Ms PA MYSTERY SHOPPING
PROFESSIONALS ASSOCIATION

CoznaweHue o npumeHeHuu Kodekca npogheccuoHasribHbIX
cmaHOapmoe u amuku MSPA dnsi maliHbix noKynameneu

HeatenbHocTb Accoumaumn nposangepoB ycnyrn «TanHbii nokynatenb» (MSPA) HanpasneHa Ha ynydlleHue kayecTsa
AaHHOW ycnyrn n OOCTWKEHWE Haunyyliux pesyrnbTaToB UCMOMb30BaHUSA MeToAa «TanHbii nokynatenby». OCHOBHOM Lenbio
Accoumnaumn sensetca obecneyeHne cobnoaeHns BbICOYaNLLNX CTAHAAPTOB M 3TUYECKUX HOPM. [Ns NOBbILLEHUS LIEHHOCTH,
penyTaumu 1 CTUMYNUPOBaHMUSI UCNONb30BaHWSA YCnyrn « TalkHbIA NOKynaTenby BaXHO, YTOObI MH(OpPMaLMs O AaHHOW ycnyre B
TOYHOCTW [OBOAMNAch kak A0 GM3Hec-coobLLecTBa, Tak U A0 LUMPOKON O6LWEeCTBEHHOCTH, C COBMNOAEHNEM COOTBETCTBYIOLLIETO

3aKoHo4aTenbCTBa, HOPM 1 npasun.

MSPA oxugaeT OT CBOMX YMEHOB M TaWHbIX MOKynatenenw cobnogeHus MPUHLMNOB YeCTHOCTM, npodeccroHanvama,
CcrnpaBeanMBOCTN U KOHMAEHUMANbHOCTM ANs 3alWuTbl MHTEPecoB OOLLECTBEHHOCTM U COBCTBEHHbIX KIMWUEHTOB, B LENsX
npoaBwmxeHnss [obpocoBecTHOM AenoBol npaktukn. Ona atoro MSPA noowpsieT nonyvyeHne TanHbIMM MOKynaTensiMu
CepTtudukata MSPA.

Accounaumsa npoBavigepoB ycnyrn « TaHbin nokynatens» yctaHosuna Kopekc npodeccmoHanbHbiX CTaHAAapTOB TalHOIO
nokynarensi, 4Tobbl rapaHTupoBaTb cobnogeHne BCEMM TalHbIMM MOKynaTensamu, COTpyaHuYawwmmy ¢ dneHammn MSPA,

cneayrowmnx npMHUMNOB:

—  [MpuvHuMNuanbHO NpUOEPXUBATLCS OCHOBHbIX Lenen Accoumaumun - yhydleHWsl KayecTBa YCnyrm W OOCTUXKEHUs
HaunyyLnx pesynbTaToB UCMONb30BaHNA MeToaa « TalHbIv NoKynaTenby;

—  OcyuecTBnaTb NpoBepku « TalHbIi NOKynaTenb» YeCTHbIM 06pa3oM C COBMOAEHNEM STUYECKUX HOPM;

—  OcyLecTBnsTb NpoBepkn «TalHbIA NOKynaTenb» B COOTBETCTBUM C YCTAHOBMEHHbIMW Npouefsypamu v npasuiiamu,
NpUHATbIMK YneHamy MSPA,;

—  CnocobctBoBaTh poCTy AoBeEpUs B OOLLeCTBE K MeToay «TalHbI NoKynaTenby» M NOOLPSATb COTPYAHUYECTBO B AAHHON
cchepe;

—  YBaxartb 4neHoB MSPA, knneHToB 1 00LWECTBO B LIENOM.

Kpome Toro, mbl cornacHbl cobntogath crnegytowiue NpaBuna aTUYECKoro NoBeaeHus:

— % cornaceH oCyLLecTBNSATL BCe NPOBEPKM HaumyyLwM ob6pasom B Mepy CBOUX BO3MOXKHOCTEN;

— 5 cornaceH ocyLLecTBNSATL BCe NPOBEPKM Y€CTHBIM 1 NPoeCCHMOHarbHLIM 06pasoMm;

—  # cornaceH npegocTaBnsATh BCE OTYEThI B YCTAHOBIIEHHbIN CPOK UMK paHee;

— 4 cornaceH cobntogaTtb Bce COrnalleHns 0 KOHUAEHUMANBHOCTY;

— A cornaceH HeMearnieHHO YBeOOMMsATb MpoBanaepa ycnyrn «TalHbld nokynaterb» B Cllydyae HEeBO3MOXHOCTU
OCYLLIECTBUTb NMPOBEPKY MO NGO NPUYMHE;

— 5 cornaceH CBOEBPEMEHHO OTBeYaTb Ha BCE AOMOSHUTENbHbIE TENeOHHbIE 3BOHKU MU COODLLEHNS MO 3NEKTPOHHOM
rnoyTe, CBsi3aHHbIE C NPOBEpKaMM;

— % cormaceH XxpaHuUTb OyMaxHyld OTYETHOCTb B TEYEeHWe nepuoda, YykasaHHOro npoBakaepoM ycnyrn «TawHbIi
nokynatenb», Ha clyyaid, ecnu y KnueHTa BO3HUKHYT kakve-nmbo Bonpockl. A He Byay OcCyLecTBnsiTbL NPOBEPKY A0 Tex
rop, noka TLiaTenbHO He O3HAKOMIOCh C KaXAblM BOMPOCOM aHKETbl M MHCTPYKUMEN OT npoBavaepa ycnyrn «TanHbIn
nokynaTenby;

— 4 He 6yay danbcuduLmMpoBaTh UN NPeacTaBnsATb HEAOCTOBEPHLIE OTYETHI;

— A He 6yay npocuTb Mnu noByxaaTtb Mobbix NUL HapywaTb AOroBOpbl KOHUAEHUMANbLHOCTA C ApYrMMU vpMamu, ¢
KOTOpbIMU T€ COTPYAHMYAIOT B KAYECTBE TalHbIX NMOKynaTene;

—  # He byny ucnonb3oBaTb cpeacTBa mMaccoBon uHgopmaumnm MSPA gna nybnvkaumm xanob Ha npoAaBLOB, KITMEHTOB,
TavHbIX MOKynaTenen Wnu npoBavAepoB ycnyrn «TawHbI MoKynaTenb», 3a MWCKITIYEHUEM Crly4aeB, CBS3aHHbIX C
NPOLIECCOM NMULLEHNS CeEPTUUKALIK;

—  # He Gygy AenuTbCsa C APYrMMU nMuamn MHOpPMaUmMen 0 TOM, Kakasi KOMMaHUs OCYLLECTBNSIET NPOBEPKM ANs TeX Uim

WHbIX KIMNEHTOB;
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— £ He Byay penuTbCA C APYrMMY MLaMn MHPopMaLmMen 0 BO3HarpaxaeHysax 3a NPoBepkN 1 BbINfaThbl N0 TEM UMW UHBbIM
KMueHTam;

— £ He b6yay menuTbCa C OpPYrUMUM Nuuamu pesynbTaTaMu MPOBEPOK B LEMSIX COXpPaHeHUsi KOHduAeHUMansHoCcT! Ans
KIMUEHTOB;

— £ He Byay ocywecTBNSATbL NPOBEPKVA NOA BO3AENCTBMEM HeneranbHblIX HapKOTUYECKUX cpeacTs, NMOO npeanucaHHbIX
neKkapcTB, KOTOPblE MOTYT NOBMMSATH HA MO AEEeCNOCOBHOCTL;

— £ cornaceH He HaxoAMTbCA B COCTOSIHMM anKoronbHOrO OMbSAHEHUS W He MUTb anKorofbHbIX HANWTKOB CBEpX npegena,
YCTaHOBMEHHOr0 MECTHbIM 3aKOHOAATENbCTBOM, a Takke He MpeanpuHUMaTb HUKaKuX AEeNCTBUMA BO BpeMs NPOBEPOK
«TalHbIl NOoKynaTenby», KOTOPbIE MOTYT HAHECTU PU3NYECKUI yLLep6 MHEe Unu ApyrvMm ;

— £ He Byay cBA3bIBaTLCA C KNMEHTOM Hanpsmyto 6e3 paspelueHns npoeangepa ycnyrn « TaHbli nokynaTenby;

— £ He Byay HapywaTb HOpManbHbI pabounin NpoLecc B NpoLecce NpoBepok (He Byay ycTpanBaTh CLEHbI);

— £ He Byny o6bABNATEL cebs TaHbIM NOKynaTeneM B opraHv3aummn, NpoBepKy KOTOporn Byay OoCyLLIeCcTBASATb, €CNN HA TO He
ByOeT KOHKPETHbIX yKa3zaHuii OT npoBaviaepa ycnyri « TaiHbIi nokynaTenby;

— £ 6yay nogpobHo MHdopMMpOBaTbL O CBOMX AENOBbIX OTHOLUEHWSIX C MnpoBaigepamu ycryrn «TanHbI nokynatenby»
nobon oduumanbHbIi OpraH, KOTOpPbIA MOXET 3anpoCcuTb Takyto MHOPMaLIO;

— 5 6yagy coobwatb 0 CBOMX CEMEMNHbIX UMM APYXECKMX OTHOLIEHMSIX Mo TpeGoBaHWio npoBavaepa ycnyru «TauHbii
nokynatenb».

—  # 6ypy coobuwaTb 0 NoOOM NOTEHUManbLHOM KOHMIMKTE NHTEPECOB, B HacTosiee Bpemsi unv B ByayLiem, CBA3aHHOM C

nobbIM 3agaHnEM.

HapylweHvne npaBun noBegeHUst MOXET NPMBECTM K ydaneHuto Bac n3 6asbl gaHHbIX npoBangepa ycnyrm «TaiHbii
nokynatenb». Ecnu Bbl sBnsieTecb cepTuduUMpoBaHHbIM TalHbIM nokynatenem MSPA, Bbl MoxeTe ObiTb NULLEHbI
ceptudukaumm. Ecnn npotme Bac OymeTt nopaHa xanoba uneHom MSPA, Accouvaums ¢ Bamu cBsbkeTcs v npenocTaBuT

BO3MOXXHOCTb OTBETUTb Ha >|<ano6y nepen tem, Kak no Heun 6yueT MNPUHATO OKOHYaTenbHOE peLleHne.

[MocTaBuB HWXe CBOK MoAanuchb, Nnbo OTnpaBuB 3NEKTPOHHOE noATBepXAeHue, A4 noaTBepXXaak npoyTeHue, noHMMaHue u
cornacue cobnogatb NpUHUUNbI YHeCTHOCTN, npO(’*)ECCI/IOHaJ'II/ISMa, cnpasegnmMBoCTU U KOHCt)I/I,D,eHLl,I/IaI'IbHOCTI/I, onucbiBaemble B

HacTosALeM cornatleHnn.

A Takke NoHMMato, YTO HECOOMIAEHME HACTOALLErO COrnalleHns MOXeT npuBecCTn K NpekpaLlleHn Moero coTpyaHu4dectsa C

uneHamn MSPA n gelicTBusi Moero cepTudgmkata MSPA.

Moanuce: Lara:
Hpogﬁeccuonaﬂbnble cmaﬂaapmbl - npumeHeHue: HapyweHwi CO CMOpPOHb®bI
nokynameaseii

>Kanobbel 0 HesTU4YHOM rMoBedeHWM MOryT MofdaBaTbCsi MPOTMB TaWHOro MNokynaTtensi, MOAO3PEBAEMOro B HapyLlleHUu
CornaweHus o npumeHeHun Kogekca npodpeccnoHanbHbix ctaHaapToB v atukm MSPA ans TarHbix nokynatenew. XXanobbl
OOMKHbI ObITb OCHOBaHbI Ha HapyLUEeHWW OLHOro Wnn Heckonbkux anemeHToB Kopekca. Takve OOBMHEHWS OOMKHbI ObITb
32[10KyMEHTUPOBaHbI B MMCbMEHHOM Buae. TaliHbI NoKynaTernb, NpU3HaHHbIA BUHOBHBLIM B HapyLueHun Kogekca, umeeT npaBo

OCNopUTb pe3ylibTaTbl paccrnenoBaHUA.

3a HapyLleHua K Tathomy NoKynaTesnio MOXeT BbITb npuMeHeHa oaHa 13 cnegywmnx mep BO34eNcTBus:

1. MpeaynpexaeHve TalnHoOro NoKynaTensa o He[onyCcTUMOCTW B AallbHeNLWeM NoBeAeHUs), Bbi3BaBLUEro xanooy.
2. BblHeceHve TanHOMy NOKynaTento BbiroBopa C COOTBETCTBYIOLLMM YBeAOMIIEHMEM Bcex YneHoB MSPA.
3. OT3bIB cepTUdUKaTa TalHOro nokynatesst MSPA ¢ cooTBeTCTBYIOIIMM yBeJOMJIEHHEM Bcex 4ieHoB MSPA.
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Xano6a npoTMB TauHOro nokynarens

3anonHute gaHHylo ¢oOpMy ANs cocTaBreHuns opManbHOW xanobbl NMpPOTMB TawHoro nokynatens. K paccmoTpenuto
NPUHUMAIOTCS TOMbKO Xanobbl, NoAaHHble Haanexawmum obpa3om u B NonHom obbeme. Xanobbl, nogaHHble Haanexalimm
obpasom, paccmarpuBatotca kommccmenr MSPA no paccMoTpeHuto xanob, cocTosile U3 ee COTPYAHUKOB U BOJIOHTEPOB.
Ecnu ano6a npusHaeTcss COOTBETCTBYHOLLEN AEWCTBUTENBHOCTM, TO TalHOMY MOKynaTemnto, NMpoTMB KOTOPOr0 OHa mnoaaHa,
npeaocTaBnsieTcs BO3MOXHOCTb OTBETUTb Ha xanoby. PelleHve, npuHMMaemoe KOMUCCMEN MO PacCMOTPEHWIO kanob,
SIBMSETCS OKOHYaTeNbHbIM U MOXeT OblTb nepecmoTpeHo Tonbko CoBetom [upektopoB MSPA no ero cobcTtBeHHOMY
ycMoTpeHuto. XKanobbl AomkHbl ObiTb OCHOBaHbl Ha HapyLIEHWW OHOTO WKW HeCKOMbKuX anemeHToB CoenaweHusi o
npumeHeHuu Kodekca npogheccuoHarnbHbix cmaHdapmos u amuku MSPA dna madHbix nokynamenel. B cnyyae npusHaHus
*anobbl obocHoBaHHOM, Komuccus nmo paccMOTpeHuio KamnobG MOXeT MNpUHATb MPOTUB TaWHOro nokynatens nwobylo n3

crnepyoLwmx Mep BO3AeNCTBUS:
e [lpegynpexaeHue TakHOro NokynaTens o HeAoNyCTUMOCTU B AanbHeLueM NOBEAEHNS, BbI3BABLLErO Xanoby

® BbiHeceHne TalnHOMY MOKynaTesnio BbIrOBOpa C COOTBETCTBYHOLLMM YBEAOMIEHEM BCcex YneHoB MSPA

e OT3bIB cepTudukata TaHoro nokynatenss MSPA ¢ COOTBETCTBYIOLLMM yBeAOMIIEHMEM BCeX YneHoB MSPA

1.  Wmsa madHozo nokynamens:

2. Adpec as1ekmpoHHOU MoYmsl maliHo20 MoKynameslst.

3. Umeem nu AaHHbIU maliHbIlU nokynamens cepmugpukam MSPA? (1 /[Ja [ Hem

4. Ecnu «fa», ykaxxume ko0 Cepmucghukama matiHo2o nokynamesiss MSPA:

CodepxkaHue xanobbl

5. Ykaxume KOHKPETHbBIA pa3den CoeznaweHusi o npumeHeHuu Kodekca npogheccuoHarnsHbIX cmaHdapmos U Smuku

MSPA dnsi maliHbix nokynamenedu, 8 HapyweHUU Komopoeo Bel o68uHsieme daHHO20 maliHO20 NoKynamernsi:

npodosmkeHue
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6. Ymobbl nodmeepdume daHHyo Xanoby, ykaxxume mo4Hble ModpobHocmu moeo, Ymo maliHbil noKynamersns 0enan unu
He denan. [lo 803MOXHOCMU, yKaxume Oambl, epemsi U o6y Opyayro coomeemcemeyowyo UHGOPMayUo.
lMpusedume uHgopmayuto o0 Bawem obuweHuu ¢ malHbIiM MOKyrnamenemM 8 fofblmKe UCpasums cumyayuro, ecru

makoeas umesia Mecmo.

7. lpedocmasbme konuu 110600 KOPPEeCMOHOEHUUU, 3MIEKMPOHHbIX CO0bWeHUl, UHCmMPYyKyul Ons maliHo2o noKynamernsi

u m.n., nodmeepxoarowjue Bawy xanoby u HapyuweHue(s) co cmopoHbl maliHo2o MoKynamersisi.

lMepeyucnume doKymeHMbI, Npunazaemsie K 0aHHOU xanobe:

8. Bawe umsi:

9. HaumeHosaHue KoMnaHuu:
10. Homep menegoHa:

11. OnekmpoHHas noyma:

12.  [dama nodayu xanobbi:

13.  [lodnuck (OBSASATESIBHO):

Harnipasbsme amy xanoby no coomeemcmeytowiemy adpecy:
B Esponie: no anekmpoHHoU nodme: info@mspa-ea.org

B CesepHoli AMepuke: 1o arekmpoHHoU noyme: contact-na@mspa-na.org

B Asuamcko- TuxookeaHCKOM peauoHe: 1o 35IeKMpOoHHOU noyme: contact-ap @mspa-ap.org
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