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I. O6mue mosroxkeHust

1. Hacrosmue crannaptsl kadectBa obcyxuBanus OAO «XabapoBCKasropaIeKTPOCETE)
(mamee — cereBas OpraHH3allis) LOTpeOHMTENed yCIyr  YCTaHABIMBAIOT TPeOOBAHMA K
OOCIy)KHBaHUIO CETEBOM OpraHW3allfeil JHL, SBISIOMMXCSA IOTPEOUTEIIMH YCIYr CEeTeBOM
OpraHu3alyei II0 Mepefade OJIEKTPHYECKOM 5SHEPrUM, B TOM UYHCIE€  OCYIIECTBICHHH
TEXHOJIOTUYECKOTO IPUCOCIUHEHHS K JJIEKTPUYECKHUM CeTsIM (fmajee - IOTpeOHTeny,
TEXHOJIOTMYECKOE IIPUCOEAUHEHHUE).

2. CereBas opraHu3alnys OOECIICUHBACT DPACCMOTPEHHE OOpalleHui IoTpebHTeNe,
IOCTYIMBINUX B YCTHOM, MUCEMEHHOM GopMe MIu B popMe IEKTPOHHOTO JOKYMEHTA.

BsaumopelicTBre ceTeBO OpraHu3aluy ¢ HOTPEOUTENAME B YACTH Pa3pelieHHs BOIPOCOB,
COZIepPIKAIIKXCS B 0OpAIEHUSX TOTPEOUTENeH 1 IIPeIOCTaBICHHS. UM BO3MOXKHOCTH PEaTH3alun
IpaB, IPEyCMOTPEHHBIX 3aKOHOMaTeNbcTBOM Poccuiickoit @eneparuu (nanee - 06CIyKUBaHME
IIOTpeOUTENEH), OCYIIECTBIIIETCS B COOTBETCTBHE ¢ TPEOOBAHMAMHU HACTOSIIUX CTAHIAPTOB.

3. B mensx okasaHus yciyr IO Iepefade JIEKTPUYECKON SHEpPrHU CeTeBas OpraHH3aIys
IpU 0OCITy)KMBaHUHU ITOTPEOUTENEH OCYIIECTBIIET:

a) 3aKJII0YEHHUE JI0r0BOpa 06 OKa3aHHH YCIIYT IO Iepe/ade SIeKTPHIeCKOM SHEPI UK,

0) BHeCeHWEe M3MEHEHMH B JIOTOBOP 00 OKa3aHWM yCIyr 1O IHepefaue SIeKTPHISCKOi
SHEpIuu;

B) PacTOpKEHHE IOrOBOPa 06 OKa3aHMH yCIIyT IO Iepefiade dNeKTPHIECKOH SHEPIHH;

r) uHpOpMHpOBaHHE MOTpeOHTENTs 00 ABAPUMHBIX CHTYaIUSX B PACIIPENEIATENHHBIX
SJICKTPUIECKUX CETAX CETCBOW OpraHW3allil, PEMOHTHBIX M IPO(YUIAKTHYECKHX paboTax,
IUIAHOBBIX OTPAaHMYCHUSIX pEXHMa IOTPEONEHUs 3IEKTPHYECKOM SHEPruH, BIMIOIMHUX Ha
HCIIONHEHHE O0S3aTeNbCTB MO JIOTOBOPY 06 OKa3aHHMM YCIyr MO Tepejade BIeKTPHIECKON
SHEPTHUH;

JT) OIYCK YIIONHOMOYEHHBIX Mpe/CTABHTENeH OTPeOHTENS YCIyT B MyHKTE KOHTPOJIL U
ydeTa KOJNUYeCTBA U Ka4ecTBA SIEKTPUIECKOH SHEPTHM B IIOPSAKE HCIydYasX, YCTAHOBIEHHBIX
JOTOBOPOM 00 OKa3aHMHM YCIYT IO IIepeaade JEKTPHIECKOH SHEPTHIL,

€) COIIacoBaHHe MECTa yCTAaHOBKH NPHOOpPA ydeTa 3IeKTPHUeCKOH SHEPruu (MomHOCTH)
(masee - mpubop ydera), CXeMbl NOAKTIOYEHHs NPHOOpA y9eTa M HHBIX KOMIOHEHTOB
H3MCPUTEIIPHBIX KOMIIEKCOB M CHCTEM y4eTa 3JIEKTPHYECKOH SHeprud (MOIHOCTH), a TaKKe
METPOJIOTHYECKHMX XapaKTePHCTHK IPubopa yJeTa;

’K) IOITYCK B SKCILTyaTalio Ipubopa ydera;

3) CHSATHE KOHTPOJIBHBIX II0Ka3aHu# IPHOOPOB yUeTa;

H) IPHEM MO0Ka3aHMi IPHOOPOB y4eTa OT MOTPeOUTEIS;

K) IIPOBEPKY, B TOM UHCIIE CHATHE [OKA3aHHiL, IpHOOpa yuera Iepel ero IEMOHTAXKOM IS
PEMOHTa, TIOBEPKH MIIHA 3aMEHEL;



1) pacuer 06BeMa IIepelaHHOM SIIEKTPUUECKON SHEPIUH IOTPEOUTENIO;

M) KOHTpPOJIb ITOKa3aTeliell KauecTBa 3JIEKTPHYECKOM SHEPrHMM B TOYKaX IPHCOEIUHEHHS
SHEProIpPUHUMAIOIINX YCTAHOBOK ITOTPEOUTEN 3IEKTPHYECKOM DSHEPIHMHM K OSJIEKTPHYECKHM
CEeTsSIM CETEBOH OpraHHU3alluy;

H) KOHTpPOJIb 3HAYEHHI COOTHOIIEHHS ITOTPeOICHNsI aKTUBHOM M PEaKTUBHOM MOIIHOCTH
IVIS OTHENBHBIX 3HEPrONPUHUMAONINX YCTPOUCTB (TPYHI SHEPrOINPHHUMAIOIIUX YCTPOUCTB)
IIOTPeOUTENS;

0) NpPOBEJECHUE KOHTPOJIHHBIX, BHEOUYEPEOHBIX U MHBIX 3aMEPOB IIOTOKOPACIpPENEICHHMS,
HArpy30K ¥ YpOBHEH HampsDkeHHsS Ha 00BeKTaxX MOTpeOHTeNns M 00BEKTaX 3IEKTPOCETEBOIO
XO035CTBa CETEBOM OpraHU3alUy;

1) TOJHOE (YaCTUYHOE) OrpaHHuYEHHE pPEeXUMa MOTPEOJICHUS HIIEKTPUYECKOM SHEPIHH B
nopsiike, ycTaHoBileHHOM [IpaBuiamu momHOro M (WJIM) YaCTHYHOTO OIPaHUYECHHS DPEXUMa
NOTpeONIeHNUs JIIEKTPUUYECKONH HHEPTuH, YTBEPXKICHHBIMH IIOCTaHOBIEHHEM IIpaBuTenscrBa
Poccuiickoit @enepanuu ot 4 mas 2012 r. N 442 u IlpaBunamu pa3paOoTKu ¥ IPUMEHEHUS
rpaduKOB aBapHUHHOTO OIpaHUYECHHS pPEXHUMa MOTPEOJCHUS JIIEKTPUUECKOH HSHEPTUU
(MOIIHOCTH) U KCIIONIB30BAHMS IIPOTHBOABAPUIHON aBTOMATHUKH, YTBEPKACHHBIMU IPUKA30M
Mumnsnaepro Poccun ot 6 uronst 2013 r. N 290;

P) COCTaBICHHE U IIPEAOCTABIICHHE IIOTPEOUTENIO aKTOB Oe3yd4eTHOro u 0e3/J0rOBOPHOTO
IOTPeOIICHUS SIEKTPUIECKOM SHEPTHH;

C) COCTaBJICHHE aKTOB COTJIACOBAHMS TEXHOJIOTHYESCKOM 1 (MJIK) aBapuiiHON OpOHH;

T) BBIJady IOKYMEHTOB, IIPEIyCMOTPEHHBIX B paMKaX OKa3aHHs YCIyr IO Iepenade
QIIEKTPUYECKOH DJHEPIrUH M TEXHOJIOTHYECKOMY IIPUCOEIUHEHHUIO, B TOM YHCIE KBUTAHITUH,
CUETOB, CYETOB-(PAKTYP.

4. B paMKaXx TEXHOJOTMYECKOTO IPHCOCAHHEHHS CeTeBas OpTaHU3alis IpH
00cITy)KMBaHUM IOTPEOUTENEeH OKa3bIBACT CIACAYIOUIUE YCIYTH (OCYINECTBISET IPOLECCH):

a) TEXHOJIOTHYECKOE IPUCOEIUHEHUE K DIIEKTPUIECKUM CETSIM CETEBOM OpraHu3alluy;

0) TEXHOJOTMYECKOE IPUCOCTUHEHHE K JIEKTPHYCCKHM CETSIM CETEBOM OpraHM3alluu
IIOCPENICTBOM IepepacipeieIeHHs MaKCUMaJIbHOM MOIIHOCTY MEXTy FOPUANYESCKUMHE JIUIIAMU U
HHIUBUYaIbHEIMH IIPEIIIPUHIMATEISIMHE (B TOM YHCIIE OIIOCPEIOBAHHOE PHCOETHHEHHE);

B) TEXHOJIOTMYECKOE IIPHCOEIMHEHHE K DIEKTPUYECKUM CETSIM CETEBOM OpraHu3alldM II0
HMHIMBUyaTbHOMY IPOEKTY;

I) BPEMEHHOE TEXHOJOTHYECKOE IPHCOSHUHEHHE K OJIEKTPUYECKUM CETAM CeTeBOi
OpraHU3aINH.

5. B pamkax oOcIyXuBaHMsS IOTpeOUTENedl ceTeBas OpraHM3alys II0 3asABICHUIO
MOTPEOHUTENS TAKKe OKA3hIBACT CIEMYIOIIHE YCIYTH (OCYIIECTBIISET IPOLECCH):

a) BBIIAYy CIPaBOK M JOKYMEHTOB (MX KOIHMH), MOATBEPKAAIONIMX TEXHOJIOTHYECKOE
IIPUCOCTUHEHNEe K CEeTAM CETeBOM opraHu3anuu (akT pasrpaHddeHHs OaJaHCOBOH
INPUHAUIENHOCTH  JJICKTPUYECKMX  CeTed, aKT  pasTpaHdYeHHs  OSKCILTyaTallMOHHON
OTBETCTBEHHOCTH CTOPOH, aKT 00 OCYINECTBIEHHH TEXHOJIOTMYECKOTO IPHUCOSHUHEHHS U aKT
COTJIACOBAHMUS TEXHOJIOTHYECKON U (MIIM) aBapHUHON OPOHH);

6) BOCCTaHOBJIEHHE paHee BBIJAHHBIX IOKYMEHTOB O TEXHOJOTHYECKOM MPHCOEIHHEHHH
nu00 BBIIAYY HOBBEIX JOKYMEHTOB O TEXHOJIOTHYECKOM IIPHCOEIMHEHHM IIPH HEBO3MOXHOCTH
BOCCTaHOBJICHHsI PAHEE BBIIAHHBIX TEXHUYECKHX YCIOBHI;

B) YCTAaHOBKY, 3aMeHy ¥ (MJIX) 9KCIULYaTaIKIO IPHOOPOB ydeTa.

6. ObcnyxuBanue TOTpeOHUTENIEH B paMKax OKa3aHHs YCIyT [0 Mepefade dIeKTPHIecKOlt
SHEPIUM OCYIIECTBILICTCS HAa OCHOBaHMU OOpalIeHMs IOTPEOHTENS B CETEBYIO OpPraHU3aIHIo,
€cnu  3aKoHozaTenscTBOM Poccuiickoit Desepamuu He MPeIyCMOTPEHO OCYIIECTBICHHE
IIPOLIECCa 10 HHUITUATHBE IPYTHX JIHIL.

7. Ilpu obermyxuBanum moTpebuTeneil (OCYIIECTBICHAN OTAENBHBIX IIPOLECCOB) CETEBas
OpraHu3alis He NODKHA TpeOOoBaTh OT IOTPEOHUTENS MPEeJOCTABIECHUS JOKYMEHTOB, a TAIOKe
OCYIIECTBJICHHSI IOTpeOuTENneM AeHCTBHH, He MNPEIyCMOTPEHHBIX 3aKOHOIATEIHCTBOM
Poccuiickoit ®enepanumn.



8. CereBas opraHu3amus pacKpelBaeT B COOTBETCTBHMH cO CraHgapTaMM pacKphITHS
uHboOpMaIKK CyOBEKTAMH ONTOBOIO M PO3HUYHBIX PBIHKOB JJIEKTPUYECKOM OSHEPIHH,
yTBEPKICHHBIME ITocTaHoBIeHneM [IpaBurenscta Poceniickoit @enepanuu ot 21 suBaps 2004
r. N 24, cnenyromnyro HHGOPMAIUIO O ITACIIOpTax yCIyT (IIPOLECCOB):

KpyT 3asBUTEIIEH;

pa3Mep IUIaThI 33 OKa3aHUe YCIyTrH (OCYIIECTBICHHUS IIPOIecca) M OCHOBAHUS €€ B3UMaHMUS,

YCIIOBHSI OKa3aHUs YCIIyTU (OCYIIECTBIECHUS IIPOILIecca);

pe3ynbTaT OKa3aHUs yCIyrd (OCYIIECTBICHHUS IIPOLIECCa);

001 CpoK OKa3aHUs yCIyrd (OCYLIECTBICHHUS IIPOLIECCca);

COCTaB M 3Talbl OKa3aHUS YCIYTH (OCYIIECTBIEHMS IIpollecca), BKIIOYas CBEHCHHS O
CoZepKaHMU U (MJIM) YCJIOBUSX dTamna, GopMa oka3aHusI yCIyrH (OCYIIEeCTBIICHHS IPoLecca).

ITacmmopT ycnyru (mpomecca) COCTaBJISE€TCS B OTHOIIEHMH KaXIod yciIyru (mporecca),
OKa3bIBAEMOM CETEBOM OpraHU3alyei, 10 pEKOMEHAyeMOMY 00pa3ily COTJIacHO MPHIOKEHUI0 N
1 x HacrosmM EnuHbIM cTangapTam.

ITacnopra yciyr (IpoIeccoB) CeTeBOit OpraHuM3aliy IIyOIUKYIOTCS CETEBOM OpraHu3amuei
B COOTBETCTBYIOIIEM paslene Ha OQHUIMAILHOM CaliTeé CETeBOM OpraHM3alud B
uH(OPMaMOHHO-TEIEKOMMYHHUKAHOHHON ceTd UHTepHeT (naiee - ceTh WHTEpHET), a Takxke
pasMemaioTcs Ha HMHQOPMAlMOHHBIX CTEHZAaX B o(Qucax CeTeBOM  OpraHu3alluw,
IpefHa3HAYECHHBIX I MpHeMa IOTpebHTeNel IO BOIpOcaM OKa3aHWs YCIYr IO Iepeaave
BIICKTPUYECKON SHEPTUH, TEXHOJIOTMIECKOMY IIPUCOSIHHEHHIO U HHBIM BOIIPOCAM, CBSI3aHHLIM C
JEATeIIPHOCTBIO CETEBOM Opranu3aluu (nanee - opuc o0CIyKuBaHUS OTpeOUTENEH).

9. Ilpy BHECEHHH H3MEHEHHIl B HOPMATHBHbIC IIPABOBBIE AKTEHI, PETYIHMPYIOIME IIOPAIOK
OKa3aHHUS YCIYT IO Iepeade SIEKTPUYECKON SHEPTUM U TEXHOJIOTHIECKOMY IIPUCOEIMHEHMIO,
IIacIopT yciyrd (Ipolecca) IPUBOJUTCS CETEBON OpraHM3alieil B COOTBETCTBHE YKa3aHHBIM
U3MEHEHHWSM B TEYCHHE JecaATH pabodumx [AHEH Ioclie BCTYIUIGHHS B CHIIYy YKa3aHHBIX
HU3MEHEHUH.

10. CereBas opranusanus He pexe OAHOTO pasa B rojl 06eCIeurBaeT IPOBEIEHHE OLPOCOB
noTpebuTenedl ¢ MeNbi0 BBLABICHHMS MHEHHsS MNOTpebHTeNel O KadecTBe OOCIIYI)KHBAHHSL.
E>xeronteie 0T49eThl 00 HTOrax HM3y4eHHs MHEHHS [OTpeOHTeNedl o KauecTBe O6CIY)KHBAHHS
nyOIUKYIOTCS Ha OUIHANTEHOM CaliTe CeTeBOH opraHus3anuu B ceTH VHTepHeT He mosnmee 1
MapTa rojia, CJIeIymero 3a rofoM, B KOTOPOM IIPOBOJHUINCH COOTBETCTBYIOIINE OIPOCHL.

II. Opranuzanust 09HOro 06CIyKHBAHUS

11. IlonoxeHHs HacTosIIEropaszena 06 opraEmsanmum oduca 0OCITYKMBAHHS
IOTpeOHTENeH U OpraHu3aluy 00CIy)XHBAHKS B TakoM ob¥ce PACTIPOCTPAHSAIOTCS Ha CETEBYIO
OpraHU3aIHIO.

12. O6cnyxuBanue moTpeOUTENCH IOCPEACTBOM JIMYHOrO KOHTAaKTa PaGOTHHKA CETEBOM
OpraHusaluu C IOTpeOUTeNeM (nanee - O4YHOE OOCIY)XHBAHME) OCYIIECTBISETCS B oduce
obciy)kuBaHus MOTpeOHUTeNel, a TakKe B CIydasX, IPeIyCMOTPEHHBIX 3aKOHOIATETHCTBOM
Poccuiickoit ®eneparuu, ¢ BEIE3N0M K ITOTPeOUTENIO paGOTHHKA CETEBOM OpraHu3aIuy.

13. Oducer obcmyxuBanus moTpebUTENedl MOAPA3NENIIOTCS HA LEHTPHI o0CITy)XHBaHHUS
noTpebuTeNnel (namee - MEHTPH OOCIYXKHBaHHS NOTpeOHTeNeil) M IIYHKTHI o0CITyKUBaHUS
IOTpeOuTeNeH, OpraHM30BaHHbIE B 06OCOGNEHHEIX ITOPA3IEICHUIX CETEBOM OpraHu3aIuu
(mamee - MyHKTHI 06CILy)KUBaHUs TOTpEOHTENEH).

Oducsr obcmyxuBaHus HOTpeOHTENeH NOMKHEI 0OECIeUnBAT: OPraHU3AMI0 OUHOTO
00CITy)KMBaHKS MOTPEOUTENEH, HCKITIOYAIOMEr0 HEO6XOAMMOCTh B3aUMOIEHCTRIS IIOTpeOuTeIST
C HHBIMHU TIOPA3AENICHAAMH CETEBOX OpraHu3anyuy (IPHHIUI "0JHOro oOKHa").

14, CeteBas opranmsamus pasMeIaeT HE MeHEEe OJHOIO LeHTpa OoO0CITyXHBaHUSL
norpebuTeneit ycuyr

15. CereBas oprammsanus oGecrieunmBaeT 0GCIyKUBAHNE norpebuTteneit ¢ cobmomeHueEM
TpeOOBaHUH K OpraHm3auud O(HUCOB OGCIYKHBAHMUS NOTpebuTENEH, IpPexyCMOTPEHHBIX



npuioxeareM N 2 K HaCTOSIIEro CTaHIapTa.

16. CereBas opranu3zaius obecreurnBaeT 09HOE 00CITy)KHUBaHUE IIOTPEOUTEICH:

B IyHKTaX OOCITy)XHBaHWS TOTPEOUTENEH CETEeBOM OpraHM3allid HE MeHee 25 4acoB B
HEJIeJIIO.

17. Ounoe obcity>kuBaHue MOTpeOUTENEH B ohucax 0OCIy KuBaHUS TOTpeOUTENEH BeneTcs
B TIOPSIIKE XKUBOM OYEpeqy M IO IIPEABAPUTENLHOM 3aIiCH 0 TeleGOoHy MK Ha O(QHIHAIEHOM
caiiTe CeTEBOM OpraHu3aluu.

18. OOcmyxuBaHue nOTpeOUTENEH MOMKHO OCYIIECTBIAThCS B Jro00M  oduce
obciy)xuBaHUsT ~ MOTpeOuTeNel  BHE  3aBUCHMOCTH  OT  MECTa  PACIOJIOXKEHHUS
SHEPrONPUHUMAIOIINX  YCTPOMCTB  TMOTpeOWUTENT Ha TEPPUTOPHH  SKCILIyaTAllMOHHOM
OTBETCTBEHHOCTH CETEBOI OpraHU3aIlyy.

19. CereBast opraHu3aiys IpHu OCYLIECTBICHUHA OYHOTO OOCIYXXHBaHHS IOTpeOUTeNeH B
opucax oOCHyXuBaHUS MOTpeOuTenedl obecreunBaeT COBEpINCHHUE MEHCTBHU II0 MEPEUHIO
COINIacHO IpuioxkeHHo N 3 K HACTOSIIUAM CTaHIapTaM.

20. Obmee Bpemsl OXHAaHHS NOTPEOUTENS B OYepemd U OOCIY)XMBaHHS MOTpPeOHTENS
paboTHEKOM O(uca 0OCIyXKHBaHUS MOTpeOHTENEH MODKHO COCTaBIAThH He Gomee 30 MUHYT.
Paboramkn oduca oOcmyxuBaHHS IOTpeOuTeNeil 00sM3aHBI HOCHTH JIMYHBIE HATPYAHBIE
UICHTU(QUKAIIMOHHBIE KapTOYKH C yKa3aHWEM HaWMEHOBAHUS CETEeBOM OpraHW3alliH,
JOJDKHOCTH, HIMEHH, 0TYeCTBa U (haMIIInU paboTHHKA.

21. PaboTHHK ceTeBOH OpraHM3alyH, MPUOBIBIIMN K MOTPEOUTENO IS OCYINECTBICHUS
OYHOro 0OCIy’KHBaHHUS, COOOIAET NOTPEOUTENIO CBOM (DaAMHIIHMIO, MM, OTUYECTBO, JOJLKHOCTS,
HaVMEHOBaHWE CETEBOM OpraHW3alliy, a TakkKe NPUYMHY ¥ Iens npuosiTHsi. [lo TpebGoBaHMIO
noTpebuTens pabOTHHK [OIDKEH IPEJOCTaBHTH CIy)KeOHOe YHOCTOBEpeHME JHO0 MHOM
JOKYMEHT, IOATBEPXKAAIOIMA ITOJHOMOYMs paboTHuka. [lpm oOpamenwn mnoTpeOuUTEns K
paboTHHKY CeTeBOH OpraHHM3alMy [0 BOIIPOCAM OKa3aHHs YCIyr IO Iepefade 3IeKTpHUYecKoit
SHEPrHH H TEXHOJOIMYECKOIO IIPUCOEHMHEHHUS, HO HE CBSI3aHHBIM C NPUYHHOM H IIEIBIO
IPUOBITHS, TPUOBIBIIKE PabOTHHK COOOIIAET MOTPEOUTENO KOHTAKTHYIO HH()OPMAIMIO CETEBOM
OpraHM3alliy, Pa3bACHIET, Kyla X B KAKOM IIOPSIKE eMY CIIeIyeT 0OpaTUThCS.

22. Jlata u Bpems BBe3fa pabOTHHKA CETEBOW OpraHM3ald¥ K MOTPEOHTENIO
COIJIaCOBBIBAIOTCS ¢ moTpeOuTeneM. IIpm HeoOXOomUMOCTH maTta W BpeMs NPHUOBITHS MOTYT
KOPpPEKTUPOBATbCS KaK CETEBOM OpraHM3alued, Tak M IOTpeOuTeNeM, IIpU 3TOM CeTeBas
OpraHu3aIus:

a) YBENOMIISIET OTPEOUTENS O JaTe U BPEMEHH 3allIaHUPOBAHHOIO HPUOBITHS PabGOTHHKA
HE II03[HEee 9eM 32 5 pabouux JHEH 10 aThl INIAHHPYEMOTro HMPHUOBITHSA, a B CIy9ae CPOYHBIX
BEIE3/IOB - HEIIOCPEACTBEHHO ITEPE]T BBIE3IOM;

0) B ciiydyae m3MEHEHH BPEMEHH coobImaer 06 9TOM He MO3IHEE YeM 3a 2 yaca JI0 paHee
COTJIaCOBAaHHOI'O BPEMEHHU IIPUOBITHS pabOTHHKA.

B ciay4yae HEOOXOMMMOCTH JMKBHAALUH TEXHOJIOTHYECKHX HAPYLIECHHH, YrpOXKAFOIIAX
paboToCHOCOOHOCTH 06OPYNOBAaHHS MM IPeLOTBpAIleHHs (TUKBHIAIHE IIOCIEICTBHIA)
HECYACTHBIX CIIy4aeB, MPUOBITHE K HNOTPEOHTENI0 pabOTHHKA CETEBONW OPraHM3AlMU MOIXET He
COIJIaCOBBLIBATHCS.

III. Opranuzanus 3a04H0r0 06C/IyKUBAHMSA (C HCIOJIb30BAHIEM
Teaedonnoii cBsizu U cetn Unrepuer)

23. CeteBas opranu3anus obecrednBaeT 06CIyKUBaHNE IOTPEOUTENEH ¢ HCIIOIB30BAHAEM
Tene)OHHOM CBS3H, IOYTOBOM CBA3M ¥ ceTH MHTepHET (nanee - 3209H0€ 06CIIy KHBAHKE).

24. Cereast oprauuzanus o0ecIednBaeT IpHeM U 06paGoTKy TenedOHHBIX OBparieHui
noTpebuTeneit mo Bompocam:

a) OCYIIECTBIEHHS TEXHOJIOTMIECKOTO IPHUCOETHHEHHS,

6) OxasaHus yCIyr 1o Iepenave SJIeKTPUIECKOH SHEPI UM,

B) OpTaHU3aIlUH ydeTa JIEKTPHIECKOH SHEepTHHL;



I) OpraHu3alvid  OOCTy)XUBAaHUS  IOTpeOuTened, IPEeNOCTAaBIECHHS  KOHTAaKTHOU
uHbopMaru OGUCOB OOCTYy)XMBaHUS NOTpeOUTENel, 3amucH Ha OYHBIA IIpUEM, a TaKXKe
MIOJIF30BAHMS HHTEPAKTUBHEIME CEPBHCAMH O(UITHATHHOTO caiiTa CeTeBOM OpraHM3alliH B CETH
Wuteprer;

J1) HECOOTBETCTBUS KaueCTBa IEKTPHUECKON SHEPriuH TEXHUYECKUM PErjlaMEeHTaM ¥ MHBIM
00s13aTeNbHBIM TPeOOBaHUM;

€) IepephIBOB B IIepefiaue JJIEKTPHUECKOM JHEPTHH, IPEeKpalleHHs] WA OIpaHUYCHHUS
pexuMa Nepejadn IEKTPUISCKON SHEPTUH.

25. lns 3a049HOrO OOCIY>XUBaHHs IOTpeOHTENel ceTeBas OpraHu3anus O0ecIedHBacT
BO3MOJKHOCTB BBHIIIOJIHEHUS JEHCTBUI IO NMEPEYHIO COIMVIACHO MPHIIOXKEHHIO N 4 K HACTOSIIUM
CTaHJapTaM.

26. 3aouHoe OOCIy)XMBaHUE IOTpeOHTENeH C HMCIOIB30BaHHEM Tele(GOHHOU CBA3U IO
BOIIpOCaM, YKa3aHHBIM B IOANyHKTax "a" - "r" myHkra 24 HACTOSAIIMX CTAHIAPTOB, CETEBAs
OpraHu3alys OCyIIECTBIIIET Yepe3 HEeHTPhl 00paboTku Telne()OHHBIX BBI3OBOB B pabouee BpeMs
obucoB obcmyxuBaHus noTpebuteneit. Homepa 1eHTpoB 00paboTku Tene(GOHHBIX BHI30BOB
CETEBOM OpraHu3aluy 110 yKa3aHHBIM BOIIpOCaM pa3MeEIaroTcs Ha O(QUIHAIEHOM CaliTe CETEBOM
opraHu3anuu B ceTH MIHTepHET U B orcax o0CIy KUBaHUS IIOTPEOUTETCH.

27. ObcmyxuBaHNE NOTpeOUTENEH MO BOMpOocaM, YKa3aHHBIM B moanyHkrax "n" m "e"
IyHKTa 24 HACTOSINMX CTaHOApTOB, OCYIIECTBIIETCS B PEXHME ropsuei nuuum (maiee -
ropsiyas JIMHHA II0 BOIIPOCAM 3JIEKTPOCHAOKEHHS) KPYTJIOCY TOYHO.

Tenedonnslii HOMep ropsueli TUMHUK IO BOIPOCAM 3JIEKTPOCHAGKEHUS SBILETCS €IUHBIM
u OecmmaTHbIM I HOTpeOMTENedl Ha TEPPUTOPHH OSKCIUIYyaTALMOHHOM OTBETCTBEHHOCTH
ceTeBod opranusanuu. He gomyckaeTcs MCIIONb30BaHHE B KadecTBe Tele()OHHOrO HOMEpa
ropsYeil JIMHUM II0 BOIPOCAM JJIEKTPOCHAOXEHWS Tele(OHHBIX HOMEPOB OIEPATHBHOIO
IIEpCOHAJIa CETEBOM OpraHU3aIlHH.

Teneonnrf HOMEp TOpsuYell JHHHM [0 BONPOCAM 3JIEKTPOCHAGKEHHS CETeBOi
OpraHU3allié JOBOIMTCS [0 IOTpeOMTENneH, SHEPrONpPHHUMAIOIINE YCTPOMCTBA KOTOPHIX
HETIOCPEICTBEHHO IIPUCOEAMHEHBI K OOBEKTaM JJIEKTPOCETEBOTO  XO3SMCTBA CETEBOM
OpraHu3alyy, B TOM YHCIIE IIyTEM €r0 BKIIOYEHHS B JOTOBOPHI SHEPrOCHAOKEHHUS, Pa3MEIIEHHSI
Ha O(QUIMATHFHOM caiiTe CeTeBOd opraHu3anuu B ceTd MHTepHET M B oducax o6CIyKMBAHHUS
oTpebuTenei.

28. CeteBas opraHm3alys IpH OCYINECTBIECHUH 3209HOT0 00CIy)KUBAHKS IIOTpebuTeneit ¢
HCIIOIB30BAHUEM TeNe(GOHHOM CBA3U 00ECIIEUNBAET:

Hanuyue OECIUIaTHBIX TeNe(OHHBIX KaHATOB CBS3M MEXIY CETEBON OpraHu3amueidl u
IIOTPEOUTEIISIMH;

npueM U o6paboTKy BCeX BXOIAINMX Tele(GOHHBIX BBHI30BOB MOTPEOUTENEH B CETEBYIO
opraHusauuo. Bpems oxunanus morpebureneM oTBeTa HO TeledOHY CETeBOH OpraHH3aIUM C
MOMEHTa COCIMHEHMs (B Cilydae OOCIy)XHBaHHS IOTPEOUTENEH C MCIIOIB30BAHHEM CHCTEMBI
UHTEPAKTHBHOIO TOJIOCOBOTO MEHIO - € MOMEHTa BEIOOpa IOTpEOUTENEM KaTErOpUM
"CoenuHeHUs ¢ pabOTHUKOM OpraHH3aniyu” B CHCTEME HHTEPAKTHBHOTO IOIOCOBOIO MEHIO) [0
MOMEHTa OTBeTa pabOTHHKA CETEBOH OpraHM3alU{ He JOJDKHO MPEBBINATh 5 MHHYT. Bpems
00paboTku BBI30Ba (TeT€)OHHOTO pasroBopa MNOTPEOHTENA C pabOTHHKOM) HE JOJDKHO
IPEBRIIIATh 5 MUHYT;

OCYIIECTBIICHHE UCXOASAIIMX TeJeQOHHBIX BBI30BOB UL HH(GOPMHUpPOBAHMS HOTpeOuTENeit
U IIPENOCTABIICHHS MH(OPMAIIMH 0 00paIleHusM II0TpeOuTeNeH;

BEIICHUE ay[MO3AICH BCEX BXOMSAIIUX M MCXOJSIIMX PAa3TOBOPOB C IMOTPEOHTENEM, O YeM
IIOTPEOUTEIb YBETOMIIAETCSA B HaUalle PasroBOpa ¢ pabOTHHKOM CETEBOH OpraHH3aIliu;

JOCTYITHOCTh U HaJI€XKHOCTh PabOTEI TeNle()OHHBIX KAaHAJIOB CBA3H,

PCTHCTPAlMIO BXOAAIMUX ¥ HCXOAAIIMX BBI30BOB COIJTIACHO IYHKTY 42 HACTOSIIUX
CTaHIAPTOB.

29. Cereast opraHM3anmms OCYINECTBISET 3a09HOE OGCTY)XHBAHHE MOTPEOUTENEH c
HCIIOJIb30BAHMEM CBOETO OHMIHMATBHOTO caiTa B ceTr MIHTepHET, coepKantero HHGpOPMALIHIO 0



IeSATeNFHOCTH CETEBOM OpraHu3anuu (naiee - 0QUIHaTbHBIHA CaiT).

30. B cinyuyae Bo3HMKHOBeHHs MepeboeB B paboTe OQUIMATBHOIO calTa, BIEKYIIUX
HEBO3MOXKHOCTh JIOCTYIIa K cojepikamieiics Ha HeM wuH(popMmanuu (cepBHcaM), ceTeBas
OpraHusaiys B TEYEHHE 2 YacOB ¢ MOMEHTA BO30OHOBIICHHUS HOCTyNa K OQHUIHATLHOMY CAWTy
pasMernaeT Ha HeM HHGOpMAaIUIO O IPHYUHE, JaTe U BpEMEHM IIPEKPaIEHHUs TOCTYIIa, a TAKXKE O
JlaTe ¥ BpEMEHH BO30OHOBIIEHHS TOCTYTIA K OQUIIHAIEHOMY CalTy.

[Torpeburenu MODKHBI HMETh BO3MOXKHOCTH O3HAKOMIICHHS C  HH(popManuei,
pasMelleHHod Ha OQUIMAIFHOM CcaiiTe, C HCIIOJNB30BAaHHEM pAacIpPOCTPaHEHHBIX BEO-
obo3peBareneii. Ilpm 3TOM HE MODKHA NpedycMaTpUBAThCS YCTaHOBKA Ha KOMIIBIOTEPHI
moTpeOuTeNell CIeHaIbHO CO3MaHHBIX I MPOCMOTPa OQHUIIMATBHBIX CAHTOB IPOrPaMMHBIX U
TEXHOJIOTHYECKHIX CPEICTB.

CymMmapHast UIMTENBHOCTh NEPEPHIBOB B paboTe OQUIMAIBHOIO caiiTa HE OJDKHA
IIPEBBIIATH 4 9acOB B MECHII.

31. Undopmarus, pasmeniacmas Ha OQHIIMATHFHOM CaiTe, JODKHA OBITh:

JOCTYIIHA JIJIsl aBTOMaTH4ecKoi 06paboTky;

KpYIJIOCYTOYHO  JOCTyIIHA IOTpebuTensM 06e3  HCIONB30BaHUS  IIPOrpPaMMHOIO
obecriedyeHus], yCTaHOBKa KOTOPOTO Ha TEXHWYECKHE CpelcTBa IOTpebutens Tpebyer
3aKJIIOYEHMs JIALEH3HOHHOIO MM HHOI'O COIVIANIeHHs C IIpaBoobiazaTesieM IIpOrpaMMHOTO
obecrieueHns, IperyCMaTPHBAIOIIEr0 B3UMAHHUE C IIOTPEOUTENS ILIATEL,

IoctynHa 6e3 B3UMaHUS IUIaTHL.

32. Hapuramusg o¢uOManbHOrO caliTa JOMDKHA COOTBETCTBOBATH  CIIEAYIOIIAM
TpeOOBaHUIM:

BCA pasMeEIlleHHas Ha OQUIMAIbHOM caiiTe WHPOpMAnus HOJDKHA OBITh JOCTYIIHA
HOTPEOUTEAIM IIyTeM IIOCIIEOBATENFHOrO MEepPeXo/a M0 TUIEPCCHUIKAM HAYMHAS C TJIABHOM
CTpaHHWIBl oOQuIUATbHOro calita. KomudecTBO Takux MEPEXOmOB IO  Kpardaiiieit
IIOCJIEN0BATEIBHOCTH JOJDKHO OBITH He OoJiee ISTH;

HOTPEOUTENIO  JOKHA IIPENOCTABIATECS HarmsigHas WHPOPMAIMS O CTPYKTYpE
ouIManbHOro caiiTa 1 0 MECTOHAXOXKACHHH 0TOOpaKaeMO# CTPAHHIIBI B 3TOM CTPYKTYPE;

Ha KaKI0M CTpaHMIle O(QUIMAIBPHOIO CaiiTa JOIDKHBI OBITH PasMENIEHBI: TNIABHOE MEHIO,
CCBUIKA Ha IJIaBHYIO CTpaHMILy, CCBIIKA Ha KapTy O(HIIHAIBFHOTO caiTa;

3aroJIOBKM U IIOJANKMCH Ha CTpaHHIAX IOJDKHBI OIMCHIBATH COIEpKaHWe (Ha3HAYEHHE)
TaKOW CTPaHHUIIbI, HAUMEHOBAHHUE TEKYIIETO pa3ziena i 0TOOpakaeMoro JOKyMEHTa;

HaVMCHOBaHWE CTPAHHUIIBI, OIHKCHIBAIOIEE €€ coAepkaHue (Ha3HA4YeHHe), JOJDKHO
0TOOpa)kaThCs B 3ar0JIOBKE OKHA BeG-0003peBaTeIs;

TEKCTOBEIN ajipec B ceTu MHTepHeT (yHUBEpCalbHBIN ykaszaTens pecypca, URL) kxaxmoit
CTPaHUIBI [JOJDKEH OTOOpakaTh €€ IIOJOKEHHEe B JIOTMUECKOM CTPYKType caiiTa
COOTBETCTBOBATE €€ COJNEPKAHHUIO (HA3HAYEHHIO), a TAakXKe B TEKCTOBOM ajipece IOJDKHEI OBITH
HCII0JIb30BaHbI CTAHAPTHEIE IIPaBHIa TPAHCIHTEPAIIH;

Ha IJaBHOW CTpaHMIe OQHIMAIBHOIO caiiTa U B OTACIBHOM pasjieine (Hmanee - IMUHBIH
KabHHET MOTPeOUTENs) pa3MemaeTcsi HOMep ropsiueil IHKUK 0 BOIIPOCaM 3JIEKTPOCHAGKEHH,
TUIEPCChIIKA Ha MH()OPMANUIO, IPETYCMOTPEHHYIO ab3aleM OJMHHAILATEIM M JBEHAINATHIM
IyHKTa 33 HACTOSIMX EAMHBIX CTAaHIAapTOB, a TAK)e CCHUIKM-OAHHEpHl Ha MH(OPMAIHOHHBIE
HHTEPaKTUBHBIE CEPBUCHI CETEBOI OpraHH3alyH.

33. B memax obecmedeHus OIEpaTHBHOTO AOCTyma moTpebuteneif K mEGOpMAnuE o6
OKa3bIBAGMBIX ~yCIIyrax M OOCIy>)KHBaHMH CETEBOM OpraHU3allid B IVIABHOM MEHIO
opuimanbHOro calita CeTeBOM OpraHmsanuu Bhiensercs pasgen "Ilotpeburemsm". B
YKa3aHHOM pasjielle pasMeInaeTcss HHPOpMaus B COOTBETCTBHH CO CTAHAAPTAMM PACKPHITH
MH(OpMany CyOHEeKTaMH ONTOBOrO U PO3HHYHBIX PHIHKOB 3TEKTPHUYECKON SHEPIUH, a TaKkKe
CIIEZYIOIINE CBEICHMUS:

TIOYTOBBIH ajipec ceTeBod OpraHu3alMH, afpeca U rpaduk paboTe OGHCOB 06CIYKUBAHUS
notpeburenedt, Homepa TeneOHOB, 1O KOTOPEIM  OCYIIECTBIAETCS o0cIy)XuBaHUE
IIOTpebUTeNeH, anpec oUIMAILHOTO caiiTa CeTeBOM OpraHM3aIuHY;



IOPSAIOK MOJAYM U PACCMOTpeHHsi OOpalleHHi moTpeOuTenel, comepxKalux xanody Ha
NEHCTBUS CETEBOM OpraHu3alliy, C YKa3aHHEM CPOKOB PAacCMOTpEHMs OOpamieHud Hu
IIPEIOCTABJICHHUS OTBETA;

MOPSIIOK M CPOKH 3aKITFOYCHHUS JOTOBOpa 00 OKa3aHHUHU YCIyT IO Iepeade dJIEKTPUIECKOM
SHEPI'HH, IpeayCcMOTpEHHBIE 3aK0OHOAaTebcTBOM Poccuiickoil @enepanuu;

MOPSANOK TOJaYM 3asgBKU Ha TEXHOJOTHMYECKOE IPHCOEIUHEHHE, OCHOBHBIE OSTallbl €€
paccMOTpEeHHMsI M WX CpPOKH, CBEIEHHs, KOTOpBIE JMJOJDKHBI COIEp)KaTbCs B 3asiBKE Ha
TEXHOJIOTHYECKOE MPHCOEIUHEHNEe, U TPeOOBaHUS K IpIIaraéMbIM K Hel TOoKyMeHTaM, (hOpMBI
3asIBOK IS 3aIIOJTHEHHS TOTPEOUTEIEM;

MOPSIOK BBIMOJIHEHHUS] TEXHOJIOTHYECKOTO IPUCOECTUHEHHUS, 3Tallbl TEXHOIOTMYECKOIO
MPUCOEIUHEHHS U MX CPOKH;

IOPSIIOK pacdeTa IUIATHI 3a TEXHOJIOTHYECKOe IIPUCOCAWHEHHWE I BCEX TpPYI
noTpebuTenelf, KOMHUM pEIeHWH OpraHa WCIOJHUTEIBHOM BiacTH cyOwmexTa Poccuiickoit
Oeneparui B 00J1aCTH TOCYIapCTBEHHOTO PETYIMPOBaHUS IeH (TapudoB) 00 yCTaHOBIICHHH
IUIaThl 3a TEXHOJOTMYECKOE IIPUCOEAVHEHHE B OTHOLICHUH TEPPUTOPHUANBHBIX CETEBBIX
OpraHM3alui, a TakXKe KOIUs pelneHus (emepaTbHOTO OpraHa WCIONHHUTEIBHOM BIIACTH B
00JIacTH TOCYNapCTBEHHOTO DETYJIHUPOBaHUSI IeH (Tapu(oB) IO YCTAHOBJICHHIO IUIATHI 32
TEXHOJIOTHYECKOE IIPUCOEIUHEHNE B OTHOLICHWM OpPraHW3allid 110 YIPABICHUIO eIUHOM
HAIlMOHAIBHOU (0OIMEPOCCUICKON) DIEKTPUIECKOM CEeThIO, MOPSIOK OIUIATHI II0 JOTrOBOpY 00
OCYIIECTBIIEHUH TEXHOJIOIMYECKOIO IIPHCOEIUHEHHS K JJIEKTPHUYECKUM CETSM, O0COOEHHOCTH
BHECCHHUS TLTaThI OTHENbHBIMU rpynnamMu oTpeOuTeNe, IIPEyCMOTPEHHEIE
3aKOHOATeNLCTBOM Poccuiickoit enepanuu;

MOPAIOK OCYIIECTBIEHHS KOMMEPYECKOIO ydeTa CETE€BOHM OpraHu3anueil, B TOM YHCIIe
TpeOOBaHMA K MeCTaM YCTaHOBKU IIPHOOPOB ydeTa, CXEMbI MOAKIIOUEHHS U METPOJIOTHIECKHE
XapaKTepUCTHKM IPHOOPOB ydeTa OGe3 yKa3aHWS TOBAapHBIX 3HAKOB, 3HAKOB OOCIIy)KMBaHMI,
(QUpMEHHBIX HAaMMEHOBAHHH, NATEHTOB, MOJE3HBIX MOJENel, NIPOMBIIIIEHHEIX O0OpPa3IoB,
HaMMEHOBaHUNA MECT IPOMCXOXKIECHHS IPHOOPOB ydeTa HIIM HAMMEHOBAHWUMN IPOM3BOAUTENEH
pubopoB yuera;

HaUMEHOBaHME IPHOOPOB  ydeTa, YCTAaHOBKY KOTOPBIX OCYINECTBISET ceTeBas
OpraHu3alus, UX CTOUMOCTh ¥ CTOUMOCTD paboT IO X YCTAHOBKE;

IOPUYMHBl M CPOKH IUIAHOBBIX IIEPEPHIBOB B IIepefadye 3IJIEKTPUYECKOM SHEPIuw,
IPEKpaIleHNus] WM OIPaHUYCHHS PeXHMMa Iepeadd dIIEKTPHYECKONW SHEPrdM, B TOM YHCIE
IpeBapuTebHas HHGOPMAIHI O CPOKaX OIPaHHYEHHUS PEXUMA IIOTPEOIEHHS dIeKTPHYecKOit
SHepru¥ (MOIIHOCTH) MOTPEOHTENeH B CBS3M C MPOBEIEHHEM PEMOHTHBIX paboT Ha 0OBEKTax
BJIIEKTPOCETEBOI0 XO35HMCTBA CETEBOM OpraHH3alliy, BKIIOYEHHBIX B TOMOBOM (MECAYHEI)
rpauk peMoHTa;

pacueTHBIE JaTa W BpeEMs BOCCTAHOBIEHHS SJIEKTPOCHAOXKEHHS B ClIydae BBEJCHHUS
BHEIJIAHOBOTO OTPAHMYICHUSI PEKMMA MOTPEOTECHUS DIEKTPUISCKOM SHEPTrHU (MOIIHOCTH);

9acTo 3a/laBaeMbIe BOIIPOCHL, BO3HUKAIOIIHE Y IIOTPEOUTENEN, M OTBETHI HA HUX,

aKTyaJbHBIC H3MEHEHHs 3aKOHOJaTeNbCTBa Poccuiickoit @emepanud B OTHOLICHHH
IpOTIeyp OKa3aHHUs yCIYT CETEBBIMU OPraHH3alsIMU;

YTBEP)KIECHHBIE TPahUKH aBAPHHHOTO OrPaHHYEHHUS;

nacnopra yciyr (IIpoLECcCOB) CETEBOM OpraHu3alliu;

MOPANOK  paboThl B  JMYHOM KaOHHETe OTpeOWTENs, BKMOYAs  IOJIYYCHHE
IIEPBOHAYAIILHOI'0 JOCTYIIA K TUYHOMY KaOHHETY, PETHCTPAIIUIO M aBTOPHU3AIUIO IIOTPEOHTES.

34. Nudopmanus, ykasaHHas B ab3alie ONUHHAANATOM ITYHKTA 33 HACTOSIIAX CTaHIapToB,
TOZUIEHKHUT OIyOIMKOBAHMIO HE MO3/THEE YeM 3a 7 JHeH 0 JaThI IIAHOBBIX TIePepHIBOB Iepeiadl
3JIEKTPHYECKOM SHEPIHH.

35. Mndopmanus, ykasaHHas B ab3ame TPUHAANATOM IIYHKTA 33 HACTOSIIHX CTaHJapTOB,
TOIIEHT OIYOIMKOBAHHUIO HE PE)KE OJHOTO Pa3a B KBapTal HA OCHOBE aHATH3a IOCTYIIHBIIUX
0OpalIeHui B CETEBYIO OpraHM3aIlHIo.

36. CereBas opraHu3anus o0ecIeYMBAET, B TOM GHCIE C HCIONB30BAHMEM JHUHOIO



KabuHeTa IoTPeOUTENs, TEXHUIECKYIO BO3MOXKHOCTD:

a) HalpaBJeHUs MOTpeOuTeNleM OOpaIieHuii, B TOM YUCIIe COINEePXKAINUX JKaIOOb!l M 3aSBKH
(3asBileHUs) Ha OKasaHuWe yCIyr (MPOLECCOB), COMNIACHO NPHIIOKEHHI0O N 5 K HaCTOAIIMM
EnuaemM cranmapram B GpopMe 3IIEKTPOHHOTO HOKYMEHTa IIyTeM 3allONHEHHUS 3KPaHHBIX (HopM
BeO-unTepdeiica odpuEaTbHOro caiiTa ¢ 00s3aTenbHOM [ 3all0JHEHHS KOHTaKTHOHR
uH(OpMaIHell 1 IPeaIOUYTHTEIBHBIM CIIOCOO0M IIOTydeHus 0TBeTa. B skpaHHBIX (opMax Bed-
uHTepdeiica oduIMaTbHOrO caifTa 0OecHmeurBaeTCss BO3MOXXHOCTh HPUKPEIUIATH (ailiel ¢
MaTepuaiaMu 1o oOpamieHuio. [Ipu HampaBieHHH oOpaleHus 4depe3 yKasaHHBIN HHTepdeiic
NOTpeOUTENh MODKEH OBITH YBEOOMIIEH O IUIAHOBBIX CpPOKAaX PAacCMOTPEHHs OOpalieHus ¢
yKa3zaHHeM PEeTUCTPAIIMOHHOI0 HOMepa O0paIeHuUS;

0) 3amoJHEHUs MOCPEACTBOM SKpaHHOM (opMbl BeO-mHTEpdeiica odumuansHoro caifra
aHKETHI ITOTPeOUTENsI U1 OIpoca C LENhI0 OIEHKH KadecTBa OKa3hIBAEMBIX YCIYT CETEBOU
OpraHu3aIy U 00CITy>)KUBAHUS MOTPEOUTENIS;

B) IONy4YCHUS IIOTpeOWTENeM CBEJEHHH O CcTaTyce pacCMOTpEHHs oOpaleHus,
HaIIPaBJIEHHOTO B CETEBYIO OpPraHU3AIIUIO;

I) BBOJa IOTPEeOHTENIEM TEKYIIUX ITOKa3aHU MPUOOPOB yUeTa IIEKTPUIECCKOM SHEPTHH;

Il) HalpaBJCHUS MOTPEOUTENEM YBEIOMIIEHUS B CETEBYIO OPraHU3allMi0 00 HMCIOJIHEHHH
UM MEPOIPHATHHR, IPETyCMOTPEHHBIX TEXHUIECKUMU YCIIOBHSIMH;

€) IIPEeIOCTABICHHUS TTIOTPEOUTEIISIM:

CBEJIEHUH O CTaTyce pacCMOTPEHMS 3asiBKU (3asBJICHUS) OTPEOUTENS HA OKa3aHUE YCIIVT,
IIOJTAaHHOM B CETEBYIO OpraHM3allMIO, C YyKa3aHWEeM JaThl IOCTYILUIEHHS 3asiBKH H €€
PETUCTPAlMOHHOIO  HOMEpa, MJaThl HalpaBlIeHWS 3asBUTENIO IOIMMCAHHOTO CETEBOM
OpraHu3alei 1oropopa o0 OKa3aHUU YCIIyTH;

CBEJICHUH O CTAaTyCce MCIOJIHEHHs JOTOBOpa OKa3aHHs YCIYTH C YKa3aHHEM IIIaHOBBLIX
CPOKOB HCIIOJHCHHS, 3a MCKIIOYEHHEM [OrOBOPOB Ha OKa3aHHWE YCIYIH IO Iepemayde
DIIEKTpUIECKON sHepruu. CBENEeHUS II0 JOroBOpaM 00 OCYLIECTBIEHHH TEXHOJIOTHYECKOIO
NPUCOCTUHEHMSA JO/DKHBI BKIIOYaTh HHOOPMAIMIO O JaTe 3aKIIOYeHHsl [OroBOpa, XOJe
BBINIOJIHCHUS CETEBOM OpraHM3alMell TEXHHYECKUX YCIOBHH, (aKTHIECKOM IPHUCOEIUHEHHUH,
COCTaBJICHUH M ITOJIIMCAHUHU JOKYMEHTOB O TEXHOJIIOTHYECKOM NMPUCOCTUHEHHH;

CYETOB Ha OILIATY YCIYT 110 TEXHOJIOTMYECKOMY IIPUCOEIUHEHHIO;

CBEJICHHM O MOKAa3aHUAX NPUOOPOB ydyera IO TOYKAM ydYeTa 3IEKTPHYECKOH SHEPrUu
HOTpeOUTEN M CTAaTHCTUKE IOTPEOJICHHS SJIEKTPHYECKOW SHEPIMM HAa MOMEHT IIOCIIEIHETO
CHATHS CETEBOW OpraHHM3allMel TakuxX NOKa3aHMH WM BBEIEHMS IOKa3aHWi Ipubopa ydera
IOTPEOHUTEIEM CaMOCTOSTEIBHO;

CBEJICHHH O CTATyce PACCMOTPEHHMS OOPAINCHHUS, HAMPABIEHHOTO B CETEBYIO OPraHHU3aIlUIO
B JJIEKTPOHHOU (hopMe.

37. MocTyn K IHMYHOMY KaOWHETy MOTpeOMTeNs OCYIIECTBIETCS IIOCIEe BBOJA
IOTpebuTeNeM CBOMX HICHTH(MKAIMOHHEIX NAHHBIX: UMEHH (JIOTHHA) M Napons ¥ (HIH) IO
PETHUCTPalliOHHOMY HOMEpPY 3asSBKM Ha OKa3aHHe yCIyr (OTHENBHBIX MpOLELyp) W Hapoilo,
KOTOpPBIE BBIIAIOTCS IOTPEOUTEITIO:

a) TP OYHOM OOPAINEHUH B CETEBYIO OPraHH3aIlHIO;

0) 10 MHCEMEHHOMY 3aIpOCy MOTPEOUTENL;

B) IOCIIE 3aIIOJTHEHHA HOTpeOUTeneM 3KpaHHOH (GopMmel BeG-mHTepdeiica O(GHIHAILHOTO
caiiTa CETEBOM OpraHW3alllH PETUCTPALAH.

38. Paznen "TloTpebuTenam” opUIMANEHOrO caiiTa CeTeBOi OpraHM3alMH PeKOMEHIYETCs
pa3pabaThbIBaTh B COOTBETCTBHH C IIpriIoKeHHeM N 6 K HacTosmuM EWHBIM CTaHmapTaM.

IV. Ilpuem u paccMoTpenue o6pamenuii morpeduTeneii
39. Tlotpeburemnsm obecredmBaeTCcs: pacCMOTPEHHE OOPAIEHUH B yCTAHOBIEHHEIE CPOKIL.

40. CereBast opraHuM3amus IPH PacCMOTPeHHH oOpamleHHil moTpeGuTeneil obecrednBaeT
IIPUEM ¥ PETHCTPAIMIO MOCTYIHUBINErO B [[PEC CETEBOH OpraHU3aIuy O0pAIEHUs IOTPEOUTEILT



(B TIMCBMEHHOM, 3JIEKTPOHHOM, YCTHOM (opMme, ¢ mcmons3oBaHueM TenedoHHOU cBszum). [Ipu
peructpauu  obparieHus (QUKCHpyeTcs KOHTakTHas wuHGopMamus moTpeOuTesns, [naTta
IOCTYIUICHUS O0pAaIleHHs. U BXOISIIHHA PErHCTPAlMOHHEIN HOMEp 0OpaIieHusl.

4]1. CeteBas opraHuzalys HaIpaBiIseT NTOTPEOUTENIO OTBET IO CYIIECTBY Ha €ro
obpalneHue B CIECIYIOIIHE CPOKH:

a) OTBET Ha IMMCbMEHHOe oOpalneHue moTpeduTes Ha OyMaXKHOM HocuTelne - B Teuerue 30
IOHEH cO JOHSA perucTpaluy oOpaleHHs CeTeBOM opraHu3amueii, B Cilydae €CIId HHOE He
IpeIyCMOTPEHO 3aKoHoAaTenbcTBoM Poccuiickoit denepanmu;

6) obpaienue moTpeOUTENS, HANpaBIEHHOE C HCIIOJIB30BaHHEM O(DHUIHATILHOTO caiiTa B
(bopMe SIEKTPOHHOTO NOKYMEHTA, - B CPOKH, YKa3aHHBIE B HPUIOXKEHMH N 5 K HACTOSIIUAM
CTaHZAPTaM;

B) OTBeT Ha oOpalieHHe TIOTpeOHTENsI C WCIIOIb30BaHMEM TeNe()OHHOM CBA3M
IIPEOCTABIIETCS. HEIOCPEACTBEHHO B MOMEHT oOpamieHuss moTpebutens. B cioydae
HEBO3MOXXHOCTH IIPEJOCTAaBHUTh OTBET B MOMEHT oOpalneHusi moTpeOuTeNs pabOTHUK CETEBOM
OpraHu3alliy 3alHCHIBACT KOHTaKTHYI0 MH(OPMALHUIO MOTPEOUTENE U He MO3[aHee 4 9acoB C
MOMEHTA PETUCTPAlU OOpaIeHUs IIPeIOCTABIIAET OTBET MOTPEOUTEIIO;

r) ecmu oOpalleHHe IIOTPEOHUTENs C KCIONB30BAHHEM Teae(OHHONU CBA3H COIEPIKUT
XKanoOy u (aKTel, H3JI0KEHHEIE B TaKOM xanobe, TpeOyroT aHalu3a MAaTepHAaIoB [0 0OPAIIeHHUIO
noTpebuTens, pabOTHHK CETEBOM OpraHM3allyy, NPHHSIBIIAN Tene(OHHBIA BBI30B, 0(OPMIIIET
xanoby B (opMe dIEKTPOHHOTO MOKYMEHTa, KOTOPBIA DPETMCTPHPYETCS B YCTAHOBIEHHOM
nopsake. Cpok oTBeTa MHOTPEOHUTENIO [0 TaKOM kKanobe He JOJDKEH MpeBhImarsh 30 aHel co THS
perucTpanyuy obpameHus;

1) OTBET HA YCTHOE obpalneHHe moTpeOuTens B oduc OOCIyKHBaHHS MOTpeOUTeNei
IPENOCTAaBISIETCS HEMOCPEICTBEHHO IIpM IIOCEIIeHMH DoTpebuteneM oduca. B cioydae
HEBO3MOJXKHOCTH IPENOCTaBIEHHs OTBETA Ha OOpalleHue MOTPeOHTEeNs IPU OCYIIECTBICHUU
OYHOTO 00CITY>KUBAHHUS NIOTPEOHUTEII, a TAKKE eCIH 00palleHne MOTPEOUTENS CONEPIKHT KAN0Oy
U (aKTel, W3NOKEHHBIE B TAaKOH iaimobe, TpeOyiOT aHaiW3a MAaTepHaioB MO OOpAIeHHIO
noTpebuTens, pabOTHEK CETEBOM OpraHM3alUH HOJDKEH [PEUIOKHATH IOTPEOUTENIO HAIPABHTE B
CETEBYIO OpPraHM3alMI0 MHCbMEHHOE oOpameHne W Oo(GOpMUTH oOpameHue B oduce
obciy)kvBaHus Ha THIIOBOM Onanke. ITocie 3amonHeHns W HOANUCAHUS HOTPeOHTEIeM GaHKa
obparenus Takoe obpamrenue perucrpupyercs. Cpok 0TBeTa Ha Takoe oOpalleHHe He TOJDKeH
npeBbuaTh 30 JHEH O JHS PErHCTpaIii O0paIeHH s,

42. B ciydae ecnu M3IOXKCHHBIE B OGpalleHHH MOTPEOUTENS BOIIPOCHI HE OTHOCATCS K
KOMIIETEHIMH CETEBOX OpraHU3aluy, pabOTHHMK CETEBOH OpraHHW3aliy He I03IHEe 5 pabodmx
JHEH CO [HSA PpErucTpanuM oOpameHus HHOOPMUPYET HOTPEOMTENI O HEBO3MOKHOCTH
IPENOCTaBICHHUs €My OTBETa IO CYINECTBY M3JIOXKEHHBIX B OOpAIEHHH BOIPOCOB M COOBINAET
KOHTaKTHYIO HH(OPMAIUIO OpraHm3aIyii, K KOMIETEHIMA KOTOPBIX OTHOCATCS TaKHe BOIIPOCHL.

43. Obpamenre TOTPeOHTENS O IIPEAOCTABICHHWH CIIPABOYHOM HMH(GOPMAIMH M (wm)
KOHCYJIbTAllMK CYUTAETCA PACCMOTPEHHBIM, €CIM IOTPEOMTENIO HampaBiieH (IPEemXoCTaBlIEH)
OTBET C 3ampaluBacMoi HHpopMaIuei.

44. Obpamenue noTpeOHTENs, COAEPIKALIEE KATOOY, CIATAETCS PACCMOTPEHHBIM CETEBO
OpraHu3aIlue, ecilu:

a) yCTaHOBJeHa 060CHOBAHHOCTE (HEOGOCHOBAHHOCTD) 3asBICHMS O HAPYIICHHAH IIpaB WK
OXpaHJEMBIX 3aKOHOM HMHTEPECOB IIOTPEOUTENS, B TOM YHCIE O MPEAOCTABIEHHH YCIYT
HEHAJJIeXKAIETr0 KauecTBa,

0) B cioydae HEOOXOMMMOCTH IO OGOCHOBAaHHBIM JKaIo6aM OIIpeEIeHbl MEPOIPHUSITHUSA,
HAlIPaBJICHHBIC Ha BOCCTAHOBJICHHE HAPYIICHHBIX IIPaB MM OXPAHIEMBIX 3aKOHOM HHTEPECOB
IOTPEOHTENS (Hajee - KOPPEKTUPYIOIIHE MEPHI);

B) HaIIpaBJieH (IIPEIOCTABIICH) OTBET IOTPEOUTENIO 110 OGPAIIEHHUIO:

B ClIy4ae MpU3HAHMA KanoObl HEOOOCHOBAHHOH B OTBETE MPEIOCTABISIOTCS
ApryMEHTHPOBAHHBIE  pa3sbsACHEHHWsS B OTHOIIEHMH OTCYTCTBHS OCHOBAaHMH JUIT  ee
YIIOBJIETBOPEHHUS;



B ClIydae IpH3HAHUS XKaJ0Obl 000CHOBAHHOM B OTBETE MOTPEOUTENO YKA3bIBAIOTCS, KaKHe
IpaBa WJIM 3aKOHHBIE MHTEPECHI IOTPEOUTENS ITOINIEXKAaT BOCCTAHOBICHUIO U B KAKOM IOpPSIKE.
Ecmu mo xanobe HeoOxommMma peanm3anus KOPPEKTUPYIOIIUX MEp, B OTBETE IOTPEOUTEIIO
yKa3bIBaeTCs INIAHUPYEMBIH CPOK UX peaTH3alyy.

45. PaccmoTpenue obpaleHus He IPOU3BOIUTCS (C yBEIOMIEHHEM 00 3TOM ITOTPEOUTEIS)
B CIyYasx:

a) ecu o0OpaleHue COACPIKUT HEI[CH3YpHBIE THOO OCKOPOUTEIbHBIC BEIPAKEHILT,

6) eciu B OOpaIieHUH COAEPIKUTCS BOIPOC, HA KOTOPBIA JAHHOMY IIOTPEOHUTENIO YCIyT
yke OBII IIPEJOCTaBIIEH OTBET I10 CYIECTBY B CBS3H C paHee HalpaBICHHBIMU OOpaIleHISIMH, U
IIPH 5TOM B OOpaIlleHUH He IPUBOISTCS HOBBIE JOBOJIBI HIIH OOCTOATENILCTRA,

B) €CIM OTBET IIO CYIIECTBY IIOCTABJICHHOIO B OOpaIlleHHH BOIIPOCA HE MOXKET OBITH JaH
6e3 pasrilalieHHs CBENEHHH, COCTaBILIIOIIMX KOMMEDPYECKYIO TaWHy HIIM HHYIO OXPAHIEMYIO
3aKOHOM TauHy.

46. Paccmorpenue obpameHus (6e3 yBemOMIIEHHs MOTPEOUTENS) HE NPOH3BOAUTCA B
CllydastxX, €CIIM TEKCT IMCBMEHHOIO OOpalleHus He MONNAeTCs MPOYTEHUIO WM B OOpaIieHuH
OTCYTCTBYIOT KOHTaKTHBIE JaHHBIE, HEOOXOAUMBIE IS HAITPABJICHUSI OTBETA.

V. OcobennocTn 00c/Iy;KHBaHNS MOTPEOUTENEH PH 0KA3AHUH
YCJIYT 10 T€XHOJOrH4eCKOMY MPHCO€eTNHEHUIO

47. CereBas opraHm3amus o0OeCIEUMBAET MOTPEOUTENIM - (H3HYECKHM JIMIIAM,
MaKCHMajbHas IPHCOCAUHECHHAs MOINHOCTh JSHEPrONPHHUMAIOIINX YCTPOHCTB KOTOPHIX
coctaBiseT N0 15 kBT BKIIOUHTENBHO (C yYeTOM paHee MPUCOEAMHEHHEIX B JAHHOHW TOYKE
IIPUCOCAMHEHHS SHEPTOIPUHIMAIOIINX YCTPOUCTR), BO3MOXKHOCTE:

a) BBICTABIEHHSA CYETa Ha OIUIATY YCIYIHM IO TEXHOJOTHYECKOMY IIPHCOEIHHEHHIO
CcIocobamu, MOIYCKAIOMUMH BO3MOXKHOCTb HX YIaJIeHHOM Iepenaun (o4Ta, ceTh VIHTEepHeT),
110 KEJIaHUIO IIOTpebuTes;

0) BHECEHHS IIATHI II0 JOTOBOPY 00 OCYLIECTBIEHAN TEXHOJIOTHIECKOT0 IPACOSTHHEHHS K
SIEKTPUYECKUM CETSIM 0€3 OIUTaThl KOMHCCHH.

IIpunooicenue N 1
K CTaHJapTaM KadecTBa
00CITyKMBaHUATIOTpeOUTEIEH

ITACITIOPT VCJIVIT'M (ITPOLIECCA) CETEBOM OPTIAHU3AITUN

HanMEHOBaHMeE yCIyTH (Iporecca)

Kpyr 3asButeneit <1>: ;
Pasmep mnatel 3a mpenocrasienue yenyru (Ipolecca) B OCHOBAHHE €€ B3UMAHH:

Ycnosus okazaHus ycyru (ponecca) <2>:
PesynbTar okasanus yciyru (pomecca):
OO6mmit cpok okazaHus yciIyrH (Iporecca):

Cocras, ocIe10BaTENFHOCTS K CPOKH OKA3aHHS YCITYTH (IIPOLecca):

N | Oram Conepxxarue/ycioBus ®opma Cpox Ccpuika Ha
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n/n sTana MIpeNOCTaBICHUS HCTIOJTHEHUS HOpPMAaTUBHBIH
MIpaBOBOM aKT

KonraktHas uHpopManus 111 HalpaBiIeHUus oOpameHuit <3>:

<1> Vxa3pIBaroTcs JuIla, KOTOPEIE MOTYT MOJIYYUTH JaHHYIO YCIYTY.

<2> OmnmcaHue YCIOBHH, NpH KOTOPHIX OKa3aHWE ycIOyrd (mporiecca) CTaHOBHTCS
BO3MOXXHBIM (IIPEZOCTAaBJIEHHE BCEX HEOOXOAUMBIX HIOKYMEHTOB, HalWUYde (HU3HIECKOU
BO3MOJKHOCTH OKa3aHWs yciIyru (mporiecca) u aip.).

<3> Vka3pIBalOTCsI KOHTAaKTHBIE JaHHBIC JIHIl, KOTOPBIE MOTYT JaTh HMCUYEPILIBAOIIYIO
uEpOpManuio 00 OKaspIBaeMOil yciyre, NpHHATH >Xano0y Ha meiicTBus (Oe3melicTBHE)
noxpasfeneHus (pabOTHHMKA) CETEBOM OpraHM3alid, 3aHATOr0 B OKA3aHWHM  YCIIYIH,
YIIOJTHOMOYCHHOTO OpraHa HCIIOJIHUTENBHON BIIACTH, OCYIIECTBIISIOIIEr0 HAA30pHBIE (OYHKIIHH
3a JeATEeIFHOCTHIO CETEBOM OpraHu3allkH.

IIpunoowcenue N 2
K CTaHJapTaMm KauecTBa
o0cmyuBaHus MOTpeOuTENEH

TPEBOBAHN .
K OPTAHU3AIIMN O®KICOB OBCIIY>XUBAHUS ITIOTPEBUTEJIEN
CETEBBIMU OPI"’AHU3ALIMSIMUA

1. Tlpu obopymoBaHMM LEHTPOB OOCIY)KHBaHHS MOTpeOUTENTeH B KIHEHTCKOM 3alle
IPOM3BOJHUTCS 30HHPOBAHUE IIOMELIECHHUS, OOECIEUYMBAIOIIEe €ro paslellcHHe Ha IBE 30HEL:
KIMEHTCKYI0O M 30HY pasMeIleHHs pabOTHHKOB, OCYLIECTBISIOIIMX  OOCIy)XKHUBAaHHE
noTpeOuTenei.

2. LlenTper obcnmyKuBaHHUs MOTpeOUTeNeH CHAGKAOTCS HH(GOPMAMOHHBIMA TaGIHIKaMu
(BBIBECKAMM) C JIOTOTHIIOM CETEBOM OpraHU3AIHH:

a) Ha BXOJl€ B 3[]aHHE pa3MeIIacTCs BhIBECKa ¢ MH(OpManueil: HauMEHOBAHHE CETEBOL
OpraHu3alyy, IOYTOBBIA ajfpec, rpaguk paboThI IEHTpa 0OCIyXUBaHUS MOTpeOUTeNet, anapec
SJIEKTPOHHOH IOYTHL, TeNe(OH IHEHTpa OOCIYXMBAHWS MOTpeOUTENeH M ropsueil JMHHH IIO
BOIIPOCAM DJIEKTPOCHAOKEHUS CETEBOM OpraHm3al[iML;

0) B IOMEIIEHWH - BEIBECKH C OOO3HAYEHHEM MeCT OYHOTO IIpHEMa noTpeduTene,
CIly)KeOHBIX [IOMEIIEHNH, He IpeIHa3HaYeHHbIX UL OYHOTO IIPHeMa HoTpeGuTeeit;

B) B KJIMEHTCKOM 3aJle - BRIBECKH Ha OKHAX OOCITYy)KHBAHHS IIOTPEOUTEIEH OKOIIO pabounx
MecCT pabOTHHKOB.

3. B ximenTcKOM 3ame IeEHTpa OGCIY)XKMBaHHS IOTpeGHTEIeH OpraHu3yeTcs 30Ha
OXH/IAHUS 1l HOTpebuTesel, 03BOIIONas Pa3MECTUTh [IOTpe6uTeNel B MUKOBEIE JHU (IaChl)
npuema. ITnomans 30HBI OXmIaHMsS cocTaBiseT He MeHee 4 KBaAPAaTHBIX METPOB Ha OIHOIO
paboTHuKa, 06CITyKHBaIOIEro noTpebuTens (OZHOrO OKHA obciyxuBanus). B 30He oxunanus
obecneunBaeTcs HaMMYHE MeGENH Ul UCTIOIB30BAHHS HOTPEOUTEISME BO BpEMS 0XKHUJIaHUS: HE
MEHEEe OZJHOT'O CHISTIEr0o MECTa Ha OJHOr0o paboTHHKA, 0OCTYKHBAFONIEro OTpebuTeNns (OQHOTO
OKHa OOCIy)XWBaHWS), HE BKIOYAs CHASYAE MECTA HEIOCPEACTBEHHO JUIA Ipuema
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notpebuTenei, OTAETBHOrO CTOMIAa U CTYa JUIs OQOPMIIEHHS TOKYMEHTOB BO BPEMS OXKUIAHUS,
KaHIEISIPCKUX IPUHAIIICKHOCTEH.

4. 3oHa OXHIaHWS KIMEHTCKOTO 3ajla OCHAaImaeTcs HH()OPMAIMOHHBIMH CTEHJAaMH C
HeoOXoauMO# It moTpeOuTens mHpopManueil B cooTBeTcTBUK co CTaHmapTaMM pPacKpBITHSA
uHbopManuu CyOBEKTaMH ONTOBOTO M PO3HUYHBIX PHIHKOB JJIEKTPUYECKOM OSHEPIHH,
yTBep)KAeHHBIME TocTaHoBIeHueM [IpaButensctBa Poccuiickoit @eneparuu ot 21 saBaps 2004
r. N 24, a Taioke co cinenyromei nadopmaruei:

4.1. rpaduk paboThl oduca 00CITy)KUBaHUS IIOTPEOUTEICH;

4.2. IOYTOBBIA afpec U IEKTPOHHBIN afpec OPUIHATHFHOIO caliTa CEeTeBOW OpraHU3aIliH,
azpec SJEKTPOHHOHM IOYTHI, Tene(OoHHBIE HOMepa IMEeHTpa OOCIy)XWBaHHUS INOTpeOUTENel H
ropsdef JMHUM II0 BOIPOCAM DBIIEKTPOCHAOXEHHUS CETEeBOM OpraHu3alyy, II0 KOTOPHIM
OCYILECTBIIIETCS 3a09HOE OOCIy)XKMBaHUE IOTpeOUTENEH, TEPPUTOPUs OOCITYKUBAHUS CETEBOH
OpraHu3aluy;

4.3. mOpsAIOK MO/aYM U PACCMOTPEHHUS OOpalleHuii IOTPeOUTeNeH, CoepIKaITuX KaToObI
Ha JEHCTBHA CETEBOM OpraHu3alliM, C YyKa3aHHEM CPOKOB pacCMOTpPEHHS oOparneHuil u
IIPEIOCTABIICHUS OTBETA,

4.4. TIOpANOK M CPOKH 3aKIFOUEHHs JOroBopa 00 OKa3aHHH YCIyr IO Iepemade
QIIEKTPUYECKOH SHEPIUH, IPEAYCMOTPEHHbIE 3aKOHOAATeILCTBOM Poccuiickoii deneparium;

4.5. IOpAnoK IOAa4YM 3aJBKH HA TEXHOJOTHMYECKOE IPHUCOEIUHEHUE, OCHOBHBIE 3TAIlbl U
CPOKH €€ pacCMOTPEHHMs, CBEACHUS, KOTOpPhIE JOJDKHEI COJEPIKAThCS B 3asBKe, TPeOOBaHHUSI K
IIpUIIaraeMbIM K HEH JOKyMeHTaM;

4.6. Tapudpl Ha yCIYrW IO Iiepefade DIEKTPHYECKOH DHEPrHH Ha TEKYIIU#A MEpPHOJ
PErylnupoBaHMs C yKa3aHHEM HCTOYHHMKA O(GHIMAIBHOIO OIyOJMKOBAaHHS pEIIEHHS OpraHa
UCIIOJIHUTEIBHOM BIIACTH B OOJAaCTH TOCYJapCTBEHHOIO pErylHpoBaHus Tapu(oB CyOBeKTa
Poccuiickoit ®enepanuu;

4.7. Tapu(bl Ha TEXHOJIOTHYECKOE IIPUCOSIUHEHIE Ha TEKYIIHHA IEPHOJ] PETYIUPOBAHHUS C
yKasaHHeM MCTOYHHKA OQHIHAILHOIO ONYOIMKOBAHHUS PENIeHUs OpraHa MCIIOIHHUTEIBHON
BIIACTH B 0OIACTH TOCYIapCTBEHHOIO peryiaupoBaHus TapudoB cyOmekra Poccuiickoi
Denepariuu;

4.8. 61aHKM THIOBBIX JOKYMEHTOB II0 TEXHOJIOTMYECKOMY IPUCOEIUHEHHIO, HA OKa3aHHe
YCIIyT 110 Iepelade 3JeKTPUUECKOM SHEPTHH U IIPOYEe;

4.9. MOPAZOK OCYIIECTBICHUS KOMMEPYECKOTO yuYeTa CETEBBIMH OPraHH3alUsIMH, B TOM
guciie TpeOOBaHHA K MECTaM YCTAHOBKH NPHOOPOB ydeTa, CXEMBl MONKIIOYEHHS W
METPOJIOTUYECKUE XapaKTEPUCTUKH IPUOOPOB yUETa;

4.10. mammeHOBaHME NPHOOPOB ydeTa, YCTAHOBKY KOTOPHIX OCYIIECTBISIET CETeBas
OpraHu3aIus, UX CTOMMOCTb U CTOMMOCTH paboT 10 UX YCTaHOBKE;

4.11. EnuHbple CcTaHAApTHl KadecTBa OOCIY)XMBAHWS CETEBHIMH OPraHH3AIHAMA
IIOTpeOUTENEeH CETEBhIX OpraHu3alyii;

4.12. macmopT yciIyr ceTeBOH OpraHu3aIiy;

4.13. xHura Xanob u mpeIoKEHHH.

5. Ilpu HE06XOAMMOCTH B LIEHTPe 00CIIyKMBaHKs OTpebHUTENeH 06eCIeINBACTCS HATNYUHE
IJIATSKHOTO T€PMHUHANA UL OILUIATHI YCIIYT CeTEBOM KOMIIAHHH.

6. Ecni B ximeHTCKOM 3are oOCIyXUBaHHE OCYINECTBIIETCS 6ojee 4eM 4 paGoTHHKAME
(Bonee yem 4 okHa OOCTY)XMBaHHSI), 30HA OXHAAHUA OOOPYAYETCS DIEKTPOHHOM CHCTEMON
YOPaBICHUS OYEPeIblo, KOTOpas IpeJHasHadeHa ONTUMH3HPOBATh IIOTOKM IIOCETHTEINEH.
VIHCTpYKIMS 1O SKCIUTyaTallid CHCTEMBI YIIPAaBIEHHS OYEPENbI0 M CXeMa Da3MELIAloTCs Ha
HH(OPMAITOHHOM CTEHJIE.

7. llomernenne meHTpa oOCIyXKHBaHUS TOTpebuTenedr oGopymyercs IIPOTHBOIOXKAPHOM
CHCTEMOH, CPEACTBAMH IOXAPOTYIICHUS, & TAKKe HEHTPATH30BAHHON CHCTEMOM OMOBEIECHHUS
TIOCETUTENIeH ¥ pabOTHUKOB LEHTPA OOCIIY KMBAHHS O IIOXKAPe U APYTHX KPUIHCHBIX CHTYALISX.

8. B moMemeHuy IeHTpa OOCIY)KHBAaHHS IIOTpeOHTeNel ObecIedMBacTCS HAIMYHE
IIUTHEBOX BOJIBI, AlITEYKH.
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9. B nentpe o6cnyxuBanus MoTpebuTeNeH obecneunBaeTcs 6e30IaCHOCTb OTPeOUTENEH

U pabOTHHUKOB.
10. B 3manmu neaTpa 00CIy)XKUBaHUS OTpeOUTENeH 0becreurnBaeTcs JOCTYII IIOCETUTEEH

B CaHy3JIbL.

11. B OTHOIIEHHH IIyHKTOB OOCIy>XWBaHUS MOTpeOUTeNell ceTeBas OpraHu3amys
obecnieunBaeT TpeOOBaHUS IIYHKTOB 2, 4, 8, 9 HacTosImero npuinoxeHus K ENUHBIM cTaHzapTaMm.

Kpome Toro, B myHKTEe OOCIyXHBaHHS oOOeclleUdBaeTCs Halpdue Mebenu i
HCIIOJIb30BAaHUS IOTPEOUTEIIME BO BpeMs OXKHIAHUS: HE MEHEe OJHOIO CHISYEero MecTa Ha
OJIHOTO pabOTHMKA, 0OCIY>KHUBAOIIEro MOTpedbuTeNs (0QHOro OKHa 00CIyKUBAaHUS), HE BKIFOYast
CHISYHE MECTa HEeIIOCPEACTBEHHO I IIpHeMa IOoTpeOuTeNel, CTona 1 cTyia Uit 0GOPMICHHS
JOKYMEHTOB BO BpeMsS OXHUIaHUS, KaHIEIPCKUX TpHHAIUIEKHOCTeH (pyuku, Oymara mis
3anuceit).

Ilpunooicenue N 3
K cTaHzapTaM KagecTBa
o0CITy)KMBaHUS TOTpeOuTenei

_ OCHOBHBIE IEMICTBHS
CETEBOM OPT AHMBAIWY ITPY OCYIIECTBJIEHY OYHOI'O OBCIIY KUBAHMS
TIOTPEBUTEJIEN B OOUCAX OBCIIYKUBAHUS IIOTPEBUTENIEN

N | OcHOBHBIE NEHCTBHS CETEBOM OpraHM3aIlUH IIPU OCYIIECTBICHAN OYHOr0 00CIyKABAHHUS
notpebuTenei B opucax oOCIyKUBaHUS TOTPeOUTEIEH

1 ITpuem m permcTpanus OYHOTO OOpalleHUs] HOTPEOUTENs, PETMCTPAlMs KOHTaKTHOM
HH(OpMAIUK ITOTPeOUTENs, TPOBEPKa KOPPEKTHOCTH O()OPMIIEHHS 3a9BOK Ha OKa3aHHE
YCIIYT, KOMILIEKTHOCTH JOKYMEHTOB M IIOJHOTHI CBEACHUU B 3aIBKE B COOTBETCTBHH C
TpeOOBaHUSIMH HOPMATHUBHEIX IPABOBLIX aKTOB:

1.1 IPHEM XaJl00bI HOTPeOUTENS B MHCEMEHHOM hopme

1.2 NPYEM 3a5BKH/3asBJICHHUS HA OKa3aHKe YCIIYT B IIMCHMEHHOM (hOpMe, B TOM YHCIIE:

1.2.1 3asIBKH Ha TEXHOJIOTUYECKOE IIPUCOCIUHEHHE

1.2.2 oOpaleHus OTPeOUTeNsI O MPOUIEHUH CPOKa JAeHCTBHS paHee BBIIAaHHBIX TEXHUYECKHX
YCIIOBUA

1.2.3 3ajBJICHUS O BOCCTAHOBJICHUM PaHee BBIIAHHBIX TEXHHYECKUX YCIOBHIA, yTpara KOTOPEIX
HacTynujaa B CBA3M C JMKBUJAIMEH, peopraHu3anuei, MpeKpalleHueM IesITeIbHOCTH
IIPEXHET0 BIIaJIENbla (3aIBUTEN), IPOAaXKeil 0OBEKTOB ¥ 10 HHBIM IPAYHHAM

124 |yBemomieHHS O 3aKMIOYCHHH COLNALICHHS O TEPepaclpeNeleHHy MPHCOeIHHEHHOMN
MOIITHOCTH

1.2.5 3a5BJICHHA Ha 3aKIIOYECHHE JIOTOBOpa 00 oka3aHHH YyCIyT II0 mepenmaqde BHGKTpPI‘{CCKOfI
SHEPIruu

1.2.6 3alpoca O cCorjacoBaHUM MECTa YCTaHOBKH npn6opa y4€Ta, CXEMBbI ITOAKIIFOYCHUS
an6opa YydeTa 1 MHBIX KOMIIOHEHTOB H3MEPHTENBHBIX KOMIUICKCOB H CHCTEM y4u€Ta, a
TaKXK€ METPOJIOTUIECKHUX XapaKTECPUCTHUK npn6opa ydue€ra

1.2.7 3aBKH O HEOOXOAMMOCTH CHATHS IIOKa3aHUH CYIIECTBYIOMEro Ipubopa yuera
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1.2.8

3ajBKH Ha OCYIICCTBJICHUE NOIIYCKa B OKCILIyaTalluIO npn6opa yue€Ta

1:2:5

3asBIICHHSI Ha 000pyAOBaHHE TOUKH IIOCTAaBKU IIpUOOpaMu ydera

1:2.10

3asBKU Ha YCTAHOBKY, 3aMEHY U (MJIH) SKCILTyaTalHio IpruOOpoB yueTra

1.3

mpueM cooOmeHud o 6e310roBopHOM (0€3y4eTHOM) MOTPEOJIEHHH SIEKTPHUUECKOM
SHEPIUH, O XUIIEHUH 00BEKTOB 3JIEKTPOCETEBOI0 X03IHUCTBRA

ITpuem noxazanuit NpUOGOPOB yUeTa MEKTPUIECKON SHEPTHU

IIpenocrasienue crpaBouHON HH(OPMAKUU O AESTEILHOCTH CETEBOM OpraHU3aIlMy I10
BOIIPOCAM OKa3aHHs YCIYr CETEBOM OpraHM3alldi, B TOM YHCJE IIPEIOCTABICHUE
TUIIOBBIX ()OPM JOKYMEHTOB

IIpenocTaBnenre KOHCYIBTAIMI [T0 BOIIPOCAM OKa3aHMs YCIIYT CETEBOM OpraHM3allyy.

B cnyuae orcyrcTBus MHGOpManuy y paGOTHHKA, OCYLIECTBIISIOIIETO OYHBIN IIpHEM,
JULSL TIPEOCTaBIEHH KOHCYNbTAll paOOTHUK PErHCTPUPYET MUCEMEHHOE 0OpalleHuE,
OTBET Ha KOTOPOE NpeaocTaBisercs B Teuenue 30 nueit

IIpemocraBnenue mHGOPMAMH O CTATyCe HCIONHEHWS 3asBKM Ha OKAa3aHHE YCIyT
(mpomecca), IOroBopa OKa3aHHS YCIYT, DACCMOTPEHHs OOpAINEeHHs, COAEPIKAIIEro
)Xanoby

Bbijaua 10KyMEHTOB HOTpeOMTENAM, B TOM YHCIE NOTOBOPOB Ha OKa3aHMe YCIYT,
KBUTAHIIMH, CYETOB-()aKTyp Ha OIUIATY YCIyr, JOKYMEHTOB IIO Pe3yIbTaTaM OKAa3aHUI
yeuayr (aKToB), akToB Oe3ydeTHOro (6€3XOrOBOPHOrO) MOTPEONEHHS 3NEKTPHUECKOit
SHEPTUH

IIpenocrasnenne undopmanyy 0 IPUIHHAX B CPOKAX [UIAHOBEIX MEPEPHIBOB IIepeladi
JNIEKTPUIECKOM OHEPrUH, NPUYMHAX HECOONIONEeHHs TpeGOBaHMI K IapaMeTpaMm ee
Ka4ecTBa, O JaTe U BPEMEHHM BOCCTAHOBJIECHHUS II€Peladdl SJIEKTPUUYECKOM SHEpruu, a
Taloke 00 0OECIIeYeHNH COOTBETCTBHS KadecTBa JIEKTPHUECKON 3HEprum TpeGOBaHMIM
3aKOHOJATEeNILCTBA.

Ipa orcyrctenm wunbopMamumum y paGOTHHKA HAa MOMEHT IIOCEINEHHS paGOTHHK
IpPENOCTaB/IACT OTBET NOTPEOUTENIO HE IO3JHEE 4 9acoB C MOMEHTA PETHMCTPAIUH
obpamenus ¢ sampocoM. Ecmu ofpalneHue ComepuT kanoby M H3IOXeHHBIE (aKThl
TpeOYIOT aHaNIM3a MaTepHaioB, TO PabOTHUK MpeiaraeT MOTPeOMTENO HAIPABHTH B
CETEBYIO OpraHH3allUIO MHCBMEHHOE oOpalneHne B (opMe 3IEKTPOHHOrO HOKyMEHTa
ung  opopMUTE OOpalleHHe Ha THIOBOM OJAaHKe @PH IOCEIEHHH, OTBET
IpenocraBisieTcs B Teuenue 30 nHel

IIpuem maresxel 3a oxasanue yciuyr (B HEHTpax 0OCIIyKHBAHHUS IIOTpeduTenekl)

Beliada WHIMBHAYanbHOro IOTMHA W TApoNs I JOCTyld B JIMYHEN KaOHWHET
[IoTpeduTes

10

IIpoBenienne 1ENEBEIX OIPOCOB, AHKETHPOBAHMS HOTpeOHTENeH IS ONEHKH KAYeCTBa
OKa3bIBAEMBIX YCIYT U 00CITYKUBaHHS

IIpunoowcerue N 4
K CTaHJapTaMm KadecTBa
o6cITy)KUBaHUS TIOTpeOuTENeH
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OCHOBHBIE TEUCTBUS

CETEBOM OPTAHMU3AIIVM ITPU OCVIIIECTBJIEHUY 3A0YHOI'O OBCJIYXXUBAHUSI

IIOTPEBUTEJIEX C KICIIOJIb30BAHUEM TEJIE®@OHHOM CBS3U

OCHOBHEIE AEHCTBYSI CETEBOM OPraHU3aIMHU MIPU OCYINECTBICHUH 3209HOT0 00CITY KABAHHUS
noTpeOuTeNel MOCPeICTBOM TeNe(hOHHOM CBI3H

IIpmem, perucrpamus, o0paboTka BXOAAIIMX BHI30BOB IOTpeOUTENeH ¢ 3ampocoMm
CIIpaBOYHOM MH(OpPMAIMH, IT0 BOIIPOCAM IPENOCTABICHUSI OTBETA IOTPEOUTENIO M 3aIliCH
norpeburerneit Ha pueM B orc 00CIyKUBAHUSI II0 BOIPOCAM:

1.1

OCYIIECTBIICHUA TEXHOJOTHICCKOI0 IIPHCOCAUHCHU I

1.2

OKa3aHHud YCIIYT IIO II€penadc BHGKTqueCKOﬁ OHEPIrun

1.3

OpraHHU3alliy yJeTa dIIEKTPHUIECKON SHEPIHU

1.4

00CITy’)KUBaHUS IOTpedUTEIEiH

1.5

IOJTyI€HUsT KOHTAKTHOM MH(pOpPMAIUH CETeBOM OpraHHU3alldi ¥ OpraHu3alui, paboTaromux
B c(hepe SHEPreTHKH Ha TEPPUTOPUH JCSTEIEHOCTH CETEBOM OpraHu3aiH

Ilpwem, perucrpanus, o6paboTka BXOMSINMX BBI30OBOB IIOTpeOUTeNedl 1O BOIpOCaM
KOHCYJIBTAlldH U IPEIOCTaBICHUS OTBETA MIOTPEOUTEIIO

Ipuem nokasanu# IpEOOPOB yUeTa SIEKTPHICCKON SHEPTHH B CIydasx, MPeIyCMOTPEHHbIX
OCHOBHBIMH  TIOJIOXKEHUAMM ~(DYHKIIMOHHPOBAHHS PO3HMYHBIX DHIHKOB 3JIEKTPHYECKOH
SHCPTHUHM, YTBEPKACHHBIMU mocTaHoBIeHHeM IIpaBuTensctBa Poccuiickoit ®enepanuu ot 4
Mmas 2012 r. N 442

IIpuem, peructpamus, o6paGoTKa BXOAAIIMX BEI30BOB IOTpebHTENeH ¢ COOOLICHHEM O
Ge3noroBopHOM U 6e3ydeTHOM IIOTPEOIICHUH SIEKTPHIECKOH SHEPTHH, a TAKXKE O XULIICHHH
0OBEKTOB 3JIEKTPOCETEBOTO XO3SMCTBA CETEBOM OpPraHU3aIHN

4.1

IIpuem, permctpamus, o6paboTka BXOISIIMX BEI30BOB IHOTpPeOHTENICH ¢ COOGIIEHHEM O
HECOOTBETCTBHM KadeCTBA JJIEKTPUIECKOH SHEPIMH TEXHHYECKHM pErjlaMeHTaM M WHBIM
oOs3aTensHbM TpeboBammaM. [lepenada yKkasaHHBIX COOBIEHMH OIEPATHBHOMY [IEPCOHATTY
CETEeBOi Opranu3anyy (IIpx He0OX0UMOCTH)

4.2

IIpuem, permcrparmms, 06paboTka BXOASIIMX BEI30BOB IIOTPEGHTENEH ¢ COOGIIEHHEM O
IPEKpaeHuy IIepe/ladyd JIEKTpUIeCKod sHeprum. Ilepemaua ykasaHHBIX COOOIIEHHI
OI€paTHBHOMY II€PCOHAILY CETEBOM OpraHU3aluy (IIPH HEOOXOIUMOCTH)

IIpuem, peructpanus, 06paGoTKa BXOIMIMX BHI30BOB IOTpeOHTENEd C 3aIIpOocoOM
MH(OPMAIUK O IUTAHKPYEMBIX CPOKAX BOCCTAHOBJIECHUS TEPENaun SIeKTPHUECKON SHEPIUH,
TI0 BOIPOCaM OOECIIeYeHHs COOTBETCTBUS KAYECTBA DIEKTPUUYECKOH SHEPIUH TEXHHYECKAM
perlaMeHTaM U MHEIM 00s13aTeIbHBIM TPeOOBaHUIM

OcymecTBeRne UCXOMAMMX BBI3OBOB JUIS YBEIOMICHHS MOTpeGHTENeH 06 aBapUHHBIX
CHTyallHsX B SJICKTPUIECKUX CETAX, PCMOHTHBIX M MIPO(HIAKTHIECKHX paboTax B HOPSIKE U
CPOKH, yCTaHOBIIEHHBIE JOTOBOPOM Ha YCIIYTH IO Tiepefiade 3IeKTPUIECKOH SHEPIur

OCYU.ICCTBJIGHI/IC HCXOAIITHUX BEI3OBOB JJIsL YBCIOOMIICHUSL HOTpCGHTGJ'ICﬁ Ipu
OCYHIECTBIICHUN TEXHOJIOTHYECKOTO OPUCOCOUHEHHUA, OKa3aHHsI YCIyr IIO0 Iepeaave
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3HeKTpI/I‘IeCKOﬁ SHEPIrHHM H IPH OCYINECTBJIICHUH KOMMEPUECKOI0 yd4eTa BHGKTpI/I‘{eCKOfI

SHEPrUu
8 OcyliecTBIeHde HCXOMIIINX BHI30BOB JJIS OTBETa MOTpPEOMTENsIM Ha OOpalleHus, Ha
KOTOpbIe HEe OBLIO BO3MOXHOCTH IIPEJOCTABUTH OTBET HEMOCPEINCTBEHHO IIPH IOCTYIIJICHHH
oOpareHus
9 IIpuem, perucrpanus, 00paboTKa BXOIIIIMUX BEI30BOB IOTPEOUTENEH, ColepIKaIUX XKaIo0y,

H IPEOOCTaBJICHUE OTBETA HOTpC6I/IT6JIIO

10 |MHdopManMoHHOE B3aUMOAEHCTBHE C OIEPATHBHEIM IEPCOHAIIOM CETEBOM OpraHW3allUH
IOpY IIOCTYIUIEHHHM OOpaleHH{ II0 BOIPOCAM HECOOTBETCTBHUS KauyecTBa 3JEKTPUUYECKOM
SHEPIru¥ TEXHHYECKHM periJaMeHTaM M HHBIM 00s3aTeNbHBIM TpeOOBaHUSAM, IIEPEPHIBOB,
IPEKpAIeHus Mepefiady 3IEKTPUUYECKOM 3Hepruy HH(GOpPMAIUM ABAPHHHBIX U IUIAHOBBIX
OTKIIIOYEHHUSX 3JIEKTPOIHEPTHH

11 |IIpoBeneHHE IENEBBIX OIPOCOB, AHKETHPOBAHMS MMOTPEOUTENEH IS OIEHKH KadecTBa
OKa3bIBAEMBIX YCIYT ¥ 00CITY>KHBAHHUS

Ipunooicenue N 5
K CTaHJapTaM KavecTBa
o0CIIy)KUBaHUS TOTpeduTENeH

OCHOBHBIE JENCTBH
CETEBOM OPTAHU3AILIVH ITPY OCYIIIECTBJIEHUM 3A0UYHOI'O OBCJTYKUBAHUS
[IOTPEBUTEJIEN C UCITOJIb30OBAHUEM CETU UHTEPHET
Crmcox HASMEHAIONIUX NJOKYMECHTOB

N | OcHoBHBIE neHcTBUS ceTeBOM opranu3anuy npyu | VHTepakTuBHEN | CPOK MCIOTHEHHS
OCYIIECTBIIEHHH 3a0YHOT0 00CITy )KUBAHHUS CEpBHC
notpebureneit B cetnt uTepaeT

1 IIpuem obparnenuii moTpeGuTeNel ¢ 3aIpocom B Teuenue 15
CIpaBOYHOM HHGPOPMALIUHU Yepe3 JHeH co THs
HHTEPaKTHBHBIE 3JICKTPOHHEIE (DOPMEL, OTIIPaBIICHUS
IIPEJIOCTABJIEHUE OTBETA OTPEOUTEITIO U 3AIKCh obparmesus

norpebuTenell Ha npueM B opuc 06CIyKUBAHUSL
IO BOIIPOCAM:

1.1 OCYILECTBIICHUS TEXHOJIOTHIECKOTO
IIPHCOEIUHEHHS Mrreprer- .
[pueMHas, THIHBIN
1.2 OKas3aHWs yCIIYT 110 Iepeaye JIEKTPUIECKOH KaOUHeT
SHEPruun oTpeduTens
1.3 OpraHHU3allUH y4yeTa DIIEKTPHUECKON SHEPTUH
1.4 00CITyXUBaHHsI TOTpeOuTeNeH
1.5 KOHTaKTHOM MH()OPMAITUH CETEBOM OpraHu3aIuH
U OpraHu3alluii, paboTaromux B chepe
9HEPreTHKH
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2 [Tpuem obparenunii morpeduTeneit no Bonpocam |MuTepHET- B Teuenue 15
KOHCYJIbTAI[UU Yepe3 UHTEPaKTHUBHBIE MIpHEeMHas, TUYHbIA | JHEH co OH
QJIEKTPOHHEIE ()OPMBI U IIPEIOCTABIEHUE OTBETA | KaOMHET OTIIPaBICHUS
OTPEOUTEIEO OTpeOUTEIIS oOpameHus

3 IIpuem xanob notpedbureneit uepes WuTepuer- B teuenne 30
UHTEPaKTUBHBIE SIEKTPOHHEIE (POPMBI X MpueMHasi, TUYHBIA | AHEeH co IHA
IIpeIOCTaBJIEHUE OTBETA IIOTPEOUTEITEO kaOuHeT OTIPaBICHUS

IIOTpeOUTEIIS oOpareHus

4 IIpuem 3asBKku/3asBICHUSI HA OKAa3aHUE YCIYT B teuenue 1 nus
Yyepe3 UHTEPaKTUBHEIE 3JIEKTPOHHBIE (HOPMEIL, B CO JTHS
TOM YHCIIE: OTIIPABIICHUS

obparmeHnus B

4.1 3asBKH Ha TEXHOJIOTHUECKOE IPUCOCTUHECHUE K clyuae

QJIEKTPHUICCKHUM CETAM KOMILIEKTHOCTH
. JIOKyMEHTOB U

4.2 3aBKH O HEOOXOIUMOCTH CHSATHS MMOKa3aHUH 5 -

CyILIECTBYIOIIEro mpubopa yaera JInuneli KabuHeT CBE/ICHHUIA B
OTpeOuTeNs

4.3 3a5BKH Ha OCYIIECTBIIEHHUE JIOIyCKa B 32IBKE/3ABICHIH
9KCIIIyaTaIyio npudopa yuera

4.4 3asBIIEHHS Ha 000pYIOBaHUE TOYKH IIOCTABKU
npubopamu yueta

4.5 3asBKH Ha YCTAaHOBKY, 3aMEHY U (WJIH)
9KCILIyaTalyIo IpuOOpOB yueTa

5 ITpueM 9epe3 HHTEPaKTUBHEBIE SIEKTPOHHEIE WnTepHer- B teuenue 1 nusa
(GopmeI coobImenuit 0 6e310roBOpHOM IIpHEMHas, TUYHBIA | CO JHS
(6e3ydeTHOM) DOTPEONEHUHN ITEKTPUUECKOM KaOuHeT OTIIPABJICHUS
9HEPI'HH, XUIIEHUH 0OBEKTOB 3JIEKTPOCETEBOT0 | IIOTPEOHUTENS oOpareHus
X03sHCTBa

6 IIpuem noxazanmii mpubOPOB yuyera JInuneni kabuner | B Teuenwme 1 gug
IEKTPUYECKOM SHEPTHU IIOTpeOuTENS CO JHS

OTIIPaBICHHUS
oOparneHus

7 IIpenocTaBnenue HHGOPMALUH O CTATyCe JInuHEbI KaOHET B teuenue 1 mas
HCIIOJIHEHMS 3a5BKU Ha OKa3aHHe YCIIyT IIOTpeOuTeNs €O ITHS
(pomecca), 10roBopa OKa3aHusl YCIyT OTIIPaBIICHUS

oOpareHus

8 I[IpenocTaBneHre HHGOPMAIHY O CTATyCE WnTepuer- B teuenue 1 mus
paccMOTpeHus 00paleHus, COAePIKAIIETO IIpPUEMHAs, TUYHBIH | CO JHS
xKanoby KaOuHeT OTIIPaBIICHUS

IIOTpeOUTEIIS oOpameHus
9 IIpeocTaBinenye 3J1eKTPOHHBIX KO JInuneni KabuHeT B Teuenue 15

JIOKYMEHTOB IIOTPEOUTENSIM 10 Pe3yIbTaTaM
OKa3aHusA yCIyr (aKTOB), aKTOB 6E3yYETHOrO
(6e310roBOPHOr0) MOTPEOIEH S SIEKTPHIECKOM

OTpeOuTeNs

JHEH co mHdI
OTIIpaBJICHUS
oOpaleHus
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SHEPIUu

10 Brinaua uHOUBHAYaATBHOTO JIOTHHA U IAPOJIS WNuTepner- B teuenue 1 nus

JUISL TOCTYIIA B JIMYHBIA KaOMHET MOTPEeOUTENsS | IpUeMHas CO JTHSA
3aI10JIHEHUS
perucTpatiOHHON
bopmsI

11 Y naneHHBIH TOCTYI K MOKa3aHUSIM Ipubopa JInunelit KaOUHET IIpu 3ampoce
ydeTa I10 TOYKaM y4yeTa 3JIEKTPOIHEPTHA moTpeduTeNs
IIOTPEOUTENs, CTATUCTHKE MOTpeOIeHus (TIpu
HaJIM4YUH CHCTEMBI yUeTa ¢ YOaJIeHHBIM cOOpOM
JTAHHBIX)

12 IIpenocraBnenue cyera Ha OIUIATY YCIyT (IO JIngHbIi KabUHET B teuenue 15
TEXHOJIOTMYECKOMY IIPUCOESAUHEHHMIO VIS JIUIL C | IIOTPeOUTENS TTHEH Co JTHS
SHEPrONPUHUMAIOIIAME YCTPOUCTBAMHE OTIIPABIICHUS
MaKCHMaJIbHOH MOITHOCTEIO 710 670 kBT oOpalenus
BKIIIOYHTEIBHO C YUETOM paHee
IIPUCOEIUHEHHBIX B TaHHOU TOYKE
IIPHCOENUHEHNS] SHEPTOPUHUMAFOIIHX
YCTPOKCTB)

13 I[IpoBenenne neneBBIX OIPOCOB, aHKETHPOBanus | HTepHET- Ha noctosizHO#
IOTpeOUTeNeH s OLEHKH Ka4ecTBa IIpUEMHAs], TUYHBIA | OCHOBE
OKa3BIBAEMBIX YCIIYT ¥ 00CITy)KHBaHHUS KaOHHeT

OTpeOuTeNs

14.1  |IIpenocraBienue uudopmManuu o npuuuHax ¥ | JIM4HELT KaOuHeT B Teuenne 1 nus
CpOKax IIJIAHOBBIX (BHEILIAHOBHIX) norpeburens
OrpaHMYEHHUAX PEXUMa MTOTPEOICHHMS
DIIEKTPHYECKON S3HEPTUHU (MOLITHOCTH )

HOTpeOUTENeH, a TakKe O JaTe U BPEMEHH
BOCCTaHOBIICHHS SJIEKTPOCHAOKEHH
14.2 | IIpenocraBnenne HHGOPMALUK O IPHUMHAX B Teuenue 15

HecoOmoeHns TpeOoBaHUH K ITapaMeTpam
Ka4eCcTBa JJIEKTPUIECKOU SHEPTHH, O
MEPOTIPUATHAX U paboTax, HEOOXOAUMEIX IS
00€CIIeUeHHUsI COOTBETCTBHS Ka4ecTBa
QJIEKTPUYECKOM SHEPTUU TPEOOBAHMIM
3aKOHOJaTENBCTBA

JIHEH co IHA
OTIIPABIICHHS
oOpamenus. Eciu
U3JI0)KEHHEIE
(axTsI TPeOYIOT
aHaM3a
MaTepHaJoB, TO
CpOK
IIPENIOCTABICHHUS
OTBETa MOXKET
OBITH MPOJIEH 10
30 gueit
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Ipunooicenue N 6
K CTaHJapTaM KadyecTBa
o0cCITy>)KuBaHUs OTpeduTenei

CTPVKTYPA .
PA3JIEJIA "IIOTPEBUTEJIIM" OOUITAJIBHOI'O CAUTA
CETEBOM OPT AHM3ALIA

HaumenoBanue
nojapasiena

Conepxanue

Onucauue

Teppurtopus
00CITy)KUBaHUS
CETEBOU
OpraHu3aIuu

O61mas uadopmanus

IlepedyeHb 30H AEATEIHFHOCTH CETEBOM OpraHU3aIiy
C JeTanu3alieli II0 HACEIEHHBIM IIyHKTaM M
palioHaM TOpOJOB, OIPENENIeMbIX B COOTBETCTBHH
C TrpaHMIAMH OajlaHCOBOM  IPUHAICKHOCTH
BIIEKTPOCETEBOIO  XO3sMCTBa, HAXOIAUIEToCs B
COOCTBEHHOCTH (uiHaia WM IIPUHAMIEKAIIEr0
€My Ha HHOM 3aKOHHOM OCHOBaHUH

Texuuyeckoe
COCTOSIHHE ceTel

CBeneHus 0 TEXHHYECKOM COCTOSIHHM CETeM, B TOM
qyclIe:

1) cBoHBIE NaHHEBIE 00 aBapUNHBIX OTKIIIOUYEHUIX B
MECSIl II0 TIpaHulaM TEePPUTOPHAIBHBIX  30H
JESTENILHOCTH OpPraHU3alliy, BHI3BAHHBIX aBAPUSMHU
WM BHEIUIAHOBBIMH  OTKJIIOYEHHUSIMH OOBEKTOB
9JIEKTPOCETEBOIO XO3sHCTBA, C yKa3aHHEM ATkl
aBapuUi#HOTO OTKJIFOUEHUS 00BEKTOB
9JIEKTPOCETEBOIO XO3AHCTBA M BKIIOYCHHS HX B
pabory, IIPUYHH aBapuii (o UTOTaM
paccieioBaHus B YCTAaHOBICHHOM IIOpPSAAKE) H
MEPOIIPHUATHH 110 UX YCTPAHEHHIO;

2) o00BeM HENONOCTABIECHHOW B pe3yiIbTaTe
aBapUAHBIX OTKIFOYEHUH SIIEKTPUIECKOM SHEPTUM;
3) BBOL B PEMOHT H BHIBOJ M3 PEMOHTA
SJICKTPOCETEBLIX OOBEKTOB C YKa3aHUEM CPOKOB
(cBonHAst mHGOPMAIHS)

Ilepenaua
SJIEKTPUIECKOH
SHEPruu

OO6mast uadopmarms o
nepenaye
SJIEKTPUIECKOM
SHEPTUHU

Nupopmanus o mepenayue SIeKTPHIECKON 3HEPIHH,
cxXeMa B3aUMOJICHCTBHS YYaCTHHKOB II0 Ieperade
SIIEKTPOIHEPTUU

Hopmarususie
IOKYMEHTBI

HepequL AKTYaJIbHBIX HOPMaTUBHEIX JOKYMEHTOB

Ilacmiopta ycmyr
(mpormeccoB)

Ilepeuenr macmopToB BCex yeuyr (mpoIeccoB),
OKa3bIBAEMBIX (ocymecTBIsIEMBIX) CETEBOU
OpraHu3alieil IMOTpeOMTEeIsIM Ipd  Iepenade
SJIEKTPUYECKOH SHEPTUU

Tunossre Gpopmer
JOKYMEHTOB

DOpPMBI TUIOBBIX JJOTOBOPOB Ha OKa3aHHE YCIIYT II0
nepeziave dIIeKTPUIECKOM SHEPTHU
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Tapuds! Ha yciIyru 1o

Tapudsr Ha ycmyru mo Inepenade 3JIEKTPUUECKON

nepenayve SHEPIMHM Ha TEKyIIHH IEpHOJ pPEryJIHpOBAaHHS C

SIEKTPUIECKOH yKa3aHuEeM HCTOYHHKA ouIHIaTEHOTO

SHEPIUun OIlyOJIMKOBAaHUS PEIIEHUSI OpraHa UCIIOTHUTENEHON
BJIACTH B obactu rocyapCTBEHHOTO
perynmupoBanus TapudoB cyodwrekTa Poccuiickoit
Denepanun

bananc 1. OTmyck 31meKTpUYecKOi SHEPTUH B CETh U OTILYCK

SIEKTPUUECKOH JJIEKTPUYECKOM  DHEPrUM U3 CETH  CETEeBOM

OHEPIvuH U MOIIIHOCTH

KOMIIaHUH o YPOBHSIM HaIpsHKCHUH,
HCIIOJIB3yEeMBIM JULS LIEHO0Opa3oBaHus,
HOTPEOUTENIIM  3JEKTPHYECKOM  SHEeprum U
TEPPUTOPHATIBHBIM  CETEBBIM  OpraHU3aLHUIM,
MIPUCOETUHEHHBIM K CETSIM CETeBOX OpraHU3aI[HH.
2. OOwveM IepefaHHOW SJIEKTPOIHEPTHH 10
JOroBopaM 00 OKa3aHHH YCIyT IO Iepeaade
SJIEKTPUYECKOH 53HEPIUM MOTPEOUTENIM CETEBOM
OpraHM3allid B pa3pe3e YpOBHEU HaIPsDKEHHH,
HCIIOIB3YEMBIX AT [IEHO0Opa30BaHMsL.

3. lloTepm »5IEKTPUYECKOH OSHEPrHH B CETIAX
CeTeBOM  opraHM3anud B aOCOJTIOTHOM M
OTHOCHTEJIBHOM  BBEIpQXXEHHHM  II0  YPOBHAM
HaIpsDKCHMsI,  HMCIOJNB3YEMBIM UL Ieneid
LIeH00Opa3oBaHUS

3arpaTsl Ha OILIATY
IOTEePh

1. 3arpaTel ceTeBOH OpraHW3alMHd Ha IIOKYIIKY
IIOTEPH B COOCTBEHHBIX CETSX.

2. VpoBeHb HOPMATHBHBIX [IOTEPH DIEKTPHUECKOMH
SHEPTHMM Ha TEKYIIMH IEpHON C YKa3aHHEM
HMCTOYHHUKA OIlyOJIMKOBaHUS  pEIIEHHUS 00
YCTaHOBJICHHH YPOBHS HOPMaTHBHBIX ITOTEPb.

3. IlepeyeHb MEPONPHATHA 10 CHUYKEHHIO
pa3MepoB IIOTEPh B CETHAX, a TAKXKE O CPOKax HX
UCIIOJIHEHHMS ¥ HCTOYHUKAX (HHAHCUPOBAHHSI.

4. 3axkynka ceTeBOl OopraHu3anued 3JIeKTPHYECKOH
SHEPruu Ui KOMIIEHCAlMH IIOTEPh B CETAX U €€
CTOMMOCTH.

5. Pasmep ¢axTUYecKuX MOTEPh, OILIAUYMBAEMBIX
IIOKYTIaTeIsIMU IIPH OCYIIECTBICHUU PAacueTOB 3a
QJIEKTPUYECKYIO SHEPIHIO 110 YPOBHAM HAIIPSDKEHHS

TexHoornueckoe
[IPUCOETUHEHUE

Ob61mas nabopManus o

WudopMmamust 0 mporeaype TEXHOJIOTHYECKOTO

TEXHOJIOTHIECKOM IIPUCOCIUHEHHUSL. Cxema B3aUMO/ICHCTBHSA
IIPUCOETUHEHUH YYacCTHHMKOB IIpoIiecca

HopmaruBabie ITepevens aKTyaubHBIX HOPMATHBHEIX JOKYMEHTOB
JOKYMEHTEI 10 TEXHOJIOTHYECKOMY TIPHUCOEIUHEHUIO

ITacnopra ycnyr
(mporeccoB)
IIPOLIECCOB

[lepeuens ycmyr (mpomeccoB), OKa3bIBAEMBIX
(ocyImecTBIIIEMBIX) CEeTeBOU opra"usamuei
OTpeOUTENIIM npu TEXHOJIOTHIECKOM
IIPUCOEIUHEHHH
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ITopsimoK BRIIOJIHEHUS
MEPOIPUSITHH,
CBSI3aHHBIX C
NIPUCOETUHEHUEM K
CeTsIM

[Topsmok BEIIIOTHEHUS TEXHOJIOTHYECKHX,
TEXHUYECKHUX U JIPYTHX MEPOIPHUSITHH, CBI3aHHBIX C
TEXHOJOTHYECKUM IIPHCOETUHEHIEM K
QJIEKTPUYECKUM  CETsSM, BKJIIOUas  IEpedeHb
MEpPOIPUATUH, HEOOXOAUMBIX IJIS OCYILIECTBICHUS
TEXHOJIOTUIECKOTO IIPUCOETUHEHUS K
JJIEKTPUYECKUM CETSIM, ¥ IOPSIOK BBITOJHEHUS
9THX MEpONpHUATHH C YyKa3aHHEM CCBUIOK Ha
HOpPMAaTHUBHEIE IIPABOBEIE aKThI

Tunosre popMbI

Tunossle GopMBI JOKYMEHTOB Ha TEXHOJIOTHIECKOE

JOKYMEHTOB NIPUCOENUHEHHE 110 KAXKI0H rpyIe 3asBuTeneit
Tapudsr Ha Tapudsl Ha TEeXHOJIOrHYECKOE MPHCOSTUHEHHE Ha
TEXHOJIOTUIECKOE TEKyIIUH IEPUON PpEryJIHpPOBaHUS C YKa3aHHUEM
IIPACOETUHEHNE HCTOYHHKA ounIanbLHOTO OITyOIMKOBaHUS
pelleHus OpraHa HCIOJHHUTENBHOHM BIacTd B
obnactu roCyJapCTBEHHOI'O PEryIUpOBaHUs

tapudoB cyorexTa Poccuiickoit ®enepariwu

Caenenus o0 HAJIUYAHA
MOIITHOCTH,
CBOOOIHOM Ig
TEXHOJIOTHYECKOTO
NIPUCOEAUHEHUS

Ceemenns o0 Hamumuuu oOBeMa CBOOOMHOM IS
TEXHOJIOTMYECKOT0 IIPHCOETUHEHUST IOTpebuTenei
MOIIHOCTH  Ha  O0BEKTaX  3JIEKTPOCETEBOIO
X03s4MCTBA € yKa3aHWEM TeKyIero obnema
MOIIHOCTH Ha TakuX OO0BEKTax (OTHETBHO IIO
KaXIOMY 00BEKTY)

CBeZleHHs 0 IIOJAHHBIX
3asBKax Ha

1. CBemeHus O KOJIMYECTBE 3asBOK H 00BEMe
MOIIHOCTH, HEOOXOAUMOM IJISI UX YAOBICTBOPEHHUS.

TEXHOJIOTHYECKOE 2. CsemeHHS O KOJHYECTBE AHHYIMPOBAHHEIX
IIPUCOEINHEHHE, 3asIBOK Ha TEXHOJOTHYECKOE IPUCOEIHHEHHE.
3aKIIIOYEHHBIX 3. CeleHUs O BBIIOJHEHHBIX IIPUCOCIMHEHMIX U
JIOTOBOpax | 0o0BeMe IPUCOeTUHEHHOM MOIIHOCTH.
BBIIIOJIHEHHEIX 4. CpemeHus O 3aKFOYEHHBIX JOrOBOpax 00
MIPUCOCTHHEHHUIX OCYIIECTBIICHUH TEXHOJOTHYECKOT0
NPUCOCOUHEHHS K OJEKTPUUECKHM CETIM C
ykasaHueM oObeMa IIPUCOSAMHSIEMOM MOIIHOCTH,
CPOKOB H ILIATHI IO K&KIOMY JOTOBODY.
Kommepueckuii yger | O6mmas undopmarms | O6mmas uHQOPMAIHSI O MOPSAKE OCYIIECTBICHHUS
INEKTPUIECKOMI KOMMEPUYECKOT0 yueTa
SHEPruu
Hopmarususie Ilepevens akTyanbHBIX HOPMATHBHBIX JOKYMEHTOB
JIOKYMEHTEI II0 OCYIIECTBIICHUIO yYETa SIEKTPHUECKON SHEPI UM

ITacnopra mporteccos

Ilepeyens Bcex ycuyr (IPOLECCOB), OKA3BIBAGMBIX
(OCYIIECTBIAEMBIX) CETEBOM oOpraHu3amueil 1o
KOMMEPUECKOMY yUeTy

Tunosere popmbr
JOKYMEHTOB

Tumnosele Gopmer TOKyMEHTOB

TpeboBanusa x
OpraHU3aluy yJyera

TpeGoBanus k MecTaM yCTaHOBKH IpHOGOPOB y4UeTa,
CXEME  IIOJKIIOYEHHS M  METPOJOTHYECKHM
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XapaKTepUCTHKaM IpuOOpoB ydeTa 0e3 yKazaHHS
Ha TOBapHBICE 3HAKW, 3HAaKH OOCIy)XHBaHUI,
(bupMeHHBIE HAaMMEHOBAHMS, ITATEHTHI, ITOJIC3HBIC
MO/IeNIH, IPOMBIIIUIEHHEIE 00pa3Ibl, HANMEHOBAHHUS
MECT TIIPOUCXOXEHHUS TMPHOOPOB ydeTra WIH
HaMMEHOBaHM IPOU3BOAUTENEH IPUOOPOB yuera

O6cyxuBanme
noTpebuTenei

Oducer
00CITy)KUBaHUS
notpebureneit

1. ITouToBEIE anpeca U rpaduK pabOTHI

o(ucoB 0OCTyKUBaHUS TOTPEOUTENEH.

2. TenedonHble HOMEpa 3a0YHOTO OOCITY)KHBAHHSI
II0 BOIPOCAaM TEXHOJOTMYECKOTO MPUCOCAMHEHHUS,
nepegavn SIIEKTPHYECKOM SHEPTHH u
OCYIIECTBIIEHUS KOMMEPUYECKOTO yUeTa.

3. DNEeKTpOHHBIN aipec CEeTEBOM OpraHU3aIlHH IS
HanpaBlIeHHs oOpammeHuit moTpeOuTeNnedl 1o
JIEKTPOHHOHU (opMme.

4. @aMunuy, WHANWATBl JOJDKHOCTHBIX JIHII,
OTBETCTBEHHBIX 3a OOCIyXMBaHHE MOTpeOHTENEl
CETEBOM OpraHU3aIlnH.

5. ®opma 3anMCH Ha OYHBIM IpHeM B odwuc
obcyKuBaHuUs

3aouHoe
oOcIy)XHuBaHue
IIOCPENICTBOM
Tene()OHHOM CBSI3U
(Enumsni nentp
00paboTKHU BEI30BOB)

Tenedonnsle HOMEpa 3a09HOrO OOCITY)KHBAHHUS II0
BOIIPOCAM  3JIEKTPOCHAOXKEHUS, OCYIIECTBICHHUS
TEXHOJIOTHYECKOTO0  NPHCOCOUHEHUS, Iepemadn
QJIEKTPHYECKOM  DHEPIMH M OCYIIECTBJICHHS
KOMMEPYECKOI'0 y4era.

Ilepevens BOIPOCOB, IO KOTOPHIM IIOTPEOUTENH
MOXET IIOJIYYHTh CIIPABOYHYIO HHGOPMAIHIO MU
KOHCYJIBTALlMIO IIPH OOpalleHWH II0 YKA3aHHLIM
Tesre)OHHBIM HOMEPaM

HuTepakTuBHAsS
obpaTHas CBSI3b
(uHTEpHET-TIpHEMHA)

B pybpuke pasMmemmaroTcs ~— MHTEpAKTHBHEIE
QJIEKTPOHHBIE (QOpMBI ¢  00sg3aTeNBHOM  [Is
3all0JIHEHMS ~ KOHTAaKTHOM  uH(popMamueld

IIPEAIIOYTUTECIILHBIM cIroco6om IIOJIY4YCHHs OTBETA.
HpI/I HallpaBJICHUH obecrieunBaeTCs BO3MOXKHOCTH

OpUKpEIATe  (aiiibl ¢ MarepuamamMy 110
oOpareHuro.

ONeKTpOHHBIE bopMeI IIPEoyCMAaTPUBAIOT
CIIEIyIOLIHe KaTeTOPHU O0paIeHMIA:

1) 3ampoc CIIPaBOYHOM

HHGOPMAaIUK/KOHCY L TALAH;

2) obpammenne, conepiKariee xauooby;

3) coobmernne o 6Ge3moroBopHOM (Ge3ydeTHOM)
HOTPEOIIEHHHN IIEKTPUYECKON SHEPIHHL;

4) onpoc norpebureneii (aHKeTa MOTPeOUTENS).

B  pybpuxe oOecmeumBaeTcss  BO3MOXKHOCTE
IOTyYeHUs MOTPeOUTENEM CBEACHHHA O CcTaTyce
paccMOTpeHust OOpaleHHs, HalmpaBIEHHOTO B
CETEBYIO OpraHU3AIHIO B 3IIEKTPOHHOU hopme
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HopmatuBHBIE
JIOKYMEHTBI

1. IlepeueHpr HOPMATHUBHBIX IIPABOBBIX aKTOB,
PETYIUPYIOIUX IIpoIenypy OKa3aHUsA
(ocyInecTBIEHHSI) CETEBOM OpraHu3amueil yciyr
(mporieccoB) MOTPEOUTEISIM.

2. Wudopmanus o DHOpSAKe IOJAYd M CPOKaxX
paccMOTpeHHsI OOpalleHuil moTpebutenei, Ipu
9TOM CPOKH PacCMOTPEHHS 0OpalleHus He JODKHBI
IIPEBBIIIATE CPOKH, OIpe/IeIeHHBIE NeHCTBYFOIIMHU
HOPMAaTHBHBIMHU IIPAaBOBBIMHU aKTaMH.

3. [Ilopsamox pabGoTBI B JHYHOM KaOWHETE
noTpeduTens

JInyHEI KabuHET
oTpebuTens

JIngHBIi KaOWHET OTPEOUTENS

IIPEOCTaBIISIET aJIpECHYIO HHGOPMAITHIO
IOTPEOUTENAM, B TOM YHCIIe HHGOPMAIUIO O XOZE
IPOXOXIEHHsS  3TallOB  PAcCMOTPEHHS  3asiBKU
HOTpebuTeNs u HCIIOJIHCHUS ZIOTOBOpa
(mocTymieHHMEe  3asBKH, BBAYa TEXHHYECKHX
YCIOBHH, 3aKIIOYEHHE JIOTOBOpA, MCIIOIHEHHE
IOroBopa, hakTUIECKOe MIPUCOETUHEHHE)

Bonpocs! u 0TBETEI

B pyOpuxe pasmemaroTcs 49acto 3amaBaeMEle
BONIPOCHI, BO3HHKAIOIIUE Yy mOTpebuTened, u
OTBETHI Ha HUX
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