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O EauubIx cTangapTax KayecTBa 00CIYKUBAHUS CETECBBIMH OPraHU3allMsIMH
norpeduTeNeH ycJayr cereBbIX OpraHu3anuii

B coorsetcTsuu ¢ rynkrov 3 [IpaBiil HeAMCKPUMMHALIMOHHOTO JOCTYNA K YCIyraM
[0 repejave DJIEKTPUYECKOH OSHEPrUM M OKa3aHUSA ITUX YCIYI, YTBEPXKICHHBIX
nocraHosnenueM llpasurensctsa Poccuiickoit deaepanuu ot 27 nexkabps 2004 r. Ne 861
(Cobpanre 3axoHOAaTeNbLCTBA Poccuiickoit Deaepauun, 2004, Ne 52, cr. 5525; 2013,
Ne31.cT.4226), npuka3 s Balo:

l. YTBepuuts npuiaraempie EauHble craHgapThl  KauccTBa  06CTY)XKMBaHHA
CETEBLIMU OpraHU3aLUAMU NOTPEOHTENIEH YCIIYT CETEeBHIX OpraHu3aLMmii.

2. Hacrosimmif mnpukas BCTYIaeT B CHIY B YCTAaHOBJCHHOM MODS/KE, 3a
uckmovenuem rias 1I w III Exuueix crangapToB KadecTBa O6GCIYKUBAaHMS CETEBHIMU
OpraHu3alusIMU MOTPEOUTENEH YCIYr CETEBBIX OpraHU3alMi. BCTYNAIOWIMX B CHILY IIO

MCTCYCHUN IECTU MECALCB CO AHA BCTYILICHHUS B CHIIY HACTOSIIIET O IpHUKasa.

A.B. Hosak




YTBEPXJ/IEHDI
npukazoM Munsnepro Poccuu
or «\8» &0RTAS 2014 1. Ne &G

EJUHBIE CTAHIAAPTBI
KayecTBa 00CHYyKHBAHUS CETEBBIMH OPraHH3aLHsIMH NOTPebuTENeH ycayr
CeTEeBBbIX OpraHu3auui

I. O01uMe nonoXeHus

1.  Hacrosiuime Enuuble cTaHgapThl KadecTBa OOCHY)XHBaHHSI CETEBBIMH
OpraHu3alUsMyu MOTpeOuTeNel yCIyr CETeBbIX OpraHu3alii ycTaHaBINBalOT TpeOOBaHUs
K OOCJIy)XMBaHHIO CETEBHIMH OPI'aHHU3ALMSAMM JIHL, SBJISIOIUXCS MOTPEOUTENSIMH YCIyT
CEeTeBBIX OpraHM3allui Mo nepenaye >NEKTPUYECKON dHEPruu (3a UCKIIOYEHUEM CETEBbIX
opraHu3aiuii, SHeprocOBITOBLIX OpraHU3allMii ¥ rapaHTHPYIOLIMX IOCTAaBLUIMKOB), B TOM
qyuciae  OOCIYy>XHBaeMbIX  SHEprocObITOBOM  OpraHu3alMeii W  rapaHTUPYIOILUM
MOCTAaBILMKOM, M JIML, OOpaTHBUIUXCS B CETEBYIO OpPraHU3all{IO C IENbI0 3aKJIHOYeHHs
AoroBopa 06 OKa3aHUU yCIyr IO Hepejiaye JEKTPUUECKOH SHEPrUuM WIIM OCYIIECTBIEHUH
TEXHOJIOTHYECKOTO TPHUCOENUHEHUS K JIEKTPHUECKUM CeTIM (32 MCKIIIOYEHHUEM CeTeBBbIX
OpraHU3alyii, 3HeProcOLITOBLIX OpraHu3aliii U rapaHTUPYIOIKUX MOCTABIIMKOB) (aanee —
NOTpEeOUTENH, TEXHOIOTUYECKOE NTPUCOEAHHEHHUE).

2. CereBas  opraHusanus  obecnevyuBaeT  paccCMOTpeHHe  oOpaiueHui
notpeduTeNed, MOCTYNUBILKX B YCTHOU, MHCEMEHHO# GopMe Uil B (opMe 3JIEKTPOHHOTO
JIOKyMEHTa.

B3aumoielicTBue ceTeBOi opraHM3alid C NOTPeOMTENSIMH B YacTH pa3pelleHHs
BOIIPOCOB, COIEPXallMXCsi B OOpaleHusX notpedureneit W NperoCTaBICHUS MM
BO3MOXCHOCTH peajii3aldd IpaB, NMPeIyCMOTPEHHbIX 3aKOHOAATeNnbCcTBOM Poccuiickoi
Qenepanyu (nanee — obcnyx)uBaHue MOTpedOUTENEH), OCYLIECTBIISETCS B COOTBETCTBHH C

Tpe6OBaHI/IHMI/I HaCTOsSALNX EIU/IHI)IX CTaH/1apTOB.
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3. B mensix okaszaHus yciayr no mepefayde 3JICKTPUYECKOH SHEPrHMH CeTeBas
opraHu3zaiiysi npu o0ciny>XMBaHUH MOTpeOUTENIeH OCYIIECTBIISET:

a) 3aKJIF0YEeHKe IOroBopa 00 oka3zaHUM YCIIYT 110 Iepeiade IEeKTPHUECKON SHEPIHH;

©) BHeceHMe W3MeHeHHH B JoroBop 00 OKa3aHWW YCIyr [0 Imepenaye
3JIEKTPUYECKON SHEPIHH;

B) pacTop)XeHHe Joroopa o0 OKa3zaHWHM YCIyr N0 Mepejavye dJIEKTPHUECKOM
SHEpruy;

r) uHopMHpoBaHMe  moTpeduTeNns 00  aBapUHHBIX  CHTyalusx B
pacnpefieIMTENbHBIX JJIEKTPUYECKHX CETSAX CETeBOH OpraHu3alM{d, pPEMOHTHBIX |
npodunakTHiyeckux paboTaX, IUIAHOBBIX OrpaHMUYEHHSX peXuMa IMOTpebleHus
3JIEKTPUYECKON SHEPruy, BIUSAIOUIMX Ha HCHOJIHEHHE O00s3aTeNIbCTB MO JOTOBOPY 00
OKa3aHMHU YCIIYT IO nepefaye 3JIeKTPUIeCKOR SHEPruH;

1) OOMYCK YIOJHOMOYEHHBIX IPEACTaBUTENIeH MOTPEOUTENs YCAYyr B IIYHKTHI
KOHTPOJIA U y4eTa KOJIMYECTBA U KauecTBa JJICKTPUUECKOM SHEPTHHU B MOPSIKE U CIydasX,
YCTaHOBJICHHBIX JOTOBOPOM 00 OKa3zaHUH YCIYT IO Nepefade JIeKTPUIeCcKOd IHEPIruu;

€) corjacoBaHHe MeCTa YCTAaHOBKH IpuOopa ydeTa O3JIEKTPHYECKOW SHEPruu
(MomHOCTH) (nanee — mpuOOp ydera), CXeMBI MOAKIIOYEHHS NpUOOpa ydeTa M HHBIX
KOMIIOHEHTOB HM3MEPUTESIbHBIX KOMIUIEKCOB M CHCTEM YydYeTa 3JIEKTPHUYECKOM 3HEpruu
(MOIITHOCTH), @ TaK)Ke METPOJIOTHUECKUX XapaKTEPUCTHK Mprbopa ydera;

X) IOTIYCK B 3KCIUTyaTallHio Ipubopa yueTa;

3) CHATHE KOHTPOJIbHBIX MMOKa3aHU# PUOOPOB yUeTa;

1) MpueM NoKa3aHui NpubopoB yueTa OT NoTpeduTes;

K) OpOBEpKYy, B TOM 4YHCJIEe CHSTHE IOKa3aHWi, mpubopa ydera mepen ero
JEMOHTaXXKeM JUIsl pEMOHTA, [IOBEPKH HJIA 3aMEHBI,

) pacdeT oObeMa nepelaHHON 3MeKTPUUYECKOH SJHEPTUU OTPeOUTEIIO;

M) KOHTPOJH TIOKa3aTelei KayecTBa DJICKTPUYECKOM »dHepruM B TOYKax
IIPUCOEIMHEHUS SHEPTONPUHUMAIONINX YCTAHOBOK IOTPEOUTENS DIEKTPUIECKON 3HEpPruu
K JIEKTPHYECKHM CETSIM CETeBOH OpraHHU3alluH;

H) KOHTPOJb 3HAa4CHUN COOTHOIIEHHWs NOTpeOJeHUsT aKTUBHOH U peakTHBHON

MOILHOCTH VTSI OTIEbHBIX SHEPronpUHUMAIOIINX YCTPOHCTB (rpymm
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IHEPrONPUHUMAIOIINX YCTPOHCTB) NOTpeduTeNns;

0)  HpoBEleHHE  KOHTPOJbHBIX,  BHEOYEPCHHLIX W  HHBIX  3aMepoB
MOTOKOpachpesieicHUsl, Harpy30k W YpOBHEH HalpsDKCHHs Ha oObekTax norpebutens u
00BEKTaX NEKTPOCETEBOI'O XO35iCTBA CETEBOM OpPraHu3alluH;

n) mnojHoe (YaCTHYHOE) OrpaHWYEHHE peXUMa MNOTPeOJICHUS SJIEeKTPUUYECKOMH
3HEpruH B mopsAke, ycraHoBieHHoM IlpaBuiamMu nosiHoro ¥ (MJIM) YaCTUYHOTO
OTpaHHUuEHHUs pexuma M[oTpedJieHUusT SJEeKTPUYECKOH DHEpPruu, YTBEpPXKIECHHBIMH
nocraHosneHueM IlpaButensctBa Poccuiicko ®enepamuu ot 4 mas 2012 r. Ne 442
(Cobpanne 3akonomarenscTBa Poccuiickoit ®enepanun 2012, Ne 23, cr. 3008; 2013, Ne 1,
cT. 68; Ne 1, ct. 45; Ne 5, ct.407; Ne 31, ct. 4226; Ne 32, cr. 4309), u IlpaBunamu
pa3paboTky W NpUMEHEHUs TpadHUKOB aBapUIHOrO OrpaHUYEHHS pexuma notpebieHus
3JIEKTpUUYECKOM 3HEpruH (MOLIHOCTH) ¥ HCNOJIB30BaHUs NPOTHUBOABAPUIHON aBTOMAaTHKH,
YTBEPXKACHHBIMU Tpuka3oM Munsnepro Poccmum ot 6 wionHs 2013 r. Ne 290
(3apeructpupoBan MuHioctoM Poccun 9 aBrycra 2013 r., peructpanuonssiii Ne 29348);

pP) COCTaBJ€HHE W TMpPEeJOCTaBJIEHHE MNOTPEOMTENI0 aKTOB Oe3yd4eTHOro W
6e310roBOpHOTO NMOTPeOIeHHs INEKTPUYECKON SHEPTHUH;

C) COCTaBJIEHHE aKTOB COIJIaCOBaHMS TEXHOJIOTHYECKOH 1 (MIin) aBapuitHO# OpoHH;

T) BblJIauy AOKYMEHTOB, IPEAYCMOTPEHHBIX B paMKax OKa3aHUs YCJIYT IO Iepenayde
3NEKTPUUYECKON DHEPTHH U TEXHOJIOMMUECKOMY MPUCOEIUMHEHHIO, B TOM YUCIIe KBUTAHLIUM,
CYETOB, C4eTOB-(aKTYp.

4. B pamMKax TEXHOJIOTHYECKOrO IPUCOEAMHEHHUSI CETeBas OpraHu3anus Npu
obcnyxuBaHUM  TOTpeOuTeNel  oka3piBaeT  clelnyloiue  ycJIyrd  (OCyLIeCTBIseT
MPOLECCHhI):

a) TEXHOJIOTHYECKOE TIPHCOEJMHEHUE K OJICKTPUYECKUM CETSIM  CETEeBOH
OpraHu3aluy;

©) TeXHOJOrM4ecKoe IMPUCOEJMHEHHE K OJIEKTPUYECKHMM CETSM  CETEBOH
OpraHu3allid NOCPEJICTBOM IlepepacipefiecieHuss MaKCHMMaJbHOH MOIIHOCTH MEXJy
IOPHIUYECKUMHU JIMIIaMA M WHJIUWBHIYaJbHBIMH IpeANpHHUMATENsIMU (B TOM 4HCIe
ONIOCPEJIOBAaHHOE NPUCOEIUHEHHE);

B) TEXHOJIOTMUYECKOE TIPUCOENUHEHHE K DOJIEKTPUUECKHM CETSIM  CETEBOM

Opranu3anyu 110 HHAUBHAYAJIBHOMY IPOCKTY,
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I') BpEMEHHOE TEXHOJIOTHYECKOE MPUCOC/MHEHHE K DJICKTPHYECKHM CETSM CETEBOM
OpraHu3alluy.

5. B pamkax obciyxuBaHus IOTpeOUTENIeH ceTeBasi opraHu3alius 110 3asBJIEHUIO
IOTPEOUTEs TAKXKE OKa3bIBAET CIEAYIOLIHE YCIyrH (OCYIIECTBIIsET IPOIECCHI ):

a) BBJIAYy CHPaBOK W  JOKYMEHTOB (MX KONHH), MOATBEPXIAIOIIHX
TEXHOJIOMYECKOe NPHCOSAUHEHHE K CETSIM CeTeBOH opraHusanuu (aKT pasrpaHHyYeHHs
0anaHCOBOH  TNPHHAMJIEKHOCTH  JJEKTPUYECKHX  ceTedl, axKT  pasrpaHHyYeHHs
9KCIIyaTallUOHHON OTBETCTBEHHOCTH CTOPOH, aKT 00 OCYIECTBJICHHMH TEXHOJIOTHYECKOTO
NPUCOEIMHEHUS M aKT COTJIaCOBAHUS TEXHOJIOTHYECKOH U (WJIK) aBapuitHOH OpOHM);

6) BOCCTaHOBJICHHE paHee BBIJAHHBIX JOKYMEHTOB O TeXHOJIOTHYECKOM
NpUCOEIUHEHUH OO0 BbIJa4y HOBBIX JIOKYMEHTOB O TEXHOJOTHYECKOM MPHCOEIUHEHHH
NPY HEBO3MOXKHOCTH BOCCTaHOBJICHHS paHee BhIJaHHBIX TEXHUYECKUX YCIIOBHUH;

B) YCTaHOBKY, 3aM€HY M (UJIH) 3KCITyaTaluio NIpHOOpoB yUeTa.

6. Ob6cnyxuBanve mnoTpeduteneil B paMkax OKasaHMs YCIyr 1O Tepejiave
3JIEKTPHYECKON 3HEPrHU OCYILIECTBJSIETCSI HAa OCHOBaHMM oOpalleHHs NOTpeOuTeNnst B
CETEBYIO OpraHM3alMlo, €ClNd 3aKoHojAaTeNbCcTBOM Poccuiickoit denepauuu He
NPeSyCMOTPEHO OCYLIECTBIICHHE Mpollecca 10 HHULMATUBE IPYTHX JIMIL.

7. Ilpu obcnyxxuBanuu norpedurtenei (0CymweCTBIEHNH OTJENIBHBIX IIPOIECCOB)
ceTeBas oOpraHusauus He JOJDKHa TpeboBaTh OT mMOTpeOUTENs NpPeNOCTaBleHHS
JIOKYMEHTOB, 4 TaK)X€ OCYIECTBJIEHUs MOTpeOuTeNIeM AEHCTBUM, HE MPEAYCMOTPEHHBIX
3aKOHOAaTeIbCTBOM Poccuiickoi denepauuu.

8. CereBass opraHusanus packpbiBaeT B cooTrBeTcTBUH co CTaHJapTaMu
pPAacKpbITHs UHGOPMAaNUH CYOBEKTaMH OINTOBOIO M PO3HUYHBIX PHIHKOB JJIEKTPUUYECKOH
SHEPruM, yTBEpPXKAeHHbIMU nocTaHoBieHueM [IpaButensctBa Poccuiickoit denepanun ot
21 suBaps 2004 r. Ne 24 (Cobpanue 3akononarenscrBa Poccuiickoit @enepanun, 2004,
No 4, crt. 282; 2005, Ne 7, ct. 560; 2009, Ne 17, ct. 2088; 2010, Ne 33, cr. 4431; 2011,
No 45, cr. 6404; 2012, Ne 4, cr. 505; 2012, Ne 23, ct. 3008; Ne 27, crt. 3602; Ne 31,
cT. 4216; Ne 31, cr. 4226), cnenyromyro HHPOPMALIKIO O NacropTax ycuyr (IpoueccoB):

KpYT 3asiBUTEJEH;

pa3Mep IJIaThl 3a OKa3aHWe ycliyrd (OCyIIECTBJICHHS Ipoliecca) U OCHOBaHHS ee

B3UMAaHHs;
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yCJIOBUS OKa3aHus yciyru (OCyLIECTBIIEHUs Hpoliecca);

pe3yJILTaT OKa3aHUs yCIyrHd (OCYLIECTBIICHUS IIpoliecca);

oOmmit cpok okazaHus yciyru (OCylIeCTBJIEHHS Mpoiiecca);

COCTaB M 3Tallbl OKa3aHHs yClyrd (OCYIIECTBICHHUS Npollecca), BKIIOYAs CBEJEHHUS
0 ColepXaHMM M (WJIHM) yCNOBHUAX OdTana, popMa okazaHusi yciayrH (OCYIlECTBIIEHHS
npoiecca).

IMacnopt ycnyrm (mpouecca) coOCTaBisieTCS B OTHOIIEHHM KaXIOW YCIyru
(npouecca), oxa3piBaeMOH ceTeBOW opranusanueii, Mo pekoMeHayeMoMmy oOpa3ily
COTJIaCHO MpHJIOXKeHHIO Ne 1 k HacTosauM EAMHBIM cTaHiapTaM.

INacnopra ycnyr (NpoleccoB) CeTeBOH OpraHuW3alMd MyOJIMKYIOTCS CETEBOM
opraHusanMefli B COOTBETCTBYIOIlEM pasjiejic Ha OQUIHAILHOM caifTe CceTeBOM
opraHu3aliyi B WH(OpMaLHOHHO-TEIEKOMMYHUKAIIMOHHOM ceTH MHTepHeT (anee — ceThb
HnTepHer), a Takxke pasMemaloTcs Ha WHGOPMAIMOHHBIX CTEHAAaX B oducax ceTeBoii
OpraHu3alluy, NpeJHa3HAYeHHbIX JUIs mpuema motpebuTenedl Mo BOMpOCaM OKa3zaHHUS
yCIyr IO Tiepefaye 3JIeKTPUYECKON SHEpPruH, TEXHOJOTMYEeCKOMY MPUCOENUHEHHIO |
VHBIM BOIPOCAaM, CBS3aHHBIM C JIEATENbHOCTBHIO CETEBOW opraHu3auuu (fainee — oduc
obciy)xuBanus norpedurenei).

9.  Ilpu BHeceHMM M3MEHEHHH B HOPMATHUBHbIE PABOBbIE aKThI, PEryIUPYIOLIME
NOPSIIOK OKa3aHMsl yCJIyr IO Mepejaye 3JIeKTPUYECKOW SHEPruM M TEXHOJOTHYECKOMY
NPUCOENMHEHHIO, TAacHopT YCiayru (npouecca) NMPHBOAMTCSA CETEBOM OpraHu3auued B
COOTBETCTBME YKa3aHHbIM HM3MEHEHUSM B Te4YeHHe JeciaTH pabouux JHeH moche
BCTYIUICHUS B CUJTY YKa3aHHBIX H3MEHEHHMH.

10.  CereBas opranusalnys He peXxe OZHOrO pasa B roJ 00ecieyrBaeT IpoBeJeHHe
OIpPOCOB NOTPeOHTENeH C IHeNbl0 BHISABJICHUS MHEHUS NOTpeOuTeNell O KadyecTse
obcmyxuBanus. Exeromusie oTyersl 00 WTOrax WM3y4eHusi MHEHUs moTpebuTeneil o
KayecTBe 00CyXHMBaHUs MyOIMKYIOTCS Ha OPUIMANBLHOM CaiiTe CEeTeBOM OpraHu3aLyHi B
ceru MurepHer He mo3mHee | MapTra roja, CHEAYIOIIETO 3a TOMOM, B KOTOPOM

IIPOBOJUIIMNCh COOTBETCTBYIOIINE OIIPOCHI.
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I1. Opranusaiusi o4HoOro 00CNyKUBaHUS

11. llonoxenuss HacTosiieid riaBbl 00 OpraHu3alUy EHTPAILHBIX O(QUCOB
obcnyxuBaHusi 1oTpebuTened W opraHuzalud  oOCHYXKMBaHHS B TakuX oducax
paclpoCTPaHsIOTCS HAa TEPPUTOPHAIbHBIE CETEBbIE OPIraHU3aLUH.

12.  O6cnyxuBanue norpebuteneil MOCPEINCTBOM JMYHOT'O KOHTaKTa paboTHHKa
CeTeBOl opraHu3alud ¢ noTpeduresneM (anee — ouHOe 0OCIYXHUBaHUE) OCYIIECTBIIETCA
B oducax o0ciyxuBaHus mnoTpeOuTeNiedl, a TakkKe B Clydyasix, NPEAYCMOTPEHHBIX
3akoHo/aTenbcTBOM Poccuiickoit ®epepaiuui, ¢ BHIE3AOM K NOTpedUTENO paboTHHKa
CEeTeBO# OpraHu3aLuu.

13. Oducsl obcayxuBanus mnoTpedutesied MNOAPA3ACNAIOTCS Ha  HEHTPHI
obcnyxuBaHus norpedbureneit (nanee — LEHTPb! 0OCTy>XHBaHUS TOTpeOUTENEH) U IYHKTHI
oOCny)XMBaHUSI TNOTpebuTenei, opraHu3oBaHHble B 000COOJNEHHBIX MOJApa3JENEeHUAX
ceTeBOl opraHu3anuu (Aanee — NyHKTH 00Ciy)XKUBaHus noTpebuTenel ).

Oducel obcnmyxuBanusi noTpeduTeneidl MOJDKHBI obecrneuynBaTh OpraHU3aLUIO
O4YHOTO 00CHy>XXHBaHUs NOTpeOUTENEH, HCKITFOYAIOIIEero HeoOXoMMOCTh B3aUMOIeHCTBHS
noTpebuTeNs ¢ MHBIMH MOApA3[e/ICHUsIMHA CETeBOH opraHu3aiyuy (IpUHLUII «OAHOTO
OKHay).

14. CereBas opraHu3ainus pasmeniaetT oducol ob6Ciy)xuBaHus norpeburenei Ha
TepputTopusix cyobektoB Poccuiickoit denepauyn, B rpaHuliax KOTOPBIX PacroiOXeHb]
00BEKTBl JJIEKTPOCETEBOI'0 XO3SCTBa CETEBOM opraHu3aluu (fajnee — TeppUTOpMS
9KCIUTyaTalliOHHONW OTBETCTBEHHOCTH ).

15. CeteBas opraHu3auus pa3MeniaeT He MEHee OJIHOTO LIEHTpa 0OCHy>KHBaHUs
norpeduTeneit B MyHHIHUIAIBHBIX 00pa30BaHMSIX YHMCIEHHOCTBIO HACelEeHUs HE MEHee
JIBYXCOT THICSY 4YeJIOBEK M B aJMHHHCTPATUBHBIX IeHTpax cyOwnekToB Poccuiickoi
denepanin B cllydae, €CliH  KOJMYECTBO TMoTpeOuTeNeldl ceTeBOH OpraHu3anuy,
SHEPronpUHUMAIOIIHE YyCTPOHWCTBA KOTOPBIX HENOCPEICTBEHHO NPUCOCAMHEHBI K CETAM
CeTeBOH OpraHm3alii, B TaKHX MYHHIMNAJbHBIX O0pa3OBaHUSAX U aAMHUHHUCTPATUBHBIX
nentpax cyorekToB Poccuiickoit Penepanuu cocTaBiseT HE MeHee NATHAECATH ThICAY

YEJI0OBCK.
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CereBass  opraHuzauuss obecrieuuBaer  OOCHy)XHMBaHHE  HOTpeOUTENIEH ¢

cobmonenueM TpeboBanuii K oOpraHuzauuu oQHUCOB O0OCHYXMUBaHUs MOTpeOUTENeH,
NpPeyCMOTPEHHBIX NpusoxeHueM Ne 2 k HacTosiuM EJMHBIM cTaHapTaMm.

16. CereBas opranuzanus obecrneunBaeT ouHoe 00CIy)KHBaHHE HOTpeduTENEl:

B LIEHTpax oOcnyxuBaHHUs NOTpeOuTENel ceTeBOM OpraHu3allii He MeHee 45 Jacos
B HEJIENIO;

B IIyHKTax oOcinyXuBaHus NOTpedUTENel ceTeBoii opraHu3alii He MeHee 25 yacoB
B HeZleJIo.

17. OunHoe ob6cnyxuBaHue mnoTpeburtenedi B  odpucax  0OCIYKHUBaHUSA
norpebuTene BeleTcs B TOPSAAKE JKUBOW oOuepeld C HCHOJIb30BAHHEM CHCTEMBI
3JIGKTPOHHOTO  YNpaBleHHsl Ouepe/blo (MpU HaJIWYHK TaKOH CHUCTEMBI) W  IIO
NpeaBapUTENbHON 3anucu 1o TenegoHy wWid Ha OoQUUMAaIbHOM caiiTe CeTeBOi
OpraHu3aluu.

18. Ob6cnyxuBanue mnorpebuTeseil JIOKHO OCYLIECTBISTHCS B J0OOM oduce
oOcny)xuBaHusi noTpeOWTeNne  BHE  3aBUCUMOCTH OT MeCTa  pacroJIOXEHUs
SHEProNpHHUMAIOIIMX YCTPOMCTB MOTpebUTENss Ha TEPPUTOPHUH IKCIUTyaTalMOHHOH
OTBETCTBEHHOCTH CETEBOM OpraHU3aliH.

19. CereBass opraHuzalus TPy OCYIIECTBICHUUW OYHOIO OOCITYXKHBaHUS
norpebutesied B oducax obOcinyxuBaHus moTpebuTenell obecneynBaeT coBepilieHHE
JIEHCTBHI 10 NEpEeUHIO coraacHo npuiioxenuio Ne 3 x Hactodiium ENUHBIM cTaHAapTaM.

20. OOuee Bpems OXHAAHUS TOTPeOUTENss B oueped M OOCITYXUBaHHA
norpebutens paboTHukoM oguca obCnyuBaHUs NOTpedUTENEH NOMMKHO COCTABISATH HeE
6onee 30 muHyT. PaboTHuku oduca obcnmyxuBaHus noTpebutenelt ob6s3aHBI HOCHUTD
NMUYHBIE HarpyJiHble HIACHTH()UKAIMOHHBIC KAPTOYKU C YyKazaHWEM HaMMEHOBaHUS
ceTeBOH OpraHu3aliy, NOJDKHOCTH, UMEHH, OTYeCTBa U (aMujK paboTHHKA.

21. PaboTHuMK ceTeBOil oOpraHM3alid, NPUOBIBIIMA K MOTpeOUTEMO Iis
OCYILIECTBIEHHS OYHOI'0 0OCJIy)XHBaHHUs, cOOOIIaeT NMOTPeOUTENO CBOM (HaMHUIIUIO, UM,
OTYECTBO, JIOJDKHOCTb, HANMEHOBAHHUE CETEBOM OpraHM3allH, a TakXXe NMPUYKUHY U LEelb
npu6biTUs. Ilo TpebGoBanuio moTpeduTenss pabOTHUK JIOMDKEH MPENOCTaBUThH CIIy)KeOHoe
yJOCTOBEpEHHE JIHOO WHON NOKYMEHT, MOATBEPXAAIOUMH noJHOMouus paboTHuka. I1pu

oOpauieHuu noTpedbuTens K pabOTHUKY CETeBOH OpraHM3allMM IO BOIpOCaM OKa3aHHsI
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yCIIyr 10 liepejaye dJCKTPUYECKOH SHEPTUH U TEXHOJIOI'HYECKOT'O NPUCOECMHEHHUS, HO HE
CBSA3AHHBIM C TIPUYMHOM M 1eNbl0 TNpUOLITHH, UPHOLIBILMK pabOTHHK coobIaer
NOTPEOUTENIO KOHTAKTHYIO MH(OPMALUIO CETeBOH OpraHu3aliy, pasbsiCHSIET, KyJa U B
KaKOM IIOpsiIKe eMY CIIeAyeT 0OpaTuThCs.

22. Jlata u Bpems Bbie3ja paOOTHHKa CETEBOW OpraHMsallid K NOTpeduTtesio
COrJIaCOBBIBAIOTCA ¢ notpebutenem. IIpu HeoOxomuMocTH nara U BpeMs PUOBITHS MOT'YT
KOPPEKTHPOBATBLCS KaK CETEBOH OpraHu3aluel, Tak U NoTpeOUTeNieM, P 3TOM ceTeBas
OpraHU3aiHus:

a) yBeAOMJISET NOTpeOuTesss O JlaTe M BPEMEHH 3allJIaHHPOBAHHOTO MPHOBITHS
paboTHHKA He I103[Hee YeM 3a S5 pabouux AHeil J0 JaThi INIAHHPYEMOIO NMPUOLITHS, a B
Cllyyae CPOYHBIX BHIE3ZI0OB — HENOCPEJACTBEHHO TEPE]] BHIE3/I0M;

0) B ciiyuae U3MeHEHHs] BpeMEHH cool1maeT 006 3TOM He 1o3/iHee YyeM 3a 2 yaca 0
paHee COrJIaCOBaHHOI'O BpEMEHH NpHOBITHS pabOTHHKA.

B cnyyae HeobxoaumocTH — JIMKBUJIALIMM — TEXHOJOTMYECKHUX  HApYIICHUH,
yrpoxaromux paboTocnocobHOCTH 000pYyNOBaHMs WIH TpeAOTBpalieHus (JIMKBUIALUMH
TMIOCNIEICTBUH) HECYACTHBIX CliyyaeB, NPHOBITHE K NOTPeOMTENI0O pabGOTHHKA CEeTEeBOM

OpraHu3aly MOXET HE COrJIaCOBLIBATbCS.

1. Opranuzanus 3a04HOr0 00CTy>XHUBaHH (C MCIIOJIb30BaHUEM TeJieOHHOH CBSI3U U CETH
WntepHer)

23. CereBas opranuszauus obecrneunBaeT oOchHy)XuUBaHHEe TmoOTpeOUTENEeH C
UCIIOJIb30BaHUEM Tele)OHHOH CBSI3M, IOYTOBOM CBs3U M ceTd VIHTepHeT (nanee — 3a04HOE
obcnyxxuBaHue).

24. CereBas opranusaunus obecrnieynBaeT mnpueM U 00paboTKy TeepOHHBIX
obpaiuenuii norpeburenei o Bonpocam:

a) OCYHIECTBJICHHUS TEXHOJIOTHYECKOTO NMPUCOCIUHEHHUS;

0) oka3aHMs yCiyr 1o nepefade JIEKTPUUECKON SHEPTUH;

B) OpraHM3alli{ y4YeTa dJIEKTPHIECKOH SHEPTHUH;

I) opraHusauuu oOCIy)XHBaHUs TIOTpeOUTENel, NpeJoCTaBieHHs! KOHTaKTHOH

nHdopMalun oHUCOB 00CTyXKHBAHUS TIOTpeOUTENEH, 3allkMCH Ha OYHBIMA [IPUEM, a TaKXe
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TN10JIb30BaHHMs MHTEPAaKTHBHBIMU CEpBUCaMHU OQHIHANLHOIO caiiTa ceTeBOi OpraHu3aluy B
cetu UHTEpHET;

JI) HECOOTBETCTBUS KaueCTBa JIEKTPHUUECKON IHEPTUH TCXHUUECKUM perjlaMeHTaM 1
MHBIM 00s13aTeNIbHBIM TPEOOBAHHSAM;

€) TMepepblBOB B Mepefauye dJeKTPUUYECKOH OSHEPruH, NpeKpalleHusl WM
OrpaHHYCHHMS peXUMa Tepeiaun dJIeKTPUIECKON SHEPTUH.

25.  Jlna 3aouyHoro oOcCHyXuBaHHU TNOTpeOUTeNneld ceTeBas OpraHU3alUs
obecneyrBaeT BO3MOXXHOCTD BHITIONIHEHHSI IEHCTBU 110 NIEPEYHIO COINIACHO MPHIIOKEHHIO
Ne 4 x HacTosiiuM EnuHBIM cTaHapTaMm.

26. 3aouHoe oOcnyxuBaHue NOTpeduTeNnedl ¢ HCNoab30BaHUEM TeJie(OHHOM
CBS3U 110 BONPOCAM, YKa3aHHBIM B MOAIYHKTAX «a» — «r» IyHKTa 24 HacToAMX EAMHBIX
CTaHAapTOB, CETEBAsi OpraHMu3allis OCYLIECTBISAET Yyepe3 LEeHTPhl 00paboTKu TenedOHHbIX
BbI30BOB B pabouee BpeMs o¢pucoB oOcmyxuBaHus mnotTpeduteneii. Homepa ieHTpoB
06paboTku TenedOHHBIX BBI30BOB CETEBOH OpraHM3allMM 10 YKa3aHHBIM BOIIPOCaM
pa3MelaloTcss Ha O(QUHHANBLHOM caliTe ceTeBOi opraHu3aluud B ceTH MHTepHeT M B
oducax oOciny)KuBaHHS TOTPeOUTEIEH.

27. O6cnyxuBanue notrpeOuTeNeil Mo BolpocaM, yKa3aHHBIM B MOANYHKTAX «JI»
M «e» MyHKTa 24 HacTosmuX ENVHBIX CTaHIApTOB, OCYILECTBJIIETCS B peXuMe ropsyei
JUHUM ([ajnee — ropsiyas JIMHUS 110 BONPOCaM 3JIeKTPOCHA0XKEHHS ) KPYTrJIOCYTOYHO.

TenedouHsli HOMEp ropsiyell JTUHMM 110 BOMPOCAM 3JIEKTPOCHAOKEHHs SIBIISETCS
eIHHbIM M OecraTHBIM Ui MOTpeOMTENed Ha TEPPUTOPHM OKCIUIyaTallMOHHOM
OTBETCTBEHHOCTH CETeBO# opraHusauuud. He nomyckaeTcsi MCHOJIb30BaHHE B KauecTBe
Tene()OHHOr0 HOoMepa ropsiueil JIMHUM 10 BOIPOCaM 3JIEKTPOCHAOXKEHHs Tesie(pOHHBIX
HOMEpPOB OIlIEpaTHBHOIO IiepCcoHala CETEBOW OpraHu3aluu.

TenedoHHbIE HOMep ropsiueil JIMHUK 110 BONPOCAM BJIEKTPOCHAOXEHHS CETeBOi
OpraHu3aluy AOBOJAUTCS IO NOTpeOuTesnel, sHepronpuHUMalollie yCTpoicTBa KOTOPBIX
HENOCPEJCTBEHHO NpHUCOEeMHEHbl K OOBEKTaM 3JICKTPOCETEBOrO XO3SAHCTBA CETEBOH
OpraHu3allid, B TOM YHCJIe MYTEM €ro BKJIOYEHHS B JOTOBOPHI 3HEpProcHabXeHus,
pasMelIeHUs Ha odUlabHOM caiiTe ceTeBoit opranuzauuu B cetd HrepHeT U B oducax

00cCIy)XHBaHUs NOTpedbuTENEi.
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28. CereBasi opraHusanusi IIpd OCYIIECTBICHHH 3304YHOIO OOCIy)XHBaHHA
notpebuTeneil ¢ MCHOJb30BaHUEM TeJie(OHHOI CBSA3H obecrnicunBaet:

Hanuyue 6ecrnaTHbIX Teje()OHHBIX KaHAJIOB CBI3H MEXy CETEeBOH opraHusaiuei u
noTpebuTENsIMY;

npueM MW o00paboTKy BceX BXOMAAIIMX TeJIe(OHHBIX BBI3OBOB INOTpeOHTENEH B
CeTeBYIO opraHuzaiuio. Bpems oxxunanusi norpebureneM oTsera 1o TeaepoHy CEeTeBOMH
OpraHuzailidi ¢ MOMEHTa coeluHeHus (B ciiydae oOcCiyXuBaHUs mnoTpeduTeneit c
UCHOJIb30BaHUEM CHUCTEMbl UHTEPAKTUBHOI'O T'OJIOCOBOTO MEHIO — C MOMEHTa Bbibopa
noTpeduTesIeM KaTeropuu «COeNUHEHHS ¢ pabOTHUKOM OpraHu3aluu» B CHCTEME
MHTEPAaKTUBHOIO TOJIOCOBOrO MeHIO0) [0 MOMEHTa oTBera paboOTHUKa CeTeBOH
OpraHu3alud He JOJDKHO MpeBblllaTh S MUHYT. Bpems 06paboTku BbIzoBa (TenedhoHHOro
pasroBopa notpedbuTresisi ¢ pabOTHUKOM) HE JOJDKHO MPEBBILIATh 5 MUHYT;

OCYLIECTBIIEHHE HCXOASIIMX TeJIePOHHBIX BbI30BOB Il MH(OPMHUpPOBaHUSA
notpebuTenel u MpeaocTaBieHus WHdopmanuu no obdpamieHusM norpedburenci;

BeJICHHE ay[AHO03aliCh BCEX BXOISHIMX M MCXOMSIUUX pa3srOBOPOB C MOTpeduTeseM,
0 ueM mnoTpebHTENL yBENOMJSETCS B Hauale pasropopa ¢ pabOTHMKOM CETEBOMH
OpraHu3alii;

JOCTYNHOCTb ¥ HaZIeXXHOCTh paboThl TeJie)OHHBIX KaHAJIOB CBSI3H;

PErucTpanyio BXOASUIMX U MCXOMALIUX BbI30BOB COIJIACHO MYHKTY 42 HACTOSIIMX
Enunsix cTannapTos.

29. CereBas opraHu3aius OCyUIeCTBIISIET 3a04HOE OOCHyXXUBaHHe NoTpeduTenei
C HCINOJIb30BaHHEM CBoero oduuuanbHOro caiita B cetw MHTepHer, comepxaliero
uH(}OpMaIHIO O JeATEIbHOCTH CETEBOM Opranu3aium (fanee — oQUIHATBLHBINA CalT).

30. B cnyyae Bo3HHUKHOBeHHs TniepeboeB B paborte oduuuanbHOro caiira,
BJIEKYIIIMX HEBO3MOXXHOCTH JIOCTyNa K cojepikaiieiics Ha HeM wHdopmauuu (cepBucam),
ceTeBasi OpraHMsanMss B Te4YeHME 2 4YacOoB € MOMEHTa BO30OHOBJIEHUS JOCTyna K
obHLHaNnbHOMY CcalTy, pa3MellaeT Ha HeM WH(POPMALHKIO O NPUYHMHE, AaTe U BPEMEHH
NpeKpalieHusl JOCTyna, a Tak)Xe O JaTe M BpPeMeHH BO30OHOBJIEHHS JOCTyla K
ounuanbHOMY caiTy.

IoTpeOurtenu ROMKHBI MMETh BO3MOXHOCTH O3HAKOMJICHHS C HH(poOpMalluel,

pa3me1ueHH01‘/'1 Ha O(lelHaﬂbHOM Cal‘;ITe, C HUCHOJIB30BAHHEM PpPaClpoOCTPpaHCHHbIX BeO-
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obo3pepareneil. [lpy 5TOM He JoJDKHA HpPENyCMaTpUBATbLCS YCTAaHOBKA HA KOMIIBIOTEPHI
notpeduTeNeil creuMasbHO  CO3/[@aHHBIX JUIi  NpocMOTpa odUIMaNbHBIX CcalToB
IIPOrPaMMHBIX U TEXHOJIOTHYECKUX CPEJICTB.

CyMmMapHas JUIMTeNbHOCTh NEPEephIBOB B pabore oduiipansHOro caifTa He JIOJDKHA
NpeBbIIATh 4 YacoB B MeCHIIL.

31. Hudopmanus, pazMeriaemas Ha OopULHAIBHOM caiTe, 10JDKHA OBITH!

JOCTyNHA I aBTOMaTH4YecKoi 00paboTkKH;

KpPYTJIOCYTOUHO JIOCTYIHa moTpeburensM Oe3 HCIONb30BaHUS MPOTrPaMMHOIO
obecrieyeHus, ycTaHOBKa KOTOPOrO Ha TEXHUYECKHe cpeJicTBa moTpebutensi TpeOyer
3aK/IIOUEHUS]  JIMUEH3MOHHOTO HMJIK  HMHOrO  COrJIallieHHs C  [paBoobrajaresieM
NporpaMMHOro obecnedeHus, npejlycCMaTpUBAalOIIEro B3MMaHue ¢ MOTpeOUTeNs MaThl;

JloCTyITHa 6e3 B3UMaHHUs TJIaThl.

32. Haswranus oduuuansHOro caifta AODKHA COOTBETCTBOBATH CJIENYIOLIUM
TpeOOBaHUAM:

BCsSl pa3MelleHHas Ha ouuuaibHOM caite MHpopManus A0MKHA ObITh HOCTYIHA
NoTpeOUTENSIM MNyTeM TOCHEOBAaTENLHOrO NepexoJa IO THIEpCChUIKaM HauyMHas ¢
IJIaBHOHM cTpaHullbl opuumansHoro caiita. KojvuecTBo Takux NepexoAoB 110 KpaTJaiiiei
NOCJIeIOBATEIbHOCTH AOIDKHO ObITh HE Ooree NsATH;

NOTpeOUTENIO [IOJDKHA NPEeNOCTaBIAThCA HarjisiHas HHGOpMalLus O CTPYKType
opunmansHOro caiiTa M O MECTOHAXOXIEHHH OTOOpakaeMOM CTpaHMIBI B 3TOH
CTPYKTYpE,

Ha KaXJI0# cTpaHulle o(uLUUaIBLHOrO caiTa NOJDKHBI ObITh pa3sMelleHbl: TJaBHOE
MEHIO, CChUIKa Ha IJIaBHYIO CTpaHHIly, CCbUIKa Ha KapTy OpUIManbHOro CanTa;

3aroJIOBKM Y TMOANMCH Ha CTPaHHLAX JIOJDKHBI OMNMCHLIBAThL  COJEPIKaHHE
(Ha3HayeHHEe) TaKOW CTpaHWIbl, HAMMEHOBaHWE TEKYyILero pasjiena M OTOoOpaxaeMoro
JIOKYMEHTA;

HaUMEHOBaHHE CTPaHHIIbI, ONMKCHIBAOIEE €€ cojiepxuaHue (Ha3HaueHHe), JOJDKHO
oToOpaXxxaThbCsl B 3arojioBke OkHa Be0-0003peBaTels;

TEKCTOBBIA ajipec B cetd MuTepHeT (yHUMBepcalbHBIH ykasarenb pecypca, URL)

KaX/10#i CTpaHHUIIbI JOIDKEH 0ToOpaXkaTh ee 110JI0KEHHE B JIOTHUECKOH CTPYKType caiTa u
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COOTBETCTBOBATH €€ COZAEPXKaHUI0 (HA3HAYEHUIO), a TAKXKE B TEKCTOBOM ajipece JIOJDKHbBI
OBITh HCTIOJIb30BaHbl CTaHIAPTHBIE 1IpaByJla TPAHCIUTEPALHH;

Ha TJIaBHOH CTpaHulle O(QUIMANBHOIO caita M B OTIEILHOM paszjiene (pajgee —
JMYHBIA KabMHET noTpebuTeNs) pa3MellaeTcs HOMEp ropsded JMHMM 110 BONpOCaM
JIEKTPOCHAOKEHHS, THIepcCchUlKa Ha HWHGOpMaMIo, NPEeNyCMOTPEHHYIO ab3aiem
OJIMHHAJILIATHIM U JIBEHALATHIM IyHKTa 33 HacrosmuX EQuHBIX CTaHAapTOB, a TakXe
CChUIKH-0aHHEPH! Ha HH(POPMAIHOHHbIE HHTEPAKTHBHBIE CEPBHCHI CETEBOH OpraHU3aIUH.

33. B uensax obecrnedeHus onepaTMBHOrO AOCTyNa norpebutened k uHdopMauuu
00 OKa3biBaEMBIX ycCjiyrax U OOCIY>XMBAaHUHM CETEBOH OpraHM3aly¥ B TJIABHOM MEHIO
ouiMaNbHOTO caliTa ceTeBOW opraHu3aluu BbiiensieTcs pasnen «lloTpedbutensm». B
yKa3aHHOM pa3zjene pas3Meniaercs HHGpOpMallus B COOTBETCTBUHM CO CTaHAApTaMH
packpbiTis UHGOpPMaIMK CyObEKTaMU ONTOBOTO W PO3HUYHBIX PHLIHKOB 3JIEKTPHYECKOU
3HEPTUH, a TAKXKE CJICLYIOLINE CBECHUA:

NOYTOBBIM afpec ceTeBOW opraHu3auuu, ajapeca u rpaduk paboTsl oducos
obcnyxuBaHusi Morpebutesieli, HoMmepa TeneOHOB, MO KOTOPHIM OCYLIECTBISETCS
obcnyxxuBaHue norpedureneit, aapec opuLKanbHOro caifTa cCeTeBOH OpraHu3alvH;

MOpPS/ZIOK TMOJayl W PacCMOTpeHHs oOpalleHud noTpebutenel, cozepxalmx
xajoby Ha JelcTBHS CeTeBOM OpraHu3alyi, C YKa3aHHEM CPOKOB pPacCMOTPEHHUs
oOpalleHui ¥ IpenoCTaBleHUs OTBETA;

NOPSIIOK M CPOKH 3aKJIIOYEHMs] JIoroBopa o0 oOKka3aHMM YCIyr 1o Iiepejaye
DJIEKTPUYECKOH  DHEpPruu, TPeAyCMOTPEHHbIE  3aKOHOAATENbCTBOM  Poccuiickon
Ddenepauny;

MOPSAOK MOAAYH 3aBKH Ha TEXHOJIOTMYECKOE MPUCOEANHEHHUE, OCHOBHBIE JTalbl €€
pacCMOTpPEHUS] U WX CpPOKH, CBEACHHUS, KOTOPBIE HOJDKHB!I COAEPXKATHCSI B 3asBKE Ha
TEXHOJIOTHYECKOE NMpUCOEHHEHHEe, U TPeOOBaHUS K MPHJIAraéMbiM K HeH JNOKYMEHTaM,
(opMBI 3aBOK JUIsI 3aIIOJTHEHU S TOTpeOUTENEM;

NOPSANOK BBITIOJIHEHU S TEXHOJIOTUYECKOro PUCOEAUHEHUS, JTarbl
TEXHOJIOTHYECKOTO NNPUCOEAUHEHUS U UX CPOKH,;

MOPSZIOK pacueTa IUIAThl 32 TEXHOJIOTHYECKOE IIPUCOEAMHEHHME JUIsi BCEX TIPYII
norpebuTeneil, KoMK pelleHUi opraHa UCIIONHUTENLHON BlacTH cyOobekTa Poccuiickoi

Qenepauy B 00JacTH  TOCYAApPCTBEHHOrO peryiupoBaHust ueH (tapudos) 06
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YCTAHOBJIEHMM  [JlaThl 338  TEXHOJOFHYECKOE  NPHUCOEJMHEHUE B  OTHOIIEHHU
TEPPHUTOPUATIBHBIX CETEBBIX OpraHU3aliii, a TaK)Ke KOIUs pelueHus (eiepajibHOTro opraHa
MCIOJIHUTENBHOM BJIACTH B 00J1aCTH rOCYapCTBEHHOT'O perysinpoBaHus 1ieH (Tapudos) 110
YCTaHOBJICHHIO ILIATHI 33 TEXHOJIOTHYECKOE NPUCOEANHEHUE B OTHOILIEHHH OpraHU3aluU
N0 YNPaBICHUIO €JUHON HalMOHaJIbHOH (0OIEpOCCUICKOM) DJIEKTPUYECKOH CEThIO,
NOPANOK OIUIATHI 110 J{OTOBOPY 00 OCYHIECTBIEHHH TEXHOJIOTHUYECKOTO MPUCOCIUHEHHS K
3NIEKTPHUYECKUM  CETSIM, OCOOCHHOCTH BHECEHHs IUIaThl OTJAENbHBIMH TIpyNIaMu
notpedurenelt, nperycMoTpeHHbIe 3aKOHOAATeIbCTBOM Poccuiickoii ®eneparuu;

MOPSAJOK pacyeTa IJIaThl 3a OKa3aHWe YCIYr IO Iepejaye 3JIEKTPUUECKON DHEpruu
IUIs BCeX TIpynn nortpebuteneil, KONUWM pELIEHHH opraHa HCMOJIHUTENBHOH BIAacTH
cyowrexta Poccuiickoit denepaunu B 061aCTH rocylapCTBEHHOI'0 pPeryiMpoBaHUs 1lieH
(TapudoB) 06 ycraHoBiieHUU Tapu(OB HA YCIYTHU MO Nepeaye dJEKTPUIECKOH SHEPruu B
OTHOILEHHUH TEPPUTOPUANIBHLIX CETEBLIX OpraHM3alyi, a TakXe KONWU pelleHUH
(penepanbHOro opraHa HCHOJHMUTENbHOH BiacTM B 001acTH  TrocyAapCTBEHHOTO
perynupoBaHus LeH (Tapu@oB) o6 ycTaHOBIEHMHM Tapu(oB Ha yclyru 1o nepenaue
3JIEKTPUYECKOM DJHEpPruM B OTHOILIEHUM OpraHM3alMyd [0 YNPAaBICHHUIO EIUHOH
HalMOHaNbHOU (001EepOCCUHCKOI ) NIEKTPHUECKOH CEThIO, MOPSIOK OMIaThl IO JOTOBOPY
00 OKazaHKH YCINYT IO nepejiade NEKTPHUUECKOH SHEPIUH;

NOPSJIOK OCYILECTBJIEHHSI KOMMEPYECKOI0 yYeTa CETEBbIMH OpPraHU3alusiMi, B TOM
yucne TpeOOBaHHS K MeECTaM YCTaHOBKM MpPHOOPOB YydeTa, CXEMbl MOJKIIOYEHHS H
METPOJIOTUYECKHUE XapaKTEepPUCTHKH MpHOOpOB ydera Oe3 yka3zaHusi TOBAapHBIX 3HAKOB,
3HAaKOB oOcnyxuBaHus, (PUPMEHHBIX HAMMEHOBAaHWH, NATEHTOB, IOJIE3HbIX MOJEIEH,
NPOMBIIUIEHHBIX 00pa3lioB, HAWMEHOBAHUI MECT MPOMCXOXJEHUs NMpUOOPOB yyeTa HIH
HaVMEHOBaHUH MpousBoauTeENeH MpuOOpPOB yyeTa;

HakMEHOBaHWE MPUOOPOB YyueTa, YCTAaHOBKY KOTOPBIX OCYLIECTBISET CeTeBas
OpraHu3alus, UX CTOMMOCTb U CTOUMOCTb PaboT IO UX YCTaHOBKE;

NPUYUMHBl U CPOKM MJIQHOBBIX NEPEPHIBOB B Iepeflauye dJEKTPUYECKON SHEpruu,
NPEKpaIlieHHs] UM OrpaHuyeHUs] peXXuMa Nepeiady dJNeKTPUYECKON SJHEPTHH, B TOM YKCJIE
npejfBapuTenbHas UMHGOpMAIMS O CPOKAaX OrpPaHHUYEHHS pEXHMa IOTpeOJICHHUs

3JIEKTPHUECKON dHEepruu (MOLIHOCTH) NoTpeduTesnel B CBSA3M C NPOBEJECHHUEM PEMOHTHBIX
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paboT Ha 0OBEKTaX 3JIEKTPOCETEBOro XO3fMHCTBA CETEBOH OpraHW3allid, BKJIIOYEHHBIX B
rofoBOH (MecsuyHblN) rpadMK peMOHTa;

pacueTHbie JlaTa ¥ BpeMsi BOCCTAHOBJIEHUS DJICKTPOCHAOXEHHUs B ClIyyae BBEJICHHS
BHEIUIAHOBOTO OI'PaHUYCHHUS PEXUMa NIOTPEOIEHHS NEKTPUYECKOM SHEPTHH (MOIHOCTH ),

4acTo 3aflaBaeMble BOIPOCH], BO3HHKAIOLIYE Y NOTpeduTeNel, U 0OTBETH Ha HHX;

aKTyaJlbHble U3MEHEHHsI 3aKOHozaTeNbcTBa Pocculickoit Menepaniud B OTHOIIEHHH
Ipollelyp OKa3aHUs yCIyr CETEBBIMH OpraHU3aIHsIMH;

YTBEPXKACHHBIE I'padMKU aBapHHHOTO OrpaHUYECHHS,

nacrnopTa yciyr (IpoLeccoB) CETeBOH OpraHU3alkH;

nopsnok paboTel B JHYHOM KabuHeTe mnoTpeOuTess, BKIOYas TIOJNyYeHHE
NEepBOHAYANBHOTO JIOCTYNa K JIMYHOMY KaOWHEeTy, perucTpanvid W aBTOPHU3ALHI0
noTpeduTensi.

34. HWndopmanus, ykasaHHas B ab3alle OJAMHHAALIATOM MYyHKTa 33 HacTOSIUX
EnuHpIX cTaHIapToB, MOJUIEXHT OMyOJMKOBaHUIO HE IO3/iHEe 4eM 3a 7 JHEH o JaThl
TUTAHOBBIX NEPEPHIBOB Mepe/iaud 3JIeKTPHIECKOH SHEPrHM.

35. MHWuoopmauus, ykasaHHas B ab3aue TpuHaAAUATOM NyHKTa 33 HaCTOSILMX
EnvHBIX CTaHIApTOB, MOMJIEXKHUT ONMyOJMKOBAHHIO HE pEeXe ONHOI0 paza B KBapTal Ha
OCHOBE aHaJIu3a MOCTYMUBILKWX 00pallleHHH B CETEBYIO OPraHU3alHIo.

36. CereBas opraHuzauusi obecrieuuBaeT, B TOM YHCJIE C HCIIOJIb30BaHUEM
JMYHOTO KabuHeTa noTpebuTeisl, TEXHUYECKYIO0 BOBMOXHOCTD!

a) HalpaBJIeHHS MoTpeOuTeNieM oOpallleHHil, B TOM YuCJe COAEepX alluX XKanodbl U
3asBKUM (3asiBJIEHHUS]) HA OKazaHWe ycJyr (MpoIecCOoB), COTJacHO MNpHIIoXKeHHIo Ne 5 k
HacToAmM ENHMHBIM cTanAapTaM B popMe 3JIEKTPOHHOrO JIOKyMEHTA MyTEM 3allOJIHEHHS
sKkpaHHbIX (popM Beb-uHTEep(elica opuaIbHOrO caita ¢ 06s13aTeNnbHON IS 3aTI0JIHEHUS
KOHTaKTHOW HWHpopManuei W MNpPeANnOYTHTENBHEIM criocoboM moyyyeHuss oTBeTa. B
sKpaHHbIX (popmax BeO-uHTEpdeiica opunuanbHoOro caifita obecrieunBaeTcss BO3MOXKHOCTb
NpUKpPEIUIATh (aiiibl ¢ MaTepuanaMd no obOpamenuto. [Ipu HampaBineHuu oOpaleHus
yepe3 yKa3aHHBIH HHTepdeiic moTpeduTeNb A0DKEH ObITh YBEAOMIIEH O MJIAHOBBIX CPOKaX

pPacCMOTPEHHUsI OOpaIEHHsI C YKa3aHUEM PeruCTpalliOHHOI0 HoMepa oOpalLeHust;
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©) 3anoJiHEHHUsl MOCPEJICTBOM dKpaHHO#K (opMbl BeO-uHTepdelica oduIHaILHOrO
calTa aHKeThl 1HOTpeduTelIs JUls ONpoca C LENbIO OLECHKH KayecTBa OKa3blBaeMbIX YCIIyT
CETeBOH OpraHM3alMy ¥ 00CIyKUBaHUs OTPEOUTEIS;

B) NOJIyYeHUs HOTpeOuTeNeM CBENEHMH O cTaryce pacCMOTpeHHs OoOpalleHus,
HaNpaBJIEHHOI'O B CETEBYIO OPraHU3alIHIO;

) BBOJA NOTpeOUTENEeM TEKYIMX MOKasaHHi NpUOOPOB ydeTa INEKTPHYECKOH
SHEPruu;

J) HalpaBlicHHs TOTpeOMTENeM YBEIOMJIEHHS B CETEBYIO OpraHM3alHio 06
HCTIOJIHEHUH UM MEPOIIPUSITUH, TPEyCMOTPEHHBIX TEXHUYECKUMHU YCIIOBHSIMH;

€) NpeAoCTaBIeHUs MOTPEOUTEISIM:

CBEJIEHHH O CTaTyce pacCMOTPEHUs 3asBKH (3asiBJIEHHA) NOTPeOUTENS HA OKa3aHHe
yCJIyr, IIOJJaHHOH B CETEBYIO OpraHM3al|lo, C YKa3aHWeM JaThl NOCTYIIEHUS 3asBKH U €€
PErMCTPallMOHHOrO HOMEpa, AaThl HAINpaBJICHUS 3asgBUTENIIO TOAMMCAHHOI'O CETEBOM
opraHu3anyeii noropopa o6 oOxa3aHUH YCIYIH;

CBEICHUH O cTaTyce WCIOJIHEHHsI [IOFOBOpa OKa3aHMWS YCIYrH C YKa3aHHEM
IUIAHOBBIX CPOKOB MCIIOJIHEHMS, 3a UCKJIOYEHHEM JOrOBOPOB Ha OKa3aHHe YCIYrd Mo
nepenavye djeKTpudyeckodl sHepruu. CBeieHHus 1O JoroBopaM o0 OCYIIECTBJICHHH
TEXHOJIOTMYECKOr0 NPUCOEAMHEHUS JOJDKHBI BKIIHOYATh HH(OPMAIIUIO O AaTe 3aKIIOUEeHUs
JOrOBOPa, XOJi€ BBINOJIHEHMS CETEeBOM opraHu3aluell TEeXHUYECKHUX  YCIIOBHH,
(GaKTHYECKOM INpPUCOENHWHEHHWH, COCTABJICHHH M  TOJANUCAHWM JIOKYMEHTOB O
TEXHOJIOTHYECKOM MPUCOCIMHEHHH

CYETOB Ha OIUIaTy yCJYT M0 TEXHOJOTHYECKOMY IIPUCOENMHEHHIO;

CBEJIEHUH O NOKa3aHUAX MPHOOPOB yueTa N0 TOUKAM yueTa JIeKTPUUYECKOH SHEepTruu
NOTpeOUTENsI ¥ CTATUCTHKE MOTPeONieHUs 3JIeKTPUYECKOH SHEprud Ha MOMEHT
MOCNEJHETO CHSATHS CETeBOM OpraHu3anueil Takux MOKa3aHW WM BBENEHUs TOKa3aHHUi
npubopa yuera norpeduresieM caMOCTOSTENBHO;

CBEICHHH O cTaryce pacCMOTpeHHsi oOpallleHHsl, HAalpaBJIEHHOTO B CETEBYIO
OpraHu3alyIoO B dJIEKTPOHHO opMe.

37. [Jocrtyn k nudHOMY KaOWHETy HOTpeOuTeNs OCyUIecTBiseTcs IMocje BBOJA

NoTpedUTENEM CBOMX UICHTU(DUKANMOHHBIX JIaHHBIX: KMEHH (JIOTHHA) M Tapojs ¥ (HiH)
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10 pEerucTpallMOHHOMY HOMEpY 3asBKM Ha OKa3zaHMe YCJIyr (OTHENIbHBIX IpoLeiyp) H
NapoJiio, KOTOPBIE€ BBIIAIOTCS MOTPEOUTEIO:

a) Mpy OYHOM OOpAIlIEHHH B CETEBYIO OPraHU3alMIo;

0) o NUChbMEHHOMY 3alpocy NoTpeduTens;

B) TMocie 3anojiHeHus mnorpebuteneM skpaHHON QopMmbl  Beb-uHTEpdEiica
ouHansHOro caiiTa CeTeBOi opraHu3aluy perucTpauuy.

38. Pasmen «llorpebutensm» ocdunmanbHOro caiita CceTeBOH OpraHM3aliM
pexoMeHziyeTcs pa3pabaThiBaTh B COOTBETCTBUM C NpuiiokeHHeM Ne 6 K HacCTOSAIIMM

E}lI/I HBIM CTaHJapTaM.

IV. Ilpuem u paccMoTtpenue obOpauienuit norpedurenei

39. Tlotpeburensm obecneunBaercs paccMOTpeHuE obpaieHui B
YCTaHOBJIEHHBIE CPOKH.

40. CereBas opraHuzaiMsi NpH pacCMOTpeHuM oOpamieHuil mnorpeburenei
obecreunBaeT NpUEM M PETHCTpAIMIO MOCTYNHUBLIETO B aJpec CETEBOM OpraHM3alyu
obpaiienusi mnorpedutenss (B NHCHMEHHOH, JJIEKTPOHHOH, YCTHOH d¢opme, C
ucnojiib3oBanueM TejedoHHoM cBszu). Ilpu peructpauuu oOpaineHus ¢Gukcupyercs
KOHTaKkTHass WH(pOpMalus noTpeOuTeNs, JaTa NOCTyIUIeHHUs] oOpallleHuss M BXOJAILUH
perucTpan¥oHHbIH HoMep obpaleHusl.

4]1. CereBas opraHu3allds HampaBJsieT IIOTPEOUTENIO OTBET 110 CYIIECTBY Ha €ro
obpailieHre B CIEAYIOLIE CPOKH:

a) OTBET Ha NUCbMEHHOe oOpallleHHe NOTpebuTesis Ha OyMa>KHOM HOCHTENE -
B Teyenue 30 aHeH co AHS perucrpaiud oOpailieHUs] ceTeBOH OpraHu3alMeH, B ciydae
eCJIM HHOE He MPeqyCMOTpeHo 3aKkoHoaaTenscTBoM Poccuiickoit denepannu,

0) oOpaleHue NnOTpeOUTENs, HANPABICHHOE C HUCIOJIb30BaHUEM OQHUIINAIBHOTO
caiita B (hopMe 3JIEKTPOHHOIO JOKYMEHTa, — B CPOKH, YKa3aHHbIE B NPHIIOKeHUH Ne 5 K
HacTosuuM EQuHBIM cTanaapram;

B) OTBET Ha oOOpalleHHe IOTPeOUTENSI C HCIONb30BaHHEM TeJIePOHHOH CBS3M
NIPEIOCTABIISETCS HEMOCPEACTBEHHO B MOMEHT oOpaiieHus nortpeburens. B ciyuae

HEBO3MOXKHOCTH TMPEJOCTABUTL OTBET B MOMEHT oOpaiieHuss mnotpeburtens paboTHHK
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CETEBOH OpraHM3aliuy 3alMChIBAET KOHTAKTHYI0 HH(OPMAaLIKIO IOTPeOUTENS U HE MO3JIHEee
4 4yacoB ¢ MOMEHTA PErucTpalii 00paleHust IPEJOCTaBsieT OTBET HOTPEOUTEIIO;

r) eciin oOpalleHue NOTPEOUTENS C UCIOB30BaHHEM TeIe()OHHON CBSA3H COUNECPXHUT
KanoOy M (akThl, U3JIOKEHHbIE B TaKoi anobe, TpeOYIOT aHalM3a MATEPHANIOB MO
obpalleHuIo 1oTpeduTeNs, pabOTHUK CeTeBOW OpraHW3alluH, MPUHABLUIMH TeNedOHHbIH
BBI30B, odopmiser xanody B (dopMe 3IIEKTPOHHOrO  JIOKYMEHTa, KOTOpbIH
PETUCTPUPYETCsT B yCTaHOBJIEHHOM mopsiake. Cpok oTBeTa NOTpeOUTENIO MO TaKoi
’Kanobe He oJKeH npepbluate 30 JHel co AHs perucTpalym odpamieHus;

1) OTBET Ha yCTHOe obpaliieHne noTpebutens B opuc obCcnyKuBaHus noTpeduTenei
NPEJOCTABISIETCS HENOCPEACTBEHHO TpH MOCelleHun noTtpebuteneMm oduca. B ciyuae
HEBO3MOXHOCTH  IIPENOCTaBIEHUs oOTBeTa Ha oOpanleHue notpedurens npH
OCYILUECTBJICHMM OYHOro O0OCHy)XHBaHUS NOTpeOWTENsA, a TaKKe eciau oOpallieHue
NOTpeOHTENST CONEPXKUT XKanody W (akThl, U3JIOXKEHHbIE B Takoi xkanobe, TpeOylOT
aHajM3a MaTepHalloB No obpauieHuio notpeduTesis, pabOTHHK CETEeBOH OpraHu3alyu
JOJDKEH TPEUIOKHUTb NMOTPEOMTENO HANpaBUTh B CETEBYIO OPraHU3alMIO MHChbMEHHOE
obpamenue win odpopMuTh oOpalieHue B odpuce OOCIYy)XKMBaHHMS Ha THIOBOM OJaHKe.
Ilocne 3amonnenus u noxnucaHus norpebutesneM OGnanka obpalleHus Takoe oOpalieHue
peructpupyercs. Cpok oTBeTa Ha Takoe oOpallieHHe He NOJDKeH npesbimath 30 nHe# co
JIHS1 pErUCTpaluy oOpallieHusl.

42. B cinyyae eciM H3JI0XEHHble B OOpalleHMM TNOTPeOHMTENsS BOIPOCH HE
OTHOCSATCH K KOMIIETEHLIMM CETE€BOH OpraHu3aluu, pabDOTHHK ceTeBOH opraHu3alud He
nosjaHee 5 pabouux JgHeH co [HS peructpanuu obpaieHuss HHGopMuUpyeT notpedurens o
HEBO3MOXHOCTHU IPEAOCTABIICHUS €My OTBETa M0 CYIIECTBY H3JIOXKEHHBIX B OOpalleHuu
BOIIPOCOB M COOOMHIaeT KOHTAaKTHYI0 HH(OpManuio oOpraHu3anuii, K KOMIIETEHLHH
KOTOPbIX OTHOCSITCS TaKH€ BOTPOCHI.

43. OOpaienue norpeduTens o NMperoCTaBICHUH CHPAaBOYHOW HHQOpMaIUH U
(MnMM) KOHCYNBTALlMM CHYHUTAETCS PACCMOTPEHHBIM, €CIIM TOTPEOUTENI0 HampaBlieH
(mpenocraBieH) OTBET C 3anpamuBaeMoil HHGOpMaIHei.

44. Ob6paienue notpedurens, cojepxailee xanody, CUUTAETCS paCCMOTPEHHBIM

CETEeBOW OpraHu3anue, eciu:
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a) ycTaHOB:.IeHa 0OOCHOBAHHOCTh (HEOOOCHOBAHHOCTDL) 3a4B.ICHHA O HAPYNICHUU
IPaB H.IM OXPAHAEMbIX 3aKOHOM HHTEPECOB MOTPEOUTC I, B TOM HHC:I€ O PE;I0CTaBIEHNH
YC.IyI HEHa1€XKalIero KauecTna;

06) B ciyyae HeOOXOAMMOCTH 0O ODOCHOBaHHBLIM Ka:1o0aM OIpejeileHbl
MEPOINPHUATHSL, HalpaBIeHHbIE Ha BOCCTAHOBIICHHE HApYIIEHHBIX ITpaB W.IM OXPAHSEMBIX
3aKOHOM HMHTEPECOB [TOTPEOUTE S (J1a-1€€ — KOPPEKTUPYIOIIHE MEPBI);

B) Hanpas.1eH (IIpe;l0CTaB:;1eH) OTBET NOTPEOUTETIO 10 0OpalleHUIO:

B CIy4dae IpU3HAHMUA Ka100bl HEOOOCHOBANHOW B OTBETE MPEAOCTABIAIOTCA
apryMCHTUPOBAHHbIC pPa3bsCHEHUS B OTHOUICHMM OTCYTCTBUS OCHOBaHMH L1 ec
Y/10B:IETBOPEHHUS;

B C.Iy4ae Npu3HaHUA Ka:10061 000CHOBAHHON B OTBETE NOTPEOUTE IO YKA3LIBAIOTCS,
Kakye 1paBa W.IM 3aKOHHBIEC HMHTEpechl 110TpeOuTe1s 10, 1eKaT BOCCTAHOBICHHIO U B
Kakom nopsiake. Eciin no xaio6e HeobxoaMMa peaiu3auvs KOPPEKTUPYIOUIMX Mep, B
OlBe L€ HOIPEOM 1E.IH0 YKA3bIBACICS 1LIAHMPYCMbIii CPOK MX ped.iii3aliim.

45. PaccmorpeHue oOpaileHusi He TPOU3BOMTCH (C YBEjlOMIEHHEM 00 3TOM
norpebure1sn) B c.Iyqasax:

a) ec:i obpallleHre COAEPKHUT HELIEH3YPHBIC SO0 OCKOPOUTE IbHbIE BBIPAXKECHNUS;

6) eclM B 0OpaleHUU COAEPKMUTCS BONPOC, HA KOTOpLIA JIAHHOMY NOTPEOHUTE IO
YCIYT yXe ObL1 NpEJOCTaBICH OTBET 110 CYLIECTBY B CBS3M C paHee HalpaBJIEHHBIMH
oOpaleHUsiMM, M [pU 3TOM B 0OpalleHuu HE MPUBOAATCS HOBBIE [OBOABI UM
00CTOSITE.ILCTBA;

B) €C.IM OTBET 10 CYLIECTBY [TOCTABICHHOIO B 0OpallleH!y BOMpoca He MOXKET ObITh
AaH 0e3 pasrialleHUs CBEACHHM, COCTaBISIOIIMX KOMMEPYECKYIO TailHy WM HHYIO
OXpaHsEeMyIO 3aKOHOM TaiilHy.

46. Paccmotpenme  oOpamenuss  (6e3  yBejomiieHuss  norpebuTes)  He
MPOU3BOIMTCS B CIyyasiX, €C.IM TEeKCT MMChbMEHHOro oOpalieHus He TNOJAAaeTcs
NPOYTEHHIO WIM B OOpalicHMH OTCYTCTBYIOT KOHTAKTHBIE JaHHbIE, HEOOXOAMMBIE 14

HAripan. ICHUA OTBCTA.

V. Ocob6eHHOCTH 00C.Ty)KUBaHUS TOTpeOUTE IEH IPH OKa3aHUHN YC.IyT

MO TECXHO.I0r'MYCCKOMY ITPHCOCAHHECHHUIO
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4.3. CereBas opranusanus oOecrneuuBaer NOTpeOUTENsIM — (QU3HYECKUM JHIA

MaKcUMaJlbHasi NIPUCOCAMHEHHAsT MOIHOCTb SHEPIONPUHUMAIOIIUX YCTPOHUCTB KOTOPE
cocrasigeT J1o 15 kBT BKIOUHTENBLHO (C yueTOM paHee NPUCOEHHEHHBIX B JaHHO# TOu
NPUCOEUHEHUS SHEPTONPUHUMAIOIHX YCTPOUCTB), BO3MOXHOCTD:

a) BBICTaBJICHHS CYETa Ha OIJIATY YCJYrd 110 TEXHOJIOTHYECKOMY MPHCOEHUHEHH
cnoco6amu, JONMyCKAOLMMH BO3MOXHOCTh WX YAaJleHHOH nepenaud (moura, ce
HHTepHEeT), 10 XEeNaHuIo noTpeduTens;

0) BHeceHus TMjaThl MO JIOTOBOpPY OO0 OCYLIECTBJIEHHH TEXHOJOTHYECKO

TMIPUCOCIUHEHU S K INCKTPHICCKUM CETAM 0e3 onnaThl KOMHCCHH.



IIpunoxenue Ne |
K EJIMHBIM CTaH/apTaM KayecTBa
00CIIy)KNBaHHsI CETEBBIMU OpraHU3ALUAMU
HoTpebHuTENEH YCIIyr CETEBBIX OpraHU3anuii

NACHOPT YCJYIH (IIPOLIECCA) CETEBOM OPTAHM3AIIUU

HauMEHOBaHME yciyru (mpouecca)

Kpyr 3asButenei': .
Pa3mep natsl 3a peiocTaBieHUE yCIyrH (Ipollecca) U OCHOBaHHE €€ B3UMaHHU:

YcnoBus okazaHus yciyru (mpoiecca)’:
PesynbTat okazanus yciayru (nmpoiecca):
OO61uii cpox okazaHus yciyru (npoiecca):

COCTaB, IOCJICIOBATEIIBHOCTD U CPOKH OKa3aHHUs YCIIYIr'u (HpOHCCC&l)Z

Ne JITan Conpepxanue/ycnoBus ®opma Cpox Ccplika Ha
n/n Tana NPeJOCTABJICHHA | HCMOJIHEHHS | HOPMATHUBHBIF
NpaBoOBOii aKT
1
2

KonTakTHas uHpOpMaLHs 11 HANpaBieHus 06palleHH i :

' VKa3biBaloTes JHIa, KOTOpbie MOTYT HOJNYHMHTb JAHHYIO YCRYTY.

2 Onucanne ycoBuii, IpH KOTOPHIX OKa3alHe YCAyrH (JIPOIECCA) CTAHOBHTCA BOIMOXIBIM (MPCOCTABICHHE BCEX
HCOOXOAUMBIX JIOKYMCHTOB, Ha/luue pU3HUecKoll BOZMOXKHOCTH OKa3aHHs yCayru (fipouecca) u ap.).

? VKasbiBAIOTCA KOHTAKTHBIC JAHHBIC JIHLL, KOTOpbLIE MOI'YT AaTh MCHEPHbIBAIOLLYIO HdopMauuio 06 oka3biBacMOF
yciyre, npuuaTth xainoby ua aeciicrous (OGesneiicrsue) nogpasnenenus (pabornnka) cercBoit opranusallii, 3aHATOrO B
OKa3aHHKH YCJIYI'H, YNOJIHOMOYCHHOI'O OpraHa HCIIOJHHTE/NbION BIACTH, OCYHIECTBISIOUICIO HAA30pHLIC GYHKUHKM 32
NEATCABHOCTLIO CETCBOH OpraHu3aiuy.




INpunoxenue Ne 2
K EnquHbIM cTaHAapTaM KayecTBa
00CTy)KMBaHHS CETEBBIMH OpTaHU3aLUAMHU
notpebuTeNiel ycnyr ceTeBbIX OpraHu3alyi

TpeboBanusa k opranu3zanuu 0pucoB 00CTYKHBAHUA
norpeduTeJieii ceTeBbLIMH OPraHU3aIHAMHU

1. IIpu obopynoBaHUM LIEHTPOB 0O0CIy)XHBaHHA NOTpeOUTeNeil B KIMEHTCKOM
3ajie MPOU3BOAUTCS 30HMPOBaHHE MMOMEIEHNUs, oDecneynBarollee ero pa3ie/ieHie Ha JIBe
30HBI: KJIMEHTCKYIO M 30HY pa3MeHieHHs1 pabOTHUKOB, OCYIIECTBISIOIMX 00CITyKUBaHHE
notpebuTenei.

2. Llentpel ofcnyxuBaHus mnoTpebuUTeNneir cHabxkaroTcs WHGOOPMaLUOHHBIMU
TabNuYKaMH (BBIBECKaMH) C JIOTOTHIIOM CETEBOI OpraHU3aliH:

a) Ha BXOJe B 3[laHUE pa3MellaeTcs BbiBecka ¢ HHQpOpMalueil: HauMeHOBaHHE
CeTEeBOii OpraHu3alMM, NOYTOBBIA aapec, rpaduk pabOThl LIEHTpa OOCHYyXHBaHUS
norpebureneid, anpec OJJIEKTPOHHOHW MOYTH,, TeneoH LeHTpa OOCIYKHBAHHUSA
notpeduteneil ¥ ropsvei JIMHHUU MO BONPOCAM 3IEKTPOCHA0KEHHS CETEBOH OpraHU3alluy;

6) B MOMEIIEHHH — BBIBECKH C 0003HAYEHHEM MeCT OYHOro npuema norpeburenei,
Cl1y>keOHBIX MOMEILICHHH, He NMpeHa3HaYeHHBIX AJI1 OYHOTO MpreMa notpeburenei;

B) B KJIMEHTCKOM 3ajie — BBIBECKH Ha OKHax o0ciyXuBaHUS MOTpedHTeneil okoso
pabounx MecT pabOTHUKOB.

3. B KkiIHeHTCKOM 3alie LieHTpa oOCayXMBaHWsS MOTpeduTenell opraHu3yercs
30Ha OXKUJAHUS s noTpeduTesneii, No3BOMNAIOMas Pa3MECTUTh NOTPeOUTENEN B MMKOBbIE
JHM (vackl) mpueMa. [lmowans 30HBI OXKHMIAHHWS COCTaB/iSeT He MeHee 4 KBaApaTHBIX
METPOB Ha ojAHOro paboTHHKa, oOcnyxuBalollero mnortpedutens (OQHOrO OKHa
obcnyxuBanus). B 30He oxuaaHus obecniedrBaeTCs HaMUHe MeGenn Uisl HCTIOJIb30BaHUsA
NOTPeOUTENIMHU BO BpEMsI OXUJAHUA: HE MEHEEe OJHOIo CHUIAAYEro MECTa Ha OJHOro
paboTHHKaA, 00CTy)XUBaKOILEro MoTpeduTens (0QHOro OkHa oOCIy)XMBaHHUS), HE BKIIOYas
CHAAYHE MECTa HEMOCPEACTBEHHO 1A MpueMa notpeburenei, OTACIBHOIO CTONA H CTyJa

ANA O(bOpMJIeHI/Iﬂ JOKYMEHTOB BO BPEMs OKHAAHUS, KAHUCIIAPCKHUX HpHHaIlHe)KHOCTeﬁ.
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4. 30Ha OXHIAHMS KJIHEHTCKOro 3aja oOcHam@aercs HHGOPMalMOHHBIMU
CTeHAaMU C HeoOXoauMoN s nortpebutens wuHpopmaludeii B COOTBETCTBHHM CO
CranaapTaMud pacKpbITUsS HHGOpMaLUH CyOBEKTaMH ONTOBOTO M PO3HUYHBIX PBHIHKOB
3NEKTPUYECKON 3HEPruM, yTBEP)KACHHBIMH nocTaHoBNeHHeM [IpaBurennctBa Poccuiickoi
®epepauuu ot 21 suBaps 2004 r. Ne 24, a taxoke co cienymolneil HHGopMaIHe:

4.1. rpaduk pabotsl oduca obcnyKUBaHUS MTOTpedHUTENIEIH;

4.2. mo4yTOBBIA ampec M OJNEKTPOHHBIH anpec oduIHAIBLHOrO caiTa CceTeBoi
OpraHu3alliH, afpec 3JEKTPOHHOH MOYTHI, TeiedOHHbIE HOMepa LEHTpa 0OCITyKUBaHUS
notpeburenel U ropsyei JUHUM 110 BOIPOCAM 3JIEKTPOCHA0KEHHUS CETEBOM OpraHU3aLvH,
MO0 KOTOPHIM OCYIHECTBAAETCA 3a04HOEe OOCHy)XHBaHHE MOTpedUTENe, TEeppUTOpHS
o0cnyXKHMBaHHUs CeTeBOi OpraHU3aLuu;

4.3. nopsAAOK MOJAaYd U paccMOTpeHHs oOpauleHHit moTpebOuTeNeil, coaepkalux
KanoObl Ha J[eHCTBHUSA CETEeBOIl OpraHu3allid, C YKa3aHHEM CPOKOB pacCMOTpPEHHs
oOpalieHuii ¥ npeaoCcTaBleHUs OTBETa;

4.4. mOpANOK M CPOKHM 3aKJIOYEHHs J0oroBopa o0 OKa3aHUM YCIyr MO Nepefaye
JNIEKTPUYECKOH  3HEprHHM, MpeAyCMOTpEHHblE  3aKoHoJaTenbcTBOM  Poccuiickoit
Qenepauny;

4.5. NopsAAOK MoJa4yd 3asiBKM Ha TEXHOJOTMYECKOe MNPUCOENUHEHHE, OCHOBHBIE
3Tanbl U CPOKH €€ PAaCCMOTPEHHUs, CBEIEHHs, KOTOpbIE JOMKHBI COAEPXKAThCA B 3asBKeE,
TpeOOBaHUS K NpUIaraéMbIM K HEll IOKYMEHTaM;

4.6. Tapudpl Ha yCIyTH 10 Nepeaye 3JIeKTPUUYECKOH SHEprUH Ha TeKYILUUH Tnepruoj
peryJupoBaHUsl C YKa3aHHWEM HCTOYHHKA OQUUHUANBHOrO ONYyOJMKOBAHMs PpELICHUS
opraHa HCIOJIHUTEIbHOW BIACTH B 00J1aCTH roCyAapCTBEHHOTO peryjiHpoBaHHs TapH(}OB
cybwexrta Poccuiickoi ®Penepauny;

4.7. Ttapudpl Ha TEXHOJNOTHYECKOE NPUCOEAMHEHHE Ha TEKyUIUMH Mepuoj
pEryJiMpoBaHUs C YyKa3aHHEM HCTOYHMKa OQULHUATIBHOIO OMNyOIMKOBaHHUS pELIEHHUS
OpraHa UCIIOJIHMUTENbHOM BNACTH B 00JIACTH rOCYAapCTBEHHOTO peryinupoBaHHs TapH(}OB
cybnekrta Poccuiickoit ®enepauny;

4.8. OIaHKW THUIOBBIX JOKYMEHTOB IO TEXHOJOTHYECKOMY MPUCOEAMHEHHIO, Ha

OKa3aHHe yCIYT M0 Nnepefaye JEeKTPHIECKO SJHEPTUHU U TIpoUee;



3

4.9. nopsIoK OCYyILIECTBIEHH KOMMEPUYECKOTO Y4eTa CETEBbIMH OpraHU3aLHUsAIMH, B
TOM 4YHcJie TpeOOBaHHUA K MECTaM YCTaHOBKH NpHUOOPOB ydeTa, CXeMbl MOAKIIOYECHUS U
METPOJIOTHYECKUE XaPAKTEPUCTUKU MPUOOPOB yyera;

4.10. HauMeHOBaHHe TIPUOOPOB yueTa, YCTAHOBKY KOTOPBIX OCYILECTBISIET CeTeBast
OpraHM3alys, UX CTOMMOCTb M CTOMMOCTh paboT MO UX YCTaHOBKE;

4.11. Egunele craHmapThl KayecTBa OOCIYXHBAaHHA CETEBBIMH OpraHU3aLUsAMH
notpebuTeNeil ceTeBbIX OpraHu3alluii;

4.12. nacropT ycnyr CETEeBOH OpraHu3aluy;

4.13. kHura xanob u npeanoxeHu.

5. Ilpu HeoOXoZUMOCTH B  LEHTpe OOCHyXHBaHUA  MHoTpeduTenei
obecrnieunBaeTCs HAJIMYHUE IUIATEXXHOTO TEPMHMHAIIA JJIs OIUIaThl YCIYT CET€BOM KOMIAaHMU.

6. Ecanm B KiHeHTCKOM 3aje oOcnyXHBaHHE OCyLIeCTBisdeTcs Oonee uem
4 paborHukamu (Oonee yeM 4 OkHa OOCIY)XHBaHHS), 30Ha OXHUAAHUA oOOpydyercs
BJIEKTPOHHOH  CHCTEMOM  yNpaBleHHS  OdYepelplo, KOTopas  IpelHa3HaueHa
ONTUMHU3UPOBATh IOTOKH mnoceTutenei. MHCTpykuus 1o 3KCIUTyaTallud CUCTEMBI
YIpaBJICHHS OUepeIbio U cXeMa pa3MelllaloTcsi Ha HHGOPMALHOHHOM CTEHJE.

7. Tlomemienne  ueHTpa  oOcnyKuBaHMs  moTpeburteneii  obopynyercs
NPOTUBONOXKAPHOH CUCTEMOH, CPEJICTBAMH MOXKAPOTYLUEHH, a TAKXKe LEHTPAIU30BaHHON
CHCTEMOI OIMOBEIIEHHs] NMOCEeTUTENEN 1 PabOTHUKOB HEHTpPA OOCIY)KUBaHUS O MOXKape H
JAPYTUX KPUBHCHBIX CUTYaLIUsX.

8. B nmnomeueHud UeHTpa oOOCHyXHBaHHA MoTpeduTeneit odecnedynBaeTcs
HaJIMYHe MUTHEBOM BOJBI, AlITEUKH.

9. B uenrpe o6cnyxuBaHus mnotpebutesneil obecniedynBaeTcs 6e€30MacHOCTb
norpebutenel u pabOTHUKOB.

10. B 3naHuu ueHtpa obcnyxuBaHUs notpebuteneid obecrneynBaeTcs JOCTYN
MIOCETUTEJIE B CaHY3JIBL.

11. B oTHOlUEHHH MYyHKTOB OOCIY>KHUBaHHS NMOTpeOuTeNel cereBas OpraHu3alus
obecnieynBaer TpeOoBauus NyHKTOB 2, 4, 8, 9 Hacrosiuero npuioxeHus K EauHbIM

craHaapTaM.
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Kpome Toro, B nyHkre oOc:y:kupaHmsi oOecricuMBaercs Haiu4ue mebe:d jLis
MCII0.1b30BaHUS NOTPEOUTEIAMHU BO BpeMsl OXKH/1aHHA: HE MEHEE O[HOTO CHASYEro MecTa
Ha oaHOro paboTHuKa, 00C:1y)KHMBaKoLIero 1nMoTpeduTe:1s (0 THOIO OKHA 00CTYKHMBaHHA), HE
BKTI04asd CUIYME MECTa HENOCPEACTBEHHO /1A NpueMa norpebuTeiei, croia U CTy:1a
11 0QOpMIICHUS 10KYMEHTOB BO BpeMS OXXMaHHs, KaHIEIAPCKUX IPHHAIICKHOCTEH

(pyykH, Oymara 1 3anucen).



Ipunoxenue Ne 3
K EnunsiM cranapram xauecrsa
00CI1y)KMBaHUS CETEBBIMHM OpraHU3ALIUAMU
noTpeduTeNel yCIyr CeTeBhIX OpraHu3anuii

OcHoBHbIE AeHCTBHSA CeTEBON OPraHH3alHMM NPH OCYIECTBJIECHUH OYHOIO
obcayxuBaHus norpedureieii B opucax o6c/y:KuBaHHs NoTpeduTE €

OcHoBHbIe AelicTBHA ceTeBOl OpraHU3aLMM NPH OCYIHECTBICHHH 0YHOT0
obcayxuBaHus norpebuTeeii B opucax o6cayKuBaHus noTpeduTeei

IlppeM n peructpauuss ouyHoro oOpameHuss NOTpeOUTENs, perucTpanus
KOHTaKTHOH MHQpOpMaluu NOTpeOUTENs, NpoBepKa KOPPEKTHOCTH O(POPMIICHHS
3aBOK Ha OKa3aHHE YCIYr, KOMIUIEKTHOCTH JIOKYMEHTOB U MOJHOTHI CBEACHHUIi B
3asBKE B COOTBETCTBUM C TpEOOBaHHAMH HOPMATHBHBIX NPABOBHIX AKTOB:

1.1

npHeM xKano0bl NOTpeOUTENA B MHCHMEHHOM dopMe

1.2

NpHeM 3asBKW/3asBICHHS HAa OKa3aHUE YCIYT B MMCBMEHHOM (opMe, B TOM YHCIIE:

1.2.1

3asiBKH Ha TEXHOJIO'MYCCKOC MPUCOCAHHEHME

1.2.2

o6pailieHus NOTpeGUTENs O NPOAJICHHH CPOKA AEHCTBHSA paHee BHIIAHHBIX
TCXHUYECKUX YCIOBUM

1.2.3

3asBJIEHHs O BOCCTAHOBJICHUH PAHEE BbIJIAaHHBIX TEXHUYECKUX YCIIOBHH, yTpaTa
KOTOPBIX HACTYMHU/IA B CBA3M C JINKBUJIALIMEH, peopraHu3aliuei, npekpanieHueM
JA€ATENBHOCTH MIPEXKHETO Biajienblia (3asBUTENS), TpoJiaXkei 0ObEKTOR U 110 MHBIM
NpUYMHAM
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YBCAOMIJICHUS O 3aKJIIOUCHHUH COIIAlICHUA O NIEpEpacnpeaciICHUN
HpﬂCOGﬂMH@HHOﬁ MOIITHOCTH

1.2.5

3ajBJICHMS Ha 3aKJIIOYEHKE JOroBopa 06 OKa3aHHH YCIYT Mo nepezaye
SNIEKTPUUECKON DHEPIUH

1.2.6

3alpoca O COTJIacCOBaHWHM MECTa YCTAHOBKM npubopa ydyera, CXeMbl MOAKIOYEHHS
npubopa yueTa ¥ HHBIX KOMIIOHEHTOB H3MEPUTENBLHBIX KOMIUIEKCOB H CHCTEM
YY€Ta, a TAK)KE METPOJOTHYECKHX XapaKTepUCTHK nMpubopa yyera

1.2.7

3a51BKM 0 HEOOXOJIMMOCTH CHSITHS MOKa3aHMii cylecTByloiero npubopa yuera

1.2.8

3aj4BKH HAa OCYMIECTBJICHHUC [NOIIYCKa B OKCIUlyaTallH10 npnﬁopa yucTa

1.2.9

3aABJICHHA Ha o6opy)1013a1me TOYKH NOCTABKH npn6opaM14 yucTa

1.2.10

3a5BKM Ha YCTAaHOBKY, 3aMe€HY M (MJM) SKCILTyaTalMIo IpUbopoB ydeTa

1.3

npueM coob1ennit o 6e310roBopHoM (6€3ydeTHOM) NOTPEOICHUH IEKTPUUECKON
JHEPTUH, O XUUICHHN 0OBEKTOB NEKTPOCETEBOrO X035/ CTBa

ITpnem nokaszanuii npubOOPOB yueTa SNEKTPUIECKON DHEPTrUHU

IlpenocraBienne  crnpaBo4yHOi  MHPOPMAUMU O  JICITEILHOCTH  CETEBOM
OpraHM3alyy o BONpPOCaM OKa3zaHHs yCJIYr CETeBOH OpraHu3alliy, B TOM UHCIE
NPEIOCTABJICHHE THUIIOBLIX ()OPM TOKYMEHTOB

IIpenocraBnenne KOHCYABTALMI MO BONIPOCAM OKa3aHUs YCIyT CETEBOi
OpraHu3alHu.
B ciyuae oTcyTcTBHsi HHGOpMaluK Y pabOTHIKA, OCYIHECTBIISIOUIETO OYHBIMH
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TIIpUEM, JUIsl IPEJLOCTABICHUS KOHCYJIBTAllUH PaOOTHHK PErHCTPUPYET
MACBMEHHOE 00pallieHHe, OTBET Ha KOTOPOE MPEOCTABIISAETCS B TEUCHHE
30 guei

Ipenocrasienue uHGOpMAaIK O CTATYCE UCTIOMHEHHUSA 3asBKU HAa OKa3aHUE YCIIyT
(npouecca), JOroBopa okazaHus YCIYr, paCCMOTpEHUs 0O6pallicHHs, COACpXalIEro
xanoby

Brijaua JOKyMEHTOB MOTPEOUTENSAM, B TOM YHCIIE JOTOBOPOB HA OKa3aHHE YCIYT,
KBUTaHIMH, cuyeTOB-pakTyp Ha OIUIATy YCJYr, JOKYMEHTOB IO pe3yjibTaTaM
OKa3aHus yciyr (aKkTtoB), akToB Oe3ydeTHOro (6e€340roBopHOro) NoTpediieHus
3JIEKTPUYECKOH SHEPIrHH

[TpenocrarieHue WHPopMaLMH O TMPUYHMHAX H CPOKaX IUIAHOBBIX IEPEPHIBOB
nepejayd NEKTPHUECKOH DHEPruH, NpUYHUHAX HecoOuofeHHs TpeOoBaHMil K
napamMeTpaM €€ KauecTBa, O JaTeé M BpPEMEHH BOCCTAHOBICHHUS [epeaayu
JIEKTPUYECKON DJHepruu, a Taikke 00 obecrneyeHMM COOTBETCTBHS KauecTBa
JIEKTPUYECKOI SHEpruu TpeboBaHUAM 3aKOHOAATENLCTBA.

ITpu orcyrcTBUM MHGOpPMaUHMH Y paGOTHMKAa Ha MOMEHT IIOCEILEHUsI pabOTHHK
IPEOCTABIISAET OTBET MOTPEOUTENIO HE NO3AHEE 4 4acOB C MOMEHTA PETUCTpaluu
obpaineHust ¢ 3anpocoM. Eciiun obpalieHue cOAepXXHUT Xaloly U H3JIOKEHHBIE
¢dakTh TpebylOT aHanM3a MaTepuanoB, TO PabOTHHK IpejyularaeT MOTPEOUTENO
HampaBUTb B CETEBYI0 OpPraHU3alMi0 NHCbMEHHOE ofOpaiieHue B Gopme
3JIEKTPOHHOTO JIOKYMeHTa Wiu odopMuTh oOpalieHue Ha THNOBOM OnaHke INpU
NOCEHUICHUH, OTBET NpejocTapisgeTcs B TeueHune 30 aHei

[o )

ITpreM nuatexxeii 3a okaszanue ycayr (B LeHTpax o6ciy)kuBaHus notpedureeit)

Bhiiaya MHAMBHAYAJNBLHOTO JIOTMHA W MapoJif sl JIOCTyNa B JIMYHBIA KaOUHET
notpeburens

10

HpOBC,IleHHe LCJICBbLIX ONPOCOB, AHKECTHPOBAHHA HOTpC6IfITeJICﬁ JJId OLUCHKH
Ka4ye€CTBA OKa3bIBACMLIX YCJIYT' U 06cny>1<n13amm




ITpuaoxenne Ne 4
K E/imHBIM cTaHaapTaM KayecTsa
00C:1y>KMBaHHS CETEBBIMH OPTaHU3aLHAMHU
noTpeduTeNEN yCiIyr CETEBhIX OpraHu3aluni

OCHOBHBIC JCHCTBUA CCTEBOIi OPraHM3auMu MPH OCYyUIECTBJICHMHU 32049HOI0
o0cayxkuBanust nOTpedOUTEICH € HCIIOIL30BAHMEM TE1ePOHHON CBAIN

Ne

OcHoBHBIE eICTBUSI CETEBO OPraHU3aN UM NIPH OCYIECTBIACHUH 3204HOI0
of6cayKuBaHus norpedure.icii NOCpeACTBOM Te.1ePOHHON CBA3H

' [IpueM, peructpamus, o0paboTka BXOASAIIMX BBI30BOB MOTpebHTEIEH C 3ampocoM
CIPaBOYHOH MH(OPMALKH, 10 BONPOCAM NPEAOCTABICHUS OTBETa IOTPEOUTETIO U
3anKCH TIOTPeOMTE IeH Ha IpreM B 0huc 00CTy)KUBAHHS 10 BONPOCAM:

1.1

OCYHIECTB.IEHHS TEXHOJIOTHYECKOro IIpUCOCANHCHHMA

1.2

OKa3aHusa yCiyr I1o nepeaadc 3IICKTpH‘{CCKOI71 JHEPTUH

1.3

Opradn3anny y4JeTra SHCKTPH‘{CCKOﬁ JHCPIryuU

1.4

' 00C;1yXKUBaHUS [TOTPEOUTEIEH

1.5

HOIy4EHHUsS KOHTAKTHOH HHQOpMAlMKM CETEBOM OpraHM3alMM M OpraHHM3alui,

pa60Ta10nmx B C(bepe SJHEPIr€TUKA HA TEPPHUTOPUH JICATEIBHOCTH CeTeBoi
OpraHu3aimu

N

[Tpuewm, peructpaums, o6paboTka BXOAANIMX BBI30BOB MOTpeOUTEIEH O BONpOCaM
KOHCY:IbTAllMi ¥ NPEJOCTABIEHHS OTBETA IIOTPEOUTE IO

ITpuem nokazanuit npuOOPOB ydeTa IIEKTPUYECKON SHEPTUN B CllydasXx,
npeaycMoTpeHHbIX OCHOBHBIMU MO I0KEHUAMH QYHKUNOHUPOBAHUS PO3HUUHBIX
PBIHKOB JIEKTPHYECKON 3HEPrHH, YTBEPKACHHBIMH IIOCTAHOB.IEHUEM
I[Ipasurenscra Poccuiickoit Peaepannun ot 4 mas 2012 r. Ne 442

[Ipuev, perucrtpaums, o0pabOTKa BXOASIIMX BHI3OBOB IMOTpeduTened ¢
. coobuleHneM o 0e310roBopHOM U Oe3y4eTHOM INOTpeOIEHHM 3JIEKTPUYECKOH
JHEPruM, a TAKKE O XMIUEHUH OOBEKTOB 3IEKTPOCETEBOTO XO3AHCTBAa CETEBOM
OpraHu3alvu

4.1

[Tpuewm, perucrpaius, 06paboTka BXOAAIIMX BbI30BOB OTpeOHUTENEH C
COOOIIIEHNEM O HECOOTBETCTBUU Ka4€CTBA IEKTPHUUECKON IHEPTHHM TEXHUUECKUM
| pernamMeHTaM ¥ MHbIM 00s3aTe;IbHbIM TpeboBanusaM. [lepenaya ykazanHbIX

~ COOO1EHNHT OTIEPaTHBHOMY [IEPCOHANY CETEBOM OpraHu3aLuy (NpH

. He0OX0IMMOCTH)

42

[IpueM, perucrpains, 06paboTka BXOJSIIMX BEI30BOB NOTpebHTEIEH €
- coobl1ieHreM 0 NpeKpalleHus nepeaaydu 31eKTprYecKo aHepruu. lepenaya
| YKa3aHHBIX COOGLIEHHH OTIEPaTHMBHOMY NEPCOHATY CETEBO} OpraHu3aimy (pn
| HEOOXO0IMMOCTH)

 IIpuem, perucrpanus, o6paboTka BXOJISIIMX BbI30BOB NOTPEOMTEIEH C 3aNpoOCOM
. UHGOPMALNK O ILIAHMPYEMBIX CPOKaX BOCCTAHOBIIECHMS INEPEIAYH JIEKTPUYECKOH
9HEPTMHM, 10 BOMPOCaM OO0ECIeYEeHHs COOTBETCTBUS KayecTBa IEKTPHYECKOM
| JHEPTUH TEXHMYECKHUM PErilaMeHTaM ¥ UHBIM 00513aTe1bHbIM TPEOOBAHUAM

' OcyulecTBIEHHE MCXO/SAIIMX BBI3OBOB [UIA  YBEAOMJIEHMs norpebutenedt 00
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OcHoBHbIe JeficTBHA ceTeBOl OpraHU3alMM NPH OCYIIECTBICHHH 3204HOI0
o0c/IyKHBaHUS OTpeGuTeiei nocpeacTreom TejiedOHHOI CBA3M

aBapUiHEBIX CHTyallMsX B 3JIEKTPUYECKHX CETAX, PEMOHTHBIX M MPOPHUIAKTHIECKHUX
paGoTax B NoOpsiZKe U CPOKH, YCTaHOBJICHHbIE JOFOBOPOM Ha YCIYIH MO mepejade
3NEKTPUYECKOH IHEPTUH

OcyuiecTBieHHE HCXOASIIMX BHI3OBOB JUISl YBEJIOMIEHHS MOTpPeOUTENEl npu
OCYIIECTBJICHHH TEXHOJIOIMYECKOro MPHCOEIUHEHHUS, OKa3aHUs YCIYT MO Iepejaye
3JIEKTPHYECKONA 3HEPrHH M TpH  OCYIIECTBIEHHMH KOMMEPYECKOro ydera
JIEKTPUYECKON IHEPTUH

OcyiiecTBieHHe HUCXOAAIIMX BBI30BOB Ul OTBETa MOTPEOMTENSAM Ha OOpaileHHs,
Ha KOTOpBIE HE OBUIO BO3MOXXHOCTH NPENOCTaBUTh OTBET HEMOCPEACTBEHHO IMPH
NOCTYIUIEHHH O0pallieHus

Ilpuem, peructpaums, o6paboTka BXOAALIMX BHI3OBOB MMOTPEOHUTENEH, COIEPIKALMX
XKanoOy, ¥ MPeJIOCTaBJIeHHE OTBETa MOTPEOUTENIO

10

HudopmanoHHoe B3aMMOJEHCTBHE C ONEpAaTHBHBEIM IEPCOHANIOM  CETEBOM
OpraHu3alli¥d Ipu MNOCTYIUIEHHH oOpallleHHii 1O BONpPOCaM HECOOTBETCTBHUSA
Ka4ecTBa JJIEKTPUYECKOH DJHEprMM TEXHHYECKHM perjaMeHTaM U  HHBIM
06s3aTenbHBIM TPeOOBaHHSAM, NEPEPHIBOB, NPEKPALLEHHUs Nlepeadn NEeKTPHYECKOM
3HEPruM MHPOpMaIMH aBapUHHBIX U IUIAHOBHIX OTKJIIOYEHHSX JJIEKTPOIHEPTHH

11

HpOBezerue LHCJHCBBIX OINPOCOB, AHKCTHUPOBAHUIA HOTpGGHTeHeﬁ JIs1  OHEHKH
Ka4y€CTBa OKa3bIBa€MbIX YCIIYI' U OGCJI}’)KI/IBaHI/IH




IIpunoxenue Ne 5
K EnunpiM cTaHiapraM kauecTBa
00CIIy’)KUBaHHUS CETEBHIMHM OPraHU3aLMsIMU
notpeburesneit ycayr ceTeBbIX OpraHu3aiuii

OcHoBHbIE AeiicTBUA CeTeBOl OPraHU3alMM NPH OCYLHECTBJCHUH 3209HOI0
obciykuBaHus noTpeduTeIe ¢ HenoJib3oBaHueM cet UnTepHeT

Ne OcHoBHbIE AeificTBUA CETEBOM HNuTepakTHBHBIHA Cpok
OpraHH3al#H NPH OCYIECTBICHHH CepBHC HCNIOJIHeHHS
32049HOro 00CJay>KHBaHMS NOTpedHTEICH
B cet UHTepHeT

1 Ilpuem oOpamenuit norpebureneit ¢ B Teuenue
3alpoCcoOM crpaBoyHOi HHGOpMALUHU yepes 15 pmeii co naHa
HHTEPAKTUBHBEIE  DJIEKTPOHHBIE  (POPMBI, OTIIpaBJiCHUS
NpEJOCTaBJICHUE OTBETAa NOTPEOUTENO U obparieHus
3aluch MOTpebuTeseid Ha npueM B oduc
o0cy)KMBaHuUs IO BOIPOCaM:

1.1 | ocywecTBieHus TEXHOJIOTHYECKOTO | IHTEpHET -
NIPUCOCTNHCHHUA TpUEMHas,

1.2 | oka3anus yciyr no nepeaaye | quuHblif KaOUHET
JIEKTPUUYECKOH SHEPIUH notpeburess

1.3 | opranusanuu y4yera 3IEKTPUYECKOM
SHEPruu

1.4 | obcnyxuBanus norpebureneit

1.5 | KoHTaKTHOM UHpOpMaLIUK ceTeBoM
OpraHu3alivi ¥ opranusanui, paboTalomumx
B cepe SHEPreTHKH

2 Ilpuem obpamenuit norpebuteneit no | Unrepuer - B teuenue
BOIpOCaM KOHCYJIbTallUH yepes | mpueMHas, 15 nued co s
MHTEPAKTHUBHbIE DJIEKTPOHHBIE (OPMBI M | IMUHBIA KAOUHET | OTIPABICHHS
npeiocTaBieHue 0TBETa NOTPEOUTENIO norpeburesns obpaleHus

3 . UntepHer - B teuenue
[fpuem xano6 mnotpebutencii  uepes .

NpUEMHas, 30 nHeit co aHA
MHTEPAKTUBHBIE DJIEKTPOHHbIE (OpPMBI M -
NpEAOCTaBJIEHUE OTBETA NOTPEOUTEIIO JITIHBIM KADHHET | OTHPaBICHIT
noTpebuTens obpauieHus

4 [lpueM 3asBku/3asBiE€HHsT Ha OKa3aHUE B Teuenue 1 aus
YCIYr Yepe3 UHTEPAKTUBHBIE DJIEKTPOHHbIE co JHS
¢$OpMBI, B TOM YUCIIE: OTIpaBJICHHUS

4.1 3aBKHU Ha TEXHOJIOTHYECKOE JInunelit kabuher | oOpaieHus B
MPUCOEAMHEHHUE K DIIEKTPUYECKHM CETAM notpeburens ciyuae

4.2 | 3a8BKH 0 HEOOXOJAUMOCTH CHATHUS KOMIUJIEKTHOCTH

MOKa3aHMii CyliecTByloniero npudopa
yyera

JIOKYMEHTOB u
MOJIHOTHI




4.3 | 3adBKH Ha OCYIIECTBJICHHE AONYyCKa B CBE/ICHUH B
SKCIUTyaTaluIo npubopa yuera 3asiBKe/3aABIICHAN
4.4 | 3asBneHus Ha 000pyIOBAHHE TOYKH
NIOCTaBKM NpubopaMu yuera
4.5 |3asBKM Ha YCTaHOBKY, 3aMEHY H (HJIK)
9KCIUTyaTalyio NpubopoB yyera
5 IIpueM yepes MHTEpaKTUBHEIC B teuenue 1 qus
ANEKTPOHHBIEC (POPMEI COOOLLEHHH O HurepHer - CO JiHA
6e3710roBopHOM (6€3yueTHOM) npueMHas, OTIpaBIICHUsA
NOTPeOJICHUN DNIEKTPUIYECKOH SHEPTHUH, JWYHBI  KabuHeT | oOpaleHus
XHUIIEHUH OOBEKTOB NEKTPOCETEBOrO notpeburtens
X03siCTBa
6 Ipuem noka3zanuii npuGOpoOB yyera B teuenue 1 qus
JNEKTPUYECKON S3HEPTrUU JInynpiii kabuHer | co JHs
noTpebuTens OTIIpaBJICHUA
obpariieHus
7 [penocrasnenue uHGopMaLuu o cTatyce B teuenune 1 aus
HCTIOJIHEHUS 3asBKM Ha OKa3aHHeE yClIyr JInunbifi kaGuHET | CO AHSA
(mpouecca), AOroBopa OKa3aHus yciyr noTpeduTeNns OTHpaBICHUA
oOpaiieHus
8 [IpenocraBnenue uHGOpMaLIUH O CTATYCE HntepHer - B teuenue 1 aus
paccMoTpeHus obpalieHus1, COAEPKALIEro | NpUEMHasd, CO J1HA
xanoby NUYHBIA KaOGMHET | OTNpaBICHHUS
noTpeduTens obpalleHus
9 IlpenocraBnenue 3MEKTPOHHBIX KONU#H B teuenne
JIOKYMEHTOB TOTPEOUTEINSAM IO TIMHE KaGHHET 15 aHeit co aus
pe3yJbTaTaM OKa3aHHs YCIyr (aKToB), OTIpaBJICHUs
notpedurens
aktoB 6e3yueTHOro (6€310roBOPHOI0) obpauieHus
noTpeOJICHUs INEKTPUYECKON SHEPTUH
10 Boijaua MHAMBU Y AJILHOTO JIOTHHA H WUnTepHer - B Teuenune 1 aus
naposisl Juis J10CTyIa B JIMYHBIA KaOMHET npueMHas €O JHs
notpeduTes 3aMoJIHCHHs
perucTpalMoOHHON
¢dhopMbl
11 ViaaneHuslid  goctyn K nokasaHusaM | JInunseiit kabuner | IIpu 3anpoce
npubopa ydera 1O TOYKaM  Y4yeTa | moTpeburesis
JICKTPOIHEPTUM NMOTPEOUTENS, CTATUCTUKE
notpebsieHus (MpU HAIMUYUKM  CHCTEMBI
y4eTa ¢ Y/iaJeHHBIM cOOpOM JIaHHBIX)
12 [Ipepocrasienue cuera Ha omnaty yciyr | Jlndaueiii kabuner | B Teuenue
(Mo  TEXHOJOrMYECKOMY MPHCOEIMHEHHUIO | HOTpEOUTENS 15 nueit co aus
JUIS  JIAL € SHEPronpHHUMAIOIMMHU OTIpaBJICHU
YCTpOHCTBaMM MaKCUMaJIbHOW MOUHIHOCTHIO obpateHus

10 670 xBT BKIIOYHTENBHO C YYETOM paHee




NPUCOCAMHEHHHIX B JAHHOH  Touke
NPUCOCAUHEHUA SHEProNPUHUMAIOLLIUX
YCTPOWHCTB)
13 IIposeaeuue [EJIEBBIX onpocos, | UatepHer - Ha nocrosHHO#M
AHKETHPOBaHMA MOTpeOUTENCH [ OLICHKH | MpUEMHas, OCHOBE
KauecTBa  OKAa3bIBAEMBIX  YCIYT W | IMYHBIH KaOuHET
o0CTy)XBaHHUS noTpeburens
14.1 | IIpenocraBnenue uHGpOpMaLUK O IPUYNHAX B teuenue 1 aus
M CPOKaX IUIaHOBBIX (BHEILIAHOBBIX)
OrpaHHYCHUAX PEXUMa NOTPEOICHUA JIlnynpiii  xabuHeT
3JIEKTPUYECKOH SHEPrHH (MOIIHOCTH) notpebuTens
noTpedUTeNEH, a TaKkKe 0 JaTE U BpEMEHU
BOCCTaHOBJICHHS JIEKTPOCHAOKEHHUS
14.2 | IlpenocraBnenne uHGOPMaLMHU O IPUUKMHAX B TEUECHHE
Hecobmoaenns TpeOoBaHUR K MapaMeTpam 15 puet co pmus
KayecTBa  DJIEKTPUYECKOH SHEpruH, O OTIpaBJICHUSA
MeponpuATHAX U paboTax, HEOOXOAMMBIX obparnienus. Eciau
Juis 00eCrieuyeHHsi COOTBETCTBHSI KayecTsa H3JI0)KEHHBIE
DJIEKTPUYECKOH  dHeprum  TpeOOBAHUAM ¢bakTel  TPEOyIOT
3aKOHOJATE/IbCTBA aHanu3a
MaTepuanoB, TO
CpOK
NPEOCTaBICHHUA
0TBETa MOXET

OBITH MPOJJIEH JI0
30 nuei




ITpunoxenue Ne 6
K EquHbIM cTanapraM xayecTsa
00CI1y)KMBaHHsI CETEBBIMH OpraHU3allUAMH
noTpebuTeneil ycayr ceTeBbIX opranu3anui

Crpykrypa pa3aena «Ilorpebnrenasam»
opHUHAIBLHOIO caiiTa ceTeBOl OpraHu3aluu

HaumeHoBaHue
nojpasaeJia

Copaepxanue

Onucanue

Teppuropus
ofciy)XHBaHUsA
CETEBOM
OpraHu3aLuu

O6as
nHpopmanus

IlepeyeHb 30H  JAEATENHHOCTH  CETEBOH
OpraHu3alyu ¢ Aeranu3aumei no
HaceJICHHBIM NYHKTaM M paifoHaM TOpoJOB,
OTPE/ICNIIEMBIX B COOTBETCTBUH C IPaHULIAMHU
OanaHcoBOM IPHHAUIEKHOCTH
3JIEKTPOCETEBOr0 X034HCTBA, HAXOAALErOCs
B coOCTBEHHOCTH bunmana HIH
NpUHAUIeKALIEr0o €My Ha HHOM 3aKOHHOM
OCHOBaHUH

Texuuueckoe
COCTOsIHUE ceTel

CBeJieHHs O TEXHHMYECKOM COCTOSIHUM CETEH,
B TOM UHCJIE:

1) cBoaHble JaHHble 00  aBapUIHBIX
OTKJIIOYEHHUSIX B MeCAll [0 [paHHLaM
TEPPUTOPHAITLHBIX 30H JEATETLHOCTH
OpraHu3alliy, BbI3BAHHBIX AaBApHAMH WK
BHEIUIAHOBBIMM  OTKJIIOYEHUSAMH  OOBEKTOB
3JIEKTPOCETEBOrO XO03AHCTBA, € YKa3aHHEM
Jathl aBapUHHOTO OTK/IIOUEHHSI OOBEKTOB
3JIEKTPOCETEBOr0 X034HCTBA ¥ BKIIOUEHHS UX
B pabory, npuuuH asapuil (10 HTOraM
paccie/ioBalis B YCTAHOBJIEHHOM MOPSJIKE)
M MEPONIPHUATHH MO UX YCTPAHEHHIO;

2) 06beM HEJONOCTABJICHHOW B pE3yJbTaTe
aBapMiHBIX  OTKJIIOYEHHH  DJIEKTPHUYECKOH
SHEPruM;

3) BBOA B pPEMOHT M BBIBOJ M3 pPEMOHTA
JIEKTPOCETEBBIX OOBEKTOB C YKa3aHHEM
cpokoB (cBoiHas HHoOpMaLKs)

Ilepenaua
JEKTPUYECKOIA
SHEPTHUH

O6mas
nH(opmarus o
nepenaue
IEKTPUYECKOM
SHEPIvH

WUndopmaims o nepepaye 3INMEKTPUUECKOM
SHEPruH, cXeMa B3aUMO/IEHCTBHS
YYaCTHUKOB 110 Niepeaye 3JIEKTPOSHEPTHH

HopMartusubie
JIOKYMEHTBI

Ilepeuens
JIOKyMEHTOB

AKTYaJIbHBIX HOPMATHBHBIX




Haunmenosanue Copepxanue Onucanmne
noapasaesia

ITacnopra  ycuyr | Ilepedens 11aCIOPTOB BCEX ycuyr

(ipouieccoB) (mpouecco), OKa3bIBa€MBIX
(ocyIeCTBIAEMEIX) CETEBOM OpraHu3aLuei
NOTpeOUTENIAM TIPH Tepeaye dNEKTPHIECCKO#H
SHEPruu

Tunossie ¢opmbl | DopMbI  THUIOBBIX JOFOBOPOB Ha OKa3aHHE

JIOKYMEHTOB yCIyT 1O Iepeadye MIeKTPHIECKON SHEpTUH

Tapudu Ha ycnyru

Tapubsr wHa ycamyru mno  mepejaue

1o nepesiaye | JIEKTPUUECKON SHEPrUy Ha TEKYLUMHA EPUoO
3NEKTPUYECKOH pETyJMpOBaHUsl C YKa3aHMEM HMCTOYHHKA
SHEPTUU opupanpbHOro  ony6JIMKOBaHUA — PELICHHUA
opraHa HCIOJIHUTENIBHONW BJIacTH B 00JIacTH
rocyJapCTBEHHOIO peryJMpoBaHus TapudoB
cybbekra Poccuiickoii ®enepanun
banauc 1. OTnyck 3neKTpuyecKoi 3HEpruu B CETh U
JIEKTPUYECKO OTIYCK 3JIEKTPUUYECKON DJHEPrUM M3 CETH
SHEPTUH U CETeBOM KOMIaHUHU no YPOBHAM
MOIHOCTH HaIpsHKCHUH, MCIOJIb3YEMBIM Jilib
ueHoobpazoBaHus, norpebuTessIm
JIEKTPHUYECKOM SHEPruu u

TEPPUTOPUAIILHBIM CETEBBIM OPraHU3allMsM,
NPUCOEAMHEHHBIM K CETAM  CETEBOM
OpraHH3aLuu.

2. O6beM mnepenaHHOH DSNEKTPOIHEPTUU N0
JoropopaM o6 oxa3aHMHM YCIIyr HO Iepeaaye
3JIEKTPUYECKON  DHEPruuM  NOTpedUTENIM
CETEBOM oOpraHu3allud B paspe3e YpOBHEMH
HanpsHKEHUH, UCIMOJIL3YEMBIX A
1IeHoOOpa3zoBaHuUsI.

3. Ilorepyn 3n€KTPUUYECKON DHEPTUHM B CETAX
CETEBOH oOpraHm3aiud B aOCOJNIIOTHOM H
OTHOCUTEJIbHOM BBIPAXXEHUM 110 YPOBHSAM

HanpsHKEHUs, HUCMOJb3YEMbIM IS LiEJIei
LIeHo0Opa3zoBaHus
3atparsl Ha oriaty | 1. 3arpatel  ceTeBOM  OpraHu3anMM  Ha
notephb NOKYNKY MOTEPh B COOCTBEHHBIX CETAX.
2. YpoBeHb HOPMAaTHBHBIX NoTepb

DJIEKTPUYECKON JHEPrUu Ha TEKYUUH IEPUOA
C YKa3aHMEM MCTOYHMKA OIyOnMKOBaHUA
pemieHuss 00  yCTAHOBJEHUM  YPOBHS
HOPMATHUBHBIX I10TEPD.




HaumeHoBanue Conepxanue Onncanne
noapasjeia
3. llepeueHs MeponpusiTHiA O CHI)KCHHIO
pasMepoB NOTEPH B CETAX, a TAKXKE O CPOKax
ux HCIIONHEHUS H MCTOYHHKAX
¢uHaHCHpOBaHUA.
4. 3akyIika ceTeBol  opranusauuei
JIEKTPUYECKON DBHEPrHM Ui KOMIICHCALUU
NIOTEPH B CETAX U €€ CTOMMOCTH.
5. Pazmep (aKTHYECKUX HOTEPS,
OIlJIaYHBAEMBIX NOKynaTensIMu npu
OCYIECTBJICHUH PacuyeTOB 3a IEKTPHYECKYIO
3HEPIUIO N0 YPOBHSAM HANpPSKEHUS
TexHonornueckoe | O6was Hudopmarus 0 npoueaype
NpUCOEAMHEHHUE nndopmanus o TEXHOJIOTHYECKOTO mpucoeanHenus. Cxema
TEXHOJIOTHYECKOM | B3aMMOZEHCTBUS YYaCTHHKOB IIpoLecca
HPUCOCAHHEHUH
HopMmatusHbIe Ilepeyens  aKTyajdbHBIX  HOPMaTHBHBIX
JIOKYMEHTHI JIOKYMEHTOB 1o TEXHOJIOTHYECKOMY
IPUCOCUHEHHIO
Ilacnopra  ycnyr | Ilepeuensb ycayr (mpoueccoB), oka3biBaeMbIX
(npoueccoB) (ocyluecTBIIEMbIX) CETEBOI OpraHu3aiuei
NpOLIECCOB norpebuTensiM  Npd  TEXHOJOTMYECKOM
NPUCOEIUHEHUH
ITopsnox IlopsaoKk  BBIMOJHEHUS  TEXHOJIOIMYECKUX,
BBINOJIHEHUS TEXHUYECKUX W JPYIMX  MEpONpUSTHH,
MEpOTpHATHH, CBSI3aHHBIX C TEXHOJIOTHYECKUM
CBsI3aHHBIX C | MPUCOEAMHEHUEM K DJJICKTPHUECKHUM CETSM,
NPUCOEAUHEHUEM | BKIIOYAs nepeyeHb MEPOTIPUATHH,
K CETAM HEOOXO0AUMBIX st OCYILECTBIICHUA
TEXHOJIOTHYECKOrO NpUCOEAUHEHHS K
IEKTPUYECKMM  CETAM, H  HOPSAAOK
BBIIOJIHEHUS  DTUX  MEpONpuaATHit ¢
yKa3aHUEM CCBUIOK Ha  HOpPMAaTHUBHBIE
[IPaBOBBIE AKTbI
Tunoswie  ¢opmsbl | Tunossie ¢opmel JIOKYMEHTOB Ha
JIOKYMEHTOB TEXHOJIOTHYECKOE NPUCOEAUHEHHE 1o
KaXX10# rpynie sasgBureiei
Tapudubi Ha | Tapudwr Ha TEXHOJIOTHYECKOE
TEXHOJIOTUYECKOE | IPUCOCAMHEHUE HA  TEKyUMil  NEepUOA
NPUCOENUHEHHUE peryjJupoBaHus C YKa3aHUEM HCTOYHHMKA

opMUMANBLHOrO  ONYOJMKOBAHMS — PEUICHUSA
opraHa MCHOJIHUTENbHOH BiacTd B 006JacTH
rOCYIapCTBEHHOTO PETyIUpOoBaHUs TapU(oB
cybnekrta Pocculickoit deaeparuu




HaunmeHnoBanue Conepxanue Onucanue
noapasaeJia
Caenenus o | Ceenenust 0 HAIMYUU 00BeMa CBOOONHOM JUIs
HAJIMYUH TEXHOJIOTHYECKOT0 IPUCOCAVHEHHUS
MOIIHOCTH, norpebuteneii  MOIHOCTH Ha oObekrax
CBOOOJHONH  JUIA | DIEKTPOCETEBOr0 XO3AHCTBA € yKa3aHHEM
TEXHOJOIMYECKOr0 | TEKymiero obtheMa MOIIHOCTH Ha TakKuX
TIPUCOCAUHEHHSA 00beKTax (OTJENBHO M0 KXAOMY 00BEKTY)
Caenenus o | 1. CBeaeHusi 0 KOJMYECTBE 3a9BOK U 06BEME
MIOAAHHBIX 3asBKaX | MOLUIHOCTH, HeoOXoquMOM  Jif HX
Ha yAOBJICTBOPEHHUS.
TexHosioruyeckoe | 2. CBeicHUs O KOJIMYECTBE aHHYIUPOBAHHBIX
HPUCOEAUHEHHE, 3asBOK Ha TEXHOJIOTHYECKOE NPUCOEUHEHHE.
3aK/II0UYEHHBIX 3. Ceenenus 0 BBINIOJHEHHBIX
JIOTOBOpax U | IPUCOEIMHEHUAX U 00BEME IPUCOCAUHEHHOM
BBITIOJIHEHHBIX MOILHOCTH.
npucoeauHenusx | 4. CBeAcHMs O 3aK/IIOYEHHBIX A0roBopax of
OCYLIECTBACHUH TEXHOJOTHYECKOro
NPUCOCAUHEHHUS K DJEKTPUYECKUM CETAM C
yKa3aHUEM obbema NPUCOEAMHAEMOIA
MOLI{HOCTH, CPOKOB M TIUIaThi IO Ka)XIOMYy
JIOTOBOPY.
Kommepueckwuii O61mas O61mas uHpopMmauus 0 HOpsAKE
yuer uHpopManus OCYILIECTBJIEHHSI KOMMEPUYECKOT0 y4yeTa
3JIEKTPUYECKOH HopmaTtuBHbie Ilepeyens aKTyalbHBIX  HOPMAaTHUBHBIX
SHEPruu JIOKYMEHTBI JIOKYMEHTOB [0 OCYIUIECTBIACHUIO ydyeTa
3JIEKTPUYECKOM DHEPTHH
ITactiopra Ilepeuens  Bcex  ycnyr  (IpoOLECCOB),
NpOLIECCOB OKa3bIBaEMBIX (OCYILIECTBISIEMBIX) CETEBOMH
opraHu3alyei Mo KOMMEPYECKOMY YUeTy
TunoBwe ¢opmsi | Tunossie GopMbl JOKYMEHTOB
JIOKYMEHTOB
TpeboBanus k | TpeboBanus k MecraMm yCTaHOBKH IpHOOpOB
opraHu3aiuu yyera, cxeme MOIKTFOUEHHS 7
y4eTa METPOJIOTHYECKUM XapakTepUCTHKAM

npubopoB yuera Ge3 yka3aHUs Ha TOBapHbIE
3HaKW, 3HAKW OOCHyxXuBaHUA, (UPMEHHBIE
HAaMMEHOBAHUS, TATEHTHI, MIOJIE3HBIE MOJEIH,
MPOMBIIIICHHBIE 00pa3ibl, HAUMEHOBaHMUS
MECT MPOUCXOXKACHUSA NPpHOOPOB ydera WIH
HAaMMEHOBaHMs TPOU3BOAUTEINEH MNPUOOPOB
yuyera




HaunmeHoBaHHe Copepxxanne Onwucanmue
nojpasaeJia
O6cnyxuBanue Oducn 1. TlouroBeie ajpeca M rpaduxk paboThl
notpeburenei obciyXHBaHUS oducoB ob6CITyKNBaHUA OTpEOUTENEH.
notpebureneit 2. Tenedonnsie HOMEpa  3a04YHOrO
o0ciyKUBaHus 1o BONpOCaM
TEXHOJIOTHYECKOTO HpPHCOCIUHEHUS,
nepeaaud  MEKTPUYECKOH  DHEpruu o
OCYLIECTBJICHHS KOMMEPYECKOr'0 yueTa.
3. DNEKTPOHHBIA aapec CETEBO
OpraHu3alnMy Jyis HarpasiieHus oOpaiieHui
noTpebuTenei no 3MEKTPOHHON dopme.
4. ®aMuiuy, THALKANB JOJDKHOCTHRIX JIMIL,
OTBETCTBEHHBIX 3a obcnyxuBaHue
notpedureneli ceTeBoH OpraHu3aiiy.
5. ®opma 3anucu Ha OYHHIA nipueM B oduc
o6cnyuBaHus
3ao4Hoe Tenedonnsie HOMeEpa 3a04HOIo
obciy)xuBaHue obcnyxuBaHus no BOMpoCcaM
HIOCPEACTBOM 3JIEKTPOCHA0XKEHUS, OCYLLIECTBJICHUS
TeNe(OHHONH CBSA3YU | TEXHOJOTHYECKOTO MPUCOEAUHEHUS,
(EnuHBIf  UeHTp | mepejlaud  DIEKTPHUYECKOH  DHEpPruMm U
obpaboTku OCYLIECTBJACHUST  KOMMEPYECKOrO  ydyera.
BBLI30BOB) IlepeyeHr ~ BOMpOCOB, MO  KOTOPHIM
noTpebUTeNbh MOXKET TNONYYHTh CIIPABOYHYIO
MHPOPMALMI0O M KOHCYJIbTaLMIO  IIpH
ofpallileHHd 10 YKa3aHHBIM Tele(pOHHBIM
HOMEpam
WHTepakTHBHas B py6puke pa3MelaioTcsi HMHTEpaKTHUBHBIC
obpaTHasi  CB#A3b | QJIEKTPOHHBIE (GopMbl C 0043aTeNbHON 1yIs
(unTEpHET - 3aMOJIHCHUSA KOHTaKTHOM WHQopMauuein u
ripueMHas) NPEANOYTUTENBHBIM CHOCOOOM  MOJIyYEHHUs

otreeta. Ilpn HanpaBnenuu obecrieunBaercs

BO3MOXHOCTb  NpHKpemnsATh  (aitnel ¢
MartepualiaMi 1o 0OpallieHHUIo.
OneKkTpoHHBIE (GOPMBI  NPEAYCMATPUBAIOT

ClIe/lyIoIlue KaTeropuu oOpalieHuii:

1) 3anpoc cnpaBo4HOM
HHGOPMaNK1/KOHCYIbTALIUY;

2) obpaiieHue, coepiKailee xanoody;

3) coobuieHue o 6€310roBOPHOM
(6e3yueTHOM) NOTPEOJIEHUN 3NIEKTPHUUECKOMH
SHEPIruM;

4) onpoc notpebuteneii (aHkera
notpeburens).




HanmenoBanue
noapasjeJia

Conep:xanmne

Onucanne

B pyOpuke obecnieduBacTCs BO3MOMHOCTH
NONY4YEHUs] TNOTpeOUTENEM CBEJCHHH o
craryce paccMOTpeHHUs obparenusi,
HanpaBJICHHOTO B CETEBYI0 OPraHM3alluiO B
SJICKTPOHHO# opme

Hopmartushbie
JIOKYMEHTH!

1. IlepeueHs HOPMATHUBHEIX MPABOBLIX AKTOB,
pETYJMpPYIOIMX  NpPOLEAYPY  OKa3aHUsA
(ocylllecTBIIEHUS]) CETEBOHW  OpraHu3anuei
ycayr (poLeccoB) NOTpeOUTENSM.

2. UudopMaims o nopsjike nojiauy U cpokax
paccMOTpeHust oOpailieHuii noTpeOuTenet,
IIpY 5TOM CPOKHM paccCMOTpPEeHHs oOpaieHus
HE JIOJDKHBI NpEBHILIATD CPOKH,
OIpeieiCHHbIE JEHCTBYIOLIIUMHU
HOpPMaTUBHBIMH NIPABOBbIMU aKTaMH.

3. Tlopspok pabotel B JUYHOM KaOuHeTe
notpeburens

JInunblii  kaOuHer
norpeburens

JInunpiid KabuHer norpeburens
NpPEAOCTaBIAET  aJpecHyl0  HH(OpMaLHIO
NoTpeOUTENsIM, B TOM 4HUCIie HHPOPMALHMIO O
XOJIc TPOXOXIEHHsSI 3TaloB PacCMOTPEHUS
3assBKM  NOTpeOUTENss M KCHONHEHMS
JoroBopa (MocTymiieHuEe 3asdBKHM, Bbljaua
TEXHUYECKUX YCJIOBHI, 3aKJII0YEHHE
JIOroBOpa, MCIIOJTHEHHE JIOroBopa,
(haKTHYECKOE NIPUCOECTHEHHE)

Bonpocs! U 0TBETHI

B pyOpHKke pa3sMellaloTcs 4acTo 3a4aBaeMble
BOINPOCHI, BO3HHUKAIOIKE Yy NOTpedutenei, u
OTBETHl HA HUX




