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1. O6wue nonoxkeHna
1.1. HactoAawmn ookymeHT (aanee - TpeboBaHuMA) pa3paboTaH BO UcnonHeHne Ba3oBoro ctaHAapTa
3aWMTbl MPaB M MHTEPECOB PUIMYECKUX U OPUANYECKMX AUl - noayyvatenen GUHAHCOBLIX YCAYT,
OKa3blBaeMbIX UY/JEHAMW CaMOperyampyembiXx oOpraHusaumMn B cdepe PUHAHCOBOrO PbIHKa,
06beANHAOWNX MUKPOPUHAHCOBbIE OpraHM3auum (ganee - basoBbiM CTaHOAPT), YTBEPXKAEHHOrO
baHKom Poccun.
1.2. CoTpyaHukom, ocywecTtsaawowmm B KomnaHum paboTy ¢ obpauweHuamu KnmeHTtos, aBnfetcs
OTBETCTBEHHbI COTPYAHUK NO PacCMOTPEHMUI0 obpalleHnin nonyyatenen dmMHaHCoBbIX ycnyr (aanee —
OTBETCTBEHHbI COTPYAHMK).
1.3. Bce obpauieHuns, nogaHHble B KomnaHuio, nognexart ob6A3aTe/lbHOMY pPacCMOTPEeHUto, 3a
NCKNIOYEHNEM ClyYaeB, NPeaycMOoTpPeHHbIX B N.3.6. OTKa3 B npueme obpaLleHuii He gonycKaeTcs.
1.4. Bce nocTtynuslLMe NMUCbMEHHble 0bpalleHua (BK/OYasA 3JIEKTPOHHbIE) noanexat obsasaTenbHoM
pernctpauum B XypHane pernctpaumnm obpaiweHuin KnnerHtos (Mpunoxenune Nel.1).
1.5. CpoK paccmoTpeHua obpaweHns KomnaHuen He [ONXKEH MNPEeBbIWaTb CPOKM, YCTAHOBJ/IEHHbIE
basoBbiM cTaHaapTom. bonee noapobHana MHPOPMALMA O CPOKAxX PAacCMOTPEHUA oTpaykeHa B n.4.1.6.
HacToAwWwwmx TpeboBaHWA.
1.6. JaHHble TpeboBaHUA ABNAIOTCA AOKYMEHTOM NyBAMYHOrO XapaKTepa n nognexart obasaTesibHOMy

pasmeLleHMIo Ha oduUMaNbHOM caiiTe B ceTu MHTepHeT no agpecy: https://mkk-avans.ru 8 pasaene

«MHPopmauma», nogpasaen «OKYMEHTbl U CBUAETENBLCTBAY.

2. OCHOBHbIE NOHATUA
HanpaBneHHoe yKasaHHbIM B n. 3.1. HacToawmx TpeboBaHuit cnocobom B

MUKPODMHAHCOBYIO OpraHM3auMilo noaydatenem puHaHcosom ycayrm/
npeactaButenem noayyatens puHaHcoBom ycnyrm, BaHkom Poccum nam nHbim
O6pauweHune
YNONHOMOYEHHbBIM OPraHOM WU /IMLOM 3asaBNeHue, Kanoba, npocbba nam
npeanoXeHne, Kacaloleecs OKa3aHMA MUKPOODUMHAHCOBOM oOpraHu3aumen

bUHAHCOBbIX yCnyr

OdunuymnanbHbIN
buu https://mkk-avans.ru

canr

dusnyeckoe nMUO (B TOM 4YuC/Ne 3aPErnMCTPUPOBAHHOEB KayecTse
MNonyuartennb MHANBMAYANIbHOTO NpeAnpPUHUMATENA) UK OPUAMYECKOE NULLO,
dunHaHcoBoI obpaTtuslueecA B KomnaHuio c HamepeHnem MnoJly4ymTb, Noay4yatollee Unm
ycnyru nonyymsliee GUHAHCOBYIO yCayry
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dusmyeckoe MUo (B TOM 4UMCNe 3apPerncTpMpoBaHHOEB KayecTse
MHANBUAYANbHOIO NpeAnpPUHUMATENA) UK OPULMYECKOE NULLO,
KnueHnt
obpaTtuBlieeca B KomnaHMo ¢ HamepeHnem MoJly4ymTb, Noay4YatoLLee Uam
nonyumslee GUHAHCOBYH YCAYry
KomnaHus «MKK ABAHC» (O00)
O6ocobneHHoe nogpasaeneHne KomnaHum, B KOTOPOM OCYLLLECTBAAETCA
KOHCynbTUpoBaHue KnneHtoB, odopmneHve [A0roBOpOB MUKPO3alima,
O6ocobneHHoe
noraweHue 3a40/1KeHHOCTM N0 A40r0BOpPaM MUKPO3alima. MNoHbIN CANCOK
nogpasgeneHue
060c061eHHbIX NogpasgeneHnit KomnaHuu pasmelleH Ha oduLMaIbHOM
KomnaHuun
cante KomnaHuu B pasaene «Agpeca oducos» no agpecy:
https://mkk-avans.ru/offices/

MHble NOHATMA 1 TEPMUHbI UCNOJIb3YHOTCA B 3HAa4Ye€HUU, onpeaeeHHom ba3oBbim CTaHAaQPTOM, a Npun nx

OTCyTCTBMUAN B basosom CTaHOAapTeE - B 3HAY€HUU, UCNOJIb3yemom B COOTBeTCTBleIJ.I'eﬁ oTpacaun

3aKoHoAZaTenbCcTBa Poccuiickon Pegepaunn.

3. MopAapoK npeabABAEHUA KNMeHTaMu obpalyeHui

3.1. KnueHT BNpase ocTaBuUTb 0bpaLleHmne Nt0bbiM YA0BHbIM AN HEro cnocobom, a UMEHHO:

3.1.1.

3.1.2.

3.1.3.

B YCTHOM popme:

no Homepy ropayein AMHMM KomnaHum 8-800-302-8333;

B O6ocobneHHOM nogpasgeneHnn KomnaHuu;

B 9/1EKTPOHHOM BUAE:

Ha opumumanbHom caite KomnaHum B pasgene «O KomnaHun», B pasgene « KOHTaKTbI»,
B noJsie «3afaTb BOMPOCY;

B YaTe Ha odnuManbHOM calite KomnaHuu;

yepes Viber B nabnmke «ABaHc»;

Ha 0dMUMANBHbBIX CTPaHMLUAX KOMNAHWM B COLMANbHbIX CETAX;

B MMCbMeHHOM popme:

nocpeacTBom nouThl, No agpecy: 650992, KemeposcKas 061., r. Kemeposo, Knuposa yn,
aom 14, opuc 5;

nyTem 3ano/IHEHUA YCTAHOBAEHHOW GOpMbl 3aABNEHUA NPU ANYHOM ObpalleHun B

O6ocobneHHoe nogpasaeneHne KomnaHumu.

3.2. Ob6paweHuns KnmveHToB, NogaHHble B NMUCbMEHHOW dopme (Ha ByMarKHOM WAM 3N1EKTPOHHOM

HOCUTENE) AONXKHbI CoAepKaTb:
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Ana KnueHTtoB-pU3MUECKUX nuy, Ana KnuneHTtos-ropnanyeckmnx nuy,

e  ®damuaunio, UMa, oT4eCTBO (Npun e [loHOe HanmeHoBaHUe KnneHTa
Hannuum) Knnexta

e [louToBbIN agpec KnneHTa ans ¢ MecTo HaxoxaeHuna KameHTa
HanpaBaeHUA oTeeTa

e JlnyHyto nognucb Knnenta e [lognncb yNnOAHOMOYEHHOTO

npeacrasuTena KnneHTa

. [laTy HanucaHua obpaleHuna

. KoHTakTHble TenedpoHbl KnneHTa

. Homep gorosopa, 3akntoueHHOro mexay KnneHtom n Komnanuen, apastoLerocs
Temol obpaleHunn

. MN3noxeHue cywectsa TpeboBaHNM 1 GaKTUYECKUX 0BCTOATENLCTB, Ha KOTOPbIX
OCHOBaHbl TpeboBaHMA, a TaKXKe A0Ka3aTebCTBaA, MOATBEPKAAIOLMNE 3TH
obcTosTenbCcTBa

d Konuu AOKYMEHTOB, NnoATBEPKAAOWNX U3NN0KEHHDbIE B o6pau.|,eva| obcToATenbcTBa

. HanmeHoBaHue opraHa, goaxHoctn, PNO paboTHMKa KomnaHum, gelictens
(6espericTBME) KOTOPOrO O6XKaNyOTCA

. MHble cBeaeHns, KoTopble KANeHT cunTaeT HeobXoANMbIM COOBLLUTL

. Cnocob HanpassieHnsa otBeTa KAneHTy (Ha NOYTOBbLIN aApec UK SNEKTPOHHbIN agpec)

3.3. Ob6pauweHus, oTnpas/ieHHble KAMEHTOM B 3N1EKTPOHHOM BMAE, NMOANEXKAT PAaCcCMOTPEHUIO MO
CYLLEeCTBY TONbKO B C/lyyae MOANWCAHUA TaKoro obpaweHuns KAnMeHTOM 3/1eKTPOHHOW MoAnucbio, B
nopsake, onpeaeneHHom O6WMMM YCNOBUAMM A0OrOBOpa NOTPEOUTENbCKOrO 3alima.
3.4. B cnyyae HanpaBneHus obpalieHusa oT umeHn KnneHTa ero npeacrasutenem KomnaHus Bnpase
He OTBeYaTb Ha Takoe obpalleHre, ecin He NpeacTaBieH AOKYMEHT, NOATBEPKAAOWMIA NOAHOMOYMA
Ha OCyLLEeCcTB/IeHME AeNCTBUI OT UMeHU KnneHTa. TakKumm AOKYMEeHTaMK ABAAIOTCA:
« 0418 pU3UYECKUX AUY;:
1) npoctaa nNUCbMeHHaA [OBepeHHOCTb, odopmneHHas KnaneHtom B 060c06NEHHOM
nogpasgeneHnn KomnaHum B cootTBeTcTBnmM ¢ O6LLMMM YCNOBUAMM AOTOBOPaA NOTPEOUTENBCKOTO
3aiMa, yTBEPKAEHHbIMKU B KOMNaHuK,
2) HoTapuanbHO 0pOpPMIEHHAA AOBEPEHHOCTD,
3) peweHue cyda 0 NPU3HAHUKN NLA HeaeecnocobHbIM (OrpaHUYEeHHbIM B AeecnocobHocTU) u
HOTapMaNbHO 3aBePeHHAA KONWs peLleHMa OpraHa OneKn U NoNeYmuTeNnbCTBa O HasHAYeHMM AnLa
oneKyHoMm (noneuuTenem);
« 0014 topuduyeckux auy: opopmneHHaas B COOTBETCTBMM C 3aKOHOZATENbCTBOM Poccuiickoi

depepaLumm [OBEPEHHOCTb, 3aBEPEHHAA NeYaTbio NosyYaTens GUHAHCOBOM yCayrun (Npu ycaoBum
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€e HaAuums COornacHoO y4ypeauTesbHbIM AOKYMEHTaM) W NoAMMCAHHAsA PYyKoBOAUTENEM
nonyyatens GUHAHCOBOM YCNYTH.
3.5. Mo npuvynHe HEBO3MOXHOCTU NPOBEPKM [AOKYMEHTA, MoATBeprKaalowero noJAHOMOYMA
npeacrasuTens, obpalieHma npeacrasmutenet KnMeHToB, NnogaHHble B 3N1€KTPOHHOM dopme, a TaKkKe
yepes TenedpoH ropaven IMHUM KomnaHum, He NPUHUMAKOTCS.
3.6. KomnaHuA BnpaBe OTKas3aTb B PacCMOTPEHUN obpaleHMa KAnMeHTy no CyLecTBy B C/leAyroLnx
CNy4vanx:

3.6.1. B obpaleHnM He yKasaHbl MaeHTUGUUMpPYOWMEe nonyyatena GUHAHCOBOM YyCayru
NpU3Haku (B OTHOLWIEHUM nosydatena ¢GUHAHCOBOW YCayru, aAsaatoweroca ¢GU3NYECKUM INLOM,
bamnnuna, MmaA, oT4ecTBo (NPW HaNMYMK), aapec 3NEeKTPOHHOW MOYTbl, eCM OTBET A0/KEH OblTb
Hanpas/ieH B Gdopme 3NEeKTPOHHOro AOKYMEHTAa, MM MOYTOBbIM aApec, ecnvM OTBeT AO0MXeH ObiTb
Hanpas/ieH B MUCbMEHHOM ¢dopme; B OTHOLIEHUM Moay4daTensa GUMHAHCOBOW YCAYrU, ABASIOLLErOCS
IOPUANYECKUM NULLOM, MONIHOE HaMMEHOBAHME U MECTO HaXOXAEHMA IOPUANYECKOro NnLa);

3.6.2. oTCyTCTBYET NOANUCb YNONHOMOYEHHOIO NpeacTaBuTena (B OTHOLWEHUWN PULUYECKUX
mu);

3.6.3. B obpalleHnn coaepratca HeueH3sypHble IM60 OCKOpOUTEIbHbIE BblpPaXKeHUA, yrpo3bl
nmyuectsy KomnaHum, MMyLLECTBY, *KU3HU U (MNN) 300p0BbIO0 PaBOTHUKOB KOMNaHWK, a TaKKe Y/1eHOB
nx cemen;

3.6.4. TEKCT NUCbMEHHOIO 06paLLLEHMA He NOAAAETCA NPOUTEHUIO;

3.6.5. B obpalleHnmn cogepKMTCA BONPOC, Ha KOTOPbIN Noay4yaTento GMHAHCOBOM yCAyrn paHee
NpeaocTaBAAACA MMCbMEHHbIN OTBET MO CyLWeCTBY, U MPW 3TOM BHOBb MOJly4eHHOM ObOpaleHUn He
NPMBOASATCA HOBble A0BOAblI MAW 0OCTOATENLCTBA, O YeM YBEAOMASETCA /NLO, HanpasBuBLIEe
obpauleHune.

3.7. B cnyyasnx, yKasaHHbiXx B n.3.6. Hactoawmx TpebosaHui, KomnaHua coobuwaetr KauneHty B
OoTBETHOM coObLEeHMNn O HepocTaTKax obpaleHuA, MNOCAYKMBLUMX OCHOBaHMEM AnA OTKasa B
paccmMoTpeHnM obpaLleHMaA Mo CyLLEeCcTBY.

3.8. B cnyyae BO3HWKHOBEHUA Y KOMNaHMM COMHEHWI OTHOCUTENBbHO NOAJAMHHOCTM MOAMUCK Ha
obpaweHnn KnneHTta nnm nonHomoumin npeacrasutena Knnenta Komnanua nHoopmunpyet Knmnenta o
pUCKe nonyyeHua MHPopmaumm o KnveHTe HeynonHOMOYEHHbIM Anuom. Takoe nHGopmMUpoBaHMe
npoussoaunTca B popme, BbibpaHHOM KomnaHuen.

3.9. ®dopma oTBeTa Ha yCTHble obpalieHna onpeaensetca KomnaHuel n goBoanTCa 4O CBeAeHUs
KnuneHTta. 910 MoXKeT 6bITb TenedOoHHbI 3BOHOK, CMC-CO0bLLLEHNE, COOBLLEHNE B MecCeHaKepe.

3.10. dopma oTBeTa Ha NUCbMEHHble obpalleHUsa (BKAOYasA 3N1EeKTPOHHbIE) onpeaenseTca cnocobom
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noly4eHmA Takoro obpaLeHmna (MTMCbMEHHO MY SNEKTPOHHO) 3@ UCKNOYEHMEM 0bpaLLLeHMIA, B KOTOPbIX
KnneHtom onpepeneHa popma oteeTa (Ha NOYTOBbIM UM SNEKTPOHHbIN agpec KnveHTa).

3.11. NMpwn oTnpaBKe B 31eKTPOHHOM Popme OTBETOB Ha ObpalleHus, coaeprkaline nepcoHasbHble
faHHble KnveHTa, u/vnm TaHy onepauuii KnneHTa, moryT 6biTb MCNO/b30BAH TO/IbKO 3/1EKTPOHHbIM
agpec KnveHTa, yKasaHHbIM KaneHTom B aHKeTe npn 0dopMIeHMM A0roBopa Ha OKasaHne GpMHAHCOBbIX
ycayr, nan B 3aaBneHnn KnmeHta Ha nameHeHue nepcoHasbHbIX AaHHbIX KnveHTa, nogaHHOM MM B
0O6ocobneHHoe nogpasaeneHne KomnaHuu.

3.12. Ob6paweHne, B KOTOPOoM obKanyeTtca cyaebHoe pelleHne, BO3BPALLAETCA ULy, HanpaBusLLeMy
obpauleHue, ¢ ykaszaHMem Ha cyaebHbIi nopaaoK 06XKanoBaHUA AaHHOIO cyaebHOoro pelleHus.

3.13. ObpaweHna KnneHtoB B KomnaHuo, MX KONUU, AOKYMEHTbl MO MX PACCMOTPEHWUIO, OTBETbI
ABNAOTCA KOHPUAEHUMANbHbIMKM, KPOMeE C/Ay4aeB MOJIyYEHUA 3anpocoB OT YNONHOMOYEHHbIX
rOCyf4apCTBEHHbIX OPraHOB  MECTHOrO  CaMOYMpaB/ieHWUs, CaMOPEryinpyemor  opraHusaumm,
Kacatowmxcs nonyyatena GUHAHCOBOM ycayru u (unum) ero obpaleHus.

3.14. NucbmeHHble 0bpaLLeHUA (BKIOYAA 3NEKTPOHHbIE) U AOKYMEHTbI MO MX PACCMOTPEHUIO XPAHATCA
KomnaHuew B TeueHune 1 (o4HOro) roga ¢ AaTbl MX pernctpaumm B « KypHane pernctpaumm obpalleHuninm.
4. MopAapoK paccMmoTpeHun obpalieHuii

4.1. PaccmoTpeHue nocTynueLiero obpalleHma Npon3sBoanTCA B CieAyHoLWeM NopagKe:

4.1.1. NoctynueBwee nMCbMeHHoe obpalweHne nocne ero peructpaumm B HMypHane
perucTpauum obpaleHuin (He nosgHee cnepytouwero paboyero gHA Nocae NOAyyYeHMA obpalleHuA
KomnaHuewn) nsyyaetca oTBETCTBEHHbIN COTPYAHUKOM, KOTOPbIN NPUHMMAET PeLIEHME O AOMYCTUMOCTH
paccmoTpeHma obpaleHus. NepeyeHb OCHOBAHM, MO KOTOPbIM B PACCMOTPEHUN 0BpaLLEHNA MOXKET
6bITb OTKa3aHoO, yKasaH B n.3.6.

4.1.2. Ecnv obpalleHre He NOANIEXUT PaCCMOTPEHMIO MO CYLLECTBY, OTBETCTBEHHbIM COTPYAHMK
BMpaBe NUCbMEHHO Kn3BecTUTb KaneHTa uam ero npeacrasutens O HEBO3SMOXHOCTUM PacCMOTPEHMUA
obpaweHns, ¢ coobuweHnem NpPUYMH, HaA OCHOBAHUM KOTOPbIX ObOpalleHWe He MOXKeT ObiTb
paccmoTpeHo.

4.1.3.0TBETCTBEHHbIA  COTPYAHUK BCECTOPOHHE U MNOJHO WUccnenyeT 06CTOATENLCTBA,
N3N0XKeHHble B 06paLLeHMn 1 No pe3yabTaTaM pacCMOTpeHMA GOpMMPyET OKOHYATE/IbHbIN OTBET.

4.1.4. OTBETCTBEHHbIA COTPYAHMK 006M3aH COCTaBWUTb OTBET Ha MOCTynNuBLUEE K Hemy
nucbMeHHoe obpalleHue B TeyeHwe 12 (ABeHaguaTv) paboumx AHEW € AaTbl €ro perncrTpauum B
«XypHane peructpaunmn obpaweHnin», ogHaKo B 1t06OM cyyae He No3gHee, Yem CO CIeAyIOLLero AHA
nocne MUCTeYeHUA NpPeaenbHOro CPOKa ANA perucTpauum obpauieHua B «XKypHane perucrpauuu

obpalLeHnin».
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4.1.5.B cnyyae ecnm KnneHT He npeaoctaBun nHpopmaumio n (Mnm) AoKYMeHTbl Heobxoammble
N [OCTaTOYHble A/1A PacCMOTPeHMA obpalleHMA Mo CyLecTBy, OTBETCTBEHHbIM COTPYyAHMK 06A3aH B
TeueHue 12 (aBeHaauatv) paboumx AHeN 3aNpPoCUTb Y NoayyaTena pUHAHCOBOW YCAYrU HeAOCTaloLyo
nHbopmaumio 1 (Man) goKymeHTbl. Mpy aTOM B ClyYae NpeaocTaBAeHUs HegocTatowen MHGopmauum u
(nnn) pokymeHTOB Nony4yatenem dpuMHaHCcOBOM ycayrn KomnaHua obasaHa paccmoTpeTb obpalleHue B
TeyeHue 5 (NaTn) paboumx gHel ¢ AaTbl NONYYEHUA 3aNPOLWEeHHOM MHPopMaLmn 1 (MAKn) LOKYMEHTOB.
4.2. Mopg npoueaypon paccmoTpeHua obpalleHnint NOHMMaeTcA YyCTaHOBAEHHbIM KomnaHmnen nopAagok
OeNCTBUIN, B paMKax KOTOPOro OTBETCTBEHHbIN COTPYAHUK OCYLLECTBAAET CaeayloLee:
B NPOBOAUT AeTasibHOe pacciefoBaHUE;
B 1MCNo/b3YyeT 414 NOAFOTOBKM OTBETA Ha obpalLeHne TONbKO OPULMANbHBIE UCTOYHUKN
nHpopmaymm;
B COCTaB/AET OTBET Ha obpalLeHne Ha BymaxkHOM Hocutene, nNo TenepoHy Unu B BuAe
3N1eKTPOHHOro coobLEeHNs
4.3. OtnpaBKa oTBeToB Ha ObpalleHne KaneHTa nponssoauTca caeayowmm obpasom:

4.3.1.MncbmeHHbIN OTBET A0AXeH 6biTb noarotoBneH Ha 6naHke KomnaHuu, noanucad
YNO/IHOMOYEHHbIM COTPYAHUKOM U 3aperncTpmpoBaH B HypHane permcrpaumm obpalieHuii.

4.3.2. NINCbMEHHbIN OTBET MOXeT ObiTb nepegaH KnneHTy unm ero npenctaBUTENHO Ha
NOYTOBbIM aApPeC, SNEKTPOHHbIN aapec.

4.3.4.Mepepava KnneHty otBeTa Ha BymarKHOM HocuTese Ha MocTynuBliee obpalieHne Ha
6ymaxKHOM HocUTesie NPON3BOAMUTCA:

- MO noyTe 3aKa3HbIM MUCbMOM C yBeAOMJEHMEeM MO aapecy, yKazaHHOmy KaueHTom npwu
odopMneHMn OoroBopa Ha OKasaHWe (GUMHAHCOBOM ycayru uan B 3asaBneHuM KnmeHTta Ha
M3MeHeHMe NepCoHaNbHbIX AaHHbIX KNINeHT];

- NyTem BPy4YeHUs IMYHO B PyKK Npu Busnte Knmenta/npeacrasutens KnnerHta 8 ObocobaeHHoe
nogpasgeneHne KomnaHuu (ecnn Takoh BapMaAHT nepefaym ABHO yKasaH KnveHTom B
obpalueHun).

5. 3aknountenbHble NONOKEHUA
5.1. KomnaHus BnpaBe U3MeHATb 1 AONONHATb HacTosiwme TpeboBaHMA N0 CBOEMY YCMOTPEHUIO.
5.2. [eicTtytowan pegakuma TpeboBaHUI B AeHb ee yTBEPKAEHMA pa3melLaeTca Ha calite KomnaHuu

B ceTu MHTepHeT no agpecy https://mkk-avans.ru , a Tak»ke Bo Bcex 060C06/1€HHbIX NOAPA3AENEHUNAX

KomnaHum.
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*ypHan peructpaumm obpaiieHuim

MpunoxeHne Nel.1

Aarta
peructpauum

BxopgAwmii Ne
obpalieHus

®UO0/HaumeHoBaHue
opraHusauum

J[ara orBeTta

Ucxopawmii
Ne oTseta




