3apeructpupoBaHo B MuHiocte Poccnn 18 mioHa 2014 r. N 32761

MHHHUCTEPCTBO SHEPTETAKHA POCCUICKOMN ®EIEPAIIUH

MPUKA3
ot 15 anpens 2014 . N 186

O EIUHBIX CTAHIAPTAX
KAYECTBA OBCJIY’)KUBAHUSI CETEBBIMU OPTAHU3ALIMSAMU NOTPEBUTEEN
VCJIYT CETEBBIX OPTAHU3AILIMIA

CnnCcoK N3MEHSIOLNX AOKYMEHTOB
(B pea. MNMpukasa MuHaHepro Poccum ot 06.04.2015 N 217)

B cooTBeTCTBUM C NYHKTOM 3 MpaBui HEAUCKPUMUHALMOHHOMO AOCTyNa K yciayraMm rno nepefave 31eKTPUYECKON SHEPrUM U OKasaHUs 3TUX YCayr,
yTBEPXAEHHbIX nocTaHoBneHneM lMpaButenbctBa Poccuiickoli ®enepaumn ot 27 aekabpsi 2004 r. N 861 (CobpaHue 3akoHopaTenbcTBa Poccuiickoin
depepaunn, 2004, N 52, cr. 5525; 2013, N 31, cT. 4226), npukKasbiBato:

1. YTBEepAUTb Npunaraemble EAnHbIE CTaHAaPTbl KayecTBa 06CYyXMBaHUS CETEBLIMU OpraHM3auusaMn NoTpedbutenein ycnyr ceTeBbiX opraHusauui.

2. Hacroswmit npvkas BCTynaeT B CUy B YCTAaHOBMIEHHOM Mopsifke, 3a uckiiodeHveM rnas II u III EAWHbIX CTaHAApTOB KayecTBa 06CyXMBaHUS
CceTeBbIMW OpraHu3auusMu noTpebuTenein ycnyr ceTeBblX OpraHv3auuii, BCTyNaoWmx B CUY MO UCTEYEHWUM LUECTU MECSILEB CO AHS BCTYMIEHUS B CUY
HacTosiLiero npukasa.

MuHucTp
A.B.HOBAK

YTBEpXAEHbI
npukasom MuHaHepro Poccum
ot 15 anpens 2014 r. N 186

EJIMHBIE CTAHIAPTBI
KAYECTBA OBCJIYKABAHUSI CETEBBIMH OPTAHU3AIIMAMUA MMOTPEBUTEEN
YCJIYT CETEBBIX OPTAHU3AIIMIA

CrncoK N3MEHSAIOLMX AOKYMEHTOB
(B pea. Mpukasa MuHaHepro Poccum ot 06.04.2015 N 217)

I. O6wue NnonoxeHus

1. Hacrosiwme EauHble cTaHAapTbl KauyecTBa 06C/y)XXMBaHUS CETEBbIMU OpraHu3aunsaMu NoTpebuTeneil yonyr ceTeBbIX OpraHv3aumii ycTaHaBnvMBaT
Tpe6oBaHUs K 06CNYXUBAHUIO CETEBLIMWU OPraHM3aLUsMU MWL, SBASIOLMXCS NOTPEBUTENSMU YCIYT CETEBLIX OpraHu3auuii No nepeaaye 31eKTPUYECKON
3Hepruu (3a UCKITIOYEHUEM CETEBbIX OpraHu3auuii, SHeprocbbITOBbIX OpraHU3auuii M rapaHTUPYHOLWMX MOCTaBLUMKOB), B TOM 4MC/ie O6CITYXMBAEMbIX
3HeprocObbITOBON OpraHM3aunen M rapaHTUPYOLWMM NOCTaBLUMKOM, U UL, 06paTUBLUMXCS B CETEBYIO OPraHW3auuio C Lefbio 3aKItoyeHns gorosopa o6
OKasaHuUW ycnyr Mo nepejade 3NEKTPUYECKOW SHEPrunM WAW  OCYLLECTBNEHUUM TEXHOSIOMMYECKOro MPUCOEAMHEHWUS K 3MEKTpUYEeckMM ceTsaMm  (3a
WUCK/TIOYEHMEM CETEBbIX OpraHu3auuii, dHeprocObblTOBbIX OpraHWsauuii U rapaHTUPYIOWMX MOCTaBWMKOB) (Aanee - noTpebuTenu, TEXHONMOornyeckoe
npucoeanHeHue).

2. CeteBas opraHusauus obecneumBaeT paccMoOTpeHue obpalleHuii notpebutenei, NOCTYNMBLUMX B YCTHOM, NMUCbMEHHOW dopme unmn B dopme
3/1eKTPOHHOr0 AOKyMeHTa.

B3auMogeincTBne ceTeBoi OpraHusauuu C noTpebuTensiMm B 4acTM paspelleHusi BOMpOCOB, coAepXKalumxcs B obpalleHusx notpebutenein u
npeaocTaBneHUs UM BO3MOXHOCTW peanusauuu npas, NpeaycMOTPEHHbIX 3aKoHoAaTenbCTBOM Poccuiickoli ®eaepaumn (Aanee - obcnyxuBaHue
notpebuTeneit), ocyLLEeCTBASIETCS B COOTBETCTBMU C TpebOBaHUSMU HACTOSILLMX EAMHBIX CTaHAapToB.

3. B uensx okasaHus ycnyr no nepenave s31eKTPUYECKOl 3Heprum ceTeBas opraHmsaums npu obcnyxmeaHum noTpebuTenei ocyLecTBaseT:
a) 3akstoyeHne gorosopa 06 okasaHWW ycnyr no nepeaade 371eKTPUYECKON SHEprum;

6) BHeceHMe U3MeHeHWin B A0roBop 06 okasaHuM yCiyr No nepefade 351eKTpUYecKon 3Heprum;

B) pacTop)eHue aorosopa 06 okasaHWW ycnyr no nepepave 31eKTPUYECKON IHepruu;

r) uHdopmMmpoBaHue noTpebuTens 06 aBapuiiHbIX CUTyauUMsX B pacnpenenTeNbHbIX 3M1eKTPUYECKUX CETAX CETEBOW OpraHu3auuu, PEMOHTHbIX U
npodunakTUyeckmx pabotax, MaaHOBbIX OrPaHUUEHUSIX pexuMa NoTpebfieHUs 3NeKTPUUYECKON dHEepruu, BAUSIIOWMX Ha WCNoNHeHWe 0653aTenbCeTB no
[loroBopy 06 oKasaHuu yciyr Mo nepefaye a7eKTpUYeckon sHepruu;

[l) AOMYCK YMO/THOMOYEHHbIX MPeACTaBUTENel NoTpebuTens ycnyr B NMyHKTbl KOHTPOJS U yyeTa KOMMYEeCTBa U KauyecTBa 3/1EKTPUYECKON SHEprun B
nopsiAke U cflyyasx, YyCTaHOB/IEHHbIX LOrOBOPOM 06 OKasaHWW yCiyr mo nepefave 371eKTPUUYEecKon SHepruu;

€) cornacoBaHve MecTa YCTaHOBKM Mpubopa ydeTa 3/1eKTpUYecKon sHeprumn (MowHoctu) (aanee - Npubop yyeTta), CXeMbl NOAKAOYEHUS npubopa
yyeTa W MHbIX KOMMOHEHTOB W3MEpPUTESIbHbIX KOMIMIEKCOB W CUCTEM Yy4yeTa 3J1IeKTPUYECKOW 3Heprum (MOLLHOCTM), @ TakXe METPONOrnYeckmnx
XxapakTepucTuk npubopa yuera;

) AOMYCK B aKcnyaTaunio npubopa yyeta;

3) CHSATWE KOHTPOSbHbIX MOKa3aHWit NpMbopoB yyeTa;

1) NpMeM nokasaHuin NpubopoB yyeTa OT NoTpebuTens;

K) MPOBEPKY, B TOM YMCNE CHATUE MNoKasaHuii, Nnpubopa yyeTa nepes ero AEMOHTaXOM N1l PEMOHTA, MOBEPKM WM 3aMEHbI;
n) pacyeT obbeMa NepeaaHHON 3/1eKTPUYECKO SHEPrn NoTpebuTento;

M) KOHTPOSIb MOKa3saTefieil KayecTBa 3/IEKTPUYECKON 3SHEPrMM B TOUKaX MNPUCOEAMHEHUS SHEPronpvHMMAOLLMX YCTaHOBOK MoTpebuTens
3/1EKTPUYECKON SHEPTUM K DSTIEKTPUYECKMM CETAM CETEBOW OpraHusaummu;

H) KOHTPOJSib 3HA4YeHW COOTHOLUEHUS NOTPe6NEeHNs aKTUBHOW M peakTUBHOW MOLUHOCTU ANS OTAENbHbIX SHEPronpuHUMaloLWmMX YCTPONCTB (rpynn
SHepronpuHUMaloLWmMx yCTponcTe) notpebutens;



0) NpoBeAeHWEe KOHTPOJIbHbIX, BHEOYepeAHbIX W MWHbIX 3aMepoB MOTOKOPACNpeAeneHnsl, HarpysoKk W YpOBHEN HanpshkeHus Ha obbekTax
notpebutens n obbekTax 3N1eKTPOCETEBOro X035MCTBa CETEBON OpraHM3auunm;

n) nonHoe (4acTUYHOE) OrpaHMyeHne pexrMma NoTpebrieHusl NEeKTPUYECKON SHEPrUn B NMOPsIAKE, YCTAHOBEHHOM [MpaBwnaMmu nonaHoro u (unu)
YaCTUYHOrO OrpaHMyYeHns pexunMa noTpebieHns 31eKTPUYECKONn SHepPrum, yTBepXXAeHHbIMW NocTaHoBneHneM MpasBuTenbcTBa Poccuiickon ®eaepaumm ot
4 masa 2012 r. N 442 (CobpaHue 3akoHogaTenbcrBa Poccuinckon ®deaepauum, 2012, N 23, cr. 3008; 2013, N1, c1. 68; N1, cT. 45; N 5, cT. 407; N 31,
cT. 4226; N 32, cr. 4309), n MNpaBunamn pas3paboTkn M NpUMeHeHUs rpacduKoB aBapUMHOIrO OrpaHWYeHUs pexunma noTpebrieHns 31eKTpUYecKon
3Heprum (MOWHOCTM) U UCMONb30BaHWS NMPOTUBOABAPUIAHON aBTOMAaTUKWM, YTBEPXAEHHbIMU MPUKa3oM MwuHaHepro Poccumn ot 6 uioHs 2013 r. N 290
(3aperncrtpupoBaH MuHocToM Poccnn 9 aBrycta 2013 r., perucrtpaumoHHbii N 29348);

p) cocTaB/ieHMe U NpefoCcTaBleHME NOTPebUTENtO akToB 6e3y4YeTHOro N 6e340roBOPHOr0 NOTPE6NEHUS SNEKTPUYECKON IHEPTUN;
C) COCTaB/IEHME aKTOB COr/1acoOBaHMs TEXHOMOrMYECcKon 1 (UNn) aBapumnHON 6poHN;

T) BblAayy AOKYMEHTOB, MPeAYyCMOTPEHHbIX B paMKax OKasaHWsi yCiyr rno nepeaave 3/1eKTPUYECcKol SHEPTUM N TEXHONOMMYECKOMY NPUCOEANHEHNIO,
B TOM UMCe KBUTAHLMIM, CYETOB, CYETOB-(aKTYp.

4. B paMkax TEexHOSMOrMYecKoro MpuUCOeAMHEHUS ceTeBas opraHusauus npu obcnyxuBaHum notpebuTeneli okasblBaeT cnefylowwme ycnyru
(ocyLecTBnsieT NpoLecchl):

a) TEXHONOrMYeckoe NpUCOeANHEHUNE K DSTEKTPUYECKMM CETSIM CETEBOM OpraHu3sauuu;

6) TexHoorMyeckoe NpPUCOeANHEHNE K SNEKTPUYECKUM CETSIM CETEBOW OpraHv3auuy NocpeicTBOM rnepepacnpesesieHns MakcMManbHOW MOLLHOCTM
Mexzay IopUANYECKUMU TMLAMKU U UHAUBUAYANbHLIMU NpeanpuHMMaTensMm (B TOM YMcie onocpeaoBaHHOEe NPpUCOeaNHEHNWE);

B) TexHonornyeckoe npncoegnHeHne K aIeKTpu4yeCKknuM ceTam ceTeBoM opraHusauumn no nHaonenayaabHOMY MPOEKTY,;
r) BpeMeHHOe TexHOoNnormyeckoe npncoeanHeHne K aNIeKTpu4yeCcknuM ceTam ceTeBoOM opraHunsauuu.

5. B pamkax obcnyxuBaHusi notpebutener ceteBas oOpraHvMsaumMs NO 3asBleHUIO noTpebutens Takxe oOKasblBaeT creaylowmne ycnyru
(ocywecTBnseT npoueccol):

a) Bblgayy CrpaBoK M [AOKYMEHTOB (MX KOMWI), MOATBEPXAAIOLMX TEXHOMOrMyeckoe MpuUCcoeAMHEHNEe K CETSIM CETEeBOW opraHusauumn (akT
pasrpaHuyeHunss 6anaHcoBoli MPUHAANEXHOCTU 3NEKTPUYECKUX CETEN, aKT pasrpaHUYeHUs 3KCMyaTaluMOHHOW OTBETCTBEHHOCTM CTOPOH, akT 06
OCYLLECTB/TIEHNN TEXHOSIOrMYECKOro NPUCOEANHEHMS U aKT COr/lacoBaHUs TEXHOMOMMYECKON 1 (Mnn) aBapuinHon 6poHun);

6) BOCCTAQHOBJ/IEHME paHee BblAaHHbIX AOKYMEHTOB O TEXHO/IOMMYECKOM NpUcoeauHeHnun nméo BblAa4yy HOBbIX AOKYMEHTOB O TEXHO/1I0rM4eCcKom
npucoegnHeEHN Npn HEBO3MOXXHOCTU BOCCTAHOB/IEHUA paHee BblAaHHbIX TEXHUYECKUX ycnosmﬁ;

B) YCTaHOBKY, 3aMeHy u (Mnn) akcnayaTauuio npnbopos y4eTa.

6. O6cnyxuBaHne noTpebuTeneil B paMKax OKasaHWs ycnyr no nepeaaye 3/eKTPUYECKOR 3HEepruu OCYLECTBASETCS Ha OCHOBaHWMM ob6palleHust
notpebuTens B CeTeBYI0 OpraHM3aLMio, eC/i 3aKOHOAATENbCTBOM Poccuiickoii defepaummn He NpefycMOTPEHO OCYLLECTB/IEHME NpoLecca No MHULMaTuee
APYTUX nny,.

7. NMpun obcnyxumBaHum notpebutenen (OCyLLECTBNEHUU OTAENbHbIX MPOLIECCOB) CeTeBas OpraHM3auus He Ao/xHa TpeboBaTb OT noTpebutens
npeaoCTaB/EHUSA AOKYMEHTOB, @ TakXXe OCyLLeCTB/IeHUsl NoTpebuTenem AenCcTBuii, He NpPeayCMOTPEHHbIX 3aKOHOAATENNbCTBOM Poccuiickon deaepaunu.

8. CeTeBasi opraHusauusi packpbiBaeT B COOTBETCTBUM co CTaHAapTaMu pacKkpbiTMs MHbOpMaumMmM cy6bekTamMu OMTOBOro M PO3HUYHbLIX PbIHKOB
3NEKTPUYECKON 3SHEprun, YTBEPXAEHHbIMW MoCTaHoBNeHMeM [lpaBuTenbcTBa Poccuitickort ®epepaumm oT 21 sHBaps 2004 r. N 24 (CobpaHue
3akoHopaTenbcTBa Poccuinckon ®epepauunu, 2004, N 4, cr. 282; 2005, N 7, cr. 560; 2009, N 17, cr. 2088; 2010, N 33, cT. 4431; 2011, N 45, cT.
6404; 2012, N 4, cr. 505; N 23, cr. 3008; 2013, N 27, cTt. 3602; N 31, cT. 4216; N 36, cT. 4586; N 50, cT. 6598; 2014, N 8, ct. 815; N 9, cT. 907,
919; N 19, c1. 2416; N 25, ct. 3311) (nanee - CtaHAapTbl packpbiTUs MHMOpMaUUn), creaytoLlyro MHdopMaumio 0 nacnoptax ycnyr (MpoLeccos):

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

Kpyr 3asButenei;

pa3Mep nnaThbl 3a oKasaHue ycnyru (oCyLlecTBAeHMs NpoLuecca) U OCHOBaHWS ee B3UMaHus;

YCNOBWUSI OKasaHWUsi ycnyru (0ocyLLecTBlieHns npolecca);

pe3ynbTaT oKasaHWs ycnyru (ocyLuecTBleHUs npolecca);

06LWMi CpoK oKaszaHus ycryru (OCyLLeCcTBEeHMs NpoLuecca);

COCTaB M 3Tanbl OKasaHus ycnyru (OCyLeCTB/IEHWs Mpouecca), BKIOYasi CBEAEHWS O coAepXaHuu u (unu) ycnosusx 3Tana, GopMa okasaHus
ycnyru (ocywecTsiieHust npouecca).

MacnopT ycnyru (npouecca) CoCTaBASETCS B OTHOLWIEHUM KaXAOW ycnyru (npouecca), OKa3biBaeMOW CETEBOW OpraHu3auuen, no peKkoMeHAyeMOMY
obpa3suy cornacHo npunoxeHnio N 1 K HacToswuM EAMHBIM CTaHAapTaM.

MacnopTa ycnyr (npoueccoB) ceTeBOW opraHu3auMu NyGNMKYHOTCS CEeTeBOW opraHusauuein B COOTBETCTBYHOLEM pasgene Ha oduumanbHoM caiTe
CeTeBOW oOpraHusaumMm B WHMOPMAUMOHHO-TENIEKOMMYHUMKALMOHHONW ceTu WHTepHeT (nanee - ceTb VHTEpHET), a TakXke pasMewalTcs Ha
MHMOPMaLMOHHbIX CTeHAaX B oducax CETEBON OpraHuWsaumMu, NpeaHasHayYeHHbIX ANs npueMa notpebuTeneli No BONpocaM okasaHusa yCcnyr no nepesade
3/1EKTPUYECKON IHEPTrUN, TEXHOONMYECKOMY MPUCOEAMHEHUIO U MHBIM BOMPOCaM, CBA3AHHbIM C AESTEeNbHOCTbIO CETEBOW opraHusauuun (aanee - oduc
obcnyxnBaHus notpebutenen).

9. MNpn BHECEHUN U3MEHEHMW B HOPMaTMBHbIE NMPaBOBble aKTbl, PEryINpYyloLMe NOPSAOK OKasaHWsi YCIyr Mo nepeaaye 3/1eKTPUYECKONn IHEPrum u
TEXHOIOrMYECKOMY MPUCOEAMHEHUNIO, MacrnopT ycnyru (npouecca) NpUBOAMTCS CETEBOM OpraHusauuell B COOTBETCTBME YKa3aHHbIM WM3MEHEHUsSM B
TeyeHWe AecsATn pabounx AHel nocne BCTYMEHUS B CUTY YKa3aHHbIX U3MEHEHUN.

10. CeTeBass opraHuMsauuMsi He pexe OAHOro pasa B roa obecrneynBaeT MpoBeAeHWE OMPOCOB MOTpebuTenei C uUenbilo BbISIBEHUS MHEHUs
notpebutenein o kayectse o6cnyxunBaHus. ExeronHble oT4eTbl 06 UTOrax U3yyeHUss MHeHUs noTpebuTenei o kadecTBe 06CNyXMBaHUS NyBANKYOTCA Ha
odunLManbHOM caliTe CceTeBOW opraHusaumm B ceTn WHTepHeT He no3gHee 1 MapTa roga, Creaylowero 3a rogoM, B KOTOPOM MpOBOAWINCH
COOTBETCTBYHOLLME OMPOChI.

CeTeBasi opraHusauuMs B COOTBeTCTBMM co CTaHAapTaMu packpbliTus WHdboOpMauum obecreumBaeT packpbiTue MWHbOpMauum o KayecTse
obcnyxunBaHus notpebuTenen ycnyr ceTeBo opraHusaumy 3a npealecTByoWmWin roa cornacHo npunoxeHutio N 7 kK HactosilwumMM EAWHBIM CTaHaapTaM Ha
obuuUManbHOM caliTe ceTeBOl OpraHusauMM MAM Ha WHOM odwuuManbHOM caliTe B ceTu WHTepHeT, onpenensemMoMm [MpaBUTenbCTBOM Poccuitckoit
depepaunn.

(ab3ay BBefeH MpukasoM MuHaHepro Poccum ot 06.04.2015 N 217)

<*> B cooTBeTCTBMM C NyHKTOM 11(6) CTaHaapToB packpbiTUs MHbOpMauun cybGbekTaMn OMTOBOrO W PO3HMYHOrO PbIHKOB 3/1EKTPUYECKON
3HEepruu, yTBepXAeHHbIX noctaHoBreHneM MNpaButenbcrea Poccuitickon ®eaepaunm ot 21 sHeBaps 2004 r. N 24.

(cHocka BBefeHa lMNMpukasoMm MuHaHepro Poccun ot 06.04.2015 N 217)

KoHcynbTaHTlAt0C: NnpuMeYdaHme.
naea II BcTynaet B cuny c 17 despans 2015 roga.

II. OpraHusaumsa o4HOro o6cnyXmBaHus



11. MonoxeHns HacTosiLel rnasbl 06 OpraHu3aumny LLeHTpanbHbIX 0bUCOB 06CNYXMBaHUS NOTpebuTeneil 1 opraHusaumnn o6CIyXUBaHUS B TaKUX
odurcax pacrnpocTpaHsoTC Ha TepPUTOPUaTbHbIE CETEBbIE OpPraHM3aumm.

12. O6cnyxuBaHue noTpebuTeneir NOCPeACTBOM JIMYHOMO KOHTakTa paboTHMKa CeTeBOW opraHusaumMm c notpebutenem (nanee - O4yHoOe
obcnyxnBaHune) ocyliecTBnseTcs B oducax obcnyxuBaHus notpebuTtenein, a Takxke B Ciydvasix, NpefyCMOTPEHHbIX 3aKoHoAaTenbCTBOM Poccuiickon
depepaunn, € Bble3goM K notpebutento paboTHMKa CEeTEBOM OpraHu3aunn.

13. Oducbl obcnyxmnBaHus notpebutenenn noapasAensioTca Ha UeHTpbl obcnyxuBaHusa noTtpebutenent (manee - uUeHTPbl 06CNYyXMBaHUSA
notpebutenein) n NyHKTbl 06CNyXunBaHus noTpebuTteneli, opraHn3oBaHHble B 060CO6/1EeHHbIX NOAPa3AeNeHnaX CeTeBON opraHu3aumu (fanee - NyHKTbI
obcnyxunBaHus notpeburtenen).

Oducbl 0bcnyxuBaHmns notpebutenen AoMxHbI obecrneunBaTb OpraHM3aumio 04HOro o6cnyXxmBaHua notpeburtenen, nckioyarowero Heo6xoaMMocCTb
B3aMMOAENCTBUS NOTPEBUTENA C MHBIMW NOAPA3AENEHUSAMUN CETEBON OpraHu3aunm (NpuMHUMA "ogHOro okHa").

14. CeTeBasi opraHusauus pasMmellaeT oducbl 06CNyXMBaHUA MOTpebuTenen Ha TeppuTopuax cybbekToB Poccuitickolrt ®depepaumm, B rpaHuuax
KOTOPbIX pacrnonoXeHbl 06bEKTbI 3/IEKTPOCETEBOIO X035CTBa CETEBONM OpraHusauun (fanee - TeppuTopus 3KCNyaTauMoHHONW OTBETCTBEHHOCTH).

15. CeTeBasi opraHusauus pasMellaeT He MeHee OAHOro ueHTpa o6CnyXuBaHus noTpebuTenei ycnyr B MyHMUMNanbHbIX 06pa3oBaHMAX
(MyHMUMNanbHbIX pailoHaX, FOPOACKMX OKpyrax) YMCIEHHOCTbIO HacereHUsi He MeHee [ABYXCOT TbICAY 4YenioBeK U B aAMUHWUCTPATMBHbLIX LIEeHTpax
cybbekToB Poccuiickonn ®epepauunn B cnyyae, ecnm KOnn4ecTso notpebuteneit ycnyr ceTeBoi opraHvMsaunmn, SHeprornpuvHuMaroLme yCcTponcTBa KOTopbIX
HEeMnocpeACTBEHHO MPUCOEAMHEHbl K CETSM CETEeBOM OpraHusauuu, B TakuMx MyHUUMManbHbIX 06pasoBaHusiX (MyHMUMMAnbHbIX palioHax, ropoACKMX
oKpyrax) v aiMUHUCTPATUBHbIX LEeHTpax cy6bekToB Poccuiickolt deaepaumm COCTaBNseT He MeHee NATUAECSTU ThICSY YenoBeK. B MHbIX cnyyasx ceTeBas
opraHusauusi pasMeLlaeT NyHKTbl 06CnyXunBaHus notpebuTtenei.

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

CeTeBasi opraHusauusa obecrieuvBaeT obcnyxuBaHWe noTpebuTtenein c cobntopeHneMm TpeboBaHUI K opraHusaumm oducoB 06CiyXMBaHUS
notpeéutenei, NpeaycMOTPEHHbIX NpuaoxeHmeM N 2 K HacToswmM EAMHBIM cTaHaapTaMm.

16. CeteBas opraHusauunsa obecrneynsaet o4Hoe obCcnyXmMBaHue noTpebuTenen:
B LeHTpax obcnyxunsaHus notpebutenen ceTeBoi opraHu3aumm He MeHee 45 4acoB B Heaento;
B NMYHKTax obcnyxuBaHusa notpebuteneli ceTeBoi opraHmMsaumm He MeHee 25 4acoB B Heaento.

17. OuHoe obcnyxuBaHne notpebuteneit B odbuncax obcnyxmaHma notpebuTtenein BeaeTcs B Nopsake XUBOW odYepeamn C UCMob30BaHMEM CUCTEMbI
3N1EeKTPOHHOro yrnpasneHus oyepeabto (NPU HanMYMM TakKoOW CUCTEMbI) WU MO NpeaBapuTENnbHOM 3anucu no TenedoHy mau Ha oduumanbHOM cainTe
CeTeBOW OpraHusaunu.

18. O6cnyxunBaHne noTpebuTeneil AOMKHO OCYLLECTBASTLCA B N06oM oduce obcnyxuBaHua noTpebuTeneli BHe 3aBMCMMOCTW OT MecTa
pPacnonoXeHnst SHEpronprMHUMaOLNX YCTPOMCTB NOTPEbUTENS Ha TEPPUTOPUN SKCNTyaTaLMOHHOW OTBETCTBEHHOCTU CETEBOV OpraHusaumu.

19. CeTeBas opraHu3auus Mpu OCYLUECTB/IEHUM O4YHOrO obcnyxuBaHus notpebutenein B oducax obcnyxmsaHus notpebutenein obecrneumsaer
coBeplleHne AENCTBMIA MO NepeYHio cornacHo npuaoxeHuto N 3 k HacTosawmM EAMHBIM cTaHAapTaM.

20. Obuwee BpeMsi oxuaaHus NoTpebuTens B odyepean n ob6CnyxmBaHus notTpebutens paboTHMKOM oduca o6CNyXMBaHUA NoTpebuTenen LOMKHO
coctaBnsAtb He 6onee 30 MUHYT. PaboTHUKM oduca obcnyxxmeaHna notpebutenein 0653aHbl HOCUTb SINYHbIE HarpyAHble MAEHTUMUKALMOHHbIE KapTOYKK
C yKa3aHMeM HauMeHOBaHWS CeTeBONM OpraHu3aummn, AOSKHOCTU, UMEHN, oTyecTBa U haMunmnm paboTHuKa.

21. PaboTHWMK ceTeBOW opraHusauuu, npubbIBLUMIA K MOTPebuTento ANs OCYLeCTBAEHWs OYHOro obCnyXxuBaHus, cooblaeT notpebutento csou
damununio, “Ms, OTYECTBO, AONXKHOCTb, HAMMEHOBaHWE CETEBOW OpraHu3auuu, a Takxe MNpUYMHY U uenb npubbiTusa. Mo TpeboBaHWo noTpebutens
paboTHUK AOMKEH MNPefocTaBUTb ClyxebHoe yaocToBepeHuWe nMb6O WMHOW AOKYMEHT, MOATBEpXXAalowWwmii nonHoMoumst paboTHuka. Mpu obpaleHun
notpebutenss K paboTHUKY CETeBOW OpraHM3auuu Mo BOMPOCAaM OKasaHus YCIyr Mo rnepefave 3MNEKTPUYECKON 3SHEepruv U TEXHONOrMYecKoro
NPUCOEANHEHUNS, HO HE CBSA3aHHbIM C MPUYMHOW U Lienbio NpubbiTUs, NpubbiBwMi paboTHUK coobLIaeT NOTPpebUTeNnto KOHTaKTHYIO MH(OPMaLMIO CeTEBOW
opraHM3aLuunmn, pasbsCcHSIET, Kyaa U B KaKoM nopsiake eMy cneayeTt o6paTuTbCs.

22. [lata v BpeMsa Bble3ga paboTHMKa CETEeBOM OpraHM3auuu K NoTpebuTEento CornacoBbiBaloTCs C notpebuteneM. Mpu Heob6xoaMMOCTU AaTta U
BpeMs NpubbITUS MOrYT KOPPEeKTUPOBAaTbCA Kak CETEBOWM OpraHu3auunen, Tak u notpebuTenem, npu 3TOM ceTeBasi OpraHu3auus:

a) yBegomnsier norpebutens O gaTte U BpPEMEHM 3arnjaHWpOBaHHOro NpubbiTMa paboTHMKA He no3gHee yeMm 3a 5 pabounx AHel A0 AaTbl
NaaHMpyeMoro NpubbITUS, a B Clyyae CPOYHbIX BbIE3AO0B - HEMOCPEACTBEHHO Nepes Bble30M;

6) B Clyyae U3MeHeHUsi BpeMeHW coobLuaeT 06 3TOM He Mo3aHee YeM 3a 2 yaca A0 paHee COorflacoBaHHOrO BpeMeHW NpubbiTUs paboTHUKa.

B cnyyae Heo6X0AMMOCTM NIMKBMAAUMWM TEXHONOrMYECKUX HapyLIeHWI, yrpoxarowmx paboTocrnoco6HOCTM 060pyAOBaHUS MAM MPeAoTBpaLLeHUs
(NMKBMAALMUN NOCNEACTBUIN) HECUYACTHBIX CllyYaeB, NpUbbITUE K NOTpebuTento paboTHUKA CETEBOM OpraHM3aLnm MOXET He COrlacoBbIBaTbCs.

KoHcynbTaHTl0C: npuMeYyaHume.
naga III BcTynaet B cuny c 17 ¢espans 2015 roga.

III. OpraHmsaums 3a04HOro obcnyxmBaHus (C NCNOb30BaHMEM
TenedoHHOW CBA3M U ceTn VIHTepHeT)

23. CeteBasi opraHusauus obecneunsaeT obcnyxumBaHue notpebuteneli C ncnonb3oBaHueM TenedOoHHOW CBSI3M, MOYTOBOW CBS3M U ceTu NHTepHeT
(nanee - 3a04Hoe ob6CnyxMBaHue).

24. CeTeBas opraHusaums obecneumBaeT npueM n obpaboTtky TenedoHHbIX obpalleHuii notpebutener No BoONpocaMm:
a) OCYLLECTB/IEHUS TEXHOSIOMMYECKOro NPUCOeANHEHUS;

6) okaszaHus ycnyr no nepenave 31eKTPUYECKON dHepruu;

B) OpraHusaumnmn yyeta 31eKTPUYECKON SHeprum;

r) opraHusaummn obcnyxmBaHus noTpebuTeneln, nNpenocTaBNeHns KOHTAKTHOM MHdopMaumm oducoB obCnyxmBaHus notpebutenen, 3anucn Ha
OYHbI MpUeM, a TaKXe NoNb30BaHNS MHTEPAKTUBHbLIMUK CepBMCaMK oPULMaNbLHOrO caiTa CETEBON OpraHM3auun B ceTu UHTepHeT;

[l) HECOOTBETCTBUSA KAyeCcTBa 3/1€KTPUUYECKON SHEPTUM TEXHUUYECKUM PErflaMeHTaM U UHbIM 0693aTenbHbIM Tpe6oBaHUsM;
€) NnepepbIBOB B Nepefave 3N1eKTPUYECKON SHEPTUW, NPEKPALLEHNS MW OFPaHUYEHNS PEXMMA Nepeaayn 3NeKTPUYECKON SHEPTUN.

25. 1ns 3a04HOro o6cny>xxmBaHua notpebutenelt ceteBas opraHnsauns obecneymBaeT BO3MOXHOCTb BbINMOSIHEHMUS AENCTBUIN MO MEPEYHI0 COr/lacHO
npunoxeHuto N 4 K HacToAWwmMM EAMHBIM CTaHaapTaM.

non

26. 3aouyHoe obcnyxwuBaHue notpebutenert ¢ UCnonb3oBaHWeM TenedOHHOW CBS3M MO BOMPOCaM, yKasaHHbIM B noAanyHkrax "a" - "r" nyHkra 24
HacTosWwmMx EAWHbIX CTaHAapToB, ceTeBasi OpraHu3auus OCyLLecTB/sieT 4yepe3 UeHTpbl 06paboTky TenedoHHbIX BbI30BOB B pabouyee BpeMmsi oduMCOB
obcnyxuBaHus notpebuteneit. Homepa UeHTpoB 06paboTkn TenedOoHHbIX BbI30BOB CETEBOW OpraHmsauuMy Mo yKasaHHbIM BOMPOCaM pasMeLLalTcs Ha
ocdunLManbHOM caiiTe ceTeBoi opraHusaumm B ceTv MHTepHeT 1 B oducax obcnyxmBaHusa notpebutenei.

27. O6cnyxunBaHne notpebutenein Mo BonNpocaM, ykasaHHbIM B noanyHkTax "a" n "e" nyHkTa 24 Hactosiwmx EAMHbBIX CTaHAapTOB, OCYLUECTBASIETCA
B peXUMe ropsiyein MuHuM (aanee - ropsiyast IMHUS MO BONPOCaM 3/1eKTPOCHaBXEHUS) KPYr10CyTOYHO.

TenedoHHbIN HOMEp ropsiyeit IMHMK MO BOMPOCaM 3/1EKTPOCHABXKeHUs SABNAETCS eAuHbIM W 6ecnniaTHbiM ANs noTpebuTenei Ha TeppuTopuu
3KCMJlyaTauMOHHON OTBETCTBEHHOCTWM CETEBOM OpraHusauuu. He AomnyckaeTcsi MCMosib30BaHME B kayecTBe TenedOHHOro HoMepa ropsiyelt JIMHUKU Mo



BOMPOCaM 3/1eKTPOCHabXeHUs TenedOoHHbIX HOMEPOB ONepaTUBHOro NepcoHasna ceTeBol opraHu3aumm.

TenedoHHbI HOMep ropsiyeit IMHUKM MO BONpPOCaM 31EKTPOCHABXEHMS CETEBON OpraHusauuu A0BOAUTCA A0 noTpebuTeneli, sHepronpuHUMaloLLme
YCTPOWCTBa KOTOPbIX HEMOCPEACTBEHHO MPUCOeAMHEHbI K O6beKTaM 3/IeKTPOCETEBOrO XO3sIMCTBa CETEBOW OpraHvsauuMu, B TOM 4YucCie MyTeM ero
BKJIIOYEHUSI B [0rOBOPbl SHEProCcHabXeHus, pasMelleHns Ha opuLManbHOM caliTe CeTeBOM opraHu3auun B ceTu WMHTepHeT u B odurcax obcnyxuBaHus
notpebutenei.

28. CeTeBas opraHusauus npu ocyLUeCTB/IEHUM 3a04HOIro 06CnyXnBaHus NoTpebuTenel ¢ ucnonb3oBaHneM TenedOoHHON CBS3N obecneynBaeT:
Hanunume 6ecnnaTHbIX TenedOoHHbIX KaHaNoB CBA3M MeXAY CETEBOW opraHusauuein u notpedbutensamu;

npvem m obpaboTky Bcex BXoasawmX TenedOoHHbIX BbI30BOB MOTpebuTenelt B CETEBYIO OpraHusaumio. Bpemsi oxuaaHus notpebutenem orBeTa no
TenedoHy CeTeBOM OpraHusauuMmM C MOMeHTa coeauHeHus (B cnyyae obcnyxuBaHus notpebuTeneil ¢ UCNONb30BAHWEM CUCTEMbl UHTEPAKTUBHOMO
rosl0cOBOr0 MEHI0 - C MOMeHTa Bblbopa noTpebuTenem kateropum "coeanHeHus ¢ paboTHUKOM opraHusauuun" B cMCTEME MHTEpPaKTUBHOIO ros10COBOMO
MEHI0) [0 MOMEHTa oTBeTa paboTHWKA CETEBOW OpraHM3auuu He AOMXKHO MpeBbiwatb 5 MUHYT. Bpems obpaboTku BbizoBa (TenedoHHOro pasrosopa
noTpeéutens c paboTHUKOM) He AOMKHO MPEBbIWAaTb 5 MUHYT;

OCyLLEeCTBIEHNE WUCXOAAWMX TenedOoHHbIX BbI30BOB AN WMH@OPMUpOBaHWSA noTtpebutenerr n npenoctaBneHns uHdopMaumu no obpaweHunsm
norpebutenen;

BeAeHne ayamosanncn BCeX BXOAAWKUMX U UCXOoAALWMX pa3rosopoB C I'IOTDesMTeﬂeM, 0 4em™ I'IOTpeﬁMTeﬂb YBEAOMNIAETCA B Hadane pasrosopa C
paﬁOTHMKOM ceTeBoOM opraHusauum,;

AOCTYNMHOCTb U HaAEXHOCTb paGOTbI Te}'leq)OHHbIX KaHasioB CBA3U,;
perncrpaumio BXxogdawmx U Ncxoadawmx Bbl30BOB COraCHO MYHKTY 42 HacTtoswmnx EanHbIX CTaH4apTOB.

29. CeTeBasi OpraHM3aums OCyLLECTBSIET 3a04HOE 06C/yXMBaHUE NoTpebuTeneil C NCNob30BaHMEM CBOEr0 0ULMANbLHOro canTa B CETU MHTEpHET,
coaepalliero MHbopMaLumio 0 AesTebHOCTU CEeTEBOW OpraHmn3aumn (aanee - obuuManbHbIi canT).

30. B cnyyae Bo3HMKHOBEHMS NepeboeB B paboTe opMUManbHOro canta, BAEKyLMX HEBO3MOXHOCTb AOCTYMNa K coaepxalleinca Ha HeM MHdbopMaumm
(cepBucam), ceTeBasi opraHu3aLma B Te4eHWe 2 4acoB C MOMEHTa BO306HOBMIEHUSA AOCTyna K oduLManbHOMY CaiTy pa3MellaeT Ha HeM MHdopMauuio o
npuYMHe, AaTe U BPEMEHW NpeKpaLleHns A0CTyNa, a TakxKe 0 AaTe U BpeMeHM BO30OHOBNEHUS A0CTyNna K odbuunanbHOMy canTy.

MoTpebutenn A[OMKHbI MMETb BO3MOXHOCTb O3HAaKOM/IeHUsi C WHdOopMauueln, pasMelleHHoW Ha oduuManbHOM caiTe, C WCMONMb30BaHUEM
pacnpocTpaHeHHbIX Be6-o603peBaTeneli. Mpu 3TOM He AOMXHA NpefycMaTpmMBaTbCs YCTaHOBKA Ha KOMMbIOTEpbl NoTpebuTeneli cneunanbHO CO3A4aHHbIX
ANs NpocMoTpa oULManbHbIX CalNTOB MPOrpaMMHbIX U TEXHOMOrMYECKUX CPEACTB.

CyMMapHasi 4NMTeNbHOCTL NepepbIBOB B paboTe odpuLManbHOro caiTa He A0MKHa NpeBblwaTh 4 YacoB B MecsU.
31. MHdopMaums, pasMellaemMas Ha opuumManbHOM caliTe, AOMKHA 6biTb:
AOCTyrnHa Ansa aBToMaTnyeckon o6paboTtku;

KPYr/IOCYyTOYHO JOCTyrnHa noTpebutensM 6e3 MCrnonb30BaHUs MPOrpaMMHOrO O6GecrieyeHusi, YCTaHOBKa KOTOPOrO Ha TeXHWYeckue cpeacTsa
notpebutens TpebyeT 3aKNOUeHUs NIULEH3UOHHOIO UM MHOIO CorflalleHust ¢ npaBoobnajateneM MporpaMMHOro obecredyeHus, NpeaycMaTpyBatoLLero
B3WMaHWe C NoTpebuTens nnatbl;

AOCTynHa 6e3 B3uMaHusa nnarbl.
32. HaBuraums oduumManbHOro cavta AO/KHA COOTBETCTBOBaTh CleaAyloWwmM TpeboBaHumsaM:

BCS pas3MelleHHas Ha oduumanbHOM canTe uHdopMaums AomxkHa ObiTb AOCTynHa noTpebuTtensm nyTtem nocsieaoBaTeNbHOro nepexoga no
rMNepccbiikaM HauyuHasi C r1aBHOM CTpaHuLbl oduumanbHoro carTta. KonmyecTBo Taknux nepexoaos Mo KpaTyailuein nocnenoBaTenibHOCTU AOMXHO 6biTb
He 6onee nATYK;

notpebuTtento AO0NXKHA NPefoCTaBNSATbCA HarnsgHas WHGoOpMauus O CTPyKType oduuManbHOr0 caWTa U O MeCTOHaxoXAeHun OoTobpaxkaemown
CTpaHuLbl B 3TON CTPYKTYpe;

Ha KaxAoW cTpaHuue oduUManbHOro calTa AO/MKHbI ObiTb pasMelleHbl: FNaBHOE MEHHK, CCbIIKa Ha FMaBHYK CTpaHuuy, CCbilka Ha KapTy
odurumnanbHOro canTta;

3arofioBKM M MOANWCKA Ha CTpaHMLUax [O/KHbI OMWCHIBaTh COAEpXaHue (HasHauyeHWe) Takoi CTpaHuMUbl, HauMeHOBaHMe TeKyllero pasaena w
0TOBpaxaemMoro JOKyMeHTa;

HauMeHOBaHWe CTpaHuLbl, ONuCbiBaloLLee ee coaepxaHune (HasHayeHue), AOMKHO 0TobpaxaTbCa B 3aronoske okHa Be6-o6o3pesaTens;

TEKCTOBbI aapec B ceTu WMHTepHeT (yHMBepcanbHbIM ykasaTenb pecypca, URL) KaXaoi CTpaHuubl AO/MKEH OTobpaXkaTb €e MNOSIoXKEHWEe B
JIOTMYECKOW CTPYKTYpe cailTa M COOTBETCTBOBaTb €€ coaepXaHuto (HasHauyeHuto), a Takke B TEKCTOBOM ajpece AO/MKHbl 6biTb MCMONb30BaHbI
CTaHAapTHbIe MpaBuia TpaHCIMTepaumm;

Ha rnaBHON CTpaHuue oduruManbHOro cainTa u B OTAENbHOM pasaene (fanee - IMYHbIN KabuHeT noTpebuTens) pasmellaeTcs HOMep ropsiyen MTMHUK
Nno BOMpOCaM 3NEKTPOCHAbXeHWs, runepccbinka Ha UHGopMaLmio, NpeaycMOTpPeHHYo ab3aueM oAMHHaALaTbiM U ABeHaauaTbiM MyHKTa 33 HacToawmx
EAVHBIX CTaHAApTOB, @ TakXke CCbUTKU-6aHHEPbl Ha MH(OPMaLMOHHbIE MHTEPaKTUBHbIE CEPBUChI CETEBOW OpraHM3aLuu.

33. B uensix obecneyeHns onepaTMBHOro A0CTyna notpebuTenein kK MHdopMaumm 06 okasbiBaeMbIX yCiyrax u o6Cny>XXmBaHMM CETEBOW OpraHu3aumm
B rIaBHOM MeH0 odULManbHOro carita CETEBONM opraHusauun Bblaenserca pasgen "Motpebutenam”. B ykasaHHOM pasjene pasMellaercs nHpopmaumsa B
COOTBETCTBUM CO CTaHAapTaMu packpbITUa MH@OpMaLuMn cybbekTaMn OMTOBOrO U PO3HWYHBIX PbIHKOB 3/IEKTPUYECKON 3HEpPrumn, a Takxe cieaylolme
cBeAeHus:

MOYTOBbIA aapec CeTeBOW oOpraHusaumun, aapeca u rpaduk paboTbl opucoB obCnyxmBaHUa noTpebuTteneit, Homepa TenedoHOB, MO KOTOPbIM
ocylwecrenseTcs obcnyxusaHne notpebutenen, agpec ouUNanbHOro canTa CeTeBON OpraHu3aunm;

nopsAoK nojayn U paccMoTpeHus obpalleHui notpebutenen, cogepxawmx xanoby Ha AeNCTBUS CETEBOM OpraHu3aumun, C yKasaHMEM CpOKOB
paccMoTpeHusi obpalleHunii n npeaocTaBneHns oTBeTa;

NopsiAOK M CPOKM 3aKk/loyeHust [oroBopa 06 oOKasaHuM ycnyr no nepepave 3/1€KTPUYECKOW 3Hepruu, npeaycMOTPEeHHble 3aKoHOAaTeNbCTBOM
Poccuiickon ®enepaumnm;

nopsifoK Mojauyn 3asiBKM Ha TEXHOMOrmyeckoe MpUCoeAMHEHUE, OCHOBHblE 3Tanbl ee PacCMOTPEHWUSt U MX CPOKM, CBEAEHMUS, KOTOpble [AOSKHbI
coaepxaTtbCa B 3asBKe Ha TeXHONOrmMyeckoe npucoeiuHeHue, n TpeboBaHMA K npunaraemMblM K Hell AOKyMeHTaM, (POpMbl 3as8BOK AN 3anONHEHWUs
norpebutenem;

nopsAAoOK BbIMOJTHEHUNA TEXHOJTOrMYECKOro npncoeanHeHusd, aTanbl TEXHOJTOrMYECKOro npncoegunHeHna n nx Cpoku;

NopsiAOK pacyeTa nuaThl 3a TEXHONOrMYECcKoe NpUCoeANHEHWE ANS BCEX rPynn notpebuTenein, KONUW pelleHnin opraHa UCNOMHUTENbHOW BracTu
cybbekTa Poccuitickoit ®depepaumm B 061acTU roCyAapCTBEHHOrO perynnpoBaHus UeH (TapudgoB) 06 YCTaHOBAEHMWM NAaTbl 3@ TEXHONOrMYyeckoe
npucoeanHeHne B OTHOLIEHUW TEPPUTOPUANbHbIX CETEBLIX OpraHu3auuii, a Takke Konusa pelweHus denepanbHOro opraHa MCMNOMHUTENbHOW BlacTu B
obnacTn rocyfapCTBEHHOro perynmpoBaHus LeH (TapudoB) MO yCTaHOBEHMIO MaTbl 3@ TEXHOMOrMYeckoe NpucoeamHeHne B OTHOLIEHMM OpraHu3auum
Mo ynpaBneHuo eanHOM HauMoHanbHOM (06LLEPOCCUINCKON) 31EKTPUYECKON CETbIO, MOPSAOK OMaThbl MO A0OroBopy 06 OCYLLECTBAEHMU TEXHOMOrMYeCcKoro
NpUCOEANHEHUS K IIEKTPUYECKMUM CETSIM, OCOBEHHOCTM BHECEHMS NMaTbl OTAENbHLIMW FpynnaMu notpebutenen, NpefycMOTpeHHblE 3aKOHOAaTEeNbCTBOM
Poccuiickont denepaumnm;

NOpsSiAOK pacyeTa nniaTbl 3a OKasaHWe ycnyr Mo nepeaaye 3/eKTPUYECKOW 3Heprum Ans Bcex rpynn notpebuTteneri, Konuu pelleHui opraHa
MCNONTHUTENbHON BnacTn cybbekTa Poccuiickoin denepaunn B 061acTu rocyaapCTBEHHORO perynmpoBaHus ueH (TapudoB) 06 ycTaHoBneHUM TapudoB Ha
ycnyru no nepepave 31eKTpUYECKO SHEPrun B OTHOLIEHUM TEPPUTOPUAIbHBIX CETEBbIX OPraHu3aLumii, a Takxke KOnuu pelleHui gpeaepanbHOro opraHa
VUCMONMHUTENBHON Bnactm B 061acT rocyAapCTBEHHOro perynmpoBaHus uUeH (TapudoB) 06 ycTaHOBNeHMM TapudoB Ha yciayru no nepepade
3/1EKTPUYECKON 3HEeprumM B OTHOLUEHWM OpraHuM3aumMn no ynpasBfieHU0 eAUMHON HauuoHanbHON (06LEepOCCUNCKON) 3NEeKTPUYECKON CeTblo, MOPSIAOK
onsatbl No A0roBopy 06 oKasaHWW yCnyr rno nepefave 31eKTpUYeckon saHeprum;



NOpPSAOK OCYLLECTB/IEHUSI KOMMEPYECKOro yyeTa ceTeBbIMU OpraHM3aunsiMun, B TOM Yncie TpeboBaHMS K MecTaM yCTaHOBKW NMPUGOpOB y4yeTa, CXeMbI
NOAK/IOYEHNS W METPOJIornYeckme XxapakTepuctuku npubopoB yyeTa 6e€3 ykasaHWs TOBapHbIX 3HaKOB, 3HAKOB O06C/YXMBaHWSA, GUPMEHHBIX
HanMeHOBaHWI, NaTeHTOB, NOME3HbIX MoAeNnel, NPOMbILLNEHHbIX 06pa3LoB, HaMMEeHOBaHWU MEeCT NMPOUCXOXAEeHMS NPUOBOPOB yyeTa AN HanMeHoBaHUW
npovssoanTenen npmbopos y4yeTa;

HauMeHoBaHWe NpUBGOPOB yuYeTa, YCTAaHOBKY KOTOPbIX OCYLLECTBISIET ceTeBasi OpraHmn3saums, UX CTOMMOCTb U CTOMMOCTb paboT Mo MX YCTaHOBKE;

NMPUYMHbBI U CPOKU MIAHOBbLIX NEPEPLIBOB B Nepefave 3NeKTPUYECKON SHEPTUN, MPEKPALLEHUS UTM OrPaHUYEHUS pEXMMa Nepefaydn 31eKTpUYecKomn
3HepruuM, B TOM uucne npeaBapuTenbHas MHGOPMaUMs O CPOKax OrpaHUYeHUsl pexuma noTpebrieHUs 3/1eKTpUYecKon 3sHeprum (MOLHOCTW)
noTpeéuTenein B CBA3M C NPOBEAEHWEM PEMOHTHbIX paboT Ha O6beKTax 3/IEKTPOCETEBOro X03AWCTBA CETEBOW OpraHuW3auMu, BKIKOYEHHbIX B rOAO0BOWA
(MecsiuHbIN) rpadmnK peMoHTa;

pacyeTHble AaTa W BpeMsA BOCCTAHOBMEHUS 3/1EKTPOCHabXeHus B Cnyvyae BBEAEHWS BHEMJAHOBOrO OrpaHWYeHWs pexuma notpebneHuns
3N1eKTPUYECKON aHeprum (MOLLHOCTH);

4acTo 3azlaBaeMble BOMPOChI, BO3HMKaKOLWMeE Y noTpebuTeneli, n oTBETbI Ha HUX;

aKTyanbHble U3MeHeHUs 3aKoHozaTeNnbCcTBa Poccuiickoit Genepaunm B OTHOWEHUM NpoLUeAyp OKa3aHUs yCnyr CeTEBbIMM OpraHu3aumsmMu;

yTBEpXAEHHble rpacdvKn aBapuinHOro orpaHuYeHus;

nacrnopTa ycnyr (MpoueccoB) CETEBONM OpraHusauuu;

nopsnok pabotbl B NIMYHOM KabuHeTe noTpebuTens, BKIOYas MOSyYeHWE MNepBOHAYaNnbHOrO AOCTYMa K JIMYHOMY KabwHeTy, perucrpauuio u
aBTopM3auuio notpebutens.

34. UHdopMaums, ykasaHHas B ab3aue ogMHHaAUaToM nyHkTa 33 HacTtosiwmx EAWHBbIX CTaHAapToB, NMOANEXUT Onyb/IMKOBaHUIO He No3aHee YeM 3a
7 OHel [0 AaTbl N1@HOBbIX MepPepbiBOB Nepefayn 3/1eKTPUYECKO SHeprum.

35. WHdopmauus, ykasaHHas B ab3aue TpMHaauaToMm MyHKTa 33 HacToAwmx EAMHBIX CTaHAapTOB, MOANEXUT ONy6/IMKOBaHMIO He pexe OAHOro
pasa B KBapTaJl Ha OCHOBe aHann3a NocTyNMBLUMX 06paLleHuii B CETEBYIO OpraHun3aumio.

36. CeTeBasi opraHm3aumns obecneymBaeT, B TOM YAC/IE C UCNOMb30BaHNEM IMYHOrO kKabnHeTa NoTpebuTens, TEXHUYECKY0 BO3MOXHOCTb!

a) HanpasieHusl noTpebuTtenem obpalleHuii, B TOM Yucie coaepalumx xanobbl 1 3asBKKU (3asiBNieHMs) Ha okasaHue ycnyr (MpoLeccoB), COrnacHo
npunoxeHnio N 5 k HactoswmMm EAuHbIM cTaHAapTaM B (OpMe 3/1eKTPOHHOrO AOKYMeHTa MyTeM 3arofiHeHUs 3KpaHHbiIX dopM Beb-nHTepdelica
odumumnanbHoro carvta ¢ obs3atenbHON AN 3aNOIHEHUS KOHTAKTHOM MHdOpMaumen n NpeanoyTUTENbHbIM CNOCO60M MoMyYeHus oTBeTa. B aKkpaHHbIX
dopMax Beb-uHTepderica opuumnanbHOro camTa obecneymsaeTcs BO3MOXHOCTb NpUKpennsThb dalinbl ¢ MaTepManamu no obpatieHumto. Mpu HanpaBneHun
obpalleHns yepes ykasaHHbIi WHTepdeinc notpebutenb AomxkeH ObiTb yBEAOMIEH O MJAHOBbIX CPOKax PpacCMOTPeHus obpalleHus C yKasaHWeM
perMcTpaumMoHHOro Homepa obpatleHus;

6) 3anonHeHuss NOCPeACTBOM 3KpaHHOM (opMbl Beb-uHTepdelica opuuManbHOrO caiTa aHKeTbl NoTpebuTens Ans onpoca C LEenbil OLEHKKU
KayecTBa OKa3blBaeMbIX YC/yr CETEBONM OpraHv3auumn u ob6cnyxunsaHumsa notpeburtens;

B) nony4eHus notpebutenem cBeaeHUn o cTaTyce paccMOTpeHus obpalleHuns, HanpaBieHHOro B CETEBYIO OpraHu3aumio;

r) BBOAa notpebuTenem TekyLUMX nokasaHuii NpubopoB yyeTa 3/1eKTPUYECKON SHEepruu;

A) HanpasneHus notpebuTeneMm yBeLOMNEHUS B CETEBYHD OpraHusaumio 06 WCMOMHEHWM UM MeponpuUsTUIA, NPeayCMOTPEHHbIX TeXHUYECKUMU
yCnosusmu;

€) npeaocTaBneHns noTpebutensam:

CBeLlEHWI O CTaTyce pacCMOTPEHMUS 3asiBKM (3asB/ieHMs1) NOTPeObUTENS Ha OKasaHWe ycnyr, NoAaHHOW B CETEBYID OpraHmM3aumio, C yKasaHMeM AaTbl
NOCTYMNSIEHNSI 3asiBKM U ee PerncrpauMoHHOro HoMepa, AaTbl HanpaBfieHUs 3asBUTEN0 MOAMWCAHHOIO CeTeBOW OpraHu3auueinn gorosopa 06 okasaHWuu
yenyru;

CBEfleHW O CTaTyce WCMNONHEHUS AOroBopa OKasaHWs YCIYrM C yKasaHWeM MaHOBbIX CPOKOB MWCMOMHEHMWS, 3@ WCK/IIOYEHWMEM [AO0roBOpOB Ha
oKasaHwe ycnyru no nepepaye 3/eKTpUYeckon 3Hepruu. CBeaeHWs NO A0roBopaM 06 OCYLLECTBNEHUM TEXHOMOrMYeckoro MpUCcoeAuHEHUs LOMXHbI
BK/lOYaTb MHbOpMauMilo O JaTe 3ak/loYeHWsi [OoroBopa, XoAe BbIMNOMHEHWSI CeTEeBOW oOpraHusauuelt TeXHUYECKUX YCNOoBWi, daKTUYeckom
NpUCoOeaANHEHNN, COCTaBNEHUN U NOANMUCAHUN AOKYMEHTOB O TEXHONTIOrMYECKOM MPUCOEANHEHUN;

CYETOB Ha onnaTy ycyr no TEXHONOrMYeCKOMY MPUCOEANHEHUIO;

CBeAEHW O MokasaHusiXx NMpMBGOPOB yuyeTa MO TOYKaM y4yeTa 3/1eKTPUYECKON 3Heprum notpebutens u cratuctuke notpebneHus 31eKTpUYecKon
SHEprMM Ha MOMEHT MOC/efHero CHATUS CETEeBOW oOpraHu3auuelt Takux MoKasaHuii Wnu BBEAEHMS MOoKasaHuii npubopa yyeTta noTpebuTtenem
CaMOCTOSITENbHO;

CBeAEHWI 0 cTaTyce pacCMOTpeHUs obpalleHuns, HarnpaBleHHOro B CETEBYIO OpraHu3aLuuio B 3/1eKTPOHHON dopme.

37. OocTyn K NTNYHOMY KabuHETYy noTpebuTens ocyLLecTBASETCS NoC/e BBoAa NOTpebuTenemM CBoMX MAEHTUMUKALUMOHHbBIX AaHHbIX: UMEHWU (JTIOrMHA)
1 napons n (Mnn) No perncTpaLumoHHOMY HOMEpPY 3asiBKM Ha OKasaHue ycnyr (OTAenbHbIX Mpoueayp) M Naposio, KOTopble BblAaloTCcs noTpebuTtento:

a) Npu 04HOM obpalleHNN B CETEBYIO OpraHM3auuio;

6) no NucbMeHHOMY 3anpocy norpeburtens;

B) Mocne 3anofiHeHus notpeburtenem akpaHHON dopMbl Beb-nHTepderica opnumanbHOro cainTa CETEBON OpraHM3aumm perncrpauum.

38. Paspen "MoTpebutensam" oduumManbHOro canTa CeTeBOM OpraHu3auMu pekoMeHAyeTcs paspabaTbiBaTb B COOTBETCTBUM C npunoxeHvem N 6 k
HacToswmM EAnHBIM cTaHaapTaMm.

IV. MNpuem n paccmoTpeHne obpalleHunii notpebutenen

39. Notpebutensm obecneumBaeTcs paccCMOTpeHne obpalleHnii B YCTaHOB/TIEHHbIE CPOKM.

40. CeveBas opraHusauus npu paccMOTpeHun obpalleHu notpebutenein obecneuvmBaeT NMpuMeM U perncTpauunto NMocTynuBLIEro B aapec CETeBOM
opraHusauum obpauweHus notpebutens (B NMUCbMEHHOM, 3M1EKTPOHHOW, YCTHOW ¢ opMe, C Mcrnonb3oBaHMEM TenedoHHOM cBsisn). Mpu perncrpaumm
obpalleHns pUKcMpyeTcs KOHTaKTHas MHdopMauus notpebuTens, Aata NoCcTyrnjeHns obpalleHns 1 BXOASLWMNA perncTpaumoHHbllii HoMep obpalleHus.

41. CeTeBasi opraHvsaumsa HanpaenseT NoTpebuTesNo OTBET MO CYLLECTBY Ha ero obpalleHve B cleaytolme CpoKu:

a) OTBET Ha MuCbMeHHoe obpalleHne notpebutens Ha HGymaxHOM HocuTene - B TeyeHue 30 AHeW CO AHA perucrtpauumn obpalleHus ceTeBoW
opraHusauuert, B cllyyae eciim MHOe He NpefycMOTPEHO 3aKoHOoAAaTeNbCTBOM Poccunitickoin denepaunu;

6) obpalueHne notpebutens, HanpaBneHHOE C UCMONb30BaHWEM 0dULMANBbHOrO caTa B hopMe 3/1eKTPOHHOro AOKYMEHTa, - B CPOKMU, yKasaHHble B
npunoxeHnn N 5 K HacToAwmMM EQMHBIM cTaHaapTam;

B) oTBeT Ha obpalleHne noTpebuTens € WCnonb3oBaHUeM TenedOoHHOW CBSA3M NpPefoCTaBNsieTCs HEenocpeACTBEHHO B MOMEHT obpalueHus
notpebutensa. B cnyyae HEBO3MOXHOCTM MpeAOCTaBUTb OTBET B MOMEHT obpalleHus noTpebutenss paboTHUMK CETeBOW OpraHWsauuun 3anucbiBaeT
KOHTaKTHYO MHbOpMaumMio NoTpebuTens n He No3aHee 4 YacoB C MOMEHTa perncrpauun obpalleHus NpeaocTaBaseT oTBET noTpebuTtento;

r) ecnu obpaweHune noTpebutensa C MCNonb3oBaHWEM TenedOHHON CBS3M COAEPXWUT Xanoby u dakTbl, U3NOXEHHblIe B Takolh >xanobe, TpebyoT
aHanusa MatepuanoB no obpalleHunto noTpebuTtensi, paboTHUK CETEBOM OpraHu3auuu, NpUHSBWWA TenedoHHbI Bbi30B, odopMaseT xanoby B ¢popme
3/1EKTPOHHOr0 AOKYMEHTA, KOTOPbIN perncTpupyercs B ycTaHoBieHHOM nopsiake. Cpok oTBeTa noTpebuTento no Takon xanobe He A0/MKEH npeBbiwaTh
30 aHel co AHA perucTpaumm obpalleHus;

A) OTBET Ha ycTHoe obpaileHue noTpebutena B oduc obcnyxmBaHus noTpebuTenein NpenocTaBnsSeTCs HEernocpeACTBEHHO MpU MoCeLleHnn
notpebutenem oduca. B cnyyae HeBO3MOXHOCTWM MpeAoCTaBlieHUs OTBeTa Ha obpalleHune noTpebuTens npu OCYLWECTBNEHWM OYHOrO O6CNY>XMBaHMA



notpebutensa, a Takxke ecnn obpalleHue noTpebuTens coaepXuT xanoby n ¢akTbl, U3M0XEHHbIe B Takol anobe, TpebyloT aHanusa mMaTepuanos no
obpalleHuto notpebutensi, paboTHMK CETEBOW OpraHM3auMM AOMXKEH MPeasioXuTb NoTpebuTento HanpaBUTb B CETEBYIO OpraHM3auutio NUCbMEHHOE
obpaweHve unu odbopMuTb obpalleHne B oduce obCnykuBaHMS Ha TUMNOBOM 6naHke. llocne 3anofiHEHWS M noanucaHus notpebutenem 6naHka
obpalleHunsa Takoe obpalleHme peructpupyetcs. Cpok oTBeTa Ha Takoe obpalleHre He Ao/keH npesbiwaTe 30 AHel co AHS perncrpauumn obpalleHus.

42. B cnyyae ecnv U3NOXeHHble B obpalleHun notpebutens BONPOCbl HE OTHOCATCS K KOMMETEHLMW CETEBOW opraHusauuun, paboTHUK ceTeBoW
opraHusaumm He nosaHee 5 pabounx AHEN co AHS perncrpauun obpaileHns MHPOopMUpyeT nNoTpedbuTens o HEBO3MOXHOCTU NPeAoCTaBeHNss eMy oTBeTa
Nno CyLLECTBY M3/IOXKEHHbIX B 06palleHMM BOMPOCOB M COOBLAET KOHTaKTHYK WMH(OPMaLMIO OpraHu3aumii, K KOMMEeTEeHLMN KOTOPbIX OTHOCATCA Takue
BOMPOCHI.

43. O6palleHre NnoTpebuTens o NpeaocTaBleHUN CNPaBoYHON MHDOPMaUUN U (UIN) KOHCYNbTaLUKU CYMTAETCS PacCMOTPEHHbIM, eCin NoTpebuTento
HanpaeneH (NpefocTaBneH) OTBET C 3anpalnBaemMon nHdopMaumen.

44, ObpalleHune notpebutens, cogepallee xanoby, CUMTAETCA pacCMOTPEHHbIM CETEBOW OpraHu3aunemn, ecnm:

a) ycraHoBneHa 060CHOBaHHOCTb (HEO6OCHOBaHHOCTb) 3asiBNEHMS O HapyLUeHWU MpaB WM OXpPaHSeMbIX 3aKOHOM MHTepecoB MoTpebuTens, B TOM
uncne o NpeaocTaBNeHnn yeyr HeHaa exallero Kavecrsa;

6) B cnyyae Heo6X0AMMOCTU MO 060CHOBAHHbLIM XanobaM ornpeaeneHbl MeponpusaTUsl, HanpaseHHble Ha BOCCTAHOBEHWE HapYLUEHHbIX Npas uau
OXpaHsieMbIX 3aKOHOM MHTEPECOB NoTpebuTens (aanee - KOppeKTUpYoLwme Mepbl);

B) HanpaeneH (NpefocTaBfieH) oTBeT noTpebutento no obpalleHunio:

B C/ydae nNpusHaHusa »anobbl HEO6OCHOBaHHOM B OTBETE npenocrtaBnsArTCA apryMeHTUPOBaHHbIE Pa3bACHEHUA B OTHOWWEHUN OTCYTCTBUA OCHOBAHUM
ANA ee yaOBETBOPEHUA;

B C/lyyae nNpusHaHus xanobbl 060CHOBaHHOM B OTBETE MOTPEOMTENIO YKa3biBalOTCs, KakMe npaBa UM 3aKOHHbIE MHTepeckl NoTpebuTens noanexar
BOCCTAQHOBJIEHUIO M B KakoM nopsake. Ecnm no »xanobe HeobxoauMMa peanusaumsi KOPPEKTUPYKLWMX Mep, B OTBETe MnoTpebuTento ykasbiBaercs
NaaHMpyeMblii CPOK UX peanunsaunu.

45. PaccMoTpeHue obpalleHunst He Npon3BoanTcs (C yBeAOMIeHNEM 06 3TOM NOTpebuTensa) B ciyyasnx:
a) ecnu obpalleHne CoaepXNUT HeLleH3ypHble B0 0CKOpOUTENbHbIE BbIpaXeHUs;

6) ecnu B obpalleHnn coaepXnTcs BONpoc, Ha KOTOpbI AaHHOMY MoTpebuTento ycnyr yxe 6bl1 NpeaocTaBneH OTBET MO CYLECTBY B CBA3W C paHee
HanpaBfieHHbIMW 06paLLeHUaMIN, U NPpK 3TOM B 06palleHUn He NPUBOASTCS HOBblE A0BOAbI MW 06CTOATENLCTBA;

B) €C/iv OTBET NO CyLLeCTBY MoCTaBIeHHOro B o6palleHun Bonpoca He MOXeT 6biTb AaH 6e3 pasrnalieHus CBeAeHUi, COCTaBNSALWMX KOMMEPYECKYHo
TallHy UKW WHYIO OXpaHsSeMYH0 3aKOHOM TalHy.

46. PaccmoTpeHue obpalleHns (6e3 yBenomieHus noTpebuTensl) He NPou3BOANTCA B C/lyyasix, €C/iM TEKCT NMUCbMEHHOro obpalleHus He noaaaeTcs
NPOYTEHUIO UK B 06paLleHnn OTCYTCTBYIOT KOHTaKTHble laHHble, Heo6XoANMble AN HanpaB/ieHus OTBeTa.

V. OcobeHHOCTM 0b6CnyXuBaHus notpebutenern Npu okasaHun
yCNyr no TEXHONOrMYeCcKkoOMy MpUCOeANHEHWNIO

47. CeTeBas opraHusauusa obecrnieuvBaeT notpebutensm - duUsMYeckum nuuaMm, MakcuManbHas NpUcoeaAnHEeHHasi MOLWHOCTb SHEPronpUHUMAOLLMX
YCTPOICTB KOTOPbIX COCTaBASeT A0 15 KBT BKIOUMTENBLHO (C YYETOM paHee NMPUCOEAMHEHHbIX B AaHHOM TOUYKE MPUCOEAMHEHWUS SHEPTOMPUHUMAKOLLNX
YCTPOWCTB), BO3MOXHOCTb:

a) BbICTaBMIEHMS CYETA Ha OnnaTty YCIyrn Mo TEXHOMOrMYyecKoMy MpUCOeAUMHEHUIO crnocobamMu, AOMyCKaloWMMKM BO3MOXHOCTb WX YyAaneHHON
nepepauun (noyta, ceTb MHTEPHET), NO XenaHuto notpeburtens;

6) BHECeHWs nnaTbl N0 AOroBopy 06 OCYLLECTBIEHUU TEXHOMOMMUYECKOro NPUCOEANHEHMS K SNEKTPUYECKUM CETSAM 63 oniaTbl KOMUCCUN.

MpunoxeHune N 1

K EAWHBbIM CTaHAapTaM KadecTBa
o6CcnyXnBaHWs CeTeBbIMM OpraHusaunsaMm
notpebuTenei ycnyr ceTeBbiX OpraHu3aumm

MACIIOPT YCJIYTM ([IPOLECCA) CETEBOM OPTAHU3AINMA

HaVMeHOBaHMe yCJyIm (mpolecca)

Kpyr szasaeurenei <1>: .
PasmMep myaTe 3a npenocTabJIeHMe YCJyIM (mpouecca) M OCHOBAaHME ee B3MMaHUA:

YCNIOBMS OKaszaHuUsa yCJyIu (mnpouecca) <2>:
PesynbTaT oOKaszaHMUs YCJyIM (mnpouecca) :
ObumMy CPOK OKa3aHMA yCJyIm (Ipolecca) :

CocTaB, IOCJEeNOBATEJIbHOCTBE M CPOKM OKa3aHMsa yCJyIu (mpolecca) :

N | 3Tan CoaepxaHue/ycnosus ®dopmMa Cpok Ccbinka Ha
n/n 3Tana npeaocTaBfeHns | WUCMOMHEHUS | HOPMaTUBHbIN
npaBoBOW aKT

KoHTaxTHas mMHOOpPMaUMs OJIS HaNpaBileHMsa ofpameHui <3>:

<1> YkasblBalTCa Nnua, KOTopble MOryT MOMYyYUTb AAHHYIO YCIyry.

<2> OnucaHue yCcnoBuiA, NpU KOTOPbIX OKasaHWe ycnyru (rnpouecca) CTaHOBUTCS BO3MOXHbIM (MpefoCcTaB/ieHne BCeX HEeO6XOAUMBIX AOKYMEHTOB,
Hanuume Gun3nyeckor BO3MOXHOCTU OKasaHus ycryru (npouecca) u ap.).

<3> YKa3blBalOTCsl KOHTAKTHblE J@aHHble N1L, KOTOpble MOryT AaTb MCYepnbiBaloLlylo MHGOpMaLmMio 06 oKasbiBaeMol yciyre, NpUHSITb Xanoby Ha
nencreus (besapencTene) noapasaeneHus (paboTHUKa) ceTeBo opraHmMsaumm, 3aHSTOrO B OKa3aHWKU YCNyrn, YNoSTHOMOYEHHOrO OpraHa UCMOHUTENbHOM
B/1aCTW, OCYLLECTBAIOLErO0 HaA30PHbIe PYHKLMM 3@ AeSATENbHOCTbIO CETEBON OpraHu3aumm.



Mpunoxenne N 2

K EAMHBIM CTaHfapTaM KayecTBa
06CcnyXnBaHUs ceTeBbIMM OpraHu3aLmsaMm
notpebutenen ycnyr ceTeBblX OpraHusauni

TPEBOBAHUA .
K OPFAHU3ALNN ODPUNCOB OBCNYXXNBAHWA NMOTPEBUTENEN
CETEBbIMW OPTAHU3ALINAMU

1. Mpu o60opyLoBaHMM LEHTPOB 06CYXUBaHUS NoTpebuTenei B KIMEHTCKOM 3ane Npou3BOAUTCS 30HMPOBaHWe NMoMelleHusi, obecrnednBaloLLee ero
pasaeneHune Ha ABe 30Hbl: KIIMEHTCKYIO U 30HY pasMeLleHusi paboTHUKOB, OCYLLECTBASOWMX 06CyXMBaHWe NoTpebuTeneil.

2. LeHTpbl 06cnyxumBaHusa notpebuteneit cHabxaTcs MHHOPMALNOHHBIMK Tabnnykamu (BbiBECKAMM) C IOFOTUMOM CETEBOM OpraHmM3aumn:

a) Ha BXoAe B 3[laHWe pasMeLlaeTcs BbiBecka C MHMOpMauueli: HaMMEeHOBaHWe CETEBOM OpraHvW3auuun, NMouToBbIN agpec, rpaduk paboTbl LeHTpa
obcnyxunBaHus notpebuTeneii, aapec 3/EKTPOHHOWM MoyTbl, TenedoH ueHTpa o06CNyXMBaHUA noTpebuTenen W ropsyen AMHUM NO BOMpOCaM
3/1EKTPOCHabXeHMs CETEBOI OpraHM3aunu;

6) B nomelleHWn - BbiBECKM C O0BO3HA4YeHWEM MeCT OYHOro npuema notpebuTenei, cnyxebHbiXx MOMELLEHWU, He npeaHasHayYeHHbIX ANS OYHOro
npuema notpebutenen;

B) B K/IMEHTCKOM 3ae - BbIBECKM Ha OKHaX 06CiyXuBaHus notpebuteneit okono pabounx mect paboTHUKOB.

3. B kAMeHTCKOM 3ane ueHTpa obcnyxusaHUsa noTpebuTeneli opraHusyetcs 30Ha OXWAaHWs Ana noTpebuteneit, nossonswlas pasMecTuUTb
notpebuteneit B nukoBble AHM (4ackl) npuema. lMnowaab 30HbI OXMAAHWUA COCTaBNsieT He MeHee 4 KBajpaTHbIX METPOB Ha OAHOro paboTHWKA,
obcnyxusarowero notpebutens (oAHOro oOkKHa o06CNyXMBaHUA). B 30He oxuaaHus obecrneumBaeTcsl Hanuunme ™Mebenu ANs  WMCNoNb30BaHMS
notpebutensiMm BO BPeEMS OXMWAAHUSA: HEe MeHee OAHOro cuasyero Mecta Ha ogHoro paboTHuka, obcnyxuBatowero notpebuTtens (0AHOro OkHa
06CnyXnBaHus), He BKIOUasi CMAsiUME MecTa HeMnocpeACTBEHHO AJs NpyeMa noTpebuTteneii, oTAeNbHOro CTona U cTyna Ans obopMaeHUs AOKYMEHTOB BO
BpPEMS OXMAAHUS, KaHLENSAPCKUX NPUHAANEXHOCTEN.

4. 30Ha OXWAaHWUS KIMEHTCKOro 3ana OCHalaeTcs MHPOPMALMOHHBIMU CTEHAAMWN C HeobXxoaMMOol Ans noTpebuTens uHbopMaunein B COOTBETCTBUM
co CTaHpapTaMu packpbiTUS MHPOpPMaLMM CybbekTaMn OMTOBOMO U PO3HWUYHbLIX PbIHKOB 3/1EKTPUYECKON SHEPrun, YTBEPXKAEHHbIMU MOCTAHOBIEHWEM
MpasuTenbcTBa Poccuiickon ®eaepaumm ot 21 sHBapsa 2004 r. N 24, a Takxe Co cneaylollein nHpopmaumein:

4.1. rpacdunk paboTbl opuca obcnyxunsaHusa notpebuteneit;

4.2. NOYTOBbIN afpec U INEeKTPOHHbIN aapec odULManbHOro caliTa cCeTeBO OpraHM3aumn, aapec 3/1eKTPOHHOW NoYTbl, TenedoHHble HoMepa LeHTpa
obcnyxunBaHus notpebuteneii U ropsye NIMHUM MO BOMPOCAM 3J1IEKTPOCHABXEHUs CETEBOM OpraHWsauuu, Mo KOTOPbIM OCYLUECTBSIETCS 3a04HOE
obcnyxnBaHue notTpebutenen, TeppuTopua 06CNY>XXMBaAHUA CETEBOIM OpraHmM3aumm;

4.3. NoOpsiAOK Mojaym U paccMoTpeHus obpalleHunii notpebutenei, cogepxalumx xanobbl Ha AeNCTBUSA CETEBOM OpraHu3auuu, C yKasaHueM CpOKOoB
paccMoTpeHuns obpalleHunin U NpefocTaBeHns OTBETa;

4.4. NoOpsAAOK U CPOKM 3aK/IOYEHWUS AOroBopa 06 OKasaHWW ycCiyr No nepegayde 3/1eKTPUYECKON SHEPruu, NpeayCMOTPEHHblE 3aKOHOAATENIbCTBOM
Poccuiickort ®enepaumm;

4.5. NopsaoK Nojayn 3asBKM Ha TEXHOSIOrMYeckoe MpUCoefnHEHWe, OCHOBHbIE 3Tarnbl U CPOKW ee PacCMOTPEHUs, CBEAEHWS, KOTOpble AO/KHbI
coaepxaTbCs B 3asiBke, TpeboBaHMA K NpunaraemMbiM K HEN AOKYMeHTaM;

4.6. Tapudbl Ha ycIyrM no nepeaaye 3MeKTPUYECKOW SHEPrUM Ha TEKYLMIA Mepuoa perynnpoBaHMs C yKasaHUMEM WCTOYHMKA OdpULManbHOIro
ony61MKOBaHUS peLleHnst opraHa UCNOMHUTENbHOM BacTu B 06/1aCTU rOoCyAapCTBEHHOMO perynnpoBaHus TapudoB cybbekTa Poccmninickoin deaepaunn;

4.7. Tapudbl Ha TEXHONOrMYECKOe MPUCOEAMHEHNE Ha TeKYLUMIA NEPUOA PeryimpoBaHuUsi C yKasaHWeM UCTOYHMKA oduLManbHOro ony6amkoBaHus
pelleHns opraHa UCMOMHUTENbHOM BNacTu B 06/1aCTW rocyJapCTBEHHOro perynmMpoBaHus Tapudos cybbekTa Poccuiickolt deaepauuu;

4.8. 61aHKM TUMOBbIX AOKYMEHTOB MO TEXHOTIOrM4YECKOMY NPUCOEAMHEHUIO, Ha OKa3daHWe yCcnyr no nepenadve BHEKTDMHGCKOIZ SHEPrnun un npoyee;

4.9. NopsAAOK OCYLUECTBNIEHUS KOMMEPYECKOro yyeTa CeTeBbiMU OpraHu3auusMu, B TOM uuciie TpeboBaHUS K MecTaM YCTaHOBKM Mpu6GOpoB y4yeTa,
CXeMbl MOAKITIOYEHUSI U METPONOrMYEeCcKMe XapaKTepUCTUKN NPMBOPOB yyeTa;

4.10. HavMeHoBaHWe NpPWGOPOB YyuyeTa, YCTaHOBKY KOTOPbIX OCYLUECTBNSET ceTeBasi OpraHusauusi, UX CTOMMOCTb W CTOMMOCTb paboT Mo umx
yCTaHoBKe;

4.11. EAVHblE CTaHAapTbl kKayecTBa 06CNyXnBaHUSA CETEBbIMU OpraHu3aumsaMu notpebuTeneli ceTeBbIX OpraHu3aLunii;

4.12. nacnopT ycnyr cCeTeBoi opraHu3auuu;

4.13. KHWra xanob v npeanoXxeHun.

5. Mpu HeobXxoaMMOCTM B LieHTpe 06CnyXuBaHUs notpebuteneit obecneuvMBaeTcs Hanuune NNaTeXHOro TepMUHana Ans onnaTtbl YCnyr ceTeBoi
KOMMaHuu.

6. Ecnn B KIIMEHTCKOM 3ane obcnyxuBaHue ocyulectensieTcss 6onee yeMm 4 paboTHukamu (6onee yeM 4 okHa 06CNYyXWMBaHWS), 30Ha OXWAAHUS
060pyAyeTCS 3/EKTPOHHOM CUCTEMON YyMNpaBneHUs oOYepeablo, KoTopas npeaHasHauyeHa OnTUMM3MPOBaTb MOTOKM MoceTuTenein. WHCTpyKums no
3KCnayaTaumMm CUCTEMbI YNpaB/ieHUS oYepeablo M CXeMa pasMeLlalnTcs Ha MHGOPMaUMOHHOM CTeHae.

7. MNoMmeleHne UeHTpa ob6cnyxuBaHus noTpebuTteneit obopyayeTcss MNpPOTMBOMOXAPHOW CUCTEMOM, CPeACTBaMM MOXapOTyLeEHUs, a Takxe
LEHTPanun30BaHHOM CUCTEMOW OMOBELLEHUSI NoceTuTeNnein U paboTHUKOB LIEHTpa 06CNYXUBaHMSA O NoXape U APYruxX KPU3UCHbIX CUTYaLUsX.

8. B nomeweHnn ueHTpa obcnyxuBaHus notpebuteneli obecneynBaeTcs HanMumMe NUTbLEBON BOAbI, anTeUKM.

9. B ueHTpe obcnyxmBaHus notTpebutenein obecneumBaeTcs 6e30nacHOCTbL NoTpebutenen u paboTHUKOB.

10. B 3p0aHUn ueHTpa 06cnyxmBaHus notpebuTeneit o6ecneunBaeTcs 40CTYN NOCETUTENEN B CaHy3Mbl.

11. B OTHOWeEHWN NYHKTOB 06CNyXuBaHWsA noTpebuTenein ceTeBas opraHusauusa obecrneumBaeT TpeboBaHMsA MNyHkTOB 2, 4, 8, 9 HacToswero
npunoxeHust K EAMHbIM cTaHAapTaM.

Kpome TOro, B nMyHkTe 06CnyXuBaHWs obecneumBaeTcs Hanuune mebenu Ans UCMONb30BaHUS MOTPEGUTENsIMM BO BpPEMsl OXUAAHWUS: He MeHee
OAQHOro Cuasyero Mecta Ha oAHoro paboTHuka, obcnyxuatowero noTpebutenss (OAHOFO OKHa 06CNyXWBaHWS), He BKJOYash cuAasiuMe MecTa
HeMNocpeaCcTBEHHO AJis npueMa notpebuTteneii, crtona v cryna ans obopMIeHUs LOKYMEHTOB BO BPeMSl OXMAAHWUS, KaHLUENAPCKUX MPUHAANEeXHOCTeN
(pyuku, 6ymara ansa 3anucen).



OCHOBHbIE JENCTBUA

Mpunoxenne N 3

K EAMHBIM CTaHfapTaM KayecTBa
06CnyXnBaHUs CeTEBbIMW OpraHM3aLmsaMm
notpebutenen ycnyr ceTeBblX OpraHusauuni

CETEBOW OPTAHM3ALINW MPU OCYLLUECTBJIEHUM OYHOIO OBC/TYXXMBAHUSA

NOTPEBUTENEN B O®UCAX OBCNYXXWUBAHWA NOTPEBUTENEN

N OCHOBHble Ae/iCTBUSI CETEBOW OpraHu3auum npu oCyLLECTBIEHUN OYHOMO
obcnyxnBaHus notTpebutenein B opucax obcnyxxmBaHua notpeburtenemn
1 Mpvem 1 perucrpaunsa o4yHoro obpalweHus noTpebuTtens, perucrpauus
KOHTaKTHOM WH@OpMauum notpebutens, npoBepka KOPPEKTHOCTU OQOpMIIeHUS
3a5IBOK Ha OKasaHWe yCnyr, KOMMIEKTHOCTU AO0KYMEHTOB M MONHOTbI CBEAEHUI B
3asiBKe B COOTBETCTBUM C TPe6OBaHMAMU HOPMATUBHbIX NPaBOBbIX aKTOB:
1.1 npuem >xanobbl notpebutens B NCbMeHHON dopme
1.2 npueM 3asiBKM/3asiBIeHNS1 Ha OKkasaHue yCcnyr B MMCbMEeHHOW (popMe, B TOM uucne:
1.2.1 3a8BKN Ha TEXHOOrMYecKoe NpucoeanHeHne
1.2.2 |obpaweHnss notpebutens o MNPOAJEHMM CpOKa [AENCTBUA paHee BblAaHHbIX
TEXHUYECKMX YCT0BMIA
1.2.3 |3asBneHns 0 BOCCTaHOB/IEHWU paHee BblAAHHbLIX TEXHUYECKUX YCNOBWI, yTpaTa
KOTOPbIX HacTynuna B CBA3WM C NIMKBUAALMEN, peopraHusauunein, npekpalieHvem
AeATeNbHOCTU MNpexHero Bnajenbua (3asBuTens), npoaaxei O6beKTOB U Mo
WHbIM NPUYMHaM
1.2.4 yBeAoMIeHUs o 3aK1t0YeHUn cornaweHus o nepepacnpegeneHum
NPMUCOeANHEHHON MOLLHOCTH
1.2.5 |[3aaBneHuss Ha 3akiyeHWe pforoBopa 06 OKasaHWWM yciyr no nepeaaye
3N1EKTPUYECKON SHEPTUn
1.2.6 |3anpoca o corsiacoBaHUW MecTa yCTaHOBKW Mpubopa yyeTa, CXeMbl MOAKTIOYEHUS
npubopa y4yera U MHbIX KOMMOHEHTOB W3MEPUTESNbHbIX KOMMIEKCOB W CUCTEM
y4yeTa, a Takxxe MeTpOosIormyecKknx xapakTepucrtmuk npmubopa yyeta
1.2.7 |3aaBKM 0 HEO6XOAMMOCTU CHATUSA MOKasaHMUii CyllecTBytoLero npubopa yyerta
1.2.8 |3asBKM Ha OCyLLECTBIEHWNE AOMNYyCKa B SKCMJyaTaumnio npubopa yyera
1.2.9 |3aaBneHuns Ha o6opynoBaHME TOYKM NOCTaBKM NpubopamMu yyeTa
1.2.10 |3asBKM Ha YCTaHOBKY, 3aMeHy W (M1K) aKCnayaTaumio Npubopos yyeTta
1.3 npuvem cooblueHnii o 6e340roBopHoM (6e3ydyeTHOM) NOTpebsieHN 3NeKTpUYEecKon
3HEPrun, 0 XULWEHNN 06BEKTOB 3/1EKTPOCETEBOr0 X0341CTBa
2 Mprem nokasaHunin NpMbOPOB yuyeTa 3/1eKTPUYECKON SHEPTUn
3 MpenoctaBneHve  cnpaBoYyHOW  WMHDOpMaUMM O  AEATENbHOCTM  CEeTeBOW
opraHvsauuu no BOMpocaM OKasaHWs YClyr CETEeBOW OpraHu3auuu, B TOM uyucne
npesocTasieHne TUNoBbIX DOPM LOKYMEHTOB
4 MpenoctaBneHne KOHCyNbTauMii MO  BOMpPOCaM  OKasaHWs  YyClyr CceTeBou
opraHusaumm.
B cnyyae otcytcTtBUS WHGOpMauuuM y paboTHMKA, OCYLLECTBASIOWEro OYHbIN
npueM, AN NpefocTaB/eHNst KOHCYIbTaunm paboTHUK perncTpupyeT NucbMeHHoe
obpalleHne, OTBET Ha KOTOpOe NpeaocTaBnseTcs B TedeHne 30 gHen
5 MpenoctaBneHne nH@OpMaLMmn O CTaTyce UCMOTHEHNS 3as8BKM Ha OKasaHue ycnyr
(npouecca), AoroBopa OKasaHWs yCiyr, pacCMOTpeHus obpalleHuns, coaepikallero
xanoby
6 Bblaaya fOKYMEHTOB NoTpebutensm, B TOM Yucie AOrOBOPOB Ha OKasaHue ycnyr,
KBUTa@HLUMIA, c4yeToB-PakTyp Ha onnaty YCnyr, AOKYMEHTOB MO pe3yfnbTaTtam
okasaHusa ycnyr (aktoB), akToB 6e3yuyeTHoro (6e3moroBopHOro) mnorpebnenus
3M1EeKTPUYECKON 3HEpPrun
7 MpenoctaBneHne WHdbOPMaUMM O MPUYMHAX M CPOKaX MIaHOBbIX MepepbiBOB

nepeaayn >3/1EKTPUYECKON 3HEepruu, npuunHax HecobnoaeHua TpeboBaHW K
napameTpaM ee KayecTBa, O JaTe W BPEMEHW BOCCTAHOB/IEHUS Mepesayn
3N1EeKTPUYECKON 3Hepruu, a Takxe 06 obecneyeHWM COOTBETCTBUS KayecTBa
3M1eKTPUYECcKol 3Heprum TpeboBaHMaM 3akoHoAaTeNbCTBa.

Mpu oTcyTcTBUMM MHMOPMauuM y paboTHMKA Ha MOMEHT MOCeleHUs paboTHUK
NnpeaocTaBnsieT OTBET NOTPEOUTENIO HE MO34HEE 4 YacoB C MOMEHTa perucrpaumm
obpalleHuns ¢ 3anpocoM. Ecnu obpalleHve coaepXWT Xanoby W M3NOoXeHHble
dakTbl TpebytoT aHanusa MaTepuanoB, To paboTHMK npeanaraeTr noTpedbuTento




HampaBWTb B CETEBYW OpraHusauuio MNUCbMeHHoe obpalleHve B dopme
3/1eKTPOHHOI0 OKyMeHTa unu odbopMuUTL obpalleHve Ha TUMNOoBOM 6raHke mpu
noceLieHnn, OTBET NpeaocTaBnserca B TeueHne 30 aHel

Mpuem nnatexein 3a okasaHue ycnyr (B LeHTpax obcnyxunBaHus notpeburtenei)

Bblgaya MHAMBUAYaNbHOrO SIOrMHa M Napons Ans AOCTyna B JIMYHbIA KabuHeT
notpebutens

10

MpoBeaeHWe UeneBblIX OMNpPOCOB, aHKETUPOBaHUS noTpebuTeneit ANsS OLEHKU
KayecTBa OKasblBaeMbIX YC/yr U 06C/yXMUBaHMUS

OCHOBHbIE AENCTBUS

Mpunoxenne N 4

K EAMHBbIM CTanfapTaM KayecTsa
obcnyxnBaHWs ceTeBbIMM OpraHusaunsaMm
notpebutenei ycnyr ceTeBblX OpraHusauni

CETEBOW OPFAHU3ALNM MPU OCYLLECTBNEHUN 3A04YHOITO OBCNY>XUBAHNA

MOTPEBUTENEN C MCNOSIb3OBAHWEM TENIEGOHHON CBSA3U

OCHOBHble AeCTBUS CETEBOW OpraHu3auun Npu ocyLLECTBIEHNN 3a04HOMO
obcnyxmBaHua notpebuTenen nocpeacTtsoM TenedOoHHON CBA3M

Mpuwem, perucrtpaums, obpaboTka BXOASAWMX BbI30BOB NoTpebutener cC 3anpocoMm
CNpaBoYyHOM WHpOpMauumM, No BOMPOCaM MNPeAoCTaB/leHUs OTBeTa noTtpebuTento u
3anucm notpebuTtenen Ha Nnpuem B opuc 06CnyKMBaHUSA NO BOMPOCaM:

1.1

OCyLllecTB1E€HUA TEXHONOMrM4YeCcKoro npncoeanHeHuns

1.2

OKasaHus ycnyr rno nepeaaye 3/1eKTPUUYECcKon aHeprmm

1.3

opraHvsauny yyeta a1eKTpUYeckoin SHeprm

1.4

obcnyxmnBaHus notpeburtenen

1.5

NONyYeHUs KOHTaKTHOM WHdOpMauun CceTeBOW OpraHusaumMmM W opraHusauui,
paboTalowmx B cdepe IHEPreTMKM Ha TEeppUTOPUN AEesTeNIbHOCTU  CEeTEeBOW
opraHu3aumm

Mpuem, perucrpauunsi, obpaboTka BXOAALMX BbI30BOB noTpebuTeneir no Bonpocam
KOHCYNbTauuii U NpeaocTaB/eHusl OTBETa NoTpebuTento

MpueM nokasaHuii nNpubBOpPOB ydyeTa 3/IEeKTPUYECKOW 3SHeprumM B Ciydasx,
NpeaycMoTpeHHbIX  OCHOBHBIMW  MOMOXEHUAMU  DYHKLMOHMPOBAHUS  PO3HUYHbIX
PbIHKOB 3/1IEKTPUYECKO SHEPrun, yTBEepXAEHHbIMU MocTaHoBMeHneM [paBuTenbcTBa
Poccuiickoit denepaumm ot 4 mas 2012 r. N 442

Mpuem, perncrpauus, o6paboTka BXoasWMX BbI30BOB noTpebutenen ¢ coobuieHnem o
6e300roBOPHOM M 6€3y4YeTHOM MNOTpeB/IEHUN INEKTPUYECKON 3SHEPruM, a Takxe o
XULLEHUW O6bEKTOB 3/1EKTPOCETEBOrO XO35CTBa CETEBOW OpraHunsaumm

4.1

Mpuem, peructpaums, obpaboTka BXoAAWMX BbI30BOB notpebutenein c cooblieHnem o
HECOOTBETCTBUM KayecTBa 3/EKTPUYECKON 3SHEPrunm TEXHUYECKUM pernameHTaMm u
MHbIM 0bsi3aTenbHbIM TpeboBaHMsM. MNepeaava ykasaHHbIX COOBLLEHNI onepaTUBHOMY
nepcoHany ceTeBoi opraHusauum (npy Heob6xoaMMocCTn)

4.2

Mpwuem, perncrpaums, obpaboTka BxoaaWwMX BbI30BOB notpebutenei c cooblieHnem o
npekpalweHn nepefayn aneKTpuyeckolr aHepruum. MNepegayva ykasaHHbIX COOBLLEHMIA
onepaTMBHOMY NepCoHany CeTeBoi opraHu3auuun (Npu Heo6XoAUMOCTH)

MpueM, peructpaums, o6paboTka BXOASAWMX BbI3OBOB MOTpebuUTeseil C 3anpocom
MHbOPMaLUMK O MNAaHUPYEMbIX CPOKax BOCCTAHOBMEHWUS Mepeaaydn 3MeKTpUyecKoii
3HEpruu, no Bonpocam obecrieyeHns COOTBETCTBUA KAuecTBa 3/1eKTPUYECKON SHeprum
TEXHUUYECKUM pernaMeHTaM 1 UHbIM 0653aTeNbHbIM TpeboBaHnaM

OcyllecTBnieHVe WCXOASUMX  BbI30OBOB  ANS  yBeAOMJeHust noTpebuTeneir 06
aBapuHbIX CUTyauWsIX B DJIEKTPUYECKUX CETSAX, PEMOHTHBIX U MPOMUNAKTUYECKUX
paboTtax B Mopsiake M CPOKW, YCTAHOBNEHHble AOFOBOPOM Ha ycCiyru mo nepepade
3/1EKTPUYECKON SHEPrun

OcyluecTBleHVe WUCXOASIUMX  BbI30OBOB AN yBeAOM/IEHUS noTpebutenent npwu
OCYLLECTBMIEHNMN TEXHOMOMMYECKOro MPUCOEANHEHUS), OKasaHus yciyr Mo nepeaade
3/1eKTPUYECKON SHEPTUUN U NPU OCYLLECTBIIEHUM KOMMEPYECKOro yUYeTa 3/1eKTpUUecKoi
3Heprum

OcyllecTBneHme UCXOAALWMX BbI30OBOB A/ OTBETA NOTpebuTensM Ha obpalleHus, Ha
KOTOpble He 6bIN10 BO3MOXHOCTM MNPEfoCTaBUTb OTBET HEMOCPEACTBEHHO MNpu
NocTynsieHumn obpalleHus




Mpunoxenne N 5

K EAWHBIM cTaHAapTaM KayecTBa
06CNyXMBaHUS CETEBbLIMU OpraHn3aunsiMm
notpebuTenel ycnyr ceTeBbiX OpraHuM3auum

9 Mpwuem, perncrpaumsi, ob6paboTka BXOASALWMX BbI30BOB MOTpebuTenei, coaepxalumx
xxanoby, n npenocraBneHne oTeBeTa notpebutento
10 |WHdopMaUMOHHOE  B3auMOAENCTBME C  OMepaTWBHbIM  MEPCOHANoOM  CETEBOW
opraHvsauun npu nNocTynieHnn obpalleHnini No BonpocaM HeCOOTBETCTBUS KayecTsa
31EKTPUYECKOW SHEPrunm TEeXHUYECKUM pernameHTaM U UHbIM - 06si3aTeNbHbIM
TpeboBaHMAM, MepepbiBOB, MNpeKpalleHus nepefayn  3NeKTPUYECKONn 3Heprumn
MH@OPpMaL MM aBapuiiHbIX U NIAHOBbLIX OTKOYEHUAX 3N1EeKTPOIHEPrumn
11 [MNpoBeaeHWe LeneBbix ONPOCOB, aHKETUPOBaHWUS NoTpebuTenei Ana OLEeHKU KayecTsa
OKasblBaeMbIX YCIyr U 06CnyXuBaHUs
OCHOBHbIE AENCTBUS
CETEBOW OPFAHU3ALUW MPU OCYLLECTBJIEHMN 3A04YHOIO OBCNTY>XXUBAHUA
NMOTPEBUTENEN C NCNOJIb3BOBAHUEM CETU UHTEPHET
CnmncoK N3MEHSIOLWNX AOKYMEHTOB
(B pea. Mpwukasa MuHaHepro Poccum ot 06.04.2015 N 217)
N OCHOBHblE AENCTBUS CETEBON OpraHu3auum NHTepakTUBHbIN Cpok
Npun OCyLLECTBIEHNN 3a04HOI O cepBuC NCMONHEHNS
obcnyxunsaHus notpebuTtenein B ceTn
NHTepHeT
1 Mpuem obpalueHunit notpebutenein c B TeuyeHue 15
3anpocoM CrpaBoYHOW MHDOPpMaUnKN Yyepes AHel co AHA
WHTEpPaKTUBHbIE 3N1eKTPOHHble (DOPMbI, oTnpasneHus
npeaocTaBneHne oTBeTa notpebuTenio n obpalieHuns
3anuck noTpebuTeneit Ha npueM B opunc
obcnyxuBaHnsa No BONpocam:
1.1 OCYLLECTBNEHNS TEXHONOrMYeCcKoro
npucoeanHeHns NHTepHeT-
npuemHas,
1.2 oKasaHMs ycnyr no nepefave snektpuueckoii | MHHbIA KabuHer
notpebutens
3Heprum
1.3 OopraHu3aLmnmn yyeTa 3/1eKTPUYEeCcKoi aHeprum
1.4 obcnyxnBaHns notpeburenein
1.5 KOHTaKTHOWM MHdopMaumm ceTeBon
OopraHusauum n opraHusauuii, paboTarLwmx
B cpepe saHepreTnku
2 Mpuem obpalueHnin notpebutenein no NHTepHeT- B TeyeHue 15
BOMPOCaM KOHCYNbTauun Yepes npvemHas, AHeW co AHS
NHTEpPaKTUBHbIE 3/1eKTPOHHbIE HOPMbI U NINYHBIN KabuHeT | oTnpaBneHns
npeaocTasneHne oTBeTa notpebuTento norpebutens obpalieHuns
3 Mpuem xanob notpebuteneit yepes NHTepHeT- B TeueHue 30
NHTEPaKTUBHbIE 3N1EKTPOHHbIE DOPMbI 1 npuemHas, [HeNn co aHA
npeaocTaBfieHne oTBeTa notTpebutento JINYHBIN KAabUHET | oTnpaBfeHus
notpebutens obpateHmns
4 Mpuem 3asBKM/3aaB/EHNS Ha OKa3aHue B TeueHne 1 gHs
YCNyr yepe3 UHTepaKTUBHbIE 3/1EKTPOHHbIE CO AHSA
¢opMbl, B TOM yucne: oTnpasneHuns
obpalleHns B
4.1 3asBKM Ha TEXHONOrMYeCcKoe NpucoeamHeHne cryuae
K 3N1eKTPUYECKUM CETAM KOMMNEKTHOCTM
4.2 3a51BKN 0 HEO6XOAMMOCTU CHATUSA MOKA3aHUM AOKYMEHTOB 1
CylLecTByloLero npuéopa yuyera Jnunbiii kaburer | MOHOTE!
notpebutens cBeAeHun B
4.3 3a8BKM Ha OCyLLEeCTBIeHNe Aonycka B 3anBKe/
aKcnnyaTtaumo npubopa yyeta 3asBeHUN
4.4 3asBneHunsl Ha 060pyaoBaHMe TOUKM
nocraeku npubopamu yuyeta
4.5 3asBKM Ha YCTaHOBKY, 3aMeHy U (unwu)

3KcnayaTaumio npubopos yyeta




Mpuem yepes NHTEpPaKTUBHbIE 3N1EKTPOHHbIE
¢dopMbl coobLueHni i 0 6e340r0BOPHOM
(6e3yueTHOM) NOTpebAeHNN 3/1EKTPUYECKON
3HEprumn, XulieHnn ob6bLeKToB
3/1eKTPOCETEBOrO X035MCTBA

NHTepHeT-
npuemHas,
NNYHBbIN KabuHeT
norpebutens

B TeueHne 1 gHS
CO AHSA
oTnpaeneHuns
obpaleHuns

6 Mpuem nokasaHuii NnpnbopoB y4yeTa JINYHbIN KabuHeT | B TeueHune 1 aHs
3N1EeKTPUYECKOl 3Heprum notpebutens CO AHSA
oTnpasneHuns
obpalleHuns
7 MpepocraBneHve nHdopMaumm o cratyce JINYHbIN KabuHeT |B TeyeHue 1 gHs
MCMNONHEHNS 3a8BKN Ha OKasaHue ycnyr norpebutens €O AHSA
(npouecca), AoroBopa oKasaHus ycnyr oTnpasneHus
obpalleHus
8 MpepocraBnexHne nHpopmaumm o cratyce NHTepHeT- B TeueHne 1 gHA
paccMoTpeHus obpalleHusi, cogepixallero npuemHas, CO AHS
xanoby JINYHBIN KabUHET | oTnpaBneHus
notpebutens obpalleHmns
9 MpenocraBneHne 3N1eKTPOHHbIX KOMWUIA JINYHBIN KabuHeT | B TeueHune 15
AOKYMEHTOB NoTpebuTtensm no pesynbTatam |notpebutens AHeW co AHS
oKasaHusi ycnyr (akToB), akToB 6e3yyeTHoro oTnpasfieHuns
(6e3porosopHoro) norpebnexus obpalieHmns
3/1EKTPUYECKON SHEPTUn
10 Bblgaya nHanBuayanbHoOro noruHa u napons | UHTepHer- B TeueHne 1 gHs
AN AOCTYNa B INYHbIN KabuHeT npvemHas COo AHSA
notpebutens 3anonHeHus
perncrpaumoHHo
" cbopmbl
11 YaaneHHbll AOCTYyN K nokasaHusiM npubopa |JInuHbii kabuHeT | Mpu 3anpoce
y4yeTa no ToykaM y4yeTa 3/1eKTPO3SHEpPrumn norpebutens
notpebutens, cratuctuke notpebneHuns (npu
HaMyYMM CUCTEMbI yYeTa C yAaneHHbIM
c60pOM AaHHbIX)
12 MpenocraBneHve cyeToB Ha onnaTy ycnyr no |JInuHbeln kabuHet | B TeueHue 15
TEXHONOrMYECKOMY NMPUCOEANHEHNIO notpebutens [HeNn co aHA
oTnpasneHus
obpalleHus
(n. 12 B pea. MNpukasa MuHsHepro Poccun ot 06.04.2015 N 217)
13 lMpoBeaeHne LenesblX ONPOCOB, NHTepHeT- Ha nocrosiHHOM
aHKeTMpoBaHUA noTpebuTtenel ANs OUEHKN | npuemMHas, OCHoBe
KayecTBa OKasblBaeMbIX YCIyr U JNINYHBIN KabuHeT
obcnyxunBaHus norpebutens
14.1 |MpepoctaBneHne nHdbopMaunm o NpuunHax |JIMuHbll kKabuHeT | B TeueHune 1 aHA
M CPpOKax MAaHoOBbIX (BHEMAaHOBbIX) notpebutens
OorpaHuyeHusax pexuvma norpebneHus
3NeKTPUYECKol 3Heprmun (MOLLHOCTM)
notpebutenen, a Takxe o JaTe U BpEMEHU
BOCCT@HOBJ/IEHMS 3N1EKTPOCHabxeHMs
14.2 |MpepocTaBneHne MHbOpMaLUN O NMPUUNHAX B TeyeHue 15

HecobntoaeHus TpeboBaHMn K NapameTpam
KayecTBa 3/1eKTPUYECKON SHEprum, o
MeponpusTusx n pabortax, Heo6XoANMbIX
ANs 06ecrneyeHmnst COOTBETCTBUS KauyecTBa
3NEKTPUYECKON aHeprumn TpeboBaHUsM
3aKOHOAATENbLCTBA

AHeW co AHS
oTnpasneHus
obpauleHus.
Ecnn
N3/10)KEHHblEe
dakTbl TpebytoT
aHanusa
mMaTepuanos, TO
CcpoK
npesocTaBneHus
oTBETa MOXeET
6bITb NpoaneH
no 30 aHen

Mpunoxenne N 6



CTPYKTYPA

PA3JENA "MOTPEBUTENAM" OOULIMATIBHOIO CANTA

CETEBOW OPFAHWU3ALMNU

HavnmeHoBaHue
nogpasaena

CopepxaHne

OnucaHune

Tepputopus
obcnyxunsaHms
ceTeBoW
opraHusaunm

O6wasa nHdbopmaums

MepeyeHb 30H [eaTenbHoOCTU ceTeBoW
opraHvM3auumn C getanusauueit No HaceneHHbIM
NyHKTaM 1 paioHaM ropoaoB, onpefensieMbix B
COOTBETCTBUN C  rpaHuuamu 6anaHcoBom
NPpMHaANEXHOCTU 3N1EeKTPOCETEBOro X03sMCTBa,
HaxoAswerocs B CO6CTBEHHOCTU dwunnana um
npuvHaanexalwero eMy Ha WHOM 3aKOHHOM
OCHOBaHMUK

TexHunyeckoe
COCTOSIHUe ceTen

CBefleHNss 0 TEXHUYECKOM COCTOSIHUM CeTel, B
TOM 4yucne:

1) CBOAHblE NaHHble 06 aBapUMHbIX
OTK/IIOYEHUSIX B Mecal NO  rpaHuuam
TeppuTOpUanbHbIX 30H AesTenbHOCTH
opraHv3auuun, BbI3BAHHbIX  aBapusMW WK
BHEMaHOBbIMU OTKJTIOYEHUSAMMU 06bekToB
3/1eKTPOCETEBOro X035CTBA, C YKa3aHWeM AaTbl
aBapuMHOro OTKJII0YEHNS ob6bekToB
3/1EeKTPOCETEBOr0 X035IMCTBA U BKIOYEHUS UX B
paborty, NPpUYMH aBapwun (no uToram
paccnefosaHMs B YCTaHOB/IEHHOM MNOpsAKe) K
MEpPONPUSATUIA MO UX YCTPaHEHWUIO;

2) obbeM HenoMnoOCTaBNEHHOW B pe3ynbTaTe
aBapUnHbIX OTK/THOUYEHUI 3N1EeKTpUYECcKomn
3Hepruu;

3) BBOA B PEMOHT W BbIBOA W3 pEeMOHTa
3/1eKTPOCeTEBbIX 06LEKTOB C YKa3aHMeM CpPOKOB
(cBOAHas MHGopmaums)

Mepenava
3/1eKTpUYecKon
3Heprum

O6was nHdpopmaums
0 nepeaaye
3N1eKTPUYecKon
3Heprum

MHbopMaums o nepepgade  3NeKTPUYECKOM
SHEpruu, Cxema B3auUMOAENCTBUS YYaCTHWUKOB
no nepejaave 31eKTPO3IHEPrun

HopmaTusHble
[OKYMEHTbI

MepeyeHb
[OKYMEHTOB

aKTyanbHbIX HOPMAaTUBHbIX

MacnopTa ycnyr
(npoueccos)

MepeyeHb NacnopToB Bcex ycnyr (npoueccos),
OKa3blBaeMbIX (ocyLwiecTBnsembix) ceTeBow
opraHusauuein notpebutensMm npu nepepave
3N1eKTPUYECKOl dHeprum

Tunosble GoOpMbI
AOKYMEHTOB

®OpMbI TUMOBbIX AOrOBOPOB Ha OKasaHwWe yciyr
no nepeaave 31eKTPUYECKON SHeprum

Tapudbl Ha ycnyrn [ Tapudsbl Ha ycnyrun no nepenave

no nepeanave 3/IEKTPUYECKON IHEpPruM Ha TeKyLlui nepuog

3MEKTPUYECKOV perynmpoBaHus C  YyKasaHWMeM  WUCTOYHMKa

SHeprum oduumanbHoro ony6nnKoBaHus peleHus
opraHa WCNonHUTeNbHOMW BnacTM B obnacrtu
rocyfapCTBEHHOro  perynuposaHus Tapudos
cybbekTa Poccuiickor Genepaunm

BanaHc 1. OTNyck 3N1eKTpUYEeCcKON 3SHeprum B CeTb WU

31eKTPUYECKON OTMYCK  3/IEKTPUYECKOW IHEprum U3  cetu

3HEeprun n MOWHOCTH

CEeTEeBOVM KOMMaHWUM MO YPOBHSAM HarnpskeHWuin,
MNcnonb3yembiM ans LeHoobpasoBaHus,
notpebuTensaM  3NEeKTPUYECKOW DHEeprum wu
TeppuUTOpUanbHbIM  CETEBLIM  OpraHusauusM,
NpUCOeANHEHHbIM K ceTam ceTeBoW
opraHu3auuu.

2. Ob6beM nepenaHHON 3NEKTPO3HEprun Mo
poroBopaM 06 okasaHuW ycnyr no nepegade
3/1eKTpnYecKkomn 3Hepruu notpebutenam
CeTeBOWM oOpraHusaumMm B paspese YpOBHel
HanpsHKeHui, NCNOb3yeMbIX ans
LieHoobpa3oBaHus.

3. TloTepy 3/1eKTPUYECKON 3HEeprumM B CeTaX
CceTeBOM opraHuMsaumm B  abCoMOTHOM U
OTHOCUTENIbHOM  BbIPaXXEHWW MO  YPOBHAM
HanpshkeHUsi,  UCMNoMb3yeMbIM AN Uenen
LLeHoobpa3oBaHus

K EAWHBIM cTaHAapTaM KayecTBa
06CcnyXnBaHUs ceTeBbIMU OpraHu3aLmsaMm
notpebutenen ycnyr ceTeBblX OpraHusauuni



3aTtpaTbl Ha onnaty
notepb

1. 3aTpaTbl CeTeBOW OpraHu3auMu Ha MOKYMKy
notepb B COBCTBEHHbIX CETAX.

2. YpoBeHb HOPMaTUBHbIX norepb
3NEeKTPUYECKON 3HEPrMM Ha TeKyLIMWA nepuoa C
yKasaHuem NCTOYHMKA ony6nvnkoBaHus
pelleHmns o6 yCTaHoBE€HUU YPOBHS
HOPMaTMBHbIX MOTEPb.

3. [llepeyeHb MepoMpUSATUIA MO CHUXEHUIO
pa3MepoB MOTEPb B CETAX, @ TakXKe 0 CPOKaX MX
MCMNOMHEHNS U UCTOYHMKAX DUHAHCUPOBAHMS.

4, 3akynka ceTeBoM
3/1eKTPUYECKON  3Heprum ans
noTepb B CETSX U ee CTOMMOCTU.

opraHusauuen
KOMMeHcaLmm

5. Pasmep dhakTUyecknx notepb, ornsavymBaeMbIX
nokynaTensiMm Mpu OCYLLECTBIIEHUM pacyeToB

32 2/1eKTPUYECKYD DHEpruvilo Mo  YPOBHAM
HanpsxeHns
TexHonornyeckoe |O6was nHdopMaumns | UHdbopMaums o npoueaype TEXHONOrMYECcKoro
npucoeanHeHne O TEXHONOrnyeckoMm | NpucoeanHeHuns. Cxema B3aMMOAENCTBmA
NpUCORANHEHNN Yy4acTHMKOB npoLiecca
HopmaTusHble MepeyeHb aKTyanbHbIX HOPMaTUBHbIX
L[OKYMEHTbI AOKYMEHTOB no TEXHO0r NYecKoMy
npucoeanHEeHMo
MacnopTa ycnyr MepeyeHb ycnyr (MpoueccoB), OKasblBaeMbIX
(npoueccos) (ocywiecTBnsieMbix)  CETEBOM  OpraHu3aumen
npoLeccos norpebutensim npm TEXHO0rM4yeckom
npucoeanHeHnn
Mopsizok Mopsinok BbINOJTHEH NS TEXHONOrUYECKHMX,
BbIMO/THEHUSA TEXHUYECKNX n Apyrmnx MEpOI‘IpVIﬂTVIVI,
MEepOonpuSTHIA, CBSI3aHHbIX [¢ TEXHOOrMYECKMUM
CBA3AHHBIX C NpUCcOeANHEHNEM K  3N1eKTPUYECKUM ceij,
BK/ItOYas nepeyeHb MeponpuaTui,
MPUCOBAMHEHNEM K | 1066 x0a1MbIX ans OCYLLECTB/IEH S
CeTAM TEXHOIOrMYECKOro npucoeanHeHns K
3/1EKTPUYECKUM CETSIM, U MOPAAOK BbIMOMHEHUS
3TUX MepOonpUSATUIA C yKa3aHMEM CCbIIOK Ha
HOpMaTMBHblE MPaBOBble aKTbl
Tunosble dopMblI Tunosble dopMbl AOKYMEHTOB Ha
[IOKYMEHTOB TEXHOMOrMYecKoe MpUCOeAMHEHNE MO  KaXKAow
rpynne 3asButenemn
Tapudbl Ha Tapudbl Ha TEXHONOrM4Yeckoe npucoeanHeHne
TexHoormyeckoe Ha  TeKkywwMi nepuoa  peryampoBaHusa  C
npucoeanHeHne yKasaHuem MCTOYHMKA oduumanbHoro
ony6nmkoBaHus peweHuns opraHa
WNCNONTHUTENbHOWN Bnactu B obnactu
rocyfapcTBeHHOro  perynvMpoBaHus Tapudos
cybbekTa Poccuiickoli Genepaunm
CseneHus 0 Hanuumu | CeeageHnsi 0 Hannumm obbema cBob6oaHON AN
MOLLHOCTH, TEXHOM0rM4yeckoro npucoeanHeHns
cBOGOAHON ANs notpebutenen MOLLHOCTM Ha obbekTax
TEXHONOrMUECKOro 3/1eKTPOCETEBOrO0  XO3AWCTBAa C  yKasaHWeM
Tekywiero obbeMa  MOWHOCTM  Ha  TaKux
NpUCOEANHEHS obbekTax (0TAENbHO MO KaXAoMy 06BbeKTy)
CBeaeHus o 1. CBegeHna O KOMUYECTBE 3a8BOK U 06beme
noAaHHbIX 3asaBKax MOLLHOCTH, HeobxoAMMOM Aana nx
Ha TexHomornyeckoe |YAOBTETBOPEHNA.
npucoeanHeHue, 2. CBeaeHuWsi 0 KOMMYECTBE aHHY/IMPOBaHHbIX
3aKTIOYEHHBIX 3asBOK Ha TEXHOJI0rMYecKoe npucoeanHeHue.
[I0roBOpax u 3. CBeAeHnst 0 BbINOIHEHHbIX NPUCOEANHEHNAX
BbINOAHEHHBIX 1 obbeme nNpmMcoeanHEeHHON MOLLHOCTU.
npucoeanHeHUsIX 4. CBeaeHMs O 3aK/THOYEHHbIX Aoroeopax 06
OCYLLECTB/IEHNN TEXHONOrMYeckoro
NpUCOEAVNHEHUS K 3NeKTPUYECKUM CETSIM C
yKasaHuem obbema npucoeanHsemon
MOLUHOCTM, CPOKOB W MnaTtbl MO KaXAoMy
AoroBsopy.
Kommepuecknin O6uwas nHdopmauus | O6was nHdopmaumsa o NopsSAKE OCYLECTBNEHUS
yuer KOMMEpYecKoro yyeTa
3N1EeKTpUYecKomn
3Heprum HopmaTusHble MepeyeHb aKTyanbHbIX HOPMaTUBHbIX

AOKYMEHTbI

[OKYMEHTOB MO OCYLUECTB/IEHWIO
3/1EKTPUYECKON SHEpPrumn

yueTa




MacnopTa npoueccos

MepeyeHb BCex ycnyr (npoueccos),
OKa3blBAaEMbIX (ocywecTensemMbix) ceTeBoM
opraHusaumein No KOMMepPYEeCKoOMY yueTy

TunoBble hopMbl
[OKYMEHTOB

Tunosble HpoOpMbl JOKYMEHTOB

TpeboBaHus K
opraHusauum yyeta

TpeboBaHUsi K MecTaM YCTaHOBKM Npu6opoB
yueta, cxeme NOAKIIOYEHMS! "
METPONOrMYeCcKUM XapakTepuctukam npubopos
yuyeTa 6€3 ykasaHusi Ha TOBapHble 3Haku, 3HaKu
o6CnyxuBaHus, (GUPMEHHble HauMeHOBaHMs,
naTeHTbl, MONe3Hble MOAEeNW, MPOMbILUIEHHbIE
06pasLibl, HAMMEHOBaHUS MECT MPOUCXOXAEHNS
npu6opos yuyeTa unm HaMMeHoBaHus
npoussoauTeneli NpubopoB yyeTa

O6cnyxunsaHune
notpebutenen

Oduchl
obcnyxmBaHusa
notpebutenen

1. NouToBble agpeca u rpaduk paboTbl
ourcos obcnyxumBaHusa notpeburtenen.

2. TenedoHHble HoMepa 3a04HOro
obcnyxunBaHWs MO BOMpOCaM TEXHOJSIOMrMYEeCKOoro
NpuUcoeanHeHnsl,  nepeaayn  3NeKTPUYECKOn
SHeprMm U” OCYyLEeCTBNEeHUS KOMMep4ecKoro
yueTa.

3. DNeKTPOHHbIN afpec CeTeBOW opraHusauun
ANs HanpasneHusi obpalieHuii notpebutenew
Nno 3/1eKTPOHHOIN dopMe.

4. ®aMunuu, WHWUMaNblI AOMKHOCTHBIX UL,
OTBETCTBEHHbIX 3a obcnyxusaHune
notpebutenei ceTesol opraHuMsauun.

5. ®opma 3anucu Ha OuYHbIN nNpueMm B oduc
obcnyxunBaHus

3ao4Hoe
obcnyxuBaHve
nocpeacTBOM
TenedOoHHON CBA3N
(EAWHBIA UeHTp
06paboTKkM BbI30BOB)

TenedoHHble HOMEpa 3a04HOro 06C/yXMBaHMUS
no BOMpoCam 3/1eKTPOCHabXeHUs,
OCYLLECTB/IEHNS TEXHOJTOrMYECKOro
NPUCOEANHEHNsl, Mepeaayu  3NeKTPUYECKon
SHEpPrMM U  OCYLLEeCTBNIEHUSI KOMMEpPYECKOro
yyeta.

MepeyeHb BOMPOCOB, MO KOTOPbLIM MOTpebutens
MOXEeT MOSyYNTb CMpaBouYHy0 MHbOpMauuio u
KOHCyNbTaLMio Npu o6palleHnn Mo yKasaHHbIM
TenedoHHbIM HoMepaM

MHTepakTuBHas
obpaTHas cBA3b
(MHTepHeT-
npuemHas)

B pybpuke pasMewanTcs WHTEepaKTUBHblE
3/1eKTPOHHble dOpMbl C o0b6sA3aTenbHON ANns
3anofiHEHNA  KOHTaKTHOW  uHdbopMauven u
npeanoYTUTENbHBIM cnoco6om nonyyeHuns
otBeta. [lpu HanpasneHun obecneynBaercs
BO3MOXHOCTb nNpuKpennaTb daiinbl C
MaTepuanamu no obpalleHuto.

DNeKTPOHHble ¢dopmbl npeaycMaTpusaloT
cneaylowme Kkateropmm obpalleHnin:

1) 3anpoc nHdbopmaunun/
KOHCYNbTaumu;

CNpaBoOYHOM

2) obpalueHune, cogepxallee xanoby;

3) coobuweHne o 6e3n0roBopHOM (6e3yyeTHOM)
notpebneHnn aneKTpUYecKon sHeprum;

4) onpoc notpebutenen (aHkeTa notTpebuTtens).
B pybpuke obecneussaeTca  BO3MOXHOCTb
nonyyeHus notpebuteneM cBefeHWn o craTyce

paccMoTpeHusi oBpalleHusi, Hanpas/ieHHOro B
CeTeBYy0 OpraHM3aLuio B 3/1IEKTPOHHON dopMe

HopmMaTusHble
AOKYMEHTbI

1. MNepeyeHb HOPMATUBHbLIX MPaBOBbLIX aKToOB,
pErynmpytoLmx npoueaypy oKasaHus
(ocyLecTBneHns1) ceTeBOl opraHusaumen ycnyr
(npoueccoB) notpebutensam.

2. WHdopmaunsa o nopsake nogadnm M cpokax
paccMoTpeHusi obpalueHnin notpebuteneli, nNpu

5TOM CpPOKM paccMOTpeHusi obpalleHust He
AOMKHbI  MpeBbIWATb CPOKWU, OnpeaeneHHble
AENCTBYIOWMMW  HOPMATMBHbIMKM ~ MPaBOBbIMU
aKTamu.
3. Mopspok paboTbl B JIMYHOM KabuHeTe
norpebutens

JINYHbBIN KabuHet JInyHbIV KabUHET noTpebutens

notpe6utens npeaocrasnser aflpecHyto MHdopMaumio

notpebutensm, B TOM uncne WH@OpMauuio o




XO4E TMPOXOXAEHWS 3TarMoB  PacCMOTPEHUS
3a8BKM NOTpeGUTENs U UCMOSIHEHWUS AOroBOpa
(nocTynsieHMe 3asiBKM, BblAaya TEXHUYECKMX
YC/IOBWIA, 3aK/toYeHMe A0roBopa, MCMoSIHeHue
[0roBopa, GaKTMUeckoe NpucoeanHeHue)

Bonpocbl 1 oTBeTHI B py6bpuke pasmelwaloTcs 4acto 3ajaBaemble
BOMPOCHI, BO3HMUKawLWMe y noTpebutenei, u
OTBETbI Ha HUX

Mpunoxenne N 7

Kk EAMHBIM CcTaHaapTam

KayecTsa 06CNyXnBaHWNS CETEBbIMU
opraHusauuamMmn notpeburtenen
YCNyr ceTeBblX OpraHu3aLmnii

CnUCOK U3MEHSIIOLNX AOKYMEHTOB
(BBeaeHo MpukasoMm MuHaHepro Poccun ot 06.04.2015 N 217)

HbopMalLMa O kadeCTBe OOCIIyXMBaHMUA NOTpebuTenemn
yCcuyr 3a haledit

(HaMMeHOBaHMe CeTeBOM opTraHu3aluu)

1. O6was nHdopmMaLms 0 CeTeBON OpraHu3aunm

1.1. KonuuyectBo notpebuteneit ycnyr ceTeBOl opraHusauun (Aanee - notpebutenn) c pasbuBKOM MO YPOBHSAM HaMpsHKEHUs, KaTeropusam
HafleXXHoCTn notpebutene u Tuny noTpebutenein (dusnyeckne wAM OpUANYECKME NULA), @ TakKXe AMHaMWMKa MO OTHOWEHUI K roay,
npeaLwecTByoLWEeMy OTYETHOMY, 3anoJTHSETCA B MPOU3BONIbHON (opMe.

1.2. Konnuecrso To4YeK MOCTaBKM BCErO U TOYEK MOCTaBkM, 060pyAoBaHHbIX NpMbopaMun yyeTa 3N1eKTPUYECKO SHeprumn, ¢ pasbuskon: dusmyeckmne
nvua, lpuvanyeckne nuua, BBOAHbIE YCTPOWCTBaA (BBOAHO-pacnpeAenntesnbHOe YyCTPOMCTBO, M1aBHbIN pacnpeaenuTenbHbl WKMT) B MHOrOKBapTUPHble
AoMa, 6ecxo3siiHble 06BbEeKTbl 3/1EKTPOCETEBOro X0351CTBA, NPMOOPbLI yyeTa C BO3MOXHOCTbIO AUCTaHLMOHHOro cbopa AaHHbIX, @ Takxe AWHaMmuka no
OTHOLLEHWIO K roAy, NPeALLecTBYOLWeMYy OTYETHOMY, 3aMOHSETCS B MPON3BOSIbHON opMe.

1.3. NHdopmaumsa 06 obbekTax 31eKTPOCETEBOrO X035MCTBA CETEBOM OpraHuM3auuu: AWHA BO3AYLWHbIX NMHUI (Aanee - BJ1) n kabenbHbIX NNHUIA
(panee - KJ1) c pa3buBKON NO YPOBHAM Hamnps>keHWs, KonuyectBo noactaHumii 110 kB, 35 kB, 6(10) kB B AMHaMWKe OTHOCMTENbHO roAa,
npeALIecTBYIOLEro 0TYETHOMY, 3aMnoHSAETCS B NPOU3BO/IbHONM hopMme.

1.4. YpoBeHb h13MYEeCKOro M3Hoca 06BEKTOB 3/1IEKTPOCETEBOrO X035IMCTBa CETEBOM OpraHM3aummn ¢ pa3buBKON NO YPOBHSAM HamnpsiKeHWs 1 Mo Tunam

060pyf0BaHNs, a Takxke AMHAMWMKa MO OTHOLIEHWIO K FOAY, MPEeALeCTBYIOWEMY OTYETHOMY, 3amoJiIHSIETCS B MPOU3BO/bHOW (DOPMe U BblpaxaeTcs B
MPOLIEHTAX MO OTHOLLEHWNIO K HOPMATMBHOMY CPOKY ClyX6bl 06bEKTOB.

2. Hdopmaumsa o kavecTBe ycnyr no nepegave
3/1EKTPUYECKOIN 3HEprum

2.1. MokasaTenu KayecTBa ycayr no nepeaaye 3/€KTPUUYECKON SHEeprum B LeSIOM MO CETEBOM OpraHM3auum B OTYETHOM MNepuofe, a Takxe
AVHaMMKa NO OTHOLIEHWIO K FOAY, NPEALUECTBYIOLLEMY OTYETHOMY.

N MokaszaTenb 3Ha4yeHune nokasaTtens, rogbl
N-1 N OdnHamuka
(TeKywwm | U3MEHEeHH
roa) a
nokasaren
a
1 2 3 4 5
MokasaTenb cpeaHen NPOAOIXKUTENBHOCTU
1 npekpaweHnii nepeaayn 3neKTpPUYECKoW 3Heprum  (
nsmnl )
1.1 BH (110 kB u Bbiwwe)
1.2 CH1 (35 - 60 kB)
1.3 CH2 (1 - 20 kB)
1.4 HH (oo 1 kB)
MokasaTenb cpeaHein 4acToTbl NMpekpalleHui nepeaaym
2 3/1eKTpUYEcKor aHeprum ( nwr-l )
2.1 BH (110 kB v Bbiwe)
2.2 CH1 (35 - 60 kB)
2.3 CH2 (1 - 20 kB)
2.4 HH (oo 1 kB)




Moka3aTenb cpeaHen
npekpaiweHnin nepenayn

NPOAONXKUTENBHOCTU
3NEeKTPUYECKON  dHepruu,
CBSI3aHHbIX C TMpPOBEAEHWEM PEMOHTHbIX paboT Ha
3 obbekTax 3/1eKTPOCETEBOro XO0341CTBa ceTeBOM
opraHusaunmn (CMeXHOW CeTeBOW OpraHu3auun, UHbIX
BnagenbLeB 0O6BEKTOB 3MeKTpoceTeBOro xossancrea) (

I

SAIDI, nan )

3.1 BH (110 kB u BbIwe)

3.2 CH1 (35 - 60 «kB)

3.3 CH2 (1 - 20 kB)

3.4 HH (no 1 kB)

MokasaTenb CpeaHel 4acToTbl NMpeKpalleHnin nepeasaqn
3/1eKTPUYECKON 3SHEPTruMn, CBSI3aHHbIX C MNPOBEAEHUEM
PEMOHTHbIX paboT Ha O06bekTax 3EeKTPOCETEBOrO
4 | xo3AMCTBA CETEBOM OpraHM3aunMn (CMEXHOW CceTeBoMn
opraHusaumm, WNHbIX Bnagenbues 06beKkToB

3/1eKTPOCETEBOro X03aMncTea) ( nsm,,.] nan )

4.1 BH (110 kB u BbIwe)

4.2 CH1 (35 - 60 kB)

4.3 CH2 (1 - 20 kB)

4.4 HH (a0 1 kB)

Konuuectso cnyyaes HapyLweHns Kavecrea
3N1eKTPUYECKON  3HEpruu, MOATBEPXAEHHbIX aKTamun
KOHTPONMPYIOLWMX OpraHusaum un (Unm) peleHnsamMn
cyAa, WTYKK

B TOM uncne KONMYeCTBO C/lyYaeB HapyLUEHWUs KayecTBa
3N1eKTPUYECKOW SHEprumn no BUHE CETEeBOW OpraHu3aumu,

5.1

NoATBEPXKAEHHbIX
opraHusaumii u (Mnn) peleHnsaMn cyaa, WTyKn

aKTamMu

KOHTPOJSIMPYHOLLMX

2.2. PeUTUHI CTPYKTYPHbIX €4VHWL, CETEBOW OpraHvM3auuMu Mo KauyecTBY OKasaHWsl yClyr Mo rnepejave 3/7eKTPUYEcKor SHepruu, a Takke Mo

KaueCTBY 3/TEKTPUYECKOI SHEPTUU B OTYETHOM Nepuose.

N | CTpykTypHa [Moka3aTenb [MokazaTenb [MokasaTtenb [MokazaTenb [Moka3aTenb ka4vecrsa | lNnaHupyemble
S eanHULa cpenHen cpeaHelt 4acToThbl cpenHen cpeaHel 4acToThbl oKasaHusa ycnyr no | Meponpusatus,
ceTeBow NpoAOCIXKUTENBHOCT npekpatieHmnin NpOAONXKUTENBHOCT npekpaLieHnin nepepave HanpasBfieHHbI
opraHusaum M npekpaLleHnin nepeaaun M npekpaLieHnin nepeaauu 3/1eKTpUYecKomn e Ha
n nepeaauin 3N1eKTPUYecKomn nepeaaun 3/1eKTpUYecKomn 3Hepruu (OTHOWEHME | MNOBbIWEHNe
3N1eKTPUYECKomn sHeprim, nwr-l 3N1eKTpUYEcKomn 3Hepruu, obLwero yicna KayecTsa
SHeprum, nqmm ; 3Hepruu, CBSI3@HHbIX C 3aperncrpmpoBaHHbIX oKasaHus
. CBSI3@HHbIX C nposefeHnem cnyyaeB HapylleHus ycnyr no
nposefeHnem PEMOHTHbIX paboT Kayecrsa nepeaave
PEMOHTHbIX pabot Ha obbekTax 3/1eKTpUYecKon 3/1eKTpO3Hepr
Ha obbekTax 3/1eKTPOCETEBOro 3HEepruu no BMHe mm, c
3/1eKTPOCETEBOr0 | XO351MCTBa CETEBOW ceTeBOW yKaszaHuem
X03AMCTBa CeTeBoW opraHusaumm opraHusaumm K CpOKOB
opraHusauum (cmexHol ceTeBon MaKCMManbHOMY
(cMeXHOI ceTeBOW | OpraHMsaunn, MHbIX KONnyecTBy
opraHusaumm, UHbIX BnagenbLeB notpebutenen,
BnajenbLes obbekToB obcnyxnBaeMblx
06bekToB 3/1EKTPOCETEBOrO0 | TaKOW CTPYKTYpPHOW
3/1EKTPOCETEBOr0 X0341CTBa), eAnHnLEN ceTeBomn
X035I4CTBa), 1 opraHusauuu B
1 SAIFL, naan OTYETHOM nepuoae)
SAIDI, mnan
BH|CH|CH|[HH|BH|CH|[CH|HH|BH|CH|CH|HH|BH|CH|CH]|HH
1 2 1 2 1 2 1 2
1 2 3 4 5 6 7 8 9 |10 111213 |14 | 15|16 | 17| 18 19 20
1
2
n | Bcero no
ceTeBoOW
opraHusaum
"




2.3. MeponpusaTus, BbINOMHEHHbIE CETEBON OpraHu3auumel B Lensx NoBblEHWUs KayecTBa OKasaHWs yCnyr no nepeaave 31eKTpUYEcKoin SHeprum B
OTUETHOM Mepuoae, 3anosHsAEeTCs B NPOM3BObHON dopMe.

2.4, Mpoyasi UHGOpMaLMs, KOTOPYIO CeTeBasi OpraHM3auus CYMTAET LienecoobpasHon ANs BKIIOYEHUSI B OTYET, KacaloLlasics KayecTBa OKasaHusi
ycnyr no nepefave 31eKTpUUYECKO SHEPIUM, 3aroNHAETCS B NPOU3BOIbHOM dopMe.

3. NHdopmMaums o kavecTse ycnyr
Nno TEXHOMOrMYeCKOMY MPUCOeANHEHWNIO

3.1. VHdopMauma o Hannumm HeBoCTpebOoBaHHOMW MOLWHOCTM (MOLUHOCTU, OMNpeaensieMol Kak pasHOCTb Mexay TpaHChOpMaTOPHOW MOLLHOCTbIO
LEHTPOB MUTAHUS U CYMMapHON MOLUHOCTbIO 3HEPronpUHUMAIOLMX YCTPOWCTB, HEMOCPeACTBEHHO (MM ONOCPEAOBaHHO) MPUCOEAMHEHHbIX K TakuM
LeHTpaM nMUTaHWs, WU 3SHEPronpuHMMaloWMX YCTPOWCTB, B OTHOLIEHWW KOTOPbIX WMMEITCS 3asBKM Ha TeXHOMormyeckoe mnpucoeanHeHue) Ans
OCYLLECTBNEHNSA TEXHOMOMMYECKOrO NPUCOEANHEHNS B OTYETHOM Mepuose, a Takxke O NPOrHo3ax ee yBenmyeHns ¢ pasbuBkow No CTPYKTYPHbIM eanHuLaM
CeTeBOW OpraHusauuMmM U Mo YPOBHSAM HamMps>KeHUs Ha OCHOBAaHWW WMHBECTULMOHHOW MpOrpaMMbl TakoW OpraHu3auuu, 3anofHSEeTCs B MPOW3BOSIbHON
dopme.

3.2. MeponpusATKS, BbINO/IHEHHbIE CETEBOM OpraHu3aumeln B Lensx COBEpLUEHCTBOBAHUSA AeATeNbHOCTU MO TEXHOMOrMYeCcKoMYy MPUCOEANHEHUIO B
OTUETHOM MNepuoae, 3anosIHAETCs B NPOM3BObHON dopMe.

3.3. Mpoyas MHbOPMaLUs, KOTOPYIO ceTeBasi OpraHn3aLmnst CYMTAET LenecoobpasHoi A5 BKIOUYEHMS B OTUET, Kacalolascs npefocTaBieHns ycnyr
Mo TEXHOMOrMYECKOMY MPUCOEANHEHUIO, 3aMOJTHSIETCA B NMPOU3BO/bHON dhopMe.

3.4. CBeseHWs 0 KayecTBe YTy Mo TEXHOMOrMYECKOMY NMPUCOEANHEHMIO K 3/TEKTPUYECKUM CETSIM CETEBOM OpraHu3auuu.

N MokazaTtens KaTteropusi npucoeanHeHmnsa notpebutenei ycnyr no nepeaaye 3n1eKTpUYeCKOn sHeprum B Bcer
pas6buBKe No MOLHOCTU, B AMHAMUKE MO roaam o)
0o 15 kBt ceblwe 15 kBT 1 | ceblwe 150 kBT u | He MeHee 670 kBT 06beKTbl Mo
BKOUYUTENBHO no 150 kBt MeHee 670 kBT NpOn3BOACTBY
BKJTIOUNTENBHO 3/1eKTpUYecKon
3Heprum
N-1 N |AvHam [N-1| N | duHam | N- N |OuHam|[N-1| N OuHam | N-1 N OnHam
(Tek | wmka (Tek | wka 1 | (tek [ wuka (Tek | uka (Teky| wuka
ylm | u3mMeH YLK | U3MeH ylm | usmeH Yyl | u3MeHe Wi | nameH
] eHnsa " eHunsa ] eHns " HUA roa) | eHus
roa) | nokasa roa) | nokasa roa) | nokasa roa) | nokasa rnokasa
Tens, Tens, Tens, Tens, Tens,
% % % % %
1 2 3 4 5 6 7 8 9 10 11 12| 13 14 15| 16 17 18
1 |Yucno saseok Ha
TexHonornyeckoe
npucoeanHeHne,
noAaHHbIX
3aaBuUTENAMN,
LWITYKM

2 |Yucno 3as80K Ha
TeXHoNornyeckoe
npucoeanHeHue,
Mo KOTOPbIM
HanpasneH
NpoeKT A0roBopa
06
OCYyLIECTBAEHUN
TEXHOMIOrNYECKOro
npucoeanHeHns K
3NEKTPUYECKIM
ceTaMm, WTyKn

3 |[Yucno 3asBok Ha
TexXHonornyeckoe
npucoeanHeHve,
no KOTOpbIM
HanpaeneH
NpoeKT AoroBopa
06
OCYLLECTBIEHUN
TEXHONOrMYECKoro
npucoeanHeHns K
3N1EeKTPUYECKUM
ceTaM C
HapyLueHneM
CpOKOB,
NoATBEPXAEHHbIM
aKTamu
KOHTPOMUPYIOLLUMX
opraHusauuii n
(nnun) peweHnammn




cyaa, WTYKH, B
TOM uucne:

3. | no BuHe ceTeBoii
opraHmsaumn

+ [ MO BUHE
CTOPOHHUX Nnny

4 | CpenHsis
NPOAONXUTENBHOC
Tb NOArOTOBKK U
HanpaeneHus
npoekTa Aorosopa
06
oCyLlecTBNEHUN
TEXHONOrMYeCcKoro
NpUcoeanNHeHNs K
3/1eKTPUYECKUM
ceTaM, AHeNn

5 |Yucno
3aKJ/II0YEHHbIX
[0roBopos 06
OCYLLECTB/IEHUN
TEXHONOrMYecKoro
npucoeanHeHNs K
3N1EeKTPUYECKUM
CeTaM, WTYKN

6 |Yucno
MNCMONHEHHbIX
[0roBopoB 06
ocyLlecTBAeHUN
TEXHONOrMYECKoro
NPUCOeANHEHUS K
3/1EKTPUYECKUM
CeTaM, WTYKKN

7 |Yucno
MNCNOMHEHHbIX
[0roBopos 06
OCYLLECTB/IEHUN
TEXHONOrMYeCcKoro
npuUcoeanHEeHns K
3N1EeKTPUYECKUM
ceTaMm, no
KOTOpbIM
npousoLunio
HapylueHne
CpOKOB,
noATBeEpXAEHHOe
aKTamu
KOHTPONUPYIOLLMX
opraHusauuii n
(vnn) peweHnsaMmn
cyna, WTyKu, B
TOM uucne:

7. | no BMHe ceTeBoii

1 | opranmsaumu

7. | no BuHe

2 | 3asBuTens

8 | CpeaHss
NPOAOCMKNTENbHOC

Tb UCMONHEHUS
[0roBopoB 06
0CyLLeCcTBNEHUMN
TEXHONOrMYECKOr 0
NpUCOeaNHEHNS K
31EKTPUYECKUM
ceTsM, aHeln

3.5. CTOMMOCTb TEXHOMOrM4Yeckoro MpUCOEAMHEHUS K 3JIEKTPUYECKMM CETSM CETEeBOM OpraHu3auuu (He 3anofiHAeTCs, B Clyyae Hanuums Ha
odbuuUManbHOM caliTe CETeBOM oOpraHusauum B ceTu WHTEpHET WHTEPaKTUBHOIMO WMHCTPYMEHTA, KOTOPblA MO3BOMSET aBTOMATUYECKM PacCYUTbiBaTb



CTOMMOCTb TEXHOJIOMMYECKOro NMPUCOeANHEHUSI NPU BBOAE NapaMeTpoB, NPeAYCMOTPEHHbIX HAaCTOAWMM MYHKTOM).

MOLLUHOCTb 3HEPronpUHUMAaOLLMX YCTPONCTB 15 150 250 670
3aaBuTens, KBt
KaTteropusa HagexHocTn I- | I | I- Il |I- | III |I-|1III
II II II II
PaccrosiHue | HeobxoaumocT | Tun AnHUKM
[0 rpaHuL b
3eMesfIbHOro | cTpouTenbCTBa
yyacTka noacTaHumm
3aaBuTensa, M
Kn
500 - Oa
cenbcKas B/
MecTHoCcTb/30
0 - ropoackas Kn
MECTHOCTb Het
BN
Kn
[a
BN
750
Kn
Het
BN
Kn
[a
BN
1000
Kn
Het
BN
Kn
Oa
BN
1250
Kn
Het
BN

4. KauecTtBo 06cnyxumBaHus

4.1. KonuyectBo obpalleHuin, NOCTYNMBLUMX B CETEBYK OpraHmsaumio (Bcero), obpaiweHui, coaepxawmx xanoby wu (unn) obpaweHun,
coepxalumx 3asBKy Ha OKasaHue ycnyr, MOCTYNUBLUMX B CETEBYI OpraHuM3aumio, a TakXe KOIM4yecTBO obpalieHui, Mo KOTopbiM 6binv 3akitoueHbl
[0roBopbl 06 OCYLLECTB/IEHUN TEXHOSTOMMYECKOro NPUCOeAMHEHUS U (MNM) AOroBOpbl 06 OKasaHWW YCIyr no nepefave 31eKTPUYecKon SHeprumn, a Takxe
No KOTOPbIM 6bINN yperynunposaHbl xanobbl B OTYETHOM Nepuoae, a Takke ANHaMUKa N0 OTHOLIEHMIO K roAy, NpeallecTBYyoLWeMy OTHETHOMY.

N Karteropun dopMbl 06cnyxmMBaHUA
obpalueHunm
notpe6utenei OuHas ¢dopma 3aoyHas dopma ¢ SneKTpoHHas MuceMeHHas Mpouee
MCMNONb30BaHNEM dopma ¢ dopma ¢
TenedboHHON MCNoNb30BaHWEM | Mcnonb3oBaHMeM
CBA3M ceTn WHTepHeT NOYTOBOWN CBA3N

N-1( N |AOuHam [N-1| N |[AuHam |N-1| N |[AuHam [N-1| N OnHam [ N-1 N OnHam

(Tek | wuka (Tek | wuka (Tek | wka (Tek MKa (Teky| wuka
yum | nsmeH ywm | usmeH ywm | nameH ywm | usmeHe WKW | U3MeH
" eHus " eHus ] eHus " HUS roa) | eHus
roa) | nokasa roa) | nokasa roa) | nokasa roa) | nokasa nokasa
Tens, Tens, Tens, Tens, Tens,
% % % % %
1 2 3 4 5 6 7 8 9 | 10 11 12 13 14 15| 16 17

1 | Bcero obpatleHuii
notpebutenen, B
TOM uncne:

1.1 | okasaHue ycnyr
no nepepave
3N1eKTpUYecKomn
3Heprum

1.2 | ocywectnenve
TEXHONIOrUYECKOro
npucoeanHeHnst

1.3 | komMmepuecknii
yuer
3N1eKTpUYecKom
SHEprum




1.4

KayecTBo
obcnyxmBaHusa

1.5

TexHu4yeckoe
obcnyxnBaHue
3/1eKTpOCceTEBbIX
obbekToB

1.6

npouee
(ykazatb)

XKanobbl

2.1

oKasaHue ycnyr
no nepepave
3N1eKTpUYecKomn
3HepruM, B TOM
uucne:

2.1,

KayecTBo ycnyr
no nepenave
3NEeKTpUYecKom
3Heprum

2.1.

Kayecrso
3N1eKTPUYeCcKomn
3Heprum

2.2

ocyllecTBieHne
TEXHONOrNYECKOro
npucoeanHeHns

2.3

KOMMep4ecKnit
y4yet
3N1eKTpUYecKomn
aHeprum

2.4

KauyecTBo
obcnyxmBaHusa

2.5

TexHu4yeckoe
obcnyxnBaHue
06beKToB
3/1EeKTPOCETEBOMO
X0351CTBa

2.6

npoyee
(ykasatb)

3asBKa Ha
oKasaHwue ycnyr

3.1

no
TEXHO/IOrNYECKOM
Y NPUCOEANHEHNIO

3.2

Ha 3aKkfloyeHune
porosopa Ha
oKasaHue  ycnyr
no nepepave
3N1eKTpUYEcKomn
3Heprum

3.3

opraHusauus
KOMMepYecKoro
yyeTa
3N1eKTpUYecKom
3Heprum

3.4

npouee
(ykazatb)

4.2 NHdopMauus o fesTenbHOCTU 0bUCcoB 06CnyxmBaHMa notpebutenen.

notpebutenen

Odwuc Tvn

obcnyxmBaHn | obuc
a

A

Anpec
MeCTOoHax
OXAEHUS

Homep
TenedoHa
, aapec
3N1eKTPOH
HoOW
noYThbl

Pexxum
pabot
b

Mpenocra
BNsieMble
ycnyrun

Konunyectso
notpebuten
en,
obpartmBLum
XCSl O4YHO B
OTYETHOM
nepuoae

CpenHee
BpeMsa Ha
obcnyxus
aHve
notpeébur
ensl, MUH.

CpenHee
BpeMs
oXnaaHus
norpeéur
ensa s
oyepeau,
MWH.

Konunyectso
CTOPOHHUX
opraHusauui Ha
TeppuTopumn
ocduca
obcnyxmBaHusa
(npwn Hannumm
yKasaTb




Ha3BaHuA

opraHusauuii)
1 2 3 4 5 6 7 8 9 10 11
1
2
4.3. HdopMaLums 0 3a04HOM 06CNYXMBaHMM NoTpebuTene nocpeacTBoM TenedOHHOM CBS3N.

N HanmeHoBaHue EavHnua

n3MepeHus
1 [MepeyeHb HOMEPOB TenehoHOB, BbIAENEHHbIX AN Homep

TenedoHa

obcnyxneaHus notpeburtenein:
Homep TenedoHa no BonpocaM 3HeprocHabXeHus:

Homepa TenedpoHoB LeHTpoB o06paboTku
TenedbOoHHbIX Bbl30BOB:

2 | O6Lwee uncno TenedoHHbIX BbI30BOB OT notpebuTeneit | eANHULbI
no BblAeNEeHHbIM HOMepaM TesnlechoHOB

2.1 | 06uee uncno TenedOoHHbIX BbI3OBOB OT eANHNLbI
notpebutenein, Ha KOTopble OTBETW/ OrepaTop
CceTeBOW OpraHusaumnun

2.2 | 06uee uncno TenedOoHHbIX BbI30BOB OT €ANHNUbI
notpebutenei, o6paboTaHHbIX aBTOMaTUYECKN
CMCTEMOM MHTEPAKTMBHOIO rOSI0COBOMO MEHHO

3 |CpeaHee BpeMs oxuaaHus oTBeTa noTpebuTeneM npu MWH.
TenedOHHOM BbI30BE Ha BblAeNeHHble HoMepa
TenedoHOB 3a TeKyLWnin nepnoa

4 |CpenHee Bpemsi 06paboTkn TenedOoHHOro Bbl30Ba OT MUH.
notpebuTens Ha BblAeNeHHble HoMepa TenedOHOB 3a
TekyLwnii nepnoa

4.4. KaTteropus obpalleHunii, B KOTOPOI 3aperncrpmposaHo Hanbonbluee yncno obpalleHnin Bcero, obpalleHunii, cogepxxalmx xanoby, obpalieHui,
coaepXalumx 3asBKy Ha okasaHue ycnyr, NMocTynuBLUMX B OTYETHOM Mepuoae, B COOTBETCTBUMM C MYHKTOM 4.1 WHdopMauun o Kayectse o6CnyxuBaHUS
notpebutenen ycnyr.

4.5. OnucaHue AONONHUTENbBHBIX YCIYr, OKa3blBaeMblX MNOTpebuTento, MOMUMO YCIyr, yKasaHHbIX B EAMHbIX CcTaHAapTax KayectBa 06C/yXuBaHMA
CeTeBbIMU OpraHusauunsiMm noTpebuTeneit ceTeBbiX OpraHM3aumni.

4.6. MeponpusiTusa, HanpasfieHHble Ha paboTy C couManbHO YS3BUMbIMM FpynnaMu HaceneHusi (MeHCMOHEepbl, UHBaNWAbl, MHOFOAETHbIE CEMbMU,
yyacTHUkn BOB n 60eBbIX AENCTBUIN Ha TeppUTOPUSX APYrUX rocyAapcTsB B COOTBETCTBUKU C PeaepanbHbiM 3akoHOM OT 12 gHBapsa 1995 r. N 5-03 "O
BeTepaHax" (CobpaHue 3akoHoaaTenbcTBa Poccuiickoin deaepaumnm, 2000, N 2, ct. 161; N 19, cr. 2023; 2001, N 1, ct. 2; N 33, c1. 3427; N 53, cT.
5030; 2002, N 30, cr. 3033; N 48, cr. 4743; N 52, cr. 5132; 2003, N 19, cr. 1750; 2004, N 19, cr. 1837; N 25, cr. 2480; N 27, ct. 2711; N 35, cT.
3607; N 52, ct. 5038; 2005, N 1, cr. 25; N 19, c1. 1748; N 52, ct. 5576; 2007, N 43, cr. 5084; 2008, N 9, ct. 817; N 29, cT. 3410; N 30, cr. 3609;
N 40, ct. 4501; N 52, ct. 6224, 2009, N 18, ct. 2152; N 26, ct. 3133; N 29, cT. 3623; N 30, c1. 3739; N 51, cT. 6148; N 52, cT. 6403; 2010, N 19,
cT. 2287; N 27, ct. 3433; N 30, cr. 3991; N 31, cT. 4206; N 50, ct. 6609; 2011, N 45, ct. 6337; N 47, cT. 6608; 2012, N 43, ct. 5782; 2013, N 14,
cT. 1654; N 19, cT. 2331; N 27, cT. 3477; N 48, cT. 6165; 2014, N 23, cT. 2930; N 26, cT. 3406; N 52, c1. 7537; 2015, N 14, cT. 2008), MaTepu-
OAMHOYKM, YYaCTHWKM JIMKBUMAAUMKM aBapuu Ha YepHobbiibckort ASC M MpUpaBHEHHbIE K HUMM KaTeropuu rpaxaaH B COOTBETCTBUM C 3aKOHOM
Poccuiickon ®epepaumm ot 15.05.1991 N 1244-1 "O coumanbHON 3alimTe rpaxxaaH, NoABepriunMxcs BO3AENCTBUIO paanaunmn BCeacTBne Katactpodbl Ha
YepHobbinbckon ADC" (Bemomoctn Cbhesga HapoaHbix aenytatoB PCOCP mn BepxoBHoro Coseta PCOCP, 1991, N 21, cr. 699; Benomoctn Cnesna
HapoAHbIX aenytatoB Poccuitickoit ®depepaumnm n BepxoBHoro Coseta Poccuitckori ®depepaumnm, 1992, N 32, ct. 1861; CobpaHue 3aKkoHOAATENbLCTBA
Poccuiickon ®epepauum, 1995, N 48, cr. 4561; 1996, N 51, ct. 5680; 1997, N 47, ct. 5341; 1998, N 48, cr. 5850; 1999, N 16, cr. 1937; N 28, cT.
3460; 2000, N 33, cr. 3348; 2001, N1, ct. 2; N 7, ct. 610; N 33, ct. 3413; 2002, N 30, cT. 3033; N 50, cT. 4929; N 53, cr. 5030; 2002, N 52, cT.
5132; 2003, N 43, cr. 4108; N 52, cr. 5038; 2004, N 18, ct. 1689; N 35, cr. 3607; 2006, N 6, cT. 637; N 30, ct. 3288; N 50, cr. 5285; 2007, N 46,
ct. 5554; 2008, N 9, ct. 817; N 29, cT. 3410; N 30, ct. 3616; N 52, cT. 6224; N 52, ct. 6236; 2009, N 18, cr. 2152; N 30, ct. 3739; 2011, N 23, cT.
3270; N 29, cT. 4297; N 47, cT. 6608; N 49, cT. 7024; 2012, N 26, cT. 3446; N 53, cT. 7654; 2013, N 19, cT. 2331; N 27, cT. 3443; N 27, cT. 3446; N
27, ct. 3477; N 51, ct. 6693; 2014, N 26, cT. 3406; N 30, cT. 4217; N 40, ct. 5322; N 52, cT. 7539; 2015, N 14, ct. 2008).

4.7. TeMbl W pe3ynbTaTbl ONPOCOB MNOTpebuTenei, NpPoBOAMMBbIX CETEBOW OpraHu3auMein ANs BbiABNEHUS MHEHUS notpebutenei o Kavecrse
obcnyxunBaHusi, B paMKax MWCNonHeHus EAMHbIX CTaHAapToB KadecTBa 0OCNYyXWMBaHWS CETEBbIMW OpraHu3auusaMu notpebuTtenein ycnyr ceTeBbIX
opraHusauuii.

4.8. MeponpusATKS, BbIMONHSAEMbIE CETEBOM OpraHm3aumen B Lensax NoBbILLEHNS KayecTBa obcnyxuBaHusa notpebutenei.
4.9. Hdopmaumsa no obpalweHnsam notpebutenen.

N| UaeHtndu | data | Bpems ®opma obpalieHus Ob6palueHus ObpalleHunsa notpeb
KauWoHHbI | obpa | obpaly
1 HoMep | LWeHK | eHus

obpalieHun o
P :-l OuyHoe | 3a04Ho | 3ao4Ho | MucbMe | Mpou | OkasaHu | Ocyuec | Kommep | Kavect | TexHunye | Mpou| Kavects | Kauects | OC
obpaLy, e e HHoe ee | eycnyr | TBAEHU | Yeckunit BO cKoe ee | oycnyr o CTB
eHune |obpalle|obpalle | obpalie no e yyeT | obcny |obcnyxu no 3/1eKTpn v
Hue Hue Hue nepenay | TexHon | anekTp | xuBaH | BaHue nepenay | yeckoi |Tex
nocpepa | nocpea | nocpes e ormyeck | nyecko ns 3N1eKTpo e 3Heprum | orv
CTBOM | CTBOM | CTBOM 3NeKTpU oro n noTtpeb | ceTeBbIX 3NeKTpU KC
Tenedo| cetn | noytoB Yyeckol | npucoe | aHepru | utenen | o6bLEKTO yeckom np
HHON | UHTepH oW 3HEpruu | AUHeHn n B 3Heprum en
CBA3W er CBA3M a H
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