IMpuioxenue Ne 1
K JloroBopy oka3anusi ycoyr NeQl
ot «11» urons 2020 r.

Paznea 1. 3anpocsl, noanexamue oopadorke Ucnoannresnem
00O «IleHTp MHBECTULIMIA U HEABUKMMOCTHY.

B cootBerctBuu ¢ JJoroBopom, Mcnoaautens 00s3yercs oT umenn AO «BKC Banky (nanee — 3aka34uk):
1. [IpuarMaTs 11 00pabaThIBaTh 3anpockl KiineHTa B OTHOIIEHNH CIIEAYIOIIETO:
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IToucka u npenocraBnenwst Knuenty nadopmannu o:

JUnax, MpoAaloUInX WHTepecyomme KimeHta ToBapbl, BBIMTOTHSIOMUX paOOThl, OKa3bIBAIOIINX
YCIIYTH;

HaJIMYMU Ha PbIHKe HHTepecyromux Kinenrta tosapos, paboT, yciayr Ha unTepecyromeid Kinenra
TEPPUTOPUH;

00HIeOCTYTHOM WHpOPMAIIUK CIPABOYHOTO XapakTepa B OTHOUICHWH WHTepecyromux KnneHTa
TOBapOB, paboOT, YCIIYT.

3akaza 6o Opormposanus A Kinmenra:

aBUa- U KeJIE3HOI0POKHBIX OUJIETOB;

TOCTUHUYHBIX HOMEPOB;

YCIIYT THIIOB, IEPEBOJUYUKOB;

TaKCH, aBTOMOOUIICH;

NPOLYKTOB ITUTAHUS,

LIBETOB,;

OWIIETOB Ha KYJIbTYpHBIE, 3PEJIUIIHBIC, CTIOPTHBHBIC MEPOIIPUSITHS;

CTOJIOB (MECT) B pecTopaHax, KiIyoax u T.1.

Hcnomautens BBIAENSET HEOOXOAUMOE KOJIWYECTBO PAOOTHHKOB Ui OOpabOTKH 3ampocoB

KnuentoB or wumenn 3akazumka, oOcimyxuBaHue KIIMEHTOB OCYIIECTBISETCS KPYIJIOCYTOUYHO,
KpyTrioroanyHo, 7 (cemb) nHel B Henento. Pernon npenocrasnenus Mcnonuutenem yenyr o [Iporpamme
«Koncbepk-cepBuc»: Poccuiickas ®enepauusi, crpansl CHI', OmwkHee m nanpHee 3apyOexbe 0Oe3
OrpaHUYCHHUSL.

3. Hcnonuurens opranmzyer oOcimyxupanue KimentoB mo [Iporpamme «KoHchepik-cepBuc» 0e3
OTpaHWYEHUM, IPU BO3MOXKHOCTM HCIIOJIHEHMs 3alpoca B paMKax 3aKOHOJATelnbCTBa Poccuiickont
®depnepanuu.

4.

Ucnonnutens opranuszyer o0paboTKy 3ampocoB KineHTOB B COOTBETCTBUHM € 00BEMOM

[epconaybHOM HHBOPMAIMK, TPEI0CTaBICHHON KineHToM.

Pa3pnen 2. ba3oBblii nepeveHb ycJayr.

1. [ouck u npedocmasnenue Kiuenmam uHgopmayuu:

0 KOMIIAaHUAX W HNPCANPUHUMATECIIAX, MPOJAIOIINX HYXXHBIC TOBApbl, BBIIIOJHAIOMIUX pa6OTBI,

OKa3bIBArOIIUX YCIYTH;
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o0menocTynHas HHQopMaIKs CIPaBOYHOTO XapaKTepa;

. 3axaz oocmasxu:

MIPOJIYKTOB TTUTAHUS;
3aKa30B U3 PECTOPAHA;

IIBETOB;

MOAAPKOB U 3IUTHBIX aKCECCYapoB.

3. Houck uepes kadposvle a2eHmcmed Ui UHbIM CHOCOOOM NePCOHANA O pabomvl HA OOMY;
4. Opeanuzayus docyaa:

OpOHHMpOBAHME CTOJIMKOB B OPTaHHU3AIMIX OOIIECTBEHHOTO MUTaHUA (pecTopaHax, KIIyoax u ap.);
3aKa3 OWJIETOB M MPUTIIANICHNI Ha Pa3INYHbIEe 3PEHIHBIE MEPOTPUATHS (KOHIIEPTHI, CIIEKTaKJIIH,

BBICTaBKH, ITOKa3bl KI/IHO(l)I/IHLMOB, oy, CIOPTUBHBIC COpeBHOBaHI/Iﬂ);

MOUCK W HNPCAJIOKCHHUEC arcHTCTB U CICHHUAIMCTOB, 3aHUMAIOMIUXCSA OPr anmauneﬁ npa3sgHUKOB

(KOpHOpaTUBHBIX, TETCKUX, CEMEHHBIX).
5. Omovix u nymewiecmsus:



OpOHMPOBAaHKE aBHa U KeJIE3HOAOPOKHBIX OHIIETOB;
MOCPETHIYECTBO MpH apeH e ((hpaxToBaHHE) YACTHBIX CaMOJIETOB, BEPTOJIETOB, SIXT;
3aka3 yciyr VIP-3ai0B u fast track B asponoprax Ha crieliManbHBIX YCIOBHSX;
BU30Bast MOJICPIKKA;
OpOHMpPOBaHKE TOCTUHHUL, apeHa BUILT,
MOCPETHIUYECTBO IIPH apeH/Ie aBTOMOOHIICH;
3aKa3 yciyr FHJIOB, IEPEBOAYUKOB;
3aKa3 SKCKYpPCHI U UHBIX Pa3BlIeKaTeIbHBIX MEPOIIPHSATHA.
6. Iloobop u  pexomenoayus O  KIUCHMOS  KEANUDUUUPOBAHHBIX — CREYUATUCTIO8
(cneyuanu3upo8anHvlx Gupm):
e JM3aiiHEPOB, ApXUTEKTOPOB, (IIOPUCTOB;
MacCa)XXMCTOB, JIUETOIIOTOB, TICHXOJIOT0B, KOCMETOJIOTOB, TAPUKMaXEPOB;
HOTapuyCOB;
CTIOPTUBHBIX HHCTPYKTOPOB;
areHTOB 110 HEJABMKUMOCTH;
MacTepoB OBITOBOTO OOCTY)KHBaHUS; CAHTEXHUKOB, SJICKTPUKOB, INIOTHUKOB, MAJISIPOB.
. Hocpeonuuecmeso npu 3axase yciye 6 0eiosol cgepe:
YCITYT MO OpTaHU3aI|H JCTOBBIX BCTPEY, MPeCcC-KOH(PEPEHIINH;
KYPbEPCKUX YCIYT;
yciyT pedepenTa.
8. Paccviika cneyuanbHuix NpeonodiCeHull KOMRAHUL-NApPMHEPos (CKUOKU U CHeyuaibHbie
NPeOlOANCEHUS) 8 PAMKAX enceMecauHo20 0atldxcecma.
9. lonoanumenvhvie ycuyau:
o CKUJKM Ha aBHAICPENICTHl U CHCIUATBHBIC MPEIOKEHHS OT OTeNiel Mo BceMy MHpY OT travel
naptHepoB VcomHuTeN.
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Paspnen 3. TpeGoBanus k 00padoTke 3anpocos Kinentos.
1. BzanmopeiictBue Kiinenra u McnosinuTelis npu NPpUHATHM U 00padoTKe 3ampoca.

1.1. KnmueHTH! NpeAoCcTaBIAIOT CBOH 3alpPOChI C UCTIOJIB30BAHUEM:
1.1.1. Homepa tenedona: +7 (495) 127-07-82;
1.1.2. Coobuienuii mo 3nekTpoHHO# mouTe (e-mail) mo agpecy: info@mycarpediem.ru;
1.1.3. Coobmiennu B Meccenmkepsr Whatsapp +7 (968) 532-54-84, telegram mycarpediem_bot.
1.2. Opranu3anus 00CITy>KUBaHUS:
1.2.1. Hanuuue aHrnoroBopsiiux OnepaTopos;
1.2.2. Hanmnuwe BBIIEICHHBIX CHEIHAINCTOB, 3aHUMAIOIIUXCS MTPETEH3UAMU;
1.2.3. Benenue 3amucu pasroBOpOB;
1.2.4. Benenue ucropuu Knuenra;
1.3. Ilpu nonyuennn 3anpoca Kimenra Mcnonaurens GuUKCHpyeT ciaenyonyo HHGopMauio:
1.3.1. maTa u BpeMs MOCTYIUICHHUS 3aMpoca;
1.3.2. ®.1.0. Knuenra;
1.3.3. Homepa tenedonoB Knuenra, mo KOTOpbIM MOXKHO cBs3aThes ¢ KireHTom;
1.3.4. agpeca snexTpoHHOM mouThl KilneHTa, 110 KOTOPBIM MOYKHO CBsI3aThCs ¢ KimeHToM;
1.3.5. gacel, B KoTOopbie VCIIOTHUTENH MOXKET CBS3bIBaThCA ¢ KimeHTOM (Jackl, B KOTOpHIE
cBs3bIBaThCS ¢ KimmeHToMm He crenyer);
1.3.6. kpaTkoe copep)kaHue 3anpoca;
1.3.7. hopma, B koTopoii KitmeHT kenaer moyduTb HeoOXoumyto uHbopmanuio (yeTHo (110
TenedoHy) I B MUCbMEHHOH Qopme);
1.3.8. anpec ana HanpasineHus: Knuenty koppecnonaeHInu, eciu KiueHT xxenaer noryuuThb
WHQOPMAITUIO TMCHMEHHO;
1.3.9. naty u Bpems, koraa KiimeHT skenaer noayduTb HHGOPMAIHIO;
1.3.10. cBenenus 06 omneparope, MPUHSBILEM 3asIBKY;
1.3.11. ucnonHUTEIIEM 3a5BKH;
1.3.12. xpaTKoe coaepKaHue IEPeroBOPOB ¢ KITMEHTOM 110 TIOBOTY MCIIOTHEHUS 3asBKH;
1.3.13. cBeaeHUs O MPUOCTAHOBICHUHN UCTIOTHEHUS 3as1BKU KiueHTa;
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1.3.14. Bpems moaTBepkaeHUs 3asBku KimmeHToM;
1.3.115. BpeMst HCTIOTHEHWSI 3asIBKH.

VYkazanHas nadpopmanus ukcupyercs VcnonHuTeneM B 3IIEKTPOHHOM BHJIE WM Ha OyMaskHOM
HOCHTEJIE 0 €r0 YCMOTPEHHUIO.

1.4. Onepartop komr-tieaTpa Vcnomaurtens moBropsier KnmeHTy copepikanme ero 3ampoca, ero
yKa3aHWH, U MOCIe MOMyYeHHs er0 YCTHOTO MOATBEPKIACHHUS PETUCTPHUPYET 3ampoc. 3adhuKCHpPOBaHHBIC
TaKkuM 00pa3oM CBEICHHUS SBISIOTCS HAJICKAIIMM ITOATBEPKICHIEM CoiepkaHus 3anpoca KiueHra.

1.5. HUcnomuutens BmpaBe 3ampammBarh y KimeHTa AOMOTHUTENBHYIO WH(OPMAIHIO,
HEOOXOAMMYTO 115 2P PeKTHBHON 00pabOTKH €ro 3ampoca.

1.6. Ilo xenanuto Knuenra, VcnomHuTens MoKeT CBsI3bIBaTbcs HE JU4HO ¢ KineHtom, a ¢
YKa3aHHBIM UM JIMLOM (JIM[[AMH) TI0 BCEM WJIHM OTIEJIHBIM BOIIPOCAaM, CBSI3aHHBIM ¢ 00paboTKoii 3ampoca
Knuenra.

1.7. Ucnonnutens o00s3yeTcs oOpadaTbiBaTh 3ampoc B MaKCHUMaJbHO KOPOTKHE CPOKH,
npeaBapuTeIbHO oOroBapuBas ux ¢ KnueHrom.

1.8. Eciin o umeromelics y omepaTtopa Koini-ieHTpa uHpopmanny 3anpoc KineHra mo 3aaHHBIM
rapaMeTpam BBITOTHUTH HEBO3MOXHO HMJTH 3aTPYAHUTENBHO, OH coob1iaeT 00 stom KimeHnTy u mpeanaraer
€My U3MEHUTh ITapaMeTphl 3arpoca.

1.9. B cnyuae, korna KimmeHT He nocTyrieH (He oTBedaeT 1o Tene(oHHBIM HOMEpaM, YKa3aHHBIM UM
NP TO/Iaye 3ampoca), a CB3b C HUM HeOoOXOoauma sl JajdbHEeWIero BBHITIONHEHHWS 3ampoca, CPOK
WCIIOJTHEHMs 3arpoca MpuocTaHaBiuBaercsa. Oneparop OCYIIECTBISET MOMBITKH CBA3M ¢ KineHToMm He
PEeXKE U€M OJJUH pa3 B 4Hac. TTocne HCYJAUHBIX ITOIIBITOK CBA3ATHCA C KnnenroMm B Teyenue YCThIPEX 4aCoOB
nonpsia, McromHnTeNs BIpaBe OTIIOKUTD 3ampoc A0 peaknnu KimenTa. KireHT yBegoMisieTcs 00 3TOM 1o
anexkTpoHHoi noute. Ecnu KnuenT He cBsbkercs ¢ MicmomHUTENEM B TEUEHHUE YETHIPEX JTHEH ¢ MOMEHTA
IMPUOCTAHOBKH MCIIOJHCHUA 3arpoca, TO 3alnpoC OTMCHACTCA, O YCM Knnenr YBEAOMIIACTCA 110
AIEKTPOHHOH MOYTE.

1.10. IIpu obpaboTke 3ampoca, CBA3aHHOTO C OpraHU3aIiel OTUIaThl yCIayTrH, VICIOTHUTEI0 MOXKET
noTpeboBaThca aBTOPU3ALMOHHOE MUCEMO OT Kitnenra, comeprxkaiiee nHpOpManuio 0 6aHKOBCKOU KapTe,
C KOTOpOH TUIAaHUPYETCS] OPraHU30BaTh CIIMCAHUE CPEICTB B CUET OIUIATHI YCIYTH.

2. ITonoop u B3aumMoeiicTBHE ¢ JTUIIAMHU, PEIOCTABJSIIONMMHU TOBAPbI, Pad0ThI, YCJIYTH.

2.1. JInna, npenocTaBIsIoLINe TOBAaphl, paboThl, yeiuyru (ganee — HemocpencTBeHHbIE HCTIOIHUTEIH)
BbIOMparoTcst KIIMEeHTOM HITH 110 €ro yKa3aHHIo.

2.2. KnueHT BIpaBe MpH HAMpaBICHWU 3allpoca OIpPeNeiuTh kelaeMoro HemocpencTBeHHOTO
WCIIOJIHUTEIS] WK NlepevyeHb Hemocpe1cTBEHHBIX CTIOIHUTENEH, TM00 ONpeAenTh KpUTEPUH HX Ioadopa
(TeppuTOpHS OCYLIECTBIECHHS AESITENbHOCTH, LIEHBI, (JOPMBI pacueToB, H T.1.)

2.3. O6pabotka 3ampoca Kmuenta mo mowmcky HemocpeaCTBEHHOTO HWCHOMHUTENSI CUHTACTCS
3aBEpIICHHOW C MOMeHTa mpenoctaBieHus Kimenty waopManuu o kaHaumatype (KaHAHIAaTypax)
HenocpencrtBeHHOro MCHONHUTENS, W/WIA 00 OTCYTCTBHUM JIHML, NPEIOCTaBISIOLIMX HHTEPECYIOIINE
Krnuenrta ToBapsl, paboThl, yCIYTH U COOTBETCTBYIOIINX €T0 MOKETaHHIM.

2.4. B ciryugae ecnu Ha3BaHHBIE VcTionHNTEIEM KaHAUAATYpbl HermocpencTBEHHOTO MCTIONMHUTENS He
yerposit Kimenra, mocneanuil BnpaBe MpocUTh Mogo0OpaTh MHBIX HemocpencTBEHHBIX HCHONTHUTENEH.
Takoe obpamenne Kimenra cuuraercs HOBBIM 3apocoM, NMpH 3TOM McronHuTens He BIpaBe MOBTOPHO
npeyarats Kivenrty tex ske HemocpeacTBEHHbBIX UCIIOJIHUTENEH.

2.5. Ilo npockbe Knmenrta McmonHuTens MOXET OCYLIECTBISATH B3aUMOACHCTBHE C BHIOpPaHHBIM
Knuenrom HemocpencTBeHHBIM HCHIONHUTENEM, NIEpeaaBas eMy NOXeIaHus u/uin ykazanus Knuenra, a
paBHO mepenaBas Kiumenty wH(poOpMaiuio, MoNMydeHHYI0 OT HemocpencTBEeHHOTO HCIIONHUTENS.
Hcnonnutens Takke MOXKET OKa3biBaTh KiueHTy coaeilcTBME B Iieperade JOKYMEHTOB M HHOU
uHpopmarmu Mmexay Kinumenrom m HemocpencTBEHHBIM HCIIOMHHUTENEM, a TaKXe NPU MPOBEACHUH
pacueroB. K momoOHbeIM mpaBooTHOIIEHNIM KitrieHTa 11 VIcTioTHUTENsT IPUMEHSIOTCS PaBUiIa O JOTOBOPE
areHTUPOBaHUS. ATEHTCKOE BO3HArpaXxaeHne VICTIoNMHUTeNs yYTeHO MPU ONpeeNIeHUN BO3HATPAXKISHUS
o Jlorosopy.

2.6. Ilpu orcyrcTBuu npsiMoro ykasanusi Knuenra, Mcnonaurens He HHQOPMHUPYET OCIEAHETO O
IIPOMEKYTOYHBIX HTOTaX B3auMOZAeHcTBUA ¢ HemocpeacTBEHHBIM HCIIOTHUTEIIEM.

2.7. B3zanmogpeiicTrue ¢ HemocpeacTBEHHBIM HCIIOTHUTENIEM OCYIIECTBIsAeTCs Mcnomaurenem ot
umenn KinenTa o ero nmopydyeHmuro.



Paznen 4. HOpﬂ}JOK NMPEACTABJICHUA UHTEPECOB Kianenta UcnoyiHUuTEI€EM BO
B3aUMOOTHOIICHUAX C HeHOCpeZlCTBeHHLlM HCIIOJTHUTEJIEM.

1. I1o mopyuenuto Knuenra McromHUTENb MOKET OCYLIECTBIIATH B €r0 MHTEpECaX B3aNMOICHCTBUE
¢ HenocpencTBeHHBIM HUCTIONHHUTENEM, yKa3aHHBIM KIHMEeHTOM WM W30paHHBIM B COOTBETCTBUHU C
IIporpammoii «KoHcbepx-cepBUC». [JaHHAs yClTyra OKa3bIBa€TCsl HA OCHOBE OTIENbHOMU 3asiBKU KiineHra.

2. llpn mnomaye 3asgBKM Ha TNPEJCTABIEHHE €ro HWHTEPECOB BO B3aMMOOTHOUIEHHMAX C
HemocpenctBennsiM ucnonauTeneM KIHEHT MOMMKEH COOOIIUTh BCe HEOOXOIWMBIE CBEICHHUS, B TOM
YHUCIIe:

- oTpeiesIeHHO yKa3aTh n30panHoro HemocpeacTBeHHOro HCIIOTHUTEIIS,

- coOOmMNTH KOHTAKTHBIC JaHHbIE HemocpeacTBEHHOro MCIONHUTENS, €ClM ero KaHIuaaTtypa He
Opl1a mpemyioxena Mcnomaurenem;

- OTIPENIENIUTh YCIYTY, KOTOPYIO OH JKeaeT npruodpecTH;

- COOOMINUTH CYHIECTBEHHBIC JUISI HETO YCIOBHS OKa3zaHHs YCIyr (BpeMs W MECTO HCIONHEHUS,
JTMaTIa30H IIeH, TapaMeTphl KauecTBa  T.11.).

3. Ilpm B3aumogeiictBun ¢ HemocpeACTBEHHBIM HCHOJNHHUTENEM @O MopydyeHuro KiueHra,
Ucnonautens pyKOBOJCTBYETCS MapaMeTpamu, 3adaHHbIMH KIMEHTOM, M B HX paMKax JeHCTBYyeT
cBOOOIHO, CTpeMsICh HanboJIIee TIOJTHO BHIMTONHUTE opy4eHne Kimenra.

4. B cimyuae HeoOxoamMoctn KIMEHT MODKEH MPEeNOCTaBHTH MOJHOMOYMS (IOBEpEHHOCTh) Ha
MIPEJICTaBIEHUE €r0 MHTEPECOB, O YeM OH MpeayIlpexaaeTcsa Mpu InpueMe 3asBKH. VcronHeHue 3asiBKU
MIPUOCTAHABIUBAETCS 10 MIPEIOCTABICHHS JOBEPEHHOCTH.

5. UcnomauTens o0bsBnsier KineHTy IeHy W Opyrue CyIIeCTBEHHBIE YCIOBHS OKa3aHUS yCIYTH,
NpeAoCTaBisieT Mo TpeboBaHWI0 KimeHTa Ha O3HAKOMIJIGHHWE TMPOEKTHI JOTOBOPOB, MPEATIOKEHHBIX
HCHOCpGI{CTBCHHLIM HCIIOJIHUTCIIEM, U APYTUC NPCAOCTABIACMbBIC UM JOKYMCHTBI U MaTCpUAJIbI.

6. Ilo mnpocebe Kimenta HcnomHuTens NPOBOAWT TMPABOBOW aHAIW3 TMPEAIOKEHHBIX
HermocpeacTBeHHBIM UCTIOTHATENEM TIPOSKTOB JIOTOBOPOB M UHBIX IOKYMEHTOB. AHAIIN3 IPOU3BOIUTCS HA
OCHOBE OTJAEJIBHOM 3asBKM B IOPSIKE, MPEAYCMOTPEHHOM Ui IPEAOCTABICHHUS KOHCYyJIbTanuu. IIpu
nojave 3asBKU Ha aHanu3 KiMeHT JoikeH 03BY4YHTH VICTIONHUTENIO0 BCe MHTEPECYIOIIKE €ro BOMPOCHI.
AHanu3 OCyIIECTBIISIETCS B pa3pe3e IMMOCTAaBIEHHBIX BONpPOCOB. B oTcyrcTBue BompocoB Kimenrta emy
pa3bsACHSETCS CYLIECTBO MPEMIOKEHHOTO JOroBOopa (IOKYMEHTa), a TakKe BO3MOXKHBIE PHUCKH IS
Knuenra, BbITeKaronye w3 noroBopa (AokymeHTa). Ha BpeMs ocCyIecTBIEHHS NPaBOBOTO aHaIN3a
BHITIOJTHEHNE 3asBKM Ha TMpEACTaBIeHHEe HWHTepecoB KimeHTa mNpHOCTaHABIMBAETCS A0 IIOJYYEHUS
pemrenus KirieHTa o pe3ynpraTtaM aHaju3a.

7. Ucnonuutens npuodpetaet i KinueHTta 3aka3aHHyI0 UM yCIYTy TOJIBKO TOCIE MOMYyYEHHUS OT
KimenTa moaTBepKA€HUS TOTO, YTO OH COTJIACeH MPUOOPECTH YCIYTy Ha MPEUIOKEHHBIX YCIOBUSX U
TOJIBKO TIOCIie TOJy4deHus mpeaoruiatel oT KimeHTta cmocobamu, yka3aHHbBIMH B 1. 9 pazgena 4
[Tpunoxenus Ne 1 x Jloroopy.

8. Bo B3aumooTHomeHmsIx ¢ HemocpeacTBeHHBIM UCTIOTHUTENEM VICTIOTHUTENh TEHCTBYET TOIBKO
oT umenu Knuenra.

9. Ucnonuurens ocyuiecTBisieT ¢ HemocpeacTBEHHBIM HCIIOTHUTENEM JIFOObIE pacdeThl TOJIBKO TI0
npsMoMy ykazauuto KimmenTa, mpeaBapuTebHO COOOITUB eMy mepeaaBaecMyro (TIEpeurcIsieMyi0) CyMMY.
PacueTsl, o norosopenHoctn Mexay Knuenrom u McnoaHurenem, MOTYT OCYIECTBIATHCS CIEIYOIINM
obpa3zom:

- HAJIMYHBIMU CPEIACTBaAMU,

- 10 OaHKOBCKOM KapTe;

- OaHKOBCKHUM I1E€PEBOIOM;

- 3a CYeT 3apaHee JEOHNPOBAHHBIX CPEJICTB.

10. Ycnyra mo mpenoctaBieHnio uHTepecoB Knmenrta nepen HemocpencTBEHHBIM HCHOTHUTENEM
CUMTAeTCsl OKa3aHHOW B MOMEHT, KOIZJa B pe3ynbTaTe 3akitoueHHoro Mcnomaurenem u
HemocpeactBenHsiM HcmonHUTENEM B WHTepecax Kimenrta noroBopa, Kiment mpmobpen mpaBo Ha
noJTydeHrne HeoOXOqUMON eMy yCiIyTd. VconmHnTenbs XpaHuT BCE CBSA3aHHBIE C 3aKIIOYSHHUEM JI0TOBOpa
JOKYMEHTBI, B TOM YHCJI€ PAacUeTHBIE W IUIATEXHBIC TOKYMEHTBHI, 1 IPU HEOOXOIUMOCTH TEpeNaeT MxX
KinenTy B MecTe CBOEro HaxOX/I€HU, IEPECHUIAET 110 TIOYTE WM JOCTABIISIET C KyphEPOM.

11. Tlo npocrbe Kimenra McmoaHUTENs MOXKET TPEabIBUTh HemocpecTBEHHOMY HCTIOTHUTEITIO
MPETeH3UI0 B CBA3M C HEWCIIONHEHWEM JIOTOBOPOB, 3aKIIOYEHHBIX VICLOMHHUTENh C ITHM
HemnocpeacTBeHHBIM HCIIOTHUTENEM 10 MMOPYYEHHUIO U B HHTEpecax KinenTa.



12. Ilperensun HemocpencTBEHHOMY HCIIOJIHUTENIO B CBSI3M C KAQ4E€CTBOM YCIYT, C HapyIIEHHUEM
CPOKOB MX OKa3aHWs, C HapylIeHneM ykazaHui Kimenta (ecnm 3TH ykazaHus nepemaBanvich KineHTom
CaMOCTOSTEIBHO, JIM0O €CJIM OHU OBLIM BEPHO TepelaHbl padoTHuKoM Mcmomuurens co cioB Kivenra)
sasBisitores Knuentom npsmo HemocpeicTBeHHOMY HCTIOTHUTEITIO.

Paznen 5. Cranaaptsl o6cayxuBanus Kinentos.

CrannmapTsl 0OCITYKHUBAHUS 110 MPEIOCTABIIEMBIM YCIyTaMm:

1. ynomnerBOopeHHOCTh KIIMEHTOB KOHCHEPK-YCIyraMH, MPEIOCTaBISIEMBIMH B PaMKax HACTOSIIETO
JloroBopa, mo pe3yiabTaTaM OIMPOCOB (BHYTPEHHHE ONPOCHI 3aKa3yvKa W OMPOCHI, OpPraHU3yeMbIC
HcnomHuTenem 1o coriacoBaHuIo ¢ 3aKa3unKoM) HE HIDKE YPOBHS «YAOBICTBOPCHY;

2. TpeNoCTaBICHUE KOMIICHCAIIMH/KOMIUIMMEeHTa KIHMeHTy B  cliydyae TPU3HAHHBIX — ONIMOOK
HcnomauTtens wiv HEKa4eCTBEHHOTO OKa3aHUsl YCIIyT UM Ipu 00ciykuBaHuu KineHra (ocymecTBisieTcs
10 COTJIACOBAHUIO ¢ 3aKa3UYHUKOM).

Paspnen 6. llopsanok npexocrasiaennss Uudpopmanuu Ucnonuuresnro.

[Ipu oOpamennn Knumenra c¢ 3ampocom omepatop McmonauTenss mpoBepseT HAIWYHEe W COCTaB
[lepconanpuoit nHbopMmaru o Kimente B cBoel cucteme. Ecnm Mubopmanus HaiimeHa, omepaTtop
npuHuMaeT 3anpoc Kimenra u npomomkaer ¢ HuM pabdory. Eciu Mudopmarus He HaiineHa, onepaTop
cooburaer Kimenty o HeoOxomumocTu npeaoctaBuTh MHpopmanuio.

Pa3zgen 7. OT4eT 10JKEH COAePKATD:

Howmep 3ampoca;
[Hara 3ampoca;
Bpewms nocrymuienus 3anpoca;
®UO Knuenra;
ITpomoxon, ecnu KimenT obparniaercst BepBEIe;
OrnrcaHue 3ampoca;
Tema/kaTeropus 3anpoca;
Texymuii craTyc BEITIOTHEHHUS 3allpoca — UCTIOIHEH, B 00paboTKe U T.I1.;
HNudopmaruio o ToM, IpOU3BOIMIACE JIH OTIATa YCIYTH B paMKax 3anpoca Kimenra:
9.1. Omiara 1o miaTexHou KapTe;
9.2. Onnare 1o MHOM MIATEKHON KapTe;
9.3. UHoi1 crtocob omiaThl.
Taxxe OT4eT JOKEH CoJepKaTh aHAIN3 MTPE/ICTABICHHBIX TaHHBIX, @ UMEHHO COAEPKATh CIETYIONLYIO
00001ICHHYIO HHPOPMALIHIO:
10. KommuectBo KimieHTOB, 0OpaTHBIINXCS B OTYETHOM TIEPHO/IE;
11. KonuuectBo KineHTOB, 00paTHBIINXCS C Hadaaa COTPYIHHUUCCTRA;
12. KonmuectBo HOBBIX KIIMEHTOB 32 OTUETHBIN IEPUOT;
13. KoanuectBo 3ampocos;
14. Amnanu3 3ampocoB MO TeMATUKE/KaTeropusaM (KOJIHYECTBO, %);
15. Amnanu3 maHHBIX 00 OIUTaTe yCIyT B paMKax 3ampocoB KimmeHToB u ap.
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Paznen 8. llopsinok pacecmorpennss CtopoHamu #xajio0 KiineHTOB U HapyLieHuii
HcnonHuTens M NPUHATHE PEeLIEHU 10 HUM.

1. Bce xano0bl, npeTeH31H U OT3bIBbI KITMEHTOB IPUHUMAIOTCS K PACCMOTPEHHMIO TIPH MOJTYYSHUH HX B
nucbMeHHOM Buje. JKanoObl, mpereH3un W OT3bIBbI KIIMEHTOB JOJDKHBI OBITh HANpaBiICHbl Ha
2IIEKTPOHHEIHN afpec 0.buskens@mycarpediem.ru, ¢ o6s3aTeaBHON KOMKEH Ha 3JIEKTPOHHBIN ampec
as@mycarpediem.ru. B ciayugae ecnu kano0a, mpeTeH3Hs COAEpkKaT TpeOOBaHWE MaTepUalIbHOW
KOMIICHCAIINH, Kaj00a, MPETeH3Msl JOJDKHBI OBITh OQOPMIICHBI B MIMCHbMEHHOM BHUJIE 32 MOAIHUCHIO
Knuenra.

2. BO03MOXHO paccMOTpEeHHE Kano0, MPEeTeH3UH U OT3hIBOB KIIMEHTOB NpW MX MOCTYIUICHHH B KOJUI-
neHTp u ciayx0y QualityManagement Hcrmomnurens (nemapramMeHT Mo paboTe ¢ KajaobaMHu H
npeTeH3usMu). [lpu mocTyreHun kano0d, KOMMEHTApPHEB M OT3HIBOB KITMEHTOB paOOTHHK CITY>KOBI
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QualityManagement odopmisieT marayro uHGopMarmio oT KineHTa B MHCBMEHHOM BHJIE U 3aHOCHT
B COOTBETCTBYIOIIYIO 0a3y JaHHBIX Kallo0 U KOMMEHTAPHEB.

AHanu3 xano0, mpeTeH3uid W OT3hIBOB KUIMEHTOB, a Takke NMPUHATHE pEIIeHHH, MPOBOAUTCS Ha
ctopoHe McnonHuTeNs B yCTaHOBJIEHHBIE BHYTPEHHUMHU PETIIAMEHTaMH CPOKH.

Jns cormacoBaHMs pelIeHWH, MPHHSITHIX TOCIE PacCMOTpeHHs kaio0 KimeHToB m HapymieHui,
JIOMYIIEHHBIX VcromHnTeNIeM TO MTOraM OT4eTHOro mepuona, CropoHsl cozmaioT Kommccuto,
COCTOSIIYIO U3 2 (IBYX) YEIOBEK C KaXJI0H CTOPOHBI.

B ciyuae Hecormacus npenctaBuTenei 3akazuuka ¢ perieHHsIMA, PUHITHIMU BO BpeMS BHYTPEHHETO
aHanm3a VcnoigHuTeneM, IpOBOJUTCS MOTHOE M BCECTOPOHHEE pacciieIOBaHUE M0 KAKAON JKamooe.
CTOpOHBI U3yHaIOT cienylollee MaTepHalbl: 3aMicy TeleQOHHBIX 3BOHKOB U KOPPECHOHACHIHMIO B
TedeHue 5 (IsTr) pabounx THEM.

Ilo wroramMm wu3ydeHUs BBIIICTIEPEUNCICHHBIX MarepuanoB, CTOpoHBI cocTaBisIoT [IpoTokon
paccMOTpeHHusl kajo0, B KOTOPOM YKa3bIBAlOT MHEHHE 4WieHOB Komuccuu 1O MOJHOTE U
000CHOBaHHOCTH KaK[I01 KOHKpeTHOH kano0wl. B IIpoTokone dukcupyercs npunstoe Komuccueit
peleHne 0 MOTHBHPOBAaHHOCTH W OOOCHOBAaHHOCTH JKajoOBl, a TakXe NaIbHEHIIHe IIard IIo
MPUHATOMY PELICHUIO.



