3apeructpmnpoBaHo B MuHiocte Poccum 18 ntoHa 2014 r. Ne 32761

MMWUHWUCTEPCTBO SHEPTETUKMU POCCUMCKOMN GEAEPALIUMA

NPUKA3
ot 15 anpens 2014 r. Ne 186

O EAUHbIX CTAHOAPTAX
KAYECTBA OBC/YXXMBAHWUA CETEBbIMW OPTAHU3ALIMAMM NOTPEBUTENEN
YCNYT CETEBbIX OPTAHU3AL U

B cooTtBeTcTBUM € NyHKTOM 3 MpaBu/ HEAUCKPUMMHALMOHHOIO AOCTyMa K yC/iyram no nepegade
3/IEKTPUYECKOM 3HEpPrMm M OKasaHMA 3TUX YCAYr, YTBEPXKAEHHbIX MocTaHoBAeHWem [lpaBuUTeNbCTBa
Poccuitckoit depepaumm ot 27 aekabpa 2004 r. Ne 861 (CobpaHue 3akoHogaTenbcTBa Poccuintckoit
depepaunn, 2004, Ne 52, ct. 5525; 2013, Ne 31, cT. 4226), npuKasbiBalo:

1. YtBepautb npunaraemble EAuHble cTaHOapTbl KayecTBa 06CNYXUBaHMA  CETEBbIMU
opraHM3auusaMK NOTpebuTenen ycnyr ceTeBbix OpraHM3aLnii.

2. HactoAwmin npuKas BCTynaeT B CU/Y B YCTAHOB/AIEHHOM MopsAAKe, 3a UCK/odeHem rnas Il v 1l
EOMHBIX CTaH4APTOB KavyecTBa 06CAYKMBAHUA CETEBbIMM OpraHU3aLmMaMmn noTpebutenei ycayr ceteBblix
OpraHusaLnin, BCTyNaloWMX B CUAY MO WUCTEYEHUU LIECTU MEeCALEB CO AHA BCTYMAEHUA B Cuay
HACTOALLEro NpMKasa.

MuHucTp
A. HoBak

YTBepKaeHbl
npukasom MuHaHepro Poccum
ot 15 anpena 2014 r. Ne 186

EAUHBIE CTAHOAPTDI
KAYECTBA OBC/NYXXUBAHWUA CETEBbIMWU OPFTAHU3ALMAMMW NOTPEBUTE/IEN
YCNYT CETEBbIX OPTAHU3ALUIA

I. Obuwme nonoxKeHus

1. HacrtoAawme EauHble cTaHAapTbl KayecTBa OOCAY)KMBaAHUA CETEBbIMM OpraHM3aLMAMMU
notpebutenein ycnyr ceTeBbiX OpraHM3aunin ycTaHaBnMBatoT TpeboBaHMA K 0BCAYXKMBAHWUIO CETEBLIMM
OpraHu3auMAMM nL, ABAAIOWMXCA NOTPEBUTeNsMM YyCAyr ceTeBblX OpraHWsauuii no nepepade
SNEKTPUYECKON 3HEPrMM (3a UCKAKOYEHUEM CeTEeBbIX OpraHM3auMii, SHepProcbbITOBbIX OpraHu3aLmii 1
rapaHTUPYIOLWMX MOCTaBLWMKOB), B TOM 4ucine OBCAYKMBaeMbIX 3HeprocbbiTOBOW OpraHu3aunen u
rapaHTUPYIOLWMM MOCTABLLUMKOM, U 1L, 0BPaTUBLUMXCA B CETEBYH OPraHU3aLMIO C LEeNblo 3aK/ao4eHus
Jorosopa 06 OKasaHuWM ycayr nNo nepefayve 3/EKTPUYECKOW 3SHEPrMM WKW OCYLLECTBIEHUU
TEXHO/IOTMYECKOrO NPUCOEAMHEHMUA K SNEKTPUUECKMM CETAM (33 UCK/IIOYEHUEM CETEBbIX OPraHM3aumi,
3HeprocObITOBbIX OpraHW3auuii M TrapaHTUPYIOLWMX NOCTaBLUMKOB) (gAanee - noTpebutenm,
TEXHOIOTUYECKOE NPUCOEeaNHEHMNE).

2. CeTeBas opraHu3aumua obecneymBaeT pacCMOTpeHMe 0bpaLLeHU noTpebuTenen, NOCTyNMUBLLNX
B YCTHOM, NUCbMeHHOM popme nnmn B Gopme 3N1eKTPOHHOTO AOKYMEHTA.

B3aumogelictene ceTeBOM OpraHMsauuuM C MNOTPebUTENssMM B YacTM paspelleHns BOMPOCOB,



cofepKawmxca B obpaleHnax notpebuTteneit n npesocTaBAeHMA UM BO3MOXKHOCTM peasnsaLlmmn npas,
npesycMOTPEHHbIX  3aKoHodaTenbCcTBOM  Poccuiickot  depepaumm  (manee - obcnyxuBaHue
notpebuTenei), ocyLLeCcTBAAETCA B COOTBETCTBUM C TpebOBaHMAMM HaCTOAWMX EAUHBIX CTaHAAPTOB.

3. B uenax okasaHua ycayr no nepepaye 3NeKTPUYECKON 3HEpPrMm ceTeBas OpraHM3aumsa npu
obcnykmBaHMM noTpebutenein ocyLecTenAeT:

a) 3aKk/to4eHne gorosopa 06 OKasaHUKM YCayr No nepesaye 31eKTPUYECKON SHEPTUK;

6) BHeCeHMe U3MeHEHUI B OroBop 06 OKasaHMM yCayr Mo nepesaye 3N1eKTPUYeCcKomn sHeprum;

B) pacToprKeHne gorosopa 06 okasaHMM yCayr No nepegaye sNeKTPUYECcKon sHeprum;

r) uHbopmMpoBaHMe noOTpebuTens 06 aBapuUMHbIX CUTyaumsax B pacnpenenmTenbHbIX
3NIEKTPUYECKMX CETAX CETEBOWM OPraHM3auuu, PEMOHTHbIX M NpoduaakTUYeckMx paboTax, NAaHOBbIX
OTPaHMYEHUAX pexXuMma NoTpebNeHUA 3INEKTPUYECKOW SHEPrUM, BAMUAIOLWNMX HA  UCMONHEHWe
0653aTeNnbCTB N0 JOroBopy 06 OKasaHWM yCayr No Nepesave 3N1eKTPUUECKON IHEPruu;

A) [OMNYCcK YNOAHOMOYEHHbIX NpeacTaBuTeneit notTpebutens ycayr B NyHKTbl KOHTPOAA WU yyeTa
KOJIMYECTBA M KAYeCTBa 3/IEKTPUYECKON SHEPIUM B NOPAAKE U CAyYasX, YCTaHOBNEHHbIX JOroBOpPOM 06
OKasaHWM yCAyr No nepefaye 3/1eKTPUYECKOM SHEePTuu;

e) cornacoBaHWe mecTa yCTaHOBKM Npubopa ydyeTa 31eKTPUYECKON SHeprum (MoLwHocTK) (aanee -
npubop y4yeta), cxemMbl MOAKAOYEHMA NpPMOOpPa yyeTa WM MHbIX KOMMNOHEHTOB W3MEPUTENbHbIX
KOMMNNEKCOB W CUCTEM Y4YeTa 3SNEKTPUYECKON 3Heprum (MOLLHOCTM), a TaKXKe METPONOrMYECKMX
XapaKTepuCTUK npmnbopa yyeTa;

) [ONYCK B 3KcnayaTaumto npubopa yyeTta;

3) CHATME KOHTPOJ/IbHbIX NOKa3aHuin NpMbopoB y4eTa;

1) Nnpuem noKasaHuii npubopos yyeTa oT NoTpebutens;

K) NpoBepKy, B TOM 4YMC/ie CHATUE MNOKasaHWi, npubopa ydyeTa nepes ero AEMOHTAXKOM A/iA
PEMOHTA, NOBEPKM UM 3aMEHDI;

N) pacyet obbema nepesiaHHOM 3N1EKTPUUYECKOKN 3Heprnmn notTpebutento;

M) KOHTPOJ/Ib MOKasaTesieli KauyecTBa 3J/IEKTPUYECKOM 3SHEepPrmm B TOYKAX MNpUCOeAnHEHUsA
SHEPronpPMHUMAOLLMX YCTAHOBOK MOTPEOUTENA 3NEKTPUYECKON 3SHEPIUU K INEKTPUYECKMM CEeTAM
CeTeBOM OpraHu3auuu;

H) KOHTPOJIb 3HAYEHMI COOTHOLIEHWA NOTPELSEHUS aKTUBHOW W PEaKTUBHOW MOLLHOCTM A/A
OTAENbHbIX SHEPrONPUHUMAIOLLMX YCTPOICTB (Fpynn SHePronpUHMUMAaloLWMX YCTPOUCTB) NoTpebutens;

0) NpoBeAEeHME KOHTPO/IbHbIX, BHEOUEPEAHDbIX U MHbIX 3aMepPOB NOTOKOpAcnpeaeeHuns, Harpy3oK
W YPOBHEN HanpsxeHua Ha 0ObeKTax NoTpebuTens m 0b6BEKTAxX I/EKTPOCETEBOrO XO3AMCTBA CETEBOWM
opraHusauuu;

n) NonHoe (4acTMYHOE) OrpaHUYEHNe pexkuma NoTPebeHUA SNEKTPUYECKOWN SHEPTUM B NOPAAKE,
ycTaHoBMeHHOM [lpaBuaamm MNOAHOrO M (MAW) YACTUYHOTO OFPaAHUYEHUs peXMma noTpebneHus
3NIEKTPUYECKOM IHEPrnun, yTBEPKAEHHbIMU MocTaHOBAeHMeM [MpaButenncTBa Poccuickoit ®epepauymm
oT 4 mas 2012 r. Ne 442 (CobpaHue 3akoHoaaTenbcTBa Poccuitckolt deaepaumm, 2012, Ne 23, ct. 3008;
2013, Ne 1, cT. 68; No 1, cT. 45; No 5, cT. 407; Ne 31, cT. 4226; Ne 32, cT. 4309), 1 MNpasunamm paspaboTku
N NpPUMeHeHua rpadMKOB aBAPUMHOIO OFpaHUYEHUA peXnma NoTpebsieHUs 3N1EKTPUYECKON SHEepruu
(MOWHOCTM) M  MCNONb30BaHMA MNPOTUBOABAPUIAHOM aBTOMATUKKM, YTBEPHKAEHHbLIMW  MPUKA3OM
MwuHaHepro Poccum ot 6 uoHs 2013 r. Ne 290 (3apernctpuposaH MuHioctom Poccum 9 asrycta 2013 r.,
pernctTpaunoHHbli Ne 29348);

p) cocTaBneHWe W nNpefocTaB/ieHWe noTpebutento akToB 6esyyeTHoro M 6e340roBOPHONO
noTpebneHnn aNeKTPUIECcKOl sHepruu;

C) cocTaBNeHWe aKTOB COrNacoBaHUA TEXHONOTUYECKOW U (MNKn) aBapuitHol 6poHu;

T) Bblgayy [OKYMEHTOB, MNPeAyCMOTPEHHbIX B paMKax OKasaHuA ycayr no nepegaye
SNEKTPUYECKON 3SHEPrUU W TEXHOIOTMYECKOMY MPUCOEOUHEHUIO, B TOM 4YWUCNe KBUTAHLMMK, CYETOB,
cyeToB-PaKTyp.

4. B pamkax TeXHO/JIOrMYeCcKOro npUCOeaMHEHUA CeTeBasd OpraHW3aumsa npu 06CAYKMBaHUM
notpebuTtenei oKkasbiBaeT caeaytowme ycayru (ocywecTsaseT npoLecchl):

a) TEXHONOINYECKOe NPUCOEANHEHME K I/TEKTPUYECKMM CETAM CETEBOI OpraHn3aumu;

6) TexHosnorMyeckoe npPUCOEOUHEHNE K 3SNEKTPUYECKMM CETAM CETeBOWM OpraHusaumu
nocpeacTBOM rMepepacnpeseneHna MaKCMMAZbHOM MOLWHOCTU MeXAY HPUAUYECKUMW AULAMKN U
WUHAMBUAYANbHBIMW NPeANPUHUMATENAMM (B TOM YMC/ie ONOCPefOBaHHOE NPUCOeANHEHME);



B) TEXHONOIMYECcKoe MPUCOEAUHEHNE K 3/IEKTPUYECKMM CETAM CeTeBOM OpraHusauuu no
WHAMBUAYANIbHOMY MPOEKTY;

r) BpeMeHHOe TeEXHOJI0rMYecKoe NpPUcoeamMHeHNE K 31eKTPUYECKUM CETAM CETEBOM OpraHU3aLmm.

5. B pamKax obcnymBaHuA notpebutenen ceteBad OpraHM3aumsa No 3asABAEHUIO NoTpebutens
TaK)Ke OKasblBaeT ciedytowme ycayru (ocywecTsaseT npoLecchl):

a) Bblgayy CNpaBoOK M [AOKYMEHTOB (MX KOMWi), NOATBEPKAAIOWMX TeXHoorMyeckoe
npucoegMHeHne K CeTaAM CeTeBOW opraHusauMu (akT pasrpaHuMyeHus 6anaHcoBOW MPUHALIEKHOCTU
3/IEKTPUYECKNX CEeTelN, aKT pasrpaHUYeHns 3KCM/yaTauMOHHOM OTBETCTBEHHOCTM CTOPOH, aKT 06
OCYLLECTB/NEHNUN TEXHONOTMYECKOTO MPUCOEAMHEHMSA M aKT COMNacoBaHWUA TexXHOoJIorMyeckon un (uam)
aBapuiiHOl BPOHK);

6) BOCCTaHOBNEHWE paHee BblAAHHbIX AOKYMEHTOB O TEXHOJ/IOFMYECKOM NpucoeauHeHun nmnbo
Bbla4y HOBbIX JOKYMEHTOB O TEXHO/IOrMYECKOM NPUCOEANHEHUMN NMPU HEBO3MOXKHOCTU BOCCTAHOB/IEHUA
paHee BblAAHHbIX TEXHUYECKUX YCNOBUIA;

B) YCTAHOBKY, 3aMeHy U (MnKn) aKcnayaTaumio npubopos yyeTa.

6. O6cnyKMBaHMe NoTpebuTenel B paMKax OKasaHuA YCAYr No nepesaye 31eKTpUUecKoi sHeprum
OCYLLECTBNAETCA Ha OCHOBaHWUM obpalweHna noTpedbutena B CETEBYHD OPraHM3auUMIo, €ecau
3aKoHoAaTenbCTBOM Poccuitickon depepaumm He npeaycMOTPEHO OCyLecTBleHMe npouecca Mo
MHULMATUBE APYTUX ANL,.

7. Mpu obcnyxkuBaHuM noTpedbuTeneit (OCyLLEeCTBNEHUN OTAENbHbIX MPOLECcCcoB) ceTeBas
opraHu3aumMa He [AoO/KHA TpeboBaTb OT MOTPebUTens npeaocTaBAeHUA [LOKYMEHTOB, a TaKKe
OCYLLECTB/IeHMA noTpebuTenem OencTBUn, He NPeAyCMOTPEHHbIX 3akoHogatenbctBom Poccuiickol
depepauun.

8. CeTeBan opraHM3aLMsa pacKpbiBaeT B COOTBETCTBUMM co CTaHAapTaMK pacKkpbiTUa MHpopmaumm
CyObeKTamMu ONTOBOTO WM PO3HUYHbLIX PbIHKOB  3/IEKTPUYECKOW  3HEPruu, YTBEp*KAEHHbIMU
noctaHosneHnem MpasBuTtenbctsa Poccuiickon degepauum ot 21 aHsapa 2004 r. Ne 24 (CobpaHue
3aKoHoZaTesbcTBa Poccuiickon deaepaumm, 2004, Ne 4, ct. 282; 2005, Ne 7, cT. 560; 2009, Ne 17, cT.
2088; 2010, Ne 33, cT. 4431; 2011, Ne 45, cT1. 6404; 2012, Ne 4, ct. 505; 2012, Ne 23, ct. 3008; N2 27, cT.
3602; No 31, cT. 4216; Ne 31, cT. 4226), cnegytoiyto MHGOpMaLMIO O MacnopTax ycayr (npoweccos):

Kpyr 3anaBuTeNel;

pa3mep naTbl 33 OKasaHMe ycayru (ocyLwecTBaeHnsa NpoLuecca) U OCHOBaHUA ee B3UMaHUSA;

YCNOBMA OKa3aHWUsA yCayru (OCyLLEeCTBEHUS NpoLiecca);

pe3ynbTaT oKasaHua ycayru (ocywectsaeHma npouecca);

06NN CPOK OKa3aHMA yCayrm (OCyLLeCTBAEHUA NpoLecca);

COCTaB M 3TanNbl OKa3aHMA ycayru (OCyLLeCTBNEHUA NPOLECCa), BKAOYAsA CBEAEHMA O COAEPKAHUM
n (unn) ycnosuax satana, popma oKasaHma ycayrn (ocyLLecTBieHns npowecca).

Macnopt ycayrM (npouecca) CoCTaBAAeTCA B OTHOWEHWW Kaxkaolh ycayrm  (npouecca),
OKa3blBAEMOW CETEBOW OpraHusaumen, no pekomeHayemomy obpasuy coriacHo npunoxeHuto Ne 1 K
HacToAWwMM EguHBbIM cTaHAapTam.

MacnopTta ycayr (npoueccoB) ceTeBOlM OpraHWsauMu MNyo6AMKYHOTCA CETEBOW OpraHu3auunen B
COOTBETCTBYIOLWLEM pa3gene Ha odpuUUMANbHOM CcaliTe CeTeBOW OpraHM3aumMm B MHGOOPMALMOHHO-
TENEKOMMYHUKALMOHHOW ceTu WHTepHeT (panee - ceTb WMHTEpHeT), a TaKKe pasmMeLlLatoTcA Ha
MHPOPMALMOHHBIX CTeHAAX B oducax CeTeBOW OpraHuM3aumun, npefHasHavyeHHbIX AAA npuema
notpebuTtenein No BONPOCcam OKa3aHWA yCayr No nepegaye 3N1eKTPUYECKON IHEPTUU, TEXHOIOTUYECKOMY
NPUCOeaMHEHUIO N UHBIM BOMPOCaM, CBA3AHHbBIM C AeATE/IbHOCTbIO CETEBOM OpraHu3aLmm (aanee - opuc
ob6cNyKMBaHUA notTpebutenei).

9. MpM BHECEHUM U3MEHEHWA B HOPMATMBHbIE MPABOBblE aKTbl, PEryanpyrolimMe nopaaokK
OKa3aHWA yCcayr No nepesaye 3/1eKTPUYECKOM IHEPTUM N TEXHONOFMYECKOMY NPUCOEAMHEHUIO, NAcnopT
ycayr (npouecca) NpMBOAUTCA CETeBOM OpPraHuW3auMeit B COOTBETCTBME YKA3aHHbIM M3MEHEHUsM B
TeyeHue aecatn pabounx AHel nocne BCTYNIEHUA B CUNY YKA3aHHbIX U3MEHEHUA.

10. CeTeBan opraHuM3aums He pexe OAHOro pasa B rog obecneymsaeT NpoBeseHME OMPOCOB
notpebutenein c Uenblo BbiABAEHUA MHEHWS MoTpebutenelt o KadectBe obcnykuBaHua. ExkerogHble
oT4yeTbl 06 WUTOrax M3y4yeHWUs MHeHUA MOTpebuTenelt O KavecTBe OOCAYKMBAHMA MNYyOAMKYHOTCA Ha
odu1LMaNbHOM CaitTe ceTeBOI OpraHn3aLum B ceTn MHTepHeT He nosaHee 1 MapTa roga, ciegyowero 3a
rogom, B KOTOPOM NPOBOAMAUCE COOTBETCTBYHOLIME OMNPOChHI.



II. OpraHu3auma o4HOro 06CNyKUBaAHMA

11. MNonoxeHWs HacToAWen rnasbl 0O OpraHM3auMM UEHTPasbHbIX OdPUCoB 06CNYKMBaAHMUA
notpebuTeneit n opraHMsaumm o6CNyKMBaHMA B TaKUX OPUCAX PACAPOCTPAHAIOTCA Ha TePPUTOPUANbHbIE
ceTeBble OpraHM3auumn.

12. O6cnymBaHue noTpebutenen NOCPeACTBOM JIMYHOMO KOHTAKTa pPaboTHMKA ceTeBoM
opraHusaumMm c noTpebutenem (ganee - o4yHoe obcnyKuBaHWe) ocywecTeasetrca B oducax
obcnyuBaHua notpebuteneit, a TakKe B Cy4Yanx, NPeaycMOTPEHHbIX 3aKOHOAaTe/IbcTBOM Poccuinckoi
depepaunu, c Bble3sgom K noTpebutento paboTHMKA ceTeBOMN OpraHU3aLUunm.

13. Odwucbl obcnyKMBaHUA noTpebuTenen nNoAPa3AENAOTCA Ha LEHTPbl 06CAYKMBaHUA
notpebutenein (manee - UEHTPbl O0OCAYKMBAHUA nNOTPebUTeNneit) U  NyHKTbl  06CNyKMBaAHUA
notpebuTeneit, opraHnsoBaHHble B 060cO6NEHHbIX NOApPa3AeeHUaX CETEBOW OpraHM3auuun (ganee -
NYyHKTbl 06CNyXKMBaHMA NoTpebutenen).

Oducbl  obcnyKmBaHua noTpebutene  AOMKHbI  obecneymBaTb  OPraHM3auMilo  OYHOTO
06CNy)KMBaHMA MOTpebuTenei, WCKAOYAOWErO0 HeOob6XO0AMMOCTb B3aMMOAENCTBUA noTpebutena c
WHbIMMW NOAPa3LENEHNAMMN CETEBOM OPraHN3aumMm (MPUHLMIN KOLHOTO OKHa»).

14. CeTeBas opraHusauusa pasmelaetr odpucbl 0bCAyKMBAHUA NOTPebUTene Ha TeppUTOPUAX
cybbekToB Poccuitickon Pepepaunn, B rpaHMLAx KOTOPbIX PACnofioXKeHbl 06BbeKTbl 31eKTPOCETEBOrO
X03A1ACTBa CETEBOM OpraHU3auum (Lanee - TEpPUTOPUA SKCNAYaTALMOHHON OTBETCTBEHHOCTH).

15. CeTeBasn opraHusauma pasmellaeT He MeHee OAHOTo LUeHTpa obcay»KnuBaHUsa noTpedbuTenei B
MYHUUMNAaNbHbIX 0BPa30BaHUAX YMCNEHHOCTbIO HaCeNeHUs He MeHee [ABYXCOT TbiCAY 4YesloBeK U B
aAMMHUCTPATMBHBIX LEHTpax CybbekToB Poccuitckon degepaumm B C/y4ae, e€CAM  KOAMYECTBO
noTpebuTenein ceTeBon OpraHM3aLnK, SHEPronpPUHUMAIOLLME YCTPOMCTBA KOTOPbIX HEMOCPEeACTBEHHO
npucoeguHeHbl K CeTAM CETeBOW OpraHuM3aumu, B TaKUX MYHUUMNA/bHbIX O6pPa3oBaHUAX MU
aAMMHUCTPATMBHBIX LieHTpax cybbekToB Poccuiickolt degepauumn coctaBaseT He mMeHee NATUAECATU
TbICAY YENOBEK.

CeteBas opraHu3auunsa obecneumsaeT obcnyKMBaHWe notTpebutenen c cobaogeHnem tTpeboBaHU
K opraHusauuu oducoB 0b6CNYKMBaHMA NoTpebutenei, npeaycMOTPEHHbIX npuaoxKeHnem No 2 K
HacToAWMM EgUHBbIM cTaHaapTam.

16. CeTeBan opraHunsaums obecneynsBaeT o4HOEe 06CYKMBaHME NOTpebUTeNei:

B LEHTPax 0bcnyKnBaHMA noTpebuTenel ceTeBo opraHM3aLmm He meHee 45 4acoB B Hegento;

B NMYHKTax 06CNyKMBaHMA NOTpebuTenei ceTeBoit opraHnsaumm He MeHee 25 4acoB B HeAeNo.

17. OuyHoe obcnyKmBaHMe noTpebuTeneit B opucax obcnyRmBaHua noTpedbuTenelrt sepetcs B
nopagKe »KMBOW oyepeam C MUCMO/b30BaHMEM CUCTEMbI 3/1EKTPOHHOTO YMNpaBieHUs odepeabto (npu
HaNMYMM TAKOW CUCTEMbI) U MO NpPeaBapPUTENbHOM 3anucK No TenedpoHy uam Ha oduuMaibHOM caiTe
CeTeBOM OpraHM3aLnu.

18. O6cnyxmBaHue noTpebuTenein JOMKHO OCYLLECTBAATLCA B Ntobom oduce obCayKMBaHMSA
notpebutenein BHe 3aBUCMMOCTM OT MeCTa PACMONIONKEHUA SHEProNPUHUMAIOLNX YCTPOMCTB
noTpebuTens Ha TePPUTOPUN SKCMNYATaLMOHHOM OTBETCTBEHHOCTM CETEBOW OpPraHM3aLmu.

19. CeTeBasA opraHusauuMa NPU OCYLLECTBIEHWUM OYHOrO OBCNYKMBaHMA NoTpebuTeneit B opucax
obcnykumBaHMa notpebuteneir obecneymBaeT coBeplleHWE AENCTBUM MO NEPEeyH  COrnacHo
npunoxeHuto N2 3 K HacToAwMM EgMHBIM CTaHaapTam.

20. Obuwee Bpema oOXuaaHuAa noTpebutens B ouepean w obcayxuBaHua notpebutens
paboTHMKOM oduca obcnyKmMBaHUs noTpebutenen [ONKHO COCTaBAATb He 6osiee 30 MUHYT. PaboTHUKK
oduca obcnykuBaHMA noTpebutenelh 06s3aHbl HOCUTb JIMYHbIE HarpyaHble WAEHTUOUKALMOHHbIE
KapTOYKM C YKazaHMEM HaMMEHOBAHUA CETEBOM OpPraHW3auuu, AOMKHOCTM, MMEHM, OT4ecTBa MU
damununm paboTHMKa.

21. PaboTHUK ceTeBOM OpraHu3aLuu, NpUObLIBLUMIA K NOTPebUTENtO ANA OCYLLECTBIEHUA OYHOrO
ob6cnyKMBaHUA, cooblaeT notTpebutento ceom GaMuamnio, UMs, OTYECTBO, AOKHOCTb, HAMMEHOBAHWE
CEeTEBOWM OpraHU3aLMu, a TaKXKe NPUUMHY U Uenb npubbiTva. Mo TpeboBaHMIO NoTpebuTens paboTHUK
OO/KEeH NpepfocTaBuTb CAyebHoe ypoctoBepeHuMe MO0 WMHOW  AOKYMEHT, MOATBEPKAAOWMIA
nosHomoumns paboTHuKa. Mpu obpaweHun notpebutens K pabOTHWMKY CETEBOM OpraHuMsauum no
BOMPOCAM OKa3aHMWA YCAYT Mo nepegaye 31eKTPUYECKON IHEPTUM U TEXHOIOTMYECKOTO NPUCOeaMHEHUS,



HO He CBA3aHHbIM C MPUYNHOM U Uenblo NPUbbLITUA, NPUOLIBLLMIA pPaboTHUK cooblwaeT noTpebutento
KOHTaKTHYO MHbOPMaLMIO CETEBOWM OpraHM3aumn, pasbACHAET, Kyaa U B KAKOM nopsagKke emy cnegyet
obpaTtutbCA.

22. [lata v Bpems Bble3aa paboTHMKa CETEBOM OpPraHU3aumMmn K noTpebutento cornacoBbIBatOTCA C
notpebutenem. MNpu HeobxoaumocTM aaTa U Bpema NpUbbITUA MOFYT KOPPEKTMPOBATLCA KaK CeTeBOM
OopraHusaumen, Tak u noTpebutenem, Npu 3TOM CeTeBas OpraHn3aLma:

a) ysegomnseT notpebutens o AaTe U BpeMeHW 3anaaHUPOBAHHOro NpubbiTMa paboTHUKA He
nosgHee yem 3a 5 pabounx gHeln A0 AaTbl NAAHMPYEMOTrO NPUDLITUA, @ B C/ly4ae CPOYHbIX Bble3[0B -
HemnocpeACTBEHHO Nepes, Bble3aom;

6) B cnyyae M3MeHeHUs BpemeHM coobuwaer o6 3Tom He MosgHee yem 3a 2 Yaca OO paHee
COrIacoOBaHHOro BPeMeHMU NpubbITUA paboTHUKA.

B cnyyae HeobXoAMMOCTM  NIMKBUMAAUMM  TEXHOJIOTUYECKUX  HAPYLUEHWHN,  YrpoXKaroLLmX
pabotocnocobHocTM obopyaoBaHMA WM NPeaoTBPaLeHns (AMKBUOAUUM NOCNEACTBUIM) HeCcYaCTHbIX
cnyyaes, NnpubbiTHe K noTpebutento paboTHMKA CETEBOM OpPraHM3aLLMM MOMKET HE COFNaCcoBbIBATLCA.

[Il. OpraHuM3auus 3a04HOro 06CNyKMBaAHUA (C UCNONB30BAHMEM
TenedoHHoM cBA3M U ceTu NHTepHeT)

23. CeteBaa opraHusauua obecneumsaeT obCAyKMBAHWE MOTPedUTENEN C MCNONb30BaHUEM
TenedpoHHOM CBA3W, MOYTOBOWM CBA3M U ceT UHTepHeT (aanee - 3a04HOe 06CyKMBaHMe).

24. CeTeBas opraHusaumsa obecneymBaeTr npuem U 06paboTKy TenedoHHbIX obpaleHui
notpebuTenelt No BONPOCam:

a) OCyLLEeCTB/IEHUA TEXHOOTMYECKOTO NPUCOeANHEHNS;

6) oKasaHuA ycayr No nepeaaye 3/1eKTPUUYECKOM SHepruuy;

B) OpraHM3aumm yyeTa 3/1IeKTPUYECKON aHepruu;

r) opraHusaumm obcnyxkmBaHua noTpebuTenen, nNpenocTaBieHUs KOHTaKTHOW WHdopmaumm
oduncoB 0bOCAYKMBAHUA NOTPedbUTENEN, 3anMuUCM Ha OYHbIA MNpuem, a TaKXKe M0/ib30BaHusA
WHTEPaKTUBHbIMW cepBUCaMMn 0pULMaIbHOrO CaliTa CeTeBOM OpraHusaLmm B cetn MIHTepHerT;

[) HEeCOOTBETCTBMS KauyecTBa I/IEKTPUYECKON SHEPruM TEeXHUYECKUM perfameHTam M UHbIM
ob6A3aTenbHbIM TPpebOBaAHUAM;

€) nepepbiBOB B nepenaye 3/1EKTPUYECKOWM SHEPTUWN, NPEKPALLEHUA UAN OFPaHUYEHUA pexuma
nepesayn aNeKTpUYECKon sHepruum.

25. [Ons 3ao4yHoro obcnykuBaHUA notpebutenei ceteBas oOpraHuWsaums obecnedynBaeT
BO3MOHOCTb BbINONHEHWNA AENCTBUIA MO NEPEYHIO COrNacHO nNpuaoxKeHuio N2 4 K Hactoalwmm EgmuHbim
CTaHAAPTaM.

26. 3a04Hoe 0bCayKMBaHWE NoTpebuTene ¢ Ucnonb3oBaHNem TenedOHHOM CBA3M MO BONpPOCaM,
YKa3aHHbIM B NOAMNYHKTaX «a» - «r» MyHKTa 24 HacToAlwmMX EANHbBIX CTaHAAPTOB, ceTeBas OpraHM3aumsa
OCYLLECTBNSAET 4epe3 LeHTpbl 06paboTKn TenedoHHbIX BbI30BOB B pabouvee Bpema oducos
obcnyKmBaHua notpebuteneit. Homepa UeHTpoB 06paboTKM TenedOHHbIX BbI3OBOB CETEBOM
OpraHM3aLmm No yKasaHHbIM BOMPOCAaM pasMeLLaloTcs Ha opULManbHOM caiTe ceTeBOM OpraHmMsaumnm B
cetTn UHTepHeT n B oduncax obcayKnBaHusA notpebutenei.

27. ObcnyrkmBaHWe notpebutenei No BONPOCam, yKas3aHHbIM B MOAMNYHKTAX «4» U «e» NyHKTa 24
HacToAwwMX EAMHbBIX CTaHAAPTOB, OCYLLECTBAAETCA B PEXUME ropaven IMHUK (ganee - ropsaYan IMHUA Nno
BOMPOCAM 3/71eKTPOCHabKeHWA) KPYr10CYyTOYHO.

TenedoHHbI HOMEp ropAdYelt IMHUMM MO BOMPOCAM 3/NEKTPOCHAOXKEeHUA ABNAETCA eMHbIM U
6ecnnatHbiM Ana notpebutene Ha TeppPUTOPUM 3SKCMIYATaLMOHHOM OTBETCTBEHHOCTU CeTeBOM
opraHusaumn. He gonyckaetcs Mcnonb3oBaHWe B KavecTBe TenepOHHOro Homepa ropadyert AMHUKU No
BONPOCaM 3/1eKTPOCHabKeHUA TenedOoHHbIX HOMEPOB ONEPATUBHOIO NEPCOHaNA CETEBOM OpraHM3aLmu.

TenedoHHbI HOMeEp ropaveint NMHMM MO BOMPOCAM 3N1EKTPOCHABXKEHMA CEeTeBOM opraHM3auumu
JOBOAMTCA [0 noTpebuteneit, 3HepPronpuHMMatoLWmMe YCTPOMCTBA KOTOPbIX HEnocpencTBEHHO
npucoegmMHeHbl K 06 beKTaM 3N1EKTPOCETEBOrO XO3AMCTBA CETEBOW OPraHmn3auumn, B TOM Ymcae NyTem ero
BK/IIOYEHMA B [OrOBOPbl 3HEProcHab)KeHWs, pasmeleHnsa Ha odPuUUMANbHOM caiiTe CceTeBoW
opraHusaumm B cetn MHTepHET n B odurcax obcayKmMBaHUA notpebuTtenen.

28. CeTeBas oOpraHv3aums Mpu OCYLLECTBAEHWU 3304YHOro OOC/AYKMBaHUA noTpebutenein c



ncnonb3oBaHnem TesepoHHOM cBA3M obecneynBaerT:

HannumMe 6ecnnaTHbIX TenedoHHbIX KaHa/NoB CBA3W MeXJy CeTeBOM opraHusaumen wu
notpebutenamu;

npuem u 06paboTKy Bcex BxogAwMX TenedoHHbIX BbI30BOB NOTpebuTenelir B CeTEBYHO
opraHusaumio. Bpemsa oxugaHusa notpebutenem otserta no tesiepoHy CeTeBOIM OpraHn3aLmmM C MOMEHTa
coeamHeHua (B ciyyae obcnyXuBaHua notpebuteneit ¢ MUCNob30BaHUEM CUCTEMbI MHTEPAKTUBHOIO
roJlIoCOBOr0 MEHI0 - C MOMEHTa Bblbopa noTpebutesnem KaTeropum «coeauHeHus ¢ PaboTHUKOM
OpraHM3aumMm» B CUCTEME MHTEPAKTUBHOIO rOJI0COBOTO MEHI0) 40 MOMEHTa oTBeTa PaboTHMKA ceTeBol
OpraHM3aumMyM He OOJIKHO MpPeBbiwaTb 5 MUHYT. Bpema ob6paboTkm Bbi3oBa (TenedoHHOro pasrosopa
notpebuTensa c paboTHMKOM) He AONKHO NPEBbLIWATb 5 MUHYT;

OCYLLECTB/IEHME UCXOAALWMX TenedboHHbIX BbI30BOB A5 MHOOPMUpPOBaHMA noTpebutenen u
npenocrasaeHnsa MHpopmaymm no obpalleHnam notTpedbuTenei;

BeleHWe ayaMo3anncu BCeX BXOAALWMX M UCXOAALMX Pa3roBOpoB C noTpebutenem, o 4yem
noTtpebuTenb yBeAOM/IAETCA B Hayasie pa3roBopa c paboTHMKOM ceTeBOM OpraHM3aumnu;

OOCTYMHOCTb W HaZleXKHOCTb paboTbl TeNedpOHHbIX KaHa/IoB CBA3M;

perncTpaumio BXOAAWMX M MUCXOAALWMX BbI3OBOB COMACHO MyHKTY 42 Hactoawmx EAuHbIX
CTaHAapToB.

29. CeTeBas oOpraHuM3auMsa OCYLLECTBASIET 3a04HOe ob6CayKMBaHMe noTpebutenein ¢
NCNo/sb30BaHMEM CBOero odpuuLManbHOro camta B ceTu WMHTepHeT, cogep:kawero MHbopmauuio o
AeATeNbHOCTU CETEBOM opraHM3aumm (ganee - opuuManbHbIN canT).

30. B cnyyae BO3HMKHOBEHWA nepeboeB B paboTe opUUMANBHOIO caliTa, BJIEKYLLUX
HEeBO3MOXHOCTb A4OCTyNa K cogeprauelica Ha Hem MHopmaumm (cepBucam), ceTeBas opraHM3aumaA B
TeyeHne 2 4yacoB C MOMEHTa BO30OHOB/EHMA AOCTyna K oduuManbHOMY CalTy pPasMelLaeT Ha Hem
MHbOPMALUMIO O MpPUYMHE, AaTe M BPemMeHW NpPeKpaleHus AO0CTyna, a TaKKe O JaTe U BpemeHU
B0306HOBNEHUA AOCTYNA K OPULIMANBHOMY CaNTY.

MoTpebuTtenm [ONKHbI UMETb BO3MOMKHOCTb O3HAaKOM/IEHUA C MHPOPMALMEN, Pa3sMeELLEHHOM Ha
oduuManbHOM caliTe, C WCMNO/Ib30BaHMEM pacnpocTpaHeHHbIXx Beb-obo3pesaTenein. pu 3Tom He
OO/MKHA NpeaycMaTpmMBaTbCA YCTaHOBKA Ha KOMMbiOTEPbl NOTpebuTenel cneumanbHO CO3LaHHbIX ANs
NPOCMOTpPa 0PULMAbHBIX CAUTOB MPOrPaMMHbIX M TEXHONIOTMYECKMX CPeACTB.

CymmapHasa 41uMTenibHOCTb NepepbiBOB B paboTe oduMLManbHOrO canTa He AOMXKHA npesblwaTtb 4
YyacoB B mecsal,.

31. UHdopmaumn, pasmeliaeman Ha odpuLMaibHOM caiiTe, ONXKHA ObITb:

OOCTyMHa ANs aBTOMaTUYeCcKon 06paboTku;

KPYr/IoOCyTOYHO JOCTynHa noTtpebutensm 6e3 MCcnonb3oBaHWA NporpammHoro obecneyeHus,
YCTaHOBKa KOTOPOro Ha TeXHUYECKUE cpeacTBa noTpebutens TpebyeT 3akN0YeHMA NNLEH3INOHHOIO UK
WMHOro corfalleHmMa ¢ npaBoobnagaTenem nporpammHoro obecrneyeHus, npeaycMaTpMBaloWEro
B3MMaHKe C NoTpebuTens nnatol;

AoctynHa 6e3 B3MmaHus naaTbl.

32. HaBurauma opuumanbHoOro caiita 4oNXKHa COOTBETCTBOBATh CAeAytoWwmMm TpeboBaHMAM:

BCA pasmellleHHas Ha obuumanbHOM calite MHGopMaLUMA A0KHa BbiTb AOCTYNHA NoTpebutenam
nyTem nocsefoBaTe/IbHOro nepexoga no rMnepccbl/iIkaM HauyMHasA ¢ rMaBHOM CTPaHUUbl 0dULMANBHOTO
cavta. KoiimyecTBo TakMx MepexofoB MO KpaTyallein nocnefoBaTeslbHOCTU A0/MKHO ObiTb He Gosee
naTu;

noTpebuTento AO/IXKHA NPeaoCcTaBAATbCA HarnsaHaa MHGopmauua o CTPyKType oduuManbHOro
canTa M 0 MeCTOHaXoXAeHMM 0TobparKaemol CTPpaHULbl B 3TOM CTPYKTYPE;

Ha KaxkaoW cTpaHuLe oduLmManbHOro canTa AoKHbI ObiTb PasMeLLeHbl: FaBHOE MEHIO, CCbisIKa Ha
rNaBHYH CTPAHULY, CCbIJIKA Ha KapTy odpuumManbHOro caiTa;

3aroNoOBKM WM MOAMUCU HA CTPaHULAX AOJIKHbl ONWUCbIBATb CoAep)KaHue (HasHayeHue) TakoW
CTPaHMLbl, HAMMEHOBaHME TEKYLLLEro pasaena 1 oTobparKaemoro SOKYMEHTa;

HaMMeHOBaHMe CTPaHMLbI, ONUCbIBAIOLLEE ee CoOAepKaHue (Ha3HayeHune), A0KHO OoTobparkaTbea
B 3aro/I0BKe OKHa Beb-0603peBaTtens;

TEKCTOBbIN agpec B ceTn MHTepHeT (yHMBepcanbHbIl yKasaTenb pecypca, URL) Kaxaoi cTpaHuubl
[O0MKeH 0TObparkaTb ee NoMOKEHUE B IOTMUYECKOMN CTPYKTYpe caliTa U COOTBETCTBOBATb €€ CoAepKaHUIo
(HasHauyeHU0), a TaKKe B TEKCTOBOM ajpece AO0MXKHbl ObiTb MCMNO/b30BaHbl CTaHAapTHbie MNpaBua



TpaHc/AUTepaumu;

Ha rNlaBHOW CTpaHWUe odULMaNbLHOrO caiTa U B OTAe/bHOM pasdene (ganee - NNYHbIN KabuHet
notpebuTtens) pasmeLLaeTca HOMep ropsYert IMHUM No BOMPOCaM 3/1EKTPOCHABKEeHUSA, TMNepCccbl/ika Ha
nHbopMaumIo, NpeaycMoTPeHHy0 ab3auem oAMHHAALATBIM M ABEHAAUATbIM MyHKTa 33 HACTOALLMX
EOMHBbIX CTaHAApPTOB, a TaKXe CCblIKN-O6aHHepbl Ha MHPOPMALMOHHbIE WHTEPAKTUBHbIE CEPBUCHI
CeTeBOl opraHM3aLuu.

33. B uenax obecneyeHuMa onepaTMBHOrO JocTyrna notpebutenet K wHbopmaumm o6
OKa3blBAaEMbIX YCAYyrax U obCAyKMBAHUM CETEBOI OpraHM3aummM B rMaBHOM MeH0 0PULMANBHOrO caiTa
CETEBOM OpraHM3aunun Bblgenserca pasgen «lotpebutenam». B yKasaHHOM pasgene pasmellaeTca
nHGOpMaUMA B COOTBETCTBMM CO CTaHAAPTaMM PacKpbITMA MHbOpMaAuMKM cybbeKkTamMn ONTOBOMO M
PO3HUYHbIX PbIHKOB 3/1EKTPUUYECKON IHEPTUN, @ TAKIKE CeayloLne CBeAeHU:

NMoYyToBbIM agpec ceTeBOW opraHusaumu, agpeca u rpaduk paboTbl oPucoB obCNyKMBAHUA
nortpebuteneit, Homepa TenedboHOB, MO KOTOPbIM OCYLLECTBASETCA 0OCAYXMBaHME noTpebuTenei,
agpec odMUMaNbHOro caiTa ceTeBoM opraHu3auuu;

nopsaoK NoJaym U paccMoTpeHMa obpalleHnit noTpebuTenen, cogepKalumnx Kanoby Ha aencTemn
CeTeBOM OpraHn3aLmm, C yKasaHMEM CPOKOB PacCMOTpeHUsA obpalleHnin M NpeaoCcTaBNeHUsA OTBETa;

NnopsaoK W CPOKW 3aK/OYEHUs O0roBopa 06 OKasaHUM ycayr No nepenade 3NeKTPUYECKoM
3HEpPrun, NpeaycMoTpeHHbIe 3aKoHOA4aTeNbCTBOM Poccuiickon deaepauyuu;

nopsagoK nojaynM 3asBKM Ha TEXHONOTMYECKOe MNpUCoeAMHEHME, OCHOBHbIe 3Tanbl ee
pPacCMOTPEHMA U UX CPOKK, CBEAEHMA, KOTOPbIE AOJ/IKHbI COAEPHKATLCA B 3asiBKE HA TEXHO/0rM4yeckoe
npucoegmHeHue, U TpeboBaHMA K NpuaaraembiM K Hell OKymeHTam, GopMbl 3aABOK 4151 3aM0/IHEHMA
notpebutenem;

nopagoK  BbIMNOJIHEHMA  TEXHONOIMMYECKOrO  MPUCOEAMHEHMA,  3Tanbl  TEXHOJIOFMYECKOrO
NPUCOeaMHEHMUA N UX CPOKMU;

nopsagoK pacyeTa NaaTbl 3a TEXHONOINMYECKOE NpUCOeaAMHEHWE AAA BCEX rpynn notpebuteneis,
KOMUU peLleHNn opraHa WCMOJIHUTENIbHOM BAacTu cybbekta Poccuiickoit Pepgepaumm B obnactu
rocyapCTBEHHOTO peryiMpoBaHus uUeH (TapudoB) 06 ycTaHOBAEHWWM MAaTbl 32 TEXHOOrMYEecKoe
npucoegMHeHMe B OTHOLUEHWUM TEPPUTOPUAJIbHBIX CETEBbIX OPraHM3aumiA, a TaKKe KOnuA pelleHuA
denepanbHOro opraHa MCNOJIHUTENbHOM BAacTM B 06/1acTU roCyAapCTBEHHOIO PeryiMpoBaHUA LLeH
(TapudoB) No ycTaHOBAEHUIO NAATbl 32 TEXHO/IOTMYECKOE NPUCOeAMHEHNE B OTHOWEHUM OpraHu3auum
no ynpaBAeHUIO eANHOM HaunoHanbHOM (06LLEPOCCUINCKOM) SNEKTPUUYECKON CETbIO, MOPAAOK ONaThbl NO
aorosopy 06 OCYyLECTBAEHMM TEXHONOTMYECKOrO MNPUCOEAMHEHUA K 3I/IEKTPUYECKMM  CeTAM,
0COBEHHOCTM BHECeHMA NAaTbl OTAENbHbIMKM  TPynnamuM notpebutenei, nNpeaycMOTPEHHble
3aKoHogaTenbcTBoM Poccuiickoit Pepepaumnu;

nopsAoK pacyeTa NaaThbl 32 OKasaHMe yCayr No nepeaaydye 3N1eKTPUYecKor sHeprum ana Bcex rpynn
notpebuTenei, KONMKU PeLIeHUn opraHa UCNONHUTENbHOW BnacTu cybbeKkTa Poccuiickon deaepaumm B
0b21acTu rocygapcTBEHHOrO peryanposBaHua LeH (Tapudos) o6 ycTaHOBAEHUM TapudOB Ha ycayru no
nepefaye 31eKTPUUYECKON 3HEepPrnu B OTHOLLUEHMU TEPPUTOPUA/IbHBbIX CETEBLIX OpPraHU3auMi, a TaKkKe
Konuu peweHnin deaepanbHOro opraHa WCNOJMIHUTENbHOW BAacTM B 061acTU rocyAapCTBEHHOrO
perynnpoBaHusa ueH (Tapudos) o6 yctaHoBneHUM TapudoOB Ha ycayrn no nepegaye 3N1eKTPUYECKOM
SHEPrMnm B OTHOLIEHWUWM OPraHM3auMM Mo YNPaBAEHUIO eAMHOM HauMoHanbHOW (obuiepoccuitckoit)
3/1IeKTPUYECKOM CEeTblO, MOPAAOK ONNaThbl MO AOroBopy 06 OKasaHMM yCayr No nepegaye 3/1eKTPUYEcKo
3Hepruu;

NnopsagoK OCYLLEeCTBAEHUS KOMMEPYECKOro yyeTa CeTeBbIMW OpraHuMsauuamu, B TOM 4ucne
TpeboBaHMA K MecTamM YCTAHOBKM NPUOOPOB y4yeTa, CXeMbl MOAKAKOYEHUA UM  METPOJSIorMyeckue
XapaKTePUCTUKKN NpMbopoB yyeTa 6e3 yKaszaHMsA TOBapHbIX 3HAKOB, 3HAKOB 06CNYXKMBaHMA, GUPMEHHbIX
HaMMeHOBaHWN, MAaTEHTOB, MNONE3HbIX MOAEeNeNl, MPOMbIW/IEHHbIX 06pa3LLOB, HaMMEHOBaHUI MecT
npouncxoxaeHua npubopos yyeTa Nan HauMeHoOBaHUI NpoussoauTenen NpnbopoB yyeTa;

HanMMmeHOBaHWEe NPUOOPOB y4yeTa, YCTAaHOBKY KOTOPbIX OCYLLECTB/SET CeTeBas opraHuM3auumsa, ux
CTOMMOCTb U CTOMMOCTb PaboT Mo UX YCTaHOBKE;

NPUYMHbBI U CPOKM NIAaHOBbIX NEPEPbLIBOB B Nepeaaye 3/1eKTPUUYECKON IHEPTUN, NPEKPALLLEHMNA UK
OrpaHUYeHMA pexmMma nepeaayn 31eKTPUUYECKON SHepPrnmn, B TOM YMcae npeasapuTtenbHan MHbopmaumn
O CPOKax OrpaHW4YeHus pexxnma notTpebaeHus sneKkTpuyeckon sHeprum (MolLHOCTU) noTpebutenein B
CBA3N C MpPOBEAEHMEM PEMOHTHbIX PaboT Ha 06beKTax 31eKTPOCEeTeBOro X03AACTBA CeTeBOM



OpraHu3aLnmn, BKAOUYEHHbIX B rO40BOM (MecAYHbIN) rpaduK pemMoHTa;

pacyeTHble AaTa U BPeMs BOCCTAHOBEHUSA 3/1eKTPOCHabXeHUA B cayYae BBeAeHUA BHEMNIaHOBOro
OrpaHMYeHUs perrmnma notTpebieHns 31eKTPUYECKOM SHEPTMM (MOLLHOCTK);

4acTo 3a/laBaemble BOMPOChI, BO3HUKAIOLWWME Yy NOTpebuTenen, n oTBETbl HA HUX;

aKTyanbHble M3MEHEeHMA 3aKkoHoAaTenbcTBa Poccuiickoit Pepepaumm B OTHOWEHUWM Mpouenyp
OKasaHuA yCAyr CeTeBbIMU OpraHM3auUAaMM;

yTBEpXAeHHble rpadmKM aBapUIMHOIO OrpaHnUYeHus;

nacnopTa ycayr (npoLeccos) ceTeBo opraHu3aLunu;

nopagoK paboTbl B /AIMHHOM KabuHeTe noTpebutens, BKAOYAA NOAyYeHWE MNEePBOHAYANbHOMO
[0CTYNa K IM4HOMY KabuHeTy, perucTpaumio 1 agTopmsaumio notpebutens.

34. WUHPopmaumA, yKasaHHas B ab3aue oguHHagUaTomM nMyHKTa 33 Hactoawmx EauHbIX
CTaHAapTOB, NOANEXUT ONybAMKOBAHUIO He nosgHee Yyem 3a 7 AHEW A0 AaTbl NJAaHOBbIX NepepbiBOB
nepeaaun 3NeKTPUYECKoM aHepruu.

35. UHpopmaLma, yKasaHHasa B ab3aue TpMHaAUATOM NyHKTa 33 HacToswmx EAMHbLIX CTaHAApTOB,
noanexut onybiMKOBaHUIO He perke OAHOro pasa B KBapTan Ha OCHOBE aHanAM3a MOCTYMNUBLUMX
obpalleHunit B CeTEBYIO OpraH13auumio.

36. CeTeBas opraHusaums obecneymBaeT, B TOM UYMC/AE C WUCMOJIb3OBAHMEM JIMYHOTO KabuHeTa
noTpebuTens, TEXHUYECKYH BO3MOXKHOCTb:

a) HanpasneHus noTpebutenem ob6palleHWit, B TOM YUC/Ie COAEPKaLUMX Kanobbl U 3as8BKU
(3anBneHnna) Ha oKasaHue ycnyr (npoueccos), cornacHo npunoxeHuto Ne 5 K Hactoawum EamHbim
CTaHAapTam B GopMe 3/IEKTPOHHOIO AOKYMEHTA MyTem 3arno/IHEHUA 3KPaHHbIX popm Beb-uHTepdeiica
obMumManbHOro caita C o00s3aTeslbHOW AAA  3aNO/IHEHMA  KOHTAKTHOM  MHopmaumein U
npeanoyYTuUTesibHbiM  cnocobom nosyyeHus oTeBeTa. B 3KpaHHbIX ¢opmax Beb-uHTepdeica
odunumManbHOro camta obecrneunmBaeTca BO3MOXKHOCTb MNPUKPEnaaTb ¢anabl C maTtepuanamu no
obpaueHunto. Mpn HanpaBaeHUM obpalleHusa Yyepes yKasaHHbI MHTepdelic noTpebuTtenb AoNXKEH ObITb
yBEAOMIEH O MJIAHOBbIX CPOKAX PacCMOTPeHUA 0bpalLeHUs C yKazaHMEeM PEerncTpaumoHHOro Homepa
obpaulleHus;

6) 3anoNHeHUsA NocpeacTBOM 3KpaHHON ¢popmbl Beb-nHTepdeiica oduUUManbHOTO caiTa aHKeTbl
notpebuTena Ana ONpoca C Lefbl OLEHKM KayecTBa OKasblBaeMblX YC/YF CETEBOM OpraHuMsauum U
obcnyKumBaHMA noTpebutens;

B) NoslydyeHus noTpebutenem ceegeHuit 0 cTaTyce pacCMOTPeHUs obpalleHua, HanpaBaeHHOro B
CEeTeBYI0 OpraH13aumio;

r) BBoga noTpebutenem TeKyLMX NoKasaHMii NpMBbopoB yyeTa 3/1eKTPUYECKOM SHepPrnu;

A) HanpaBneHus noTpebutenem yBeAOMNEHUA B CETEBYHD OPraHM3aumio 06 MCMONHEHUU UM
MepPONPUATUI, NPEeaYyCMOTPEHHbIX TEXHUUYECKMMW YCOBUAMU;

e) npenocTaBieHMa noTpebutensm:

CBEIEHUN O CcTaTyce PaCcCMOTPEHUs 3aABKU (3asB/eHMA) noTpebuTensa Ha OKasaHue YCAyr,
NnoAaHHOM B CETEBYIO OpraHU3auMio, C YKasaHMEM AaTbl NOCTYNAEHUS 3a8BKU U ee PerncTpalMoHHOro
HoMepa, AaTbl HanpaB/ieHMA 3aABUTENIO0 NOANMCAHHOIO CeTeBOW opraHu3aument aorosopa 06 oKasaHum
ycnyru;

CBEAEHWN O cTaTyce WCMOSIHEeHWs [0roBOpa OKas3aHWs YCAYrM C YKasaHWMem MJIaHOBbIX CPOKOB
WCNOJIHEHUS, 33 UCKNOYEHMEM [0rOBOPOB HA OKasaHMe yC/ayrn no nepepayve 31eKTPUYECKOM SHepruu.
CBefeHuns No goroBopam 06 OCYLLECTBJEHUM TEXHONOMMYECKOro MPUCOeAMHEHUS AOJIKHbI BKAOYATb
MHbOPMAUMIO O AaTe 3aKAHYEHUA LOrOBOpPA, XOA4E BbINOJHEHUS CETEBOW OpraHM3aumeint TEXHUYECKUX
ycnoBuii, GaKkTUYeCcKoM NpucoeamHeHnn, COCTaBAEHUN U NOANNCAHUN LOKYMEHTOB O TEXHO/IOMMYECKOM
npucoeguMHeHuu;

CYETOB Ha oNaaTy YC/Ayr No TEXHONOMMYECKOMY NPUCOEANHEHMIO;

CBeAEeHMN 0 NOKasaHMAX NPUBOPOB yyeTa No TOYKAM yUYeTa 3/1IeKTPUYECKON sHeprum notTpebutens
M CTAaTUCTUKe nNOTpebnieHMA 3SNeKTPUYECKOM I3SHeprmMm Ha MOMEHT MOCNefHero CHATUA CeTeBoW
opraHusaumMer TaKux [MOKasaHW WAM BBEAEHMSA MNOKasaHWM npubopa ydyeta noTpebutenem
CaMOCTOATENbHO;

CBEZIEHNN O CTaTyce PacCMOTPEHMA o0bpalleHUs, HanpaBJEHHOro B CETEeBYHD OpraHu3auuio B
3/IeKTPOHHOM popme.

37. Ooctyn K nMYHOMY KabuHeTy noTpebuTtena ocyllecTBasetcs nociae BBoAa noTpebutenem



CBOUX NAEHTUPUKALUMOHHBIX AAaHHbIX: UMEHM (NOrMHa) 1 Napons U (MAK) No perucTpaLmMoHHOMY HOMepY
3asBKUW Ha OKasaHue ycayr (oTAeNbHbIX Npoueayp) v Naposko, KOTopble BbiAaTCa NoTpebuTento:

a) Npy 04HOM 06paLLEHMM B CETEBYIO OpPraHM3aLmio;

6) No nMcbMeHHOMY 3anpocy noTpebuTens;

B) mocsie 3anonHeHus noTpebutenem skpaHHoin Gopmbl Beb-uHTepdelica odpumanbHOro caiTa
CeTeBOl OpraHM3aLmUKn perncTpaumnm.

38. Paspgen «[loTpebutensm» opUUMANBHOIO caliTa CETEeBOW OpraHM3auMm peKomeHAayeTcs
pa3pabaTbiBaTbh B COOTBETCTBUM C NpunoxkeHnem N2 6 K HacToswmm EguHbim cTaHAapTam.

IV. Mpuem n paccmoTpeHune obpalueHnin notpebutenen

39. NoTpebutenam obecneynsaeTca paccMoTpeHMe 0bpaLLeHNI B YCTAaHOBIEHHbIE CPOKMU.

40. CeTeBas opraHM3auma Npu paccMmoTpeHnn obpaleHnin notTpebuTenein obecneymsaeT npuem u
PervcTpaumio NOCTyNUBLIEro B aApec CeTEBOM opraHM3aunmn obpalieHma notpebutensa (B NMCbMEHHOM,
3NEKTPOHHOMN, YCTHON dopMe, C Ucnonb3oBaHUeEM TenedoHHOM cBAsun). Mpu perucTpaymm obpalieHus
dUKcMpyeTca KOHTaKTHas WMHdopmauma notpebutens, Aata MNocTynieHUs ob6palieHuna U BXOAALMIA
PEervcTPaLnOHHbIA HoMep 0bpaLeHus.

41. CeTeBan OpraHuWsaums HanpasasaeT NOTPebUTeNt0 OTBET MO CyLLecTBY Ha ero obpalweHue B
cnepytowme CPoKu:

a) OTBET HA NUCbMeHHOe obpalleHMe noTpebutena Ha bymarkHom HocuTene - B TeyeHue 30 aHel
CO OHA perunctpaumm obpalleHma ceTeBOW OpraHusauMein, B C/ly4ae ecin MHOe He NpenycMOTPEHO
3aKoHoAaTenbcTBOM Poccuiickoin ®eaepauymu;

6) obpalleHne noTpebuTens, HanpasaeHHOe C UCMO/b30BaHNEM odpULMaNbHOrO caiTa B popme
9NEKTPOHHOIO [OOKYMEHTa, - B CPOKM, YKasaHHble B npuaoxeHum Ne 5 K HactoAawmm EgnHbiM
CTaHOapTaMm;

B) OTBET Ha obpalleHne noTpebutena c ncnonb3oBaHUem TenepoHHON CBA3U NpeaocTaBaseTca
HenocpeaACcTBEHHO B MOMEHT obpalueHuna notpebutens. B cnyvyae HEBO3MOXKHOCTM NPeAOCTaBUTL OTBET
B MOMEHT obpalweHus notpebutensa paboOTHMK ceTeBOM OpraHM3auMuM 3anUCbIBAeT KOHTAKTHYIO
nHbopmaumto noTpebutena n He NnosgHee 4 YacoB C MOMEHTA PerMcTpaLmumn obpalleHns npegocTaBaseT
oTBET NoTpebuTento;

r) echm obpalieHne notTpebutensa ¢ ucnosib3oBaHMem TenedOHHOM CBA3M COAEPHKUT Kanoby u
$aKTbl, U3/10XKEHHbIe B TaKOM *Kanobe, TpebyloT aHanM3a maTepuasoB No obpalieHuo notTpebutens,
paboOTHMK ceTeBOW OpraHuMsaumMm, NpUHABLWIKK TenedOoHHbIA Bbi30B, 0bOpmMAseT Kanoby B dopme
3NEKTPOHHOTO [OKYMEHTa, KOTOpbIA PEerucTpupyeTcs B YCTaHOB/AEHHOM nopagKke. Cpok oTseTa
noTpebuTento No Takon *Kanobe He AoxKeH npesblwaTb 30 AHeN co AHA perncTpaunmn obpaleHus;

A) OTBeT Ha ycTHoe obpalleHne notpebutens B oduc o0b6CAyXKUBaAHMA noTpebutenei
npeLoCcTaBAseTCs HENOCPEACTBEHHO NPU NocelleHnn noTpebuTtenem oduca. B cnyvae HEBOIMOXKHOCTH
npefocTaBAeHNA OTBETa Ha obpalieHue MnoTpebuTens nNpu OCYLWECTBNEHUN OYHOTO O6CNYXKMBAHUA
notpebuTtens, a TakxKe ecnn obpalleHue NoTpebuTens COAepKUT XKanoby M ¢aKTbl, U3NOXKEHHbIE B
TaKoW »anobe, TpebylOT aHanM3a maTepuasnoB Mo Ob6paLLeHMIO noTpebutens, pPaboTHUK ceTeBoW
OpraHu3aumMn OO/IKEH NPeaNoXUTb NoTPebuTento HanpaBUTb B CETEBYHD OpraHM3aumio NMUCbMeHHoe
obpaweHve unm odpopmutb obpalweHne B oduce obCAyKMBAHMSA Ha TunoBom 6naHke. [ocne
3aMN0/IHEHMA M NoANWUCaHUA noTpebuTtenem bnaHka obpaleHuAa Takoe obpalleHue perucTpupyercs.
Cpok oTBeTa Ha Takoe obpalleHure He AoKeH npesblwaTb 30 AHel co AHA perucTpaumm obpalleHus.

42. B cnyyae ecan u3NOXKeHHble B obpaweHun noTpebuTens BOMPOCbI HE OTHOCATCA K
KOMMNETEeHLUMMN CeTEBON OpraHM3aumm, paboTHUK CeTeBOM OpraHn3aummn He nosgHee 5 pabounx gHein co
OHA peructpaumm obpaweHna MHGopMUpyeT NoTpedbuTens O HeBO3SMOXKHOCTM NpPeAoCTaB/eHUA emy
OTBETa MO CYLLECTBY M3/I0XKEHHbIX B 0OpaLleHMM BONPOCOB M COOBLLAET KOHTaKTHYO WMHbOPMaumio
OpraHu3aLmii, K KOMNeTEHLUN KOTOPbIX OTHOCATCA TaKMe BONPOCHI.

43. OG6bpalleHne notpebutena o nNpefocTaBAEHUN CNpPaBOYHOW MHbopMaumuM U (Man)
KOHCY/NbTAUMW CYUTAETCA PACCMOTPEHHbIM, ecin notpebutento HanpasneH (NpegocTaBieH) OTBET C
3anpalwmBaemon nHdopmaumen.

44, Ob6pauweHue noTpebuTtens, copeprkawiee XKanoby, CUMTAETCA PACCMOTPEHHbLIM CETEBOM
opraHusaumen, ecnm:



a) ycTaHoBneHa OOOCHOBAHHOCTb (HEOHOCHOBAHHOCTb) 3asBAIEHUSA O HapylIeHWUM MNpaB WM
OXpPaHAEMbIX 3aKOHOM MHTEpPEeCcoB NOTPebuTeNs, B TOM YMCae O NPEAOCTaBAEHUN YCAYT HEHAO/1EKALLErO
KayecTBa;

6) B cnydyae HeobxoaMMoOCTM NO O06OCHOBAHHbLIM anobam onpeaeneHbl MeponpuaTUs,
HanpaB/ieHHble Ha BOCCTAHOBJ/IEHME HAPYLWEHHbIX NPaB MAM OXPaHAEMbIX 33aKOHOM WHTepecoB
notpebutens (aanee - KOppeKTUPYyOLWMe Mepbl);

B) HanpasaeH (NpegocTaBaeH) oTBET NOTpebuTento No obpaleHuto:

B C/ly4yae NpU3HaHMA ¥Kanobbl HEO6OCHOBAHHOM B OTBETE NPEeAOCTaBAATCA apPryMeHTUPOBAHHbIE
pa3bACHEHMA B OTHOWEHMM OTCYTCTBUA OCHOBaHUI 1A ee yA0BNETBOPEHUS;

B C/y4ae Npu3HaHUA XKanobbl 060CHOBAHHOM B OTBETe NOTPebUTENtO YKa3biBAlOTCA, Kakue npasa
WUAWN 3aKOHHble WHTepecbl NoTpebuTens NoAneXaT BOCCTAHOBMEHWIO U B Kakom nopagke. Ecav no
anobe HeobxogMma peanu3auma KOPPEKTUPYIOLWLMX Mep, B OTBETE MNOTPebUTento yKasbiBaeTcA
NAaHUPYEMbIA CPOK UX peanmnsaumu.

45. PaccmoTpeHue obpalleHna He npoussoguTca (c yBegomneHumem ob sTom notpebutens) B
cAyYanx:

a) ecnv 0bpaLLeEHME COAEPKUT HELLEH3YPHbIE MO0 OCKOPOUTE/IbHbIE BbIPAXKEHUS;

6) ecnm B 0bpalLleHUM CoAePHKUTCA BOMPOC, Ha KOTOPbI AaHHOMY noTpebutento ycnyr yxe 6bin
npefocTaBAeH OTBET MO CYLLECTBY B CBA3M C paHee HanpaB/ieHHbIMM O6pPALLEHMAMM, U NPU 3TOM B
06paLLeHMM HE NPUBOAATCA HOBbIE AOBOAbI AN 0BCTOATENbCTBA;

B) €CNM OTBET NO CYLLECTBY MOCTaBAEHHOrO B O6palleHMM BOMpoca He MOXKeT ObiTb AaH 6e3
pasriaweHns cBeAeHMUI, COCTaBASAIOLNX KOMMEPYECKYIO TallHY U UHYIO OXPaHAEeMY0 3aKOHOM TaliHy.

46. PaccmoTpeHue obpauleHus (6e3 ysegomneHua notpebutens) He NPOU3BOAUTCA B Cay4Yasx,
€C/IM TEKCT MUCbMEHHOro obpalleHUs He MoAAAeTcsa MPOYTEHUI0 UM B OOpalLeHMM OTCYTCTBYIOT
KOHTaKTHble AaHHble, Heobxoanmble 18 HanpaBieHUs oTBeTa.

V. OcobeHHOCTM 06CnyKMBaHMA NOTpebuTenen npu okasaHuu
YCNYT M0 TEXHO/IOTMYECKOMY NPUCOEANHEHUIO

47. CeTeBas opraHusauma obecneuymBaeT notTpedbuTenam - GpU3MUYECKUM ML aM, MAKCUMAsbHasA
npucoegMHEeHHass MOLLHOCTb 3SHEPronpMHMMAIOLLMX YCTPOMCTB KOTOPbIX cocTaBnfeT Ao 15 KBT
BK/OUMTENBHO (C yYeTOM paHee MPUCOEAMHEHHbIX B  JaHHOMW TOYKe NpucoeauHeHUn
3HEPronpPUHMUMALOLLMX YCTPOMUCTB), BOSMOXKHOCTb:

a) BbICTABNEHWMS CYETA HA onnaTy YCAyrM No TEXHONOrMYECKOMY MPUCOEAMHEHMIO crocobamu,
OONYCKaloWMMN  BO3MOXKHOCTb WMX yaaneHHoW nepegaun (nodyrta, ceTb WMHTEpHET), MO XenaHuio
nortpeburens;

6) BHeceHMa nnaTbl NO A0roBopy 06 OCYWECTBAEHUU TEXHONOrMYECKOro MNpucoeauHeHusa K
3/1IeKTPUYECKMM ceTam 6e3 onnaTbl KOMUCCUMN.

MpunnoxkeHne Ne 1

K EAMHbIM cTaHAapTam KayecTBa
06CNYKMBaAHMA CETEBBIMM OPraHMU3aLUAMM
notpebuTenelt ycnyr ceTeBbix opraHu3aumi



[IACIIOPT YCJIYIU (IIPOLECCA)

CETEBOW OPTAHUBALNMU

HalMMeHOBaHMe YyCJIyI'u

Kpyr zagaButreneym <1>:
PasMep miaTel 3a NpeOOCTaBJIeHME YCJyI'M (Opolecca) M OCHOBAaHME ee B3UMaHMUA:

(npouecca)

YcJioBMS oOKa3aHus yCJayI'u (mnpolecca) <2>:
PesynbTaT okKazaHMUsa yCJIyIu (Hnpouecca) : .
ObmMM CpOK OKaszaHusa yCcJayIu (mpolecca): .
CocTaB, IOCJEeIOBATEJIbHOCTL M CPOKM OKazaHusa yCJayI'M (mpolecca) :
Ne | drtan | CoaepraHue/ycnosus stana dopma Cpok CcblfiKa Ha
I'I/I'l npeanocrtasaeHnA MCNOJIHEeHUNA HOpMaTMBHbIﬁ
NpPaBOBOM aKT
1
2

KonTakTHas mHOOpMaLMS IJig HaNpaBileHMS obOpameHmit <3>:




<1> YKa3bIBaloTCA NLA, KOTOPbIE MOTYT MNOAYYUTb AAHHYIO YCAYTY.

<2> OnucaHue ycnoBuM, MPU KOTOPbIX OKasaHWe ycayrM (npouecca) CTaHOBMTCA BO3MOMKHbIM
(npepoctaBneHne Bcex HEOBXOAMMbBIX AOKYMEHTOB, HanuMume ¢U3MUYECKON BO3MOXHOCTU OKasaHuA
ycnyru (npouecca) v gap.).

<3> YKa3bIBalOTCA KOHTAKTHbIE AaHHbIE UL, KOTOPbIE MOTYT AaTb MCYEPMNbIBAOLLYHO MHGOPMaUUIO
06 OKasblBaeMoW ycayre, NpUHATb Xanoby Ha aelicteua (besaencTene) noapasaeneHusa (paboTHUKA)
ceTeBow OpraHnsauunun, 3aHATONro B OKasaHuUW ycayru, ynoaHOMOYEHHOro oOpraHa MUCMNOJIHUTENbHOMN
BN1ACTU, OCYLLECTBAAIOLLENO HaA30pHble YHKUMK 33 AeATeNbHOCTbIO CETEBON OpraHM3aunm.

MpunorkeHune Ne 2

K EOWHbIM CTaHAapTam KayecTBa
06CNYKMBAHMA CETEBLIMMW OPraHM3aLUAMM
notpebuTtenen ycnyr ceTesblX opraHn3aLmi

TPEEOBAHUA
K OPTAHM3ALMM ODUCOB OBC/TYKUBAHMA NOTPEBUTE/NEN
CETEBbIMU OPTAHU3ALUUMAMU

1. Mpn 060pya0BaHUM LLEHTPOB 0b6CNYKMBAHUA NOTPebUTeNEl B KIMEHTCKOM 3a/e NPOU3BOANTCA
30HMPOBAHWE MOMeLlLeHUns, obecneunBatollee ero pasgeneHne Ha [ABe 30Hbl: KAMEHTCKYIO U 30HY
pasmelleHma paboTHUKOB, OCYLLECTBAAIOLLNX 0OCNYXKMBaAHME NoTpebuTenen.

2. UeHTpbl o06cnyxuBaHMA noTpebuTeneir cHabxKatotca MHPOPMALMOHHBIMK  TabanyKamu
(BbIBECKAMM) C NOTOTMNOM CETEBOWM OpraHMU3aLnmn:

a) Ha Bxoge B 34aHMe pasmellaeTcA BbiBeCKa C MHOpMauMein: HaMMeHOBaHWe CeTeBOW
opraHu3aumMn, noYTOBbIM agpec, rpaduk paboTbl UeHTpa obcaymBaHMA noTpebuteneit, appec
3NEKTPOHHOM NoYTbl, TenedoH LLEeHTPa 0bCNYKMBAHUA NOTpebuTenelt U ropadven AMHUM NO BOMPOCaAM
3NEKTPOCHabXKeHMA CeTEBOMN OpraHn3auuu;

6) B NnomMeLLeHNN - BbIBECKM C 0O6O3HAYEHMEM MECT OYHOro Npuema notpebuTenei, cnyRebHbIX
NomeLLeHWNI, He NpeaHa3HAYeHHbIX 419 O4YHOro NpMemMa noTpebuTenei;

B) B K/IMEHTCKOM 3a/ie - BbIBECKM Ha OKHax 0b6CnyXuBaHWA notpebuteneit okono paboumx mect
paboTHMKOB.

3. B KNMEHTCKOM 3ane LeHTpa 06CnyKMBaHMA NoTpebuTenei opraHU3yeTca 30Ha OXUAAHMA 4NA
notpebuTtenei, No3BonstoWan PasMecTUTb NOTPebuUTenen B NMKoBble AHWU (Yackl) npuema. Mnowasap
30Hbl OXKMAAHUA COCTaBAAET He MeHee 4 KBagpaTHbIX METPOB Ha OA4HOro PaboTHMKa, 0BCAyKMBAOLWLErO
notpebutens (ogHOro okHa obcny:KMBaHuA). B 30He oXKnaaHuA obecneymBaeTcs Haivume mebenun ans
MCNONb30BaHUA NOTPEOUTENAMMN BO BPEMA OXUAAHMA: HE MEHee OAHOro CMAAYero Mecta Ha OZHOro
paboTHMKa, obcnyKunBatoLLero notTpebutens (ogHOro okHa 06CNyKMBaHUA), He BKIOYAA cngaumne mecra
HenocpeacTBEHHO AnA npuema notpebutenein, OTAENbHOrO CToNAa W CTyna ana odpopmneHus
OOKYMEHTOB BO BPEMA OXKUAAHWUA, KAHLLENAPCKUX NPUHAANEKHOCTEN.

4. 30Ha OXMAAHUA KAMEHTCKOro 3ana OcCHaWwaetca MHOOPMALMOHHbIMKM  CTEeHAAMU €
Heobxoaumon ana notpebutens wuHpopmaumert B cooTBeTcTBUM co CTaHAapTamu  pPacKpbITMA
MHPOPMaLUKN cybbeKTaMn ONTOBOTO M PO3HUYHBIX PbIHKOB 3/1EKTPUYECKON IHEPrum, yTBepPKAEHHbIMU
noctaHosneHnem lMpaButenbctea Poccuiickon ®eaepaumm ot 21 aHBapa 2004 r. Ne 24, a TaKxKe co
cneayowen nHbopmaumei:

4.1. rpaduK paboTbl odpuca obcnyKnMBaHUA noTpebuteneil;

4.2. NoYTOBbIN aApeC U 3NEKTPOHHbIM agpec odULUMANbHOTO CaiTa CETEBOWM OpraHM3aumm, agpec
3NEKTPOHHOM NoYThbl, TenedoHHble HOMepa LLeHTPa 06CNyKMBaHUS NOTPebuTenen u ropayen AMHUM No
BOMNPOCAM 3/IeKTPOCHAbXeHNA CeTeBOM OpraHuWsaumu, Mo KOTOPbIM OCYLLECTBASETCS 3a04yHoe



obcnyuBaHue notpebutenein, TeppuTopms 06CNYKMBAHMA CETEBON OpraHn3aumu;

4.3. nopAagoK nogaynm M paccMoTpeHusa obpalweHun notpebuteneirt, cogeprkalmx Kanobbl Ha
OENCTBUA CeTEBOM OpraHM3aumu, ¢ YKasaHMEM CPOKOB PAacCMOTPeEHUA obpalLeHui N NpeaocTaBaeHns
oTBeTa;

4.4. nopALOK U CPOKM 3aKAOYEHMA A0roBopa 06 OKasaHWKM ycayr No nepegayve 31eKTPUYECKoi
3Heprun, NpeaycMoTpeHHbIe 3aKOHOAaTeNbCTBOM Poccuiickoin Deaepaumm;

4.5. nopagoK NoAaym 3aABKM Ha TEXHONOMMYECKOE NPUCOEANHEHNE, OCHOBHbIE 3Tarnbl U CPOKK ee
paccMOTPEHMA, CBEAEHUA, KOTOPbIE AO/IKHbI COAEPKaTbCA B 3aABKe, TpebOBaHMA K NpUaaraemblim K He
OOKYMEeHTam;

4.6. Tapudbl Ha YCAyrK NO Nepesaye 31EKTPUYECKON IHEPTUN Ha TEKYLLUIA Nepuog, PeryinpoBaHus
C YKa3aHMeM UCTOYHMKA oduLManbHOro onybaMKOBaHMA pelleHnsa OpraHa UCMNOJHUTENbHOW BNACTU B
061acTV rocy4apCcTBEHHOTO peryampoBaHua Tapndos cybbekTa Poccuinickon Pepepaunu;

4.7. Tapudbl Ha TEXHONOTMYECKOE MNPUCOEAMHEHME HA TEKyWMIi nepuos, PeryivpoBaHusa C
yKa3aHMeM WUCTOYHMKA OdMLMaNbHOrO onybaAMKOBAaHMA pelleHuAa OpraHa WCNOAHMTENbHOM BAacTU B
061aCTV rocyAapCcTBEHHOMO peryanpoBaHusa Tapndos cybbekTa Poccuninickon Pegepaunu;

4.8. 6NaHKM TUNOBbIX AOKYMEHTOB MO TEXHONOTMYECKOMY NPUCOEAMHEHWNIO, HA OKA3aHWe yCayr no
nepesgaye 3NeKTPUYECKOM IHEPTUM U NPOoYeE;

4.9. NopAAoK OCyLWEeCTBAEHUA KOMMEPYECKOrO yyeTa CEeTeBbIMM OPraHM3auMAMK, B TOM YMCAe
TpeboBaHMA K MecTam YCTAaHOBKM NPUOOPOB Yy4yeTa, CXeMbl MOAKAOYEHUA M  METPOSIOrMYecKkue
XapaKTepPUCTUKM NpNBOpPOoB yyeTa;

4.10. HaumeHoBaHWe NpPUOOPOB yyeTa, YCTaHOBKY KOTOPbIX OCYLLECTB/ISIET CETEBAA OpraHM3aums,
MX CTOMMOCTb M CTOMMOCTb PaboT N0 UX YCTAHOBKE;

4.11. EanHble cTaHAApTbl KavyecTBa OOCAYKMBAHWS CETEBbIMW OpraHMsaumMamu notpebuteneit
CeTeBbIX OpraHn3aunii;

4.12. nacnopT yCAyr CEeTEBOM OpraHM3auuu;

4.13. KHura ¥anob u npeanoxeHni.

5. Mpu HeobxogumocTn B LeHTpe obcnyxkmBaHua noTpebuteneit obecneumBaeTca Haanuume
naaTeXKHOro TepMUHaNa 1a onaaTbl YCAYr CETEBOM KOMMAHUM.

6. Ecv B KNMEHTCKOM 3ane 0bc/y»KMBaHMe ocyliecTseTca 6onee yem 4 paboTHMKamu (6onee
yem 4 OKHa 0B6CANYKMBaHMA), 30Ha OXMAAHUA 06OPYAYyEeTCA SNEKTPOHHOW CUCTEMOM YnpaB/ieHus
oyepenplo, KOTOpas MpegHasHayeHa ONTUMM3NPOBATb MNOTOKW noceTuTenen. WHCTpyKuma no
3KcnayaTauum cucTeMbl YNPaBAEHUA oYepeablo M CXeMa pasmeLlatoTca Ha MHPOPMaLMOHHOM CTeHe.

7. TMomelweHWe UeHTpa o0b6CAyKMBaHMA nNoOTpebuTenen obopyayeTca NPOTUBOMOMKAPHOM
CUCTEMOM, CPEACTBAMM MNOXKAPOTYLWEHUA, a TaKXKe LEHTPANIM30BaHHON CUCTEMOM ONOBELLEeHUS
nocetTuTenen u paboTHUKOB LLEHTPA OBCNYKMBAHMA O NOXKAPE U APYIUX KPUIUCHBIX CUTYaLMSAX.

8. B nomeweHnn ueHTpa obCAYyKMBaHMA NoTpebuTeneit obecneuymBaeTcs HaAMuYME NUTbEBOW
BOZbl, aNTEYKM.

9. B ueHTpe obcnyxuBaHMA noTpebuTeneint obecneumsaeTca 6HesonacHocTb noTpebutenein u
paboTHMKOB.

10. B 3maHuKM ueHTpa obcnyKMBaHUA noTpebuteneit obecneumsaeTca AOCTyNn NoceTutenein B
CaHy3/bl.

11. B oTHOWeEHWN NYHKTOB 06CAYyKMBaHUA noTpebuteneit cetesas opraHusauma obecneyvsaet
TpeboBaHMA NYHKTOB 2, 4, 8, 9 HacToALLEro NPUAOKeHUs K EQnHbIM cTaHgapTam.

Kpome TOro, B nyHkTe obcayKmBaHWA obecneumBaetcs Haanume mebenu gna MCNonb3OBaHMA
notpebutenimm BO BPeEMA OXWAAHWA: HE MeHee OAHOro CMAAYEero mecTa Ha OAHOro paboTHWMKa,
obcnykumBatowero notpebutena (ogHOro OKHa o0OCNYyXKMBAHWA), He BK/AOYAA cuAAYMe MecTa
HenocpeacTBEHHO AnA npuema notpebutenei, ctona u ctyna aAna obopmMaeHUa AOKYMEHTOB BO BpeMsA
OXKMUAAHUA, KAHLENAPCKMX NPUHASNEKHOCTEN (pyYrM, Bymara ana sanucei).

MpunorkeHune Ne 3



K EAMHbIM CTaHaapTam KayecTsa
06CcNyKMBAHNA CETEBLIMU OPraHU3aLUaAMU
noTpebuTenei ycayr ceTeBbix opraHusaumm

OCHOBHbIE ENCTBKA
CETEBOW OPTAHWM3ALIMWM MPWU OCYLLECTBNEHUM OYHOTO OBC/TYXKMBAHKA
NOTPEBUTE/NIEN B O®UCAX OBC/TYKUBAHWUA NOTPEBUTENEN



Ne OCHOBHble AeNCTBUA CETEBOM OpraHU3aL MM NPU OCYLLECTBNIEHUN OYHOFO 06CNYKUBAHUA
notpebutenei B opmcax obcnyKMBaHus notpebutenei

1 Mpuem w pernctpauma O4YHOro obpaweHua NoTpebuTens, PerucTpauma  KOHTAKTHOM
MHbOPMaUUKM NoTpebutensa, NpoBepKa KOPPEKTHOCTM OGOPMIEHUA 3aABOK Ha OKA3aHUe YCayr,
KOMMNEKTHOCTM SOKYMEHTOB M NOJIHOTbI CBEAEHMUI B 3asiBKE B COOTBETCTBMM C TpeboBaHUAMM
HOPMAaTUBHbIX MPABOBbIX AaKTOB:

1.1 npuvem *anobbl noTpebuTensa B NMCbMeHHOM popme

1.2 nprem 3anaBKMK/3aABNEHNA HA OKa3aHMWe YCayr B NTMCbMeHHOM Gopme, B TOM Yncne:

1.2.1 32ABKWN Ha TEXHOI0MMYECcKoe npucoeanHeHmne

1.2.2 obpalleHMa noTpebuTens O NPoAJEHUU CPOKA AEWUCTBUA paHee BblAAHHbIX TEXHUYECKMX
ycnosui

1.2.3 3aABNEHUA O BOCCTAHOB/IEHMM paHee BbIAAHHbIX TEXHWUYECKUX YCNOBMM, yTpaTa KOTOPbIX
HacTynuna B CBA3M C JIMKBUZAUWEN, peopraHMsaument, npekpalleHnem AeAaTeNbHOCTU
npesKHero Biagenbla (3assuTens), Npoaarkeit 06bEeKTOB 1 MO UHbIM MPUYMHAM

1.2.4 YBEAOMNEHUA O 3aK/OYEHMM COMNAlleHUs O nepepacnpeseneHnn npucoegmHeHHOM
MOLLLHOCTU

1.2.5 3aABAEHMA Ha 3aK/o4eHMe A0roBopa 06 OKa3aHWM YCayr No nepeaayde 3/1eKTPUYECKOM SHEPTUM

1.2.6 3anpoca O COrNacoBaHWM MecTa YCTAaHOBKM Mpubopa y4yeTa, cxeMbl NogKatoveHus npubopa
yyeTa WM UHbIX KOMMOHEHTOB W3MepPUTE/IbHbIX KOMIMJIEKCOB M CUCTEM Yy4yeTa, a TaKxke
METPOJIOTMYECKNX XapaKTepPUCTUK npubopa yyeTa

1.2.7 3aABKM 0 HEOBXOAMMOCTM CHATUA NOKA3aHMUI cyLLecTBytowero npnbopa yyeta

1.2.8 33ABKM Ha OCYyLLECTB/IEHME A0NYCKa B 3KCNayaTaumto npubopa yyeta

1.2.9 3anBAeHMA Ha 060py0BaHME TOYKM MNOCTaBKM Npnbopamm yyeta

1.2.10 | 3anABKM Ha YCTAHOBKY, 3aMeHy U (1K) aKcnayaTaumio Nnpubopos yyeTa

1.3 npuem cooblueHnin o 6es3aoroBopHom (6e3yyeTHoOM) NOTPEBNEHUM INEKTPUUECKON SHEPTUN, O
XMLLEHUM OOBEKTOB 3/1EKTPOCETEBOIO XO3AMCTBA

2 Mpuvem NoKasaHuit NpMbopPOB yyeTa 3NEKTPUYECKON SHEpPrnn

3 MpefocTaBneHne cnpaBoYHOM MHPOPMALMM O AeATENbHOCTM CETEBOM OpraHuWsaumm no
BONPOCaM OKa3aHWs yCAyr CeTeBOW OpraHuMsauuu, B TOM 4Yuciae NpeaocTaB/ieHue TUMOBbIX
$opM LOKYMEHTOB

4 MpefocTaBneHne KOHCYAbTALLMA NO BONPOCAM OKa3aHMA YCAyr CeTEBOM OpraHn3aumiu.

B cnyyae otcytctBua MHPOpMaummM y paboTHMKA, OCYLLECTBASIOLWLErO OYHbIM npuem, Ans
NpesocTaBNEHUS KOHCYNbTALMU PabOTHWK PEerucTpupyer nMcbMeHHoe obpalleHue, OTBET Ha




KOTOpOE NpenocrtaBnAeTCA B Te4yeHue 30 ,D,He%

MpepocTaBneHve MHGOPMaLMK O CTaTyce UCMONHEHNA 3a8BKM HA OKasaHWe ycayr (npouecca),
[OroBOpa OKasaHWA yCayr, pacCMOTPeHUs obpalleHns, COAEePKaLLEro Kanoby

Bblgaya AOKYMEHTOB NoTpebutensam, B TOM Yuc/ie LOrOBOPOB Ha OKasaHWe YCAyr, KBUTaHLMN,
cYeToB-aKTyp Ha ON/aTy ycayr, AOKYMEHTOB MO pe3y/ibTaTamM OKa3aHWA ycayr (aKToB), aKToOB
6e3yuyeTHoro (6e3aoroBopHOro) NnoTpebaeHns 3NEKTPUYECKOM SHEPTUMU

MpepnocTaBneHne WHOOPMaLMKM O MNPUYMHAX M CPOKax MNaHOBbLIX MepepbiBOB Nepeaaqn
3NEKTPUYECKOMN 3Heprum, NnpudmMHax HecobaoaeHna TpebosaHMIA K NapameTpam ee KayecTsa, O
AaTe U BpemMeHW BOCCTAaHOBMEHWA nepefayn >SNEeKTPUUECKOM 3SHepruu, a TakKe 06
obecneyeHnn COOTBETCTBUSA KayecTBa 3NEeKTPUYEcKom aHeprum TpeboBaHMAM
3aKoHO4aTeNbCTBa.

Mpu oTcyTcTBUN MHOPMALUM Yy PabOTHMKA Ha MOMEHT MnocelleHns paboTHUK npeaocTaBaseT
OTBET NnoTpebutento He nosaHee 4 YacoB C MOMEHTa PErucTpaumMm obpalLeHMs C 3anpoCOM.
Ecnn obpalieHmne coaepKuUT Kanoby n nsnoxeHHble GakTbl TPeOYIOT aHaM3a MaTepuanos, To
paboTHMK npepgsiaraeT MNOTPebuTeNlo HanpaBuUTb B CETEBYHD OPraHM3aumio MUCbMEHHOoe
obpaueHmne B Gopme 3/IEKTPOHHOrO AOKYMeHTa uam odopmMutb obpalleHMe Ha TUMOBOM
6/1aHKe Npu noceweHnn, OTBET nNpeaocTaBaseTcs B TedeHme 30 gHel

Mpuem nnaTtexken 3a okasaHMe yCayr (B LeHTpax obcnyRunsaHua notpebutenei)

Bblgaya MHANMBMAYANBHOIO IOTMHA W NapoAs ANA AOCTYNa B IMYHbIA KabuHeT noTpebutens

10

MpoBeaeHMe LeNEBbIX OMPOCOB, aHKETUPOBaHMA MOTPebutenen [ANA OLEHKM KayecTsa
OKa3bIBaeMbIX YCAYT N 0B6CAYKNBAHUA

OCHOBHbIE AENCTBUA

Mpunoxkenne Ne 4

K EAMHBbIM CTaHOapTam KayecTsa
06CNYKMBaAHMA CETEBBIMMW OPraHMU3aLUAMM
notpebutenen ycnyr ceTeBblX opraHM3aLmi

CETEBOW OPTAHWM3ALIMK MNP OCYLLECTBNEHWUM 3AOYHOIO OBC/TYKUBAHUA

NMOTPEBUTE/EN C MICNO/Ib3OBAHWUEM TENEDGOHHOW CBA3N



OcHoBHble feMCTBUA CeTEBOW OPraHM3aLLMm NPM OCyLLECTBIEHNMN 3a04YHOTO 06CNYKMBAHNA
notpebuteneit nocpeacTsom TenedpoHHOM CBA3U

Mpuem, peructpaumn, obpaboTKa BXOAAWMX BbI3OBOB MNOTPebUTeNei C 3anpocom CnpaBoOYHOM
MHPOpMaLMK, No BoMpocam NpeaocTaB/ieHnUs OTBeTa NoTpebuTento M 3anucu notpebuteneit Ha
npvem B od1c 06CNyKMBAHMSA NO BONPOCAM:

1.1

ocyuwecrtB/sieHNA TeEXHONOrM4eCKoro npncoegnHeHUA

1.2

OKa3aHWhA ycnyr no nepepaye 3!'IEKTpM‘-IECK0171 IHEpPrnmn

1.3

OpraHunsaunn y4yeta 3I1€KTpVILIECKOl7I HEpPrum

1.4

obcnyKmMBaHUA noTpebuTenei

15

NoJlyYeHNa KOHTaKTHON MHGOPMaLLMM CETEBOI OpraHM3aLumn U opraHusaumnin, paboTatowmx B chepe
3HEepreTUKN Ha TEPPUTOPUN AEATENbHOCTM CETEBOW OpraHMU3aLLmm

Mpuem, pernctpauns, o6paboTka BXO4ALLMX BbI3OBOB NOTPebUTENEN NO BONPOCAaM KOHCYNbTaLMiA 1
npeaocTaBneHMsa oTBeTa noTpebuTento

Mpvem noKasaHMi NPMBOPOB Yy4yeTa 3INEKTPUYECKON ISHEPrMM B CAy4YanX, MPesyCMOTPEHHbIX
OCHOBHbIMW MONOXKEHUAMU GYHKLMOHMPOBAHMA PO3HUYHbLIX PbIHKOB 3/IEKTPUYECKOM 3HEepruu,
yTBEPXAEHHbIMW NocTaHoBAeHWeM [MpaBuTenbctBa Poccuiickoit ®epepaumm ot 4 maa 2012 r. Ne
442

Mpuem, peructpaums, o6paboTka BXOAALWMX BbI3OBOB NOTpebutenein c coobuweHvem o
6e34,0roBOPHOM M Oe3y4yeTHOM NOTPEBNEHUM INEKTPUUYECKOM SHEPTMKM, a TaKKe O XMLLEHWUU
06BbEKTOB 31EKTPOCETEBOrO X03AMCTBA CETEBOMN OpraHM3aumm

4.1

Mpuem, pernctpaumsa, obpaboTKa BXoAAWMX BbI3OBOB noTpebutenein ¢ coobuieHnem o
HECOOTBETCTBMM KAyecTBa 3/IEKTPUYECKOW 3IHEPrM TEeXHWYECKMM perameHTam W UHbIM
obAzatenbHbiM TpeboBaHuAM. [lepegaya yKasaHHbIX COOOLLEHWI OnepaTMBHOMY MNepPCoHany
ceTeBoW opraHmsaumnm (Npyu HeobxoAMMOCTH)

4.2

Mpuem, pernctpaumsa, obpaboTKa BXOAAWMX BbI3OBOB MoTpebutenein ¢ coobuieHnem o
NpeKkpalweHnn nepefadym  sNeKTpuYeckon sHeprun. [lepefada  yKasaHHbIX  COOBLLEHUNA
onepaTMBHOMY NepCcoHany ceTeBol opraHusaumm (npu HeobxoaMmMocTH)

Mpuem, permuctpauma, obpaboTka BXoAALWMX BbI30BOB NoTpebutenel ¢ sanpocom MHGopmaumm o
NAaHUPYEeMbIX CPOKax BOCCTAaHOBNAEHUA Mepefaynm 3NeKTPUYECKOW 3HeprMM, no BOMpocam
obecneyeHNs COOTBETCTBUA KayecTBa 3/1EKTPUUYECKOW SHEPTUN TEXHUYECKUM pernaMeHTamM 1 UHbIM
obna3aTenbHbIM TpeboBaHMAM

OCYLLI,GCTBJ'IEHI/IE nexooAawnx BbiI30BOB 419 yBEOOMIEHUA I'IOTpE6VIT€I'I€l7I 06 aBapMﬁHle CUTyaumnax e
INEKTPUYECKUX CEeTAX, PEMOHTHbIX U I'IpOd)Ml'IaKTMLIeCKMX paﬁoTax B nopAagke wn CPOKW,




YCTaHOB/IEHHbIE OTOBOPOM Ha YCNyrn no nepegadve 3!'IEKTpW‘IECKOI\;1 IHEpPrmmn

OCYLLI,ECTBJ'IEHME ncexoaAawmMx BbI3OBOB AO1A yBEOOMANEHUA ﬂOTpe6MTEHEﬁ npun ocywecrBneHnn
TEXHO/IOrM4YEeCKOro npncoeanHeHnA, okasaHMA ycayr no nepegaye 3ﬂ6KTpM‘-IECKOﬁ SHEprmn n npu
OCyWwecCTB/IEHNN KOMMEPHECKOTIO y4eTa 3]18KTpVI‘-I€CKOﬁ IHEpPrnmn

OCYLLI,ECTBJ'IEHME ncexoaAawmMx Bbl30BOB AN1A OTBETA I'IOTpe6MTEI'IF|M Ha 06paLLI,EHMﬂ, Ha KOTOpble He
6b1710 BO3MOKHOCTU npeanocTtaBuTb OTBET HENOCPEACTBEHHO NMPW NOCTYN/IEHUN O6pa|.I.I,EHVIFI

Mpuem, pernctpauns, obpaboTKa BXOAALLMX BbI30BOB NoTpebuTenei, cogeprkalimx Kanoby, u
npeaocTaBneHMe OTBETa NoTpebutento

MHbopmaumoHHOe B3aMMOAENCTBME C OMEPATMBHbLIM MEPCOHANOM CETEBOW OpraHM3auuu npu
nocTynieHMmM obpaweHnii no BOMpPocam HECOOTBETCTBMA KayecTBa 3/IEKTPUYECKOW 3Hepruu
TEXHUYECKUM PErnamMeHTam M WMHbIM o0bs3aTenbHbIM TpeboBaHUAM, MepepbiBOB, MPeKpalleHun
nepefadun 3NEKTPUYECKOM 3Heprum WHOOPMAUUKM  aBapUMHbIX W MJIAHOBbLIX OTKAOYEHUAX
3N1eKTPO3HEPTUU

MpoBeaeHMe LUENeBbIX OMPOCOB, aHKeTUPOBaHWA noTpebutenein ANA OUEHKM KayecTsa
OKasblBaeMbIX YCAYr U 06CAYKUBaAHMA

MpunoxeHune Ne 5

K EANMHbIM CTaHAapTam KavecTsa
06CNyKMBaHMA CETEBBIMMU OpPraHMU3aLUAMM
notpebuTenelt ycayr ceTeBblX opraHu3aumi

OCHOBHbIE AENCTBUA
CETEBOW OPTAHWU3ALIMM MPU OCYLLEECTBNEHWM 3A0OYHOIO OBC/TYKUBAHUA
NMOTPEBUTENEN C UCMONIb3OBAHUEM CETU UHTEPHET

OcHoOBHble AeMCTBMA CETEBOMN OpraHM3aumm nNpu NHTepaKT1BHbIM CpoK ucnosnHeHus
OCYLLEeCTBNEHNN 3a04HOI0 06CNYKUBAHUA cepsuc
notpebutenei B cetn NHTepHeT
Mpuem obpalleHuit noTpebutenei ¢ 3anpocom NHTepHeT-npnemHas, | B TeueHne 15 aHen
CNpPaBOYHON MHPOPMALMN YepE3 NHTEPAKTUBHbIE JINYHBIY KabuHeT CO AHA




3/1eKTPOHHble GOpPMbI, NTPeaocTaB/eHME OTBETa
noTpebuTento 1 3anucb NoTpebutenen Ha Nnpuem B
opuc 06CNyKMBAHUA MO BOMPOCAM:

nortpeburens

oTnpaBneHus
obpalleHun

11 OCYLLECTB/IEHMA TEXHOJIOTMYECKOrO MPUCOeANHEHNA

1.2 OKas3aHWs yCayr Nno nepesaye 3N1eKTpUYecKomn
sHeprum

13 OpraHM3auMm yyeTa 3N1EeKTPUYECKON SHEPTUn

1.4 obcnyKMBaHUA notTpebuTenei

1.5 KOHTAKTHOM MHGOPMaLMK CETEBOM OPraHn3aumm u
opraHu3auun, paboTarolmx B chepe sHepreTUKn

2 Mpuem obpaleHnin noTpebuteneli No Bonpocam NHTepHeT-npuemHasn, | B TeueHune 15 gHein
KOHCY/NbTaLUKN Yepes UHTEPAKTUBHbIE 3NEKTPOHHbIE | IMYHbIN KabUHeT CO AHA
dopMmbl 1 NpegocTaBieHne OTBETA NOTPebUTENIO notpeburtens oTnpaBneHuA

obpalleHun

3 Mpuem anob notpebutenei yepes NHTEPaKTUBHbIE | MHTepHeT-NpMemHasn, | B TeueHme 30 aHelt
3NEeKTPOHHble GOpPMbI M NPEAOCTaB/IEHME OTBETA JINYHBIN KabuHeT CO AHA
notpebuTento noTpebutens OTnpas/ieHns

obpalLeHun

4 Mpuem 3aaBKK/3aABNEHNA HA OKA3aHMWe yCayr Yepes B TeyeHune 1 gHA co
WHTEPaKTUBHbIE 3/IEKTPOHHbIE GOPMbI, B TOM YMC/IE: OHA OTnpaBaeHnn

4.1 33ABKW Ha TEXHOJIOTMYECKOe NpucoeanHeHme K obpaleHua B
3N1eKTPUYECKMM CETAM cnyyae

4.2 33ABKKW O HEOBXOAMMOCTUN CHATMA MOKA3aHW KOMMJIEKTHOCTH
cylecTsytoLero npnbopa yyeta JNInyHbIV KabUHET | AOKYMEHTOB U

4.3 332ABKM Ha OCyLLLeCTBAEHWe A0MNYCKa B IKCNayaTauuio notpebutens NONIHOTbI CBEAEHWN
npubopa yyeta B

4.4 3anB/ieHMA Ha obopyaoBaHME TOYKM NOCTABKU 3anBKe/3aABNEHNN
npnbopamm yyeta

4.5 3a1BKM HA YCTaHOBKY, 3aMeHy 1 (uau)
aKcnayaTaumio Nnpmbopos yyeTta

5 Mprem Yepes MHTEPAKTUBHbIE 3N1EKTPOHHbIE GOpMbl | MHTepHeT-NpueMHas, | B TedeHue 1 aHs co

coobLieHnit o besgorosopHom (6esydyeTHom)
noTpebeHnn 3NeKTPUYECKOM SHEPTUU, XULLLEHUMN
06BEKTOB 3/1IEKTPOCETEBOrO X03AMCTBA

JINYHbINA KabuHeT
nortpebutens

[AHA OTNpaBeHus
obpalleHun




6 Mpuem nokasaHU NPMBOPOB yyeTa INEKTPUYECKON | JINUHBIN KabuHeT B TeueHune 1 gHA co
3Heprum notpeburtens OHA OoTnpaBaeHuA

obpalleHun

7 MpepoctasneHne MHGOpPMaLMK O cTaTyce JInuHbI KabuHeT B TeyeHune 1 gHAa co
MCMNOJIHEHUSA 3asBKM Ha OKasaHue ycnyr (npouecca), | notpebutens OHA OoTnpaBaeHuA
[0roBopa OKasaHua ycayr obpaLeHua

8 MpepoctasneHne MHGOpPMaLMK O cTaTyce NHTepHeT-npuemHasn, | B TeyeHne 1 aHA co
pPaccMOTPEHMA 06paLLLEHMA, COAEPHKALLETO Kanoby | NMYHbIN KabuHeT OHA OoTnpaBaeHuA

noTpebutens obpauleHun

9 MpeaocTaBieHne 3/IEKTPOHHbIX KOMUIA AOKYMEHTOB | JINYHbIN KabuHeT B TeyeHue 15 gHen
noTpebuTenam no pesynbTaTam OKasaHuA ycayr notpebutens CO AHA
(akTOB), akTOB He3y4yeTHOro (6€340r0BOPHOIO) oTnpasieHus
noTpebaeHUA SNEeKTPUYECKOMN IHEPTUN obpauleHun

10 Bblgaya nHANMBMAYANBHOTO IOTMHA M NApoAaa gaA UHTepHeT-npnemHas | B TeyeHue 1 gHAa co
A0CTyNna B IMYHbIN KabuHeT noTpebutens [OHSA 3aN0NHEHNSA

perncTpaunoHHoOM
dopmbl

11 YaaneHHbIn ocTyn K NoKkasaHMam npmbopa y4yerta JInyHbI KabuHeT Mpu 3anpoce
Nno TOYKaM y4yeTa 3/1eKTPOIHeprnumn notpebutens, notpebutens
CTaTUCTMKe noTpebneHnsa (Npu HaIMYUU CUCTEMBI
yyeTa C yaaneHHbIM c6opoM AaHHbIX)

12 MpegocTaBneHne cyeTa Ha onaaty ycayr (no JINYHbIN KabuHeT B TeyeHue 15 gHen
TEXHO/I0TMYECKOMY NPUCOEANHEHUIO AN1A NL, C notpebutens CO AHA
3HEepPronpPMHMUMAOLLUMMN YCTPOMCTBAMM OTNpas/ieHns
MaKCMManbHOM MOLLHOCTbIO A0 670 KBT obpaleHusa
BK/IIOYMTENIBHO C Y4ETOM paHee NpMCcoeaNHEHHbIX B
AaHHOW TOYKe NpucoegmHeHuA
3HEepPronpUHUMAOLLMNX YCTPOMCTB)

13 MNpoBeaeHMe LeneBbix ONPOCOB, aHKETUPOBaAHMUA NHTepHeT-nprMemHasn, | Ha noctoAaHHOM
notpebutenei ona OLLEHKM KayecTBa OKa3biBaEMbIX | IMYHbIN KabUHeT oCHOBe
YCAYr v 0b6cnyKmMBaHus notpebutens

14.1 MpeaoctaBneHne MHGOPMALMM O NPUYMHAX U JTNuHbI KabuHeT B TeyeHune 1 gHA
CPOKax MN/IaHOBbIX (BHENIAHOBbIX) OrPaHNUYEHNAX notpeburtens

pexknma noTpebeHnn 3NeKTPUYECKOW SHepPrum




(mowHoCTM) NnoTpebutenei, a TakKe o aaTte u
BPEMEHWN BOCCTAHOB/IEHUS 3N1E€KTPOCHabKeHUs
14.2 MpepocTaBneHne MHGOPMaLMKU O MPUYNHAX B TeueHue 15 gHei

HecobntoaeHuA TpeboBaHUI K NapameTpam CO AHsA

KauyecTBa 3/IEKTPMUYUYECKOMN SHEPTUU, O MEPONPUATUAX oTnpaBaeHnn

n pabotax, HeobxoaMmbix ana obecneyeHusa obpauteHua. Ecam

COOTBETCTBUSA KAYeCTBa 3/IEKTPUYECKOM IHEPTUM N3/10XKEHHbIE

TpeboBaHMAM 3aKOHOAATE/IbCTBA daKTbl TpebyloT
aHanu3a
MaTepuanos, To
CPOK
npeaocTaBAeHUn
oTBETa MOXKeT bbITb
npogneH oo 30
AHel

CTPYKTYPA

PA3LENA «NOTPEBUTENIAM» OGULIMASIBHOTO CANTA
CETEBOW OPFAHM3ALIMK

HavmeHoBaHue CopepaHue OnucaHue
noapasgena
Tepputopus O6wasn nHpopmauyms MepeyeHb 30H AEeATENbHOCTU CETeBOM OpraHusaumm
obcnyKmMBaHms AeTanunsaumeit No HaceneHHbIM MyHKTaM M paloHam
CceTeBOW OpraHM3auuu ropoos, onpeaensiemblx B COOTBETCTBMU C FPaHULLAMMU

MpnnoxkeHne Ne 6

K EANHbIM CTaHAapTam KayvecTBa
06CNYKMBaAHMA CETEBBIMMW OPraHM3aLUAMM
notpebuTtenen ycnyr ceTeBblX opraHM3aLmi



6anaHcoBow NPUHaAONEXHOCTU 3/1EKTPOCETEBOIO
XO3FII71CTBa, HaxogAauleroca B cobCTBEHHOCTHU d)mnmana
nnn  npuHagnexawero emy Ha MWHOM 3aKOHHOM
OCHOBaHUU

TexHu4eckoe coCcToAHne
ceTel

CBeaeHNss 0 TEXHUYECKOM COCTOAHMWU CeTel, B TOM
yncne:

1) cBoAHble AaHHble 06 aBapPUIHBIX OTKAKOYEHUAX B
Mecsl, NO  TpaHuuam  TeppuTopuasbHbIX  30H
0eATeNbHOCTU  OpraHM3aumK, BbI3BaHHbIX aBapUAMM
WA BHEMMIAHOBbIMW  OTK/OYEHMAMM  OBBEKTOB
3/IEKTPOCETEBOrO  XO03AWCTBA, C YKasaHWem AaThbl
aBapPUMHOIO OTK/IOYEHUA OOBEKTOB 3/1EeKTPOCETEBOIO
XO3ANCTBA M BKAOYEHUA UX B paboTy, NpUUYNH aBapuit
(no wutoram paccnefoBaHUs B YCTAHOBJIEHHOM
nopagKe) u MeponpuATUIA MO UX YCTPaAHEHUIO;

2) o6bem HeaOMNOCTaBNEHHOW B pe3y/bTaTe aBapUMHbIX
OTK/IIOYEHMUI INEKTPUYECKON IHEPTUN;

3) BBOA B PEMOHT W BbiBOA4 U3
3/1IeKTPOCETEBbIX OOBLEKTOB C YyKasaHWem
(cBogHas nHdopmauus)

pemMmoHTa
CPOKOB

MNepepayva
3/1IeKTpUYECcKomn
3Heprum

O6buwasn nHdopmauma o
nepegave
3N1EKTPUYECKOI IHEPTUN

MHdopmauma o nepepade 3/NEKTPUYECKON 3SHEpruu,
CXemMa B3aMMOJAENCTBMA YYaCTHMKOB NO nepegaye
3/1EeKTPO3HEPIUM

HopmaTuBHble

MNepeyeHb akTyasIbHbIX HOPMATUBHbIX OKYMEHTOB

[OKYMEHTbI
Macnopta ycayr MepeyeHb nacnopToB Bcex ycayr (npoueccos),
(npoueccos) OKa3blBaeMbIX (ocywectBnsiemblx) ceTeBol

opraHusauueit  notpebutenam  npu nepeaaye

3N1EKTPUYECKOI SHEepPrum

Tunosble ¢popmbl

CDOprI TUNOBbLIX AOOroBOpPOB Ha OKa3aHuWe ycnayr no

AOKYMEHTOB nepeaave 3/1eKTPUYECKOMN 3Heprum
Tapuodsbl Ha ycayrv no Tapudbl Ha ycayrM no nepefade 31eKTPUYECKOM
nepegave 3HEpPrMM Ha TeKyWwuin nepuoa PeryampoBaHua C

3ﬂeKTpMHeCKOﬁ HeEprmn

YKa3aHnem UCTOYHWUKa ocbmu,maanoro OI'Iy6I'IMKOBaHVIF|




peleHMsa opraHa MCNONHUTENbHOW BNacTM B 061acTu
rocyapcTBeHHOro peryavMpoBaHus TapudoB cybbeKTa
Poccuiickoit deaepauymm

BanaHc aneKkTpuyecKoi
3HEeprun 1 MOLLHOCTU

1. OTNycK 3NeKTPUYECKON 3HEeprMM B CeTb M OTMyCK
3/IEKTPUYECKOM IHEPTUM N3 CETU CETEBON KOMNAHWUK MO
YPOBHAM HanpAXeHU, NCNONb3yeMbIM ans
ueHoobpasoBaHMA, NOTPEOUTENAM  INEKTPUYECKOM
3HEepPrun n TeppuUToOPUasIbHbIM CETEBbIM OPraHU3aLUAM,
npucoeanHeHHbIM K ceTAM ceTeBoW OpraHnsauunn.

2. Obbem nepegaHHOM 3NEKTPOSHEPTUX MO A0roBOpPam
06 oOKasaHMM yCayr No nepefade 371eKTPUYECKON
3HeprMm notpebutenam ceTeBol OpraHuM3auun B
pa3pese ypOBHEW HAMPAMXKEHWUN, MCMNONb3YEMbIX ANA
ueHoobpasoBaHuA.

3. MNMoTepn 3N1EKTPUYECKON SHEPTUM B CETAX CETEBOW
opraHusaumm B abCONOTHOM U  OTHOCUTE/IbBHOM
BblPa*KEHUN NO YPOBHAM HaAMpPAXKEHWUS, UCMOJIb3YEMbIM
Ans uenen ueHoobpasoBaHUsA

3aTpaTbl Ha onnaty
notepb

1. 3aTpaTbl CETEBOM OpraHM3aUMM Ha NOKYMKY NoTepb B
COBCTBEHHbIX CETAX.

2. YpoBeHb HOPMATUBHbLIX MOTEPb 37EKTPUYECKOM
3HEPrMn Ha TeKyWMI Nnepuog, C yKasaHMemM UCTOYHMKA
onybAMKOBaHMA pelleHna 06 YCTaHOBNEHUW YPOBHA
HOPMaTMBHbIX NOTEPD.

3. MNepeyeHb MepPONPUATUIN NO CHUKEHWUIO Pa3MepoB
NoTepb B CETAX, @ TAKXKe O CPOKax MX MCNONHEHMA U
NCTOYHMKaX GUHAHCUPOBAHWA.

4. 3aKynKa CceTeBOM oOpraHuMsauMeln 3NeKTPUYEcKoin
3HEpPrMM pgaa KOMMeHcauuu notepb B CETAX M ee
CTOMMOCTW.

5. Pasmep ¢aKkTMyeckMx notepb, OMNIa4YMBaEMbIX
MOKyMmaTensMmyM nMNpuv  OCYLLEeCTB/IEHUM pacyeToB 3a
3/1EKTPUYECKYIO SHEPTUIO MO YPOBHAM HAMPAKEHUS

TexHonormyeckoe

O6wasn nHpopmauyms o

MHPopmauma o0  npouedype  TEXHOOrMYECKOro




npuncoeanHeHue

TEXHO/IOTM4YECKOM npucoeanHeHuA. Cxema B3aMMOAEﬁCTBMﬂ Y4aCTHUKOB
npmncoeanHeHnn npouecca

HOpMaTVIBHbIe I'Iepequb dKTYya/IbHbIX HOPMATUBHbIX OOKYMEHTOB MO
OOKYMEHTDI TEXHO/I0OrM4eCKomy npncoeamnHeHUo

Macnopta ycayr
(npoueccos) npoueccos

MepeyeHb ycnyr (npoueccos), OKa3blBaeMbIX
(ocywectenaembix) ceTeBoi opraHusaumem
noTpebutensam nNpu TeXHONOrMYecKkom NpucoeamHeHum

MopAafoK BbINOJHEHUA
MEepPONPUATUNA,
CBA3AHHbIX C
npucoegMHeEHNEM K
ceTam

MNMopAdoK BbINOSIHEHUA TEXHONOTMYECKMX, TEXHUYECKUX

" Apyrux MEepPONpPUATUN, CBA3aHHbIX c
TEXHO/IOMMYECKMM MPUCOEAMHEHMEM K IIEKTPUYECKUM
cetam, BK/IlOYAA nepeyeHb MepOonpUATUI,

HeO6XOLI,VIMbIX ANnAa ocyuiectsneHna TexHosiorm4yecKoro
npucoeanHeHnAa K 3N1eKTpU4eCKMm cetam, U nopAaaok
BbIMOJ/IHEHUNA 3TUX MGpOI‘IpMFITVIVI C YKa3aHuem CCbIIOK
Ha HOpMaTUBHbIE NPaBOBble aKTbl

Tunosble ¢poOpmbl

Tunosble ¢GOpPMbl LOKYMEHTOB Ha TeXHOJOrM4yecKoe

OOKYMEHTOB npucoeauHeEHNE MO Kaxkaol rpynne 3assuTtenemn

Tapuodbl Ha Tapudbl Ha TeEXHO/MIOrMYECcKoe MpPUCOeANHEHNE Ha
TeXHoNorn4yecKoe TEKyLWMIA nepuos PeryiMpoBaHWs € yKasaHWem
npucoeguHeHne WUCTOYHUKA OdMLMaNbHOrO Onyb/IMKOBAHMA pelueHusA

opraHa  WUCMOJIHUTENbHOW  BAactTM B obnactu
rocyfapcTBEHHOrO peryanposBaHusa Tapudos cybbeKkTa
Poccuiickoit ®epepaumm

CBegeHunAa 0 Hannuum
MOLLIHOCTH, cCBOBOAHOM
ONA TEXHONOTMYECKOro
npucoeanHeHuns

CeegeHnss o Hannumm obbema cBobogHoW A4nA
TEXHO/IOTMYECKOTO  MpUCOeAMHEHMA  noTpebuTeneit
MOLLHOCTM Ha O0B6BbEKTaxX 3/1eKTPOCETEBOrO X03AMCTBA C
YKasaHMeM TeKywero obbema MOLWHOCTM Ha TaKuX
0b6beKTax (0TAeNbHO NO KaXKA0oMy 06BbeKTY)

CsefieHMA 0 NOAaHHbIX
3aABKax Ha
TexHoorMyeckoe
npucoeamHeHue,
3aK/0YEHHbIX
[0orosopax u

1. CsBepgeHMA O KO/M4YeCcTBE 3aABOK U obbeme
MOLHOCTH, HGO6XOAMMOM AnAa X yaoBneTsopeHUA.

2. CBegeHma 0 Konn4yectee dHHY/IMPOBAHHbIX 3aABOK Ha
TeXHO/1I0rn4yecKkoe npmncoeanHeHme.

3. CBegeHMa O BbINOAHEHHbIX npmncoeamHeHnNAX w
obbeme anCOGAMHeHHOVI MOLHOCTH.




BbIMOJ/IHEHHDbIX
npmncoeanHeHUAX

4. CsegeHuMAa 0O 3aKJlOYeHHbIX Agorosopax 06
OCYLLECTBNEHNUN TEXHONOrMYECKOro npucoeamHeHusa K
SNEKTPMYECKMM  CceTAM C  YKasaHMem  obbema
npucoegmMHAEMON MOLLHOCTK, CPOKOB M MAaTthl Mo
Ka*KZomy A0rosopy.

Kommepueckuit yuet

O6uwas nHpopmauyms

Obwan uHbopMauMA O nNopAAKE OCYLLECTBIAEHUS

3NEKTPUYECKOon KOMMePYECKOro yyeTa
aHeprum HopmaTtusHble MepeyeHb aKTyaNbHbIX HOPMATUBHbIX LOKYMEHTOB NO
OOKYMEHTbI OCYLLECTB/IEHMIO YYETa 3/IEKTPMUYECKON IHEPTUN
MacnopTa npoLeccos MepeyeHb Bcex ycayr (NpoueccoB), OKa3biBaeMbIX
(ocyuwiectBnAemblx)  ceTeBol  opraHuMsauMent  no
KOMMeEpYEeCKOMY yyeTy
Tunosble ¢poOpmbl Tunosble GOPMbI JOKYMEHTOB
AOKYMEHTOB
TpeboBaHus K TpeboBaHMA K MecTaM YCTaHOBKW NpubOpoB y4yeTa,
OpraHnsaunn yyeta cxeme noAKNt4YeHUA n MeTpOosIoTU4eCKMM
XapaKTepUCTUKam npubopoB yyeta 6e3 yKasaHWs Ha
TOBAPHbIE 3HAKW, 3HAKM 0OCAYKMBaAHUA, PUPMEHHbIE
HaMMeHOBaHMA,  NaTeHTbl,  MOJIe3Hble  MOAEeNu,
NPOMbIWNEHHblIE  06pasupl, HaUMEHOBAHUA  MecCT
npoucxoxaeHna npubopos yyeta UAM HaUMEHOBAHUA
npoussoguTenein npnbopos yyeta
O6cnyxkuBaHue Odwucel obcnykmnanma | 1. NMouTtoBble agpeca u rpadmk paboTsl
notpebutenei notpebutenei odurcoB 0bcayKMBaAHUA NoTpebuTenei.

2. TenedoHHble HOMepA 3a04YHOro OOCAYKMBAHMA MO
BOMpocam TEXHONIOMMYECKOTo npucoeguHeHusn,
nepesayn sNeKTPUYECKOM 3HEPrUM U OCYLLECTBIEHUS
KOMMEPYECKOIOo y4eTa.

3. DNEeKTPOHHbIN appec ceTeBOW OpraHM3auMm ans
HanpasieHus obpaleHui notpebutene no
3/IeKTPOHHOM popme.

4.  damuann,  UHUUMANbI  OOMKHOCTHLIX  Anu,
OTBETCTBEHHbIX 33 00CAy)KMBaHMEe noTpebuTenei
CeTeBOW OpraHM3aLnn.




5. dopma 3anuMcKM Ha Ou4HbIM npuem B oduc
obcnyKMBaHUA

3ao4yHoe 06cNyKMBaHMe
nocpeacTsom
TenepoHHOM cBA3U
(EAHBIN LeHTp
06paboTKK BbI3OBOB)

TenedoHHble HOMepa 3a04YHOrO O6CAYKMBAHWA MO

BonpoCam 3ﬂ6KTpOCHa6)KEHVIF|, ocywiecreneHunA
TEXHO/I0TN4eCKoro npucoegnHeHwus, nepegayun
3I'IEKTpMLIECK0ﬁ HEepPrun n ocyuwecrtsneHunA

KOMMEPYECKOTO yyeTa.

MepeyeHb BONPOCOB, NO KOTOPbIM NOTpebutens moxeT
NOMlYYNTb CNPABOYHYIO MHOOPMALMIO U KOHCYNbTaUMIO
npu obpalweHnn Mo  yKasaHHbIM  TenedpoHHbIM
HomMepam

UHTepakTUBHaA
obpaTHas cBA3b
(MHTEpPHET-NpMEeMHasn)

B pybpuke pa3smeLlLaloTCs NHTEPaKTUBHbIE
3/IEKTPOHHbIE POpMbI C 06A3aTE/IbHOM A/1A 3aMNOJIHEHUSA
KOHTaKTHOM uMHpopMaumerr u  nNpeanoYTUTENbHbIM
cnocobom nonyyeHus oteeta. [pu  HanpasBneHWU
obecneynBaeTcs BO3MOXKHOCTb MPUKPENnaaTb ¢anabl C
maTtepuanamm no obpaLLeHuto.

JNeKTpOHHble GOpMbl MPesycMaTpUBAIOT creaytolme
KaTeropum obpalleHuni:

1) 3anpoc cnpaBo4YHON MHPOPMALMU/KOHCYNbTaLUK;

2) obpalleHure, coaeprkallee *Kanoby;

3) coobueHne o 6HesporoBopHom (besyyeTHom)
noTpebNeHNN 3NEKTPUYECKON SHEPTUY;

4) onpoc notpebuTenei (aHkeTa noTpebutens).

B pybpuke obecneunmBaeTca BO3MOXHOCTb NOJYYEHMUA
notpebutenem cBefeHUMM O CTATyce PaCCMOTPEHUs
0b6palleHnsa, HaNpPaBleHHOrO B CETEBYIO OpPraHW3aLuuio
B 9/1€KTPOHHON popme

HopmaTuBHble
OOKYMEHTbI

1. TlepeyeHb HOPMATMBHbLIX MPABOBbLIX  aKTOB,
peryvpyoLmx npoueaypy okasaHusa (ocyw,ecTBieHus)
ceTeBoOM opraHusaumen yenyr (npoueccos)
nortpebuTtenam.

2. WHbopmauua o mnopsaKke MoAaunm M CPOKax
paccmoTpeHua obpalleHuin notpebutenei, npyu 3Tom




CPOKM  pacCMOTpeHua obpalleHna He  LOJIKHbI
NpeBbIWaTb CPOKM, OnNpeaefieHHble AenCTBYIOWUMM
HOPMaTMBHbIMM MPABOBLIMK aKTaMMU.

3. Mopaaok paboTbl B AMMHOM KabunHeTe noTpebutens

JINYHbIN KabuHeT
notpebutens

JTnyHbI KabuHeT NnoTpebuTens

npegocTrasnneT afpecHyto NMHpOpMaLmio
notpebutenam, B Tom uucne MHPopmauuio O xoae
NPOXOXKAEeHUSA aTanos paccmoTpeHus 3aABKM
notpebutens M UCNOJIHEHUs [orosopa (MocTynaeHue
3aABKM, Bblgaya TEXHUYECKUX YCNOBUIA, 3aKaoyeHue
OOroBopa, MWCNojHeHWe Aorosopa, ¢aKTuyeckoe
npucoeguHeHue)

Bonpocsbl 1 oTBETHI

B pybpurKe pasmeLLatoTca 4acTo 3a[aBaemble BOMpPoChl,
BO3HMKalOLWMe Y noTpebutenei, n oTBeTbl Ha HUX




