Pernament
(GyHKUHMOHHPOBaHMS KOJLI-IEHTPa (KOHTAKTHOIO LHeHTpa) Acconuanuu
«O0beauHeHHe TYpPONEpaTopoB B cepe BhIE3IHOIO TypH3Ma
«TYPOOMOIIb»

1. O0mHe noJokeHus

1.1. Hacrosmwuii periiameHT pa3paboTaH B COOTBETCTBHM C DenepanbHbIM
3aKOHOM 0T 24.11.1996 Ne 132-@3 «O6 ocHOBaX TYPHCTCKOM IeSTENLHOCTH B
Poccuiickolt ®@enepaunn» u [IpaBuiamu oxazaHus 3KCTPEHHOM MOMOIIU TYpPHUCTaM,
yTBepKaeHHBIME IlocTanoBnennem Ilpasurenscra P® or 27.02.2013 Ne 162, a
TAKKC MHBIMM HOPMaTHBHBIMH TNpaBOBBIMH axkTamMh Poccuiickoit ®enepauun u
JIOKaNTPHBIMK  aKkTamu  Accounaunn «ObbeauHeHHe TypomepaTopoB B chepe
Beie3AHOrO TypH3Ma « TYPIIOMOILIb» (nanee — O6venunenue).

1.2. OcHOBHBIE TepMUHBI H IOHSTHUS, HCTIONB3yeMble B HACTOALIEM periameHre:

KOJI-UEHTP (KOHTaKTHBIA WEHTP) — ciIyk0a 110 paboTe C TYPUCTAMY U UHBIMU
TUIaMH, 00eCTIeYrBarOIas ONePaTUBHBIA cOOp M 06pabOTKyY nx ofpalienuii, a Takxe
MH(QOPMUPOBAHHE O BO3MOXKHBIX BAPHMAHTAX PELICHHS BO3HUKAIOLIAX C TypUCTaMHu
CUTYyalu;

BBI3OB - J000e oOpalleHHe IOIb30BaTeNiss B KOMI-IEHTP, HE3aBHCHMO OT
croco6a o0pallleHHs: TOCPEICTBOM Tele(hOHHOIO 3BOHKA, MOIb30BAHUS 3JIEKTPOHHOM
MOYTOH, (akcoM, 4epe3 GopMy oOpaTHOI CBSI3H Ha caiite O6beIHHEHNS;

NoJab30BaTe b — (QU3MYECKOE JIMIO WIM €ro NpeICTaBUTENb, 3aKIIOYMBIIEe
JIOrOBOp O pealM3alMi TYPNpPOAYKTa C TYPareHTOM HIH TYpPOIEpaTOpoM HIM B
OTHOIIEHHH KOTOPOIO 3aK/IFOYEH JOTrOBOP O peau3aldH TYPUCTCKOrO MPOIYKTa C
TYpareHToM WIH TypONIEPaTOpPoM, JTHOO HHOE JHLO, 0OpaTHBLICECH B KOMI-IEHTP 110
Tene(OHy, C HCIONB30BAHHEM OJIEKTPOHHOM MOYTHI, (akca HiIH yepe3 Gopmy
obpaTHo# cBsi3u Ha calite OObeIUHEHNS;

TeJedonucT-onepaTop (onepaTop) = COTPYAHUK KOJIJI-LIEHTpa
HETIOCPEICTBEHHO BBIMOJHSAIOMIMI paboTy 10 00CITY)KUBAaHUIO BEI30BOBE;

oYepeab — Ipynna BBI30BOB, KOTOpEIE HE MOTYT OBITh OOCITYKEHBI H3-3a
3aHATOCTH ONEPaTOpOB KOJUI-LEHTPa H HAXOIATCS «HA YIEPKaHUW», OXUIas
00CITy)KUBaHUS;

SKCTPEHHAs] CHTYallHsl — YCTaHOBJEHHBIH B IIPeIyCMOTPEHHOM HOPMATHBHO-
[IPaBOBBIMU  aKTaMU IOpSAKE (AKT BO3HUKHOBEHHS CHTYalldd HEOOXOIUMOCTH
OKa3zaHMsl 3KCTpeHHON oMoty OGbeIMHEHHEM;

0aza 3HaHHH — TIpe[CTaBIseT coOOM JIOrHUYECKH CTPYKTYPUPOBaHHBIH HaGop
MHpOPMAIMH B ONPe/IeIeHHON 06IaCTH 3HAHM, BBIIOJHEHHBIH C [ETbI0 06eCIeueH S
[IOJIHOTBI M aKTYyaJbHOCTH IIpolLlecca aHalnW3a W 3akiroueHuil. ba3za 3HaHHi MOXker
COZepKaTh aKTyalbHbIEe PELICHHS, HEOOXOIUMBIE ONepaToOpy JUISl PELEHHS BOPOCOB,
CBA3AHHBIX C IIOBTOPSIOIIMMHUCS 3allpOCaMHU  [0JIb30BATENIed, BO3HUKAOIIUMHU
npobsieMaMy ¥ OIIHOKaMHU;

caWT — oduumanbHeli calT OGbeIUHEHHS, PpACIONOKEHHH IO angpecy
WWW.tourpom.ru.

2. Iopsiaok opranu3anuu paGoThl KOLI-HEHTpa



2.1, Komn-uentp sBnsercs CTPYKTYPHBIM MOApa3fe/IcHuEM O6benunenus,
QyHKIHOHUpPYOILKM B Yack pabotel O0benuHenus. B OKCTPEHHBIX CUTYyalMsAX KOJLI-
LEHTP (YHKLUHOHHPYET B KPYIJIOCYTOYHOM DEXHME M MOXET BKIHOYATh B cebs

AOIOIHUTENBHO ~ COTPYAHUKOB JPYrHX OpraHu3aluii (B TOM YHCIE YICHORB
Ob6benunenus) u uHBIX JIMIL.

22. Oynkuwum KOJUI-IICHTpA MO pPacHOPSIKEHHIO AuMpeKkTopa OObelHHeHus
MOTYT OBITh BO3JIOKEHBI Ha OMPe e IEHHOrO (-BIX) coTpynHuKa (-0B) O6beTHHEHYS..
2.3.  OyHKUMOHMpOBaHMe KolI-ueHTpa  (obecrneuenue TIOMELIlEHHEM,

HEOOXOAMMBIM  0GOpymOBaHMEM U [IDOTPAaMMHBIMU  [IPOYKTAMH, TeXHUYECKas
MONIEPXKKA M 00CITyKMBAHUE KOMMYHHKALMOHHEIX U MH(QOPMAalIMOHHBIX CHCTeM)
obecnieunBaercst Jupextopom O6beuHeHus 33 cueT pecypcoB OO0benuHeHuUs.

24, B cny4yae BosHuxHOBeHMS Heobxozumocty, Jupektop O6bennHeHuUs
BIIpaBE€, B paMKax CBOMX ITOJHOMOYHH, 3aKIIOYATE JAOTOBOPHI MO NPEIOCTABICHHUIO
TypOnepaTopaMu | (M) UHBIMH JIHIAMH yClIyr 1o obpabotke obparueHuii TYPUCTOB
CHIIAMH COOCTBEHHBIX KOJII-LIEHTPOB JAHHbIX JIHLI.

2.5, Opranu3anroHHo-MeToIHYeCcKOe PYKOBOZACTBO paboToit KoILI-LeHTpa
ocywiecTBisieT upexrop O6benuneHus.

2.6. B mepuon GyHKUMOHMpPOBaHHS KOJUI-LICHTPa B INTATHOM pexume (Hpu
OTCYTCTBUH  3KCTPEHHOH CHTyaluu) Hupextop O6wenunenns OCYILECTBIISIET
3a01arOBpeMeHHEIe OPTaHH3alHOHHO-TIOIrOTOBUTEIEHEIE MEPOIIPUSTHS (moaroroska
¥ 3aKJIIOUCHHE ZI0TOBOPOB € TPETBMMH JIMIAMH [0 MX CONCHCTBHIO B pabote KkoswI-
LUCHTPA, 110 NPEeIOCTABIEHHIO TEeXHHUYECKOTO CONPOBOXJEHUS, HHBIE HEOOXOIUMBIE
TIOATOTOBUTEIILHBIE MEPONIPUATHUS) Ha CITy4ail BO3HUKHOBEHMS SKCTPEHHOM CUTYalUH.

2.7. BbI30BEI B KOJUI-LEHTP MOCTYNAOT CIeIYIOLINM 06pa3oM:

® T0 TenedoHy, yKasaHHOMY Ha caiiTe;

® depe3 popMy OHIIalH-06paIeHus Ha caire;

® 10 3JIEKTPOHHOM oYTe O0venunenus, YKa3aHHOM Ha caiire;

® 10 dakcy, ykazaHHOMY Ha caiiTe.

2.8. Henocpencteennyto paboty Komr-ueHTpa oGecreunBaoT TeNePOHUCTHI-
OTI€paTOPBL.

2.9. B ciyqae ycranosnenus O6benunennenm (axra sKxcTpeHHOIM CUTYallUH U
npuHATHA HaGmonatensHeiM  coBetom O6benuuemus Pemwennst 06 oxazanuu
OKCTPCHHOH IIOMOILM, COTpYAHUKH OObeIHHeHus MOA PYKOBOACTBOM JlupekTopa
O6benuHeHus HezaMeTUTeIbHO (B Teyenne 24 yacoB) oGecrneduBaroT BO3MOKHOCTb
00paboTKU TeTeOHHBIX 3BOHKOB MOBBILICHHOLO 00bEMa MyTeM aKTHBALKH paboThI
KOJUI-UCHTPA B YPE3BBIYAHHOM peXUMeE, 2 UMEHHO:

®OPraHU3yeTCs YBEIMYEHHE YHCIIa OIEpPaToOpOB KOJUI-IEHTPa 33 CYET BpPEMEHHO
TIPUBICYCHHBIX [UIS BBINOTHEHHUS ()yHKIHIA OII€PAaTOPOB KOJII-LIEHTPA B 00JIaJAr0IHX
COOTBETCTBYIOLIMMHU HaBBIKAMH J0GPOBOIBLER (BOJIOHTEPOB), COTPYAHHUKOB YIEeHOB
OO0venuHenys, nHbIX JIMI] HA OCHOBAaHUHU 3aK/IFOYEHHBIX AOTOBOPOB JIg Oo0ecredYeHus
€ro MOJHOLEHHOIO (yHKLUMOHMPOBAHUSL;

®yCTaHABINBACTCA TpaQUK pabOTHl OMEpaTopoB ¢ Y4€TOM oOecreyeHus
KPYTJIOCYTOYHOTO ()yHKLIIHOHUPOBAHHUS KOJIJI-LIEHTPA;

®ONepaTopbl 00ECeYHBAIOTCS HEOOXOAUMBIM  KOIUYECTBOM 000py10BaHHBIX
pabouunx mecrt;



*BEACTCA y4ET BBI3OBOB 110 YCTAHOBJIEHHOM HAupexropom O6bennHeHws Gopme
(B TOM YHCIIe ¢ UCTIONB30BAHHEM 633 TAHHBIX H HHBIX IIPOTPaMMHEIX CpPeJICTB, Jayee —
0a3a maHHBIX).

2.10. Bce 3BOHKH B KOJUI-UEHTP 71 NOJB30BaTeNneH ABISAIOTCS GeCIUIaTHEIMA.

2.11.  Konn-ueHTp mnpekpamaer paboTy B  4Ype3BbUaiiHOM pexXuMe wu
BO3BpalllacTCA K INTATHOMY pEXUMY paboTEl mocie 3aBEpIICHHUS OKa3aHUs
3KCTPEHHOM momomu. Pa6ora KOJUI-LIEHTpa MOXET OBITh [epeBefeHa W3
IPE3BBIYAHHOTO B IUTATHBIA PEXHM PaGOTHI 10 PEIICHHUIO Hupekropa O6benunenys
a0 3aBEPHICHUA OKazaHUud BI{CTpeHHOI:‘I ITOMOIIK B ClIydae, e€ClIHM B TeYeHHEe II0
MCHBLICH Mepe NBYX CYTOK CPEJHECYTOYHOE KOIMHECTBO BBIZOBOB HE IPEBBIIIAET
CpE€OHEE KOIHUYEeCTBO BBI3OBOB, MMOCTYNaBIIUX B OﬁBeﬂHHeHHe B Te4YeHHe OJHOI0
pabodero mHs 10 HaCTyMIeHHS OOCTOATENBCTB, BBI3BABIINX 3KCTPEHHYIO CUTYAIHIO.

3. Tlopsizok pa6oThI onepaTopa Ko/I-LeHTpa

3.1. Oneparops! komn-ieHTpa O6be IMHEHS:

®MHQOPMHUPYIOT MOIB30BATENS O TOM, YTO SKCTPEHHasl IMOMOIIb MOXET OBIThH
OKa3aHa TOJIBKO TYPHCTY, 3aKJIOYHMBLIEMY WJIH B OTHOLICHHU KOTOPOI0 3aKIII0YeH
AOTOBOp O pealn3allly TyPIPOMYKTa, TYPOIEPATOPOM [0 KOTOPOMY SIBIISIETCS 4JIeH
O6benunenus;

®TIPOM3BOAAT  noApobHoe  MH(OpMUpOBaHUEe TYPUCTOB = O  TIOpsAKe
[PEIOCTaBICHUS SKCTPEHHOM IOMOILM, a TaKXkKe IeHCTBUIX TypHUCTa, HEOOXOIUMBIX
AL TIOJTyH€HHUs] SKCTPEHHOM ITOMOIIY;

¢IIPENOCTABIAIOT MHYI0 WH(OPMALHMIO, HEOOXOTUMYIO TYPHCTY IUIS 3alUThI
CBOMX TMpaB B Clydae HEHCIIONHEHHS, HEHAJUIEXKAUIET0 MCIOMHCHHS MM
HEBO3MOXXHOCTH HCIIONIHEHHS TypOIEpaTOPOM CBOMX 00S3aTeILCTR IIEePe TYPUCTOM.

3.2. Ilpu oTBete Ha Tened)OHHbIE 3BOHKH, yCTHBIE M NHCHMEHHBIE OOpalIeHUS
TIOJTB30BATENEH, ONepaTophl KOJLI-LEHTPa 0613aHbI PYKoBoAcTBOBaThCsa MHcTpykiueit
o MpUEMY W 00pabOTKe 3BOHKOB, YTBEpIIEHHOIA Hupektopom OGbenvHeHus, u
Pernamentom [IPETOCTABICHUS SKCTPEeHHOM oMoy O6beIuHeHUeM.

3.3. Omnepatops! npu oTBeTe (MOArOTOBKE OTBETa) II0JIB30BATENIO KCIOJB3YIOT
0a3y 3HaHUiT 1 UHGOPMaLHIO, npenocTapisiemyro [upekropom O6ve1uHEHNS.

3.4. OnepaTophl KOJI-IIEHTPa OCYIIeCTRISMIOT CIIeIyFOLIHE ACHCTBUA:

®[IpHeM BBI30BA;

®PEruCTpanus U 06paboTKa BBI30OBA;

®BHECEHME HHOOpPMamuu B 6a3y JaHHBEIX (mpu  pabore KOJUI-LIEHTpa B
9Pe3BBIYAHHOM peXHMe 1HOO W HMHBIX CIy4asx [0 PaCIOpSDKEHUIO  TUPEKTOpa
O6benunenus);

ebopmupoBanse  3ampoca 06 MHOPMALIMOHHOM  ToIepKKe (ipm
HEOOXOIUMOCTH);

®MH()OPMUPOBAHKE MTOTH30BATEI.

3.5. Ilpuem BhI30Ba.

3.5.1. Pabora omepatopos o [IPHEMY BBI3OBOB OIIPEIENIAETCS AITOPHUTMOM
PAaCIIpE/ICJICHHUS BBI3OBOB II0 ONEpaTOpaM M MEXaHM3MOM (GopmupoBaHus ouepenn,
3alaHHBIMM  (DYHKIMOHAIBHBIMA  BO3MOKHOCTSMM K o0beMOM  obpareHwmil
I0JIb30BaTesIel B KOJLI-LIEHTP.



3.5.2. PesynbTaToM npuema Be1zosa SIBJISIETCSL:

*OopmMUpOBaHHe ouepe

®IIpHEeM BEI30Ba CBOOOIHBIM OIEPaTOpPOM;

*HH(POPMUPOBAHHE MOTB30BATES TTIOCPE/ICTBOM  MHTEPAKTMBHOTO PEYeBOro
B3aHMOZCHCTBHS, TGO HHBIM JOCTYITHBIM Crocobom;

3.5.3. Ilopsagoxk bopmuporanus 09cpean ompenensercs (yHKIMOHATIbHBIMU
BOSMOKHOCTSMH U 005eMOM 06paIleHH T 1101b30BaTeTeit.

3.5.4. CoboxmHsrii OIICpaToOp MNPHHHUMAET BBHI3OB IIOJNB30BATENSN K IIOJIHO, B
IpEAeIaX CBOCH KOMIIETEHUMH ¥  BO3MOYKHOCTE} AOCTYNIHOW 0a3bl 3HaHUI,
CIIpaBOYHOX MHGMOpMALUK U UH(POPMAaLHOHHEBIX 6a3 AaHHBIX, Ja€T OTBET Ha BONPOC
noie3oBatens. B ciyuae, xorga orser Ha BOIIPOC II0JIB30BATENISI HE MOXKET OBITh
HaHJIeH MCKITIOYUTENHHO COOCTBEHHEIMM CHJIaMH OIlepaTopa WM OTBET HEBO3MOKHO
chopMHpOBaTE B TeyeHue YCTAHOBJICHHOTO MaKCHMAJbHOTO CpOKa obpaboTku
YCTHOTO obpalueHus, onepaTop $opmupyer 3anpoc 06 MH(QOPMalMOHHON MoanepskKke
1 YBEIOMJISIET IOJIb30BATENSI O CPOKAX BBIMTOTHEHHUS paboTHI IO MOATOTOBKE OTBeTa Ha
ero obpaieHue.

3.6. Ilpu pabore KOJUI-LCHTpa B 4Ype3BBIYaHHOM pexXuMe JIH60 U HHEIX ClIyqasx
10 pacnopsuxenuto lupekropa O6benuHeHus MIOCTynarouue BbI30BbI (BUKCHPYIOTCS
OIIEPATOPaMH KOJII-LEHTPA B U IOAJIEKAT KOIH€CTBEHHOMY YYETY B YCTAaHOBJIEHHOM
nopsanxe. Bo Becskoe Bpemst momiexart ¢Gukcauuu u KOJIMYE€CTBEHHOMY Y4YeTy BBI3OBEL,
conepxalle obpaimieHre 06 OkazaHuM SKCTPEHHOH IOMOIM mWin MHQOPMALHUIO 06
00CTOSATebCTBAX, KOTOPBIE MOTYT CBHAETENIbCTBOBATE O HEOOXOAMMOCTH OKA3aHMS
3KCTPEHHOUN MOMOIIH.

3.6.1. Ha ocHoBauuu AQHHBIX, IOCTYNAIOIMX OT II0JIB30BATEs, omneparop
OCYIIECTBIISET PETHCTPALUIO U 3AlIUCh OCHOBHBIX CBEICHH O BOIIPOCE I10JIB30BATEIIS
B 0a3sy QaHHBIX 10 PCTHCTPAlMK ¥ KOHTPOIIO 3a OOpAIUEHMSIMH MOIb30BATENCH B
KOJUT-LIEHTP.

ITo wutoram 06paGoTku BHIZOBa ONEpPaTOp MOJKEH BHECTH B 6asy JaHHBIX
CIEYIOIIY IO HH(POPMALHIO:

e ©®UO, Homep nacniopra (-oB) nonk30BaTes (-eit);

® KOHTaKTbI Uik 00paTHOM CBA3H (Tenedon, snekTpoHHas noura u T

® HasBaHHE TypollepaTopa, NpeaoCTaABUBILIEro TYPIIPOIYKT;

* HOMEp U N1aTa I0roBopa O pealusalyy TYPHCTCKOTO IPOAYKTa (IIPH HAJUYUH
AQHHBIX CBEICHUM Yy I0JIb30BATENS);

® Ha3BAHMC TypareHra, C KOTOPBIM 3aKJIOYCH JOTOBOp O pealu3aluu
TYPUCTCKOTO IpoOyKTa (B Ciy4ae, eciu TYPUCTCKUH MNPOAYKT peaan3oBaH
TYypareHToMm);

* CpOKH Typa;

® (CTpaHa BPEMEHHOTrO IpeObIBAHUS, MECTOHAXOXKIECHHE nosib3oBarens (-eii)
(ropoz, kypopr);

* HaMMCHOBaHWE IOCTHHHMIBI (OTEJs, MOTeJs, X0CTesa), B KOTOPOM pa3MelleH
TOJIb30BaTeNb (H);

¢ 00CTOSATeNBCTBA, MO3BOSIONIHE TIpearnonaraTe, 4To M0JIL30BATENIO TpebyeTcs
9KCTPEHHAas TOMOLLIb.

Taxoke B 6a3y HaHHBIX MOTYT GBITH BHECEHEI:

*  Ha3BaHHe aBUAKOMIIaHUH,



°  MHBIC CBEACHHS, HMEIOLINE 3HAYCHHE I IPUHATHS PELIeHHs 110 OKa3aHHIO
YCIIYTH 3KCTPEHHOH MOMOIITH,

3.6.2. B cuyuae orcyrcTus, 6o HETIOJTHOTO TIPENOCTABIEHUS KAKHX-THG0
CBEICHMH W3 IpuBeAEHHOr0O B 11.3.6.1. CIMCKa, OmIepaTop YTOUYHSET wuxX
HETIOCPEICTBEHHO Y MOJIB30BaATES.

3.6.3. AHOHUMHBIE oOpaienus (1.e. obparienus 6es ykazanus ®.M.0. u anpeca)
M OOpallleHNs], BBIPAKECHHBIE B HCKOPPEKTHOH (OpMe, He PEerHCTPUpYIOTCS M He
00pabaTkIBaroTCs.

3.7. BHecéHHbIe onepaTopom B 0a3y TaHHBIX CBeIeHHS NICPENAIOTCS B IUPEKIIUIO
O6benunenus.

4. 3akiro4 HTC/IbHBIE NMOJIOKEeHHU S

4.1.  IlpaBooTHOmIEHHs MEXIY O6benunennem 151 JIAIIaMH,
OCYIICCTBISIOIMMMYI QYHKIIHH ONEpaTOpOB KOJLI-LIEHTPA, PeryIUpPYIOTCS YCIOBHAMH
SaKJIOUCHHBIX ¢ HUIMH JIOTOBOPOB, a TAKKe IeHCTBYIOMUM 3aKOHOJATETLCTBOM.

4.2. Bce jmMua, 3ameicTBOBaHHEIE R obecrieyeHHH paboTsl KOJL/I-LIEHTPa,
00s13aHbl  BBINOJHITE CBOM QyHKIMH n0GpocoBecTHO U Pa3yMHO M HeCyT
OTBETCTBCHHOCTb 3a CBOM JeHCTBHUS (GesnelicTBHe) cormacHo AEUCTBYIOLIEMY
3aKOHOJIaTeIbCTRY.

43. Peumrenve o BHecenuu H3MEHEHUM W JIOTMIOJIHEHUI B HACTOAIIHH
Pernament npuaumaetcs pemenuem Habmonarensnoro Cosera O6benunenus B Tom
K€ TIOPANKE, YTO U PEIlEeHHE 00 YTBEPHKICHUH HACTOSIIIEro Pernamenra.



