RAVEL COTNALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCMOPTHbIX YCAYT NPUHLUUMANY

IN ANY CITY IN THE WORLD

Ipunosxenne Ne6 pen. 10.11.20 r.

Hassanue Crpannia
Hpenuciosue 2
1. OO011HE MONT0KEHHS 2
2. TepMUHBI U ONIpeIesICHHS 2
3. Lenu u 3anaun 3
4. | KoHuenus KIMEHTOOPUEHTUPOBAHHON TOIUTUKHI 3
5. OpraHu3aiMoOHHO-HOPMATHBHOE O0ecreueHrne 3
6. Hudpactpykrypa 04HOTO 00CITYKMBAHKS 4
7. TpeboBanus Kk Boautensam [puHuunnana npu odcinyxuanui KiiieHToB 4
8. | JlenoBoii stuker npu obcaykuBanuu KiimeHTos 6
9. | JlenoBoii oTUKET 1pu TejeOHHBIX IEPEroBOPax 6
10. | Druka 1ea0BOM epenucKu 7
11. | BHyTpeHHUI dTHKET 7
12. | OcHOBHBIC KPUTEPHHU U APAMETPhI B3auMoencTus ¢ Knuentamu 7
13. | KirodeBble KpUTEPHHU OLIEHKHU KadecTBa B3anMoieiicTeus [IpuHimmana ¢ AreHTamu 7
14. | Opranusaums KIMEHTCKOro cepBrca IIpuHnmmana 7
15. | [puHIimnel yperyiupoBaHusi KOH(GIUKTOB 8
16. | 3aouHoe oOCITy)KUBAHIE 8
17. | Hopsiok 3a04yHoro obcnyxkuBanus KivieHToB nocpeictBoM TenedoHHoi cBsi3u (KoHTakT-1eHTp) 8
18. | Hopsmaok 3ao0unoro obcaykuBanusi KimentoB (AreHTOB) OCPEACTBOM ITOYTOBOM MMEPENUCKH 9
19. | TpeGoBaHus K OpPraHU3AIMK CHCTEMbI HHTEPAKTUBHOTO 00CTY)KUBAHUS 9
20. | O6cnyxuBaHue )ano0 1 IpeTeH3ui 10
21. | Mubopmarmonnoe obecriedernre ATeHTa 10
22. | Kputepnu kavecTBa 00CTy)KHBAHMUsI, KOHTPOJIb I MOHHTOPHHT KauecTBa 00cayskuBanusi KineHToB (AreHToB) 11
23. | TpeboBaHMUs K BOAWTENO U OTBETCTBEHHOCTD 32 HAPYIIIEHHS 12
24, | TpeGoBaHUS K TPAHCIOPTHOMY CPEJICTBY U OTBETCTBEHHOCTD 3a HAPYIICHUS 13
25. | TpeGoBaHUA K BOIWTEIIO U OTBETCTBEHHOCTD 3a HAPYIIIECHUS 13
26. | TpebGoBaHus K IMOPSIKY OKA3aHUS YCIIYT M OTBETCTBEHHOCTD 3@ HAPYIIICHHE 14
27. | Heiicteus npu JITI1 1 OTBETCTBEHHOCTh 338 HAPYIIEHHE 15
28. | Pemienve KOHMIMKTHBIX cUTyaIuii ¢ KIIMEHTOM W OTBETCTBEHHOCTH 33 HAPYIIIEHUE 15
29. | HHble 10rOBOPEHHOCTH 15
30. | TpeboBaHus K mpolieccaM B3aMMOJICHCTBHU, ONPe/IeICHNS U OTBETCTBEHHOCTD 33 HAPYIICHUS 16
31. | Yacsl paboTsl 16
32. | Otser Ha Tenedonnoro 380H0k Arenra/pabora Call nienrpa [punnmnana (24/7) 16
33. | O6paborka HHOHOPMAIMOHHBIX 3AIIPOCOB U 3asBOK HA OPOHMPOBAHUE 16
34. | Ucnonuenue obs3arenpers [IpuHnmnana B YacTi okasanus yeiyr o tpancdepy KinenTos (mepeBo3ka, TpaHCIOPTUPOBKA, IOCTABKA M IP.) B COOTBETCTBHU C MOATBEPIKIACHHO 3asiBKO 17
35. | VBenomienne AreHTa 000 BceX MHIMICHTAX, (JakTaX HEOKa3aHUs WM HEHa JIKAIIIEr0 OKa3aHHsl YCIIYT, a TAKKe PeKIaMallusX, MOJTYYCHHbBIX HanpsMyro ot Kinenta Arenra 20
36. IIpenocraBienre ATeHTY MOIHOW WK JIOCTOBEpHOH nH(OpMAINU O IeicTBYONIEM Tapude, B TOM YKCIIe, HO He OTPAHUYMBAsCH criell. Tapudamu KaneHToB AreHTa, a TakyKe 0 MOJUTHKE IITPA(QHBIX CAHKIIHIA B 20
OTHOIIEHHUH TOPSJIKA MPEJIOCTABIEHUS YCIYT
37. | IlpexocraBiaenue yCiayr B IpaHUIaX COrIacOBAHHOIO JIMMUTA IIEHO00pa30BaHuUs 21
38. | IIpenocrasnenue uHboOpManuu 06 0COOEHHOCTAX OKa3aHus yeayr [IpuHIMIaIoM 21
39. | Iopsiiok paboTkl ¢ peKIaMaIisIMu 21
40. | IlpenocraBieHue peecTpoB, COMEPKANIMX MOJHYIO U JIOCTOBEPHYIO HH(OPMAIIUIO 22
41. | OtBercrBeHHOCTD [IpHHIMNana 3a npenocrapiaeHue Kimentam AreHra 3aKpbIBAIONIMX JOKYMEHTOB 22
42. | TlpenocraBjieHue CYETOB 22
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CITY IN THE WORLD

NPEANCIIOBUE

JIroGoit OM3HEC CYHIECTBYET M pa3BUBACTCSI TOJIBKO Oaromapsi CBOMM KieHTaM. YeM Golblle KIMEHTOB YAOBIETBOPEHBI KAUeCTBOM pabOTHI M 00CITYKMBAaHHMS, TeM OOJIbIIIe ITAHCOB Ha yCIIeX y BCeil KOMIIaHMH.
B ycnoBUsIX KOHKYpEHIMY KIIMEHTOB MOXKHO IIPUBIIEYb TOIBKO O€3yNpedHBIM CEPBUCHBIM 00CITY)KUBaHHEM.

Crangapt KauecTBa 00CITy)KHBaHUS (110 TEKCTY Takke - SLA) — 3T0 npaBuiIa 04HOT0, 320YHOT0, OHJIAWH 00paIleHHH, IEPENUCKU MEX Iy AreHTOM U [IpHHIMITAIOM; YCTaHOBJICHHBIE HOPMBI YPOBHS
obcmyxuBanus BoguTeaamu [punimmnana KineHToB u ciocoObl KOHTPOIIS UCTIOMHEHUS YCIIYT, FApaHTUPYIOIIHE TOTPEOUTENSIM YCIYT BBICIINI yPOBEHb 00CTYKHUBAaHHS, CBOEBPEMEHHOCTh 00PabOTKH 3alIpOCcOB
U noydeHust oTBeToB. CTaHIapT KauecTBa 00CITyKHBaHUS 00yCclIaBINBaeT KOMIETEHTHOCTD YCIIYyT, TIPEJOCTaBIsIeMbIX Komnanuel [Ipunnumnana.

1.1.

1.2.
1.3.
1.4.

2.1.
2.2.

2.3.
2.4.

2.5.
2.6.
2.7.
2.8.
2.9.

2.10.

3.1

3.2.

OO0111Me TOJI0KEHHUSL.

Hacrosmuii cTanmapT kadecTBa oOCIyKUBAaHUS SIBISETCS HOPMaTUBHBIM JOKYMEHTOM, YCTaHABIHBAIOIIUM 0a30Bble TpeOoBaHMs MO B3auMmojelcTuio ¢ Kimentamu, Arentamu u [IpuHnumnanamu npu
OKa3aHHHU aBTOTPAHCIIOPTHBIX YCIIYT.

CraHpapT npeaHa3HaueH A npuMeneHns cemu Cotpyanukamu [Ipuanmmnana.

CraHzapT pacupocTpaHseTcs Ha B3aHMOOTHOLICHHS C HOTPEOUTEISIMHU YCIIYT - (PM3NYECKUMH JINIAMHK; IOPUIMIECKIMH JIHIAMH, B TOM YHCIIE HHIVMBAAYAIbHBIMHU NIPEINPUHIMATEISIMA.

B Cranpapre y4reHbl TpeOOBaHHS HOPMaTHBHO-IIPAaBOBBIX akToB: ['paxxmanckuil koxekc Poccuiickoit ®@eneparyn; 3akoH Poccuiickoit @eneparun ot 7 depans 1992 r. Ne2300-1 «O 3amuTte npas
notpebureneit»; Oenepanbusiii 3akon Poccuiickoit @eneparyu ot 27 uromst 2006 r. Ne 152-03 «O mepcoHanbHbIX qaHHBIX»; MexrocymapcrBennsiii cranaapt [OCT 30335-95 / TOCT P 50646-94
«Ycnyrn HaceneHuo. TepMUHEL 1 onIpeeneHns (BBeneH B aeiicTBue nocraHoBieHneM ['occtannapra PO ot 12 mapra 1996r. Ne 164); HanmonansHsIit crangapt Poccuiickoit denepamun [OCT P 52113-
2003 «Ycnyru nacenenuto. HoMeHkmaTypa mokasareneii kauectBay» (yTB. mocTaHoBienueM ['occrangapra Poccuiickoit ®@epepannu ot 28 urosst 2003 r. Ne 253-ct); TOCT P CO 9000-2008 Cucremsr
MeHeKMeHTa kKayecTBa. OcHOBHBIE moJioxkeHus u cioBapb; [OCT 30594-97. Yenyru tpancnioptaeie. [laccaxupckue nepeBo3ku. HomeHknarypa nokasareseii kayecTna.

Te| YMHUHBI X OTTPCACIICHUSA

Arent — O0IIECTBO ¢ OTpaHUIEHHON OTBETCTBEHHOCTHIO «PycTpancdep» 3akmounBiee JOrOBOpHBIE OTHOIIEHHUS ¢ [IprHIMIaNOM Ha OKa3aHHe aBTOTPAHCIIOPTHBIX YCIIYT.

Omnepatop (MeHemxkep) AreHta - COTpyJHUK ATEHTa, OCYLIECTBILIFOIIMI HEMOCPEICTBEHHOE B3amMoJeicTBie ¢ [IpUHIMIANIOM M YIIOJHOMOYEHHBIH penaTh BOIPOCHI, CBS3aHHBIE C HCIIOJIHEHHEM
JloroBopa B pamkax CBOeW KOMIIETEHIIUH;

[MpuHinan — opranu3amus Wi GU3NYecKoe JIUIO, HEMOCPEACTBEHHO OCYIIECTBIIIONIAs aBTOTPAHCIOPTHBIE YCIYTH Uit AreHTa U ero KineHTos.

Cotpynuauk [IprHnnmana — ¢pusndeckoe N0, HAXOSIIEECS B JOTOBOPHBIX OTHOMICHNAX ¢ [IpuHIMIanom (BOAUTENH, AUCTIETIEPHI - OTIEPATOPHI, OyXranTepus, aAMIHICTPATUBHBIN [IEPCOHAI), KOTOPOE
HETIOCPE/ICTBEHHO OCYIIECTBIIAET OKA3aHUE COOTBETCTBYIOIIETO BUA yCIyr At KnuenTos nnu AreHry.

Knments! — pusnueckue nuna, ykazaHHbIe ATEHTOM B KauecTBE HOTpeOUTENeH aBTOTPAaHCIOPTHBIX U IIPOYHX YCIIYT, OKA3bIBaeMbIX [IpHHIATIAIOM.

ABTOMH(OpPMATOP - TEXHUYECKas! CHCTEMa aBTOMAaTHYECKOTO OMOBEIEHHUsI OOJIBIIOro Ynciia abOHEHTOB B IEJIX JOBEACHHS 10 HUX THIOBOH HH(OpMaImy.

IMperensus — nHanpasneHHoe Kimenrom mmm Arentom B aapec [IprHIMNaNa uiam 1omKHOCTHOTO Jinna [IpuHIumana mIckMeHHOE HIIM YCTHOE 3asBICHHE O HapYIISHUH IpaB MM HHTepecoB Kimenra.
Konrakr-nentp (Call-1ieHTp) - COBOKYITHOCTH 000PYIOBaHUs, IPOrPaAMMHOT0 oOecriedeHus, onepaTopos [IpuHIMIaNa, mpoleccoB Jyis odecriedeHust 00CTy)KMBaHHsI ATeHTa.

Obpamenne - HampaBiIeHHOe ATeHTOM B ajpec [IpuHIumana wiM XODKHOCTHOTO jvia IIpuHIMNana MICEMEHHOE WM YCTHOE NPEJIOKEHHe, 3asBICHHE, jKajloda WM 3alpoc Ha IPeJOCTaBICHHE
uH(bOPMAIIUH.

OTHKET — COBOKYITHOCTh HOPM H TIPABIII, OTPAXKAIOIINX MPEICTABICHNUS O JOJHDKHOM MOBEICHUH U (POPMATH3YIONIUX MPOIEcC KOMMYHHKAIIMN MEKIY JTIOIBMIL.

Qem/l " 3a1a49n

Llenbto HacTosiero CtanaapTa sBISIETCS YCTaHOBJICHUE HOPM M IpaBuil B3auMoeiicTeus [Ipununnana ¢ Knuentamu, AreHramu, onepaTropaMu ATeHTa U BOJUTEIISIMHU, BBIPAOOTKH €ANHBIX TpeOoBaHH
K Ka4eCTBY OOCITY>KHBaHHUS, ONTHMHU3ANNS 1 (hopMai3anus Mporeyp B3anMOACHCTBHS ISl MTOBHIIICHNUS YAOBIECTBOPEHHOCTH Ka4eCTBOM OOCITYKHBAaHHS BCEX CTOPOH.

[ToBbIIIeHNE YAOBIETBOPEHHOCTH Kau€CTBOM OOCITYKMBaHUSA JOCTUTAETCs B pe3ysIbTaTe: SKOHOMUU BPEMEHH U YCUJIHI 110 PEIIEHHIO BOIIPOCOB, BO3MOKHOCTH ITPEJOCTABIEHHSI OJJHOBPEMEHHO HECKOJIBKO
BHJIOB YCIIyT; COKpAI[CHHUs BPEMEHU Ha 00CIy)KHBaHHE; CO3aHusl KOM(MOPTHBIX YCIOBUH U JOOPOXKETATeIBHOTO OTHOIICHUS; YITPOLICHHS MTPOLIEyphl B3aUMOACHCTBHSI MEXKAY CTOPOHAMHU MPOLIECCOB;
onTuMu3anus 3arpat Arenra u Knuenra.
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CraHIapT ycTaHaBIMBACT TPEOOBAHUS K CIEIYIOLINM IPOIieccaM B3aMMOJCHCTBHUS: pearipoBaHus Ha NMPETCH3UH M 00palleHus ; 00eCTICYeHHS «0OpaTHON CBA3M»; OLEHKH CTCNEHH YJOBIETBOPECHHOCTH
Ka4eCTBOM YCIYT M KaueCTBOM OOCTY)KHBaHHS; 3aKJIOYEHHE M BEeICHHE IOrOBOPOB, TeKyllee OOCIy)XHBaHHE; aHAIU3 MOTpeOHOCTel M oxunaHui KimeHToB mocpencTBoM oOpaboTKu oOpalieHuii;
OCYIIECTBIIEHHE MOHHUTOPHHTA U KOHTPOJIS HaJl 0OCITy)KMBaHIEM, B TOM UHCIIE 3a MCIOIHEHNEM pelIeHHH, IPUHATHIX 110 )KaJIo0aM U 00pameHsIM; obecriedeHre HHPOPMUPOBAaHHOCTH.

CrenoBanue HopMaMm Hacrtosiero CTaHgapTa HalpaBlICHO: Ha COXpaHEHHE W IpHBICYeHHE HOBBIX KiMeHTOB; Ha co3manue y AreHra W KUIMEHTOB MOTPEOHOCTH NMpPOJOJDKATH COTPYIHHYECTBO C
[MpuaInanom, Ha GopMHUPOBaHUE U HOAEPKaHNIE TTOJIOKUTEIBHOT0 NMHIKA B ria3ax KimenTto, CoTpyJHUKOB M OIIEpaTOpOB ATeHTa.

KOH[!CH 1155’8 KHHGHTOO[!HCHTH[!OB&HHOﬁ TTOJIMTUKH

LleHHOCTH M NPUHIMIBI B3aUMOAEHCTBUS Mexny CTOpOHaMH HPOLECCOB BKIIOYAIOT B cedsl 00sA3aTeNbCTBA MO 00ECHEUEHHIO HAACKHOrO U Oecrepe0OHHOro aBTOTPAHCIIOPTHOTO OOCITYKHBAaHUS,
JIOCTYITHOCTBIO BCEro CHEKTpa ycuyr nodpocoBecTHEIM ArenTtaMm u Kimenram. KimentoopneHTHpoBaHHEIH noaxon [IpuHIMIana ocHOBaH Ha CHCTEMAaTHYECKOM B3aHMOJICHCTBHH CO BCEMH CTOPOHAMH,
o0ecneIrBarOIIMMH IPOIECCH 00CTY)KUBAHUS 3aKa30B, OTCISKUBAHUH U aHATN3E UX MOTpeOHOCTEN 1 MHEHHUSI KIMeHTOB 0 kauecTBe 0OCITyKMBAHUS U UCTIOIb30BAHIHU MPHUHIUIIA «OOPATHON CBSI3M».
OCHOBHBIMH NIPHHIUIIAMH HOJUTUKY SBIISIOTCS:

BpemenHas 10CTYNHOCTh: ATE€HTY TapaHTHPYETCsl KaUeCTBEHHOE 0OCITy)KMBaHUE U OTIEPATHBHOE PACCMOTPEHHUE 3aIIPOCOB HE3ABUCUMO OT BPEMEHH CYTOK.

OpraHu3alfoHHast JOCTYITHOCTE: [IpaBuia nmoss30Banus yciayramu [IprHoumana qomkHb! OBIT TIOHSATHEI M HCTIOJTHUMBIL.

WndopmarmonHas noctynHocTs: [lonHas u 1ocToBepHas nHGopMarys 000 BCeX Mponeaypax B3auMozeictsus ¢ [IpuHImmanoM HOCUT ITyOIHMYHBIN XapaKTep U MPeI0CTaBISETCs B JOCTYIHON (dopme.
ATeHT HaJUIeXalmM 00pa3zoM HHPOPMHUPYIOTCS O CTOMMOCTH YCIIYT, MOpsaKe (OPMHPOBAHUS U pa3Mepe Tapu(oB Ha OIIATy YCIYT, a TAKKe, IPH HEOOXOAUMOCTH, O MOPSIIKE IIEHOOOpa30BaHus.
LlenoBast n KOHKypeHTHas JocTynmHOCTh: Co3nanue ycnoBuil 1uist AreHTa o Tapudam, CriocoOCTBYIOIINX Pa3MENISHHIO 3aKa30B TOJIBKO B KoMnanuy [IpuHnumana.

O6cayxuBanue Arenra u ero KineHToB OCHOBaHO Ha CIEAYIOMINX MPUHIIHIAX:

IMpunimn «o6partHoii cBs3m»: [IpyHINIAN ONIepaTHBHO NPOU3BOAUT N3MEHEHHS B CBOEH IEATEIEHOCTH B OTBET HA MOTPEOHOCTH U oxkuaHust KimeHToB 1 ATEHTOB.

[punmun «oovexTrBHOCTHY: KieHTaM 1 AreHTam o0ecrieunBaeTcsi 00bEKTUBHOE M HEMPEAB3ATOE pACCMOTPEHHUE 0OpalieHnit 1 5kano0 B yCTaHOBJICHHBIE CPOKH, UCXOIS U3 MIPUHIIHIIA JOOPOCOBECTHOCTH
KnueHnra u AreHTa, eciii B yCTaHOBJIEHHOM 3aKOHOM IOPSIKE HE YCTAHOBIIGHO 00paTHOE. PaccMoTpeHue oOpaleHuit 1 xalo0 HCXOIUT U3 IPUHIHIIA JOOPOCOBECTHOCTH BOAUTEIL, €CIIU B YCTAHOBJICHHOM
MOPSJIKE PACCMOTPEHNMS HE yCTaHOBIEHO obpartHoe. IIpu paccMoTpennn obparnennii KITHEHTOB MOXKET yIHUTBIBATHCS, YTO y JAHHOW Ipymnibl KIneHTOB HET I0pHUANYeCKUX MITH TeXHHIECKHX 3HAaHUH 110
BOIIPOCaM U yCJIOBHSM UCIIOJHEHHUS aBTOTPAHCIIOPTHBIX YCIYT.

Boautens, obcmyxuBaronuii KniieHTa AreHTa, B CBOEM JIMIE MPEACTaBiIseT AreHTa, H OT ero oTHomeHus Kk Knmenrty 3aBucut Bocmpustue AreHra KimeHTOM Kak HaJe)KHOTO W JOOPOCOBECTHOTO
MOCTABIIUKA YCIIYT.

Knmentam n AreHTam oOecrieunBaeTCs 3allUTa MMEPCOHANBHBIX TAaHHBIX Ha ocHoBaHMH DenepanpHoro 3akoHa Poccuiickoit @enepammu ot 27.07.2006r. Ne 152 - @3 «O mepcoHaIbHBIX TaHHBIXY.
Cotpynuuku [Ipuniunana odecrieYnBaroT KOHPHUACHINAIBHOCTD OJyYeHHOW HH(POPMALINH, 32 UCKITIOYEHHEM CITydaeB, IPeyCMOTPEHHBIX ACHCTBYIOIINM 3aKOHOAATEIbCTBOM.

OpraHu3anuoHHO-HOPMATUBHOE 00CCIICUCHUE

OO0cinyxrBaHHE KIMEHTOB [IpHHIMIIAIOM OpraHu3yeTcst TAKAM 00pa3oM, YTOOBI 00ECTIEYNTh ONITUMATBHBIN 0ajlaHC KaueCcTBa M CTOMMOCTH OOCTYKMBaHHUS U yIOBJIETBOpeHHE TpeboBaHmi KimeHTOB B
COOTBETCTBHH C 3aKOHOJATeIbCcTBOM Poccuiickoit dexepanun, ycinoBusiMu 1orosopa u SLA.

061_1.(”6 BOIIPOCHI OpraHu3anii CUCTEMBI YIIPABJICHUSA B3aHMO)1€ﬁCTBHeM ¢ Knuentamu ONPEACIAOTCA B COOTBETCTBUU C KOHueHuHeﬁ KJ'lI/IeHTOOpI/IeHTI/IpoBaHHof/’I IMOJINTHUKH.

IIpuem 3ampocoB Ha Tepe3akiOYeHHe JOTOBOPHBIX OTHOIICHHI OCYIIECTBIAET CIyk0a Mo padoTe ¢ FOPUAMYECKHIMHU JMIaMu 1o Tenedony +7(495)128-3601 u agpecy BIIEKTPOHHOW MOYTHI
corp@rustransfer.org.

KoHTakT-IeHTp SABIIsIETCS TOUYKOH BX0O/a ATEHTOB K VICTIOTHUTEIIO ¢ 3asiBKAMH, BOIIPOCAMH M IOTPEOHOCTSIMU.

[Moppazaenenns [IpuHnunana, B GyHKIMU KOTOPBIX BXOAUT OKa3aHUE CIOXKHBIX YCIyT, opranu3anus BUII o6cnyxuBanus, 3apyOexHble TpaHC(epbl, B3aUMOICHCTBYIOT B paboTe ¢ onepaTopaMu Arenra
B paMKax cBoel kommereHIMH. Kaxgoe moxpasaenenne, nqesTeIbHOCTE KOTOPBIX 3aTparuBaeT HHTepeck ArenTa n KimeHToB, 1aeT IpeuioxKeHus 110 yIIyqIIeHHIo paboTsl ¢ KinentaMu i ygacTByeT B

peanu3anuy dy4liero BapuaHTa UCIIOJIHEHUS YCIIYT.
Cotpynauku [IpuHINTaNa B yCTaHOBJICHHBIE CPOKHU MPEIOCTABISIOT OTBETH HA 3aIPOCHI M 3aKa3bl, OCYHIECTBIIIOT JOMIOJHAUTENBHBIC 00palIeHNs 32 YTOUHEHUSAMH K ATEHTY IO UCIIONHEHHUIO YCIYT,
IPEAOCTABICHHUIO BApUAHTOB aBTOTPAHCIIOPTA MO TpeOyeMBbIM MapaMeTpaM U YCIOBUSIM ATEHTa.

Jlnst opranm3anun B3aumoaeicTBus [IpiuHIumana ¢ ATeHTOM U oliepaTopaMy ATeHTa HCIOIb3yeTcs eIMHOE KOPIIOPAaTUBHOE MMPOrpaMMHOe obecrieueHrne ATeHrTa.
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Jns nozpnep)kaHus CHCTEMBbI LIEHTPAIM30BaHHOTO oOciyxuBaHus [IpuHIMMNan oOecnevynmBaeT Hanuuue: KBATH(OUUIMPOBAHHBIX COTPYJHHKOB, OTBETCTBEHHBIX 33 B3aUMOJCHCTBHE W OPraHU3ALUIO
obcnyxuBanus AreHToB U KIHeHTOB; COBPEMEHHOT0 KOMITBIOTEPHOTO 000pYA0BaHHs M IPOrPAMMHOT0 00eCIIeUeHUst AJIs PErUCTpaIiii, 00paboTKu obOpatieHuii 1 (OPMUPOBAHUS OTUETOB ISl ATeHTa.

HudpacTpyKTypa 04HOI0 00CTYKUBAHMS

OuHoe obcmyxuBaHue AreHta [IpuHIMIIANOM OCyIIECTBISIETCS B 0(rce 00CITy)KMBAaHMS KIHEHTOB M0 aJpecy, yKa3aHHOMY B PEKBH3UTaX B JJOTOBOPE.
OuHoe obcmykuBaHue pykoBoautensymu 1 Cotpyanukamu [IpuHIunana npou3BoauTcs B 9ackl paboTsl COTPYIHUKOB CTPYKTYPHBIX TOApa3AeneHuit.
Bere3n CoTpyIHUKOB M pyKOBOIUTENCH B 0HC ATEHTa MPOU3BOJUTCS TI0 COTIIACOBAHUIO CTOPOH, U ONIPEAEISIIOTCS M3 IPHHIIAIIA JOCTATOYHONH HE0OXOJMMOCTH OYHOTO OOCITYKHBAHHSI.

TDC6OBaHI/I$I K BoguTeasM [IpuHIumana npu O6CJ'[V)KI/IBaHI/II/I Knuentos

KineHTsl, 00cmyKMBaHUE KOTOPHIX BhI ocylecTBisieTe, Kak MPaBHIIO, ACIOBbIC HIM KOMaHIUpOBaHHbIe KIIMEHTBI, U1 KOTOPBIX BaKHO KAYECTBO YCIYT, MYHKTYaJIbHOCTb 1 06€30MacHOCTb Moe3/1Ky. Bamre
OTHOIIICHHE K paboTe MpH BBHIIIOJIHEHHUH 3aKa3a Ha TpaHcdep TpeOyeT ropasio 0oJblie BHUMAHHS H OTBETCTBEHHOCTH, YeM PSIOBOI 3aKa3 TaKCH.

BHewHuii B BoauTeNel OIDKEH OBITH ONPATHBIM, YUCTHIM U B KJIACCHYECKOM WIIH JICJIOBOM CTHIIE OJEXAbl (Oproku, py0aiika uian cBurep, Tydun). Boaurenu aBromobuieil knaccoB «busnec» u
«[IpexncraButensckuiiy — paboTaroT B AENOBOM KocTioMe. He momyckaercst cnopTiBHasI U IUISDKHAsE 00yBb, IOpTH. OOYBb TOJDKHA OBITH YHCTOM U ONPSTHOM.

Bonurens noypkeH onepaTHBHO U Ka4eCTBEHHO 00CIy)HuBaTh KimeHToB.

Boautenu IIpuHimnana 6e30roBopouHO COOIIIONAI0T CTaHAapThl BCTpeud KIIMeHTOB B TepMUHaiIe MPHOBITHS a3pONopTa Ha BBIXO/E U3 30HBI IOJyYCHUs Oaraxa, Ha HeppoHe XKeJIe3HOAOPOIKHOTO BOK3ajIa
W B JIOOOH OTest:

3ABJIAT'OBPEMEHHO yTo4uHSIOT B CHPAaBOYHOM ciry)0e aspornopra (Bok3ana) pakTHdeckoe NpuObITHE peiica (10e31a) U MPUE3KAIOT 32 5 MUHYT JI0 MIPU3EMIICHHS camoieTa (MIPpUOBITHS moe3a).
Ecnu ycnyra 3aka3zana 6e3 BCTpeun ¢ TaOIMYKOi, IO puiteTy camosteTa (mpuosITHio moesna wid K oteno) Boautenb OBS3ATEJ/IBHO no3BanuBaercs Kimuenty wmm oneparopy Arenra
8-800-200-4017, cooOuIaroT 0 TOTOBHOCTH K ITOE3]IKE M MPEAIaratoT IOMOIIb C MIEPEHOCKON Oaraxa K aBTOMOOHITIO.

Cpasy nocie 3BoHKa KiteHTa uii KoopauHaTopa BOOUTeNo (MK nony4deHust Kimenrom Oaraxa B adpoBOK3alie), BOAUTENb BeTpeyaeT KitneHTa B y100HOM IS HEro MECTe M OCYIIECTBIISIET OMOLIB C
norpy3koi Garaxa.

Bonurtens HU B KOeM ciydae He CHIAMT B MalllMHe Npu BcTpeue KimeHTa, a BcTpedaeTr ero Bo3Jjie aBTOMOOHIIS.

Ecnnm ycnyra 3aka3zana co BcTpeueit kianeHTa ¢ Tabnnukoi, Bogurenb OBA3ATEJIBHO nomkeH HaX0JUTCS B 30HE BBIXOZA KIIHEHTA C JISTHOTO 10JIs (0araKHOTro OTAENEHHUs adpoIopTa, CeKTopa
BBIX0J1a), BaroHa Moes/ia (B roJIoBe COCTaBa) MM JIOOOHU OTells ¢ TaOINYKOM B pyKe, TeKCT TaOJIMYKH yKa3aH B 3aKase.

Bpemst GecriaTHOTrO OXXKHJIaHHs IS TOJy4YEHHs KIMEeHTOM Oaraxa B adpoIopTy COTIACHO YCIOBHSIM JoroBopa 1 gac.

Bpewms GecrmaTHOTO OKHMIAHMS TP Hadase TpaHcdepa OT KEJIE3HOIOPOKHOTO Bok3ana — 20 MUHYT.

Bpewms GecriaTHOTO OXKHIAHUS TPH MOJade K OTENIO WITH 10 apecy COTJIACHO NOTOBOpY — 20 MUHYT.

Bo Bcex ciyyasx, Koraa I03BOHUThCs KIIMeHTy He yaercs B TedeHHe |5 MUHYT MITH JTI0OBIX IPYTUX CHTYalUsX, BIMSIONIMX Ha MapIIpyT U Bpems TpaHcdepa,

Boautens HE3SAMEIJIMTEJIBHO ysenomisiere oneparopa AreHTa mo TenedoHy KpyriiocyTouHoH ciyx0b1 moaaep:xxku 8-800-200-4017 (3BoHOK OeCmIaTHBII) 0 TeKyIei mpodaeMe Ui IPUHITHS
JalbHEUIINX PEIICHNH 110 UCIIOJIHEHUIO 3aKa3a.

J1J1s1 KOMITEHCAIK CTOUMOCTH YCITyT, HEBO3MOXKHOCTH JI03BOHUTHCS KITMEHTY MM BCTPETUTHCS C HUM, BOJUTEIIb ITOJATBEP)KIACT CBOE MPUCYTCTBHE B a9POIIOPTY, Ha BOK3aJIe MIIH B OTEJNIE, COXPAHHB
NapKOBOYHBIC KBUTAHIIMH, YSKH, TAJIOHBI, B TOM YHCIIE OCYLIECTBUT CBOe (hOTO Ha TesiedoH ¢ paKypcoM Ha Tablio IpHjIeTa caMolieTa, IPUOBITHS MOoe3/1a, PELENIlH OTels, ¢ OTpaxeHneM B hotorpaduu
Tekyuiero BpemeHu. IIpu 3akase nojgauu 1o ajpecy, caenaite Bame ¢poto Ha GoHe Tabniuky ¢ agpecoM aoMa.

BoauTens obecreyrBaeT Moaqy TPaHCIIOPTHOTO CPEACTBA MO aJipecy 3a 5 MUHYT 10 BPEMEHH, YKa3aHHOTO B 3aKase.

BoauTens 00s13aH MHUIMUPOBATh oOparieHre K KITMeHTy 3BOHKOM CaMOCTOSTENBHO MM uepe3 oneparopa [IpuHImnana npu nojaue TpaHCIOPTA.

BozuTens Beeryia epBbIM MPUBETCTBYET KineHTa 1 10IKeH JeMOHCTPUPOBATh 100posKeaTesibHOe OTHOIICHHE K KITMeHTy MpH OOIIeH!H ¢ HUM: KOPITYC BOJMTEIS pa3BepHYT B cTopoHy KinenTa; B3z
HanpasiieH Kiuenty B riaza; Heo6xonumo yisidatsest Kinenty.

BoauTens B npouecce o0menus ooparaercs K KIMeHTy 10 MIMEHH M OTYECTBY U Ha «Bbl» BHE 3aBUCHMOCTH OT €r0 BO3pacTa M COLUAIBHOTO MOJOKEHHUS, 3TO MOAYEPKHBACT BEXKIHBOE H yBAKUTEILHOE
oTHoleHue k KnueHty.

Ecnu KineHT mojomies K BOIUTEIIO WM ero Ia3a BCTPETUIIHCh ¢ riazaMu KineHTa, To HeoO0X0JMMO 1103/10p0BaThCs C HUM, MPECTABUTLCSA H 00paTHThCs ¢ BopocoM «Mory Bam 4emM-To moMous?».
l_[pl/l OTOM €CJIM BOAMTC/Ib HAXOAUTCA Ha 3HAYUTECIIbHOM PACCTOSAHUU OT KJ'[I/ICHTa, JAOCTAaTOYHO KHUBHYTH FOHOBOﬁ, noaACpKMBasd MpU 3TOM KOHTAKT TJia3aMH. l_[pl/IBeTCTByS[ KJ'[PICHTa, BOJUTCIIb
JIEMOHCTPHUPYET, YTO 3aMETHII €r0 U COOOIIAeT O CBOECH TOTOBHOCTH [IOMOYb €My B CITy4ae HEOOXOIMMOCTH.
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Bonurenu [punnunana 6e3oroBopouno nmomoraroT KitmeHram ¢ jocraBkoii 6araxa 10 TpaHCIIOPTHOTO CPECTBA, NONOIHUTENbHAS IIJ1aTa 3a YCIYTy HE B3UMAETCsl.

Bonurenu [Ipunmumnana coOmoaaloT CIOKOHHBIN U YBEPEHHBIH CTHIIb YIIPaBICHUS TPAaHCIOPTHBIMH CPEICTBAMU C COOMIOAEHHEM IIPaBUII IOPOXKHOTO JBrkeHHs. HaunHas nBmxeHne, BoauTtens fomkeH
MIPUCTETHYTHCS CaM M yOeauThes, 4To KITMeHTHI IpuCTErHy TH peMHEM 0€3011aCHOCTH.

®dopMar ¥ TPOMKOCTb MY3BIKH B CalIOHE aBTOMOOMIISI JOJDKHBI OBITH TOJIBKO 110 JkenaHuio Kinenra.

Mo nmpenBapuTenEHOMY 3alIpOCY BOAUTENB NMPEAOCTABISIET AETCKOE KPECIIo WM yAep KUBaoIIee yCTPOHCTBO 6e3 B3MMaHUs JOTIOJHUTENBHOM IIaThl B KOJINYECTBE 10 | MIT.

Xopolee 3HaHHE TOpoJia U 001aCTU — KITI0YeBasi KOMIIETEHIUS BOJUTENS, 3apaHee BHIOMpaliTe ONTHMAaIbHBIE MAapIIPYThI IS IEPEABIKEHUS, YIUTHIBAas OCOOCHHOCTH JOPOXKHONM 0OCTaHOBKHU, HATMYUE
«1poOOK» ¥ MyTH 00be3/1a B BaIlleM TOpoJie.

Bonurens 00s13aH 30eraTh U HE CO37[aBaTh aBapUHHBIX, KOHGOIUKTHBIX M MOTEHIMAIBHO ONACHBIX CUTYallui Ha 0pOre, UTHOPUPOBATh HEYMETIOCTh APYTUX YYaCTHHKOB JBHKEHMS.

Bonurento 3amnpernieHo NpUHAMATH JeHeXHbIE cpencTBa oT KimeHnToB u npencraBists KimeHTy 3akpbIBalonie JOKYMEHTHI, YeKH, KBUTAHIINH, COJIepKalliie CTOMMOCTh TOJIBKO ero yciyr. [Ipuanumary
3anpenieHo oTnpaisiTh CMC coolieHus, cofiepKalnue CTOUMOCTh €ro yciyr. CTOMMOCTB YCITyT ykasbiBaeTcst [IpuHIUNIANoM TOIbKO AT€HTOM ISl OTPaKEHUS B TAKUX JOKYMEHTaX U COOOIIEHHUSX.
[MpuHIMnany 3anperieHo NpUHUMATh 3aka3sl oT KineHtoB ArenTa Hanpsimyro. [IpuHIMIan 00s3aH COOOUIMTH He3aMeUTUTENEHO O T0J00HOM obOparieHnu KineHnra, B IPOTHBHOM Cltydae ATEHT BIpaBe
OTKa3aThCs OT OIIIATHI TAKOTO 3aKas3a.

Kypenue npu ynpapieHH aBTOMOOWIIEM B TPUCYTCTBHU KiMeHTa KaTeropuuecky 3ampernaeTcs.

Boaurens 10mKeH CTPEMUTHCS 00€CTIeUNTh MaKCUMAaIbHBIH SMOIMOHATBHEIN KoMbopT 1t Kitnenra. [IpeaynpeauTeIsHOCTb, TAKTHYHOCTD, BEXKIUBOCTD, JOOPOKEIATETBHOCTD U CIIOKOHCTBHE SBIIOTCS
0€3yCIIOBHBIMH COCTaBIISIFOLIMMH BBICOKOH KOMMYHHKAaTHBHOM KyIbTypbl o0mmenus ¢ Kinuenramu. Boaurenro ciieyer Mcnons30BaTh ClIOBa «CHAcHO0» U «IIOXKaIyHCTay.

Kaxnpiii Bogutens [IprHnnmnana B cBoel IesTELHOCTH T0JDKEH PYKOBOJICTBOBATHCS 3HAHUEM TOTO, YTO IJIaBHAs IIEHHOCTh — KiIMeHT.

VBaxas Hamux KineHToB, BOJUTENH OTAAIOT ce0e OTUET, YTO K KaXIOMY HyXKEH HHIUBUAYATbHBIH MOAXO.

[Mpuninan u ero COTpyIHUKN 3aHHTEPECOBAaHbI B YyCTAHOBJICHUH JJIMTEIBHBIX TAPTHEPCKUX B3aUMOOTHoUIeHHH ¢ KitmeHtamu u AreHTamu.

[possrenne Baumanus CotpynHukos [IpuHINTaTa K MHINBHIYAIbHOCTH Kaxaoro Kimmenra — ocHOBa KOMMepUecKoi monuTHky [IpuHnnmnana.

ITpn Bo3HNKHOBEHNH KOH(IMKTHOH CHTYalluy BOAUTEIN BHUMATEIBHO OTHOCATCS K MHTepecaM KimeHTa 1, 10 BO3MOXKHOCTH, HX YIHTHIBAIOT.

IpaBuna genoBoro 3TUKeTa HE aOCOMIOTHBI — OHU PACCUUTAHBI HAa TO, YTO B KaXIOM KOHKPETHOM CIIydae UX MPUMEHSIOT, HCXO U3 CUTyaluu. Hen3sMeHHBIM B MI000H CHTyalluy OCTaeTCsl yBaKEHUE K
Kimenty, 3apaBblil CMBICI M PAallMOHAIBHOCTD TIOBECHHS BOAUTEIS.

Kaxnerit Kinent pebyer BHUMaHus. BoauTtens oTHOCHTCS KO BceM KieHTaM pOBHO W BBIACP’KAaHHO BHE 3aBUCHIMOCTH OT JIMYHBIX CUMIIATHH M aHTUIATHI.

Bonurens noipkeH yBakaTh TOUKY 3peHust KilmeHTa BHE 3aBUCHMOCTH OT TOTO, pa3JielisieT OH ee MK HeT. He ormyckaeTcs sBHO HaBsI3bIBATH CBOIO TOYKY 3pEHUsI, ITHOPHPOBATh BEICKa3bIBaHus KineHTa.
WnocTpanHble c10Ba WM NMPOQEeCcCHOHAIBHBIE TEPMHUHBI IPH 00meHN: ¢ KimeHToM BOIUTENb JOIMKEH YIOTpeOIATh B MEpPy M TOJBKO B TeX CIydasX, KOTAa YBEpeH B TOM, 4TO KimeHT momHOCThIO
MOHMMAET ero. 3anperiaeTcs ynorpeoieHne NPOoCTOPEUHBIX WU IPYObIX BEIPAKEHHH.

Bomurens, Bo n3dexaHne CIyqaifHOTO NPEAOCTaBICHHs JIOXKHON MH(GOPMAINY, He BIpaBe KOHCYIbTHpOoBaTh KimenTta mo BompocaM, TpeOyIOMmUM CHEIHaNbHBIX 3HAHMH, BEIXOASAIINX 32 MPEAENbl eTo
KOMITETEHIIHH.

B cnydae ecni BoguTens He 00a1aeT HEOOXOJMMOM KOMITETEHIIUEH, YTOOBI pemnTh mpobieMy obparusmerocs k Hemy KimeHra, oH omwkeH: HaliT fpyroro CoTpyaHHKA IS TOTO, YTOOBI YAOBIETBOPUTH
npocs0y Kimenra; 3amate HarpaBiIeHUs MOUCKa (IPeAOCTaBUTh TesedoH, E-Maiin u T.11.).

He paspermaercst roBopuTh MM HameKkats KimeHTy, 9To ero npo6iema He3HauuTeNlbHa, U TeM 0oJiee CpaBHHUBATh ero ¢ ApyruMu Kimenramu.

Dopma H3T0KEHNUS YCTHBIX WITH IICBMEHHBIX o0parmenuii k KitmeHTam He DoInKHa TOMyCKaTh KaTeTOPHIHBIX BEIPAXKEHHH, TAKIX Kak « Bl 00s13aHb1», «BaM mpennucsiBaeTcsy, «IBUTBCS», «IIpeqbsaBUTEY
u T.II.

Bomurernto kaTeropinuecky 3anpemnaeTcs B IprUCcyTcTBUHM KITMEHTOB MOPOYUTH perryTaIiio ATeHTa, BECTH TOCTOPOHHIE Pa3TOBOPEL, OTIAydJaThCs, MPUHNMATH IHITY BO BpeMs obcryxuBanus Kinenra.
Bomurento xareropuiecku 3anpenieHo oocyxnats ¢ KimeHroM Bompocs! Tapu(HUKAIN T0e3/10K, BHYTPEHHEH CTOMMOCTH YCIIYT H JTIOOBIX (PHHAHCOBBIX BOIIPOCOB IIPH OIUIATE YCIIYT 10 OE3HATMIHOMY
pacdeTy, CKJIOHSTh WU NpeaiaraTs 11t KimmeHToB mpsiMoe COTPYAHIYIECTBO.

l_[pl/l BBISIBJICHUH OL[_II/I60](, JOIMYIIEHHBIX CO CTOPOHBI AFCHTa, HpHHanana HJIN BOJUTECIIA, HeO6XOlII/IMO MPUHECTU KJ'II/ICHTy U3BUHEHUA 3a IPUIYNHCHHBIC Hey}lOGCTBa.

[Mpu BeIIBIEHNH OMIMOOK, AOIYIIEHHBIX KimeHToM, 3ampemaercs BBICKa3bIBaTh eMy IpeTeH3nH. ClieryeT BeXIINBO U IOCTYITHO 00BSICHUTh KIMEeHTy NMpaBHITEHBIHA TOPSATOK NEHCTBHH.

[Ipu obcnyxuBanun KineHTa, mopjaBuIero kano0y, HEOOXOIMMO MPUASPKUBATHCS CICAYIOIMX METOMOB paboThl: ObITh K KilMEHTY 0COOCHHO BHHMMATENBHBIM, AaXe €CIIH JKaloba KaxeTcs
HECYIIECTBEHHOH M abCypaHON; ToMo4b KITMEHTY H3II0KHUTH CBOIO kan00y; 1aTh BO3MOKHOCTH CHOKOWHO BEICKAa3aThCsl; YTOUHHUTH CYTh JKaJIOOBI; pemaTh mpobiieMy B KpaTdaiiiye CpOKH; aHOHUMHEIE
KaJo0BI B [EJIAX aHAIN3a U CTATUCTHKU 00pallieHnit He0OX0JUMO pacCMaTPUBATh B OT/IEIBHOM MOPSIIKE.

[Mpu B3aumopeticteuu ¢ Kimenrtom [punIuman He qomkeH NPeIOCTaBIATh 3aBEJIOMO JIOXKHYIO HH(POPMAIIHIO JINO0 1e30pHEHTHPOBATH €r0 HHBIMHU CIIOcO0aMu.

Cotpynuuku [IpuHimnana oTHOCATCS K MHPOPMALUH, MOJTy4eHHOit oT AreHTa n KitreHra, kak K KoMMepueckoi TaitHe.

ru-travel.org




7.40.

7.41.

8.1.
8.2.
8.3.

8.4.

8.5.

8.6.

8.7.
8.8.

9.1

9.2.
9.3.
9.4.
9.5.
9.6.

9.7.
9.8.

10.

10.1.
10.2.
10.3.
10.4.
10.5.
10.6.

» G

TRAVEL COTNALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCMOPTHbIX YCAYT NPUHLUUMANY

CITY IN THE WORLD

IMpuniunan cocrasnser rpaguk paboTsl BoauTemei ¢ yuetom TpeboBanuii TpyaoBoro kogekca P® no cobmoaeHuio pexxrMa paboThI U OTABIXA, 00ecrieuBaeT IPOXOKASHUE BOAUTEIIMH MEAUIIMHCKOTO
npeapeiicoBoro ocMoTpa.
[MpuHInan odecrieynBaeT CTpaxoBaHHUE IPaskAaHCKOH OTBETCTBEHHOCTH 0E30IIaCHOCTH JKU3HHU M 3J0POBBSI ACCAXKUPOB II0 KAXKIOMY TPAHCIOPTHOMY CPE/ICTBY.

J1enoBO STUKET IpU O6CJ'IV)KI/IB3HI/II/I KimeHntos

O6meHue ¢ KnueHtamu sSBIsIeTCs BKHBIM 3JIEMEHTOM KOPIIOPATUBHO# KynbTypsl IIpuHInana.

[Mpu o6Gcmy>KMBaHUK BOAUTENH JIOJDKEH CTPEMUTHCS K MAKCHMAIIBHOH IIPOAYKTUBHOCTH O0CITY)KHBAHHS, BRIPA)KEHHON B ITOJTyYSHUH IOJIOKHUTEIBHOTO pe3yibTaTa oT oociykuBanus Kimenra.

BoauTtens 00s13aH: nonpuBeTcTBOBaTh KilMeHTa; B BeXkIIMBOH (opMe y3HATh MMs U OTYECTBO KIMEHTA, 0OpaIIaThCs K HEMY BO BpeMsl pa3roBOpa 10 MMEHH M OTYECTBY; OTBeUaTh Ha Bonpocsl KieHnra
BEXKJINBO U IOOpOKENaTeNbHO, B KOppeKTHOU popme. OTka3 B 06cmyxuBaHnu KireHTa 10KeH ObITh apryMEHTHPOBAH M PEUIOKEHBI AHCTBHS M1 PELIeHHs BOIIPOCa; HE TIOBBIIIATH F0JI0C, HE IPOSIBIISTH
TOPOILUIMBOCTB, HE BBICKA3bIBaTh HETEPIICHNU, H30eraTh HEMOHATHBIX Ul KiIMeHTa TepMHHOB, HE JIOIyCKaTh B pa3roBope ¢ KIIMEeHTOM HEeNpHATHBIC U1 HETO MHTOHALMH, HE MPOSBIATH Oe3pa3inyus K
npobiemam Kinenra.

ITpu 06CYX/IeHUN IPUHIMIIMAIBHO BaXHBIX MM CHOPHBIX MOMCHTOB BOAUTEIIIO HEOOXOIMMO JEMOHCTPUPOBATh J00pOXKenaTenbHoe OTHOIEeHHE K KiMeHTy MaHepoil o0ILeHH s, Cioco00M 3710pOBaThCs,
YIIBIOKOH | T.II.

KiueHT He Bceraa MoOeT ObITh B XOpOILEM HACTPOSHHH, HO 3aBeplIeHHe 00cHykuBaHus KIMEHTa TOIDKHO OCTAaBaThCS B XOPOLIEM PACHOJIOKCHUH ero Ayxa. I09TOMy BOJMTEN0 HEOOXOAUMO OBITh
MaKCHMAJIbHO BEXJIMBBIM M KOPPEKTHBIM IpH 001ieHnn ¢ KienTom.

Ipu ycranoBnennu ¢axroB rpydoro odpamenust Bogurens ¢ KireHToM, oka3aHUs Ha HETO HEOOOCHOBAHHOTO JABJICHUS W yrpo3 HpekpaiieHus oOciaykuBaHus BHHOBHBIE CoTpynnuku IlpuHimmnana
HPHBJIEKAIOTCS K OTBETCTBEHHOCTH B YCTAHOBJIICHHOM B COTJIALICHUH TTOPSIIKE.

B xoH1e o6cimyxuBanus Bonutens o0s3an nodnarogaputh Kimmenra: «Pagpl, uto Bel k Ham o6paTtrmck. [lo cBunanus. Beero 1oo6poro» u Tomy nogoOHbIe BRIPasKeHYS.

B ciyuae nposiBienus co ctopoHsl KieHta Heo60CHOBaHHON arpeccHt, HeaJeKBaTHOTO MOBEICHHUS, HAXOKICHHS €ro B aJIKOTOJIbHOM/HAPKOTHYECKOM OIbSHEHUH BOAUTEIb MPEANPUHUMACT JIEHCTBUS
10 TAKTHYHOMY 3aBEPLICHHIO JTHAJIoTa, IIPephIBacT Oeceny U HU B KOEM ClIydae He IPOBOLUPYET KOH(IUKT IPOTHBOCTOSTHUEM.

J1en0BO# STHUKET MpU TeJ'[ed)OHHLIX neperosopax

TenedoHHBIE TIEPETOBOPHI SBISTIOTCS BAXKHBIM IEMEHTOM KOPIIOPAaTHBHON KynbTypsl [IpuHnumana. COTpyJHUK WM BOAWTENb, OTBEYAIONIHNI HAa Tele(OHHBIH BBI30B, (POPMHUPYET COOTBETCTBYIOIIUH
uMHDK Arenta y KiineHTos.

IMpu tenedonnpix neperoBopax ¢ Kimmenramu CoTpyaHnK 00s3aH 0310pOBATHCS, HA3BaTh HANMEHOBAHIE KOMITAHWH WM MOZPA3/eNeHIs KOMIIAHUN W CBOE MIMS 1 BBICKA3aTh CYTh 3BOHKA.

Bonurento nimn Corpynankam [IpuHImnana HeoOX0AUMO CBOEBPEMEHHO, HE IO3KE TPETHETO - YETBEPTOr0 CUTHAJA, OTBEYaTh HA BXOJIIHMH Tele(OHHBII BBI30B.

Cotpynauky IlpuHnmnana cieayeT BECTH TeNe(OHHBII pa3sroBOp TAKUM 00pa3oM, YTOOkI MpodiaemMa Kaxoro Kimenra Oblia pemena, 1 y HeTro 0CTalloch MPUSITHOE BIedaTiaenue o Vcronaurerne.

Ecmu CoTpyIHUK WITH BOAUTENH HE YBEPEH, YTO MPABIIIFHO PACCIIBIIIAT YTO-THO0 B TeIe(OHHOM COOOIIEHNH, eMy He00X0IUMO TepecnpocuTh KireHTa, Bo n30exaHue HeJOTTOHUMAaHUS.

CoTpyIHHK JOJKEH OBITh JIAKOHMYEH, Y€TOK B M3JI0KEHUH HHPOPMAIMH, HE YITOTPEOIATh JIMITHNX CJIOB, HE IOITyCKATh IPOIODKUTEIBHBIX May3. TenedoHHbIH pa3roBop J0IDKEH OBITH COJepIKAaTEbHBIM,
HO KPaTKUM.

Ecnmu CoTpyqHHK HEe MOXET cpa3y OTBETHTh Ha Borpoc KitneHrta, pekoMmeHayercst 3anucats Homep Tenedona KineHnra u nepe3BOHUTh eMy 0 Mepe PEeLISHHUs BOIpoca.

CoTpyIHHKY 3alIpelieHo MOCBSIIAThH TeIe()OHHOTO COOECEeAHNKA B /IeTa M IPOOIEeMBI KOJUTET, KOMMEHTHPOBATh UX ACHCTBHSI.

DTHKa IeI0BOM MMEPEIUCKU

JlenoBas mepenucKka MOKeT OCYIIECTBISITHCS KaK MOCPEACTBOM OOBIYHOM TOUTHI, TAaK M Yepe3 NESKTPOHHYIO MOYTY.

CrHib THChbMa JJOIDKEH OBITh €AMHOOOPAa3HEIM 110 MPUQTY, BEIIEPKaH B JenoBoM cTtmiie. Opdorpadudeckre omuOKN HeJJOITyCTHMEL.

I[py HampaBICHUH MHCHMA I10 3JEKTPOHHOIT moute COTPYAHHUK BCET/Ia KPaTKO YKa3bIBACT €ro TeMy.

JliHa nEchMa IOJDKHA COOTBETCTBOBATH XapakTepy obmenus: ecinr COTPyIHUK IIPOCTO OTBEYAET HA BOIIPOC, TO OH JIOJDKEH JIeIaTh 3TO KPaTKO U, 110 CYIIECTBY.
[TncpMo HE0OX0AMMO HAauMHATB ¢ oOpateHus K KITHeHTy 10 HMEHH U OTYECTBY.

B oTBeTe peKoMeHIyeTcs IPUBECTH KPaTKOe CO/IepyKaHKe MOJIyYeHHOTO 3apoca.

ru-travel.org
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TRAVEL COTNALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCMOPTHbIX YCAYT NPUHLUUMANY

IN ANY CITY [N THE WORLD

Moamucek nomxua uaeHtudumposats Cotpynurka (PHO 1 JOMMKHOCTE) U coJepiKaTh JaHHbIe 00 albTepHATHBHBIX KaHaax CBsI3M (HanpuMmep, Tenedon win E-maitn).

Buyrpennwuit stuker

CoTpyZHHKH 0053aHBI XPAaHUTh CIIY)KEOHYIO TaliHy, HE PaclpOCTPaHATh KOHOUICHIHANBHYIO0 HHYOPMAIMIO (B T.4. IEPCOHAJIbHBIC JAHHBIC KIMEHTOB), a TAKXKE CBEACHUS O CBOCH JIMYHOW KU3HU WIH
nuHol xku3HU Cotpynnukos [Ipunnunana, KinueHnTros u AreHTos.

OCHOBHEBIC KPUTCPHUH U ITApaMETPhI B3auMoaeicTBus ¢ Kinenramu

D¢ddexTuBHBIA TpoLIecc B3aUMOAEHCTBUSA ¢ ATeHTaMH U KilneHTaMu XapaKkTepu3yeTcs cIeoyIOMUMH apaMeTpaMu:

EnuHooOpa3sue TpeGoBaHMil K KaueCTBY NPEJOCTABICHUS YCIIYT, COONIOJICHHE YCTaHOBICHHBIX CPOKOB 110 BCEM IPOLEypaM B3aHMOCHCTBHS.

WHanBuayanbHbIH TOIX0A K AreHTaMm 1 KitneHTaM, MUHUMU3a1Hs BpEeMEHH ATeHTa, 3aTPaueHHOr0 Ha MOJIYYeHHE YCIIyT.

OrnepaTHBHOCTh pearupoBaHus Ha )Kao0bl M YCTPaHEHHs BEISIBIICHHBIX HEIOCTATKOB B paboTe ¢ KimenTamu; MojTHOTa, akTyaJbHOCTD U JOCTOBEPHOCTh HH(OPMAIINH; MHOTOKaHAJIBHOCTb NTPEJOCTaBICHUS
WHPOPMAIHH.

KiroueBbIME KpUTEPUSAMH OIICHKH KadecTBa B3auMozeiicTBus [IpuHimnana ¢ AreHTaMu sBIsieTcs] oOecriedeHne KadecTBa KIMEHTCKOTo 00CTy)KUBaHNUs, KOTOPOE BKJIIOYAET B CEOSL:
3akiII0YeHNe U HCIOIHEHHE I0T0BOPa HAa aBTOTPAHCIIOPTHOE 00CITYKHBAHHE;

Wndopmuposanus AreHra o mporeccax o0cayKuBaHus [[pHHIMIIATIOM U BOJUTEISIMU.

Veenomnenue [Ipuanumnana u ero COTpyAHHKOB 0 ASHCTBYIOIINX CTAaHAAPTAaX KauecTBa OOCTyKHBAaHHS B KOMIIAHUH ATE€HTa W U3MEHEHHS K HEMY.

VYBenomienue [IpyHnnmana o mopsiIke U yCIOBHAX OIUIATHI 38 YCITYTH.

VBenoMIIeHHe 0 BO3MOKHBIX ITOCJIEICTBUSX B BH/IE TOJHOTO MITH YaCTUYHOTO OTPaHMYCHNUS Pa3MEIIeHHs 3aKa30B B CBSI3H C HAPYIICHUSIMH ycII0BHil foroBopa [Ipuniumanom.
YBenomiIeHHe O IeHCTBYIOMNX Tapudax Ha YCIYTH U CPOKOB X H3MEHEHUS.

YBenomenue o0 agpece u Tenedonax oduca, gacax paboTsl moapasaeneHuii [Ipuanumnana u AreHra.

YBenomIIeHHE O MOpsIIKe Mepeaadn 00palleH i, 3aKa30B, IPETECH3HH.

[MpenocTaBnenne ATeHTY ITOJHOTO MaKeTa JOKyMeHTOB [IpuHIMIana (peKBU3HUTHI, yCTaB, yIpPEAUTENbHbIE JOKYMEHTHI U T.1.)

O3HakoMIIeHHE ¢ uHTepHeT-caiTamu [IpuHumnana;

O[zraHmaum{ KIIMCHTCKOI'O CEpBUCA Hananana

O6cnyxnBanne AreHToB 1 KITHEHTOB OpraHu3yeTcsi B COOTBETCTBYIOIINX Mopa3eneHusx [IpuHnunana (mpyu HATHYHN):

PyxoBonmurenu (yupenurenu [Ipunimmnana)

Ortaen npoaax.

Konrakt nentp (Call-tienTp)

Otpen no paboTe ¢ KOPIIOPATUBHBIMU KITMSHTAMH

Byxranrepus

Oten 1o paboTe ¢ peKIaMaIisIMu

Ortpnen IT monnepxku

PernameHT BpeMeHn 00CTy)KHBAHHUS U OTBETA Ha 3aIllPOCHI OMpe/iesieH B TPEOOBAHUSX K IPOIECCaM B3auMOJIHCTBHIH (cM. Tabmuiy ctp. 17)

n[[ﬂH[!Ml’lbl YPEryJIUPOBaHUA KOH(NIUKTOB

HeHOHyHIeHI/Ie BO3HHUKHOBCHHA KOH(i)III/IKTa ABJISICTCS BaXXHBIM YCJIOBUEM JJIsA obecreueHus 3allATbI THTEPECOB Arenrta u KitmeHTos.
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TRAVEL COTNALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCMOPTHbIX YCAYT NPUHLUUMANY

CITY IN THE WORLD

Bo m36exanne koHQGIUKTHBIX cutyauuii Corpyanuku [IpuHuunnana o6g3aHbl: CTPEMHTBCS ACHCTBOBATh B MHTEpecax KIMEHTOB, yMETh pacro3HaTh M M30eratb CHUTYyalHH, KOIJla MOXKET BOSHUKHYTb
KOH(JIMKT; HE JONyCKaTh BOSHUKHOBEHUE CUTYALUH, IPH KOTOPOI B KOH(QIMKTE HAUMHAIOT y4aCTBOBATH APYrHe OTPEOUTEHN; COOMIOAATh IPUHIIMIT KOH(PHUACHIIMAIBHOCTH.

B ciydae BO3HUKHOBEHHST 0OCTOSTENLCTB, KOTOPEIE, 1o MEHeHMIO CoTpynauka [IpuHIunana, MOryT NpuBecTH K KOH(INKTY, OH 00s13aH CPOYHO ITOCTABUTH B U3BECTHOCTH 00 3TOM CBOETO
HETIOCPEICTBEHHOTO PYKOBOUTENS, KOTOPBIN JOMKEH MPUHATH MEPHI K YPETyIHPOBAHHIO BO3HUKIIEH CUTYyaIluH.

IMpu pazperrennu KOHGIUKTHBIX cuTyanui ¢ Kimentamu n Arenramu nevicteust Corpynuukos [IpuHImnana, BKIIOYas IpUHAMaeMble MU PEIICHNS, He OJDKHEI IpecieoBaTh JINIHBIH HHTEepec.
Cotpynauku [IpuHImnana J0MmKHB IPOSBIATE TEPIUMOCTS K (hakTaM HEKOPPEKTHOTO ¢ HUMU oOpateHust KinueHToB, cTpeMsich 00eCeunTh UX HAWTyUIIUM CEPBUCOM, TaK KaK MPeaynpeauTeIbHOe
otHomeHne k Kimenram n Arenram, co3anue Hanoosee OaronpusTHBIX YCIOBHH JUIS HUX SBIISETCS 3aJI0TOM JUINTENBHBIX TapTHEPCKUX OTHOIIECHUH.

3a04HO€ 00CIY)KUBAHKE

3a04HO€e 00CTY)KUBAaHHE OCYIIECTBIISIETCS TI0 TPEM KaHajIaM CBSI3H: TeleOH, HHTEPHET - KaHaJ; MoYTa (MOYTOBAsI IEPEIHCKA).

ITopsaok 3a049HOI0 00CAY)KUBAHMSL KIMEHTOB ITOCpeacTBOM TennedonHoi cBa3u (KOHTaKT-IIEHTD):

KimeHTs! 1 ATeHTBI MOTYT BOCIIOJIB30BaThCs CISAYIONIMME BUIaMH TellehOHHOI CBsI3H: NpsiMoi TeneOHHBIH KOHTAaKT ¢ COTpYyIHUKOM WM Ha ropstayro juHuio B KontakT-nientp [puniumnana.

Bce Tenedonnbie HOMepa, IO KOTOPBIM OcyIecTBsieTcst TenedonHas cBa3b ¢ CoTpyanukamu IIpuHimnana, yka3sBaloTcs: Ha caifre [IpuHnumana, B 1oroBope Ha 00CIyKUBaHHE, B TIOAMHCIX
Cotpynaukos [Ipuanumnana 31ekTpoHHbIX muceM, CMC-yBeJOMICHHUAX, MapIIPYTHBIX KBUTAHIUAX, INYHOM KaOuHeTe [IpuHIMIana u mpodux compoBOIUTENBHBIX JOKYMEHTAX K 3aKa3y.

TenedoHHbIe HOMepa BOJUTENS NPEIOCTABISIOTCS [IprHIMIIanoM ATEHTY B IMCBME - 3alpOCce KOHTAKTHBIX JAHHBIX O BOJUTENE; B IMYHOM KabuHeTe nocie Ha3HaueHus; Kiuenty B8 CMC cooOuieHun.
[o Tenedonam amnst mpsmoro TenedoHHOro KoHTakTa KimeHT (ATeHT) JODKEH B MOMEHT Pa3roBOpa MOJYYHTh OTBET Ha CBOH Bompoc. B ciydae eciu COTpyAHUK, OTBETUBIIUHA Ha TeNEPOHHBIA 3BOHOK
Krmenra unyu AreHra, He MOXET JaTh IOJHBII OTBET B MOMEHT Pa3roBOpa WM MOJroTOBKa HH(opMary TpedyeT HekoToporo Bpemenu (6onee 2 MunyT), KimeHty u Arenty cooOmaercst 06 9ToMm,
YKa3bIBAaeTCs JjaTa U BpeMsl, KOT[a MOXKHO TI€PE3BOHHUTSH IS MOTyUEeHHS TOYHOI U MOTHON HH(OPMAIHH.

Tenedons! 11 pssMoro TeaehOHHOTO KOHTAKTAa JOCTYITHBI ISl 3BOHKOB B 4achl pabOTHI COOTBETCTBYIOLIETro Mopasaenenus [IpuHnumnana.

Oo6mwe TpeboBanus k Corpyanukam [IpuHimmana Bo Bpems oOuieHus 1o Tenedony: Brevarienne o6 [IpuHiumnane cknanpBaercs y Kinenra (Arenra) mo nmepsomy TeiaeOHHOMY pa3roBOpY, MOITOMY
kaxapii Corpynuuk [puHiunana o0s3aH yMeTh IpaMOTHO oOIIatkcs 1o TeliedoHy; HEJOMYCTUMO HTHOPHPOBAHHE Tele(OHHBIX 3BOHKOB: HE IMO3J(HEe, 4eM Iocie 3-5 cUrHanza 3BOHKa IIOCTe
MIPUBETCTBEHHOH (hpa3sl aBTOMH(OPMATOpa JOIDKEH CIEOBAaTh OTBET; OTBEYas HA Telae()OHHBIH 3BOHOK, HEOOXOMMO BEXKIIMBO IO30POBATHCS, IIPOM3HECTH Ha3BAHHUE HAIIEH KOMIIAHUH U CBOE MMS;
TesieOHHBIE TTIEPErOBOPHI JOJKHBI BECTUCH TPOMKUM YETKUM TOJIOCOM, Pedb JI0JDKHA OBITh BHATHOM, 1oOposkenarensHoi; Cotpyauuk [IpuHnunana, oociyxuBaronmii Arenra o teaeoHy, 00s3aH 1aTh
KOHCYIJBTAIHIO 110 HHTepecyromeMy Kimenra Bonpocy, a B cirydae, ecin Cotpyaauky [Ipuniunana ais storo TpedyeTcs yrodHeHne NHGOPMANNH, OH I0JDKEH B3Th KOHTAKTHBIH Tele(OH 1 Tepe3BOHAUTD
ATeHTy mocJie BBISICHEHUsI BceX 00cTosTensCTB. B cnydae, koraa Cotpynnuk [IpuHnunnana, y kotoporo 3BoHHT TenedoH, oociyxuBaeT Kirenrta (AreHrta) 1o Apyroi Teiae(hOHHON IMHIH, Ha TeJleOHHBIH
3BOHOK JOJDKEH OTBETHTH KTO-TO 13 Koyuter. TenedoHHBIN 3BOHOK HE TOJDKEH OBITH OCTaBIICH 0€3 BHUMAHHS.

IMapamerpsr gesitensHocTH KoHTakT-nentpa [IpuHnunana:

Ocy1ecTBIeHHIE IPHEMa BEI30BOB €XEHEBHO U KPYTIOCYTOYHO MO TeledoHaM, yKa3aHHBIM B JOTOBOPE.

[penenpHoe (MakcuManbHOE) Bpemst obciykuBanns Kimenra (Arenrta) B Konrakr-nierpe [IpuHnnnana (pekoOMeHIyeMBbIil IOKa3aTeb):

OO0cny)xrBaHUE ONIEPaTOPOM — BpeMsl OXKuAaHus oTBeTa - 40 c;

OO6cmykxrBaHNE OIIEPaTOPOM — 3aIPOC U MOUCK HH(GOPMAIUH O YCIIyTe WiH 3aKase - 45 c;

OOciyXHBaHHE ONIEPaTOPOM — NPEAOCTaBIeHHE HHPOPMALIMH TI0 3a1Ipocy - 5 MUH;

O6cmyXrBaHUE OIIEPaTOPOM — IOCTOOPaOOTKA COOOIIEHH S - 5 MUH;

O6cnyxuBanne CotpyaHuKoM — coeanneHne co CotTpyaHukoM - 40 c;

O6cmyxnBanne COTpyIHUKOM — IIpefocTaBiIeHre nHpopmarn COTpyAHHKOM 110 HHIUBUAYAIbHBIM 3asiBKaM — He Oonee 30 MHHYT [T KJIACCOB aBTOMOOMIEH «DKoHOMY, «CTanmapT», «KoMdpopry;
O6cnyxuBanne CoTpyIHUKOM — IpenocTaBienue nHdopmarun CoTpyAHHKOM MO MHAWBHIYaIbHBIM 3asiBKaM Ui KitaccoB «busnecy, «[IpeacTaBuTenbCkuil» B TeUueHHE 2 4acoB, IPYIIOBBIM 3aKa3aM B
TeueHne 3 9acoB MM B 3TH XKe CPOKH B pabodee Bpemst [IpuHIumana yciryr, yauTbIBasi 4acCOBOH IOSIC €T0 MPeObIBaHMSI.

B mensx KOHTpOJIs 32 Ka4eCTBOM OKa3aHHUsl YCIIyT Bee Tele()OHHbBIE eperoBOpPhI 3aUChIBAIOTCSI.
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TRAVEL COTNALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCMOPTHbIX YCAYT NPUHLUUMANY

CITY IN THE WORLD

Iopsaok oOcnykuBaHUs AreHTa OCPEACTBOM MOYTOBOM MEPEIUCKHU:

[MouroBas mepernucka UCIIONB3YETCS IJIsI HAIIPABICHHUSI JOKYMEHTAIUH, CBSI3aHHOM C 00CITy)KUBaHHEM, a TaKXKe B CIIydasX, KOrJa ATeHT HallpaBisieT oOpalieHue 110 Mo4Te.

JIro60e nucpMeHHoe oOpatieHue B aapec [IpuHIMIIaNa MoCTynaroIee Mo MoYTe U NOJIyYeHHOE OT ATE€HTa PETHCTPUPYETCH.

IMocne peructparym, obparieHne, HalIpaBISIETCS B COOTBETCTBYIOIIEe mojpasenenue [punnmnana. B moxpasenenny Ha3HadaeTcst oTBeTcTBeHHBIN CoTpynuuk [IpuHIMIana 3a HOATOTOBKY OTBETa Ha
Ka)K/10€ KOHKPETHOE oOpalieHue.

[MucemenHoe obpamenne AreHta ODKHO paccMoTpeHo Corpynaukamu [IpuHiunana B TedeHue 3 pabounx aHeH (B Cilydae eClIM MHOM CPOK HE MPEeIyCMOTPEH 3aKOHOAATENBCTBOM HIIH B JOTOBOPE).
Corpyznuuku [IpuHIMIaNa IPOBEPAIOT MOJHOTY NPEJOCTABICHHBIX CBEICHHH, €CITH IJAHHBIX HEJOCTATOYHO, CBS3BIBAIOTCSA ¢ ATEHTOM I10 OJJHOMY M3 YKa3aHHBIX KaHAJIOB B LIEJISIX YTOYHEHUs HHpOpManuu
U COTJIACOBAHMS BPEMEHH MIPUHATHS JATBHEHIINX Mep M0 00palieHHIo.

OTBeT Ha MHCbMEHHOE OOpalieHne AreHTa JODKEH OBITh MOATOTOBICH B MEYaTHOM BHIE Ha GupMeHHOM OnaHke [IpuHimmana u coaep)kaTh KOHKPETHYIO HH(OpPMALUIO O CYTH BOIIPOCa, 3a1aHHOTO
ArenToM, KoHTaKTHBIE TaHHbIe [IpuHiumnana (MO, TenedoH, anpec AIeKTPOHHOM MOYTH), ¥ IOANNCAH YIIOJHOMOYEHHBIM Ha TO JOJDKHOCTHBIM JIUIIOM.

B citydae ecii TEKCT TMCBMEHHOT0 00pAILeH s He NOIaeTCs MPoYTeH o, IIpuHImnan nHpopMUpyercs 00 3TOM.

AreHT UHGOPMHPYETCSI O HEBO3MOXKHOCTHU NPEOCTABICHUS MHCHbMEHHOTO OTBETA, B CIIy4ae €CU OTBET II0 CYLIECTBY MOCTaBJIEHHOTO B OOpAIIeHUM BOIpOca HE MOXKET ObITh JaH 0e3 pasriialicHUs
CBEJICHUI, COCTABIIIOINX KOH(UICHINAIEHYIO HHPOPMALHIO.

OtBetsl, HanpaBisiemble Arenty [lpuHnunanom, odopmisitorces Ha GupmeHHOM Onanke [IpuHIHMMmana ¢ 00s3aTENbHBIM 3alIOJHEHHEM PEKBH3HTA «OTMETKAa 00 HCIIOIHHTENE)», KOTOPBIH COCTOUT H3
HMHHAIMAIOB (BO3MOXKHA MX pacun(poBka), paMuauy 1 HoMmepa tenedona [IpuHinana nuceMa, a Takke, Ipu HeoOX0MMOCTH OTBETa MO JIEKTPOHHOM IT0YTe — afpeca MIEKTPOHHOM MOYTHI.
[IpenenpHOE (MakcUMaIbHOE) BpeMsl 0OCITy)KHBaHUS ATEHTA C HCIOJIb30BAHUEM ITOYTOBOM NEPEUCKH (PEKOMEHIYEMBII ITOKA3aTeNb):

Perucrpanus, knaccudukanus odpamenuii 1 nepenada ooparenuss CoTpyIHHKY - He Goyiee 0JJHOTO pabodero IHs;

Paccmotpenue obpanienus u opopmiIeHHE OTBETa - He Ooiee 3 qHEH;

[Iponnenue paccMoTpeHus obpaieHus — He 6onee 10 aHEir;

HurepakTuBHOE 06Cy)KHBaHue 3aka30oB [IpuHInIanoM (Mpu HATMYUK TPOTPAMMHOTO 00ECTIeYeHHs )

HuTepaktuBHOE 00CTy)XHBaHUE 3aKa3a [[pHHIINIIaIOM opraHusyercs B THyHOM kabuHere [TprHIMNIana yepes mporpaMMHYyI0 peructpamuro [lpuanumnana AreHToM, U peaHa3HaueHO IS IPEAOCTABICHHS
nHpopmaru KineHty u AreHty, 6e3 npenBapuTeIbHOTO 3ampoca, CIeAyIoIeH aapecHol HHGOpMAIHH:

YBeIOMIIEHHS O cTaTycax 3aKa30B, OTPAKAEMBIX B JITYHOM KaOWHETE: TepeiaH MapTHEPY, IPHHAT MapTHEPOM, 00paboTka H3MEHEHUH, BOMUTENs Ha3HAUCH, BHIIIOJIHEH, OTMEHEH, COPBaH, 3aKPHIT.
BhIrpy3Kku peecTpoB 3aKa30B; MOKMCK 3aKa30B U MH(GOPMAITUH T10 3aKa3aM.

Jo3Bonb! Ha Tenedonbl KnueHTy (AreHTy) ¢ HHGOPMHUPOBAHHUEM O CTaTycax 3aKasa.

Yeenomnenus Knuenros B 2-x CMC o perucrpainu 3akaza B KOMIIaHUU AreHTa U 0 Ha3HA4YeHUU dkunaxa [IpuHiunanom.

Veenomnenrne Bogutens mo CMC o 3akase.

J103BOHBI BOAUTEIIO IS IOATBEPIKICHHS UCTIOTHECHUS 3aKa3a.

[epedens naGOpMarn aist aBTO HHGOpMIpoBaHHs hopmupyercss CoTpyIHHKaMu ATeHTa U yTBepkaaercs [IpuHIumamom.

TDeGOBaHI/IH K opra"mm3anuvy CUCTEMbI HHTCPAKTHBHOI'O 06CJ'IV)KI/IBaHI/ISI

Perucrpaiiys 1 yBe1oMIeHHe AreHTa 0 perucrpanuu oopamenus y [Ipunnunana - He 6onee 1 MUH.

O6HoBeHNe HH(OPMAIMH B CIIydae N3MEHEHUS 3aKa3a B TMIHOM kabuHere [IpunIimana — e Gonee 5 MuH.

PaccmoTpenue obpamnieHns 1 0pOpMIICHHE OTBETa O 3JIEKTPOHHOI TouTe — He Oornee 10 MuH.;

[1poaoIHKUTENBHOCTD IPOMEKYTKA MEXKIY «OTpHLATENbHBIMY» 3B0HKOM CoTpynHuKy [IpHHIMIana ¥ ClieTyIomnM 3BOHKOM — He Ooee 5 MUH.

OO0cayXuBaHue )kano0 U IpeTeH3uil
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TRAVEL COTNALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCMOPTHbIX YCAYT NPUHLUUMANY

CITY IN THE WORLD

IMogaua »xano0sl win mpereH3un oT KineHToB (AreHTOB) OCYIIECTBISIETCS Ha afpec JJIEKTPOHHOW MmouThl [IpuMHIMMANA, yKa3aHHBIl B JOrOBOpPE C ACTAIBHBIM OMKMCAHHEM MPUYHHBI, IpeaIMeTa H
00CTOSITENILCTB YKAIOO0BI.

Cotpynuauk [TprHIHNANA TPOBEPSIET MOIHOTY MPEIOCTABICHHBIX IO KA00E CBEJICHUIA, ECIT HMEIOTCS HETOCTAIONIUE TAHHBIC, CBs3bIBaeTCs ¢ KimmeHnToMm (AreHToM) 1o 0JTHOMY M3 yKa3aHHBIX KaHAIIOB
CBSI3H C LIETBI0 YTOUHEHHST HHDOPMALIUH.

OTBeT HampaBisgeTcss ATEHTY cliocoOOM, YKa3aHHBIM TP HAIIMCAHWH TPETEH3UH WU 110 TOMY K€ KaHaJTy CBS3H, 10 KOTOPOMY IMPHIILIA )Kalo0a.

I/IHd)ODMaL[I/IOHHOG obecrnieueHre AreHra:

K HamoMuHaHMAM/COOOIICHUSIM OTHOCHTCS WH()OPMUpPOBaHME: O HAJIWYMH 3aJ0JDKEHHOCTH; 00 OTpaHMYEHUs Ha OOCTY)XHBaHHE; O BHECEHHH W3MEHEHUIl B YCIOBHS JJOTOBOPOB IO MHUIIMATHBE
[MpuHumMnana; o NpUOIMKCHUH CPOKA OIUIATHI 33 MPEAOCTABICHHBIC YCIYTH; 00 M3MEHEHHHU Tapu(OB WM MPABHI NPEAOCTABICHUS YCIYT.

Ha odummansroM caiite [puHImmnana cogepkuTcst HHPOpMaLus 0 CTOMMOCTH YCIIyT, CIIPaBOYHON HH(opMariel o nestensHocTy [IpuHnumana.

B xauecTBe HAMOMMHAHUI IPUMEHSAETCS aAPECHOE PACIIPOCTPaHEeHNEe HH(OPMAIIMOHHBIX YBEIOMICHHH 110 CyMMe 330JDKEHHOCTH 32 IIPEAOCTaBICHHbIE YCIYTH.

Hcnonp3yercs TpH THIIA HHAMBUIYAILHOTO HHGOPMUPOBaHUS: TeldeoHHOe, e-mail 1 1o moute. BeiGop Tna HHGOPMHUPOBAaHYS 3aBHCHT OT MH(OPMAIIUH, IPEeIOCTaBIeHHOH McnonHuTeno AreHTom.

Hopsinok pacemoTpenus nperen3uit Kimentos (Arenra) u [Ipunnumnana:

B mensix moBBIIIEHHS CTENEHH JIOSUIBHOCTH M YHOBIETBOPEHHOCTH IMOTpeOHTEeNel yCiIyr, a TakxkKe IJIs MOBBIIICHHS KadecTBa OOCTyKHBaHHA moTpebuteneil IlpuHummman m AreHT IUIaHHPYIOT U
MIPOEKTHPYIOT 3 (GEKTUBHBIN 1 pe3yIIbTaTUBHBII MpoLiecc padoThI C MIPETEH3MIAMH.

OcymiecTBIsIeTC PETUCTPALs IPETEH3UH U OTBETOB HA HUX, HOPSAIOK MOJIB30BAHUS TAKUMU 3aIMCSIMU U YIPABICHHUS UMH C COOJIOACHUEM 3aIHUTHI TI000H NMepcoHanbHOI HHPOPMALUK O TOAATEeNIsX
MIPETCH3UMH.

PaccmoTpenue mpereHsuit, jano0, 3asiBICHHN B IMOPSAKE, YKa3aHHOM B HacToseM pasziene CTaHmapTa, OCYIIECTBISETCS MPUMEHHUTENBHO K CISAYIONIMM JOKyMeHTaM: JIOKyMEHT, O3ariaBlICHHBIH
«Kanobay, «IIpereH3us», «3asBIeHUEY, IPH HATNYUH B YKa3aHHBIX JOKYMEHTAX OTpULATENbHOI nH(opmarmu o neiicteusx / 6esneticteun CotpynnukoB [Ipuniumnana mwim AreHra.

3anmch, JODKHA CONEpKATh YKa3aHUS Ha MEPBI, MPUHATHA KOTOPHIX TpeOyeT moJaTeNb MPEeTeH3!H, a TakxKe JIF00yIo Apyryo HH(popManuio, HeoOXoquMyro 171t 3)(HEKTHBHOTO pacCMOTPEHUs TAKOBOH,
BKJIIOYAsi OMMCAHME M COOTBETCTBYIOLIME BCIIOMOTATeNbHBIC JaHHBIC, /ATy MOJTrOTOBKH OTBETA; He3aMeUINTENbHO MPHUHATHIE Mepbl. O MOJTYyYeHHH KaXKIOH NMPETeH3MH HeMeIUIEHHO coollnaercs ee
nojarento (1o moyTe, Mo TeleOHY, 10 ANEKTPOHHOU TTOUTE).

IMocne perucrpanuy NpeTeH3nH ONpeelsieTcs NPaBUIBHOCT ee 0(OPMIICHHS, JOCTATOYHOCTh U 000CHOBAHHOCTH COJIepIKalleiicss B Hell HH(pOpPMaInH, a TaK)Ke BaKHOCTB, CIIOKHOCTD ¥ HEOOXOIMMOCTb
OCYILLECTBJICHUS HEMEJICHHBIX 1€HCTBUM.

K paccMOTpeHHMIO IPHHUMAIOTCS NIPETEH3HH, MPEICTAaBICHHBIE B MUCBMEHHOM WM YCTHOW (opMe M coneprkaliyie: HAMMEHOBaHHE YCIYTH; OCHOBAHMS JUISl MPETEH3UH; HEOOXOANMBIE JI0Ka3aTelbHbIe
JIOKyMEHTBI; HOMEp JIOTOBOPA, ATy ero 3akmodeHus. [lomarens, npecTaBuBIIeH IPETeH3HIO0, He COAEPIKAIIYI0 YKa3aHHBIX aTPHOYTOB, HHPOPMHUPYETCS 00 TOM C LEIbIO MOIYyIHTh BCIO HEOOXOAUMYTO
U JIOCTaTOYHYIO HH(OPMALHIO JUIs OOBEKTUBHOTO PACCMOTPEHHMS IPETSH3MH.

[pereH3us NpoCIeKUBACTCSI, HAYMHAS C €€ TIPHEMa J0 TOCTHKEHHs YAOBIETBOPEHHOCTH MOAATENS MPETEH3UU WM 0 MPUHSTHUS 3aKITI0YUTEIBHOrO pelleHns. TeKylnii craTyc NpeTeH3uH coolIaeTcs
ee TIOIATEINIO TI0 €T0 3aIpocy.

B ciyuae HeOCTaTOYHOCTH HMJIM OTCYTCTBHS JIOKA3aTEJIbCTB, MO3BOJISIOMINX NMPUITH K BBIBOLY O HAJMYMU JHOO OTCYTCTBHH NPU3HAKOB HapylIeHHs TpeOoBaHWi, [IpuHIMIan uim ATeHT BIpaBe Juis
cOopa 1 aHaIM3a TOMONTHUTENBHBIX JOKa3aTeIbCTB MPOUTUTH CPOK paccMOTpeHHs peTeH3nu. O MpoIeHNH CpOKa PAaCCMOTPEHUS MpeTeH3uH [IpuHIuman uim AreHT B TUCbMEHHOH (opMe yBeIOMIISIET
HO/IaTeNsl IPETSH3UH.

Ecnn nperen3ust mpu3HaHa HEOOOCHOBAHHOM, TO ITOJIATEITIO IPETEH3UU HAIIPABIISETCS MICEMEHHBIH OTBET, COAEP AN 0TKA3 C apIyMEHTHPOBAaHHBIM 3aKITIOYEHHEM.

B ciyuae npu3HaHuS IpeTeH3UH 000CHOBAHHOH MOJATEINI0 HANpaBIIsAETCA MUCbMEHHBIN OTBET C MPEeATIoKEHHSAMH 110 yperynupoBaHuto. Eciu nogarens NpeTeH3UH OTKIOHAET MpeAjaraeMoe pelieHmue
WU IeHCTBHE, IPETEH3HUSI OCTAETCS OTKPBITOH. OO 3TOM JeTatloTcsl COOTBETCTBYIOIINE 3aITUCH, a ITOJaTellb IIPETeH3UH HHPOPMHUPYETCS O TOM, KyZia OH €II[e MOXKET 0OpaTUTHCS BHYTPH U BHE OpTaHHU3AIN.
O606LueHHaﬂ HH(bOpMauHﬂ 060 BCEX MOCTYNUBUIMX NPETCH3UAX, UX INPUYNHAX, NPEANPHUHATHIX ﬂeﬁCTBHHX NOATOTABJIUBACTCA B BHUAC OTUYETa AJI1 MPOBEACHUSA aHalIM3a CO CTOPOHBI PYKOBOACTBaA
OpTaHM3aNHNil ¥ UCTIOIB3YeTCS IPH MOHUTOPUHTE YAOBIeTBOpeHHOCTH KiTHeHTOoB.

CTOpOHbI IpOBOIAT MTOCTOSTHHBIH MOHHUTOPHUHI IpoLecca pa6OTbI C NPETCH3USAMHU IO CICAYIOUINM IOKa3aTEIIAM: CO6J'I}OJICHI/IC CPOKOB PAaCCMOTPEHUSA U YyPETYJIUPOBAHUA IMPETECH3UU, 00BEKTUBHOCTh
paccMOTpeHHs IPETEH3UH; aJIeKBATHOCTh OCYIIECTBICHHSI KOPPEKTHPYIOMINX M MPeIyIPEeKAIONINX AeHCTBHI TP BOSHUKHOBEHUH PETEH3HN.
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TRAVEL COTNALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCMOPTHbIX YCAYT NPUHLUUMANY

CITY IN THE WORLD

CTOpOHBI MPUHUMAIOT CIIEAYIOMINE MEPBI ATl UCKIFOUSHUS IPUYMH CYIIECTBYIOMUX U MOTEHIHATIbHBIX IPOOIIEM, IPUBOAAMINX K MPETEH3UAM, C IENbI0 MPEAOTBPATUTh UX MOBTOPHOE BO3HUKHOBEHHUE:
UCCIIEYIOT, BBISIBIAIOT U MPUMCHSIOT HAWIYYLINH ONBIT B 00J1aCTH pabOThI ¢ MPETCH3USAMH; PaCIPOCTPAHSIOT MOAXO0], (HOKYCHPYEMBIi Ha TOTPEOUTEINS, BHYTPH OPraHU3alNK; TIOOLIPSIOT IPUMEHEHHE
HMHHOBAIMII B TIpo1iecce paboTHI ¢ MPETSH3USIMH; MOOMIPSIOT 00pasoByio padoTy ¢ npereH3usiMu KineHTos.

Kpurepuu kauectra O6CJ'IV)KI/IB3HI/I${ KOHTPOJIb U MOHUTOPHUHI" KAYCCTBa O6CJ'IV)KI/IB3HI/I${ Knnentos (AFGHTOB).

KoHTpoib 3a cBOEBpEMEHHBIM pacCMOTpeHHEM obOpareHuit KnneHToB, 3a COXpaHHOCTb JaHHBIX oOpaieHuit HeceT kaxkaplit CoTpyanuk [IpuHimunana B paMkax cBoei KOMIETEHIIUN.

KonTtpons 3a BHEIIHUM BUIOM BOJUTEIEH U COCTOSHHEM aBTOTPAHCIIOPTA BO3JIaraeTcs Ha HEIOCPEICTBEHHOI0 pykoBoauTeis IIpunnunana.

KauecTBeHHOE 00CTYy>)KUBaHHE U ONIEPATUBHOE PACCMOTPEHHE OOpaIlleHUH XapaKTepu3yeTcs HHAUKATOPoM «J{oCTYyITHOCTb 00CTYKHBAHHS KIHEHTOBY.

[MonHoTa, aKTYaIbHOCTH U JOCTYITHOCTB, HH(popManus 00 o0beMe, MopsiIKe IPEIOCTAaBICHUS H CTOUMOCTH YCIYT XapaKTepU3yloTcss HHANKaTopoM «HPOPMaTHBHOCTEY.

HcnonHeHne B yCTaHOBJICHHBIH CPOK BCEX IPOIERYp, HMpexycMOTpeHHbIX CTaHZapTOM, B TOM YHCIE II0 PACCMOTPEHHIO OOpAaIleHMH U >Kado0 KIMEHTOB XapaKTepH3YeTCsl WHIUKATOpOM
«IcONMHUTEIBHOCTD.

Hamane >¢dextrnBHOI 00paTHOi cBsi3u ¢ Kimentamu (ATeHTOM), TO3BOIISIONIEH B pa3yMHBIE CPOKH Pa3peIiaTh BO3HUKAIOIINE B IIPOLECCE ASSTEIBHOCTH BOIIPOCHL, B TOM YHCIIE CBSI3aHHBIE C KAIECTBOM
U CTOUMOCTBIO OKa3bIBAEMBIX YCIIYT, XapaKTePU3YIOTCSI MHIUKATOpOM «Pe3ynbTaTHBHOCTH 0OpAaTHOM CBSI3I».

Kpurepun xadectBa o6cmyxuBanust KIIMEeHTOB MOTYT HOCHTh Kak OOBEKTHBHBIH, TaK U CyObEeKTHBHBIA XapakTep. MeTo1oM OIeHKH 00BEKTUBHBIX KPHUTEPHEB SBISIETCS OJHO3HATHOE COOTBETCTBHE HIIH
HECOOTBETCTBHE IIPOBEPSEMOr0 00BEKTa JAHHOMY KpUTEpUIo. MeToI0M OIeHKH CYyOBEKTHBHBIX KPUTEPHUEB SBISIETCS 00paboTKa CTaTUCTHUECKOH MH(OPMAIMH MO 0T3bIBaM KineHToB.

[MpuHIMIAN HECeT OTBETCTBEHHOCTD 3a COOJIIO/ICHUE BBIICYKa3aHHBIX KpUTEpHeB CBOMMH COTPYIHUKAMH.

IMonTeepxnenue cooTBeTcTBHs TpeGoBaHUSIM CTaHAApTa OCYIIECTBISCTCS NMPOBEIACHHEM BHYTPEHHETO ayauTa (CHIaMH COOCTBEHHOTO NMEpPCOHANa) WM BHENIHMX KOHCYIBTAHTOB — MOHHTOPHHTA
YIOBJIETBOPEHHOCTH MOTpeOuTeNeil. MOHUTOPHHT yIOBIETBOPEHHOCTH IOTPEOHUTENICH yCIIyT IPOBOIAT B IIENSIX ONPENeIeHHs 001acTell yIrydIeHus AesITeIbHOCTH, pa3paboTKH 1 OCYIIECTBICHHUS Mep 10
Hanbosiee MONHOMY YJOBICTBOPEHHUIO TpeOOBaHWN M OXuAaHMil moTpebuteneil. MOHUTOPUHT MPOBOAAT Ha OCHOBE aHANM3a MONTYyYEHHOH MH(OPMAIMU O KadecTBE OOCITYXHMBAaHUS U JESITEIbHOCTH
OpTraHU3alUyU B LEJIOM.

OOBEKTOM MOHHTOPHHTA SIBISIETCSI yIAOBIETBOPEHHOCTh KIMEHTOB (ATEHTOB) CIEIYIONIMMH CTOPOHAMH JAesTeNsbHOCTH [IpuHIMIama: kKadyecTBO OOCITyXHBAaHMS W COBEPIICHCTBOBAHUE YHPAaBICHUS
B3anuMooTHoIIeHus1 ¢ Kimentamu; nHGOpMHUpOBaHUE 00 yciIyrax; MpPOXOXKJICHHE 3allpOoCOB WM 3aKas3a, BKIIOYash M3MEHEHHs K HHMM; oOparHas cBs3b ¢ KimeHtam (AreHTam), BKIIIOYasl NPETEH3UM;
MOBBIIEHNE KOHKYpeHTOcIocoOHocTH [IprHINIana Ha peIHKE aBTOTPAHCIIOPTHBIX YCIyT; pemytanus [Ipuanumnana.

J1y1s1 MOHMTOPHHTA yIOBIETBOPEHHOCTH KIIMEeHTOB Ha OCHOBE BHEUIHEH MapKETHHTOBOH MH(MOPMaIUK ATEHT UCIIONB3YET CIEAYIOIINE METOIbL:

. IIpoBezneHme ommpocoB: aHKETHPOBAHKE M MHTEPBBIOWPOBAHKE; aHAIIN3 IPETEH3UI U 00OpalleHni; aHalTi3 BHYTPEHHUX TT0Ka3arenell paboThl opraHu3anuy; npoueaypa « TaitHbIH KIHEHT» eXEeMEeCsIHO.
. AHKeTBI ¥ CKPHMIITHI TNAJIOTOB JUIsl U3Yy4eHusl yaoBiIeTBopeHHOoCcTH KitneHToB pa3pabartsiBatorcst COTpyiHUKaMH ATeHTa Ha OCHOBE TIPEBAPUTEILHO COCTABICHHBIX BOIIPOCHUKOB C yYETOM IOTPEOHOCTH

B HCCJIEIOBaHNH KOHKPETHBIX TTOKA3aTeINeH.

Pe3ynbTaThl HHTEPBBIO GUKCUPYETCS B MUCHbMEHHOM BH/IC, aHATM3UPYIOTCS M MPEACTABIIAIOTCS JJ1s1 0000IICHHS.

[IpoBoasITCS MOCTOSIHHBIE KOHTPOJIbHBIE 3BOHKH COTpyaHHKaMu AreHTta KireHTaM Iyt OlleHKH KadecTBa 00CTyKUBAHUS.

OreHKa yIOBIETBOPEHHOCTH KIIMEHTOB MPOBOAMUTCS HA OCHOBE: CPaBHEHUS TTOKA3aTeleH 110 KaueCTBY 0OCTy)KHBAHHUS € MPOILTEIMU aHAJIOTHYHBIMH ITEPUOJAMHU; CPABHEHHS ITOKA3aTeNe 10 pa3IndaHbIM
BHJIaM YCIIyT, TPOLIeccaM, CETMEHTaM PBhIHKA; ONpeACTICHUS TEHACHIIUI B TUHAMUKE MTOKa3aTeleil.

MOHHUTOPHHT YAOBIETBOPEHHOCTH KITHEHTOB HAa OCHOBE JaHHBIX, IIOYUYSHHBIX B XOZ€ MPOBEICHUSI OMPOCOB, (POKYC-TPYIII U Jp., CACTEMATHYECKH KOHTPOIUPYETCS U aHATU3UPYETCSL.

HakannBaemast nHdopMalis 00 yIOBIETBOPEHHOCTH MOTpeOHTENeH CHCTeMaTH3UpPyeTCs MO CICAYIOUIMM HalpaBiCHHUSIM: ONpENeICHHBIM BPEMEHHBIM IepHojaaM (TOJMyroaue, rof); o0beKTam
MOHHTOPHHTA YAOBJIETBOPEHHOCTH OTPEOUTENCH; TPYIIIaM MOTpeOuTeNeil H OTACTBHBIM ITOTPEOUTEIISIM.

Pe3ynbTaThl MOHUTOPUHIA PACCMATPUBAIOT MPU MPOBEACHUU aHAIHM3a CO CTOPOHBI PYKOBOJACTBA OPraHH3al[MU HE PeXe OJHOTO pa3a B MECsI AJs ONpeeieHHs] HeOOXOAUMBIX KOPPEKTHPYIOLINX H
MpeAyNpexIAIONINX TeHCTBHUM.

OTueThl 10 UTOraM U3yYCHHS CTENCHU YAOBIETBOPEHHOCTH KineHToB 0oBoAATCS 10 cBeAeHNs pykoBoAcTBa [IpuHimnana u Apyrux 3anHTEpecOBaHHBIX CTOPOH
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INANY CITY IN THE WORLD

COIMALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCIOPTHbIX YCAYT MPUHUWTANY

IlepeyeHb CTAHAAPTOB KaUeCcTBA 00CTY:KMBAHMS

1. Tpe6oBanusi kK BoauTeJsiM IIpHHIUNAIA U OTBETCTBEHHOCTH 32 HAPYIIEHHSI
Ne Kputepuu Tpe6oBaHus Ob6sasaTtenbcTBa Komnexcauus croumocT nopu
n/n HapyweHun TpeboBaHuin, %
1 BoauTtenbckuii ctax Bopautenbckuii ctax 6e3aBapuiiHon paboTbl, CBSI3aHHbIV C NEPEBO3KON Naccaxvpos, cocTasnseT 3 roga u 6onee aa 10
2 BHeLHW BuA (CTWUNb oaexapl) CphepaHHbli, A4eN0BOM CTUMb OAEXAbl, YACTONSIOTHOCTb, HEMTPanbHbI 3anax napdgroma aa 10
3 MaHena BOXIEHMS Pa3mepeHHas n komdopTHas Ans KnveHTos, otBevatowasi Tpebosanusm MAMO, 0co6eHHO B YacT CKOPOCTHOTO pPexmma, pUcKoBaHHOIo a 20
p A MaHeBpMPOBaHKA 1 NepecTPoeHNs, Mpoe3aa Ha 3anpeLuaoLLmii curHan ceetodopa, MapkoOBKM U OCTAHOBKM B HEMOJIOXEHHOM MecTe A
4 JInyHble KayecTBa, MaHepa BoagwuTenu cobniogatoT obLenpuHsATbie HOPMbI NOBEAEHUS (BEXITMBOCTb, AOGPOXENATENBHOCTb, KyIbTypa peyn). KoppekTHoe u a 20
noBsefeHns yBaXuTenbHoe OTHoLLeHWe BoauTens k KnueHtam. BosaepxaHve BoAMTENS OT KYPEHUSt MPU OKa3aHWu ycnyr A
BoawuTenu o6yyeHbl MO0 1 UMEOT Haanexaluyo KBanugukaumo, AOKYMEHTbI, BblAaHHble COOTBETCTBYIOLLMMYU FOCYAAPCTBEHHLIMU a 100
opraHamu A
CepTudukaLms BoawuTenu npoxoasT MHCTpYKTaxu no 6e3onacHoMy BOXAEHMWIO 1 aTTecTaumio no npasunam MNAA; obnagaoT npyeMamm KOHTpaBapUnHOro a8 10
S BOXAEHVS U Npuemamm ynpaeneHnus TC B KPUTUHECKMX CUTYaLMAX
BopwvTtenu nmetoT HaBblku okadaHusi MMM (nepBoit MEAMLIMHCKOM MOMOLLM), 3HAIOT afapeca U TenedoHbl SKCTPEHHbIX CNyX0 1 MapLpyThbl a 20
noabvesaa K HAM A
pamoTHas pycckas peyb (Npu NpegocTaBneHnn ycnyr Ha Tepputopun Poccun) na 10
'paxpaHcTBo Poccum (Npu npegocTaBneHnmn ycnyr Ha tepputopun Poccun) na 20
BopawvTtenu nmetoT xopollee 3HaHve ropoaa v BbICTPO OPUEHTUPYIOTCA HA MECTHOCTH na 20
6 Apyroe
BoawuTenu He BbIxoaaT Ha paboTy B 6011e3HEHHOM (0COBEHHO OCTPOUHAEKLMOHHOM) COCTOSIHUM na 20
Mepen paboToi 1 B paboyee Bpems BOAUTENb He yNoTpebnseT ankorons Unu nekapcTea / HanuTKM ¢ CeAaTUBHBIM (yCroKavBatoLwnm) a 100
adhekToM, KoTopble Mornu Gbl 0cnabuTb ero Nncmxogusnyeckoe coctosiHMe. YnoTpebrieHne HapKOTUKOB KaTeropuyecky 3anpeLleHo A
BopwvTtenu cobniogatoT ycTaHOBMEHHbIN 3akoHoAaTenbcTBOM Poccum pexxum Tpyaa v oTAbixa BoauTenei na 20
2. TDeﬁOBa]—ll/Iﬂ K TPAHCIIOPTHOMY CPEACTBY ()Ia.ﬂee — TC) OTBETCTBCHHOCTDb 34 HAPYVIICHUEC
Ne LTpad ot cToumocTu npu
nin Kputepun Tpe6oBaHus Ob6s3aTtenncTBa HapyLueHun, %
3koHom (B- knacc) Nissan Almera, Volkswagen Polo, Chevrolet Lacetti, Renault Logan n nogo6Hble
Cranpapt (C- knacc): Skoda Octavia, Ford Focus, Toyota Corolla, Hyundai Solaris, Chevrolet Cruze n nogo6Hbie
KomdpopT (D-knacc): Toyota Camry, Nissan Teana, Volkswagen Passat, Mercedes Benz C-class, Ford Mondeo, SKODA Superb u
noaoGHble
BusHec (E- knacc): Mercedes Benz E-class, Lexus GS, BMW 5, Infiniti QX50 1 nogo6Hble
1 CoOTBETCTBUSA KNAccoB U Mpencrasutensbckuii (F — knacc): Mercedes Benz S-class, BMW 7, Lexus LX 1 nogo6Hble a 20
ponycTumble mogenu TC. BHepopoxHuk (SUF-knacc): Land Cruiser 200, BMWX5(X6), Mercedes GL (E, S, C) n nogobHble a
MuHuBaH (8-10 mecT): Mercedes-Benz Viano, Ford Tourneo, Hyundai Grand Starex n nogo6Hbie
MukpoaBTobyc (10-15 mecT): Toyota Hiace, Fiat Ducato, Hyundai Grand Starex n nogo6Hblie
MwukpoasTobyc (16-18 mecT): Ford Transit, Peugeot Boxer, Citroen Jumper, Mercedes-Benz Sprinter n nogo6Hblie
MwukpoasTobyc (19-21 mecT): Mercedes-Benz Sprinter, Volkswagen Crafter, Renault Master n nogo6Hble
ABT0bYC 0T 45 mecT: Neoplan, MAN, King Long, Kia Granbird, Higer, Setra n nogobHble
l'op Bbinycka TC cocTaBnsieT Ans nerkobix aBToMobunen B, C, D knacca He 6onee 5 net Ha MomMeHT okadaHus ycnyru. Ans E, F, SUF,
2 loa Bbinycka TC. na 20
MWHMBEH, MUKpOaBTOBYChl He 6onee 7 net. [ins aBTobycoB He 6onee 10 nert.
TC npurogHo Anst akcnnyaTaumu 1 nogaepXvMBaeTcs B COCTOSIHMM, obecneymBatolimm ero 6e3onacHocTb U 6e3ynpeyHbli BHELIHWUIA BUL
3 TexHuyeckoe coctosiHue TC. (oTCyTCTBME MOBPEXAEHWUA Ky30Ba W BHELUHEro OCBELLEeHWs), BHYTPEHHWUA BuA (OTCYTCTBME MOBpeXAeHui obuBkM Kpecen, ABepen, na 20

noTonka). He gonyckalTcst HeUCNPaBHOCTH, KOTOPbLIE MOTYT HAHECTM BPEA 3A0POBbI0 U MMYyLLecTBY KnneHToB.
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COMNALLUEHWNE O CTAHOAPTAX KAYECTBA ABTOTPAHCMNOPTHbBIX YC/IYT MPUHUWMNANY

TC npoxoauT TexHn4eckoe OGCJ’Iy)KVIBaHVIe, KOTOpoe obecneuvBaeT 6e30MacHOCTb 3KcniyaTtauum B COOTBETCTBUN C TpeﬁOBaHVIFIMVI 3aBoja-

na 20
n3rotosuTens.
TC ocHallieHbl WMHamm1, COOTBETCTBYIOLLMMU BPEMEHU roAa 1 oTBevatolme TpeboBaHnsIM HOpMaTUBHbIX JOKyMeHTOB P® (npu okadaHuu na 20
ycnyr Ha Tepputopun Poccum).
TC o6opynoBaHo peMHsiMv 6e30MacHOCTW, KOTOpble HAXOASTCS B UCMPAaBHOM COCTOSIHAM W MPUrofHble A4St UCMONb30BaHUs!. aa 20
Hanvune TOHMPOBKM Ha TPAHCMOPTHOM CPEACTBE COOTBETCTBYET 3akoHaMm Poccuu. aa 10
TC nopaétca KnueHTy B UMCTOM COCTOSIHMM (MO MOrOAHbIM YCIIOBUSIM) CHapyXu (3KcTepbep) M BHYTpU (MHTepbep). B canoHe TC
4 Yucrtorta TC. OTCYTCTBYIOT Kakme-nmbo HenpusiTHble UMK peskue 3anaxu (B TOM Yucne 3anax TabayHbix nagenwvin). Molika aBToMo6unsa ocylecTBnsieTcs na 20
eXeCMeHHoe, HO He MeHee 1 pa3 B CyTKU.
TC o6opynoBaHO CUCTEMOI MPUHYAUTENbHOW BEHTUNSILMU U KOHAMLMOHWPOBaHKS BO3ayxa.
5 KoHanumorep B TC. Cuctema KOHAMLMOHMPOBaHMA BO3ayXa A0MmkHa obecneymBaTb Noaavy oxnaxa&HHoro / TENnoro Bosayxa BO BCeX MHTEpBanax HapyXHbIX na 20
Temnepatyp B npegenax 20-24 °C.
6 O6opynoBaHve B TC HaxoguTcst OrHeTyLWUTENb, anTeyka, 3Hak aBapuiiHO OCTaHOBKW, 3anacHoe Koreco, HaBuUraLMoHHasi cUcTeMa, aBToMarHuTona na 20
7 [okyMeHTbI B TC HaxoauTtca aencrtaytowwmin ctpaxoson nonmc OCAIO, csuaeTenbCcTBo 0 pernctpaunm TC, BoaMTenbckoe yaocToBepeHme na 20
8 MHbIE NADAMETDEI BaraxHuk TC ocBo6oXAeH OT NOCTOPOHHMX BelLeil, KOTopble MOryT NoMeLLaThb 3arpyske 6araxa KnueHtos. na 20
P pel. Mpun HeobxoaumocTu canoH TC obopyaoBaH AeTCkMM Kpecnom munu yctepom (no 3anpocy Knuexta). na 20
3. TDeﬁOBa]—[l/Iﬂ K HOPAAKY OKa3aHUA VCJIVI M OTBETCTBCHHOCTD 34 HAPDYIICHUE
Ne LTpac ot cTonmocTn ycnyrn
Kputepuun Tpe6oBaHus BbinonHeHue pad X v
n/n npy HapyweHuu, %
1 Mogayva TC v nopsigok BcTpeyn Knuexta.
3agepxka nogaym 10-20 MUHYT
— po 20%
3agepxka nogayn 20-30 MUHYT
. — 00 50%
TC nopaétcs He nNo3gHee yka3aHHOro B 3akase BpeMeHu BeTpeyn KnueHTa. na A °
3agepxka nogayn 30-40 MUHYT
1.1. Bpewmsi nogaun TC — o 70%
3agepxka nogayn 40-50 MyUHYT
— 0o 100%
MpuHuunan GepeT Ha cebs 06513aTeNbCTBO MO OTCIIEXUBAHMIO PENCOB U1, B Cry4ae UX 3adepXku Unu nepeHoca, aoxuaaetcst KnveHTa.
Mpw npubbiTK peiica paHee, MpuHUMNan NnpunaraeT Bce younusa Ans nogadn TC ko BpeMeHu nNpubbiTUs, HO He rapaHTUpyeT paHHIo na 20
nogauy.
® Ha agpece: TC nogaetcs k nogbesay aAoma, o6o3HavyeHHoro B 3aka3e KnueHta. Bogutenb oxuaaet Knuenta B TC.
® Y rocTuHMubl: TC nogaeTcs HenocpeACTBEHHO K rOCTUHMLIE (pa3mellaeTcs Ha AOCTYNHOWM NnaTHoW unu 6ecnnaTHoi napKkoBke, He
ponyckas Hapylwenus MAO u/wnu BHYTpeHHUX npaBun oTens). Boautens oxupgaet KnueHTta B Xonre oTens ¢ UMeHHoW Tabnunykoi
MecTo noaaun TC 1 okazaHne ® Ha x/g Bok3ane: TC pa3meluaeTcs Ha AOCTYNHOW NapkoBke, He gonyckas Hapywenus MNOO. Bogutens oxuaaet KnueHTa Ha neppoHe
1.2, yenyri KnuewTy «BcTpeda ¢ Y Baroua, oGosHaueyHoro B 3aKkase, UM y rofloBHOro BaroHa coctaea (Mo YMOMYaHWIO Y MepBOro BaroHa no xoAy ABVKeHUsi noesaa) ¢ aa 20
TaBnNuKoOMN» VMeHHoW Tabnunykon
® B asponopty: TC pa3melyaeTcs Ha Gnvxanilien paspeLlleHHon ctosiHke. Bogutenb oxunpgaeTt KnveHTa B 3ane npuneta ¢ UMEHHOM
Tabnuykon
® [locne BcTpeun KnueHta BoamTens yTouHsieT y KnueHTa o Heo6xoammocTu oxumaanus B nob6u otens, x/g Bok3ane, aaponopTy A0
MOMeHTa nogayn aBTomobuns BoguTenem HenocpeacTBEHHO K BbIXOAy M3 3aaHus unum ¢ cornacus Knvexta BMecte cnegytot k TC
1.3 Mecto nopaum TC 1 BcTpeya ¢ ® [pu BcTpeye Knuenta n npurnawenus k TC «Mo 3BOHKy», BOAMTENb yBeAOMNSET 3BOHKOM KnmeHTa o mecTtoHaxoxaeHn TC u na 20
KnneHTom no 380HKY npurnawlaeT K aBTomoounio.
BcTpeya KnueHTa ocywectenseTcs ¢ Tabnmykon, opopMneHHON KpynHbIMK nevaTHbiMu 6ykBamu Ha nucte doopmate He meHee A4 unu ¢
1.4. TpeboBaHus k Tabnuuke nnaHweToMm He MeHee 8” ¢ cobrniiogeHnem Tex xxe TpeboBaHuiA. TekcT Tabnuyku JomkeH cooTBETCTBYET TpeboBaHMIo 3akasa (Mo na 20
ymonyanuio U KnueHTta: Ans pocCMMCKNX rpaxaaH — Ha pyCCKOM $i3blKe, AN MHOCTPaHHbIX — HA aHTUACKOM).
e [lpun BCTpeye No agpecy, B FOCTUHULIE UKW X/A BOK3ane:
B TeyeHne 10 MUHYT C MOMEHTa yka3aHHOro B 3akase BpEMeHU BCTPeUn BoAUTENb CBsA3bIBaeTCst ¢ KNMeHToM no ykazaHHOMY B 3akase
PernameHT pearvpoBaHms! B TenedoHy 1 coobuiaet o Tom, 4to TC nogaHo, BoauTenb oxugaeT. B cnyvyae HEBO3MOXHOCTM cBA3aTbCsA ¢ KnneHTom, Bogutenb
BepomnsieT MpuHuunana (koopauHaTtopa, onepatopa), a MNpuHumnan yBegomnsieT onepatopa AreHta o npobneme v crieayet ero
1.5. cnyyae, ecnu KnueHt yBea PUHLY (koopay p patopa) PUHLY yBea paTop p Ay na 20

3ajepxueaeTtca

yKasaHusm.
e [Ipu BCTpeye B a3ponopTy:
B TeuyeHne 20 MMHYT OXnaaHWs co BpeMeHn 0ObsABNEHNS O MOCaaKe camoneTa BoAUTENb CBs3biBaeTcsi ¢ KnMeHTom no ykasaHHOMY B
3akase TenedoHy 1 coobliaeT o Tom, 4to TC noaaHo, BoauTenb oxuaaeT. B cnyyae HeBO3MOXHOCTY cBsidaTbes ¢ KnneHToMm B
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0603Ha4Y€eHHbIN CPOK, BoAUTeNb yBegoMnsaeT MNpuHumnana (koopavHatopa, onepaTopa), a MpuHumnan yBegomnsieT onepatopa AreHta
o npobneme 1 crnegyeT ero ykasaHusm.

Mopsipok CMC yBepomneHus
KnueHTa o 3akasaHHoM ycnyre.

KnueHty AreHTom Hanpasnsietca Asa CMC: nepsoe CMC ¢ uHdOopMrpoBaHnem o perucTpauum 3akasa B KoMnaHuv AreHTa; BTopoe
MuHUMYM 3a 1 vac ao nogaun TC c koHTakTamu Bogutens (Vimsi, TenedoH) 1 AaHHbIMM 06 aBTOMOGMNE (Mapka, Mofenb, LiBeT, roc.

HenpeacTtaBneHve KOHTakToB

1.6. MPeaoCTaBACH/E KOHTAKTOB Homep). [Npn HEBO3MOXHOCTU OTNPaBMTbL HOMep TenedoHa BoAUTeNs, oTnpaenseTca KoHTakT MNpuHumnana (koopamHaTopa) B ropoge na BoauTens
ng,menﬂ obcnyxuBaHus. B o6ounx cnyyasix HanpasnsieTcs Homep TenedoHa 6ecnnaTHo KpyrnocyTouHomn cnyx6el noaaepxku 8(800)2004017 -10
ecnu 3akas BbinonHsietcss B Poccuun. Ecnn 3akas BbinonHsieTcs 3a pybexom Hanpasnsietcs Homep +74951283601
KOHTPOMb MGMOMHEHMS 3aKasa AreHT ocyLLecTBNsieT KOHTPOMb 3a yCMNeLlHbIM BbIMOMHEHNEM 3aKa3a NocpeACTBOM aBTOA03BOHA BoAMUTENo 3a 1 Yac Ao nogayn.
1.7. BOANTENOM Boautenb o6si3aH noaTBepanTb (HaxaTb knaeuwy 1 Ha TenedoHe) Unn 0TkasaTbCst OT UCMOMHEHNS 3aka3a (HaxaTb KnaBuiy 2 Ha na 10
TenedgoHe). Bogutenb 0613aH nHdopmMmnpoBaTtb AreHta o HeyAauHbIX MOMbITKAaX MPUHATASA JO3BOHA C yKa3aHMEM BO3MOXHbBIX MPUYMH.
o MpenocTasneHne ycnyr aHrMos3bIYHOro BOAMTENS NPOM3BOAMTCS MO 3anpocy AreHta u rapaHTupyetcs lNpuHumunanom, B cnyvae
1.8. AHIMOSA3bIYHbIA BOAUTENb. pea yeny A P A pocy P py PUHL Y aoa 20
noATBEPXAEHNS 3aKkasa, cogepxallero JaHHoe TpeboBaHme.
Boautenb gomkeH BbiIbupaTh ONTUManbHbI MapLUPYT CrefoBaHUs ¢ y4eToM BCex hakTopoB AOPOXHOV 0BCTaHOBKM (3arpy>KeHHOCTH
[0pOT, PEMOHTHbIX PaboT, MOroAHbLIX YCIIOBUIA 1 MP.) C Lienblo obecneyeHns MakcumarnbHO KOMOPTHOW 1 onepaTUBHOW AOCTaBKU na 10
KnneHToB K MECTy HasHa4eHus.
Boautenb oTBevaeT 3a npuMeHeHve peMHel 6e30nacHoCTU B TPAHCMOPTHOM CPEACTBE UM CaMKM, a Takke pekoMeHayeT Bcem KnumeHtam na 10
npyMeHeHne pemMHeln 6e30NacHOCTH.
Boautenb He ucnonb3yeT BO BpeMs ABWXEHWs TenedoH 3a UcknioveHnem o6CcToATenbCTB cryebHon HeobXoanMOCTH B pamkax a 10
MCMOMNHAEMOro 3aKasa.
BopwvTens BkntoyaeT ayano obopyaoBaHue Tonbko no npocbbe KnvneHTos. na 10
1.9. MoBeneHne BoguTens. BopwnTenb obecneynBaeT OTCyTCTBME B CarlOHe TPAHCMOPTHOIO CPeACTBa He 3aKpenmneHHbIX NpeaMeToB, KoTopble Mornu Obl co3gaBaTb a 10
yrpo3y anst KnmeHToB B Criy4ae pe3koro TOPMOXEHUs N asapun.
Mo xenaHuio KnueHTa BoguTenb okasbiBaeT NOMOLLb B TpaHCNopTupoBke Garaxa KnueHTta k TpaHCMOPTHOMY CPencTBY U ero a 10
pasMeLLieHunio B 6araxxHoM oTaeneHnun.
Boautenb He BCTynaeT B KOH(PAMKT € y4aCTHUKAMMW JOPOXHOro ABuxeHus, Knnentamun n CotpyaHukamu 6OA. na 10
BogwuTenb obecneynBaeT bnaronpusTHyto Temnepatypy B canoHe TC ¢ y4ETOM BpeMEHM rofa v NOroAHbIX YCNOBUA. aa 10
OcTaHOBKV BO Bpemsi MapLupyTa
p pipyT WckntouyntensHo no TpebosaHuio KnveHTa. [lo BpemeHn nogayn TpaHcdepa AomkHbl BbiTb UCKIMIOYEHbI BCEBO3MOXHbIE OCTaHOBKW MO
1.10. cnepoBaHus (B TOM yncne na 10
MHUUMaTMBE BOAMTENS, B TOM Yncne no HeobxoaumocTu gosanpasku [CM TC.
3anpaeka TC).
OevictBua npu ATN n 0TBETCTBEHHOCTL 3a HapyLleHue
Ecnu OTI HecywecTBeHHoe, yyacTHuku AT moryT 6e3 Bbi3oBa cneumanbHbix cnyx6 yperynuposath cuTyaumio 6e3 cyllecTBeHHbIX
3agepxek (He 6onee 10 MUHYT), TO BOAUTENb NPOAOIIKAET BbINOSIHEHWE 3aka3a. BoanTenb He3ameanuTenbHo 1 B 06s3aTefnlbHOM no 100, B 3aBMCMMOCTM OT BUHbI
nopsigke nHdopmupyet o ATI onepaTopos unu koopauHatopa lNpuHumnana, a onepartop (KOOpAMHaTOP) MHOPMUPYET OnepaTopoB na BoauTens
AreHTa no TenedoHy Unn 3NEeKTPOHHBLIM NUCBEMOM.
1. Mopsipnok gevicteui npu ATI.
Ecnun ATM cywectBeHHOe, MO0 CTeneHb OTBETCTBEHHOCTH YHAaCTHUKOB HEe MOXET BbiTb yperynnpoBaHa CaMoCTOATENbBHO, BOANUTESb
coobLaeT o npousoLlealem koopanHaTopy MNpuHumnana n onepaTtopy AreHTa no TenedoHam 8(800)2004017, +74951283601ans a no 100, B 3aBUCMMOCTU OT BUHbI
3KCTPeHHo 3ameHbl TC. MpuHUMNan He3ameanuMTenbHO HAPOPMUPYET MO TenedOoHy UMK 3NEKTPOHHLIM MMCbMOM MeHeaxepa AreHTa o A BoaMTens
npowusowepwemM. Onepatop AreHTa 1 coTpyaHuku MpuHumMnana coBMecTHo ¢ KnueHTom onpeaensioT AanbHenWwnii nopsaok AeACTBUN.
Mopsaok okasaHus Bogutenem .
2 nonﬁoﬁm rocTio. MocT g,qasl.ueM B BbI30B cnyx6bl ckopoii nomoLm. ObsizaTenbHoe yBeOMIEHNE BOAWUTENEM, KOOPAUHATOPOM UK onepaTtopom MpuHumnana onepatopa na no 100, B 3aBUCMMOCTU OT BUHbI
’ aTn ’ P Y AreHTa 0 NnpousoLleLeM 1 cornacoBaHne ganbHenwmx 4eACTBUi. BoaMTens
PeleHune KOHDNUKTHLIX cuTyauui ¢ KnmeHToM U 0OTBETCTBEHHOCTL 3a HapyuleHue
1 Mopsigok aencTeui B cnyyae HemepnneHHoe nHdopmupoBaHue BoauTtenem onepatopa lMNpuHumnana, a onepaTtop uHgopmupyeT onepatopa AreHTa no tenedoHy na 20
) oTkasa KnueHTta ot TpaHcdepa. n/vnun aNeKTPOHHON MoYTe.
Mopsipnok gevicTBuii B cny4vae Heonnata Ton yacTtu ycnyr,
TpeboBaHusa KnueHta nameHnTb o KoTOpasi CBsizaHHa C
p IMo6oe n3meHeHne B 3akase, CBA3aHHOE C M3MEHEHNEM €€ KOHEYHOW CTOMMOCTW, AOIMKHO ObITb COrnacoBaHo ¢ onepatopamu AreHTa, p .
2. MapLUpyT crieoBaHnsa unm na N3MEHEHNEM KOHEYHOM
€cIn MHOe He COrnacoBaHo B 3akase MUNW He 3aKkpenneHo npoLeaypHo B obcnyxusaHumn Knuexta.
NPON3BECTU He3annaHMpOBaHHY0 CTOMMOCTW MO COrNacoBaHumio
OCTaHOBKY. CTOPOH
Mopsiaok AeVGTEMiA B Griyuae Ecnu FocTb HaxoanTCs B COCTOSIHUM HAPKOTUYECKOro/ankoronbHOro onbsiHEHWS! U/UMK ero NoBeAeHNe MOXEeT HaHeCTy yLlep6 He cBoeBpemeHHOe
HaJ"I)VILIIAﬂ AMKOrOMLHOG z/vmm COBCTBEHHOMY 3[0POBbLIO /MM 300POBLI0 BOAUTENS, @ TakKe HaHecCTm yuiepb TC, BoanTenb BnpaBe 0Tka3aTbCa OT UCMOSIHEHNS 3aKasa yBEeOMIMEHNEe O cUTyaLun
3. HADKOTUECKOMO ONbSHEHMS c obsi3aTenbHbIM yBeAOMMNeHneM onepaTtopos lMNpuHumMnana u ganee onepatopoB AreHTa o cuTyauun. YBeaomreHme nponsBoauTcs B na BrieyeT He onnaTy 3akasa Ao
KnﬁleHTa MOMEHT BO3HUKHOBEHWS CUTyaLUN. 100% unu pelueHne
) COrnacoBbIBAETCA CTOPOHAMM.
4 Mopspok aevicteuii B cnyvae B cnyyae nopun Knuentom TC Bogutens HesameanutensHo yBegomnsieT onepatopa MpuHuunana, a MpuHumnan onepatopa AreHTa o na He cBoeBpemeHHOe

nopyuu Knuentom TC (B TOM Yncne

CUTyauun B MOMEHT BO3HUKHOBEHUA U onpenendeT nopagok KoMmneHcauuu. Boautenb 06s3aH cCoCTaBUTb akT nop4uv nMmyulecTtsea,

yBeOOMI1EHME O cutyaummn
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nopuu canona TC).

3aBEPEHHYI NoAMnUCbo Knuenta nnun ABYX cBugeTenen, npu oTkase KnuexTa ot nognucu.

B cnyyae HEBO3MOXHOCTW AanbHEWLLEro UCNOMHEHNS YCryrn BOAUTENb BNpaBe 0TKa3aTbCA OT UCMOMHEHUs 3akasa C obsasaTenbHbIM

yBegomrneHvem Knvexra.

BrneYeT He onnaty yuepba TC
UMK peLLieHne CornacoBblBaeTcs
CTOpOHaMMu.

WHble OroBOpPEeHHOCTH

Mpoesa nnaTHbIX Y4acTKOB AOPOT U MApKOBOK, MAPOMHbIX Nepenpas, TAMOXEHHbIE U UHble c6opbl NPU NPOXOXAEHWN rocynapCTBeHHbIX

Heonnata HecornacoBaHHON

1. Mpoe3n nnaTHbIX y4acTKOB 4OPOr. rpaHuL, JOMmKeH GbITb cornacoBaH ¢ onepaTopamu AreHta. Ecnv nHoe He cornacoBaHo B 3asiBke AreHTa Unv He 3akpenneHo npouenypHo na YacTu CTOMMOCTY 3akasa [0
B obcnyxusaHum KnveHTa. 100%
e KOHTpoOnb 3a NpoLeccoM UCTOSHEHWS 3akasa ocyluecTBnseTcs NpuHLMNanoM B Criy4Yae UCToNb30BaHUsSi UM COOTBETCTBYHOLLIMX
Cuctema GPS HabnoaeHus Hag nporgaMM pou v puHL Y o
MeCTOHaxoXaeHneM BoauTenen n )
2. e B crnyyae ncnonb3oBaHust HAGNOAEHWs 32 NPOLECCOM UCTONTHEHMS Yepes NporpaMMy AreHTa, KOHTPOb OCYLLeCTBNAeTcs AreHTOM. na CornacHo n. 1.1.

KOHTpONb Haj npoueccom
UCNOJTHEHUA 3aKasa

e 3ameHa onasgbiBatoLLero Ha 3aka3 TC npoussoanTcs MpyrHLUMNAnNom, CornacHo UCMOMHEHMIO KOHTPOSS 3a NPOLECCOM OAHOM U3

CTOpOH, 13 Yucna Hanbonee 6Gnunskux Kk agpecy nogaymn TC.

Mopsinok o6paboTkm VIP 3akasoB

CornacyeTcs UHAUBMAYANbHO C KaXablM AreHToM

aa

CornacyeTcs MHAMBMAYanbHO C
KaxzabiM AreHToM

4. TpeboBaHuA K NpoueccamM B3auMoaencTBUN, onpeaeneHUsa U OTBETCTBEHHOCTb 32 HapyLUeHUsA
Ne . . OnpepeneHune o
nin KaTteropus OnucaHue cornacoBaHHOro npouecca B3aumoaencTemMn HapyleHus MoaTBepxAeHWe HapyLleHUN OTBeTCTBEHHOCTb
MpuHumnan obasyeTcs okasbliBaTb NPeAyCMOTPEHHbIE JOTOBOPOM YCIyTH,
prHL Y peaycemoTp A pom ycry HapyleHune nogTBepxaaeTtcs
BKIIOYasA, HO He orpaHn4nBasicb 06paboTKoi 3asABok AreHTa Ha 6poHMpPoBaHMe U
3anucbio TenedoHHbIX 3BOHKOB,
KOPPEKLMIO MO yXXe NOATBEPXKAEHHBIM BPOHMPOBaHUSAM, OKa3aHeM z o
MHOPMaLMOHHOW NOAAEPXKKN, YperynupoBaHueM npobrnemMHbIX cutyauuin ¢ He npepoctaenenne MEPENACKON MO SNEKTPOHHOM MokTe 1 Ltpad 300 pybnen 3a kaxabln 0Tkas B
1 Yacpl paborsl: 24/7 P! PXKiA, yperynvip p val AreHTy ycnyr B np. hakramu, NoATBEPXAAoLLIMMU P Py
2ACLL DADOILL: 23/ 1 KnveHTamun AreHTa, a Takke OCyLLeCTBSATb «DYHKLMN AUCNIETYEPCKOA CIYXObI» noaaepxke.
KPYrnocyTOYHOM pexumMe. | OTKas B NpefoCTaBNeHun ycnyr
B 4aCT¥ ONepaTMBHOrO pearMpoBaHUs Ha CUTYaLWK, CBA3aHHbLIM C
. AreHTy No nNpuYnHe obpalleHns B
HenocpeACTBEHHbIM OKa3aHUeM YCnyr U np., B cneaytollem paboyem pexume:
o «Hepabouune» vachbl.
24/7 ( KpyrnocyTo4Ho, 6€3 BbIXOAHbIX Y NPa3AHNYHbIX AHE).
He nonyyeHwve oTBeTa o o
Y LWrpad 300 pybnei 3a kaxapbii
Call ueHTpa MpuHumnnana M
o NponyLLeHHbIV BbI30B.
o Ha TenedOoHHbIV BbI30B B .
Call ueHTp lMpuHuMnana oTBeYaeT Ha TenedOHHbIN BbI30B OnepaTopoB AreHTa B JCTAHOBMEHHBIMA CPOK B Criyyae NnoBTOPHOrO HapyLleHus B
o N KpPYrnocyTouHOM pexume (24/7) B TedeHne 20 cekyHa (vnu 7-9 ryakos) nocne ’ T —— TeYeHUn OHS pa3mep LTpada MoxeT
> ATBeT 73 gene c°'|'|"b"" SEOHOK npourpbilia NpUBETCTBEHHOW (pasbl aBTouHdopmaTtopa. Pabota Call ueHTpa OqueyTOM ABTOMiTMHZ)geOﬁ 6bITb yBENU4eH Ao 500 pybnei.
nreHTa a 0732413 eHTPa MpuHumnana 6yaeT cunTaTbCst Haanexallen, ecnm 3a ot4eTHbIN nepuog Call TenedoHHON CTaHLMK (ATC) AreHTa WTpach 300 pyBReH 3a HE AOCTYOKGHIR
Nputuunana (24/7) ueHTp MpuHumMnana no 80% 1 6onee TenedoHHLIM BLIZ0OBAM OTBETUN B : OpBHﬂ KP] s}flio"/ A
yCTaHOBNEHHbIV cpok (ypoBeHb KPI — 80 %). He poctmxeHune ypoBHs Yp °
KPI B 80% B Clly4ae MOBTOPHOrO HapyLLeHNs
° pa3mMep wrpada MoXeT ObiTb yBENUYeH
no 500 pybnen.
MpvHUMNan npegocTaBnseT OTBET HA 3aMpPOC, CBA3AHHIN C NPeoCTaBNeHNEM
BapvaHTa (onumit) 6pOHNPOBAHUS UMW YTOYHEHWIO MHAOPMaLMK (BONPOCh N0
Tapvdy, kKaTeropuv, Mapkn nam LUBETY aBTo, WTpadHbIM CaHKUMAM U Np.) AN
TerkoBbix aBTOMoGuUnen — B TedeHne 30 MUHYT, NO rPynnoBbIM 3asiBkam — B
TeyeHune He Gonee 2-x YacoB C NpefocTaBieHneM akTU4eckon HbopmaLmm
no 3anpocy. OTBETbI Ha 3anNpPOChl B YCTAHOBMEHHbIE CPOKM MO FPYNMoBbLIM
LWTpad 500 pybnen 3a kaxabln dakT
noes,qKa}M npepocTaensoTcs B paboyee Bpemsi MpuHuMnana ycnyr, yumtbiBas HapyleHue nogteepxaaeTcs pad py KObIA ¢
4YacoBoWi Nosic ero NpebbiBaHUS. HapyueHue cpokos [IONYYEHHBIMM | HE NONYYEHHLIMU B HapyLueHusi.
O6paboTka MHGHOPMAaLMOHHBIX 3asBku MIeHHblE Y WNYHbIV KaBWHET, NOATBEPX, TCA B TeyeHune 5 oTBeTa/ OTCYTCTBME Y v
2opa asiBki, 0POPMNEHHBIE Yepes N @OMHET, NOATBEPXAAOTCA B TeUeHMe YCTAHOBIEHHbIE CPOKM OTBETaMU .
3 otBeTa MpuHuMnana Ha B Clly4ae NMOBTOPHOrO HapyLLEHNs B

3anpocoB U 3asiBOK Ha
GpoHupoBaHue

MUWHYT MO haKTy pa3mMeLieHmst.

B cnyuyae ocpopmnerus 3assku, MpuHUMNan nogTeepxaaeT GpoHMpoBaHue nnu
npefocTaBnseT oTkas no 6POHNPOBaHUIO B_CMEAYIOUIME COrNacoBaHHbIE CPOKM:

e [lo CpoYHbIM 3asBkaM (ycnyra okasblBaeTcs AeHb-B-AeHb UM Ha 3aBTpa) —
He 6onee 30 MUHYT Ans knaccoB aBTomobunen «3koHoM», «CTaHaapT,
«KomdpopT»; ans knaccoB «busHecy, «MpeacraButenbckuii» B TeveHune 1
Yyaca vnu B paboyee Bpems MNpuHumMnana ycnyr, y4utbiBas YacoBOW NOSIC
ero npebbiBaHus.

3anpochbl 1 3asiBKU
AreHTa.

MpuHUMNana no 3anpocam u
3asiBKaM AreHTa rno aneKTpOHHOW
noyTe unu TenedoHy.

TeyeHue 1 kaneHaapHOro Mecsia pasmep
wTpad ysenuymsaetcsa go 1000 pybnen
3a kaxapbln hakT HapyLweHns
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15



COIMALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCIOPTHbIX YCAYT MPUHUWTANY

e [lo nHamBua 3asBkam — He Gonee 1 Yaca Ans KNaccoB aBTomMobunew
«9koHOM», «CTaHaapT», «KomdopTy;

e [lo nHavBuMA 3asBKam Ans knaccoB «BbusHecy, «MpeacTtaBUTeNnbLCKUnY B
TeyeHue 2 yacoB unu B paboyee Bpems MpuHUMnana ycnyr, yyutbiBas
4YacoBoW nosic ero npebbiBaHUs

e [lo rpynnoBbiM 3asBkam — He BGonee 3 Yacos B pabouee Bpemsi
MpyHUMNana ycnyr, yunTbiBas 4acoBoW Mosic ero npedbiBaHus.

Ltpad 100% 3a kaxabl dbakT
HeokasaHus ycnyr no BuHe MpuHumnana.
Mpu aTtom MpuHUMnNan npegocTaBnseT Ha
ycMmoTpeHue AreHTa:

a) BO3MOXHOCTb BOCMOSb30BATLCA
creayloLwmM aHanormyHbIM Mo CTOMMOCTH
He oka3aHwve ycnyr no TpaHcdepom BecnnaTHo;

BuHe MNpuHumnana (B 6) BO3BMOXHOCTb NOMYy4UTb AEHEXHYI0
BUAY TexHWn4eckoro c6ost KOMMEeHcaLuio B pasmMepe CTOMMOCTU He
cucTeMbl, OLWNGOKK OKa3aHHOW ycryru.

onepatopa lNMpuHumnana, Mpw atom MpuHumnan o6si3aH

NOMOMKW TPAaHCMOPTHOrO KOMneHcmpoBaTb pacxoapl KnueHTa Ha
cpeactea, AT [pYrovi TpaHCcnopT (Npu ycnosum
NpousoLLeLLEro no BUHe npefocTaBneHns NoATBEPXAAIOLLMX
MpuHumnana u np.). [OKYMEHTOB) Ha CYMMY pasHULbl Mexay
Tapudom lMpuHumunana n Tapudgom
OpYro TpaHCNopTHOW koMnaHun, Cyet
Mo He OKa3aHHON ycryre npu 3Tom
aHHynupyeTcs.

HapyweHve nogteepxxaaerca
aKTamu peknamaumu, a Takke
nHopMaLmein, Nony4eHHoN oT
KnneHTtos n/wnu MpuHumnana

MpuHUMNan okasblBaeT YCryru, ykasaHHbIE B COOTBETCTBYOLLEN
NOATBEPXKAEHHOI 3asiBKe, B 0GbEME W Ka4eCTBE, COOTBETCTBYIOLLEM

- LWTtpad 20% OT cymMMbl 3aka3a 3a Kaxabli
NONOoXeHUsIM [oroBopa, ¢ CobroaeHNeM 0CoGeHHOCTEN, ykasaHHbIX B pac 20% Y! KA

aKT HapyleHus MepeyHs cTaHaapToB

cornacoBaHHON 3asiBke, a Takke ¢ cobniogeHnem MepeyHsa ctaHpapToB
WcnonHeHue obasatenbcTB A P! Aap kauecTBa. Mpu a7oM MpuHLUMAan
MNpuHUMNana B YacTU oKasaHUA KayecTBa, 3apnMKcMpoBaHHbIX B MNpunoxeHun k HacToswemy CornalueHuio n NDENOCTABASET HA VCMOTDEHME AreHTa:
yenyr no TpaHcdepy KnuentoB OeNCTBYIOLLEeMY Ha MOMEHT noaTeBepxaeHus 3asskv (Janee MNepeyerb a;)B%amo»(HOCTb Bo)énonbgoaarbc;l ’
(nepeBo3Ka, TPAaHCNOPTUPOBKA, CranpapToB KavecTtBa). [lo MOMEHTa cornacoBaHus U NoATBEPXAEHUS YCnyru HapyweHune CRIEAYIOLIM TPAHC(EPOM CO CKATIKOI B
gocTaBKa U "E-) B COOTBETCTBUU |-|pVIHL|VII'IaJ'I obsazaH pekoMmeHOoBaTb He06xo;:w|M0e M OoCTaTouHOEe BpeMa Ans |-|pI/IHLLI/II'IaJ'IOM ycnoamﬁ 6332 :‘200/ ’Z’)T CTOVI’I\)/IOCTVI CJ'IIE;
C NoATBepPXAEHHOM 3asBKoM [0CTaBKW Naccaxupa B NyHKT Ha3Ha4yeHUs K 0603HavyeHHoMY B 3asiBKe BpEMEHM. MNepeyHsa cTaHpapToB gKa3aHprIX coHa LeHMem c)J/-logmﬁ
B cny4ae onosganus MpuHuunan o6ssyetcs nHgopmuposaTb AreHta o KayecTBa, B TOM 4ucre, Nepeuns C'raH.qu TOB Kaqicma'
3afepXKe B noaaye TpaHCNOpPTHOro cpefcTea 6onee 10 MUHYT 1 NONYYUTL €ro HO He OrpaHNYMBasChb: He 6) goamom-aocn: n%n UTh eHe)K,H 0
OVPEKTUBbI OTHOCUTENbHO AanbHENLLNX AeACTBUIA. oKasaHa NoMoLpb C 4 ,qo Y
. KomneHcaumio B pasmepe 20% ot
6araxom; nogada
CTOMMOCTU YCNYr, OKa3aHHbIX C
MaLUWHbI, He

o HapyLlueHnem ycrnosuii MepeyHs
o06opynoBaHHOW peMHSIMU

. HapyweHve nogteepxxaaercsa cTaHAapTOB KavyecTBa.
6e3onacHoCTH; okasaHune
CIVF G HADVLLIEHMEM aKkTaMu peknamauumm, a Takke c) B cnyyae, ecnu BbIGop
yenyl py. MHbOPMaLIMen, NoNy4eHHoW oT HeonTUManbHOro MapLupyTa criefoBaHus
npasvn NAO; Hannyane 2
KnuexTtoB w/wnu MNpuHumnana cTan npu4nHom ono3gaHus Knuexta

NPU3HaKOB arnikororbHOro
onbsIHEHWS Y BOAWTENS;
Henopobawuee
noseeHne BoAUTENS;
co3fiaHvie aBapunHoOm
cuTyaumm Ha gopore no
BuHe Bogutens; ATM n
nofioMka aBTomobuns.

AreHTa Ha pelic camoneTa, Ha noesa u
T.M. NpUMeEHsItoTCs WTpadbl,
NnpeaycMOTpeHHbIe B 1.3 HeokasaHue
yenyr

n) Wrpad oo 1000 pybnen 3a kaxapin
nHUnaeHT ¢ AT n/wnm nonomkoi no
BuHe MprHUMNana, aHHynsuus cyeta no
noeszke, a Takke KOMNeHcaums Bcex
TPaHCMOPTHbIX pacxoaos KnueHta B
cny4vae, eCrnv MHUMAEHT NpuBen K
3agepxke 6onee 15 MuHyT, n Knnent
BCMEACTBME 3TOro onosaan Ha pewic
camoreTa unv noesa.
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1) Hapywenne
MpuHumnanom ycnosui
COrnacoBaHHON 3asiBKU
AreHTa, B TOM 4ncne, HO
He OrpaHNYnBasiCh:
HapyLLleH/e CPOKOB
okasaHusi ycnyr, nogava
aBTOMObUMNS Gonee
HW3KOTrO WUINW UHOTO
knacca, unm
BMECTVMMOCTM (Hanpumep,
MWHVBEH BMECTO
ceflaHa), OTCYTCTBME UMK
orpaHuyeHve
cornacoBaHHoOn
BO3MOXHOCTV NMPOBO3a
rpy3a/6araxa v np.

2) Beibop lMpuHUuunanom
HeonTUManbHOro
MapLupyTa criejoBaHus.
3) OtcyrcTBUE
pekomeHaaumin
MpuHumnana no
pekoMeHA0BaHHOMY
BpPeMeHM nogayun
TPaHCMOPTHOro CPeacTBa;
npeanoxeHHoe
MpuHumnanom
pekoMeHA0BaHHOE BpeMs
nojauu crano
HeoCTaToYHbIM ANs
CBOEBPEMEHHON
nocrtaBku KnueHta B
MYHKT Ha3HaYeHus1.

4) He yBegomneHvie nnm
HecBOEBpPEMEHHOE
yBeaomreHne AreHta o
3agepxKe B nogadn
TpaHCMOPTHOro cpeacTBa
6onee 10 MUHYT.

HapylweHune nogTeepxaaeTtcs
aKkTamy peknamaumu, a Takke
MHopMaLmein, NoNy4eHHoN oT
KnuexToB w/vnu MNpuHuunana.

Ltpad 500* pybneit 3a kaxablv hakT
HapyLUEHWs. Npy 3TOM:

a) Ecnu KnueHT onosgan Ha peic, Ha
noesa u T.4. No BUHe MpuHumnana,
nocneaHuin Bosmellaet KnueHty: Bce
noHeceHHble KnueHToM pacxoabl Ha
nepecdopmunpoBaHune aBua/x/g bunerta;
ecnu KnueHT onosgan Ha peiic /noesn
«TyAa» 1 Npu 3ToM, criefyoLun
pevic/noeas BO3MOXEH TONbKO Yepes 6
YacoB B HOYHOE BpeMsi 1 Yepes 8 yacoB B
[AHeBHoe Bpems, To MpuHuunan
6e3Bo3me3/HO BosBpaLlaeT KnneHTa k
MeCTY OTMpaBneHwsi, a 3aTeM NOBTOPHO
poctasnset KnueHta B aaponopT Ui Ha
*/n Bok3an. MoBTOpPHbIN TpaHcdep He
onnayusaeTcs. WTpadHble caHkumm 3a
NpoXxuBaH1e B HOMepe onnayveaeT
MpuHumnan.

6) Ecnu KnueHT ono3agan Ha pevic/noesg
«0BpaTHOY», M NPU 3TOM CreAYOLLMNiA
peiic/noess BO3MOXEH TONbKO Yepes 6
4YacoB B HOYHOE BpeMsi 1 Yepes 8 yacoB B
[AHeBHoe Bpems, To MpuHuunan
onnauvBaeT KnueHTy npoxveaHve B
rOCTUHULIE Ha BPeMs OKuaaHWs
peiica/noesna, 6e3B03mMe3aHO
[0CTaBIsAeT KNMeHTa B roCTUHULY, a
Takke NoBTOPHO AocTasnseT KnveHta B
asponopT/x/a Bok3an. [oBTOPHbIV
TpaHcep AreHTOM He onnaynBaeTcs.

c) Ecnu KnneHnT Bocnonb3oBancs ycnyron
MpuHuMnana: 3a 3agepxky B
OTMNpaBlieHNN TPAHCMOPTHOTO CPeACTBa B
MeCTO HasHayeHVst Unu onosaaHue
npubbITUSi B MECTO OTNpaBrieHNs], He
nosneklne onosaaHve Knvexrta Ha peiic,
noesa v np., MpuHuMnan ynnauvsaet
AreHTy WTpad B BUAE CKMAKM MO 3akasy
(cornacoBaHHOI 3asiBke) B pa3Mepe:

e B cryyae onosgaxus ot 10 go 20
MWHYT MPU YCrOBUW YBEAOMIEHNS!
KnneHnTa — 20%;

e B cryyae onosgaxus ot 20 go 30
MWHYT MPU YCIOBUW YBEAOMIEHNS
KnuenTa — 50%;

e B criyyae onosgaxus ot 30 go 40
MWHYT MPU YCrOBUW YBEAOMIEHNS!
KnneHnTa — 70%;

® B cryyae onosfaHus cebiwe 40 MUHYT
npu ycnosumn ysegomnenus Knvexta —
cknaky Ao 100%.

B cnyyae ecnu KnueHt He
BOcnonb3oBarncs ycnyrou MNpuHumnana
No NpUYKHe ONo3AaHNs NocnefHero:
MpuHumnan o6s3aH KOMNEHCMpPOBaTb
pacxoppl KnueHTa Ha Apyroi TpaHcnopT
(Npwv ycnosum npefocTaBrieHnst
noATBEPXAALWNX JOKYMEHTOB) Ha
CYMMY pasHuLibl MeXay Tapudom
MpuHuMnana n Tapucom apyrown

ru-travel.org

17



COIMALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCIOPTHbIX YCAYT MPUHUWTANY

TPaHCMOPTHOMN KoMMaHun. CYeT no He
oKasaHHOW ycrnyre npu aTom
aHHynupyeTcs.

*B Cly4Yae NOBTOPHOrO HapyLLEHNs B
TeyeHue kaneH4apHoro Mecsilia pasmep
wTpada MoxeT 6bITb yBenuyeH ao 1000
pybnen.

YBenomneHue AreHTta 060 Bcex
VMHUMAeHTax, dakTax
HeoKasaHuA unu
HeHaanexallero okasaHus
ycnyr, a Takke peknamaumsax,

MONy4YeHHbIX HanpsiMyto oT
KnueHTta AreHTta

B crnyyae HeokasaHws ycrnyrv (no to6oi NpuymHe), okasaHus ycnyru
HeHafnexallero ka4yecTsa, HapyleHusi MepeyHs cTaHAapPTOB kavyecTBa w/unu
nony4YeHusi NPeTeH3N/HeraTMBHOrO OT3blBa CO CTOPOHLI KnneHTa, MpuHumnan
06513aH yBEeAOMUTL 06 3TOM AreHTa rno BO3MOXHOCTW HE3AMEATIUTENBHO, HO He
no3gHee Yem Mo NPOUCLLECTBUM 3 YACOB C MOMEHTA UHLMAEHTA M0 31EKTPOHHOM
nouTte onepatopa AreHTa.

daKkTbl He YBELOMINEHUS
UM HECBOEBPEMEHHOTO
yBeaomrieHusi AreHta o
(hakTax HeokasaHust Unu
HeHagnexalyero
okasaHusl yenyr, a Takke
peknamauusix,
NonyYeHHbIX Hanpsimyto
oT KnuneHta AreHTa.

HapyleHue nogTeepxaaeTtcs
aKkTamu peknamauuu, a Takke
MHOpMaLMK, NONMy4YeHHOW OT
KnuexTtoB w/wnu MNpuHumnana

LWrpad 500* pybnei 3a kaxablii pakt
HapyLeHWst JaHHOTO MyHKTa.

*B Cryyae NMoBTOPHOrO HapyLLEHWst
pa3mep MoxeT 6bITb yBenuyeH o 1000
pybnen

NpenocrtaBneHve AreHTty
MOJIHON UNKN JOCTOBEPHON
uHdopmauum o gencTeyOEM
Tapudbe, B TOM Yucrie, HO He
orpaHvyuBasch cneu Tapudamm
KnueHToB AreHTa, a Takxe o
nonuTuke wWrpadHbIX CaHKUWUIA B
OTHOLIEHWUU Nopsaka
npegocTaBneHUs ycnyr

MpuHUMnan o6s3aH NpefoCTaBUTb MOMHYIO U AOCTOBEPHYIO MHopMaLmio o
Tapvde 1 ero ycnoBusix, a Takke coobLumTb AreHTy o AeicTBytoLen NonuTuke
LWTPadHbIX CaHKLMIA MO OKa3biBaeMbIM ycryram, BKMo4as, Ho He
orpaHM4nBasch: Wrpadamu 3a U3MEHEHNs Unn oTmeHy 3asBku, 6o coobLleHa
MpuHumnanom AreHTy 4O MOMEHTa NOATBEPXAEHUS UM 3asBKu.
0Obs3aTenbHbIMU arieMeHTamMn yBeJOMIIeHUS SIBNSIIOTCS: pa3Mep, CPOkK, AaTta u
BPEMS HaCTyNneHus WTpadHbIX CaHKLUIA, a Takke nonutuka NpuHumMnana B
OTHOLLIEHWUW N3MEHeHNs o6bema yCnyr, ykasaHHbIX B 3asiBke.

MpepocraBnexHne
HEKOPPEKTHOW,
HEMoHOM,
OBYCMbICNEHHON, a Takxke
He npefocTaBreHne
MHbopmaLumu o Tapude,
€ro ycnosusx v
wTpadpax, AeCTBYOLWNX
y MpuHumunana, B Tom
yucne o NonuTuKe B
OTHOLLIEHWUW U3MEHEHNS
Unu oTMeHbl 3asiBku, A0
MOMEHTa NOATBEPXAEeHUSs
3asBKM CO CTOPOHbI
AreHta.

HapyweHve nogTeepxaaerca
nony4eHHbIMu ot MNpuHumnana
[AaHHBIMMW B OTHOLLEHWUN NOMUTWKK
LUTPadpHbIX CaHKLMIA.

LWrpad 500 pybnei 3a kaxapii dakt
HapyleHnus. Kpome Toro, AreHT
ocTaBnsieT 3a coboii npaBo He
onnayvsaTh WTpadHble CaHKLUM B
cnyyae He yBeJOMIIEHUS O WX YCIIOBUSIX B
nonHom o6bLeme 0 MOMEHTa
noaTBepXxaeHna 3asBKku.

NpenocTtaBnexve ycnyr B
rpaHuLIaX COrnacoBaHHOro
nuMuTa LeHoobpa3oBaHusa

MpuHuMnan npegocTaBnseT AreHTy ycnyru B rpaHuLax corfiacoBaHHOro nummTa
LleHoOGpa3oBaHWsi 1 He MOXET NPeBbILIAaTh 0ULManbHbIVA ONyGIIMKOBaHHIA B
OTKPbITbIX UCTOYHMKax Tapud MpuHumnana

MpepoctaBnexune ycnyr
MO 3aBblLLIEHHOW
CTOMMOCTY CBEpX
YCTaHOBMEHHON
cornacoBaHHbIM NMUMUTOM
LleHoo6pasoBaHusi.

Hapywenve nogteepxaaercsa
pesynbTatamu BbI6OPOYHOro
MOHUTOPUWHra Tapudos,
npeanaraembix MpuHLMNaNom k
6pOoHMPOBaHNIO AreHToM.

LWrpad 500*pybneit 3a kaxabii
BbISIBIIEHHbIV OakT HapyLueHus. Mpun
aTom lMpuHUMnan o6s3aH BO3MeCTUTb
AreHTy pasHuLly Mexzay noATBePKAEHHOM
LEHOW YCNnyr 1 AeNCTBYIOWMM Ha MOMEHT
nonyyeHus NOATBEPXKAEHUS  TUMUTOM
LeHoo6pa3oBaHus.

*B Cryyae NOBTOPHOrO HapyLLEHUs! B
TeyeHne kaneHaapHoro mecsua pasmep
wTpada MoxeT 6bITb yBenuyeH o 1000
pyb6nen.

MpenocTtaBnexHue nHdopmaumm

06 0cOBGEeHHOCTAX OKa3aHus
ycnyr NpuHunnanom

MpuHumnan obsa3aH fo noaTBepxaeHNs 3asiBK1M NPefoCTaBUTL onepaTopy
AreHTa NnonHyto 1 JOCTOBEPHYIO MH(POPMaLIMIO O BCEX OCOBEHHOCTSIX OKasaHusi
ycnyr, B TOM Yucne BOAUTENSAMU, KOTOPblE MOTYT NOBMMATL Ha pelleHne AreHTa
BOCMOMNb30BaThbCst ycrnyramu. K oco6eHHOCTSIM oKa3aHusi yCrnyr OTHOCSTCS B TOM
yuncre, HO He OrpaHNYMBasiChb: TEXHUYECKOEe COCTOsHWE aBTonapka, CTax
BOAMUTENEN, CNNCOK AOCTYMHbIX AN NPEeAOCTaBMNEHNst TPAHCMOPTHBLIX CPeACTB,
LiBeTa TPaHCNOPTHbIX CPEACTB, COCTOSIHWE A0POr 1 NOrOAHbIX YCMOBWIA, 30HBbI,
3aKpbITble ANs Npoe3fa TpaHcnopTHbIX cpeacTs, KM n npouyne.

He npepocTtaBnexne
nHdopmaummn fo
MOMEHTa NMOATBEPXKAEHNS
3asBkn 06 ocobeHHOCTAX
okasaHus ycryr, B ToM
yucne noenekwee
B3bICKaHue ¢ AreHta
LTpadhoB MM oTkas B
onnaTe NOATBEPXOEHHbIX
ycnyr.

HapyLleHune dukcrpyeTcsi B oTyeTe
onepatopa AreHta n
noaTeepxagaeTcs uHpopmaumen,
nonyyeHHon ot MNpuHuunana, a
Takke Hann4ymem ouLmanbHbIX
NpeTeH3ni, HanpaBneHHbIX
KnueHTtom.

Ltpad 1000 py6nei 3a kaxapbiv dakt
HapyweHnus. [Npn aTom AreHT ocTtaBnseT
3a coboli NpaBo He onnayvBaTb
CTOMMOCTb NOATBEPXAEHHOW 3asiBKu B
cny4ae, ecnu KnueHT oTkasancs ot ycnyr
KoHeuHoro MpuHuunana wnu ycnyra
oKasaHa He B NosfiHoM obbeme.

*B Cly4ae NMOBTOPHOrO HapyLLEHNs B
TeYeHve kaneHaapHoro mecsiLa pasmep
wTpada MoxeT 6bITb yBenuyeH Ao 1500
pybnen.

Nopsagok paboTbl ¢
peknamauymamm

MpuHumnan obs3aH HanpaBuTb B agpec AreHTa NoATBepXAEeHNE O NONy4YeHun
npeTeH3nn ot AreHTa B TedeHue 2 (ABYyX) YacoB C MOMEHTA ee MoNy4YyeHust Ha
3MEKTPOHHYI0 MOYTY. YBeJoMIeHne AOMKHO coaepxaTb MHdopmaLmio o

nnaHMpyeMbix MEPONPUSATHSIX NO paccneaoBaHWio MHUMAEHTA, a Taloke CPOKu

HapyLweHune cpokos
HanpasneHus
NOATBEPXAEHUS
Nony4eHust NpeTeH3nn oT
AreHTa, a Takke

Hapywenve nogTeepxagaercsa
haKkTOM nonyyeHus/He Nony4yeHus
noateepxaeHus ot MpuHumnana o
Nony4YeHun NpeTeH3nn, a Takke
OTCYTCTBMEM B MONMY4YEHHOM

LWTpad 500* pybnew 3a kaxabivi pakT
HapyLUeHus.

*B Criyyae NMoBTOPHOIO HapYLLIEHUs B
TeyeHne KaneHgapHoro Mecsila pasmep

ru-travel.org

18



COIMALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCIOPTHbIX YCAYT MPUHUWTANY

npegnonaraeMoro MHUUAeHTa, a Takke CpOKU npegnonaraemMoro
npefocTtaBneHnsa pesynbTaTtos CJ'Iy)KeGHOVI npoBepKun.

HanpasrneHue
NOATBEPXAeHUs, He
coaepxaliero
MHdOpMaLMo 0
MeponpusTUsiX Mo
paccrnenoBaHuio
VHUMAEHTa U CPOKOB
npefocTaBneHns
pe3ynbTaToB cryxe6Hown
NpOBEpKU.

NOATBEPXAEHUN MHdopMaLmMn o
MeponpusTUSX NO paccrefoBaHuio
VHLUMAEHTa U CPOKOB
npefocTaBneHnst pe3ynbTaTos
cnyxebHon NpoBepKu.

wTpada MoxeT 6bITb yBenuyeH o 1000
py6nen.

Pe3ynbTaTbl cnyxe6HO NPOBEPKU U PELLEHME NO MHLUMAEHTY AOIKHbI ObITh
npegocTaenexsl MNpuHuynanom B paboyee Bpems B TeveHune 24 (oBaguatu

HapyLieHue cpokos
npeaocTaBneHns
pe3ynbTaToB Crye6Hown

Hapywehue nogreepxaaeTcs
aKToM nonyveHusi/He NonyveHust

Ltpad 500* pybneit 3a kaxablv hakT
HapyLLUeHWs.

10 YeTbIpex) 4acoB M 72 (cemMnaecsiTu AByX) Yacos, ecnu TpebyeTcst nonyyeHve e3ynbTaToB cryebHol npoBepku n
Mopsanok oTBeTa Ha peknamauum pex) ( hil ABYX) peby % NPOBEPKY U eLIEHMS MO pesy. YK posep *B Ciyuae NOBTOPHOTO HAPYLLEHNS
omLManbHOro NMcbMa oT BOAUTENS UK NocpeaHuvka, o Yem MpuHumnan peLueHuns Mo MHUMAOEHTY OT
BefOMNAieT AreHTa BO BPeMsi MOATBEPXKAEHUS MONYyYEeHNUsI MPEeTEH3NN) VHUMAGHTY, Hapylien1e MpuHumnana pasmep LITPacha MOXET GbiTe yBenveH
Y MpuHUMNanom B3ATbIX Ha no 1000 py6nei.
cebs 0bs3aTensCTB.
LWtpad 500* pybneit 3a kaxablt dakT
MpepocraBnexHne pac py KAl
HapyLUeHus.
peecTpoB no gopme, He
COrnacoBaHHom ¢
ATGHTOM. DABHO KaK *B Cnyyae NoBTOPHOrO HapyLLeHUst
P pa3mMep wrpada MoXeT ObITb yBENUYeH
PeecTpbl (CBoaHblE peecTpbl CHETOB) AOIMKHbI MPEAOCTaBNSATLCA CTPOro No PEECTPOB, COAEpPXHaLLnX no 1000 py6nei.
MpepocTaBneHue peecTpos cornacoBaHHol ¢ AreHTom chopme 1 BKntouaTb B cebsi MHdopmaLuio no Bcem HEKOPPEKTHYIO UTOroBYyI0 Hapywenue noaTeepxaaeTcs LWrpad 300* pybrei 3a kaxablii hakt
BKIMIOYEHHbIM B PEeCTp MOMsAM, a Takke OTpaxaTb KOHEYHYH0 (OKOHYaTemNbHYH0) CTOMMOCTE OKasaHHEIX MOANMCAHHbIM AKTOM CBEPKM HapyLLeHNs (HEKOPPEKTHYIO NMO3ULMI0
coAepxalimx nonHyo u )
e — CTOMMOCTb OKa3aHHbIX YCIyr, COrnacytoLLyloCcs C NOCNEAHUM KOPPEKTUPYHOLLIMM YCIyT, a Taioke B3aVMHbLIX Pacteros, a Taioke peectpa)
LOCTOBepHYI0 MHGopmauuio , -
OCTOBEPHYIO MHAOPMALINIO yeny yiouly v HeOCTOBEPHOE npeaocTaBeHHbIMU peecTpamu.
CYeTOM, BbICNaHHbIM B agpec onepaTtopa AreHTa OTPaXKEHUE MH(OPMALMN
(BK’?‘IIOH8H ATOrOB ‘:o *B Cny4ae NMoBTOPHOrO HapyLUeHUs B
CTOUMOCTD noesn%(m TeYeHne OAHOro KaneHaapHoro mecsua
’ pa3mMep wrpada MoXeT ObiTb yBENUYeH
KoMuceuio, M
no 600 pybnei.
HecoBnajeHne co CHETOM
1 T.M.) NO KaXAow ycnyre
LWtpad 300 3a npocpouky Ao 5 (natu)
pabouunx gHel B NpefocTaBneHnm
Hapywenne HapyweHnve nogteepxaaercsa eecTpa
MprHUMNan npefocTaBnseT 3anonHeHHbI peecTp B CPOK, yKadaHHbIN B YCTaHOBIEHHbIX CPOKOB hakTom nonyyeHusi/He NONy4eHUs oT p pa.
COOTBETCTBYIOLLEM JOTOBOPE C AreHTOM. npeaocTaBneHns MpuHuMnana peectpa B yka3aHHbIii B Luirpadh 600 pyBneit 3a npocpoviky Gonee
3anosiHeHHbIX PEecTpoB. [0roBOpe CPOK. P Py pocposky
Yem Ha 5 (naTb) pabounx aHen B
npeaocTaBneHnn peecTpa.
MNpenocTaBneHve peecTpos,
cofepXalmx NonHyto n
[0OCTOBEpHYI UHdopMauuio.
11 Ltpac 300* pybreit 3a kaxapli dakT

OTBeTCTBEHHOCTb MpUuHUMNana
3a npegocTaBneHue KnueHtam
AreHTa 3aKpbiBalOLWNX
OOKYMEHTOB

MpyHUMNan HY Npm kakmx ob6cToATENBCTBaX He AOSKeH nepeaaBaTth KnueHTy
3aKpblBaloLLMe JOKYMeHTbI. B crnyyae npuBreyeHus k okasaHuio ycrnyr
BoauTene unu nocpeaHukos MpuHumnan obs3aH NpeaycMoTpeTh yCroBre o
3anpeTe BblAayuM 3aKkpbIBaAIOLLMX JOKYMEHTOB, (@ Takke UHbIX JOKYMEHTOB,
YeKoB, KBUTaHLUMI, nHopmaumn B CMC coobLieHnn, cogepxalumx CTOMMOCTb
noesgku), Hanpsimyto KnmeHTam, a Takxke npefycMoTpeTb OTBETCTBEHHOCTb
KoHeyHoro lMprHUMNana unu nocpeaHuka 3a HapyLleHne BbllleyKasaHHbIX
YCMOBUIA.

Bblgaya 3akpblBatoLLmnx
[OKYMEHTOB
MpuHumnanom nnu
nocpegHukom KnmeHtam.

HapywweHve nogTeepxagaercsa
MHdOopMaLmen, NoNy4eHHoN oT
KnuexTos/ AreHta

HapyLweHus.

Mpw aTOM B cnyyae, ecnu BblAaHHbIE
KnueHTy AreHTa 3akpbiBatoLiue
[OKyMeHTbl 6yayT ykasbiBaTb Ha Gonee
HWU3KYIO CTOMMOCTb YCRyr,
npegocTaBneHHbix KnueHTy no 3akasy
ArexTta, MpuHumnan obsi3yeTtcs
KOMMeHCMpoBaTb AreHTy pasHuLy Mexay
NPOAaXHON LeHON 1 Tapudom,
0603Ha4YeHHbIM B 3aKpbIBaOLLMX
[OKYMEHTaXx.

ru-travel.org
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COIMALLEHWME O CTAHOAPTAX KAYECTBA ABTOTPAHCIOPTHbIX YCAYT MPUHUWTANY

*B Cnyyae NnoBTOPHOrO HapyLleHus B
TeyeHue kaneH4apHoro Mecsilia pasmep
wTpada MoxeT 6bITb yBenuyeH Ao 500
pybnen.

12

n penocTaBrieHne cHeToB

MpuHUMNan HanpasnseT AreHTy c4eT 3a YCNyry B COrnacoBaHHbIe B JOrOBOpe
CPOKMU.

OTcyTcTBME CHETa UNK
HapyLLleHWe CPOKOB
npeAocTaBneHns cHETOB
Mo [OroBOPY.

Hapywenve noateepxaaeTcs
MOMEHTOM Mony4yeHnem/He
nonyyeHuem cyeta ot MpuHuunana

LTtpad 300* pybrien 3a kaxabli pakt
HapyLueHus

*B Cryyae NMoBTOPHOrO HapyLLEHUS B
TeYeHve o4HOro KaneHgapHoro Mecsiua
pa3mep wrpada MoxXeT BbITb YBENUYEH
0o 500 pybnen

MpuHuMnan BbicTaBnsAeT AreHTy cyeTa Ha CyMMY, COOTBETCTBYIOLLNE
3akasaHHbIMW 1 NOATBEPXAEHHBIM AreHTOM (onepatopamu AreHTa) ycnyram.
AreHT He rapaHTUpyeT onnary ycnyr, oka3aHHbIx KnueHtam 6e3 nonyyexus
NoATBEPXKAEHNS CO CTOPOHbI OrNepaTopoB AreHTa, a UMEHHO: U3MEHEHMSI
MapLupyTa crnegoBaHus KnneHTom, BeiHyXAeHHOe oxugaHne KnueHTa, akcTpa-
Yacbl apeHabl aBTOTpaHcnopTa u npodee. B cnyyae Heo6xoaMMocT KoppekLumn
cyeTa, MNMpuHumnan o6s3aH He No3aHee YeM B TedeHue 2 paboumx aHew ¢ aaTbl
okasaHus ycrnyru HanpasuTb ornepaTtopy AreHTa BMecTe ¢ USMEHEeHHbIM CHETOM
COOTBETCTBYIOLLEE yBeAOMIIeHNE C 0O bACHEHNEM OCHOBAHWI M3MEHEHWI cyeTa
B GOIbLUYIO CTOPOHY ¥ MOMYYUTH €r0 COorflacoBaHue Ha gonnary.

BeicTaBneHue B agpec
AreHTa c4eToB Ha CymMmy,
OTNWNYHbIE OT
COrnacoBaHHbIX B
3asiBKax, B TOM yucne
OTNNYHBIX OT
COrnacoBaHHbIX C
onepaTtopamMu AreHTa.

HapyweHve nogTeepxaaerca
cyeTamMmu, BbICTaBNEHHbIMMN
MpuHUMNanom ¢ HapylweHvem
ycnoBuit HacTosilero CornatleHust.

Ltpad 500* pybnei 3a kaxabiv hakT
HapyLUeHWsi, Npu 3TOM AreHT ocTaBnsieT
3a coboll NpaBo He onnayvBaTb
obpa3oBaHHYI0 pasHuLy B LieHe, ecru
cornacoBaHvie gonnarel ¢ KnmeHtom He
npefocTaBnsaeTCcst BO3MOXHbIM.

*B Cryyae NMoBTOPHOrO HapyLLEHUs! B
TeYeHWe OHOro KaneHaapHoro mecsua
pa3mep wtpada MOXeT ObITb yBENUYEH
o 1000 py6nei.

MpvHUMNan BbicTaBnsieT AreHTy cYeT, OTHOCALLMICSA K TOMY OTYETHOMY
nepvoay, B pamMmkax KOTOpOro nMpoOVUCXOAMUT OKa3aHWe COOTBETCTBYIOLLEN ycryru
(TpaHcdepa). B cnyyae ecnu okasaHue ycrnyr npoMcXoauT B rpaHuLax
HECKOSMbKUX OTHYETHbIX NepuodoB, MpuHuMNan BoiCTaBnseT AreHTy oTaesbHble
cyeTa Ha Kaablii OTYETHbIN NepUo, CYeTa NPU ATOM MOAMNEXKAT OTPAKEHUIO B
pa3sHbIX peecTpax.

BeicTaBneHue B agpec
AreHTa eguHOro cyeTta Ha
ycnyry, OTHOCSILLYOCS K
pa3HbIM OTYETHBIM
nepviogam.

HapyweHve nogTeepxaaerca
cyeTamMmu, BbICTaBNEHHbIMU
MpuHUMNanom ¢ HapylweHvem
ycnosui HacTosiero CornalieHus.

LWrpad 500 pybnei 3a kaxapii dakt
HapyLueHust

*B CNy4ae NOBTOPHOIO HapyLUEHNS B
TEYeHWe OfHOrO KaneHaapHoro mecsua
pa3mep wrtpada MOXeT GbITb YBENUYEH
no 1000 py6ne

B cnyyae ecnu cyeT NognexuT Koppekuun B BUAY HEOKA3aHWUs Unu
HeHafnexallero okasaHusl ycrnyru no BuHe MpuHumnana, nocneaHuii o6s3ax
COOTBETCTBYHOLLMM 06pa3omM CKOPPEKTMPOBaTb CYET U BbiCNaTb €ro B agpec
AreHTa

HapyweHue TpeboBaHui
0 KOpPPEKLMM CHETOB

HapyweHnve nogteepxaaercsa
MHbOpMaLIMen, Nony4eHHol oT
6yxrantepun AreHTa, a Takke
BbICTaBNeHHbIMY MpuHLMnanom c
HapyLLEHNeM YCMOoBUIA O KOPPEKLM
cyeTamm.

LWrpad 300* pybreit 3a kaxablii hakt
HapyLueHust

*B Clly4ae NMOBTOPHOrO HapyLLEHNs B
TEYEeHVe O4HOro KaneH4apHoro Mecsiua
pa3mMep wrpada MoXeT ObiTb yBenuyeH
o 600 pybnein.

[MpuHNMas ycaoBHs HacTOAMIEro coriamenus, [Ipunammman rapantupyet uto ero CoOTpyIHHKN 03HAKOMIICHBI C TPeOOBaHHEM CTAHIAPTOB KaUeCTBA OKa3bIBAEMBIX YCIYT, M HX KOMIIETCHIIHS

COOTBETCTBYET YCJIOBHUAM COIJIALLICHUS.

HaCTOSIHIee Cornamenue 00 CTaHJapTax Ka4e€CTBa BCTYIACT B CUJTY C JaThl IIOAIIMCAHUA JOTOBOpA OKa3aHUs yCIIyr obenx CTOpOH.

AreHT:

ru-travel.org

MpuHunnan:
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