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MNpeaucnoewne

1 PAZPABOTAH OTHDBITEIM SKLHOHEDHERM ODWECTROM « BOE8pOCCHBCKMA HayYHO-HCCNed0Ba TeNLCKANA
HHCTUTYT cepTudikaymms (0AD «BHMAC)

2 BHECEH TexHuyeckuM ESMATETOM No cTangapTraaduy TK 076 «CucTemel MEHEOMMEHTa »

3 ¥YTBEPHIOEH W BBEJEH B JENCTBME Mpukazosm $enepansHoro areHTCTBA N0 TEXHHYESCKOMY
pETYNMPOBAHAID W MeTponordd o7 11 wioHa 2014 r. Me 534-c1

4 BEEOEH ENEFBEIE

Mpasuwna npuMeMesus Hacmoawezo cmandapma yomasoanessl a FOCT P 1.0—2012 (Faaden 8).
HMughopaManyua of UsMeHeHURY & HACMOAWEMY cimandapmy nySnukyamcd & axesodnasd (Mo COCMOaHUe Ha
1 AHEapA meKyiieso 208a ) UEopMaYLORRON Yrazameans ~HauuosaneHeie cmandapmed«, 8 obuLuansisil
MEKCM UIMBHEHUD U A0Ap3E0K — 8 GHEMECAYHOM UWHDODMALUOHHOM Yrazamene «~HauuoransHee
cmaKdapmers, B coywae AepecMompa  [(JamMesbi]  wau amMedbi | Hacmosiweso  cmandapma
CONTESMoTE iaiiee  yeedomnesue Opdem onySnukodaks & OnusaliileMd GeNyCKe  EWeMeCcRYHOS0
usghopMayuorHo20  yralamena  «Hayuowanessie cmawdapme s, Coomeememayowan  uribhopumagLs,
VEEdoMIaRUE U MERCMB! DAIMELLEMITICH IMAaKKe & UWDooMaluoRHal chomase abilaat MaNebS0EEHUA — Ha
abuyuansHonM caime QedepaneHo20 G2eHMOMEa N0 MEXHUSECKOMY DeapNUpcaaiin U MEempOnoauL @
cemu Muwmepsem {gast.ru)

@ CraHgaprdsdropi, 2015

HacToAwWi cTangapT HE MomeT BeiTe NONHOCTED WM YACTHYHO BOCNPOWMIBEOEH, TUDIHWDOBAH M
PACMpPOCTRAHEH B KaYecTee ofMuWaneHoro wagadwA Ges paspewedka PegepansHoro aredTcTea no
TEXHAHECKOMY PETYNUPOBAHKIO W METDONOTHM
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BErepeHue

ODwre NoONOKMEHWA

OpraMKiagka ¥ OCYWECTENEHHE paboT Mo MOHWTOPKMHIY YEOBNETEOPEHHOCTH NOTPpeDWTENeR ARNRETCA
DESNHIALMAENA Ha NPAKTHEE TAKOTD NPMHLIANG MEHeEMEHTA, KaK « OpHEHTAUWA Ha noTpeSuTenA . Mudopuauna,
nonyHedHas B peayneTate  MOHWTODWHME  YOOBMETEODEHHOCTH NOTReBWTeNed, ABNASTCA NEMHLMNMENGLHD
BAXHOA ONA PAIBWTHA MEHBOMMENTE OPrAHHIALWY, NOCTPOSHWA BIAVMOOTHOWEHKA C noTpefuTenamm,
YIDOHEHWMR NO3KUWA HA PeIME W CO30aHWA ONPEOEneiHLY NEPCISKTHE B YCNOBMAX NOCTOAHHD MEHRIOLWLERCA
BHELLHEH Cpemk.

DeyWecTENEHME MOHHTODMHME YOOBNETEODEHHOCTA NOTRESMTENER 0867 BOMAOEHOCTE OPraHK3aLKK
OPWEHTUPOBATECA HE TONLKS Ha QOCTHMHYTEIE DESYNLTATE, HO W NPESBOCKMWATE ORRGAHKA NoTpebuTanel, Tem
CAMBIM NOBLILAR CTENEH: YOOBNETEOREHHOCTH.

CpradMaagmy, OCYLWeCTRNAMMUME HA  CUCTEMATHYSCHKOR  OCHOBE  padoTel N0 MOHWTODHHTY
YROBMETEODEHHOCTIA NOTREGHTENER, NONYHAK0T A0NONHUTENBHEE NDEAMYLLECTER, TAKKE K2

- ONEPATHEHOE PEArMPOBAHNE HE TEKVILYID CHTYALMID,

- CHHMEHHE KOMMEDHECKAE PUCROE,

s MEPEX0O HE HOBEHA  YDOBEHE BIAWMOOTHOWEHWA © NOTPEOWTENAKMK, NOCTROEHHAE MNAPTHEDCKAX
OTHOLEHHE HA OCHORE JOBERHA M NOAOEDMKEA BIAHMHOID DAJBKNTHE,

+ UEMeHANPaEneHHBIA W 0B0CHOBAMMER NOAX00 K BHEQPEHMK YITYLLEHAA W T. 1.

HacToAwMil CTaHGapT cOdepiHdT PeXOMEHOAUKKY NO ODranMIaumry padoT, obecnednBaloly NpoBsegeHne
MOHWTOPMHM YocanaTeopeHsecTH noTpebutenan. CtangapT paspaboTtan:

- & ydeTon Tpedosanwi MOCT IS0 9001—2011;

£ YYETOM NoneeHdd TOCT IS0 9000—2011, TOCT P WCO 100012002, FTOCT P WMCO 10002—2007.
racT P MCO 10003—2009;

« O WYETOM NONOEEHWA, 3 TAKKe B pasBdTve W gononuesse nonosewsin TOCT PoS4732-—-2011
IS0TS 10004—2010.

Coemectrmocts ¢ FOCT ISO 9001—2011 ¥ vHbIMKM cTaHaapTaMKM cemencTea WCO 9000

HacToAWMd cTandapT coBsmecTin o FOCT 1S5S0 9001—2011 W noQaepErBacT UenK 3TH0 CTadjapra
NOCOEOCTEOM COEMNAHHBIX HE HEMD COBOK, BMECTE C Tel MOMeT DhTh TAKHE WCNONbI0BAH HEIZBWCHMD OT
FMOCT IS0 9001 —2011.

HacToAwMin CTaHdA0T COOe@KMT DYRDOBCOSWME YEAIAHKA, HE0BXoguMee ONA peanu3auWK Npoueccos
MOHHTODMHIE YOOBNETECDEHHOCTA NOTPEOWTENER B DAMEAX CHCTEMBl MEHEOSMEHTS, KOTODPRE MOMYT Cuile
HENONBAOEAHED ANA LENEA BHYTDEHHETD NPHUMEHEHWA ODTaHH3aUMAMK. HAcTOAWKWEA CTAKAaPT HE NDeLHAHA%EH
ONS Uened cepTUfHEALHMK MNE 3aKnoseHiA JoroaopoR (KoHTPaKToR).

MoOCT P ACO 2004—2010 conepsmT pesoMEHIALKKE MO NOCTOAHHOMY YIYHLWEHMD $yYHILHOHMDOBaHNA
CHCTER MEHELKMENTE KaqacTaa. [TpHMeHEHWE HACTOAWETD CTAHIADTA MOMET B JaNkHSALIeH YITyHWWTE patoTy
8 OTHOWEHWA NOEsAn KU NoSkLICHTE CTENEHE YEOBNETECDEHHOCT NOTRe0HTENnER M ApYIMX JavHTEPecOBaAMHBLIX
CTOpOoH. Ero NpHmMeHeHie T MOoKeT cnocobCTBOBATE MOCTORHHOMY YIWVHLIEHKIO KaqecTEa NpogykLKK M
NPOLBCEOR, OCHOBAHHEE HA cOpaTHON caRsK oT NOTREBHTENEA M SPYTHE J8MHT ERECORAHHGIN CTOROGH.

MpumMe<aHne — IaMHTERSCOBSHHEIMK CTOROHEMK MOryT ST noTpeBuTan, NPOMBILLINTEHHEES OTLEOMHEHAA 1 HX
YNEHE, NOTPEGHTENECHAS OPTEHMIALNN, CODTESTCTEYHILME NPESBHTENLCTEEHHLE OpraHsl, NEPCoHAEN, Bradenklsbl i Jp.

HacToAwMid  cTangapt  coemectim < [TOCT IS0 10001—=2009, MOCT P MCO 10002—2007,
MoCT P HCO 10003—2009 v MOCT P A7 24—2011/150T5 10004, 31w yeTeipe cradgapra soryT OwiTe
HCNONLIOBAHL KaK Mo OTOENLHOCTH. Tak W COBMECTHO Jpyr © gpyrom. [pk COBMECTHOM WCNOMNLI0BaHMK
HacToAwero craddgapra MOCT P WSO 100012008, MOCT P MCO 10002—2007, MOCT P MCO 10003—2009 1
MOCT P S4732—201IS0TS 10004—2010 MOTyT CTaTh YAcTei0 CACTEME YTIDABNSEHKA BASWMOOTHOLLSHWEM C
NOTREBUTENAMW HA OCHOBE DA3paboTEK NEEBMN J0CTHHEHHA YOCENETROPEHHOCTH NoTpebuTenA, obpawensa o
wancGamy, YPeryNMpoBaHHME DasHOTAACHA W NDOREOEHWA HA NOCTORHHCR OcHOBE paboT MO MOHHTORKHHNY
YRORNETEODEHHOCTH NoTpetuTanai,

MOCT PACO 10001 —2009 cOOepHuT pPeEoMEHOALMA 0 yCTAHOANEHWR: KW NDWMEHEeHH: NpaBdn
OCCTHHEHKS YOORMETRSHEHHOCTH NOTpebHTans.

MOCT P ACO 10002—2007 cogepsnt peromesgaumn no ofpawesnd c wanobaMM, OTHOCALKMMACA K
NEodyrled. Beinonyas obewarva, codepsawMec B Npasunay JOCTHREHWA YI0BNETROPEHHOCT NoTpedTens,
CErAaHK3ALKK YMEHEWAKT BEROATHOCTE BOIHWEHOBEHHMA #anoh 33 CHET CHMMEHKA HEQUMOHHMAHKE G CTOROHE
NOTREOWTENEN B OTHOLEHKK WX CHMOAHWA OT OOraHW3IaLKA 1 88 NDOOYELHK,

MOCT P ACO 10003—200% conepmuT perosMeHiand no yperyMADOBaHHn DAIHOMMACcd, CEAIEHHEN C
HANCGamMK, OTHOCALLWMHCA K NPOOYELMA, KOr0a BHYTDW SOraHU3ann He YI1AeTCA DajpeiTe sancty cnocoGom.
ROTOPLIE Gkl YOOBNETECEAN BCE 32MHTEDECOBAHHBIE CTOPOHE. [DH BOIHMKHOBEHKW CTIOPHB CHTYALMIA HAnKUYHe
MPEBHn  J0CTHMEHKA YOOBRNETEODEHHOCTH NOTRE0WTENA MOMET NoMOYe CTOROHAM  NOHATE  OHMKO2HWA
NOTREGUTENA M CTARAHUA ORFaHMEALMA N0 WX YO0BNETRODEHMD.

MOCT P 54732201150 TS 10004—2010 conepsKT pekcmMEHdauMd No co3faqdun  adupesTheHbx
NPEOUECCOE ONA MOHKTCOMHIE W MIMEDEHWA YOOBNETEOPEHHOCTH NOTRebuTENaA.

HacTomwsia crangapT paapaboTad ONR cascoTOATeNLHOM WCNoNLIoBaHKA B KaYecTEe pYKoB0OALEro

OOKyMEHTA.
v
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HAUWMWOHANBHBIA CTAHOAPT POCCHMHCKOW ©®EOQEPALMWUM

MEHEOHMEHT KAYECTBA

PykoDoaAwWWE YHATAHWA N0 OpraHMIalUWKd MOHHTOPHHIE YO 0BNATEOPEHHOETH NOTpeGHTENRH

Cruality managemeni. Guidelines an customer satisfaction mardbaring

Hara seegenwa — 2015—04—01

1 OBnacTb NPUMEHEHHA

HacToAwWil  cTadgapT npegHaiadaded OnA  deneid  hopMHpoBaHUA  CHCTEMHOND nNogxoga  «
OCYLBCTEASHKIO  MOHMTODMHIE  YIOBNETEOPEHHOCTH NoToefuTen=i ¥ NoONyYeMdA Ha  2ToR  ocHoDe
LONONHATENEHER NPEULYLLECTE KAk 4nA noTpebuTenei, Tagk v QnNA opraHMaauni,

HacToawWi cTasgapT npegHalHaded Gna NEpMMeseHWA OpraHnaagnaMiK HE3ABUCUMD 0T BelGpaHyoR
HMH GUIHEC-MOOENM, YDOBHA KOMKYDEHLWM HA DRHKE, OTDACMEEONR NPUHATNEHHOCTA W BENYCKaEMOR
NPOOYKUMK (NPegocTasnAsMblx YCIyT).

HacToAwMilt cTadoapT He NpeqHazHadYed ONA Wensd cepTHOWEaIUME WM 38kmoYeHna 0T0BopoR
(HOHTPAKTOB), 8 TAHE AN8 WIMEHEHWA KAKNK-NIWEG Npan unK ofAIaHHOCTEN CTODOH, JAKMMYWBLLINY COENKY,
YCTAHOBNEHHRIX COOTEETCTEYIOWMMK 3AK0HOOATENEHEMA | DYrdMKr oBRsaTenkHE MKl TPEGoBaHUAMK

2 HopMaTUBHLIE CCLINKK

B HACToORWEM CTAMAARTE MCNONEACEAHE: HOPMATHBHLIE COBUMEM HA CNEOYHLKE CTAHAAPTR!

MOCT 150 9001—2011 CUCTEMEl MEHEDMMEHTA KadecTea. Tpeboaanus

MOCT 150 9000—2011 CHCTEMEl MEHEOKMEHTA Ka4eCcTEa. OCHOBHBLIE NONOKEHWA W CROBADE

rMoCT P WMCO 2004—2010 MeHegsmeHT ONA JOCTHMEHWA YOTORHMBOMD YCONexa OpradnaauMin.
Mogxon Ha OCHOBE MEHETEMEHTA KAYECTES

FocCT PACO 10001—2008  MesmegsmedT  KadecTea,  YAORNeTEODEHHOCTE  NOTPeGWTEner.
PerkopmeHLauHe No NpaEHnas NoEeaesns opraknaay i

MoCcT P WMCO 10002-—2007 MeanegsmenTt KayecTead. ¥ ooaneTBOpEHHOCTE noTpebnTena.
PykoBOACTED NO YNPABMSHAK NPETEHIKAKMA B OpraHdiag|u

MOCT P WMCO 10003—2009 MesdegsmedT  Ka4ecTBa., YOORNETRODEHHOCT:E  noTpeSuTansi.
PexomeHlanHu no yperynvpoBalig CNOpHbIX BONPOCOR BHE OPraddiagmg

MoOCT P 54732—=2011150T5 10004—2010 MeHe DsmemT EAYECTRA. Y OORNETEOPEHHOCTE
NoTpeSuTene . PyKOBOOSLIME YRAIAHKA NO MOHWTODHHY H MAMEREHKIO

MOCT P S3002—2008 CucTema MeHeIHMenTa KadecTea. PexosMesiauqy no yNyHweH o npousccos
B YHREMOEHHAR 30PaB00KpaHe A

MaCT P ACO 19011—2012 PykoBoOAWWE YEAIAHWA MO ayOWTY CUCTER MEHETEMENTa

Mpremedad e — Moy NORLIOEAHAY HACTORLWWM CTAHLAPTOM uanecoofpaaHo NpoBeprTE OSACTEWE COsN-HEIL
CTEHOARTOR B MWHPOPRMALAOHHOR CAcTEME obWen NoNs30saHuA — Ha cChHUHansHoM CaiTe PagepankHong areHToTEd N
TEXHHHECKDMY PETYMHPOEEHHE 1 METPONOMNAM B8 ceTH VIHTEpHET WM nmo amsrogHoMy MedopualmoHHoMy yeazarana
«HalUWMoHANEHEE CTAHOAPRTEI, HOTOPEIA OnyGnvioBaH No COCTOAHME HE 1 AHBADH TERYLWETD TOOE, W N0 BRTyCRam
EHEMECRHOID BHPOOMALMOHHOMD yEazaranA «HauwoHaneHeIe CTAHOEPTE 38 TEKYWWA rog. Bcny 3ameqeH coenoHHeR
CTEHOAPT, HA ROTOPEIR O8HE HEOATAPOBEHHEA CChINKE, TO PEKDMEHIVETCA WCNONEIOBEATE GEACTEYHILYED BEQCHN 31060
CTEHOAQRTE C Y<ETOM BCEX BHECEHHBIE B OaHHYH BERCHH MIMeHaHnE. Ecne 3aMBEHEH CCRINOYHLIA CTAHOA0T, HE HOTOPEHA
[0AHa OAaTHpPOBEHHEA CChIMKE, TO PEEOMEHOYETCR WCNOMBINEATE BEDCHED 3TOM CTEHOADTA © YHEIEHHEIM BRILS rOg0M
YTEEPHOEHNA [NpHHATAAL Ecnu nocns yTESMEDSHMA HACTOALETD CTAHOAPTE B COBNDHHBIR CTAHOSPT, HE KOTOPLIA gaHa
OSTWPOBAHHAR COBNKA, BHECEHD MIMEHEHWME, ISTRAMMBAHILLES NONOKEHWE, KA KOTOPOE O8HE CObIMKE, TO 3TO NONCHEHRES
pPEXOMEHOYETCH MPMMERATE DE3 yYETE JaHHOM H3MEHEHAA. Ecnd CCbUDHHEIR CTAHOAPT OTMeHsEH DB3 3amaHs, To
NONCHEHWE, B HOTOPOM S3HE COLUIEA HE HEND, NPHRMEHRETCH B 430TA, HE J3TRANMBEEDLLBA 3Ty SOk

Hzpgauue oMuMansHoE
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3 TepMUHBI M OnNpefeneHnA

B HacTOALWEM CTAHJADTE NPpUMEHEHBE TEDMHHE W Onpedenedds, gaddee s TOCT 150 9000 w4
MOCT P WCD 10002,

BaavMOCERIE TERMWHOE, HCNONBIYEMBX B CHCTEMAX MEHELMMEHTA KAYECTEA W OTHOCALWMXCA K
paboTam No MOHHTOPKWMMY YO0RNeTEOPEHHOCTH NOTPECKHTENSA, NPEACTABNEHA B MTPHUNoHKEHHN A,

4 OBwMe NoNoXEeHUA

4.1 MOHHTOPMHT  YOOBRNETBODEHHOCTH nOTpebWTenel CTDOWTCA  HAa  DEeandaauWdd CRedysowmx
HANpaeneHui QeATENBHOCTH!

- paboTel, cOECREYHBAKWWE NPOBEOEHWE MOHUTORHHIS YIORNETROPEHHOCTH NOTPEGHTENER,

- paboTel HENOCPEACTEEHHD No nonydedln, obpaboTke W adankay dedopMadks ob
YOOENETEODEHHOCTH NOTRebrTaneA.

4.2 TpeGoBaHWA KW PEKCMEHZAUKMK N0 BLNONHEHWK pAGES  NPOUECCOB MO MOHATODHHCY
YACBENETEODEHHOCTH noTpefuTanel COOEpWATCA 8 HOPMATHEHBX JOKYMEHTAX, COCTAE W BIAHMOCERIE
KOTOPREE NOEACTABNEHE HA ProyHie 1.

4.3 PatoTel No MOHWTODMHHNY YOOBENETESPEHHOCT NOTReOUTENER MOryT BENIOYaTE B ceBA NpoUecchl,
BEMNONHEHAE KOTOPRE NONHOCTED WM YacTH4YHO NepegasTcs JPYIMM CRradraaunam, npw atom ocoboe
IHAYEHWE OOMKHD NpefasaTteCA peanwiauxe Tpebopandia NMOCT 150 9001 o, 4.1 «06wwe TpaGoBaMHHA «
{n. 3 npumeYania) i 7.4 « 3akynin-].

4.4 Oprasyviag|a QomeHa paipaboTaTe W BHeOpWTE JOKYMERTALMID W 3anHcHd, HeobxoduMee OnA
peandIay|d npoueccos, 0Becneqraanwmy NEoOBEIeHUE MOHATOPUHIE YO0BNeTROPEHHOCTY NOTpeBuTenead.

4.5 MNepeyeHe NpOWECCOA CHCTEMB! MEHEOMMEHTA KAYECTDA, B KOTOPLIX MOMYT HCONONB30BaTLCA
pEIYNLTATE MOHWTODHHME YACBNETEODEHHOCTH NoTpebuTened, npeactaaned s Mpunoseian b.

5 PaboTtbl, oBecneynealolwMe NnpoBefeHHe MOHHMTOPMHIa YAOBNETBOPEHHOCTH
notpebuTenen

5.1 Pabotel, obecneynBalowMe NOOBEeHHE MOHWTODHHMRE  YOOBNETEODEHHOCT NoTRebuTEnaEin,
BENIOYAI0T B ceba;

- HOPMUPOBEHHE  OPraHW3ALUMOHHON  CTRYRTYPRL, OBeCneYreamed nposefeHde  MOHUTOpMHTA
YAOENETEODEHHOCTA NOTReBHTenal, & ToOM YHCNe PACNPeAeneHWe OTBETCTREHHOCTH W NOMHOMOHHIE
{FOCT IS0 2001, 5.5.1),

» POPMHPOBAHKE WCXOOHON  WHgopMauMoRHoil Gazel 00 obweETax W CyDLeKTax MOHWTOpWMra
(FOCT P KMCO 3004, TOCT P 5473220115075 10004);

- AHANWA K BRIOOP HEeoSXoOMMEX W UenecocbpasHelx METOS0B MOHWTORMHIE, 8 TaKks KaHanoon
NonyHeHds WHdopragian (FOCT 150 9001, 8.2.1);

- hopMrpoBaHHe Npaedn  oSpaloTkd  NOMYYEHHLIX  J3HHLX W NOPAOCK WX WMCNONB30B3aHAA
(MOCT P 54732-201 1/1S00TS 10004).

5.2 DOpMWPCBRAHME  ORTAHMIAUMOHHOW  CTPYETYPR  ANA  OCYWECTENeHHA  paboT, obecnequBasdlms
NPOBESEHRE MOHUTODMHME YOOBNETESOEHHOCTH NOTRESMTENEH, MOMET BRNOMETE B Ce0A B 3ABMCHMOCTA OT
HACNEHHOCTY paboTaowy 8 OpraHvIanvy co3ganne CNeUHanMIMgoBaHHL NoapasgeneHye, BEEIEHME B WTAT
COCTEETCTEYHOLMYE QOITEHOCTENR, HAGENEHKME JONONHUTENEHLIMH NONHOMOHHAMKE YHE I3HATEE paboTHMKCE.

DonsHbl BRTE YETAHOEMEHE NONHOMOYMA ¥ OTRETCTRESHHOCTE NEPCOHANS, YYACTEYKILWEND B DeamiaaLHH
paGoT Mo MOHMTORMHMY YOOBNETEOPEHHOCTIA noTpebButensid, no FOCT IS0 9001, OGwee pysEOBROOCTRO
gonsHo DuiTe NOPYYEHD PYROBOOMTEMNN BLICLWEND YPOBHA, ONpedeneHo{e] JoMsHOCTHOR(LIE) NHUoia) uw
noapasgenaque(dal, oTEEYaKllHe 33  HEeNOCPegcTREeHHYID  peandlauwio  paboT  No MOHKTORKHCY
YOOBNETEOpEHHOCTI  noTpebuTened.  Ecik wHpOopMagns, XapakTepuayviwas yOooBneTEopeHHOCTE
NOTRE0HTENEA, MOKET NOCTYNAT: B DEINWYHBIE NOSPaINenSsHUA opraHH 320K (HanpUMep, oTOEeN MapKeTHHa,
OTOEN MEHSIHMEHTA KAYECTEA, KOHCTRYRTODCKAR WNW EOMMEDHECKH OTOEN W T. 4.), HeoDX0AWMO YCTAHOBWT
nopAgck obMeda ol MeopMaurel BHYTEK Opraqvlaudd. B TOM YHCNE CROSBPEMEHHOE NOCTYINEZHWE B
nogpasgenaqwe, OTEEYAOWSE 33 ocywecTeneHwe pabor  No MOHWTOPKHNY  YOOBNETBORPEHHOCTH
noTpeGUTensid. CnegyeT BECTH 3anNWcKH No BCEM BWOAM NoNyHasson WHpopMalWy 0b YOOBRNETBODEHHOCTH
noTpetuTensid. JomHa OwTh YCTAHOBRMNEHA OTEETCTBEEHHOCTE 33 WCNONBI0EIHWME M IAWMTY HHPODMaLMH,
NonyseHHoR B peayneTaTe npoBededdA  paboT No MOHWMTORWHCY  YOOBNETECDEHHOCTA  noTpeduTane,
YHUATRIBAA NPK 3ToOM, YTO ONPEJENSHHAR YA0Te KHEOPMALMK MOKET HOCHTE KOHEMASHLKANSHEIA XapaKTep.
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Ecriv paloTel Mo ooyWecTENEHAKD MOHHTOPMHIE YO0BNETEOPEMHOCTH NOTRebUTENnel YacTHUYHD WM
NONHOCTED NEpefadsl GPYrod OpradMIauKk, KOMNaHWA OOMHHa oCYWecTENATE YNQ3ABNEHAE NPOUSCccomM
nepefadd (npduedadse K 4.1 TOCT 150 9001). Jonweo BuiTe YCTAMOBNEHD MWULO0, OTEEYAOWES 33
BIAMMOOEACTEME C OPraddIagydel. KOTORGH nepedad Npouecs MOHWTORHHIE  yAOBEMeTRODEHHOCTH
naTpebuTenad.

Mpuuwedadne — Eonw GUIHEC-MONENE  OPraHW3aUWMH  MCKMBOHEET  BOIMOMHOCTL  HOHTAKTA  ©
HEMOCPEACTEEHHBIME  NOTPE0UTENAMA  NPOOYKLKME  [HANDWMED, MOHWTOOWMHT  yOORNETEOPEHHOCTA  noTpabutenas
OCYWECTENRET YNPSENSHOWUER KOMIEHWR ], OPTEHRIELNE MOHaT:

- AFEKNKHHTE COMEWSHWE O BI3ENMONSACTENK © YNDABMAKKNLEA KOMNAHBER, B CODTRETCTEMM ¢ HOTORGLIM O8HHBEIE,
KEPAKTEPHIYIDWHE YOOBNETEOPEHHOCTE NoTpeburensi. GyayT B COrMAcOBAHHOM NOPROKE NOCTYNaTE OT YNPESBNS0WSR
HOMMEHWK B OPrEHWZaLKHHE;

- PACCMATPWEATE  YNPDESNAKALYH  KOMNAHWED, K3k noTpebWTens 1 OCYWWECTEASTE  MOHATOPHHT a8
YODENETEDPEHHOGTI,

- MOCTPONTE CHCTEMY MOHWTORUHTE YOO0SNETEOPEHHROCTH NOTPEOWTENER TOMLX0 HA BHY TPEHHER MAPHETHHIOBOR

WHOPMALHA.

5.3 GOpMUPOBAHME WCXOOHOKW WMHDOoDMAUMOHHCK Da3sl Co3naeT KOMONEKCHo: NpeacTasnedne oo
OOEERTax W CyDBREKTaX MOHMTORHHTE YOOBMNETEODEHHOCTA noTpebnTensd. O0uerkTamd MOHMTOPHHa
YACENETEODEHHOCTH NoTpebrTeneld 8 obWen cnydae ABNRINTCR. NPOLYEUHA, NPOUSCTE, OCYLLECTRAEM LI
CRTAHWIALMER, BEMKYEA NPOUSCoH CHCTEMBl MEHEOMMEHTA KAYHECTED, ANEMEHTH KODNODATHEHCH Ky NETYDGI
W DENYTALKA.

Kawosit ©3 oDLesTOB MOHWTODWHM ON8 Wened NPOBe0eHdA MOHMTODMHIE YOOBNETEDDEeHHOCTH
NOTPEGUTENaR MoMeT GbiTh CTRYHTYDHUDORAH, HANPUMER NDOOYELMA — KNACS, IEyNna. Nogrpynna, esd | 1. 4.
Mpoueccsl WMOMYT ObiTe CTRPYETYDWMDPOBAHL MO YLOBHID, KOPROPATHEHAA EVALTYLE W pENyTAUMA — 0o
OCHOBHGLIM JEMEHTAM.

CyEberTamt MOHHTODUHIE YOCRNETROPEHHOCTH NOTReDWTENEd ABNAIOTCR PAANHYHBIE KATEMODHH
noTpeBuTened, B CEOEM COBOKYNHOCTH ONpegenfiowWe peiHok noTpebutensd. OAns  obecnedeHds
NECBEAEHKR MOHWTORPMHIE YOOBNETRODEHHOCTH NOTPEGWTENER OOMHHE BT YOTAHOBMEHEI NoOX0abl K
CerMedTHpoRann no MOCT P 5473250075 10004, kareropi noTpebuTensd, e MecTo B Uenodyse
NOCTARGK W, NP HEODXOOMMOCTH, PEATHHN C TOYKK IPEHUA AHAYHMOCTH KOHKDETHON KaTEropHikn AN yonexa
CRrAHAIALMA HA PEHKE.

Dpravnaauma MOoHeT NEoBCaMTe PABOTE N0 MOHMTORHHNY YOCBNETROREHHICTA Kak DakTHHeckKy, Tak
W MNOTEHUHMANeHeX noTpebGudTensgid. [pW aTOM SOMEHnl GbiTh BnIGpaFel COOTBETCTEYRMUME O0bEKTR
BMOHATOPHHA, O0LEKTAMH MOHHTODHHIE YOOBRNETEODEHHOCTH NOTEHUMANLHLIX NoOTERebUTened MoryT BTk
ToNBKS OTAEMNLHbIE NPOUECChl [HANDMMED, NpoUece AHMOPMAPOBAHKA] W PenyTaUMR B 48cTH pond
CRrAHWIALMA KAk “NeHa obWecTea.

Ona  wasgoros w3 CyDLexToR  MOHWTODWHIE  OON#He  ObiTe  YCTAHOBNEHE  NOK33IaTENH
YAOGBMETEODEHHOCTH COOTBETCTEYHHUMMK OBLEKTAMKY MOHWTODKMHTA.

5.4 AHANHE ¥ BelGop HeoOXoOWMEE W UENacoodpadHLlx MeToOos MOHWTODWHIA, a Takke Kadanoe
NENYHEHHE MHEOPMaLMKE J0MHEHE BolTh CCHOBAHE HA KCNONLI0BAHKK TOTS WNK HHOMD BUOE MaDKETHHMOa0H
diropMandd. MOHATORWHI YOOBRNETROPEHHOCTH NOTREEHMTENEA MOKHE NECROOWTE HE GCHOBE BHELWHEH W
BHYTPEHHER MAPKETUHMOBOR MHDOPRMALINA,

541 NokazaTtenyd, xapakTepuayicl e YOORNETRODEHHOCTE ROTPEGHTENERA, NONYYEHHEBE, KAE BHELHARA
HHpopManHA, opMURYIOTCR Ha QCHOBE!

- NpAMONS roncca noTpebrTenai;

- NPOEEOEHKA MAPKETUHICBOR DaIBegKM.

5.4.1.1 MNparci ronoc noTpebdTenA MomeT DelTe NDSOCTARNEH CEOYIOWMMA BROAMA HHDODMALIAH:

- HEJABWCHMEIE OTaklBel — OnarogapHocTi, #anobol W WMHBE 00QAWEHWA, J8MOHCTRWMPYIOWME
BOCNPUATAE NOTRpebMTENneM NPOOYELME  (yonyr), NooUeccos, KOPNogartHBHONR KyNbTYPLl W ey TALMH
opraddzagmd {MOCT P OO 10002, TOCT P MCO 10003);

© MHEHWE NoTpeOWTensl, QEMOHCTPWDYIOWES BOCNPWATHE NOTPEGWTENeM NpogyrLKd  (Yonyr),
MNEOUECCOR, KOPNopaTHEHONR KyNaTYPE M PENYTALMK ORTAHWIALWA, NONYYEHHOE B PEAyNeTaTe NPoBeeHHA
CTPYETYDHPOBaHHE BHOCE MADKETHHMOBEX WMCOCNEQOBaMHE, TakMx Kak onpoc  (BHKeTHDOBRaHWE W
HHTEPBEIDWDORAHKE], HABNKGEHHE.

5.4.1.2 MapeeTduroeana paseenka — chbop wHdopMaddy of yaoRNeTEODEHHOCTH NoTpebuTenal Ha
OCHOBE  WAYHEHWMA  MATEDWANOE, NPEQCTABMEHHEX B TEMATHYECKWX  MAOaHWAX, CTATHCTHYECKMX
CRPAEBOYHHKAX, CPEOCTRAX MACCoBON rubopmalMu, MHTepHeT-pecypcax 1 T. A,

5.5 MNoxkaaaTenw, OEATHCTRHPYICLLLIAE YOOBEMNETEIPEHHOCTE noTpebUTeEnaH B paAMEaxX
CTPYETYDHPOBAHHEIX MADKETHHIOBRE HCCNegoBaHdi, uwenecoobpaint BeifWpaTe WCOXOOA M3 Uenel
KOHEDETHIE WMCCNedosadHdi, Ha ocHoBE JapaHes chopMUpOBaHHCH Gask, coQepwaweR nNokalaTend
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MOHUTODMHTE YOOBNETEOPEHHOCTH CyDBEKTOR MOHWTORKMHIE COOTEETCTEYIOWHMA ODGBEKTAMM MOHKTODHHTA.
Mokazarend 4nA NEPoReLEHna MOHMTOPHHIE yO0BNETROPEHHOCTH NoTRebrTened DopMHDYIITSA Ha OCHOBE
TPEBCRAHHMA, BRIABNEHHLIY B COOTEETCTRMKM ¢ 7.2.1 TOCT 150 9001

551 CHCTEMATHIAUWS  WHOOPMAULKWK  PEKOMERIYETCA NPOBCOWTE B BWOE TWNOBRIX Tabnad,
paapaboTadieEx ana kawioro obfbekTa wococnegosandvA. Kamdan Aqedka TakoR Tabnuuk cogepsur
nepedyeHs TpeboBaHWi (CRHOaHKA), BOTODPBIE MOMYT NPedbABMTE NOTReOWTan onpeasnedHoil KaTeropun
(CYDLEKTE MOHHTODWHrA) PekomMerIyenise Gopael TABNKY K NDHMEDBL WX 3aNoNHeEHHa NpeacTaene el Ha
Pucyukax 2, 3, 4, 5.

Mpumeas“aHuA

1B paos chnydaes noTpeBuTeny HE MOCYT YOTAHOBWTL HOHEPETHRES TpabOosaHWs © NOKAZATENAM EEHesTEa
NP AYELMH (Y0 OpTEHWIEUAN, HANPHMED B Cny 88 CNeuntiisi 4K OTCyToTBRA HEoOXoauMEls 3HEHNE, HAERIKOE KK
BHIMHECEHY BOAMOHHOCTENA, NOITOMY OPraHM3auMA C3mMa YOTAHIENWSEST NOKS3ATENM MOHWTOOWHIE anA noactHb
BMOCE NPOOYELHE MK YCnyr.

ZMNpr B0aMOMHICTH NEEEESCTH YOTSHOBRNEHHBIE TpeboeaHns ONA TAEMX BAODE NPOOYELEMA [YOOYT) HE ALK
NOTRE0UTENA, OHE MAOMYT GeiTh MCNONEINESHE NPW OCYLYECTENEHMK MOHWTODWHNE yODENETEOPEHHOSTA noTpednrenei
H3 QCHOBE NPAMOMD FONGCE. B NPOTHEHOM COAYSEE — TONBED B PAMERX MOHWTODWHIE HE OOHOBE BHYTPEHHER
MHPODMELNAN.

MpEMMylWEecTEOM  TAKOMD NOgGE003  ABNRETCH  BOZMOMHOCTE ONTVMHIMPOEAETE pPADOTEl MO MOHWTORWMHTY
YOOBNSTEAPEHHOCTH NoTpeDUTERSR B YACTH BbIBOpA NOKA3ATANEN ONF NPOBEOSHNA MADKES THHIOBOM MCCNEOG0BEHMA.
AHANMEMPYA COOSHEHVE TABNUUL No ropWIoHTENA W BEPTHEANK, MOKHD ONpEOQSNHTE KEPSKTERHCTHEM NPOgYELMA,
NpOUBccoB W PENYTALKA, KOTODLIE BEMHE! ONA KER#O0R EATEMOpHE noTpeburensd no kEwpony obeakTy MOHMTOpHHEE
HNM NE COBOKYNHOCTH ODBEXTOE, 38 TaWsE ONPEganKTe, HARAES NOKAEATAENM MOMHD MCNONBIDBATE ONF MOHMTORMHEE
YOORNETEIPREHHOCTH BCEX KATEMOPAE NOTRE0MTENER OOHAM OELEXTOM MOHWTORKHIE.

5.6 MNoxkasateny, XapakTepHIvIowne yOoaneTBoORPeHHOCTE NOTREOWTENEH, IHASEHHA KOTOPREE MOryT DeiTh
MoMy4EHLl B BROE BHYTEEHHER MHDOpMaLK, J0MsHs GhlTe ONPESENEHE W YTEEDKISHS:! ONA WCT0NLI0EaHMA
NEy NPCEEAEHA paGoT NS MOHWUTORKWHNY YEOBNETROPEHHOCTH NoTpebuTensil Ha onpelfeneHsLid Neprogd
BREMEHE [Hanpuep, Ha rog). MNpdsepsl TAKKX XE0akTERMCTAE NpeacTaanasHs B NprunoseHd B.

5.7 Opravvaauds QoM BuGpare COOTEETCTEYKWMHE Kadanki NonyYedda  MHGOpManKd - an\
NPOBEOEHWA  MOHHUTORKHIE YOOBNETBODEHHOCTH noTpebuTensl, BRMIOYaR Npd  2TOM  BOIMOEHOCTE
NOMNY4EHAA MHPOPMALKMK Ha OCHOBE COBPEMEHHLIX CPEOCTE KOMMYHHEALWA. SMS-cOo0BWEHHA, TOCTEBLIE
KHITA, B TOM YMCNe, Ha calTe CRraqvaaly, BHEWHER W BHYTPEHHARA aNeKTPoOHHAR NoYTa.

5.8 OpradiaauuMs Jonksa chopMUpoBaTE noaxode K oDpaGoTee HAHQOPMAUAE, NONY-eHHOR B
NPOUECCE  MOHWTODWMHIE, HanpawMep, OGydeT nNW NpMMEHATECA  DacHeT  WHTerpansHors  NokasaTens
YOOBMNETEOPEHHOCTA NOTPpeBuTenal Mk aHanka peayneTaTos By0eT HOCHTE OWCKPETHLIR XapaKkTep.

6 NpoBegeHe MOHWTOPKUHIA YAOBNETBOPEHHOCTH NOoTpeBuTenen

6.1 Opradiaauds MOoWeT paipaloTaTe NoNWTHEY B oDNacTd  MOHMTOpWHME  YOOBRNETEODEHHOCTH
NOTRESWUTENEd (B0  BISWMOCESIWM  ©  nonoweddas  [OCT P WCO 10001, MOCT PMWMCO 10002).
Lenecoobpaino yCTAHOBWTE M QOKYMEHTANLHO ODOEMATE UENW N0 YOCBNETESPEHHOCTH noTpedkTensh 1
YHUTBIBATE WX QOCTIHEHKEE NDW OCYLLECTENEHWH MOHMTODKHIE.

6.2 PaboTe NO OCYWECTBNEHMID MOHMTOPKUHIE YOORMNETEODEHHOCTH noTpebuTensl QomeHel Dot
ChNaHupoBanL. CnedyeT paszpataTelBaTe NPOrPaMMY MOHWTODKHIE YOO0BNeTEODEHHOCTH NoTpetUTaneln Ha
ONPELENeHHEIR NepMod (HANEHKMER. Ha reg) W NNad KOHKPETHOMD Mocnenseanua. PekoMerayenee opte
NporgaMmi ¥ N0ada NpoBELeHWA MAPKETHHIOBLIX WCCNegoBaddi yAOBNeTEODEHHOCTH noTpedHTenai
NPEACTARNEHE HA PUCYHESX B W 7 COOTRETCTEEHHO

5.2.1 Mporparia MOHATORWHME  YEORNETEOPEHHOCTA noTpebuTensil gomnkda DuiTe yBAZAHA B TOM
YHCNE © MNOWCKOBLIMK MADKETHHIOBEIMH HCCNEJOBAHWAMK, HANPABNEHHEMKE HA HIYHeHde Tpebopanwi,
OAMOAHME W NPEONOYTEHME noTpeSuTanei.

6.2.2 Nnasviposadde MeToZ0B MoNyYeHHA WHdopMaude of YOOBRNETEGREHHOCTA NOTReSHUTEner
MOMET CGbiThk CCYLWECTRNEHD © yUeTom peropedgaumia TOCT P B4732150TS 10004,

MpumaHdarnue — Eonm vy OPrasdIglEe  oTCYTCTEYET BOSMONHOCTL B NPOUSCcEs  MOHWTORVHEE
YOOENSTEOPEHHOCTH  nOTpeBuransd nonyquTs BHEWHEK  MApHETHHMOEYH  WHOOPMALMK, OHS  BOSr0E MOMET
QCYIUECTENTE MOHUTOPWHE YIO0ENSTE0PEHHOCTH naTpeBuransi Ha OCHOBE BHYTDEHHER MAPKETUHIOSO0R HHODMALWH.

G5.2.3 Mpouecc paccMoTDeEHKE ®anob noTpeddTened OCYLWECTBNAGTCA C YYeTOM DeEoMEeHIauUHA
MOCT P HMCO 10002, Uenecoobpaawoe Takss yCoTAHOBWTE NODAGOK pErMcTRaAUMM, Y4eTa, adanuia wu
WCTICNLI0BaHHA NPEAcTasNeHHsxX BRaroJapHocTel, OTIRBOE W NOWENaHKi NoTpebuTenaE.
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[nad NnpoBefeHA MapKeTMHIOBOMD UCCNeqoBaHUA

| Onucamue MapreTUHICEoro MCCNelopaMa

Uene NpoReaeHia MCCneaonaHina

faTa npoBegeHua MoCnedoeaHnA

OEwekT W cyGhekT neoneJoaaHus

Bug 1 MeTOO WCCNeaoaands

Il CocTae pa&or

Mocne oEaTensHoCTE TRETCTEEHHEIA COOK BRNOMHEHHA HeofxoduMble
Ly
pabaT HMCMONHATENE po pecypchl

I Coknpaemere ONpPaduYeHIAA M DUCKK
1
2

YTREDW A

nognAcCh., PE.EIHHE'JPDBHB noones|, 0ara

CornacopamMo:

NOOMHCK OTEETCTESHHBIE HCMONHATENSA, F‘EULIJI-BZ‘IIFIUEKH NognMceEd, gara

PucyHor 7 — Dopua NNada NposegesyaA MapkeTHHIoBoro Wecnedonakia yaoaneTeopeHHoCT noTpeGuTenai

6.3 Uenecoobpainoe paipaboTaTe W J0KYMEHTHDOBATE NPOUSCS MOHAWTORWHIE YOOBMETEODEHMHOCTI
NOTRESUTENER KWWNK BXOOAWWE 8 HEero NQOoUEcCkl, HANDUMER NPOUESe NPOBSOeHMA AHKeTHDOBIMKA
noTpeduTenai, npodecc Npopedednd HabnooeHdd AnA nony4eHuA uucoprmaduy of yOoRNeTROPEHHOCTI
noTpetuTensh, npoyece cBopa BHYTDEHHEW MADEETHMMOBOH HH@OopMaudd of YOORMETEOREHHOCTH
NOTRESUTENEA M T. 0.

Lenecoofpazdo paipalboTaTe W JOKYMEHTHPOBATS HE00XOOWMEE NPABMNE KW METOOWMEM [HaANpUMep,
NPABWNa Nosegesua HHTePBRI0EDa, MeToaHka obpaboTu aHkeT U T. 0.).

Mpyme<“aHde — HeEROTODLIE rOCYOAPCTESHHBIE CTAHOAPTH, paipafoTaHHele B HAYSCTES DEROMEHIELWA
no npesedHaHa AC0 9001 8 codTRETCTEYHLHE OTDECNAX, PERDMEHOYT PaIapaboThy OOKYMEHTHRDEAHHROR NPOLEaYEL
N MOHWATAOPHHPY YOOENETEOREHHOCTH NoOTRabuTenal, ranpupap NOCT P 53082,

6.6 3anucy No pEIYNETATAM MOHHTODMHTE yOOBNETEODEHHOCTH NoTpebnTeneil QOonNMHE! BECTHMCL B
COCTRETCTEMM C Tpebopanmame 4 2 4 TOCT 120 9001.

6.7 MNpouecc WMOHMTOPWMHMIA YOOBNETEOPEHHOCTHM noTpeluTensd Qomsed nNognexaTs @HerogHomMy
AHANKAY © UENbK BHESDEHHA YIYSWEHWA W OUueHEW e rTHEHOCTH MOOXOO0E, NOHMEHRSMBIX NP
opradusaug[e gaboT No NPoBeLeHH MOHWTODKMHIE YOO0BNETEOREHHOCTA noTpebuTened, MNpouecs mMomeT
OEiTe NPOBEDEH NPH NPOBEOEHHAA BHYTDEHHKE NPOBEPOK (AYAKTOR] CHCTEMB MEHEOQHMMEHTE KaqdecTea @
cooTEeTCTEMM ¢ B.2.2 MOCT 150 9001 w MOCT P MCO 19011,
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Npunoxenne B
(CrpaBoMHGE

MepevyeHs NPOUECCOB CHCTEMEl MEHBOXMEHTA KAYECTEA,
B HOTOpPbLIX HCNONLIYETCA MHopMauKWA ob yOOBNETEOPEHHOCTH NOTPEGHMTENERA

Tabnwya B.1

Magpasaen, n YHET

Mpoueccm v

CTEM B MEHEDRMEHTE KSaSTEE, MPA PEATHIIURE KOTOPRE
MOCT IS0 9001 Wonansape 18 dndapeaurn ob ygoenetespesHocTd noTpebeTen=n
2
H4 [Mnasvposasns
H.6.2

AHanua co CTOPOHE PyKDE0OCTEH

BryTpesHnA obmen mHdopragmai

DDecnesaHHE pecypcarM

721 OnpeganeqHws TpeboBaHNA, OTHOCRIWMECA K NPOOYELMA (YoryTam)
raa CeRak o noTpedvTenAmMm
7.3 [MpoeKTHpOBAHKE W pa3paboTea npoayrLHY
7.5 ¥npasnasHie COBCTEEHHOCTER noTpeduTann
7.6 YNRABENSHNE yCTRORCTEIMIE ONA MOHMTOPHHIE W BIMEDEHNA
Baz BHYTpEHHME &Y anThI
852 853

HOppeEsTHRYHILLWE W NPESYNPEHOaH0WME JERCTERA
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Mpunomedne B
[cnpasaYHoe)

MNpumep BO3IMONKHOro COCTABA NOKA3aTeneW ANA MOHHTOPWHIA YOOBNETEOPEHHOCTH
noTpeBuTenel Ha OCCHOBE BHYTPEHHER MAPKETHHIOBOW HHDOPMaLMK

Tabnwua BA

HanwanosaHme

Hapakrepna A BRI ATEN R
FRYMNE NOE331ATENEH H I

Mokazarans BageHUA GOFOE0pHOR - HHCNO NPONCHIMPOEaHHEE 0M0BE0P0E

paboT = HHCND OOroB0paE SERMOHEHHBIE NOETORHD,

- HMCINO PACTORTHYTEIX JOTOE0P0E, B TOM YHCINE N0 MHWUMETHWES
CRTEHMZALMA W NO HHWUWaTWEE naTpeburens;

- HHCNO 33AB0K, HE NPHHATEIN K BCTIDNHEHW

- 4HCNo OfOpMNEHHBL, HD HE DEAMH30EEHHEX JOMOBOROE;

- HMCND ODrOBOpOR, YENOEME KOTODEIX BbINM WIMEHEHE! B NPOLBCCe M
ELINGQMHEHAR, B TOM HWMCNE N0 MHALMATHES DOFEHH3EUMH K N0 MHALWETHEES
noTpabUTaEnR;

- HHCING AOrOBOpaE, N0 KDTOPRRM MOCTYIHMN NRETEHZHA

Mokazarany npogas - afhEM NDOOAs B UEN0M W N0 OTOSMSHE BRGEM MPOOYKLMKS
{A0CONHITHEIS ¥ OTHOCUTENBHEE 3HAYEHWA);

- abkew npogas Be3 3aKNHYEHHA A0MOB0PE [MNK pE30BLE NPOLAH);
- OEBEM MpOOAX © PEANU3aUWed 0Cobbix TpefoaaHUR noTpebnTansd

Mika3arand NOANLHOCTH - CTROMNBHOGTE NOTREDMTENSR [NPOoQOrTHATENEROCTE BREMMOOSACTRMA ©
narpeburansa noTpabUTansmm);

- AGNA «*HOBEIE- NOTEREbUTENSA;

- QanA noTpeduraned, oDpaTHEWHECH MO PEROMEHSEUAN OCTORHHGIX
NOTPE0MTENSR, K3 HACNE HOBX NOTRE0MTENER;

- OanA noTpeUTaned, yeenrHUeWWE ObLaM H0MaEMOH NROOYELMK,

- OOA +B03EPATHELIMXCE- NoTpebnransd;

- QonA noTpefuraned, PARclWHpHELLWE BCCORTHMEHT 3EKYNSEMORA

APOOYKLMIA,
- OonA noTpeduranad, nprobpeTedHas 8 peayNeETETE PEXnamMHon
OEATENEHOGTH

Mokazarany NoNoHEHAR OpFaHW3agMe - | - OONA H3 PeHKE;

HE pEiHEE - QEBOEHWE HOBEIE DhIHEDE:

- HEQONOMYHEHHAR BRNO0E B CEAZA C NOTEPai DeIHEE;
- YPOBEEHE KOHEYPEHUMH
MNokazarans noTepe oT - PRAMED HOMNEHCALAR, BRINNE4EHHLE N0 NPETEHIMAM N PEHNEMALKAM,

HECOODTEETCTEYRILER NPOOYKUNAK - OTHOLWEHHE KOMNEHCAUWAR, BEHNNASEHHEX N0 NPETEHIHAM W
PEXNAMAUHAM, K oEbaMy peania3oeasHoR NpooyELML;

- JATPATE HA KOPDEKUMED [YTUNHISUAID] HEDOOTEE TCTEVIIWSR MPOSyELHA
Mokzzarany EEYEcTER NPOGYELHE 1k | - gediekTsl, owwbin, l-aEth;KDEE.HHEFI MOTREDHTENSM NPOSYHLKA;
npousccos - 0BkEM (00NA] NPOOYELHA, NE EOTOD0A NOMyY-EH6 NPETEHzMN (Ranciu) 8
obwem obsame NpowIeoscTed;

- AHAHA O RONYHEHHOM OA0BPEHMK 1 SHONOTHHYECKAR WIEHTHMEALMR

- KONWHECTES 3anod (pexnamaumi), BNarogapHocTEr, NoxRENEHLE

GOTILIEAE!

- KOPHECTED HECOOTEETOTEMA B NPOUSCCaX
Mokaaarany Nocne Npo 0asHom - THPEHTHH 1 rapadTHiHess ciraarenscrsa;
obBCnysHBEHKHA - abydeHue noTpelnransa;

- OERCTENH MOCTE MOCTEEKN
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Knioseskie chOBa CUCTEMa MEHEEMEHTa KadecTEa, MOHWTORUMM YOOBNETBOPEHHOCTH NoTpeduTansd,
MAPKETHHMIOBBLIE RCCNEGOBAHAR, OTEBRTCTREEHHOCTE W NONHOMOYAR, TEDPMAHLE 1 ONpeene 1A
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Moonuoado B nesats 16.03.2015. dopmar B0x84 ',
von new. n. 233, Twpask 37 akz. Zas B13.
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DY =CTAHOAFTHHSORM -
123985 Mockea, TparatHeE nep., 4.
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