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Mpeagucnoeue

1 NOOGrOTOBNEH OTEpRIThIM aEUMOHEDHBIM ODWECTEOM « BCEpOCCHACKHME HaYYHD- WCCNeaosaTeNs-
CKMA MHCTHTYT cepThudukaukue: (OAD «BHMWC») Ha ocHoBe CODCTEBEHHOND ayTEHTHYHOMD Nepeeoda Ha
PYCCHHA ASLIK MENDYHADOQHOND QOKYMEHTE, YKAZAHHOID B MyHETE 4

2 BHECEH TexHU4eCKMM ECMUTETOM NO CTaHaapTMIauMe TH 076 «CHCcTesMbl MEHETHMENTA »

3 ¥TBEPWOEH M BBEQEH B NEWCTBME Mpukaom SenepantHoro areHTcTES Mo TEXHHYECKOMY pe-
rYNHPOBAHMEE W MeTponork oT 11 vioHa 2014 r. Ne 533-cT

4 HacToAWwMWA cTaHgapT WOEHTHYEH MexayHapoadowmy cradfgapTy MCO 10008: 2013 sMenegsmedT
KAYECTBA. YOOBNETEODEHHOCTE NOTPEDMTENER. PYKOBOOALLME YHAIAHWA N0 ANEXTPOHHBIM TOPTOBLIM COEM-
KA MESIY KOPASHSECKUME W Drardecksi nuuame{lS0 10008:2013 «Quality management = Customer
satisfaction — Guidelines for business-to-consumer electronic commerce transactionss ).

MpK NpAMEHEHME HACTORLEND CTAHOARTA PEXOMEHOYETCA WCNONLIOBATE BMECTD COBNOYHBLIX MENTY-
HAPOOHLIX CTAHOAPTOR COOTEETCTEYIOWWE WM HAUWOHANLHEIE CTAHGAPTH Poccuickol Pegepayuu, ceage-
HMA O HOTOPLIX NPMBENEHEl B GONOMTHUTENEHOM NpUNoHeHHM [

5 BEEOEH BMNEFPBLIE

Mpasuna npuMeHenUs HacmoalEss chakdapma yemawoaneds @ MOCT P 1.0—2012 (pazden 8).
Hughoprayua 0f UIMeHaHURX K Hacmarweny cmakrdapmy nybnukyemcd & axe200HomM [0 COCMORNLIIG Ha
1 aneapa mexyweso 2oda) uMBopMayUoHHOM yrazamena «HayuoHamnsMe6e cmaddapme s, a odhuyuans-
MBID MEKCM uIMeNaHLd U NONPagoK — & SXSMECAYHOM UNODMAULCHHOM YKasamens «HayuoHambHbe
cmasdapmeis. B ciyyas NEQEcMOMpa (2aMeHBI] UNU OMMEHEl HACTIOALESD cmandapma Coomesimcim-
ayowes veedomnesue Bydem onybnukoeado & Bruwalwen SeNTYCKE UNBODMaLUONHo20 yKasamens «Ha-
UuoHanstee cmaddapmes. Coomeememayiowas uHiDopMauus, yesdoMneHue U Mekcimsl DasMeLyanimes
makke 8 ukghopMayuorrol cucmeme oblles0 NoTLIoEanUs = Ha odhuuyuansqoM calme PedepansHozo
A20HIMCITEa M0 MaXHUYEecKOMY De2yupoganie U Memponozuy e cemu Hamepwem (gostru)

2 Crangapmvndopm, 2015

HacToAwri CTaHgapT HEe MOMET DeiTe NOMHOCTEI WAM Y3CTHYHD BOCNDOWIBEOEH, THREWMDOBAH M
pACNpOCTRAHeH B KAYecTEe OdMUMANEHOrD Hagadra Gea paspelueHuA GenepansHoro areHTCTEa Mo TEXHIA-
YECHOMY DEryMHPOBaHHIO 1 METDOMOHH



rocT P UCO 10008—2014
CopepxaHue

1 DERSCTE IPRNBRBHNR " s s e e s i g i b i oA
2 HopMaTHEHBIE CCBINKA ...

3 TepmuHsl 4 onpeaenesus

4 PyuoBoaALne NpdHLAns

5 CucTema 3nNekTPOoHHEX TOPOBLIX COENoK MEXOY KPHAHYECKHUMA
WM S BRI FIALLRIM 5, e e o R B e B R R R L ek
6 OpsHodhaaHee Npoyeccsl

T M HOrOh 3 38 PPOIBEEIY T e e i B i S e i e R e s i e et 1
8 Cogepsadie B HaQnemallem COCTORHNM M YITVULLEHME  ..oocooooioicecceeeeeeeeeeesermessees s s s mommmmmesns sesmrnnnsssesseee 1
Mpunowexue A (cnpagoyHoe) ¥ 40BNETECPEHHOCTE NOTpeSuTENEA 1

NOTPEDHOCTH NONBICEATENEA

NPAMEHHTENEHD K TOproBEmM COBNKaM B2C ECT e eeimmeecee e cessenseee s ssmnnmess se s e nssn ses e 1D
Mpunowerde B (cnpaso4Hoe) JonoNHMTENBHEIE COBIMTEE ..cooceiei i iocieieeees s scsssimnsssse s s s omrmemesan sesmmrnnnnsans o s o 20
Mpunoxedwe C (ofA3aTensHoe).

PYKOBOACTRO NO NPENOCTABMEHMKD MHOIODBMELIME it ieeiiomne e e eernneeases e s eemienmesan s s emensaas e e s e B
Mpunoxerwe D (cnpapoyxoe)

PyroROACTEO NO COCTARNEHMIO KoOekca No B2C ECT OpralMaamumi e eeeeeeen e 28
Mpunoxerwe OA (cnpasoyHoe)

CeefeHksa 0 COOTBETCTEWK CCbiMOYHEX

MEMIYHADOOHLIX CTAHAAPTOR HAUKOHANEHEM CTAaH3pTaM

Pocouitcsoi @enepauiin (M ASACTEYIOWMHM B 3TOM KaYECcTRS

MEMMOCYNAPCTREHHEIM CTAHIADTAM ..o oot eeeeeeee e e eememsae s ee s ns s e e e s mmmmmmsans s e e saen o e D
TRLT T30 oo L e e L L L O o L R R Tt R S ESEE NN .



rocT P UCO 10008—2014
BeepeHue

1 OBWwWe NoNoKeHHA

HacToAWWA CTAROADT CIYHKT PYKOBSOCTEOM ONA OQraqnIanwid B 1x paboTe No NNaHWDORAHMD, Npo-
EXTHROBAHWID, palpaboTee, BHEODe MK, NOASSDHAHMD HA OMHHOM YDOBHE 1 YIYYLWEHWIO De3yNsTaTHaHOR
W 3phETHBHOA CHCTEMB!, OTHOCALLEHCA K SNEKTPOHHBIM TORIOBRM CO8NKAM MEXOY KWPHOWHECEHMA 1 K-
AHYECKAMIA MALAMIA

PeayneTaTiedas v addperTHBHan CUCTEME, CBA3AHHAA C ANSKTPOHHbIMKA TOPrOBLIMIA COEMKAMMW MEHTY
FOPRMOWHECKMMEA 1 hrardeckiamK nuuami (B2C ECT), MOMET NOMOMaTE KOHEYHEIM NOTPEDWTENAM 1 OpraHK-
JAUKAM DEWATE BONDOCE B OTHOLLEHWM BCEX ACTIEKTOR, CRAZAMMEIX C TORrOBON CASMKOA.

HacToAwWiA cTaigapT NpegnaraeT pyYKoBOOCTEC B OTHOWEHKWHA TOMD, KakuM obpaiom opradMaaumny Mo-
YT BHEODKUTE Takyio cucTeny B2C ECT W nocpegctaocm atorg:

a) co3gasaTe ANA NOTpeGUTeneR oCHOBY NO NOBLIWEHWE J0BEPWA B OTHOWEHWA 3NeETROHHLIE TODTo-
BlIX COSMNOK, COREQLUABMBIX C OpravMaauen (B2C ECTY,

b} noBBIWATE CNOCOGHOCTE CRTAHMIALMA YO0BNETROPATE KOHEYHEL NoTpebuTenea!;

C) CNoCOBCTRORA T YMEHBLLIEH Wanoh 1 pasHornackia.

B2C ECT 3apedcTBYET BIAMMOCEAIM MEXOY ODraHMIalueil M KoHeYHBEIM noTpebuTenem B MHTepHeT-
CeTW, korga notpebutenem gnAa obpawenna uocnonsaverca nioboe YCTPORCTBED C NPOBOOHON WNK Gecnpo-
BOOHON CRAILK [HANPUMED, NEPCOHANBHEE KOMNBKTEDHEE YCTPONCTBA, ANEKTPOHHBIE NNAHLLETE, KAPMAaH-
HEIE ANEKTROHHMBIE KOMMBIOTEDHBE YCTRORCTREA W COTORLIE TeNed o e, CNoCobHee NOOKMKYaTECA K MHTep-
HET ceTi). B uenax wactoAwero cradpapta B2C ECT MomeT Taes Ja08MCTEOBATE APYIHE TeNekoMBMyYHA-
KAUMOHHBIE CETH (Hanpumep, sms-coobwenna) v pasHoobpasise MeTepdeidcs, BrnoYamwme seb-canThl,
BEf-CTRAHMLE COLWATMBHEY MACC-MEAHA 1 ANSKTROHMYIO NOYTY.

PyxoeoQcTee, COgepMAlEacs B HACTOAWENM CTaHOapTe, NpegHasHaqyeqc ONA NpMMEHEHWA B CHTYa-
LIMAX, KOrga cylWecTeeHHan YacTe B2C ECT, exno4an No MeHelUei Mepe 00xH Npouecs onepauMoHHoi jda-
3kl TOProaoi coenkd (oM. 5.3), cOBEpWAeTCA NPK NOMOLWM ANeKTPOHHBIX METOLO0B (HANpUMEpD, OCyWecTane-
HWE MNaTemed, NoOATEEDIEHNE NOTPEGUTENEM QOMOBGDEHHOCTI MNK AOCTARKA NPOOYKTA).

PyxoBoQoTeo, COOBpMAWEEcA B HACTOALLEM CTaHAApTe, MOMo Gbl NDUHECTH NONE3Y ONA CHTYALWWA,
KOrga anesTposHan cgenka B2C ECT ve cCOBEpLUAaTCA, HO WMEET MECTO MHTEDaKTHEHAA CEAIL MEROY Op-
raHH3aLMen ¥ KOHEYHEIM NOTRE0UTENEM, HANDUMED, KOFQA OPraHKH3ALMA NPOBOOWT DEKNAMHBIE OEACTBHA B
HHTEPAKTHEHOM DEMWME, HE OCYLIECTENAA NPW 3TOM MHTEDAKTHEHOA NPOGANKA NPOSYELMA.

B Tex cnyd4ass, korga QUCTAHUMOHHBIE NROOAKH HE BENKYAKT MHTELAKTWEBHBLIA HOMNOHEHT KOMMOHEHT,
KAk, HANDHMED, NOYMTORLIA JAKA3, OHKW HE BXOOAT B 00NACTs NPUMEHEHHA HACTOALLEMD CTAHOAPTA, XOTA NPM
3TOM 270 HEKOTODEIE ANEMEHTE MOTYT OKaIaTECA NOMEIHLMA.

PykoBOQCTED, COOSPMALEECA B HACTOALWEM CTAHOAPTE, HE NPEGHAIHAYEHD ONA NDPHWMEHEHUA B OT-
HOLEHKA ANEKTROHHBIX TORMOBRIX COEMN0, CORERLUAR MBI MEXDy coBol huardeckiimMg nuuakme. OQHaKD oHO
Moo Dbl CKAIaTLCA NONEIHLIM ONA OPraHMIauni, BECTYNAMWWE B KAYSCTES TRETHEN CTODOHLI, KOTODLIE
NEEnnarawT WHTEPAKTHEHLIE yCnyTi, obnerdaniyWe ocyLecTRNeHME TODIoOBLX COBNOE MeMOy qHaanYecu-
M NUUEasK (Hanpumep, MHTepHeT-CalThl ayHLUWOHHLIX TOProB).

2 BaawmocBEAlL O cTavgapTami WCO 9001 w MCO 9004

HacToAwWi cTaHoapT coBMECTHM co cTadgapTamn MCO 9001 w MCO 9004 » nomoraeT peaniaunmm
UEMNed aTHE OBYX CTAHOAPTOR Y2ped peayneTatHeHoe 1 MpekTMBHOE NPYMEHEHRE CHCTEMbl BZC ECT.

MCO 9001 ycTaHagnyeaeT TpeboBaHHA K CHCTEME MEHEOMMENTa KAYECTEA, KOTODAR MOKET ObiTk MC-
MONEICBaHa ANA BHYTDEHHED NPAMEHEHHA ODRIAHWIAUWAMK, OMA CepTAdUEALMA HAKW ANA KOHTPaKTHLIX We-
ned. Cuctema B2C ECT, sHeapedHHan B COOTEETCTEMM C NOMNOMEHWAMM HACTOAWErD CTAHOADTA, MOMET
ObiTh ANEMEHTOM CHCTEMB MEHETHMERTa KadecTea. MCO 9004 npeanarasT pyKOBOACTEOD MO MEHETHMMENTY
KA4ECTEa ANA JOCTHHEHKA YCTORYMBOND YCNexXa OpraddIauMamy Npd ocyWecTENEHMH MMH CBO2A IHOHOMK-
YECKDR QEeATENEHOCTA. HacToAwwiA cTawgapT mMOoeT cnocobcTROBATE YCTOMYMBOMY YCMEXY B KOHTEKCTE
B2C ECT.

3 BaawmocBEAZL cO cTadHgapTamd MCO 10001, WCO 10002, MCO 10003 w MCO 10004

HacToAwwWA cTandapT paspabaTkBancA © Uenske ObliTh COBMECTHMLIM cO cTavgapTamue MCO 10001,
WCO 10002, MCO 10003 1 MCO 10004, 3TH NATE CTAHOADTOE MOMNYT BiiTe MCNONLIDBEATECA NHOBD HE3IaABK-
CHMO, NIWGC COBMEBCTHO ADYT C Apyron. Mpy COBMECTHOM MCNONBIOBAHMM 3TH CTAHOAPTE MOrYT COCTABMATE
YacTk GONEE WWDOKDA W MHTEMDWPOBAHHOR CXeMBl ANA NOBLWEHHOHR CTENeHY YO0BNETEODEHHOCT NOTRE-
GuTened kak B koHTexcTe B2C, Taxk v Gea cerau c B2C.

OpraduaaUmiE MoryT HCNoNeEICEaTE PYKOBOACTRO, cogepraweaca 8 MCO 10001, ana Toro 4Tobel Nna-
HHPORAETE, NPOEKTMDORATE, Pa3pabaTeBaTe, BHEADATE, NOQOSPHBATE W YNYYWATe Kogekca no B2C ECT
KAK 4acTk cucTemel B2C ECT. Mpouecce no pafoTe ¢ ®anofamu, paspelleHdio cnopos W passornacui,
MOHUTODUHNY W WIMEDEHAD YAOBNETROPEHHOCTIA NOTPpeduTenai, onkcaddele B MCO 10002, MCO 10003 «
HMCO 10004 cooTBRTCTREHHO, MOMYT QOpMUDOBATE JHAYMTENEHEE YacTh chcTemesl B2C ECT.

I
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HAUMOHANBHBIA CTAHOAPT POCCHUMWACKOW DELEPALWMHK

MeHeQ®MeHT Ka4ecTEa
YaoeneTEOopEHHOCTE NnoTpebuTenen. PYKOBOAALWME YEAIAHMA NO 3NEKTPOHHBIM
TOProBLIM COBNKaM MaXgy HpHOAHYECKMMA H hHIMYECHMMH NHLaMH

Clality managemeant. Customer satisfacton.
Guidelines for business-to-consumer elecironic commerce transactions

ﬂara BREneHWA — 2015—0d—01

1 O6NacTb NPHUMEHEHWA

HacToAWwKWA CTAHAaPT NPEgNAaraaT pYKoEoACcTAO SNA NNAHWPOBAHWA, NPOEKTHPOBEAHWA, paipaboTew, BHE-
OpEHUA, NOJOSDEEHUE W YNYYLWaHWA PEayNbTATAEBHOA 1 SPHekTHEBHON CHCTEMB OPraHKzaLWMM ONA OCYWacTe-
NEHNA FNEKTPOHHBIX TORIOBLIX COBNOKE MEXOY KPAOHSSCKAME 1 thuavHacknme niyame (B2C ECT).

OH MOMET NPUMEHATECH NOGOR OpraHd3auMed, OCYWESTBNAKIWER HNW NNEHUPYHIWEA OCYWBCTENATE
SNSHTPROHHLIE Toprogee canenkd B2C ECT, HezaencHMo OT pazMeps, TUNa Opraqu3audi ¥ o1 Bnna ocylscTs-
NASMOR SAHHON OPIAHMISAYNER DEATENEHOCTI.

HacToAWKWA CTAHQApT HE NpagHaIzHaYed AnA HopMUpOBEHMA YACTH KOHTPAKTE MKW OnA Toro, 4To6e ma-
MEHATE Nbele npaga wnk 0bR3aTENLCTER, YCTEHABNWBAEMEE NPMMEHABMEIMA 3IKOHOOSTENEHEIMA M ODYTHMK
OOAZETENEHEIMKY TREToBaHUAMH.

HacToAWKWA CcTAHQAPT HANPEBNEH HA TO, 4TOOM OPraHWZELMA MOMAW CO30aTeE NPAEMNEHO BLICTPOSHHYH,
pEdyNETATHEHYH, HPQEETHEHYD, TREHCNAPSHTHY D W De3onacHy e cuetamy B2C ECT B usnAx NOBLIWEHWA go-
BEDUA M YEEPEHHOCTH KOHE4HLIX NOTpabUTEnER B OTHOWEHMK TOprossx coanok B2C ECT ¢ noBwcHTE Ya0BNE-
TEOPEHHOCTE 3THX NnoTpeduransd. OH npegHaaHaded ana B2C ECT, paccmartpyBan kOHeE4HEX noTpeduTansl B
HEYECTEBE NOGMHOKECTEE noTpabnTeansi.

PyxoBoAcTED, COQEPHMALEECH B HACTOALEM CTAHOAPTE, MOMAT CNYHWTE JONOAHEHWEM K J8ACTEYHIWER B
OPFrEHWAELMH CHCTEMEB MEHSOKMEHTA KAYECTEE.

2 HopMAaTHBHbIE CChINMKK

CnegyolwWe OOKYMEHTE, NONHOCTERY KAK B KAKOA-NKED CEOSA H4BCTH, HE KOTOPLIE NPUBOORTCR CCbINKW B
HacToAWeM cradHgapre, HeobxogmMmel OnA ero npumedHeHrs. [nR QOKYMEHTOE © YHEIAHHOA OaTOR BeINYCEE
NPUMEHASTER TONLKD PEOAKUMA © YRE2AHHOR QETOR; ONA QODEYMEHTOR 083 YHaIaHWA 08Tkl BHNYCKE — NOCABAHAR
pEAAKUMA (BENIOYEA NOBRIE HIMEHEHWR).

FOCT 150 9000-2011 CHcTaMel MEHEORMEHTE KaYacTEa. DCHOBHEE NONOHMEHWA W CNOBAPL

3 TepMMHBI W CNpeaeneHns

B HAacTORWEM CTEAHZARTE NPMMEHEHL TepMKHE noe MCO 8000, a Takss cnedyiiWMe TEpMHHE © cooTeaT-
CTEYHILLMMA ONpEgeneHWAMA:

3.1 anekTpoOHHAA TOProBan COENHA MeXAY HPHAWYECHKHMH ¥ raryeckMMK nuuamK; (B2C ECT):
Ceapus BIanMOIERCTENA MEROyY opradnaaynen (3.2) » koHedHel M noTpebrnTanam (3.3) B UsnNAX J8EYNEM NPOSYH-
uxH [(3.4), coBeplIaeMes © NOMOLWEX HHTEPEKTHMEHEIX CpaCTa.

3.2 opravm3aumnA; K puau4eceoe nugo Wnw rpynna paboTHukoe m HeoBxoguMex cpegcTe o pacnpegena-
HASM OTEETCTEEHHOCTH, NONHOMOYAA ¥ B3aMMOOTHOWEHWE ANA Torg, 4Tobel QOCTHIATE CEOME LENSR.

Mpumep — Komnawun, kopnopauus, upma, npednpuRmue, yYpesdequs, GMazomecpumensHan
Op2aHUIAYUR, NPednpUAMUE POINUYHOO MOPE0&nuy, accoyuayun, a makwxe ux nodpazdenewus unu
KOMBUHALUR U3 HUX.

3.3 noTpeburens: MHOMBHaYansHe A 4ned obwecTea, npHabpeTAKWKMA MAK MCNONL3YH0LWHMA NPOOYKLWH
{3.4) oNA NA4HBLE, CEBMERHEE UNWY DeITOBEX Waneai.

WapaHwe odvunansHoe



rocT P MCO 10008—2014

n pPHEMBYMBHHE — B uenax HACTOALLETD CTaHAapTa TEpMdH tﬂEITFIEﬁI-’lTEJ'Ibu BENIDYAET MOTEHUMaNLHEIX KOHE-
Hilx HIJ-TFIE'EHTEJ'IE Al NonL3DEATENEH.

[MeToudne: Pykosogorea MCOMM3K TE 2008, B 3.4 BHECEHD ChEgyHWes HiIMeHEHKE — dpasa aTOBAPH,
COOCTEEHHOCTE MW yonyrMy: Gbina 3aMEHEHE CNOBOM #NPOOYRLUHAR W DRN0 yOaNeHo npuMedaHual.
A4 npogyEyma: PeayneTat npouecca.

NpamMmesasdun

1 CywecTaynT “eTsipe 06 We KETEMOpHMA NPOOYELHAT VoYM (HANpUMEp, NepeRo3KH); NPOrPaMMHEIE CRegcTea (Ha-
NpMMERD, KOMNBTEDHAA NPOMPEMME, CROBAPE), TEXHWHECKWE CREACTES (HANPUMED, yI8N NBWraTena) nepepalfarueasmele
METEQHANE (HANPWMER, CMAZKEA).

MHOrME EMOE NPOOYKUAM COOSPHET INEMEHTE, OTHOCAWMWECA K PRINW HBIM OB AM KEETErOpMAM Npogykumnn. OTHECE-
HWE NpOAYEUWH K YCNYramM, NPOTPAMMHEIM, TEXHWYSCKWM CPEACTEEM WNW NepepalaruEsemels MATEPUENEM 3E8BHCHT OT
npeofnaganwers anemesTa. B 4ACTHOCTH, NOCTASNASMER NPOSYEUMA o3BTOMOBUNEs COCTOMT W3 TEXHMMBCEMX CPROCTE
(HENpWMED, WWH). NepepEBaTHEEEMEIX METEPUANDE (FODHYEE, OXNEXO3NUWER HUOKOCTE), NPOTPAMMHEIX CPEACTE (Npo-
TREMMHOE YNPABMNEHWE JEMTETENEM, MHCTPYHUWA ONA BOOWTENA] M YCAYTY (P3ILACHEHWA N0 SKCNNYETEUWY, SJEE3EME 8 NPO-
AABLOM).

2 B HACTOAWERM CTAHOAPTE TEDMMH «NPOOYKYUAS OTHOCHTCA K NPOSYKLAY, NPEIHAZHAMEHHOR, HO HE OMPEHAHUERK-
WEACRA N#dHBIM, CEMEAHBM MM BHTOSHM BENONBIOBEAHWEM, U MOMET BENKYETE NPOSYKLAK KoHEeYHOMD noTpebutensd. 3To
MOHET BEITE OTNHYHEIM OT ONPE0SNSHWA TEPMEHE sNpo0yETs B Qpyres cTasnapTa: Moo,

3.5 wopgekc no B2C ECT: Dbawanne vn Habop obewaswil, JaHHBIX OPradl3aymamy (3.2) KoHEYHBEIM No-
TpebuTanam (3.3), 1 CBRZAHHLIE & HUMKH NONOKEHWA, KACAKWKWECA 3NEETPOHHBIX ToproBex coanok B2C ECT.

3.6 npoeargep B2ZC ECT: IDpyagudecroe NKMYO AW opraHdw2auns (3.2), K0ToOpas OpradMayseT npoyace mnu
yonyry no npoagesdn caenkn B2C ECT (3.1) M kOTOPAA ABNASTCA BHEWHER N0 OTHOWSHNH K OPraHA3aumi,
Honone3ayowan cuctamy B2C ECT.

4 PyroBOOAWMWE NPHHUMNLI

4.1 OBwme nonoHeHWA

PeayneratueHog ¥ 3ddakTHBHOE NNEHNPOBAHWE, NPOBKTHROBAHKE, pazpaboTea, BHegpEHHE, NOOOBRME-
HUE M ynydwexswe cuctesMs B2C ECT opraHn3ayvy OCcHOBAHE HE NPHEEPHEHHOCTA W CTROMOM OB OeHuH
OPMEHTHPOBEHHLIY HE EOHEYHEX NOTREBUMTENSR PYHOBOARWMWE NPAHUMNOE, yoTaHOoenadHHw: 8 4.2-4.17. 3T
PYEOEOORWME NPWHLWNE MOFYT CNOE0GCTEOBATE NOELIWEHWK 3RWMWLBHHOGTA EOHEYHL Y noTpaburensn Ha scax
YPOBHAL M 3NemMeHTaX cuoTems B2C ECT.

Mpuame«saxdue — B npunoHeHy A NPESCTAENEHO JankHEAWES PYNOBCOCTED N0 YIOBNETEOPEHHOCTH NOTpedn-
Tensd M noTpeBHocTAM KoHeYHss noTpefuTenad B ceraw ¢ B2C ECT.

4.2 ObRzaTeNLCTBO

ClpraHMaauWe GON#KHE HANPABNATE CBOW YOCWNWA HE BHEODEHWE, MHTEMMAUWK W PECNPOCTPAHEHWE CBOER
cucteamel B2C ECT, exknioqan BeinonHEHWe obellanui, 0883aMelx KOHEYHEIM noTpebnTenaM B oo kogakca nNo
B2C ECT.

4.3 CnocobHoCTe

PyroBOgCcTED OpraHM3Iaymn QON¥KHD BLIQENATE JHAYMTENEHEE PECYPCE ANA YNPABNEHWA CBOBW CHCTEMOR
B2C ECT, Bxmoyas MeponpHATHA NO NNAHAPOBEHME, NPOSETUPOEEHNK, pazpaboTee, BHEADEHWH, NOOOBRHA-
HMH W YNYHWEHNK 3TOR CHCTEMEL.

4.4 HoMneTEHTHOCTE

MepocoHan opradWaayde W npoeanpgepos B2C ECT gonxed obnagate HEOBEOOMMEIMKA KAYSCTEEAMN, HABL-
HAMK, YPOBHEM NOOroToBKW W npodhécCHoHankHel M ONLITOM OAF TOro, 4To0k WCNOMNHATE CEOM OONMHOCTHEIE
ofRIEHHOCTA C YPHETOM NOESNAHWA KOHeYHeX noTpeburenai.

4.5 MpHUrogHocTe

COpradvzagns aoneHa 0Becne4YuBaTs NPWEMNaMoe COODTEETETEME coboTEREHHON cuoTtemw B2C ECT, on-
pPEASNEHHOMY TWMY COBNEW G Y4eTOM Takux GaKkTopos, 8K XapaKTEpHMETHEY KOHEYHOro noTpeSuTens, TMn npo-
OYEUMH W XapakTep noboR xancbe une o3abo4eHHocTY.

4.6 MNpaeuNLHOCTE
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OpraswzaaunA gonxda obecneduTe a0eKBATHOCTL, AKTYANEHOCTE, TOMHOCTE, NPEEAWBOCTE, Bepwduaymw-
DYEMOCTE H COOTEETCTEME &8 cucTemel B2C ECT v midopMauMi 0 JaHHOR CHOTEME BCEM NPUMEHAMEIM 38K0-
HOOQATENEHLIM W gPYTMM oORzaTensHLIM TpebosaHramM.

4.7 OTEpBITOCTE

AHauMTENLHER 480Te MHBopMaudy o cuctame B2C ECT opraHdzayue AonsHa BLITh OTERLTOR gns KO-
HEYHEX NOTPEDATENEA, NEPCOHANE U OPYIME JSWMHTEPECOBAHHEIY CTOROH, W 3TE WHpopmauus gonsHa GeiTe
HarnAOgHD NpagcTasneHHoR.

4.8 JocTynHOCTE

Heobxoaumo obacnednte, YyTobel cuctemy B2C ECT OpraHM3auMy ¥ COOTEETCTEVIOWYH MHEODMALAIG o
HEA MOMHD BeING Narss HARTH, NOHATE W MCNONEI0EETE.

NpuwedaHss — B Pykoesogeres MCO T6 npegcTaEneHs JaNEHEALLME yEE3BHER B OTHOLWSHWY OOCTYNHGETH.

4.9 OT3ILIBYWBOCTE

B pamrax ceced crnctemel B2C ECT opraHdiaums QONMHa COOTESTCTEYHWMM ocbpazomM pearMposate Ha
NOTREGHOCTH KOHE4HEX noTpeBurenad. PearMpoeadme o CTOPOHLEl OPraHMIaume, BENOYEA OTEETE HE mobue
BONPOCH WA ®anobu noTpebuTansan, oonsHo GoiTe BECTPLM W 3hMERTHEHEIM, HOXOAR M3 CYLWHOCTH pEc-
CMATRHMBAEEMOA NOTPEOHOCTH W NpoUECEa.

4.10 Cornacue

Bo gocex cny4asx, korga & B2C ECT tpedyeToR COMMAcHe KoHeYHoro noTpeburens, opraqdmaaymnn Heobxa-
OMMD oOBcNe4nTE, 4T006 OHO JABANOCE NPEOHEMEDEHHD M OCHOBRBANOCE HE NONHOM DOBEME MHBOPMALMK.

4.11 CnpagegNHECOCTL

Opradnaayma gonsHa pa:pabotare W BHEgpUTE cucTemy BZ2C ECT, woTopan NpeiycMaTpryeasTtT pasHoe
OTHOLWEHWE W PEEHOADCTYNHOCTE ANA BOEX KOHEYHBIX noTpebuTensi.

4.12 OTY4eTHOCTE

O'prasnaaumA QONxHE YyOTEHOBMTE W NOOOSRHHEATE MEPONPHATAA, CERZEHHEIE © NOJOTHETHOCTEH M Npa-
OOCTABNEHWEM WHEDOPMALWMK 0 8ACTENMAX M PEWEHWAX B OTHOWSHWA CEOBA cucTemMel B2C ECT, Bknwyan v To,
HTD OTHOCWTCA K J8ATENLHOCTH 88 npoeannapoe B2C ECT.

4.13 3aKoHHOCTE

OprasvaaunA QOmeHE SKTHEHD OTCNEMWBATE CHTYAWWK B NPABOBOM NONE CEOBE JEATENBLHOCTH W obec-
nesreaTe paboty ceoel cuctemel BZC ECT B cooTEeTCTEMWM CO BCEMW NPHMEHMMBIMKE JEEOHOOETENLHEMA K
apyruy obRIaTaneHEMY TpafosaHnAMY.

4.14 KontpraeHUMANLHOCTE

Mpu cOXpAHEHKMK NEPCOHANBHEX CEEOEHWA O HOHEYHOM noTpebuTena, cobvpaamelx OPraHnIaLYWean nNo xo-
oy NpMMeHEHHA cBoed cucTems B2C ECT, cnegysT npiHATE Mepe no obecnedeHd xoHGHOSHUHANEHOCTH,
FaWKTE W 00PAWEHMD C EHHOA HHDOPMEUNER B COOTEETCTEMN CO BCEMH NPHMEHHME M 33H0OHOOETENEHBIME
# gpyrMe oDR3aTeNbHEMA TRE0oBAHHAMK. 3TD BENK4YEET MEDE N OrPEHWYEHH D MCNONLI0BEHUA NEPCOHANL-
Helx JaHHEX, 38 MCNONHEHWEM TEX CESQEHWA, ONA KOTOPRE DN0 NoNyYeHo cornacue noTpedWTanA, B YACTHO-
CTH, OFPEHUHEHHE DACNPOCTPEHEHD HA PACKDE THE NERCOHANEHBIE OAHHEE, DONYCEEEMOE NAWE B TEX CHTYALMN-
AX, HOrOga aTo TpebyeTCcA B COOTEATCTEMM C IAKOHOOATENBHEMA W OpyrMME OOAISTENECTEAMW MAK KOMgE OT KO-
HEYHOMo NOTPeDUTENR NOAYYEHD COMMEBCHE HE PACKDETHE QaHHOR MHGOpMaLLME.

4.15 BezoNacHOCTL

OprasHMasuma QONMHE OXPEHATE KOHDWOBHUMANLEHOCTE W UENOCTHOCTE JAHHEY O noTpebuTenax B ceoed
cuoTenme B2C ECT nocpaacTeom Mep NPpejocTOpOMHOCTH, BOSKBETHRIY TOR YYBCTEMTENEHOCTH, © HOTOPOR CO-
NpAMEHE 378 HHOOPMALNR, 8 TAREE NMPUMEHATE ODWENPUHATEIE HEWMNYYILKE NPAKTHEW, NPEOHAIHEYEHHEIE ONA
FEWMTE OT HECAHELMOHWPOBAHHOM QOCTYNA K 3THM OaHHBIM.

4.16 MuTerpauyma

Cuctema BZC ECT oprasuzaumy gomeHa GeiTe HHTEMPWPOEEHE G CHECTEMOR MEHEOKMEHTE EI4BCTEE M OPYId-
MH CHCTEMAMM MEHESHMEHTA ODFAHWZALMA, NPH BOAMOMHOCTH. 3T0 QOMHHO BKMO4ATE 3NSKTpoHHEe B2C ECT »
ODEHHEIE TOProBsIe COENKM (ENWGoM K NELY* WNH QUCTEHUMOHHBE), COBSpPLIAEMEIS HE NOTpEGMTENECKOM pHIHKES
TakimM 0Spailom, 4Tobs 3TO ABNANOCE COCTORTENBHBIM M MOHATHEIM BCEM KDHE4HEM NOTpebuTansm.

4.17 ¥Ynyuwenue

MocToRHHOR WENBH CRraHMaalMe QomeEHo OeiTe NOBEIWEHHE PEIYNETATHEHDCTH M 3@dEETUEHOCT CHG-
Temel B2C ECT.
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5 Cuctema JNEKTRPOHHLIX TOProBbIX COAENOK MEXOY WPHOWYECKAMH U
'ltlll'ISH'"IEI:I{H MK NHUuaMK

5.1 Obwan cxema

CpraHuaayMa QonHHE YHPeOnTs M NPMMEHATE 00LW YK cxamy OnA NPUHATHA PEWSHAR W O8ACTEMA NO nna-
HUPOBAHWE, NPOSETHROBaHMK, pazpaboTee, BHEAPEHWH. NOOASDMAHME M yNy4WeHdn crocTemel B2C ECT.
Ofwan cxema BENKOYAAT OUBHKY, 3BKYNKY W pacnpegeneswe pecypcor, Tpebyemeix anA obecneyeHuR pean-
ZALMK NPOUBCCOs oNA Toro, 4To0e QoCTHYE NOCTAENEHHEIX LENSR ANA cHeTemel BZC ECT. 310 Takss Bxn-a-
eT 00AIATENLCTED BEICIUEND PYKOBOACTEA, HAOENEHNE OTEETCTEEHHOCTEN W NONHOMOYWAMK, 8 Takxs obydenuve
1 Npote CCHOHANEHYID NOGroTOEKY B COOTEETCTEMM C PYROBOOAMMME NPHHUMNEMK, YESISGHHEIMK B paipene 4.

Mpw NNaHWpoBAHMK, NPOSKTUROBAHWKY, paipaboTee, BHEODEHWH, NOOOSDEAHNA W YNYHWEHWE CBOSA CHE-
TeMew B2C ECT opraHq2auMs Aon®HE cobnpare B OUSHUESTE MHDODMALU MK, EECAE WY G

- MOTPpEOHOCTER W OXMAAHKR BOHEYHEX naTpabuTensm;

- ACNEKTOR, CBA3AHHEX co cqenkamy B2C ECT (Hanpumep, oHnasHUMANBHOCTE, BE20N8CHOCTE, OTIRIEB-
YWBEOCTE M NPESEUNEHOCTE),

- JEOHOOSTENEHEIR B APy 00R1E3TaNEHEK TRE00BEHWA, CERIAHHBIX C STHMM BCNSKTAMM (CM. npUnoseHws B

- TOrD, K8K BEOZHUEAHT BONPOSCH, CERIAHHLIA C 3THMKA ACNEKTAMH, WX NOTEHUNANEHEE NOCNEOCTEMA W TOMD,
KAaKMM oBpazom OHN paccMaTpHBEATOR,

- TOMG, KK OpYIMe Opradnaaynn PEWanT 3T Bonpocsl.

Opranuzaurn HeobxogMMo NONyYaTe W OUBHHBATE BXOQHLIE OJaHHLIE oTHoCWTansMo B2C ECT ot cooT-
BETCTEYHILW WY 38WHTEPECOBAHHEE CTOPOH (Hanpumap, notpebureny, nposafnapel, NPOMEILLNEHHEE BCC0UWa-
UMK, OpraHdiauue noTpefWTeneld, COOTEETCTEYHIWME rOCYOapCTESHHEIE AraHTCTEE, PEryYNUPYELIME Opradsl,
NEpCoOHan M Bnagensub ).

5.2 Uenw

CpraHu3auMs gon*Ha onpagendTe LENW, KOTOPLIE OONMHE QOCTHrETeCA cucTamon BZC ECT. 3tk yenm
LOIMHHE COMACDBLIBATECR ¢ 0GWHMA UBNAMKA OPraHnZauuy, 8 CNEacTewe 4erc Heobxogumo, YTobel Mx Benon-
HEHWE MOHEHD GhING MAMBEPHTE, MCNONL3YA NOAXOORLLWE NoEazaTEnW. (aHHEIE UENW DONEHE SHENW3IKMPOBATLERA
Yaped anpaaeneHHEIE NPOMERYTEA BREMEHK W N0 MEpE HEODXOOWMOCTH WX CNEAYET SETYANUIMPOBATE.

OpraHu2ayMa O0MEHa YCTAHOBMTE KONWHECTEEHHEE W KEYECTEEHHLIE NOoKAazaTeny 3ekTHEHOCTH Ocy-
WECTEASHAR OEATENLHOCTH, NPEAHAZHAYEHHEIE QNA OUEHEW W NOMOLWW 8 NOHAMEHWK TOrD, HECKONLED OO0CTH-
ralToA Wan gna cuctemel B2C ECT opradnaauuu.

Mpamesanuwe - [pusepm nokazaTensd SMMEETWEHOCTA OCYWSCTENEHWMA OSATEMNLHOCTH, OTHOCRWWEKCA
cucTeMe B2C ECT, axnssawnT:

- HONMHBLTED MOOPMNEHHEX NPOOAX OTHOCHTENEHO 320 MKCHPOBEHMEX NOCALYEHWRA Bal-calTa;

- MHCNO BO3EPATOR NPOWIBS0EHHEX NOCTABOK OTHOCHTENEHG ofilero KonmecTea;

- EONMHECTED NOETORHD 0BPATHBLWHNCA NOTPEBMTENEE N0 OTHOWEHW I K 0GWEMY HONEYECTEY,

- NOTEpH B yweph oTHOCUTENLHD 06 WSrD YACNE NOCTABGK;

- HONMYBCTED NOCTABOK, MCIONHMEHHEX B HAZHAMEHHEIE CPOKH, OTHOCHTENEHO OBWEro “HCNa NOCTRROK,

- HHCAO CHCTEMHBY olWwBoK CEATA/NNaThopM;

- KNBCCHPHUMPOEaHEE WNH PAMHHMPOEEHHE NO PEIYNLTATAM HCCNESOERHAR, HAMEDAKLLMEY CTENSHE YOOBNETEOREHHO-
CTH EOHEYHEIX NoTpebuTansn;

- CTATHCTHSCHME NOKEIATENW, KACAHMUNWECA ¥anol W PEWSHAR, NPMHATEE N0 PEYNLTATAM WX DECCMOTRSHAR,

- CAOBBRAMBHHOCTE OTEMNAKOR HA CHIHANR, NONY4EHHE OT 0BpaTHOR CEAZM.

5.3 Npoyeccul

5.3.1 DBwke NnonoxeHna

Cipradn3ayys oonsHa NNadwpoeaTs, NpoEKTHPOBATE, PRIpabaT=eaTs, BHEAPATE, NOAMEPHHEETE W YNYHWATE:

a) oqHoaIHeE NPoYScth

b) mHorodasHee npoyecokl.

Kak npaswna, Toprogas coeneda BZC ECT npoxogut yepes Tpd paanuqmmMee aisl:

- NpegeapuTensHan aa ToproBod Caensm;

- ONEpayMoHHaR ia2a Toprosod caankm,

- MOCNeonepauroHHEn hala TOprosol coenau.

OaHodasHel i Npoysct OTHOCUTCA TONLKD B OOHOR W3 Tpax diaz B2C ECT. Hanpusep, npougco hopMma-
pPOBEHWH OROHYETENEHOMD UEHOBOMD NPE0NOMEaHMA XapakTapad anq onepauMoHHoR fialel TOProBoR caenEm.



rocT P MCO 10008—2014

MrorodaaHeid Npoyacc OTHOCKMTCA kO Boawm Tpewm dazam. BiammoceRze Mexay npougccaMe RBNRETCA
OMHAMHYHOR, M 88 HE CnegyeT PaccMmaTpMBEaTs B CTPOND oNpegenaHHon nocnegoeaTensHocTy. Hanpuaep, op-
rEHWIAWNA MOMET NOOMOTOBMTE MHOMGEIHER NPOLSCce, TAEODR KEAK yYpexgeHna kogekca B2C ECT. go Toro, kak
ByayT raToss NPpoUSccsl NPEaBapUTENEHOR, GNEPAUMOHHOR M NOCNSEONSEDAUHOHHOA a3 Toprosol cCOengy.

PucyHor 1 MANOCTRPUPYAET 3TH NPOUBCCE M CEAIAHHEE C HMMIK BUOEl JERACTEWA.

OpHodasHble npouecckl
(NpUMEHKUTENEHO K onpeaenedHon dase B2C ECT)

NpeneapuTencHan dghaza One WOHHaR dhaza [NocneonepauMoM-
DOpMHAPOEEHWE HOHTEHTA Oka3aHue NogOepsEr B Napan- Han daza
{6.1.2) HaYansHoM Belbope (B.2.2) Docraska (6.3.2)
Mepega4a KOHTEHTA MoeHTHOHEAUMA KOHEYHBIX No- HMenpasnadne (6.3.3)
{6.1.3) TpebuTanen (6.2.3) Bozepat n abmex
YNpAaBneHWE SCNasTaMu, DOPMHPOBAHHE DEOHYATENEHOMD {6.3.4)

{B.1.4) OxazaHue Nogaapre B sebope
cnocoba onnate (6.2.5)
CaHEYMOHWPOBEHUE NNaTexa
(6.2.6)
MogTespsaedde 3akala (B.2.7)

CERZEHHLIMMK C KOHTEHTOM ::l uaHoBOro npegnosedws [(6.2.4) E}

i

MHorodrazHbele npouecchbl

(IpyuMeHWTEeNsLHO KO Boew dasam B2C ECT)

BiawMocBRIL C NOTPEDMTENAMMK ¥npapneHwe OaHHEIMMW, OTHOCALY M-
Kogerc no B2C ECT (7.1.2) MMCH K NoTpebfuTenam
MNogaepsxa notpebuntenan (7.1.3) BeaonacHocTe (7.2.2)
Pabora c manobamy ¥ pajpawaHne KordraaHunansHocTe (7.2.3)

BHELWHHX paaHornacya (7.1.4)
Mogaepraswe OOPATHON CERAIM
{7.1.5)

PucyHor 1 — MNMpouecek cucTeMmel B2C ECT

MNnaHupoBAHWE, NPOBKTUPOEAHUE W PA3PaboTEE KAMOOrD M3 3THX NPOYSCCOE HEOTOEMAWMEl OT WX YCNew-
HOM BHegpadHA. Dpradwsagus pomeHa onpoboeats ceow cuctamy B2C ECT nepesq 1am, Kak 88 BHEQPATE,ANA
Toro, 4Tobel OnpegendTe NoTpeGHOCTE B MEPAX, HANPABNEHHEE HE B0ANTAWWK K BHECEHNE HEoDXOOUMBIX KOp-
PEXTUROEDH.

PyxoeogocTEO NO NNAHAPOBEAHWK, NPOSKTUROBEHKID, PpazpaboTee W BHEJPEHWH NPOUSCCOB NPeaBapH-
TENLHON, ONEPEAYHOHHOA ¥ NOCNEONEpAagMOHHOR a2 COBnkd NpagcTaenexso g pasgena §.

PyxosogoeTEO NO NNAHWPOBEHWK, NPOSETHPOEAHWID, pazpaboThe W BHEOPEHHK MHOMOMEIHEX NPOUECCOR
B2C ECT npegcraenedo B paigens 7, DyHOBOOCTEC NO NOOOBPHEHWMKD W YAYHWEHWH cucTémel B2C ECT - s
paanana B,
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5.3.2 Dguodfainsie npousccsl

CpraHuzayMs goisHa YIHABaTE OTNMHHEE BHOL QERTENLHOCTH M ACNEKTEl, CERIAHHLIE C NPeOE3pUTENL-
HOW, DNEPAYMOHHOR M NOCNeonepalMoHEoR hazamK TORProeoR cOemnen.

Ha npegeapurensHOR CTAOMK COENKEM HOHEYHERA NOTPEBHTENE OCYILBCTENRET NOXCKE MHpopMaury ab op-
raHW3aLAH, B8 NPOOYELMKM W cucTame B2C ECT. Opradnaauna gonkda obacnedveats QaHHyo a3y nocpagct-
BOM COINBHWA, QOCTABKA W YNPAENEHWA KOHTEHTOM (COOBPMAHWEM NPEgNOMEHMA), OTEEYSEDLWWMM TIHMM No-
TREBHOCTAM KOHEYHEX noTpednTensd B MHdopMalMm.

CnepauyworHas gaaa cOenkn exnodaeT 2 cebR OCYWECTENEHWE 38KA28 NPOOYHUMK, NPUHATHE YCMOBWA
KOHTRAKTA, NEPEYMCNEHHE QEHERHEIY CPEOCTE 28 NPOAYET, QOFOBOPEHHOCTE B OTHOWEHWK QDCTAEEM NPOAYELMM
1 DEpAaWBEHME 38 NOMOWLH B CNYYa8 NORBENEHWA npobnam.

Ha nocneanepauMoHHOR CTEAMA BCA CTOPOHE cobmoganT ofRIATENLCTEE, B3ATHE Ha celA B xoge one-
payWoHHoR dass coenkd. 37a daaa epnHaeT B ceba J8RCTEMA, CBAJAHHEE © OQOCTABKON NPOOYELMA, ONyMK
ONA KOPPEKTHROE0N B OTHOWEHMY N8PEOHSYENEHOND JAK833 WAW 4NA BO3EPATOR NPOSYELUMH M HENPEPLIBHOE
nogaepxaHie HeobioaMMelE EBHAN0E CERIW.

n pHEMEBEMBHHE — B HacTOAWEM CTAHOERTE TEPMHH aKOHTEHT s OTHOCHMTOA K HANWCEHMKD TEECTA, HBIZI‘!IFIEEHEHHH W
COOTESTCTEYEILAE MEXaHHIMOE, CEBAZAHHEIE C NEepSdEyded HHIRODMaUMK of OpraHusaguE, ee NPoOAYELUHEN 0 CHCTeME B2C
ECT,

5.3.3 MuorofaaHsle Npouscckl

B ceRad © aneRTpOHHBIMKE cognearn B2C ECT mdorodiE@sHee Npousccsl NPUMEBEHWME KO BCaM Tpem ta-
zar BZC ECT W COSTOAT W3 NPOUSCcCOB BRAMMOCEAIN C KOHEYHEIMW NOTPEONTENAMWINONLI0BATENAMK W NpOo-
LBCCoB Na YIPARNEHHID GEHHE MW, OTHOCH LW MMUCH K KOHEYHEIM NOTpE0nTanAM.

Mpoyacce BISMMOCERIM C EOHEYHEIMW NOTPEEMTENAMKM KACAKITCH JBACTEWMA, CEAIAMHEE C YHDEHIEHNEM
H npumaHaHden kogerca no B2C ECT, okaiadves CpraHM3alMoHHO-TEXHUYECEDE nogoepHed notpeburensm,
paboTon ¢ kancbamu, paapelWaHHerd PAIHOMNACKA C BHELWHMMIKA CTOPOHAMK W C nogoapxadHien obpatHoR cer-
aW © noTpabuTenAMKY. BRauMOcERIM MEROY OPraHMIaALMEld W KOHEYHEMH NOTPE0MTENAMK NOIBONAKT NYYLWE
NOHHMATE TO, kak paboTaaT cuctema B2Z2C ECT v Te ee obnacTy, B KOTOPLIX OHA MOFNA Gbl BeiTe yRyYweHa.

Mpousccw NO YNPABMEHWE OJAHHEIMK, OTHOCALUWMWCH K KOHEYHHM NOTpebUTenAM, KACAKTCA JEACTBEMA,
CBRZEHHEIX ¢ DEI0NACHOCTEI W koHGWOBHUMANEHOCTED. CEEOEHHA O EOHEYHLIX NOTPEEMTENAK O4EHL BAMHE
ana chctemel B2C ECT opraHuzaunm i Tpeby T 8OeKBaTHEX MED No KX YIPaaNeHHID | 3aETe.

5.4 Pecypcht

5.4.1 OBwKe nonomeHWA

OpraHM3auWs QonxHa onpeganute pecypoel, HEOOXOgMMBlE gns Tora, 4Tobe NNaHWpoBETE, NPOSETHPO-
BdTh, PAIEHBEATE, BHEOPATE, NOQOEPHUEATE M YNyHWATE CEO crcTemy B2C ECT. Pecypcsl BENMHEIT KOMNE-
TEHTHLIA NepcoHan, NpofeccHOHaNEHYID NOSroTOBRY, NPOUSOYPLl, OOKYMEHTAUWN, NOQOSpHEY GO CTOPROHI
CNEYWANKWCTOR, MATEDWANL W 0BOpYADBAHWE, NPOWABOACTEEHHEE MOWHOSTY W CPEACTES DBCNYSWBAHME, KOM-
newITEpHoe ofopynoeaHwe W nporpaMmyoe obecneyeHre, a Tacke PUHAHCOBR & CPEOCTEE.

NpamMewasde — PyiosoacTes No NOAROTOBKE W OCKYMEHTALWW npeacTagnedo & MCO 10015 w MCOSTR 10013
COOTRETCTREHEHO.

5.4.2 Npoeanpeps B2C ECT

B coctas npoeakaepos B2C ECT axogaT:

a) npoeafgeps No CTPAX0BAHKMED HAOMKHOCTA OPraHMIaLNN,

b) nocpegqugl hHHAHCOBELIX ONEpauMA (HanpUMep KoMnaHue, oBecneYyrBaWMEe NNATERN NO COOTRETET-
BYHILLAM KapTamM];

C} nposaneps MHBOPMALHK 0 NPOOYELHH;

d) npoeangepe . rARPAHTHPYKIWKWE KRB OPMALMOHHYE DEI0NACHOCTE M 3AWMTY KOHEYHEE NOTpeDUTanan,;

) NpoEaAfepeEl YCIyr N0 JOCTABKE NPOOYHLMA;

f) npoEaRgepes, 3EHEMARNWWECH PAIPELLEHNENM CNOPDE W PAIHOMACHA.

CpraHuzagy9s qomsHa:

- HOBHTURHUMPOBATE W 0TOMPATE NPOBAROBPOE, KOTOPEIE O4BBHOHEIM 00pazom cnocofHs NPeqDCTEENTE
HEODXOOMMBE YyCnyrd No 0BECNa4eHu OPraHM3aYNMoHHO- TEXHWHBCEDR NOOOEPHEEM gNA Tor, 4Tobe cooTeeTt-
CTEYHWHM 0Bpa3om HCnonHUTE TOproese coenkw B2C ECT;
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- BEECTA B OSACTEME MEXBHWIME, DOSCNEYWBAKILLKE WCNONHEHWE NpoEaRgepamd ceoux obrRzatenscTe
TakK, 4Tobel caenswm B2C ECT mornu yonalwHo OCyWWBCTENRTEER;

- NPEQOCTABNATE KOHEYHEIM NOTPEGMTENAM CEBOSEPEMEHHY W TOUHYID MHDOPMaUWED O NpoEaRgepar v o
TOW POAM, KOTORYE) OHW BRNOAHAKT Tak, 4Tobe pone W 0DR3BHHOCTA 3THE NPOBSANSPOE, HACSHLWWECH YONeLWw-
HOM BEINONHEHWR TOproaws caenor B2C ECT, Bene oT4ETAMED BHAHEl H NOHWMANHWEE NOTRE0HTENAMK;

- obecne4nTh, 4To0W NPOBERGEDE BRMNOMHAMNA CEOW POMK B COOTEETCTEWH CO BCEMH NPAMEHMMEMA 38K0-
HamK ¥ 0DA3ATENLHEIMKA NPABMNAEMA, BENIOYaA Tpefoeadus no obecneyYeHMD COXPaHHOCTA W KOHEUASHUWENE-
HOCTH CEEQEHWMA O KOHBYHLX NoTpaduTensy;

- @HANWINPOBATE HA PEFYNAPHOA OCHOSE NOoKa3atand paboTw NPOBAROESQOE B UENAX YOOCTOBEQEHWA B
TOM, 4TO OHW NPOOOMGEEKD T ORSILIEATE YCNYIA N0 OPraHi28LMOHHD-TE XHWY BCHDW Noanepxke cnocobamu, corna-
COBAHHBIMMY © NOTPAGHOCTRAMM OPraHW3IEUMA 1 88 KOHEYHEX NOTpeOMTaned, 8 TAKwe B TEX CNy4aAX KOTOE B03-
HUEBKT HEQOCTATEW B paboTe. obecneLuBeaTh CEOSEPEMEHHOS PACCMOTPEHWE W paspewedde npobnem, cer-
JEHHEIX C ATHMH HEOOCTATHEMH,

5.4.3 Npouenypsl

OprasWaaumA nonsHa papaborate npoueagyps ONR NNEHWPOBAHWA, NPOSKETUPOBEHWA, PAIBWTHA, BHE-
OPEHWA, NOOOEDHEAHUA W YAYYWEeHWA ceoen cucteme BZC ECT. Mpryer 3T npousaype ByoyT WMaTts paane-
HWA B JABMCHMOCTH OT THNA EOHKPETHOR DPraduzanmn W e cueressl B2ZC ECT. MNpouegypel omsHe paspaba-
TEBATE M BHEOPATE B COOTEETCTEMH C NPMMEHAMEIME IZE0HOOSTENEHEMA W gpyrvMe obRaaTensHe MK Tpedo-
BAHAFAMH.

5.4.4 MnaH No BHYTPEHHEMY H BHEWHEMY oOMeHy HHbopMaUneR

DpradnzaymA onsHa pa3paboTate NNad, AnA Tor 41obe coenate ceow chctermy B2ZC ECT W CeER3aHHYH
© HE8A MHBOPMALKMK MZEECTHOR CEOBMY NEPCOHANY W 3808ACTEOBAEHHEM BHELLIHMM CTOPOHEM. 3TO0T NNaH gon-
WEH TAKME OXBATHEATE NOOPoGHLIE CEEOSHUA O CHTYAUMAX ¥ cOOLITUAY, NPMEOOAWKME K NOTPEGHOCTH B nepe-
na4e |vny obmMeqHar MHGOPMAUKWER NO OTOENEHEM 3cnekTam cucTaMel B2C ECT opraddaaumy, BENOHAR WEEH-
TAdHEALMED JAMHTEPECOBAHHLIX CTOPOH M TO, Kakyl wHdopmagwme cnegyer coofwate, a TAKKe OTEETCTEEH-
HOCTh.

NMpuwmevaHuwe — [InA pykoB0ACTEA NO TAKMM NNAHAM, CEASEHHEM C KOOSKCEMA NO YVEOSNSTEOPEHHOCTH NOTRE-
GuTened, oM. npanokedss 1 WCO 10001,

5.5 BaavMOCBRA3E C CHCTEMOM MEHEOEMEHTA KAYEBCTEA

Dprasmaayna JoNsHE yHpeguTe CAMOCTORTEN:HYD cucTamy B2C ECT, nocnoneays pyroBofcTed, Nnpagna-
rasmoe B HACTORWEaM CTAEHAapTE. TaM, rae 310 npuemneno, cuctama B2C ECT gonxHa DA3WpoBaTECR HA CHC-
TEME MEHBIRMEHTE KAYECTES OpraHviauvy. [N\ pACCMOTPEHMA CTPYETYDHEEX W BCAOMOTSTENLHEX SNEMEHTOR
(TEHHY HBKNONATHES, YyNPABNEHNE OODKYMEHTALUWMEA W 3anWcAMK, npodeccnoHanEHER NOArOTOBKE W HOPPEKTA-
PYHILLWE OERCTEMA) CHMCTEME MEHEMMEHTE KAYECTEA OPraHWIALMA MOXET NONbIOBATECA cTaxgaptrom WMCO
007 mnw gpyiMMK CTIHOAPTaMK, pazpaboTaHdHeI MK ANA CHECTEM MEHEOHMEHTA KAYBCTEA.

6 OpgHodrazHble NpoLYECcCh

6.1 MNpegeapuTencHan pa3a ToOProBoW COBNKW

6.1.1 OBwme NonoMeHMA

OnA obacne4YaHuA peanyiauny NpagEapuTansHoR hase TOProBoR COEnNEE OPraHd3annms QONKHE BEIMon-
HATE CAEOYHWNE JaACTBHA:

8} Co3qaBaThE KOHTEHT,

b} QOCTEENATE KOHTEHT,

C) YNPEENATE ACNEHTAMM, CERIAHHEIMK C KOHTEHTOM.

BaaumocBAIL MEXMSY 3THMA OERCTEMAMH RENASTCA OMHEMWYHDA, W 88 HE HYMHD PACCMETPHEATE CTPOrD
onpeaanaHHLIM cnocobom.

6.1.2 CoagaHne KOHTEHTA

OprasWaauma 4nA conbWeHnA KOHEYHOMY NATREEMTaND QONEHE NOArOTABNWEATE HHIPOD MELWED, KEC0-
WYHICR ORraHW3a0Me, 88 NpoaYKLUAK 1 creTemel B2C ECT, 3a cuaT HABHTHD MEALMA:

- TpEBoBaHNA KOHSEYHEIX NOTREBUTENSA, KACAH WMACH HEoDXOAMMOR HHdopMagre (cM. npunoxeques C);

- coBCTEEHHEIX TPE0O0BEHWA OPraHMIaLMK B OTHOLWEHWH HHIDOPMELWK, EOTOPER UME8T BAMHOS JHAYEHWE]

- JAKOHOOATENLHEX W OpYrKx 0GA2aTanEHEE TPEE0BAHNA, NPAMEHREMEX K JEATENLHOCTH OPraHniaUn;

- NoOxXoga One paccMOoTpEHWA BONPOCOE, CERIAHHLIX C MAMEBHEHWAMK B OEHHOA WHDOPMALMN;
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- TpebosaHMA BCeX HEODXOOMMEX BHELWHNY NOCTABLWLWKOE KOHTEHTE.

6.1.3 DocTaeea KOHTEHTA

6.1.3.1 OBwme nonoxaHnA

Clpradvzauns gonsdHa cHabHaTe KoHEYHOro noTpebnTena HeobxogumMmon nudopmadrer obf opradmaauum,
BE NPOOYELAK W cucTame B2C ECT, nozponsoer ey coenate oboyMaHHeA BelBOp 8 OTHOWEHHN Y4ACTHA B
COBEQWEHMM TOProBOR COBMKW, 8 TAKME B OTHOWEHWA TOrD, Kakkm o0Opaz0M My NydWwe NPpUHUMETE Y4ECTHE B
cosepweddir B2C ECT (cm. npunosadua C).

Ans Tore 4yTobel o0eCnedYnTe NpUEMIEMYID QOCTABKY KOHTEHTE, DPraHMIaLME QONKHE!

- CRNpoeRTHpoOBaTE MHTepdeic B2C ECT, koTopeid yaobed AnA npuMedHeHny (oM. B.1.3.2) » B xoTopoMm 3a-
OEACTEOBAHE BCE NOAXOOALLWE 3MNEMBHTE QW3AAHA, © TeMm 4To0bl NEpesaEaTe MHPOPMALNKD KOHEYHOMY No-
TpebuTenyn (Hanpumep, paimep wWpudTa, YBET W MyNETHMEIWAHBIE OOUKMK, Takme kax rpadwea, 38yk, BUGEO-
wiobpasaHnal;

- ONPEOENHTE, KEKME JONOAHATENLHEE KAHANL MOTYT ObiTe MCNOMNE30BAHE! (ANEKTRPOMHER NOYTE, KAHANK
NEpesaYH cpoYHbX COOBWEHHA, COLUMANLHEIE MAto-Meqnal;

- CO30AaTE YAODHEIE ANA MCNONBAOBAHWA COLINEM K OPYrHM NPOUSCCaM (HanpuMap, cHOTEME NNAaTamend W
obecna4edns Be3onacHOCTH ],

- WOBHTHPNUKPOBATE TPEDOBAHNA K MHODPACTPYETYPE, TEXHHHECKMM W NPOTPaMMHEM CREgCTEAM, BKMH-
Y3A TEXHWHECKYH NogoepHey, TREEyeMyD QnA yonawHoro yNpaenesns Te XHWY SCEMME NpUeMaMy wHTepdgenca
B2C ECT.

6.1.3.2 MNpakTMYHOCTE H NPOCSTOTE MCNONL3A0BAHWR WHTEpdencos B2C ECT

Bonpocel, CER3AHHLIE C yA0GCTAOM M NPOCTOTORN HCNONBIOEAHWA, 8 TAKHKE IPrOHOMHEOR QWIBRHE, ABNAKITCRA
CTAHOARTHEMKM TpeboraHuAMK anA noboro weTapdenca, NpegHaIHEYaHHOrND QNA KCNONBIDBEHMA NEOOLMEN.

NpeamMme«sasue — PYLOBOOCTED NO NPFEACTASNEHWE WHEOPMAYWE A8eTCA B cTaHgapTax MCOD cepus 9241, B ya-
cTHOCTH, MO 89241-151 npeanarasT pysoEoAcTED NO WHTEDERcEM, NPEgHSIHEYEHHEIM ANA NONEICEETERER BLSMUpHORA
Baf-CaTH.

Opraduzagws gonxda pazpaborare warepcdenc B2C ECT, ynpowamwka npeago-cTasneHne veopma-
LK. 370 NOGPAIyMERERT YNTAGENEHEIA PAIMED TEKCTOBON WHDOPMEWNN, YETEYED BRIYVENEHYH KHOMNOIMLWED, HE
NpPegCcTABNAKWYID CROEHOCTH GNA NOHWMEHWE KOHEYHEIM noTpebuTenam, W HOMNO3MUWMOHHEIR OW33AH MHTepR-
thefca, npag-naranwenrs NPoCTYH HABWraywer, BnarogapA yamy wHdopmayna oTobpaxasTcn ;aMetiem obpa-
30M W NErkd HaX0OWTCA MONL30BE TENAMH.

OpraHuzauMs AoAsHa NpeOycMaTpiBaTe BRNOHYeHNE MHGOOPMAELHK, COI0BBAEMOA NONLE30BATENAMKA, B
CEONM OBWCTEWA, CERIAHHLIE © APESOCTABNEHWEM WHEODMAUWK. 3T0 MOXET BENKNNETE, HANpHMED, PYHELHD
novcea nuio wononsioeadwe otiopa noTpeduTENAMM NPOOYKTE MAKW BAPMEHTOE NPOQYETE B KAYeCTES dansT-
poB ONR NnpuopuTeaannn (Bsfopa NnopAQKa O4EPEQHOCTH] KDHTEHTE, BHOMMOTS NoTpebnTanAmu.

COpraH3auMA gonsHa NpegycMOTPaTs WCNONL30BEHHE WHTEPAKTHEHEIX KEHANDE CEAIX B PEMMME pEank-
HOMD EPEMEHN, NOIBONAHNWKE B A08KEATHOA MAHEPE PESMMPOEETE W OABATE OTEETH HOHEYHEIM NOTpelMTEnAM.
Hanpumep gns oTESTOE HA BOnNpocsl NOTPEGWTENER, CEAJAHHBEEY C OMNUCAHWAEM TEX MMM WHBIX NPOOYETOR MM
CPOKOE QOCTEEKA, MOXHD Beino Ge Monone308aTe BECNNATHEIA TENSPOHHBIA HOMER, 3NEKTPOHHYH NOYTY, WH-
TEPEKTHEHEIA YT WNK COUMANEHLIE MBCC-ME0HE.

CpraHdaayHs aonsHa npenocTagnaTe KHOOPMaAUKE B TAROR Gopme W Madeps, 4Tobel KOHEYHBIA NOTPE-
BHTEN: MOr COXPAEHATE 3TY WHEOPMALWD ans Byaywue cnpasos ¥ obpawesnn. 370 Bxmosast obecnedeHne
Torg, 4Tofsl JAHHYHO WHEOPMALWKD MOXHO BeIN0 NErKD COXPAHNTE M DACNE4YaETaTh.

6.1.3.3 HeHocTe npeaocTaeneHns WA opMauMu

CpraHu3auus QonsHa;

- naferaTte HENONE30BAHNA HAProOHaE W NPAE0BOA TEPMMUHONOIAA W Npw Nobex BoamomHelx 0BCTORTENRET-
BEX MCNONbL30BATE OBWENPHHATER W NOHATHLIA ASLIK,

- HETHD PA3IABNATE TERMHHL M YCNOBWA, OTHOCALMECA K NPOGEMEN, 0T NPEgNOMaHnd, CER3EHHEIX © Map-
KETHHIOM W PEENAMON;

- NapegasdTh MHhOPMAaUMD 0 NONMTHESX, MCNONEIYEMEIX ONA YNPEENEHHA MHEOPMAUKER B HHTEPaKTHE-
Hblx 4acTRx WHTepderca B2C ECT, Takms k3K NPHNOESHAWE QNA EOMMEHTEDHER W COCTABNEHWMA PEATHHIOB KO-
HEYHBIX NOTREOUTENSR;

- YCTAHABNMBATE NPABKMAE N7 NNAHOMEPHOMD NPESOCTABNEHNA MHEOPMAELKMKE O NPOOYELMK TaEdM obpazom,
yTobe KOHEHHEE NOTREONTENK Mormy BG83 Tpya8 CPEEHMBATE ONUKK BeBopa Cpegu NPOaYEUMN OPraHuaaymn;
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- obecne4MBaTs, 4100l PEIHOBMOHOCTY KOHTEHTE, WMEKILHE MECTO B TEHEHWE KOPOTHOND Néepuoga epea-
MEHH, COODWANMCE ACHEIM W NOHATHLIM O0pazoM (HANPHMEP, CNEYWANbHEE NPEANOMEHHA, QEACTEYHDWWE B
TEYEHME OFPAHMHEHHOND NEJUODSE BREMEHN WNK OpyYrve GakTope., KOTOREE MOrnK Gel HEMEHATE LEHY NPOAYETE
MM 8ro AO0CTYNHOCTE B NPOMEXMYTHEX BPEMEHH MEROY NOCEWEHUAMA OHNaAH0B0MD pacypoa noTpeburanam);

- ofecna4MeEaTh, 4TO8E TMNBPCCEINTEN WAK NOMMHEL HE WEMONLI0EANNcE TAkMM obpalom, 4Tobel BEOOWTE B
aabnysgeHie noTpebuTEnA, WNW OpyrMM HEHagnexawu oipazom, B YACTHOCTH, 3T0 KSCHETCR KOHTEHTE O
npoeaRgepas ne ot npoeangepos B2C ECT, v B Tex cny4anx, KOO8 OpraHd2agus agpecyeT notpebatens &
npoeadgepam B2C ECT, 310 HY#EHO 3apaHes O4eHE 4aTED coobwate noTpeburens;

- YNpaaNATE OBACTEMAMK NO NPEAOCTEENEHHID MHEORMAUWY yapes ceou B2C ECT v apyrua uHrepdrefce
{ranpumep, sab-cant, MobUNbHeIR BE0, SMS-COOBWSHWA, NEYETHEE MaTeprnan) cnocofowm, OTopeR ByaeT no-
HATHEIM ONA noTpabuTansn;

- abacna4nBeaTte B0 MIDEXAHWE CYWECTESHHLIX PACKOKOSHURE Maxny wHopMayren, coobwasmon BHyTpK
OPraHHIAUNHN, ¥ MHGOOpMagred, PACNPOCTRAHAEMODE BHEWHAM CTOPOHAM (HANPUMEP, COMMECOBIHHOCTE MEMOY
NOMAATHEAMH, paIMeaambiMg Ha peb-cante, ¥ nHdopMayrel, aosoaumon 00 paboTHUEDE Yapes MHTDaHeT-caTe
OpFEHHIALMA, TEE HE K&K W ey cobeteediem wHTapdencon B2C ECT opradmiauvn ¥ neTephencare ee npo-
gadgepoe BZC ECT) M ocywecTBnATE NPpagocTagneHdue 3abNarcepamMeHHd CRNBHMPOBEHHOR PEIKMUPOBAHHOR
MHOPpMAELWMKY HE NPOTAMEHWH BCAM NPOUECCA, CBRZEHHOM C ofOpMNEaHWer 33833, ofScne4usas npu 3TomM,
yTabe TAKaA COKpPAWEHHEA HHDOPMALWA NPEEMNLHD OTREMANES TERMKUHE W YCNOBEKA, KOTOpeE ByayT NpHMEHEHE
(HANpWUMED, MCNONEIDBAHME MMNSPCCLINGE MNH OTMETOR, OTCRINANWKWE K ONPOESDESHUAM WM OTEE3EM, HE JONE-
HO MELLATE QOCTYNY EOHEYHE X NOTREBUTENER K ACHO MANOHMEHHOA ¥ CEOBBPEMEHHOR HHhapMauMn).

B.1.3.4 ApanTaywWA & NOTEHUMANLHEIM EDHEYHEM naTpabuTenam

DprasnzaynA gonsxHa obecna4nte, 4yTobel 2e pekcTews No npapocTasneHnn Haopmaury Buinwe apek-
EaTHeIM O0paioM OPMEHTHMPOBAHE HA BE NOTEHUMANEHELE KOHEYHELX NoTpebnTened. HanpuMep, oprasvaaunu
DyQ@eT HY#MHO NPEoCcTABNATE PAINHYHLE CEBEOEHWA B TOM CRYYEE, SCNM DHE NPHHHMEET MaxIyHapodHee oT-
NPAENSHNA W B0IBPELWEHHLIE TOBEPE.

B 3asucMMOoCcTd OT CEOMX NPEANONArasmell noTpebnTanai, OpraHuaaUmy MoKeT noHapoinTech paspabo-
Tarte wHTepdenc B2C ECT, noasonAwman noTpabuTend MAMEHATE W EXBHMpaTE TOT A3blK, KOTOPEIA ONA HEro
Gonee npegnodturensd. B Tex cnydanx, korga notpeduTtents awbnpaeTt gna ceds onpegenaqHui ALK HA CTa-
OWH NPOAYELHA, 3TOT A3LE Qonxed BelTe HCNONE30BAH ONA BCEX OPYIWe NpOYaccos ¥ onepayui B2C ECT.

B rex cnyyanx, korna paipabatslBaeMBIA KDHTEHT GyneT NpegCTAENATE WHTEPES ANA COUWANLHD YAIEMMEIX
TEYON WK GNA Fpynn, MMewiy ocofsie noTpefHoCTH, DPradM3ayna qonsHg obecnednTe, 4Tobul ee geRcTEMA No
NPEAOCTAENEHHO WHPOpMALMKY Beink NogXOAAWKMA ANA NoTpefuTana © TOMEM 30EHHR NOHUMAHWR WM npa-
OocTasnAeMon nHhopmaury. HanpuMep, KOr0a KOHTEHT OpMEHTMPOBEH HA OBTER, R3kE Jonxed OwiTe apexeat-
HEIM C TOMEM 3DEHAA WX BOIPAGTE, HE OOMEEH JHCANYATHPDEATE QUBEPYMBOCTE O8TER MNKW OTCYTCTENE ¥ HMX ONbl-
TE W HE QOMMEH OHE3LBATE DSENEHWA HA O8TER AnA Toro, 470 OHW YNPaWMEAny CEOWMY POOHTENER NPUoDPScTH
npoayELWe. Opradnsanrn QoNsHa Takss NpanycMaTpHeaTs paspaboThy pYKOBOOAWNE YEAZAHMA B OTHOLWEHKK
WHTephancos, NnpaaHazHaYerHex AnA B2C ECT, koTopel@ DyAyT NOHATHEL M QOCTYNHE BOBM AALEM.

Neuwmedadss — Pyraaogctas T6 MCO npegnarasT QansHeLWe yES3EHWA N0 oBECnedeH n JOCTYNHOSTH ¥
MOHATHOCTH.

6.1.4 ¥npaeneHke aCNEETAMM, CBAZAHHBIMHA C HOHTEHTOM

DIpradn3ayna JOMmeEHE NoCTOAKHO obacnedueate, 4Tobe KoHTEHT WHTepderca B2C ECT Bun npegorae-
NaH B NONHOM 0BLEMEe 1 COgepsan NpasnuneHee 1 obHoenReMwe ceagediA. NosToMy OPraHMaauMA QonxHa:

- HAHA4MTE NHLYO, OTBETCTEEHHOE 28 YyNpasnaque uHTeptercom B2C ECT,

- paidpaboTate pyXOBOAOCTES ANA NOGCTABWMKOE EOHTEHTA B UBNAX 008CN8Y8HWR COBMBCTHMOM W Hanpo-
THEDPEYHBOrD NOgX00dA, CBAJAHHOM G NPEgOCTABNEHMEM MH-BOpMAUWKM ONA KOHEYHLIX noTpebWwTenad 4epea
wHTephenc B2C ECT,;

- OTCNEMWESTE HAMEBHEHWH, KACAWMWECA CUECTEMBl DRIAHWIALMKA [HANPDWUMER, B UBNAX oBecneYaHMA coaT-
BETCTEWA NPEBNNAM );

- YOTAHOBMTE, KaKWM obpazon OyAeT DoYWBecTENEHD YNPAEENSHAE ApXHBOM 3aNKCERA;

- PErYNAPHD SHANHAMPOBATE HOHTEHT WHTepdedca B2C ECT ana onpagenedus noTpabHOCTH BO BHECS-
HAW NHOEBLIX MIMEHE HMA.

OpraHwaaywa gonxHa obecna4nte, 4Tobel npu gobfasneHuw WNK BHECEHWMM NONPEBOK B KNKYEBLE 3M8-
MEHTE HOHTEHTA chcTemel B2C ECT MCNONe20BENACE NOOXOOARWME OMA 3THX UENel MeXadnaMel ynpasna-
HARIKOHTPONA (HANDMMED, MHOMYPOEHEBE R AHANWI, NPpOUSAYPE NOANWCAHWMA OTEETETESHHBIMKA NHLUAMA ).
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COpraduaayms gondHa aBecnsyiTe ONEpaTUBHOE oCcyWwecTENEHME Tpebyembix obroaneH d v MogudmEa-
WA, Mpr wgeHTHgUEaUHE owrboK B CROME QERCTEMRE N0 NPE40CTABNEHAK MHGOPMALNK OPradd3aumMa gon-
HE B KPATHEHAWWE CPOEM NPEANPUHAMATE HECDXOOWMEIE FOPPEETHRYEWME MepsE W B TEX Chy4anRx, KOrodE 3to
YMBCTHO, CODBWATE 00 3ToM HOHEYHEM noTpebuTensm. OpraduIaudA gonsHa cofnupats YoNoEWA KOHTPEE-
TOB, JAKNMYEHHEX 00 Tor, K&ag Being et MUMpOBEHA W HoNpasneHa owrbra cnetamel B2C ECT. Ona ob-
NEr4eHWA OCTYNA EOHEYHEX noTpeburensn k oBHOBNEHHOR WHDOPMAUMK OPraHU3AUNE OONMHE YHAILEBETE
DATY BANMOALMA M TOYHBIA HOMED BEPCHA B CEBOME nonKdTuEax: B cBnacthn B2C ECT, © npH cyWBCTEEHHOM W3-
MEHEHHMAM B OOHOR W3  CEOME  NondTHE,  sacawwuxcs B2C ECT  (Hanpumsep, B OTHOWEHHH
KOHDMABHUMENEHOCTH, COXPAHHOCTY JaHHLE, BOIBPATOE W oOMeHos). OpPraHWIduvA QonNEHE OTYSTNHERM O0-
pazoM BelQENATE pazfen, NOOBaPrHY TEIA NEpEcMOTRY.

6.2 OnepaunoMHan aza TOProeol cOenky

6.2.1 ObwHe NnonoxeHMA

Ans obecnaYesns pPEannIayni 370l a3kl OPraHMaay e GONKHE OCYIWeCcTENATE CNEOYHWMEe OERCTEMA:

a) OEAzAHKE NOAOS0HEY B NEPEOHAYANLHOM BRbapE;

b nasHTHMEEUMA NnoTpeBUTENEN;

¢} hOpMUPOBAHWE OHOHYATENEHOMD LEHOBOMD NPEONoMaHNA;

d) orazaHue noggepHxer g cnocobe onnate;

8] CHHEYMOHWPOBEHKME NNaTama,

f) nogreepwoaHMa aakasa.

6.2.2 Orazauve NoOOEpPHEM B NepEOHAYANBHOM ERIDOpe

Ans cofedcTenA cnocobHocTY koHeYHora notpaburens cooblwarte CEOK JAMHTERECOBAHHACTE B NpHOG-
peTeHur BRIGpAHHOR NPOOYELMA OPFraHWMISELNMA QOMHHE:

d) TOYHO MAEHTHRMUMPORETE TOT NPOGYET WAW NPOAYETE, B NPAOTPETEHNA KOTOROMO(EE) NEpEOHEYanEHD
ZEMHTEPECOEEH NOTPE0NTENL, U HECKONLHD 3TO BOIMOKHO!

- 00BOAWTE A0 CHEOEHWA HOHEYHWX noTpaburensid muadopmauguio 00 UMeMECE PAINnWYMAL MNKW HECO-
BMECTHMOCTAX MEROY BADWMAHTAEMH BeIGMpaeMEl s NPOAYKETOR (HANPUWMEP, BCNWM NPUCRoCOTNEHWE UMW BCNOMOrE-
TEMEHBIE NPHHAONERHOCTH KAKOr0-NKubo NPOOYKTE COBMECTHME TONBKD © ONPEOENSHHEMA MOQENAMM],

- 0GECNeYnTs, HACKONLED 3T0 BOIMOMHD, 4To0L BLbpadHLe BapUaHTsE NPogysyne Geinw NpUrogHs gna
KOHEYHOM NOTRpeOMTanA, HoXOOR W2 W3BBCTHEX CEEOEHMA O gadHHoM notTpeburens (HanpumMmep, B TOM cnydae,
BCNH NPOAYET NPEOHAIHAYEH ONA WCNONLIOEAHAA NOTPEEUTENAMK TONEED N0 SOCTHREHWH HMIKA ONPeaaneHHors
BOIpACTA],

- oBecnawuTe, YTo0bE NRPOOYET, yHEe BH0PaHHLIA HOHEYHEM NoTpebuTenam, HE Mor BwTe BYNNeH Opyrasu
NAWaMK B TO BPEMA, NOKA 3TOT NOTPEOMTENE NPUHUMAAT CEOS OHOHYATENEHOS PEWEHWE WM A0 HCTE4EHUA
cpoxa, 00LRENEHHOMD 4NA NPUHATHR PELWEHHA,

b) PHHCHPOBETE KONMYECTAD KEMA0M0 NPOAYETE, ROTOPLIA NPEONAraeToR QNA NPOOAMM;

C) B0 BoaX CNYYaAX, KOrO0a 370 BO3MOMHD. YESSUMARTE KOHEYHEL NOTPEEMTENSA O HANWYMW NPOOYKTE W
MNAHWPYEMEIX CPOKAX 8ro QOCTABHK;

d) paspewaTs pEIEPEMPOBATE OTODPAHHYH) NPOOYEUMI 00 NPWHATHA OKOHYETENEHOMD PEWEHWA O MOKYNEE;

g) NO3B0NATE BHOCHTh WAMEHEHWA, HACAKLWMKMECA MO0 peaspeayMy, 00 NEpEX0aa K COBEPIWEHKE DNNa-
Tel Gez Toro, 4Tobs HyHHD GRINO NOBTOPHD BEOOWTE TEKYWME BEPWEHTE Beibopa, w ocTaenATe 2a noTpebure-
MEM Npaso HABOQMTE CNPEEKH OTHOCWTENEHD SPYIOA NpaglacTEYIWER COeNKe MHPOPMEUAN B OTHOWEHWK
NPoAYKYHMA,

fi orcnaxueaTs ownbxy, COBNAHHBIE NOTPEOMTENEM NPY BEOOE OAHHBIX, W WMETE OERCTEYVHLWWE MEXE-
HW3ML OMA NPeQ0TEPALWEHNA TAKMX CHTYEWNA MNK gnA Toro, 4Tobel BeprdvunpoEaTs HEMapaHWe noTpabdnTana
{Hanpuuep, e npoyacce MowHo Geno Ow NpegEapMTaENEHD I80888TE NApAMETPE AnA oBnacred BBOOE OHHHLIX
B anthasnTHOMMWNKM YACNOBOM NOpAOHE NWE0 YOTEHRENWMESTE MAECHMENEHEE NPeOen No KONWYECTEY JEH33L-
BEEMEX NPOOYETOR).

6.2.3 MpedThhrkauns noTpebuTenen

Ans Tora yTobbl NPaEMNEHD 3FPaErMCTRMPOEETE M TAM 108 BO3MORHO NPOBECTH BANMOSUMKE SAHHEX, CBR-
3EHHLIX C NMWYHOCTEH KOME4HOro noTpeduwTens W agpeca QOCTEEKM, ANA ofOpPMOEHWA 33KE30B OpraHMzauun
OOMNHHE DCYLWECTEMATE CNeOyHLWLWEe 08ACTENA:

d) opraHd3ayrs nonxHa rpebosarts aeoga VMHEOPMALKMK, COOSQMEWER NEPCOHANBHEE OSHHEIE, TONLED B
TEX CNYYHAAN, HTOA 3T0 Heobxogumo AnA npouscoa 3axa3d. Opradvaguyue HyHHO ceectd cBop, MCnoNb3oDBEHWME M
pPECEPHETHE NEPCOHANBHEX CEEOSHWA K TOMY YDOBHK, KOTOPLIA NHOEOA 20paBoMBChALWA 4enoBag c4en Ow anss-
BATHEIM B MMEHWWME MECTD oDCTORTENLCTESX. JATEM OPraHWIAUWE DONMHE OQEBa8TE HOHEYHOMY noTpeburanm
OYEHE Y8TROS YKEIAHNE OTHOCHTENLHO DORIATENLHEX W HEOORZATENEHEX ANA 2ENONHEHWA NONEA JEHHLIX;
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b} opraduzagua gonsHa coofiate KOHEYHOMY NOTRPE0MTENKD QOCTYNHEM A3k KOM CEE0EHHA O NONUTHKEX
8 obnacTi KOHGMOBHUMANEHOCTA 1t DE30NACHOCTH, NPUMEHMMEY B OTHOWEHHK NPeOOCTEENEHWA OaHHEX. Me-
TAAChL JBPYHWTECA COrnacuem noTpebWTeaned, CpraHMIauMA QODNHMHA NPEeOCTAENATE KOHS4YHOMY noTpabuTanws
NOHATHEIE O0LACHAHWA B HYHHOM 00LEME OTHOCUTENEHD TOTMD, KBK WHPOPMALWA, COO08PHELAA NEPCOHANBHEE
OaHHLIE, MOKAT OLTe MCNONLI0BEAHA (HANDMMER, NOCPEACTEOM PACNPOCTPEHEHWA CEEOEHUA BHYTPH Opradvaa-
LMK MNK CPEOH TPETEWX CTOPOH);

C) OPraHMaaumMa qonxia QopMUpoBEaTE, NPOE0ONTE BANWASUWN B OTHOWEHWK NOMNHOTE W NPEEMNEHOCTH
JAMNONHEHAA NONER ONR BE008 O8HHBIX, OTHOCALWMACA K NEPCOHANEHEM CEE0EHWAM O EDHEYHOM noTpeburens,
W QONYCRATE NOBTOPHLIA BBOO TONLED OANA HEODXOOMMBEY DaHHEE. B Tax cny4ans, korga moryT BeTe MCNone3o-
BaHE BHELWHWE CODOWEHWA B LENAXY COOBACTEMA NPOUSCoY BEOAE OAHHE (HANpHMED, ofOpMNIEHHE Bapacs oT
Zip-wo0a), OPrasnaaynn HeoiioaMMo PACCMATPUEETE MX KCNONLI0ERHWE

d} oprasWaaymA qonxHa o0palaThcA W MCNONLIOEATE NHOGLE NOQXOORLIME BHYTPEHHHE WNH BHELWHWE
OaHHLIE B UENsX NPOBEpHM NPHEMNemocTy 2akaza, ofecnedsueats, 4T0be oTobpadHan NpoaykuMA oTeS4ana
JENOHOOATENLHEIM W OpYrMM ohRzaTensHbiM TREG0BAHNAM TEX PETMOHDE, B KDTOPRIE NPOMIBENEHE OTNDEEKE W
OOCTABKA, 3 TAKKE HOBHTHDOMUKMPOBATE NHGLIE NpofneMe ONA WX pA3PELWEHHA;

B} OpraHM3IaUMA QOMNHA NPeanaraTe ONA KCNONLIOEEHWA BROPaHHOE NOTRPEEOMTENAMK UMA NONLIDBETENR
W Napanks ¢ TeM, 4T00L MMENAcE BOIMOEHOCTE ONA MOBHTHDOWEAUMKY B Bygywm: Toproeex coenkax. Opradwaa-
UMA JOIMHE NPeOycMAartpHBaTE NPeQOCTABNEHAE COOTESTCTEYHIWNE METOOWHSCHNE YEIZAHWA, NMOMOTSHLWAM
noTpebnTenAM CUEHMBATE OBACTEME WX NAPONA.

6.2.4 PopMMpPOBAHWE OKOHYATENEHOND LEHOBOMD NpeanOEeHA

B uenAx npagocTABNEHWA KOHEYHOMY NOTpeBUTENnD NPpaEMnEHOR W NONHOR MHPOPMALWKY B OTHOLWEHUK
npUobpaTaamors NpoOykETa WnM NpogysuMi W BCEX CEAIAHHEIX © 3TUM PECXOOOE W YCNOBWA  OPrasHdzaumMms
gonzHa ofacneydTs NEpegAEYY 40 CHEOEHHA KOHEMHOMe NoTRebuTens cnegywwen nHdopmame:

4] ONMCAHWE HAaMQOrD M NPpegeTaaNeHHBIX AN NPOOaxy NPOOYKTOR, BXNKYSA BOE ENOY9ERE XBpakTepi-
CTHEHM (HENPUMEP, MOOENL, HONWYECTED, PAIMED M WBET),

b} cTOMMOCTE ONA KAXA0M NPOSYETE

C) B TEX CHTyaUMAX, korga obecnesedo HenpepeEHoe cHAbOMEHWE NPOOYKLWER (HANPWMMEpR, ANA ONAATE
MOANACKA HA NEPMOANYECHNE MAOaHMA UMK YNEHCKWE B3HOCK )

1) CymmMe ¥ NEPHOGMHHOCTA NNATERENA,

2] nogpobHoR MHOPMALMK N0 CPOKAM, MCXOOA M3 NPOAOMEWNTENLHOMD WAH HENPDEPLIBHOND XapaxTepd
NPEOANEEHWA (HANDUMED, ONATENEHOCTE OBRCTEMA KOHTPEKETE, OMWOBEMLE CPOEW QOCTAERW, obHOBnReHHHE
MONUTHEW W YCNOBWA, CEA3AHHLIE C NPeROSTABNBHHEM CRMODR),

3} C KAKOH YACTOTOW M HA xakol anpec ByayT AOCTABNEHE BRINWCEW NO CH4eTy [(Hanpuwep, franydecenid
anpec KN a0pec 3NeETPOHHOR NOYTE],

4} kar noTpebnTeNs MIMKET BHOCHTE HIMEHEHWR W KOPPEKTHPOBEATE CEEOBHWA, KACAKLWLWECR anpacd. Wo-
NONLIYEMOro ONA BEINMGOE N0 CHETY;

d} npuMEHMMEIE HANDMK M COOpE OT TPETEMX CTOPOH, HANPHMED, B3MMAEMEIE TEMOKEHHEIE NOWNMHE MK
cBopel, CBAIAHHLIE C KOHBEPTALMER BANKT: B TOM CAYYEE, HOMOE CYMME NOTEHLWANEHO MPWUMEHHMEX HEMNOTOE
wnn cbopoa He modeT DuTe YCTAHOBNEHE, OPraHWIAUMA QONMHE YEA3EEATE WHDOPMALWKE O BOIMOMHOCTH
EIMMAHNA TAEWK HAnoroa unu cOopoe 1 o Tom, k1o Gyget ux cobupate:

a) TaM, rge aTo NpUMEHMMO, YE3Iadna Toro, kTo GyneT NnpeaocTaBnATe NPOOYET [HANPUMER, B TEX CUTya-
Y¥AX, warga npoeangepsl B2C ECT nocTAasnAMT NPOOYKT HNK CER3EHHEIE © HAM YCNYyra);

f} cpoxm QOCTAEKM W BAPMAHTE OTNPABNEHKUE, BENKHEA BOIMOMHEE BNETEPHETHEHEIE PACUEHEN B 2HEMCH-
MOCTH OT GRICTROTE MAKW CPOYHOCTH QOCTABEM, THNE NEPEEDIHMED, MAPLWPYTE CNEN0BEHWA W WEHHOCTW 28K324,;

g} nobee BEAPMELMHM, CEAIAHHLE C PAECKXOOEMM, B CODTEETCTEMM C THNOM OMAaTH, EOTOpRIA Bypet wonone-
IOBEH MUOW NEPHDGWHHOCTE NNATEXEA, 3 Tawke Nodse YONOEWA, CEAIAHHLE C ONNATOR (HENPAMEDR, OrpaqnYe-
HWA, CERIEHHEIA G MCNONBIDBAHWEM KPEONMTHEE KAPT):

h} cyMMapHYE CTOMMOCTE OCYLWESCTENAEMDE COANKH, BHNKYEA 8RCTEYEILWWE CRUAKN W BCE NPUMEHHMEE
HAYUCIEHHA,

i) npouecc ONA AHHYNMDOBAHWA WK NPONOHTAUMKY OEACTEYRLWWErD KOHTPEKTE W NocnegeTens noboro T1a-
RO BHHYNMPOBAHMA MK NDONOHME LKA,

j) HIMEBHEHHEIE MOH OONONHUTENEHLIES DECKOOL, CEASAHHLIE & BEDPEHHDR NPOAYEUMER MNW BelBpaHHBIMKE
BAPWMAHTAMHA NPOOYHLMNA;

k) neobse apyrue NPUMEHMBIE OMPEHNYEHKA WK YCNOBKMA.

Dpradyaayna gonkHa obecne4ute, 4Tobe KOHEYHER NOTPEGHTENE MOM NErKS OPHEHTHROBATECA (OCyUWa-
CTANATL HABWIEWMK ] B ONUMAY, Npeanaraemsx gnA ewbopa, anA toro 4Tobel BHOCWTE B HMX WaMaHeHwA bes
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noTeEpy Qoctyna & vMHdopmaywy of oEoHYaTEnEHOM USHOBOM npegnoxedHdd. DpraHviaymA gGonmHa SaBath
TOMHBIE YHS3AHWA B OTHOWeHWH nobeix ckmpor, soTopwe  Mornd Oo GbiTe  3ENPOWeHL  EOHEYHLIM
noTpebnTenam, n obecnevveate 0OpaTHREA XPOHOMETPAR B PEHENMME DEANEHOMD BpEMadHn gns otfopa wnw pac-
YETA UEHE NPOOYELMK, 32EMCALLWNY OT CPOKOE DOYWECTENEHWA 3axa3a. OpraHuszayns gonmda tamse obecne-
YHTL, 4TOOL ¥ NoTpEBUTENs B EOHLS NPOUBCCa DHNA BOIMORHOCTE NOATEEROWTE CBOE HAMEBEDEHHE COBSDWATE
NOKYNHY, NO3BONWE NPY 3TOM 8wa pa3 obayMaTh W B3EECHTE NPEGOCTARNEHHYH MY MHEDOPMAaLMED.

6.2.5 Orazauve nogoepxed B eslbope cnocofa onnarTe

Ona moro 4Tobsl NPagRoENTE KOHEYHOMY NoTpeiuTen QoCeTyN K PEINWYHLIM BEPUEHTEM, GERIEHHEIM C
Buifopon cnocoba onnatel, OPraHM3auMA JOMNMHE NPEONPAHATE, N8 3T0 BO3MOMHD, @HANW3 3aTpart/Bwirog,
MPHHAMAR BO BHHMEHWE:

- noTpabHOCTE NPEgNOMMTE NOTPEGUTENK TAKOS KONUWYECTED METOLDE ONMNATH, HACKONEKD 3T0 MPEKTHYE-
CEM BLINONHUMO WNW uenacoobpaang;

- MONYNADHOCTE METO4E ONNETE;

- NONYNAPHOETE GpaHaa NNaTesa;

- TEXHONOFMHECHHE 3aTPaTH;

- 3A08PHKA BO BPEMEHH, CEAIAHHEE C NONYYEHWEM O8HEKHbIX CPEOCTe;

- yOoboTED MCNONBIOBAHWA GNA KOHEYHOrD NoTpaGuTens;

- npocTaTy/yaobcTeo BIaMMOCEAZH DPrAHMIEUMK C NPOBRRSEPOM NNETEME;

- CTEMEHE 38WWTE OT MOWBHHWYECTEE.

CpraHuzanWa qonxHa;

a) cobnwogate sce Tpabyemwe cTaHgapTe B oBnacty De3onacHOCTH gNA 0DBCnNe4eHHMA COXPaHHOCTH M
NEpegaYd OaHHLX, CERIAHHLIX € NAATEXMAMMA, W JOMEHE Y48THD W ACHO JOBOOWTE 00 CEEJeHMA noTpebuTenai
wHipopMayMK o mepax no obecnedeHil Be3onEcHOCTH 4nA Toro, d4Tobbl noMoYe ROHEYHOMY noTpeduTeno
OUEHWTE YPOBSHE PUCHDB, CBAIAHHLIX C KEHILEIM NPeanardeMsIM B3pMaHTOM NNaTaema;

b) No3gonATE KOHEYHOMY NOTPeDUTEnn BeGUpaTe BAPHAHT CNAATE TakiM cnocoGoM, 4Tobe obecneym-
BEAMCL NPUEMNEMEER CPOEM DCYLLBETENSHWR NNATS®EN;

¢} oGecne4HBATE COBQMHEHWE KOHEYHOM NOTpe0MTanA C NPORAROEPOM ONA BeBPaHHOrD NNATEME TAKKM
obpaaom, 4Tobel OCYWBCTENEHWE NRATERE MOrNg GelTe BEINONHEHD, MNKH CHAabGKaTe noTpebnTanA CEEZEHWAMM,
HOTOpLIE aMy Heo0OXoguMEl ONA OCYLWeCTENEHWA NPAMODR ONNaTH B 80PeC OPraHuaaumy;

d) cHabxaTe KoHeYHOro noTpebuTens nHdopMalreRr o ToM, ¥ KOMY CnagyeT obpawarscs © BONpocaMu
WK NPoDNEMamMi, CERIAHHLIMK © ONNaTon.

6.2.6 CaHEUMOHHPpOBAHWE ABTOPMIALMA ONNATHI

B xoge sanwaduuy TOProBod COENEM OPraHW3aynA JONMHE 00BCNE4MHMTE HANWYME CEAIM C KOHEYHBIM No-
TpednTenaM B OTHOWEHWW Torg, Geinn WNKM He BNk OCyWBCcTENSHE BETOPHIAUMA/CAHKLMOHKPOBAHKWE ONNAaThl
no CA&NKS MNW &8 Npolzollen oTka3. B cnydae OTKA3E OpraHMzauWs QOMAsHa N BOAMOMHOCTH NpEanomuTe
BNLTEPHATHEHLIA MBTOM ONAATE.

6.2.T OpopmneHHe 2arkaia

B uanmx NogrBEpMOSHWA TOMD, 4TO 38KA3 KOHEYHOM noTpeburens Geim NPMHAT W HAXOOWMTCA B CTAOMM
BRINONHEHWA, OPraHM3AULWA JoneHa obecnednTs, YTabe:

d) MAKCHMANEHD ONEPEaTHEHO NOCHE NONYyYeHWR WHpOopMayry o aeToprIayny onnaTts HanpaEuTe Ko-
HEYHOMY NOTPEGWTEND SOKYMEHTANLHOE MOQTESPMOEHME BOEX OBHHLIX NPWHATOMD K WCNONHEHWK 3dKa33,
BEMKYAR HOMBD 3AKSE38, AAPEC QOCTARKA NNAHWPYEMLE CPOKW QOCTABKW (BHMKYEA 38KAIH, BLINOAHAEMEE MO
HACTAM), KOHTAKTHLIE JAHHEE DPraHM3aLWK W NINGeIE CNEUWANLHEIE YCNOBWA, KOTOpWE GeiNK NpEgBAPHTENEHD
COrNACoBaHLI;

by noTpeburenty SN0 NOHATHO, C KBKOTMD MOMEHTE OPrEHWM3EUMA CHHTART YOTEHABNMBAKIWMA 00A3ATENL-
CTEE HOHTREKT OdopMIEHHE M;

¢} notpeburent GeLiN0 NOHATHO, CTEHOBMTOA MMM HET NOOTESPHOBHWE 33HA3IA COCTABHHIM INEMEHTOM
HOHTPAKTA;

d) 8 ToMm cny4as, ecny nogreepxganwes coobwesye He Beno nony4edo, 3107 GakT Ben 2aperdcTpEpo-
BaH M Geino NPegnNpUHATD GEACTEME NO MCNPABNEHMID JAHHOMD HEQOCTATE;

8] EoHEYHOMY noTpafuTans BNy QaHb YEEZAHWA 0 HEOOXO4MMOCTH CBA3ATLCR © OpraHWIdauMER B chy-
48 NKEOrs PACKOMOBHWA HAKW W3MEHEHWA, HEOGXDAMMEIX ANA BHECEHWA B 3483, BHNOYaA hakTM4ecEwl agpeac
OpPraHWaaLMe;

fi B ToM cny4ae, korga HEoBXoOMMO BHECTH M3MEHEHWA, NOGTEEPHOEHWE 38KA38 BO3BPALWANOCE HE CTA-
OWE) OKOHHETENEHOMD UBHDBOM NpeinteeHns bea HeoDXoguMacTi 3aH0B0 HAOWPETE OPYIMe GaHHEE;
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G} TAK ®& K3K W QNA BCEX APYIMX NPOUScCOBE, NOGTEEMKOSEHWE 38KA38 BRMONHANOCE HA AikiKE, BxOpadHam
HOHEYHLIM NOTpebuTenam B npouacce ero eslGopa npogysumm;

h} npu oTCyTCTEMA MODHE HIMEHEHNA, HHALWHPOBAHHEIX KOHEYHLIM NOTRE0NTENEM B PEIYMHLEE CROKW,
NpOUSCE MCNONHEHKWA 38833 NepexodMn B NoOCAaanapauy HoHHYID daay.

6.3 MocneonepayMoHHAA Gala TOProgox CoenEl

6.3.1 ODwme nonoxMe A

OnA obecnedeHnA peaniaauuwy NoCNEonepayuoHHol dE3w TOproson cOentd OpradHu3agns OonsHa Bhi-
MONHATE CREAYKWKE J8ACTEMA:

2] NocTABKA;

b} menpasneH|A;

C) BOIBPATE W ZAMEHL.

6.3.2 QocTaexa

Opradnzayna gonxia obecnednts Ge3onacHyw gocraesy esBpadHoR NRPOOYKLKME KOHESHOMY NoTpebuTa-
N TakHM obpazoM, 4Tobe:

- NpoAyKTel Buiny ynawoeade cnocofom, KOTOPRIA NOIBONWT MY 3EWHTATE B X008 NEPEB03EA NpH Npegy-
CMOTPEHHE X YCAOBUAX;

- B HCNONL3OBEAH METom DOCTEERN, BHEpDAHHER HOHEYHEM NnoTpabuTanem;

- DEYVWECTEMNANGA MEHELHMEHT QOCTABKM (HANPUMED, OTCAEXMMBIHHME MApWpyYTE, BapudiMKaUMA NOKa3a-
Tenad paboTel NpoOBAROEPOSE YCNYT NO ADCTABKE NPOOY RN ),

- HOHEYHEA naTpaburens Gein oNBpaTUBHD YEEOOMNEH 0f0 BOSX WAMBHEHWAX, CBAJAHHLIE © DACUBHKAMK
ONA MEPONPHUATHE N0 QOCTABKE WNW ONA NOrpY304HHO-PA3IrpYy3I0YqHEE pabaT;

- JANKMCH NO OTrPY3KE NOQOBPEMBANNCE B paboYem COCTORHNN.

OpraHM3ayva QonsHa Npegnarate CpegcTEa GNA OTCNEXMEAHWA MAPWRYTOR NOCTABOK NPOOYELMW TaMm,
[08 3TO BOIMOMHO. 3TO MOMET KACATLECR QeAcTenh nposakgepoe B2C ECT. B ToM cnyyae, Korga cucTema no
OTCAEMWEEHMID MAPWPYTE MOMET DbiTh WCNONLIOBEHA KOHEYHEM noTpafWTensem, OpraHM3dauMM HYHMHD SaTe
noTpebuTand CoOTRETOTEYEILLME YESIAHWMA O TOM, KAk oDpalaTecA ¢ 3ToW cHoTemon. Ecnn ganol-nubo 3axas
HE MOMET BbiTh BRHNONHEH B COOTEETCTAMM C TEM, KK 3TO WIHAYANLHD NPEANONEraNocs, OPraHW3aLWA QOMNMHA
MPWHATE HE CebfR OTBETOTEEHHOCOTE 33 OONOMHWTENEHLIE PECKOOL MM NPESNOKHATE BAPMEHTEN C HOBRIMM CpO-
HEMH WNW BHHYNMPOBATE QEHHEIR 33Ka3 Gz sanmadrs wipados © kodedHoro noTpaiuTens.

B Tex cny4aAd, HOrga soHeYHLIA noTpaGuTens MMEaT OBACTEYHLWHA KOHTPAKT HA PAryNAPHEIE NOCTABEW
NpoOayKLWK, OPraHnIaunA gomeHa obscnesute, 4Tobel HAMOSER BRINWCEA NO CHETY WaeHTUdUUMpoBana apraqm-
JAUWH, COOTEAETOTEYHWMA NPOOYKT H CyMMY, NOgREHaAW Y0 onnate. 38 HCENK4EHWEM TEX CNYYA8E, KOr0a Takan
ONYHA OOHOIHAYHO OTKNOHEHA KOHE4HBIM NOTpe0WTEneM, OPraHMIaurA QON&HA IAPAHEE BLIOABATL NEpWOON-
YECENM BNYCKaaMOoE MaBeweHne of WocnonHeHWW SETOMETHYECKW NOBTOPREMOR FEKYNEM MNK ob geToMaTiya-
chom obHoBnaHny nognuockn. DpradHMzagns 00NsHES TAKKE NPegenbHo Y8TED cooBlWAaTe KoOHeYHOMY noTpebnTa-
N vHpopMayKe 0 NGLIE MAMEHEHWAXY B OTHOWEHMKM YCNOBMA ONNATE W cpokoB. B cny4ae cephaiHoro Hime-
HEHWA DPrEHU3ALWA OOMMHE NPESOCTABNATE HOHEYHOMY NOTPEBWTENnK BOIMOMHOCTL BHHYNMPOBATE COrnawa-
HWe Ba3 karux-nbo QansHeRWMx 3aTpaT wnw obRzartenscTa.

6.3.3 McnpaeneHKA

C tem 4T00e B KPETHAAWWE COOKM MCNPEENATE MO0LE HEQOCTATEM WNW HECOOTEETCTENA, CBAIAHHEE
NpoayKLKMER, OpraHM3au9Ma QonxHa paipaboTare NONHTHEY B OTHOWEHAA MCNPABNEHWA, 8 TAKsa:

- NPEAOCTAEEMTE KOHEYHOMY NOTREEUTEND ACHOS ONUCAHNE CBOBH NONMTHEN B OTHOLW BHKW WCNPABNEHNA;

- MOEHTHHUMPOBEETE NOELIE HCEMKDYEHHEA]

- QEBATE YES3AHWA M DEEOMEHOAUMM KOHEYHOMY NOTPe0WTEn B OTHOWESHWM TOMd, KAk HY®HO gefcTea-
BATE B TOM CRAYYa8, 8CAM NPOOYET HAXOAWTCA B HEYOOBNETEOPM TENLHOM COCTORHMM;

- NPEAOCTEENTE HEOBXoauM YK MHBOPMALMK 4NA OCYWBCTENEHWA BO3BPAETE NPOOYKUMA;

- MPA OTCYTCTEMH BHHLI KOHEHHOMD NOTPEBATENA NPUHAMAETE HA cebR BOK NOOHOTY OTBEETCTASHHOCTH 28
nwfble QONONHWTENBHLIE PACKOOEI, NOHECEHHLIE B NPOWSCCS PEIPEWEHWA BOIHWKW SR npobneme, Bo3Bpara,
PEMOHTA WK 3aMEHE NPOOYETA, HOW HE NOAHOCTEND BOIBPETHTE OEHEMHEIE CPegCTESE;

- T4& 310 NPHMEHKMO, W3Y4aTs COOTEETCTEYHIWME OnuMK © npoeafgepami B2C ECT OTHOCHTENLHO WX
COBCTEEHHOR NONWTHEA ND NPOBEAEHHE WCNDABNSEHWA W BOIMOMHOCTE WX WCNONLIOBAHKMA ONA KOHEYHLIX No-
TREOMTENEA ORrasa LMW,

6.3.4 Boagpar ¥ obMmen

OnA nogaepxadHuA cuctems B2C ECT opradnaauvs fonkHa paipaboTtaTte NOAWTHEY NO 2oaspaTtam W ob-
MEHY, @ TaKwa:

- CHEEMATE HOHBYHOMD NOTPEEMTENA ACHEIM ONWCSHWEM CBOBR NONWTHEY N0 BO3BpATAM M obGumeHy;
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- MOEHTHPHUWMPOBATE NKBLIE WCKMKYEHWA B OTHOLWE&HWW ONPEefeneHHEIX BWO0B NPOOYHUMK [HANpKUMen,
CHOPONOPTRWKWECH TOBAPSE!, UMD POBLE M3NENHA HAK CNEYMANLHO HAroTOBNEHHER Ha 38Ka3 NPOoOgYELWA );

- QHBATE NOACHEHWA B OTHOWEHHK TOM, OCOYWECTENASTCR NW NEPEE03IKE BOABDAWBEMOR NpOgyRUMY Gec-
NNATHD WNK 38 CHET KoHeYHoro noTpaBurans;

- Manarate nobee TpEBOBAHKA, HANPWMED B OTHOWEHUK COCTOAHMA NPOAYELMM, 88 ynakossw v cnocofa
BOIEPATA, BEMKHAR Agpec ANA BOIBPATS NPOOYKUML.

MoNWTHEE CPraHM3auMK B OTHOWEHWK B0ABPRATOE W O0OMEHE NPOAYELMK AONMHA COOTESTCTEORATE NKGLM
NEHMEHAMEIM JAK0HOOATENLHEM TReBoBaHUAM [HANPUMEP, OTHOCUTENLHD NEPMO0E BPEMEHN, B TEYEHHE KOTO-
poro noTpeBUTENE MOMET AHHYNMPOBATE KOHTRERT B2 NPUMEHEHKR WTPAHLE CAHKLKA).

7 Muorodgaivele npougcchl

7.1 BaauMocBAZE C EOHEYHEIMKA NOTReGMTEMNAMA

T7.1.1 OGwme nonomeHWA

COpraHusayWe QansEHE paspaboTaTe SO08KBEATHLIE METOOLI GNA HHTEDAKTUEHDA CBA3W M oBMmana natopma-
LHMEH © HOHEYHLIMKA NOTREDUTENAMM, BEMHOYER HOOeRe no coankam BZ2C ECT, opradmisynoHHO-TEXHNHSCKYH
nogaepxey KoOHEYHEY noTpebnTenad, paBoTy Nno paccMOTPEHWKD XANDD, PAIPEWEHWK CNOPOE W PAIHOMMAGCKHE ©
BHELWHWME CTOPOHEMA W NOgO8pxaHne oBpaTHol cBA3IW ¢ noTpebuTenAMy. B3aMMOCEAIM Maxdy OpraHuianm-
Bl W KOHEYHBIMY NOTPEBHTENAMK Q30T BOIMOEHOCTE NYHIWE NOHAMATE To, kak pabotaar cmctema BZC ECT w
TE MECTA, [08 88 MONHD YNYHILKWTE.

CpraH4sayWs JOnNxHE 80anTHPOBATE CHOW NPOUBCoL BIAMMOCEAIM C KOHEYHEIMW NOTPEEMTAENAMK B8 CO-
OTEETCTEMM C X DHMOAHWAMMW B OTHOWEHWK WHTEPAKTMEHOM cpaasl. HanpuMap, 0OXMOAHWA, CEAJAHHEE C pea-
rMPOBAHWMENM DPrAHWIALWA HA 38MNPOCL NGO 3NEETPOHHOA NO4TE, OTAMHAKITCR OT 3ANPOCOB, COeNaHHWY Nocpeg-
CTEOM OTNPABKK NOYTOBRLIX COOGLWEHWA.

COpraHuzayns gonsHa oDecneynTe Hanudwe ¥ ea pabotHukose HeoBxoguMelx 3HEHKWA W HABRIKOB, CBA3IAH-
HElX © KAXAEIM npoyaccos. Hanpuuep, Haeslka, Tpabyemwe ans pazpabotid nerepdeica ana NnonsL3o0BaTanad,
TAKMX HEK IHAHWE NPAKTHHBCEWE Mep no obecnedadnin BEIONACHOCTH, MOMYT IHAYUTENLHO OTAWHATLECA OT Ha-
BRIEOB, CBR3AHHLIE C OHAIAHMEM ODraHMIAUMOHHO-TEXHHYECKOA NOOABPHEM KOHEYHWX NoTpebuTEnen, KAk, Ha-
NpHMap, EOMMYHWUESTUEHEIE HABRIKH.

7.1.2 Kogesc no coenkam B2C ECT

CpradMaagnas QonEHE COCTAasUTE HoOgeke no caankam B2C ECT. B aToM ROOSHSE HYHHD OTPE3NTE obewa-
HWA OpraHW3auWy, JaBASMEIE KOHEYHEIM NOTPEEUTENRAM B OTHOWEHWK!

- CEOSA NpOOyHLWMK;
npouyeayp no chopMNeH s 3axKa3a v o0paboTem DaHHBIX,

HOHEHOEHUWANLHOCTH HHEODMEUKK, CogepHRa0 eR NERCOHANEHEE CESO8HWA;
MHPOPMALUKOHHOR Be30NacHoGTH,

onepagua no coenkam B2C ECT ¢ dHan<ecEdmy NHLUEMH, HEXOARWHMHACH 38 pyDesiom;
npolysayp, CEBR3AHHEIX C JOCTARKOR NPOOYKL KA,

WMCHAPAENAHKWA NPOaYHL W;

ofMBHOB W BO3ABPATOBE,

OPrEHU3ALMOHHO-TEXHWHECKDR nogaapxey notpedvranai;

- pEDOTH N0 PACCMOTREHMED ®anoh;

- MOSOBMHKEHWA OBPATHOR CBRZM,

- pPA3PEWAHKA CNOPOE W PAIHOMACKMA C BHEWHYMK CTOPOHEMH.

OononHuTensHoe PYROBOOCTED NGO COCTABNEHMD Kogekca B2C ECT garo B npunosadHid D W B cTadnapTe
WMCO 10001.

T7.1.3 OpravHM3ayHoOHHO-TEXHHYECHAA NOOOEP®EA KOHEYHBIX NoTpeGUTENER

B yanAx cofeRCTEMA KOHEYHBIM NOTpEOWTENAM B OCYLLBCTENSHWAN COSN0YK M WCAOMNLI0EBEAHWA CHUCTEMBI
B2C ECT OpraHnm3auMM, OpraHy3daumy QonHHa:

- DHEILIBATE KOHEYHLIM NOTPEGMTENAM ORrEHWIAUWOHHO-TEXHWHECKYID NOOOS@EEY W 08naTe B8 MEres
AOCTYNHOA Tak, 4Tobe OHa CconpRranace © geRcTeMAMA crcTere B2C ECT opraHdiaumMu: 3T0 MOEET BENHOYETE
HEMEDEHWE MCNONL30BATE MHTEDEKTHEHEE CPEOCTES W METOOMEM, NO3BONRKWAS OCYWECTENATE MHTEPEKTHE-
HOB BIAMMOASACTEME MEROY HOHEYHEIMN NOTRE0MTENAMK K OpraHWaaunan;

- OMEPATHEHD PEArMPOBATE HE HHDOPMAaUKK, HAEH THhMUKpY Wy nbys noTpebHoGTE B OTHOWEHHA Ma-
poOnpHETHR 8 cncTame B2C ECT, koTopan obycnoeneHa 68 OERCTEMAMA Mo OK33aHMI0 NOAJEPXEN noTpabnTenam;
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- OKE3LIBATE HOHEYHEM NOTPEbMTENAM NogoepEyy B TEX COYYAAX, KOTOE CNOMWBWWECA CHTYAUMK Tpeby-
0T CEQEBPEMEHHDA Napagayn MHOOPMEYHH (HANDHMER NPUMEHHTENEHD K OT2LIBAM NPOAYELAKW, HOBOR wHdgop-
MALKMY, Kacanwehcd Ge30NacHoCcT NPOgYKTa, nprodpereddsm notpainransm).

7.1.4 PaGoTa no paccMOTPEHHKS Hanob W pajpeWeHH D PAIHOMMACHA C BHEWHMMHE CTOPOHaMM

Pabora © ®anobamy — 370 NPOUACE, HENONBIYEMEIR OPFraEHM3IAUMER ONA PECCMOTREHWA NOBEIX BRIpEREaH-
Helx NOTPEOMTENAMK NPETEHINA HEYQOBNETEODEHHOCTH B OTHOWSHWK OPrEHWIAUMK, B8 NPOOYKLAM UAW HEKO-
TOPOro AcnakTa e cuorems B2C ECT, pellaHni MnW SeACTEMRA.

MepumeyaHwe -  PyrkoEogeTeo 0o npousccy  ofpawedsA ¢ kanofEMM NpeanowsHo B
WCO 10002,

PazpeweHne BHEWHWA CNOPOE W PAIHOMACHA OTHOCWTCR K PAIPEWEHMKD BHEWHWMK CTOPOHAME manod,
HMEDWME OTHOLWEHNE K OPraqd3anqy, 88 NpoaYELKMKY MNM HeRaTOPOrD AcnexTs a8 coTemel B2C ECT, koTOpbIA HE
Onin paspelueH NOCHEA0CTEOM BHYTREHHEM NPOUECCE OPraHMIALMK ND PACCMOTREHKID Ranob HnY NpeTEHINA.

NMepusedad#s —PYRoengcTas no NEOUSCCY PRIPEWSHWR CNOPGE K PAIHOINACHA Npeanesaro B MWCO 10003

DIpradmaaymy JoNEHE yYMTEEBATE TO, K3 4enn Mx cucteMs B2C ECT BNuRKDT HA NPOLSECthl, CER2EHHBIA ©
pACCMOTPEHHaM ®anob W paspelaHHan BEHBWHAY CNOPOE W pasHornackid. Hanpusep, akuenyws zapybamHebix
coenok B2C ECT moMeT NpMBOOMTE K BEMHHEHWED YHELUWA, CBAZaHHLX © 00BCNEYEHAEM OOCTYNHOCTA W
yoobeTe ooMoTRa MNM OGCNYHMBAHMA (B HECTHOCTH, OTCYTOTENME NNETh 38 NONLIOBAHWE, MEHID HA HECEDNEKMX
Aawkax ). OpraHviauMA QON#HE TAERE B0anTWPOBETE CEOM NpoUuBcckl no obpawedun ¢ xanobamy W pazpewa-
HWK BHEWHKWY CNOPOE M DA3HOMMACKA B COOTEETCTEWMK C OEHMOAHWAMKW KOHE4HEIX NOTPEEMTENEA NPHMEHUTENEHD
E OHNAAHOBOW cpape.

7.1.5 NogoepHade oDpaTHOR CBA3A

CiEpaTHan ceAas — 370 MDDOoA KEHAN CBAZKM ANA Nepelady MHGopmayue noTpebuTenam wnKn Opyrol 3an-H-
TEPECOBAHHON CTOPOHOA B A0PEC OPraHAlaUMMY, KACAWEACR ONkITE COTRYAHWYHECTEA NOTPESWTENA C Opraq«-
JAYMEH, B8 NPOAYEYWMH KWNW HEKOTOPOrS AcnakTa ee cuctemsl B2C ECT, peweHnd wnu gerctenn. ObpartHas
CEAZE BEMNKYAET B Ceb& KAK NONOHEWTENLHEIE, TAK H OTPWUATENLHEE NOk33adus ob acnekTax opradnaaym u
DEEDMEHOEUMM B OTHOWEHWKM namededui. MNpoyece nogaepeadys obparHol CBA3IM MOXET 3aKno4ate B celbn e
EEYECTEE OCHOBOMNOMErAKIWErD NPOYECE N0 pACCMOTPERKID Eanob/npeTeHani (cm. 7.1.4).

7.2 ¥npaenaHWe aHHBEIMKA, CBRIAHHEIMKA C HOHEYHEIMH NOTPEBUTENAMM

7.2.1 DBwme nonoMaHMA

B ceoed cucteme B2ZC ECT opradviaumA gonxda pazpaboTarte a0gKBaTHEE METOOL NO YNPABNEHHH
OaHHLIMMW, CERIAHHLIMK C EOHEYHEIMK noTpaGurenamMn, exnyan Mepel no obecnevyedHin BEaonacHOCTH W KOH-
BUMOaHUWANEHOCT.

T.2.2 bezonacHoCTE

OnA uaneid HACTORLWLEND CTaHgapTa Ge30nacHOCTE 3aknwyasTt g ceba ocoboe npousgypHoa ynpasneHue
NpoOUScCamy OCYIBcTENEHWA 3ANKWCH, NEPEGAHM W COXPAHEHNA OQEHHEX O HOHE4HEIX NoTpebnTanAx.

NepuwmedaHse — [ansHedwss pYyHOBOGCTED NO WHpopMaydodsod bBesonacHocTe gadHo B cTadgapras MO0
7001 w MCO 27002,

OpradW3ayva JonEHa:

- ocobwm obpazom @ nybnwydHo pHpopMUposaTE KoHEYHEIX noTpebvrensd o CTAHQAPTax, HOTOPEE nNag-
OepHHERET OpraHMIauns gnR obecneyvedHns GeaonacHOCT NEPCOHANEHBIX CESOSHUA MW OAHHBLIX MO NNATEMHLIM
KEpPTAM KOHEYHOrD NoOTpebuTens;

- oBacna4YueaTe papaboTey NPOMpaMs ¥ Npousayp B 0Gnactn BeannacHoCTH, YHUTEIBRIOWWE CYLWECTEY-
WKME W HOBRIE YIrpOdkl, CEAIAHHEE C OCYLWECTENEHWEM JANWCH, NEDE0A4M W COXPAHEHHA INEXKTRPOHHBIX OAHHEX;

- NpHMEHATE TpEOoDBAHWA WAM PEKOMEHOAUMH KOMNETEHTHLIX TPETEWX CTOPOH (HANPHMED WHTEPHaT-
nposaRgapos, coinatensA seb-DpayIapoE M ROMNEHNA, pabOoTAWKE C NNATEXHEIMA HAPTAMK, NPEJCTAEMTS-
Ned DAHEOBCEOR OTPACNK) BO BCEY CHTYAWMAY, KOMNE 370 HeobogquMo unn yenacoobpaase © noauyma obecna-
HYEHWA OOBEDWR HOHEYHLIX noTpeBuTanan, MCNoneE308ATE WHdpoBaHMe onA Ge3onacHol nNepagaYv OaHHbIX,
COOepMALMY NEPCOHANEHLIE CBE0EHUR W CEBQEHWA ND NNATEMHLIM KapTaM notTpabuTansi;

- coBnwoaTe BoA NPABOERIE HOPME!, YCTAHOBNEHHLIE 32K0OHOSATENLCTEOM M NPABWMNE;
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- MMETE NPOUEBGYPLI, YCTAHABNMBAKWWME NOPAOOK OEACTEMA B CNy4HEE8 BCEX HAPYLWIEHWH, CBRIAHHBIE C©
BE30NACHOCTED,

- COTPYOHAYATE C KOHEYHLIMW NOTREBUTENAMA B CNYHE8 BOIHMEHOBEHUA NPOONem, TEKHX KK HECAHKLMO-
HUPOBAHHLIE MW MOWBHHWYECHHE ONERaLMKN.

7.2.3 KonghuoeHUMaANEHOCTE

HoHpMABHUMANEHOCTE OTHOCKTCA B ToMY cnocoby, nocpagcTeomM KOTOPOr0 OPraMWasywA cofWpaseTt wnu
WCNONBLIYET NEQCOHANLHEE CEEOEHHA O KoHe4HoM noTpabnTens. 31w cobpanHe e JaHHBE MOryT BeITe MCNONL-
30BEHE TONLKD AnA obpaboTew B NPOUBCCE MCNONHEHWA JAKE3E8 MNKW QNE QPYIME Uened, O4EEN0HD oo peHHE X
HOHBYHEIM NoOTpebnTanam.

CpraHu3auUns gonsHa:

- YHA3ILIEAThE KOHEYHLIM NoTpebuTenam obRaaTENsHYK WHDOPMAaLKMED, HEoBXogmMyH GNA COBBPLIEHWA 38-
KYMKN, W TO, kaxum oBpazom 31a nHdopmaynA ByQeT COXpaHEHA H MCNONEZ0BAHA B OANEHEALWEM,

- MHPOPMWPOBATE KOHEYHEX noTpebuTensl 2 ToM cny$as, HOMGAE NEPCOHANLHEIE OBHHEE coOWpamTon
ANA 0ANBHEAWKME BOIMOHHEX KENONLIOBAHKA 3THX QEHHEX, NQAMNAWATE WX K YHACTHE B PACCMOTDEHKN KEH-
OOro TAKOro Cnydan;

- MHPOPMKMPOBATE KOHEYHLIX NOTPEOMTENER O TPETEAX CTOPOHAX, KOTOPLIE MOMMK Dbl NONYYWTE QOCTYM K
COOPAHHEIM OaHHEM, W CTAPATECR JAPYYMTLCA COMMACHEM NoTpebuTEnSRn B OTHOWEHWW WCNONBIOBAHWA ATHX
OEHHELX;

- NPEJOCTARNATE KOHEYHEIM NOTRebuTensM BOIMOEHOCTE BHANWEMPOBATE COXPAHEHHEE N8pPoOHENEHEE
DEHHEE;

- COOBWATE KOHEYHLIM NOTPEDWTENAM O KEXGOM NOCNEO0YHWEM EDHTEKTE, NP KOTOPOM KMCNONEI0BANMTCE
X NEPCOHANLHEIE OAHHEIE, NPEJOCTABNAA BOZMOKHOCTE HE NPHHAMATE yHacTve B nobom Dyaywem koHTax-
Te/CERIM 1 YOANWTE MX QEHHEE W2 cooTBeTCTEYWaro danna;

- YUPEOMTE RCHYR NONUMTHKY GNA CEOSr0 NEpCOHANna, KOTORaA ONPansnnaT ML, MMEHWKE OCTYN K KoM=
KTEPHLIM O3HHEIM B COOTEETCTEMA C ONPEOeneHHEIME LENAMA W OIPEHUYEHUAMY, BENKYEA WHdposaHme, uo-
NONLICBAHNE QAHHE BHE CTEH OPraHM3anKEKE W 4ETENE YES28HHA B OTHOWEBHAW CAHELWA 38 HADYWEHWE NONATHARKM;

- cobnpaTte BCE NPUMEHUMBEIE K OEATEALHOCTA OPraHW3ISUMK 38K0HE W NPaBuna no obecnayexHln KoH-
P HAEHUMANEHOCTH QEaHHEL.

8§ Cogep®aH1e B HAONEKAWEM COCTOAHMK H YNyYWEeHWE

8.1 CBop mHopMauMm

COpraHusayMa gon&Ha parynApHo W cHoTEMAaTHYeckn cobrparts nHbopMmaune, HeobioauMyn ANA npose-
OEHWA PEIVNETATHEHOA W > ekTABHOR QUBHEM Nokdaatanel pabotw cuctéamel B2C ECT, senk4an cEEOEHHA,
WMCXODOHE S GAHHEIE W 38MWCKH, ONWCAHHLE B pazgqenax B w 7.

B.2 QueHka nokazaTened QYyHEUHOHHPpOBAHHA cHocTeml B2C ECT

CpraHMaau9s OONHKHE HE PEryNEpHOR W CACTEMAaTWYECKOR DCHOBE OUBHWBATE CBOX cuocTemy B2C ECT,
BENKIYAA NPOBEOEHWE BHY TREHHWY AayauTos/npoeepor cucTamel B2C ECT.

MpuMB«“aHde — PYHOBEOACTED NO SPraHA3aUHMH pafoTh, CEASBHHOW ¢ NPOBEABHHWEM BHYTREHHWY AYOWTOE CHC-
TeMEl MEHEAXMEHTA, NpeacTaENaHD B WCO 18011

Bee ceegeHWA, NONYHEHHRE OT 0DPATHOR CEAZM, ¥anohsw M pAIHOMACHA HeobXogumo knaccudimumpoBaTe K
BHANMMIMPOEETE B WENAD MOSHTHGMEAUMY CHOCTEMSTHHECKHNX, NOBTORANLYMECH W pazoesxx npofned W TeHgeHyWiE,
CEAIAHHE X C HHUMOSHTAMA, 8 TRICHE ONA Toro, 4To0k YETPAHMTE NPHRYMHE 3THX anol uny npeteHani.

Ons oueHEr BNUAHMA cucTamel B2ZC ECT OpradHM3auMi Hy#HD MMETE CESO8HWA O COCTORHMM g&n nepen
HEYANDM 88 MYHRUWOHWPOBAHWA W 33TaMm No NPoWecTERY ONPaNeneHHE X WHTEPEANO0E EPEMEHN. 3718 wHdop-
MALMA MOET ObITh MENONBIOBEHE HE TONBED ONA ONPEOENEHWE YAIEWMEIX MBECT B NOCTROSHAW W BHEAPEHHMM
CHMCTEME, HO TAKMXE ONA Q8MOHCTREUMK QUCTHIHYTEIX PEIYNETATOR (9CAM OHM BCTe) M NPOrPeccd, QoCTHIHYTOrS
MpW WCNONLI0BAHKMK 3TOA CHCTEMBL.

B.3 YpoeneTEOPEHHOCTL, CEAZAHHAA C cHucTemon B2C ECT

Haobxogwumo NpaonpMHUMAETE PEMYNAPHEIE M CACTEMABTWYECHHE OBRCTEMAR ANA ONPEOaneHWA CTENBHM
YOOBNETEODSHHOCTH HOHEYHEY NOTRabUTEner, CERAIAHHON © cHoTemon B2C ECT v ae sHaapaHnan. 310 MOxaT
npiHdMaTe opMy 0BCNefoBAHKME KOHEYHBIX NOTPeDWMTENnEeRn CNYy<4ARHEIM METOOOM W OpYIME TEXHWYECKWE
npieme. OgHem B3 METOO0E OUSHKBAHWA YOOBNETBOPEHHOCTH HKOHEYHBIX NOTPEDUTENSR ABNARETCA BOC-
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NPOMIBEOBHME KOHTAKTE NOTPEGMTENA © OpraHWIaUMed B OTHOWEHKK BONPOCE WNH NPEOMETE, OTPAXEH-
HOM B CHCTEME B TEX CNy4ans, KOrga 370 papellaqo JakoHoaTeNsCTEOM.

Mpumeyadnwe —WMCO 10004 npeanaraeT pYROEOOCTED NGO HIMEPEHHH ¥ MOHWTOPMHIY YOOENETEOPEHHOCTH No-
TpebuTened.

8.4 Awanwnz cuctemsl B2C ECT

DpraHn3ayna QonHHE aHENWINPoEaTE Caow cucTaMy B2C ECT Ha perynApHOR M CHOTEMATHYECHOR OC-
HOBE C TaM, 4To0k!

- ANpegendTe, NPOOOMEEET MK OHA OCTABATEEA NPWUIOOHOR, PEIYNETATHEHORA WM 3tperTHeHOR;

- PACCMATPHEATE CEPLEIHLIE HAKTE, CEAIAHHLE C HECOOTEETCTEWMEM WMk cioem nwioro 3NeMeHTa cuc-
Tamel B2C ECT;

- OUEBHWBATE NOTREGHOCTE M MBI HACH BOIMOWHOCTH, CERZAHHLIE C© YNYHIW EHHEM;

- BEIpAbaTHBATE HEOOXOAMMEIE DEWEHWA W NPHHAMATE COOTEETCTEYHWWE OBRCTEUA.

Mo <oy NpoEegEHMA BHANWMIA OPradHWIaUMA QOMDHHE PACCMATPWMEATE WHROpMaEWUWK 06 WIMEHEHMAX B
cucTema B2C ECT. vameHEHMAY B 38K0HOO8TENLCTEE, NPEKTHEAX KEOHKYPEHTOE WKW TEXHONOTMYECKHY HOBODBES-
O9HHAXMHHOBALMAY, O BENOAHEHAW KOHTPAKTHEIX 0ORZATENECTE. CTATYCE EOPPEETHRPYHWWE WNH Npagynpes-
OawWMx GeRcTENA, NPBONaragMon NPoayELMe W Opyrax OEACTEMAX, NPEANPHHATEIE NO PE3YNETATAM NpoBSaa-
HAA NREgE YL BHANMI0E.

B.5 MocToRHHORE YNyHWEHWE

CprasnzayMa QOnKHE NoCTOAHHO YNyYwate ceow cretemy B2C ECT B wenAx NoBxLWWEHHA yOO0BNETAO-
PEHHOCTH NOTpebuTeneR, BKNDYEA HCNONLI0EAHWE TAKMX CPEOCTE, KAK NPEAyNpexoaUne W KOPPEKTHRYHILLLME
OSACTEMA M YNYHWEHWA, CER3BHHLIE § MHHOBEL WA MK,

Crprasnaauma ONMHE NPeanpMHIMETL JEACTEWA ANA YOTPEHEHWA NDWUHWH K5E AMSHDWLWECR, TAK 4 NOTEH-
UHaneHwx npofnesm, npUeogRwMe K manobam, © Ted. 41700l NPEQDTEPATHTE WX MOBTOPHOE NOABNEHWE MNM
NBpEMYHOE BOIHWEHOBEHHE COOTEATCTEEHHO.

OpradnasumA QomeHa:

- W3Y4ATE, ONPEOGENATE W NPUMEHATE HANNYHLWWE NPEKTUEN B CTRPYETYPE, COOEPMEHME W B MCNONL30BEHUK
cHoTemel E2C ECT opraddaaunmm;

- BHYTPH cebR pa3BMBaTE NOAXOO, OPUEHTUPOBEEHHBIA HA EOHEYHBIX noTpeburensai;

- NOOWPATE HOBOEBBEOEHWA B NOOXOA3X, HANPEBNEHHEIX HA paieMTHE crnoTemel B2C ECT oprandaaunu,
EHIMHI4ERA AKTYANWIALWMED HEODXOQMM BIX TEXHONOTHA;

- oaoBpATE M UBHHTE NPEUSOEHTE, BEOENAKWHWECH BRICOKMM yPOBHEM 3naMeHToR cncTeamel B2ZC ECT ap-
TEHWIAUNH ¥ 88 NOKAISTENEA, 3 TAKsE COOTEETCTAYHILLWE NPEETHH.
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NMpunoxenne A
[cnpaso4yHoe)

YooBneTEOpEHHOCTL NoTpebnTened W noTpebHOCTH NONbL3IOCBaTENEW
NPUMEHWTENLHO K TOProBeiM caenkam B2C ECT

A1 Obwmre NoNOMEHHMA

HacToAwas npyMnoMeHHe BeIJBNAST CNEgYWSa;

- BAMHOE IHAYEHWE YAOBNESTBOPEHHOCTA MOTPEOWTENER M CBRIYVIIWME INEMEHTE MaMOy HACTOALWKM
CTEHOAPTOM M SDYTHMA CTAHOARTAMN, CEAIEHHEIMK ¢ YOOBNE TEORSHHOCTLE NoTpednTenai;

- NOTEeGHOCTE B PACCMOTPEHHH BAIAWMOCEAZN M PAINHHUA MEdy NOTPECHTENAMM 1 KOHEYHEIMW NOTRE-
BuTenAmM (NoNL30BaTENAMA]);

- OTAMMHTENBHLIE XAPAKTEPWCTHEN MHTEPEKTHEHEE pExMMOB paboTel N0 CPABHEHWK C TPASWUWOHHLIMK
TOProBLIMK COBNKAMM SNAUDM K nAYy: B2ZC.

A.2 ¥YooeneTEOpEeHHOCTE NOoTpebuTenel n cucTema B2C ECT

HacToAWWA CTAHOAPT BMESTE C OPYIAMH MEMOYHAPOOHLIMY CTAHOAPTAEMMY, CERZHHHLIMKM C YOORMNaTBO-
pEHHOCTLH noTpabuTanen, pazpabortaddumy MCOITH 17EMK 3, npapnarast pyrRoBOOCTEO, HOTOROE MONET
NoMOYE OPFraHWIALUHAM B NPUHATHM MEP. HENPABNEHHLIX HA NOQAB[EAHNE COOTEETCTEYHWEND YPORHA UMW No-
BhIWEHAES CTENEHW YOO0ENETEOPEHHOCTA NoTpebUTenan B KOHKPETHOR CBA3M C cHcTemon B2C ECT.

YOooRneTROpEHHOCTE noTpebuTaenen onpegensda &8 3.1.4 WCO 9000 xak 4BoCcnpusTHE noTpebuTensmMu
CTENSHA BRIAONHEHWA W TpaboBanMAy. ¥ 40BNETEBOPEHHDOTE NOTRE0MTENER NPWIHAETCA B KAYECTEE DOHOMD W3
BEAYWNME KPHTEDHMEE ANA NGOR Opradniaudu C BbICOKMM YDOBHEM Ka4ecTea. Poxys Ha noTpeburens oadaqaar,
4TO JAHHER ODPraHMIAUWA COCPEJOTA4WBEET CBOS BHMMEHME ONA ToOro, YTobbl NOHMMETE TEKYLWWE 1 Byaywme
notpebHocTe noTpebuTenan, ux TpeboRAHMA W OXWOAHMA, BHAKYAA OBScnaYeHWe COOTBETCTEHA ZAKOHOLA-
TEMAEHBLIM TpEbOBaHKUAM.

Mumen cucremy B2C ECT, oprady3audy pacnonaranT NOTEHUNANnoM SNA Toro, 47obk yNyqwars Ceal no-
KE3ATENW PaBaTe MHOMOYMCNEHHEIME cnocobasmn. Hanpusep, odd moryT Bonas s erTHEHD NONs302aTRER
pPECYPCAMK W NPEONAraTe HOBLIA YCAYIW, NPHHMMER B PACYET TE THN BRZ0BO0E MMW 3ANPOCOE, KOTOPRIE Xapaxk-
TepHel gns coenok B2C ECT, v 70, Har Mx PESEUWMA W OTEETH HA 3T BeIZ0BH MOMYT NOBNMATE HE BOCNPHATHE
KOHEYHEMHA NoTpabnTanAMy QadHOR opradwaaudd. Mpumeddreansdo k cicteme B2C ECT yooBReTBOPEHHOCTE
noTpabuTensl NOQEEQHXEHE SHAYNTENLHOMY BNWAHWID TOMD, HAK OPraHMaaunA co3gaaT i aganTyupyaT ceok G-
temy B2C ECT ana pabote ¢ noTpebHOCTAMM W 3anpocamu notpabutaned, u Torn, mExum obpaszonM oHa cnpae-
NRETCA C QUHAMMEOHA MHTEDAETUEHLIX DNEPELWME W BIAWMOCBAISN.

A3 NoTpebHOCTH KOHEYHEIX NoTpeBHTaNERN

B to BpamA K3 TEDMWH ANOTPEOMTENED WMEST WHDOKWA OXBAT, OTHOCACE K EORIEHWIZALUMH UAM DKUY, Nno-
NYHSEOWEMY NPOOYRUMIGe (CoOrnacHo onpegensdme 3.3.5 MCO 8000}, » exnwyaet B cabn ONToSEE OpraHdWaa-
LMK, MOKYMSETENEA M Opyrui cy0baETos, HECTOAWMA CTAHOEPT HELUSNEH HA OBACTEMA, 3ATPEMMBE KWHE KOHE4YHD-
ro noTpefMTanANoNLI0BETENR, KOTOPEA ABNASTEA #EOQWHONWYHEM HYNEHOM FEHERANLHOA oBWSCTESHHOCTA,
NPHOBREe TEWMM WM HENONLIYHIWHM NROOYHUME (S 3.4) Ans NUYHLE, COMERHBX WNK BeITOBMX Lenans (co-
rnacHo onpeganedHii 8 3.3} CnegoeatensHo, KoHeYHsE noTpeburennmonszoearend obpazysnT NOgMHOKBET-
Bo noTpefuTansd, NOCKONEKY OHW BEMNKOYEKT TONLED YACTHLIX HHOWEMOYANbEHEE AWMLY W TONEKD TEX W3 HHX, KTD
COBSPWAST NOKYNEY ONA CEOMXY NHYHLIY LENaR.

370 pAEANMHME MExOY KOHEYHbIM noTpeburensm/nonbacsatenas W noTpebuTanaM NPMBOOWT & ONpege-
N&HHEIM BLIBOOAM, NOCKONLREY NoTpeGHoCcTH W TpeboBaHMA Ha ypoBHE WMHAOMBWAYANLHOMD noTpeBuTenA maryT
CYLWBCTEEHHO OTNWHATRER 0T noTpebHocTel gpyrux noTpebrTenad BEMAQY PAINWYMA WX PECYDRCOE M XEPAKTEPH-
cTiE. Hanpusep, oTHOCHTENEHO SOCTYNE K MHGDOpMALKK W BOIMOMHOCTH CO0B1WETE O CEOMY OMWOEHHAX M Tpe-
BOMEN MHOWBMAOYAMNEHLIE NOTPEEUTENK, KAK NPABMNO, owywanT cebn B ropasgo MeHEs BRIFOOHOA NO3MUMK No
CPABHEHWED C OPYTHMA NOTREBUTENRMY, KOTOPRIMK MOryT GhiTe KpPMOWYEcEWE NUUA. AHANOTMYHEM obpazom,
MOCEOMEKY KOHEYHES NOoNe30BATENH noTpebnaoT npogykT, OGCTORTENECTEBA, CBAZAHHLIE ¢ BE20NABCHOCTLE KO-
HEYHEE NOTRE0MTENER, MOMYT IHAMUTENEHD OTAMHATLCA OT NpoBNeM, CBA3EHHBIX ¢ G830NACHOCTEN OpyrHx no-
TpebUTenad, HaNnpUMEep CPraHM3aL WA, 3AKYNAKLWKWY NPOOYELKKD B UBNAX Nepanpogaki .

MNpW NposKTHpOBaHMK CcBOER cHcTemi BZ2C ECT opradHM3iaumA QOn#HZ yH4UTHIEATE 3TH OTNHHMTENEHLIS
noTpabHocTy W TpebosaduR. OHA TEKME JONMHA CTAPATLOA PELWAETE 3TH BONPOCH DECNDHCTRECTHRIM W BQEH-
BETHEIM cnocobom (HAanpuMap, M3BEran CAMWKEDM CAOMHBY WAKW OBTANMIMPOBEHHLIX NONWTHE B oBNAacTH KOH-
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HUMOSHUWANEHOCTH, KOTOPRIE HE NOHATE YHENOBEKY, HE WMEKILLEMY AOCTYNE K NPDABDBOW 3xcnapTwaa). Pywoso-
OoTEO, NPEQNarasMos B HECTORWEM CTAaHQapTe, BENoYasT B cefa npuHyMnel, cofnognas KoTopLIE Qpradwaa-
WHA OPHEHTHPYSTCA HE HOHEYHEX NOTPeGUTENSRA, W PECCMETRMESET KMNK4YEELIE NPELN0MEHWA KOHEYHEIX NOTpa-
OUTENEA, TAKWME KSKE CPAOCTEE HX 3AWKMTH (M. pa3nen 4}

A4 WHTEpPAKTHEHLIE PEMWME] paboTel

Mo cpapHaHnKn © TPAOUUKOHHEIMK TOProBsiMe coankamn B2C anMuoM & RUYy: WHTEDAKTUBHLIA EDOHTEECT
cucTenmel B2C ECT nopoxpgaert ocobble TRYOHOCTA NPH PRCCMOTREHMA TOro, kBKMM obpazom obecne4u e cooT-
BETCTEME NOTREGHOCTAM K TpeboBaHMAM, OPMEHTHUDOBEHHEIM HE KOHe4HelX noTpeburensfinoneaoBaTensl, u
HEK NOCTYNETE C OrpEHHYEHWAMY, CEAIAHHEIMMY C KOHE4HBIMK noTpeburenAamu. Hanpymep, KoHeYHBIE noTpabn-
TENW OFPEHWYEHLI B CBOWMX BOAMOMHOCTAX N0 W3y4HeHAED NPOgYEWHA 00 TOMD, K&K NPUCTYNaTte Kk ohopmnsHn
KOHEYHOMD 38K338 npogykuun. KpoMe Toro, NpUMMEHHTENRHO K TOProBeM COSMNKEM, DOYIWECTENAEMEIM © NoMO-
Wk KOMMBKITEQE, NORBARKITCA BO3IMOXMHOCTW gnA Bonea GuicTporo cnocoba IaenYeHWA TOProEoR cCoenku,
BCNK CPABHMEATE CO COBNKAMMW C HOHEYHEIM NOTRE0WMTENEM, BRINONHAKWWM WAMM, BESYVIWMHE K COBBDWEHWH
NOEYNEM B TREAMUMOHHOA HE3NBKTPOHHOR cpana.

3TH OTAMHMTENEHLE HADAKTEDWCTHEM, EAK CNEACTEME, HMEKDT DONes WHPOKWE BOIMOMHOCTH NG PatHpbl-
THED WHPOPMALWKA B HHTEPAKTHEHOA CREO8 NO CPABHEHWH © 0BkYHOR cpenon. DaHarko 3To HE NogpajymesasT
KOHUSHTREWME TONbED HA KONMHYECTES CEE08HMA, HEOBXOOMMO TaKME YHMTEEBATE CNOCOD, NOCHBEOETEOM KOTOpO-
o NMAGHWDYETCR NoNyHaTe CEEOEHWA [CM. NpMHYWNE paagena 4, HacamuMecd JOCTYNHOCTH/NOHATHOGTH W
TRPRHCNAPEHTHOCTH). MPHHUMAR B0 BHUMAHWE CrpaHMYeHHA, CERIAHHEIE C KOHEYHEIMK NOTReDnTanAMY, 1 Cyihb-
BETHBHLIE (HAKTOPEI, BAMAKILME HE NPUHATAE PEWEHWA, 8 THKHKE OrPAHWYEHHA, HENarasmela cnocofom gemax-
CTpaUMM W oToOpaMeHWA WHOOpPMEYMY B MHTEPEKTHEHOR Cpege, OpraHvw3aunA, paipafartuBawWan cucTemy
B2C ECT, gonsHa y4MTeiBATE, KBHMM 0Bpazon, Hanpuumep, MosH0 Geno el YyETAHOBWTE NAQAMETDE, NPWCBAW-
BASMBIE MO YMON4EHWK 1 NO3BONAKIWME KOHEYHEIM NOTRE0NTENAM 4ENaTe ONTHMaNLHER Bubop.

OpraHnaaumi TARES HYHHD YOENATE OTOSNLHOE BHUMAHWE A0aNTHDOBEHWMED CBOWMX NPOUBCCOE ONA Na-
chnecnepayoHHon daaw Toprosold cgenk B2C ECT. MNpeaocTagnAR KOHEYHOMY NOTREEUTENK BOAMOMHOCTE
MCNLITATE (C QONYCTHMBLIM PHCKOM |} NPOOYET TAKMM HE NYTEM, EAK W B 00L4HOM MAraanHe, OpraHW3auWua MOoweaT
NOBLIWATE &ro A0EEDHME W YESDEHHOCTE B KBYBCTEEHHORA 1 3thdexTieror pabote cucteme B2C ECT, cozpasar
TEM CaMBLIM XODOW YD OBROEYE DEMNYTAUW.

Kpome Torg, HEoBXogMMo OTMBTHTE, HTOD B MHTEREKTHBHOA Cpege ONopa Ha 3NeETPOHHEIE TORroBLEE Coen-
kW (ECT) npueoaMT & BOIPACTAHUK PHCEDB, CEA3EHHLIX C HENPEEMNEHEM cOOpoM, HENONL30BEHHEM W DACKDLI-
THEM CEEASHMA, HACAHWMACA KOHBYHLIE NoTpeBuTenaR. 3T MOMET BECTH K BOAMOEHEM W DakTHIeckiM di-
HAHCOBWM YOLITHAM, NOATOMY OPraHMIAUMH HYEHO BHUMETENLHO CNEAMTE 38 3THMK PUCKAMA ONA Torg, 4Tobe
M30EXATE NOTEPH JOBSPWUA KOHEYHBIX NOTpEBNTENaA B CHUMEHWA WX yooeneTeopadHacTi. Mo xogy atoro opra-
HH3EUHMH HEDEXOOMMD TAEHE NPHUHAMATE BD BHHMAHWE, 470 B 88 crucTemy B2C ECT moset BuiTe sosnayeno Go-
NbWOE YMCND NPOEEAGSP0E U 3T0 YACTO MOMAT HE BeITh TDAHCNAPEHTHEIM ANA KOHEYHOrD noTpa@uTens.

BhbiWwayHaIaHHLE NPUMERE OTNIWHWTENEHEY XaDAKTEDUCTHE HHTEREKTHEHEN Cpan W pEKUWMOE paBoTel Ha-
FNAQHO YXA3ILBAKT Ha NOTPEOHOCTE ANA OPraHM2AUMEA B TIWATAENEHOM NAAHMPOBaHWK, paipaboTea, BHEOPEHMK,
NogOeEaHEE 1 yhydweHen cictersl BZC ECT, 4To © no3aMulin xoHedHoro notpefurens obecnedreaaT npag-
CKAIVEMYH M HAOBMHYK NO3MUWE HE noTpeBuTenecEOM phiHKE W NOBLIWEST y4OBMNETEOPEHHOCTE noTpabuTe-
nan.
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NMpunoxenne B
[cnpaso4yHoe)

ﬂﬂﬂ ONHHUTENBHBIE CCbINKA

B.1 OBwyue nonomeHHA

Hactorwese npunomedwe npegnaraet obwwi obiop coenOk/CNpaBsox, KACAHIWWECA HOPMETHEHD-
npaeoeon DAk, YEE3EIBEA HA HCTOYHHEN 3AK0HOOaTENEHLE TREO0OEAHHA, SOMUHHCTRATHEHEIE OPraHel U APYIve
WCTO4HMEM MHDOPMELKMKE, K BOTOPEIM MOrNK O obpaTmiscs OpraHiaauud, CTPEMALMECA NonyYMTe Gonewni
obrem nHdopuag9ne, EBcaWeAca ux cuoTeM B2C ECT. XOTA MHOMME 3TH MCTOYHMEN HMEHT OTHOLWWEBHHE K TOPR-
rogeiM cognean B2C 8 0By yepTay, OHY YACTD COABPMAT CEEABHURA, npucywre B2C ECT. HacToRWwWKE nepe-
YEHE HE REMNABTCA MCHEDNEBAKOLWWM.

n pPEMBEMBHWHE — B uBnax HACTOAWSrD NpANCHEEHWA TEpPMUH «33K0HEID OTHOCHTCH K 33K0OHAM WNW Np3gnnams,
HBCKONEKD 3TO NPEMEHEMO.

B.2 3akoHOo0aTENLHBIE CCRINKW

B.2.1 OCHOBHGLIE 3AK0HLL, HANPaABNEHHEIE HA 0GBCNEYEHME 3AWWTEI KOHBYHELIX NOTpEBHTENE A

B.2.1.1 3akoHbl, yoTadHaenveanwKe TpefosaHms K DEa0onacHOcTy NPogyEuMe, NPegqazHaveHHoR QN8R 36c-
NOYETALUWKA NONLI0BETENAMKM, M J8K0HLl, OTHOCHWMWECR K NMLWESE0R NPOOYELYKMK, NEFEPCTESHHEIM CRaOcTBaM W Magn-
LMHCKMM npydopam. OHY MOryT COOapmate NONOMEHHA N0 OTIBY NDOGYHELHMK WMWY YOSMeHAKD ONBCHOR MpooysLn9.

B.2.1.2 3aK0HEl NO 33WKWTE KOHEYHEY NOTRpeBUTENaR, TEKME KK 38K0HLI, YETAHEBNWEZKWMWE NPAEKNE NGO
BEASHWI TEX MNW HHLIX BUADE KOMMEPHECKOR WK NpodScoMoOHENEHDR JEATENEHOCTH, 3aKOHL], PaEryNMPYIELWHE
OEATENLHOCTE MO NPOJAKE TOBADOE HAPOOHOMD NOTPELNEHWA, W 3AKODHE, PErYNHPYILWWME KOHEYDEHLMKE HE No-
TpebuTensckom peiHee. JHU MOMYT COOEPMATE MONOXKEHWA, HECAKWMWACR cnocobos OCYWEecTENEHMA NPOOax,
MEPONPHATAR N0 PEKNEMWPOBAHWK, HOHTPAKTHEY YCNOBHA, PACKDLITHE MHBOpMAULMM, TAPDEHTAR Ka4YecTEa W
Npogas, CoOBEPWASMBEIY HE YOANBHHOM DECCTORHMM.

B.2.1.3 3aKoHbl, KACAKIWLMWECR MEPRHPOEEM NPOOYELHA.

B.2.1.4 3JakoHel, YCTAHAEENWESKWMKE NPEEBMNE OCYWECTENEHWA OTOBNEHBIX BMOOE TODMIBOR O8ATENLHO-
CTH, KOTOPLIE MOrYT BLITe NpUMEHEHL B TEKMX OTPACNAX, KAK TYPHCTHHECKEA O8ATENLHOCTL, YoNyre B ctepe
TEMSKOMMYHHEAWWA, MrOpHO-Pa3ENekaTanbHen GuaHac.

B.2.2 3aK0OHEl, PEryNHPpYHRWWEe OSATENEHOCTE HA INEKTRPOHHOM PEIHKE

B.2.2.1 3axoHel ob aneKTPOHHOA TOProBNE.

B.2.2.2 Jakonel o anekTpOHHLIX NNATEXEN.

B.2.2.3 3ak0Hel M0 x0HGMOSHUHANBHOCTH M 331MTE JAHHBIX, KOTODRE MOMYT BEMICHETE NONGEEHKMA, Ka-
CAMWHECH HHTEPEKTHEHEI X CRAOCTE 38WWTE KOHENIEHUMANEHOCTH B OTHOWaHAN O8TaR.

B.2.3 Opyrve 2aKkoHkl, CEAZAHHLIE C TORroBNER

B.2.3.1 3akoHsl no oBMaHy BANKTHLIY SEHEHHLY CPEACTE, JAH0HE, MMEBIWHE OTHOLWEHWAE K DErMOHENL-
HEIM M MEHAYVHADOOHLIM TOPFOBLIM CASNKAM.

B.2.3.2 3akoHbl N0 HANOMAM M TAMOMEHHEIM NOWRKHEM.

B.2.3.3 3akoHe no YTHNWZALMA W nepepaboTee npogysyMa Qns NoETOPHOND MCNONL30EEHKA, KOTOPEIE MO-
ryT BENK4ETE NONOKEHWA, KSCAKWWECH INEKTPOHHOA NPOOYELMW W BEEYMYNATOpHEX DaTtapei.

B.2.3.4 3akoHe no oBpaweddn ¢ onacHoR AN 3N0P0BEA NPOOYKUHER, ROTOPLIE MOrYT BEAKYETE NORO-
HEHWA, HACARWWECA TRAHCNOPTHPOBKW ONACHLX MaTEpKANOE.

B.2.3.5 JakoHkl NO 3aNpaTy HMNOPTAIEKCNOPTa OTOBNEHEX BMO0E NPOOYELWE.

B.2.3.6 3akoHe B 0ONaCTH MEP W BECOB.

B.2 ADMMHWCTPATHEHLIE OpPravkl

B.3.1 Opradel, NUUSHIWMPYHLWHE KOMMEPYBCEYH) O8ATENLHOCTL, EOTOPLIE MOMYT BEOOWTE TpeOOoBAHWMA B
ONpEgEnNaHHEX OTPACNAK SHOHOMHEX, TAKWX KAK TYPHCTHHECKAR EATENLHOG TS,

B.3.2 3ronormHeckia Oprads.

B.3.3 Dprads N0 NNAHMPOBAHWK.

B.3.4 Moyroebia BE0O0MCTES, HMEKLLWE OTHOWEBHWE K TpeG00BaHUAM, HANPWMED, CEAZAHHEIM © NPOOYHRLM-
2, HE PECAPOCTPAHEHHE KOTOPOA HANOHKEHEL! OrPaHHYEHWA.

B.3.5 Opradel, ofecnedqveaowte GE30NacHOCTE MOOEA, KOTOPLE MOMYT BEOOWTE TPEBOBAHHA B TakWx
oBnacTAx, KK, HANPHMBE, INEBKTPH4SCKas D8 0NACHOCTE.
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B.3.EB DenapTameHTel HAnoroB ¥ cbopoe.

B.2.7 JenapTameHTel No TORroBLIM CTAHOAPTAM.

B.4 Opyrve MCTOYHMEN MHPOpMAL MK

B.4.1 Toproed-npoMuiWNSHHEE NANETEL.

B.4.2 Opradwaauud notpaburensn.

B.4.3 MexgyHapoHee NPABMTENLCTEEHHEIE hopyMel, Hanpumep DpraHM2aUMA 3KOHOMBYECHOTD COTRY-
HA4ECTES W PA3IEUTUHR.

B.4.4 MuadopMauMoHHBIE NOPTENE NO 3NEKTPOHHOA TORrOBNE HAUMOHANBHLIX NPEEBUTENLCTE, KOTODBE
HHOTOE MOryT GhiTh CNEUMANEHD NPEOHAEIHEYEHE ONA NPEAOCTABNEHHA MHBOPMALHK, PACCHUMTEHHDA HE Npaa-
NPWATHA Manoro GuaHeca.

B 4.5 Opradw3aduu, obecneqyuea iy ie QyHEUHOHHPOBEHNE HHTEPAKTUEHEIX DERHNMOE.

B.4. 6 Toproasie ScCcolnanymu.

B.4.7 MNpasuTeneCTEEHHLIE ArEHTCTES, MMEKILWLWE DTHOWEHNE K DOATENEHOCTH QETEHHIaUHK.
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NMpunowenne C
{oBR3aTensHO8)

PykoBogcTEC NO NpefocTaBNeHMio HHpopMaynK

C.1 DBuwyue nonomeHHA

Ha npegeapuTensHOA CTEOWMA TORIOBOA COSNKM DRraHW3auMs gonsHa ofecna4nTe a0ekBaTHOS PECCMOT-
pEHUE W TRAKTOBHY MHDOPMEUMOHHOID KOMNOHEHTE. Ha onepauMoHHOR CTague TORroBoR COenEW OpradHiidauus
OON#HA rApaHTHPOSaTE HAANEMAWESS COOTESTCTEWE NPEA0CTARBNASMORN WHEBOPMALWKY NPMMEHHMEIM 38R0OHOSE-
TEMEHLIM TPEGOBAHKMAM, OTHOCALWMWMECA K EOHTPAKTY. JakoHO0aTaNbHE TPE0OBEHWA MOTYT YEA3LIBATE THA WH-
fopMaUnK, KOTOPEA gomseH GeTe NPEQOCTABNEH HA PAINMYHLIY CTAAWMAX CHCTEMLI, 8 TAKME ONPEOBNRATL TO,
KakMM obpa3om 378 MHQOpMaUWA Q0MEHE NPEJOCTEBNATECA KOHEYHEIM noTpebuTenam.

C.2 MpenTHdHEAUKA OPrad|3aynn

OpraHu3ayWe qonxHE NpegocTasnATE CNany sy HHOpMAaLWeE:

- o HUMANEHOE HAIBEHWE ODraHWIAUMK W HE3IBAHWE(R), NO4 KOTOPEIM{W) OHa OCYWECTENRET CBOM HOM-
MEPHEcKyl ABATENEHOCTE,

- MECTD PEMTMCTRALWH OPraHn3Iaumni;

- B8 OTHOLWEHWE K MN0BHOA KOMIAHHHK,

- NOAHER agpac, TensadoHHBIl HOMED 1 HoMEP GAKCUMHNEHOID ANNAEPATE FONOBHOND ofUEca APraHn3auMM
1. KOTOE NPUMEHAMD, NPEQCTABMTENLETE UMM Q0BEPEHHLIK AKMY HE MBGTAX,;

- Anpac aNekTPAOHHOA NOYTel OPrAHHIALWK;

- HOHTHKTH OnA 0OpaTHON CER3M, BONPACOE M NP0 LABNEHNA NPETEHINA;

- gpeMA paboTe cnysb/npaocTaeuTensCTE NO YEA3EHHOMY KOHTAKTHOMY agpeacy;

- PEFMCTRAUMOHHBIE HOMEDA NPEANPHATHR WHIAK CBEO8HWA N0 NMUEBHIMAM;

- PAIPEWKHTENEHLIE CXEME ANH kogekce B2C ECT, KoTopkiM NOOYMHRSTCA OPraHn3aUuns, BENDYaA Ceeqe-
HWA O COOTEETCTEYHWEAM OpraHe, OCYWacTENAKLLWM HAgI0pHEE dyHELHHK;

- B TEX CAY48AX, KOTOA OPraHU3ALWA OCYWECTENRET pO0 QeRTENLHOCTA, perynupyamelid obAiaTaneHLmM KM
HOPMATHEHO-NPABOELIMA BKTAMK, CESOBHAA O NPEER, NPESOCTABNEHHOM HA OCYWSCTENEHWE TAKOA QEATENLHO-
CTW, W O TOR KpHCOWMEdEe, roe Gend npegocTagnedo gadHoe npaso; npotecolaHanbHER OpradfaccoyMayny
MMM BHANOFMYHOE YHPEKOBHWME. NPH HOTOPOM 3ApErMCTPUpOBEHE OPraHW3aUMA; CNPABKE O NPABEMNAX, NPHME-
HABMEX ¥ OPraHiIauMy B CBAR3W © 88 POACM OBATAENLHOCTH, W cnotob NoNy4eHWA ODCTYNA & 3THM NDEBANAM,
TAK ®E KAK CEEOEHMA 0 nobowm cTpaxoBaHuM npodecoHMoHANEHOA OTEETGTESHHOCTA WNM FAPaHTHAX, HOTOPLIE
Oon#Ha cofnugarte opraHi2aumns;

- MHIOPMAUMA MO BEEPEOMTALMK, BEMOYaA 3NSKTPOHHLIA cnocob sepudiukauny Mobex 33RBNEHMA, CBA-
ZHHHLIX C SEEPEAMTALMER.

C.3 0OnvcaHyie npoayKuuM

CpraHu3ayWa QonxHE NpegocTABNATE CNagy sy HHDOpMaLgWe:

- TOMHOE ONWCAHWE NPOOYETDE, Npegnarasaublx ONA NPpoOgaxd, BEKNKOYAA MY OCHOBHWE XADAKTEPHMCTHEM
{Hanpumep, pazdep, QYHEUMOHAENbHEE CEORCTEE, COBMACTUMOCTh, MPUIOOHOCTRI3KCANYATAUWMOHHAR MMTOE-
HOOTE, DEXWMME DEGOTH, BEASNAKNWME HOBLIA NPOOYKT MO CPAEHEHWID © AHANAMM4YHOR NpoaykuMel, YoTaHoe-
HE/MOHTE®, TEXHWYecKoR oBonyHWEaHrE. BOAMOMHOCTH ANA NODBTOQHOMD UWMEKNE WCNONLIOBAHWR, YTWAWIALMA,
WHIPBOWEHTE 1M aHepranoTpebneduel;

- BAMHBLIE CEBEASHWA, HOTOPLIE Mor Bl NONyYUTE NOTPEEWTENE NpW NOKYNKS OAHHOMD NDOAYKTA ¥ Oprads-
FEYME NOCPEAcTEOM TPagMUMOHHOR Toproech coankm B2C ECT snuuom & nedys (HANPHMED, OrPAHAYEHWA,
npegynpaxgeHus of onacHOCTAX W PUCKEX ONA 300P0BRA, MNK NPEBWNE, WKW YCNOEMA NOKYNEW, THRME KEK Tpe-
BOBEHMA NO NONY4EHAID COTNACKA POSWTENER/ONEKYHOE W OFPAHWHEHNA, CERIAHHLIE GO BpEMEHEM |;

- DAHHBIE O HENW4WK NPOSYETE [HANPUMED, EDNMYECTED Ha Cknage);

- TAPAHTHAHEE OBAIATENLCTEES M FTAPAHTHA KEYECTES B OTHOWEHWK NPOOYKLKK, BKNKYER KHPOpMEYMD No
NPogNaHH D WNKW OrpEHMYEHHI0 CPOKDE;

- MHBPOPMAUWMH O CEpPTAEMRELMAX,

- BHEMNWIL NPOGYELHH.

C.4 MHipopmauna o UeHax

CpraHu3agWa 4onxHa NpegocTABNATE CNany sy HHOpMAaLWE:

- CTOMMOCTE NpoayKTa (Des BeiMeToR);

- BEMKTY, HCNOMAL30EAHHYHS GNA HAIHAYEHHA LEHE .
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- PAcxOdbl, CHAIAHHEIE C NOCTABKON;

- NEPE4EHE HANOMOBLX OTYHCAEHWA;

- CTOMMOCTE 33AMOAE (CoyaHBIR NpoOYaHT),

- HHDOpMAaUWMR o nobele Qpyres HAYACNEHWAX, OTEETETESHHDCTE 38 cOOp HOTOPLIX NEMAT HA OPraHdIaUUr
{HEnpUMep, TAMIOHEHHEIA CEOPE W HOMWCCHOHHDE BOIHATPAMOEHWE 38 YONYTHM TAMOKSHHOM Bpokepa);

- CYMMAPHAA CTOMMOCTE WK KOMRGA WTOMOBAA UEHA HE MOMET ObiTe BRYMCNEHE, cNocob, koTopeA opradw-
3aUMA ByOoeT MCnonNL30BaTe AN PACHETE CYMMAPHOR CTOMMOCTH, BENOYaA No0Le TERYLWWE 33TPATE W NpUmMe-
HASMLIA ONA WX pacyaTa cnocob;

- CNEUMEnEHLIE NPEANOHEHNAISELMKY, TEEME KAK PACNPOOEEE NO CHHMEHHEIM WEHAM, CHUAEM, NPEMAEnb-
HElE BOZHEMPAXOSHAA M NOGAPEW, BRNKYEA YCNOBWA, KOTOPLIM HEoDXOAMMO OTEE4ETE ANA Torg, 4Tobsl nany-
HUTE NPAB0 BOCNOMNL30EATECA GAHHEIMK NPESNOKEHWAMN.

C.5 HHhopMmaUKA No OKOHYATENEHOMY LEHOBOMY NPeOnoXeHHH

Cm. B.2.4.

C.6 HHdhopmaunA no exibopy cnocoba onnaTel

Cm. 6.2.5.

C.7T HHdropmauuA no gocTagke

Cm. 632

C.B Opyran nudopmayuws o cucteme B2C ECT

OpradHnaauma QoMmeEHa NPegocTaEnATE CNegyoWYH WHDOPMAL WK

- 0BeWAaHHA/OBAIATENLCTEA OPraHAIaLMH W CEAZAHHLIE C 3THM NONOMeHWs (kogeks no B2C ECT);

- KOHTEKTHEA MHGDOPMALKWA ONA OPradHu3agMoHHD-TEXHUSECEDE NOQOSpHEN KEOHEYHEE noTpebnTanad (oM.
T7.1.3). rapaHTvAHee obR3aTenscTEa, Honpaenesua (cw. §.3.3), so2epate v obmaHw (cm. B.3.4) » yonyrm no
PEMOHTY, BEMHOYER GHA U 4ackl pabdoTe, HOMOE 370 NPUMEHAMD, W NOEEE CEAIEHHEE C HUMW NNaTEXW, TAK He
EEK W BCE 3AROHOOATENEHRE Npasd, copMyNUPOBEHHEIE B OTHOLW EHEW IDDUCOWELEE [HANPWUMED, KHPHOUYECER
OOYCNOBENEHHEE NPAEE HE BHHYNMPOEAHAE NP ONPEdEnEHHBEIX YCNoBMAK),;

- CEBEAEBHWA O NPOUEBAYPAX. NPHHATEY B OPraHM3aUMK N0 PECCMOTREHWD Banob v npeTaHavi;

- DOCTYN K MEXaEHWAMAM N0 PAZPELWEHMK) CNOPOE W PAIHOMNACHEA K3k HENPAMYD C OPradHMIauven, TaKk U C
YHECTHEM B HAYECTES TPETEER CTOPOHE NPOBARABPOE W PEMYNHPYIOWKME OpraHos;

- KOHTEHKTHYE MHEOpMauein nA nobeld camoperyNMpyeMsx NPOrpaMM mny NpMMeHMMsX NpoUeccos no
PAIPELWBHKMH DAIHOMMACKHA, B HOTOPLIX YyYACTEYET DPraHWEELMA, W, KOrga NpegoTasnAeTed BOIMOMHEIM, HHTE-
DEETHEHEIA cnocob seprdEalyne a8 cap TR HMEEUNA MNY YNEHCTEA.

- NOAATAEY OPraqHyIaUldy B oTHOWESHWY KoHGUISHUWANEHOCTH W NPEACTAENEHHOR B poBpoBOnNEHOM no-
PROXKE AOPaca 3NeKTPOHHOR NO4Th;

- MOMATHEA B OTHOWEHKY OpYrMe OTOaN6HEE AneMadToR cuoTemel B2C ECT, k2K, HanpyMep, TORroanA da-
pea caTe MODMNEHOA CBA3W. CHCTEMLEl AYEUMOHHEX TORros, npuolpaTeHUe W QOCTABKE NPOAYELWE © UupossiM
KOHTEHTOM, OCO008 OTHOWEHWE K NHOAM G OTPEHRYEHHE MK BOIMOMHOCTAMK W 0DRIATENLCTES NO SXONOTMK.

OpraHvaaumAa JONHE ACHOD MHBOPMHAPOBEATE KOHEYHOMD NOTpaiuTans of MHCTPYMEHTAPHH, KOTOPLIR OHE
HMCNOMNBIYET ONA NEPCOHANMIAYMK OOCTABKM KOHTEHTA (Hanpumep, noqgepxea cookie 8 Gpaysepax nonelosa-
TENel, MoDWNEHBIE NMPWICHEHMA, OTHCKMBEKWKWE QEHHEE N0 MECTAEM PAIMEWEHWA, COXpEHREMBIE Npodunu
{napamMeTpe nons30eatanei) ans noTpeburensd, noeTopHo obBpaWBHWKMACH B SOPEC OPraHM3aLNM ).

OpradHnaauma gonsHa HRPOpMUPOEETE ROHEMHOMD NOTRE0WMTENA O CTPYKTYPE NOOOTYSTHOCTH TEKAM 00-
pazom, 4Tobs Dm0 ACHO, KaK pAcnpegeneHsl 00RIBHHOCT/OTEETCTEEHHOCTE CTOROM.
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NMpunowenne D
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PykoBoACTEO No cocTaBneHHw kogexkca no B2C ECT oprannaaumm

MpusMeHkTensHo K caenkam B2C ECT koHeYHeR NOTpaBuTarns He HMeaT BOIMOMHOCTH NA huaudeckoro
KOHTEKTA C NPOGYELHER MNW © NEQCOHANDM OPraHU3SLWK (HENPWMED, OCMATPHEATE NpoayeT, obcy®pare Heno-
CPaOCTEEHHD (4NUUOM K NWUY» ) C NEPCOHENOM DPraHU3E0ME NPOAYET M 8nd XapaKTepucTUEN) B MOryT BO3HW-
KATh 33O090HEN BO BEPEMEHA MEEOY NOKYNEOA NPOOYKTA W 8r0 GOCTABKDE HOHEYHOMY noTpebuTen.

ObeWaHAl2aBePEHNA, D8HHEE DpraHd2auMer B ea wogerce no B2C ECT, moryt crarte cnocobosm ane
ONpegEnaqHyA Toro, kakkm obpazom ew ByoyT PACCMATPHMBATECA W YHATHEBATBOA OMWORHWR noTpafuTensd B
OTCYTCTEME HENOCPEACTEEHHOM (HHAMHECKOrD KOHTAKTE ¢ NPOAYETOM MK © NEPCOHANOM OpraHMIALNAN.

Mpw cocraenedsy kogerca no B2C ECT npHHUMETEA BO BHUMAHWE CNEayoWwue coobpaseHnn:

- coDTRETCTEME Kogexkca no B2C ECT 2anoH0datensHeiM M SpyruM obR3aTensHem TpeboBaHuamM: NpuMe-
HUTENEHD B TOproaws coeneam B2C ECT Hepeged CHTYEUMH, KOM0A HOHEYHBIE NOTpEDUTENW HEXOORTCR nog
pPEINMYHOR HPWCOMELMER, W, CNeN0BATANEHD, GNA DPraHUzagEE 04Y98Hs BAKHO PE3INWM4ETE W DCO3HEBATE Pa3-
MAYHEIE 3aKOHOAaTENEHEIE 1 OBR3aTENbHEE TPE00BAHNA, KACAWIWWEECR PEKNAME, KOTOPARA HE OOMHMHA BEBOOWTL
naen 8 IadnywoeHUe. QUCTAHLMOHHELE NPOOENK, J8WNTE NSPCOHANEHEY CEEQEHUA N JANPaTOE No eRCTEBNAM,
OrpEHWYHNBAKWMM KROHKY PR HLHI

- PACCMOTREHWE BCEX BONPOCOB, KOTOPHE MOrMK Ou BONHOBATE NOTpeOWTanA, ooylwecTenmowero B2C
ECT, sxni4an obewadnaiobRaaTenscTea, KACAKWMECA:

- NPOOYELMK OPradU3agMy (HanpuMep, OpradHuzagua morna Ow ofewaTts, 4To npegcTaenedHse waobpa-
HEHWA M TEKCTOBAR WHDOPMELWA B OTHOLWEHWKW BCaX 88 NPOAYKTOE RENAKITCR NPEOEnEHD TOYHBIMK, M 4TO K-
BoR NpogykT, HE OTEEYHAKWMA BMAYANEHOMY WNW TEKCTOBOMY ONHMCEHWK, MOXET DbiTe BOIBpaWEeH noTpebuTe-
nem (Gez B3MMAHNA C HEM NNaTL ) CPraHMIALNK NO NOYTE ONA BOZEPATA JOHERHLIE CPEOCcTE MNn obMeHa e Te-
YEHHE ONPEOEnNEHHOID NEPRONE BEPEMEHN),

- NPEOBAPUTENEHOR a3kl TOProBol COankd (Hanpuumep, ofeWAaHHe O ToM, 4TO B B TOM CRyYE8, 8ChW no-
TpebWTENs HAAOET TAEKOR e NPoaYET, NPOOABEEMBEIA HA Beb-canTe apyroR opraHdiauwer no Gones HE3KoA
LEHE, TO OPraHWaaUnA NPUMaT QaHHy WaHy),

- onepauUocHHol Qaaw ToproBoR coensm (Hanpumep, ofewanue o ToM, 4To noTpebuTans moxet Beanoa-
ME30HD AHHYNUPOBETE TORIOBYH COENEY, OTNpaede coobWenne no INeKTPOHHOR noYTe, B nodoe BpaMA B Te-
HEHWE 24 4 C MOMBHTA J3N04EHNA TOProBoH CO8NKH ),

- NECNeonapauroHHor daids TOproBon coenkr (Hanpuwep, oDeWaHne O Tom, 4To B TOM CRy4a8, Bchu
npogysynA He GyoeTt QocTaEnsHa B TEYEHWE OBYX HEOQEME, TO CTOMMOCTE YONYrd no goctaske GyneTt soaspa-
wena noTpeburens),

- TOM, KEKUME J8RCTBMA NPaAnpuMet OpraHyaauma 8 ToM chy4ase, ecny notTpebuTens nomenasT Bolspa-
THTL NPOAYET (HANpWMED 0BBWaHWE O TOM, 4TO OPraHW3aUMA COrNACHTOR NPHHATE BOIBPALLEHHEIA NPOAYKRT MKW
oBMEHATE NpoAgYET BG83 BIMMAHWA NNaTel & noTpeburens);

- kOHPHOBHUWANEHOCTH, BENKDYAA 0DA3ATENLCTEG TOMD, 470 no gedcTElAM notpeburens Ha sab-canTe
CpraHuMzanna He BygeT coywacTanaTe chop NepCoHansHER JaHHBX W cooBwaTts WX komy-nudo Ge3 npegeape-
TEMEHOMD COFNACKHA OT noTpaburans,

- cpageTe 2awMTel nHdopmage (HANPHMER, MBPEHTHH 2AWHGPOBEHHOCTH BCER HHHAHCOBOR HHhopMa-
WK NOCPEOCTEOM MCMONEINEAHMA KOHKPETHOND OTPACNEBOMD CTAHQApTA],

- PACCMOTPEHWA XANoh WNK NpETEHIMA [Hanprmep, obewarHKe Taro, 410 HA Bce ®anobel ByoaT gad oTeaT
NG ANEKETPOHHOA NOYTE B TE4eHWE 24 4 © MOMEHTA Nepeaa4d wanobu 2 Anpac opradiaauuu),

- PAIPEWEHMA BHOWHWX CAOPOE M PA3IHOMMACHA (HANpAMep, B TOM CNy4EE, 8CNKM OPraHWIauMA He CMOKET
OOCTHYE YOOBNETEOPMTANLHOMD PEIYNETATA NOCPEACTEOM WHTERAKTHEHOMD npoyscca no pabore o manobamu,
TO OHE 0DECNEYAT BOAMOKHOCTE WHTEDEKTHEHOM) PAIPEWEHNE CNOPHOA CUTYALMKM C YHACTHEM BHEWHWY CTOPOH
Ha be3goimeanHon ans noTpebuTEns ocHoBE ),

- Tora, KakvM 00pazom opraqHn3aaynA DyOeT pacCMaTpueate 3anpock 00 opraqHnaauniy, e NpooyeElEe |
OeRCTEMAX (HaNpUMap obelaHne O TOM, 4To OpraHd3auMeR Ha anpock notTpeburans GyayT QaHe OTEETE Mo
ANEKTPOHHOA NOYTE B TEYEHWE ONPEOJeneHHON NEpHMoLga BPEMEHA).

MpumMe«sadde —BonomssTensHoe PYKOBOASTED N0 COCTARNEHSD Kogesca no B2C ECT npeactaeneso & WCO 10001,
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CBegeHHA O COOTBETCTEMM CChINOYHBIX MEXKAYHAPOOHLIX CTAHAAPTOE
HAUMOHANBHbLIM CTaHOapTam Poccocuiackold ©Qegepaymm
(M eACTEYWWMM B 3TOM KAMECTEE MEXIOCYNAPCTEEHHLIM CTAHOAPTaAM)

TaGnuuya AOand

OGoaHAMEHNE W HAWMEHCEEHWE

Of03HABEHHE COBINOMHOID MEsE- CrengHs COOTEETCTEYEDL AND HALWOHANEHAT0
OyHEPOOHOMD CTAHOARETA COOTBETCTEMA cTaHaapTa Pocoiicaol Denepausu
WCO 9001:2008 1OT MICT I1SD S001=-2011 «CucTeME MeHeOMMEHTa
kayecTea. TpaboBadnAz
WCO 90042008 DT MCT P MCO 9004-2010 «MeHegsMeHT gnA goc-

THHEHHWA }'GTGHHHBUFD YConexa OpraHd3aLi . Moa-
X044 Ha DCHOBE MBHEOEMEHTA KEa4YeCTEa D

WCO 10001:2007 DT MICT P WMCO 10001-2008 sMeHanmMaHT ka4yecT-
Ba. YAoBnNeTBOpBHHOGTE notpebuwrened. Pagko-
MEHZAUMK MO NPABMNAM NOBSOBHWA ONA OpTraHa-
AALUMAD

WCO 10002:2004 DT MCT P MCO 10002-2007 «MenegsmedT opra-
HM3AUMK. ¥ OoBNaTEOPEHHOCTE noTpeburensa. Py-
FOBOACTED N0 YNPABNSHWID NPETEHIMAMK B Opra-
HWIALMAXD

WMCO 10003:2007 DT MOCT P MCO 10003—-2009 shMeHeomMedT kaq4ect-
Ba. YaoBneTBOpEHHOCTE noTtpebwrened. Pako-
MEHOAUMA NO YOETYNMPOBAHWE CNOQHBIX BONpO-
COB BHE OPraHA3IayMms

WCO 10015:1888 DT MCT P MCO 10015-2007 «MenegsmedT opra-
HH3aUMK. PYROBOARLIME YEAZAHKMA N0 obyHeHMD

NpumedaHwe —BHacToAwed TaBndye MENONLICBAHO GNEAYKLEE YENOBHOE 0BO3HAMEHWE CTENSHH
COOTEETCTEMA CTAHLE PTOE
- 10T — MOEHTHMHLIE CTAHSAPTEI.
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[1] IS0 8001
[2] IS0 9004

[3] IS0 9241 (all parts)
[4] 150 8241-151

(5] ISO 10001:2007
[6] ISO 10002
[711S0 10003

(8] ISO 10004

[9] ISO/TR 10013
[10] 1SO 10015
[11] 150 18011
[12] ISO/AEC 27001
[13] ISO/IEC 27002

[14] ISQ/NEC Guide 76:2008
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