MMWUHWUCTEPCTBO SHEPTETUKM POCCUMCKOMN GEAEPALIUMA

NPUKA3
ot 15 anpena 2014 r. N 186

O EAUHbIX CTAHOAPTAX
KAYECTBA OBC/NYXXUBAHWUA CETEBbIMW OPTAHU3ALIMAMM NOTPEBUTENEN
YCNYT CETEBbIX OPTAHU3AL M

B cooTtBeTcTBUM C NyHKTOM 3 MpaBua HEAUCKPMMMHALMOHHOIO A0CTyNa K ycayram rno nepegave
3/IEKTPUYECKOM 3HEpPrMm M OKasaHMA 3TUX YCAYr, YTBEPXKAEHHbIX MocTaHOoBAeHWeMm [lpaBuUTeNbCTBa
Poccuitckoit Pepepaumm ot 27 gekabps 2004 r. N 861 (CobpaHue 3akoHomaTenbcTBa Poccuiickon
depepaunn, 2004, N 52, ct. 5525; 2013, N 31, cT. 4226), npMKasbiBato:

1. YtBepautb npunaraemble EAuHble CcTaHAApTbl KavecTBa OBOCAYyXKMBaHMA  CETEBbIMM
opraHusaumMamu notTpebuTenen ycayr ceTeBbix OpraHM3aunii.

2. HacToswmii npMKas BCTyMaeT B CUy B YCTaHOBNEHHOM MNopsAAKe, 3a UcKatodeHnem rnas Il u il
EOMHbBIX CTaHAAPTOB KayecTBa 06CNyKMBaAHUSA CETEBbIMM OpraHM3aLMaAMn NOTpebuTenein ycnyr ceTeBbix
OpraHusaumini, BCTyNalwoWMX B CUAY MO WUCTEYEHUU LUIECTU MECALEB CO AHA BCTYMAEHUS B CUNY
HaACTOALEro Np1Kasa.

MuHucTp
A.B.HOBAK

YTBEepKAaeHbl
npukasom MuHsHepro Poccum
ot 15 anpena 2014 r. N 186

EAUHBIE CTAHOAPTDI
KAYECTBA OBC/NYXXUBAHWUA CETEBbIMWU OPFTAHU3ALMAMMW NOTPEBUTE/IEN
YCNYT CETEBbIX OPTAHU3ALUIA

|. Obuwme nonoxKeHms

1. Hacrtoawme EauHble CcTaHAAPTbl KayecTBa OOCAYKMBAHUA CETEBbIMM OpraHU3aLMaMu
notTpebutenen ycnyr ceTeBbiX OpraHM3aunMin ycTaHaBnMBatloT TpeboBaHMA K 0BCAYKMBAHUIO CETEBLIMM
OpraHu3auMAMM nL, ABAAIOWMXCA NOTPEBUTeNsMM YyCAyr ceTeBblX OpraHWsauuii no nepepade
SNEKTPUYECKON 3HEPrMM (3a UCKAHOYEHUEM CEeTEeBbIX OpraHM3aumii, SHeprocbbITOBbIX OpraHM3auuii U
rapaHTUMPYIOWMX MOCTABLLMKOB), B TOM 4uC/ie OBCAYKMBAEMbIX 3HepProcObITOBOW oOpraHusauuein u
rapaHTUPYIOLWMM MOCTABLLUMKOM, U 1L, 0BPaTUBLUMXCA B CETEBYH OPraHU3aLMIO C LEeNblo 3aK/ao4eHus
porosopa 06 OKasaHuWM ycayr no nepefayve  3/1EKTPUYECKOW 3SHEPrMM WM OCYLLECTBIEHUU
TEXHOJ/IOTMYECKOTO NPUCOEANHEHUS K 3/TEKTPUYECKUM CETAM (33 UCK/IIOYEHWEM CETEBbIX OPraHu3aLmi,
3HeprocObbITOBbIX OpraHM3auMii WM TrapaHTUPYIOWMX MOCTaBWMKOB) (Janee - noTpebutenwu,
TEXHONIOTUYECKOE NPUCOEANHEHME).

2. CeTeBasn opraHm3auua obecneymBaeT paccMOTpeHMe obpalleHuii noTpebuTteneit, NOCTYNUBLUNX
B YCTHOM, NUCbMeHHOMN popme nnmn B Gopme 31eKTPOHHOTO AOKYMEHTa.

B3aumogeiicTteBue ceTeBOM OpraHWsauuuM C MNOTPebUTeNs MM B YacTM paspelleHns BOMPOCOB,
cogeprkalmxca B obpalleHmax notpebutenein n npegocTaBaeHMa UM BO3MOXKHOCTM peaniv3aumm npas,
npesycMOTPEHHbIX  3aKoHodaTenbCcTBOM  Poccuiickoit  depepaumm  (oanee - obcnyxusaHue
notpebuTtenei), ocyLLecTBAAETCA B COOTBETCTBUM C TpebOBaHMAMM HaCTOAWMX EANHBIX CTaHAAPTOB.
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3. B uenax OKasaHus ycayr no nepegadve 3/eKTPUYECKOW IHEpruu ceTeBas opraHusauumsa npwu
obcnyxnuBaHuu notpebutenei ocywecTBfeT:

a) 3aKk/to4eHne gorosopa 06 OKasaHUM yCayr No nepesaye 31eKTPUYECKON SHEPIUK;

6) BHeCceHMe U3MeHEHWI B OroBop 06 OKasaHMM yCAyr Mo nepesaye 3N1eKTPUYeCcKon sHeprum;

B) pacToprKeHne gorosopa 06 okasaHMM yCayr No nepegaye sNeKTPUYECcKom sHepruu;

r) uHbopmMpoBaHMe noOTpebuTens 06 aBapuiHbIX CUTyaumsax B pacnpenenvTenbHbIX
3NIEKTPUYECKMX CETAX CETEBOW OPraHM3auuun, PEeMOHTHbIX M NpoduaakTUYeckMx paboTax, NAaHOBbIX
OrPaHUYEHUAX pPeXMMA NOTpebneHMA 3SNEeKTPUYECKOM ISHEepruu, BAMAIOWMX Ha WUCNOAHEeHWe
o0b6A3aTenbCTB NO AOroBopy 06 0OKazaHUM YCAyr Mo nepesaye 3NeKTPUYECKOM SHepruuy;

A) OOMNYCK YNO/NHOMOYEHHbIX NpeacTaButenieit NnotTpebuTens ycayr B NyHKTbl KOHTPOAA U yyeTa
KOJIMYECTBA M KAYeCTBa 3/IEKTPUUYECKON SHEPIUM B NOPAAKE M CAyYasX, YCTaHOBNEHHbIX JOroBOpPOM 06
OKa3aHWK yCAyr MO Nepeaayve 3eKTPUUECKOM SHepruy;

€) corflacoBaHMe mMecTa yCTaHOBKM npubopa yyeTa aneKTpulYeckoi saHeprumn (MowHocTH) (aanee -
npubop y4yeta), cxemMbl MOAKAtOYEHMA NpMbOOpPa yyeTa WM MHbIX KOMMNOHEHTOB W3MEPUTENbHbIX
KOMMNNEKCOB W CUCTEM Y4YeTa 3SNEeKTPUYECKON 3Heprum (MOLLHOCTM), a TaKXKe METPOIOrMYecKmX
XapaKTepuCTUK npmnbopa yyeTa;

) [ONYCK B 3KcnayaTaumto npubopa yyeTa;

3) CHATME KOHTPO/IbHbIX MOKa3aHMUi NpMbopoB yyeTa;

1) Npuem noKasaHuit Npubopos yyeTa oT NoTpebutens;

K) NpoBEepKy, B TOM 4YMC/Ae CHATUE MOKAa3aHWi, Npubopa y4yeTa nepes ero AEMOHTANKOM ANA
PEMOHTA, NOBEPKM UIU 3aMEHbI;

N) pacyeT obbema nepesiaHHOM 3NEeKTPUUYECKOMN aHeprnmn notTpebutento;

M) KOHTPOJIb MOKa3aTesieli KauyecTBa 3J/IEKTPUYECKOM 3SHEepPrmm B TOYKAX MNpUCOeAMHEHUsA
SHEPronpPMHUMAlOLMX YCTAHOBOK NOTPEOUTENs 3NEKTPUYECKON 3HEPrnM K SNEeKTPUYECKMM CEeTAM
CeTeBOI opraHM3auuu;

H) KOHTPOJIb 3HAYEeHWI COOTHOLIEHUA MNOTPebNeHUs aKTUBHOW U PEeaKTUBHOW MOLIHOCTM AnA
OTAENbHbIX SHEPrONPUHUMAIOLLMX YCTPOICTB (Fpynn SHePronpUHMUMAaloLWMX YCTPOUCTB) NoTpebuTens;

0) NpoBeAEeHME KOHTPO/IbHbIX, BHEOYEPEAHbIX M MHbIX 3aMepPOB NOTOKOpacnpeaeeHns, Harpy3okK
W YPOBHEl HanpaxeHuAa Ha 0O6beKTax noTpebuTens m ob6bEKTax 3/eKTPOCeTEBOro X03AMCTBA CETEBOWM
opraHusauuu;

n) NonHoe (4acTMYHOE) OrpaHUYEHne pexkuma NoTpebeHUA SNEKTPUYECKOWN SHEPTMM B NOPAAKE,
yCTaHOB/MeHHOM [lpaBuaamm MOAHOrO M (MAW) YACTUYHOTO OFPaAHUYEHUs peXMma noTpebneHusn
3NEKTPUYECKON 3HEpPrnn, yTBepXKAeHHbIMU NocTaHoBAeHWeMm [paBuTennbcTBa Poccuiickon ®epepaumm
oT 4 mana 2012 r. N 442 (CobpaHue 3akoHoaaTenbcTBa Poccuitickoit depepaumn, 2012, N 23, ct. 3008;
2013, N1, ct. 68; N 1, cT. 45; N 5, cT. 407; N 31, cT. 4226; N 32, cT. 4309), 1 MpaBunamu paspaboTku u
npUMeHeHna rpaduKoB aBAPUMNHOIO OFPaHUYEHUA PeXMMA NOTPEDNEHUA 3MEKTPUUECKON SHEepruu
(MOWHOCTM) WM  MCNONb30BaHMA MNPOTUBOABAPMUIAHOM aBTOMATUKM, YTBEPXKAEHHBIMU  MPUKA3OM
MuHsHepro Poccum oT 6 nioHa 2013 r. N 290 (3apernctpuposaH MuHioctom Poccum 9 aerycra 2013 r.,
pernctpaunoHHbii N 29348);

p) coctaBneHMe M nNpepocTaB/ieHMe noTpebuTento akToB 6esyyeTHOro U 6e340roBOPHOro
noTpebneHnn aNeKTPUIECcKol sHepruu;

C) cocTaBNeHWe aKTOB COrNacoBaHUA TEXHONOTUYECKOW U (MAKn) aBapuitHol 6poHu;

T) Bblgayy [OKYMEHTOB, MNPeAyCMOTPEHHbIX B paMKax OKasaHuA Yycayr no nepegaye
SNEKTPUYECKON 3SHEPrUM W TEXHOIOrMYECKOMY MPUCOEOUHEHUIO, B TOM 4YWUCNe KBUTAHLMMK, CYETOB,
cyeToB-PaKTyp.

4. B pamkax TeXHO/JIOrMYeCcKoro nNpUCOeAMHEHUA CeTeBad OpraHuM3aumsa npu ob6CAyKMBaHUM
noTpebuTenei okasbiBaeT caeaytowme ycayrn (oCyLwecTBaseT NpoLecchl):

a) TEXHOJIOTMYECKOE NPUCOEAMHEHME K NEKTPUYECKMM CETAM CETEBON OPraHun3aLLmu;

6) TexHonorMyeckoe nNpUCOEOUHEHWE K 3SNEKTPUYECKMM CeTAM CeTeBOW OpraHuM3auum
NnocpeacTBOM MNepepacnpeseneHns MaKCUMMaNbHOM MOLLHOCTU MeXAy HPUAMYECKUMU ANLAMU U
WUHAMBUAYANbHBIMW NPeANPUHUMATENAMM (B TOM YMC/ie ONOCPeAOBaHHOE NPUCOeANHEHME);

B) TEXHONOIMYEcKoe MPUCOeaUHEHNE K 3/IEKTPUYECKMM CETAM CeTeBOM OpraHusauuu no
WHAMBUAOYANIbHOMY MPOEKTY;

r) BpeMeHHOe TeEXHO/I0rMYecKoe NpUcoeamMHeHNE K 31eKTPUYECKUM CETAM CETEBOM OpraHu3aLmm.
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5. B pamKax obcnyknBaHus notpebutenen cetesas opraHu3aumsa No 3aasB/eHU0 noTpebutens
TaK»Ke OKa3blBaeT caeaytowme ycayrm (ocyLecTsnaeT NpoLecchl):

a) Bblgayy CNpaBoOK M [OKYMEHTOB (MX KOMWI), NoATBEPKAAIOWMX TEeXHO/MorMyeckoe
npucoegMHeHne K CeTAM CeTeBOW opraHusauMu (akT pasrpaHuMyeHus 6anaHCcoBOW MPUHAL/IEKHOCTU
3/IEKTPUYECKNX CEeTeN, aKT pasrpaHUYeHns 3KCM/yaTauMOHHOM OTBETCTBEHHOCTM CTOPOH, aKT 06
OCYLLECTB/NIEHNN TEXHONOTMYECKOrO NPUCOEAMHEHUSA M aKT COMNacoBaHWUA TexXHO/orMyeckon u (uam)
aBapuiiHOI BPOHK);

6) BoCcCTaHOBNEHWE paHee BblAAHHbIX LOKYMEHTOB O TEXHOJIOTMYECKOM npucoeguHeHun nnbo
Bbl4ayy HOBbIX JOKYMEHTOB O TEXHO/IOrMYECKOM NPUCoegMHEHUN NMPU HEBO3MOXKHOCTU BOCCTAaHOB/IEHUA
paHee BblAaHHbIX TEXHUYECKUX YCN0BUIA;

B) YCTAHOBKY, 3aMeHy U (MnKn) aKcnayaTaumio npubopos yyeTa.

6. O6cnyKMBaHWe NoTpebuTenen B pamKkax oKasaHua yCayr No nepegayve sNeKTpuyYeckomn aHeprm
OCYLLECTBNAETCA Ha OCHOBaHUM obpaleHus noTpebutens B CETEBYD OpraHWsauuto, ecnau
3aKoHoAaTenbcTBOM Poccuiickon degepauum He nNpeaycCMOTPEHO OCYLLEeCTB/eHWe npouecca Mo
MHULUMATUBE OPYTrUX NNl

7. Mpun obcnykmBaHuM noTpebuteneit (ocywecTBNieHMN OTAE/bHbIX MNPOLECcCOoB) ceTesan
OopraHusaumMa He Q[Oo/KHa TpeboBaTb OT NOTPebUTENAa NpPeaoCTaBAEHUs [OKYMEHTOB, a TaKe
OCYLLECTBNEHUA noTpebutenem AeWUCTBUIA, He NpPeayCMOTPEHHbLIX 3aKoHoAaTenbCTBOM Poccuiickoi
depepaunn.

8. CeTeBan opraHmMsaLmMa pacKpbiBaeT B COOTBETCTBUM co CTaHAapTaMm packpbiTma uHdopmauum
CyObeKTamMu OMNTOBOTO WM PO3HWUYHLIX PbIHKOB  3/IEKTPUYECKON  3HEPruu, YyTBEpPKAEHHbIMU
noctaHosneHnem MMpaButenbcTea Poccuiickon depepaumm ot 21 aHeBapa 2004 r. N 24 (CobpaHue
3aKoHogaTenbeTBa Poccuiickoit Peaepaunn, 2004, N 4, ct. 282; 2005, N 7, cT. 560; 2009, N 17, cT. 2088;
2010, N 33, cT. 4431, 2011, N 45, cT. 6404; 2012, N 4, cT. 505; 2012, N 23, c1. 3008; N 27, cT. 3602; N 31,
cT. 4216; N 31, cT. 4226), cneayioliyio MHGOPMaLMIO O MacnopTax yCcayr (npoleccos):

KpYr 3asBuTenen;

pa3mep nsaTbl 33 OKasaHMe ycayru (ocyLwecTBaeHnsa NpoLuecca) U OCHOBaHWA ee B3MMaHUA;

YCNOBMA OKa3aHWUA ycyrv (oCyLLecTBIeHUA npoLecca);

pes3ynbTaT oKasaHua ycayru (ocywecTsiaeHmsa npouecca);

06LWMIA CPOK OKa3aHUA yCayru (OCyLLeCTBIEHUS NpoLiecca);

COCTaB W 3Tanbl OKa3aHua ycayru (ocyLLecTBNeHna NpoLecca), BKAKOYasA CBeAeHUA O COAeprKaHUM
n (unun) ycnosusx atana, popma oKasaHMA ycayrm (ocyLecTsneHma npouecca).

MacnopT ycnyrn (npouecca) cocCTaBAAETCA B OTHOWEHWUW Kaxaoh ycayrm (npouecca),
OKa3blBaeMol CeTeBOl opraHusauuMei, No pekomeHayemomy obpasuy cornacHo npunoxeHuio N 1 K
HacTosAWwUM EAMHbIM cTaHaapTam.

MacnopTa ycnyr (npoueccoB) ceTeBoW opraHusauMuM Ny6AMKYIOTCA CETeBOM opraHusauuen B
COOTBETCTBYIOWLEM pas3gene Ha oduuMaNbHOM caliTe CeTeBOM opraHusaumMm B WMHPOPMALIMOHHO-
TeNIEKOMMYHUKAUMOHHOW ceTu WHTepHeT (ganee - ceTb WHTepHeT), a TaKXe pa3smMewaloTcs Ha
MHOOPMALUMOHHBLIX CTeHAax B oducax CeTeBOW oOpraHuWsauuu, npeaHasHadyeHHbIX AnA npuema
notpebuTenelt No BoNpocam oKasaHuA yCayr no nepesavye 31eKTPUYeCcKo aHeprumn, TeEXHONOrMYecKomy
NpPUCoeaMHEHUIO U MHbIM BONPOCAM, CBA3AHHbIM C AeATENbHOCTbIO CETEBOW OpraHusaumm (ganee - odpuc
obcnyKMBaHUA NnotTpebutenei).

9. MNpn BHECEHUM WU3IMEHEHMA B HOPMATMBHbIE MPABOBbLIE AKTbl, PEryavpylowme nopsaok
OKasaHuA ycayr no nepegade 31eKTPUYECKON IHEPIUN U TEXHOIOTMYECKOMY NPUCOeANHEHUIO, NacnopT
ycayru (npouecca) NnpuBoAMTCA CETEBOW OpraHM3auMell B COOTBETCTBME YKa3aHHbIM M3MEHEHUSM B
TeueHue gecatm paboumx gHei nocne BCTYNAEHUA B CUAY YKa3aHHbIX U3MEHEHUN.

10. CeTeBas opraHM3auMa He perke OA4HOro pasa B rog obecrnevymBaeT NpoBedeHWE OMNpPoCcoB
notpebuTeneit c LeNblo BbIBAEHUS MHEHMA notpebuTeneit o Kadectse obcayKuBaHuA. ExerogHble
oT4eTbl 06 MTOrax M3yyeHMA MHeHMA noTpebutenelr o0 KauyectTBe 06CAYKMBAHUA NybAMKyrOTCA Ha
odurUManbHOM caTe CeTeBOMN opraHM3auUum B ceTu MHTepHeT He no3aHee 1 mapTa roaa, cieaytoLLero 3a
rogom, B KOTOPOM NPOBOANINCE COOTBETCTBYIOLLME ONPOChHI.

KoHcynbTaHTIAKOC: NpumeyaHue.
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lnaea Il Bctynaet B cuay ¢ 17 pespana 2015 roaa.

[I. OpraHu3auma o4yHoro obcnyKmMBaHmA

11. MNonoxeHWs HacToAWeNn rnasbl 06 OpraHM3auMKM UEeHTPasbHbiX odpucoB 06CAYKMBaAHMUA
notpebuTeneit n opraHMsaunm o6CNyKMBaHMA B TaKUX OPUCAX PACAPOCTPAHAIOTCA Ha TePPUTOPUANbHbIE
ceTeBble OpraHM3auumn.

12. O6caymBaHWe noTpebutene nOCPeAcTBOM JIMYHOMO KOHTAKTA pPaboTHMKA ceTeBoOi
opraHvsaumMm c noTpebutenem (manee - o4yHoe obCAyKMBaHME) ocywecTeasetca B oducax
06CNyKMBaHMA NOTPebUTENEN, a TaKKe B CAYYaAX, NPeayCMOTPEHHbIX 3aKOHOAATeNbCTBOM Poccuiickol
depepaunu, ¢ Bble3goM K NOTPebUTeNtO PpaboTHMKA CETEBOM OpraHM3aLuu.

13. Odwucbl obcnyKuMBaHUA NOTpebUTeNnelr NOAPA3AENAOTCA HA UEHTPbl 06CAYKMBaHMA
notpebuteneir (manee - UEHTPbl O0OCAYKMBAHUA nNoOTpebuUTeNnei) U NyHKTbl  06CNyKMBaAHUA
notpebuTeneit, opraHnsoBaHHble B 060CcO6NEHHbIX NOAPa3AeNeHUsaX CETEBOM OpraHMs3auuun (ganee -
NYyHKTbl 06CNyXKMBaHMA NoTpebutenen).

Oducbl  obcny:mBaHuAa noTpebutenen AOMKHbI  obecneymMBaTb  OPraHM3auUMO  OYHOTO
06CNyKMBaHMA MOTpebuTeneid, WCKAOYAOWErOo Heob6Xo0AMMOCTb B3aMMOAENCTBUA noTpebutena c
WMHbIMW NoApa3aeNeHUs MU CeETEBOM opraHnsaumm (NnpuHumn "ogHoro okHa").

14. CeTeBas opraHusauusa pasmeliaetr oPucbl 0BCAYKMBAHWA MNOTpPebuTenein Ha TeppPUTOPUAX
cybbekToB Poccuiickoit Pepepaumm, B rpaHULAX KOTOPbIX PACONOXKeHbl 0ObEeKTbl 3/IEKTPOCETEBOrO
X03A1CTBa CETEBOW opraHM3auUum (aanee - TeppUTOPMA 3KCNIyaTallMOHHON OTBETCTBEHHOCTH).

15. CeTeBasn opraHusauma pasmellaeT He MeHee OfHOro LeHTpa obciyKnusaHus notpebutenei B
MYHUUMNAaNbHbIX 0BPa30BaHUAX YMCNEHHOCTbIO HaCeNeHUs He MeHee [ABYXCOT TbiCAY 4YesloBeK U B
aAMMHUCTPATMBHBIX LEHTpax CybbekToB Poccuitckon degepaumm B C/y4ae, e€CAM  KOAUMYECTBO
notpebuTenein ceteBo OpraHM3aLnK, SHEPTONPUHUMAIOLLME YCTPOMCTBA KOTOPbIX HEMOCPEACTBEHHO
npucoeguHeHbl K CeTAM CETeBOW OpraHuM3aumu, B TaKUX MYHUUMNA/bHbIX O6pPa3oBaHUAX MU
aAMMHUCTPATMBHBIX LieHTpax cybbekToB Poccuiickolt degepaunmn coctaBaseT He MeHee NATUAECATU
TbICAY YENOBEK.

CeTeBan opraHusaums obecneymsaeTt ob6CayKMBaHWe NoTpebuTenel ¢ cobntogeHmem TpeboBaHNU
K opraHusaumm oducoB obcnykuBaHua notpebutenei, NpesyCMOTPEHHbIX NpuaoxkeHnem N 2 K
HacToAWwMM EguHbIM cTaHAapTam.

16. CeTeBan opraHunsaums obecneynsaeT o4HOe 06CNYyKMBaHME NOTpebuTenei:

B LEHTPax 0bcnyKnBaHMA NoTpebuTenel ceTeBoi opraHM3aLmm He MeHee 45 4acoB B HEAENID;

B NMYHKTax 06CNyKMBaHMA NOTpebuTenei ceTeBoit opraHnsaumm He MeHee 25 4acoB B HeAeNo.

17. OuyHoe obcnyKmBaHMe noTpebuTeneit B opucax obcnyRmBaHua noTpedbuTenelrt sepetcs B
nopagKe »KMBOW oyepeam C MUCMOb30BaHMEM CUCTEMbI 3/IEKTPOHHOrO YrpaBaeHWa odepesbto (npu
HaNMYMM TAKOW CUCTEMbI) U MO NpPeaBapPUTENbHOM 3anucK No TenedpoHy uam Ha oduuMaibHOM caiTe
CeTeBOM OpraHM3aLnu.

18. O6cnykunBaHMe noTpebuTeneit AOMKHO OCYLLECTBAATLCA B A0bom oduce obcnyKmMBaHuA
notpebutenein BHe 3aBUCMMOCTM OT MECTA PACMNOJIONKEHUA SHEProNPUHUMALOLLNX  YCTPOICTB
notpebuTensa Ha TePPUTOPUMN SKCMAYaTaLMOHHON OTBETCTBEHHOCTM CETEBOW OpraHM3aLmu.

19. CeTeBasA opraHusaLmMa NpU OCYLLECTBAEHUM OYHOro 06CnyKMBaHUA NoTpebutenen B opucax
obcnykumBaHMa notpebuteneir obecneymBaeT coBeplleHWEe OEUCTBUM MO MNEPEYHI0  COracHO
npunoxeHuto N 3 K HacToAWMM EANHBIM CTaHZ4apTaM.

20. Obuwee Bpema oOxuaaHuAa notpebutens B ouepean u obcayxusaHua notpebutens
paboTHMKOM oduca obcnymBaHUs noTpebutenen onKHO cocTaBnATb He 6onee 30 MUHYT. PabOTHMKK
oduca obcnykuBaHMA noTpebutenelh 06s3aHbl HOCUTb JIMYHbIE HarpyaHble WAEHTUOUKALMOHHbIE
KapTOYKM C YKazaHMEeM HaMMEHOBAHWUA CETEBOW OpPraHW3auuun, AOKHOCTM, WMEHM, OT4YecTBa MU
dammanm paboTHUKa.

21. PaboTHUK ceTeBOM OpraHusauumu, NpUObIBLUMIA K NOTPEOUTENIO O1A OCYLLECTBIEHUSA OYHOrO
06CcNyKMBaHMA, cooblaeT notpebutento ceom GaMuamnio, UMs, OTYECTBO, AOKHOCTb, HAMMEHOBAHWE
CeTeBOM OpraHu3auMn, a TaKKe NPUUYUHY M Uenb npubbitna. Mo TpeboBaHMio noTpebutens paboTHUK
OONIKEH NpeaocTaBUTb CAy»ebHoe yaocToBepeHue AMbB0 MHOM  AOKYMEHT, NOATBepXKAatowmi
nonHomouma paboTHuKa. Mpu obpaweHun noTpedbutens K pPaboTHWKY ceTeBOW OpraHuWsauum no



BOMPOCAM OKa3aHMWA YCAYT Mo nepegaye 31eKTPUYECKON IHEPTUM U TEXHOOTMYECKOTO NPUCOeaUHEHUS,
HO He CBA3aHHbIM C MPUYNHOM U Uenblo NPUbLITUA, NPUOLIBWLMIA PaboTHUK cooblwaeT noTpebuTtento
KOHTaKTHYIO MHPOPMaALMIO CETEBOI OpPraHmM3aLmn, PasbACHAET, Ky4a M B KAKOM MopALKe emy ciegyeT
obpaTtutbCA.

22. [lata v Bpems Bble3aa paboTHMKa CETEBOMN OpraHU3aunmn K noTpebutento cornacosbiBatoTcA €
notpebutenem. MNpu HeobxoaumocTn AaTa M BpeMa NPUMObLITUA MOTyT KOPPEKTUPOBATLCA KaK CEeTeBOWM
OopraHusaumen, Tak u noTpebutenem, Npu 3TOM CeTeBas OpraHn3aLma:

a) ysegomnseT notpebutens o AaTe U BpeMeHW 3anaaHUPOBAHHOro NpubbiTa paboTHMKA He
nosgHee yem 3a 5 pabounx gHel A0 AaTbl NAAHUMPYEMOTrO NPUOLITUA, @ B Cy4ae CPOYHbIX BblE3J0B -
HemnocpeACTBEHHO Nepes, Bble3aom;

6) B cnyyae M3MeHeHMA BpemMeHM coobuwaer o6 3Tom He nosgHee yem 3a 2 Yaca OO paHee
COrIacoOBaHHOro BPeMeHMU NpubbITUA paboTHUKA.

B cnyyae HeobXoAMMOCTM  NIMKBUAALMM  TEXHONOTMYECKUX  HAPYLUEHWMN,  YrpoXKatoLmx
pabotocnocobHocTM o0bopypoBaHMA WM NPeaoTBpPaLLEHUs (NMKBUOAUUM NOCNEACTBUIM) HECYACTHbIX
cnyyaes, NnpubbITMe K NoTpebutento paboTHMKA CETEBOM OpPraHM3aLLMM MOMKET HE COMNacoBbIBATLCA.

KoHcynbTaHTMAOC: NnpuMeyaHme.
lnaea lll Bctynaet B cuay ¢ 17 pespans 2015 roaa.

[ll. OpraHM3auma 3a04HOro 06C/YKMBaAHUSA (C UCMONb30BAHNEM
TenepoHHOM CBA3N U ceTn MHTepHeT)

23. CeTeBas opraHusauma obecneuymBaeT o6OCNyXKMBaHME nOTpebuTenelr c Mcrnosib3oBaHUEM
TenedoHHOI CBA3M, NOYTOBOM CBA3U U ceTU UHTepHeT (aanee - 3a04HOe 06CNyXKUBaHME).

24. CeTeBas opraHusaumsa obecneymBaeTr npuem M 06paboTKy TenedoHHbIX obpaleHui
notpebuTtenei no Bonpocam:

a) OCyLLECTBAIEHUA TEXHOIOMMYECKOTO NPUCOEANHEHNS;

6) oKasaHmA ycayr No nepeaaye 3/eKTPUYECKOM IHEPIUM;

B) OpraHM3aumm yyeTa 3NEKTPUYECKON IHEPTUN;

r) opraHusaumm obcnyxmBaHua noTpebuTenen, NpPeaocTaBNeHUs KOHTaKTHOW MHdopmaumm
obucoB 06CAYKMBAHMA NOTpebuTenei, 3anMCM Ha O4YHbIA NpUem, a TaK¥e MO0Nb30BaHUA
WMHTEPAKTUBHbIMU CEPBUCAMM OPULMANBHOIO CaiTa CeTEBOMN OpraHM3aunm B ceTi VIHTEpPHET;

) HeCOOTBETCTBMA KauyecTBa I/IEKTPUYECKOW ISHEPIUM TEXHUYECKUM pPerfameHTam M UHbIM
06s3aTeNbHbIM TpeboBaHUAM;

e) nepepbiBOB B nepegaye 3/EKTPUYECKOW SHEPrUW, NPEKPALLEHUS UKW OrpaHUYEHUA pexuma
nepesayn sNeKTpUYECKOn sHepruu.

25. [na 3ao04HOro o6CAyXKMBaHMA MoTpebuTenei ceteBas opraHusauma obecneynsBaet
BO3MOHOCTb BbINOJIHEHUA AENCTBUIA NO NepeyvHto cornacHo npunoxkeHuto N 4 K HacToAwmMMm EanMHbImM
CTaHAapTaM.

26. 3a04Hoe obcnyKMBaHWe noTpebuTenet ¢ UCNoNb3oBaHUEM TenepOoHHOW CBA3M NO BOMPOCaM,
yKasaHHbIM B nognyHKtax "a" - "r" nyHkTta 24 HactoAwmx EAMHbIX cTaHAapTOB, ceTeBas opraHuMsaums
OCyLLecTBAsAeT 4epe3 LeHTpbl 06paboTkn TenedoHHbIX BbI30BOB B pabouyee Bpemsa oducos
obcnykumBaHmMa notpebuteneit. Homepa UeHTpoB 06paboTkM TenedoHHbIX BbI3OBOB CETEBOW
OpraHM3aLmm No yKasaHHbIM BOMPOCaM pPa3MeLLatoTcs Ha oPULMaNbHOM cailTe ceTeBOM OpraHmM3aunmn B
cetTn UHTepHeT n B oduncax obcayKnBaHus notpeburtenei.

27. ObcnykmnBaHMe notTpebuTenein nNo Bonpocam, yKasaHHbIM B nognyHktax "a" u "e" nyHkTa 24
HacToAwMX EAMHBIX CTaHAAPTOB, OCYLLECTBAAETCA B PEXUME ropsayeit TMHUM (ganee - ropadasn IMHMA No
BONPOCAM 3/1IEKTPOCHAOKEHUA) KPYrOCYTOYHO.

TenedoHHbI HOMEP ropsaYert IMHUKM MO BOMPOCAM 3/IEKTPOCHAOKEHUA ABNAETCA eAMHbIM U
6ecnnatHbiM AnA notpebuteneit Ha TEPPUTOPUM 3SKCNAYaTaLMOHHON OTBETCTBEHHOCTUM CeTeBOM
opraHusaumn. He gonyckaetcs Mcnonb3oBaHWe B KayecTBe TesnepOHHOro Homepa ropsayeit MHUKU no
BOMPOCaM 3/1eKTPOCHabKeHMA TesedOoHHbIX HOMEPOB ONEPATMBHOIO NEPCOHaNa CETEBOM OpraHU3aLmu.

TenedoHHbI HOMEp ropsyYein IMHMKU MO BOMPOCAM 3/1eKTPOCHAbXKeHUs ceTeBOn OopraHusauum



aosoauTcA A0 noTpebuTteneid, 3HepPronpuHUMalolWuMe YCTPOMCTBA KOTOPbIX HenocpeacTBeHHO
npucoeamHeHbl K 06bEKTaM 31eKTPOCETEBOrO X03AMCTBA CETEBON OpraHmn3aLmm, B TOM YMC/Ie NyTeMm ero
BK/IIOYEHMA B [OrOBOPbl 3HEProcHab)KeHuAa, pasmelleHMAa Ha oduuManbHOM CailTe CceTeBoW
opraHusaumm B cetn MHTepHeT 1 B opucax obcnyRuneaHma notpebutenen.

28. CeteBasa opraHM3aumMa MpW OCYLLECTBJAEHMM 3a04YHOro O06CAYXKMBAHMA NOTpebutenen c
ncnosb3oBaHnem TesniepoHHOM cBA3M obecneynBaert:

Hannume OecnnaTHbiXx TenedOHHbIX KaHa/loB CBA3M Me)KAy CeTeBOM oOpraHMsaumen u
notpebutenamu;

npuem u 06paboTKy Bcex BXxogAWMX TenedoHHbIX BbI30BOB NOTpebuTenelr B CETEBYHO
opraHusaumio. Bpema oxunganua notpebutenem otseta no tenedoHy ceTeBoli OpraHn3aummnm ¢ MOMeHTa
coegmHeHua (B cnyyae obcnyXuBaHMA noTpebuteneit ¢ UCNoNb30BaHUEM CUCTEMbI MHTEPAKTUBHOIO
ro/l0COBOr0 MEHI0 - C MOMeHTa Bblbopa noTpebutenem Kateropum "coeauHeHUA C PaboTHMKOM
opraHusaumm" B cucteme MHTEPaAKTUBHOIO roJ1I0COBOr0 MEHI0) A0 MOMEHTA OTBeTa paboTHMKA ceTeBoM
OpraHusaLumMm He AOJIKHO NpeBbilWwaTtb 5 MUHYT. Bpems 06paboTku BbizoBa (TenedpoHHOro pasroBopa
notpebuTensa c paboTHMKOM) He AONKHO NPEBbLIWATb 5 MUHYT;

OCYLLECTB/IEHME UCXOAALWMX TenedboHHbIX BbI30BOB AN WMHOOPMMpPOBaHUA noTpebutenen u
npenocrasneHusa MHpopmaumm no obpalleHNam noTpebuTenei;

BeZleHWe ayaMo3anncu BCeX BXOAALWMX M UCXOAALIMX Pa3roBOpoB C noTpebutenem, o 4yem
notpebuTenb yBeAOMIAETCA B Hayasie pa3roBopa ¢ paboTHMKOM CeTeBOM OpraHM3auunu;

OOCTYMHOCTb W HaZEXKHOCTb PaboTbl TeNePOHHbIX KaHA/I0B CBA3M;

perncTpaymio BXOAAWMX N UCXOAALWMX BbI3OBOB COrIACHO MNyHKTY 42 HactoAawmx EpunHbIX
CTaHZapTOoB.

29. CeTeBaA oOpraHM3auUMsa OCYLLECTB/AET 3ao4yHoe o0bcaykuBaHue noTpebutenen c
NCMo/sib30BaHMEM CBOEro oduuUMaNbHOro caiita B ceTu WHTepHeT, coaepkawero MHbopmaumio o
AeATeNbHOCTU CeTeBOM opraHM3aumm (aanee - opuLManbHbIN cCainT).

30. B cnyyae BO3HWKHOBEHWA nepeboeB B paboTe oPUUMANBHOIO CcaliTa, BJIEKYLLUX
HEeBO3MOXHOCTb AOCTyNa K cogepauweiica Ha Hem nHdopmaumm (cepBucam), ceTeBad opraHM3aums B
TeYeHne 2 4yacoB C MOMEHTa BO30OHOBAEHMA AO0CTyNa K oduUManbHOMY CalTy pasmelLaeT Ha Hem
MHGOPMAUMIO O MPUYMHE, AaTe WU BPEMEHM MpeKpalleHMA AOCTyna, a TaKXe O AaTe W BPEMEHMU
BO306OHOBNEHUA AOCTYNA K 0ULIMANBHOMY CanTYy.

MoTpebuTtenn AoNKHbI UMETb BO3MOMKHOCTb O3HAaKOMIEHUA C MHbOPMALMEN, PasMELLEHHOM Ha
odMuManbHOM calTe, C WUCNONb30BaHMEM pacnpocTpaHeHHbIXx Beb6-obo3peBaTeneit. Mpu 3Tom He
OO0/MKHA NpeaycMaTpmBaTbCA YCTaHOBKA Ha KOMMbOTEPbl NOTpebuTenel cneumanbHO CO3AaHHbIX ANs
nNpocmMmoTpa odULMNAbHbIX CAUTOB NPOrPaMMHbIX U TEXHOJIOTMYECKUX CPEeCTB.

CymmapHas AnTenbHOCTb NepepbiBOB B pabote oduLManbHOrO calTa He AOAXKHA npesbiwaTtb 4
YyacoB B mecsal,.

31. UHdopmaumn, pasmeliaeman Ha opuLMaibHOM caiiTe, ONXKHA ObITb:

OOCTyMHa ANs aBTOMaTUYeCcKon 06paboTku;

KPYr/I0OCyTOYHO [AOCTynHa noTpebutensm 6e3 MCNo/sb30BaHUA MNporpaMmmHoOro obecnevyeHus,
YCTaHOBKa KOTOPOro Ha TeXHUYECKUE cpeacTBa noTpebutens TpebyeT 3akN0UeHUA NLEH3NOHHOIO UK
WHOro corfalleHMa ¢ npaBoobnagaTenem nNporpaMmHoOro obecneyeHus, npesycMaTpMBatOWEro
B3MMaHWe ¢ NnoTpebuTens nnatol;

[ocTynHa 6e3 B3MMaHus nNaaTbl.

32. HaBurauma odpuumManbHOro caiiTa foAXKHa COOTBETCTBOBATL CAeAyoWwMm TpeboBaHMAM:

BCA pasmelleHHas Ha oduuManbHOM calite MHGOpMaLUMA A0KHA OblTb AOCTYNHa noTpebutensam
nyTem nocsenoBaTe/ibHOro nepexoga Mo rMnepccbiIkaM HauMHasa ¢ r1aBHOM CTPaHWUbl 0dULMANBHOTO
cavta. KoimyecTBo TakMx MepexonoB MO KpaTyaulen nociefoBaTeNbHOCTM OO0MKHO ObiTb He 6onee
naTtu;

noTpebuTento Ao/IKHaA NPeaocTaBAATbCA HarnsaHaa MHGopmauua O CTPYKType oduuManbHOro
caiTa M 0 MeCTOHaxoXAeH1M 0Tobparkaemol CTpaHULLbl B 3TOW CTPYKTYPE;

Ha KaXXaoW CTpaHuLe odULMaNbHOrO cainTa A0/XKHbI 6bITb Pa3melLeHbl: F1aBHOE MEHH0, CCbl/IKa Ha
rNaBHYHO CTPaHULLY, CCbINIKa Ha KapTy odpuLManbHOro caiTa;

3aroJIOBKM W MOAMNUCK Ha CTpaHMLAX AO0MKHbI OMNWUCbIBaTb COAEprKaHUe (HasHayeHue) Takoi
CTPaHULbl, HAMMEHOBaHMeE TEKYLLEro pasaena 1 0TobparKaemoro AOKYMEHTa;



HaMMeHOBaHMe CTPaHMULbI, ONMUCbIBatOLEe ee coaepKaHme (HasHauyeHune), AOMKHO OTobparkaTbes
B 3aro/I0BKe OKHa Beb-0b603peBaTtens;

TEKCTOBbIN aapec B ceTn MHTepHeT (yHMBepcanbHbIl yKasaTenb pecypca, URL) Kaxkgol cTpaHuubl
OOJIKeH 0TobparkaTb ee MNONOKEHME B JIOTMYECKONM CTPYKTYPE caiTa M COOTBETCTBOBATL €€ COAEPKAHUIO
(HasHauyeHWI0), a TaKKe B TEKCTOBOM ajpece AO/KHblI OblTb MCMNO/b30BaHbl CTaHAAPTHbIE MpaBua
TpaHCAUTepaLmy;

Ha rNlaBHOW CTpaHWUe odULMaNbLHOrO cailTa U B OTAeNbHOM pasdene (aanee - NNYHbIN KabuHet
notpebuTtens) pasmeLLaeTca HoOMep ropsayei IMHUU NO BOMPOCAM 3/IEKTPOCHABKEHUS, TMNEPCChIIKA Ha
MHbOPMaUMIO, NPeayCMOTPEHHYI0 ab3auem OAMHHAALATBIM W ABEeHagLuaTbiM MyHKTa 33 HacToALMX
EOMHBIX CTaHOAPTOB, a TaKXe CCbIIKW-6aHHepbl Ha WHGOPMAUMOHHbIE MHTEPAKTUBHbIE CEPBUCHI
CeTeBOW OpraHM3aLnn.

33. B uensax obecneyeHna onepaTMBHOrO AOCTyna noTpebutener K wHpopmaumm o6
OKa3blBAaeMbIX YCAyrax U 0b6Ccny»KMBaHMM CETEBOM OpPraHU3aLMm B INaBHOM MeHI0 oduLManbHOro caiTa
CeTeBOM opraHusauuu Bblgensetca pasgen "lMoTpebutenam". B yKasaHHOM pasgene pasmelLaeTcs
MHbOPMaUMA B COOTBETCTBMM CO CTaHAAPTAMM PaCKpbITUA MHPOpPMaALMM CyOBEKTAMM ONTOBOrO M
PO3HMYHbIX PbIHKOB 3/IEKTPUYECKOM SHEPTUM, A TAKIKE CNeayHoLLME CBEAEHUA:

MoYTOBbI afApec CeTeBOM oOpraHM3aumu, agpeca v rpaduk pabotbl odmcoB 06CAYKMBAHUA
notpebutenei, Homepa TenedoHOB, MO KOTOPbIM OCYLLECTBAAETCA OOCAYKMBaHWE MoOTpebutenei,
agpec odmUManbHOro caTa ceTeBOM OpraHM3aunm;

nopAAoK Nogaum 1 paccMoTPeHMA 0bpalleHnii noTpebutenei, coaepRallmx Kanoby Ha gencTemsa
CeTeBOW OpraHM3aLUMn, C YKazaHMEM CPOKOB PacCMOTpeHMA 0bpalleHNin U NpeaoCcTaBAeHNA OTBETA;

NnopagoK M CPOKM 3aK/loYeHWa nAoroBopa 06 OKasaHMM yCayr no nepegaye 371eKTPUYECKoMn
SHeprum, NpeaycMoTpeHHble 3aKoHoAaTeNbCcTBOM Poccuiickoit degepaumy;

nopagaoK noJayMm 3asaBKM Ha TEXHONOTMYecKoe MpuUcoeduHEeHWe, OCHOBHble 3Tanbl  ee
PacCMOTPEHUA U UX CPOKM, CBEAEHUS, KOTOPble AOJXKHbI COAEPNKaTbCA B 3asBKE HA TEXHOOIMYecKoe
npucoeguHeHune, u TpeboBaHMA K NpuUaaraeMbiM K Heil JOKyMeHTaM, GOpMbl 3asiBOK A/1A 3aMO/IHEHUA
notpebutenem;

NopAaaoK  BbINMONHEHUSA  TEXHONOTMYECKOro  MPUCOeAMHEHUs,  3Tanbl  TEXHOJIOTMYECKOro
npucoeauHEHUs U UX CPOKU;

NnopAAoK pacyeTa NaaThbl 3a TEXHONOIMYECKOE MPUCOeAUHEHWE ANA BCex rpynn notpebutenei,
KONUW pelleHnin opraHa WCMONHUTENIbHOW BAacTM cybbektTa Poccuitickoit Pepepauumn B obnactu
rocyapCTBEHHOIO PeryiMpoBaHua LeH (TapudpoB) 06 ycTaHOBAEHWWM MN/1aTbl 3@ TEXHO/OMMYecKoe
npucoeguMHeHne B OTHOLIEHUM TEPPUTOPUANbHBIX CETEBLIX OPraHW3aLMi, a TaKKe Konua pelueHus
denepanbHOro opraHa MCNOMIHUTENbHOM BAACTU B 06/71aCTM roCyAapCTBEHHOIO PEryanpoBaHua UeH
(TapndoBs) no ycTaHOBAEHMIO NAaTbl 32 TEXHONOMMYECKOE NPUCOEAMHEHNE B OTHOLIEHUW OpPraHn3aumum
Mo ynpaBAeHMIO eANHON HaLMOHaNbHOM (0BLW,EPOCCUNCKOMN) 3NEKTPUYECKONM CETLIO, MOPAAOK ONAaTbl NO
O0roBopy 06 OCYLLEeCTBIEHWMM TEXHONOTMYECKOrO MPUCOEAMHEHUA K  I/IEKTPUYECKUM  CETAM,
0COBEHHOCTM  BHECEeHWs nNnaTtbl  OTAENbHbBIMW  FPpynnamuM  noTpebuTeneil, npensycCMOTPEHHble
3aKoHoAaTenbcTBOM Poccuinickon degepaumuy;

NnopAAOoK pacyeTa NaThbl 32 OKasaHWe yCAyr No nepesaye 3/eKTPUYECKOM SHEPTUM AN1A BCEX rpynn
notpebuTenei, KONMK peLleHnn opraHa UCNOJHUTENbHOM BAacTM cybbekTa Poccuiickon depepaumm B
06/1aCTV TOCYAapPCTBEHHOrO peryiMpoBaHus UeH (Tapudos) 06 ycTaHoBNAeHUM TapudoB Ha ycayru no
nepenaye 371eKTPUYECKOW SHEPIMU B OTHOLLEHWUWU TEPPUTOPMANbHbLIX CETEBbIX OPraHW3auMi, a TaKkKe
Konuwu peweHnit denepanbHOrO OpraHa MCNONHWUTENBHOW BAacTM B o06/1acT rocyapCTBEHHOTO
perynMpoBaHua ueH (Tapudos) 06 ycTaHoBAEHUM TapudOB Ha yCAyrM No nepefaye 3/1eKTPUYecKomn
SHEPrMnm B OTHOLIEHWUW OPraHM3auMM Mo YNPaBAEHUIO eAMHOM HauMoHanbHOW (obuiepoccuitckoit)
SNEKTPUYECKON CeTblo, NOPALOK ONATbl MO AOTOBOPY 06 OKasaHUM yCcayr No nepefaye 3/1eKTpUYecKo
SHepruw;

NopAAOK OCYLLECTBAEHUA KOMMEPYECKOro Yy4yeTa CeTeBbIMM OPraHU3auMamMM, B TOM 4ucie
TpeboBaHMA K MecTam YCTAaHOBKM NpPUOOPOB Yy4yeTa, CXeMbl MOAKAIOYEHUA M  METPOJSIOrMYecKue
XapaKTepPUCTUMKM NpMbopoB yyeTa 6e3 yKaszaHUA TOBapHbIX 3HAKOB, 3HAKOB 0OC/NYKMBaHUA, GUPMEHHDBIX
HaMMeHOBaHMWI, MaTeHTOB, NOJIE3HbIX MOAE/ei, MPOMbIWIEHHbIX 006pa3LoB, HaMMEHOBaHUIA MecT
NPOUCXOXKAEeHNA NPUOOPOB yYyeTa AU HAMMEHOBaHWUI NpousBoanTeNein Npubopos yyeTa;

HaMMeHOBaHMe NPUOOPOB y4yeTa, YCTaHOBKY KOTOPbIX OCYLLECTBAAET CeTeBas OpraHM3aums, ux
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CTOMMOCTb M CTOMMOCTb PaboT Mo UX YCTAaHOBKE;

NMPUYMHBI U CPOKM MNIAHOBbIX NEPEPbLIBOB B Nepeaaye 3N1eKTPUUYECKON IHepruun, NpekpaLeHns nim
OrPaHMYEHUSA PEKMMA Nepesayn 3/1eKTPUUYECKOM IHEPTMM, B TOM YUCe NpeaBapuTesibHas MHopmMaumn
O CPOKax OrpaHMYeHUs pexuma noTpebnaeHuUa 3NeKTPUYEeCcKon sHeprumn (MOLLHOCTM) noTpebuTenei B
CBA3N C MpPOBEAEHMEM PEMOHTHbIX pPaboT Ha 06bEeKTax 3NEKTPOCETEBOrO XO3AMCTBA CETEBOM
OpraHM3aLmmn, BKOYEHHbIX B rO40BOM (MecsAYHbIl) rpaduK pemMoHTa;

pacyeTHble AaTa U BPemMsa BOCCTAHOBJ/IEHUS 3/1EKTPOCHAbKeHMA B C/lyyae BBEAEHWUA BHENAHOBOIO
OrpaHMYEHUSA PeKMMA NOTPEBNEHNA INEKTPUUYECKONM SHEPTUM (MOLLHOCTK);

4acTo 3a/laBaemble BOMPOChI, BO3HUKAIOLWWME Yy NOTpebuTenen, n oTBETbl HA HUX;

aKTyasibHble M3MEHEHWs 3aKoHogaTesnbcTBa Poccuiickol Pepepauumn B OTHOWEHWUWU Mpouenyp
OKa3aHMA YCNYr CEeTeBbIMM OPraHM3aLMAMMY;

yTBEpPXKAeHHble rpadMKM aBapuUiMHOTO OrpaHUYeHus;

nacrnopTa ycayr (npoueccos) ceTeBOi OpraHn3aumu;

nopaaoK paboTbl B JIMUHOM KabuHeTe nOTpebuTens, BKAOYAA MoJydeHUe MNepBOHaYaIbHOroO
A0CTyna K IMYHOMY KabMHEeTY, perncTpaumio 1 aBTopnsaumio notpeburens.

34. WUHpopmaumA, yKasaHHas B ab3aue oaMHHAALATOM MyHKTa 33 HacTtoAwMx EAuHbIX
CTAHAAPTOB, NOANEXUT ONybNMKOBaHUIO He No3gHee Yem 3a 7 AHEeW A0 AaTbl NJAAHOBbIX NMepepbiBOB
nepesayn s3NeKTpUYECKon sHepruum.

35. UHPopmauums, yKasaHHanA B ab3aLe TPMHAALATOM NyHKTa 33 HacToAwmMX EANHBIX CTaHAAPTOB,
NnoaNexuT onyb/aMKOBaHMUIO HE peXe OOHOro pasa B KBapTas Ha OCHOBE aHa/jM3a MOCTYMMBLUMX
obpalleHunin B ceTeBYH OpraHM3aumio.

36. CeTteBas opraHusauma obecrneymBaeT, B TOM YMC/I€ C UCMO/Ib30BaHMEM JIMYHOIO KabuHeta
noTpebuTensn, TEXHUYECKYIO BO3SMOMKHOCTb:

a) HanpasneHusa noTpebutenem obpalleHWn, B TOM YUC/Ee COAEPKallMX Xanobbl U 3asuBKU
(3asBneHnna) Ha okasaHue ycayr (npoueccos), cornacHo npunoskeHunto N 5 K HactoAwmm EanHbim
CTaHAapTam B GOpMe 3/IEKTPOHHOIO AOKYMEHTA MyTeM 3amno/IHEHUA 3KPaHHbIX popm Beb-uHTepdeiica
obuumanbHOro caiita ¢ o6A3aTenbHOM ANA  3aNO/IHEHUA  KOHTAKTHOM  MHbopmauunen U
npegnovytuTenbHbiMm cnocobom nosnyvyeHua oTteeTa. B 3kpaHHbIXx ¢dopmax Beb-nHTepodeinca
odmumManbHoOro caita obecrneymBaeTca BO3MOXKHOCTb MNPUKPennAaTb ¢ainbl ¢ maTepuanamu no
obpalteHuto. MNMpu HanpaBaeHUM obpalleHns Yepes yKasaHHbIN MHTepdenc noTpebuTtens fAoaKeH bbITb
YBEAOM/IEH O MNJIAHOBbIX CPOKaX PAacCMOTPeHMA 0bpalLeHUs C YyKasaHMeM PernmcTpaumMoHHOro Homepa
obpalleHus;

6) 3anosHeHMA NocpeacTBOM 3KpaHHON popmbl Beb-uHTepdeiica odULUMaNbHOrO calMTa aHKeTbl
notpebutens gas onpoca C LeNblo OLEHKM KayecTBa OKasblBaeMbIX YC/AYr CETEBOW OpraHM3auuu M
obcnyXunBaHMA noTpebutens;

B) NoAy4YeHus notpebutenem ceegeHUin O CTaTyce PaccCMOTpPeHUs obpalleHns, HanpaB/ieHHOro B
CeTeBYIO OpraHM3aumio;

r) BBoAa noTpebuTenem TeKyLMX NOKa3aHMI NPUBOPOB yyYeTa 3NEKTPUYECKON IHEPTUU;

[) HanpaBneHuA noTpebuTenem yBeLOM/IEHUSA B CETEBYHD OpraHvM3aumio o6 WCMOAHEHUU UM
MepPONPUATUIA, NPEeaYCMOTPEHHbIX TEXHUYECKMMWN YCNOBUAMM;

€) NpefocTaBieHnn noTpebuTtenam:

CBEAEHMI O CTaTyce pPACcCMOTPEHMS 3afBKW (3asiBNeHWUs) noTpebuTensa Ha OKasaHuWe YCayr,
NoJaHHOM B CETEBYH OpraHM3aLMmio, C YKa3aHWeMm AaTbl NOCTYMN/AEHMA 33aABKM U ee PerncTpaLmMoHHOro
HOMepa, AaTbl HanpaB/ieHUA 33aABUTENI0 NOANUCAHHOTO CETEBOM OpraHun3aumer aorosopa 06 oKkasaHuu
ycnyru;

CBEAEHUN O CTaTyce WCMONHEHWA AOrOBOPA OKA3aHWMA YCAYIM C YKAa3aHWEM NJaHOBbIX CPOKOB
WCMNOJIHEHMA, 33 UCKIIOYEHUEM A0rOBOPOB Ha OKa3aHMe YyCayru No nepegade 3/1eKTPUYECKON IHepruu.
CsefeHus no gorosopam 06 ocyliecTBAEHUU TEXHOOTMYECKOrO NPUCOeMHEHUA OOKHbI BKAKOYATb
MHPOPMALMIO O AaTe 3aK/YEHUA AOIOBOPA, XO4E BbIMONHEHUA CETEBOW OpraHM3aument TeXHUYECKMX
ycnosuii, GakTUYECKOM NPUCOeSMHEHUN, COCTAaBAEHUN U NOANNUCAHUU LOKYMEHTOB O TEXHONOTMYECKOM
npucoeguHeHuu;

CYETOB Ha OMJIATY YCAYT N0 TEXHONOIMYECKOMY NMPUCOEAUHEHMIO;

cBeAEeHU 0 NokasaHMAX NpMBbOpPOB yyYeTa Mo TOYKaM y4eTa SNEeKTPUYECKON IHeprum noTpebutens
M CTaTUCTUKE NOTPebaeHUa 3SNEeKTPUYECKON 3SHEeprMm Ha MOMEHT MNOCNAeAHEro CHSATUA CeTeBOW



opraHM3auMen TaKux MNOKasaHMM WAM  BBEAEHMA MNOKasaHui npubopa yyetra notpedbutenem
CaMOCTOATE/IbHO;

CBeAEHU O cTaTyce pPaccCMOTpPeHus obpalleHus, HanpaBAEeHHOro B CETeBYH OpraHM3aumio B
3NIEKTPOHHOI dpopme.

37. Jdoctyn K AMYHOMY KabuHeTy noTpebutena ocyllecTBAseTca nocne BBoAa notpebutenem
CBOMX UAEHTUDMKALUMOHHDIX AAHHbIX: UMEHU (NOTMHa) M Napons 1 (MK) NO PErUCTPaALMOHHOMY HOMEpPY
3asBKUW Ha OKasaHue ycayr (oTaenbHbIX Npoleayp) v Napoto, KOTopble BblAaloTca noTpebuTento:

a) Npy 04HOM 06paLLEHMM B CETEBYIO OpPraHM3aLmio;

6) No nMcbMeHHOMY 3anpocy noTpebuTens;

B) mocsie 3anonHeHus noTpebutenem skpaHHon Gopmbl Beb-uHTepdelica odpumManbHOro caiTa
CeTeBOM OpraHM3aLnn perncTpaLmu.

38. Pasgen "MoTpebutenam" oduumanbHOro canta CETEBOM OpraHM3auuM pPeKomeHayeTcs
pa3pabaTbiBaTb B COOTBETCTBUM C NpuaoxKeHnem N 6 K HacToAalwmm EAnHbIM cTaHAapTam.

IV. Mprem n paccmoTpeHre obpalleHuii noTpebutenei

39. NoTpebutenam obecneynsaeTca paccMoTpeHMe 0bpaLLEHNI B YCTAaHOBIEHHbIE CPOKM.

40. CeTeBas opraHM3auma Npu paccMoTpeHun obpaleHnin notpebuTeneit obecneymsaeT npuem u
pPervcTpaumnio NOCTyNUBLLIEro B aApec CeTEBOM opraHM3aunmn obpalieHma notpebutensa (B NMCbMeEHHOM,
3NEKTPOHHOMN, YCTHON dopme, C Ucnonb3oBaHNEM TenedoHHoM cBA3m). Mpu perucTpaumm obpalLeHuns
dUKeUpyeTcA KOHTaKTHaa uHpopmauma notpebutensa, gata nocTynneHus obpalleHus M BXOAALMIA
PEerncTpaLnoHHbIi HoMep 0bpaLLeHus.

41. CeTeBasi opraHM3aUMA HanpasBaseT NoTpebuTento OTBET MO CYWEecTBYy Ha ero obpalieHue B
cnefytowme CpoKu:

a) oTBeT Ha NUCbMeHHOe obpallieHne notTpebutens Ha bBymaxkHom HocuTene - B TeyeHue 30 aHel
CO OHA perunctpaumm obpalleHua ceTeBOW OpraHusauMein, B C/iy4ae ecin MHOe He NpenycMOTPEHO
3aKoHoaaTenbcTBOM Poccuiickoin ®epepaumm;

6) obpauweHne noTpebutens, HanpaBAeHHOE C UCNO/b30BaHNEM odUuLMaNbHOrO caiita B popme
9/IeKTPOHHOIO [OKYMEHTa, - B CPOKW, YKasaHHble B npuaoxeHun N 5 K HactoAwum EauHbIM
CTaHZapTam;

B) OTBET Ha obpaleHne NoTpebuTens ¢ UCNoAb30BaHWEM TenedpOHHONW CBA3M NpenocTaBAAeTcs
HenocpeacTBEHHO B MOMEHT obpalyeHus notpebutens. B cayvae HEBO3IMOXKHOCTU NPeAOCTaBUTL OTBET
B MOMEHT obpaleHua notpebutena pabOTHWMK CETEBOM OpPraHM3auMKM 3anuCbiBAaeT KOHTaAKTHYHO
MHbopMaumio NoTpebuTens n He nosgHee 4 YacoB C MOMEHTA pPerucTpaumnmn obpalleHus npesocTasaseTt
OTBET NoTpebutento;

r) ecnm obpalleHne noTpedbuTensa ¢ UCNosb3oBaHMeM TenePOHHOM CBA3M COAEPHKUT Kanoby u
$aKTbl, U3/10XKEHHbIe B TaKoM »Kanobe, TpebyloT aHanM3a maTepuasoB No obpalieHuto notpebutens,
pabOTHMK CeTeBOW OpraHuMsauum, NPUHABLIKI TenedoHHbIN Bbi30B, odbopmAaseT Xanoby B dopme
3NEKTPOHHOTO [OKYMEHTa, KOTOpbIA PEerucTpupyetcs B YycTaHOBNeHHOM nopsagKke. Cpok oTeeTa
noTpebuTento No Tako anobe He Ao/xKeH npesbliwaTb 30 AHEeN co gHS perncTpaunmn obpalweHus;

4) oOTBeT Ha ycTHoe obpalleHne notpebutens B oduc o06CyXRUBaHMA noTpebutenel
npesoCTaBNAETCA HENOCPEeACTBEHHO NPU NocelleHun noTpedbutenem oopuca. B cnydae HEBO3IMOKHOCTU
npefocTaBNeHNA OTBETa Ha obpalieHue noTpebuTens Npu OCYLLECTBNIEHUM OYHOTO OBCAYKMBAHMA
notpebuTtens, a Takxe ecnn obpalieHue NoTpebuTena copepXUT Kanoby M aKTbl, U3NOXKEHHbIE B
Takol kanobe, TpebyloT aHanM3a MaTepuanoB Mo obpalieHuio notpebutensa, pPabOTHUK ceTeBOW
OpraHu3aumMn [O/KEH NPeaNoXUTb NoTPebuTento HanpaBuTb B CETEBYHD OpraHM3aLMi0 NMUCbMEHHoe
obpaweHve uam odpopmutb obpalweHne B oduce obCayKMBaHMS Ha TunoBom 6naHke. [Nocne
3aMN0/IHEHMA M NoANWUCaHUA noTpebuTtenem bnaHka obpalweHuAa Takoe obpalleHue perucTpupyercs.
Cpok oTBeTa Ha Takoe obpalleHure He AoxKeH npeBblwaTtb 30 AHelN co AHA perncTpaumnm obpalieHus.

42. B cnyyae ecan U3NOXKeHHble B obpaweHun noTpebuTens BOMPOCbl He OTHOCATCA K
KOMMETEHLUMN CeTeBOM OpraHM3aummn, paboTHUK CeTeBOM opraHM3aumMn He nosaHee 5 paboumnx gHeln co
OHA pernctpaumm obpaweHna MHGoOpMUPYeT NOTPebUTens 0 HEeBO3SMOXKHOCTU NPeaoCTaB/eHUs emy
OTBETa MO CYLLECTBY M3/IOXKEHHbIX B 06paleHnn BOMPOCOB M COOBLLAeT KOHTaKTHY0 MHbOopMauuto
OpraHM3aumii, K KOMMNeTEHLMN KOTOPbIX OTHOCATCS Takne BONpPOChI.



43. O6palleHne noTpebutena o NpeaocTaBleHUM CcnpaBodYHOW MHPopmaumum u  (Mau)
KOHCY/IbTaLlMM CUYMTAETCA PACCMOTPEHHbIM, €CauM NoTpebuTento HanpasneH (NpeaocTaBfieH) OTBET C
3anpalwmsaemon nHpopmaumei.

44. Ob6pauweHue noTpebutensa, coaeprkaliee Kanoby, cuUMTaeTca pPaCCMOTPEHHbIM CETEBOW
opraHusaumemn, ecnu:

a) ycTaHoBneHa OOOCHOBAHHOCTb (HEOHOCHOBAHHOCTb) 3asiBIEHUSA O HapyLEeHUW NpaB Wau
OXpPaHAEMbIX 3aKOHOM MHTEPECOB NOTPebuUTeNs, B TOM YMCIe O NPEAOCTaBNEHUN YCYT HEHAO/1eKaLLEero
KayecTBa;

6) B cnydyae HeobxoaMmMoCTM nNo O06OCHOBAHHbLIM »anobam onpeaeneHbl MeponpuaTUs,
HanpaB/ieHHble Ha BOCCTAHOB/IEHME HAPYLWEHHbIX NPaB MAM OXPaHAEMbIX 3aKOHOM WHTEpPecoB
notpebuTena (ganee - KOppPEKTUPYHOLLNE MEPBI);

B) HanpasaeH (NpeaocTaBneH) oTBET NoTpebutento no obpalleHuto:

B C/ly4ae Npu3HaHMA Kanobbl HEOHOCHOBAHHOM B OTBETE MPEAOCTABAAOTCA apryMeHTMPOBaHHbIEe
pa3bACHEHWUS B OTHOLIEHUW OTCYTCTBMA OCHOBAHWUM ANs ee yA0BNETBOPEHUS;

B C/ly4ae NpuU3HaHKUA Kanobbl 060CHOBaHHOM B OTBETE NOTPEOUTENIO YKA3bIBAlOTCA, KaKMe npasa
WU 3aKOHHbIE MHTEPECbl NOTpebuTens noasekaT BOCCTAaHOBAEHUIO M B Kakom nopsgake. Ecam no
anobe Heobxoauma peanusaums KOPPEKTUPYIOWMX Mep, B OTBETe NOTpebuTento yKasbiBaeTcs
NAaHUPYEMbIN CPOK UX peanmsaummu.

45. PaccmoTpeHue obpalleHna He npoussoauTca (c yBegomneHuem ob sTtom notpebutens) B
cnyyasnx:

a) ecnv obpalleHne CoaepKUT HeLleH3YpPHble MB0 0CKopbuTenbHble BbipaXkeHus;

6) echn B 06palleHMM COAEePHKMTCA BOMPOC, HAa KOTOPbIN AaHHOMY NOTPebuTento ycayr yxe 6bin
npeaocTaBneH OTBET MO CYLLeCTBY B CBA3M C paHee HanpaB/ieHHbIMM 06paLLEHMAMM, U NPU 3TOM B
06paLLeHMM He NPUBOAATCA HOBbIe AOBOAbI MU 06CTOATENbCTBA;

B) ecan OTBeT MO CyLIEeCTBy MOCTaB/AeHHOro B 06palleHUMM BONpoca He MOKeT 6biTb AaH 6es
pasriaweHns cBeAeHMWI, COCTaBASAIOLMNX KOMMEPYECKYIO TaliHY MW MHYIO OXPaHSAEMYI0 3aKOHOM TaliHYy.

46. PaccmoTpeHue obpalleHus (6e3 yBegomneHusa notpebuTens) He NPOM3BOAUTCA B C/y4vasiX,
€C/IM TEKCT MUCbMEHHOro obpalleHUs He NoAAaeTcsA MPOYTEHUIO UM B OOpaLLLEHMM OTCYTCTBYIOT
KOHTaKTHble gaHHble, Heobxoanmble 415 HanpaB/ieHUs oTBeTa.

V. OcobeHHoCcTM 06CnyKMBaHUA NoTpebuTenelt Npu okasaHum
YCAYT NO TEXHONOrMYECKOMY NPUCOEANHEHUIO

47. CeTeBan opraHusaumsa obecneuymsaeT notpebutenam - GU3MYECKMM AULAM, MaKCUMasbHas
npucoegmMHeHHas MOLLHOCTb 3SHEPronpUHUMAIOWNX YCTPOMCTB KOTOPbIX cocTaBnseT Ao 15 KBT
BKNIOUUTENBHO  (C  y4eTOM paHee MpUCOeAMHEHHbIX B  AAHHOM TOYKe npucoeguHeHus
3HEPronpUHUMAaIOLWUX YCTPOMUCTB), BOSMOMHOCTb:

a) BbICTaB/eHMA cyYeTa Ha ONaaTy YCAyrM Mo TEeXHONOTMYeCKoMy MpUCoeAMHEeHUo cnocobamu,
OOMYCKaOLWMMM BO3MOMKHOCTb MX YyAaseHHOM nepedaun (noyta, ceTb WHTEPHET), MO KenaHuio
nortpeburens;

6) BHeceHMA nnaTbl MO AOroBOpPy 06 OCYLLECTBAIEHUM TEXHOJIOTMYECKOro NPUCOoeAMHEHMA K
3NeKTpUYECcKUM ceTam 6e3 onnaTbl KOMUCCUN.

MpunoxkeHne N 1

K EAnHbIM CcTaHgapTam KayecTBa
06CNYKMBaAHMA CETEBBIMMW OPraHM3aLUAMM
noTpebuTenen ycayr ceTeBbiX opraHM3aumm



MACIHOPT YCJIYTM (IIPOLIECCA) CETEBOM OPT'AHM3ALIU

HaVMeHOBaHMe yCJyI'u (mnpolecca)

Kpyr zagaBureneym <1>:

PasMep IIJIaTel 3a I[IpeloCTaBJIEHUE YCIIyI'n (npouecca) 1 OCHOBaHUME €& B3VMaHUMA:

YcJioBMSa oOKa3aHusa yCiayIu (mpouecca) <2>:

PesynbTaT okKazaHMUsa yCJIyIu (Hnpouecca) :

ObmMM CpOK OKaszaHusa yCcJayIu (mpolecca):

CocTaB, [IOCJEeIOBATEJILHOCTL M CPOKM OKa3aHus yCJayIu (mpouecca) :

N dtan | CoaepxaHue/ycnosus stana dopma Cpok CcbliKa Ha
n/n npeaocTaBneHmA MUCNOJIHEHUA HOPMAaTUBHbIN
NpaBoOBOM aKT
1
2

KonTakTHasa mHQoOpMaLMsa OJA HaOpabJieHUsa obpameHumr <3>:




<1> YKa3bIBaloTCA NLA, KOTOPbIE MOTYT NOAYYUTb AAHHYIO YCAYTY.

<2> OnucaHue ycnoBuM, MPU KOTOPbIX OKasaHWe ycayrM (npouecca) CTaHOBMTCA BO3MOMKHbIM
(npepocTaBneHne Bcex HeOBXOOUMBIX AOKYMEHTOB, Hanuvune ¢GpuU3MYEcKOolW BO3MOMKHOCTU OKasaHwuA
ycayru (npouecca) v gap.).

<3> YKa3bIBatOTCA KOHTAKTHbIE AaHHbIE UL, KOTOPble MOTYT AaTb MCYEPMNbIBAIOLLYIO MHGOPMALLUIO
06 OKasblBaeMoW ycayre, NpUHATb Xanoby Ha aelicteua (besaencTene) noapasaeneHusa (paboTHUKA)
ceTeBow OpraHnsauunun, 3aHATONro B OKasaHuUW ycayru, ynoaHOMOYEHHOro oOpraHa MUCNONIHUTENbHOWM
BNACTU, OCYLLECTBAAIOLLENO Hag30pHble GYHKUMK 33 AeATeNbHOCTbIO CETEBOM OpraHM3aumm.

MpunnoxkeHme N 2

K EOWHBbIM CTaHZapTam KavecTBa
06CNYKMBAHMA CETEBLIMMW OPraHM3aLUAMM
notpebuTtenen ycnyr ceTesblX opraHn3aLmi

TPEEOBAHUA
K OPFTAHWM3ALINM ODPUCOB OBC/TYKUBAHMA MOTPEBUTENEN
CETEBbIMU OPTAHU3ALUUMAMU

1. Mpn 060pyaOBaHUM LLEHTPOB 0b6CNYyKMBAHUA NOTPebUTeNElN B KIMEHTCKOM 3a/1e NPOU3BOANTCA
30HMPOBAHWE MOMeLlLeHUns, obecneunBatollee ero pasgeneHne Ha [ABe 30Hbl: KAMEHTCKYIO U 30HY
pa3meLLeHMA PpaboTHUKOB, OCYLLLECTBAAIOLWMX 06CNYKMBaHME NoTpebuTeneii.

2. UeHTpbl o06cnyxunBaHMA noTpedbuteneit cHabxKarTca WHOOPMAUMOHHBIMKU  TabanYKamm
(BbIBECKAMM) C NOTOTMNOM CETEBOWM OpraHMU3aLnmn:

a) Ha Bxoge B 34aHMe pasmellaeTcA BbiBeCKa C MHOpMauMein: HaMMeHOBaHWe CeTeBOW
opraHv3aumMu, MNOYTOBbIM agpec, rpaduk paboTbl UeHTpPa obcayXkuBaHWAa noTpebutenei, agpec
3NEKTPOHHOMN NouYTbl, TenedoH LLeHTPa obCNyKMBAHUA NoTpebuTenelt U ropadven AMHUKM NO BOMPOCaAM
3NEKTPOCHabXKeHMA CeTEBOMN OpraHn3auuu;

6) B NnomMeLLeHNN - BbIBECKM C 0O6O3HAYEHMEM MECT OYHOro Npuema notpebuTenei, cnyRebHbIX
NomeLLeHUI, He NpeaHa3HAYeHHbIX 41 O4YHOro NpMemMa noTpebuteneit;

B) B K/IMEHTCKOM 3a/ie - BbIBECKM Ha OKHax 0b6CnyXuBaHWA notpebuteneit okono paboumx mect
paboTHMKOB.

3. B KNMEHTCKOM 3ane LeHTpa 06CnyKMBaHMA NoTpebuTenei opraHU3yeTca 30Ha OXUAAHMA 4NA
notpebuTtenei, NO3BONAOWANA PA3MECTUTb NOTPebuTenen B NMKoBble AHU (4ackl) npuema. Maowaab
30Hbl OXKUMAAHUA COCTaBAAET He MeHee 4 KBagpaTHbIX METPOB Ha O4HOr0 PaboTHMKa, 06CAYKMBAOLWENO
notpebutens (ogHOro okHa obcny:KMBaHuA). B 30He oXKnaaHuA obecneymBaeTcs Haivume mebenun ans
MCNONb30BaHUA NOTPEOUTENAMMN BO BPEMSA OXMUAAHWUA: HE MEHEee OAHOro cMAaAYero Mecta Ha OZHOro
paboTHMKa, obcnyxusatowwero noTpebuTens (04HOro okHa 06CNYKMBaHUA), He BKOYasA cugaumne mecta
HenocpeacTBEHHO AnA npuema notpebutenein, OTAENbHOrO CToNAa W CTyna ana odpopmneHus
OOKYMEHTOB BO BPEMSA OXKUAAHWUA, KAHLLEAPCKUX NPUHAANENKHOCTEN.

4. 30Ha OXMAAHUA KAMEHTCKOro 3ana OcCHaWwaetca MHOOPMALMOHHbIMKM  CTEeHAAMU €
Heobxoaumon ana notpebutens wHpopmaumelrr B cooTBeTCTBUM co CTaHOapTaMuM  PacKpbITUA
MHPOPMaLUKN cybbeKTaMn ONTOBOTO M PO3HUYHBIX PbIHKOB 3/1EKTPUYECKON IHEPrum, yTBepPKAEHHbIMU
noctaHosneHnem [lpasutenbctBa Poccuitickoit Pegepauymm ot 21 aHBaps 2004 r. N 24, a Takxe co
cneayowen nHbopmaumei:

4.1. rpaduK paboTbl opuca obcnyxKmMBaHUA noTpebuteneir;

4.2. NOYTOBbLIN agpec U 3NeKTPOHHbIN aapec oPULMANbHOrO caiiTa CeTeBolM OopraHM3aumun, agpec
3/IEKTPOHHOM NOoYTbl, TenepoHHble HOMepa LEeHTpa 0b6cnyKMBaHUA NoTpebutenei U ropaden AMHUKN No
BOMNPOCaM 3/IeKTPOCHAbXeHNA CeTeBOM OpraHuWsaumu, Mo KOTOPbIM OCYLLECTBASETCS 3a04yHoe
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obcnyuBaHue notpebutenein, TeppuTopms 06CNYKMBAHMA CETEBON OpraHn3aumu;

4.3. nopAagoK nogaym M paccMoTpeHus obpalleHuin notpebutenei, coaeprkawmx Kanobbl Ha
OENCTBUA CeTEBOM OpraHM3aumu, C YKazaHMeM CPOKOB PAacCMOTpeHuAa obpalleHuin n npenocTaBieHus
oTBeTa;

4.4. nopALOK U CPOKM 3aKAOYEHMA A0roBopa 06 OKasaHWKM ycayr No nepegayve 31eKTPUYECKoi
3Heprun, NpeaycMoTpPeHHbIe 3aKoHOA4aTeNbCTBOM Poccuiickoin ®epepaumm;

4.5. nopagoK NoAaym 3aABKM Ha TEXHONOMMYECKOE NPUCOEANHEHNE, OCHOBHbIE 3Tarnbl U CPOKK ee
paccCMOTPEHUA, CBEAEHUA, KOTOPbIE AO/KHbI COAEPKATLCA B 3aABKe, Tpeb0BaHMA K NpuaaraembiM K Hel
OOKYMEeHTam;

4.6. Tapudbl Ha yCAyrm No nepesayve 3/1eKTPUYECKOM SHEPTUM Ha TEKYLLMI Nepuog, peryiMpoBaHmus
C YKa3aHMeM UCTOYHMKA oduLManbHOro onybaMKOBaHMA pelleHnsa OpraHa UCMNOJHUTENbHOW BNACTU B
061acTV rocy4apCcTBEHHOTO peryanpoBaHua Tapndos cybbekTa Poccuitickon degepaumu;

4.7. Tapudbl HAa TEXHONOIMYECKOE MNPUCOEAMHEHME HA TEKyWMIA nepuos, PeryivpoBaHus ¢
yKa3aHMeM WUCTOYHMKA OdMLMaNbHOrO onybaAMKOBAaHMA pelleHuAa OpraHa WCNOAHMTENbHOM BAacTU B
061aCTV rocy4apCTBEHHOTO peryanpoBaHua Tapndos cybbekTa Poccunitickon Pepepaumu;

4.8. 6NaHKM TUNOBbIX AOKYMEHTOB MO TEXHO/IOFMYECKOMY NPUCOEAMHEHUIO, HAa OKA3aHWe yCayr no
nepesgaye 3NeKTPUYECKOM IHEPTUM U NPOoYeE;

4.9. NopAAoK OCyLWEeCTBAEHUA KOMMEPYECKOrO yyeTa CEeTeBbIMM OPraHM3auMAMK, B TOM YMCAe
TpeboBaHMA K MeCTam YCTAaHOBKM NPUOOPOB YydeTa, CXeMbl MNOAKNOYEHUS U  METPOJIOrMyecKue
XapaKTepPUCTUKM NpNBOpPOoB yyeTa;

4.10. HaumeHoBaHWe NpPUOOPOB yyeTa, YCTaHOBKY KOTOPbIX OCYLLECTB/ISIET CETEBAA OpraHM3aums,
MX CTOMMOCTb M CTOMMOCTb PaboT N0 UX YCTAHOBKE;

4.11. EanHble cTaHAApTbl KavyecTBa OOCAYKMBAHWA CETEBbIMM OpraHM3auMsmum notpebutenei
CeTeBbIX OpraHn3aunii;

4.12. nacnopT yCAyr CEeTEBOM OpraHM3auuu;

4.13. KHura ¥anob u npeanoxeHni.

5. Mpu HeobxogumoctTn B LeHTpe obcnyxKmBaHua noTpebuteneli obecneumBaeTca Haaunuume
naaTeXKHOro TepMUHana A1s onaaTbl yCAyr CeTEBON KOMMNaHUW.

6. Ecv B KIMEHTCKOM 3ane 0bC/y»KMBaHUe ocylecTeaseTca bonee yem 4 paboTHMKamu (bonee
yem 4 OKHa 0B6CANYKMBaHMA), 30Ha OXMAAHUA 06OPYAYyEeTCA SNEKTPOHHOW CUCTEMOM YnpaB/ieHus
oyepenplo, KOTOpas npegHasHayeHa ONTMMM3MPOBATL MOTOKM noceTuTene. WHCTpyKuMsa no
3KcnayaTauum cucTeMbl YNPaBAEHUA OYepeabio U CXemMa PasMeLlaoTca Ha MHGOPMaLMOHHOM CTEHAE.

7. TMomelweHWe UeHTpa o0b6CAyKMBaHMA nNoOTpebuTenen obopyayeTca NPOTUBOMOMKAPHOM
CUCTEMOM, CPEACTBAMM MNOXKAPOTYLWEHUA, a TaKXKe LEHTPANIM30BaHHON CUCTEMOM ONOBELLEeHUS
nocetTuTenen u paboTHUKOB LLEHTPA OBCNYKMBAHMA O NOXKAPE U APYTUX KPUSUCHBIX CUTYaLMSX.

8. B nomeweHnn ueHTpa obCAYyKMBaHMA NoTpebuTeneit obecneuymBaeTcs HaAMuYME NUTbEBOW
BOZbl, aNTEYKM.

9. B ueHTpe obcnyxuBaHMA noTpebuTeneint obecneumsaeTca 6HesonacHocTb noTpebutenein u
paboTHUKOB.

10. B 38aHuKM ueHTpa 0bOCAy)KMBaHUA noTpebuteneit obecneumsaeTca AOCTyn noceTutenein B
CaHy3/bl.

11. B oTHOWeEHWN NYHKTOB 06CAYyKMBaHUA noTpebuteneit cetesas opraHusauma obecneyvsaet
TpeboBaHMA NYHKTOB 2, 4, 8, 9 HacToALLEro NPUIoXKeHNs K EANHbIM cTaHgapTam.

Kpome TOro, B nyHkTe obcny)KmMBaHuA obecneumBaeTcs Hananune mebenu ANA UCNOJSb30BaHUA
notTpebutenimm BO BPeMA OXWAAHMA: HE MeHee OAHOro CUMAAYEro MecTa Ha OAHOro pPaboTHMKA,
obcnykumBatowero notpebutena (ogHOro OKHa o0OCNYyXKMBAHWA), He BK/AOYAA cuAAYMe MecTa
HenocpeacTBEHHO AnA nNpuema notpebutenei, ctona u ctyna ana opopmneHna AOKYMEHTOB BO Bpems
OXKMUAAHUA, KAHLENAPCKMX NPUHASNEKHOCTEN (pyYrM, Bymara ana sanucei).

MpunnoxkeHme N 3
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K EAMHbIM CTaHaapTam KayecTBa
06CcNyKMBAHNA CETEBLIMU OPraHU3aLUaAMU
noTpebuTenei ycayr ceTeBbix opraHusaumm

OCHOBHbIE ENCTBKA
CETEBOW OPTAHWM3ALIMM NP OCYLLECTBNEHWUM OYHOTO OBC/TYKMBAHNA
NOTPEBUTE/IEM B O®UCAX OBC/TYKUBAHWUA NOTPEBUTE/EN



N OCHOBHble AeNCTBUA CETEBOM OpraHn3aL MM NpPu OCYLLECTBIEHUN OYHOFO 06CNYKUBAHUA
notpebuTeneit B opuncax obcnymBaHua notpebutenen

1 Mpuem w perncTpauua o4yHoro obpauieHna noTpebutens, perncTpaupma  KOHTAKTHOM
nHbopmauum noTpedbuTens, NPoBeEpPKa KOPPEKTHOCTU 0GOPMIEHUA 3aABOK HA OKa3aHWe yCAyr,
KOMMNIEKTHOCTN AOKYMEHTOB M MOJIHOTbI CBEAEHUI B 3afBKE B COOTBETCTBUM C TpeboBaHUAMMU
HOPMaTUBHbIX NPaBOBbIX AKTOB:

11 npuvem *anobbl NnoTpebuTensa B NMCbMeHHOM popme

1.2 npuem 3anaBKuK/3aABeHNA Ha OKa3aHMWe yCayr B NMMCbMeHHON Gopme, B TOM Ymncne:

121 32fBKM Ha TEXHO/I0TMYEeCcKoe npucoeanHeHmne

1.2.2 obpalwieHma noTpebutena o0 NPOSNEHUN CPOKA AEWUCTBMA pPaHee BbIAAHHbLIX TEXHUYECKMX
ycnosui

1.2.3 3aAB/IEHMA O BOCCTAHOBJ/IEHUWM paHee BblAAHHbIX TEXHUYECKMUX YCI0BUM, yTpaTa KOTOPbIX
HaCTynwuAa B CBA3W C IMKBMAALMEN, peopraHn3aLmen, npeKkpaeHnem 4eATeIbHOCTU NPEeXHEero
Bnagenoua (3ansutens), Nnposarkei 06 bEKTOB M MO MHbIM NPUYMHAM

1.2.4 YBEAOM/IEHNA O 3aK/IOYEHUUN COFNALLEHUA O NepepacnpeaeneHnn NpUcoeanHEHHOM MOLLHOCTU

1.2.5 3aABAEHMA Ha 3aK/Io4eHMe AoroBopa 06 OKa3aHWKM yCayr No nepegaye 31eKTPUYECKOM IHepPrun

1.2.6 3anpoca O COMNacoBaHUM MecCTa YCTaHOBKM npubopa y4yeTa, cxeMbl NOAKAOYeHUA npubopa
yyera W WHbIX KOMMOHEHTOB W3MEpPUTEJIbHbIX KOMMIEKCOB M CUCTEM YyyeTa, a TaKxe
METPOIOrMYECKUX XapaKTepucTuK npnbopa yyeta

1.2.7 33ABKM 0 HEOOXOAMMOCTU CHATUA MOKa3aHWUIt cyLecTByoLLEro npubopa yyerta

1.2.8 33ABKM Ha OCyLLeCTB/IEHME AONYCKa B 3KCNayaTaumto npmubopa yyeta

1.2.9 3aAB/IeHMA Ha 0bopyaoBaHWE TOUKM NOCTaBKKU Npnbopamu yyeTa




1.2.10

3a8BKM Ha YCTAHOBKY, 3aMeHy 1 (MAK) aKcnyaTaumio Npubopos yyeTa

1.3

npuem coobulieHnin o 6e3gorosopHom (6e3y4eTHOM) NOTPebeHUM SINEKTPUYECKON SHEPTUN, O
XULLEHUM OO BEKTOB 3/1EKTPOCETEBOrO X03AMCTBa

Mprem nNoKkasaHuii NPpMBOPOB yYeTa 31eKTPUYECKOM 3Heprum

MpeaocTaBneHne cnpasoyYHOM WHPOpMaAUMM O AeATEeNbHOCTM CeTeBOM OopraHusauMmM no
BOMPOCAM OKa3aHMsA YCAyr CeTEBOM opraHM3aLmm, B TOM YMc/e npeaocTasiaeHmne TMNoBbix Gopm
JOKYMEHTOB

MpepocTaBneHMe KOHCYIbTaLMii No BONPOCAaM OKasaHMsA yCayr CETEBOM OpraHM3aLuu.

B cnyyae oTCyTCTBMA MHOOpPMauMM Yy paboTHMKA, OCYLLECTBAAIOLWLErO OYHbIM npuem, gns
NpegoCcTaBAEHMA KOHCYNbTaUMW PabOTHUK perncTtpupyet nucbMeHHoe obpalleHue, OTBET Ha
KoTopoe npegocrasnserca B TeyeHue 30 gHel

MpeaoctaBneHne nHbopmauum o cTaTyce UCNONHEHUA 3aABKM Ha OKasaHue ycnyr (npouecca),
[OroBOpPa OKa3aHMA YCayr, pacCMOTPEHMUA 06paLLeHns, CoAeprKaLLEero }Kanoby

Bblgaya AOKYMEHTOB NoTpebuTenam, B TOM YNCAE AOTOBOPOB Ha OKa3aHWE YCAYr, KBUTAHLUWUN,
cyeToB-GaKTyp Ha onnaTty ycayr, AOKYMEHTOB NO pe3y/bTaTaM OKa3aHWA ycayr (akToB), akToB
6e3yuyeTHOro (6e340roBOpPHOro) NoTPebAEHNN INEKTPUUYECKON SHEPTUN

MpepoctaBneHne uHbGOPMaLMM O MNPUYMHAX W CPOKax MNAHOBbLIX MepepbiBOB nepeaayun
SNEKTPUYECKON SHEPrUK, NPUUMHAX HecObAOAeHUA TPebOBaHUIM K NapaMeTpam ee KayecTsa, O
AaTe U BpeMeHW BOCCTAHOB/IEHMA Nepeaym 31eKTPUYECKOM SHEPTMH, A TakKe 06 obecneveHun
COOTBETCTBUA KauyecTBa 3/1EeKTPUYECKOIN 3Heprun TpeboBaHMAM 3aKOHO4ATENbCTBA.

Mpw otcytcTBUM MHPOPMaLMK Yy pabOTHUKA HA MOMEHT nocelleHMA PaboTHUK NpeaocTaBaseT
OTBET NOTpebuTento He nosgHee 4 4acoB C MOMEHTA pPerncTpaummM obpalleHMsa € 3aMpPoCOM.
Ecnun obpalieHne comepKnT Kanoby n n3nokeHHble GpakTbl TPEOYIOT aHaIM3a MaTepuanos, TO
paboTHMK npegnaraeT noTpebuTento HanpaBuTb B CETEBYID OPraHM3auMio MUCbMEHHOEe
obpauweHrne B dopme 3INEKTPOHHOIO AOKYMeHTa uan odopmuTb obpalieHMe Ha TUNOBOM
61aHKe Npu NnoceLLeHnK, oTBET NpegocTaBaseTca B TeueHume 30 aHel

Mpuem nnatexKel 3a oKasaHue ycayr (B LeHTpax obcnyKmMBaHua notpebutenei)




MpunoxkeHue N 4

K EAMHbIM CTaHA4apTam KavecTsa
obcnyKMBaHMA ceTeBbIMM OPraHU3aLLUAMM
noTpebuTenen ycayr CeTeBbIX OpraHM3aumim

9 Bblaava MHAMBUAYANbHOMO JIOTMHA M NAPOAA ANs AOCTYNA B IMYHLIA KabUHET noTpebutens
10 MpoBegeHWe LeNeBbiXx OMNPOCOB, aHKeTUPOBAHWUA noTpebuTenen pas OLEHKM KayecTsa
OKa3blBaeMbIX YC/IYT 1 0BCNYKUBAHMSA
OCHOBHbIE AENCTBUA
CETEBOW OPFAHWM3ALMW NPU OCYLLECTBNEHUM 3A0O4YHOTO OBCNYKUBAHUA
NOTPEBUTENEN C MCNONB3OBAHUEM TENEDOHHOW CBA3N
N OcHOBHble f,eMCTBUA CeTEBOW OPraHM3aLLMmM MPU OCYLLECTBIEHUMN 3a04YHOTO 06CNYKMBAHNA
notpebuTeneit nocpeacTsom TenePpoHHOM cBA3N
1 Mpuem, perucTpaums, obpaboTKa BXOAALMX BbI3OBOB NOTPebUTENEe € 3anpocom CNPaBOYHOWM
MHbOPMauuMK, No BOMPOCAM NpPeaoCTaB/leHUs OTBETA NOTPebuTento U 3anucu notpebutenein Ha
npuem B oduc o6CNyKMBAHUA MO BONPOCAM:
1.1 | ocywecTBAeHMA TEXHOOTMYECKOrO NPUCOEeANHEHNA
1.2 | oKasaHuA ycayr No nepegaye 3/1eKTPUYECKOM IHEPTUM
1.3 | opraHusaLmm yyeTa 31eKTPUYECKOM SHEPTUU
1.4 | obcayxuBaHuA noTpebutenemn
1.5 | nonyyYyeHWs KOHTAKTHON MHbOPMALUM CEeTEBOM OpraHM3aLMm 1 opraHnsaumii, paboTatowmx B chepe




SHEPreTUKN Ha TEPPUTOPUN OEATENBHOCTU ceTeBom opraHunsauunun

Mpuem, pernctpauma, obpaboTka BXOAALLMX BbI3OBOB NOTpebuMTeneit No BONpocam KOHCYNbTaUNUM u
npepocTasieHMA oTBeTa noTpebutento

Mpuvem noKasaHui NPUOOPOB y4YeTa SNEKTPUYECKOW 3SHEPIrUM B CAyYasx, MNpPesyCMOTPEHHbIX
OCHOBHbIMW MONOXKEHUAMN YHKLUMOHUPOBAHUA PO3HUYHBIX PbIHKOB 3NEKTPUYECKON 3HEeprum,
YyTBEPXAEHHbIMWN NocTaHoBAeHUeM [NpaBuTenbctea Poccuiickoin Pepepaumm ot 4 masa 2012 r. N 442

Mpuem, peructpauma, obpaboTKa BXoAAWMX BbI3OBOB nNoTpebuTeneinr ¢ cooblieHnem o
6e340roBOpHOM M 6e3y4yeTHOM MOTPEOAEHUU 3S/IEKTPUUYECKOM ISHEPTUKM, a TaKKe O XULLLEeHWUU
06BEKTOB 31EKTPOCETEBONO X03AMCTBA CETEBOMN OpraHM3aumm

4.1

Mpuem, perucTpaums, o6paboTKa BXOAAWMX BbI30BOB MNoTpebutenein c coobueHnem o
HECOOTBETCTBMM KauyecTBa 3/EKTPUYECKON SHEPrMM TEeXHUYECKUM perfameHTam W UHbIM
obs3aTenbHbiM TpeboBaHMAM. [lepegaya YyKasaHHbIX COOBLWEHWUI OnepaTMBHOMY MNeEPCOHaNy
ceTeBOW opraHusaumnmn (Npu Heob6xoAMMOCTH)

4.2

Mpuem, pernctpauunsa, obpaboTka BXoAAWMX BbI3OBOB noTpebutenen c coobuweHnem o
NpeKpaweHnn nepegayun  3NeKTpUYEecKon 3sHepruu. [lepefada  yKasaHHbIX  COOBLLEHWIA
onepaTMBHOMY NepCoHany CeTeBol opraHusaumm (npu HeobxoaMmMocTH)

Mpuem, peructpauns, obpaboTka BXoAALLMX BbI30OBOB noTpebutenei ¢ 3anpocom uHopmaumm o
NnAaHUPyembIX CPOKax BOCCTAHOB/AEHMA nNepedayvn >S/eKTPUYECKOM 3HepruuM, Mno Bomnpocam
obecneyeHNs COOTBETCTBMA KauyecTBa 3/1eKTPUYECKON IHEPTUN TEXHNHYECKUM pernameHTam uU MHbIM
o0bna3aTenbHbIM TpeboBaHMAM

OCYLLI,GCTBJ'IEHI/IE nexo4Aawmx Bbi30BOB 417 YBEOOMIIEHNA FIOTpE6VITEJ'IEf;1 06 aBapMﬁHle CUTyaumAax s
INEKTPUYECKUX CETAX, PEMOHTHbLIX WU I'lpOdJM}'IaKTMLIeCKMX pa60Tax B nopAaake W”n CpPOKH,
YCTaHOB/IEHHbIE 4OTOBOPOM Ha YCNYyrn no nepegadve 3ﬂ€KTpM‘-IeCKOI‘;1 IHEeprun

OCYLLI,ECTBJ'IEHME nexooAawmMx BbiI3OBOB AN1A  yBEOOMNIEHUA I'IOTpE6MTe}'IEIZ npun OCyLwecTBeEHUN
TEXHO/IOTMYECKOro npncoegnHeHmA, oKkasaHnAa ycnyr no nepegaye 3!18KTpVI‘-I€CKOﬁ SHEPrMn mn npu
OCyLWwecCTB/IEHNN KOMMEPYECKOrIO y4yeTa 3HEKTpM‘-IeCKOl\;1 IHEeprnmn
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OCYLLI,ECTBJ'IEHME ncexo4AlWmMxX Bbi3OBOB O1A OTBETA FIOTpE6MTeﬂ$|M Ha O6paLLI,EHMF|, Ha KOTOpble He
6b1710 BO3MOKHOCTU npeanocTtaBuTb OTBET HENOCPEACTBEHHO NMPW NOCTYN/IEHUN O6pa|.I.I,EHVIFI

Mpuem, pernctpaums, obpaboTka BXOAALWMX BbI30OBOB MnoTpebuteneit, coaepralimx »Kanoby, u
npeaocTas/ieHNe OTBETa NOTpebuTento

MHd)OpMaLI,MOHHOE BBaMMOAeVICTBMe C onepatnBHbiM MNMepPCoOHa/IOM ceTeBoM opraHusaunn npu
nocrtynneHunn o6pau.|,eHMV1 no BONMpoCam HeCOOTBETCTBMNA Ka4ecCTBa 3I'IEKTpVIHECKOl7I HEeprumn
TEXHUYECKMM pernameHTam U UHbIM obA3aTeNnbHbIM Tpe6OBaHVIFIM, nepepbiBoB, nNpeKkpaweHnA
nepegavn 3I'IEKTpVILIECKOI7I 3Heprmn MHq)OpMaLI,MM aBapMﬁHle M NNAAHOBbIX OTKJKOYEHUNAX
3/1EKTPO3HEPTUN

MpoBeaeHMe LUeNeBbIX OMPOCOB, aHKETMPOBaHMA noTpebuTeneir AnA  OUEHKM KadecTsa
OKasblBaeMbIX YCAYr U 06CAYXKUBAHMA

MpunoxkeHne N 5

K EANMHbIM CTaHAapTam KavecTsa
06CNYKMBaAHMA CETEBBIMU OPraHMU3aLUAMM
notpebuTenelt ycnyr ceTeBbix opraHusaumi

OCHOBHbIE AEMNCTBUA
CETEBOW OPTAHWU3ALIMM MPU OCYLLLEECTBNEHWM 3A0YHOIO OBC/TYKUBAHUA
NMOTPEBUTENEN C UCMO/Ib3OBAHUEM CETU UHTEPHET

OCHOBHble AeNCTBUA CETEBOM OpraHn3aLum npu NHTepaKTUBHbIN CpoK ncnonHeHun
OCYLLEeCTBNEHWNN 3a04HOr0 06CNYKUBAHNA cepBuc
notpebutenei B cetu MHTepHeT

Mprem obpallueHuii noTpebuTenen c 3anpocom NHTepHeT-npuemHasn, | B TeueHne 15 aHen




CNPaBOYHOM MHPOPMALUK Yepes MHTEPAKTUBHbIE
3/1EKTPOHHble GOPMbI, NPeaOCcTaB/eHNE OTBETA
noTpebuTento 1 3anucb NoTpebutenen Ha Nnpuem B
opuc 06CNyKMBAHUA MO BOMPOCAM:

JINYHbBIN KabuHeT
nortpebuTens

CO AHA
oTnpaBneHus
obpalleHun

1.1 OCYLLECTB/IEHNA TEXHO0INMYECKOro NpnucoeanHeHmsa
1.2 OKasaHuA ycayr no nepeade sNeKTpUYecKom
3Heprum
13 OpraHM3aLunmM yYeTa IEKTPUYECKON IHEpPTrun
1.4 obcnyKmMBaHUA noTpebuTenei
1.5 KOHTAKTHOM MHOPMaL MM ceTeBOM OpraHnsaLmm u
opraHusaunin, paboTtatowux B chepe sHepreTUKm
2 Mpuem obpaleHnin noTpebuteneli No BONpocam NHTepHeT-npuemHan, |B TeueHune 15 gHein
KOHCY/IbTaLMMN Yepes3 UHTEPAKTUBHbIE 3IEKTPOHHbIE | IMYHBIN KabUHET CO AHA
dopMmbl 1 NpeaocTaBieHne OTBETA NOTPebUTENIO notpebutens oTnpaBieHuA
obpalleHun
3 Mpuem kanob notpebutenelt yepes MHTEPaAKTUBHbIE | UHTepHeT-NpuemHas, |B TeyeHue 30 gHel
3NEKTPOHHbIe popMbl U NpeaocTaBaeHMe OTBETA JINYHbI KabuHeT CO AHA
notpebutento notpebutens oTnpaB/ieHuA
obpaleHun
4 Mpuem 3aaBKM/3aABEHUA HA OKa3aHWe YCayr Yepes B TeyeHune 1 gHA co
WHTEPAKTUBHbIE 3/IEKTPOHHbIE GOPMbI, B TOM YMCAIE: OHA OTnpaBaeHuA
obpalleHuna B
4.1 33ABKM Ha TEXHONIOTMYECKOE NPUCOeANHEHMNE K JNInyHbIf KabuHeT cnyyae
3N1eKTPUYECKMM CeTAM notpebutens KOMMAAEKTHOCTM
N OOKYMEHTOB U
4.2 33ABKM O HEOOBXOAMMOCTUN CHATUA MOKA3aHWU

cyuiecTeytowero npubopa yyeta

NOZIHOTbI CBEAEHU 7




4.3

3a1BKM Ha OCyLLLeCTB/IEHME AOMNYCKa B 3KCMAyaTaumio
npubopa yyeta

B
3aFIBI-(e/3aFIBﬂ6HMM

4.4 3aAB/eHMA Ha obopyoBaHME TOYKM NOCTABKM
npmubopamm y4yeTa
4.5 3aABKM Ha YCTAHOBKY, 3aMeHY 1 (MAK) aKCnAyaTaumto
npubopoB y4eTa
5 Mprem yepes NHTEPAKTUBHbIE 3N1EKTPOHHbIE popmbl | UHTepHeT-npuemHasn, |B TeueHune 1 gHA co
coobuieHnit o besgorosopHom (6esyyeTHoMm) JINYHbLIN KabuHeT AHA OoTnpaBaeHus
noTpebaeHUN 3IEKTPUYECKON SHEPTUN, XULLLEHUN noTpebutena obpauleHun
06BbEKTOB 3N1EKTPOCETEBONO XO3AMCTBA
6 Mprem NoKasaHW NpMbOpPOB yyeTa SNEKTPUYECKON | JINYHBIN KabuHeT B TeueHune 1 gHA co
3Heprum notpebutens OHA OTnpaB/aeHuA
obpalleHun
7 MpepocTtaBneHne MHPopmaLmMm o cTaTyce JInyHbIN KabuHeT B TeueHune 1 gHA co
WCMNOJIHEHWSA 3asiBKM Ha OKasaHue ycayr (npouecca), |noTpebutens OHA OTnpaB/aeHnn
[,0roBOpPa OKAa3aHUA ycayr obpalueHun
8 MpepocTaBneHne MHPopmaLmm o cTaTyce NHTepHeT-npuemHasn, |B TeueHune 1 gHA co
paccMOTpPeHMsA 06paLLleHMA, COAEPKALLETO Kanoby | ANYHbIN KabUHeT OHA OTNpaBaeHuA
notpebuTens obpalleHun
9 MpenocTaBieHne 31eKTPOHHbIX KOMUN OKYMEHTOB | JIMYHbIN KabuHeT B TeueHue 15 gHeit
notTpebutenam no pesynbTaTaM OKa3aHUA ycayr notpebutens CO AHA
(akTOB), aKkTOB HE3YyYeTHOrO (6€340r0BOPHOrO) oTnpasieHun
noTpebieHNs 3NeKTPUYECKOM SHEPTUM obpaleHusa
10 Bblaaya nHaMBMAYANLHOIO IOFMHA M Napona gnA UHTepHeT-npuemHana |B TeyeHune 1 aHA co

[0CTyNa B /INYHbIN KabMHET noTpebutens

[AHA 3ano/HeHun
perncTpaunoHHoM

dopmbl




11 YaaneHHbIn gocTyn K NnoKkasaHmMam npmubopa yyerta JIN4yHbIN KabuHeT Mpwn 3anpoce
Mo TOYKAM yyeTa 3/1eKTPO3Heprnmn noTpebutens, notpebutens
CTAaTUCTMKe NoTpebneHna (Npu HAAUYUKU CUCTEMDI
yyeTa C yaaneHHbIM c6opom AaHHbIX)

12 MpeaocTaBneHue cyeTa Ha onnaTy ycayr (no JINYHbI KabuHeT B TeueHue 15 gHeit
TEXHO/I0TMYECKOMY NPUCOEANHEHNIO AN1A UL, C notpebutens CO AHA
3HEPronpPMHUMAIOLLUMM YCTPONCTBAMM OTnpas/ieHns
MaKCUMManbHOM MOLLHOCTbIO A0 670 KBT obpalLeHua
BK/IOYMTENBHO C yYEeTOM paHee NpUCcoeaMHEHHbIX B
OaHHOW TOYKe npucoegmHeHun
SHEepronpMHMMAlOLLUX YCTPOIACTB)

13 MNpoBeaeHMe LeneBbix 0NPOCOB, aHKETUPOBAHMUA NHTepHeT-npuemHan, |Ha noctoAHHOM
notpebutenein AnA OLEHKM KayecTBa OKasblBaeMbIX | IMYHbIN KabUHET OoCHOBe
YCAYT U 06CNyKUBaHUA notpebutens

141 MpepoctasneHne MHPoOpPMaLMK O NPUUNHAX U JINYHbIN KabnHeT B TeueHue 1 gHA
CPOKax MN/IaHOBbIX (BHENIAHOBbIX) OrPaHNUYEHUAX notpebutens
peXkmMma noTpebneHnn 3NeKTPUUYECKON IHepPrnn
(mowHoCTM) NoTpebutenei, a TakKe o aaTe U
BPEMEHM BOCCTAHOB/IEHWUA 3/IEKTPOCHAOKEHUS

14.2 MNpegocTaBneHne NMHOPMaLLMKM O NPUUYUHAX B TeueHue 15 gHeit

HecobntoaeHuA TpeboBaHUI K NapameTpam
KauyecTBa 3/1eKTPUYECKOM SHEPTMM, O MEPONPUATUAX
n pabotax, HeobxogMmbix ana obecneyeHusa
COOTBETCTBUA KAYeCTBa 3/IeKTPUUYECKOM SHEPTUM
TpeboBaHMAM 3aKOHOA4ATENLCTBA

CO AHA
oTnpasaeHuA
obpaueHua. Ecam
N310KEHHbIE
¢baKTbl TpebytoT
aHanm3a
MaTepuanos, To
CPOK
npeaocTaBAeHUn
oTBeTa MOXKeT bbITb




npoaneH o 30
aHen

CTPYKTYPA
PA3ZE/IA "NOTPEBUTENIAM" O®ULIMASIBHOTO CANTA
CETEBOW OPTAHM3ALINK

HanmeHoBaHue CopepaHue OnucaHue
noapasaena
Tepputopua O6wasn nHpopmaumsa MepeyeHb 30H AEATENbHOCTM CETEBOM OpPraHM3auumM
o6CnyKMBaHUA AeTanusaumeinn No HaceneHHbIM MYHKTAmM W palioHam

ceTeBoW OopraHunsauumn

ropoaos, onpeagendaembix B COOTBETCTBUU C TPaHULUAMU
6anaHcoBom NPUHAONENKHOCTU 91EKTPOCETEBOIO
XO3ﬂﬁCTBa, HaxogAauweroca B cobCTBEHHOCTHU cbmnwana
W npuHagaexXawero emy Ha WMHOM 33aKOHHOM
OCHOBaHUU

TexHnyeckoe cocToAaHne

ceTel

CBefeHUA O TeXHUYECKOM COCTOSIHUM CeTeil, B TOM
ynucne:

1) cBogHble gaHHble 06 aBapWUIHbLIX OTKAKOYEHUAX B
MecAl, MO rpaHMuam  TeppuTOpMasbHbIX  30H
0eATeNbHOCTU OpraHM3auMu, BbI3BaHHbIX aBapuUAMM
MAN  BHENNAHOBbIMU  OTK/OYEHUSMU  OOBEKTOB

MpunokeHne N 6

K EANHbIM CTaHZapTam KadvecTBa
06CNYKMBAHMA CETEBBLIMMW OPraHM3aLUAMM
notpebuTtenen ycnyr ceteBblx opraHn3aLmi



3/1eKTPOCETEBOrO  X03AMCTBA, C YKasaHMem A4aTbl
aBapUMHOrO OTK/IOYEHUA OOBLEKTOB 3/1EKTPOCETEBONO
XO3AMCTBA U BK/AOYEHMA MX B paboTy, NpUUYNH aBapuii
(no nToram paccnenoBaHWsA B YCTaAHOBAEHHOM NOPAAKE)
N MEPONPUATUIA MO UX YCTPAHEHMUIO;

2) 06bem HeaoMNOCTaBAEHHOW B pe3yabTaTe aBapUnHbIX
OTKNIOUYEHUI 31EKTPUYECKOM SHEepruy;

3) BBOA, B PEMOHT M BbIBOA U3 PEMOHTA 3/1EKTPOCETEBLIX
06BEKTOB C YKa3aHMeM CPOKoB (cBoaHan nHbopmaLmsa)

MNepepaya
3/IEKTPUYECKOM
3Heprum

O6wan nHpopmauymsa o
nepegave
3/1EKTPUYECKOI IHEPTUN

MHPopmauma o nepepaye 3MEKTPUUECKOW 3Hepruu,
CXemMa B3auMMOAENCTBMA Y4YaCTHMKOB MO nepeaade
3N1EKTPO3HEPIrnM

HopmaTuBHble
OOKYMEHTbI

MNepeyeHb akTyasibHbIX HOPMATUBHbIX LOKYMEHTOB

Macnopta ycnyr
(npoueccos)

MepeyeHb MacnopToB Bcex ycayr (npoueccos),
OKa3bIBaeMbIX (ocywecTBnsemblx) ceTeBoM
opraHusaumen notpebutenam  npu nepegave

3!'IeKTpMLIECKOl71 IHEpPrumn

Tunosble ¢popmbl
[OKYMEHTOB

(DOprI TUMNOBbIX AO0roBopoB Ha OKa3aHue ycayr no
nepegadve 3}'IeKTpVI‘-IECKOI‘/JI HEpPrum

Tapuodsbl Ha ycayrv no
nepegave
3/1EKTPUYECKOI SHEePrum

Tapudbl Ha ycnayrm no nepepaye 3NEKTPUYECKOM
SHEPrMM Ha TEKYWWA nepuos peryampoBaHua C
YyKasaHMemM UCTOYHUKa odpuuManbHOro onybaMKoBaHUN
pelleHns opraHa WCNONHUTENbHOW BAacTM B obnactu
rocyaapcTBEHHOrO perynvpoBaHunsa TapudoB cybbekTa
Poccuiickoin Pepepaumm

BanaHc aflekTpuyecKoi
3HEeprum 1 MOLLHOCTU

1. OTNycK 3NEeKTPUYECKOW 3HeprMmM B CeTb W OTMYCK
3/1EKTPUYECKOW 3HEepPrum 13 CeTM CeTeBOM KOMMaHMM No
YPOBHAM HanpAXKeHUN, MCMo/Ib3yembim ans




LeHoobpasoBaHUs, NOTPebuUTenam  3NeKTPUYECKOM
3HEpPrMn 1 TePPUTOPMA/IbHLIM CETEBLIM OPraHU3aLUAM,
NpucoeanHEHHbIM K CETAM CETEBOM OpraHU3aunm.

2. 06bem nepeaaHHOW 3N1EKTPO3HEPrUM MO AOroBOpPamM
06 OKasaHMM yCayr nNo nepegaye 3NEKTPUYECKOM
3HeprMnm notpebutenam CceTeBOM OpraHuWsaumMmM B
paspese ypoBHEW HaNpPAXKEHWUA, WCNOob3yembiX aNSA
LueHoobpasoBaHuA.

3. MNoTepu 3NEKTPUYECKON 3HEpPruM B CETAX CETEeBOW
opraHvsaumm B abCONIOTHOM W  OTHOCUTE/IbBHOM
BbIPAXKEHMM NO YPOBHAM HaMpPAMKEHMWA, UCNOJIb3yEeMbIM
AnA ueneun ueHoobpasoBaHusA

3aTpaTbl Ha onnaty
notepb

1. 3aTpaTbl ceTeBOW OpraHM3aLMM Ha NOKYMKY NoTepb B
COBCTBEHHbIX CETAX.

2. YpoBeHb HOPMATMBHbLIX MOTEPb 3NEKTPUYECKON
3HEPrMM Ha TEKYLWMIA Nepuosd C yKasaHMEM MCTOYHMKA
onybAMKoBaHMA pelleHns 06 YCTaHOBJEHUW YPOBHA
HOPMaTMBHbIX NOTEPD.

3. MNepeyeHb MeponpUATUIA MO CHUKEHUIO Pa3MepoB
NnoTepb B CETAX, a TaKKe O CPOKAX MX MCMONHEHMA U
NCTOYHMKaX GUHAHCUPOBAHWUA.

4. 3aKynka CceTeBOW oOpraHuMsauumelr 3SN1eKTPUYecKom
3HEprMM pgasa KOMMEeHCaUuMM MoTepb B CETAX U ee
CTOMMOCTW.

5. Pasmep ¢aKTUYeCKMx MoTepb, OMIavyMBaEMbIX
MOKyMaTensaMyM Mpu  OCYLLEeCTB/IEHUMM pPacyYeToB 3a
3N1EKTPUYECKYIO SHEPTUIO MO YPOBHAM HAMpPAKEHUS

TexHonornyeckoe
npucoegnHeHmne

O6uwan nHpopmauma o
TEXHOJIOrMYEeCKOM
npucoeamHeHum

MHdopmauma o  npouedype  TEXHONOTMYECKOro
npucoeanHeHuna. Cxema B3aMMOAEWCTBMUA YYaCTHUKOB
npouecca

HopmatunsHble

I'Iepequb dKTYya/IbHbIX HOPMATUBHbLIX OOKYMEHTOB MO




OOKYMEHTDI

TEXHO/I0OrM4eCKomMmy npncoeamnHeHUo

Macnopta ycnyr
(npoueccos) npoueccos

MepeyeHb ycayr (npoueccos), OKa3blBaeMbIX
(ocyuiectenaembix) ceTeBou opraHusaumen
noTpebuTtenam npu TeXHOOMMYECKOM NPUCOeaANHEHUN

MopAafoK BbINOSHEHUA
MEePONPUATUNA,
CBA3AHHbIX C
npucoeanHeHneMm K
ceTam

MopAAOK BbIMNOJAHEHUA TEXHONOMMYECKUX, TEXHUYECKMX
W APYrMX MeponpuaTUiA, CBA3AHHbIX C TEXHOIOTMYECKMM
npucoeavHEHNEM K 3/IEKTPUYECKMM CETAM, BK/KOYas
nepeyeHb MepPONpPUATUNA, HeobxoauMMbIX  ONA
OCYLLECTBNEHUA TEXHOJ/IOTMYECKOTO MPUCOeAUHEHMA K
3N1EKTPUYECKMM CeTAM, U MOPALOK BbINOJHEHUA 3TUX
MEPOMNPUATUIA C YKasaHMEM CCbIIOK HAa HOPMAaTUBHblE
NpaBoBble aKTbl

Tunosble ¢popmbl

TunoBsble ¢GOpMbl AOKYMEHTOB Ha TEXHO/OrMYecKoe

[OKYMEHTOB NpUcoeMHEHWE MO KaxKAO0M rpynre 3asasutesei

Tapudbl Ha Tapudbl Ha TEXHONOTMYECKOE MNPUCOEAMHEHME Ha
TEeXHO/IornYeckoe TEKYWMNA Nepuom, PeryMpoBaHns € YKasaHUeMm
npucoeanHeHne WCTOYHMKA oduuManbHOro onybanMKoBaHUA pelleHus

opraHa UCNONHUTE/IbHOM BN1ACTU B  obnactn
rocy4apCTBEHHOro peryanposaHua TapudoB cybbekTa
Poccuiickoit ®epepauymm

CsefeHunA 0 Hanunm
MOLLHOCTH, cBOBOAHOM
A8 TeXHOI0TMYECKOro
npucoeanHeHuns

CBegeHvs O Haanumm obbema cBobogHoW AanA
TEXHO/IOTMYECKOTO  NpUCOeanHeHuna  noTpebuTeneit
MOLLHOCTM Ha 0ObEKTaX 3/1eKTPOCETEBOrO X03AMCTBA C
YKasaHuem Tekyuwero o6bema MOLLHOCTM Ha TaKux
0b6beKTax (0TAeNbHO NO KaXKA0My 06beKTY)

CBefieHus 0 NOAaHHbIX
3aABKax Ha
TexHo/orMyeckoe
npucoeauHeHue,

1. CBegeHMA O KoauMyecTBe 3aABOK W obbeme
MOLWHOCTH, HGO6XOAMMOM AnAa nX yaooBneTBopeHuA.

2. CBegeHnA o Konnyecrtse AdHHY/IMPOBAHHbIX 3aABOK Ha
TEXHO/IOrN4ecKoe npmncoeamHeHme.




3aK/TIOYEHHbIX
Aorosopax un
BbIMOJZIHEHHDbIX
npmncoeanHeHnAxX

3. CBefleHMss O BbIMO/MHEHHbIX MNPUCOEAUHEHUAX WU
obbeme NpucoeanHeHHOW MOLLHOCTY.

4. CBeleHMs O 3aK/JOYEHHbIX goroBopax 06
OCYLLECTBNEHNUN TEXHONOMMYECKOro MpUcoeanHeHUA K
SNEeKTPUYECKMM  CceTAM C  YKasaHMem obbema
npucoeamMHAEMON MOLLHOCTM, CPOKOB W nMnaThl MO

Ka*K4oMy 4OroBopy.
Kommepuecknin yuetr | Obwan nHbopmaums Obwas wHbopmauMa O MopsaKe OCyLLEeCTBAEHUS
3NEKTpUYECcKon KOMMEPYECKOro yyeTta
aHeprum
HopmaTtueHble MepeyeHb aKTyasbHbIX HOPMATUBHbIX AOKYMEHTOB MO
AOKYMEHTbI OCYLLECTB/IEHMIO YYETA I1EKTPUUECKON IHEPTUM
MacnopTa npoueccos MepeyeHb BCeX YyCayr (MpoLeccoB), OKasbiBaeMbIX
(ocywecTBnsembix)  ceTeBoM  opraHuMsaumelt  no
KOMMEPYECKOMY y4eTy
Tunosble Gpopmbl Tunosble GOpPMbl LOKYMEHTOB
AOKYMEHTOB
TpeboBaHuA K TpeboBaHMA K MecTam YCTaHOBKM npubopos yueTa,
opraHu3aumm yyeta cxeme NoAKAoYEHMA " METPOSIOrNYECKUM
XapaKTepuctMkam npubopoB ydyeta 6e3 yKasaHUA Ha
TOBApPHblE 3HAKW, 3HAKM OOCAYKMBaHWUA, GUPMEHHbIE
HaMMeHOBaHMA,  MaTeHTbl,  MOJEe3Hble  MOAEeNu,
NPOMbIWAEHHble  06pasubl, HaUMEHOBaHWA  MecCT
NPOUCXOXKAEHUA NPUOOPOB y4eTa MAM HAMMEHOBAHMSA
npoussoguteneli npnbopos yyeta
O6cnyRnBaHue Oducbl obenyxkmeaHma | 1. NouTtoBble agpeca u rpadmK paboTsbl
notpebutenei notpeburene odurcoB 0bcayKMBAHUS NOTpebuTene.

2. TenedpoHHble HOMeEpa 3a0YHOrO OOCAYKMBAHWA MO
BOMpOCam TEXHOJIOTUYECKOTO npucoeamHeHwus,
nepesfayn 3NeKTPUYECKOW IHEpPrun U OCYLLEeCTBAEHMS




KOMMEPYECKOIOo y4eTa.
3. DNeKTPOHHbIN ajpec ceTeBOM oOpraHM3aumMm ana
Hanpas/eHuA obpaleHui notpebuTenei no
3NEeKTPOHHON popme.

4.  damuauun,  MHWUMANLI  JOMKHOCTHbIX  JIKL,
OTBETCTBEHHbIX 33 06CNyXMBaHWe noTpebuTenei
CeTeBOM OpraHM3aLnm.

5. dopma 3anucuM Ha O4YHbIM npuem B oducC
obcnyKMBaHuA

3ao4yHoe obcnyKnBaHme
nocpeacTsom
TenedoHHOM CBA3MU
(EAMHBIA UeHTp
06paboTKK BbIZOBOB)

TenedoHHble HOMEpa 3a04YHOro OO6CAYXKMBAHUA MO

BOonpocam SI'IGKTpOCHaG)KeHVIFI, ocyuilecteneHuA
TEXHO/I0Trn4yecKoro npucoeanHeHwuMA, nepegayu
3!'IEKTpMLIECKOl71 IHEeprun n ocyuwecrtsaieHnAa

KOMMEPYECKOro yyeTa.
MepeyeHb BONPOCOB, NO KOTOPbIM NOTPEOUTENb MOMKET
NONYYMTb CMPABOYHYIO MHGOPMALMIO M KOHCYNbTaLUMIO
npv o6paLleHnI No yKasaHHbIM TeniedpOHHbIM HOMepam

NHTepaKkTuBHaA
obpaTtHas cBA3b
(MHTEpHeT-npuemHas)

B pybpuke pa3smellatoTcs NHTEePaKTUBHbIE
3/1eKTPOHHble popMbl ¢ 06A3aTENbHON ANA 3aN0HEHUS
KOHTaKTHOM WHbopMauMeln W  nNpepnovYTUTENbHbIM
cnocobom nonyyeHus oteeTta. [pu HanpasneHwun
obecneynmBaeTca BO3MOXHOCTb MPUKpenaatTb ¢ainnbl c
MmaTepuanamm no obpaLLeHmto.

INeKTpOHHble GOpMbl NpenycMaTpMBatloT cieaytoume
KaTeropum obpalyeHunit:

1) 3anpoc cnpaBo4YHON MHPOPMALMU/KOHCYAbTaLUNK;

2) obpalleHuMe, coaeprkalliee *Kanoby;

3) coobuieHne o 6HesporoBopHom (6e3syyeTHOM)
noTpebAeHUN 3NEKTPUYECKON IHEPruu;

4) onpoc notpebuTenei (aHkeTa noTpebutens).

B pybpuke obecneymBaeTca BO3MOMKHOCTb MOJIyYEHUSA
notpebutenem cBegeHWA O CTaTyce PacCMOTPEHMSA




obpalleHns, HanpaBAEHHOTO B CETEBYHO OpPraHM3aumio B
3/1eKTPOHHON dopme

HopmatuBHble
OOKYMEHTbI

1. [lepeyeHb HOPMATMBHbLIX MNPABOBbIX  AKTOB,
peryampylowmx npoueaypy okasaHus (ocywectsneHms)
ceTeBol opraHusaumei ycayr (npoueccos)
nortpebutenam.

2. WHPopmauma o nopsake nodadym M CpoKax
paccmoTpeHus obpalleHnin noTpebuTtenen, npu 3Tom
CPOKM  pacCMOTpeHus obpalleHWs He  OO0J/IKHbI
NpPeBbIlWaTb CPOKW, OnpeaeseHHble AencTBYIOWUMn
HOPMaTUBHbLIMW NPABOBbLIMU aKTaMW.

3. Mopaaok paboTbl B AMMHOM KabnHeTe noTpebutens

JINYHbIN KabuHeT
notpebutena

JNTn4HbI KabuHeT NnoTpebutens

npegocTtasnseT aZlpecHyto nHdopmaumio
notpebutensm, B Tom uucie uHPopmauuio o xoae
NPOXOXKAEHUSA aTanos paccMoTpeHus 3aABKMK
noTpebutens M UCNONHEHUs AoroBopa (nocTynaeHue
3aABKM, BblJaya TEXHUYECKUX YC/I0BUIA, 3aKIOYeHMe
[OroBOpa, WCMOJIHEHME  [0roBopa, ¢aKTuyeckoe
npucoesuHeHve)

Bonpocbl 1 oTBeTbI

B pybpurKe pasmeLlatoTcsa 4acTo 3a4aBaemble BOMPOCHI,
BO3HMKalowue y notpebuTenei, u oTBETbI Ha HUX




