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I. Oo0mue noJaoKeHHUA

Ob6nacTh NIPpYMEHEHHS

1. Hacrosmmii CTangapt KauecTsa oOCIy)XKHBaHHA IOTpeOHTENEH SIEKTPHUECKON DHEPTHH H HHBIX
KOMMYHaIbEEIX yoryr QOO «TasmpoM asHeprocGuiT BpaHck» (mamee mo Tekcty — Cranpapr),
001anaoIero CTATYCOM TapaHTHPYIOLWIEro IIOCTABIIHKA, SBIACTCA BHYTPCHHHM HOPMaTHBHBIM
NOKYMEHTOM, YCTAHABNHBAIOIIMM ©0a30Bkie TpeboBaHMA K B3aHMOJICHCTBHIO TapaHTHPYIOLIEro
NOCTaBIIMKA C NMOTpeGHTENeM B paMKaX pealM3alliM YCIYT, BKIIOUad NpaBHia M XapaKTEPHCTHKH
OYHOrO, 3304HOT0 H MHTEPaKTHBHOTO oOcimyxuBaHusa norpeburene, pearnpoBanue Ha obpauienue
KJIMeHTOB, obecnedenne oOpaTHOH CBA3M M OLEHKY CTENEHM YAOBJIETBOPEHHOCTH KadyeCTBOM
o6CcayXXHUBaHMS TAPaHTHPYIOILIUM TOCTARIIMKOM.

2. JlefictBue Hacrosimiero CTaHAApTa PAacIpOCTPAHACTCA TAKXKEe Ha B3aHMOOTHOLIEHHH € JOOBIM
JIMIOM, MMEIOIUM HaMepeHHe 3akIiouHTb JAOr0BOP dHeprocHabkenns (KyILTH-TIPofaxHu (IIOCTARKH)
3NEKTPUUECKOI SHEPTHH (MOLLHOCTH).

3. Cranpapr paspa6oTaH B leNSX MOBHIIICHHs KadecTBa obcayxupanus kiunentos OO0 «l"asmpoM
sHeprocbriT Bpsuck» (mance — Kommanus, Ofmectso). IIpumenenue nonoxenuit Crangapta mpH
00CIy)KHBAHHH KITHEHTOB ABIACTCS 00434TEIbHBIM.

4. B nensx obecnicueHus MCIOAHEHHMs TpeboBaHMi HacTosmero Cranaapra, NeHCTBHA IepcoHANa
PEraMERTHPYIOTCA NefCTBYIOIIMM 3aKOHOJATENECTBOM M BHYTPEHHMMHM JIOKQIBHBIMH aKTaMH
Komnanuy. O6IIHe BOTIPOCH OPraHU3aIH YIIPaBIEHHs B3aHMOJEHCTBHS C KIIMEHTAMH ONPEACIAIOTCA
B COOTBETCTBUH C BHYTPEHHHMH JIOKANEHEIMY HOPMAaTHBHEIMA akTaMu KomnaHumy.

HopMaTnBHBbIE CCHIJIKH

5. Hacroammit Crammapt paspaborad Ha ocHOBE TpeCOBaHHUM, YCTAHOBJIEHHBIX ACHCTBYIOUINM
3aKOHOJATEILCTBOM Poccuiickoit @enepanuu B 0651aCTH BIEKTPO3HEPIETHKH, B TOM YHCIIE:

“a) Tlocranosnenus Ilpaeutenscra P ot 04 maz 2012 r. Nedd2 «Q (QyHKIHOHHPOBAHHH
PO3HHYHEIX PHIHKOB OICKTPHYECKOH 9SHEPr¥M, MOAHOM M (MIH)} HACTHYHOM OrpaHHUCHHH
pexyMa noTpebiecHus 3IeKTpHYecKol 3Heprum» (BmecTe ¢ «OCHOBHBIMM  TIONOXKEHHAMH
(yHKIHMOHMPOBAHKS POHUYHBIX PHIHKOB DJICKTPHYECKOH 3Heprum», «IIpaBmiamu mojHOro u
(MI1) 94CTHIHOTO OrPAHAYEHHA PEXUMA MOTPeO/IeHHA JNEKTPHYECKON SHEPIHH»);

b) MocTanosnenus [lpasurenscra PO or 06 mas 2011 r. Ne354 «O mnpepocTaBneHHH
KOMMYHAJIBHBIX YCAyr COOCTBEHHMKAM H TIOJNB3OBATEIAM [IOMEIICHHH B MHOTOKBAPTHUDHBIX
JIOMax H *KUWILIX JOMOBY;

¢) Haunonansmoro crammapra P® T'OCT P 53368-2009 «Obcmyxmsanue mnoTpebuTenei
BNEKTPUHECKOH M TenIOBOH YHEPrum»;

d) TOCT P KICO 9001-2015 «CucteMsl MeHe/KMEHTA KadecTsa. TpeboBanusiy.

Tepmuubl, npumensieMbie B CTanaapre

6. CoxpallleHHA W TepMHMHELI, NpUMeHsAeMble B HacTosAlmeM CraHaapre, npHBeAeHH B [toccapuu
BHYTpeHHei loxyMenTalnn KoMIaHuy, a Takoke B NpHIokeHuy 1 k Hacrosmemy Cranzapry.

Hesn n 3aga4u

7. lensmu nactosamero CTaHgapTa SBISIOTCH YCTAHOBJIEHHE HOPM W TpaBWil B3aHMOLEHCTBUA
FapaHTUPYIOLIEro TMOCTAaBIUMKA ¢ KIMCHTaMH, €JMHbIX TpeboBaHuif K KawyecTRY OYHOTO
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OBCITyKHBAHUS, 3A0YHOIO M MHTEPAKTHBHOTO OBGCIY)XHBaHWS, ONTAMM3ALMA M (opMami3alus
NpOLIeAypP B3aUMOMEHCTRBHS TApAHTHPYIOLIETO NOCTABIIMKA M KIMEHTA. JIOCTHKEHHE JAHHOH LeM
OCHOBAHO HA PEATH3ANMH KIHEHTOOPHEHTHPOBAHHOTO MOAXO/IA.

8. OCHOBHAS LeNb KIHEHTOOPHEHTHPOBAHIOIO NMOAX0Aa - HOpMApPOBaHHE JIOSIBHOCTH KIHEHTOB K
KOMDAHHHM 33 CUET KAUeCTBEHHOro oOCTyKHBaHNA M YIOBICTBOPEHHS 3alIpOCOB NOTpebuTenel ycuyr
B KPAaTKOCPOMHOH M JIOATOCPOYHOH NEPCIIEKTHBE.

9. JocrrkeHHE BBICOKHX CTAHJapTOB KavyecTBa OBGCNYy)KHBaHUS KIMEHTOB IPOHCXONAMT 3a CHET
pEIIEH S CIEAYIONHX 3aJa4:

a) YCTAHOBJIEHHA HOPM H IPABHI OPraHM3alli¥ B3aMMOACHCTBMA KOMIIaHHM ¢ KIHEHTaMHM, HX
BHEJIPEHHE U KOHTPONb HCIIONHEHHS;

b) MOHHTOPHHTA YIOBIETROPEHHOCTH KAUECTBOM 00CIY)KUBAHHSA KITMEHTOB;
C) MOCTOAHHOIO COBEPUICHCTEOBAHHS HOPM H IIPABIIT B3auMOJieHcTBAs KoMIaHHH ¢ KIHEHTaMH.
10. PenieHHe 3a7a4 [IOBRLILIEHHA KAUeCTRBa 00CIYXUBAHUA KIIHEHTOB HANPaBAeHo:

a) Ha coszfaHue KOM(OPTHBIX YCHOBHMH 0GCTYXHBaHHA H JOOPOXENATENBHOIO OTHOMIEHHA K
KJIMEHTaM,

b) HA ONTHMHM3ALMIO BPEMEHHBIX ¥ MAaTEpPHANbHBIX 3aTPAT KIMEHTOB MNPH B3aMMOJCHCTBHH C
KoMnanuell MOCPEACTBOM COKDAllleHHA BpeMeHH OOCHYy)XMBAHMA M YIPOILICHHWA TNPOLEAYP
B3aMMOAEHCTBHS KIHeHTOB H KoMnanuy;

C) Ha yBeNMUCHHE HOMEHKJIATYPHI M [IOBBIIICHHE KA4€CTBA BOCTPEOOBAHHEIX KIMEHTAMM CEPBHCOB
U YCIIYT;
d) ua onepaTuBHOE pearHpOBaHHe Ha OOPallEHHS KITHEHTOB.

11. s obecnedenus BHIIONHEHHS 3a/(a4 [OBEIMICHHA KauecTBa 00C/yKHBAHUA KINCHTOB CTaHAapT
ycTaHaBIHBaeT TpeGOBAHHA B paMKaX TpeX (OpM KIMEHTCKOTO OGCHyKHBaHHS (OYHOTO, 3209HOrO H
MHTEPAaKTHRHOI0) K CICAYIOLAM ToAmpoueccaMm (IporneaypaM) B3auMoneHcTBMA Kommamum c
KJIMeHTaMH:

4) aHAIM3 phIHKA:

®  B3aHMOICHCTBHE C XIHEHTaMH H aHain3 IOTpe0HOCTEH KIHEHTOB, KAaK 3afABJEHHBIX, TaK H
OIKHIAEMbIX, TIOCPEACTBOM MAPKETHHIOBBIX MCCIEIOBAHHH H LIEHTpanan3oBaHHON 06paboTky
obpallleHUii KJIMEHTOB, @ TAKKe OLUEHKH CTENEeHH Y/OBJIETBOPCHHOCTH Ka4€CTBOM
obcnyXKHBaRus;

b) mnpoaaxka 3IEKTPO3HEPTHH (YCAYT, TOBAPOB) KIHEHTAM:

e opranu3auus paGoT MO  3AKUNIOUEHMIO/PACTOPKEHHIO W HCIONHEHHIO  JIOrOBOPOB
SHeprocHabXeHns (KYIIH-NIPONAKH JNEKTPHYECKOH 3HEPrUM), a TAKXKe WHBIX JIOTOBOPOB C
KJIHCHTaMHU;

c) cepBHCHOE 0OCTyXMBaHHE!

» obecrievenre «ofpaTHOM CBA3N» C KIMEHTAMH IIOCPEACTBOM 06paGOTKY M NPUHATHS PElIeHHHA
Ha [OCTYIAalume obpaleHns;

e ofecrieueHMe HMH(POPMALMOHHON JOCTYNHOCTH H  HH(QOPMHPORAHHOCTH KIHMEHTOB O
nearenabHocTH KoMIIaHHH.

12. Cuenopanue HopmaMm Hactosmero CTangapTa HaNnpasjeHo:
a) Ha MPHBACYCHHUE HOBBIX KIIMEHTOB;

b) Ha coxpaHeHHE CYLIECTRYIOMEH KITHEHTCKOR Dashy;
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c) Ha GOPMUPOBAHUE H [IOACPKaHHE IONOXKUTENBHOTO HMAIxa Kommanun.

OTBeTCTBCHHOCTH

13. CranpapT sBiseTcA 00f3aTeNbHBIM A HCIOJHEHHS COTPYAHHKAMH BCEX CTPYKTYPHBIX
noapasnenenuit Kommanuu, B ToM uHcle pykoBojcTBoM Komnanuu.

14. Ha ypoBHe MCHOJHHTEIRHOH AupexiH KoMIaHuu OTBETCTBEHHOCTH 3a OPTaHH3ALMIO OYHOTO,
3a04HOTO M MHTCPAKTHBHOIO OOCIYXKHMBaHHMA KIHECHTOB (GU3HYECKHX H IOPHIAMYCCKHX JHIL B
COOTBETCTBMM ¢ HacTogumM CTaHzaproM, a TakkKe HHBIMEM BHYTPEHHHMH HOPMATHBHBIMH
nokymenTamu KoMnaHuu, Bosiiaraercs Ha gupekropa hunmana «bpanckaneprocoum» Q00 «Iasnpom
3HeprocOHT BpsAsck», OTBETCTBEHHOIO 3a OKAa3aHME YCIYI 10 OCHOBHOMY BHAY AE€SATENbHOCTH
Ofmecrsa ~ NpPOAaXa 3JIEKTPOSHEPTHMHM (MOIMHOCTH) B 30HE JEATENLHOCTH TAPAHTHPYIOIIETO
MOCTABIIMKA IEKTPOIHEPTrHU (MOILHOCTH).

15. Ha yposHe HCHONHHUTENRHON aupekiMy KoMnaHMH OTBETCTBEHHOCTh 33 OPraHM3alHIo
0BCITy)XMBaHHA KIHEHTOB 10 HCOCHOBHBIM BMJAM JEATENLHOCTH B COOTBETCTBHH C HACTOALIMM
CTanzapToM, a TaKKe MHEIMHM BHYTPEHHMMH HOPMaTHBHBIMH AOKymexTamu KoMnanmw, Bo3naraercs
na jupekTopa humana «bpaacksHeprocOe OO0 «[asnpoM sHeprocOuIT Bpsticky, OTBETCTBEHHOTO
3a pa3BUTHE COOTBETCTBYIOIIETO BH/A AEATEILHOCTH.

16. B KoMIaHHH C IEIb0 MAaTEPHANBHO-TEXHHIECKOro obecneyeHns, B ToM unciae HT-obecnedenus,
CO3/1aHO CTIPYKTYPHOC TIOZIpA3JiENicHHE, PYKOBOAUTENb KOTOPOrO HECET OTBETCTBEHHOCTH 3a
OpTaHu3aIMI0 H obecneueHNe JEATEIBHOCTH 110 JAHHOMY HAIIPaBJICHHIO.

17. HenocpeacTBeHHEIE (YHKIHM MO B3aHMOJCHCTBHIO C KIHEHTAMH OCYIUECTBIAIOTCA HA YPOBHE
LUEHTPOB OOCIHY)XKMBaHH# KIHMEHTOB OTHAECNCHHSA (uIuana, PYKOBOMHTENIH KOTOPHIX HECYT
OTBETCTBEHHOCTh 3a HCNONHEeHHe TpeOoBaHWH B COOTBETCTBHM ¢ HacToAluM CTaHIapToM H
BHYTPEHHHMH OPraHUM3aUHOHHO-PACTIOPAAHTENbHEMH fokyMenTamMy Kommanun. Kaxpoe otaeneHue
¢umana B3aHMONEHCTBYET ¢ HCHONHUTENBHOH JAMpeKuueH, B paMKax CBOSH KOMIETEHIHH BHOCHT
IpEUIOKEHHs. [0 YAYYIUEHHIO TpoIlecca B3aHMOACHCTBHA ¢ KNHEHTaMH M YYacTBYET B PCajH3aLMH
COOTBETCTRYIONIETO [IaHa MEPOIPHATHIH 110 IOBBILEHHIO KAYECTBA 0KA3bIBACMEIX YCIIYT.

18. C nensio NpPOBEACHUS MOHHTOPHHIA BBHINOJHEHHA OH3HEC-TIPOLECCOB B COOTBETCTBUM C
TpeGosanuamu CTaHAapTa, CBOEBPEeMEHHOro BHeceHUa H3MeHeHni B Crannapt B Kommanuu cosjaso
CTPYKTYPHOE TOAPA3JEACHHE, PYKOBOMHTENh KOTOPOrO HECET OTBETCTBEHHOCTH 33 OpPTaHHM3allHIo
JEATENBHOCTH 110 06eceyeHHI0 KIHEHTCKOM moaepkkH B KoMnanuy.

19. Ilpn nmeucnonuenun rtpebopanuii CraHAapTa M NPUIOXKECHMA K HeMy COTPYAHMKHM KoMmaHnu
NPHBJICKAIOTCA K QUCHHMIVIMHAPHON OTBETCTBEHHOCTH B YCTAHOBICHHOM ITOPAAKE.

Topsaaok yTBepkaenus 1 BHeceHHs: u3MeHenuil B Cranyapt

20. CraHaapT yTBepKHacTcs TIeHepalbHEIM jupekropoM AQ «lasmpom sHeprocOuir TOMEHBY
(ynpasmsmomas oprauuzaius OO0 «[asnpom 3HeprocGrT Bpsnck») Ha ocHosanuM Ycrasa 00O
«"a3mpoM 3HEProcGHIT BpAHCK» M BCTYNAeT B CHIY C JaThl yTBEPKACHHS IPHKA30M H ACHCTBYeT [0
YTBCPIKIACHNS HOBOH PEaKItHH.

21. Wsmenenns u ponondenus B CTaHAapT YTBEpKJAlOTCA INIPHUKa30OM TEHEPWIBHOrO OHPEKTOpa
AO «lasnpom 3Heproc6uit Tromenw» (ynpaensiomas oprausamus OO0 «lasmpoM aHeprocObIT
BpsAHCK») M BCTYNAIOT B CUILY C JaThl YTBEPKJICHUS IIPHKa30M.



II. TpeGoBanus K mpoueccaM B3aNMOAEHCTBHS ¢ KIHeHTaMH

IeHHOCTH U NPHHIIHIIBI B3aMMOLCHCTBHA ¢ KJIMEHTAMH

22. Kaxpwii corpyauux KoMmmaHum B cBOeil JeATENBHOCTH HOMKEH PYKOBOACTBOBATHCA 3HAHHEM
TOT0, UTO IJIABHAaA IIEHHOCTh KoMIanuu — KIIMEHT.

23. TlpoaBieHHe BHUMAHHA K KaXJIOMY KNHEHTY — OCHOBA KJIMCHTOOPHEHTHPOBAHHOH MOJHTHKHM
Kommannn.

24. O6umas HampasJIeHHOCT: pasBHTHA KoMnanuu 3aKmioyaeTcd B YOYYINEHHH  KadecTBa
oBCITyKHBAHHMA KIHEHTOB, kak (M3MYecKHX, TaK H IJOPHAMHMECKHMX JIHI, YEpE3 pasBUTHE
HHOPACTPYKTYphl OYHOIO, 3a049HOTO M MHTEPAKTHBHOTO OOCIY)XHBaHHH, B TOM HHCIE KIMCHTCKHX
CEPBMCOB, 2 TAKXKE MOBBIIICHHE KAUeCTBa 0OCIYXMBaHHUA KJIMEHTOB IIPH NPEJOCTABICHKHH yCuyr, IAe
yenyra 1o pacdety o6BEMOB M CTOHMOCTH  3JICKTPOSHEPIUH (MOILITHOCTH)  ABJISETCH
OCHOBOIIOJIAratonieH, Ho €€ peanu3alia JONOJHAETCA PAJOM HEOCHOBHBIX BH/IOB JIEATENBHOCTH, B TOM
yucne B chepe IHEPro3pHEKTHBHOCTH H SHEprocOepexeHs M OKasaHus yCIyr pacdeTHO-KacCOBOro
o6cnyKUBaHHUA.

25. lleHHOCTH M MPHHUMIEI B3aUMONeHcTBHA KOMMaHHH ¢ KIMEHTaMM ONPEACHAIOTCA MCXOIA H3
muccun Komnauuu, otpaxennoi B IlonuTake B 06I1acTH KauecTRa.

26. OCHOBHBIMH NPpHHLHIIAMHA BiauMonelicTeHd KoMmaHMH ¢ KIMEHTAMH ABNAIOTCH KA4CCTBO
OGCHYJKHBaHH}I H ET0 JOCTYIIHOCTE, IIOJ KOTOPBIMH IIOHHMAIOTCA:

4) TeppPUTOpHATEHAS JOCTYIHOCTh - KIMEHTAM NPEJIOCTAR/IAETCA KaUeCTBEHHOE 00CTyKHBAHHE U
ollepaTHBHOE PacCMOTPeHHe O0GpalleHHH, HE3aBUCHMO OT YARICHHOCTH MECTa POXKHBAHHS, TIDH
HAIHYHHU TEXHAYECKOH BO3MOMXKHOCTH;

b) opraHM3allMOHHas JMOCTYHOCTh - NPaBWa TIOJIb30BAHMS YCIHYTaMH TapaHTHPYIOLEro
ITOCTABIIHKA JODKHEI OBITH MPO3PavHE] H HCTIOIHUMEI,

¢) Hu)OpMAlIHOHHAs JOCTYIHOCTb - NOJHAA M JNOCTOBEpHAs HHGOPMAIGs 000 Bcex mpolenypax
p3auMoeiicTBus ¢ KoMmanuell HoCHT NyGNMYHBINA XapaxTep M IPeJOCTaBMAETCA B JOCTYIHOH
thopme. Kitmentsl H1HQOPMHPYIOTCS:

e 0 TOpAiKEe 3aKMOYEHMs JIOrOBOpa OSHEprocHalkenHs (KYIIM-TIPOAXH  (IIOCTABKH)
JMEKTPHIECKOH SHEPrHH (MOLIHOCTH), AOFOBOPA NPENOCTABICHUS KOMMYHAIbHOH YCHYTH MO
EKTPOCHADKECHHUIO;

* O NOpPAAKE H criocobax OIATEL;
* 0 NOpAIKE pacyeTa CTOMMOCTH JIEKTPHUECKOH IHEPTHH (MOLHOCTH) M YCIYT;

* 0 MOpAZKE (GOPMHPOBAHHA M pasMepe Taph(oB (HEPETYNUPYEMBIX IIEH) Ha VEKTPHHUECKYIO
AHEPTHIO (MOIIHOCTE);

¢ 00 UHLIX Imporeccax, OCYIIECCTBIIACMBIX MEKIY KoMmanuei 1 KJIHEHTOM.

27. OGCny/KHBaHHE KIHEHTOB TAKXKE OCHOBAHO HA CNEMYIOUIHMX NPHHLMNAX, OTPAKAIOMHEX 060
HATIPABJICHHOCTE PA3BHTHS HHOPACTPYKTYPBI OYHOIO, 3204HOTO M MHTEPAKTHBHOTO 00CIyKUBAHHA.

a) IIpocroTa M HagexHOCTh. [IPOCTOTa — OTKPHITOCTE H M2KCHMaTbHO JOCTYNHOE YIIPOLICHHE

npouenyp B3ammozeiicTeus Kommammm ¢ KIMeHTOM. HanexHOCTh — TEXHONOTHYHOE H
GecnepeboiiHoe OKazaHHE YCHIyT, o0ecrneunBaroliee rapaHTHPOBAHHOE KoMmnanueii xauyecTBo
obcnyKUBaHUA.

b) ObbexTHBHOCTB. KimientaM obecneunsaercs OOBEKTHBHOE M HENMPEAB3ATOE PAacCMOTPEHHE
o6pameHyii B yCTAHOBIEHHBIE CPOKH, MCXO/IS W3 MPHHIHNA JOGPOCOBECTHOCTH H PasyMHOCTH
KJMEeHTa. 1IpH paccMOTpeHHH OOpallicHMH TrpaxaH, a Takxe HHAMBHAyaIbHEIX
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)
h)

i)

k)
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TpeANpHHUMATENEH YUMTHIBAETCS, UTO KJRCHT HE ABISETCH NPO(ecCHOHANBHEIM YYaCTHHKOM
PBHIHKOB DJIEKTPAUECKOH JHEPTHH (MONTHOCTH).

Hocroaunoe yayymenne. KoMmuaHHA Ha TIOCTOAHHOW OCHOBE TIPOBOAUT MOHHTOPHHI
xauecTBa OBCIYKHBAHHA KJIMEHTOB C LENLI0 BHECEHMS COOTBETCTBYIOWIMX HM3MEHEHHH B
npoueccs (mpoueaypsl) 06CIyKUBAaHHA B OTBET HA IOTPEOHOCTH K 0XKUAAHUS KIHEHTOB.

EnunooGpasne TpeGoBaHMil K KadecTBY RPEAOCTABICHHS YCIYT Ui BCEX CTPYKTYPHBIX
noapaszenennit Komnanuy, cobmojeHMe YCTAHOBIEHHBIX CPOKOB IO BCEM HpOLEAypaM

B3aUMOJCHCTBHA.

MHAHHMA3ANKA BpeMeHH KJIHEeHTAa, 3aTPauyeHHOro Ha TIOJNy4YEHHE YCliyTH, B TOM YHCIE
NOCPECTBOM CHHXEHHSA KOJHMYECTBA OUHBIX KOHTAKTOB KIHEHTOB M KoMmanuy 3a cueT HX
HHTEPaKTHBHOTO TPE/OCTABNIEHHS TOCPEICTBOM KOpriopaTHBHOTO calita Kommnanun, #
cepBHCOB «JIMuHEI kaOuHeT KIHeHTa», « MOOHIBHOE NPHIIOKCHHEY.

OnepaTHBHOCTL PeardHpoBaHHA HA 00pallleHHs M YCTPZHEHHS BLIABJICHHBIX HEJOCTATKOB B
paboTe ¢ KIHEeHTaMH.

IonHoTa, AKTYANLHOCTH H IOCTOBEPHOCTD NIPE/IOCTABIAEMOM HEDOpMaLH.
MHOroxaHaALHOCTh HPEAOCTABICHHS HHPOPMALIMH.

ObpaTHas cBa3b - KoMmanusd yBe#AOMISET O pe3y/lbTaTaX PaccMOTpeHMs oOpanieHus
KJIHEHTA.

OnHO OKHO - 33 O/IHO OOpallCHHE KJIMEHT MOXET 3a/aTh HECKONBKO HHTEPECYIOIIHX €ro
BOMPOCOB M TOAYYHTh HA KaXABIH M3 HHMX OTBET MO CYIIECTBY, @ €CIH PELICHHE BONpOCA
TpeByeT HOMOMHATENLHOrO H3YICHNS JOKYMEHTOB, JIOINKHA OBITE MpeIocTaBIeHa HHpOpMaIHs
0 cpoKax M (hOpMe NPE/IOCTABJIEHHA OTBETOB, IIPH STOM TAPAHTHPYIOIMI NOCTABIUKK BIIpaBe
OTKa34Th KJIHEHTY B PACCMOTPEHHH BOIIPOCA IO CYIIECTBY B Clydae, eCIH OH HE OTHOCHTCA K
cepe OeaTETsHOCTH TapaHTHPYIOLIErO OCTABINHKA.

BexdBoe H YBARHMTENLHOE OTHOIIEHHe K KIHeHTaM (mpu >Tom Komnaums Brpase
OTKa3aTh KJIHEHTY B PAacCMOTpeHu# obpaiieHHs IO CYIECTBY B CIIYYae€, €C/IM B OOpalieHuH
KJIHEHTA COJACPIKATCA HELEH3YPHEIE JIMG0 OCKOPOMTENLHBIE BBIPAXKEHHA, Yrpo3bi B afipec
KoMnaHuy, UMYINECTBY, KU3HA H (MIH) 340pOBBIO paboTHHKOB KoMIIanuH).

3amMTa NEpPCOMATLHBIX MaHHBIX - 00paboTka NEpCOHANBHBIX HAaHHBIX  KIMEHTOB
ocyniecTsiuseTcs B coorsercTBuu ¢ DemepansHeM 3akoHOM «O IEPCOHANBHBIX JAHHBIX).
PaBGOTHHMKM TapaHTHPYIOIIETO [OCTARIIMKA O0BA3yIOTCA co6MI0AaTh KOHQHAEHUHATLHOCTD
MEPCOHABHEIX JAHHBIX KIIHEHTOR B obecnieunTs 6e30MaCHOCTE NEPCOHANBHBIX JaHHBIX TIPH MX
obpaGoTke. Ilepenaya NOKYMEHTOB M WH(OPMALHH, IOJNYYEHHBIX OT KIHMEHTOB, TPETHHM
JIMIAM JOIYCKAETCH TOABKO B IPEAYCMOTPEHHEIX 3aKOHOM CITyqasX.

28. C nennio ofecniedennd pealM3alliy NpaBa MHBAIHAOB M APYTHX COIMAILHO YA3BHMEIX PN
HaceleHHA HX OOCHY:KMBAHHE, BKIKOYasd NPHEM JOKYMEHTOB, OPraHH30BaHO B MOCTYNHOH It
KIMeHTOB ¢opme. KOMITaHHS CaMOCTOATENBHO ONpEENseT MOpPAJOK pPeanusauuy TpeGoBaHHI
JOCTYIHOCTH 06CITyKHBaHH# IS HHBATHAOB, a TAKXKE CrIoCO6E! 06ecriedeH s JOCTYTTHOCTH.

IIpuHIMNEI ofecnevyeHUsl KA4eCTBA 00CTyKMBAHUH KIHEHTOB

29. OBCnyKMBaHHE KJIHEHTOE OpraHM3yeTcs TakuM oOpasom, uto0bl 00eCneyHTs ONTHMAIBHBIA
GayiaHC CTOMMOCTH M KadecTsa 00CTyKUBaHHA, OCHOBAHHOTO Ha aHAIM3E TPeOOBAHMH KIIMEHTOB.

30. KoMIanvs IpeocTaRIseT KIHEHTaM BO3MOXHOCTS cBoGOAHOTO BEIGOpa Mmoboro U3 Tpex THUIOB
KaHaJIOB HH(OPMAUMOHHOTO B3aNMOAEHCTBHA (OYHOTO, 3204YHOTO M HHTCPAKTUBHOIO) B 3aBHCHMOCTH
OT HHMBHAYIbHLIX, TEXHHIECKHX BO3MOXXHOCTEH M IIpEJNIOYTEHHH KIHEHTa.

31. Cucrtema oGcnyxuBanus kKIMeRToB KoMnanyn obeciieunBactcs TOCPEACTBOM:
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a) 1eHTpoR OOCIY)XKMBaHHA KIIMEHTOB OTAENEHHH QunHana;

b) KBaTHGHIMPOBAHHEIX CICLHANMCTOB, OTBETCTBCHHBIX 3a B3AHMOJCHCTBHE C KIHEHTAMH H
OpraHH3alHIO HX 0BCITyKHBaHHA,

¢) KOMITBIOTEPHOrO OOOPYHOBAHMS M MPOTPAMMHOTO 00ECTICUCHHS JUIS PErMCTPaLiuH, obpaboTku
obpanienuyii KITMEeHTOB ¥ GOPMHPOBAHHUA OTYETOB;

d) (opMaTM30BaHHBIX OM3HEC-IIPOLECCOB B3AHMOMNECHCTBHA TapaHTHPYIOUIETO NOCTaBLIMKA C
KIUEHTAMH,

€) ENMHOIO KOHTAKTHOTO IIEHTPA;

f) odumuansHOro calita Komnannu (www.elektro-32.ru), cepercos «JIHdHbIH KaOHHET KIHEHTA»
U «MoGHIbHOE [IPUIOKEHHEY U NEKTPOHHOH MOYTHI (KaK IO BONPOCaM OCHOBHOTO, Tak U
HEOCHOBHEIX BHIOB JiesirebHocTH KoMmnanum).

32. UcnonuureabHas mupekuns Kommanmm ocymecteaser cbop u obpaborky wadopManuu mo
paboTe ¢ KIMEHTaM¥ U3 OTAENeHUH (rumana, KOHTaKTHOTO LeHTpa, Yepe3 OHIHANEHBIH CAHT B CCTH
VIHTepHET, 1O 3MEKTPOHHOH mouTe, yepes cepsHchl «/Imunbii kabuner kmuenta» B «MobwibHoe
NPUIOKEHAE» 10 (OPMHMPOBAHHS CBOJHBIX CTATHCTHYECKMX OTYETOB, & TAKKE OCYIIECTBIAET
METOAHYECKOE PYKOBOJICTBO ACATCILHOCTBIO OT/IENEH M HIHATIA.

33. OGcny:XKMBaHHE KJIMEHTOB OCYHIECTBASETCS B TOM YHCIE C cobnmoaeHHEM ClEAYIONHX
TpeOOoBaHMi:

a) onybrmuxosaHHe (pasmemleHre) ¢opM JOTOBOPOB JHCProcHabXkeHHs  (KyIUIH-TIPOAKH
(IOCTABKH) 3NEKTPHUECKOH SHEPTHHM (MOIIHOCTH) Ha o(HIHankHOM caite Kommanunm u B
IeHTpax o0CIIy)XHBaHUS KIIHEHTOB;

b) obecrieueHue npreMa NoOKasaHui NpHOOPOB yUeTa OT KIMEHTOB CIOCOOAMH, JONMYCKAIOIMMH
BO3MOJKHOCTE YHAJIE€HHOW nepefauyd MmokasaHuil npuGopos ydera, - MOCpEACTBOM TeledoHa,
MHGPOPMAIFOHHO-TENEKOMMYHHKaHOHHOH ceTH «MHTepuer» (sanee - ceTh «MHTepHET»),
cepBHCOB «JIMuHEIM kKaOHHET KIHEHTa» HIH «MOOGHILHOE IPHIIOKEHHEY,

¢) ofecneyeHHe BBICTABJICHHA KJIHMEHTY CUCTOB Ha OIUIATY JNIEKTPHYECKOW 3HEPTHH M HHBIX
KOMMYHAIBLHBIX YCIYT criocofamu, TOIMyCKalONHMH BO3MOXHOCTE WX YAAlleHHOH mepenadw, -
TIOCPENCTBOM [IOYTOBOM CBfA3M, CEpBHCOB «JIMuHbIi KabHMHET KkaMeHTa» uiH «MoGuibHoe
TIPHIIOKEHHEY, ceTd «HHTepHeT,

d) ofecreyeHHe KIMEHTY BO3MOXHOCTH BHECCHHS IUIATHI IO JOTOBOPY 3HEProcHabxenus
(xyruTu-ipoAaXy (MOCTABKH) JIEKTPUYECKOH SHEPTHH (MOIIHOCTH) Pas/IMIHBIMU Criocobami, B
TOM YHCJIE HEMIOCPEACTBEHHO rapaHTHPYIOIIEMY [TOCTAaBIHKY O3 ONIaTEl KOMHCCHH;

€) opraHMzalMs npuema oOpameHvd KIMEHTOB 10 BONPOCAM TIPEKpAllleHHA MOCTaBKH
SMEKTPUUECKOH SHEPIHH, 8 TAK)XKE OIIOBEIICHHA KJIMEHTOR O NPHYHHAX [IPEKpAleHHs [T0CTaBKH
3NEKTPHUYECKON SHEPTHH;

f) obecneuenue mpuema ofpamieH il KTHEHTOB [0 BONPOCAM OPraHU3AMH KOMMEPIECKOro yUeTa
UIEKTPHUECKOM DHEPTHH.
34, Ha KoHTaxTHBIH NEHTp BO3NOKEHH QYHKUME ofcHyxHBaHHA OOpaleHHil KIHEHTOB 1O
TenedoHy:
a) MpHeM IIOKa3aHMH IPHGOPOB YydeTa IJIEKTPHYECKHH OSHEPrHM (MHBIX KOMMYHaJIBHBIX
pecypcoB);
b) KOHCYJILTHPOBAHHE KIIHEHTOB, NPEOCTABICHHC CIEPABOYHBIX JIAHHBIX.

35. Ha Hcnomamremsuyo  jupexuuio  Kommanmu — Bo3moieHs!  GYHKIHM — OpraHH3alMH
WHTEPAKTHBHOTO OOCHYKMBAHHS KIHEHTOB (OOMIMANIRHEIR caliT, cepBHCH «JInumEIH KaOnHeT
xmueHTay M «MoOuILHOE TpHIOKEHHe», COLManbHHE ceTh «BkonTaktey, «ONHOKIACCHHKHY,



10

ceparc «Yar-6or OO0 «Tasmpom sueprocOuiTr bpsaHck» B MecceHKepax), OyHKIHH obecneucHus
oOpaTHO# CBA3U ¢ KIMEHTaMH, a TakXKe (QYHKUMH 0 Pa3sBHTHIO CEPBHCOB M MOCTOSHHOE YIy4IICHHE
Gu3Hec-TpoLeccoB 06CNyKUBaHHA TOTpedHTENeH:
a) METOOJIOrHYeCKas MOMICPIKKA ASATEILHOCTH OTAENCHHI (HIHaNa;
b) Benenue caiita KomnaHuu,
C) OUEHKA CTETNIEHH  YJOBJETBOPEHHOCTH  KIMEHTOB  KAa4eCTBOM  OOCHYXHBAHMA M
IpEJIOCTABIAEMBIX YCIIYT;
d) cGop ¥ npegOCTaBNEHHE PYKOBOACIBY KOMIAHHH OTYETOB 110 B3aHMOAGHCIBHIO ¢
MOTPeOHTENSAMH U IPEIOKEHHH 10 YIYHIIeHAI0 KauecTsa 00CIy)KHBaHHS,
) HHPOPMAIMOHHASA H METOJONOTHIECKas MoAKepKKka KOHTaKTHOTO LEKTPa.
36. JIna opranm3aldM B3amMOAEHCTBUA ¢ xymedtamu McmommuteneHas JMPEKUMA K OTHACICHHS
drmana KoMIaHuH HCTIOAB3YIOT €IHHOE XOPIOPATHBHOE IIPOTpaMMHOE obeceueHue (1d paboTst ¢
IOPHIHUECKHMH M (DH3MYECKUMHE JIMIEAMH) ¢ BO3MOKHOCTBIO IOCTYNA K eAMHOH MH(QOPMAIHOHHOH
Gaze.

37. B KoMITaHMH Ha perylapHOH OCHOBE NPOBOANTCA BHYTPEHHHH ayJUT BHLINONHEHHS TpeOOBaHMI
TOKABHEIX (BHYTPEHHMX) HOPMATHBHEIX aKTOB, B TOM 4HCIe HacTosuero Cranapra.

III. Oprann3anus cHCTEMBbI 0UHOTO 0OC/TY;KMBAHUA
TpeGoBanus K NEPCOHATY NPH OPraBU3alHH 04YHOI0 KIMEHTCKOT0 00CTy:KHBAHNAS

O6mue NoJoxKeHHus

38, OuHoe obcayxuMBaHMe KIHCHTOB B KOMITAaHHH OCYNIECTBIAETCA B UEHTPaX OOCIyXHBaHHA
K/HCHTOB. IlepeveHbh UEHTPOB OOCTY)XKHMBaHHS KIHMEHTOB, ajipeca, 4achl paboTE, KOHTaKTHBIE
TeNeOHBI H aJpeca 3JIeKTPOHHOI IOUTH! YKa3sIBAIOTCA Ha oQHIMaNsEHOM caiiTe KoMIaHuH.

39. TIpueM KIMEHTOB OPraHU3YeTCs B KaXIOM OTIE/IEHHUH (huHaa.

40. B nenTpax obCHy:KHBaHHA KIMEHTOB 00CTyKHBAIOTCA KaK DU3MHECKHE, TAK H IOPHIANICCKHE THIIA
— knmueHTRl KoMITauuH.

41, Uentpsl o6CHyKMBaHKS KIIMCHTOB BRIIOAHAIOT CIEAYIOIIAC QyHKIHMN:

a) opraHM3anua OGCIYKHBaHHS KIMEHTOB C YUETOM TOJIOXKEHHH 3aKkOHONATeNnscTBa PocchiickoH
Depepallil 06 3NMEKTPOIHEPreTHKE, HACTOAIETO CTAHAAPTa, JIOTOBOPA JHEPrOCHAONKEHHS
(kymmm-mpofiaxu  (IIOCTAaBKH)  ICKTPMYECKOH DHEPrud  (MOWHOCTH) M L0TOBOpa
MPEOCTABIEHHA KOMMYHATBHOH YCIYTH IO 3NEKTPOCHAGKEHHIO;

b) opraHu3anus NpeNoCTaBlIeHHS WHGOPMALHH, OYHOrO KOHCYNETHPOBAHHS KIIHEHTOB, a TakKkKe
BH/ICO KOHCYIBTHPOBaHWE KIMCHTOB, oOpaTmpmMxcs B KOMIaHWIO MOCPEACTBOM TEpMHHANA
JUICTAHLIMOHHOTO OGCTYMBAHHUS II0 BCEM BONPOCAM, CBA3AHHBIM C JIeATeNbHOCThI0 KoMnannu |
3aKA3UMKOB YCIYT PACYETHO-KACCOBOTO OOGCIYXHBAaHHA, TpENOCTaBNEHHE THIOBLIX (opM
AOKYMEHTOB KIHMEHTY;

¢) obecnieueHre IpHeMa IUIATeXell OT KIHEHTOB, 33 HCKIIOUEHHEM CHyYaeR OTCYTCTBHA
BO3MOXKHOCTH obecreunTh paboTy IUIATEXHEIX CEPBHCOB M3-32 OTCYTCTBUS YCTOHUMBBIX
K4aHAJIOB CBA3H 110 MpHYHHaM, He 3aBHUCAIMM 0T KoMmmanuH;

d) npueM 3agBNEHMH ¥ 3aj4BOK Ha 3aK/IOUEHME JOTOBOPA SHEProcHabkeHMs (KyNIH-TIPORANH
(mocTaBkM)  sneKTpuYeckoifl  SHEPrMH  (MOLIHOCTH) WJIM  JIOrOBOpa  IIPENOCTaBICHMSA
KOMMYHAJILHOH YCJIYTM N0 SJIEKTpocHa(KeHMIo (/MM APYroro BHAA YCIYT), & TAKKe HHBIX
JAOKYMEHTOB OT KJIMEHTa, NpOBEpKA IlepeyHs JOKYyMEHTOB, NPOBEPKA JIOAHOTHI CBEJEHWH B
3afBKe, AHANH3 JIOKYMEHTOE HA COOTBETCTBHE TPeOOBAHMAM K HNOKYMCHTaM, YCTAHOBJICHHEBIM
HOPMATHBHBIMH NPABOBLIMHU AKTaMU,
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€) Bbljlaua KIHEHTaM AOKYMEHTOB, CBS32HHBIX C PpEalM3almeil [0roBopa SHEPTOCHAOKEHHMA
(kymnu-npofaxkd  (MOCTAaBKH) DNEKTPHYECKOH JHEprHM  (MONIHOCTH) WIM  JIorosopa
IIPENOCTABICHMA KOMMYHAIILHOH YCITyTH IO JJIEKTPocHabx)eHHio (u/ms Apyroro BUla YCIIYT);

f) npueM o6palieHu, CBA3AHHBIX C JEATENbHOCTEI0 KOMIIaHHH, 3aKa3qHKOB YCIYT PacyeTHO-
KACCOBOTO OOCITY)KHBAHHS WIH B Clly4asx, IPeLyCMOTPEHHBIX 3aKOHOAATENLCTBOM Poccuiickoi
Depepallii, ceTeBOH OpraHH3aliH.

42. K moMemeHdio IeHTpa oOCTyXMBaHHS KJIHEHTOB ISl OYHOTC OBGCIYXMBaHHA 00ecleYHBacTCA
GecIpenaTcTREH b JOCTYII IOCETHTENEH, B TOM YHCIIe TPAX/aH ¢ OrPaHHYCHHBIMH BO3SMOXHOCTAMH,
B pamKax TpefoBaHHIl 3aKOHOaTenbCTBA Pocentickol Mexeparyu.

43, MndopMaloHHbIe yKa3aTelH, 0QOPMIEHHEIE B €IHHOM KOPIOPAaTHBHOM CTHJIE, Pa3MEIAIoTCs y
HEHTPANBHOIO BXO/a B IIOMENICHHNE LEHTpa 0OCIyXMBaHNs KIIHEHTOB!

a) BBIBECKA C HA3BaHHEM;
b) Tabnuuka ¢ nadopmarmeil o pexxume paboTl.

Bxoa ¥ BuIXxon (BKMOYas AaBapUifHBli) M3 TNOMEIIEHHS OOOpYAYHIOTCS COOTBETCTBYIOHIMMH
yKa3aTelsIMH.

44. Oynoe 06CIy)XMBaHHE KIHEHTOB NMPOM3BOAUTICA B Hachl PAbOTH COOTBETCTBYIOLIEIO LEHTpa
oGemyxuBanns xinenTos Komnannu. Yacs! paboTe! IEHTpa 06CTyKHBaHWs KIMCHTOB IYOIAKYIOTCSH
Ha oduiManbHOM cajite KoMmanum, a TaxKe yKasblBalOTCA Ha MH(OPMAalHMOHHBIX YKa3aTelix Ha
BXOZC B IIOMEILEHHE LEHTpa OOCHyKHMBaHUA KiHeHTOB. UYackl paboThl LEHTPOB O6CHYKUBaHHA
KIMEHTOB MOTYT Pa3fiHYaThCA B OTHOIUEGHHH KIHEHTOB - (PM3MYECKUX JIHI H IOPHAAYECKUX s, Jins
OpraHH3allK KaccOBOro OBCIYKHBAHHA M PabOTH IeHTpa OGCIYXHBAHHS KIMEHTOB MOTYT OHITH
YCTaHOBJIEHE! OT/E/BHBIE YaChl pAGOTEL PexxuM H Nopafok paboTEl UEHTPOB 06CIY)KHBAHHMA KIHEHTOB
ycTaHaBNnuBaloTca KoMnanueit.

45. Cnenuaymctsl KoMIaHHHM, OTBErcTBEHHBIE 3a OOCHYKHBAHWE KIIMEHTOB, BBINONHAIOT CBOM
0643aHHOCTH B COOTBETCTBHH C JOJHKHOCTHEIMHE HHCTPYKITHAMH.

HoaroroBka k paGoTe 1 TpefoBaHAA K cofepxkanHI0 pafoyere Mecra

46. Tlepconany IeHTpa o6C/IyXHBAHUs KIHEHTOB PEKOMEHIyeTcs IPUXOANTE Ha paboyee mecTo 3a 15
MHHYT JI0 Hayana o6ciIyXuBaHUA NOTpebuTeneH M 3aHATHCA NOAroToBKOH K pabore. IloxroTorka
paBote BKImouaeT B cebst: 3amycK KOMIBIOTEpa M IporpaMMHoro ofecredeHus, HeoOXoauMoro A
obcnyxkuBaHuss  moTpeCHTeNnell; O3HAKOMJIEHHE C  HM3MEHCHMAMHM B PETIAMCHTALMOHHO-
NOJB30BATENLCKYI0  JOKYMCHTALMIO/B HH(opMmanwio Daskl  3HaHud, HCOONB3yeMoOH — 1uis
KOHCY/IFTHPOBAHMA M IIOAPOTOBKH OTBETOB Ha IOCTYNAIOMME OGpamieHHs IOTPeOHTENeH, a Takke
O3HAKOMIIGHHE C MHBIMH JIOKAIGHBIMH HOPMATHBHBIMM akTaMH KOMIIAHMH, HEMOCPEACTBCHHO
CBH3AHHLIMHA C BBRUTOJHEHUEM TPYIOBOH IEATENHHOCTH NMEPCOHATA IEeHTPa 06CIyKMBaHHA KIHECHTOB.
K Hawany BpeMeHH IpHeMa NoTpebuTeNeH, YCTAHOBICHHOrO peXXuMOoM paboTEI 1HEHTPa 06CIyKHBAHHS
KJHEHTOB, CIIEIHATIMCT 00%3aH HaXOAUTHCI HA CBOEM pabodeM MeCTe.

47. OGCTyKMBAaHHE KIHEHTOR 3aBEpIIAETCS MOMEHTOM OOCTYXHMBaHHA TOCIEAHEr0 MOTpeOuTend,
3aHABIIErO OUEpeAh N0 HAKTHYECKOTO OKOHYAHHS PexXHMa paGoThl LEHTpa 00CHyKHBaH!s KIHEHTOB.
Vxon ¢ paboyero Mecra OCYIIECTBIACTCA TONBKO IOCNE OKOHYAHMA BPEMEHH yCTAHOBICHHOTO
peskuma paboTEL.

A8. B mepnox Tpadumka peskuma paGOTHI IepcoHala NEHTpa OOCTYXHBaHHMA KIHEHTOB H IpH
OTCYTCIBMHM K/IMEHTOB MJi OYHOr0 OGCHY:XHMBaHHA, TIEPCOHANY LEHTPa OOCIYKHBAaHHMA KIHCHTOB
PEKOMEH;IyeTCs M3y4aTh PErJiaMEHTAIlHOHHO-NOIB30BATENECKYIO JOKYMEHTANKIO, IPEIHa3HAYCHHYIO
JUIf CTPYKTYPHOTO IIOZpaszfielieHNs, BLINONHAIOMEre (YHKIMA 0O OOCIYXHBAaHHIO KIMEHTOB,
nudopManio basel 3uanuil, a Takxxe HHbIE JIOKAILHBIE HOPMATHBHEIE aKkTh! KoMnaHHA.

TpebGopanus K COICP:KAHHIO padouere mecra
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49, Kaxmeii cCleHaTHCT TOJUIEPKHBAET YHCTOTY H MOPAJOK Ha CBOEM paboyeM MECTe M CISAHMT 32
OPAIKOM B TIOMEIEHHH [IEHTPa OOCIYKHBaHHA KJIMEHTOB LIEHTPa 00CIyXKHBAHUS KIIHECHTOB.

50. Ha paGoueM cToJie CRELHANNCTA, BENYILEro IPHEM KIMEHTOR, TOJDKHA PaciioNaraTsCs IOJICTARKa,
BHUTIOHEHHASA B (PHPMEHHOM CTHJIE C YKa3aHHEM JOIDKHOCTH, QaMHIINH, HMEHH U OTYECTBA.

51. 3ampeniaercs Ha pabodyeM MeCTe:

a) pasMEIATh PEKNAMHYIO IPOAYKIHIO CTOPOHHMX OPTaHHM3aLMi; XYA0XKECTBEHHYIO TMTEPATYPY,
XXYPHANEL, FA3€Thl, HE HMMCIOU(HE NPIMOFO OTHOMIEHHS K CIYXKEOHOH MAEATENHHOCTH, 32
MCKITIOYEHHEM CJlyyaeB 3akmioueHus Kowmmanmel [0oroBopa Ha OKasaHHE BO3ME3JHBIX

peKJIaMHBIX YCITYT;

b) HepxkaTh JHYHBIE BELIH (OAEKZY, O0YBD, IIOCYLY, CYyBEHHPEI, CYMKH, GapceTKH, (OTOpaMKH,
KAPTMHKH, KOCMETMYECKHE MPHHAICKHOCTH M T1p.), HACTCHHLIC KaleH/apH, MNaKaThl

CTOPOHHHX OpIaHU3alNH;
c) TpPHEMMATH DMLY, B TOM HHCIE HAMTKH (Yail, kode), 32 HCKIIIOUCHUEM BOJIBI, HCIIONE30BATE

JXEBATCIBHYIO PE3NHKY,

d) XpaHWTE Ha OBEPXHOCTH paboYero CToNa JAOKYMEHTEL, a TAKXKE HX KOTHH, B KOTOPBIX YKa3aHBI
IIepCOHANLHBIE JaHHble NMoTpeburenceii (KOMHH AoroBopa 3HeprocHabkeHHs (KyINIH-TIPONAXKH
DNEKTPHYECKOH SHEPrun), MACIIOPTa, CBHAETENLCTBA O NpaBe CODCTBEHHOCTH Ha HEABHXHMOE
MMYLIECTBO M HHBIX JOKyMeHTOB). C II€NbI0 HENOMYIIEHHSA PAcKPRITHA KOHOHACHIMATLHOMN
uH(bOPMALMK, NO/KHBI XPAHHTECA B JOTKaX JyA JIOKYMEHTOB, PAcTlONIOKEHHBIX Ha pabodeM
crole COTPYAHHKZ, B 30HE OTCYICTBHA INPAMOA BHIMMOCTH IIOCETHTENAMH JNaHHEIX
JOKYMEHTOB.

TpefioBaHHA K HCNOIH30BAHHIO JHYHOI0 MOGHILHOTO TeledoHa

52. Jinumblii TenedoH nepcoHaia UenTpa oGCIyKHBaHHs KITHEHTOB B TeUEHHE paboyero AHS AOJDKEH
XPaHHTECS BHE 30HBI BHAMMOCTH JUlst KITHEHTA (IKaduHKe, BEUIBHKXHOM AIMKE CTONA U Jp.).

53. 3ByKOBOH CHIHal BXOIANIErO BHI30BA AOJDKEH OBITH BBICTAaBIEH Ha BHOPO3BOHOK, YTOOHI He
OTBIIEKATH CHENUATHCTA OT PabOTEL

54. IlepcoHany eHTpa 0OCIYKHBaHHA KIHECHTOB 3aMpEIICHO:
a) NpephIRaThL PaboTY C KIIHEHTOM, YTOGE! OTBETHTH Ha THYHBIH TeedOHHbI 3BOHOK;
b) pasrosapuBaTh IO JHIHOMY TeNedOHY B KIMEHTCKOM 3aJ1€;
C) roBOpHTH IO pabodeMy TenedoHy TPOMKHM IOJIOCOM;

d) BecTH B pabouee BpeMs IPOROIKMTENBHEIC TelehOHHBIE pasroBopnl (bomee 5 MHHYT 3a 1
3BOHOK) Ha IMYHBIE TEMBI,

e) uacro (6onee 2 pa3 B Yac) 3BOHUTE H IPHHHMATh 3BOHKH 110 THYHOMY MOOGHIBEHOMY Tenedony;

f) HampaBiATh CMC M BBHIXOAMTH B HHTEDHET Yepe3 JMYHEIM MOGHIBHBIA TeleoH, HAXOMICE Ha
pabouem MecTe;

g) MrpaTh B UIpHI ¥ CIYIIATH My3bIKY Ha MOGUIBHOM TenedoHe Ha paboueM MECTE, a TAKKe BECTH
($oTO ¥ BHICOCHEMKY.

TpeGosanns K BHeNIHeMY BHAY NIepCONaia UENTPa 00cayKUBAHUA KIMEATOB M COTPYHHKOB

55. Buemmnuii BMA TepcoHalda UeHTpa oOCHYXHBAHHMA KIHEHTOB JO/KEH OBITH aKKyparHRIM H
OIIPATHEIM:

a) MAaKHMK — HeGpOCKMi, aKKypaTHBIH; CICAYET HCIOIB3OBATL CCTCCTBEHHRIE HATYpajibHELIC
IBETA.
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b) NpHuecka — BOJIOCH YHCTHIC, PACUECAHHEIE ¥ aKKYPATHO YIOKXEHHBIE B IIPHYECKY, HMEIOUIYIO
€CTECTBEHHBIH BUJI; MOJKHO HCTIONB30BATE IEKOPATHBHYIO 34KOJNKY.

C) MAHHKIOP — PYKH HHCTBIE, YXOXKEHHBIE; /Ul XEHIUMH - MaHVKIOp HeGpOCKHH, dCTCTHYECKH
KPacHBBIH, JUIMHA HOITEH CPEIHAA, HOITH O0OA32TENLHO MOKPBIBAIOTCA JIAKOM CBETJIOTO WM

I-leﬁ'I‘paJ'IBHOI"O TOH&; JJI1 MYXYHH — KOPOTKO IMOACTPHKCHHBIC HOTTH,

d) mapdioM - 3anax TOHKHH, HPUATHEIH; BCA OCTAILHAS UCIONB3yeMas KOCMETHKA JOJDKHA OBITE
Gez 3amaxos.

¢) OuKH BBIOCHpPATE C ONPaBoOH KIaccHYeckoi GOpMEI CO CBETIIBIMH JIMH3AMH.

f) 0bf3aHBI CHENTh 3a CBEKECTBIO CBOEr0 JBIXaHHA, NpA HEOOXOAUMOCTH HCIONb30BATh
CpencTBa THYHOM THTHEHBI 1A MIOJOCTH PTa.

g) JUI MYX4HH — rlaJKo BHIGPHTOE JHI0, NIONycKaloTcs 60posa ¥ YCbl, HMEIOLIHE ONPATHBIH 1
YXOKCHHEIH BHL.

56. CneupamicT IeHTpa OOCTYXHMBAHHA KIMEHTOB, B TOM 4HCJe Xaccup, Ha pabore MOMKeH
nepeobyBathcs B cMennyio 06yBb. OOyBE f0oIDkHA OHITH aKKYPaTHOH, YMCTOH, YOOHOM, € 3aKpBITHIM
HOCOM 6e3 ApKMX YKpalleH{# U IOAXOAUTH 10 UBETY Noj hopMeHHY:0 ofexay. KonroTkn u dynku
(0714 KeHIUMH) PEKOMEHAYETCS HOCHTh TENECHOro 1iBETa He3 y30poB.

57. CnenmanucT HeHTpa o6CHy)KMBaHHSA KIHEHTOB, B TOM WYHCIC KacCHp, 00A3aH HAaXOAUTHCH B
dopMernoii ofexae (B ciyyae NpHHATHS PelicHHA 06 HCromb3oBaHMM B KoMnaHuu ¢$opMeHHOH
omexnsl). (®opMmeHHas OAEKAA JODKHA OBITL HAJUICKANIErO BMJA. YACTOH, AaKKypaTHOM,
peIrnaxkeHHoi. ®opMaT (GOPMEHHOH OJSXKAbl, a TakKe NpPaBHIa 10 e¢ HOLICHHIO M YXOIy
YCTaHABJIUBAIOTCA OTAEIbHBIM BHYTPEHHMM JA0KyMeHTOM KoMnaHuu.

58. ChemuanucT IeHTpa oOCIyXHBAHK KIHEHTOR MOXKET HCTIONB30BATL YKPAIEHHA. YKpauleHHs
DOHBI NoAGHpaThes K dopMeHHOH ofexze. B Bribope ykpamenudt HENONYCTHMO HCHONb30BATH
pasHbIE CTHIM M METAUIBI ONHOBPEMEHHO. PekoMeHyeTCA HOCHTE He Gosee ABYX — TPeX KOJeL, OJHU
CEpPBIH M OJIHO Nleiinoe ykpauienue. Yack! JOMKHE! GBITH MPOCTOM, aNeTaHTHO! (opmsl. IIMpeuHr He
JIOJKEH IPUBIIEKATh K ccbe BHHMaHHS.

59. O6s3aTebHO HOMIEHHE CIICLIHATMCTOM LEHTpa 00CHy)KHBaHHA KIHEHTOB «DEHIKA», BHAHMOIO
noTpedutenaM. Beli/px noiskeH 66ITH 0GOPMIIEH B KOPIIOPATHBHOM CTHIIE ¢ YKa3aHHEM CTPYKTYPHOrO
nogpasAefieHls ¥ 3aHMMAcMOH MODKHOCTH, (AaMHWIMH, MMEHH H OTHECTBa JIHMIA, BEHYILETO TpHEM
KIHeHTOR. MaxeT Gefiika ycTaHABITHBAETCS OTAESNBHEIM BHyTPEHHHM JOKyMeHTOM KoMuanuy.

60. BHemHMiT BYJ COTPYAHMKOB LeHTpa oOcHyXuBaHMa KIMeHTOB KoMmaHuH JIOJDKEH
COOTBETCTBOBATE TpeOOBaHMAM OTACIBPHOTO BHYTPEHHEr0 pPErNaMEHTHDYIOIEro JIOKYMEHTa
Kommanun.

61. Cneumanucty HeHTpa 00CIy>KHBAaHMA KITHEHTOB 3aIIPelIacTCs:

a) HAXOAMTLCS Ha pafoyeM MecTe B OIEXKJE HE COOTBETCTBYIOUIEH (OpMEHHOMY CTHIIIO
KoMnanuy (33 HCKIHOUEHHEM NIepHo/a afaNTalud paboTHHKA B OPraHH3aLAkK);

b) HOCHTEL GOJBIIOE KONHYECTBO GHKYTEPHY PA3HBIX CTHIIEH 1 METaIOB O/THOBPEMEHHO;
c) HWMeTh APKO HAKPAIICHHEIE HOI'TH, APKHIl MaKHsK;

d) McnoJIB30BATE C3AKME M PE3KHE 3allaxu IyXOB ¥ Ie30[J0PaHTOB;

€) HaXOAMTHCS B CNAHLAX, MIJIENKAX, CAHJANHAX, Tal0yvKaxX, canorax;

f) naxomuTes B INTATKAaX, KOCKIHKAX, TONOBHLIX yOOpax;

g) TIpH OKPAIUVBAHHE BOJIOC HCIIOJIB30BATE CIIMIIKOM APKHE TOHA.

IIpapuna o0CIyKHBAHNS KJIHEHTOB NPH [PEJOCTAB/ICHMH OCHOBHBIX H HEOCHOBHLIX BH/OB
AeATeabuocTH KoMnanuu
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62. O6mende ¢ KIMEHTOM ABISETCH BAXHLIM 3JIEMEHTOM KOPIIOPATHBHOH KyNbTYpsi Kommasuw.
CrenpanmucT LEHTpa OGCHY)XHBAHMA KIMEHTOB ARNAETCA NHMUOM KoMmaHuy, OT HETO 3aBMCHT
BOCTIpHATHE KOMIIAaHMM KIIMEHTOM.

63. IlpuanMas KJIMEHTA, CIEIHANTHCT 00g3aH:

a)
b)

g

h)

i)

k)

)

)]

BCTPEHATH KIIMEHTA C KOOPOKENATENLHOMH YIBIOKOH;

JIEMOHCTPHPOBATh J0GPOKENATENBHOES OTHOINCHHE K KIIHEHTY: KOPIYC COTPYAHHKA Pa3BEPHYT
B CTOPOHY K/IMEHTA, B3TJAZ HANpapeH KIHEHTY B INiasa, TOH OODAlleHHA K KIHCHTY

BEXIUBEI, pacnofiararoIuuii;

TONPHBETCTROBATh KIMEHTA, HCNONB3ys (passl «3papascTyiiTen, «Hobpoe yrpo (aems,
BCYEP)»;

B BEXJINBOR (JOPME Y3HATb HMA M OTYECTBO KIIHMEHTA, yTOUHHTE, Kak K KIMeHTy Oyner ynobHee
obpamatbea: - «Kak s MOTy K BaM obpamaThea?»;

06pamaTL?H K HEMY BO BpeMs pasroBopa TONBKO Ha «BBI» 0 HMEHH H OTYECTBY, HATIPHMED,
«Panp! BueTs Bac!»;

NPE/IOKHATE EMY TIPUCCCTE TIPH HajmMuuy cBOOOMHLIX MOCalouHbIX MecT: «lIpHcaxxupaHTeCh,
TTOXKAIYHCTa»;

06JIaroapHTh KIMEHTA 32 OXKHIAHHWE B OUEPE]H, eCIIH €My HpHILIOCH *1aTh: «Cracubo 3a
OKHIAHHUEY;

BEXNUIHBO HadaTh AHAIOr: «Byay pan (2) OTBETHTH Ha BAUIM BONPOCED), «l BaC BHUMATEIIBHO
cnyniai», «Kakylo KOHCYIbTalKO BEl XoTenu 651 OTYyIHTE?»;

BHHMATEIBHO BRICHYIIATE KITUCHTA, OBITh MaKCHMaIbHO BEXKJIHBBIM H KOPPCKTHBIM,

OTBEYaTh 1;1a BOIIPOCH KAHEHTA BEXIIHBO H J0DPOKENaTeNBHO, YETKO M JAOXOAYHBO H3Jaras
CYTE, Haﬁeraﬂ; CIEHTa, CNOB-NIAPasHTOB, YMEHBIIMTENRHEIX (hOpM CIOB (HANpPHMED,
TAAHEHLKOY U TIP.);

OTEBEYas Ha BONPOCHE KIHCHTA, n30erarb HCNONE30BAHHA B CBOCH pedan HpO[iJeCCHOHaJILHBIX

TCpMHHOBJ MOHKMAA, YTO KIHEHT HE ABIACTCA CIENHauCcTOM B obmactn cOBITA

aneKTposH‘ceru u Ip.;

33/12BaTh | KIMEHTY YTOYHSIOUWIME BOTPOCH: «YTOWHMTE, MoXanyHcra, ...», «Hrto

(xonkpeTHo/uMenno) Bac unTepecyer?», «[lpaBunsHo nH A Bac nowan (a)...», «O kakux

ycayrax (ﬂpouymax) Br1 GBI X0TeaH y3HaTh TOAPOOHEE?» U AD.;
|

BHHM&TCJII?»HO BBIC/IYIUMBATE KMHEHTA. HE HCpCGHBaTI:, NOOACPKUBATE 3pHTCJIbeIﬁ KOHTAKT C

nerkoil JobpoxKenaTebHOM NONyyIsI0KOH, KHBAaTh IOJOBOH B 3HAK 0X0OpEHHA CIOB KIHCHTA,

\
MPOM3HOCHTE 3BYKH 0JI06peHHs, KOHIOBKH ¢pa3 KiHeHTa HIH B GOpMe CIIOB «3aMEYaTENbHOY,

«Xopouio )}L «a», «pasyMmMcCeeTCan.
\

BLIMOJIHMTh HEOOXOAMMYIO Ui pelleHHs Bompoca paboTy, BEeXIMBO IONMPOCHB KIHEHTA

|
IOA0XKAATE, HIIH YETKO, I'PpaMOTHO H JOCTYIIHO 00BACHHTD cIOCO6 PEILCHNA BOIIPOCa;

yOe/MThCH, UTO KJIMEHT MOHSUI NpeoCTABICHHYI0 HH(popMaumio, ocofenno ecnu on Oyner
3aNOJTHATE AHKETY WM 3asBJIEHHE CAMOCTOSTENRHO: «BaM IOHATHO, KaK 3allOHHThL aHKETY?»,
«BaM IOHATHHI BCE TYHKTHI 3asBjeHHA?», «[IOHATHO JIH BaM, Kakue AOKYMEHTHE HEOOXOIHMO
npenocran#n*rs?», «Ecnu GyaeT KakoH-TO He IOHATHBIH IYHKT — IIPONYCTHTE, MMOTOM BMECTE
3aNONHNMY,

npenjaraTe KIHCHTY JIA O3HAKOMIIEHHA PEKNaMHYIO NMPE3eHTAlUOHHYIO HHd)OpMaHHH,

npeﬁcxypa‘mm 1 makeTsl Haubonee BoCTpeGOBaHHEIX YCIyT (TOBapOB) YCNyT, HHPOPMHPOBATh

KJIHEHTA 0‘B03M0)KHOCTPI BO3ME3HOTO [IPEIOCTaBIEHNs CMy YCIYTH (ToBapa);
|
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TIpH NPOBE/ICHHH NIPE3EHTALMH yCIyTH (TOBapa) FOBOPHTE HETOPOTLIMBO, O3BYYHBAA HA3BAHHE
¥ CBOICTBA IIPE3EHTYEMOTO MpPOIYKTA, A TAKXKE €ro BHITOAY JUIA KIHMEHTa: «3TO MO3BONHT
BaMm...», «BoT Takue mpeumymiecTea BEI nonyvaere, HauaB MONb30BATHCA HALICH YCAYTron»,
«210 ans Bac o3Hauaer...» H Ap.;

npu oGpalleHMH KIHEHTa ¢ BONPOCOM MM TNpock6oH, KOTOPHIH HE BXOZMT B chepy
KOMIIETEHLHHE COTPYIHHKA, BEAYIUETo ApHEM KIHEHTOB, 00A3aTENbHO OOBACHUTB, K KOMY
HeoOXOAUMO 0BpaTHTLCA, MO BO3MOKHOCTH IPOBOJNThL KIMEHTA K HYKHOMY CIICOMAJIHCTY.
Tlepesl TeM Kak nepedaTs KIMEHTA HY)XHOMY CHEIMIHCTY, MO3HAKOMHUTh HX, 2 TakKe
O3BYYUTH NPHYHHY OOpalCHHS KIHEHTA: « , paspeminTe Bac §nO3HaKOMHTE €O
CTIEIHATHCTOM , OH (2} TOMOKET PELIHTS Ban Bompocy;

OpH HEBO3MOXKHOCTH pPENIHTE BOIPOC Ha MecTe NepeHeCTH CPOK €ro pElCHHd, TIpH
HeoO0X0IHMOCTH 3alpOCHThL HEOOCTANUIHE CBCACHHMA. Ortka3s B PCLIEHHH BOIIPOCA KIIHCHTA
JAOIKEH OLITh apryMeHTHpPOBAH H NPEVIONKEHBI AeHCTBHA JUIA PEIEHHA BOIIpOCa,

TIpH BEISBIICHHM OLIMOOK, JOMYIIEHHBIX CO CTOPOHEI KoMNaHHH MM OAPSAHBIX OpraHu3atii,
HeOoOXOAMMO NPUHECTH KIMEHTY H3BHHEHH 33 IPHYMHEHHBIE HEYA00CTBa;

NpH 3aBeplieHHd OOIeHHs No6IarofapuTh KIMEHTa 3a BH3HT, OCTABMB IMOJNOKUTENBHOS
BIICYATIIEHHE OT TIOCEIEHU KIHEHTCKOTo oduca H OT 00LIeHNd co crenmaauctamu: «Panpi,
yro Brt X HaM o6patumuce!», «Jo ceumanusly, «Bcero mobporoly. JononHATensRO MOTYT
GLITH CKA3aHBI JIOSHTHBHBIE (passl, €CIM OHH YMECTHHI: «Xopomero ausa!», «YnawTHoro
peuepa!y, «[IpHATHLIX BEIXOAHEIX !,

BLIPAZUTE HAZEXKAY HAa JaIbHeHIlee COTPYAHHYECTBO, €CNIH IOCCTHTEN II0KA HE CTall
knuentoM Kommanuu: «ByfeM pajbl, eclid Bbl CTaHeTe HallUM KIHeHToM», «Ham Oyner
OPHATHO YBUACTE Bac B YHCJIE HAIIMX KJIMEHTOBY.

64. TlepcoHaly LeHTpa 0GCIY)KUBAHHA KIHEHTOB NPH OOIIEHHH C KITHCHTAMH 3alPEINaeTes:

a)

b)

¢)
d}

B NPHUCYTCTBHH KIHEHTOB IOPOYATH pemyraumio KoMmmamu, MOAPAAHEIX OPraHH3allMA M
ApYruX MPeANpPUATHI YHEPTeTHIECKOH OTpacy;

MOBHIIATE I'OJIOC, JONYCKATE B PA3rOBOPE HENPHUATHBIC IUIA KNHCHTA HHTOHALINH, TIPOARIIATE
TOPOMJHBOCTE, BEICKA3BIBATh HETEPIICHHA,

TIPOABIIATSH Ge3pazIndus K IpoGieMaM KIHeHTa,

BBICKA3LIBATh KJWEHTY MpPETEH3WH, NOTNYCKATh KATETOPHYHRIC BBIPAKEHHS, TaKHE Kak: «BEI
06s3aHbD, «BaM NpeaIHCHIBaeTCa», < IBHTECA, «IIpeBABATE H T.11;

HCMIOJIb30BATh HETATHRHO OKPAIEHHEIE CJI0BA U BhIpaXkeHus, Takue xak: «Her», «He cMoxxem»,
«He monyuntcs», «HeT BOZMOXHOCTH». 3a8MEHATh MX Ha IO3MTHBHEBIC BBRICKA3BIBAHHA: «lax,
«Mrl obsi3aTensHO pazbepeMen», «MBI caenaem BCe BO3MOXHOER;

BECTH NOCTOSHHEIE Pa3rOBOPEI C KOJUIEramH, 110 TeleoHy, OTIyHaThes ¢ pabotero MecTa;
BECTH NPOIO/KHTENBHbIE GECe/Ibl ¢ KIHEHTaMH Ha OTBIICYCHHBIE TEMB! JIAYHOTO XaPaKTCpa,

0OpaIlaThCA K KIMEHTY Ha «ThI»;
cBOGOAHOE, PA3BA3AHHOE MOBEACHUE, (DIUPT ¢ KIHEHTOM,
HefoGpokenaTenbHoe, rpydoe, HaIMeHHOE, KOH(IUKTHOE IOBECHHE;

CMEX, IpOMKPIﬁ pasroBop, HCIIOJIB30BaHHE HELICH3YPHEIX CJIOB H BBIpa}KCHHﬁ.

65. TIpuHUKMIE! YPEryIHpOBaHus KOHQIUKTOB:

a)

HeJONYIIEHHE BO3HHKHOBCHHA KOH(l)J'II/IKTa SABIAETCA BaXKHBIM YCIOBHEM [JIA obecmedeHNA
3aIN Tl HHTEPECOB KJIHCHTOR;
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BO H30CKaHIE KOH(DAMKTHBIX CHTYALU CIIETIHATHCTEI 0 paboTe ¢ KIHEHTaMH 00s3aHkL:

CTPEMHTECS ACHCTBOBATh B MHTEPECaX KIHEHTA, YMETh Pacllo3HaTbh M u3berath CHTyalMil,
KOTJla MOET BOSHHKHYTh KOH(HUKT,

He OMYCKaTh BOSHAKHOBEHME CHTYALHH, IIPH KOTOPOH B KOH(MIMKTE Ha1WHAIOT y4acTBOBATH
ApyTHe KIHEHTH;

co0m0aTh IPHHIMI KOHGHICHIMAIBHOCTH.

66. TIpw paspellieHMH KOHQIMKTHBIX CHTYalHil ¢ KIMCHTAMH [AEHCTBAA CIEUHAIMCTOB Kommanuw,
BIUTIOUAs IPUHAMAEMBIC HMH PELIEHH, He JIOIDKHBI IPEcieA0BaTh JIMIRbIA HHTCpEC.

67. Tlepconan IuecHTpa OOCTYXKMBAHHS KJIMEHTOB NODKCH INPOABIATH TEPIMMOCTE K thaxTaMm
HEKOPPEKTHOTO ¢ HUMH OOpallieHMs KIMEHTOB. B ciiywae 3CKalaiMH KIHCHTOM KOHQUINKTA eMy
HeOOXOMMMO COOGINATE O HEJONYCTHMOCTH TaKOI0 TIOBCACHHMA M BO3MOXKHBIX HETaTUBHEBIX

IMOCHACACTBHUAX.

68. O6ue npasuiia NOBEACHHA B KOH(PIHKTHOH CHTyaLHH:

a)

BricnyinaifTe CIOKOMHO M TepHeNMBO BCE 3aABNCHHA W NMPETEHIHH KIHMCHTA 0 KOHLA (naiite
4eIOBEKY BLINOBOPHTHCS H PACTPATHTH 3HEPTHIO):

noiepxupaiite ¢ HHM koHTakT «f roros(a) Bac BeichymaTe», «f1 BHAMATENBHO Bac
CIIYLIIAI0;

He nepebuBaiiTe KIMEHTA,
He KOMMEHTHPYHTE €ro BBICKA3LIBAHHA,

He ynbibaiTecs.

'maguas 3agaua — JaTh KIHEHTY BO3MOMXKHOCTL BBICKA3aTbCs. Tonsko 1mocnae 3TOrO
3IMOLHOHAIBHOE HAPDKEHHE CHALET H CTAHET BO3MOXKHBIM pa3pCliNTh CUTYyalHIO.

Cornacurech ¢ TIPABOM KIIHEHTA HMETE CBOE MHEHHC H AYMATh QIpEHCIIEHHBIM 06p830M:

TlepxnTe cebn B pyxax. OcosHapaiiTe H KOHTPONHPYHTE CBOH UyBCTBa M OMOLMH. Ecin BhI
HAYHETE «3aBOAMTHLCI», TO TONBKO Pa33alopHTe KIMeHTa. Ecnu KIHeHT ockopbiser Bac win
UCTIONBIYET HELEH3YPHEIE BRIpaXKCHHA, BaM crnejyeT TakTHYHO W CTPOTO NONPOCHTh €TO HE
JeNaTh 3TOro, OACHUB, YTO PYraHb HE MOMOXET BaM Pa3peIUHTh BOSHHKUIYIO CHTYAIMIO! <1
IIPOLIY BAC YCTIOKOUTBCA. ... IPEKPATHTh BECTH JUANIOT B TAKOM TOHE...... TOBOPHTH O NIPHUHHE
BAIIICTO HEIOBOJILCTRA. .. ).

B ciaydae MposBIEHHA CO CTOPOHBI KJHEHTA HeOOOCHOBAHHOH arpecCHH, HEaNeKBAaTHOTO
MOBEACHMA, HAXOXJICHHA €ro B AIKOTONBHOM/HAPKOTHYECKOM ONBSHEHHH CIELHAJIHCT
KoMmanuy B BeXIUBOH, HO HACTOHUYMBOM (opMe NPOCHT €ro yAANHTLCA. B kpailHeM ciy4ae,
MOJKET BBI3BATE OXpaHy MIH HAPAM MOIHIIHK.

Corjaamairech ¢ YMOUHOHAJBHLIM cocTosiHHeM cobeceanmnka. IToxawuTe, KIHEHTY, 4TO
BEI pasjendeTe W NOHUMAeTe €ro Iepexusanus: «f1 ¢ Bamu cornacHa, 5T0, IEHCTBUTENLHO,
HenpHaTHO», «5 Bac oueHbL XOpoIIo NOHHMAID...», «f, xak U Brl, paccTpoeHa JaHHOH
cutyanueii». KIHEHT JomKeH MOYyBCTROBATD, YTO BLI IIOHHMAETE, B KAKOM 3MONLHOHAIBHOM
COCTOAHMH OH celvac HaXomUTCH.

HspunuTech. ECNH B BO3HHKINEH CHTYalldH BHHA Baa, To 0013aTeNbHO NPHHECHTE KIHEHTY
M3BMHEHMs, cKa3ap ciefylomee: «1 npuHoury Bam com u3BMHEHHs», «lI3BnHuTe Hac,
noxanyiicray. Ecnu BHHOBAT KIMEHT — CaM YTO-TO HE Tax CJAENan HIM HamyTall, B TakoM
cllygae WM3BHHATBCA HE HY)KHO, HO CNeflyeT BBIDa3sHTb CBOE COYYBCTBHE H NOHHMAHHE
CHCAYIOMMMY croBaMH: «S coxanelo o cayuuBmeMcs, «[lonnMaio Bac, 910 ICHCTBHTENRHO
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HEIIPHATHAsA CHTyalus», «1 MoHumao Bawmd uyBCTBa, Ha BameM Mecte A Gl Takke cebs
YYBCTBOBAJIA.

V6euTech B TOM, 4T0 BBl TIOHAIH CyTh Mpo6IeMsl. JIna Toro 4To0sI MpaBUARHO NOHKMATh, Ha
wro BaM pearupoBarh, MOXKHO 3aiaTh KIIHEHTY CIIE/YIOIHE BOIPOCHI:

[IpaBHABLHO NI 5 TIOHANA CYTH BO3RMKINEH MPOGIEMEI. .. (IEPECKAKHTE TO, 9TO M3 YCT KNUCHTA
IIPO3BYYAN0 KaK NPHYHHA KOHGIUKTHOH CHTYauHn);

Ecnw s npasnisHo Bac nonuMaro, To BeI pacCTpoeHsI H3-34...;
TIpaBuibHO M A noisua Bac? Bel xenaeTe, yTo6b! MbL..7

JlaBaiiTe yTOYHHUM, IPABHIBHO M MBI IOHAIM APYyT Apyra?

TIpennoxuTe KIMEHTY pellienyue Mpobnemel. 3TOT WIAr SBISETCH BAXKHEHIIMM, TMOCKOIBKY
KIHEHT OMUAAET OT Hac AelicTBuif, COCOOHBIX PELINTE BOZHHKINYIO npodieMy. Paspeinre
CUTYaLHIO TI0 BO3MOKHOCTH Cpasy.

VBEpEeHHO M3IIOKHTE BAPUAHT pelteHHa curyamuu: <1 mpemaraio Bam  ImOCTYNHTS
cHEMyOIHIM 00pazoMy, «YHHTEIBag BCE TO, UTO BbI CKA3ANH, MBI CJIENIAEM TaK..».

EciH CHTYallMIO HEBO3MOXKHO paspellliTh Ha NaHHhIH MoMent: «K MoeMy coxaileHHIO,
NPHHATL PEIIEHHE [0 3TOMY BOIPOCY A HE MOTY — 3TO HE B MOCH KOMIIETECHIMH (Takue
BOMPOCHI f He pelllaio), 1 BCE 3alMcala H Cpasy Ke InepejaM KHGOPMALHIO HalIeMy
pykoBoamTemo. S ysepeHa, Mbl HalileM ONTHMAJNLHOE pEILEHHE BailleH npobnemei», «1
npeaaraio BaMm nucbMeHHO H3I0XUTEL Ballly IIO3HIHIO. .. ».

B npouecce KOHPAHKTHOH CUTYAIlHH HEJIONYCTHMO!

a) oBCYXIaTh BOZHHKIIYX KOHQJMKTHYIO CHTYaliHIo (C KOJUIETaMH, DYKOBOIHTENEM) B

HPHCYTCTBHH KIIHEHTOB,

b) JaBaTh OIEHKY KIIMEHTY ¢ KPHTHUECKOH TOUKH 3PCHUA;

) BHOETH B eHCTBHAX KITHEHTA KOPHICTHBIE HAMEPEHHS,;

d) IEMOHCTPHUPORATH KaKoe-TM0O0 CBOE IIPEBOCXOACTEO;

€) NPSAMO BHHUTEL KIIHEHTa, CHUMas ¢ ceba OTBETCTBCHHOCTH;

f) OTHOCHTLCHA K HHTEpECAM KIHCHTA ¢ HTHOPHPOBAHHCM,

g) BHUJAECTH CHTYaLHIO TONBKO CO CBOCH TO3HLIHH,

h) paspeiaTs cebe pasnpaxUTENBHEI TOH H PyTaHb, TOBOPHTh «A 4TO BEI OT MeHs XoTHTE?»,

i)

«Hamo 6sl10 paHbine qymMaTh!», «51 To 37€Ch IpHIEM?».

NIpEABABIIATh KIIUCHTY CBOH IIPETCH3IHH.

Oprany3anus NPpHeMa KAHEHTOB B MeHTpe 00cayRMBaNHs KIHEHTOB

70. CnelHanMCT BHIIONHAET (PYHKIMH B PAMKAX CBOHX JIO/DKHOCTHBIX 00A3aHHOCTEH, 8 HMEHHO!

a) OCYIUECTBIIACT IIPHEM KITHEHTOR;

b) obecneuvBaer Hamlexauyii MOpSAOK TpH OBCAYXKMBAHMM KIHEHTOB M CHOCOOCTBYET

COKpAILIEHHIO Oouepe/ell, MONAePKHBaeT Ha COOTBETCTBYIOIIEM YPOBHE 30HBI OXKHIAHHA Ui
KJIMEHTa (MH(GOPMAIIHOHHEIH CTEH I, PA3AATOYHEIE MATEPHAIILI H TIP.);

C) OCYIECTRIISIET TIPHEM TIOKA3aHWH INpPHOOPOB YUe€Ta, C BHECEHHEM COOTBETCTBYIOLIEH

HHGOPMAUMH B TNPOTPAMMHO-TEXHHYECKHH KOMIUIEKC aBTOMATH3MPOBAaHHBIX  YYCTHO-
PACUETHEIX CHCTEM 6a3b! TaHHEIX 0 GH3MIECKHX JIMIIAX;
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IPOBOZMT CBEPKY DPACUETOB IO CyMMaM, IIOCTYNHMBIIMM B OIUIATY 3a MOTPeCIeHHYHO
IPaKIaHUHOM-TIOTPEBHTENEM JIEKTPHYECKYIO SHEPTHIO;

TIPOBOIHT PA3hACHUTENLRYIO paGoTy ¢ MPaXIaHaAMH-TIOTPEOUTENSIMA INEKTPHUCCKOH IHEPTHH:
O TIOPAJIKE HATHCIIEHHU 32 OTITYILCHHYO 3IEKTPHYECKYIO SHEPTHIO;

0 HeOOXOIHMMOCTH CBOEBPEMEHHOH M NONHOH OIAaThl 33 OTIYIIEHHYIO 2MEKTPHYECKYIO
SHEPTHIO;

O NpHYHHaX OTKJIIOUCHHH H OrpaHu4eHNA BHCpI‘OCHaﬁ)KCHPISI H Op.

OCYILIECTRIAECT TpHEM HOKYMEHTOB, IIPOBEPKY HX Ha COOTBCTCTEHE MPEABABIACMEIM
TpeGoBaHMAM 10 KOMIUIEKTHOCTH M JOCTATOYHOCTH, DPETHCTPAalMIO A PACCMOTPEHME TIO
BOIIPOCAM:

3aKTIOUEHHS JOrOROPA SHEProcHab)eHUs (KyILUTH-TPOAAKH YIEKTPHUECKOH JHEPIHH);
PacTOpIKeHHs JOTOBOpA SHEProcHabKeH A (KYILTH-TIPOIAKH JNEKTPHIECKOH SHEPrHH);
M3MEHEHHs JOrOBOPa SHeprocHabxerus (KyIUIU-IPOAAKH CKTPHIECKOH SHEPTUH);
IIPHOCTAHOBJICHHSA OTOBOPa 3HEPTocHAGKeHUs! (KYIUTH-TIPOAAXKU IEKTPHIECKON IHEPIHN);
NpeAOCTABIECHHS Pa3bICHEHHH 1O HAYUCIISHHAM;

TiepepacueTa/BO3BpaTa IEHEKHBIX CPEJICTB;

KauecTBa 0OCIYKMBaHHS KIIMEHTOB;

Ka4yeCTBa 3JICKTPHUCCKON 3HEPTHH;

HAYHCIICHHsI CYMM OIUIATH 33 MOTPeONeHHYIO ANIEKTPHYECKYIO IHEPTHIO,

HEHCIPAaBHOCTH HHAMBHYAIbHBIX IPHGOPOB YYeTa JICKTPHISCKOH SHEPIHH U JIp.

PeOCTARMAET KOHCYILTALMH KIMEHTaM 110 BOTIPOCAM SHEPTOCOBITOBOM M HEOCHOBHEIX BHIIOB
NEATENLHOCTH, B TOM UHCIIE 3HeprodadhdeKTHBHOCTH ¥ SHEProcOepekeHH

TPEAOCTARAET KIHEHTY HH(OPMAIMOHHEIE MaTEPHANB! (IO Teme OBPAlICHAS M PEKIaMHOro
XapaKTepa NO JONOJHMTENBHBIM BHJAM JEATENbHOCTH KOMIIAHUH WM O PEealu3yCcMBIX
Kommanueil ToBapax/ yciyrax), ONaHkM JIOKyMEHTOB, IIEpedYHH HEOOXOMMMOH st
IPCAOCTABIEHUS J[OKYMEHTALWH, THIOBEIE (OPMBI JOKYMEHTOB, OOpasi(bl 3aNOJIHEHHSA
JOKYMEHTOB H IIp.;

BRIIACT KJIMEHTY KOIHH AOKYMEHTOB, NOAMMCAHHBIE JOTOBOPEI 3HeprocHabkeHHs (KyIUIH-
TIPOJIAYKH 3NEKTPHUECKON SHEPTHH) M [OTOBOPEL HA OKA3aHHME YCIIYT MO HEOCHOBHEIM BHJAM
JeATETHHOCTH, CUeTa Ha OfLIATY, CYeTa-HaKTypEl, JONOMHUTENBHEIE COTALIEH S, CIIPaBKH 00
OTCYTCTBHH 3aJJ0JDKEHHOCTH H JP.;

(UKCHpYET KOHTAKTHYIO HHGOPMALMIO O KINEHTE, UL JanbpHeHleH CBA3H ¢ HUM, €CITH OTBET
Ha Bompoc TpebyeT momonHWTENbHOH mnepepaboTkH H HEOOXOOUMOCTH CBA3ATECA CO
cnenramictoM KoMnanuy gepes 3aflaHHEIH IIPOMEKYTOK BPEMEHH,

OCYIL[ECTBIISIET liepedady OKYMEHTOB OT KIHEHTa IPOQMILHEIM CTELHATICTAM Kommanuu 1o
TIPHHAIIEKHOCTH 711 PACCMOTPEHHA, 0DOPMIIEHHS YCIYTH, TIEPENaYH HCTIOIHUTENIO YCIIYTH;

OCYLIECTBAAET NpHeM 3afBOK M O(opMieHne HeoGXONMMBIX JOKYMEHTOB NpH IPOJANe
TORAPOR/ YCIYT IO HEOCHOBHBIM BHJ(aM AeATeNbHOCTH KoMmanuy;

m)OCYLIECTRIAET IPHEM TLIaTexell 3a 3MEKTPHICCKYIO IHEPrHIO H (HIH) 332 TOBAPEI / ycnmyry no

HEOCHOBHBIM BHAAM JICATETBHOCTH Kommannu,
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71. TlapameTpsl cpeaHell NpPOZOKHTENLHOCTH B3aUMOACHCTBMA € KIMCHTOM NpH €ro O4YHOM
oBpallieHnH B HEHTP OOCIIyKHBAHMS KIIMEHTOB YKa3aHkl B IIPUIIOKCHHH 2 x CtaHzapry.

72. TIpnt mpueme obpauienuii OT KIIMEHTOB CNEIUATHCT LEHTPA OOCTY)KHBAHHA KIHEHTOR 06a3an
coBMIOAATh TApaMETPhl CPEAHEH TPOLOIDKHTEABHOCTH B3aMMOJCHCTBHSA C KJIHERTOM.

IV. OpraHdzaums CHCTEMbI 3209HO0r0 00CXy:KHBAHH

HugdpacrpyKkrypa 3a049HOT0 00CIYKHBAHHS

73. Cnemnamnctel KoMnanmn, obecneynpaione 3a09HOe OOCHYKHBAHHE KJIMEHTOB, MCIONB3YIOT
e/AMHBIC HHGOPMALUMOHHEE 0a3bl [aHHBIX, IIOCPEACTBOM KOTOPBIX CHHXPOHH3HPYETCA HX
JEATENLHOCTE ¥ He JI0TYCKAIOTCA MOBTOPHEIE 3aIIPOCE] HH(MOPMAIMH OT IIOTPEOUTEN.

74, 3aounoe 0OCIY)KMBAHHE OCYIIECTRIACTCA IO CHEAYIOMMM KaHalaM CBA3U:
a) MHOTOKaHaJILHEIH TeneoH KOHTakTHOTO HEeHTpa;
b) cMc-coobuienue ans noTpeburenel — GU3MIECKHX AL,
¢) moyTa (TIO4TOBAs NEPENHCKA);

d) xopropaTHBHas JIEKTPOHHAA NoyTa KoMnaHuu B yHH(HIMPOBAHHEIC 3JIEKTPOHHbIE IIOTOBBIE
AMMKH oTaeneHus ¢umana Komnanun.

75. Wudopmamus 0 MHOTOKaHANBHOM TeNe(OHHOM HOMEpe M [PYTHX KOHTAKTHBIX HOMEpax
Tened)OHOB, MO KOTOPHIM KIHEHT MOXET 06paTuThea B KOMITaHHIO 110 HHTEPECYIOIHM €0 BONPOCaM
pazMellaeTcs Ha:

a) opunmansHoM caiite Komnanuu;
b) HH(pOPMAIMOHHBIX CTEHAAX, PA3MELIECHHBIX B UEHTPax 0OCIYKYBaHHA KIMEHTOB;
C) Ha ILTATEXHOM HOKYMCHTE (I FpaxaH-NoTpeburenei);

d) Gyknerax, THCTOBKaX W APYTHX HHOOPMALIHOHHO-PEKIAMHILIX MaTepHamax.

3aouunoe obcayxxnpanne no rtejepony KonrakrHoro ueHTpa

76. 3aouHoe obcmykmBaHKe 1o TededoHy KORTAKTHOTO EHTpa BKNIOYAET B CeOs:
a) IIpMeM BBI30Ba;

b) perucTpanUIo BEI30BA;

¢) 06paGoTKy BXONAIIEr0 BHI30BA MOTPEOHTENT C 3aNPOCOM CIIPaBOYHOH MH(pOpMariy,
KOHCYNBTaLMI;

d) npemocrasieHHe OTBeTAa NOTPEOHTEMO II0 BOIPOCAM, COASPHKAWUMCA B HMHTEPAKTHBHOM
nokyMenTe «base 3HaHHH,

¢) IpHEM MOKa3aHHi NMpUGOPOB y4eTa JIEKTPUICCKON SHEPTHH;

f) cHcTeMa aBTOMATHYECKOTO MH(OPMMPOBAHMSA, NpHEMa NOKA3aHHA npuOOPOB ydeTa oe3
COeMHEHHs ¢ coTpyaHukoM (oneparopoM) Kontaktroro uenrpa (IVR).

77. TMapaMeTpsl AearenbHOCTA KOHNTAKTHOTO HEHTpA!
a) aBTOMHGOPMHPOBAHKE OCYLIECTBIIAETCA KPyrlIocyTouHO nocpencTsoM IVR;

b) Temedon KOHTAKTHOTO LEHTpa ABIAETCH MHOIOKAHANBHBIM C WHTYHTHBHO IIOHATHBIM
TOJIOCOBLIM MEHIO;
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¢) HoMep Teneona KOHTAaKTHOro LCHTpA EIMHBIH Ha BCEH TEPPHTOPHH 00CIyKHBaHHUs
(BpaHckoii obnacTh);

d) 3BoHOK sBJEeTCH OECTUIATHBIM JUIA KJIHEHTa, 33 HCKIIOYEHHEM CIy4acB, Koria abOHEHT
HAXOAKTCA 3 TPeeIaMH TEPPUTOPHHE BHYTPHIOHOBOTO TENE(POHHOTO COSIUHEHHS (poyMHHT);

€) B Hayanme TeNeQOHHOTO pPasroBOpPa OCYIIECTBIAETCS NPCAYNIPEKACHUE KIMEHTA O BEJICHHH
3aIMCH pa3roBopa.

78. KOHTAKTHBIM LEHTPOM OGecTIeurBAaIoTCa clielyromue TpeGoBaHuA K KagecTBY 00CIyKHBAHHA:
a) cobmoieHMe cueHapHs paGoTel ClyKOBI KIMEHTCKOH TOANEPKKH;

b) mpedocTaBiIeEHe KOHCYNBTAallWi B COOTBETCTBHH C HHTEPAKTUBHEIM JOKYMCHTOM «basza
IHAHWHY;

¢) cobmosiene TpeOOBaHM pernaMeHTa BHECEHMA H3MEHEHHH M HJOTIOJIHEHHH, BHOCHMEIX B
clieHapHuii paBoTH oNepaTopa, CHCTEMY OTUETOB, HHTEPAKTHBHBIH IOKYMeHT «basa SHaHMI»;

d) cobmonenne mokasarelnell KOHTPONA KayecTBa OOCTY)XKHBAHHA KIHMEHTOB B COOTBETCTBHH C
[punoxenyeM 2 k actosmemy CraHnapry.

79. TpeGopanud k pexxumy paborhl KOHTaKTHOTO LEHTpA!
a) B nepuog c 1 no 25 aucno: ma.-Bc. ¢ 8:00 mo 21:00;
b) ¢ 26 uncna g0 KoHna Mecsna: mH. — nr. ¢ 08:00 mo 20:00; c¢6.-sc. (mpasmunkn): ¢ 08:00 no
18:00;
¢) IVR (ronocoBoe MeHIo, RBBTOMATHYECKHH IPHEM MOKa3aHUH) — KPYTIOCYTOTHO,
80. Tpe6oBaHHs K HHTEPAKTHBHOMY rO0COBOMY MeHKO IVR:
a) HaBHTAlMs HA OCHOBE TOHANLHOTO Habopa,
b) ynobHsii rpadMuecKHi KOHCTPYKTOp clieHapueB JVR.
81, TpeboBaHHA K KOMIILIOTEpHOH ceT KOHTAKTHOrO LEHTpa:

a) NpOIYCKHAs CIOCOGHOCTL KaHama MexAy O0DOpyloBaHHEM ONEPaTopa CBA3N M CCPBEPAMH
TeneOHHA MCHONHMTENs yonyr KOHTAKTHOro LEHTpa JOMkHA OBITh  JOCTATOYHOH
JUIA IIPOXOKEHHA HeoOXOAMMOro KONHMYECTBA OAHOBPEMEHHEBIX IIOTOKOB 3aKOQHPOBAHHBIX
3a/JaHHBIM KOIEKOM;

b) Bpems MOCTABKH MAKETOB M1y pabOuMMH CTAHLMAMH M CEPBEPaMH TeNe(pOHUH HCTIONHHATENA
yeayr KOHTaKTHOTO LieHTpa He JOIDKHO nmpersimars [50 mc.;

¢) mnortepr IP makeros BKaHane MexAy oOOpyZOBaHHeM OIEpaTopa CRA3H M CEPBEPaMH
TesehOHNH HCTIONHUTENS yenyr KOHTaKTHOrO LEHTpa He AOJLKHEI peBiats 0,3%;

d) KaHan cBS3M MexJy o0OpY[OBaHHEM OIEPATOPA CBA3H ¥ CEpBEpaMy TeNe(QOHHH HCIIOIHHTENA
yenyr KoHTakTHOro LIEHTPa, A0IKEH OBITH peann3oBaH Ha OCHOBE TEXHOIOTHH «Full Duplex»;

82. Tpebosanus x GezomacHocTH paboTel KOHTaKTHOTO LiEHTpa:

a) 0BOpY/IOBAHHC HE JOMKHO GBITH JOCTYIIHO CO CTOPOHBI OGUIECTBEHHBIX CeTEH (UurepHer)
H JPYTHX CCTel, KOTOpble MOI'YT IPEACTaBiATs cOB0H yrposy Ge3onacHoCTH;

b) obopynosauue gomkHO OBITE OTKpeITO Uit IP-ajpecoB omepaTopa CBA3H IO NOpTaM
TCP u UDP ¢ uensio nojydenus yeuyr VolP;

¢) LEHTpaIN30BaHHAA 3aMMCE PA3roBOPOB (TIONHBIH APXHB BCEX PasroBOPOB, IKCMOPT zanucei
pas3rosopa).
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83. IMapameTpsl cpemHeil IPOMOMKHTENFHOCTH B3AUMOACHCTBHA C KNMECHTOM IIPH €T0 0bpalleHuH B
KonTakTHsli tenTp KoMnannys ykasaHs! B npuioxenun 2 k CTaHmapry.

3a0unoe 06GCIYKNBANNE KIMEHTOB MOCPEACTBOM CMC-COO0MIeHHH

84. OcHoBHo#l pyHKuueH cepBrca U4 (UIHYECKHX JIHI ABJIACTCHA MEpefada [OKA3aHUH NpHOOpPOB
ydeTa JIEKTPHUIECKOH 3HEpr¥d B (opMaTe, NPENyCMOTPEHHOM CEPBHCOM. Hudopmalus o nopaiake
nepefauy NOKa3saHMH NpHGOPOB YWeTa OSNEKTPUUECKOH OJHEPTHH TIOCPCACTBOM CMC-COO0IIEHHH
pasMenaercs Ha oduuuansHoM calite KoMIaHuH. ToTpeburenu — GH3MUECKHe JHIA MOIYT
TlepenaBarh JaHHbBE PHOOPOB ydeTa HJIEKTPHYECKOH IHEPTHH KPYTJIOCYTOUHO B MEPHOL C 1 mo 25
YUCHO MecAIla.

3a04H0e 06CTYKMBAKAE KIHMEHTOB TOCPEACTBOM NOYTOBOMH NMEPEMMCKH

85. TlouToBas IEPENHCKA MOXKET MCNONB30BATBCA JUIA HATIPABNEHHMA AOKYMEHTALHH, CBA3AHHOH C
06CIy)KHBaHAEM B COOTBETCTBHH C YCHOBHAMHE JIOTOBOPA, MO0 10 3aMpocy KIIMEHTa B Cilydae, Koraa
OH B OOpanIeHuH IPOCHT HAIPABUTE OTBET HIIH JOKYMEHTHI [TOYTOBBIM OTIIPABICHHEM.

86. TlxHchMeHHOe OOpalleHHe MOKET OBITE HAIPABACHO KINEHTOM IIO afpecy M1060T0 CTPYKTYPHOTO
noppasaenenus KoMIaHHH B 3aBHCHMOCTH OT MECTOHAXOKICHHS KIIHEHTA.

87. Bce nuckMenHBIE 00palieHHs OT KIMEHTOR PEFHCTPHPYIOTCS.

88. OTBeT Ha MHCbMeHHOe obpalieHue KIHEHTa [O/MKCH OBITh MOATOTOBJNCH B IEYATHOM BHAE HA
dupMerHOM Granke KOMIAHHM M COACPIKATh KOHKPETHYIO HH(OPMALIMIO O CYTH BOIPOCE, 3a1aHHOTO
KIHMEHTOM, KOHTakTHBle AaHubie ucrnonuutens (OHO, tenedon, ampec SJIEKTPOHHO# TIOUTHI), M
TIO/IIIHCAH YIIOJIHOMOYEHHEIM JIOJDKHOCTHBIM JIMIIOM.

89. TIluceMenHoe ofpalieHHe KJIHEHTa HE paccMarpuBacTcd, B OTBET Ha obpauieHUe He
NpenocTaBaseTca B CIIydasx!

a) eCcNH NHCHMEHHOE OGPAIICHHE COEPXUT HELEH3ypHBIE JHGO OCKOPOHTEIBHEIE BRIPAKEHHS,
YIPO3BI KU3HH, 3AOPOBLIC H HMYIIECTBY COTPYAHAKA KOMITAHNH, & TAKKE WICHOB €ro CEMbH;

b) ecam TEKCT MMCEMEHHOTO 00palliCHHs He NOAJAETCA IIPOYTEHHIO;

) ecnu B MHChMeHHOM OGpAIeHMH KIMEHTA COJAEPKUTICA BOIPOC, HA KOTOPBIH eMy yxe )AL
NIPEfIOCTABICH OTBET 110 CYIIECTBY B CBA3M C PAHEE HAIPaB/AEMbIMH OODAIIEHUAMH, ¥ [PH
3TOM B 0GPAHICHHH HE TIPUBOJUITCA HOBBIE TOBO/BI HIIM ODCTOATENBCTBA;

d) ecnu B 00paIEHHH OTCYTCTBYIOT KOHTAKTHBIE aHHBIC.

3aounoe OGCIYKMBAHHE KJIMEHTOB NOCPEICTBOM KOPUOPATHBHON 3JICKTPOHHOH
NOMTHI

90. KopnoparHsHas siekTpodHas moura Kommanuu gesbb@elektro-32.ru 1 yHUQHIHMPOBAHIbIE
3JEKTPOHHBIE TIOYTOBLIE FUMKA OTAcHeHni (umuana KoMmmanuu HCMONB3YIOTCA [UIA HANPABIEHHS
obpamienuii B anpec Komnanuu 1 JUist HanpasJeHHsA OTBETOB Ha oOpalleHus B afpec MOTPEOHTENEH.

91. MWudopmauua o6 ampece KOPIOPATHBHOH BNEKTPOHHOH MOYTH M YHHPHIHPOBAHHEBIX
SNIEKTPOHHBIX TIOYTOBBIX SINMKOB OTAeneHuMA ¢ninata Kommanwy, Ha KOTOPEIE KIHCHT MOXET
HarnpaBuTh oGpauiense B KoMIIaHuio o MHTEpeCyIONMIM €ro BONPOCaM pa3sMeIacTCA Ha:

a) oduumansHOM calite KoMIanuy;

b) HHOOPMAIHOHHBIX CTEH/AX, Pa3MEIICHHRBIX B IEHTPaX 00CITy)KHBaHHA KIHEHTOB,
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C) Ha IIATEXHOM JOKYMEHTe (A rpaxian-norpeburenei);
d) Gyxnerax, TUCTOBKAX ¥ APYTHX HHOOPMALHMOHHO-PEKIAMHBIX MaTCpHaNax.

92. IlapamMerpsl CpPeAHEH NPOJODKMTEIBPHOCTH B3AUMOJEHCTBHA C KIMEHTOM MPH NHCBMEHHBIX
obpameHnax B KoMnauuio ykasaHsl B NpuaoxeHud 2 k CraHgapry.

3aouHoe o0GCAYKMBAHHE KIMEHTOB IIOCPEICTBOM  BEJEHWA  TedeOHHBIX
NEepPeroBopos ¢ NOTpeGuTeNAMHE — IOPUANIECKHMH JIMIAMU

O6ume TpebGosaHuA K BeleHHIO TeJle()OHHBIX TIEPEroBOPOB

93. TesnehOHHBIE IEPETOBOPEI ARNAIOTCS BAKHBIM 3JIEMEHTOM KOPIIOPATUBHON KyNLTYphl KoMmaHuH.
CHenuamicT, OTBeYAIOMMH Ha TenedOHHBIH BLHI30B HJIH COBEPIUAIONIMA 3BOHKH, (OPMHpPYET
COOTBETCTBYIONHH MMHIUK KOMITaHHH y PEanbHbIX U MOTCHUHAIBHBIX KIHUCHTOB M IAPTHEPOB, HMCM
coneiicTByer yemexy Kommanwu. [aHHsli cnmenuanucT obs3ad cobmofaTh NpaBHNA ITHKETA,
YBAIKHTENHHO OTHOCHTBCA K KIIHEHTY H COXPAHATH caMoobnafaHue B I000#H CHTyaluH.

94. B npouecce 0GIIEHHS caeayeT 06paILaThCs K KIHEHTY TI0 MMEHH M OTYeCTBY U Ha «Bbi».

95. W3-3a ocoberHocTel TenedoHHoON CBA3H CIIELHANUCTY HEOOXOMMO Y€TKO BEITOBapHRATE CIIOBA,
yTOGH! KIIHEHT XOPOIIO HX CIBHIAN K IIOHHMAI. Tene(OoHHBIE NEPErOBOPEI JOIDKHBI BECTHCH I'POMKUM
4eTKUM TOJIOCOM, Pedb JOJIKHA ObITh BHATHOH, 10DpoKenaTenbHOH.

96. CreLnanucTy CIeAyeT cIeIuTh 3a CKOPOCThKY CBOEH pEdH, TAK Kak CHIMINKOM OBICTpas WM
CIIMILIKOM MeJljIEHHAsA pedb 3aTPyAHAIOT obIeHHeE.

97, EcIM CHELMaNHCT HE YBEPEH, YTO NPABUIBHO PACCIBINIAN YTO-THOO B TENEQOHHOM COOGUICHHH,
eMy HeOOXOAUMO NEPECHPOCHTE KINEHTA, BO H30exanne HeNOTTOHUMAHHA.

98. Ilpu OOBILEHHM ¢ KIHEHTOM WHOCTPAHHBIE CJIOBA MM TPO(ECCHOHAIBHBE TEPMHHBI [OJLKHbI
yoTpe6IATHCA CTELHATHCTOM B MEPY H TOJIBLKO B TEX CIy4asx, KOTJa OH YBEPEH B TOM, UTO KIHCHT
MOJHOCTBI0 TOHHMACT, O HeM HAeT pedb. KaTeropHyeckd 3alpellaeTca yHoTpeGieHHe CIIOB-
I1apa3yTOR, HPOCTOPETHEIX HITH IPyObIX BEIPAKCHUH.

99, CneuuatHucT JODKEH OBITh JIAKOHHYEH, HETOK B H3NOKCHUM HHQOpMAlHW, He MONMYCKaTh
NPOAOIDKHTENBHEIX Nay3. TeneoHHbIH pa3ropop NoMbkeH OLITH CONEPKATENBHEIM, HO KPATKHM.

100, Ilpy B3aHMOACHCTBHH C KIHEHTOM CHELHATHCT HE JOJDKEH NPENOCTABIATH 3aBCAOMO JIOKHYIO
nHhopMaHio 60 Ae30pHEeHTHPOBATE KIIKEHTa HHBIMH CIIOCODaMH.

101. EcoiM y crienManicTa HeT TONHOH YBEPEHHOCTH B TOMHOCTH IIEPEABAEMEIX KIIMEHTY CBCACHHH,
eMy HeoGXOAMMO TNepenpoBEPHTE MH(GOPMALMIO MIM TNPEIJIONHTH AIbTEPHATHBHBIM KaHal ece
MIOJTYIEHHA,

102. Bo wu36exanue ciaydaliHoro mpefocTaBicHHs HENOCTOBEPHOH MH(OpPMAlHH CHEHHATHCT HE
BOpaBe KOHCYIBTUPOBATh KITHEHTA II0 BOMPOCaM, TpeOYIOWNM ClleLHaNbHBIX 3HAHMH, BHIXOAALIHX 32
T1ipeensl ero KOMIETERIHH.

103. CrenamucT OOJBKEH YBOXXHTCILEO BEICIYHIATE TOYKY 3pPCHHA KJIWEHTa BHE 3aBHCHMOCTH OT
TOT'0, Pa3AcHsacT OH €€ HJIH HET. He JOIIYCKAETCA ABHO HABA3BIBATE CBOK TOYKY 3PCHUA, HTHOpHPpOBaTh
BBICKA3bIBaHHA KJTHCHTA.

104. Tenetonusiii pasroBop crefyeT BecTH TakuM ofpa3oM, YTODEI Ha BOIPOCH KaXIOr0 KIHEHTa
GBUTH JAHEI OTBETHI, H Y HETO OCTAIOCH MO3HTHBHOE BIedarnenne o KoMnanuu.

Hpasuna coBepilleHUd Telde@OHHOr0 3BOHKA

10S. Tlepen TeM, KaK COBEPUIHTD Tele(OHHBIH 3BOHOK, HEOOXORUMO TILATEILHO MOATOTOBHTHCA:



106.

107.

V.
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MOpANlLHO HACTPOHUTRCS Ha JIeTIoBY10 beceny;
ans cebs uéTko chopMyTUPOBATE 1IENE IPEICTOANINX IEPErOBOPOB;
CIUIAHHPOBATh XOJ1 GECE/IbI, 3AITUCAB BCC HHTEPECYIOIIHE BONIPOCH! Ha Bymare;

NONOXWTE meped cofolf BCce MaTepuambl, KOTOphIE MOTYT HOHAfOOMTBCA BO  BpEMA
OCYIIEeCTBIIEHHs TeNeGOHHBIX NMEPETOBOPOB (IMCTHIE JIHCTHI, PYUKH, HeoGxoauMBie NOKYMEHTBI,

TeneOHHYIO KHIKKY),

aBCTparkpoBaTLCA OT JIMYHBIX NEPSKHBAHHA M HETaTMBHEIX SMOIUMH NCPEN COBEPIICHHCM
JIeNIOBOTO TeNe()OHHOTO 3BOHKA, BEMb TOJIOC BBIAAET HEIOBOIBCTBO HITH arpeccHio, a cobeceJHUK
MOXKET IIPHHATH 3TO Ha CBOY CHET,

BrIGpaTh HauboNee yI00HOE BpeMs /is OCYLIECTBIEHAA OOMECHHA 110 tenedoHy.
Ilpn coBepiUeHUH 3BOHKA HEOOXOANMO:

IPENICTABMTHLCA K COOBIUTE LEh 3BOHKA: «3ppaBcTByiiTe! BaM 3BOHUT (Mmsa coTpyaHHKa H
nomkHOCTE) M3 [asnpom sHeprocOuiT bpaHck.». IIpHBeTCTBHE MEHAETCS B 3aBHCHMOCTH OT
BpEMEHH JIHA, 5T0 MOXeT GrITh «Jlobpoe yrpo!», «/loOpriit AeHb»» AN «J1loOprIii Begep!»;

B clydae OTBETa Ha Teaed)OHHEIH 3BOHOK HE TOIO YENOBEKa, ¢ KEM INIAHHUPOBANOCH BEACHHC
TeperoBopoB, HEOBXOAUMO YTOUHHTE, KOTJA MOXHO OyeT Tiepe3BOHUTD, HO HH B KOEM CITydae
He Bemath TpyOKy: «Ilo3BoJbTe CIPOCHTE Y Bac...»;

YTOYHHTH, MOXKET JIM YENOBEK Pa3rOBaPHBATE B AHHYIO MAHYTY: «BrB1 pacrionaracTe BpeMeHEM
...», «BaM yno6HoO celiuac roBOPHTS ...»;

JIOTHYHO H3JIaraTh H apryMEHTHPOBATH TPEOOBAHHSA HIIH NPSIIOKEHNA N0 TEME TICPETrOBOPOB,;
OTBEUATh Ha BOIPOCEL, 3a/1aRaeMBIe CODECEHMKOM, ACHO M TOHHO;
3AIIHCHIBATE TJIABHEIE [IYHKTHE IEPErOBOPOB Ha Oymary;

B 3aBeplIeHMe Gecennl Mo TenedoHy emé pas O03BYYHTb BCe NOTOBOPEHHOCTH, K KOTOPLIM
YAANOCh NPUHTH C cOOECETHHKOM.

[Ipu BeneHHH Tene(oOHHBIX pasroBOPOB 3aMpeIaeTCA:
’eBaTh UM IIHTh, 00IIAACH HO TEREPOHY,

HAYMHATE PasroBOP CO CJIOB: IIPH OTBeTe Ha 3BOHOK - «Ciymao!»; Mpu COBEpUICHHH 3BOHKA
«Kyna s nonan?»;

MCTIONb30BATh (passl «Bac Gecnokosrt ...», «Bac Tpeoxar...», «tle Morin Osl Byl ...». ['oBopa
yenoBeKy, 4TO BEl ero TpeoxkuTe (BeCriOKOMTE), Yy HEro HEBONBHO dopmupyeTcs
HEKeNaTeNhHOE OTHOIIEHHE K 3BOHKY;

H3BHHATHCA IIEPET cobeceHUKOM 3a TO, YTO 3aHSJIH €0 BPEeMsA, OTPBIBACTE CI'O OTBaXHBIX OCJI.
B sTom cinyydac cobecelHUK H caMm IoaymMacT, YTO JTHUIE ITOTCPAJI BpeMA;

HCIIONB30BATh TPOMKYIO CBS3b €3 KpaiiHel HeoGX0AHMOCTH 1 663 NPeNyNPEXIEHHS A COracH
coBecennmka: «I[103BOJIbTE TICPEKMIOMMTE HANl pPasTOBOP Ha TIPOMKYIO CBS3b, HTOOBI
PYKOBOIMTENE TOXKE MOI IPHEATE y4acTHe B Geceey.

Opranu3anyst CHCTeMbl HHTEPAKTHBHOTO 00CTyKABaHHS

O6ume TpeboBaHNA K HHTEPAKTHBHLIM CEPBHCAM KITHEHTCKOr0 o0CcayKHBAHHA

108.

HnTepaxTuBHOE 0GCTYKUBANME OPTaHM3yeTCs Ha baze:

a) ounuansHoro caiita Kommannn www.elekiro-32.ru;



109.

110.
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b) cepeucos «JIMYHBIH KaOHHET KIMEHTA» JUIA IOPHIAHYECKHX H PU3HUSCKHX JIMIL 1 «MobuIIbHOE

NPHIOKEHHE JUTA (PU3HUECKHX JIHIL;

¢) conmanpHbIX ceteil («BronTakTey, «ONHOKIACCHHKAN);

d) ceppuca «Yar-60T OO0 «["a3npom 5HeprocOBIT bpsAHCK» B MECCEH/DKEPAX.

I/IHTCpaKTI/IBHOC DGCJ’I}’)KHBEIHI/IC BEJIETCH 110 IBYM HAIIPABJIEHHAM!

a) IpeOCTaBICHHE CIIPABOYHOH HHDOPMALIH;

b) yaOBIETBOpEHHE 3aIIPOCOB HA OKa3aHKue/ U3MEHEHNKE YCIIyT.

IlapamMeTpsl Cpe/iHeil IPOIOIKUTENLHOCTH B3aUMO/IEHCTBHA C KIIMEHTOM IPH €ro obpallieHHH B
KOMIIaHHIO TOCPEJCTBOM HHTEPAKTHBHBIX CEPBUCOB OOCIYKHBAHHA yKa3aHbl B Tabnune 1.

111. OcHOBHBIE IPOLECCH] HHTEPAKTUBHOIO 00CTYKHBAHUS TIPEACTaBIICHbI B tabmuue 1.

Tabnuna 1

OcHOBHBIE NPONECChl HHTEPAKTHBHOIO 00CTYKHBANMUS MOTPEOHTEICH

Ne | IIpouecc HHTEPAKTHBHOTO 00C/IyKHBAHUSA HuTepak THBHBIN Cpox HCHOJHEHHST
CepBHC
- B Teuenue 3 aHed co aHs
OO6parHas cBA3b Ha calrTe “ A
4 ornpasieHus obpauieHus. B
[pueM  KOHCYJIBTALMOHHBIX  obpawmenuii | Komnanun,
5 . cily4ac ecnM  OTBET Ha
norpebuTesieil ¢ 3ampocoM  CTPaBOYHOH | 3JIEKTPOHHAA MOYTa,
1. E = obpamenne Tpebyer Oonee
HH(pOpMALIHH, KOHCYIbTaLHi W | JInuneii kabHHET E
= JIeTaNBHOH npopaboTKH, CPOK
pasbiCHEHMH Yepe3 37exTpOHHbIE GOPMBI U | KIHEHTa Hin MoOHiIbHOE
OTBeTa Ha 0OpalieHye MOKET
[penoCTaBJICHHE OTBETA MOTPEOUTENIO TIPHJIOKEHHE,
ObITe [POAJICH, HO He Ooiee
COLMATBHBIE CETH .
yem Ha 10 nHeH
He 6Gonee 20 nmeit co aua
[Ipviem obpaiicHuii 0 BHECEHHH H3MEHCHMHA OTIpaBiieHusl oOpaiieHua B
B JaHHBIC JMIEBOro cyera wium monydennu | OGpaTHas CBA3b Ha CaiiTe | 3aBUCMMOCTH  OT TCMAaTHKH
uH(pOpPMALMM TI0 JIHLEBOMY cdeTy, B Tom | Komnanum, obpamenus. B ciyuae ecnn
o | Hcme CTATHCTHYECKOHW HMH(pOpPMAaIHH, TaKOH | 3JIEKTPOHHAS M04Ta, orseT Ha obpamieHue Tpebyer
" | KaKk: NPUHSATHIE K y4eTy NOKa3aHusa KiauenTa; | JIMIHbIH kabuHer | Bonee JleTallbHOH
NOCTYIMBILHE MJIATEXKH 33 HNEKTPOIHEPTHIO; | Kanenta i Mobnnproe | npopaboTku, Cpok OTBETa Ha
HAYUCIICHUA,  MCIOIL3YeMBIe  KJIHEHTOM | NPHIIOKEHHE obpamierue  MoxeT  OBITh
npubopsl yuéta npouieH, Ho He Oonee yeM
Ha 30 aHeid
v B MOMEHT  COBEPILEHMA
JInyHbIH kabuner v
sanpoca/sxona B JIHuHbIA
3. | ®opMuUpOBaHKE TLIATEAKHBIX JOKYMEHTOB kiuerTa unH MobGuinsHOe
kabHHET KIMEHTa HWIH B
IIPUIOKCHHE
MobOHIBHOE TPHIICKEHHE
. B MOMEHT  COBEpILICHHA
Onnara S7eKTPHYSCKOH SHEPTHH M HHBIX i =
Caiitr KomnaHnuH, sanmpoca/Bxofa B JIHUHBIH
4, | KOMMYHallbHBIX YCIYT C HCIOJIBE30BaHHEM -
L JInuHEIH kabuner | kaOMHET KIHEHTa MWIH B
6aHKOBCKOH KapThbl
KiHeHTa uiu MobwisHoe | MoGuIBHOE NPHI0KEHHE
5 [lpueM  nokasaupit  npubOpOB  y4era | IPHIIOIKCHHE
" | snekTpHUecKOH SHEPTHH ¢ 1 mo 25 uncio Mecdna
OdunHanbHEIH calit
[IpoBeicHHE OIPOCOB KIMEHTOB A OLECHKH
6. KoMnaHHH, 3neKTpoHHast 1o 3 mecsues
KauecTsa o0ciyKHBaHHA S ——

Oduumanbuplii caiit Komnanun (www.elektro-32.ru)

112.1enu cosznanus opuimanbHoro cadta KoMnanuu:




a)
b)

c)
113.
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CO3/1aHNe 6J'IaI‘OHDHﬂTHOI‘O umumka Komnanum, MoBHILEHKE YPOBHA NOANBHOCTH KITMEHTOB,

NPHBIEUEHHE HOBBIX JEOBbIX APTHEPOB, KIHEHTOB M KaK CIIEACTBUE — YBEIHUEHHE 061eMOB
HPOJAAX;
obecrieyenyic BRICOKOTO YPOBHS KauecTRa OOCIYKMBaHHA KIIHEHTOB.

VH(popManyoHHEIE pa3/ensl ohHIUANBHOTO caiita KOMITaHMH BKIIOYAlOT B cebs crnenyonyio

MHbOPMALIO, KOTOPYI0 KoMIaHHs CBOeBpEeMEHHO aKTYaH3HPYET:

a)

b)

d)

g

h)

i)

[OKYMEHTEI, HCOBXOIMMBlE ANl 3AKIIOUCHHs JOFOBOPA IHEPrOCHAGKCHHS (KYIUIH-NPONANXH
(MOCTABKH) 3EKTPHEECKOi SHEPTHU (MOLIHOCTH), NOPAIOK ET0 3aKITI0UEHHS,

dhopMa JOropopa SHEProcHaGKeHHA (KYIUTH-TIPOAaXH (IIOCTaBKH) HJIEKTPUYECKOH DHEPTHU
(MomHocTH), a Takke (GopMa JIOTOBOpA  KYIUIM-NPOAAKH DNEKTPHYECKOH DHEPrHH,
[IPOM3BEAECHHOH Ha O0OBEKTaX MHKPOTEHEPAlHH, PACHOIOKEHHBIX B 30HE NEATEIBHOCTH
Kommnanunu;

crocoGH, MOPAMOK ¥ YC/IOBMA BHECEHHS INATeXeH M0 N0roBOpY JHEprocHabmeHuA (xymn-
mpojiaxy (MOCTABKM) JNMEKTPHUECKOR DHEPTHH (MOLIHOCTH), B TOM WUHCIE 6e3 oIUIaThl
KOMHCCHH;

TIOPANOK M YCJOBMA IIpyieMa INOKa3aHuH MpHOOpoB y4eTa JUIA pacdeToB 3a noTpebIEHAYIO
3NIEKTPUYECKYIO SHEPTHIO H TIOCHEACTBHS BEIBOMA H3 CTPOs NPUGOPOB ydeTa NHOO OTCYTCTBHSA
npubOpoB yUeTa,

NOPSAMIOK PacyeTa CTOMMOCTH 3NEKTPHYECKOH SHEPTHH, TIPEENIbHEIC YPOBHK HEPETYNHPYEMBIX
I{CH U HX COCTABNAIONIAE, TapH(I U JIBTOTH (IPH HATTHYMHE);

rpadbHK B MOPAROK O6CIYXHBAHHSA KIHEHTOR B IIEHTPaX 0GCIYXHMBaHHA KIMEHTOB, apeca u
Teneounl (P HAJMYMM) HEHTPOB OOCIYXHBAHWA IKJIMEHTOB, KATETOpPHH KIHCHTOB
(JOpHIMUECKHE JMIla, HHAMBHAYANBHEIE MNpeAnpuHuMaTeny Hu (wm) Quanueckue THLA),
KOTOpHIE OGCHYXMBAIOTCA B KOHKPETHOM LEHTpe oGCIYXMBaHWS KITHEHTOB, HH(OPMALHA O
TIPEAOCTABNCHHEIX KIMEHTAM KaHalax 3a04HOr0 o6CITy)KUBaHHs 1 PCKUME HX paGoTs,

NOpANIOK Nojadx obpamieHuii, B TOM 4uCNE MPETEH3HH X JCHCTBHAM (6e3peticTBHIO)
KoMmnanuH, CBA3aHHBIM ¢ UCIIOJIHEHHEM JOTOBOPa;

TOPSZOK ¥ CIIOCOGH PETMCTPALHH H aBTOPH3AIHH NONTB30BaTENEH B JIMYHOM KaOMHETE KIHEHTA
(uEGOPMALHOHHON CHCTEME);

BO3MOYKHBIE MOCIELCTBHA HapylleHHs o0S3aTENbCTB MO OIUIATE 3JEKTPHICCKOH SHEPrAH B
BHIEC BBEICHHA TNOJIHOTO H (MIM) 9ACTHYHOTO OIPaHHMYEHHA pEXKHMa MOTpebieHHs
3MEKTPUUECKON  3HEeprHH  (OrPaHMMEHHs  WIH  NPHOCTAHOBJICHHS  IIPEOCTaBIEHHA
KOMMYHAJILEOH YCIYTH MO NEKTpocHabKeHHI0);

HHEIC, HauboJiee YacTO 3a/laBacMEIE BOMPOCE!, BO3HHKAIOIHCE Y KJIMEHTOB, H OTBCTEI Ha HHUX.

114. Tlopsiaox u cofepKaHHE pa3fAenoB KOPIIOPATHBHOIO caitta KoMilaHHy MoOryT OBITh H3MEHEHE] B
3aBHCHMOCTH OT 33IIPOCOB KIIMEHTOB C HETBI0 YIYYUIEHHA Ka4ecTsa oOCIyXUBAHHUS,

Cepsuchl «JInunpiii KaGHuHET KIMeHTa» U «MoOHIbHOE MPUII0KEHHE)

115. Cepsuc «JIuuHbli KaOHHET KIIHCHTAY, coznaracMblii KoMmanuei Ui Kax/0ro KIHEHTa, Kak [
IOPUANYECKHX JIHLl, TaKk H (PUIMTECKUX JML, PEIH3YETCA IOCPEICTBOM ouIHaNEHOro calra
KoMrnianud ¥ fBaAercs YIOOHBIM crmocobOM TIONYYCHHA ONPEJENICHHBIX BHJOB YCIYT Komitanurn
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NOCPEACTEOM  KOMIIBIOTEPH3UPOBAHHBIX  YCTPOHCTB  (IIEPCOHANBHEIE  KOMIIBIOTE, cMaprdon,
nnaHmer) 6€3 MOCeIEHHAA HEHTpa 00CHyKMBAHHA KITHEHTOB.

116. s monydenus goctyna K «JIMuHOMY KaGMHETY KITHEHTa» NPH NCPBHYHOM BXOAC B CHCTCMY
HeoBGXomuMo NpOMTH perverpanmio. Joctym k cepsucy «JIMuHBIA KaOMHET KIMEHTa» Ha cafiTe
KoMIaHuK /15 TOTpeOHTeNeil OTKPBIT KPYIIOCYTOUHO, B 11000H ACHE HEJIETH.

117. Cepruc «MoOWIBHOE IPUJIOKEHHED ABIACTCA yA0GHBIM CIIOCOGOM TOMYUEHHs PU3UYECKAMH
JIMIAMH OTIPEENEHHBIX BUIOB yciyr KoMIaHWH MOCPENCTROM MOGHIIBHEIX YCTpOHCTB (cMapTQoH,
mnaHmet) 6e3 MocelleHns LeHTpa 0BCTyXHBaHMA KIMEHTOB. JIIA MOJydeHMs AOCTYIa K CEpBHCY
«MoBuALHOE TIPHIOXKEHHE» MPH IEPBHYHOM BXOJE B CHCTEMY Heo0X0MHMO TIPOHTH PErHCTpaluIo.
Jloctyn x cepeHcy «MOOHIBHOE TIPHIIOKEHHEY 1A NIOTpebHTENEH OTKPLIT KPYTIOCYTOUHO, B JII0OOH
JICHE HEJIENH.

118. OcHOBHbIE BO3MOXHOCTH cepBucoB «JIn4ubiil KaGHHET KiMeHTa» H «MOGHIbHOE NPHIIOKEHHE
Wi QUAHYECKHX JIHIL!

a) KpYTJIOCYTOYHBIH PEXUM paboThl CEPBHCA, 32 MCKIIOUEHHEM TIAHOBBIX TEXHHUECKUX paboT;

b) nepenasa mokazaHHH = NpHOOpOB  y4eTa  KOMMYHAlbHBIX — peCypcoB, B tdopmare,
MPeAyCMOTPEHHOM CEPBHCOM;

C) IIPOCMOTP MCTOPHH NOKasaHuH npuOOpPOB yueTa 1 OMnIaT;

d) omnata 3a MOTpeGNEHHYIO DIEKTPHYECKYIO SHEPrHi0 M JPYTHE SKMIHMUIHO-KOMMYyHAIBHEIC
YCITYTH ¢ TIOMOIBIO TUTATEXXHOH KapThl HITH HHBIX CEPBACOB GE3HAMHYHOM OTIATSI;

€) HacTpOiKa aBTOIIATEXA,;

f) mpocMoTp MHGODPMAlMM O HAYHUCIEHHAX, HCTODHA COBEPIUCHHBIX TIATEXEH M NEpeaHHBIX
MIOKA3aHHIA, 4 TAKKE TPOCMOTP HHGOPMAIMH O COCTOSHHM PACYCTOB C NIOCTABILMKAMH YCIIYT;

g) IPUBA3KA HECKOJILKHX JHIEBBIX CHETOB K O/HON YHeTHOH 3alHCH;

h) Hanpasnenue 3asABIEHMA Ha H3MCHEHHE, pPACTOPXKEHHE JOTOBOpa sHeprocHabxeHu,
noMnydeHue JAOTIONHUTENRHOTO CONIALIEHAS, MHBIX JOKYMEHTOB U aKTya/IbHOM uHdopmaun,
CBA3AHHON ¢ W3MEHEHHEM, HCTIOJIHEHHEM M PACTOPIKEHHEM JI0I0BOPa;

i) HanpaBnenre B aapec Komnanuu mo6nx obpameHni (B T.4. 3asiBJICHHHN, NpeTeHsuil, jxanod,
GJ1ar0/IapHOCTEH, CIPABOK, HHBIX JJOKYMEHTOB H HE(QOPMALIHH);

j) odopmicHUe DOAIMCKH HA MONYICHHE JEKTPOHHOID NJIATEXHOTO IOKYMCHTA;
k) BHIrpy3Ka NEKTPOHHOM BEPCHH TIIATEXHOTO IOKYMCHTA,
1) nonyuenue HHOOPMAIIMOHHBIX YRENOMICHHH;

m)HalpasIeHue KITHEHTY YBEAOMIEHHS 06 OTpaHNYeHHH HIIH IPHOCTAHOBIICHHH IIPCAOCTABICHHAA
KOMMYHATBHOM YCITYTH 10 3IeKTPOCHABKEHHUIO;

n) OpeAOCTARNEHHE YAAISHHOrO AOCTYNa K MUEMMAJIbHOMY Habopy pyHKImH VHTENICKTYANBHOH
cucreMbl yueta Kommanuu mocpefcTBOM cetd «VIHTepHeT» (AOCTYN NpPEfOCTAaBNfeTcA B
OTHOIICHHH TIPHOOPOB YUeTa NIEKTPHIECKOH IHCPTHH, JHONYILEHHBIX B SKCIUTYaTalMIO MOCIC 1
aupaps 2022 r.).

119. QCHOBHBIE BO3MOXHOCTH cepBuca «JIMUHBIH KaOUHET KIHEHTaY JULT IOPHANYECKHX JIMIL
a) KpYIJIOCYTOYHBIH pexuM paboThl CEpPBHCA, 33 HCKIIOYEHNEM ITAHOBBIX TEXHAIECKHX pabor;

b) HampasieHHe 3aj4BKM Ha 3aKIIOYEHHE, U3MCHEHHE, PACTOPXKEHHE JIOTOBOPa IHEpProcHadKeHHs
(KyIUIH-TIpOJIaKH) 3TEKTPUYECKOH IHEpruu (MomHOCTH) M IONYYEHHE IMPOCKTa JOTOBOPA,
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JOMOJMHUTEIIRHOTO COTMAIICHHAA, HHBIX JOKYMCHTOB U aKTyaHLHOﬁ nnd)opmaunu, CBA3AHHOH C
3aKMIOUCHHEM, H3MEHEHHEM, UCIIONIHEHHEM N pacTOPXKEHHCM JOroBOpa;

¢) mepedaua mokazanmii mpuGopoB ydera B hopMaTe, MPEAYCMOTPEHHOM JIHHBIM xabuHETOM
KJIHEHTA;

d) omnara 3a NOTPEOGNEHHYIO SNEKTPHHECKYIO 3HEPIHIO M JAPYTUE KHIHIIHO-KOMMYHAJIBHBIE
YCIYTH € TIOMOILBIO BaHKOBCKOH KapThl;

€) IPOCMOTp HCTOPHH HAUHCIEHHH H BHECEHHBIX IIATEKEH;
f) monyucHHe M BHIPY3Ka KOIHH NAATEXHBIX NOKYMCHTOB;

g) IPOCMOTP NPOTHO3HEIX H (AKTHYECKHX MPEIENbHEIX ypoBHeH HEperylMpyeMbiX LEH Ha
9NEKTPUYECKYIO PHEPIHIO (MOLIHOCTE);

h) pacyeT CTOMMOCTH DIEKTPHYECKOH SHEPIHK H MOLHOCTH;

i) manpasnenne ofbpamenuii Ha 3aMeHy (YCTaHOBKY, noeepky) mnpufopa ydera HIH
M3IMEPUTEIHHOTO TPaHC(hOpMaTOpa TOKA

j) HampaBIIeHHE KIMCHTY YBEJOMJCHHS 00 OrpaHHYCHHM peXHMa 1I0TpeOIeHHs IIEKTPHIECKON
3HEPruy (MOIUHOCTH);

k) npocMOTp JETANH3ALMM HaYHCIHEHHH IO JOTOBOpPY SHEProcHabXeHHA (KYTIIH-TIPOAAKH
(TMocTaBKH) 3JIeKTpHHueCcKOf 3HepTrHH (MOIHOCTH);

1) wanpapnenue B aspec Kommanuu obpauieHuil (B T.4. 3adABJEHHH, IPETCH3MH, Xanoo,
GIarofapHOCTeH, CIpaBOK, MHBIX TOKYMEHTOB H WH(OOPMALHH) C BO3MOKHOCTBIO NIPOCMOTPA
craryca obpalleHHs,

m) (OPMHpOBRAHHE aHATV3A OTPEONICHHS SNEKTPHYECKOH IHEPTHH/MOLIHOCTH;

n) OTCNEXMBAaHHE JHMHTOB IO JOTOBOPaM 3HEProCHAGKEHHA 3NEKTPHYECKOH SHEPTHH B PAMKAX
44-03 u no 223-@3 115 Gr0MKETO3aBUCHMEIX TTOTpeOHTENCH;

0) IpPesOCTABIIEHHE YAANEHHOTO AOCTYTa K MURHMAIbHOMY Habopy (pyHKLMH UHTEIIEKTYAIBHOM
cHcTeMB! yueTa KommaHuu mocpeacTBoM ceTH «HHTepHET» (AOCTYN NpENOCTABIACTCH B
OTHOILIEHHH NIPHBOPOB Y4eTa HEKTPHIECKOH SHEPTHH, JOMYIIEHHEIX B JKCITYaTalHIO 0CIe 1
auBapa 2022 r.).

120. Habop ¢ynkumuit cepBucoB «JIMUHbIH KabHHET KIHEHTA» H «MOGHARHOE NPHIOKEHHE
onpefensercs Kommanme#l ¢ yderoM (YHKHHOHANEHOCTH HMHBIX CHCTEM HH(POPMAUHOHHOTO
B3aHMOJIEHCTBHSA C KIIHEHTAMH.

121. TIOpSmOK M COJAEpAHHE PA3CIOB CEPBHCOB «JIHUHEIN KxabuHer ximeHTa» 1 «MobunpHoE
MPHIOKEHAE» MOI'YT OBITH M3MEHEHE! B 3aBHCHMOCTH OT 3alpoCOB KJIHEHTOB € HEbI0 yIydLICHHA
KauecTBa 00CTyKUBaHHS.

CounainLHubie CeTH

122. C NOMOILBK COIMANbHBIX ceTeil «BronTakTe» M «OMHOKIACCHHKH» KIIHEHTH MOTYT 3a1aThb
HHTEpECYIONLIHMI BoIpoc B aapec KoMnaHu# 1 OJIYIHTE COOTBETCTBYIOLIYIO KOHCYIBTAIHIO.

123. B coUHaNBHHIX ceTAX KOoMMaHHA NpoH3BOANT HHAQOPMHPOBAHNHE KIHCHTOB IIYTEM Pa3sMEILCHHA
HHpOPMALMOKRKBIX Ny6nukauui o aesrenvuocTn Kommanuy; o cnocobax ommatel; o Tapudax Ha
3IEKTPOIHEPTHIO; 06 aKTYaNbHBIX aKLMAx KoMmIaHuu 1 T.11. HHGOPMaIIHH.
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Yat- 6oTel KoMnanuu B MeccengKepax

124. Yar- GoT KoMIIanuy B MECCEHIPKepaX — 3TO MHTEPaKTHBHBIA cepuc KoMmanuy, ¢ IOMONIBIO
KOTOPOT® POGOTH3MPOBAHK HIPOLECCHI IOJUIEPIKKH H HH(OPMHPOBAHHUS norpeburenci — GHIUIECKUX
JIMIL,

125. Bee mepcoHanbHBIE JAHHEIE CEPBHC NPEACCTABIAET TOMBKO IIPH BBENCHUH HOMCPA JTHUEBOTO
cueTa abOHeHTA.

126. (OcHOBHEIC BO3MOXKHOCT# yaT- boTor KoMmnanumn:
a) mpocMoTp Gajranca IHIIEBOTO CUETa;

b) omnara 3a TOTPeGNEHHYIO 3IEKTPHHYECKYIO SHEPrHI0 H JIPYTHE JKHIALIHO-KOMMYHANBHBIC
yeayTH GaKoBCKOH KapTOH;

¢) nonydeHne HHGOPMAIIHH O Cocobax OMNATLY; O Tapudax Ha 3JCKTPOIHEPTHIO; 00 aKTyaNnbHBIX
aximax Komnannu; '

d) monydenue uHbopMalHH 06 aapecax HEHTPOB OGCIYHBAHHA KIMEHTOB U Apyroit KORTaKTHOH
ungopmaniy KoMItaHHH.

127. Undopmaims i NOIE30BATENEH ¢ MNOPAIKOM MOAKIHOYECHUA K yat-6oty KomnaHuu
pasMelnaercs Ha oUIMATEHOM calite KoMIaHuH.

VI. UudopManmoHHOE B3aMMOACIHCTBHE ¢ KJIHEHTaMH

128. HHGOPMAMOHHOE B3ANMO/ESHCTBHE ¢ KIMEHTAMH MMEET CIIEAYIONIHE GOPMEI:
a) MaccoBoe HHQOPMAIIMOHHOE B3aUMOJICHCTBHE;
b) naauBUAYansHOE HHHOPMAIMOHHOE B3aMMOEHCTRHE II0 3aIPOCY,
¢) IpefocTaBicHHE HHpOpMAIHH No HHHIHATHEE KoMnanuu.

129. Ba30BBI{ MHCTPYMEHT MAacCOBOTO HH(OPMALHOHHOTO B3aUMOJICHCTBHSA C aynuropreit — CMH
1 ouuHaNbHEE caiT KoMnanun www.elektro-32.ru, coufagbHEIE CETH. Maccoroe HHpOpPMALIMOHHOE
B3aMMOJICHCTRHE 3aKII0YAacTCA B pasmenieHEM nybnukaupii B CMM o pestensHoctn Komnamuw,
HHGOPMUPOBAHHY KIHEHTOB 110 BONPOCAM, CBA3AHHBIM C NPOLIECCOM COBITA NEKTPHICCKOH 3HEPIHH
(MOITHOCTH), a TAaKXe PeaIH3allHd HEOCHOBHBIX YCIYT NYTEM pa3sMelleHHs HHGpOPMAIMH B LIEHTPax
06CIy)KMBAHHS KJAMCHTOB MMM Ha OQHIMANGHOM CaiTe www.elektro-32.11, a TaKKe pasMelieHHe
vHpOPMAIIH O NPOBEAEHHH pasHoobpasHpx PR-kammaHui, HANpaBICHHBIX HA HH(OPMUPOBAHHE
IHpokoit 06IIECTBEHHOCTH O ASATENLHOCTH KOMNAHNK, BOSMOXKHEIX KaHalax CBAZH H T.1.

130. HWuausMgyansbHOe WH(MOPMALMOHHOE B3aHMOJCHCTBHE 3aKMIOYACTCS B TPENOCTABICHUH
KOHCYNbTANMi 1o sampocy kiventa, HWHdopmaimsa, wmeiomas TpIMoe OTHOIICHHE K
NPENOCTABNAEMbIM IPAKAAHUHY YCIYraM, JOJDKHA MPEJOCTABJIATECA €My [0 NEpBOMY TpeboraHuI0
BHE 3aBUCHMOCTH OT HH(OPMAIIHOHHOro KaHala ¥ B YRoGHOH Juis rpaxkaaHHHa hopMe.

131. Koncyabrauuy NpefoCTaBIIAIOTCs 10 CIEAYIOUIMM BOTIPOCaM!
a) CPOKH BHIIIOJHEHHS JIEHCTBUH, BXOJAIINX B KOMIIETCHIHIO KoMnanuuy;

b) nepedeHs JOKYMEHTOB, HeOOXOIMMBIX 1A BLIIONHEHMA NeHCTBHH, BXOJAIMX B KOMIIETEHUIHIO
Komnanmu,

C) CTOMMOCTh (lleHa) SAHHMIIEI BIEKTPAYECKOH IHCPTHH, 3 TAKKC HHBIX YCHYT, PCalH3ycMbIX
Komnauuei,

d) KOMIUIEKTHOCTL  (HOCTATOYHOCTE)  NpEACTaBICHHEIX  AOKYMCHTOB, HeoOXOMUMBIX  JUId
BRIIOJIHEHUS JSHCTBHH, BXOASIMX B KOMIIETEHIHIO KoMiTaHwH,
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C) HCTOUHHK IONYIYCHUA NOKYMCHTOB, HeOOXOOHMBEIX AN BBIIOGJHEHHA ﬂeﬁCTBHﬁ, BXOJANIHX B

KOMIIETEHLMIO KoMIanuy (Opras, OpraHH3alis ¥ HX MECTOHAXOKACHHUE);

f) BpeMs rpHeMa H BEIIAYH NOKYMEHTOB;

g) MopAfOK  OKanoBauus  JEHCTBHH (BGe3neiicTBHA) M peuleHHMH, OCYIIECTBIAEMBIX M

NpUHAMAEMBIX B XOM¢ HenoNHerus GyHkimn KoMmanum;

h) HHBle KOHCYABTAllMM IO BOIPOCAM OCYLIECTBICHHA KoMranHeHl OCHOBHBIX H HEOCHOBHBIX

132.

BHAOCB OCATCIBHOCTH.

Iopanok pasmenienus Kommanuedi nHdopmaumd Ha 00OpOTHOH CTOPOHE INIATEXHOTO

JOKYMEHT2 YCTAHABIMBACTCA OTACHBHHIM OPTaHM3ALHOHHO-PACTIOPAJNTENBHEIM  JIOKYMCHTOM.
JlaHHEIE 0 Pa3MEIEHHOH HEQOPMAITHH JOKYMEHTHPYIOTCS, TIOANKAT CHCTEMATH3AINA H aHaJIH3Y.

133. Tlo nunmmaruse KoMIanuy KIMEHTaM PEAOCTARISICTCA B2 THIA HH(OPMALHHI:

a) crnpaBoYHas HHpOpMaLKA,

b) HamoMHUHaHHA/COOBIIEHHS.

K cripapouHoit HHGOPMAIUK OTHOCATCS!

H3BJCYEHNS M3 3aKOHOAATENBHLIX M HHHIX HOPMAaTHBHBIX IIPABOBBIX aKTOB, COACPMKALIMX
HOPMEI, PETYJIMPYIOIIHE AeaTensHoCcTs KoMnanu;

MecTopaciIonoxenye, rpadux (pexum) paGoTel, Homepa TENe(OHOB, ajpeca 3NEKTPOHHON
TIOYTHI LEHTPOB 0OCTY)KUBAaHHA KIHEHTOB, B KOTOPHIX KIIMCHTaM NPECTABIAIOTCA JOKYMEHTE,
Heo6XO0MMBIE IS BBIIOJHEHU AeiicTBHE, BXOAAUINX B KOMIIETEHLIKIO KoMnanuy,;

nopanok obxanoBanns peweHui, neficTeuil WM 6espeHCTBHA COTPYAHUKOB, MCIOIHAIOMINX
JIEHCTBHA, BXO/AIINE B KoMIleTerMI0 Komnanin;

WHAs CIpaBOYHAS WHQOPMAUWA [0 BONpOCaM ocymlecTBieHHs KoMmnanneH OCHOBHBIX M
HEOCHOBHEIX BUJOB ACATEBHOCTH.

K HamoMHHaHUAM/COOOIIEHHAM OTHOCHTCA HH()OPMHPOBAHHE:

134.

O HAJIM4YMHK 33J0/DKEHHOCTH;

0 BBOJIE OTPAHHYEHHI 3HepronoTpebaeHns;

0 BHECEHHH M3MEHEHMii B YCJIOBHA JOFOBOPOR 110 MHHIIHATHBE KoMmanuy;
0 npU6ITHKEHHH CPOKA OIJIATHI 34 IIPEAOCTABJIEHHBIC YCIIYTH;

06 n3MeHEeHUH Tapu(pOB WIH IIPaBUI IPEJOCTABICHHS YCAYT,

HHBIE HAIIOMHHAHME ¥ COODIIEHHsA O BONpOCaAM OCYINECTBIICHHA KomiaHseH OCHOBHEBIX H
HEOCHOBHEBIX BHHOB JCATCIBEHOCTH.

C uensl0 OKaszaHuA KOHCYJIBT&HI/IOHHOﬁ MOOOCPXKH KAHEHTaM Komrmanus pasMeIiacT H

CBOEBPEMEHHO aKTYAJIM3UPYeT B IEHTpax OOCHYXMBAHHA KIMEHTOB HA UHGOPMAHOHHBIX CTEHIAX
CHENYIONLYIO HHDOPMALHIO:

a)

ceeaenns o Komnanun:

nanmenosanne OO0IecTBa;

daxTHecKHit 1 lopraHIecKuit anpec ObiecTBa;
pexuM padoTsl ODd1IECTBa;

dUO pykopoxuTens OOumecTsa;

Tenedon ropaueit nuHuH OOIIECTBE;
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» anpec caiiTa ObmecTsa B ceTH UHTEpHET;

» anpeca caiitoB B ceth HHTepHeT, Ha KOTOpsIX OOWIECIBO B CIyYadX, MPEAyCMOTPEHHBIX
JaKOHOJATENhcTBOM Poccuiickoii Penepanus, obszaHo pasmemarts uagopmauuio 06
UCTIOTHATENE YCIIYT;

b) rpaduk (pexum paboTsl), ampec H TeNePOH HEHTPOB OOCIYKUBAHHA KIMEHTOB;
) mepedeHb IPAXIaH, IMEIOIMX NPABO HA BHEOUEPEHOE OOCIYKHBAHME;

d) ceemenns of opraHaX HKCTIOJNHMTCILHOH BJACTH OCYIIECTBIAIOIIMX KOHTPONB M HAA30p 3a
cOBNIOeHNEM 3aKOHOB M HHBIX HOPMAaTHBHBIX NPaBOBHIX akToB Poccuiickoil @epmepaumy,
PETyIMpPYIOIIMX OTHOWICHHS B OONACTM 3alIMTH NpaE HoTpeOHTEneH (PocnioTpeGHan3op,
IIpoxypaTypa M T.IL), H OpraHH3alMaX, oBECTEeUHBAIOIIMX BEAOMCTBEHHEIH KOHTPONb HaJl
pa6otoit Obmectra (TocyaapeTBeHHAS KHIMIHAL HHCHEKIMS ¥ T.I1.)!

* HaUMEHOBAaHHE OPraHOB, OCYUIECTBSIONIMX KOHTPOJb, & TAKXKE HX TEPPHTOPHAJIEHBIX OPTaHOB
H NIOJpa3selIcHHH;

. HOMEpa TCJ'IG(I)OHOB OpranoB, OCYHIECCTBIAIONIHX KOHBTPOJIb, a TAKXKC HMX TCPPHUTOPHAILHBIX
OpraHoOB H nonpasnenennﬁ;

e amgpeca M rpaduKk pabOTEl OpPraHOB, OCYIICCTBIAIONIMX KOHTPOdh, a TaKkke KX
TEPPUTOPUATEHBIX OPTAHOB U MOAPA3IENEeHHH;

€) MopsAAoK NoJayH ofpalieHuil, IpeTeH3nil 1 5Kanob Ha neHcTByA ObmiecTBa;
f) mopanok M cnocoBBl OMIATEL YCIYT HO JOTOBOPY YHEPTOCHAGKEHHNA, A[peca MECT OILTATHI;
g) NopAnoK, yCNoBHS H cliocoOBI pHeMa MokasaHuil npubopoB yuera;

h) nepeYeHs JOKYMEHTOB, HEOOXOAUMEIX JUlsl 3aKITIOUEHHSA JIOTOBOPA SHEProcHabKe s, MOPAAOK
ero 3aKTIOMEHHA, 4 TAKKE IIOPAJOK [ONYydYeHHA MHQOPMALHM O COCTOSHHH Mpolecca
3aK/II0UEHHS JIOFOBOpPa C OTPEOHTENEM,

i) uEopMAaLHs O 3a04HBIX KaHaNaX 00CnyKHBaHHT,
j) JMBroThl U CyOCHIMM Ha OIIATY KOMMYHAIILHBIX YCHYT;
k) cBeaeHus 0 NMOCHEACTBUAX HapYIEHUsA 00A3aTENIBCTR 0 OILIATE 3IEKTPOIUCPI UL

135. B HACTCHHBIX /HAHONBLHEIX NEPEKHAHBIX CHCTEMAX B LEHTPaX OOCHYXHBAHHSA KIHECHTOB
pasMeinaeTcs cnenyomas HupopManus:

a) CTAHAApPT Ka4ecTBa OOCTYXHBAHHSA TMOTpeOMTeNeH SICKTPUYECKOH OJHEPIMM H  HHBIX
KOMMYHAJIbHBIX YCIIYT;

b) xonuu ceuaerenscts OI'PH, MHH Komnanny;

C) xonuA cepTHGUKATA CHCTEMbl MEHE/UKMEHTA Ka4eCTBa, NOATBEPXAAIOLICTO COOTBETCTBHE
CHCTeMbI MeHemkMenTa OBIecTa TpeOOBAHHMAM CTaHAapTa (P HAMTHH);

d) 3axon Poccuiickoit ®enepanuu ot 07.02.1992 Ne2300-1 «O 3amuTe mpas noTpebuTeneiy;

€) TOKA3aTeNH Ka9eCTBA KOMMYHABHBIX YCIYT, IPEEIbHbIE CPOKH yCTPaHEHH apapHil M HHBIX
HapylleHuii  NOpAZKA  IPCNOCTARJICHH  KOMMYHAIBHBIX  YCIYT,  YCTAHOBJICHHBIC
sakoHONaTeNnbcTBOoM Poccuiickoit @enepalivu,

f) MOPANOK 3aMeHBl/YCTAHOBKH NPHOOPOB y4eTa AEKTPHUECKOH SHEPTHH;

g) pasmepst Tapudos (LIeH) Ha DICKTPHIECKYIO DHEPTHIO VIS HACCIICHHA ¥ IPHPABHCHHEBIX K HEMY
KaTeropuii noTpebuTencH, HOPM INOTPEONEHHA SNIEKTPHYECKOH JHEPrHH, H PEKBHIUTDI
HOPMATHBHEIX IPABOBBIX aKTOB, KOTOPLIMH OHH YCTaHOBJICHEI,
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h) wropmanna 06 ycTaHOBNEHHBIX TapHdax (ueHax), HambaBkax Kk TapudaMm, HOpPMax
noTpebIeHH Ha KOMMYHaIbHBIE YCIYTH B paMKax JIOroBOpa Ha OKa3aHHE YCIyT PKO, u
PEKBH3HTAX HOPMATHBHBIX NIPABOBBIX 4KTOB, KOTOPHIMHM OHH YCTAHOBIICHEL,

i) cBencHUA O MOCNEACTBHAX HECAHKIMOHMPOBAHHOIO BMENIATCALCTBA B paboty npubopa yueTa
NEKTPHYECKOM DSHEPIHH, a TAKke HEROTycka coTpynHdka OGmiecTa B MOMEILEHHE ANA
NPOBEPKM COCTOAHMA (YCTAHOBKH, BBOJA B IKCILIYATAHMIO) MPHOOPOB y4eTa EKTPUUYECKOH
SHEpTHH H JOCTOBEPHOCTH IIEPEIAHHBIX CBEACHAH O TIOKA3AHMAX TAKHX mpuBopoB yHETa;

j) cBeHEHHS O MAaKCHMAJIBHO JIONYCTHMOH MOLIHOCTH npubopos, 00Opy/loBaHHA M OBITOBEIX
MAIIIHH, KOTOPHIE MOXCET HCTIOJIB30BATH TOTPEGHTENb IS YAOBIETBOPEHIS OHITOBBIX HYXC;

k) nHdopmanug 06 06A3aHHOCTH MOTpeSUTENS COOOIATE KCIIONHUTEN0 KOMMYHAILHBIX yCIyT
06 M3MeHCHIMH KOJMYECTRA 3aPErHCTPHPOBAHHEIX IPAXKAAH B JKHJIOM IOMEIICHUH;

1) cBeneHHs 0 HEOOGXOMMMOCTH COOCTREHHYKY HEXMIIOro MOMEIIEHH B MHOTOKBapTHPHOM JIOME
3aKIIOYATs B THMCHMEHHOH (opMe HOTOBOp pecypcocHabxeHus ¢ pecypcocHabxalomen
OpraHu3alHel, a TAXOKe O NOCTEACTBUAX OTCYTCTBHS TAKOTO IOTOBOPA B YKasaHHbIC CPOKH;

m)(opma JOTOBOpa IHEPTOCHAGKEHNS JUIs OTpeGHTCEH.

136. OuHoe MHPOPMHpOBAHME BKIIOYAET B Cce0s B TOM HYHCIE KOHCYNBTALMH CTICHHAIHCTOR,
pasMelenne MHGOPMAIMH Ha AH(GOPMALMOHHEIX CTEH[AX, B HACTEHHBIX /HATIONBHBIX NEPEKHIHEIX
chucTEMax M MOHHTOpaX, PAacllONOKEHHBIX B IEHTPax OOCHyXHBAaHMA KIHCHTOB, PasMCILCHUC
OyKiaeToB H OpOILIIOp, IIIAKATOB.

137. 3ao4HBle KOHCYNBTALHMH IPENOCTABIAIOTCS KIHEHTAM o TeneQoHy M IO IOWTE, B T.4 IO
SJEKTPONHO#M IouTe. 3a0UHbIe KOHCYIBTAIMY TIPEAOCTABISIOTCA KIMEHTY N0 THIIOBBIM BONIPOCaM H
CHTyaIlusM, OTHMCAaHHBIM B JOKyMeHTe «basa 3HaHHH», a Takke MO HWHAHBHAYANLHBIM 33lpOCaM
KJTUCHTOB.

138. MWHTepakTHBHBIE KOHCYNBTALMHM NPEAOCTABISIOTCS KIMEHTY, OTIPABHBIIEMY B Komnaguio
obpamieHue Jepes HHTEPAKTHBHEIE CEPBHCBI OOCITYKHBaHHA.

VII. MOHMTOPHHT KadyecTBa 00C/IyKHBaHHS KJINEHTOB

MOBHTOPHHT YAOBJIETBOPECHHOCTH KINEHTOB

139. B meiasx M3y4eHHsA YPOBHA YAOBJIETBOPEHHOCTH KIHEHTOB KayeCTBOM 00CITY)KUBAHUSA
KOMIIAaHUHM Ha PerynspHOH ocHOBE (ke pexe 1 pas B TOX) NPOBOJUTCS AHKETHPOBAHHE KITHEHTOB.

140. MOHMTOPUHT YAOBIETBOPEHHOCTH KIHEHTOB MPOBOIAT B UEIIX OINPEACTICHASA obnacreit
yNydIieHHs AeSTeNbHOCTH, paspaboTKH M OCYIUECTBICHHA MEp 110 Haubosiee TOTHOMY
YAOBJIETBOPEHHIO TPEGOBaHUA U OXHAZHHH KIHEHTOB. MOHHTOPHHT IIPOBOAAT Ha OCHOBE aHAIIN3a
TronyucHHOM Hu(opMalH 0 Ka9ecTBe 0OCTYKHBAHNA H ACATENILHOCTH KoMIanuu 8 LETOM.

141. TlopAAoK TpPOBEJCHAS AKTHPOBAHMA YCTAHABIMRASTCS OTHENLHBIM OPraHM3AMOHHO -
PacIIOpAAMTENBHbIM J0KyMeHTOM KoMmanuu., Pe3ynsTaThi HPOBCACHHOTO 2HKETHPOBRHHA KIIMCHTOR
JOKYMEHTHPYIOTCS, IOAIEKAT CHCTEMATH3aLMH M aHATH3Y.

142. PecsymbTaThl MOHHTOPMHIA DACCMaTPABAIOT NIpY  TIPOBEJEHHM aHANK3a CO  CTOPOHEL
pykosozcTa KOMNAHHH He pexe OZHOrO pasa B TOJL M CIYXAaT JULA ONPECTCHUA HEeOoOXOIMMBIX
KOPPEKTHPYIOLIMX H NPEAyNpeKAaouyx AeHCTBHH, a TaKke MIAHKNPOBAHUA W BHCAPEHAT MEp JUIA
YIydIIEHHs Ka9ecTBa OOCIyKUBaHASA KITHEHTOB.



32

Tpunoxenue 1

TepMHHEI H onpejeienus, npaMensempie B CTanaapre

Baza 3HaHMii — 3TO CTPYKTYpHPOBAHHAs CHCTeMa HENPEPHIBHO aKTyaIM3HpyeMoH HHGOPMALINH,
oTHocsmeHca Kk aeareasnoctn OQOmECTBa B 4acTH pealn3alyy yCenyTr noTpeduTensIM — PUIHIECKUM
JIMLAM, H HCTIOIB3yeMOH COTpy/AHUKaME OOIecTBa 1518 NOATOTOBKM YCTHBIX ¥ MHCEMCHHRIX OTBETOB
Ha ToCTYTaloNHe oGpauieHHs oTpebuTene — PH3HHECKHX L.

3aounoe oGCAYKMBAHME — OOCIYKHMBaHHE KIMEHTOB 0C3 JHMYHOIO KOHTAKTa € COTPYIHHKAMA
KoMmaBHH, B TOM YHCIE 10 TenedoHy, NOCPEACTBOM HHTEPAKTUBHOTO OOCIYXMBAHHA M HOYTOBOH
NEPENHCKH.

HnTepakTHBHOE 06CHyKHBaHHe — (POpMa 320YHOTO ofcnyXuBaHMA KIHEHTOB C HMCIONL30BAaHHEM
cetn HurepHerT.

HudopMannoHHO-PEKIaMHbIe MaTEPHAIBI — noaurpadgrueckas M(UIHM) TeYaTHas TNPOAYKHHS
(MACTOBKH, 6yK/eTsl, GPOLIIOPEI, TUIAKaThl, GaHHEPL, MYJIETHMEIHHEIH KOHTEHT, HHQOPMalMOHHBIE

CTEHJIBI).

KavecTBo 00CAy»HBAaAHA — COBOKYNHOCTE XapaKTCPHCTHK Mporecca H YCIOBHH 0OCHyXKHBaHHA,
06ecedHBAIOINX YAOBICTBOPEHHE MOTPEGHOCTEH KITHEHTOB.

KMeHT — noTpeGuTeNs 91eKTPHYECKOH SHEPTHH MM MHBIX KOMMYHAJILHBIX YCIyT (ropuavgeckoe
WIH (PM3HYECKOE JMIO) HIH JHIO, HMEIONIEE HAMEPEHWE 3aKIIOYHTR JOTOBOD sHeprocHabkeHus
(xymmm-npopaxn  (HOCTAaBKH) — JNEKTPHYIECKOH — DHEPrHH (MOIIHOCTH),  OCYIIECTBIAIOUINH
R3aMMojieiicTere ¢ KoMmanMeit B paMKaX pealIH3alMM MOcieJHeH OCHOBHBIX M HCOCHOBHEIX BHIOB
LEATeNLHOCTH.

KONTAKTHBIA WeMTp — €auAas LEeHTPAIA30BAHHAS HH(OPMAIMOHHO-CIPABOIHAs cmyx6a,
MpejCTaBIAomas co6oif COBOKYNHOCTs 000pYAOBaHMS, NPOTPAMMHOI0 obecrneuenns, pabOTHHKOB,
MpoleccoB Ay obecredenus 06y uBaH!s KITHEHTOB 10 MHOTOKaHAIBHOMY HOMEPY Tene(Qony.

JIMuHbIH KaOMHET KAHENTA — OTACHBHLIH pasien Ha OQUHHAILHOM CaiiTe rapaHTHPYHOIEro
NIOCTABIMKA WIX B MOOHIBHOM NPWIOKEHHH, rae ofecmeuuBacTCd BOSMOXKHOCTD CO3JAHUA M
VIIpaBIEHHS YYCTHBIMH 3aIMCAMH, oGmena MHGOPMALMEH, B TOM 4YHCHE B LEAX OCYIIECTBICHNA
IOPHMHECKH 3HAYMMBIX JIGHCTBMH, MEXAy KIHCHTOM ¥ TapaHTHPYIOIMM MOCTABIAKOM B
3JEKTPOHHON (OpMe, BKIIOYAs HalpaBieHHE JOKYMEHTOB, cBeIeHHH, 0oOpalieHUH M IOJNy4eHHE
HH(OPMAIHH, TO3BONAIIIHA NPENOCTaBNATE H II0y4aTh JIACTAHIMOHHEIR AOCTYIl K CBEJEHHUSM O
3aKTIOUEHHOM (TUIAMMPYEMOM K 3aKIIO4EHHI0) AOTrOBOpE sHeprocHabKeHna  (KYIUIH-TIPOJIaKH
(TIOCTABKE) DNMEKTPHUCCKON IHEPruy (MOLHOCTH), €T0 MCTIONHEHMM, HHBIM YCIIyTaM, a TakkKe HHOH’
HH}OPMALINH, TIPeJOCTABIACMEIM rapaHTHPYIOIHM 1IOCTABIIHKOM.

Mo6uabHoe MPAAoKeHHe — IporpaMmuoe obecnedenne KoMnanuu, NpeHasHaueHAOE 11 paboThI B
JMYHOM KaGHHeTe KIHEHTA Ha CMapThoHax, IUIAHIIETaX ¥ APYIHX MOOMIBHBIX YCTPOHCTRAX.

Oﬁpamelme — WHOUBHAYAILHLBIE HIH KOJNEKTHBHBIE 3asdBJICHHE, TPEAIOKEHHC, 3aIlpoc, 3adBK4,
HanpaBJICHHBIE KJIHEHTOM B aapec KoMnanuy HIH JOJKHOCTHOTO JIMIIa KoMmnauuu B THCEMEHHOH HITH

yCTHOH (hopme.
OuHoe 06CIyKUBANNE —~ 0OCTYKHBAHHIE KIMEHTOB JIOCPEZICTBOM JIMIHOTO KOHTAKTA C COTPYHHKaMHU

KoMmnanuu, OCYIECTRISNETCS B LCHTpax o6CcnyXHBaHUA KIHEHTOB, @ TAK:KE MOXKET OCYIICCTBIIATECA B
HHBIX NOAPA3NCICHUAX H (HIIH) TEPPHTOPHANBHEIX OTACJIEHUAX Komnanuu 160 NMPHBAECYEHHOTO UM

I7IA 9THX IIeJIeH TPETHETO JIMLA.
Odunnansusii caiit Komnanun — HHGOPMalUOHHEI PECYpC, O0OBEMMHIONINH 10/ O/IHUM a/IPecoM

(noMeHHBIM HMeHeM WiaH IP-azpecoM) COBOKYNHOCT: HNOKYMEHTOB M CEPBHCOB rapaHTHPYIOLIEro
MOCTABIIMKA B HH(pOPMAIHOHHO-TEJEKOMMYHHKAIMOHHOH ceTH «HHTEpHETY.
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HoTpe6urtens (noceTuTens) — ¢M. KiineHr.

Mperensun (xamofa) — obpamende, coaepxamiee #H(OpMANKIO O HEHATEXAIEM HCIIOJTHEHHH
JOTOBOPHEIX 00s3aTenscTs co croponsl Kommanun # (M) TpeboBaHHE © BOCCTAHOBIEHHH
HAPYLIEHHBIX [IPAB MY OXPAHAEMBIX 3aKOHOM HHTEPECOB KIMCHTA.

CMc-coobenne — KOPOTKOE TEKCTOBOE COODIIEHHE, COCTOAIIEe M3 GyKB MM CHMBOJIOB, HaOpaHHBIX
B ONpedeNeHHOH I0CHeN0BaTe/IBHOCTH, [IpenHa3HAYeHHOEe Ul TNepeaadd I0 CeTH NOJABUKHOHN
panuorenchOHHOH CBA3H H PaJIHOCBA3H.

I.IEHT]) oﬁc.ﬂymnnaﬂnﬂ KJMEHTOB — MIoApa3/ie/IeHHE, BPEAHa3HauYCHHOC JNA OCYIIESCTBICHUS OYHOI'O
OGCHY)KHBEIHHFE KJMEHTOBR 110 BoIlpocaM, OTHOCAIIMMCA K JEATSIEROCTH TApaHTHPRYIOIIETO
IOCTABUINKA, H pacnioNIO:KEHHOE B €I'0 30HC AeATCIIBHOCTA.

Yar-60T — pasHOBHAHOCTE [IPOTPAMMHOr0 poboTa 511 MHCHMEHHOTO U (unr) ronocoBoro obeHus ¢
KJIHEHTAMH.



IlapaMeTphl cpeaHe NPoJ0KATEIBHOCTH B3aRMOACiCTBHA ¢ KIHEHTOM

[Ipunoxenue 2

N
w/n HaumeHoBanHe moKasarenn MeToxuKa pacyeTa IMOKA3aTCAA ITepnoa oueHKH @opma 0BCIyRHBAHUA
1 | Cpenpuss AnMTEIBHOCTD OXMAAHHA B OUEPEAN IPH OUHOM 0DpaINESHIH He bonee 5 MunyT ExemMecauHo Qunas
2 | Cpemusaa qauTensHOCTH OGCTYMHBAHMA HPH 0YHOM o0pallieHkH He Gonee 10 MuuyT ExxeMecauHo Ouynasn
KoaddunuesT noTepaaHslX 380HKOB (Yo NMOTEPh) Ha KOTODHIE KIAHEHT He A0XKAANCH
3 bdun P ( pe) P AOKA He Gomee 13 % ExemecagHo 3apunas
orBeTa onepartopa KortakTHoro ueHTpa
CpenHas ANMTENLHOCTS NPEAOCTABIEHHS OTBETa OIEPaTopoM NpH o0paleHMH B
4 pel A% P patop P patll He Gonee 240 cex. Exemecayno 3aouHas
KonTakTHeii neHTp
5 | Aons oxupaomux 0TBETa ONEPATOPA HA IMHHK OoMNee 5 MHHYT He Gonee 5 % Ememecauno 3aoyHas
Exemecauno 3aouHan
6 | OueHka ka4ecTBa 0TBeTa oneparopa KoHTaKTHOTO LERTpa He menee 4 6amnos
7 | JnBTeIsHOCTE NPEACCTABNEHHS OTBETOB HA IHCHLMEHHbIE 00pallleHiA KIHEHTOB He 6onee 30-Tu gueh Exxemecauno 3acuHAL/MHTCPAKTHBHAS




