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TexHuvecxoe 3agaHue
Ha oka3aHue ycnyr no opraHu3auuu v NpoBeAeH!I0 NPOBEPOK KayecTBa OOCNYXMBaHUA
KNUEHTOB

1. IPEAMET 3AKYINKW: okasaHue ycnyr no opraHvsaumy 1 npoBeaeHUIo NPOBEPOK KayecTsa
o6cnyXuBaHUsA KNMeHTOB.

2. MECTO OKA3AHUA YCNVr:

2.1. 644119, Omckas obnacTb, r. Omck, yn. Jlykawesuya, a. 35, «G-Drive ApeHan.

2.2. 644024, Omckaa obnactb, r. Omck, yn. JlenuHa, g. 20, «KnueHTckuii ueHTp «XK
ABaHrapa».

2.3. ViHble nokauum no cornacoBaHuio ¢ 3akas4nKkom.

3. CPOK OKA3AHUA YCNVT:

3.1. Nepwuog npoBeeHNA nccnefoBaHuit: ¢ AaThl 3akntoveHus gorosopa no 31.05.2026.

3.2. [daTbl Hauana 1 OKOHYaHWA KaXK4Oro 3Tana, a Takke 4pyrve YCrnoBusl okasaHus ycnyr (B
T.M. CPOKA npefocTaBneHus OTYETHbIX MaTepuanoB) CcornacoBbiBaloTCA 3akasyukoMm C
Wcnonuntenem nytem nognvucaHus 3asiBOk N0 YCTAHOBNEHHON (hopMe.

4. YCNOBUA ONNATHLI YCIIYT:

4.1 Onnata npon3soaUTCs Mo haKTy OKa3aHHbIX HA OCHOBaHWK 3asIBKWU yCnyr B TeueHne 15
(nATHaguartu) paboumnx aHel ¢ AaTbl NOANUCAHUA aKTa CAAUYN-NPUEMKIA OKA3aHHLIX YCYT.

4.2 CrtoumocTb oOKasaHMs ycnyr BkfovaeT B cebs Bce pacxoapl Wcnonuutens Ha
npoBeAeHWe NPOBEPKM (B TOM 4YUCNe pacxofbl MO BeAeHUo 06paTHOW CBA3W Mo nposepke),
NMPOBEPKY aHKeT Ha KOPPEKTHOCTb 3anonHeHusa v npocnywmsaHue 100% ayamosanucen Bcex
NPOBEAEHHbIX KOHTPOSbHLIX NPOBEPOK Mo MeTody «TalHbii nokynaTtenb» WU AONONHUTENbHbLIE
pacxoapl MO NpoBepke (pacxofbl Ha npoesd, KOMaHOMPOBOYHbIE pPacxXodbl, pacxXodbi Ha
npuobpeTexHne TOBapOB MPW NpPOBEpPKax WHTEPHET-MarasvHa, BXoAHbIX 6GuneToB W T.4.), 3a
UCKIMIOYEeHneM pacxopos Ha npuobpeTteHne BxoaHbIX BUNeToB Ha matuu/meponpuaTtus B Public-
CErMeHT.

4.3 Onnata (aKTUYeCKU NOHECEeHHbIX PacXofoB NPU MpoBeAeHWM nposepok Premium-
cermeHTa MeTooM «TalHbli NokynaTenb» B paMkaxX YyCTAHOBNEHHOrO MMMUTA OCYLLEECTBNAETCA Ha
OCHOBaHWU NPENOCTABMNEHHBIX OTYETHbIX JOKYMEHTOB (YeKK, BXxOAHble OuneTsl u T.4.).

44 B cnyyae, ecnu B TeyeHWe cpoka AedcTBus [loroBopa CTOUMOCTb haKTUHECKH
OKasaHHbIX NO 3asABKam 3aKasunka ycrnyr okaxeTcs MeHbLUe ob6LLell cToumocTu yenyr no [lorosopy,
WcnonHutens He Bnpase TpeboBaTh OT 3akasuuka ynnaTtbl Kakux-nubo komneHcauuii, BO3MeLLEeHNi
UNU MHBIX NNaTexen, a Tawke He Bnpase TpeboBaTh M3MEeHeHVs NGbIX ApYyrux ycnoeuii [lorosopa.

4.5 Ecnun po ncreveHns cpoka okaszaHusa ycnyr cymma pakTudeckun onnavyeHHbIX 3akasumkom
CYeToB 3a okasaHHble NO HacToslwemy [lorosopy ycnyrm OOCTUrHeT obulel CTOMMOCTW YCnyr,
AewcTteue [lorosopa npekpatiaeTcs. YkasaHHas B 3asiBKe CTOMMOCTb YCMyr ABNSETCS TBEPAON.

4.6 CroumocTb npepnoxeHuss dopmupyetca [lpeTeHaeHTOM B COOTBETCTBUM C
TpeboBaHuAMKU HacTosAero TexXHUYeckoro 3aAaHus M ¢ y4eToM npod)ecCUOHanbHOrO OnbiTa
lNpeTeHpeHTa, HAKONNEHHOTO HA aHaNOrMYHbIX NPOEKTaXx.

5. NEPUOO ®UKCALIUMU LEH: ueHbl, ykasaHHble B KOMMEPYECKOM NpenasioXeHuw,
(PMKCUPYIOTCA U HE noanexaTt U3MEHEHWIO B TEYEHNE CpoKa LeiicTBUS AoroBopa.



6. CPOK IEUCTBUA OOrOBOPA: c gaTbl 3aKMoueHNs! Aoroeopa Ao NOfHOro UCNONHEHUA
CTtopoHamu 0bs3aTenbCTB Mo AOroBOpY.

7. TPEBOBAHUA K OKA3bIBAEMbBIM YCITYTAM:

7.1. Metoaonorusa npoBepok

7.1.1. MOHUTOPWHI noapasgeneHuin MeToaoM «TalHbIi  nokynatenb» - NPOBEPKK,
ocyllecTBNseMble nuLaMu, KoTopble Nog BUAOM KIMEHTA NOMyYaloT KOHCYNLTaLUmMIo/oCyLLEeCTBASAOT
MOKYNKYy B COOTBETCTBUM C MpeAoCTaBf€HHbIM CLEHapueM NpOBEPKU (NereHpoi) n oueHuBaloT
KauecTso obcnyxusaHus/npoaaXx Ha npegmMeT YCTAHOBNEHWA pakTa WCMOMHEeHWA WUnu
HeuncnonHeHusa cTaHgapToB 3akasudnka.

7.1.2. Bce npoeepku B nogpasgeneHusix 3akasumka MeToaoMm «TalHblii nokynatenb»
NPOBOAATCA C UCNONb30BaHMEM CKPbITOW ayanosanuci. o pesynsTatam BU3MTA NPeaOCTaBNATCA
aptedpakTbl (hoTO U ayauo).

7.1.3. MoHuTOpWHr  rnogpasgeneHuii  WHCNEKTOpaMu MO  KayecTBy —  NPOBEPKM,
ocyulectsnsemslie npeacrasutenamMmn UcnonHuTens, KOTopble OTKPLITO HabnioaalT 1 OLEHUBAIOT
Kauectso oOcCnyxmBaHus/NpoAaXX Ha NpPeaMeT YCTaHOBReHwus hakTa UCNoMHeHWst WM
HencnonHeHus ctaHpapTos. o pesynbTatam npoBepku nNpegocTaBnaTest aptedakTsl (oTo).

7.2. KonnyecTBO NpoBepoK

7.2.1. KonuuecTso nogpasaeneHnii B MOHUTOPUHIe: 18 HanpaBneHwid, ykazaHHbIX B M. 7.2.2.

e KonnmuecTso npoBepok nogpasgeneHuit ApeHbl mMeTogoM «TaiHbid nokynatenb» B [HW
maTtuen Public-cermenT: 240, Ho He 6onee 6 nposepok 3a 1 maTtu.

e Konuyectso nposepok noapaspgeneHuii ApeHbl MeTo4oM «TailHbIl nokynaTenb» B AHU
mMaTyeln Premium-cermeHT: 4, HO He Bonee 1 npoBepku B 2 mecsaLa.

eKonnuectso npoBepok noapasgeneHnii ApeHbl MeToooM «TalHblii nokynaTenb» BO
BHEMaTYeBble OHU: 7, HO He Donee 1 NpoBepkx 3a MeponpusiTUe.

e Konuyectso npoBepok nogpasgenexHuin ApeHbi MeToAoM «TaWiHbIA nokynaTtenb» ¢ Lenbio
nccneaoBaHUsA OOCTYMHOCTU cpedbl AN ManoMobunbHbIX rpaXpgaH: 3, HO He MeHee 1 NPOBEPKU B
KBapTan.

» KonnuectBo npoBepok KnueHTckoro uUeHTpa MeTopom «TalHblil nokynaTenby»: 27, HO He
MeHee 3 NpoBEPOK B MECHL.

¢ KonnyecTBo NpoBepok WHTEpHeT-MarasnHa MeTogoM «TaiHbIil nokynatenby» (NOKynka des
BO3BpaTa ToBapa): 27, HO He MeHee 3 NPOBEPOK B MeCHL,

e Konnyectso nNpoBepoK WHTEepHEeT-marasmHa metogoM «TalHblii nokynaTenb» (MoKynka c
BO3BpaTOM ToBapa): 18, HO He MeHee Z NpoBepPOK B MECsIL.

e KonnyecTso npoBepok TypoB no ApeHe MeToAoM «TalHbIl nokynaTenb»: 4, HO He MeHee 1
npoBepkn B 2 Mmecsua.

*¢Obwee konuyecTBO NpoBepok MeToAoM «TaiHbliA nokynatenb» 3a o0OWWA nepuoa
MoHuTOpMHra: 330.

e O6Lee KonM4YEeCTBO NPOBEPOK MHCMEKTOPaMM NO KayecTBy 3a 0BLWUI Nepvo MOHUTOPUHrA:
398 (He meHee 995 vyacos).

7.2.2. Buabl npoBepok noapasfAeneHni, UX KONM4ecTBo, onucaHue.

Ne Bug npoBepku OnucaHue MakcuMansHbLIi
n/n A nposep obbeM yenyr

MapameTpbl OLEHKK:

OueHka BbLINOMHEHUS ONEPaLMOHHBIX CTaHAAPTOBR, KYNbTypbl
noeegeHust U obweHus ¢ KnueHTamu, BHELWHEro Buaa B
TaiHbIA NOKyNnaTenb. | COOTBETCTBUM C [LeACTBYIOLLMMMW BHYTPEHHUMW HOPMAaTUBHbLIMUA
1 Mposepka B gHK AOKyMeHTamK creyioiux HanpasneHwii:

matyeil Public- - KOHTpONEpPoOB-pacnoOpPsAUTENEHN,

CermeHT - KaccupoB BUITETHBIX Kace;

- aAMWHUCTPATOPOB PeCenLUEH;

- ONepaTopoB KONM-UeHTPa;

- COTpYyAHUMKOB chacT-hyaa;
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MakcuManbHbIA

nin BE MpoOBepPKH OnucaHue 06bem yenyr
- NApKOBLLMKOB;
- cnyx6bl KMUHUHTA;
- TOYEK MaT4YeBOIA TOProBu;
- cbnarmMaHCKuit MarasmH;
- TpaHCnopTHasa AOCTYMHOCTD.
CybwektmBHOE MHEHMe TaWHOro nokynatens o pabote
COTPYAHUKOB.
MapamMeTpbl OLEHKH:
TaiiHbifh nokynatens. | OueHka BLINONHEHUS OMEPALMOHHLIX CTaHAAPTOB, KyNbTYpb
Mpoeepka B gHK nosegeHns n obweHWs ¢ KnueHTamu, BHelUHero suga B
mMatyeit Premium- COOTBETCTBUN C AEKCTBYIOWMMKU BHYTPEHHUMWU HOPMETUBHBIMM
CermMeHT (BKnoyas JOKYMEHTaMKU CNeayIoLLUX HanpaBneHuii:
noKynky buneta Ha - KOHTpOnepoB-pacnopsaauTenei;
2 | maty go 10000 py6., | - onepaTopoB KONM-UEHTPA; 4
BO3MOXHbIE pacxoab! | - othuLmaHToB, HapMeHOB, COTPYOHUKOR CnyXBbl KeNTepUHra;
Ha npoesj, - NapKOBLYWKOB,;
npoXxvBaHve, - cny»6bi KMUHWHTA;
KOMaHAMPOBOUHbIE - XOCTeC.
pacxoabl) Cy6bekTMBHOE MHeHWe TalHoro nokynatens o paboTe
COTPYAHUKOB.
MapameTpbl OLEHKK:
OueHka BbINONMHEHWS OMEPaUMOHHBIX CTaH4APTOB, KyNbTypbl
nosefeHna ¥ obweHWs ¢ KnueHTamn, BHELLHEro BrAaa B
COOTBETCTBUA C [OSACTBYIOLUMA BHYTPEHHUMM HOPMAaTUBHBIMU
JOKYMEHTaMW crieay lowmxX HanpaeieHuii;
TaitHbIiA - KaccupoB BUNEeTHbIX Kacg;
3 na”"'b'” nokynarens. | onepaTopoB KONN-LeHTpPa;
poBepka BO - COTpyAHuKoB thacT-yaa; ’
BHEMATUEBbIE AHN - KOHTPONEPOB-pacropAAUTENEN;
- cNyxObl KITMHWUHTA;
- KOHTPOMEPOB, aAMUHUCTPATOPOB MACCOBOrO KaTaHus;
- donarmMaHcKoro MarasuHa.
CybvektuBHoe MHeHMe TalHOro nokynatena o paboTe
COTPYAHUKOB.
TaiiHbIil NoKynaTens. Nccneposanne HaNpaBreHo Ha BbiSBMEHME «y3KMX» MecT B
MpoBepka obopyaoBaHUM 4OCTYNHON cpelbl Ha ApeHe.
MCCIIEN0BaHNS OnpepensietcAa  kakme  ODLEKTHI/30HBI HE  COOTBETCTBYIOT
4 OCTYNHOCTY Cpeab! TpeGoBaHnAM kateropun f__Sonenbu.mKOB. 3
11151 MANOMOBWNBHBIX 3amepseTcs yA0BNeTBOPEHHOCTbL KaTeropui 6onenbLynKos.
rpaKaaH OnpenensloTcs  NEpBOCTENEHHLIE 33434 MO MOBbILEHWUIO
DOCTYNHOCTU Cpeapb.
MapaMeTpbl OLIeHKMU:
- BHewHuit Bua KnueHTckoro LeHTpa;
- CoGniogeHune coTpyaHUKaMKU CKpUNTOB OBLLEHUR;
TaiHbl nokynatenb. | - BeinonHeHne coTpygHWKamu cTaHaapToB oBCNYXWBAHUSA, B TOM
5 | MNposepka yucne npy NosyYeHUY KoHCynLTaUun no ToBapam; 27
KnueHTckoro uertpa |- OueHka BHEWHEro BUAA COTPYAHUKOB B COOTBETCTBUNA C
[JeACTBYIOLLMMN BHYTPEHHUMMW HOPMATUBHEIMI JOKYMEHTaMU.
CybbekTuBHOE MHeHWe TalHoro nokynatens o pabote
COTPYAHWKOB.
Toeap ocraetca y TI. ToBap 6e3 Bo3epara.
TaiHbi nokynatens. | MapameTpbl OLIEHKM:
MpoBepka uHTepHeT- | - OueHka BLINONMHEHUS BpPEMeHU oTBeTa 3a 3anpoc KnueHTa,
6 | marasuHa (noxynka CpokoB 0GpaboTkKM 3aKasa, CPOKOB AOCTAaBKM B COOTBETCTBUM C 27
0o 700 py6. Ges JeACTBYIOLMMU BHYTPEHHUMMW HOPMATUBHLIMW JOKYMEHTaMM.
BO3BparTa ToBapa) CybBbekTMBHOE MHeHWe TaiHoOro nokynartens o patote UHTepHerT-
marasuHa. o
TaifHbli NokynaTens. MpoBepka ¢ B03BpaTO.M ToBapa.
MpoBEpKa MHTEPHET- MapameTpbl OLIEHKM:
7 - OueHka BLIMONHEHMS] BPEeMeHW OTBeTa Ha 3anpoc KnueHTa, 18

marasuHa (c
BO3BPaTOM TOBapa)

cpokoB 06paboTkn 3akasa, CPOKOB AOCTaBKM B COOTBETCTBUM C
OEWCTBYIOLWUMUN BHYTPEHHUMN HOPMAaTUBHLIMU JOKYMEHTaMM.
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Cy6bekTBHOE MHEHUe TaillHoro nokynartens o pabore UHTepHeT-
MarasuHa.
TaiiHbiii nokynatens, | MTAPaMeTpbl ouenky:
Mpoeepka Typa no - OueHKa BbIMONHEHNA OMNEPaUMOHHbIX CTaHAapTOB, KynbTyphbl
8 | ApeHe (ekmiouasi NOBEAEHWA U oﬁu.;eva! ¢ KnueHTtamu, BHELUHero Buga coTpyaHUKOB 4
nokynky 6uneta 1300 | B COOTBETCTBUM C AEACTBYIOLLIMMN BHYTPEHHUMU HOPMAaTUBHBIMYU
py6.) JOKYMeHTamK.
WHcnektop no kavectBy ocyllecTeBnseT HabniogeHue 3a
BbinonHeHnem CTaHgapToB KavyecTBa CEPBUCOB COTPYAHMKaMK
3akasuuka. 398
MapameTpbl OLeHKM: (Kaaas NpoBepKa
9 WHcnekTopbl no - OTKpbITas oueHka BbLINOMHEHWUS OMepauUUoHHbLIX CTaH4apTOB, o 2.5 uaca
KavectBy KynbTypbl noeeAeHUs 1 obLleHns ¢ KnueHTamu, BHeLIHero Bua Ha oL eé Bpem o
BCEX 3Tanax obCnyxusaHWA B COOTBETCTBUM C LeiCTBYIOLUMN 995 4acos)
BHYTPEHHWMWU HOPMAaTUBHBLIMMW JOKYMEHTaMM.
CybbekTuBHOE MHEHME WHCNeKTopa no kavectsy o paboTe
COTPYAHWVKOB.

7.3. UHcTpyMeHTapui uccneqoBaHus

7.3.1.  3akasuuk npegoctaenseT MCNoAHWUTENIO NereHabl, agpecHylo NporpaMmmMy, nepeyeHb
CTaHZapTOB, CMMCOK Morb3oBaTenen UHTEPHeT-NopTana.

7.3.2. Wcnonnutens paspabaTbiBaeT aHKeTb! U CLIEHapYM B COOTBETCTBUM C NEreHaamu.

7.3.3. AHKeTa pormkHa coaepxarb:

- HanmeHoBaHve nokaumw, BpeMs W CUEHapuii NPOBEPKW; OMNUCAHWE COTPYAHWKA,
NPOBOAUBLLErO KOHCYMbTAaLWIO.

- ObLiee onncaHne BU3NTA, BKIIOYAs CYOBLEKTUBHYIO OLIEHKY.

- OueHka 3anucu koHcynbTauuu vepes KOHTaKT-UeHTp U oTpaboTkn obpaTHO CcBSA3M
coTpyaHukom Knyba.

- OueHKa ocCylLLeCTBNEeHUs MNOKYNMkM B UHTEpPHET-MarasvHe u oTpaboTkn obpaTHON CBS3M
coTpyaHukoMm Kny6a (Tonbko Ans npoBepoK UHTEPHET-MarasnHa).

- OueHKkv napaMeTpoB Mo cnegyolwmm 6nokam/pasgenam:

brok I. KauecTBo BbiNONHEHUS onepaunoHHon paboTsl

briok |l. KynbTypa noBeaeHvs n obLieHmns ¢ kKnMeHTamm

Brok lli. BHewwHwnii Bua

Brok IV. Obwee BneyatneHune

7.4, TpeboBaHus K NpoBeernic NPOBEepPOK

741 TlpoBepkn NpoBOAATCA B COOTBETCTBUM C @HKETON U CLEHapUeMm, WU3NOXEHHbIM B
nereHae K npoBepKe.

7.4.2. ®OpMYyNMpOBKM OLIEHMBAEMbIX NapamMeTpoB, KonuyectBo GNOKOB M napameTpos
OLIEHKUN B aHKeTe MOryT BbiTh M3MEHEHbI B 3aBUCMMOCTY OT TpeboBaHuin 1 Lueneii BusHeca.

7.4.3. B nerenge onucaHbl BBOAHbIE AaHHbIe ANS NPOBEAEHUA NPOBEPKU B rnoapasaeneHnn
Knyba 1 npodmne TaitHoro nokynatens, npeacTasrieHbl BONPOCH!, KOTOPLIE HYXHO 3aaTh BO BpeMs
BU3MTa, a Takke Npumep obpallieHns TanHOro NoKynaTens K KOHCynsTupylowemy paGoTHUKY.

7.44. Tlpn npoeeAeHWA KOHTPONbHBLIX MNPOBEPOK METOAOM «TaiHbI nokynatenb» B
nogpasaeneHunsax 3akasumka nposepsomi 06s3aH cobnoaate cnegylowme npasuna:

* Bce npoeepku ABNAIOTCA OAMHOYHBEIMU BU3UTaMK B NogpasaeneHue (NpoBeaeHne npoBepok
B CONMPOBOXAEHUWN TPETbUX NIUL, HE [ONYCKAETCs);

e[lpoBepstonin meToaom «TalHbIA NokynaTenby nocewjaet 1 (0AHO) noApasfeneHue He
Gonee 1 (ogHoro) pasa B 2 (ABa) MecsAua, 3a WUCKMIOYEHWEM NPOBEPOK MeToaoMm «TaiHbli
nokynartenb» Premium-cermexTa;

e [poBepsiowmnii Premium-cermeHTta metofom « TaiHbIl NOKyNaTeNb» MOXET OCYLLIECTBUTL He
Bonee 1 (oaHOI) NpoBepPKU B TEYEHWE CpoKa aeicTaus [Jorosopa;

*OanH nposepsioLLniA ocyLlecTBNsAeT He Gonee 5 (NATU) npoBepok B TeueHue 1 (04HOro)
KBapTana;



* BauThl BbINONHAOTCA B Ntoboil AeHb cornacHo pexumy paboTsl noapasaeneHus.

7.45. Tlpun npoBefeHUN KOHTPOMbHBIX MPOBEPOK WHCMEKTOPaMM MO  KayecTBy B
noapasaeneHnsax 3akasuuka nposepsowmii obsizaH cobniogath cneayoLLe npasuna:

*Bce npoBepku SBASIOTCA OANHOYHBIMK (NMPOBEAEHUE MPOBEPOK B COMPOBOXAEHNN TPETbUX
nvy He ponyckaeTtcs);

e HCneKTop no kavecTBy OCYLUECTBNSIET OTKPbLITHIE NPOBEPKW, HabniogaeT M oOLeHUBaeT
kayecTBo obcnyxusaHus/npoAaX Ha npeagMeT YCTAHOBNEHWS akTa WCTOMHEHUS  vnu
HEWCNONHEHUs1 CTaHAAPTOB;

*OAWH MHCMEKTOP MO Ka4ecTBY BO BPEMS MEPONPUSTUSI MOXET OCYLIECTBNSTb NPOBEPKY
HECKOIbKNUX noApasaeneHnis;

e lHcnekTop no ka4yecTsy [AOMKEH 3anOfiHATb HE MEHEee OJHON aHKETbl B TEYeHUe OAHOrO
pabouero yaca;

* IHCNEeKTOpbI N0 Ka4YecTBY AOMKHbI GbITb NOCTOSHHBIMW MPOBEPSIOLLIMMM, OCYLLECTBASIOLLME
NPOBEPKU NoapasaeneHnii 3akasunka Ha perynsipHoil OCHOBE;

eWcnonuutens nepeaaet 3akasyuky nodamunbHO cnmcok VIHCNEKTOpoB Mo KauyecTBy He
nospHee yem 3a 2 (oBa) pabounx AHA A0 OHS NPOBEAEHUS NPoBEPKN. JOnonHUTENbHbIE AaHHbIE
(nata poXAeHUsl, NacnopTHbie AaHHbIe, aapec NPOMUCKW U Ta), HeoBXoauMbIe ANs Mponycka B
noapasaeneHns 3akas4vuka, onpefensoTca npeacrasuTenem 3akasuuka.

7.46. [llpn npoBedEHWN KOHTPONbHLIX TMPOBEPOK MpPOBEPSIOLME [OMKHbI cobnioaaTb
fpaBuna nosefeHua B Crnoptcoopyxenun (Mpunoxenne 6 TexHnueckoro pernamenta KXJ).

7.4.7. Tlpu nposeaeHnn NpoBepoK He AonyckaeTcs/3anpeLlaeTcst HeKOppeKTHoe NoBeeHme
MPOBEPAIOLLEro MO OTHOLLEHWUIO K KITMEeHTaM u coTpyaHukam Kny6a.

7.4.8. Tlpu nposeaeHun npoBepoK MPOBEPSIOLIMM 3anpeliaetcss ynotpebneHve mobbix
anKorosibHbIX HaNUTKOB.

7.49. Bce nposepkun mMeToaoM «TalHblii MOKynaTenb» NPOBOAATCA C MCMONb3OBaHWEM
CKpbITOW ayauosanucy B hopmate avi, mp3, mpeg4.

7.4.10. Ayavosanucb AomkHa 6blTb HENPEPBLIBHOW M XOPOLLO NPOCAYLIMBATLCH (HE OOMKHO
ObITb MOCTOPOHHUX 3BYKOB, «LLYPLUAHUIA», KTPECKaY», PasroBOPOB NPOBEPSIOLLEro Ha JINYHbIE TEMbI;
ronoca CoTpyAHWKa 1 NPOBEPSIOLWEro AOMKHbI ObiTb YETKO CIbILLHb).

7.4.11. Ha ayguosanucu no pesynbtaTtam BU3UTa AOMKHO BbITb 3adpUKCMpOBaHO:

® BXO[ W BbIXO[ TalHOro nokynatensi U3 nogpasaeneHus;

e HaMeHoBanue Knyba;

* HaumeHoBaHue/aapec nogpasaeneHus Knyba;

e fiaTa (dhopmat AJ/MM/TTTT) n mecTHoe BpeMsl NPOBEAEHUS POBEPKY;

® BCE KOHTaKTbl TAHOro NoKynaTens ¢ coTpyaHukamm knyba;

¢ MHLIE KOMMEHTaPYN NPOBEPAIOLLEro (Npu HanNYun);

7.412. Ha ayavMo no pesynbTaTam 3BOHKA B KOHTaKT-UeHTp Kny6a pomkeH 6biTh
3apmKkcupoBaH BeCb TeNeOHHbIN 3BOHOK.

7.4.13. Ha ayguo npu npoBepkax WHTEPHET-MarasvHa AOMMKHbI ObiTb 3adMKCUPOBaHbLI BCe
KOHTaKTbl TAWHOFO fiokynatens ¢ cotpyaHukamu Kriy6a, a Taioke ¢ Kypbepamu.

7.4.14. NcnonHuTenb AOIMKEH BEPHYTb paHee NpeaocTaBfieHHbie BXOAHblE OuneTbl Ha
maTyu/meponpuaTus B Public-cermeHT, koTopbie He ByayT UCNONb30BaHbI, HE NO3aHee Yem 3a 1
(0AuWH) yac [o Havana matya/meponpusTUs. B cnyyae HeBo3BpaTa BXOAHBIX BUMETOB, NO KOTOPbIM
He ObiNU OCYLLECTBNEHbI NPOBEPKU B YKA3aHHbIA CPOK, NPOBEpKa CYUTAETCH HECOCTOSIBLUEHCS U
AOIKHa ObITb npoBegeHa NOBTOPHO B TeueHue 15 (nATHaguatn) pabouux AHel 3a cyet
UcnonHutens.

7.5. Tpe6oBaHus Kk peaynbTaTaM BbiNONIHEHHbLIX NPOBEPOK

7.5.1. o uToram KOHTPONbHOW MPOBEPKU TaiHbIA MOKyNaTeNb M WHCMEKTOP MO KayecTBy
3anonHsaeT aHkeTy Ha VIHTepHeT-nopTane:

® yKa3blBAET KOMMEHTapUU K OTpULATENbHbLIM OLIEHKaM W JOMNONHUTENLHO yKasbiBaeT obLyuii
KOMMeHTapuii kK nposepke (BnevaTrneHUs/owyLeHuns);

e NybnukyeT ayamosanuch npoBepku (TONbKO AN TalHbIX NoKynaTenen);



eNpuknaabiBaeT oToMaTepuansl, MOATBEPXAAIOWIME NPOBEAEHUE NPOBEPKU, a TaKke
HEBbINONIHEHWE CTaHAAapTOB: hOTO noapasaeneHns, hoTo BXOAHON rpynnbl, OTO NpunerawLLen
TEPPUTOPUU, BKNIOYaA MapPKOBKW, noAbesabl K ApeHe; (hoTo peknamHbiXx U WHOPMaLNOHHBLIX
MaTepuanos, nepeaaHHbiX TalHOMY MoKynaTenio COTPYAHMKOM 3akasdnka B XoAe NpoBepKU (ecnu
MaTepuanbl BbigaBanuch); POTO peceniueH; oTo ToYek MaT4yeBol Toprosnu; ¢oto dacT-dyaa,
pecTopaHoB; )OTO COCTOSHWUA TyaneTHbIX KOMHAT; hOTO COCTOSIHUS NPOXOA0B K CEKTOPY; TOBapOB,
NPUOOPEeTEHHLIX B XOAe NPOBEPKU U WHble MaTepuanbl (MO COrNacoBaHWIo C 3aKasuuKkoMm).
Mpunaraemble coTorpacun AOMKHBI BbITb YETKUMU, COOTBETCTBOBATb BPEMEHM NpOBEAEHUN
NPoBEepKK, a TaKke NO3BOSATL OAHO3HAYHO MAEHTUMLUMPOBATE NPOBEPAEMOe Noapa3feneHme.

7.5.2. WMHcnekTopbl No KayecTBy 3aMONHAOT aHkeTy Ha WHTepHeTt-nopTane BO BpeMs
HabnogeHus.

7.5.3. PaboTtHuk Wcnonuutens, Ha KOTOPOro BO3MNOXeHbl (MYHKUMM KOHTPONA KayecTsa
npeaocTaBNEeHHbIX MaTepranos No NPoOBEpPKE:

* NPOBEPSET KOPPEKTHOCTL 3aNONMHEHUSI BCEX aHKET TalHbIMK NOKynaTensiMM U COOTBETCTBUE
MPUNOXEeHHbIX MaTepuanos TpeboBaHMAM 3akasunka;

e npocnylwmneaeT 100% ayavosanucein Bcex npoBedeHHbIX TaNHbIMU NOKyNaTeNsMU NPOBEPOK
C Lieblo OLIEHKM KauecTBa 3anucu Y KOpPEKTHOCTY NereH k!, 03BYYEHHOW NPOBEPSIOLLINM;

® KOHTPONUPYET Hanuyne KOMMEHTapUEB K BONPOCAaM aHKETbI, N0 KOTOPbIM CHUXKEHA OLEHKa;

® aHHYNUpYeT NPOBEPKN HEHAAMEXALLEro Ka4ecTBa;

* B CPOK He Oonee 48 yacos (2-x AHE) C MOMEHTA NPOBEAEHUS NPOBEPKN NyBnNUKyeT aHKkeTy
Ha NHTepHeT-nopTane.

7.5.4. Pesynbtart npoBepkM MOXET OblTb CKOPPEKTMPOBAH MPWU HaNWYUM 3aMevaHuii oT
3akasuuka.

7.5.5. Wcnonnutens AOMKeH AaTb OTBET HA KOMMEHTapUii 3aka3unka B TeuyeHue 3 (Tpex)
pabouux gHew co gHA ero nyonvkauuu.

7.5.6. [lpoBepka mMOXeT BbiTb OTKNOHEHA YNONHOMOYEHHbIM NpeacTaBuTenemM 3akasquka B
cny4yae, ecnu K aHkeTe He npunoXeHbl apTedakTbl, K aHKeTe NpMNOoXeHa HeKayecTBeHHas Unu
HeKkoppeKTHas (He COOTBETCTBYIOLWIAs NPOBEPKe) ayamo3anunch; NPpUMNoXeHHbIe hoTomaTepuansl He
COOTBETCTBYIOT TpeGoBaHuaM 3akasyuka; pPasHOUTEHUS Mexay NPUNIOKEHHON K aHkeTe
ayavosanucbio U oLeHKon napameTpoB cocTtasnsoT 30 (Tpyuauats) npoueHToB M Gonee; aHkeTa
3anofiHeHa YacTUYHO (NPOBEPEHbLI HE BCE KOHTPOMNbHbIE NapaMeTphl).

7.5.7. [lpoBepka, npoBedeHHasi C HapyleHueM TpeGoBaHuii 3akasuunka, AOMmKHa ObiTh
aHHynupoBaHa 1 npoBeAeHa NOBTOPHO B TedeHue 7 (ceMu) pabounx aHein 3a cuet UcnonHutens.

7.5.8. TllpoBepka, He cocTOsBLUASCA NO BUHE 3aKasuuka, CUUTaeTCsl XONOCTbIM BU3UTOM M
noanexuvT onnate B pa3mepe He 6onee 50% oT cToMMOCTU BU3UTA.

7.6. TpeboBaHMA K NPOBEPAIOWUM:

e paxxpaHuH PO;

e BospacT: 20-55 ner;

e [IpesexTabenbHbiil BHEWHWIA BUA, IPAMOTHAsR U NOHATHAS peuyb;

o [lpoBepsiowme Premium-cermeHTa MeTogoM «TaiiHblii NokynaTens» OOMKHbI UMETb
NpeAcCTaBUTENbHbIN BHELWHUA BWA, NOATBEPXKAEHHbLIA YCMELUHbIA ONbIT MPOBEPOK mnogobHoro
cermMeHTa B Apyrux npoekrax cermeHta HoReCa, sHaTb TpebGoBanus MeXayHapoaHbIX
cTaHaapToB oleHKU cepeucos cermeHTa HoReCa (Michelin, Forbes Travel Guide, AAA Diamond
n np.), CauliuH n XACCI. KaHgugatypbl npoBepsiolwmx Premium-cermenTa cornacylotcs ¢
npeactaButenem 3akasuuka;

e [poBepsioLme AOMKHBLI NPOATU NPOoBepKy GrnaroHageXHocTn cunamu McnonHutens;

e Bo Bpemsi npoBepKM MHCNEKTOP NO KAYECTBY AOMKEH cobnioaaTts 4enoBON CTUMb OAeXAb!;

e [poBepsaiowmnii He ABMAETCA 3HAKOMbIM UMW POACTBEHHUKOM KOTFO-IM6O M3 COTPYAHUKOB
00O «XokkeiiHbI KNy6 «ABaHrapa», Accoumaunm « XokkeiHblii kny6 «AsaHrapa», OO0 «ApeHay,
OO0 «ApeHa-UHXUHUPUHIY, a Takke napTHEpoe Knyba;

e TalHbIN NoKynaTenb U MHCMEKTOP MO kayecTBy UMeloT npeactaeneHue o XK «AsaHrapay.



7.7. Tpe6oBaHnA Kk cucTeme NMOATOTOBKM M OBGyveHUst NPOBEPSIOWMX U KOHTPONEpPOB
(coTpyaHukoB UcnonHutens)

7.7.1. Bce nposepsioLMe U UHCTIEKTOPbI MO KAaYeCTBY A0 HayYana NpoBEpOK AOIKHbI NPOUATH
cooTBeTCTBYloLIEe oByyeHUe U obs3aTenbHoe TECTUPOBAHWE Ha 3HAHWE METOOMKU NPOBEAEHUS
KOHTPOMbHbLIX NPOBEPOK B COOTBETCTBUM C TpebosaHusmu 3akasuuka. 3a opraHusauuio U
npoBeaeHue obyvyeHnsa oTeevaet McnonHurens;

7.7.2. 3akasuuky npefoCTaBnsieTCA BO3MOXHOCTb KOHTPOMS MPOXOXAEHUS TPEHUHIOB C
NPOBEPAIOLLIMMM 1 MHCNEKTOPaMM MO KaYecTBy (JTMYHOE NPUCYTCTBUE/KOHbepeHU-KOMMbI).

7.7.3.  WHcnekTopbl Mo kauecTsy NpoXoAAT AONONHUTENbHbIA MHCTPYKTAXK W NPOBEPKY 3HAHMI
Y OTBETCTBEHHOIO NPeACcTaBUTENs 3akasunka nepes Kakaon NnpoBepKoi.

7.8. Tpe6oBaHua k UHTepHeT-nopTany UcnonHutens

7.8.1. ina pa6otel B [poekte co cTopoHbl WcnonHutens posmkeH 6biTb npeaocTaBneH
WHTEepaKkTMBHBIA nopTan (caiT), Ha KoTopoM OyayT onyGNUKOBLIBaTLCS pesynbTaThl BCEX
BbINCJTHEHHbBIX NPOBEPOK U POPMUPOBATLCHA OTHETHOCTb.

7.8.2. Ha nopTane aomkHbl 6biTh peanusoBaHbl CneayoLmne BO3MOKHOCTHU:

* MOMCK 1 COPTMPOBKA NPOBEPOK MO HOMEPY aHKETb!, HAUMEHOBAHWIO NOAPA3NENEHNUs U T.4,.;

® BbifPy3Ka aHKET ¢ pe3ynbTaTtaMmu nposepku B popmatax pdf n Excel;

¢ IPOCMOTP aHKeThbl C apTedaKkTamMmn 1 CChINKON Ha ayAn03annch B OJHOM OKHE;

» hopmupoBaHue otyetos B Excel, PDF, TIF;

® OCTPOEHUE rpadmKoB, AMarpamm;

eaBTOMaTM4eckass OTNpaBKa yBeAOMIIEHWA Ha SNEeKTPOHHble agpeca npeacraBUTEnNei
3akasuuka o nyGrvkaumn pesynbTaToB/BHECEHWUM KOPPEKTUPOBOK/aHHYNMPOBAHMM MPOBEPOK Ha
noprarne;

® 1BYCTOPOHHSAA MHTEPAKTMBHAA nojava KOMMEHTapUA/NPETEH3UN K BbiNOSHEHHOW MpOBEpKe
(BepeHue obpaTtHol ceaan);

® aHanNWTUKa No cueHapuam, 6rokam, pasgenam ¥ BONPoCcaM aHKeTb!;

*POCMOTPp CTaTyca BbINONHEHWs obbema ycnyr u  oTpaboTkKM KOMMEHTapues OT
nogpasgeneHun.

7.8.3. Wcnonuutens o6ssaH npepoctaBuTb 3aka3uuky AocTyn K WHTepHer-nopTtanmy He
nosgHee 5 (NATW) KaneHaapHbIX OHEA A0 Hayana NpoBepoK NOCPeACTBOM Nepegayn CChifku Mo
3NEKTPOHHOW noyte. JloruH 1 naponk Ans Bxoaa B JINYHLINA KABMHET AOMXKHbI BbITE YHUKANBHLIMM
ANA Ka)kaoro ynonHoMo4YeHHoro npeactasutens. KonnmyecTBo ynonHOMOYEHHbIX NpeacTasuTeneil u
COOTBETCTBEHHOE KONMUYECTBO A0CTYNOB B JIN4HbIA kKabuHeT onpeaenseTcs 3akasunmkom.

7.84. K gaHHbiM 3akasquka U ero paboTHUKOB, pa3MelleHHbIM Ha WHTepHeT-nopTane, He
ACIKeH BbiTb OTKPLIT [OCTYN UHbIM NULUaM Kpome UcnonHutens n 3akas4dumka.

7.9. MNpepocrasneHne OTYETHOCTU NO NPOEKTY

' | PerynapHocTb
Ne Bua oTyeTHOCTH ®opmaTt oTueTa npesocTaBreHus
| OT4YETOB
OHnaitH-gocTyn npeactasuTensM 3akasuuka s 6asy NuTepHeT-nopTan ¢
1 | AaHHbIX aHKET, 3aMoNHEHHbIX NO peaynbTaram BO3MOXHOCTbBH BbITPY3KN aHKET B on-line pexume
NPoOBEPOK B (popmartax pdf, excel u tif
OTyeTHOCTb NO peaynbTaTam NPOBEAEHHbIX NPOBEPOK .
2 € pesy am nposeae PoBEp Otyvetbl B Excel B on-line pexume
B paspese noapasgeneHuin U NapameTpoB aHKeTbI
3 Opyrue paboune matepuarnsl, NONyYeHHbIE B XO4e B dopmare, sanpoLueHHoM Mo 3anpocy
Wccneposanus 3akasumkom 3akazuuka
B copmare excel B
4 CrarucTnyeckuii OTYET NO UTOram OTYETHOro COOTBETCTBMM C TpeboBaHUSIMU ExxekBapTanbHo,
nepuoaa 3akasunka K hopMUPOBaHUID UTOrOBbIi
OTYETHOCTHU




7.10. TpeboBaHus K NpefOCTABNEHUIO OTYETHOCTH

7.10.1. CTatuctuyecknit OTHET formkeH NpepocTaBnaTbest VicnonHutenem B Teuenue 5 (nstw)
padouux AHEe Nnocne OKOHYaHUs OTYETHOFO Nepuoga B hopmMaTe CBOAHON CTaTUCTUYECKOW Tabnuubl
W fomkeH coaepxaTb UTOroBbIA pesynbTaT KaXaoro HanpasneHus, NoJapasaerieHns 3a OTYETHbINA
NepuoA, a TawKke B paspese CUeHapueB, pasfenoB u BonpocoB AHkeTbl. OTYeT gropmMupyeTcs
HapacTaloLLMM MTOrom 3a BECb NEpPUOL npoeepkn. CtaTUCTUYECKUA OTYET HeoBGXoanmM ANs CBepKu
Mony4eHHbIX pe3ynbTaToB ¢ AaHHbIMWM UHTepHeT-nopTana.

7.10.2. ExexsapTtanbHo McrnonHutenem npoBOAUTCS YCTHAsi npeseHTauus pesyribTaTos
MPOBEPOK 3a OTYETHbLIN Nepuoa Ans 3akasuuka.

8. FTAPAHTUUHBLIE OBA3ATENBLCTBA:

8.1. UcnonHuTenb rapaHTUpyeT, YTo:

*Ka4ecTBO okasbiBaeMblX ycnyr OyaeT Hagnexawwvm, okasblBaeMmble ycnyrv 6yayT
COOTBETCTBOBATbL OOLUENPUHATLIM NpaBuiiaM, HopmaM U TpeboBaHMAM 3aKOHOAATENbCTBA
Poccuitickon degepaumu;

*METOAbl M (POPMbl OKasaHUs YCMyr TakkKe, Kak U NMPUMEHSeMble MEeTOAUKW, SIBMSOTCS
AOBPOCOBECTHLIMM, OTBEYAIOT TpeboBaHUAM 3akasuuka K KauyecTBy U COAEPXaHWIO Pe3ynbTaToB
ycrnyr, oTBeuvatoT TpeboBaHUAM 3aKoHoAaTENLCTBA, B TOM YKACTIE O 3aLuMTe NepCoHanbHbIX aHHbIX,
00 MHTeNneKTyaneHo COBCTBEHHOCTU, U APYTX HOPMATUBHO-NPABOBbIX AKTOR;

* B nMpouecce okasaHus ycnyr He 6yoyT ncnonb3csBaHbl 3anpeLyeHHbIe U orpasnyeHHbie K
MUCNonb3oBaHUIO METOALI U MHOPMALUSA;

* BbiNnonHeHune WcnonHutenem o6s3aTenbCTB He MPUBEAET K HAapYLUEHWO asBTOPCKUX,
CMEXHbIX UMK No0bIX APYrMX npaB TPeTbMX UL, BKMIOMasA rapaHTWI0 HanuW4uMs cOornacus Ha
06paboTky nepcoHanbHbIX A4aHHbIX MWL, MHOPMaLMS O KOTOPLIX MOXET KaK UCTONb30BaTLCS NPU
OKasaHuK yCrnyr, Tak U coaepxaTbcs B OTYETHOW NOKYMEHTALIMMK;

*y WcnonHutens umeetcs Heobxoaumoe ANS KAYECTBEHHOIO W CBOEBPEMEHHOro OKa3aHus
ycnyr Konm4ecTBo nepcoHana, obopyaosaHus, MO v UHbIX pecypcos.

8.2. cnonHuTtens B criyvae NpUBEYEHNs K UCMONHEeHUIo [JoroBopa TpeThUx NuL, rapaHTupyeT
3aknioveHne fgorosopa UM OroBopoB Ha okasaHue yCnyr B paMKax UCMoNHeHust 0b6s3aTenscTs no
HacTtoswemy [loroeopy ¢ ycriosuem, obecneuunBaiolumm npuobpeteHne WcnonHutenem
UCKIIOYUTENBHBIX NpPaB Ha pesynbTaThl MHTENNEKTyanbHOW A[EeATENbHOCTU AnA nepeaayu
3akaszuuky.

9. OBA3ATENIbHbLIE TPEBOBAHUA K NPETEHAEHTAM:

9.1. BospacT opraHusaumu — He meHee 3 (Tpex) nerT;

9.2. Hannuue onbiTa okaszaHWsl aHAaNOTMYHbIX YCIYT — He MeHee 3 (Tpex) neT (noaTeepxaaeTcs
npeaocTaBneHMeM NopTgonno 1 Xonuii OroBOPOB paHee OKasaHHbIX YCyr).

10. KPUTEPUUN OLIEHKM:
10.1. KBanudukaums y4acTHUKa 3aKymnKu,
10.2. CTOMMOCTb NpeanoXeHus.

MaBHbIN cneyManucT NO KOHTPOTIO it [ ——
KayecTBa CEpPBUCOB s M.10. Moknag




