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3 ¥TBEFX¥OEH U BEEOEH B JEMCTEBWE Mpueazom DenepankHoro areHTcTEa No TEXHHUYECKOMY pe-
MYNAPOBAHKIO M METPOoNOMK oT 25 deapana 2021 r. Ne 98-cT

4 BBENEH BMNEPBLIE

Mpaguna NouMENEHUA HECMOALWe20 cmandapima yemansanakisl @ cmamee 26 @edepansHo20 3aKoHa
om 29 wona 2015 2. Ne 162-03 « O cmandapmuzayuu @ Pocculickol @edepauuus. Mugopmauun of 13-
MEHEHLAX K HACMOALWEMY cmakdapmy nyanukyemcs @ exeaodHoM (M0 cocmoaKLio Ha | AMEAPA MekyLLBao
2oda) UHBODMAYUOHHOM ¥razamene « HayuoHansHse cmakdapmers, 8 ohuyLansRB0 MEKCTY UIMEHENLIT
U TONpasoK — 8 EMEMECAYHOM LMDopMaULIoHHOM ykazamene «HayuoHanskee cmandapmels. B coyyae
MEpECMOMPa (IaMeHsl) LU KMMENs! HACMOAWE20 cmandapma coomeamemeayiowes yaedommasue Bydem
onyfnurkosano 8 Bnuwalies esITYCHE EMEMECAYHO20 UHDOPMaLUONHOZ0 yrazamens sHayuonansHae
cmandapmeds. Coomeememeyiian ukhbopMayun, yeedomaeHue U MEeKCMbl DasMELLEKITICA MakKe 8 LH-
POpMALLIOHHOED cucmanme obles0 NONLI0EANUA — Ha chuyuansoM caldme DedepansHo20 a2eHmMCmas no
MEXHUYECKOMY DESYIUDOERHUN U Memponoauu e cemu Humeprem (www.gost ru)

© CtangapTirpops, odopMneswe, 2021

HacToAWME CTAKOAPT HE MOMET BETE NOMNHOCTEK WKW YaCTHYHO BOCNPOMIBENEH, TMPAMUPORAH W pac
NPOCTRAHEH B KAUECTES OpUUMAnEHOrD MagaHkA Gea paipewenya ©enepansHomD areHTCTEa N TEXHHYECKD-
MYy PEMYNMPOBAHHIC M METPONOMAW
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HAULWOHANbHBLIA CTAHOAPT POCCHMHCKOW ®EOLEPALMWM

Yeryru HacenesHuo
METOOWMKW W3AMEPEHWA KAYECTBA YCN¥YT

Services o the population.
Methods for measuring the quality of services

Data seenedmA — 2021 —06—01

1 OBnacTe NpUMEeHEHWA

HacToawwi cTaHnapT YCTAHARNKMBAET METOSWKM HIMEDEHUA KAYECTEA YCMYT HACENEHWD, XapaKTapuay-
IOLYKME YOOBRNETEOPEHHOCTE NOTPeGUTENeR KaYecTBOM yoryrT.

HacTodwwi cTavgapT pacnpoCTpaHAETCA HA YCNYTM HACEMEHWID, OHASHIBAGMLIE HCNONHWTENAMMA
YCNYT — KPHOMHECKMMI OPraHMaauMAMK, HHOKBKAYANEHEIMKY NPEINDHHAMATENAMK ¥ CAMOIAHATEIMK TRaw-
LAHAMM.

2 HoOpMaTHBHLIE CCbINKK

B HacToAwem CcTAaHOapTe MCNoNs30BaHs6l HOPMaTHEHENE COLIMKKM HA CNegysiUWe CTAHOAPT b

MOCT P 66.0.01 OueHka onkiTa U QENCBCH penyTauuK cybbLexToR NPeanpHHAMAaTENECKOR QeATenNsHO-
cTH. HaunoHansHan cvcTema ctasgaptos. OGWWe nonoxexus, TpeGoRaHuA ¥ PYKOB0OALLWE NPHHLKNSI

MOCT P MCO 2000 CucTemel MeHEHMENTa KadecTea. DCHOBHBIE NONOMEHWA W CNOBAPE

MOCT P MCO 2001 CHcTeMbl MEHEIKMENTS kadecTea. TpeGoRaHKA

MCT P MCO 9004 MeHeqsmedT kadecTea. KadyecTeo opradusaumd. PyKoBOOCTEBO NO OOCTHMEHHIO
YCTORYKMBOMD YCNEXA OPraHuaalneg

MOCT P UCO 10001 Medeg#meHT KadecTea. YI0RNETEOPEHHOCTE NOTRpebuTanel. PexkosmeHgauMu no
NpasunaM NoBeSEHHA GNA OpraHuaalum

MCT P MCO 10002 —=2020 MeHed#MeHT KayecTea. YOOoBNeTBopeHHocTs noTpeburenal. Pykoeoga-
LME YHAIAHMA N0 YNPARNEHAD NPETEHIHAMK B CPraHn3IaLKax

MOCT P MCO 26000 PykopoOcTRO NO COUMANBHON OTBETCTREHHOCTH

MOCT P 50646 Yonyr Haceneduo. TepMUHE W onpegeneHus

MOCT P 52113 Yonyrd Hacenesvo. HoMeRKnaTypa nokasaTenei kaqyecTea yonyr

n pPHMBYaHHE — Mpk NONbI0BAHMK HACTORLLLWM CTaHaapTom LI,I':"HE'E\'.'-'JE\[JEE HO MpOBEPWTE g8 ACTEWE CObUMOHHLIX
CTEHABPTOE B MHBDOPMALKOHHOR CUCTEME 0BWEro NONLI0BAHKA — HE l'_'ll:l‘.l'.J'ILl.IHEIr"_--Hl'_'lF.-I caiTa ¢E,|19|’.'~':1.l'|hHE.’E HrEHTCTEE MO
TEXHWSBCHROMY paryNMpOEaHHARD H METROMNOIHA B CETH HHIE‘FHET MK No ecReroaHoMy V—|¢:U|’."“EL.I~1UHHE MY YEa3aTenn uHa-
UMBHENEHEE CTEHOSPTED, KOTODER -'.'lf'-':l"E.'IId’i\'."E-':IH no COCTORHKMED HA 1 AHBADA TEEYLEM Moda,. | N0 BbIMNyCELAM BEEMBCHY-
HOM MHPOPMALWOHHOM yEa3aTens # HEUWOHANEHLIE CTHHOARTE S 33 1(-:‘:'_.'LIJ|."IL-" ron. Ecnu 2amMeHeH CobiNoHHBIA CTEHOaPT,
HE EOTO A OEHE HEnAaT HMpOEaHHER COLINKR, TO PEXOMaEHOYETCH HCMONLI0EATE .:Eﬁthy'lUiJ.l,Yl{J BEQCHHD 3TOrD CTaHgapTa
C YHETOM BCEX BHECEHHLI B O8HHYHD BEDCHID M3MEHEHWA. Ecnn 3amMEHEH CobINDMHEIR CTaHOapT, Ha KOTOPLIA QEHE OSTH-
POBEHHAR CCLINKA, TO PEEOMEHOYETCA MCNONLIDBEATE BEROWHDY ITOM CTAHOAPTA C YESIEaHHBLIM BEILE MqoM YTESEHOEHMA
{NPUHATIA). Ecnm nocne YTESpHOEHAA HACTORLEN CTaHiapTa B CCBINDHHEIA CTAHOBPT, HA KOTOPLIA 0AHA OETHROSSHHER
COBINER, BHECAHD MIMEHEHWE, 3aTRaMMEAHN TONEEHME, HE HOTOROe 48Ha8 CCRINER, T 3T0 NoNOHEHWE pEKOMEHOYE
NPAMEHRTE Gaz Y4aTa OaHHOM M3MeHaHNA. Ecn CobINOYHLIR CTAHOART OTMEHEH Gea 2amMedsl, TO NoNOHeHME, B Ko Tapam
AAHa CChIMKA HE Hemn, pesoMaH0yeTCH NPUMaEHATE B YalTH, He BATPEMMBAHLERA ATy COLIMEKY.

Wapauue ofuumaneHoe
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3 TepMWHBLI W ONpegeneHnnA

B HacToAwem CTaHQapTe NpMMEesHe s TepMuHe no TOCT P 50646, a Tase cnegyiouve TEpMHHE © Co-
OTEETCTEYIOLWAMIA Of PEOEneHAMK:

3.1 yenyra: PeayneTaT HENOCPEOCTREHHOND BIAMMOOENRCTEMA MCNONHWTENA M NoTpebuTend, a Tawse
coBCTREHHON BEATENEHOCTH MCNOMHUTENA YCNYT NO YOOBRMETRECDEHHID NOTPEEHOCTH NOTPEGUTENA Yoy,

3.2 maTepuaniHas yenyra: Yonyra no yaoaneTeope HUK MaTe puaneso-0eToBRX NOTpeSHoCTe N NoTpe-
GUTENA YCNyT, OKA3aHKE KOTOPOH BKMIOYAET OEATENEHOCTE, CCYLBCTENASMYID NG OTHOWEHKIO K MaTEDHANk-
HOMY NPOOYKTY, B TOM YHCNE NPEOOCTARNASMOMY NOTPESUTanEaM.

3.3 couManLHO-KYNLTYPHAA [HemaTepruansHan] yenyra: Yonyra no yoosneTBopeHrn JYX0EHEIX, MH-
TENNEKTYANBHLIX, ITUYECKMX NOTPEGHOCTEA U NOOASDHAHME HOPMANEHON ¥HIHEOEATENLHOCTH NOTReBUTENRA,
B TOM YMCE NOLAED#aHWE M BOCCTAHOBNEHWE 300D0ELA, AYKOBHOS W (DMIMYECKOE DAIBMTHE NMUYHOCTH, Mo-
BhILUEHWE NPOMECCHOHANKIMA.

3.4 cmelwadHkLIe YENYrA: Yonyrv, NpegycMaTpyealMe OOHOBDEMEHHOE YOORNETEODEHWE MATEpM-
ANEHO-0BITOBRIX M COUMANEHO-KYNETYPHLIX NOTpeSHocTeR NoTpeSuTanel yonyr.

3.5 venonHuTens yonyr: KJpuosdeckoe nuuo (NPEaNpUATHE, OPraskiadua), MHOHBAOyANLHBIR Npe-
MNDHHUMATENE MITA CAMOIAHATEIR TRPAXOAHNH, OXA3LIBAIOLME, NPEONATAH0WNE WMTH MMELWE HAMBEDEHWE OKa-
3aTk YCNyTy NOTpebuTeno.

n pHMBYAHNME — MenonHuTans YCMYr MOsaTt pfoaqavarecs Kax CEpEcHER Opradi3duEiA Mne CeperacHOE
npeanpAATHE.

3.6 notpeBurens ycnyr: uivyeckoe NUUO, NONY4YaOWEe, 3AKA3LBAOWES NWED MMEIOLEE HAMEDE-
HME MOMNYYHTE WK 33K338Th YCIYTY B NWYHBE, DRITOBBIX WNH MHBIX UEMAX, HE CRAIAHHLIX C OCYLUECTENEHHEM
NpegnPUHMMATENLCKDR ABATENEHOCTI.

n pPHAMBYEHHNE — -|-JI,3E5VIE‘IIEH YCAYT MOEET DhiTh 3aKa3I4MK EIMHBHT, MOCTE, NOEYMETaNs, TYPKCT, NacCasEnp,
MOCETHTENL, NEUAEHT, MONLI0BATENE YOMYT, KNWEHT HA aboHeHTCHROM EE\CF:{H{HHHHHP‘.

3.7 kavecTtBo yoemyri: CoBOKYNHOCTE XaPaKTEPMCTHE MK NOKalaTened KadecTea yonyri, onpeiens-

HOLLME 28 CNOCOBHOCTE YOOBNETEODATE YCTAKOBMNEHHLIE WK NPaanonaragMee NoTpedHocT NoTpeduTens.
3.8

YOOBRNETREOPEHHOCTE NoTpedurTensa: BocnpwATke noTpefWTensmM CTENEHW BRINOMHEHWA BT0 OHK-
OaHHK

[FOCT P KUCO 10002—2020, nyHkT 3.4]

3.9 nokazaTenk KaA4eCTBa YCryrd: KonW4ecTReHHan WY Ka4ecTEeHHAA XapakTepMCcTIEa OOHOMD WK
HECKONLEWY CEOMCTE YCMYTH, ONPEdensiowyMy ee crnocoGHoCTE YO0RNETEOPATE NoTpebHocT noTpetuTens.

3.10 ypoReHs KavecTBEa yoryrd: OTHOCHTENEHAA XAPAKTEQHCTHES KAYECTEA YCMyTH, OCHOBAHHAA Ma
CPaBHEHHH DAKTHYECKMX IHAYEHWA NOKAIATENER B8 KAYECTES C HOPMATHUBHBIMK UMK BAI0BLIMK IHAYEHHAMK
ITHX NOKAIATENENA.

3.11 oueHka kadyecTBa ycnyr: OnpegensHie NokalaTensi Ka4ecTsa yoryr C YYeToM O0CTOREDHOCTH
WM TOMHOCTH KOMWYECTREHHEE ¥ KAYECTEEHHLIX IHAYEHUA

3.12 meHepHMeHT yonyr: CHoopOMHHMpOBaHHARA OEATENEHOCTE NO DYKOBOOCTRY W YTIDARNEHAK CEPBAC-
HO#H OpraHy3ayned, HaNpaeNeHHan Ha BeNoNHewke TpeGoeaHni noTpebuTenel yonyr

3.13 okazamue [npegoctasnedre] yonyrd: JeATENsHOCTE HCNONHWTENA yonyrk, HeoBxogusan ona
OGECTIEYEHHA BLINOMNHEHHA YCMYTH

3.14 oBcnysnBanue: [JeATENEHOCTE MCIOAHMTENR YCAYT NPW HENOCPEACTEEHHOM KOHTaKTE ¢ NoTpedu-
TENEM YTy

MNpumedanne — B cooTeeTcTBMM ¢ TOCT P MCO 10002—2020 (nyHET 3.5) obcnysuBavwe npegcras-
nAeT cofioi BaaMMoqefcTEME DPraHKM3aUMK ¢ NOTPEbUTENeM HA BCEX CTANMAX HHIHEHHOM LMENA NPOIYKLMA W
YOIy

3.15 meTon [meToaMKkal HaMepeHUA KaYecTea: CoBORYNHOCTE KOMEDETHD CNUCAHHEL ONEpaLMA, Bhi-

NoNHEHWE KOTOpeIX oOECNeYrBaET NONYYEHWE DEeAYNETATOR M3MEPDEHHWH C YCTAHOBNEHHLIMK MOKAIATENAMA
TOYHOCTIH.
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4 OBwKre NonNoxeHWA

4.1 Ycnyri RBNAKTCA pPEIYNETATOM QEATENLHOCTH CyOLeKTOR NpegnpuHHMaTEnsCKoR OeATensHOCTH
(HOpPUOMYECKMX NKHLY, WHOWBHOYANEHEX NPEANDUHUMATENEA, CAMOIAHATEIX MPAXOAH) HENPOWIBOOCTREHHLIX
oTpacnei.

4.2 BuliGop HAMMEHOBIHWA YCNYr ONA HACENEHMA | MX KOOQOR NO BUOAM IKOHOMWYECKOR OEATENBHOCTH
OCYLECTENARTCA B COOTRETCTEMM ¢ OHWepocCBCKMM KnacchudwkaTopom [1].

4.3 McnonuuTeni yonyr OoMsHe OCYLWEecTRNATE CROK QeATENLHOCTE B COOTERTCTEMN C ORCTEYVIOLNMK
HOPMAaTWUEHBIMIW NPABOBRIMH akTamy Poccuitckoit ©enepauyy M DOKYMEHTAMK N0 CTAHGADTHIALMM, DErYNHpY-
DLW KOHKPETHYR0 COepy yCnyr.

4 4 CyDuexTel NPeanpUHUMATENBECKOR JEATENLHOCTH B cihepa YONyr HeCyT COUMansHyIo OTBETCTaEH-
HOCTE 33 PEAYNETATE KW NOCNENCTEMA CEOEA OEATENLHOCTH cormacHe MNOCT P MCO 26000,

4.5 McnonHUTanam yonyr Hacene v peKoMeHdyeTcs paipafoTats, BHEODHTE M NOAEDHMHEATE B pabo-
YEM COCTOAHMA AOKYMEHTAMLHO OOODPMNEHHYH CUCTEMY MEHEIMMEHTA KauyecTea, oDecnednBakilly cooT-
BETCTBME NPEIOCTARNASMBIX YCNYT YCTAHOENEHHB TpebosanuwamM. B ochoay paspaboTil CHCTEME! SONMHE
BeiTe NONCEeHs TpefosannA 1 noncxedwa MOCT P MCO 9000, MOCT P MCO 9001, MOCT P MCO 9004,
MOCT P MCO 10001, MOCT P MGG 10002.

4.6 Homesknatypy NOKAIATEMNER KAYECTEA YONyr HACENEHHID DAINUYHLIX TPYNN W BUOoE, obecneyrea-
IOLWMX WX CNOCoBHOCTE YIOBNETRODATE YCTAHORNEHHEIE WK NpeAnonaraemMeie noTpebuocT noTpebuTanei k
BOIMOMHOCTE OLUEHKW YDOBRHA KAYECTEA YCNyr, yeTaHaanyeawT cornacko NOCT P 52113 © yweTom cneuxdukn
YEMYT [MATEDHANEHLIE, COLWAMBHO-KYNETYPHBIE W CMELLIAHHSIE ).

5 KpuTepuu oueHKH KavyecTBa yonyr HaceneHHk

5.1 KpuTepHAMH OLEHKM KAUSCTEA OKA3AHWA YCNYT HACENEHWD RENAKTCA!

- COOTBETCTEME YCNyr TPEGOBAHWAM K WX COOepManumo (oELeMy, CPOKaM, K3UeCcTeyY NpenocTaBneHuA),
YCTAHORMNEHHEM HOPMATHEHLIMH NPAR0OBLIMM akTaMu PoccHickol Degepauni, HOPMaTHEHEIMKA JOKYMEHTa-
MK W OKYMEHTAMMW N0 CTAHAARTHIALMMK B KOHKDETHON cihepe YomyT;

- HANWYWE Y WCNOMHWTENA YCNyT KOMNETEHTHOD NEPCOHANa, HENOCPEACTEEHHD 3aN8RCTEOBAHHOID B
OKA3IZHWK YCNYT, AOCTATOUHOCTE TAKOMD NepooHana.

ni.'lld MmedaHie — KoMneaTeHTHOCT: NapcoHana nNpagnonarasaT HanwnydKe y CoOTpyOHAEDE EE\[.'-«':'I}'.'!I-_'«':'IHHH. HKBANH-
DHKBLIAM MM TEEJL\LtIECCHE'-IHIII:-HC';‘I nogroTosxyd | OnNLITa L'IHEUIH. COOTEETCTEY HMLHY "'.J\'.'-Ltll"]'lr-'_'l AeATaEnLHICTH, W CODTEET-
CTENE ﬂp-ﬂ¢E‘55l1UFH.1th M CTEHHSEDRTAM,

- OTEPBITOCTE W OOCTYNHOCTE MHCBOPMaUMK o MCNONHMTENE YCNYT M OKAILIBAEMEIX YCMYTaX;
= HANW4YWE W PYHELWOHMPOBAHKE CHCTEME! MEHSIHMEHTA KavecTea, 0GecneYMBailLed cooTRETCTRIE
NpeqocTaBnAeMeds YoNyr yCTAHOBNEHHEM TpeGoaanuan.

mn PHUMEYaHWE — CHCTama MEHEQXMEHTA KB4ECTEA MOoKeT BelTe l.'E:.JrHEtJHLI,HﬁL}E—HFH Ha J.IUE\LIUH\'_".I'II:HL:.H OCcHOBs
8 YCTEHOAMEHHOM 3880DHO0ATENECTEOM NOpAONE;

- OTCYTCTBME WCNONHUTENA Yonyr (BpUOMHecsMy MUy M MHOWUBEWOYaNsHEX NpeanpuHiMaTensi) B pee-
cTpe HenofpoCoRaCTHEIX NOCTABLLMKDE N0 PEIYNETATAM NPELOCTARNEHWA YCMYT B DAMESX MCIONHEHHA KOH-

TPAKTOSE, 3aKNKYEHHBIX B COOTRETCTEWH C 3aKOHOOaTENLCTEOM,
= HANW4YKWE CNETA W GenoBoi pENYTaUWH Y MCNONHKWTENA Yoy

|-|_’_'ll-1 Me4Y4aHHE — UL‘EHH',' onelTa | J.II':"JI'L'IEUI-:I PEmyTaLHM C'yﬁhE'F'EE- ="[.IE‘J:Ii1[.:.4I-'r1r.-'IH'E.'1I.1\'_'K"_'lI-‘ AsATENLHICTH —
MEMONHATENSA YCNYT PEKDMEHOYETCR NpoBoauTe no MOCT P 66.0.01;

= YOOBMNETEOPEHHOCTE NOTPEBWTENeR KAYECTROM YCIyT.

5.2 OueHky ¥ KOMTPOMNE KAYECTREA OKA3IAHWA YCNYT CledyeT oCyWecTRNATE C MCToNBEI0EAHMEM JKCNEpT-
HEBX W COUMONOrA4EcKHE METOO08.

5.2.1 3KCNepTHLIE METOOLI OUEHKK W KOHTDONA Ka4ecTea OKaIaHWA YCnyri NpelycMaTpUMeaoT nposege-
HIXE CLUEBHEW MCMONHATENER Yoy Ha OCHOBE ONPOCOB M AHANKAA CYHOEHWA PYNOROOWTENEA H MEHETHEDOB,
¢ oOpMNEHMEM NPOTOKONOE, AHKET WHIMK 3KTOR BHYTREHHWK ayOWTOR.

5.2.2 CoUMonoriueckke MeTodsl OLeHEA NPedycMaTpPHERIOT NPOBE0EHHE COLMONOrHYSCky obeneaona-
HIKWA [AHKETMPOBAHWE W ONPOCk NOTPEGMTENER, 3ANKCH B KHWIE OT3LIBOE KW NPEANCEEHWA, WHTEDHET-0TIkIRk
noTpefuTensi) B CEPEUCHLIX ORTaHMIaALMAY C NOCNE0YHWLMM AHANWMIOM NONYYEHHEX GaHHLIX
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6 MeTogukmK HIMEPEHMWA Ka4YeCTBa yCnyr HaceneHWH

6.1 OOHMM M3 KDHTEDWER OLEHKM KAYECTBa YCNYT HACENESHMID ARNABTCA peaKuqa noTpetuTened («ob-
paTHanA CAA3LR ), RENAKWARCA obobWa0WEeR XapaAKTEPUCTHROR NOANEHOCTA W YOORNETRODEHHOCTI NOTREE M-
TENEA KAYECTEOM OKAIAHWA YCIYT.

Cornacwo NOCT P MCO 10002—2020 (nyHxT 3.4} yooRNETRODSHHOCTE NOTReBMTens NpeacTagNAeT co-
GOl BOCNPHATKHE NOTPEBUTENEM CTENEHW BLINOMHEHKA 810 CHUAAHWA. HecMoTpa Ha cyBberTEHLIA XapaKkTep
peakyMy noTpebuTensl, e NOONAKWEACA NPAMOR KONWYECTEEHHON CUEHKE, OLUEHKA KAYECTER YCNYT MOMET
GbiTe rOpPMANMICEAHA K3K COROKYNHOCTE OGLEKTHRHLIX W CYELEKTHEHLIX QEKTOPOR, HA OCHOBE KOTODLIX MO-
ryT GbiTe YCTAHOBNEHE KONMHWYECTEEHHEE JHAYEHHA W KAYECTREHHEIE KDUTEDMHK

6.2 B Ka4ecTBE METOOME HIMEDEHWA KAYECTEA YCNYr B CEPBUCHBEX OPTaHUIALMAY NPUMEHRIOT:

= MAMEDEHHE Ka4eCcTea yonyr no Mogend « SERVOQUALs («KayecTao cepancas);
pACcYET MHABKCA YOOBNETBOPEHHOCTH noTpebuTenel «Customer Satisfaction Index — CSls,
pacYeT MHaeEca NoTpefuTenscKkoR NoansHoCT «Met Promoter Score — MNP S»

6.3 MeToguKka MamMepeHHA KAYecTEa yonyr no mogend « SERVQUAL»

MeToguea HIMepe da KadecTea yoryr no mageny « SERVOUAL » npegctasnaeT coboi yHHBEPRCANEHYW
METOOWEY OLEHKH Ka4YecTEa obCcnyMBaHHMA KMEHHD C TOYKM 3pEHHA noTpebuTened yonyr.

Mpw npusesersy mogend « SERVOUAL » HeoBXoaumMo pelwuMTs 088 OCHOBHBIE 3a0aqd. MNepeas 3agaqa
BEMOYAET BLIABNEHWE CHUOAHWA NOTReEWTENA B OTHOWEHWK YCNYMA, BTORAR — OUEHKY BOCHDMHHMBEMOTD
Ka4ecTEA yonyrv noTpebuTened B KOMKPETHOH CEPRUCHON OpPraMM3alnK.

MeTogurea no mogend « SERVOQUAL» 0cHOBAKA Ha NPOBEOEHHM MAMEDEHMA CHHUOAHWA NOTpeSMTENe:
0T Ka4ecTea obcny®HBAHKA W BOCNPWATHA NOTPE0UTENAMK KaYECTRA (RaKTUYECKA DKAIAHHBIX YCITYT

6.3.1 OueHka BOCNDHATWA KA4YECTEA YCMYT XaDaKTEPWIYETCA NATEI0 NAPAMETDAMM, BEMKOYAKLLIKMA
HMEEANLHBIN CEPBUCY, 8 HMEHHOD!

OTBETCTBEHHOCTE M HAOEMHOCTE CEPBUCHON DPraHnaaumi;

pPEAKLME NEpCoHana;

YEEDEHHOCTE (cnocobHocTs yhesaaTe) nepcolana;

CONepeEsHBaHHE [IMNaTHA),

MATEPHANLHBIE [€OCAIABMbIES | NAPAMETEE CEPEUCHOR ODTaHM3aLIMH.

MpumedaHwe — O4epegHOcTE PACNONOMEHWA AKTOPOR ONPEJENRET WX IHAYMMOCTE, N0 MHEHWAK
natpabnTanad.

6.3.2 OTBETCTREHHOCTE M HAGEMHOCTE CEPBHMCHON OPraHMaIauMy BeIPAMaAETCA B cnocoBHOCT CepaMc-
HOWH OpTaHU3ALMK NPEQOCTARNATE IAARNESHHEIE YCMYTH 0B81LAHHOND YPORHA KAYECTEA CEOEBPEMEHHD, TOMHO
W HE3ABWCMMOD OT 0OCTOATENBCTE B COOTRETCTEMK C NOMENAHHAMM KNUEHTOR M C YYETOM NPMHATLIX cTaHaap-
ToR obCMyHUBAHKA.

n pPAMBYEBHHNE — |-||'_'-.4.‘\1EL'IEN'.4 HAGEXHICTH FENROTCA. HEONedaEWes OOyilEcTAEnaHAE NPOUacca NoKYNEY S8uda-
Bunetoe, GuneTos B TEATH MK r.-'I!.-'!\'_"l:' Yepel B.IIEF'[JUI-HI:I'JI CEpENC, ElI:I\'_"[.!HH H TOMHER NepeaqpacalMA 380HK0E D 3anpo-
CY KNHAEHTAD Kka49acTEeH0e "JE‘EF‘:;'.SFHHHHVIE B PECTODEHE 1 T.MN.

§.3.3 Peakuma ATO CKOPOCTE PEArMPOBAHMA NEPCoHana Ha NoXenadwa W npockSel NnoTpedSuTenei
(OTIBIBYMBOCTE).

I pPAMEBYHEIHHE — n[.}HMI':' PaMH OTABIEYHBOCTH ABNADTCA. CKOPOCTE BRINONBEHAA 33Ka3a noT pebutans, AEEII'J"JKE-
NareneHICTh A NPHEEETNMBEOCTE NapCoHANa, pearMpoeaHe pafoTHHEDE HA NDETEHIMW W J3MEYEHMA rI"JTﬂI':"ElV TEnel U 1. n.

6.3 4 ¥YaepesHocTe (CnocobHocTe yOeM0aTs) xapakTeprayeT cnocobHOCTe NEPCOHANa BeI3HBATE K cebe
OOBEPWE, BOCNPMHUMAEMYI0 NOTREBUTENEM KaK KOMNETEHTHOCTE PafoTHHKA B OKAIAHMA YCIYT

n pPHMEYEHHAE — H-':'|I1L'lI-1MI':"|'.I. OLWYIUEHHAS ERASHTOM cBoeln Bel0nNacHOoTA Ha TEPPUTORDMH OPrEHNIauHE — HWC-
MOMHATENS YOOYT, BH3YaNEHBIE NOKE3aTEnA rI[.}:JLF-EECV-‘.‘nH':IJW!NIH. THKME KaK BHELWHAR BWg nepooHana, 'y-il-1¢-’.‘n|’.'-h-'-':‘l HT N,
BLECORHIA I1|'.'-'.'ltt2":“\'.'\'.'l"-'.‘lh':l.l|l"3.'\'l COTPYOHHEA HI-'y"_:Z-]K_'n_.I-hJ'I A0BEpde KNAEHTAEM.

6.3.5 ConepexyBanme (3MNaTtiA) — 310 CROCoOHOCTE K OKAIAHMKD OCoDorD BHUMAaHMA KamOoMy NoTpe-
GuTeno B Npouyecce oOCMYHWBAHKMA, YYET MMEHHO ero ocobeHHOCTEN, NPOABNEHKE MHOIWEWAYANLHOR 3360Th

0 NOTPEGUTENAK, CTREMNEHHE K NOHWMAHKID KOHKPETHRX NOTPeGHOCTEN (3anpocoB) KAKGOrD KNHEHTa W Me-
NaHWe YOoRNeTRODHTE M.
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MNMpumewanie — -|!JP'P("—_'I[.'-':I.’\'IV FMMETHK ABNHEDTCA YMEHIE [J-':IETIJTHHF-':'I MILACHATECH HA AZbiEa II\'."I[.'*."E\H'E.'IH.
FOTOBHOCTE BRENOMHNTE WHOWEWOYArsHYED I1|'.'-'.'H'.'b‘5}' MCTH OTENA Npy pazMailleHAW B HoMapsa, NpUroTosneqHss B Dape KoE-
TERNA ONA META © Y-ETOM 2r0 ocobsu ENEHWA U T. M. 3MNETWA BRPENAETCA B HENSHWK paDOTHMEA NOATI HA YCTYNEA
ENWEHTY, HIMEHWTE MMM OTRODPEXTHROEAaTE COBCTEEHHEE OBRCTENA, YT00LI KNWEHT OCTANCA QOB0NAH.

6.3.5 MarepraneHee [«0CAIZEMBIE: ) NapaMeTDel CEPBUCHON OpradU3aUMK, a0eRcTRORAHHEIE B Npo-
uecce obCMyMUBAHWA, KOTOPBIE NOTPEEUTENE CNOCOGEH OUWYTHTE ODTaHaMH YYBCTE, BKMICYAINT BHELLIHANA B1g
NpeanpuaTHa, obopyaoRaAHKA, MHTEDBED NOMELLEHWA, BHEWHHWA BT NEPCOMANa, BUO ¥ hOpMAaT peKnaMHo-
MHDODMALKMOHHEIX MaTepuanos (Gpowpe, Beb-calTe, COUMANLHEBIE CETH).

6.3.7 Pacyer ka4ecTea yonyr c npuMeHeHsen Mmogenk « SERVOUAL» npenycmarpyeaeT gea aTana:

= 1-i1 aTan BENIOYAET AHKETUPOBAHME NoTpebuTenel-pecNoHAEHTOR & MCNONBE30BAHWEM GannsHoR wra-
Nt ONA YCTAHOBMEHWA KX OMUIAHWA 0T «HOEaNsEHOM CRPRACAS.

n pPaMBaYaHne — E'.:.:."-pm_'hl SAHEETH Z3BACHAT OT KE-—GHpErHL".& \'.'Li'.'%[:‘hl W BHOa Yonyr HaCanaHwo M CoCTaarnmAlTCA
CNeUNanicTans -:MHHB;J}HEF-‘:‘".-‘IH no K:'r]"lE‘l'.FlE-Y:l.

KonwsecTeeHHoe oxugaske noTpebuTensi oT kavecTea obCnyHUBAHHWA BLIDAMAETCA CPEAHKMM IHaYe-
HUEM NONyYeHHBX Bannoa No peaynkTaTam aHKETHROBIHWA,

- 2-[ aTan BKMOYAET OUEHKY KadecTea oBcnyxMBasus NoTpebuTenAmMU-pecnoHOeHTaMn KOHKPETHOM
CEPEMCHOTO NPEONpUATHMA (ATENLE, FOCTWHMUE), PECTOpaHa, MY3IeA W Op.) No TEM ME BOMpPOCaM aHKEThl C
NPUMEHEHHENM ONA CUEHEW ToW we GanneHol Wrans. BocnpuATHE KOHKDETHOMD NOTPEGWTENA BRIpPAMAIOT B
Gannax.

6.3.8 KayecTeo yonyr cepBACHOR opranuiaduin SO asipadanT hopMynoi

SQ=P-E (1)

rge P — nokasaTenk BOCNPHATHA NOTPeOHTENEM Ka4ecTea yonyr, Gann,
E — nokazaTtents o#WOadna NoTpebnTens oT kadecTea obcnywueada, Bannke

0nA oueHEK MCNONBIYIOT, KK NPAEWN0, CeMUBaNNLEHYID WKANY, r0e kasbii NoTpebuTens-pecnoHgeHT
BLICTARNAET ougHky oT 2 oo 7 Gannoe no KasooMy Bonpocy adkeTs. Opgud Gann coOTReTCTBYET OUEHKE
*OUEHE MNOXO®, CEME GANNOB — COOTRETCTREHHO HOTNHYHDS.

Cpeauuil Bann noxazatens S0 paccyMTHIEIOT ANS KAKO0M0 M3 NATH aMepeHki kavyecTea yonyr Cpea-
HME JHaYenHs SO cyMMUpYIoT ¥ OBNAT HA NATE ONA ONPEOENEHMA CPEOHErD aHa4YeHKA nokazatena SO no
magena « SERVOUALx.

6.4 MeToguka pacyeTta HHOEKCA YOORNETEOPEHHOCTH NnoTpeduTened
wCustomer Satisfaction Index — CSl»

HMnaekc yooeneTROpeHocTH noTpeburenad «Customer Satisfaction Index — CSl» npegctaanseT co-
Dol NoKalaTens YOoRNETEOPEHHOCTH NOTPEGUTENA, KOTODLIA 32BUCHT HE TOMBKO OT XAPAKTEPUCTHK YCIYT, HO
M OT 3HEYWMMOCTH 3THX NapameTpos AnA notTpefuTens. Cxema onpegensHia MHOEKCA YOORMNETROPEHHOCTI
noTpebuTena KaYecTROM YCMYT NDESCTARNEHA HA pUCyHES 1.

i [ ,--""rhqurrm

bk NOTIARMTANA
s

T [oomsol | sommopmion T

L. i

m/' | rereetimenn

:'V-'.'p')"-il'_'l?i 1 — Cxema onpeganaHiyE HHO2KCa YOORMaTelpaHHICTH I1l'_'leEEIVTI':'.IIF EaHacTBOM Yonyr
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6.4.1 [INA H3MepeHHA HHOSKCA YOORNETEOPEHHOCTH NoTpebuTened CS] BelQenAwnT KNO4YeRLIE Napame-
TDhI YCOYT.

K knicyessiM NapaMeTpam yonyr OTHOCATCA CNeNyOWMe XapaKT BPHCTHEM!

- HAOSMHOCTE CEPBHMCHON ODTaMKH3aLMK (NPegnpuATHA), ocobsle yonoBuA oBCAyMBAHMA MK CHAIAHMA
YCNyT;

- pACMoNoOMEHWE CERBMCHOND NPEONDPHATHE,

- CTOMMOCTE YCNY LEHOBAA NOMUTHKA, NPMMEHEHWE CKAOOK W BoHYCOB;

- KA4YECTRO YCryT W obcnymueanya noTpetuTened, B TOM YWCNE NPeA0CTARNAEMEIE TARAHTN NPW OKa-
IJAHMKA YCIYT W PEANM3ALMK TOBApOoE;

- ACCOPTHMEHT YCAYT W TOBRADOS,

- pafioTa NepcoHana cepEMCHOND NPEANPUATHA. KOMNETEHTHOCTE, ONEPaATUBHOCTE, BEXIMBOCTE,

- HANWYHE TEXHAYBCKWX [TEXHONOTMYECHAX ) QOKYMEHTOR Ha YCNYTW, YCTaHARNMERIOLHMX NOKA3ATENM Ka-
YECTEa;

- KpEOWTHAA NMHUA (D6LEM W NEPKUOD OTCPOYKM NNaTewal, KpegWuTHAR MCTOPKUA

- cepeucHoR oBcnywuBadwe noTpefvTenel nocne peanviayuy Tosapa (rApaHTWAHOE M NOCNErapaux-
THiRHDE 0BCNyMUBAHWE),

- MNPUMEHEHWE NPOTDAMM NCANBHOCTA HA CEPEMCHOM NPEaNpPHATHIA

MNocne Beifopa NapaMeTpoR YOMYyT CHEAYeT ONPefeniTe CTEMEHL IHAYMMOCTH W YOOBRNETRODEHHOCTE
KaNOLIM NADAMETPOM C OUEHKDA No gecATHEaNNLHOA Weane.

6.4.2 [INA pacyeTa WHOekca YAORNETECPEHHOCTH noTpebuTenal CS| BuigenamT crneqyouye aTank:

- ONPEAENEHAE W DAHMMPOBAHWE N0 IHAYMMOCTHA KMKYEBLIX NAPAMETPOR YCMYT, KOTOPLIE BNMRIOT Ha
CTEMNEHE YIORNETEOPEHHOCTA NoTRpeGUTeneN;

- ONpEAEnEHue YPORHA YAORNETEODEHHOCTH KaXOLM W3 NAPaMETPOR B OTHEMNBHOCTM;

- MONYYEHWUE KONWYECTBEHHOND NOKA3ATENA, OTPAMAKLLETs MHEHWE 06 YCNyrax, © y4eTomM 3HAYMMOCTH
KaAMAOMD W3 NAapaMeTpos;

- AHANKI paanuYHbLIX Tpynn NoTpetuTenei v cpaBHeHke YICBNETEOPEHHOCTH ANA KAMOO0A MpYyNnk no-
TpebuTenei-pECNOHOEHTOR, YYACTHUKOR ONpoca.

6.4.3 Onpegeneswe HHOEKCA YIORNETROPEHHOCTH noTpeduTenad CS| npoBoOAT Ha ocHoBe ObbLEeK-
THEHBIX M CYDREKTHBHEYX OaHHbix. K Havbonee nonynapHsik cnocobam nomyYeHHa MHOopMagg OTHOCAT-
ca: Bnuy-onpockl NOTpeGWTENER NO pPeIYNLTATAM OKA3aHWA YCNyr; onpockl NoTpeBuTenel ¢ Lenki oUeHKM
0SWeN YOoBNeTEOREHHOCTH, BBOENEHWE (DOKYC-TPYNN KNWEHTOR, CROPMUPOBAHHLIX NO BAMHOMY NDRIHAKY
OTHOLWEHWA K OK33AHHOA yCyre.

§.4.4 [inA onpedensHia KHOeKCa YOORNETRODEHHOCTA NOTReDUTENER NPAUMEHAINT JS8CATH= HNW NATK-
GanneHyio OUEHOYHYID LWKAMY.

PeayneTaTtel CUEMEM KaWECTRA YCNYr CRBOOAT B BOMHYW Gady OaHHbIX, NPUMEPHAA OopMa KOTOROH Npw-
BeOeHa B Tabnyue 1.

TaGnwuuya 1

Mokazarens OuyeHra LLkana ouSEHKM BEEYSCTES YOryT HonmmyacTeo noTpe- CpaaHAR =T

HEHECTER BEMHHOCTH BvTanan-pacnoHs- OLEHKA KaMe- 5l no

[na cTenaHm naTpebia- 1 2 3 4 5 OEHTOR, NPUMHABLLME | CTBAE YCoIyr & KELHOOH

AHAYMMOCTH ] TErA Y4ECTHE B ONpoce Bannax OUEHKE
1 2 3 4 A 5] T B a 10

Pac4eT ypoBHS Ka4ecTea yonyr K_ NposooAT no dopMyne
T e ik LY {2}
roe A — YWCNo NoTpeGuTenai-pecnoHbeHToB, CLUSHHWBLIMX YCNYTY,

K. — OUEHKa Ka4ecTea yonyr, Ganns;
- oBlee YMCno NoTpeSUTeNed-peCcNOMGEHTOR, NPHHABLLMK YYACTHE B ONpOCE.
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PacyeT wHaekca yIOBNETBOPEHHOCTH NoTpeGuTena kayecTeom yomyr CS1 nposogAaT no dopMyne

roe 1, — 4Kcno noTpebuTensi-pecnolIeHToR, OLUEHKMBLLIKK YCIYTY,
K, — ougHra kadecTea yonyr, Ganme.

PacyeTel OCYWECTENRDT NO KAWGOH OLEHKE KaYecTEa YCNyr, 8 1aTeM NPOBOSAT aHANKS NoMyYeHHLIX
PEIYNETATOE.

E npoyecce adan4aa peayneTatos cheqyeT:

- BEIABWTE NOKAIATENW, HAGPABLWWE HAWMBRICLIWE CPEOHWE IHAYEHWA OLEHKKW KaYacTRa;

- BBIBECTH IMNUPHYSCHIAM MYyTEM MAKCHMANLHOE JHadenue CSl W CpaBHnTe ero o hakTHUYeCKMI gaH-
HESMM;

- ONpefenyTe KOMAMEKS MEP N0 YNYYLUEHHIO KA4ecTEa OKAIKBAGMED NOTPEEUTENAM Yoy

6.5 MeToguka pacyeTta MHOeKCa NOTpeBUTENLCKOR NoAnLHoCcTH NPS

WMuaekc notpeduTensckol NoANBHOCTI «Met Promoter Score NPS» xapakTepHayeT roToOBHOCTE MNo-
TpebuTenel pEKOMEHAOBATE CEPBUCHDE NPEONPUATHE ODYIMM NOTPeGUTENAM.

PacyeT nigekca noTpebuTeneCckol NoAneHocTd NPS ARNAETCA MHCTDYMEHTOM BLIABNEHHA CTENEHK O0-
BEPWUA NOTPEGUTENEH K CEPBUCHOMY NPEANPUATHG, OCHOBAHHON HA NUYHOM ONbITE NOTPpebUTENA.

6.5.1 MoTpefuTenaid pasnenanT Ha TPY KATEropHn — QoRyC-rpynne, CEopMMpOBaHHBIE NO BOWHOMY
NPWUAHAKY CTHOLEHWA K OKA3AHHBIM YCIMyTAM. HEMATMBHO HACTPOEHHLIE {dKDHTHEWS ), HEHTDANEHBE W NOAML-
HBiE | ¢ QOBONEHLIES | OTpeGUTENK, KoTopsIE ByYOyT NPOACNXATE HCNONBIORATE CEPBUCHOR NPEONDUATHME (aTe-
Nbe, Kadie, ARTOCEPBKAC WU NMP.) U DEKOMEHA0BATE B0 CKPYMaIOLWHM.

6.5.2 Chop pauHex ans pacyeta NPS OCyWECTRNAKT NPeMMyLLecTREHHD NOCPEOCTROM NPORSaEHKA
AHOHWMHOMD onpoca noTpebuTenait no TenedoHy WK N0 ANEKTPOMHGH NOYTE B 3JABMCHMOCTM OT pacnona-
raemMbix ANS AaHWoil yens cpedeta. [lna pacyeta wHgekca noTpeduTensckoi NnoAnsHocTH NPS npumesanT
DECATHGANNEHYID WKAMY.

B camom cnpoce 3afgaT BCEro ofuvH Bonpoc: « OUSHMTE NO LWKANE oT OAHOMS 40 ABCATH BEPOATHOCTE
TOMD, 4TO Bb NOPEKCMEHTYETE HALLY KOMIAHMIO CEOWUM OPY3EAM, KONMETamM | Gnieakum noasams.

6.5.3 Mo pesynsTaTasm aHoHKUMHOID onpoca noTpebuTenel pacnpeqenawT Ha dosyc-rpynnel M onpege-
NAKT JOMC Ka¥G0A B oBlWeM Yucne pecnoMgeHToR, NPHHABLLWK YYACTHE B ONpPOCE.

6.5.4 Pacyer wHgexca noTpeduTensckol noAnsHocT NPS npoeogat no dopMyne

L—n v
NP3 = —— 100, (4]
N

rge L — 4ucno noAnbHb noTpednTana;
i — YWCMNO HETATHEHD HACTPOBHHE NoTpebHTene;
N — obwee yacno noTpebuTenef-pecnoHIeHToR, NPUHABLLMX YY4aCcTHe B ONpoce.

Mo pesyneTaTamM pacyeTa onpenenAinT YHMcno NCANBHBIX NOTPESHTENER, a TaKe NpoinemMe! B CEDBKC-
HOM OBCNy*MBaHKK NoTpebuTeneid. Ecnv nuaekc NPS uMeeT oTpULATENEHOE UMK BNMIK0e K OTRHUSTENEMO-
MYy (aHEATpaNEHOEY ) IHAYEHWE, PEKOMEHOYVETCA CROYHO BHOCHTE KODPEKTHER OMA HIMEHEHWA YPOBHA YOOE-
NETEOPEHHOCTH NOTpeGUTEeNel, BUAOWAMEHATE MADKETHHIOBYIO CTDATEMWID CEPEWCHOW OpraHuaauid. Yem
Beiwe WHaeke NPS, Tem Bonelwe NOKYRATenai QoEepReT AaHHOR CEPRMCHON OPraHMaaluH.

6.5.5 Metoguka pacdeta uHoekca NP3 npecTasnAeT Nullie YACNEHHOE OTDAMEHHE, HO HE 38T OTReTa
Ha BONDOC, YTO KOHKDETHO He HPABWTCA MNH HPABMTCA NoTpebuTano npd nonyyeHr| yonyr. Takum obpaios,
NpW BHEODEHWW B CepE YOnyr MEeTOOMKM pacueTa whgexca NPS yenecoobpaiHo GONONHATE ONPOC HECKONb-
KMMH COMYTCTEYIMUMMK BONPOCaMK, KOTOPRE 0anyT GONbLIYIO BOIMORHOCTE ONA SHANW3IA NWYHOTD ONBTa
noTpebdTensi

6.5.6 Ha npaktuke B chepe yonyr HACENEHWD PEKOMEHIYETCA NPUMEHATE KOMOHHUPOBAHHOR MaIMBDE-
Hie vugexcor TSl v NPS gna KOMNNEKCHOTD May4$eHna YAORNETROPEHHOCTH NoTRebuTenai n ux OTHOWEeHWA
K YDOBHKD YCIY




rocT P 59362—2021

Budnuorpadma

[1] O 034—2014 (KNEC 2008) OSwspocclAckma KNBCCHBKaTop NPOSYELMA MO BMOAM SKDHOMWYECKOA O8ATENL-
HOGCTH, YTEEQHAEHHER NpUKasos PagepansHOr areHTcTea No TEXHHYSTKOMY pery-
MMpPOBaHNID M MeTponarw of 31 aseaps 2074 ¢ Mg 14-cr

YK 658 .386:006.354 OKC 03.080.30

KnioYeskie CnoBa: yonyrd HACENEHWKD, KPUTEDHW OUBHKM KaUecTBa Yonyr, METooWEM WaMEepEHHa KadyecTEa
YCIYT, YOORNETBOPEHHOCTE NOTReGUTENA KaYeCcTBOM YCryr

Pepaxtop M. Haxusmosa
TexHwHeckwd pagaktop M.E. YWepenxoea
Koppextop PA. Mesmoaa
HomneroTepHan eapoTea EA. Kowdpawosod

Coano s aGop 28.02.2021 Mognucano s nevate 03
¥en. new. n. 1,40

dhopuwar BO=84% FaprwTypa Apwan.
1,26

nu-'.,ll\.'lli?'u.li!!llil H3 OCHOBE JNEEKTPOH AR BE-CUN, NPEOOCTABNEHHOA a3 TYMEKDM CTAHQAPTA

Coagant B aanHiarod nchandadm no Sy N « CTAHDAPTHHGOPM s
LNA KOMANEKTOEaHEN O anLHOMM Wids

e

PHAOM hoHgE cTangapTon

Haxumoscswa np-7, 8. 31, 6. 2
fooru  infoi@gostinfa.ru



