@EEPANILHOE ATEHTCTBO

11O TEXHUYECKOMY PEFYIIMPOBAHUIO W METPONIOTYM

HALUMOHANBLHBLIN rocT P UICO

53 420090164

PocCuREKoR 10001—
QEAEPAUMU 2009
MEHEDKMEHT KAYECTBA

YnoBneTBOpeHHOCTL NOTpeGuTenei.
no

ANA opraHu3aumit

1S0 10001:2007
Quality for codes
of conduct for organizations
(D7)

Magauwe opmumansoo
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Mpeaucnosue

27 Joaton 2002 s 164-03 €O TemumscKoN penVTYGOSENAY, & IBELATA TIMONDIR IBLCHATX
- rocT P 102004
Ochomisie nonox e

‘Caonenun o crauapre
RTOTOBMEH OTipuTeim_aKunoHepHsIM OBuiecrsoN «BoepoCCHACK MayNHO-HCCN@A0a-

1 1oy
TonLCIOA WNCTUTYT copTchuKaUMY (OAD «BHUMCH) Ha OCHOBE COBCTIGHHOTO aYTENTHSHOTO Nepesoaa
Crangapra, yxasannoro 8 ywTe 4

2
10 TEXHWMOKOMY DOTYIUPOS2IO U METONOTMM

EPXGEH 11 BBEREH B AEVCTEUE lpwadou OSApanIor arewcrsa 1o Toxmseckony
porymponasam sassToonermnor 2 won 20001 1 1656

4 HaCToRMH CTaNAADT WAGHTSEH MEXYHAPOTHOMY CTaHRADTy UCO 10001:2007 «Mewemxamonr

(IS0 10001:2007 «Quallty management — Customer satisfaction — Guidelines for codes of condue for
organizations»),

0 KOTOPBIX PAGEAEHb B AOTOMHATEIHOM PPHTIOXOHHA )

5 BBEEH BNEPBAIE

Vihopisauus 06 USMNOHUSX K HGCTIORIOMY CTIGHODY DYOTUKYOIICH @ GX5200HO U30ABA0MOM

empano2us o comu Humepiem

© Cranpaprwncbopm, 2009

4y ParyIMpOBaNM 4 METRONOrA
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8.4 Awanus npasun w ux cTpyKTYpI

Typa, sTOBb
a)

b)
o

KoK 8 PGB X CTRYTYpS;
JaMBN NS 8 BOHORTE)

s —— souocrsa

- BLIMONEHvi OBeLLaNH, CORGPXAKCA & NpaBiaX;
XOPPEXTHBYIOLIK 4 TPeyEXAaIOLIX ACHCTOW;

 Macbopuaun o eRnOROA DDA

85 MocTonuwos ynywenne

46 HHHOBLIONHLLX YTy IOHI
Oprawnsauun gonwa RoicTaus no npu

Nounsuanue

Oprasaunn aoms
CenefoRaTe, YCTEWOGUTS W SHSZPHT, NepOA0BOR OTT B CTOYTYDY CORSPHGHI  NpHMSHENE
npasun,

OLLIDATS MHOBLIN B OTHOWGMHAM NpaBAT,

foumewanue 2— A nonys




FOCT P UCO 100012009

Rounoxenns &
(enpasousos)

BoaMOKHLIX yacTeH,
Ans pasnHLIX opraKM3aLWi

Tasnuus A1

Cteuanne Naua, ve Aoc | Naunenra by | sEomn cxanep | <Eoru rocre v
Zasnonnas fopa. | Ay neweanes yacanersopes | araasan, ryanet
s | apounopurpo. atcryeseanson. | roamn un -
Gyer | soms o v | cryuasnsc .
Secnnamicar | anepwcar focrumi cao- | exnusce.
provp o aos | campy  tyner
Byt noopocr oo ans e | sorenena cro
s cury. | wocrs Guneran
72 wa apyros | otor Tosap Gec. | roore oyt
Speum anaros cuays
Orparmeierin, | Teorpatbmisctne, | Hoornammee a6 Otcroarenvor.| Cyposse noron:
omiacsupeca « | norogaue yeno. | cromtenscre roxauno | i yenasna
Sunomaan | ann nw sarpy

ana crap sonT-
coesrun” o | xemwoct 220 pona rocrunniss
n-en.»nn-\nvve

pt

By cpeger- | Sasanomse o | Sessnenne
aa abecneuanen | o, o cron. | RcerymocT
Rpasun

e
“yaasneracpe.

How atvans

crywnaansos

Benoworarans- | Anpopuaum o | Anpopuaun o | Andopueun o | Vnbopuain o | Wndopuann o

a ax noaa. | Tow, ax o . o nony. | Tou. e sepryre
wanogy | sarisompoc | sars sonpoc un | Wil cxussy | Ao 32 Caner
o

Bercraws no | Munoteun 3a- | Otyweme cayw | Koneynoraune © | Npwansuense | Obpuome _nos-
Anawposang, | nyek mporpawi | 6w patoTu ¢ | unexawn  sceo. | @onepyma | covans . ofike.
oo 1. | & Sactonam pe- | cnnesran e - onpeaana- | na & norpete.

pesone Tinauonea | renaun
e nomsozan

Rws carysum

Remrenwnaore | Mpossnensa ve- | Aavus o6 | Bomnevaus no- | Nepspatoran- | Wanswarre -
o™ onsepua- | e "l | ouomie xane | oeSmenicns | v waprere | uaip s -
B e Opramsann s | 6an nporpauna

i = popuy. ahan Asswx

nepone

Tiovasarann | Mpouens aocra- | Npouen npame | Mpouenr _7om Npossnr waras
yawsonnpo- | a0, cosepuon. | dopunposan | pos ¢ wenpa ynn-neunmv o nscomxpos
prm Sixsospous | ek naunenos | swnuno _pasan | Hu ot
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Npunoxene 8
(enpagounoe)

Baaumocena UCO 10001, UCO 10002 u MCO 10003

Ha ey 8.

pespewanven cropssx aonpocos.

46— KanoGa MoXeT HeKORHTS O NETPABNTERS WA ADHOro HETLG

Puyox B.1 — Baawwoceans UCO 10001, GO 100024 ACO 10003
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[ —
(enpasousos)

Pexomennauuk Ann wanoro Guaneca

XaHAS W TyUGHHS TPRBAR ACETHNCHNR YAOBNSTIOPEAHOETA TOTHGGATONS. Hilxe TpHSSAGHS TPAAGPH KTINGBLIX

peanoxew AcHeTaMA 0 KaxAOUY W

opransa

-

npoRsc waapenna Ha b
Sunonmenus caows obewanA

onpotosame no6wapofoRate:

xpeanwsasren

PETYApHO NPOROAUTL B4AMAS, HACKORXD YROSTETSGPATONHD OPFAMKSALIS. BHINOANAGT CBOR OTSMaHHS,
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Npunoxene O
(o8naarensios)

exomenzaLWH o AoETynHOCTH

(Oprann3au AOMS 0BSCNATS ROETYTHOSTS TPASHA W BCAONOTSTENSHOR WHKPOPUBAN (<aNpWI, BOpISI

o 6ute

T HEYAOBCTa. ODTaRMISLINS, YNACTSYULES 5 N5OTOaMNG T3BAN CTAPORHEH CPTaHAISLK (+IMDHMED, OTpaCREB0N

TepacaRaHHIX CTOOH, GTHOCAIC K CTOPORKEH OpramHsaLM

Npuuoy ve

e
CraaneANs Box DXOANA N SNKORLE ASHHLK (ABTPHSD, WHBODUALWM 4 NSPOVHS. DYIIAE) KBTS O & ORWOM

- cxemaniunos waoSpanere.
~ doerhyo konrpacTiye nota
 onpeRenaHe pamepH i CTar LHET N HMEENCR.
- B03UOXHOCTS 84603 1 4G 308314S HeCKORKHE 05,
O Pyrosencreo HCOMSK 57
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[ Tm—
(o8masrensos)

oTsm—
) o .
o)
cosami cropon
Bo8naTs CO0TeSTETaYOLME JaNATEpRCaBSAHL CTOPORL
on,scn 310 noUMeHHO!
cnen Mexamauos sonyisnis

O A A Y 0 S R
npouecea

D, Gprassan AGMHHA COOBLITE SEHITERECORANHMIN CTOPONL G TOM, KBK Guite HENOMLS0REHS PESyTLTAT

X RN O 33U TEpECOBANHLI CTOPO.
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Rpunoxewue £
(enpagouoe)

Crpyirypa npasun

Ha prcysne F.1 . peuwer
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Npunoxenus &
(enpasousos)

o aganTauum

creayer puTuaare.

paaun oBnaaaw? oprasksaNT
na ssconoh oot uenHooTe?

~ osnagaar munp

OCYAIGCTANSET i NOGTASLK MOWHTOPHHT W HAZ30P 33 BUNGAHENHM SBOWX NoaSHA? Echi A TO Kakwie

ospasou?

peatuposai va nis?

AN CTAMYHOYOLINMH (A7 CASEXHG B AIN) 3KTOPIMN ROETSUIN TPASH NOFKAGET OprBAMIIN
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Npunoxene H
(o8naarensios)

PexoMenauuu no noaroTonke npasun

PraUILNK. Ko GG LINM ABROTER SHAYUING SARKE NOROKEHNS

i 3 orpan SO TopOUTOp

i npeRGRaAALX ApEISBHLX

B OB03EUHHIE MBI MAKCHMATLNGFO TORIFOGBOPOTE AT N BOBINGS

aterom
" aGechansus sorosri a orkoasHk s epuANOS.

Npumes
10002 O 10005,

socaun ansbaun i cienrapn
FpoRSETaanaS 5NN ATR T0F, 1O ApSEWRR O DG sspsm Y
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Rpunoxens |
(o8masrensos)

11 0bue nonoxenun
paspasorars noasun

peReEHS  BBOP 803MENHxETOR08 HBOPNHDABEHS,

PeEnBMHX OB AR, AKDOAL 8 USCTEX pORA)

& pasory no

e s oS T e e

nﬁnennn:u-uualei

R s s
[P RR—

19387 U ASKTERLHOETR N UABOPMHPOSIHIE!

13 Buewnne ssausoneicram
hviiu it s 98t e g s specosaimu: gt oo, B renmagsrymte

aBeuiawn opransauM nGTeGHTERA,

Pesynirars npuoneus pasan.

np woryTuenense-
. poxcuesaausm HCO 10002 4 MCO 10603

T, OBPTUBLAMKER el  BOTBOCOI W O3B HROL)



Conepwanme

6 Mnauuposasuee, npooKTpONME 4 paspaBaTKa
6.1 Onpegenerme uenei npasn.

62 CO0p w ouenKa wpopUaUMH
3

6.4 Mororonkanpasun
65 Noarotoa nosasareneh npouscea
66

6.7 NoA0T0BKA naa By TPHHIX | BHELLHWK BIAMNMOEACTEMNH
6.8 Onpagenere HeOBXoAUMX ecypoos

7 Bueapenve
8 Nogaepxanue n yryense
8.1 Cop aawsx

85 Moctoswoe ynywewne

FOCT P UCO 100012009

AL OpraMsaLH
10001,

Mpunomeie F (cnpasoios) CTpyypanpaan

necToNi

Dex1epaLI CCBNONHOMY HEXEa)HIPORHONY CTaKIZPTY
Buborpads
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pmnoxsans ¢
tcapaacunos)

CoSRAHMA © COOTASTCTAUM HALWOHANLHORD CTAHAAPTE

[P——— P ‘
‘ Mco 80002005 ‘ FOCT P HCO 80002008 Cucrewss MaHEIXHENTa KaNECTaA. OCHGRAG NONTAEHMR .
onosa




11 150 9001
21 150 9004.2000
81 150 100022004

a1 150 100032004

FOCT P UCO 100012009

Bunuorpaun

Qualiy managemen systems — Requrements

Qualy mansg
organizatons

ment — Customr satisaction — Gudaiines far complants handing n

ol
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YIK658.562 014:006 354 oKC 03.120.10

59

TNl 3aUNTEPECORANNL CTOPOH, YPEFYTAPORZHMG COPHX BONPOCOR W XANo, NNal SHYTPRHIUNK

g 10 sgmceme
oo 1 ymaces
s i T Syl

s oo ven 0 190 Tapan 683

o cTANATTNePM, 508 o . 4
iosonitars
i s ST SCTANRAPTINSSPY o B
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Baenetme

0.1 Oue nonowonus

HOCTIXGMHS Y0UNETBOPOHHOCTH NOTHECTENS. 3TH NPABMIA NPACTABSIOT COBOA ODBLIAMAR U COOTBOT-

=) TPSSTPSKGHYS BCSHUKIOBENIR XETOD NIOCPSLCTEOM MAENSHIS COSTBBTCTEYLK AT
HOCTNENAA YAOBNETROPRHIOCTH ROTDOGH

norpeGarens;

posart xanoby coounu cunaw

sercrayior norpeBArens ero wzanm 1

L c0 CTopows noTpeGUTenSH:

4O OPTaHH3LN 1O OTHOLIEHMO K NOTDECTONAM

0.2 Coamecrumocr ¢ UCO 9001 u HCO 9004

HOCTIONENWA YAOANSTROPEHHOCTH NOTPRGHTEnA. HACTORUWH CTaNAZPT MONGT BT TaI@ HNONL30RAN
Hesasucuo o UCO 9001 4 1ICO 9004

Npumavanua —

0.3 Coamecrumocn. cUCO 100024 MCO 10003

eans  Takn < apyrow. VCO 10001

it (e npunoxewne B
1CO 10002 cogepHT pexoMeNgaUKM 10 OBRALLEHAO C XaNOBAMA, OTHOCSIMMACS K MPORYKLIMA
opr
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salws ymawsiaiT

MCO 10003 conepKiT DEKOMEIALIM 10 YPOryAHPOBaKHO PaINGAACHF, CARSAWKAX C KENOBaMA,

croponan norpeSATens u
TapaHS GPTaHWILINA B0 X YAORIOTBOPSHIK.

0.4 Yraepxenus oTHOCUTBRLMA CoOMmETCTAMA

[BOKywoHTa. TIpA BUTOTHGHHA BCOX TPROOR2HAR, YCTAHOAOHHMIX HACTORLIM CTAAIAPTON, OPTaRWIALAR
ket wro norpeBTenn

Owano ca 10001, HacTosumy CTakgapTy.
cnagyar obarars.
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HAUWOHANLHLIM CTAHAAPT POCCUACKOW OEREPAUMYU

MEHE[XMEHT KAYECTBA

YaosneTaopasNocTs noTpe6uTones.

Qualiy mansgement. Customer sasacton
(Guidalnga fo codas o condut o rganzations

1 OBnacrs npumenenus

HaCToRLIMA CTaHAaPT CORGPXIAT POOMBHELIMA 10 INaHAPOBANO, NOSKTWPOBANMO, PAIPaBITHe,
Hacron.

i crangapr

‘aMeMENTOR P3N ATA PaITNLIX CPTANIASLIA

Npuueuanns

ke, 00pYA008HHE U OGPAEATBASILO HATEPAAT.

Tens i sanpaumaseNo .

‘AL PEKONENIALM 77 MANOTD BusHECa.
HaCToRLIMA CTWHAAET He COASPAT YCTaNORNGHNSI W PEANLHO AGHCTEYIOLIMK NPRBH ACCTXENMA

wenei 104K KONTPaKTOD. ON

n wna
1 HCUaTpS 58 10, 40 HaCTORMA CTAKADT KB MIDORAAA1A AR SBRTIOUEHIS IHTPAKTOR, OBRAATERLCTRR

Ausauei RoroRopax
2 Hacrosuiuh cTaHA3DT HaNB38REH Ha UCHENHENHS TPASHI AOCTAKEHHS YAGOTETSOOHHOSTH TETPSGATENS &
" neoaun

2 HopmaTuBHbie coainki

a " m

VCO 8000:2005

[—
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3 TepmuHbl u onpenenenun

i © COOTBTCTBY UMM OTpeZeneHMAMA

31 npasuna (aocTumenma norpe6uTens) (code). aarmisie
RoTPeGHTENIO (3.4) OpraKWIALMei (3.6) OTHOCATENSHO AOCTIHEHIR YAOBNETROPEHHOCTH NOTPOGMTE-
7n (3.5) cooTRETCTBYIOWINX CPeACTS GeCnever s

Nouuevanun

oBpauers e paTerama

sopenocr neTpatuTenTs.

no " onpeaenens yrounsr Tepusn, ApussReNHH 8 UCO 1000207 ek A3 ki
oprannasn MoeT BUCTyRATS TpeRCTaBHTET.

33
GO 10002 2004, craren 321
Noumen
34

Genegpuuusp u noxyna-
Mouneianns

TIPVILGHTERLHO K WACTORLGMY CTAKABPTY TSpMA 4NOTOGATONLS SKHOVET & CSOA TarKS RETCHUMANLHOFD
m.sm

Tepuns aaanrapor

23 ACO 9000:2005,2.35.

10BneTBOPeHHOCTS NoTPeGHTENA (customers). BocnpuATH noTpeBuTeNem (3.4) crencwn
BnORHENMS 010 TPEGOBANAH.

1 KanoB (3.3) MoTDSOATENEH REARGTCR O NOLAIETENEM HHANOH YACBNETSOPHSOETA FETPaBHTENGH

2 fa
s rsSneTspaN e eTseSenen
€O 9000.2005, cratun .1.4]

aaLn (organization): Fpynna paSOTHIXDR W NEOBXOAUMX COSACT € paCnpeREneHE
TRETCTAGHHOGTH, NOTHOMON 1 BIAMNOOTHOL

spewsense,

Noumevanue

Tepun amamupoRas w3 HCO 900612008, 3.1
4 PyKosoanue npMHLMNL

44 Ouwe nonow
B 04080 ADDEKTHBHOND W PE3YTITATHINOTO NNaHUPOSENHS, MPOSKIWPOBHNS, PAIPACOTRN, GHERDe-
i1, MORACPIEHAA W Yy SULEHIR P3SN NGKAT YSTHOR CTQACRANWE ADANLITAM, OPHSHTHPOBZNILIM Ha
o, e 45
.2 063

NpaBAA, 3 TaNKE BLONHEHHK CRONX DBRLZNT.
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43 Boamousioers

6
THBHOF0 yrpasnoHAS .
maumocTs
6

npasunax.
45 Hocrynwocts.

punoxexve D
46 CrocoocTs k pearwposanio

TopecOsaNHLX CTOPOM (ch. npATONEMHHS E).
47 Tounoeru

o ORGSR

48 Oruemnocrs,
et S ——
POLIEHME, NDHHRTLX B OTHOLICHAM P3BW.
49 Nocronuwoe ynyuwenwe

oo oprannsaumn
5 Crpykrypa npasun

5.1 Boegenue
i

paspaBorie, BueapeN, Crpyirypa

GBAIATONACTEO BLICLETD PYKOBOICTEA, PACTDEASTICHHE OTBOTCTBOHHOCTH # MOTHOMOSMH W MIOZIOTOBKY
NepCoHana Ha BCoK YPOBHAX OpraKMSAA.

(CoyicTypa paHn ADMHNA GaiTs OCHORANA K3 CHCTEME MENERXIBIT KAYECTEA W AYIUX CACTEMK

6 NnanupoBakHe, NPoEKTUPOBAHME U PaIpaBOTKa

6.1 Onpenenese uene npasun

Npuuananue— o o6pason

6.2 C60p u oueHKa uHbopMaLAM

© WEXaHIIV3 BOBIHIORENH CTOPHLIX BONPRCOD:;
- 1000608 yperyMPOBaHHS COPHLX BOTPOCOS;

o7c5 Ranule npasna;

- HeOXOMHIMLIX POCYPCOB  APYTWK YCTODMA AT YDOTyUDOBaNAA CIOPHSIX BONIPOCOB G NOHOLIO
npasi;

PoLIEHR CTIOpHLIX BOTPOCOR.
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Nounes

S——

BB AGATSNHOLTH AN POXOMEHRALAN, yuH7LIBIOLNG IOHTOPHN, HEOCACAAMLS DN

raun noasun,

o

[17% OprANA3ALM BXO NONYITS # OLSHMBATL BXORHIE AZKNLI OT JaUNTERECOBIMHSIX CTOPON
5

6.4 Noarotoska npasun

TaknnoTpe-
Gurenen;
~ ot

6
CBR3aKHE C ITHM OBGUMASN OTDIHUAOHS,

8 npasunax.

nounes
. Ca. perouenaaLyA s UCO 10002 4 GO 10005

TpeCosamus,

KomypenL

of

AMOCTH X KoppeKTI
.5 oy

0B

ipouk.
AroTosKa noasarene# npo
‘OpranmauuA AQMHA pAIpABOTATL KAUGCTRBHNAIE WIH KOMMSCTBGHHLIE NOKASATENM NPOLGCEa ATA

Mpuueuanus—

epis npeRETaRNANM B PEATOXENAM A

P npasun, a Takxe

vy [
UeAyp GyayT PANUASATLCA © SABMCHMOCTH OT GW1a NPABHI 4 ODIAMATAUAF, WX MDAMEHROULNK
npoieayp He somK pyran
OBssaTensmu TPOGOBANM

Npuuenann

- amopuuposanne RoTpeCTansit o npssunax

~ oByueie cooTserereauoronepconans npaskna,

© DorcTpaLR 3300008 1 X706 CORaaHNI  TpaSHAB

‘OpranmauA AOMKHA PAPABOTAT AN OGECTGUSHIA AOCTYTHOCTH NPAZHN W CARSZMIOH C NI

PeamaL (cw. npuTOKEIHE ).
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6.8 OnpenenekMe HeOGXoRMMAIX pecypcor

yuiopba
(HaNPUMED, KOMIEHCAUA NOTPECTENO). PECyPCal BICONAIOT § COBA: NEPCoNan, NOATOTOBKY. APOLERYPS,

FpaMHI0@ OBRCNEYBIHE H KOMTLIOTEPL, GIaICH,

7 Brenpenme

Ha COOTETCTBY 10X YPOBHSX OPraHKIaLIS AOTXHa:

2) NPUMGATS COOTBRTCTEYIOLE NROUSAYPH, 3 TAKKG NNaN BHYTPENHIX 4 BHELINAX B32UMORGI
cran

b) OBoCnewBaTS COOTBBTCTBYIOLIHE MEPHI 0 BOTMELISHAG YLLEPa NOTPOGHTENIO (KATDAG, KOU-
newcaLb),

5]

Oprasausa goma
Sy e L T pa s

el 1EPaX N0 BOAMBLLEHITO Y1LePEa.
8 Mopaepkanue u ynyuwenue

81 CGop panmsix
TpeSyemyio

W 3aMCH, B COOTBETCTBNM C Pa3enaM 6 1 7
Ouenka Bumonwenmn npasin
(OpraiH3aLIA AGRXNA Ha PRTYAAPHO # CHCTEWATIAMECKDH OCHOBE OUGHABATS BLMOMNENHE NpABH:.

Wi, COROPKALXCA 8 NpaBHa.

Reuh, 3

Npuuens

Lerone 1 Wory i T3 oMo AR

Ha e TONLKO ANA GNRANGWAA CIaCLIX MOCT NDH P3PACOTHD W BHSTPOWMA NPABAN, HO TaKE AN
RewoHCTpaWM
npasis.

8.3 YaoaneraopemnocT npaswnamm

woct Tlow atom oryr
noTpeCuTene# M ApyIve HeTORM.

Npuuen
30UMOREHCToNS OpraMISaLM © TOTPETHTENGM 8 CODTSETETENA € TEABRAMN, GEMN ST0 HE NDBTHSGPONT BHOHORS
oy




