3apeructpmnpoBaHo B MuHiocte Poccum 18 mtoHa 2014 r. N 32761

MMWUHWUCTEPCTBO SHEPTETUKMU POCCUMCKOMN GEAEPALIUMA

NPUKA3
ot 15 anpena 2014 r. N 186

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

B cooTtBeTcTBUM € NyHKTOM 3 paBma HEAUCKPUMMHALMOHHOIO AOCTYNa K yc/iyram no nepegade
3NIEKTPUYECKON 3HEpPrMn M OKasaHMA 3TUX YCAYr, YTBEPMKAEHHbIX MocTaHoBiaeHuem [lpaBuTenbcTBa
Poccuitckoit Pepepaumm ot 27 gekabps 2004 r. N 861 (CobpaHue 3akoHomaTenbcTBa Poccuiickon
depepaunn, 2004, N 52, ct. 5525; 2013, N 31, cT. 4226), NnpuKasbiBato:

1. YtBepautb npunaraemble EAuHble CcTaHAApTbl KadvecTBa OOCAYyXKMBaHMUA  CETEBbIMMU
OopraHusaumMamu notTpebuTenen ycayr ceTeBbix OpraHM3aunii.

2. Hactosawmin npuKas BCTynaeT B CU/Y B YCTAHOB/AIEHHOM MopsAAKe, 3a UckatodeHnem rnas Il v 1l
EAQMHbIX CTaHAAPTOB KayecTBa 0O6C/YKMBAHMA CETEBLIMUM OpraHu3aumamm notpebutenei ycnyr cetesbix
OpraHM3auui, BCTyMnawWMX B CUIY MO MUCTEYEHUW LIEeCTU MeCsAUEeB CO AHA BCTYNIEHMA B Cuay
HaCToALLLEero np1Kasa.

MuHucTp
A.B.HOBAK

YTBepKaeHbl
npukasom MuHaHepro Poccum
ot 15 anpena 2014 r. N 186

EAUHBIE CTAHOAPTDI
KAYECTBA OBC/NYXUBAHWUA CETEBbIMWU OPFTAHU3ALMAMMW NOTPEBUTE/IEN
YCANYT CETEBbIX OPTAHU3ALUA

I. Obuwme nonoxKeHus

1. Hactoawwme EanHble cTaHAApTbl KayecTBa OOCAYXKMBAHMA CETEBbIMW  OpPraHuUsaLMAMM
notpebuTeneit ycayr ceTeBblX OpraHM3auUnii yCTaHaBAMBAKOT TpeboBaHMA K O0BCNYKMBAHWUIO CETEBLIMM
OpraHU3aLMAMMU UL, ABAAIOWMXCA NOTPEOUTENs MM yCayr ceTeBbiX OPraHuMsauMii Mo nepegadye
SNEKTPUYECKOIN 3HEepruM (3a UCKAHOYEHMEM CETEBbIX OpraHM3auuii, SHeprocbbITOBbIX OpraHusauui U
rapaHTUMpPYIOWMX MOCTABLLMKOB), B TOM 4ucC/ie OBCAYKMBAeMbIX 3HeprocbbiTOBON oOpraHusauuen wu
rapaHTUPYIOLWMM MOCTABLLUMKOM, U 1L, 0OPaTUBLUMXCA B CETEBYH OPraHU3aLMIO C LEeNblo 3aK/ao4eHnn
porosopa 06 OKasaHuW ycayr nNo nepefayve  3/1EKTPUYECKOW 3SHEPrMM WKW OCYLLECTBIEHUU
TEXHO/IOTMYECKOrO NPUCOEAMHEHMUA K INEKTPUUECKMM CETAM (33 UCK/IOYEHMEM CETEBbLIX OpraHu3aLmi,
3HeprocObITOBbIX OpraHW3auMii M TrapaHTUMPYIOLWMX NOCTaBLUMKOB) (gAanee - noTpebutenm,
TEXHOIOTUYECKOE NPUCOEeaNHEHNE).

2. CeTeBas opraHu3aumua obecrneymBaeT pacCMOTPeEHME 06paLLeHMI NOTpebuTenei, NOCTyNUBLINX
B YCTHOM, NUCbMeHHOM popme nnmn B Gopme 3/1eKTPOHHOTO AOKYMEHTA.

B3aumogelicTtene ceTeBOM OpraHMsauuuM C MNOTPEeObUTENssMM B YacTM paspelleHns BOMPOCOB,
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cogeprkalmxca B obpalleHmax notpebutenen n npesocTaBAeHMA UM BOSMOXKHOCTM peasiv3almm npas,
npesycMOTPEHHbIX  3aKoHoAaTenbCcTBOM  Poccuiickoit  depepaumm  (ganee -  obcnyxusaHue
notpebuTtenei), ocyLLecTBAAETCA B COOTBETCTBUM C TpebOBaHMAMM HACTOAWMX EANHBIX CTAaHAAPTOB.

3. B uenax okasaHua ycayr no nepepaye 3NeKTPUYECKON 3HEpPrMm ceTeBas OpraHM3aumsa npu
obcnykmBaHMM noTpebutenei ocyLecTeAeT:

a) 3aKk/to4eHne JoroBopa 06 OKasaHUKM yCayr No nepesaye 3/1eKTPUYECKOM SHEPTUK;

6) BHeCeHMe U3MeHEHUI B OroBop 06 OKasaHMM yCayr Mo nepesaye 3N1eKTPUYeCcKomn sHeprum;

B) pacToprKeHue Aorosopa 06 okasaHMM yCayr Nno nepegave 31eKTPUYecKom sHeprum;

r) uHbopmmpoBaHMe noTpebuTens 06 aBapuiHbIX CUTyauusax B pacnpesenuTesbHbIX
3NIEKTPUYECKMX CETAX CETEBOWM OPraHM3auuu, PEMOHTHbIX M NpoduaakTUYeckMx paboTax, NAaHOBbIX
OTPaHMYEHUAX pexXuMma NoTpebNeHUA 3INEKTPUYECKOW SHEPrUM, BAMUAIOLWNMX HA  UCMONHEHWe
0653aTeNbCTB N0 JOroBOpPY 06 OKAa3aHWUM YCAYT NO Nepesayve 3N1eKTPUYECKON SHeprny;

A) [OMNYCcK YNOAHOMOYEHHbIX NpeacTaBuTeneit notTpebutens ycayr B NyHKTbl KOHTPOAA WU yyeTa
KOJIMYECTBA M KAYeCTBa 3/IEKTPUYECKON SHEPIUM B NOPAAKE U CAyYasX, YCTaHOBNEHHbIX JOroBOpPOM 06
OKa3aHWK YyCAyr Mo Nepeaayve 3eKTPUUECKON SHepruy;

e) cornlacoBaHMe mMecTa yCTaHOBKM npubopa yyeTa aneKTpuYeckoi aHeprumn (MowHocTH) (aanee -
npubop y4yeta), cxemMbl MOAKAtOYEHMA NpMbBOpPa yyeTa WM MHbIX KOMMNOHEHTOB W3MEPUTENbHbIX
KOMMNNEKCOB W CUCTEM Y4YeTa 3SNEKTPUYECKON 3Heprum (MOLLHOCTM), a TaKKe MEeTPOOrMyecKux
XapaKTepucTUK npmnbopa yyeTa;

) [ONYCK B 3KcnayaTaumto npubopa yyeTta;

3) CHATME KOHTPOJ/IbHbIX NOKa3aHuin NpMbopoB y4eTa;

1) Nnpuem noKasaHuii npubopos yyeTa oT NoTpebutens;

K) NpoBepKy, B TOM UYMC/Ie CHATME MNOKasaHWi, Npubopa ydyeTa nepen, ero AEMOHTAXKOM ANA
PEMOHTA, NOBEPKM UIU 3aMEHDI;

N) pacyet obbema nepesiaHHOM 3N1EKTPUUYECKOKN 3Heprnmn notTpebutento;

M) KOHTPOJ/Ib MOKasaTesieli KauyecTBa 3J/IEKTPUYECKOM 3SHEepPrmm B TOYKAX MNpUCOeAnHEHUsA
3HEPronpMHMUMAlOLMX YCTAHOBOK MOTPEOUTENA 3NEKTPUYECKOW 3SHEPTUM K INEKTPUYECKMM CeTAM
CeTeBOI opraHM3auuu;

H) KOHTPOJIb 3HAYEeHWI COOTHOLIEHUA MNOTPebNeHUs aKTUBHOW U PEeaKTUBHOW MOLHOCTM AnA
OTAENbHbIX SHEPrONPUHUMAIOLLMX YCTPOICTB (Fpynn SHePronpUHUMAalOLWMX YCTPOWCTB) NoTpebutens;

0) NpoBeAEeHME KOHTPO/IbHbIX, BHEOUEPEAHDIX U MHbIX 3aMepPOB NOTOKOPACNpeAeNeHUs, HAarpy3oK
W YPOBHEN HanpsXeHua Ha 0ObeKTax NoTpebuTens nm o0b6BEKTAxX 3/EKTPOCETEBOrO XO3AMCTBA CETEBOWM
opraHusaumu;

n) NonHoe (4acTMYHOE) OrpaHUYEHNe pexkuma NoTPebeHUA SNEKTPUYECKOWN SHEPTUM B NOPAAKE,
yCTaHOBMeHHOM [lpaBuaamm MOAHOrO M (MAW) YACTUYHOTO OFPaAHUYEHUs pPeXMMa noTpebneHus
3NEKTPUYECKON 3HEPrnn, yTBepPXKAEHHbIMU NocTaHoBAeHWeM [MpaBuTenbcTBa Poccuiickoit depepaumm
oT 4 mana 2012 r. N 442 (CobpaHue 3akoHogaTenbcTBa Poccuitckoit degepaumn, 2012, N 23, ct. 3008;
2013, N 1, ct. 68; N 1, cT. 45; N 5, cT. 407; N 31, cT. 4226; N 32, cT. 4309), 1 MpaBuaamm paspaboTku u
npUMeHeHna rpaduKoB aBAPUMHOIO OFPaHUYEHMUSA PeXMMA MNOTPEBNEHUA 3NEKTPUUECKOM SHepruu
(MOWHOCTM) M  MCNONb30BaHMA MNPOTUBOABAPUIAHOM aBTOMATUKKM, YTBEPHKAEHHbLIMW  MPUKA3OM
MwuHaHepro Poccum oT 6 utoHa 2013 r. N 290 (3apernctpupoaH MuHioctom Poccum 9 asrycta 2013 r.,
pernctpaumoHHbin N 29348);

p) cocTtaBneHuMe UM nNpepocTaB/ieHWe noTpebuTento aktoB 6e3yyeTHoro U 6e340roBOPHOro
noTpebaeHnsA SNEKTPUYECKOM IHEPTUU;

C) cocTaB/ieHMEe aKTOB COMIACOBaHMA TEXHOIOTMYECKOW U (M1n) aBapuitHO BpoHWY;

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

4. B pamkax TeXHO/IOTMYeCKOro npuUcoeaMHEHUs CeTeBadA OpPraHM3aumsa npu o6CAYKMBAHUMU
notpebuTtenei oKkasbiBaeT caeaytowme ycayru (ocywecTsaseT npoLecchl):

a) TEXHONOINYECKOe NPUCOEANHEHME K I/TEKTPUYECKMM CETAM CETEBOI OpraHn3aumu;

6) TexHosorMyeckoe nNpPUCOEOUHEHUE K 3INEKTPUYECKMM CEeTAM CEeTEeBOW OpraHuM3aummu
NnocpeacTBOM MNepepacnpeseneHns MaKCMMAbHOW MOLLHOCTU MeXay HPUAMYECKUMU ANLAMU U
WHAMBUAYANbHBIMW NPEANPUHUMATENAMM (B TOM YMC/ie ONOCPeAOBaHHOE NPUCOEANHEHME);


consultantplus://offline/ref=36A43BC91B8D78CFCD45A645EE5D79056DE6C576F87B073219D0D3E5FAD481C52DEF8636ABFB8AD8E5O4N
consultantplus://offline/ref=36A43BC91B8D78CFCD45A645EE5D79056DE5C272FB78073219D0D3E5FAD481C52DEF8636ABFA89DAE5O5N

B) TEXHONOrMYecKoe npUcoeaAuHEeHMEe K 31EKTPUUYECKMM CeTAM CeTeBOW OpraHus3auumu no
UHANBUAYANIbHOMY MPOEKTY;

r) BpemeHHoe TEXHOJIOrMYecKoe NpUcoeaMHEHNE K SNEKTPUUYECKUM CETAM CETEBOM OpraHmn3aLmu.

5. B pamKax obcnymBaHuA notpebutenen ceteBad OpraHM3aumsa No 3asABAEHUIO NoTpebutens
TaK)Ke OKasblBaeT ciedytowme ycayru (ocywecTsaseT npoLecchl):

a) Bblgayy CNpPaBOK M [AOKYMEHTOB (MX KOMWi), NOATBEPKAAIOWMX TEXHONOTMYecKoe
npucoegMHeHne K CeTaAM CeTeBOW opraHusauMu (akT pasrpaHuMyeHus 6anaHcoBOW MPUHALIEKHOCTU
3/IEKTPUYECKNX CEeTelN, aKT pasrpaHUYeHns 3KCM/yaTauMOHHOM OTBETCTBEHHOCTM CTOPOH, aKT 06
OCYLLECTB/NIEHNUN TEXHONOTMYECKOrO NPUCOEAMHEHUSA M aKT COMNacoBaHWUA TEXHO/MOrMYEeCcKon u (uMnu)
aBapuiiHOl BPOHK);

6) BOCCTaHOB/IEHME paHee BblAAHHbIX AOKYMEHTOB O TEXHOJIOTMYECKOM MnpucoeauHeHun nnbo
BblZa4yy HOBbIX JJOKYMEHTOB O TEXHONOMMYECKOM NPUCOEANHEHUM NPU HEBO3MOMXKHOCTM BOCCTaHOB/IEHUA
paHee BblAaHHbIX TEXHUYECKUX YCIOBWIA;

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

6. O6cnyKMBaHWe NoTpebutenen B pamKkax oKasaHua yCayr no nepegayvye sN1eKTpuyYeckomn aHeprm
OCYLLECTBNAETCA Ha OCHOBaHMM obpalleHMa noTpebutens B CETEBYD OpPraHM3auuio, ecnu
3aKoHoAaTenbcTBOM Poccuiickon degepaumm He npeaycMOTPEHO OCYLLECTBAEHWE npouecca no
MHUUMATUBE OPYTrUX NNl

7. Mpun obcnykmBaHuM noTpebuteneit (ocywecTBNieHMN OTAE/bHbIX MPOLECCOoB) ceTesan
OopraHusaumMa He Q[Oo/KHa TpeboBaTb OT NOTPebUTENA NpPeAoCTaBNAEHUs [OKYMEHTOB, a TaKkKe
OCYLLECTB/IeHMA MnoTpebuTenem AencTBUi, He NPeAyCMOTPEHHbIX 3aKoHoAaTenbcTBOM Poccuiickol
depepauun.

8. CeTeBan opraHM3aLMsa pacKpbiBaeT B COOTBETCTBUMM co CTaHAAPTaMM PaCKpbITUS UHbOPMaLum
CyObeKTamu OMNTOBOTO WM PO3HWUYHLIX PbIHKOB  3/IEKTPUYECKON  3HEPruu, YyTBEpKAEHHbIMU
noctaHosneHnem MMpaButenbctea Poccuiickon depepaumm ot 21 aHeBapa 2004 r. N 24 (CobpaHue
3aKoHoZaTesbeTBa Poccuiickon ®Peaepaumn, 2004, N 4, ct. 282; 2005, N 7, c1. 560; 2009, N 17, cT. 2088;
2010, N 33, cT. 4431, 2011, N 45, cT. 6404; 2012, N 4, cT1. 505; 2012, N 23, c1. 3008; N 27, cT. 3602; N 31,
cT. 4216; N 31, cT. 4226), cneaytoluyio MHGOPMaLIMIO O NacnopTax ycayr (npoueccos):

KpYr 3asBuTenen;

pa3mep naTbl 33 OKasaHWe ycnyru (ocyLwecTsiaeHnsa npouecca) U OCHOBaHMA ee B3MMaHUA;

YC/IOBUS OKa3zaHuA ycayru (ocyLLecTBAEHNs npouecca);

pe3ynbTaT OKasaHuA ycayrm (ocywecTeneHma npouecca);

06Kt CpoK OKasaHMA ycayru (ocyLecTeaeHma npouecca);

COCTaB W 3Tanbl OKa3aHWA ycayrn (ocywecTBneHns npoLuecca), BKAOYasa CBeAeHUsA 0 CoOAepKaHUK
n (Mnm) ycnosusx atana, popma oKasaHuMA ycayrm (ocyLecTsneHma npouecca).

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

MacnopTa ycnyr (npoueccoB) ceTeBoM opraHusauMuM Ny6AMKYIOTCA CETeBOM opraHusauuen B
COOTBETCTBYIOWEM pa3gene Ha oduuMaNbHOM caliTe CeTeBOM opraHuM3auumM B MHPOPMALMOHHO-
TEeNIEeKOMMYHMKALUMOHHOM ceTu WHTepHeT (manee - ceTb WMHTEpHET), a TaKXe pasmewalTca Ha
MHOOPMALUMOHHBIX CTeHAax B oducax CETeBOW OpraHusauuu, npeaHasHayeHHbIX A4 npuema
notpebuTtenei No BoNpocam oKasaHua ycayr no nepegaye 31eKTPUUYECKON SHEPrMU, TEXHOIOTMYECKOMY
NpUCcoeaMHEHUIO U MHBIM BOMPOCAM, CBA3aHHbIM C AeATe/IbHOCTbIO CETEBOM OpraHu3aumm (aanee - opuc
o06CcNyKMBaHUA NnoTpebutenei).

9. MNpn BHECEHUM WU3IMEHEHMA B HOPMATMBHbIE MPABOBbIE aKTbl, PEryavpyowme nopsaok
OKasaHuA ycayr no nepegaye 3/1eKTPUYECKON SHEPTMM U TEXHOOMMYECKOMY NPUCOeaANHEHUIO, NacnopT
ycayru (npouecca) NpuBoAMTCA CETEBOW OpraHM3auMell B COOTBETCTBME YKa3aHHbIM M3MEHEHUSM B
TeueHue gecatm paboumx gHei nocne BCTYNAEHUA B CUAY YKa3aHHbIX U3MEHEHUN.

10. CeTeBas opraHmMsauuMA He perke OoAHOro pasa B rog obecneymBaeT NpoBeAeHWE OMPOCOB
notpebuTeneit ¢ LENblo BbIABAEHUS MHEHMA noTtpebuTeneit o KadecTBe ob6CnyKuBaHMA. ExeroaHble
oT4eTbl 06 MTOrax M3yyeHMA MHeHMA noTpebuteneir o KadyectTBe 06CAYKMBaHUA NybBAMKyOTCA Ha
oduUMaNbHOM calTe ceTEBOW opraHM3aLUum B ceTu MHTepHeT He no3aHee 1 mapTa roga, cnefyroLLero 3a
rogom, B KOTOPOM NPOBOANINCE COOTBETCTBYIOLLME ONPOChHI.
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KoHcynbTaHTIAKOC: NpumeyaHue.
lnasa Il BCTynaeTt B CUAYy NO UCTEYEHUN 6 mecAueB CO AHA BCTYNAEHUA B CMAY AAHHOTO SOKYMEHTA
(MYHKT 2 AaHHOIo AOKYMEHTa).

[I. OpraHu3auma o4Horo obcnyKmMBaHMA

11. MNonoxkeHWs HacTosAWeWn rnaBbl 06 OpraHM3auMKM UeHTpPanbHbIX 0PUCOB 0BCAYHKMBAHMUA
notpebuTeneit n opraHMsauum obCnyRKUBaHMA B TaKUX OopUCax PacnpoCTPaHAITCA Ha TeppPUTOpUanbHbIe
ceTeBble OpraHu3auuu.

12. O6cnyKmnBaHue noTpebutene nocpeacTBOM J/IMYHOFO KOHTAKTa pPaboOTHWMKA ceTeBow
opraHusaumm c noTpebutenem (ganee - 04YHOe OOCNYXKMBaAHME) OCylWeCTBAsSieTCA B oducax
obcnyKuMBaHMA NoTpebuTeNnel, a TakKe B Cay4dasx, NpeayCcMoTPEHHbIX 3aKoHoAaTeNbCTBOM Poccuinckol
depepaunu, c Bblesgom K noTpebutento paboTHUKa CETEBOM OpraHM3aLUN.

13. Odwucbl o0bcnyKmMBaHMa noTpebutenein nNoApasAensoTcs Ha LEHTPbl 06CAYXKUBaHMUA
notpebutenein (manee - UEHTPbl O0OOCAYKMBAHUA nNoOTpebuUTenei) U NyHKTbl  06CNYyKMBaAHUA
notpebuTeneit, opraHnsoBaHHble B 060COBNEHHbIX NoApasaeneHnsax CeTeBol opraHusauuu (ganee -
MYHKTbl 06CNYKMBAHMA NoTpebuteneit).

Oducbl  obcaykuBaHua noTpebuteneit  O0/MKHbI  obecneymMBaTb  OPraHU3auUUil0  OYHOIO
obcnykuBaHuA notpebutenei, WCKAOYaOWEro HeobxoAMMOCTb B3aMmoaencTBmMsa notpebutens c
WMHbIMW NoApPa3AeNeHUAMU CeTeBOM opraHusaumm (npuHuMn "oaHoOro okHa'").

14. CeTteBas opraHusauua pasmelaetr oducbl 06CAyKMBaHUA MOTpebuUTenein Ha TeppUTOPUSX
cybbekToB Poccuiickoit Pepepaumm, B rpaHULAX KOTOPbIX PACMONOXKEHbl 0ObEeKTbl 3/IEKTPOCETEBOrO
XO351CTBa CETEBOW OpraHM3auUum (aanee - TeppUTOPUA IKCNIyaTaLlMOHHON OTBETCTBEHHOCTH).

15. CeTeBas opraHusauma pasmellaeT He MeHee OAHOro LeHTpa obcayKnBaHma notpebutenei 8
MYHUUMNaNbHbIX 0BPa30BaHUAX YMCNEHHOCTbIO HaCeNeHUs He MeHee [ABYXCOT TbiCAY 4YesloBeK U B
aAMMWHUCTPATUBHBIX LEHTpax cybbekToB Poccuitckoli depepaumm B c/ydae, €CU  KOIMYECTBO
notpebuTeneit ceteBoM opraHM3auMu, SHEPronpuHMMaloWMe YCTPOMCTBA KOTOPbIX HenocpeacTBEHHO
npucoeguMHeHbl K CeTAM CETeBOM OpraHM3aumu, B TaKUX MyHUUMNANbHbIX 06pa3oBaHMAX WU
aAMMWHUCTPATUBHbBIX LLeHTpax cybbekToB Poccuiickolt depepaumm CoOCTaBAsfeT HE MeHee NATUAECATU
TbICAY YE0BEK.

CeTteBas opraHuM3auus obecneumsaeT obcnyKMBaHne notTpebutenei c cobnogeHnem TpebosaHNni
K opraHusaumm oducoB obcnyxKuBaHMA noTpebutenei, NpeaycMOTPEHHbIX npunoxeHnem N 2 K
HacTosAWwUM EAMHbIM cTaHaapTam.

16. CeTeBas opraHusauma obecneymBaeT o4Hoe 06CNyKUBaHME NoTpebuTenei:

B LeHTpax ob6cnyKnBaHuA notpebuTeneli ceTeBolt opraHMsaumm He meHee 45 yacoB B Heaento;

B MYHKTax 06CcnyKMBaHMA NoTpebutenein ceTeBoit opraHn3aLmm He MeHee 25 4acoB B HeZeno.

17. O4yHoe obcayKmBaHWe noTpebutenen B oducax obCayKMBaHMA NoTpebutenen Bepetcs B
nopagKe »KMBOW o4Yepean C UCMO/b30BaHMEM CUCTEMbI 3/IEKTPOHHOrO YMpaBaeHua odepenbio (npu
HaNYMM TaKOW CUCTEMBI) U MO NpeaBapUTENbHOM 3anucK Mo TenepoHy uam Ha oduuMaibHOM caiTe
CeTeBOM OpraHusauuu.

18. O6cnykunBaHMe notTpebuTeneit AOMKHO OCYLWLECTBAATbCA B At0b6om oduce obCnykuBaHuUA
notpebutenein BHE 3aBUCMMOCTM OT MECTA PACMOJIONKEHUA SHEPronpUHUMAIOLNX  YCTPOICTB
noTpebuTens Ha TePPUTOPUN SKCMNYyaTaLMOHHOM OTBETCTBEHHOCTM CETEBOW OpraHM3aLuu.

19. CeTeBan opraHuMsaLma Npu OCYLLECTBJEHUN OYHOrO OOCAYKMBaAHUA NoTpebuTenei B odpumcax
obcnykumBaHMa notpebuteneir obecneymBaeT coBeplleHWE OEUCTBUM MO MNEPEYHI0  COracHO
npunoxeHunto N 3 K HacToaWwmUM EaMHbIM cTaHAapTam.

20. Obuee Bpema OXuAaHMAa noTpebutena B ouvepeaM W 06CNYKMBAHUA NoOTpebutens
paboTHMKoOM oduca obcnyKmBaHUa noTpebutenen AONKHO COCTaBNATb He 6osiee 30 MUHYT. PaboTHUKK
oduca obcnykuBaHMA noTpebutenelt 06s3aHbl HOCUTb AINMYHbIE HarpyaHble WAEHTUOUKALMOHHbIE
KapTOYKM C YyKasaHMeM HauMMeHOBaHMA CeTeBOW opraHuMsauuu, [AOKHOCTM, WUMEHW, OTYecTBa MU
damunnunm paboTHuMKa.

21. PaboOTHMK ceTeBOW OpraHusaummn, NpUBLIBLLMIA K NOTPEeObUTENtO ANA OCYLLECTB/IEHMA OYHOrO



06CcNyKMBaHMA, cooblaeT notpebutento ceom GaMuamnio, UMs, OTYECTBO, AOKHOCTb, HAMMEHOBAHWE
CeTeBOM OpraHu3auMn, a TaKKe NpPUUYnHY M uenb npubbitua. Mo TpeboBaHMo NoTpebutena paboTHUK
OONIKEH NpeaocTaBUTb CAy)ebHoe yaocToBepeHue ANMb60 MHOM  AOKYMEHT, NOATBepXKAatowmi
nosHomoumnAa paboTHuKa. Mpu obpaweHun notpebutens K paboTHMKY CeTeBOM oOpraHM3auum Mo
BOMPOCAaM OKa3aHWA YCAYyr MO nepesaye 3N1eKTPUYECKON SHEPTUM N TEXHONIOTMYECKOTO NPUCOeANHEHNS,
HO He CBA3aHHbIM C MPUYNHOM U Uenblo NPUbLITUA, NPUObLIBLLMIA PaboTHUK coobuwaeT noTpebuTtento
KOHTaKTHYIO MHPOPMaALMIO CETEBOI OpraHmM3aLMn, PasbACHAET, Ky4a M B KAKOM MopALKe emy ciegyeT
obpaTtutbCA.

22. [lata v Bpems Bble3ga paboTHMKa CETeBOIN OpraHM3aunmn K NOTPeOUTENIO COrAcoBbIBAIOTCA C
notpebutenem. Npu HeobxoaumocTn aaTa M BpeMa NPUObLITUA MOTyT KOPPEKTUPOBATLCA KaK CETEBOWM
opraHusaumen, Tak u noTpebuTenem, Npm sSTOM ceTeBas OpraHn3aLma:

a) ysegomnaeT notpebutens o gate M BPEMEHM 3anjaHMPOBAHHOIO MPUObLITUA PaboTHUKA He
nosaHee yem 3a 5 pabounx gHen oo AaTbl NAAHMpPyemMoro nNpubbiTvA, a B Cyd4ae CPOYHbIX Bble3g0B -
HenocpeaCcTBEHHO Nepes, Bble3aom;

6) B cnyyae M3MeHeHUA BpemeHM coobuwaer o6 3Tom He MosgHee yem 3a 2 4aca OO paHee
COrNIacoOBaHHOro BPeMeHMU NpUbLITUA paboTHUKA.

B cnyvyae HeobXoAMMOCTM  NMKBMAAUMM  TEXHOJIOTUYECKUX  HAPYLUEHWHN,  YrpoXKaroLLMX
paboTocnocobHOCTM 060pYyA0BaHUA MAM NPeaoTBpPaLLEHMA (IMKBUAALUM MNOCNEACTBMIA) HECHACTHbIX
cnyvaes, NpubbITMeE K NOTpebutento paboTHMKA CETEBOM OpraHN3aLMM MOXKET HE COMacoBbIBATbLCA.

KoHcynbTaHTlAKOC: NpumeyaHue.
lnasa lll BCTynaeT B cuay no nctevyeHnn 6 mecaLes O AHA BCTYNJEHUA B CUNY JAHHOIO A0KYMEHTA
(MYHKT 2 4aHHOIo AOKYMEHTa).

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

23. CeteBaa opraHusauua obecneumsaeT obCAyKMBAHWE MOTPedbUTENEN C MCNONb30BaHUMEM
TenepoHHOM CBA3M, MOYTOBOWM CBA3M U ceT UHTepHeT (aanee - 3a04HOe 06CyKMBaHME).

24. CeTteBas opraHusauma obecneumsBaeT npuvem M 06paboTKy TenedoHHbIX obpalieHnit
notpebuTtenei no Bonpocam:

a) OCYLLECTBNIEHUA TEXHONIOIMYECKOTO NPUCOEANHEHMS;

6) oKasaHmA ycayr No nepeaaye 3eKTPUUECKOM SHEPTnK;

B) OpraHM3aumm yyeTa 3N1EKTPUYECKON IHEPTUN;

r) opraHusaumm obcnymBaHWA noTpebuTenen, NpenoCcTaBNAeHUA KOHTAKTHOW WHopmauum
obucoB 06CAYKMBAHMA NOTpebuTenei, 3anMCM Ha O4YHbIA NpUem, a TaK¥e MO0Nb30BaHUA
WHTEPaKTUBHbIMW cepBUCaMMN OPULMANbLHOIO CaliTa CeTeBOM OpraHu3aLmm B cetn MIHTepHerT;

[) HEeCOOTBETCTBMS KauyecTBa 3/IEKTPUYECKOW SHEPruM TEeXHUYECKMM perfameHTam M UHbIM
ob6A3aTenbHbIM TPeOOBAHUAM;

e) nepepbiBOB B nepegaye 3/EKTPUYECKOW SHEPrUn, NPEKpalleHns UM orpaHuyYeHnn pexnma
nepesayn 3NeKTPUYECKOM IHepruu.

25. [na 3ao04HOro o06CAyXKMBaHMA noTpebuTenei cetTeBas oOpraHusauma obecneynsBaeT
BO3MOXHOCTb BbINOJIHEHMA AENCTBUI MO NEepeyYHto cornacHo npuaoxKeHuto N 4 K Hactoswmum EanHbim
CTaHZapTaM.

26. 3a04Hoe obcnyKMBaHWe noTpebuTtenei ¢ UCNoNb3oBaHUEM TenedOHHOM CBA3KU MO BONpPOCaM,
yKasaHHbIM B nognyHKtax "a" - "r" nyHkTta 24 HactoAwmx EAMHbIX cTaHAapTOB, ceTeBas opraHuM3auums
OCYLLECTBNSET 4epe3 LeHTpbl 06paboTkn TenedpoHHbIX BbI30BOB B paboyee Bpems oducos
obcnyKmBaHua notpebuteneit. Homepa UeHTpoB 06paboTKM TenedOHHbIX BbI3OBOB CETEBOM
OpraHM3aLMm Mo yKasaHHbIM BOMPOCaM pasMelLaloTcs Ha oduLManbHOM caliTe CETEBOWM OpraHU3aumumn B
cetm UHTepHeT u B odurcax obcayKMBaHUs notTpebutenen.

27. O6cnyxmnBaHue notpebuTenein no Bonpocam, yKasaHHbIM B noanyHktax "a" u "e" nyHkra 24
HacToAwMX EAMHBIX CTaHAAPTOB, OCYLLECTB/IAETCA B PEXKMME ropsyeit AMHUK (panee - ropadasn MHMA No
BOMNPOCAM 3/1EKTPOCHAOKEHUA) KPYrNOCYTOYHO.



TenedpoHHbIN HOMep ropsvyeit SIMHUKU MO BOMNPOCAM 3/1EKTPOCHabXKeHUs ABNAETCA eMHbIM U
b6ecnnatHbiM AnA notpebuteneir Ha TepPpPUTOPUM 3IKCNAyaTaLMOHHOM OTBETCTBEHHOCTM CETEBOM
opraHusaumn. He gonyckaeTtcs UCNosib3oBaHMe B KayecTBe TesiepOHHOro HoOMepa ropsayeirt AMHUK No
BOMPOCaM 31eKTPOCHabXKeHUA TenePoHHbIX HOMEPOB ONEPATUBHOMO NEPCOHA/A CETEBOW OPraHU3aLLUu.

TenedboHHbI HOMep ropsYein JIMHMKU MO BOMPOCAM 3/1eKTPOCHAbKEeHUs CeTeBOIM opraHusaumm
agosoautca oo  noTtpebuTeneil, 3SHepPronpuHMMalolmMe YCTPOMCTBA KOTOPbIX HENnocpeacTBEHHO
npucoegmHeHbl K 06 bEKTAM 31EKTPOCETEBONO XO3AMCTBA CETEBON OPraHM3aLMm, B TOM YUCAE NyTEM €ro
BK/IOYEHMA B [OrOBOPbl 3HEProcHab)KeHuA, pasmelleHna Ha oduuMasibHOM CailTe CeTeBOM
opraHusaumm B cetn MHTepHET n B opucax obcnyRuneaHma notpebutenen.

28. CeteBana opraHuM3auuMs MpPU OCYLLECTBNEHMM 3a04YHOrO OOCAYXKMBAHMA nNoTpebuTenen c
ncnosb3oBaHMem TesiepoOHHOM CBA3U obecneynBaerT:

Hainume 6ecnaaTHbIX TenedoHHbIX KaHaNoB CBA3M MeXAy CEeTeBOlM opraHusaumen wu
nortpeburtenamu;

npuem u 06paboTKy Bcex BxogAwMX TenedpoHHbIX BbI3OBOB NOTpebuTenelr B CETeBYIO
opraHusaumio. Bpema oxungaHusa notpebutenem otseta no tenedoHy ceTeBoi opraHM3aunm ¢ MOMeHTa
coegmHeHuna (B cnyyae obcnyXuBaHMA noTpebuteneit ¢ UCNONb30BaHUEM CUCTEMbI UHTEPAKTUBHOIO
ro/l0COBOr0 MEHI0 - C MOMeHTa Bblbopa noTpebutenem Kateropum "coeauHeHUA C PaboTHUKOM
opraHusaummn" B cucTteme MHTEPaAKTUBHOIO r0J1I0COBOr0 MEHI0) A0 MOMEHTA OTBeTa pPaboTHMKA ceTeBol
OpraHusaumMm He AOJIKHO npeBbiWwaTb 5 MUHYT. Bpems obpaboTKkM BbizoBa (TenedpoHHOro pasroBopa
notpebuTensa c paboTHMKOM) HE AONKHO NPEBbLIWATb 5 MUHYT;

OCYLLECTB/IEHME UCXOAAWMX TenedoHHbIX BbI30BOB A5 MHOOpPMMpPOBaHMA noTpebutenein u
npeaocTas/ieHns HPopmauum no obpalleHMam noTpebuteneis;

BeLEeHME ayaMo3anncu BCEX BXOAALMX WM UCXOOALWMX Pa3roBOPOB C MoTpebuTenem, o 4Yem
noTpebuTenb yBeAOMIAETCS B Hayae pa3roBopa c paboTHMKOM CETEBOW OpraHu3aLumu;

OOCTYMHOCTb M HaZEeXHOCTb PaboTbl TesiePpOHHbIX KaHAN0B CBA3M;

perncTpaymio BXOAAWMX N UCXOAALWMX BbI3OBOB COrIaCHO MNyHKTY 42 HactoAawmx EpgunHbIX
CTaHZapTOoB.

29. CeTeBaA oOpraHuM3auUMsa OCYLLECTB/AET 3ao4yHoe obcaykuBaHue noTpebutenen c
NCNo/sib30BaHMEM CBOEro oduuUMaNbHOrO caiiTa B ceTu WHTEepHeT, coaep’kawero MHpopmauuio o
AeATeNbHOCTU CeTeBOM opraHM3aumm (aanee - opuLManbHbIn cainT).

30. B cnyyae BO3HMKHOBEHMA nepeboeB B paboTe oduuUManbHOro caiTa, BJIEKYLWMX
HEBO3MOXKHOCTb AO0CTyNa K codeprkallieiica Ha Hem MHPopmMaumn (cepBucam), ceTeBad opraHM3aums B
TeyeHue 2 4yacoB C MOMEHTa BO30OHOBNAEHMA A0CTyna K obMUManbHOMY CalTy pasmellaeT Ha Hem
MHboOpMaUmMio O MPUYMHE, AaTe U BPEMEHU MpeKpalleHMA AOCTyrna, a TaKXe O AaTe U BPEMEHMU
BO306OHOBNEHUA A0OCTYNa K 0bULIMANBHOMY CanTy.

MoTpebuTtenn AoNKHbI UMETb BO3MOMKHOCTb O3HAaKOMJ/IEHUS C MHPOPMaLMEN, pa3sMELLEHHON Ha
obdMuManbHOM calTe, C WUCNONb30BaHMEM pacnpoCcTpaHeHHbIX Beb-obo3peBaTenein. Mpu 3Tom He
OO0/MKHA NpeaycMaTpmBaTbCA YCTaHOBKA Ha KOMMbOTEPbl NOTpebuTenel cneumanbHO CO34aHHbIX ANs
nNpocmMmoTpa odULMAbHbIX CAUTOB NPOrPamMMHbIX U TEXHOIOTMUYECKUX CPEeACTB.

CymmapHasa AunTenbHOCTb NepepbiBOB B paboTe oduMUManbHOro caTa He AO0NXKHA NpeBblwaTh 4
YyacoB B mecsAL,

31. UHbopmauus, pasmelLaemasn Ha odULMANbHOM CaiTe, fONKHA BbiTb:

OOCTYMHa oN1s aBTOMATUYECKOM 06paboTKu;

KPYrIOCyTOYHO [AOCTynHa noTpebutensm 6e3 MCNO/b30BaHUA NporpammHoro obecneyeHus,
YCTAHOBKa KOTOPOro Ha TEXHUYECKME CpeacTBa NoTpebuTena TpebyeT 3aKN0UYEHMA INLEH3MOHHOMO UK
WHOro corfalleHMa ¢ npaBoobnagaTenem nNpoOrpaMmHoOro obecneyeHus, npesycMaTpMBatOWEro
B3MMaHWe ¢ NnoTpedbuTens nnatol;

[ocTynHa 6e3 B3MMaHus naaTbl.

32. HaBurauma opuumManbHOro caiiTa goAXKHa COOTBETCTBOBATL CAeAyowmm TpeboBaHNAM:

BCA pasmellleHHas Ha obuumManbHOM caliTe MHGopmaLMA AoKHa BbiTb AOCTYNHa NoTpebutenam
nyTem nocseaoBaTe/ibHOro nepexoja no runepccbi/ikaM HauyMHasa ¢ rnaBHOM cTpaHULbl 0dULMANBHOTO
canTa. KoiiMyecTBo TakKMx MepexoAoB MO KpaTdyaullein nocneaoBaTenlbHOCTU AO0/MKHO 6biTb He 6bonee
naTtu;

noTpebuTento A0/KHa NPeaocTaBAATbCA HarnaaHaa MHPopmauma O CTpPyKType oduUManbHOro



cailTa U 0 MeCTOHaXOXAEeHNM 0TObpaXKaeMon CTPaHULLbl B 3TOM CTPYKTYpPE;

Ha KaXXaoW CTpaHuLe odULMaNbHOrO cainTa A0/XKHbI 6bITb Pa3melLeHbl: F1aBHOE MEHI0, CCbl/IKa Ha
rNaBHYO CTPaHULLY, CCbIJIKa Ha KapTy opuLManbHOro caiTa;

3aroNIoBKM WM MOAMUCU HA CTPaAHULAX AOJIKHbl OMWUCbIBATb COAep)KaHWe (HasHayeHwe) Takow
CTPaHULbI, HAUMEHOBAHME TEKYLLEro pasaena u oTobparkaemoro AOKYMeHTa;

HaMMeHOBaHMe CTpaHWLLbl, ONMUCbIBatOLWEe ee coaepkaHue (HasHayeHune), JOMKHO oTobparkaTbea
B 3ar0/10BKe OKHa Be6-0603peBaTens;

TEKCTOBbIN aapec B ceTn MHTepHeT (yHMBepcanbHbIl yKasaTenb pecypca, URL) Kaxkgol cTpaHuubl
OOJ/IKeH 0TobparkaTb ee MNONOKEHME B JIOTMYECKONM CTPYKTYPE caiTa M COOTBETCTBOBATL €€ COAEPKAHUIO
(HasHauyeHWI0), a TaKKe B TEKCTOBOM ajpece AO/KHbl 6blTb MCMNO/b30BaHbl CTaHAAPTHbIE MpaBua
TpaHc/AUTepaumu;

Ha rNlaBHOM CTpaHuue oduLManbHOrO caiTa U B OTAE/IbHOM pasgene (ganee - NYHbIN KabuHet
noTpebuTensa) pasmeLLaeTcs HoOMep ropavelt IMHUK No BONPOCaM 31eKTPOCHAbXKEeHUSA, rMNepccblika Ha
nHbopmaumio, NpeaycMoTpeHHyo absauem OoAMHHAALATbIM M ABEeHaAuaTbiM NyHKTa 33 HacToAwMmX
EOWHBbIX CTaHAAPTOB, a TaKKe CCblIKN-O6aHHepbl Ha WMHPOPMALMOHHbIE WHTEPAKTUBHbIE CEPBUCHI
CeTeBOM OpraHusauuu.

33. B uensx obecneyeHua oOMepaTtUBHOro AocTyna noTpebutenen K WHPopmaumm 06
OKa3blBaeMbIX yCayrax U obciy>KMBaHUM CETEBOM OpraHM3auum B rMaBHOM MeHI0 oduLManbHOro caiTa
CeTeBOM opraHuMsauuu Bblgensetca pasgen "lMoTpebutenam". B yKasaHHOM pasgene pasmelLaeTcs
MHbOpMaUMsA B COOTBETCTBMM CO CTaHAAPTaMM PacKpbITUA MHbOpMAUMKM cybbeKkTamn OMNTOBOrO U
PO3HUYHbIX PbIHKOB 3/IEKTPUYECKOM SHEPTUU, @ TaKIKe CneaytollmMe CBeAeHUs:

NMOYTOBLIM aZpec CeTeBOM oOpraHM3aumun, agpeca U rpaduk pabotbl oducoB 0b6CNYHKMBAHUA
notpebutenein, Homepa TenedoHOB, MO KOTOPbIM OCYLLECTBAAETCA 0OC/AyKuBaHWe noTpebutenei,
agpec odmUMaNbHOIo caTa CETEBOM OpraHU3aLnm;

nopAAoK NoAayun U paccMoTpeHus obpalleHuin noTpebutene, coaepKalmx Kanoby Ha AencTeus
CeTeBOM OpraHM3aLnn, C YKazaHMEeM CPOKOB PacCMOTPEHMA 0bpalLeHNi U NpeaoCcTaBNeHNA OTBETa;

NMopaaoK M CPOKM 3aK/loYeHWa nOoroBopa 06 OKasaHMM ycayr no nepegaye 3/1eKTPUYEcKoMn
SHeprum, NpeaycMoTpeHHble 3aKoHoAaTeNbCTBOM Poccuiickoit Pegepaumy;

nopagoK noJayMm 3asaBKM Ha TEXHONOTMYecKoe MpucoeduHEeHWe, OCHOBHble 3Tanbl  ee
PacCMOTPEHUA U UX CPOKM, CBEAEHUS, KOTOPble AOJIXKHbI COAEPIKaTbCA B 3aABKE Ha TeXHO0rMyeckoe
npucoegmHeHue, U TpeboBaHUA K NpUAaraembiM K Hell JOKyMeHTam, GopMbl 3aABOK ANSA 3aMO/IHEHUA
nortpebutenem;

NnopsaoK  BbIMOJSIHEHMA  TEXHONOTMMYECKOrO  MPUCOEAMHEHMs, 3Tanbl  TEXHOJIOTMYECKOro
npUcoeaMHEHMA N UX CPOKU;

NnopsAoK pacyeTa NaaTbl 3a TEXHONOMMYECKOE NMpUCOeAUMHEHWE ONA BCEX rpynn notpebutenei,
KOMWUU peLleHnii opraHa MCMNOJIHUTENbHOM BnacTu cybbekta Poccuiickon depepaummn B obnactu
rocy4apcTBEHHOrO peryampoBaHus uUeH (TapudoB) o6 ycTaHOBAEHMM NNaThbl 32 TeXHO/OrMYeckoe
npucoegmMHeHMe B OTHOLUEHWUM TEPPUTOPUAsIbHBIX CETEBbIX OpPraHM3auuiA, a TaKKe KonuA pelleHun
desepanbHOro opraHa WCMNOJIHUTENbHOW BNacTM B 06/1aCTM rocyAapCTBEHHOrO PeryinpoBaHuA LeH
(TapudoB) no yctaHOBNEHUIO NNaTbl 3@ TEXHONOTMYECKOe NpUcoeanuHeHne B OTHOLLIEHUM OpraHu3aumnm
Nno ynpaB/JeHUIO eAUHOM HauMOoHaNbHOW (06LW,epoCCUICKOMN) 3NEKTPUYECKON CeTbIo, MOPAAOK ONaThl No
OOroBopy 06 OCYLLECTB/IEHUM TEXHONOTMYECKOTO MNPUCOEAMHEHUS K  3/IEKTPUYECKUM  CETAM,
0COBEHHOCTM BHECEeHMs nnaTbl OTAENbHbBIMW  rpynnamuM  noTpebuTenei, npesycCMOTPEHHbIE
3aKoHoaaTenbcTBOM Poccuiickoit ®eaepauymu;

NopAAOoK pacyeTa NiaThl 32 OKasaHWe YCAyr No nepeaaye 3/eKTPUYECKOM SHeprnmn aisa Bcex rpynn
notpebuTeneit, KONMK PeLIEHNN opraHa UCNOIHUTENbHOM BAacTn cybbekTa Poccuiickon depepaumm B
061aCTV rocyapcTBEHHOrO peryiMpoBaHua UeH (Tapudos) 06 ycTaHOBAEeHUU TapudOB Ha ycayrn no
nepefaye 3N1eKTPUYECKON IHEPrMu B OTHOLUEHUM TEPPUTOPMUA/IbHBIX CETEBbIX OpPraHM3aumii, a TaKKe
Konun peweHnin denepanbHOro OpraHa WCNONIHUTENbHOW BAAacTM B 061acTU  rocyAapCTBEHHOMO
perynmpoBaHusa UeH (Tapudos) o6 ycTaHoBAeHUU TapudOB Ha YCAyrM no nepepade 31eKTPUUECKOM
SHEpPrMn B OTHOLWIEHWW OpraHM3aUMM MO YNpaBAEHUIO eAMHOW HauMOoHanbHOW (06LLepoCcCHMiCKOo)
3/1eKTPUYECKON CeTblo, MOPAAOK ONAaThl NO A0roBopy 06 oKasaHMM yCayr No nepeaadve 31eKTPUYECKOoM
3Hepruu;

NnopsaoK OCYLLECTBNEHUS KOMMEPYECKOro y4yeTa CeTeBbIMW OpraHM3auusamMu, B TOM 4ucae


consultantplus://offline/ref=36A43BC91B8D78CFCD45A645EE5D79056DE6C47DFC7F073219D0D3E5FAD481C52DEF8636ABFA8DDBE5O7N

TpeboBaHMA K MecTam YCTAaHOBKM NPUOOPOB Yy4yeTa, CXembl MOAK/IIOYEHUA U  METPOJIOrMYecKme
XapaKTepPUCTUKM NpMbopoB yyeTa 6e3 yKaszaHUA TOBapHbIX 3HAKOB, 3HAKOB 0OC/NYKMBaHUA, GUPMEHHDBIX
HaMMeHOBaHMWIi, MaTeHTOB, NOJIE3HbIX MOAeNel, MPOMbILW/IEeHHbIX 06pa3uoB, HaUMEHOBaHUI MecT
npoucxoxaeHns npubopos yyeTa UaM HaMMeHOBaHUI NpounssoamTenen Npubopos yyeTa;

HaMMeHOBaHWe NPUOOPOB y4yeTa, YCTAHOBKY KOTOPbIX OCYLLECTBAAET CeTeBasd OpraHuM3auma, ux
CTOMMOCTb M CTOMMOCTb PAabOT MO MX YCTAaHOBKE;

NPUYNHDBI U CPOKMU NAAHOBbIX NEPEPLIBOB B Nepesaye 3eKTPUUYECKOM IHEPTMN, NPEKPALLEHMA UK
OrpaHUYEHMA PeXMMA Nepesayn 31eKTPUYECKON SHEPTNK, B TOM YMCAe NpeaBapuTebHasa nHopmaums
O CPOKax OrpaHMYeHUs pexuma MnoTpebnaeHUa 3NeKTPUYECKon sHeprnmn (MOLLHOCTM) noTpebuTenei B
CBA3N C MpPOBEAEHMEM PEMOHTHbIX pPaboT Ha 06bEKTax 3NEKTPOCETEBOrO XO3AMCTBA CETEBOM
OpraHu3aLmm, BKAOYEHHbIX B rO40BON (MecAYHbIN) rpaduK peMoHTa;

pacyeTHble 4aTa U BPeMA BOCCTAHOB/IEHUS 3/1EKTPOCHAOKEHMA B C/lyyae BBEAEHMA BHENAHOBOMO
OrpaHUYEHMUA PEXMMA NOTPEBNEHUA SNEKTPUYECKOM SHEPTUM (MOLLHOCTK);

4acTo 3aaBaemble BONPOCHI, BO3HMKaOLWMeE y NoTpebuteneit, n oTBeTbl Ha HUX;

aKTyasibHble M3MEHEHWs 3aKoHogZaTenbcTBa Poccuiickoi Pepepaummn B OTHOWEHWMWU Mpoueayp
OKa3aHMA YCNYr CEeTeBbIMM OPraHM3aLMAMMY;

yTBEpPXKAEHHble rpadMKM aBapuUiMHOTO OrpaHUYeHUs;

nacrnopTa ycayr (npoueccos) ceTeBO OpraHn3aumy;

nopaaoK paboTbl B /IMYHOM KabuHeTe noTpebuTens, BKAOYAA MNOJyY4eHWE MepBOHAYA/IbHOMO
A0CTyna K IMYHOMY KabMHEeTY, perncTpaumio 1 aBTopnsaumio notpeburens.

34. WUHPopmaumA, yKasaHHas B ab3aue ofMHHAALATOM MyHKTa 33 HacTtoAwmMx EauHbIX
CTaHAapPTOB, NOANEXMT ONyb6AMKOBAHUIO He Mo3gHee Yyem 3a 7 AHel 40 AaTbl NAAHOBbIX NepepbiBOB
nepeaayn 3/1EKTPUYECKON SHEPTUN.

35. MHdopmauus, ykasaHHasa B ab3aue TpUHaALATOM MyHKTa 33 HacToAwmMx EAMHBIX CTaHOapTOB,
nognexunt onybiMKOBaAHUIO He pere O4HOro pasa B KBapTan Ha OCHOBE aHanAM3a MOCTYMNMBLUMX
obpalleHnin B cCeTeBYHO OpraHM3aumio.

36. CeTteBas opraHusauma obecrneymBaeT, B TOM YMC/I€ C UCMO/Ib30BAaHMEM JIMYHOIO KabuHeta
noTpebuTensn, TEXHUYECKYIO BO3SMOMKHOCTb:

a) HanpasneHusa noTpebutenem obpalleHWn, B TOM YUC/e COAEPKallMX Xanobbl U 3as8BKU
(3asBneHnna) Ha okasaHue ycayr (npoueccos), cornacHo npunoskeHuto N 5 K HactoAwmm EanHbim
CTaHAapTam B GOpMe 3/1EKTPOHHOIO AOKYMEHTA NMyTeM 3anOJIHEHMA 3KPaHHbIX Gopm Beb-UHTepdelica
obMumManbHOro caiita C 006s3aTeNbHOM ANA  3aNO/IHEHMA  KOHTaKTHOM  MHbopmauuen wu
npeAnoYTUTENbHBIM  CNOcOBOM  MOAyYeHMs oOTBeTa. B 3KpaHHbIX ¢opmax Beb-uHTepdeiica
obunuManbHOro caiTa obecneymBaeTca BO3MOXHOCTb MPUKpPenaaTb ¢aiabl ¢ matepuanamm no
obpaueHuto. Mpu HanpasaeHUU obpalleHna Yepes yKasaHHbIN MHTepdeinc noTpebuTtenb AoNKeH bbiTb
YyBEAOM/IEH O MNJIAHOBbIX CPOKaX PAacCMOTPEHMA OBpaLLeHUs C YyKasaHMEeM PEerncTpaumMoHHOro Homepa
obpalleHus;

6) 3anosHeHMA NocpeacTBOM 3KpaHHON popmbl Beb-uHTepdeiica oduUMaNbHOrO caiMTa aHKeThbl
notpebutens gas onpoca C LeNblo OUEHKM KayecTBa OKasblBaeMbIX YCAyr CETEBOW OpraHM3aumu M
obcnyXunBaHMA noTpebutens;

B) Noay4YyeHus notpebutenem ceegeHUin 0 CTaTyce pPacCMOTPeHUs obpallleHuns, HanpaB/eHHOro B
CETEBYIO OpPraHU3aumio;

r) BBOAa noTpebuTenem TeKyLMX NoKasaHuii NpubopoB yuyeTa SN1eKTPUYECKOn sHepruuy;

[) HanpaBneHuA MoTpebuTenem yBefOM/IEHMSA B CETEBYHD OpraHuM3aumio 06 WUCMONAHEeHUU UM
MepPONPUATUI, NPesyCMOTPEHHbIX TEXHUYECKMMU YCNOBUAMMU;

€) NpefocTaBieHns noTpebuTtenam:

CBEAEHMI O CcTaTyce pPacCMOTPEHMS 3afBKM (3asBNeHWsA) NoTpebuTens Ha OKasaHue YCAayr,
NoJaHHOM B CETEBYH OpraHM3aLMmio, C YKa3aHWEM AaTbl NMOCTYMNAEHUA 3aABKU U ee PerncTpaLMoHHOro
HOMepa, AaTbl HanpaB/ieHUA 33aABUTENI0 NOANUCAHHOTO CETEBOM OpraHun3aumern aorosopa 06 oKasaHuu
ycayru;

CBEAEHUI O CTaTyce WMCMONHEHWA AOroBOPa OKAa3aHMA YCAYIM C YKasaHWEM MJIaHOBbIX CPOKOB
NCMOJIHEHUS, 33 UCKIOYEHUEM A0rNOBOPOB Ha OKasaHMe YyC/yru no nepegade 371eKTPUYECKOM SHEPTUN.
CBefeHUs No AoroBopam 06 ocyw,ecTBAEHUU TEXHONOTMYECKOTO NPUCOeaMHEHUs OO/KHbI BKAOYATb
MHbOPMaALUMIO O faTe 3aK/YEHUA AOrOBOPaA, XOA4€E BbIMONHEHWUA CETEBOW OpraHM3aumen TeEXHUYECKMX



ycnoBuii, GakTUYECKOM NPUCOeaMHEHUMN, COCTAaBNEHUN U NOLNNUCAHUM AOKYMEHTOB O TEXHONOIMMYECKOM
npucoeguHeHuu;

CYETOB Ha OMJIATy YCAYr NO TEXHONOIMYECKOMY NMPUCOEAUHEHMIO;

CBeZEHWNIN 0 NOKasaHMAX NPUOOPOB yvyeTa NO TOYKAM y4YeTa 3/1eKTPUYECKON 3Heprum noTpebutens
M CTaTUCTUKE nOoTpebneHna 3NeKTPUYECKON 3SHEeprMm Ha MOMEHT NOoCAeAHEero CHATUA CceTeBOoM
OpraHusaumer TaKMX MOKa3aHW WAM  BBEAEHMA MNOKasaHWM npubopa ydeta noTpebutenem
CaMOCTOATENbHO;

CBeAEHU O cTaTyce pPaccMOTpeHus obpalleHusa, HanpaBAeHHOro B CETEBYID OpraHM3auuio B
3NIEKTPOHHOI dopme.

37. Joctyn K AMYHOMY KabuHeTy noTpebuTensa ocywecTBAsieTcs Mnocsie BBoAa notpebutenem
CBOMX UAEHTUDUKAUMOHHbIX AAHHbIX: UMEHW (NOTMHA) M NApPOAs U (MK) NO PEFUCTPALNOHHOMY HOMEpPY
33ABKM HA OKa3aHwWe ycayr (oTAeNbHbIX Npoueayp) M Napoato, KOTOpbIe BblAalOTCA NoTpebuTento:

a) Npu 04HOM 06paLLEHMM B CETEBYIO OpPraHM3aLmio;

6) no NnMcbMeHHOMY 3anpocy noTpeburtens;

B) mocsie 3ano/siHeHUs noTpebuTenem skpaHHoin Gopmbl Beb-UHTepdelica odpuumanbHOro caiTa
CeTeBOWM OpraHM3aLnn perncTpalmuu.

38. Pasgen "MoTpebutenam" oduumanbHOro canta CETEBOW OpraHM3auuMM pPeEKoOMeHAayeTcs
pa3pabaTbiBaTb B COOTBETCTBUM C NpuaoxKeHnem N 6 K HacToalwmMm EAMHbIM cTaHAapTaMm.

IV. Mprem n paccmoTpeHre obpalleHuii noTpebutenei

39. MNoTpebutenam obecneymBaeTcs paccMoTpeHne obpalleHnin B YCTaHOB/IEHHbIE CPOKM.

40. CeTeBas opraHusauma npm paccMoTpeHun obpalleHnii notpebutenein obecneynsaeT Nnpuem u
perncTpauuio NocTynuBLLEro B agpec CeTeBol opraHnsaummn obpatleHua notpebutens (B NUCbMeEHHOM,
3N1eKTPOHHOM, YCTHOM dopme, C ncnonb3oBaHUeEM TenedoHHoM cBA3un). Mpu perucTpaumm obpalleHuns
duKcHnpyeTca KoHTaKTHas MHpopmauua noTpedbuTtens, gata noctynieHua obpalleHns u BXoasLui
PEerncTpaLnoHHbIi HoMep 0bpaLLeHus.

41. CeTeBas opraHuM3auuMsa Hanpas/aseT NoTpebuTento OTBET MO CYLLECTBY Ha ero obpalleHue B
cnegytowme CPoKu:

a) oTBeT Ha NUCbMeHHOe obpallieHne notTpebutena Ha BymarKHOM HocuTene - B TedyeHue 30 aHel
CO AHA perucTpauum obpalleHusa CeTeBOM OpraHusauuen, B Cayvyae ecin UHoe He MpenyCcMOTPEHO
3aKoHoaaTenbcTBoM Poccuiickoit Pepepaumnu;

6) obpalweHne noTpebutens, HanpasAeHHOE C UCNOb30BaHNEM O0dULMaANbHOrO caliTa B popme
3NEKTPOHHOTO [OKYMEHTa, - B CPOKW, YKasaHHble B npunoxeHun N 5 K Hactoawum EanHbIM
CTaHAApTaMm;

B) OTBET Ha obpalieHne noTpebuTtens ¢ Ucnonb3oBaHnem TenedpoHHOM CBA3U NpPeaocTaBAAeTCA
HenocpeacTBEHHO B MOMEHT obpalyeHus notpebutensn. B cayvyae HEBO3MOMKHOCTM NPefoCTaBUTb OTBET
B MOMEHT obpaleHna notpebutena pabOTHWMK CETEBOM OpPraHM3auMKM 3anuCbiBAaeT KOHTaAKTHYHO
MHbopMaumio NoTpebuTens n He nosgHee 4 YacoB C MOMEHTA PerncTpaumm obpaleHna npesocTasnser
OTBET NoTpebutento;

r) ecnm obpalleHne noTpebutena c UCnosib3oBaHMem TenedOHHOM CBA3U COAEPKUT Kanoby u
daKTbl, U3N10XKEHHbIE B TAKOW Kanobe, TpebytoT aHann3a maTepuanos No obpalieHuto notpebutens,
paboOTHMK ceTeBOW OpraHuMsaumm, NpUHABLWIKNIK TenedOHHbIM Bbi30B, odopmaseT Kanoby B dopme
SNIEKTPOHHOTO [IOKYMEHTa, KOTOpbIA PerucTpupyeTcs B YCTaHOB/MeHHOM nopaaKke. Cpok oTseTa
noTpebuTe o No Tako Kanobe He fonXKeH npeBbiwaTh 30 gHel co AHA perncTpaummn obpalleHus;

4) oOTBeT Ha ycTHoe obpaleHne notpebutens B oduc o0b6CyXRMBaHMA noTpebutenel
npesoCTaBNAETCA HENOCPEACTBEHHO NpU NocelleHnn noTpebutenem oduca. B cnyyae HEBOIMOXKHOCTU
npesocTaBNeHNA OTBETa Ha obpalieHue noTpebuTens Npu OCYLLECTBNIEHUM OYHOTO OBCAYKMBAHMA
notpebutens, a Takxe ecnn obpalleHue NoTpebuTens coAepKUT XKanoby M (aKTbl, U3N0XKEHHbIE B
Takol anobe, TpebyloT aHanM3a MaTepuanoB Mo obpaleHuto noTpebutens, paboTHUK ceTeBoW
OpraHM3aumMn [O/KEH NPeASIOXUTb NOTPEeObUTENt0 HAMPaBUTb B CETEBYHD OPraHM3aLMi0 NMUCbMEHHOe
obpaweHve uan odopmutb obpawieHne B oduce o06CAYKMBaAHMA Ha Tunosom 6naHke. [Mocne
3aM0/IHEHMA M NoAnucaHus noTpebuTtenem bnaHka obpalweHusa Takoe obpalileHMe pernctpupyetcs.
Cpok oTBeTa Ha Takoe obpalleHMe He AoxKeH npeBblwaTtb 30 AHel co AHA perncTpaunmn obpalieHus.



42. B cnyyae ecnn M3NOXeHHble B obpalleHun notpebuTena BOMPOCbI He OTHOCATCA K
KOMMETEHLUMN CeTeBOM OpraHM3aummn, paboTHMK CeTeBOM opraHM3aumnm He nosgHee 5 paboumx aHen co
OHS pernctpaummn obpalleHma nHGopmmnpyeT NoTpebuTena o HEeBO3MOXKHOCTU NpeaoCcTaB/ieHMA emy
OTBETA MO CYLLECTBY W3/I0XKEHHbIX B 0OpalleHUM BOMPOCOB M COOOLLAET KOHTAKTHYO MHbOpMaLUo
OpraHu3aLnin, K KOMMNETEHLMN KOTOPbIX OTHOCATCA Taknue BONpPOChI.

43. O6bpalleHne notpebutena o nNpesoCcTaBAEHUM CMpPaBoOYHOW MHbOopMauuM U (Man)
KOHCY/IbTaLlMN CUYMTAETCA PaCCMOTPEHHbIM, ecau noTpebuTento HanpasaeH (NpeaoctasBneH) OTBET C
3anpalwmsaemon nHpopmaumeil.

44. ObpauweHue noTpebutenda, coaeprkaliee Xanoby, cuMTaeTca pPaACCMOTPEHHbIM CeTeBoM
opraHusauuemn, ecnu:

a) ycTaHoBneHa 060CHOBAHHOCTb (HEOOOCHOBAHHOCTb) 3asBAEHMA O HAPYWEHWUM NpaB WK
OXpPaHsieMbIX 3aKOHOM MHTEPECOB NOTPebuTeNs, B TOM YMC/e O NpeaoCcTaBeHMM YCAYT HeHad/1erxallero
KauecTBa;

6) B cnydyae HeobxoguMmocTM Mo O0OOCHOBaAHHbLIM *Kanobam onpeaeneHbl MeponpuaTUs,
HanpaB/ieHHble Ha BOCCTAHOBJ/IEHME HAPYLIEHHbIX MPaB W/AM OXPaHSEMbIX 33aKOHOM WHTEpPEecoB
notpebuTena (ganee - KOppPEKTUPYHOLLNE MEPBI);

B) HanpasneH (NpeaocTaBneH) oTBET NoTpebutento no obpalleHuto:

B C/ly4ae Npu3HaHMA Kanobbl HEOH6OCHOBAHHOW B OTBETE NPEAOCTABASAIOTCA apryMeHTMPOBaHHbIEe
pa3bACHEHWUS B OTHOLIEHWW OTCYTCTBUA OCHOBAHWUI ANA ee yA0BNETBOPEHUS;

B C/ly4yae NpuU3HaHKUsA Kanobbl 060CHOBAHHOM B OTBETE NOTPEOUTENIO YKa3biBAKOTCA, KaKMe npasa
WUAN 3aKOHHble WMHTepecbl noTpebuTtens nognerkat BOCCTAHOB/NEHWIO M B Kakom nopsagke. Ecav no
Kanobe Heobxoauma peanusaums KOPPEKTUPYIOLWUX Mep, B OTBETe NOoTpebuTento yKasbiBaeTcs
NAaHUPYEMbIN CPOK UX peanmsaumu.

45. PaccmoTpeHue obpallleHna He npoussoauTca (C yBeaomneHuem ob sTom notpebutens) s
cayyasx:

a) ecnv obpalleHne CoaepKUT HeLleH3YPHbIe MH0 0cKopbuTenbHble BbipaxKeHus;

6) echn B 06palleHMn COAEePHKMTCA BOMPOC, Ha 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 UM 06CTOATENbCTBA;

B) ecan OTBeT MO CyLIEecTBy MOCTaB/AeHHOro B 0b6palleHUMM BONpPOca He MOKeT 6biTb AaH 6es
pa3rnaweHuns cBeeHUn, COCTaBAAIOWMX KOMMEPYECKYHO TalHY UKW MHYIO OXPaHAEMYIO 3aKOHOM TalHYy.

46. PaccmoTpeHune obpauleHus (6e3 ysegomneHua notpebuTens) He NPOU3BOAUTCA B CAyvanx,
€C/IN TEKCT NMUCbMEHHOro obpallleHna He noAAdaeTcs NPOYTEHUIO WAM B O6paleHUn OTCYyTCTBYIOT
KOHTaKTHble laHHble, HeobXxoAMMble A/1A HanpaBAeHUs OTBETa.

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

47. CeTeBas opraHusauma obecneumsBaeT notTpebuTensam - GpU3MUYECKUM NMLAM, MaKCUMasbHas
npucoegMHeHHass MOLLHOCTb 3SHEPronpMHMMAIOLNX YCTPOMCTB KOTOPbIX cocTaBnseT ao 15 KBt
BK/IIOUNTE/IBHO  (C  y4eTOM paHee MPUCOEAMHEHHbIX B  AAHHOM  TOYKe NpUCOegUHEeHUs
SHEpPronpUHUMAIOLWUX YCTPOMCTB), BOSMOXHOCTb:

a) BbICTAaB/IEHMA CYETA Ha ONAATy YCAYrM MO TEXHONOTMYECKOMY MPUCOeAMHEHMUIO crocobamu,
OOMYCKaOLWMMM BO3MOMKHOCTb WX YAaNeHHOM nepegaun (noyta, ceTb WMHTepHET), no KenaHuio
nortpebutens;

6) BHeceHMa nnaTbl NO [0roBopy 06 OCYLWECTBAEHUU TEXHONOTMYECKOro NPUCOeaMHEHUA K
3N1IeKTPUYECKMM ceTam 6e3 onaaTbl KOMUCCUMN.

Mpunoxkenne N 1
K EAMHBbIM CTaHOapTam KayecTsa



06CNYKMBaAHMA CETEBBIMMW OPraHMU3aLUAMM
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 oOKazaHusa yCyayIu (mpouecca) <2>:

PesynbTaT okKazaHMUsa yCJIyIu (Hnpouecca) :

ObmMM CpOK OKaszaHusa yCcJayIu (mpolecca):

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

N 3tan | CoaepraHue/ycnosua sTana dopma Cpok CcblnKa Ha
n/n npeaocTasieHna NCNOIHEHNA HOPMaTUBHbIN
NpPaBoOBOM aKT
1
2

KonTakTHasa mHQoOpMaLMsa OJA HaOpabJIeHUsa obpameHumr <3>:




<1> YKa3blBaloTca NLA, KOTOPble MOTYT MOMYYUTb AaHHYIO YCAYTY.

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

<3> YKa3bIBatOTCA KOHTAKTHbIE AAHHbIE /UL, KOTOPbIE MOFYT AaTb MCYEPMbIBAIOLLYIO MHGOPMALUIO
06 OKasblBaeMoW ycayre, NpUHATb Xanoby Ha aelicteua (besaencTene) noapasaeneHusa (paboTHUKA)
ceTeBow OpraHnsauunun, 3aHATONro B OKasaHuUW ycayru, ynoaHOMOYEHHOro oOpraHa MUCMNOJIHUTENbHOMN
BN1ACTU, OCYLLECTBAAIOLLETO HaA30PHbIe YHKLUMUK 33 AeATENbHOCTbIO CETEBON OpraHM3aunm.

MpunnoxkeHne N 2

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

TPEEOBAHUA
K OPFTAHWM3ALINM ODPUCOB OBC/TYKUBAHUA NOTPEBUTE/EN
CETEBbIMU OPTAHU3AUMAMU

1. Mpn 060pyaOBaHUM LLEHTPOB 0b6CNYyKMBAHUA NOTPebUTeNElN B KIMEHTCKOM 3a/1e NPOU3BOANTCA
30HMpOBaHWE MoMelleHMsA, obecneuymBatollee ero pasgesieHne Ha ABe 30Hbl: KJAMEHTCKYI W 30HY
pasmelleHma paboTHUKOB, OCYLLECTBAAIOLLNX 0OCNYXKMBaAHME NoTpebuTenen.

2. UeHTpbl o06cnyxunBaHMA noTpedbuteneit cHabxKaroTca WHOOPMAUMOHHBIMK  TabanYKamm
(BbIBECKAMM) C NOTOTUNOM CETEBOW OpraHMU3aLnm:

a) Ha BXxoAe B 34aHMEe pasMellaeTcA BbiBecka € WHbOpmauUuen: HaMMeHOBaHME CeTeBOM
opraHu3aumu, MNoYTOBbIM agpec, rpaduk paboTbl UeHTpa obcnyxmBaHuA 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
NomeLLeHWNI, He NpeaHa3HAYeHHbIX 419 O4YHOro NpMemMa noTpebuTenen;

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, No3BonstoLWan PasMecTUTb NOTpPebuTenei B NMKoBble AHM (Yackl) npuema. Maowasap
30Hbl OXKMAAHUA COCTaBAAET He MeHee 4 KBagpaTHbIX METPOB Ha OA4HOro PaboTHMKa, 0BCAyKMBAOLWLErO
notpebutens (o4HOro okHa obcnyxuBaHua). B 30He oxkmnaaHMA obecneynBaeTca HanmMume mebenun ana
NCMNO/Ib30BaHUA MOTPEBUTENAMMN BO BPEMS OXUAAHWUA: HE MEHEE OAHOro CMAAYero Mecta Ha OAHOro
paboTHMKa, obcnyKuBatoLWero noTpedbuTenn (04HOro okHa 0b6CNyKMBaHUSA), HE BKOYasA cugaumne mecta
HenocpeacTBEHHO AnA npuvema noTtpebuTtenein, OTAENbHOrO CToNa W CcTyna gns odpopmneHus
OOKYMEHTOB BO BPEMSA OXKUAAHUSA, KAHLLENAPCKUX MPUHAANEKHOCTEN.

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 odpuca obcnyKnMBaHUA noTpebuteneil;

4.2. NoYTOBbIN aApeC U 3NEKTPOHHbIM agpec odULUMANbHOTO CaiTa CETEBOWM OpraHM3aumm, agpec
3NEKTPOHHOM NoYThl, TenepoHHble HOMepa LLeHTPa 06CNyKMBaHUA NOTPebuTenen n ropayein AMHUK No
BONPOCaM 3/1IeKTPOCHAbXeHNA CETEBOM OpraHM3aumu, Mo KOTOPbIM OCYLLECTBASETCA 3ao4yHoe
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obcnyuBaHue notpebutenein, TeppuTopms 06CNYKMBAHMA CETEBON OpraHn3aumu;

4.3. nopAagoK nogaym M paccMoTpeHus obpalleHuin notpebutenei, coaeprkawmx Kanobbl Ha
OEeVCTBUA CETEBOM OpraHM3aLmu, C YKasaHWMEM CPOKOB pPacCMOTpPeHMs obpaleHnin u npeaocTaBaeHus
oTBeTa;

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

4.5. nopagoK NoAaym 3aABKM Ha TEXHONOMMYECKOE NPUCOEANHEHNE, OCHOBHbIE 3Tarnbl U CPOKK ee
paccMOTPEHMA, CBEAEHUA, KOTOPbIE AO/IKHbI COAEPKaTbCA B 3aABKe, TpebOBaHMA K NpUaaraemblim K He
OOKYMeHTam;

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 Poccuninickon ®epepaumy;

4.7. Tapudbl HAa TEXHONOIMYECKOE MNPUCOEAMHEHME HA TEKyWMIA nepuos, PeryivpoBaHus ¢
yKa3aHMeM WUCTOYHMKA OdMLMaNbHOrO onybaAMKOBAaHMA pelleHuAa OpraHa WCNOAHMTENbHOM BAacTU B
061acTV rocyAapCcTBEHHOTO peryampoBaHua Tapndos cybbekTa Poccuinickon Pepepaunu;

4.8. 6NaHKM TUNOBbIX AOKYMEHTOB MO TEXHOJIOTMYECKOMY NPUCOEAMHEHUIO, Ha OKA3aHWe yCayr no
nepesgaye sNEKTPUYECKOM IHEPTUM U NPpoYeE;

4.9. NopAAoK OCyLWEeCTBAEHUA KOMMEPYECKOrO yyeTa CEeTeBbIMM OPraHM3auMAMK, B TOM YMCAe
TpeboBaHMA K MeCTam YCTAaHOBKM NPUOOPOB Yy4yeTa, CXeMbl MOAKMOYEHUA WU  METPOsIornyecKue
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 CETEBbIMW OpPraHM3auuamu notpebutenei
CeTeBbIX OpraHn3aunii;

4.12. nacnopT yCAyr CEeTEBOM OpraHM3auuu;

4.13. KHura ¥anob u npeanoxeHni.

5. Mpu HeobxogumocTn B LeHTpe obcnyxkmBaHua noTpebuteneit obecneumBaeTca Haanuume
naaTeXKHOro TeEpMUHaNa 1A onaaTbl YCAYr CETEBOM KOMMAHUM.

6. Ecnm B KAMEHTCKOM 3ane obcny»knsaHue ocyulectensetca bonee yem 4 pabotHukamu (bonee
yem 4 OKHa O06CAYKMBaHWUSA), 30HA OXMAAHMA 0BOPYAYyeTCs 3SNEKTPOHHON CUCTEeMOWN ynpaBaeHus
oyepenplo, KOTOpasa MpegHasHayeHa ONTUMM3MPOBATL MOTOKWM noceTuTenen. WHCTpyKuma no
3KcnayaTauum cUCTEMbI YNPaBIEHUA OYepeabio M CXeMa PasmeLatoTca Ha MHGOPMaLMOHHOM CTEHAE.

7. TMomelweHWe UeHTpa o0b6CAyKMBaHMA nNoOTpebuTenen obopyayeTca NPOTUBOMOMKAPHOM
CUCTEMOM, CPEACTBAMM MNOXKAPOTYLWEHUA, a TaKXKe LEHTPANIM30BaHHON CUCTEMOM ONOBELLEeHUS
nocetTuTenen u paboTHMKOB LLEHTPA 0BCAYKMBAHMA O NOXKAPE U APYIUX KPUIUCHBIX CUTYaLUMSX.

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

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

10. B 3maHMKM ueHTpa obcayKMBaHUA noTpebuteneit obecneumsaeTca AOCTYN NoOceTUTeNel B
CaHy3/bl.

11. B oTHOWweHWN NYHKTOB 06CAYyKMBaHUA noTpebutenein cetesas opraHusauma obecneymsaet
TpeboBaHMA NYHKTOB 2, 4, 8, 9 HacToALLEro NPUIoKeHUs K EAnHbIM cTaHgapTam.

Kpome Toro, B nyHkTe obcnyxuBaHma obecneumBaerca Hanmvume mebenu gns Mcnosib3oBaHUSA
noTpebuTenaMm BO BPEMA OXWAAHUA: HE MEHee O4HOro CMAAYEero MectTa Ha OAHOro pPaboTHMKa,
obcnykumBatowero notpebutena (ogHOro OKHa o0OCAYyXKMBAHWA), He BK/AOYAA cuAAYMe MecTa
HenocpeacTBEHHO AnA nNpuema notpebutenei, ctona u ctyna ana opopmneHna AOKYMEHTOB BO Bpems
OXKMUAAHUA, KAHLENAPCKMX NPUHASNEKHOCTEN (pyYrM, Bymara ana sanucei).

MpnnoxkeHme N 3
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K EAMHbBIM CTaHAapTam KayecTBa
06CNYKMBAHMA CETEBLIMU OPraHM3aLUAMMU
noTpebutenei ycayr ceTeBbix opraHnsaumm

OCHOBHbIE ENCTBKA
CETEBOW OPIFAHWM3ALIMM MPU OCYLLECTBNEHWUM OYHOTO OBCNYXMBAHUA
NOTPEBUTE/IEM B O®UCAX OBC/TYKUBAHWUA NOTPEBUTE/EN



N OCHOBHble AeCTBUA CETEBOM OpraHn3aLMm NpPu OCYLLECTBIEHUN OYHOFO 06CNYKUBAHUA
notpebutenei B opmcax obcnyKMBaHus notpebutenei

1 Mpuem w© pernctpauua o4vyHoro obpaweHus noTpebuTtens, pPerucTpauma  KOHTAKTHOM
MHbOPMauMKn NoTpebutens, NpoBepKa KOPPEKTHOCTU OPOPMNEHMA 3aABOK HA OKa3aHUe YCAyr,
KOMMJIEKTHOCTU LOKYMEHTOB WM NOMHOTLI CBEAEHMI B 3asABKE B COOTBETCTBMM C TpeboBaHMAMM
HOPMATUBHbIX NPABOBbIX AaKTOB:

1.1 npuem *anobbl NnoTpedbuTena B NMCbMeHHOM popme

1.2 npuvem 3anBKMW/3aABNEHNA Ha OKa3aHMe yCayr B NUCbMeHHOM Gpopme, B TOM Yucne:

1.2.1 3aABKM Ha TEXHO/I0TMYECKoe npucoesnHeHmne

1.2.2 obpalieHma notpebutena o NPoOANIEHMM CPOKa LENCTBMA paHee BblAAHHbIX TEeXHUYECKUX
yCnoBUiA

1.2.3 33AB/IEHUA O BOCCTAHOB/JIEHWW paHee BblAAHHbIX TEXHWYECKUX YCNOBWUM, yTpaTa KOTOPbIX
HacTynuMna B CBA3W C JIMKBUZAUMEN, peopraHusaumen, npekpaweHnem AeaTeNbHOCTH
npexHero Bnagensua (3aasutens), npogarkein 06bEKTOB M NO MHbIM NPUYMHAM

124 YBEAOMNEHUA O 3aK/OYEHUM COrNAEHUA O nepepacnpefeneHun MNpUcoesnMHEHHOMN
MOLLHOCTH

1.2.5 3aAB/IEHMA Ha 3aK/l0YeHMe A0roBopa 06 OKasaHWM yCayr No nepegayde 3/1eKTPUYECKOM SHEPTUm

1.2.6 3anpoca O COrNacoBaHMM MecTa YCTAaHOBKM Npubopa yyeTa, cXembl NoAKAtoYeHMs npubopa
yyeTa M MHbIX KOMMOHEHTOB W3MEpPUTE/NIbHbIX KOMMIEKCOB W CUCTEM Yy4yeTa, a TaKxkKe
METPOJIOrMYECKUX XapaKTEPUCTMK Npubopa yyeTa

1.2.7 3aABKM O HEOHXOAMMOCTM CHATUA NOKA3aHWUI CyLLecTByOLLEero npubopa yyeTta

1.2.8 3aABKM Ha OCyLLecTBAeHME AOMYCKa B 3KCNayaTauuto npubopa yyerta

1.2.9 3aABaeHMA Ha 060pya0BaHNE TOUYKM NOCTABKM Npubopamm yyeTta

1.2.10 | 3asBKM Ha YCTaHOBKY, 3aMeHy M (Maun) aKkcnayaTaumio Npnbopos yyeTa
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npuem cooblieHnin o 6e3aoroBopHoOMm (6e3y4eTHOM) NOTPebAEHNM INEKTPUYECKOWN SHEPTUM, O
XMLLLEHUN OOBEKTOB 3/1EKTPOCETEBONO X03AUCTBA

Mprem NoKasaHui NpMboPOB yyeTa 3/1eKTPUYECKOIN SHEPTUM

MpepocTaBneHne CcnpaBoYyHON WMHPOpPMaUMM O [eATeNbHOCTM CEeTeBOM OpraHuM3auuu Mo
BOMPOCAM OKa3aHMA YCAyr CeTeBOM OpraHvM3auuu, B TOM 4YuC/e NpPeaocTaB/ieHWe TUMOBbIX
bopM AOKYMEHTOB

MpenoctaBaeHMe KOHCYbTaLMA MO BONPOCaM OKasaHuA yCayr CETEBOM opraHM3aLmm.

B cnyyae otcyTcTBMA MHPOPMaUMM Yy PabOTHMKA, OCYLLECTBAAIOWLEr0 OYHbIA npuem, ANa
NpeaocTaBNeHUA KOHCYAbTaUuMMU pPaboTHUK perucTpupyet nucbMeHHoe obpalleHue, oTBeT Ha
KOTOpOe npeaocTasnaerca B TeueHne 30 gHei

MpenoctaBneHne MHPOPMaLLMM O CTaTyce UCMONHEHNA 3aABKM HA OKasaHue ycayr (npouecca),
[L0rOBOPA OKa3aHUA yCayr, PacCCMOTPEHUA 06paLLeHNn, cofepKaLLero Xanoby

Bblaaya AOKYMEHTOB NoTpebutensm, B TOM Ync/ie LOTOBOPOB Ha OKasaHWe YCAyr, KBUTAHLWIA,
cyeToB-QaKTYp Ha onaTy ycayr, LJOKYMEHTOB MO pe3y/ibTaTaM OKa3aHMA ycayr (aKToB), akToB
6e3yyeTHOro (6e340roBopHOro) NOTpebAeHMA SINEKTPUYECKON IHEPTUN

MpefoctaBneHne MHPOPMALMU O MPUUMHAX M CPOKax MNAAHOBbLIX MNEepPepbiBOB MNepesayu
3/1EKTPUYECKOM 3HEPruK, NPUYMHAX HecobloaeHns TpeboBaHWiA K NapameTpam ee KayecTsa, o
[aTe W BpPEeMeHW BOCCTAHOB/JIEHUS Mepefayn 3/EeKTPUUYECKOW 3Heprnun, a TaKke o6
obecneyeHnn COOTBETCTBUA KayecTBa  3/IeKTPUYECKOM sHeprun  TpeboBaHWAM
3aKOHOAaTe/IbCTBa.

Mpu oTcyTCTBUKM MHOOPMALMK Yy PabOTHMKA Ha MOMEHT MNoceleHns PaboTHUK NpeaoCTaBAseT
OTBET NnoTpebuTento He nosgHee 4 4acoB C MOMEHTA PErucTpauumn obpaleHua ¢ 3anpocom.
Ecnv obpalleHne cogepkuT Kanoby U nsnoxkeHHble GakTbl TpebyloT aHaM3a MaTepmanos, To
paboTHUK npeanaraetT noTpebuTeNtlo HanpaBWTb B CETEBYD OPraHM3auuio MNUCbMEHHoe
obpalleHre B Gopme 3NEKTPOHHOIO AOKYMEHTa MAM 0POpMWUTL obpalleHVMe Ha TUMNOBOM
6/1aHKe NpyM NOCeLLeHNN, OTBET NpeaocTaBaneTca B TedyeHue 30 gHel

Mpuem nnaTterkel 3a okasaHue ycayr (B LeHTpax obcnyKmBaHua notpebutenei)

Bblaaya MHOANBUNAOYANbHOIO IOrMHA U Napoaa gna 4oCtyna B JINYHBIN KabuHeT I'IOTpeﬁMTEJ'I‘r'I




MpunoxkeHne N 4

K EAMHBbIM CcTaHaapTam KadyecTBa
obcnyKmMBaHMA ceTEBbIMM OPraHU3aLLMAMM
noTpebuTenein ycayr ceTeBbiX OpraH13aumim

10 MpoBeaeHVe LeNEBbIX OMPOCOB, aHKETUPOBaHWA noTpebuTenelt ONa OLEHKM KayecTsa
OKasblBaeMbIX YCAYr U 06CNyRNBAHMSA
OCHOBHbIE AENCTBUA
CETEBOW OPFAHWM3ALMW NPU OCYLLECTBNEHUM 3A0O4YHOTO OBCNYKMUBAHUA
NOTPEBUTENEN C MCNONBb3OBAHUEM TENEDOHHOW CBA3N
N OcHOBHble f,eMCTBUA CeTEBOW OPraHM3aLLMmM MPU OCYLLECTBIEHUMN 3a04YHOTO 06CNYKMBAHMA
notpebuteneit nocpeacTsom TenepoHHOM CBA3N

1 Mpuem, peructpauma, obpaboTka BXogAWMX BbI30BOB MNOTpebutesnein ¢ 3anpocom CrpPaBOYHOM
MHbOpMauuK, No BOMpOCaM MpPenocCTaBieHMA OTBeTa notpebutento u 3anucu notpebutenen Ha
npvem B opurc 06CNyKMBAHUA NO BONPOCAM:

1.1 | ocywecTBieHNA TEXHONOTMYECKOTO NPUCOeaNHEHNA

1.2 | oKasaHMA ycayr no nepegaye 31eKTPUYECKOW SHEpPrnm

1.3 | opraHusaunm yuyeTta aN1eKTPUUYECKON SHEpPrum

1.4 | obcnynBaHua notpebutenei

1.5 | NoNy4YeHUs KOHTAKTHOM MHPOpPMALLIMN CETEBOM OpPraHM3aLmMn 1 opraHMsaunii, paboTatowmx B chepe
3HEepreTUKN Ha TEPPUTOPUN AEATENbHOCTM CETEBOWM OPraHmn3aLLmm

2 Mpuem, pernctpaums, o06paboTka BXOAALLMX BbI3OBOB NOTpebuTenel no BONPOCam KOHCYIbTauuit 1




npenocrtaB/ieHNA OTBETA n0Tpe6 nTento

Mpuvem noKasaHWi NpMOBOPOB y4yeTa 3/1EKTPUYECKOW SHEeprnn B CAyYasax, NpesyCMOTPEHHbIX
OCHOBHbIMW NONOXKEHUAMMN GYHKLUMOHUPOBAHUA PO3HUYHDLIX PbIHKOB 3/1EKTPUYECKON 3HEPruM,
YTBEPKAEHHbIMM NocTaHoBneHneM MpasuTtenbcTsa Poccuiickon ®eaepaumm ot 4 mas 2012 r. N 442

Mpuem, perucTpauus, o06paboTka BXOAALIMX BbI3OBOB nNoTpebuteneir ¢ coobuieHnem o
6e340roBOPHOM M 6He3y4eTHOM MOTPebNeHMM 3MEKTPUUECKOM 3HEPTUM, a TaKKe O XULLEHUU
06bEKTOB 3/IEKTPOCETEBOIO X03AMCTBa CETEBOIM OpraHM3aLmm

4.1

Mpuem, peructpaumsa, obpaboTka BXOAALWMX BbI3OBOB MoTpedbutenen c coobuieHnem o
HECOOTBETCTBMM KauyecTBa 3/IEKTPUYECKOM ISHEPrUM TEXHUYECKMM pernameHTam UM UHbIM
obs3aTenbHbIM TpeboBaHMAM. [lepefaya YKasaHHbIX COOBWEHMI onepaTMBHOMY NeEPCOHany
CeTeBOM opraHMsauunu (Npm HeobxoaAMMOoCTH)

4.2

Mpuem, pernctpaumnsa, obpaboTKa BXOAALWMX BbI3OBOB noTpebuTtenein ¢ coobuieHnem o
NPeKpaweHnn nepegaynm  3NeKTpUYecKol sHepruu. [lepegaya  yKasaHHbIX  COOBLLEHWI
onepaTMBHOMY NepPCcoHany ceTesol opraHusaumm (npu HeobxoaMmMocTH)

Mpuem, peructpauma, o6paboTka BXogAaLWMX BbI30BOB noTpebutenei ¢ 3anpocom MHPopmaumm o
NAaHUPYEMbIX CPOKax BOCCTAHOB/JEHMA MNepefayn SNeKTPUYECKOM 3SHepruu, Mo BOMpocam
obecneyeHUs COOTBETCTBUA KayecTBa 3/IEKTPUYECKON SHEPIUN TEXHUYECKUM pPerfiaMeHTam U UHbIM
obna3aTesibHbIM TpeboBaHMAM

OCVLLI,ECTBI]EHVIE ncexoaAawmMx Bbi30BOB 417 yBEOOMIIEHUA ﬂOTpe6MT6ﬂeVI 06 aBale‘;iHbIX CUTYyaumnAax
B 3NEKTPUYHECKUX CETAX, PEMOHTHbIX " I'IpOd)VIJ'IaKTI/ILIeCKI/IX paGOTax B nopAagke wu CpPOKMU,
YCTaHOBJ/IEHHbIE 4OTOBOPOM Ha yCayrn no nepegadve 3J'|eKTpVI‘-IECKOl‘/JI HEprnmn

OCVLLI,ECTBI]EHVIE nexoaAaAwmMx BbI3OBOB A4/14 yBEOOMJTIEHUA FIOTpE6MTe.I'IEﬁ npn ocyuwecTBieHnn
TEXHO/NIOTNYECKOro npuncoeanHeHnAa, OkasaHMA ycnyr no nepegade 3J'IeKTpM‘-IECKOﬁ HEpPrmn n npu
OCyLWecCTB/IEHNUN KOMMEPHYECKOTIO y4eTa QHEKTDMHECKOﬁ HEeprum

OCVLLI,ECTBI]eHVIe nexoaAawmMx Bbi30OBOB A1 OTBETA I'IOTpE6MTel'IFIM Ha 06paLLI,EHWr'I, Ha KOTOpblEe HE
6b1710 BO3MOMKHOCTU npegocTtaBnTb OTBET HENMOCPeACTBEHHO NPKU NOCTYN/1EHUN 06paLLI,eHMFl

Mpuem, pernctpauma, obpaboTKa BXOAALIMX BbI3OBOB MNOTpebUTenen, coaeprkalumx Kanoby, u
npeaocTas/eHne oTBeTa noTpebuTento
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10 NHpopMauMoHHOe B3aMMOZENCTBME C OMepaTMBHbIM MEPCOHA/NIOM CeTeBOW OpraHM3auuu npu
nocTynieHnn obpaleHuit No BOMPOCaM HECOOTBETCTBMSA KayecTBa 3/1IEKTPUYECKON 3Hepruu
TEXHWUYECKMM pernameHTam M WHbIM 06s3aTeslbHbIM TpeboBaHUAM, NepepbiBOB, NpeKpaleHus
nepegayn 3/eKTPUYECKOW 3Heprum UHPOpPMaALMM  aBapUMHLIX W MJIAHOBLIX OTK/OYEHUAX
3NEeKTPO3HEPTrUn

11 NpoBegeHne ueneBblX OMPOCOB, aHKETUPOBAHMUA I'IOTpE6MT€I'IEl71 anAa  OUEHKUM KadecTBa
OKa3blBaeMbIX YCNYT U O6C}'IY)KMBaHMFI

Mpunoxkenne N 5

K EAMHbIM CTaHAapTam KayecTBa
06CNYKMBaAHMA CETEBBIMMW OpPraHMU3aLUAMM
notpebuTenelt ycayr ceTeBblX opraHu3aumi

OCHOBHbIE ENCTBMA
CETEBOW OPTAHWM3ALIMM MNP OCYLLECTBNEHWM 3AOYHOIO OBC/TYKUBAHUA
NOTPEBUTENEN C UCNONb3OBAHUEM CETU UHTEPHET

N OCHOBHble LeMCTBUA CeTEeBOW OpraHM3aLmMm npu NHTepaKTUBHbIN CpoK MCnosHeHWs
OCYLL,ECTB/IEHUM 3204HOT0 0B6CNYKUBAHMUA cepBuC
notpebuteneii B cetn MHTepHeT

1 Mpuem obpalLeHnn noTpebutenei ¢ 3anpocom B TeueHue 15 gHelt
CNpaBoOYHOM MHOPMALMK Yepe3 UHTEPAKTUBHbIE CO AHA
3/1IeKTPOHHble GOpMbl, NPESOCTaBNEeHMEe OTBETA WHTepHeT-NpMeMHas, | otnpasneHus
notpebuTento 1 3anucb noTpebutenel Ha Nnpuem B JN4HbIA KabuHeT obpalueHus

notpeburtens

odurc 06CNyKMBaHMA MO BONPOCAM:

1.1 OoCyLwecrtBieHNA TEXHONOTMYECKOro npncoeanHeHnA




1.2 OKa3aHMA ycayr no nepegade aNeKTpUYeCcKom
sHeprum
1.3 OpraHM3aLmn yuyeTa 3N1EeKTPUYECKON IHEPTUN
1.4 obcnyKMBaHMA noTpebutenen
1.5 KOHTaKTHOM MHGOPMaUMM CeTEBOI OpraHn3aLmm u
opraHmsauuii, paboTtatowmx B chepe aHepreTuku
2 Mpuem obpalleHuit noTpebuTtenen no Bonpocam NHTepHeT-npnemHasn, | B TeueHue 15 gHe
KOHCY/1IbTaLMKN Yepe3 MHTEPAKTUBHbIE 3/IEKTPOHHbIE | IMYHLIN KabuHeT Co OHA
dopmbl 1 NpeaocTaBaeHNe 0TBETA NOTPebuTento notpebutens oTnpaBaeHun
obpalueHunn
3 Mpuem anob notpebuteneit yepes NHTepHeT-npuemHasn, | B TeyeHune 30 gHen
WHTEPaKTUBHbIE 3/1eKTPOHHbIE GOpPMbI U JNINYHbBIN KabUHeT CO AHA
npeaocTaB/eHne oTBeTa noTpebuTento notpebutens oTnpaBaeHun
obpalueHunn
4 Mpuem 3asaBKK/3aABEHUA Ha OKasaHWe yCayr Yyepes B TeueHune 1 gHA co
WHTEPaKTUBHbIE 3/IEKTPOHHbIE GOPMbI, B TOM YMChe: OHA oTNpaB/ieHusA
obpalleHuna B
4.1 33ABKM HA TEXHOJIOTMYECKOE NPUCOeaNHEHME K cnyuae
3NEKTPUYECKUM CETAM KOMMAEKTHOCTH
4.2 3aABKM O HEOBXOAMMOCTU CHATUA NOKa3aHMi AOKYMEHTOB U1
. NOJIHOTbI CBEAEHUI
cywiecTsytowero npubopa yyeta JIMUHBIA KaBUHeT .
4.3 3aABKM Ha OCyLLecTBAEHME A0MNYCKa B notpebuTens 3asABKe/3aaBneHUN
aKcnayaTayuto npubopa yyeta
4.4 3aABneHnA Ha 060pyL0BaHME TOYKM MOCTaBKU
npmubopamm yyeta
4.5 33ABKM HA YCTAHOBKY, 3aMeHY 1 (1au)

3KcnyaTaumio Npubopos yyeTa




5 Mpuem yepes MHTEPAKTMUBHbIE 3NeKTPOHHbIe popmbl | MHTepHeT-npuemHas, | B TeyeHne 1 gHA co
coobueHnin o 6esgorosopHom (besyyeTHom) JINYHbIN KabuHeT AHA OTNpaBieHus
NnoTpebNeHNN SNEKTPUYECKON SHEPTUN, XMLLLEHUM notpeburtens obpaweHua
06BHEKTOB 3N1EKTPOCETEBONO XO3AMCTBA

6 Mpuvem NoKasaHUi NpMbOpPOB yveTa SINEKTPUYECKON | JIMYHBIN KabUHeT B TeueHune 1 gHA co
aHeprum notpeburtens OHA OTNpaBfieHuA

obpaleHun

7 MpepocTasneHne MHGopmaLmMn o cTaTyce JInYHbIN KabuHeT B TeueHune 1 gHA co
MCMNOJIHEHWNA 3asABKM HA OKasaHue ycayr (npouecca), | notpebutens OHA OTNpaB/ieHuA
[0roBopa oKasaHuA ycnyr obpaleHua

8 MpepocTasneHne MHGopmaLmMn o cTaTyce NHTepHeT-npruemHasn, | B TeyeHne 1 gHsa co
paccMoTpeHUs 0bpalleHmns, CoaepKaLLero Kanoby | AUMYHbIN KabuHeT OHA OTNpaBieHuA

notpeburens obpaleHusn

9 MpefocTaBneHne 3NEKTPOHHbIX KOMUIA OKYMEHTOB | JIMYHBIN KabUHeT B TeueHue 15 gHelt
notTpebutenam no pesynbTaTam OKasaHWA ycayr notpeburtens CO AHA
(akTOB), akTOB BE3yyeTHOro (6€340roBOpPHOrO) OoTnpaBneHus
noTpebneHnn 3NeKTPUYECKOM IHEPTUM obpaleHun

10 Bblgaya HAMBMAYANLHOIO IOFMHA M NAapona gnAa NHTepHeT-npuemHan | B TeyeHune 1 aHA co
O0CTyna B IMYHbIN KabMHeT noTpebuTens OHA 3an0HeHUA

perncTpaunoHHom
dopmbl

11 YpaneHHbI gocTyn K NoKasaHuam npnbopa yyeTa JInyHbIf KabuHeT Mpu 3anpoce
Mo TOYKaM ydeTa 3/1IeKTPo3Heprum notpebutens, notpebutens
CTAaTUCTUKe NoTpebaeHUA (MPU HAMYUK CUCTEMDI
yyeTa C yaaneHHbIMm cbopom AaHHbIX)

12 MpepocTaBaeHme cyeTa Ha onnaty ycayr (no JInyHbI KabuHeT B TeueHue 15 gHelt

TEXHOJIOTMYECKOMY NPUCOEANHEHMIO ANA NN, C
3HEpPronpMHUMAOLLUMKN YCTPOMUCTBAMM
MaKCUMaIbHOM MOLLHOCTbIO 10 670 KBT

nortpeburens

CO AHA
oTnpasneHua
obpaueHun




BK/IHOYMTE/IbHO C Y4ETOM paHee NpUCoeaMHEHHbIX B
[JaHHOW TOYKe NpucoeanHeHuns
3HEpPronpUHUMAaLOLLMX YCTPOCTB)

13 MpoBeaeHme LeneBbIX ONPOCOB, aHKETUPOBaAHUA NHTepHeT-nprMemHasn, | Ha nocToAaHHOM
notpebutenein ANA OLEHKN KayecTBa OKasblBaeMbIX | IMYHbIN KabUHeT ocHoBe
YCNYr 1 06CNyKMBaHUA notpeburtens

14.1 MpepocTasneHme MHGoOpMaLLMmM O NPUUNHAX U JInYHbIN KabuHeT B TeyeHune 1 aHA
CPOKax NaHOBbIX (BHENAHOBbIX) OFPAHUYEHUAX notpeburtens
pexkuma noTpebneHnn 3NeKTPUYECKON SHePrUn
(MowHoCTM) NoTpebutenein, a TakKe o aaTte u
BPEMEHW BOCCTAHOBNEHMA 3/1EKTPOCHABKEHNA

14.2 MpepoctaBneHne MHGOPMaLUK O NPUUYNHAX B TeueHune 15 aHen

HecobnoaeHUs TpeboBaHMI K NapameTpam
KayecTBa 3/1eKTPUYECKOM SHEPTUM, O MEPONPUATUAX
n paboTax, HeobxoaMmbIx ana obecneyeHus
COOTBETCTBMA KauecTBa 3/1eKTPMUYECKON IHeprum
TpeboBaHMAM 3aKOHO4ATeNbCTBA

CO AHA
oTnpaBneHus
obpalueHus. Ecau
N3/10}KEHHblEe
daKTbl TpebytoT
aHanu3a
MaTepuasnos, To
CPOK
npeaocTaBieHus
OTBETa MOXKET
6bITb NPOAJSIEH A0
30 gHel

MpunoxkeHne N 6

K EAnHbIM CTaHAapPTaM KavyecTBa
06Cﬂy>KMBaHMFI ceTeBbiMU OpraHn3ayumnamm



CTPYKTYPA
PA3ZE/IA "NOTPEBUTENAM" OPULMATIBHOTO CAWTA
CETEBOW OPTAHW3ALINK

HavmeHoBaHue CopepaHue OnucaHue
nogpasgena
Tepputopua Obuwan nidopmaums MNepeyeHb 30H AEATENbHOCTU CEeTEeBOM OpraHu3auum C
obcnyKmBaHmA AeTannsaumelt no HaceseHHbIM MyHKTam WM paiioHam

CeTeBOM OpraHM3auum

ropoAos, onpeaensaembix B COOTBETCTBUM C rPaHMLAMM
6anaHcoBomn NPUHAANEKHOCTU 3/IEKTPOCETEBOIO
XO03M1ACTBA, Haxogsdllerocsa B cobcTBeHHOCTM duamana
UAn npuHagnexauero emy Ha WMHOM 3aKOHHOM
OCHOBaHWU

TexHu4yeckoe cocTosiHue

ceten

CBefleHMs O TEXHUYECKOM COCTOSIHUWM CeTel, B TOM
yucne:

1) cBoAHble AaHHble 06 aBapPUMHBIX OTKIKOYEHMUAX B
MecAl,  NO  rpaHuMUam  TeppuTOPUaNbHbIX  30H
[eATe/IbHOCTM OpraHM3aLuKu, BbI3BaHHbIX aBapUAMM
WAM  BHEMNIAHOBbIMM  OTK/IOYEHMSMU  0OBEKTOB
3/1IEKTPOCETEBOTO  XO3AWCTBA, C YKasaHWem A4aTbl
aBapUIMHOrO OTK/IIOYEHUS OOBEKTOB 3/1EKTPOCETEBOrO
X03AMCTBA M BKAOYEHUA UX B paboTy, NPUUYNH aBapuit
(no wToram paccnegoBaHMs B YCTaHOB/AEHHOM
nopsAAaKe) 1 MeponpUATUIA MO UX YCTPAHEHMUIO;

2) ob6bem HeAOoNOCTaBAEHHOM B pe3ynbTaTe aBapUMHbIX
OTKNIOYEHUIA S1EKTPUYECKOM IHEPruK;

3) BBOA B PEMOHT M BblBO4 M3 PemMOHTa
3/1eKTpOCETEBbIX OB6BEKTOB C YyKasaHMeM CPOKOB
(cBoaHas nuHdbopmauus)

MNepepava

Obuwan nHpopmauus o

NHpopmauma o nepedade 3NEKTPUYECKON SHeEpruw,

notpebuTeneit ycnyr ceTeBbix opraHu3auymi



3/1IeKTPUYECKOM
aHepruun

nepegade
3J'IEKTpM‘-IECKOI7I IHEPrnmn

cXema B3aMMO,£I,EI7ICTBMFI Y4aCTHUKOB NO nepedade
3/1EKTPO3HEPTUN

HopmaTtmsHble
OOKYMEHTbI

HGPEHEHb dKTYa/IbHbIX HOPMATUBHbIX A OKYMEHTOB

MacnopTa ycnyr
(npoueccos)

MepeyeHb nacnopToB BCex ycayr (npoueccos),
OKa3blBaeMbIX (ocywecTBnsembix) ceTeBoM
opraHusauueit  notpebutenam  nNpu  nepegaue

BHEKTpMHECKOﬁ HEpPrnm

Tunosble Gpopmbl
OOKYMEHTOB

cDOprI TUNOBbLIX OOroBopoB Ha OKasaHwe ycnyr no
nepepgadve BHEKTpM‘-IECKOVI HEepPrmmn

Tapuodbl Ha ycayrm no
nepenaye
3NEKTPUYECKON 3Heprumn

Tapudbl Ha ycayrm nNo nepepgaye 3/eKTPUYECKOMU
SHEpPrMM Ha TEKyWMA nepuos peryampoBaHua ¢
yKasaHMemM UCTOYHMKA odpuuManbHOro onybamMKoBaHMs
peleHns opraHa WCNONHUTENbHOW BAacTU B obnactu
rocy4apCcTBEHHOrO peryaMpoBaHus Tapudos cybbeKkTa
Poccuiickoin Pepepaumm

BanaHc anekTpryecKoi
3HEepPrmn 1 MOLHOCTHU

1. OTNycK 3NEeKTPUYECKOM 3Heprum B CeTb U OTMYCK
3N1eKTPUYECKOM SHEPTUM U3 CETU CETEBOM KOMMAHUM NO
YPOBHAM HanpAXeHUN, NCNO/Ib3yeMbIM ana
LeHoobpas3oBaHUsA, MNOTPeEOUTENAM  /IEKTPUYECKOMN
3HEeprum u TeppuUTOpMaNbHbIM CETEBLIM OPraHU3aLMAM,
NPUCOeaNHEHHBIM K CETAM CETEBOI OpraHmM3aLmu.

2. O6bem nepeaaHHOM 3/1IEKTPO3HEPINN NO AOTOBOPaAM
06 oOKasaHMM ycayr no nepegaye 3NEKTPUYECKOMN
3HeprMm noTpebuTensm CceTeBOM OpraHM3auMmM B
pa3pese ypoBHEN HaNpPAXKEeHWUW, WUCNOAb3yeMblX A1A
LeHoob6pa3oBaHus.

3. MNMoTepu 3NeKTPUYECKOM SHEPrnn B CeTAX CeTeBOW
opraHusaumm B abCONOTHOM UM OTHOCUTENIbHOM
BblpaXeHMN NO YPOBHAM HaNPAXKEHWNA, NCNONb3YyEMbIM




Ona uenen ueHoobpasoBaHus

3aTpaTbl Ha onaaTy
noTepb

1. 3aTpaTbl CETEBOWN OpraHM3aLLMM Ha MOKYNKY NOTepb B
COBCTBEHHbIX CETSAX.

2. YpoBeHb HOPMATUBHbLIX MOTEPb 3INEKTPUYECKOM
3HEpPrMM Ha TEKYLMIN nepuog C YyKasaHMemM MCTOYHMKA
onyb6/iMKoBaHMA peleHMa o6 yCTaHOBAEHUU YPOBHA
HOPMaTUBHbIX NOTEPb.

3. MNMepeyeHb MePONPUATUA MO CHUNKEHWUIO Pa3MepOoB
noTepb B CETAX, a TaKX¥e O CPOKax MX MCMNONHEHUs U
MCTOYHUKaAX CI)VIHHHCVIpOBaHVIH.

4. 3aKynka CceTeBOM OpraHu3auMen 3SNeKTPUYECKon
SHeprMn ANna KOMMEHCauunm noTepb B ceTAX U ee
CTOMMOCTH.

5. Pasmep ¢aKTMYeCKMX NOTepb, OMJIAa4YMBaEeMbIX
NOKynaTesaMM MpU  OCYLECTBJIEHUM pPacyeToB 3a
3NEKTPUYECKYIO SHEPTUIO MO YPOBHAM HaMNpAXKeHUs

TexHonornyeckoe
npuncoegnHeHue

O6was nHdopmauus o
TEXHO/IOTUYECKOM
npucoegmMHeHnu

MHPopmauua o  npoueaype  TEXHONOTMYECKOTO
npucoeamHeHusa. Cxema B3aMMOZEMNCTBUA YYaCTHUKOB
npouecca

HopmaTtusHble
OOKYMEHTbI

I'Iepequb dKTYaJIbHbIX HOPMATUBHbIX OOKYMEHTOB MO
TEXHO/1I0rM4yeCKkomy npncoeanHeHuo

MacnopTa ycayr
(npoueccos) npoueccos

MepeyeHb  ycayr  (npoueccos), OKa3bIBaeMbIX
(ocywecTtnsembix) ceTeBoM opraHusaumen
noTpebuTensim Npu TEXHONOrMYECKOM NPUCOeaUHEHUN

MopAaoK BbINOJHEHUS
MeponpuUaTUIA,
CBA3aHHbIX C
npucoeamMHeHneM K
cetam

MopAaoK BbINOSIHEHUA TEXHOAOMMYECKUX, TEXHUYECKUX

n ApYyrux MepPOnpPUATU, CBA3aHHbIX c
TEXHO/IOTMYECKUM NPUCOEANHEHMEM K INEKTPUUYECKMM
ceTam, BKKOYASA nepeyeHb MepOonpUaTUN,

HEO6XO,£I,MMbIX ANnAa oCywecTtB/ieHnA TEXHO/IONM4YeCKoro
npucoeamHeHnNA K 3NEKTPUYECKUM CeTAM, U NOPALOK




BbIMO/IHEHUNA 3TUX MepoanﬂTMVl C YKa3aHuemM CCbINIoK
Ha HOPMATUBHbIE NPaBOBbI€ aKTbl

Tunosbie Gpopmbl

Tunosble d)OprI AOOKYMEHTOB Ha TexHO/0rm4eckoe

OOKYMEHTOB npUcoeaMHEHME MO KaxKAoM rpynne 3ansuTenei

Tapudsbl Ha Tapudbl Ha TexHONOrMYeckoe MpUCoegUHEHME Ha
TexHo/iorMyeckoe TEKYWMA nNepuos, peryinpoBaHMa C  yKasaHuem
npucoeanHeHne MCTOYHMKA OdUUMANbHOTO ONy6AMKOBaHUA pelleHus

opraHa  WUCMNONHUTENbHOW  BnactTM B obnactu
rocy4apCcTBEHHOrO peryMpoBaHus Tapudos cybbeKkTa
Poccuiickoi Pepepaumm

CBeaeHUs 0 Haanuum
MoLLHOCTU, cBOBOAHOM
ANA TeXHONOTMHYECKoro
npucoeamMHeHus

CBegeHna 0O HanuMuum obbema cBobogHoM AanA
TEXHO/MIOTMYECKOro  NpucoeamvHeHus  notpebuteneit
MOLLHOCTM Ha 06bEeKTax 3/1eKTPOCETEBOrO X03ANCTBA C
YKasaHWeM TeKylwero obbema MOLLHOCTM Ha TaKux
06beKTax (0TAeNbHO NOo KaxKAoMy 06bEKTY)

CBeaeHuns 0 NoAaHHbIX
3aABKax Ha
TexHoNornyeckoe
npucoeamHeHue,
3aK/0YEHHbIX
[0rosopax u
BbIMNO/IHEHHbIX
npucoeamHeHNaX

1. CBefeHMs 0O KoauuyecTBe 3aABOK W obbeme
MOLLHOCTH, HE06X0AMMOM ANA UX YA0BNETBOPEHUS.

2. CBeaeHUA 0 KOMYeCTBe aHHY/IMPOBaHHbIX 3a8BOK Ha
TeXHO/IorMyecKkoe npucoeamHeHue.

3. CBeaeHUs O BbIMNONHEHHbIX MPUCOEANHEHUAX W
obbeme NpuUcoeaNHEHHOW MOLLHOCTH.

4. CsegeHMAa O 3aK/IlOYEHHbIX fJorosBopax 06
OCYLLLECTB/IEHNUN TEXHOIOTMYECKOro NPUCOEAUHEHMA K
SNEKTPUYECKMM  CeTaM C  yKasaHuem obbema
npucoegmMHAEMON MOLLHOCTK, CPOKOB W naaTbl Mo
KaXK4oMy A0roBopy.

Kommepyeckuit yuet
3N1IeKTPUYECKOM
sHeprum

Obwan nHdopmaums

Obwana uHbopmauMa O MopAAKe OCYLEeCTBAeHUA
KOMMEPYECKOro yyeTa

HopmaTusHble
OOKYMEHTbI

MepeyeHb aKTyasibHbIX HOPMATUBHbIX AOKYMEHTOB MO
OCYLLECTB/IEHUIO YYETA INEKTPUUYECKON SHEPTrUN




MacnopTa npoueccos

MepeyeHb Bcex ycayr (npoueccoB), OKasbliBaeMbixX
(ocywectBnaemblx)  ceTeBot  opraHusaumeni Mo
KOMMepYecKomy yyeTy

Tunosbie Gpopmbl
OOKYMEHTOB

Tunosble $opMbl JOKYMEHTOB

TpeboBaHMA K
OopraHu3aumm ydyeta

TpeboBaHMA K MecTam YCTaHOBKM NpMBOpOB YyuyerTa,
cxeme NoAKNOYEHUSA n METPO/I0rMYECKMUM
XapaKTepuCcTMKam npubopoB yyeTa 6e3 yKasaHMA Ha
TOBApHble 3HaKKW, 3HAKW 0BCNYKMBAHWUA, GUPMEHHbIE
HaMMEHOBaHWA,  MNaTeHTbl, MNOJIe3Hble  MOAENM,
NPOMbILWAEHHble 06pasubl, HAaMMEHOBAHMA  MecCT
NPOUCXOXAeHUA NpMbOPOB yyeTa UAM HAaMMEHOBAHMSA
npoussoguteneit Nnpnbopos yyeta

Ob6cnyKunBaHue
notpebuTenei

Odwucbl 0bcnyKmBaHuA
notpebuTenei

1. MouToBblE aapeca 1 rpaduK paboTsl

odpucoB 0b6cnyKMBaHUA NoTpebuTenei.

2. TenedoHHble HOMEpPa 3a04YHOr0 06CAYKMBAHUA MO
BOMpoOCam TEXHO/IOrMYECKOro npucoeamHeHus,
nepesayn 3/MeKTPUYECKOM SHEPTUU U OCYLLECTBAEHMUSA
KOMMEPYECKOro y4eTa.

3. DNEeKTPOHHbIM agpec CeTeBOW oOpraHusauuu gns
Hanpas/ieHuA obpalLeHui notpebutene no
3N1eKTPOHHOMN dopme.

4.  damuanu,  UHAUMANLI  OO/MKHOCTHbIX /WL,
OTBETCTBEHHbIX 3a 00CAyXMBaHMe noTpebuTenei
ceTeBOl opraHvsaLuuu.

5. dopma 3anuMcM Ha OYHbIM nNpuvem B oduC
obcnyKmBaHuA

3ao4Hoe 0b6cayKnBaHMe
nocpeacTsom
TenedpoHHOM cBs3M
(EamHbIV LeHTp

TenedoHHble HOMEpPa 3a04YHOr0 OO6CNYKMBAHUA MO

BOonpocCam 3ﬂeKTp0CHa6)KEHMﬂ, ocyuwecrtssieHnAa
TEeXHO/I0rn4yecrkoro npucoegnHeHwus, nepeanadum
3ﬂeKTpM‘-IeCKOl\;1 HEpPrnmn n ocyuwecrts/sieHnA




06paboTKK BbIZOBOB)

KOMMEPYECKOro y4eTa.
MepeyeHb BONPOCOB, MO KOTOPbIM NOTPEBUTEND MOKET
NONYYNUTb CNPaBOYHYI0O MHPOPMALMIO U KOHCYNbTALMIO
npu obpaweHMn no  yKasaHHbIM  TenedoHHbIM
HoMepam

MHTepaKTUBHaA
obpaTtHas cBs3b
(MHTEepHeT-NpuemHasn)

B pybpuke pa3smeLatoTcs WMHTEePaKTUBHbIE
3NeKTPOHHbIe popmbl ¢ 06A3aTeNbHON A/1A 3aNONHEHWUA
KOHTAKTHOM MHpOpMauMen u npeanoyTUTebHbIM
cnocobom nonydeHusa oTeeTa. [lpu  HanpaBaeHUn
obecneunBaeTca BO3IMOMKHOCTb MpUKpenaaTb ¢aiinbl ¢
maTtepuanamm no obpaLLeHuto.

3neKTpoHHble GOpMbl NPesyCMaTPUBAIOT Cleaylolime
KaTeropuu obpalyeHni:

1) 3anpoc cnpaBoYHON MHPOPMALMU/KOHCYAbTaLNK;

2) obpalueHune, cogeprKalliee *Kanoby;

3) coobuweHne o 6HesgoroBopHom (besyyeTHOM)
noTpebneHNN 3NeKTPUYECKON SHepruu;

4) onpoc notpebutenei (aHKkeTa noTpebutens).

B pybpuKke obecneunmBaeTca BO3MONKHOCTb MOJYyYEHUS
notpebutenem CcBefeHUI O cTaTyce PaCcCMOTPEHUSA
0bpalleHnsa, HaNnpPaB/IEHHOIO B CETEBYD OPraHM3aumio
B 3/1EKTPOHHOI dopme

HopmaTtusHble
OOKYMEHTbI

1. MNepeyeHb HOPMATMBHbLIX MNPABOBbIX  aAKTOB,
peryanpyroLLmMx npoueaypy okasaHusa (ocywectTsaeHms)
ceTeBow opraHusaumen ycnyr (npoueccos)
notpebuTensam.

2. WHdopmauma o nopsaKke nojadnm U CpoKax
paccmoTpeHus obpalleHnit noTpebutenei, nNpu 3Tom
CPOKM  paccMoTpeHus obpalleHus He  LOJ/IKHbI
NPEeBbIWaTb CPOKW, onpeaeneHHble LeNCTBYOWUMU
HOPMATUBHbIMW NPaBOBbIMW aKTaMW.

3. Nopagok paboTbl B AM4HOM KabuHeTe noTpebutens




JINYHbIN KabuHeT
nortpeburens

JInyHbI KabuHeT NnoTpebuTens

npegocTaBaseT afpecHyto nHdopmaumto
noTpebutensm, B TOM umcie MHOOPMALMIO O Xoae
NPOXOXAeHUs 3Tanos paccMoTpeHus 3aBKMU
notpebuTens u UcnosHeHua fAorosopa (mocTynseHue
3aABKM, Bblaya TEXHUYECKMX YC/IOBWUM, 3aK/oYeHue
[OroBopa, WCMNOJIHEHME  A0roBopa,  ¢aKTUYeckoe
npucoeanHeHme)

Bonpochbl n oTBETHI

B pybpurKe pasmeLialoTcsa 4acTo 3aJaBaemble BOMpPOChI,
BO3HUKalOLWMeE Yy NOTPEBUTENEN, N OTBETbI Ha HUX




