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

MMWHWUCTEPCTBO SHEPTETUKM POCCUIMCKOM GEAEPALIUMA

NPUKA3
ot 15 anpena 2014 r. N 186

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

CNM1COK M3MEHSIOLLMX AOKYMEHTOB
(8 pea. Mpukasa MuHaHepro Poccun ot 06.04.2015 N 217)

B cooTtBeTcTBUM C NyHKTOM 3 [NpaBun HeAUCKPUMMHALMOHHOIO AOCTYNa K yc/iyram no nepegave
3/IEKTPUYECKON SHEPruM U OKas3aHWA 3TUX YCAYr, YTBEPXAEHHbIX MOCTaHoBAeHWem [lpaBuTenbCTBa
Poccuitckoit Pepepaumm ot 27 pgekabps 2004 r. N 861 (CobpaHue 3akoHoaaTenbcTBa Poccuiickoi
depepaunn, 2004, N 52, c1. 5525; 2013, N 31, cT. 4226), NnpMKasbiBato:

1. VYTtBepauTb npunaraemble EauHble cTaHOapTbl  KavecTBa OOCAYXKMBAHUA  CETEBbIMMU
opraHM3auusaMn NoTpebuTenen ycnyr ceTeBblix OpraHM3aLnii.

2. Hactoawmin npuKkas BCTynaeT B CU/Y B YCTAHOB/IEHHOM MnopsAaKe, 3a uckatodeHuem rnas Il m il
EAQMHbIX CTaHAAPTOB KayecTBa 0OC/YKMBAHMA CETEBLIMU OpraHu3aumMamu noTpebuteneit ycayr ceTeBbix
OopraHM3aLuuii, BCTyNnaroLWwmx B CUIY MO UCTEYEHUN LLIECTU MECALEB CO AHA BCTYNEHMA B CUY HACTOALLLEro
npuKasa.

MuHucTp
A.B.HOBAK

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

EAUHBIE CTAHOAPTDI
KAYECTBA OBC/NYXXUBAHWUA CETEBbIMW OPTAHU3ALMAMM NOTPEBUTENEN
YCNYT CETEBbIX OPTAHU3ALUIA

CNM1COK N3MEHSAIOLLIMX AOKYMEHTOB
(8 pea. Mpurkasza MuHaHepro Poccum o1 06.04.2015 N 217)

|. Obuwme nonoxKeHus

1. Hactoawme EauHble CTaHZApTbl KayecTBa OOCNYKMBAHUS CETEBbIMM  OpPraHM3auusaMu
noTpebutenein ycnyr ceteBbiX OpraHW3auMii yCTaHaBAMBAOT TPebOBaHMA K 0OC/IYKMBAHUIO CETEBLIMM
OpraHM3auMAMM KL, ABAAIOWMXCA NOTPEBUTENAMM YCAYr CETEBbIX OpraHuWsauuii no nepegauye
3N1EKTPUYECKOW dHEpPrmMm (3a MCKAOYEHMEM CeTeBbIX OpraHuM3aumii, 3HeprocbbITOBbIX OpraHM3auuin u
rapaHTUMpPYOWMX NOCTABLIMKOB), B TOM 4ucie OBCAYKMBaeMbIX 3HeprocbbiTOBON opraHusauuen u
rapaHTMpPYOLWMM NOCTaBLLMKOM, U AnL, 06PaTUBLLMXCA B CETEBYHD OPraHM3aLMio C Leblo 3aKNoYeHus
gorosopa 06 OKasaHMM yCAyr Mo nepegaye 3/EKTPUUECKOMW 3SHEPrMM MAM  OCYLLECTBAEHMM
TEXHO/IOrMYECKOTO NPUCOEANHEHUA K INEKTPUYECKMM CETAM (33 MUCKNOYEHWEM CETEBbIX OpraHun3aLmi,
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3HEeprocbbITOBbLIX OpraHM3auUMii W rapaHTUPYIOLWMX NOCTaBWWKOB) (manee - noTpebutennu,
TEeXHOJ/I0rMYecKoe NpucoenHeHue).

2. CeTeBas opraHu3auusa obecrneymBaeT paccmoTpeHume obpalleHnin noTpebuTteneit, NOCTYNUBLUNX
B YCTHOW, NMMCbMEHHOM dopme nam B GOpMme 3IEKTPOHHOTO JOKYMEHTA.

BsanmopenctemMe ceTeBOW OpraHM3auuM C NoTpebuTenaMm B 4acTM paspelleHus BOMpPOCOB,
coaepKalmxca B obpalleHnax notpebutenen n npeaocTaBieHns UM BO3MOMXKHOCTU peannsauum npas,
npeaycMOTPEHHbIX  3aKoHoAaTenbcTBOM  Poccuiickoli  degepauumn  (ganee -  obcnyxusaHue
notpebuTenei), ocyLLecTBAAETCA B COOTBETCTBUM C TpeboBaHMAMM HacToAWMX EAMHBIX CTaHOApTOB.

3. B uenax okasaHua ycayr no nepegaye 3NeKTPUYECKON 3HEpPrMm ceTeBas OpraHM3aumsa npu
obcnykmBaHMM noTpebutenei ocyLecTBAeT:

a) 3aK/oyYeHne gorosopa 06 oKasaHWUM yCayr No nepegaye 3/1eKTPUYECKOM sHepruu;

6) BHECEHME U3MEHEHMI B A0roBop 06 OKasaHUM ycayr No nepeaaye aNekTpUUYecKon aHeprum;

B) pacToprKeHue foroBopa 06 okasaHUKM ycayr No nepesayde 3/1eKTPUYECKON IHEPTUN;

r) wWHbopmmpoBaHMEe noTpebutena 06 aBapUHbIX CUTyauMax B pacnpenenmuTesnbHbIX
3/IEKTPUYECKMX CETAX CETEeBOW OpraHU3aummn, PEMOHTHbIX M NpoduaakTUYeckmux paboTtax, NAaHOBbIX
OrpaHUYEHMUAX PeKMMa NOTPEBeHUA SINEKTPUUYECKON SHEPTUM, BAUAIOLLMX Ha UCMOSIHEHME 06A3aTeNbCTB
no Aorosopy 06 oKasaHMM ycayr no nepegaye 31eKTPUYECKOM aHepruu;

A) AONycK ynoNHOMOYEHHbIX NpeacTaBuTesen NoTpebutens ycnyr B NyHKTbl KOHTPOAA U y4yeTa
KO/IMYECTBA M KauyecTBa 3/IEKTPUUYECKON IHEPIUMN B NOPALKE M Cy4YanX, YCTAHOBAEHHbIX A0roBopom o6
OKasaHWUW yCAyr No nepegaye 3/1eKTPUYECKOM SHepruu;

e) cornacoBaHMe mecTa yCTaHOBKM Npubopa yyeTa 3NeKTPUYecKoin sHeprumn (MmowHocTn) (aanee -
npunbop y4yeTa), cxemMbl NOAKNHOYEHUA NPUBOPaA yYETA U MHBIX KOMIMOHEHTOB U3MEPUTE/IbHbLIX KOMMJIEKCOB
M CUCTEM Yy4yeTa 3JIEKTPUYECKON 3SHEeprMu (MOLLHOCTU), a TaKMKe MEeTPOJIOTMYECKUX XapaKTepUCTUK
npubopa yyera;

X) [lonycK B 3KcnayaTauuio npnbopa yyeTa;

3) CHATME KOHTPOJIbHbIX NOKasaHWUin NpnbopoB yyeTa;

1) Nnpuem noKasaHuii npubopoBs yyeTa oT NoTpebutens;

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

N) pacyeT o6bema nepesaHHON 3NEKTPUYECKOW SHEPrUK NOTpebuTenio;

M) KOHTPO/Mb MNOKa3aTesield KayecTBa 3/1EKTPUUYECKON 3SHEeprMM B TOYKax NpuUcoeanHeHus
SHEPronpMHMUMAlOLMX YCTAHOBOK MOTPEOUTENN 3NEKTPUYECKON 3SHEPTUUM K INEKTPUUYECKMM CeTAM
CeTeBOl OpraHusauuu;

H) KOHTPOJIb 3HAYEHUI COOTHOLIEHUA MNOTPEONEHUSA aKTUBHOW WU PEaKTUBHOW MOLLHOCTM ANA
OTAEeNbHbIX SHEPTrONPUHUMAIOLLNX YCTPOMCTB (rpynn sHepronpuHUMalOLWMX YCTPOMUCTB) NoTpebutens;

0) NpoBeZleHMe KOHTPO/IbHbIX, BHEOUYEPEAHbIX M UHbIX 3aMepPOB NOTOKOpacnpeaeneHus, Harpysok
N YPOBHEN HaNpaXKeHWs Ha obbeKkTax NoTpebutens u obbeKkTax 3/1eKTPOCETEBOrO X0O3AMCTBA CETEBOM
opraHusauuu;

n) NnonHoe (4acTUYHOE) OrpaHUYEeHMe pexMma NoTpebNeHUA SNEeKTPUYECKOM IHEPINN B NOPALIKE,
yCTaHoB/eHHOM [lpaBuiamMM NOAHOTO M (MM) YACTUYHOTO OrpaHUYeHMA penuma noTpebneHusn
3N1IEKTPUYECKOM SHEPTUN, YTBEPKAEHHBIMW NOCTaHOBAeHUeM lMpasuTenbctBa Poccuitckont Pegepavumm ot
4 man 2012 r. N 442 (CobpaHue 3akoHomaTenbcTBa Poccuinickont Pegepauuu, 2012, N 23, c1. 3008; 2013,
N 1, ct. 68; N 1, cT. 45; N 5, cT. 407; N 31, cT. 4226; N 32, cT. 4309), u MNpaBunamu paspaboTkn U
npumeHeHna rpaduMKoB aBAPUMNHOIO OrPaHUYEHUS pexuma NoTpebNeHUs 3NEeKTPUYECKON 3Hepruu
(MoLHOCTHM) M ncnonb3oBaHMA NPOTUBOABAPUIAHON aBTOMATUKK, YTBEPKAEHHBIMU NMPUKa3om MUHIHepPro
Poccun ot 6 wuoHa 2013 r. N 290 (3apeructpupoBaH MuHtoctom Poccum 9 asrycta 2013 .,
perucTpaunoHHbiid N 29348);

p) cocTtaBneHuve UM npepocTaB/ieHUe noTpebuTtento akToB 6HesyyeTHoro M 6e340roBOPHOrO
noTpebaeHns sNEeKTPUYECKOM IHEePInu;

C) cocTaBneHue aKTOB COr/lacoBaHUA TEXHOIOIMYECKON U (MAn) aBapuinHO BPOHU;

T) BblAauy IOKYMEHTOB, NPeAYCMOTPEHHbIX B paMKax OKasaHUA yCAyr No nepeaaye 3/1eKTpmuyecKoi
3HEPrUU U TEXHOIOTMYECKOMY NPUCOEAUHEHUIO, B TOM YMC/E KBUTAHLMIA, CHETOB, CYETOB-haKTyp.

4. B pamKax TexXHONOrMMYecKoro npUCOeAMHEHUs ceTeBas OpraHM3auusa MNpu obBCAYKUBaAHUMU
notpebuTenelt okasbiBaeT c/eayollme ycayru (ocywecTBaseT NpoLecchl):
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a) TEXHONOrNYECcKoe NpUcoeguHeHUe K 31IeKTPUYECKMM CETAM CeTeBOM OpraHn3auuy;

6) TeXHONOTrNYECKOe NPUCOEANHEHNE K I/TEKTPUYECKMM CETAM CETEBOW OpraHn3aumm NocpeacTBOM
nepepacnpegeneHma MakCMmMaibHOM MOLLHOCTU MeXAYy pUANYECKUMU TNLAMU U UHANBUAYANbHBIMU
npeanpuHUMaTeNsiMu (B TOM YMcae onocpeaoBaHHoOe NpucoeamHeHue);

B) TEXHONOTMYECKoe MPUCOEAUHEHNE K 3/IeKTPUYECKMM CETAM CeTeBOM OpraHusauuu no
WHAMBUAOYANIbHOMY MPOEKTY;

r) BpeMeHHOe TeEXHOJIOrMYecKoe NpUcoeamMHeHNE K 31eKTPUYECKUM CETAM CETEBOM OpraHu3aLmm.

5. B pamKax obcnymBaHuA notpebutenein ceteBasa opraHM3aumsa Mo 3asaBAEHMIO noTpebutens
TaK)Ke OKasblBaeT cieaytowme ycayru (ocywecTsaseT npoLecchl):

a) Bblgayy CNpaBoOK M [OKYMEHTOB (MX KOMWI), nNoATBEpPKAAIOWMX TEeXHO/orMyeckoe
npucoegMHeHNe K CETAM CETeBOW OpraHusauuu (akT pasrpaHuMyeHus 6anaHCoBOM MPUHALNEKHOCTU
SNEKTPUYECKMX CeTel, aKT pasrpaHuMyeHua 3SKCMAyaTaLuMOHHOM OTBETCTBEHHOCTM CTOPOH, aKT 06
OCYLLECTBNEHNN TEXHONOTMYECKOrO NPUCOEAMHEHUA W aKT COrNacoBaHWA TEXHONOrMYeckon u (uawm)
aBapuitHol 6poHN);

6) BOoCCTaHOBNEHWE paHee BblAAHHbIX AOKYMEHTOB O TEXHO/IOTMYECKOM MpUcoeguHeHUn nnbo
Bbla4y HOBbIX JOKYMEHTOB O TEXHO/IOrMYECKOM NPUCOEAMHEHUMN NP HEBO3SMOXHOCTM BOCCTAHOB/IEHUA
paHee BblAAaHHbIX TEXHUYECKUX YCNOBUIA;

B) YCTAHOBKY, 3aMeHy U (UnKn) aKkcnayaTaumio npubopos yyeTa.

6. O6cnyKMBaHMe NoTpebuTenel B paMKax OKasaHua yCayr No nepeaaye 31eKTPUYecKon sHeprm
OCYLLECTBNSAETCA Ha OCHOBaHUM obpaweHua noTtpebutena B CETEBYHD OpraHM3auuio, ecau
3aKoHogaTenbcTBom Poccuitickon depepaumm He nNpeaycCMOTPEHO OcylecTBleHMe npouecca no
WMHULMATUBE APYTUX N,

7. MNpu obcnyxuBaHuM noTpebutenein (oCyLLecTBIeHMU OTAENbHbIX MPOLEeccoB) ceTesas
opraHv3aumMa He [OOJ/KHA TpeboBaTb OT MOTpebuTens npeaocTaBNeHUA [OOKYMEHTOB, a TaK¥Ke
OCYLLECTB/IEHMA noTpebuTenem OencTBUn, He NPeAyCMOTPEHHbIX 3akoHogatenbctsom Poccuiickol
depepauun.

8. CeTeBan opraHu3aLuMsa pacKkpbiBaeT B COOTBETCTBMM cO CTaHAAPTamMM PaCKpbITUS MHbOPMaLum
CyObeKTamMM ONTOBOTO WM PO3HWUYHbLIX PbIHKOB  3/IEKTPUYECKOW  3HEPruu, YyTBEp*KAEHHbIMU
noctaHosneHnem MMpaButenbctea Poccuiickon depepaumm ot 21 aHeBapa 2004 r. N 24 (CobpaHue
3aKoHogzaTenbcTBa Poccuiickoin ®egepaumm, 2004, N 4, ct. 282; 2005, N 7, c1. 560; 2009, N 17, cT. 2088;
2010, N 33, c1. 4431; 2011, N 45, cT. 6404; 2012, N 4, c1. 505; N 23, cT. 3008; 2013, N 27, cT. 3602; N 31,
cT.4216; N 36, cT. 4586; N 50, cT1. 6598; 2014, N 8, cT. 815; N9, cT. 907,919; N 19, cT1. 2416; N 25, cT. 3311)
(mnanee - CrtaHZapTbl pPacKpbITMA WHPOpMauuu), cnegytowyro MHOOPMaLMIO O NacnopTax ycayr
(npoueccos):

(8 pea. Mpukasa MuHaHepro Poccun ot 06.04.2015 N 217)

Kpyr 3asBuTeneu;

pa3mep NaaTbl 3a OKasaHMe ycayrun (ocyLwecTBaeHMA NPOLECCA) M OCHOBAHMA ee B3MMAHUA;

YCNOBMA OKA3aHWUsA ycayru (OCyLLEeCTBIEHUA nNpoLecca);

pe3ynbTaT oKasaHua ycayru (ocywectsaeHma npouecca);

06NN CPOK OKa3aHMA yCayrm (OCyLLeCTBAEHUA NpoLecca);

COCTaB M 3Tanbl OKa3aHus ycayru (ocywecTBaeHma npouecca), BKAYas CBeAEHNA O COAEPKaHUN U
(nnu) ycnosusx atana, popma OKasaHUA yCayrv (oCyLLecTBeHUs npolecca).

MacnopT ycnyrm (npouecca) cocTaBAseTcA B OTHOLEHUM KaxKaoM ycayrm (npouecca), oKasbiBaemoi
CEeTeBOM OpraHusaumel, No pekomMeHayemomy ob6pasuy cornacHo npuaoxeHuto N 1 K HacToAWwwMm
EAWHbBIM CTaHZapTam.

MacnopTta ycnyr (nNpoueccoB) ceTeBOW oOpraHusauMu nyb6AMKYIOTCA CEeTeBOM opraHusauuen B
COOTBETCTBYIOLLEM pa3gene Ha oduUMaNbHOM CcalTe CeTeBOW oOpraHuM3aumMm B WMHOOPMALMOHHO-
TENNEKOMMYHUKALMOHHOW ceTu WHTepHeT (panee - ceTb WMHTEpHET), a TaKkKe pasmMeLlLatoTcAa Ha
MHPOPMALMOHHBIX CTeHAAxX B oducax CeTeBOW OpraHusauuu, npeAHasHavyeHHbIX A4A npuema
notpebuTtenein No BONPOCam OKasaHMA yCayr Mo nepegaye 3N1eKTPUYECKON IHEPTUU, TEXHOOTMYECKOMY
NpUCOeaMHEHWUIO U MHBIM BOMPOCaM, CBA3AHHbIM C AeATe/IbHOCTbIO CETEBOM OpraHM3aumu (aanee - opuc
obcnyXuBaHMAa notTpebutenen).

9. NMpKn BHECEHUWN U3MEHEHWNI B HOPMATMBHbIE MPABOBbIE aKTbl, Peryanpytowme NopaLoK okasaHusa
YCAyr no nepefave 3/eKTPUYECKOM IHEPTUM U TEXHOOTMYECKOMY MPUCOEOMHEHUIO, MACHOPT YCAyru


consultantplus://offline/ref=847C080932888DB8DD4E5D8823BD871B64CEF87FFCF5360372BC46602BCA70C1B5D66EC8B90AF26AP42BK
consultantplus://offline/ref=847C080932888DB8DD4E5D8823BD871B67C6F072FEF0360372BC46602BCA70C1B5D66EC8B90AF26AP42BK

(npouecca) npuBoANTCA CETEBOW OpraHU3aLMen B COOTBETCTBME YKa3aHHbIM M3MEHEHUSAM B TeyeHue
necaTtn paboumx AHel nocne BCTYNAEHUS B CUY YKa3aHHbIX U3MEHEHMUIA.

10. CeTeBas opraHM3auUMAa He pexe OoAHOro pasa B rof obecneymBaeT NpoBeAeHME OMPOCOB
notpebuTteneit ¢ Lenblo BblABAEHUA MHEHMA NoTpebuTenelr o Kayectse obcnyxumBaHMA. ExkerogHole
oT4eTbl 06 MTOrax M3y4yeHMA MHeHMA noTpebuteneir o0 KayectBe o0b6CAYKMBAHUA NybAMKyOTCA Ha
odMUMaNbHOM canlTe CETEBOMN OpraHM3auunm B ceTm MIHTepHeT He no3aHee 1 mapTa roza, cnegytowero 3a
rogom, B KOTOPOM NPOBOANNCL COOTBETCTBYIOLLME ONPOCHI.

CeTeBas opraHM3auma B cooTBeTCTBUMM co CTaHgapTamu packpbitva uHbopmauum obecneumsaet
packpbiTe MHPOPMALMKM O KayecTBe OOCAYyXKMBaHMA noTpebutenei ycnyr ceTeBOM OpraHuMsauum 3a
npeaLwecTByOLWNIA rog cornacHo npunoxeHuto N 7 K HacToAwmm EANHbIM cTaHZapTam Ha odpULManbHOM
canTe CeTeBOM OpraHuMsauMuM WUAM Ha MHOM oduLMaNbHOM caiTe B ceTu UHTepHeT, onpeaensiemMom
MpaBuTenbcteom Poccuiickon deaepaumu.

(ab3aL BBegeH MNpukasom MuHaHepro Poccum ot 06.04.2015 N 217)

<*> B cooTBeTCTBUM C NyHKTOM 11(6) CTaHAapTOB packpbITUA MHGOPMaUMK CyObeEKTaMU ONTOBOIO
M PO3HUYHOTO PbIHKOB 3NEKTPUYECKOM 3SHEpPruu, yTBEpXKAEHHbIX nocTaHoBiaeHuem [lpaBuTeNbCTBa
Poccuiickoit Pepepaumm ot 21 aHaps 2004 r. N 24,
(cHocka BBeaeHa MNpukasom MuHaHepro Poccum ot 06.04.2015 N 217)

KoHcynbTaHTlAKOC: NpumeyaHue.
lnaga Il Bctynaet B cuny ¢ 17 pespana 2015 roza.

[I. OpraHu3auusa o4Horo obcnyKmMBaHmA

11. MonoxeHua HacToAWEeN rnaBbl 006 OpraHM3auMWU UEHTPasibHbIX 0dUcoB 06CAYyXKMBAHUA
notpebuTtenein n opraHMsaumm ob6CNyKMBaAHUA B TakUX odrcax PacnpocTpaHATCA Ha TeppUTOpUasbHble
ceTeBble OpraHM3auuu.

12. O6cnyKmBaHMe noTpebuteneit nocpencTBOM JIMYHOTO KOHTAKTA pPaboTHMKA ceTeBol
opraHu3aumm c noTpebutenem (ganee - o4Hoe 06CNYyKUBAHUE) OCYLLECTBASETCS B OPUCaxX 06CNYKMBAHUS
notpebuTtenen, a TakKe B Cay4Yanx, NPesyCMOTPEHHbIX 3aKOHOAaTeNbCTBOM Poccuitickon Pepepaumm, ¢
Bble340M K NoTpebutento paboTHMKa CeTeBOM OpraHn3aLuum.

13. Odwucbl obcnyKMBaHUSA noOTpebuTenelt NOAPA3AENAOTCA HA LEHTPbl 06CAYKMBaAHMUA
notpebuTenei (aanee - LEHTPbI 06CNYKUBAHMA NOTPEOUTENEN) U NYHKTbI 06CNYKMBaAHUA NOTpebuTenel,
OpraHuM3oBaHHble B 000CO6NEHHbIX MNOAPA3AeNeHUAX CETeBOM OpraHuM3aumun (ganee - MyHKTbI
obcnyXuBaHMA notTpebutenen).

Oducbl  obcny:KmBaHua noTpebutene  Ao/MKHbl  obecneumBaTb  OPraHM3auUMIO  OYHOrO
obcnyKmBaHMA noTpebuTenel, UCKAOYAOLLEro He06X0AMMOCTb B3aUMOAENCTBUA NOTPEOUTENS C UHBIMU
noapasgeneHusamMM CeTeBoi opraHnsaummn (NpuHumn "ogHoro okHa").

14. CeTeBasa opraHusauua pasmeltaetr odpucbl 0BCAYKMBAHMA MNOTpebUTENel Ha TeppUTOPUAX
cybbektoB Poccuinckoit degepaumm, B rpaHMLLAX KOTOPbIX PACMO/IOXEHbl 0ObEeKTbl 3/IEKTPOCETEBOrO
X03A1ACTBa CETeBOM OpraHn3auum (ganee - TEPPUTOPUS SKCNIYaTaLNMOHHON OTBETCTBEHHOCTH).

15. CeTeBaa opraHM3aumA pa3meLLaeT He MeHee OOHOro LeHTpa obcnyxusaHua notpebuteneii
YCAYr B MyHUUMNAAbHBIX 06Pa3oBaHUAX (MyHULMMNANbHLIX PaliOHaX, FOPOACKMUX OKPYrax) YNCNEHHOCTbIO
HacefeHUs He MeHee ABYXCOT TbICAY YE/I0BEK U B aAMUHUCTPATUBHBIX LLeHTpax cybbeKkToB Poccuiickol
depepauumn B CAyvyae, €CAM KONIMYECTBO  MoOTpebuTeneih  ycnyr CeTeBOW  OpraHusauumu,
SHEepPronpuMHMMAloOLWME YCTPOMCTBA KOTOPbIX HEMNOCPeACTBEHHO MPUCOEAMHEHbI K CETAM CeTeBOW
OpraHM3aumm, B TaKUX MyHULMNANbHbIX 06pa3oBaHMAX (MyHULMNANbHbBIX PaiOHAX, FOPOACKMX OKpYrax) u
aAMMHUCTPATMBHBIX LieHTpax cybbekToB Poccuiickoit depepaunmn coctaBaseT He MeHee NATULECATU
TbICAY 4YeNoBeK. B MHbIX C/Ayyasx ceTeBas oOpraHM3aumMa pasMellaeT MyHKTbl 06cayXmBaHuA
nortpebuTenei.

(8 pea. Npukasa MuHaHepro Poccun ot 06.04.2015 N 217)

CeTeBan opraHusauus obecneymBaeT 06CyKMBaHWE NoTpebuTenel ¢ cobntogeHmem TpeboBaHmiA

K opraHusaumm oducoB obcnyxkuBaHua notpebutenei, NpesycMOTPEHHbIX npuaoxKeHnem N 2 K
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HacToAWUM EANHbIM cTaHaapTam.

16. CeTeBas opraHu3sauma obecneymBaeT o4Hoe 06CcnyXKMBaHMe NnoTpebutenei:

B LLeHTpax obcay»KnBaHUA notpebuTteneli ceTeBolt opraHnsaLmm He meHee 45 4acoB B Heaento;

B NYHKTax 06cnyKumBaHmA noTpebutenein ceTeBon opraHM3aunm He meHee 25 4acoB B Hegento.

17. O4yHoe obcayKmBaHue noTpebutenen B oducax obcayxuBaHMA noTpebutenein Beperca B
nopagKe »KMBOW oyepean C MCMOJIb30BaHMEM CUCTEMbI 3NEKTPOHHOTO YrpaBaeHUsa odepenbto (npu
Ha/IMUMM TaKOK CMCTEMbI) U NO NpeaBapuUTeNbHOM 3anucK no TenedoHy MAM Ha odpuLManbHOM canTe
CeTeBOl opraHM3aLuu.

18. Ob6cnykuBaHMe noTpebuTeneit AOMKHO OCYLWLEeCTBAATbCA B At06bom oduce obcnykuBaHuA
notpebuteneir BHe 3aBMCMMOCTM OT MeCTa pPaACMO/IONKEHUA SHEPTONPUHMMAIOLWMX  YCTPOICTB
noTpebuTena Ha TepPPUTOPUN SKCNTyaTaLMOHHON OTBETCTBEHHOCTU CETEBON OpraHM3auunu.

19. CeTeBan opraHusauma Npu OCYLLECTBAEHUN OYHOrO 0OCAYKMBaHUA NoTpebuTeneit B opucax
obcnykumBaHMa notpebuteneir obecneymBaeT COBeEpLIEHWE AOENCTBUM MO MNEpPeyHto  COrnacHo
npunoxeHunto N 3 K HacToswmum EanHbIM cTaHgapTam.

20. Obuwee Bpems 0XXUOaHUS NoTpebuTens B ouepenm n obcnyRumBaHma notTpebutens paboTHUKOM
oduca obcnyKRMBaHMA noTpebuTenei AOMKHO cocTaBnaTb He 6onee 30 MWUHYT. PaboTHUKKM oduca
obcnyxumBaHMA notpebuteneit 06Aa3aHbl HOCUTb NYHbIE HArpyaHble UAEHTUOUKALUMOHHbIE KapTOUKK C
YyKa3zaHMeM HaMMeHOBaAHMA CETEBON OpraHn3aLmm, 4oIKHOCTU, UMEHW, OTYeCTBa U pamuamm paboTHUKa.

21. PaboOTHMK ceTeBOW OpraHusaummn, NpUbbLIBLLMIA K NOTPebUTeNto ANA OCYLLEeCTBJEHUS OYHOro
obcnyXumBaHMA, coobliaeT notTpebutento ceon Gamuanilo, UMsA, OTYECTBO, AONKHOCTb, HAMMEHOBaHUE
CEeTEeBOM OpraHu3auMn, a TaKKe NPUUYKHY M Uenb npubbitua. Mo TpeboBaHMo noTpebutens paboTHUK
OOJ/I)KEH MpeaocTaBUTb CAy)ebHoe yaocTtoBepeHne nMbo WMHOM  AOKYMEHT, NoATBEPKAAoWNI
nosHomouma paboTHuKa. Mpu obpaweHnun noTpedbutens K pPaboTHWKY CeTeBOW OpraHuWsauuu no
BOMPOCAaM OKa3aHWA yCayr No nepesayve sNeKTPUYECKON SHEPTUM U TEXHOIOTMYECKOTO NPUCOEeLNHEHNS,
HO He CBA3aHHbIM C MPUYNHOM U Uenblo NPUbLITUA, NPUBLIBLLIMIA PaboTHUK coobliaeT noTpebutento
KOHTaKTHYO MHPOpPMaLMIO CETEBOIN OpPraHM3aLMm, PasbACHAET, Kyda M B KAKOM MopaaKe emy cregyet
obpatutbCA.

22. [lata v Bpems Bble3aa paboTHMKa CEeTEBOM OpPraHU3aUMKn K NoTpebuTento cornacoBbiBatOTCA C
notpebutenem. MNpu HeobxoauMocTM aaTta U Bpema NpubbITUA MOTFYT KOPPEKTUPOBATLCA KaK CeTeBOM
OopraHusaumen, Tak u noTpebutenem, NpU 3STOM CeTeBas OpraHu3aLma:

a) ysegomnseT notpebutens o aaTe U BPpeMeEHW 3aniaHUPOBAHHOroO NpubbITUA paboTHMKA He
nosgHee yem 3a 5 pabounx gHen 40 AaTbl NNAHUPYEMOro NPuUbLITUA, @ B C/ly4ae CPOYHbIX Bble3aoB -
HenocpeACcTBEHHO Nepes Bble3aom;

6) B cnyyae M3MeHeHMA BpemeHu coobuiaetr o6 3Tom He nosgHee 4yem 3a 2 4yaca A0 paHee
COrnacoBaHHOro BpeMeHU NpunbbITUA paboTHMKa.

B cnyyae HeobxoAuMMOCTM  JIMKBMAAUMM  TEXHONOTMYECKUX  HaPYLUEHUIA,  YrpOXKatoLMX
pabotocnocobHocTM obopyaoBaHMA WK NPeaoTBpalleHus (NMMKBMAAUUM NOCNEACTBUIM) HecyacTHbIX
cny4yaes, NpubbITUE K NOTPebUTento paboTHNKA CETEBOM OpPraHU3aLMM MOMKET He COr1acoBbIBATbLCA.

KoHcynbTaHTlAOC: NpUMmeyaHue.
Mnaga lll Bctynaet B cuny ¢ 17 pespana 2015 roza.

[Il. OpraHuM3auus 3a04HOro 06CayKMBAHUSA (C UCNONB30BAaHMEM
TenedoHHoOM cBA3M U ceTh NIHTepHeT)

23. CeTeBaa opraHusauus obecneumBaeT obC/AyKuMBaHME noTpebuTeneir ¢ UCNOSb30BaHUEM
TenedoHHOW CBA3K, NOUYTOBON CBA3M U ceT NHTepHeT (aanee - 3a04HoOe 0bCayKuBaHue).

24. CeteBas opraHusauua obecneumsaeT npuem M 06paboTKy TenedoHHbIX obpalleHuit
noTpebuteneit No BONpPocam:

a) oCyLWecTBNEeHNA TEXHONOTMYECKOrO NPUCOeAMHEHNS;

6) oKkasaHuA ycayr No nepegaye 31eKTPUYECKOMN aHepruu;

B) OpraHM3aLmMm y4eTa 31eKTPUYECKON SHepruuy;

r) opraHusauun ob6cay:KMBaHWA noTpebuTeneil, NPeaoCTaBNAeHUA KOHTAKTHOM WHdopMaunm



oducos obcaykuBaHMA noTpebuTenen, 3anncM Ha OYHbIM Npuem, a TakXe Mo/b30BaHUA
WMHTEPaKTUBHbIMM CEPBUCAMM OPULMANBHOIO CalTa CETEBOM OpraHM3aLmm B ceTn UHTepHeT;

[) HEeCOOTBETCTBMS KauyecTBa 3/IEKTPUYECKOW IHEpPruM TEXHUYECKMM periameHTam U WHbIM
ob6A3aTenbHbIM TPeOOBAHUAM;

€) nepepbiBOB B nepegaye 3/EKTPUYECKOW IHEPrUU, NPEKPALLEHUs UKW OrpaHUYeHnn pexunuma
nepesayn sNeKTPUYECKOM IHEPTUN.

25. [na 3ao04HOro ob6CayxuBaHMA noTpebuTeneit ceteBas oOpraHusaumsa obecneymBaer
BO3MOXHOCTb BbINOJIHEHUS AENCTBUIA NO NepeyHto cornacHo npunoxkeHuto N 4 K HacToAwmMm EguHbim
CTaHAapTaM.

26. 3a04Hoe obcnyKMBaHUe noTpebutenen ¢ ucnosibzoBaHnem TenedoHHOM CBA3K MO BOMNpPOCaM,
YyKasaHHbIM B nognyHKtax "a" - "r" nyHkTta 24 Hactosawmx EAMHbIX cTaHOapToB, ceTeBas opraHuMsauums
OCYLLECTBAAET Yepes LLeHTPbl 06paboTKM TeniepOHHbIX BbI30BOB B paboyee Bpemsa opucos 0b6CyKMBaHUA
notpebutenein. Homepa ueHTPoB 06PabOTKMN TeNePOHHbIX BbISOBOB CETEBOM OPraHM3aLLMm MO YKa3aHHbIM
BONpPOCaM pasmeLatoTca Ha odpuUManbHOM caliTe ceTEBOM OpraHM3auumn B cetn MHTepHeT u B odpucax
obcnyKMBaHMA noTpebutenen.

27. ObcnyxmnBaHMe notpebuTenein no Bonpocam, yKasaHHbIM B noanyHktax "a" u "e" nyHkra 24
HacToAwmX EAMHBIX CTaHAAPTOB, OCYLLECTBAAETCA B PEXMME ropaveit TMHUK (ganee - ropadasn NMHMA NO
BONPOCAM 3/1EKTPOCHAOKEHMUA) KPYTOCYTOUHO.

TenedoHHbIN HOMEP ropsadYelt IMHUM MO BOMPOCAM 3/1EKTPOCHABKEHUA ABNAETCA e4UHbIM U
6ecnnatHbiM Ana noTpebuTenein Ha TEPPUTOPUM IKCMNYATaLMOHHOM OTBETCTBEHHOCTU CETeBOM
opraHusaumn. He gonyckaetcs MCMoNb30BaHWE B KayecTBe TesiepOHHOro Homepa ropadYent JMHUK No
BOMPOCaM 3/1IeKTPOCHabKeHMA TenedoHHbIX HOMEPOB OMNePaTUBHOIO NepPCoHasia CeTeBol opraHu3aLmu.

TenedOoHHbIM HOMEp ropsYein JIMHUKU MO BOMPOCAM 3/1IEKTPOCHAbXKEeHUs ceTeBOn opraHusauum
gosoautca oo  noTpebuTeneil, 3SHEPronpuUHMMaloLLME YCTPOMCTBA KOTOPbIX HENoCpeacTBEHHO
npucoeamHeHbl K 06beKTamM 31eKTPOCETEBOrO X0O3AMCTBA CETEBOW OpPraHM3aLmmn, B TOM YMCIe NyTEM ero
BKJ/IIOYEHMSA B IOrOBOPbI SHEPrOCHAbXKEHUA, pasmeLleHMs Ha odULMaNIbHOM CalTe CeTeBOW OpraHn3auum
B ceT MHTepHeT 1 B odurcax obcnyKmBaHua notpebuteneil.

28. CeveBana opraHuM3auuMs MpPW OCYLLECTBNEHMM 3a04YHOrO OOCAYXKMBAHMA noTpebuTenen c
ncnosibzoBaHnem TesiepoHHOM cBA3K obecrneymBaerT:

Hainume 6ecnaaTHbIX TenedoHHbIX KaHA/IoB CBA3W MeXAy CeTeBOM opraHusaumen wu
nortpebuTtenamu;

npuem n o6paboTKy BCex BXOAALMX TeNedOHHbIX BbI3OBOB MOTPeOUTENIEN B CETEBYHO OpPraHM3aLmto.
Bpems oxxunpaHua notpebutesem oteeTa no TenedoHy CeTeBON OpraHmM3aLmmn ¢ MOMEHTa coeanHeHusn (B
cnyyae obcnyRuBaHua notpebuTenei ¢ MCNOAb30BAHUEM CUCTEMbI MHTEPAKTUBHOIO FO/1I0COBOMO MEHHO -
C MOMeHTa Bblbopa noTpebuTenem Kateropum "coegmHeHua ¢ paboTHMKOM opraHusaummn” B cucteme
WMHTEPAKTUBHOIO r0JI0COBOr0 MEHI0) A0 MOMEHTA OTBeTa PabOTHUKA CETEBOW OpraHU3aLMm He AO/KHO
npeBbIWaTb 5 MMHYT. Bpema 06paboTku Bbi3oBa (TesiedhOHHOro pa3roBopa NoTpebutenn ¢ paboTHUKOM)
He A0NKHO NpeBbIWwaTh 5 MUHYT;

OCYLLECTB/IEHNE UCXOAAWMX TenedoHHbIX BbI3OBOB ANA WHPOPMMPOBAHWUS noTpedbutenein u
npegocrasneHna nHpopmaumm no obpaweHnam notTpebutenei;

BeAeHWe ayamosanncu BCex BXOOALMX M UCXOAALWMX Pa3roBOpOB C MoTpebutenem, o 4yem
notpebuTenb yBefOMIAETCA B Hayaie pa3roBopa c paboTHMKOM CeTeBOM OpraHM3aumuu;

[OCTYNHOCTb M HAAEXKHOCTb PaboTbl TeNePOHHbIX KaHANOB CBA3M;

pPerucTpaumio BXOAAWMX U UCXOAALIMX BbI3OBOB COMMACHO MYHKTY 42 HacToAwMx EAnHbIX
CTaHAAPTOB.

29. CeveBasa oOpraHusauuAa OCyWEeCcTBAAET 3aoyHoe obcny)KuMBaHWe noTpebutenen ¢
MCNONb30BaHMEM CBOEro oouLManbHOro caiita B ceTm WHTepHeT, copeprkawero uMHbopmauuio o
OeATeNbHOCTU ceTeBOM opraHM3aunn (ganee - opuuManbHbIN canT).

30. B cnyyae Bo3HWKHOBEHMA Nepeboes B paboTe oduLMaNbHOTO CaiTa, BAEKYLLUX HEBO3MOXHOCTb
OOCTyNa K cogeprralenca Ha Hem MHbopmauun (cepeucam), ceTeBan opraHn3aumsa B Te4eHME 2 YacoB C
MOMEHTA BO306HOBEHMA AOCTYNA K 0PULMANbHOMY CaliTy pasmelLaeT Ha HeM MHPOPMALLMIO O MPUUUNHE,
JaTe U BpPeMeHW MpeKpaleHna [0CTyna, a TakXe O JaTe M BPeMeHM BO30OHOBMEHWs [O0CTyna K
oduuManbHOMY CanTy.

MNoTpebutenn AoAXHbI UMETb BO3MOXKHOCTb O3HAaKOM/IEHUA ¢ MHOPMaLMen, pasmeLLeHHOM Ha



oduuManbHOM caiiTe, C UICNO/Ib30BAHMEM PACNPOCTPAHEHHbIX Beb-0603peBaTenei. Mpn 3Tom He A0KHA
npeaycMmaTpmBaTbCca YCTAaHOBKA Ha KOMMNbIOTEPbI NOTpebuTe el cneumnanbHO CoO34aHHbIX A18 NPOCMOTPa
odM1LMaNbHbBIX CANTOB NPOrPaMMHbIX U TEXHONOTMYECKUX CPEACTB.

CymmapHasa 41uTenbHOCTb NepepbiBOB B paboTe oduMLUManbHOrO canTa He AONXKHA npeBbiwaTth 4
YyacoB B mecAL,

31. UHPopmauua, pasmellaemas Ha oPULMaIbHOM calTe, A0JIXKHA ObITh:

AO0CTyNnHa AN1a aBTOMaTM4eckon ob6paboTku;

KPYrnocyTo4yHO AOCTynHa noTtpebutensm 6e3 MCNosb30BaHMA MNPOrpamMmHOro obecnevyeHus,
YCTAHOBKa KOTOPOTO Ha TEXHUYECKME CpeacTBa noTpebutens TpebyeT 3aKkN04EHMA TNLEH3INOHHOIO UK
WHOrO CcorfalleHMa ¢ npaBoobnagaTenem NpPOrpamMmHOro obecneyeHua, MpPeLyCMATPUBAIOLWETO
B3MMaHKe ¢ NnoTpebuTens nnatol;

[ocTynHa 6e3 B3MMaHus naaTbl.

32. HaBurauma opuumanbHoro caiita goAXKHa COOTBETCTBOBATL CAeAyowmMm TpeboBaHMAM:

BCA pasmelleHHasa Ha obuumanbHOM calite MHGOpMaLUMA A0XKHA BbiTb AOCTYNHa noTpebutensam
nyTem nocseaoBaTe/ibHOro nepexoga Mo rvnepccbiikaM HauyMHasa € raBHOM CTpaHMUbl 0dULMANBHOTO
canTa. Konnuectso TakMx Nepexon0B No KpaTyaliei Nnociea0BaTe/IbHOCTM A0/IKHO b6bITb He 6o1ee NATY;

noTpebuTento AoJIKHa NpPeaocTaBAATbCA HarnsaHaa MHGopmauua o CTPyKType oduuManbHOro
canTa M 0 MeCTOHaxXoXAeHMM 0Tobparkaemol CTpaHULbl B 3TOM CTPYKTYPE;

Ha KaxaoW cTpaHuue odULManbHOro caiTa A0/XKHbI O6biTh Pa3MeLLeHbl: FNaBHOE MEHIO, CCbi/IKa Ha
rNaBHYHO CTPAHULY, CCbINIKA Ha KapTy odpuumManbHOro caiTa;

3aroNI0BKM WM MOAMUCU HA CTPaHULAX AOOJIKHbl OMUCbIBATb COAEp)KaHWe (HasHayeHwe) Takow
CTPaHMLLbl, HAMMEHOBaHME TEKYLLEFO pasaena n oTobparkaemoro JOKYMEHTa;

HaMMeHOBaHMe CTpaHULbl, ONMUCbIBaloOLEe ee coaepkaHue (HasHauyeHue), JOMKHO OTobparkaTbes
B 3ar0/I0BKe OKHa Be6-0603peBaTens;

TEKCTOBbIN agpec B ceTn MHTepHeT (YHMBepcanbHbIi yKasaTenb pecypca, URL) Kaxaol cTpaHuubl
OO0/MKeH 0TOOparkaTb ee NOMOXKEHME B IOTMYECKON CTPYKTYpPE caliTa U COOTBETCTBOBATb €€ COAEPKaHMIO
(HasHauyeHMI0), a TaKKe B TEKCTOBOM ajpece AO/KHblI OblTb MCMNOb30BaHbl CTaHAAPTHbIE MpaBua
TpaHcAUTepaumu;

Ha rN1aBHOW CTpaHWUe odULMaNbLHOrO cailTa U B OTAe/bHOM pasdene (ganee - ANYHbIN KabuHet
notpebuTtens) pasmeLLaeTca HOMep ropsyein IMHUKU NO BOMPOCAM 3/1IEKTPOCHABKEHUS, TMNEPCChINKA Ha
nHbopmaumio, NpeaycMoTpeHHyo ab3auem OoAMHHAALATbLIM M ABeHaAuaTbiM NyHKTa 33 HacToAwMX
EAWHbBIX CTaHAAPTOB, @ TaKMKe CCbINKM-6aHHEepPbl Ha UHGOPMALMOHHbIE MHTEPAKTUBHbIE CEPBUCHI CETEBOM
opraHusaumm.

33. B uensx obecneyeHnn onepaTMBHOIo AOCTyNa noTpebutenein K MHPopmaLmmn 06 oKasbiBaeMbix
ycayrax U obCnyKuBaHMM CETEBOM OpraHM3auuu B FNaBHOM MeHH oduUMaNbHOrO caiTa ceTeBoW
opraHusaumm Bblgensetca pasgen "MoTpebutenam". B yKasaHHOM pasgesnie pasmellaetcs MHbopmaumn
B COOTBETCTBMMW CO CTAaHAAPTaMM PaCKpbITUA MHPOPMaLMN CyObeKTaMn ONTOBOIO U PO3HUYHbIX PbIHKOB
3/1IeKTPUYECKOM SHEepruK, a TakKe cneayoume cBeaeHns:

NnoyToBbIM agpec ceTeBOW opraHuWsauuu, agpeca U rpaduk paboTtbl odpucoB ob6CNyKMBAHUSA
notpebuTeneit, Homepa TenedoHOB, MO KOTOPbIM OCYLLECTBAAETCA 06CNyXKMBaHMe NoTpebuTenen, agpec
odMUMANBbHOIO CaiTa CEeTeBOM OpraHU3auuu;

nopsagoK NoJayn U paccMoTpeHma obpalleHnin noTpedbuTenen, cogepKalimnx Kanoby Ha AencTema
CETeBOM OpraHn3aLmm, ¢ ykasaHMEM CPOKOB PacCMOTPEHMA 0bpalleHnn U NpeaoCcTaBAeHMA OTBETa;

NopsAaoK M CPOKU 3aKNH0YEHMA A0roBopa 06 0OKasaHMM yCayr No nepegaye 3/1eKTPUUYECKOMN IHepruu,
npeaycMoTpeHHble 3aKkoHoZaTenbCcTBoM Poccuiickon deaepauymu;

nopsaoK NoAauM 3a8BKM Ha TEXHOIOTMYECKoe NpucoeauHeHe, OCHOBHbIE 3Tanbl ee PacCMOTPEHMS
N NX CPOKM, CBEAEHUNSA, KOTOPbIE A0JIKHbI COAEPKATbCA B 3aABKE HA TEXHONOMMYECKOE NPUCOeANHEHNE, U
TpeboBaHMA K NpuaaraeMbiMm K HEW JOKyMeHTam, GopMbl 3aABOK A4/1A 3aMN0IHEHNA NoTpebutenem;

nopsagoK  BbIMOJIHEHMA  TEXHONOIMMYECKOrOo  MPUCOEAMHEHMs,  3Tanbl  TEXHOJIOFMYECKOro
npUcoeaMHEHMA N UX CPOKU;

nopsaoK pacyeTa NaaTbl 3a TEXHONOTMYECKOE NpUcOoeAMHEHUE ANA BCeX rpynn noTtpebutenei,
KOMUU peLleHnii opraHa WCMOJIHATENbHOM BnacTu cybbekta Poccuiickoit depepaumm B obnactu
rocyaapcTBEHHOrO perynmpoBaHus uUeH (TapudoB) o6 ycTaHOBAEHMM NNaThbl 3a TeXHO/MOrM4yeckoe
npucoegmMHeHMe B OTHOLUEHUU TEpPPUTOPMAsbHbLIX CETEBbIX OpraHM3auuii, a TaKKe KonuAa pelleHun
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denepanbHOro opraHa MCMNOJIHUTENbHOW BAAcTU B 06/71aCTUM rOCyAapCTBEHHOIO PeryanpoBaHMa LeH
(TapndoB) No ycTaHOBAEHUIO NNATLI 338 TEXHOIOTMYECKOE NPUCOegMHEHNE B OTHOLWEHMM OpraHn3aumumn no
yNpaBAeHUo eINHON HaLUMOHabHOM (06LLEPOCCUINCKOIN) INEeKTPUYECKOM CeTbio, NOPAAoK onaaTbl No
O0roBopy 06 OCyLLECTBIEHUN TEXHOIOTMYECKOTO MPUCOEANHEHMUA K SNEKTPUYECKMM CETAM, 0COBEHHOCTH
BHECEHMA nAaTbl OTAE/IbHbIMM TpynnamuM noTpebuteneii, npeaycMoOTPeHHble 3aKOHOAATe/IbCTBOM
Poccuiickoin Pepgepaunu;

NnopAAOoK pacyeTa NiaThl 32 OKasaHUe yCayr no nepeaye 3/JeKTPUYECKOM SHeprnumn ana BCex rpynn
notpebutenei, KONMN pelleHnin opraHa UCNONHUTENbHOM BAacTu cybbekTa Poccuinckonn degepaumm B
061aCTV rocyaapcTBEHHOIO PeryiMpoBaHua UeH (Tapudos) o6 ycTaHOBAEHUU TapudOB Ha ycayrn no
nepegaye 3/1EKTPUYECKON SHEPIMU B OTHOLIEHUW TEPPUTOPUA/IbHBIX CETEBLIX OPraHU3aumie, a TaKKe
Konuwu peweHnit depepanbHOrO OpraHa MCNONHWUTENBHOW BAacTM B 06/1acTU  rocyapCTBEHHOTO
perynmpoBaHua ueH (Tapudos) 06 ycTaHoBAEHWUWU TapudOB Ha yCAyrM MO nepesade 3NeKTPUYECKOM
SHEPrMM B OTHOLWEHWW OpraHM3auMM MO YNPaB/lEeHUID eAMHOW HauMOHaNbHOW (06LepoccuincKoit)
3NEKTPUYECKON CETbIO, NOPALOK ONAATbI MO JOTOBOPY 06 OKasaHUM yCcayr No nepepaye 3/eKTpUYecKo
SHeprum;

NnopAaoOK OCYLLECTBAEHNA KOMMEPYECKOro Yy4yeTa CeTeBbIMW OPraHM3auusamMm, B TOM 4ucie
TpeboBaHMA K MecTam YCTAaHOBKM MNpUOOPOB Yy4yeTa, CXeMbl MOAKIOYEHUA M  METPOSIOrMYecKue
XapaKTepPUCTMKM NpMbopoB yyeTa 6e3 yKaszaHWA TOBapHbIX 3HAKOB, 3HAKOB 0OCNYKMBaHUA, GUPMEHHbIX
HaMMeHOBaHMWI, MaTEHTOB, MNOJIE3HbIX MOAENeN, MPOMbIWIEHHbIX 06pasuoB, HaMMEHOBaHWI MecT
NPOUNCXOXKAEHUA NPMOOPOB yYeTa AU HAMMEHOBaHWUI Npou3BoanTeNei Npubopos yueTa;

HaMmeHoBaHMe NPUOOPOB y4yeTa, YCTAaHOBKY KOTOPbIX OCYLUECTBAAET CeTeBas OpraHuM3aumsa, ux
CTOMMOCTb M CTOMMOCTb PaboT Mo UX YCTaHOBKE;

NMPUYMHBI U CPOKU MNJIaHOBbLIX NEPEPLIBOB B Nepesaye 3N1eKTPUYECKON SHepPruum, NpeKpaLLeHns uim
OrpPaHMYEHUSA PeKMMA Nepesayn 31eKTPUUYECKOM IHEPTMM, B TOM YUCe NpeaBapuTesibHas MHopmMaums
O CpPOKax OrpaHUYeHUs pexkuma noTpebneHua 3N1eKTPUYEecKon sHeprun (MoLLHOCTK) noTpebuTenei B
CBA3N C MNpOBeAEHMEM PEMOHTHbIX pPaboT Ha O06beKTax 3/1eKTPOCETEBOrO XO03AMCTBA CETEBOM
OpraHM3aLmmn, BKOYEHHbIX B rO40BOM (MecsAYHbIl) rpaduK pemMoHTa;

pacyeTHble AaTa U BPeMsa BOCCTAHOBJ/IEHUS 3/1IEKTPOCHabKeHMA B C/lyyae BBeAEHWUA BHEMNIAHOBOIO
OrpaHMYEHMs perKMma noTpebneHns a1eKTPUUYECKoM sHepPrMm (MoLHOCTK);

YacTo 3aaBaemble BONPOChI, BO3HMKalOLWMe Yy NoTpebutenen, U oTBETbI Ha HUX;

aKTyasibHble M3MEHEHWs 3aKoHoZaTenbcTBa Poccuiickol Pepepaumm B OTHOWEHWUWU Mpouenyp
OKa3aHMA YCNyr CETEBbIMM OPraHU3aLMaMMY;

yTBEPXKAEHHbIE rPadMKM aBapUIMHOTO OrpaHUYeHUs;

nacrnopTa ycayr (npoueccos) ceTeBOM opraHn3aumm;

nopaaoKk paboTbl B JIMYHOM KabuHeTe nOTpebuTens, BKAOYaA MoJiydeHMe MNepBOHaYasIbHOro
A0CTyNna K IMYHOMY KabMHETY, perncTpaLmio 1 aBTopnsaumio notpeburens.

34. UHdopmauums, yKasaHHas B ab3aLe OAMHHAALATOM NyHKTa 33 HacToALWMX EANHBIX CTaH4ApPTOB,
noanexuT onybaMKoBaHUIO He No3gHee Yyem 3a 7 AHeW A0 AaTbl NJIAHOBbIX MEPEpPbLIBOB Nepesayn
3NEKTPUYECKON IHEPTUM.

35. MHdopMauums, yKasaHHanA B ab3aLe TPMHAALATOM NyHKTa 33 HacToAwmMX EANHBIX CTaH4apTOB,
NoaNeXuUT onyb/AMKOBAHUIO He peKe OAHOro pasa B KBapTas Ha OCHOBE aHaiu3a MOoCTYyNUBLUUX
obpallLeHunii B ceTeBY0 OpraHM3auumio.

36. CeteBana opraHu3auma obecneymsaeT, B TOM YUC/ie C UCMONb30OBAHUEM JIMYHOTO KabuHeTa
notpebuTtens, TEXHUYECKYIO BO3MOMKHOCTb:

a) HanpaBneHus noTpebutenem obpalleHUli, B TOM YMC/E COLEPKALLMX KaNobbl U 3asBKKU
(3asBneHnnA) Ha oKasaHue ycnyr (npoueccos), cornacHo npuaoxkeHutio N 5 K HactoAwMm EauHbIM
CTaHAapTam B GOpMe 3/1eKTPOHHOFO AOKYMEHTA NyTem 3ano/IHEHUA SKPaHHbIX Gopm Beb-UHTepdelica
odMumManbHOro caita C 00f3aTesIbHOW A1  3aMO0/IHEHMA  KOHTAKTHOM  MHopmauumein U
npeanoYTUTENbHbIM CNOCOOOM NONYYEHMA OTBETA. B aKpaHHbIX popmax Beb-nHTepdeinca opuumanbHoOro
caliTa obecneymMBaeTcs BO3MOXHOCTb MNPMKpPenasaTb ¢anabl ¢ matepuanamm no obpaweHuio. Mpu
HanpaB/ieHMM obpalleHns Yepes yKasaHHbIM MHTepdenc noTpebutenb LoAKeH OblTb YBEAOMEH O
NJIAaHOBbIX CPOKaX PAaCCMOTPEHMA 0OPaLLEHNA C YKAa3aHUEM PErnCTPaLMOHHOIO Homepa obpaleHus;

6) 3anosHeHMA NocpeacTBOM 3KpaHHON popmbl Beb-uHTepdeiica odULMaNbHOrO caiMTa aHKeThbl
notpebutens gas onpoca C LeNblo OUEHKM KayecTBa OKasblBaeMbIX YCAYr CETEBOW OpraHu3aumu u



obcnyXuBaHUA noTpebuTtens;

B) Noay4YyeHus notpebutenem ceegeHUin 0 CTaTyce PacCMOTPeHUs obpalleHusa, HanpaBEHHOIO B
CeTeBYIO OpraHM3aumio;

r) BBOAa noTpebuTenem TeKyLMX NOKa3aHUIi NpubopoB yyeTa 3N1eKTPUYECKon sHepruu;

[) HanpaeneHuA noTpebuTenem yBeLOM/IEHUSA B CETEBYIO OPraHuM3aumio o6 WMCMOAHEHUU UM
MepPOoNPUATUIA, NPEAYCMOTPEHHbIX TEXHUYECKMMU YCNOBUAMM;

e) npenocrasieHMa notTpebutensam:

CBEAEHU O CTaTyce pacCMOTPeHUs 3aABKM (3asBneHus) noTpebuTens Ha OKasaHue YyCAayr,
NogaHHOM B CEeTEBY0 OpraHM3aLMio, C YKasaHWeM AaTbl NOCTYMN/AEHMA 3asBKU U ee PerncTpaLymoHHOro
HOMmepa, AaTbl HaNpPaBAeHUA 3aaBUTE/I0 NOAMNMCAHHOIO CETEBOM OpraHu3aumeit gorosopa 06 oKkasaHum
ycayru;

CBEAEHUIN O CTaTyce WCMONHEHWA AOroBOPA OKA3aHMA YCAYIM C YKAa3aHWEM MIaHOBbIX CPOKOB
WCMNOJIHEHMA, 33 UCKIIOYEHMEM A0TOBOPOB Ha OKasaHMe YyCayru No nepesade 3/1eKTPUYECKOM SHEPruu.
CsefeHUs no gorosopam 06 ocywecTBAEHUN TEXHONOTMYECKOrO NPUCOEAMHEHUA AONXKHbI BKAOYATb
MHPOPMALUMIO O AaTe 3aKYEHUA AOrOBOPA, XOA€E BbINONHEHUA CETEBOM OpraHM3aument TeEXHUYECKMX
ycnoBuii, GakTUYECKOM NPUCOeaMHEHUN, COCTAaBAEHUN U NOANNUCAHUMN LOKYMEHTOB O TEXHONOTMYECKOM
npucoeguHeHnu;

CYETOB HA OMNIATY YCAYF MO TEXHONOFMYECKOMY NPUCOEANHEHMIO;

CBeAEHUIN 0 NoKasaHMAX NPMBOPOB yyeTa NO TOYKAM yyYeTa 3/1EKTPUYECKON SHEPrMmM noTpebutens
M CTAaTUCTUKE NOTPebAeHUA 3SNEKTPUYECKON 3SHEPrMm Ha MOMEHT MNOCAEeAHEro CHATUA CeTeBOW
OpraHusaumMen TaKMX MOKa3aHWi WAM  BBEAEHWA MOKasaHui npubopa yyeta noTpebutenem
CaMOCTOATE/IbHO;

CBeAEeHU O cTaTyce pPaccMOTpPeHus obpalleHus, HanpaBAeHHOro B CETEBYID OpraHM3auuio B
3/IeKTPOHHOI dpopme.

37. JocTyn K AMYHOMY KabuHeTy noTpebutena ocyLLeCcTBAAETCA NOC/e BBOAA NOTpebutenem cBomnx
NAEHTUOMKALUMOHHDIX AAaHHbIX: UMEHM (NOrMHA) 1 Napons v (M1K) No PerncTpaumoHHOMY HOMepPY 3aABKM
Ha OKasaHue ycayr (oTAeNbHbIX NPoLeayp) 1 Napoto, KoTopble BblAatoTcs NoTpebuTento:

a) Npu o4HOM 06pallleHNN B CETEBYHO OpPraHn3aLmio;

6) No NcbMeHHOMY 3anpocy noTpebutens;

B) Moc/ne 3anoJiHeHus notpebutenem skpaHHol ¢opmbl Beb-UHTepdelica oduLmManbHOro caita
CeTeBOM OpraHM3aLnUnN perncTpaymu.

38. Pasgen "MoTpebutenam" oduumanbHOro canta CETEBOM OpraHM3auuM pPEKOMeHAyeTca
pa3pabaTbiBaTb B COOTBETCTBUM C NpuaokeHnem N 6 K HacToalwmMm EAnHbIM cTaHAapTaMm.

IV. Mpurem u paccmoTpeHue obpalleHnin notpebutenem

39. NoTpebutenam obecneynsaeTca paccMoTpeHMe 06paLLEHN B YCTAHOB/IEHHbIE CPOKM.

40. CeTeBas opraHM3aLma Npu paccMoTpeHnn obpaleHnin noTpebuTenein obecneymsaeTt Nnpuem u
pervcTpaumio NoCTynMBLIEro B agpec ceTeBoi opraHmM3auumn obpaleHna notpebutensa (B NMCbMeEHHOMN,
3NEKTPOHHOMN, yCTHON dopme, C Ucnonb3oBaHUEM TenedoHHOoM cBA3K). MNpu perucTpaunmn obpalleHms
dUKeUpyeTcAa KOHTaKTHaa uHpopmauma notpebutensa, gata NocTynneHus obpalleHus M BXOAALMIA
PEerncTpaLnoHHbI HoMep 0bpaLLeHus.

41. CeTeBaa opraHuW3aumsa HanpasaAeT NOTPebUTeNto OTBET MO CyLlecTBY Ha ero obpaleHue B
cnefytowme CPoKu:

a) oTBET Ha NUCbMeHHOe obpalleHue noTpebuTens Ha bymaykHOM HocuTene - B TedeHue 30 gHel
CO AHA perucTpauum obpalleHuAa CeTeBOM OpraHusauuMen, B C/ly4ae ecin MHOe He MnpesyCMOTPEHO
3aKoHoaaTenbCTBOM Poccuitckoin Pepepaumy;

6) obpalleHne noTpebuTens, HanpasaeHHoOe C UCMO/Ib30BaHNEM oduuUManbHOro canta B popme
3NEKTPOHHOTO A OKYMEHTA, - B CPOKM, YKa3aHHble B NpuaoxkeHnn N 5 K HacToAawmm EanHbIM cTaHaapTam;

B) OTBET Ha obpaleHne NoTpebuTens ¢ Ucnonb3oBaHWeEM TesedOHHOM CBA3U NpeaocTaBfeTCA
HenocpeacTBEHHO B MOMEHT 06palleHusa noTpebuTens. B cnyyae HEBO3MOXKHOCTU NPeaoCTaBUTb OTBET B
MOMEHT o0bpaleHna notpebutens paboTHMK CeTeBOM OPraHM3auUMM 3aNUCbIBAET KOHTAKTHYHO
MHbOpPMauUmio NoTpebuTens n He nosgHee 4 YacoB C MOMEHTA PerncTpaumm obpalleHns npesocTasnseT
OTBET NOTpebuTento;



r) echn obpalieHne notpebutens ¢ Ucnonb3oBaHMeM TesnedOHHON CBA3M COAEPHKUT Kanoby u
$aKTbl, U3N10XKEHHbIe B TaKoM Kanobe, TpebyloT aHann3a matepuanos no obpalweHuno notpebutens,
paboTHMK ceTeBOW OpraHuMsauMm, NpUHABLWIKNI TenedOHHbIM Bbi30B, odopmaseT xanoby B dopme
3NEeKTPOHHOTO [OKYMEHTa, KOTOpbIA PEerucTpupyetcs B YyCTaHOBNeHHOM nopagKke. Cpok oTBeTa
noTpebuTento No TakoM }anobe He AonKeH npesbiwaTtb 30 AHEN CO AHS perucTpauum obpauieHms;

A) oTBeT Ha ycTHoe obpalleHne notpebutens B oduc 06CAyXKUBaAHMA noTpebutenei
npeaocTaBAAeTCcA HENOCPEACTBEHHO NPU NocelweHnn notpedbutenem odpuca. B cnydae HEBO3IMOXKHOCTH
npeaocTaB/ieHns oTBeTa Ha obpaleHue noTpebutena npu OCYLLECTBAEHUM OYHOro 06CAyKUBAHUA
noTpebuTens, a Takxe ecsiv obpalleHme NoTpebuTena coaepKuT *Kanoby n GaKkTbl, U310KEHHbIE B TaKOM
»Kanobe, TpebyloT aHaNn3a maTepunasos No obpalleHUto noTpebutens, paboTHUK ceTeBO opraHn3auum
OOJ/IKEH NpeasioXK1Tb NOTpebuTento HanpPaBuUTb B CETEBYHO OPraHM3aLUMio NUCbMEHHOE obpalleHne uan
obopMunTb 06paLLeHme B opuce 06CyKMBAHMA Ha TUMNOBOM GaaHKe. Mocne 3anoNHeHUA U NognucaHus
notpebutenem 6naHKa obpaweHns Takoe obpaweHune pernctpupyetca. Cpok OTBeTa Ha Takoe
obpaleHre He goaKeH npesblwaTtb 30 AHeN co AHA perucTpaunmn obpalweHus.

42. B cnyvae ecnm U3NoxKeHHble B 06paLleHMm NOTpebuTens BONPoChbl He OTHOCATCA K KOMMNETEHL MM
CeTeBOM OpraHM3aumu, paboTHWMK CeTeBOW oOpraHM3auum He no3gHee 5 pabounx aHen co AHA
perucTpauumn obpawerHna nHGopMUPYeET NOTPebUTENA O HEBO3MOXKHOCTU NPEAOCTaBNEHNA eMy OTBETA
MO CYLLECTBY M3/10XKEHHbIX B 0OpaLLeHNN BONPOCOB M COOOLL,AET KOHTaKTHYI0 MHPOPMALMIO OpraHM3aL i,
K KOMMETEeHUUN KOTOPbIX OTHOCATCA TaKMe BONpPOChl.

43. ObpaleHne noTpebutensa o NpefoCcTaBAEHUN CIPABOYHOM MHPOPMALMK U (MAKN) KOHCYAbTALMK
CYMTAETCA PAaCCMOTPEHHbIM, €C/iM NoTpebuTento Hanpas/ieH (NpeaocTaBneH) OTBET C 3anpaliMBaemMol
nHbopmaumeir.

44. Ob6pauweHue noTpebutensa, coaeprkaliee Kanoby, cUMTaeTca PaCCMOTPEHHbIM CETEBOW
opraHusaumemn, ecniu:

a) yctaHoBneHa 060OCHOBaHHOCTb (HEOHOCHOBAHHOCTb) 3asiBEHUS O HaAPYLIEHUM MPaB MM
OXpPaHAEeMbIX 3aKOHOM MHTEPECOB NOTPebMTENA, B TOM YMC/E O NPeAOoCTaBAEHMM YCAYT HEHAA/1eKaLllero
KauyecTBa;

6) B cnyyae HeobxoAMmOCTM MO 060OCHOBaHHLIM Kanobam onpeaeneHbl MeponpuaATUA,
HanpaB/ieHHble Ha BOCCTAHOBJ/IEHME HAPYLWEHHbIX MPaB WM OXPaHAEMbIX 33aKOHOM WHTEpecoB
notpebutens (aanee - KOPPEKTUPYOLME MepbI);

B) HanpasneH (NpeaocTaBneH) oTBET NoTpebutento no obpalleHuo:

B C/ly4yae NpU3HaHMA }Kanobbl HEOHOCHOBAHHOM B OTBETE NPEAOCTaBAATCA APryMeHTUPOBAHHbIE
pa3bsACHEHMA B OTHOLEHMM OTCYTCTBUA OCHOBAHUI 15 ee yA0BAETBOPEHUS;

B C/lydae NPU3HaHKUA *Kanobbl 060CHOBAHHOW B OTBETE MOTPEOUTENIO YKa3bIBAlOTCA, KaKue npasa
WAN 3aKOHHble MHTEPEeChl NOTPebuTeNn NoANEKAT BOCCTAHOB/IEHMIO U B KAKOM nopsaaKe. Ecav no »Kanobe
Heobxo4MMa peannsauma KOPPEKTUPYIOWMX Mep, B OTBETE MNOTPEOMTENI0 YKA3bIBAETCA NAAHUPYEMBbIN
CPOK MX peanusaumu.

45. PaccmoTpeHue obpalleHna He npoussoauTca (c yBegomieHMem o6 sTom noTpebutens) B
cnyYanx:

a) ecnn 0bpaLLeEHME COLEPHKUT HELLEH3YPHbIE MO0 OCKOPOUTE/IbHbIE BbIPAXKEHUS;

6) ecnm B 06pallleHMM COOePKUTCA BOMPOC, Ha KOTOPbIA AaHHOMY NoTpebuTento ycayr yxe 6bina
npeaocTaB/ieH OTBET MO CYLEeCTBY B CBA3M C paHee HanpaB/ieHHbiMM 0bpalleHMAMKU, U Npu 3TOM B
06palleHM He NPUBOAATCA HOBble AOBOAbI AN 0BCTOATENbCTBA;

B) €C/M OTBET MO CyL,EecTBY MOCTaBJEHHOro B ObpalleHMM BOMPOCa He MOMKeT 6biTb AaH 6es
pasrnaleHna cBeeHnIA, COCTaBAAOLLMX KOMMEPYECKYIO TallHY MW UHYIO OXPaHAEMYO 3aKOHOM TaliHy.

46. PaccmoTpeHue obpalleHus (6es ysegomneHusa notpebuTensn) He NPON3BOANUTCA B C/TyYanX, €C/NU
TEKCT NMMCbMEHHOro obpalleHnsa He NoAAAeTCA NPOYTEHUIO UM B 0BpaALLEHNIN OTCYTCTBYHOT KOHTAKTHbIE
AaHHble, HeobxoaMMble ANA HanpaBaeHWA OTBETa.

V. OcobeHHoCTU 06CnyKMBaHUA NoTpebuTenel Npm okasaHum
YCAYT N0 TEXHONOrMYECKOMY NPUCOEANHEHUIO

47. CeTeBaf OopraHnsauma obecneuunBaet I'IOTpE6MTe}'IﬂM - d)MSVI‘-IeCKMM nuam, MaKCMMa/ZlbHaA
npuncoeagnHeHHaa MOLWHOCTb 3HeEPronpuHMmarowmnx yCTpOVICTB KOTOpbIX coctasnaer o 15 KBt



BK/IIOUNTE/IBHO  (C  y4eTOM paHee MPUCOEAMHEHHbIX B  AAHHOM  TOYKe NpUcoegUHeHus
SHEpPronpUHUMAIOLWUX YCTPOMCTB), BOSMOXHOCTb:

a) BbICTAB/EHMA CYETa Ha ONATy YC/AyrM MO TEXHONOrMYECKOMY MpuUcoeguHeHuo crnocobamu,
OOMYCKalOLWMMM BO3MOMKHOCTb WX YyAaneHHoM nepegaun (noyta, ceTb WMHTepHET), no KenaHuio
notpebutens;

6) BHeceHMA nnaTbl MO AOroBOpy 06 OCYLLECTBAEHMM TEXHOJIOTMYECKOTO MPUCOEAMHEHMUA K
3NEeKTPUYECKMM ceTam 6e3 onaaTbl KOMUCCUMN.



MACIOPT YCJIYTM (IIPOLIECCA) CETEBOM OPTAHV3ALINU

HauVMeHOBaHMe yCJyI'u (mnpolecca)

Kpyr BasBurenen <1>: .
PasMep mjIaTe 3a NPenoCTaBJIeHME YCHIyTM (Ipolecca) M OCHOBAaHME ee B3MMaHUA:

YcJioBMSa oOKaz3aHusa yCiayIu (mnpouecca) <2>:
PesynbpTaT oOka3aHuUA yCJayI'm (mpolecca) :
ObmmMM CpOK OKaszaHusa yCcJayIu (mpolecca): .

CocTaB, OCJIEOOBATEJILHOCTbL M CPOKM OKa3aHMsa yCJayIru (mpouecca) :

N dtan | CoaepxaHue/ycnosus stana dopma Cpok CcbliKa Ha
n/n npeaocTaBneHun NCNOJIHEHUA HOPMaTUBHbI M
NnpaBoOBOM aKT

MpunoxkeHne N 1

K EAMHBbIM CTaHAapTam KayecTBa
0bcnyKMBaHMA CETEBLIMM OPraHn3aLLUAMM
noTpebuTenein ycayr ceTeBbiX opraHm3aumim



KonTaxkTHasa mHOOpMaLMsa IOJiS HalpaBJieHMs obOpaumeHum <3>:

<1> YKa3sblBaloTcA ANLA, KOTOPble MOTYT NOAYUYUTb AaHHYIO YCAyTY.

<2> OnucaHMe yCN0BUI, NPU KOTOPbIX OKasaHWe ycayru (npolecca) CTaHOBUTCA BO3MOMKHbIM
(npepocTaBneHne Bcex HeOBXOOMMBbIX AOKYMEHTOB, Hannune ¢GpU3MYeCcKOW BO3MOMKHOCTM OKasaHwuA
ycayru (npouecca) v gp.).

<3> YKa3bIBatOTCA KOHTAKTHbIE AaHHbIE UL, KOTOPble MOTYT AaTb MCYEPMNbIBAIOLLYIO MHGOPMALLUIO
06 OKasblBaeMoW ycayre, NpUHATb anoby Ha aeicteua (besaencTene) noapasgeneHusa (paboTHUKA)
ceTeBow OpraHMsauunn, 3aHATOro B OKasaHUM ycnyru, ynoJIHOMO4YeHHOro opraHa MCNOJHUTENbHOM BN1aCTH,
OCYLLEeCTBAIAOLWEro Haa30pHbIe GpYHKLMMU 33 AeATENIbHOCTbIO CETEBOM OpraHmn3aumu.

MpnnoxkeHme N 2

K EOWHbIM CTaHZapTam KavecTBa
06CNYKMBAHMA CETEBLIMMW OPraHM3aLUAMM
notpebuTenen ycnyr ceTesblX opraHU3aLmi

TPEEOBAHWA
K OPTAHM3ALINMM OPUCOB OBC/TYKUBAHUA NOTPEBUTE/EN
CETEBbIMW OPTAHU3ALMAMK

1. Mpw 060pyaOBaHUM LLEHTPOB 0BCNYKMBAHUA NOTPebUTeNel B KAMEHTCKOM 3ase NPoM3BoaUTCA
30HMpOBaHWEe nomelleHuA, obecneuymBatollee ero pasgeseHve Ha ABe 30Hbl: KJAMEHTCKYIO U 30HY
pasmelleHma paboTHUKOB, OCYLLECTBAAIOLLNX 0OCNYXKMBaAHME NoTpebuTenen.

2. UeHTpbl o06cnyxunBaHMA noTpedbuteneit cHabxKarTca WHOOPMAUMOHHBIMKU  TabanYKamm
(BbIBECKAMM) C NOTOTMNOM CETEBOW OpraHMU3aLnm:

a) Ha Bxoge B 34aHMe pasmellaeTcA BbiBecKa € MHOpMauMeil: HauMeHOBaHWEe CeTeBoW
OpraHusaumn, NoYTOBbIA agpec, rpaduk paboTbl UeHTpa obcay:KmBaHus noTpebutenelt, agpec
3/IEKTPOHHOM MOoYTbl, TenepoH LLeHTPa obCAYKMBAHUA NOTpebuTeneir n ropayen MHMM No BOMPOCaM
3N1eKTPOCHabXKeHWA CeTeBON opraHmn3auuu;

6) B NnOoMeLLeHNN - BbIBECKM C 0O6O3HAYEHMEM MECT OYHOro Npuema notpebutenei, cayRebHbIX
NomeLLeHWNI, He NpeaHa3HAYeHHbIX 419 O4YHOro NpMemMa noTpebuteneis;

B) B K/IMEHTCKOM 3a/le - BbIBECKM HA OKHax 0b6C/yKMBaHUA noTpebutenelr okono paboumx mect
paboTHMKOB.

3. B KNMEHTCKOM 3ane LeHTpa 06CnyKMBaHMA NOTpebuTenei opraHU3yeTca 30Ha OXUAAHMA 4NA
notpebutenei, No3BonAtoWaA PasMecTUTb NOTPebuUTenen B NMKoBble AHWU (Yackl) npuema. MNaowaab
30Hbl OXKMAAHWUA COCTaBAAET He MeHee 4 KBaApaTHbIX METPOB Ha 0A4HOro paboTHMKa, 0bcayKuBatoLWero
notpebuTena (ogHOro okHa obcnyKmBaHua). B 30He oXuaaHMA obecneuynBaeTca Haandme mebenn ana
NCMNO/Ib30BaHUS MOTPEOUTENAMMN BO BPEMS OXMUAAHWUA: HE MEHEE OAHOro CMAAYero Mecta Ha OZHOro
paboTHMKa, o6cnyKuBatoLWwero noTpedbuTenn (04HOro okHa 0b6CNyKMBaHMA), He BKOYAsA cuaaune mecTa
HenocpeacTBEHHO ANA Npuema notTpebuTtenei, oTAebHOro CToNa U CTyAa Ans 0GOpPMAEHUA LOKYMEHTOB
BO BPEMSA OXWMAAHUA, KAHLENAPCKMX MPUHALNEKHOCTEN.

4. 30Ha OXKMAAHWUA KIMEHTCKOTO 3a/1a OCHALWAeTcAa MUHGOPMALMOHHBIMU CTEHAAMMU C HEODXOANMMOA
ana notpebutena nHdopmavmenn B cooTBeTcTBUM €O CTaHAAPTAMM PackpbITUA nHGopMmaLmMm cybbeKkTamm
ONTOBOFO W PO3HWYHbLIX PbIHKOB 3/IEKTPUYECKOM 3SHEpPruu, YTBEPKAEHHbIMU MNOCTAaHOBNEHUEM
MpasutenbctBa Poccuitckoit depepaumm ot 21 sHeapa 2004 r. N 24, a TaKXKe CO cieaylolen
nHbopmaumeir:

4.1. rpaduK paboTbl odpuca obCcnyKMBaHUA NoTpebutenen;

4.2. NoYTOBbIMA aApeC U SNEKTPOHHbIV aapec oPULMaNbHOTO calTa CeTeBOW OpraHM3aunn, agpec
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3/IEKTPOHHOM NoYTbl, TenepoHHble HoMepa LEeHTpa 0b6cnyKMBaHUA NoTpebutenein U ropaden AMHUKN No
BONPOCaM 3/IeKTPOCHAbXeHUA CeTeBOM OpraHuMsauuu, Mo KOTOPbIM OCYLLECTBAAETCA 3ao4yHoe
obcnyuBaHue notpebutenei, TeppuUTopms 06CNYKUBAHUSA CETEBOM OpraHu3aumu;

4.3. nopAgoK nogayn M paccMoOTpeHus obpalleHuin notpebutenei, coaeprkalimnx Kanobbl Ha
OENCTBUA CeTEBOWM OpraHM3aumu, C YKasaHMEM CPOKOB PAacCMOTPeHUA obpalLeHui 1 NpeaocTaBaeHuns
oTBeTa;

4.4. nopALOK U CPOKKU 3aKAOYEHMA AOroBopa 06 OKasaHMM ycayr No nepefadve 31eKTPUYECKOM
3Heprun, NpeaycMoTpPeHHbIe 3aKoHOAaTeNbCTBOM Poccuiickoin ®epepaumm;

4.5. nopAagoK NoAayum 3aABKU Ha TEXHONOMMYECKOE NPUCOEANHEHNE, OCHOBHbIE 3Tarnbl U CPOKK ee
paccCMOTPEHUA, CBEAEHUA, KOTOPbIE AO/KHbI COAEPKaTbCA B 3aABKe, TpebOBaHMA K NpUaaraembim K Hei
OOKYMeHTam;

4.6. Tapudbl Ha yCayrv No nepesave SNEKTPUYECKON SHEPTUN Ha TEKYLLMIA NEPUOL PEFYIMPOBAHUA
C YKa3aHMeM UCTOYHMKA oduLManbHOro onybAMKOBAHMA pelleHnsa opraHa UCMNOJHUTENbHOW BNACTU B
061acTV rocyAapcTBEHHOMO peryampoBaHua Tapndos cybbekTa Poccuinickon Pepepaunu;

4.7. Tapudbl HAa TEXHONOIMYECKOE MNPUCOEAMHEHME HA TEKyWMin nepuos peryampoBaHusa ¢
yKa3aHMeM WUCTOYHMKa OdMLMaNbHOIO onybAMKOBAHMA pelleHua OpraHa WCMOAHMTENbHOM BAacTU B
061aCTV rocy4apCcTBEHHOMO peryanpoBaHusa Tapndos cybbekTa Poccuninickon Pegepaunu;

4.8. 6NaHKM TUNOBbIX AOKYMEHTOB MO TEXHONOIMYECKOMY NPUCOEANHEHMIO, HA OKa3aHWe yCayr no
nepesgaye 3NeKTPUYECKOM SHEPTUM U NPpoYeE;

4.9. NopAAoK OCyLWEeCTBAEHUA KOMMEPYECKOrO yyeTa CEeTeBbIMM OPraHM3auMAMK, B TOM YMCAe
TpeboBaHMA K MecTam YCTAaHOBKM MNPUOOPOB y4yeTa, CXeMbl MOAKAKOYEHUA UM  METPOSIOrMYecKkue
XapaKTEPUCTUKM NPUOOPOB yYeTa;

4.10. HaumeHOBaHWe NpPUBbOPOB yyeTa, YCTaHOBKY KOTOPbIX OCYLLECTBAAET CeTeBan opraHusaums,
MX CTOMMOCTb M CTOMMOCTb PaboT N0 UX YCTAHOBKE;

4.11. EanHble cTaHAApTbl KayecTBa OOCAYKMBAHWA CETEBbIMM OpraHusaumamu noTtpebutenei
CeTeBbIX OpraHn3aunii;

4.12. nacnopT yCAyr CEeTEeBOM OpraHM3aLunu;

4.13. KHura ¥anob u npeanoxeHni.

5. Mpu HeobxogumocTn B LeHTpe obcnyxkmBaHua noTpebuteneir obecneumBaeTca Haaunuume
naaTeXKHOro TepMUHaNa 18 onaaTbl YCAYr CETEBOM KOMMAHUM.

6. Ecnm B KNneHTCKOM 3a1e obcnyuBaHue ocylecTeaseTca 6onee yem 4 paboTHMKamu (bonee yem
4 OKHa 06CNyKMBaHWUSA), 30HA OXMAAHMA 0H60PYAYETCA SNEKTPOHHOW CUCTEMOM YNpPaBAeHUA oYepesbto,
KOTOpas npeAHa3Ha4YeHa ONTUMM3MPOBATb MOTOKKU NoceTUTenei. MHCTPYKUMA Mo 3KcnayaTaumm CUMCTeEMBI
ynpaBneHMa odYepenbto U CXxema pasMeLLatoTca Ha MIHGOPMALUMOHHOM CTEHAE.

7. NMomelLeHMe LeHTPa 06CnyKMBaHMA NoTpebutenelt obopyayeTca NPOTUBONOKAPHOM CUCTEMO,
CPeACTBAMM TMOMKAPOTYLLIEHUA, @ TAKXKe LEHTPa/IM30BaHHOM CUCTEMOI OMOBELLEHMA MNoceTUTenen u
pabOTHMKOB LLeHTPa 06CNYKMBAHMA O NOXKAPE U APYIUX KPUIUCHBIX CUTYaLMSX.

8. B nomelLeHMM LeHTpa 06CcnyKMBaHMA NoTpebuTenen obecneynsaeTca HaaMumMe NMTbEBON BOAbI,
anTeyKu.

9. B ueHTpe obcnyxuBaHMAa noTpebuTenein obecneumsaeTca 6HesonacHocTb NoTpebutenein u
paboTHMKOB.

10. B 3gaHuMM ueHTpa obcnyKuBaHMa notpebuteneir obecneunBaeTcs AOCTYyn nocetTuTenen B
CaHy3/bl.

11. B oTHOWeEHUN NYHKTOB 06CAY*KMBaHUA noTpebutenelr cetesas opraHu3auma obecneymsaet
TpeboBaHMA NYHKTOB 2, 4, 8, 9 HacToALLEro NPUAOKeEHNs K EANHbIM cTaHgapTam.

Kpome TOro, B nyHkTe obcny)KmMBaHuA obecneumBaeTcs Hananune mebenu ANA UCNOJSIb30BaAHUA
notTpebutenimm BO BPEMA OXWOAHWUA: HE MeHee OAHOro cMAAYero mecta Ha OAHOro paboTHWMKA],
obcnykmBatowero notpebutena (ogHOro OKHa obCAyXMBaHWMA), He BKAOYaA cuaAavMe MecTa
HenocpeacTBEHHO AnA nNpuema notpebutenei, ctona u ctyna ana opopmneHna LOKYMEHTOB BO Bpems
OXMOAHUA, KAHUENAPCKUX NPUHAZNEKHOCTEN (pyyKM, Bymara ana 3anucen).
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OCHOBHbIE ENCTBUA

MpunorkeHune N 3

K EQMHBbIM CTaHAApTaM KayecTBa
0bcnyKMBaHMA CETEBLIMM OPraHn3aLLUAMM
noTpebuTenein ycayr ceTeBbiX opraHm3aumim

CETEBOW OPTAHWM3ALIMM NPWU OCYLLECTBNEHWUM OYHOIO OBC/TYKMBAHMA

NMOTPEBUTE/NIEN B O®UCAX OBCNYHKUBAHUA NOTPEBUTENEN

N OCHOBHble AeNCTBMA CETEBON OPraHn3aLUum Npu OCYLLLECTBIEHUM OYHOTO 0BCYKUBAHUA
notpebuteneit B opmcax obcnykmBaHmna notpedbutenei

1 Mpuem W  perucTpaums O4YHOro OOpalleHMs NOTpebuTens, pPerucTpauma  KOHTAKTHOM
MHbOPMaUUKN NOTPedbuTenn, NpoBepKa KOPPEKTHOCTU OGOPMIEHNA 3aABOK HA OKasaHMe YyCAyr,
KOMMNIEKTHOCTU JLOKYMEHTOB U MOJIHOTbI CBEAEHWUI B 3asiBKE B COOTBETCTBUM € TpeboBaHMAMMU
HOPMATUBHbIX NPABOBbIX AKTOB:

1.1 npuem ¥xanobbl NoTpedbuTtensa B nMCbMeHHOM dopme

1.2 nprem 3anaBKMK/3aABMEHNA HA OKa3aHMWe YCayr B NTMCbMeHHOM Gopme, B TOM Yncne:

121 33ABKM Ha TEXHOJIOTMYEcKoe npucoeguHeHune

1.2.2 ob6paleHMa NoTpebuTens o NpoaseHUN CPOKa AENCTBUA paHee BblAAHHbIX TEXHUYECKUX YCIOBUIA

1.2.3 3aABNEHUA O BOCCTAHOBNEHWUW paHee BbIAAHHbIX TEXHWYECKUX YCNOBUIM, yTpaTa KOTOPbIX
HaCTynuna B CBA3M C IMKBUAALMEN, peopraHM3aLmen, npeKkpaLleHemM AeaTe/IbHOCTU NPEXHEro
BNagenbLa (3aABuTeNs), Npogarkein 06bEKTOB U MO MHbIM MPUYMHAM

1.2.4 YBEAOM/IEHNA O 3aK/IIOYEHUM COMNALLEHMSA O NepepacnpeneeHnn NpucoeanHEHHOM MOLHOCTH

1.2.5 3aABAEHMA Ha 3aK/odeHMe AoroBopa 06 OKa3aHWM yCayr No nepeaayde 3/1eKTPUYECKOM SHeprum

1.2.6 3anpoca 0 COrnacoBaHUM MeCTa YCTaHOBKM Npubopa yyeTa, CXeMbl MOAKAOYEHMA NpUbopa yyeTa

N NHbIX KOMMNOHEHTOB U3MePUTE/IbHbIX KOMMN/IEKCOB N CUCTEM YYETQA, a TaKKe MeTPO/I0Or'M4eCKnx




XapaKTepPUCTUK Npubopa ydyeTa

1.2.7 3aABKMN 0 HEOHXOAMMOCTU CHATUS NOKa3aHMM cyLLecTBytoLero npubopa yyeta

1.2.8 3asBKM Ha OCYLLECTBAEeHMEe A0NYCKa B 3KCM/yaTauuto npubopa ydyerta

1.2.9 3aABaeHMA Ha 060pyL0BaHME TOUKM NOCTaBKM Npnbopamm yyeTta

1.2.10 3afBKUW Ha YCTaHOBKY, 3aMeHY 1 (1aun) akcnayaTaumio npnbopos yyeTa

1.3 npuem coobuieHnin o 6e3goroBopHom (6e3y4eTHOM) NOTPEBNEHUM INEKTPUYECKOM IHEPTUN, O
XMLLEHUM 0OBEKTOB 3/1EKTPOCETEBONO XO3AMCTBA

2 Mpuem nokasaHun NpnbopoBs yyeTa 31EKTPUUYECKON IHEPTUN

3 MNpefocTaBneHne cnpaBoYHOM WHPOpMaALMM O [eATEeNbHOCTM CEeTeBOM OpraHusauuu Mo
BONPOCaM OKa3aHWsA yC/yr CeTEBOW OpraHM3aLmm, B TOM YiC/ie NpeaocTaBieHne TMNoBbix Gopm
OOKYMEHTOB

4 MpeaocTaBneHne KOHCYAbTaLMi NO BONPOCaM OKa3aHWA YCAYr CETEBOM opraHmn3aumnu.
B cnyyae otcytctBMA MHOpMauUMM Yy pabOTHWMKA, OCYLLECTBASIOWErO OYHbIA Mpuem, ANs
NpPesoCTaBAEHNA KOHCY/bTAaUMW PAabOTHUK pPerucTpupyetr nucbMeHHoe obpalleHune, OTBET Ha
KoTopoe npeaocTtasnseTcsa B TeyeHue 30 gHen

5 MpepoctaBneHve MHGOPMALMM O CTATyCe MUCMOJIHEHMA 3afBKM Ha OKasaHuWe ycayr (npouecca),
[0roBopa oKasaHuA yCayr, pacCCMOTPEHUA 006paLLLeHUA, COAEPKALLETO Kanoby

6 Bblaavya AOKYMEHTOB NOTPebUTeNaM, B TOM YMC/e SOTOBOPOB HA OKa3aHWe YCayr, KBUTAHLUNA,
cyeToB-paKTyp Ha onnaTy ycnyr, JOKYMEHTOB MO pe3y/ibTaTaM OKasaHWA ycayr (aKToB), akToB
6e3yuyeTHOro (6e3a0roBopHOro) NoTpebAeHNs 3NEKTPUYECKON SHEPTUU

7 MpepoctaBneHne uHOGOPMaLMM O MNPUYMHAX W CPOKax MNAHOBbLIX MepepbiBOB nepeaayu

3/1EKTPUYECKOW 3HepPrm, NpuYMHax HecobaoaeHnsa TpeboBaHUIM K NapameTpam ee KayecTsa, O
JaTe 1 BpeMEeHM BOCCTAHOBNEHWA Nepeaaym 3/1eKTPUYECKON 3HepruK, a TakKe 06 obecneyeHum
COOTBETCTBUA KAauecTBa 31eKTPUYECKON SHEPTUKM TpeboBaHUAM 3aKOHOAATEIbCTBA.

Mpu oTcyTcTBMM MHPOPMaLUM Yy PaBOTHMKA Ha MOMEHT MoCeLLeHns PaboTHWK NpeaocTaBaAeT




oTBeT NoTpebuTento He NosaHee 4 4acoB C MOMEHTa perucTpaLmmn obpalleHus ¢ 3anpocom. Ecam
obpalleHre COAEPNKUT Kanoby U M3N0XkKeHHble ¢aKTbl TPebyloT aHanAM3a MaTepuanos, TO
paboTHWK npeanaraet noTpebuTento HanpaBuTb B CETEBYHD OPraHM3auUMio MUCbMEHHOE
obpalyeHre B popmMe 3/1eKTPOHHOTO AOKYMeEHTa UM odopMUTL obpalleHme Ha TUNoBoM 61aHKe
NpuY NOCELLEHUN, OTBET NpeaocTaBaseTcsa B TeueHne 30 aHel

MpunoxkeHune N 4

K EANMHbIM CTaHAapTam KavecTsa
06CNyKMBaHMA CETEBBIMU OpPraHMU3aLUAMM
notpebuTenelt ycayr ceTeBblX opraHu3aumi

8 Mpuem nnaTtexkel 3a oKasaHue ycayr (B LeHTpax obcayKmBaHua notpebuteneit)
9 Bblgaya MHANMBMAYANbHOIO IOTMHA M NaposA A1a A0CTYNa B IMYHbIN KabUHET noTpebutens
10 MpoBeaeHWe LUENeBbIX OMNPOCOB, aHKeTUPOBaHMA noTpebuteneir AnA OLEHKM KadvecTsa
OKa3blBAaeMbIX YCAYT 1 06CNyKMBAHMSA
OCHOBHbIE AENCTBUA
CETEBOW OPFAHM3ALUMW NPU OCYLLECTB/IEHMM 3A04YHOIO OBC/TYXMBAHUA
NOTPEBUTENEN C UCNONIb3OBAHUEM TEJIEGOHHOW CBA3U
N OCHOBHble AeACTBMA CETEBOM OpraHM3aLuMm NPU oCcyLLECTBAEHUN 3a04HOIO 0B6CNYKUBaAHMA
notpebuTeneit nocpeacTsom tenepoHHoOM cBA3N
1 Mpuem, pernctpaums, obpaboTka BXOAALIMX Bbi30BOB MOTpebuTenen C 3anpocom CrpaBOYHOM
nHdopmauum, No BoNpocam npeaocTaBieHUa OTBeTa NoTpebuTento M 3anucu notpebutenei Ha
npuvem B opuc 0b6CcNyKMBaHMA NO BOMNPOCAM:
1.1 | ocywecTBieHMA TEXHONOTMYECKOro NpucoeanHeHus




1.2

OKa3aHuA ycnyr no nepepaye 3ﬂeKTqueCKOl>lI HEpPrnmn

1.3

OpPraHU3aLMKn y4eTa 3NEeKTPUYECKOM SHEPTUN

1.4

obcnyKmBaHuna notpebutenei

15

NoJlyYeHNa KOHTaKTHOM MHPOPMaLMKM CETEBOW OpraHM3aumMmn 1 opraHMsauuin, paboTaowmx B chepe
3HEepreTMKN Ha TEPPUTOPUN AEATENbHOCTM CETEBOW OpraHM3aLmm

Mpuem, peructpauma, obpaboTKa BXOAALIMX BbI3OBOB NOTPebMTENEN NO BONPOCAM KOHCY/bTaunui u
npeaocTaBneHns otTeeta notpebutento

Mpuem noKasaHui nNpuMOOPOB Yy4yeTa ISNEKTPUYECKOM 3SHEepruM B C/yyasX, MNpPeayCMOTPEHHbIX
OCHOBHbIMU MOJIOXKEHUAMU GYHKLUMOHUPOBAHUA PO3HUYHbBIX PbIHKOB 3/IEKTPUUYECKOW 3HEepruu,
YyTBEpPXAEeHHbIMW NocTaHoBAeHuem lNpasutensbctea Poccuiickoit Pepepaumm ot 4 mas 2012 r. N 442

Mpuem, perucTpaums, o6paboTKa BXOAAWMX BbI30BOB MNoTpebutenein c coobuieHnem o
6e34,0roBoOpHOM M 6e3y4yeTHOM NOTPEBAEHNN INEKTPUUYECKON IHEPTUM, A TAKKE O XULLLEHNN 0O BEKTOB
3/1EKTPOCETEBOrO X03ACTBa CETEBOM OpraHM3aumum

4.1

Mpuem, perncrtpauusa, ob6paboTka BXoAAWMX BbI3OBOB noTpebutenen c coobuweHnem o
HECOOTBETCTBMM KauecTBa 3/IEKTPUYECKON SHEPrMM TEXHUYECKMM perfiameHTam W MHbIM
ob6a3aTenbHbIM TpeboBaHMAM. [Nepeaaya ykasaHHbIX COO6LLLEHNI ONepaTUBHOMY NePCOHaNy CETEBOM
opraHmsaumm (Npy HeobxoaANMMOCTH)

4.2

Mpuem, peructpaums, o6paboTKa BXOAALLMX BbI30OBOB NOTPe6GUTENEN C coobL,eHMeM O NpeKpaLLeHnn
nepeayn snekTpuyeckomn sHeprmu. MNepenaya yKasaHHbIX COOBLLEHNA ONepaTMBHOMY MepcoHany
ceTeBOW opraHusaumnmn (npu HeobxoAMMOCTH)

Mpuem, peructpaums, obpaboTKka BXOAALLMX BbI3OBOB notpebuteneit ¢ 3anpocom nHGopmaumm o
NAaHUPYyeMbIX CPOKax BOCCTAHOB/IEHMA Nepedayn 3/1eKTPUYECKOM 3HepruM, No BOMpocam
obecneyeHNs COOTBETCTBMSA KauyecTBa 3/1EKTPUYECKON SHEPIUN TEXHUUYECKUM pernaMeHTam u MHbIM
obna3aTenbHbIM TpeboBaHMAM

OcyuiecTeneHme NCXoAALLMX BbI30OBOB A/1A yBeAOMIeHNA noTpebuTtenein 06 aBapuitHbIX CUTYaLUAaX B
JNEKTPUYECKUX CETAX, PEMOHTHbIX W NpoduaaKTUYecKMx pabotax B MOPAAKE M CPOKM,



consultantplus://offline/ref=847C080932888DB8DD4E5D8823BD871B64CEF97DF8F5360372BC46602BCA70C1B5D66EC8B90AF26DP42AK

YCTaHOB/IEHHbIE OTOBOPOM Ha YCNyrn no nepegadve 3!'IEKTpW‘IECKOI\;1 IHEepPrmmn

OcyuwiecTBnieHMe UCXOOAWMX BbI3OBOB A/ YBeAOMJIEHUS MOTpebuTeneir npu OCyLwecTBAeHUM
TEXHOJIOrMYECKOro NpUCcoeanHEHNs, OKasaHWaA yCIyr No nepegave 3/eKTPUYECKON SHePrun u npu
OCYLLECTB/IEHNMN KOMMEPYECKOTO YYeTa 3/IeKTPMUYECKOIN IHEPTUm

OCYLLI,ECTBI'IEHME ncxoaAaWmMxX Bbi30OBOB AN1A OTBETA I'IOTpE6MTE/'IFIM Ha O6pa|J.I,EHMFI, Ha KOTOpble He
6b1710 BO3MOKHOCTU npeanocTtaBuUTb OTBET HENOCPEeACTBEHHO NPU NOCTYN/IEHUN O6pa|.I.I,EHVIH

Mpuem, pernctpaums, obpaboTka BXOAALIMX BbI3OBOB MNOTpebutener, cogepalmx »Kanoby, u
npeaocTaB/ieHne oTBeTa NOTpebuTento

10

MHd)OpMaLI,MOHHOE BBaMMOAeVICTBMe C onepatnBHbiIM MNMePCOHA/IOM ceTeBoOM opraHnsaunn npwu
nocrtynneHnn o6pau.|,eHMV1 no BONMpoCam HeCOOTBETCTBMNA Ka4ecCTBa 3I'IEKTpVIHECKOl7I IHEpPrnmn
TEXHUYECKMUM pernameHTam U UHbIM o0bsA3aTeNbHbIM Tp86OBaHVIFIM, nepepbiBoB, npeKkpaweHnA
nepegavn QHEKTpMHECKOﬁ IHeprmn MHd)OpMaLI,MM aBapMVIHbIX M NNAHOBbIX OTKAKYEHUAX
3/1EKTPO3HEPTIUN

11

MpoBeaeHWe LeneBbiX ONPOCOB, aHKETUPOBAHWA NOTPebUTENEN A/17 OLLEHKM KAaYecTBa OKa3biBAaEMbIX
YCAYT U 06CNyKMBaHUA

OCHOBHbIE AENCTBUA

MpunoxkeHne N 5

K EAMHbIM CTaHAapTam KadecTBa
06CNYKMBaAHMA CETEBBIMMU OPraHMU3aLUAMM
notpebuTenelt ycayr ceTeBblX opraHu3aumi

CETEBOM OPIFAHU3ALMW NP OCYLLIECTB/IEHUIM 3A0O4HOTO OBC/TYKMUBAHKA

NOTPEBUTENEWN C UCMOIb3OBAHUEM CETU UHTEPHET

CNMCOK U3MeHAILWMX AOKYMEHTOB



(8 pea. Mpukasa MuHaHepro Poccum ot 06.04.2015 N 217)

N OCHOBHble AeNCTBMA CETEBOM OpraHM3auum npu NHTEepaKTUBHbIN CpOK 1UcnosiHeHuA
OCYLLLECTB/NIEHUM 3a04HOro 0b6CNyKMBaAHUA cepBuc
notpebuteneit B cet NHTepHeT

1 Mpuem obpalleHuii noTpebuTenen c 3anpocom B TeyeHue 15 gHen
crnpaBoYyHoOM MHPOPMaLUM Yepes3 MHTEPAKTUBHbIE CO AHA
3NEeKTPOHHble GpopMbl, NpeaocTaBieHe OTBETa oTnpasaeHus
noTpebuTento n 3anucb NnoTpebutenei Ha Nnpuem B obpauleHun
oduc obcnyKMBaAHMA MO BONPOCAM:

1.1 OCYLLECTB/IEHUSA TEXHOIOTMYECKOTO NPUCOEANHEHNSA

NHTepHeT-NnprMemHas,

1.2 OKasaHMA yCAyr No nepejaye 31eKTpUYecKol NNYHBIA KabuHeT
saHeprum notpebuTens

1.3 OpraHu3aLmMmn y4eTa 3N1eKTPUYECKOM sHeprum

1.4 obcnymBaHuA notpebuteneit

1.5 KOHTaKTHOM MHbOPMaLMKN CETEBOM OPraHn3aumm m

opraHusauuii, paboTatowmx B chepe sHepreTukn

Mpuem obpaleHnin noTpebutenelt No Bonpocam NHTepHeT-npuemHan, |B TeueHune 15 gHeit

KOHCYNIbTaLMN Yepe3 MHTEPAKTUBHbIE 3/IEKTPOHHbIE | IMYHbIA KabUHeT CO AHA
dopmbl M NpesoCcTaBieHNe oTBeTa NOTPebUTeNto noTpebutens oTnpaBieHus
obpalleHun

Mpuem anob notpebutenei yepes MHTePaKTMBHbIE | UHTepHeT-NpuemHas, |B TeueHme 30 gHelt

3/1EKTPOHHbIe GOPMbI U NPeAoCTaB/eHe OTBETa NINYHbIA KabUHeT CO AHA
notpebutento noTpebutens oTnpaBieHus
obpalleHun

Mprem 3aaBKK/3aABNEHNA HA OKa3aHMWe yCayr yepes JInyHbIN KabuHeT | B TeyeHune 1 gHs co
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UHTEPAKTUBHbIE 3/TEKTPOHHbIE (bOprI, B TOM 4ucne:

nortpebuTens

[AHA OTNpaBAeHus
obpalleHuna B

4.1 3aABKM Ha TeXHOJIOrMYeCcKoe npucoegmHeHune K cnyyae
N OOKYMEHTOB U
4.2 3aABKM O HEOHXOAMMOCTM CHATUA NOKA3AHWUN o
NO/IHOTbI CBEAEHNI
cylLecTBytoLwero npubopa yyeta B
3aABKe/3aABNEHUMU
4.3 3aABKW Ha OCYLLECTB/IEHME A0NYCKa B IKCN/yaTaumio /
npubopa yyeta
4.4 3aAB/eHMA Ha 060pyA0BaHNE TOYKM MNOCTABKMU
npubopamm yyeta
4.5 3aABKMW Ha YCTAaHOBKY, 3aMeHY U (M1K) aKkcnyaTaumio
npubopos yyeTa
5 Mpuem yepes MHTEPAKTUBHbIE 31eKTPOHHbIe popmbl | UIHTepHeT-NpuemHasn, |B TedeHne 1 aHsA co
coobuieHnit o besgorosopHom (6esyyeTHoM) JINYHbIN KabuHeT [OHA OTnpaBaeHnn
noTpebeHNN 3NEKTPUYECKON SHEPTUU, XULLLEHUM notpebutens obpaleHusa
06BEKTOB 3/1IEKTPOCETEBOIO XO3AMCTBA
6 Mpuem nokasaHu NpMOOPOB yyeTa 3NEKTPUYECKON | JIUYHBIN KabuHeT B TeueHune 1 gHsa co
saHeprum notpebutens OHA OTnpaBaeHnn
obpaLeHua
7 MpepoctaBneHne nHGOpPMaLMK O cTaTyce JIN4yHbIA KabuHeT B TeyeHune 1 gHA co
WCMNOJIHEHWS 3asiBKM Ha OKasaHue ycayr (npouecca), | noTpebutens OHA OTnpaBaeHuA
[0roBopa OKasaHuA ycayr obpaleHusa
8 MpepocTtaBneHne MHPopmaLmMm o cTaTyce UHTepHeT-npuemHan, |B TeyeHue 1 aHA co
paccMOTpeHMUA 0bpallleHUA, cCoaepKaLLero Kanoby | AMYHbIN KabuHeT OHA OoTNpaBaeHuA
notpebuTens obpalleHun
9 MpeaoctaBieHMe 3/IEKTPOHHbIX KONUIA AOKYMEHTOB | JIMYHbIN KabuHeT B TeuyeHue 15 aHen

noTpebutensm no pesyabTaTaM OKasaHWUA ycayr

noTpebutena

CO AHA




(akTOB), aKTOB BE3yYeTHOTrO (6€340r0BOPHOIO)
notpebaeHns 3NeKTPUYECKON SHeprum

oTnpaBneHus
obpalleHun

10 Bblgaya nHANBMAYANBHOTO IOTMHA U NAPOAA gnA UHTepHeT-npnemHasa |B TeyeHue 1 gHAa co
A0CTyNna B IMYHbIN KabuHeT noTpebutens [OHSA 3aN0NIHEHNA
perncTpaunoHHoOM
dopmbl
11 YaaneHHbIN A0CTyN K NoKasaHMAM npubopa yyeTa JINYHbIN KabnHeT Mpw 3anpoce
Mo TOYKAM y4eTa 3/1eKTPO3Heprnmn notpebutens, notpebutens
CTAaTUCTMKe NoTpebneHnsa (Mpu HAMYUKU CUCTEMDI
yyeTa C yaaneHHbIM c6opom AaHHbIX)
12 MpepocTaBaeHMe CYETOB Ha onaaTy yCayr no JINYHbIM KabuHeT B TeyeHue 15 gHen
TEXHO/I0TMYECKOMY NPUCOEANHEHUIO notpebutens CO AHA
OTNpaB/ieHns
obpalleHun
(n. 12 B pea. Mpukasza MuHaHepro Poccum ot 06.04.2015 N 217)
13 MNpoBeaeHMe LeneBbix ONPOCOB, aHKETUPOBAHMUA NHTepHeT-npuemHan, | Ha noctoAaHHOM
notpebutenei Ana OLEHKM KayecTBa OKasblBaeMbIX | IMYHbIN KabUHeT OoCHOBe
YCAyr n ob6cnyKmBaHms notpebutens
14.1 MNpepocTaBneHne NMHOPMaLIMKN O NPUUYNHAX U JIN4YHbIN KabuHeT B TeyeHne 1 gHA
CPOKax NJaHoBbIX (BHEN/IAHOBbIX) OrpPaHUYEeHUAX notpebutens
pexkmMma noTpebaeHnn 3NeKTPUUECKOn IHeprum
(mowHoCTM) noTpebutenelt, a TakxKe o gaTte n
BPEeMEHM BOCCTAHOB/IEHWUA 3/1eKTPOCHAbKeHUA
14.2 MpepoctaBneHne MHGOPMaLMKN O NPUYMHAX B TeueHue 15 aHen

HecobnoaeHMA TpeboBaHWUI K NapameTpam
KauyecTBa 3/IEKTPMUUYECKON SHEPTUU, O MEPONPUATUAX
1 paboTax, HeobxoaMmbix ana obecneveHmn
COOTBETCTBMA KauyecTBa 3/1eKTPUUYECKON 3Heprum

CO AHA
oTnpasaeHus
obpaueHua. Ecam
N3/10XKEHHbIE
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Tp660 BaHNAM 3aKOHOAATE/IbCTBA

daKTbl TpebyloT
aHanusa
MaTepuanos, To
CPOK
npenocTas/eHuna
oTBETa MOXKeT bbITb
npoaneH o 30
AHeM




CTPYKTYPA
PA3ZE/IA "NOTPEBUTENAM" OPULMAJIBHOTO CANTA
CETEBOW OPTFAHM3ALINU

HanmeHoBaHue CopepaHue OnucaHune
nogpasgena
Tepputopua O6buan nHdopmauma MepeyeHb 30H AEeATE/NIbHOCTU CeTeBOM OpraHM3aumm C
ob6cnyRnBaHus AeTanusaumen No HaceneHHbIM MyHKTam W panioHam

ceTeBoOM OopraHunsauunun

ropoaos, onpegenAembiX B COOTBETCTBUUN C rPpaHUUaAMU
6anaHcoBow NPUHaAANEXHOCTU 9/1EKTPOCETEBOrO
X03ACTBa, HaxogAauweroca B CObCTBEHHOCTHU cbvmwana
nWan  npuHagnexawero emy Ha WMHOM 3aKOHHOM
OCHOBaHUKU

TexHnyeckoe cocToAaHne

ceten

CBefeHUss O TEXHUYECKOM COCTOSIHMM CeTei, B TOM
ynucne:

1) cBogHble AaHHble 06 aBaAPWUMHBLIX OTKAIOYEHMAX B
MecAl, MO  rpaHuMuamM  TeppuTOpPMaNbHbIX  30H
0eATeNbHOCTU OPraHM3aLNUn, BbI3BAHHbIX aBAPUAMMU UK
BHEM/IAaHOBbIMM OTK/IIOYEHMAMM 06bEKTOB
3N1eKTPOCETEBOrO  XO3AWCTBA, C YKasaHMemM  AaThbl
aBapMIAHOIO OTKIOYEHUS OOBEKTOB 3/1EKTPOCETEBOrO
X03AMCTBA U BKAOYEHUS UX B paboTy, NPUYNH aBapuit

MpunoxkeHne N 6

K EAMHbIM CTaHA4apTam KavecTsa
ob6cnyKmMBaHMA ceTeBbIMM OPraHU3aLLUAMM
noTpebuTenein ycayr ceTeBbiX OpraH13aumim



(no uToram paccnenoBaHWsA B yCTaAHOBAEHHOM NOPAAKE)
N MEPONPUATUIA MO UX YCTPAHEHMUIO;

2) o6bem HeONOCTaB/NEHHOM B pe3ynbTaTe aBapuUMHbIX
OTKNIOUYEHUI 3/1EKTPUYECKON SHEPTUK;

3) BBOA, B PEMOHT M BbIBOZA U3 PEMOHTA 3/1EKTPOCETEBBIX
06BEKTOB C YKa3aHMeMm CPoKoB (cBoaHan nHbopMaLLmsa)

MNepepaya
3/IEKTPUYECKOM
3Heprum

O6wan nHpopmauymsa o
nepegave
3NEeKTPUYECKOM SHEePTUm

MHPopmauma o nepedade 3/MEKTPUYECKON 3SHepruu,
CXema B3aMMOAENCTBMA Y4YaCTHMKOB MO nepeaade
3/1eKTPO3HEPrnK

HopmatuneHble
OOKYMEHTBI

MNepeyvyeHb akTya/ibHbIX HOPMATUBHbIX LOKYMEHTOB

Macnopta ycayr
(npoueccos)

MepeyeHb nacnoptoB BCex Yycayr (npoueccos),
OKa3blBaeMbIX (ocywecTBnsembix) ceTeBoW
opraHusauuen notpebuTtenam npu nepegave

3!'IeKTpMLIECKOl71 IHEpPrumn

Tunosble GpoOpMbl
OOKYMEHTOB

dopmMbl TUMOBbLIX AOrOBOPOB HA OKAasaHWe ycayr no
nepeaaye 31€KTPUYECKON IHEPrnn

Tapudbl Ha ycayru no
nepegave
3NEKTPUYECKOMN SHEPTUn

Tapudbl Ha ycayrm no nepegade 3/eKTPUYECKOM
SHEPrMM Ha TEeKYWWA nepuosa peryampoBaHua C
yKasaHMemM MCTOYHUKa odpuuManbHOro onybaMKoBaHUs
pelleHns opraHa WCNONHUTENbHOW BAacTM B obnactu
rocyaapcTBEHHOrO perynMpoBaHunsa TapudoB cybbekTa
Poccuiickoin Pegepaumm

BanaHc anekTpuyecKoi
SHEpPrun 1 MOLLHOCTU

1. OTNycK 3NEeKTPUYECKOW 3HeprumM B CeTb W OTMYCK
3/1EKTPUYECKOW 3HEepPrum U3 CeTU CeTEBOM KOMMAHWUM No
YPOBHAM HanpsAXXeHUN, MCMO/Ib3yeMbIM ans
LeHoobpasoBaHUs, NOTPebUTeNam  3NeKTPUYECKOM
3HEPrMn 1 TePPUTOPMAJIbHLIM CETEBLIM OPraHM3aLUAMm,
NpUCcoeaMHEHHbIM K CETAM CETEBOIN OpraHU3aunm.




2. 06bem nepeaaHHOW 31EKTPO3HEPrMM Mo A0roBopam
06 OKasaHMM yCAyr nNo nepejaye 3NEKTPUYECKOM
3HeprMM notpebutensm CceTeBOM OpraHuWsaumMM B
paspese ypoBHEW HaNpAXKeHW, WCNosb3yembiX ONS
LueHoobpasoBaHuA.

3. MoTepu 3NEKTPUYECKON 3HEpPruM B CETAX CETeBOW
opraHusaumMmM B abCcoNOTHOM UM OTHOCUTE/IbHOM
BbIPa*KEHWUM MO YPOBHAM HaNPAXKEHWUA, UCNONb3YEMbIM
ANA uenei LeHoobpasoBaHuA

3aTpaTtbl Ha onaaTty
noTtepb

1. 3aTpaTbl CETEBOM OpraHM3auMmn Ha NOKYMKY NoTepb B
COBCTBEHHDIX CETAX.

2. YpoBeHb HOPMATMBHbIX MOTEPb 3INEKTPUYECKOWN
SHEPruM Ha TEKYLLMIA Nepuos C yKasaHMEM UCTOYHMKA
ony6/nMKoBaHWA peweHua o6 YCTAHOB/IEHUM YPOBHA
HOPMAaTUBHbIX NOTEPD.

3. MepeyeHb MePONPUATUIN MO CHUMKEHUIO PA3MeEPOB
noTepb B CETAX, @ TaKXKe O CPOKAX MX MCNOAHEHMA U
NCTOYHMKaxX GUHAHCUPOBAHUS.

4. 3aKynka CeTeBOW OpraHM3aunen 3N1eKTPUYEecKon
SHEPrun pJns KOMMeHcauMm noTepb B CETAX U ee
CTOMMOCTW.

5. Pasmep ¢aKTMYECKUX MoTepb, OMIaYMBaEeMbIX
MoKkynaTensaMmn npu  OCyWecTBAEHUN pacyeToB 3a
3NEKTPUYECKYHO SHEPTUIO MO YPOBHAM HanpaXeHuA

TexHonormnyeckoe
npmncoeanHeHue

Ob6uwasn nHdopmauma o
TEXHO/I0rMYecKom
npucoeanHeHnn

MHdopmauma o  npoueaype  TEXHONOTMYECKOro
npucoeanHeHuna. Cxema B3aMMOAEWUCTBUA YYaCTHUKOB
npouecca

HopmaTunsHble
OOKYMEHTBI

I'Iepequb dKTYaJIbHbIX HOPMATUBHbLIX OOKYMEHTOB MO
TEXHO/I0Orn4yeCKkomy npncoeanHeHuo

Macnopta ycnyr

MepeyeHb ycnyr (npoueccos), OKa3blBaeMblIX




(npoueccos) npoueccos

(ocywectenaembix) ceTeBoM opraHusaumem
noTpebutensam nNpu TeXHONOrMYeckom NpucoeamHeHum

MopAaoK BbINOAHEHUA
MepPONPUATUIA,
CBA3AHHbIX C
npucoeguHeHMem K
ceTam

MopsaAoK BbINONHEHMA TEXHONOTUYECKUX, TEXHUYECKUX U
OPYrMX MeponpuATUIA, CBA3AHHbLIX C TEXHOMOMMYECKUM
npUcoegMHEHMEM K 3NEKTPUYECKMM CETAM, BK/AtOYan
nepevyeHb MepPONPUATUIA, Heobxo4MMbIX ona
OCYLLECTB/IEHUA TEXHONOTMMYECKOrO MPUCOEANHEHUA K
3/IEKTPUYECKMM CETAM, U MOPALOK BbINOAHEHUA 3TUX
MEPONPUATUIA C YKa3aHMEM CCbIJIOK Ha HOPMATMBHbIE
npaBoOBble aKTbl

Tunosble GpoOpMbl

Tunosble d)OprI AOKYMEHTOB Ha TeEXHOJ/I0rn4yeckoe

AOKYMEHTOB npucoeaMHeHWe No Kaxgon rpynne sanasutenei

Tapuodbl Ha Tapudbl Ha TeXHONOrMYecKoe MPUCOEANHEHME Ha
TeXHoN0rnyecKoe TEKYWMUIA Nepuos, pPeryiMpoBaHMa C  yKasaHMEM
npucoeamHeHne WCTOYHMKA OMLMANbHOrO ONyb/NMKOBaHUA peLleHus

opraHa  MCNOAHUTENbHOM  BnactM B obnactu
rocyaapcTBEHHOrO perynMpoBaHuns TapudoB cybbekTa
Poccuiickoin Pepepaumm

CBegeHunAa 0 Hann4um
MoLLHOCTH, cBO6OAHOM
AR TEXHONOTNYECKOro
npucoeamMHeHnn

CeBegeHnss o0 Hannumm obvema cBobogHOM 4nA
TEXHO/IOTMYECKOro  NPUCOeAMHEHMA  noTpebutenei
MOLLLHOCTM Ha OBbeKTax 3/1eKTPOCEeTEBOro X03ANCTBA C
YKa3aHMeM TeKylero obbema MOLHOCTM Ha TaKux
06beKTax (0TAENbHO N0 KaXKAoMY 06beKTY)

CsefieHMA 0 NOAaHHbIX
3aABKax Ha
TexHoiorMyeckoe
npucoeamMHeHue,
3aK/II0YEHHbIX
[0roBopax u
BbINOJ/IHEHHbIX

1. CBeaeHma 0 KOINYeCTBE 3aABOK U obbeme MOLHOCTH,
HEO6XOAMMOM ANnAa X yaosneTsopeHuA.

2. CBegeHunA o Konmnyecrtse dHHY/IMPOBAHHbIX 3aABOK Ha
TeXHO/I0rn4yecKoe npmncoeanHeHme.

3. CBepeHMA O BbIMNOJHEHHbIX npuncoeamHeHNAX u
obbeme I'IpMCOGAMHeHHOlZ MOLLHOCTH.

4. CsBefeHMss O 3aK/JOYEHHbIX Agorosopax 06




npmncoeanHeHNAxX

OCYLLECTB/IEHUM TEXHOJIOTMYECKOro MNpUCoeauHEHUA K
3/IeKTPUYECKMM  CeTAM C  YKasaHuem obbema
NpUCOeaMHAEMOM MOLWHOCTU, CPOKOB M NAaTbl Mo
KaxkgoMy 40roBopy.

Kommepuecknin yuet

Ob6uwan nHpopmauyma

Obuwan wuHbopmaums O NopsAAKE OCYLLECTBAEHUA

3NEKTpUYECcKon KOMMEPYECKOro yyeTta
aHeprum
HopmaTtuBHble MepeyeHb aKTyasbHbIX HOPMATWUBHbLIX AOKYMEHTOB MO
[OKYMEHTbI OCYLLECTBNEHMIO yYEeTa SNEKTPUYECKOW IHEPTUN
MacnopTa npoLeccos MepeyeHb Bcex ycayr (NpoueccoB), OKasbiBaeMbIX
(ocyuwiectBnAemblx)  ceTeBOW  opraHu3aumein  no
KOMMEpPYECKOMY y4eTy
Tunosble Gpopmbl Tunosble GOPMbI OKYMEHTOB
[OKYMEHTOB
TpeboBaHuA K TpeboBaHMA K MecTam YCTaHOBKM npubopos yueTa,
opraHM3aumm yyeTta cxeme noAaKAo4eHnn n METPO/IOTNYECKUM
XapaKTepuctmkam npmbopoB ydyeta 6e3 yKasaHWs Ha
TOBApPHblE 3HAKW, 3HAKU OB6CAYKMBaHUA, GUPMEHHbIE
HaMMeHOBaHMWA,  MaTeHTbl, MONEe3Hble  MOoAenu,
NPOMbIlL/AEHHble  06pasubl, HaMMEHOBaHWA  MecT
NPOMCXOXKAEHNA NPUBOPOB yyeTa WM HaMMEHOBaHUA
npovssogutenein npnubopos yyeta
O6cnyRnBaHue Oducbl obenyxkmeaHma | 1. NouytoBble agpeca u rpadmK paboThbl
notpebutenei notpebutenei odurcoB 0bcayKMBAHUS NoTpebuTene.

2. TenedpoHHble HOMeEpa 3a0YHOrO OOCAYKMBAHWA MO
BOMpPOCam TEXHOJIOTUYECKOTO npucoesuHeHwus,
nepefayn 3NeKTPUYECKOW SHEpPrMn U OCYLLEeCTBAEHMUS
KOMMEPYECKOro yyeTa.

3. DNeKTPOHHbLIA aJpec CeTeBOM oOpraHuM3auuu gas
HanpaB/eHuA obpalueHui notpebuTenei no




3NEeKTPOHHOI popme.

4.  damuauu,  UHUUMANBI  OO/BKHOCTHbIX /ML,
OTBETCTBEHHbIX 33 06cCnyXuBaHMe noTpebuTenel
ceTeBoOW opraHMU3aUnun.

5. ®dopma 3anMcuM Ha O4YHbIA npuem B oduC
obcnyKmBaHuA

3ao4yHoe obcnyKnBaHme
nocpeacTBom
TenedoHHOM CBA3MU
(EgMHBIN LeHTp
06paboTKK BLIZOBOB)

TenedoHHble HOMEpa 3a04YHOro OO6CAYXKMBAHUA MO

BOMpOCam 3/1eKTPOCHabKeHUs, OCyLLLeCTBNeHUA
TEXHO/IOrMYECKOro npucoeamHeHus, nepeaauu
3NeKTpUYecKom 3Hepruu Z OCyLLLeCTBNEHUS

KOMMep4eCcKoro yyerta.

MepeyeHb BONPOCOB, NO KOTOPLIM NOTPEOUTENL MOMKET
NOJIYYMTb CMPABOYHYIO MHGOPMALMIO M KOHCYNbTaLMIO
npv o6paLleHnm No yKasaHHbIM TeniedOHHbIM HOMepam

NHTepaKkTuBHaA
obpaTtHas cBA3b
(MHTepHeT-NpuemHas)

B pybpuKe pasmeLLatoTcs MHTEPAKTUBHbIE 3/IEKTPOHHbIE
dopmbl ¢ 0b6s3aTeNbHOM ANA 3aMO/IHEHMA KOHTAKTHOM
UHbOpMaumen U nNpeanoyuTUTENbHbBIM  cnocobom
nosiyyeHusa oteeta. Mpu HanpasieHUn obecneymBaeTcs
BO3MOHOCTb NpUKpenaTb ¢alinbl ¢ matepnanamm no
obpauleHuio.

INeKTpoHHble GOPMbI MPesyCMaTPUBAIOT Cledylolme
KaTeropnm obpaLleHnii:

1) 3anpoc cnpaBoYHON MHPOPMALMU/KOHCYAbTaLMW;

2) obpalleHuMe, coaeprkalliee *Kanoby;

3) coobuieHne o 6HesgoroBopHom (6e3syyeTHOM)
noTpebieHNN 3NEKTPUYECKON SHEPTUN;

4) onpoc notpebuTenei (aHkeTa noTpebutens).

B pybpuke obecneymBaeTca BO3IMOMKHOCTb MOJyYEHUSA
notpebutenem cBegeHWn O CTaTyce PacCMOTPEHUSA
0b6palleHusa, HanpaBAEHHOrO B CETEBYIO OPraHM3aumto B
3/IeKTPOHHOM dopme




HopmatuneHble
OOKYMEHTbI

1. MNepeyeHb HOPMATUBHbLIX MPABOBbIX  aKTOB,
peryavpyloLlmx npoueaypy okasaHua (ocyliecTBaeHus)
ceTeBou opraHusaumem ycayr (npoueccos)
norpebutenam.

2. WHbopmaumAa o nopagKe nogaun M CpoKax
paccmoTpeHua obpalweHnit noTpebuteneit, npu 3tom
CPOKM  paccMOTpPeHMs obpalleHMA He  OOJKHbI
NpeBbIWaTb CPOKW, onpegeneHHble AenCTBYIOWUMM
HOPMaTMBHbIMM MPABOBLIMW aKTaMMU.

3. MNopAaaok paboTbl B IMYHOM KabuHeTe noTpebutens

JIN4yHbI KabuHeT
notpebutens

JNTnyHbIt KabUHeT NnoTpebutens

npeaocTasnser aApecHyto MHbOpMaLmIo
notpebutenam, B TOM uucne WMHPoOpmaUUo O Xoae
NPOXOXKAEHMUSA 3Tanos paccmoTpeHus 3anBKMK
notpebutens M WCNoAHeHUA p[orosopa (NocTynieHue
33ABKM, Bbl4aya TEXHWYECKUX YCNOBUM, 3aK/t0HeHUe
OOroBopa, WCMONHeHWe  paorosopa, ¢dakTuyeckoe
npucoeguHeHue)

Bonpocbl 1 oTBeTbl

B pybpuKe pasmeLLatoTca 4acTo 3agaBaemble BOMPOCHI,
BO3HMKalOWMe y NoTpebutesiei, 1 OTBETbI Ha HUX




MpunnoxkeHne N 7

K EQMHBIM cTaHZapTam

KayecTBa 06CNYyKMBAHMA CETEBLIMMU
opraHusauuamun notpebutenei
YCAYT CeTeBbIX OpraHM3aLnit

CNnNCOK U3MEHAILWUX AOKYMEHTOB
(sBepeHo Mpukasom MuHaHepro Poccum ot 06.04.2015 N 217)

VMubpopmaliuss O KauecTBe OOCIHYXMBAHUSA NoTpeburenein
yCcuyr 3a Ton

(HaMMeHOBaHME CeTeBOM opTaHM3aluM)
1. O6bwan nHpopmauusa o ceTeBoi opraHM3aLUn

1.1. KonnvecTtso notpebuTeneit ycayr ceteBoi opraHnsaumm (ganee - notpeburtenu) c pasbuskom
Mo YPOBHAM HaNpPsAXKeHUs, KaTeropmMam HageKHOCTM noTpebuTenei n Tuny notpebutenein (pusmyeckme
UAN lopuanYeckne nnua), a TakKe UHAMMKA MO OTHOLLIEHWUIO K rody, NpeallecTBYoWwemy oTYeTHOMY,
3aMno/IHAETCA B NPOM3BO/IbHOM dopme.

1.2. KonnyectBo To4YeK MOCTaBKM BCEro M TOYEK MOCTaBKM, 06opyaoBaHHbIX Npubopamu y4yeTa
3NEKTPUYECKON 3HepPrnun, ¢ pasbumeron: du3nUeckne Anua, pUANYECKUE ML, BBOAHbIE YCTPOMCTBA
(BBOAHO-pacnpenenuTenbHOe YCTPOWUCTBO, FNABHbIA pacnpesennTenbHblli WKMT) B MHOTOKBApPTUPHbIE
OoMa, 6ecxos3aiHble O0ObBEKTbl 3/EKTPOCETEBOIO XO3AWCTBA, NPMOOPbI y4eTa C BO3MOMKHOCTbIO
OMCTAHUMOHHOIO cbopa AaHHbIX, a TaKXKe AMHaMWMKA MO OTHOWEHMIO K rody, NpeawecTsyloLLemy
OTYETHOMY, 3aMOJIHAETCA B NPOM3BOJIbHOWN hopMeE.

1.3. UHbopmauma o6 ob6beKTax 31EKTPOCETEBOr0 XO3AMCTBA CETEBOW OpraHM3auMu: AJMHA
BO3AYLLUHbIX IMHUI (aanee - BJ1) u kKabenbHbIXx IMHWIA (ganee - K/1) c pa3brBKol N0 YPOBHAM HaNpAXKeHUs,
KonmyecTBo noactaHumii 110 KB, 35 KB, 6(10) KB B AMHAMMKe OTHOCUTENBHO roda, NpPeLecTBYOLLEero
OTYETHOMY, 3aMO/IHAETCA B NPOM3BOJIbHOW popMe.

1.4. YpoBeHb $pM3MYECKOro N3HOCa OOBEKTOB 31EKTPOCETEBOrO X03ANCTBA CETEBOM OpraHM3aLmm ¢
pa3bMBKOW MO YPOBHAM HanpsxKeHMsa 1 no Tunam obopynoBaHMA, a TakKe gMHAMMKA NO OTHOLEHUIO K
rogy, NpeaLecTByoL,EeMy OTYETHOMY, 3aNOJIHAETCA B NPOM3BO/IbHOM GOpPME M BblParKaeTcs B NPOLEeHTax
MO OTHOLIEHMIO K HOPMATUBHOMY CPOKY C/y*KObl 06bEKTOB.

2. UHdopmaLma o KayecTBe yCayr no nepegaye
3N1EKTPUYECKON 3HEeprum

2.1. MNokasatenn Ka4vecrtsa ycnyr no nepepade 3I'IeKTpVI‘-IECKOl‘/JI Heprmn B Uenom no ceTeBoi
OpraHnsaumMmn B OTHETHOM Mnepunoae, a TakXe MHaMUKa No OTHOWEHUK K roay, npeguecrsyowemy
OTYETHOMY.
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N MNokasaTenb 3HayeHWe noKasaTens, roabl
N-1 N AnHamuka
(TERyLWMI | U3MeHeHUs
roa) nokasartens
1 2 3 4 5
MokasaTenb cpegHen  MNPOAOKMUTENIBHOCTU  MpPEKpaLLeHu
. nepeayn 3NeKTPUYECKON IHeprum (HSA'D' )
1.1 BH (110 KB u Bbiwe)
1.2 CH1 (35 - 60 kB)
1.3 CH2 (1 - 20 kB)
1.4 HH (go 1 kB)
MokasaTenb cpeAHel 4YacToTbl  MpeKpalleHUin  nepenayun
? 3/1eKTPUYECKON 3HEeprum (1_ISAIFI )
2.1 BH (110 KB u BbiwWwe)
2.2 CH1 (35 - 60 KB)
2.3 CH2 (1 - 20 kB)
2.4 HH (mo 1 kB)
MokasaTenb cpeaHeill  NPOLOMKUTENBHOCTM  MpPEKpaLLEeHUi
3 |nepedaum 3N1EKTPUYECKOIN 3HEPTUW, CBA3AHHLIX C NPOBeAEeHUEM

PEMOHTHbIX pPaboT Ha 0ObEKTax 3/1EKTPOCETEBOro XO03AMCTBa
CEeTEeBON OpraHMsauum (CMeXKHOM ceTeBOW OpraHm3auuun, WHbIX




BNajeNblLieB 06bEKTOB 3/1EeKTPOoCeTeBOro xo3aicrea) (- APk mai )

3.1 BH (110 KB u Bblwe)
3.2 CH1 (35 - 60 kB)
3.3 CH2 (1 - 20 kB)
3.4 HH (mo 1 kB)
MokasaTenb cpeaHeil 4acToTbl  MpeKpaleHuin  nepegayu
3NEKTPUYECKOWN SHEPrUn, CBA3AHHbIX C MPOBEAEHMEM PEMOHTHbIX
4 paboT Ha O0ObeKTax 3/1eKTPOCETEBOrO XO3AMACTBA CETEBOW
opraHusaumnmn (CMeXxHol ceTeBoi opraHn3aLmm, UHbIX BadenbLes
06BHEKTOB 3/1EKTPOCETEBOrO X03AicTBa) (APl man )
4.1 BH (110 KB u BbIwWwe)
4.2 CH1 (35 - 60 kB)
43 CH2 (1 - 20 kB)
4.4 HH (20 1 KB)
KonnyecTso c/AyyaeB HapylleHMA KayecTBa 31EKTPUYecKom
5 |3Hepruu, NnoATBEPKAEHHbIX aKTamm KOHTPOINPYIOLLMX
opraHM3auun 1 (Mnun) peieHMAMM cyaa, WTYKK
B TOM uucne Ko/AMYeCTBO C/AyvaeB HapylleHUA KayecTsa
c1 3NEKTPUYECKON 3HeprMM Mo BUHE CEeTEeBOW opraHM3auuu,

NOATBEPKAEHHbIX aKTaMM KOHTPOJUPYIOLWMX OpraHusaumn u
(nnn) peweHunamu cyaa, WITYKK

2.2. PEUTUHT CTPYKTYPHbIX €AMHWL, CeTEBOW OpraHM3aLMu MO KAayecTBy OKAa3aHMA YCayr No nepejaye 3/1eKTPUUECKOW 3HepruMu, a TaKkKe Mo KayecTBy




3ﬂeKTpM‘-IeCKOﬁ SHEPrmm B OTYETHOM nNepunoae.

N | CTpyKTypHan MNokasaTenb cpegHei Mokasatenb cpegHen Mokasatenb cpegHen MokasaTenb cpegHen MNokasaTtenb KavecTsa MNnaHnpyemsole
eaMHnLa NPOAO/IKUTENBHOCTU | YacTOTbl MPEKPALLEHUI | NPOAOMKUTENBHOCTU | YaCTOTbI MPeKpaLLeHUi OKasaHwua ycayr no MeponpuATHA,
ceTeBoW npeKpaLLeHnn nepeaayu npeKpaLeHnit nepeaayu nepegayve HanpaB/ieHHble

opraHusauuu nepegayu 3NEeKTpUYECKOn nepeaayu 3NEeKTpUYECKOn 3NEeKTPUYECKON SIHEPTUMN | HA NOBbILEHNE
3NIeKTPUYECKOom |1 - 3NEeKTPUYECKOoM 3Heprun, cBA3aHHbIX C (oTHOWeHMe obuero KayecTBa
|| P SHepruv, SHeprun, cBA3aHHbIX C nposeseHNEM ymncna OKasaHwua ycnyr
SHepruw, nposeseHMEM PEMOHTHbIX paboT Ha 3aperncTpupoBaHHbIX no nepegave
PEMOHTHbIX PaboT Ha ob6beKTax CNy4yaeB HAPYLIEHUA | 9/1EKTPO3HEpPIUK,
ob6beKTax 3/IEKTPOCETEBOTO KaQuyecTBa 3/IEKTPUYECKOM |  C YKa3aHUEM
3/1eKTPOCETEBOTO X03ANCTBa CETEBOW 3HEeprum no BMHe CPOKOB
X03ANCTBa CeTEBOM OopraHusauuu CeTeBOM OpraHM3aumnm K
opraHuMsauum (cmeskHol ceTeBol MaKCMMaibHOMY
(cmexkHol ceTeBol OpPraHn3aLmnm, NHbIX KoJiInyecTsy
OpraHn3aLmnn, NHbIX B/lafe/NibLueB 06beKToB notpebutenen,
BnafenoLes o6beKTOB 3N1eKTPOoCeTeEBOro obcnyrKMBaeMblx TaKoM
3/IeKTPOCETEBOTO X03AACTBa), CTPYKTYPHOMN eanHULEN
X03AKNCTBa CeTeBOWM OpraHusaLmm B
)’ HSA'F',HJ‘IaH P Y )
OTY4ETHOM Nepuoge
1—ISAIDI, IU1aH PYoA
BH |CH1|CH2 | HH | BH |CH1 |CH2 | HH | BH |CH1 |CH2 | HH | BH | CH1 | CH2 | HH

1 2 3 4 5 6 7 8 9 10 | 11 | 12 | 13 | 14 | 15 | 16 | 17 | 18 19 20

1

2

n |Bcero no




ceTeBoOM
opraHusauum

2.3. MeponpuAaTusA, BbINONHEHHblE CETEBOM OpPraHM3aLMen B LEeNAX NOBbILEHUA Ka4ecTBa OKa3aHMA yCayr No nepegaye 3N1eKTPUYECKOM SHEPTUN B OTYETHOM
nepuoge, 3ano/iHAETCA B NPOM3BO/IbHOM dopme.

2.4. Npoyaa nHbopMaLUA, KOTOPYHO ceTeBad OPraHU3aLMA cYMTaeT LenecoobpasHOM ANA BKAKOYEHUA B OTYET, KACAIOLWAACA KayecTBa OKa3aHWA ycayr no
nepegaye 3/1EKTPUYECKOM SHEPTUM, 3aNONHAETCA B NPOU3BO/IbHON dopme.

3. MHpopmauua o KayecTse ycnyr
Mo TEXHO/JI0TMYECKOMY NMPUCOEANHEHUIO

3.1. MUHdopmaLmMsA O HAANUMKN HEBOCTPEHOBAHHON MOLLHOCTM (MOLLHOCTK, ONpeaensiemMoi Kak pasHOCTb MeXAy TPaHCPOPMaTOPHON MOLLHOCTbIO LLEHTPOB
NUTAaHUA U CYMMAPHOM MOLLHOCTbIO SHEPTONPUHUMAIOLLMX YCTPOMCTB, HEMOCPEACTBEHHO (MM ONOCPEeLOBaHHO) NPUCOEAMHEHHbIX K TAaKUM LEeHTpam NUTaHua, u
SHEpPronpMHMMAaIOWMX YCTPOMCTB, B OTHOLIEHMU KOTOPbIX MMEIOTCA 3asBKM Ha TEXHOJ0rMYEeCKoe MNPUCOEeAMHEHWE) AN OCYLLECTBNEHMA TEXHOJIOTMYECKOro
npucoeanHeHna B OTYETHOM MEPUOAE, a TaKXKe O MPOrHO3ax ee yBeAMYeHMs C Pa3bUBKOM MO CTPYKTYPHbIM eAMHULLAM CETEBOM OpraHM3auum U No ypoBHAM
HanpAXKeHnA Ha OCHOBaHWW UHBECTULIMOHHOW NPOrpaMmbl TaKOM OpraHM3aLMK, 3anoTHAETCA B NPOM3BO/bHOM dpopme.

3.2. MeponpuATUs, BbINOJIHEHHbIE CETEBOM OpraHu3auueli B Lensx COBEPLIEHCTBOBAHMA AEATENIbHOCTM MO TEXHO/IOMMYECKOMY NPUCOEANHEHUIO B OTYETHOM
nepuoge, 3arno/IHAeTCcA B NpoM3BO/IbHOM dopme.

3.3. Mpoyas MHPOPMaLMA, KOTOPYO ceTeBas OPraHM3aLMA CYMTAET uenecoobpasHoON AN BKAKOYEHMSA B OTYET, KAcaloWasacs npenocTaB/eHus ycayr rno
TEXHO/IOTMYECKOMY NPUCOELMHEHMIO, 3aMOJIHAETCA B NPOM3BO/IbHON dopme.

3.4. CBefeHMA 0 KayecTBe YCYr Mo TEXHOIOTMYECKOMY NPUCOEANHEHMIO K IEKTPUYECKMM CETAM CETEBOW OPraHM3aLLmm.

N MokasaTtenb KaTeropus npucoeamHeHua notTpebutenen ycayr no nepeaaye 3N1eKTPUYECKON SHEPrmn B pasbmBeKe No MoLLHOCTH, | Becero
B AMHaMMKe No rogam

4o 15 kBTt cebliwe 15 KBT u go cBbiwwe 150 KBT n He meHee 670 KBT 06beKTbl N0
BK/IIOYNTENBHO 150 kBt meHee 670 KBT npoun3BoacTBY
BKNOYNTENBHO 3/IeKTPUYECKOM
3Heprun

N-1 N OnHam | N-1 N OunHam | N-1 N OnHam | N-1 N OunHamum | N-1 N AnHamm
(Tery | wmKa (Teky | wuKa (Tery MKa (Tery Ka (Teky Ka
N | UI3SmeHe WKt | UsmeHe Wni | usmeHe Wnii | nsmeHe Wnii | nsmexe




ron) HUA roa) HUA roa) HUA roa) HUA ron) HUA
nokasaT nokasat nokasar nokasar nokasar
ena, % ensa, % ensa, % ensa, % ensa, %
2 4 5 7 8 10 11 12 13 14 15 16 17 18

Yncno 3aABOK  Ha
TexHo/Iormyeckoe
npucoeanHeHue,
NoAaHHbIX
3aABUTENAMM, LITYKK

Yucno 3aABOK Ha
TEXHO/I0TNYecKoe
npucoegmMHeHue, no
KOTOpPbIM HaMnpaBaeH
NPOoEeKT forosopa 06
OCYLLECTB/IEHUMN
TEXHO/IOrMYECKOro
npucoeguHeHuna K
3NIEKTPUYECKUM
ceTaMm, WTYKK

Yucno 3aABOK Ha
TeXHO/I0rnyecKoe
npucoeguHeHue, No
KOTOpPbIM HanpaBaeH
NPoEeKT forosopa 06
OCYLLECTB/IEHUMN
TEXHO/I0FMYECKOro
npucoegmMHeHUa K
3/1IEKTPUYECKUM
ceTam ¢
HapylweHnem




CPOKOB,
noAaTsepXAeHHbIM
aKTamm
KOHTPOANPYHOLLIUX
opraHusauuni n (unu)
peleHMaMM cyaa,
LUTYKK, B TOM Yncne:

3.1

no BMHEe ceTeBow
opraHusauuu

3.2

Mo BUHE CTOPOHHUX
any,

CpeanHsan
NPOAO/IKUTENIbHOCTb
NOArOTOBKU U
Hanpas/ieHus
NpoeKTa Aorosopa
06 ocylecTBneHUM
TEXHO/IOrMYECKOro
npucoeguHeHna K
3NIEKTPUYECKUM
ceTam, gHen

YMCNo 3aKNOYEHHDBIX
[,0roBopoB 06
OCyLEeCcTBNIEHUU
TEXHO/IOTMYECKOTO
npucoeanHeHns K
3/1EKTPUYECKUM
CeTAM, LUTYKK

YMcno MCnoTHEeHHbIX
[0roBopoB 06




ocyuwecrtsieHnmn
TEXHO/I0rN4eCKoro
npuncoeanHeHnA K
SNEKTPUNYECKUM
CeETAM, WTYKHN

Yncno ncnosHeHHbIX
aorosopos 06
OCYLLECTB/IEHUM
TEXHOJIOrMYecKoro
npucoeamMHeHus K
3NEKTPUYECKUM
CeTaAM, No KOTOPbIM
npou1soLwio
HapyLleHne CPOKOB,
noaTeep:KaeHHoe
aKTamu
KOHTPONPYHOLMX
opraHusaunin n (unu)
pelleHuaMmM cyaa,
LUTYKM, B TOM Ymcne:

7.1

no BMHe ceTeBow
opraHusaumum

7.2

no BUHE 3aABUTENA

CpeaHsan
NPOAOKUTENBHOCTb
NCNOJTHEHNA
[0roBopos 06
OCYLLECTBNEHUN
TEXHOJIOrMYeCcKoro
npucoeamMHeHus K




3NEKTPUYECKUM
ceTam, gHel




3.5. CTOMMOCTb TEXHOIOTMYECKOTO NPUCOEANHEHMUA K INEKTPUYECKMM CETAM CETEBOM OpraHn3aLum (He 3anoHAETCA, B C/ly4ae HaAMuma Ha odpULMaANbHOM
caliTe ceTeBOW OpraHM3aunn B cetm MHTepHET UHTEPAKTUBHOIO MHCTPYMEHTA, KOTOPbIA MO3BO/IAET aBTOMATUYECKM PACCYUTLIBATb CTOMMOCTb TEXHOIOMMYECKOro
npucoeauMHeHUs Npu BBOAE NapamMeTpoB, NPeayCMOTPEHHbIX HACTOALLMM MYHKTOM).

MoLHOCTb 3HEProNPUHUMALOLLMX YCTPOWCTB 15 150 250 670
3aAaBuTens, KBt
KaTteropua HagexXHocTu -1 [ [-11 [ -1 1] -1 1"
PacctosHue go | Heobxogmmocts | Tun anHum
rpaHuL, CTpOUTENbCTBA
3eMeNIbHoro noAcTaHumm
yyacTka
3aaBuTeNA, M
KN
500 - cenbcKas Aa
mecTHocTb/300 - B/
ropofackas KN
MECTHOCTb Hert
BN
KN
Ja
BN
750
KN
Het
BN
KN
1000 Ja
BN




KN
Het

B/

KN
Ja

B/

1250

KN
Het

B/

4. KauectBo 06CNyXKMBaHMUA

4.1. KonnyectBo obpalleHunii, NoCTyNnBLUNX B CETEBYIO OpraHu3aunio (Bcero), obpalleHuii, coaeprKallmx *}anoby u (nnun) obpalleHnin, cogepKalmx 3anBKy
Ha OKasaHue yC/ayr, NOCTYNUBLUMX B CETEBYIO OPraHM3aLMIO, a TaKKe KOAMYecTBO 0bpalleHWnin, No KOoTopbiM 6bliM 3aK/Al0YeHbl A0roBOpbl 06 OCyLWecTBAeHUH
TEXHO/IOTMYECKOro NpUcoeauHeHna U (Man) goroBopbl 06 OKasaHUKM yCAyr No nepegaye 3/MeKTPUYECKOM SHEPTUN, @ TaKKe NO KOTOPbIM BbliM yperyanpoBaHbl
*Kanobbl B OTYETHOM NEPUOAE, a TaKKe AUHAMMKA N0 OTHOLLEHUIO K ro4y, NPeALlecTByoLeMy OTYETHOMY.

N KaTteropuu dopmbl 06CNyKMBAHNA
obpalleHui
notpebuTened OuHasa popma 3aoyHasa opma c | dneKTpoHHaa popma | MnucbmeHHasa Gopma ¢ Mpouee
MCMONb30BaHNEM | C MCMONb30BAHMEM NCNONb30BaHNEM
TenedoHHON cBs3M cetn UHTepHeT NMoYTOBOM CBA3M

N-1 N | AduHamum | N-1 N OwnHam | N-1 N |OuHamu | N-1 N OnHamu | N-1 N AdvHamm

(Tery Ka (Tery | wuka (Tery Ka (Teky Ka (Teky Ka

WKA | U3MeHe WU | nI3smeHe WKUA | U3meHe WUA | U3MeHe WUA | U3meHe

roa) HUA roa) HUSA roa) HUA roa) HUSA roa) HUA
nokasar nokasar nokasar nokasar nokasar
ens, % ena, % ens, % ena, % ena, %

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17




Bcero obpatlteHui
notpeburenei, B Tom
yucne:

11

OKasaHue ycayr no
nepegade
3/IEKTPUYECKOM
3Heprum

1.2

ocyuwiecrsneHue
TEeXHO/I0Irn4ecKoro
npmncoeanHeHnA

1.3

KOMMEpPYECKUNTA
YYET 3NeKTpUYeckoi
aHeprum

14

KayecTBo
obcnyKMBaHMs

1.5

TexHU4YecKoe
obcnyumBaHue
3NEKTPOCeTEBbIX
06beKToB

1.6

npoyee (yKasatb)

*anobwl

2.1

OKasaHue ycayr no
nepegave
3NeKTpUYECcKoi
3HeprMn, B  TOM
yucne:




2.11

KayecTBo ycayr no
nepegave
3NeKTpUYecKoi
aHepruu

2.1.2

KayecTBo
3/IEKTPUYECKOM
3Heprum

2.2

ocyuwiecrsneHue
TEeXHO/I0Irn4ecKoro
npmncoeanHeHnA

2.3

KOMMEpPYECKUNTA
YYET 3NeKTpUYeckoi
aHeprum

2.4

KayecTBo
obcnyKMBaHMs

2.5

TexHU4YecKoe
obcnyumBaHue
ob6bekToB
3/1eKTPOCETEBOrO
X03AKcTBa

2.6

npoyee (yKasatb)

3asaBKa Ha OKasaHue
ycnyr

3.1

no
TEXHO/I0rM4eCKkomy
npuncoeanHeHUO




3.2

Ha 3aK/loyeHne
Aorosopa Ha
OKasaHue ycayr no
nepegave
3NeKTpUYecKoi
aHepruu

3.3

opraHusaums
KOMMeEpPYECKoro
y4yeTa aNeKTpudeckom
3Heprum

3.4

npoyee (yKasaTtb)




4.2 UHpopmauma o aeatenbHoCTn odpucos 06CyKMBaHUA NoTpebuTenei.

N Odwuc Tun Appec Homep Pexxum | lMpepoctas | Konnuvectso | CpegHee CpeaHee Konunyectso
obcnyKmBaHma | odumca | MecToHaxo | TenedoHa, | paboTbl | NAemble | noTpebuTene | Bpems Ha Bpems CTOPOHHMX
nortpebuTenei XAeHun agpec ycayrm i, obcnyKuMBa | OXKMAaHUA OpraHusaumin Ha

3NEKTPOHH 06paTUBLLMXC Hue notpebuten | Tepputopun oduca
Ol NOYTbI A OYHO B nortpebure 8B obcnyKmBaHua (npu
OTYETHOM NA, MUH. ouepeau, HaN4YMM yKas3aTb
nepuoge MWH. Ha3BaHUA
opraHusaumi)

1 2 3 4 5 6 7 8 9 10 11

1

2
4.3. UHdopmaLma o0 3a04HOM 0BCAYKUBAHUKM NOTpebuTenei nocpeactsom TesedoHHOMN CBA3N.

N HanmeHoBaHue EanHnua

n3mepeHus

1 |MepeyeHb HoMepoB TenedoHOB, BblAeNEHHbIX ANS HoMep

obcnyKmBaHua notpebuTenei: TenedoHa
Homep TenedoHa no Bonpocam sHeprocHabxeHun:
Homepa TenepoHoB LEHTPOB 06paboTKM TenedOoHHbIX

BbI3OBOB:

2 | Obuwee uncno tenedoHHbIX BbI3OBOB OT NOTpebutenei no eANHNLbI
BblAe/IeHHbIM HOMepam TenepoHOB

2.1 | Obuwee uyncno TenedoHHbIX BbI3OBOB OT NOTpebuTtenen, Ha eVHULbI
KOTOpble OTBETW/ OMepaTop CETEBOW OpraHM3aLmm




2.2

Obuiee umcno TenedoHHbIX BbI3OBOB OT NOTpebutenei,
06paboTaHHbIX aBTOMATUYECKM CUCTEMOMN MHTEPAKTUBHOTO
ro/1IoCOBOro MeHHo

eauHu1LbI

CpepHee BpemMAa OXXUOaHUA OTBETA NOTpebutenem npwm
TeniepOHHOM BbI3OBE Ha BblAe/IeHHble Homepa TenedoHOoB 33
TeKyLWMIA Nnepuos,

MWH.

CpeaHee Bpema 06paboTku TenepoHHOro BbI30Ba OT
noTpebutens Ha BblAaeeHHble HOMepPa TeNlepOHOB 3a TEKYLLMM
nepuog,

MWH.




4.4. Kateropus obpalleHunin, B KOTOPOM 3aperMcTpupoBaHo Hanboibluee Ymcio obpalleHnin Bcero,
obpalleHuin, cogepKalumx Kanoby, obpalleHuii, coaepKalmx 3a8BKY Ha OKasaHMe ycayr, NOCTYNMUBLLMX
B OTYETHOM Mepuoae, B COOTBETCTBMM C NyHKTOM 4.1 WHPopmaumm o KadvectBe o6CNyKMBaHUA
notpebutenei ycnyr.

4.5. OnncaHne AONOAHUTENbHbIX YCAYT, OKa3blBAaEMbIX MOTPEOUTENIO, TOMUMO YCAYT, YKa3aHHbIX B
EOWHbIX cTaHAapTax KadecTBa 06CAy)KMBaHWMA CETEBbIMM OpraHMsauMAMM NoTpebutenen cetesbix
opraHmMsauuii.

4.6. MeponpuAaTvAa, HanpasiaeHHble Ha pPaboTy C couManbHO YA3BMMbBIMW FPymnnamu HaceneHus
(neHcHMoHepbl, MHBaNNAbI, MHOTOAETHbIE CEMbW, Y4aCTHUKM BOB 1 60eBbix AENCTBUIA Ha TePPUTOPUAX
APYrvX rocyaapcTs B COOTBETCTBUM ¢ DeaepanbHbiM 3aKoHOM oT 12 aHBaps 1995 r. N 5-¢3 "O BeTtepaHax"
(CobpaHue 3akoHogaTenbcTBa Poccuiickoit Pegepaumm, 2000, N 2, cT. 161; N 19, cT. 2023; 2001, N 1, cT.
2; N33, c1.3427; N 53, cT. 5030; 2002, N 30, cT. 3033; N 48, c1.4743; N 52, cT. 5132; 2003, N 19, cT. 1750;
2004, N 19, ct1. 1837; N 25, c1. 2480; N 27, cT. 2711; N 35, cT. 3607; N 52, cT. 5038; 2005, N 1, cT. 25; N 19,
cT. 1748; N 52, c1. 5576; 2007, N 43, cT. 5084; 2008, N 9, cT. 817; N 29, cT1. 3410; N 30, cT1. 3609; N 40, cT.
4501; N 52, cT. 6224; 2009, N 18, cT. 2152; N 26, c1.3133; N 29, 1. 3623; N 30, c1. 3739; N 51, cT. 6148; N
52, cT. 6403; 2010, N 19, cT1. 2287; N 27, c1. 3433; N 30, c1. 3991; N 31, cT1. 4206; N 50, cT. 6609; 2011, N
45, c1. 6337; N 47, cT. 6608; 2012, N 43, cT. 5782; 2013, N 14, c1. 1654; N 19, c1. 2331; N 27, cT. 3477; N
48, cT. 6165; 2014, N 23, cT. 2930; N 26, cT. 3406; N 52, cT. 7537; 2015, N 14, cT. 2008), MaTepU-0OANHOYKM,
YYACTHUKN NTMKBUAALMM aBapumn Ha YepHobblibckol ASC M NpuMpaBHEHHbIE K HUM KaTeropuu rpa*kaaH B
cooTBeTCcTBMM Cc 3aKoHOM Poccuinickon Pepepaumm ot 15.05.1991 N 1244-1 "O coumanbHOM 3awuTe
rpakgaH, noABeprwnxcs BO3AENCTBUIO paavauum BcieacTBMe KatacTpodbl Ha YepHobbinbeckoi A3C!
(Bemomoctn Cvesga HapoaHbix aenyTtatos PCPCP n BepxosHoro Coseta PCOCP, 1991, N 21, ct. 699;
Bepomoctn Cvbesga HapodHbix aenytaToB Poccuiickon ®eaepaunn n BepxosHoro Coseta Poccuiickoi
depepaunu, 1992, N 32, c1. 1861; CobpaHue 3akoHoaaTenbcTBa Poccminickon depepaumm, 1995, N 48, cT.
4561; 1996, N 51, ct. 5680; 1997, N 47, cT. 5341; 1998, N 48, c1. 5850; 1999, N 16, cT. 1937; N 28, cT. 3460;
2000, N 33, c1.3348; 2001, N 1, c1. 2; N 7, cT. 610; N 33, c1. 3413; 2002, N 30, c1. 3033; N 50, cT1.4929; N
53, ct. 5030; 2002, N 52, ct. 5132; 2003, N 43, c1. 4108; N 52, ct. 5038; 2004, N 18, cT. 1689; N 35, cT.
3607; 2006, N 6, cT. 637; N 30, cT. 3288; N 50, cT. 5285; 2007, N 46, cT. 5554; 2008, N 9, cT. 817; N 29, cT.
3410; N 30, cT1. 3616; N 52, cT. 6224; N 52, cT. 6236; 2009, N 18, cT. 2152; N 30, cT. 3739; 2011, N 23, cT.
3270; N 29, cT1. 4297; N 47, c1. 6608; N 49, cT1. 7024; 2012, N 26, cT1. 3446; N 53, cT. 7654; 2013, N 19, cT.
2331; N 27, cT. 3443; N 27, c1.3446; N 27, c1. 3477; N 51, cT. 6693; 2014, N 26, cT. 3406; N 30, cT. 4217; N
40, c1.5322; N 52, ct. 7539; 2015, N 14, cT. 2008).

4.7. Tembl U pe3ynbTaTbl ONPOCOB MNOTpebuTenei, NPOBOAMMbIX CETEBOM OpraHusaumen ans
BbIIB/IEHNS MHEHWs noTpebuTeneir O KayectBe OOCNYKMBAHWUA, B pPamMKax WCNOAHEHWs EAMHbIX
CTaHAapTOB KayecTBa OOCAYXKMBaHMA CETEBbIMW OpPraHMsauMaAMW noTpebuTeneit ycayr ceteBbix
opraHuM3auuii.

4.8. MeponpuaTtua, BbINOJSIHAEMblE CETEBOW OpraHu3aumMen B LENAX MOBbLIWEHUA KayecTBa
obcnyXKuMBaHMA noTpebutenen.

4.9. NHdopmaums no obpalleHnam notpeburenen.
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JokymeHT w3 [lpaBoBoit 6as3bl
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