW, B TOM YHUCJIC 110
BOIIPOCAM 3HEProcOBITOBOM 1€ TEIbHOCTH

baza 3nanwmii, SAP CRM,
omumuarosoe [10

Opranuzanys, CONPOBOXKICHHUE M KOHTPOJb pPadOTHI IO

oOparleHusM norpedureneit B CTPYKTYPHBIX
NOJpa3JeNIeHusIX,  MHPOPMALMOHHOE  COMPOBOXKJICHHUE
norpedbuTens  ycIyr M KOOpAMHAIMS  Ipolecca

B3aMMOJICHCTBUS MEXIY MOTPEOUTENIMU U CTPYKTYPHBIMU
noapaznenenusimu O61ecTna

COVYJK «Synergy Centery,
SAP CRM

[Ipuiem u BbIA4Ya JOKYMEHTOB MOTPEOUTENSIM yCIyT, B TOM
YHCJIe IO JOTOBOpPaM Ha OKa3aHUE yCIIyT

Cucrema SAP R/3, moxyns SD
10 BEJICHUIO JJOTOBOPOB I10
JIOTIOJTHUTEIBHBIM YCITyTaMm,
monyins CRM

®opMHpPOBaHUE CTATUCTHYECKOW OTYETHOCTH MO padboTe C
OouyHBIMH OOpaieHusiMu norpeduteneit [JOK

Moayiib OTYETHOCTH CUCTEMBI
SAP CRM

[TpoBenenue L[EJIEBBIX OIIPOCOB, AHKETUPOBAHUS
notrpeduTeneil s M3y4deHHs pbIHKA [OTEHIHATbHBIX
JIOTIOJTHUTEIIbHBIX CEPBUCOB, MEPCHEKTUBHBIX HAIpaBJIEHUN
pa3BUTHSA KIIMEHTCKOTO cepBHca KOMIIaHUH,
yII0BJIETBOPEHHOCTH norpedureneit KauecTBOM
OKa3bIBAEMBIX YCIIyT

Cuctema SAP R/3, monyns
CRM

KoHTposib KauecTBa OYHOTO OOCIYXKHUBaHUSI B OTIEICHUSIX
IIOK ¢unuana O6mectBa

Cuctema SAP R/3, momnyns
CRM

[Tpuem nnatexeit oT moTpeduTenel 3a Oka3aHue yciyr

Cuctema SAP R/3, monyns Fl

3aouHoe o0c1y:KNBaHUe

[Tpuem, peructpanus U 00pabOTKa BXOASIIUX BBI3OBOB OT
HOTpeOUTENEH yCIIyT OnepaToOpoOM:

Cucrema SAP R/3, momnyns
CRM, Call-uientp

- I10 BOIIpocaM OTKJTFOUCHUM OJICKTPOOHEPTHH U Ka4CCTBA
SJICKTPOSHCPTHUN

Cuctrema SAP R/3, moxyns PM,
noprain Konrakr-L{enTpa

- KOHTaKTHasd I/IH(I)OpMaI_[I/I}I HOI[pEB,Z[CJ'ICHI/Iﬁ KOMIIaHHUH U
KOMMYTalus

baza 3nauuii

- o BOIIpOCaM NEeSTeNIbHOCTH KOMTIaHUU:
TEXHOJIOTHYECKOT'O MPHUCOCIUHCHHA K CCTIM KOMIIaHUU,
npuOOpoB  yueTa  DIIEKTPOIHEPTUU,  JOMOJHUTEITHHBIX
cepBucoB (punnanoB OOIIECTBA, B TOM YUCIIE TIPUEM 3asIBOK-
HAMEPEHU Ha OKa3aHHe YCIyT

Cuctema SAP R/3, monynb
CRM

- T1I0 BOITPOCAM SHEPTrOCOBITOBON JEATETLHOCTH

owmumarosoe [10

CTO
BIT 9/01-03/2013
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JIN30BAHHOTO 0OCTY>KHBAaHMSI IOTPEOUTENIEH yCIyT
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DyHKIUA Heooxomumeie AC/AM

[Ipuem oOpamieHuii Ha TOJOCOBOM «IIOYTOBBIA SIIUK» C

MOCJICYIONIEH perucTpanued U 00pabOTKON BXOISAIINX
BBI30BOB OT MOTPEOUTENCH YCIIYT:

- 10 BOMPOCaM OTKJIFOYCHHS dJIeKTpodHepruu U kadectBa | Cucrema SAP R/3, momynb

Cucrema SAP R/3, Mmonynb
CRM, Call-uentp

AJIIEKTPOIHEPT U CRM
- KOHTaKTHasg nHGOpManusl Ioapa3leicHHA KOMIIAHUA U "
(bop P baza spanui
KOMMYTaIusi
- 1o BOIIpOCam NEeATEILHOCTH KOMIIAQHUU:

TEXHOJIOTHYECKOTO TPUCOCAMHEHUS K CETSAM KOMIIaHUH,
npubopaM  ydera  3JCKTPOIHEPTUH,  JTOMOJHUTEIBHBIX
cepBrcoB (punuanoB OO0mIecTBa, B TOM YUCIE PUEM 3asBKU-
HaMEpEHHsI Ha OKa3aHHUe YCIYT.

OCYHI@CTBHGHI/Ie HCXOOAIIMX BbBI3ZOBOB JId YBCIAOMIICHHA
WK TPEIOCTaBICHUS UHOOPMALIUU TOTPEOUTEIIO COTJIACHO

Cucrema SAP R/3, monynn
CRM

Cucrema SAP R/3, moaynb

CRM
ero o0paleHuno
[IpoBeneHue IENEBBIX OMPOCOB IO TEJICPOHHOMY KaHAITY
CBSI3U ISt U3yUCHHUS pBIHKA MTOTCHIIATTLHBIX
JOTIOTHUTEIbHBIX CEPBUCOB, MEpPCHEKTUBHBIX HampasieHuit | Cucrema SAP R/3, moayns
pa3BUTHS KIIMEHTCKOTO cepBuca xommanuu, | CRM | Call-tientp
YIIOBJICTBOPECHHOCTH norpeouTene Ka4yeCTBOM

OKa3bIBAEMbIX YCIIYT
OmnoBenieHne KpPYMHbIX HOTpeOUTENEeH 3JIEKTPOIHEPIUy,
COBITOBBIX OpraHM3alUil O IUIAHOBBIX M aBapHUMHBIX
OTKJIFOYEHHSX

NupopmalinoHHOoe  B3aMMOJEHMCTBHE €  ONEpPAaTUBHBIM
nepcoHasiom lleHTpa ymnpaBieHUs CETAMH, ONEPAaTUBHO-
qucneruepckoi ciyx6n1 10, omepatuBHO-AMCIIETYEPCKON
rpynnsl POC npu aBapuiHBIX M MJIAHOBBIX OTKIIFOUEHMSAX
AIIEKTPOIHEPTHU

ABTOMH(}OPMUpPOBAaHHE TOCPEICTBOM aBTOOO3BOHA M SMS-
OMOBEUICHHUS] O IUJIAHOBBIX U aBapUUHBIX OTKIIIOUEHUSX
noTpeOUTeNeH IIMEKTPOIHEPTUU

ABTOYBE/IOMJIEHHE TIOCPEICTBOM aBTOOO3BOHa U SMS-
OMOBEIICHUS] TMPH  OCYIIECTBICHHH TexHosorunueckoro | Cuctema SAP R/3, momyiu
NPUCOCTUHEHNS, UCTIOJTHEHUHU TOTOBOPOB okazaHus yciuyr u | CRM u SD

T.J.

Akrtyanu3anus 6a3bl JaHHBIX MO KOHTaKTHOW MH(pOpMauu
norpeduTeneit ycayr

Cucrema SAP R/3, monrysnu
CRM u TOPO, Call-tieatp

Cuctema SAP R/3, momymu
CRMu TOPO

Cuctema SAP R/3, momymu
CRM u TOPO, Call-uentp

Call-uentp

5.1.3. CRM-cuctema yrpaBieHHsT B3aMMOOTHOUICHUSIMH C MOTPEOUTENSIMH YCIyT
npeaHa3HaveHa [Tl aBTOMAaTH3aIMK OU3HEC-TIporiecca « YIpaBieHHe B3anMOOTHOIICHUSIMHA
C KIMECHTAaMW» W HallpaBlicHA Ha TIOBBINICHHWE KadecTBa OOCITY)KMBaHUS MOTpPEOUTEINECH,
CTETNICHH MX yJIOBIETBOPEHHOCTH, MoBbIIeHue nponsBoautensHoctd LIOK u exunoro Call-
nentpa OO6riecTsa.

5.1.4. TIpu Bueapenuu CRM-cucteMbl peraroTcs Caeayrolue 3a1auu:

— CO3JJaHME €IWHOTO WH(POPMAIIMOHHOTO TPOCTPAHCTBA JJISi OOCITY)KWBaHUS TO-
TpeOuTeneil mo BceM KaHajaM KOMMYHHUKAIlMUd Ha TEPPUTOPUHU OTBETCTBEHHOCTH OO1ie-
CTBa;
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— oOecreyeHrne perucTpamnny, y4eTa, CONpPOBOKICHHUS W TOCIEIYIOMETO aHaIu3a
BCEX MOCTYMAIMMX 00pallleHud, HE3aBUCUMO OT KJIaCCU(PUKAIMOHHBIX MapaMeTpoB 0Opa-
menuii B CRM-cucreme;

—  TIOBBIIICHUE ONEPATUBHOCTH MpU 00pabOTKe oOpaIieHuH.

5.1.5. OcHoBHbIe TpeboBanus K pyHkuonany CRM-cucremsr:

— uaeHtudukams oOpaTUBIIETOCS MOTPEOUTENS IO €Tr0 PEKBU3UTAM;

— peructpauus odpamieHus TOTpeOUTeNsT B KOMIIAHUIO C yKa3aHUEM Kilaccuguka-
IIUOHHBIX [TapaMETPOB;

— TpeAocTaBlIeHHE Bcel HeoOxoauMoi mHpopmanuu 00 oOpaTuBIIEMCcs TOTpeOuU-
Tene (MIeHTU(UKALMS TOYEK MPUCOEAMHEHMSI MOTPEOUTEN YCIYr U MX XapaKTEPHUCTUK,
ofpezieNieHre TUIaTeKHOTO MOBEIeHUs MOTpeOuTeNst, UHPOpMAaIUsS O ero MpeAbLAyIX 00-
paIleHusAX U cTaTyce 00pabOTKH €To 3as1BOK);

—  YYeT, CONPOBOXKJEHUE U IMOCIEIYIOIINI MOHUTOPUHI MCIIOTHEHMS] BCEX IMOCTY-
Marolux 00palieHnii, He3aBUCUMO OT THUIa, IPUYMHBI, KaHaJla OCTYIUIEHUS WU aJipecara
oOparieHus;

— CcHCTeMa OIOBEHICHUI U KOHTPOJS CPOKOB MCIOJIHEHUS OTAEITBHBIX JTAroB 00-
paboTKU 0OpaleHMI;

— (opMuUpOBaHHE CTATUCTHUYECKONW OTYETHOCTHU IO MOCTYMHBIIUM OOpAILEHUSM B
paspese TUIIOB M IPUYWH OOpalleHuil, peTHOHOB U aJpecaToB, CPOKOB U COCTOSIHUN HCIIOJI-
HeHUsl oOpaieHudt U uX OO0OOIIEHHBIX pe3yibTaToB. DOPMUPOBAHHE CTATHUCTUYECKON U
ONEpaTUBHOM OTYETHOCTHU IO 3TanaM oO0paboTKu oOpallleHHuil B pa3pes3e Moapa3iesieHuil u
OTBETCTBEHHbIX, CPOKOB HCIIOJTHEHHUS;

— BEJCHHE CIPAaBOYHUKA KOHTPAreHTOB C BO3MOXKHOCTBIO KIacCHU(PHUKAIUU 10
rpynnaM. Bo3MOXHOCTh XpaHEHUS B CIIPAaBOYHUKE CIEAyONIeH nH(OpMaluu: HaMMEHOBa-
HUE KOHTpareHTa, HoMep TeiaeoHa, aapec, KOHTAKTHOE JIHI0, aJpec 3JIEKTPOHHON MOYTHI,
pernoH. Hactpoliika gocTymna mnoJjib30BaTesiel Ha BUJIAMUMOCTh U M3MEHEHHUE K OTAECIbHBIM
rpynmnam KOHTPareHToB;

— BeeHHe 0a3bl 3HAHUI IO OCHOBHBIM O0JIACTSAM, B paMKaX KOTOPBIX OCYIIECTBIIS-
€TCsl KOHCYJIbTUpOBaHUE U UH(POpMUpoBaHue norpedurteneil. OnepaTuBHBIA MOUCK MO Oa3e
3HAaHUH JJIs IPEOCTaBICHUS OTBETOB MO BOIIPOCAM, 3a/1aBa€MbIM MOTPEOUTESIMH YCIIYT, B
MPOIIECCE PETUCTpaIlii 0OpaIlCHHI;

— (dopmupoBaHUE UHCTPYMEHTapHs JIJIsl onpoca notpeduteneit yeayr. [IpoBenenue
OIPOCOB U XpaHEHHE OTBETOB B CUCTEME;

— uHTerpanus ¢ web-ceppucamu Odmectpa, Call-tienTpa;

— UHTerpanms win odecriedeHue nocryna k Moayisim cuctembl SAP R/3 SD mo BIT
«Peanuzanus yciiyr 1o TeXHOJIOTMYECKOMY IpUcoequHeHno», 110 bIl «Pa3sutue nononnu-
TENBbHBIX cepBHCOB» U |1S-U (BeaeHne qaHHBIX 0 mpubopax ydera morpeduteneii), 6ase 3Ha-
HUH, CIIPAaBOYHUKY paOOTHUKOB KOMITAHWH;

— wuHTerpammsa ¢ moxyineM cucteMbl SAP R/3 TOPO mo ydery miaHOBBIX M aBa-
PUIHBIX OTKJIIOUEHHUH ¢ cymecTByomuMu u nepcrnektuBHbiME SCADA-cucremamu nuc-
METYEPCKUX MOJIpa3IeIeHUI KOMITAHUH.

5.1.6. Ilonusrit nepeuens TpedoBanuit kK CRM-cucteme onpenensercss TEXHUYECKUM
3aJIaHUEM.

5.1.7. ObGecnieuenue Jjoctyna pabOTHUKOB, 3aJeCTBOBAaHHBIX B  MpOIECCe
B3aMMOJICHCTBUSA C MOTpeOUTeNsIMH ycnyr K Ipyrum AM OOmiectBa I ONEpaTUBHOIO

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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IpenocTaBieHus] HH(popMaMu Ha oOpallleHHus MoTpeduTenel ycayr, HHPOPMAUOHHOIO
oOMeHa ¢ JApyruMu pabOTHUKAMHM KOMIIAHMM B paMKax NpOLEAyp OKa3aHUs YCIYT,
COKpAIllEeHUs Harpy3kd Ha TEXHUYECKUX CHEIUAINCTOB [0 KOHCYJIBTUPOBAHUIO U
MH(OPMHUPOBAHUIO TOTPEOUTENIEN YCIIYT.

5.2. OO6mme TpeOoBaHUS K CHCTEME IIEHTPAJIM30BAHHOTO  OOCTY)KUBaHUS
notpeduTeneit ycuyr:

5.2.1. Jlnsa obecrieueHns: Ka4eCTBEHHOTO OOCITY)KMBAHHUS M COOJIOJCHHUSI OCHOBHBIX
MPUHIUTIOB CUCTEMBI IIEHTPAIN30BAHHOTO OOCITY)KHBaHUS MMOTPEOUTENICH YCIyT KOMITAaHUH,
yCTaHABIIMBAIOTCS TpeOOBaHUA K OW3HEC-TpoIleccaM OYHOTO M 3a0YHOTO OOCITYKUBaHUS
notpeduTeneit U uX UCIIOIHEHUIO.

5.2.2. Bce oOparmienusi, IOCTyMArONINE B aipeC KOMITAHUH OT MOTpPeOUTeneit yciyr
0 OYHBIM U 3a0YHBIM KaHajaM KOMMYHHUKAIIMM, UCXOASIINE OOpalleHus, B TOM YHCIIE
aHKEeTHI (ONPOCHBIE JIUCTHI), MOJYYCHHbIE OT KIMEHTOB, PETHCTPUPYIOTCS B Moayine SAP
CRM, oOpaOatrbeiBaloTcs M paccMaTpUBAIOTCS CcorIacHO Hacrosmemy CraHpapry,
Pernamenty o6pabotku obpamenuil kiueHToB OAO «MPCK llentpa» u PykoBonacTBy 1o
xanobam kieHToB OAO «MPCK Llentpay.

5.2.3. Bce moctymaronue oOpalieHus IMOTpeOUTEeNe He3aBUCHMO OT KaHala
MOCTYIUICHUS KITACCUPUITUPYIOTCS 110 KaTETOPHUSM:

-  kajo0a;

—  3ampoc CIpPaBOYHOM MH(OPMAIMN/KOHCYIbTAIIUN;

— 3asiBKa HAa OKa3aHHE YCJIYT: OCHOBHBIX U JOTOIHUTEIbHBIX;

—  OT3BIB MOTPEOUTEINS O NEATEIHHOCTH KOMIIAHHH;

- TpeIokKEHUE OT NOTPEOUTENS MO YITYUIICHUIO Ka4ecTBa OOCITYKUBAHUS;

- IIPUEM IUIaTEXKEH;

- cooOuieHue nHPOpMaLUU.

Tabnuma 3
Onucanne kiaccupuKaAUOHHBIX TPYNN MO KATErOpUAM o0pameHuii
Ne Kareropus Onucanue
n/n
1 OOpamenust noTpeduTenei yciayr, HalpaBleHHblE B ajpec

KOMIIaHUU WX JOJDKHOCTHOI'O JIMIla KOMIIAHUMU B OYHOM WIIH
3a04HON (hopMe, 0 HapyIIEHUM NpPaB WM OXPaHIEMbIX 3aKOHOM
XKanoba MHTEPECOB MOTPEOUTENS; MPETEH3UH K MPEIOCTABICHUIO YCIYTH
HEHaJUIeXkKAIlero KauecTBa; MPeTeH3Us NOTpeOUTeNs K IeHCTBUIM
KOMIIaHWH, O6’B€My, YCJIOBUAM WM CPOKaM MNPEAOCTABIICHUA
yCIyT KOMIaHUen

2 3amnpoc crpaBOYHON OO6pamenust  moTpeOuTENeH, coAepKallke  3ampoc  Ha
uHpopmanuu/ MpeIOCTaBlIeHNE KOHCYIbTAIlUM WU CIPAaBOYHONH WHGOpPMAIIUU O
KOHCYJIbTAIIMU JEATEIBbHOCTH M YCIyrax KOMIaHUN

3 3asBka | 3asBKa Ha | 3asBKa IOPUANYECKOTO Imna /hruznyeckoro
Ha TE€XHOJIOTH- | JUIa/MHAUBHIYaIbHOTO peANpUHUMATEIS, MMEIOIIETO
OKa3za- 4ECKOE HaMEpEeHUE OCYILUECTBUTh TEXHOJIOTMYECKOE IPUCOEIUHEHUE,
HHE NpUCOEAN- | PEKOHCTPYKIIMIO M  yBelIMYeHHE o0bemMa MPUCOECTUHEHHOU
OCHOB- HEHUE MOIIHOCTH, a TaKXe W3MEHUTb KaTerOpUI0  HaJECKHOCTH
HBIX 3NEeKTpOCHAOXKEHUS, TOYKHU MPUCOCTUHECHMS, BH/IBI
yCIIyT IIPOU3BOJCTBEHHON JEATENBHOCTH, HE BIIEKYIIHUE IEPECMOTP

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Ne Kareropus Onucanue
/1
(yBenuueHue) BEIMYMHBI TMPUCOCIUHEHHOW MOIIHOCTH, HO
U3MEHSOIINE CXEMY BHEIIIHETO AIIEKTPOCHAOKEHU S
SHEPTONPUHUMAIOIINUX YCTPOICTB 3asIBUTEINS
3asBnenue | 3asBICHUE IOPUINYECKOTO JHna /hruznyeckoro
Ha JTUUA/MHAUBUIYAIbHOTO  TpENNpUHUMATENs,  KOTOpPHIA B
IPOJUIEHHUE | COTJIACOBAHHBIM CPOK HE MCIIOIHUI MEPOIPUSITHS B COOTBETCTBUU
TEXHUYECKU | C BBIJIAHHBIMU TEXHUYECKUMH YCJIOBHUSMH, Ha IMPOJJIEHUE CpPOKa
X yCIOBUHI JEHCTBHS TEXHUYECKUX YCIOBUN
3asiBiieHue O | 3asBJICHHE IOPUIMYECKOro JHIA /(PU3NYECKOro JHIa WU
BOCCTAaHOB- | MHAMBHUAYAJIBHOTO IPEAIPUHUMATENS. O BOCCTAHOBJIEHUU DaHEE
JICHUU BBIJJAHHBIX TEXHUYECKUX YCIOBUU JUISI TEXHOJIOTMYECKOIO
paHee MIPUCOEANHEHUS B CIIy4yasiX yTpaThl B CBSI3H C!
BBIJIAHHBIX — JIMKBUAALMEN MPEKHEro Bilalenblia;
TEXHUYC- — peopraHuzaiyen NpeKHero BIaJesblia;
CKHX — MpeKpalieHUeM JeSATEIbHOCTU MPEKHETO BIIaJIENbIIA;
yCIOBHH — CMEHOM COOCTBEHHHUKA 00BEKTA;
— u3MeHeHueM (opMbI COOCTBEHHOCTH BJIAJIEINbIA
B OTHOLIEHUH OOBEKTOB 3JIEKTPOIHEPTETHKH, KOTOpPbIE paHee B
HaJJIeXAallleM MOpsJiIKe ObUIM MPUCOETUHEHBl, U W3MEHEHUS HE
BJIEKYT 3a o000l mepecMOTp BEIMYMHBI NPUCOEIUHEHHOU
MOIIIHOCTH, HE TpeOYIOT H3MEHEHHMs] CXEMbl BHEIIHETO
JIEKTPOCHA0KEHUS U KATETOPHH HA/ICKHOCTH DJICKTPOCHAOKESHUS
3asBnenue | OOparieHue IOpUINYECKOTO auua /MHIUBUIYATBHOTO
Ha MpeanpuHUMaTeIs, OCYIIECTBISIOLINX MIPUCOEINHEHNE
nepeoopM | SHEProNPUHUMAOLIIX YCTPOUCTB IIOCPEACTBOM
JIeHUe NepepacnpesiesieHuss  NPUCOEIMHEHHOM  MOIIHOCTH — MEXIY
(mepepacrtipe | FOPUIMUECKUMU JTULAMHU u WUHAUBUIYaIbHBIMU
JIeJIEHNE) npeanpuHUMarensiMu, npucoeauHeHHbiMu a0 01.01.2009 (3a
MOIIIHOCTH | UCKJIIOYEHHEM JIMIl C TMPUCOEIMHEHHOW MOIIHOCTBIO 10 15 kBt
BKJIFOUMTEIIbHO M BPEMEHHO MPUCOSTNHEHHBIX )
3asBneHue | 3asBJICEHHE IOPUIMYECKOrO JIMLA Ha 3aKIOYEHUE MPsSMOro
Ha JIOTOBOpA Ha Mepeady JIEKTPOIHEPTUU C CETEBOM KOMIIaHUEH
3aKJIF0UYEHHE
PSIMOTO
JI0OTOBOpa Ha
nepegavy
IIEKTPO-
SHEPTrUHn
4 3asiBKa Ha 3agBlieHWE FOPUIUYECKOTO JHMNA /PU3NYECKOro JHIa WU
JOTIOJTHUTETHHBIC WHIUBUAYAIBHOTO MpeanpuHUMAaTeNs Ha OKa3aHue
YCIIYTH JOTIOJTHUTENBHBIX YCIYT, B TOM YHCJIE€ Ha OKa3aHUE YCIYT IO
YYETY IIEKTPUUECKON IHEPTUHI
5 OT3b1B OOpamenust moTpeOUTENeH YCIyr, cojaep)Kaliue OT3bIB U
XapaKTEPUCTUKY pabOThl pAOOTHUKOB KOMIIAHUHU
6 [Ipennoxenue ot | OOpamenus noTpeOuTeNeH yCIyr, CoaepKaIie MpeioKEHUs 0
noTpeduTens M0 | YIY4YILIEHHIO KauyecTBa CepBUCa KOMIIAHUU. B JaHHYIO KaTeropuro
YAY4IIEHUIO KauyecTBA | HE BXOJAT NPEAJIOKEHHUs, NOJYyYeHHbIE OT MOTpeOHTEeNsl B XOje

CTO

BIT 9/01-03/2013
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Ne Kareropus Onucanue

/1
00CITy)KMBaHHS IIPOBEJCHHUS OIpoca

7 Coobmenue OOpamenust moTpeOUTENe ycIyr B ajgpec KOMIAHHM WU
uHpOpMaIuu JOJDKHOCTHOTO JIMIIa KOMIAHWU B OYHOM WM 3a04HOM hopme c

LEeNbI0 COOOLICHHUS CeTeBOM opraHuzanuu wuHpopmanuu. B
JTaHHYI0 KaTerOpHI0 OOpalieHUs] BXOIUT IPEIOCTABICHUE CO
CTOpPOHBI TOTpeOuTENss MHPOPMALUU O MOKAa3aHHUAX NPUOOPOB
y4éra, cooOIeHust 00 aBaprUHHBIX OTKIIOYEHHSIX

8 [Tpuem nmnaTexei OOpariieHust TOTPEOUTENCH YCIYT B aapec KOMIAHUH ISl OTUIATHI
OCHOBHBIX WJIM JIOTIOJIHUTENILHBIX YCIIYT.

Knaccudukanus obparieHuii mo TemMaTuke oOpaiieHus: MpuBe/ieHa B npuioxkeHud Ne 1 k
HactosiimeMmy Ctanaapry.

CooTBeTcTBHE TEMaTUK OOpaleHui, NpuHATHIX B TumoBom CTaHAapTe CUCTEMBI
HEHTPAIM30BAHHOTO OOCITYKUBAaHUS OTPEOUTENEH yCayT, MPUBEIEHO B MPUIIOKEHUH No 2
K Hactosimemy CtaHmapry.

5.2.4. B ciayyae mocTyIuieHUs 3ampoca mo oOpameHuto (skaimobe) morpedurens B
anpec OO1iecTBa OT OpraHOB UCIIOTHUTENBHOM BiIacTu cyobekToB Poccuiickoit denepannu,
BBINIECTOSIIINX U HAJI30PHBIX OpPTaHMU3aINil, OTBET IO 3aMpOCy MPEOCTABISETCS B CPOK HE
6onee 15 paboumx AHEW WM B CpPOK, yKazaHHbIH B 3armpoce. OOpaboTka oOpaieHus
notpeburens (Mo 3ampocy), B TOM YHCII€ TPEJAOCTaBICHHE OTBETa MOTPEOUTEIIO,
OCYIIECTBIIIETCS B CPOK, YKa3aHHBIN B Ta01. 4 HacTosmero Cranaapra.

Tabnuua 4
Cpoxnu 00paboTKH o0paleHui
®opMma Ounas 3aoy4Has
00CITyKHBaHUS moura call-tieap WHTEPHET-
npueMHast

Kareropus
KanoOsr 15 pa6. nqueit | 15 pa0. nueit | 15 pab. nueit 15 pal. nHeit
OrniepaTuBHBIE KAJIOOBI 11O 30 MuH. - 30 MuH. -
OTKJIFOYEHHUSM
AIEKTPUYECKOMN 3Hepr1/n/1l
3anpoc CIPaBOYHOMN 30 muH. 10 pab. mueir’ 30 muH. 3 pal. qus
MH(}OpMalMN/KOHCYIbTAI[IN
[Tpuém/BBI1aua TOKYMEHTOB 30 muH. 1 pa6. fens’ - 1 pa6. nens”

! JlomyckaeTcs yBeIMYEHHE CPOKOB 00pabOTKH oOpaleHuil (kano6) Mo OTKIIOYEHHIO SIEKTPHYECKOM SHEp-
T'MH B 3aBUCUMOCTH OT CTEIIEHH U MacliTada aBapuiHOTO OTKITIOYCHUSI.

? JlaHHBI# CPOK HE PacIpOCTPaHAETCs Ha MUCHMEHHBIE 3alPOChl HOTpeObuTeNeil MHpOpMAaIUH, Mo yIeKaIei
PacKpBITHIO, B OTHOLICHUH TPaHC(HOPMATOPHBIX HoAcTaHuui 10 35 kB cornmacno CraHnapTam pacKpbITUS
HHPOpPMAITUHN CyOhEKTaMH OIITOBOTO M PO3HUYHBIX PHIHKOB DIIEKTPUYECKOW SHEPTHH, YTBEPKICHHBIM I10-
cranoBienneM lIpaBurenncTBa Poccuiickoit @eneparun ot 21 staBapst 2004 1. No 24,

® epBuunas 06paboTKa BXOJSIIEH KOPPECTIOHICHIIMH ¥ OTIIPABKA HCXOAIICH KOPPECTIOHICHIIMH TOAPa3-
JIeTICHHEM JIEJIOTIPON3BOJICTBA.

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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®opma Ounas 3aoyHas
00CITyKHBaHUS moura call-entp WHTEPHET-
npueMHast

Kareropus
3asBKa Ha | 15 pa. gHei 15 pab. nuei 15 pab. nueit 15 pab. nuen
JOTIOTHUTEIIbHBIC YCITYTH
Ot3biB/ mpemnoxkenne ot | 15 pab. gHei 15 pab. nuei 30 MuH. 15 a0. guen
noTpeduTeNs

5.2.5. ObpaboTka oOpameHuii moTpeOUTENel yCIyr BXOAWUT B OIEPAMOHHBIE
¢yskuuu u ocymectsiserca B POC u Ha ypoBHE HCIOJHUTEIBHOTO ammnapara (uinanoB
OO01mecTBa.

5.2.6. O6paboTka oOpamieHuii morpedutenei ycnyr OOiiecTBa BKIIIOYaeT B ceOs
HECKOJILKO JTaIloB:

5.2.6.1. IIpuem obOpareHus;

5.2.6.2. Yuert u peructpaius oOparieHus;

5.2.6.3. O6paboTka oOparicHus:

— paccMoTpeHue odpalleHus,

— pa3paboTka MepOTpHUsTUH,

—  BBITIOJIHEHUE MEPOTIPUATHIH,

—  KOHTPOJb TIIpoiiecca 00paboTKu oOpaIieHus,

— TIOJATOTOBKA OTBETA.

5.2.6.4. Opranusanusi oOOpaTHOM CBSI3H , ONPECICHUE CTENICHU yI0BICTBOPEHHOCTH.

[TostanHas npouenypa o0paboTKu OOpalieHnid B 3aBUCUMOCTH OT KaT€rOpUU OIpe-
nensiercs 1. 4.4 Pernmamenta nponeaypsl «O06pabotka obpamennii knuento» PIT BIT 9/04-
05/2012. Onpenenenue CTENEHU YAOBICTBOPEHHOCTU MOTPEOUTENEH OCYIIECTBISIETCS B CO-
OTBETCTBUM C TpeOoBaHUSAMH Meroanyeckoi MHCTPYKIUN «OLEHKa yIOBJIETBOPEHHOCTH
norpedurenel, ux TpedoBanuii n oxuganuiny MU BIT 09/01-01/2012.

5.2.6.5. OTtBer Ha oOpareHrne MOTPeOUTENsE JOKEH OBITh MOJATOTOBIICH MO CYIIEe-
CTBY Y HAaIIPaBJIEH B yCTAHOBJICHHBIE CPOKHU:

a) OTBET Ha NMUCHMEHHOE OOpallleHuEe MOTpeOuTeNss Ha OyMakKHOM HOCHUTEE M TIO
(dbopMe IIMEKTPOHHOTO JOKYMEHTA Yepe3 UHTEPHET - He no3nHee 30 mHel ¢ maThl perucrpa-
MU OOpalleHus] CeTeBOI opraHu3aluel, B cilydyae €ciid MHOEe HE YCTAaHOBJIEHO 3aKOHOja-
TenbCcTBOM Poccuiickon denepauny;

0) oTBeT Ha oOpalieHue MOTPEOUTENS MOCPECTBOM Tele(OHHON CBSI3H MPEIOCTAB-
JSIeTCS. HETIOCPEACTBEHHO TpU Tese(oHHOM BbI30Be moTpedutens. [Ipu oTcyTcTBUM HEOO-
XOAMMOM MH(pOpMaIK y paOOTHUKA, MPUHABILETO Tese(h)OHHBIN BBI30B IO 00OpAIIEHUIO TO-
Tpebutens, pabOTHUK (PUKCUPYET KOHTAKTHBIC JaHHBIE TIOTPEOUTENS U HE MO3JHEE OJTHOTO
pabodero JHS ¢ MOMEHTA PETUCTPALNN OOPAIICHHSI TPEIOCTABIISET OTBET MOTPEOUTEITIO;

B) eclii oOpalieHue MoTpeouTeNIst TOCPEACTBOM TelaeOHHOM CBI3U CONECPKUT KaJo-
Oy u (axThl, H3I0XKEHHBIE MOTpedUTENEeM, TPEOYIOT aHAIN3a MAaTEPUAIOB MO OOpaIleHHIo,
pabOTHUK, NPUHSABIIMK TenehOHHBIH BBI30B MNOTPEOUTENS, MpeAsiaraeT MNOTPEOUTEN O

* Mepauunas 06paboTKa CKAHUPOBAHHEIX KOIMIA JOKYMEHTOB (MM JIEKTPOHHBIX JOKYMEHTOB C HH(POBOIL
MIOATIMCHIO).

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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HaAIMpaBUTh OOpallleHue B MUChbMEHHOU (hopme wim 1mo (opMe SIEKTPOHHOTO JOKYMEHTa U
MPEIOCTABIISIET MOTPEOUTENIO0 KOHTAKTHYIO HH(POPMAILIUIO;

') OTBET Ha YCTHOE oOparieHue notpedurens B LleHTp oOcIykuBaHuS TOTPEOUTENCH
OCYIIECTBJIIETCS HEMOCPEICTBEHHO IpHU MoceumeHuu opuca norpedutenem. Ilpu orcyt-
CTBUU HEOOXoAuMoOW MHGOpMalMK MO OOpalleHHuI0 y pabOTHUKA, OCYIIECTBISIONIETO0 0Y-
HBI MpUEM TOTPEOUTENs, a TaKkKe eclid OOpalleHHe MOTPEeOUTENs] CONEPKUT Kanoly, a
(hakThl, U3JIOKEHHBIE TOTpeOUTENeM, TPEOYIOT aHaIM3a MaTEepUaIOB IO OOpaIleHHIO, pa-
OOTHUK IpearaeT NoTpeOUTEN0 HAIIPaBUTh B CETEBYIO OpraHU3alllI0 MHCbMEHHOE 00pa-
meHue 1mo Gopme dIEKTPOHHOTO JOKYMEHTa WK B oduce oOcayKuBaHus opOpMHUTH 00pa-
mieHue Ha TUoBoM Oinanke. [locne 3amonnenus Oi1aHka oOpalleHus, MOAMUCAHHOE MMOTpe-
ourenem odOpauieHue peructpupyercs. Cpok npeaocTaBieHUs] UH(POpPMALMK - HE MO3/IHEE
30 aHeil ¢ JaThl perucTpauy oopaneHus

5.2.7. B ciiyuae HEOOXOAMMOCTH MPOBEICHUS HM3MEPEHMH IOKa3aTelield KadecTBa
ANEKTPUYECKON PHEPrMM B paMKaxX peaM3allid MEpONpHUATHNA MO jkajo0e Ha KayecTBO
ANIEKTPUUYECKON PHEPTUHU JOIMYCKACTCS YBEIWYEHUE OOIIEro cpoka 0OpabOTKH KajmoObl 10
30 pabGouux aHel ¢ 00s3aTeIbHBIM HapaBlIeHUEM MOTPEOUTEIO MPOMEKYTOUYHOTO OTBETA.

5.2.8. Cpok 00pabOTKM NHCHMEHHBIX 3alPOCOB MOTpeOuTeNnel HHPOpMAIUU B
OTHOIIEHUU TpaHCcPopMaTOpHBIX MOACTaHIMKA 10 35 kB, mnoamexamiel pacKpbITHIO
cormacHo CraHmapTaMm packpbITHs HHGOpMalUd CyOBEKTaMH OINTOBOTO M PO3HUYHBIX
PBIHKOB  DJIEKTPUYECKOM SHEPTUU, YTBEPXKICHHBIM IMOCTaHOBIeHHeM [IpaBuTenbcTBa
Poccuiickoit ®@enepaumu ot 21 suBaps 2004 r. Ne 24, cocraBimger 7 aHeW co JHA
noctyruieHus 3anpoca. K uHpopmManuu B OTHOMIEHUH TpaHC(HOPMATOPHBIX MOACTAHIIMNA J0
35 kB, npexocraBnsieMoil Mo MUCEMEHHBIM 3aIIpocaM oTpeduTeneil, OTHOCUTCS:

- uHpopmanus 0 HaTUIuHU (00 OTCYTCTBUH ) TEXHUYECKOM BO3MOXXHOCTH JIOCTY-
Ma K peryJupyeMbIM ToBapam (paboTaM, yciyram) CyObeKTOB €CTECTBEHHBIX MOHOIIOIUHN U
O PETUCTPAIH U XO0JIe PealIM3aIliy 3asBOK HA TEXHOJIOTHYECKOE MPUCOCTUHEHHUE K DIICK-
TPUYECKHUM CETSIM, BKITIOYasi HHPOPMAITUIO, COIEPIKAIIYIO CBOHBIC JaHHBIC B pa3pe3e
cyowsekToB Poccuiickoit denepaiiuy o MoIaHHBIX 3asiBKaX Ha TEXHOJIOTHYECKOE TTPUCOCIH-
HEHUE K AJIEKTPUYECKUM CETSAM U 3aKJIFOUEHHBIX JOTOBOpPax 00 OCYIIECTBIEHUN TEXHOJIO-
THYECKOT0 MPUCOCTUHEHUS K AIEKTPUUECKUM CETSAM IO CETEBOW KOMITAHUHU C yKa3aHUEM
KOJIMYECTBA MOJIAHHBIX 3a5BOK U 00BbEMa MOIIIHOCTH, HEOOXOAUMOTO IS UX YJIOBJIETBOpE-
HUSL; 3aKJIIOYEHHBIX JOTOBOPOB 00 OCYHIECTBICHUH TEXHOIOTUYECKOTO IPUCOEAMHEHUS K
AIIEKTPUUECKUM CETSIM, COJIEPKAIINX CBEeIeHUsI 00 00beMe MPUCOEeTUHAEMON MOIITHOCTH,
CPOKax | IJIaTe 10 KaKJIOMY JJOTOBOPY; aHHYJTUPOBAHHBIX 325 BOK HA TEXHOJIOTHYECKOE
MPUCOCTUHEHUE; BBIMIOJTHECHHBIX PUCOSAMHCHUH U TPUCOSTUHEHHON MOIITHOCTH;

- uHpopmanus 00 YCIOBHUSX, Ha KOTOPBIX OCYIIECTBIISIETCS IOCTaBKa
perynupyemMbIX TOBapoB (paboT, yciayr) cyObeKTaMu €CTeCTBEHHBIX MOHOTIONUH, U (WiIH) 00
YCIOBUSIX JIOTOBOPOB 00 OCYHIECTBIEHUU TEXHOJOTMUECKOTO TMPUCOCTUHEHHS K
ANEKTPUYECKUM CETSIM C yKa3aHHWEM THIOBBIX (OpPM JOrOBOPOB 00 OKa3aHUM YCIYT IO
nepenaye  AJICKTPUUECKOW  DHEPTUHM, THUIOBBIX  JIOTOBOPOB 00  OCYIIECTBIICHUU
TEXHOJOTHYECKOTO MPHUCOSAMHEHHS K SJIEKTPUICCKUM CETSAM U MUCTOYHHKA OPHUITHATBHOTO
OIMyOJIKOBAaHMSI HOPMATHBHOI'O TPABOBOIO AaKTa, PETYJUPYIOUIET0 YCJIOBUS 3THX
JIOTOBOPOB.

5.29. Cpoku wu TpeboBanuss 1o 0OpaboTke oOpameHuit (kanob) 1o
TEXHOJOTUYECKOMY TPUCOCIUHECHUIO K D3JEKTPOCETSIM KOMIAHWH, YCIyr IO Iepeaade
INIEKTPUUYCCKON DHEPTHH, a TAKKE B YaCTH OMNEPATHBHO-TEXHOJOTUUYECKOTO YIPABICHUS
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MPEICTaBIeHbl COOTBETCTBEHHO B pa3n. 7.1, 7.2 m 7.3 mactosmero CranHmapra wu
PErjIaMeHTUPYIOTCS HOPMAaTHUBHBIMU IIPABOBBIMU aKTaMU U BHYTPEHHUMH HOPMaTHBHBIMU
JOKYMEHTaMU.

5.2.10. JlJis MpOTHO3UPOBAHUS MEPCIIEKTUBHBIX TUIAHOB PA3BUTHS KIIMEHTCKOTO
HanpaBjieHUs U 00eCnedeHuss HHANBUIYAJIBHOTO MOAX0/1a K 00CIyKUBAaHUIO NOTpeOUTEIN
ycayr, oOpamieHuss B ajapec KommaHuu, peructpupyrorcs B CRM-cucteme. Ilepeuens
KOHTaKTHOM WH(pOpMaluy, 3amnpalmBaeMOd y TMOTpPEOUTENnss NpH €ro oOpalleHuH,
npenacTasiieH B Tabi. 5 Hacrosero Ctanaapra.

Tabnuna 5
CocTaB KOHTaKTHOIi HHpOPMaUMK NOTPeOUTENA YCIYyT
Ne /it CocTtaB KOHTaKTHOH WH(pOpMaHN
®UO nmoTpeduTes yciyr
2 IOpunnyeckoe/pusndeckoe ITUIIO0

3 HaumenoBanue opranuzanuu (Uit OPUAMYECKOTO JTUIIA)
4 Tenedhon n/unu cotoBblit TenedoH Ui OKa3aHUs YCIAYT MO aBTOUH()OPMHUPOBAHHIO
MIOCPEJICTBOM SMS-CcepBHca
5 Anpec (pakTHUECKHI/IOPUIUICCKUT )
6 E-mail
5.2.11. ['pynna mnotpebuteneid M KiaccU(PUKAMOHHBIE TNPU3HAKU JTOJIKHBI
Takxke ¢pukcupoBaThcsi B CRM-cucteme.
5.2.12. [ToTpebuTeneli yciyr ceTeBoi OpraHU3aIuy MOIPa3CNISIOT Ha TPYIIIbL:

noTpeOuTeNIn yciayr MO nepefayde 3JIeKTPUUECKOM SHEprud M MOTPEeOUTEeNH YCIyr IO
TEXHOJIOTUYECKOMY MPUCOSIMHEHUIO.

5.2.12.1. B rpynne mnotrpeOuteneil yciyr mo mnepenade IEKTPUUYECKOW 3HEPrUU
BBIJICIISIIOT:

—  BHEProcOBITOBbIE OpPraHU3ALINY;

—  TapaHTHUPYIOIIUH MOCTABIIHUK;

—  TeppUTOpHUAIbHBIC CETEBbIE OpPraHU3aINH;

— BHeprocHab’karolue OpraHu3aluy;

—  TOTpeOuTeNn MEKTPUUECKON SHEPTHH.

5.2.12.2. [ToTpebutenu ANEKTPUUYECKON SHEPTUU KIIACCUUITUPYIOTCS
JOTIOTHUTEIFHO KaK:

—  OBITOBBIE MOTPEOUTETN — PU3NUECKUE JINIIA;

—  COLMAIbHO 3HAYMMBIE TOTPEOUTEINH;

— KpYIHBIE TOTPEeOUTENH, 3HAYUMBIE 110 00BbeMaM sHeprocHadxeHus. Yacto oHu
SBIISIFOTCSL TOTPEOUTEISIMU BTOPOW KAaTETOPUHU HAJECKHOCTU CHAOXKEHUS SJIEKTPOIHEPTHUeH,
nepepsiB CHAOKEHHSI KOTOPBIX IPUBOAMUT K HEJIOMMYCTUMBIM HAPYIICHUSIM TEXHOJIOTHYSCKUX
IIPOLIECCOB IIPOU3BO/ICTBA;

— TOTpeOuTeNn — IOPUINIECKHE JIUIA, KOTOPhIE OTHOCITCA K MAJIOMY M CpPEeTHEMY
OouzHecy. B aTy rpynmy Takxke MOTyT BXoIuTh notpebutenu |l kareropum Haae:KHOCTH
CHa0XCHHS IIEKTPOIHEPTHUEH;

—  HHBIE NOTPEOUTETH IIEKTPUUECKON SHEPTUH.
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5.2.12.3. Ilorpebutenn ycayrd MO  TEXHOJOTHYECKOMY  IMPHCOEAMHEHUIO
NO/IPa3ACIIAIOTCS Ha CIAEAYIONIUE TPYIIIbI 3assBUTENCH:

- (puzmveckue nuIa B HENSIX TEXHOJIOTHYECKOTO MPUCOEIUHEHUS YHEPTrONpPUHUMALO-
IIUX YCTPOMCTB, MAKCUMAaJIbHAsI MOIIHOCTh KOTOPBIX COCTABIAET A0 15 kBT BKIIFOUMTENBHO
(c yueToM paHee MPUCOCTUHEHHBIX B IAHHOM TOYKE MPUCOEIUHEHUS SHEPTOMPUHUMAIOIINX
YCTPOMCTB) M KOTOPBIE HUCIIOJIB3YIOTCS AJIsi OBITOBBIX U MHBIX HYXJI, HE CBSI3aHHBIX C OCY-
LIECTBICHUEM IIPEIITPUHUMATEIIBCKON IEATEIBHOCTH;

- IOpUIMYECKUE JIMLA WJIM UHJIMBUIyaJIbHbIE IPEANPUHUMATENN B LEISAX TEXHOJIOTU-
YECKOI'0 MPUCOEAUHEHHUs SHEPrONPUHUMAIOIINX YCTPOUCTB, MaKCUMaJIbHAsI MOIIHOCTh KO-
TOPBIX cocTaBiAeT A0 15 kBT BKIIOUNTENBHO (C YUETOM paHee MPUCOECTUHEHHBIX B JaHHOU
TOUYKE NMPUCOEIUHEHNUS SHEPTONPUHUMAIOIINX YCTPOUCTB);

- JOpUINYECKHE JIUIA WM UHAUBUAYAJIbHBIE IPEANPUHUMATENN B LEJISIX TEXHOJIOT -
YECKOI'0 MPUCOEAUHEHHUS SHEPrONPUHUMAIOIINX YCTPOUCTB, MaKCUMaJIbHAasi MOIIHOCTh KO-
TOPBIX cocTaBisieT cBoime 15 u 1o 150 kBT BKIItounTENbHO (C yUETOM paHee NMPUCOETUHEH-
HBIX B JIaHHOM TOYKE MPUCOEAMHEHHS] SHEPTONPUHUMAIOIINX YCTPOMCTB) MO OAHOMY HC-
TOYHHUKY AJIEKTPOCHAOKEHNUS,

- JOpUINYECKHE JIUIA WM UHAUBUIYAJIbHbIE IPEANPUHUMATENN B LEJISIX TEXHOJIOT -
YECKOI'0 NMPUCOEAUHEHHNs SHEPrONPUHUMAIOIINX YCTPONUCTB, MAKCUMAJIbHAsI MOIIHOCTh KO-
topbIx cBbie 150 kBt u menee 670 kBT;

- 3adBUTENM, 3aKIIOYUBIINE COIVIAIIEHHE O IEpepaclpeelIeHud MaKCUMAaJIbHOU
MOIIHOCTH C BJaJ€JblaMU SHEProNpUHUMAIOIINX YCTPOMCTB (32 UCKIIOUEHUEM JIMII, YKa-
3aHHbIX B MyHKTe 12 (1) IIpaBUa TEXHOJIOrMYECKOro MPUCOEIUHEHHUs SHEPronpUHUMAI0-
IIMX YCTPOUCTB MOTPEOUTENEH FIEKTPUUECKON YHEPTHH, OOBEKTOB 1O MPOU3BOACTBY dJIEK-
TPUUYECKOM SHEPrHH, a TAKKe O0OBEKTOB IEKTPOCETEBOr0 XO3sCTBA, MPUHAIIEKAIUX Ce-
TEBbIM OPraHU3alMsIM U UHBIM JIUIAM, K JIEKTPUYECKUM CETSIM, MaKCUMasbHasi MOUTHOCTb
SHEPrONPUHUMAIOIINX YCTPOMCTB KOTOPBIX COCTaBiseT a0 15 kBT BKIIOUMUTENBHO, JIUIL,
yKa3aHHbIX B MyHKTax 13 u 14 ykazanubix [IpaBwi, nuil, mprUCOETUHEHHBIX K OOBEKTaM
eIMHON HAIMOHAIBHOU (0OIIEPOCCUICKOM) JIEKTPUIECKOM CETH, a TAKXKe JIUII, HE BHECIITUX
IaTy 3a TEXHOJIOTMYECKOEe MPUCOENMHEHHE JHO0 BHECIIMX IJIaTy 3a TEXHOJIOIMYECKOoe
MPUCOEIMHEHNE HE B TIOJHOM 00bEME), MMEIOIIUX Ha MpaBe COOCTBEHHOCTH WM Ha MHOM
3aKOHHOM OCHOBAHUM 3HEPIrONPUHUMAIOLINE YCTPONCTBA, B OTHOLIEHUH KOTOPBIX 110 1 sH-
Baps 2009 r. B yCTaHOBJIECHHOM TOPAJIKE OBIJIO OCYIIECTBICHO (PAKTUUECKOE TEXHOJIOTHYe-
CKO€ MPUCOEANHEHNE) K AIEKTPUUECKUM CETAM;

- 3aABUTEIN MaKCUMaJbHOM MOIIHOCTRIO He MeHee 670 kBT;

- 3asBUTEIb B IEJISIX BPEMEHHOTO (Ha CPOK HE 0osiee 6 MECSIIEB) TEXHOJIOTHIECKOTO
MPUCOETUHEHUS PUHAJICKAIINX €My YHEPrONPUHUMAIOLIUX YCTPOIMCTB JIIsl oOecreueHus
AIIEKTPUUECKOI SHEprueil MepeABIKHBIX 00BEKTOB ¢ MaKCHMAaJIbHOW MOIIHOCTHIO 10 100
KBT BKJIIOYMTENBHO (C y4E€TOM paHee NMPUCOEIWHEHHON B JTAHHOW TOYKE MPUCOEIMHEHUS
SHEPTONPUHUMAIOIINX YCTPOUCTB)

— (u3nMYecKHe JMIA B IENAX TEXHOJOTHYECKOTO MPHCOSAMHEHUS SHEPrONpPHHU-
MAIOIUX yCTPOMCTB, MaKCUMajbHasi MOIIHOCTh KOTOPBIX cocTaBiseT oT 15 mo 670 kBt
BKJIFOUHUTEIBHO (C YYETOM paHEee MPUCOEAMHEHHON B JAHHOW TOUYKE MPUCOEIMHEHUs MOUI-
HOCTH);

— (u3nMYecKHe JMIA B IENAX TEXHOJOTHYECKOTO NMPHCOSAMHEHUS SHEPTONPHHU-
MAIOIUX YCTPOMCTB, MaKCHMAaJIbHAsE MOIIIHOCTh KOTOPBIX cocTaBiseT 10 670 kBT Briro4n-
TEJNBHO (C Y4eTOM paHee MPUCOEIUHEHHON B JaHHON TOYKE MPUCOETUHEHHUSI MOIIIHOCTH);
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— (u3HMYeCKHe JHIA B IENAX TEXHOJOTHYECKOTO NMPUCOSAMHEHUS SHEPronpHUHU-
MAaIOUIUX YCTPONCTB, MaKCUMaJbHasi MOIIHOCTh KOTOPBIX cocTaBisieT He meHee 670 kBT;

— (usuyeckue, OpUAUYECKHE WA WIM WHAUBUAYaJIbHbIC NPEANPUHUMATENH,
MIPHUCOEINHIEMBbIE TIOCPEACTBOM IepepactpeaesieHIs] MOITHOCTH CyMMapHasi IpUCOeINHEH-
Hasi MOITHOCTB DHEPTOIPUHUMAIOIINX YCTPOUCTB KOTOPBIX OT 15 kBT 10 670 KBT;

5.3. TpebGoBanus K OYHOMY OOCITYKUBAHHIO TTOTpeOUTENCH YCITYT.

5.3.1. O6mume TpeGoBaHUSI K OYHOMY OOCITY)KMBAHUIO MTOTpeOUTENCH YCIYT:

5.3.1.1. 3agaua ouHoro cepBuca OOmecTBa - o0OecleyeHHe KadyeCTBEHHOTO
00CIy>KMBaHUSI TOCPEJICTBOM:

—  ONTUMH3ALUU OW3HEC-TIPOLIECCOB OYHOI'O0 OOCTYXHBAaHUS IYyTEM COKpAIICHUS
CPOKOB M KOJIMYECTBA MOBTOPHBIX NocenieHnit norpedurenem [HOK;

— coOmroieHus BHYTPEHHUX HOPMATHBHBIX JOKYMEHTOB, PpEriaMEHTHPYIOIINX
nporecc «YIpaBlIeHHE B3aUMOOTHOIICHHSIMU C KJIMEHTaMU» U TPEOOBAHHMM HACTOSIIETO
Cranpapra;

— obecrieueHus: KOMPOPTHBIX YCIOBUI OXHIAaHUS U OOCIYXKMBaHHUS MOTpeOUTe-
JICH;

—  BBICOKOTO ypoBHs kBanu¢ukanuu padbotHukoB [{OK u paGoTHHKOB KOMIIaHUH,
HETIOCPENICTBEHHO 3aJIeHICTBOBAHHBIX B MPOIIECCAaX OKA3aHUS yCIYT MOTPEOUTEIM;

— OpraHu3aluyd KOMIUIEKCHOTO TOJX0/1a K OOCIYy>KMBaHUIO U PAa3BUTHUS JTOMOJIHHU-
TeJIbHBIX cepBUcOB Ha rwiom@aakax [IOK B cooTBeTcTBUM C OXUIAHUSIMHU TMOTpeOUTENeH
YCIIYT.

5.3.1.2. OcHoBHble (YHKIMKM OYHOTO oOciuyxuBaHusi 1o kareropusim [{OK
MPEeICTaBIICHbI B Ta0J. 6 HACTOSILErO CTaHapTA.

Tabnuna 6
Pacnpenesenne pynknuii 09Horo odcayxusanus no kareropusam IHOK

@OyHKIHS OYHOTO OOCITYKUBaHUS Kareropus LIOK

IIpuem ouHBIX oOOpameHuii noTpeduTenei yciayr W NepBUYHAs
o0OpaboTka (perucTpauus O4HbIX 0OpallleHuil U MoTpeduTeNel yciyr B
AC/AM):

- IpUEM kaj00 norpedureneit I, 1wl

- MpueM 3agBOK Ha OKa3aHHEe OCHOBHBIX YCIYT, MpOBEpKa
coOmosieHust TpeboBaHUil K ¢Gopme, TOJIHOTE CBEACHUI B 3asBKE M
HaJU4usl JOKYMEHTOB, MPWJIOXKEHHBIX K 3asBKE, B COOTBETCTBUM C I, ulll
HOPMATUBHBIMH  TPAaBOBBIMH ~ aKTaMH W OPTaHHU3AI[MOHHO-
paciopsANTENLHBIMHA TOKYMEHTAMU

- TpueM 3asBOK Ha OKa3aHHE JOMOJHUTENBHBIX YCIYT, MPOBEpKa
coOmroieHust TpeboBaHWil K ¢Gopme, TOIHOTE CBEACHUN B 3asBKE M
HaJU4Musl JOKYMEHTOB, MPWJIOXKEHHBIX K 3asBKE, B COOTBETCTBUHU C I, ulll
HOPMATUBHBIMH  TPAaBOBBIMH  aKTaMH W OPTaHHU3AI[MOHHO-
paciopsSANTENbHBIMHA JTOKYMEHTAMU
[IpenocraBnenue cnpaBoYHOW HWHGOpMAaLUK, KOHCYIbTAIMH U
TUTIOBBIX (OPM JTOKYMEHTOB IO OCHOBHBIM M JOTIOJHUTEIHHBIM I, ulll
yCIIyraM KOMITaHUU
Opranuzaiivs, CONpOBOXKIECHUE U KOHTPOIh paboThl MO OOpalIeHUSIM
moTpeOuTeNIell B CTPYKTYPHBIX MOJAPA3ICIICHUIX, WH()OPMAIMOHHOE

I, Hulll
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OyHKIMS OYHOTO 00CTYKUBAHUS Kareropus LHIOK

COIIPOBOKACHHWE TMOTPEOUTENsT YCIYyr TpH OKa3aHUM YCIYyT U

KOOpJMHALMS IpoLecca B3aUMOJEHCTBUS MEXIy NOTpeOUTENsIMU U

CTPYKTYpPHBIMHU ToJpazaeneHusiMu O01mecTBa

IIpuem M BblAaYa TOKYMEHTOB MOTPEOUTENSAM YCIYT, B TOM 4YHUCIIE IO L Hulll

JIOrOBOPAaM Ha OKa3aHUE YCIYyT ’

@opMUpOBaHUE CTATHCTUYECKOM OTUETHOCTH MO paboTe C OYHBIMU Lull

oOparnieHusIMU oTpeduTesneit ycayr

[IpoBeeHue 1ENEBBIX OMPOCOB, AHKETUPOBAHHS MOTpeOuTeneil s

U3Y4YECHHs] PBIHKA IIOTCHIMAIBHBIX JONOJHUTEIBHBIX CEPBHUCOB,

IIEPCIEKTUBHBIX HAIIPABICHUN pa3BUTUSA KIHMEHTCKOIO CepBHUCA I, Hulll

KOMIIaHUH, YIOBJIETBOPEHHOCTH norpedurenei Ka4yeCTBOM

OKa3bIBAEMBIX YCIYT

KonTponbs kadectBa ouHoro ooOciayxuBanus B otaeneHusx [[OK SUREL A

¢dunmana OdmecTsa OTACTICHIH
HHEProcObITA)

[Tpuem niaTexxeil oT moTpeduTesel 3a OKa3aHue yciyr I

Opranuzanuss 41 MOpOBEACHUE PR-kamnanuii° Ha mromanke 110K,

HaNpaBJICHHBIX Ha (HOPMUPOBAHHE MOJIOKUTEIHHOTO MUK (hrithaia I

O6mecTBa y norpebureneit
I, I u Nl g

OTKpbITHE JINLIEBOTO CUETA OTIEJICHNI
SHEProcoObITa

o . I, I u Nl g

Hauucnenme mnnatel W mnpueM IulaTekell oT moTpeOuTeneil 3a OTIENEHHI

OTITYILIEHHYIO 3JIEKTPUYECKYIO SHEPTHUIO SHEprocObITa
I, 1 u Nl ms

[Ipuem nokaszanuii mpruOOPOB yyeTa IIEKTPUUECKON SJHEPTUU OTJIETICHU I
9HEProcObITa
I, I u Nl ms

[lonrotoBka WM TOpeACTaBICHHE  HOTPEOUTENSIM  IUIATEKHBIX .

JIOKYMEHTOB Ha OIUIaTy MOTPEOJIEHHOMN 3JIEKTPUUECKON IHEPTHH OTACHCTHH
SHEProcObITA

5.3.1.3. OuHoe oOcnyXuBaHUE TMOTPeOUTENEH OCYHIECTBISIETCS PpaOOTHUKAMU
VYnpasnenuid B3auMoJeWcTBUS C KineHTamu Ha mmiomanke [HOK, cnenuanucramu
npoUIBLHBIX MoApa3AeNeHui GUINaioB, B ciaydyae ux pasmenieHus Ha romaake [{OK mns
npuemMa norpeduTeneii, u oTBeTcTBeHHbIMU criennairctamMu POC ¢unmana OOmiecTsa.

5.3.1.4. TIpuem notpeduteneit B [IOK | kaTteropun npousBoautcs B pabodee Bpems
0e3 nepephiBa.

5.3.1.5. Pabotauku POC ocymecTBisioT mpueMm mnotpedurteneit yciyr B pabodee
BpeMsI COTJIaCHO MPaBHJIaM BHYTPEHHETO TPYJOBOTO PacHopsiiKa.

5.3.1.6. OuHbIil TIpueM 3asBOK Ha OKa3aHWE JOTMOJHUTEIbHBIX IUIATHBIX YCIYT U
OCHOBHBIX YCJIYr MO TexHosornyeckomy mnpucoeanHenuto B L[OK mnpousBoautcs BHe
3aBUCUMOCTH OT MECTa pACIOJOKEHUSI SHEPrONPUHUMAIOIINX YCTPOUCTB 3asiBUTENS B
rpaHMIlaX 30Hbl OTBETCTBEHHOCTH ¢uuana OO1iecTra.

> ®opmsl PR-KaMIanmii; KOH(EPEHIHs, IPE3CHTALINH, ICHb OTKPHITHIX ABEPEH, BHICTABKH U T.JI.
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5.3.1.7. PaboTHuku YmpaBieHus B3auMoIecTBHs ¢ KimeHTaMu Ha twiomaake [{OK,
OTBETCTBEHHBIC crenuanuctel POC mpu OCHOBHOM TMpUEME OCYIICCTBISIOT W HECYT
OTBETCTBEHHOCTD 32 KAYECTBO UCITOJIHEHNA:

— peructpaiuu oodpamenus B CRM-cucrteme;

— OCHOBHOW 00pabOTKH OOpalleHusi TOTPEOUTENS WM UHUIIMHUPOBAHUS OCHOBHOM
00paboTKH B 3aBUCUMOCTH OT KaTeTrOpUH OOpaIleHUS;

—  KOHTPOJIb UCIIOJTHEHUSI MEPOIIPUATHI 110 00paICHHIO;

— 3aBepleHrne 00paboTKH OOpaIeHHS.

5.3.1.8. [IpoAOMKUTENIHPHOCT, OYHOTO MpHUEeMa TOTPeOUTEeNss YCIyr, BKIHOYas
MIPOIOJKUTEIILHOCTH TIEPBUYHON 00pabOTKH, HE TOKHA MpeBbImaTh 30 MUHYT.

5.3.1.9. TumnoBo# anropuT™M OYHOTO OOCTY)KHBaHHUS MOTPEOUTEICH YCIyT MPUBEICH
B npmiioskeHnu Ne3 K HaCTOAIIEMY CTaHapTy.

5.3.2. TpeboBanus k HHPPACTPYKTYpPE OYHOTO OOCITY)KHBAHUS TIOTPEOUTEIIECH:

5.3.2.1. UadpacTpykTypa OYHOTO  OOCITYXXUBaHHUS  JOJDKHA  OOECIeYHBaTh
TEPPUTOPUATIEHYIO JOCTYMHOCTh CEpBUCAa KOMIIAHUU i MoTpeOuteneil. B xommanuu
JIOJKHBI OBITH OPraHU30BaHBI CIEAYIONIME HHOPACTPYKTYPHBIE JIEMEHTHI OYHOTO CepBHUCA!

— HOK (uentpanphsiilt opuc — LIOK | kateropuu, TepputopraibHble OTIEICHUS —
LHOK II kareropun);

— nyHKT npuema obpamenuit norpedureneit (LIOK |11 kareropun);

— ToJpa3/ieNieHus KOMIIAHWHU, B (YHKIMH KOTOPBIX BXOJUT OYHOE B3aMMOJIECH-
CTBUE C TIOTPEOUTENSIMU TIPU OKa3aHUU ychyr (HaHHble GyHKUMU ompenenstorcs [Tomoxe-
HUSMH O CTPYKTYPHBIX MOAPA3ACICHUIX ).

5.3.2.2. Ina opranuzamuu [{OK | xkateropun ¢unmana OOiiecTBa paccMaTpuBaeTCs
aIMUHUCTPATUBHBIA IEHTp cyObekTa P®D, B KOTOpOM pacmosnaraeTcsi HWCIOTHUTEIbHBIN
anmapar ¢unuana O0miecTsa.

5.3.2.3. Ina OpraHu3aluu HOK I KaTeropuu paccMaTpuBarOTCA
aJIMHHHCTPATUBHBIC IIEHTPHl MYHHUIIUTIATBHBIX OOpa30BaHMA B 30HE DIICKTPOCETEBBIX
oobekToB ¢ummania O6mectBa. I[OK |1l xareropmm s oOecrieueHUs] TPUHIIAIIA

TEPPUTOPHATIBHON JOCTYITHOCTH OYHOTO CepBHCa OopraHu3yrorcs Ha 6aze POC nns npuema
oOpamieHnii moTpeOuTeNneld, B TOM YHCIE 3agBOK Ha TEXHOJOTHYECKOE MPHCOSAMHEHUE K
ceTsM (huirana v MpeIoCTaBICHUS TOTIOTHUTEIBHBIX YCITYT.

5.3.2.4. ]Ins ontuMansHOTO TeppuTopuanbHoro pacmpeneneHusi cetu [JOK B 30He
OTBETCTBEHHOCTH (Quumana OOIiecTBa TEPPUTOPUS OICHUBACTCA MO  CICIYIOIINM
KPUTEPHSIM:

—  THII HACEJIGHHOTO MTyHKTa Ha TEPPUTOPUH (TOPO/I, TIOCEINIOK, IEPEBHS, U T.11.);

— CTaTyC HACEJCHHOTO IYHKTa TepPUTOpUHN (AIMUHUCTPATUBHBIN IICHTP CYOBEKTa,
AJIMHHUCTPAaTUBHBINA [EHTP MYHUITUTIAIEHOTO 00pa30BaHMs);

—  YHCJICHHOCTH U IUIOTHOCTh HACETICHHS TEPPUTOPHH;

— pa3MelleHre Ha TePPUTOPUN UCTIOHUTEIBHOTO anmapara punuana O0miecTsa;

— KOJIMYECTBO OYHBIX OOpaleHHU TMOTpeOUTeNeH, MPOKUBAIOIINX W/WIN TIOAaB-
LIMX 3asBKY Ha oka3aHue ycayr B POC onieHnBaeMol TEppUTOpHUHN.

5.3.2.5. Pacuer u omnpenenenusi kareropun LHOK ocymectBnsiercs no ¢popmysne 1 B
COOTBETCTBUU C Tabi. 7 U 8 HACTOSIIETO CTaHIAPTA.

Tabmuna 7
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ITapameTtpbl, onpeae/soIMe THII 3JIEMEHTa 04YHOM HH(PPACTPYKTYPbI

[Tapamerp

Onenka 3HaYeHMs IapameTpa

Tur HaCeNeHHOr O IMyHKTa

Eciu T HACEIEHHOTO MYHKTa «Topoa», To P1=1;
€CJI THIT HACEJICHHOTO MyHKTa «I10CEI0K», TO
P,=0,5;

eciu apyroe, To - P1=0

CraTyc HaceIeHHOTO MyHKTa (HaIu4yue
AJIMUHHCTPAaTHBHOTO IIEHTpa CyObeKTa
P®, mynununansHoro oopa3zoBaHusl)

Ecnu craryc «AIMHUHUCTPATUBHBIA HIEHTP CyOBEK-
ta POy, To Po=1;

€CJIU CTaTyC «AJIMUHUCTPATUBHBIN LIGHTP MYHHUIIU-
najapbHOro obpazoBanus», To P2=0,5;

-B IPOTUBHOM citydae - P,=0

I10THOCTD YMCIEHHOCTH HACEIEHHOTO
2
MyHKTA, YeIll/KM

o P
2000

rae P - INIOTHOCTh YMCIIEHHOCTH HACEIEHHBIX

IYHKTOB, PACIIOJIOKEHHBIX HA TEPPUTOPHH 00CITY-

JKMBaHUS, qen/km’

YucIeHHOCTh HacCCJICHUA, ThIC.YCJI.

S
P, =—,
400
rJie S — YUCICHHOCTh HACEJIEHHBIX ITyHKTOB, PACIIo-
JIOKEHHBIX HAa TEPPUTOPUU OOCITYKUBAHHUS,
TBIC.4EJl.

Pa3memnenne Ha TEppUTOPHUH ammapara
ynpasieHus punuana Obmectsa, [10

Ecnu Ha Tepputopun pa3MenieH UCIOIHUTEIbHbBIN
anmapat ¢unmnana, To Ps=1;

eciu Ha Teppuropun pazmeniero 110 ¢unuana (B
Cly4ae TPEeXypOBHEBOM CUCTEMBI YIIPABIICHHUS ), TO
Ps=0,5;

B IIPOTUBHOM citydae - Ps=0

KonuyecTBO 04HBIX 0OparieHuit morpe-
oureneit

_ Ko
¢ 250’
rae Ko — cpeHee KoJIM4ecTBO OYHBIX 00paIleHuid
3a MEciLl OT l'IOTpe6I/ITeJ'IeI71, HpO)KI/IBaIOH_II/IX I/I/ NI
MOJIABIIMX 3as8BKY HA OKa3aHHE YCIyT B pailoH
BHCKTpI/I‘{eCKI/IX CeTeﬁ OHCHHBaeMOﬁ TeppI/ITOpI/II/I

OOmrast oOlEHKAa TEPPUTOPUU JUIS OpraHU3alUU dJIEMEHTa OYHOH HH(PACTPYKTYpHI
paccuMuThIBAETCS KaK CyMMa BCeX MapaMeTpoB, MPUBEAEHHBIX B TabJ1. 6 o Gopmyie:

6
G=)> P =P +P,+P,+P, +P, +F;,
i=1

rne P, — omeHka i-ro mapamerpa.

Tabmuma 8

Omnpenesnenune kareropuu LHOK B 3aBUCHMOCTH OT 000011I€HHOI OLIEHKH

5
O606mennas ornenka G = Z P
i=1

Tun snemenTa oyHON MHPPACTPYKTYPHI

G=5

LIOK | kareropuu (LieHTpabHBII OdHC)

3<G<5

LIOK Il xateropuu (otnenexue [{OK)
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2<G<3 LIOK Il kareropuu (IyHKT premMa oOpaIieHHii)

G<2 OtkpsiTue LHOK He nenecoodbpazno

5.3.2.6. Ina mpunstHs pemenus o0 orkpeiTuu [[OK B 30HE OTBETCTBEHHOCTH
bunnana KOMMaHWM YTpaBlIeHWE B3aUMOACHCTBUS C KIMEHTAMH HCIHOJHUTEIBHOTO
anmnapara ¢uinana OOmecTBa roTOBUT 000OCHOBaHME Ienecoodpa3HocTu oTkpbiTHs [IOK
COOTBETCTBYIOIICH KAaTETOPHH B JAHHOM MYHUIIUIAIFHOM OOpa3oBaHUM C YKa3aHHEM
NPUBEICHHBIX BBIIIE MAPAMETPOB U pacuera 0000IIEHHOM OLIEHKH TEPPUTOPHH.

5.3.2.7. Pemienne 06 otkpeiTuu L{OK B 30He oTBeTcTBeHHOCTH (hrnnana OOmiecTBa
MPUHAMAETCS 3aMECTUTENIEM TEHEPaJbHOrO IHPEKTOpa — JUPEKTOpOM (Quiuana 1o
COTJIACOBAHMIO C 3aMECTUTENIEM TE€HEPATBbHOTO IUPEKTOpa MO PA3BUTHIO M pPeaTH3alHd
yenyr O61iecTBa.

5.3.3. TpeboBanms k nmomenienuto [JOK.

5.3.3.1. O0ume TpeOoBaHMsI K MOMEIIeHHIO (00sA3aTeNbHBI IS BCEX KaTeropuid
LHOK):

5.3.3.1.1. [Tomemenue I{OK momkHO pacmoyiaraTbCsi B COIMAIBHO OJIaromnoaydHoOM
paifoHe, MaKCHUMaJIbHO JOCTYITHOM JIJISl HACEJICHHUSI MECTe, Ha TMEePBOM ITaKE M HAXOIAUTHCS
He panee 4eM B 300 M OT OCTaHOBOK OOIIECTBEHHOTO TPAHCIOpPTa JUIsl LIEHTPAIbHOIO
oduca, u 500 M — ans reppuropuansHoro ortaenenus [{OK.

5.3.3.1.2.1Ipu BeIHYXJAeHHOM pasMmemieHun noMemennii [[OK B omHOM 3maHuM ¢
JIPYTHMH OpPTaHU3AIMAMU J0DKHA 00SCTICUNBATHCS X B3aUMHAs TUTAHUPOBOYHAS W30JISIUS
Y aBTOHOMHOE (PyHKIITMOHHPOBAHUE.

5.33.1.3.B MTOMETIICHUSX HE00X0UMO MpeyCMaTpUBATh HaJInuue
CaMOCTOSITEIBHBIX HApY)KHBIX BXOJIOB JIMOO BXOJIOB HE3aBUCHUMOTO PEKHMMa pabOThI MpHU
pa3MeIIeHUH OTICIBHOTO MTOMEIICHHSI BHYTPH 3JIaHUSI.

5.3.3.14.1lpu Beibope mnomemenuit L[OK crnegyer yuutbiBaTh TpeOOBaHUS K
ycloBUsM Tpyaa, uznoxkeHHsle B CanlluH 2.2.0.555-96 «I'uruena Tpyna rurueHu4YecKue
TpeOOBaHUSI K YCJIOBHSM TpyJa JKCHIIUH CaHUTapHbIE TpaBwia u HOpMbl», CanlluH
2.2.2/2.4.1340-03  «I'wurueHudeckue TpeOOBaHUS K  IEPCOHAIBHBIM  3JICKTPOHHO-
BBIYMCIUTENBHBIM MalllMHAM M opranusanuu padotey», CanlluH 2.2.4/2.1.8.562-96 «lllym
Ha pabo4yuX MecTaX, B MOMEIICHHSX JKHUJIBIX, OOIIECTBCHHBIX 3JaHUH M Ha TEPPUTOPUHU
xunol 3actpoiikuy, CanlluH 2.2.4.548-96 «I'urnennueckue TpeOOBaHUS K MUKPOKIUMATY
MIPOU3BOJICTBEHHBIX MTOMEIICHUIT.

5.3.3.1.5.Cnenyer nmpenycMaTpuBaTh HHKEHEPHO-TEXHHUUECKHE  MEPONPHUATHS
TPaXIAHCKOW 0OOPOHBI U MEPONPUSITHS 110 TPEIYTIPEKACHUIO YPE3BBIYAHBIX CUTYAIUH.

5.3.3.1.6.Ilpu BeIOOpe momemieHuit s pasmemenus [[OK  Heob6xomumo
MpeaycMaTpuBaTh MEphI, 0OJEryaronue J0CTyl B MOMEIIECHUS U 3/1aHusl U TIpeObIBaHUE B
HUX paOOTHUKAM M MOTPEOUTEIISIM MAJIOMOOUIIBHBIX TPYIIIT HACEICHUS.

5.3.3.2. TpeboBaHusT K TEPPUTOPUH AJII CTOSHKH aBTOTPAHCIOpPTa MOTpeOuTenei
yeayr (obs3arensHbl  k IHOK | kareropum, K OCTaJbHBIM KaTEropusM HOCST
PEKOMEHIATENLHBIN XapaKTep):

5.3.3.2.1. KonnuecTBO MapKOBOYHBIX MECT JjIsi aBTOMOOWIICH MOTpeOUTeNe yciayr
neHTpanbHoro opuca LIOK: He menbIIe 5 mMecT.

5.3.3.2.2. KonuuecTBO MapKOBOYHBIX MECT It aBTomMoOmiei mepconana [{OK: ne
MmenbIe 3 mecT Ha 10 paGOTHHUKOB.
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5.3.3.3. TpeboBanusi K IUTAHUPOBKE M KOHCTPYKTHUBHBIM DPEIICHHUSIM ITOMEIIECHUS
(o6s3arenpubl k [IOK | xateropuu, K oCTalbHBIM KAaTETOPUSM HOCST PEKOMEHATEIbHBIN
XapakTep):

5.3.3.3.1. lllupuHa KOpUAOPOB OmpeenseTcs TPeOOBAaHUAMHU K IYTSIM BAaKyalluu U
YCIOBUSIMU TPaHCIOPTUPOBKH IIEHHOCTEH, MaTepuanoB, meOenun u oOopyaoBanus. [lpu
ATOM OHa J0JKHA ObITh He MeHee 1,4 M JJI1 HOBOTO CTPOUTENbCTBA U HE MeHee 1,2 M — nipu
PEKOHCTPYKIIHH.

5.3.3.3.2. BricoTa momemeHuii oT 1oja 0 IMOTOJIKA JOJDKHA OBITh HE MeHee 3 M,
BBICOTa KOPUJOPOB U XOJUIOB - He MeHee 2,4 M. Eciu oduic pa3meniaercs B KUIOM 31aHUU
WINA B aIMUHUCTPATUBHO-OBITOBOM 3JIaHHUH, TO BBICOTA JIOJKHA OBITH HE MeHee 2,2 M.

5.3.3.3.3. [lomkeH OBITH OPraHU30BaH OTICIBHBIN BXO IS TOTPEOUTEIICH.

5.3.3.3.4. Ecnu nmomemenne [IOK pacmonoxeHo BHE 3aHHUMA, MPUHAICKAIINX
¢unmany OOmecTBa, TO TIOMEIIEHHUE JIOKHO OBITh  O0OpYIOBaHO  IYJIHTOBOMU
LEHTPAJIN30BAHHOW OXpPAaHOW B HOYHOE BpEMsl, KHONKON TPEBOKHOW CHUTHAJIU3ALMH, a
TaKKe CUCTEMOHN BUICOHAOTIOACHNS.

5.3.3.3.5. OyHKIMOHAIBHO-TUIAHUPOBOUHOE  30HHMpoBaHue  momemenuss  [OK
JOTKHO 00eCTIeYnBaTh:

— ONTUMAaJIbHOE paclpeesIeHne MOTOKa MOTpeduTenei yciuyr npu o0CayKUBaHUU;
— 30HHUPOBAHHE M0 YPOBHSIM OTPAaHUYCHHUS TOCTYIIA TOTPEOUTENEH;

— MUHHUMAJIbHYIO MPOTSHKEHHOCTh TEXHOJOTUYECKUX MAPIIPYTOB JBUKEHUS JTOKY-
MEHTOB;

— ynoOHOE pacrmoyioKeHHEe PaOOTHUKOB MO pabOYuMM 30HaM [UIsl OMEPATUBHOTO
B3aMMO/ICHCTBUS IPYT C IPYTOM B paMKax OM3HEC-IIPOLIeCCOB M0 00CTy>KUBAHUIO TOTPEOU-
TeJel ycnyr u 00paboTku oOparieHui.

5.3.3.3.6. ITomemnienne nentpansHoro oduca [JOK nomkHo comepkarh cleayromme
(GYHKIIMOHAIIBHBIE TPYIIIHI.

Bxoanass rpynma (BecTuOmOIb, XOJIJI) — 30HA IOMEIICHUS Tepe] BXOJIOM B
CIy)KeOHYI0 30HY OOCTYy)XMBaHUS, TMpeAHA3HAUYCHHAs Jisg TEePBUYHOIO TMIpUeMa U
pacnpesieneHnsi MOTOKOB Tmocetuteneil. Bxoanas rpynma gomxHa ObITh 000pyHoOBaHa
CTOMKOM aJIMUHHCTpPATOpa, KOTOpas JOJDKHA pacrojaraTteCsl B HEMOCPEIACTBEHHOM
BUJIUMOCTH OT IIEHTpaJIbHOTO BXoja B momemieHue llentpa oOcmyxuBanus. Hiuknee
OTpaHMYEHUE IUIOIIAJM BXOAHOM TpyNmbl OMNpEAENSIeTCs UCXO0lId W3 PACUETHOU
YUCIIEHHOCTH pa0oTHUKOB 110 0,06 KB. M Ha KakJ10T0 paboTHHKA TuTIOC 10 KB. M.

B momemnieHun BXOJHOW TPyNmbl JODKHA OBITH MPEAyCMOTPEHAa BO3MOXKHOCTH
O3HaKOMJICHHsSI ¢ WH(]opManuen, mpeAcTaBICHHON Ha WH(POPMAIMOHHBIX CTEHAAX, WU
MOCPEJICTBOM HH(OPMAITMOHHOTO CEHCOPHOTO KHOCKa 00 yciyrax KOMHaHuH, Tapudax u
TUIIOBBIX BOTIPOCAX, MPEAYCMOTPEHHBIX 1. 5.3.5 HacTosmero CranmapTa.

YdyeTHO-ONepanMoHHasi Tpynma — 30Ha, B KOTOPOW  HEMOCPEJACTBEHHO
OCYIIECTBIIIETCS OOCITY>KMBaHHE TMOTPEOUTENCH yCIyr. Y4YeTHO-OmepalioHHas TpyIina
COCTOMT U3 OIEPAIMOHHOTO 3ajia, 3ajJla OXUJAHUS KIUEHTOB, O(QUCHBIX ITOMEIICHHH,
MOMEIIEHUH WHKEHEPHO-TEXHUYECKOTO Ha3HAYEHUsS W BCIIOMOTATENIbHBIX TMOMEIICHUM.
Ecnmu nomemenus nox L{OK 3anumaroT Gosiee 0JIHOTO 3Ta)xa, TO ONEPALMOHHBIN 3a U 3aJ
OKMJAHUSl JIOJDKHBI PacrojiaraTbCsi HAa TIEPBOM JTaKE M WMETh OTIEIbHBIA BXOJ IS
IIOCETUTENEH.

B onepayuonnom 3ane pazMemialorcs paOOTHUKH KOMIAHWH, OCYIIECTBISIOIINE
ouyHoe oOcmykuBaHue moTpedureneir yciayr. PabGoume wmecta pabotHukoB [IOK
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PEKOMEHAYETCS OTHENSITh OT 30HBI KIMEHTOB OaphepoMm. bapbep pexkoMeHayercs
BBITIOJIHATH C TOPU3OHTAJIBHON MaHenpto mmpuHoit 0,4-0,5 M Ha BbicoTe 1,15 M oT mo:na.
Han GaprepoM MOXET yCTaHaBIMBATBhCS OTPaXKJACHHUE W3 CTEKJIa C OKHaMH. B 1emsax
OosblIeld 3amuUThl HHQOpMAMM MOTpeOUTenel yciayr Mecrta BIOJIb Oapbepa s
00CITy)KMBaHUS TIOCETHTEIICH PEKOMEHAYETCsl OTACIATh JPYT OT Apyra SKpaHaMH BBICOTOU
1,8 M co 3Bykomorjoraromiel otaenkon. [lmomans ciayxeOHONH 30HBI B ONEpPAIMOHHOM
3ajie CcleAyeT MpPUHUMaTh M3 pacyeTa HEe MeHee 6 KB. M Ha KaxJaoro paOOTHHKAa,
PacCIIOIOKEHHOTO B 3TOU 30HE.

3an oowcudanus Kiuenmog HONMKEH OBbITh 00OpYJAOBaH MECTaMH ISl OKHJIaHHS
npuemMa, HHGOPMAITMOHHBIMU CTCHJIaMH, B TOM YHCJIE CTCHJIOM C YKa3aHHEM ILIaHa-CXEMBI
pa3menieHus: pabounux MecT pabOTHUKOB, OCYILIECTBIISIIOLIUX MTPUEM MMOTPEOUTENEH yCiyr, a
TaKKe CTOJNIaMHU (CTOMKAaMM) JJIS 3amojHEHUs] JOKyMmMeHTOB. [lmomaap 3aia oXujaaHus, a
TaKKe 30HBI IS TOCETUTEICH B ONEPAMOHHOM 3aje PEKOMEHAYeTCS NPHHUMATh W3
pacyeta o 6 KB. M Ha KaXXJI0ro paOOTHHKA, BEAYIIErO HEMOCPEACTBEHHOE 00CITYKUBaHHE
nmoTpeduTenen yciyr.

Ogucnvle nomewjenus - ToMemeHus s padotsl padoTHukoB 1[OK, BKIFOUaromue
KaOMHETHI M 00IMe paboune MOMEIIECHUs PaOOTHUKOB CTPYKTYPHBIX IIOJpa3aeiIeHUM
(dunuana 1 KOMIAHUM-Y4aCTHUKOB.

Bcnomocamenvuvie nomewenus. K BcroMoraTeabHBIM ITOMEIICHUSM OTHOCSTCS:
CaHWUTApHBIC Y3JIbI, TIOMEIICHHUE JIJIsI COBEIIAHUM U MEePEroBOPOB, TTOMEIICHUE IS apXUBOB
JOKYMEHTOB ¥ KOMHAThI JUIsl puema nuiu (0yder).

CanutapHbie y37bl JJiS paOOTHUKOB M TIOCETUTENCH JOMKHBI OBITH pa3/elibHbIC.
KonmnyecTBo caHWTapHBIX y3/10B i1 pPaOOTHUKOB B TIIOMEIICHHHM OIPEACNsIeTCS B
3aBUCHMOCTH OT KOJMYECTBA PAOOTHUKOB W IIPOIICHTHOTO COOTHOIICHHUS MYXYHH |
xkeHiH. [lmomank OIHOrO caHWUTApHOrO y3la Jjisi pabOTHUKOB - HE MEHEe 6 KB. M.
CaHuTapHble Y3IIBI JUIS TIOCETHUTENICH MJOJDKHBI HWMETh YKa3aTeld, IUIONIaJb JTUX
CaHWUTApHBIX Y3JIOB - HE MEHEee 8 KB. M.

B 3manmsax IIOK c¢ kommdyectBOM pabOTHUKOB a0 12 dYenoBeKk MJ0MKHA OBITH
npeAycMOTpeHa KOMHaTa mnpuema nuiu. [lmomaas KoMHAT JUisi TpUeMa  [MHINH
pEKOMEHIyeTCss IPUHUMAaTh U3 pacuera He MeHee (0,8 KB. M Ha Kaxzaoro paborHuka. [Ipu
gucie paboTHUKOB Oosiee 12 YemoBeK JMOJDKEH OBITh opraHu3oBaH Oyder. B aTom ciydae
TJI0IA b TTOMEIIeHHs o] OydeT nomkHa ObITh He MeHee 12 KB. M I OCHOBHOT'O COCTaBa
1 8 KB. M - U1 o0cykuBatroiero nepconana oydera. KonuaectBo Mect B Oydere cieayer
OTpeNesATh W3 pacyeTa oJHO MecTo Ha udeTbipex paborHukoB I[OK. CocraB m rmomiaam
MOMEIIEHUN JOJDKHBI COOTBETCTBOBATh HOPMATHBHO-METOJUYECKUMH JIOKYMEHTaM IIO
MIPOCKTUPOBAHUIO TPEANPUATHI OOIIIECTBEHHOTO MUTAHUSI.

[Ipu weoOxomumoctn B mnomemeHuun [[OK  opranusyrorcs — ciemyromiue
BCIIOMOTaTCIbHBIC IIOMEIICHUS.

THomewenue ons cosewjanuii u nepe2osopos. KonmdecTBo MeCT B MOMEIICHUAX IS
COBEIIaHUN U MEPEroBOPOB MPUHUMAETCS MO 3aJJaHUI0 HA MPOCKTUPOBAHUE U HE JIOJHKHO
MpeBbIIaTh, Kak mnpaBuio, 10 % oT pacueTHOro umciaa pabOTHHKOB ILIIOC 15 MecT.
[Tnomanp Takux MOMEIIEHUI OmpeesieTcs U3 pacueTa He MeHee 2,7 KB. M Ha | MecTo mpu
WCIIOJIb30BaHUH ayIMOBU3YAIbHBIX CPEACTB MHPOPMAIIMM M HE MEHEE 2 KB. M - TMPHU UX
oTcyTCTBUHU. Ha Kaxxjoe MOMOIHUTENbHOE MECTO 0€3 CToNa CleAyeT MpeaycMaTpuBaTh HE
MeHee 1 KB. M.

Tomewenue o apxusos 0oxymenmos. ApXUBbl TOKYMEHTOB JIOJDKHBI XPaHUTHCS B
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OTJICITHHBIX TIOMEIIEHUSIX, 00ECIICUEHHBIX YIOOHBIMU MY TSIMH JIJIS1 IBAKyaIlul JIOKYMEHTOB B
ype3BblUalHBIX cuTyanusx. [loTpeOHas 1uIomaab apxuBa pPACCUUTHIBACTCS C Y4YETOM
3a/1aBaéMOr0  pacyeTHOro  MEepHoja  IOJHOrO  3alOJIHEHHMS  apXUBOXPAHUIIMUINA,
HOPMaJIM30BaHHBIX O0OBEMOB HaIMYHBIX (OHIOB (0€3 ydeTra NOKYMEHTOB, MOJJICKAIINX
CIHUCaHMIO), MPOTHO3UPYEMBIX TEMIIOB HMX IMPUPOCTa 3a CYET Pa3HUIIbl MOCTYIJICHUN U
HOPMATUBHBIX CIHUCAaHUN, BUJOBOTO COCTaBa, MPHUHITOrO crnoco0a XpaHEHUs U
MIPUMEHSIEMOT0 000PY/I0BaHHUS.

CocTaB ¥ TJIOMIAM KJIAJOBBIX IJii MaTepuajoB MPOU3BOACTBEHHOIO Ha3HAYECHUS
(OpTTeXHUKH, 3alMacHBIX YacTed, pacXOJHBIX M YINAKOBOYHBIX MaTepHalOB U [Ip.),
TpeOOBaHHA K UX OCHAIICHUIO YCTAaHABIMBAIOTCA TEXHOJOTHYECKUM 3aJaHUEM B
3aBUCUMOCTH OT pacyeTHbIX 00BbeMOB 3amacoB. Ilpu »3ToM miomane KiIagoBOU
KaHLESIPCKUX MPUHAIICKHOCTEH CIeyeT MmpeaycMaTpuBaTh u3 pacueta He MeHee 0,1 kB.
M Ha OJHOTO PaOOTHHKA pPAaCYETHOW HYHMCIEHHOCTH TUTIOC 4,5-6 KB. M Ha 30HY IpHeMa,
00pabOTKH U BbIIAUYM MaTEPHUAIIOB.

llomewenus unoceneprno-mexnuiueckoeo HasHavenus. Ilnomanp oOmmx padouynx
noMenieHuid s oneparopoB Call-nientpa onpenensercs u3 pacuera He MeHee 6 KB. M Ha
OIHO paboyee MECTO C Y4YeTOM OCHAIICHWS WHIUBUIYAIbHBIX pabo4YnMx MecT
MEePCOHANBHBIMU KOMMbIoTepamMu. COCTaB W IUIOMIAAM TOMEIICHUN [JIs IEHTPaTbHBIX
YCTPOMCTB JIOKAIBHBIX KOMITBIOTEPHBIX CETEH, CPENICTB CBS3H OMPENESIOTCS TEXHUUECKUM
3amanueM. llpu pacdyere HEOOXONMMOHW TUIOIIAMU TMOMENICHUH CJeayeT HCXOIUTh U3
TEXHUYECKUX TPEOOBAaHMUA K MOHTaXy M OJKCIUTyaTalldd OOOpYJIOBaHMUSI U PaCYETHOTO
MOKa3aTes TUIOIAIM Ha OJTHO MHIUBHIYyaIbHOE pabodee MeCTO B TIOMEIIICHUH - 6 KB. M.

5.3.3.4. TpeboBanus x 3amute nomemenuit [{OK (oo6s3aTensubr k [IOK | kareropuw,
K OCTQJIbHBIM KaTErOpUsiIM HOCSIT PEKOMEHATEeNIbHBIN XapaKkTep):

5.3.3.4.1. Pacnipenenenre MOMEIIEHUN IO 30HAM OTPAHUYCHHUS JIOCTYyMa SIBISETCS
OTIPEICNIAIONIUM KPUTEPUEM TIPU BBHIOOpE HWHKEHEPHO-TEXHUYECKUX CPEJICTB OXpaHbI,
MPUMEHSIEMBIX JUTsl UX 3aiuThl. [Ipu 3TOM clielyeT yuyuThIBaTh JOMOJHUTEIbHBIE (DaKTOPHI:
KOJMYECTBO W KATErOPUU HAXOASAIIMXCS B TOMEIICHHH MaTepUalIbHBIX IIEHHOCTEH,
MaciTad HeTaTUBHBIX IMOCJEACTBUN BO3MOXXHOTO HAHECEHHS Bpeja, Hauboyiee BEPOSITHBIC
HAIPABJICHUS U CTIOCOOBI MPOHUKHOBEHUSI.

5.3.3.4.2. KoarnyecTBO BXOIOB B 3JaHHE JOJ/DKHO OBITh MHHUMAIBHBIM U
OTBeUaromnM ()YHKIIMOHAIBHBIM U 3BaKyal[MOHHBIM TPEOOBaHUSIM.

5.3.3.4.3. TIpoTHuBOMNIOKAPHBIE MEPONPHUSITHS MPEyCMATPUBAIOTCS B COOTBETCTBUU C
TpeboBanusmu DenepanpHoro 3axkoHa ot 22 wmrons 2008 r. Ne 123-®3 «Texauueckuit
peryiaMeHT o TpeboBaHusX ToxkapHoW Oe3omacHocThy, CHull 21-01-97* «IloxapHas
O6e3onacHOCTh 37aHuii u coopyxeHui», CHull 31-06-2009 «OOGmiecTBeHHbIE 3/1aHUSI U
coopyxenusi», HIIb 110-03 «llepeueHr 3maHUN, COOpPYKEHMI, TNOMELIEHUN U
000pyOBaHHUS, MOJICKAIINX 3aMUTE ABTOMATHYECKUMH YCTAHOBKAMH MOXAPOTYIICHUS U
aBTOMaTH4YecKou noxkapHol curHanuzanuein», HIIb 88-2001 «YcraHOBKM MOXKapOTyIIEHHUS
U curHaym3anuu. HopMbl U mipaBuiia IpOEeKTUPOBAHUS», & TAKXKE B YaCTH TPEOOBAHUN, UMU
HE OXBAuU€HHBIX, - B COOTBETCTBUU C JPYI'HMMH JCUCTBYIOIIUMU HOPMATHUBHBIMU
nokymeHTaMu. CTeneHb OTHECTOMKOCTHU 37aHui ToJpkHa ObITh He HUke Il mo CHull 21-01-
97*.

5.3.3.4.4. ABTOMAaTHYECKOU MOXKAPHON CHUTHATM3AIMEN JTOIKHBI 000pPYI0BaThCS BCE
nmoMmerieHus (B TOM  4YHCIE€ KOPUAOPHI H  XOJuibl). HeoO0XoaumMocTh — 3aluThl
ABTOMAaTUYECKUMHU YCTAHOBKAMHU MOXKAPOTYIICHUS 37aHUN, COOPYXCHUH, MOMEIICHUN U

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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00OpyIOBaHHS CIENyeT ONpeAensaTh B cooTBeTcTBUM ¢ TpeboBanmsimu HIIB 110-03
«Ilepedyenn 3MaHUM, COOPYXKEHHH, MOMEIIEHUI M OOOpPYAOBAaHUS, TMOIJICKAINIMX 3aIIUTE
aBTOMATHMYECKUMH YCTAaHOBKaMU TMOXKAPOTYIIEHUS M  aBTOMAaTUYECKOM  MOXapHOMH
curHanmmsanuein», HIIb 88-01 «YcranHoBKM mokapoTylieHus W cHrHainusanuu. Hopmsl u
IpaBHJIa TPOESKTHUPOBAHUS.

5.3.3.4.5. B 3panusax 1HOK crexyer mpeaycmaTpuBaTh EHTPATHU30BAaHHYIO CHCTEMY
OTIOBEIIEHUS O TIOXKApe W JAPYTrUX KPU3HCHBIX cUTyanusX. [Ipu mpoeKTHpoBaHUM JAHHBIX
cucteM creayeT pykoBojcTtBoBaThesa TpeboBanusmu ['OCT 12.1.004-91 «Cucrema
cTanaapToB Oe3onacHocTH Tpyna. [loxkapHas 6e3omacHocTh. OO1IE TPEOOBAHUS Y.

5.3.3.4.6. [Iytn »Bakyaruu, a TakKe paCIOJIOKCHHE 3BaKyallMOHHBIX BBIXOJIOB
JIOJDKHBI POCKTUPOBaThes B cooTBeTcTBUU co0 CHuII 21-01-97* «IlokapHast 6€301acHOCTh
3mannii 1 coopykenuit» 1 CHull 31-06-2009 «O061ecTBeHHBIC 31aHUS U COOPYKCHHS.

5.3.3.4.7. IIpoTuBonokapHple TpeOOBaHMUS K BCTPOCHHBIM CTOSHKaM aBTOMOOHUIIEH
ciemyet npuHUMaTh B cootBeTcTBUU c0 CHUlI 21-02-99* «CTOSIHKM aBTOMOOWMITCIH».

5.3.3.5. TpeboBanus k odopmienuio [[OK (o6s3atensusr k [JOK | kaTeropuu, k
OCTaJIbHBIM KaTeTOPUSIM HOCSIT PeKOMEH IATEIbHBINA XapaKTep):

5.3.3.5.1. [Iyte ot ocTaHoBOK oOmecTBeHHOTO TpaHcmopra A0 I{OK momxkeH ObITH
000pyZIOBaH COOTBETCTBYIOIUMU HWH(GOPMAIMOHHBIMH YKA3aTEJsSIMU, BBIMIOJTHCHHBIMUA B
KopropaTuBHOM ctuiie Ob1iecTsa.

5.3.3.5.2. lUenrpansubiii Bxoa B 3manue [IOK momken ObITh 000pyI0BaH BBIBECKOM
«entp oOcnyxuBanus knueHtoB ¢umuana OAO «MPCK Ilentpa» - «Ha3Banue
¢dbunrana»y, BHIMOJTHEHHOW B COOTBETCTBUU C KOPIOPATUBHBIM cTHiIeM odopmicHus. B
3aBUCUMOCTH OT apXWUTEKTYphbl 3[aHUSI BO3MOXKHBI JBa BapuaHTa BbiBecku LleHTpa
0OCTy>KUBaHUS: HEMOCPEJICTBEHHO HAaJ BXOJHOW IBEPHIO WM Ha (PPOHTAIBHOW YacCTU
HaBeca HaJ| KPBUIBIIOM.

5.3.3.5.3. Ecnu Ha muiomanke [{eHTpa oka3piBaeT CBOM YCIYrHM KOMITAHUS-YYaCTHHK,
TO Ha IEHTpadbHOM dacaie 37aHUS WIM B 30HE «BXOJHOW TPYIIBD JOJDKHA OBITH
pa3MmenieHa HWHQOpPMAIMOHHAs TaONW4yKa, CoAep)amias HAaUMEHOBAaHWUE OpraHU3aIuu-
yuactHuka L{OK c ykazanueM ¢popmbl COOCTBEHHOCTH.

5.3.3.5.4. Kaxxmas KOMIaHUSA-YYaCTHUK JOJDKHA OBITH IPEJCTaBIICHA OTACIBHOM
Tabnuukoi. TaOGnuuku JOHKHBI OBITH BBITIOJIHEHBI B €IMHOM CTHJIE M paclojiaratbcs B
HETIOCPENICTBEHHON OJIM30CTH JAPYT K APYTY.

5.3.3.5.5. Undopmarmonnast tabiuuka o pexume paborel LHOK odopmiusercs B
COOTBETCTBUU C KOPIHOPATHUBHBIM CTHJIEM OGOPMIICHHUS U Pa3MENIaeTcss Ha IEHTPAIbHOM
(dacane 3manus Wik Ha BXoaHOHM aBepu nomernieHus [{OK.

5.3.35.6. [To myrm K TOMEHICHUSAM [JIsi TIpHUeMa TIOCETUTENEH  JOJKHBI
pacmoyaratbCsi ykKazaTelld Tpoxojia, O(OpPMIICHHBIE B COOTBETCTBHU C DJIEMEHTOM
HapYXKHOU PEKJIaMbl KOPIIOPATUBHOTO CTHIIS.

5.3.3.5.7. Bxog B o¢ucel pabOTHUKOB U KOMIIAHMI-YYaCTHUKOB JOJIKEH OBITh
o0opynoBaH MH(DOPMAITMOHHON TAOIUYKOW C MEPEYHEM YCIYT M BOIPOCOB, IO KOTOPHIM
BesieTcs mpueM. Tabmnuka opopMIISIETCS COTIIACHO KOPIIOPATHBHOMY CTHITIO.

5.3.4. TpeboBanus k ocHamenuto LIOK obopynoBanuem.

TpeboBanus k ocHamenuto L{OK ¢unmnana OOmecTBa TUIIOBBIM 000pYJOBaHHEM U
MeOeIbIo MpUBEIeHbI B Ta0M. 9.
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Tabmuma 9
TpeboBanus kK ocHAIeHNIO 000pya0oBaHneM U Medesbio LIOK
Obopynosamme/ KonnuectBo Kareropus [IOK [Ipumeuanue
Mebenb
OobopynoBanue
Nudopmarmon- 1 mr. (B ciy4ae I NudopmanmoHHbIil ceHcop-
HBII CEHCOPHBIM | IIPEICTABICHUS  J10- HBIM KHOCK JI0JKEH obecrie-
KHOCK MTOJIHUTENBHBIX YUBaTh MpPeI0OCTaBIICHUE
yCIYT WU TPUCYT- TUTIU3UPOBAHHON  WH(DOP-
CTBUSL  KOMITAHUM- MaIu NOTPEOUTENSIM YCIYT
y4yacTHHUI[ Ha ILIO- KOMIAHUM;,  WHpOpMAIHUI
manke llentpa 06- JOJKHA aKTYyalIu3upOBaTHCS
CILY>KMBaHUS1) €XKEHE/IeTbHO U 0TOOpaKaTh
Haubosee BOCTPeOOBAHHYIO
CIPAaBOYHYIO HH(OpMAIIIO
00 ycmyrax kommanuu. UH-
(GOpMaIMOHHBIIT KUOCK MO-
XKeT OBbITh pa3MelleH B 3ale
0’KMJIaHUSI KJIMCHTOB
Cucrema 3J1ek- 1 mr. (B ciyuae I Cucrema 3JI€KTPOHHOM Oue-
TPOHHOM ouepenu | MPEeACTaBICHUS J0- peau — cucreMa Mporpamm-
MIOJIHUTENBHBIX HO-alMapaTHbIX  CPEJICTB,
yCIyr WIW MPUCYT- NO3BOJIAIOIIAS  ONTUMH3HU-
CTBUSL  KOMITAHUM- pOBaTh YIpaBJICEHUE MOTO-
y4acTHHUI[ Ha IUIO- KaMd U OuYepelsMU MOTpe-
manke llentpa 06- oureneii B I[OK. Cucrema
CITY>KMBaHUS1) JJIEKTPOHHOW OdYepennu Mo-
XKET ObITh WHTETPUPOBAHA C
MH(OPMALIMOHHBIM CEHCOP-
HBIM KHOCKOM
IlepcoHanbHbIN mo 1 wmT. Ha pabot- I, Hull Ha xommbrorepe mOIKHBI
KOMITBIOTED Huka [JOK OBITh yCTAHOBJICHBI CTaH-
JapTHbIE TPWIOKEHUS U
o0ecrieyeH JOCTYH KO BCEM
KOPIOpaTUBHBIM HH(pOpMa-
IUOHHBIM CHCTEMaM, KOTO-
pble HEOOXOAUMBI IS Kade-
CTBEHHOTO WCIIOTHEHUS
JOJDKHOCTHBIX ~ 00sI3aHHO-
cren
Tenedonnslii an- | 1 mT. Ha pabOTHUKA I, Hulll Tenedonusie anmaparsl
rapar LHOK JIOJKHBI MOJJEPKUBATH
BO3MOXXHOCTH yCTaHOBJICH-
HOoii B OOmecTBe/dhunmane
muan-ATC:  mepeanpeca-
LMI0O BBI30BA, YyJAEp:KaHUE
JUHUU U KOH(EPEHI[-CBS3b,
a TaKKe OIpEAEIeHUE HO-
Mepa

CTO
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Obopynosarnue/ KommuectBo Kareropus LIOK [Ipumeuanue
Mebenb
Muorodynkmnuo- | He menee 1 mr. Ha I, HHulll YeTpoiicTBO TOKHO 0bec-
HaJIbHOE KOMUPO- | CTPYKTYpPHOE  IOJ- ne4yuBaTh CKOPOCTh II€YaTH
BaJIbHO-TICYAaTHOE | pa3zesieHue (xomupoBaHus) HE MeHee 25
YCTPOMCTBO CTpPaHMI] B MUHYTY B Y€pHO-
OeIIoM peXrMe
CxopoctHoii cka- | KonuuecTBo eauHMIL I, I ulll Jns ckaHupoOBaHMS IaKeTa
HEp o0opynoBaHus JOKYMEHTOB IO 3asBKaM Ha
onpezensercs B 3a- oka3zaHue yciyr. CKopocTh
BUCHUMOCTH OT KOJH- CKaHHUPOBAaHUSA B LIBETHOM
YecTBa PaOOTHHUKOB pexume — He Menee 17 crp.
IHOK wu 3asBOK Ha B MUHYTY, CKOPOCTb CKaHH-
OKa3aHue YCIyT, I0- poBaHUSI B  YepHO-OeIoM
crynatonux B L{OK, pexume - He MeHee 34 cTp.
HO He MeHee | mmT. B MUHYTY
Ha [JOK
[{BeTHOI npunHTep | 1 wT. lull Jns mewatum paznaTro4HOro
MaTepuana uis noTpedute-
nen
YcrpoiicTBa st 1 mr. I Jsg  meMoHCTpauu  posiu-
BBIBOJIa BU3YaJIb- KOB MoTpeduTenelt ¢ HeoO-
HOU MHpOpMAITIH XOMUMOW HWHGpOpPMAIHEH 0
(rutazmenHas ma- KOMIIaHUH, OCHOBHBIX YCIy-
HEJlb, MOHHUTOD, rax, mpoueaype TeXHOJIOTH-
T.J.) YECKOro  MpPUCOEINHEHUSs,
Tapudax, a TakKe UMHUDKE-
BBIX POJIMKOB
Kaccospiii anna- | 1 . Ha [JOK I (Il 11 st otme- | st mpueMa OIIaThl yCIyr,

paT Wiu TepMHU-
HaJI JUIsl Ipuema
OIJIaThI YCIIyT

JICHU 3HEeprocObITa)

B TOM YHCIIE 110 JOTrOBOpam
Ha OCYILECTBJICHUE TEXHO-
JIOTHYECKOr0 IIPUCOEAUHE-
HUs, Ha OKa3aHHUE JIOIOJIHU-
TEJIbHBIX YCIIYT

Mebeanb
Cron pabounii ¢ Isall Cron nomkeH oTBeyaTh 00-
TyMOOM UM TpeOOBaHUSM SPrOHO-
™ He menee 1 wr. Ha H P P
MUKH, UMETh TyMOY C BBI-
Ka)KJ10ro paboTHUKA
JMBUKHBIMU ~ SIITAKAMH, 3a-
MUPAEMBIMH Ha KIIIOY
Kpecno obucroe |1 mT. Ha Kaxaoro I, Iu
paboTHUKa
[xad ms omex- lull [lIxkad nomxeH obecnedn-
bl BaTh pa3MeEIICHHE BEpXHEH
g He menee 1 mrt. Ha 4 p Hl p
OJISKIBI M TOJOBHBIX YOO-
pabOTHHKOB
poB He MeHee 4-X paboTHH-
KOB
Mxad nns moky- lull [Ikad nomkeH coaepKaTh

MECHTOB

He menee 1 mr. Ha 4
pabOTHHKOB

3alMparolmyecss Ha K04
TyMOBl UIS XpaHEHUs J0-
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Obopynosarnue/ KommuectBo Kareropus LIOK [Ipumeuanue
MeOenb
KYMEHTOB
Cryn ns moce- He menee 1 mr. Ha I, HHulll
TUTEIS Kaxsioe pabouee me-
CTO, MpeAHa3HAYCH-
HOe IS puéma To- Ctyn 1isi KIMEHTOB TIONY-
CETUTEIIEN, HE MEHEE MSATKAA
1 mT. Ha KaxapIx 2
YyeJoBeKa  CpelHel
ouepeau
Crox ni1g noce- He menee 2 mT. Ha |
TUTEJIS IHOK Crout my1st 3anioaHEHHS GopM
He menee 1 wmT. Ha I JIOKYMEHTOB
[HOK
Ceiid I1o HeoOxoaUMOCTH
Tymb6a noj opr- ]l mr. Ha KaxIyro I, 1l
TEXHHUKY €IMHUILY OpPTTEXHHU-
KH
Crenn unpopma- | He menee 2 mir. I Crenn  uHGOpPMaMOHHBIN
IIUOHHBIH I, Hl NpeJHa3HayeH Ui pa3Me-
HACTCHHBIN nieHuss  UH()OPMAITMOHHBIX
He menee 1 mr. MaTepuaioB, pa3bICHEHUH,
00pa3ioB 3amojaHEHUs J0-
KYMEHTOB, BU3HUTOK U T.JI.

5.3.5. TpebGoBanus Kk nepeyHio nHGpopMaIum, pazmeniaeMoi Ha miomaakax [JOK:
5.3.5.1. Hudopmanus, obOs3arenpbHas K pa3MENICHWIO Ha WHQOPMAIMOHHBIX
HACTEHHBIX CTCH/IAX:

— wMuccus u neHoctu OAO «MPCK Ilentpay;

— mnonutuka B oomactu kauectsa OAO «MPCK ILlenTpay;

— mnonuTtuka B obmactu pabotsl ¢ knuentamu OAO «MPCK Ilentpay;
— HoBoctu OOuIecTBa,;

— uHpopMaIys 0 TPOBOJUMBIX aKIUAX, MEPOTIPHUSITHSIX;

— KOHTaKTHas MHpopManus JlenaprameHTa B3auMOAeHCTBUS ¢ KiiMeHTaMu, Jlenap-
TaMEHTa TEXHOJIOTMYEeCKoro npucoeauHenus: O01ecTna;

- I/IH(I)OpMaHI/IH MO0 TCXHOJOTNYCCKOMY ITPUCOCTUHCHUTO,

— TIOCTAHOBJICHHE PETHOHAIBHOTO YTPABJICHUS PEryinupoBaHus Tapudos o0 ycTa-
HOBJICHUHU TapU(OB Ha TEXHOJIOTHYECKOE TPUCOCANHEHUE;

— Tapu@bl HA DIECKTPOIHEPTHIO;

— uwHpOpMaIHS O TOTIOTHUTEIBHBIX YCIIyrax;

— wHpOpMAIHS T0 KOMMEPYECKOMY YUETY JIEKTPUIECKON SHEPTUH.

5.3.5.2. Undopmanus, odsa3arenbHast K pa3MeIIeHUI0 (BEPTYILIKH, CTOWKH, CTOWKA
aJIMUHHCTPATOPA U JIp.):

—  JIOKYMEHTHI, HEOOXOMMBIE ISl 3aKITFOUEHUS IOTOBOpa SHEProCHA0KEHUs (KyTI-
JU-TIPOJIaXKu (IMIOCTABKU) IEKTPUUECKON SHEPTUH (MOIIHOCTH)), MOPSAIOK €0 3aKIIOUCHHUS,

CTO
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a TaKKe MOPSAAOK MOIYYeHUsI HH(POPMAIIH O COCTOSIHUU MPOIecca 3aKII0UEHHUs JOTOBOPa C
notpeduTenaeM (IoKymnaTeaem);

— ¢opMBl JT0TOBOpa SHEProcHabKeHUus (KYIIU-TIPoaaku (TTOCTaBKH) dJICKTpUUE-
CKOM dHEpruu (MOILIHOCTH));

—  Crangapt OAO «MPCK Llentpa» Cuctema eHTpaIU30BaHHOTO OOCTYKUBaHUS
notpeduTenent ycuyr;

— TIOPSAOK U yCIOBHSI BHECEHUS TUIATEXKEW MO JOTOBOPY dHEProcHaOKeHus (KyTi-
JTU-TIPOJIaXKH (TIOCTaBKH ) SJEKTPUUECKONU SHEPTUH (MOIIIHOCTH));

— MOPSIOK U YCJIOBHSI IIpHeMa MoKa3aHu MpUOOPOB ydyeTa M MOCIEACTBUS BHIBOIA
U3 CTPOs MPUOOPOB yUeTa TUO0 OTCYTCTBUS MPUOOPOB yUETa;

—  BO3MOXHBIE MOCJEACTBHUS HapyIICHHs] 0043aTEeNIbCTB MO OIUIATe IEKTPUUYECKOM
SHEPTUU B BUJIE BBEJICHUS IMOJHOTO U (WJIM) YaCTUYHOTO OTpaHUYEHUS] PEeKHMMa MoTpediie-
HUS DIIEKTPUYECKON DHEPTHH, a MO 3ampocy MOTpeOuTeNnss — pa3Mep 3aA0DKEHHOCTH 0
OIIJIaTe AIIEKTPUUECKOMN SHEPTHUH;

— pasMep U MOPSA0K pacyeTa CTOMMOCTHU AJIEKTPUUECKON IHEPTUH;

— MOPSIOK MoAauu oOpalleHui, IPEeTeH3Mi 1 Kajlod Ha AeUCTBHS TapaHTUPYIOLIEe-
ro IMOCTaBIIHKA,;

- I'pa(bI/IKI/I IUIAHOBBIX OTKJIFOYCHHUM QJICKTPOSHCPI'NH,

— AKTYaJIbHbIC HOPMATUBHBIC AOKYMCHTBI, PCTIAMCHTHUPYIOIINUC ACATCIIBHOCTL ITO
TCXHOJIOTUICCKOMY ITPHUCOCANHCHUIO,

—  TIpaiC-JIUCT HA JOMOJHUTEIILHBIC YCIYTH;
— wuHpopmaIus 006 SHEProcoOEPeKCHUH 1 SIHEProOE30MaCHOCTH;
— pa3JaTOuYHBIC MATEPUAIIBI;

— 00pas1bl 3aMoHEHHs 3asIBOK Ha TEXHOJOTUYECKOE MPUCOECTUHEHNE U JIONOIHU-
TEJIbHBIE YCIIYTH;

— OJIaHKHM 3asIBOK H Kajio00;
—  OINPOCHBIC JIUCTHI, AHKETHI;

— KHUTA OT3BIBOB U MPEIOKEHUH.

5.4. TpeboBaHus K 3204HOMY OOCITY>KUBAHHIO TIOTPEOUTENEH YCIYT.

5.4.1. TpeboBanus k opranuzanuu call-nentpa:

5.4.1.1. llenvto call-uentpa sBAsieTcss mMOBbIIEHHE 3()PEKTUBHOCTH MNPSAMON U
oOpaTHOM cBsi3ed KOMMAHUM C MOTPEOUTENSIMH YCIOyr s oOecreueHus: JOSUIbHOCTU
norpeduteneir O6mecTBa.

5.4.1.2. 3agauu eaunoro koproparuBHoro call-neatpa O6mecTBa:

— Ka4eCTBEHHOE OOCITY)KMBAHHE BCEX BXOSIINX BBI30BOB OT MOTPEOUTENCH YCIyT
1o BceM Borpocam aesrenbHocTi O0mectsa u ero [130;

— aapecHoe MHGOPMHUPOBAHUE MOTPEOUTENEH yCayr, B TOM YUCIIe aBTOMH()OPMHU-
poBaHHE (aBTOOO3BOH, SMS-PACCHUIKA), MO TUTAHOBBIM M aBAPUIHBIM OTKJIFOUEHUSM dJICK-
TPORHEPTUU B 30HE OTBeTCTBeHHOCTH OO1I1ECTBA;

—  OCYUIECTBJICHHWE HCXOJSIIMX BBI30BOB B LEJISAX MPENOCTaBICHUs] OTBETa MO 3a-
MpOCy MOTpeOUTeNsl, MPOBEACHHS OINpoca MOTPEOUTENEH YCIyr i W3y4eHUs PBhIHKA TO0-
TEHUUAJIbHBIX JIOMOJIHUTEIBHBIX CEPBHCOB, MEPCIEKTUBHBIX HAIMPABICHUM pPa3BUTUSA KIU-
EHTCKOI0 CepBHCA KOMIIAHUH, YJOBJIECTBOPEHHOCTH MOTPEOUTEIEH KAYeCTBOM YCIIYT,
npenocrabisgemMbix O6miectBoM u ero J130.

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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5.4.1.3. Ins onTEMAaIbHOTO 3a0YHOTO CEPBHCAa B KOMIIAHUH, C YYETOM CHEIU(PUKU
paboOThl AIEKTPOCETEBOTr0 KoMIuiekca, paboTHuku call-uientpa mnpeacrasnenst J[30,
BXOAAIIMM B CTpyKTypy OOImecTBa, a TexHuueckas uHbppactpykrypa Ccall-nenrpa
HaxoauTcsl B coocTBeHHOCTH OO11ecTBa.

5.4.1.4. ina obecrnieueHuns] OJHOW TOYKU JIOCTyMa 3a0YHOTO CepBHca MO TeledoHy
OpraHu30BaH €IUHBI MHOTOKaHAIbHBIN Tenedonusiii HOMep call-entpa «8-800-50-50-
115» B 30He oTBercTBeHHOCTH OOIEecTBa. 3BOHOK Ha E€IUHBIN TeIePOHHBIA HOMEP
OecruiaTHBIN 151 aDOHEHTA.

5.4.1.5. Pexxum paboTsl call-ieHTpa ocyIecTBIseTcsS KPYTriIOCyTOUHO 0€3 BBIXOHBIX
B (opmaTe 24x7x365. DtoT dopmar paboTel obecmeunBaeT 1-1 nuHus momdepxkku call-
HEHTpa.

5.4.1.6. Ina paboThl €IMHOTO KOpPHOpaTHBHOTO call-lieHTpa opraHu3alMoOHHAS
ctpyktypa call-nenrpa momkHa OBITH TEPPUTOPHATIBHO PACIPEICICHHONM B 30HE
orBeTcTBeHHOCTH OO111ecTBa (puc. 2):

- 1-s1 uHMs oanep kK — onepatopsl call-entpa Ha yposae 30, Bxosiero
B cTpyKTYypy OOI11ecTBa;

- 2-1 NUHHS TOANEpKKH — onepartopsl Call-ienTpa Ha ypoBHE ¢ummanos
OO6miecTBa B CTPYKTYpE YNPaBICHUM B3aUMOICUCTBUS C KIIMCHTAMU,

- 3-5 TUHUS TOAJIEP)KKU — PaOOTHUKU CTPYKTYPHBIX MOJApa3/IeIeHUN (uiranion

OOiecTBa. Mompebumens ycnye

& 8-800-...

Ha ypoBHe ayTcopcuMHroBom Onepamopbl Call-ueHmpa
KOMNaHUu

1 nuHuAa nododepiKu

Ha yposHe dunnnanos Ob6wecTsa
B cocTaBe YnpaBneHui
B3aUMOZENCTBUSA C KaAUeHmamu

Onepamopel Call-yeHnmpa ¢punuana

2 IUHUA N0O0epPHCKU

Ha ypoBHe BHewHux 1 BHyTpeHinx  COMpPyOHUKU nodpa3sodeneHuii gpunuanos
nogpasgeneHnn duananos

3 nuHuUA Noo0depicKuU

5.4.1.7. Bce 3BoHKHM, TocTymawomue Ha enuHbid Homep call-nientpa OOmiectsa,
peructpupytorca u obpabateiBatorcsi B SAP CRM ¢ ucnonb3oBaHHEM NPOrpaMMHOTO
obecrieuenus call-entpa.

5.4.1.8. Ilpu moctyruieHnn 3BOHKa Ha Homep call-mieHTpa cucrtemoil ayauosamucu
MPOU3BOJNTCS 3alKCh TEICPOHHBIX TIEPEroBOPOB C abOHEHTaMH, O dYeM aOOHEHT
YBEJIOMIISICTCS] B HaYaJIe pa3roBopa.

5.4.1.9. TumoBoil anTOpUTM 3a0YHOTO OOCIYXHBAHHUS IMOTpeOUTENeH yCIyr Mo
TeneoHy mpuBeneH B npuioxeHnn Ne 4 x HactosimeMmy cranfapty. OCHOBHbBIE (YHKITHH
call-uenTpa a1t onTUMU3aNKK OM3HEC-TIPOLIECCOB 320YHOTO OOCTY)KUBAHHUS pacIpeIeeHbl

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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no ypoBHsM mnojuepxku call-tenTpa, pacnpenenenue mnpeacraBieHo B Tada. 10

HAaCTOAIICTO CTaHAapTa.

Taomuma 10

Pacnpenesienne pyHKumii 3204HOr0 00CIYKUBAHHS 110 YPOBHSAM MOJ/IEPKKH

OyHKIUS 3209YHOTO 00CTYKHBAHUS

VPpOBEHB MOIEPKH
call-uentpa

IIpuem u o00paGoTka BXOJAIIMX BBI30BOB C HCIOJIb30BaHUEM
UHTEPAKTUBHBIX  rojocoBbix MeHIO IVR-cucrembr  «Cucrembl
CaMOOOCITY’)KUBAaHUs»:  BBOJ ~ TEKyIIMX  IIOKa3aHMH  CUETUHKa,
OTCIC)KUBAHME  HUCIOJHEHUS  MPOLEAYypbl  TEXHOJOTMYECKOIO
IPUCOEIUHEHUS U T 1.

1-9 u 2-1 TUHUU
noanepxku call-uenrpa

[Ipuem, peructpauus U 00pabOTKa BXOAALIMX BBI30BOB  OT
oTpeduTeNnell yCIyr oneparopom:

10 BOIIpocaM OTKJIIOUCHUMN QJICKTPOSHECPTHUU u KadyeCTBa

1-s1 TUHUS TOACPIKKHU

AJIEKTPOIHEPIHH, JIOTIOJIHUTEIBHBIX CEpBUCOB (umanoB OOmiecTBa,
9HEProCcOBITOBON NIEATEITHHOCTH

AIIEKTPOIHEPTHU call-uenrpa
KOHTaKkTHass  WH(pOpMamus  MOApa3JeICHU  KOMIAHWHA W | 1-sI JIMHUS [TOIEPIKKH
KOMMYTaIHsI call-uenrpa
[0 BONpPOCAM  JIEATEIBLHOCTH KOMITAHMH: TEXHOJOTHYECKOTO
NPUCOEAWHEHUST K CETAM  KOMIIAHHHM,  HPUOOPOB  yueTa | 2-s JIMHHS HOIICPKKH

call-uentpa

[Ipuem oOparteHnit Ha TOJIOCOBOM «IIOYTOBBIN ALIUK» € MOCIEyIOMEei
peructpanue U oOpabOTKON BXOSIIMX BBI30BOB OT MOTpeOuTENEH

YCIIYT:

10 BOIIpocaM OTKJIFOUCHUM SJICKTPOSHEPT U u KadeCcTBa

1-s1 TUHUS TOAIEPIKKU

JNEKTPOIHEPTHH, JIONMOJHUTEILHBIX  CEPBHUCOB, JHEProcOBITOBOI
nesitensHocT punuanoB Ob1ecTna.

AJIEKTPOIHEPTHU call-rientpa
KOHTaKkTHass  WH(pOpMamus  MOApa3JeeHU  KOMIAHWKM W | 1-sI JIMHUS [TOUIEPIKKA
KOMMYTAIIHsI call-rientpa
0  BOIPOCAM  JIEATEIBHOCTH KOMITAHHHM: TEXHOJIOTHYECKOTO
NPUCOEANHEHUST K CETAM  KOMIIaHWHM,  Opubopam  ydera | 2-s JIUHHS HOAICPKKH

call-tentpa

OcyiecTBieHre  UCXOASIIMX  BBI3OBOB I yBEIOMIICHHUS
notpeOuTeneil MiaM MpeaocTaBiIeHuss MHGOPMALUU 10 OOpalleHUIo
noTpeduTeNs

1-9 1 2-9 TuHAN
noanepxku call-iienrpa

[IpoBeneHue 1eneBbIX OMPOCOB MO TeleQOHHOMY KaHANy CBSI3U JUIS
W3y4YEHUS:

PBIHKA MOTEHIIUATBHBIX JOMOTHUTEIbHBIX CEPBUCOB,

MEePCIEKTUBHBIX HAMNPABJICHUA pPa3BUTHS KIUEHTCKOTO CEpBHCA
KOMITIaHUH,

yJIOBJIETBOPEHHOCTH NOTpeOUTENEH KaueCTBOM OKa3bIBAEMBIX yCIyT

1-s1 TUHUS TTOIEPIKKA
call-uentpa

OHOBeH_[eHI/IC KPYITHBIX HOTpC6HTeHCI>'I OJICKTPOOHCPI'UH, COBITOBBIX
opraHmauHﬁ O IIJIAaHOBBIX U aBapI/II)’IHLIX OTKIIHOYCHUAX

| TUHYS TOIIEPKKH
call-tenrpa

NudopmaninonHoe B3aUMOAEHCTBHE C ONEPATUBHBIM TMEPCOHATIOM
Llentpa ympaBieHHsl CETSMH, OINEPATUBHO-AMCIIETYEPCKON CITYKOBI
[1O, omeparuBHO-nucneruepckor rpynnsl POC npu aBapuiiHBIX H
IJIAHOBBIX OTKJIFOUYEHUSX DJIEKTPOIHEPTUU

1-s1 TUHUS TTOIEPIKKA
call-uentpa

ABTOMH(GOPMHUPOBAHHWE  TOCPEICTBOM  aBTOOO3BOHA M SMS-

1-s1 TUHUS TOAIEPIKKH

OTOBEIIEHNsI O TUIAHOBBIX M aBapUHHBIX OTKJIIOUeHHSIX norpebutencii | call-nenrpa
CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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OyHKIUS 3209YHOTO 00CTYKHBAHUS

YpoBeHb OAEPKU
call-ienrpa

ANEKTPOIHEPTUU

ABTOYBGI[OMJ'IGHI/IC IMOoCpCACTBOM aBTOO03BOHA U SMS-O1oBeICHUA
IIpHU OCYIICCTBJICHUN TCXHOJOTMYCCKOIr0 NpUCOCINHCHHA, UCITOJTHCHUN
JA0roBOPOB OKa3aHusAd yCJIyr U T.J.

2-51 IMHUS TTOIJIEPIKKH
call-uentpa

Axrtyanu3anus 0a3bl JaHHBIX 110 OOPAIICHUSIM U KOHTAKTHBIM JJAHHBIM

norpedurenent yciuyr

1-9 u 2-9 1uHUU
noiepskku call-nentpa

5.4.1.10. TpeboBanusa xk GpyHKIMOHATY eauHOTO call-ieHTpa

HaCTOAIICTO CTaHdapTa.

npuBeqeHbl B Tabm. 11

Tabmuma 11

DyHKIHOHAJbHbIE TPeOoBaHus K exuHoMmy call-uenTpy OémecrBa

Monyns/pyHkuus

Onucanue

ba3oBble TpeboOBaHMsI

IIpuem wu
BXOJAIIUMHA
a00OHEHTOB

yIpaBJeHUE
BbI30BAMU

TexHUYECKass BO3SMOXKHOCTh TIPUEMa U YIIPABJICHHS BXOISAIINMHE BbI-
30BaMH IOTpPEOUTENICH YCIIyT: Nepeajpecanus, yaepKaHue, COeIH-
HEHUE, MEePEBOJT BBI30BA HA IPYIHX PaOOTHUKOB, OpraHU3aIlis KOH-
dbepeHmu

OcymiecTBieHne u
YIPaBJIICHUE HMCXOISIIUX
BBI30BOB aDOHEHTaM

TexHudeckass BO3MOYKHOCTb OCYIIECTBJICHMS W YIPAaBICHUS HCXO-
JIIMX BBI30BOB a0OHEHTaM: Iepeajpecanys, yaepKaHue, coeIuHe-
HUE, TIePeBOJI BHI30BA HA JIPYTHX paOOTHHKOB, OpraHU3aIus KoH]e-
peHLuu

DyHKIMSA  ONpPENeTICHUs
Homepa (ANI - Automatic
number identification)

@DYHKIMS TO3BOJSET ONPEACIUTh HOMEP, ¢ KOTOPOTO IMPOHU3O0IIEI
BbI30B. Ecnn aOoHEHT 3aperucTpupoBaH B 0a3e KOHTPAreHTOB, TO B
MOMEHT TOCTYIUICHHSI 3BOHKAa OMNEpPaTopy MPOUCXOIUT BBIBOJ HWH-
dbopmarmonHoro coobmienus Ha APM oneparopa ¢ KOHTaKTHBIMH
MaHHLIMHA aOOHEHTA

[Tpuem romocoBbIX €O00-
IMIEHUH Ha TOJIOCOBOM
MOYTOBBIM SIIHK

Moyib roJ0coBOM MOYTOBBIN SAIIMK ITO3BOJIIET OCTABIATH aJipecaTy
roJI0cOBO€ COOO0IIeHNE a0OHEHTOM TeIe(OHHOH ceTn

CucreMa HHTEPAKTUBHOTO
rosiocoBoro mexio (IVR)

Cucrema npeaBapUTENIbHO 3alMCAHHBIX T'OJOCOBBIX COOOIIEHUH,
BBINOJIHSAONIAs (QYHKIMIO MapLIpyTHU3alUU 3BOHKOB IO KaTerOpUsM
BHYTpH call-ieHTpa, nonb3ysce MHpopManueil, BBOAUMONW aOOHEH-
TOM C MIOMOIIIO TOHAJILHOT'O Habopa

Cucrema aBTOMATHYECKO-

rO pacrpeleieHns 3BOH-
xoB (ACD)

B ¢yHKuu cucreMbl BXOAAT pacnpezesieHue 3BOHKOB 10 TesieoH-
HBIM OYepeasM, MOUCK CBOOOJHOIO OIEeparopa, IOMOJHUTEIbHBIC
BO3MOYHOCTH, CBSI3aHHBIE C PACIPEIEICEHUEM 3BOHKOB CPEAM IpyII-
bl ONEpPaToOpoB, MOAJEPKKA PA3TUUYHBIX (OPM B3aUMOAECUCTBHUS
orneparopa ¢ abOHEHTOM B COOTBETCTBHU C 3aJlaHHBIMH OH3HEC-
IpaBUJIaMH, BKIIIOYas MpecTaBlIeHue Heo0XoauMoi nHdopMau B
ABTOMATUYECKOM PEXKHME

Aynuo3anuce  TenedoH-
HBIX TIEPETOBOPOB

Cucrema ayano3anucy npeiocTaBiIsieT BO3MOKHOCTh OCYILECTBISATh
ay/IM03aMiCh BCEX BXOSIIUX W UCXOMISIIMX Pa3rOBOPOB C aOOHEH-
TaMHd, B TOM 4YHCIIe TIepeaJipECOBAHHBIX ONEepaTopaMu Ha PaOOTHH-
KOB KOMIIaHUH, U TIPUBSI3Ka (aiiia ¢ ayIn03amrchio pasroBopa K 00-
pamenuto (mokymenty) B CRM-cucreme. Cucrema Takke JOJDKHA

CTO
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Monyns/GyHKIus

Onucanue

o0ecrieynBaTh: MOUCK 3alHCEH Pa3rOBOPOB yepe3 CHCTEMY (HIIb-
TPOB; MPOCIYIINBAaHHE Pa3TOBOPa BO BCTPOCHHOM IIPOUTPHIBATEIIE;
BO3MOXKHOCTb 9KCIIOPTa 3allUCH pa3roBopa B (aili; ycTaHOBKY IIpa-
BWJI 3aIlFCH Pa3rOBOPOB; XpaHEHHUE 3allMCell; apXUBHUPOBAHUE 3allH-
ceil mo rpaduKy HMIM MO KOMaHIEe aAMHHUCTPATOPa; YCTAaHOBKY
OTpaHMYCHHUS] BPEMEHHU XpAaHECHUS 3alnCei.

Moaynb OTYETHOCTH U
CTaTHUCTUKH

Cucrema mpenocTaBiIseT BO3MOXHOCTh OTCIEKHUBATH MapamMeTphl
BBI30BOB:
KOJIMYECTBO BXOISIINX/HUCXOSAIINX 3alIPOCOB;
KOJIMYECTBO 3alPOCOB, 3aKPBIThIX cucTeMoi IVR;
KOJIMYECTBO 3aMPOCOB, 3aKPBITHIX orepaTtopoM call-tientpa;
KOJIMYECTBO MapLIPYTU3UPOBAHHBIX 3aMIPOCOB IO MOAPa3CICHU-
SIM; KOJIMYECTBO 3aIPOCOB B 00pabOTKeE;
MOJIHASL CTATUCTUKA TIEPEXO0/I0B 3aPOCOB U3 COCTOSIHUS B COCTO-
STHUC;
cpenHee BpeMs 00pabOTKH 3armpoca OnepaTopoM;
cpeaHee Bpemsi 00paboOTKHU 3ampoca IpYTUMHU TOpa3eICHUSIMH
OO61ecTBa B cilydae nepeajapecaluy BbI30Ba;
cpeaHee BpeMs UcIoib3oBaHus cucteMsl [VR.
[To yka3zaHHBIM MapamMeTpaM cucTeMa JoJKHA (OPMUPOBATH JIFOOYIO
TUIIOBYIO OTYETHOCTb, a TAaK)K€ MPEJOCTABISECT YIHOOHBIH WHCTPY-
MEHT JUIsI JOTIOJIHUTENbHBIX OTYETHBIX (POPM Ui aHau3a TPYI0eM-
KOCTH, 3aTPYKEHHOCTH, 3()(peKTHUBHOCTH pabOTHI ONIEPaTOPOB

Cucrema aBT0003BOHA

a00OHEHTOB

CucreMa MpenocTaBisgeT BO3MOXKHOCTh OCYIIECTBIISATh B aBTOMAaTH-
YECKOM pEeXUME HCXOISIINE BBI3OBBI TMOTPEOUTENSIM YCIYT U3
c(OpPMUPOBAHHOTO CIHCKA JUISI MPEIOCTABICHUS THITM3UPOBAHHOM
nH(OpMaIK B BUJIE TOJIOCOBOTO COOOIICHHS

Monyns Sms-cepBuca

Cucrtema Mo3BOJISIET UCMOJIB30BATh SMS-CEPBUC, B TOM YHCIIE SMS-
OIOBEUICHHE, SMS-yBeIOMJIEHHE TOTpeOuTeNnei

Cucrema 3amuTsl KOHU-
JICHIIMATBHBIX TaHHBIX

CucremMa mO3BOJISET OpraHu3oBaTh 3allUTy KOH(l)I/II[eHI_[I/IaJ'IBHLIX
JaHHBIX

TexHuueckass  BO3MOXK-
HOCTh HHTerpanuu call-
nentpa O6mectBa c call-
LHEHTpaMu APYrux Jo4ep-
HUX U 3aBUCHUMBIX 00-
mectB OAO «Xomnguar
MPCK»

B mepuon AKCTPEHHBIX U 4YPE3BBIUANHBIX CUTYAIlUi MpPU MHUKOBBIX
Harpy3kax Ha omepatopoB call-ientpa OOmecTBa n0KHA OBITh
obecrieueHa TexXHUYecKash BO3MOXXHOCTh paclpeenaTh (UId aBTo-
MaTHUYECKH TIepeaJpeCcOBBIBATh TPU 3aHATOCTH BCEX OIEPATOPOB)
BXOJISAIINE BBI30BHI Ha OMEpaTropoB call-IeHTpoB IpYrux CETeBBIX
nouepHux U 3aBUCHMBIX 0011ecTB OAO «Xomauur MPCK»

JlonosHuTEIbHBIEC TPEOOBAHUS

Cucrema HMHTEIIEKTyallb-
HOTO pacnpezneneHus
3B0oHKOB (ICM)

Cucrtema MHTEUIEKTYyaJIbHOM MAapIIPYTU3AIMK BbI30BA MO3BOJISIET 110
COOpaHHBIM M UMEIOIIUMCS TaHHBIM O TOTpeOHTEeNe O 3arpy3Ke JIu-
HUHW A ONIEPATOPOB — aJIpecalys BbI30Ba MO0 ONTUMAJIbHOMY MapIIpy-
Ty - IMHAMMYECKOE YIIPAaBICHUE IIPUOPUTETOM 3BOHKA B OYEPENH,
MaplIpyTH3allksl Ha OCHOBE YpPOBHS 3HAHMM ONEparopa, yCIOBHas
MaplIpyTU3alys BbI30Ba, MapLIPyTH3alUs BbI30BOB Ha OCHOBE JaH-
HBIX TOJy4eHHBIX OT cucteMbl CRM, n.1.1m.

Cucrema npeobpa3zoBaHus

Cucrema npeaoCTaBJIsICT BO3MOKHOCTDH a0OHEHTaM noJrydyaTb HH-

Tekcta B peub (TTS) ¢opmanuio ot Call-ientpa B ynoOHoMm g Bocnpusitus Buge. Cu-
crembl TTS umcnons3yroTcs, Korna npenocrapiseMas WH(opManus
CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Monyns/GyHKIus

Onucanue

MOTPEOUTEII0 UMEET YHUKAJIbHBIN, HE MOBTOPSAIOIIUICS XapakTep U
ee HeJb34 MPEICTaBUTh B Buje Habopa ¢pa3

Cucrema pacrno3HaBaHUSA
peun (ASR)

CucreMa MpemaoCTaBIsSIeT BO3MOXKHOCTh AOOHEHTaM IMPEIOCTABHUTH
uHpopmanuo komranuu uepe3 Call-nieHTp, HanpuMmep, s Mpeao-
CTaBJICHHSI TEKYIIUX MMOKa3aHUN MPUOOPOB yUeTa HIEKTPOIHEPTUU

Cucrema yIpexIaaromero
no3sona (PD - Predictive
Dialer)

Cucrema NO3BOJISIET ONTHUMM3MPOBATH MPOLEAYPY OpraHU3ALUU
MacCOBBIX HMCXOAAIIUX BbI30BOB. CHcTemMa CaMOCTOSITENIBHO YCTa-
HaBJIMBAET COEJMHEHUE ¢ A0OHEHTAMHU M3 CIIHCKA, ONPENENIAET «KHU-
BOI» OTBET U IIEPEAACT BBI30B ONepaTopy Wi Ha MoayJsb [VR

5.4.1.11. Ob6opynoBanue sl CO3AaHMs MPOrPaMMHOM M anmapaTHOW 0a3bl €AMHOIO
call-tentpa BBIOMpacTcs McxoAs W3 (YHKIMOHAJIBHBIX TpPeOOBAHWH, IMPHUBEICHHBIX B
Tabu. 11, u Bo3MoxkHOCTH MHTErpaiuu ¢ cymiectByrommumMu AC u AM 1ieneBoii moacucTeMbl
yrpaBiieHus: «KimueHTb.

5.4.1.12. Pabouee mecto omepartopa call-mentpa momkHO OBITH 00OpPYIOBAHO B
COOTBETCTBUU C TPeOOBAaHUSMHU yKa3aHHBIMU B Tabi. 12 HAacTOSIIETro CTaHaapTa.

Tabnuua 12

TpeGoBaHus K OCHaLEeHUIO padoyero Mmecra oneparopa call-uenrpa

Ob6opynoBanue pabouero
MecTa oreparopa

KonnuectBo

[Ipumeuanue

OobopynoBanue

[TepcoHanbHbBIN KOMITb-
10Tep

no 1 mr. Ha pa-
OoTHHKA call-
LIEHTpa

Ha kommbroTepe JAOMKHBI OBITh YCTaHOBJICHBI
BCE HEOOXOAMUMBIE CTAHIAPTHBIE MPHIOKEHHS.
TpeboBanust kK ABTOMATH3MPOBAHHOMY pabo-
yeMy MecTy oreparopa call-mentpa mpeacras-
JeHo B Tabm. 9

Tenedonnsiii annapar

1 wr. Ha pabort-
uuka call-iienrpa

TenedonHble anmaparbl JOJKHBI IOAJIEPKU-
BaThb BO3MOXKHOCTH ycTaHoBiIeHHOW ATC: me-
peazapecanyio BbI30Ba, yJEp)KaHWE JMHUU U
KOH(EpEeHII-CBA3b, a TAaK)Ke OMNpeJeseHHe HO-
Mepa

lapautypa

1 wT. Ha paboT-
nuka call-iienrpa

l'onoBHast rapHUTypa MpeacTaBiseT CcoOOM
KOMOWHAIIMIO HAYIIHUKOB M MUKpodoHa. ["ap-
HUTYpa JI0JDKHA 00ecredrBaTh 3alIUTy OT IO-
CTOPOHHHUX IIYMOB ITPH 00pabOTKe BHI30BOB

Me

0eJib

Cron pabounii

He menee 1 miIr.
Ha KaxJo0ro pa-
OOTHHKA

Cron 10mKeH oTBeYaTh OOMMM TpeOOBaHUSIM
OPrOHOMHUKH, MMETh TyMOY C BBIABM)KHBIMU
SIAKAMU, 3aITHPAEMBIMH Ha KITFOY

Kpecno oducnoe

1 mT. HA KaXXI0T0
paboTHHKA

HacronpHasa namia

1 wr. HA 1 pabo-

€€ MECTO

CTO
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5.4.1.13. ABToMaTu3upoBaHHOE pabouee MecTo oreparopa Call-entpa peanusyercs
B BHJIE IMPOrPAaMMHOIO OOCCIICYCHHS M TPEICTABISET COOOW BU3YaIbHOE TMPUIIOKCHUE
yIpaBJICHUS BBI30BAMU M TIOJYYCHHS JOTOJIHUTEILHOW WHQOpMAIMK O 3BOHKaX U
3arpocax.

5.4.1.14. APM omneparopa call-uentpa wuHTErpupyercs ¢  HEOOXOIUMBIMU
MHPOPMAIIMOHHBIMU CUCTEMaMH M 0a3amu JaHHbIX OOIIecTBa Il MUHUMH3AIMH BPEMECHU
0o0paboTku Bb3oBa.  DyHKIMOHAaNBHBIE TpeOoBaHuss kK APM omepatopa call-uentpa
NpuUBEACHBI B Ta0J. 13 HacToAIIEro cTaHaapra.

Tabnuna 13
dynkuuoHaabHble TpedoBanus kK APM onepatopa call-uenrpa
Ne i/ Oynkius APM

1 VYcTaHOBIIEHHE HUCXOASIIMX BbI30BOB a0OHEHTaM M pabOTHHKAM KOMIIAHUU B PYYHOM
pexume

2 [Tprem BXOASIIMX BBI30BOB OT A00HEHTOB U paOOTHUKOB KOMITAHUHT

3 [lepenanpaBieHue yCTaHOBJIEHHOIO COEIUHEHUs Ha JIPYroro omeparopa, pabOTHHKa
komnanuu win [VR-cucreMy B pydHOM pexkume

4 VYaepxaHue yCTaHOBJIEHHOT'O COEIMHEHMsI Ha BpeMs NPOBEIECHHUsS IEPEroBOPOB oOIrepa-
TOpa ¢ pabOTHUKAMHU KOMITAHUH (COMTPOBOYKAAETCS] MY3BbIKOI )

5 Co3nanue KoH(pepeHIi ¢ ydacTueM Tpex U Oosee yenoBeK. Y4YacTHUKaMU KOH(pEepeH-
LIUU MOTYT OBITh ONIEPATOPHI, IPYrue pabOTHUKH KOMIIAHUU U A0OHEHTHI

6 [lepenanpaBieHue ycTaHOBJICHHOTO COEMHEHUS Ha BHEIIHUI U BHYTPEHHUI HOMepa, B
TOM YHUCJIE JPYTUX ONEepaTOpOB

7 B03M0KHOCTh 00CITYKMBaHHsI HECKOJBKUX BBI30BOB OJTHOBPEMEHHO

8 OcymiecTBiieHre PYHKIIMN aBTOJ[03BOHA

9 [IpocaymmBaHue ro10coBOM MOYTHI

10 | [IpocnymuBaHue 3aMKUCH IEPETOBOPOB C A0OHEHTOM

11 OTtoOpakeHue UCTOPUN 3BOHKOB (BXOJAIINE, UCXOSIINE, TPOIYIIEHHbIE U HEOTBEUYEH-
HbIE BBI30BbI) OllepaTopa

12 OToOpaxkeHne MOCIEIHUX MPOIYIICHHBIX BBI30BOB OMEpaTopa ¢ BO3MOXXHOCTBIO OBICT-
poro Habopa HOMepa MPOIYIIEHHOTO BbI30Ba U 3aHECEHUS €0 B aJIpECHYIO KHUTY

13 OTto0pakeHue cnycKa KOHTAaKTOB KOPIOPaTUBHOM a/ipeCHON KHUTH

14 Benenue HepCOHaHBHOﬁ anpeCHoﬁ KHUTH C HCOTPAHUYCHHBIM KOJIMYCCTBOM 3amnucen

15 MOHUTOPHHT COCTOSIHUA JAPYTHX ONepaTopoB (i 1-i TMHUK MOAJEPKKH MOHUTOPUHT
oriepatopoB 1-it u 2-if MMHUN TOAAEPKKH, Ui 2-W JTMHUUA MONICPKKH — MOHHUTOPUHT
OTIepaToOpOB 2-i TUHUH)

16 OtobOpaxkeHne CKpUNTOB (CIIEHAPUEB) MEPETOBOPOB OMEpaTOpa ¢ aOOHEHTOM C BO3MOXK-
HOCTBIO aBTOCOXpaHEHHs mapameTpoB BeizoBa B CRM-cuctemy B kauecTBe mapamMeTpoB
obpamienust (AC o o6paboTke oOparieHwil)

17 OTobOpakeHue CIucKa oyepeieil BHI30BOB

18 Wnentudukanus aboHEHTa ¢ JOCTYIIOM K UICTOPHH B3aUMOJICHCTBUS

19 Peructparus obpaimienuss abOHEHTa ¢ COXpaHEHHEM JaHHBIX 1o oOpamienusiMm B CRM-
CUCTEME C IPUBSI3KON K KOHTPAreHTY

20 ABTOMaTHYecKas Bblaya HallOMHUHAHUN O MPUOJIMKEHUU CPOKOB BBINOJIHEHHS IO OT-
JIeNIbHBIM dTarnaM o0paboTku obpamieHuil. Bo3aMoxHOCTh popMUpOBaHUS HAIOMUHAHUMA

BPYUYHYIO

21 DopMHUpPOBaHNE CTATUCTUYECKON OTYETHOCTH O IMOCTYNHMBIINM BbI30BaM

22 Bo3moxHOCTh BeieHHs 06a3bl 3HaHUM 110 OCHOBHBIM O0JIACTSIM, B paMKax KOTOPBIX OCY-
IIECTBIISIETCS] KOHCYJIbTUPOBAaHUE U MH(POPMHUPOBAaHUE MOTpedbuteneit ycayr. OnepaTus-

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Ne i/ Oynkius APM
HBIA TIOMCK 1O 0a3ze 3HAHMIA JJIS IPEIOCTABICHUSI OTBETOB IO 337aBaeMbIM IOTpeduTe-
JSIMH BOIIPOCAM B ITPOIIECCE PETHCTPAIMK OOpaIeHui
23 dopMupOBaHUE aHKET JUISI Opoca MOTpeduTenen
24 | IlpoBenenue rpynmnoBbIX TeIe(OHHBIX OITPOCOB M TEJIEMapKETHHTa

5.4.2. TpebGoBaHHs K OpraHU3allMd UHTEPAKTUBHOTO OOCTY)KHBAHUS .
5.4.2.1. UntepakTUBHOE OOCITY)KMBaHHUE KOMITAaHHUM OpraHHU3yeTcs Ha 0asze pasjena
«Knuentam» Ha kopnopatuBHoM caite OO6miectBa. MHCTpYMEHTBI HHTEPAKTUBHOTO
00CyKUBaHUS: UHTEPHET-TIPUEMHAs U JINYHBIN KaOUHET.
5.4.2.2. Paznen «KnueHTtam» Ha caiiTe ¢uianana JOJDKEH BKIIOYATh CIIEIYIONINE

pyOpHKu:

— Teppuropus obcnyxuBaHus PpuIHana;
— Ilepenaua sneKkTpoIHEpruy;
— TexHonornyeckoe NpuCOEeINHEHNUE;

— Kommepueckuii yueT 351eKTpHuecKoil sHepruuy,
—  JlonoJHUTEIbHBIE YCIYTH;
— Cucrema LEHTPaIU30BaHHOTO 00CITY)KBaHUS KJIMEHTOB;

— Ilone3nas uHdopmanus: sHeprocoepexeHue, 0e30macHOCTh (yrpo3a KM3HH U
3JI0POBBIO MPU XUIICHUAX JIEKTPOIHEPTUU U SFHEPTOOOOPYIOBAHUS).
CrpykTypa u conepkanue pasnena «Kmuenram» npuBeaeHa B Tabi. 14 Hacrosiero

cTaHaapra.
Tabnuua 14
Crpykrypa u conep:kanue pasaeia «Kiamenram» Ha caiite
Hanverosa- [Tonpaznesnbl WNudopmanus, conepxamiasics B moapaseie
HUE paszena
Teppuropus O6mast nHpopMmanus OOmas mHpopmanus o (uiauase, OCHOBHbIE Xa-
o0CITyKUBaHU PaKTEPUCTUKH OOBEKTOB AIEKTPOXO03g1CTBA
¢winana TexHnueckoe coctosiHue | CBENEHUS O TEXHUYECKOM COCTOSIHUM CeTel
ceTen
ITuTaromue HeHTpbl IlepedyeHp noaCcTaHLINN
Ceenenust 00 ooOmel | CBenenust o0 001Iel MPOMYCKHON CIOCOOHOCTH
MPOMYCKHOW CHOCOOHO- | Ka)/I0TO y4acTKa 3JIEKTPUUECKOi ceTH
CTH
Ilepenaua O6mas undopmarus no | Mapopmanus o mepemaye 37EKTPUUECKON 3HEP-
ANEeKTpuye- nepenaye EKTPUUYECKON | TMU, CXeéMa B3aMMOJEHCTBHS YJaCTHUKOB IO Tie-

CKOU DHEPIUU

SHEPrUU

penaye 3IeKTPOIHEPTun

TunoBsle GopMbl JTOKY-
MEHTOB

@opMBI TUIOBBIX JIOTOBOPOB Ha OKa3aHUE YCIYyT
110 nepeaye IEKTPUIECKO SHEprun

Tapudsl Ha yciayru mo
nepegade  IEKTPOIHEP-
TUH

Tapudsl Ha yciayru mo mepenade >JIEKTPUYECKON
SHEPruM Ha TEKYLIUH MEepHOJ PeryaupoBaHuUs, C
yKa3aHHEeM HUCTOYHHMKA O(UIIMATBHOTO OMYOJIUKO-
BaHUs PEUICHHs PETyIUpPYIOLIEro opraia oo ycra-
HOBJICHHH Tapu(oB

TlimaHOBEBIE OTKITFOUEHUSI

I'paduk NIaHOBBIX OTKIIOUYEHUN AJIEKTPOIHEPTUN

HopMaTuBHbIE TOKyMEH-

HepequL AKTYAJIbHBIX HOPMATHUBHLBIX JOKYMCH-

CTO
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Hammerosa- [Toxpa3znenbr Wudopmanus, cogeprxaiiascs B moApasesne
HUE pa3zena

THI TOB

[Momnexxamass  packpsl- | 1. Obmas nHGOpMAaIUs O TOTEPSIX ANEKTPUIECKOM

TUIO UH(pOpMaLUs O Te-
penaye 3JeKTPO3HEPTrun

SHEPIHUu.

2. Tunbl MCTOYHMKOB THOTEPh DIIEKTPUUYECKOU
SHEPIUu.

3. Undopmanust o pazMepe MoTeps B dICKTpUUE-
CKHUX CeTsIX.

4. MeponpusiTusi 10 CHUKEHUIO MOTEPDH 3JIEKTPU-
YECKOU DHEPrUH.

Wudopmanus B JaHHOM paszzeiie MpeAcTaBiIsIeTcs
B COOTBETCTBMM C NOCTaHOBieHueM [IpaBurensb-
ctBa Poccuiickoit @enepanuu ot 21 suBaps 2004
I.

Ne 24 «O6 yTBepkKIeHHH CTaHAAPTOB PACKPBITHS
uHpopMaLUU CyObeKTaMi ONTOBOTO U PO3HUYHBIX
PBIHKOB 3JIEKTPUYECKON SHEPTUN»

Texnonoruue- | O6mas undopmanus no | Mupopmanuss o mnpouenype TEXHOIOTHYECKOTO
CKOC  MPHUCO- | TEXHOJIOTHYECKOMY TPH- | IPUCOCTUHECHHSI, dTamax IPUCOCIAUHCHUsS, HEOO-
eJIMHEeHHUE COCMHEHUIO XOJIUMBIX JIOKYMEHTaX M CpOKax MCIOJHEHUS
KakJIoro u3 osrtanoB. (Cxema B3auMOJCHCTBUSA
YYaCTHUKOB ITpoliecca
TunoBeie (opmbl OKy- | TunoBsle (OPMBI JOKYMEHTOB Ha TEXHOJOTHYE-
MEHTOB CKO€ MPUCOEAUHEHUE 110 KaXK/10M IpyIIe 3asBUTE-
neit: GopMbl 3asIBOK, TEXHUYECKUX YCIOBHHM U J10-
TOBOPOB
Tapudsr Ha TexHonoru- | Tapudsl HA TEXHOJIOTUYECKOE MPUCOECTUHEHNE Ha
YECKOE MPUCOCINHEHNE | TEKYIIMH MEPUOJ PETYIMPOBAHMS, C YKa3aHUEM
HMCTOYHHKA OQUIMAILHOTO OMyOJWKOBaHUS pe-
[ICHUs PETYIUPYIOLIETO OpraHa 00 yCTaHOBJICHUU
TapuQoB
HopmatuBubie gokymeH- | IlepedueHb akTyaabHbIX HOPMATHUBHBIX JIOKYMEH-
THI TOB M0 TEXHOJOTHYECKOMY TPUCOEANHEHHIO
CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Hanmenona-

IHoxnpasznensl
HUE pa3jena Apasil

Hudopmanus, conepxaniasics B Moapasene

[Moanexamass ~ packpbl-
THIO uH(pOpMAIMSA  TIO
TEXHOJIOTUYECKOMY HpH-

1. Konn4uecTBO MOJAHHBIX 3aIBOK M 00bEMa MOIII-
HOCTH, HEOOXOMMOM IS UX YAOBICTBOPEHUSI.

2. KonnuecTBO 3aK/IFOYEHHBIX JOTOBOPOB Ha TEX-
HOJIOTUYECKOE TMPUCOEAUHEHHUE, MPUCOEAUHSIEMO-
ro oobeMa MOIIHOCTH, CPOKOB M CTOMMOCTH IIO
KaXXJIOMY JIOTOBOPY OT/EJIBHO.

3. Uadopmanus 06 aHHYITHMPOBAHHBIX 3asBKAaX Ha
TEXHOJIOTHYECKOE MPUCOETMHEHHE.

4. Koau4ecTBO BBINOJHEHHBIX MPUCOCTUHEHUN U
IIPUCOECTMHEHHOW MOLTHOCTH.

Nudopmanus B JTaHHOM pazjelie MpeCcTaBIIsIeTCs
B COOTBETCTBUHU C TOCTaHOBiIeHHEM [IpaBuTennb-
ctBa Poccuiickoii denepanuu ot 21 ssuBaps 2004
T.

Ne 24 «O6 yTBep>KACHUM CTaHIAPTOB PACKPBITHS
nH(pOpManUK CyOhEKTaMH ONTOBOTO U POSHHYHBIX
PBIHKOB JICKTPUUYECKON IHEPTUI»

COC/TUHCHHIO
OueprocoObl- | OOmias nHbopManus o
TOBas  Jies- | COBITOBOM JCSTEIBHO-
TETHHOCTH CTH

Obmas mHpopmanusa 00 ocyuiecTBieHUHn (QyHK-
nui [MapaHTHpyrOmero mocTaBLIIMKA dJIEKTpUYe-
CKOM D3HEprum, IOKYMEHTbl, HEOOXOIuMbIE IS
3aKJIFOYEHUS JI0TOBOpa HEProcHabkeHus (KyIuiu-
npofaxu (MOCTaBKH) 3JIEKTPUYECKOH SHepruu
(MOIITHOCTH)), OPSAZOK €ro 3aKIIOYEHUS], a TaKKe
HOPSIOK TOJYYEeHUsT MHPOPMALUU O COCTOSHUU
Ipolecca 3aKI0YeHHs IOroBopa ¢ MoTpeduTeseM
(mokymaTenem), cxeMa B3auMOJICHCTBUS yYaCTHHU-
KOB TI0 JHEProcOBITOBON NEATENHFHOCTH, B TOM
qucie:

- npuka3 Munucrepcra sHepretuku PO o npu-
CBOEHMH cTaTyca ['apaHTHpYIOIIEero MOCTaBIKKa,
- TOPS/IOK U YCIIOBUS BHECEHMs IIaTexell mo Jo-
rOBOPY SHEpProcHadxeHus (Kyrm-npoaaxu (1o-
CTaBKH) DNIEKTPUIECKON IHEPTHH (MOIIIHOCTH));

- TIOPSIOK M YCJIOBUS IIpHEMa MOKa3aHUi mpubo-
POB ydeTa | TOCIIEACTBHS BBIBOJA M3 CTPOSI TPH-
60poB yuera MO0 OTCYTCTBHS IPHOOPOB yueTa,

- BO3MOXHBIE MOCIEACTBUS HapylIeHUs 00s3a-
TEJBCTB TI0 OTUIATE AIIEKTPUUYECKON SHEPTHH B BU-
Jie BBECHHUS IMOJHOTO U (MJIM) 4aCTUYHOTO Orpa-
HUYEHUSI pEeXHMMa TMOTPEOIICHUs AIIEKTPUUYECKON
SHEPIuu;

- MOPSIJIOK pacyeTra CTOMMOCTU DJIEKTPUYECKON
HHEPIHUH, JISHCTBYIOIINE JIBIOTHI

YacTHBIM KJIMEHTaM

WNndpopmanus o Tapudax, nopsake onpeaeacHus
IUIaTHI 32 DJIEKTPOCHAOKEHUE, HHTEPAKTUBHBIN
dbopMmar A nepesady nokazaHui npudopoB yue-
Ta, THNOBBIE (DOPMBI JOTOBOPOB dHEProcHa0MkKe-

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Hanmenona-
HUE pazjena

[Toxpaznenst

Hudopmanus, conepxaniasics B Moapasene

HUS (KYTUTU-TIPOJAXKH (IIOCTABKH) SJIEKTPUUECKON
SHEpruu (MOIIHOCTH), oJIe3Hast nH(pOpMAIHS,
IJIATE€KHBIE PEKBU3HUTHI

Opunnueckum aunam

Tapuds! ¥ IeHBI, TOPSIIOK ONpPEeTICHHs pa3mepa
IUIAThI 3@ YCIYTH 110 TIOCTAaBKE 3JIEKTPOIHEPTHH,
MHTEPaKTUBHBIN (opMaT JJIs epesadn mokasa-
HUM NpuOOPOB yueTa, TUMOBbIE (JOPMBI JOTOBOPOB
SHEProcHa0KeHUs (KyIUIH-TIPOAaKH (IIOCTABKH)
AIIEKTPUYECKON SHEPTrUuu (MOIIHOCTH ), OJIe3HAS
uHpopManus

HopmaTtuBHble ToKyMeH-
THI

[lepedeHp akTyallbHbIX HOPMATUBHBIX JOKYMEH-
TOB T10 PHEPTrOCOBITOBOM NIEATETLHOCTH

[Topsimok 06paboTKH
oOpareHui

[Topsimok momaun oOpaIeHuid, MpeTeH3uH,
’)Kajt00

LlenTpsl 0OcTyKHBa-
HUS KITUEHTOB

[TouroBsie anpeca, rpaduk padoTs! LleHTpoB
00CITyKUBaHUS KIIMEHTOB, OCYIIECTBIISIOMINUX
MIPUEM I10 BOIPOCaM HEProcObITOBOM J1esi-
TEJIbHOCTHU

Kommepue-
CKHM y4er
JNIEKTpUYe-
CKOM SHEPTHUH

O6mas wHbopmalus 1Mo
KOMMEPUYECKOMY  y4eTy
AIEKTPUUYCCKOM SHEPTUU

Obmas nHbopMalusa O MOPSAKE OCYIIECTBICHUS
KOMMEPYECKOI0 y4yeTa

TpeboBanust xk nmpudopam
ydeTa U UX YCTaHOBKE

TpeboBanus k mpubopaM ydeTa U UX YCTAaHOBKE

Tunosslie Gopmbl TOKY-
MEHTOB

Tunossle (GOpMBI JTOKYMEHTOB: ¢opMa 3asiBKH,
JI0roBOpa

CroumocTs yciayr

CroumocTh yclIyr mo 00OpYyJOBaHHMIO TOYKH IIO-
CTaBKH NpUOOpaMH yueTa

HopMaTtuBHBIE TOKyMEH-
THI

IlepedyeHp aKkTyalbHBIX HOPMAaTUBHBIX JOKYMEH-
TOB 110 YYETY JJIEKTPUYECKON IHEPTUU

JlomoTHUTENb-
HBIE YCIYTH

Yenyru

HepequL AOMOJHHUTECIBHBIX IUIATHBIX YCIIYT U UX
OITMCaHUEC

CroumocTs yciayr

HpeﬁCKypaHT IICH Ha JOMOJHUTCIIbHBIC YCIIYTH

Tunossie Gopmbl TOKY-
MEHTOB

Tunossle (GOpMBI JTOKYMEHTOB: ¢opMa 3asiBKH,
JIOTOBOpa, MOPSIOK M MECTO IMOJAauu 3asBKH Ha
JIOTIOJTHUTEIIbHBIE YCIYTU

Cucrema llen-
TPaJIM30BAHHO-
ro oOciyxu-
BaHUS KIIUCH-
TOB

Llentpsl 006cTyXKMBaHUS

KIIMEHTOB

1. ITouroBsie anpeca LIOK, kapta ¢ 0603HaueHUEM
Mecropacnonoxkenns: [[OK, Homepa oOmecTBen-
HOT'O TPAHCIOPTa U OCTAHOBKH.

2. Homep enunoro call-ientpa u 37€KTpOHHBIM
anpec Llentpa oOcnyKUBaHHs KIUEHTOB.

3. ®UO, koHTakTHBIHN TenegoH HayanbHuKa [JOK.
4. Ilnansl MepoONpHUSTUH, MPOBOAMMBIX Ha ILIO-
maakax [HOK

WuTepHeT-nipueMHas

1. 3agaTh BOIpOC CHEUATUCTY.

2. HanpaBuTth oOparnieHune/xanooy.

3. HampaBuTh 3aBKy Ha TEXHOJIOTUYECKOE MIPUCO-
eauHeHue K ceTsiM (rmmana (obmecTtBa mon

CTO
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Hanmenona-
HUE pazjena

[Toxpaznenst

Hudopmanus, conepxaniasics B Moapasene

ynpasienuem) OoiecTsa.

4. HanpaBuTh 3aBKYy Ha JOMOJHHUTEIBHYIO YCIY-
ry.

5. llepenarp Tekymue rmokazaHusi MpUOOPOB yue-
Ta.

6. CooOUUTh O XUILEHUH AJIEKTPOIHEPTUH.

7. Bonpoc-0TBeT.

8. HanpaBuTh 3asiBJIeHHE O 3aKIIOYEHUH JOrOBOpa
SHEProcHaOKeHUsl (KyIUIH-TIPOJaXu (TTOCTABKH)
AIEKTPUUECKON SHEPrUu (MOUTHOCTH)).

JIMuHBIA KaOUHET KIIMEH-
Ta

Enunenii call-uearp OG-
LIECTBA

Omnucanune call-neaTpa, xapakTepucTuka padoOThI
call-uenrpa, ycayru, 3aka3ars 380HOK B Call-tieHTp

HOpMaTI/IBHBIe AOKYMCH-
ThI

Crannapt oOCiTy’)KUBaHUsI IOTpeOUTENIEN YCIIyr

Otuer o paboTe ¢ KIMEH-
TaMH 3a OTYETHBIN IIEpHU-

CratucTrueckas OTYETHOCTh O pe3yabTaTax pado-
THI C MOTPEOUTENIIMH, BKITIOYAIONIAsI CTPYKTYPHOE

o1l pacnpezieieHue Mo OCHOBHBIM KIIacCHU(UKALMOH-
HBIM TapameTrpaMm oOpalieHuil, TuHaMuKa oOpa-
IIeHUH 1Mo Kareropusm obpamieHuii. Uupopmanus
0oOHOBJIsIETCS HE MeHee | pa3a B KBapTaj

AHKeTa KJIMEHTa MO Pa3JIMYHbIM TEeMaTUKaMm I
MIPOBECHUS MHTEPAKTUBHOIO ompoca. TemaTuka
Olpoca M COOTBETCTBEHHO aHKeTa JOJDKHBI 00-
HOBJIATHCS HE MeHee | pa3a B KBapTal

WNudpopmanusa no sHeprocOepexeHnto u 6ezomnac-

Omnpoc KIMEHTOB (aHKeTa
KJINCHTA)

Tlone3nass wuH-

bopmarnus: HOCTH, yrpo3a H3HHU U 3[JOPOBBIO MPU XHUIIECHHUIX
sHeprocoepe- AIIEKTPOIHEPTUU M SHEPrO0OOPYI0BAHUS

JKeHme,  0e3-

OITaCHOCTH

5.4.2.3. Ha riiaBHO# CcTpaHuUIle KOPIIOPATUBHOTO CaiiTa JOJDKEH pa3MeniaThCcsi HOMEp
enunoro call-nienrpa OOImecTBa, HH(GOPMAIIKS O MJIAHOBBIM M aBAPHUHHBIM OTKIFOYCHUSIM
JJIEKTPOIHEPTUU B 30HE OTBETCTBEHHOCTH (uiIHalia KOMIAHUU C JeTaiu3aluei 1o
HACEJICHHBIM MMYHKTaM U CChUIKU-OaHHEpHI Ha CIEAYIONINE AIEMEHThI: UHTEPHET-TIPUEMHAs;
JIMYHBIM KaOMHET KJIIMEHTA, aHKeTa KJIHEHTA.

5.4.2.4. Tlogpasnen «HTEpHET-IpHEMHAS» ABJISIETCS MH(OPMAIIMOHHO-
WHTEPAKTUBHBIM CEPBUCOM KOMIIAHUM M O0OECIIEYMBAET MPSMYIO U OOpaTHYIO CBSI3U C
notpeduTensamMu ycryr. IHTepHeT-npueMHasi BKIIF0YaeT B ce0sl clieyromnue (yHKITIH:

5.4.2.4.1. «3amath BOMpOC CHENUATUCTY». B mgaHHOM Tmojpasjene pacrojiaraercs
9JIeKTpOHHAs (hopMa C TMOJSAMH JIJIsl 3aMOJTHEHUS TOTPEOUTENEM KOHTAKTHOW MH(pOpMAITUH,
TeMbl W CyTh Bompoca. llepedyeHbr TEeM JOJDKEH COOTBETCTBOBATh KilacCH(PHUKAIIUU
oOparenuit, mpuBeaeHHou B [Ipunoxenun Ne 1.

5.4.2.4.2. «HampaButh oOparnieHue/xano0y». B naHHOM mojapaszesne pacrnosiaraercs
ANEKTpOHHAsT (opMa C TOJSMU ISl 3aIIOJTHEHHS TOTPEOUTENIeM CIeayIonell nHpOopMaInu:

CTO
BIT 9/01-03/2013
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KOHTAaKTHasg WH(pOpMaIus MOTpeOUTeNs, TeMa oOpaleHns, CyTh oOpameHus/kanoosl. [Tpu
3TOM JIOJDKHA OBITh 00eCIeYeHa BO3MOKHOCTh MPUKPEILIATH (ailiibl ¢ paciimpeHuem jpg u
pdf;

54.2.4.3. «<HanpaBuTh 3asgBKy Ha OKa3aHWe YyciIyr». B ganHOM pasnene
pacrnojiaratoTcsi 3JIeKTpOHHbIE (OPMBI C TOJNSIMH ISl 3amojiHeHusT uHpopmanuend 00
OKa3aHWU YCIyr I (pu3MYeckux U ropuaudeckux Jui. [Ipuem 3asBku J0KeH OBITh
peaym30BaH IS

- TEXHOJOTUYCCKOTO MPUCOESTMHECHHSI SHEPTONMPUHUMAIOIINX YCTPOMCTB K pacmpee-
JIUTENIbHBIM CETSIM KOMIIaHUHY;
— BOCCTAHOBJICHUS pPaHE€E BBIJAHHBIX MJIM HOBBIX TEXHUYECKUX YCIIOBHIA;
— nepeodopmiieHus (epepacrpeesiCHus) MOIIHOCTH;
- MIPOBEPKH, 3aMECHBI 1 MOHTa)Ka TIPUOOPOB yUueTa IEKTPOIHEPTHH;
— 3asIBKH Ha TIPEIOCTABJICHHUE TOTIOJTHUTEIIBHON YCIyTH.
[Tpu 5TOM nokHA OBITH OOEcTeueHa BO3MOKHOCTh IPUKPEIUISATE (DaiiIbl ¢ paciiupeHrueM
jpg u pdf.

[TuceMeHHOE YBETOMIICHHE 3asIBUTEIIS B TCUEHUE 6 JTHEH C TaThI MMOTYUYCHUS 3aIBKH O
HEOOXOIMMOCTH TIPEOCTABIICHUS OPUTHHAIOB JIOKYMEHTOB, KOIMH KOTOPBIX IOTYYCHBI
4yepe3 UHTEPHET-NPUEMHYIO.

5.4.2.4.4, «Bomipoc-oTBeT». B maHHOM pasnene pasMmeriaroTcs BOIPOCH, Hauboee
9acTo 3aJ]aBaeMbIe TIOTPEOUTEIISIMHU YCITYT.

5.4.25. llogpaznen  «JImuHplli  KaOWHET  KIMEHTa»  MPEJCTaBIIET  COOOM
COBOKYITHOCTh  aJpE€CHBIX  MHGOPMAIIMOHHO-UHTEPAKTUBHBIX  CEPBHCOB B  4YacTH
B3aMMOJICHCTBUS C TMOTPEOUTEIIMA yCIYT TI0 TEXHOJIOTHYECKOMY MPHUCOCIUHEHUIO,
nepenaye AICKTPUYECKON DHEPTUU, YUYETy DIIEKTPUYCCKOM DHEPTHH, JIOMOJHUTEIHHBIM
ycIyraMm U IPOYUM BOTIPOCAM.

5.4.2.6. lna oOecrieueHuss aJpeCHOCTH, MaKCHUMaJIbHOH CTENEHHW YyA00CTBa U
ProHOMUYHOCTH JIMUHOTO KaOWHETa MOTryT OBITh pEaTN30BaHbl PA3JIMYHBIC THUIIBI
UHTEP(ECOB B 3aBUCUMOCTH OT KaTeropuu mnorpedurteneit ycmyr. octyn B JInuHbIl
KaOWHET OCYIIECTBISIETCS 10 WHIUBUAYaJbHOMY JIOTHHY M TapoJi0, KOTOPBIC
MPEIOCTABIISIFOTCS TIOTPEOUTENIO MPHU TOJa4e 3assBKM HA OKa3aHWE YCIYT WU MPU OYHOM
obparmenuu B [IOK komnanumu.

5.4.2.7. B JlnuunoM kaOMHETE KJIMEHTA PEATH3YETCs CASAYIONTUH () yHKITMOHAT:

— moJiydeHue u ornpaska E-mail coobienuii, SMS cooOICHMIA;

— 3aIOTHCHKE M OTIIPaBKa 3assBKM Ha OKa3aHUE YCIIYT, )KaJloObl Ha Ka4eCTBO Op-
TaHW3aIlUd WU TPEAOCTABICHHUS YCIYT, KOHCYJIbTAIlMU WU OT3bIBAa IO OKa3bIBACMBIM
yclIyram;

— MpeIoCTaBIeHre WH(OOPMAIIMH O TUIAHOBBIX, ABAPUMHBIX OTKIIOYCHUSIX IMO/1a-
9K 3JICKTPOIHEPTUH;

— MPOCMOTP UH(POPMAILIUK O CTATyCe PACCMOTPCHHSI 3asIBKU (3asBJICHUS) ITOTpE-
OuTens Ha OKa3aHUE YCIYT, MOJAHHOW B CETEBYIO OpPraHH3aIlvio, C yKa3aHWEM JaThl 10-
CTYIIJICHUS 3asBKH M €€ PEerruCcTPallMOHHOT0 HOMEpA, JaThl HAPABIICHUS B aJpec 3asBUTEIS
MOJIMMUCAHHOTO CO CTOPOHBI CETEBOM OpraHW3alliy J0TOBOpa 00 OCYIICCTBICHUH TEXHOJIO-
THYECKOT0 MPUCOCTUHEHUS U TEXHUYSCKUX YCIIOBUH;

— MPOCMOTp MHGPOPMAIIUU O CTATyCe MCIOJIHEHHUS JOTOBOpa OKa3aHUs YCIYT C
YKa3aHHEM TUIAaHOBBIM CPOKOB 3TAIlOB MCIOJTHEHUS, 32 UCKIIOUEHUEM JIOTOBOPOB Ha OKa3a-
HUE YCIyT MO mepenade dJeKTprudeckoi sHepruu. CBeseHus 1Mo JoroBopaM 00 OCYIIeCTB-
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JICHUW TEXHOJOTHYECKOTO MPHUCOCTUHEHUS TOJDKHBI BKIIOUYATh WMH(OpPMAIUIO O JaTe 3a-
KJIIOYEHHS JIOTOBOPA, XOJE BBHITIOJHEHUSI CETeBOM opraHu3aleldl TEeXHUYECKUX YCIOBUM,
(hakTUYeCKOM MPUCOECTUHEHUHU, COCTABIICHUU U MOIAMUCAHUHN JOKYMEHTOB O TEXHOJIOTHYe-
CKOM TIPHUCOCNHCHHH,

— OTCIIC)KMUBAHUE COCTOSIHUSI TEKYIIMX CUETOB Ha OIUIATy MO 3aKIIOYEHHBIM J0-
rOBOpaM U BO3MOXXHOCTH OIUIATHI 110 HUM (MJIM BO3MOKHOCTBIO BBIBOJIa HA TEYaTh MJIaTeXk-
HBIN JOKYMEHT);

- MPOCMOTP BCEX 3aKIIOYCHHBIX JIOTOBOPOB M WX MPHIOKEHUN HAa OKa3aHWE
YCIIYT, DHEPTOCEPBUCHBIX KOHTPAKTOB W 3TAIllOB HCIIOJTHEHHS 005S3aTEIhCTB CO CTOPOHBI
KOMIIaHUH, a TaK K€ 3aBEPUICHHBIX JTOTOBOPOB/KOHTPAKTOB;

- MIPOCMOTP MMapaMEeTPOB MPHUCOSAMHEHHBIX YHEPTrOYCTAHOBOK: HAMMEHOBAHUE U
MECTO HaXOXJICHUS, KOJIWYESCTBO TOYCK MPUCOCIUHEHHUS, MAaKCUMAIBHYIO MOITHOCTD,
HaNpsDKCHUE, MECTO MPHCOCTUHEHUS, YPOBEHb HAJIEKHOCTH SHEPTOCHAOKCHUS, 3asBJICH-
HBIM XapakTep HAarpy30K, CPEJICTBA U3MEPEHUS 3/3;

— MPOCMOTpa TPEIJIOKEHUN TI0 JaTaM TMOCEIICHUS COTPYIHUKAMH KOMITAHUU
JUTSL OCYIIECTBJICHUSI PA3IMYHOr0 pojaa padboT (pakTuueckoe MPUCOETUHEHHE IHEPTroycTa-
HOBOK, CheM KOHTPOJIBHBIX MMOKa3aHHM, 3aMEHa/9UCTKa M30JISTOPOB, 3aMEHA TpaHchopma-
TOPHOTO Macia, 00cleJoBaHue ceTe u mp.);

— OTCII)KMBAHUE TEPEYHS TOYCK TMOCTABKM M TOYEK y4deTa W WX COCTOSIHHE, a

HMEHHO:

o) JTaHHBIE MPUOOPOB ydeTa (TUII, HOMEP, TOJ BBIMTYCKa, TOJl TIOBEPKH, pa3psiji-
HOCTb H T.]1.),

o KOHTPOJIbHBIC MOKa3aHUs MPUOOPOB ydyeTa MO TOYKAM ydeTa M JaThl UX CHS-
THUS NMPEJCTABUTEIIIMH CETEBOI OpraHU3aIllH, TaHHBIE HHCTPYMEHTAJIbHBIX MPOBEPOK,

o) pe3yabTaThl IPOBEPKH COCTOSHUS MPUOOPOB yUueTa 1o TOYKaM ydeTa MpecTa-

BUTEJISIMU CETEBOM opraHu3anuu (MIPUTOJCH K pacueTam/ HEMPUTOJICH) U JIaThl UX MPOBEJIC-
HUS,

¢ MpeINUCaHNs O IPUBEICHUH MPUOOPOB yueTa B TOUKAX yueTa B COOTBETCTBHE
TpeOOBaHMSM, AAThl BBIAUN M CPOKH WX UCIIOJIHEHUS,

e aKThl 0€3y4eTHOTO MOTPEOJICHHUS TT0 TOYKAM y4eTa M 00BEMBbl HAUHUCIICHHS 110
HUM,

¢ CPOKHM HCTEYEHMS MEXIIOBEPOYHOI'0 MHTEpBaia i NpUOOPOB ydeTa 1Mo TOY-
KaM IIOCTaBKH,

¢ OTCJIC)KUBAHUE CTATUCTUKH U PEKUMOB MTOTPEOIICHUS:

o 00BbEeMbI MOTPEOICHNUS IO TOYKAaM MOCTaBKHU (TIyOMHA 110 3ampocy);

o BEJIMYUHBI PA3PEIICHHOM K HCIIOIb30BaHUIO MOITHOCTH 110 TOYKaM ITOCTABKH;

o CBeJIeHUs O TIoMOax 1/y 3HaKU BU3YalIbHOTO KOHTPOJIS U T.1I..

— dhopmupoBaHue 3asBOK-YBEJIOMJICHUM O HEUCIPABHOCTU MNPUOOPOB yUeTa,
BO3MOXHOCTb TIEpe/IaBaTh MOKa3aHUs MPUOOPOB yUueTa, CHATHE CAMOCTOSITEIIBHO KIMEHTOM
(obopmiienue odepth);

— MPOBEJICHUE OTUIATHI 32 OKa3aHHYIO/TUTAHUPYEMYIO YCIIYTY.

— mnpoune GyHKIMH aJpecHoro web-cepsuca.

5.4.2.8. B JluunoMm kaOuHeTe KJIHMEHTA NOJDKHA OBITH OOecliedyeHa BO3MOKHOCTH
NPUKPEIUITH (aiinsl ¢ pacmmpenueM jpg u pdf.

5.4.2.9. B JIuynoMm kaOuHeTe NOJHKHA OBITH 0OecrieueHa BO3MOKHOCTD ITOAIMUCAHUSI
MIPOCTOM AIEKTPOHHOW MOJAMKMCHIO 3a8BOK HA OKA3aHHS YCIYT U JOKYMEHTOB, MOJTaBAEMBbIX
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3asiBUTEJIEM B DIIEKTPOHHOW (opme, B CiIydasX HPEeIyCMOTPEHHBIX JEUCTBYIOLIEM
3aKOoHOAAaTeIbCTBOM Poccuiickoit Denepanuu.

5.4.2.10. Ecnu B JInunoM kaOuHETE 3asBKM HAa OKa3aHWE YCIAYT U JTOKYMEHTHI HE
MOJNUCAHbI NOTPEOUTENIEM NPOCTON 3JIEKTPOHHOM MOANKCHIO, TO MPH HANPABIECHUU 3asIBKU
NoTpeOUTENns JOJKEH OBITh YBEAOMIIEH O HEOOXOJUMOCTH TMPEACTaBUTh OPUTHHAIIBI
JIOKYMEHTOB TIO 3asiBKaM Ha OKa3aHWE yCIyT, KOMUHU KOTOPBIX HampaBieHbl Yepe3 JInuHbIi
KaOWHET KJIMEHTa, B TeueHUe 6 pabounx AHEH ¢ JaThl HAIIPABJICHUS 3asBKH.

5.4.2.11. JIlns opraHM3anid  HWHTEPAKTHBHOTO  OOCTY)XMBaHHUS  HEOOXOAMMa
UHTErpalys UHTePaKTUBHO-UH(OPMAIIMOHHBIX cepBUCOB, KopropatuBHbix AM/AC u 6a3
naHHbix OO1IecTBa.

5.4.2.12. llpuem u mepBuyHas oOpaboTka Bcex oOpalieHuil, TOCTYNMBIIUX dYepe3
WNuTtepuer-npuemMuyo u JInyHblii kKaOMHET KIMEHTa, BKIIIOYas 3asBKU Ha OKa3aHUE YCIYT,
OCYIIECTBIISICTCS crienuanucTamu  JlemapraMeHTa B3auMOJCHCTBUS C KIHUCHTaMu [
VYnpaBiieHus B3auMOJIEUCTBUS ¢ KIIMEHTaMU (uiuana.

5.4.3. TpeOoBanmsi K 3a0YHOMY OOCTYKHBAaHHIO IOCPEIACTBOM IIOYTOBOW CBSI3H,
WHTEPHET-TIPUEMHON U DJIEKTPOHHOU MOYTHI:

5.4.3.1. Bce oOpamenust moTpeduTenei yciayr, MOCTYIUBIINE B ajapec (uInaioB
OO6miecTBa M HCHOJHUTENBHBINM ammapar OOlecTBa MOCPEICTBOM TOYTOBOM CBSI3H,
aBTOMATH3UPOBAHHON CHCTEMBI YIIPABJICHUYECKOTO JOKYMEHTOOO0OpOTa, PETUCTPHUPYIOTCS
KaK BXOJSIIasi KOPPECIIOHICHIIMSI B COOTBETCTBHM ¢ TpeOoBaHusmu 1. 4.4.2 Pernmamenta
nporeaypbl «O0padboTka obparenuii kauentos» PI" BIT 9/04-05/2012.

5.4.3.2. Tlpuem u nepBUYHYIO 00pabOTKY MOCTYMUBIINX OOpamieHuii moTpeduTenei
B aJpeCc KOMIIAHWHM IOCPEJCTBOM IIOYTOBOM CBSI3M M aBTOMATU3UPOBAHHOW CHUCTEMBI
YIIPaBJICHYECKOTO0  JOKYMEHTOO0OpOTa  OCyIIeCcTBIsieT  YmpamieHue aenamu/Otien
yhOpaBlieHus JelaMu (uinuana B COOTBETCTBHM C OpPraHU3alMOHHO-PACHOPSAUTEbHBIMU
nokymeHTamu OO1IeCTBa U HAPABJISET HA UMS IPOPHIIBHOTO 3aMECTUTENIS JUPEKTOPA.

5.4.3.3. MapmpyTu3anus 3asBOK Ha OCHOBHBIE BHJBI YCIYI OCYIIECTBISETCS B
COOTBETCTBUU C OPraHU3ALMOHHO-PACTIOPSAUTENbHBIMU TJOKyMeHTaMu OO01ecTBa.

5.4.3.4. OpuruHanbsl JOKYMEHTOB MO 3asBKaM Ha OKa3aHHWE YCIHyr (UCKIIOYEHUE
COCTaBJIIIOT 3asBKM Ha JOIOJIHUTEIbHBIE YCIYI'M, KONHMM KOTOPBIX HAampaBlIE€Hbl B
KOMIIAaHUIO 4Yepe3 HMHTEPHET-PUEeMHYI0 (JIMYHBIN KaOMHET KJIMEHTa) WJIH TOCPEJICTBOM
(akCUMHIJIBHOM CBSI3M) JOJKHBI OBITh 3alpOIICHbl Y MOTpeOUuTess B TeUeHHe 6 pabounx
JIHEW ¢ 1aThl HAIPaBJICHUS 3asBKU.

5.4.3.5. Bce oOpamieHusi, HampaBJICHHbIE B aJpec KOMIIAHWHM TOCPEACTBOM
UHTEPHET-NPUEMHOM, JTHYHOrO KaOWHETa KJIMEHTa W e-Mail-cepBrca, perucTpupyroTcs H
oOpabaTeiBatoTcsi paboTHMKaMu JlemaprameHTa B3aMMOJCHCTBHS C KJIHEHTaMU /
VYrnpaBneHus B3aUMOJEHUCTBUSA C KJIMEHTAMMU.

5.4.4. TpeboBanuss K OpraHuM3alMyd TPOYUX KAHAJOB KOMMYHHMKAIIUA C
MOTPEOUTENIMU YCIIYT:

5.4.4.1. JlonoaHUTENBHO [JJIsI OpraHM3allMd OOpaTHOW CBSI3M MOTYT OBIThH
WCIIOJI30BAHbl KIIMEHTCKHE IIOYTOBBIE SIUKM - SIIMKUA Ul OpUEeMa NHCbMEHHOU
KOPPECIIOHICHIINU - O0pallleHnid, MHEHUI oTpeduTeneil, aHKeT.

5.4.4.2. PexomenmoBanHbie mecta s pasmenieHus — LHOK | u |l xareropwii.
KimeHnTckre mouToBbl€ SIIIMKM MOTYT paclojaratbCs TAaKKe B 3/aHUM HCIOJIHUTEIBHOTO
anmapata OOmiecTBa u ¢puiInansax, B MeCTaX MaccoBoro cOopa HaceneHus. SImK JOHKEeH
ObITh BBITIOJIHEH B KOPHOPAaTUBHOM CTWJIE C YKa3aHHMEM JIOTOTMIIA, HAaWUMEHOBaHUS H
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tenepona emuHoro call-uenrpa komnammum. COop w®  00pabOTKa NHCEMEHHOM
KOPPECIOH/ICHIIUN U3 KIMEHTCKHUX SIIIUKOB OCYHIECTBISIIOTCS paOOTHUKAMU Y TpaBlIeHUS
B3aMMOJICHCTBUS C KJIMEHTaMHU.

54.43. BeieMka TIMCBMEHHOW KOPPECIOHACHIIMM W3 KJIHNCHTCKUX  SIIIHKOB
OCYIIECTBIIIETCA HE PEXE OJIHOTO pa3a B MECSI], OJHAKO HAMPSMYIO0 3aBUCUT OT LieJei
NPUMEHEHUS KIIMEHTCKOTO SAIIUKA:

— IpueM oOpallleHuil — He peXe OJHOr0 pa3a B HEJEIIO;

— AHKETHPOBAHHE — JOMYCKAETCS B MOCICAHUNA IEHh CPOKA 3aBEPIICHUS aHKETHPO-
BaHUS, IPU YCIOBUH IOJTHOTO CPOKA MPOBEICHUSI aHKETHPOBAHUS HE O0Jiee 0THOTO MecsIa.

5.4.4.4. B nensx coxpaHeHHUs KOPPECHOHACHIIMHU, MOCTYMHBIICH OT MOTPEOUTENS,
CJIElyeT UCXOJUTh U3 YCIOBUW, 4TO 00BbEM KOppPECHOHACHIMH He Oyaer mpesbimaTh 500
obpamenuii, pasmepom 210x297 mm (dopmar 1 aucra A-4); B ciydae MOCTYIUICHHS B
KOMIIAaHUIO OOpallleHud, cojaepxaimux Oojiee OAHOro Jmcta (MPUIOKEHHs), obIee
KOJIMYECTBO OOpaleHni, XpaHsAIuXcs B KIMEHTCKOM SIIIMKE HE JOJDKHO mpeBbimarh 100
IIT. B SIIIIUKE.

6. TpeGoBaHusi K 3ITHKETY NPH 00CTYKHBAHUM MOTPeOUTEIEH yCayr

6.1. OO6mue TpeGoOBaHMS IEIOBOTO dTUKETA!

6.1.1. [IpaBuia eIOBOTO 3THKETA PACCUMUTAHBI HA TO, YTO B KAXKJIOM KOHKPETHOM
cily4ae MX NMPUMEHSIOT UCXOMs M3 cuTyaluu. Hem3smMeHHBIM B 11000 CUTyallud OCTaeTCs
yBaXE€HHWE K TMOTPEOUTENIO, 3/IpaBblii CMBICT M PallMOHAIBHOCTH TOBEACHUS PaOOTHHKA,
OTBETCTBEHHOTO 3a pPaboTy ¢ moTrpeduTeasiMu. PaboTHUKM YTipaBieHUs B3aUMOICHCTBHS C
KIIMCHTaMH, a TaKkKe APYTUX CTPYKTYPHBIX MOJpa3AelieHUi, B KOMIIETCHIIUIO KOTOPBIX
BXOJUT B3aUMOJICHCTBHE C TMOTPEOUTENSIMU, B CBOEM JIMIIE MPEACTABISIOT KOMIIAHUIO U
OTHOIIIEHWE KOMIIAaHUHU K TIOTPEOUTEIIO.

6.1.2. DneMeHTapHbIE IPABUIIA, KOTOPBIX JOJHKEH MPUACPKUBATHCS PAOOTHUK:

— pabOTHUK JIOJDKEH OMEpPAaTUBHO U KAU€CTBEHHO OOCTYKHBATh MOTPEOUTENS;

— pPabOTHUK JOJDKEH CTPEMHUTHCS O0ECHeunTh MAKCHMAJbHBIN AMOLMOHAIBHBIN
KoMdopT 1151 TOTpeduTes;

—  COCTaBJISIFOIIMMU BBICOKOW KOMMYHHKATHBHOHM KYJBTYpPbI OOIICHUsT paOOTHUKA C
noTpeOuTeNIeM YCIyr SIBIAIOTCA: MPEayNPEeIUTENbHOCTh, TAKTUYHOCTb, BEXIUBOCTD, J100-
POXKENIaTENIbHOCTh U CIIOKOHCTBHUE;

— paboTHHKY cJeayeT HCIIOIb30BaTh CIOBA «CIACHO0» U «TIOKAIyHCTay;

— pabOTHUK BCEr/a NepBHIM MPUBETCTBYET MOTPEOUTENS;

— HUCKJIIOYaeTcsl oOpalieHue K MoTpeOUTEN0 MO MOJI0BOMY MPU3HAKY — «MYKUH-
Ha»/»KEHIINHAY;

— pabOTHUK B mpoliecce OOIEeHUsT 0OpalaeTcs: K MoTpeOUTENI0 M0 UMEHU U OTYe-
CTBY U Ha «BbD» BHE 3aBUCUMOCTHU OT €r0 BO3pacTa U COLUATBHOTO MOJI0XKEHUS.

6.1.3. PaGoTHMK OTHOCUTCSI KO BCEM MOTPEOUTENSAM YCIYT POBHO U BBIJIEPKAHHO BHE
3aBUCHUMOCTH OT JTUYHBIX CUMITATUN U aHTUIIATHH.

6.1.4. PaGoTHHMK OJKEH yBa)kKaTh TOUKY 3PEHHsI MOTPEOUTENSI BHE 3aBUCUMOCTH OT
TOro, pa3zenser oH ee wiu HeT. He momyckaercst SBHO HaBsi3bIBaTh CBOK TOYKY 3pEHUS,
WUTHOPUPOBAThH BBICKA3bIBaHUS MOTPEOUTENS WK ITepeOuBaTh €ro.
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6.1.5. Ocoboe BHHMaHUE CIEAyeT YAENsATh paboTe ¢ kamobamu MHOTpeOuTenei:
HE00X0/IMMO BHUMATEJIbHO BBICIYLIATh MOTPEOUTENS U BBIPA3UTh TOTOBHOCTH Pa3o0paThes
B BO3HMKIIIEH CUTYaI1H.

6.1.6. Ilpodeccuonanbupie TEPMHHBI TpPU OOUICHHH C TOTpeOHTENeM PaOOTHUK
JIOJDKEH YIOTPeONIATh B MEpy M TOJBKO B TeX ClydasX, KOIJla yBEpeH B TOM, YTO KJIMEHT
HOJHOCTBIO TIOHUMAET €TO.

6.1.7. Ilpu B3auMomeHCTBUM C MOTpeduTeneM pabOTHUK HE AOJDKEH MPEAOCTaBIATH
3aBEI0MO JIOKHYIO HH(OpMaLHIo JIUOO0 1€30PUEHTUPOBATH €r0 UHBIMH CIIOCOOAMHU.

6.1.8. Ecnmu y paboTHUKAa HET MOJHOW YBEPEHHOCTH B TOYHOCTH NepeaaBacMoi
norpeduTento nHpopMauy, eMy HeoOXoauMo ee nepenpoBeputb. Ecnu ans BeIsCHEHUS
netaneil  TpeOyeTcsl 3HAUMTEIbHOE BpeMsA, TO pAOOTHUKY CIEAYET MPEeJIOKHUTh
HOTPEOUTENIO CBSI3aThCS AJIS OTyYeHHs] HHPOpPMALMK TOBTOPHO (IIPU 3TOM TOYHO YKa3aThb
BpeMsl CBSI3M) WIH MIPEJIOKUTH albTepHATUBHBIN KaHaT NOIy4eHHUsI HHOPMAIUH.

6.1.9. PaGotHuk, BO wu30eKaHWE  CIYYaHOTO  MPEIOCTABICHHS  JIOXKHOMN
uH(popMalMM, HE BIpPaBe KOHCYJIbTUPOBATh KIHWEHTAa IO BOMIpoOcaM, TpeOyoluM
CHeMaIbHBIX 3HAHUH, BBIXOJSIINX 3a MPeIeibl €ro KOMIETEHIIUH.

6.1.10. PaGoTtHuk B ciydae, eciaM OH He o0namgaer HEOOXOIUMOM
KOMIIETEHIIMEN, YTOOBI peIUTh NpoOJIeMy 0OpaTUBILIErOCsS K HEMY KIIMEHTA, T0JKEH:

— MPUTIACUTh K TMOTPEOUTENI0 KOMIIETEHTHOTO CIEIUAINCTa, JIJS TOTO YTOOBI
yIIOB-JIETBOPUTH MPOCHOY MOTPEOUTENS;

— 3a/JaTh HANpaBJICHUSA MOHUCKA (MPEJOCTaBUTHh TEIEPOH CIPABOUYHOM CIYKOBI,
Ha3BaHHE COOTBETCTBYIONICH OpraHU3aluy U T.11.).

6.2. TpebGoBaHHS K JETOBOMY 3TUKETY IPH OYHOM OOCITY)KHBAHUHU NOTpeOUTENICH

6.2.1. Jluunoe oOOmIEHHE C MOTpeOUTENEeM SBISETCS BAXKHBIM  BJIEMEHTOM
KOPIIOPATUBHOW KYJIbTYpbl KOMIaHWHU. [Ipu OYHOM OOCIyXMBaHWM pPaOOTHHK JTOJKECH
CTPEMHUTBbCSI K MAaKCUMAJIbHOM TMPONYKTUBHOCTH OOCITYKMBAHMS, BBIPDAKCHHOH B
MHUHUMAaJIbHOM KOJUYECTBE AKTUBHBIX KOHTAKTOB.

6.2.2. PaGoTHUK MOKEH 70 KOHIIA BBISCHUTH BOIPOC, MO KOTOPOMY OOpaTuics
noTpeOuTeNlb, U TMPEAJIOKUTH ONTUMAIBHBIM BapUaHT pPELICHHUs €ro MpoOsieMbl, YTOOBI
MOTPEOUTEIIO HE MPHUIILIOCH 00PAIIATHCS TOBTOPHO.

6.2.3. [Ipu oOcCyXJeHUHM NPUHLMIHAIBHO BAXHBIX MM CIHOPHBIX MOMEHTOB
pabOTHUKY HEOOXOIMMO TOJIYYUTHh MOJITBEPKICHHE TOTO, YTO €Tr0 IMOHSI TMOTPEOUTEIb.
[ToBTOpsis KiroueBbIe (hpasbl 6ecelbl, HY)KHO YOSIUTHCS, YTO CTOPOHBI MPHIILTU K COTIIACUIO
OTHOCHUTENIBHO JadbHEUIUX JACHCTBUM MOTPEOUTENS; B CiIydae COMHEHHS HE0OXOIMMO,
nepedpasupysi  KIFOYEBBIE  MOMEHTBHI ~ Oecelpl,  BBIICHUTH,  JIOCTUTHYTO  JIH
B3aMMOIIOHUMaHHE.

6.2.4. PexomeHayeTcsl MPENOCTABIATh MOTPEOUTENIO YCIYT BAXKHYIO WM CIOXKHYIO
IUISL 3alIOMHHAHUST WHPOPMAIIMIO B MMMCEMEHHOM BHJE. B MHCEMEHHOM BHIE YKa3bIBAIOTCS
MepeuHr JOKYMEHTOB, J1aTa CIeyIOLIEro noceeHus notpedurens, reiaedon call-uenrtpa.

6.2.5. PaboTHUK JOMKEH JIEMOHCTPHPOBATH JOOPOXKEIATENFHOE OTHOIICHHE K
MOTPEOUTEIIO YCIIYT MaHEPOU OOILICHHSI, TPUBETCTBUS, YIBIOKOW U T.1I.

6.2.6. B koHie oOmeHus pabOTHUKY HEOOXOAWMO MOOJaroJapuTh MOTpeOUTENs
YCITyT 32 BU3UT.

6.2.7. Hopmpl u mpaBuia CiIy)keOHOrO STHUKETa TMPEANUCHIBAIOT PaOOTHUKY
BO3JICPKUBATHCS OT Pa3roBopa Mo TenedoHy, HITHOPUPYS MPUCYTCTBUE TIOCETHTEISL.

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
BIT 9/01-03/2013 JIN30BAaHHOI'0 OOCITY)KMBaHHUsS OTPeOUTEIICH YCIyr 59 124




OAO «MPCK Lenmpa»

6.2.8. Paborauk mpu npoouupoBanuu noceruteneM L{OK konpmukTHON cuTyanun
JOJKEH TPOSIBIISITH  SMOIIMOHAJIBHO-TICUXOJIOTHYECKYI0  YCTOWYMBOCTb, HE TO3BOJIAS
BTSHYTh c€0s B KOH(JIMKT, MPEANPUHUMATH BCE BO3MOXKHBIE MEpPHI K Pa3pellieHduI0 U
MIPECEUEHUI0 KOH(DIIUKTA.

6.2.9. TpeGoBanuss Kk BHelmIHEMY BHAY W (opMe ofekapl PpaOOTHUKOB,
OCYIICCTBIIIONIMX  OYHOE  OOCIyXHBaHUWE  MOTpeOuTeneil,  peraaMeHTHPYIOTCS
OpTaHN3alMOHHO-PACTIOPSAUTEIBHBIMHI TOKYMEHTaMHU.

6.3. TpebGoBanus K A€TOBOMY STHKETY IpHU Tele()OHHBIX MEPETOBOPAX:

6.3.1. TenepoHHble MEPETOBOPHI SIBISIIOTCS BAXKHBIM 3JIEMEHTOM KOPIIOPATHUBHON
KyJIbTYpbl KOMMaHuHu. PaOoTHUK, oTBeuyaromuidi Ha TeneOHHBIN BBI3OB, (QopMUpPYET
COOTBETCTBYIOIINI UMUK KOMIIAHUH Y TOTPEOUTEIIEH.

6.3.2. OTBeuaTh Ha BXOANIUN TeIe(hOHHBIN BHI30B HEOOXOIUMO CBOEBPEMEHHO, HE
MO3€e TPETHETO CUTHAIA.

6.3.3. [Ipu ocymecTBIEHUH HCXOASIIETO BBI30Ba PAOOTHUKY HEOOXOIMMO
MPEKPATUTh MOTBITKY BBIMTH Ha CBS3b IMOCJIE YETBEPTOrO CUTHANA TeIe(pOHHOTO anmapara.

6.3.4. PaGoTHUKY cieayeT BECTH Tele(OHHBIM pPa3roBOp TaKUM 00pa3oM, UYTOOBI
mpo0OiiemMa Kaxa0ro notpedurens Oblia pelieHa, ¥ 'y Hero 0CTajaoch MPUIATHOE BIIEYATIICHUE
0 KOMIIaHHH.

6.3.5. Peub paboTHHKA AOKHA OBITH YETKOM, YTOOBI MOTPEOUTENIH XOPOIIIO CIIBITIAIT
Y TIOHUMAJ.

6.3.6. PaGoTHHKY ciieqyeT CIeIUTh 3a CKOPOCTBIO CBOEH PEYM, TaK KaK CIUIIKOM
OBICTpas WIIM CIMIIKOM MEJICHHAs pEYb 3aTPYTHSIIOT OOIIECHHE.

6.3.7. PaboTHHKY pEeKOMEHIyeTCsl MCIOJB30BaTh MPUEMbl aKTUBHOIO CIyIIATENs,
MOJIZICPKHUBAsI TIOCTOSHHYIO CBSA3b C COOECETHUKOM MOCPEICTBOM CIOB U MEKIOMETHIA.

6.3.8. Eciu paboOTHUK HE YBEpEH, 4YTO MPAaBWIBHO pAacCHbIIal YTO-THOO B
TeaeOHHOM  COOOIIEHUH, €My HeO0OXOJAMMO  TEepeclpoCuTh, BO  H30EKaHUE
HEJIOTIOHUMAaHMUSI.

6.3.9. PaboTHHMK AOMKEH OBITh JJAKOHWYEH, YETOK B M3JIOKEHUU HH(DOpMAINH, HE
VIOTPEONATh JHITHUX CJIOB, HE JOIMYCKaTh MPOJOIKUTEIBHBIX Tmay3. TenedoHHBIH
Pa3roBOp JIOJKEH OBITh CO/IEPKATEIbHBIM, HO KPATKUM.

6.3.10. Ecnu omepatop He MOXET cpa3y OTBETHTh Ha BONPOC MOTpedUTens,
HEOOXOMMO 3apETUCTPUPOBATH KOHTAKTHBIC NaHHBIC MOTPEOUTENS W MPEIOCTABUTH OTBET
MO3/1HEE.

6.3.11. 3anpenieHo NocBsIAaTh MOTPEOUTENs TPH TeIePOHHBIX MEPETOBOPAX B
7ieia ¥ IpO0JIeMbI KOJIIET, KOMMEHTHPOBATh UX JICHCTBHS.

6.3.12. He pexomennyetcs BecTH TenedOHHbIE IEPETOBOPHI MO TPOMKOM CBSI3H.

6.3.13. Eciu motpebutens oOXuIaeT Ha JUHUH, OMNEPATOp HE JOJKEH

pasroBapuBaTh C APYTUMHU pabOTHHKaMH OO ¢ moTpedurensmu B opuce. [lpn Hammunu
TEXHUYECKOH BO3MOXKHOCTH 3BOHOK HEOOXOIMMO TIEPEBECTH Ha yICpXKaHHE C
MY3BIKaJIbHBIM COITPOBOKICHUEM.

6.3.14. B xoHI1e obuienus oneparopy/paboTHUKY HEOOXOAMMO MOOIaro1apuTh
HoTpeOuTeNs 3a 3BOHOK.

6.4. TpebGoBaHUA K 3TUKETY JEIIOBOM MEPEUCKHU:

6.4.1. JlenoBas mepemnucKka OCYIIECTBIAETCS MOCPEACTBOM TOYTOBOM  CBS3H,
ABTOMAaTH3UPOBAHHOM CHCTEMBI YIPABIECHYECKOTO IOKYMEHTOO0OpOTa M DIEKTPOHHOU
TIOYTHI.
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6.4.2. Ilpu nanpaBnennu nucbMa noutoi PO nmucemo odopmisieTcst u HarpaBIseTcs
B COOTBETCTBUU C BHYTPEHHUMH CTaHAApTaMU JOKYMEHTOO0O0pOTa.

6.4.3. Ilpu HampaBiieHHH MHCbMa MO JIEKTPOHHOM MOYTE PaOOTHUK BCEraa KpaTKo
yKa3bIBaeT ero temy. J[IMHa muckMa JOJDKHA COOTBETCTBOBATH XapaKTepy OOIICHUS: €CIH
pabOTHUK MPOCTO OTBEUAET Ha BOMPOC, TO OH JOJDKEH JIeNaTh 3TO KPATKO U MO CYIIECTBY;

6.4.4. TTucbMo HEOOXOAMMO HAUYMHATH C YBOXKUTEIHHOTO OOpaIlIeHHs K ajJpecary Mo
UMEHH U OTYECTBY.

6.4.5. OTBeT peKOMEHYeTCsI COCTABIATH U3 ABYX YaCTEH:

— KOHCTaTUpYIOILIeH — B HEll JaeTcst KpaTkoe CoJepKaHHe MOJy4eHHOro odparie-
HUs (Kayio0bl), a TaKKe NPUBOAATCS (PAaKThl, IPUUMUHBI, OCHOBAHUS U LEIH COCTABIEHUS 10-
kyMeHTa. [Ipy He0oOXO0AMMOCTH B JAHHOW YaCTH YCTaHAaBJIMBAETCS B3aUMOCBS3b C HOpMa-
TUBHOM JOKYMEHTalMel o JaHHOMY BOIIPOCY;

—  PpEe3yNbTUPYIOIIEH — B HEH W3Naraercs HEMOCPEICTBEHHO OTBET MOTPEOUTEINIO,
peILIeHUs 110 00palleHuto (xKanooe).

6.4.6. OTBeT HE NOJDKEH COJAEpkaTh CCBHUIKU, OTpaXKarolue MpoOJeMbl KOMITAHUU
(oTcyTrcTBHE (PMHAHCOBBIX CPEICTB, KAAPOB U T.J.), BBI3BIBAIOIINE HEYIOBICTBOPECHHOCTH
MOTpeOUuTeNss yciIyr, HEKOHKPETHBbIE M HEONPEACIICHHbIC CPOKH, WM CPOKH PpEHICHUS
npo0JieM MOTPeOUTENS, MPEBHIIAIOIINE ITTUTEILHOCTH O0Jiee roa.

6.4.7. OTBeT MOJMUCHIBACTCS JIOJDKHOCTHBIM JIMIIOM, Ha UMSI KOTOPOTO TMOCTYIUJIO
oOpamenue morpebutens. [loamucy nomxHa wuaeHtudummupoats padorauka (DUO,
JOJDKHOCTh, TIOJIpa3/iefiecHhe, HauMEHOBaHHWE KOMIIAHMHM) U COJAEPKaTh JlaHHbIE 00
alTbTEPHATUBHBIX KaHaJlaX CBs3M (Hampumep, TenedoH call-menTpa nnu daxc).

Ecnu oGpamenne moctynuiao ot Beimectosieit opranusanun (OAO «Poccuiickue
cetu» uiu MuHuctepcTBa sHepretuku Poccuiickoit denepaiuu), TO OTBET MOJMUCHIBACT
3aMECTUTENh TE€HEPAJIbHOTO IUpeKTopa (M0 HAMPAaBICHHWIO) WCIOJHUTEIBHOTO ammapara
OAO «MPCK Mentpa». OTBerT HampamisieTcs W3 HcHoOJHUTENbHOro ammapata OAO
«MPCK Lentpa».

Bo Bcex ocTanbpHBIX Clydyasx OTBET HampasisieTcs u3 ¢uauaia 3a MOAMUCHI0 JTOJXK-
HOCTHOTO JIUIIa, B COOTBETCTBUU C BBIAAHHBIMU MOJHOMOYMSIMU U HANPABICHUEM JIESITENb-
HOCTH.

[Tonnuck nomxkHa uaeHtuduuuponath padotHuka (PHUO, nomxHOCTH, MoApasaesne-
HUEe, HAaUMEHOBaHUE KOMITAHUH) U COJIEpPKaTh JaHHBIE 00 albTEPHATHUBHBIX KaHaJaX CBS3H
(manmpumep, TenedoH call-uentpa i dakc).

7. TpeboBanus k OM3Hec-npoLeccaM 1Mo odecnedyeHN 0 MIPUHIMIIOB
KJIMEHTOOpHeHTHpOoBaHHOCcTH O0mecTBa

7.1. TpeboBaHus K peanu3anyy yCIyrd M0 TEXHOJIOTHIECKOMY MPUCOETNHEHHIO:

7.1.1. Tlopsimok  TEXHOJOTMYECKOTO  IMPUCOEIMHEHUS  DHEPrONPUHUMAIOIINX
YCTPOMCTB ~ (SHEPreTUYECKUX  YCTAHOBOK)  3asBUTENEH K  paclpeaenuTeNbHbIM
NEKTpUYECKUM ceTssM (Quinana OOmecTBa yCTaHABIMBAETCSI B COOTBETCTBUU C
HOPMAaTUBHBIMU IPaBOBBIMM akTaMd, B TOM uucie IIpaBwiamMu TEXHOJIOIMUECKOIO
MPUCOETMHEHHS YHEPTOMPUHUMAIOIINX YCTPOMCTB MOTPEOUTENEH IIEKTPUIECKON SHEPTHUH,
00BEKTOB IO MPOU3BOJICTBY JIEKTPUUECKON SHEPrUH, a TaKKe OOBEKTOB 3JIEKTPOCETEBOIO
XO35I1ICTBa, MPUHAJUIEKALIUX CETEBBIM OPraHU3allMsAM M HMHBIM JIMIAM, K 3JIEKTPUYECKUM
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CeTsIM, W PETJIIAMEHTHPYETCS  OpPraHW3allMOHHO-PACTIOPSAUTEILHBIMI  JTOKYMEHTAMU
OO0urecTBa.
7.1.2. 3asBKa Ha TEXHOJOTUYCCKOE MPUCOCTUHEHUE MOXKET ITOCTYIIATh:

— IIO4YTOM uepe3 YIpaBlIeHHE JAeslaMU UCIOJHUTENbHOro annapara O6uiecTBa Uiu
Otnen ynpasieHus aenaMu Gpuiinania;

— 4epe3 UHTEePHET-NPUEMHYIO (JIUYHBIA KaOMHET KIMEHTa) C MOCIeAYIOIIUM TIpei-
CTaBJIEHUEM OPUTHMHAJIOB IOKYMEHTOB;

— uepe3 [HOK npu oyHOM oOpaiiieHHH MOTpeOUTENs YCIyr (3asBUTENIsI) BHE 3aBU-
CUMOCTHU OT MECTa PACTOI0KEHHUS YHEPTONMPUHUMAIOIINUX YCTPOUCTB 3asBUTEIS;

— B CTPYKTypHOe noapaznaenenue ¢punuana Ob6mectsa, B ToMm uncie B POC, B omne-
palMOHHON 30HE KOTOPOTO PaCHOJIOKEHO MPUCOETUHIEMOE K AJIEKTPHUUECKOM CEeTH 3HEpro-
MPUHUMAIOIIEE YCTPOUCTBO 3asBUTEIIS.

7.1.3. Ilpu oyHOM TIpHeMe 3asiBKU CTCIHATHCTaMHU YTIPABICHUS B3aMMOACHCTBUS C
kueHTaMmu/cnernpanuctamu  POC  ocyliecTBiIsSeTcss MEepBUYHAS M OCHOBHas 00paboOTKa
3asBKH Ha TEXHOJIOTUYECKOE IPUCOETIUHEHHE.

7.1.4. Ilpu npueme 3asBKU uepe3 YnpaieHue nenamu / OTaen ynpaBieHus JelaMu
¢unuana mpoBepKy coOMOACHUS TpeOoBaHM K (opMe, MOJHOTE CBEICHUN B 3asBKE U
HQIMYUIO TPWJIAraeMbIX JIOKYMEHTOB BBIMOJHSIOT — CIEHUAINUCTBI  OTBETCTBEHHOTO
MOJIpa3/IeTIeHNs], YCTAaHOBJIEHHOTO OPIaHU3ALMOHHO-PACHIOPSAUTEIBHBIMU JOKYMEHTAMU
O61ecTBa.

7.1.5. IIpu 3aouHOM oOpalleHUH dYepe3 HHTEPHET-IPUEMHYIO (JIMYHBI KaOMHET
KJIMEHTa) NMepBUYHAs U OCHOBHasi 0OpabOTKa 3asBKH Ha TEXHOJOTMYECKOE MPUCOECTUHEHHE
OCYILECTBIISIETCS CTIEUANINCTAaMH Y IPaBICHUs B3aUMOAECUCTBUS ¢ KinueHTaMu. OpuruHaisl
JOKYMEHTOB T10 3asiBKE JOJKHBI ObITh 3alpOIICHbI Y 3asiBUTENS B TeueHue 6 pabouux AHEH
C JaThbl NOJy4YEHUs 3asBKU. B ciydae HenmpenocTaBieHMs] OPUTHHAIOB JOKYMEHTOB 3asBKa
Ha TEXHOJIOTMYECKOE NPHUCOEAVNHEHHE CUUTAETCS AHHYJIMPOBAHHON. YBeIOMIIEHHE
3asiBUTENIEN 0 HEOOXOAMMOCTHU MPEICTaBUTh OPUTMHABI JJOKYMEHTOB IO 3asBKE U KOHTPOJIb
CPOKOB IPEI0CTaBICHUS OCYIIECTBISAECT YIpaBiIeHHE B3aUMOICHCTBHSI C KIIMEHTAMHU.

[Tpu 3a04HOM OOpaleHnu Yepe3 UHTEPHET-PUEMHYIO (JIMYHbIM KaOMHET KIMEHTA)
NepBUYHAsT ¥ OCHOBHAas o0O0pa0oTka 3asfBKM Ha TEXHOJOIHMYECKOEe MPUCOECTUHEHHE
OCYILIECTBIIACTCS  CHEHMAIUCTAMH  YTPABJICHUS  B3aWMMOJCHCTBUS C  KJIMEHTAMHU.
[IpaBoycTaHaBiIMBaIOMIKE TOKYMEHTHI MO 3asBKE JOJDKHBI OBITH 3alpPOILIEHBI y 3asBUTEINS B
TeueHne 6 pabouux [HEH C JaThl MONyYeHHs 3asiBKU. [lMcbMeHHOe yBeTOMIICHHE
3asiBUTENIEd O HEOOXOAMMOCTH MpPEICTaBUTh IPaBOYCTAHABIMBAIOIINE JOKYMEHTBHI IO
3asiBKE€ U KOHTPOJIb CPOKOB MPEIOCTABICHHS OCYIIECTBISAET YIPABICHUE B3aUMOICUCTBHUS C
KIIMCHTaMU.

7.1.6. O6pamenue 3asButens peructpupyercs B SAP CRM, cornacHo myHkty 7.1, B
MOMEHT TMOCTYIUICHHUS, 3asBKa Ha TEXHOJIOTMYECKOE MPUCOEIWHEHUE PErucTpupyercs B
YCTaHOBJIEHHOM IOpSAJIKE B JIEHb MOCTYIUIEHUS 3aiBKU OT 3asABUTENA (B Cily4yae IMOJHOMN
KOMIUIEKTHOCTH 3as1BKH) WIN B JIEHb MPEJOCTABIICHUS 3asBUTEIEM HEJTOCTAIOUINX CBEACHUM
10 3asiBKE€ W/WJIM HEJAOCTAIOLIUX IOKYMEHTOB.

7.1.7. llpu ounHoii ¢opMe momayu 3asiBKM Ha TEXHOJIOIMYECKOE MPUCOEIUHEHUE
3agBUTENIO IPEIOCTABISETCS BO3MOXKHOCTH CO3JIaHUS JIMYHOTO KaOWMHETa KIMEHTAa IS
noctyna K uHpopmaruu mo 3tarnaM oOpaOOTKU ero 3asBKH M HCIOJHEHUs joroBopa. B
cllydae corjacHsi CO CTOPOHBI 3asBHUTENs, €My BBIJAETCS JIOTMH W Mapojib IJs BXOAa B
JUYHBINA KaOWHET.
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7.1.8. OCHOBHBIMH TIOKA3aTEISIMHU, XaPAKTEPHU3YIOMIMMH HHIUKATOP HCTOJHUTEIEHOCTH
KOMITAaHWHM TI0O TEXHOJIOTHYECKOMY IPUCOCAUHEHHUIO, SIBISIOTCS TapaMeTphl COOIIOCHUS
TpeOOBaHWUN HOPMATHBHBIX TIPABOBBIX aKTOB, B TOM WYHCIJIE HOPMATHUBHBIX CPOKOB
UCIIOJTHEHHUS ATAIOB OCYIIECTBICHUS TEXHOJIOTHIECKOro prcoeanueHus (tadm. 15 u 16).

Taomuua 15

CpOKH HCIIOJTHCHUSA 3TAIIOB OCYIIECTBJICHUA TEXHOJIOIHYECCKOTO0 IIPUCOCAUHECHUS

Oran

[Ipouenypa

Cpok

[TepBuunas
obpaboTka
oOpareHus
(3asABKH)

[Ipuem oOpamenuss ¢  3as9BKOM
TEXHOJIOTUYECKOE IPUCOEINHEHNE

Ha

Ilpy ouHOM oOOpalieHUU He
6omee 30 MUHYT

IMpy TOCTYMJICHUU 3asBKH IO
moyTe - TMepenavya 3asBKA U
nakera JIOKYMEHTOB B
npo(UIBHOE MOAPA3ICIICHHE — B
TEYCHHE OJIHOTO PabOyero IHs

OcHoBHasA
obpaboTka
3as1BKU

[IpoBepka coOmrogcHUsT TpeOOBaHUU K
dbopme, TOJHOTE CBEACHUW B 3asiBKE U
HAJIMYUIO JIOKYMEHTOB MPHIOXKEHHBIX K
3a5BKE B COOTBETCTBUU C HOPMATHBHBIMHU
MIPABOBBIMU aKTaMU U OPTaHHU3AIMOHHO-
pactopsAUTEeILHBIMEA JOKYMEHTAMHU.
Perucrpanus 3asiBKU u nakera
nokymentoB B SAP CRM

1 pabGoumii nmeHb C  JaThI
MOJIYYCHHUS] 3asBKM M I1aKeTa
JIOKYMEHTOB npu OYHOM
oOparneHun

2 paboumx JHA C  JaThl
perucTpanuu BXO/AIIIETO
MMChbMa C 3asBKOM M IIAKETOM
JOKYMEHTOB TIPU  TOJYYEHUU
3asIBKH I10 IIOYTE

HOI[FOTOBKa W HaIlpaBJICHUC YBCAOMIICHUS
3aABHUTCIIO O HCAOCTAOIIUX CBCIACHHUAX
W/ JOKYMCHTAX K 3asIBKC

B Teuenue 6 pabouux gHEH ¢
JIaThl TIOJTy4EHUS 3asBKU

HanpaBneHHe 3as1BKH u naxkeTa
JOKYMCHTOB, MpEaACTAaBJICHHBIX
3asABHUTCIICM, B HpO(I)I/IJIBHOG
noapa3aciiCHUuC C COIIPOBOJAUTCIIBHBIM
N1UCbMOM

2 pabouux  OHA ~ TOCTE
MOJTy4YeHUs1 3asiBKH (B cCiy4ae
MOJTHOTO TIaKeTa JOKYMEHTOB)
WA nocie MOJTydEHUS
HEJIOCTAIOMINX CBEICHUN W/Win
JIOKYMEHTOB K 3asBKE

3akJIroueHue
noroBopa 00
OCYUIECTBJIE-
HUH
TEXHOJIOTHYE-
CKOTO
MIPUCOEIUHE-
HUSA K
AEeKTpHUYe-
CKHM CETIM

[TonroroBka u HanpaBJIEHHUE YBEIOMIICHUS
00  yBEIMYEHHUU CpOKa  IOATOTOBKU
JIOTOBOpa Ha COTJIACOBAHME TEXHHUYECKHUX
YCIIOBUN C CHUCTEMHBIM OIIEpaTOpPOM IpH
CIIOKHOM XapakTepe TEXHOJOTHYECKOIO
PUCOEANHEHUS

He nosnnee 2 pabGoumx aHein
nocie HaIpaBJICHUS
TEXHUYECKUX  YCIOBMM  Ha
COTJIaCOBAHUE CHCTEMHOMY
oreparopy

[ToaroToBka M HampaBieHHUE YBEAOMIICHUS
3aSBUTENIO O HANpPABICHUU 3asBICHHUSA 00
YCTAQHOBJICHUHM IUIATHI C MPUIIOKEHHBIMHU K
HEMY MarepHaiaMd B YIOJIHOMOUYEHHBIH
OpraH MCIIOJIHUTENBbHOU BJIACTH B 00JacTH
rOCYAapCTBEHHOTO peryIupOBaHHS
TapudoB

3 pabounx
HarpaBJIeHUS
YCTaHOBJICHUU
YIOJIHOMOYEHHBIN opra’
UCTIOJHUTENIBHOM  BJAacTH B
o0nactu roCy/1apCTBEHHOTO
peryaupoBaHus Tapu¢os

IHI €O  JHA
3a4BJIEHUST 00
TLIATHI B

ITonrotoBka © HampaBlIEHHE MPOEKTA
JI0rOBOpa 00 OCYILIECTBICHUH
TEXHOJIOTUYECKOTO  MPHUCOEAUHEHHUS U

30 gHeW co JHA TOJMYYEHHS
3a8BKM (B cClydae IOJIHOTO
MaKeTa JOKYMEHTOB) WJIM TTOCJIE

CTO
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TEXHUYECKUX YCIIOBUM Ha
TEXHOJIOTHYECKOE  IPHUCOCAMHEHHE K
AEKTPUYECKUM CETSAM 3asIBUTEIIIO.

(ITpy  TEXHOJOTMYECKOM HPUCOEIUHEHUHN
10 UHIUBUIYAIbBHOMY IIPOEKTY 3asiBUTEIIIO

TaKxKe HarpaBJIsIeTcs peleHue
YIIOJIHOMOYEHHOTO oprasa
UCTOJIHUTENIBHOM ~ BiacTd B objactu
rocyJapCTBEHHOTO pEryJIupoBaHUs

TapuoB 00 YTBEpPKJCHUHM TIUIATHI 3a
TEXHOJIOTUYECKOE  MPHUCOCTUHEHUE  TI0
WH/IMBUYAIbHOMY IPOCKTY)

MOJTy4YeHUs HEIOCTAIOIINX
CBEJICHUN W/WUIM JIOKYMEHTOB K
3asIBKE

3 nHA cO [OHS YTBEPXKACHUSA

pa3mepa TUTIaTHI 3a
TEXHOJIOTUYECKOE

HPUCOCTUHEHUE

YITOJTHOMOYEHHBIM OpraHom
WCTIOJHUTEIBHOM  BJacCTH B
obmactu rOCy/1apCTBEHHOTO
perynupoBanus TapudoB npu
HPUCOCTUHEHUH o

VHJMBUYAIbHOMY IIPOECKTY

3 pabouux JHA CO JOHSA
COTJIACOBAHUSI C  CHUCTEMHBIM
OIIEPaTOpOM TEXHUYECKHAX
yCIIOBHIA npu CJIO’)KHOM
XapakTepe  TEeXHOJIOTUYECKOTO
IPUCOCTUHCHUS

5 paboumx gHE ¢ JAaTHl
TIOJTyYCHUS OT  3asBHUTEINS
MOTHBHPOBAaHHOTO OTKa3a OT

HOJNKMCAaHUS MPOEKTa J0roBopa
C TpebOBaHHEM O MPHUBEACHUU
ero B COOTBETCTBUE  C
[IpaBunamMy TEXHOJIOTUYECKOTO
IPUCOEANHEHHUS
(mocranosnenue [IpaBuTenbcTBa
Poccuiickoit denepannn ot 27
nexadpst 2004 r. Ne 861)

[Tongnucanue poroBopa co  cTOpoHbI | 60 1HEH ¢ Jarel MOMy4YeHHS

3asiBUTENII M HalpaBiI€HHE  OJHOrO | MOJMUCAHHOIO ceTeBOi

IK3EMILISPA B CETEBYIO OPraHU3ALNIO OpraHusanuen IIPOEKTa
JI0roBOpa

Hanpasnenue 3asgButeneM | 30 gHEM ¢ JaTel  MOJIyYEHHs

MOTHUBHPOBAHHOTO OTKa3a OT MOAMNMCAHUS | OANMCAHHOTO ceTeBOi

IpoeKTa JOoroBopa ¢ TpeOOBaHHMEM O | OpraHu3anuen IIPOEKTa

NpPUBEIEHUH €ro B COOTBETCTBUE C | IOTOBOpa

[TpaBunamu TEXHOJIOTUYECKOIO

IIPUCOETUHEHMS (mocraHoBNIEHUE

IIpaButensctBa Poccuiickonn denepaunu
ot 27 nexabpst 2004 r. Ne 861)

AHHyJ'II/IpOBaHI/IC 3as1BKHU Ha
TEXHOJIOTHYCCKOE NIPUCOCINHECHUEC

60 nHEl co [OHA MOJIy4eHHusd
3asiBUTENIEM MOJMKUCAHHOTO
CETEeBOM OpraHu3alMel MPOEKTa
JI0TOBOpa

Hanpasnenue KOTIUHU 3a9BKHU Ha | 5 pabouux JHEW C JIaTHI
TEXHOJIOTHYECKOE  MPUCOEAUHEHUE  Ha | MOJYYEHUS 3aABKHU
PacCCMOTPEHUE CHUCTEMHOMY OIEpPaToOpy B
ciryJae TEXHOJIOTHYECKOTO
CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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MIPUCOECTUHEHUS SHEPrONPUHUMAIOLIUX
YCTPOMCTB, MaKCHMajibHasi  MOIIHOCTh
KOTOpBIX cocTaBisieT cBbiie 150 kBt u
MmeHee 670 kBt

HampaBneHue B BBIIIECTOALLYI0 CETEBYIO
OpraHH3aI1Io uHpOpMaLUn 0
IJIaHUPYEMOM TEXHOJIOTHYECKOM
MIPUCOEIMHEHNH, COAEPIKALIEH yKa3aHHE O
MaKCUMQJIbHOM  MOIIHOCTH,  XapakTepe
Harpys3Ku, KaTeropuu HaJEKHOCTU
AJIEKTPOCHAOKEHUS

10 paboumx pgHEH C
MOJTYYCHUSI 3asIBKU

ATkl

CornacoBaHue ¢ CUCTEMHBIM OIEPATOPOM
TEXHUYECKUX yCIIOBUI Ha
TEXHOJIOTMYECKOE  IIPUCOCIMHEHHE K
JIEKTPUUYECKUM CeTssM B Ciydae
TEXHOJIOTMYECKOTO  NPUCOCAUHEHUS B
OTHOLICHUH T'€HEPATOPOB, YCTAHOBJICHHAsS
MOIIIHOCTh KOTOPBIX IpeBbImaer 5 MBT, u
SHEProNPUHUMAIOLINX YCTPOUCTB,
MaKCHUMaJlbHasl MOIIHOCTb KOTOPBIX HE
meHee 670 kBt

15 nHeil ¢ paTel MOJy4eHHUS
IpOEKTa TEXHUYECKUX YCIOBUU
OT CETEBOW OpraHu3aluu

Ocymectsiie-
HUE
MEpONPHUITHI
o
TEXHOJIOTHYe-
CKOMY
MIpUCOEINHE-
HUIO co
CTOPOHBI
CETEBOM
OpraHu3anuu

Jlns 3asBUTENEN B LENSIX BPEMEHHOro (Ha

CPOK HE Oonee 6 MECSIICB)
TEXHOJIOTUIECKOTO MIPUCOCTMHCHHSI
MPUHAICKAIIAX UM
SHEPrONPUHUMAIOIINX  YCTPOMCTB IS

oOecrieyeHns AIIEKTPUUYECKONW HHeprueit
NepeIBUKHBIX 00BEKTOB ¢ MAaKCHUMaJbHOU
MomHOCcThI0 10 100 kBT BKIItOUHTENBHO (C
Y4€TOM paHee MPUCOEANHEHHBIX B JAHHON
TOUKE IIPUCOEANHEHHUS
YHEPrONPUHUMAIOIINX YCTPOWCTB)

15 paGouux aHel (eciu B 3asiBKE
HE yKa3aH Oonee
MPOJIOJDKUTENBHBI  CPOK) €
JaThl 3aKJII0OYCHHUS I0TOBOpa

Jns 3asBUTENCH - IOPUAWYECKUX JIULl UITU
WHMBUIYAIGHBIX TpEANPUHUMATEIICH B
HENSIX TEXHOJIOTUYECKOTO MPHUCOSAMHEHHUS
10 OJTHOMY UCTOYHHKY JIEKTPOCHAOKECHUS
HHEPTONPUHUMATOIIIX YCTPOMCTB,
MaKCHMaJIbHas MOIIHOCTh KOTOPBIX
cocraBiager or 15 kBt mo 150 kBt
BKJIIFOYUTEIIBHO  (C  y4eToM  paHee
NPUCOSANHEHHBIX B JJAHHOM  TOYKE

6 MecsIeB ¢ JaThl 3aKJIFOYCHUS
7
JIOTOBOpPA

® B ciydae, ecim pacCTOSIHEE OT SHEPrONPHHUMAIONIEr0 YCTPOHCTBA 3asBUTENS 0 CYIIECTBYIOIINX dIEK-

TPUUICCKUX ceren HCO6XO,Z[I/IMOF0 KJIaCCa HAIPsKECHUS COCTABJISICT HE 6oimee 300 M.

" B ciiyuae TEXHOJOIHYECKOTO MPHCOEIMHEHHs K SIEKTPHUECKUM CeTAM KIaccoM Hampskenus 10 20 kB
BKJIFOUMTENIFHO, €CIIM PACCTOSHHUE OT CYHIECTBYIOIIMX 3JIEKTPUYECKHUX ceTeil HeoOX0AMMOro Kiacca Hampsi-
JKEHHSI 10 TPAHUI] y9acTKa 3asBUTENA, Ha KOTOPOM PACIIONIOKEHBI TPUCOEINHAEMbIE YHEPTOIPUHUMATOIIINE
ycTpoiicTBa, coctasisier He 6osnee 300 M B ropojax M IMoceiKax ropojckoro tuna u He 6onee 500 M - B

CEJILCKOU MECTHOCTH.

CTO
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IPUCOCTNHCHUS
YCTPOKCTB)

OHCPTONIPHUHUMAIOIIHUX

Hns 3asButened - QPU3MYECKUX JIHI] B
LEJSAX TEXHOJIOTMYECKOT0 MPUCOSAMHEHUS
SHEPTONPUHUMAIOIIIHNX YCTPOKCTB,
MaKCUMaJIbHas MOIIIHOCTD KOTOPBIX
coctaBisieT 10 15 kBt BrimountensHo (C
Y4E€TOM paHee MPUCOSAMHEHHBIX B JaHHOM
TOYKE MIPUCOEIUHEHUS
SHEPTONPUHUMAIOIIIHNX YCTPOKCTB),
KOTOpPbIE€ HCIOIB3YIOTCA i1 OBITOBBIX W
HMHBIX HYX]I, HE CBSI3aHHBIX c
OCYIIECTBJICHUEM TPEANPUHUMATEIHCKON
NEATeILHOCTH, W D3JEKTPOCHAOKCHHE
KOTOPBIX MPEAYyCMAaTPUBACTCS MO OJHOMY
HUCTOYHUKY

Hanpasnenue KOITMH 3as1BKH Ha
TEXHOJIOTHYECKOE  MPHUCOSANHCHHE  Ha
paccMOTpeHHE CHUCTEMHOMY OIepaTopy B
cirydae TEXHOJIOTHYECKOTO
PUCOCAMHCHHUS SHEPrONPUHUMAIOIINX
YCTPOMCTB, MAaKCHMaJbHas  MOIIHOCTh
KOTOpBIX cocTaBisieT cBbime 150 kBt u
Mmenee 670 kBt

HanpaBrneHnue B BBIIIECTOSIIYIO CETEBYIO
OpPTraHU3AIUIO uHpopmauu 0
IJIaHUPYEMOM TEXHOJIOTHYECKOM
PUCOEANHEHNH, COJEPKAIIYI0 YKa3aHHe
0 MaKCHUMaJbHOM MOIIHOCTH, XapakTepe

1 ron, ecnu Ooyiee KOPOTKHE
CPOKH  HE  MPEIyCMOTPEHBI
COOTBETCTBYIOLIEH
WHBECTUIIMOHHON MpOorpaMmMoun
WJIY COTJIALIEHUEM CTOPOH

HarpysKH, KaTeropuu HAJIEXKHOCTHU

AIIEKTPOCHAOKEHUS

CornacoBaHue ¢ CUCTEMHBIM ONEpPAaTOPOM | 2 rojia, €CJIK UHbIE CPOKU (HO He
TEXHUUYECKUX yCIIOBUI Ha | Oosee 4 j1eT) He IPeAYCMOTPEHBI
TEXHOJOTMYECKOe  MPHUCOEAMHEHHE K | COOTBETCTBYIOLIEH
IEKTPUYECKUM  CETIM B ClIy4ae | MHBECTULIMOHHOW IPOTrpaMMOM
TEXHOJIOTMYECKOI'O IPpUCOCIUHCHHUA B | WX COrJIallICHUEM CTOPOH

OTHOLLIEHHUU T'€HEPaTOpPOB, YCTAaHOBJICHHAsS
MOIIIHOCTh KOTOPBIX IpeBbimaer 5 MBT, u
HHEPrONPUHUMAIOLIUX YCTPOMCTB,
MaKCHUMaJlbHasi MOIIHOCTh KOTOpBIX HeE
menee 670 kBt

Tabmuma 16

Cpoku HCIIOJTHEHHS CeTeBOM KOMIIAHUM (PAKTHYECKOI0 NPUCOEAUHEHHS

00BHLEKTOB 3asIBUTEJIA

[Ipouenypa

Cpok

[TIpoBepka ceTeBoil OpraHu3anyen BhIOJIHEHUS 3asBUTEIEM

TCXHUYCCKUX YCJ'IOBI/II\/'I

B teuenne 10 pabounx mHEH ¢
MOMEHTA MOJTy4eHUs
YBEJIOMJICHHSI OT 3asSBUTEIIS

CTO

BIT 9/01-03/2013

Crangapt OAO «MPCK llentpa» Cuctema LieHTpa-
JIN30BAaHHOI'0 OOCITY)KMBaHHUsS OTPeOUTEIICH YCIyr 66

Crp.: Bcero ctp.:

124




OAO «MPCK Lenmpa»

[Iponenypa Cpox
OcMmoTp (00OceroBaHrEe) TPUCOCTUHIEMBIX B teuenue 3 pabouux gHeit
HEPTrONPUHUMAOIIUX YCTPOHCTB TI0CJIC YBEIOMJICHHUS 3asIBUTEIIEM

O BBITIOJTHEHUH CBOUX
00513aTeIBCTB IO IOTOBOPY 00

OCYILIECTBICHUU
TEXHOJIOTUYECKOTO
IPUCOEANHEHHUS
Ocy1iecTBiieHne ceTeBON opranu3anuei (pakTu4eckoro I1o oxoOHYaHMHM OCYILECTBICHUS
MPUCOECTUHEHUSI OOBEKTOB 3aBUTENS K DJICKTPUIECKUM CTOPOHAMHU MEPOIPUATHI 110
CEeTAM M BKJIIOUEHHE KOMMYTAllMOHHOI'O arnmapara TEXHOJIOTHYECKOMY
(puxcanys KOMMYTaLlMOHHOTO arnapaTa B MOJOXKEHHUE IIPUCOEIMHEHUIO

«BKJIFOUEHO») U 0(OPMIICHHUE:

- AKTa pa3rpaHnyeHus 0anaHCOBOM MPUHAAIEKHOCTH
NEKTPUYECKUX CETEM;

- AKTa pa3rpaHMyYeHHUs] dKCIUTyaTalluOHHOU
OTBETCTBEHHOCTH CTOPOH;

- AKTa 00 OCYIIECTBICHUN TEXHOJIOTHYECKOTO
IIPUCOEAVHEHHUS

7.2. TpeboBaHus K peanusalyy yciayTH M0 Hepeaayde 3JIeKTPUIECKON SJHEPruu:

7.2.1. IlpegoctaBieHue  yclyr 1O  Iepegadye  3JICKTPUUYECKOM  3HEpPruu
perJaMeHTUpyeTcss  HOPMAaTUBHBIMU  NPAaBOBBIMM ~ aKTaMd U OpPraHHU3al[MOHHO-
pacnopsauTeNbHBIMU ToKyMeHTaMu O011ecTsa.

7.2.2. 3asBiIeHHe Ha OKa3aHUE YCIYT MO Iepeaaye 3IEKTPUUECKON SHEPruu MOXKET
MOCTYIUTH 110 OAHOMY M3 CJIEIYIOLINX KaHAJI0OB KOMMYHHUKAIUI:

— mourtol (depe3 YmpaieHue JejlaMyd UCTIOIHUTENbHOTo annapara O0iecTBa nin
Otnen ynpaBieHus AeJIaMy UCTIOMHUTEIBHOTO arnapaTa ¢puimana);

— uyepe3 LHOK mpu ounoM obOparieHnn moTpeduTest yeiyr (3asBUTENs);

— B CTPYKTYypHOe€ nojapaznenenue guinana Ooumectsa, B ToM yncie B POC.

7.2.3. Tlpu ounom mpueme 3asBiieHust cnernuanucramu [[OK/cnenmanmucramu POC
OCYIIECTBIIIETCS €ro MepBuYHas oopaboTka.

7.2.4. llpn mnonydyeHUM 3asBJICHUS uepe3 MmouTy Ympamienue genamu / Otaen
yIpaBieHUs JienaMu (uiuaia HampaBlsieT 3asBlieHHE B MNpoduibHOE Mojapa3zescHue
OomecTna.

7.2.5. CooTBeTcTBHE OHW3HEC-TIpollecca  pealu3aldd  YCAyr Mo  Tepeaade
ANEKTPUYECKON SHEPTUM MPUHIMIIAM KIMEHTOOPHUEHTHUPOBAHHOTO IMOAX0/1a OCHOBBIBAETCS
Ha WCTIOJTHEHUH TPeOOBaHUI HOPMATUBHBIX MTPABOBBIX aKTOB (Tabm. 17 - 23).

Taomuma 17

Cpoxn 3aK/II049eHHUs I0T0BOPA HA 0Ka3aHHUe YCJIYT 10 Nepegayde 3JIeKTPHYeCKOi
JHEepPruu

IIpouienypa Cpok
[TepBuunast 00pabOTKa 3asBIICHUS M MPOBEPKA MOTHOTHI
CBEJICHUI B 3asBJICHUM U KOMILJICKTHOCTH IOKYMEHTOB K
3asIBJICHUIO

2 paboynx JHS C MOMEHTa
MOJTyYCHHUS 3asIBIICHUS

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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IIpouenypa

Cpok

[ToaroroBka U HampaplICHUE YBEIOMIIEHHS 3asIBUTEIO O
HEJIOCTAIOLIUX JOKYMEHTaX WU 00 OTCYTCTBUU B IPEJ-
CTaBJICHHBIX IOKYMEHTaX HEOOXOIMMBIX CBEJICHUM

6 pabouux AHEH C AATHI TO-
JYYCHHS 3asIBIICHUS

IloaroroBka u HaIIpaBJICHUC YBCIOMIICHUA 3aABUTCIIIO 00
OTCYTCTBUH TEXHUUYECKON BO3MOKHOCTH OKa3aHHS yciayr
mo mnepeaadyc 3JI€KTpPI‘ICCKOfI SHCPIUM B pPaMKax 3asdB-
JICHHOTI'O HOTpe6I/ITeJIeM yciyr O6’beMa, a TaKXKC O TOM,
Ha KaKuX YCJIOBHUAX U B KaKOM o0BeMe MOT'YT OBITh OKa-
3aHa yClIyra v 3aKJIIO4YCH J0roBOp

30 mHel ¢ maThl MOMY4YEHUS
3asBJIeHUs (B cilydae NIpeJo-
CTaBJICHUS BCEX HEOOXOIH-
MBIX CBEJEHUN) WU TIOCHe
TIOJTYICHHUS HEIOCTAIOIIAX
CBEJICHUH I10 3aABJICHUIO

HampaBnenue 3asiBUTENI0 MOTMBUPOBAHHOTO OTKa3a OT
3aKJIIOUYEHHUs JOTrOBOpa B MUCbMEHHOH (hopme ¢ yka3aHu-
€M MPUYMH U C MPHIOKEHUEM O00OCHOBBIBAIOIIUX JIOKY-
MEHTOB

30 nHel ¢ maThl MOJYYEHHS
3asBJeHUs (B cllydae mpeJo-
CTaBJICHUS BCEX HEOOXOIH-
MBIX CBEICHHUI) WU IIOCHe
MOJTYdCHUS HEIOCTAOIINX
CBEJICHUM 10 3asSBJICHUIO

[ToarotoBka W HarpaBJeHHE 3asBUTENIO MOJIMHUCAHHOTO
CO CTOpPOHBI CETEBOW OpraHHW3aIlH TPOEKTa J0TOBOpa
WIH TIPOTOKOJA pa3Horiacuil (B ciydae, eciu 3asBUTE-
JIEM TIPEJICTaBJICH MPOEKT JI0r0OBOPA)

30 nHe#lt ¢ maThl MOJYyYEHHS
3asBeHUS (B Cllydae TMpeJo-
CTaBJICHUS BCEX HEOOXOIH-
MBIX CBEICHHUM) WM IIOCIIe
MOJTYICHUS HEIOCTAOIINX
CBEIIEHUH 110 3asIBJICHUIO

TabOnuma 18

Cpoxku ycTaHOBKHU NPHUOOPOB yueTa HA 00beKTAaX IJIEKTPOCEeTeBOI0 X035iCTBA

Oo0mecrBa

[Ipouenypa

Cpoxk

[lepBuunas 00pabGoTKa 3asBJICHHS O HEOOXOIUMOCTH
000pyZI0BaHUS TOUYKU TTOCTABKU MPUOOpaMu yuera

1 paboumii JeHb C JaThI
TIOJTYICHUS 3asIBJICHUS

[ToaroroBka ¥ HampaBiCHHE 3asIBUTEII0 JIOKYMEHTa,
COJICpPIKAINET0 TEXHUYCCKHE YCJIOBUS Ha MPOBEICHHE
pabot 1Mo oOOPYIOBAaHHWIO TOYKH TOCTABKH MPUOOpAMH
ydeTa (C yKa3aHHEM CPOKOB W CTOMMOCTH BBITIOJHCHHS
COOTBETCTBYIOIIUX palboT)

15 paGouumx pgHEH ¢ gaThl
TIOJTYICHUS 3asBIICHUS

Hanpasnenue 3asBUTEN0 000CHOBAHHOTO OTKAa3a B CBA3H
C TEXHUYECKON HEBO3MO>XHOCTBIO YCTaHOBKH
He0OXO0IMMBIX TPUOOPOB yueTa

15 paboumx pmHEH C gaThl
TIOJTyYCHUS 3asIBIICHUS

CormacoBanue 3asBUTEIEM C CETEBOM OpraHu3aluen
CPOKOB M CTOUMOCTH paboT

10 pabGoumx pgHEH C gaThl

TIOJTY4CHHSI JTOKYMEHTAa,
COZIEpXKALIeTO  TEXHUYECKHE
yCIOBUSL  HAa  INPOBEJICHUE
pabor 1O  000PYHAOBaHUIO

TOYKH TIOCTaBKH MpUOOpamMu
ydera

CTO
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3 Mecs1ia C JIaThI
BeimosiHeHrne padboT 1Mo 000pyA0BaHHIO TOYKH MOCTABKU

COIJIACOBAHUSA TEXHUYECKUX
npuOopaMu ydera .8

yCIIOBUH

7.2.6. Ilponieaypa ycTaHOBKH, 3aMEHBbI M (MJIK) SKCIUTyaTalldd MPUOOPOB yueTa Ha
00BEeKTax 3asBUTENS

7.2.6.1. Ecau OOmIecTBo MOJYYHJIO 3alpoC Ha COTJIACOBAaHHE MECT YCTaHOBKHU
npubopoB yuyera, O0miecTBo B TeueHue 12 pabouux AHEW - CO JHS MOJIyYEHHs 3arpoca OT
rapaHTHPYIOIIEro MOCTaBIINKa (?HEPTOCOBITOBOM, SHEPTOCHAOKAIOIIEH OpraHU3alluy) U B
TedyeHue 15 pabouumx JHEH co JHSA TOJNYYEHUS 3ampoca OT COOCTBEHHHKA
HHEPTONPUHUMAIOIINX YCTPOUCTB (OOBEKTOB MO MPOU3BOJCTBY SJIEKTPUUYECKON IHEPTrUU
(MOIIHOCTH), OOBEKTOB 3JEKTPOCETEBOr0 XO3SMCTBA) OCYIIECTBISIET COTJIACOBAHHUE MECT
YCTaHOBKM TpHOOpa ydeTa, CXeMbI MOAKIIOYEHHS MPUOOpa ydeTa M MHBIX KOMIIOHEHTOB
M3MEpPUTENIbHBIX KOMIUJIEKCOB M CHUCTEM ydYeTa, a TaKKe METPOJIOTUYECKUX XaPaAKTEPUCTHUK
npubopa yuera. Ilpm stom OOmecTBo He BIIpaBe YKa3blBaTb TOBApHbIE 3HAKH, 3HAKU
oOcyxuBaHus1, GUPMEHHBIC HANMEHOBAHUS, TTATEHTHI, TIOJIE3HBIC MOJICIH, IPOMBIIICHHBIS
o0Opas3iibl, HAMMEHOBAHHS MECT MPOUCXOXKJEHUS MPUOOPOB yuyeTa WM HAUMEHOBAHUS
MPOU3BOIUTENEH PUOOPOB yUeTa.

7.2.6.2. Tlpouenypa npu nocryrieHuu B OOIIECTBO 3ampoca Ha YCTaHOBKY Mpudopa
ydera onucaHna B Ta0a. 19.

Tabauma 19

IIpoueaypa npu nocrymiennu B O01ecTBO 3a1poca Ha yCTAHOBKY npudopa
yuera

[Ipouienypa Cpok

[TepBuunast 0OpaboTka 3asBKM W MpPOBEpPKa MOJHOTHI | 1 paboumii IeHb ¢ IaThl MOTyYe-
CBEJICHUI B 3asBKE W KOMILICKTHOCTH JOKYMEHTOB K | HHSI 3a5BKH
3as1BKE

[ToaroroBka u HanpaBJeHUE YBEIOMIICHHS 3asiBUTEIO | 6  paboumx JHA ¢  JIaThI
0 HEJOCTAIIIUX JOKYMEHTaX WM 00 OTCYTCTBHM B | MOJYYEHUS 3asBKU
MPEICTABIECHHBIX JIOKYMEHTax HEOOXOIMMBIX
CBEJICHUU

OcmoTp oOBeKkTa 3asBUTENS B Ienax MnpoBepku | B Teuenune 10 paGoumx mHeit c
HaJIN4YMsg TEXHUYECKOM BO3MOXHOCTH YCTAHOBKH, | 1aThl TOJY4YeHUS 3asiBKU (B
3aMeHBI U (MJIH) SKCIUTyaTaluy mpubopa yuera cly4yae IpeNOCTaBICHUS BCEX

® Ecau 1s ycTaHOBKHM TIPMOOPOB ydeTa He TpebyeTcs CO3[aHus HOBBIX OOBEKTOB 3JIEKTPOCETEBOrO XO034ii-
CTBa U BBEJICHHUS OTPAHUUCHHS PEXKUMA OTPEOICHNS B OTHOILIEHUH UHBIX OTpeOUTENei.

° B kauecTBe 3asBUTEs (3aKa34HKA 110 JOrOBOPY 00 YCTAHOBKE, 3aMeHe U (M) SKCILTyaTallly KOJIIEKTHB-
HBIX MPUOOPOB yUeTa HUCIOIB3YEMBIX IHEPTeTHUYECKUX PECYpCOB) MOXKET BBICTYIATh JIUIIO, OTBETCTBEHHOE
3a cofiepkaHue OOIIero MMyIIecTBa COOCTBEHHHKOB TIOMEIIEHHH B MHOTOKBAapPTHPHOM JIOME, JINOO JIUIIO,
MPEICTaBIISIIONIEe HHTEPEChl COOCTBEHHMKOB JKMWJIBIX (HaYHBIX, CaJ0BBIX) JOMOB, OOBEINHEHHBIX OOMIMMHU
CEeTSMHU HHKXCHEPHO-TEXHHYECKOTO 00eCTIeUeHHSI.

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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HEOOXOIUMBIX CBEIACHUN) WU
MOCJIE MOJYYEHUs] HEIOCTAIOIIMNX
CBEJICHUH O 3a9BKE

[lonroToBka ¥ HampaBlIeHHE 3asSBUTENO MPOEKTa
JOTOBOpPA, TMOANMCAHHOTO CO CTOPOHBI OpPTaHU3aIlWy,
M TEXHUYECKUX YCIOBHHA - B ClIlydyae YCTaHOBKH
(3amMeHBbl) mprOOPOB yueTa

30 kaneHIapHBIX JHEW C JaThl
0CMOTpa 00BEKTa 3asIBUTEIS

Hamnpasnenue 3asBUTEII0 000CHOBAHHOTO OTKa3a MpU
OTCYTCTBHM TEXHMYECKOH BO3MOKHOCTH YCTaHOBKH
(3amensbl) npubopa yuera

30 kameHJApHBIX OHEH C JaThl
TIOJTYYCHUS 3asBJICHUS

[Tonmucanue QOroBOpa CO CTOPOHBI 3asABUTEIS U
HaMpaBJICHUE OJHOTO IMMOJIMUCAHHOTO SK3EMIUISIpa B
CETEBYIO OPTaHU3aAINIO

30 xanmeHJapHBIX OHEH C JaThl
MOJTYYEHUS MTPOEKTa JOTOBOpa

Broimonnenne pabor mo o6opynoBaHuto TO4Ykd | CpOK  YCTAaHOBKM  (3aMEHBI)
MOCTAaBKU MpHOOpaMu ydera npuOOpoB yueTa OmpenesseTcs
JIOTOBOPOM

7.2.6.3. B cinyuae ecnu OO11eCTBO TOTYYUIIO 3alIPOC HA YCTAaHOBKY MPUOOPOB yUeTa,
COOCTBEHHUK HHEPTONPUHUMAIOIIUX YCTPOUCTB HAIMPABISIET CIIOCOOOM, MO3BOJISIONIUM
MOATBEPAUTH (PAKT MOJTYUEHUS, TUCEMEHHYIO 3as8BKY O HEOOXOJIUMOCTH CHATHS MMOKa3aHUM
CYIIECTBYIOIIETO pUOOpa ydeTa, OCMOTPaA €ro COCTOSHHSI M CXEMbI MOJKIIIOUEHHUS JI0 €T0
JIEMOHTaXka B aJIpeC TapaHTUPYIOIIETO MOCTABIINKA UM CETEBOM OpraHU3alliy. JTa Mpoiie-
nypa omucana B Tad:. 20.

Ta6muma 20

IIpoueaypa npu nmocTynjieHMH 3aMpoca HA IeMOHTAK B LeJIsIX 3aMEHbI, PEMOHT
WIN MOBEPKY paHee YCTAHOBJIEHHOT0 MPpUOoOpa yuera

IIpouenypa Cpox
["apanTupyromuii noctaBmuK (3HEprocobiToBast, sHep- | B teuenme 1 (oxHOrO)
rocHa0)Karollasi OpraHu3alsl) HampaBlisgeT 3asBKy B | pabodyero  JHS  CO  JIHA
CETeBYI0 OpraHM3allMio, BIAJCIOUIYI0 Ha IMpaBe COO- | MOJy4YEHUs 3asiBKU
CTBEHHOCTH WJIM MHOM 3aKOHHOM OCHOBaHHMH OOBEKTa-
MU DJIEKTPOCETEBOTO XO3SIMCTBA WM SKCILUTyaTUPYIO-
1y 0ecxo3siiiHble OOBEKTHI AIEKTPOCETEBOTO XO3sIH-
CTBa, K KOTOPHIM HEMOCPEJACTBEHHO WJIM OMOCPEI0BaH-
HO TPHUCOEIUHEHBI SHEPrONMPUHUMAIONINE YCTPOUCTBA
(OOBEKTBHI MO TMPOU3BOACTBY AJICKTPUUECKOW SHEPTUU
(MOIIIHOCTH)) yKa3aHHOTO COOCTBEHHHUKA, CIIOCOOOM,
MO3BOJIAIOIINM MOATBEPAUTH (PAKT MOTYUYCHHS yKa3aH-
HOW 3as1BKH
OO1mecTBO yBeIOMIIAET TapaHTHPYIOIero mocrasuiyka | B teuenme 1 (omHOTrO)
(?HEprocOBITOBYIO, OJHEProCHAOXKAIIIYI OpraHu3a- | pabodyero  JTHA  CO  JIHA
[IUI0) O TOJIYYCHHH 3asBKH O HEOOXOJIUMOCTH CHSATHS | TTOJYYCHUS 3asBKU oT
MOKa3aHUH CYMIECTBYIOIIEro Mpudopa ydera, OCMOTpPa | COOCTBEHHUKA
CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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[Ipouenypa Cpok
€ro COCTOSIHUSL M CXEMBbI MOJKIIIOUEHHUS JI0 €ro JEMOH- | SHEPrONPUHUMAIONINX
Taxa, ¢ COOCTBEHHUKOM KOTOPOTO 3aKJIIOYEH JIOrOBOp | yCTPOMCTB ~ (OOBEKTOB IO

SHEprocHaldX)eHus (KyIIU-TIpoJiaku (TIOCTaBKH) 3JICK-
TPUYECKON SHEPTUU (MOIIHOCTH)), MO YCIOBHUSIM KOTO-
pOTO pacueThl 3a IEKTPUYECKYIO0 SHEPTUI0 OCYIIECTB-
JISIFOTCSL C MCIOJIB30BAaHUEM TIAHUPYEMOTO K JIEMOHTa-
Ky mnpubopa ydera CHocoOOM, IO3BOJSIOMIUM MOJ-
TBEPAUTH MOTYYEHUE YKA3aHHOTO YBEIOMIICHHUS

MPOU3BOJICTBY  DIICKTPUUYECKOUN
SHEpPTuH (MOITHOCTH))

OO0miecTBO paccMaTpUBaeT U COTJIACOBBIBAET MPEAJIO-
KCHHbIE B 3asBKE JaTy W BpEeMS CHATHS TOKa3aHHUU
npubopa yuera M €ro oCMOTpa mepej JIeMoHTaxeM. B
cllyyae HEBO3MOKHOCTH MCIIOJIHEHUS! TaKOW 3asBKH B
MIPENJIOKEHHBI B HEW CpPOK, COIJIacoBBIBaeT C COO-
CTBEHHHKOM HHBIE J1aTy W BpeMs CHSTHS ITOKa3aHW
npubopa ydera U €ro ocMoTpa mepeja JIEMOHTaXeM U
YBEIOMIIIET CIIOCOOOM, TO3BOJISIONIMM TTOATBEPANTH
(dakT MmoydeHus, O COTJIACOBAaHHBIX JaTe€ W BPEMEHHU
rapaHTUPYIOIIEro  IOCTaBIIMKAa  (IHEProcOBITOBYIO,
HHEpProcHa0XKaloIIYI0 OpraHU3alfio0), KOTOPBIH MOXKET
NPUHATH y4YacTHE B TMPOIEAYpe CHATHS ITOKa3aHUI
npubopa ydeTa M €ro OCMOTpa Tepell IEMOHTAXKEM.
[Ipu 3TOM mpesUIoKeHHasi HOBasl JaTa OCYILECTBIICHUS
paboT He MOKeT ObITh Mo3/IHEee yeM uepe3 3 pabounx
TIHSI C AAThI, TPEUI0KCHHOH B 3asiBKE

B Teuenne 5 (msatu) paboumx
JHEW CO MOHSA TIONYy4YEHUs OT
cOoOCTBEHHHUKA
SHEPTOMPUHUMAIOIIINX
YCTPOMCTB (oOBeKkTOB MO
MPOU3BOJICTBY  AIEKTPUUECKON
SHepruH (MOIIMHOCTH)) WIHA OT
TapaHTUPYIOIIETO TMOCTABIINKA
(?HEprocOBITOBOMH,
sHeprocHabKaromen
OpraHu3aInm) 3asBKU

OO011ecTBO OCYIIECTBISIET CHATHE TOKa3aHWUW mpudopa
ydeTa, OCMOTp COCTOSIHUSI IPHOOpa ydeTa U CXEMbI ero
MOJTKITIOYCHUSI.

[Tokazanus npubopa y4yera, COCTOSIHHE IEMOHTHPYEMO-
ro npudopa yyeTa U CXeMbl ero MOJKIIOYCHHs Ha J1aTy
MIPOBEJICHUSI YKA3aHHbBIX JIEHCTBUN (PUKCHPYIOTCS ceTe-
BOI OpraHu3alued B akTe IPOBEPKHU, KOTOPBIN JTOKEH
OBITh TOANKCAH CETEBOW OpraHu3aiueill, cOOCTBEHHH-
KOM JSHEpProNpHHUMAIOIIUX YCTPOHUCTB (OOBEKTOB IO
MIPOU3BOJICTBY AJICKTPUUECKON SHEPTUH (MOIIIHOCTH)), a
TaKKe TapaHTHUPYIOIMIMM MOCTaBIIMKOM (3HEProcObITO-
Basi, PHEpProcHalOXaromass opraHu3aiys) B Clydyae ero
yuacTtust. OOIIECTBO MepenaeT JUIaM, MOJMUCABIINM
aKT MPOBEPKH, TI0 OJTHOMY IK3EMIUIAPY TAKOTO aKTa

Ecau rapantupyromuii noctaBmuK (3HEProcObITOBaS,
SHEPTroCcHa0XKaroIasi OpraHu3alysa) He Y4acTBOBAJ MPHU
coBepiieHMH OOIIECTBOM YKa3aHHBIX JIEHUCTBUN, TO
OO6mrecTBO 0053aHO TIEepeaTh €My KOIHIO aKTa MpoBep-
KH

B cormacoBanHble gaty u
BpeMs

B teuenme 1  (omHoro)
pabouero JTHS co JTHS

COCTaBJICHUS aKTa MPOBEPKHU

B cnyuae ecnim Hu paGoTHuKH OOIIECTBa, HU MPEACTABUTEIIA TapaHTHPYIONINN MOCTaB-
nKa (9HEProcOBITOBAs, YHEPrOCHAOKAIONIASI OpPraHu3alrs) HE SIBUWINCH B COTJIACOBAH-

CTO
BIT 9/01-03/2013
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[Ipouenypa Cpok

HbIE JIaTy W BpeMsl JUIsl CHATHUS MOKa3aHWH mpubopa ydera, OCMOTpa €ro COCTOSHHS U
CXE€Mbl TOJKJIIOYEHHUs TMepel JEMOHTaXeM, TO COOCTBEHHHK 3SHEProNpUHUMAIOIIUX
YCTPOWCTB CHUMAET MOKa3aHUs MPUOOpa ydyeTa, TNIAHUPYEMOTO K IEMOHTaXy, U HalpaB-
JSeT WX B aJpec JIML, KOTOPbIM Oblla IOJaHa 3asBKa, CIIOCOOOM, MO3BOJISIOUIMM IOJ-
TBepAUTh (PakT nonyuyeHus. CHATbIE U NepeJaHHble COOCTBEHHUKOM YHEPrONpPHUHUMAO-
IIMX YCTPOUCTB MOKa3aHus MpuOopa yueTa UCTIOIB3YIOTCS MPHU ONpeAeTeHIHH 00beMa Imo-
TpeOJICHUS PIEKTPUIECKON SHEPTUH MO0 COCTOSHUIO HA JIaTy, KOT/Ia TaKHe MOKa3aHUs Obl-
JIM CHATBI

B cnyuae ecniu OOmiecTBO MMeeT HaMEPEHUE JEMOHTHUPOBATh MPUOOp ydyeTa, YCTAaHOB-
JICHHBIN Ha rpaHulle OaTaHCOBOW MPUHAJICKHOCTH CO CMEXKHON CETEBOM OpraHu3allueH,
TO OHO OOpaIiaercss B CMEXHYIO CETEBYIO OpraHHM3allio C 3asiBKOH O HEOOXOJUMOCTH
CHATHS MMOKa3aHUHM MpuOOpa ydera U ero OCMOTpa Mepes] IEMOHTaXeM, a KOIHIO 3asBKU
HaIpaBJisIeT TApaHTUPYIOLIEMY MOCTaBUIMKY (PHEProcObITOBAsI, IHEProcHadk arouas op-
TaHWU3aIHUA), y KOTOPOTO TaKas CeTeBasi OpraHu3aIis IPUOOPETaeT IICKTPUIECKYIO JHEP-
T'HI0 (MOIIHOCTB) B LEJSIX KOMIEHCALUU MOTEPh AIEKTpUuecKoi snepruu. CmexHas ce-
TeBasl OpraHM3AINs, TTOTYIHBIIAs 3asBKY, 0053aHa OPraHNU30BATh M IPOBECTH CHITHE T10-
Ka3aHul nprubopa yyera U ero OCMOTP Mepei JEMOHTAKEM

7.2.6.4. Ilponienypa npu MOCTYIUIEHUH 3allpoca Ha MOJYy4YeHHUE JOIMyCcKa B IKCILTya-
Taluo npudopa yyera:

CoOCTBEHHHK 3HEProNpMHUMAIOIINX YCTPOMCTB (OOBEKTOB IO MPOU3BOJACTBY
JIEKTPUUECKON »HEepruu (MOIIHOCTH), OOBEKTOB 3JIEKTPOCETEBOrO XO3siicTBa), B
OTHOIIEHUH KOTOPBIX YCTAaHOBJEH MpuUOOp y4yeTa, a B OTHOUIEHUH KOJUIEKTUBHOTO
(oOmmegomMoBOro) mpuOopa ydera, YCTAaHOBIEHHOTO B MHOTOKBApTUPHOM JIOME, -
UCIIOJHUTEIh KOMMYHAJIBHBIX YCIYr, O0S3aH MOJYy4YUTh JONYCK MpuOOpa ydera B
9KCIUTyaTalHrIo, I YEr0 OH JOJDKEH HANPAaBUTh MMCbMEHHYIO 3asBKY Ha OCYIIECTBIICHHE
JIOTyCKa B DKCIUTyaTalMIo Mpudopa yuyeTa (Jajee B HACTOSIIEM IYHKTE - 3asBKa) B ajpec
rapaHTHpYIOILEero nocrasimka uian O0riecTsa.

B 3asBKe 10JKHBI OBITh YKa3aHBI:

1) PEKBHU3UTHI 3asIBUTEIS;

2) MECTO HAXOKJEHUSI SHEPrONPUHUMAIOIINX YCTPOUCTB (OOBEKTOB MO MPOU3-
BOJICTBY 3JICKTPHYECKOH SHEPruu (MOITHOCTH), OOBEKTOB 3JIEKTPOCETEBOr0 XO3SMCTBA), B
OTHOILIEHUH KOTOPBIX YCTAHOBJIEH MPUOOp ydeTa, JOMYCK B AKCIUTyaTalMI0 KOTOPOro Iuia-
HUPYETCS OCYIIECTBUTH;

3) HOMEp JIOTOBOpa dHEProcHa0XeHus (KyIUIH-MPOoJaXku (TIOCTaBKU) dJIEKTpUYe-
CKOM 3Hepruu (MOILHOCTH)), IOTOBOPA OKa3aHMs YCIYT MO Mepeaade 3IEKTPUYECKON IHEp-
UM (€CIH TaKOW JOTOBOP 3aKJII0UEH YKa3aHHBIM COOCTBEHHUKOM);

4) npeajgaraeMble Jlata U Bpemsl MpoBe/IeHUs MpoleAyphl A0MycKa npudopa yue-
Ta B OKCIUTyaTaluIo, KOTOpas He MOXKET OBITh paHee 5 pabounx nHEl u mo3aHee 15 pabounx
JTHEW CO JTHS HAIPaBJICHUS 3asBKH;

5) KOHTaKTHbIE JJaHHbIE, BKJIIOYast HOMep TenedoHa;

6) METPOJIOTUYECKUE XAaPAKTEPUCTUKHU MPUOOpa ydeTa U U3MEPUTENIbHBIX TPAHC-
¢dbopmaTopoB (IIpH UX HAIWYHH), B TOM YHCIIE KJIACC TOYHOCTH, THII MPUOOpa yUyeTa u u3Me-
PUTENIbHBIX TpaHCHOPMATOPOB (MPU UX HATTUUHH).

OO01ecTBO paccMaTpUBAOT NPEUIOKEHHBIE 3asBUTENIEM AaTy U BpeMsl IPOBEACHUS

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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MPOIEAYPHI TOITyCKa MpUOopa ydera B 3KCILTyaTaluIio.

B cnyuae HEBO3MOXKHOCTH MCIIOJIHEHUS 3asBKH B YKa3aHHBIN 3asBUTEseM cpok O06-
IIECTBO 00sI3aHO COTJIACOBATH C 3asBUTEJIEM WHBIE ATy M BpeMs MPOBEIEHUS MPOIEeIypbl
JIOTIyCKa B AKCILTyaTallMi0 YCTAaHOBIEHHOro prbopa yueta. [IpennoxxeHne o HOBBIX JaTe U
BpPEMEHH OCYIIECTBICHUS padOT TOJKHO OBITH HAMIPABJICHO 3asIBUTEINIO HE MO3HEE YeM ue-
pe3 7 pabouux AHEH cO JHS MOJYYEHHS €ro 3asBKH, a MpEeUIOKEHHas HoBas Jara ocy-
LIECTBJIEHUS pabOT HE MOXeET ObITh MO3/Hee YeM uepe3 15 pabounx aHell co AHs momyde-
HUS 3a5BKH.

O6mectBo B TeyeHue 3 (Tpex) pabouux JHEH cO JTHS MOTy4YeHUs 3asBKH WM CO JTHS
COTJIaCOBAaHUS HOBOM JaThl OCYILIECTBIICHUS JOMYCKa B AKCIUTyaTaluio mpudopa ydera, yBe-
JOMJISIET B TUCbMEHHOM (popMe crtocoO0OM, MO3BOJISIIOIIMM HNOATBEPAUTH (AKT MOTyYEHUS
yBEAOMJICHUSI, JIUI, KOTOpble MPUHUMAIOT Y4acTHE B MPOIIeype AOIMycKa nmpudopa ydyera B
AKCIUTyaTalrio, O JaTe, BpeMEHH U MECTe MPOBENIEHUS MPOLIEIyphl JOMyCKa Mpudopa yuera
B AKCILTyaTalMIO C YKa3aHUEM CBEJICHUM, COJIEPKAILUXCS B 3asBKE.

Ecnu vu pabotaukm OOmiecTBa, HU MPEACTABUTENN TapaHTHUPYIOMIETO IMOCTABIINKA
(aHEprocOBITOBas, SHEProcHabKaroIas OpraHu3aiys) He SBUIUCH B TPEJIOKEHHBIE T1O-
Tpeburenem JaTy U BpeMs Ul OCYIIECTBICHUS MPOIEAYPHI ToMycka mprudopa ydeTa B 9KC-
TUTyaTalyio WM WHBIE COTJIACOBAHHBIE C MOTPEOUTEIEM AaTy U BPEMS IS OCYIIECTBICHUS
MpoLIeyphl BBOJIA B dKCIUTyaTaluio mpubopa ydera u (Win) MpeaoKeHHbIE TapaHTHPYIO-
IIMM MTOCTABIIMKOM (3HEprocOBITOBOM opranu3aiueit) mwim OO01ecTBOM HOBBIE JaTa U Bpe-
Msi OBUTH TIO3[HEE YCTaHOBIIEHHBIX CPOKOB, TaKOW MOTPEOUTENh HAIMPABISET TOKYMEHTHI,
MOATBEpkKAAOIINE (PAKT yCTaHOBKM IpuOOpa ydera, ciocoOOM, MO3BOJISIOIIMM IOATBEP-
IUTH aKT MOJTYUYEHUS.

JIOKyMEHTBI, MOATBEpKAatoNIe (PaKT yCTaHOBKM Ipubopa ydera, JOJKHBI Colep-
KaThb:

- OTMCaHNE XapaKTEPUCTHK YCTAaHOBJICHHOTO pubopa ydera;

- €ro THII;

- 3aBOJICKOM HOMED;

- CBEJICHUS O JIMIIE, OCYIIECTBUBIIEM YCTAaHOBKY MpUOOpa yyeTa;

- IOKa3aHus mpubopa yuyera Ha MOMEHT YCTaHOBKH MPUOOpa y4eTa;

- MECTO YCTAHOBKH NMpUOOpa yueTa, JaTy CIEIYIONEei OBEPKH.

K nokymeHTam, moaTBepKaaromuM (akT yCTaHOBKH MPUOOpa ydueTa, TakKe Mpuia-
raercsi KOnus rnacrnopTa Ha mpubop ydera.

C natbl HanpaBJIeHUs TOKYMEHTOB B ajpec OOmiecTBa mpuOOp yuera CUUTaeTCs BBE-
JICHHBIM B DKCIUTYaTaIlMIO, U C 9TOW JaThl €ro MOKa3aHUs YYUTBHIBAIOTCS MIPH OTNPEICICHUH
o0bemMa NoTpedIeHUs ANEKTPUUECKON SHEPTUH (MOIIIHOCTH).

Ecmu ycranoBka mpubopa ydera, AONYCK B OKCIUIyaTalMi0 KOTOPOTO IUIAHHPYETCS
OCYILIECTBUTH, OblIa MPOW3BEJIEHA TaPAaHTUPYIOIIUM MOCTABUIMKOM (IHEProcOBITOBOH,
SHEeprocHalXarolel opraHu3anueii), MMEIOIIMM JIOTOBOP SHEprocHadkeHus (Kyruiu-
npoaaxku  (MOCTaBKU)  DIEKTPUUECKOM  sHepruM  (MOIIHOCTH)) B  OTHOLICHUHU
SHEPrONPUHUMAIOIINX YCTPOHCTB (OOBEKTOB MO MPOU3BOJACTBY 3JCKTPUUYECKOW DHEPTUU
(MOIIHOCTH), OOBEKTOB JJICKTPOCETEBOTO XO3SMCTBA), B OTHOIICHHUH KOTOPHIX TaKOU
npubop yudera OblT YCTAHOBJICH, HJIM CETEBOM OpraHM3alieil, UMerolel JToroBop oKa3zaHus
yCIyT 1O Tepenadye JIEKTPUUECKON SHEPruu ¢ yKa3aHHBIM COOCTBEHHHUKOM, TO B 3TOM
cllydae Takoil cOOCTBEHHUK HE OO0s3aH MOAaBaTh 3asBKY, a JIMIO, YCTAHOBUBIIEE MPUOOP
yudera, 00513aHO CaMOCTOSITENIbHO OPTaHMU30BaTh MPOBEIEHNE MPOLEAYphl AOMycKa Mpudopa

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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ydeTra B OKCIUTyaTallMi0 W COTJIacoBaTh C YKa3aHHBIM COOCTBEHHHUKOM JaTy W BpeMs
NPOBEJICHUST TakKoW Tmpoueaypbl. OmnucaHue NPOISAYPHl JONMyCKa B OIKCIUTyaTalHIO
npuOOPOB yueTa MOTPEOUTENIS IIPEJICTABICHO B CICAYIOIIEH TaOJIuIIe.

Tabauma 21

IIpoueaypa nomycka B 3KCIUIyaTaUHIO IPUOOPOB yyeTa norpeduresiei

[Ipouenypa Onucanue Cpok
IIpuém  3aaBku  Ha | [Ipuem erucTpanuus  3aiBKU  HA
P puem, - p patt [Ipu ounom oOpameHun
OCYLIECTBJICHUE OCYLIECTBIICHUE JIOIyCcKa B
HETOCPEACTBEHHO  TpH
JIOTycKa B | OKCIUTyatanuio mpubopa ydera OT
OOLICHUH C COTPYIHUKOM
3KCIUTyaTaluIo notpeburens. I[lposepka ITOJIHOTHI .
. CEeTEeBOM  OpraHu3alui,
npubopa  ydyera  OT | CBEICHUU B 3asBKeE, HaJTU4Us
IIpY HaIIPABJICHUU 3asBKU
noTpeduTens JIOKYMEHTOB MPUIIOKEHHBIX K 3asBKE B
no moure He Oosee 2
COOTBETCTBUU c HOPMAaTHUBHBIMHU .
pabouux JHEH
MIPaBOBBIMH aKTaMU
Paccmorpenne  mpen- | PaccMoTpenue mnpennokeHHoM notpe- | [IpennokeHue o HOBBIX

JO)KEHHOH TOoTpeduTe-
JEM OdaTbl MW  BpEMA
NPOBEJCHUS TPOLETY-
pel Jomycka mpubopa
ydeTa B 9KCIUTyaTaluio

OuTeneM B 3asBKE IaThl U BpeMs IPO-
BEJICHUS MPOLEAYPHI JOIMycKa mpubdopa
ydera B 9KCILIyaTalluio, yKa3aHHbIX, U B
Cllydae HEBO3MOYKHOCTH HCIIOJHEHUS
3asBKM B YKa3aHHBIH 3asBUTEIEM CpPOK
00sI3aHBl COIJIACOBATH C 3asBUTEIEM
WHbIC JIaTy U BPEMs HPOBEACHHS IPO-
Heoypsl JOIyCKa B  OKCIUTyaTallHio
YCTaHOBJIEHHOTO MPHOOpa yvera

Jate M BpPEMEHU OCy-
IIECTBIICHUS pabor
JIOJDKHO OBITH HaIpaBJie-
HO 3asBHUTENIO HE MO3J]-
Hee yeM uepe3 7 pabouux
JHEH €O JHS IOJy4YEHUs
€ro 3asiBKU

Homnyck nmpubopa yuera
B DKCILTyaTaIuio

[Tpu nomycke nmpubopa y4yera B SKCILTY-
aTalMIO MPOBEPSIETCS MECTO YCTAaHOBKU
U cXema TMOJKJIIOYCHHUsS Tpubdopa yyera,
COCTOSIHUE TpUOOpa ydyeTa U U3MEpH-
TeNbHBIX TpaHchopMmaTopoB (IpH HUX
HAJIMYMK), a TaK)Ke COOTBETCTBUE BBO-
JIMMOTO B DKCIUTyaTaI|io mpudopa yue-
Ta TpeOOBAaHUAM B YaCTH €r0 METpPOJIO-
THYECKUX XapakTepucTuk. Eciu mpubop
ydyeTa BXOAMT B COCTaB CUCTEMBI yUeTa,
TO TIPOBEPKE TAKXKE IMOJICKAT CBSI3YIO-
M€ U BBIYUCIUTEIbHbIE KOMIIOHEHTHI,
BXOJISIIIIUE B COCTAB CHCTEMBI yUeTa.

Hara ocymiecTBieHus
paboT HE MOXKET OBITh
ro3iHee 4em uepes 15
pabouunx aHel co aHs
MOJIyYEHUS 3aIBKU

CTO
BIT 9/01-03/2013

Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.:
JIN30BAHHOTO 0OCTY>KHBAaHMSI IOTPEOUTENIEH yCIyT 74
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[To oxkOHUYaHWM TMPOBEPKU B MECTaX H
CIO0cO0OM, KOTOPBIE OINPENENICHbI B CO-
OTBETCTBHH C 3aKOHOJATEIHLCTBOM Poc-
cutickoir deneparuu 06 oOecrieUCHUH
€IMHCTBA U3MEPEHUN U O TEXHHYECKOM
pEryJIHpPOBAHUH, TOJUICKUT YCTAHOBKE
KOHTPOJIbHASL OJIHOPA30Basi HOMEpHas
miomM6a W (WIW) 3HAKH BH3YaJBHOTO
KOHTPOJIS

CocraBnenue axkta 10- | Eciou B xoze mpoueaypsl nonycka npu- | Jlata  oCyIecTBICHHUS
mycka nmpubopa ydera B | 6opa ydera B IKCIUTyaTalWio HE ObUIO | pabOT HE MOXKET OBITh
JKCILTyaTaIuIo YCTaHOBJIEHO HEcoOoieHue TpeOoBa- | mo3aHee uyeM dyepe3 15
HUH, YCTAaHOBJICHHBIX 3aKOHOJATENb- | pabo4ynx IHEH co JHS
ctBoM Poccuiickoit ®exepanuu 00 | MONTYy4YeHUS 3asIBKU
o0ecrie4eHn €IUHCTBA HM3MEpPEHHH U
(M1TM) 0 TEXHUYECKOM PETyJINPOBAHUU K
npulopy yuyeTa u (UIM) K paBUiIaM €ro
YCTaHOBKH, U (1K) TpeOoBaHMii, TO cO-
CTaBJIsSIETCA aKTa JoIycka Ipubopa yue-
Ta B DKCIUTYaTaIHI0

[Tpornienypa cheMa KOHTPOJBHBIX TOKa3aHWH MPUOOPOB yueTa y MOTpeOUTEeNneld —
(GU3HYECKHUX, IOPUIUYCCKUX JIMII W WHIUBHUIYATbHBIX TPEINPHHUMATENCH, MpoIeaypa
MPOBENICHUST ~MHCTPYMEHTAJIBHBIX  IMPOBEPOK CXEM  BKIIOYCHHS CPEICTB  ydeTa
AJIEKTPUYCCKON SHEPTUU MOTPEOUTENCH W CPOKM MpUeMa MOKa3aHWH MPUOOPOB ydeTa OT
noTpeduTeNnell ycmyr onucansl B Tadi. 22-25.

TabOnuma 22

IIpouenypa cbeMa KOHTPOJIbHBIX OKA3aHW NPUOOPOB yueTa y noTpeduTeei -
(usnueckunx g

[Ipouenypa Cpok
KonTtposnep (371eKTpOMOHTEDP) NMpEeICTaBIACTCS He pexe 1 pasa B nonrona,
MOTPEOUTEITIO0 YCIYT U MOKA3bIBAET CBOE YIOCTOBEPEHUE | €CJIHM JIOTOBOPOM OKa3aHUs
[Tpon3BOIUT BU3yaANIBHBIM OCMOTp MpUOOpa yueTa u YCIIYT TIO Tepeaye
MPOBEPSIET €0 LETOCTHOCTh ANEKTPUUYECKON IHEPTUH HE
CHuMaeT MmoxKa3aHus: YCTaHOBJIEHO UHOE

BHocut nHpOpMaInmio B aKT cheMa KOHTPOJIBHBIX
nokaszanuii mpudopa yuera/KIIK:

®.1.0., anpec nmoTpedburens;

HOMEp, TUTI, Pa3psIIHOCTh, MECTO YCTAaHOBKH MprOopa
yueTa;

nata, BpeMms;

KOHTPOJIbHBIC TTOKa3aHUS;

BBISIBJICHHBIC HAPYIICHUS;

nprMeYaHue.

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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[Ipouenypa

Cpok

AKT 3aBepsieTcsl NOJIUCHIO OTPEOUTEIS

[Tpu BBIsIBIEHUHN HApyLIEHUH SKCIUTyaTaluu mpubdopa
yueTa KOHTPOJIEp COCTABIISET aKT O HEYYTEHHOM
NOTPEOJIEHNH AIIEKTPUUYECKON SHEPTHUH (3aBEPSIETCS
HNOJINUCAMH KOHTPOJIEPA U MTOTPEOUTEIS).

B akre noyKHBI coiepKaThCsl CIASAYIOLINE JaHHbIE:

- moTpeduTens (PU3NIECKOE JIUIIO),
OCYIIECTBIISIIOIIMI 0€3/10r0BOpHOE OTPEDIICHNE
AIIEKTPUUECKOM SHEPIHH;

- CII0CO0 U MECTO OCYIIECTBIICHUS BBISIBIEHHOTO
HapyIICHUS;

- OnMcaHue NpuOOpPOB yueTa Ha MOMEHT COCTaBIICHUS
aKTa;

- 1aTa mpeblIyeil MpoBepKu;

- 00BSICHEHMSI IOTPEOUTENS IO BBISIBIEHHOMY (DaKTy U
ero MPEeTeH3UH K COCTABIEHHOMY aKTY (B cly4yae ux
HaJIA4us).

AKT 3aBepsieTCs MOAMMCIMHI HHCIIEKTOPa U
HOTpe6I/ITGJI$IlO

ABTOMaTI/ISI/IpOBaHHaSI HH(bOpMaHPIOHHO'I/ISMepI/ITeJIBHaH
CUCTEMA KOMMEPUICCKOI'0 y4€Ta 3JICKTPOOHCPIun

He pexe 1 (omHOr0) pasza B
Mecs1l

Tabmnuma 23

IIpoueaypa cbeMa KOHTPOJIbHBIX IOKA3aHUH NPUOOPOB yueTa y noTpeduTeseu -
IOPUAMYECKHUX JHUI M HHAUBUAYAJBHBIX NpeInpuHUMAaTeIei

[Ipouenypa

Cpok

KouTponep (351eKTpoMOHTEp) MPEACTABISETCS
NOTPEeOUTEIII0 YCIIYT U MOKa3bIBAET CBOE YJJOCTOBEPEHHE

Kontponep  (9neKTpoMOHTEP) MPENOCTABIACT A
O3HAKOMJICHHsSI ~ compoBoauTenbHoe muchMo (DPUO,
JIOJDKHOCTh,  Tpynma  TO0  3JEKTPOOE30MacHOCTH),
MoJyyaeT JOMyCK K mpubopy ydera (odopmisieTcs B
COMPOBOJUTEIHLHOM MTHUCHME)

Kontponep (sneKTpoMOHTEP) MPOU3BOAUT BHU3YaIbHBIN
OCMOTp MpUOOpa y4eTa v MPOBEPSET €ro MET0CTHOCTh

He pexe 1 (ogHOr0) pasza B
H0JIT0J1a, €CJIU JOTOBOPOM
OKa3aHWs yCIIYT 110 Iepeaye
3JIEKTPUYECKON DHEPTUU HE
YCTaHOBJIEHO UHOE

% Orkas morpeburens (160 ero MpeCTABHTENS) OT MOAMMCAHHS COCTABICHHOTO aKTa O
HEYYTEHHOM NOTPEeOJIEHNH, a TaKKe OTKa3 OT MPUCYTCTBUS MPU €r0 COCTABIEHUU OTPAXKAETCS C
yKa3aHHEM IPUUYMH TAKOrO0 OTKAa3a B aKT€, COCTABIEHHOM B IIPUCYTCTBHM JABYX HE3aMHTEPECOBAH-

HBIX JIMIT ¥ IIOAIIMCAHHOM 3THUMMU JINITaAMHU.

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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[Iponenypa Cpox

CHuMaeT nokazaHusi IpuOOpPOB yueTa

Buocut wunpopmanuio B aKT cheMa KOHTPOJBHBIX
nokazanui nmpuoopa yuera/KIIK:

- HAMMEHOBaHUE IOPUIUIECKOTO JINIIA, aJIPEC;

- HOMEp, THI, Pa3psAHOCTb, MECTO YCTaHOBKH IMpHOOpa
yuera;

- IaTa, Bpems;

- KOHTPOJIbHBIC TTOKA3aHUS;

- BBISIBIICHHBIC HAPYILICHUS;

- IPUMEYAHHUE;

- TIOANKCH TIPEACTABUTENS OPUAMYECKOTO JHIA U
KOHTpOJIepa

[Ipy BbISIBIEHWN HApYIICHUN O3KCIUTyaTaluu mpudopa
ydeTa WHCIEKTOp COCTaBIsiET akT O HEYYTCHHOM
NoTpeOJCHUN  AIEKTPUUECKONH dHEeprud  (3aBepseTcs
MOAMUCSIMH UHCIIEKTOPA U MOTPEeOUTENs).

B akrTe m0MKHBI coMlepKaThCs TaHHBIE:

- HaNMEHOBaHUE IOPUINIECKOTO TvIIa,
OCYIIECTBIISFOIIETO 6€3710roBOpHOE notpebIieHue
ANEKTPUUYECKOM PHEPTHH;

- cmocod0 W MECTO OCYIIECTBICHUS BBISIBICHHOTO
HapYIICHUS;

- OmnHcaHue NpPUOOPOB yueTa Ha MOMEHT COCTaBJICHHUS
aKTa;

- 1aTa MpeablIyel IPOBEPKHU;

- OOBsSICHEHUsI MOTPeOUTENsI MO BBIIBICHHOMY (akTy U
€ro MpeTeH3Wu K COCTAaBICHHOMY akTy (B Cilydae HX

HaTu4us).
AKT 3aBepsieTCsl OJITUCAMU HHCIIEKTOpA U TOTpe-
ouTeIs
ABTOMaTH3upoBaHHas uHGoOpMalmoHHo-u3MeputenabHas | He pexe 1 (ogHOro) pasa B
CHUCTeMa KOMMEPUYECKOTO yUeTa dJICKTPOIHECPTHH MeECSIT

" Orkas motpebutens (GO €ro MPeICTABUTENS) OT MOAMMCAHHS COCTABICHHOIO aKTa O
HEYYTEHHOM NOTpeOJECHNH, a PaBHO OTKa3 OT MPUCYTCTBHS MPH €0 COCTABICHUH OTpa)kaercs ¢
yKa3aHHEM IPUUYMH TAKOrO0 OTKAa3a B aKT€, COCTABJIEHHOM B IPUCYTCTBUU JABYX HE3aMHTEPECOBAH-
HBIX JIMII U TIOJIMUCAHHOM 3THUMH JIUIIAMH.

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Tabauma 24

IIpoueaypa npoBeaeHUs HHCTPYMEHTAJIBbHBIX IIPOBEPOK CXeM BKJIIOYEHHS CPEACTB
y4yeTa 3JIeKTPU4eCcKOoi SJHeprun noTpeduTe e

[Ipouenypa

Cpox

WNHcnekTop (KOHTPOJIEP) MPECTaBIAETCS TOTPEOUTEIIO
YCIIYT U IIOKa3bIBAET CBOE YIOCTOBEPEHUE

[IpenocTaBisieT 175 03HAKOMIJICHHSI COMTPOBOAUTEIILHOE
MUCHMO, B KOTOpoM ykasbiBatoTcs @.1.0O., 10KHOCTS,
rpymma 1o 3JIeKTpoOe30MacHOCTH U MOTy4YaeT AOMYCK K
cpenctBaM yuera (opopmisieTcst B COITPOBOUTEIIHLHOM

MHUCHME)

[Ipou3BOAUT UHCTPYMEHTAIbHYIO IPOBEPKY CPEACTB
yuyera

BHocuT nHpOpMAIMIO O CPEJCTBE yUeTa B aKT PEBU3HU
CpPEZICTB ydeTa 10 pe3ybTaTaM MPOBEPKH CXEMBI
BKJTFOUCHHSI CPEJICTB y4eTa KOHTPOJIBHBIX TTOKa3aHHIA:

- HAMMCHOBAHUE MOTPEOUTEIIS, aPEC;

- HOMED, THII, pa3psTHOCTh, MECTO YCTAHOBKH CPEICTBA
y4era,

- 1aTa, BpeMms;

- KOHTPOJIbHBIC TIOKA3aHUS,

- BBISIBIICHHBIC HAPYIIICHUS,

- IPUMEYaHHE;

- TIOATHCH TPEACTABUTEINS MOTPEOUTENSI U MHCIIEKTOPa
(koHTpOJIIEpa)

[Ipy BbIsSIBIEHWM HApYyIICHUN OJKCIUTyaTaluu mpudopa
ydeTa MHCIEKTOp (KOHTPOJEp) BBIAAET MpeANKcaHue Ha
yCTpaHEHHWE HapyIIEHUH B KOMIUIEKCE YyueTa W
COCTaBJISIET aKT O  HEYYTEHHOM  TOTpPeOJCHUU
ANEKTPUYECKONM  BHepruu  (3aBepsercs  MOAMUCSIMU
WHCIICKTOPA U IOTPEOUTEIA)

He pexe 1 (ogHoro) pasa B

moJaroaa

TabOmnuma 25

Cpoku npuemMa nokasaHuii npuOOPOB y4eTa oT NoTpeduTeIeH yeayr

Kanan npuema JIoKymeHT Bpewms
JInunbIiA WuTepaktuBHas ¢popma nepeayn nokazaHnui Kpyriocyrouno
KaOMHET KJIMEHTa | MPHUOOPOB yueTa
Call-uentp YcTHO. AyMo3anuch paropopa
E-mail CxaHMPOBAHHBIN IOKYMEHT C MOJIUCHIO

MOTpeOUTEIs C MOCIEAYIOMINM PEI0CTABICHHEM
CTO Crangapt OAO «MPCK llentpa» Cuctema LieHTpa- Crp.: Bcero ctp.:
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MOJJIMHHOTO TOKYMEHTA
HNnrepuer- HNHuTtepakTuBHAsS GopMa Mmogadu moKa3aHUH

pueMHas npuOOpoB yuera

HOK Bcex BymaxxHbIii HOCUTENH ¢ COOCTBEHHOPYYHOM Pabouee Bpemst
KaTEropuil MOAMUCKHIO TIOTPEOUTEINS

7.3. TpeboBaHus B 4aCTH ONEPATUBHO-TEXHOJIOTUYECKOTO YIIPABICHHUS:

7.3.1. IlpuHIUnBel  KIMEHTOOPUEHTHPOBAHHOTO IMOAXOJa B YacTH mpolecca
OIIEPATUBHO-TEXHOJIOIMYECKOTO YNPABICHUsI JOJDKHBI YYUTHIBATHCS IPH HCIOJIHEHUU
CIIEAYIONMX (YHKIIHIHA:

— CBOEBPEMEHHOE COIIACOBAHUE 3asBOK IOTPEOUTENEH Ha BBIBOJ 000pYyIOBaHMS B
PEMOHT;

— CBOEBpPEMEHHOE OIOBEILIEHHE MOTpeOuTeNnell 00 OTKIIOYEHUAX IJIEKTPOCETEBBIX
00BEKTOB IIPH BBIBOJIE UX B PEMOHT;

— CBOEBpeMeHHOEe MHGOPMHUPOBAHUE MOTPEOUTENICH O BOSHUKHOBEHUH, MIPHUMHAX
aBApPUIHBIX OTKIIOUYECHUH U OPUCHTUPOBOYHOM BPEMEHHU BOCCTAHOBIICHHUS AJICKTPOCHAOXKE-
HUS ¥ HOPMAITBHOU CXEMBI AJICKTPUUECKON CETH.

7.3.2. B3auMojeiicTBHE MepcoHala CTPYKTYPHBIX IMOApA3ICICHUM, OTBETCTBEHHBIX
3a OIepaTUBHO-TEXHOJOTHYECKOE yIpaBjeHue, ¢ onepatopamu call-nientpa u paboTHuKaMu
LHOK momxHO 00ecIeuYnBaTh:

—  HUCKJIIOYEHHE HEOOXOIUMOCTH MPSMOTO OOIICHHS MOTPEOUTENeH yCIyT ¢ onepa-
THUBHO-TEXHOJIOTHYECKHUM TEPCOHAIIOM;

— aBTOMATU3UPOBaHHOE  moyyueHue omeparopamu call-entpa, paboTHHKaMu
[HOK oT mnepcoHana CTPYKTYpHBIX NOAPA3JACICHHUIN, OTBETCTBEHHBIX 3a OIEPATHBHO-
TEXHOJIOTHYECKOE YIpaBIeHHEe, H(OPMAIMK B YCTAaHOBIIEHHOM (dopMare:

— 0 IUIAHOBBIX OTKJIFOYEHHSIX JIEKTPOIHEPTHUH,

— 0 BBOJE B JEHCTBHE TpadUKOB aBAPHIHOTO OTPAHWYCHHS DIICKTPOIHEPTHH
(MomHOCTH);

— 00 aBapuUHBIX OTKJIIOYEHHSIX JJIEKTPOIHEPTUU, MPUUNHAX BOSHUKHOBEHUS (IIpH
HAJIMYNH) ¥ OPUEHTUPOBOYHOM BPEMEHH BOCCTAHOBIJICHUS DIIEKTPOCHAOKEHUS ¥ HOpMaJlb-
HOU CXEMBI AJIEKTPUUYECKON CETH;

— aBTOMATU3UPOBAHHOE TMOJyYEHUE MEPCOHATIOM CTPYKTYPHBIX MOApa3/IeIeHU,
OTBETCTBEHHBIX 32 OTMEPATUBHO-TEXHOJIOIHYECKOE YIIPaBJICHUE, OT onepaTopos call-nenTpa,
pabotaukoB IIOK xoHcomuaupoBanHOi uHpopManmuun 00 oOpalleHUsX MOTpedHuTenei
YCIIYT TIO BOTIPOCaM aBapUHUHOTO OTKITIOYEHUS AJICKTPUUESCKONW SHEPTHH B IENISIX YCKOPSHUS
JIOKAJTU3aIuH U JTUKBUIAINN TIOCICICTBUI TEXHOJIOTHUECKUX HAPYIICHHA.

7.3.3. Ilpu atom obpartenus nmorpedureneit yeayr B call-tientp u [JOK mo Bompocam
aBApPUITHOTO OTKJIIOYEHUSI JJIEKTPOIHEPTUU JOJDKHBI OBITh YYTEHBI M aBTOMATHYECKU
UICHTU(PUITUPOBAHBI C PUBSA3KOM K yUACTKY CETH.

7.3.4. B cnydae HeoOXonuMocTH HalakeHHble KOHTakThl [IOK  momxHBI
MPENOCTABISITBCS  MEPCOHANy  CTPYKTYPHBIX  TOJpAa3JelieHud, OTBETCTBEHHBIX  3a
OTIEPATUBHO-TEXHOJIOTHUYECKOE YIIPABIICHUE JIJIsl ONIEPATUBHON CBSI3U C IOTPEOUTEISIMU TIPU
OTCYTCTBUM TIPSIMBIX KaHasoB. [Ipu 3TOM B mporiecce oOIIeHHs NEpcoHala CTPYKTYPHBIX
NOJIpa3/IeIeHUd, OTBETCTBEHHBIX 3@ OINEPaTUBHO-TEXHOJOTUYECKOE YIIpaBieHHE, C

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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NOTPeOUTENIIMA yCAYT JTOJDKHBI COOJIOJATHCS MpaBHJa JIEIOBOTO OOIIEHUS, B CiIydae
HapyLeHUs] KOTOPBIX HAJIaratoTcs JUCHUIIIIMHAPHBIEC B3BICKAHUSL.

7.4. TpebGoBaHMS IPH IKCITyaTaIIMOHHBIX U PEMOHTHBIX paboTax:

7.4.1. IlpuHUUOBl KIMEHTOOPUEHTUPOBAHHOTO MOAXOAAa K MPOLECCY 3KCIUTyaTaluu
U OpraHu3alliid PEMOHTHBIX PaOOT MOJKHBI YUHUTBIBATHCSA MPHU MCIIOJIHEHUHU CIEAYIOLINX
hyHKIM:

— YeTKoe COOJIO/ICHNE MIAHOBBIX CPOKOB PEMOHTHBIX PadoT, CBSI3aHHBIX C OTKIIIO-
YEHHEM DJIEKTPOCETEBOI0 000PYIOBAHHS;

— CBOEBPEMEHHOE COTJIaCOBAaHUE C MOTPEOUTENEM HENPEIBUICHHOTO MPEBBIICHUS
CPOKOB PEMOHTHBIX pa0OT, CBSI3aHHBIX C OTKIIOUYEHHEM AIIEKTPOCETEBOTO 000PYAOBaAHUS;

— TIpU MPOU3BOACTBE PEMOHTHBIX pabOT Ha JIEKTPOYCTaHOBKAX, PACIIONIOKEHHBIX
Ha TEPPUTOPUU MOTPeOUTENs, COOIIOAATh OOIENPUHATHIC MPaBUiIa ATUKETa, 00eceYnBaTh
COXPaHHOCTh HMYILECTBA MOTPEOUTENS, MPOU3BOAUTH YOOpPKY paboyero mecra (mpeny-
CMOTpPETh TaKKe€ CMEHHYIO 00YBb MM OAaXWibl) M TEPPUTOPHUH MPOU3BOACTBA pabOT mocie

3aBEPILICHMUS.
7.4.2. Tlpu nnaHUpOBaHUU PEMOHTHBIX PaboOT, a TaK)Ke WHBECTUIIMOHHBIX MPOTrPAMM
HE00X0IMMO YUUTHIBATh MEpPOIPUATHS, HaIpaBJICHHbIE Ha yCTpaHEHUE

HEYJIOBJIETBOPEHHOCTH MOTPEeOUTENEeH yClIyr, BKIIOYas MEPOINPHUATUS IO YCTPAHEHUIO
MPUYUH BO3HUKHOBEHUS MPaBOMEPHBIX kajlo0 CO CTOpOHBI morpedburenei ycmayr. Peectp
MIPaBOMEPHBIX ’Kajo0, MEpONpUATHS MO KOTOPbIM TPEOYIOT BKJIIOYEHHUS B IMPOTPAMMBI
¢unmnana, npenocTaBiseTcs YINpaBiIeHUEM B3aUMOACHCTBUS ¢ KiaueHTamu B LleHTp
yIIpaBJICHUs] POU3BOJACTBEHHBIMU AaKTUBaMU Jisi (POPMUPOBAHUS MPOTrpaMM PEMOHTOB U
MHBECTHLIMOHHOM nporpamMmsl gruinana Ob1ecTsa.

7.4.3. Hanaxennsie kontakThl Call-nentpa w I1JOK gomkHbel B citydae
HEO0OXOIMMOCTH MPEOCTABIATHCS pAOOTHUKAM PEMOHTHBIX CIIYkO JIJIsl OTIepaTUBHOM CBS3U
C MOTPEOUTEISIMH NP MPOU3BOJCTBE PEMOHTHBIX pa0dOT MPU OTCYTCTBUU MPSMBIX KaHAJIOB.

7.5. TpebGoBanus K HHPOPMUPOBAHHIO M YBEJAOMJICHHMIO NOTpeOHUTENed mpu
okazaHuu ycayr (umHdopmaius 00 orutaTe 3a dSJIEKTPOIHEPTHIO, O MPEAOCTaBIISIEMBIX
JBrOTax W CIpaBKaX, 3aKIIOUYEHUU JOrOBOPA, JHUIEBBIX CUETaX, O BO3MEIICHUHU yiiepba u
MIPOYUX BOIPOCAX).

Jlnst oGecnieyeHus] MPUHLIMIA JTOCTATOYHOW MH(MOPMUPOBAHHOCTH MOTpeOUTENEl O
KOMIIAHUM W YCJIyrax YCTaHaBJIMBAIOTCA CIEAyollue TpeOOBaHUS K YBEAOMIICHUIO
norpeOutesniel B XOJ€ HCIIOJHEHUS MEpONPHUATHH 10 OKa3aHWIO YCIYT U K
uHpOpMUpOBaHHIO ToTpeduTenei (Tadi. 26 - 28).

Taobnuma 26
TpedoBaHusi K mpoueaype yBeaoMJIeHUsI NOTpeOuTE s
[IpenocraBnsie
Kanan Peal Cpok
TemaTtuka yBe1OMIICHUS Mas
nH(popMUpOBaHUS MPEI0CTaBICHUS
uHpopMaLus
VBenomnenue 3agsurensa o | Iloura YBenomiienus | 6 pabounx gHEH
HEJIOCTAIOIIUX CBEJICHUSIX | (HampaBJICHHE 0 MOCJIE TTOTYyYCHUS
W/UIA JOKYMEHTaX K 3aKa3HBIM IMMCEMOM | HCOOXOAUMOCT | 3asiBKHU
3asBKE C YBEIOMJICHUEM ), Y MIPEJICTABUTH
ABTOMH(OPMHPOBA- | HEAOCTAIOIINE
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IIpenocrasnse
Kanan p Cpok
Tematuka yBe1OMICHHS Mast
UH(OPMHUPOBAHUS MPeIOCTaBICHUS
uH(popMaLHs
HUE TIOCPEACTBOM €- | CBEJCHUS
mail, /v

MTOCPEACTBOM JIOKYMEHTBI K
tenedona call- 3asiBKe
LIEHTpA;
MOCPEJCTBOM SMS;
ONEPaTOPOM
MOCPEICTBOM
tenedona call-
LEHTpA
YBenoMiieHue 3aABUTEIS ITouta VBenomienue | He mo3nnee 2
00 yBeITMYEHUHU CPOKa (HampaBieHUE 00 pabouux gHEH
MOJArOTOBKH JI0OTOBOPA 3aKa3HbIM IMMCbMOM | YBEJIMYEHUH rocJie
TEXHOJIOTUYECKOTO C YBEJIOMJICHHUEM ) CpoKa HaMpaBJICHUS
MPUCOETUHEHUS MMOJITOTOBKH TEXHUYECKUX
JIOTOBOpA Ha YCJIOBUM Ha
CPOK corjlacoBaHHUE
COTJIACOBAHUS | CUCTEMHOMY
TEXHUYECKUX omnepaTopy
YCJIOBUH C
CHUCTEMHBIM
onepaTopom
MIPU CJI0KHOM
Xapakrepe
TEXHOJIOTHYEC-
KOTO
MPUCOETUHEHU
o
VYBenomienue 3agsurend o | Iloura VYBenomiienne | 3 paboumx JHS ¢
HANpaBJICHUH 3aBICHUS (HampaBieHUE 3asBUTEIIS O JTHS HaIpaBJICHUS
00 yCTaHOBJICHUU TIJIAThI B | 3aKa3HBIM MUCHMOM | HAIIPaBJICHUU | 3asBJICHUS 00
YIIOJTHOMOYEHHBIA OpraH C YBEIOMJICHUEM ) 3asiBIICHUS 00 | YCTAHOBJICHUU
HCTIOJTHUTEIBLHOW BJIACTH B YCTAHOBJIEHUHU | TUIaThI B
obmactu TJ1aThl B YIOJTHOMOYEHHBIN
rOCyJIapCTBEHHOT'O YIOJTHOMOYEH- | OpraH
perynupoBaHus Tapugos HBIN Opra’ VCIIOJTHUTEIBHOU
WCIIOJIHUTENIBH | BJIACTH B 00JIACTH
Ol BJIaCTH B rOCyJIapCTBEHHOT O
obsacTu peryaupoBaHus
rocyaapcTBeHH | TapudoB
0-TO
peryJinpoBaHu
s Tapu(oB
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Kanar IIpenocrasnse Cpox
Tematuka yBe1OMICHHS Mast
UH(OPMHUPOBAHUS MPeIOCTaBICHUS
uH(popMaLHs
NudopmupoBanue [Toura CrpaBouHas 2 paboyux JTHS C
3asIBUTEIS O (HampaBieHHe uH(pOpMaILUs O | IAThl MOAMCAHUS
HEO0OXOUMOCTH 3aKa3HbIM MCbMOM | JaTe MIPOEKTa JOroBOpa
MOJANKCAHUA JOTOBOpa 00 | C YBEIOMIJIEHHEM), odopmieHus CO CTOPOHBI
OCYIIECTBJICHUU aBTOMH(OPMUPOBA- | IOTOBOpPaA 00 OpraHu3aIuu
TEXHOJIOTUYECKOTO HUE TIOCPEICTBOM €- | OCYIIECTBIICHU
MIPUCOCTUHEHUS mail, 5
MOCPEJICTBOM TEXHOJIOTHYec-
tenedona call- KOTO
LEHTPA; MIPUCOCTUHEHHU
MOCPEJCTBOM SMS; | 5
NudopmupoBanue orepaTopoM Nudopmanust | 2 pabouux aHS €
3asIBUTENISI O TOTOBHOCTH IIOCPEICTBOM O BBITIOJTHEHUU | JAAaThl UCIIOTHEHUS
MMOJIKJIIOYEHHUS €r0 tenedona call- TEXHUYECKUX YacTu
HHEPrOYCTAaHOBOK K [EHTpa YCIIOBUH CO TEXHUYECKHUX
ANEKTPUYECKUM CETSIM CTOPOHBI yCIIOBUH
CETEBOM
OpraHu3aIu
NudopmupoBanue YBenomienue Hanomunanue | 5 paGouux anHeit 1m0
3asiBUTEINS 00 OIuIaTe yciIyr | OIeparopom 0 CpOKa IuIaTexa
OCYIIECTBIICHUS MOCPEJICTBOM HEOOXOJIUMOCT | (€KEMEeCIYHOTO B
TEXHOJIOTUYECKOTO tenedona call- Y OTLJIaThI clly4ae pacCpodyKu
MPUCOETUHEHUS LEHTPA, (cymma raTexa)
aBTOMH(QOpPMHUPOBA- | IIaTeXka, JaTa
HHUE MOCPEICTBOM OILJIaThI)
tenedona call-
LEHTpa
NudopmupoBanue [Touta Hanomunanne | 3a 30 paGounx
3asBUTENIS O 3aBEPIICHUM | (HAlpaBIICHUE O BO3MOXXHOW | IHEH J10 AaThl
CpOKa JICMCTBUA IOTOBOpPA | 3aKa3HBIM MUCHMOM | JaTe OKOHYaHUS
00 OCYIIEeCTBICHUHN C YBEJIOMJICHUEM); OTKJTFOUCHUS JI0OTOBOpPA
TEXHOJIOTUYECKOT O YBEJIOMJICHUE Hanmomunanwue
MIPUCOEANHEHUS Ha ornepaTopom 0
BPEMEHHOE HCIOJIb30BAaHUE | TOCPEICTBOM HEO0OXOAUMOCT
MOITHOCTH tenedona call- u
LEHTPA,; nepeodopmiie-
aBTOMH(QOPMUPOBA- | HUS
HUE TTOCPEJICTBOM TEXHOJIOTHYEC-
tenedona call- KOTO
LEHTpa MIPUCOCTUHEHU
s
CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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Tabmuma 27

TpeﬁoBaHI/m K YBEAOMJICHUI0O KOHECYHOT O HOTpeﬁPITeJIﬂ IJNIECKTPOIHEPIUA — OBLITOBOIO
a00HEHTA 0 IJIAHOBLIX OTKJII0OYEHHAX 3HeKTqueCKOﬁ IHEPIruun

Kanan nundopmupoBanus JlokymeHT Cpok npenocTaBlieHUs
OrnepaTuBHO- Nudopmanmonnoe | B Teuenue 3 nHei ¢ 1aThl NpUHSATHUS
JHCTIeTYepCKast CIryx0a MUCHMO, pEIICHUS O TIepephIBE, MPEKPAIICHUH
yepe3 yIpaBIsSIONIyIO COTJIaCOBaHHOE WM OTpaHUYEHUH Tepeaun
KOMTIAHUIO KIIAIITHOTO obenmu AIIEKTPUYECKOUN YHEPTHH, HO HE
dbonga, cCOBITOBYIO cTopoHaMu (OpPMEI | TTO3/1HEE, YeM 3a 24 Jaca 10 BBEICHUS
OpraHu3aIuio YKa3aHHbBIX MEp;

YBEIIOMJICHUE IIOCPEICTBOM
MACBMEHHOTO IIPEAYIPEKIACHUS O
BBEJICHUU OTPaHUYEHUS TOTPEOUTEIIO
II0J] PACIIUCKY WX 3aKa3HbIM
ITOYTOBBIM OTIIPABJICHUEM

CpencrBa MaccoBou Nudopmanus o B Teuenue 7 qHew ¢ 1aThl NPUHATUA
uH(bOopManuu TUTAHUPYEMBIX pelIeHus O TIepepbiBe, MPEKPaIICHUN
ABTOMH(pOPMUPOBAHUE OTKJIFOUEHHUSX C WM OTpaHUYCHUH Tepeaun
yKa3aHHUeM ANEKTPUUYECKON IHEPTUH
HACEJICHHBIX
ITyHKTOB
Tabnuma 28

TpeGoBaHus K yBeIOMJIEHUI0 KOHEYHOT0 NOTPeOUTEIS IJTEKTPOIHEPIUH —
IOPUAHYECKOT0 JINIA O IVIAHOBBIX OTKJIYEHHUSAX JIeKTPHYECKOH JHEPTruU

CpenctBo uHhopmupoBa- Bpews

HUS
Tenedonorpammer; B teuenue 3 nHel ¢ 1aThl OPUHATHUS PELICHUS O TIEPEPHIBE,
(hakcuMuUIbHAS CBSI3b, MPEKpalIEHUH WM OTPAaHUYCHUU MEPENAUM IEKTPUUECCKON
aBTOMH(OpPMUPOBAHUE, SHEpPruu, HO HE MO3JHEe, YeM 3a 24 yaca 10 BBEJCHHUS yKa-
CalT 3aHHBIX MEpP

Taomuma 29

TpedoBanust K THPOPMHUPOBAHMIO NOTPEOUTEICH IPH OKA3AHUM YCJIYT 10 Nepenaayde
JJIEKTPUYECKOM YJHEPrUuu

CpenctBo unpopmu-
eJ1b HTH(POPMHUPOBAHUS Nudopmarnus Cpox
I bopmup poBaHH (opman p
Uudopmuposanue no- | ABronnpopmupoBanue | Hanomunanue o neo6- | 3a 3 pabo-
TpeOuTeNs yciayr 00 nocpeacteom E-mail XOJIMMOCTH TTPOU3BE- YUX JHS J10
CTO Crangapt OAO «MPCK llentpa» Cuctema LieHTpa- Crp.: Bcero ctp.:
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OILTaTe YCIYT II0 Iepe- CTH orutatry (cymma JaThI TUIa-
Jade MEKTPUISCKOM TUTaTeXka, J1aTa OIUIaThl | TeXa
SHEPTUH - BBINTKCKA M3 CYIIe-
CTBYIOILIETO JIOTOBOPA)
AsronH(popmupoBanue | Hamomunanue o HeoO- | B neHn
nocpenctsoMm SMS XOJMMOCTH OTUIATHI OTLJIaThI
(cymma muiatexa, qata
OTLJIATHI)
AsrouH(popmupoBanue | HamomuHanue o 3a- 3 pabouux
nocpezactsom call- JOJDKEHHOCTH OTUIATBI | JTHS ITOCTIe
ICHTpA ¥ He00XOIMMOCTH JaThI TUIa-
OIIaThl (CymMMa Iuia- TeXa
TEXa, J1aTa OIJIAThI)

TpeboBanus k cnocobam MHDOPMHUPOBAHUS TOTPEOUTENEH U MEPEUYHIO TEMAaTHK, IO
KOTOPBIM TPOBOJISTCSI MEPOIIPHSITHS, HAPABJICHHBIE HA TOBBIIEHNE HH(OOPMHUPOBAHHOCTH
U JIOSUIBHOCTH TMOTpeOuTeneil yciuyr, MpuBeleHbl B TpwiIokeHHMH Ne 5 K HacToAlEeMY
CTaHIapTy.

7.6. TpeGoBaHus B 4aCTH IHEPTOCOBITOBOM JESITEIBHOCTH .

7.6.1. Tlpouenypa orpaHMYeHHsS] peKUMa MOTPEOICHUS SIEKTPUUECKOM SHEPTUHU TIPO-
U3BOAMTCS B COOTBETCTBUU C IlpaBuiamu MoiHOTO M (MIM) YaCTHYHOTO OrpAaHUYEHUS pe-
KHMa MOTPEOICHHS AIMEKTPUIECKON SHEPTUH.

7.6.2. 3akmioueHue ¢ MOTpeOHUTeNeM J0roBopa SHEprocHadkeHus (KymIM-MpoJaxu
(MOCTaBKHM) 3JEKTPUYECKOU SHEPTUM (MOIITHOCTH)).

7.6.2.1. DnexTpuueckast SHEprusi (MOIIHOCTh) pean3yeTcs Ha POSHUYHBIX PHIHKAX Ha
OCHOBAaHUHU CJEAYIOUIMX BUIOB JIOIOBOPOB, OOECHEUMBAIOIIMX MPOJAXKY dSIEKTPUUECKOU
SHEpTruu (MOUTHOCTH):

- JIOTOBOP SHEPTrOCHAOKCHUS;

- JOTOBOP KYIUIM-TIPOAAXH (MIOCTABKHU ) ANEKTPUUECKON IHEPTUH (MOLIHOCTH).

7.6.2.2. Tlo poroBopy »3HeprocHaOxeHus OOIIECTBO 00sA3yeTCS OCYIIECTBIATH
MPOJAXy JJIEKTPUUECKOM HHEpruu (MOIIHOCTH), a TaKXKe CaMOCTOSATENbHO WJIM 4epes
MPUBJICUEHHBIX TPETHUX JIUI[ OKA3bIBATh YCIYTH MO TMepeaade AICKTPUUYECKON SHEPTHH U
YCIyTH, OKa3aHWE KOTOPBIX SBISETCS HEOThEMJIEMOl 4YacTbiO MpoIecca IOCTaBKU
ANEKTPUYECKON DHHEpruu NoTpeduTensM, a mnorpedurens (mokynareib) o0sA3yeTcs
OIJIaYMBaTh MPUOOPETAEMYIO SJIEKTPUUECKYIO SHEPTHIO (MOIIHOCTH) U OKA3aHHBIE YCIYTH.

Hcnonnenne obs3arenscTB OOIIECTBa MO T0TOBOPY YHEProCHAOKEHUS! B OTHOUICHUU
SHEPrONMPUHUMAIOIIETO YCTPOMCTBA OCYIIECTBISETCS HAuWHAs C YKa3aHHBIX B JIOTOBOpE
JIaThl U BPEMEHHM, HO HE paHee JaThl M BPEMEHU Hayala OKa3aHus YCIyr MO Iepeaade
NIEKTPUYECKON S3HEPIHH B OTHOILIEHUU TAKOTO SHEPIONPUHUMAIOIIETO yCTPOMCTBA.

12 Jlasmbie TPeGOBAHMS PUMEHSIOTCS K AEATEIHHOCTH HCIIONHATEILHOTO anmapara OGIecTBa ¥ TOIBKO TeX (ima-
JIOB, KOTOPBIM IPUCBOEH CTAaTyC rapaHTUPYIOLIETO IOCTaBUIUKA.

CTO
BIT 9/01-03/2013
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B oTHOLmIEHMM OAHOTO 3HEPrONPHUHUMAIOIIETO YCTPONCTBA MOYKET OBITh 3aKIIOUYEH
TOJIBKO OJIMH JJOTOBOP SHEPTrOCHAOKEHUSI.

JloroBop 3HEeprocHa0) eHus, 3aKIoyaeMblii ¢ OOIIeCTBOM, SIBISETCS MyOIMYHbIM.

7.6.23. Tlo moroBopy KyIUIU-TIpOAaXH (ITOCTaBKH) dJICKTPUYECCKOW SHEPTHH
(momrHOCcTH) OOIIECTBO 0053yeTcsi OCYIIECTBISATh MPOJAXy IIIEKTPUUYECKON HHEpruu
(MomHOCTH), a ToTpeduTens (MOKymaTenb) OOSI3yeTcs NPUHUMATh W OIUIaYMBaTh
MpUOOpETAEMYIO JIEKTPUUECKYIO SHEPTHIO (MOIIIHOCTB ).

Wcnonnenne o6s3aTenscTB OOIIECTBOM MO JOTOBOPY KYIIU-TIPOAAXH (ITOCTaBKH)
ANEKTPUYECKONM SHepruu  (MOIIHOCTH) OCYIIECTBIIAETCS HE paHee 3aKIIoueHUus
noTpeduTeneM J0roBopa OKa3aHUS YCIAyr MO TMepenaye dSJIEeKTPUYECKOM SHepruu B
OTHOIIEHUHM SHEPrONPUHUMAIOLIETO YCTPONCTBA MOTPEOUTENs] WIM C AAaThl U BPEMEHHU,
YCTAHOBJIECHHBIX I TPHUHATHS TapaHTUPYIOUIUM TIOCTAaBIIMKOM Ha OOCIYy>KHUBaHUE
MOTpeOUTENCH.

JloroBop KyIIM-TIpoJaxud  (IMOCTaBKH) JJIEKTPUYECKONM HHEPTHuM  (MOIIHOCTH),
3aKnovaeMbiil ¢ OOIIECTBOM, SIBISIETCS ITYOJIMYHBIM.

B nmoroBope kymu-mipojaxu (MOCTAaBKH) JJIEKTPUYECKON HHEPruM (MOIIHOCTH),
3anmoyaeMoM ¢ OOIIEeCTBOM, HE PETyIUPYIOTCS OTHOILIEHHS, CBS3aHHBIE C ONEpPaTHBHO-
JIUCTIETUYEPCKUM YIIpaBICHUEM U Mepeadyeil AJIEeKTPUYECKOM SHEpPrUh B OTHOILIECHUU
HHEPTONMPUHUMAIOIINX YCTPOUCTB MOTPEOUTENS.

7.6.2.4. TunoBeie GOpMBI JOTOBOPOB IHEPrOCHAOKECHHS, KYIUTH-TIPOIaKH (TTIOCTaBKH )
AMIEKTPUUYECKON SHEPruu (MOIIHOCTH) MyOIUKYIOTCS Ha oduimaibHoM caiite OOIiecTBa B
paznene «Knuentam» (pyopuka « 9HEprocObITOBAsI 1E€ATEIBHOCTDY ).

JloroBop sHeprocHabxeHus (KyIIu-poAaku (MOCTAaBKH) JJIEKTPUYECKON SHEPruu
(MOITHOCTH)) 3aKITIOYAETCSl HA OCHOBAaHUU MPEJICTABICHHBIX MOTPeOUTEIEM TIOKYMEHTOB:

— 3asBJIEHWE O 3aKIIOUYCHHH JOTOBOpa JHEProcHAOKEeHUs (KYIUIU-TPOIAXKH
(mOCTaBKM) AIEKTPUUECKON S3HEPTUH (MOIIIHOCTH));

- MOJMUCAHHBIN 3asiBUTENIEM TPOEKT JIOTOBOPAa JHEProcHaOKeHHs (KyIUiu-
MpoAaku (MOCTaBKH) JEKTPUUECKOW SHEPIUH (MOUIHOCTH)) UM IPOTOKOJ pa3HOTIACUl K
MPOEKTY J0TO0BOpa, (hopMa KOTOPOro pa3meleHa Ha opuiinaabHoM carite OO0IecTBa;

- MPaBOYCTAaHABJIMBAIOLME U WHBIE JOKYMEHTBI 3asBUTENS (CBUIETENBCTBO O
rOCYJapCTBEHHON PEruCcTpalliy 3asiBUTENS B KaU€CTBE IOPUINUYECKOIO JIMIAa UIIM B KaUYeCTBE
WHJMBUAYaJbHOTO MPEINPUHUMATENSA, CBUACTEIBCTBO O MMOCTAHOBKE 3asIBUTENSI HA YYeT B
HaJOrOBOM OpraHe, JOKYMEHThI, MOJATBEP)KJAIOIINE MOJTHOMOYMS JUIA, MOAMNHUCABIIErO
3asiBJICHHE OT KMMEHM 3asBUTENIA, BBbIIMCKA M3 MPOTOKONA (peuieHus, MpHKaza) O
Ha3HAYeHUU Ha JOJHKHOCTh PYKOBOJUTENS WM JIOBEPEHHOCTh Ha MOAINUCAHUE JOTOBOpA,
€CJIM TOTOBOP MOJNUCHIBAET HE PYKOBOAMTENb, KOMUS Macnopra rpaxaanuHa Poccuiickoi
@denepaul WM HHOTO JIOKYMEHTA, YJIOCTOBEPSIONIETO JUYHOCTb, €CIM 3asBHUTENEM
BBICTYIIAeT UHANBUIYAJIbHBIA MIPEANPUHAMATENH WIIN TPAXKIAHHH);

- JOKYMEHTBI, MOJTBEP)KIAIOIINE TPaBO COOCTBEHHOCTH (XO3S1HCTBEHHOTO
BEJICHUS, OTIEPATUBHOTO YNpPABJIEHUS, apeH/Ibl U MHbIE 3aKOHHBIE MpaBa BIAJeHUs U (WJIK)
MOJIb30BAHMsI, TPEIYCMOTPEHHBIE 3aKOHOJATeNbcTBOM Poccuiickoit @Pexepanuu) Ha
SHEPTONPUHUMAIOIINE YCTPOUCTBA, JIMOO JTOKYMEHTHI, MOATBEPKAAIOLIME MMPABO BIIAJICHUS
U (WIKM) TOJIb30BAaHUS 3E€MEIbHBIM Yy4YacTKOM, O CHA0XEHUU KOTOPBIX DJICKTPUUECKOU
SHEpruell yKa3aHO B 3asBJICHUU O 3aKIOYEHUH A0roBopa (MPEeIOCTaBISIOTCS TOJIBKO
MOTpeOUTENIEM, KOT'/1a OH BBICTYIIAET 3asIBUTEIIEM);

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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- MOJNKCAaHHAs YIOJIHOMOYEHHBIM JULOM HEProcObITOBOM
(aHeprocHaOkaroleil) opraHu3alliyd BBITUCKA U3 JIOTOBOPOB SHEProcHabxeHus (Kyruiu-
npojaxud  (IMOCTaBKH)  AJIEKTPUYECKONM dSHEpPruM  (MOIIMHOCTH)), 3aKIIOYEHHBIX C
NOTpEOUTENsAIMH, B  HMHTEpecax KOTOPBIX HSHEProcObITOBas  (3HEProcHadkaromast)
OpraHu3alisi HaMepeBaeTCs MPUOOPETaTh DJIIEKTPUUYECKYI0 SHEPruio (MOIIHOCTh) Yy
O61ecTBa, KOTOpas TOJDKHA COJIEPKAaTh CBEICHUS O CPOKAaX Hayala U OKOHYAHHS TTOCTaBKU
ANEKTPUYECKON PHEPTUU B KaXIOW TOUKE MOCTABKH MO KaXKIOMY TaKOMY MOTPEOUTEINI0, O
KOKJIOM TakoW TOYKE TMOCTaBKM  (IPEAOCTaBISIIOTCA  TOJBKO  3HEProcOBITOBOM
(aHeprocHabkaroleii) opraHu3auei, Korjja oHa BHICTYIAET 3asiBUTEIIEM);

- JOKYMEHTBI, TMOATBEPKIAIOIINE TEXHOJIOTMYECKOe MpHUCOeTUHEHUE (B TOM
YHUCJIE W OIOCPEIOBAHHO) B YCTAaHOBJIEHHOM TOpSAKE K OOBEKTaM 3JIEKTPOCETEBOIO
XO35IICTBAa CETEBOM OpraHU3alliyd SHEPrONPUHUMAIONIMX YCTPOWCTB, O CHA0XEHHUU
ANEKTPUUYECKOMN YHEPTHEH KOTOPHIX YKAa3aHO B 3asBJICHUU O 3aKJIIOUEHUH JJOTOBOPA;

— JOKYMEHTBI O JOMYCKE B DKCIUTyaTaI[MI0 MPHUOOPOB yueTa (IperoCcCTaBiIsIoTCs
MIPU HATMYHH Y 3asIBUTEIISI IPUOOPOB yUeTa);

— JOKYMEHT, TMTOATBEPKAAIOITUN HATMIUE TEXHOJIOTHYECKON U (MJIN) aBapHITHOM
OpoHM (IIpeIOCTaBISAETCS MPU €ro HAIMYNU Y 3asIBUTENS);

— WHBbIE JJOKYMEHTBI, HEOOXOIUMBIE ISl 3aKITIOYCHHS TOTOBOpA OKa3aHUs yCIyT
Mo  mepejgadye  dAJICKTPUUECKOW  DHEprud B COOTBeTCTBMM  C¢  lIpaBuiamu
HEAUCKPUMHUHAIIMOHHOTO JIOCTYNa K YCJIyram IO IepeAade 3JIEeKTPUUYECKOM SHEpruu U
OKa3aHUs JTHX YCHyr (MpedoCTaBIseTCs 3asBUTENEM, KOTOPBIA TMOJAET 3asBICHHE O
3aKJIFOYEHUU JJOTOBOPA YHEPTOCHAOKEHUS).

7.6.2.5. 3asBieHHe O 3aKIIOYCHUH JOTOBOpPa HSHEProcHAOXKEHHS (KYIUTH-TIPOJaKU
(MOCTaBKM) 3JIEKTPUYECKON SHEpruu (MOUIHOCTH)) MOXKET MNOCTYHNUTh IO OJHOMY W3
CJICIYIOINX KaHATIOB KOMMYHUKAIUI:

- [TouToii (duepe3 YmpaBieHue JejJaMHd HCIOJHUTENIbHOTrO anmapaTta OOIiecTBa
WM OT/AEN yIpaBieHus AejlaMy UCIIOJHUTEIBHOIO amnmnapara guinana);

- Yepes LIOK npu ouHOM 00paIieHUU MOTPEOUTENS YCIIYT (3asIBUTEIS);

— UYepes nHTEpHET-IPHEMHYIO Ha odUIIHAIBHOM caiite OOIecTBa;

- Uepes muaHbI KaOWMHET KIUEHTA.

7.6.2.6. Tlpu ounom mnpueme 3asBieHus crenuanuctamu [[OK ot morpebutens
(¢u3MUecKoro JMIA, MPU HAJUYUMU BCEX MNPEIYCMOTPEHHbIX M. 7.5.4.4. NOKYMEHTOB U
OTCYTCTBUM pAa3HOIJIACHMI 1O TUNOBOM (opMe J0roBopa, JOrOBOP 3aKIIOYaeTCsl B
MPUCYTCTBUU TOTPEOUTEIIS.

7.6.2.7. Tlpu monydeHUM 3asBICHUS MO TOYTE, Yepe3 MHTEPHET-MPUEMHYIO, dYepes
JUYHBIA KaOWMHET KJIMEeHTa MoApa3/ieieHue, MOJyYUBIIEe TaHHbIE TOKYMEHThI, HallpaBsieT
3agBlieHHEe B NPOQWIbHOE CTPyKTypHOe monpasaeneHue OOmectBa Ha 00paboTKy.
Brrensnosxxennas npoueaypa onucana B Tadi. 30.
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Taomuna 30

Cpoxku 3aKk/II0YeHHs J0rOBOpPa IHEProcHaOKeHUs (KYIJIU-NPOAAKH (MOCTABKH)
JIEKTPUYECKOM IHEPruM (MOILIHOCTH))

[Iponienypa Cpok
[TepBuunas o6paboTKa 3asBICHUS U IPOBEpKa MOJHOTH | [Ipu ouHOM mpueme: B Teue-
CBEJICHUH B 3asIBJICHUM M KOMIUIEKTHOCTH JTOKYMEHTOB K | HUE 30 MUHYT;
3asIBJICHUIO [Ipyr UHTEPAKTUBHOM MpPUEME:
1 paGouwii 1eHb C 1aTHI TTO-
Jy4eHUS 3asBJICHUS
[ToaroroBka u HampaBIeHUE YBEAOMIICHHS 3asIBUTENIO O | 6 paboumx qHEH ¢ JaThI 1MO-
HEJIOCTAIONIUX JOKYMEHTaX WX 00 OTCYTCTBHH B MIPEA- | JIyYEHUS 3asBICHUS
CTaBJICHHBIX IOKYMEHTaX HEOOXOIUMBIX CBEIACHUN
[ToaroToBka u HanpaBiI€HUE 3aIBUTEIIO MOAMUCAHHOTO 30 mHEM ¢ maThl MOJYYEHHUS

CO CTOPOHBI CETEBOW OPraHMU3AINN POEKTa TIOTOBOPA 3asBIEHUS (B CIIydae Tpeso-
WJIM TIPOTOKOJIA pa3HoTIacuil (B ciydae, eCiid 3asiBUTE- CTaBJICHHSI BCEX HEOOXOIU-
JIeM TIPEJICTaBJICH MPOEKT J0TOBOPA) MBIX CBEJICHUI) WM TTOCTIE

MOJTYYECHUS HETOCTAIOIINX
CBEJICHUI T10 3asIBJICHUIO
VYperynupoBaHue pa3HOIJIacuii u noanucanue aoropopa | 10 pabounx gHe# co gHS Mo-
B COIVIACOBAHHOM C 3asBUTEJIEM PEIAKIINU Jy4EHUS OT 3asBUTENS MPO-
TOKOJIa Pa3HOTJIACUI

8. OueHka M KOHTPOJIb PYHKIMOHUPOBAHUS CHCTEMBbI IEHTPAJIU30BAHHOTO
00c1y’KUBaHMS NOTpPeduTEIeH

8.1. ®OyHKUMOHUpPOBAHUE CUCTEMBl  LEHTPAJIU30BAHHOIO 00CTy>KUBaHUS
notpeOuteneit OOmiecTBa OIEHWBAETCS C IOMOUIBIO CHCTEMBl aHAJINW3a W KOHTPOJS,
KOTOpasi:

- oOecreyrBaeT MOHUTOPUHT TPOLEcca BHEPEHUS KIIMEHTOOPUEHTUPOBAHHOTO
M0/IX0/1a BO BCEX CKBO3HBIX MpoOLIECCcax;

- OLICHMBAET KOHEYHBIN PE3YJIbTAT JIEATEIbHOCTH KOMIIAHUM C TOYKH 3pEHUs
MOTpeOUTeNs yCIyT.

8.2. KoHeuHblil pe3ynbTaT, WK Ka4yecTBO PabOThI C MOTPEOUTENSIMH, OLICHUBACTCS
[0 JBYM HaIpaBJICHHUSM: KAaueCTBO OKa3blBAEMbIX YCIYI KOMIAHUM U KadyeCTBO
KJIMEHTCKOI'O CEpBHCA.

3aaum cUCTEMbI aHAJIU3a U KOHTPOJIS:

- aHanu3 3¢ deKTUBHOCTU MEpOIPUATHI 1o BHEJIPEHUIO
KJIMEHTOOPUEHTUPOBAHHOTO TIOJIX0/12;

- ofpezielieHne COOTBETCTBHSI MPOILIECCOB B3aUMOJICUCTBUS C OTPEOUTENAMU U
OpraHu3aluu 00CIyKUBaHUsS TPeOOBAHUSAM M PEKOMEHAALMSIM, U3JI0’KEHHBIM B HACTOSLIEM
Cranpapre, a Takxe TpEOOBAHUAM TIOKYMEHTOB, PErJIaMEHTHPYIOLIUX TaHHOE HAIPABIICHNE

CTO Crannapt OAO «MPCK Ientpa» Cucrema LieHTpa- Crp.: Bcero c1p.:
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JESITETbHOCTH, U TPEOOBAHUSAM, YCTAHOBJICHHBIM HOPMATUBHBIMH U TPABOBBIMH aKTaMU;

- OPUHSATHE MEp MO TOBBINICHUIO KAauecTBa YCIYr M KadecTBa KIMEHTCKOTO
00CITy)KMBaHUS.

8.3. OrmeHka U KOHTPOJIb KauecTBa pabOTHI ¢ MOTPEOUTEISIMHI OCYIIECTBIISIOTCS C
OMOIIBIO:

- MOHHUTOPHUHTA kKaja00 U 0OpaleHnuii MOTPeOUTEINCH;

- OLIEHKA PE3yJIbTATUBHOCTH OM3HEC-TIPOLIECCOB 10 B3aUMOJCHCTBHIO C
MOTPEOUTENAMH YCIIYT;

- UH(GOPMALIMOHHOTO ay/IUTa,

- BHYTPEHHET'0 KOHTPOJISI KauecTBa 00CTyKUBAaHUSI TOTPEOUTENEH;

- MPOBEACHUS MAapKETUHTOBBIX HCCIICIOBAHWA TI0 HM3YYCHHIO CTETCHU
yIIOBJIETBOPEHHOCTH MOTPEOUTENEH KaueCTBOM OKa3bIBAEMbIX YCIIYT;

- napamMeTpoB, HHIAUKATOPOB M MOKAa3aTells KaueCTBa OKa3bIBAEMBIX YCIIYT.

8.4. CucreMa MOHMTOPHHIa MOCTYNUBUIMX OOpamieHuil W kanoO JeiicTByeT Ha
ypoBHe ¢unuana O01ecTBa U BKIIOYACT:

8.4.1. nMHAMHUYECKYIO CUCTEMY OTYETHOCTH MO B3aUMOJICUCTBUIO C MOTPEOUTEIIMU
yCIyr B Pa3lIiMYHBIX paspe3ax Mo KIacCU(PUKAIUOHHBIM TMpHU3HAKaM OOpalleHHid,
norpebureneid W pe3ynbTaTOB paccMOTpeHus ooOpaimieHuil. OtueTHble (GOPMBI IO
B3aMMO/JICHCTBUIO C TOTPEOUTENSIMU JUIsl aHajiu3a JOJDKHBI COJEP)KaTh aHAIUTUYECKUE
TaONUIBI € JUHAMHYECKUM U CTPYKTYPHBIM PACNpEeICHUSIMH KOJIHMYECTBEHHBIX
MoKaszaTesiel, a Tak ke Kpocc-TabuIIbI A7 aHaIN3a B3aUMOCBSI3el MEeXKIy TapaMeTpaMu;,

8.4.2. KOHTpPOJb CPOKOB M MCTIOTHEHNE MEPOTIPUATHH IO MOCTYNAIOIINM KaJI00aM:

- KOHTPOJIb ~ CPOKOB  HCIIOJTHEHHS ~ oOpaboTku  oOpameHuid  (5kano0)
OCYILIECTBIIIET YIIPaBJICHUE B3aUMOACHCTBUSA C KIMEHTaMU. PyKOBOAMTENb JaHHOIO
MOJIpa3/IeTICHHS SBIISIETCSI OTBETCTBEHHBIM 332 OPTaHHM3AIMIO KOHTPOJISI CPOKOB MCTIOTHEHUS
00paboTku oOpamieHni (kao0) MOTpeOUTENeH, a TaKKe HECET OTBETCTBEHHOCTH 3a
CBOEBPEMEHHOE MPEJAOCTABICHUE OTBETOB MMOTPEOUTEISIM YCIIYT;

- OTBETCTBEHHOCTh 3a MCIOJHEHHUE MEPONPUATUN 1o oOpaieHusM (3kamobam)
HECYT PYKOBOJIUTENIN MPOMUIBHBIX MOAPA3/ICIICHUH, B 30HY KOMIIETCHIIMU KOTOPBIX BXOIUT
paspelieHne HHIUASHTA 110 CyTH oOparieHust (Kanoosbl);

- OTBETCTBEHHOCTH 32 OPraHU3aIMI0 KOHTPOJIS MCIOJHEHUS MEPONPUATUI BO3-
JaraeTcsl Ha 3aMecTUTeNel qupekTopoB (unmana OOmecTBa Mo HampaBICHHUSIM JEITEIbHO-
CTH,

8.4.3. mpoBeiecHHWE HA TIOCTOSIHHOW OCHOBE aHalu3a Hauboliee MPOOIEeMHBIX
BONIPOCOB C MOTpeOUTENIMH (IO YacTO BCTPEUYAIOIIMMCSA NpPUYMHAM >kKanol), a Takke
pa3paboTKy ¥  pealM3aluil0  KOPPEKTHPYIOIIUX  MEpONPHUSATHH  COBMECTHO  C
COOTBETCTBYIOIIUMHU TOIPA3/ICTICHUAMU,;

8.4.4. MOHUTOPWHT TOCTYNHBIIUX OOpalleHUH HA  YPOBHE CTPYKTYPHBIX
noapazaeneHuii  OOmiecTBa, omnpeAcieHHBbIM PermamenTom 00paboTku  oOparieHuit
knueHToB OAO «MPCK LenTpay;

8.4.5. MOHHUTOPHMHTI NOCTYNUBIIUX Xajlo0, onpeaesneHHslii m. 5.7.4. PykoBoacTea mo
pabore ¢ xkanobamu k1ueHToB OAO «MPCK ILlenTpay.

8.5. NudopmanoHHbli ayuT.

8.5.1. HudopmanvoHHBIH ayAuT OCYyLIECTBIAETCA paboTHUKaMu JlemaprameHTta
B3aMMOJICUCTBUSL C KIMEHTAMHU Ha YpPOBHE HCIIOJHUTENBHBIX ammaparoB OOmecTBa u
¢unmnana O6uiecTsa.
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8.5.2. Ha ypoBHe ucnoHATENBHOTO anmapara OO0IecTBa OCyIeCcTBIAETCS:

8.5.2.1. €KEMECSIYHBIN aHaIU3 MOJHOTHI M aKTyaJIbHOCTH WH(OpManuu, mpe-
CTaBJICHHOW Ha KOPIIOPATUBHOM BeO-caiiTe, M0 CIEIYIOIINM ITO3UIIHUSIM:

- oO1ast uHPpopMaIus;

- yciayru W Tapudsl (HalMyue JAeTaibHOM WHQOpMAIMKM, H3JI0KEHHOW B
yInoOHOU sl moTpeduTens ¢opMme, ¢ MPUBEACHUEM THUIOBBIX (OPM 3asBOK, JIOTOBOPOB,
aKTOB, CCHUIKAMU HAa HOPMATUBHO-TIPABOBEIE aKThI CyObekTa Denepanun u ap.);

- orepaTuBHas HHGOPMAIIHS 00 OTKITFOUEHUSX IJICKTPOIHEPTHH;

- oOpaTHasi CBs3b (BO3MOXXHOCTH IOJYYUTh OTBETHl HAa 3aJaHHBIE BOIPOCHI,
3HAKOMHTHCS C PEIICHUEM 10 )Kasiobe U T.11.);

- Hajuure WHPOPMAIMU B COOTBETCTBHH C IOCTaHOBIEHHWEM [IpaBuTenbCcTBa
Poccuiickoit ®@eneparu ot 21 suBaps 2004 1. Ne 24 «OO0 yTBEpKJICHHH CTaHIAApTOB
packpbiTus MHPOpMAIUU CyOBEKTaMHU ONTOBOTO M PO3HUYHBIX PBHIHKOB 3JIEKTPUYECKOU
SHEPTUNY,

- BOIIPOCKHI-OTBETHl (HaJIM4ue WHOOPMAIMK [0 YacTO BCTPEUAIOIMUMCS U
HamOoJIee CIOXKHBIM JJI KIIMEHTa BOIpOcam);

8.5.2.2. ©KETOMHBI  aHAJIW3 TMOJHOTHI M  aKTyaIbHOCTH HWHGOPMAIIUH,
npeacTaBieHHON Ha mH(opManunoHHbiX creHnax B LIOK Bcex kareropwmii, a Takxke HpHu
MpoBeJIeHnU BHYyTpeHHux ayautoB CMK.

8.5.3. Ha ypoBHe ucnonuutenpHoro amnmapata guinana O01ecTBa mpoBOIUTHCS
aHaJIN3 TIOJTHOTHI M aKTYaJIbHOCTH WH(OPMAITNH, IPEACTABICHHON Ha HH(POPMAITMOHHBIX
crennax B [|OK Bcex kareropuii u POC.

8.6. BHyTpeHHHUI KOHTPOJIb KAYECTBa OOCITYKUBAHUS MTOTpeOUTEIEH.

8.6.1. BuyTpeHHWi#l  KOHTpPOJNb  KadecTBa  OOCHYXXMBaHUA  TOTpeduTencit
OCYIIIECTBIISIETCS. HA YPOBHE MCTIOJTHHUTEIBHBIX amnmapaToB OOmiectBa u ¢unnana O0miecTsa
paboTHUKAMH JlenapramMeHTa B3aMMOACWCTBHS C KJIMEHTaMH /  YTpaBJICHUS
B3aMMO/ICHCTBUSMHU C KIIMEHTaMHU.

8.6.2. Ha ypoBHe wucnoiaHuTenbHOro amnmapara OOmEecTBa OCYIIECTBISETCS
KOHTPOJIb:

8.6.2.1. xadecTBa pabOTHI C OOpAIICHUSIMH, BeJICHUSA 0a3bl KOHTPAreHTOB, peecTpa 00-
pareHuii moTpeOuTeNeH 1Mo CIeaYIOIIMM TTO3UIIHSIM:

- peructparus oOpaiieHnuld, KOHTPAreHTOB B COOTBETCTBHHM TPCOOBAHUSIMH K
BeJIEHUIO 0a3bl MoTpeduTesel ycuyr u yueta ooparieHuil morpedburenei;

- KauecTBO 00paboTku oOpamieHuil (kaod) U UCTIOTHEHHS] MEPONPHUSATHI TI0
oOpareHusmM;

- anpecHblii ompoc 1% morpeOuteneii, oOpaTuBmIUXcs C kamoOoil B ampec
KOMIIAaHWUHM, MEPOTPUATHS 10 UX >Kajlo0e HMCIOTHEHBI M PE3YNbTAThl 3aPETUCTPUPOBAHBI B
SAP CRM;

8.6.2.2. xauecTBa 00pabOTKH TeaepOHHBIX 3BOHKOB omnepatopamu call-tieatpa Oorie-
CTBA.

8.6.3. Ha ypoBHe ucnonHUTENbHOTO anmapata ¢puirana OOecTBa oCyIecTBIsIeTCs
KOHTPOJIb:

8.6.3.1. kauecTBa pabOTHI C OOpAlllEHUSMU OTBETCTBEHHBIX 3a MpUEM OOpalleHUil B
POC no caeayromum no3unusm:

- peructparus oOpaimieHuid, KOHTPAreHTOB B COOTBETCTBHHM TPEOOBAHUSIMH K
BEJICHUIO 0a3bl moTpeOuTeNel yCIyr U yueTa oOpalieHuii moTpeouTeneii;
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- KauecTBO 00paboTku oOpamieHuil (kajio0) W HUCIIOTHEHHS] MEPONPHUATHI TI0
oOpareHusM;

- aapecHslit onpoc 1% notpedureneit ycayr, oOpaTHUBIIMXCS C KaloO0 B agpec
KOMIaHUK (MEPOIPHITHS 0 MX JKaIo0e MCIIONHEHBI U Pe3yJbTaThl 3apETHCTPUPOBAHBI B
SAP CRM);

8.6.3.2. kauecTBa 00pabOTKH TeneOHHBIX 3BOHKOB ornepaTropamu call-ientpa OOre-
CTBa.

8.7. [TapameTpbl, HHIUKATOPHI U TIOKA3ATENIh KA4eCTBA OKa3bIBAEMBIX YCITYT.

[TapameTphl KauecTBa OKa3bIBAEMBIX YCIYr M pacyeT IMOKas3aTels YPOBHS KadyecTBa
OTpE/ICNICHbl M PACCYUTBHIBAIOTCS B COOTBETCTBHHM C METOAMYECKMMH YKa3aHUSIMH I10
pacdery ypoBHS HaJEKHOCTH W KA4eCTBa OKA3bIBAGMBIX YCIYT IS TEPPUTOPHATBHBIX
CETeBBIX  OpraHW3alliid, yTBEPXKIACHHBIMA IPUKAa30M MUHHUCTEPCTBA  IHEPICTHKHU
Poccuiickoit @enepanmu ot 29.06.10 Ne 296.
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Kunaccnpukanus odpamenuni

[Mpunoxenne Ne 1

k cranaapty CTO BIT 9/01-03/2013

Temartuka obOpamieHus

13

Bun oGpamenus

I Ko I Ornucanue
1. TexHonorunue- ZR74 | TII HoBoro | OGpalieHne IPUITUECKOro JuLa
CKOE MPUCOCTUHE- 00BeKTa /pu3ndIeCcKOro JUIa/WHINBHTyTLHOTO
Hue (TII) IIpeAPUHUMATES, UMEIOIEr0 HaMEPEHNE
OCYIIIECTBUTH TEXHOJIOTHUECKOE TPUCOCITH-
HeHue 00beKTa(0B), HE MPUCOSIMHEHHO-
ro(sx) panee kK cetssm OO0miecTBa
ZR32 | YBenuue- OO6parieHue IPUANYECKOTO JINIIA
HUE MOII- | /(PM3HYECKOTO JINIA/UHIUBUAYATHHOTO
HOCTH MpeANPUHUMATENS, HIMEIOIIEr0 HaMepeHue
YBEIIMYUTH 00HEM IPUCOCTMHEHHOW MOIII-
HOCTH
ZR33 | Cmena ka- | OOpamieHue PUITIeCKOro JIHIa
TEropuu /pu3ruecKoro aMLA/MHANBUIYAIBHOTO
SHEpro- MPEIIPUHIMATEIS, UMEIOIETO HaMEpEeHUE
CHaOX. WU3MEHUTh KaTErOPHUIO HAJIC)KHOCTH DIICK-

TPOCHA0XKEHHUS, HE BIIEKYIIEe IEPECMOTP
(yBenu4eHue) BeTMYUHBI IPUCOSAMHEHHON
MOIIIHOCTH, HO U3MEHSIIOIIEE CXEMY BHEIII-
HET0 3JIEKTPOCHAOKEHHS SHEPrONPUHUMA-
IOIUX YCTPOMCTB 3asiBUTEISI

3agasie-
HHE

Kanoba

Koncynpra-
U

OT3bIB /MpeIOKEeHHE
0 yIy4IICHUIO

B [TpuBeneHHbIE COKpAIlleHNs] B HANMEHOBAHNE TEMATHK 00paIleHH COOTBETCTBYIOT MPHHATHIM HanMeHoBaHusIM B Moaysie CRM cucrembl SAP R/3. JlanHbie cokpariieHus 00y-
CJIOBJICHBI CHCTEMHBIMH OIPAaHMYEHUAMH KOJINYECTBA CHMBOJIOB B HAUMEHOBAHUH.

CTO BIT 9/01-03/2013
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ZR35 | N3mene- OO0parieHne IPUANIECKOTO JINIA
HUE TOYKH | /(PU3NYECKOT0 JIUIA/UHIUBUYyaTIbHOTO
TII NpEAIPUHUMATENA, UMEIOLIEr0 HaMEPEHUE
W3MEHUTH TOUYKY IPUCOCTUHEHUS, HE BiIe-
Kyllee nepecMoTp (yBEJINYCHNE) BETHUNHBI
[IPUCOETUHEHHON MOIITHOCTH, HO U3MEHS-
IOIIee CXEMY BHEIIHETO 3JICKTPOCHA0KEHHUS
SHEProNPUHUMAIONINX YCTPOICTB 3asiBUTE-
TSt
ZR36 | Ilepepac- | OGparieHne IpUIMUeCcKOro Jula
npezpene- | /MHIMBUIYaIbHOTO MPEANPHHUMATEIS,
HHUE MOILl- | OCYLIECTBIISIOIINUX IPUCOEIUHEHHE YHEP-
HOCTH TONPUHUMAIOIIUX YCTPONHCTB MOCPEACTBOM
HepepacipeesIeHNs IPUCOEIMHEHHON
MOIIHOCTH MEX/Y IOPUANIECKUMHU JTUIAMU
Y MHAMBUIYaJbHBIMU TPEAPUHIMATEIS-
Mmu, ipucoenuHeHasiMu 110 01.01.2009 (3a
UCKJIFOYESHUEM JIUI] C TIPUCOSTUHEHHOMN
MOIITHOCTEIO J10 15 kBT BKIIIOUHTEILHO,
BPEMEHHO MPUCOCTHHEHHBIX)
ZR37 | U3m. cxem | OGpalieHne 1punuecKoro Juna
BHEIIIH. /pU3NIECKOTO JTUIa/WHINBH Ty ATLHOTO
AIEKTPO- IpeINpUHIMATEINS, UMEIOLEr0 HaMepeHue
CHaOX. W3MEHHTH CXEMY BHEIITHETO JICKTPOCHA0-
’KEHUSI SHEPTONPHHUMAIOIINX YCTPOHCTB
ZR38 | Pac- OO0parieHre IOPUANISCKOTO JIAIA
TOPK./U3M. | /(PU3NYECKOrO JINIA/MHIUBUAYATEHOTO
YCJIOB 10- | IpeANPUHIMATEIS:
roBopa TII | - c MOTUBMPOBAaHHBIM OTKAa30M OT MO/IITKCA-

HUS IPOEKTa JOrOBOPA, B TOM YHCIIE HECO-
riaacue ¢ TY;

- TpedyeTcst KoppekTupoBka TY jielcTBYy-
IOILIETO JIOTOBOpa

CTO

bIT9/01-03/2013
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Crp.:

92

Bceero c1p.: 124




OAO «MPCK Llenmpay

ZR39 | Bosepar OO0parieHne IPUANIECKOTO JINIA
JIEHEXKHBIX | /(U3MUECcKOro JHIa /MHIUBUAYATBHOTO
Cpe/cTB MPEINPUHUMATEIIS B CITydae paCTOPIKEHHSI

neiicreyromero porosopa TII, mo kotopomy
MIPOBOJIMIIACH OTLIATa

ZR40 | AkTel co- | OOpareHne PUITIECKOro A

IIyTCTBY- /pu3ruecKoro JIMLA/MHANBUIYAIBHOTO
romue TII | npennpuHUMaTess o BONPOCY MOIYYEHUS
akToB conyrcTByromue TII
WNudopmupoBanue notpeduTens o roros-
HOCTH aKTOB, COIIYTCTBYIOLIHMX TPOLIEAYPE
TEXHOJIOTHYECKOT'0 MPUCOETUHEHUS

ZR75 | JloroBop OOparieHue IOpUINIECKOTo JULa

TII (Dop- | /du3HUECKOTO JINIIA/UHIUBUAYATHBHOTO
MHUpOBa- IPEIIPUHUMATEIS 10 BOIIPOCY MOTYyYSHHUS
HUS) odeptsr qorosopa TI1

OOparienue Mo npeaocTaBICHUIO HHPOP-
MaIfH O HEAOCTAIOIINX CBEICHUSIX W/UIN
MIPUIIOKEHUHN K 3asBKE Ha TEXHOJIOTHYECKOE
MIPUCOETUHEHNUE.

YBenomieHue notpeduTens 00 aHHyIUupo-
BaHUU 3asBKH, COOOIIEHNE 00 OTKa3e B
TEXHOJIOTHYECKOM NPHCOETMHEHUN

ZR41 | Horosop OO0parieHne IOPUANISCKOTO JINIA
(Bpimon- /pu3ndecKoro JUIa/MHINBUTYaTLHOTO
HEHHE) MPEIIPUHIMATEIS IO BOIIPOCY UCTIOTHEHUS

(craryca, CpOKOB) MEPOIIPUSITUI CO CTOPO-
HbI O0IIeCTBa COTTIACHO 3aKIFOYEHHOMY
norosopy TII:

cormacoBanus [1C]], BEITOTHEHHBIX 3asSBH-
TeJeM; YBEJJOMJICHUE 3asBUTEIEM O BBIMOJ-
HEHHH CBOMX MEPOIPUATHH 110 TOTOBOPY
00 OCYIIECTBIEHUH TEXHOJIOTUYECKOTO

CTO Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-
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MIPUCOCIUHEHHUS; YBEIOMIICHUE 3asIBUTEIIEM
0 MOJYYEHUHU pa3peuieHus! yIIOJIHOMOYEH-
HOTO (eIepaTbHOTO OpPraHa UCTIOTHUTEIb-
HOM BJIACTH MO TEXHOJIOTMYECKOMY HAA30py
Ha JIOMYCK B 3KCIUTyaTalui0 00bEKTOB 3a-
SIBUTEJIS.

YBenomiieHue MOTPeOUTENSE O TOTOBHOCTH
cereit OOmiecTBa ¢ MpochOOil MOATBEPIUTD
WCTIOJTHEHUE CBOMX 0053aTEIBCTB IO TEX-
HOJIOTUYECKOMY MPUCOEANHEHUIO.
YBegomiieHue 0 NIPUOCTAaHOBKE AEHCTBUS
JIOTOBOPA TEXHOJIOTMYECKOTO TPUCOEIUHE-
HUs

[Ipumeuanue: 3ampockl 3asBUTENIEN O CO-
KpalleHUH CPOKOB UCIIOJIHEHUSI MEPOIPHUSI-
THUI B paMKax JieicTBytoero goropopa TII
(CpoKM MCTIOTHEHUS HE JOCTUTHYTHI) CO
ctopoHbl OOIIeCTBa PETUCTPUPYIOTCS KaK
KOHCYJIbTallu1

ZR42

Texunue-
CKHE YCJIO-
BUS

OOpaiiieHre IOPUINIECKOTO JTUIA
/PU3NIECKOTO JTUIa/WHINBH Ty ATEHOTO
MpePUHUMATEIIS:

- 0 MPOJIEHNH cpoka aectBus TY, ecnu
3assBUTEJIEM HE BBITIOJTHEHBI MEPOTIPUSATHS U
Ha JIaTy OKOHYAHUS MX CPOKa NeHCTBUS
UMEETCsl TEXHUYECKasi BO3MOXHOCTh T11;

- OTHOCHUTEIHHO HEOOOCHOBAaHHBIX TPeOO-
BaHuil TY (TonbKO *aso0sl);

- 00 u3meneHnu TY Mo OKOHYaHUH CpOKa
JENCTBUA

- 0 COTJIACOBaHHH MPOEKTA, IPETYCMOTPEH-
HOT'O TEXHUYECKUMH YCIIOBUSIMH, BBITIOJI-
HEHHOTO 3asiBUTEIIEM
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Bxuttoue- OOparieHne IOPUINIECKOTO UL

HUe 3/3 /pu3ruecKoro NMLA/MHANBUIYAIBHOTO

pu TII NPEAIPUHUMATENSA 10 BOIIPOCY BKIIFOYEHUS
JIEKTPOIHEPTUHU B CBSI3U C UCIIOJTHEHUEM
BCEX HEOOXOAMMBIX MEPOIIPUATHI

Brinaua ObpareHne IOPUINIECKOTO JIU-

nyOnuka- | 1a/hu3uueckoro JMia/MHIUBUAYATbHOTO

TOB HPEANPUHUMATEIS 110 BOIIPOCY BBIAAYH
TyOJIMKaTOB paHee BBIAAHHBIX JIOKYyMEHTOB
10 TEXHOJIOTUYECKOMY IPUCOEAUHEHUIO
(TY, akTOB) B ciIy4asiX yTpaThl paHee BbI-
JTAHHBIX

CmeHa OOparieHue IpUINIECKOro Ju-

COOCTBEH- | Ia/(PU3NYECKOTO JIUIA/UHIUBUIYATLHOTO

HUKa NPEANPUHUMATEIS 110 BOIPOCY BBIAAYH
ny6mmkaToB qokymeHnToB TII (B ToM gucie
TVY) B cmyuae cMeHbl cOOCTBEHHUKA (11.27
[TpaBun TII)

ITnara 3a O0parieHue IOpUINIECKOro JIu-

TII 11a/(PU3MYECKOTO JINIA/UHIUBUIYATBHOTO
NpeINpUHUMATEINS [0 BOIPOCY IJIaThl 3a
TEXHOJIOTUIECKOE MTPHCOCTNHEHHS
YBenomiieHre MOTpeOuTeNs O HalpaBIeHUN
pacuera CTOMMOCTH YCIIyT TI0 UHIUBUIY-
aJIbHOMY Tapu(y B OpraH HUCHOIHUTEIbHOM
BJIACTH B O0JIACTH TOCYJIAPCTBEHHOTO PETY-
JUPOBaHUA Tapu(OB; YBETOMIIEHHE O CPbI-
BE€ CPOKa OIUIATHI C MPEJIOKESHUEM OTIa-
TUTh UMEIONIYIOCS 3a/I0JKEHHOCTh

TIT 00bek- | 3ampoc OpraHOB MECTHOTO CaMOYIIpaBJIe-

Ta Karl. HUS WU TIpaBooOIa1aTens 3eMebHbIX

CTpoH- YYacTKOB O BbIIaue WH(OPMAIHH O TTO/I-

TEJbCTBA KIIIOYEHUH CTPOSIIUXCS], PEKOHCTpYyHpye-
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MBIX HJIH IIOCTPOCHHBIX, HO HE MOJKIIOYCH-
HBIX 00BEKTOB KAlUTAIILHOTO CTPOUTEb-
ctBa K cetaM OOniecTsa

AHHyIH- OopareHne IOPUINIECKOTO UL
poBaHue /pu3ruecKoro JaMLA/MHANBUIYAIBHOTO
3asBku TI1 | mpennmpuHUMATENS C MPOCHOOI aHHYIUPO-
BaTh 3aiBKy Ha TII
2. JlonionHUTEb- Hapyxnoe | OOpaiieHus 1o ciaeayronuM TeMaTHKaM:
HbI€ CEPBUCHI OCBELICHUE | - IPOEKTUPOBAHUE CETEH HAPYKHOI'O OCBe-
(moroBop- | meHUs;
HBIE€ OTHO- | - CTPOMTENIBCTBO CETEH HApy>KHOT'O OCBE-
HICHUS) ICHUS,
- TEXHUYECKoe 00CIyKUBaHUE ceTeit
Hapy>KHOI'O OCBEILEHUS;
- PEMOHT ceTel Hapy>KHOT'O OCBELICHUS;
- areHTCKUH JI0rOBOP 10 HapYKHOMY OCBE-
HICHUIO.
3asBKU 10 JTaHHOW TeMaTHUKe NPUHUMAIOTCS
Ha 3aKJII0YEHHE HOBBIX JJOTOBOPOB.
OTO un OOparnieHus 1Mo CIEAYIONUM TeMAaTHKaM:
PEMOHT - OTO 5. cereit 110-0,4ks;
(morosop- | - OTO TII 6-10/0,4kB;
Hble 0OTHO- | - OTO IIC 35 kB u BbIIIIE;
IICHUS) - OTO BO3ayIIHBIX JTUHUK;

- OTO kaOenbHBIX JIMHUI;

- OTO BPY;
- OTO OPY;

- OTO pacnpenenuTenbHbIX MUTOB;

- OTO BHYTPUIOMOBBIX CETEH;

- PEMOHT JJIEKTpOceTel moTpeduTenei
BbIpyOKa MpOCEK;

- PEMOHT JIEKTPOOOOPYTOBAHHUS;

- KaIMOPOBKa U3MEPUTEIHHOTO 000pyIOBa-
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HUS U peoOpa3oBaTenei;
- BBOJI B OKCIUTyaTallI0 3JEKTPOoOOpymo-

BaHMS;

- CyIIKa ¥ pereHepanus TpaHchopMaTopHO-

ro Macia;

- 3aMeHa TPaHC(HOPMATOPHOTO Macia;

- TEXHHYECKOE 00CITy)KUBAHUE MEIIKOMO-
TOPHOTO 3JIEKTPOOOOPYI0BAHHS;

- yCKOHAJIAJ0YHBIC PAaOOTHI AJIEKTPOOOO-

pydOBaHHUS,

- arentckuit jorosop mo OTO u peMoHTYy.
3asBKM 1O JaHHOM TEMaTUKE PUHUMAKOTCS
Ha 3aKJII0YEHNE HOBBIX JOTOBOPOB.

Beinoc ce- | OOpareHus 1o cieayronmM TeMaTHKaM:
Teu - IEPEYCTPOUCTBO €AMHUYHON ONIOPBHI;

- IEPEYCTPONUCTBO CETEH KOMITAHHH.
IIpeno- OOparieHus 1o ciIeIyoNUM TeMaTHKaM:
CTaBJICHUE | - IPEIOCTABIIEHNE TEXHUYECKUX U TEXHOJIO-
PECYpCOB | TMUECKHX PECYPCOB KIMEHTaM;
(moroBop- | - moaBecka u obcmyxuBanue BOJIC;
HBIE€ OTHO- | - OTKJIFOUEHME/TIOIKIIIOYEHHUE K JIeKTpUYe-
IICHUS) CKHM CETSIM;

- KOHTPOJb 3HaYeHU Kod(duUllMeHTa peak-

THBHOHI MOIITHOCTH.

3asBKU 0 JaHHOW TeMaTHUKe NPUHUMAIOTCS

Ha 3aKJII0UYEHHE HOBBIX JJOTOBOPOB.
HcnbiTa- OOparieHus 1o ciIeIyonUM TeMaTHKaM:
HUS U JIMa- | - UCTIBITAHHUS DJIEKTPOTEXHUIECKOTO 000py-
THOCTHKA | JIOBaHMS;

- UCIIBITAHUS SJICKTPO3alIUTHBEIX CPCACTB,
- AUAarHOCTUKA JJICKTPOTCXHUYCCKOT'O 000-

pyIOBaHMUS;

- aHaJIu3 TpaHC(i)OpMaTopHOFO Maciia,
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- UBSMCPCHUC I1OKa3arT eJieil KauecTBa dJICK-

TPOSHEPTHH;
- IPOBEICHUE TEIEBU3MOHHOTO KOHTPOJISI
000py/10BaHUs.
[Tpubopsr | OOpaieHus Mo CIeIYIOIUM TeMaTHKaM:
yaéra - ycranoBka 1-¢ npubopa ydera (MaTepua-

JIbI 3aKa3YMKa) B PAMKax YCIIYTH «yCTaHOB-
Ka ¥ 3aMeHa IPUOOPOB ydeTay;

- ycranoBka 1-¢ npubopa ydera (MaTepua-
JIbI UCTIOJTHUTEIIS) B PAMKaX YCIIYTH «ycCTa-
HOBKa M 3aMeHa NMPHOOpPOB yueTay;

- ycraHoBka 3-¢ nmpubopa ydera (MaTepua-
JIbI 3aKa3YMKa) B PAMKaxX YCIIYTH «yCTaHOB-
Ka U 3aMeHa IpuOOopoB yyeTay;

- ycraHoBKa 3-¢ nmpubopa ydera (MaTepua-
JIbI UCTIOJTHUTEIIS) B PaMKaX YCIIYTH «ycCTa-
HOBKa M 3aMeHa NMPHOOpPOB yueTay;

- 3ameHa 1-¢ nmpubopa ydera (MaTepuabl
3aKa34rKa) B paMKaX yCIYT'H «yCTaHOBKa U
3aMeHa NpruOOpoOB yueTay;

- 3ameHa 1-¢ mpubopa ydera (MaTepuaibl
UCTIOJTHUTEIS) B PAMKaX yCIYTH «yCTaHOB-
Ka ¥ 3aMeHa IpUOOPOB ydeTay;

- 3ameHa 3-¢ npubopa yuera (MaTepuabl
3aKa34rKa) B paMKaX yCIYT'H «yCTaHOBKa U
3aMeHa NpruOOpoOB yueTay;

- 3ameHa 3-¢ npubopa ydera (MaTepuabl
UCTIOJTHUTEIIS)B paMKax YCIyTH «Y CTaHOB-
Ka ¥ 3aMEHa IPUOOPOB y4eTay;

- MOHTaX IIKada ydera B paMKax yCIyTru
«yCTaHOBKA M 3aMeHa MPHOOPOB yueTay;

- 3aMeHa Ikaga yueTra B paMKax yCIyrH
«yCTaHOBKA M 3aMeHa MPHOOPOB yueTay;
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- MOHTaX TPaHC(HOPMATOPHOTO TO-
Ka/HalpsHKeHUs B PAMKax YCIIyTH «ycTa-
HOBKa U 3aMeHa MprOOpPOB yueTay;

- 3aMeHa TpaHc(HOPMaTOPHOIO TO-
Ka/HanpsHKEHHUS B PAMKax YCIYTH «yCTa-
HOBKA U 3aMeHa IIpHOOpOB yueTay;

- IEMOHTaX TpaHC(POPMATOPHOTO TO-
Ka/HalpsHKeHUs B PAMKax YCIyTH «ycTa-
HOBKa M 3aMeHa NMprOOpPOB yueTay;

- IEMOHTaXX MpuOopa yuéra B paMKax yciy-
T'H «yCTaHOBKa M 3aM€Ha MPUOOPOB yUETa»;
- areHTCKUH JI0rOBOP 10 YCTaHOBKE/3aMEHE
I1Y;

- npeanpoekTHoe obcnenoBanue AUNC
KVYD3;

- npoektupoBanue AUUMC KVY0O;

- MoHTaX obopynoBanus AUNC KY3;

- myckoHanagouneie padotslt AUMC KYD;
- MeTposoruveckoe obecreuenne AUNC
KVD;

- IPOBEICHNE TIPUEMOYHBIX UCTIBITAHUI
ANNC KVYD3;

- KOMIUTeKCHas yciyra «coznanune AUNC
KVYD3»;

- opmupoBanue 00bEMOB TOTPEOICHUS
ANNC KYD3;

- BBITIOJTHEHUE PA30BBIX Pa0OT B aBTOMATH-
3UpPOBAHHON CHCTEME YyUeTa;

- 00CITy’)KHBaHUE CHCTEMBI aBTOMAaTHU3HPO-
BaHHOI'O y4eTa;

- areHTCKUH TOTOBOP IO OpTaHU3aIUU
ANNC KYD3;

- PO3HHYHAS MTPOIaXKa AIEKTPO0OOpyI0Ba-
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HUSI
areHTCKHUI TOTOBOP IO MPOJIaXKe AIEKTPO-
00opynOBaHUs;

- IpoBepKa mpubopa yvera 3JIeKTPOIHESPTUU
C MPUMEHEHUEM STAJIOHHOTO U TNIOMOUPOB-
Ka;

- OTIpe/IeICHNE ICHCTBUTEIBHBIX METPOJIO-
THYECKUX XaPaKTCPUCTHUK;

- IPOrpaMMHPOBAHHE CUYCTYHKOB;

Cormpo- OOparieHus 1o cIeAynuM TeMaTUKaM:
BOXK/IGHHE | - pPacueT MaKCHUMaJIbHON MOIIIHO-
TII CTH/KaTeropuy/ HamnpspKeHus npu opopm-

nennu 3ag8ku Ha TII,;

- IOJrOTOBKA OJJTHOJIMHEMHOU CXEMBI 3JIEK-
TPUYECKUX CETEU 3asBUTEINS;

- IOJrOTOBKA MEPEYHs U MOIIHOCTH HEP-
TONPUHUMAIOIINX YCTPONUCTB IPOTHUBOABA-
pUIHON aBTOMAaTHKH;

- IOATOTOBKA IJIaHA PACIOJIOKEHUS SHEP-
TOMPUHUMAIOIIUX YCTPOUCTB;

- IOATOTOBKA TEXHUYECKOI0 OTUYETA IJIEK-
Tpou3MepeHuil 1adbopaTopuu;

- COTJIaCOBAHME MAKETa TEXHUYECKUX JIOKY-
menToB B PTH;

- MIOATOTOBKA COIPOBOAUTEIBHOIO MTAKETa
TEXHUYECKUX JOKYMEHTOB JJIsl TOJYyYEHUS
JOKYMEHTOB B SHEPTOCOBITOBOM OpraHn3a-
1Y

- BeIJIavya 1y0ommKkaToB fokymeHToB TII;

- ycranoBka 1-¢ npubopa yyera (MaTepua-
JIbI 3aKa39MKa) 3aKa34nKy B TIEPBHIi pa3. B
pamkax yciyru «ConpoBoxaenue TIDy»;

- ycraHoBKa 1-¢ npubopa ydera (MaTepua-
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JIbl UCIIOJIHUTEIIS) 3aKa34MKY B IIEPBBIN pas.
B pamkax ycnyru «Conposoxaenue TID»;
- ycraHoBKka 3-¢ npubopa ydera (MaTepua-
JIbl 3aKa34MKa) 3aKa34MKy B I1epBbIH pa3. B
pamkax ycinyru «ConpoBoxaenue TID»;

- ycraHoBka 3-¢ mpubopa ydera (MaTepua-
JIbl UCIIOJIHUTEIS) 3aKa34MKY B IIEPBBIN pas.
B pamkax ycinyru «Conposoxaenue TID»;
- MOHTaX IIKada ydeTta B paMKax yCIyra
«Comnpooxzaenue TI»;

- MOHTaX TPaHC(HOPMATOPHOTO TO-
Ka/HanpsbKeHUs B paMkax ycinyru «Conpo-
Boxaerue TIIy;

- IPOEKT BHELIHETO 3JIEKTPOCHA0KEHMUS;

- IPOEKT BHYTPEHHET O 3IEKTPOCHAOKCHHUS;
- YCTPOWCTBO 3alIUTHOIO 3a3€MJICHNUS;

- 3aM€Ha Hapy»KHOI'0 BBOJIa (MaTepuall 1c-
TIOJTHUTES);

- 3aM€Ha Hapy»KHOT'0 BBOJa (MaTepHal 3a-
Ka3uuKa);

- areHTCKHUI JOTOBOP MO BBIOJHEHUIO TY
Ha TIL.

DHepro- OOparnieHus 1Mo CIEAYIONUM TeMAaTHKaM:
CepBUC - pacu€T NoTEph MO OJHOM JIMHUH DIEKTPO-
MUTAHUS;

- (hopMupoBaHHE BEOMOCTH IEKTPOIO-
TpeOIeHMUS;

- KOHCYJIbTAIUS 110 SHEProcOepeXeHUIO;

- IPOBEJICHNE SHEProayInTa;

- BBIIIOJIHEHUE MEPONPUATUI IO SHEPTO-
cOepeXxeHHIO0 B paMKaX YHEPrOCEPBUCHOTO
KOHTPAKTa,

- 3aMepbl N0Ka3aTeslel MOIIHOCTU B 4achl
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MaKCUMYMa;
- KOHTPOJIb 3HAYE€HUH KA PHULIMEeHTa peak-
TUBHOW MOIITHOCTH;

- cbeM IpoGuUII HAarpy3KH;

- areHTCKUH TIOTOBOP HA HEProayIuT U
SHEProCcepBUC.

Pexnama

OOparieHust 1o ciaeIyonUM TeMaTHKaM:
- pa3MelleHre peKJiaMbl Ha caiiTe KoMIa-
HUH;

- pexsiama Ha ¢acajie 3AaHUN U COOpyxe-
HUN KOMIIAaHUH;

- pa3MelleHHe PeKJIaMbl B IOKyMEHTaX.

IIpoextu-
pOBaHME U
CTpOHU-
TEJILCTBO

OOpariieHus 1o cIeAyoIuM TeMaTUKaM:

- npoexktupoBanue TII u [1C;

- IPOEKTUPOBAHUE JINHUM;

- CTPOMTEIHCTBO/MOHTAK CHCTEMBI BHEIII-
Hero anekTpocHadxkenus 10 10kB;

- CTPOUT/MOHTAX CHCTEMBI BHYTPEHHETO
anekTpocHabxenust CB 10kB;

- cTpouTenbCTBO/MOHTaX JIDIT;

- ctpoutenbcTBo/MoHTax TII u I1C;

- CTPOUTEIHCTBO/MOHTaX OOBEKTOB YHEPIe-
THKH;

- areHTCKHUI A0roBop Ha BbinojaHeHnue [1NP;
- areHTCKUH JI0rOBOP Ha CTPOUTEIBCTBO
JIEKTPOCETEBHIX OOBEKTOB.

HapyxHoe
OCBELICHHE
(BBITIOTTHE-
HUE)

OOparieHus 1Mo CiIeIyonUM TeMaTHKaM:
PaboTh! IO TEXHUYECKOMY 00CTYKHBAHHIO
ceTeill Hapy»XHOT'O OCBEIICHUS B paMKax
OKa3aHHs YCIYT 10 3aKII0UYEHHOMY JOTOBO-
py (moTpedutens T0JKEH 1aTh PEKBU3UTHI
JIOTOBOPA).

PaboThl IO PEMOHTY CeTel Hapy>KHOTO
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OCBEIICHUS B paMKaxX OKa3aHHsl YCIYT 110
3aKJIFOYEHHOMY JI0OTOBOPY (1IOTpeOUTEIb
JIOJDKEH JIaTh PEKBH3HTBI JIOTOBOPA).

OTO u OOpareHus 1Mo CIeIyIOIUM TeMaTHKaM:

PEMOHT - BbInosiHeHue padot no OTO B pamkax

(BBIIIOJIHE- | OKA3aHUs YCIYT MO 3aKIIOYEHHOMY JIOTOBO-

HUE) py (moTpedutens 10JKEH 1aTh PEKBU3UTHI
JI0r0BOPA);

- BBITMIOJTHEHUE PEMOHTHBIX PadoT B paMKax
OKa3aHUs yCIyT MO 3aKII0YCHHOMY JIOTOBO-
py (moTpedurens T0JDKEH 1aTh PEKBU3HTHI
JIOTOBOPA).

[Ipeno- OOpariieHus 1o cIeAyoIuM TeMaTUKaM:
CTaBJICHHE | - pabOTHI IO MPEIOCTABICHUIO TEXHUYE-
PECYpPCOB | CKHX PECYpCOB B paMKax OKa3aHHs yCIyT
(BBITIOJIHE- | TIO 3aKJIFOYEHHOMY JIOTOBOPY (TIOTPEOUTEIb
HUE) JIOJKEH J1aTh PEKBU3UTHI JOTOBOPA);

- pabOTHI 10 MOABECY U OOCITY)KHBAHHIO
BOJIC B pamkax oka3aHus ycIyrT 10 3a-
KITIOYEHHOMY JIOTOBOPY (ITOTpeOUTEND
JIOJDKEH JIaTh PEKBU3HTHI JIOTOBOPA).

3. OTKIIIOUEHUS [TnanoBeie | OOparnieHne IOPUANISCKOTO JIAIA
/pu3ruecKoro JaMLa/MHANBUIYAIBHOTO
MPEAPUHUMATEIIS TI0 BOIIPOCY OTKITIOUE-
HUS DJIEKTPOIHEPTUHU, COCTOSIHHUE IIEKTPO-
cHaOKeHUEe KOTOPOro 3aUKCHPOBAHO KaK
«I1ma"HoBoe oTKIIOUEHNEY 11O HaHHBIM SAP

TOPO
ABapuii- OOparieHne IOPUINIECKOTo JTUIa
HBIE /pU3NIECKOTO JTUIa/WHINBH Ty ATLHOTO

MPEIIPUHUMATEIS IO BOIPOCY OTKJIIOUE-
HUS DJICKTPOIHEPTHH, COCTOSTHUE JIEKTPO-
CHa0KeHHE KOTOPOT0 3a()MKCUPOBAHO TIO
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nanabiM SAP TOPO kak «ABapuiiHoe OT-
KJIIOYEHHUE» WM HE ONPEIEIeHO

ABapuiiHo- | OOpallieHre IpUINYECKOro Jula
9KCTpEH- /puzrueckoro aMIa/MHANBUAIYAIBHOTO
HBIC IPEJIPUHUMATEINS 10 BOIPOCY OTKIIIOYe-
HUS DJICKTPOIHEPTUH, COCTOSIHUE 3JIEKTPO-
cHa0KeHUe KOTOPOro 3a)UKCHPOBAHO KAK
«ABapuUHHO-IKCTPEHHOE» 110 TaHHBIM SAP
TOPO
ZR61 | Yacteie OO0parnieHre IOPUANIECKOTO JINIA
OTKJIIOYe- | /(U3MUECKOro JIMLa/MHANBUYAIBHOTO
HUS 3/ MPEIIPUHUMATEIS [0 BOIPOCY YaCThIX OT-
KIIIOYEHUH 3JIEKTPO3HEPTUH, HE CBSI3aHHBIX
C IJIAHOBBIMHU OTKJIIOYEHHUSIMH (COCTOSIHUE
JIEKTPOCHAOKEHUS 3asBUTEIII HA MOMEH-
THI OTKITIOYCHHUH HE OBLIO 3a(pUKCUPOBAHO
Kak «[lmaHoBOE OTKIIIOUEHHE 110 TaHHBIM
SAP TOPO)
ZR62 | 3asBku Ha | OOpalieHne KOHEYHbIX TOTpeOUTENeH 1Mo
OTKITIOYE- | BOMPOCAM OTKIIIOUYCHHS (BBEICHUS OTpaHU-
HUE / IOJI- | YEHUSs) AIEKTPOIHEPI UM, IPUOCTAHOBIICH-
KITIOYEHHE | HOTO M3-3a 33JI0JDKEHHOCTH
4. Ilepenaua 3/3 BeiBog u3 | OOpariieHre I0pUINYecKOro Jula
IKCITTya- /PU3NIECKOTO JTUIa/WHINBH Ty ATEHOTO
TaIu IpeIIpUHUMATEINS [0 BOIPOCY COTacoBa-
HUS TpaUKOB BBIBOIa 000PYIOBAHUS U3
HKCILTyaTaIH
Cgepka OO6pareHne PUINIECKOTro JTUIA
MOKa3aHUuK | /(hPU3HUECKOTO JIUIA/UHIUBUAYATHHOTO
Iy MPEINPUHUMATENS 10 BOITPOCAM CBEPKHU

MoKa3aHui IpUOOPOB ydeTa MEKTPUIECKON
SHEPTUH

CTO
bIT9/01-03/2013

Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

HUS TOTpeOuTENeH yCiuyT

Crp.: 104

Bceero c1p.: 124




OAO «MPCK Llenmpay

XWuIleHue
3/3

Coo01enne I0pUInIecKOTo JTUla
/pu3ruecKoro NMLA/MHANBUIYAIBHOTO
npeanpuHUMarest (akToB BOZMOXKHOTO
XMILEHUS] FIEKTPOIHEPTUN

YBenomiieHre MoTpeOuTeNs, coeprKaiiee
yKa3aHUe Ha OTCYTCTBHE y SHEProCObITOBON
(3HEeprocHabKaroIIei) OpraHu3aIiuy mpasa
PacopsKEHUsI DJIEKTPUUECKON SHEPTHUEH B
COOTBETCTBYIOIIMX TOYKAX MOCTaBKH (B CO-
OTBETCTBUU C M. 57 OCHOBHBIX MOJIOXKEHUN
0 ()YHKIIMOHMPOBAHUHU POSHUYHBIX PHIHKOB
ANEKTPUUYECKOMN SHEPTUN)

ZR64

XuiieHue
obopyno-
BaHUs

Coo011ieHre PUIMISCKOTO JINIA
/puzruecKoro aMLA/MHANBUIYAIBHOTO
npeanpuHuMaretst HakToB BO3MOYKHOTO
XUILIEHHS AJIEKTPOOOOPYIOBAHUS, IPHUHA/T-
nexamiero O0mecTBy

Yuiep6

OO0parnieHre KOHEYHBIX MOTpeOUTENeH 1
OCK 1o Bompocam KOMIIEHcaIuu yiiepoa
BCJIEJICTBHE HEKAYECTBEHHOTO YHEPTrOCHA0-
WKEHHST

KauectBO
3/3

OO0parieHne IOPUANIECKOTO JIUIA
/pu3ruecKoro JaMLa/MHANBUIYAIBHOTO
MPEIIPUHUMATEIS IO BOMPOCaM KayecTBa
SHEprocHa0keHUs (YPOBHS HAMPSIKEHHS ).
[Tpumedanue: BOIIPOCHI, CBSI3aHHBIE C OT-
KIIIOYEHHEM 3/3, K TaHHOH TeMaTHUKe He OT-
HOCSTCS

ZR65

3akmroue-
HUE Tps-
MBIX JIOTO-
BOPOB

OOpaiiieHre IOPUINICCKOTO JTUIA
/pU3NIECKOTO JTUIa/WHINBH Ty ATLHOTO
MPEIPUHUMATEIS [TO0 BOIPOCaM 3aKJIF0Ue-
HUS TPSAMBIX JOTOBOPOB Ha OKa3aHHE yCIyT
10 nepe/iayue JICKTPOIHEPTHH

CTO
bIT9/01-03/2013

Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

HUS TOTpeOuTENeH yCiuyT

Crp.: 105

Bceero c1p.: 124




OAO «MPCK Llenmpay

ZR66 | Omnara OO0parieHne IPUANIECKOTO JINIA

YCIIYT IO /pu3ruecKoro NMLA/MHANBUIYAIBHOTO

nepenavye | MpeImpPHHUMATENS 10 BOMPOCAM OTLIATHI

3/3 YCIIYT M0 Nepeiaye dIEKTPOIHEPTun

Tapudsl, OOparieHue IpUINIECKOro Juia

JTBTOTHI HA | /(PU3UYECKOTO JHIa/HHIUBUYaTbHOTO

AJIEKTPO- MPEIIPUHUMATEIS IO BOIIPOCAaM YCTaHOB-

SHEPTHIO JICHHBIX TapU(OB U JICHCTBYIONIMX JILI'OT HA
AJIEKTPOIHEPTHIO

AKT 6e3- OO0parieHre IOPUANISCKOTO JINIA

YUYeTH. II0- | /(PU3MYECKOro JIMIA/MHIUBUAYaTbHOTO

TpeO. MPEIIPUHUMATEIS IO BOIPOCAaM BBICTaB-
JICHHBIX aKTOB 0€3y4eTHOTO MOTPEOICHUS
AJIEKTPOIHEPTHU

AKT 6e3- O0parieHue IOpUINIECKOTo JULa

JIOTOBOPH. | /(pU3U9eCKOro JIHIa/HHINBUA Y aTLHOTO

noTpeo. MPEIINPUHUMATEIS [0 BOIPOCAaM BBICTaB-
JICHHBIX aKTOB 0€3/I0TOBOPHOTO MOTpebIIe-
HUS DJICKTPOIHEPTUH

Hanmex- OOpareHne IOPUINTIECKOTO U

HOCTb /pu3ruecKoro JaMLA/MHANBUIYAIBHOTO

AIIEKTPO- MPEIIPUHUMATEIS IO BOMPOCAM PACYUCTKU

cuabkenus | Tpaccel JIDII (oOpe3ka aepeBbeB U T.11.),
HEYJIOBJIETBOPUTEIBHOTO COCTOSIHHS OTIOPHI
(HaKJIOHEHA, Ka4aeTcsl, THUJIAas U T.J1.),
HEMOJHO(PA3HOTO PEXKIMA

3ameHa O0parieHne IOPUINIECKOTo JInIa

BBOJIA /PU3NIECKOTO JTUIa/WHINBH Ty ATEHOTO
MpeANpUHUMATES TI0 BOMPOCaM HEYI0BIIe-
TBOPHUTEIILHOTO COCTOSIHUSI BBOJIA (OTOJICH-
HBIW IPOBO/I, UMEIOTCSI CKPYTKHU U T.J1.)

3anpoc o 3ampoc 0 COTIACOBAHMH MECTa YCTaHOBKH

CTO
bIT9/01-03/2013

Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

HUS TOTpeOuTENeH yCiuyT

Crp.: 106

Bceero c1p.: 124




OAO «MPCK Llenmpay

coriaco-
BaHHUU Me-
cTa ycra-
HOBKH I1Y

npubdopa yuera, CXeMbl TOAKITIOUCHUS TIPH-
0opa ydera u UHBIX KOMIIOHEHTOB U3MEpH-
TEJIHHBIX KOMIUIEKCOB U CHCTEM yUeTa, a
TaK)Ke METPOJIOTHYECKUX XapPAKTEPUCTUK
npubopa ydeTra OT moTpeduTes, UMeroIIe-
ro HaMEpeHHEe YCTaHOBUTH B OTHOILIEHUU
TaKUX YHEPTONPUHUMAIOIINUX YCTPOUCTB
(0OBEKTOB 110 MPOU3BOACTBY IEKTPHUE-
CKO# 3Hepruu (MOITHOCTH ), 0OBEKTOB JJICK-
TPOCETEBOT'0 XO35HCTBA) CUCTEMY ydeTa
WK IpUOOp yueTa, BXOSIIETO B COCTaB
M3MEPUTENBHOTO KOMILIEKCA UM CUCTEMBI
ydeTa, 1100 3aMEHUTh paHee YCTAaHOBJICH-
HbIE CUCTEMY ydeTa WX puoop yuera,
BXO/JISIIIUI B COCTaB U3MEPUTEIHHOTO KOM-
IJIEKCa WM CUCTEMBI y4eTa

Cpoxu paccCMOTpEHHUS:

3asBIEeHUS:

12 pabouwnx JHEH Ipy MOTydEeHUH 3ampoca
ot I'TI,

15 pabouwnx JHEH Ipy MOTydEeHUH 3ampoca
oT cobcTBeHHuKa [1Y.

2Kano6s1 B coorBercTBru ¢ PK mo sxanobam

3asBKa o
CHATUH
MMOKa3aHui
Iy

3asiBKa 0 HEOOXOIUMOCTH CHATHS TTOKa3a-
HUH CyIIECTBYIOMIETO Iprubopa ydera (1a-
Jiee B HACTOSIILIEM ITYHKTE - 3asBKa), OCMOT-
pa ero COCTOSIHUS ¥ CXEMBI MTOIKITIOYCHUS
JI0 €r0 JEMOHTaXKa OT MOTPeOUTENs UMEIo-
IeT0 HaMEepPEeHHEe IEMOHTHPOBATH B IEJISIX
3aMEHBI, PEMOHTA WJIH MTOBEPKHU MPUOOp
ydeTa, paHee YCTAaHOBJICHHBI B OTHOIIICHUN
TaKUX YHEPTONPUHUMAIOIIUX YCTPOUCTB
(0OBEKTOB 1O MPOU3BOCTBY AIEKTPHUE-

CTO
bIT9/01-03/2013

Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

HUS TOTpeOuTENeH yCiuyT

Crp.:

107

Bceero c1p.: 124
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CKOM SHEpruu (MOIIHOCTH))

Homnyck B | OOpaiiieHie 10 BOIPOCY JOMYCKa B 9KC-
IKCILTya- TuTyatanuio npudopa ydera. [log momyckom
TaIUIO npubopa yduera B IKCIUTYaTalUIO B ICIIAX
npudopa MPUMEHEHHSI HACTOSIIETO IOKyMEHTA T0-
yueTa HUMAETCS TMPOIIeypa, B X0/1€ KOTOPOit Mpo-
BEPSIETCS M OTPEICISICTCS TOTOBHOCTD TIPH-
0opa y4era, B TOM YHUCIIEe BXOASIIETO B CO-
CTaB U3MEPHUTEIHHOTO KOMIUIEKCA MU CH-
CTEMBI y4eTa, K €ro MCI0JIb30BaHHUIO IIPH
OCYIIECTBICHHH PACYETOB 32 IJICKTPUIEC-
CKYIO 2HEpPIHi0 (MOIIHOCTh) U KOTOpas 3a-
BEpIIACTCS JOKYMEHTAIBHBIM O(OPMIICHH-
€M pPe3yJIbTaTOB JIOMYCKa
5. O0cnyxnBaHue Kiuent- O0parieHue IOpUINIECKOTo JULa
cKoe 00- /pU3nIEeCcKOro JUIa/WHINBUTYaTLHOTO
CIy’)KUBa- | MPEANPUHUMATEIIS 110 BOITPOCAM OpTraHU3a-
HUE U KIIMEHTCKOTO O0CITY)KUBAHHS:
- OYHOE KIIMEHTCKOE 00CTy)KHBaHUE;
- paboTa HHTEPHET-PUEMHOM;
- IPUEM IUIATEXKEH;
- JMYHOTO KaOMHEeTa KIIMEHTa
PackpoiTie | OOpaleHre I0pUInYecKoro Juia
nHpopMa- | /(HPU3HYECKOTO JIUIA/UHIUBUAYATHHOTO
IUU MPEIIPUHUMATEIS IO BOIPOCaM PaCKpPbI-
THS HHGHOPMAIUY U HHPOPMHUPOBAHUS T10-
Tpeburenei yciyr
Kongwu- OO6parteHne PUINIECKOTo U
JEeHIUaNb- | /(pU3N4eCcKOro JIHIa/UHINBUYaTLHOTO
HOCTh MPEIIPUHUMATEIS IO BOIPOCaM COOITI0Ie-

HUS KOHQUACHIIMATFHOCTH MEPCOHANBHBIX
JTAHHBIX MMOTpeOuTeNel (COOIIr0IeHNe Tpe-

CTO
bIT9/01-03/2013

Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

HUS TOTpeOuTENeH yCiuyT

Crp.:
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OAO «MPCK Llenmpay

6oBanuit PenepaabHOro 3aKOHA OT 27 HIOJS
2006 1. Ne152-®3 «O nepcoHanbHBIX AaH-

HBIX)»)
ZR68 | Konrakt OO0parieHne IPUANIECKOTO JINIA
LEHTP /pu3ndecKoro JUIa/MHINBUYaTbHOTO

IIpeANPUHUMATENS 10 BOIpOCaM OpraHu3a-
U1/ (PYHKIMOHUPOBAHUS KIMEHTCKOTO 00-
ciyxuBanus 1o Ipsmoit nuHnn >HEpreTu-

KOB
ZR69 | Tex. mep- | OOpamieHHE FOPUTUICCKOTO JTHIA
COHaJ /puznuecKoro JaMLA/MHANBUIYAIBHOTO

MPEIINPUHUMATENIS 10 BOIIPOCaM JIEUCTBUN
paboTHUKOB O0IIECTBA, OCYIIECTBISIOMINX
KOHTPOJILHO-TIPOBEPOUYHBIC (PYHKIIUH, a
TaK)Ke UCTIOJTHUTENEeH paboT

Cornaco- | Obpamienue norpedutest / K moTpeOUTEIo
BaHUE BbI- | 110 BONIPOCY COTJIACOBAHUS/yBEIOMIICHHS O
e3na JaTe ¥ BPEMECHH MMPUOBITHS paOOTHUKOB

OOm1ecTBa, KOPPEKTUPOBKU BPEMEHH NPH-
OBbITHS, B TOM YHCIIE JJIS TPOBEACHHS KOH-
TPOJILHOTO CHATHS NMOKa3aHUMN

ZR70 | Cotpyan- OOparieHne IpUINIECKOTo UL

HUKHU /PU3NIECKOTO JTUIa/WHINBH Ty ATLHOTO
peANpUHUMATEIIS 110 BOIPOCaM JeHCTBUN
pabotaukoB OO0IIeCTBa, HE 3a]1eHCTBOBAH-
HbiX B KonTakT-lleHTpe 1 04HOM KITUEHT-
CKOM OOCITY’)KHBaHHH, a TAKKE HE ABJISTIO-
IIUXCS TEXHUYECKUM TIEPCOHATIOM (MOTYT
OBITH PAOOTHUKHU UCTIOJIHUTEIHLHOTO arma-
pata)

CTO Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

BIT1 9/01-03/2013 HHA TIOTpEOUTEIEH YCIyT Crp.: 109 Bcero ctp.: 124




OAO «MPCK Llenmpay

6. DHEeprocoOITO- [Tokazanus | OOpaiieHre IPUITIECKOTO JTH-

Bas IesTEIbHOCTh Iy 11a/(hU3MYECKOro JINLA/UHIUBUAYATBHOTO
MPEeANPUHUMATEIS TI0O BOIPOCaM CBEPKH,
neperavyu nokasaHuii mpuOopoB yueTa
3JIEKTPUYECKON SHEPTUU

ZR66 | Omutata OOparieHue IpUINIECKOro Juia
YCIIYT TIO /pU3nIeCcKOro JUIa/WHINBHTYTLHOTO
JIOTOBOPY | MpeANpUHUMATENS TI0 BOIPOCAM OILIAThI
SHEpro- YCIIYT TI0 TIepeiave IEKTPOIHEPTUN
cHaOxeHus
(xyru-
MIPOJAXKH
(TocTaBKH)
ANEKTPU-
YECKOU
SHEPTUHU
(MorHO-
CTH))
Tapuosl, OOparieHne IpUINIECKOTo UL
JBTOTHI HA | /(PU3UYECKOTO JIUIa/HHIUBUA Y aTLHOTO
AEKTPO- MpeANpUHUMATENS IO BOIPOCaM YCTaHOB-
SHEPTHIO JICHHBIX TapU(OB U ACHCTBYIOUIHX JIBIOT HA

JIEKTPOIHEPTUIO
CTO Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

Crp.: 110 Bceero c1p.: 124

BIT 9/01-03/2013 HUsI TOTpeOUTENEH yCayr




OAO «MPCK Llenmpay

CnpaBku OOparieHue IPUIMYECKOT0 JHIA
/pu3ruecKoro NMLA/MHANBUIYAIBHOTO
NPEANPUHUMATEIS 110 BOIPOCAM BbIIauu
CIIPaBOK, TOKYMEHTOB TI0 JIOTOBOPY dHEP-
roCHa0KEeHUS/KYTUTU-TIPOJIAKH DIIEKTpHUYe-
CKOH 3HEpruu (JOroBOp, MPHIIOKEHUS K J10-
TOBODPY)

3akiroue- OO0parnieHne IOPUANISCKOTO JINIA

HUE J0T0- | /(hU3HUECKOTO JINLA/UHIUBUAYATBHOTO

BOpa SHEP- | MPEANPUHUMATEIIS TI0 BOIIPOCAM 3aKIII0ue-

rocHa0Oxe- | HHsI JOTOBOPOB

HUs (KyTI-

M-

MIPOJAKHI

(mocTaBkH)

AIIEKTPH-

YECKOU

SHEPTUU

(MorHO-

CTH))

Pactopke- | OOpaleHre IOpUINIECKOT0 JTUIla

HUE WIN /pu3nIEeCcKOro JTUIa/MHANBHTYTEHOTO

W3MEHEHHE | TPEATNPUHUMATEIS TI0 BOIIPOCAM pacTop-

YCIIOBUI JKEHUSI JIOTOBOPOB

JIOTOBOpA

JHEpPro-

CHaOKEeHUS

(xymuu-

MIPOTAKHU

(mocTaBKH)

AJIEKTPH-

CTO
bIT9/01-03/2013

Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

HUS TOTpeOuTENeH yCiuyT

Crp.:

111

Bceero c1p.: 124
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YECKOM
SHEPTUU
(MormHO-
CTH))

CTO
bIT9/01-03/2013

Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-
HUS TOTpeOuTENeH yCiuyT

Crp.: 112

Bceero c1p.: 124




OAO «MPCK Llenmpay

Ucnomue- | OOparnieHne I0pUanIECKOTo JINIa

HUE J0r0- | /(hU3UYecKOro JIULa/UHIUBUAYaTbHOTO

BOpA DHEP- | MPEIIMPUHUMATES 110 BOIPOCAM HCIIOJIHE-

rocHa0Oxe- | HHs JOTOBOPOB

Hus (KyTi-

M-

MIPOJIAKH

(mocTaBku)

AIIEKTPH-

YEeCKOU

SHEpPTUU

(MorHO-

CTH))

JInneBon OO0parnieHne IOPUANISCKOTO JINIA

cyer /puzruecKoro aMLA/MHANBUIYAIBHOTO
MPEIIPUHUMATEIS IO BOIPOCaM, CBSI3aH-
HBIM C JIMIIEBBIM CUETOM (OTKPBITHE, TTepe-
odopmIieHre, 3aKPBITHE U TIP.)

BozBpar OOparieHne IpUINIECKOTo UL

JIEHSXKHBIX | /(PU3UIECKOTO JTHIa/HHINBH Ty aTLHOTO

CpeICTB MpeaNpUHUMATENS TI0 BOMPOcaM, CBS3aH-

HBIM C BO3BpAaTOM JCHCKHBIX CPCACTB

CTO
bIT9/01-03/2013

Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

HUS TOTpeOuTENeH yCiuyT

Crp.:

113
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[Ipoune OOparieHne IOPUINIECKOTO UL
BOIIPOCHI /pu3ruecKoro NMLA/MHANBUIYAIBHOTO
MpeIIpUHIUMATEIS [0 BOIIPOCaM, He TOJI-
MaJar0IIUM I0/1 IEPEUNCIICHHbIE TEMAaTUKH
Yiep6 OO0parieHre KOHEYHBIX TOTpeduTeNneit u
OCK 1o Bompocam KOMIICHCAIUH yiiepoa
BCJIEJICTBHE HEKAUE€CTBEHHOI'O 3HEProCcHa0-
KEHUSA
7. Ilpouce [Tpoune OO0parnieHne IOPUANISCKOTO JINIA
BOIIPOCHI /puznuecKoro aMLa/MHANBUIYAIBHOTO
MPCK MpeANPUHUMATEIIS 10 BOITPOCaM, HE TO/I-
MaJar0NIMM TOJ1 IePEUNCICHHBIE TEMAaTUKH
ZR67 | Hapyme- OO0parieHne IOPUANISCKOTO JINIA
HUE TIpaB /puzruecKoro aMLa/MHANBUIYAIBHOTO
3emJie- MpeIIpPUHUMATEIS IO BOIPOCaM HapyIie-
MOJIB3. Hust OOI11eCTBOM MPaB 3eMJIETIONIb30BAHUS
(mammpumep, pazmenieHne o0bekToB OoIIe-
cTBa 0e3 corjacus BiaJieNblia 3eMeJIbHOTO
y4acTKa)
Kommyta- | OOpareHre o Bopocy coeuHe-
st HUS/TIEPEKITFOUYCHUS Ha paboTHHKa OOrIIe-
CTBa, MPEJIOCTABICHHS] KOHTAKTHON HH(OP-
Mallu¥ CTPYKTYPHBIX moapazaeneaunii O0-
IeCcTBa
2. CmexHble ZR7 | Ilpouue OO0parieHue PUANIECKOTO JINIIA
OpTaHU3aIuN 1 /PU3NIECKOTO JTUIa/WHINBH Ty ATEHOTO

NpeANpUHUMATEIS 10 BOIIPOCAM OKa3aHUs
YCJIYT CTOPOHHUX KOMIAHUM

CTO

bIT9/01-03/2013

Crannmapt OAO «MPCK IlenTpay Cucrema eHTpaIn30BaHHOTO 00CITYKHBA-

HUS TOTpeOuTENeH yCiuyT

Crp.: 114

Bceero c1p.: 124
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Konrakt- OO0parieHne IPUANIECKOTO JINIA

Has UH- /u3nueckoro auIa/MHINBUIYATHBHOTO
dbopMarus | mpeaIpPUHUMATEIS IO BOIIPOCaM IIPE/I0-
CTaBJICHUS KOHTAKTHOM MH(OpMamuu opra-
HU3alui, paboTarmux B chepe SHepreTu-
KH

CTO
BIT 9/01-03/2013

Craamapt OAO «MPCK LlenTpay Crucrema MEHTPATH30BAHHOTO O0CITYKHUBa-
HUS TTOTpeOUTENCH yCiayr

Crp.: 115

Bceero c1p.: 124
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[Tpunoxenne Ne 2

k ctangapry CTO BIT 9/01-03/2013

CooTBeTcTBHE TEMAaTHK 00palleHN, NPUHATHIX B O01ecTBe,
NepPeYHI0 TeMATHK, ONpeeIeHHbIX THIOBBIM CTaHaapTOM
CHCTeMbl HEeHTPAJIM30BAHHOI0 00CTyKUBAHMUS NOTpeduTe el

TemaTtuka oOpaieHuid, mpuHsATas B TuoBoM CtaHmapTe

TemaTuka 00-

CHCTEMBI [ICHTPATU30BAaHHOTO 00CTYKHBAHUS palleHHiA,
/T norpedureneit MPUHSATAs B
TemMa noaTeMa (BOIpocChl) OobmectBe
1 Texnonornueckoe | IIpucoeannenue Brnepsbie BBOAUMBIX 3Hep- | TII HoBoro oObekra
MIPUCOETUHEHNE TONPUHUMAOIIUX YCTPOUCTB
[IpucoennHenue panee NPUCOECIUHEHHBIX VYBennueHue MOIHOCTH
SHEPTONPUHUMAIOIINUX YCTPOICTB C YBEIIH-
YEHUEM MOIIHOCTH
[Ipucoenunenue B OTHOLIEHUH paHee npu- | M3M. cxem BHEIIH.
COCIMHEHHBIX YHEPTrONPUHUMAIOLIUX AIEKTPOCHA0K.
YCTPOICTB O€3 yBENNYESHHS] MOITHOCTH, Cwmena kateropuu
BJIEKYII[€€ U3MEHEHHUE CXEMBI BHEIIHETO SHEProCHA0XK.
ANEKTPOCHAOKEHHS YCTPOHCTB N3menenue touku TI1
[Iepepacnpenenenue MOIHOCTH [Iepepacnpenenenue
MOIIIHOCTH
BoccraHoBneHue paHee BbIIAHHBIX JOKY- Boigaua ny6nukaTtos
MEHTOB I10 TEXHOJIOTUYECKOMY ITPUCOEIU-
HeHuto (nyonukatel TY, akTOB)
[Iponnenne nnm M3MEHEHNe TEXHUYECKHUX TexHu4eckue ycnoBus
YCJIOBUU
Ucnonnenue norosopa 06 ocymectsiennn | JJorosop (Beimomnne-
TEXHOJIOTMYECKOI'0 MPUCOEANHEHUS HUE)
[Tnara 3a Texnonoruueckoe npucoeaunenne | [lmara 3a TII
JIOKYMEHTBI 10 TEXHOJIOTUYECKOMY MPUCO- | AKTBI COITYTCTBYIOIIUE
eauHeHuro (norosop, TY, akThl) TII
Horosop TII (®opmu-
pOBaHMsI)
Bo3sBpar 1eHEXHBIX CPEICTB Bo3sBpar neHexHbIX
CPEJICTB
Brimaya nokyMeHTOB 110 TexHOJorndeckoMy | CMeHa COOCTBEHHHKA
npucoeauHennio (TY, akToB, pa3penieHmil)
IIpU CMEHE COOCTBEHHUKA 00BEKTa
Boinaua undopmanuu no npucoenunenuto | TIT oobekra kam. cTpo-
00BEKTa KallMTAIbHOIO CTPOUTENHCTBA WUTEIBCTBA
IIpoune BOIIPOCHI IO TEXHOJIOTUYECKOMY PacTopx./u3m.ycioB
NIPUCOETUHEHUIO norosopa TII
Bxuttouenue 3/3 npu TI1
2 [Tepenaua snek- KayecTBO anekTpuueckoi SHeprun KauectBo 7/3
TPUYECKOH DHEP- 3aKIIl0YeHre I0roBOPOB 00 OKAa3aHUU YCIYT | 3aKiIIOUeHHE MPSIMbIX
TUU T10 TIepeiaye JIEKTPOIHEPTUH JIOTOBOPOB
CTO Crangapt OAO «MPCK Llentpa» Cucrema nentpa- | Crp.: Bcero ctp.:
BIT 9/01-03/2013 JIM30BaHHOTO 00CTY)KMBaHUsI MOTPEOUTEICH YCIyT» 116 124




OAO «MPCK Llenmpa»

XuleHre/HeCaHKIIMOHUPOBAHHOE MOTPeO-
JICHUE 3JICKTPUUECKOM SHEeprun

Xwunienue 3/3

XwuteHrne 00beKTOB AIEKTPOCETEBOTO XO-
39UCTBA

Xwutienne 060pyaoBa-
HISI

AKTBI 6e3y4eTHOr0/ 6€370rOBOPHOIO I0-
TpeOJICHUS STEKTPOIHEPTHH

AKT 6€3y4eTH. 1o-
TpeOJI.

AKT 6€310rOBOpH. TI0-
TpeOJI.

MarepuanbHbIid yiepo

Yiepo

Omnutara ycnyr no nepejgade 3j1eKTpOIHEPTrUu

OrmaTa ycnyr 1o nepe-
naye 3/

Tapudsl, TbroTh Ha MEKTPOIHEPTHUIO

Tapudsl, T6roTs Ha

TPUYECKOH DHEP-
T'UU

JIEKTPOIHEPTHIO
[Ipoune Borpockl 1o nepegaye 3JeKTpo- -
SHEPTUU

OTkitroueHue 3J1eK- | ABapUHHOE OTKIIIOYEHUE ABapuiiHbie

ABapHIHO-YKCTPEHHOE OTKJIFOYEHUE

ABapuitHO-IKCTPEHHbIE

IInmanoBoe OTKIIOUEHHE

IInanoBeie

Orpanunuenue (npekparie-
HUE)/BOCCTAHOBIICHHE 10JIa41 HJIEKTPOIHEP-
T'HH 110 3as1BKE€ SHEProcObITOBOM OpraHusa-
LIUU

TlonknroyeHue K CeTH

3asBKU Ha OTKJIIOYEHHUE
/ IOOKIIIOYEHUE

[Ipoune BONpOCH O OTKIIIOYEHUSAM 3JIEK-
TPOIHEPTUU

YacTble OTKIIFOYEHUS
3/3

Texauueckoe 00-
CITy’)KUBAHHE DJICK-
TPOCETEBBIX 00h-

O6cmyxuanue JIDII, TII (B ToM uncne 3a-
MEHa/pEMOHT OTIOp, 3aMEHa MPOBOJIA, U30-
JISITOPOB | T.11.)

3aMeHa BBOJA

CocTosiH1E OTOPBI

€KTOB Pacuncrka tpacc JIDII Pacuncrka tpaccel
JIDII
CornacoBanue rpadukoB BbIBOjIa 000pyAo- | BeiBox u3 skcrmyara-
BaHUs U3 SKCIUTyaTalluu 0200
[Ipoune BONpoChl TEXHUYECKOTO OOCTYXKHU- | -
BaHUS
Kommepueckuit VYcranoBka/3ameHa nmpuOOpPOB yueTa dJeK- [Tpubops! yuera
YUET JIEKTPOIHEP- | TPUUYECKOU SHEPTUU
U PeMoHT npubopoB yuera 351eKTpudecKon
SHEPrUu
[TnomOupoBKa/pa3pelieHre Ha CHATHE
IJIOMOMPOBKH MPUOOPOB yueTa
OO6cmyxuBaHue mpuOOPOB ydeTa Tex. oOcmyxuBaHHe
pruOOpOB yueTa
CBepka nokaszanuil npuOopoB yueTa Csepka nokazanuii ITY
Cucrema AUMIC KYD Cucrema AUMIC KYD
Ob6cayxuanne AUMC KYD Tex. obciyxuBanue
cucteM AUMC KYD
Onuara ycayr Bonpoce! oniatet
[Ipoune Borpocbl KOMMEPYECKOTO ydeTa [Ipoune Bonpocsl
MPCK
CTO Craamapt OAO «MPCK Llentpa» Cucrema LeH- Crp.: Beero crp.:
BIT 9/01-03/2013 TPAJIN30BAHHOTO O6C;Z;Kyl/ll—‘BaHI/I$[ HO’I’pC6I/IT€H€I/I 117 124




OAO «MPCK Llenmpa»

JlonmoaHUTEIbHEIE
yCIIyTH

N3menenue Tononoruu cereit (CHATHE
OTpaHUYEHUS TI0 3eMJICTI0JIB30BAaHUIO)

BriHoc cereit

[Togpe3qHoe/yTuIHOE OCBEIIIEHUE

HapyxHoe ocBemnienue

CKOC IMMPHUCOCAUHCHNC

COHpOBO)K,I[eHI/Ie 3asBKH Ha TCXHOJIOTUYEC-

Conposoxnenne TII

Omnnara JOIIOJIHUTCIIBHBIX YCIYT

CroumocTh NOMOJIHA-
TEJIbHBIX YCIIYT

[Ipoune BOpoCk! IO AONOTHUTEIBHBIM
ycayram

OTO u pemOHT

[Ipenocrasienue pe-
CYpCcoB

HWcnpiTanus u nuardo-
CTHUKAa

[Ipubops! yuéra

DHEProcepBUC

Pexnama

[IpoextupoBanue u
CTPOUTEIILCTBO

KagectBo 0bciy-
KUBaHUSI

O6cnyxxuBanue Ha momaakax [JOK

Opranu3zanus cCucTeMbl 00CITYKMBaHUS

HHA

[Ipoune BoIpockl o Ka4ecTBy 00CTyKHUBa-

OO6cnyXuBaHN€ B UHTEPHET-TIPUEMHOM
(JIngnoM kabuHeTe)

Knuenrtckoe obciyxu-
BaHHE

HUE 1oTpeduTeneil)

Packpeite nndopmanuu (MHGpOpMUpOBa-

PackpeiTe nudopma-
0205

HAJIbHBIX JAHHBIX IMOTP eourenei

Cobnronenne KoH()UICHIIMATEHOCTH TIEPCO-

KonduaenmnumanpHOCT

O6cnyxuBanue call-ieHTpom

KoHTakT nenTp

O6cnyxuBaHne NpoGUILHBIMH M0/Ipa3/ie-

Tex. nepconan

JICHUSIMH
HenpaBomepHnsle neiicTBust nim 6e3aei- CotpynHuku
CTBUS CO CTOPOHBI paOOTHHKA MTPH OKA3aHUU
yCIyT
KoHnTakTHas un- KonTtakTHas uHpOpMaLus CTpyKTYpHBIX KomMmyTanus
dhopmarust TIOpa3ACIICHUIA
Cranznaptr OAO «MPCK IlenTtpay» Cucrema neH- ) .
BIT 9 /()CIT(% 12013 TpaJH/I3r())BaHHoro 06CJ‘Iy>KI/IBaHII)/I$I notpebuTenen ClTl% BCG;;:TP"
yCIayT




OAO «MPCK Llenmpa»

KonTakTHas nHGOpMAaIus OpraHu3aInid,
paboTarmux B chepe SHEPTeTUKU

IIpouee

[Ipoune Bompocsl
MPCK

Hapymenue npas 3eM-
JIETOJIb3.

BOHpOCBI OINJIIaThI

Ksuranmun

Ommbku 0hopMIICHHUS

IIpoune

HpoeKTHO'MOHTa}KHaH
KOMIIaHUWA

DJIEKTPOCHAOKCHHE

TerutocHaOxeHUE

KanpoBoe areHTcTBO

KOpuanyeckue ycayru

KopnioparusHsie yciy-
'

JInueBoi cuer

JIprora

Odopmnenune umyiie-
CTBa

I"azoBas xkoMmanus

CBepka, CpaBKu

TCJ'ICKOMMYHI/IKEU_[I/II/I

KonrakTthas nadopma-
s

CTO
BIT 9/01-03/2013

Craamapt OAO «MPCK Llentpa» Cucrema meH-
TPaJIM30BAaHHOTO O0CITY)KMBaHUS TOTpeOUTENCH

yCIIyT

Crp.: Bcero ctp.:
119 124




OAO «MPCK Llenmpa»

[Tpunoxenne Ne 3
k ctangapry CTO BIT 9/01-03/2013

TUNOBOM AJITOPUTM OYHOT0 00CIYKUBAHMS MOTPeOUTEIEH YyCayr

1. AnmuaucTpatop wiH pabotHuk LIOK nmpoBoauT npuém norpeOuTens yCiyr:

- BBISBIISCT 11esib oOpamierus B [JOK;

- MPEAOCTABISIET MPU HEOOXOAMMOCTH TEPBUYHYIO KOHCYJIbTALUIO, OJIAHKU
JIOKYMEHTOB JIJIs 3aI10JTHEHNS,

- OCYIIECTBIISIET MapUIPYTU3ALMIO U JAUCIIETYEPHU3ALUIO TOTpeduTens. B ciy-
Yyae HAJIMYUS CUCTEMBI DJIEKTPOHHON OYepear BbIIAET MOTPEOUTENIO TAJOH C Ha3BaHUEM
YCIIYTH ¥ €0 HOMEPOM B OUEpe/IH.

2. B 3aBucuMoOCTHM OT 3alpalmMBaeMOW YCIYTM OCHOBHOM MpPHEM TOTPEOUTEINS
MIPOBOIUT:

- pabotHuk LIOK, oTBeTCTBEHHBIN 3a HANPaBIEHNUE «TEXHOJIOTMYECKOE MPUCO-
CAMHEHUEY, - B CIIyyae MOJaud 3asBKH HAa OCYIIECTBICHUE TEXHOJIOTHUYECKOTO MPUCOEIH-
HEHUS, 3ampoca KOHCYJbTAlMU MO0 TEXHOJOTMYECKOMY MPUCOEIMHEHUIO, 3asBICHUN Ha
BbIIaUy TEXHUYECKUX YCIOBHM, MPOJICHNE TEXHUUYECKUX YCIOBUN U TIpoYee;

- pabotauk [{OK - B ciydae mogauu 3asBOK Ha JAONOJIHUTENbHBIE yciayru O0-
IIeCTBa, B TOM YHCIIE 3asBOK Ha yCIyrd KOMIIaHUK-y4acTHUKA, J[30 (mipu aenerupoBanuu
nosHoMouui 1o npuémy 3asBok crneruanuctam [[OK), momaun >xamoObl moTpeOUTENs,
npuéMa U BbIJAYM TOKYMEHTOB 10 TEXHOJOTHYECKOMY MPUCOCTUHECHHUIO U TIPOYUM YCIIY-
ram;

- creuuanuct kommnanuu-ydactouka [[OK, 30 (mpu Hanuuum KOMIaHUU-
yuacTHuka Ha momaake [{OK) - B cnydae nmojaun 3asdBKM Ha OKa3aHUE YCIyT KOMITAHUH-
y4acCTHHUKA.

3. Pabotauk I{OK/oTBercTBeHHBIN crnenuanuct POC npu ocHOBHOM mpHéMeE OCYy-
IIECTBISIET PabOThI, MpeayCMOTpeHHBbIE PermamenToM 00paboTKM oOpalieHui KIUEHTOB
OAO «MPCK Lentpa».

CTO Crangapt OAO «MPCK Llentpa» Cucrema nentpa- | Crp.: Bcero ctp.:
BIT 9/01-03/2013 JIM30BaHHOTO 00CTY)KMBaHUsI MOTPEOUTEICH YCIyT» 120 124




OAO «MPCK Llenmpa»

[Tpunoxenue Ne 4
k ctangapry CTO BIT 9/01-03/2013

Tunosoii aaropurm
32049HOTI0 00C/Y:KUBAHMS MOTPeduTeIel ycayr no rejedony

1. 3BoHOK MOTpeOUTENs Ha eauHblid Homep call-tientpa.

2. PeueBoii mporeccop call-enTpa mnpourpeIBaeT TOJIOCOBOE COOOIICHHE C
NPUBETCTBUEM KOMIIAHWH M OIMOBEIICHUEM O 3aIHCH TeJIe(POHHBIX MEPETOBOPOB, TaK JKE
npeayiaraerTcs aboHeHTy cpenctBamu |VR-cucTeMbl BRIOpaTh KaTETOPHIO 3ampoca.

3. Cuctema ayiMo3anucy OCYIECTBISET 3aTUCh Pa3roBOpa C MOTPEOUTENIEM.

4. Mapuipytu3aiusi 3BOHKa OCYIIECTBIISIETCSI B COOTBETCTBUU C pa3pabOTaHHBIMU
cueHapussMu 00paObOTKH BXOJAAIIMX BbI30BOB (O0IeCTBa COTJACHO  pacIpeiesCHUIo
GbyHKIUN 3a04HOTO OOCHTY)KMBaHMsI, TPEACTABICHHBIM B Tabimuie 6 HaCTOSIIETo
Crannapra, 1o onepatopam 1-i JIMHUM NOANEPKKU. ABTOMAaTHYECKasi MapIIpyTU3aLns Ha
paboTHUKOB TpOoQUIBHEIX moapasneincHu ¢rumanos OOmecTBa 2-i W3- JTHHAH
MOJIIEP>KKH HE OCYIIECTBIISIETCS.

5. 3BOHOK aBTOMaTH4ecku peructpupyercs B SAP CRM.

6. [lpuem 3BoHKa, peructparnus notpedurens B SAP CRM ocymiecTBiisieT oneparop
call-tienrpa.

7. TpeboBanus K KiIacCU(UKAIMK U PETHCTPAIMU AHATOTUYHBI PETUCTPALUU TIPU
OYHOM OOCITYKHUBaHUHU.

8. IlpenocraBnenne WHPOPMAIMH IO 3aMpPOCy MOTPEOUTENS YCIyT OMEepaTopoM
call-uenTpa wim coeguHEeHHWE MOTPEOUTENS YCIYr ¢ pabOTHUKAMH 3 JTUHHH TOIICPKKU
call-ueaTpa B COOTBETCTBUM C BHYTPEHHHUMH OPTraHU3AINMOHHO-PACIOPSIUTCILHBIMU
nokymeHntamu OO1ecTBa.

9. Ecin Ha MOMEHT MOCTyIUIeHHS 3ampoca uHpopmarus, HeoOxoauMmast JijIsl OTBETa,
OTCYTCTBYET, OIEpPaTOp MU3BEIACT MOTPEOUTENS O TOM, YTO OTBET OyJeT MPEeIOoCTaBlIEH B
teueHue 30 MUHYT.

10. B cnyuae orcyrctBus undopmaiuu B AC/AM 3anpoc undopmaiuu oneparopa
B CTPYKTYpHOE€ MOJpa3/ieleHNue 10 KOMIETEHLIUU 3ampoca, /Ui MPeAoCTaBICHUS OTBETA.
[Tocne nomyuyeHuss HEoOXOAMMOHN Ui OTBeTa WHGOPMAIMH ONEpaTop MPOU3BOAUT
OTBETHBII 3BOHOK MOTPEOUTEIO.

11. B cnyyae mocrymiuenus oOpamieHus morpedurenst Ha rojocoBoil smuk call-
1eHTpa B punuane, oneparop odpadaTsiBaeT 0OpaIieHHe aHaJOTUIHBIM 00pa3oM.

12. JlanpHelmast o6padoTka oOpalieHus nmoTpeOuTesi, UCTIOTHEHHE MEPONPUITUN
1o OOpaIeHNnI0, KOHTPOJIb U 3aBEPIICHNE OCYIIECTBISCTCS B COOTBETCTBUU C HACTOSIIAM
CrangapToM W BHYTPEHHUMH OPraHU3AIMOHHO-PACTIOPATUTENHHBIMUA JIOKYMEHTaAMU
Oo61ecTBa

13. TIpomomxurenbHOCT, oOCHykuBaHus Call-ieHTpoM Ha pasHbIX 3Tamax
MPHUBE/ICHA HUXKE:

Craamapt OAO «MPCK Llentpa» Cucrema 1eH-
TPaJIM30BAaHHOTO O0CITY)KMBaHUS TOTpeOUTENCH

yCIIyT

CTO BI1 9/01-
03/2013

Crp.: Bcero ctp.:
121 124




OAO «MPCK Llenmpa»

JTtan 00cay;KMBaHUSA
Bpems oxxnganus abOHEHTOM OTBETa orepaTropa
[Touck mHpoOpManMy A OTBETA HA 3aIPOC MOTPEOH-
TeIs
[Touck nnpopManmu s OTBETa Ha 3alpoOC B CIIydae
OTCYTCTBUSI MH(OPMALMKM Ul OTBETa B MOMEHT IIO-
CTYILICHHUS 3a1poca
OOpaTHbIil 3BOHOK a0OHEHTY B CIIydae HEBO3MOKHO-
CTU MPEAOCTABJICHUA OTBCTAa B MOMCHT HOCTYIIJICHUA
3ampoca

IIpomoKuTEILHOCTD, HE 00JIee YeM
40 cek.

45 cexk.

30 muH.

30 muH. ¢ MOMeEHTaA
MOCTYIUICHUS 3a1poca

IIpenocraBiieHHE OTBETA HA 3aIIPOC 1o 3,5 MUH.
[TocTBBI30BHAsE 00pabOTKa OOpaIIEeHUS 5 MHH.
i Crangapt OAO «MPCK Llentpa» Cucrema neH- ) )
CTO bI19/01 TPaJM30BaHHOTO 00CTY)KUBaHUS TOTpeOUTEIeH Crp: Beero ctp.:
03/2013 yenyr 122 124




OAO «MPCK Llenmpa»

[Tpunoxenne Ne 5
k ctaagapry CTO BIT 9/01-03/2013

MeponpusiTusi, HAapaBJieHHbIe HA MOBbIIIEHUEe HHPOPMHUPOBAHHOCTH M JOSIIbHOCTH MOTpeduTe e,

COTJIaCHO NMPUOPUTETHLIM HaNlPpABJICHUAM JTCATCIbHOCTH OOmecTBa

TemaTHka MPUOPUTETHBIX HATIPABICHUH
nesarenbHocTh OOIIECTBA

Meponpusrusi, opma MpOBEICHHS
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[Mponsmxenune LleHTpOB 00CTYKUBaHUS
X X X X X X X X X X X X
KITUEHTOB
VYenyra TIT,
X X X X X X X X X X X X X
Ilepenaua ay1eKTpOIHEPTrUN
[Ipsimble TOTOBOPHI X X X X X
[InaHoOBEIE OTKITFOUCHUS X X X X X X
JlOTIOTHUTENEHBIE YCITYTH;
DHeprocbepexeHue; X X X X X X X X X X X X X
OHeprod3pPpeKTHBHOCTH
OHeprobe30nacHoCTh X X X X X X X
DHeprocoOepexenue (Ousndeckue JnIa) X X X X X X X X
Crannmapt OAO «MPCK IlenTpay» Cucrema neHTpam30BaHHOTO 00CITY-
CTO BII 9/01-03/2013 P Henp [CHTP Y | Crp.:123 Beero ctp.: 124
JKUBAHUI OTpeOUTENeH yCIyT




OAO «MPCK Llenmpa»

Mepomnpusrusi, Gopma poBeIeHHs

XEUTHOdo(HOX
XeMgRLOI9E € OHLOBh £

numAroda noHdUHagAD
suHoHed1ooduoe

SMOIEWeL
‘dommodg “ogorourr
‘gorrendaren XI9HRhOLRIERd
suHaHed1ooduoe

SOLHIUIN
EUHREMXKAIDQ0 XedLHAY]

4 XeI'HOLO xi9HHOoUITewdo(HU

BH MHITeWdO(DHU QUHIIMONER ]

Bcero ctp.: 124

nrHegogedQo XI9HYIRII
-UMHAW duHedodunwdopH]]

Crp.: 124

WQOMII
xigHHOMITeWdo(pHM mIIT9oed
nonoadrre ouHorog0d] |

ardomonedl g godoMuld
XITHWRIod OUHOMOWER J

XBLUBY XI9HdBIATION
U x19991roed10o XuIAdr

‘«edIHAYT MDJIN» OV 211D
eH o1oHJOLH]] € eWeIoJ

1amerod
HOHXAdeH SUHOMONER J

ourred
BH eXUIr0dONTTA® QOUHOIMIONER ]

«MI0dLo HOMAIO0» “eNuUIr
-odoarud ¢ |, BH SUHOIMOWER

WHUHBYEW WOHLBhAII 9 verirad
-00adI1 ‘U91B1L0 OUHIIMANERJ

edeHMIWQD ¢, BIr0Ld oJ0IrIAdY],,
‘unnelHacodn auHaTag0d] |

TemaTuka NpUOPUTETHBIX HAIIPaBICHUN

nesrenpHOCTH OOIIECTBA

[Honynspuzauusa "IIpsiMoil TMHUY SHEP-

reruxoB § 800 50 50 115"

Axnsa «Coo01u o xuineHuu!»

NMuxeBbIe MEPOIIPUSTUS

Craamapt OAO «MPCK Llentpay Cucrema IEHTPaAITH30BAaHHOTO 00CTYKUBa-
HUS TIOTPEOUTENEH yCIuyT

CTO BIT 9/01-03/2013




