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Bekitemin
b» JKIIC

«

EPEXE
«Xapuma Orenn» KIIC Kpi3Mer KopceTyai WEKTey TIPTIBI HKIHE KbI3MET REPEE:
KOHBLIFaH Ty ranapasin Tisizimin (Black List) xyprizy Typassi

Tapay 1. ZKanns! epexeep
1.1. Ocs Epexe «Xamama Orens» XKIIIC (6ynan opi — «Korakyii») TapamnsiHaH JKeKeerex
TYJIFalapra Kbi3MeT KOpCeTy i yaKsiTuia meKTey Typalbl MenliM Kabsuay/IbiH Heriziepi Men
TOpTIiGiH, KEI3MET KOPCeTyre WeKTey KOMBLIFaH TyFanapabit Tisitimin (Black List) sxyprisy
TopTibin, Konaxy# KesMeTkepnepiiH KyKbIKTapsl MEH MiHIETTepiH, COHtaii-aK Oy3yIIBLUIBIKTApABI
KY)KaTTaHJbIPY JKoHE THICTI IIemiMep Kabbuinay TopTiOiH alKbiHIai b
1.2. Ocw Epexe MpiHajaii MakcaTrapia a3ipiesni:
* KOHaKTap/ibiH, KeNyminep/in xoHe KoHakyil Kbi3MeTKepiepiniH Kayinci3airin KaMTaMachi3
eTy; - - - . . -
* KOHAKTap/IbiH, KEMyMUIEP/IH XOHE KbI3METKepIIep/IiH OMipiH, ICHCAY IBIFBIH XKIHE MYJIKIH
KOpray;
* Konakyii MYJIKiHIH CaKTaTybIH KAMTaMAChI3 €Ty,
* KoHakrap/eiH KoHaxyiize Typy Karuaanapsl MeH KbI3METTep/li Naiijafiany KarHaanapbiH
KakTa Oy3ybIHBIH aJIIBIH aNy;
* MYJIKTIK, GeneIik jxaHe e3re Je TayeKenaep/i azairy;
* KoHakrapasiH KoHaKy#aiH inKi Karuganapein 6y3ran sxaraaiiia meimim KaObu1aay ABIH
GipbiHFaii TOpTiGiH KypYy.
1.3. Ocs Epesxe «Xanuma Otenb» -1iH 6apisik 6eniMmienepine Ko iaHbUIAbI, OHBIH iIIiH/IE:
* KOHaKYH;
* MelpamMxaHaiap;
e SPA-kemeHi;
* KoH(epeHI-3an1ap;
= DaHKeT anaHapsr;
* Konakyii ycelHaThIH 03re e 00BeKTiIep MeH KbI3METTED.
1.4. Ocu1 Epexenin MakcaTTaps! YLliH MbIHa/Iail TEpMUHIED KOJTIAHBLIABL
Konaxyii — KoHaKyi joHe OHBIMEH DaiiIaHBICTBI KBI3METTEpi KopceTeTin «Xaauma Oresby»
XKIIIC.
Konak — Konakytine Typatein He Konakyiiziin KbI3MeTTepiH, OHBIH imliHe MeiipaMXaHaiap/si,
SPA-KemeHzi, KOH(pepeHL-3a11ap/Ibl JKIHE 3¢ JIe CCPBUCTEP/ NaliIaTaHATHIH KeKe TYJIFa.
Kemymi — Konaxyiine Typmaiitsis, 6ipak OHEIH KEI3METTEpiH NaiilaNaHaThiH TYIFa.
Black List (Kp13mMeT KopceTyre mekTey KOHbLIFAH TYIFaJapAbi Ti3inimi) — ocsr Epexere
Ke3JleNreH Herisaep Goiibinma KonaKyHin jkekeneren Hemece GapiibiK KbI3METTepiH KopceTyi
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YaKbITIIA IIEKTEY TypaJibl MeIiM KaObUIIaHFaH TYJIFAap TYPAIEl MATiMETTEpPi KAMTHTHIH
Konaky#in imKi Kymas TisuiiMi.
Kenizmer xopceryai mekrey — ocsl Epexene xone Kazakcran PecnyGukacsiHbiH 3aHHaMackiHAA
K©3/IeJIeH JXKarJaiiap MeH Toprinned KonakyiiH xekenereH He 6apiibiK KeI3METTEPIH KOPCETy
TypaJisl mapT acacynaH 6ac Tapry Typansl KoHakyi memimi.
1.5. Ocn Epexe Konaky#iain imki Kyxatsl 601sin Tabsuiansl xaHe «Xamuma Orensy XKIIC-tig
0apibIK KbI3METKEPJIEPiHIH OPbIH/AYHI YINiH MiHAETTI.
1.6. Kp13mer kepceTy i mekTey Tek ockl Epeskesie ke3/iereH KyKaTleH pacTajiFaH Herisaep
OosraH Ke3/ie FaHa KOJIJAHBLIA B! )KOHE KEMCITYIIUTIK cUaTTa 60JIMaysl THIC.
1.7. lllemim kabeunnay xesinae Konaxyi mbiHanali Karunatrap/isl GacimsUIBIKKA aiajisi:

® 3aHIBUIBIK;

¢ adaiabIK;

* MapacaTThUIBIK;

* KabOBUIJJAHATHIH [APANAPIBIH NPONOPLHOHAIIBIFBL;

* KOHAaKTap MeH KbI3METKEpJIEepAiH Kayinci3firii KaMTaMachi3 eTy;

* KeJyMUIEpAiH KYKbIKTaphl MEH 3aHBI MYAEJIePiH KypMeETTey.
1.8. Tynransl TiziniMre eHrizy oKiMIILUTIK, KBUIMBICTBIK HEMECE €3¢ € JKAPHS-KYKBIKTHIK
ayankepluiTik mapackl 60bin TabsuMali s xkoHe KoRaKy#aiH 3aH/IBI My/UIeNepiH, MYJIKiH,
ickepiiik GeferiH KoprayFa, COHIai-aK KOHAKTap MeH KeI3METKepJep/iH Kayinci3airia kaMTaMacsr3
eryre GarsITTaNFaH 1MKi memiMi 60asIn TabbLIa b,
1.9. Ocsl Epesxeni konnany ke3iane Konakyit Kasakcran Pecry6nukacsinsin nepbec nepexrepai
KOpFay JXoHe OJlap/ibl 6H/IEY TypPalibl, TYTHIHYLIBLIAPBIH KYKBIKTAPbIH KOPFay Typaibl
3aHHAMaChIHEIH, a3aMaTTHIK 3aHHAMAHBIH JKAHE 03re Jie KONAaHbUIATEIH HOPMATHBTIK KYKBIKTHIK
aKTUIEPAIH TaJanTapblH CaKTaHIbl.
1.10. Ocw1 Epexe «Xamuma Orems» XKIIC Bac MeHepkepiniH oHbl OexiTKeH KyHiHeH GacTan
KYIIiHE €He/li XK9HE OHbIH KYII JKOHBUIFAHFa HEMece jKaHa Peaki|aCchl Kabsuinanrasra JIeiin
KOJITaHbUIa bl
Tapay 2. Kpi3mer kepceTy/i mekTeyain Herizaepi MeH mapTrapbl
2.1. /Kannwt epesicenep
2.1.1. Konakyiizis 6ip Hemece GipHelne KeI3MeTiH KOPCETY/li yaKbITIIA HIEKTEY TYPaIbl IIEIiM
KoHakKThIH Kazakcran Pecrnybnukacel 3aHHaMackIHbIH, Typy KaruaanapbiHbid, KoHakyii
KBI3METTEPIH Naianany KaruJalapbIHbIH HEMece JKACaIFaH MIapT TalaNTaphIHBH OY36UFaHbH
Ky21aHIBIPATHIH, KYOKaTIICH pacTalfad MoH-)Kainap OonraH Ke3ze FaHa KaObuijaHa/is!.
2.1.2. KpI3MeT KopceTy /1l meKTey JibepiireH 6y3yImbUIBIKTEIH CHIIATHI MEH CAliaphiHa Cai
(mpornopuuoHane) 60Iys THIC JK9He OaplIBIK MoH-)Kaiinapael 6aranarannan Keifid raHa
KOJIIAHBUTYBI THIC.
2.1.3. MaceneHi Kapay Ke3iHe MbIHAJIAp eCKepliei:

* OY3YIIBUIBIKTEIH CHIIATHI,

* TYIFaHBIH KiHO Jopexeci;

* KeNTIpUIreH MYMIKTIK 3ananasiy 6omysi;

° KOHAaKTap/iblH HEMECE KbI3METKEpIEep/IiH 6Mipi MeH JeHCAayhIFbIHA KaTep TOHYI;

* OY3yIIBUIRIKTAp/bIH KalTaNaHyBbI;

* Oy3ymIBUILIKTEI KacaraHHaH KeHIHI1 TYJIFaHbIH MiHE3-KYJIKBI;

* pacTalThIH JanenaemMenepaid 0omysl.
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2.2. Tizinimze enzisy macenecin Kapayza nezizoep
Herizpep Mpinanap 60bin Tabbuiams:
2.2.1. Konakyiinis, MelipaMxaHanapibiH, SPA-keleHHiH, KoH(epeHII-3anaapasH He 6acka
KOHAKTap/IbIH MYJIKiH KacakaHa Oynnipy Hemece 3Ko10.
2.2.2. Kepceruiren Ksi3MeTTep/li Tenemey He KoHaKy# aibIHAaFsl aKmana MIHJIeTTeMeNnepai
OpBIHJAY laH JKaJITapy.
2.2.3. Anpnay 5ONBIMEH, XalFaH KyXaTTap/sl, GaHK KapTajlapbiH He e3re e alasKThIK speKeTTepi
naijanany apKsUIbl KbI3METTED ayFa OpeKeTTEHY.
2.2.4. ¥pnsiK xacay, Konakyii HeMece yIIiHIII TYIFATapABIH MYJIKIH HENCHYTE OPEKETTEHY He
HEMJIEHY.
2.2.5. KoHakyii KpI3MeTKepiiepine, KOHaKTapFa HeMece e3re Jie Kelyllilepre KarbiCThl arpecCHBTI
MiHE3-KYJIBIK, KOPKBITY, (PH3HKaIbIK KYLI KOJIAaHy He Kopiay.
2.2.6. Kayinci3aik KbI3METiHIH HeMece KYKBIK KOpPFay OpraHiaphiHbIH apajlacybiHa ajibill KeJreH
KOFaM/IBIK TOpTinTi Oy3y.
2.2.7. AnamnapisiH eMipi MEH JieHCayJIBIFBIHA KaTep TOHNIpPeTiH opT Kayinci3airi Tananrtapsis,
CaHMTApJILIK HOpMaJIap/ikl HEMeCe e3re Ie MIHIETT] TananTapabl 0y3y.
2.2.8. OKIMIILIIKTIH PYKCAaThIHChI3 KbI3METTIK YH-Xaiinapra Kipy.
2.2.9. DnexTpoH/BIK KUITTI, Kipy KapTachiH Hemece HoMipai KoHakyiain iniki karupanapsin 6y3a
OTBIPBIN YIIiHINI TyNFanapra Gepy.
2.2.10. Konakyii yii-xaiinapein Kasakctan PecryOnuKachIHbIH 3aHHAMACKIHA KAHIIB] KEJICTIH
MaKcaTTap/ia naijanaHy.
2.2.11. Mimxenepinik xyienepis, )kabApIKTapIblH, Kayincisaik Hemece GeiinebaKpliay
)KyHenepiHiH )KYMBICHIH KacakaHa Oy3y.
2.2.12. Mynpaii Oy3yImbUIBIK KalfTanaHaTEIH He epeckel cunarra osraH xaraaiina, Typy
Karuaanapsis He SPA, melipaMxaHanap HeMece o3re Jie GeniMimenepiH KpI3METTepiH naiinanany
Karuianapes oy3y.
2.2.13. Konakrap/siH, KpisMeTkeprepiin, Konaky# Mynkinig Kayincizairine He Konakyiuin
ickepilik 6ezieTiHe KaTep TOHAIPIeH He TOHAIPYi MyMKIH ©3re Jie apeKeTTep/i XKacay.
2.3. Bysywbinsikmoiy Oanendemenepi
[lemim kabsinaayra Heriz 60MysI MyMKiH:

* Oy3YyLIBUIBIK Typabl aKT;

» befinexasbanap;

* (¢oromaTepuaniap;

* KBbI3METKEpJIEP/IH TYCiHIKTEMeEepi;

* KOHAaKTHIH TyciHikTeMeci (bonran xarnaiina);

* Kayinci3zik KbI3METiHIH KOPBITBIHABICHL,

* KYKBIK KOpFay OpraHJapbIHbIH MaTepHAIIaphI;

* cot akTuiepi (OonraH xarnaiiga);

* OY3YIIBUTBIKTBIH MOH-)KaHBIH PacTalThIH ©3re Jie KyKaTTap.
Tapay 3. Enrizy pacimi
3.1. Oxuza mypans: xabapaay scane ICKANAYUANAY Mopmioi
Konakrsl/KenyiniHi Kapa Ti3iMre eHrizy mpoueci THiCTi MyKUATTBUIRIK TIEH SAUIIKTI KAMTaMachl3
€Ty YIIiH MYJITIKCi3 CAaKTaIyHI THIC.
1-xapam: Okura Typansl xaGapaay
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AybIp OKMFaHBIH Kyarepi 60FaH He 0J1 Typaiibl Xabapiiama ajiFaH Ke3 KeJlreH KeI3MEeTKep 03
Genimumecinin 6acusickina (HOD) xkoaHe AybichM ara-MeHeDKepiHe aepey sxasbaia Hemece
SNEKTPOHABIK TYP/E TOJBIK €Cell YCHIHA/EL.
2-kajnaM: AFamKbl Kapay aKoHe JdJieJijiemMeep xKunay
Tuicti HOD aysiceiMaars Menemikepmer (MOD) Gipiecin ayFamke! Kapay /sl Xy3ere achIpajipi.
Omnap MbiHajaii pacTaiiTEIH JaneNnieMeNnep/li JKHHAYFa JKIHE TipKeyre MiHAETTi:
* Kpismertkepiep MeH 6acka KOHAKTapABIH Kyarepiik sxayanTapl.
* Deiinebaxpuiay kamepanapsiabiH sxas0anapsl (Kayinciaik Kei3MeTiMen e3apa ic-KHMBUIZLA).
* TenenOereH WoTTapABIH, KOHAK IMOTTAPEIHEIH HeMece MYJIKTI Oy/iaipy akTinepinig
KemripMernepi.
* MOD >xypHanbIHAaFbl OKHFa Xa36anaphl.
* Xar-xabap (3/1eKTPOHABIK XaTTap, Xabapiamanap).
3-xapam: Kapa Tizimre enrizy Typaibi yebinbic
Henenpemenep 3-Genimre cofikec 6y3ymuueIKTE pactaca, HOD Kapa TiziMre enrisy Typamsi
YCBHIHEIC HBICAHBIH (1-KOCBIMIIIA) TONTHIPAIEL.
Byn HbIcan xuHaNFaH 6apiIbIK AonenaeMenepMeH Oipre TYNKUTKTI memim Kabsuinay ymin bac
merepkepre (GM) Gepineni.
4-kagam: bacmIbLIBLIKTBIN WemiMi xkoHe AepexTepai eHrizy
GM ToneIk focheni Kapaiiisl. Kapa TisiMre eHrisy Typajisl Ienriv KOHAKTEIH JKaMIsl MiHe3-
KYJIKbIH, OKHFaHBIH aybIPJILIFBIH JKoHe KOoHaKYHIIH MYAJeciH ecKkepe OTHIPBIN KabbUIaHaIbI.
GM xa3bama/>neKTpoH/IBIK TypAie OeKiTKeHHEH KeifiH AybICKIM ara-MeHeDKepi HeMece
TaralbIHAAIFaH CylepBaiizep:
* Fidelio-narsi konax npodunin xanaptein, «BLACKLISTED» (Kapa TiziMre enriziiren)
mMapTebeciH opHaTabl.
* Tonrsipburrad ¥ CHIHBIC HEICAHBI MEH DapIIBIK JRJIC/AEMesIep/l OChl MAKCaTKa apHaJIFaH
KopranFaH Kanrara oprHanacteipaasl: K guckici:\Hotel Operations\Security\Blacklist Files.
S-kanam: Xabapaay xoHe OpbIHAAJIYBIH KAMTAMACKI3 €Ty
GM uemece kabbuiziay KeI3MeTiHIR MeHemkepi Kayincisaik Keismerine xone 6apisik Taicti HOD-
Tapra Ti3UIIMI'e )XaHa TYJIFaHBIH €HIi3UIreH] Typars! pecMu xabapaiip!.
Kayincisik Kei3mMeTi Kipy 6aKsUIayBIHEIH XaTTaMalapbl MeH Ky3eT HYCKayTHIKTaphIH JKaHaPTa/b.
Reception aybICEIMBIHEIH ara-MeHeDKepIepi KYHIEIKTi KHHANBICTAP Ke3IHIE 03 KOMaHalaphiHa
xabapnayra xayanTsl.
3.2. Kapa mizimoi sucypzizy
Kapa Ti3iMHiH Herisri Ti3inimMi (Ti3iMre eHrisiiren GapisiK TyJFanap/IbiH XKUBIHTHIK XypHams) K
JHCKICiHzIe XKyprizineni. Op6ip xxa306a MblHanaii MoiMeTTepi KaMTyHI THic: TONBIK aThi-KeHi,
Tyran kysi (6enrini 6oinca), AsamatTeirs, @oTocyperi (6onran xarnaiina), Okura KyHi,
OkuraHbIH KBICKama cunaTTamacs! xoHe GM GekiTkeH KyHi.
Kapa rizimperi konakts Fidelio-na xana 6porzay yiuiH KaiTa TipKkey TeXHHKAIBIK TYPFHIaH
Oyrarranys tric. Kes kenres aipeikina xaraail HemMece GyraTray/isl aJibin TacTay (MbICAIBL, PECMH
TYpAe Kewipinred Konax ymin) GM-HiH TikeJieii xaz0ama pyKcaTsiH Tajlam eTes.
3.3. Kapa mizimoezi KoHaKnen e3apa ic-Kumslil Xammamacst
Erep kapa Tizimaeri koHak HoMip GpoHzayFa HeMece KOHaKyiire Kipyre opeKeTTeHce,
KBI3METKEpJIEp MbIHAJaii KaphIM-KaThIHAC XaTTAMACHIH YCTaHYHI THIC:
1. InTHnaTnen ThIRAAHBI3: BacTankel cypaHbicTsl GenMel ThHAaHb3. OHBIH MapTtebeci Typatsl
6ipnen xabapnamMaHpbI3.
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2. Illemimai Gakicanaepl Typae xabapiaanbis: AJILIHFE OKAFara Gail/TaHBICTBI OHBIH OGpoHnaysIH
KaObU1ali a/IMAHTHIHBIHBI3/EI HEMECE KBI3MET KOPCeTe alMaiTHIHBIHBI3IB CHIANE! TYCIHIpiHi3.
3. Cypakrapra xayan Gepy: Konak Monimerrepi cypaca, Gsuiaii sxayan Gepiniz: «HakTsr
MOJTIMETTEp/Ii TaNKBUIayFa OKUIETTIriM 50K, By memim Konakyit 6acmbuisirsiMen 6izmin
»a30anapbIMbI3 HETi3iHae KaOsUIaHIsD.
4. Tabanas! Typae KaiiTanansis: Konak Tanan etyiH xanractsipea, Oyl wemiM/i esrepryre
OKIIETTIrIHI3 XKOK eKeHiH Oalicanasl Typae KaliTanaHsis.
S. banama ycoiabiabI3: Oral Typy Hemece TaMaKTaHy YIUiH 6acka skepre xabapnacyisr
YCHIHBIHBI3.
6. Kaxer Gouca, sckananusnay: Konak tanan etyin xanracteipa 6epce, OHBIH GaiiiaHsic
AepeKTepiH TYNKUIiKTi Kapay ymin Konakyii Backapymsicsina (GM) 6epy/ii YCHIHBIHRBI3.
IllemiMHiH KYIIiH XKOIOFa yoe GepMeHis.
7. Kopaay Goaran sxkarjaiina Tokrary: Konak kopuaii Gacraca, aHsIK Typae: «Kemipinis, 6ipak
Ci3 KOpJ1ayLibl MiHE3-KYJIBIK TAHBITHIN JKATCAHBI3, OHTIMEHI JKAIFaCThipa AMMAaNMBIHY JieTl
manimzeris. Kopnay Tokramaca, KOHBIpay/Isl afKTayFa HeMece KeTyre joHe aepey Kayincizaix
KbI3MeTiHe Xabapnayra OKiNeTTirii3 6ap.
Tapay 4. By3symbuUILIKTAPALIH KIKTeJIyi )KIHe WeKTey Typaepi
4.1. /Kannoi epesicenep
4.1.1. Kpi3met kepceTy i mekrey Oy3ymbUIBIKTEIH CHIIATHIH, OHBIH KOFAMJIBIK KAyilTUTiK
J2PeXKECIH, KeNITIPUIreH 3aai/ibiH MOJTIepiH, Oy3ybUIBIKTEIH KAWTalaHybIH KoHE 03re /e MOH-
MXaimap/sl €CKepe OTHIPBIIN KOJIAAHBLIAIEL.
4.1.2. lllexrey mapachsiH Tanay Kesinae KoMuccns nponopuuoHanbuIbIK KarHAaTEIH CaKTayFa
MIHAETTI.
4.2. I canam (eneyciz oy3ymsinsikmap)
by canatka MYJTiKTIK 3aNai KenTipMereH He KayincisJiKke KaTep TOHipMereH Gy3yImBUTBIKTap
JKAaTajbl, OHBIH IMIiHIE:

* pYKcaT eTiUIMereH XepJiep/ie TeMeKi 1ery;

° TBIHBIIITEHIK PEXUMIH Oy3y;

* SPA, 6acceiin, ¢purHec-3a1B! Nalinanany Karugatapsis 6y3y;

* Jpecc-KoAaTel 0y3y (6enrinenren 6oiica);

* @3re Ie yKcac Oy3yIbUIBIKTap.
MymMkiH mapanap

* aysI3IIa ecKepTy;

* >as3bama eckepry;

* OY3YIIBUIBIK XacalFaH KYHi JKeKeJlereH KeI3MeTTi KepceTy/ieH 6ac Tapry;

* JKeKellereH KeiaMeTTep/i nainanany si 30 KyHTi30eiK KyHre fAeiH yaKpITIIa meKTey.
4.3. II canam (eneyni 6y3ywibLnsiKmap)
by caHaTKa MBIHANAp JKaTas!:

* KOpCeTiUIreH KeI3METTep/i TesieyieH 6ac Tapry;

* eJIeyci3 MYJTKTIK 3a1al KenTipy;

* iIIKi KaFHfaIapas! Kaitanan 6y3y;

* Kipy KapTachIH YINiHIII Tywanapra Gepy;

* KBI3METTIK yH-Xaiinapra Kipy;

* CaHWTapJBIK Tananrapabl 0y3y;

* @3re Jie YKcac apeKeTTep.
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* JKEKEJEreH KbI3METTEep/li KOpCceTyleH yakhITima 6ac Tapry;
» SPA-ra kipyai mekrey;
* MelpamxaHanapra KipyZi meKTey;
* JKEKeJIereH Kpl3merTepai Oponnaynan 6ac tapry.
¥ CHIHBUIATHIH eKTey Mep3iMi: 1 aiifan 1 sxpinra neiin.
4.4. IlI canam (epecken by3yumsiisikmap)
By canatka MbIHaap >kaTazpl:
* Tebenec;
* TEepCOHaNFa HeMece KOHAKTapFa KaThICThl KOPKBITY;
* MYJIIKTi KacakaHa Gyaipy;
* YPIBIK;
* aNasKThHIK;
* JKalFaH KyKaTTap[sl naijanany;
* HOMipre 3aHCHI3 Kipy;
* HHXXEHEepIiK XyHenepiH )YMBICEIHA apajacy;
* Kayinci3nik xyienepiniH XKyMbICEH 6y3y;
* opT 1abBUTEIH KacaKkaHa emipy;
* ©eMip MeH JIeHCayJIbIKKa KaTep TOHMIpY.
MyMKiH mapanap
* KOHaKy# KBI3METTepiH KepceTyacH 6ac tapry;
» SPA-HbI naiigananynas 6ac Tapry;
* MeifpaMxaHanap/a KeI3MeT KepceTyieH 6ac tapry;
* Konaky#inin 6apibik KbI3MeTTepiHe KOIDKETIMALTIKTI meKTey.
¥CHIHBUIATHIH IEKTEY Mep3iMi: 1 XKbU1IaH 3 XKbUTFa fIeitiH.
4.5. IV canam (aca epecken bysyusinsiKmap)
By caHaTKa MbIHAJIap JKaTabl:
* ()U3HKAJIBIK KYII KOJIJAaHY;
* ayBIp MYJIKTIK 3aJIa] KEeNTipy;
* KBUIMBICTBIK KYKBIK Oy3yImibUTBIK, Genrinepi 6ap apekerrep;
* KOHAKTApJIbl 9BAKyaLMsIayFa ajlbill KeJIFeH opeKeTTep;
* ecipTKi 3aTTaphiH Tapary;
* Kapy Hemece Kayinci3ikke KaTep TOHIIpeTiH 3aTTap/asl KOJIaHy;
* III canarTa ke3zeiareH Oy3yIbUIBLIKTap/Ibl KATANIAN Kacay.
MyMKiH mapanap
» Konaky#/IiH Ke3 KeJIreH KbI3METTePiH KopceTyeH 6ac TapTy;
* KbI3METTEpJi KOpCeTyre MapT xkacacyaaH 6ac Tapry;
 Konakyii aymarsina Kipyai mekrey (Kaszaxcran PecryOnukacsiHbIH 3aHHaMack %071 GepeTid
IeKTe);
* KYKBIK KOpPFay OpraHJaphiHa XYTiHy.
Y CHIHBINATHIH MeKTey Mep3imi: 3 xeuiaaH S sxeuira neiiid ve KoMHccus xexe memim
KaObU1iaranra eiin.
4.6. /Kenindememin man-scaiinap
* 3ajlaBl 63 epKiMEH oTey;
 ka3baima kemripim cypay;
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* Oypsin xo0n Gepitred Oy3ymbUIBIKTapasIH 60NMMays;

* MOH-XKalnap/ipl aHBIKTayFa )KOpAEMIECY;

* Oy3YIIBUIBIK CaJIIapBIH JKOIO.
4.7. Aysipramamein man-scainap

* OY3YIBUIBIKTHI KaiiTanay;

* OyY3ymIBLIBIKTHI ATKOTONBAIK HEMece eCIPTKLTIK MacaH Kyize xacay;

* OipHelle TyIFara 3ajajl KeJTipy;

* 3ajaijIel eTeyaeH Oac Tapry;

* Oy3YIIBLUIBIKTHI XKaChIPYTa OpEKETTEHY;

* KoHakyii KeI3METKepJIEpiHiH )XYMBICBIHA KEIEPTi KeNnTipy;

* 3aHCHI3 opeKeTTep apKbuUibl KoHakyiiH ickepik GeneniHe 3UsH KENTipy.
Tapay 5. KeizsmMeT kopceTyai mekTey xoHe ogaH 6ac Tapry TapTibi
5.1. ’Kannei epesicenep
5.1.1. Konaxyii ocsr Epexene, Typy karunanapeinzia, Konakyii KelsmeTTepin naianany
Karujanapeinja xxone Kazakcran PecnybnukachiHbIH 3aHHAMACKIHIA KO3EIreH JKar/iaiinap MeH
TOPTINIEH XeKeNereH KbI3METTep/Ii IeKTeyre He KBI3METTEP KOPCETYre MapT XacacyaH 6ac
TapTyFa KYKBLTBL.
5.1.2. Kem3Mer kepceTyi meKTey MbIHAMIA# MaKcaTTap/a KoNAaHbUIazpl:

* KOHAaKTap[blH, KeIyluIepaiH one KoHaKyl KeI3MeTKepiepiHiH Kayincisairia kKaMTamacsi3

€Ty,

» Konaky# MeH YyIiHIIi TYJIFaNap/sH MYJIKiH KOpray;

* OYBYIBUIBIKTap/BIH KAHTaIaHYbIHBIH AJIIBIH ATy,
Kazakcran Pecry6nnKkachl 3aHHAMACHIHBIH TATANTapPbIH CaKTay;

» KoHnakyiiniH 3aHasI Myaenepin Kopray.
5.1.3. KpiameT KkepceTy/li meKTey KeMCITYIIUTK cunaTTa 60IMaysl THIC KoHe KBIHBICKI, XKachl,
YIThL, a3aMATTBIFbL, TUTI, INLIFY TeTi, Myre/IeKTiri, AiHu ceHiMi GOMBIHIIA HEMECE TYJIFAHBIH MiHe3-
KYJIKBIHA JKOHE OHbIH 0J1 Oepres Oy3ylIbUIBIKTapEIHA OalNaHBICTEI EMEC ©3r¢ JIe Heri3aep
OoHBIHIIA KONAHBLUTMAYBI THIC.
5.2. lllekmey mypnepi
By3ymbuibIKTEH cHnaThina OaiinansicTel KomMuccns MerHagai memiMaepai KaGsuiiayra KyKbUIBL:

* HeMipaepai 6poHnaynaH yakeirma 6ac tapry;

* OpHaJacTeIpyjaH 6ac TapTy;

* SPA-KeleH KbI3METTEpiH Naiiialiany sl IEKTeY;

* Konakyiinin Melipamxananapeia/a, OapiapbiHia XKoHe e3re Ae KOFaM/bIK TAMaKTaH (bIpy

KoCiIOpBIHAAPEIHAA KBI3MET KOpCeTyieH bac TapTy;

* Oanker xoHe KoH(pepeH-3anxapasl GpoHaayan Gac Tapry;

* KoHakyliH e3re e KbI3METTEPiH NalIanany/bl meKTey.
Tapay 6. IllexTeyain KonaaubLIy Mep3iMi, mwemivaepi KaiiTta kapay xaue TizsitiMuen
LILIFApY
6.1. Kannet epexcenep
6.1.1. Kpi3ameT KopceTy/li INeKTey yaKBITIIA CHIIATTA GOIa/Ibl XoHE TeK KaHa KOHAKTAp/IbiH,
Kbi3MeTKepiepai, KoHakyit MylkiHiH Kayincizairin sxone Konakyinin 3ar/isl Myuienepin Kopray
MaKCaThIH/A KOJIJAHBLIAIEL.
6.2. Mep3imdi y3apmy
Konakyii MeiHanait sxxaraiinap/ia meKTey Mep3iMiH y3apTyFra KyKbUIbL:
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* 3KaHa Oy3yIBUIBIK JKacalFraH Ke3je;

* JKaHa MOH-)KaHJiap aHBIKTANIFaH KE3/E;

* TYJa 3alajibl 6Tey MiHAETTEMECIH OpPBIH/AY/IaH XaITAPFaH Ke3JIe;

* Komuccusnsiy 6ypein Kabsuigarad meniMiHiH TananTapsl Gy3sUiraH KesJie.
Mep3imai y3apTy xeke memiMMeH peciMaenesi.
6.3. Mep3iminen 6ypoin Kaiima Kapay
Tynra mexrey Mep3iMi asKTanFaHFa Aeifid mwemiMai Kaifta Kapay Typaisl JJIeNji OTiHimeH
Konakyiire »yrinyre KyKsUTEI.
OriHilIKe MBIHAIAP/E]I PACTANTBIH KyXKaTTap Koca Gepiiryi MyMKiH:

* 3aNai/kl ©3 EPKiMEH oTey;

* OY3yIIBUTBIK CANIAPBIH XKOKO;

* 3apjan IEeKKeH TaparnieH Tatynacy (6onraH xaraaiiga);

* IEKTeY/Ii O/IaH 9pi KOJIJaHy/IbiH KOKETTUIIN JKOK eKeHiH KyaJlaHIBIPaTHIH @3¢ Jic MOH-

xakap.

6.4. Ominiwumi Kapay mapmibi
Konaxy#, anetre, eTinimTi TyckeH KyHHeH 6actan 15 (oH Gec) )yMbIC KyHi ilmiHe KapaipL.
Kapay uatmxenepi 6ofisHima Konakyit MeiHaail KyKsuUIbI:

* miemiMAi e3repicci3 KanasIpyFa;

* MIEKTey Mep3iMiH KbICKapTy¥Fa;

* [IEKTEJINeH KbI3METTep Ti30eciH e3repTyre;

» Tyjarassl Ti3UIIMHEH LIBIFapyFa.
6.5. Aknapammetyy Kynuansineizel
Ti3UTiM/Ie KAMTBUIFaH MJTIMETTEp KYITHs aKnapaT G0JBIT TabhinabL.
Konaky# xpismetkepiepi TisitiMre eHriziireH Tyiranap Typaisl aKnaparThl JKapHs eTneyre,
CoHpai-aK oHbl ockl Epexceni opsiniayra GaiinaHbiCTEl eMec MaKcaTTapaa naigananbayra
MIHIETTI.
6.6. Apxuemik cakmay
Texcepy Matepuaniapsl, aktinep, xarramanap, KoMuccusHbIH IemmiMzaepi xaHe e3re e KyKaTrap
KoHaky#i/liH ilKi Ky>KaTTapblH/a OerijieHreH TopTIiNNeH apXMBTIiK CAaKTayFa KaTa/ibl.
ApX¥B MaTepuan/iapbiHa KOJDKETIMALTIK TEK YOKLUIeTTi Tyiranapaa Gonaisi.
6.7. Kopsimoinos: epesicenep
Ocsi Epexe Kaszakcran Pecnybnukacsinsiy 3aHHamack!, KoHaky#i/liH KypBUIBIMBI HEMECE KBI3MET
KepceTy TapTibi e3repreH Ke3jie KaiiTa KapajiyFa jKaTa/sl.
Ocni Epexenin opeiHanysis 6akpinay bac MeHepkepre xone Konakyiiain imki 6aksuiay
KBI3METIHE KYKTeJe/Ti.
7. BaiiaanbicThl KY:KaTTap MeH TisiniMaep

 Kapa Ti3iMre eHrisy Typaisl YChIHBIC HbicaHbl (1-KOChIMINa)

* Kapa TisimMaig Herisri TizimiMi (K auckiciseri anexTponasik ¢aiin)

* MOD oxurainap >ypHajaapsi

* Kayincisziik KeI3MeTiHiH ecenTepi xoHe OeiiHebaKpuIay XKypHAIAAPHI

» KoHaK moTrapsl xoHe TeJIeHOereH moTTap Typaisi ecentep
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KOCBIMIIIA 1: KAPA TI3IMI'E EHI'I3Y TYPAJIbI ¥CBIHBIC HBICAHBI
(Kymmns — ki maiinanasy yuis)

Bepiiren KyHi:
Bepren Tynra (HOD aThi-eHi XaHe j1ayasbiMbl):
Benimuue:
Konax, mypanst manimemmep:
TonkIK aTRI-XKOHi:
Komnanus (6onran xarnaiina):
Tenkyxar/>keke Kyailik HOMIpi:
Tyran xyni (6enrimi 6onca):
baiianeic aknapaThbl:
Oxuza manimemmepi:
OxuraHblH KYHI MEH YaKbIThI:
KoHakylineri opHsI:
OxuraHBIH TOJIBIK, CHIIATTAMACK:
Hakrs! 6y3ymbinsik/cascar (3-6enimre ciiteme):
Koca bepinemin pacmaiimoin mamepuandap (muicmicin 6enzinenis):

» Kyorepnik xayanrtap

» Beiinebakpunay sxaz6anapsiasi Hemipiepi (CCTV)

* IllorrapabiH/KOHAK LIOTTAPLIHLIH KOlmipMenepi

e MOD ece6i

» 3akeiMpaHy (oToCyperTepi

» bBacka (xepceTiHi3):
Konaxmotr 6ypsinzet mapuxe: (6onzan sicazdaida):

¥cotnsinametn apexem:
+ Kapa TiziMre TypakTsI eHrizy
 Kapa TisiMre yakplTima enrizy (Mep3imi: . . neiinH)
» backa:

HOD xounsl:

TEK BAC MEHE/IKEPAIH INENIIMI YIIUIH
» Kapa Tizimre enrisyre Gekitiii.
» Bekitummeni. Cebebi:
* KocsMina Tepren-Tekcepy/ii Tanai eTemi.

GM KoJbl:
Kymi: _ . .
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KOCBIMILIA Ne 2
KOHAKTAPABIH MIHE3-KY.IbIK EPEJXEJIEPI (GUEST CODE OF CONDUCT)
1. XKaumsi epexesiep
1.1. Ocei Epexenep «Rixos Khadisha Shymkent» konaky#iinin KoHaKyii sxoHe KOCHIMINA
KBI3METTEPIH NaijaiaHy Ke3iH/e KOHAKTap MeH KemyImiepaiH MiHe3-KYJIKbIHA KOHBUIATBIH
MIHJIETTI TaNanTapAbl aiKbIHAAHBL.
1.2. Epexenep KoHaKrapsIH xoHe KoHaKyl KeI3MeTKepJIepiHiH KayilCi3airia KaMTaMachi3 eTyre,
MYJIIKTIH CaKTaTyblH KAMTaMackl3 eTyre, KOFaM/IBIK TOPTINTI CaKTayFa KaHe TYpyFa KOJaiiibl
xarjai jxacayra barsITTanFaH.
1.3. Ocul Epexxenep Konakylizie TYpy KaFruaanapbiHsIH axsipaMac 6estiri 60s1bin TabbuIaibl xKoHe
KOHaKy# /i, Medpamxananapel, SPA-kemen i, kon(epenn-3anaaps xoHe e3re e oobeKTiiepi
Koca anranzia, Konaky# ayMarsiHIa xypred 0apiibiK TyJiFajapra KOJIaHbUIa bl
2. Konak minaeri
* Kasakcran Pecy0nkachIHbIH 3aHHAMACHIH CaKTayFa;
= ocnl Epexenepni :xone Typy Karumanaphin caKrayra;
* Oacka xoHakTap MeH KoHaKyli KbI3MeTKepiepiHe KypMeTIieH Kapayra;
* KOFaM/IBIK TOPTIIITi CAKTAy¥a;
= Konaky#i MynKiHe YKBITITHI KapayFra;
* ©pT KayilCi3Airi TajlanTaphiH CaKTayFa;
* CaHWTApPIBIK HOPMAap/Ibl CaKTay¥Fa;
° aBapuslap, aKayJiap HeMece o3re Jie TOTeHIIe JKaFJaiiap Typaisl SKiMIILTIKKE Jepey
xabaprnayra;
* KOpCETLIreH KbI3METTEpre YaKTBLUIBI TOJIEM XKacayFa.
3. KonaKrapra ThlibIM CaJbIHA/bI
KoHakyi#i aymMarsIHAa MBIHAJIapFa THIMBIM CaJIbIHAIBIL:
* KOFaMJIBIK TOPTINTi Oy3aThIH dpeKeTTep Kacayra;
* ©Oacka Tysrranap/iblH ©MIpl MEH JeHCayJIbIFbIHA 3USAH KeNTipyre;
* KBI3METKepliepre HeMece KOHAaKTapra KOPKBITY JKacayra;
* JlepeKi ce3/iep KONZIaHyFa, KI3MeTKepiep/ii Hemece 6acka KOHAKTap/ibl KOpJayFa;
» Komnakyii MyJIKiH KacakaHa Gynaipyre;
* YPIHBIK Xacayra HeMece e3re Jie KYKbIKKa Kalllllbl OpeKeTTep xKacayra,
* JKajFaH KyKaTrapAsl naijananyra;
* KUITTepJi HeMece Kipy KapTajapblH 9KiMIIUTIKTIH KeJliciMiHCi3 yiiHmi Tyranapra 6epyre;
* KBI3METTIK Yi#-)Kalinapra Kipyre; ;
° HEDKEHEPIIK JXyHenep MeH a0 abIKTap/IbIH )KYMEIChIHA apaliacyra;
* DBaKyaUMsIBIK MBIFY )KONAapsiH Gereyre;
* ©pT Kayincizairi, GelinebaKbUIay JKoHE ©3re 1€ Kayinci3Aik xKyienepin emipyre Hemece
Gynmipyre; o
* ajamjap/ibiH eMipi MeH JIeHCay/IbIFbIHa HEMece MYJTiIKKe KaTep TOH/IPETIH dpEeKeTTep
acayra.
4. KpismeTTepai naiganany Karugajapsi
Konak Konakyii Genrineren MpiHaaii oOpexTiIepai naiganany KaruJajapsiH cakTayFa MiHAETTi:
* KOHaKy# Hemipiepi;
* MelipamMxaHaiap,
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* SPA-xemen;
* Oacceiin;
* KoH(epeHII-3a1/ap;
* HH(PaKYPBUIBIMHBIH ©3T€ /ie 00beKTUIEpI.
JKekeneren Kpi3meTTepli naianany kesinae Konaxyii GekiTkeH apHaiisl Karuaanap KOAJaHbUTyBI
MYMKIH.
5. Epexenepai 6y3y caazapsbl
Ocs1 Epexenep 6y3putran sxarnaiina Konaxyii MeiHanaii KyKbuisi:
* OY3yUIBUIBIKTBEI TOKTATY /bl TAJIall eTYyTe;
* KeNTIpPUITeH 3aNanfsl oTey i Tanai eTyre;
* Kasakcran Pecny6nukaceibiH, 3aHHaMackIH/a skoHe KOHaKy#IiH ilKi KyKaTTapeiHaa
KO3/IENIINeH JKarlaiiap/Jia )KeKelereH Kpl3aMeTTep/ii KepceTyzieH 6ac Tapryra;
* mapTTa xaHe Typy KarunanaphiHaa Ke3Je/reH Herisaep OoFaH Ke3ze KeI3MeT KopeceTy i
TOKTAaTy¥a;
* KYKBIK KOPFay OpraH/aphiHa JKyTiHyre;
* Konaky#iiiH illki Ky:aTTapbiH/ia Oe/riIeHreH TOPTIIIeH TYIFAHBl KbI3MET KOPCETYTe MeKTey
KoMBLIFaH TyranapasiH Ti3uliMiHe eHri3y Macenecin Kapayra.
6. 3as1aaab1 eTey
Konak Kasakcran PecrybnukacsiHsin 3aHHaMackiHa coiikec Konakyii Mysikine, 6acka Konakrapra
He YINIHUII TYIFajapFa KelTipUIeH 3aiai YIliH yayanTsl 601a/sl.
7. MoTo- xIHe DeliHebaKbLIAY
Kayincizaikri KaMTamMachl3 eTy Makcatbinaa KoHakyi aymMarsiHaa xamsl nainanany
opsiHaapeiaia Kasakcran PecryGiukackisbig 3aHHaMachiHa colikec OeiiHeGaKpUIay xKysere
acLIPBUTYBI MYMKiH.
8. KopbIThIHABI epexeiep
8.1. KoHaky# KeI3sMeTTepiH naiijanany KoHaKTsIH ockl Epexxenepai cakrayra kenicim Geprenin
Gutnipeni.
8.2. Ocn! Epexenep Konakyiin pecMu calTBIHa, pECETIIH CTOMKACKIH/IA OPHAIACTHIPBLUIA B!
JKoHE KOHAKTap/IblH Tanabsl OoiibiHIIa Gepinei.
8.3. Ocul Epexxenepmen perrenmMeren macenenep Kaszakcran Pecny6iuKkachiHbIH 3aHHAMACHIMEH
none KoHaKyHIIH 1K KYKaTTapbIMEH peTTeNei.

GM Kot
Kyni: . .
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Approved by
Khadisha Hotel LLP

POLICY
On the Procedure for Restricting the Provision of Services and Maintaikimg
Persons with Restricted Service (Black List) of Khadisha HotefAE

Chapter 1. General Provisions
1.1. This Policy sets out the grounds and procedure for making decisions to temporarily restrict the
provision of services by Khadisha Hotel LLP (hereinafter — the "Hotel") to individual persons, the
procedure for maintaining the Register of Persons with Restricted Service (Black List), the rights
and obligations of Hotel employees, as well as the procedure for documenting violations and
making the relevant decisions.
1.2. This Policy has been developed for the following purposes:

* ensuring the safety of guests, visitors, and Hotel employees;

* protecting the life, health, and property of guests, visitors, and employees;

« ensuring the security of Hotel property;

* preventing repeated violations by guests of the Hotel's Residence Rules and Rules for the Use

of Hotel Services;
* minimizing property, reputational, and other risks;
* establishing a uniform decision-making procedure in cases where guests violate the Hotel's
internal rules.

1.3. This Policy applies to all divisions of Khadisha Hotel including:

* the hotel;

* restaurants;

* the SPA complex;

* conference halls;

 banquet venues;

« other facilities and services provided by the Hotel.
1.4. For the purposes of this Policy, the following terms are used:
Hotel — Khadisha Hotel LLP, which provides hotel and related services.
Guest — an individual who resides at the Hotel or uses the Hotel's services, including restaurants,
the SPA complex, conference halls, and other services.
Visitor — a person who does not reside at the Hotel but uses its services.
Black List (Register of Persons with Restricted Service) — the Hotel's internal confidential
register containing information about persons in respect of whom a decision has been made to
temporarily restrict the provision of individual or all Hotel services on the grounds provided for in
this Policy.
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Restriction of Service Provision — the Hotel's decision to refuse to enter into a contract for the
provision of individual or all Hotel services in the cases and in the manner provided for in this
Policy and the legislation of the Republic of Kazakhstan.
1.5. This Policy is an internal document of the Hotel and is binding on all employees of Khadisha
Hotel LLP.
1.6. Restriction of service provision is applied exclusively where documented grounds provided for
in this Policy exist, and may not be discriminatory in nature.
1.7. When making decisions, the Hotel is guided by the following principles:

* legality;

* good faith;

= reasonableness;

= proportionality of the measures taken;

« ensuring the safety of guests and employees;

= respect for the rights and legitimate interests of visitors.
1.8. Inclusion of a person in the Register does not constitute an administrative, criminal, or other
public-law liability measure and represents an internal decision of the Hotel aimed at protecting its
legitimate interests, property, and business reputation, as well as ensuring the safety of guests and
employees.
1.9. In applying this Policy, the Hotel complies with the requirements of the legislation of the
Republic of Kazakhstan on the protection and processing of personal data, consumer protection,
civil legislation, and other applicable regulatory legal acts.
1.10. This Policy takes effect on the date of its approval by the General Manager of Khadisha Hotel
LLP and remains in force until it is revoked or a new version is adopted.
Chapter 2. Grounds and Conditions for Restricting Service Provision
2.1. General Provisions
2.1.1. A decision to temporarily restrict the provision of one or more Hotel services is made only
where documented circumstances exist confirming that a guest has violated the legislation of the
Republic of Kazakhstan, the Residence Rules, the Rules for the Use of Hotel Services, or the terms
of a concluded contract.
2.1.2. Restriction of service provision must be proportionate to the nature and consequences of the
violation committed and may only be applied after all circumstances have been assessed.
2.1.3. The following are taken into account when considering the matter:

« the nature of the violation;

« the degree of the person's fault;

» whether property damage was caused;

= whether there was a threat to the life or health of guests or employees;

« repetition of violations;

« the person's conduct after committing the violation;

» the availability of supporting evidence.
2.2. Grounds for Considering Inclusion in the Register
The grounds are as follows:
2.2.1. Intentional damage to or destruction of the property of the Hotel, restaurants, the SPA
complex, conference halls, or the property of other guests.
2.2.2. Non-payment for services rendered or evasion of the fulfilment of monetary obligations to
the Hotel.
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2.2.3. Attempting to obtain services through deception, the use of forged documents, bank cards, or
other fraudulent acts.
2.2.4. Committing theft, attempted theft, or misappropriation of the property of the Hotel or third
parties.
2.2.5. Aggressive behaviour, threats, use of physical violence, or insults directed at Hotel
employees, guests, or other visitors.
2.2.6. Disturbance of public order resulting in the involvement of the security service or law
enforcement authorities.
2.2.7. Violation of fire safety requirements, sanitary standards, or other mandatory requirements
that endangers the life and health of people.
2.2.8. Entry into staff-only premises without the administration's permission.
2.2.9. Transferring an electronic key, access card, or room to third parties in violation of the Hotel's
internal rules.
2.2.10. Using Hotel premises for purposes contrary to the legislation of the Republic of Kazakhstan.
2.2.11. Intentional interference with the operation of engineering systems, equipment, security
systems, or video surveillance systems.
2.2.12. Violation of the Residence Rules or the Rules for the Use of SPA, restaurant, or other
divisional services, where such violation is repeated or gross in nature.
2.2.13. Committing other acts that created or could have created a threat to the safety of guests,
employees, Hotel property, or the Hotel's business reputation.
2.3. Evidence of Violation
The grounds for making a decision may include:

= aviolation report;

* video recordings;

» photographic materials;

» employee statements;

» the guest's statement (if available);

« the security service's findings; '

* materials from law enforcement authorities;

* court decisions (if available);

* other documents confirming the circumstances of the violation.
Chapter 3. Implementation Procedure
3.1. Incident Reporting and Escalation Procedure
The process of placing a guest/visitor on the black list must be strictly followed to ensure due
diligence and fairness.
Step 1: Incident Reporting
Any employee who witnesses or is informed of a serious incident immediately submits a detailed
written or electronic report to their Head of Department (HOD) and the Manager on Duty (Senior
Shift Manager).
Step 2: Initial Review and Evidence Gathering
The relevant HOD, together with the Manager on Duty (MOD), conducts an initial review.
They are required to collect and record all supporting evidence, which may include:

« Witness statements from staff and other guests.

* CCTV camera footage (in coordination with the Security Department).

* Copies of unpaid bills, guest folios, or property damage reports.
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* Incident entries from the MOD log.
* Correspondence (emails, messages).
Step 3: Blacklist Recommendation
If the evidence confirms a violation under Section 3, the HOD completes the Blacklist
Recommendation Form (Appendix 1).
This form, together with all evidence collected, is submitted to the General Manager (GM) for a
final decision.
Step 4: Management Decision and Data Entry
The GM reviews the full file. The decision to place a guest on the black list is made taking into
account the guest's overall conduct, the severity of the incident, and the Hotel's interests.
After written/electronic approval by the GM, the Senior Shift Manager or a designated supervisor:
* Updates the guest's profile in Fidelio, setting the status to "BLACKLISTED".
* Places the completed Recommendation Form and all evidence in the designated secure folder:
K:\Hotel Operations\Security\Blacklist Files.
Step 5: Notification and Enforcement
The GM or the Front Office manager formally notifies the Security Department and all relevant
HOD:s of the new addition to the list.
The Security Department updates its access control protocols and patrol briefings accordingly.
Senior Reception Shift Managers are responsible for informing their teams during daily briefings.
3.2. Maintaining the Black List
The master Black List register (a consolidated log of all listed persons) is maintained on the K
drive. Each entry must include: full name, date of birth (if known), nationality, photograph (if
available), date of incident, brief description of the incident, and date of GM approval.
Re-registration of a blacklisted guest in Fidelio for a new booking must be technically blocked. Any
exception to, or removal of, the block (for example, for a guest who has been formally pardoned)
requires the direct written authorization of the GM.
3.3. Protocol for Interacting with a Blacklisted Guest
If a blacklisted guest attempts to book a room or enter the Hotel, employees must follow this
communication protocol:
1. Listen politely: Listen to the initial request without interrupting. Do not immediately disclose
the person's status.
2. Calmly communicate the decision: Politely explain that, due to a previous incident, you are
unable to accept their booking or provide the service.
3. Responding to questions: If the guest requests details, respond: "I am not authorized to discuss
the specific details. This decision was made by Hotel management based on our records."
4. Firmly restate: If the guest insists, calmly repeat that you have no authority to reverse this
decision.
S. Offer an alternative: Suggest that they seek accommodation or dining elsewhere.
6. Escalate if necessary: If the guest continues to insist, offer to pass their contact details to the
Hotel Manager (GM) for final review. Do not promise that the decision will be reversed.
7. Terminate in case of abuse: If the guest becomes abusive, state clearly: "I apologize, but I
cannot continue this conversation if you continue to behave abusively." If the abuse does not stop,
you are authorized to end the call or step away and immediately notify the Security Department.
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Chapter 4. Classification of Violations and Types of Restrictions
4.1. General Provisions
4.1.1. Restriction of service provision is applied taking into account the nature of the violation, its
degree of public danger, the amount of damage caused, the repetition of the violation, and other
circumstances.
4.1.2. When selecting a restrictive measure, the Commission is required to observe the principle of
proportionality.
4.2. Category I (Minor Violations)
This category includes violations that did not result in property damage or a threat to safety,
including:
« smoking in prohibited areas;
* disturbing the quiet hours;
* violating the rules for using the SPA, pool, or fitness centre;
* violating the dress code (where established);
* other similar violations.
Possible measures
* verbal warning;
* written warning;
» refusal to provide a specific service on the day of the violation;
* temporary restriction on the use of specific services for up to 30 calendar days.
4.3. Category II (Significant Violations)
This category includes:
» refusal to pay for services rendered;
* causing minor property damage;
 repeated violation of internal rules;
» transferring an access card to third parties;
* entering staff-only premises;
* violating sanitary requirements;
* other similar acts.
Possible measures
* temporary refusal to provide specific services;
« restriction of access to the SPA;
« restriction of access to restaurants;
« refusal to accept bookings for specific services.
Recommended restriction period: from 1 month to 1 year.
4.4. Category III (Gross Violations)
This category includes:
* fighting;
» threats against staff or guests;
* intentional damage to property;
* theft;
* fraud;
» use of forged documents;
 unlawful entry into a room;
* interference with engineering systems;
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« disruption of security systems;

* intentional deactivation of the fire alarm;
* creating a threat to life and health.
Possible measures
» refusal to provide hotel services;
« refusal of SPA use;
» refusal of restaurant service;
» restriction of access to all Hotel services.
Recommended restriction period: from 1 year to 3 years.
4.5. Category 1V (Especially Gross Violations)
This category includes:
« use of physical violence;
* causing serious property damage;
* acts containing elements of a criminal offence;
* acts resulting in the evacuation of guests;
= distribution of narcotic substances;
* use of weapons or objects that pose a threat to safety;
* repeated commission of violations provided for under Category I11.
Possible measures
= refusal to provide any Hotel services;
« refusal to conclude service contracts;
* restriction of access to the Hotel premises (to the extent permitted by the legislation of the
Republic of Kazakhstan);
« referral to law enforcement authorities.
Recommended restriction period: from 3 to 5 years, or until a separate decision is made by the
Commission.
4.6. Mitigating Circumstances
* voluntary compensation for damage;
* submission of a written apology;
« absence of prior violations;
= cooperation in establishing the circumstances;
» remediation of the consequences of the violation.
4.7. Aggravating Circumstances
* repeated violation;
* committing the violation while under the influence of alcohol or narcotic substances;
* causing damage to multiple persons;
» refusal to compensate for damage;
= attempting to conceal the violation;
* obstructing the work of Hotel employees;
* causing harm to the Hotel's business reputation through unlawful acts.
Chapter 5. Procedure for Restricting and Refusing Service Provision
5.1. General Provisions
5.1.1. The Hotel has the right to restrict the provision of specific services or refuse to conclude a
service contract in the cases and in the manner provided for in this Policy, the Residence Rules, the
Rules for the Use of Hotel Services, and the legislation of the Republic of Kazakhstan.
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5.1.2. Restriction of service provision is applied for the following purposes:
* ensuring the safety of guests, visitors, and Hotel employees;
» protecting the property of the Hotel and third parties;
* preventing repeated violations;
* complying with the requirements of the legislation of the Republic of Kazakhstan;
» protecting the Hotel's legitimate interests.
5.1.3. Restriction of service provision must not be discriminatory in nature and may not be applied
on the basis of sex, age, nationality, citizenship, language, origin, disability, religious belief, or
other grounds unrelated to the person's conduct and the violations committed by them.
5.2. Types of Restrictions
Depending on the nature of the violation, the Commission has the right to decide on:
* a temporary refusal to accept room bookings;
« arefusal of accommodation;
* arestriction on the use of SPA services;
» arefusal of service at the Hotel's restaurants, bars, and other food and beverage outlets;
= arefusal to accept bookings for banquet and conference halls;
= arestriction on the use of other Hotel services.
Chapter 6. Duration of Restriction, Review of Decisions, and Removal from the Register
6.1. General Provisions
6.1.1. Restriction of service provision is temporary in nature and is applied solely to protect the
safety of guests, employees, Hotel property, and the Hotel's legitimate interests.
6.2. Extension of the Period
The Hotel has the right to extend the restriction period in the event of:
« commission of a new violation;
¢ discovery of new circumstances;
* evasion by the person of the obligation to compensate for damage;
« violation of the terms of a decision previously made by the Commission.
An extension is formalized by a separate decision.
6.3. Early Review
A person has the right to apply to the Hotel with a substantiated request for review of the decision
before the restriction period expires.
The application may be accompanied by documents confirming;:
* voluntary compensation for damage;
» remediation of the consequences of the violation;
« reconciliation with the injured party (if applicable);
= other circumstances demonstrating that continued application of the restriction is no longer
necessary.
6.4. Procedure for Reviewing an Application
The Hotel generally reviews the application within 15 (fifteen) business days of its receipt.
Following the review, the Hotel has the right to:
* leave the decision unchanged;
* shorten the restriction period;
» change the list of restricted services;
¢ remove the person from the Register.
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6.5. Confidentiality of Information

Information contained in the Register is confidential.

Hotel employees are obliged not to disclose information about persons included in the Register and
not to use such information for purposes unrelated to the implementation of this Policy.

6.6. Archival Storage

Investigation materials, reports, minutes, Commission decisions, and other documents are subject to
archival storage in the manner established by the Hotel's internal documents.

Access to archived materials is granted only to authorized persons.

6.7. Final Provisions

This Policy is subject to review in the event of changes to the legislation of the Republic of
Kazakhstan, the Hotel's structure, or the manner in which services are provided.

Oversight of compliance with this Policy rests with the General Manager and the Hotel's internal
control department.

7. Related Documents and Registers

Blacklist Recommendation Form (Appendix 1)

Master Black List register (electronic file on the K drive)

MOD incident logs

Security Department reports and CCTV logs

Guest folios and unpaid bill reports
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APPENDIX 1: BLACKLIST RECOMMENDATION FORM
(Confidential — For Internal Use Only)

Date submitted:
Submitted by (HOD name and position):
Department:
Guest Details:
Full name:
Company (if applicable):
Passport/ID number:
Date of birth (if known):
Contact information:
Incident Details:
Date and time of incident:
Location within the Hotel:
Detailed description of incident:
Specific violation/policy (reference to Section 3):
Supporting Materials Attached (check all that apply):

» Witness statements

e CCTV footage reference numbers

» Copies of bills/guest folios

* MOD report
Photographs of damage

* Other (specify):
Guest history (if applicable):

Recommended Action:
* Permanent blacklisting
* Temporary blacklisting (until: . . )
* Other:

HOD signature:

FOR GENERAL MANAGER DECISION ONLY
» Approved for blacklisting.
* Not approved. Reason:
* Requires further investigation.

GM signature:
Date: .
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APPENDIX 2
GUEST CODE OF CONDUCT
1. General Provisions
1.1. This Code sets out the mandatory requirements for the conduct of guests and visitors of the
Rixos Khadisha Shymkent hotel when using the Hotel's accommodation and additional services.
1.2. This Code is aimed at ensuring the safety of guests and Hotel employees, safeguarding
property, maintaining public order, and creating comfortable conditions for guests' stay.
1.3. This Code forms an integral part of the Hotel's Residence Rules and applies to all persons
present on the Hotel premises, including the hotel, restaurants, the SPA complex, conference halls
and other facilities.
2. Guest Obligations
A guest is obliged to:
 comply with the legislation of the Republic of Kazakhstan;
= comply with this Code and the Residence Rules;
= treat other guests and Hotel employees with respect;
» maintain public order;
 handle Hotel property with care;
= comply with fire safety requirements;
 comply with sanitary standards;
« promptly notify the administration of accidents, malfunctions, or other emergency
circumstances;
* pay for services rendered in a timely manner.
3. Prohibited Conduct
On the Hotel premises, it is prohibited to:
» commit acts that disturb public order;
* cause harm to the life or health of other persons;
« threaten employees or guests;
use obscene language, or insult employees or other guests;
* intentionally damage Hotel property;
= commit theft or other unlawful acts;
* use forged documents;
» transfer keys or access cards to third parties without the administration's consent;
= enter staff-only premises;
« interfere with the operation of engineering systems and equipment;
* block emergency exits;
* deactivate or damage fire safety, video surveillance, or other security systems;
» commit acts that endanger the life or health of people or property.
4. Rules for Using the Services
A guest is obliged to comply with the Hotel's established rules for using:
* hotel rooms;
 restaurants;
 the SPA complex;
* the swimming pool;
» conference halls;

2
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» other infrastructure facilities.

Special rules approved by the Hotel may apply to the use of individual services.
5. Consequences of Violating this Code
In the event of a violation of this Code, the Hotel has the right to:
* demand that the violation cease;
* demand compensation for damage caused;
» refuse to provide specific services in the cases provided for by the legislation of the Republic
of Kazakhstan and the Hotel's internal documents;
* terminate the provision of services where grounds provided for in the contract and the
Residence Rules exist;
« refer the matter to law enforcement authorities;
* consider the inclusion of the person in the Register of Persons with Restricted Service, in the
manner established by the Hotel's internal documents.
6. Compensation for Damage
A guest shall be liable for damage caused to Hotel property, other guests, or third parties, in
accordance with the legislation of the Republic of Kazakhstan.
7. Photo and Video Surveillance
For the purpose of ensuring safety, video surveillance may be carried out in public areas on the
Hotel premises in accordance with the legislation of the Republic of Kazakhstan.
8. Final Provisions
8.1. Use of the Hotel's services signifies the guest's agreement to comply with this Code.
8.2. This Code is posted on the Hotel's official website and at the reception desk, and is provided to
guests upon request.
8.3. Matters not regulated by this Code shall be governed by the legislation of the Republic of
Kazakhstan and the Hotel's internal documents.

GM signature:
Date: .
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I'enepaabnbiii MeHexKep
TOO «Xaguma Orenn»
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XTECTY,

MOJIOXEHHUE

0 HOpsAKE OrPAHHYEeHHs NPeJOCTABICHHA YCIYr 1 BegeHns P
orpannycHHem obcayxuBanus (Black List) TOO «Xaguma

I'nasa 1. O0mue nosoxenns

I.1. Hacrosmee Ilonoxenwe ompenenser OCHOBAaHHA, IOPALOK NPHHATHS peIICHAN O
BPEMEHHOM orpaHu4eHuH npepocrasienus ycayr TOO «Xaguma Otems» (manee — «Otenny»)
OTAENBHEIM JIHLaM, MOPAJIOK BefleHus Peectpa sl ¢ orpannyeHneM obemyxwuBanus (Black List),
npaBa W 00s3aHHOCTH paGoTHHKOB OTend, a TakKe MOPALAOK AOKyMEHTHPOBAHHS HAPYIICHHH H
NPHHATHS COOTBETCTBYIOILMX PELICHHIH.

1.2. Hacrosimee ITonoxenune pazpaboTano B Lessix:

* obecnieueHus: 6€301aCHOCTH rOCTeH, TOCeTUTENEH 1 pabotaukoB Ores;

* 3aIMTHI )KW3HH, 3I0POBBS H UMYLIECTBA [OCTEH, TOCETHTENEH H PabOTHHKOB;

* obecneyeHMs COXPAaHHOCTH uMyIecTBa OTes;

* npenynpexieHus NOBTOPHBIX HapymieHwil [Ipasun npoxwupanus u [IpaBwi nons3oBaHus
ycayramu Orens;

* MHHHUMH3A1IMH HMYILIECTBEHHBIX, PEMYTAlHOHHBIX M HHBIX PHCKOB;

* CO3/aHHA EAMHOTO NOPS/IKA NPHHATHS PEINeHW NMPY HAPYIIEHWH TOCTSMM BHYTPEHHHX
npasun Orens.

1.3. Hacrosuee Ilonoxxenne pacrnpocTpaHseTcs Ha Bce noapaszesieHus «Xamuma Orensy,
BKJTIOYAs:

* roCTHHHILY;

* pecTopaHsl;

* SPA-xoMIuiexc;

* xoH(pepeHi-3abl;

* DaHKeTHBIE TUTOMIAIKH,

* uHBIE 0OBEKTHL U YCIIYTH, ipenocTapngemeie Orenem.

1.4. Jlns ueneii nactosimero INo/oxeHus HCIONB3YIOTCA CIIEYIONIHE TEPMUAHBL:

Orens — TOO «Xamumwa Otensy, oka3sIBaroIIee rOCTHHUYHbIE U COMYTCTBYIONIAE YCITYTH.

I'octs — ¢usnueckoe nuuo, npoxupatomee B Otene nmu6o nonssyromeecs ycayramu Orens,
BKJIIOYasi pecTopaHbl, SPA-komIuieke, KOH(epeHI-3a/Ibl ¥ HHBIE CEPBHCHI.

IMoceruTens — nuio, He npoxusaroniee B OTene, HO NONB3YIONIEECS €r0 yCIyramm.

Black List (Peectp siuii ¢ orpanHgeHneM 00C/IyKUBaHHA) — BHYTPEHHHH KOH(PHICHIHAIbHBIH
peectp Oteinsi, copepaluluii CBeleHNs O THIAX, B OTHOMIEHHHM KOTOPHIX HPHHATO pelleHHe O
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BPEMEHHOM OrPaHHYEHHHM IPEJOCTABICHUA OTAENBHBIX JIHOO Beex ycuyr OTens M0 OCHOBaHHSAM,
NpeaycMOTpeHHBIM HacTosmuM [Tonoxenuem.

Orpanuuenue npegocTasieHus ycuyr — pewenre Ortens 06 oTkase B 3aKIIOYEHHH JIOTOBOpa
Ha OKa3zaHWe OTJENBHBIX NHOO Bcex ycmyr Otens B ciydasX M I[OpsAAKE, NPeAyCMOTPEHHBIX
Hactosmum [TonoxenueM u 3akoHoaatenscTBOM Pecnybmukn Kazaxcran.

1.5. Hacrosmee Ilonoxenue sBisercs BHyTpeHHMM AokyMeHToM Otens, obs3artensHo ans
HcnonHeHus Bcemu pabotHukamu TOO «Xamunia Otensy.

1.6. Orpannyenue NpeIOCTaBNEHHS YCITYT TPUMEHSAETCS HCKITIOUNTENBHO TIPH HATHIHA
JOKYMEHTAJIbHO IIOATBEPHICHHBIX OCHOBaHUH, NpelyCMOTpeHHBIX HacTosmmM [TonoxeHnuem, u He
MOXET HOCHTh JUCKPUMHHAIIMOHHBIH XapakKTep.

1.7. Ilpu npunsaTuu pemenuii OTens pyKOBOCTBYETCS MPAHIHTIAMH:

* 3aKOHHOCTH;

* 106pOCOBECTHOCTH;

* pazyMHOCTH;

* copasMepHOCTH IPHHUMAEMBIX MEp;

* obecnieuenus 6€30MaCHOCTH rocTe# U pabOTHHKOB;

* yBaXKeHHs paB U 3aKOHHBIX HHTEPECOB MOCETHTEIEH.

1.8. Brmouenue nuna B Peectp He sBiIsieTcs MEpOd agMMHUCTPATHBHOM, YroJOBHOH JIHOO
WHOH MyONHYHO-TIPaBOBOM OTBETCTBEHHOCTH M NpeJICTaBIsgeT coboii BHyTpeHHee peuieHue Ores,
HAlpaBJIEeHHOE Ha 3allMTY €ro 3aKOHHBIX MHTEPEcOB, UMYINECTBA, JENOBOH PENMyTAIMH, a TAKKe
obecneyenue 6e3011aCHOCTH IrOCTEH ¥ pabOTHHUKOB.

1.9. Tlpm npumenenun Hacrosmero [lonoxenus Otens cobmiogaer  TpeGoBaHms
3akoHozarenscTBa PecnyOmuku Kasaxcran o 3amure mepcoHabHBIX JaHHBIX H MX 06pabotke,
3allliTe TMpaB MoTpeOHTened, TpaXKJAHCKOTO 3aKOHOJATeNbCTBA W HMHBIX IPHMECHHMBIX
HOPMaTHBHBIX IIPaBOBBIX AKTOB.

1.10. Hacrosmee IlonoxeHue BCTynmaer B CHIy € JaThl €ro yTBepXAeHHs | eHepaibHBIM
menemxepoM TOO «Xaguma Otens» u AeHCTBYET 0 €0 OTMEHBI TN MPHHATHS HOBOM peAaKIMH.

I'nasa 2. OcHOBaHHS H YCJIOBHSI OTPAHHYEHHS NPeJOCTABICHHS YCIYT

2.1. Obmue NoIoKEeHHR

2.1.1. Pemenue 0 BpEMEHHOM OTPaHWYEHUH MPENOCTABJICHUS OJHOH MJIH HECKONBKHX YCIyr
Orens nDpUHAMaeTCs MCKIIOYUTENBHO TIPH HAIMYHMA JIOKYMEHTAJIBHO IOATBEPMIACHHBIX
0OCTOATENECTB, CBHIETENBCTBYIOIMMX O HApYIIEHUH TocTeM TpeOOBaHHH 3aKOHOJATENHCTBA
Pecnybnuku Kasaxcran, [IpaBuwn npoxuBanus, [IpaBun nonb3oBanus ycinyramu Orens imbo
YCNOBHii 3aKITFOYEHHOTrO JIOTOBOpA.

2.1.2. OrpaHu4eHUE NPENOCTABJICHHA YCJIYr JO/KHO OBITH COpa3sMEpHBIM XapakTepy H
MOCNEACTBHSM JIOMYHIEHHOTO HApyINeHUs ¥ MIPUMEHSTHCS TONMBKO MOCIIE OLEHKH BCEX

00CTOATENBECTB IPOXU30LIEIIETO.

2.1.3. IIpu pacCMOTpPEHHH BOIIPOCA YYUTHIBAIOTCS:

* XapakTep HapyIIeHHS;

* cTeNCHb BUHBI JIMLA;

* HaTMYHe NMPUYHHEHHOTO MMYIIECTBEHHOTO yiepba;

* Hay4Me yrpo3sl XKM3HH, 3JJOPOBbIO FOCTeH WIH pabOTHHKOB;

* NOBTOPHOCTb HAapyLIEHHH;

* noBe/ieHME JIMLA NOCNIE COBEPLICHHS HAPYLICHHU;
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* HanMYHe MOATBEPKIAIOIINX OKA3ATENBCTE.

2.2. OcHoBaHus /I PaCCMOTPEHHS BOTIpOca O BKIIIOUeHHH B Peectp

OcHoBaHHSIMH SIBJISIIOTCH:

2.2.1. YMBILLIEHHOE TIOBPEXCHHE WIH YHUUYTOXeHHe uMymecta Ores, pecropanos, SPA-
KOMIUIEKCa, KOHQEPEHLI-3aJ10B JIH0O HMYLIECTBA JAPYTHX TOCTEH.

2.2.2. Heonnara OKa3aHHbIX yCJIYT JIH0O YKIOHEHHE OT HCIIOJHEHHS JIEHeXKHBIX 00S3aTebCTB
nepen Orenem.

2.2.3. lonbiTKa mOy4eHHs YCIyT MyTeM 0OMaHa, HCTIONIB30BaHUS MOIEBHBIX JJOKYMEHTOB,
6aHKOBCKHX KapT 60 WHBIX MOIICHHUYECKHX JEHCTBHIA.

2.2.4. CosepiieHne KpaXd, TMOTBITKA XHMINCHHS MMYIIECTBA JIMOO NPHCBOEHHS HWMYIIECTBA
Orenst WK TPETHUX JIMLL.

2.2.5. ArpeccHBHOE TIOBS[CHHE, YIPO3bl, IPUMEHEHHEe (H3UUECKOr0 HACHIHA JHOO
ockopbsienue paboTHHKOB OTens, rocTei WM HHEIX TOCETHUTEIICH.

2.2.6. Hapymenue 0OIIECTBEHHOIO MOPsJKA, MOBJEKINEE BMEINATENBCTBO CIIyXKObI
6e3onacHOCTH TMOO0 MPaBOOXPAHHUTENBHEIX OPTraHoOB.

2.2.7. Hapymenue TpebGoBaHWi TOXapHOH Ge30MaCHOCTH, CAHHMTAPHBIX HOPM JIHGO HHBIX
06s3aTeNBHBIX TpeOOBaHHUH, CO3AIONICe YIPO3Y JKU3HH | 3[0POBBIO JOMIEH.

2.2.8. [IlpoHHKHOBEHNE B CITyKeOHBIE TOMeIeHus 6e3 paspenieH s aAMHHHCTPAIHH.

2.2.9. llepepaya 31€KTPOHHOrO KIIIOYA, KapTH JOCTyHa JHOO0 HOMEPA TPETHHM JIMIAM C
HapyImeHHEM BHYTPEHHMX npaBuwi Orers.

2.2.10. HcnonbzoBanre momemennit Otens B LENSX, NPOTHBOPEYALIMX 3aKOHONATENHCTBY
PecnyGniuku Kazaxcran.

2.2.11. YMblIEHHOE HapyIeHHe pabOoThl MEDKCHEPHBIX CHCTEM, O0OpYIOBaHHS, CHCTEM
6e3onacHocTH OO BHIEOHAOIOAEHHAA.

2.2.12. Hapymenue [lpasun npokuBanus juGo IlpaBun nonb3oBanms ycnyramm SPA,
PECTOPaHOB WJIM HHEIX TIOJIPas[eNicHHi, €CIM TaKoe HapyHICHHE HOCHT HEOIHOKpaTHEIN JH60
rpyOnbiii Xapakrep. _

2.2.13. CosepiieHHe WHBIX HGHCTBHi, KOTOpbie CO3JalH JHOGO MOINIM CO3aTh Yrpo3y
GesonacHocTy roctei, paboTHHKOB, uMynIecTBa Orens Wik 1eioBoii penyranuu OTens.

2.3. loka3aTenbCcTBA HAPYIIEHHS

OcHoBaHHEM IS NPUHATHS PEIICHHS MOTYT ABJIATHCS:

* aKT 0 HapyLIeHUH;

¥ BHIC03AIINCH;

* ¢horomarepuans;

* 00bsicHeHHS paOOTHHKOB;

* 06psacHenns rocts (pH HAJIMYHK);

* sakmoueHue ciry>x051 0€30nmacHOCTH;

* MaTepuaisl MPaBOOXPAHUTENBHBIX OPIraHOB;

* cyieOHble aKThl (IIPH HAIMYHH);

* UHEBIE JIOKYMEHTSI, IIOATBEP)KAAIOIIHE 00CTOATEILCTBA HAPYINEHHMS.

I'nasa 3. [Ipoueaypa BHegpeHHs

3.1. llopsaaok coobmeHns 00 HHHAEHTE H CKANANUH
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IIponiecc BHECEHMS TOCTA/IIOCETHTENI B YEPHBIM CHHCOK JO/DKEH HEYKOCHHTENIBHO
cobmopareca ans obecriedeHus JOHKHOM OCMOTPUTEIBHOCTH U CIIPABEJIMBOCTH.

lar 1: CooO0menne 00 HENHACHTE
JIxo6oii coTpynHMK, CTaBLIMH CBHIETENEM HIH MOJNYYHBIIHN COOOIIEHHE O CEPHE3HOM
WHIIWJIEHTE, HEMEJUIEHHO NpeloCcTaBisdeT NOAPOOHBIH NHUCHMEHHBIH WM 3JIEKTPOHHBIH OTYeT
cBoeMy pykoBoauTemo noapasnenenus (HOD) u CrapiieMy cMeHBI.
Ilar 2: Ilepsuynoe paccMoTpeHne H cHOP A0KAATEINLCTB
CootsercrByrommii HOD coBmecTHO ¢ nexypHbiM MeHemkepoMm (MOD) npoBoauT nepBrYHOE
paccMOTpeHHe.
Onn 00s13aHBI coOpare M 3a(HKCHPOBATh BCE MOATBEPXIAIOIIHE J0KA3ATENBCTBA, KOTOPHIE
MOTYT BKITIOYaTh:
[Tokazanus cBuierenel OT COTPYyTHHKOB U JPYTHX FOCTEH.
3ammcu ¢ kamep BueoHabmoaenns (Bo B3auMoaeiicteuu co Cnyx0oii 6e30nacHOCTH).
Konuu HeomnaueHHBIX CYETOB, FOCTEBBIX CUETOB HIIH AaKTOB O MOPYE UMYILECTBA.
3anucy 06 uHIMAeHTax U3 xypHana MOD.
[lepenucky (3MeKTPOHHbIE THCHMA, COOOIICHHS ).
Illar 3: PexomeHAaLHs 0 BHECEHHH B YePHbIii CIIHCOK
Ecnu jokasarenbcTBa NMOATBEPXKAAIOT HapylieHWe cornacHo Paspeny 3, HOD samonmser
@opMy PEKOMEHJALMH O BHECEHHH B YepHsli crncok ([Ipunoxenwue 1).
OJrta (opma BMECTE CO BCEMH COOpaHHEIMH JOKA3aTENbCTBAMHU Tiepenaercs | eHepaibHOMY
meremxkepy (GM) mist OKOHYATENILHOTO PEeLUEeHHUSI.
Illar 4: Pemenne pyKoBOACTBA H BHECEHHE AAHHBIX
GM paccmarpuBaeT nojHoe Aocke. Pemenye 0 BHECEHHH B YePHBIN CITHCOK MPHUHUMAETCH C
y4eTOM 00IIero NoBeACHHs roCTs, CEpbe3HOCTH HHLIKAEHTa U HHTepecoB Orens.
[Tocne mackmMeHHOro/aneKkTpoHHOro yTRepXkaeHns GM Crapumumii cMeHbI WIHM Ha3HAYeHHBIH
cynepsaiizep:
Oo6nosnser npoduns rocta B Fidelio, ycranaBmuBas cratyc «BLACKLISTED» (Buecen B
YepHEIH CITHCOK).
[Nomemaer 3anonneHHyo PopMy peKkOMeHJALMM M BCe JOKAa3aTeNbCTBA B 3alHINEHHYIO,
npexHa3sHaYeHHyo /Ui otoro nanky: Juck K:\Hotel Operations\Security\Blacklist Files.
Ilar 5: HudopmupoBanne i obecnieyeHHe cod.MI0eHAA
GM unu menemxep ciiyx0sl npuema oduuuansHo yeaomisier CnyxOy 6e3onacHocTH M BCex
cootBercTByromux HOD 0 HOBOM BKIIIOYEHHH B CIIHCOK.
Ciyx6a 6e3omacHOCTH OGHOBISIET CBOM TMPOTOKOJBI KOHTPOJS JOCTYNA U HHCTPYKTAXH JUis
naTpyJiei.
Crapmue cMensl Reception oTseqarot 3a uH(GopMUpOBaHHE CBOUX KOMaH]I BO BPEMSI
©XKEAHEBHBIX IUIAHEPOK.

3.2. Beaenne 4epHOIo CNHCKA

OcHoBHO# Peectp uepHOro cmmcka (CBOAHBIM JXYpHall BCEX JIMIl, BHECEHHBIX B CIIMCOK)
segerca Ha Jlucke K. Kaxnaa sanuce pomkHa Bxmouarts: [TonHoe ums, Jlata poxnaenus (ecim
u3BecTHa), ['paxnancTBo, Dororpaduro (npu Hanuuuum), Jlaty unHumuaenra, Kpatkoe onucanue
uHupgeHTa u Jlary yreepxaenus GM.
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IloBropHas perucrpaumsi roctss M3 yepHoro cmucka B Fidelio mns HoBoro 6ponmpoBaHus
nomxHa OBITh TexHHWYecKH 3abnokupoBaHa. JlloGoe HMCKIIOYEHHWE WIH OTMEHA OJIOKMPOBKH
(manpumep, ISl rocTs, KOTOpBIH ObUT ouuManbHO mpomieH) TpeOyeT NMpSMOro MHCEMEHHOrO
paspemenus GM.

3.3 I[IpoTokoa B3aHMOAEHCTBHSA ¢ NOCTEM H3 YePHOI0 CIHCKA
Ecnu rocte M3 4YepHOro ChmMCKa MHITaeTcs 3a0pOHMPOBATH HOMEpP WM BOHTH B OTEIb,
COTPYHHMKH JOJDKHBI CJI€J0BAaTh ITOMY IPOTOKOY OOIIEHHS:

1. BesumBo BricaymaiTe: Bricnymiaiite nepBoHa4anbHBIH 3ampoc, He mnepebusas. He
coobimaiiTe HeMEJIEHHO O ero CTaryce.

2. CnoxoitHo coobmure pemenne: BexnuBo 0OBACHATE, YTO B CBA3M C HPEABULYIHM
HHIHMIEHTOM B OTeJI€ Bbl HE MOXKETE MPHHATL €ro OPOHHPOBAHKE HITH OKA3aTh YCIYTY.

3. Ortsersl Ha Bompocsl: Ecnu rocte 3anpamuBaer geraind, OTBeTbTe: «S1 He yNnoJIHOMOYEH
0bCcykiaTh KOHKPETHBIE JETaNy. JTO pemeHue OBUT0 NPHHATO PYKOBOJCTBOM OTeJls Ha OCHOBE
HAIIMX 3aIIUCER.

4. Tsepno moBropuTe: ECnM rocte HacTrauBaeT, CHOKOMHO MOBTOPHTE, YTO y BaCc HET
MOJIHOMOYHH OTMEHHUTH 3TO PelleHHe.

5. Ilpemnoxure anprepHaruBy: [Ipemioxkure emy oOpaTuTbCs B JOpyroe MeCTO yis
MPOXUBAHUSA WM TTUTAHUA.

6. DOckanauus npH HeobxomumocTH: Ecnu TrocTh NMPOAOMKAET HACTAMBATH, NPELIOKHATE
nepefaTbh €ro KOHTaKTHble JaHHbie Yrpasisiowmemy ortenem (GM) s  OKOHYaTeNsHOTO
paccMotpenus. He obemalite oTMEHEI pereHus.

7. Ilpexpamenue npu ockopOnenusx: Eciu rocte HauMHaeT ocKOpOMSTh, YETKO 3asBHTE:
«IIponry npomiesus, HO i HE MOT'Y IIPOJIOJDKATh Pa3roBOP, €CIH Bbl BeeTe ce0si OCKOPOUTENEHOY.

Ecnu ockopbnenus He MpeKpamaroTcs, Bbl YTIOTHOMOUEHBI 3aBEPINUTH 3BOHOK HIIH YAIHUThCs
M HeMeUIeHHO yBeaomuTh Ciryx0y Ge3onacHoCTH.

I'naBa 4. Knaccudukanus HapymeHH#l H BHAb] OrpaHHYeHHH

4.1. O0mue noJ1oKeHHd

4.1.1. OrpanvyeHye NPENOCTABIEHUA YCIYI NMPUMEHSETCS C YYeTOM XapaKTepa HapyLIeHHS,
CTenmeHu ero OOIIeCTBEHHON OMAacHOCTH, pa3Mepa TIPHYMHEHHOTO Yyimepba, MOBTOPHOCTH
HapYLICHHUs 4 HHBIX 00CTOSATENIBCTB.

4.1.2. Tlpm BeiObope wMmepel orpanudcHus Kommuccus o0sg3aHa coOimogaTe NpPHHUMI
COPa3MEepHOCTH.

4.2. Kateropus I (He3na9YHTebHble HADYIIEHAS)

K nanHO# KaTeropum OTHOCATCS HapyLICHMs, HE MOBJICKUIME NPUYMHCHHE MMYIIECTBEHHOIO
yuep6a nubo yrpo3y 6e30nacHOCTH, B TOM YHCIIE:

* KypeHHe B 3alpeICHHBIX MECTax;

* HapyleHHe peXXxuMa TUIHHEL;

* HapylieHHe NpaBuI nons3oBanus SPA, 6acceiinom, purHec-3amoMm;

* HapymieHHe Jqpecc-Koaa (eCid yCTaHOBJICH ),

* HHBIe QaHATOTHYHEIE HAPYIIEHHS.

Bo3moxkubIe MepbI

* ycTHOE TpeAyIpekeHHe;
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* NMUCEMEHHOE NPEAyNpEeXKICHHUE;

* 0TKa3 B NPENOCTaBICHAHN OT/C/IbHOM YCIIYTd B A€HL HAPYIIEHHS;
* BpEMEHHOE OrpaHHyEeHHe NOJB30BAHNS OTAC/IBHBIME yCIyraMu A0 30 KaJeHJIapHBIX THei.

4.3. Kareropus 11 (cymecTBennbie HAPYIIEHHS

K naHHO# KaTeropuu OTHOCATCH:

* OTKa3 OIUIATUTD OKA3aHHBIE YCIYTH;

* IpUuYMHEHHEe He3HAYHTEIFHOI0 UMY LIECTBEHHOTO yiep6a;
* HEOZIHOKpaTHOE HapylleHHe BHYTPEHHUX MPaBUJI;

* mepenaua KapThl A0CTYIA TPETEMM JIMIIAM;

* NIPOHMKHOBEHHE B CITy)KeOHBIE MOMEILEHNS,;

* HapylIeHHe CAaHUTAPHBIX TPeGOBaHMIA;

* WHbIE aHANIOTHYHBIE NEHCTBHS.

Bo3mozknbIie MepbI

* BpeMeHHBIH OTKa3 B IIPe/IOCTABIEHHH OT/ENBHEIX YCIIYT;
* orpanmuenue goctyna B SPA;

* orpaHWyYeHHe IOCTYTa B PECTOPaHbI;

* orKa3 B OpOHMPOBaHHH OTIENBHEIX YCIYT.
Pexomenayemblii CpOK orpaHuyeHHs

ot 1 mecsina no 1 rona.

4.4. Kareropus Il (rpy0bie Hapymenns)

K nanHoii KaTeropuu OTHOCATCS:

* npaka;

* Yyrpo3bl nepcoHany 160 rocTsm;

* yMBIlUIEHHAs TIOpYa HMYIIECTBa;

* kpaxa;

* MOIIEHHHYECTBO;

* HCIOJIBb30BaHKE NOZIENIBHBIX JIOKYMEHTOB;

* He3aKOHHOE MPOHUKHOBEHHE B HOMED;

* BMEINATeNbCTBO B pab0Ty HHKEHEPHBIX CHCTEM;
* Hapymenue paboTsl cucTeM Ge30macHOCTH;

* YMBINIIEHHOE OTKITIOYEHHE TIOYKAPHON CUTHAIM3ALHNY;
* co3gaHue yrpo3bl XKU3HU H 3/I0POBBIO.
Bo3moxkHbIe Mepbl

* OTKa3 B IPeAOCTaBI€HUH TOCTHHHYHEIX YCIYT;
* oTKa3 B nonb30BaHuH SPA;

* oTka3 B 06CITY’>KUBAHHH B PECTOpaHAX;

* orpaHu4eHHMe JOCTyna Ko BceM ycimyram Orens.
Pexomeniyemblii CPOK OrpaHH4YeHHS

or 1 roga oo 3 ner.

4.5. Kateropus 1V (ocoGo rpy0bie Hapymenus)
K nanHO# KaTeropuu OTHOCATCS:

* npuMeHeHHe (PU3UIECKOrO HACKIINS;

* NpUYMHEHHE TSHKKOrO HMYIIECTBEHHOTrO yiep6a;
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* neficTBHA, COlepIKaIMe IPU3HAKH YTOJIOBHOIO PABOHAPY IEHHS;

* nelicTBHA, NOBNEKIINE IBAKYAIIHIO TOCTEN;

* pacrpocTpaHeHHe HaDKOTHYECKHX CPe/ICTB;

* IpuMeHeHHe OpYXKHA THO0 NPEAMETOB, CO3AAIOMINX YIPO3y 0e30IaCHOCTH;
* MOBTOPHOE COBepINEHNe HapymeHwi, peaycMoTpenasix Kareropuei I11.
BosmoxHbie Mepbl

* 0TKa3 B NPeJJOCTABJICHHH JIO0BIX yeiyr Orens;

* OTKa3 B 3aKJTIOYEHUH JOTOBOPOB HA OKa3aHHUE YCIIyT,

* orpaHuueHue 10ocTyna Ha TeppuropHio Otens (B mpenenax, A0MyCcKaeMbIX
3aKoHozaTenscTBOM Pecrybmmku Kasaxcran);

* oOpallieHHe B IPaBOOXPAHUTENBHBIE OPTAHEI.

PexomenyemMblil CpOK OrpaHHYeHHS

ot 3 110 5 ner nubo 1o npuHATHS KOoMMCCHEH OTAEIBHOIO peLICHUS.

4.6. Cmaryawnne o6cTOATEILCTBA

* noOpoBOIBHOE BO3MELIECHHUE yiepoa;

* mpuHeceHWe MACKMEHHBIX W3BUHEHHIA,

* OTCYTCTBHE paHee J0NyLIeHHbIX HapyIIeHHid;

¥ coelicTBHE BBISICHCHHIO 0OCTOATENIBCTB;

* ycTpaHeHHe NOCIeCTBUI HapyIIeHHS.

4.7. Oraryaionue 00cTOATENLCTBA

* NOBTOpPHOE HapyULICHHUE;

* coBepllIeHHE HAPYILEHHUS B COCTOSHIH aJIKOTOJIBHOTO MM HAPKOTHYECKOTO ONbIHEHUS;
* npuunHeHue yiepba HECKOJIBKUM JTHLIAM;

* OoTKa3 BO3MeCTUTH ymepo;

* MIOMBITKA CKPBITH HApYLIEHHE;

* BocnpenaTcTBoBaHue pabore coTpyaHHKoB Otens;

* npuuMHEeHHe BpeJa AenoBoii pemytanun OTelsi NOCPEACTBOM NMPOTUBONPABHBIX JEHCTBHIA.

I'nasa 5. Ilopsiaok orpaHHYeHHsi H 0TKA3a B NPEAOCTABJICHHH YCIyT

5.1. O6ugue mo/10XKeHHA

5.1.1. Orens BHpaBe OrpaHUYHUTL MNPeJOCTABIEHHE OTAENBHBIX YCIyr nHO0 OTKasaTh B
3aKJIFOYCHHMH JIOrOBOPA Ha OKa3aHWE yCJIyr B ClIydasX M MOPsJKe, NPeJyCMOTPEHHBIX HACTOSILIHM
[Monoxennem, IlpaBunamu npoxkusBanus, [IpaBunamu mnonb3oBaHus ycayramu Orens u
3akoHoparenscTBoM Pecrybnuku Kazaxcran.

5.1.2. Orpanuuenne NpeJOoCTaBICHUS YCIYT NMPUMEHSeTCH B LeiX:

* obecnieuenns Ge30macHOCTH rocTei, noceruteneid u paboruukos Ores;

* 3anmuTel nMymecTBa OTens U TPETHUX JTHIL,

* npeaynpexneHus: NOBTOPHBIX HAPYLICHUH;

* cobmopnenus TpeboBanuii 3akoHOAaTeNbcTBa Pecnybnuku Kazaxcran;

* 3aIUThI 3aKOHHBIX HHTEpecoB Orend.

5.1.3. OrpanuuyeHue NPEJOCTaBIECHHUA YCIAYI HE JMOJDKHO HOCHTH JUCKPHMHMHAIIMOHHBIH
XapakTep M HE MOXEeT NPHMEHSAThCA [0 TpPU3HAKAM TONia, BO3PACTa, HAIMOHAIBHOCTH,
rPAXAAHCTBA, A3bIKA, NPOHUCXOXIEHHS, WHBATHIHOCTH, PEIMIHO3HBIX yOexieHud JHOO HHBIM
OCHOBAHHUAM, HE CBSI3aHHEBIM C TOBE/ICHUEM JIMIA ¥ JOITYINeHHBIMA UM HapyIIeHHSIMH.

5.2. Buabl orpanH4eHui

I illsipaxernr 2026 r.

\ 2



RI1XO S

KHADISHA SHYMKENT

v

B 3aBHCHMOCTH OT XapakTepa HapyleHHs KOMUCCHS BIIpaBe NPHHATE PEIEHHUE O:

* BpeMEHHOM OTKa3e B GPOHHPOBAHMH HOMEPOB;

* oTKa3e B pa3MeILEeHNH;

* orpaHMYeHNHN MONB30BaHMA yciayramu SPA;

* orkasze B 0OOCIYy)XHBAHHH B pecTOpaHax, 0apax M WHBIX NpPEANpPUATHAX OOLIECTBEHHOTO
muTaHua Orens;

* oTKase B 6pOHMPOBAHAN GAHKETHBIX U KOH(EPEHL-3aJI0B;

* OrpaHH4YeHHH NONB30BaHUS WHEIMH ycayramMu Orens.

I'naBa 6. Cpok neficTBHSA OrpaHHYieHHs, NePecMOTP peleHnil H HCKAoYenne u3 Peecrpa

6.1. O0mue nonoxkenus

6.1.1. OrpanuyeHne NpPeJOCTABIEHUS YCIYr HOCHT BPEMEHHBINH XapakTep W MPHUMEHSETCH
HCKIIIOYHTENIBHO B IENAX 3alMThl Oe3omacHOCTH rocrei, paboTHukoB, umymectBa Otens wu
3aKOHHBIX HHTepecoB Orens.

6.2. Ilpoanenne cpoka

Orene BripaBse MPOANKMTE CPOK OTPAHHYECHHSA B CIIy4Yae:

* COBepLICHHS HOBOT'O HAPYILEHMS;

* BRISBJICHHS] HOBBIX 0OCTOATENLCTB;

* YKIIOHEHHs JIMIIA OT HCIIOJHEHNA 0043aTebCTB 10 BO3MEIIEHHUIO yiep0a;

* HapyleHHUs YCJIOBUH paHee MPUHSATOrO perienus KoMuccuu.

IIponnenue oopmMiseTcs OTASTBHBIM PEIICHHEM.

6.3. locpounblii nepecMoTp

JInmo Brpase obpatuthes B OTeslb ¢ MOTHBHPOBAHHEIM 3asBIEHHEM O TEPECMOTPE PEINECHHS
JI0 MHCTEYEHHS CPOKA OrpaHHYEeHHUS.

K 3asB51€HHIO MOTYT OBITH NPHIOXKEHBI IOKYMEHTHI, TOATBEPKIAIOIIHE:

* no6poBONBHOE BO3MELICHHE yiep0a;

* ycTpaHeHHe Tocne/ICTBHI HApYIIEHNUS;

* npyMupeHHe ¢ NoTepNeBILei CTOPOHOI (MPH HATHYMH);

* uHBIE 0OCTOATENHCTBA, CBHACTENBCTBYIOMIME 00 OTCYTCTBHH HEOOXOAUMOCTH AaNbHeHImero
[OPUMEHEHHs OTPaHHYEHHS.

6.4. Ilopagok paccMOTpeHH 3asiBJICHHS

Orens paccMaTpuBaeT 3asBlIeHHe, KaK IIPaBUIIO, B TeyeHue 15 (miTHaguatn) pabounx auei co
JHS €r0 MOCTYIUICHHS.

ITo pesynpratam paccMmotpenus Orenb Brpase:

* OCTaBHTH pemeHHe 6e3 H3IMEHEHMIA;

* COKpaTUTh CPOK OrpaHUYEHUS;

* U3MEHHTH MepedeHb OTPaHWYEHHBIX YCIIYT;

* ucxmounts Mo u3 Peectpa.

6.5. KonduaenuuaapbHocTs HHQOpMALHA

Caenenns, conepaxamuecs B Peectpe, SBISIOTCS KOHbHIEHITUAIBHON HH(OpMAaLUEii.

Paborauku Ortens o6s3anel He pasrialarh HHOPMALMIO O JIMLAX, BKIIOYEHHBIX B Peectp, a
TaK)K€ HE MCII0JIL30BATh €€ B LIEJIAX, HE CBA3AaHHBIX C UCTIOTHEHHEM HacTostmero ITonoxerus.

6.6. ApxuBHOe XpaHeHHe

Marepuaiisl IpOBEPOK, aKThl, IPOTOKOMEI, penieHus KoMHuCCHI U HHBIE TOKYMEHTHI [IOUIEKAT
ApXMBHOMY XPAHEHMIO B MIOPSJIKE, YCTAHOB/IEHHOM BHYTPEHHHMH J0KyMeHTamu Orens.

llisivxenr 2026 r.

\V/_



RIXO S

KHADISHA SHYMKENT

\

JlocTyn K apXMBHBIM MaTepyaiaM UMEIOT TOJIBKO YIIOJTHOMOYECHHBIE JTHLIA.

6.7. 3aka09uTENbHbIC OJIOMKEH U

Hacrosmee IlonokeHue NOMAEKUT TMEepecMOTPY TMPH M3MEHEHHH 3aKOHOIATENhCTBA
Pecrrybmuxu Kasaxcran, ctpyktypsl OTenst 1100 nopsiaKa npeoCcTaBiaeHUs YCIyT.

Konrpone 3a wucnonHenuem Hacrosiuero llonoxenus Bosnaraercs Ha ['eHepansHOro
MeHeKepa U ¢y 0y BHyTpeHHero KoHTpons Orens.

7. CBA3AHHBIE JOKYMEHTHBI U PEECTPBI

«/ ®opma peKOMEHJALHUH O BHECEHHH B uepHbIii cucok (ITpunoskenue 1)
/ OcHOBHOI peecTp yepHoTo crmcka (DnekTpoHHsli daiin Ha [Jucke K)
&/ Kypuans uaumaenTos MOD

7 Oryetsl ciyX051 6e30MaCHOCTH M XKyPHAIbI BHAEOHAOIIOACHHS

Q‘f? l'ocTeBnie cueTa U OTYETHI O HEOTUTAYEHHBIX CUeTax

rlWeimxenr 2026 1.

<€



RIXO S

KHADISHA SHYMKENT

V

INPUJIOXKEHHUE 1: ®OPMA PEKOMEHJAIIMU O BHECEHUHU B YEPHBIN CITUCOK

(KondpunenuuanbHo — i BHYTpEHHEr0 HCTIONB30BaHASA)

Jlata nogaum:
Iogano (PHO u pomxnocts HOD):
IMonpasnenenne:

JlanHbie rocts:
INomHOE UMS:
Komnanus (npu Hanuaum):
Homep nacnopra/y1ocToBepeHus JINIHOCTH:
Jara poxxaeHus (€Clu U3BECTHA):
KontakTHas undopmanus:

JleTanu uHIIMEHTA:
Jarta u BpeMsi HHLIeHTA:
Mecrto B otelie:
TTonpobHoe onucanie HHIWAEHTA:
Konxpernoe nHapymenue/momutuka (Ccsinka Ha Paspen 3):

[Ipunaraemeie noarsepxaatolre Matepuansl (OTMEThTE BCE MOAXOAAIIHE):
[ ] llokazanus ceumeTenei
[ ] Homepa 3ammuceit Buneonabmonenus (CCTV)
[ ] Konuu c4eToB/rocTeBBIX CUETOB
[ ] Otger MOD
[ ] @oTorpacduu mospesxneHuit
[ ] Apyroe (Ykaxure):

ITpensicTopus rocTs (MPH HATHYHH):

PexkomennyeMoe neiictue:
[ ] TTocTosiHHOE BHECEHHE B YEPHBII CITHCOK
[ ] BpemenHoe BHeceHnue B uepHsbIii cniucok (Jo: . . )

[ ] Apyroe:

IMToamacs HOD:

TOJIBKO JIs1 PELIEHWSI TEHEPAJIBHOI'O MEHE/DKEPA
[ ] YTBepkneHo ost BHECEHHS B YEPHBII CIIHCOK.
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[ ] He yrBepxaeno. [Ipuunna:

[ ] TpeGyer 1onoHUTENBEHOTO pacciie/IOBaHuU.

IMopmuce GM:
Hara: . .
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NPHJIOKEHHUE Ne 2
TIPABWJIA IOBEJIEHM S TOCTE#M (GUEST CODE OF CONDUCT)

1. O6mue noJioxkeHus

1.1. Hacrosmue IlpaBuna onpenenstor obs3atenbHble TpeGOBaHHSA K IMOBEICHHIO TOCTEH H
nocerureneii orens «Rixos Khadisha Shymkent» npu mnons3oBaHMM TOCTHHHYHBEIME |
JIOTIOJIHUTENTFHBIME ycrmyramu Orens.

1.2. TlpaBuna HanpaBieHbl Ha obecrieuenue GezomacHocTH rocteii u pabGorHukos Orens,
COXPaHHOCTh HMMYILECTBA, IOJIEpKaHHEe OOIIECTBEHHOTO MOpsS/AKA H CO3JaHHe KOM(OPTHBIX
yCIOBHH NpeObIBaHMSL.

1.3. Hacrosmue [IpaBuna sasinsiorcs HeoTbemsieMoii yacteio [IpaBun npoxusanus B Orene u
NMPUMEHAIOTCS KO BCEM JIMIaM, Haxopasmumcs Ha Tteppuropud Otens, BKIIOYas TIOCTHHHILY,
pectopansl, SPA-kKoMIuieke, KOH(EpeHI-3aasl H HHbIE 0OBEKTH.

2.TocTb 00s13aH

* cobmonate 3akoHoMaTenseTBO Pecnybmuku Kasaxcran;

* cobmonate Hacrosmue [IpaBuna u [IpaBuna npoxuBaHus;

* YBaOXHTENBHO OTHOCHTECS K IPYTHM rocTsM 1 paboTHukam Otels;

* cobmonaTe 00111eCTBEHHBIH MOPAIOK;

* DepexHO OTHOCUTHCA K MMylnecTBy Otelis;

* cobmoaates TpeOOBaHUS NOMXKAPHOM 0€30MacHOCTH;

* cobmogaTh CAaHUTAPHBIE HOPMBEI,

* He3aMeITMTENbHO cooOIIaTh aAMUHUCTpAUUH 00 aBapHsAX, HEHMCIOPABHOCTAX JMOO HHBIX
Ype3BeIYaiHBIX 00CTOATENBCTBAX;

* CBOEBPEMEHHO OILIAYMBATh OKa3bIBAEMbIE YCIYTH.

3. locTsm 3anpeiaerca

Ha Tepputopun Oteis 3anpemaercs:

* copepiath AecTBUS, HApYIIAOIHEe 0OMECTBEHHBIN MOPAI0K;

* IpHYMHATD Bpell )KH3HHU H 37I0POBBIO APYTHX JIHIL,

* yrpoxath pabOTHHUKaM WIH TOCTSIM;

* HCTONTB30BaTh HEHOPMATUBHYIO JIEKCHKY, OCKOPOIATE pabOTHHKOB THOO MHBIX rOCTEH;

* yMBIIIUIEHHO MOBpeXAaTh uMyinectBo Oress;

* coBepmaTh Kpasku THOO MHEIC IPOTHBOTIPABHBIE JAEHCTBUSN;

* HCnoNb30BaTh NOJIENIbHEIE IOKYMEHTHI;

* nmpepemaBaTh KIIOYH WIA KapThl JOCTylla TPEThHAM JiMiaM ©0e3 COrjiacoBaHHsi ¢
aJMHHHCTpaLHEeH;

* NPOHHUKATH B CITy)KeOHBIE IOMEIIEHHS;

* BMemMBaThCA B paboTy MH)KEHEPHBIX CHCTEM M 000pyJ0BaHHS;

* GJIOKMPOBATH 3BAKyaLlHOHHBIC BEIXO/IBL;

* oTKmIOUaTh MO0 MOBPEKIATH CHCTEMBI MTOKAPHOM HE30MacHOCTH, BUICOHADIONCHHS 1
HHbIE CHCTEMEI Oe30I1acCHOCTH;

* coBepraTh NeHCTBHUS, CO3/IAKOIIME YTPO3Y XKU3HH, 30POBBIO IO THO0 HMYIECTBY.
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4. IIpaBuia Nob30BaAHHS YCJIYTraMH

I'octe 00s3an cobmopaaTte ycraHoBIeHHBIE OTeIeM [IPaBAIa I10JIb30BAHM:

* FOCTHHUYHBIMH HOMEpaMH;

* pecropaHamu;

* SPA-koMIinekcom;

* DacceifHOM;

* xoH(pepeHL-3anaMu;

* MHBIMH 00BEKTaMU HHPPACTPYKTYPHI.

Ilpy HMCHONB30BaHMH OTAENBHBIX YCIYT MOTYT TIPUMEHSTHCS CriENHANbHBIE [IpaBUIa,
yTBepKAeHHBIE OTeneM.

5. locnexacreust Hapymenus Ipasna

B ciyuae napymenus Hacrosmux Ilpaeun Orens BipaBe:

* notpeboBaTh IpeKpalieHus: HapyIIeHHs;

* notpeGoBaTh BO3MEIIEHHS IIPUYMHEHHOTO yInepOa;

* oTKa3aThb B TIPeJIOCTABIEHWH OT/ENBHBIX YCIYyr B CIy4asX, [PeLyCMOTPEHHBIX
3aKoHozarenbcTBoM Pecry6muku Kaszaxcran u BHyTpeHHHME fokymeHTaMu Otens;

* IpeKpaTHTh OKa3aHHWE YCIYr NpH HAJUYUH OCHOBAHWM, NPEIyCMOTPEHHBIX IOrOBOPOM H
ITpaBunamMu NpoXKUBaHUS;

* obpaTuThCA B IPaBOOXPaHHUTENILHBIE OPraHbl;

* paccMOTpeTh BONpPOC O BKIIOYEHMH /1MIa B PeecTp /ML ¢ OrpaHH4YEHHEM Ipe/loCTaBlIeHHs
YCIYT B IOPSJKE, YCTAaHOBJICHHOM BHYTPEHHUMH JoKyMeHTaMu OTens.

6. Boamemenne ymepoda
I'ocTh HeceT OTBETCTBEHHOCTh 3a ymiep0, NPUYHMHEHHbIH uMmyiecTBy OTtelnsi, IPyrdM TOCTIM
mb0 TPeTbUM JHIIaM, B COOTBETCTBHH ¢ 3aKOHOJATENbCcTBOM PecnyOmuku Kasaxcras.

7. @oT0- H BUAeOHADII0OleHHEe
B nemsx obecneuenus Oe3zomacHOCTH Ha TeppuTopud OTelNss MOXKET OCYINECTBIATHCH
BHACOHAOMOieHHe B MecTax o0wero mojb30BaHMA B COOTBETCTBHH C 3aKOHOJATEILCTBOM
Pecny6nmuku KaszaxcraH.

8. 3aknouHTe/IbHbIE MOJIOKEHHS
8.1. Tlonp3oBanue ycmyramu Otens 03HAYaeT COIVIaCHE TroCTs CcOOJIOAaTh HACTOSIIHE
[NpaBuna.
8.2. Hacroamme IlpaBuna pasmemaiorcs Ha oduuuansHOM caiite Ortens, Ha CrOiiKe
PErucTpaLMy 1 IPeA0CTaB/IAIOTCS FOCTSM N0 UX TpeGoBaHUIO.
8.3. Bomnpocsl, He yperyaipoBaHHble HacTosmumu [IpaBuiamu, pery mpyrTcs
3aKoHoAaTenbcTBOM Pecnybnuku Kasaxctan v BHyTpeHHUMH qokyMeHTaMu Ortens.

Moanmuer GM:

Hara: __._ .
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