YTBEPXXAEH

MpukasoM reHeparnbHOro Avpexkropa
AkUMOHepHoro ofwecTsa

«lopoackan cTpaxoBas MeaUUMHCKas KOMMIaHus»

0T 01.12.2025 roga Ne 206

MNopagok paccMoTpeHust o6paleHUi rpaxkaaH B AKLiMOHEpPHOM obluecTse
"lopopackas cTpaxoBana MeaUMLMHCKAsi KOMNaHua"

Hac*roﬁl.u,wﬁ Mopspok paccMmoTpeHus obpalieHus rpaxgaH B AKLMOHEPHOM
obwectee "lopofckasi cTpaxoBas MeavuMHcKas komnavus" (ganee — Mopsigok, AO
"rCMK") paspaboTaH B COOTBETCTBUM C ASCTBYIOWUMU peaaKkLUsaMM:

- ®epepanbHoro 3akoHa or 02.05.2006 N 59-d3 "O nopsgke paccMOTpeHust
obpalueHnit paxaaH Poccuiickoit depepaumn” (nanee — 3akoH);

- ®epepansHoro 3akoHa oT 21.11.2011 N 323-03 "O6 ocHoBax oxpaHbl 340POBbS
rpaxgaH B Poccuiickon ®enepaumnn’;

- ®epepanbHoro 3akoHa oT 29.11.2010 N 326-$3 "O6 06s3aTeNbHOM MeAULMHCKOM
cTpaxoBaHuu B Poccuiickon degepaunn';

- OepgepanpHoro 3akoHa oT 27.07.2006 N 149-03 "O6 wuHdopmaLum,
MHOPMALMOHHBIX TEXHONOMMAX W O 3awuTe UHdopmauun”;

- ®efepanbHoro sakoHa ot 27.07.2006 N 152-$3 "O nepcoHanbHbIX AaHHBIX";

- ®epepanbHoro 3akoHa ot 10.07.2002 N 86-3 «O LleHTpanbHom 6aHke Poccuiickoit
depepaunn (baxke Poccun)y;

- lNpaBun o6sA3aTenNbHOr0 MeAVLMHCKOrO CTPaxXoBaHWUsA, YTBEPXAEHHbLIX NPUKasOM
Munsgpasa Poccun Ne 496H ot 21.08.2025;

- lMNpukasa MuHsgpasa Poccuu ot 08.04.2021 N 317H "O6 yrBepxaeHun nopsaxa
WHOPMUPOBAHUA 3aCTPAXOBAHHLIX NUL, O BbISIBIIEHHbLIX HAPYLLEHUAX NPW OKasaHUM UM
MEAULMHCKOW NOMOWM B COOTBETCTBUM C  TEPPUTOPUAmNbHOW  NPOrpammon
0b6s3aTenbHOro MegNUMHCKOro cTpaxosaHus”; '

- lMNpukasa Munsgpasa Poccum ot 19.03.2021 N 2314 "O6 ytBepxpaeHun [Mopsaxa
npoBeaeHns KOHTporns o6bLeMOB, CPOKOB, KayecTBa W YCROBUI NpeaocTaBneHus
MEULIMHCKOW  noMown no  obsi3aTeNbHOMY  MEAULMHCKOMY  CTPaxoBaHMio
3acTpaxoBaHHbIM nuLamM, a Takke ee hHaHCOBOro oéecnequwﬂ"

- basosoro craHAaapTa 3aluTbl NPaB U UHTEPECOB (HU3NYECKUX U LOPUANYECKUX NUL —
nonyyateneih UHaAHCOBLIX YCMyr, OKasblBaeMbIX USleHaMU camMoperynupyembix
opraHusauunii, o6beAnHSIOWMX CTpaxoBble OpraHW3auuu, yTBepXaeHHoro PelueHunem
Komuteta cuHaHcoBoro Hagsopa LleHTpanbHoro BaHKa Poccuiickonn Pepepatiuu
(baHka Poccuu).

MNopspok ycraHaenveaeT obwne npasuna npyema U paccMoTpeHus obpaleHuit
rpaxgad. [eicteue Hactosiwero [lopsigka pacnpocTpaHsieTcss Ha Bce obpalueHus
rpaxgaH, noctynusewmne B AO "MCMK". .

1. OOwme NonoxeHus

1.1. MpaxxgaHe u nx npeacrasutenu umeloT npaso obpawartbcd B AO «TCMK»
nuyHo, a Takke Hanpaenate B AO «[CMK» WHOMBUAYaNbHbIE W KONNEKTUBHbIE
obpalleHus, BKnoyas obpalleHns o6beanHeHuit rpaxaaH.

1.2. 'paxgaHe peanusyloT npaBo Ha obpalleHue csoBoaHO M A06pPOBOMLHO.
OcyuwiecTenenne rpaxgaHamy npasa Ha 06pau4eane He OOSMKHO HapywaTtb npasa #
csoboap! Apyrux nuy,.
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1.3. ObpalieHus rpaxaaH, B COOTBETCTBUN C 3aKOHOM, MOryT GbiTb HanpasneHbl
B YCTHOW U NUCbMEHHOW chopMme, a Takke B (POpME SNEKTPOHHOrO [OKYMEHTa C
ucnonb3oBaHneM epepanbHOW rocyfapCTBEHHOW  MHMOPMAUMOHHON  cUCTEMBb
EanHblid noptan rocyAapcTBEHHbIX U MyHuuMnanbHbiX yonyr (dbyHkuui) (ganee -
EavHbiA nopTan) wunwu, Npu HanmMyMu TeXHUYECKOW BO3MOXHOCTW, C UCMONb30BaHUEM
ocpuumansHoro canrta AO «'CMK» (http://www.gsmk.ru), npy ycrnoeuu npoxoxgeHus
naeHTUUKaLUmmn n ayteHTudukaumu.

ObpalleHns rpaxaaH no cBOEMY CoaepXaHuio MoryT GbiTb B chopme 3asiBNeHus,
XanoObl UNn NpeanoXeHus.

3asBrneHne -— npocbba rpaxgaHuHa O COAENCTBMM B peanusauvm  ero
KOHCTUTYLIMOHHbIX NpaB 1 cBobo4 MM KOHCTUTYLIMOHHLIX Npas 1 cBobog Apyrux nuu,
nubo coobLEHME O HapyLIeHUM 3aKOHOB W MHBIX HOPMAaTMBHBIX MPaBOBLIX AKTOB,
HefocTaTtkax B paboTe  rocyfapCTBEHHbIX  OpraHoB, OpPraHoB  MECTHOro
camoynpasneHuss U [OMKHOCTHbIX nuu, NnBo KpUTUKa AeATESNbHOCTU YKa3aHHbIX
OpraHoB U AOMKHOCTHLIX NNL.

Xanoba - npocbGa rpaxpaHuHa O BOCCTAHOBMEHUM WNM  3aluTe ero
HapyweHHbIX npas, cBobohd WM 3aKkOHHbLIX WMHTepecos, nubo npas, csoBoa wunu
3aKOHHbIX MHTEpPECOB APYruxX nu.

MpepnoxeHne — pekomeHaauMa rpaxaaHMHa No COBEPLUEHCTBOBAHUIO 3aKOHOB
W UHbIX HOPMATUBHbLIX NPaBOBbLIX AKTOB, AEATENbHOCTU FOCYAaPCTBEHHLIX OpPraHoB U
OpraHoB MECTHOro caMoyrnpaBneHus, passuTnio OOLLECTBEHHBLIX OTHOLLEHWA,
YNyHWeEHUIO CoLManbHO-9KOHOMUYECKON U UHbIX cdep AeATeNbHOCTU rocyaapcTsa u
obuwectBa.

Bonpock! rpaxgaH ¢ UENnblo NONyYeHUs pasbACHEHWA W uHdopmauuu
CNpaBOYHOro xapakrepa, a Takke obpalleHus, nofaHHbie B HapylueHue TpebGoBaHuit
3aKoHa, He sBRsOTCA O0OpalleHVMsMU B 3HAYEHUW NOHATUN, NPEAYCMOTPEHHbIX
3aKkoHOM, pacLeHMBAalOTCS Kak COOBLLEHMS.

HdomxHoctHoe nuuo AO "TCMK' -~ nvuo, NOCTOSHHO UNU  BPEMEHHO
YNOfIHOMOYEHHOe  OCyWecTBNATb YHKUMW, HanpaBneHHble Ha pPacCMOTpeHue
obpallleHunin 3acTpaxoBaHHbIX rpa)aaH U NOArOoTOBKY OTBETOB Ha aTu obpalleHus.

1.4. PaccmoTpeHue obpalleruii rpaxkaaH ocyllecTenseTcs 6ecnnaTHo.

1.5. HanpaeneHve oOpalweHus nogpasymeBaeT corfacue 3asBUTens Ha
obpaboTky cogepxawmxca B obpalleHun ero nepcoHanbHbiX AAHHLIX AN Uenein
paccMoTpeHus obpalleHus.

2, Tpe6oBaHuA kK MTHhopMUpPOBaHUIO
O nopsiake NPUHATUA OOpalLeHut rpaxaaH

2.1. CeepeHuns o mecte HaxoxpeHua AO «[CMK», noytoBoM apgpece Ans
HanpaeneHus obpatleHuit, pekomeHgauunu no BKNIOYEHNIO B obpalleHns nHgopmaumm
U [OKYMEHTOB (MpWU WX Hanuyuu), O CrnpaBoYHbLIX TenedOHHbIX HOMepax, 0 MecTe
NVYHOro npuema rpaxgaH, a tawke 00 yCTaHOBIEHHbIX ANS JIMYHOrO Npuema OHSX U
yacax, pasmelieHbl Ha oduunanbHOM cakTe KOMMaHuM B UHGOPMaLUOHHO-
TenekoMMyHukauuoHHon cetn WHTepHet:. hitp:// www.gsmk.oru. Takke BcCs
HeobxoauMaa uHgopmMauus JOBOAUTCA OO CBEAEHUA rpaxgaH nyTem pasMelleHus Ha
cteHaax w/vnu nnakatax, B BuWAe Opowiop (NUCTOBOK), B  MNOMELEHUSNX,
npegHasHa4YeHHbIX ANS npuema, OXuaaHusa npuema rpaxgaH BO BCEX CTPYKTYPHbIX
nogpasgenennax AO «ICMK». Kpome sToro, Heobxoaumyio vHdopMauuio MOXHO
NONy4YnTb, NO3BOHWB MO Tened)oHy KpyrrnocyTouyHoro KoHTakT-ueHTpa AO «[CMK»:
8-800-100-23-44 vnn 8 (812) 325-11-20.
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2.2. Obpawerne B AO «CMK» moxeT ObiTb HamnpaBfeHo creaylowmumm

cnocobamu:

2.2.1. B nuCbMeHHO chopMme Ha ByMaKHOM HocUTene:;
- no noyte Ha agpec 191025, r. Cankr-leTepbypr, KysHeuHblii nep., 4.2-4;
- nuiHo B odmc AO «I'CMK», pacrnionoxeHHbid no agpecy r. Caukr-[letepbypr,
KysHeuHblld nep., A4.2-4, ¢ NnpeabsaBneHneM GOKyMEHTa, YAOCTOBEPSIOWEro NNIMYHOCTb, a
B cnyvyae obpaweHua npeacTtaBuTenss — [AOKYMeHTa, NOATBEpXOalollero ero
MOSHOMOYUS U NOKYMEHTA, YAOCTOBEPSIOLLEro €ro IMYHOCTb.

2.2.2. B bOpMe 3neKTPOHHOro AOKYMEHTa C Ucnosib3oBaHmem EanHoro noprtana
Uny, Npu Hanudnuu TEXHUYECKON BO3MOXHOCTM, C WUCNONb3oBaHWEM oduuUManbLHOro
caiita AO «"CMK» (http://www.gsmk.ru), npu YCNOBUN NPOXOXAEHUA UASHTUDMKaLUK
n ayTeHTUhmkaumm.

2.2.3. B YCTHOM chopme.

ObpalleHuns, BblpaxeHHble B hopMe ayguosanucu wnv Buaeosanucu, nuco
uckmounTenbHo 8 OpME TUNEPCChbikM  Ha  UHGOPMALMOHHBLIE PECYpCbl B
UHPOPMALIMOHHO-TESNIEKOMMYHUKAUUOHHOW  ceTu  «UHTepHeT», paccMmaTpusaloTcs
TONbKO B TOM cfydae, €crii COMPOBOXAAIOTCA MUCbMEHHBIM UMW  3NEKTPOHHLIM
obpaleHviem, oTBevaoWwum TpeboBaHUsM 3akoHa U HacTosLLEero Nopsiaka.

2.3. 'paxgaHuH € Lienblo NONYyYeHUs PasbACHEHUA U MHOPMaLUKU CNPaBOYHOrO
WWnn KOHCYNbTaLMOHHOrO Xapakrepa no Bornpocam, OTHOCALLUMMCS] K KomneTeHumu AO
«CMK» B cthepe OMC, BnpaBe obBpatutbcs ¢ Bonpocom unu cooblueHnem 8 AO
«"CMK» no TenedoHy KpyrnocyTo4HOro KOHTaKT LieHTpa 8-800-100-23-44 vnn 8 (812)
325-11-20.

3.MucbMeHHbIe o6paueHust

3.1. TpeboBaHuA, NnpeAbLABNAEMbIe K MMCbMEHHbLIM o6palueHuAM rpaxaaH,
M CPOKU UX PaCCMOTpPEeHUs

3.1.1. B nucbmeHHOM obpalwieHun B obasaTenbHoM nopsaake AokHbl _6biTh

yKasaHsbi:
¢ HaWMEHOBaHME CTPAxOBOW MEAULMHCKOW OpraHusaummM nubo AOMKHOCTb UMK

hamunua, umsa, otyecTeo (NocriegHee — Mnpu HanuMuuu) OOMKHOCTHOrO nuua,
KOTOpOMY agpecoBaHo obpalleHue;

o (pamunus, ums, oTYECTBO (NocnegHee — NPU HanNM4uKn) 3asnBUTeNs;

e CyTb OOpalleHus;

e KOHTaKTHble AaHHble AN OTBETA: MOYTOBbIA agpec, N0 KOTOPOMY AOMKeH BbiTh
HanpaBsneH oTBET Ha obpalleHne unn ysegomiieHve o ero nepeagpecauum;

e INNYHASA NOAMUCH;

e AaTa.

K obpallieruto MoryT npunaratbes:

« [OKyMEHTbl 1 MaTepuansl NGO MX KOMUM, UMEIOLUE OTHOLLEHUE K cyLiecTey
obpatleHus, KoTopble 3asiBUTENb CHUMTAET HEOBXoAUMBIM COOOLLNTD.
XKenarenbHo, 4Tobbl B 06pallerHun umenacsk Hdopmaums, coagepxalas:

e HOMmep TenedoHa, MO KOTOPOMY MOXHO CBA3aTbCs C 3asiBUTENEM [pu
Heo6xo04MMoCTH;

e [laHHble CTPaxoBOro MeaMLMUHCKOro Nonumcea;

e HauMeHoBaHWe noapasfaeneHus, [OSMKHOCTU, daMuuKu, WMEeHU U OTyecTBa
nuua, pencreua (6esneincrave) KOToOporo 0BxanyrTcs.

3.1.2. B cooTBeTCTBUM CO CT. 12 3aKkoHa NUCbMeHHoe obpalleHue, NocTynueLLee
B AO '"TCMK", paccmatpuBaeTcs B TedeHue He 6Gonee 30 paHel co AHA ero
perucTpayuu.
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B cnyyae Heobxoaumoct wuctpeboBaHus AONOMHUTENLHLIX AOKYMEHTOB W
HanpaBfieHUA 3anpoCOB B UHbIE OpraHbl U OpraHv3auuMn CPOK PacCMOTPEHUSA MOXET
6bITb NpoANeH Ha cpok He 6onee 30 AHel ¢ oba3aTeNLHLIM yBeAOMIIEHNEM 3asBUTENS
0 NpoAneHun cpoka paccMoTpeHus ero obpaieHus. Ecnu sassBuTenbs cBOEBPEMEHHO
He MonyyYun OTBET, HanpasfieHHbIA 3aKasHbIM NUCbMOM, M OHO BO3BpaweHo B AQO
«[CMK» ¢ nomeTkamMu 06 WCTEYEHMM CpOKa XpaHEHWUs, TO MOBTOPHO MUCbMO
3asBUTENIO HE HanpaBnsAeTcs, a XPaHWUTCA B COCTaBE MaTepuasnioB nNo PacCMOTPEHUIO
obpalleHus. B AanbHeieM, B Te4YeHMe NpeayCMOTPEHHOro 3aKoHOM CpoKa XpaHeHUs
obpalleHnuin 1 MaTtepuanos No UX PacCMOTPEHMIO, OTBET Ha obpalleHne MOXeT ObiTb
ucTpeboBaH 3anBMTENEM NyTeM Nofauv 3asBneHus ¢ NpocbGoli NOBTOPHO HanpasuUTb B
ero ajpec oTeeT Ha obpalleHue.

3.1.3. Obpawenune, noctynuswee B AO «CMK» B chopme anekTpoHHOro
AOKYMEHTA, TOANEXUT pPacCMOTPEHUIO B Nopsigke, YCTAHOBMNEHHOM 3akoHoMm. B
obpalleHnn rpaxaaHuH B obssaTenbHOM NMopsiake ykasbiBaeT CBOW (hamMunuio, UMs,
0TYECTBO (NocneaHee - Npu HanuuuK), a TaKkKe ykasbiBaeT afpec dNeKTPOHHOW NoYTbI
nnbo ucnonb3yeT aapec (YHUKalbHbIN uaeHTUdUKaTop) nuuHoro kabuHeta Ha EauHom
noprane, Mo KOTOPbIM AO/MKHbI ObiTh HanpaBneHb! OTBET, YBEAOMNEHUE O
nepeagpecauuu obpalleHuns. [paxagaHuH BNpaBe NPUoXuTb K TakoMmy obpalleHuio
HeobXxoauMble AOKYMEHTBI U MaTepuarnbi B 3NeKTPOHHOI hopme.

3.2. MpaBa rpaxaaH npy pacCMOTPEHUN NUCLMEHHbIX OGpalLeHui
U rapaHTumn nx GesonacHocTH

3.2.1. Mpu paccmoTpeHnn obpalyeHus rpaxaasuH UMeeT nNpaso:

- Npy HeO0BXOANMOCTYM NPEACTaBNATL AONOMHUTENbHLIE AOKYMEHTL! U MaTepuansi,
nu6o obpatuaTtbcs ¢ npockGoii 06 ux uctpebosaHun, B TOM yucne npu obpalleHnm B
3NEeKTPOHHOR hopme;

- 3HAKOMUTBCA C [OKYMEHTaMW U MaTepuanamu, KacarowMMUCS pPacCMOTPEHUS
obpalleHus, ecnu aTo He 3aTparmsaeT npasa, cBoGOAb! U 3aKOHHbIE UHTEPECH APYruX
nnuy, M ecnn B YKasaHHbIX AOKYMEHTax WM maTepuanax He coaepxaTcs CBeAeHMs,
cocTaBnsiolmne oxpaHaemylo peaepanbHbiM 3aKoHOM TaiiHY;

- monyvyatb NMACbMEHHbLIA OTBET MO CYLWECTBY NOCTaBAEHHbIX B 06palleHun Bonpocos
wnu ysedomneHve o nepeagpecauMm NUCbMEHHOro obpalleHus B rocyaapCTBEHHbI
opraH, opraH MeCTHOro camMoynpasrieHUs WK JOIMKHOCTHOMY NUUY, B KOMMETEHLMIO
KOTOPbIX BXOAUT pelleHue nocrasneHHblX B obpalleHn BoNpocos;

- nonyyaTb yBEAOMNEHME O npPOoASIeHUM CPOKOB pacCMOTpeHust obpauleHus B
COOTBETCTBUW C AEMCTBYIOLUM 3aKoHOAaTeNbCTBOM PO;

- obpawartbecs ¢ xanobon Ha npuHAToe no obpalleHuto pelueHue Wnu Ha OeicTBue
(bespeiicTBNE) B CBA3WM C pacCMOTPeHUEM obpalleHus B agMUHUCTPaTUBHOM U (UnK)
cyaebHom nopsake;

- obpaLjaTbcs ¢ 3asBNEHNEM O NPEKpaLLeHnM paccMoTpeHus obpalleHus.

3.2.2. 3anpelyaeTcs npecnefoBaHue rpaXxgaHuHa B CBA3W ¢ ero obpalleHuem.

3.2.3. MNpu paccMmoTpeHun obpalueHns He AonyckaeTca pasrnalleHne ceegeHui,
coaepxalyuxca B obpalleHun, a TaKKe CBeAeHWUW, KacaloMXCsl YACTHOW JKWU3HM
rpaxgaHuHa, 6e3 cornacus rpaxgaHuHa. He sBnseTca pasrnaweHueM CBEeAEHMUIA,
cogepxalimxca B obpalleHuu:

- nepeagpecauuss MUCbMEHHOro obpalleHMa B rOCYyAapCTBEHHLIM OpraH, opraH
MECTHOTO caMoynpasneHus unu OOMKHOCTHOMY nuLy, B KOMMETEHUMIO KOTOPOro
BXOAUT pelueHune nocTasneHHbix B obpalleHnn Bonpocos;

- pasmelleHne anekTpoHHoro obpasa obpalleHus, MHdopmauuu o AENcTBUSAX Npw
paccmoTpeHun obpalleHus, NONyYeHHbIX W/KUNK OTnpaBiieHHbIX AOKYMEHTaX, oTBeTax
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Ha obpalyeHue u npoyas uHGOpMaUUs 0 AaHHOM oGpalleHUn B aBTOMaTU3NPOBAHHO
nporpamme yyerta, npumensiemont 8 AO «I'CMK».

3.3. MNopsinok paccMOTpeHusn, perucTpauum
M yyeTa NMUCbMEHHbLIX ObpaleHUi rpaxaaH

3.3.1. Bce nucbMeHHble obpalueHus rpaxaaH, noctynawouwue 8 AO "CMK", B
TOM uucne nepeappecoBaHHble W3 OpraHoB rOCyAapCTBEHHOW BMacTW, OpraHoB
MECTHOro CaMoynpaeNeHWA U1 UWHbIX OpraHnsauvii, noanexar obssaresibHOMY
paccMOTpPeHUIO.

3.3.2. Bce nucbMeHHble obpalleHus PErMCTpUpYoTCS B TeYeHue 3 AHeir ¢
MomeHTa noctynnenuuns 8 AO «F'CMK».,

3.3.3. puem u perucTtpauma NUCbMeHHBLIX 0bpalleHwii rpaXaaH, 4OCTaBNEeHHbIX
nmuHo (npepcrasuTenemM), a Tawke noctynuBwmux B AO «[CMK» no noute
OCyLIeCTBNAIOTCA annapaTom reHepansHoro aupektopa AO «FCMK» no apgpecy: .
CaHkr-lNeTepbypr, KysHeuHbit nep., gom 2-4.

MNpy npveme nUCbMEHHBLIX OOpalueHWn U MnpunaraembiX K HUM [JOKYMEHTOB,
CBA3aHHbIX C paccMoTpeHuem obpalleHuit, COTpyAHMKamMu annaparta reHepanbHOro
Anpektopa AO «CMK» npoussogutcsi npoBepka COOTBETCTBUA AaHHLIX ajpecarta,
LIeNOCTHOCTb YNaKOBKW, HanNune BNOXEHHbLIX 4OKYMEHTOB W MPUMOXEHWUI K HUM.

MNpn o6HapyxeHUn HepocTaunm [OKYMEHTOB BO BIOXEHUSIX COTPYAHWKaMM
annapara reHepanoHoro aupekropa AO «CMK» cocraensietca akt o6 otcyTrcTBuu
yKasaHHbIX [OKYMEHTOB B rMoCTynuelleM KoHBepTe (nakerte, GaHgeponu) no copme
cornacHo lMpunoxenunio 1 k MHCTpykumm no Beaenunio genonpounssoactsa AO «'CMK»
B ABYX dK3emnuApax: 1-i aK3semnnsp € ConpoBOAWUTESbHLIM MUCLMOM HanpasnseTcs
OTNPaBUTENIO AOKYMEHTOB, 2-1 9K3eMNsip NpuobLiaeTcs K MONy4YEeHHbIM LOKYMEHTaM.
OwwuboyHo (He no appecy) nocTynuBlMe ofpalleHus U npunaraembie K HUM
AOKYMEHTbLI BO3BpaLLaloTCA Ha NOYTY HEBCKPLITLIMMU.

B cnyuae, koraa nucbmeHHoe oOpalleHMe OOCTaBNAeTCA NUYHO, NpoBepKa
AONOMHUTENBLHO BKIlOMAET B ce65 naeHTUdMKaLnio No AOKYMEHTY, yaAOCTOBEpSIOLEMY
NMYHOCTL, @ B criyMae obpalleHus npeacTaBuTens — OOMNONHUTENbHO [AOKYMEHTa,
noaTBepXAAtoLLEero ero NoSIHOMoYMS.

3.3.4. Bce noctynuBwue nuUcbMeHHble o6palleHusl, HanpaeneHHble B agpec AO
«FCMK», nocne npoBepkM COTPYAHWKOM annaparta reHepasnbHOro Aupekropa
HanpasnsloTEsl Ha perucTpauuio.

Ha obpalueHumn nnu conposoanTenbHOM NUCHME K o6paLueHunio (Npy Hanuynum) Ha
NULEBOW CTOPOHE NEpPBOro fIMCTa B NPABOM HVKHEM Yriy B cBOOOAHOM OT TEKCTa none
ykasbiBaeTca Aara perucrpaunmn u perucTpauuoHHbiin Homep. MNMucbMeHHbie obpalyeHust
pErucTpmpyroTcsl B €AUHON CUCTEMe SMEKTPOHHOro AOKYMEHToobGopoTa U KOHTPOns
nopydeHunn «Motus», ucnonbsyemont B8 AO «FCMK». K yyeTHOM 3anucu npukpennseTcs
3NEeKTPOHHbIM 06pa3 AOKYMeHTa, MONyYEHHbI nyteM ero ckaHupoBaHus. [Mocne
perucTpauumn n npukpensneHns anekTpoHHoro obpasa, AOKYMEHT AOCTYNEH K NPOCMOTPY
pykosoautenem AO «CMK» 1 ynonHOMOYE€HHbIM AOMKHOCTHBIM NNLIOM.

3.3.5. Tlocrne npouTeHus [dOKyYMEHTa, pYKOBOAUTENb WNU YNONHOMOYEHHOEe
AOMKHOCTHOE NUUO BbIHOCUT PE30NIOUNI0 O KOHKPETHBIX WCMONMHUTENAX, KOTOPbIM
NMopyYyeHo paccMmoTpeHne obpauleHus. B cnydasx, korga obpalienve HanpaBnaeTcs
ANst pacCMOTPEHUS ABYM WAW HECKONbKUM CTPYKTYPHbIM NOAPasferieHusM  unm
AOSMKHOCTHBIM ~ NuLaM, OTBETCTBEHHbIM WUCMONMHUTENEM ABASETCA CTPYKTYpHOE
noapasgeneHne unu OO/MHKHOCTHOE NUUO, ykasaHHoe B pesontouuun nepsbiM. [locne
BbIHECEHNA pE30nioUMM OOKYMEHT CTaHOBUTCA [AOCTYNEeH K MPOCMOTPY B €fUHOWN
cUCTEME 9fEeKTPOHHOro AOKyMeHTooOopoTa W KOHTpons nopyydyeHun «MoTus» u
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AanbHenLwemy paccMOTpPeHUIo OOIMKHOCTHBIM nmgom, HenocpeacTBeHHO
OTBETCTBEHHbIM 3a €ro UCMOSIHEHUE N pacCMOTPEHME.

3.3.6. UHdopmupoBaHne rpax¢aaH no ux 3anpocy 0 BXOASLUMX PerncTpaLuoHHbLIX
pekBuautTax, HauMMEHOBaHWU  CTPYKTypHoro  noppasgeneHnas AO  «CMKp»,
OTBETCTBEHHOFO 3a paccMoTpeHue obpalleHns OCyLIeCTBAIOT COTPYAHUKU annapara
reHepanbHoro avpektopa ro tenedoHy 8 (812) 764-10-46 no 6yaHam ¢ 9.00 go 17.00
(o6eneHHbIn nepepbis ¢ 13.00.00 14.00).

3.3.7. o kaxaomy obpalleHuto [OMKHOCTHOE NULO, nonyyusluee obpalyeHue
AN UCNONHEeHUsl, aHanuMsnpyeT TeKCT obpatleHus, npu HeobxogumMocTu 3anpalumsaeT
AOKYMEHTbI 1 martepuansi, Heobxoaumble AnA OOBLEKTVBHOFO M BCECTOPOHHEro €ero
paccMOTpeEHUs.

3.3.8. B cnyyae ecnu B o6palleHun NOCTaBAEHLI BOMPOCH!, KOTOpbIE He
OTHocATcA K komneteHuun AO "TCMK", nognexaiine pacCMOTPEHWO B ApYruUX
opraHusaumsx, obpalleHue HanpasnseTcs (nepeagpecoBbiBaeTCS) B
COOTBETCTBYIOWNE OpraHMsaunumy, He No3AHee YeM B CEMUAHEBHbIN CPOK, a rpaxgaHuH
yBEAOMIISIETCA O HanpaBneHun ero obpallleHUst Ha paccMOTpeHve B ApYrylo
opraHusaymio. 3anpelaeTca HanpaeBnsaTb Xanoby Ha pacCMOTPeHue B opraHusauuu
unu AOMMKHOCTHOMY nNuly, peleHne unu  peicteue  (BesgeicTBue)  KOTOpbIX
obxanyeTcs.

3.3.9. B cnyyae ecnu B NUCbMEHHOM OOpalleHWM He YykasaHbl haMunus
rpaxkgaHuHa, Hanpasueliero obpalleHne, Unm noYToBbIN agpec, N0 KOTOPOMY AOIMKEH
ObITb HAaNpaBneH OTBET, OTBET Ha o6palleHne He aaeTcs.

3.3.10. Ecnun TekcT obpalleHns He nopAaeTcA NPOMTEHWMIO WWMNM He sicHa CyTb
npeanoxeHus, sasasneHUss unn xanobbl - oTBET Ha Takoe obpalleHue He paetcs, B
TEYEeHWe cemMu pJHei co pAHA peructpauun obpaweHus o6 3Tom coobujaeTcs
rpaXxaaHuHy, KoTopbl Hanpasun obpaleHue, ecnu ero aMmunusa 1 nouToBbli agpec
nogAaloTcs NPOUTEHMUIO.

3.3.11. Ecnn B obpalleHun coaepxaTca HeleH3ypHble Nubo ockopbuTesnbHble
BbIPAXEHUA, Yrpo3bl XWU3HU W (UNK) 3A0POBbLIO, YrPO3bl MNOBPEXAEHUEM WU
YHUJTOXEHMEM umyulectsa coTpyaHukos AO «CMK» unu uneHam ux cemen; yrpossbl
noBpexaeHus wnm  yHudToXeHua wumywlectsa. AO «CMK» Bnpase octaBuTb
obpalyeHne 6e3 oteeTa MO CyLIECTBY NOCTABNIEHHLIX B HEM BONPOCOB M COOBLMTHL
rpaxxaaHuHy, HanpasuslweMy ofpateHue, 0 HeAonyCTUMOCTW 3noynoTpebnexus
npasoM.

3.3.12. ObpatueHue, 8 KOTOpoM obxanyeTtcsa cynebHoe pelweHve, BO3BpaLLaeTcs
HanpaBuBlueMy Takoe obpalleHne nuuy ¢ pasbsACHEeHVMeMm nopsigka obxanosaHus
cynebHoro peluexus.

3.3.13. Ecnn B obpalwjeHun codepxatca CBEAeHWA O NOoAroTaBnMBaeMoOM,
coBepllaeMOM UNK COBEPLUEHHOM MPOTUBOMPABHOM AEsHUW, a TakkKe O nuue, ero
noaroTaBnMBealolLieM, CcoBeplialoWweM unn  coBepwmMBlieM, Takoe obpalleHue
noanexuTt oBasaTtenbHOMY HanpaBneHNo B rocyAapCTBEHHbIN OpraH B COOTBETCTBUM C
€ro KomneTeHymen.

3.3.14. Ecnu B8 nucbMeHHOM obpalleHun rpaxaaHnHa COLEPXKUTCS BOMPOC, Ha
KOTOpbLIN €My HeogHokpaTHO (Bonee aByx pas) cotpyaHukamun AO "TCMK" pasanuck
NUCbMEHHbIE OTBETHLI MO CYLIECTBY B CBA3U C paHee HanpasnsembiMin obpalleHnsamu, u
npu 3tom B obpallyeHUn He MPUBOLATCSH HOBble A0BOALI UMK OBCTOATENLCTBA,
pykosogutens AO "CMK» nubo ynonHomMoueHHOe MM OOSMKHOCTHOE NULUO Bnpase
NPUHATL pelieHne o 6e30CHOBaTENbHOCTU ovepenHoro obpalleHus u npekpaweHnn
nepenncku ¢ rpaxgaHWHOM MO AAaHHOMY BOMPOCY MPU YCMOBUM, YTO YyKasaHHOe
obpalleHne u paHee HanpaensieMmble obpaweHus Hanpaensnuce B AO «[CMKb».
paxgaHuH, HanpasuBLIWA Takoe obpaleHne B agpec AO "TCMK» yBepomnsieTca o
NPUHATOM peLUeHUN.
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3.3.15. B cny4yae ecnu OTBET MO CywecTBY NOCTABNEHHOMO B obpalleHun
Bonpoca He MoxeT ObiTb faH 6e3 pasrnallieHusi CBeAeHWN, COCTaBASIOLUX
FOCYAapPCTBEHHYIO UNW UHYIO OXpaHsAeMylo hedepanbHbiM 3aKOHOM TaliHy, rpaxaaHuHy,
Hanpasusluemy obpalleHne, coobLiaeTcs o HeBO3MOXHOCTY AaTb OTBET MO CYLLECTBY
NOCTaBNEHHOro B HeM BOMpPOCa B CBA3W C HEAOMYCTUMOCTbIO pasrilalleHnst yKkasaHHbIX
cBeAEHUN.

3.3.16. WcnonHutens, nonmyumBlumii oBpaweHne Ans paccMoTpeHus, obsizaH
MPWUHATbL Mepbl K CBOEBPEMEHHON U NOMHOM ero npoBepke U NoAroToBke oTBeTa. Bce
AencTBUA [OMKHOCTHBIX Ny AO «TCMK», cBsizaHHble ¢ paccmoTpeHnem obpauleHus,
06A3aTeNnbHO CBOEBPEMEHHO (PUKCHPYIOTCS B PErMCTPaLMOHHO-KOHTPOSIbHOM KapTe
(nanee - PKK) B e4MHOM 3mneKTPOHHOM >kypHane obpalleHuil rpaxgaH B nporpamme
yyeTa, npumeHsemon B AO «TCMK».

3.3.17. O6paiyeHus rpaxaaH CUMTAlOTCS PacCMOTPEHHLIMM, €ClU Mo BCem
BonpocaM, coAaepxawumcss B obpalieHun, M OTHOCALWMMCA K MONHOMOYUSM WU
komneteHuunt AO «[CMK», pgaHbl ucuepnbiBawowme oTBeTbl, nu6o NPUHATLI
ucyepnbiBaowWne  Mephl, cooTBeTCTBYylOWME  TpeboBaHusIM  feNcTBylowlero
3aKoHofaTenbCcTBa.

3.3.18, OTBeT Ha nucbMeHHoe obpalleHne noanucLIBaeTCs pykosogutenem AQO
'TCMK" unn ynorHOMOYEHHLIMM Ha TO NUUAMW U HanpaBnsieTcsl B annapar
réHeépasnibHoro AMpeKkTopa ANs peructpauun n oTnpaBku rpaxaaHuMHy Ha appec,
yKasaHHblli B ero obpawieHun. Ecnn B obpalleHun ykasaHbl HECKONbKO afpecoB, TO
OTBET HanpasnAeTcA No BCeM ykasaHHbIM agpecamM. BHe 3aBucumocTu oT TpeBosaHus
3asBuTens BblfaTtb oTeeT Ha pyku, AO «FCMK» BnpaBe HanpaBuTb OTBET TOMBKO MO
yKasaHHblM B obpauleHun agpecam. Konusi oteeta no pelwenuto pykosogutens AQO
«FCMK» nu60 ynonHoMo4eHHOro UM AOMKHOCTHORO NN MOXET 6biTh BbIgaHa Ha pyKkn
3anaBuTeNio (NGO ero NpeacTaBUTENto NPU HaNUYMW LOKYMEHTa, NOATBEPKAAIOLLEro
€r0 MONHOMOYMS) nocne WAEHTUMKALUMK, NOA MOANUCH, C yKa3aHWeM NacnopTHbIX
AaHHbIX NLa, obpaTuBLLErocs 3a Konvei oTeeTa.

OTBeT Ha KonnekTuBHOe obpalleHne HanpaBsSeTCcA Ha yKasaHHbIN B obpatueHun
aapec nmbo Ha aapec 3asBUTeNs, YKasaHHOro B 06paLLeHM NepBbIM, C NPEANOXKEHNEM
AOBECTU coAepKaHNe oTBeTa [0 BCEX 3asBUTENen.

3.3.19. Oteer Ha ykasaHHbIl B OOpalleHuu MOuTOBLIN afpec HanpasnsieTcs
3akasHbiM NUCbMOM. BmecTe ¢ coobLueHnem o pesynbTaTax paccMOTpeHUs 0BpalLeHus
SanBUTENIO BO3BPaWAOTCA NOCTYNMBLIME OT HEro nNoAnWHHbIE LOKYMEHThI (3a
UCKNIOYEHNEM TNOAMUHHOIO 3k3emmnsapa obpauweHuss) B nonmHom ob6beme, 3a
UcknioyeHveM crniyyaes HanpasrieHUsi BMecTe ¢ obpallueHuem B Apyroe yypexaeHue
ANA PacCMOTPEHUS NO NPUHAANEXHOCTY (Nepeagpecaunn).

3.3.20. JokymeHT, noaTBepxaalowmit AaTy OTNpaBku (MfpmeM nucbMa MoYTOBbLIM
OTAeNeHWeM) COTPYAHMKOM annaparta reHepanbHOro AvpekTopa nepepaeTcss Ans
XpaHeHUs1 B COOTBETCTBUMU C HOMEHKNATYPOW.

3.3.21. OrvBer Ha oOpaweHue, noctynuewee B AO «ICMK» B dopme
SNEKTPOHHOIO AOKYMEHTA, HanpaBnAeTCcs No aapecy 3NEeKTPOHHOM NOoYThI, ykadaHHOMY
B obpaieHuu, nubo no agpecy (yHUkanbHOMY WAeHTUMKATOPY) NUYHOrO KabuHeTa
rpaxaaHuHa Ha EavHom noprane (npu ucnonbsoBaHuM EAWMHOrO noprana), unu B
NCbMEHHOI chopme Mo NOYTOBOMY aApecy, KOTOPbIA yKkasaH A4S HanpasneHus oTBeTa.

4. YcTHble obpalueHus
4.1. PaboTa KOHTaKT-LeHTpa.

4.1.1. YcTHble BONPOCHI rpaxaaH NepeBoAATCA UKW NOCTYNAT HENOCPEACTBEHHO
no TenedoHy KoHtakT-ueHTpa AO «CMK» 8-800-100-23-44 unmn 8 (812) 325-11-20,
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paboTalollemMy KpYrrocyTouHO, C 06si3aTerlbHOW  ayauo3anuchbio  BXOAAWMX W
NCXOASLLMX 3BOHKOB.

4.1.2. OTBETBL! HA BONPOCHI FPaXKAAH C LENbIo MONyYeHUsi pasbsCHEHWI U UHgopMaLun
CMpaBOYHOro WU/UNN KOHCYNbTALMOHHOTO XapaKTepa Mo BONPOCaM, KOTOPbIE OTHOCSATCS
K TWNOBbIM, AAIOTCA He3amMepnuTenbHO B  XoAe TeneoHHOro  pasrosopa
YNonHOMOUYeHHbIMU Nuuamu (aanee - npeactasutenu CMO) 1 ypoBHS, AeiCTBYIOWUMN
B COOTBETCTBUM C [HAO/MKHOCTHBIMU  MHCTPYKLUMsIMM U PernameHtom paboTsl
KPYrnocyTO4YHOro KOHTaKT-LeHTpa. B cnyyae nonyyeHus Bonpoca, He OTHOCALLErocs K
TMnoBbiM, npegctaButens CMO 1 ypoBHS npouwsBOAUT ero nepeagpecaumio
npepacTtasuTtento CMO 2 ypoBHS.

B cnyyae ecnu Tpebyetcs gononHutenbHas uHdopmauus, npeacrasutens CMO
Bnpase OPOPMUTb MOCTYNMBLUMIA BONPOC AMA OTCPOYEHHOro OTBETa, 3adiMKCUpPOBAB
HeobXoAUMYIO KOHTaKTHYIO WHdopMaumio o 3actpaxoBaHHoM B AO  «TCMK»
rpaxgaHuHe.

4.1.3. B cnyqyae ecnu Ans oTBeTa Ha MNOCTaBMEHHble BOMPOCHI HEOBXOAMMO
nposeAeHUe .KOHTponsA oObLEeMOB, CPOKOB, KayecTBa W YCNoBWI NpefocTaBneHus
MEULMHCKOX noMoLlM no obssaTenbHOMy MeAWLMHCKOMY CTpaxoBaHuioo, nmbo
HanpaerieHne 3anpocoB B MWHble OpraHu3auuun, rpaxkgaHWH [OMKeH ObITh
NPOKOHCYNbTUpoBaH npeacrasutenem CMO o HeobxoauMocTu nogadn NUCbMEHHOro
obpalleHus.

4.1.4. B cniyyae ecnu rpaxpaHuH 3a4aeT BOMPOCH!, PELUeHNe KOTOPbIX HE BXOAWUT
B KOMMNETEHUUI0 CTPaxoBOW MEAUUMHCKON opraHusauuy, rpaxgaHuHy AaeTcs
pasbsiCHeHWe, Kypa emy criegyeT obpaTuTbCAa AOns paspelleHus UHTEPECYIoLero
. BOmpoca.

4.1.5. PernameHT paboTbl KpPYrrMOCYTOMHOTO KOHTAKT-LEeHTpa, ChAWCOK JuL,
Ha3HaYeHHbIX CTPaxoBbIMA NPEACTABUTENSAMMU, UMEIOLLMMU NPaBO AOCTYNA U BHECEHUS
WHpOpMaUWKN B eANHBIN SMEKTPOHHLIA XypHan, CLeHapuu oTBETOB, NepeYeHb TUMOBbIX
BOMPOCOB 1 OTBETOB Ha HUX yTBepxaatoTcs pykosogutenem AO «TCMK».

4.2. JInyHeI# NpyeM rpaxaax

4.2.1. JInuHbil npuem rpaxgaH npoBoauTca pykosoauternem AO «CMK» u
WHbIMW  YMOJNIHOMOYEHHbIMU  coTpyaHukamn AO «I'CMK», B cooTeBeTcTBUM C
AOMKHOCTHBIMN 06A3aHHOCTAMW, NO NpeABapUTENbHOI 3anMucK, B YCTAaHOBNEHHLIE AHU
W Yachl, B COOTBETCTBUN C rpachmkom.

4.2.2. VlHchopmauums o nopsiike 3anucy Ha NUYHLIA NpueM, nopsake npoBeaeHus
NUYHOro npuema, MecTe NpoBeAeHUst NUYHOro npuema, a Takke 06 YCTaHOBEHHbIX
AN Takoro npuema AHAX U vacax, AOBOAWUTCA [0 CBefeHWUs rpaaaH nyrem ee
pasmelieHus Ha odwmumanbHoMm cante AO «CMK» B  uHdOpmauUMOHHO-
TEeNeKOMMYHUKaUMOHHON ceTu «MHTepHeT» http://www.gsmk.ru; pasmelleHus Ha
cTeHgax w/mnn nnakatax, B Buge Opowiop (NMUCTOBOK), B MNOMELLEHUNAX,
npefHasHa4YeHHbIX ANA Npuema, OXuAaHus npuemMa rpaxgaH BO BCeX CTPYKTYPHbIX
nogpasgenenuax AO «ICMK». Kpome sToro, uHgopmauuio MOXHO NOMYYUTb MO
TenedoHy KpyriocyTouHoro KoHTakT-ueHTpa AO «TCMK»: 8-800-100-23-44 unu 8 (812)
325-11-20.

4.2.3. 3anuck Ha nuuHbIn npuem pykosoautena AO «CMK» npoussoguTcsi no
Homepy TenedoHa 8 (812) 764-10-46.

4.2.4. 3anucb Ha NWUYHLIA NpUem nNo BOMPOCaM 3aluTbl NpaB 3acTPaxoBaHHLIX B
AO «["CMK» rpaxxaaH nponaBoauTcs no Homepy TenedoHa 8 (812) 575-70-07.

4.2.5. 3anucb Ha NUYHLIK Npuem Mo Bonpocam oTAena opranusauun OMC
npous3BoAUTCA Nno Homepy TenedoHa 8 (812) 712-36-29.



4.2.6. Y4eT yCTHbIX MU NMUCbMEHHBLIX 0DpalleHuii, NOCTYNMUBLUKMX B XOAe NUYHOro
npuema, npousBOAUTCA B €AWHOM SNEKTPOHHOM >XypHane B cucTeme ydyeta Wu
perucTtpauun obpalleHui rpaxxaaH, ucnonbayemoit 8 AO «FTCMK».

427. Tpn nn4HOM npueme rpaxaaHuH NPeabsBnseT  AOKYMEHT,
YAOCTOBEPSAIOLWNIA €ro NMUYHOCTb, a B CNy4Yae NpeacTaBneHns UHTepecos ApYroro nvua
unn obbeauHeHun rpaxaaH - AOKYMEHT, yAOCTOBEpSIOWMI fINMHOCTb, U JOKYMEHT,
noAaTeepXaalowiuin COOTBETCTBYIOWME NOTHOMOUUS.

HomkHoCTHOe NWLUo Bnpase oTkasaTb B MPOBEAEHWUM JIUYHOrO Npuema B criyvae
OTCYTCTBUSA Y 3asABUTENA AOKYMEHTOB, YKasaHHbIX B HACTOSILLEM pa3gene.

B cnyvae Haxoxgenuss obpaTtuBwerocs Ha nuuHbii npuem B AO «CMK»
rpaXxgaHuHa B COCTOAHWW  anKorosibHOro, HapKOTUMMECKOr0 WHOIO TOKCWUYECKOro
OnbsiHEHURA, ynoTpebneHus MM B xofde NMUYHOrO NpuemMa HeUEeH3YPHbIX NGO WUHbIX
OCKOPOUTENBHBIX BbIPAXEHMUs!, BbICKA3bIBaHUA YIPO3 XU3HW, 340POBbLIO, WUMYLLECTBY
AOMKHOCTHLIX UL, COTPYAHWKOB KOMNaHWW, APYruX rpaxgaH, JIMYHbIA NpueM He
OCyLleCTBRAETCS.

Mpu HeobxoaumocT B Takom cryyae MoXeT O6biTb Bbi3BaH COTPYAHUK
OXPaHHOro npeanpusaTUA, OCYLLIECTBAAIOWEro AEesTEeNbHOCTb MO OXpaHe nopsaxka B
spaanum AO «CMK» Ha oCHOBaHWW 3aKSIlOYEHHOro 40roBopa u/unu CoTPYAHNK NOANLMM
ANA  NpecevyeHns CoBEpLUEHUs NPOTMBONPAaBHbIX AEWCTBMIA. YKasaHHble akThbl
huKkeUpyloTCA B KapTOUKe NIMYHOro npuema.

4.2.8. [onmkHOCTHOe -nULO, MPOBOAsLLEE JIMYHLIA NpUeM rpaaaH, Bnpase
npuenekaTb ANA NPOBEAEHNA NMUYHOro NpueMa MHbIX JOMMKHOCTHbIX NUL (COTPYAHUKOB
AO «CMK») ¢ y4eToM 1x KOMNETEHLMW NO PACCMOTPEHUIO OTAENbHbLIX BONPOCOB.

4.2.9. YcTtHoe obpalleHue rpaxaaHuHa WK ero npeacraBuTens, NoCTynusLIEe
BO BPEMSA NIUHHOIO Nprema, 3aHOCUTCS B PerMcTpaunoHHO-KOHTponbHyto kapTy (PKK) B
€AVHOM ONEKTPOHHOM XypHane obpalleHuii rpaxgaH B nporpamMe  ydvera,
npumensiemolt B AO «I'CMK», pononHutenbHO ykasblBaeTca gata U Bpems
npoBeAEHUs JIMYHOTO Npuema, CcBeAeHUA O OOMKHOCTHOM nuue, NPOBOAUBLLEM TaKOW
npueM, a Takke Bcex [OMKHOCTHLIX nuL (coTpyaHukos AO «TCMK»), yyacTBoBaBLUKX B
NpoBEAEHUM NIMYHOrO npuema.

4.2.10. B cny4ae ecnu W3NOXeHHble B YCTHOM obpalleHnn daKTsl |
obcToATENLCTBA ABNAOTCA OYEBUAHBIMU U He TpebyloT AOMOMHNTENbHON MPOBEpKM,
0TBET Ha obpalleHue, ¢ cornacua rpaxaaHuHa, MoXeT GbITb AaH YCTHO B XOAE SINYHOTOo
npuema, o 4Yem genaercs sanuck B PKK.

4.2.11. B cny4yae ecnu 3asBuTeNlb XenaeT MoSy4YnuTb NUCbMEHHLIR OTBET Ha
BOMPOC, 3afaHHbLIN B XOAe JIMMHOrO Mpuema, emy NpefocTaBnseTcs BO3MOXHOCTb
CaMOCTOATESIbHO U3NOXUTL haKThbl, UMEIOLMECH Y HEro BOMPOCH! U A0BOALI B hopme
MUCbMEHHOro oOpalleHna (AoNyCTUMO NPUHSTE OT rpaXaaHWHa UM ero 3aKOHHOro
npeacTaBuTens paHee COoCTaBfIEHHOE NUCbMEHHoe obpalleHue), o 4Yém penaeTcs
3anuck B PKK.

4.2.12. NucbMeHHoe obpalueHne, NPUHATOE K UCTIONHEHWUIO B XOAE NPOBEASHUS
NMYHOro nNpuema, NoANEXNUT perucTpauum 1 pacCMOTPEHUIO B COOTBETCTBUN C 3aKOHOM
n TpebosaHUaMN HacTosiwero MNopsaka.

42.18. OTpenbHble Kaveropuy rpaxaaH B Chyyasx, NpesyCMOTPEHHBIX
AeiCTBYIOWNM 3aKoHOAATENLCTBOM PO, nonb3yloTcs NpaBoM Ha NUYHBIA Npuem BO
BHEeo4YepeaHOM NOpsAkKe.
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5. XpaHeHue

Cpokn XpaHeHust TMCbMEHHBIX 0BpalleHuit 1 MaTepuarnos No UX PacCMOTPEHMUIO
yCTaHaBnnBalTCA BHYTPEHHUMW [OKYMEHTAMW CTPaxOBOW OpraHu3auMu K AOMKHbI
COCTaB/IATL HEe MeHee NATU NeT co AHA perucrpaumy obpaileHus.  YkasaHHble
AOKYMEHTbI XPaHATCA B COOTBETCTBMU C YTBEPXKOEHHON HOMeHknatypoi. Ctpaxosas
opraHusauus obssaHa o6ecneunTb JOCTYN K YKkasaHHbIM oBpalleHnam (AoKyMeHTaM) 1
oTBETaM Ha obpalleHusn B TeUeHMe BCEro Cpoka UX XpaHeHUs.

6. Kontponb 3a cobniogeHnem HacTosuero Mopsaka

6.1. KoHTponb 3a cobniogeHneM nopsfka U CPoKOB PaccMoTpeHUs obpalleHuit
rpaxxgaH M ux npeacrasuTeneit ocyuwecrsnsiotr pykosogutenb AO "FCMK" u ero
3amectuTenu: B npepenax CBOeil KOMNEeTEeHUMW W AOMKHOCTHLIX WHCTPYKLMA, B
COOTBETCTBUM C TpeboBaHMAMU 3akoHopaTenbeTBa PO M nokasbHbIX HOPMAaTUBHBIX
akroB AO «'CMK». B xoae OCyLLeCTBNEHUS KOHTPONS PaccMOTPeHUsi oBpalLeHwil
rpaxpaH U ux npeacrasuteneilt YNnonHOMOYEHHble AOMKHOCTHbIe nuua AO «["CMK»
aHanu3NpyloT coaepXaHue rnocTynalwmux obpalleHuit, NpUHUMAOT Mepbl  no
CBOEBPEMEHHOMY BbIABIIEHNIO W YCTPAHEHMWIO NPUHMUH HapylweHusa npas, cBobopa u
3aKOHHbLIX MHTEPECOB rpaaaH.

6.2. HenpaBomepHbiit 0TKa3 B Npu&Me U paccMoTpeHnn obpalLeHuit rpaxaaH,
HapyLleHne CpOKOB pacCMOTpeHUA obpalleHWh, NPUHATUE 3aBefjOMO HEe3aKOHHOro
pelieHus, pasrnaweHdne CBeAeHWA O YaCTHOWM >KU3HW rpaKaaHuHa, CTraBLuMx
U3BECTHbIMU B XOA4€e pacCMOTpeHUs obpalleHuit, HEUCTIONHEHNe UNKU HeHagnexallee
“cnonHeHve pelleHUd No obpalleHusaM rpaxaaH BREKYT AUCLMMIMHAPHYIO U WHYIO
OTBETCTBEHHOCTb B COOTBETCTBUM C AESWCTBYIOWMM 3aKOHOAATENbLCTBOM Poccuiickon
Pegepauyuu.

6.3. [HomxHocTHbie nuua AO «CMK», ocywecTensiowme paccMoTpeHue
obpallyeHnii, HeCyT OTBETCTBEHHOCTb 3a CBOEBPEMEHHOCTb U COOTBETCTBME pELLEHUi,
NPUHATBIX B pesynbTarte paccMoTpeHust obpalleHuit, AelcTeyloemy
3akoHoaaTenbcTBy PO, a Tawke 3a pasrnalleHue CBefeHWil, COCTaBMSIOLMX TainHy,
oxpaHseMyto 3akoHogaTtenbcTeom PO,



