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COMERPHARHE

OBLLUME NOJTOXXEHENA

OCHOBHBbIE LE/IM CTAHOAPTA

K/TIKOYEBOW NOAxXoa NPy BRAMMOOENCTBMM C MOTPEBUTE/IEM
COUMAJIbHAA OTBETCTBEHHOCTb

OPTAHN3ALUNA O4YHOIO OBCNYXXMBAHNA

OpraHnsaunsa MHGPaCTPYKTYpPbl NP O4HOM OOCTYy>XXMBaHUN

OuHoe ob6cnyxunBaHme notpebutenen B nogpasgenenmax Obuiectsa
JIn4HbI NprueM pykoBOAUTENAMM NOAPA3AENEHUN

Bu3nt no Mecty HaxoxaeHus notpebutens

Tunosowm anropntm o6CNy>XMBaHUA NOTpebuTend.

OPrAHM3ALNA 3A04YHOIO OBC/TYXXMBAHUA

MNopsaaok 3a04HOrO 06CyXXMBAHUSA NOTPEOUTENEN NOCPEACTBOM NEPENNCKU
KOHTaKT — LEeHTp

OpraHnsaunsa paboTbl KOHTaKT - LieHTpa nocpeacTBOM TeniepoHHOM CBA3MN
Lindpposbie cepBuchbl ObuiecTBa

Cpokun 06paboTku obpalleHuin

NHOOPMALIMOHHOE B3AMMOAENCTBUE C NMOTPEBUTENAMM (NMOKYMATEIAMN)
OBPATHAA CB$A3b C NMOTPEBNTENAMU

O6paboTka obpalleHuin 1 xanob

DNeKTpoHHas cMcTema OT3bIBOB

PelTMHroBas oueHka CepBUCOB

KOHTPO/1b 1 AHAIN3 KAYECTBA OBCTYXXUBAHWSA MOTPEBUTENEN (MOKYMATEJIEN)
MokasaTenun kayecTBa 06Cy>KMBaHUSA

OMPEAEJIEHNA N TEPMUHDbI

MPUNTOXEHWYA

Mpunoxerne N° 1 «[MepeueHb opnco AO «HICK»» gna ouHoOro o6cnyxunBaHnsa notpebutenen

KOMMNaHnn»

MpunoxeHne N° 2 Cnocobbl B3anmogencteus ¢ AO «<HICK»



1.0BLUME MNMOJTOXXEHNA

11. Hactoawumn «CtaHaapT KadectBa OOCMy>XuMBaHMA notpebutenen (nokynatenen)
rapaHTmpytowero nocraBwmnka AO «HICK» (panee — CtaHaapT) ABNAETCA HOPMaTUB-
HbIM JOKYMEHTOM KOMMaHnu, onpeaensatolmMm xapakTepucTmkn 1 npasmna o6cnyxmea-
HUS noTpebutenen (nokynatenen): GPU3nYeCcKnx N IPUANYECKNX NnL, BKIKOYAs OYHOe,
3a04HOE, NHTEPAKTUBHOE OOCNYXNBAHMKE.

1.2. CtaHpapT pa3paboTaH BO ucnosHeHne TpeboBaHnii «OCHOBHbIX MOIOXEHWIN
OYHKLNOHNPOBAHMA PO3HUYHbBIX PbIHKOB 3/1EKTPUYECKON SHEPrnmn», YyTBEepPXXAEHHbIX
nocraHoBneHneM lNpasutenbctea PO ot 04.05.12 N°442.

1.3. CtraHgapT nognexur nyénmkauum Ha opuuymanbHom cante ObuecTtBa u pas-
MeLLeHMo B CBOGOAHOM A0CTyne Ha MHOOPMaLMOHHbBIX CpeacTBax BO BCEX Noapasae-
nenuax O6uecTBa U NpefgHasHayvYeH /19 0O3HAKOMEHUdA NoTpebuTenen ¢ ypoBHEM U
HaAabOPOM CePBUCHbIX NpoLeayp, 06s3aTtenbcTBa No o6ecnevyeHnto KOTOPbIMU NPUHANO
Ha cebs ObLiecTBO.

1.4. CraHpapT obs3atenieH ANs M3y4YeHUs U UCNOSHEHUS MEepPCOHANoM BCeX
CTPYKTYpHbIX nogpasgeneHnn AO «HI3CK», 3agenctBoBaHHbIM B OOCAYy>XMBaHUU
notpebutenen.

Onsa yero Hy>XeH
CraHpaprt

Ons yero Hy>xeH
CraHpapT cOTpYyAHUKY.

notpe6urenio? AO «H3CK»?

(- e

6onee BaxKHble BOMpPOCbl O B3anMMO-
OENCTBMN C MOCTaBLLUNKOM.

« B CraHgapte w3/10XeHbl HOPMBbI,
MCMO/IHEHME  KOTOpPbIX  BrpaBe
TpeboBaTb KaxAblh noTpebutennb
O6uwecTBa.

- B CTaHﬂ,apTe AaHbl OTBETbl HA HAWU- . BOI'IpOCBMM, pPacKpblITbiIMXA B CTaH-

AapTe AO0/KEeH BNaAeTb KaXablii pa-
GOTHMK AN FTPAMOTHOIO KOHCY/bTU-
pPOBaHUSA.

« COTpyOHUK  OOMKEH  MOHMMAaTb,
Kakne TpeboBaHUA NpeabABNAOT-
CS K HEMY U KaK OLieHMBaeTCs ero

paborTa.

2. OCHOBHbIE LUEJ/I CTAHOAPTA

Llenbto gaHHoro CtaHaapTa aBnsetcs yctaHoBneHme B AO «<HOCK» HopM 1 npaBun
B3aMMOAenCcTBMA C notpebutenamm (nokynatenamm), eanHbix TpeboBaHNM K KauyecTBy
X 06CNY>XXNBaHUA

MNpu cobnogeHnn ycTaHOBNEHHbIX HacToAwmm CTaHgapTOM napaMeTpoB B3auMO-
AeNCTBUA € noTpebutensamm obecnevnBaeTcs:

- MMHMMM3aLNa BPEMEHHbIX 3aTpaT Ha NoslyyYeHne ycnyr;
- KOMOPTHbIE YCNOBUA 0O6CNYXNBAHUS;

- yoo6CTBO N KNIMEHTOOPUEHTUPOBAHHOCTb CEPBUCOB;

- N(HPOPMAaLMOHHAA OOCTYMHOCTb.



3. KJI'OYEBOW noaxon NPy B3AMMOOENCTBUA
C NOTPEBUTE/IEM

OCHOBHbIM MPUHUUMNOM B3aMMOOENCTBUS C NOTpedbutenaMm 4aBNSEeTCA co3fa-
HWe, peanusauns U CoBEPLUEHCTBOBaHWE YCI0BUI, CNOCOOOB U BO3MOXHOCTEN ON4
KOM@POPTHOro MCNOb30BaHNA NOTPEOUTENAMU SNEKTPUYECKON SHEPTUMN U UCMNOSHE-
HWS 0653aTeNbCTB NO AOrOBOPaM SHEProCHaOXEHUS.

[na [OCTUXEHNA COOTBETCTBUS AeATENbHOCTU YKa3aHHOMY MPUHLMMNY MCAOMb3YHOT-
CA cnepyoLlime NHCTPYMEHTbI:

- MoppepxaHne BbICOKOW KynbTypbl 0OCTY>XUBaHUA KIIMEHTOB;

- Co3paHune yaoOHbIX yCNoBMin B 0purcax O4HOrO 0O6CTyXMBaHUS;

- PazBuTtre AOCTYNHOCTU YCyr KOMMaHUn B TEPPUTOPUAIbHOM M BPEMEHHOM acrek-
Tax;

- BHegpeHune nporpeccmBHbIX TEXHONOMMN B CEPBUCHI KOMMaHUW;

- MNopoepxaHne obpaTHON CBA3K C noTpebutenammn, c6op u aHanms nHdopmaumm
NONYYEHHOW OT K/TMEHTOB;

- BoipaboTka 1 peanuzauma MepPONPUATUIA NO YYULLEHUIO KadecTBa 0O0CNY>XXNBaHUSA
KIMEHTOB;

- MHpopMmnpoBaHme KIMEHTOB O AEATE/IbHOCTM KOMMAHUM U BaXHbIX ANS noTpebu-
TENbCKOro coobLecTsa COObITUAX.

4. COUNAJIbHAYA OTBETCTBEHHOCTDb

HeatenbHOCTb KOMMaHnu 1 KaXgoro €€ coTpyaHMKa npu o6cny>XmsaHnm notpedbute-
Nen OCHOBbLIBAETCA Ha cobntogeHn 6anaHca MHTEPECOB NOCTaBLUMKA, MHbIX YYaCTHU-
KOB pblHKa 3/1EKTPO3HEPrnmn 1 noTpebutenen Kak paBHONpPaBHbIX NApTHEPOB. PelleHnsa
n obpa3 4eNCTBUI NPUMEHSAIOTCA C OCO3HAHMEM PO/IN rapaHTUPYHOLLEro NocTaBLLMKa B
3KOHOMMUKE, counanbHoOM chepe n obLectse B LENOM.

4. O6ecneveHune 6€30NacHOCTU NEPCOHAsIbHbIX AAHHbIX
O6LecTBO BbINOMHAET AENCTBUS C MEPCOHANIbHBbIMU JaHHbIMWU NOTpebuTenen Ha oc-
HOBaHWWM COrnacus, NOMy4YeHHOro B NpedyCMOTPEHHbIX 3aKOHOM criydasx. Obecneve-

HMe 6€30MacHOCTU MEPCOHAsIbHbIX AaHHbIX OCYLLECTBAAETCS B COOTBETCTBMM C NONO-
»xeHnammn GepgepanbHoro 3akoHa «O nepcoHanbHbIX AaHHbIX» 0T 27.07.2006 N 152-03.

5. OPFTAHN3ALUNA OYHOI'O OBC/TY)XXUBAHUA

O4Hoe ob6cnyxmBaHue obGecneymBaeTcsi HanuumMem U PyHKLUOHMU-
poBaHMEM LIeHTPOB OYHOIro o6CNy)XMBaHUA NoTpe6urtenen (Nnokyna-

Tenewn), rge ocywecTeBnsaeTca o6¢cny)XmBaHMe NocpeacTBoM JIMHHOro
KOHTaKTa ¢ paboTHMKaMu opraH1M3auuu.




5.1. OpraHusauna MHpPacTPyKTypbl NP OYHOM O6C/TY)XMBaHUN

OpraHunsauma nHGpacTpyKTypbl MPU O4YHOM OOCTyXXMBaHUKM NoTpebutenen (Nokyna-
Tenen) OCyLeCcTBASETCSA B TeppuTopmnasnbHbix nogpasgenenmax ObwecTsa.

AO «H2CK» obecneunBaeT sHeprocHabxeHue notpebutenen (nokynarenen) B 25
ropogax KpacHogapckoro kpas, B Kax4aoM 13 KOTopbIx paboTtaeT ¢unman, y4actok epu-
nnana KoMnaHuu.

Apopeca odwnmanoB, otgeneHuit, ydactkoB dunmanos, LOI nepeyncneHsl B
MNpunoxeHnn N° 1 K gaHHOMY AOKYMEHTY, pa3MeLleHbl Ha oduumanbHOM canTe Komna-
HUKM www.nesk.ru B pasgene «KoHTaKTbl».

OuHoe obcnyxmBaHue noTpedbutenen (Nokynatenen) NPoON3BOANTCA B Hacbl paboThbl
dunnnanos, otgeneHunm, yyactkos ¢unmnanos, LLOM AO «HICK>».

Yacbl npruemMa ykasaHbl Ha BbIBECKE Yy BxoAda B 34aHmMe oduncos, Ha MHPOPMaLMOH-
HbIX CTeHAaX, pasMelleHHbix B nomelweHnn eunmanos AO «H2CK», Ha canTe KoMnaHum
www.nesk.ru B pasgene «KoHTaKTbl».

5.2. O4Hoe o6cnyXxnBaHue notpeburenen B nogpasgenNneHUAX KOMNaHUm

O4yHoe o6Cny>XMBaHME OCYLLECTBIAETCA B KIMEHTCKUX oducax noppasgeneHun
O6uwecTBa.

MNopsgok o6cnyXmBaHMa notpebuTtenen npu IMYHOM MNOCELLEHUN pernaMeHTUpo-
BaH «[paBunamu pabotbl ¢ notpedbutenamm AO «HICK» (MpunoxeHne N° 2)

YcTaHaBNMBaOTCA cneayowmne TMNnoBble napaMeTpbl CpegHen NPOLO/IKUTENBHOCTH
B3aMMOAeNCTBUSA C NOTpebuTensamu:




MapameTp

dopma B3aMmmoaencTems Kputepumn (cpepHee
3Ha4yeHwue)

KnuneHtcknin opuc

ObcnyxmnBaHune cneumanm- OxunpaHue B ovepeam 15 MURHYT
CTOM-KOHCYNbTAHTOM (Mo fo-
roBopam sHeprocHabxeHuda

(Kynan-npogaxun (NoCTaBKK) Mpuem 5 MUHYT
3M1EKTPUYECKOM SHEPrum (MOoLL-

HOCTU

ObcnyxunBaHue crneumanmuctom | OxxngaHue B ovepean 15 MUHYT
-KOHCYNBTAHTOM (MO NAAaTEXHbIM

AOKYMeHTaM) MNpuem 5 MUHYT
O6Lee BpeMs o6¢cny)knBaHuA notpeoéurens He 6onee 20 MUHYT

06C11y)KMBaHVIe nocetutenemnc OorpaHn4YeHHbIM BO3MOXHOCTAMM.

Ha BXOAOHbIX CTEKASHHbIX ABEPSAX Pa3MeLLatoTCs 3/IEMEHTbI ANna cna-
6oBUOAWMX NOAEN, a Takxke Tabnnykn, ykasbliBaloLMe HarnpaBrieHne
OTKPbITUS OBEPEWN.

B MeHI0 aneKTpoOHHOW ovepenmn npegycMmaTtpruBaeTcs oTaeibHaa KHonmM-
Ka ONna nocetmutenien ¢ orpaHMYeHHbIMU BO3MOXHOCTSIMM.
CrneunanmncT-KOHCYNbTaHT K/IMEHTCKOro odunca obecneymBaeT opraHu-
3aUMI0 pEeELLEHNS BOMNPOCOB, CBA3aHHbIX C 0OCNY>XMBaHUEM MtOOeEN C
OrpaHNYeHHbIMMU BO3MOXHOCTAMU, UX MapLUpyTU3aLno U 06Cny>Xmnea-
HMe BHe oyepeau.

BxogHble rpynnbl KAMEHTCKUX OGUCOB O6OpPyAytoTCHA nMaHaycamu, B
cnly4yae OTCYTCTBUA — 3BOHKaMM /151 BbI30Ba OTBETCTBEHHOIO Creuuva-
nucTa.

5.3. J/InuHbIV Npuem pyKkoBoaUTENAMU NoApasAe/iIeHNM.

JInyHbIA Npuem 3asBuUTeneil pykKoBOAUTENSIMU OCYLLECTBSETCA MO MeCTy HaxoX-
AEHUS agMUHUCTPATMBHbBIX OPraHoB NoApasaesieHnin B paboune vachl, ykasaHHble Ha
BblBECKe y BXoAa B 34aHNe opu1CoB.



[Ecnm noTpebuTtenb XenaeT 3anucaTbCs Ha OnpefesieHHoe BpeMsa K
ANpeKTopy dumnuana (HavanbHUKY ydyacTka, OTAENIeHMa) eMy HeobXxo-
ONMO oBpaTtutbcs B KOHTaKT-UeHTp no tenedoHy 8 (800) 600-02-20,
onepartop nNpuMmeT obpaLlleHne ¢ NpocbOor O TIMYHOW BCTPEYE U Harnpa-
BUT ero B dunman ana yrtouHeHns spemenun. CotpyaHnuku ¢punananos no
NpenocTaBleHHbIM KOHTAKTHbIM [aHHbIM OpPraHM3OBbLIBAOT MPUEM B
yoobHoe ansa notpebutens BpemMs

5.4. BU31T No MecTy HaxoXXAeHua notpeéutensa

B cnyyasax tpebyowmnx ocMoTpa saHepronpuHuMarLwero obopynoBaHus, 00bekTa,
npnbéopa y4veta notpebutensa paboTHukamu OOWecTBa OCYLECTBASETCS Bble3q Mo
uenesoMy agpecy. lNpn HeobxoaMMOCTM NpefocTaBAeHUs AOCTyna noTpebutenem,
3abnaroBpeMEeHHO HanpaBnseTcs yBeaoM/IeHNE O BPEMEHU U LeNax BU3nTa.

Bble3a Ha 06bekTbl noTpebutens nHmummpyetca Obwectsom, MO0 noTpedbutenem
no 3asiBKe.

Ba)xHas nHdopmauusa
Kaxabin pa6oTHMK KomnaHMu Ha Bble3ge UMeeT npu cede

yaAoCcToBepeHune n 3agaHne Ha BbiNoOJ/IHEHUe p860TbI!

6.OPFTAHU3ALNA SAOYHHOIO OBCJ/TY>)KUBAHUA.

B O6LiecTBe peaiM30BaHO OCYLLECTB/IEHNE 3a04YHOIro 06C/Ty)KMBaHUA
notpebutenen (nokynarteneu) (o6cnyxmBaHme nocpeacTsom 6esnmy-
HOro KOHTaKTa C pa6oTHUKaMM opraHusauum, B TOM Yuce no trenedo-
HY, C UCNO/Ib30BaHUEM MOYTOBOMN CBA3U UK Yepes ceTb «<UHTepHeT», a
TakK)Xe ob6ecrnevyeHo Hanu4vme 6ecnnaTtHbiX TeNnePOoHHbIX WU TEIeKOM-
MYHUKALMOHHbIX KaHa/I0B CBA3U MeXAY rapaHTUPYIOLUM NOCTaBLLU-
KOM M noTpebutenammu.

6.1. NMopsaok 3a04HOro o6¢Cy)XMBaHUSA NOTpeduTenen NocpeacTsomM
nepenuckun

JTto6oe nncbmeHHoe obpalleHne B O6LLecTBO, MocTynatoLlee no novte n nonyyeH-
Hoe OT nmoTpebutensa (Nnokynatens) No 3NeKTPOHHOMY agpecy: contact@nesk.ru nnim
yepes apyrue NCTOYHUKN CBA3MU, pernctpupyetcs B KOHTaKT-LeHTpe.

AJTTOPUTM 3AOYHOIO OBCNY)XUBAHUSA MOCPEACTBOM MOYTOBOW
MEPEMNCKUA



KOHTaKT-LEeHTp NPOM3BOAUT ceayome AencTBUS B 3aBUCMMOCTM OT KOMMeTeHUMN
peLleHns Bomnpoca:

1. OTBEeYaeT Ha MMCbMa 1 3anpocChbl 3aABUTENEN MO BOMPOCcaM, BXOASALWMM B KOMMe-
TeHUunto KOHTaKT-LUEeHTPa, U CBOEBPEMEHHO HanpaBdeT OTBETbl MOCPEACTBOM:

- TenedOHHOro 3BOHKa;

- SmMs - cCoo6LWEeHNS;

- MO 2N1IEKTPOHHON noYTe.

2. HanpaBnget obpalleHnsa 3aaBuTens B agpec AeNonpon3BoanTenss COOTBETCTBY-
owero ¢unmnana AO «<HICK» B cnydvae, ecnim OTBET 3as9BUTENIO MOryT NMOAroTOBUTb
TO/IbKO CreumanuncTbl gaHHoro ¢unmnana.

3. Nocne perucTtpaunmn, nonyyeHHoe obpalleHne HanpasnseTcs pykosogutesnto O6-
wecrtea (Pvnnana), KOTOPbIV HaNpaBAaeT ero A9 PaCCMOTPEHUS B COOTBETCTBYHOLLEE
CTPYKTYpHOE mnogpasfeneHue. B CTpykTypHOM noapasgeneHnn HasHadaeTcs OTBeT-
CTBEHHbI UCMOMHUTE b 3@ MOANOTOBKY OTBETA Ha KaX40€e KOHKPETHOe obpalleHme.

4. NnucbMeHHoe obpalleHne noTpebutens (Nokynatens) 4OMKHO ObiTb PACCMOTPEHO
cneumanuctammn ObuwecTtBa (Punmana) B TedyeHne 30 KaneHgapHbIX AHEN CO OHSA ero
perncrpaumm (B cayvae ecnivm MHOW CPOK He NMpeayCMOTPEH 3aKOHOAAaTe/IbCTBOM).

5. OTBeT Ha NMCbMEHHOE ObpalleHre noTpebutensa (mokynaTens) 4o/MKeH ObiTb Noa-
roToB/NIEH B NeYaTHOM Buae Ha dupmMeHHoOM 6naHke ObLecTtBa (Punnana) n cogepxaTtb
KOHKPETHYIO MHbOpPMaLMIO O CyTU BOMPOCa, 3a4aHHOro notpebutenem (nokynartenem),
KOHTaKTHble gaHHble ucnonnutens (PUO, tTenedoH) n nognmcaH yrnosIHOMOYEHHbIM Ha
TO AO/IKHOCTHbLIM NTULIOM.

6. [lencTBnsa no NnMCbMeHHOMY ob6paLLleHunto NoTpedbutens (nokynaTens) He NPoOn3BO-
OATCSA B CNy4vaax:

- eCNi1 NINCbMEHHOe obpaLleHMEe COAEPXKNT HELLEH3YPHbIE NGO

OCKOPOGUTENbHbIE BbIPaXXEHUS, YrPO3bl XXM3HW, 300POBbIO U UMYLLLECTBY

coTpyaHuka O6wectea (Punnana);

- €C/IN TEKCT MMCbMEHHOIo 06paLLeHNA He NOAAAETCS MPOYTEHMIO.

B cnyyae ecnim TeKCT NMMCbMEHHOro 06paLLeHNA HEe NMOALAaEeTCA NPOYTEHNIO, MOTPEe-
outenb (nokynaTesnb) MHPopMUpyeTcs 06 3TOM (MPU YCI0BUM BO3MOXHOCTU MpoYTe-
Hua ero agpeca n ®NO).

- B cnyvae ecnun B nucbMeHHOM o6paLleHnn noTpebuTtensd (NoKynaTens) CoaepXuTca
BOMPOC, Ha KOTOPbIN €My y>e Obl1 NpegoCTaBNeH OTBET MO CyLEeCTBY B CBA3U C paHee
HanpaBNseMbIMU OOpaLLEHNSAMU, U MPU STOM B OOpaLLEHMN HE NMPUBOAATCS HOBbIE A0-
BOAbl UM O6CTOATENbCTBA, NOTpebutens (Nokynartenb) MHGOPMUPYETCA O NpeocTaB-
NTEeHHOM paHee oTBeTe.

- MNotpebutens (NnokynaTtenb) MHPOPMUPYETCA O HEBO3MOXHOCTM NpeaocTaBneHns
NMMCbMEHHOrO OTBETA, B C/ly4ae eC/ivm OTBET MO CyLLEeCTBY NOCTaB/IEHHOIoO B o6paLleHnm
BOMpPOCa He MOXeT ObITb AaH 6e3 pa3r/ialeHns CBedeHnn, COCTaBNAWMX KOHONOEH-
LmManbHyo MHOOpMaLMIO.



- NMncbmeHHoe obpalleHne notpebutensa (NokynaTtensa) He paccMaTpuBaeTCs, ecnu
B MMCbMEHHOM O06paLLEHMN HEe YKa3aHbl KOHTAKTHbIE AaHHblEe rpaXxaaHnHa (NMo4YTOBbIN
agpec, tenedoH, agpec 3/1EKTPOHHOM NOYThbI).

- OTBeThl, HanpaBasemble notpebutenam (nokynatenam) OO6wectea (Punmana),
odopmnaoTCs dunmanamu(ydactkamu, otTaeneHmamm) Ha GupmMmeHHom 6naHke ¢ ob6s-
3aTe/IbHbIM 3anO/IHEHNEM PEKBU3MUTA «OTMETKA 06 UCNOAHUTeNe» (pamMmmnum n Homepa
TenedoHa MCNOMHUTENA NMUCbMa, @ TakXe, NPU HeoObXoAMMOCTM OTBETA MO 3/IEKTPOH-
HOW No4Te — agpeca 3/1EKTPOHHOM MOYThbI).

/FapaHTMpyroLu,Mﬁ NOCTaBLUMK W noTpebutens (Nokynatenb) - topuau-
yeckoe MMuo UAN UHOMBWAYANbHbIM NpeanpuHMMartens Npu obMeHe
MHPoOpPMaLMeENn B SNTIEKTPOHHOMN GOpPME U 3aK/TIOHYEHNN OOFOBOPOB MNOoa-
MUCbIBAIOT JOKYMEHTbI B 3/IEKTPOHHON GOpPME C UCMNO/Ib30BaHUEM YCU-
NEHHON KBaNMOUUMPOBAHHOW 31EKTPOHHOW noanucu, a notpebutenn
- pu3nyeckoe nNMUO NoANUCbIBAaET AOKYMEHTbI B 3/1EKTPOHHON dopme
NPOCTON 3NEKTPOHHOW NOAMUCHLIO NN NO COrNalleHMNI0 CTOPOH UHbIMU
BMOAMWN SNEKTPOHHOM NOAMUCKU, B TOM YUC/IEe YCUTTIEHHOW HekBanndm-
LMPOBAHHOW 3/IEKTPOHHOWN MOAMUCHIO GU3NYECKOro nmua, ceptuoukar
Kto4a NPOBEPKN KOTOPOKW CO34aH N UCMOMb3YeTCA B MHPPACTPYKType,
obecneumBawoWwen MHPOPMAaLMOHHO-TEXHOOMMYECKOE B3auMoLewn-
CcTBME MHPOPMALMOHHbIX CUCTEM, UCNO/Ib3YyEeMbIX A4 NpefocTaB/1eHUA
rOCygapCTBEHHbIX M MYHULMMAbHbIX YC/TYT B 3/IEKTPOHHON popMme.

6.2 KOHTaKT — UeHTp

KOHTaKT-LeHTp npeactaBnser cobon eOuHylo LEHTParIM30BaHHYK CnpaBOYHYO
cny>x0y, 06paTUBLLUNCL B KOTOPYIO K/IMEHT MOXET NOAYyUNTb Heobxoanumyto nHbopma-
LMo, @ TakxXe nepegatb Heobxoanmyto nHpopmaumio gna AO «HICK».

Cucrema 3a04HOro o6cnyxmBaHma notpebutenen KOHTakT-LEHTPOM BK/OYAET Crie-
AyloLLne KaHasibl CBA3MW:

- TenePOoHHYIO CBS3b;

- MOYTOBYIO NEPENUCKY;

- CBSI3b MOCPEeACTBOM MHTEPHETA: 3NEKTPOHHOW MNoyTbl contact@nesk.ru u canta
koMnaHun www.nesk.ru, cuctemnl 'MC XKKX 1 nnatdopmbl 06paTHOM CBA3U, aKKayHTOB
coumnanbHbIX ceTen.

6.2.1. OpraHmsauunsa pa6otbl KOHTaKT - LLeHTpa NocpeacTBoM
TenedpoHHOM CBA3U

KAneHT MoxeT BOCNO/Ib30BaTbCA Crieayowmmm Buaamm tenedoHHOM CBA3M:
Cuctemor aBTOMaTM3MPOBAHHOM 06paboTkM TenedoHHOro Bbi3oBa - [010COBbIM
NMOMOLLHNKOM U NPAMbIM TeNePOHHbIM KOHTAaKTOM C ONepaTtopoM.



. lonocoBoi NOMOLLHUK OTBEYaeT eXXeaHeBHO
M KPYr/IOCYyTOYHO BCEM K/IMEHTAM KOMMaHUM,
NO3BOHUBLLUMM Ha TenledOoHbI:

+7 (800) 600-02-20,
+8 (861) 944-77-40,
+7 (903) 411-77-40.

[0N0COBOW MOMOLLHMK MPUHMMAET NOKa3aHUsA Mo NIMLEBOMY CYUETY; NpeaocTaBnisaeT
nHdopmMaunto 06 aBapmunHbIX M NNAHOBbLIX OTK/TIOYEHUSX; O3BYy4YMBaET 6GanaHC NNLEBO-
ro cyera; coobuaet nHbopmauuo 06 agpecax n pexumme pabotol odnco AO «<HICK»,
NP HEOOBXOANMOCTU, COEANHSET C ONEPATOPOM.

« KoHcynbTauua HenocpeacTBEHHO onepaTtopoM KOHTaKT-LeHTpa npeaocTaBs-
eTcsa aboHeHTy B paboumne aHum ¢ 8:00 go 18:00.

AJTTOPUTM 3A0OYHOI'O OBC/TY)KUBAHUSA MO TEJIE®OHY MNMPU BXOAALLEM
3BOHKE

1. CoTpyaHMK NepBbiM NPMBETCTBYET NOTpebutens, npeactaBnaeTcs, HasblBas CBOe
nms.

2. lNMocne onpegeneHns Bonpoca, N0 KOTOPOMY 3BOHUT MOTpebUTenb, COTPYAHUK
NPUHUMAET peLleHne MPOKOHCYIbTUPOBAaTb (UM PELLUTbL BOMPOC) CaMOCTOATENbHO
NN NnepeagpecoBaThb.

3. B cnyyae, ecnn coTpyaHmMK KOHTaKT-LEHTpa He MOXET AaTb NOJIHbIA OTBET B MO-
MEHT pa3roBopa WM NoarotoBka MHPopmMaunmn TpebyeT HEKOTOPOro BpeMeHu (6onee
2 MUHyT), noTpebutento coobliaetcs 06 3TOM, YTOUHSETCS Aata U BPeMS, KOrga MOX-
HO NEPE3BOHUTb A/19 NOYYEHUS TOYHOM MU NOMHOM MHPOPMaLNKM (BO3MOXKEH BapuaHT,
Korga no corsiacoBaHuio € noTpebutenem (nokynaTtesieM) nepesBaHMBaeT COTPYOAHUK
O6buwecTBa (Punnumana).

4. B cny4vae obpalleHua notpebutens 3a noayyvyeHnem nHdopmaumm no 4oroBopy
3HEProcHabXeHnsa (0 COCTOSAHUM pPacyeToB, HaNIMYUK (OTCYTCTBUM) 3a40/IKEHHOCTU U
Aap.), COTpyAHUKY KOHTaKT-LUeHTpa Heo6XoANMO NPON3BECTU MAEHTUDUKALMIO NOTPeOK-
TenNs, yTOYHUB KOHTAKTHbIE AaHHble: paMUIno, UMA, OTYECTBO; HOMEP AOroBOpa SHEpP-
rOCHabXeHua (MMUEeBOro cyeTa); 4aTy U MEeCTO POXAEHWUS; KOHTaKTHbIN TenedoH.

5. B cnyyae ecnu obpalleHne noTpedbuntens COAepXnT HeLEeH3YpPHYo 6paHb, OCKOp-
6neHns nnu yrposbl B agpec cneunanncrta Obwectsa, cneynannct MMeeT npaeo npe-
KpaTuTb TeNnedOHHbIN KOHTaKT, MpepBaB pa3roBop nocae yBeaomsieHns o6 3ToMm 3BO-
HUBLLETO.

6. [Mocne okoH4YaHMA pasroBopa coTpyaHuk KoHTakT-ueHTpa 6narogaput notpebu-
Tensa, 3aBepLuana pasrosop: «<Bcero go6poro/ [1o cBMAaHUSA>.
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/O/:lHom N3 BaXHbIX QYHKUNI KOHTaKT — LeHTpa saBnsaeTca npuem obpa-
LeHWn noTpebutenen (Nokynatenen) No Bonpocam NocTtaBkM Hekaye-
CTBEHHOW 3SNEKTPUYECKOWN SHEPTUN UIKU MPEKPALLEHUA NOCTaBKU 3/1ekK-
TPUYECKOW IHEPIUU U O NSTaHNPYEMbIX CPOKaX YCTPaHEHUSA YKa3aHHbIX
HapyLlEeHW; opraHM3aunsa npuemMa MHbiX obpalleHun notTpedbutenen
(nokynaTenemn) B agpec rapaHTUpyoLero nocraBLimka NMCbMEHHO UK
YCTHO, B TOM 4YUMC/1€ NOCPEaACTBOM Te/lepOHHOM CBA3U, CeTU «/IHTEPHET»,
3/1EKTPOHHOW MOYTbl, @ TaKXXe OrNnepaTMBHOro OTBETa Ha HUX MO CyLle-
CTBY C BO3MOXHOCTbIO peLleHns Bonpoca notpebutensa (nokynatens)
3a 1 o6pauieHune.

6.3 Llndposblie cepBucbl KomnaHum

OdunumanbHbIn cant O6LecTBa
www.nesk.ru

JIN4YHbIN KaOUHeT

JINuHbIn KabuHET ONna rpa)aaH-notpebuTteneil KOMMYHabHON YCyrn aBaeTcs
OCHOBHbIM LUMbPOBbLIM cepBrcoM KoMnaHun. JIndHbiii KaBMHET co3aaeTca ANA KaXao-
ro CyLLECTBYIOLLEro N BHOBb 3apPerMcTpnupoBaHHOro Aorosopa.

"



PerucTtpauns

@) HaCK

Ninsrividh kaGuHeT

AO «H3CK>»

B nn4yHoM KabuHeTe nNpeaocrtaBneHa BO3SMOXXHOCTb:
- Nnepefartb NokasaHus;
- BbIFPY3UTb N/1ATEXHbIN AOKYMEHT 3a /1t0001 NCTEKLIUI Nepunos;
- 03HAKOMUTBLCS C UCTOPUEN HAYNCNEHMI, NOKA3aHMK, onnar,
- NPOMU3BECTK ONNaTy HaYNCNEHUN;
- yNpaBnaTb permMcTpaumMoHHbIMUN JaHHbIMKY;
- 3aK/1I0YUTb AOFOBOP OHNaMH (ans keaptvp B MK/).

JIMYHbI KaBUHET N8 IPUANYECKUX NNL, — 3TO YA0OHAas asibTepHaTUBa 3/1EKTPOH-
HOMY [OKYMEHTOO060pPOTY. JINYHbBIN KaBUHET NOoAKNOHYAETCS MO MHNLMATUBE KOHTPa-
reHTa.

/B NNUYHOM KabuHeTe ANA IopUaNYeCcKUX Nuy npepocTtaB/ieHa
BO3MOXXHOCTb:

- nepegaTb NokasaHus,;

- BbIFPY3UTb cYeTa 415 OnnaThl 38 UCTEKLLMK NepMoa 1 Mo NPOMEXYTOY-
HbIM n/1aTexam No 4OroBopy;

- MOMY4YNTb MHPOPMALIMIO O 3840/HKEHHOCTMN Ha TEKYLLYIO AaTy C YY4ETOM
NPOMEXYTOYHbIX MaaTeXen no 4orosopy;

- O3HAKOMUTbBCS C UCTOPUEN HAYNCTIEHNIN, MOKa3aHWK, ONar;

- MPOW3BECTU On1aTy HauYNCEHWUN;

- yNpaBnaTb perncTpaumMoHHbIMU aHHbIMU;

Mo6unbHoe npunoxeHue ANs rpaxaaH — notpeburtenen.

Mo6unbHoe npunoxeHne KomnaHun npencraBneHo BO BCEX NOMYAAPHbIX Marasu-
Hax NPUIOXEHNN 1 3arpyxaeTtca B noncke rno cnoy HOCK HabpaHHOMY KMpUAAULEN.
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/
B MO6GU/IbHOM NMPUIOXKEHUN NpeaocTaB/ieHa BO3SMOXHOCTb:

- nepepgaTb nokasaHus;
- BbIFPY3U1Tb MAATEXHbIA LJOKYMEHT;

- MOMYy4YnTb MHOOPMALMIO O 3a40/IHKEHHOCTH;

- O3HAKOMUTLCHA C UCTOPUEN HAYUCIEHUI, MOKA3aHWI, onnar;
- NPOM3BECTM ONnaTy HauMceHnn 6e3 KoMUCcuu;

- ynpaBnsTb PerMcTpaumoHHbIMN AaHHbIMU;

- 3HAKOMUTbLCA C HOBOCTAMMU;

- HanpaBuTb obpalleHne B KOHTaKT-LEHTP;

- 3aKNIOYNTb AOrOBOP OHMarH (ans kBaptup B MK/);

- 3aKa3aTb MOJIE3HYIO YCNYrY.

6.4 Cpokun 06paboTku obpaLleHnin

O6paleHuna, noctynmBwmne B agpec ObuecTtBa, o6pabaTtbiBatoTCA C cObNt0aeHNEM
cnenyloLmnx CPOKOB:

Bupa o6palieHusa Cpok o6paboTku MpumeyvaHune

5 kaneHgapHbIX OHEN NpnoctaHOBKa  paccmoTpe-
HUS 3aaBEeHNS

[Ona opunanyecknx nuy,

30 kaneHgapHbIX gHEWN Ona notpebutenen KoOMMy-
HanbHOM yCAyru

3adaBneHnsa Ha 3akye-
HWe goroeopa

3asBKka Ha 3ameHy npubo- | 185 AHelt (6 mecsiLes)
pa yyeTta

3aasneHve o npegoctas- |30 AHew
NeHnn ceeaeHuin o nopaa-
Ke pac4yeToB

3 pabounx gHs MNpwn otcyTCcTBUM MHPOPMaLUK
>Kanoba Ha Ka4ecTBO HanpaBASKTCA 3anpocbl B
NOCTaBNSAEMON S1EKTPO3- ceTeBble OpraHusaunm n cob-
Heprum CTBEHHMKaAM OOBLEKTOB 3/1€K-

TPOCETEBOIO X0O34MCTBA,
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nnméo  nuuam  obcCnyXmnBato-
MM SNEKTPOCETEBOE XO35M-
cTBO. OKOHYaTe/IbHbIA OTBET
notpebutento npegocTaBna-
€TCs He no3gHee 2 paboymx
AHEN Co AHA Nony4YeHnsa oTee-
Ta OT BbllLleyKa3aHHbIX opra-

o6CnyXmBaHma

HU3aummn
OO0 OTKNIOYEHNM 1eKTPo3-|4 Yaca C MOMEHTa
Heprum obpalleHunsa
3anpoc o npoefeHun | 30 gHen
CBEPKUN UK nepepacyeTa
3anpoc Ha Bo3Bpart aeHex- | 15 gHen
HbIX CpeacTB
)Xanoba Ha  kaudecTBo |15 gHen

3anpoc uHbopmaumm o
pacyete n obbemMax snek-
TPO3HEprnm Ha obueno-
MOBbI€ HY>XAbl

3 pabounx gHs

Opyrmne ob6paweHuns

30 gHen

NMonesHaa nHpopmauumsa

[na notpebutenein obecneyeH npmem nokasaHum Npnbéopos yyeta crnocobamu,
AO0MNyCKaLWMMM BO3MOXHOCTb yAa/leHHOW nepeaayn CBeAeHUI O NOKa3aHUAxX
npnéopos y4yeta. CaMble yOoOHbIE N MPOCTble CNOCOObI - 3TO NO TenePoHaMm
KOHTaKT ueHTpa, B IMYHOM KabuHeTe, Yepe3 MOOUNbHOE MPUTOXKEHNE U MO SNEK-
TPOHHOW noyTe: pokazaniya@nesk.ru.

7. UHOOPMALIMOHHOE B3AMUMOOENCTBUE
C NOTPEBUTENAMU (MOKYNATE/TAMMN)

B3anmopenctaue ¢ notpebutenamm 6e3 agpecHoro obpalleHna ocyLwecTBigaeT-
cs O6LeCcTBOM C UCMOMb30BaHUEM CrleayroWmnxX CPeacTB:
« OdpunumanbHbIM canT no agpecy: www.nesk.ru
« lHpopmMaunoHHble gockn B oduncax nogpasgeneHmmn Obuecrtea

BbllwenprBeaeHHble CpeacTBa NCNOMNb3YTCA, B TOM YMcne, ans o693aTesibHOro
pa3sMeLleH1s TUNOBbIX GOPM AOrOBOPOB KyMN/M-NPOAaXU, SHEProCHaAGXEHNSA K
AOrOBOPOB KYMN/IM-NPOAAXKM 3NEKTPUYECKON SHEPrK, NPOU3BEAEHHO Ha 06bek-

Tax MUKpPOreHepaLun.




« CoumnarnbHbIX ceTen...
« CpeactB MaccoBon nHopmauum ...
+ MHpopmMaunoHHbIX 3kpaHoB B odpumncax Obectsa 1 NapTHEPOB.

BaxHble cobbiTna, MHGopMaLma 06 N3SMEeHEHMSX B 3aKOHOAATeIbCTBE, KAaCatoLLMX-
CA npouecca 3M1eKTpocHabkeHns, MHpopmauma 06 akLMAX U HOBOCTAX AOBOAATCS

[0 noTpebutenein Yepes BCe NepeyncieHHble cpeactsa MHPOPMUPOBAHNS.

AppecHoe nHdpopmMaunoHHOE B3aMMOAENCTBME C NOTPeOUTENAMM OCYLLEeCTBAETCS
OO6LLecTBOM C NCNOMb30BaHNEM CMOCOOO0B, NPeayCMOTPEHHbBIX AOMOBOPHbIMU YC/10-
BMAMU. B nepeyeHb cpeacts MHPOPMMPOBAHUSA BXOOAT:

- JOCTaBKa JOKYMEHTOB HapPO4HO;

- NOYTOBOE OTMNpPaBNEHNE;

- TenedoHHaa CBA3b;

- aBTO4O3BOH;

- CMC nHdopmmpoBaHue;

- NAHGOPMUPOBAHME MO INEKTPOHHOW NOYTE;

Ba)xHasa nHopmauunsa

BbicTaBnieHMe noTpebutenio (NoKynaTesilo) CYHETOB Ha ONJIaTy 3/1eKTPUHECKON
3Heprumu cnoco6amu, AOMYCKAOLWMMU BO3MOXXHOCTb UX yAaZleHHOW nepepayw,
No3BONAET NonyyYyaTb AOKYMEHTbI B JIMMHOM KaGuHeTe, MO 3/1IEKTPOHHON MoyTe

M B MOOGMU/IbHOM NpUNoXXeHun. Takxke nnaTeXHble AOKYMEHTbI BbIrpy>KaloTcsa B
cucremy FrMcC XKKX.

- MHGOPMMPOBAHME Yepe3 MeCCeHOXepbl;
- pasmMeLlleHne nHGOPMaLMOHHbBIX MaTEPMAnoB Ha NAaTEXHbIX AOKYMEHTaXx

Tak nocTaBLMK MOXXET CBA3AaTbCA C I'IOTpeﬁl‘lTeneM.

BaxxHo noapepXmBaTb akKTya/ibHOCTb KOHTAKTHbIX OaHHbIxX!

8. OBPATHASA CBA3b C NMOTPEBUTE/TAMU
8.1. O6pa6oTka obpaLieHun n xanoo6.

)Kanoba wnm obpauieHne MoryT OblTb Hanpas/ieHbl MoTpebutenammn nobbiM
yOOOHbIM CNOCOOOM:

- B MMCbMEHHOM W/IN B NIEKTPOHHOM BUAE C UCMOMb30BaAHNEM KOMMYHMKALMOHHbIX
KaHanoB, ykasaHHbIx B [punioxeHuu 3;

- NINM4YHO B odpucax KomMnaHnm no agpecam, ykasaHHbIiM B [TpunoxeHum 1.

JKanobbl 1 obpalleHnsd, He ABASILWNECA 3ad9BKaMM Ha BbINO/HEHME paboT uan
ycnyr, o6pabatbiBatoTCA B coOoTBETCTBMU ¢ DegeparnbHbiM 3akoHoM "O nopsagke pac-
CMOTpeHUa obpalleHun rpaxaaH Poccuinckon @egepaumn” ot 02.05.2006 N 59-03.

8.2. OneKTpoHHasa cuctema OT3biBOB.

Bo3MOXHOCTb  OUEHUTb  paboTy  COTPYOAHWMKOB, OCYLLECTBASAOWMX  MNpuem
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notpebutenen, NpegocTaBageTca nonb3oBatensaM nyTeM ckaHupoBaHua QR-koaa,
pacnosioXXeHHOro Ha paboumx MecTax onepatopoB. KpoMme oueHKn B BUae aMoasun Ao-
CTYMHO 3aHeCeHNe TEKCTOBOIO KOMMEHTApPUS C ONMMCAHUEM KOHKPETHbIX MNPUYMH Bbl-
CTaB/IEHNS COOTBETCTBYIOLLIEN OLEHKMW.

MaccrB OLEHOK M KOMMEHTapPMEB XPaHUTCS N exeHeaenbHO obpabaTtbiBaeTca Mno-
CpeacTBOM NMporpaMMHOro obecnevyeHmns GU3Hec-aHann3a.

8.3. PeTMHroBas oueHKa CepBUCOB.

Lndposble cepBmcbl KomnaHmm MoryT 6biTb OLeHEeHbI NO/1b30BaTENAMN B CEPBUCHbIX
pasgenax MarasnHoB NPUIOXEHWI, B KOTOPbIX CEPBUCHI NpeacTaBneHbl. KoMMeHTapum
K oT3bIBaM ob6pabaTbiBatoTca KOHTaKT-LeHTpoM O6LiectBa, COTPYAHUKM KOTOPOro pas-
MeLlatoT OTBETbl HA KOMMEHTaApPUKM B CEPBUCHBIX pa3aesiax MarasmHOB NPUIOXKEHUN B
pexume yara.

9. KOHTPO/1b U AHAJIN3 KAYECTBA OBC/TY)KUBAHUS
MOTPEBUTENEWN (MOKYIATE/IEN)

OTBEeTCTBEHHOCTb 3a Ka4ecCTBEHHOe O06Cny)XMBaHUe noTpeéutenien HeceT Kax-
Ablin coTpyaHmk ObLecTBa B nNpegenax cBoen komneteHumm. KOHTponb 3a cBoeBpe-
MEHHbIM paccMoTpeHnem obpaweHun notpebutenen B AO «HICK» ocyuwectBnsaer
KOHTaKT-LeHTp.

[Ans oueHkn KadectBa 06Cy)XMBaHUSA NOTPedbUTENEn B LEHTPAxX OYHOIrO 06CYyXHK-
BaHMa O6wecTtBa NPOBOAUTCS ONPOC nocetutener o6 yooBAETBOPEHHOCTU Mpeno-
CTaB/IEHHOW YC/1yromn.

Bo Bcex oducax ObuectBa NCNOMb3YEeTCA CUCTEMA OLIEHKM KadecTBa 00C/yXuBa-
HUA Yepe3 nHanemayanbHbli QR-ko4*, MPUCBOEHHBIN KaX40oMy MYyHKTY 00C1y)KMBaHUS,
4YTO NO3BONAET NOTPEOUTENAM OLIEHUTb Ka4eCTBO NPEAOCTaB/EHHbIX YC/yr, OCTaBUTb
KOMMEHTaApUN N MNPEONIOXKEHNA MO YIYYLEHNIO KayecTBa 06CnyXmnBaHud. [aHHaa
cucTeMa No3BONSET OOBEKTMBHO OLLEHUTb KOMMOPTHOCTb YC/I0BUIA B NOApPa3aeneHmsax,
ANVTENBHOCTb OXMAAHUA B o4Yepenmn, BEX/IMBOCTb U KOMMETEHTHOCTb COTPYAHNKOB, a
TakXXe 3annaHMpoBaTb MEPOMPUATUSA MO MOBbLILEHUIO YPOBHS OOCTY>XUBaAHUA NOTPe-
outenen.

C uenblo KOHTPONA KadecTBa 06Cy>XMBaHUS NoTpebutenen B CTPYKTYPHbIX Noapas-
aenenunax, B AO «<HOCK» exxekBapTanbHO onpenendeTca penTMHroBada oueHka ges-
TENbHOCTU dUInanos..

YTBEpXAeH nokasaTesib «kKauyecTBo 00CyXXMBaHUA NOTpebUTEeNE», XapaKTepu3syto-
LM YyPOBEHb NMPOPECCMOHANbLHOro 06CAY>XMBaHUSA NOoTpebutenemn n KopnopaTMBHOM
KYNbTypbl.

941. MNokaszaTtenu KayecTBa 06CNy)KMBaHUA

[ns oueHkn kavecTtBa 06CyXXMBaAHMUA NOTpebuTenem n ypoBHa cepemca B nogpas-
OENEHNAX KOMMNaHUM UCMONb3YIOTCA ClIeAyoLMe KOHTPO/IbHbIE MoKa3aTenu:
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1. Bpemsi oxxugaHus.

MNepnoa BpeMeHM C MOMEHTa NoNyYeHUa NOCETUTENEM Ta/loHa S/IEKTPOHHOM o4vepe-
AW 0O BbI30Ba K/IMEHTA ONepaTtopoM B COOTBETCTBYIOLLEM OKHE. [Noka3atenb pukcunpy-
eTCA MPOrpaMMHbIM KOMMIEKCOM 3/1EKTPOHHOM ovepeamn, JOnycKaeTCs NCNob30BaTth
yCcpegHeHHoe 3HayeHne 3a nepuog. HopmatneHoe 3HayeHue 15 MUHyT.

2. Bpemsi o6¢cnyxuBaHus.

MNepnoa BpeEMEHMN, B TEYEHNE KOTOPOIro COTPYAHUK MPOBOAUT 06CTyXKMBaHNE noce-
TUTENSA N0 OAHOMY BOMNPOCY unn ycnyre. NokasaTtesib UKCUpyeTcs NporpaMMHbIM KOM-
NIEKCOM 3/1EKTPOHHOM o4epenm, AONyCKaeTCsa NCNONb30BaTb YCPEAHEHHOE 3HAYEHNE
3a nepuod. HopmaTtMBHOe 3Ha4YeHne 5 MUHYT.

3. Co6nogeHne CpoKoB oTBEeTa Ha o6GpalleHUs.

MNocTtynatowme obpalleHns, 3asBKN N Xanobbl NoTpebutenemn ¢ MOMeHTa permcrpa-
LMW BXOASALLEr0o JOKYMEHTa O MOMEHTa OTnpaBKu OTBETa (MpeaoCTaBAeHUs YCyri)
ob6pabaTtbiBatOTCA (MCMONHAOTCA) B CPOKM YKa3aHHbIe B M. 7.4 HACTOALWEro JOKYMEHTA.

4. KonuyectBo Xanoo6.

Noka3aTenb OTHOCUTCS K paboTe nogpasaenerHma B uenom. g npuBeaerHna K eam-
HOW LWKane y4mTbiBaeTCA KOIMYECTBO NOCTYNMBLUMX Xanob B pacyete Ha 1000 notpe-
outenen nogpasaeneHnd 3a onpeaesneHHbln Nepmog BpEMEHN.

5. OueHka paboTbl COTPYAHMKOB noapasaeneHus.

OcyLecTBnseTca Npu pacCMOTPEHUM NepCcoHasnbHbIX Xanod nan 6narogapHoOCTeENn
B OTHOLWeHUK coTpyaHnkoB ObuwecTtea. OueHka popmumpyeTca ncxoas ns GakTmyeckmx
AaHHbIX 0 COBNOAEHNM COTPYAHUKOM MPOU3BOACTBEHHbBIX MHCTPYKLWI 1 NpaBua pabo-
Tbl C NOTPEOUTENAMMN.

6. OueHka paboTbl CEpBUCOB.

Pe3ynbraTbl OLEHKM NONb30BaTENAMN LMOPOBbLIX CEPBUCOB KOMMNaHMn B CEPBUCHbIX
pasgenax MarasanHoOB MPUIOXKEHUI N NOCTYNUBLUNX Yepes Apyrue KaHanbl, obpabdathbi-
BAlOTCH W MCMONb3YHOTCA ANSA BbIPpabOTKM MEPOMNPUATUIA MO HAaCTPOMKE, NCMPAB/IEHNIO,
MOLEPHMU3ALMN 1 Pa3BUTUIO NPOJYKTOB. HopmaTtnsHoe 3HaveHune 4,5 6anna ns 5.

10. ONMPEAENEHNA U TEPMUHDI

MapaHTUpylOWMIA NocCTaBLMK 3neKTpudeckon 3sHeprum (M) — kKommepuyeckas
opraHusauus, o6a3aHHaa B COOTBETCTBUM C 3aKOHOAATENbCTBOM WM AOOPOBOMBLHO
NPUHATBIMKU Ha ceba ob6s3aTeNlbCTBaMU 3aK/IOUYUTb JOrOBOP SHEProcHabXeHns (Kyr-
NN-NPOAAXN) 3MIEKTPUHECKON SHEPIUN (MOLLHOCTHU) C MIOObIM OOPaTUBLLUMMCS K HEMY
notpebutenieMm 16O C NULUOM, AENCTBYIOLLNM OT UMEHU N B MHTEpEecax noTpebutens u
KEeNatoLwmm NpruobpecTn 3NEKTPUYECKYHIO SHEPTUIO.
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Mo rekcry CraHgapTta noa I'M noHumaeTcs O6LecTBO, cocTosiLee U3 Pas/INYHbIX
CTPYKTYPHbIX Nogpa3aesneHnn.

O6wecTBO — AKLMOHEPHOe 06LecTBO «He3zaBucMmas sHeprocObbiToBasgs KOMMNaHUA
KpacHogapckoro kpas» (AO «HICKy»).

dunnan — o6ocobneHHoe nogpasgenerHme Obuiectea.

OtpeneHune — 060Cco6NEHHOE CTPYKTYpHOE noapasaenerHue eunmana ObwecTsa.

YyacTtok - 060cob61eHHOe CTPYKTYpHOe nogpasgeneHune punmana Obuiectea.

LOIM — ueHTpbl 06¢cnyxumBaHua notpebutenen ¢unmanos ObuiecTea.

B HacTtoswem CtaHaapTe NnpuMeHeHbI c/iegylolme TepMUHbI:

Motpe6uTtennb (Nokynatenb) — pU3M4eCcKoe Uan opuandeckoe nmuo, npnodpeTato-
LLle€e 3/IEKTPOIHEPTUIO (MOLLHOCTL) ANS COOCTBEHHbIX ObITOBbIX U/WUM NPON3BOACTBEH-
HbIX HY>A.

O6paleHne — HanpaBneHHoe notpebutenem (nokynatenem) B agpec O6uiecTsa
(dunwrana) nnu gomkKHocTHoro nuua ObuwecTtea (Puanana) B NMCbMEHHOW dopMe nim
B dopMe 3N1EKTPOHHOIrO OKYMEHTa 3asBeHne Unm xanoba, NpeanoxeHme, a Takxe
YCTHOE obpalleHne rpaxkgaHnHa K 4o/mKHOCTHOMY nnuy Obuwectea (Punnana).

XKano6a (npeteH3ua notpeburtens) — HanpasneHHaa B agpec ObwecTtea (Punua-
na) nnu Ao/mKHOCTHOro imua Obwectea (Punmana) NMCbMEHHasa MK ycTHaa npocbba
notpebutensa (Nokynartesnsa) 0 BOCCTAHOBNEHUN UMW 3aLLMTE HapPYLUEHHbIX NpaB Uan 3a-
KOHHbIX MHTEPECOB NIMO0 HaPYLLUEHHbIX MPaB UM 3aKOHHbIX MHTEPECOB APYrMX Nnu,.

Cucrema o6cny)XxmBaHusi noTpeéutenem — COBOKYMHOCTb B3aMMOCBA3aHHbIX MPo-
LeCCcoB, TPYAOBbIX N MHPOPMALMOHHBLIX PECYPCOB, KOTOPbIE HanpaB/ieHbl Ha obecne-
YeHue NpenoCcTaBNEHNS NOTPEOUTENAM YCNYTr HaaNEeXaLLlero kKa4yecTsa.

O4Hoe o6cnyxuBaHue — o6GCNyXMBaHME MoTpebutenen (nokynartenen) nocpen-
CTBOM JIMYHOIO KOHTaKTa ¢ coTpyaHMkamu Obuwectea (Punmana).

3ao4Hoe obcny)XmBaHme — oOCyXMBaHMe notpebutenen 6e3 IMYHOro KOHTaKTa
¢ cotpygHukammn O6uectea (Puanana) nocpeacrsom tenedoHa (B TOM Yncne ¢ nomo-
Wbto IVR-MEHI0), NOYTbI, 3/TIEKTPOHHOM NOYTbl, CeTU NHTEpHeET.

LleHTp no B3anmopgencTBuio ¢ notpedutenamm (ganee — KoHTakT-UeHTp) — noa-
pasgeneHne KoMrnaHum, COTPYAHUKM KOTOPOro OCYLLECTBASAIT 06paboTky obpalleHnm
notpebutenen, noctynueimx B agpec AO «<HICK» nocpeactBom tenedoHHOro 3B0H-
ka, e-mail, canta AO «H2CK», MOOGUNbLHOIro npunoxeHus, yepes cuctemy IN'MC XKX un
nnathopmy o6paTHONM CBA3M, aKKayHTbl COLMANbHbIX CETEN.

MHTepakTnBHOE 06CyXMBaHME — 3a04HOE OOCY>XXMBaHME NoTpebuTenemn ¢ NCNosb-
30BaHneM ceTtun VIHTepHeT.

Be6-cant - o6beanHeHHaa nog ogHMM agpecoM (QOMeHHbIM nmeHeM unu IP-agpe-
COM) COBOKYMHOCTb gokyMeHToB ObuwectBa B cetn VHTepHeT. Beb-cant ObwecTBa
www.nesk.ru.

JInuHbIN KabuHeT gna uU3nYeCcKnx N1y — cepBuc B cetu MHTepHeT, npegocTas-
nsiemMbln NoTpebutensam (nokynatensm) Gusmyeckum nvuam Ans B3auMopencTBua C
AO «HOCK» B paMKax 0OroBopa sHepProcHabXXeHunsi B UHTEPAKTUBHOM pexXunme.

JInuHbIN KaGMHeT ANA pUANYECKUX Nuy — cepBuc B cetu VIHTepHeT, npeno-
CTaB/geMbIA NOTPeOUTENAM (MOKynaTensm) IpuandYeckKnMm nnuam gaisa B3auMoAen-
cTBUA C AO «H2CK» B pamkax AOroBOpOB 3HEProCHAOGXKEHUS U Kynan-Npoaaxm
3NEKTPOSHEPIUM B MHTEPAKTUBHOM PEXNME.
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ABTOMHPpoOpMATOp — TEXHMYECKAA CMCTEMA aBTOMATUYECKOro ornoBeLleHns 60/b-
LOro KonmM4yecTsa notpeburtenen (Nokynatenemn) ¢ uenbko AoBeAeHUA 40 HUX TUMOBOM
nHpopmaunm.

Cucrema y4yeta 1 npuemMa 3asiBOK aBTOMaTU3UPOBAHHOIO Te/1IepOHHOro 06CnyXxm-
BaHUA - NporpammHoe obecneveHne ans ob6paboTkm TenedoHHbIX BbI3OBOB (Aanee
- lonocoBoOM NOMOLLHUK).

CucrtemMa OLEeHKM Ka4vecTBa OGC/y)XMBaHUSA NoTpedbutenen B LEHTPax 06CNyXu-
BaHUA noTtpe6utenen nocpeacreom QR-koa — nporpamMmmHoe obecneyeHune, Nno3Bo-
nsiowee aHannM3npoBaTb OT3bIBbl NOTpebuTtenen B paspese ¢uamanos (y4acTkos, OT-
aeneHnn), paspabatbiBaTb HOBble BUAbI YCAYI, OLEHMBATb 3arpy>XeHHOCTb 0PUCOB U
YyCTPaHATb HegopaboTKW.

11. NPUNOXXEHUE
Mpunoxenne N° 1

MepeveHb opucoe AO «HICK» gna ouHoro o6¢cny>kmpaHusa
notpeburenen KoMNaHMu

dunman Appec
®dunman AO «<HICK»
1 «ApPMaBUPSHEProCEbIT r. Apmasup, yn. EppemoBa, a. 254 A
Appec yyacrtka:
APMaBUPCKUI y4aCcTOK Apwmasup, yn. Ebpemosa, a. 254 A
5 | Punnana AO «H3CK> LLOM ApmMaBMpPCKOro yyacTka:
((ApMaBleaHeprOC6b|T» ApMaBmp’ yn. fleHVIHa, o5

LLOIN ApmaBupcKoro y4vacrka:
r. ApmaBup, yn. HoBopoccuiickas,76

KypraHnmHCKum y4actok ¢punu-
3 ana AO «H3SCK»
«ApMaBUpPIHEProCcObITY

Appec yyacrtka:
r. KypraHuHck, yn. Ceepasnosa, 19

Appec yyacTtka:

JTabUHCKKI yyacTok r. JTabuHck, yn. NunoHepckasq, a. 71
4 | ¢nmana AO «HICK» LLOIM Jla6uHcKoro yyacTka:
«ApmMaBnpaHeprocoObIT «APMaBUP3HEProcObIT

n. MocroBckon, yn. AspogpomHas, 2/1

HoBokybaHCKNI yyacTok du-
5 | nunana AO «<H3CK»

«ApMaBUpPIHEProcObIT»
dunman AO «<HICK»

6 «FOPAUEKMIOUSHEProc6LITS r. Ffopsauunn Kniou, yn. MNcekynckasn, 153

Appec yyacrtka:
r. HoBoky6aHck, yn. CoBeTckas, a. 126a

FopsYeKkNto4EBCKOM y4acToOK
7 dumnmana AO «HIOCK>»
«fopavekntoUYsHeprocObIT»

Appec yyacTtka:
r. fopaunin Knoy, yn. MNcekynckagq, 153
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ArLwepoHCKUin y4acToK

Appec yyacTka:
r. AnwepoHck, yn. KommyHuctnyeckas, 3

LIOIN AnwepoHCKOro y4yacrka:

8 [dwunnana AO «HSCK»
«[opsavekntoysHeprocobIT . ANWepoHck, yn. Cropra, 1
LLOIN AnwepoHCKOro yyacrka:
r. XagbhXeHcK, yn. JleHuHa, 35 b
Appec yyacTka:
BenopeyeHckunin yuactok r. benopeyeHck, yn. KommyHanbHas, 1
9 [dunnana AO «HICK» LLOM BenopeyeHCcKoOro yyacrka:
«fopaqeknioysHeprocobIT r. BenopeyeHck, yn. HTepHaLmMoHanbHas,
157
10 ®dunmnan AO «<HICK» r. KpacHopaap, yn. KpacHbix MapTtusas, 192,
«KpacHoaap3Heproc6bIT» odpuc 306
Appec otaeneHus:
r. KpacHopgap, yn. KpacHbix NaptusaH, 192,
odunc 101
LOIN otpeneHus:
MNpukybaHckoe oTaeneHne yn. Poccuiickas, . 72/2
1M | dpnnnana AO «<HICK» n :
«KpacHogapaHeprochbIT» LIOM otaenehus:
yn. um. AnekcaHgpa MNokpblwknHa, 25/A, Kop-
nyc 2, nomelleHnsa 26-33
LOI otneneHus:
r. KpacHogap, yn. Atap6ekoBa, 40
3anapHoe otaenexHune Aanpec otaeneHus:
12 ¢unmana AO «H3CK» r. KpacHogap, yn. KpacHblix Naptusan, a. 226
«KpacHogapaHeprocobIT LLOMN otaeneHus:
np-T Yekuncros, 38
Apapec otaeneHus:
¢ r. KpacHogap, yn. Tionsea, 2/1
apacyHckoe otaeneHue )
13 | punmana AO «HICK» LLOT otaeneHus:
yn. OAmntpua bnaroesa, 1/1
«KpacHogapsHeprocObIT»
LLOIN oTtpeneHus:
yn. Ypanbckas, 79/1, TLL «CBC Meramonn»
LleHTpanbHOe otgeneHune .
14 | punmana AO HICK> f?(p?(:::;n:ne“n"%m okybaHckasqa, 114
«KpacHogapaHeprocobIT» - 1P Aap. yn. POKY ’
15 ®unman AO «HICK» r. KponotkuH, yn. 8-Maprta, 1271
«KpOnoTKUH3HepProcobIT»
KPOMOTKMHCKMIA y4acTOK Appec y4acrka:
16 dumnmana AO «HICK» r. KponotkuH, yn. 8-Mapra, 1271

KpOnoTKMH3HEProcObITs

LOIN yyacrtka:
r. KponotkuH, yn. KpacHas, 39, 0¢.34
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MYNbKEeBUYECKUIA yHaCTOK

Appec yyacTtka:

17 | dnnnana AO «<HOCK»
r. 'ynbkeBuun, yn. JleHnHa, 29a
«KpOMOTKMHIHEPrOoCObIT»
Appec yyacTtka:
TUXOPELIKUI Y4acToK r. Tuxopeuk, yn. Noasownckoro, 109/1
dunnmnana AO «<HICK» LLOIN y4vacrka:
18
«KpOmMoTKMH3HEProcObIT r. Tuxopeuk, yn. PazgonbHaa 53/1
LLOIN yyactka:
r. Tuxopeuk, OkTsa6pbckad,1o
19 | Npumopckuin punman r. HoBopoccuiick, yn. LLleBueHko, 7
r. HoBopoccuick, yn. LeBueHko, 7
_ - LUor ¢unmana:
HoBopoccuickunii yyactok -
20 | Mpumopckoro dunnana r. HoBopoccuick, LlemagonuHa,
yn. LLkonbHasg, 1A
Lon ¢wnunana:
r. HoBopoccuiick, yn. lepoeB [lecaHTHNKOB,18
AHanckunin y4actok Appec yyactka
21 -
Mpumopckoro dunnana r.-K. AHana, nep. YcneHckun, 15a
Appec y4yactka
r. feneHpxwuk, yn. Cepadpumonunya,2
- LLOIN NeneHAXMKCKOro y4acrka
eneHOoKMKCKMIN y4HacToOK
22 | Mpumopckoro dunmana r. feneHoxuk, noc. KabapanHka,
P P yn. KonnektneHasa, 49
LLOIN NeneHmKMKCKOro y4actka
r. feneHoXxuk, c. IMBHOMOpPCKoOE,
yn. fopHas, 31/a
TyanCmMHCKMN y4acToOK Appec yyacrtka:
23
Mpumopckoro ¢unnnana r. Tyance, yn. TenbMaHa, g.2a
dunuman AO «<HICK» r. CnaBsHck-Ha Ky6aHu,
24
«CnaBsAHCKOHEpProcobIT» yn. Otaenbckas, 147
CnaBsHCKUI y4acTok puaman Anbec vuacTKa:
25 |[AO «H3CK» Apecy )
r. CnaBsaHCK-Ha Ky6aHn,yn. Otaenbckas, 147
«CnaBAHCK3HEpProcoObIT»
ABUHCKNI yyacTok unnana Anbec vuacTKa:
26 |AO «H3CK» Apecy ‘
r. AGuHCK, yn. MNponetapckas, 10A
«CnaBAHCK3HepProcObbIT»
KpbIMCKKMIM y4acTok ¢dunimnana | Appec yyacrtka:
27 | AO «H2CK» r. Kpbimck, yn. Komapoea, 74
«CnaBaHCK3HeprocobbIT»
TeMpIOKCKNIA ydacTok punma- | Agpec yyacrka:
28 | na AO «<H3CK» r. Temptok, yn. CtrenaHa Pa3uHa, g. 45

«CnaBsHCKIHEProcObIT»
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dunuan AO «<HICK»

Appec punmana:

29 «TuMalleBCKIHEProcobIT» r. Tumawesck, yn. Kosanesa, 97A
TUMaLLIEBCKUIA Y4acTOK Appec y4yacrka:
30 dunmana AO HOCK» r. TumaweBck, yn. Kosanesa, 97A
«TMaLeBCKIHEProCcObIT» LLOnM yyacTka:
r. TumaweBck, MKp.NHaycTpmnanbHbii 5/4
Evicknin yqactok AIDEec VUacTKa:
31 | ¢unmana AO HICK» Aapecy '
r. Enck, yn. b. XmenbHuukoro, 4.86
«TMMaLLEBCKIHEProCObIT»
KopeHoBCKNI y4acTok Appec y4yacTka:
32 | dounmnan AO «<HICK» r. KopeHoBcK, yn. Po3sbl JTiokceMbypr,
«TMMaLLEeBCKIHEProcoObIT
YcTb-JTabuHCKNIM yyacTok ¢du- | Agpec ydacrtka:
33 | nnana AO «H3CK» r. YcTb-J/1abuHCK,
«TMaLeBCKIHEProCcObIT» yn. bazapHasa nnowagb, 49
I A . Appec yyacTka
PNMOPCKO-AXTapcKkm r. MpumMopcko-AxTapck, yn. MNobeabl, 88
34 |YHACTOK

dunmana AO «HICK»
«TMaLEeBCKIHEProcObIT

LLOIN yyacrtka:
[NMpuMmopcko-AxTapck,
yn. NepBomainckan,23

TIPUMOPCKO-AXTAPCK

® o ClIABSIHCK-HA-KYBAHU

TEMPIOK

@ KPbIMCK
@ ABMHCK

HOBOPOCCUMNCK

@ CENIEHAXNK

rOPSIYNIA KJTI0Y

©® TMXOPELK

TUMALLEBCK

@ KOPEHOBCK

KPOINOTKNH

® ycTb-nasuHCK [Y/IbKEBUYHN

KPACHOAOAP

®
HOBOKYBAHCK

APMABUP

® KYPrAHUHCK
BE/IOPEYEHCK

©® saBuHCK

@ AMWEPOHCK

e
MOCTOBCKOH
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Talagram
Lmelao_nesk

BKoHTakTe
vh.comian.nesk

:J.'.H\.IH..'I-\.I\. CHHEH
oknuffesd

MotiuneHose
nprnoEeHie HICK
ONA HMANESECEN NHL

Cafr AD <H3CK=
WA S RN

Anper
ANEKTROHMOR MOYTEI
contact@nesk.n

NuuHEA kaluHet
A i SMUECKAR ML
lc.nask.r

NuuHEE kabuHer
ONA KpHOMY ecEKrx
Ny W KN
le-ul.nesk.ru

MAYHOE NOCELEHWE
+ B opucax AD «HICK=
* B ergeassnnx A0 «Mourh Peccumn=
+ B orgenessnx CiepSaren

OHAARH
B Muurom kofinuere o codme
it e nesl. ru/
Ha caliTe EoMAaNAH SWW_beak. U Sex
PErHCTREL AR
Yeped MobHABHOS NpARCKEHHS H3CK
Yo cHAHN-CEpOMCE Chepianca

E o Meax WMl SaHHSE W A& TeRHsE
AMCHTOE

MofuneHbE NPANGREHER MHBE SaHKon
W AAATA S Al TOR

Hepet BANECHATE M NAATER A
TEOMHHANE] HHBIL SaHRoE
W NNATERHBIE ATEHTOE

KOHTAKT-LIEHTP

NoNY4YHThE OTBEThHI
Hia HHTEFECYHOLUHWE BONPOCHI

I B No d
8 (B51) 944-77-40
+7 (903) 411-77-40
8 (800) 600-02-20

KTy e h RORCYRTALRAES NI
OBPEERHHE & KOHTART-LSHTE Dy RCTRnAST
TEIDCoD0M MOMOLLHHE, KOTOPEIA N
HEDEDJAWICTA NEPGLILacT AG0HETON Nl
aneparapa.

OrepaTops KoWTasT-UgHTRA NpEoCTARNADT
Ao B podoase naw o 800 no 1800

HAMNOMWHAEM!

07 rpamaan-noTpaiuTensi moKasaHue
MPHHAMEITCA Bo Z5-ro YWCAE TERYLErD
MECALA (BKAOWMTENEND] KPYTROCYTONHOC
*  MNOCORLIM NOMOUHWEDM N0

TenedoHan:

8 (861) 244-T7-40

+7 (903) 411-77-40

8 (800) 600-02-20

Yapea CucTemMy ARTOMETHYSCKOND
NPHEME NOKAIAHHA NO TENShoHaM:
B (B61) 244-T7-34

+7 (903) 411-77-24
CMC-coofuieHmess no TenedoHy:
+7 (903) T67-64-28

Mo anexTpoWHOE NoyTe:
pokazaniyadnesk.ru

AR KPHOEY WX L .
A MHOWBHOYANEHLL MPEGNPAMARMATEME H:

* Mo INSETRONKER NOYTE:
contacténesk.ru

MOAYYHTE HHESOPMALIMED
OB ABAPHMAHBLIX
H NNAHOBBIX OTKAHYEHMAX
MoasoHATE MO TERedosaM:
8 (861) 944.77-40
+7 (903) 41-77-40
8 (BOO) 600-02-20
Tenerpam-6o7 AN MHBSPMBPOBAHHT
of OTKARAEHMAK

OSOPMHTE SAABKY HA JAMEHY
NPHUEOPA ¥4YETA
HAH HA NAATHBIE ¥CHAYTH

* Mo3IBEHATL ONEPETORY N0 TEREHOHY
+7 (903) 453-06-74
B patiouws auw ¢ 8:00 ao 18:00

AnNA ZANWCH
HA ONPEAEAEHHOE BPEMA
K QUPEETOPRY @HMAWANA

(HAMAMNBHWKY Y4ACTKA, OTOENEHMA)

= [MozE0HETE NG 'I'MH?I
8 (800) 600-02-20
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