YTBepKaeHbl
npuvkasom MuHsHepro Poccum
ot 15 anpensa 2014 r. N 186

EAWHbIE CTAHOAPTDI
KAYECTBA OBC/YXXMBAHWUA CETEBbIMW OPTAHU3ALIMAMM NOTPEBUTENEN
YCNYT CETEBbIX OPTAHU3AL U

|. Obuwme nonoxKeHus

1. Hactoawwme EamHble cTaHOapTbl KayecTBa OOCAYXKMBAHMA CETEBbLIMW  OpPraHU3aLUAMMU
notpebuTeneit ycnyr ceTeBblX OpraHM3auUnit yCTaHaBAMBAIOT TpeboBaHMA K 0O6CNYXKUBAHUIO CETEBLIMM
OpraHu3auMaAMU UL, ABASIOWUXCA MOTPEOUTEN MM yCayr ceTeBbiX OpraHuMsauuMii Mo nepegade
3/IEKTPUYECKOM SHEpPrnm (3a UCKIOYEHWEM CETEBbIX OpPraHW3auui, SHEepProcbbITOBLIX OpraHM3aunin 1
rapaHTUPYIOLMX MOCTABLIMKOB), B TOM 4uUc/ie OBCNYXKMBAEMbIX 3HEepProcbbITOBOM oOpraHMsaumen u
rapaHTUPYIOLMM NOCTaBLWMKOM, U 1L, 0B6paTUBLUMXCA B CETEBYIO OPraHU3aLUMIo C LIENbIo 3aK/1YeHus
JoroBopa 06 oOKasaHWM ycayr Mo nepegaye 3N1eKTPUYECKOM 3HEepru WM  OCyLLecCTBAEHUU
TeXHO/I0rn4yecKoro npucoeamHeHnAa K anekTpnyeCcKnMm cetam (3a NCKNKoYEeHneM ceTeBbixX OpFaHVIBBLI,VII‘/‘I,
3HeprocbbITOBbLIX OpraHM3auUMii W rapaHTUPYIOLWMX NOCTaBWUKOB) (manee - noTpebutenn,
TEXHOJIOTUYECKOe NpucoeguHeHue).

2. CeTeBas opraHusauma obecrneynBaeT paccMoTpeHne obpalleHuii noTtpebuteneit, NOCTynnBLLMX
B YCTHOW, NMUCbMeHHOM popme nan B Gopme 3/IeKTPOHHOTO AOKYMEHTA.

B3aumogeiicTBue ceTeBOi OpraHMsauuuM C MOTPebUTeNs MM B YacTW paspelleHns BOMpPOCOoB,
coAepKalmxca B obpalleHnax notpedbutenen n npeaocTaBieHns UM BO3MOMKHOCTU peanunsauum npas,
NnpeaycMOTPEHHbIX  3aKoHoAaTenbcTBOM  Poccuiickoih  degepauumn  (ganee -  obcayxusaHue
notpebuTeneit), ocyLLeCTBAAETCA B COOTBETCTBUU C TpeboBaHMAMM HacToALMX EANHBIX CTaHAAPTOB.

3. B uenax okasaHWA ycayr no nepegaye 3N1eKTPUYECKOM 3SHeprun ceteBasi opraHM3auusa npu
obcnyKmBaHUM NoTpebutenei ocywecTeAeT:

a) 3aK/ouYeHne aorosopa 06 oKasaHWUM yCayr No nepegaye 3/1eKTPUYECKOM SHePrum;

6) BHECEHME U3MEHEHMI B I0roBOp 06 OKasaHUM yCayr Mo nepeaaye a1eKTPUUECKOoN aHeprnu;

B) pacToprKeHue AoroBopa 06 okasaHUKM yCayr No nepesayde 31eKTPUUYECKON IHEPTUN;

r) wHbopmMpoBaHME nNoTpebuTena 06 aBapuiHbIX CUTyauuax B pacnpenenmuTesnbHbIX
3/IEKTPUYECKMX CETAX CETEeBOW OpraHM3auuu, PemMOHTHbIX U NpodunakTUYecKux paboTax, NAaHoBbIX
OTrpaHUYEHMAX pPeXMMa NoTPebneHUA 3SNEeKTPUYECKOW 3SHepruu, BAUAIOWMX Ha WUCNOJIHEHUE
06A3aTeNnbCTB No AOroBOpYy 06 OKaszaHMM yCAyr No nepegaye 31eKTPUYECKOM sHepruuy;

) AonycK yno/HOMOYEHHbIX npeacTaBuTeneit NoTpebutens ycnyr B NMyHKTbl KOHTPOASA M y4yeTa
KOJIMYECTBA M KAauyecTBa 3/IEKTPUYECKOM SHEPTUM B NOPALKE U C/yYasiX, YCTAHOB/IEHHbIX AOTOBOPOM 06
OKa3aHWK ycayr no nepeaaye 3/1eKTPUUYECKOM SHepruuy;

e) cornacoBaHWe mecTa YCTaHOBKM Npubopa ydeTa SN1eKTPUYECKon sHeprum (moLHocTH) (aanee -
npubop y4yeta), cxembl MoOAKAOYEHUA npubopa yyeTa WM WMHbIX KOMMOHEHTOB W3MEPUTE/bHbIX
KOMM/IEKCOB W CUCTEM Y4YeTa 3/IEeKTPUYECKON 3HeprumM (MOLLHOCTM), a TaKKe MEeTPOJIorMyecknx
XapaKTepuCTMK npnbopa y4yeTa;

) JONyCK B 3KcnayaTaumio npubopa yyeTa;

3) CHATME KOHTPOJIbHbIX NOKa3aHMi NpMbopOoB y4eTa;

1) Nnpuem noKasaHuii NpubopoB yyeTa oT NoTpebutens;

K) MPOBEPKY, B TOM 4MCNe CHATME MOKas3aHWi, nNpubopa yyeTa nepen, ero AeMOHTaXKoM ANA
PEMOHTA, NOBEPKU MU 3aMEHbI;

N) pacyet ob6bema nepeslaHHOM 3N1EeKTPUUECKOKN SHEprnn notTpebutento;

M) KOHTPO/Mb MNOKasaTesieil KayecTBa 3/1EKTPUUECKOM I3SHEepruM B TO4YKax MPUCOEeANHEHUS
3HEPronpMHMMAalOLWMX YCTAHOBOK MOTPEBUTENN 3NEKTPUUYECKOM 3SHEPTrUU K INEKTPUUYECKMM CeTAM
ceTeBOl opraHusauuu;

H) KOHTPO/Ib 3HAYEHUI COOTHOLIEHUA MNOTPEeBNEeHUs aKTUBHOW U PEaKTUBHOW MOLIHOCTM AnA



OTAENbHbIX SHEPrONPUHUMAIOLLMX YCTPOICTB (Fpynn 3HEPronpUHUMAIOLLMX YCTPOUCTB) NoTpebuTtens;

0) NpoBeAeHME KOHTPO/IbHbIX, BHEOUYEPEAHbIX U MHbIX 3aMepPOB NOTOKOPAcnpeaeNeHns, Harpy3ok
N YPOBHEM HanpsKeHua Ha ob6beKTax notTpebutens M o6beKkTax 3N1eKTPOCEeTEBOro X03AMCTBA CETEBOWM
opraHusauuu;

n) NnonHoe (4acTUYHOE) OrpaHNYeHMEe PexMma NOoTPebIeHMA INEKTPUYECKON SHEPTUN B MOPAIKE,
yCTaHOB/IeHHOM [lpaBuaamMm MOMHOrO M (MAKW) YACTUYHOTO OrpaHUYeHUs pexnma noTpebneHus
3NIEKTPUYECKOM IHEPrnK, YTBEPKAEHHbIMU NocTaHOBAeHMeM [MpaButenbcTea Poccuinckoit ®eaepaymm
oT 4 mana 2012 r. N 442 (CobpaHue 3akoHoaaTenbcTBa Poccuitckont depepaumn, 2012, N 23, ct. 3008;
2013, N1, ct. 68; N 1, cT. 45; N 5, cT. 407; N 31, cT. 4226; N 32, cT. 4309), 1 MpaBunamm paspaboTku 1
npumeHeHna rpadmMKoB ABAPUMHOIO OFPaHUYEHUA peXMMa MNOTPEONEHUSs 3SNEKTPUYECKON SHEPrnu
(MoWHOCTM) M  MCNONb30BaHMA MNPOTUBOABAPUIAHON aBTOMATUKM, YTBEPKAEHHBLIMW  MPUKA3OM
MwuHsHepro Poccum oT 6 noHsa 2013 r. N 290 (3apernctpuposaH MuHtoctom Poccum 9 aBrycra 2013 r.,
pernctpaunoHHbiin N 29348);

p) coctaBneHuMe M npepocTaBieHWe noTpebutento akToB 6HesyvyeTHoro M 6e380roBOPHONO
noTpebneHns s3NeKTPUUECKOM SHEPrnK;

C) cocTaBneHne aKTOB COr/lacoBaHUA TEXHOIOTMYECKOM U (M) aBapuinHO BPOHU;

T) Bblgayy [AOKYMEHTOB, MPeAyCMOTPEHHbIX B pPaMKax OKasaHWA Yycayr Mo nepepgade
SNIEKTPUYECKOM 3HEPTUN U TEXHONOTMYECKOMY MPUCOEAMHEHUIO, B TOM YUCAE KBUTAHLMW, CHETOB,
cyeToB-paKTyp.

4. B pamkax TeXHO/IOTMYECKOro MNpUCOeAMHEHUS CeTeBas OpPraHM3aums npu obCAYKMBAHUK
notpebuTtenei oKkasbiBaeT caeaytowme ycayru (ocywecTsaseT npouecchl):

a) TEXHONOINYECKoe NPUCOeaUHEHUNE K S/TEKTPUUYECKMM CETAM CETeBOM OpraHu3auuy;

6) TexHosorMyeckoe npUcoegUMHEHUE K  3/IeKTPUYECKMM CEeTAM CEeTEeBOW OpraHM3aumm
nocpeacTBOM rMepepacnpeseneHns MaKCMMAZbHOM MOLWHOCTU MeXKAY pUaUYEecKMMN AULaMN U
WMHAMBUAYANIbHBIMU NPeAnpPUHUMATENAMM (B TOM YMC/ie ONoCpeAoBaHHOE NPUCOeANHEHME);

B) TEXHONOIMYECKoe MPUCOEOUHEHNE K 3/IeKTPUYECKMM CEeTAM CeTeBOlM OpraHusauuu no
WHANBUAYANbHOMY MPOEKTY;

r) BpeMeHHoe TeXHOJI0rMYeckoe NpucoeamMHeHne K 31eKTPUYECKUM CETAM CETEBOM OpraHu3aLmu.

5. B pamKax obcnyXmBaHua notpebutenen cetesas OpraHM3aumsa Mo 3anAB/EHUIO NoTpedbutens
TaK)Ke OKasblBaeT cieaytoLwme ycayru (ocywecTsaseT npoLecchbl):

a) Bblgayy CNpPaBoOK M [OKYMEHTOB (MX KOMWI), NOATBEPXKAAIOWMX TEXHONOrMYEeCcKoe
npucoeguMHeHne K CETAM CETEBOW OpraHusauuMu (aKT pasrpaHuMyeHus 6anaHCcoBOM MPUHALIEKHOCTU
3NEKTPUYECKMX CETel, aKT pasrpaHMyeHua 3SKCMIYaTaluMOHHOM OTBETCTBEHHOCTM CTOPOH, aKT 06
OCYLLECTBNEHNN TEXHONOIMYECKOrO NPUCOEAMHEHUS M aKT COrNacoBaHWA TexXHONOrMYyeckon u (uam)
aBapuitHol 6poHN);

6) BOoCCTaHOBNEHWME paHee BbIAAHHbIX AOKYMEHTOB O TEXHOJ/IOFMYECKOM MpucoeauHeHun nnbo
Bbl4a4y HOBbIX JOKYMEHTOB O TEXHONOMMYECKOM NPUCOEANHEHMM NPU HEBO3MOXKHOCTM BOCCTaHOB/IEHMA
paHee BblAAaHHbIX TEXHUYECKUX YC/IOBUIA;

B) YCTAHOBKY, 3amMeHy U (Mnun) aKkcnayaTaumio npubopos ydeTa.

6. O6cnyMBaHMe NoTpebuTenel B paMKax oKasaHuA YCAYr No nepeaayve 31eKTpUUYeCcKol sHeprnm
OCYLLECTBNAETCA Ha OCHOBaHMM oOb6paweHMa noTpebutens B CETEBYD OpPraHM3auuio, ecau
3aKoHoAaTenbcTBOM Poccuiickon degepauum He nNpesycCMOTPEHO OCyLeCTBleHWe npouecca Mo
MHULMATUBE OPYIUX NL,

7. MNpu obcnyxuBaHuM noTpebuTeneil (OCyLLecTBNeHNMN OTAEeNbHbIX MPOLEeccoB) ceTeBas
OpraHusaumMa He QJo/KHa TpeboBaTb OT NOTPebuUTena npesoCTaBAEHUA [OKYMEHTOB, a TaKXKe
ocyllecTBNeHNA noTpebuTenem AeNcTBMiA, He NPesyCMOTPEHHbIX 3aKOHOoAaTenbCTBOM Poccuitckoit
depepaumnu.

8. CeTeBan opraHU3aLMA PacKpbIBAeT B COOTBETCTBMM co CTaHAApPTaMM PacKpbITUA MHbOPMaLuUn
CyObEKTaMM  ONTOBOTO WM PO3HWUYHLIX PbIHKOB  3/IEKTPUYECKOM  3SHEPruu,  YTBEPKAEHHbIMU
noctaHosneHnem MMpaButenbctea Poccuiickon depepaumm ot 21 AlBapa 2004 r. N 24 (CobpaHue
3aKoHogaTenbcTBa Poccuiickon Pepepaumm, 2004, N 4, ct. 282; 2005, N 7, cT. 560; 2009, N 17, cT1. 2088;
2010, N 33, cT.4431; 2011, N 45, c1. 6404; 2012, N 4, cT. 505; 2012, N 23, cT. 3008; N 27, cT. 3602; N 31,
cT. 4216; N 31, cT. 4226), cneaytoluyto MHGOpPMaLMIO O NacnopTax ycayr (npoueccos):

KpYr 3aABuUTENEN;
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pa3mep NaTbl 33 OKa3aHue ycayru (ocyLecTs/ieHma nNpoL,ecca) U OCHOBaHUA ee B3UMaHuUS;

YC/IOBUSI OKa3zaHUA ycayru (ocyLLecTBAeHns npouecca);

pe3ynbTaT OKasaHuA ycayrm (ocyLLecTsaeHuns npotecca);

0bUKii CPOK OKasaHuA ycayru (ocyllecTsaeHma npoLecca);

COCTaB M 3Tanbl OKa3aHMA yCayru (OCyLLecTBNEHUA NpoLecca), BKAOYasa CBeAEHMSA O COAepKaHUN
n (Mnun) ycnosusx stana, popma oKasaHMA ycayrm (ocyllecTsneHma npouecca).

Macnopt ycayrM (npouecca) cocTaBAseTcA B OTHOLWEHWMW Kaxkaoh ycayru  (npouecca),
OKa3blBaeMOW CeTeBOI OpraHusaLMelt, No pekomeHayemomy obpasuy cornacHo npunoxernuio N 1 K
HacToAWwMM EguHbIM cTaHaapTam.

MacnopTa ycnyr (npoueccoB) ceTeBoi opraHM3auuM NyBAMKYIOTCA CeTeBOl opraHusauuein B
COOTBETCTBYIOWEM pasgene Ha oduuMaNbHOM caliTe CeTeBOW opraHuM3auumM B MHPOPMALMOHHO-
TeNIEKOMMYHUKAUMOHHOW ceTu WHTepHeT (ganee - ceTb WHTEpHeT), a TaKXke pasMewaloTca Ha
MHOOPMALUMOHHBLIX CTeHAaX B oducax CeTeBOMW oOpraHM3auuu, npeaHasHauYyeHHbIX AnA npuema
notpebuTeneit No Bonpocam oKasaHMA ycayr no nepegaye sNeKTpUYeckomn sHeprum, TeXHOI0rMyeckomy
NnpUCcoeaMHEHUIO U MHbIM BONPOCAM, CBA3AHHbIM C AeATENbHOCTbLIO CETEBOW OpraHusaumnm (ganee - odpuc
obcnykunBaHMA notTpebutenen).

9. MNpn BHECEHUU U3IMEHEHMA B HOPMATUBHbIE MPABOBblE aKTbl, PEryJuMpylowme nopsaaoK
OKasaHuA ycayr no nepegaye 3/1eKTPUYECKON SHEPTUM U TEXHONIOTMYECKOMY MPUCOEANHEHUIO, NacnopT
ycnyrn (npouecca) npuBoAUTCA CETEBOW OpraHM3auMen B COOTBETCTBME YKa3aHHbIM WM3MEHEHMAM B
TeyeHue aecatTn paboumx gHel nocne BCTYNAEHUA B CUNY YKa3aHHbIX U3MEHEHUN.

10. CeTeBan opraHuM3aums He pexe OAHOro pasa B rog obecneymBaeT NpoBeaeHME OMPOCOB
notpebuTenein c LENbio BbIBNEHUA MHEHUs noTpebuteneit o Kayectse obcayuBaHuA. ExkerogHble
oTyeTbl 06 MTOrax M3y4eHUA MHEHMA noTpebuTeneit o KavyecTBe 0OC/AYKMBaAHMA NYDOAUKYIOTCA Ha
odu1LMaNbHOM CaiiTe ceTeBOI OpraHn3auum B ceTn MHTepHeT He nosaHee 1 mapTa roga, cieaytowero 3a
rogom, B KOTOPOM NPOBOAMIUCE COOTBETCTBYIOLIME OMNPOChI.

KoHcynbTaHTIAKOC: NpumeyaHue.
lnaga Il BCTYNaeT B cuMay No UCTeYEeHUM 6 MecALEB CO AHA BCTYN/EHUA B CUNY AAHHOTO AOKYMEHTA
(MYHKT 2 gaHHOTO AOKYMEHTA).

Il. OpraHu3auma o4HOro o6CNyKMBaHNA

11. TMonoxeHus HacToAwel rnasbl 06 OpraHUsauUMM UEHTPasbHbIX 0PUCOB OBCAYHKMBAHMA
noTpebuteneit N opraHMsaunmn obCayKMBAHMA B TaKUX 0dMCaxX PacNpOCTPaHAIOTCA Ha TePPUTOPUAbHbIE
ceTeBble OpraHU3aLUum.

12. O6cnykuBaHuMe noTpebutenei nNocpeacTBOM JIMYHOTO KOHTaKTa paboTHWKA CceTeBOoM
opraHvsaumMm c noTpebutenem (manee - o4yHoe obcayKuBaHME) ocywecTeasetca B oducax
obcnyKumBaHMA NnoTpebuTenel, a TakKe B Cay4Yasx, NpenyCcMoTPeHHbIX 3aKOHo4aTeNbCTBOM Poccuitckol
depepaunu, c Bblesgom K notTpebutento paboTHUKA CETEBON OpraHM3aLuu.

13. Odwucbl obcnykmMBaHmMa noTpebutenein nNOLAPA3LENAOTCA Ha LEHTPbl 06CAYXKUBaHMA
notpebutenei (ganee - UEHTpPbl O0BOCNYXKMBaHUA noTpebuTeneir) M NyHKTbl  06CNYXKUBaAHUA
notpebuTtenei, opraHn3oBaHHble B 060COBMEHHbIX NoApa3aeneHUsaX CeTeBON opraHusauuun (ganee -
NYHKTbI 06CNYKMBAHMA NoTpebutenen).

Oducbl obcnyxumBaHma noTpedbuTenein  [oOMKHbI  obecneymBaTb  OPraHU3aUMIO  OYHOrO
obcnykumBaHMA notpebuTtenei, MUCKAYaloWwero HeobxoAMMOCTb B3aUMOLENCTBMA MnoTpebutens ¢
WHbIMU NoApPa3aeeHUAMU CeTeBO opraHnsauum (NpuHumn "ogHoro okHa").

14. CeTeBan opraHusauma pasmelLaer oducbl obcay:KMBaHUA noTpebuTeneit Ha TeppUTOpMUAX
cybbekToB Poccuiickoin degepaumu, B rpaHMUAx KOTOPbIX PacnosfioXeHbl 06beKTbl 31EKTPOCETEBOro
X03ANCTBa CeTeBOW opraHM3aumm (aanee - TEpPUTOPUA SKCNIYaTaUMOHHOMN OTBETCTBEHHOCTH).

15. CeTeBan opraHM3aumMa pasmeLLaeT He MeHee O4HOTO LEeHTpa ob6CayKMBaHUA noTpebutenen B
MYHMULMNANbHbIX 06Pa30BaHMAX YMCAEHHOCTbIO HaceneHwa He MeHee ABYXCOT ThIiCAY 4Ye/NoBeK U B
aAMMHUCTPATUBHbIX LEHTpax CcybbekToB Poccuiickoin Pegepaumm B C/lyyae, €CAM  KOAMYECTBO
notpebuteneil ceTeBol opraHM3auUMM, SHEProNPUHUMAIOLME YCTPOWMCTBA KOTOPbIX HENOCPeACTBEHHO



npucoeguHeHbl K CeTAM CEeTeBOW OpraHuM3aumu, B TaKUMX MYHMUMNANbHbIX 0Opa3oBaHMAX U
aAMMHUCTPATMBHBIX LieHTpax cybbekToB Poccuiickolt degepaunmn coctaBaseT He MeHee NATULECATU
TbICAY YENOBEK.

CeTeBas opraHusauua obecneymsaeT obcnyKuBaHue notpebuTtenei c cobatogeHmem TpebosaHMi
K opraHusaumm oducos obcnyxKMBaHMA noTpebutenei, NpeaycMOTPEHHbIX npuaoxeHnem N 2 K
HacToAWwMM EguHbIM cTaHaapTam.

16. CeTeBas opraHmsauma obecneymsaet o4HoOe 06CNyKMBaHMe NnoTpebutenei:

B LLeHTpax obcay»KnBaHUA notpebuTtenelt ceTeBoit opraHM3aumm He meHee 45 yacoB B HeZenNto;

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

17. O4yHoe obcayKmBaHue noTpebutenen B oducax obcayxuBaHMA noTpebutenein Beperca B
nopagKe *KMBOW oyepeam C MUCNOAb30BaHMEM CUCTEMbI 3/IEKTPOHHOrO YrnpaBaeHWAa odepenbto (npu
HaANMYMM TAKOW CUCTEMBI) U NO NPeaBaPUTENbHOM 3anucK No TenepoHy uam Ha oduuMaibHOM caiTe
CeTeBOM OpraHM3aLnu.

18. O6cnykunBaHMe noTpebuTeneit AO0MKHO OCYLWECTBASATbCA B A0bom oduce obcnykRuBaHuUA
notpebutenein BHe 3aBUCMMOCTM OT MECTA PACMNOJIONKEHUA SHEPrONPUHUMALOLLNX  YCTPOICTB
noTpebuTensa Ha TePPUTOPUN SKCMAYATaLMOHHOMN OTBETCTBEHHOCTM CETEBOW OpraHM3aLmu.

19. CeTeBasA opraHusaumMa NPU OCYLLECTBIEHWMM OYHOTrO OBCNYKMBaAHMA NoTpebuTeneit B opucax
obcnyKMBaHMA noTpebutenelr obecneymBaeT COBEpPLIEHWE AENCTBUA MO MEPeYHd  COrlacHo
npunoxeHuto N 3 K HacToAwMM EgMHBIM CTaHAAPTaM.

20. Obuwee Bpema oOXuaaHua notpebutens B ovepean W obcayxuBaHua notpebutens
paboTHUKOM odurca obcayKMBaHUA NoTpebuTenen 4oKHO COCTaBNATb He 6onee 30 MUHYT. PaboTHUKM
oduca obcnykmeaHMa noTpebuteneih 06A3aHbl HOCUTb JIMYHbIE HarpyaHble MAEHTUOUKALMOHHbIE
KapTOYKM C YKasaHMEeM HaMMeHOBaHMA CEeTeBOW OpraHusauuu, AOO0/KHOCTM, MMEHM, OT4ecTBa MU
damununm paboTHMKa.

21. PaboTHMK ceTeBOW opraHusauum, NPUOLIBLUMIA K NOTPEbUTEeNto Aas OCyLWEecTBAeHMA OYHOro
obcnyKuBaHUA, cooblaeT notTpebutento ceom GbaMuamnio, UMA, OTYECTBO, AOKHOCTb, HAMMEHOBaHWe
CEeTEeBOM OpraHu3auMn, a TaKKe NPUUYUHY M Uenb npubbitua. Mo TpeboBaHMo noTpebutens paboTHUK
OOJ/I)KEH MpeaocTaBUTb CAy)ebHoe yaocToBepeHue nMbo MHOM  AOKYMEHT, MNOATBepXKAatowmin
nosHomouma paboTHuKa. Mpu obpauweHun notpedbutens K pPaboOTHWKY CeTeBOW OpraHusauum no
BOMPOCAaM OKa3aHWA ycayr No nepesayve sNeKTPUYECKON SHEPTUM U TEXHOIOTMYECKOTO NPUCOeaNHEHNS,
HO He CBA3aHHbIM C MPUYMHOM U UEeNblo NPUbLITUA, NPUBbLIBLWIKIA PAaBOTHUK coobLaeT noTpebuTento
KOHTaKTHYO MHbOPMaLMIO CETEBOM OPraHM3aumm, pasbACHAET, KyAa U B KAKOM MopsagKe emy cneayet
obpaTuTbCA.

22. [aTa 1 Bpems Bble3ga paboTHWKA CEeTeBOM OpraHU3aLmm K NoTpebutento cornacoBbiBatOTCA C
notpebutenem. MNMpu HeobxoAMMOCTM AaTa M Bpemsa NPUOLITUA MOTFYT KOPPEKTUPOBATLCS KaK CETeBOM
opraHusaumen, Tak U noTpebuTenem, Npm 3STOM ceTeBas OpraHn3aLma:

a) ysegomnseT notpebutens o gate M BPEMEHWM 3amnfaHWMPOBAHHOrO NpUbbLITUA PaboTHUKA He
nosaHee yem 3a 5 pabounx gHen oo AaTbl NAAHMpPYyemMoro nNpubbiTMA, a B Cy4ae CPOYHbIX Bble3g0B -
HenocpeacTBEHHO Nepes Bble3aom;

6) B cnyyae M3MeHeHMsA BpemMeHM coobuwaeT o6 3Tom He nosgHee yem 3a 2 Yaca OO paHee
COrNlacoBaHHOro BpemeHu NpubbITMA paboTHUKa.

B cnyyae HeobXoAMMOCTM  NIUKBMAAUMU  TEXHOJIOTUYECKUX  HaPYLUEHWH,  YrpoKaroLLmX
paboTocnocobHocTM 060pyA0BaHUA MAM NPeAoTBpPalLeHUa (AMKBMAALMM MOCNEACTBUN) HECYACTHbIX
cny4vaes, NpmbbITHE K NOTpebuTento paboTHUKA CETEBOM OPraHU3aLLMM MOMKET HE COr1acoBbIBATbLCA.

KoHcynbTaHTlAOC: NprMmeyaHme.
lnaga lll BcTynaer B cMny No ncredyeHmn 6 mecaues coO AHA BCTYNJIEHMA B CUAY AAHHOTO AOKYMEHTa
(MYHKT 2 AaHHOTO AIOKYMEHTA).

[ll. OpraHM3auma 3a04HOr0 06CNYKMBaAHUSA (C UICNONB30BAHNEM
TenedoHHoM cBA3M U ceTu NHTepHeT)

23. CeteBas OopraHnsauua obecneuunBaet O6C!'IY)KMBaHVIe I'IOTpe6MTe}'IEI71 C ncnosb3oBaHnem



TenedoHHOI cBA3M, NOYTOBOM CBA3N U ceTU MHTepHeT (aanee - 3a04HOe 06CNYXKUBaHME).

24. CeTeBasa opraHusauma obecneumBaeT npuem U 06paboTKy TenedoHHbIX obpaleHui
notpebuteneit no Bonpocam:

a) OCyLLEeCTBNIEHUA TEXHOOTMYECKOTO NPUCOEANHEHNS;

6) oKasaHWA ycayr No nepeaaye 3/1eKTPUUECKOM SHepruu;

B) OpraHM3aumm yyeTa 3/1IeKTPUYECKOMN SHepruu;

r) opraHusaumm obcnyKuMBaHua noTpebuteneil, NpPeaoCTaBAEHUS KOHTAKTHOW WHGOpMaLmUK
oduncos obcayKuBaHUA noTpebuTenen, 3anncKM Ha OYHbIM MNpuem, a TakXe M0J/ib30BaHUsA
WHTEPaKTUBHbIMW CEpPBUCAMM OPULMANBHOIO CaliTa CeTEBOM OpraHmn3aLmn B ceTn MIHTepHeT;

[) HEeCOOTBETCTBMS KauyecTBa I/IEKTPUYECKON ISHEPruM TEeXHUYECKUM perfiameHTam M UHbIM
obA3aTenbHbIM TPeOOBAHUAM;

€) nepepbiBOB B Nepefaye 3NEKTPUYECKOW SHEPrUU, NPEKPALLEHUS WAW OFpaHUYEHUA pexuma
nepesayn sNeKTpUYEeCcKomn sHeprum.

25. [Ons 3aoyHoro obcnyxuBaHUA noTpebutenei ceteBasa opraHusauua obecneuymBaeT
BO3MOHOCTb BbINO/JIHEHUA AENCTBUIA NO NepeyHto cornacHo npunoxkeHnto N 4 K HacToAwMmM EgnHbIm
CTaHAApTaM.

26. 3a04Hoe obcnyKMBaHWe nNoTpebuTenen ¢ Ucnonb3oBaHNeM TenedOoHHONM CBA3M NO BOMPOCAM,
YyKasaHHbIM B nognyHKtax "a" - "r" nyHkrta 24 Hactoawmx EAMHbIX cTaHOapToB, ceTeBas opraHuM3auums
OCYLLECTBNSAET 4epe3 LeHTPbl 06paboTkM TenedpoHHbIX BbI30BOB B paboyee Bpems oducos
obcnyKmBaHua notpebuteneit. Homepa UeHTpoB 06paboTKM TenedOoHHbIX BbI3OBOB CETEBOM
OpraHu3aLMmn No yKasaHHbIM BOMPOCaM pPasMeLLatoTca Ha opULManbHOM caliTe CeTEBOM OpraHusaumm B
cetTn UHTepHeT n B oduncax obcayKnBaHusa notpebuteneii.

27. ObcnykmnBaHMe notTpebuTtenein Nno BONPocam, yKasaHHbIM B nognyHktax "a" u "e" nyHkTa 24
HacToAwMX EAMHBIX CTaHAAPTOB, OCYLLECTB/IAETCA B PEXKMME ropsayeit IMHUK (ganee - ropAadasn IMHMA No
BOMPOCaM 31eKTPOCHaBXeHUA) KPYrn1oCyTOUYHO.

TenedpoHHbIN HOMepP ropaveit JIMHUM MO BOMNPOCAM 3NEKTPOCHabXKeHUA ABAAETCA eAWMHbIM U
becnnatHbiM  AnA notpebuteneir Ha TEPPUTOPUM 3IKCMyaTaUMOHHOW OTBETCTBEHHOCTM CETEeBOM
opraHusaumn. He gonyckaeTtcs ucnosib3oBaHMe B KayecTBe TeniepOHHOrO HOMepa ropaYeirt JAMHUK No
BOMPOCAaM 31eKTPOCHabXKeHUA TenePpoHHbIX HOMEPOB ONEePaTUBHONO NEPCOHA/IA CETEBOW OPraHU3aLuu.

TenedoHHbI HOMEp ropsaYen JIMHMKU MO BOMPOCAM 3/1IEKTPOCHADXKEHUS CeTeBO opraHusaumm
JOoBOAMTCA [0 noTpebuteneit, 3SHepronpuHMMatolWmMe YCTPOMCTBA KOTOPbIX HEnocpeacTBEHHO
npucoeamHeHbl K 06 beKTaM 3N1EKTPOCETEBOrO XO3AMCTBA CETEBOM OPraHM3aLmm, B TOM YMCAE NyTEM €ro
BK/IIOYEHMA B [OrOBOPbl 3HEProcHab)KeHWs, pasmeleHna Ha oPuUMANbHOM caliTe CceTeBOM
opraHusaumm B cetn MHTepHeT n B odurcax obcayKmMBaHUA notpebutenei.

28. CeTeBas oOpraHuM3aumsa MpU OCYLLECTBAEHWU 3304YHOrO OOC/AYKMBaHUA noTpebutenein c
Mcnonb3oBaHWeM TeniepOHHOM CBA3KM 0becneymBaeT:

HanuumMe OecnnaTHblX TenedOHHbIX KaHa/oB CBA3M MeXAay CEeTeBOM oOpraHusauuen w
nortpeburtenamu;

npuem u o06paboOTKy Bcex BXoAAWMX TenedOHHbIX BbI3OBOB MNOTpebUTeNeli B CceTeByto
opraHusaumto. Bpema oxxuaaHusa notpedbutenem otseta no tenedoHy CETEBON OpraHU3aL MM C MOMEHTa
coeamHeHua (B ciydyae obcnyXuBaHUa notpebuteneit ¢ MUCNoNb30BaHUEM CUCTEMbI MHTEPAKTUBHOIO
ro/10COBOr0 MEHI0 - C MOMeHTa Bblbopa noTpebutenem Kateropum "coeauHeHMA C PabOTHMKOM
opraHusaumm" B CUCTEME MHTEPAKTMBHOIO r0JIOCOBOIO MEHI0) A0 MOMEHTa oTBeTa paboTHMKA ceTeBol
OpraHM3aumMM He OOJIKHO MPEeBbIWaTb 5 MUHYT. Bpemsa 06paboTku BbizoBa (TenepoHHOro pasrosopa
notpebutens c paboTHMKOM) He A0/IKHO NPEBbIWATb 5 MUHYT;

OCyLLEeCTBNIEHNE UCXOAAWMX TenedOoHHbIX BbI3OBOB ANA WMHPOPMMPOBAHWA noTpebutenein u
npegocTasaeHnsa MHpopmaumm no obpalleHnam noTpedbutenei;

BeAeHWe ayamosanncu BCex BXOOALMX M UCXOAALLMX PA3roBOPOB C NoTpebutenem, o 4yem
notpebuTtenb ysegoMaAeTCcA B Hayane pa3roBopa c paboTHMKOM ceTeBOWM OpraHM3aLmu;

AOCTYMHOCTb M HAAEXHOCTb PaboTbl TeNePpOHHbIX KaHANOB CBA3M;

PErUCTPaLMIO BXOAAWMX U UCXOLALMX BbI3OBOB COIMACHO MYHKTY 42 HacToAwmMx EAnHbIX
CTAHOAPTOB.

29. CeTteBasa oOpraHusauMa OCYWECTBAAET 3ao4yHoe O0b6CAyKMBaHWe noTpebuTtenein ¢
MCNoNb30BaHMEM CBOero odouLManbHOro caliTa B ceTu WHTepHeT, cogeprkawero MHbopmauuio o



AeaTeNbHOCTU CeTeBOM opraHMsaumm (aanee - opuLManbHbIin canT).

30. B cayyae BO3HWKHOBeHWsAs nepeboeB B paboTe odpuUMANBHOIO caliTa, BJEKYLLUX
HEeBO3MOXHOCTb 4OCTyNa K cogepraleinca Ha Hem nHdopmaumm (cepsucam), ceTeBas opraHMsauma B
TeyeHMe 2 4acoB C MOMEHTa BO30OOHOBNAEHMA AOCTYMa K OOULMANbHOMY CalTy pPasMeLLaeT Ha Hem
MHbOPMALUMIO O MpPUYMHEe, AaTe M BPeMeHW NpPeKpalleHus AOCTyna, a TaKKe O JaTe U BpemMeHMU
B0306HOBNEHUA AOCTYNA K OPULIMANBHOMY CaNTYy.

MoTpebutenn AoMKHbI MMETb BO3MOXKHOCTb O3HaKOMJ/IEHUS C MHPOpMauMen, pasmeLLeHHOM Ha
oduuManbHOM caliTe, C WMCNO/b30BaHMEM pacnpocTpaHeHHbIXx Beb-obo3pesaTeneit. [pu 3TomM He
OOJ/IKHA NpesycmMaTpmMBaTbCA YCTaHOBKA Ha KOMMbIOTEPbI NOTpebutenel cneunanbHO CO3A4aHHbIX ANS
NPOCMOTPa 0PULMAJBbHBIX CAUTOB MPOrPaMMHBbIX U TEXHOIOTMYECKMX CPeaCTB.

CymMapHasa AnuTeNbHOCTb NepepbiBOB B paboTe 0pULMANBHOMO CaitTa He AOJ/IXKHA npesblwaTb 4
Yyacos B mecsL,

31. UHdopmauus, pasmelLaemasn Ha odULMANBHOM CaiTe, AONKHA ObiTb:

OOCTyMHa ANsi aBTOMATUYeCKon 06paboTKu;

KPYr1OCYTOYHO AOCTynHa noTtpebutensm 6e3 MCnonb3oBaHWA MpPOrpammHoro obecnedeHus,
YCTaHOBKa KOTOPOro Ha TEXHMYECKME CpeacTBa NoTpebutena TpebyeT 3aKA0YEHNA MNLEH3UOHHOTO UK
WMHOro corfawexHna ¢ npasBoobnagatenem nporpammHoro obecneyeHus, npeaycMaTpUBatoLLErO
B3MMaHMe ¢ NoTpebuTens naathbl;

A0CTynHa 6e3 B3MMaHuA NAaTbl.

32. Hasuraumsa oouLManbHOrO caiTa f0NKHA COOTBETCTBOBATL CAeAyoWMMm TpeboBaHMAM:

BCA pa3melleHHas Ha opuumanbHOM caliTe MHGopMaLUna A0/KHA ObiTb A4OCTyNHa noTpebutenam
nyTem rnoc/en0BaTesIbHOro NnepexoAa no rmnepccbl/ikam HauyMHas ¢ raBHOWM CTpaHULbI OpULMANbHOTO
canTa. Ko/sinyecTBo TakUX NepexoAoB MO KpaTyaullield nocnenoBaTesibHOCTM AO0MXKHO ObiTb He bosnee
naTH;

noTpebuTento Ao/KHa NPeAOCTaBAATbCA HarnAagHas WMHGOPMaUUAa O CTPYKType oduLMaibHOro
canTa U 0 MECTOHaXOXAEHNM 0TObpaXKaeMon CTPaHULLbl B 3TOM CTPYKTYPE;

Ha KaxaoW cTpaHuLe odULLMaNbHOrO CaiTa A0IKHbI ObITb Pa3MeLLEHbI: FTAaBHOE MEHIO, CCbl/IKa Ha
rNaBHYIO CTPaAHMLY, CCbIJIKA Ha KapTy opuLMabHOro CanTa;

3aroNIOBKM WM MOAMUCU HA CTPaHULAX AOOJIKHbl OMWUCbIBATb COAEp)KaHMe (HasHayeHue) Takow
CTPaHWLbI, HAUMEHOBAHME TEKYLLEro pasaena u oTobparkaemoro AOKYMEHTa;

HaMMeHOBaHMeE CTPaHMLLbl, ONUCbIBAtOLWEE ee coaepKaHme (HasHauyeHue), JOMKHO O0TobpaXKkaTbca
B 3aro/IoBKe OKHa Beb6-0b03peBaTens;

TEKCTOBbIN aapec B ceTn MHTepHeT (yHMBepcanbHbIl yKasaTenb pecypca, URL) Kaxkaoi cTpaHuubl
OOJ/IKeH 0TobpakaTb ee NONOKEHME B IOTMYECKOM CTPYKTYPE CaiiTa M COOTBETCTBOBATL €€ COAEPHKAHMUIO
(HasHauyeHWI0), a TaKKe B TEKCTOBOM ajpece AO/MKHbl OblTb MCMNO/b30BaHbl CTaHAAPTHbIE MpaBua
TpaHCAUTepaLmy;

Ha rNaBHOW CTpaHuLUe odpuLMaANbHOIO CalTa U B OTAENbHOM pasgene (ganee - AUYHbIA KabuHeT
notpebuTtens) pasmeLLaeTca HOMep ropsayein MHUM NO BONPOCAM 3/IEKTPOCHABKEHUS, TMNEPCChIIKA Ha
MHbOPMaAUMIO, NPEAYCMOTPEHHYIO ab3auem OAMHHAALATBIM W ABEHaALATbiM NMyHKTa 33 HacToALMX
EOMHBIX CTaHAAPTOB, a TaKXe CCbIIKM-O6aHHepbl HAa WHPOPMAUMOHHbIE MHTEPAKTUBHbIE CEPBUCHI
CeTeBOM OpraHusauuu.

33. B uensx obecneyeHuMa oOMepaTtMBHOroO AOCTyna noTpebutenen K WHPopmaumm 06
OKa3blBAaeMbIX YCAyrax U obCayKMBaHUM CETEBOI OpraHM3aumm B rMaBHOM MeHt0 odULMaNbHOro caiTa
CeTeBOM opraHusauuu Bblgensetca pasgen "lMotpebuTtenam". B yKasaHHOM pasgene pasmelLaeTcs
MHbOPMaUMA B COOTBETCTBMM CO CTaHAAPTAMM PaACKPLITUA MHPOPMAUMKM CybbeKTamu OMTOBOrO U
PO3HMYHbIX PbIHKOB 3/IEKTPUYECKOM SHEPTUM, @ TAKIKE CNeayollme CBeAeHUA:

NoyToBbIM agpec ceTeBol opraHusaumu, agpeca u rpaduk paboTbl oducoB obcCayKMBAHMA
notpebuteneit, Homepa TenedboHOB, MO KOTOPbIM OCYLLECTBASIETCA OOCAYXMBaHME noTpebuTenei,
agpec odMUMANbHOrIO caiTa ceTeBoM opraHu3auuu;

nopAAoK Nogaum u paccMOTPeEHMA 0bpaLLeHNiA NOTpebuTenel, coaepaLimnx anoby Ha gencTemsa
CEeTeBOWM OPraHM3aLUMn, C YKaszaHMEM CPOKOB PacCMOTPEHMA 0BpaLLEeHNA U NPeaoCTaBAEHNA OTBETA;

NnopaaoK M CPOKM 3aK/OYEHUA AOoroBopa 06 OKasaHMM ycayr no nepegaye 37eKTPUYECKoMn
3Hepruu, NpeaycMoTpPeHHble 3aKoHOoAaTeNbCTBOM Poccuiickoit depepaumy;

nopagoK NoJayM 3asaBKM  Ha TEXHONOTMYECcKoe MpUCOeaUHEHWE, OCHOBHble 3Tanbl ee
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PacCMOTPEHMA U UX CPOKK, CBEAEHMUA, KOTOPbIEe [I0/IKHbl COAEPXKaTbCA B 3asiBKe Ha TeXHO/ornmyeckoe
npucoeamHeHue, U TpeboBaHUA K NpuaaraembiM K Hell AoKyMeHTam, GopMbl 3aABOK ANS 3aMnO/IHEHUA
notpebutenem;

nopAgoOK  BbIMOJSIHEHUA  TEXHONOIMMYECKOrO  MPUCOEAMHEHMA,  3Tanbl  TEXHOJIOFMYECKOTO
NPUCOEaMHEHMNA N UX CPOKM;

nopAgoOK pacyeTa NAaTbl 32 TEXHONOMMYECKOE NPUCOeAMHEHWE AAA BCEX rpynn notpebutenei,
KOMUX peLleHnin opraHa WCMNOAHUTENbHOM Bnactu cybbekta Poccuiickoit Pepepaumm B 0bnactu
rocyapCTBEHHOTO peryiMpoBaHus ueH (TapudoB) 06 ycTaHOBAEHWWM M1aTbl 3@ TEXHO/OrMYecKoe
npucoegMHeEHME B OTHOLUEHUM TEPPUTOPUASIbHBIX CETEBbIX OPraHM3auMiA, a TaKKe KOMuA pelleHuA
denepanbHOro OpraHa MCNOIHUTENbHOM BAacTM B 06/1acTM rOCyAapCTBEHHOIO PEryMpoBaHMA LeH
(TapndoB) no yctaHOBNEHWUIO NNaTbl 38 TEXHONOTMYECKOE NPUCOeANHEHNE B OTHOLLIEHUM OpraHu3aumum
no ynpaBAeHU0 eANHOM HauMoHanbHOM (0BLLEPOCCUINCKOI) 9NEKTPUUYECKOM CETbIO, MOPALOK ONaThbl MO
aoroBopy 06 OCYyLEeCTBAEHUM TEXHONOTMYECKOTO MPUCOEAMHEHUS K  3/IEKTPUUYECKUM  CETAM,
0COBEHHOCTM BHECEeHMA NAaTbl OTAENbHbIMKM  TPynnamuM notpebutenei, nNpeaycMOTPEHHble
3aKoHoaaTenbcTBOM Poccuiickoi ®eaepauymu;

nopsaAoK pacyeTa NaaThbl 3a OKasaHMe yCayr No nepeaaydye 3N1eKTPUYECcKor sHeprum ana Bcex rpynn
notpebuTeneit, KONMKU PeLIEHNA OopraHa UCNONIHUTENbHOM BNacTu cybbekTa Poccuiickon depepaumm B
0bn1acTu rocygapcTBEHHOrO peryanposBaHusa LeH (Tapudos) o6 ycTaHoBAEHUU TapudoB Ha ycayru no
nepefaye 3NeKTPUYECKON IHEpPrnu B OTHOLIEHMU TEPPUTOPMUA/IbHBLIX CETEBbIX OpPraHM3aunii, a TaKKe
Konuu peweHnin deaepanbHOro opraHa WCMNOJMIHUTENbHOW BAactTM B 06nacTU rocyAapCTBEHHOMO
perynnposBaHusa UeH (Tapudos) o6 yctaHoBAeHUU TapudOB Ha YCAyrM Mo nepepade 31eKTPUUYECKONA
SHEepPrMm B OTHOLWIEHWW OPraHM3auMM Mo YMNpPaBAEHWUIO eaMHOM HauMoHanbHON (06LepoccUiickoi)
3/IEKTPUYECKOM CEeTbLO, MOPAAOK ONNATbl MO AOroBopy 06 OKasaHMM yCAyr NO nepesayve 3N1eKTPUYECcKo
sHepruu;

NnopsagoK OCYLLECTBNEHUS KOMMEPYECKOro y4yeTa CeTeBbIMW OpraHM3auuamMM, B TOM u4ucae
TpeboBaHMA K MecTam YCTAHOBKM NPUOOPOB y4yeTa, CXeMbl MNOAKJAIOYEHMA U  METPONOrnyYeckue
XapaKTePUCTUKKN NprubopoB yyeTa H6e3 yKaszaHMA TOBapHbIX 3HAKOB, 3HAKOB 06CNyXKMBaHMA, GUPMEHHbIX
HAaMMeEHOBaHWIN, MNATEHTOB, MONE3HbIX MoOZEeNeN, MPOMbIWNEHHbIX 06pa3LoB, HaMMEHOBaHUI MecT
NPOUCXOXKAEHMA NPMOOPOB yYeTa AN HaMMeHOBAHWUI NpoussoanTenen Nnpmbopos yyeTa;

HanMeHOBaHWEe NPUOOPOB y4yeTa, YCTAHOBKY KOTOPbIX OCYLLECTBASET CeTeBas OpraHuM3auma, ux
CTOMMOCTb M CTOMMOCTb PaboT Mo UX YCTAaHOBKE;

NPUYMHbBI U CPOKM NIAHOBbIX NEPEPbLIBOB B Nepeaaye 3/1EKTPUYECKON IHEPTUN, NPEKPALLLEHMA UK
OrpaHUYEHMA pexMma nepenayun aN1eKTPUUYECKON SHepPrnKn, B TOM YMcae npeasapuTtenbHan nHbopmaums
O CPOKax OrpaHW4YeHUs pexxnma noTpebaeHns 3NeKTpUYecKon sHeprum (MolHOCTU) noTtpebuTeneit B
CBA3N C MpPOBEAEHMEM PEMOHTHbIX pPaboT Ha 06bEeKTax 3NeKTPOCEeTEeBOro X03AMACTBA CETeBOM
OpraHu3aLnm, BKAOYEHHbIX B rO40BON (MecAYHbIN) rpaduK peMoHTa;

pacyeTHble AaTa U BPEMSA BOCCTAHOBEHUS 3/1eKTPOCHabXKeHUA B C/lydae BBeAeHMA BHENIaHOBOMO
OrpaHUYeHMA pexuma NnoTpebaeHUs INeKTPUYECKOoM SHePrKn (MOLLLHOCTK);

YacTo 3aaBaeMble BOMPOChl, BO3HUKAIOLWMNE Y NOTpebuTenei, n oTBETbl Ha HUX;

aKTyanbHble M3MeHeHMA 3aKoHoaaTenbcTBa Poccuiickoint depepaumm B OTHOWEHWUKM MNpoueayp
OKasaHuA yCayr ceTeBbIMU OpraHM3auUaMu;

yTBEPKAEHHbIE rPadMKM aBapPUIMHOIO OrpaHNYeHuUs;

nacrnopTa ycayr (MpoueccoB) ceTeBol opraHn3auuy;

nopsagoKk paboTbl B /JIMYHOM KabuHeTe noTpebutens, BKAOYAA MNOJIyYeHWE NepBOHAYabHOro
[0CTYNa K IMYHOMY KabuHeTy, perucTpaumio 1 aBTopmsaLmio notpebutens.

34. WUHpopmaumA, yKasaHHas B ab3aue ogMHHAALATOM MyHKTa 33 HactoAwmx EauHbIX
CTaHAapTOB, NOANEXMT onyb/IMKOBAHUIO He no3gHee Yyem 3a 7 AHel 40 AaTbl NAAHOBbIX NepepbiBOB
nepesayn 3N1eKTPUYECKOoM IHepruu.

35. UHpopmaLma, yKasaHHasa B ab3aue TpMHaauaTom NyHKTa 33 Hactoawmx EAMHbIX cTaHOApTOB,
noanexxmut onyb/iMKOBaHUIO He pe)e OAHOro pasa B KBapTan Ha OCHOBE aHanAu3a MOCTYNMBLUMX
obpallleHuMin B CeTEeBYIO OpraH13auumio.

36. CeTeBas opraHusaums obecne4ymBaeT, B TOM UYMC/AE C WUCMO/Ib30BAaHMEM JIMUHOTO KabuHeTa
noTpebuTens, TEXHUYECKYH BO3MOXKHOCTb:

a) HanpasneHusa noTpebutenem obpalleHWn, B TOM YUC/Ie COAEprKallMX XKanobbl U 3as8BKU



(3asBneHMA) Ha OKasaHMe ycayr (npoueccoB), cornacHo npuaoxeHuto N 5 K Hactoswmm EguHbim
CTaHAapTam B GOpMe 3/IeKTPOHHOIrO AOKYMEHTA MyTem 3amno/HeHMA 3KPaHHbIX popm Beb-uHTepodeiica
oduumManbHOro caiita C o0b6A3aTeNbHOWM ANA  3aNO/IHEHWS  KOHTAKTHOM  WMHbopmauunen U
npeanoytTuTesbHbiM  cnocobom nosaydyeHus oTeBeTa. B 3KpaHHbIX ¢opmax Beb-uHTepdeica
obdmumanbHoro caita obecneuymBaeTcA BO3MOXKHOCTb MPUKPennATb ¢aiabl ¢ maTepuanamu no
obpaueHuto. Mpn HanpaBaeHUM obpalleHusa Yyepes yKasaHHbI MHTepdelic noTpebutenb AoaKeH bbiTb
yBEAOMNEH O MJIAHOBbLIX CPOKAX PacCMOTPeHUs obpallleHUs C yKazaHMEeM PEerncTpaumoHHOro Homepa
obpalleHus;

6) 3ano/sHeHMA NOCPeACcTBOM 3KpaHHON popmbl Beb-uHTepdeiica odULMANbHOrO caiMTa aHKeTbI
notpebuTtena AnAa ONpoca C LEeAbl OLEHKM KayecTBa OKasblBAeMbIX YCAYr CETEBOW OpraHM3auuu wm
obcnyKumBaHMA NoTpebutens;

B) NOAy4YeHUs notTpebutenem ceegeHUin 0 CTaTyce PaccMOTpPeHUs obpallleHns, HanpaBieHHOro B
CeTeBYIO OpraHM3aumio;

r) BBoAa noTpebuTenem TeKyLMX NOKa3aHUIt NpubOPOB yueTa SNEKTPUYECKON SHepPruu;

A) HanpaeneHuA NoTpebuTenem yBeoOM/IEHMA B CETEBYHD OpraHuM3aumio o6 MCMONHEeHUU UM
MepPOoNPUATUIA, NPeAYCMOTPEHHbIX TEXHUYECKMMU YCNOBUAMMU;

e) npefocrasneHua noTpebutenam:

CBEAEHUN O CTaTyce pPacCMOTPEHUA 3afBKM (3aaBneHWA) noTpebuTens Ha OKasaHue YCAyr,
NoAaHHOM B CETEBYHO OPraHM3aLMio, C YKa3aHWEM AaTbl MOCTYMNAEHUA 3aABKU U ee PerncTpaLMoHHOro
HOMepa, AaTbl HaNPaB/AeHUs 33aABUTENIO NOANNUCAHHOTO CETEBOM OpraHun3aumei gorosopa 06 oKasaHuu
ycnyru;

CBEAEHWN O CTaTyce WUCMOSHEHWA AO0roBOpa OKa3aHWA YCAYrM C YKasaHMeM MJIaHOBbIX CPOKOB
WCNOJIHEHUS, 33 UCKNOYEHWEM [0rOBOPOB HA OKasaHMe YCAyrv no nepegave 3/eKTPUYECKOM SHEPTUMW.
CeefeHuns nNo goroBopam 06 OCYLLECTBAEHUN TEXHONOMMYECKOrO MPUCOEAMHEHUA AOJIKHbI BKAOYATbL
MHOPMAUMIO O AaTe 3aKNHYEHMA LOFOBOPA, XOA4€E BbINOJHEHUA CETEBOW OpraHM3aumeint TeXHUYECKNX
ycnosuii, GakTUYECKOM NpUcoeamMHEHNN, COCTAaBAEHUN U NOANUCAHNN LAOKYMEHTOB O TEXHONOTMYECKOM
npucoeguHeHUw;

CYETOB HA ONaTy YCAYT NO TEXHONOMMYECKOMY NPUCOEANHEHMIO;

CBeZEHWNN 0 NOKasaHMAX NPUOBOPOB yvyeTa NO TOYKAM y4eTa 3/1eKTPUYECKON sHeprum notpebutens
W CTAaTUCTMKe noTpebnieHMA 3SNEeKTPUYECKOM ISHEeprMm Ha MOMEHT MOC/NeAHEro CHATUA CeTeBOM
opraHu3aumelrt TaKMX MNOKA3aHWA WAM  BBEAEHWA MOKasaHuMi npubopa ydeTa noTpebutenem
CaMOCTOATE/IbHO;

CBEAEHUIN O cTaTyce PaccMOTpPeHus obpalleHusa, HanpPaBAEHHOro B CETEBYHD OpPraHM3auumio B
3/IeKTPOHHOM popme.

37. Joctyn K AMYHOMY KabuHeTy noTpebuTens ocyw,ecTsaseTcs Mnocse BBoAa NoTpebutenem
CBOMX MAEHTUDMKALUMOHHDIX AAHHbIX: UMEHW (NOTMHA) M NApPOoAs U (MK) NO PEFUCTPALNOHHOMY HOMEpPY
33ABKM Ha OKa3aHwWe ycayr (0TAeNbHbIX NPoLeAyp) M NApOoto, KOTOpble BblAaloTCs noTpebuTento:

a) Npy 04HOM 06paLLEHMM B CETEBYIO OpraHM3aLmio;

6) no NnucbMeHHOMY 3anpocy noTpeburtens;

B) moc/sie 3anosHeHus noTpebuTtenem skpaHHoin Gopmbl Beb-uHTepdelica odpuumanbHOro caiTa
CETeBOM OpraHU3aLLmUmn perucTpaLmm.

38. Pasgen "MoTpebutenam" oduumanbHOro caita CeTeBOW OpraHM3auMuM pPeKomeHayeTcs
pa3pabaTbiBaTb B COOTBETCTBUM C NpuaoxkeHnem N 6 K HacToAWMM EgUHBIM CTaHZapTaM.

IV. Mpuem n paccmoTpeHune obpalleHunii notpebutenei

39. MoTpebutensam obecneymBaeTcs pacCMOTPeHe 0bpaLLeHWNI B yCTaHOB/IEHHbIE CPOKMW.

40. CeTeBas opraHM3aLmsa Npu paccMoTpeHnn obpalleHuii noTpebutenein obecneynsaeT Nnpuem u
perncTpaumio NocTynuBLLIEro B apec CeTeBOM opraHM3aumm obpalleHus notpebutensa (B NMCbMEHHOW,
3/1eKTPOHHOMN, YCTHOM dopmMe, C Mcnoib3oBaHnemM TenedoHHol cAasm). Mpu pernctpaunn obpatieHun
dUKCUpPYeTCA KOHTaKTHas MHpopmauusa notpebutensa, Aata NoOCTynaeHMs obpalleHua M BXOAALLMM
perncTpaunoHHbIn Homep obpalleHus.

41. CeTeBana opraHusauma HanpasaseT noTpebuTento OTBET MO CYWECTBY Ha ero obpalieHune B
cneaytolme CPOKMK:



a) oTBeT Ha NUCbMeHHOe obpallieHne notTpebutena Ha BymarKHOM HocuTene - B TedyeHue 30 aHel
CO AHA perucTpauum obpalleHusa CeTeBOM OpraHusauuen, B Cayvyae eciv UHoe He MpenycMOTPEHO
3aKoHogaTenbCcTBOoM Poccuitickoit degepaumy;

6) obpalleHne noTpebuTens, HanpasaeHHOe C UCMO/b30BaHNeM oduLUManbHOro canta B dpopme
3NEKTPOHHOTO [OKYMEHTa, - B CPOKW, YKasaHHble B npunoxeHun N 5 K HactoAawum EauHbIM
CTaHAapTaMm;

B) OTBET Ha obpalleHne noTpebutena c ncnonbloBaHUem TenepoHHON CBA3U NpeaocTaBaseTca
HernocpeacTBEHHO B MOMEHT obpalyeHus notpebutensn. B cayvyae HEBO3MOMKHOCTM NPenoCTaBUTL OTBET
B MOMEHT obpalweHua notpebutena paboOTHMK ceTeBOM OpraHM3auMM 3aNUCbIBAET KOHTAKTHYIO
MHbOopPMaUmio NoTpebuTens u He nosgHee 4 YacoB C MOMEHTa PernucTpaumm obpaleHns npeaocTasnser
OTBET NoTpebutento;

r) echn obpaleHne notpebutena c uUcnosib3oBaHMemM TenedOHHOM CBA3U COLAEPHKUT Kanoby u
$aKTbl, U3M10XKEHHbIE B TaKOM »Kanobe, TpebyloT aHanM3a maTepuanoB No obpalieHuto notTpebutens,
pabOTHMK CeTeBOW OpraHM3auMu, NPUHABLIMIA TenedOoHHbIW BbI30B, 0dopMasAeT Kanoby B dopme
SNEKTPOHHOTO [OKYMEHTA, KOTOpbIA PerucTpupyeTca B YCTaHOBAeHHOM nopagke. Cpok oTeeTa
notpebuTento No Takon *kanobe He AosxKeH npesblwaTb 30 AHEN co AHA perncTpaunmn obpaleHus;

A) OTBeT Ha ycTHoe obpalleHne notpebutens B oduc o0b6CyXRUBaHMA noTpebutenei
npeLoCcTaBAseTCA HENOCPEACTBEHHO NPU NOCeLeHUN noTpebuTtenem oduca. B cnyvae HeBOSMOXKHOCTU
npefocTaBAeHNA OTBETa Ha obpalleHue noTpebuTens MNpu OCYLLECTBNEHUM OYHOIO OBCAYKMBAHMA
notpebuTtens, a TakxKe ecnn obpalleHue NoTpebuTens COAepPKMUT XKanoby M aKTbl, U3NOXKEHHbIE B
TakoM kanobe, TpebylT aHanM3a maTepuanoB Mo obpalleHuto noTpedbuTtens, PaboTHMK CeTeBoW
OpraHM3aumMn OO/IKEH NPeasioXUTb NOoTPebuTento HanpaBUTb B CETEBYHD OpraHM3auMi0 NMUCbMEHHoe
obpauweHne wnanm odopmuTb obpalleHne B oduce obcayKMBaHMS Ha TMNoBOM OnaHke. [locne
3aMno/IHEHUA U noAanucaHua noTpebutenem 6naHKa obpalleHus Takoe obpalleHue perncTpupyertcs.
CpoK oTBeTa Ha Takoe obpalleHue He foKeH npeBblwaTb 30 AHElM CO AHA perncTpaunmn obpalleHus.

42. B cnydae ecin U3/0XKeHHble B obpauweHun notpebutens BOMPOCbI HE OTHOCATCA K
KOMMETEHLUMN CETEBOM OpraHM3aummn, paboTHMK CETEeBOM OpraHM3aumnm He nosgHee 5 pabouunx aHen co
OHA peructpaumMm obpaueHna MHGOPMUPYET NOTPebuTena O HEBO3MOMKHOCTU MPEAOCTaBAEHUA emMy
OTBETa MO CYLLECTBY M3/I0XKEHHbIX B 06palleHMM BOMPOCOB M COOBLLAeT KOHTaKTHY0 WHbopMauuio
OpraHM3aumii, K KOMMNeTEHUUN KOTOPbIX OTHOCATCS TakMe BOMpPOChl.

43. OO6paleHne notpebutena o npefocTaBAEHUN CNpPaBOYHOW MHbOpMaumM U (Man)
KOHCY/NbTALUMN CYUTAETCA PACCMOTPEHHbIM, €CiM NOTPebUTento HanpasieH (NpefocTaBfeH) OTBET C
3anpaLwmBaemon nHdopmaumen.

44, Ob6pauweHue noTpebuTtens, copeprkawiee XKanoby, CYMTAETCA PACCMOTPEHHLIM CeTeBOM
opraHusaumen, ecnm:

a) ycTaHoBneHa OOOCHOBAHHOCTb (HEOOOCHOBAHHOCTb) 3asiBIEHMSA O HapyLeHWWM nNpaB Wan
OXpaHAEeMbIX 3aKOHOM MHTEpPECcoB NOTPebUTeNsA, B TOM YMUCAE O NPEAOCTaBAEHUN YCAYT HEHAA/1EKALLErO
KayecTBa;

6) B cnydyae HeobxoguMmocTM Mo 06OCHOBaHHbLIM Kanobam onpeaeneHbl MeponpuaTUN,
HanpaB/fieHHble Ha BOCCTAHOB/IEHME HAPYLWEHHbIX MNPAaB MAM OXPAHAEMbIX 33aKOHOM WHTEPECOB
notpebutens (aanee - KOPPEKTUPYOLWME MepbI);

B) HanpasaeH (NpefocTaBieH) oTBET NOTpebuTento No obpaleHuto:

B C/ly4yae Npu3HaHWA ¥Kanobbl HEO6OCHOBAHHOM B OTBETE NPEAOCTaBAAIOTCA apryMeHTUPOBaHHbIE
pa3bACHEHMA B OTHOLWEHMM OTCYTCTBUSA OCHOBaHMWI A/1a ee yA0BAETBOPEHUS;

B C/ly4yae NpPU3HAHKA Kanobbl 06OCHOBAHHOM B OTBETE NOTPEOUTENIO YKa3bIBAKOTCA, KaKMe npasa
WUAN 3aKOHHble WMHTepecbl NoTpebuTens noanerkaTt BOCCTAHOBNEHWIO M B Kakom nopsagke. Ecav no
)anobe HeobxooMma peanu3auma KOPPEKTUPYIOWMX Mep, B OTBETe MNOTPebuTento yKasbiBaeTcs
NAaHUPYEMbIA CPOK UX peanmnsaumu.

45, PaccmoTtpeHue obpalleHus He npousBoauTca (C yBegomneHvem o6 3Tom notpebutens) B
cnyyanx:

a) ecnv 0bpaLLEHME COAEPKNUT HELLEH3YPHbIE MO0 OCKOPOUTENbHbIE BbIPAXKEHMS;

6) ecnm B 0bpalLleHUM COAEPHKUTCA BOMPOC, Ha KOTOPbI faHHOMY NoTpebuTento ycayr yxe 6bia
npefocTaBAeH OTBET MO CYLLECTBY B CBA3M C paHee HanpaB/ieHHbIMM OOpPALLEHMAMM, U NPU 3TOM B
06paLLeHMM HE NPUBOAATCA HOBbIE AOBOAbI UM 0O6CTOATENLCTBA;



B) eC/vM OTBET MO CyWecTBy MOCTaB/leHHOro B obpalieHun Bomnpoca He moXKeT 6biTb gaH 6e3
pasrnaleHna CBeAeHMUIM, COCTaBAAIOLLMX KOMMEPYECKYIO TalHy WM UHYIO OXPaHAEMYO 3aKOHOM TalHy.

46. PaccmoTpeHue obpauleHusa (6e3 yBegomaeHus noTpebutens) He NPOM3BOAMTCA B CAy4yasnx,
€C/IM TEKCT MUCbMEHHOro obpalleHus He MoA4AeTcA MPOYTEHUIO UM B OOpaLLEeHMM OTCYTCTBYIOT
KOHTaKTHble AaHHble, HeobXoAMMble AN HanpaBAeHUs oTeeTa.

V. OcobeHHOCTM 06CnyKMBaHMA NOTpebuTenein Nnpu okasaHuu
YCAYT N0 TEXHONOTUYECKOMY NPUCOEANHEHUIO

47. CeteBas opraHusauua obecneymsaeT nNoTpedbuTenam - GU3NYECKUM ANLAM, MAaKCUMasibHas
npucoegMHeHHass MOLLHOCTb 3SHEPronpMHMMAIOLLMX YCTPOMCTB KOTOPbIX cocTaBnaseT ao 15 KBt
BK/AOUMTENBHO (C  yYeTOM paHee MPUCOEAMHEHHbIX B  JaHHOM TOYKe nNpucoeauHeHUn
3HEpPronpUHUMALOLLMX YCTPOMUCTB), BOSMOKHOCTb:

a) BbICTABNEHWUS CYETA HA onaaTy YCAyrM No TEXHONOTMYECKOMY MPUCOEAMHEHMUIO crocobamu,
OONYCKalLWMMN BO3MOXKHOCTb WX yaaneHHoW nepegaun (nodyrta, ceTb WMHTEpPHET), MO XenaHuto
nortpeburens;

6) BHeceHMa nnaTbl MO A0roBopy 06 OCYLWECTBAEHUU TEXHONOTMYECKOro NPUCOeaMHEHUA K
3/1IeKTPUYECKMM ceTam 6e3 onnaTbl KOMUCCUMN.

MpunoxkeHne N 1

K EAMHbIM CTaHAapTam KavecTsa
ob6cnyKMBaHMA ceTEBbIMM OPraHU3aLLUAMM
noTpebuTenen ycayr ceTeBbiX OpraH13aumim



[IACIIOPT VYCIIYIM (IIPOLECCA)

CETEBOM OPTAHU3AILINMA

HalMeHOBaHMe YyCJIyI'm

Kpyr zasaBurenem <1>:
PaszMep mJjaThel 3a NpemoCTaBlIeHMEe yCJyTM (Ipollecca) M OCHOBAaHME €& B3MMaHUA:

(mpouecca)

YcoBUsa oOkKa3aHMsa yCcJayI'm (npolecca) <2>:

PesynbTaT oOka3aHUA YCJIyI'M (mpolecca) :

Obmmy CpOK OKaszsaHMuA yCayIu (mIpouecca) :

CocTaB, MNOCJEIOBATEJILHOCTL M CPOKM OKaszaHusa yCJyTu (mpouecca) :
N 3tan | CogeprkaHune/ycnosua sTana dopma Cpok CcblnKa Ha
n/n npenocTaB/eHunA MCNONHEeHNA HOPMATUBHbIN

NpaBoOBOM aKT

1
2

KonTaxTHasa mHbOOpMalLMsa IJid HalpaBJleHMS obpaumeHum <3>:

<1> YKasbIBalOTCA NLLA, KOTOPbIE MOTYT NMOJIYYUTb AaHHYH YCAYTY.

<2> OnucaHue yCcnoBWi, NMPU KOTOPbIX OKasaHue ycayrn (npouecca) CTaHOBUTCA BO3MOXHbIM
(npepoctaBneHne Bcex HEOBXOAMMbBIX AOKYMEHTOB, Hanuume GU3MYECKON BO3MOMKHOCTM OKasaHuA
ycnyrm (npouecca) u ap.).

<3> YKa3blBalOTCA KOHTAKTHbIE AaHHbIE JINL, KOTOPbIE MOTYT AaTb UCYEPMbIBAIOLLYIO MHPOPMALIUIO
06 OKasblBaeMoW ycayre, NpUHATb Xanoby Ha aelicteua (besaencTene) noapasgeneHus (paboTHUKA)
CeTeBOM OpraHMsaUMW, 3aHATOrO B OKasaHWMM YCAYrM, YNOJHOMOYEHHOrO OpraHa WCMOAHUTENbHOWM
BJ1aCTW, OCYLLECTBAIOLLENO HaA30PHblE GYHKLMM 32 AeATe/IbHOCTbIO CETEBOM OpraHn3aumm.




MpunnoxkeHne N 2

K EAMHBbIM CTaHaapTam KayecTBa
obcnyKMBaHMA ceTeBbIMM OpPraHU3aLLMAMM
noTpebuTenei ycayr ceTeBbix opraHnsaumm

TPEEOBAHUA
K OPTAHU3ALIMM OGUCOB OBCNYHKMBAHUA NOTPEBUTE/IEN
CETEBbIMU OPTAHU3AUMAMU

1. Mpun 0b6opyA0BaHUUN LLEHTPOB 06CNYKMBaAHMA NOTPeOUTENEN B KIMEHTCKOM 3ane NPOM3BOANTCA
30HMpPOBaHWE NOMeLLeHMA, obecneumBatollee ero pasfesieHMe Ha [ABe 30Hbl: KJAMEHTCKY U 30HY
pa3smelLeHnA paboTHUKOB, OCYLLLECTBAAOLWMX 06CNyKMBaHWE NOTpebuTenen.

2. UeHTpbl o06cnyxuBaHMA noTpedbuTenein cHabxKaroTca WHOOPMALMOHHBIMK  TabanYKamm
(BbIBECKAMM) C NOrOTMMNOM CETEBOW OpraHM3aLMUK:

a) Ha BXxoge B 34aHMe pasmellaeTcAs BblBeCKa C MHbOpMaLMen: HaMMeHOBaHWE CeTeBOW
opraHu3aumMn, MoYTOBbIM agpec, rpaduk paboTtbl UeHTpa obcayxmBaHuAa noTpebutenei, appec
3NEKTPOHHOM NoYTbl, TenedoH LLEeHTPa 06CNYKMBAHUA NOTpebuTenelt U ropadven AMHUM NO BOMPOCaAM
3NEKTPOCHabXKeHMA CETEBOMN OpraHmn3auuu;

6) B nomeLLeHNN - BbIBECKM C 0OO3HAYEHMEM MECT OYHOTO NMpUema noTpedbuTenem, cayKebHbIx
NomeLLeHW, He NpegHa3HaYeHHbIX 419 O4YHOro NpMemMa noTpebuTenei;

B) B K/IMEHTCKOM 3a/ie - BbIBECKM Ha OKHax 06CnyXuBaHUA noTpebuTteneil okono paboumx mecrt
paboTHUKOB.

3. B KAMEeHTCKOM 3ane ueHTpa obcnyKmMBaHMA noTpebuTtenein opraHM3yeTca 30Ha OXUAaHMA A
notpebuTeneil, NO3BONAOLLASA Pa3MecTUTb NoTpebutenell B NMKoBble AHM (4acbl) npuema. Maouwaab
30Hbl OXKMAAHUA COCTaBAAET He MeHee 4 KBagpaTHbIX METPOB Ha O4HOro PaboTHMKa, 0bCayKMBAIOLWErO
notpebutens (o4HOro okHa obcnyxunaHua). B 30He oxkmMaaHusa obecneunsaeTcs Hanmume mebenun ana
NCMNO/Ib30BaHUA MOTPEOUTENAMU BO BPEMS OXMAAHMA: HE MEHee OAHOro CMAAYero mecta Ha O4HOro
paboTHMKa, 0b6CcnyKuBatoLLero notTpebutens (0A4HOro okHa 0bCNyKMBaHUA), He BKAOYaAA cuaaume mecra
HEenoCpeACTBEHHO ANA npuema noTpebuTenei, OTAENbHOrO CToNa W CcTyna ansa odopmIeHuUs
OOKYMEHTOB BO BPEMSA OXKUAAHWUSA, KAHLLENAPCKUX MPUHAANEKHOCTEN.

4. 30Ha OMMAAHUA KAMEHTCKOro 3ana OCHAWaeTcs MHPOPMALMOHHbIMM  CTEHAAMM €
Heobxoaumon ana notpebutens wHpopmaumelt B cooTBeTcTBUM co CTaHZapTaMuM  PaCKPbITUS
MHbOPMaUUKN cybbeKTaMM ONTOBOTO M PO3HMYHBIX PbIHKOB 3/1IEKTPUYECKON IHEPTUU, YTBEPKAEHHDIMM
nocraHosneHnem [pasutenbctBa Poccuiickont ®egepaunm ot 21 aHeapa 2004 r. N 24, a Takxke co
cneayowen nHbopmaumei:

4.1. rpaduK paboTbl odpuca obcnyKnBaHUA noTpebutenen;

4.2. NoYTOBbIM aApPEC U 3NEKTPOHHbIV aapec odUUMaNbHOTO CaiTa CETEBOW OpraHM3aumn, agpec
3NEKTPOHHON NoYThbl, TenepoHHble HOMepa LieHTpa 06CyKMBaHUA NoTpebuTene u ropsyein 1MHUM No
BONPOCaM 3/IeKTPOCHAOXEeHNA CeTeBOW OpraHMsaumu, Mo KOTOPbIM OCYLWECTBASETCS 3a04Hoe
obcnykumBaHMe notTpebuTenen, TeppuTopma obCcayKMBAHUA CETEBOM OpPraHn3aLLmu;

4.3. nopAgoK Nofaynm U paccMoOTpeHus obpalleHui noTpebuteneid, copepKalimx *Kanobbl Ha
OENCTBUS CeTeBOM OpraHM3aumu, C YKasaHMEM CPOKOB PAacCMOTPeHMA obpalLeHui 1 nNpeaocTaBaeHUs
OTBETa;

4.4, NopAJOK U CPOKWU 3aKNOYeHUs Oorosopa 06 okasaHMM yCayr Mo nepenaye 3NeKTPUYecKon
SHeprun, NnpeaycMoTPeHHble 3aKoHoAaTenbCcTBOM Poccuitickon Pepepavmy;

4.5. nopAJoK NoAaun 3aABKM Ha TEXHOIOMMYECKoe NPUCoeaNHEHNE, OCHOBHbIE 3Tanbl U CPOKK ee
paccMOTPEeHUs, CBeAEHMA, KOTOPble AO/IKHbI COAEPKATLCA B 3aABKe, TPEOOBAHUA K MPMUAAraeMbIM K Hel
OOKyMeHTam;

4.6. Tapudbl Ha yCIyrv No nepesave 3NEKTPUYECKON SHEPTUN Ha TEKYLLMUI Nepuog, peryinpoBaHms
C YKa3aHWeM UCTOYHMKA odULMANbHOIO ONybAMKOBAHMA PeLlEHMA OpraHa UCMOJHUTENbHOM BacTu B
061aCTV rocy4apCTBEHHOTO peryanpoBaHusa Tapudos cybbekTa Poccuitickon Pegepaunu;

4.7. Tapudbl Ha TEXHONOTMYECKOE NPUCOEAMHEHME Ha TEKyWMIn nepuvog, PeryimpoBaHua C
yKa3aHMeM WUCTOYHMKa oduuManbHOro onyb/AMKOBaHMA peLleHMa OopraHa WMCMONHUTENIbHON BAAcTU B
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061acTu rocyaapcTBEHHOMO peryampoBaHma Tapudos cybbekTa Poccuiickoin Peagepaumnu;

4.8. 6NaHKM TUNOBbIX AOKYMEHTOB MO TEXHOMIOTMYECKOMY NPUCOEMHEHNIO, HA OKa3aHMe yCayr no
nepegaye 3/1eKTPUYECKONM IHEPTUM U MpoYee;

4.9. NnopAJOK OCYLLECTB/IEHMA KOMMEPYECKOrO y4yeTa CeTeBbIMW OpPraHusauMaAMKU, B TOM 4ucCie
TpeboBaHMA K MecTam YCTAHOBKM MNpPUOOPOB y4veTa, CXeMbl MOAKAKOYEHUA UM METPOSIOrMYeckue
XapaKTEPUCTUKKN NPNBOPOB y4yeTa;

4.10. HaumeHoBaHWe NpMboPOB y4eTa, YCTAHOBKY KOTOPbIX OCYLLECTBAAET CETEBAA OpraHM3auums,
MX CTOMMOCTb M CTOMMOCTb PaboT NO UX YCTAHOBKE;

4.11. EanHble CTaHAAPTbl KayecTBa OOC/AYXMBAHWA CETEBbIMM OpraHusauMamu notpebutenei
CeTeBbIX OpraHu3aunii;

4.12. nacnopT ycayr CeTeBoW opraHu3auunu;

4.13. KHura ¥anob u npeanoKeHuni.

5. Mpu HeobxogumocTM B LeHTpe obcnyrKuMBaHua noTpebutenen obecneumBaeTcs Haanuyme
NAaTEXHOro TEPMMHANA ANA ONAATbl YCAYr CETEBON KOMMNAHUM.

6. Ecnv B KNMEHTCKOM 3ane obcayKMBaHUe ocylecTeaseTca bonee yem 4 paboTHMKamum (6onee
yem 4 OKHa 06CAY)XMBaAHMA), 30HA OXMAAHUA 0OOPYAYyETCA INEKTPOHHOM CUCTEMOM YnpaBAeHUs
oyepenplo, KOTOpasa MpegHasHayeHa ONTUMM3UPOBATL MOTOKW noceTuTenen. WHCTpyKuma no
3KcnayaTauum cUCTeMbl YNPaBAEHUA OYepeabio U CXeMa PasMeLLatoTca Ha MHGOPMaLMOHHOM CTEHAE.

7. TMomeweHne uUeHTpa o0b6CAyKMBaHMA nNoOTpebuTenen obopyayeTca MPOTUBOMOMKAPHOM
CUCTEMOM, CPEeACTBAMM MOXKAPOTYLWEHUA, a TaKKe LEHTPA/NIM30BaHHON CUCTEMOM ONOBELLEeHUs
nocetTutenen n paboTHUKOB LLEHTPA 06CAYKUBAHMA O NOXKapPe N APYIUX KPU3UCHBIX CUTYaLUSAX.

8. B nomeleHMUN UeHTpa 0OCAyKMBaHMA noTpebuTeneir obecneymBaeTca HanMyMe MNUTbEBOM
BOZAbl, aNTEYKM.

9. B ueHTpe obcnyxkmBaHua noTpebuteneir obecneumBaeTcs 6e30MacHOCTb NoTpebuTenen wu
paboTHUKOB.

10. B 3gaHuMM ueHTpa obcnykuBaHma notpebuteneir obecneunBaeTca [OCTyn noceTuTenein B
CaHy3/bl.

11. B OTHOWEHUM MYHKTOB OOCAYXKMBaHMA NOTpebuTenein cetesas opraHusauua obecnevymsaeT
TpeboBaHMA NYHKTOB 2, 4, 8, 9 HacToALLEro NPUAONKEHNA K EANHBbIM cTaHZapTam.

Kpome Toro, B nyHkte obcnyxumeaHma obecneumBaerca Haauvume mebenu gns Mcnosib3oBaHuA
notTpebutensmm BO BPEMA OXWOAHWA: HE MeHee OAHOro CMAAYEro MecTa Ha OAHOro paboTHMKa,
obcnyKmBatowero notpebutens (ogHOro OKHa o0OCAYyXMBAHWA), He BK/OYAA cuAAYME MecCTa
HenocpeacTBEHHO ANs NpMemMa notpebutenei, ctona u ctyna ana opopmiaeHns LOKYMEHTOB BO Bpems
OXMOAHUA, KAHLENAPCKUX NPUHAZNEKHOCTEN (pyUKM, Bymara ana 3anucen).



MpunnoxkeHne N 3

K EAMHBbIM CTaHaapTam KayecTBa
obcnyKMBaHMA ceTeBbIMM OpPraHU3aLLMAMM
noTpebuTenei ycayr ceTeBbix opraHnsaumm

OCHOBHbIE AENCTBUA
CETEBOW OPTAHWM3ALIMM NP OCYLLECTBNEHWUM OYHOTO OBC/TYKUBAHKA
NOTPEBUTE/IEM B O®UCAX OBC/TYKUBAHWUA NOTPEBUTE/EN

N OCHOBHble AeCTBUA CETEBOM OpraHU3aL MM NPU OCYLLECTBNIEHUN OYHOFO 06CNYKUBAHUA
notpebuTenen B opucax obcnyKmBaHmMa notpebutenen

1 MNpuem wn perucTpauma o4yHoro obpalweHna noTpebuTena, perucTpauma KOHTAKTHOM
nHbopmauum notpebutens, NpoBepKka KOPPEKTHOCTU 0GOPMNEHUA 3aABOK Ha OKasaHWe YCAyr,
KOMMNAEKTHOCTU AOKYMEHTOB M NONAHOTbI CBEAEHWUI B 3afBKE B COOTBETCTBMM C TpeboBaHUAMM
HOPMAaTUBHbIX NPABOBbIX AaKTOB:

1.1 npuem }anobbl NoTpebuTtensa B nMCbMeHHOM dopme

1.2 npuem 3asaBKW/3aABeHNA Ha OKasaHmMe yCayr B NMCbMeHHOM Gpopme, B TOM Yucne:

1.2.1 32ABKM Ha TEXHO/IOTMYECKOe NpUcoeanHeHne

1.2.2 obpalweHna notpebutens o MNPoOAJEHUM CPOKA AENCTBUA paHee BblAAHHbLIX TEXHUYECKUX
yCnoBsui

1.2.3 33AB/IEHUA O BOCCTAHOBNEHWW paHee BblAAHHbLIX TEXHWYECKMX YCNOBWUM, yTpaTa KOTOPbIX
HacTynuna B CBA3W C JIMKBUZAUMEN, peopraHuWsaumein, npekpaweHnem [eATelbHOCTU
npexHero Bnagenoua (3aasurtens), Nposarkei 06 bEKTOB M MO MHbIM NPUYMHAM

1.2.4 YBEAOM/IEHMA O 3aK/JOYEHUM COrnalweHuMa o nepepacnpeaeneHum npucoegmuHeHHom
MOLLHOCTH

1.2.5 33AB/IEHMA Ha 3aK/todeHne AoroBopa 06 oKaszaHMM yCayr No nepepaye 3NeKTPUYECKOM IHePrnn

1.2.6 3anpoca O COr1acoBaHUM MecCTa YCTAHOBKM Mpubopa y4yeTa, cxembl NOAKAOYEHMA Npubopa
yyeTa M WHbIX KOMMOHEHTOB M3MEPUTE/IbHbIX KOMMIEKCOB W CUCTEM Yy4veTa, a TaKxke
METPONOrMYECKUX XapaKTEPUCTUK Npmbopa yyeTa

1.2.7 33ABKM O HEOBXOAMMOCTU CHATUA NOKA3aHWUI cylecTBytowero npnbopa yyeTa

1.2.8 3aABKM Ha OCyLLEeCTBAeHME A0MYCKa B 3KCNayaTauuto npubopa yyerta

1.2.9 3aAB/eHMA Ha 060pyA0BaHNE TOUYKM NOCTABKM Npubopamm yyeTta

1.2.10 3aABKM Ha YCTAHOBKY, 3aMeHY 1 (MAK) aKcnyaTaumio npubopos yyeTta

1.3 npuem cooblieHnit o 6e3goroBopHoOM (6e3y4eTHOM) NOTPEBAEHUN SNEKTPUYECKOW SHEPTUM, O
XULLEHUW OOBEKTOB 3/1IEKTPOCETEBOIO XO3AMCTBA

2 Mprvem NoKasaHU NpMBOPOB yyeTa 3NEKTPUYECKON SHEPTUn

3 MNpepocTaBneHne cnpaBovyHOM MHOOPMAUMM O [eATENbHOCTM CETeBOM OpraHusaumu no
BOMPOCAM OKa3aHWA YCNyr CeTeBOl OpraHusaLMum, B TOM 4MC/ae NpPefoCTaB/ieHME TUMOBbIX
dopm fOKyMeHTOB

4 MpepocTaBneHne KOHCyAbTaL MM NO BOMNPOCAaM OKa3aHWA YCayr CETEBON OpraHM3auum.

B cnyyae otcytcTBuAa MHbOpMmaUMM Yy PabOTHUKA, OCYLLECTBAAIOWEr0 OYHbIA MNpuem, ANSA




NpefoCTaBNEHNA KOHCY/bTaLMM PabOTHUK PerucTpupyetr nucbMeHHoe obpalleHue, OTBET Ha
KOTOopoe npeaoctasnneTca B TeyeHne 30 agHen

MpepocTaBneHme MHPOPMALMM O CTaTyce UCMOJIHEHUA 3asSBKM Ha OKasaHue ycayr (npouecca),
[LOroBOpPa OKasaHusA yCayr, pacCMOTPeHMA 0bpaLLeHns, CoAep KaLlero *Kanoby

Bblgaya LOKYMEHTOB NOTPEObUTENSAM, B TOM YACAE JOTOBOPOB Ha OKasaHMe YCAyr, KBUTAHLUN,
cyeToB-GaAKTYp Ha ONMIaTy YyCAyr, AOKYMEHTOB NO pe3y/bTaTaM OKasaHuA YCayr (aKToB), aKTOB
6e3yuyeTHoro (6esporosBopHoOro) NnoTpebseHna 3NEeKTPUYECKOM SHEPTUM

MpeaocTaBneHne MHPOPMaUUM O MNPUUMHAX W CPOKax MNIaHOBbLIX MNepepbiBOB Nepeaayn
3NEKTPUYECKOWN IHEpPrumn, NpUUnHax HecobntogeHus TpeboBaHNI K NapameTpam ee KayecTsa, O
JaTe W BPeMeHW BOCCTAaHOBAEHMA Mepefayn 3NeKTPUYECKOW 3Heprun, a TaKke 06
obecneyeHnn COOTBETCTBUA KayecTBa 3NEeKTpUYEecKoit sHeprum TpeboBaHMAM
3aKoHOaTeNbCTBa.

Mpu oTCcyTCTBMM UHPOPMaLMKN Y PabOTHWKA Ha MOMEHT nocelleHua paboTHUK npeaocTaBaseTt
oTBeT noTpebutento He nosaHee 4 YacoB C MOMEHTa perncTpauuu obpalleHns ¢ 3anpPoCoM.
Ecnn obpalleHre cogepKuT Kanoby u n3noxKeHHble GakTbl TPebyloT aHanM3a maTepuanos, To
paboTHWMK npeasiaraeT noTpebuTento HanpaBuTb B CETEBYID OPraHU3aLMio MUCbMEHHOe
obpauweHne B Gopme 3/IEKTPOHHOrO AOKyMeHTa unu odpopmuTb 0bpalleHMe Ha TUMNOBOM
61aHKe Npu noceweHnn, OTBET NpeaocTaBaseTcs B TedeHue 30 aHen

Mprem nnaTexken 3a okasaHWe ycnyr (B LeHTpax obcny»KuBaHua notpebuteneit)

Bblgaya nHAMBMAYANBLHOIO IOTMHA U Napo/iA ANA A40CTyna B JINYHBIN KabUHeT I'IOTpE6VIT€J'IFI
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NpoBegeHne uenesBblX OMPOCOB, aHKETUPOBAHMA I'IOTpE6MT€I'I€l7I anAa  OuUeHKM KadecTtBa
OKa3blBaeMbIX YCNyr n OﬁCI’Iy)KMBaHMH




Mpunoxkenne N 4

K EAMHBbIM CTaHaapTam KayecTBa
06cNyKMBaHUA CETEBbIMW OPraHn3aLmamm
noTpebuTenei ycayr ceTeBbiX OpraH13aumim

OCHOBHbIE AENCTBUA
CETEBOW OPTAHWM3ALIMM MNP OCYLLECTBNEHWM 3AOYHOIO OBC/TYKUBAHUA
MOTPEBUTE/EN C UCNO/Ib3OBAHWEM TENEPOHHOW CBA3U

OCHOBHble AeNCTBUA CEeTeBOM OpraHn3aL MM NPy OCYLLECTBIEHUN 3a04HOTO 06C/TYKUBAHUSA
notpebuTenei nocpeacTsom TenepoHHoOM cBA3n

Mpuem, pernctpaums, obpaboTka BXxoAAWMX BbI3OBOB NOTpebUTEnen C 3anpocom CrpaBOYHOM
nHpopmauum, No BoNpocam NpeaocTaB/eHUa oTBeTa noTpebuTtento M 3anucu notpebuteneir Ha
npuem B oduc ob6cnyKMBaHMA MO BONPOCaAM:

11

ocyuwiecrszieHnA TexHonorn4eckoro npncoegnHeHuMA

1.2

OKasaHuA ycayr no nepegade 3/1eKTpMYeckom aHeprum

1.3

OpraHn3aunun y4eTta aﬂeKTpM‘-IeCKOﬁ Heprmn

14

obcnyXKumBaHMA noTpebutenen

1.5

NoJIly4eHUA KOHTAKTHOM MHPOPMaLMN CETEBOM OpraHM3aLMn U opraHmM3aumii, paboTatowmx B chepe
3HEpPreTUKU Ha TePPUTOPUMN AEATENIbHOCTM CETEBOI OpraHunsaLmm

Mpuem, permctpaumsa, o6paboTKka BXOAALMX BbI30BOB NOTPEOUTENEN MO BONPOCAM KOHCYbTaLM U
npeaocTaBaeHna oTeeTa notpeburento

Mpuem noKasaHWin NPUOOPOB YyyeTa ISNEKTPUYECKOM 3SHEPrun B CAyYasX, NPesyCMOTPEHHbIX
OCHOBHbIMW MOJIOKEHUAMU GYHKLMOHUPOBAHUA PO3HMYUHbLIX PbIHKOB 3/EKTPUYECKON 3HEprum,
YTBEPXKAEHHbIMKN NocTaHoBAeHMeM lMNpaButenbctsa Poccuiickoit Pegepaumm ot 4 maa 2012 r. N 442

Mpuem, pernctpaumnsa, obpaboTKa BxoZAWMX BbI3OBOB MoTpebutenen ¢ coobueHnem o
6e340roBOpHOM U Oe3y4eTHOM NOTPeBNEHUM 3SNEeKTPUYECKOM 3SHEPrUU, a TaKKe O XULLEHUU
06BEKTOB 3/1EKTPOCETEBOrO X035MCTBA CETEBOM OpraHM3aLmum

4.1

Mpuem, perucTpauus, o6paboTka BXOAALMX BbI3OBOB noTpebuteneir ¢ coobuieHnem o
HECOOTBETCTBMM KauyecTBa 3/IEKTPUYECKOM ISHEPrMM TEXHUYECKUMM pernameHTam UM UHbIM
obasaTenbHbiM TpeboBaHUAM. [lepesaya yKasaHHbIX COOOLLEHWII OMepaTUMBHOMY MepCcoHany
ceTeBow opraHMsaumnm (Npm HeobxoaANMMOCTH)

4.2

Mpuem, peructpauus, o6paboTka BXOAALWMX BbI3OBOB noTpebuteneir ¢ coobuieHMem o
NpeKkpaleHnn nepegayn  3/NEeKTPUYECKOM dHepruu. [lepedada  yKasaHHbIX  COOBLLEHWIA
onepaTUBHOMY NepCoHaNy CETeBOM opraHusaunm (npn HeobxogMMocCTK)

Mpuem, pernctpauna, obpaboTka BXOAALWMX BbI3OBOB NoTpebuTtenein ¢ 3anpocom MHGopmaumnmn o
NAaHUPYEMbIX CPOKax BOCCTAaHOB/AEHMA MNepedayn 3SNEKTPUYECKOM 3Heprun, no BOMpocam
obecneyeHns COOTBETCTBUA KauecTBa 3/1IEKTPUUYECKON IHEPTUN TEXHUYECKUM pPernameHTam U UHbIM
obA3aTenbHbIM TpeboBaHUAM

OcyuiecTeiieHMe UCXOAALLMX BbI30BOB A8 YBeAOMAEHUA noTpebuteneit 06 aBapuiiHbIX CUTYaLMAX
B 3/IGKTPUYECKUX CETAX, PEMOHTHbIX W npodunaktuiecknx paboTax B MNOPALAKE U CPOKM,
YCTaHOB/IEHHbIE AOrOBOPOM Ha YCAYrU MO nepeaaye 31eKTPUYECKoM SHeprum

OCVLLI,eCTB}'IeHVIe ncxoaAwmMxX BbI3OBOB A1 yBeAOMIEHUA I'IOTpE6MTEJ'IEV1 npn ocyuwecrsneHnmn
TEXHO/NIOrN4YeCKoro npuncoeanHeHnAa, okasaHMA ycnyr no nepepade 3/'IeKTpW-IECK0171 IHEpPrmn n npu
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OoCywecTtBIEHNN KOMMEPYECKOro yyeTa 3ﬂeKTpMHeCKOﬁ HEpPrnn

OCVIJJ,ECTBJ'IGHVIE nexoaAawmMx Bbi30BOB 414 OTBETA I'IOTpE6MTel'I‘iIM Ha 06paLLI,EHWr'I, Ha KOTOpblEe HE
6b1710 BO3MOMKHOCTU npegocTtaBuUTb OTBET HENOCPeACTBEHHO NPU NOCTYN/1€HUN 06paLLI,eHVIFI

Mpuem, pernctpauma, obpaboTka BXOOALLMX BbI3OBOB MOTpebuTenei, coaep:kawmx Kanoby, u
npegocTaBAeHMe OTBETA NOTpebuTento

10

MHd)OpMaLI,MOHHOE Bsawv\o,a,eﬁcmme C onepatnBHbIM MNEPCOHA/IOM ceTeBoW opraHunsauunmn npu
nocrynneHmn o6pau.|,eHMﬁ no BOMPOCaM HEeCOOTBETCTBMA Ka4deCTBa aﬂeKTpVI‘-IECKOVI HEpPrnm
TEXHUYECKUM pernameHTam U UHbIM 0b6sA3aTeNbHbIM Tpe6OBaHMﬂM, nepepbiBOoB, NpekpauieHunAa
nepegaydun 31'IEKTpM‘-IECKOI7I HEprnn MH(I)OpMaLI,MVI aBapMﬁHle M NNaHOBbLIX OTKAKYEHUAX
I/1IEKTPO3HEPTIUN

11

HDOBEAEHMQ LenesbiXx OnpocoB, aHKETUPOBaAHUA I'IOTpE6MTEJ'IEﬁ AanAa  OUEHKUM KadecCTBa
OKa3blBaembIX yCnyr v O6CJ'Iy)'KVIBaHVIF|




OCHOBHbIE AENCTBUA

MpunoxkeHne N 5

K EAMHbIM CTaHOgapTam KayecTBa
06cnyKMBaHUA CETEBbIMN OPraHn3aLmaMmm
noTpebuTenei ycayr ceTeBbix opraHnsaumm

CETEBOW OPTAHWM3ALIMM MNP OCYLLECTBNEHWM 3AOYHOIO OBC/TYKUBAHUA
NOTPEBUTENEN C UCMOIb3OBAHUEM CETU UHTEPHET

N OCHOBHble AeNCTBUA CETEBOM OPraHn3aLmMmn npu NHTEepaKTUBHbIN CpoK UCnonHeHuA
OCYLLECTB/IEHUMN 3304HOrO 06CYKMBAHUA cepBuc
notpebuTenein B cetn NHTepHeT
1 Mpuem obpaleHnin notTpebutenei ¢ 3anpocom B TeueHme 15 gHelt
CNpaBoYHOM MHOPMALMM YePE3 UHTEPAKTUBHbIE CO AHA
3NEKTPOHHble popMbl, NPesoCcTaBNEHNE OTBETA oTnpasneHun
notpebuTento n 3anucb NoTpebutenen Ha npuem B obpaweHun
oduc 0bcnyRmMBaHMA NO BONPOCAM:
1.1 OCYLLECTB/IEHMA TEXHOJIOTMYECKOT0 NpUCcoegnuHeEHnA
UHTepHeT-npuemHas,
1.2 OKa3zaHuA yCcayr no nepesaye 31eKTPUYECKOn NINYHbINA KabUHeT
3Heprum notpeburtens
1.3 OpraHu3aLLmMn yyeTa 3N1eKTPUYECKOM SHEePTum
1.4 obcnyXKumBaHMA noTpebutenen
1.5 KOHTAKTHOM MHpOPMaLMM CETEBOM OpraHn3auum m
opraHusaumi, paboTtatowmx B chepe sHePreTUKn
2 Mpuem obpalyeHnin noTpedbuTeneli No Bonpocam NHTepHeT-npuemHas, | B TeueHne 15 gHei
KOHCYNbTaLMUN Yepe3 UHTEPAKTUBHbBIE 3/IEKTPOHHbIE | IMYHbIN KabUHeT CO AHA
dbopmbl U NpegocTaBneHme oTBeTa NoTpebuTento notpebutens oTnpasneHun
obpalueHuns
3 Mpuem *anob notpebutenei yepes NHTepHeT-npuemHas, | B TeueHne 30 gHel
WMHTEPAKTUBHbIE 3/IEKTPOHHbIE GOPMbI U JINYHBIY KabuHeT CO AHA
npesocTaBAeHWE OTBETA NOTPebUTENtO notpebutens oTnpasneHun
obpalueHuns
4 Mpuem 3asaBKK/3aABIEHNA Ha OKa3aHMe yCayr Yyepes B TeueHue 1 gHsa co
WMHTEPAKTUBHbIE 3/IEKTPOHHbIE GOPMbI, B TOM YKUC/IE: OHA OTNpaBieHuns
obpalleHua B
4.1 3aABKW Ha TEXHOJIOTMYECKOe NpucoeanHeHme K cnyuae
3NEKTPUYECKUM CETAM KOMMAEKTHOCTY
4.2 3aABKM O HEOBXOAMMOCTM CHATUA NMOKa3aHMii JIN4HbIN Kaburet | AOKYMEHTOB U
cyLLecTByoLLEero npubopa yyeTa noTtpebutens NOJIHOTbI CBEAEHUN
B
4.3 33ABKM Ha OCyLLecTBAeHME AOMNYCKa B 3aABKe/3anABAEHUN
aKcnayaTauuto npubopa yyeTa
4.4 3anBAeHMA Ha 060pyL0BaHME TOYKM MOCTaBKU

npmnbopamu ydyeTa




4.5 33ABKM HA YCTAHOBKY, 3aMeHY U (1aun)
aKcnyaTaumio npnbopos yveTa

5 Mpuem Yepes MHTEPAKTUBHbIE 3/1eKTPOHHbIE Gopmbl | MIHTepHeT-npuemHas, | B TeyeHne 1 gHa co
coobuieHnit o 6e3goroBopHom (besyueTHoOMm) NNYHBIN KabuHeT OHA OTNpaB/eHun
noTpebNeHNN SNEKTPUUECKON SHEPTUN, XMLLLEHMM notpeburtens obpaweHua
06BEKTOB 3N1EKTPOCETEBONO X0O3AMCTBA

6 Mpuem nokasaHun NpnbopoB yyeTa 3NEKTPUUYECKON | JINUYHbIN KabuHeT B TeueHune 1 gHA co
aHeprum notpebutens OHA OTNpaBfieHuA

obpalueHuns

7 MpepoctasneHne MHGOPMaLUK O CTaTyce JInyHbI KabuHeT B TeueHune 1 gHa co
MCNOIHEHWA 33aABKM HA OKasaHue ycayr (npouecca), | notpebutens OHA OTNpaBieHuA
[0roBopa oKasaHuA ycayr obpaweHua

8 MpepoctasneHne MHGOPMaLUK O CTaTyce NHTepHeT-npuemHasn, | B TeueHne 1 gHA co
paccMoTpeHUs obpalLeHns, COAEPKALLErO Kanoby | AMYHbIN KabuHeT OHA OTNpaBfieHuA

notpeburens obpalueHuns

9 MpefocTaBneHne 3NEKTPOHHbIX KOMUIA OKYMEHTOB | JIMUHbIN KabUHeT B TeueHue 15 gHen
notTpebutenam no pesynbTaTam OKasaHuA ycayr notpeburtens CO AHA
(akTOB), aKTOB BE3yyeTHOro (6€340roBOPHOrO) OTNpaBAeHUs
noTpebneHnn 3NEeKTPUYECKOM SHEPTUM obpaweHun

10 Bblgaya nHAMBMAYANbLHOIO IOTMHA U Napona gnAa NHTepHeT-npuemHan | B TeyeHue 1 aHA co
A0CTyna B IMYHbIN KabuHeT noTpebuTens OHA 3aN0NHeHnA

perncTpaunoHHom
dopmbl

11 YpaneHHbI gocTyn K NoKasaHuam npnbopa yyeta JInyHbI KabuHeT Mpu 3anpoce
Mo TOYKaM y4eTa 31eKTPOo3Heprumn notpebutens, notpebutens
CTAaTUCTUKe NOTPebaeHMA (MPU HAIMYUK CUCTEMDI
yyeTa C yaaneHHbIMm cbopom AaHHbIX)

12 MpeaocTaBneHune cyeTa Ha onaaty ycayr (no JInyHbI KabuHeT B TeueHue 15 gHel
TEXHO/IOMMYECKOMY NPUCOEANHEHUIO ANA UL, C notpebutens €O AHA
3HEpPronpPMHUMALOLLUMKN YCTPOMCTBAMM OoTnpaBAeHUs
MaKCMMasibHOM MOLLHOCTbIO A0 670 KBT obpaueHun
BK/IIOYMTEJIBHO C Y4ETOM paHee NPUCcoeanNHEHHbIX B
OAHHOWN TOYKe NpucoeamHeHnA
3HEePronpUHUMAIOLWMX YCTPOWMCTB)

13 MpoBeaeHme LeneBbIX ONPOCOB, aHKETUPOBAHUA NHTepHeT-npuemHasn, | Ha nocToAHHOM
notpebutenein 4nA OLEHKN KayecTBa OKasblBaeMbIX | IMYHbIN KabuHeT ocHoBe
YCNyr n 06cnyKmMBaHuA notpeburtens

14.1 MpepocTaBneHme MHGoOpMaLLMM O NPUUNHAX U JInyHbI KabuHeT B TeueHue 1 aHsA
CPOKax NIaHOBbIX (BHEN/1AHOBbIX) OFPAHNYEHNAX notpeburtens
pexxuma noTpebaeHna SNEKTPUYECKON SHepPrum
(MmowHoOCTM) NnoTpebutenei, a TakKe o AaTe U
BPEMEHW BOCCTAHOB/IEHWA 3/IEKTPOCHABKEHUA

14.2 MpepocTaBneHMe MHGOPMALIUKM O NPUUYMHAX B TeueHue 15 gHel

HecobntogeHuA TpeboBaHUIM K NapameTpam
KayecTBa 3/IeKTPUYECKOM SHEPTUM, O MEPOMNPUATUAX
n paboTax, HeobxoaMmbIx aAna obecneveHus

CO AHSA
OoTnpaBneHus
obpalueHus. Ecau




COOTBETCTBMA Ka4veCTBa 3J'IeKTpM‘-IeCKOl7I HEprmn
TpE6OBaHVIﬂM 3aKOHO4aTe/1IbCTBa

N3/10’KEHHbIE
daKTbl TpebytoT
aHanm3a
MmaTepuanos, TO
CpOK
npeaocTaBaeHns
oTBETa MOXKET
6bITb NpOAAEH A0
30 aHel




MpunnoxkeHne N 6

K EAMHBbIM CTaHaapTam KayecTBa
obcnyKMBaHMA ceTeBbIMM OpPraHU3aLLMAMM
noTpebuTenei ycayr ceTeBbix opraHnsaumm

CTPYKTYPA

PA3ZE/IA "NMOTPEBUTENAM" OPULMATIBHOTO CAWTA

CETEBOW OPTAHM3ALINU

HanvmeHoBaHue CopepkaHue Onucanue
noapasgena
Tepputopua Ob6uwas nHdopmauua MepeyeHb 30H AeATE/IbHOCTU CETEBOWM OpraHM3aumu C
obcnyuBaHus Aetanvsaumen No HaceneHHbIM MyHKTamM W panoHam

CeTeBoit opraHM3aumm

ropoaos, onpeaenaembiXx B COOTBETCTBUU C rPaHUUaMU
6anaHcoBom NPUHaAONEXHOCTU 3/1EKTPOCETEBOIO
X038MCTBa, HaxogAuleroca B COBCTBEHHOCTHU d)vmmana
Wi npuHagnexauwero emy Ha MWHOM 33aKOHHOM
OCHOBaHWMK

TexHu4yeckoe cocTosiHue
ceten

CBefeHMA O TEXHUYECKOM COCTOSIHUM CeTel, B TOMm
yucne:

1) cBogHble AaHHble 06 aBAPWMHBLIX OTKAOYEHUAX B
MecAl,  NO  rpaHuMuam  TepPpPUTOPUANbHBLIX  30H
AeATENbHOCTU OpraHM3aumMn, BbI3BAHHbIX ABAPUAMM
WAW  BHEMNAHOBbIMM  OTK/IOYEHUAMU  OOBEKTOB
3NEKTPOCETEBOrO  XO3AMCTBA, C YKasaHWem  AaThbl
aBAPUIMAHOIO OTK/OYEHMA OOBEKTOB 3/1EKTPOCETEBOIO
XO03AACTBA M BK/OYEHUA UX B PaboOTy, NPUYMH aBapuit
(no  wutoram paccnefoBaHUs B YCTAHOB/JIEHHOM
nopagKe) u MeponpuUATUI MO UX YCTPAHEHUIO;

2) 06bem HeOMNOCTaBNEHHOW B pe3ybTaTe aBapUMHbIX
OTK/IIOYEHUI SNEKTPUYECKOW SHEPTUU;

3) BBOA B PEMOHT W BbIBO4 W3
3/IEKTPOCETEBbIX OOBEKTOB C  YyKasaHuWem
(cBOAHaA MHPOPMaLMs)

pPeMOoHTa
CPOKOB

MNepepaya
3NIeKTPUYECKom
3Heprum

O6wasa nHbopmaums o
nepegave
3NEeKTPUYECKON IHeprumn

NHPopmauusa o nepefsave 31EKTPUYECKON 3IHEPruw,
CXema B3aMMOLEWNCTBMA YYaCTHMKOB MO Mepejave
3/1EKTPO3HEPTUN

HopmaTuBHble
OOKYMEHTbI

MepeyeHb aKTyaNbHbIX HOPMATUBHbIX JOKYMEHTOB

Macnopta ycayr
(npoueccos)

MepeyeHb NacnopToB BCex ycayr (npoueccos),
OKasblBaeMblx (ocywecTBnsembix) ceTeBoW
opraHusaumeit  notpebutenam  nNpu  nepegaue

3/1eKTPUYECKOI 3HEeprnm

Tunosble Gpopmbl
OOKYMEHTOB

<:DOprI TUNOBbLIX AOroBOpPOB Ha OKasaHWe ycnyr no
nepepgaye SHEKTpMLIeCKOﬁ Heprmun

Tapudsbl Ha ycayru no
nepegave
3N1EKTPUYECKOI 3HEeprnm

Tapudbl Ha ycayru no nepepade 3NEKTPUYECKOM
3HEpPrMM Ha TeKylMiA nepuoa PeryampoBaHua C
YKa3aHWeM MCTOYHUKA opuuManbHOro onybanKoBaHua




peleHns opraHa UCNOJIHUTENbHOM BiacT B obnactu
rocyapcTBEHHOro peryanposaHua Tapudos cybbeKkTa
Poccuiickoin Pepgepaunn

BanaHc aneKkTpuyeckom
3HEpPrMn 1 MOLLLHOCTU

1. OTNycK 3NEeKTPUYECKOoM 3Heprum B CeTb W OTMyCK
3/1eKTPUYECKOM SHEPIMUM U3 CETU CETEBOM KOMMaHUM NO
YPOBHAM HanpAXeHUH, NCNOoNb3yeMbiM ans
LeHoobpasoBaHMA, MNOTPedOUTENsM  INEKTPUYECKon
3HEpPrun 1 TeppPUTOPMaNbHbIM CETEBLIM OpPraHM3aLUAM,
NPUCOeANHEHHbIM K CETAM CETEBOMN OpraHmn3aumm.

2. O6bem nepeaaHHOM 3/1EKTPOIHEPTMN NO AOTOBOPAM
06 OKasaHMKW Yycayr no nepefaye 3/1I€KTPUUYECKOM
3HeprumM noTpebutenam ceTeBol OpraHMsaumMm B
paspes3e ypoOBHEN HanpaXeHWN, MCMosb3yembix A1A
LeHoobpasoBaHuA.

3. NoTepun 3/1eKTPMUUYECKON 3HEPIMU B CETAX CEeTeBoM
opraHusaumm B abCONMOTHOM W OTHOCUTENbHOM
BblPa*KEHMU MO YPOBHAM HaMNPsKEHUsA, NCNONb3yeMbIM
Ans uenemn ueHoobpasoBaHUA

3aTpaTbl Ha onaaTty
noTtepb

1. 3aTpaTbl CETEBON OpPraHM3aLMK Ha MOKYMKY NoTepb B
COBCTBEHHbIX CETAX.

2. YpoBeHb HOPMATUBHbLIX MOTEPb 3NEKTPUYECKOM
3HEPrMM Ha TEKYLMIN nepuog C YyKasaHMem MUCTOYHMKA
onyb6/MKoBaHMA peleHMa 06 yYCTaHOBAEHUU YPOBHSA
HOPMaTUBHbIX NOTEPb.

3. MNMepeyeHb MEPONPUATUA MO CHUNKEHWUIO Pa3MepOoB
noTepb B CETAX, @ TaK¥e O CPOKax MX MCMNONHEHUs U
NCTOYHUKAX GUHAHCMPOBAHUS.

4. 3aKynka CeTeBOW OpraHM3auMen 3SNeKTPUYECKOn
3HEprMM AONs8 KOMMNEHcauMm noTepb B CeTAX U ee
CTOMMOCTH.

5. Pasmep daKTUyecknx noTepb, ONAAYNBAEMbIX
MOKyMnaTesaAMM NpU  OCYLLECTBAEHMM pPaACYETOB 3a
3N1eKTPUYECKYIO SHEPTUIO NO YPOBHAM HaNPAKEHUs

TexHonornyeckoe
npucoeanHeHue

O6wan nHdopmaumsa o
TEXHO/IOTMYECKOM
npucoegMHeHUu

MHPopmauma o  npoueaype  TEXHONOTMYECKOro
npucoeamHeHna. Cxema B3aMMOAEMNCTBMA YYaCTHUKOB
npouecca

HopmaTuBHble
OOKYMEHTbI

MNepeyeHb aKTyasibHbIX HOPMATUBHbIX AOKYMEHTOB MO
TeXHO/NOrnM4eCKoMy npmncoeanHeHuO

MNMacnopta ycayr
(npoueccoB) npoueccos

MepeyeHb  ycayr  (npoueccos), OKa3bIBaEMbIX
(ocywecTtBnsemblx) ceTeBoOM opraHusaumen
noTpebutensm npu TEXHOAOrMYECKOM NPUCOeaNHEHUN

MopAZoK BbINONHEHMA
MeponpUAaTUNA,
CBA3AHHbIX C
npucoeamMHeHneM K
cetam

MopAaoK BbINOJIHEHUA TEXHOAOMMYECKUX, TEXHUYECKMX

n Apyrmx MepPONpPUATUIA, CBA3AHHbIX c
TEXHO/IOTMYECKMM NPUCOEANHEHNEM K 3NEKTPUUECKUM
ceTam, BK/1tOYasA nepeyeHb MeponpuaATHiA,

H606XO,CI,MMbIX Ana ocywecrtB/ieHnA TeXHOI0rM4ecKkoro
npucoeanHeHNA K SNEKTPUYECKUM CETAM, U NOPAAOK
BbIMO/IHEHNA 3TUX MepoanHTVIVI C YKa3aHuem CCbI/IoK
Ha HOpPpMaTUBHbIE NPaBOBbI€ aKTbl




Tunosble dopmbl

Tunosble d)OprI AOKYMEHTOB Ha TexHOo/0rm4eckoe

OOKYMEHTOB npucoeamMHeHMe No Kaxaom rpynne 3ansurenei

Tapudsbl Ha Tapudbl Ha TexHONOrMYEecKoe npuUcoeguHeHre Ha
TeXHo/IorMyeckoe TEKYWMUn nepuos, peryinpoBaHna C  yKasaHuem
npucoeanHeHue MCTOYHMKA OdUUMANbHOTO ONy6AMKOBaHUA pelleHus

opraHa  WMCNOJIHUTE/IbHOM  BAactTM B obsactm
rocyfapCcTBEHHOrO peryaMpoBaHusa Tapudos cybbeKkTa
Poccuiickoin Pepepaumn

CBeaeHus 0 Hanmumnm
MoLuLHOCTH, cBO6OAHOM
AN TEXHONOTMYECKOTO
npucoeamMHeHun

CBefeHnss O Haanumum obbema cBobogHoM AnA
TEXHO/IOTMYECKoro  npucoeauHeHua  noTpebuTenei
MOLLHOCTM Ha 0O6BbEKTAX 3/IEKTPOCETEBOrO XO3AMNCTBA C
yKasaHMeM TeKyliero obbema MOLWHOCTM Ha TaKux
06DbeKTax (0TAENbHO N0 KaxaoMy 06beKTY)

CBeaeHus 0 NoAaHHbIX
3aABKax Ha
TEeXHO/IoTu4Yeckoe
npucoeguHeHue,
3aK/IOYEHHbIX
O0roBopax u
BbINOJIHEHHbIX
npucoeanHeHnax

1. CBegeHuMAa O KoJiMYecTBE 3asABOK U obbeme
MOLLIHOCTM, HEOHXOAMMOM 418 UX YO0BNETBOPEHMUS.

2. CBegeHna 0 KoNmM4yecTBe aHHYAMPOBAHHbIX 3aABOK Ha
TEXHO/I0TMYeCcKoe NpucoeamHeHme.

3. CsBefieHMA O BbINOJIHEHHbIX MNPUCOEAUHEHUAX W
obbeme npucoegmMHEHHOM MOLLHOCTH.

4, CsBegeHuA O 3aK/OYEHHbIX goroBopax o6
OCYLLECTB/IEHUN TEXHOJIOTUYECKOTO MPUCOeUHEHUA K
3NEeKTPUYECKMM  CeTaM C  YyKasaHMem obbema
npucoegmMHAEMOM MOLWLHOCTU, CPOKOB W NAaTtbl MO
KaX40My 0,0roBopYy.

Kommepyeckuit yuet

Ob6was nHdopmauus

Obwas wuHPopmauma O nopsagKe OCYLLEeCTBAEHMA

3N1eKTPUYECKOIA KOMMEPYECKOTO y4yeTa
SHeprum
HopmaTtusHble MepeyeHb aKTya/ibHbIX HOPMATUBHbIX AOKYMEHTOB MO
[OKYMEHTD! OCYLLLECTB/IEHUIO YUYETa 3/IEKTPUUECKOM SHEPTUM
MacnopTa npoueccos MepeyeHb Bcex ycayr (NpoueccoB), OKasblBaeMbIX
(ocywectBnAaemblx)  ceTeBoW  opraHusauueid  no
KOMMEpPYECKOMY y4eTy
Tunosble popMmbl Tunosble $OpPMbl JOKYMEHTOB
OOKYMEHTOB
TpeboBaHuWsA K TpeboBaHMA K MecTam YCTaHOBKM MpubopoB yuyerTa,
opraHu3aumm ydyeta cxeme noAKNtoYeHUA " METPO/I0rMYECKUM
XapaKTepuCcTMKam npubopoB yyeTa 6e3 yKasaHMA Ha
TOBapHble 3HaKW, 3HAKU O6CAYKMBaAHWA, PUPMEHHbIE
HaMMeHOBaHWA,  NaTeHTbl, MNOJIe3Hble  MOAENM,
NpOMblIlWAeHHble 06pasubl, HAaMMEHOBaHMA  MecCT
NpoMCXoXaeHUA NpMbopoB yyeTa UAN HaMMEHOBAHMA
npoussoautTenen Nnpnbopos yyeTa
O6cnyKuBaHue Odwucol 0bcnykmBaHua | 1. MouToBble agpeca u rpaduk paboTbl
nortpebuTenei notpebuTenei oducos obcnyknBaHUA noTpebuTene.

2. TenedoHHble HOMEpPa 3a04YHOr0 0BCAYKMBAHUA MO
BOMpocam TEXHO/I0rMYECKOro npucoeamHeHus,
nepesayn 3/eKTPUYECKOM SHEPTUM U OCYLLECTBNEHMUSA
KOMMEPYECKOro yyeTa.




3. DNeKTPOHHbIA afApec CeTEBOW OpraHuWsauuun anA
HanpaBaeHuA obpauieHui notpebutenen no
3NEeKTPOHHON dopme.

4.  ®damuanun,  MHUUMANbl  JOMKHOCTHBIX  JIUL,
OTBETCTBEHHbIX 3a 00CAyXMBaHMe noTpebuTenei
ceTeBOM OpraHM3aLunu.

5. ®opma 3anucM Ha O4yHbIM npuem B oduc
obcnyKumBaHUA

3a04Hoe 0bcnyKMBaHMe
nocpeacTsom
TenedpoHHOM CBA3K
(EQUHBIA LEeHTp
06paboTKM BbI3OBOB)

TenedoHHble HOMepa 3a04YHOro O6CAYMMBAHUA MO

BOMpOCam 3NEKTPOCHabKeHUA, OCyLLeCTBAEHUSA
TEXHONOTMYECKOro npucoeauHeHus, nepenaun
3N1eKTPUYECKOM aHepruu n OCYLLECTBNEHUSA

KOMMep4eCKoro yJyeTa.

MepeyeHb BONPOCOB, MO KOTOPbIM NOTPEBUTEND MOKET
MONYYUTb CNPABOYHYI0 MHOOPMALIMIO M KOHCYNbTaLMUIO
npM obpalweHMM MO  yKasaHHbIM  TenedOoHHbIM
HOMepam

NHTepaKTUBHaA
obpaTHas cBA3b
(MHTEpHET-NpMeMHasn)

B pybpuke pasmeLlLatoTcs WUHTEePaKTUBHbIE
3/IEKTPOHHbIE PpopMbl C 06A3aTE/IbHOM A7 3aN0AHEHUA
KOHTaKTHOM MHpoOpMauMen U NpPeanovTuTe/IbHbIM
cnocobom nonyyeHuss oteeTta. [lpu HanpaBaeHUU
obecneuynBaeTca BO3MOMKHOCTb NPUKpenasaTb ¢aiinbl ¢
maTtepuanamm no obpaleHuto.

DNeKTPOHHble GopMbl MpeaycMaTpUBaloT cieaytolme
KaTeropuu obpaLleHnii:

1) 3anpoc cnpaBoYHon MHPOPMALMKU/KOHCYAbTaLNNK;

2) obpaleHune, coaeprallee xanoby;

3) coobueHne o 6e3goroBopHom (6e3yyeTHOM)
noTpebaeHNU 3NEKTPUUYECKON SHEPTUN;

4) onpoc notpebuTenei (aHKkeTa notTpebutens).

B pybpuKe obecneunmBaeTcs BO3MOMKHOCTb MOJyYeHUA
notpebutenem cBeLeHMM O CTaTyce PacCMOTPEHMA
0bpaleHnsa, HanpaB/fEHHOTO B CETEBYD OPraHM3auuio
B 3/1IEKTPOHHOM dopme

HopmaTuBHble
DOKYMEHTbI

1. MepeyeHb HOPMATMBHbLIX MPABOBbIX  aAKTOB,
peryanpyroLmx npoueaypy okasaHua (ocyLecTsaeHms)
cetesom opraHusauuen ycnyr (npoueccos)
notpebuTensam.

2. WHbopmauus o nopagke Mogaydn M CpoKax
paccmoTpeHua obpalleHuii noTpebuteneir, Npu sTom
CPOKM  paccMOTpeHus obpalleHus He  OO/KHbI
NPeBbIaTb CPOKW, onpeaeneHHble AeNCTBYOWUMU
HOPMATUBHbLIMW NPABOBbIMW aKTaMW.

3. MopagoK paboTbl B AMYHOM KabuHeTe noTpebutens

JIN4HbIN KabuHeT
notpebutens

JInyHbI KabuHeT NnoTpebuTens

npegocTaBaseT afpecHyto nHdopmaumio
notpebutensm, B TOM uucie MHOOPMALMIO O Xoae
NPOXOXKAEeHUA 3TanoB  PACCMOTPEHMSA 3asBKU
noTpebutens u UCNosHeHWa forosopa (mocTynieHue
3aBKM, BblAaya TEXHWMYECKUX YCNOBMI, 3aKNtoueHue




[OroBopa, WCMoJiHeHWe  AO0roBopa, dakTMyeckoe
npucoeamHeHme)

Bon POCbl 1 OTBETDbI

B pybpuKe pasmelLaloTca 4acTo 3a4aBaemble BOMPOChI,
BO3HMKalowue y noTpebutenen, u oTBETbI Ha HUX




