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Mpeaucnoeune

1 NOGroTOBNEH OTephiTell akUMOHEDHEIM OOWECTEOM « BCEROCCHRCKAR HAYUHD- WCCNeaoaaTe k-
CKMIA WHCTHTYT cepThdukagnis (OAQ «BHWKWC») va ocvope cOBDCTBEHHOrD ayTeHTHYHOMD Nepesoda Ha
PYCCHMA AZbIK MEHOYHAROOHOND QOKYMEHTA, YEAZAHHOMO B NYHETE 4

2 BHECEH TexHu¥sckuM ESMATETOM No cTasgapTHaaduy TK 076 aCucTemel MEHEIMMEHTA

3 ¥YTBEPM¥OEH W BBEOEH B NEMCTBME MNpukaiom SeaepansHoro aredTcTEa Mo TEXHHYECKOMY pe-
MYNAPCBAMAED 1 MeTponorK oT 11 woma 2014 1 Me 533-c1

4 HacTOAWMA CTAHOAPT WOBHTWYEH MEexayHapoaHomy ctadfapty WMCO 100058:2013 ahMeHegsmenT
kaqecTed. YOoBNeTeopeHHOCTE NoTpeluTensl. PyKoBodAWmMe YHAZAHMA MO INEKTROHHEM TOPronsiM COen-
HaM MEMDY IOPADHYSCKHMH M DUIdqeckiyid nuuamy{ls0 100082013 «Quality management = Customer
satisfaction — Guidelines for business-to-consumer electronic commerce transactonss ).

MK MPUMEHEHRKE HACTORLWEND CTAHIAPTA DEXOMEHAYETCA MCNONLICEATE BMECTD CORNTHHBLIX MEHOY-
HAROAHLIX CTAHOARTOR COOTRETETEVIOWME WM HAUWOHANLHBIE CTAHAAPRTE Pocckickol degepaumu, caene-
HWA O KOTOPLIX NPHBedeHsl B DoONONHRTENEHOM NRKNCHEHAR TA

> BEEAEH BMNEPBLIE

MNpaguna NpUMeNeRUR HACMAaALUEss cmandapms yemawoanadsl @ FOCT P 1.0—-2012 (paaden 8).
Huwchopiayus of USHMeHeRUAX K HaomaoRWeMy cmardapmy NyBnukyamecs & exe2od o (Mo CoomoaNLiD Ha
1 anaeaps mexkyweso 20da) uNghopMaUUCHHON yRaZamens «HaguoHansHLe cmandapmes, a oghuluans-
MBI MEKCM UIMEHSHUD U NOOPSE0K — & SXeMECAYROM  UWDODMSUUCHHON YKaIamene « Hayuonaibtse
cmakdapmeis. B cayywas NEQECMOMDa (2aMensl] UL OMMeHEl HACMOAWESD cmandapma coomeemenm-
apawes vaedomnexue bydem onybnuxkoceano 8 Snuwsaluen auinycke uMbopMaluosso20 yrazamens «Ha-
LUOHAREMHEE cmakdapmes. CoDMEesmMomayiowas UHEDODMALUR, paedomMnens U MEekciMbl DaIewEomcs
Makwe 8 UNGoOMIUUoHHDD Cucmene DBWESD NaNbIoEanun — Ha oguuuanskon calme PedepantHozo
A2EHIMCIMAEa Mo MEEHUSSCKOMY DE2yNUDoaanumo U Memponozuy e cemu Humapwam [gost.ru)

@ Cradgaprdudopm, 2015

HacToAwWi cTAHAanT HE MOMET GkiTe NONHOCTEID WAM YACTHYHD BOCNIDOMIBEOEH, THRARHDORIH K
DACNPOCTRAHEH B KAYECTEE ODMUMANEHOMD ManaHuA Bel paspeluetyA DeaepanbHorn areHTCTES No TEXHN-
HECHOMY DEMYITHPOBaHMIO W METROMOMM
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ErepeHwue

1 O6wre nonoxeHHA

HacToAWKA CTAKAART CYMKT PYKOBCACTEOM GNA OLraHuIatki B vx paboTe No NNaddpoRaHKG, Npo-
EETHROBAHWK, PalpatoTee, BHEODEHMID, NOAOSLHAHKKD HA O0MEHOM YOOBHE 1 YIYYLWEHMIO De3yNETATUaHOR
W 3PEERTHEHOHA CHCTEME!, OTHOCALENCA K ANEKTPOHHBIM TOPMOBRIM COSNKaM MENTY IDpHMIWYECKRME | gu-
IUHECEMMIA NHLAMIA.

PeaynuTaTtvesan v aduerTHBHAA CHCTEMA, CER3AHHAA C INSKTROHHBIMW TODMOBLIMK COEMKAMK BMEMKTY
M EMOMYECKAMIA W fUadYeckiaMi ndami (B2C ECT), MoMeT NOMOraTe KOHEYHEIM NOTREOWTENAM 1 OpraHi-
JAUMAM PEWATE BONDOCE B OTHOWEHWY BOEX ACNEKTOR, CEATAHHEX & TOPrOBOH COENKOR,

HacToRwKA crasgapT npeanaraeT pyKoBogcTRG B OTHOWEHWA TOMD, KakuM oBpaiom CpraHdaauny mMo-
YT BHEOPWTE Taky cHcTery B2C ECT W nocpedcTaom aTorg:

a) co3nNaBaTe ANA NOTPEGHTENER OCHOBY NO NOBLIWEHKKD J0BEPHA B OTHOLWEHWKA JNEETDOHHBX TORTo-
BlIX COSM0K, COREMUARMBIX C Opraskaaumen (B2C ECTY,

b} NoBLIWATE CNOCOBHOCTE SRraHKIaLHE yOOBNETEODATE KOHSYHE NoTpebrTene!,

C) cnocofcTRORaTE YMEHBLLIEHME ¥anoh 1 paadornacki.

B2C ECT aagedcTeyeT B3anMOCBAIM MEMOY ODradnIaumel i koHeYHEM noTpebuTenam & MuTepHeT-
CETH, Korga noTpebuTenam ona obpalleHna KCnoneayeTcA moboe yCTDOWCTRES C© NPOEOOHOR WNK Gecnpo-
BOOHON CEAILK [HANPWUAMED, NEPCOHANLHEE KOMNEKTERHEE YCTPORCTEBA, ANEKTROHHEIE NNaHWETE, KapMaH-
HBIE JNEKTROHHLIE KOMNBOTEDHEE YCTPOWRCTEA M COTORLIE TenedhoHel, CNocobHEE NOOKMNKHaTECA K MuTep-
HET CaTH). B uensx WacToAwero ctadnapta B2C ECT mMomeT TAKEE 3a0CHCTEOBEATE OPYTHE TENeKoMMYHIA-
FAUMOHHBIE CETH (Hanpumep, sms-coobweHna) i pasHoobpasibe vuTepdefce. BrnoYamwmwe ped-canTol,
BEG-CTPAHHUE! COLMANBHEX MACC-MEAME W ANEKTROHHYID NOYTY.

PyEoBOOCTED, COOBMMALLEECA B HACTOAWSM CTAMOAPTE, NPEIHAIHAYEHs ONA NPHMEHEHWA B CHTYa-
UKEX, KOorga cyllecTeedHan yacTe B2C ECT, Buniodan No MedblLel Mepe OO H NPOLEcs oNePauMoHHoR dha-
Ikl TOPrOS0E COENKM (CM. 5.3), COBEWUIABTCA NPW NOMOLWM ANEKTPONHE METOO0R (HANDUMED, OCYLLSCTANS-
HAE MNaTexeld, NoATEEEOEHUE NOTPEGHTENEM SOMOBODEHHOCTIA MK J0CTaBka NPpoayKTa).

PyroBOQCTED, COOBPHAWEECA B HACTOALLEM CTAHOADTE, MOMMO DR NPUHECTH NONL3Y ONA CHTYALMEA,
KOorga anesTpoddas cogenka B2C ECT He comnepiuasTod, HO WMEET MECTO MHTEDAKTHEHAA CBAJL MEWOY Op-
FraHHIaLHER H KOHEYHER NOTDEOWTENEM, HANDUKMED, KOMLa OPrasdIagqA NPoBCOUT PEXNAMHBIE DEACTEWA B
HHTEPAKTHEHOM DEMUME, HE OCYLWECTBNAA NPH 3TOM KHTEDAKTHEHORW NPOGaNK NPOLYELHKA.

B Tex cnydask, KOrga JUCTAHUMORHEIE NPOOAMA HE BENKY30T HHTELAKTHEHBIA KOMNOHEHRT KOMMOHEHT,
KA, HANDUMED, NOYTOBLIM 13Ka3, OHW HE BXOGAT B oDNacTe NPMMEHEHMA HACTOAWEND CTAKZADTA, XO0TA NEW
ITOM Br0 HEKSTODBIE ANEMEHTE MOTYT OKAZATECA NOMEIHbIMK.

PyrOBOOCTED, COOBQHMALLEECA B HACTOAWEM CTAHOARTE, HE MNPEOHAIHAYEHD ONA NEPMMEHEHHMA B OT-
HOLWEHKMA ANEKTPOHHLIX TORroBEE COSNDE, COREDWaEMBIX MEmdy CoBoN Uandecknmir Nuuasn. OOHaKo oo
#0rne Bbl OKA3ATLCR NONEIHLIM ONA OPraqHd3audd, BRCTYNAMNWME B KA4YSCTES TRETEER CTOROHL, KOTODbIE
NEEeOnaramT KHTEDAKTHEHEE YCNyr, obnerdainlye OCyLecTBNEHHE TORTOBRLY COBMOK MEWDy dranHecim-
MM NHUAMA (Hanpumep, MHTeDHeT-CalTel ayELMOHHLIX TOProon).

2 BaawmoceAdk co cTavgapTrami HCO 9001 w MCO 9004

HacTOAWWH CTaHAapT COBMECTHM CO cTadgapTamd MO0 9001 v MCO 9004 1 noMoraeT peandiaguds
uenai aTHx OByX CTAHOSpTOR Yepel pesyNeTaTneHoe 1 MpdexTneHoe nprMeHenne cucTemsl B2C ECT.

MCO 9001 yoTanaendeasT TReBoBaHKE K CUCTEME MEHSONMEHTA KAYECTEA, KOTODAR MOWET DhiTE MC-
MNONEIOBAHA AN BHYTREHHEND NPHMEHEHKR CRMAHHUIALHAMK, O CEPTHOMKAUAK WM ANA KOHTPaKTHBIX WE-
nel. Cuctema B2C ECT. pHegoeHHan B COOTBETCTEMM © NONOMEHWAMM HACTOALLEND CTaHgapTa, MOomeT
GbiTh INEMEHTOM CHCTEMbI MEHEHMERTa adecTea. MCO 9004 npeanaraeT pyKoBOOCTEO NO MEHETHMEHTY
EAYECTEE ANA JOCTHHEMKS YCTORYMBOND YCNEXa OpraHH3aurams Nod ooyWecTENEHAK HME CBOBA JKOHOMN-
YECKOKH JeATeNLHOCTHM. HacToAWMA CTanaapT MoxeT cnocobcTEORaTE YOTORYMBOMY YCONEXY B KOHTEKCTE
B2C ECT.

3 BraavMocBA3L co cTangaprame ACO 10001, HCO 10002, WCO 10003 w MCO 10004

HacToAWWA cTadgapT paspadateiBancA ¢ Uenki BuiTe COBMEBECTHMBIM CO CTadgapTamd WMCO 10001,
WCOD 10002, MCO 10003 1 WMCO 10004, 3TK NaTe CTAHGADTOR MOYT DuiTe MCNONLIOBATECA NHOC HEIABW-
CIMO, WO COBMECTHS ODYT C ApyroM. Mo COBMECTHOM HCTONEI0BAHMK 3TH CTAHGAPTLl MOrYT COCTABRNATE
4acTe DONEE WADCKSH M MHTEMDADPOBaHHOH CXeME AN NOBBIWEHHOR CTENEHY YOSBNETEBODEHHOCTH NoTHE-
GuTener kak & KoHTexcTe B2C, Tak v Bea ceran ¢ B2C.

Oprannaaury MoryT MCnonEIoEaTs pYROBOOCTED, cogepraweaca @ MCO 10001, ana Toro 41obe nna-
HAPORATE, NPORKTMDORATE, paipalaTeiBale, BHEOpATE, NOQASEMBEATE ¥ YAyYWAaTe kogekca no B2C ECT
KAK YACTe CHMCTEMEl B2C ECT. Mpouecck no paboTe ¢ «anoGamMd, paipelleHsin Cnopos W pajuornacii,
BMOHWTODHHTY W MIMEDEHNKD YOOBRNESTAEOREHHOCTI NoTpebuTenal, onvcadHdele 8 MCO 10002, MCO 10003 «
MCO 10004 cooTBeTCTREHHD, MOMYT DODMUDORATE IHAYMTEMNEHEE YACTH CHCTEMEl B2C ECT.

IV
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HALULWOHANbLHBIA CTAHOAAPT POCCHMWCKOW DEOJEPALMWH

MaHeo®MEHT KAYBCTEA
!I".ElDHJIETEIDFEHHEETh I'IHTPEEH'I’H‘]'IH-I-L PYKHEIEJ:I..FI-II.I.HE YEIIGHHWA NO INEeETROHHLIM
TOProERIM COBMNHaGM Mgy WpHOWYBECEMMHA W qJHEH‘iEEHHMH AL 3K

Qually managemant, Sustomer satisfachon.
Guidelines for business-to-consumer elecifonic commerce raneactions

.ﬂarn pEEneHHA — 2015—04—01

1 OBnacTe NpPUMEHEHWA

HacroRwWwKiA cTaHgapT NpegnaraaT pyEoBoacTEO ANA NNAHMPOBAHWA, NPOBKTAPOBAHWA, pazpaboTew. BHe-
OpEHHA, NOOAERHAHKME W YNYHIWaHHA PE3YNETATHEHOR 1 SHHEKTUEBHON CHETEME OPFAHWIALWMK ONA OCYWacTe-
NEHWA SNEKTPOHHELE TORMDBELIY COENOE MEXOY KPMONSSCEAMA 1 hHardackame nugame (B2C ECT).

OH MOXET NPUMeHATECH NODOR OpraHdaauded, OCoVIWEeCTENAKWER WM NNBHWDYHIWER OCYWecTBNATE
INEKTPOHHBIE Toprogele coankd BZ2C ECT, HEzaBMoMMO OT pEIMEDA, TUNA OPraHV3EUNA ¥ 0T BA048 OCyWEcTE-
NASMOE JEHHON OPIEaHW3EUNERn OERTENEHOCTI.

HacroRWKA cTaHOapT HE npagHazHaYed anA fopMUpOBEEHHA YacTH KOHTPEETE MNW Ans Toro, 41086 va-
MEHATE NHOee Npaga wne 00A28TENECTE, YOTEHABNMBAEMEE NDUMEHABMEIMA 2EROH00STENEHEMA W GRYTHMKE
OOAIATENLHEMA TReTOBaHNRMH.

HacroRWKA cTAHOAPT HANPABNEH HE To, 4TODM OPrEHWZELWEA MOMAY CO30ETe NPEEMITBHO BEICTROSHHYH.
pEIYNETATHBHYH, HPPakTHEHYH, TREHCNAPEHTHYID B BazonacHyr cuctamy B2C ECT B uenAx NoBLIWEHWA 40-
BEDWA W YEEPEHHOCTA KOHE4HEIE NOTRpabnTEnel 8 OTHOWSHWKM TOprase s coanok B2C ECT v noewcHTe yaoena-
TEOPEHHOCOTE 3THX noTpedurensi. Od npegHaanaqed ann B2C ECT. pacomatpyBean ROHe4Hel: noTpebiranei g
HEYECTEE NOQMHOKECTER noTpabuTansi.

PyxoRogeTEo, COA8PHALEECH B HECTOAWLEM CTAHOAPRTE, MOKET CNYHKUTE JONOAHSHWEM K 8ACTRYIOWER B
OPraHMIELNH CHCTEME MEHSOKMENTS KEYECTEA.

2 HopmMaTHEHBIE CChINKK

CnegynWwye QOKYMEHTE, NONHOCTER WA B KaKoA-nudo ce0SR YE0TW, HE KOTOPLE NPUBOOATOR COLUTEA B
HAaCTOAWEM CTAHZApTE. HaobxogwMel ONA &ro npdMedHeHes. [NR QOKYMEHTOE © YHA3AHHOA JATOA BeINYCES
NPAMBHAETER TONBYOD PEOEKUMA © YEAE3EHHODE JETOR; AN QOEYMEHTOE BG83 YEa3aHWA 08Thl BRNYCKE — NOCNEgHRAR
pEOAKUMA [BENIOYAA NHEEIE HAMEHSHMA].

MOCT IS0 8000-2011 CHcTamel MEHESRMEHTE KEHSCTAEA. DCHOBHEIE NONDHEHMA ¥ CNOBAPDL

3 TepMHMHBLI ¥ ONpeOeneHnnA

B HAacToRWEM CTEHOAPTE NPAMEHEHB TEpMWHE o MO B0, a takes Cnenyiiline TEpMUHE © COoOTREaT-
CTEYHILLMMEA ONDE0emeEHRA A

3.1 3NeETpOHHAA TOProBad COSNKE MEXEODY HPHOHYECHHMH W DMIM4YecKMME nuuamu; (B2C ECTY
Cepws B3arMO0ERCTENR MEROyY opradHnIaynen [3.2) n xoHedHelm noTpebnrangm (3.3) B U&NAX 3aEYNKH NpOOyE-
UMK [3.4), coBeplIaEMEE C NOMOWERD HHTEPAKTHMEHE X CRECTE.

3.2 opravwiaunA; HpuguHeckos Nugo Mne rpynna paboTHrEos v HeobxoguMes cpegoTe © pacnpegena-
HWEM OTBETCTEEHHOCTI, NONHOMAOYHA 1 BE3AWMOOTHOWEHKE ANA TOr0, 4Tobs JOCTHIETE CBOWMX LEnSi.

Npumep — KoMoawus, kopnopayus, upma, npednpuamue, yYpesdenus, GMazomeopumensyan
OpZaHUIAYUR, NpednpUAMUe POINUYHOD MOoP20eny, accoyuayur, a makxe ux nodpazdenesus unu
HoOMOUHALUR U2 HUX.

1.3 noTpebuTent: MHodangyansHeR 4ned obwecTea, NprofpeTaOWHA MK KCNONLIYHLWWA NPOOYELEI
{3.4) ANA NM4HHELX, CAOMERHBIXY KN DRITOBRE WanaR.

HapgaHwe oduurmaneHoe
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M pEMEMNAHUE - B uenax sacTOALETD CTasABpTA TEpMKH ﬁ:ﬂl:ITFIEﬁI-'lTEJ'IbL- BENDYAST MOTEHYWENEHEBIEX KOHE-
H=ld NoTpa BuTens il NONEICEITENER.

[Mcrovswe: Pyrosogereo WMCOMM3EK TE 2008, B 3.4 BHECEHD CNEAYWIWES HIMEHEHME — Dpa3a «TOREPE,
CcOBCTEEHHOCTE MNK yonyrvy: GeiNa 3aMeEHEHE CNOBOM #NPOOYELUMAR M DRING YOA3NEeHD NpMMEYaHHel.
A4 npogyEuWA: PeayneTat npouecca.

NMpumMesadun

1 CyilecTaydT weTeipe oBWKHe EATEMOPMH NROAYELHAA. YERYTW (HANpUMED, ASNSEG3KM], NROrPaMMHEIS CREACTEA (HE-
NpMMER, KOMNE2TEPHEA NPOMPEMME, CROBARL), TEXHU-SCKWE COBACTEA (HANPUMED, ¥3&N JEWraTena); nepepabare BEaMBbIE
METEPHEMNE (HANPUMED, CRIE3HA )

WMHOTME EMOE NPOOYEUAN COOSPMAT 3NEMEHTEl, OTHOCAWMWECR K BEINWHHBIM 0B WM KATErODHAM NROSYELMH. OTHECE-
HWE MPoAysyWH K YONyram, NPOTpaMMHE M, TEXHUMECKMM CPEOCTEEM WKW NepepalaToEaeMel MATEPUENEM 388MCHT OT
npeofnafanwens anamesTa. B JacTHOOTY, NoCTAENASMER NEOAYEUMA adBToMOOMNEs COCTOHT W3 TEXHMYRCHWE CPBOCTE
(HENpWMER, WWH], NepepabaTsBEeMels METEQHENOE (TODKHEE, ONNEHAI0WAR HUOHOCTE), NPOrPAMMHEY CPEdCTE (Npo-
TDEMMHDE YNPAENSHWE JEHTATENAM, HHOTPYHGUA ONA BOOETENR] W YyENYTY (PATRACHEHRA NG SKCNNYETALWW, JaBaskel e Npo-
ASELOM ).

2 B HACTOAWEM CTEHOAPTE TEPMAH «NPOOYEGHAY OTHODATEA K NOOOYKLAM, NPEOHASHAMERHOR, HD HE OMDEH YW BEK-
WEHCH NHYHBIM, CEMEAHBIM HNK BRTOSEM HCNONLAOEAHWEM, U MOKET BENHNYATE RPOSYKLWK KOHEYHOM NoTpebuTensn. Ao
MokeT BETh OTNMYHEIM OT CNpeAsnNeHHA TEPMHHE sNPodyETe 8 Apyrax eTasnaprax MO

3.5 wonerc no B2C ECT: Obawanna wnw Habop obewalii, DEHHBIE OPraqHlzaunan iy (3.2) KoHESHBIM No-
TpebuTanAm [3.3) 1 CBRZEHHBIE C HUMH NONOHEHWA, FACEKWKECA 3NSLTPOHHLIX TOproeex coanaok B2C ECT.

3.8 npopangep B2C ECT: KD pugryecroe NMYO MK opradrzalng (3.2], x0TopaR OpraHMayeT Npouace MM
yonyry no nposapgesdir coened BZC ECT (3.1) 4 HOTOPaA ABNASTCA BHEWHER N0 DTHOWESBHWK K OPraqHy3Iauni,
HENONBE3IYHKLWaR croTamy B2C ECT.

4 PyrkoBOARWME NPHHUKMNBI

4.1 OBwue NoNoEEHNA

PeaynsrartueHoe ¢ 3dihexTHBHOE NNEHWPOBAHWE, NPOEKTHROBAHKE, pazpaboTha, BHEOpEHHE, NOO08 pHE-
HHE B ynydueEsne cnoTems B2C ECT opraHWm3ayWs OCHOBAHLE HA NPHBSPXEHHOCTA W CTROromM cobnssaeHuM
CPHEHTHRPOBEHHBIX HA HOHEYHEE NOTPEDWTENSR pYRDBOORUWME NPAHUMNOE, YCTAHOBNEHHEX B 4.2-4.17. 31k
PYROEOAAWME MPUHLWOE MOFYT CNOCODCTEOESTE NOBLILEHKID IFWMWILEHHDCTY HOHEYHEE NoTpebuTensd Ha 2cax
YPOBHAX W 3NSMEHTA: cnoTeme B2C ECT.

MpuemMe«sanuwe — B NEANOHEHAW A NPELCTAENEHD JANEHEAWES PYEOBGOCTED N0 YA0BNETEIQEHHICTH NOTpedk-
TENSl W NoTREBHOCTAM KOHeYHsIE noTpeduTensd B cBRIN C B2C ECT.

4.2 ObRzaTenLCcTEO

CpraHWzayys QONKHE HENpaEnATe CBOWM YOWNWMA HA BHEOPEHWAE, MHTEMDAUWK W PACOPOCTPAHEHWE CBOSR
ccTeme B2C ECT, xnmyan EsINONHEHWE ODEWEHHA, OHBAEMEIX KOHEYHBIM NOTPEDATENAM B 88 KoJexkce no
B2C ECT.

4.3 CnocobHOCTR

PyropogoTen Opradiiauyny QON¥HD BelQENATE 3HAYHTENEHEE PECYPCREI ANA YNPASNEHAA CBOER CHOTEMOR
BZ2C ECT, axnoyas MEPoNPHATHR MO NNAHADOBAHWED, NPOSKTHROBEHWID, pazpaboTie, BHEQPEHKMK, NOJO08pHE-
HME W Y NYHLWEHHD 3TOR CHCTEMEL.

4.4 KOMNeTEHTHOCTE

Mepooran opraqnmaayymd W npoeangepos B2C ECT gonxed obnagate HEODXOOHMEIMK ES4ECTEEMA, HEBL-
HKAMK, YPOBHEM NOOroToskr W Npodi@ccroNansHeld onelToM QAR Toro, 4700w MCNONHATE CEOM QONMHOCTHEIE
OERZAHHOOTH C YHETOM NOMENIHWA KOHSYHEX noTpeburensn.

4.5 MpurogHocTe

Opradezagus oonsHa 0becneyweats NPHEMNaMoe COOTEETCTEME CODCTBEHHOW cnotems B2C ECT, on-
PEJENEHHOMY TUMY COBNEM C y4ETOM TaHwx QEKTOpDE, KEK XSPaKTEPHETHEY KOHE4HOro noTpedvrans, Tin npo-
OVEUMHA M xapakTep nobod xanobel wne 03abo4eaHH0CTH,

4.6 MpagunNeHOCTE
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Opraswsaywa gonxda obecneynte A0BKEATHOCTL, SETYAMNEHOCTE, TOMHOCTE, NPABOMBOCTE, BEpHdMUN-
DYEMOCTE H CODTBETCTEBHE &8 cuoTems B2C ECT v nHdopmaurd 0 JaHHOH CHOTEME BGEM NPUMEHAMEIK 38K0-
HOOATENEHEM W gpyive obRzarensHeiM Tpebosanmam.

4.7 OTHpRITOC TR

AHAYKUTENLEHEA 48CTe WHRpopmagre o checrare B2C ECT opranwzagny gonsHa DelTe OTERETON ONA KO-
HEYHELE NOTREDWTENEA, NEPCOHANE W JPYIMY 3EVHTEDBCOBAHHEE CTOPOH, W 3Ta MHGQOPpMAaLKE gonsHa GeiTe
HArnAOHD NPEOcTAENSHHON.

4.8 ocTynHOCTE

HeobBxognmo cbacnednte, 41086 cecTemy BZ2C ECT opraHMaayue ¥ COOTEETCTEYVRIWYK MHEODMELHD o
HEW MOMHD BBING NEro HERTA. NOHATE W MCNONBI0BATE.

Mpuwwmeuadse — B Pywopogoerae MCO T6 NpeQocTaBneHs AANEHEAWME YEE3EHAR B OTHOWEHHH SOCTYNHOLTH.

4.3 OT3IRIBHMBEOCTh

B pamrax ceced crerems B20 ECT opradvdzauws QUNMHE COOTEETCTEYHWWM obpazom pearmpoBate HA
NOTRE0HOCTH KOHE4HBIX noTpebuTanan. Pearpoeadve ©o CTODOME! OpraHi3duEl, BENKOYEA OTEETE HE nobee
BONPOCE WNW Ranobw noTpeburansi, ponsHo OeiTe DEHOCTPRM W 3B eETHEHEM, HEROOR M2 CYWHAGTH paG-
CMETRUESSMOA NOTREGHOCTH W NpoUscoea.

4.10 Cornacue

Bo soex cnysasx, korga & B2C ECT rpebyeTos cOrnacme HOHEYHOro notpeburens, opradnzagymm veobzo-
OWMo oBSCNeYnTE, 47006 DHO 0BBANOCE NDEOHEMSDSHHD W OCHOBREBANOCE HE NOAHOM ODeere MHEODMAUKK.

4.11 CnpagegnveoCcTEL

Opranw3aymA oonsda pa3paborate M BHEQPUTE cucTeny BZC ECT, woTopan NnpegycMaTpWeaeT paBHDE
OTHOWEHKE W PEEHOQDCTYNHOCTE QAR BOSX KOHeYHBIX noTpebuTensi.

412 OTueTHOCTE

OpraHW3auya QONKHE yCTEHOBHTE U NOAASDMWMEATE MEPONPHATAR, CERZAHHEIR © NOOJOTHETHOC TR W Npa-
NOGTAENEHMEM HHDOPMELMK O A8HCTEMAR U PEWEHWAL B OTHOWEHMK CEOBR cucTemel B2C ECT, eknwdan W o,
HTD DTHOCWTCH & J8ATENEHOCTH 88 npoeanaapoe B2C ECT.

4.13 JaHoHHOCTE

OpraqHn3aunea QoMmsHE AETHEHD OTCNEMHBATE CUTYAUHID B NPABCBOM NONE CEOBR D9ATENLHOCTH W obec-
nedHeaTs paboty ceoel cuctemel B2C ECT B cooTEercTEWy GO BCEMW NPHMEHMMBIMK JEEOHOOESTENEHEMA 1
apyrumy aBRIATENEHEIMA TPEEO0BAHMAMH.

4.14 KoHpwaeHUHANBHOCTE

MpH COXpAHEHHK NEPCOHANEHEX CEEOSHWA O KOHBEYHOM noTpebuntena, cobupasmMbld OpradWIaunai no xo-
Oy NpHMEHEHMA cBOEW cuocTeme B2C ECT, cnedysaT NpHHATE Mepe no obecnedednn xoRpraaHuianeHocTi,
FEAWNTE W OBPAWSEHWD C AEAHHON HHDOPMEUMER B COOTESTETEMN £0 BEEMH NDWMEHHMEMA 3EKOHOOATENEHBI MK
W OpyYraMK 0DA3ETENEHEMA TREBOBAHHAMK. 3TD BEMMYAEET MERE N0 OFPEHUYEHAK WCNONBIDEAHWA NERCOHANE-
Hield QEHHEX, 38 MCNONHEHKEM TEX CESQEHWA, ONA ROTOpLE GRNG NoONYYSHD Cornacws noTpeGnTEnA, B YaoTHO-
CTH, OrPEHAYEHWE DACNPOCTREHEHRD HA PACKDEITHE NEDCOHANEHBLIE OAHHBE, OONYCHAEMOS NAWE B TEX CHTYEUWW-
Ax, KOrga a7o TpebyeTcn 8 CODTBETCTEMM © JAKOHOOATENBHEMK 1 Apyrvse 00R38TENECTEAMK MNKW KOrgd o7 KO-
HEYHOMD NOTPEEUTENR NOMYHEHD COMECHE HE DACHDEITVE JaHHON MHDO DM a0,

4.15 Be2ONacHOCTE

DpraHy3auns QoMMHE 0XpaHATE HOHPHABHUMANLHOSTE W UBNOCTHOCTE OaHHE O noTpeburenas 2 ceoei
cuoteme BZ2C ECT nocpaicTenk MEP NPEADCTOPOMHOCTH,. dO8KBETHRIE TOR YYBCTEMTENEHOGTH, © KOTOPROE coO-
NpAMEHE 378 HHPOPMAELKR, 8 TAKHEES NPHMEHATE OOWENPUHATEIE HEWMNYYKE NDAKTUEW, NPEOHAIHEYEHHEE QN3
FBWNTE 0T HECAHELWOHWPOBEHHOMD JOCTYNE K 3THUM QEHHBIM.

4.16 MuTerpaums

Cuctema B2C ECT oprasu3auyne SonsHa GelTe HHTEMPUPOBEEHE C CHETEMOR MEHEBOHMEBHTE EI4ECTEE W ODYIK-
MM CHETEMAMM MEHESHMEHTS ODraHNIAUMK, NPH BOIMONRHOCTH. 370 OOMHHO BENKYATE 3NeKTpoHHee B2E ECT »
O0EYHEIE TOPrOBRIE COSNKM (#MALOM & DALY WOM OQUCTEHUMOHHBE], COBSPWEEMEIE HE NOTPESMTENBCKOM pRIHES
TakdM obpaiom, 4Tobel 3TO ABNANDCE COCTOATEMEHBIM W MOHATHLIM BCEM KDHE4HBIM NoTRpebnTenmm.

417 ¥nyvwenue

MoCTORHHOR WENE0D SRrAHM3IEUMKE OO0MNEHO BeITe NOBLILWWEHWE PEIYNBETATUEHOCTH W 3GhErTHBHOCTH CHC-
Tembel B2C ECT.
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5 CHCTEMA INEKTPOHHLIX TOProBbIX CAENOK MEXOY HWPHOWYECKAMH K
HINUBECKMMIA NULAMMN

5.1 0bwar cxema

CpraHW3anws QoONKHE yHPSOMTE M NDAMERATE 0BWYED CxaMy ONA NPUHATHA PEWEHKWA W B8ACTEBAR N0 nNa-
HUPODBAEHKWK. NPOSETADOEGHUI, pa2paboTee, BHEAPEHHI, NOOOSDEAHWED M ynyYwerdn cuctewmel B2C ECT.
Ofwan cxaMd BENIOYEaT OUBHEY. 33HYOKY W pAcnpegensHne pecypcol, TpebyemMer gnA ofecnedyedHWA peana-
ZELMA NPOUBCCOE OQNA Tor, 4700k 40CTHYE NOCTABNSHHEX LENSE Ons cioTemel B2C ECT. 310 TamHs sxnoya-
BT ODAZATENLETED BRCWErD PYKOBOACTEA, HEAENEHNE OTEETCTEEHHOCTER W NOMHOMOYHAMA, 8 Takme obydeHure
K npoiE CCHOHANBHYE NOAraTOBKY B COOTEETCTEMK C PYROBOOALMMHK NPHHUKNAMK, YEI1aHHEMA B pajpens 4.

Mpy NNAHAPoBAHAN, NPOSETUROBAHHK, paipaboTee, BHEODEHHH, NOOOSDEAHAN W YAYYWEHUKY CBOSR CHE-
TeMe B2 ECT oprandiaums gonsda coDupats v OueHMEETE HHGODMALKKD, KE G Y HCH:

- NOTREebHOCTEA ¥ OMHOBHME KOHEYHLE NaTpabuTane;

- ACMEKTOE, CHAIAHHWE co caensamy B2C ECT (ranpumep, oHEWMASHUHARBHOCTE, BE30NACHOCTE, OTILE-
HHEOCTE M NPEEMNLHOCTE),

- JEAHDHOOSTANEHEIE W Py 0DR33TaNEHE . TRE00BAHMA, CERASHHLIE © 3THMH SCNSKTAMK [CM. NPUNoHeHRs B

- TOFD, 3K BOZHHESWT BONPOCK, CERIAHHLIE © 3THMA SCNEKTEMH, WE NOTEHUWANEHEE NOCAEOCTENA W TOMD,
HakuM obpazom OHW paccMaTpHBAKITER,

- TOFD, KK OQPYIMe OpraHn3anmy palaEsT 3T Bonpocsl.

OpraHwzaguy HeoBXoOmMo nony4ate W QUBHHBEATE BAOQHEIE JAHHBE oTHOooWTeEnsHo B2C ECT ot coor-
BETCTEYHILWME EHHTERSCOBAHHE S CTOpoH (Hanpumap, notpeburena, nposalospel, NPpOMEIWNBHHEIE 30C0UNa-
YW, Oprasdiague notpefurens@d, COOTBETCTEYHILWME rOCYQEPCTESHHEIE AradHToTEE, PEryNHpYRIWWME Opradsl,
NEPCOHAN W BNAgEnsLBL].

5.2 Ulenwn

CpraHw2auMs gonxHa onpegenete LEMW, KOTOPRIE OOMHE Q0CTHrATeCA croTamon BZC ECT. 31w yenw
AONHHBl COTNACOBLIBATECE © 00 WKMMN UENAMK OPradHd3agun, 8 chagoTers Hero Haobxogumo, yrobel vx Beinon-
HEHHE MOEHD BhIND WIMEPHTE, HENONL3IYA NOSXO0ARLWIWE NOKAZATENW. [aHHEIE UBNKW O0N#H SBHANK3IKPOBATEECA
YEpPEI ONPagEnEHHBIE NPOMEEYTEN BREMEHH W N0 MEPE HEODXOOMMOCTH We CNEgYeT aKTyaNWIMpoEETh.

JpraHMzayWs QomaEHE YOTEHOBNTE KONWYECTESHHEE W KEYECTBEHHBIE nokdiatend ek TmEHOCTH acy-
WECTEASHAR OBATENEHOCTH, NPESHASHAYEHHEIE GNA AUEHEA M NOMOWN 8 NOHAMAHWM TOMD. HACKONBED O0CTH-
raiIToA Weany gna cucteme B2C ECT opradnaaguun.

NMpuMewande - [Npusmepw nokazatensd shecTHEHOCTH OCYWSCTENEHAA OSATENSHOCTH, OTHOCAWMEGA o
chcTeMe B2C ECT, axnsuaT:

- EOMHHECTED CEOPMISHHEE NPOgas OTHOCHTENEH0 I3MHECHPOa BHMEEX NoCceWeHwa Bel-caaTa;

- HACND BOZBEPATOS NPOWISSOeHHEY NOCTABOK GTHOCHTENEHDS ODLLETD KONWYECTES,

- HOMHYECTED NOBETORH0 0BpaTHE WWECR NOTPEBUTENSE Mo OTHOWSHE K OGWEemMy HONHAYacTEY,

- MOTERH B ywepd OTHOCUTENEHS O Wers “HCne NoCTERGK,

- HONMHECTES NOCTAEOK, MCNONHEHHEE B HAZHAYEHH HE CPOLA, OTHOCHTENEHS OBWSrs SHENa NOCTREDH;

- HACND CHCTEMHE Y Cw@bor cRRTa/MnaTdopm,

- KNBCCAgH UM POSEHEE UMW PAHHEPOEAHWE N0 Pe3yNETATAM HCCNENOEEH WA, WAMBDAKDWKE CTENSHE YAOBNETEQREHHO-
CTi BOHSYHEIR NoTpebuTensA;

- CTATHCTH-SCHHE NOCEIATENM, KICAMUMECA Kanoh n PEWSHAR, NPHAHATEE NT PE3YNSTATAM WL PECCMOTREHNR,

- CHOBEDEMEHHICTE OTEMNWKOE HE CHIHANL, NONYHEHHEX OT GBpaTHON CEAZM.

5.3 Npousccbl

5.3.1 OBwue nonoxeHWA

DIprady 2auns QonEHE NNAHKPOSaTE, NPOEKTHDOBATE, Pa3pabar=eats, BHEADATL, NOASEPHHESTE H YNYYWAaTE!

a) ogHodaIHEE NPOYScoE;

b muorodaane e npoyecokl.

Kak npaswvna, Toprosas coenea B2C ECT npoxogut 4epes TpY pazndyMMes daas;

- NpegeapuTensHan faa Toproso COenga;

- onepaynoHHas hasa ToproBor coenkm;

- NOCNECNEpEUMOHHEA ha3a TOProgon COenEn.

Oanofp3aHed NpoYyecs OTHOCWTCH TONBKG K 0OH0A »a Tpax diaz B2C ECT. Hanpusmep. npousce opmm-
pPOBAHMA ODROHYETENEHOMD UEHDBOMD NPE0nosadHdA XapakTapad AnA onapauMoHHoR aiel TORrosol coengus.
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MrorogaaHeld npoyecc OTHOCWTCH KO BoEM TpeEw dazan. BiaumocesRze Mesdy NPOUBCCEMKA RBNAETCR
OMHAMKMHHOA, W 88 HE CNegyET PACCMATDHEATE B CTROND ONpegsnsdHHof noonegoeaTensHocTe. Hanpuwmep, op-
FEHWIAUHA MOHET NOOraTOBMTE MHOMEEIHEE NPOLScE, TAEDK KAK yHpaxaedwea xonekca B2C ECT. go tora, kax
ByqyT raTOBE NPOUSECCE NPEOBAPMTENEHOR, ONEPAUNOHHOA W NOCNEONEPAYAOHHOA $E3 TOproeol COBNEM.

FrcyHor 1 MNNODCTRURYET 3TH N

POUBCCHl M CERJAHHEE C HAMKM BMOBI LERCTENAA.

OpgHodaszHele npoueccsl
(NpUMEHUTENBHO K onpeaeneddon dpaae B2C ECT)

{6.1.4)
cn
CaHx

CEAZZHHLIMKE C KGHTEHTOM UEHOBOMD NpegnoHedun (6.2.4)
Orazanue Nognapses 8 sebope

MoaTespxoeHye 3akasa (6.2.7]

MNpegeapuTensHan daza OnepauvoHHan dala MNocneonepalMoH-
DOpMUpOBSHHE KOHTEHTS CIEa3aHMe NoodepHEd B Napao- Han faza
16.1.2} HAaYanLHOM Belbope (8.2 2 Ooctaswa (6.3.2)
MNepegaya KOHTEHTE WMpeH T MEAUMA KOHEYHBIX NO- HMenpasnadwe (8.3.3})
(6.1.3] TpebuTaned (B.2.3) Bozepart n obGmex
YNpEENSHME SCNaKTAMM, DOPMAROBAHKE OEOHYSTENEHOMD 16.3.4)

ocoba onnaTte (6.2.5)
LHMOHMPOBEHUE MNETERa
(6.2.8)

i

MHorodgasHsie npoueccsl

(npymeHuTEensHo Ko Been dhazam BZ2C ECT)

BianmocBsik C NOTpeGHTENRMK
Kogews no B2C ECT (7.1.2)

Nogoepssa noTpebutenad (7.1.3)
Pabora c manohamy v papaweHne
BHELWHNX paaHornacia {7.1.4)
Mogoep#HaHre 0DpaTHOR CEA3W
(7.1.58)

'.'I"I'IEE EMNEHWE OdHHBIMW, OTHOCHLA-
MHACH K I'ICI-'I'EEEH'I'B‘J'IHM

BezonacHocTe (7.2.2)
KondimgeHuManeHocTe {(7.2.3)

PucyHor 1 - MNMpouecee cucTame B2C ECT

MnaHupoBAHKWE, NPOBKTMROBAHKME W Pa3IpaboTHa HaXgoro 13 3THX NPOUSCcCOE HEOTOEAMME OT HX YCNELW-
HOM BHEAPEHHA. Dpradw3agns nomEHa anpofoeaTte ceow cuctamy B2C ECT nepen 1M, Kak B8 BHEADATE,ANS
Toro, 4Tobe anpegenuTe NoTPEBHOCTE B MEPEX, HANPABNEHHLIX HE AJANTALUWH K BHECSHME HeoBxogwmex kop-

pEETHROEOHK.

PyxoEogoTan No NMNAHAPOBAHME, NPOSKTWROBEHWID, PA3IpaboTe ¥ BHEJPEHHH NPOUBCCOE NpeOBapH-
TENLHOW, ONEPEAUNOHHOA W NOCNE0NEpa GMOHHDE has COBNKY NPeacTaenaHD B paagana 4.
PyropogcTa0 Mo ANAHAPOSSHAKD, MPOSKTHROBEHWG, pa3paboTke 4 BHEOPEHHID MHOMDAIHEX NPOUSCEoR
B2C ECT npapcraenedo 8 pajfnens 7, DYHOBOACTED NO NOOOB[EBHAHHE W yayHweHrs: cuctéme B2E ECT - &

paanana 8.
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5.3.2 DgHodrazHeie Npouscckl

OpraHWzanus GoNsHE YIHABETE OTNHYHEE SH06I JERATENEHOCTH ¥ BCNEKTEl, CERBAHHLIE © NPSOBaPRMTENL-
HOM, CREPELMOHHONR 1M MOCNEONEPEUMOHHOR A28 MK TORIMOBOR COBMKH.

Ha npedeapuTensHOR CTEGWM CO8NMEM KOHEYHEIA NATREOWTENE ODEYILECTEARET NOWCK WHpopmayuy ob op-
raHMIaLMK, B8 NPOGyYEUME W crucTtame B2C ECT. Opradv3auda gonxda obacneqmeate addyn dasy noopagos-
BOM COI0SHWH, QOCTHERN M YNIPEENEHWA KOHTEHTOM (COOBPHAHMEM NPEOnoHEEHAR), OTEEHSEMKWEM TEEHM No-
TpeEDHOCTAM KOH84HLE NnoTpeduTanad B MHdopMauue.

OnepauworHas dra3a COENKM BHMGYAET B CEOR OCYWSCTENEHWE 38HAZE NPOOYHEUMKE, NPHHATHAS YCNOoEWA
KOHTREKTA, NEPE4MCNEHHE JEHEXHbIX CPEOCTE 28 NPpOgYET, QUIOBOPEHHOCTE B OTHOWSHNA QUCTABKH NPOGYELMK
¥ DEPAWEHNE 38 NOMOWEH B CNYYaE8 NOABNEHWA npobnam.

Ha nocnecnepayMoHHER CTESWMA 208 cTopodHs cofmoganT ofRlaTenscTea, BaATHE Ha celn B xope one-
pEUWMOHHON a3 caenkd. 3718 thaia sEnoqaeT B cebs J8ACTEMA, CBAJAHHLE © QDCTABKOH NPOOYKUHA, ONU8H
ONA HOPPEKTHRODBOX B OTHOLWEBHWKY NEpBOHAE4ANEHOMD 38838 UNA 4NA BOZERATOB NPOSYHELUWMH M HENPEPEIEHOS
noggepHaHie HeobioduMe x KEHANOR CERIM.

MpemMevase — B HACTORWEM CTAHABRETE TEDMEH aROHTSHT OTHOCHTCR K HANWCAHAID TEECTA, MIDOpAKEHUA |
COOTEETCTEYSIWME MEXSHMIMOE, CEAZEHHLE C NEpelEYes WHIROPMEULN 00 OpraHuzayns, ee NPOAYLUHMM M cucTese B2C
ECT.

5.3.3 MHorofa3Hsie Npouscokl

B ceRad G SnerTpOHHBIME coenkawmn B2C ECT muaorodasHee Npogsccel NPHMEBEHMME KO BoEM Tpewm da-
aar BZC ECT w CcOCTOAT W3 NpoUSctoR BRAMMOCEAIN C KOHSYHBIMK NOTRadM TENAMWINONLIOEATENAMNA W Npo-
LECCoE NO YIPaENEHHE SESHHEMKY, OTHOCHWHMKWCA & KOHEYHE M NOTRE0MTanAmM.

Mpoysccs BIAMMOCERIM C HOHEYHBIME NOTPE0OWTENAMA KACAXITCR QBRCTENE, CEAZEHHEIL © YHDEX JEHWNEM
H NpUMaHaH an kogerca no B2C ECT, orazadves DpraHMagyMoHHO-TEEXHMYECKDR NMOoJ0e el noTpebuarensam,
pafoTol © kanobamy, paIpelUeHHEM PAIHOMACWA © BHELWHHKMKA CTOPOHAMH W © nogaspxaduen oBpaTHon ces-
3w . noTpebnTenAMK. BRavMocBRIn MemOy OpPraHi3auMel ¥ HOHEYHEMA NOTRE0WTeNnAMK NOIBONAKT DNyHWe
NoOHWKMATE TO, KAy paboTtaaT cuotema B2ZC ECT » 1e a2 obBnacty, 2 HOTOpLIX OHA MOorna el ObiTe YNyHWEHA,

Mpouscow N0 YNPABNSHAE GEHHEIMK, OTHOCAWHWMAGCH K KOHEYHBM NoTRe0UTEnAM, KBCaToA O8ACTEMA,
CBRZEHHEIX © GEI0NACHOCTEY M KOHEWASHUHANBHOCTEN. CREOBHWA O KOHEYHBIE NoTpeBHTenAy OMEHE BAMHEI
anA cxcTenmel B2C ECT opradezauny n TREDyiT S08HBATHRE ME[ MO W YIPaENEHHRY 1 33WKTE.

5.4 Pecypces

5.4.1 Obwme nonoxeHWA

OpraHu2auMe DONMHE ANPENanuTe pECYPCE. HeobioguMbla ans Tara, 4100w NNaHWpoBaTE, NPOSETHPO-
BETh, PEAEMBATL, BHEAPATE, NOOOBPHUBATE W yAYHWATE cEo croTemy B2C ECT. Pecypoel BENKHEIT HOMME-
TEHTHBIA NEpooHAn, NpofeCccHOHANEHYHY NOAFOTORKY. NPOUESYPLl, OOKYMEHTIWWH, NOOOEpHEY CO0 CTOPODHEI
CNEWNaNKMCETOR, MATEDWANE W 0DOpYODEAHME, NPOVIEDQCTEEHHEE MOWHOCTH W CPEACTES oBCNysHBAHWMA, KOM-
nemTapHos ofopy QOBaHWE W NPpoOrpaMuEDe ohecnoyeHre. 3 TEe PrUHaHCOBEIS CPeEncTEE.

MpuMewasdde — Fyo20acTed NG NOSGrOTOEKE W OCKYMEHTALHW NEEACTaENEHD B WSO 10015 W MCOUTR 10013
COOTEETCTREHHD.

5.4.2 Npoepanaepw B2C ECT

B coctas npopakaepos B2C ECT exogaT:

) npoEdAgepE No CTRAX0EAHMED HAOEHHDCTH OPraHnaaun,

bl nocpeaddsl HHHAHCOBLIX ONEPAUHA [HENPUMED HoMMaHwW, oDeCnEYMBaWAE NNaTEEW N COOTRETET-
BYEILLLAM KAPTAM];

G} Nposanneps MHEOPMALWY O NPOOYELRKA,

d) npoEaAgeps . TAPAHTHRYRIWME MAGOPMEUMOHHYE DE30NACHOCTE M 38WATY KOHEYHE X NOTReOMTanen;

) NpoEaAgepE YONyr No Q0CTEBRE NPOOYELHH;

i npoBaAgEpE, 3IAHMMADIIWACH PEIPEWSHAEM CNOPOE W PAIHOMMECWHA.

CIpraHWzanms GOnsHE:

- HgeHTUhHUKMPOBATE W OTOWPETE NPOBARNNEROE, KOTOPRIE O4EBHAHEIM obpazom cnocobHe NPEQDCTAENTE
HEODXOOMMES YONYTH N0 oDSoneaYeHrD ORraHUIaUNMoHHD- TEXHWHSCKON NOOOepMEd 4nA Tars, Yrobe cooTteaT-
CTEYVHIWAM 0BRa30M HCNonNEMTE TOproewe coengw B2C ECT,
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- BEECTH B QERCTEWS MaXaHMiIMe, obScnevMBEWKE HENONHEHWS NMPpoEaRgepaMy cBony obRzaTenscTe
TaK, 4Tobel coensn B28 ECT mornM yonawHo ooyWECTENATRER,

- NpPESoCTAENATE KOHEYHEM NOTPEOHTENAM CEOSBPEMEHHY D ¥ TOYHYI AHGODMEUWMED O NPOSERSEPEY W O
TOW PO, EOTOPYE OHM BRINDIHAKT Tk, 4To0e pone v oBR3EHH0CTY 3THX NpOBAROEPOE, HACSKIWWECH YENELW-
HOMD BeINONHEHWA TOproBex cgenok B2C ECT. Beine oT48TAWMED BHOHE! W NOHAMENACE NOTREOW TENA MK

- gBecnednTh, 4ToDL NpoEaRgeDE BEINOMHAMNA CEOH PONW B COOTEETCTEMH GO BCEMEA NDAMEHNAMEMA 38K0-
HamK W ODA3IATENLHEIMA NPABHNEMK, BENIOY3A Tpebo2anus no obScna4YeHun COXpaHHOCTA W KoHBRaeHUKWENE-
HOCTH CEESEHMA O HOHBYHBX NOTpabuTans:;

- BHANWINPOBATE HA PErYNAPHOA OCHOSE nokaaTtend paboTs NpoBARgepoB B UBNAX YOOCTOBEQEHHA B
TOM, 4TO OHM NPOOONHRKST OKS3LIBETE YCNYTW N0 OpraqHi 28y noHHD-TE CHUHECKDW moane pxeke cnocobamu, corna-
COBAHHEIMH ¢ NOTPEEHOCTRMK ORFEHW3EWNMA M S8 KOHBYHLIX noTpefuTansd, 4 Takss 8 TEX CNYYaAX HOrpoa aoa-
HWHAKT HEZOCTETEAM B pabore. obecna4YuBarts CHOSEREMEHHOE DACCMOTPEHME W paEspeweqHue npobnem, cBR-
JEHHEX & 3THMH HEODCTATHEMM.

5.4.3 Npouegypel

Opradw3ayws ponsda pazpaborare npouegyps QNS NASHWPOBAHWR. NPOSKTWROBEHMA, PAIBWTHA, BHa-
OpEHHA, NOOOBPREHKE W yNYHWeHWE ceoel cneTere BZC ECT. Mpwyer 3Td npoueaype ByOyT MMETE pazne-
HWAH B 3HEMCHMOCTH OT THNA KDHEPETHOHA OPraHezagna 1 e cnetemsl B2C ECT. Mpousaypel QonsHe pazpaba-
TEEHTE M BHEAPATE B COOTESTCTEMH C NMPHMEHHNMEI MW 3SKOHOGATENLHEMA W gpyraMe obRaaTensHeiMe Tpeba-
BAHHFMM.

5.4.4 NnaH no BHYTPEHHEMY W BEHEWHEMY DOMEHY WHDOpMaALKWE R

CpraHW3aumna QomEHa paspabaTaTe nNaM. OnA Tar 4Tobe coenate ceow cnctemy BZE ECT » cBR3AHHYI
& HEH WHDOPMALKK HEBECTHOA CEOSMY NEPCOHENY W 3808ACTEOBSHHEM BHEWHAM CTOROHAM. 3TOT NNaH gon-
®EH TAKME OXEATHEATE NOAPOEHEIE CEBAEHKMA O CUTYAUHAX ¥ CODLITAAX, NDHEOOAWWE K NOTPeBHOCTH B nepe-
na4e Mne obmMesas MHPOPMAaUWER NG OTO8NEHEM 3CNEKTaM cHoTame B2C ECT opradqaauny, BENHIHAR WOSH-
TREHMEBUME JAWHTEPECOBEHHEIX CTOROH W TO, Kaxy dxdopuaguis chedyeT coobwaTe, a8 TAHe OTESTCTEEH-
HOCTh.

Mpuwmesadse —[QnA pyEoRoAcTEA No TAKKMM MNAHAM, CEASEHHEM C ROOSKCEMH N0 YIO0SNSTEOREHHOCTH NOTRE-
GUTEnEW, CM. NpMNokeHEe 1 WSO 10009 .

5.5 BzaMMOCBR3IE C CHCTEMON MEHEOXMEHTa KaYecTEA

COpraHnaayma JonsHE YHPearTe CAMOCTORTaNEHYKD cucTamy B2C ECT, wononeays pyrasoncrea, npegna-
rasmoe B HACTOAWEM cTaHgapra. Tam, ras 370 npyuemnema, cuctama B2C ECT gonxia DasvpoeaTtesn HA CHG-
TEME MEHEI®MEHTE KAYSCTES CRraHnaudn. NS pAacCMOTREHMA CTRPYETYDHER W BCOOMOTaTENsHE X 3NEMEHTOR
[TEHHZ HAKNONATHER, YNDABNEHME OOKYMEHTAWWER W 3anUcAMH, NpodeccUoHaNsHER NOOroTOEKE W KOPPEKTA-
DYHILUHE SEACTEAA) CHCTEME MOHSHMEHTS HEYECTES OpraHH3aUMs MOET NoNbLIDEATECH cTadgaptom OO
Q007 Ny QpYIMMK CTEHNAPTAMK, pazpaloTasHeIMK ONA CHETEM MEHEQHMEHTE EBYBCTEA.

6 OnHoda3HbIE NPOLECCKI

6.1 NpepsapuTensHan ha3a TOProBod COBNKH

6.1.1 ObwHe nonoMeHHA

OnA obacnevaHyuA pESNMIEAUME NPE0BAPHTENEHOR dE3s TOProgan Coenxy oprasdM2ayns OnNKHa Bwnon-
HATE CASOYKILWE O8ACTEHA:

2} COZNEBEaTE KOHTEHT!

b} AOCTERNATE KOHTEHT;

C) YNPEEMNATE ACNEBHTHMKY, CERIEHHBIMK C KOHTEHTOM.

BranmoCcBAIE MEXDY 3TUMHA QERCTEMAMA AENASTCA OWMHEMHAYHOR, M 88 HE HYHHD PECCMATDWEATE CTROMD
ONpEOEneEHHbIM cnocobom.

6.1.2 CoanaHne KOHTEHTA

Opradwzayya AnA cooblesHns soHedHomy natTpafnran gon=Ha nograoTagnmeats WHOOpMELKMK, KACSW0-
Wy HICH OpraHMadaying, ee NnpoayEuny 1 cheteasel B2C ECT, 3a cHe1 wOeHTH MEAUHK:

- TpefoBaHni KOHEYHBIX NOTREEUTENERA, HECAK WHMACR HEoDXoauMOR nadopmagur (oM. npunoxesus C;

- coBCTESHHE Y TREOOSaHUM OPFAHUIALUMA B OTHOWEBHWH HHIPOpMaLWMK, EOTORER MMEET BERHOS IHIYEHKE;

- AFKOHOOATENEHER W Opyrax obR2aTeneHwE TDEfoBaHAR, NDUMEHREMEX § JEATENEHOCTH ODTaHHIaUHK,

- N2gXoga anA paccMoTpEHRA BONPOCOE, CERZEHHBIX C M3MEHEHMAMY B QEHHOR WHBORMAUNK;

FOCT rocTPuCO 10008-2014 Crparuua: 11/32

G ((H]|idl GostExpert.ru


http://GostExpert.ru/gost/gost-10008-2014
http://GostExpert.ru
http://GostExpert.ru

rocT P MMCoO 10008—2014

- TpEDOBaHWA BoEX HEODXOONMEX BEHEWHNL NOCTABWWKOE KOHTEHTE.

5.1.3 Qocraska KOHTEHTA

6.1.3.1 OBwme nonoxaHnA

Oprasezagus gonsHa cHADMaTe HOHEYHOra moTpebnTenA HeobxogreMon nedopmagrer ob opradvaaunm,
2 NPpOoOyeELyKE 1 cucTame B2C ECT, nozeonsmwel apMy coenate 00gyMAaHHBIR BelBOp 8 OTHOWEAHHA Y43CTHA B
COBSPWEHAK TOProBONA COBMNEW. 8 TANME B OTHOWSHWA TOMD, Kakam o0paaom emy Nydwa npeHUMaTe yHaCTHE B
cosepwensde B2C ECT (cm. npunosadue ).

Ons rore 4Tobe 0BeCcnednTe NpPUEMIEMY D QDCTABKY KOHTEHTE. DRPrEHU3ELRE JONKHA:

- CnpoeKTHposaTE MHTepderc B2C ECT, wotopeid yaoobes anA npumeHeHus (owm. 5.1.3.2) » B koTopom 3a8-
OEACTEOBAHE BCE NOQXNOOALLWE 3NEMBEHTE GWIZAHA, © Ter 4700el NEpegasdTe WHPOPMAUMKD KOHEYHOMY No-
TpebuTend (Hanpruep, pasdep wWprdTa, UEBST 4 MYNETHMEOHAHBIE DIUKK, Tasne kag rpadwxa, 38yE, BHOBD-
wanbpamaHna):

- DNPEOENHTE, KEEME JONODAHATENLHEE KAHANL MOTYT ObITs HOCNONE30BAHB! (ANSKTROHHER NOYTA, KAHANRI
NEQEGE4M CRO4HBIX COODWEHHA, COWMaNEHEIE MACC-MeOna);

- CO308TE yA00HEE QNA MCNONBEIDBAHWA CChINEM & OPYIHM NPpOoUaccan {Hanpumap, cHOTEMB NNATEXHER M
obacna4eHits BeaonacHOCTH ],

- MOBHTHHMUKPOBEATE TREGOBAHNA ¥ MHGDACTPYETYDS, TEXHHYECKMM M NPOrpaMMHEM CREgocTEAM, BKMK-
HYAA TEXHANECKYH NOJOepHEy, TEREEYeMyRD gNA yonewHora YyNpasneHns TEXHUHECHHMKA NPUEMAMHY HHTepdeRca
B2C ECT.

6.1.3.2 MNpakTMHHOCTE H NPOCTOTE HCNONL30BEHWA HHTEpgeRcoe B2 ECT

Bonpocoe . CER3IAHHLIE C yN0BCTEOM M NPOCTOTOR HENONBIOEEHWA, & TEKHME 3PROHOMHKOR SW3EAHE, ARNRKTCA
CTEHOSPTHRIMA TREBOBAHWMAME ANA nmboro uHTapdelcs, npeaHAIHAYEHHOMD ONA KCNONEIOEAHHA NEY LM,

NMpeMeqasde — PYEOBOOCTE0 NO NPEACTARNSHWE HHEOPMALWME ABETCA B CTEHgapTa: MCD cepur 9241, B ya-
CcTHOGTH, MO0 9241-151 npeanarast pykoBOACTED N0 MHTEpGERCEM, NPEOHEIHEYEHHEIM ANA NONEICEATERER BO8MApHOR
gaf-caTtH.

OpraHwzagws gonsda paazpabortare watepgenc B2C ECT, ynpowarkiwWe npeao-cTaanenve Hrdopma-
L. 37O NOGRE3yMEEae T YnTabenbHbIR PAIMEp TEKCTOROH RHPOPMAUNAN, Y9TEYE BAIYANEHYH! KOMOOIMLWMED, HE
NPEACTAENAKWYH CANEHOCTH 4NA NOHWMEHWE KOHEYHBIM NOTReGHTENEM . i HOMNO3IMLWMOHHEIA OWI3AH BHTEp-
rErCa, NPag-Narawers NpocTyl HAaewraywe, Bnargapa yemy wHbopmayna oTobpaxasTcn amaTHeM obpa-
I0M KM NETKD HAXOOWTEA NONE30BE TEMAMH.

Opradw2auMA QoAsHE NpedyCcMaTpHBEATE BRNHHeHNE WHBOPMALWMA, CO30EBREMOA NONEZ0BETENAMA, B
CEOWM NEHCTEMA, CBRIAHHBIE © NPESOCTABNEHWEM WwHBOpMAUMK. 310 MORET BENK4ETE, HANPMMED, dyHEYHD
novcea AmBo nonone3oeadne otiopa noTpebrTENAMA NPOOYETA MOK E3PWEHTOE NPOOYETA B KaLacTes dunsT-
poBE ONS NPUOPWTEZELMK (BeiBopa NOpAOKE O4MEPESHOCTH] KOHTEHTE, BHOAKMOra noTpabnTanAmu.

OpraHMaaumMe QonsHE NpEgycMOTPET: MCNONLE30BEHHE WHTEPAKTWUEHEIX HAHANDE CEAIN B PEMMUME PEENk-
HOFD BREMEHH, NOIBONAKIWKE B A0E8HBATHOR MAHaDE PESMMPOBEETE H DS8ATE OTEETE HOHEYHEM noTRebuTenam.
Hanpumep gns OTEESTOE HA BONpOoCsE NOTpeGWTEnSd, CEAIAHHEE © OMNHCAHWAM TEX WAH KMHEIX NPOOYETOBR M1
CPOKOE SOCTAEEM, MOMHD Beino Gbl MCNonB30BaTE BECNNATHEIA TENEIOHHBIA HOMED, 3NEKTPOHHYEY NOYTY. WH-
TEPEKTHEHLIA 48T MW COUMANEHBIE MB0C-MEBLNE.

CpraHwzayns AonEHa NpefacTaanATh MHPOPMaUKa 8 TEROA GOopMe W Madapa, 4700kl KOHEYHBIA NoTReE-
BETEN: MOF COAPAHRTE 3Ty MHEOPMaLM anA DyaywHy cnpasos i obpawesHne. 370 BEnwo-asT obecnedeHne
Torg. 47006l QAHHYH MHEOPMAUME MOHO SRIND NErKD COXPAHMTE WM DACNEYETaTE.

§.1.3.3 HcHOCTE NPagocTAENEHNA MHEORMALKH

CIpraHwaa uMe GonsHE:

- MI0erats MENoNEI0EAHWA HEPIOHE W NPAE0E0E TEDMUHDAOIAA 0 Npw NoBEX B03MOMHEE OBCTORTENRET-
BAX MCNONBIOEETE OBWENPHHATEE 1 MOHATHLIA ASLIK,

- HETHD PAINENATE TEPMHHE W YCNOBWA, OTHOCALWWECH K NPOGEMEM, O7T NPEANOMEHANA, CEBRIEHHEIX C Map-
HKETHHIOM W DERNEMOH;

- NEpEAEBaTh HHIPOPMEWHID O NONHTHESX, HONONE3YEMBIX ONE YNPEANEHWA MHEORMEUHER B HHTEPAETME-
Helx 4acTRX wHTepderca B2C ECT, Taemx &K NPMACHSEHWR JNA KOMMEHTAPMEE H COCTEENSHWA PEATHHIOE KO-
HEYHEIX NOTRaOUTENEN;

- YETAHEENWBATE NDABKMNE N7 NNAHOMEPHOMD NPESOCTARNEHAA WHEOPMELMKM 0 NPOOYEUMK Taenm cbpazom,
Yrobe KOHEYHEE NOTPS0UTENM Morny DE3 TPYSE CRREHMBETE ONUKK BelBopa Cpear NPOOYEUHH OEraHHIALUNK;
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- oBecneyrEaTe. 4To0E PEIHOEMOHOCTH HOHTEHTH, MMEHIWME MECTO B TEYEHWE KOPOTROMD NEpaogs epe-
MEHH. COODWANHCE ACHEIM W NOHATHEM COpazor (HANDHMEE, CNEUNaNEHBE NPESNOMEHWA, DERCTEYHOWWE B
TEMEHWE OFPEHWYEHHOMD NEPUDOS BOEMEHH WNW Opyrae GAakTops, KOTOPEE MO Bel MEBMEHATE WEHY NPOLYETS
MNH Bro QOCTYNHOCTE B NPOMEKY THEX BDEMEHM MERIY NOCEWEHNAMA OHNAAHOBOMD pacyped notpeburenam);

- ofecne4reate, 4TO0E TMNEPCCEINTEA WAKM NOTWHE HE HCOONLE0EANMcE TARMM 0DpalomM, YTobe BEOONTE B
aabnysgerHde noTpeburens. wnn gpyimM HeHagnesaww ofpazom, B 4ECTHOCTH, 370 KSCHETCH HOHTEHTA O
NpoEaRIEpEE Mne oT npoeangepoe B2C ECT, W B Tex cNy4any, KOMOa Opradd3ayus agpecyeT noTpeburana |
npoeakgepan BZC ECT, 310 HYyMHO 383PEHEES O4EHE HETHD COODWaTe noTpebrTeni;

- ¥NpABAATE QEACTEMAMKA NO NPENOCTARNEHAD nHdopmaury yapes ceow B2 ECT v gpyrve whrepdiercel
{Hanpumep, eeb-canTt, nobuneHeld Bed, sSME-CoobWeHNA, NeYaTHRE raTtepnan) cnocobon, KTopeA BygeT no-
HATHEIM ANA noTpabuTensm:

- abacnesHBaTe B0 MIDEHAHME CYWECTEEHHBIX PAECKOHEOSHEE Maxiy whhopmauywen, coobwaamon aBHy TpK
OprEHHIAUAK, W MHOOPMEUKER, PACNPOCTRAHARMOE BHEWHHKM CTODROHAM (HANPUMED, COMMECOBEHHOCTE MEXOy
NOAWTHEAM K, PAIMEWAEMBIMA HA BEE-caRTE, W MHROPMALMER, J0BDOUMON 00 PAGOTHWEDE Yepes WHTpaHET-Ca Tk
ORrEHHIaUAN, TEK HE KEE W Mexdy coboTeedHsm waTepdencon B2C ECT opradnzauvmn v mHTepdencame e npo-
gangepos BZE ECT) ¢ ocywecTBAATE NpajocTagnsHue 3a0NarcepaMeHHO CRNEHH POBAHHDA DEZKMAPDBAHHOR
WHIPOpMEULKMK HE NPOTARMEHHMH BCEM NPOUBCCA, CERZEHHOMD ¢ OfOpMNaHven 33Ka28, oDScneqYMBER NP 3TOM.
yTobe TEKAA COKpAWEHHAA HHDOPMELWA NPEEMNEHD OTPEMANE TEPMUHBl W YENDENA. KOTOREE ByOyT NPHMEHEHE
(HANPUMED, MCNONLEIDEAHAS MMNBPCCLINOE HNW OTMETOR, OTCLINAHWKE K ONPOESpEaHUAM WA OTES33M, HE Q0Mns-
HO MELWETE 4OCTYNY HOHEHHEIX NOTREEMTENER K ACHD MENMKEHHOW W CEOBEPEMEHHOR KHIDORMAUNM ).

B.1.3.4 AnanTaudA K NOTEHUKANLHEIM KDHEYHEM NaTpabuTenam

OpraHyaaynA gonsda obecnaynte, 4Tobel 88 QBERCTEMR NO NPEOOCTARNEHA HHDOpMALWMK Beinke anek-
BaTHLIKM OOpEIONM JDHEHTHDOBSHE H3 BE NOTEHUMANEHELX KOHS4YHLIX NOTpeEdnTEned. HanpuMsp, opradiaauqe
DyaeT HYHMHO NDSOOCTARNATE DAANHYHES CEBEOEHHA 8 TOM CRYYEES, SCHW OHS NPHHAMAEST MEXOYHADOOHLIE OT-
NpEENSHWR W BOZEPALEHHLIE TOBEPEI.

B 38BMCHMOCTA OF CEOME NEEINONErasmMel: NOTRE0DMTENER, ORrAHFM3AUMK MOoXeT noHagoinTecA pazpabo-
Tate wutepdierc B2C ECT, nodsonAmowaEa noTpaduTanis NaMeHATs M BBUpaTte ToT A3blK, KOTODEEA ON8 HEro
Danee npegnodturensdH. B Tex cnyyans, rorga notpebrtanes eelbvpaat 4nA cabA onpegeneHHen ALK Ha oTa-
OWH NPOOYELMK, 3TOT A3LE QONHEeH BeITe HCNONBEIOBEAH OANA BCEX OpYyIWE NpOUaccos v onepagyva B2C ECT.

B vex cny4anx, korna paipabatelBESMEIA kOHTEHT OygeT NPEACTARNATE MHTEPES NA COUWENEHD YASEHMELX
TEWOIMN WK GNA FRYNN, HMERWWE ocolse noTpebHoCTH, OPraHM3ayne JonsHa oDecnedmTe, 4Tobk 88 QERCTEMA Mo
NpELOCTAENEHNG WHDOpMAEUWA Deink MogLogAwrMy gns notpainTanai . TO4KH 3pEHNA NOHUMAHKA AMA Npa-
nocrasnAerol uehopMaury. Hanpimep, korga soHTEHT OpMEHTHROEEH HA OBTER, A20K gonxed OwTe SO08EeaT-
HElM © TOHEM 30EHAR WX BO3QACTA, HE OOMNMEH JECNNYATYPDBATE JOBEP4MBOCTE O8TEA WM OTCYTETEME ¥ HHX ONbIl-
TE M HE JONHEH OHE3LBATE QSENSHMA HA O8TER ONA Tore, 41086 OHW YNPaWKMBANKW CEOMY POAHTENENA NpEMobpeEcTA
npoayEuee. OpradMzageA QONKHE THERE NPe0ycMaTpHEaTs PAIpaboTey pYKOBCOAWNY VES2EHUA B OTHOWEHKI
MHTepaAcaE, NPaaHAZHaYeHHeE gnA B2C ECT. kortopeia ByayT NOHATHEL 1 O0CTYNHE BOE M NALEM.

Mpuwwmeswadse — Pyioaopctes 76 MCO npeanarasT QaneHeAWWe YRE3AHMA No oBECcnaseH@ D LOCTymHOCTH |
NOHATHSETH.

6.1.4 ¥YnpagneH1e acCNeETAMM, CBAIAHHEIMW C KOHTEHTOM

CIpralyaayma QOmEHE NOCTOAHHD 0DacneYnedaTe, 4Tobw KoHTeHT retepdenca B2C ECT bein mpegcTas-
naH B nonHoM obkeme n CogepMan NpasvneHse W obHoENREMeE cBE0EHWA. NO3TOMY OPraHMZEUHMA QONEHE:

- HAIHAYUTE NHYD, OTEBTCTEEHHOE 38 ynpaenaHwe wHTepgercon B2C ECT;

- padpaforate pYKOBOAOCTED ONA NOCTEEWWKOE KOHTEHTA B UBNAX OD8CNEYSHAR COBMESTAMOND ¥ HaNpo-
THEOpREYHBAMD NOAXO00HA, CBAISHHOM C NPEGOCTABNEHNEM WH-DOPMALWK ONA EOHEYHBLIXE noTpebWwTensi Lwepez
wHTeptens BZC ECT;

- DTCNEXMMEETE HIMEHSHWA, KECH0WWECR CHETEMbl DRraHMIaALMN [HANPWUMEep, B uensx obecneyeHiA coaT-
BETECTEWR NPEBNNEM )

- YETAHOEWTE, KaKum obpazon BygeT ooy WBCTENEHD YNPEENEHWE SPXHBEOM ZENUCen;

- PETYNREPHD SHENHIMPOBATE HOHTEHT WHTepterca B2C ECT gnA onpepeneses norpebHocTd Bo BHeCa-
HAW N0k MAMEHEHWA.

OpradHwzayws gonxia obecnaynte, 4tobe npr pofaenesyy HNKY BHECEHWH NONPAaBEOR B KNIOYEELE 308-
MEHTH HOHTEHTA cWcTeme B20 ECT WomonsiocBAENMCE NOOXOORWME OMA 3THE LENSA MeXadnisMel ynpasna-
HARHOHTPONR (HANDMMER, MHOMOYPOEHEERE BHENWA, NPOUSOYEE NOGNMCAHMA OTEETCTESHHEIMKA NHUAMA).
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JpraHwzayns gonxia O0ecneqynTe ONEpETHEHOE OCYyWeCTENEHWE Tpabyemblx obHoaneHHE 1 Mogndiea-
L. Npy ngeHTHd MEauny ownbor B CBOME JERCTEMRY N0 NPEA0CTAENEHWD MHEOPMALWK ODFaHMIAUHA Qo0n#-
HE 8 EpaTHEHAWWE CPOEM NPEgNPpUHAMETE HECDEOOWMEIE KODDEKTHRYEILNME MEpE W B TeX CAyYasx, rorga 1o
YMECTHD, CODDWaTE 00 3TOM KOHEYH=M norpelurenss. DpradywiaumA gonxdd cofnogate YCNOEWMA KOHTRER-
TOB, 3AKMNK4EHHEBIE 00 TOro, Kag Beina naeHTHdHUMpOBaHE W BCNpaeneHa ownbEa cnetamel B2C ECT. Ona ob-
NErYEHWA JOCTYNA EOHEYHBX NOoTpebuTensid k obroBneHHol WMHGOEPMAEUMH OpraqdWIanEs QOnHEHE YHE IMEATE
SaTy BENMOAUWMA W TOYHBIA HOMBP BEPCHE B CBOMZ NOoNWTHMEAR 8 obnacty B2C ECT, W npy CyIWBCTEEHHOM W3-
MEHEHHMH B OOHOAW M3 CEOoMX  NondTdx,  gacawowuxEcA B2C ECT  {ranpumep, 20 OTHOWEHWH
KOHP HOEHUMANEHOCTH, COXPAHHOCT OJSHHBIX, BO3BPATOE W OOMEHOB). ODrEHWIAUWA QONRHE CTHSTNMERM 06-
pazom BEgGENATE PAZGEN, NOQEERrHY TEIA NEPEcMOTRY.

6.2 OnepaunonHan aza TOProEoR COBMHW

6.2.1 Obwue NnonRoXMEHWA

Ons obecna¥asns pEaNUIaU9My 370l dEassl CPraHMiaumre GoNEHE OOy WECTENATE CNEAYHWWE OERCTEMRS

) OHAZEHME NOLOSDHEN B NEpEOHEYANLHOM BeBaps;

b masnTrdneauma noTpebyurenes;

C} hOpMUPOBAHWE OROHYETENEHOMD LEHDBEOMND NPEONOMEHHA;

d) oEABZEHKE NOOOSDHEN B CNocobe onnaTe;

) CHHEYMOHMPOBSHWE NNaTasd;

fi nogTeepRIaHME 3akasa.

6.2.2 Orazanve NoAOEPHEM B NepEOHaHansHoM ELBope

Ans cogeEcTenA CnocobHOSTH KoHEYHOra notpabuTens coobllate CEOK JAMHTEDECOBAHHAOCTE B npHob-
pETEHKK BRIGPAHHOR NPOOYELWANA OpraHMa3syMA DONMHE:

A) TOYHD HOBHTHPHUMPOBETE TOT NPOSYET WAK NDOOYETE, 8 NpUoSpatadny KoToporolsEs) nepeoHaYyansHo
ZEMHTERESCOEEH NOTPEEWTENL, W HECKONERD 3T0 BOIMOMHO:

- DOBOOWTE A0 CHEOEHWA HOHEYHwE notpaburensd madopuaume 0 UMewuEcys DaInHYHAY WNKM HBCO-
BMECTAMOCTAR MEXLY BADMAHTAMH BeIGHpaEMEIX NPOOYKETOE [HANDKMED, BCNW NPUCACCOTNEHHE KNK BCNOMOTE-
TEMEHBIE NPHHAOMEEHOCTH KEAX0ro-Nnbo NPpOoOyKTa COBMECTAMEl TONBKD © ONPEOENSEHHEMMA MOQENAMM |,

- ofecneunTe, HECKONLED 3T0 BOAMOKHD, 4700kl BeIGpanHEe BapUaHTE NPogYEUHH Beine npurogHe. anA
EOHEYHOM NoTRESMTanA, HOXOOA W2 WABBCTHEE CBEOEHWA 0 gaddHoM noTpeburens {Hanpumap, 8 ToM cnydae,
BCAW NPOSYET NPSOHAIHAYEH ONF MCNONE30EAHMA NoTREEUTENRMM TONEKD NO QOCTUHEHMH HMIK ONPEganeEHHOND
BOIpACTA),

- phECnEdUTE, 4TOBE NRPOOYET, YHe BR0PAHHEIR KOHEYHER NoTpebnTenam, H8 mor BeTe KYNNEH QRyYrAMM
NALAMKE B TO BREMA. NOKE 3T0T NOTPEDATENE NPUHUMAST CEOS OHOHYATENLHOS DEWEHHE WA 00 HCTEYEHMWA
Cpoxa, 0bLRBNEHHOMD 4NA NPWHATHR PELUBHWH;

b) hHECHMPORETE KONWMHYSCTED KEMA0MD NPOOYETE. KOTOPLIA NPEONAra8ToR GNA NROOEMK]

C} B0 BCEX CAYYEAX, KOTOE 3T BO3IMOMHO. YESZOMMNATE KOHEYHEIE NOTREDWMTENSN O HANWYMK NPOOYETE M
NNAHVPYEaMEN X CPOKSXE Br0 QOCTABEKW,

d) pa3pewaTe pEIEpBEMPOEATE OTODDAHHYK NPOOYELHID 00 NDWHRTAA OROHYATENRHOMD PEWEHKA O NOKYNES]

8] NO3IBONATE BHOCHTE WM3MEHEHWA, KACEHWKecA NBoR pesepeaguy, 40 NEpaXoaa K COBEPWEHWED onna-
Tel Bez Toro, 4Tobs HGKHD BRIND NOBTOPHO BEOOMTE TEKYWME BAPWEHTE BDOpa, W OCTEENATE 28 noTpebuTe-
neEM NPEBED HABDOWTE CNPABKM OTHOCMTENEHD SPYIOA NPpegWsacTEyWeR cOenke WHEOOpPMEUWN 8 OTHOWEHWH
NpPOOyELH@;

) oTonamuBeaTe oWWbsY, COBNAHHEIE NOTREDATENEM NPWM BEOAE OAHHBIX. ¥ MMET: QSRCTEVHLWWE MEXa-
HMEME ONA NPEO0TEREWEHNA TAKKE CHTYAUMA MNH gnA Toro, 47obe BaprdurpoEaTs HEMEPEHME NOTRE0NTanA
(HaNpUMEep. B NpOUSCcs MosHD Beino Ow npegBapiTaneHo 380888 Te NApAMETERl OANA 0BNACTEA BEO00E OAHHLIX
B anpasaTHOMHAKY YUCNoCBOM NOpAGEE NHE0 YOCTAHSEBNWMEATE MAXKCHMENLHE R NEPSOEN N0 HONWYBCTEY 38K33L-
BEEMEX NPOAYETOR).

5.2.3 MgeHTuhHMEaUMA noTpebuTEnen

Ons rarg 4robsl NDASKMNEHD JPErMCTRHPOBET: M TAM MO BO3MORHO NPOBECTA BANWIOSUWMED SaHHER, CER-
3EHHEIE © NHYHOCTREH KOHS4YHOMD noTpebuTens W agpecs QOCTEEKA, OnA ofOpMNIEHAA 3AHE308 OpradqIau9s
OONHHE DCYLWECTENATE CREOYIIUHE O&ACTEMAS

) OpPraHiIauns gonsHa Tpefosare BE0ga WHEOPMELMK, COOSDEAWER NEPCOHANBHEE OSHHEIE, TONBKD B
TEX CNYMARX, KOTAA 3T HeobXognmmo OnA npouscca 35Ka3a. Opradv3ayue HysHo ceecty cBop, HCnone2oBaHWME W
PECEPRTHE NERCOHENBHEX CHEOOHWA K TOMY YDOBEHID, ROTOPBIA NHEOR agpaBoMecNAWEE “enopay cHan Dw anss-
BATHEM B MME0WWE MecTo oDCTORTENLCTEEY. JATEM ORraHWIauMs DONMHE Qa8aTe HOHSYHOMY noTpeBuirano
OHEHE YETEDS YEE2aHNE OTHOCHTENBHO DOAIATENLHEIX H HEODRZETENEHEIX JNA 28NONHEHWA NONEA DaHHBIX;
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b} oprasuzayns gonxHa coofwate KOHE4HOMY NOTRE0MTENN QOCTYNHEM A3bIKOM CEEO0BHWA O NOMNUTHKEEX
8 obnacty KOHGMOBHUHENEHOCTA W BE30NECHOCTH, NEHMEHHMESE B OTHOWSHHN MRpEO0CTEBNEHMA daHHsx. Mh-
TERGL 3FPYHUTECH COrMacuem noTpeDWTenen, CPradHdIauMe QonNMHa NEeJCcTABNATE EOHSYHOMY naTpabuTans:
MOHATHEIE ODLRACHEHWA B HYHHOM 00bEME OTHOCHUTENEHD TOTMD, HAK MHBOPMAUWA, COQEDHEWERA NEPCOHANBHEE
OAHHEE, MOKET BETe MCNONEI0BAHE (HENPMMED, NOCPESCTEOM PACNPOCTRPAHEHMA CEEAEHMA BHYTPH Opraddaa-
UMK MMM CREOH TPETEWR CTOROH];

C) DprasHqIaurs 4onHHa POopMUpoBATE, NPOEOAMTE BENWAAUAD B OTHOWEHKA MONHOTE W NPEBHNEHOCTI
JANONHEHAR NOMNER ONR BEOAE OAHHBIE, OTHOCALWMACH K MEPCOHANBHEM CES0BHMAM O KDHEYHOM noTpabwrens.
W OoNYCEATE NOBTOPHBA BBOM TONBED ONA HEODXogMMux 0aHHwx. B Tax cny4asx, korga maryT OsTe MCNone3ao-
EdHEl BHELWHWE CcoDDWEHWA B ENAY COOBACTEMA NpOUEcsy BE0LE OdHHBIX (HAnpaMep. oadopMmnedye agpeca ot
Zip-ko0a), OPrasn3Iaunn Heoi oMo PECCMATRWEETE MY MCNONLIDESHWE

d} OpradnIsyMA JonHHa oOpaWaTecA M MENONL302aTE NHGEE NOAXOARWME BHYTPEHHWE WMMH BHELWHWE
OAHHWE B UENAX NPOBEPHM NPHEMNSMOCTA 38k838, obecnesrBats, 47006 0ToDpaAHHAR NpOSYEUMA OTBSYENE
JFXOHOGATENBHEIM W ApyTUM DDRZETENEHBIM TDE00BAHNAM TEX PETMOHDE, B KOTOPEIE NPpOWIBEAEHEl OTADASKE W
OocTaBkd, a Tassa ngedHTiibnukpoeaTe Nobee npobneMs: ONA WX pRAPEWEHKWRA,

B} OpradM3IauMA OONEHA NPEANAraTe QNR KCAONLIOBEHHA BREDAHHOS NOTREBMTENAMK KMA NONLIOBATENR
W NEponk C TEM, 4TO0H MMENSECh BOIMOKHOCTE ONH MOBHTHOMEAUMY B Byayn: Toproeex coengax. Jpraddaa-
UWA SOMMHE NPEOYCMETPHBATE NPEADCTABNEHNE COOTESTCTEVHIWHY METOONHECKAR YESIAHWHA, NOMOTEH WM
NOTREeEMTENAM DUSHUBATE OBACTEME Wi NARONA.

6.2.4 DopMMpOoBaHHE OKOHYATENEHOMD LEHOBOrD NPEANIEEHHRA

B usanAx npagocTaEnNadHymA KOHEYHOMY NOTREDUTEND NPpEBHNEHOA ¥ NONHOA MHBOPMALHK B OTHOLW EHKK
NpUobpaTasmors NPpoaykTa ung Npogysyymd 1 BCEX CERIHHHBIY © 3THUM PECXOJ0E W YONOBMA  DRraHWzauus
noneHE obacneaYuTe NEpELaYY 40 CEEO8HWA KOHE4YHDrD noTpeburens cnegyo wan nadopmaygun:

d) ONHCEHWE KaMS0I0 U3 NPegoTAENEHHbIY ONF NPOSaKd NPOOYETOE, BENI0YEA BOSE KNOYSERIE XapakTapn-
CTHEH [HENPUMED, MOZENs, HONWYECTED, PAIMED W UEST)

b} cToMMOCTE ONA KES*%O0M0 NPOIYETE

C) B TEX CHTYAUMAR, Korga obecne4vedo HenpepeBHoe cHabXeHWE NpogYEUMER (HANPAMEDR., ONA ONNEt
MOANACEY HE NERHOOHYECHHE HAOAHHA WKW YNBHCEWES B3HOOK |

1] Cym M ¥ NEPHOOMHHOCTA ANETEREA,

2] nogpobrol wHGOPMALMK NO CPOREM, WCXOOR M3 NPOOQONEATENEHOND WA HENPREDREROND XapasTepa
NpEanTHeHHA (HENPUMED, GNATENEHOCTE QERCTEAR KOHTREKTE. OHMWOESMBE CDOEM OOCTEEEN, ODHOBNEHHBIE
MONHTHEN W YCNOBWA, CBR2AHHEIE C NPEdOCTEENEHHEM CEMOOR),

A} © KAKOR 4asTOTOR M HE Eakol agpec Syoyr OQOCTaENSHE BEINACEW NO CHeTy [Hanpuwap, Guandecesn
aAnpet WANK aopet INEETROHHOH NOYTH ],

A4} K3k noTpebnTens MOMET BHOCHTE HIMEHEHWA K KOPPEKTHPOEATE CEEO0BHWA, KACAKIWKESR aapaca. uo-
NONBE3YEMOrD ANA ERINHCOK ND CHETY;

d} NpPHMEHKUMBIE HANDMKW W CEOPE OT TPETEWE CTOPOH, HANPHMER, BE3MMAEMEIE TEMOKEHHEE NOWNAHL KK
chopkl, CEBAIAHHLEIE C HOHEBERTAUMER BANKT: B TOM CAYHEES, KOMOE CYMME NOTEHUHANBHO MPWAMEHHMEIX HENOMOR
Wnu cHopoBR He MOMeT DbiTe YOTEHOBNEHR, OPraqHW3IaudmA QoNMHE YEE3sBaTe HHDOPMEUWMEY O BOZMOSHOCTH
BIMMAHWA TEEKME HANOTOB MNW cOopoe K o TomM, kTo Dyget ux cobupars:

8] TaM, r4e 370 NPUMEHAMO, YEIIAHAE Toro, KTo ByoeT npeiocTaBnATe NEoAYLT [HANEWMER, B TEX CHTya-
UWAx, kargda npoeangepel B2C ECT nocTagnA@mT npogyeT HNM CEBR3EHHEIE © HAM YEOYTH)

f] cposr 4OCTARBKKM W BAPMAHTE OTNPABNSHWE, BENKYEA BOIMOMHEE BNbTEPHATHEHEIE DACUEHEN B ZHBACH-
MOCTH OT BEICTROTE MK CROYHOCTH OOCTEBEM, THAE NEPEE0IYMKE, MEPLWEPYTA CNEJ0BEHMA M WEHHOCTH 388338,

g} nuxbse BEaprEUMH, CERIAHHLS © PACKOOQEMH, B CODTEETCTEMM C THNOM OMAATE, KOTOPRIA ByOeT MCNonk-
AOBEH MAN NEPHOGWHHOCTI NNETEXEA, 3 TELe MO0 YOROEWA, CBAISHHEE © ONNETOA (HANDHMER. OrpaHdYE-
HWH, CBRIEHHEIE C MCNONEIOBIHWEM KDEONTHRIX KApT)

h} EYMMAPHYK CTOAMOCTE OCYUECTENAEMOR COSMNKA, BENKYAA J8ACTEYROLWWE CEUOKN 1 BCE NPYMEHHMES
HEYMCNEHHA;

i) npoUBCe ONA BHHYNHDOBEAHME WAW NDONOHTAUMY QEACTEYRIWEND KOHTREKTS W nocnegorens nobara Ta-
HOMD BHHYMTHPOBEHAR WA NPONOHIELKRKA;

i} MIMEHEHHBIE WMNH DONCNHUTENEHBIE DACKOOL, CEAZEHHBIE C BeDpaHHDR NPogyEU@uen N BelGpaHHe mE
BEPWMEHTAMNA NPOOYELRAL

k) neoBsie apyree NPUMaEHAMBIE OrpaHHHSHrE KN YCNOEnA.

OpradHysauws gomsHa obecnsyrte, 4Tobs KOHEYHEE NnoTpaBdTens MoOr NErko CPHEHTHROBATECA (O0yWa-
CTEMNATE HABWIEUWK ] B ONUWAX, Npegnarasmes gnA exbopa, gnA 1oro 41obel BHOCWTE B HWE wameHeHuA bDez
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noTEpd OOcTyna & WHDopMayWmy of OECHYETENEHOM USHOBOM NPpegnoxedHdd. DpraHyiiIauyA gQonxdiEg QasaTe
TOUHRE  YESIAHHA B OTHOWSHWH nNobelx  CEMO0K, =07opele Mormd Bel GeiTe 38npOWeHs HOHEYHEIM
notpeburenas, u ofecneynsaTe oDpaTHER XPOHOMETDER B PEMAME PEANEHOMD BpeMadHy gns otBopa wnw pac-
HETA UEHE NPOGYRUAK, 3EBHCRWWY OT CPOKOE ODCYWECTENEHWA 3ax833. Dprasvzagns gonxda ranse obecne-
YTk, 47006 ¥ noTpebUTENR B KOHYS NpoUBECcca OwNa BOIMOMHOCTE NOATEEPATE CEBOE HAMEPEHHE COBADWNTE
NOKEYNHY., NOIBONME NPW 3TOM 8Wa pai obgymMaTe M BE3BRCATE NPELDCTABNEHHYH My HHPODMEL K.

6.2.5 Orazauve nogoepHed B Bsbope cnocoGa onnartsl

Ons 1ord 4robs NpeanoHUTe KOHEYHOMY noTpafurens OocTyn K pAXNMHHBIM BAPWEHTEM, CERIAHHBIM C
BeiGopom cnocofa onnate. OPraHnIaudA QONHHE NPEONpMHATE, [O8 370 BO3MOMHD, SHANWI ZETPETERINOQ,
NMPHHHMER B0 BHHMEHWE:

- NoTpEfHOCTE NPESNOXKHTE NOTREEKTENK TAKOS HONWYECTED METOL0E ONNATH, HACKONEKD 3TO NPakTH4E-
CEW BEINONHAMGO WNM uenacoafpasno,

- MONYNAPHOETE METOAE ONAATE

- MONYNAPHOCTE BpEHOA NEATEME;

- TEXHONOMHYECEHE 3aTPaT;

- 3A08PHEA BO BPEMEHH, CEAIEHHEE C NONYYEHHEM JSHEKHBIX CREOCTE;

- yAoBETED MCNONBAOBAHWA 4NA KOHEYHOMO noTpaburens;

- NpoCTOTYY4o8cTED BIAMMOCER 2 DRTEHHIEUMKM C NDOBIAOEPOM NNATEME;

- CTENEHE 33WHTE OT MOWEHHHYSSTES.

CIpraHWzanus GonsHE:

a) cobnpaate sce Tpabyemwe cTaHfapTe 2 aBnacty DelonacHoCTH gnA obscneayedHns COXpaHHOCTH M
NEpESEYH OaHHEX, CERIEHHBIY C NNATEMAMH, ¥ OOMHHE 48THD 1 ACHO SO0B0OWTE 00 CEEgEHMS noTtpebutensd
MHopMagn o Mepa: no ofecnevyeHdid BE30ORECHOCTH 4NA TOrg, 4Tobbl NOMOYE HOHE4HOMY moTpebuTang
OUSHATE YOOBSHE DHCKOE, CEAZAHHLIX © HEMOLIM NPSONAardeMsn SEpASHTOM NNaTema;

bl NoIgonaTe KOHBYHOMY NOTRE0WTEnD 2elbBpaTe BAPHAHT GNAATE Takdm cnocobos, 4Tobel obecne4u-
BENMCE MPHEMNEMEE COOKM DOYWWECTENEHWE NNATEXaN,

C} obecnE4WEaTE COEQMHEHNE KOHEMHOMD NoTPeOMTENA C nposdRgepon Ons selbpadHoro NNatexs Takmm
cbpazon, 4Tobel QCYWBCTENSHWES NNETERS MOrNo BeTE BEINONHEHD, MNH CHAGMETE NoTPpebWTENA CEEOEHWNAMM,
HOTORLIE My HeoDioquMel ONA OCYWSCTBREHWA NPAMOR ONNETH B 84pec QpraHnIaumy;

dj cHabwate KoHedHora noTpeburens mudopmagprer O ToM, & KOMY CREgyeT oDpaAWaTscs © BONPOCAMH
WK NpoONEMaMH, CERIAHHLIMKY C ONAATON.

6.2.6 CAHELWHMOHHUPpOBAHME/ABTOPHIALMA ONNaTLI

B xoge 2anyiauMe TORroBOA CHSNEN Opraqdu3auda gonsHa obecna4wTe HANWYWE CBAIA © KOHEYHBIM Mo-
TpebuTEnaM B OTHOWEHWK TOrg, Beink WNW HE Belny OcyIIBecTENSHE BETOPHIAUMA/CAHELMOHKPEOBEHWE GNNETh
no COEnEs WNYM ®e Npowzowen otkal. B cnydae 0T¢&833 opraHMzaynys gonsda no BOIMOEHOCTH NPeansHuTe
BnN:TEPHE THEHBIA METO ONNETE.

6.2.T OipopmneHne axkaza

B uansx nogreepHOSHAR TOND, 4To 38KA3 KOHEYHOro noTpeburens Bell NPUHAT W HAXOOWTCR B CTAOHM
BEINONHEHWA, OPFraHM3auKMA QonsHaE oBacngdn e, Y1abel:

A) MAKCHMANEHD CNEPATHBEHO NOCAE NoNy<eHrs rHpopragmy 0f aeTopW3aunmy annatel HANPAEKTE KO-
HEYHOMY NATPESWTENK OOKYMEHTENLHOE MOSTESRHEOSHHE BCSX OAHHLIX NPWHRTOND K WCNONHEHAN 3akE33,
BEMHKIYAA HOMEP 1AKE38, SOPEC QOCTIEEEA,NNAHWPYEMEE CROKM AOCTABKW [BHMNKIYAA 38HEIN, BLINDAHAESMEE DO
YACTAM), KOHTAKTHRIE JAHHEE DRFEHWZEUME 1 NHEBRIE CNELWANSHEIE YENOBWA, KOTOpLIE BeINy NpEgBAPH TENEHD
COrNAcoBaHbI;

by notpafuren: GeIN0 NOHATHD, C KEROM MOMBHTE ORFradM33LMA CYMTAET YOTAHABNWESOWKHA oDA3ETENL-
CTEE HOHTREKT OdOpMiEHHEIR;

¢} noTpebuTans BeIND NOHATHO, CTEHOBWTCA WAM HET NOOTESDHOBHWE 38HAIE COCTABHBIM 3NEMEHTOM
HKOHTRAKTA;

d) 8 ToM cny4Yas, BCNW NOATEEHASNWS:S CoODWEHMe HE Deno nony4edo, 31oT qiakt Gen 3apeEricTprpo-
BaH W BLIND NpeEgnprHRTED JEACTEWNE NO WCNDABNEHWH QaHHOMD HEQOCTaTHE;

8] HDHEYHOMY noTpafurand: Gwnd OaHbl YEAZAHMA 0 HeoDX04MMOCTY CBA3ATECA C OpraHM3EUMER B Chy-
Hae nobors PACKOKOBHHA WK MEMEeHEHWA, HEobXoOMME X 4NA BHSCEHWA B 38K83, BLNKOYEA DaKTUYBECEHIR agpec
OpPraHWIaLME;

fi B ToOM Chyyae, KOrga HEODEOOWMO BHEGTH H3MEHEHHA, NOSTESPHOSHHE J8Ka33 BO2BPEWANDCE HE CTa-
AWED OXOHYATENEHOMD UBHOBOM NpeanoEeHus bed HeobiogumacTi 330080 HAaOWpaTe Opyrue SadHeeE;
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g} TAK %E KEK W QNA BCax PyIHE NPpOoUSccor, NOGTEEH4SHME 3JAKE3E BRINONHANOCE HE A3LKE, BREpaHHOM
HOHEYHBIM noTpeburensm g npousccs erd 2elBopa npogysumm,;

h} npw STCYTCTEMA MKDBEXE WIMEHEHAR, HHHUMMPOSEHHBIY KOHSYHBIM NOTRE0MTENEM B PEIYMHLE CROHW,
NpoUScE MCNONHEHHA 86333 NepEX00dn B NOCASONEpayHoHHY D diaay.

6.3 MocneonepayvonHan ghaza TOProBoW COenKu

6.3.1 06wrhe nonoxeHWA

OnA ofecneayeHrl DEENHIaUMy NoOCNecnepayroHHoR dEIw TOproson cOsnE DRpraqHUsauMys OonEHa Bhi-
NOAHATE CNEAYEILME D8ACTEHA:

2l NoCTaakA;

b} menpaeneHuA;

C) BOIBDATE K 33MaHb.

6.3.2 NocTasxa

CpraHv3ayma qonxda obacneydnte DE0NACHYHD J0CTABKY BERIDPaHHDE NPOOYELKMK ROHEYHODMY noTpebrTa-
Ny Takam obpazom, 4Tobe:

- NPoAyETel DLNW YNEOBaHs cnocobom, HOTOPRIA NOIBONAT WX 3AWATHTE B X008 NEpaso3nd NpH Npeagy-
CHOTRPEHHEE YENOBMAN:

- BLiN HEMONL30BAH METOS JOCTAEEM, BeBpAHHNE HOHEYHEIM noTpaBuTanem;

- DEYWECTENANCA MEHEOHMEHT QOCTABKH (HANPUMED, OTCASMMBAHNE MapWRYTE, BapndvkaynA nokaza-
Tenad paboTel NpoBARASPOE YONYT N0 QDCTABKE NPOOYELAN )

- HDHEYHEA noTpaBuTens Gwn onepatyveHe YERAOMNEH 00 BooX WIMEHEHHAY, CBAISHHEIE © DACUBHEAMK
ONA MEpONPUARTHR N0 QOCTAEKE WNW ANA NOTPY30YHO-DAIFPYI0YHEX pabaT;

- AFNNEH NO OTIPYERE NOOOBEABENNCE B paBo4en CcocTORHNN.

OpraHy3auns QonsHa Npegnarate CpeJoTEa 4NA OTCNEHMBAHMA MADWRYTOR NOCTAE0E NDOOYHEUMK TaM,
o8 370 BOIMOEHD. 3TO0 MOEET HACATECR J8AcCTEMA npoeargepos BZC ECT. B tom cnydas, worga cHGCTEME No
OTCASHABAHMI: MAPWDYTE MOMET BETe WENONL30BEHE HOHEYHEM NoOTpEGMTEREM, OpRraHWIguME HYHHOD 43Tk
noTpefuTensd CoDTEaETCTEYHILME YEIIAHAA O TOM, KaK 0DpaWaTscA ¢ 370 cHCTemMan. Ecny xakor-nnbo 3aka:z
HE MO#EST BelTe BHNOAHEH B COOTEETCTEMH C TEM, KAK 370 MIHE4ANLHD NpEONONEranocs, OpraHM3guws JonHHa
MNpWHATE HA CebR OTEETCTEEHHOOTE 38 OONONHWTEMNEHLIE PACEOOLl HOW NPEANOEATE BEPHAHTE © HOBRIMW CpO-
HEMH HIMH BHHYNHPOBATE QaHHEIR 23183 3e2 BInMEHHA wipados o koHeYHoro natpaduTens.

B vex cnyd4afAx, KOTga sOHEYHLIA NoOTpabMTENE UMEST OERCTEYHWHA KOHTDAKT Ha PEryNREPHEIE NOCTAEEH
NpoOykUMK, OpradsnaaunA gonEHa obecneasute, 4Tobel HEMGEA BRINWCKS MO CHETY BgaHTUduyMpoBana apradi-
JFUM KD, COOTEETCTEVEIWMA NPOOYKET W CYMMY, NOGNEXawy onnate. 3a HCENKYEHMEM T8X CNYYa8E, KOrga Takas
OMNUHA OOHOIHAYHO OTRNOHEHS KOHEYHEIM NOTREDHTENEM, JEraHW3aUNMA QONMHE IApaHEE BRIJABATE NERUOON-
HECKW BRINYCHASMOE MIBSWEHKME 0F MCnonNHEHWKM ABTOMETHYECKH MOBTOPREMORA 3AKYNEM BN ob SaTOMaTHYE-
chomM oBHOBNEHWW nognuce. Dpradnzaynys OonHHa TEREE NPEgEneH0 Y8TED cooBWware koHedHomYy noTpebnTa-
N WHGOpMELMEs 0 N0OeX HIMEHEHMAX B OTHOWEHAW yONOBKA ONNATel W CpORoB. B cny4ae CEpe8IHON HiMe-
HEHWA DPraHK2aynA O0nHHa NPejocTaENATE HOHEYHOMY NOTPEBWTEND BOIMOMHOCTE BHHYNWPORATE COrnawsa-
HWe DAl xaErx-nvbo QansHERLWAY 38TPAT MnK cER3aTenscTe.

6.3.3 HocnpaeneHuA

C tem 4700k B KPATHAWWKWE CROKM WCOPEENRATE MOOBE HEQDGCTATHM WOW HECOOTBETCTEMA, CBAIAHHEE o
NpoOyRUMER. CRpraHMIEUreE QONHHE papaboTare NONMTHRY B OTHOWEHAK NCNDABNEHAA, 3 Tagsa:

- NPENCCTAEMTE KOHEYHOMY NOTREOHTENH ACHOS ONWCAHWE CEOER NONWTHEA B OTHOLWEHKKE WCNPABNSHARA;

- MOEHTHHUKPOBATE NDBLIE HOENKIHEHHW R,

- JABETE YEIIEHWA W DEEOMEHOAUMK EOHEYHOMY NOTEEOWMTENHD B OTHOWESHKK TOrd, KAk HYSHO J9RcTEO-
BETE B TOM CNYYSE, 8CNA APOOYET HAXOOWTOA 8§ HEYQOENETEOPHTENEHOM COCTORHMWH,

- NPEACCTEEHTE HEOBXOWMMYED MHEODMALWKE 4NA OCYIWBCTENEHNA BO3ERATE NPOLYEUMH,

- NP OTCYTCTHMH BHHBL KOHESHOMO NOTREBWUTENA NDMHMMETE HA CebA BCH NONHGTY OTESTCTESHHOCTH 2a
nwbse AONONHUTENEHEE PACKOAEI, NOHSCEHHBIE B NPOUSCCS DAIPEWEHAA BOIHWKILER npobname, BO3ISpATE,
DEMOHTH WK 3aMEHE NPOOYETE, HIH HE NOAHOCTED BOIEQETHTE DEHERHEIE CpegoTRa;

- T4E 370 NPHMEHWMD, M3Yy4aTe COOTBETCTEYIIUME OnuMMd ¢ nposdigepamd B2C ECT oTHOCWTENLHD HX
CcoBCTEBEHHOR NOMNWTHEY ND NPOBESEHAE KONPEENEHMA W BO3IMOKHOCTE WX WMCNONBAOBAHWA ONA EOHEYHBLIE No-
TREDWTENEN Opraduiaumm.

6.3.4 Boagpar v obmen

OnA nogaapxaHMA cnotems B2C ECT opradyasaudA gonsHa pajpadorate NONWTHEY NO 2Bo2BpAaTamM W 0b-
MEHY, & TamHe:

- CHEOHEATE HOHBYHOrD NOTREBMTENA ACHEM ONWCAHWEM CEOEA NONHTHEN N0 BO3ERATEM W ODMEHY;
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- BOEHTHEMUWMPOBATE NELIE WCKMIDYEHWA B OTHOWEHAW ONPeJenEHHBE BUO0E NPOOYELEE [HANpUmep,
CHOPONDPTAWKWECR TOBAPL], UMD POBEE MANENHA WK CNEWHaneHo HaroTOBNEHHAR HE 38Ka3 NPOEYELWA Y

- QEBHTE NOACHEHWR B DTHOWEHWK TOM, DCYWECTENASTCR N N8DEE03IKA BOIBDAWBEMOA NPpOgYRUMK GO
NNATHD KIK 38 CYET KOHEYHOro noTpefuTens;

- wanarate nubse TpeboBaHMA, HANPHMED B OTHOWEHMK COCTOAHWA NPOgYEUMK, 88 ynakosew 1 cnocada
BOIEPATA, BEMNKYER AQpec OMA BOIEPATA NPOOYHLMK.

MonNUTHES CRraHM3daume B OTHOWEHWK BOIBPETOB M 0EMEHE NPOQYELKMKA ODMAMHA COOTEETOTEDEETE MEoGLIM
NpPHMEHAMBIM 38K0HOOATENLHEM TREBOBEHUAM [HANPUMED, DTHOCUTENLHO NEPMO0E BPEMEHW, B TEHEHHE KOTO-
porc noTREGUTENE MOMET AHHYNUPOEETE KOHTREET Bez npuMeHeHns WTPaMHEX CEHKELWA).

7 MHorodgrainbele NpoUecchl

7.1 BiaMMOCERAZIL C EDOHEYHBIMH NOTpeDHMTEMAMK

T.1.1 Obwue NonNoMEHWRA

DpraHuzanus QonsHE paspaboTate 308 KBATHEIE METOOLI GNA HHTEPAKTUEHDR CBAIAM ¥ oBMana wrdopma-
LWEH © HOHEYHBIMA NOTREGUTENAMKY, BENMNYER KOOEBKC no coankas B2Z2C ECT, opradrisunoHHO-TEXHWHECEY I
NogoepHEy KOHEYHRE noTpebnTtenad, paborty no paccMoTpeHU Ranoh, paIpewaHnD CNopoE W PAIHOMMACKE ©
BHELWHAMK CTOROHAMHA W NOAOEp®EHWE OBpaTHOR CBAIW C noTpebuTenAmy. B3aMMOCEAIM Makay DRraHnzELmn-
B W KOHEYHBEIMKE NOTRaOUTENAMKM Q2K0T BOIMODHHOCTE AYHIWE NOHAMAETE To, KAk pabortaset cucrema BZC ECT w
TE MECTH, (08 88 MOKHD YNYyHLKTE.

CpraHMzagus DONMHE S0anTHPOBETE CEON NPOUBCoLl BISHMOCERIM © KOHEYHEMHA NOTpabuTEnsMK &8 Co-
OTEETCTEHH C HE DHMOSHMAMM B OTHOWEHWW HHTEREKTHEHON cpaael. Hanpumap, osHO0aHHA, CBAIAHHEE © pea-
rMpOBEEHMENM DRPFEHWIEUMN HE ZANPOCel N0 INSETROHHOA NO4TE, OTAMYEKITCR OT 3ANPOCOE, COENAHHEE Nocpag-
CTEOM OTNRASKK NOYTORRIX COOBWBHWA.

Opradwzagus gonsHa obacnedynTe HAanKYWe ¥ 88 padorHugos Heobxogu e s 2HBHWE W HABRIKOB, CBA3EH-
HblX & EA¥AbLIM npoyeccon . Hanpuuep, HaeeEn, Tpebyemee Ons pazpaboTii MHTEpheRca ONR NoNBLIOBATENEH,
TAKMX HEE ZHAHWE NMPEETHHMBECEAR Mep no afecnedarvin BeaonacHocTy, MOrYT IHAYMTENEHD OTAWHETECR OT Ha-
BhIKOE, CER3EHHEIX © DHAZHHWEM OPraHHIAUMOHHO-TEXHHHSCKOA NOJOERHEM HOHEYHEX noTpebuTensd, kak Ha-
NPHMEH, KOMMYHUEETHEHBIE HABRIKH.

7.1.2 Kopgexc no coeneam B2C ECT

JpraHwzayns QonEHa COCTEEMTE KOZeKE no caengkam B2C ECT. B aTomMm KOOSKCE HYHHD OTP33nTE obewa-
HWMA OPraHH2E UMY, JABASMEE KOHEYHEIM NOTREGUTENRM B OTHOWEHKWK!

CHROSA NPOOYHELWK;

npouseayp no ohoprNeaH I 385838 1 oBpaboTiM DaHHBIX,

HOHPMOEHEWANLHOCTH HHPOpMALWK, COAEpHEEWLER NEPCOHANBHEE CEEOSHWA;
MHEBOPMALMOHHOR BBR20nacHoCTH,

onepagun no coengam B2C ECT o Wan-ecslmMi NHLAMH, HEXDSRWMMAGCH 38 pyBemom;
Npouenyp. CER3EHHELX C QOCTEEROR NPOOYHLKKE;

WMCNPABNaHNA NROAYKLWK;

obMEHDBE ¥ BOIBPATOR;

- OPFEHMIALUWOHHO-TEXHWHECEDR Nogaspsed notpedntanen;

- paboTe N0 PECCMOTREHWE Kanoh;

- NogOepRaHd R obparHol ceR3M:

- PEADSWEHWA CAOPODE M PE3HOMMEEMA © BHEWHWMK CTOROHEMA.

OononeUTensHoE DYROBOACTAD NG COCTasneHdn kogekca B2C ECT pako B nprnoxadyad O W B cTadaapte
WMCD 10001,

T.1.3 CpraHMIauMOHHD-TEXHMWYECHAA NOOOEP®EA KOHEYHBIX NoTpebuTENER

B uenAx COOEACTEBWA KOHE4HEIM NOTRE0MTENAM B OCYWECTEASHWA COSN0E W HCNONS30BAHWA CHCTEMBI
BZC ECT opranvaaunu, OpraHH3auMe QONKHE;

- DHEILIBATE KOHSYHBIM NOTREEMTENAM ORrEHWEAUAOHHO-TEXHWHECEYD NOOOEREEY W OQ9NaTe B8 NErko
OOCTYNHOA Tak, YTole OHA CONPRranacek © AERCTEMAMK cUcTEME B20 ECT opraHd3aumy: 370 MOHST BEAMYETE
HEMEDEHAE WMCNONLI0BATE HHTERAKTHEHEIE CPEACTEES W METOOMEM, NO3IBOARKIWLWE SCYIMECTENATE HHTERAKTHE-
HOE BIBHMOOBACTENE MEROY KOHEYHEMKW NOTRE0WTENAMK 1 ODraHMIauWen;

- UNEBPATHEHD PEEMMPOBATE HA HHhOpMAUKD, WOEH THdMUMpy Wy noby noTpebHoCTE B OTHOWEHMA Me-
ponpuaTHR 8 crnoTame B2C ECT, wotapas obycnoenaHa 88 OBACTENSMA MO OKE3EHH D NOOANSDHEA NOTRE0NTENAM;
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- OHAZLIBATE HOHEYHEM NOTREGMTENAM NOQOEp#EEY B TEX CNYY4EAX, KOTOE CNOMWMBWKMECA CHTyaygan Tpeby-
H1T CEOEBIEMEHHDN NEpagayy HHEOPMEUAK (HANDHUMED NPVMEHHTENEHO K OT36IBAM APOOYELUMK, HOBOW HHap-
MELKMK,. HaCamWeRcA B3 0NacHocTA NPOaYETa, NpMobpeTEHHEM naTpabuTansm ).

7.1.4 PaboTa no pAacCMOTREHMK Hanod M paipewieHnd PAIHONMACHA C EHEWHHMH CTOPOHaAMM

Fabora ¢ #anobamy — 370 NPOUBCE, KENONEIYEMEIR OPraHVIaUWMEd QNA PEcCMOTREHUA NHEkE BRpaRaH-
Helx NOTPESUTENAMK NPETEHINA HEYQOBNETEODEHHOCTH B OTHOLWEHNA ORraHMIaUMK. 88 NPOOYELUHH WAA HEEKO-
TOROFD 3CNeKTa @8 cHoTeMe B2C ECT. pelWaHAl HNK SeRAcTENRA.

NMpusedaHue -  PywoBopcTes 0o npoueccy  ofpaweddA ¢ #HanobEMW  NpEIROHEH: B
MCO 100032,

PaipeweHHE BHELWHAY CNOPOS W PAIHOMMACHA OTHOCWTCR H DASPEWEHWKE BHEWHWMK CTOpDHAKE wanob,
HMEHWAL OTHOWEHME K OPradu3auMdy, 88 NpoaysLqe mne HeROTOROM Acnexta g8 cuoreame B2C ECT, soTopeii He
Owin pazpeWEH NOCPEOCTEOM BHYTDEHHEN NPOUECCE OPraHMIAUNK N0 PACCMOTREHHI ®Xanoh wnw npeTeqani.

MpuwmedaHd# e —PYLOBEOICTES N0 NPOUECSY PRIPEWEHHA CNOPOE ¥ PA3HOINACKA Npeanc®edo g MCO 10003

COpradnaaymy onNsHs yHHTEBEETE TO, KEK En 1 cioTeme B20 ECT snuamT HE NpouSccel, CERIEHHBIE &
DACCMOTPEHHEM ®anoh W paspelEHHEM EHEWHMY CAODOE 1 PAsHOrnaciie. Hanpuuep, SKUENUWA ZapyDamH b
cogenok BZC ECT moMeT NpMEOOMTE K BEMOYEHAR ©YHELAA, CEA3EHHLE © ofeCnedsHnes gocTynHOCTA W
yoobore comMoTpa Mnd O0CNYHMBAHHA (B YECOTHOCTH, OTCYTOTEMS NNEThl 38 NONE3I0BAHNE, MEHH HE HECHOMEHNE
Aamkax ). DpraHviIaudA DOMHMHE TaEsse 84anTAROEATE CEOW NpoUyectsl no obpawedin ¢ xanobamy v paizpewa-
HWED) BHEWHAE CNOPDE M DA3HOTNACHA B COOTESTETEWK © OMMOSHNAMHA EOHEYHEX NOTRE0ATENER NDHMEHH TENEHD
K OHMNARHOBOE cpane.

7.1.5 NopoepmaHwe cbhpaTHOW CBAIN

CBpaTtHan ceAde — 3170 MD0A KaHAaN CEA3M ANS nepena4y nHhopMalKe noTpeburenas wnn Opyron 3anH-
TERECOBAHHOW CTOROHOWR B AAPEC OPradHMaauny, KACAKWERCHE ONeITE COTRYOHMYECTEE noTpeBMTENA © Opradg-
JAUMER, 28 NPOOYEYNH KNA HEKDOTOPOrD 2cnakta ee crctemel B2C ECT, pewednd vnn percTeri. DbpatHas
CHEA3E BEMKYEBRT B CEDe KK NONOMATENLHEE, TAK W OTRWMUATENEHEE NOXS3aHuA 0 acnekTax opraHyuIagvn u
DEKOMEHOAUMK B OTHOWSHAA M3MEHEHWA. Mpoysct nogaepsEasns oBparHoR CBRIM MOXET 3akno4aTe B cefn 2
HEYBCTEE ODCHOBONOMAramKiWUErc NpoYyecs No paccMoTpeHul wanobinperanann (cm. 7.1.4).

7.2 ¥npaeneHwe QaHHBIMK, CERIEHHEIMKA C KOHEYHEIMH NoTPebUTENAMK

7.2.1 O6wmne nonoMeHHWA

B ceosd cucteme B2C ECT opraHM3auWA gonsHa pa2pabordaTe A0K8aTHEE METOOL N9 YORABNEHHH
OAHHLIMH, CERIAHHBIMK C KOHEYHBIMK nOTpaBrTEmAMY, BENKOYEA Meps No oBecneYeHrio BEZONACHOCTH W KOH-
fHMOSHUMANBHOCTI.

7.2.2 BE2ONACHOCTE

OnA wanen HACTORWErD cTadgapTa O830NACHOCTE Jaknmyast & cebs ocoboe npousgypHOS YNpABEREHWE
NpOUScCEMd OCYIECTENEHHA 3J8NWEH, NEPELEYH H COXPAHEHWA OAHHEY O ROHE4HEX noTpebuTanAx.

MpusiedaHue - [JansHEAWSss pyKOEGGCTED N0 MEMOpMaUMoHHDR D230nacHOCTR Q3HG B cTadaapTax WMCOo
Y001 W ACO 27002,

OpraHy3ayma Do mHHE:

- ocobwm obpazon v nyEneyHD MHQOpMHpoOBATE KOHEYHEX NOTRpEDWUTENEl O CTAHOAPTAX, KOTORNE nog-
OSpHHEIET OPraHHIayns gans obscnasedns GeaonacHOCT NEPCOHANEHBIY CESOSHWE W SaHHBIX MO NNSETOHEHE M
KEPTAM KOHEYHOrD NoTpabuTens;

- oBacne4reate paipaboTEy nporpamMs 1 npousayp B 0Gnacty Bel0nacHICTH, YHUTEIBAKIWWE CYLWSCTEYN-
WWE W HOBBIE YTPO3s. CEAISHHEE © OCYWECTENEHWEM JANWCK, NEDE0a4 H COXPAHEHWA SNEETRPOHHBIE DAHHE X,

- NPHMEHATE TRPEODDBHHWA WKW PEROMEHSEUWMA KOMOSTEHTHRIY TPETEHE CTOPOH (HANPHMED HHTEpHET-
npoeaRgapos, co3garensn seb-0payIapas M KOMNEHAA, paboTawmse ¢ NNaTexHEME EBRTAMK, NpEgcTaBnTa-
ned DAHKOBCHEOW OTPACHAW) BD BCEX CHTYAUWMAX, ROMOE 3170 Heobxogumo wnn yenscoobpasso ¢ noavywk obecne-
HEHWR JOBEDWA HOHEYHBIX noTpebWwrengd, MocnonezoBaTe wwgpoeadwe anA Ge3onacHol nepenaYM GQaHH b
COOEEEWME NEPCOHENEHBIE CHEOEHWA 1 CESOEHMA NO NNETEXHEM EApTam notpe buransi;

- cofBnoaaTte BoE NPASOERIE HOPME. YOCTEHOBNEHHBIE 3AHOHOOSTENECTEOM W NEABUNA;
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- MMETE NPOUEZYPLI, YCTAHABNWBINWMWE NOPAOOE OEACTEVA B CRAYHES BCEX HADYWEHWA, CBR3EHHBLE ©
GE30MACHOCTEHI;

- COTRYAHMHYATE © KOHEYHBIMK NOTpEBUTENAMH B CNy4E8 BOIHWEHOBEHWA NPOGNeM, TEEHXY KA HECAHKLMO-
HUPDBEAHHBIE WIMH MOWEHHUYECHHE ONEDE LK.

T.2.3 Ko upoeH yHANEHOCTE

KoHtbngeHUMansHOCTs DTHOCATCA E ToMy cnocoBy, nocpegcTeoM EOTOPOND OpraHW3aynA cofupaeT wnu
MCNONB3IYET NEPLOHANLHEE CEEOEHHA 0 KOHEYHoM noTpadurens. 3Tk cobpaHHele JaHHEE MOTYT BETh MONONL-
30BAHBI TONEES ANA 0BpaboTew B NPOUBCCE MECNONHEHWA 33KA38 MNA ONE OpYrMe UERER. DHEEROHD ogobpeHHE X
HOHEYHEIM NoTpednTanam.

Dpraduiaumy QonsHa:

- YHAILIBATE KOHEYHLM noTpeburensm obszarensHys MHopMagMen, HEoEROOMMYH GNA COEEPLWEHWA 38-
KyNEd, W To, kaxas obpazom 31a madopumaygys ByoeT COXpEAHEHA W MONONBEZ0EAHE B DANBHEA WEM;

- MHBOpPMWPOBETE KOHEYHBIX noTpeBuTensl 8 TomM cny<ae, KOMGE NEPCOHANLHBIE OEHHBIE COBWpawmToA
ANA OAMNBHEALWNE BOIMOHHE X MCNONBIOBAHWA 3THXY JEHHEX, NQATNEWATE X K YHACTHE B PECCMOTDEHWNA Ka#-
4Oro TAKDID CHNy4Han;

- MHPDPMWPOBETE KOMEYHBIX NOTPEGHTENEE O TRETEAX CTORDHEX, KOTOPBIE Marny Bel NONy4WTe OOCTYN K
cOOpPAHHBIM JaHHLIM, W CTAPATECE JAPYHMTLOA COMMACHEM NoTpebuTENSA B OTHOWEHHK WMCNONB3OBEAHMA ATAX
BEHHEX;

- NPE0OCTABNATE KOHEYHEM NOTPEGUTENsEM BOIMOEHOCTE AHANMEMPOBEAETE COXDAHEHHEE NEPCOHENEHENE
DEHHE B

- CoOBIWATE HOHEYHBIM MOTREGMTENAM O KA#ZOM NOCNELYHWLEM KOHTEKTE, NPH KOTOPOM WCNoNB3IOBANNCE
KX NEPCOHANSHEIE OAHHBIE, NPEJOCTABNAA BOAMOMHOCTE HE NDWHMMAETE yHacTHE B nwbom Gygywesm koHTax-
Te/CERIM ¥ YOANUTE MY JEHHEE W2 cooTeaToTEyRWaro dadna;

- YHDEOWTE RCHYED NONWTAEY N7 CEOSrD NBRCOHENa, KOTORdA ONpafannaT Nal, MMEHLWE SOCTYN K HOMNL-
HTEPHEIM OJ3HHEIM B COOTEETCTEMA C ONPEJENeHHEIME LENAMA H OIDEHEHSHUAMKE, BENDYAEA wadposadda, wo-
MNONE3IDEBAHNE JEHHEIX BHE CTEH OPraHA3aLME 1 HETHHE YEE3aHWA B OTHOWEHWA CAHELWA 38 HADYWEHWE NOMNATARA,

- cofnepaTe BB NPUMEHMMBIE K QEATEFEHOCTH ODraHWIEUMA 38K0HE W NPEEAna no obecna<“eHnn KoH-
i aEHUMANBHOCTH LaHHEIX.

8 CopepkaHve B HAONEXAWEM COCTORHMM M YNy4YWEHWE

B.1 Chop muchopmaymm

Dpradu3ayns QonHa PEryNApHD M cHCTematHHecky cobuparte vegopmaumn, Heobxonumyn anA npose-
OEHWA PEIVNETATHEHOW ¥ SPEETMEHON GUBHEW NOKAZATENER paboTw cucTamel B2C ECT, srnqan CEREOEHKA,
MCXDOHE B GEHHBIE W 38NHCK, ONUCAHHLE B pazgenax B u 7.

B.2 OuyeHnka nokazaTened PyHEUMOHMPOBAHMA cHcTemel B2C ECT

JpraHWzagns JONHEHE HE DarynapHoR M CHCTEMAaTHYSCHOR DCHOBE OUBHWBATE cBo cwnotemy B2C ECT,
BEMHIHAR NPOSSHEHME BHY TREHHWE AyanTos/npoeepor crcTtemer B2C ECT.

Mpemesasue — PYROBOACTEO NO GPrEHA3AUWM PAGOTH, CEAZAHHOW ¢ NPO2EAEHHEM BHYTREHHNE AEORTOR CHE-
TeMsl MEHEAXMMEHTA, NpeacTasneHn 8 WCO 19011,

Boe ceefeHWA, NONYHEHHLEE OT OOpaETHOW CERZM, Manohe W pa3HornaciA Heobiogumo knaccrfMunpoBaTE 1
BHANNIMPOEETE B USNAC MOSHTHDOMEAUWMK CHCTEMATHHECKEMK, NOBTOPHKWKICE 1 Pa308s: NpoSnes W TEHOEHUWME,
CEAZAHHE S © HHUMOSHTAMM, 8 TESHKE ONA TOro, 4To0s YOTRaHNTE NEWUYHHEL 3THE =anob MW npeTeHIng.

Ons ousHEr BNWAHKWA crcTeuel B2C ECT opradM3IsuMi HyHHD WMETE CESOSHHA O COCTORHHK den nepag
HE4Yanom €8 hyHHUWOHWPOBAHHA @ 18TaM No NPOWScTEMA ONPE0EneHHEE MHTEDESNOE EPEMEHH. 378 nHdop-
MAUMA MOaT ObiTe MENONBAOBAHE HE TONBED ONA ONPESENEHAR YAIEUMEIX MECT B NOCTRPOSHAM M BHSOPDEHAH
CHUCTEME, HO TEKHE ONF J8MOHCTRAEWAN SOCTHIHYTRIE DEIYNLTATOR (800K OHY SCTe) M NPOrpacos, QocTArHy Tors
NpH MENGONLIOBAHUK 3TOA CHETEMBI.

B.3 ¥YpoeneTBOpPEHHOCTL, CEAZAHHARA C cucTemon B2C ECT

Heobiogrmo NpegnpUHAMETe pErynapHse 4 CHCTEMaTHYECKHE JERCTEMA GNA ONpPeden8HMA CTENEHW
YOOBENETEOPEHHOCTH KOHEYHERE NOTpabuTEnER, CEBAIAHHOA © cHoTermon B2C ECT w e sreapadam. 310 MOXET
npHHHMaTtTe Gopuy ofcnegoBaHEl KOHEYHEIX NOTREDMTENER CAYHEAHEM MESTOOO0M W OPYIHE TEXHHYSOHWE
npHems. CHaHEM B2 METOO0B OUSHMBAHWA YOOBNETBODEHHOLTH HEOHEYHLE NOTPEDMTENSHA ASBNASTCA BOC-
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NpoHIEa0BHHE KEOHTAKTA I'IDTPE‘E‘I.-'I‘I’EJ'IH = I:IFI-FEHI-13-ELI.HEF-1 B OTHOWEHHAA BE0ONPOCaE UNH NpaamMeTa, OTpasaH-
HOM B CHCTEME B TEX CNYyYdaRAE, KOrga 370 pa2pEWaHd JaK0HOSaTeN:ECTROM .

Mpisedadse —MCO 10004 npeanarasT pyROBOSCTED N0 WIMEPSHEK ¥ MOHWTORMHNY YOOBAETSOPSHHOCTH No-
TpeduTensd.

8.4 Ananwz cuctemel B2C ECT

CpraHW3aynA QoNEHE AHENWAVPOBATE CBOW croTamy B2ZC ECT Ha perynspHOE W CHCTEMAETAHBCHOR OC-
HOBE C TEM. 4Ta8b1:

- ONPEOEnATE, NPOOOMMEST AW OHE OCTEEATLECA APAFSOHOA, DEIYNETATHEHOR M s dekTHEHOR;

- DACCMATOHEATE CEpLEIHBIE DAKTH, CEAIEHHLE C HacooTaaTeTEMa 1Ny cboem nuboro sneMedTa cuc-
TemMel B2C ECT;

- QUEHWEATE NOTPEGHOCTE W WMEKIWLNECH BOIMOKHOCTH, CBAIAHHBIE C yNyHIWEHKEM,

- BeipabateBEaTe HEODXOOQUMES DEWEHWA H NPHHHMETE COOTEETOCTEYHOWNE OBHCTEHA,

Mo xogy NPpOBEgEHMA BHANWIE OPradHdzauMe DOMHHE DACCMAaTpUBate wHhopMauwnm of MaMeHEHMAX B
cucTama B2C ECT. naMEHEHWAXY B JAKOHOOSTENECTEE, NPEKTHEAY EOHKYPEHTOE MNK TEXHONOTMHECENY HOBDBAS-
OSHHAXMHHOBAUWAL. O BENOAHSHWY KOHTRAKTHEX oOR3aTenscTE, CTATYCE KOPDEXTHRYHIWME MNW NPEagynpes-
OAX WK E OEACTENA, NPEANAragMol NPoOOyELKMY 1 OpYIME OBACTEMAX, NPEGNPHHATEIE NO pEIYNETATaM npossna-
HAH NPede Oy WL SHENN30E.

B.5 MNocToAHHOR yNyHWEHWE

CDpraHnaaymA gonxHa NecTOAHHD yNyHWwans ceam cnotery B2C ECT B uanAx NoB=WWEHKWA yO0BNETEO-
PEHHOCTH NOTpEEKUTENSRA, BRNIKDYEAA HCNDNLE0BAHME THHWE CPBOCTE. KAK NPEAYNPes0aiUHE ¥ KOPRERTH D YRILLWE
OSACTERA W YNYHWEHKA, CER38HHLIE G MHHOBEUMWRMN.

CDpradW3auma QOMEHE NpEanpUHAMAETe 8ACTEMA QNA YOTRAEHEHWA NDWHWUH ESK HMEILWMECH . TAK W NOTEH-
UHaNbHEE npafner, npueogrwws © xanocbam, ¢ Tem. 4Tobel NPEQOTEPATHTE WX NOBTOPHOE NOAENEHWE MW
NEpEMHHOE BOIHWHHOBEHHE COOTERTCTEEHHD.

Opradn3auna Qo nHHE:

- W3YYETL, DNPEGENATE W NPAMEHRTE HAHNYHLWAE NPEETAEY B CTRYETYRE, COOBMHEHMM 0 B HONONLI0SaHMK
cHcTemel B2C ECT opraduzagum;

- BHYTPHW CebR paiEMBaTE NOGXOM, OPMEHTHRODBAHHBIA HA KOHEYHBIX NoTpebuTenen;

- NOOWREAT: HOBOBEEABHUA B NOOXOOSX, HENPABNEHHEIX HA PEIEWTHE croTeme B2C ECT opraHd3auMm.
BHMH4EA AETYANMIALME HE00X00WMMBIE TEXHONOIHA,

- 0000pATE M UBHMTE NEPEUSOEHTE], BEASNAKWHECH BRICOEMM YPOBHEM aNaMedToB crotamel B2C ECT ap-
TEHWIAUWA | 88 NOXSIATENSN, 3 TAKKE CODTBETCTEYHILLKWE NPEKT K.
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Npunoxenwne A
[cnpasodnoe)

YnoeneTBopeHHOCTE NoTpeBuTENeRd U NoTpebHOCTH NoNb3IoBaTENER
NPHMEHWTENBHO K TOProBbIM cgenkam B2C ECT

A1 OBwme nonoEeHHA

HacToRwes NpMNoHeHWe BeIQENAET CNELYEIWLSS:

- BEMHDE IHAYEHHE YAOBMNETEOPEHHOOTA MOTREO0WTENER W CBRAIYVHILME INEMEHTE MEOY HACTOHLMM
CTEHOAPTOM K SDYIHMKA CTAHOERTAMK, CEAEHHEMA C© YOOBNE TEODEHHOCTEE NOTRE0WMTENEHR;

- MOTEEDHOCTE 8 PACCMOTREHMM BIEMMOCERIN W DRINHYWMA Mesdy NoTPeDMTEnAMY M KOHEYHbI MK NOTRE-
DMTENAMK [NONL30BATENRMH);

- OTAMHHTENEHLE (EPAXTEDACTHRN HHTEDSKTHEHEY pEHUMOoE pabore N0 CPABHEHWED C TRAOWUNOHHLMK
TOProBLEIMK COBNKAMK £NMUoM K nugyx B2C,

A2 ¥YpopneTeopeHHOCTeE NOTRpebuTeneln n cucTema BZC ECT

HacToRWWA CTEHAADT BMECTE © OPYIAMH MESOYHIEROOHEIMHY CTEHSADTAMK, CESIGHHBIMKY © YOORNaTEO-
PEHHOCTRHY noOTpebnTanen, paspaboradHemg MCOSTH 1TEMKE 3, npagnaraet pyRoB0ACTED, KOTOROE MONET
NoMoYE OPraHW3AUWAM B NPHHRTHH MEP. HENPEENEHHBIE HA NOOOBREEHVE COOTESTOCTEYVHLWEND YPOBHA WNH Mo-
BhIWEHWME CTENEHM YIDENSTBOPEHHOCTA NoTpeDuTenai 8 KOHKPETHOR CBRAKM C cuoTemon B2C ECT.

YOOoBRNETROPEHHOSTE NoTpebnTenen cnpegeneda &8 3.1.4 ACO 9000 xae «pocnpusTHe noTpebuTensmu
CTEMNEHA BRNONHEHWA W TpefoRadnine. Y QoBNETEOPEHHDCTE NOTREONTENEA NPWAHEETCA B KAYECTES DOHOMD W3
BEAYINYE KPHTEPDHMEE ONA NOEBOR Opradyviaury © BeICOKMM YPOBHEeM kasecTea. Doxye Ha noTpebBurens aadaqaar,
YTO QEHHER ORraHvzauns COCpenoTAYMERsT CBOS BHMMEHHME SNA Torg, 4Tobel noHMMare Terkywye v Syayweea
notpebHocTe notpeBurensn, wx TpefoBAaHMA M OXWOAHMA, BROKYAA ODSCNEYSeHWe COOTEETCTEMA ZdEOHOOR-
TEMEHLIM TREDOBaHKAM.

Muen cuctermy BZ2C ECT, apradmaaudy pacnonaraeT NaTeHUNanomM GNA 1oro, 97obe yNyqwaEts Cead no-
KA3ATENK PabaTel MHOTOYMWMCNEHHEIMK chnocobamn. Hanpuwmep, odr moryT Bonase s ekTHEHD NONe30Ea TSR
PECYPCAMA W NPEONEraTE HOBBIE YONYrM, NPHHAMAR 8 PECYET T8 THNE BHZ0BOB MNW 3@NPOCOB, EOTOPRIE $apak-
TepHel gns coanok B2C ECT, v 7o, Kak WX PEEKUWA W OTESTE HE 3TW Bbl2086 MAOTYT NOBNWATE HE BOCNPHATHE
KOHEHHEMH NATRaBnTanAMe DadHon oprasnaagvd. Nprmersdranedo | cioteme B2C ECT yooeneTEOPEHHOCTE
noTpeEUTENSA NOABEPHEHE BHAYMTAENLHOMY BNWAHKK TOMD, KEE OpradHyv3audA co3nasT i aanTupyaT CEOW CHo-
Temy BZ2C ECT ganm pabote ¢ noTpEBHOCTAMM ¥ 3anpocamn noTpebyiTansgn, v Tornd, kExum obpazom oda cnpae-
NASTCA © QUHAMHEOR MHTEDAKTHEHbIX DNEQEUKE U BIaHMOCBAISA.

A3 NoTpebHOCTH KOHEYHEIX NOTREDUTENEW

B To BpaMA EBK TODMWH sNoTPEBUTENLS HMEST WHWPOKKA OXBAT, OTHOCACE K 8ODTEHAIALMKH WNK MUY, no-
nyHEoWEMY NPOOyELMe s (CornacHo onpegenadnes 3.3.5 WCO 9000, » exno«aer B cabn onTosee Opradmaa-
LWAE, NOEYNETENEA 0 gpyrex oyl basTos, HBCTOAWWA CTAHGEET HEWENEH HA OBRCTEMA. 3ATRArMEA W HE KOHEYHD-
ron AOTEEDMTENAMONLI0BETENR, KOTODER ABNASTCA #8JWHONHYHEM YNEHOM FEHERENEHOA OOWSCTESHHOCTH,
NpUobpe TEWMM WA HCNONLEY O WHM NRpoayEumie (cw. 3.4) 4ns NUYHLE, COMERHEIX WNKY OeITOBRE enans (co-
rnacHo onpeganeddo 8 3.3} CnegoeateneHo, KoHEYHEE noTpeburennnonezoeaTeny obOpaaysnT NOOMHOMECT-
B NOTPEOHTENER, NOCHKONEEY OHW BENHOHYEET TONLED HACTHRIX HHOGVBKAYANBHEE NHLY W TONRKD TEX W3 HHE KETO
COBSDWHST NOEYNEY QN7 CBOME NUYHBIE LENan.

3TO PAINMHME MEMOY KOHEYHBIK noTpeBurensm/noneiosarenas ¥ NOTpeGUTENEM NPUBOOMT ¥ ONpege-
NEHHEIM BRIBOOAK, NOCKONERY NOTPEOHOCTH W TREBOBEHMRA HA YDOBHE WHOWBWAYANBHOM NoTpeBWUTEnA maryT
CYLWECTEEHHD OTNA4ETEER OT noTpebhocTel gpymixe noTpebnTenaid BEMOY PEINWYWA Wx PECYPCOR M XEDaKTEpK-
cTuE. HanpuMep, OTHOCHTENEHO JOCTYNE B MHBOpMEUKE H BOIMORHOCTH cO00WETE O CEOME ORNOHHHAL W TpE-
BOFEX WHOMBMOYANEHEIE noTpebrTena, Kak npasvno, owWywaEsnT cebs B ropago MEHEE BRFOOHOHA NO3MUMH NO
CPAEHEHNE © SPYTHMA NOTPEBUTENRMH, HOTOPRIMKA MAOMYT GbiTe KHPHOWHBECERE NMUE. AHANOTW4HERM obpazom,
MNOCHONERY EOHEYHEE NoONE30BETENH noTpelnRoT npogyeT, o8cTORTENECTEE. CER3IAHHBIE © BE30NaCHOCTERD KO-
HEYHEE NOTRE0OWTENER, MOMYT IHANMMTENEHD OTAMYATECA OT NPOONEM, CEAZEHHBIN © §830NACHOCTEN OpYrMx no-
TpEEUTENSR, HANPAMER DRFEHA3AUKEA. 3BEYNS WKL NPOOYELEE B LENAX NEpEnpoOas.

Mpy NpoBKTHPOBaHMN CROERA cvoTemw B2C ECT apradHniaunAs DOnMHZ YHHThIBETE 3TH OTAMHMTENEHEE
noTpeBHocTA W TpebosadKA. DHA TAKME JOMMHE CTAPATLOA PEWAETE 3TH BONPOCE BECNPUMCTRACTHEM W 848K~
BETHLIM cnocoboM (Hanpumep, naberans cNUWHDOM CNOMHBE WAK GeTENM3MpOSEHHEE NONWTHE B oBnacTd KoH-
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DWMOBHUHANEHOCTH, KOTOPBIE HE NOHATE HENODBEKY, HE WMEKILWEMY JO0CTYNE K NPAS0BOA 3kcnaptyas). Pywoso-
OoTed, NPEOnarasMmos 2 HBCTORWEM CTEHAERETE, BRNOYaST 2 cobf nprHLWnel, cobnognas KoTopeE OpradMmaa-
UHA OPHEHTHREYETOA HE HOHEYHER NOTREGUTERSA, W PECCMATPWEEET KMHKYSELIE NPEANOHEHNA KOHEYHEIX NaTpa-
DHTENEd, TAKME K3K CPEO0CTEE WX ISWNTH [CM. paagen 4.

Ad HHTEpPaKTHEBHLIE pPEMMMEl paboTel

Mo cpaBHeHAKn © TPAOMUKMOHHBIMK TOProBeIMK coankasu B2ZC anuuomMm & nMyy: WHTEDAKTUBHBIA ROHTEKCT
cuoTemel BZ2C ECT nopoxpaer ocobble TRYAHOCTA NPH DECCMOTDEHHA TOMD, KkaeMM obpazom ocbeonaynte coat-
BETCTEWMES NOTpRBHOCTAM W TpEbOBAHWAM, OPMEHTUDOBEHHEIM HA KOHEYHEIX noTpeBurenshinone30BATENER. B
HEK NOCTYNETE © OrpEHHYEHNAMH, CBAIAHHEIMHY C© KOHE4HBIMW noTpebutenAmn. Hanpumep, soHedHBEe noTpebn-
TENW OFPEHWYEHLl B CHOWE BO3MOMHOCTRY N0 WIYHEHWK NPOQYEUHMA 00 TOTD, 3K NPUCTYNaTe k odoprMnesnes
KOHEYHOMD 33Ka33 npoaykuke. Kpoue Toro, NpMMaHdTEneHO ¥ TORMOBEM COSNEESM, DOYLWEsTENARMEM & NoMO-
WkH KOMNBHITEPE, NORBNRAKITCA BOIMOMHOCTH onA Bonsa Geictporg cnocoba 3auno<eHds TOProEod COoeni.
8CNKM CPABHWMEATE GO COSMNKAMK C HOHEYHBIM NOTREDWTENEM, BRINOMHAKNLAM LWAMM, BEOYVWHE ¥ COBSDWLEHMK
NOEYTEW B TREAMUMOHHOE HE3NEKTPOHHDR Cpeaa.

2TH ATAMHMTENEHEE XADAKTEDMCTHEN, KBK CNEOCTEHE, HMSKDT DONEE WHWPOKME BOIMOMHOCTH NO PacHpbI-
THED MHPOPMAUWK B HHTERAKTHEHDW CREOE No CPaEHEHKD © 0BedHon cpeaor. OgHaED aTo HE NOOpaIyMesasT
EOHUEHTRAWMED TONBXED HE KONWHECTES CBEOEHWA, HEOBXoOMMO TaKME yYNTEEATE CNOCOD, NOCPEOETEOM ROTOPO-
o MNaHMPYETCR MONyHaTe CEEO0EHMA [CM. NPpUHYMOE paagend 4, KECAamWMEcA QOCTYNHOSTH/NOHATHOCTH K
TREHCNAPEHTHOCTH). MPHHAMAR B0 BHUMAHWE DrPaHHYEHMA, CEAIEHHBIE G KOHSYHBIMK NOTReOHTENAMK, 1 CyDb-
SHTHBHLIE HEKTOpPL], BNUAKILWHE HE NPHHATAE PEWEHHA, & TAKKE OrPAHUYEHHA, Hanarasmeg cnocobom gemod-
CTpAEUMK 1 aTOBpamerHus KHEOpMALMKY B MHTEPEETHEHOW Cpege, ApradHviauqA, paipabareisanan croTamy
B2C ECT, gonsHa y4uThIBATE. KBEMM 0Bpazom, HEanpaMep, Mo¥HD Dwno Bel yCTAHOEMTE NAPAMETDE ., NPWCEAN-
SAEMBIE D YMONYAHME W NOZEONAKIWAE ROHEYHE M MOTREDNTENAM 48NaTe ONTHMaNeHEE BeGop.

CDpraqHPsaumy TEHHES HYHHD §4enNATe OTOSNLHO0S BHUMAHME S0anNTHDOEaHMD CBOMY NPOUBCocos ANA no-
cnecnepaynoHHoRn taiw Taprosol coensy B2C ECT. MNpegocTagnNAR EOHEMHOMY NOTREEMTENKN BOIMOKHOOTE
HENBITATE [C QONYCTHMBM PHCHOM | MRPOSYET TAKHM HE NYTEM, KAK W B 0DL4HOM MArS3VHE, DPraHHIduMA MOMEeT
NOBEIWATE &M QOBEPHE H YEERDEHHOCTE B KAYECTEBEHHOA W 3thdasTuenor pabaTte cucteme BZC ECT, coanasas
TEM CAMEIM KODOW YED OBRGEYE DEmYTAUHI.

Kpome torg, HeoB ogr Mo oTMETHTE, 4TO B MHTEREHTHEHON Cpegs OnopE Ha 3NeKTROHHLIE TORroERE COen-
ke (ECT) npweoguT & BOIPACTEHWKE) PHCHEDE, CBA3AHHBIX C HENPABEWMNEHEM COOpOomM, HCNONL20BAHHEM H PACKDBI-
THEM CEESEHNA, HACSHWHLCA KOHEYHBIE noTpeburensh. 310 MOKET BECTH K BOIMOMHEM W dakTudackmm dn-
HAHCOBLM YEBITEAM, NO3TOMY OPraHMIaUMH HYEHD BHUMETENEHD CNELUTE 38 3THMW PUCEEMH Ons Tora, 4Ttobe
M30EKATE NOTEPH JUESPUA KOHEUYHbIX NOTPEGNTENER 1 CHHMEHKA WX YOOBNETEQDEHHOCTH. Mo ®ogy atoro opra-
HU3EUNH HEOBXOOANMD TAKHE NPUHAMATE BOD BHHMAHWE, 4T0 B 88 cucTeny B2C ECT momeT BeiTe BoBnawaHo bo-
NBWOE YHCND NPOBERGER0E K 3T0 Y3CTO MOEET HE OuTe TDAHCNAPEHTHEIM 4NA KOHE4HOro noTpabuTens.

BriweaykaaHHEE NpHMERE OTNHHMTENEHEE XAPAKTEDUCTHE HHTEREKTHEHEE CREd 1 PEHKEMOE paboTel Ha-
FNAOHD YKS3EBAKT HE NoTpaiHOCTE 4NA OPraHi3auWi B TIMATENEHOM NAAHWPOBaHKWKA, palpaboTes, BHEAPEHNK,
NAaooepHaHe ¥ yNyHweaHnn cuctems BZC ECT, 410 © noawuki gokeqHoro notpaburens obecneqveast npeaa-
CEAIYEMYHE W HAOEMHYH NOZMUNME HA NOTPEBMTENRCKOM phIHEE W MOBBIWEST yOOBNETEOPEHHOCTE NOTReUTE-
nam.
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Npunoxeuwne B
[cnpasodnoe)

ﬂﬂl’lﬂl’lHHTEﬂhHh!E CChiNKK

B.1 Obwwe nonoweHMA

Hactornwesa npunosadae npegnarast obwvA obiop coeno/CnpaBoy, KACAKIWMECA  HOPMETWBHD-
npaeoseod Ga3kl, YHAZEIEAA HA HCTOYHMEW JAE0HOOATENBHLIX TREBOBAHWA. BOMUHHCTDATVEHEIE DRTrAHEl U gPYIWHE
MOCTONHUEW WMHGOpMAELKMKE, K HOTOPEIM MOorng Gu 0BpaTtiTecs OpraHviauMe, CTPEMALWSCA Mony4nTs Bonswni
OB LeM A OPMELWK, KBCAKIWERGCA W cuoTenm B2C ECT. XOoTA MHOME 3TH MCTOYMHMEN HMEHT OTHOWBHKWE K TOR-
rogeiM coenear B2C B 0BWMe 4epTax, OHW HEOTD COABREAT CEEABHMA, nprocywwe B2C ECT. HacToRswWMA nepe-
YBHE HE SBENRETCA MCHEDNEBA M WA,

il pEeMEMAHEMWE - B uenax HACTOAWETD NpANCHSHUWA TEpMKWH «33KOHRIn OTHOCHTCA & 33KOHABM WNKA Npagkvnas,
HACEONEED 3TO NPHAMEHRMO.

B.Z 3akoHODATENLHBIE CoOLINKH

B.2.1 OcHOBHLIE 38KOHLI, HANPABNEHHEIE HA CORCNEYEHWE ZAWMTE! HKOHEYHEIX NOTpeDUTENE W

B.2.1.1 3akoHel, yCTAHABNWMBaKOWWE TRROOBAHHMA K DEI0NECHOCTH NPOOYELAH, MPEOHA3HAYEHHOE QN8R 3KC-
NMOYATALMK NONBIOEATENAMK, W J8KOHEl, OTHOCHWWESH K NMWEB0R NPOOYELWMK, NEKESPCTESHHBIM CREOCTEAM 1 MEaOn-
LHHCEWR Npadopas. OHe MoryT CoO8pEaTh NONOEEHWA N0 OT3REY NPOZYELAA WK YEAANEHAR ONECHOA NPOOYELNM.

B.2.1.2 3ak0HBl NO 3AWKTE HOHEYHEE NOTPEBMTENEA, TAEME KAK 33HOHEl, YOCTAHABNHWESMKWME Npagdna no
BEOSHMKY TEX WNH HHbIX BUODE KOMMBPHYECKOA WKW NpofEctioHANEHOR J8ATENBHOCTH, 3EROHL, PEryNEMpYHWHME
SEATENEHOCTE NO NPOOAME TOBAPDODE HAPOOHOTD NOTPEDNEHWA, 1 JEK0HBI, PETYIHE YO LWNE KOHKYDEHUHK HE no-
TREGUTENLoEOM DoiHEe. JHE MOrYyT COOBMETE AONOMEHHA, HACAHNWWECH CnocoBoR OCyWecTENEHWA NpOOan,
MEPONEHATAR N0 PEKNEMHPOBAHWA, KOHTPAKTHEXY YOCNOEHA, PACKPEITHR WHEODMALKY, FTADEHTAR Ha49ScTEE M
npogas, CoOBaPWASMbIX HE YOANBHHOM DACCTORHM M.

B.2.1.3 3aoHbl, KACAKILUMECA MAPKMPOBEKY NEOOYELHA.

B.2.1.4 JaroHkb, YOTEHSENHWESMIWMKWE NPEBMNE OCYWSCTENEHWA OTOENEHBIEX BRMODE TOPrOsoR O8ATENLHD-
CTH, ROTODRE MoryT BhiITe NpUMEHEHE! B TEHWE OTDECNAX, K3K TYPHOTUYECKER O8ATENLHOCTE, YONyre g chepe
TEMNSHOMMYHUEELWA, WIOpHO-PE3ENEKATENEHEIA BHIHEC.

B.2.2 3akoHbl, pErYNHAPYHILME OEATEABHOCTE HA 3NEKTPOHHDM PheIHKE

B.2.2.1 3akonkl ob anekTpaHHOR TOprosna.

B.2.2.2 3akonkl 0b aNekTpOHHEE NNATEMAN,

B.2.2.3 3aroHe No oHOUOaHUMANEHOSTH W J3WHTE QaHHEK, EOTODEE MOMYT BEOYETE NONOHSHWA, K3-
CAHWWECH HHTEPEETHEHE X CPEACTE 38WKWTE KOHEBWMISHUHANEHOCTH B OTHOWEHAW QETEA.

B.2.3 Opyrve zaKkoMkEl, CEAZAHHEIE C TORFOBNAA

B.2.3.1 3avoHel no oBMady BANKTHEIY SEHEHHEY COEACTE, 3AK0HN, MMEDWHE DTHOWSEHWE ¥ DErMoHENs-
HEIM 1 MEXSYHADOOHBIM TORMOBLIM COSMEAM .

B.2.3.2 3akoHkl NO HANOMEM M TEMOKEHHEIM DOWIKHEM.

B.2.3.3 3akioHe o yTHRMZALKMA M NEpepaboTes Npogysy ¢ OnNs NoBTOPHOND MCNONL30BEHUA, KOTOPBIE M-
ryT BENHI4ETE NOMOKEHHA, KACHHIWWEBSH ANEKTROHHOR NPOOYELKKY W BEKYMYyNATOpHEX DaTapen.

B.2.3.4 3akoHe no obpaweddig © OnacHol Ong 300p0BsA NPOOYEUHER, ROTOPEE MOryT BENENETE nono-
HEHWA, HACSRWMECA TRAHCNOPTHPOBEN ONACHRY MATERWANOE.

B.2.3.5 3akoHel NO 3anpaTy MMNoPRTEI3KCNOPTa OTABNEHE X BHODE NPOOYELMK.

B.2.3.0 3akcHel B 08NacTy MEp W BECOR.

B.J ADMMHMCTPETHEHEIE OPradsl

B.3.1 Opradel, NUESEHIMDYOLWAS KOMMEDHECEYE) J8ATANBHOCTL, KOTOPLIE MOMYT BREOAWTE TpEDOBSHWA B
ONPESENEHHEE OTPACAARE SHOHOMWKKY, TEHHX KAK TYPHC THHECKER JEATENLHOC Th.

B.3.2 DEonormHeckne aprads.

B.3.3 Oprads N0 NNaHHPOBAHKH,

B.3.4 Mo4roBee 8200MOTER, HMEKLLWE OTHOWEHHE K TREDOBAHKMAM, HANPWMED, CEAIAHHEIM © NPOOYHLM-
2. HE PACNPOCTPEHEHHE KOTOPOR HANDMEHE! OrPaHHHSHUR.

B.3.5 Oprade, obacnedveanwme D8I0NACHOCTE MKIOEA, KOTOPRE MOMYT BROOMTE TPeDOBEHHMA B Taxkux
oENACTAK, KEH, HANPHMEE, ANEETDH4SCEaR DOI0NECHOCTE.
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B.3.E DenaptamedTel HanoroB ¥ chopoe.

B.2.7 DenapTameHTel N TORMOBEIM CTAHOAPTAM.

B.4 Opyrie McTOYHHMEY WHIpOpMaLU MM

B.4.1 Toprosa-npoMull AeHHEIE NARATE.

B.4.2 Opradvaauny noatpaburensi.

B.4.3 MexayHapoaHele NpasuTensCTEEHHBE dopymiel, Hanprmep OpraHn2audA 3KOHOMBEYECHDrD COTpyYS-
HAHECTEE W DA3BUTHA.

B.4.4 WMafopMauvoHHEIR NOPTAENK N0 ENEETPOHHOA TOProBEnNE HAUWOHANRBHBIX NPDESEUTENLCTE. KOTODRE
MHOTOE MoryT BeliTe COEUManeH0 NPeEgHE3HE4EHBl ONA NPEOCTABRNEHHA MHEODMAEUMK, PACCHUTAHHOR HA Npeg-
NPWATHRA Manoro Guadeca.

B.4.5 Qpranwiaumnuy, obecneyyeawve hyHEUHOHHPOBEHHE HHTEPDAKTHEHEIX DEEAMOE.

B. 4.6 Toprogse accolmanm.

B.4.7 MNpaeuTenbCTEEHHBIE ATEHTCTES, HMEKILWWE DTHOWSHWE ¥ DSATENEHOCTH OPradH3aumm.
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Npunowenwne C
{oBR3arenwHoB)

PykoBogcTBC NO NpeAocCTABNEHHMIO HHPOPMAaL KK

C.1 OBbwmre nonoweHNA

Ha npegeapurensHol CTEAMA TOProBOH COSNEW OPradHK3aura QonsHa obacna4nTe a0eBaTHOS PECCMOT-
PEHKE W TPEETOBEY MHDODMELMOHHOMG KOMIOHEHTA. Ha onepauroHHoR CTEAMA TORFOBOW COEMHY OpraHWaEU9a
SUNHHE TAPAHTHPOBATE HAANEMAWES COOTEETCTENME NPEQOCTAENREMON MHEORME LXK NPAMEHEMBEIM 38KOHO43-
TEMEHBIM TRE0OBEHWAM, OTHOCHALWMWMCH K EOHTPEKTY. Jak0HOOaTanbHe TRe00BaHNA MOTYT YEA3RIBATE THM WMH-
GopMaUKK, HOTOPRA aonked SETe NPEGDCTABNEH HA PAINHYHEE CTEOWAXE CUCTEMBEl, 8 THEME ONpedensTe To,
KakMM obpazom 37a tHQOPMALUMA OCMEHAE NPEJOCTABNATECA KOHEYHEIM NoTpebrTenzm.

C.2 MoeHTHDUEIUHA DpradM3anMdn

OpraHW3anye QONKHE NpegocTABNATE CNE0yroWyn HHOpMaLMe:

- MpHUHANEHOE HAISBEHWE ODFEHMIAUMH W HAIBAHWS(R], NOS KOTOPEM{K) OHS OCYIECTENAET CBOHN KO-
MEPHECKY 0 ABRTENEHOCTE,

- MBCTD PEFMCTRAWNA OPraHAIE0 WK,

- B8 OTHOLWEHWE K MNoEHOA KOMNEHWH,

- MOAHE R agpac. Tens@oHHBIR HOMED W HOMED RECHMANEHOND ANMNERPETE FONOBHOMG GEMca QpraHd3aumu
M. EOrQE NPHMEHAMO. NPEACTEEMTENLCTE WNW QOEBEDEHHLIE NHL HE MEBCTax,

- agpac aNeKTROHHOA NOYTel GPradd3aunn;

- KOHTAKTE gnA cbparson ceRzw, BONPOCOE W NPEAEAENEHWA NPETEHINA;

- ppeMA patoTe cny#bnpegcTaenTENECTE NO YEIIEHHOMY ROHTAKTHOMY a0peacy;

- PEFACTRAUMOHHBIE HOMEPE NPEANPHATHA WHIMKW CESO8HAA NO NHLEHIKAM;

- PAIPEWKWTENEHEIE CREME WNW ogekcel B20 ECT. koTopeIiM NOAYMHRETCA OpraHM3a0lds, BENIOYAA CEROE-
HKMA O COOTESTCTEYHWEM ORraHe, OOy WacTENRIWMM HAO30pHBE dryHELMK;

- B TEX CRy4dA:. KOMGE OpraddzayEs OoyWecTENRET pog OeRTeNsHOCTH, PErynupyaMeld obriataneH=mun
HOPMATHEHO-NPAB0SEMA BETEMH, CESOEHHA O NPEEE, NPEJOCTABNSHHOM HE OCYWaSCTENEHWE TAKDA QEATENLHD-
CTW, W O TOH KIPHCOWMELWE, roe Beno npegocTasnaqs gaHH0e nNpaso; NpopaccHoHaneHelR aprad/accoyayM9 A
WMWK BHEMOTMYHOE YHPEXZEHWE, NPY KOTOPOM 3EpEMMCTRUPOBEHE OPraHWIaUMA; CNPAEsKE O NPABEMNAX, NPHME-
HAEMEX K OPTAHAIAUMA B CERIM C 88 pOODM OEATENBHOCTH. W CnOcob NoNyYEHMA OQOCTYNa & 3THM NpDEsWna,
TEK ®E& KAk CEEQEHWR O MoboM CTRaxoBaHuM Npod@eccMoHanNEHOR OTEETCTESHHDCTA WNK TADAHTHAX, KOTOREIE
OONHHA CoDNKAETE CPraHd3aums;

- MHPOpPMAUKMA MO BEEPSOWTALNK, BENOHYAA 3NEKTPOHHBIA cnocob BepupHEaUrK Nobex 3aRBMNEHWA, CBR-
ZHHHEIE C AKEPEQUTAUMEN.

C.3 OnWcande npoayKEuEdm

OpraHW3ayys QoN*KHE NPEQOCTABNATE CNE0yEWY0 HHPOpMAELKED:

- TOMHDE ONWCAHWE NPOGYETDB, NPESNarasgmMbls ANA APOAAKH, BENHOYEA WX OCHOBHEE XApPaKTEpHCTHEW
(Hanpuuep, pazusep, @YHELWOHAENLHLE CEORCTES. COBMECTHMOCTh, APHIOOHOCTR/3KCANYATAUMOHHAR MOTOE-
HOGTE, PEAMEl pE00TH, BEEZSNAKNWAES HOBLIA NPOGYLT N0 CRPAEHEHWH © SHaNOTHYHOR NROOYEUMEeR. YoTaHoBE-
HE/MOHTES, TEXHWYECHDE ODCNYHWMEAHME, BOIMONMHOCTA 4NA NOBTOPHOM UMENE WCNONBIOBEHWR, ¥THOAMIAUMA,
MHIPEQUEHTE W 3HepronoTpebneduel;

- BHMHBEIE CEELSHWA, KOTOPEE MOr Bel nonyduTe NOTREGWMTEN: NpW NOKYNES O8HHOMD NDOOYKTA ¥ ORraHe-
FHLMA NOCPaOcTEOM TPAOMUMODHHDR ToproBod cpankd B2C ECT snuuom & NAUys (HANPHMED, OFPDEHAYEHKA,
npegynpaxgeqHus of CNacHICTAY W PHCKaX ONA 300R0BRA, WNH NPEBWNE, MO YCNOEWR NOXYNEA, THENE KAk Tpe-
BOBAHHA NG NONYYEHHH COFNACKA POaUTENaR/onasyHas v OrpEHHYEHKA, CERIAHHBIE OO BREMEHEM);

- DaHHEE O HANHYMA NRPOSYVETA [HANPUMED, KONHHECTED Ha cxnage);

- TEPAHTAAHE & O0AI8TENLCTEE W FTAPAHTHH KEHECTEA B OTHOWEHWA NPOOYELKKY, BENKDYER WHGOOpMEUHEG no
NPoanNaH D WNKY OrpaHRYEHNED CRpOoRoe;

- MHPOpPMAUKH O CopTURWEELWRL,

- AHANWIL NPOOYELHH.

C.4 Wuhopmauwa o yenax

OpraHWzagus Qon*HE NpegocTaBNATE CNanyrowyn HHbopmagmeo:

- ETOMMDGCTE NpoayETa (fes Bei4eToR);

- BEAKTY, HCAONEI0EAHHYHY 4NA HAIHAYEHKEA LEHE
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- PACKOALl, CHAIEHHEE C NOCTEERON;

- NEQEYEHE HANDIOBLE OTYHCNSHNA;

- CTOMMAOCTE 33AMOE [COYOHBIA MEOUaHT):

- HHpopMaUKs o nobeld Qpyres HAYMCABHKWAY, OTEETCTESHHOCTE 38 COOp HOTOpBIX NEXWT HE CprasH3aLur
(HENPHMED, TAMOHEHHBIE COOPE W HOMWCCHOHHDE BOIHATPAXOSEHME 38 YONYTH TAMORSHHOrD Dpaxkepa);

- CYMMADPHAA CTOMMOCTE HAK KOr33 MTOMOBAA UBHE HE MOMET DbiTe BRMHCNEHA, Cnocob, KOTOREA OpraH-
JaUMA ByoeT NCNoNEICBETE ONR DACUHETE CYMMEPHOR CTOMMOCTH, BENOYAA NoOee TERYIYHE JSTRETE W NpUMa-
HAESMBIA ONA Mx pacHaTa cnocob;

- CHEUMENEHEIE NPEONOKEHAAISELNN, TEHWE KAk PACNPOOEsa N0 CHHMEHHEIM UWSHAM, CEMGEE, NPEMAANk-
HelE BOIHEMPEHEIEHNA W NOQAPKW, BEMIDYEA YONDBWA, KOTOPBIM HEO0DXOO0MMO OTEE4ETE QNA TOre, 41086 nony-
HWTE NPES0 BOCNONL3I0EETESH SAHHE MA NPESNOHEHHAMEA.

C.5 HHihopmauwa No OEOHYATENEHOMY WEHOBOMY MPEONOHE HHH

Cu. 624,

C.6 Huipopmauwa no exibopy cnocoba onnaTtel

Cwm. 625,

C.7T HHipopmauuwa no gocTaBgke

Cwm. 632

C.B Opyrar wHgpopmayuws o cucteme B2C ECT

OpradHy3ayma QOMmsaHE NpegocTaEnAT:e CNegyH Wy HHROREMaUH D

- 0feWaHHA/OBAIATENLCTES OPraHUIawna M CEAZAHHLIE C 3TUM NoNoHeHws (kogekc no B2C ECT

- KOHTEKTHEA MHhOpMALKWR ONA OPradHu2ELMoHHD-TEXHWYECHDE NOQASRHEEN KOHEYHEE NOTREGUTanan [cm.
T.1.3). rapaHTiiHea obRagTenscTEa, wonpaenedds (cw. §.3.3), eozepats v obmadw (o, B34} » yenyrm no
DEMOHTY, BEMOYER SHA B 4930k paBoTe, KOMGa 370 NPUMEHAME, 0 NOERIe CBAISHHEE C HUMH NNAaTEHW, T He
HEK W BCE IHHOHOOATENRHEES Npasd, chopMyNMpoBEHHEIR B OTHOW EHWW KEPACOMELEK [HANpDWUMap, HKpHousacems
OBYVCNOENEHHEE NDAEE HE SHHYNHEOBAHAE NP ONPESENEHHBIE YCNOBRAK]),

- CHEOEHMA O NPOUSIYPaX, NPHHATEE B OPTEHAIEUMKE N0 PECCMOTREHKRIS ®anoh 1 NnpeTeHIvn,

- DOCTYA K MEXIHMIMEM N0 DI3PEWEHMI) CAOPOE M DAIHOMNACHA K3 HENPRMYH C OpraHdIaumed, Tag u
YHECTHEM B HEUSCTES TRETEER CTOROHE NPOBAALSDOE H PEMYNHDYIIWKWE QOrados;

- KOHTEKTHYED MHfopMauul ana nobeld caMoperyNMpyemMes nporpasMs nnd NnogMMesdMsE Npoueccos no
PEIADSWEHKWK DEIHOMNACHE, B KOTOPBIE YHRECTEYET DPraHUzanns, ¥, KOrga NpegoTasnASTcr BOIMOMHEM, HHTE-
DEETHBHLIA cnocol seprdrEayny e cap TrdiMEaumny WK 4NEHCTES;

- NOAATHAEY OPradAIauny B OTHOWEHWKE KOHGWIeHUHAENEHOCTY W NPEgCTABNEHHOR B8 gobpoBoneHom no-
pRAOXS AOPECa SNERTPOHHORA NO4TE;

- MOMAWTHEW B OTHOLWEHKMK OpYIHE OTOENEHEIX 3NeMadToB cioTemel B20 ECT. kak. Hanpyurep, TORroBnA da-
pea caTe MODWMNEHOAN CEA3W. CHCTEMBl AYEUWOHHEIX TORMOE, npuolpeTeHHe W JOCTABKE NpOOyEUWME & uudposesm
FOHTEHTOM, OC0008 OTHOWEHWE K NEKOAM C OTPEHHYEHHEI MK BOIMOKHOCTAMA W 0DREIATENLCTES NO 3KONOIKK.

OpraHyzayma oMnxHE ACHO MHGOpMUPoBATE kOHE4HOrD naTpafurans of WHCTPYMEHTADHK, KOTOpPbLIR OHA
HCMONEIYET ANA NEPCOHBNMIALAM ADCTIAEKM HOHTEHTA [HanpuuMep, nogaepxia cookie B Gpayispax nonesioea-
TENed, MOBMABEHBIE NPWMNOMEHUA, OTHCKMBEMKWNES JEHHEE N0 MECTAM PAIMEWEHWA, COXpEHARESMEE npodivne
{napamaTpe nons30BaTanen} gngs noTpebrrenad, NoETopHo 0EBPAWAKIWKEACH B A0PEC ORFEHWIALNH ).

COpraqHW3auns gomsHa HRhopMUpoEaTE ROHEYHOMD NOTREGNTENA © CTRYETYRE NOOOTYETHOCTH TakMM ob-
pAazon, 4700 DRN0 ACHD. KA DACNPaaEnEHE OBR2aHHOCTV OTEERTECTEEHHOCTE CTOROM.
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Npunowenwne O
[cnpasodnoe)

PykoBoacTBO No cocTaBneHdw kogekca no B2C ECT opranwsaumm

MpusmeruTensHo K caqenkam B2C ECT woHeqHsl noTpaburens HE HMeaT BOAMDMHOCTA 4NA uandeckoro
KOHTEKTE C NPOAYEUHER WNH © NEQCOHEN0M ODFEHAIEUAN (HANDAMED, OOMATPHEATE NPOayrT, oBoymaars Hano-
CPSACTEEHHD (¢NMUOM K AMUYD) E NEPCOHEN0M DPrEHUZEWMA NPOOYET B 870 CEPaETERHCTAEN) W MOrYT BO3IHW-
KATh 3EO8QHEA B0 BPEMEHA MEMIOY NOKYMEOA NPOAYKTE W Bro GOCTASKOW HOHEYHOMY noTpebuTenwo.

OEewWaHnA28BEpEHMA, DaHHLE Dpraddiaurer B s poagewce no B2C ECT, moryt crate cnacobom OnA
CNPESSENEHMA TOro, kasus obpazom e ByoyT paccMaTpHBaTECA H YYATHBATECA OMMAZHWE noTpaduTensn B
OTEYTCTEME HENOCRERCTBOHHO M EHUANYBCEDID KOHTAKTS © NPOAYETOM MNH C NERCOHANOM ORrEHA3SEUNA.

Mpw cocTapneHwn kogqerca no B28 ECT npHHMMEKTER B0 BHUMAEHWE CNEayHWMEe coobpakerH R:

- CODTEBETCTEME Kogesca no B2C ECT 2akoHogatensHeiM M gpyrii obR3atensHsm TpebosaHuam: npHmMe-
HUTEMEHD ¥ TOproBwm cgensam B2C ECT HBpEAEH CHTYEUMHA, KOTQE KOHE4HLIE NOTRpeDWUTeny HaxogrRToR nog
PEEIANHHOR KEWCOMELMER, 1, CNEgoBaTaneHo, NA OPrasdzayiy od48He BEMHO PE3NU4ETE W DCOIHEBETE pas-
MA4HEIE 38KOHOGETENEHBIE 1 aBR3aTancHee TpafoBaHVA, RACHNWKWBSA PEKNAMBl, KOTOPEA HE DONMHE EBOONTE
neaed 8 1abnyxgeHue; SUCTEHUMOHHE X NPOGEH, 3I2ATE NEPCOHANBHEY CEEEHMA M 32NEETOE NO DERCTENAM,
OrPEHWHH BRI WMM KOHEYPEHUNH;

- PHCCMOTPEHWE BCSX BONPOCOE, KOTODEE MO Om BONHOBATE NoTpednTann, ooywecTensowers B2C
ECT, sxnwran obew aHraobRzarenscTEa. KACAKIWWECA!

- NPOOYEUMK ORFEHUZAUAH [HENRAMED, CRrEHWzagns Morna Ow 0bewdTs, YTo NpegcTaenesHee waobpa-
HEHWA M TEECTOEER WHOPMEUWSA B OTHOWEHWKW BCEX 88 NPOOYKTOE ABNAKTCR NPEOENEHD TOYHEIMK, H 4TO M-
BOE NpoOykT, HE OTEEYAKIWMA BHIYANEHOMY WMNH TEKCTOBOMY ONWMCAHME, MOxET DeTe BO3BpaweEH noTpebure-
nem (Bes BE3MMAHNA C HEM NNETE ] OPraHWIE0WMKM N0 NOYTE QMR BOZBPATA JeHERHLE CPEdcTE Ny obmeda B te-
YEHWE ONPEOENEHHOND NEPROOE BREMEHHN),

- NPEABAPHTENEHOA diasel TOPrOBOR COankd (Hanpuuep, o0BWAHHE O TOM, 4TO B B TOM CAYYES, BCNW No-
TpebnTens HEAGET TAKOH Xe NpoayeT, NPOASEEEMEIA HE Be0-cadTe Opyrol OpraHdiguMes no Gonese HWIHoA
LEHE, TO OPFraHW3aUNA NPUMET JaHHYH UaHy],

- DNEpAUMOHEDR hads TOProBad GOSNk [HanpaMmep, obewadie o Tom, 410 noTpebnTane maxeaT balaona-
ME3I0HD AHHYNUPOBETE TORFOBYH CO8nEY, OTNpaedE cooBWeHHE NGO 3NEKTPOHHOR no4Te. B nboe BpaMmA & Te-
HEHHE 24 4 C MOMBHTA JARNH4EHWE TORroEOoA COankM),

- NOCNEonNapaUnoHHDR GE3e TORroBod caendy (Hanprmep, obewady e o TomM, 4To B TOM CRy4Es, 2o
NpogysyuA He ByneT QocTABNEHa B TEYEHWME OBYX HEOEME, TO CTOMMOCTE YOCNYrM no nocraeka Gynet solspa-
weHa noTpebuTens),

- TOM, KSEME D8ACTEMA NDEONRpUMET Gpradyuasaudn & Tom cnysae, ecnd norpeburens nomenast soaspa-
TWTE NPOAYET (HEanpUMepn oD WadHHe o TOM, 4TO OpraHM3saymMA COrnacHToR NPUHATE BOIBRAEWEHHEIA NPOOYET MW
oEBMEHATE NpogyKT D83 BIMMAHWA NNATel ¢ noTpeburans);

- KOHMOBHUMANLHOCTH, BENKYAR ODAIATENLOTEO TOM, 470 NO OBACTEMAM noTpebntens Ha eeb-cante
OpraHWiannA He DyaeT DoyWacTenATe cOop NepCOHaneEHBX JaHHER W coobwate Wx Komy-nndo Gea npegeapr-
TEMELHOMD COrNacuA ot notpaburens.

- CPEACTE 2aWHTel MHGOpMauur (HENPAMER, FEPEHTHY 38 WAGPOBAHHOCTH BOER IWHAHCOBOR MHBOpMaE-
LW NOCPELCTEDM HCNONEI0EAHNA KOHKPETHOMD OTPACNSEDro CTAHAARTA],

- PACCMOTREHHMA Hanoh ann NPETEHIMA [Hanpumep, 0BeWaHHe TOrD, 410 HE Bce xanobel Bynat gaw oTeeT
Mo anNekETROHHOA NO4TE B TE4&HKMEe 249 4 C MOMEHTE nepegayy #wanobu 8 anpac oprasdiayuun),

- PEIPEWSHAR BHSWHKY CROPDE W PEIHOMABCHA (HANDKMER, B TOM CNY4Yas, 8CNW OPraHW3au0A He CMOREaT
AOETHYE YOOBNETEORHTAENEHOMD PEIYNETATA NOCPESCTEOM MHTERAEKTUEHOMD Npoyscca no pabore o xanobamu,
TO OHE ODECNEYAT BOIMOKHOCTE MHTEREKTHEHOID PAIPEWEHAE CNOPHOA CUTYALNA C yHACTHEM BHEWHHX CTOROH
Ha BeasnamMeanHon ons noTpebruTrens ocHoBe ),

- Torg, KakiM ofSpaoM opradd3auudA Byoet paccMaTpHesTe 3anpocs of opraddaaudd, @8 NpoayELaE MW
AeRCTEMAY [HANpUMEaD ODSWAHME O TOM, 4T0 OpPraHM2auMER HE 3anpockel naTpaduTans GyayT gadel OTEETH NO
ANBETDOHHOW NOYTE B TEHSHWE ONPEJENEHHON NEPHOLE BREMEHA ).

MpremMewaniwe —DononsaTeNsHOE PYROEQACTED NG COCTARNS M@ Kodexza no B2C ECT npeacraenesso g WCO 10001,
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Mpanoxenwe OA
{cnpaso4Hoe)

CBEgeHWA 0 COOTBETCTEMH CChINOYHBIX MEXAYHAPOOHbLIX CTAHOAPTOB
HAUMOHANbHLIM CTAHO3ApTaAaM Poccuickoild @egepaymm
(v OeACTEBYOWMM B 3TOM KaYecTBe MEXIOCYAapCTEEHHLIM CTaHAapPTaM)

TaBnuwuya JA.1

DHE0IHAMEHAE W HAWMEHE3AHKE

OB03HEHEHAE COBNCMHOTD MER- CreneHs COOTEESTCTEVE L END HAUWOHANEHOrD
OYHEPOOHOrD CTAHARRTE COOTRETCTEMA CTaHaEpTa Pocciilcaol & etepaumsm
WCO a001:2008 DT MOCT IS0 S001-2011 «CHCcTEME MeHeOXMEHTE
waqecTea. TpabopaHnAy
WCO 90042008 DT MOCT P WCO 9004-2010 «Meneg=madT gna goc-

THHEHHA :|.'l'.'Tl:|I--‘I'-IIH'IE-I'.'IFIZ‘I YOMexa ORraHH3IduEm. Mion-
X040 HE DCHOBE MBHELEMEHTA K34ECTEER

MCO 10001:2007 10T MOCT P MCO 10001-2000 «MenenxMenTt xavect-
ga. YAooRneTBOpEHHOCTE notpebutenen. Pearo-
MEHZELWM MO NPABMNAM NOBSJEHHA ONA OprEaHe-
JAUMA S

WCO 100022004 10T MOCT P WCO 10002-2007 «Medegmmedt apra-
HHAAUKK, ¥OoBNaTEODSHHOCTE noTpeburens. Py-
KOBOOCTED NO YOPEENEHWKD NEETEHIMAMKE B Opra-
HHAAUMAKD

WMCO 10003:2007 10T MOCT P MCO 10003-2008 «sMenHenmmMeHT kaqyect-
ga. YADBNETBOPEHHOLTE notpebntanen. Pearo-
MEHJALUWK N0 YPEMYNADOESHWKD CNOPHBIX BONpO-
COE BHE OpraHu3aymn s

WO 10015:15859 10T MOCT P WMCO 10015-2007 «MedegmmedT apra-
HHAaUKMK. Pyroeogrwne yeazasmns no obyHermon

NpdwmedaHdHne —B HACTOAWER Talnuue HonONEICEAHD creayiwes YyCnosEHDE oD03HASEHMWE CTENaHH
COOTEETCTEMR CTAHGAPTOR!
- 10T — HOEHTWHLIS CTAHOApThI
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[1]1S0 9001
[2] 1SD 9004

[3]1S0 9241 {all parls)
[4]1S0 9241-151

[5]1SO 10001:2007
[6] 1SO 10002
[7]1SO 10003

[B] 1SO 10004

[2] ISO/TR 10013
[10] ISO 10015
[11]1S0 18011
[12] 1ISO/IEC 27001
[13] ISOQ/IEC 27002

[14] ISO/EC Guide 7&:2008
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YOK 638 562 014:005.354 OEC 0312010

Kniveesie CHoBE: MEHSOHMEHT KEYECcTEA, YOAOENETEDPEHHDCTE I'I-D-TPEE-WTE‘."IEIF'I. SNEKTROHHBIE COeNKA
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