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MWHNCTEPCTBO SHEPIETUKN POCCUNCKON ®EAEPALINA

NPUKA3
ot 15 anpens 2014 r. N 186

O EANHbLIX CTAHOAPTAX .
KAYECTBA OBCJ/TYXVUBAHNA CETEBbIMN OPTAHU3ALMAMN NOTPEBUTENEN
YCNyr CETEBbIX OPFTAHA3ALIAN

Cnncok N3MeHsaILWUX AOKYMEHTOB
(B peg. Mpukasza MuHaHepro Poccun ot 06.04.2015 N 217)

B cootBeTcTBMM C nNyHKTOM 3 [lpaBun HeAWCKPUMUHALMOHHOIO JocTyna K Yyc/ayram no nepejade
3/1IEKTPUYECKON 3HEPrMM N OKasaHus 3TUX YCAyr, YTBEPXAEHHbIX nocTtaHoBneHnem [NpaButensctsa Poccuinckoi
depepaunn ot 27 pgekabpsa 2004 r. N 861 (CobpaHue 3akoHogaTenscTea Poccuiickon depepauun, 2004, N 52, cT.
5525; 2013, N 31, cT. 4226), np1KasbiBato:

1. YTBepguTb npunaraemblie EguHble cTaHOapTbl KadecTBa O6GCAYXMBAHWS CETEBbLIMWU OpraHM3aunsiMm
noTpebuTene ycnyr ceTeBbiX OpraHn3auuii.

2. Hactosiwuin npmkas BCTynaeT B CW/y B YCTAHOB/IEHHOM MNopsigke, 3a uckntodeHmem rias Il n Il EAWHbIX
CTaHAApPTOB KayecTBa 06CNY)XUBaHUSI CETEBbLIMW OpraHu3auuMsMu noTpebuTenein ycnyr CeTeBbIX OpraHu3auuii,
BCTyNatoLMX B CU/Ty MO UCTEYEHUN LLIECTU MECALEB CO AHS BCTYN/EHNS B CU/TY HACTOSILLErO NpuKasa.

MwuHucTp
A.B.HOBAK

YTBEpXaeHbl
npukasom MuHaHepro Poccun
ot 15 anpens 2014 . N 186

EAVNHbIE CTAHOAPTDI .
KAYECTBA OBCJ/TYXVUBAHNA CETEBbIMA OPTAHU3ALIMAMWU NOTPEBUTENEN
YCNyr CETEBbIX OPFTAHU3ALIAN

Cn1CoK N3MEHSIIOLWMNX AOKYMEHTOB
(8 peq. Mpukasza MuHaHepro Poccum ot 06.04.2015 N 217)

|. O6Lme NoNnoXxeHnst

1. Hactosiwume EpguHble cTaHOapTbl KadecTBa 06CAYXMBaHWS CETEBbIMW OpraHu3auusamu notpebutenei
yC/yr CeTEeBbIX OpraHmsauuii yctaHaB/MBalOT TpeboBaHWA K 06CAYXMBaHWIO CETEBbIMU OpraHu3auusMun nuu,
ABNAIOWMXCA NOTpebuUTensMn YCayr CeTeBbIX OpraHuM3auuii no nepefadve 3/1eKTPUYECKOn 3Heprnm  (3a
NCK/IIOYEHNEM CETEBbLIX OpraHmsauuii, 3HeprocObITOBLIX OpraHv3auvini U rapaHTUPYHOLWMX NOCTaBLUMKOB), B TOM
yncnie 06CNyXnBaeMbIX 3HEProcOLITOBON OpraHu3auMein 1 rapaHTMpyoLWyM NOCTaBLUMKOM, U /L, 06paTyBLUNXCS
B CETEBYH OpraHn3auyio C Le/blo 3aK/iUYeHNst 40roBopa 06 okasaHuK yCnyr No nepegade a/ieKTpu4eckoin aHeprum
NN OCYLLECTBNEHUN TEXHOMOMMYECKOTO MPUCOeAMHEHNS K 3/IEKTPUYECKUM CETAM (3@ WCKIOYEHWEM CETEBbIX
opraHusauuii, 3HEeprocoObITOBLIX OpraHM3auuini 1 rapaHTUpylLWNMX MOCTaBLMKOB) (ganee - notpebutenu,
TEXHOJI0TMYECKOE MPUCOeaNHEHME).

2. CeTeBas opraHmsauus obecneumBaeT pacCMOTpeHMe obpalleHnii noTpedbuTeneid, NOCTYNUBLUUX B YCTHOW,
NMCbMEHHOI dhopme nnun B hopMe 3/1EKTPOHHOIO AOKYMEHTA.

B3anmopeiicTBre ceTeBoil opraHm3aummn ¢ NOTpebuTensMy B 4acTy paspeLUeHnsl BONPOCOB, COAEPXaLLMXCA
B obpalweHusix notpebuTteneid m npefocTaBleHNss MM BO3MOXHOCTV peanusauuv npas, NpPeayCMOTPEHHbIX
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3akoHogaTenbCcTBOM Poccuiickoli degepaummn (ganee - o6CNyXunBaHWe noTpebuTeneil), OcylecTBNsSeTcs B
COOTBETCTBUM C TPpebOBaHMAMN HACTOAWMNX EQNHBIX cTaHAapTOB.

3. B uensix okazaHusa ycnyr no nepegave a/1eKTpUYeCcKoil aHeprun ceteBasi opraHm3aums npu o6eyxmsaHum
notpebuTeneli ocyLLecTBNSET:

a) 3akodeHne foroBopa 06 okasaHum yCayr no nepefadve 371eKTpUYECKOR aHepruy;

6) BHECEHME M3MEHEHMI B AOrOBOP 06 OKasaHuu yCayr no nepefadve 3neKTpuyeckoin sHeprmu;

B) pacTopXeHue Aorosopa 06 okasaHuu ycayr no nepegade afeKkTpuueckoi aHeprum;

r) MHChopMMpOBaHMe NOTpPebuTens 06 aBapuHbIX CUTyauMsiX B pacnpefennTesibHbIX 3MIEKTPUYECKUX CETAX
CETEBOM OpraHusaumu, PEMOHTHbIX W MPOUIAKTUYECKMX paboTax, MIaHOBbIX OrpaHNYeHnsaX pexnva
NOTPe6NEeHNS 3/IEKTPUHECKON SHEPTX, BAUSIOLMX HA UCNOSIHEHNE 06a3aTeNnbCTB N0 JOroBOPY 06 OkasaHuu ycnyr
no nepegave 3NeKTPUYECKON SHEPINK;

[) [ONyCcK YyNO/THOMOYEHHbIX NpeacTaBuTesnein noTpebuTtens ycnyr B NyHKTbl KOHTPONSA 1 ydeTa KonnyecTsa u
KayecTBa 3MEKTPUYECKOW 3HEpPrum B NOPSAKE W Cryyasix, YCTAHOB/IEHHbIX LOrOBOPOM 06 oOKasaHuu ycnayr no
nepegade afieKTpPUYECKOn aHepruu;

€) cornacoBaHMe MecTa YCTaHOBKM Npubopa yyeTa 3/1eKTpUYecKoin aHeprum (MoLwHOCTK) (aaniee - npubop
yyeTa), CXeMbl NOAKMOUEHNA NMpubopa yyeTa U MHbIX KOMMNOHEHTOB NU3MEPUTESbHbIX KOMMMIEKCOB U CUCTEM y4yeTa
3M1EKTPUYECKOW 3HEeprum (MOLLHOCTH), a Takke METPO/IOTMYECKNX XapakTepucTuk npubopa y4yeta;

X) [OMNYyCK B 3KCM/lyaTauuio npubopa y4yera,;

3) CHAATME KOHTPO/IbHbIX NOKa3aHuii npubopoB y4eTa;

1) NpYeM NokasaHuii NpMOopPOB y4eTa OT NOTPEebUTENS;

K) NMpoOBeEpKy, B TOM 4WC/le CHATUE MOoKasaHwid, npubopa ydeTa nepen ero AEMOHTaKOM A1 PEMOHTA,
MOBEPKN U/ 3aMEHbI;

N) pacyeTt o6bema nepeaHHON 3NEKTPUUECKON SHEPTUM NOTPEBUTEN!O;

M)  KOHTpPOMb  MoOKasaTenein KavyecTBa  3NEKTPUYECKON  3HEepPrMm B TOYKax  MPUCOEeAMHEHUS
SHEPronpMHMMAIOLLMX YCTAHOBOK MNOTPeOGUTENs 3MeKTPUYECKOW 3HEprunm K 3NEeKTPUYEeCKUM CeTaM  CeTeBOM
opraHusaumu;

H) KOHTPO/Ib 3HAYEHWIA COOTHOLUEHWS NOTPEeGAEHNS aKTVBHOW U PeakTMBHOW MOLLHOCTM A8 OTAE/bHbIX
3HEepronpyHUMatoLLIMX YCTPOACTB (rpynn 3HepPronpuHMMatoLLmxX YCTPOCTB) NoTpebutens;

0) NpoBeAeHNEe KOHTPOMbHbLIX, BHEOUEPEAHbIX U MHbIX 3aMEepPOB MNOTOKOPAacnpeaeieHns, Harpy3oK 1 ypoBHeii
HanpshkeHns Ha o6bekTax NnoTpebuTens n o6bekTax aNeKTPOCETEBONO X035MCTBa CETEBOIN opraHu3auum;

M) nosHoe (4acTMYHOE) OrpaHMyeHne pexvva noTpebneHns 31eKTPUYECKOn 3HeprMM B Nopsiake,
YCTaHOB/IEHHOM [MpaBuiaMu MOMHOrO M (UNK) YaCTUYHONO OrpaHWYEHUs pexnma NoTpe6neHns 3/1eKTPUYECKON
SHEprnn, YTBEPXAEHHbIMM nocTaHoBneHvem [MNpaButensctea Poccuiickoli ®epepauun ot 4 mas 2012 r. N 442
(CobpaHue 3akoHogaTenbcTBa Poccuiickoii degepaunmn, 2012, N 23, cT. 3008; 2013, N 1, cT. 68; N 1, cT. 45; N 5,
cT. 407; N 31, ct. 4226; N 32, cT. 4309), n MpaBunammu paspaboTkn N NpUMeEHeHUus rpadiMkoB aBapuiiHOro
orpaHnYeHust pexrnma noTpebneHns aNeKkTpMUeckom aHeprmm (MOLLHOCTM) M UCMOMb30BaHNS NPOTMBOABAPUIHON
aBTOMATUKN, YTBEPXAEHHbIMM NpuKazoM MuHaHepro Poccum ot 6 umoHa 2013 . N 290 (3apernctpupoBaH
MuHocTom Poccum 9 aBrycta 2013 ., pernctpaumoHHblin N 29348);

p) cocTaBfneHne W NpegocTaB/ieHMe MNOTPebUTEeNt0 akToB 6Ge3yvyeTHOro U 6e340roBOpPHOro MoTpebneHus
3/1EKTPUYECKOI 3HEPIUU;

C) COCTaB/IEHME aKTOB COM/1acoBaHWs TEXHOOrMYECKOR 1 (M) aBapuintHON 6pOHM;

T) BblAauy AOKYMEHTOB, NPeAyCMOTPEHHbIX B paMkax OKasaHus yCnyr no nepegaye 3nekTpuYeckoli aHeprum
N TEXHO/IOTMYECKOMY NMPUCOEANHEHNIO, B TOM YMC/e KBUTAHUMIA, CHETOB, CHETOB-(DAKTYP.

4. B pamkax TEXHO/IOTMYECKOrO MPUCOEAVHEHNS CETEBas OpraHusauus npu 06Cy)XMBaHUU noTpebutenei
oKasblBa€eT criegyrowme ycnyrm (OCyLWwecTBASET NPOLEecChl):

a) TEXHOMOIMYECKOE NPUCOEANHEHMNE K A/TEKTPUYECKUM CETAM CETEBOI OpraHv3aunu;

6) TEXHOMOrM4yeckoe nPUCOEAMHEHNE K 3/IEKTPUYECKMM CETAM CETEBOW oOpraHu3auum MocpeacTBOM
nepepacnpefeneHns MakCUMasibHOMW  MOLLHOCTM  MeXAy pUAUYECKUMW fiMuamMu 1M UHAMBUAYaIbHBIMU
npegnpuHumarensamMm (B TOM Yncie onocpesoBaHHOe NpUcoeguHeHne);

B) TEXHO/IOrMYecKoe NpUcoeanHeEHNE K 3/1IEKTPUYECKUM CETAM CETEBOM opraHusaummn no MHAUBUAYa/IbHOMY
NpoeKTY;

) BpEMEHHOE TEXHO/I0rMYecKoe NpUucoeguHeHne K 3NeKTPUUECKNM CETSM CETEBOI OpraHn3auun.

5. B pamkax 06cnyxvBaHusi notpebuTeneli ceteBas opraHu3auus MO 3asB/IEHWI0 NOTPeduTens Takxe
OKasblBaeT cnefytolme ycnyrm (OCyLecTBseT NpPoLecchl):

a) Bblgayy CnpaBoK 1 AOKYMEHTOB (MX KONWIA), MOATBEPXKAAIOLLMX TEXHONOIMYECKOE NPUCOEUHEHNE K CETAM
CeTeBOi oOpraHusaumm (akT pasrpaHuyeHnst 6a/laHCOBOM MPUHALEXHOCTU  3MIEKTPUYECKUX CEeTel, akT
pasrpaHMyeHns KCh/lyaTaluMOHHOM OTBETCTBEHHOCTU CTOPOH, akT 006 OCYLIEeCTB/IEHUN TEXHO/I0MMYECKOro
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NPUCOEANHEHNS N aKT COrMTacoBaHNS TEXHONOMMYECKO 1 (Mnn) aBapuiiHoONn BPOHN);

6) BOCCTaHOB/IEHNE paHee BblAaHHbIX JOKYMEHTOB O TEXHOMOIMMYECKOM MPUCoeinHEHNUN SIM60 Bblgady HOBbIX
JOKYMEHTOB O TEXHOMIOTMYECKOM MPUCOeAVHEHUN MPY HEBO3MOXHOCTM BOCCTAHOB/IEHUSA paHee BblAaHHbIX
TEXHUYECKMX YCITOBWIA;

B) YCTAHOBKY, 3aMeHy 1 (Uin) aKcnayaTaumo npmobopoB. yyeTa.

6. O6cnyxuBaHve noTpebuTeneli B pamkax OKas3aHus YCnyr Mo nepefade 3/1€KTPUYECKOW 3Heprum
OCYLLIECTB/NSAETCA Ha OCHOBaHMKU ObpalleHuss NnoTpebutens B CETEBYH OpraHu3auuio, ecn 3aKOHOAATe/IbCTBOM
Poccuiickoin depgepaummn He NPefyCMOTPEHO OCYLLECTB/IEHME NpoLEecca No UHULMATMBE APYTruX /vy,

7. Mpun obecnyxuBaHnyn notpebuTteneli (OCYLWECTBIEHNN OTAENbHbIX MPOLECCOB) CeTeBas opraHuM3auust He
JomkHa TpeboBaTb OT MNOTPebUTENs NpefoCTaB/leHUs LOKYMEHTOB, a Takke OCYLLeCTB/IeHUS noTpebuTtenem
OEeNCTBUIA, He NPeayCMOTPEHHbIX 3aKOHOAATENLCTBOM Poccuiickoint deaepaumn.

8. CeTeBas opraHu3auus packpbiBaeT B COOTBETCTBMM cO CTaHfapTamy packpbiTus MHGopMaLmm
CyObeKkTamn ONTOBOrO W PO3HMYHBLIX PbLIHKOB 3/1EKTPUYECKON 3HEpPrun, YTBEPXAEHHbIMW MNOCTAHOB/IEHWEM
MpasutenbctBa Poccuitickoin ®epepaunm ot 21 aHapst 2004 r. N 24 (CobpaHue 3akoHogaTeslbCcTBa Poccuiickoi
depepauun, 2004, N 4, ct. 282; 2005, N 7, ct. 560; 2009, N 17, ct. 2088; 2010, N 33, cT. 4431; 2011, N 45, cT.
6404; 2012, N 4, cT. 505; N 23, cT. 3008; 2013, N 27, cT. 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, ct. 2416; N 25, cT. 3311) (panee - CtaHgapTbl packpbITUA MHAOpPMaLmn),
cneayoLLyto MHhopmaLuio 0 nacnoprax ycnyr (MpoLeccoB):

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

Kpyr 3asiButenei;

pasmMep nnaTbl 3a OkasaHue ycnyru (OCyLeCcTBNEHMS NPOLECCca) U OCHOBaHWS ee B3VIMaHUS;

YC/I0BUSA OKa3aHuA ycrnyru (oCyLLecTBNeHNs npouecca);

pesynbrat okalaHus ycnyru (ocylwecTB/1eHMs npoLecca);

006LWNI CPOK OKaszaHus ycnyrn (OCyLLEeCTBIEHUS NpoLecca);

COCTaB M 3Tanbl OKasaHusi yCcnyrn (OCyLLEeCTBNEHNS npouecca), BKIUasi CBeAeHUs 0 cogepxaHmm un (Mnm)
ycnoBusx atana, hopma okasaHus ycnyru (ocyLlecTBeHus npouecca).

MacnopT ycnyru (npouecca) COCTaBASAETCSA B OTHOLLEHUN Kaxaol ycayru (npouecca), okasbiBaeMOoil CeTeBO
opraHu3aumeii, No pekomeHgyeMmomy obpasuy cornacHo npunoxenuto N 1 kK HacToAwmum EgnHbIM cTaHgapTam.

Macnopta ycnyr (NPOLECCOB) CETEBOW opraHu3aumy NyGAMKYlOTCA  CETEBON  opraHu3aumeli B
COOTBETCTBYHWOLEM pasfefnie Ha oduuManbHOM — caiiTe  CeTeBOW  opraHu3auMm B MHKOPMAaLUMOHHO-
TeeKOMMYHUKaLVOHHONM ceTn VHTepHET (fasee - ceTb VIHTEpHeT), a Takke pasmMeLLatoTcs Ha MHGOPMAaLMOHHBIX
CTeHAax B ogoucax CETEBOW OpraHu3aumun, npeaHasHavyeHHbIX 418 npuema notpeburenein No BoNpocaM oKasaHus
ycnyr no nepegave 3/1eKTpUYeckon 3Heprum, TEXHONTOTMYECKOMY NMPUCOESUHEHUIO Y MHBIM BONPOCaM, CBSA3aHHbIM C
LeATeNbHOCTbIO CETEBON OpraHunsauuu (ganee - ochmc 06CnyxmBaHus noTpeduteneil).

9. MNpw BHECEHUN U3MEHEHWI B HOPMATUBHbIE NPAaBOBbLIE aKTbl, PEryNnpyowmue nopsagok okasaHus ycnyr no
nepegade anieKTPUUECKON 3HEPTMN N TEXHOSIOTMYECKOMY NPUCOEAUHEHMNIO, MAcnopT ycyru (npouecca) NpuBoAUTCS
CETEBOII OpraHu3auueli B COOTBETCTBME YKa3aHHbIM W3MEHEHWsIM B TeyeHue [ecsiTu paboumx AHel nocne
BCTYN/IEHNSA B CUJY YKa3aHHbIX U3MEHEHWIA.

10. CeTeBast opraHu3aLmsa He pexe 04HOro pasa B rog obecneumBaeT NpoBeAeHNe ONPOCOB NoTpebuteneii c
LieNbl0 BbISIBAIEHNS MHEHUA NOoTpebuTenein o kavecTBe o6CnyxuBaHus. ExerogHble oT4YeTbl 06 MTOrax UsydyeHus
MHeHWs noTpebutenein o kavecTse 06CNYXMBaHUSA NMYBANKYIOTCA Ha ouLManbHOM caiiTe CeTeBOl opraHu3auum B
cetn VHTepHeT He no3gHee 1 mapTa roga, cnefylowero 3a rogoM, B KOTOPOM MPOBOAMANCE COOTBETCTBYOLLME
Onpocsl.

CeTeBasi opraHusaums B COOTBETCTBMM CO CTaHgapTamMu packpbITMsa MHOpMaLmMm 06ecneunBaeT packpbiTie
MHGIOpMaLMM O KavyecTBe 06CNyXMBaHUS NOTpebuTeneli yciyr CEeTeBOW OpraHusaumun 3a NpeaLlecTBYOLWMA rog,
cornacHo npwioxeHnto N 7 K HacTtoswmM EgnHbiM cTaHgaptam Ha odvumanbHOM calite CeTeBOi opraHv3aunu
NN Ha NHOM odhnLMabHOM caiTe B ceTu VIHTepHET, onpeaensiemom MNpaBuTtenscTBom Poccuiickoii degepaunn.
(a63ay, BBeaeH Mpukazom MuHaHepro Poccum ot 06.04.2015 N 217)

<*> B cOOTBeTCTBUM C NyHKTOM 11(6) CTaHOapToB packpbiTMa MHGopMauun cybbektamm OnToBOro U
PO3HMYHOTO PbIHKOB 3/1EKTPUYECKON 3HEpPrnn, YTBEPXKAEHHbIX MNocTaHoBneHueM [paBuTenbcTBa Poccuiickol
®epepaunn ot 21 aHsaps 2004 1. N 24.

(cHocka BBefeHa Mpukazom MuHaHepro Poccun ot 06.04.2015 N 217)

KoHcynbTaHTl1l0c: npumMeyaHme.
lnaga Il BcTynaet B cuny ¢ 17 pespansa 2015 roga.
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[I. OpraHu3aumns 04HOro 06CTYXNMBaHUS

11. NMonoxeHnst HacTosiLLel rnaBbl 06 opraHn3aunn LUeHTPasbHbIX 0OMCOB 06CNYXMBaHWUS NoTpedbuTenei u
opraHusaumm o6cnyXnBaHns B Taknx oncax pacnpocTpaHsATCa Ha TeppuTopuasibHble CeTeBble opraHu3aunm.

12. O6cnyxmBaHne noTpebuTeneil NOCPeacTBOM JIMYHOMO KOHTakTa paboTHMKA CeTeBOW opraHm3auumn c
noTpebuTenem (ganee - 04HOEe 06CYXMBAHME) OCYLLECTBNSETCA B ohmcax 06CyXmMBaHUS NOTpebuTeneid, a Takke
B C/lyyasx, NpegycMOTPEHHbIX 3akoHogaTenbCTBOM Poccuiickoli degepaumun, C Bble3goM K nNoTpebutento
paboTHUKa CETEBOI OpraHu3aLuu.

13. Ocbucbl obcnyxmBaHus notpebuteneli NoapasfensiloTca Ha LEHTPbl O6CNyXuBaHuA noTpebuteneil
(manee - UEHTPbI 06CAYXUBaHWS MOTPeOGUTENEen) U NyHKTbl OBCYXMBaHMA NOTpebuTeneld, opraHn3oBaHHbIE B
060C06/1EHHBIX NOAPa3AeNeHNsX CETEBOI OpraHn3aLmm (gasnee - NyHKTbl 06CTy)XMBaHMA NOTpedbuTenei).

Odwmckl  06CnyXmMBaHMa NOTpebuTenein [o/MKHbI obecneunBaTb OpPraHM3auuid  O4YHOro  06CAYXUBAHUSA
noTpebutenen, MCKNKYaKLWEero HeobxoAMMOCTb B3aMMOAENCTBMSI MOTPEOUTENS C MHbIMU MoApa3AefeHNs MU
CEeTEeBOIT opraHm3aumun (MprUHUMN "04HOro OKHa").

14. CeTeBasi opraHusaums pasmellaet odncbl 06CNYyXMBaHUS MOTPEOUTENEN Ha TEPPUTOPUSIX CYyObLEKTOB
Poccuiickoin ®efsepaunn, B rpaHuLax KOTOPbIX pPacrnofioxeHbl OObEKTbl 3/1EKTPOCETEBOro X03ACTBa CETEBOM
opraHv3auuu (ganee - TeppUTOPUS 3KCNyaTaLOHHON OTBETCTBEHHOCTMW).

15. CeTeBas opraHusauusi pasMelLaeT He MeHee OAHOro LeHTpa 06CayXuBaHWA noTpebuTenein ycnyr B
MYHULMNa/bHbIX 06pa3oBaHMsAx (MyHUUMNANbHLIX paiioHax, FOPOACKUX OKpyrax) YMC/IEHHOCTbIO HacefieHns He
MeHee [ABYXCOT TbICAY Ye/l0BeK U B aAMUHUCTPATMBHBIX LEHTpax cybbekToB Poccuiickoin depepaunn B cryvae,
€eC/N  KONMYecTBO NOTpebuTenein ycnyr CeTeBOi opraHusauuy, 3HepronprHUMalolme YCTPOoCcTBa KOTOpPbIX
HENnocpeaCcTBEHHO MNPUCOEAMHEHbI K CETAM CETEBOW OpraHu3auum, B TakMx MyHMUUNaIbHBIX 06pa3oBaHUsAX
(MyHMUMNANbHBIX paiioHax, TOPOACKUX OKpyrax) W aAMUWHUCTPATUBHbLIX LEHTpax Cyb6bekTtoB Poccuiickoi
depepauun cocTaBnsgeT He MeHee NATUAECATM ThbICAY YenoBek. B MHbIX crydasix ceTeBas OpraHusauums
pasmeLlL,aeT NyHKTbl 06CAY)XUBaHMS NOTpebuTenei.

(B peq. Mpukaza MunHaHepro Poccum ot 06.04.2015 N 217)

CeTeBasi opraHusaunssi obecneumBaeTr 0OCAYXUBaHME NOTpebutenein c cobnogeHnem TpeboBaHUA K
opraHusaumm ohmcos o6enyxmnBaHua NoTpedbuTenen, NpesycMOTPEHHbIX npuaokenvemM N 2 K HACTOAWMM EAnHBbIM
cTaHAapTam.

16. CeTeBas opraHu3aLus obecneymBaeT 04HOE 06CNYXMBaHME NOTPebuTeneii:

B LeHTpax 06cnyxumBaHna noTpebuTeneli ceTeBoi opraHm3aLmmn He MeHee 45 4yacoB B HEAEeN!o;

B NyHKTax 06CnyXnBaHUs NoTpebuTenein ceTeBoin opraHn3aumm He meHee 25 4acoB B HeAesnto.

17. OuHoe 06cnyXnBaHue noTpebuTenein B odmcax o6CAyXMBaHWA NOTpebuTenein BegeTcs B MOpPSiAKe
XVBOIA ouepeaun ¢ NCMoNb30BaHNEM CUCTEMbI 3/IEKTPOHHOTO YNpaB/IeHNst o4epeabio (Mpy Ha/IMYMKM Tako CUCTEMbI)
1 MO NpeaBapuTeIbHON 3anncy No TenedoHy unn Ha ohmunasibHOM caTe CETEBOI opraHM3aunn.

18. O6cnyxuBaHne noTpeduTenen O/MHKHO OCYLLECTBATLCA B NIOO60M ochrce 06CyXmBaHusa noTpeduTenei
BHE 3aBMCMMOCTU OT MecTa PacnoiOKEHUS 3JHEPronpvHUMAaloOWMX YCTPOMCTB NOTpedbuTens Ha Tepputopun
3KCnyaTaLoHHON OTBETCTBEHHOCTU CETEBOIN OpraHM3aLun.

19. CeteBas opraHu3aums NpuM OCYLECTB/IEHWM OYHOTO OOCAYXUBaHMA NOTpebutenein B odimcax
o6cnyxmBaHus NoTpebutenein obecneurBaeT COBEPLUEHNE AEACTBUI NO NEPEYHI0 CornacHo npuaoxeHuto N 3 K
HacToAwWwmMM EQvHbIM cTaH4apTam.

20. O6Lee Bpemsa OXUOaHUA NOTPedUTENa B odepeamn 1 06CNyxXmnBaHUs NOTpeouTens paboTHUKOM odmca
06CcnyXnBaHUs NoTpebuTenein AO/MKHO cocTaBnAaTb He 6osee 30 MUHYT. PaboTHUKM odimca 06CayXMBaHNA
notpebuTeneli 06a3aHbl HOCUTb IMYHbIE Harpy4Hble MAEHTUMNKALMOHHbIE KAPTOUYKM C yKa3aHMeM HauMeHOBaHWs
CeTeBOi opraHM3aumu, AO/MKHOCTU, UMEHU, OTHeCTBa U (paMuIum paboTHUKA.

21. PaboTHMK CEeTeBOW oOpraHuM3auuy, MpUOLIBLIMIA K NOTpebuTento pOas  OCYWECTBIEHMS O4YHOTO
06CnyX1BaHus, cooblaet notTpebutento ceou hamuini, UMs, OTYECTBO, AO/MKHOCTb, HAMMEHOBAHWE CETEBOM
opraHusaumm, a Takke NpUYnMHy 1 Luesb NpubbiTus. Mo TpeboBaHMo NoTpedbuTens paboTHWK LO/HKEH NPefOCTaBUTb
cnyxebHoe yaoCToBepeHNe NGO MHOM AOKYMEHT, NOATBEPXAAKLWIMA NOHOMOUYMS paboTHUKa. MNpu obpaleHnn
noTpebutens K paboTHWKY CETEBONM opraHv3auMu Mo BOMpOCaM OKalaHWsA YCnyr no nepegadve 3M1eKTPUYecKoit
SHEPINN N TEXHOMIOTMYECKOTO MPUCOEAMHEHNS, HO He CBA3aHHbIM C MPUYUHON N LEeNbio NpuobITUSA, NPUObIBLLNI
paboTHWK coobLlaeT NoTpedbuTento KOHTAKTHYI0 MHhopMaLmio CETEBOI OpraHu3aummn, pasbsACHSET, Ky4a U B Kakom
nopsiake emy cnegyet obpatuTbes.

22. Jata »n Bpems Bble3ga pabOTHMKA CETEeBOW OpraHuM3auMm K MOTPe6WTEeN0 COrlacoBbIBAKOTCA C
notpebutenem. [pu HeobxoAMMOCTM pfara W BpeMs MPUOLITUA MOrYT KOPPEKTUPOBATbCA KaK CeTeBOi
opraHu3aumeii, Tak n noTpebuTenem, Npy 3TOM ceTeBast opraHm3aLus:
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a) yBeoM/IsieT NoTPebutensa o gare u BpeMeHu 3anjaHnpoBaHHOMO NpubbITUS paboTHUKA HEe NOo34Hee Yem
3a 5 pabounx gHein A0 fatbl MaaHUpyeMoro npubbITus, a B C/lydae CPOUHbIX Bble3[0B - HEMOCPEACTBEHHO Nepes
Bble30M;

6) B clyyae M3MeHeHWs1 BpeMeHN coobliaeT 06 3TOM He Mo3gHee YeM 3a 2 Yaca [0 paHee COor/lacoBaHHOIo
BpemMeHu NpubbITA paboTHUKA.

B cnyyae Heo6GXogMMOCTU NIMKBUAALUN TEXHOMOTMYECKUX HAapYyLUEHWH, yrpoxaroLwmx paboTocnocobHOCTH
obopyaoBaHns wnyM  NpefoTBpalleHns  (MKBugaumy NocneacTBuiA) HecuyacTHbIX  C/yyaeB, npubbiTve K
noTpebuTento paboTHMKa CETEBOI OpraHM3auny MOXET HE COr/lacoBbIBaTbCS.

KoHcynbtaHTtlnoc: npymedyaHue.
na.a lll BcTynaet B cuny ¢ 17 cpeBpans 2015 roga.

[ll. OpraHu3aums 3a04HOr0 06CNYXUBaAHUSA (C UCMOMb30BaHNEM
TeneoHHO cBA3UN 1 ceTn VIHTepHET)

23. CeteBas opraHm3auuss obecnevvnBaeT 06CNyXuBaHWE MOTpebUTENel ¢ NCNoNb30BaHNEM Tened)OHHO
CBS13M1, NMOYTOBO CBA3N 1 CeTU VIHTEPHET (gasiee - 3a04HOe 06CyXMBaHME).

24. CeteBas opraHusauus obecrneumBaeT npuem n ob6paboTky TenedoHHbIX 0bpalLeHnii noTpebuteneli no
BOMpOCaMm:

a) OCYLLECTB/MEHNS TEXHOIOMMYECKOIO NPUCOEANHEHNS;

6) okazaHuUs yCnyr no nepegadve aNeKTPMUECKO sSHeEpPIruu;

B) opraHu3aumnn yyeta aneKTpu4eckon aHepruu;

) opraHusauuy O06CNyXMBaHUS noTpebuTenell, NpPefoCTaBNEHUs KOHTaKTHOW WHopMauun odmcoB
06cnyxnBaHuss notpebuTeneid, 3anucyM Ha O4YHbIA NpUEeM, a Takke MNoMb30BaHUSA WHTEPAKTUBHLIMU CepBucamu
ohmumnabHOTO calita CeTeBoi opraHm3aumn B CETU VIHTEPHET;

[1) HECOOTBETCTBMSA KAyecTBa 3M1eKTPUUECKOlN IHEePrun TEXHUYECKUM pernameHTam U MHbIM 06si3aTeNlbHbIM
TpeboBaHuAM;

€) MepepbIBOB B Mepefadve 3/1eKTPUHECKON 3HEprum, NpekpaweHns Uan OrpaHnyeHns pexrva nepegaqyn
3/1EKTPUYECKOI 3HEpru.

25. [Ons 3ao4yHOro obcnyxuBaHWs notpebuTteneil ceteBas opraHu3auusi o6ecneyrBaeTr BO3MOXHOCTb
BbIMNOJIHEHMSA AeCTBUIA N0 NEpPeYHIo CornacHo Npunoxenuto N 4 K HacToAWmMM EQvHbIM cTaHgapTam.

26. 3aouyHoe o06cnyxuBaHMe noTpedbuTenein C uUCNonb3oBaHMEM TenedoHHOI CBSA3M N0 BOMpocam,
yKa3aHHbIM B nognyHkTax "a" - "' nyHkta 24 HactoAwmx EAMHLIX CcTaHgapToB, ceTeBas opraHusauus
OCYLLEeCTBNSAET 4yepe3 UeHTPbl 06paboTkm TeneoHHbIX BbI30BOB B paboyee Bpems 0hMCOB 06CNYKMBaHUA
notpebuteneii. Homepa UeHTpOB 06paboTkM TeneoHHbIX BbI30BOB CETEBON OpraHM3auMu Mo yKasaHHbIM
BOMpOCaM pasMeLlalTcs Ha odmuuanbHOM caliTe CeTeBOl opraHu3aumm B ceTu VHTepHeT M B odpmcax
06cnyxnBaHus noTpeduteneil.

27. O6ecnyxvBaHue NoTpebuTenein No BoNpocaM, ykasaHHbIM B mognyHkTax "a" u "e" nyHkTa 24 HacTOALWMX
EOVHbIX CTaHZapToB, OCYLLECTBASETCA B pexume ropsuein nvHunM (gasnee - ropsvas JMHWA N0 BOMpocam
3/1eKTPOCHAGXEHMS) KPYI/TOCYTOYHO.

TenedoHHbI HOMEP ropsiveli JIMHAM NO BOMpOCaM 3M1EKTPOCHAOXKEHUS ABMAETCA e4MHbIM M 6ecniaTHbIM
ANs noTpebuTeneli Ha TEPPUTOPUN 3KCM/TyaTalMOHHO OTBETCTBEHHOCTM CETEBON OpraHusauumn. He gonyckaetcs
Mcnosib3oBaHne B KavecTse TenieddOHHOr0 Homepa ropsiieit MHMK Mo BOMPOCaM 3/1EKTPOCHAGXKEHNS TenedOHHbIX
HOMEpOB OMNepaTVBHOIO NepcoHasia CeTeBol opraHnsaLmn.

Tened)oHHbIN HOMEp ropsiveli NIMHUM NO BOMPOCaM 3/1EKTPOCHAOXEHUS CETEBOI OpraHu3aumn goBOAMTCA A0
noTpebuTenein, 3sHepronpuHMMaloWe YCTPOWCTBa KOTOPbIX HEMNOCPenCcTBEHHO MNPUCOeAUHEHbI K 0ObeKTam
3/1IEKTPOCETEBOI0  XO3ACTBA CETEBOM OpraHv3auuMu, B TOM 4ucne MyTEM €ero BK/OYEeHWss B [[0roBOpbl
3HEeprocHabXeHns, pasMelleHns Ha oduumasibHOM caliTe CeTeBOW opraHm3auun B ceTu VIHTepHeT u B odimcax
06cnyxnBaHus noTpeduteneil.

28. CeTeBas opraHusauus npv OCyLLEeCTB/IEHNM 3a04HOT0 0B6CNYXUBaHUSA NOTpebuTenei ¢ NCNo/Ib30BaHEM
TenedpoHHO CcBA3M obecneunBaer:

Ha/mume GecnnartHbIX TeNIedIOHHbIX KaHaI0B CBSA3M MEXAy CETEBOI opraHu3auueli n notpedbuTenamu;

npvem n 06paboTKy BCeX BXOAALLMX TesiepOHHbIX BbI30BOB NOTpeOUTENENn B CETEBYIO OpraHusaumio. Bpems
oxugaHua notpebutenem oTBeta no TenedoHy CeTeBOW opraHv3aunyM C MOMEHTa coeguHeHus (B criyyae
06CnyXmMBaHMsa noTpebuTenein ¢ MCNOMb30BaHNMEM CUCTEMbI WHTEPaAKTMBHOMO [O/I0OCOBOM0 MEHK - C MOMEHTa
BblOOpa MNOTpebuTeneM Kareropum "COeAMHEHWs C PaboTHMKOM oOpraHu3aumn” B CUCTEME WHTEPAKTUBHOIO
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rON0COBOI0 MEHI0) 10 MOMEHTa OTBeTa paboTHVKA CeTeBOl opraHM3aumy He SO/HKHO NpeBbIwatb 5 MUHYT. Bpems
06paboTKM Bbi30Ba (TeNeOHHOro pa3roBopa noTpebuTens ¢ paboTHUKOM) He A0/HKHO MpeBbiwaTtb 5 MUHYT;

OCYLUECTBNIEHME  MCXOOAWMX  TenedIOHHbIX  BbI30BOB A/ MHOPMMPOBaHMA  NoTpebuTtenein u
npefocTaBneHns nHopmaummn no obpalleHnsam notpedutenei;

BEEHNe ayAno3anncy BCEX BXOAALMX M MUCXOAALMX pasroBOpoB C MoTtpebuTtenem, o yem notpebuTens
yBELOMSIETCA B Ha4aUle pa3roBopa c paboTHMKOM CETEeBOW OpraHM3aumu;

AOCTYMHOCTb U HaZEXHOCTb paboThbl TENEOHHbLIX KAaHa/10B CBA3Y;

pervcTpaumio BXOAALWMX U MCXOAALWMNX BbI30BOB COMACHO MYHKTY 42 HacTOAWMX EAMHBbIX cCTaHAapToB.

29. CeTteBas opraHmnsaLms OCyLLEeCTBISET 3a04HOE 06C/TyXMBaHMe NoTpebuTenei ¢ NCNoNb30BaHNEM CBOEIO
ohmumManbHOTO calita B CeTu VIHTEpPHET, cogepXalero MHopmaunio 0 [eSATENIbHOCTM CETEBONM OpraHusaumun
(oanee - ohnUManbHbIA canT).

30. B cnyyae BO3HUMKHOBEHUS NepeboeB B paboTe ohnLManibHOrO caiTa, BNEKYLLMX HEBO3MOXHOCTbL A0CTyna
K cofepxawencs Ha HeM WHdopmaumn (cepBucam), ceTeBast opraHu3auusi B TeYEHMe 2 4acOB C MOMEHTa
BO306HOB/IEHNS AOCTyNa K onLMasibHOMY caliTy pasMellaeT Ha HeM MHphopmauuio o NpuYnHe, Aate u BpeMeHM
npekpawleHus 4oCTyna, a Takke 0 AaTe U BpeMeHn BO306HOBIEHNS AOCTyNa K odhmLmaibHOMY CanTy.

MoTpebutenu A[OMKHbI WUMETb BO3MOXHOCTb O3HAaKOMJSIEHWSI C  WHopmauumeid, pasmeLleHHon Ha
othmumnanbHOM caliTe, C WCMO/b30BaHWEM pacnpocTpaHeHHbIX Beb-o603peBatenein. pyu 3TOM He [O/MKHA
npefycMaTpuBaTbCsl YCTAaHOBKA Ha KOMMbKOTEpPbl noTpebuTeneid cneumasibHO CO3[4aHHbIX A78 npocMoTpa
odhmLMasibHbIX CaNTOB MPOrPaMMHbIX Y TEXHOMTOTMYECKNX CPEACTB.

CymmapHas g/imMTeNibHOCTb MepepbIBOB B paboTe ohMLMasibHOIO caiita He AO/hKHa MpeBbiwaTtb 4 4acoB B
MecsiL,.

31. NHhbopmauus, pasmeltaemas Ha ohmLmanbHOM canTe, fo/HKHA ObITh:

[OCTyNHa 4151 aBTOMaTU4eCcKoin 06paboTku;

KPYrnocyToO4HO [OCTynHa noTpebutensm 6e3 UCnosb30BaHUsA MNporpamMmmHOro obecnevyeHusi, ycTaHoBKa
KOTOPOro Ha TeXHUYeCKMe cpencTBa noTpebutens TpebyeTt 3ak/IoueHns NNLEH3NOHHOMO UM MHOTO COrnalleHus ¢
npaBoo6nagarenemM NPorpamMmmHoro obecneyeHuns, npegycmarpusaroLLero B3uMaHue ¢ notTpebutens nnatbl;

AocTynHa 6e3 B3umaHus nnatbl.

32. HaBuraums ohmumnasibHOro caiita fo/mHKHa COOTBETCTBOBATL CieyoLIMM TpeboBaHUSAM:

BCS pasMelleHHas Ha odmumanbHOM caiiTe MHdopMaumsa Ao/MKHa ObiTb AOCTYMHa NOTPEOUTENAM nyTem
nocnefoBaTeflbHOrO nepexoga Mo TUMNEepCceblikamM HauuMHas C  [laBHOW  CTpaHuubl  OMLMasIbHOTO  canTa.
KonuuecTBo Takux nepexofoB No Kpatyalillein nocnefoBaresibHOCTH A0MKHO ObITh He 6onee NATY;

noTpebuTesniio [o/MKHa NPeAoCTaBnAaATbCA HarsgHas MHGOpPMaumsa O CTPYKType odmumnasnibHOro caita un o
MECTOHaX0XAEHMN OTOBPaKaAEMOW CTpaHWLbl B 3TOW CTPYKTYPE;

Ha Kax[oi cTpaHuue ohuLMasibHOrO canTa fO/MKHbI ObiTh pasMeLLEHbI: [TaBHOE MEHIO, CCbI/IKa Ha aBHYH
CTpaHuLy, CCblIKa Ha KapTy ouLMasibHOIO CanTa,;

3arofioBKM 1 MOANUCU Ha CTpaHuLax [O/HKHbI ONUCbIBATL COAepXaHue (HasHavyeHune) Takoil CcTpaHuupbl,
HavMeHoBaHVe TeKyLLero pasgesna u oTobpaxaemoro fOKyMEHTa;

HaMMeHoBaHVe CTpaHuupbl, ONUChbiBaKllee ee codepxaHne (HasHavyeHue), [LO/MKHO oTobpaxarbcs B
3aro/ioBKe OKHa Be6-0603peBaTens;

TEKCTOBbIN agpec B ceTn VIHTepHeT (YHMBepcabHbI ykazaTenb pecypca, URL) Kaxaoi cTpaHuubl AO/MKEH
oTo6paxarb ee MoMoXeHne B NIOrMYecKol CTPyKType caiiTa U COOTBETCTBOBaTb €€ COAepXaHuio (HasHauyeHuto), a
Takke B TEKCTOBOM agpece A0/HKHbI 6bITb MCMNO/Ib30BaHbl CTaHAAPTHbIE NpaBuna TpaHcAnTepaunm;

Ha [NaBHOW CTpaHuue OogMUManbLHOIO caiTa M B OTAeNbHOM pasgene (ganee - fW4YHbl  KabuHeTt
noTpebuTens) pasMmelaeTcas HOMep TropsyYeil AIMHMKM N0 BOMPOCaM  3/1EKTPOCHAOXEHWs, TUNepcecbiika Ha
NHGIOPMAaLMIO, MPedyCMOTPEHHYK ab3alem OAMHHaauaTbiM W ABeHajuaTbiM NyHkTa 33 HacToAwux EanHbIX
CTaH4apTOB, a TakkKe CCbIKN-6aHHepbl Ha MH(hOPMaLMOHHbIE UHTEPAKTUBHbIE CEPBUCHI CETEBOI OpraHn3auumn.

33. B uenax obecneyeHnss onepatMBHOrO AOCTyna notpeduTeneli K nHopmMaumm 06 okasbiBaeMbIX yCayrax
N 06CNYyXMBaHUN CETEBOI OpraHmnsauumn B rlaBHOM MeEH0 odouumasnibHOro caiiTa CeTeBOl opraHmnsauum BoblaensieTcs
pasgen "MNotpebuTtensam”. B ykasaHHOM pasgene pasmellaeTcs MHdopmaumus B COOTBETCTBUM CO CTaHAapTamu
packpbITUa UHoOpMaUUM CyObeKkTaMu OMNTOBOIO M PO3HUYHBLIX PbIHKOB 3/1EKTPUYECKON 3JHepruu, a Takxe
cnepyoLine CBeeHUS:

MOYTOBbLIN afpec CETEBOW opraHu3auuy, agpeca u rpadvk paboTbl 0NCOB 06C/TYXMBaHUS NOTpeduTenei,
HoMepa TenedoHOB, MO KOTOPbIM OCYLLECTBASETCA 06CNyXuBaHWe noTpebuTenei, agpec ouLmanbHOro canta
CeTeBOIi opraHusaumu;

NOPSA0K NoJayn U paccMOTpeHns obpalleHnin noTpebuTeneli, cogepxalinx xanoby Ha AeACTBUS CeTeBoW
opraHusaumu, ¢ ykazaHnem CpOKOB PacCMOTPEHNST 06palleHnii U NpefocTaB/IeHNst OTBETA;

NnopsAoK M CPOKM 3ak/ioyeHus gorosopa 06 oOkasaHuu yCiyr Mo nepegadve 3/eKTPUYECKON 3Hepruu,
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npeaycMOTPEHHbIE 3aKOHOA4ATENLCTBOM Poccuiickoi degepauunu;

MOPsAO0K Nofayn 3asiBKM Ha TEXHOMOTMYECKOe MPUCOEdMHEHNE, OCHOBHbIE 3Tarbl ee PacCMOTPEHUA U KX
CPOKM, CBEAEHUS, KOTOPbIE AO/MKHbI COAEPXKATLCS B 3asBKEe Ha TEXHOMOrMYeckoe NpMcoeanHeHne, u TpeboBaHus K
npunaraemMbIM K Heil JoKyMeHTaM, (DopMbl 3a51BOK 415 3aN0/IHEHUS NOTpebuTenem;

NOPSAO0K BbIMOSIHEHNSA TEXHOIOTMYECKOTO MPUCOEAUHEHNS, 3Tamnbl TEXHO/IOTMYECKOTO MPUCOEANHEHNS U KX
CPOKU;

NOpPsAAOK pacyeTa MnaTbl 3a TEXHOMOrMYecKoe MpUCOeAUHEeHVWe ANs Bcex [pynn notpebutenei, konuwu
pelleHnii opraHa MWCMNONHWUTENbHOW BracTu cybbekta Poccuiickoit depepaumn B 061acTv rocyapCTBEHHOMO
perynuposaHusa LeH (TapndioB) 06 YCTAHOBMEHWM MaTbl 3a TEXHOOrMYeckoe npucoegyHeHne B OTHOLUEHWUU
TeppUTOpManbHbIX CETEBbIX OPraHv3auuii, a Takke Konua pelleHns defepasibHOro opraHa WCMNONHUTENbHOM
BlacTM B 00671aCcTM [OCYAapCTBEHHOIO peryiMpoBaHusi UeH (TapudoB) MO  YCTAHOBAEHWUO nnatbl 3a
TEXHO/IOTMYECKoe MpUCOefMHEHNe B OTHOLIEHUW OpraHuM3auMu Mo  YrNpasBneHWo eAuHON  HauMOHasIbHOW
(obLepoccuiickoii) aneKkTpMUYECKo CETbIO, NOPSIAOK OnaTbl NO AOroBOPY 06 OCYLECTBAEHMM TEXHOMOMMYECKOro
NMPUCOEANHEHUA K 3MEKTPUYECKMM CETAM, OCOOGEHHOCTU BHECEHUA NnaTbl OTAENbHbIMU rpynnamy notpeéutenei,
npefycMOTpeHHbIe 3akoHoAaTeNsCcTBOM Poccuiickoii ®epepauuu;

MOpsSAOK pacyeTa nnartbl 3a OKasaHuwe ycnyr No nepegade 3S/1EeKTPUYECKOW 3SHepruu Ans Bcex rpynn
notpebuTeneid, KONUW pelleHnii opraHa UCNONHUTENbLHOW BracTu cybbekTa Poccuiickoii degepaumm B obnactu
rocy4apCTBEHHOrO perympoBaHns uUeH (TapudooB) 06 ycTaHOBAeHMW TapudioB Ha YCAyrn Mo nepegadve
3M1EKTPUYECKOA JHEPrMnm B OTHOLUEHWM TEpPPUTOPUASIbHBLIX CETEBbIX OpraHM3aLuii, a Takke KOnuu peLueHul
thefepasibHOro opraHa MCMoHUTENbHOM BNacTu B 061acTu rocyAapCTBEHHOIO perynnpoBaHus LeH (Tapudos) 06
YyCTaHOBMEHUN TapuoB Ha YCAyrm no nepegaye 3MeKTPUYECKOV 3HEpPrum B OTHOLUEHWM opraHu3aumu no
yNpaB/IeHN0 eanHON HaLMOHaUTbHOM (O6LLLEPOCCUINCKOI) S1EKTPUYECKO CETbIO, MOPSAAOK On/iarkl MO AOroBOpy 06
oKasaHun ycsyr no nepegave s/1eKTpuYeCcKoin aHepruu;

NOPSA0K OCYLLECTB/IEHUA KOMMEPYECKOro yyeTa CeTeBbIMW OpraHusauysiMu, B TOM 4ucre TpeboBaHus K
MecTam yCTaHOBKM NMPUOOPOB y4yeTa, CXeMbl MOAK/IHOYEHUSA U METPO/IOTMYECKNE XapaKTepuUCTUKL Npubopos yyeta
6e3 yka3aHusi TOBapHbIX 3HAKOB, 3HAKOB OOCNYXWBaHUA, (OMPMEHHbLIX HAVMEHOBaHWI, MAaTeHTOB, MOME3HbIX
MoZenei, NPOMbILLIEHHbIX 06Pa3L0B, HAMMEHOBaHWI MECT MPOUCXOXAEHNS NMPUBOPOB yyeTa UM HaMMeHOBaHWiA
npoussoauTesneli NpnbopoB yyeTa;

HaMmeHOBaHVe NPMOOPOB y4yeTa, YCTAaHOBKY KOTOPbIX OCYLLECTB/AET ceTeBas opraHnsauns, ux CToMMocTb U
CTOMMOCTb paboT N0 UX YCTaHOBKE;

MPUYMHBI U CPOKM MNMAHOBbLIX MEPEPbIBOB B Nepedaqe 3/1eKTPUYECKOA 3Hepruu, MpekpawieHns wuam
OrpaHNyeHns pexviMa nepegadn aNeKTpuYeckoin aHeprun, B TOM Yncie npeasaputesibHas MHGIopMaums 0 Cpokax
OrpaHMYeHns pexrMa noTpebneHns aNeKTPUYECKON aHepPrn (MOLLHOCTK) NnoTpebuTeneii B CBSA3N C NPOBEAEHNEM
PEMOHTHbIX pPaboT Ha OObekTax 3NEKTPOCETEBOIO XO3AWCTBA CETEBOM OpraHu3auvu, BK/IYEHHBLIX B TOL4O0BOM
(MecsaYHbIN) rpadduK PEMOHTA;

pacyeTHble fata W BpPeMsi BOCCTAHOB/EHUS 3/1IEKTPOCHAGXEHWs B Cllydyae BBEAEHWS BHENIaHOBOro
orpaHnYeHus pexnma noTpebneHns aNeKTpUYeckomn sHeprum (MOLWHOCTN);

4acTo 3aJaBaeMble BONPOCHI, BO3HMKAIOLWLMe Yy noTpebuTeneid, n OTBETbl Ha HUX;

aKkTya/ibHble M3MEHeHWs 3akoHogaTenbcTBa Poccuiickoii defepauun B OTHOLIEHUM NPOLUEAYP OKasaHus
yCAyr CeTeBbIMW OpraH13aLusiMu;

YTBEPXAEHHbIE rpacukn aBapuUAHOrO OrpaHNYeHus;

nacnopTa ycnyr (NpoLeccoB) CETEBOI OpraHn3aLuu;

nopsagok paboTbl B JIMUHOM KabuvHeTe noTpebuTens, BkIOYas MONyvYeHWe nepBOHaYasIbHOro AocTyna K
NIMYHOMY KabuHEeTY, perncTpaumio n aBTopm3aimio notpedburens.

34. ViHdopmaums, ykasaHHas B abs3aue ooMHHaguatoMm nyHkta 33 HacTosawmx EAWHbIX CTaH[4apTos,
noanexunT onybnnkoBaHMIO He No3gHee YeM 3a 7 AHeli A0 AaTbl N1aHOBbIX NepepbiBOB Nepefadn anekTpuyeckol
3Heprum.

35. VIHthopmaums, ykazaHHas B ab3ale TpyHaauartoM nyHkTa 33 HacTosAwmx EAuHbIX cTaHAApTOB, NOAEXNUT
Ony6/MKOBaHUIO HE pexe OAHOro pasa B KBapTasl Ha OCHOBE aHa/M3a MOCTYNMBLUMX obpalleHuii B CeTeByto
opraHu3aumio.

36. CeTeBas opraHmM3auus obecneymBaeT, B TOM YMC/e C UCNOIb30BaHMEM JIMYHOIO KabuHeTa noTpebutens,
TEXHUYECKYI0 BO3MOXHOCTb:

a) Hanpas/fieHua noTpebuTenem o6palleHnii, B TOM YMC/Ie CoAepXallmx Xanobbl 1 3anaBku (3asBNeHNs) Ha
okasaHue ycnyr (npoueccoB), cornacHo npunoxenuto N 5 kK HacToAwum EauHbiM cTaHgapTam B doopme
9M1EKTPOHHOIO AOKYMEHTa MyTeM 3arofiHEHWs 3KpaHHbIX (hopM Beb-uHTepdielica odmumanbHOro caita c
0653aTenbHON ANnA 3ano/IHEHUS KOHTAKTHOM uHdhopMaumen 1 npeanodTuTesibHbIM Croco6oM nosyyeHus oteeta. B
3KpaHHbIX hopmax BeG-nHTepdeca omymansHOro caita o6ecneymBaeTcs BO3MOXHOCTb NPUKPENNATb daiisbl ¢
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mMaTtepuanamn no obpatleHunto. Npy HanpaBneHMM 06paLLEHMA Yepes yKasaHHbIN MHTepdieinc noTpedbuTenb A4OMKeH
6bITb yBEAOMJSIEH O [M/IAHOBbIX CPOKaxX PacCMOTpeHus obpalleHuss € ykasaHuem perncrpauyoHHOro Homepa
obpalleHus;

6) 3ano/sIHEHUS TMNOCPEACTBOM 3KpPaHHOW (iopMbl Beb-uHTepdielica odmumManbHOrO calita  aHKeThbl
notpebuTens oas onpoca C Lenbil OLEHKM KavyecTBa OKasbiBaeMbIX YCNYr CETEBOW opraHnsauum n 06CnyXmnBaHns
noTpeoutens;

B) MONy4YeHns nNoTpebuTenem CBeAEHWn O cTaTyce pacCMOTPeHus o6palleHns, HanpaB/IeHHOTO B CETEBYIO
opraHusaumio;

r) BBOAa NOTpebuTenem TeKyLLMX NoKasaHuii NpMOGOPOB yyeTa 3/1EKTPUHECKON IHEPTUUY;

[) HanpaBfeHns NoTpebuTenem yBefoM/IEHNS B CETEBYIO OpraHm3aumio 06 MCNOTHEHUM UM MEPONPUSTURA,
NPenyCMOTPEHHbLIX TEXHUYECKMMMN YCITOBUSMMU;

€) NpeaocTaB/AeHNs NOTPEOUTENAM:

CBEEHNII O cTaTyce PacCMOTPEHUs 3asiBKW (3asiBIeHMs1) NOTPedbuTenss Ha okasaHue YCnyr, nogaHHon B
CeTeBYyl0 OpraHusauuio, C ykasaHveM JaTbl MOCTYM/IEHNS 3asBKW W ee PerucTpaumMoHHOro Homepa, Aathbl
HanpasneHns 3asBUTE/0 MOANUCAHHOIO CETEBOW OpraHu3aumen Jorosopa 06 okasaHumn ycayru;

CBEAEHWNI O cTaTyce MCNOSIHEHUS AOrOBOPa OKa3aHWUsl YCNYr C yKkasaHWeM M/1aHOBbIX CPOKOB UCMOSHEHWS,
3a UCK/IIOYEHMEM [OMOBOPOB Ha OKasaHue ycnyrv no nepefadve anekTpuyeckoii aHeprmn. CBegeHus no 4oroBopam
06 OCyLLEeCTB/IEHNN TEXHOMOrMYEeCKOro NpUcoeavHEHUs A0/KHbI BKIOYaTb UHGOPMaUMIO O AaTe 3ak/IlyeHus
[0roBopa, Xxofe BbINOSIHEHWA CETEBOI oOpraHMsaumein TEXHWYECKUX YC/0BUIA, (DakTMYeCKOM NpUCOeaVHEHUHN,
COCTaB/IEHUN 1 NOANUCAHNW LOKYMEHTOB O TEXHO/1I0TMYECKOM NPUCOEAUHEHWN;

CYETOB Ha onnarty yc/ayr no TEXHONOTMYECKOMY MPUCOEANHEHNIO;

CBELEHUA O MoKasaHuWsax nNpubOopoB y4yeTa MO TOYKaM y4yeTa 3/1EKTPUYECKON 3JHeprum notpeébutens u
CTaTUCTUKE NOTPE6/IeHNsT NEKTPUYECKON 3HEPIMN HA MOMEHT MOC/EAHEr0 CHATUSA CETEBOW OpraHm3aumnen Takmx
nokasaHwuin NN BBeAEHWSI NOKa3aHuii Npubopa yyeta NoTpedbuTenem caMoCcToSATeNbHO;

CBELeHNI 0 cTaTyce pacCMOTPeHus o6palleHus, HanpasBneHHOIo B CETEBYH OpraHn3aLunio B 3NEKTPOHHOM
topme.

37. Joctyn K nMYHOMY KabuHeTy noTpebuTens ocylecTBASETCA Mocne BBoA4a MOTpebuTenem CBOWX
NAEHTUMKALMOHHBIX AaHHbIX: UMEHWU (florMHa) M napons u (Uav) No perucTpauvoHHOMY HOMEepy 3asiBKM Ha
oKasaHue ycnyr (0OTAenbHbIX NpoLeayp) M Naposito, KOTopble BblAATCA NOTPebUTENHo:

a) Npu 04HOM ObpaLleHY B CETEBYIO OpraHn3aLmio;

6) N0 NUCbMEHHOMY 3anpocy noTpebuTens;

B) nocfie 3anosIHeHUs1 MOTpebuTenem 3KpaHHOW hopmbl Beb-MHTEpdelica oduUManbHOTO caiita CeTeBo
opraHusauum permctpaumm.

38. Pazgen "MoTpebuTtensam" odhmLmManbHOIoO cata CEeTEBON OpraHm3aumm pekoMeHayeTcs paspabarbiBath B
COOTBETCTBUM C npunoxeHvem N 6 K HacToAwmMM EguHBIM cTaHaapTam.

IV. Mpuem 1 paccMmoTpeHne obpalleHnin noTpebuteneii

39. MoTpebuTensam obecneunBaeTcs pacCMOTpeHne 0bpaLleHnii B yCTaHOB/IEHHbIE CPOKW.

40. CeTeBasi oOpraHusauMs Mpu paccMOTPeHMM obpalleHunii noTpebuTenein obecneunBaeT MpUeEM U
perucTpaumio NOCTyNMBLUErO B ajpec CeTeBOi opraHusauuy obpalleHus noTpebuTtens (B MNUCbMEHHOW,
3M1EKTPOHHOI, YCTHOl dhopMe, C WCMoAb30oBaHWeM TenedoHHON cBA3u). [Mpu  perucTpauun obpalleHus
hvkcupyeTca  KOHTakTHas wuHdopmaums notpebuTens, pgara nOCTynseHns obpaweHuss W BXOAALMIA
PerMcTpaumoHHbIi HOMep 06paLLeHNs.

41. CeTeBas opraHusaums Hanpas/seT NOTPEOUTENI0 OTBET MO CYLLECTBY Ha ero obpalleHve B criegyowme
CPOKU:

a) OTBET Ha NUCbMEHHOE obpallleHne noTpebutens Ha BymMaHOM HocuTene - B TedeHne 30 aHeli co AHs
peructpauny obpalleHnss ceTeBOil opraHusaumeinn, B c/ydyae ecfim MHoe He NpefycMOTPEHO 3aKoHOoAaTe/IbCTBOM
Poccuiickon ®epepaunu;

6) o6OpalleHne noTpebuTens, HanpaB/leHHOe C WCMNo/b30BaHMEM oOdMUManbHOrO calita B dhopme
3/1EKTPOHHOIO JOKYMEHTA, - B CPOKU, YKa3aHHble B npuaoxeHun N 5 K HacToAwmm EgnHbIM cTaHgapTam;

B) OTBET Ha obpaleHue noTpebuTena € WCMoAb30BaHWEM TeneoHHOW CBA3WM NpefocTaBnseTcs
HenocpeacTBEHHO B MOMEHT obpalleHns noTpebuTtens. B ciydyae HEBO3MOXHOCTM NPefOCTaBUTb OTBET B MOMEHT
obpalleHns notTpebutens paboTHMK CETEBOI OpraHM3aummn 3anucbiBaeT KOHTaKTHYO MHhopMaLuio noTpebutens u
He no3gHee 4 YacoB C MOMEHTa perncTpaummn obpalleHus npesocTaBnseT 0TBET NOTPedUTenio;

r) ecnu obpalleHne noTpebuTenss ¢ MCNosb30BaHMEM TeNe(OHHON CBA3N COAEPXUT Xasloby U dakTbl,
N3/TOXKEHHbIE B TakoW anobe, TpebyoT aHa/IM3a matepuasioB No obpalleHnio notpebuTtens, paboTHUK CETEBOA
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opraHusaumm, NPUHABLUNIA TenedOHHbI BbI30B, OPOPMASET Xanoby B DOpMe S/1EKTPOHHOIO AOKYMEHTA, KOTOpPbIi
perncTpupyertcs B yCTaHOB/IEHHOM nopsjke. Cpok oTBeTa noTpebuTento No Takoi Xasiobe He Ao/KeH NpeBbiwaTb
30 aHeli co gHA perncTpaummn obpalleHus;

[) OTBET Ha YCTHOe obpalleHne noTpedutens B odmc 06CAyXMBaHUS NoTpebuTeneil npegocTaBnseTcs
HernocpeaCTBEHHO Mpu nocelueHnn notpebutenem oduca. B cnyyae HEBO3MOXHOCTU NpefoCcTaBneHns oTBeTa Ha
obpalleHre noTpebuTens nNpu OCYLLECTBAEHUN OYHOTO 06CAYXMBaHWA NOTPebuTens, a Takke ecsiu obpalleHve
noTpebuTens coaepXuT Xasnoby n akTbl, N3NIOXKEHHble B Takoi xanobe, TpebyloT aHanM3a MaTtepuanoB Mo
obpalleHntio noTpebuTens, paboTHUK CETEBON OpraHu3auun AO/DKEH NPefioKUTb NOTpebuTento HanpasuTb B
CeTeByH OpraHM3aLunio NMCbMeHHoe obpatleHne namM ogopmnTb obpalleHne B ogmce 06CNYXMBaHNUA Ha TUNOBOM
6naHke. MNocne 3anoiHeHNs 1 NognucaHnsa noTpedbuTenem 6aHka obpalleHns Takoe obpalleHne perncTpupyercs.
Cpok oTBeTa Ha Takoe obpalleHne He AoMKeH npeBbllaTb 30 AHEeN co AHA perncTpaummn obpalleHus.

42. B cnyyae ecnv U3foxeHHble B obpalleHun notpedéutens BONpockbl He OTHOCATCH K KOMMNETEHLMN CETEBOM
opraHusaumm, paboTHWK CETEBONM OpraHM3auuMym He nolgHee 5 paboumx AHEN CO AHS peructpauumn obpalleHus
NHAOPMUPYET NOTPEOUTENA O HEBO3MOXHOCTW MPefoCTaB/IeHUA eMy OTBeTa MO CYLIeCTBY W3/IOKEHHbIX B
o6pallieHnn BOMPOCOB M COO6LLAET KOHTaKTHYI0 UHAIOPMaLMIO OpraHusaunii, K KOMNETEHLMN KOTOPbIX OTHOCATCS
Takne BONpOChI.

43. O6paweHne noTpebutens O npeaocTaBleHUuN CNPaBOYHOM WHGIoOpMauMM U (WaM) KOHCyNbTaumu
CUMTaeTCs pacCMOTPEHHbIM, ecnuM noTpebuTento HanpaeneH (nNpegocTaBneH) OTBET C  3anpallvBaemoi
nHopmaumei.

44. Ob6palleHve notpebutens, cogepxallee Xanoby, cumTaeTcs pacCMOTPEHHbIM CETEBOW opraHu3auuer,
ecnu:

a) yctaHos/ieHa 060CHOBAHHOCTb (HEOOOCHOBAHHOCTb) 3aAB/IEHMSA O HapPYLIEHUW MpaB WU OXpPaHAeMbIX
3aKOHOM MHTEPEeCOoB NoTpebuTens, B TOM YMC/e O NPefoCcTaB/eHnn YCNyr HeHaexalluero KauecTsa,;

6) B criydae Heob6XxoAuMOCTM MO OBOCHOBaHHbLIM XasiobaM onpeaeneHbl MeponpuaTUs, HamnpaBfeHHbIe Ha
BOCCTAHOB/IEHME HApYLUEHHbIX MpaB WIN OXPaHsieMblX 3aKOHOM WHTEepecoB noTpebuTtens (panee -
KOppeKTupytoLwmne Mepbl);

B) HanpasneH (NpegocTaB/ieH) OTBET NOTPebUTento No obpaLleHuto:

B C/lyyae npusHaHMsA >asiobbl HEOOOCHOBaHHON B OTBETE MPEAOCTaBASANTCA apryMeHTUPOBaHHbIe
pasbsCHEHVS B OTHOLUEHWUW OTCYTCTBUSI OCHOBaHWIA 4151 ee YAOBNETBOPEHNS;

B C/lyyae npu3HaHWs >anobbl 060CHOBAHHOW B OTBETE NOTPEOGUTENO YKasblBalOTCH, Kakue npasa wau
3aKOHHbIE MHTepeChl NOTpebuTeNsa nogsiexar BOCCTaHOB/IEHMIO U B kKakoM nopsigke. Ecnv no xanobe Heobxoanma
peanusauns KOppekTUpYLLMX Mep, B OTBETE NOTPEOUTENIO YKa3biBAETCA M/IaHMPyeMbliA CPOK UX peaninsaumn.

45. PaccmoTpeHue obpalleHns He npom3BoamTcs (C yBegoMeHneM 06 3TOM NoTpebuTens) B cnyyasx:

a) ecnim obpalleHme COAEPXKNT HELLEH3YPHbIE SIMB0 OCKOPOUTENBHbIE BbIPaXKEHWS;

6) ecnu B oObpaweHun COoAepPXMTCS BOMPOC, Ha KOTOPbI AaHHOMY MOTPEOUTEeNto Yycnyr yxe Obin
npefocTaB/ieH OTBET MO CYLLECTBY B CBA3W C paHee Hanpas/ieHHbIMY 06paLleHusMu1, 1 nNpu aTom B obpalleHun He
NPUBOAATCA HOBblE [0BOAb! UM 06CTOATENBLCTBA,;

B) €C/I1 OTBET MO CYLEeCTBY NOCTaB/IEHHOMO B obpalleHun Bonpoca He MOXeT ObiTb AaH 6e3 pasrnaleHuns
CBeAEHWNI, COCTaBASOLLMX KOMMEPUECKYIO TaliHy UM UHYHO OXPaHSEMYIO 3aKOHOM TaliHy.

46. PaccmoTpeHune obpalleHuns (6e3 yBegomieHns noTpedutens) He Npon3BOAMTCA B CriyvasiX, eC/nn TekCcT
MUCbMEHHOTO 0bpalleHns He MoAJaeTcs MPOYTEHMI0O WM B 06palleHMU OTCYTCTBYIKOT KOHTakTHble AaHHble,
Heob6xo4VMble A1 HanpaB/ieHNs oTBeTa.

V. Oco6eHHOCTU 06CTYXMBaHNSA NOTPEGUTENEN NP oKasaHum
YC/yYT N0 TEXHOIOTMYECKOMY NPUCOELNHEHUIO

47. CeTeBasi opraHusauusi obecriednBaetr noTpeduTensam - U3NYECKUM /vuam, MakcumasibHas
npucoeanmHeHHas MOLLHOCTb 3HEPronpUHMMAOLLMX YCTPOCTB KOTOPbIX COCTaBAsET A0 15 KBT BKIOUMTENbHO (C
YYeTOM paHee nNpUCOeAMHEHHbIX B [aHHO/ TOUYKe MPUCOEAUHEHMS 3HEPronpPUHUMAIOLLMX YCTPOWCTBY),
BO3MOXHOCTb:

a) BbICTAB/MIEHNA CcyeTa Ha onjaaty Yc/yrm Mo  TEXHOMOrMUYECKOMY MPUCOeAMHEHNI0  criocobamu,
JIONyCKaLWMUMM BO3MOXHOCTb MX YAaNeHHON nepegaumn (nouta, cetb VIHTEPHET), NO XenaHuio notpebutens;

6) BHeCeHusl nnarbl Mo [0roBOpPY 06 OCYLLIECTB/IEHUN TEXHOMOMMUYECKOr0 NPUCOEANHEHUS K S/TEKTPUUYECKUM
ceTaAM 6e3 onsaTbl KOMUCCUM.
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Mpunoxexve N 1

K EAMHBIM CTaHJapTam KavecTBa
06CNyXMBaHNA CETEBBLIMW OpraHn3aunsaMm
noTpebuTenen ycnyr CEeTeBbIX OpraHn3aLmii

NACMNOPT YCNYTW (NPOLECCA) CETEBOA OPIAHU3ALMA

HaumeHoBaHue ycnyru (npouecca)

Kpyr 3assutenei <i>: .
Pasvep nnaTel 3a npegocTaBneHue ycnyru (npouecca) M OCHOBaHWE e€e B3VMaHuA:

ycnosus okasaHua ycnyru (npouecca) <2>:
Pe3ynbTaT oOKa3aHua ycnyru (npouecca):
06wmin CpoK oKasaHua ycnyru (npouecca):

CocTaB, NocnefoBaTeNbHOCTb M CPOKM OKasaHusi ycnyru (npouecca):

N Jt1an | CopgepxaHuel/ycnosus atana dopma CpOK NCnosiHeHus Ccblnika Ha
n/n npeaocTaBneHnst HOpPMAaTWBHbI
npaBoBOIi aKT

KOHTaKTHass WHopmMaumus Ans HanpasfeHUs obpalweHnin <3>:

<1> Yka3blBatoTCH /LA, KOTOPbIE€ MOTYT MOAYYUTb AaHHYIO YCAYTY.

<2> OnucaHve YCNOBWA, MNPV KOTOPbIX OKasaHue Yyciayrm (npouecca) CTaHOBMTCA  BO3MOXHbIM
(MpepocTaBnieHNne BCEX HEOOXOAUMbIX [OKYMEHTOB, HaumuMe (U3NYECKO BO3MOXHOCTM OKa3aHus YC/yru
(npouecca) u gp.).

<3> YKasblBalTCA KOHTaKTHble [AaHHble /1L, KOTOpble MOryT AaTb WUCHepnbiBaWLWY WHGopmauuto 06
OKasblBaeMOI ycnyre, MpPUHATbL Xanoby Ha pAeiicTBus (6esaelicTBue) nogpasgeneHuns (paboTHWKA) ceTeBol
opraHusauuun, 3aHATOr0 B OKasaHuW  yCnyrn,  YMNOMHOMOYEHHOrO  OopraHa  WUCMNOSHUTENBbHOW  BNacTw,
OCYLLECTBNALLENO HaA30PHbIE (DYHKLMM 3a AeATeNbHOCTbIO CETEBOI OpraHmnsaLn.

MpunoxeHne N 2

K EQvHbIM CTaHgapTam KadecTsa
06CNyXMBaHUS CETEBLIMW OpraHn3aumsamMm
notpebuteneii ycnyr CETEBbIX OpraHM3auuia

TPEBOBAHNA .
K OPTAHN3ALINN ODPNCOB OBCTYXXVBAHUNA NMOTPEBUTENEN
CETEBbIMU OPTAHN3ALMAMU

1. Mpu o6opygoBaHWM LEHTPOB O6GCAYXUBaHWS NOTpebuTeneli B KAMEHTCKOM 3a/ie MNpoM3BOANTCS
30HMpPOBaHNEe MoMelleHns, obecneunBalollee ero pasfenieHne Ha [Be 30Hbl: K/IMEHTCKYI0 UM 30HY pa3MeLleHuns
pPabOoTHMKOB, OCYLLECTBASAOLWMNX 06CNYXMBaAHNE NOTpebuTene.
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2. LleHTpbl 06CnyXunBaHus noTpedutenein cHadxarTca MHGOPMAaLMOHHbIMK Tabnuukamn (BbiBECKaMK) C
JIOroTMNOM CETEBOI opraHusaunu:

a) Ha BXxofe B 34aHMe pa3MeLlaeTcsl BbiBeCKa C WHJIOpMaLMei: HaMMeHOBaHWE CETEeBOI OpraHv3auuu,
MOYTOBLIA agpec, rpadmk paboThbl LeHTpa 06CnyXMBaHUA NoTpebuTeneld, agpec 3eKTPOHHOW NoYTbl, TenedoH
LieHTpa obcnyxuBaHusa notpedbuteneii n ropsyeli IMHAX NO BONpocam 3/1eKTPOCHAOXEHNS CETEBOW opraHM3aumuy;

6) B NOMeLLEeHN - BbIBECKM C 0603Ha4YEeHVeM MECT OYHOrO npuemMa NoTpeduTeneil, cryebHbIX NOMeLLEHW,
He npefHasHa4YeHHbIX 415 O4HOro nprvema noTpeéuteneii;

B) B K/IMEHTCKOM 3aJ1€ - BbIBECKM HA OKHax 0OC/TyXMBaHMS NOTPeOdUTENein 0Ko10 pabounx MecT paboTHUKOB.

3. B kaveHTCKOM 3ane LuUeHTpa o6CcnyxuBaHns noTpebuTeneii opraHM3yeTcs 30Ha OXuZdaHus ans
noTpebuTenein, MNO3BOMAKLWAS pasMecTUTb noTpebuteneld B nukoBble AHM (4ackl) npvema. lMnowanb 30HbI
0XnaaHusa CoCTaB/IsieT HEe MeHee 4 KBagpaTHbIX METPOB Ha OAHOr0 paboTHuKa, 06CnyXmBalowero notpebutens
(ogHOro OkHa o06cnyXuBaHusl). B 30He OXuaaHMs ob6ecrneynBaeTcsl Hamune mebenn Ans MCMnoNb30BaHuUs
noTpedbuTensamMmn Bo BPEMS OXMAAHWS: HE MEHEE OAHOM0 CUASYero MecTa Ha O4HOro paboTHMKa, 06C/TyXMBatOLWEro
notpeébutens (O4HOTO OKHa O6CNYXMBaHWUS), He BK/IYaA cuasuMe MecTa HEnoCpPefcTBEHHO [ANs npuema
notpebuTeneid, oTAENLHOMO CTOMa U CTyna 415 OOPM/IEHMS JOKYMEHTOB BO BPEMSI OXMAAHMWS, KaHLUENAPCKNX
NPUHAANEXHOCTEN.

4. 30Ha OXWMAaHWA KIMEHTCKOro 3ana OCHallaeTcsl MHM(OPMAaLUOHHBIMU CTEHAAMWU C HeobxoAMMon ans
notpebuTtens nHopmaumeli B cooTBeTCcTBMU co CTaHAapTamy packpbiTUs uHdopMaLm cy6bekTaMmm ONTOBOIO U
PO3HUYHbIX PbIHKOB 3/1EKTPUYECKOlM 3HEepruu, yTBepXAeHHbIMM nocTaHoBneHnem [paBuTenbcTBa Poccuiickoi
depepauun ot 21 AHBapsa 2004 . N 24, a Takke CO crneagytoLleli uHopmaumeii:

4.1. rpadomk paboTbl ochrca 06CnyxmMBaHusA noTpeduTenei;

4.2. no4yToBbIA agpec W 3MEKTPOHHbIM agpec OoguUMaNbHOTO caiTa CEeTEeBOW OpraHusauuun, agpec
3/1EKTPOHHOW MOYTbI, TeNegoHHbIE HOMEpPA LeHTpa 06CAyXMBaHWA NOTpebuTeneii u ropsyein NMHUA NO BONpocam
3/1EKTPOCHAOXEHNS CETEBOI OpraHM3aumun, No KOTOPbIM OCYLLECTB/SIETCA 3a04YHOEe 0OCAY)XUBaHMEe NnoTpebuTenei,
TeppuTopusi 06CAYXUBaHMS CETEBOI OpraHu3aunn;

4.3. NnopsiAoK nojaynm n paccMOTpeHus obpalleHulii noTpebuTtenein, cogepXxallimx Xanobbl Ha AelCcTBUSA
CeTeBOi opraHM3aumu, ¢ ykasaHnem CPOKOB pacCMOTPEHMS 06paLLeHnii U NpefoCcTaB/IeHNs OTBETa,;

4.4. NOpAAOK N CPOKM 3ak/IYeHUss JoroBopa 06 okasaHuw ycniyr no nepegade S/1eKTPUYECKON 3Hepruu,
npefycMOTpeHHbIe 3akoHoAaTeNbcTBOM Poccwuiickoii ®epepauuu;

4.5. nopsgok nojaun 3asaBKM Ha TEXHOMOrMyeckoe npucoedvMHeHue, OCHOBHble 3Tanbl UM CPOKU ee
paccMOTpeHWs, CBeAEeHUsl, KOTOpble OO/MKHbI COAEPXaTbCs B 3asBke, TpebOBaHWA K npuiaraembiM K Held
OOKYMEHTaM;

4.6. Tapudbl Ha ycnyrM MO nepegadve 3/EKTPUYECKON 3HEPrMv Ha TEeKyLW Uil nepuog peryivpoBaHus ¢
yKasaHneM WCTOYHUKA OULMabHOrO ONy6/IMKOBaHMA PELIeHWss OpraHa MWCNOSIHWMTENbHOM BnactM B obnactu
rocyapCcTBEHHOrO perynmpoBaHus Tapndos cybbekTa Poccuiickoii Pegepaunn;

4.7. Tapuhbl Ha TEXHOMNOTMYECKOE MpUCOEAMHEHVE Ha Tekyluii nepuos peryimpoBaHus ¢ ykasaHuem
NUCTOYHUKA OMUMaNbHOrO  OMyo6/IMKOBaHMA  PELLUEHUst opraHa  WCMOMHUTENbHOW BnactTu B 06Gnactu
rocyZlapCTBEHHOIO perynuposaHmns Tapndos cybbekTa Poccuiickoin depepaumu;

4.8. 6n1aHKM TMNOBbLIX AOKYMEHTOB MO TEXHOMIOTMYECKOMY NPUCOEAMHEHUNIO, HA OKasaHue ycnyr no nepegaye
3/1EKTPUYECKOW SHEPTUN 1 NpoYee;

4.9. NopAJOK OCYLLECTBNEHNSA KOMMEPYECKOrO yyeTa CeTeBbIMY OpraHu3aumamu, B TOM uucne TpeboBaHms K
MecTam yCTaHOBKU Np1OOPOB yueTa, CXeMbl NOAK/IOUEHNSA 1 METPOSIOTMYECKUE XapaKTepUCTUKM NpubopoB yyeTa;

4.10. HavmeHOBaHMe npuOOPOB YyyeTa, YCTAHOBKY KOTOPbIX OCYLLECTBASET CeTeBas oOpraHmsauus, ux
CTOMMOCTb U CTOMMOCTb paboT Mo MX YCTaHOBKE;

4.11. EguHble cTaHgapTbl KavecTBa OOC/yXMBaHUSA CETEBbIMM OpraHuM3auusiMM noTpeduTenein ceTeBbixX
opraHusauuii;

4.12. nacnopT ycnyr CEeTeBOi opraHn3auuu;

4.13. KHUra Xanob 1 npeanoxeHui.

5. Mpn HeobXxoAuMOCTM B LEHTPE O0OCAYXUBaHMA MNOTpebuTeneli obecrnevymBaeTcs HanuumMe NaaTexHoro
TepMuHasna A/1a onnartbl YCyr CeTeBoi KOMMaHuu.

6. Ecnv B KIMEHTCKOM 3asie 06CNyxXnBaHne ocyllecTsisieTcs 6onee yem 4 paboTHukamu (bonee yem 4 okHa
06CNyXMBaHUSs), 30HA OXWUAaHWA 06O0pyAyeTCs 3/IEKTPOHHOW CUCTEMON YNpaB/eHWs odepenblo, KoTopast
npefHasHa4yeHa ONTUMM3UPOBATb MNOTOKM noceTuTeneir. HCTPyKUMSA MO 3Kcnayarauuu CUCTEMbl YNpaB/eHus
ouepenbilo 1 cxema pasMeLLaloTcs Ha MHhopMaLMOHHOM CTeHAE.

7. MomeweHne ueHTpa o06CNyXuBaHUSA noTpebuteneli o6opyayeTcsa NpPOTMBOMNOXAPHOW CUCTEMOIA,
cpencTBaMm MOXapPOTYLIEHMS, a TakkKe LEHTPa/IM30BaHHON CUCTEMOI OMOBELLEHMSA MOceTuTeneli n paboTHMKOB
LieHTpa 06CTyXMBaHMS 0 NoXape 1 APYrux KPU3UCHbIX CUTYaLMsX.
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8. B nomeLlleHnmn LeHTpa 06cnyxmBaHusi noTpedbuTeneli obecnevymBaeTcs Hamume NMTbLEBOWN BOAbI, anTEUKN.
9. B LeHTpe 06cnyxmBaHus noTpedbuTeneli obecnevymBaeTcs 6e30NacHOCTb NOTPebUTenen n paboTHMKOB.

10. B 3gaHMu LeHTpa 06CyXMBaHMS NOTPedbuTeneil obecneymBaeTcs A0CTYN NOCETUTENEN B CaHy3/bl.
11. B oTHOLWLEHMM NMYHKTOB 06CAY)XUBaHWUSI NOTPebUTeNen ceTeBast opraHnsaums obecrneymnBaet TpeboBaHMs

MYHKTOB 2, 4, 8, 9 HAcTOSILLEro NpUIoXeHust K EAUHbLIM cTaHgapTam.

Kpome Toro, B nyHKTe O6GCNyXMBaHWsS O6GecrneuMBaeTcs Hasuune meGenn [A1s  WCMoSb30BaHUSA
noTpe6buTensiMmn BO BPEMSI OXKUAAHUS: HE MEHEE OHOM0 CUASYEr0 MecTa Ha OAHOTO PaGOTHMKA, 0BCYXUBAIOLLETO
notpebutens (OQHOrO OKHA OGCMAYXWBaHMS), He BK/OYas CuAsYMe MecTa HErNocpefCcTBEHHO A/ npuemMa
notpebuteneii, crtona u cryna Ans OOPMJIEHUS [OKYMEHTOB BO BpPEMS OXWAAHWS, KaHLENSIPCKUX

npuHagnexHocTel (pyyku, bymara s 3anucen).

MpunoxeHne N 3

K EAMHBIM cTaHAapTam KavecTBa
06CNyXMBaHNA CETEBBLIMM OpraHn3aunsaMm
noTpebuTenei ycnyr ceTeBbIX OpraHn3aLmii

. OCHOBHbIE JENCTBUSA
CETEBOW OPTAHN3ALIW NP OCYLLECTBNEH OYHOIO OBC/TYXVBAHNA
MOTPEBUTENEN B O®NCAX OBCNYXUBAHUA NMOTPEBUTENEN

N OCHOBHbIE A€ECTBNS CETEBOI OpraHM3auum Npmn OCYLLECTB/IEHNM O4YHOTO 06CNYXMBaHUS
noTpebuTenei B oprcax 06CyXmBaHus noTpebuteneii

1 Mprem 1 perncTpaumsi O4HOro obpalleHus NoTpebuTens, permncTpauns KOHTaKTHOM nHgopmaL M
noTpeéuTens, npoBepka KOPPEKTHOCTM OPOPM/IEHNS 3a5BOK Ha OKasaHue YC/yr, KOMM/IEKTHOCTU
TOKYMEHTOB M MOSIHOTbI CBEAEHWI B 3asiBKe B COOTBETCTBUM C TPebGOBaHUSIMW HOPMATUBHbIX
NpPaBOBbIX aKTOB:

1.1 nprueMm Xanobbl NOTPebuTens B NUCbMeHHON hopme

1.2 npuem 3asBKU/3asiBNEHNS Ha OkasaHue YCnyr B MMCbMEHHO hopme, B TOM Yucne:

1.2.1 3asBKM Ha TEXHO/I0TMYecKoe npucoegmHeHne

1.2.2 ob6paLLeHnsa noTpebuTens o NPoA/IeHUN CPoKa AEeNCTBNA paHee BblAaHHbIX TEXHUYECKNX YC/10BUi

1.2.3 3asBNIEHUS O BOCCTAHOB/IEHWM paHee BblAaHHbIX TEXHWYECKUX YC/I0BUM, yTparta KOTOPbIX
HacTynuia B CBA3W C NMKBUAALMER, peopraHm3aunent, npekpaweHnem AesATeNlbHOCTU NPEXHero
BragenbLa (3asButens), npoAaxeli 06bEKTOB 1 N0 UHbIM NPUYNHAM

1.2.4 YBEAOM/IEHUS O 3aK/THUYEHUN COIMaLLeHNst O NnepepacnpeneneHn NPUCOeLUHEHHON MOLHOCTH

1.25 BasiB/IEHMA Ha 3aK/loueHre gorosopa 06 okasaHuy yCiyr no nepegaye 3/1eKTpUYeCKon sHeprum

1.2.6 3anpoca O cor/lacoBaHMM MecTa YCTaHOBKM npubopa yyeTa, CXeMbl NOAKIYEHNS Npubopa yyeTa
N VHbIX KOMMOHEHTOB U3MepUTE/IbHbIX KOMIMJ/IEKCOB M CUCTEM Yy4eTa, a Takke MEeTPONOrmyeckmx
XapakTepuCTUK Npubopa yyeta

1.2.7 BasBKM O HEOGXOAMMOCTU CHATUA NOKa3aHWii CyLLecTBYHOLLEro npubopa yyeTa

1.2.8 3as1BKM Ha OCYLLECTB/IEHME [A0MyCKa B 3KCM/yaTauuio npnbopa yyera

1.2.9 3asdBNeHNA Ha 060pyL0BaHNe TOUKM NOCTaBky Npnubopamu yyeta
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1.2.10 BasiBKM Ha yCTaHOBKY, 3aMeHy 1 (1/11) 3KcnyaTaumio NpMbopoB yyeTa

1.3 nprvem cooO6LLeHNA 0 6e30roBopHOM (6e3yyeTHOM) MOTPEGNEHMM 3/1EKTPUYECKON 3HEprum, o
XMLEHMN 06 BEKTOB 3/1IEKTPOCETEBOIO X035ACTBA

2 Mpuem nokasaHuin NPUG0POB y4eTa ANEKTPUYECKON SHEPTN

3 MpenocTaB/ieHne CnpaBoYHOW MHAopMaLMK O AeATE/IbHOCTU CETEBO opraHM3aLumn nNo Bonpocam
OKa3aHMWsl YCNyr CeTEBOI opraH13aLm, B TOM Y1c/ie NpeaocTaB/ieHne TUMoBbIX (hopM AOKYMEHTOB

4 MpepnocTaBneHne KoOHCy bTaLmMii No BONPOCaM OKasaHus YC/yr CEeTeBol opraHm3auum.

B cnyuae OTCyTCTBUS WHopMauuy y paboTHMKA, OCYLLECTB/SIOWEr0 OYHblii npuemM, Ans
NpeaocTaBneHnsl KOHCYNbTaumn pabGoTHWK PErMcTpupyetr nucbMeHHoe obpalleHue, OTBET Hal
KoTOpoe npegocTasnsieTcs B TeueHne 30 gHelk

5 MpepocTaBneHne MHGOPMaLUM O cTaTyce WCMOJIHEHWSI 3asiBKM HA OKasaHue ycnyr (nmpouecca),
noroBopa oKasaHusi yCyr, PACCMOTPEHNS 06paLLEHNs, COAEPXaLLEero Xanooy

6 Bblgaya [0OKYMEHTOB MOTPe6GUTENAM, B TOM 4Yuc/le JOrOBOPOB Ha OKasaHWE YCMyr, KBUTAHLWIA,
cyeToB-haKTyp Ha onnarty Yc/yr, JAOKYMEHTOB MO pe3y/bTaTtam OKasaHWsi ycnyr (akToB), akToB
6e3yyeTHOro (6e340roBOPHON0) NOTPEGIEHUS IIEKTPUYECKON 3HEPTUM

7 MpegocTaBneHne MWHOPMauUM O MpUYMHAX W CPOKax MNaHOBbIX MNEepPepbIBOB Nepegayn
9MIEKTPMUYECKON 3HEpPrMu, NpuYMHax HecobniaeHns TpeboBaHWIi K MapaMeTpam ee KadecTsa, O
[laTte 1 BPEMEHN BOCCTAHOBMEHUS nepeayn 3MeKTPUYECKOn SHeprumn, a Takke o6 obecrnevyeHun
COOTBETCTBMS KAYeCTBa 3M1EKTPUUECKO SHEPTUM TpeboBaHUSIM 3aKOHOAATENbCTRA.

Mpn oTCcyTCTBUM UHGOPMaUMM Yy PabOoTHMKA Ha MOMEHT MOCELEHMS PabOTHWK NPeaoCcTaB/sEeT,
0TBET NOTpebuTeNto He No3gHee 4 YacoB C MOMEHTa perncTpaumn obpatleHms ¢ 3anpocom. Ecnm
obpalleHe CcofepXuT Xasioby M M3NOoXEeHHble (hakTbl TPebylT aHasmM3a maTepuasioB, TO
paboTHMK MpegnaraeT nNoTpebuTentd HanpaBuWTb B CETEBYHD OpraHu3auuid MMCbMEHHOE
ob6palLeHve B (hopMe 3NIEKTPOHHOIO AOKYMEHTA UM 0hopMUTL obpalleHe Ha TUNOBOM bGraHke
Npu NoceLleHnn, oTBET NpedocTaBnsieTcsa B TedeHne 30 gHeit

8 Mprem nnaTexei 3a okazaHue ycnyr (B LeHTpax 06CnyXnBaHus notpeoutenei)
9 Bblgaya MHAMBMAYasIbHOTO /1I0TUHA M Naponsa Aasi 4OCTyna B NINYHbIA KaBMHET NoTpebuTens
10 MpoBefeHVe LeNeBbiX OMNPOCOB, aHKETUPOBaHMSA noTpebuteneil ANA  OUEHKM KadecTsal

OKa3blBa€MbIX YCNYT U O6C}'Iy)KI/IBaHI/IF|

MpunoxeHve N 4

K EouHbIM cTaHgapTam kavecTsa
06CNYyXMBaHUSA CETEBLIMY OpraHn3aumamm
notpebuTeneii yciyr ceTeBbIX OpraHm3aLuii

. OCHOBHbIE JENCTBUSA
CETEBOW OPTAHN3ALIW MNP OCYLLECTBNEH 3AO4YHOIO OBC/Y>XNBAHNA
MOTPEBUTENEW C UCTNOJ/Ib3OBAHVEM TEJIE®OHHOW CBA3U

N OCHOBHbIE [eiCTBUSI CETEBOI OpraHM3aLum NpPu OCYLLECTBEHNN 3a04YHOM0 06CNYXNBAHMUS
notpe6uTeneii nocpeacTBom TeneddOHHON CBS3N
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1 Mpuem, peructpaums, obpaboTka BXOAALMX BbI30OBOB MOTpPEOGUTENEn C 3anpocOM CMpPaBOYHON
MHhopMaLLMmn, No Bonpocam NpefocTaB/IeHUst 0TBETa NOTPEOUTEN0 U 3anucy NoTpebuTeneid Ha Nnpuem
B ochmc 06CnyXmMBaHMUsi NO BONPOCaM:

1.1 OCyLLECTB/1EHNA TEXHONOIMYECKOIo npucoegnHeHus

1.2 oKasaHus ycnyr nNo nepegaye 3nekTpUYecKon aHeprum

1.3  |opraHusauuy yuyeta a/1eKkTpuUdeckoii aHeprum

1.4 pb6cnyxnBaHus notpebutenei

1.5 |nonyyeHust KOHTaKTHOM MHGIOPMAaLMM CETEBOI OpraHu3auMm M opraHunsauuii, paboTtatowmx B cdepe
PHEpPreTUKN Ha TEPPUTOPUM AEATENBHOCTY CETEBOI OpraHu3aummn

2 Mpuem, pernctpauusi, o6paboTka BXOASLMX BbI3OBOB MOTPEOUTENEl No BoNpocam KOHCyNbTauui u
npefocTaB/ieHnsi oTBeTa NoTpebuTento

3 MNprvem nokas3aHuii NpuOOPOB Yy4YeTa 3NEKTPUUECKOW 3HEeprMm B CAyyasX, NpeasycMOTPEHHbIX
OCHOBHBbIMWN  MONTOXEHUSAMW  (PYHKLMOHUPOBAHNA PO3HWUYHBIX PbIHKOB  3/IEKTPUYECKON  3HEepruu,
YTBEPXAEHHbIMU NOCTaHoBNeHeM MNpaButensctsa Poccuiickoii ®egepauun ot 4 mas 2012 . N 442

4 Mpuem, perncTpaums, 06paboTka BXOAALLMX BbI30OBOB NOTpe6uTeneii ¢ CoobLIeHEM O 6E3/10TOBOPHOM
I 6e3y4eTHOM NOTPEBNEeHNN INEKTPUUECKO SHEPTMN, & TaKKe O XMLLEHUN 0GLEKTOB 3/IEKTPOCETEBOIO
X03AiCTBa CETeBOI opraHu3aLmn

4.1 [Mpuem, perncTpaumsi, o6paboTka BXOAALWMX BbI30OBOB MNOTpebuTenein ¢ coobuleHnem o
HEeCOOTBETCTBMM  KayecTBa  3/IEKTPUYECKOW SHEpPrUM  TEXHWYECKUM  periameHTaM U MHbIM
06si3aTenibHbIM TpeboBaHUsAM. Nepedaya ykasaHHbIX COOOLLEHNA onepaTuBHOMY NEPCOHasy CETEBOM
opraHusaumm (MpyM HeoBXo0ANMOCTN)

4.2 Npwewm, pernctpauus, o6paboTka BXOASALLMX BbI30BOB NOTPe6GUTENEN C COOBLLEHNEM O NpeKpaLleHnu
nepefayn aneKTprMyeckoin aHeprun. MNepepgadva ykasaHHbIX COOOLLEHWA ONepaTMBHOMY MNEPCOHaUTy
ceTeBOli opraHunsauum (Npy HeobxoaMMOCTH)

5 Mpuem, peructpauysi, o6paboTka BXOASLIMX BbI30BOB MOTpe6UTeNeil ¢ 3anpocoMm MHdopmauum o
NIaHNPYeMbIX CpOKax BOCCTAHOB/IEHUA Mepefaqn  3/IeKTPUYECKO 3Heprin, No  BOMPOcam
o6ecneyeHnsi COOTBETCTBMS KAuyeCTBa 3MEKTPUYECKON IHEPTUM TEXHUYECKUM pPeriaMeHTam U VHbIM
06s13aTe/bHBIM TPEGOBAHUSIM

6 OcyLecTBNEHME UCXOAALWMX BbISOBOB ANs1 YBEAOM/IEHMS noTpebuTeneli 06 aBapuiiHbiX CUTyauusix B
9/1IEKTPUYECKMX CETAX, PEMOHTHBIX U MPOhUNaKTUYECKNX paboTax B NOPSAKE N CPOKM, YCTAHOB/IEHHbIE
/I0rOBOPOM Ha YC/yrn no nepegaye 3/1eKTPUYECKON 3Heprum

7 OcyLLeCcTB/IEHNE UCXOAALMX BbI30OBOB [/ YBEAOM/IEHUS MOTpebuTenieil npu  OCyLLEeCTB/IEHUN
TEXHOMIOrMYECKOro NPUCOEAMHEHNS, OKa3aHus YC/yr Mo nepegade 3/1eKTPUYECKON 3Heprum U npu
OCYLLECTBNEHUM KOMMEPUECKOI0 yYeTa 3/1eKTPUYECKOIA IHeprum

8 OcyLlecTBneHme UCXodsaLLmMX BbI3OBOB /11 OTBETa NOTpebuTensm Ha obpalleHusi, Ha KOoTopble He
Ob1/10 BO3MOXHOCTUW NPefOCTaBUTb OTBET HEMOCPEACTBEHHO MPU NOCTYN/IEHUN o6paLleHuns

9 Mpuem, peructpaumsi, o6paboTka BXOAALMX BbISOBOB MOTPEOUTENERn, cogepxalmnx xanoby, wu
npefocTaB/ieHne OTBETa NOTPEOUTENHO

10  |VHcbopmauMoHHOE B3aWMOAENCTBME C OMEPATMBHLIM MEPCOHA/IOM CETEBOW OpraHusauun npu
NOCTYN/IEHM OGpalleHniA Mo  BOMpocam HECOOTBETCTBUSI  KauecTBa  3/IEKTPUYECKON 3Hepruu
TEXHUYECKMM pEerlaMeHTaMm U WHbIM 06s3aTeflbHbIM  TpeGoBaHUSIM, MEPEPLIBOB, MPEKpaLleHns
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nepefayn  3MeKTPUYECKOW 3HeprMM  WHAQOPMAaLUM  aBapuilHbIX W MIAHOBbLIX  OTK/IHOUYEHUSX
9/1IEKTPO3HEPrn
11  |[NpoBegeHne UeneBbIX ONPOCOB, aHKETUPOBaHMA NoTpebuTeneli 418 OLEHKM KayecTBa OKasbiBAeMbIX
YCIyr U 06CNyXMBaHUSA
MpunoxeHne N 5
K EAWHBIM CTaHJapTam kadecTBa
06CNyXMBaHNA CETEBBIMU OpraHn3aunsamMm
noTpebuTenen ycnyr ceteBbixX OpraHn3aLmii
OCHOBHbIE JENCTBUSA
CETEBOW OPTAHN3ALIAW MPW OCYLECTB/IEHN 3AOYHOIO OBC/1Y>XNBAHNA
MNOTPEBUTENEN C NCMNOJIbSOBAHVEM CETU NUHTEPHET
Cnncok N3MeHsaILWUX AOKYMEHTOB
(B pea. Mpukasa MuHaHepro Poccun ot 06.04.2015 N 217)
N OCHOBHbIEe AeiicTBUSi ceTeBOI opraHm3auum npyu  (IHTepakTUBHGIA cepBnuc, CpoK UCMOHEHWS
OCYLLECTBNEHWUMN 3a04YHOIO 06C/TYXMBAHUSA
notpebuTeneli B cetu VIHTepHeT
1 Mprem obpaLlleHnin noTpebuTeneli ¢ 3anpocom B TeueHne 15 gHeli
CNPaBoYHOM MHAIOPMALIMKM Yepe3 MHTePaKTUBHbIE CO [HA OTrpaB/eHns
9/1IEKTPOHHbIE (POPMBI, NPefocTaBeHne OTBeTa ob6paLLeHns
NoTpeduTeNto 1 3anuck NOTpebuTenein Ha Npuem B
odhmc 0benyxmMBaHusA No BONpocam:
11 OCYLLEeCTB/IEHUSA TEXHO/IOTMYECKOro NpucoegMHeHns VIHTepHeT-npremHas,
1.2 OKa3aHus ycsyr no nepegaye a/1eKTPUYECKO SHeprum NIHbIA KaGUHeT
) yeny PeA P P noTpebutens
13 opraHv3aLmn yyeTa a/1eKTPUYeCcKon aHeprum
14 06CNyXMBaHNs NoTpebuTenei
15 KOHTaKTHOW MHhopMauun CETEBOW OpraHm3aumm un
opraHusaumii, pabotarLwmx B chepe 3HepreTuku
2 Mprem obpalleHnin noTpebuTeneli No Bonpocam NHTepHeT-npnemHasn, B TeueHue 15 gHei
KOHCyNbTaLMN Yepes MHTEPaKTMBHbIE 3NEKTPOHHbIE  [TMYHbIA KabuHeT CO AHA OTnpaB/eHns
bopMbl 1 NpefocTaBieHne oTBeTa NoTpeduTento notpeéutens o6paLLeHus
3 Mpuem xanob notpebuTeneli yepes NHTepakTUBHblE |IHTepHeT-npuemMHas, B TeuyeHue 30 gHeit
[9/1EKTPOHHbIE (POPMbI 1 NpefocTaBeHne oTBeTa NMMYHBIN KabuHeT CO [HA OTrpaB/eHns
noTpeobuTento norpebutens ob6paLLeHns
4 Mprem 3aaBKK/3a8BMEHNA Ha OKazaHue ycnyr yepes JInuHbIA kKabuHeT B TeueHue 1 AaHA co
MHTEPAKTUBHbIE 3M1EKTPOHHbIE (POPMbI, B TOM YUCAE: notpebuTens IHA OTNpaBneHns
obpalleHnsa B cryyae
4.1 3BasiBKM Ha TEXHO/I0rMYEeCcKoe npucoeanHeHne K KOMMN/IEKTHOCTM
NeKTPUYECKUM CETSAM
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4.2 3asiBKM O HEOOXOAMMOCTU CHATUS NOKa3aHWii TOKYMEHTOB 1
CyLLecTByloLLEro npubopa yyeta MOJTHOTbI CBEAEHWI B
BasiBKe/3aABNeHNN
4.3 3asBKM Ha OCYLLECTB/IEHNE A0MYyCcKa B 3KCnyaTtaluio
npubopa yyeta
4.4 3asiB/IeHNs1 HA 060pYyA0BaHNE TOUKM NOCTABKU
npubopamn yyeta
4.5 BasiBKM Ha YCTAHOBKY, 3aMeHy 1 (Unin) aKcnayatauuo
npubopoB yyeTta
5 Mprem yepes MHTEPAKTMBHbIE S/1EKTPOHHbIE DOPMbI  IHTEPHET-NpMEeMHasi, B TedeHne 1 aHs co
co06LLEeHnn 0 6e300roBOPHOM (6e3yUYeTHOM) NMNYHBIA KabuHeT [AHS1 OTNpaBNeHns
NOTPe6/IEHNN 3N1EKTPUYUECKON SHEPTUMN, XULLEHUN notpebuTens ob6paLLeHuns
06BLEKTOB 3/1EKTPOCETEBOIO XO3ANCTBA
6 Mpuem nokasaHuii NPOOPOB yyeTa INEKTPUYECKON  JINYHbIN KabuHeT B TeueHne 1 gHs co
BHeprun notpeéurens HA OTNpaBneHus
o6palLeHmns
7 MNpenocTaBneHve nHgopmaumm o ctatyce /TNYHBIA kKabuHeT B TeueHne 1 gHA co
MCNONHEHNS 3a8BKU Ha OKasaHwue ycnyr (npowuecca), [notpebutens IHA OTrpaB/ieHns
[loroBopa okasaHus ycnyr obpaLleHns
8 MpepocraBneHne nHopmaLmmn o ctatyce NHTepHeT-npuemHasn, [B TeyeHue 1 gHA co
paccMoTpeHns obpalleHusi, CoaepXallero xanoby  IM4HbIil KabuHeT IHS OTNpaBneHus
notpebutens o6paLLeHms
9 MpenoctaBieHne aNeKTPOHHbIX KONWI OKYMEHTOB  JIMYHbIN KabuHeT B TeueHne 15 gHei
noTpebuTenam nNo pesysbratam okasaHus yenyr notpeéurens CO [HS OTMpaB/ieHns
(aKkTOB), aKTOB 6e3yyeTHOro (6e340roBOPHOI0) o6palLeHmns
NoTpe6/eHNst S1EKTPUYECKOI SHEPTm
10 Bblgaya nHOMBUAYaNbLHOIO N0TMHA U Naponsa Ang VHTepHeT-npnemHan  |B TeyeHue 1 aHA co
\loCTyna B /INYHbIA KaBMHET NOTpeduTens IHSA 3an0/THEHNS
pPEerncTpaLmoHHO
chopmbl
11 YpaneHHbliA 4OCTYN K MOKa3aHUsaM npubopa yyeta no  JIMYHbIA kabnHeT Mpwn 3anpoce
TOYKaM y4yeTa 3M1eKTPO3HepPrny NoTpebuTens, notpeéurens
CTaTUCTMKe NOTPe6aeHns (Npy Ha/IMYMN CUCTEMBI
yyeTa C yaasieHHbIM CO60POM AaHHbIX)
12 MpepgocTaBneHne CHETOB Ha onaaTy ycnyr no /INYHBIV KABMHET B TeueHne 15 gHei
[TEXHO/I0rMYECKOMY NPUCOESUHEHMIO notpeburens CO [iHA OTrpaB/ieHns
o6paLleHus
(n. 12 B pea. Npukasa MuHaHepro Poccun ot 06.04.2015 N 217)
13 MpoBeaeHVe LeneBbiX ONPOCOB, aHKETUPOBaHNSA NHTepHeT-npuemHasn, [Ha NnocTosiHHOW
noTpebuTenein ANa OLEHKN Ka4ecTBa OKa3blBAEMbIX  [TMYHbIN KabUHET OCHOBE
YCNyr 1 06CNy>X1uBaHuA notpeéutens
14.1 [NpepoctaBneHne nHGopMaLmm o NpuYMHaXxX U cpokax JIMYHbIA KabuHeT B TeueHue 1 gHsA

NaaHoBbIX (BHENMAHOBbLIX) OrpaHMYEHMAX pexrva
NoTpe6eHNst S/1EKTPUYECKOI SHepPrMm (MOLLIHOCTK)

notpeéutens
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noTpebuTenei, a Takke o0 Aare 1 BPEMEHU
BOCCT@HOBJ/IEHUS NIEKTPOCHABXEHMWSA
14.2  [NpepocTasnexHve nHopmaumm o npuymHax B TeueHune 15 gHeii
Hecob6naeHus TpeboBaHuii K napaMeTpam kayecTsa CO [iHA OTrpaB/ieHns
[DNEeKTPUYECKON 3HEepPrMun, 0 MePONPUSATUSX U paboTax, ob6paweHus. Ecnu
HeobxoAMMbIX 4519 06ecneyeHns COOTBETCTBUSA N3/10KEHHbIE (haKThl
KauyecTBa 3/1eKTPUYECKO 3Heprum TpeboBaHNnaM TpebytoT aHanM3a
3akoHogaTeNbCTBa MaTepuasnos, TO CPOK
npefocTaBneHns
0TBETA MOXET ObITh
npoaneH ao 30 gHei
MpunoxeHne N 6
K EOVHBbIM cTaHgapTam KkayecTBa
06CNYyXMBaHUSA CETEBLIMY OpraHn3aumsamm
noTpebuTene ycnyr ceTeBbIX OpraHn3aLmii
CTPYKTYPA
PA3AE/NA "MOTPEBUTENAM" ODULIMANIBHOIO CANTA
CETEBOW OPTAHU3ALIN
HavmeHoBaHve CogepxaHue OnucaHuve
nogpasgena
Tepputopus O6Las nHopmMauus MepeyeHb 30H [eATENILHOCTW CETEBOW oOpraHmsauun ¢
06CnyXmMBaHuA netanuzauvein no HaceneHHbIM MyHKTaM W paiioHam

CeTeBOi opraHm3aumu

ropogoB, onpeaensemMblx B COOTBETCTBMM C rpaHULamMm
6anaHcoBoOM NPUHaANEXHOCTH 3M1EKTPOCETEBOIO
XO3ACTBa, HaxogdAwerocs B COOGCTBEHHOCTU dunnvanal
AW NpUHaANexallero emy Ha MHOM 3aKOHHOM OCHOBaHWM

ceTen

;TeXHNnYecKkoe CoCTosAHne

CBefeHMs 0 TEXHNYECKOM COCTOSIHUM CETEW, B TOM YKC/E:
1) cBOAHble fJaHHble 06 aBapuiiHbIX OTK/YEHUAX B
MecsiL, no rpaHuulam TeppuUTOpUasbHbIX 30H
[1eATeNbHOCTN OpraHM3auun, BbI3BaHHbIX aBapusiMui WK
BHEMN1aHOBLIMM OTK/THOYEHNSIMM 0ObEKTOB
9/1EKTPOCETEBONO  XO34lCTBa, C yKasaHMem  gathbl
ABapUNHOTO  OTK/IYEHNST OOLEKTOB 3/1EKTPOCETEBOIO
XO3SIACTBA 1 BKNOYEHNS MX B paboTy, NpUYnH aBapuii (no
MToram paccrefioBaHWs B YCTAHOB/IEHHOM MOPAAKE) W
MEPONPUSATUIA MO UX YCTPaHEHNIO;

2) 06bEM HegoMnoCTaB/IEHHOW B pe3y/ibTarte aBapUitHbIX
OTK/TIOYEHUIA 3NEKTPUYECKON SHEPTUN;

3) BBOA, B PEMOHT 1 BbIBOA M3 PEMOHTA 3/1EKTPOCETEBLIX
0OGBLEKTOB C YKazaHMeM CPOKOB (CBOAHas nHGopmaums)

Mepenava
3/1EKTPUYECKOI
3Hepruu

O6Luast nHpopMaumsi o

PHeprum

nepepaye aneKkTpUYeCcKor

NHchopMauust o nepefade  3EKTPUYECKON  3Hepruu,
cxema B3aUMOLEWCTBUS YYyacTHMKOB MO nepefaye
9/1EKTPO3HEPIUM

HopMaTuBHLIE AOKYMEHTbI

NepeyeHb akTyasibHbIX HOPMATUBHbLIX OKYMEHTOB
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MacnopTta ycnyr
(npovueccos)

MepeyeHb  nacnoptoB  Bcex ycnayr  (nNpoLeccos),
OKasblBaeMbIX (OCYLLECTBASEMbIX) CETEBOW OpraHm3auner
noTpebuTenam npu nepegade aNeKTpUUYecKom aHeprum

ITunoBsble hopMbl
TOKYMEHTOB

dopMbl  TUMOBbLIX [IOFOBOPOB Ha OKasaHwe Yyciyr no
nepegave aMekTPUYECKOl SHEPTUN

Tapndobl Ha ycnyru no
nepegade 3neKTpuyeCcKom
PHepruun

Tapudibl Ha yCnyru no nepegade sNeKTPUYECKOl 3Heprm
Ha Tekywuin nepvog peryimpoBaHuss C  yKasaHuem
MCTOYHMKA OomumanbHOro  ony6nvnkoBaHUS — peLleHus
opraHa NCMNOSTHUTENbHOA BMacTu B obnactu
rocyapCTBEHHOIO perynMpoBaHvs TapudoB cybbekTa
Poccuiickoii denepavmn

BanaHc anekTpn4eckoii
BHEePrMn 1 MOLLHOCTK

1. OTNycK 3MEeKTPUYECKON 3Heprm B CETb W OTNYCK
9MIEKTPMUYECKO 3HEPTrUn U3 CETU CETEBOW KOMMNaHWM Mo
YPOBHAM HanpsHXeHUi, NCNO/b3yeMbIM ans
LLleHoObpa3oBaHus, notpeéutensm 3/1EKTPUYECKO
SHEPrM U TeppuTopuasibHbIM CETEBLIM OpraHu3aLusim,
npucoeanHeHHbIM K CETSIM CETEBOI opraHu3aLun.

2. O6beM nepefaHHON 3NeKTPO3HeprM No Aorosopam 06
OKa3aHUM ycnyr no nepefadve 3/1€KTPUYECKON 3Hepruu
noTpebuTensM CeTeBOi opraHM3auum B paspese YpoBHei
HanpPsHKeHUA, MCNO/Ib3yeMbIX 4151 LEHO06pa3oBaHusl.

3. oTepyn 31eKTPUYECKON 3HEpPrunm B CETAX CETEBOWA
opraHMsauum B abCOMOTHOM U OTHOCUTE/IbHOM
BbIDKEHUN MO YPOBHSAM HaMpPsHXEHUsl, WUCMONb3yEMbIM
\1ns uenei ueHoobpasoBaHus

3arparbl Ha onnary
notepb

1. 3aTpaTbl CeTeBOW OpraHM3auMu Ha MOKYnKy notepb B
COOCTBEHHbBIX CETSX.

2. YpoBeHb HOpPMATWBHBLIX MOTEPb  3/IEKTPUHECKOIA
OHEPrMM Ha TEKYLUA nepuog, C yKa3aHMeM WCTOYHUKA
ony6/IMKOBaHNS pelweHnss 06 YCTaHOBMEHWM YPOBHS
HOpMaTWBHbIX NOTEPb.

3. lMepeyeHb MeponpuUATUA NO CHWKEHWI0 pa3MepoB
NnoTepb B CETAX, @ TakkKe O CPOKax WX WCMOSHEHUSA W
MCTOYHMKaX (PMHaAHCUPOBaHUS.

4. 3akynka CeTeBOW opraHusaumeli  31eKTpUYecKoi
SHEpPruM AN KOMMeHcaumMum noTepb B CETAX U ee
CTOMMOCTMW.

5. Pa3mep (pakTuueckux noTepb, OnnayMBaembixX
nokynatensamu nNpuv  OCYLECTB/IEHWM pacyeToB 33
9/1EKTPUYECKYIO0 SHEPIMIO MO YPOBHAM HanpshKeHus

TexHonornyeckoe
npucoegnHeHmne

O6wasn nHpopmaums o
TEXHO/TIOrMYECKOM
npucoeanHeHN

NHchopmauusa ) npoueaype TEXHO/I0TMYECKOrO|
npucoeamHeHus. Cxema B3aUMOAEWCTBUA YYaCTHUKOB
npouecca

HopmaTtuBHbIe [JOKYMEHTSI

MepeyeHb akTyasibHbIX HOPMATMBHbLIX [OKYMEHTOB MO
TEXHO/TOrMYECKOMY NPUCOEAUHEHNIO

Macnopta ycnyr
(MpoueccoB) npoLeccos

MepeyeHb ycnyr (npoueccos), OKa3blBaeMbIX
(ocywecTBnseMbIX) CeTeBOl opraHu3auuei
NoTPeOMTENAM NPU TEXHONOTMYECKOM NPUCOEANHEHN

MopALOK BbINOIHEHUSA

MopALOK BbINO/IHEHUA TEXHOSIOTMYECKUX, TEXHUYECKUX W
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MepONpUATUIA, CBA3AHHBIX
C NPYCOEANHEHNEM K
ceTsim

IPYTUX MEeponpuATWiA, CBSI3aHHbIX C TEXHOSIOTMYECKUM
NPUCOEAUHEHNEM K 3/IEKTPUYECKUM CETAM, BKJ/IHOYas
nepeyveHb MEepPOoNpUSTUIA, HE06X0AMMbIX ans
OCYLLECTB/IEHUSI  TEXHO/IOTMYECKOTO MPUCOEAUHEHNA K
9MIEKTPUYECKUM CETSIM, W MOPSAOK BbIMOMHEHNST 3TUX
MEPONPUSATUIA C yKa3aHWEM CCbIJIOK Ha HOpPMaTUBHbIE
NpaBoBbIE aKThbl

[Tnosble hopMmbl

TnoBble POpPMbl  [AOKYMEHTOB Ha TEXHOOMMUYECKOE

[1/151 TEXHOMOTMYECKOTo
nprcoeavHeHus

TOKYMEHTOB NpucoeanHeHne No Kaxgon rpynne 3asaBuTenei

Tapudobl Ha Tapudbl Ha TexHosorMyeckoe npucoeanHeHne  Hal

[TEXHO/1I0rM4yeckKoe TEKYLLMIA Nepuog, perysiMpoBaHust C ykasaHMem MCTOYHMKA

npucoeanHeHune ohvLManbHOrO  onyo6/IMKOBaHWS — peLlleHnss  opraHa
MCMNoMHUTENbHOM BNactu B 06M1acTM rocy4apCTBEHHOIO
perynnposaHus TapucoB  cybbekta  Poccwiickoii
denepauynn

CBefieHNsA 0 Ha/IMuuu CBefleHuss 0 Haamuum ob6bema cBo6GoAHOW  aAns

MOLLIHOCTWN, CBOOOAHON  [TEXHOMNOTMYECKOrO npucoeanHeHns notpebuteneii

MOLLIHOCTN Ha OObeKTax 3MeKTPOCETEBOrO X03AiCTBA C
yKasaHuem Tekywlero ob6bemMa MOLWHOCTM Ha Takux
06bekTax (OTAENBHO MO KaXA0MY 00BbEKTY)

CBefieHNsA 0 NogaHHbIX
3BasiBKax Ha
TexHosornyeckoe
npucoeguHeHne,
3aK/I0UEHHbIX AoroBopax
1 BbINOSIHEHHbIX
npucoeanHeHnsX

1. CBefieHns 0 KO/MyecTBe 3asiBOK 1 06beme MOLLHOCTY,
Heo6XoAMMOM [/15 UX YA0BNETBOPEHNUS.

2. CBefleHNss O KOMMYeCcTBe aHHY/IMPOBAaHHbIX 3aABOK Ha
TEXHOJ/I0rMYeCcKoe NnpucoeanHeHne.

3. CBefeHns 0 BbINOSIHEHHbIX NPUCOEANHEHUSIX N 06beMe
NpUcoeanHEHHO MOLLHOCTMN.

4.  CeefeHNss 0O  3aK/OYEHHbIX  goroBopax 06
OCYLLLECTBNIEHNN TEXHOJIOrMYECKOTO MPUCOEAMHEHUSA K|
9NEKTPUYECKNM ceTam c yKkasaHvem o6bema
NpMCoeaMHAEMON  MOLLHOCTW, CPOKOB W Miatbl NO
KaxkKooMy [0roBopy.

Kommepuyeckuit yuet
3/1EKTPUYECKOVA
3Heprnn

O6Lwasn nHdopmaums

O6uwasa uHdopmauusa o
KOMMEpPUYECKOro yyeTa

nopsiike  OCYLLECTB/IEHMS

HopmaTuBHble AOKYMEHTbI

MepeyeHb akTyaslbHbIX HOPMATMBHBLIX [OKYMEHTOB MO
OCYLLECTB/IEHNIO YUETA 3/1IEKTPUYECKOI aHEPIN

MacnopTa npoueccos

MNepeyeHb Bcex ycnyr
(ocyLecTBnseMbIXx)
KOMMeEpPYECKOMY YUeTY

(npoueccoB), 0Oka3blBaeMbIX
ceTeBoW opraHusaumen no|

ITunoBble hopMbl
TOKYMEHTOB

TnoBble hOpMbI JOKYMEHTOB

TpeboBaHMsA K
opraHn3aumu yyera

TpeboBaHMA K MecTam yCTaHOBKM NMPUGOPOB y4yeTa, CXxeme,
NOAK/IIOYEHNS U METPOJIOTMYECKUM  XapakTepucTUKam
NpnbopoB yyeTa 6e3 yKkaszaHUs Ha TOBapHbIe 3HaKWN, 3HAKM
06CNyXMBaHWA, (PUPMEHHbIE HAaMMEHOBAHWUS, MaTEHTLI,
nonesHble mogenwu, MPOMbILL/IEHHbIE obpasubl,
HauMeHOBaHWSA MEeCT MPOUCXOXAEHNS MNPMOOPOB YydeTa
M HAMMEHOBaHWA NpPon3BoaMTeNeli NpMbopPoB yyeTa
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O6cnyxnBaHue Odoncel ob6cnyxmBaHns (1. Mo4vtoBble agpeca u rpacvk paboThbl

notpebuteneii notpebuteneii ochmcoB ob6CnyxnBaHUs noTpebuTeneii.

2. TenedoHHble HOMEepa 3a04HOr0 O0O6CMYXMBaAHMS MO
BONpocam TEXHOSIOMMYEeCcKOro NpucoefuHeHus, nepeaayu
9NEeKTPUYECKOL 3Hepruu 7 OCyLLEeCTB/EHNS
KOMMEepPYeCKoro yyeta.

3. OMEeKTPOHHbI ajpec CeTeBON oOpraHu3aumMnm Ans

Hanpas/fieHns obpaLLeHwit notpebutenei no
9/1EKTPOHHOI chopme.

4. damunmu, WHULUMAMbl  JO/MKHOCTHbIX — JIUL,
OTBETCTBEHHbIX 32 06CNyXMBaHNe notpebuteneii ceTeBoid
opraHv3auun.

5. ®opma 3anMcym Ha O4YHbIi  npuem B oduc
06CNyXMBaHNSA

3aouHoe o6CnyxMBaHve [TenlepOHHbIE HOMepa 3a04HOTO  O6C/YyXWMBaHWSI MO

nocpeacTBOM BOMpocam 3M1EKTPOCHABXEHNS, OCYLLIECTB/EHNS
TenedoHHO CBA3N TEXHO/TOMMYECKOTO npucoeauHeHns, nepegauu
(EAVHBIA LEHTP 9/1EKTPUYECKOIA 3Heprum " OCYLLECTB/EHNS
06paBoTKN BLI3OBOB) KOMMEPYECKOTO yyeTa.

MepeyeHb BOMPOCOB, MO KOTOPbIM MOTPEGUTENb MOXET|
NOMYyYnTb CNPaBOYHYIO WHGIOPMALMIO M KOHCY/bTaLWL
Npv o6palleHnn No yKkalaHHbIM TenedgOoHHbIM HOMepam

HTepakTMBHasA obpaTHasa|B pybprke pasMelLaroTcsl MHTePaKTUBHbIE 3/1IEKTPOHHbIE
CBA3b (MHTEpHET- chbopmbl ¢ 06s3aTeNbHON AN5 3anO/IHEHUSS KOHTaKTHOW
nprvemMHas) MHpopmaumeid 1 NpeanodTUTENIbHbIM  CNOCO6OM
nony4yeHus oTeeTa. pu HanpasneHMn obGecnevnBaeTcs
BO3MOXHOCTb MPUKPENNATb chalinel ¢ marepuasaMmu Mo
o6paLleHuIo.

ONEKTPOHHbIE (DOPMbI  NpeaycMaTpuBaloT — crieayroLlme
KaTeropuu obpalleHuii:

1) 3anpoc cnpaBoYvHO MHAOPMaLMN/KOHCYNbTaUNK;

2) obpalleHre, cogepxallee xanooy;

3) coobweHne o0  6e340roBOpHOM  (6e3yveTHOM)
NOTPe6AEHNN INEKTPUYECKOW SHEPTUN;

4) onpoc notpebuTeneli (aHkeTa NoTpebuTens).

B pybpuke obecneumBaeTcs BO3MOXHOCTb MOyYEHUs
notpebuTenem ceBefeHWii O cTaTyce paccMOTPeHUs
06palLeHnsl, HanpaBfeHHOr0 B CETEBYI0 OpraHu3auuio B
9/1EKTPOHHOW hopme

HopmaTtuBHble 1. lepeyeHb  HOpMATMBHbIX  MPaBOBbIX  aKTOB,

LOKYMEHTbI perynupyoLwmx npoueaypy okasaHus (OCYyLLEeCTB/IeHUS)
ceTeBoi opraHusaumeri ycnyr (npoueccos)
noTpeéuTenam.

2. WVHdopmauua o nopsgke nogaym Mo Cpokax
paccMoTpeHnsi obpaleHnii noTpebuTenein, npu 3TOM
CPOKM pacCMOTPEHUS 06paLLeHNs HE AO/MKHbI MPEBbIWATh
CPOKW, OnpefeneHHble LEeNCTBYHOLWMMA HOPMAaTMBHLIMM
NpPaBOBbIMW aKTamu.

3. Mopaaok paboTbl B IMHHOM KabUHETE NOTpebutens

VTNYHBIA KaBUHET TMYHbIA KaBUHET NoTpebuTens
notpeburens npenocTaBngaeT afpecHylo MHAOpPMaLmMio noTpeduTensm,
B TOM 4uc/ie MHAOpMaLMI0 0 Xo4e NPOXOXAEHNS 3TanoB

CtpaHuua 21 n3 37



Mpukas MuHaHepro Poccunm ot 15.04.2014 N 186
(pen. ot 06.04.2015)
"O EQMHbIX CTaHAapTax KadecTBa 06CyXUBAHWSA CeTEBbLIMM Opr ...

pPacCcMOTpeHMsT 3asiBKM MOTPEOUTENS U UCMOMHEHUS
inoroBopa (NocTynneHne 3asBkW, Bblgada TEXHUYECKUX|
YC/OBWIA, 3aK/KOYEHNe [0roBopa, MCMOMHEHWE A0roBopa,
hakTMyeckoe NpmucoeamHeHne)

Bonpockl 1 OTBET! B pyboprike pasMeLlaloTcsl 4acTo 3a[aBaeMble BOMPOCHI,
BO3HMKAOLLME Y NOTPeBuTeNeid, U OTBEThI Ha HUX

Mpunoxexve N 7

K EavHbIM cTaHgapTam

KayecTBa 00C/yXMBaHMSA CETEBLIMU
opraHusaumsamm notpeduteneli
YCNyr ceTeBbIX OpraHn3aLunin

CnNNCcoK M3MEHSALWNX LOKYMEHTOB
(BBeaeHo Mpukaszom MuHaHepro Poccun ot 06.04.2015 N 217)

NHbopmauus o kKayecTBe OGCAyXMBaHUS moTpebuTenei
ycnyr 3a rog

(HammeHOBaHMe CeTeBOW OpraHuM3auunmn)
1. O6bwas nHhopMauusi 0 CETEBOIT opraHu3auun

1.1. KonuyectBo noTpebutenein ycnyr ceTeBOil opraHusauun (ganee - notpebutenu) ¢ pasébmBKoii no
YPOBHAM HanpshkeHUsl, KaTeropysiM HageXHoOCTW noTpebuTenein u tuny noTtpedutenenn (cusnyeckne wnu
lopugnyeckue nuua), a Takke guHammka no OTHOLUEHWIO K oAy, NpelecTByoWweMy OTYETHOMY, 3ano/iHAeTCs B
Npon3BO/bHON hopme.

1.2. KonuyecTBO TOYEK MOCTaBKA BCEro W TOYeK [MOoCTaBkW, O60pYyAOBaHHbIX nNpubopamun y4yeta
3/1EKTPMYECKON 3HEprnn, ¢ pasbmBKoi: dinsnyeckue nuua, opuanyeckne nuua, BBOAHbIE YCTpoicTBa (BBOAHO-
pacnpegenuTenibHoe YCTPOCTBO, MNaBHbI pacnpefenuTesibHbli WUT) B MHOTOKBapTMpPHbIE AoMa, 6ecxo3siiHble
0OBbEKTHI 3/1IEKTPOCETEBOIO X035MCTBa, MPUOOPLI yHeTa C BOSMOXHOCTBIO AUCTAHUMOHHOIO cOopa AaHHbIX, a Takke
AVHaMvKa No OTHOLLEHMIO K rofy, NPeALecTBYyOLEMY OTHYETHOMY, 3aN0O/THSAETCA B MPON3BO/LHON hopMme.

1.3. WHcbopmauuss 06 06bEKTax 3/1EKTPOCETEBOrO XO3SWCTBA CETEBOM OpraHu3auun: A/MHa BO34YLLUHbIX
nuHuii (ganee - BJ1) n kabenbHbix nuHWiA (ganee - KJ/) ¢ pa3buBkoi MO YPOBHSAM HanNpsKeHUs, KONMYeCcTBO
nogctaHumin 110 kB, 35 kB, 6(10) kB B AHaMUKe OTHOCUTE/bHO rofa, NPeALIECTBYOLWEN0 OTYETHOMY, 3an0o/HAETCA
B NPOWN3BONLHON hopMme.

1.4. YpoBeHb (OU3MYECKOTO W3HOCA OOBLEKTOB 3MIEKTPOCETEBOrO XO3AWCTBA CETEBOW OpraHusaumm c
pas3byBKON NO YPOBHAM HaMpsHXKeHMs U NO Tunam o60pyAoBaHWsA, a Takke AMHaMUKa MO OTHOLUEHUIO K rogy,
npeaLwecTByOLWLEMY OTYETHOMY, 3aN0/HAETCA B NPOM3BO/IbHOW (DOPME U BbIpaXaeTcs B NPOLEHTax Mo OTHOLUEHWIO
K HOPMaTMBHOMY CPOKY CNyX0Obl 06BEKTOB.

2. Vinchopmaums o kavecTse ycnyr no nepegaqe
3/1EKTPUYECKOI 3HEeprumn

2.1. MokasaTenn kauyecTsa YC/yr no nepegade aMNeKkTPUUECcKol aHepri B LIE/IOM Mo CETEBOI opraHu3auun B
OTYETHOM Mepuroje, a TakkKe ANHAMMUKA MO OTHOLLEHWIO K rofdy, NpeAecTByoLeMy OTYETHOMY.

N Mokasatenb 3HayeHue nokasarens, rogbl

N-1 |N (Tekywuin| OnHamuka
roa) N3MEHEeHNsI

CtpaHuua 22 n3 37



Mpukas MuHaHepro Poccunm ot 15.04.2014 N 186
(pen. ot 06.04.2015)
"O EQMHbIX CTaHAapTax KadecTBa 06CyXUBAHWSA CeTEBbLIMM Opr ...

nokasarens
1 2 5
MokasaTenb cpefHei NPoAo/MKMTENBHOCTM NPEKpaLLEHUi nepeaayun
! NIEKTPNYECKOIT 3HEPTN (HSAIDI)
1.1 BH (110 kB u BblLwE)
1.2 CH1 (35 - 60 kB)
13 CH2 (1 - 20 kB)
14 HH (zo 1 kB)
MokaszaTtenb  cpefgHelt  4acTOoTbl  MpekpaweHuin  nepegayu
? 91IeKTPUYECKON 3HEeprumn (HSAIFI)
2.1 BH (110 kB u BblLLE)
2.2 CH1 (35 - 60 KB)
2.3 CH2 (1 - 20 kB)
2.4 HH (zo 1 kB)
MokasaTenb cpefHei NPoAo/MKMTENBHOCTM NPeKpaLLEeHNii nepesayun
9N1EKTPUYECKON 3HEPrUM, CBSA3AHHbIX C NPOBEAEHWEM PEMOHTHbIX
3 paboT Ha o06bekTax 9/1EKTPOCETEBOI0  XO034iCTBA CETEBON
opraHu3aumm (CMeXHO CETEBOIN OpraHM3auuun, WUHbIX BAagesbLeB
06EKTOB 2/IEKTPOCETEBOM0 X03ACTBA) (HSAIDL )
3.1 BH (110 kB u BblLLE)
3.2 CH1 (35 - 60 KB)
3.3 CH2 (1 - 20 kB)
3.4 HH (zo 1 kB)
Mokazatenb  cpefHein  4acToTbl  MpeKpalwleHwidi  nepegaudu
B/1EKTPUYECKON 3HEPrUM, CBA3AHHBIX C MPOBEAEHNEM PEMOHTHbIX
4 paboT Ha o06bekTax 9/IeKTPOCETEBOI0 XO03ACTBA CETEBOMN
opraHu3aumm (CMeXHOI CEeTEBOI opraHM3auuun, UHbIX BAagesnbLEeB
06HEKTOB 2/IEKTPOCETEBOM0 X03ACTBA) (HSAIFL faH )
4.1 BH (110 kB u Bbiwwe)
4.2 CH1 (35 - 60 kB)
4.3 CH2 (1 - 20 kB)
4.4 HH (zo 1 kB)
5 |KonnuectBo cryyaeB HapylleHWsi KadecTBa  3MEKTPUYECKONA
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QHepruy, NOATBEPXAEHHbIX akTaMn KOHTPOMUPYIOLWMX OpraHn3auuii
N (MNn) peleHnamMmn cyaa, LWTYKN

51

B TOM uuc/ie KOMMYECTBO C/lyyaeB HapyleHusi KauyecTBal
9MIEKTPUYECKON  3HEeprMM Mo  BMHE CETEBO  opraHusauum,
NOATBEPXKAEHHLIX aKTaMU KOHTPOSIMPYHOLLMX OpraHu3aumii u (nnm)
peLlleHnsMU cyaa, LTYKU
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2.2. PeiiTVHI CTPYKTYpHbIX €4UHUL, CETEBOI OpraHn3aLym No KauyecTBy OKasaHusi yc/yr Mo nepefade 3/1eKTPUYECKO SHEPTUM, a TakKe Mo KayecTBy
3M1EKTPMNYECKOI IHEPTM B OTYETHOM NEPUOZE.

N | CtpyktypHas | [Mokasatenb cpegHei MokasaTenb cpegHeli Mokaszatens cpegHeli Mokaszatens cpegHeli Mokasarens kayecTsa [MnaHupyemble
eguHMLa NMPOAO/HKMUTENBHOCTM | YaCTOTbl NPEKPaLLEHNI | MPOJO/HKUTENBHOCTM | YaCTOTbl NPEKpaLLeHuni oKasaHus ycnyr no MeponpusTUS,
ceTeBoi npekpawleHnin nepegavn nepegayn npekpaweHnin nepegayn nepegayu nepegade 3/1eKTPUHECKON | HanpaB/IeHHbIE Ha

opraHusaLuun 3/1EKTPUYHECKOIA 3/1EKTPUNYHECKOIA 3/1EKTPUYECKOI SHEPINN, |3N1EKTPUYECKOI SHEPTK,| 3HEPrMun (OTHOLLEHUE NoBbILIEHNE
|1 I g, CBSI3aHHbIX C CBSI3aHHbIX C obuiero uicna KayecTBa
aHeprun, SHepruu, npoBefeHnem npoBefeHnem 3aperncTpupoBaHHbIX |oKasaHus ycaiyr no
PEMOHTHbIX paboT Ha | PEMOHTHbIX paboT Ha C/ly4yaeB HapyLleHus nepegadve
o6bekTax obbekTax KayecTBa 3/1eKTPUYECKOM [3/1IEKTPO3HEPInK, C
3/1EKTPOCETEBOIO 3/1EKTPOCETEBOIO SHEeprum no B1UHe CETEBOI |yKa3aHMeM CPOKOB
X03AICTBa CEeTEBOWA X03ACTBa CEeTeBoit opraHusauun K
opraHm3aumu (CMexHol | opraHusauum (CMeXxHoll MakCMMasibHOMY
CeTeBOWi opraHm3aLlun, | CETeBOI opraHnsauum, KOnnyecTBy
WHbIX BNagenbues WHbIX BNajenbLes notpebuTenei,
06bEKTOB 06bEKTOB 06CNy)XMBaeMbIX TakoW
3/1eKTPOCETEBOIO 3/1eKTPOCETEBOIO CTPYKTYPHOW eanHuuer
X035icTBa), X035iCcTBa), CeTeBOVi opraHusaummn B
1—‘[SAIDI, aaH HSAIFI, J1aH OTHETHOM nepmoﬂ'e)
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

ceTeBol
opraHunsaLmm
2.3. MeponpuaTus, BbINOMIHEHHbIE CETEBOI OpraHM3auuen B Lensix NOBbILWEHNS KauyecTBa OKasaHus YC/Ayr No nepegadve 3/MeKkTpUYecKoli 3Heprun B
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OTYETHOM NEepUoAEe, 3anosHAETCS B NPOW3BO/LHON (hopMe.
2.4. Mpoyasi UHGopMaLyisi, KOTOPYH0 CETEBasi OpraHn3aLMs CUMTaET LieNecoobpasHoii 41 BK/IOUEHUS B OTUET, KacatoLlasics kadyecTBa okasaHus yciyr
Mo nepegade aNeKTPUYECKON IHEPTM, 3amnosHAETCs B NPOM3BO/LHON (hopMe.

3. MiHdhopmaums o kadecTse ycnyr
Mo TEXHONOIMMYEeCKOMY NPUCOESNHEHMNIO

3.1. VHchopmauys O HaIMuMM HEBOCTPEGOBAHHON MOLLHOCTM (MOLLHOCTW, ONpefensemMoil Kak pa3HOCTb Mex[y TpaHCopMaTOpPHON MOLLHOCTbIO
LIEHTPOB MUTAHUA ¥ CYMMAapPHOI MOLLHOCTbIO SHEPTONPUHUMALOLLMX YCTPOACTB, HEeMOCPEACTBEHHO (MMM ONOCPEAOBAHHO) NPUCOEANHEHHbIX K TAKUM LiEHTpam
MUTaHUA, U 3HEPronpUHUMAIOLUX YCTPOMCTB, B OTHOLUEHWW KOTOPbIX VMEHTCA 3asBKM Ha TEXHOMOTMYEecKoe MPUCOedMHEHWNE) A OCYLUEeCTBAEHUS
TEXHO/IOTMYECKOTO MPUCOEAMHEHUSI B OTUYETHOM MEPUOAE, @ TakKe O MPOrHO3ax €e YBE/IMYEHWS C PasbuBKOM MO CTPYKTYPHbIM eauHuLaM CeTeBoid
OpraHM3aumy 1 No YpoBHSIM HANPSHKEHNS HA OCHOBAHUM HBECTVLIMOHHOW NporpaMMbl Takoli opraHu3aumm, 3anofHSeTcs B NPOU3BOSIbHON hopme.

3.2. MeponpusTUs, BbINO/IHEHHbIE CETEBOI OpraHu3auueli B LEefsaX COBEPLUEHCTBOBAHUS AEATE/ILHOCTU MO TEXHOIOTMYECKOMY MPUCOEAVNHEHUIO B
OTUETHOM Nepuoge, 3arnofHAETCs B NPOU3BOMbLHOI hopme.

3.3. Mpouasn nHopMaLms, KOTOPYHo ceTeBasi OpraHM3aLmMs CHUTAET LIeN1ecoo6pasHoit NS BK/OUEHUS B OTUET, Kacalolasacs npefocTasieHns yciyr no
TEXHO/IOTMYECKOMY NMPUCOEMHEHNIO, 3aM0JHSAETCA B NPOU3BO/LHOI chopme.

3.4. CBefleHNs 0 KauecTBe YCyr No TEXHOOIMYECKOMY NMPUCOEAMHEHWIO K 3/TIEKTPUYECKUM CETAIM CETeBOI opraHusaLum.

N Mokasartenb KaTeropus npucoeamHeHus notpebutenei ycnyr no nepegave anekTpuyeckoin aHeprum B pasbreke no MOLHOCTH, B | Beero
AVHaMuKe no rogam
0o 15 kBt cBbilwe 15 kBT n go cBbliwwe 150 kBT n He meHee 670 kBT 06beKTHI M0
BK/TIOUUTE/TIBHO 150 kBt MeHee 670 kBT Nnpou3BOACTBY
BKJ/TOUUTENBHO 9/1EKTPUYECKOIA
3Heprum
N-1 N (OuHamuk| N-1 N |OuHamuk| N-1 N |AnHamuk| N-1 N |OuHamuk| N-1 N | duHamuK
(Tekywy, a (Tekywy a (Tekywy, a (Tekywy, a (Tekywy, a
Wi rog) U3mMeHeH nii rog) n3meHeH Wi rog)| N3MeHeH A rog)M3MeHeHu wii rog) | U3MeHeH
ns ns ns A ns
rnokasare nokasare rnokasare nokasare rnokasare
ns, % ns, % ns, % nsa, % ns, %
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18
1 Hucno 3aABOK  HA
[TeXHOsI0rnyecKoe
npucoeguHeHue,
nogaHHbIX
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BadABUTENAMMU, LUTYKN

2 Mwucno 3asaBOK Ha
TEXHO/I0rNYecKoe
npucoeguHeHune, no
KOTOpPbIM Hanpas/ieH
NPOEKT gorosopa 06
OCYLLECTBNEHUN
TEXHO/TOTMYECKOr0
nprucoeguHeHns K
9MIEKTPUYECKMM CETSIM,
LUTYKM

3 [ucno 3aaBoK Ha
TeEXHOMI0rnyecKoe
npucoeguHeHune, no
KOTOpPbIM HanpaB/ieH
NPOEeKT gorosopa 06
OCYLLECTBNEHNM
TEXHO/TOTMYECKOr0
NpucoeguHeEHNs K
S5/1EKTPUHECKUM CETAM
C HapyLLIEeHNEM
CPOKOB,
NOATBEPXKAEHHBLIM
aKTamm
KOHTPO/IMPYHOLLMX
opraHusaumii u (Mnm)
peLleHnaMun cyaa,
LUTYKWX, B TOM YUCNE:

3.1 [no BMHe ceTeBo
opraHn3aLmm

3.2 N0 BMHE CTOPOHHUX
L

4 |CpepHsas
NPOAO/IKUTENBHOCTb
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MOATOTOBKN W
Hanpas/feHnsa npoekTa
norosopa 06
OCYyLLEeCTBNEHUN
TEXHO/I0rMYECKOr0o
npucoeinHeHns K
9MEKTPUYHECKNM CETSIM,
\nHe

5 Hucno 3aknveHHbIX
10rosopos 06
OCYLLEeCTBEHUN
ITEXHO/10MMYECKOro
npucoeanHeHns K
9N1IEKTPUYECKUM CETAM,
LUTYKW

6 [Uncno ncnosiHeHHbIX
10rosopos 06
ocyLLecTBNeHNN
TEXHO/TIOTNYECKOTO
NprucoeguHEHNs K
B/1EKTPUHECKMM CETSM,
LUTYKM

7 [Huncno ncnosHeHHbIX
10rosopos 06
OCYLLECTBNEHUN
TEXHO/I0TMYEeCKoro
NPUCOEANHEHNS K
QMIEKTPUYECKUM CETAM,
No KOTOpbIM
NpPOM30LLII0
HapyLLeHne CPOKOB,
noaTBepPXAeHHOe
akTamu
KOHTPO/IMPYHOLLIMX
opraHmsaLmin n (unn)
pelleHuamMu cyaa,
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LLITYKN, B TOM 4YMUCne:

7.1

Nno BMHE CEeTeBO
opraHm3aumm

7.2

NO BNHE 3aABUTENA

CpepaHsasn
NPOLOHKNTENBHOCTb
NCNOSTHEHNS
\1OroBOpPOB 06
OCYLLECTBNEHUN
TEXHO/I0TMYECKOTO
NpucoeaHeHNs K
91EeKTPUYECKIM CETAM,

nHew

TEXHO/IOTMYECKOTO MPUCOEAMHEHUS NPU BBOAE NapaMeTpoB, NPeAyCMOTPEHHbIX HACTOSLLM MYHKTOM).

3.5. CTOMMOCTb TEXHO/I0rM4ecKoro npuncoegnHeHna K 3N1EKTPUYECKMM CETAM CEeTeBOA opraHunsauynn (He 3aro/IHAETCA, B CJ/lydae Ha/lndnga Ha
OCbI/ILU/IaI'IbHOM caiite ceTeBoi opraHusauun B ceTu NHTepHET MHTEPAaKTUBHOIO MHCTPYMEHTAa, KOTOprI7I NO3BOJIAET aBTOMaTU4YeCKN pacCynTbiBaTb CTOMMOCTb

KoHcynbTaHTINIOC
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www.consultant.ru

CTpaHunua 29 ns 37


http://www.consultant.ru/
http://www.consultant.ru/

Mpukas MuHaHepro Poccunm ot 15.04.2014 N 186
(pen. ot 06.04.2015)
"O EgMHbIX CTaHOapTax KayecTBa 06Cy)KMBaHWNS CETEBLIMU OpT ...

[JOKYyMeHT npefnocTasJieH

KoHcynbTaHTI0C

HaTta coxpaHeHus: 14.10.2015

MOLLHOCTb 3HEPTONPUHUMAIOLLMX YCTPOCTB

3aaBuTtens, KBt

15

150

250

670

KaTeropusi HageXHocTH

PaccTtosiHme go | HeobxoamMmocTb Tvn nnHUK
rpaHuLy cTpouTenbCcTBa
3eMeNnbHOoro noacraHumu
yyacTtka
3aaBUTENS, M
Kn
500 - cenbckas Aa B/
MeCTHOCTbL/300 -
ropojckas KN
MECTHOCTb HeT
B/
Kn
Ja
B/
750
Kn
Het
B/
Kn
Ja
B/
1000
Kn
Het
B/
Kn
Ja
B/
1250
Kn
Het
B/
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4. KayecTBO 06CyXnBaHus

4.1. KonnyecTBo obpalleHunii, MOCTYNUBLUMX B CETEBYIO OpraHuM3auuio (BCEro), obpalleHunii, cogepxamx xanoby n (unm) obpaileHunii, cogepxaiymnx
3asBKy Ha OKasaHue YC/yr, NOCTYNMBLUMX B CETEBYH) OpraHu3auuio, a Takke KONMYecTBO ob6palleHuii, Mo KOTOpbIM OblaM 3ak/4eHbl A0roBOpbl 06
OCYLLECTBNEHNMN TEXHOOMMYECKOro NPUcCoeavHEHNs 1 (UK) JOroBOPbI 06 OKasaHuW ycnyr no nepefaye aMeKTPUYECKO SHEPrvK, a Takke No KOTOpPbIM Bbln
yperynMpoBaHbl xanobbl B OTYETHOM MEPUOAE, a Takke ANHAMUKA N0 OTHOLLEHMIO K roAy, NpeALlecTBYOLLEMY OTHETHOMY.

N |[KaTeropun obpalleHnit dopMbl 06CTYXNBAHUS
notpeéuteneii
OuHasn hopma 3ao4yHad dhopma ¢ | AnekTpoHHaa dopMa | MncbMeHHasn hopma ¢ Mpouee
NCMNOJ/Ib30BaHneM C MCNoJIb30BaHNEM NCMO/Mb30BaHNEM
TeneoHHOW CBA3N cetn NiHTepHet MO4YTOBO CBA3M
N-1 N [AuHamuk| N-1 N [AnHamuk| N-1 N  [OnHamuk| N-1 N |AuHamuk| N-1 N | uHamuK
(Tekywy a (Tekywy a (Tekywy, a (Texkywy, a (Texkywy, a
WA |M3MeHeH WA |M3MeHeH Wi rog)| M3MeHeH WiA o) M3MeHeHu WA rog) M3ameHeHu
rog) na rog) na ns A A
nokasare nokasare nokasare nokasare nokasare
ns, % ns, % ns, % ns, % ns, %
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17
1 |Bcero obpalleHwuii
noTpebuTeneii, B ToM
uucne:
1.1 | okasaHuwe ycnyr no|
nepegaye
9/1EKTPUYECKOIA
9Hepruun
1.2 | ocyuwlecTtsneHune
TEXHO/IOMMYECKOro
npucoegnHeHns
1.3 | KOMMepyeckuin yueT
9/1EKTPUNYECKOIA
QHEeprum
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1.4

KauyecTBo
06CNYXNBaHUSA

15

TEXHU4Yeckoe
o6GCcnyXuBaHme
9/1EKTPOCETEBbIX
06bEKTOB

1.6

npoyee (ykasatb)

PKaobbl

21

okasaHve ycnyr no
nepepave
9/1EKTPUHECKOIA
SHEpruu, B TOM YnCeE:

211

Ka4yecTBo ycnyr no
nepegave
9/1EKTPUYECKOIA
OHEeprum

2.1.2

KayecTBo
9N1EKTPUYECKON
QHEeprum

2.2

ocyLlecTBMeHne
TEXHOMOrMYECKOro
npucoeanmHeHns

2.3

KOMMEPYECKUIA  yYeT|
9/1EKTPUYECKOIA
OHEeprum

2.4

KayecTBo
06CNYXNBaHUSA

2.5

TEXHUYecKoe
06CNyXnBaHme
06BbEKTOB

KoHcynbTaHTINIOC
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9/1EKTPOCETEBOIO
Xx0351icTBa
2.6 | npouee (ykasarb)
3 [3asBka Ha oka3saHue
ycnyr

3.1 | no
TEXHO/TOTNYECKOMY
NPUCOeoUHEHNIO

3.2 | Ha 3akoyueHne
1oroBopa Ha okasaHue
ycnyr no nepegaye
9/1EKTPUHECKOIA
QHeprum

3.3 | opraHusauus
KOMMepYecKkoro y4eta
9/1EKTPUYECKOIA
QHEeprum

3.4 | npouee (ykasarb)

4.2 VIHhopMaumsi 0 AeATeNbHOCTN 0hMCOB 06CAYXUBaHMS NOTpebuTeneii.

N Ocdpuc Tvn Anpec Howmep Pexnm [MNpepoctasn| Konuvyectso | CpegHee CpegHee Konuuectso
o6cnyxuBaHusa | odmca |[MectoHaxox| TenedgoHa, | paboThbl sieMble  |noTpebuTtenei,| BpeMsi Ha BpeMsi CTOPOHHNX
notpe6uteneii neHns aapec yCnyrn  |06paTuBLLMXCSI|0OCNYXMBaAH| OXMAaHWs opraHm3auuin Ha

3/1EKTPOHHOIA O4YHO B ne notpeéutensi| Tepputopum ogmnca
noyThl OTYETHOM  [NOTpebUuTens| B odepeau, | 06cyxmsaHus (Npu
nepuoge , MUH. MUH. Ha/IMuYnK yKasaTb
Ha3BaHUs
opraHu3aLuii)
1 2 3 4 5 6 7 8 9 10 11
1
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JoKyMeHT npenocTassieH KOHCYIbTaHTII0C
DaTa coxpaHeHus: 14.10.2015

4.3. VIHthopMaumsi 0 3a04HOM 06CTYXMBaHUKN NOTpebuTenein nocpeacTBoM TefieddOHHONM CBA3N.
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Mpvka3 MuHaHepro Poccum oT 15.04.2014 N 186 [JOKYyMeHT npenocTassieH

(pen. ot 06.04.2015) KoHcynbTaHTIa0C
"O EQMHbIX CTaHAapTax KadecTBa 06CyXUBAHWSA CeTEBbLIMM Opr ... [aTa coxpaHeHus: 14.10.2015
N HanmeHoBaHune EanHuua
n3mepeHuns
1 [MNepevyeHb HOMePOB TeneoHOB, BblAeNEHHbIX A1 Homep
06CcNyXMBaHNs NoTpebuTenei: TenedoHa

Howmep TenecpoHa no Bonpocam aHepProcHaGXeHns:
Homepa TenecoHOB LUEHTPOB 006paboTkM TenedoHHbIX|
BbI30BOB:

2 |O6uwee uncno TeneoHHbIX BbI3OBOB OT NoTpebuteneil no eqnHULbI
BblAeNeHHbIM HOMepaM TenedoHoB

2.1 |0O6wee uncno TenedIoHHbIX BbI30BOB OT NoTpebuTteneii, Ha eanHULbI
KOTOpble OTBETU/1 ONEPATOP CETEBOW OpraHM3aumm

2.2 |06uee uncno TenedoHHbIX BbI30BOB OT NoTpebuTeneii, eVH1LbI
06paboTaHHbIX aBTOMATUYECKN CUCTEMOW MHTEPaKTMBHOIO
r0/10COBOr0 MEHH0

3 |CpegHee BpeMs oxngaHust 0TBeTa NoTpebutenem npu MUH.
Tened)oHHOM BbI30BE Ha BblAe/IeHHble HoMepa Tesle)oHOoB 3a
TEKyLLWii nepuog,

4 |CpepgHee Bpemsi 06paboTkn TenepoHHOro Bbi3oBa OT MWH.
NoTpebuTens Ha BbiAeNeHHbIe HoMepa TeneoHOB 3a TeKyLLWi
nepwog,

4.4, Kateropus o6paleHuii, B KOTOPOW 3aperncrpmMpoBaHO Havbosbliee 4UCMo OobpalleHuii BCero,
obpalyeHnii, cogepxaiymx anoby, obpalleHuid, cofepXallMx 3asBKy Ha okasaHue YCyr, MOCTYNUBLUMX B
OTYETHOM Nepuoje, B COOTBETCTBUM C NyHKTOM 4.1 ViHdhopmaumm o KayecTse 06CNyXMBaHWSI NOTPeobuTeneit ycnyr.

4.5. OnncaHne [ONONHUTENBbHbLIX YC/YT, OKasblBaeMblX NOTPEOUTEN0, MOMUMO YCAYT, YKa3aHHbIX B EAMHbIX
cTaHfapTax KayecTBa 06CNyXMBaHWUsi CETEBbIMY OpraHM3aumsaMm NoTpeduTeneli CETEBbIX OpraHn3auuii.

4.6. MeponpuaTus, HanpaseHHble Ha paboTy ¢ coLManbHO YA3BUMbIMU TpynnamMmu HaceneHus (neHcnoHepsl,
WHBa/IMAbl, MHOTOAETHbIE CEMbW, yyacTHUKM BOB n 60eBbIX AENCTBUIA Ha TEpPpUTOPUAX APYrMX rocyaapcTB B
cooTBeTcTBUN C PepepanbHbiM  3akOHOM OT 12 gHBapa 1995 r. N 5-©3 "O BetepaHax" (CobpaHue
3akoHogatenbcTBa Poccuiickoii degepauun, 2000, N 2, cT. 161; N 19, cT. 2023; 2001, N 1, cT. 2; N 33, cT. 3427; N
53, cT. 5030; 2002, N 30, cT. 3033; N 48, cT. 4743; N 52, cT. 5132; 2003, N 19, cT. 1750; 2004, N 19, cT. 1837; N 25,
CT. 2480; N 27, cT. 2711; N 35, cT. 3607; N 52, cT. 5038; 2005, N 1, cT. 25; N 19, cT. 1748; N 52, ct. 5576; 2007, N
43, ct. 5084; 2008, N 9, ct. 817; N 29, ct. 3410; N 30, ct. 3609; N 40, ct. 4501; N 52, cT. 6224; 2009, N 18, cT.
2152; N 26, cT. 3133; N 29, cT. 3623; N 30, cT. 3739; N 51, cT. 6148; N 52, cT. 6403; 2010, N 19, cT. 2287; N 27, cT.
3433; N 30, cT. 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, cT.
7537; 2015, N 14, ct. 2008), MaTepu-OAMHOYKM, YHACTHUKM NVKBUAAUMN aBapun Ha YepHobbinbckoli ADC K
NpPUPaBHEHHbIE K HUM KaTeropun rpaxgaH B COOTBETCTBUM C 3akoHOM Poccuiickoin depepaumm ot 15.05.1991 N
1244-1 "O coumasbHOW 3awuTe rpaxaaH, NogBeprnxcs BO3AENCTBUIO paanaumn BCreAcTBUE KaTtacTpoddbl Ha
UepHo6blnbekoint ADC" (BegomocTn Chesga HapodHblx genytatoB PCOCP n BepxoHoro Coseta PCOCP, 1991, N
21, cT. 699; BegomocTtn Chesga HapoaHbIx genytatoB Poccuiickoin depepaunm n BepxoBHoro CoseTa Poccuiickol
depepauun, 1992, N 32, ct. 1861; CobpaHue 3akoHogatensctBa Poccuiickoin ®egepaunn, 1995, N 48, cT. 4561;
1996, N 51, ct. 5680; 1997, N 47, cT. 5341; 1998, N 48, cT. 5850; 1999, N 16, ct. 1937; N 28, cT1. 3460; 2000, N 33,
CT. 3348; 2001, N 1, cT. 2; N 7, cT. 610; N 33, cT. 3413; 2002, N 30, cT. 3033; N 50, cT. 4929; N 53, cT. 5030; 2002, N
52, cT. 5132; 2003, N 43, cT. 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, cT. 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, 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 1N pe3ynbTaTbl ONPOCOB MOTPe6GUTENein, NPOBOAMMbIX CETEBOIN OpraHusaumeit Ansi BbiSIBIEHUS
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Mpukas MuHaHepro Poccunm ot 15.04.2014 N 186

(pen. ot 06.04.2015)
"O EQMHbIX CTaHAapTax KadecTBa 06CyXUBAHWSA CeTEBbLIMM Opr ...

MHEHUst noTpebuTeneli o KadecTBe O6C/YXMBaHUS, B paMKax WCMOMHEHUs EAWHbIX CTaHAApPTOB KayecTBa
06CNyXMBaHKS CETEBLIMU OpraHM3aLMsIMU NoTpebuTeneli yciyr CeTeBbIX opraHm3aLuid.
4.8. MeponpusATAA, BbINOSHAEMbIE CETEBOI opraHu3alyeli B Lensx MoBbILeHUs KauyecTBa 06CNyXMBaHUs

notpebutenei.
4.9. NHdhopmaums no obpaLleHnsam noTpebuTeneil.
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NpoeHtudmkay| fata | Bpewms dopma obpalleHus O6paweHunst O6paweHns
WOHHbIA  |06paLle|obpalleH
HomMep HMA ns
obpaLlleHus
OuHoe | 3aoyHoe | 3ao4uHoe |[MncbMeHH|lMpoyee| Oka3zaHue |OcyulecTslKommepyelKadyecTBo|TexHuyecko| lNpoye | KayecTBo | KauecTBc
o6palleHjobpalleHnobpalleHn oe YCNYr N0 | NEHWe |CKWiIA yYeT [06CnyXmnB e e YCYT MO [3/1EKTPUNYE
ne e e ob6paLLeHu nepegade |TEXHOMOIMNEKTPUYE| aHUS  |06CNyxXmBa nepegaye KoM
nocpeacTelnocpencTs e 3M1EKTPUYEC| YeCcKoro CKO  |moTpedut Hue 3/1eKTPUYEC| 3Heprum
oM OM CeTu [nocpeacTs Kol npucoeam| aHeprum | eneit  |anekTpocet Kol
TenedoHH| IHTepHeT oM 3HEprun HeHus €BbIX 3Heprun
oM cBA3N MOYTOBOIA 06bEKTOB
CBAA3M
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17
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