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MHCTUTYT cepTudmkaumm= (OAD «BHMIAC)

2 BHECEH TexHM4ecidM EOMWTETOM NO cCTaHgapTH3adud TK 076 «CHCTaMibl MEHSIMMEHTA

3 ¥TBEP#OEH W BBEOEH B OQEWCTBWE Mpukazom CenepansHoro aPeHTCTEA N0 TEXHWYECKOMY
DEMYIMPOBAHMIO 1 MeTponorid o1 11 moHAa 2014 r. Ne 534-cT

4 BEEAEH BMNEFPEBIE

Mpasuna npuMeraHLts HacmoAwesa cmaxdapma yemasoanewsl @ FTOCT P 1020712 (Paadan 8).
Hughopmayua 08 USMeHEHURX K Hacmorweny cmardapmy nyBnukyemcs & exes0dnom (M0 COCMORKLIG Ha
1 Aanaaps mesyuweso 2odal ungbopMayUoHHom Yrazamene «Hauuosanessle cmandapmeds, 8 oghuLUamsHsi
MEKEM UIMBHEHULD U MONDSE0K — 8 GWEMECAYHOM UHDOpMAUUONHOM YHazamene «~HauuoHamsHbe
cmandapmeis. B coyYae  nepecMompa [3aMedkll Uy oMMEdsl | HACMOoRWEeso  cmandapma
comeamomayiowes  yeedomnesue Opdem onylnuxkogaxe & GnuwalluemM GENYCKe EXSMECAYHOS0
uHbopaygUoHHO2D  Yadamans  «Hayuodanehse cmandapmes. Coomeememeyiowan  uhopsanLs,
yeedomMnanue U MeRcMe! DAIMELLENNTICH MaKxe & URhopualyuoNtal cucmade obiesn MonsI08anUa — Ha
oguyuansHoM calime BedepansHo20 a2eHMCTES N0 MEXHUYBCKOMY Pe2yNUpoaaHLio U Memponoeuy
caimu Mumepsem {gost.ru)

& CtangapTrudropm, 2015

HacToAWWA CTAHgApPT ME MOMET ObiTe NOMHOCTEID WM YBCTHYHO BOCNPOMIBENEH, TUDAMWDODAH W
pacNpoCTpaueHd B kadecTee oQMUWaN:HOrD WagadwA Ges pajpewedkA PegepansHoro aredTcTea no
TEXHAHECKOMY PEMYNMPOBAHKIO M METDONOMMM
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BeeneHue

ODwme NoNoMeHUA

OpraqiaanHa 1 OCyLLecTRNeHHE paBoT No MOHWTOPMMIY YOAOENETEOPEHHOCTI NoTpebuTensi [ARNseTCA
pEANUIALAENR HA NPAKTHEES TAKOTO NEHHLANA MEHEIMEHTA, KaK «OprueHTaumMA Ha noTpetutena-. Mudopmauma,
ManydeHHan B pe3yNLTATe MOHWTORWHIE YOOBNETEODEHHOCTH noTpebuTensd, ARANASTCA NPHHUMNHRANLHO
BAWHOA [ONA PAIBWTHA MEHEOMMENTA COPradMIaLWd, NOCTPOEHWA BIAWMOOTHOWEHWA C NOTPEOUTENAMM,
YNPOHEHAR NO3MUWA HA PRIMKE W COIOEHWA ONPEOaneH b NEPCNekTHE B YCNOBMAX NOCTOAHHD MEHRIOLERCA
BHELIHEHA Cpeak.

COCYWECTENEHME MOHMTODWHIA YOORNETEODEHHOCTM NOTpEOMTENEd 038T BOSMOKHOCTE OPraHWIaLMK
OpMEHTHUDORBATECA HE TONMBKD HA AOCTUMHYTEE DE3YNBTATE, HO W NPEOEOCKHLATE OMUMOaHHA NoTReDUTaned, Tem
CambiM NOBLILAR CTENEHE YOOANETEOPEHHOCTH.

Opraddaaly, OCYLLECTENAKAUWME HA  CUCTEMATHYECHOR ocHoBe pafoTel N0 MOHUTODHHEY
YROENETEODEHHOCTH NOTRedUTenel, NONyyaT J0N0NHUTENsHEE NDEUMYLLECTED, TAKWE KaK:

- ONEPATHEMOE DEArMPOBAHWE HA TEKYLYIO CHTYaLMID,

- CHHMEHHE KOMMEDYECKAK DUCKOB,

- MBPEXOL HA HOBLER YDPOBEHL BIAWMOOTHOWEHWA C nNoOTPEbWTENSMWY MNOCTROBHWE NAPTHERCKWX
OTHOLUEHHA HA OCHOBE OOBEDHA W NOAOEDHIH BEIZUMHOID DAIBNTIA]

= LENEHANPABNEHHBINA W 0B0CHORAHHEIR NOOXOO K BHEODEHHK YIYLLEHANR M T. 0.

HacToAWMA CTAHGAPT COOepHAT PEEOMEHIALKK NO OPraHv3aUMy padoT, obecnedqrBalow s NposegeH e
MOHMTODWHI YO0aNeTROPEHHOCT NoTpebuTenai. CtavgapT paspaboTaH:

- C ydeTom Tpebosanwin FOCT IS0 9001—2011;

= C yweTom nonoseHnin MNOCT 150 8000—2011, MOCT P MCO 10001—2008, MOCT P MCO 10002—2007,
MocT P MCO 10003—2009;

-C YYETOM NCNOEEHWA, a Take B pasBuTMe W gonondedse nonosesdi TOCT PoS4732—20110
ISCTS 10004—2010.

CoemectamocTs ¢ TOCT IS0 9001—2011 W MHbIMK cCTaHOapTaMKM cemencTaa MCO 9000

HacToRwMi cTangapT copsectim ¢ NOCT IS0 9001—2011 W nogaepsrBasT UEnd 3TOM cTadgapta
NoOCpeacTeOM COENAHMLIX Ha HErD CChiNOK, BMECTE C Tek MOMEeT ObiTe TAKHE WCONLIOEAH HEIARUCHMO OT
MoCT IS0 9001 —2011.

HacToAWMA CcTaHOapT COOSQMMT DYKOBOOALLUME YEAIAHWA, HeoOXOoOWMee ANA peandzaugud NpoUeccos
MOHUTODMHIE YOIORNETRODEHHOCTH NOTPEOWTENEA B paMkay CHUCTEMBl MEHEOMMEHTA, KOTODLE MOMYT GuiTh
WCNONLI0BAHEL ANA LENEA BHYTPEHHED NDAMEHEHWA ODTaHW3ALUKMAMKM. HacToAwWi CTaHaapT He NpenHaHaYeH
OMA Wened CepTUEDHEILMA MMM JaKN0YeHHA 0oroaopos (KoHTRaKToR).

[OCT P MCO 9004—2010 conepsMT pexoMEHIALWH NO NOCTOAHHOMY YITYYLIEHHK YHELMOHHMDOBAHKA
CHCTEM MEHSEMEHTA KaYacTea. [pHMEHEHHE HACTOAWETD CTAHIADRTA MOMET B JANsHERLIEM YIHWIKTE patoTy
B OTHOWEHWA NEE8AN W NOBLICKTE CTENEHs YEOENETEODEHMHOCTH NOTEE0WTENed W OpYIMY I8HHTEDECOBAMHBIX
CcTopoH. Ero NpMMEHEHWME Taskke MOMET cnOCODCTBORBATE NOCTOAHHOMY YIYULIEHWD KEAYEcTEa NpoOykuMd W
NPOUSCCOR, OCHOBAHHED Ha CODATHON CEAZIKW OT NOTPeDUTENaR U GRYTWK JAHMHTEPECORIHHEX CTOROH.

MpywayaHe — JadHTERSCOBaHHEIMKE CTOROHEMME MOMYT BkiTe NOTREbUTaNH, NPOMBILINEHHER T LEOMHEHAA W Hx
YNEHL, NOTPE0MTANLCHME OPFraHM3IALIMK, COOTEETCTEYEILME NPSBHTENECTEEHHEN OpPraHEL, NEPCOHAN, BNRS0SN6LLL A ap.

HacToAwMid  cTaMgapT coBmectim ©  [TOCT IS0 10001—2009, TOCT P ACO 10002—2007,
MCT P HCO 10003—2009 » MOCT P 573124—2011/150/T5 10004, 3" yeTelpe crawgapra sonyT GblTe
WCNONBI0BAHEL KaK N0 OTOENsHOCTH, Tak W COBMECTHO ApyT © opyroM. [pd COBMECTHOM WMCNONBI0BAHWK
HacToAwero cradgapra MOCT P MCO 10001—2009, FTOCT P UCO 10002—2007, FOCT P MCO 10003—2009 1
MOCT P 54732—201 1150/ TS 10004—2010 moryT CTaTk YacTsld CHCTEME! YNDABNEHWA BIAWMOOTHOWEHWEM C
NoTREeGUTENAMA Ha OCHORE DEIpaboTkd NDasuMn JOCTHMEHHA YOOENETRODEHHOCTH NOTRebUTenA, obpallequn o
wanobamy, Yperyndposadia DasHorNAacyd M NpossieHWa Ha NOCTORHHOR OcHoOBE paSoT MO MOMWMTODKMHMY
YOOBNETEODEHHOCTH NoTpebuTenan,

[OCT PMCO 10001—2009 cooep#HT peROMEHOALMA MO YCTAHORNEHHD W NDWMEBHEHMSD NpasWn
OOCTVAHEHKA YOOBNETEODEHHOCTH NOTpebuTansa.

MGCT P MCO 10002—2007 copepsut pexoseHdfalud no ofpawesdo c #anobamK, OTHOCALLMMWCA K
npodyrlyd. Beinonuaa obewaHna, cogepmalveca B NEasnnax JOCTHHEHHA YO0ENeTEOPEHHOCTI NoTpeduTena,
OEraHM3anKe YMEHEWAKT BEROATHOCTE BOIHHEHOBEHMA Hanoh 33 CHeT CHUMEHWA HEZONOHHMAHKMA GO CTODOME
NOTREGUTENER B OTHOLEHRK MX OHIMOaHWA OT ODIAHMIALA 1 88 NDOOY LMK,

MoOCT P MCO 10003—2000 conepmuT PeHOMEHOAUWW N0 YPEryNUDOBIHMID DAIHOMACHH, CBAIAHHEX C
WanobamMM, OTHOCALLMMMCA K NPOOVELIMK, KDIO0a BHYTDM ORTaHM3aUMK He YOAETCA pajpeLw T xanoby cnocoGom,
KOTODbIR bl YAORNETEGDHN BCE 3AWHTEDECORAHMHEIE CTOPOHEL DM BOIHUKHOBEHIAA CTIOPHEX CHTYALMA HANKYWEe
npaesn OJOCTHMEHWA  YOOBNETEODEHHOCTH NOTPEOWTENA  MOMET NOMOYs CTOPOMaM NOHATL  OHMOAHWA
MoTREeBUTENA W CTARAHUA OPraHKu3aLMK No WX YA0RNETEODEHWID.

[OCT P 54732201 1/1S0/TS3 10004—2010 copepwWT pekoMeHdauMd o Co3gaHWmio  pekTUEHLIX
MPOWECCOR OMNA MOHWTODMHIE W MIMEDEHKA YOORNETEODEHHOCTH NOTReBUTENEA.

HacToRMA cTaKgapT paipaboTad ONA CAMOCTORTENLHOND WCNONBIOBAMWA B KAYECTEE DYHOBOLALEND

OOKYMEHTA,
v
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HAUMOHANBHBIA CTAHOAPT POCCHMHCKOR HEDEPALUMWMKM

MEHEQXMEHT KAYECTBA

PyxoBoaAWMe YKAIAHWA NO OPraHM3auMi MOHMTORHHIA YOOBNSTBOPEHHOCTH NoTpeGuTenai

Cuality management. Guidelines on customer satisfaction monitoring

Dara ssenesua — 2015—04—M

1 O6nacTb NpUMeHEHKUA

HacroAwwia  cTavgapT npegHasdaded ona  uened  GopMHpoBaHWA  CHCTEMHOMD nNogxoga ®
OCYLUECTEMNEHWID MOHWTOPUHTE YOOBMETROPEMHMOCTH nOTpedWTensid W NONy4EHWA Ha 3TOR  OCHOBE
A0NONHATENEHEX NREWMYLLLECTE KK 4nA noTpebuTened, Tak v Qna opradMIauni.

HacToAwWid cTaHgapT NnpegHaHaded QnA NEpMMesHsHnA OpradkIagaMe HE3aBucuMo oT BelGpadHoi
MMM BHIHEC-MOOENH, YDORHA KOMKYDEHUMH HA pPhIMKE, OTPACNEB0d NPUHAONEMHOCTA W BhIMYCKISMOR
NPoOAYKLHH (NPEOoCTaRnAeMblx YCITYT).

HacToAwWia cTadpapT we npegHassaded Oond uensi cepTUdVEAUMM WNA 33ENoYeHWA oroBopoR
[KOHTPAKTOR), A TAKKE ANA HIMEHEHWA KAKKX-NHWEo Npas WNK COAIAHHOCTEN CTODOM, IAKNMYWBLIMY COSNKY,
YCTAHORNEHHEIX COOTESTCTEYIOWHMH 3aK0HO0ATENEHEMA W ADYTWMKA oDAIaTensHeMK TPeDoBaHAMK

2 HopMaTUMEHbIE CCbINKK

B HacToAwes cTaHaapTe MCNoNLIoBaHE HODMATHEHLIE CCBINEW HA CNEOyYHW Me CTAH0ApTR:

MOCT IS0 2001—2011 CUCTEMBl MEHEOMMEHTA KayecTea. Tpeboaauua

MOCT 150 9000—2011 CucTeMel MEHEIHMEHTA Ka4ecTea. OCHOBHLIE NONOKEHWA M CIORaDE

MoOCT P MCO 9004—2010 MeHeoMeHT ONA O0CTHMEHHA YCTONYMBOID YCNEXa OpraHWM3IaLMia.
Mogxon Ha OCHOBE MEHEIMMEHTA KaYecTea

MoCT P MCO 10001—2009  MememgemedT  KadecTEda. Y OOBRNETEODEHHOCTh MHOT P GAT & b,
PeroseHiauqy o Npasvnas NoBEgeHnA opradnaanui

MocT P MCO 10002—2007 Mene pEMeHT KA4ecTea.  YOOBNETBOPEHHOCTE noTpebuTena.
PyHOBOACTEO N0 YNPARNEHWD NEPETEHIMAMM B OPraHW3IaLmMm

MoOCT P MCO 10003—2009  MewempeMmedT  KadecTea. Y OoBRNETEODEHHOCTE NoTpeGuMTenei.
Perosesfauqu no yperynipoBaduie CnopHbix BONQOCoB BHE OpraHv2anqy

MoOCT P 54732—2011150/TS 10004—2010 MeHeDMEHT KAYECTEA. Y OOBRNETEODEHHOCTE
noTpefuTensid. PyKOBOOALWMWE YKAIAHHA N0 MOHUTODHHTY M MAMEDEHWIO

MOCT P 53092—2008 CucTemMa MEeHBIMMEHTa KaAYeCTED. PExoMeHIaUMd no yNyHWeHWo Npousccos
B yHpEeNOeHHAX 30paB00XpaHeHua

M3CT P MCOD 1901 1—2012 PykoROOALME YEAIAHWA NO aYOWTY CHCTEM MEHSTHMENTA

Mpumedanus — Mpy NoRLIoBEHAK HACTORLWMM CTEHOAPTOM UanacoobpasHo NpoBepnTE O8ACTEME CokiNoHHEIXL
CTEHOAPTOE B MHDOPMALMOHHOR CAcTeme OBLIEND NoNE30EAHMA — Ha cdHuHansHoM caiTe PagepansHong are|TcTEa no
TEXHHYACKDMY PECYMMPOBEHWK M METPONOMK 8 ceTw MHTeapHeT wrm no amarogHosy MHegopMaumoHHoMy yrazatan
cHAUMOHANEHEES CTAHOARTE, KOTORLIEA OnyONWEOEEH NO COCTORHWKD HE 1 AHBEPA TEKYLLEM fMas, A N Benyckas
EHEMBCRHHOM MHPODMALMOHHON YRA2aTanA «HauWOHANLHEIE CTAROADTH: 38 TEKYLWMA Mg, Echd 33mased cosndyHsR
CTAHOAPT, HA KOTOPEA OaHA HEJATAPOBEHHER CCLIMKE, TO PEKDMEHOYETCA WCNONBIOBATE GAACTEYHILLYK BSPCHK 3TOM
CTRHOARTA C YHETOM BLEX BHECEHHLIX B OSHHYKD BEPCHID MAMEHEHMA. ECni 3aMBEHEH CCRINOMMLIA CTAHOAOT, HA KOTOPEM
[aHa OATMPOBEHHEA CObINKE, TO DEROMEHOYETCR MCNOMLI0BESTE BEPCHED 3TOM CTEHOEPTE C YHEIAHHEM BLILE FOg0M
YTESE#EOEHMA (NPMHATAR]L Ecnir nocna yTEEpEOSHMA HSCTOALWETD CTAHOAPTA B CoRNOSHEIR CTAHOSPT, HA KOTOPRIA gaHa
OSTHPOBAHHEA CoLNKE, BHECEHD WAMEHEHME, JETDAMMBANLUES NOMNOKEHWE, HA KOTOROS JaHE CObUKE, TO 3T0 NONOHEHWE
PEXOMEHOVETOR MPMMEHATE GE3 YYETE OaHHOM HaMEHSHWA. Ecnv coeinoqHeld cTAHOAPT oTManed 0e3 3amadel, TO
MOMOHEHWE, B KOTOPOM J8HE COBNKA HE HEMD, NPHUMEHRETCH B HACTH, HE IATPAMMBAEEILEN 3Ty CokINKy.

Hzgauue ohuumaneHoe
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3 TepMuHBI U ONpeneneHusA

B HacToALes cTadfapTe NpUMeHeHbl TEDMHHBEL W Oonpegenedds, gadusie 8 FTOCT IS0 9000 w
MoCT P VCOD 10002,

BaauMOCERIE TEDMUHOE, WCNOMNBIYEMBY B CHCTEMAYX MEHEIMMEHTA KAYECTEA W OTHOCALWMXCA K
paboTam No MOHMTOPUHIY YQOENETEOPEHHOCTH NnoTpeduTenal, npeacTaenesa B MpunoseHmn A,

4 OBwKHe nonoxeHWA

4.1 MOHMTOPHMHT  YOOBRNETBOPEHHOCTH noTpeBuTensd CTPOWMTCA  Ha  peanqlauwMd  Chegysowux
HANDABNEHWA OBATENBHOCTH:

- paboTsl, obecneYHBaoWLMe NDOBENEHWE MOHWTODMHTE YO0BNETBODEHHOCTH NoTpeBuTenei;

- paboTel  HENOCPEOCTEEeHHO N0 nonydedwo, obpabotke W adanuway wadopmagun  ob

YOORNETEOPEHHOCTH NoTpeduTenal.
4.2 TpeGoRaHnA KW pEKOMEHOALMKM N0 BROOAHEHWD pASA NPoUWSCcCOoB N0 MOHWTORHHMY

YOORNETEODEHHOCTH NOTpebWTenel CONBDWATCA B HODMATHEHBIX JOKYMEHTAX, COCTAR W BIAWMOCEAIR
KOTOPRIX NpeacTaBneHs Ha PrucyHre 1.

4.3 PaboTel N0 MOHWTODMHIY YOOBNETBODEHHOCTH NOTRpebUTenal MoryT BENOYaTeE B ceba npoueccsl,
BEINONHEHHWE KOTOPBE NOMNHOCTED MM YacTH4YHO NepegasTch JPYyrMM OpraHnaaunamM, npk atom ocoboe
AHAYEHME OONKHD NpefasaTecA peanuiaudu Tpebopadui MOCT IS0 9001 Jom. 4.1 «OBwWwe TpEGOBRAHWA »
{n. 3 npuMedanna) M 7.4 «3akyniuas].

4.4 Dprasvaayns QonsHa palpaboTaTe W BHEAPMTE OOKYMEHTALMKD KW 3anHcd, weobxodumsie onAa
peandiaury npoUueccos, oBecnaqreaoLky NPOEEOEHNE MOHHTOPWUHIE YOOBNETEOPEHHOCTIA NOTpebuTene.

4.5 MNepevers NPOYECCO8 CHCTEMEB! MEHEQMMEHTA KAYeCTBEa, B KOTOPLIX MOMYT HCNONE30BATHCA
pE3YNbBTATE MOHUTOPKHHIE YOORNETBODEHHOCTH NnoTpebuTenel, npegecTaaned B Npunokesin B.

5 Pabotbl, obecneynearwuMe NpoBefeHHe MOHMTOPWHIa YAOBNETEOPEHHOCTH
noTpebuTenen

5.1 PaBotel, obecnedynBawue NpOBeneEHHe MOHUTOpHHra YAOBNETEODEHHOCTH noTpebuTenan,
BEMIOYA0T B cefa:

- HOPMUPOBAHKE OpraHdZaynoHHoR  CTRYETYPR, o0ecnevynBamwilliel nNpoRefeHHe MOHWTODWHIa
YAORNETEODEHHOCTH noTpebWTenad, B TOM 4YWChNe pPacNpedencHWe OTEETCTEEHHOCTH W NONHOMOYHR
{(FOCT IS0 8001, 5.5.1);

- (HOPMUMPOBaHME WCKOOHOW wHdopMauwonHol Gaswl of obbesTax W cyOLeHTax MOHMTODWHra
{FOCT P MCO 2004, MTOCT P 54732-2011/150/TS 10004);

- AHANKMA W BeDOp HeoBXOOMMEX W UenecoobpaIHbi METOOOR MOHWTODWHIE, a TAKHe KaHanos
nomydesia uHdopmagua (MOCT IS0 9001, B.2.1);

- hopMUpOBaHKMe npaswn  obpafoTid  NoMyYeHHLIX JaHHbX W NOPAOOK WX MCNONB30B3AHWA
(FOCT P 54732-201 1/1S00TS 10004).

5.2 DopMKpOBAHKE  OPTaHHIALIMOMHON CTRYKTYDE  ONA  OCYLLBCTENEHMA paboT,  ofecnaquBardlqx
MPOBEOEHXE MOHWTODMHIE YOORNETECOEHHOCTH NOTRESUTENEH, MOMET BXMOMATE B CBOA B 33BWCHMOCTH OT
YHCTEHHOCTH PEbOoTA0WMY B ODFAHKIAUWN COIGaHHE CTIEUMANWIHDOBAHHLIX NOADAINENEHWA, BESOEHWE B WTAT
COOTEETCTEVIOWMY QOMEHOCTEN, HAOENEHWE QONONHUTENEHEIMA NONHOMOYHAMKE YHE 3a8ATER paboTHKKoE.

Donusbl BT YCTAHCRNEHE NONHOMOYMA ¥ CTEETCTEEHHOCTE NEPCOHAND, YYACTEYIOWETND B DEanWaaLmMi
pafoT Mo MOMWTORHHNY YOOBNETBOpEHHOCTA noTpebwtensl, no MOCT IS0 8001, O6wee pyRoBOOCTEOD
OoMMo OuiTe NODYYEHD PYKOBOOWTENE BEICWEMD YPOBMA, ONpefenswos) JoMmsHOCTHOE(LIE) nuuola) 1mnu
nogpasgenasneva), OoTEEYAWWe 33 HEenocpegcTEeHHy peandaauwe  paborT no MOHWTORKHHCY
yooEneTsopeHHocT notpeburenelt. Ecnk vMAQOopMayMa,  XapakTepWayiowans  yOoRMNeTEOPEeHHOCTE
NOTREGUTENEA, MOKET NOCTYNHTL B PAaNWYHLIE NOOPAINeNSHNA Oprad|3anud (HanpuMep, OTAen MapHeTHHIE,
OTAEN MEHBIHMEHTA KA4BCTBA, KOHCTPYRETODCEMIA MM KOMMEDHECKMA OTA8N 1 T. 0.), HEoOXOOMMD YCTAHOBTE
nopAAcK obMeHa 3ToNH WHDOPMALMER BHYTPW OpraHu3auMd, B TOM YHCNE CBOSBPEMEHHOE NOCTYNNEHHE B
noapasmenesdse, OTREYAOWEE 33 OCYWEeCTEMNeHWE paboT no MOHMTOPWMHIY  YOORNETBODEHHOCTH
noTpedéuTenzil. CnegyeT BECTH 3anKcH No BoeM BUdasm nony-Yaesol vHdopMaguy ob yooBneTBopeHHOCTH
notpeduTensi. JomeHda ObiTe YCTAHOBMEHA OTBETCTEEHHOCTE 38 WCNOMNbLIOBAHKE W 3ALMTY WHDOPMALMK,
MOMYYEHHOR B pE3yNeTATE NPOBEASHWA padoT No  MOMWTODWHNY YOORNETEODEHHOCTH NoTpeSuTEnad,
YUUTRIBAA NPK 3TOM, 4TO ONPeOenEHHaA YACTe MHDOPMALKK MOMET HOCHTE KOMBWISHLKWANLHEIR XapaKTep.
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Ecnv paboTel NO OCYLWECTRMEHHID MOHHTOPMHIE YOOBMNETEOPEHHOCTH NoTpebuTensi YacTU4Ho Wik
MNONHOCTEI0 NEpegadsl GpYrod opradv3auqd, KOMNaHWA OONMHa oCyWecTENATE YyNpaEneHwe Npoueccom
nepegadqdd {Npumedanue K 4.1 DOCT S0 9001). JonwHo BuiTe YCTAHOBNEHD NWU0, OTEEYA0Wes 33
BAAMMOOEACTEME ¢ Opraddzagqel, KOTOpOR nNepenad npouscs MOMWTODMHIE  YOOBMETBODEHHOCTH
noTpebuTensaa.

Mpumevyanwne — Ecnw GOwaHec-wmOgens OpraHdd3auMy  HOHEMBOYEET  BO3IMOEHOCTE  KOHTEKTE o
HEMOCPBACTEEHHEIMK  NOTPEGMTENAMKA  NPOOYELMK  (HANPDHMER, MOHWTODUHT YOOBAETEOPEHHOOTA  NoTpaBuTenad
OCYLWECTENRET YPEENSAHIWER KOMMAHHA], OPTEHMIELHE MORET:

- 3EKNHHMTE COMBIUEHNE O BISMMOOSACTEMN C YNDAENAKMLEA KOMNEHWER, B COOTEETCTEMM © KOTOPLIM O3HHEIE,
XAPAKTEQHIYIOWWE YOOBRNETROPEHHOCTE NOTpebuTanen, DyayT B COMMACOBAHHMOM NOPROKE NOCTYNATE OT YPEENROWER
HOMMAHMK B OPraHH3aUna;

- PARCCMATPWBEATE  YNPABNAKNLYH  HOMOAHWED, K3k  noTpebMTens W OCYWSCTENRTE  MOHMTOpHHT a8
YOOENETEO PEHHOETIS

- NOCTROWTE CHCTEMY MOHWTOPWHIE YOO0BMETEOPEHHOCTH NOTREOUTENEA TONEKD HA BHYTPEHHEA MAPEETHHIOBOR

MHO AL

5.3 DOPMHPOBAMME KWCXOOHOR WHPODMAUWMOHHOR Daisl COAOAET KOMNNEKCHOE NpeacTaaneHue ofb
ofbexTax ¢ cyDeekTax MOHMTOpDMHIE yYOORMETBOpEHHOCTH noTpebuTtensi. OOwexTam  MOHHTODWMHIG
YACRNETEOpEHHOCTH noTpeburensd 8 obwen cny4Yae ABNAKTCA. NPOSYELKMA, NPOUSCCE, OCYWECTAaNAeMbLIE
OETaHM3aLMER, BEMKDYAA NPOUECCE CHCTEMBl MEHEIMMENTA KANBCTEA, ANEMEHTH KODNOPaTHEHDH KYNLTYD I
W PEMYTALKA.

KasOeit W3 ODLEeXTOR MOHWTORWMHME ONA Lensed NpoBeaeHdA MOHWTOPWHIE  YOOBNETBROpEHHOCTH
noTpefuTensi MoMeT GuiTe CTRYKTYPUDORaH, HANPUMEP NDOOYELUMA — KNAcc, Mpynna, nogrpynna, edg u 1. 4.
Mpoueccsl MoryT GObiTe CTRYKTYPUDOBAHE N0 YPOBHIO, KODNOPDATHEMAA EyNsTYRE W DENYTALMA — NO
OCHOBHLIM INEMEHTAM.

CyfheTaMi MOHWTODWHIE YOOBMETEOREHHOCTW MNOTpebuTensid ABMAOTCA paINUYHBIe HATEropWwd
noTpebvTened, B CBOSH COBOKYNHOCTH ONpefenfiolWe peidok  noTpebuTeneid. [Ons obecnedesus
MEOBEASHMA MOHWTORMHIE YOOBRNETRODEHHOCTH NOTPEGWTENER OOMMHE ObTE YCTAHOBNEHBl NOOXOOL K
cerMeHTipoeaduie no MOCT P S4732/150¢TS 10004, kareropumk noTpebuTenad, vxX MecTo B UeNoYHe
NOCTABOK W, NDH HEoBXOOWMOCTH, DERTHHE C TOYKH IPEHWA IHAYUMOCTIA KOHKDETHOW KATEroRMA ANA yonexa
CPraHdIanM Ha PEIHKE.

OpradKaadMs MoXeT NpoBcgnTe paboTil NO MOHWTORMHIY YOOBNETEOPEHHOCT KaKk darkTHieckux, Tak
¥ NOTEHUMAnNeHeX noTpeSuTensi. Mpu aToM QOMmsMsl ObiTe BoiBpaHel COOTBETCTRYHMUME ODLEKThI
MOHHTODUHIA! OOBENTAMA MOHWTODMHIE YOOBRNETEODEHHOCTH NOTEHUMANLHBIX NOTREOMTENnad MoryT BwiTh
TOMEKD OTOEeMNbHBIE NPOUECCHE (MAnpUMep, npouect WHQOPMUPOBAHMA)] W PENYTAUMA B YacTH pond
ORraHMIaLKA KK Yneda obWecTea.

Ona  waxgore W3 CyOLEKTOR  MOMMTODMHIE  O0N#MHel  ObiTe  YCTAHOBNEHE  MOKAIATENM
YOOBNETEONEHHOCTH COOTEETCTEYHILMMK 00LEHTaMy MOHHTODHHTA.

5.4 Ananua v BuiGop HeobxXogMMBEE ¥ UENecoobpasHsLlX METOOoR MOHWTODMHIA, a TAKHE KaHanos
MNONYHEHHA MHOpMAaLHMK 00MEHE GblTe OCHOBAME HA KCNONBIOBAHKK TOTS MNK KHOMD BA0S MADKETHHMOB0R
wWHpopMaUMd. MOHATOPWHT YOORNETECPEHHOICTH NOTPEbUTeneld MOMHO NPOBROOMTE HA OCHOBE BHELIHEH M
BHYTPEHHEN MADKETHHIOBOH MHOpMaLK,

541 Nokasarteny, xapakTeprayiolie yAoBNETEODEHHOCTE NOTPEBKTENE N, NOMYYeHHEE, KK BHELHAR
WHgopMaUMa, opMUPYIOTCA Ha OCHOBE .

- NpAMOre roneca noTpebuTenai;

- NPCBEAEHHA MADKETUHIOBOR PalBenKA.

5.4.1.1 MNpaMo@ ronoc NOTpebMTenA MOKeT BhiTh NDEACTABNEH CeOyIOLMMK BHOAMK HHGODMAaLMM:

- HEJABMCHMEIE OTakliBel — GnarogapHocTh, #anobsl W WHeE 0DpaWEHWA, O8MOHCTRWPYILWE
BOCNPWATHE noTpeduTenas npogykuvd (Yonyr), npouyeccos, HOpnopartiBHOR KyNeTYDL W penyTaumm
opraddaagua (MoOCT P WSO 10002, TOCT P MCO 10003),

- MHEHWE NoTpebuTensd, OeMOHCTPHUEYIOWEs BOoOCNpuATHE noTpebluTenem npogykdbK  (Yonyr),
NECUECCOR, HOPNOPATHEHON KYNETYPR W PENYTALMKA ODTraHW3aLWMy, NoNy4eHH0e B peayneTate NpoReqeHWa
CTDYETYDHPOBAHHBY BHAOR MADKETHHIOBB WCCNEfOBAHWA, TaKWX KaK ONpoc  (AHKETHDORAMWE M
MHTEPBRBIOMPOBAHKE), HAGNKDGEHWE.

5.4.1.2 MapkeTuuroeas pazeeqwa — chop wudropsaumu of yOOoBRNETEODEHHOCTH NoTpebuTened wa
OCHOBE  MIYYEHWA MATEpWMance, nNpegcTaBNeHHbE B TEMATHYECKWX WAOAHWAX, CTATWCTHYECKWK
CNpaB0YHHKax, CPEACTEAX MACCoBoR rHbopmauxy, MHTepreT-pecypcax 1 T. 4.

5.5 MNoxazaTtenw, OEMOHCTPHDYHLL ME YOOBRNETEOPEHHOCTE noTpebuTensaq B pameax
CTPYKTYDHPOBAHHLIX MAPKETHHICBLIE WCCNefoBaqHvi, uenecoobpasws BeibWpate WCXOOA W3 ueneil
EOHEDETHRX WCCNeqoRaddid, Ha OCcHOBRE aapadee CPopMUpoBaHHOR Daikl, COONEPWALLER NOoKa3IaTenH
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MOHWTODMHIE YOOBNETEOREHHOCTH CyDBeKTOR MOHMTODMHIA COOTEETCTEYIOWWAMN 0DLeKTaMK MOHKTODMHIA.
Mokazarend gnA NpoBeOeHWA MOMUTODWHIE YOOBNETECPEHHOCTH NoTpebuTenein MopMUpYIOTCA HA OCHOBE
TpeBoBAHKA, BLIABNEHHLIX B cooTReTeTEMM ¢ 7.2.1 POCT IS0 9001.

551 CucTeMaTHIaUMS  WHQOPMALWKA  DEKOMEHOYETCA NPOBOOWTE B BWOE TWNOBBIX Tabnuy,
paapaboTanHey ONA Kaxgoro obeekTa wccnegoBadnA, Kamnaa Adedka Takol Tabnuubl copepsMT
nepededt Tpebosandi (oXKMaannA), KOTOPBIE MOMYT NPedLABMTE NOTReDHNTeNK oNpedeneHHon KaTeropum
[CyDBerTH MOoHHTOpKMHra) Peromergyemee popssl TAEMAWY 4 NPHMEDE ME 3aNaNHeEHUs NPeqcTapne s Ha
Pucyukax 2, 3, 4, 5.

MpumeayY4aHHUA

1B page cnydaes noTpebluTena He MOFYT YOTAHOBMTE HOHKEPETHES TpaboeaHum K NOKA33TEnAM KEYecTea
NPOaykUKMK (YENYT) OpraduIaUme, HAaNpUMMep B cuny 98 chewathisi Mnu oTcyTETBrA Heohz00MMBIx 3HEHWE, HABLIKOE KNK
dhMawHBCKMY BOAMOKHOCTER, MO3TOMY OpPraHMauMA CAEME YCTESHAENWBEST NOKAIEATENM MOHMTOPWHIE ONA nogobHbix
BUOOE NPOOYELMM MM YEIYT.

2Mpye 20EMORHOCTY NEPEESCTH YETAHOBRNEHHLIR TPeBOBAHNA ONA TAKMX BHOOE NPOOYELEME [YCAYT) HE AlwE
NOTRECHTENA, OHWM RMOrYT ObiTh MONOML3OBAHL NPY OCYLECTENSHMKY MOHWTODWHIE YODBNETEOPEHHOCTH noTpeburenai
HE OCHOBE NPAMOMD ronoca. 8 NPOTWEHOM CYHE8 — TOMLKO B PEMERX MOHUTODWHIE HS OCHOBE BHYTPEHHER
HHhopMaLIAM.

MpevMylecTBOM  TAHOM NOgGx003 ABNRETCA  BOZMOMHOCTE  ONTHMMW3WPOEATE paboTel MO MOHUTOPMHDY
YOOBNETROPEHHOCTH NOTPEDWTENaR B YACTH BeIDOpA NOKSIATENEA ONR NPOBENSHNA MAEPHETHHIOBDM WCCNEOOBSHIA.
AHANMEMPYA COOSp#aHWE TAENUUE Mo MOpUIoHTENK W BEPTHEANM, MOMHD ONpEOENHTE XEPEKTEPHCTHEM NPOgyHLWW,
NPOUECCOB W PENYTAUMH, KOTOPLIE BEHHEI ONR HEEOOR KETEropHa notpebuTensi no kEwaomy oOnerTy MOHWTOpHHNE
MW No COBORYNHOCTH ODBEXTOR, 8 TAKKE ONPEgandTe, KEEME NOKBISTENM MOMHD MCNONBEI0BATE ONA MOHWTOPUHNE
YOOBNETEOPREHHOCTH BoSX KATEMOPAE NOTREBHTENSR O0HMM O LEXTOM MOHHTODMWHIA.

5.6 MNoxazarenu, xapakTepyayiowWe yOoaneTEoPEHHOCTE NOTPeDUTaNeH, IHAYEHHA KOTOPEX MOTYT DTk
NoMy4eHbl B BUAE BHYTREHHER MHoDMaLKMK, O0MsHsl BbiTe ONPegenaHsl M YTEEDHOSHE ONA WCNONs30BaHHA
nEd NpoBEaeqHdd pafoT N0 MOHWTORWHNY YOO0ENeTEOPEeHHOCT noTpefuTenad Ha onpefeneHsLi nepuog
BpeseHd [Hanpumep, Ha roa). Npysepsl TAKK: ¥apakTEpHCTHE NpeacTaaneHs B Mprnoxessd B.

5.7 Opranmaauus OomeHa BeGpaTe COOTEETCTEYIOWME KaHANL NonydYyedda  WHQOopMagun  gna
NPOBEOEHWA  MOHWTODHHIE YOOBNETBOREHHOCTH noTpebuTensel, BKMDYas NpW  3TOM  BOIMOMHOCTH
NONY4EHUA WHROPMALMK HA OCHOBE COBPEMEHHBIY CPEOCTE KOMMYHWEALWA: SMS-cO0MLUEHWA, rOCTeRRIE
KHWMA, B TOM YWCHE, Ha CafTE OpraHnaauny, BHEWHAA 1 BHYTDEHHAA ANEKTDOHHAR NoYTa.

5.8 Opravmaauus donwsa copsvpoBaTe Nooxogs K obpaGoTee WHQOpMaUMK, NoMyYeHHoR 8
NpoUSCCE  MOHMTODMHIA, Hanpdwmep, GYOeT NH NPUMEHATECA DAaCYET  WHTErpansHorc  MNoKa3aTens
YOORMNETEODEHHOCTH NOTPpeBUTENed WNK AHANKA DEIYNBETATOR BYAET HOCHTE AWMCKDETHLIA XApaKTep.

6 NpoBeaeHe MOHWTOPWHra YAOBNETEOPEHHOCTH NOTpebuTenen

6.1 Opradyaagua  MomeT paipaboTaTe NOMAWTHEY B OGNactd MOHMTOPWHIE YOOBRMETEODEHHOCTH
noTpeburensid (B0 BIAWMOCEAIM  ©  nonomedwAasmy TOCT P KMCO 10001, T©OCT P MCO 10002).
Uenecoofpaio YCTAHOBWTE M OOKYMEHTANEHO ODOLMHATE LUENW N0 yOOBNETECREHHOCTH noTpeduTenain K
YHWTBIBATE HX JOCTHHEHWE NDH OCYLLECTENEHHWH MOHWTODMHIA.

6.2 PaboT N0 OCYWECTBNEHWMD MOHWTOPWHNE YOOBNETEOQEHHOCTM noTpebuTensi JonwHel Owime
CNaqupoBane. CnegyeT paspataTeiBate NPOrpamMMy MOHWTORWMHIE yOO0BNSTEODEHHOCTH NoTPE0UTENeR Ha
onpegeneaHHeER Nepuon (HANPHKMED, Ha ron) W NNad KOHKPETHOMD WoCheloaaHus. PekoMesayemese opmisl
NpOrgamiiel M NNAHa NPOBEOEHWA MAPKETWHIOBLIX WCCNEROoBaHUK YACBNETRGPEHHOCTH NoTpeduTenei
NpeacTasneHs Ha PUcykax 6 1 7 coOTBETCTEEHHO

6.2.1 MNporpamma MOHWMTOPUHMIE YOOBRNETEODEHHOCTH noTpedurensl gomssa ObTe YBR3IGHA B TOM
UHCNE © MOWCHOBBIMK MADKETHHMOBBIMW WCCNEQOBAHWAMK, HANPABNEHHBIMW HA W3ydedde TpeGoBaHMWA,
OHMOAHHA 11 NpEgNoYTEHMA noTpeluTenai.

6.2.2 MNNasvKuposaHue MeTogos NonyYeHdA  WHopMauWe of YOOBMETRODEHHOCTH NoTpeduTanen
MOMET DbiThE OCYLYECTENEHD © yHeToM pexomedgauwi TOCT P B4732/150/TS 10004,

Mpumawanne — Ecnv y oprasq3suWe  OTCYTCTEYET BO3MOXMHOCTE B NPOUSCCE  MOHWTORWHMG
YOOENSTROPEHHOCTH  NOTReBMTENEA NanyHuTe BHEWHMK MAPDKETHHIOEYD WHHOPMALMKD, OHE BCEMOE  MOMET
QEYILSCETEHTE MOHHUTORHE YO0BNETEOPEHHOCTH NOTPeEHTanNed Ha OCHOBE BHYTDEHHER MAPKETUHIOS0N HHRDODMALMK.

6.2.3 Mpouecc paccsoTpeHWA #anob noTpeGUTENneld OCYLYecTBNASTCA © yYETOoM  peKoMeHgauui
MOCT PHUCO 10002, Usnecoobpaiss Take YCTAHOBWTE MNODAGOK PerdcTpauwd, Yy4eTa, adandia W
MCNCNEA0BAHKMA NPEacTaganesHsx GnarofapHocTen, OTIHBOE W NoOMENaHMA NnoTpebuTensai.
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MnaH npoesieHnA MapkeTHMHIOBOMD HCCnejoBaHKuA

| Onucanue MapKeTUHIOBOID WCCNEOoEaAHNA

Uens npoBeneHus MCcneaosaHna

[JaTta npoBegeHina WCCneaoBaHinA

OGeekT 1 cybLekT nconegoRaqHua

Bug 1 meTon Wocnegosadqa

Il Coctam paGoT

MocnegoBarensHocTE OTRETCTEEHHLIA HeobxoouMele
CpoK BeiNOMHEHWA
paboT HMENONHKUTENE pECYDCH

[ Cnoaemese OMpPadnYEHAA M DUCKW
1
2

YTREpHOaK:

NOGNHCE, PaCL HWDEHE noonecH, gara

Cornacosaqo:

NOONACH OTEETCTEEHHBIX HENONHUTENSA, PEELIJ@FIDHH-EI nognAaced, para

Pucyrok 7 — ©opma nnasa NpoBegeHA MapkeTUHIOBOID MCCNeaoBaHKA YAOBRNETECPEHHOCTI NoTpeSuTenan

6.3 Uenecoobpaano paipaboTaTe W OCOKYMEHTHROBATE NPOUBCs MOHWTOPKMHIA YOOBMETROPEHHOCTH
noTpedurensi WunNKM BXO0ALWME B8 HErD NDOUECChl, HANDWMMEepR NPOoUecc NPOBSdeHHs aHKeTHWDOoBaHMA
noTpeduTened, Npouecc NPoBE0EHMA HAGMIoOeHUA ANA nony<eHna nudopaauny of yO0ENeTROPEHHOCTI
noTpebuTensh, npouecc chopa BHYTPEHHER MApPEETHHIOBONR WHMOpMaUMM of  YOOBRNETBOREHHOCTH
noTpeSuTensa M T. 4.

Uenecoobpasko paapafoTaTe W OOKYMEHTHPOBATE HEOOXOOWMMBNE NPABMNE W METOAMEM [HANPUMep,
Npaeuna NoOBREOEHWA HHTEpELIOEDa, MeToaMka obpaboTen aukeT M 1. 0.).

MpumeuwaHye — HeroTopwie rOcyOapeTESHHLIE CTAHOAPTE, palpafoTadHLe B HAYSCTES PEKOMEHOALWA
no npsseHaHang HCO0 9001 B coOTEETCTEY HKULME OTPACNAX, PEKDMaROyRT PaapaboThy OOKYMEHTHROBaHHOR NpoLeaypsl
N0 MOHUTOPMHCY YA0ENETEOPEHHOCTH NoTpebrTenal, Hanpusap NOCT P 53052

6.6 3anucy No peIYNETATAM MOHWTODHHTE YOORMETEODEHHOCTH NOTREebWTened DOonMHe BECTUCh B
COOTRETCTEMM C TpeboRavnamu 4 2.4 [OCT S0 9001.

6.7 NpoUecc MOHMTOPHHIA YOORNETESPEHHOCTIA NoOTpebWTEned OONMEH NOONEMaTe EXMErOOHOMY
AHANMay © UENbLE BHEODEHMR YNYHWEHWA W oueHkd 3qperKTHBEHOCT NOOXOO0B, NPMMEHAEMBLX NP
oprasuaaudi paboT No NpoBedeHMD MOHWTODWHME yOORNeTEopeHHOCTH noTpebuTenel. Mpouecc momer
ObiTe NpoBEped NpW NPOBEOSHWW BHYTDEHHWY NpOBEpOK (AYOMTOB) CWCTEMbI MEHEIMMEHTA HaYecTea @
cooTeeTcTEMM ¢ 8.2 2 MTOCT 150 9001 w MOCT P MCO 19011.
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Npunoxenue B
(CrpaBo4HoE )

MepevyeHb NPOUECCOB CHCTEMBI MEHEQMMEHTA KAMECTEA,
B KOTOPLIX MCNONbL3YETCA HHbopMmauna of yaoBneTBOpPEHHOCT NoTpebuTener

Tabnuaya B.1

Maapaspen, nynkt

rpl.'lL.L"L'\'.'h! CACTEMB MEFSREMEBHTI KRWBETEE, NMPA PEANHIILEE KOTOPEHE

MOCT 1%0 8001 ucnanuayeTen dndropeaunn ob ygosneteopesHocT noTpeeTenei
1 2
541 Mnasvposaqe
56.2 AHANWI CO CTOPOHE PYKOBOOCTES
5.2, 552 553 BryTpexHER obuan nedopraywaiz
6.1 OfecnesaHNE pacypcamM
721 OnpegansHwe TpeboBaHUA, OTHOCRWMECA K NPOOYRLEM [YEnyTam)
723 Cerak ¢ notpeburename
73 MpoeETvpoBaHKe W paipaboTes NpoayELNW
75 Y¥npasnasue coboTEaHHOCTEND noTpeduTans
76 YNpasnaHme yoTRORCTEAMKE ONA MOHMTORMHIE 1 HAMEDEHAA
g2z BryTpEHHHE aYanThI
852 853 HoppesTrpy Mg W Npeaynpesnatilme NeacTeuA
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NMprnoweswe B
EnpasaqHoe)

Mpumep BOIMOWHONO COCTABEA NOKA3ATENEA ANA MOHMTOPWHIA YOOBNETEOPEHHOCTH
noTpeBuTened Ha CCHOBE BHYTPEHHER MapPKETHHrOBOW MHgOPMaUMK

TaGnwyua B

HanusnoaaHme
rEYMNG NaRAIATENEH

.:{ﬂl:lﬂﬁ'l EpAIFOLHA MOLa3aT 0

MNokazarand BaASHUA SOroenpHoR
paboTkl

- YMEND NPONOHIMPOBAHHER 00MOB0POS

= 4MC0 OOroBOpOE ZAKMOHEHHBIX NOETOPHO:

- HMCIO PRCTORTHYTEIX JOFOE0{00E, B TOM SHCINE N0 MHALMETHMES
ORTRHWIALMKA 1 N0 MHWLWATUES NoTpebuTans;

- 4MCID 3BABOK, HE NPHHATEEG K WCTIONHEHRD;

- HMCN0 OIOPMNEHHEL, HO HE DEAMMA0BAHHE JOTOBOPOE,

- YMCIG ODroBopae, YONOEMA BOTOPEX GEINK HIMEHEHE! B NpOLECCE MX
ELINOIHEHWA, B TOM YWCNE N0 MHALWATHES DRraHW3auMe 1t N0 MHALHETHBE
noTpabMTEnR;

- HMCIO OOroBOpaE, MO KOTOREM MOCTYIAM NPETEHZHA

Mokazarans npogas

- 0bhLEM NPOOasE B LENoM 1 N0 OTOSMsHEM BRSEM NPODYELMME
(A0CONKTHEIS W OTHOCKTENBHEE 3HEYEHHA);

- ofbes npoaas Des 3aKNNYEHMA QDMBoPa (MNK PE20BRY MPOOEsE);
- ofbes MpOOEK © PeanqEaUned ocobel TpeboBaqHuA noTpebnTansi

Mokazarans NoANLHOCTH
narpeburansa

MNokazarans noNoHEHAR QpraHBeIagLmn
HE phiHEE

- ETABKMALHOCT: NOTREDUTENSRA [NPOOOMHEMTENEHOCTE BREMMOOSACTERA C©
noTpabuTensmM);

- OOAA «HoBBX= NOTReBuTansn;

- OfnA naTpebuTaned, OOpaTHEWHMECH NO PEEOMEHEUMH NOCTORHHEIL
noTpabMTENSR, M3 YACNS HOBEX NOTpebMTanSR;

- OANA NATPEDUTaNen, YeenMmHrELWKE obbam 2R NaamMon NRODYKLERW,
- OOAA «BO3BRATHBLWMACR= noTpebuTansd;

= OBNA NOTPeuTangn, PACcIUMPUELLHY BECODTHMEHT 38Ky N2EMOR
MPOO YKL,

- aanA notpebuTangn, nprobpeTeHHas B pe3yneTaTe PEEnamMH0R
NEATAENEHOETH

- OCUA HE PliHiE;

- OCEOBHWE HOBED DhiHKDE:

- HEQONOMYHEHHAR BRNOAS B CBAZN © NOTEREE DLIHKE;

- YPOBEHL HOHKYPEHLMW

MNokazarand noTepe oT
HECOOTEE TCTAYHILERN NPOOYKLMI

= paamep KOMMEHCALMR, BRINNB4EHH L Mo NMpETEHIUMAM 1 PEENakayERR,

- OTHOLUEHWE KDMIEHCALWA, BEMNSSEHHEX N0 NPETEHINAEM W
PEXNAMALMAM, K 00BEMY PEANMI0BAHHON NPOOYELMK;

- 3ATPATE HA KOPREKLUMED [YTHNHIBUMIO) HECODTEETCTEVIOWER NPOoYRLMA

Mokazatany KANECTER MPpOOyELHE |Wne
npousCooe

- padherTel, owwbed, 2abpakopaHHas noTpebuTensm NPogykLMA;

- ofbes (QONA) NPOOYELMA, NO KOTOPOA NOM4eHEl NPETEHaMK (#anobu) 8
obwenm ohsame NpoMaBoscTEa;

- 3HAKHM O NONYYEHHOM 0O0050EHWK K 3KONOTMHYECKAR MOBHTAGMEELNME;

- onedecTen xanod (pernamauEi), BnarofapHoCTER, Mo XBENGLHLK
OTILIEOE,

- KONVHECTEO HECOOTEETCTEMA B NPOUSCCAX

Mokasarany nocnenpoaasHon
oBcnys1BannA

- TAPAHTHH 1 rapaHTHAHLE obRIaTenscTea;
- abyueHwe noTpebuTansd;
- ORRCTEMA MOCNE NOCTEEEN

14
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YK 658.562.014:006.354 OHC 0312010 T58 OHCTY 0025

Knio4eBwie cNOBa: CMCTEMAa MEHEBLHMEHTa KaYEeCcTEa, MOHWTORWHT YOOANEeTBOPEHHOCTH NoTpeduTensi,
MaDKETHHIOBLIE HCCNEQOBAHMA, OTEBETCTEEHHOCTE W NOMNHOMOYWMA, TEDPMHHE 1M ONpenana A




Mognvcado B nesars 16.03.2015. dopmar B0x84" ..
Yen new. n. 2330 Twpas 37 3k3. 3ad 813

MogroToenaHo Ha OCHOBE EJ'IE{TFDHHEIFI BEpCHA, I'IpEJJ,DETEH-J'IE'HHDiT'I FEBPEEDT‘-I:HKUM CTadHaapTd

DY «CTAHOAPTAHGOPM -
123995 Mocksa, TpaHaTHEE nep., 4.

wire. gastinio.ru infa@gastinfo.ru



