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Mpeaucnoene

Llend 1 npuHunne cTasgapT3auxd B Pocowidceon Sepepaumu yeTavocRNeHsl PegepansHbiM 3aKkoHom
oT 27 nexabpa 2002 r. Me 18403 « O TEXHWYECKOM DENYNWPOBAHKUH S, 8 NPARMNE NPHMEHEHKR HALWOHANBMEIX
cTaHaapToa Poccwickon ®enepaumn — MNOCT P 1.0—2004 «Crangaptisaumna B Pocouidckod feaspaumi.
DCHOBHLIE NONOHEHWAD

CeeneHun o cTaHpapTe
1 PASPABOTAH ¥Yypexaennam sLlenwTp cepTudmEauma yonyr caaams

2 BHECEH ¥Ynpaenessem paseuTuA, MHopMaUmMoHHoro obacneveHra M akkpeguTausy DegepansHo-
o ArEHTCTES N0 TEXHWHECKOMY PeryMdpoOBaHMI0 W METDONOMHK

3 YTEBEPH,OEH WM BBEOEH B OEMCTBWE Mpukazom BelepansHoro argHTCTEa No TEXHWYECKDMyY
PErYNHPOBAHMIO M seTponomd ot 15 gexkadps 2008 r. Ne 1195-cT

4 BBEOEH ENEPBLIE

Muhopurayus of vaMEHeHUAX K HECMOAWEM) cmandapmy nyinukyemcs & axe2odHo L20asasMon Lik-
DODMALLOHHOM YRa2amene «HauuoHansHee cmaddapmes, 8 MEKCHT UAMBHEHUL U NONDasox — & eXeMEe=
CAYMD Ladasasmbix UNTBODMALUOHHBIY FKazamenaxy «Haluonanskeie cmandapmeis. B cnydae nepecyuompa
{Famensr) LU OMMENE! HECMOALEE0 cmMandamma commaamomapowes yeedomnasue Sydem onydnukoeamo
8 EXSMECHYHD L2dagaemon LHBoOMELUCHHOM Yralamene sHayuonansssie cmandapmeis. Coomaamomay-
MOLEA UHDOOMALUR, YeRdoMISHLE U MEKCMsl DAIMEWSI0NICA MAKKE 8 LMD opMaYLDHHOD cucmenme obiyeao
MNoMEI0ESHUA — Ma oiuLUansHoM cadme DedapansHos0 a2EHIMCMEaa Mo MEXMUNeCKOMY DesyUpOsaHLK U
MEMPoNoSUUY & cemu HumeapHem

2 Cramgaptaachopm, 2011

HacToAWMA cTAMOAPT HE MOMET GeiTe: NONHOCTEN MMM YACTUYHO BOCNPOMIBEAEH, THDAMMPOBAH W pac-
MpPOCTRAHEH B KAYECTEE 0HULMaNLHoro waganua Gea paipelweHva PeqepaneHoro areHTCTea No TEXHAYECHD-
MYy DEMYTIMPOBAHHIO M METRONOTHIA

2/8



1.3.2014 [OCT P 53731-2009 Ka4ecTBO ycnyr cBsiau. TEPMUHbI 1 ONpeneneHmst

roCcT P 53731—2009

CopgepwaHue

1 OfnacTe npUMeHse g

............................................ 1
2 TROMUAHE WONMPEIBNBHMA .. 5 v 5o il Crn il e B e i R SR e e et s 1
N T CRMAN o vvocers s s s Tmesrsatnssaiin o s ot Ga TN s A st Wonreaa 1
22 CybuedThl OKS3AHWA YOMYT CBASM . . . . . . oo v e e e om am e e e e e e e e e e e e e e 1
2.3 OBcnysMBaHHE NOTPABMTANGM. . . _ . .ol oo oo o o e T L e e e e e 2
AP Tl T e e ] ey, i T L SO T, . S 2
25 KoHTPONE KAYBCTEA YORMYT CBREM . . - - . . o o 0 o ottt e e e e e e e e e e e e e e e . .2
ANPABUTHEIR YEAZATEME TEPMWAHOB . . . . . . oo o 00 0 v o e s e e e e e e e e e e e e e e 3

3/8



1.3.2014 [OCT P 53731-2009 Ka4ecTBO ycnyr cBsiau. TEPMUHbI 1 ONpeneneHmst

MoCT P 53731—2009

BeegeHune

YoTaHoBENEHHLIE B CTAHOAPTE TEPMWHEl PACNONOHEHE B CHCTEMATHIMDOBAHHOM NOPASKE, OTpAME0-
LUER CHCTEMY NOMATHIA OaHHOR o0NacTH IHAHWA.

Ona ka0oro NoOHATHA YCTAHOBNEH O0WUH CTaHIAPTHI0OBAHHEIR TEQMUHH.

Hanudue KBaapaTHeX CKOGOK B TEDMHHONOMHYEcKOl CTATRE OIHAYAET, YTO B HES BENIOYEHE] OB WK Go-
nee TERMHAHA, MMEDLLWy obLWHe TEpMUHOINeMeHTH. B andaBuTHoM yHazaTens JaHHBE TERMUMHE NDWEE0EH kI
OTOENEHS C YEAIAHHEM HOMEDA CTATEM.

Mp# NpUMEHEHRK HACTOALLEMD CTAHOARTA NPUBELEHHBIE ONPE0aNEHHA MOMHO NPK HEOBX0OWMOCTH W3-
MEHATE, BEOAA B HWX NPOMIBOAHEIE NEHWIHAKY, PACKDLIBAR IHAYEHKA KCNONBIYEMBIX TEDMHUHOE WIANK YEA3 -
Bad 00BEKTE, OTHOCALUMECA K ONPEOEnASMOMY NOHATHID. 3TH HIMEHEHWA HE O0MHHL HAPYLWATE 00bEM 1
COOEDEAHAE NOHATHR, ONpEeqENeHHBY B HACTOALLEM CTAHOADTE.

3a OCHOBHOW YaCThED HACTOALEND CTAMAADTA NPHBELEH anaBrTHLIA YEa1aTenNs TEDMUHOR.
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HAUWOHANBHBIA CTAHOAPT POCCHMMACKOW EOEPALUMM

KAYECTBO YENYIr CBA3K
TepMHHLI W ONpeaensHuA

Quality of communicatien services. Terms and defintions

fara penedua — 201 1—01—01

1 OBnacTe NPUMEHEHWA

HacToAWWA CTAHOADT YCTAHABNUBAET TEDMKHE M ONpE0eneHUA NOHATHA B 0bNacTy yNpasneHya Kadec-
TEOK YCNYT B cohepe TENeKohMMy HAKSLIWA

TepmrHel, yCTAHOENEHHEIE HACTORLLMM CTaHAapToM, 0SAIaTENEHE: ONA NPUMEHEHHA B0 BOEX BUOAX 00-
KYMEHTALMW W NUTERATYDL (MO GaHHOE HaYYHO-TEXHHYECKOW OTPACHK], BXOOALWMY B cihepy paboT no ynpas-
NEHWI0 KAYSCTBEOM YCNYT CBAIM WANK MCNONBIYIOWWX De3yNLTaTR 3TH: paboT.

2 TepMMUHBI M oNpeaeneHna

21 Yenyrv ceasu
2.1.1 ycnyra anekTpocEAIM: YCnyra, 3aKnodanluadcs B npreme, obpaboTee, XpaqHeqdn, nepegase 1 go-
CTapxe COOGLWeHMA ANeKTROCERAIN.
2.1.2 yenyranpucogaMHasmMa: Yonyra, HanpapnesHan Ha yOoeneTeopeHKue NoTpaSHocTH ONepaTopos can-
31 B OPrasv3aumy BIauMoaedcTeMA CaTel aNexTRoCanaM, NEW KOTOPOM SOoNKHE BuiTe oGecnaqeHsl yeTaHoa-
NEHWe COBOMHEHMA W Nepefada WHDopMALMKM MesOy NoNsIosaTenAmMd BIAUMOSEACTEYIOLWKY CeTEeR
ANEKTPOCER3NA.
2.1.3 ocHoBwan [Gazopan] yonyra anekTpocEAan: Yonyra, onpeaenfaemMan OCHOBHLIM HAZHAYSHNERM CNyH=
Gkl INEKTEOCAEAIM U NPEIOCTABNAEMAA NONLIOBATENK NDH KAEL0M ero obpawern K cnyxie anekTpocasau.
2.1.4 pononHATENkLHAA yonyra anekTpoceaan: [oban yonyra anexkrpocesan, NpeaocTaansemMan cnymbon
(MM CETBID) ANEBKTPOCEAIM B AONONHEHWE K 88 OCHOBHORK [Ba30soi] yonyre (MNK YoyraM) 3nexTpoceain o=
MACHD ABHO BLIPAKMEHHOMY 3aNPOCY NONEI0EATENA.
2.1.5 TpagHUHWOHHLIE YCMYrd ANEKTPOCEAIK: YConyrd, NpedocTaBnAeMsEe CNOMHBLLMMKCA W WHPOKD pac-
NEOCTRAHEHHLIMHA CNy+=EamMK ANeKTROCAAIM.
2.1.6 yHMBEPCANLHLIG YCNYTHCBAIM: YCNyri CBRAM, OKA3AHWE KOTODEIX NoGomMy NONLI0BATENKD YCMyT can-
3K Ha Boel TeppuTopru Poccrickol Pegepauy B 3a0adHBI CRoK C YCTAHOBNEHHEIM KAYECTBOM ¥ MO gOcTyn-
HOW UeHe 0DR3aTeNnLHo ANA ONepaTopos YHWEEDCANBHOMD OOCMKMBAHWA.
2.1.7 3akaz wa yonyry: Joropop Mewy NoTpebuTensmM W MCNONHWTENEM YOI, ONpegenmiowibin KpHOH-
HECKWE, IEOHOMHYECKME W TEXHWYECKHE OTHOLWEHWA CTOPOH.
2.1.8 pelynsLTar yonyrk: PesyneTaT ASATENLHOCTA NPEAnpUATHA, OpraHdIauvd Wnd WHOMBWOYAanLHOoro
NPeJNPUHYMATENA N0 OKAIAHWI0 YCIYIH, HANPARNEHHDA HA YAOBNETEOPEHWE COOTRETCTBYIOWENA noTpebuoc-
TH NoTpebKMTena.
219 okazanue [npepocTaBneHue] yonyr anexTpocBeain: [JearenbHocTs MCOONHMTENR YCIYTW N0 NpUe My,
obpaboTke, xpadeHn, NepenayYye W AocTaske ool eH i INeKTPOCEAaN.

2.2 CybBLexThl OKazaHuA Yyenyr cBAIM

221 MenonHWTENL yenyrk: NpeanpuaTyiE, OpraHkIauqs Wk NpegnpHHUMaTenk, oKassiBAI0WKWE Yonyry
NoTpeGUTamo.

WanaHue ofHUMaNbHO®
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222 noTpaGuTenk Yenyrv: TUIKNYackos WNK KPWAMYECcKDe NIALD, NONYyHaWEs, JaKa3sBaILIEE MK WMe-
HOLEE HAMEDEHIRE NOMNYYHTE MNW 33K33aTe YCNYry Ana cobCTReHHEIN HyH.
223 oneparop cBAaM: HJpMOMYECcKOE NAUD WNH HHOWEMOYANEHEE NPEONDHHHMATENE, OKAZEIBOLMA
YCMYTW CEAIM H3 OCHOBAHHWK COOTEETCTEYHWEH NALEHIMH.
224 abowenT: [Monsacaartens Yoyl CEAIM, CKOTODEIM 3AKNI0YEH OOroBop ob OKazaHWK TAKKE YCNyr NpH Bel=
Oenaqdd AnA 3TWX Wened abGoHeHTCKOr HOMEDa MNK YHHEANLHOMD KOO MOeHTHEMEALWA.
225 nonLioBaTenk YCNYr CEBAIKW: DUIHYECKDE MK I0DHGUYECKOE NHULD, 3AKA3LIBAMMLES WKW MCHONbIY-
FOLLLEE YOMYTH CRAIN.

2.3 OBcnyswwBaHue noTpebuTenai
231 obBecnysMBaHWe NOTPEGMTENA YCAYMH CBAIW: [8ATENEHOCTE WCNONKWTENA YONyTA CBRIKM, OCYILE-
CTENAEMAA NEH HENOCPEOCTREHHONM KOHTAKTE C noTpedrTenam aTol yonym.
2.3.2 metog [cnocod] obcnyxueanna noTpebuTened: Mertog [cnocol] peanvaauguy noTpebuTenam npo-
OYELMH, OCYILSCTENEHWA ORraHuIaLuoHHbIX MEDONDMATHA B NpOUBCes NPEOOCTARNEHWA YOIy T
2.3.3 dropma oBcnyXMBAHWA NOTpeGKuTeNned: PasHoBuaHOCTE MW coYeTadkne MeTonos [cnocotoa] obony-
WHBAHWA NOTREbUTEned.
234 ycnoBwA oScnywWBaHMA noTpebuTenaid: COoBOKYNHOCTE (DAKTOROR, BOAOSACTEYIOWMY Ha NoTpEDk-
TENA B NPOUSCcCe NPegoCcTABNEHUA YCNYTH.
2.3.5 ppemA obcnyxueadHiA noTpebutened: [Nepiol BPpEmMEHK, B TEYEHNE KOTOPROrD NOTREDWUTENE BIaM-
MOOERACTEYET C MCNONHWTENEM YCMYTM.
2356 npaeuna oBenyxnBadHuA noTpedurenad: JOKyMEHT, yCTAHABNWMBAKLLMA PEIMAMEHT W YCNoous ob-
CNYRWUBAHWA NOTpeDUTanel M COOepMALLMA COOTRETCTEYIOLWWE TPEGORAMWA M HOPMEL,

2.4 KavecTeo yCnyr CEAIM

24.1 Ha4yecTeO YCNYr CBA3M: CTENeHb COOTEETCTEMA NPWCYLLIMK YCNYTaM CBAIM XapakTeprucTiy Tpeboaamis-
AM, YCTAHOBMNEHHLIM HOPMATHEHEMHA OOKYMEHT M.

24.2 KayecTeEo ODCNYHWBAHWA NONBIOBATENEA YCNYT CBAIH: COBOKYNHOCTE IROHOMMYECKNMY, COUMank-
HEIX 4 ARYTHX NOKa3aTenad (NapaMeTpoR Yenyr CEASK), OUSHUBARMBIX C NOIMUKK NONBI0BATENEA W XADaKTe-
PHIYROWME CTEMNEHE MX YOOBNETECDEHHOCT KAYECTEOM 3ITHX YCITYT.

24.3 KavyecTEO paboThl CETH INEKTPOCEAIM: CORBOKYNHOCTE NOKa3ATENERN [NAapaMETRoOR CETH INEKTPOCER-
3W], XApaKTepUayIoWKME KIYECTEO NPOMAIBOLCTES YCNYT ANSKTROCEAIM HA PAINWYHEIX YYACTHAX CETH W NO CETH
ANEKTROCEAIA B UENomM (oT aboHenTa g0 aboHeHTa) B COOTRETCTEMA C TEXHHUYECKHMH TREDoBaHMAMK K obopy-
OOBAHAK W KAHANAM COA3IM, 3 TAKKE YDOBHID TEXHWYECKDW IHCNMYaTaUnd 3THX CPeaCTa.

2.4.4 ynpapneHWe KA4ECTBOM Yonyr cBA3n: [eATensHocTE MCNONHUTENA YCMYTH N0 YNPasnesuid yonyTa-
MIA CRAZM, HANDABMEHHAR HA BLINGMHEHHE TPEGORAMWA K MX KAYBCTEY.

245 obBecnedyeHWe KAYBCTEA yCNyr cBAIM: [JeATensHoCTE HCNONHKTENSA YCNYIA, HANDARNEHHAA Ha coana-
HHE YEEDEHHOCTH, YTo Tpebosanua K kavecTay ByOyT BEINONHEHS.

246 cHCTEMA YNPARNEHWA KAYSCTROM YCNYr CBAZKH: COROKYNHOCTE ODMaHWIALMOMHOA CTRYETYDRI, OTRET-
CTEEHHOCTH M NONHOMOHMA NEpCoHana, Npoueqyp, NPOUSCCOB U PECYPCOR, OOecneYnBanw Ky OCyWecTane-
HWE YNpAaBNEHHA KAYECTROM YCIyT.

247 ypoBaHbL KAYECTREA YCNYIH CBAIW: OTHOCHTENLHAA XADAKTEDWCTHEA KAYSCTEA YCNYTA CBAIM, OCHO-
BAHHAA HA CPABHEHKM RAKTHYECEHX IHAYEHWA NOX3aTENed 88 KAYECTEA C HODMATHEHLIMK IHAYEHHAMM ITHX
MoxalaTansd.

248 cranaapT KadecTBa Ha yoenyry: CTradfapT, yCTaHaBRNHEa WA Tpebosanna, KOTopRiM A0/TEHa YO0e-
NeTEopATE YCNyTa C© Wensi ofecneynTe COOTERTCTENE B8 HAIHAYEHHIO.

24.9 npaEKna oKalzaHuAa yenyr: JokyMeHTs, yCTaHasn|ueaktU#e nopaaok, cobnioagHue KoToporo Heoshxo-
OUKO ANA BREMONHEHKA KE3RMX-NME0 OSRCTEHR NPH OREIAHAA YCMyTH.

2410 nonoweHua: JOEyMEHTE, CONETAIOWMWE NPABKNG W HOPMbL.

2411 vmHcTpyKUMK: JoKyMeHTs, ONpeaenaolmMe NoCHenoBaTeNLHOCTE W TEXHOMOMAK BeINCNHeHHWA paboT
MpH OKAIAHMM Yy,

2.5 KonTpons xayecTea yonyr cEBAIM

251 ousHka KayecTRa yenyr ceAzn: Onpefeneuye NokalaTenaid KAYSCTEA Yonyr CBAIW C y4eToM O0CTo-
BEQHOCTH WANK TOYHOCTA EONHMYBCTEEHHEIX 3HAYEHHA.

2.5.2 WoHTpOns KavecTea ycnyr ceazu: [popegedHse NPOBEDEM COOTRETCTEWA NOoKalaTened KaqecTea
YENYT CRA3KM YCTAHOBNEHHEIM TReboBaHuAM.

2
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253 HopmaTHEHan Gala kavecTBa yenyrn: CoOBOKYNHOCTE NOKAIATENEH KAYECTRA YCNYTA, WX DerNameHT-
PYROLLMY IHAYEHMA 1M METOOOR MCNBITAHMA.

254 MeTOAMEA KOHTPOMNA KAYSCTBA YCNYr: YCTAHOBNEHHAR COROKYMHOCTE ONEpalyMid 1 NpasXn onpeaena-
HWA NOKAZATENeA KA4ECTES W NPOBEDKM COOTESTCTEHA 0DECNeYMBAEMEIX B CETH CEAIM HaYeHKi NoKasaTenai
KAYECTEA YCTAHOBNEHHEIM TReGoEaHuAM.

2.5.5 nokazatens Ka4YecTBa yonyrv cBAaM: KonuuecTBeHHaA XapakTepucTHka NoTpeduTenscEore CBon-
CTEA YCNYIW CBAZM, NOABONAKLLAA JABATE OUEHKY BRNONHEHWA TRE0OBAHKA K YCNyre CRAIM M OXUAAHMA No-
TpebuTEna.

2.5.6 ayOWT KadecTEA yonyr ceAaM: [poBefedne HEIaEWCHMOR QOKYMEHTHDOBAHHO N NPOBEDEA COOTBET=
CTEHA NOKA3ATENSA KAYBCTEA YCIYT CBASK YCTAHORMNEHHEM Tpefopanuan.

2.5.7 ceptrdmKauma yonyr ceazn: Popma OCcylecTENASMOTS ORTAHOM No CEPTUHMEILMA NOATESRHISHNA
COOTBETCTEBHA YCNYT CEAIW TPEGOBaHWAM, YCTAHGANEHHLIM HOPMATVBHLIMKA O0KY MEHTAMH, UMK YCNOBWAM 00-
rogopoa.

258 cHCTeMa cepTAgHUKALLIAM YCNYT CBAIM: CoBOKYNHOCTE NPABAN @yHKLWOHKPOBAHKA CHCTEME COPTH-
fHEALMK, NPABKUN BRNONHEHWA £aboT no cepTuduEaLKY YCITYT CBAIW, 3 TAKHE 88 YYaCTHHECE.

259 oprad no cepTHUHALKK Yenyr cBAaM: Oprad, NpoRCaAWMA CEPTHMESLKHI YCNyr CBAIMW.

2.5.10 akkpsgWTauuvA oprada no ceprudEaumK yenyr ceaan: lNpousaypa, NoCpeacTeoM EoTopoR ynon-
HOMOYEHHBIA ONA NDOBEEHWA SKKPEOUTAUMK 0prad OdHLMANEHD NPHWIHAET NPEABGMOYHOCTE Opraga no cep-
THEOMESLMN YCIYT CEA3N BhINONHATE KOHEDETHES patoTe.

2.5.11 aHAK COOTBETCTEMA: 3apPErMCTPMDOEAHHEIA B yCTAHOBNEHHOM NOPROKE IHAK, CNYXALWME 0NA WHpop=
MUPOBAHWA NOTPESUTENEHE NO NPABMNAM KOHKDETHOR CUCTEMB! CEPTHOMKALMKA O COOTRETCTEHMH CepTHEHLM-
POBAHHOW YCNYTA YCTAHOBNEHHEIM Tpebosannam.

AnNaBMTHLIA YKAIATENL TEPMHUHOB

ABOHEHT 2.2.4
BEKEPEHMTALWA OPraHa No CEPTHgHEALWN YCNYT CEAZM 2510
AYAHT HAYECTEA YCNYT CEAZH 256
Ha3a KAYEeCTEA YEAYIH HOPpMATHEHAR 253
EpeMA oBcnyEHEaHEA noTpebiTensd 235
IAKAI HA YCNyTY 2.1:7
IHAEK COOTEETCTEMA 2511
HHETPY KL HA 2411
HEMOAHWTENE YEAYTH 221
KasecTED pafoTel CETH 3NEKTPOCEAZM 2.4.3
KAEYECTED oBCNYHMMBAHMA NOALIOBEATENEH YENYT CEBAIM 2.4.2
KAYMECTED YCMYr CEAIM 241
KOHTPONE EAYECTEA YCNYT CEBAIM 252
meTon obcnysMBaHus noTpeBurensi 232
METOAHHAE KOHTRONA KAYECTBA Yonyr 2.5.4
ofecneyeHne KAYECTES YENYr CEATH 24.5
ofcnyEneasse noTpeduTens YEnyrd CBATH 231
OKAIAHWE YCNYr 3NEKTPOCBAIM 218
onepaTop CEAIM 223
OPEraH No CepTHEMKALHA YCNYT CBAIW 250
OUBHKE KAYECTES YCNYT CEAZH 251
MOKAIATENE KAMECTEA YCNYri CEAIM 255
MonGEeHHA 2410
NoNE3IOBEATENL YENYT CEAZH 225
neTpedMTens yenyra 222
NpaEWuna OKAZAHKMA YyoIyr 2.4.8
npagMna ofcnyKHBEaHHA noTpeduTeneq 236
MpenocTaBneHe Yoy r 3aNeTpocERIM 2.1.8
PEIYARTAT YENYTH 218
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CEPTH HRALWA YENYT CEASH 2587
CHETEME CEPTHPMEALMA YENYT CERATH 258
CMCTEME YNPABNEHWA HAMECTEOM YCNYT CEAIH 248
cnocol oBcnysseadHa noTpebuTensn 232
CTAHOAPT KA4ECTER HE YNy 2.4.8
YNPAENEHHE HAYMECTEDOM YCNYT CEAIM 24.4
YPOBEHL KAYECTER YECNYrA CEAIN 247
yenoeuA oBenysEMBaHHA noTpeBuTen sl 23.4
YENYra NpUcoequHEeHHA 21.2
YCNYra 3NeHTRoCEAIN 2.1
YENYyra anedTpoceAan Bazoean 2.1.3
YCNYra 3NeHTPOCEAIM AGNONHMTENLHAR 21.4
YENYra 3NeHTPOCEAIN OCHOBHEA 2.1.3
YCNYrH INeKTROCERZIM TRAAMUMOHHEIE 21.5
YCNYrd 3NeKTROCEAZH YHUBEPCANLHLIE 218
thopra oBENYHMBEHHA NoTpebuTenan 233
YOK 006.1:654.01:658.64:006.354 OKC 03.120.10 T59

Knioyeakle cNOBa; YCNyrd CBAIN, TEDMUHEl W ONpELEneHind, CyTkLenTs oHasaHua Yoy caAad, oGcnymuBaHne
noTpebrTened, KaYecTEC YCNYT CBAIM, KOMTPONE KAYECTEa YCNyT CaAau
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