3apeructpmuposaHo B MuHiocte Poccum 18 nitoHa 2014 r. N 32761

MUWHUCTEPCTBO SHEPTETUKU POCCUIACKON GEQEPALINK

NPUKA3
ot 15 anpensa 2014 r. N 186

O EAUHbIX CTAHOAPTAX
KAYECTBA OBC/TY}XMBAHWUA CETEBbIMW OPTAHU3ALIMAMMU NOTPEBUTENEN
YCNYT CETEBbIX OPTAHU3ALUIA

CNUCOK U3MEHSAIOLLMX SOKYMEHTOB
(B pea. Mpukasza MuHaHepro Poccum ot 06.04.2015 N 217)

B cootBetctBMM € nyHKTOM 3 [lpaBun HeAUCKPUMWMHALMOHHOIO AOCTyNa K ycjayram no nepegadve
3JIEKTPUYECKON SHEPruM U OKasaHWUs 3TUX YCAYr, YTBEPXKAEHHbIX noctaHoBnaeHuem [pasuTtenbcTBa Poccuinckomn
depepaunn ot 27 pekabps 2004 r. N 861 (CobpaHue 3akoHoaaTenbcTea Poccuiickon deaepaumm, 2004, N 52, cr.
5525; 2013, N 31, cT. 4226), npu1KasbiBato:

1. YTBepauTb npunaraemble EguHble cTaHAapTbl KadecTBa OBCAYXMBAHMA CETEBbIMW OpraHM3aLMAaMM
notpebuTtenen ycayr cetTesbix opraHn3aLuuii.

2. HacTtoAwmn npukas BCTynaeT B CUY B YCTAHOBAEHHOM NopsagKe, 3a uckntodeHmem rnas Il u lll EguHbIX
CTAaHZAPTOB KayecTBa OOCAYXKMBAHWMA CETEBLIMM OpPraHM3auMAMM NOTPebuTenen ycayr ceTeBblX OpraHM3aLui,
BCTYNaloLWMX B CUY MO NCTEYEHUM LIECTU MECALLEB CO AHA BCTYN/JIEHUA B CUY HACTOALLLEro NpuKasa.

MwuHuctp
A.B.HOBAK

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

EAVHbIE CTAHOAPTDI
KAYECTBA OBC/TYXXMBAHWUA CETEBbIMW OPTAHU3ALIMAMM NOTPEBUTENEN
YCNYT CETEBbIX OPTAHMU3ALMNIA

CNMCOK M3MEHSAIOLLMX LLOKYMEHTOB
(8 pea. Mpukasa MuHaHepro Poccun ot 06.04.2015 N 217)

[. ObLKe nonoxeHns

1. Hactoawme EauMHble cTaHA4ApTbl KadecTBa OBCAYKMBaHMA CETEBbIMM OpraHM3auuamMuM notpebutenei
YCAyr ceTeBblX OpraHM3auuMii ycTaHaBAMBaloT TpeboBaHMA K OBCAYKMBAHUIO CETEBbLIMW OPraHM3auMAMK AuL,
ABNAOWMXCA noTpebuTenamm ycayr CceTeBblX OpraHM3auuii no nepegade 31eKTPUYECKOW 3sHeprun (3a
WCK/IIOYEHNEM CeTEBbIX OpraHM3aLMii, SHepProcbbITOBbIX OpPraHU3aLUn U rapaHTMPYHOLWMX NOCTAaBLLMKOB), B TOM
yncae obcayKMBAEMbIX SHEPrOCObITOBOM OpraHM3aumeit 1 rapaHTUPYIOLLMM NOCTaBLLMKOM, M L, 06paTUBLINXCS
B CETEBYID OPraHM3aLMIi0 C Le/blo 3aK/IoYeHna 40roBopa 06 OKasaHMM yCayr no nepefaye 3/1eKTPUYecKomn
3HEPrMM UAWN OCYLLECTBIEHUN TEXHOIOTMYECKOTro MPUCOEAMHEHUA K 3/1IEKTPUYECKUMM CeTSM (3a MCKIoYeHneM
CeTeBbIX OPraHM3aLMi, 3HeprocbbITOBbIX OPraHM3aLMii U rapaHTUMPYOWKUX NOCTABLMKOB) (Aanee - noTpebutenu,
TEXHO/I0rMYecKoe NpucoeamHeHue).
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2. CeTeBan opraHm3sauma obecneymBaeT paccMoTpeHne obpalleHnin noTpebuTtenen, NOCTyNMBLLMX B YCTHOM,
NUCbMeEHHON dopme Unn B popme 3/1EKTPOHHOTO LOKYMEHTA.

B3saumogeiicTene ceTeBoit opraHM3aLmm ¢ NoTpebutenamm B 4acTu paspeLleHns BONPoCcoBs, coaep Kalumxca
B 0bpalleHusx notpebuteneil U NpeaocTaBAEHUSs MM BO3MOMKHOCTU peanusauMu npas, NpeayCcMOTPEHHbIX
3aKoHoaaTenbcTBoM Poccuiickon depepaummn (panee - obcnyskmBaHue noTpebuteneit), ocylliecTBaseTca B
COOTBETCTBMU C TPeboBaHMAMM HaACTOALMX EAMHbBIX CTaHAAPTOB.

3. B uensax okasaHusa ycayr no nepeaade sneKTpUUYecKoir sHeprumn ceTesasn opraHM3aumnsa npm obeayRnusaHmm
notpebutenei ocylecTsasaeT:

a) 3aKntoUeHne foroeopa 06 OKasaHWM yCayr Mo nepegaye 3NeKTPUUYECKON sHepruu;
6) BHECEHME M3MEHEHWI B f,0roBOp 06 OKasaHUM yCayr No nepeaaye 3/1eKTPUYEcKol aHepruu;
B) pacToprKeHue aorosopa 06 oKasaHUW yCAyr Mo nepegaye 3N1EKTPUYECKOWN SHepPrnu;

r) ntHbopmmpoBaHne noTpebutens ob aBapuiiHbIX CUTYaLMAX B pacnpeaeUTeNbHbIX 3/TEKTPUYECKMX CeTaX
CeTeBOW OpraHuMsauMu, PEMOHTHbIX M NpodUNaKTUYECKMX pPaboTax, MAaHOBbIX OrpaHUYEHUAX pEeXMMA
NnoTpebaeHns 3NEKTPUUYECKON 3HEPruu, BAUAIOWMX HA WUCMONHEHWEe 06M3aTenbCTB MO A0roBopy 06 OKasaHuu
YCAyr No nepesaye 3/1eKTPUYECKON SHEPTUK;

A1) AONYCK YNO/NIHOMOYEHHbIX NpeAcTaBuTeNeit NoTpebutena ycayr B NyHKTbl KOHTPOAA U yYeTa Koauvectsa
M KayecTBa 3/1EKTPUYECKON SHEpruu B NopAdKe WM CaydasX, YCTaHOBAEHHbIX AOroBOPOM 06 OKasaHWW ycayr mno
nepegaye 3/1eKTPUUYECKOW SHEPrUK;

e) cornacoBaHue mecTa yCTaHOBKM npubopa yyeTa 3/1eKTpUYeckoln sHeprum (MoLHocTH) (aanee - npubop
yuyeTa), cxembl NOAKAOYEHMA NPUBOpPa y4eTa U UHbIX KOMNOHEHTOB U3MEPUTENbHbIX KOMM/IEKCOB U CUCTEM y4eTa
3/1EKTPUYECKOW SHEPTUN (MOLLHOCTHM), @ TaKXKe METPOJIOrMUYECKMX XapaKTEPUCTUK Npubopa yueTa;

) 4ONYCK B 3KcnayaTaumio npubopa yyeTa;
3) CHATUE KOHTPObHbIX MOKa3aHMI NPUBOPOB y4eTa;
1) NprMem noKasaHui NprMbopoB. yyeTa OT NOTPebuTens;

K) NpoBEpKy, B TOM 4YMC/e CHATUE MNOKasaHWi, Npubopa yyeTa nepes ero AEMOHTAKOM AN PEMOHT],
NOBEPKWN MW 3aMEHbI;

N) pacyeT o6bema nepesaHHON 3NEKTPUYECKOW SHEPTUK NOTpebuTenio;

M)  KOHTPO/Ib  MOKasaTenel KavyecTBa J/EKTPUYECKOW 3SHeprMm B TOYKax  MpMcoeauHeHus
3HEpPronpMHMMalOLWMX YCTAaHOBOK MNOTPEOUTENs SNEKTPUYECKOW 3HEPrMM K 3SNEKTPUYECKMM CeTAM CeTeBOMU
opraHusauuu;

H) KOHTPO/Ib 3HAYeHWIA COOTHOLLEHMA MOTpebaeHNA aKTUBHOW M PEaKTUBHON MOLLHOCTM AN OTAENbHbIX
3HEepronpuUHMMalOLLMX YCTPOMCTB (rpynn sHepronpuHMMaloLMX YCTPOMCTB) noTpebutens;

0) nposeaeHMe KOHTPOJIbHbBIX, BHeEOYepeaHbIX U WUHbIX 3aMepoB MOTOKOpacnpeaeneHunAa, Harpysok u
ypOBHeVI HanpAXeHnA Ha obbeKTax I'lOTpE6VITe}'IF| n ob6beKkTax 9/1EKTPOCETEBOIO X03AlACTBa CETEBOM OpraHun3sauuu,

n) nosHoe (4aCTMYHOE) OrpaHMYeHWe peXKMMa noTpeb/ieHNa 3/eKTPUYECKOM 3SHeprun B NOpAAKe,
yCTaHOB/IeHHOM [MpaBMaaMmn NOAHOrO U (MAKM) YAaCTUYHOIO OrpaHUYEHUA PeXKMMa NOTPebSeHMA INEKTPUYECKOM
3HEepPruun, yTBepKAeHHbIMM nocTaHoBneHnem lMpasutenbctsa Poccuiickont ®epepaumm ot 4 maa 2012 r. N 442
(CobpaHue 3akoHogaTenbcTBa Poccuiickon depepaumm, 2012, N 23, ct. 3008; 2013, N 1, cT. 68; N 1, cT. 45; N 5,
cT. 407; N 31, ct. 4226; N 32, cT. 4309), 1 MNpaBunamn paspaboTKM N NpUMeHeHUs rpadUKoB aBapUMHOroO
OrpaHUyeHUA pexnuma notTpebieHns sNeKTPUYEeCcKon sHeprum (MOLLHOCTMN) U UCNOJIb30BaHUA NPOTUBOABAPUNHON
aBTOMATUKK, YTBEPKAEHHbIMU NpuKaszom MuHaHepro Poccum ot 6 mioHsA 2013 r. N 290 (3apeructpupoBaH
MuHtoctom Poccunn 9 aBrycta 2013 r., perucTpauMoHHbii N 29348);

p) cocTaBneHue u npeaocTtasneHne notpebutento aktoB 6esyyeTHoro u 6e3goroBopHoro notpebaeHus
3N1EKTPUYECKOW SHEeprum;
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C) cocTaBneHne aKTOB COr/lacoBaHUA TEXHOIOTMYECKOM U (Man) aBapuinHOM BPOHU;

T) BblA4a4vy OOKYMEHTOB, NPeayCMOTPEHHbIX B paMKaxX OKa3saHUA yCayr no nepenade 3!16KTpM‘~I€CKOﬁ HEprnn
N TEXHO/I0OrM4eCKomMmy npncoegnHeHuto, B TOM 4ncne KBMTaHLI,VIf/‘I, CYeTOoB, C‘-IETOB-CI)aKTyp.

4. B pamKax TEXHOJIOFMYECKOro NPUCOeMHEHUA ceTeBan opraHM3auma npu obcayxuesaHum notpebutenei
OKasblBaeT cneaytowme ycnyru (ocywecTsaseT npouecchl):

a) TEXHONOIrnM4YeCKoe npncoegmHeEHNE K aINEKTPUHECKNM CETAM ceTeBol OopraHunsauuu,

6) TexHosiorMyeckoe MPUCOEAMHEHNE K 3/IEKTPUYECKMM CEeTSM CEeTeBOM OpraHusaumMm nocpeacTBOM
nepepacnpegeneHna MaKCMMaJibHOM MOLLHOCTU MeXay PpUANYECKMMU ANLAMKM UM UHAMBMAYANbHbIMU
npegnpuHMmaTensmm (B Tom Yymcsie onocpesoBaHHOe NpMcoeanHeHue);

B) TEXHONOMMYECKOE NMPUCOeAMHEHME K INEKTPUYECKUM CETAM CETEBOM OpraHM3aumnmn no MHAUBNAYaAbHOMY
NPOoEKTy;

r) BpeMeHHOoe TeXHOJIOrMYECcKoe NPUCoeamMHEHUE K 31EKTPUYECKUM CETAM CETEBOM OpraHn3aLmm.

5. B pamkax ob6cnyxuBaHMA noTpebuteneit cetesas OpraHM3auUMa MO 3asABAEHMIO NOTPeBUTENs TakKe
OKa3blBaeT cneaytolme ycayru (ocylecTBaseT npoLecchl):

a) BblAayy CNPaBOK U AOKYMEHTOB (MX KOMWI), NOATBEPKAAOWMX TEXHOMOIMYECKoe NpucoeguHeHue K
ceTAM CeTeBOW opraHmMsauMu (akT pasrpaHMyeHus 6anaHCOBOW MPUHAANEKHOCTU SNEKTPUYECKMX CETel, aKT
pa3rpaHUYeHMA 3KCMNIYaTaLMOHHOM OTBETCTBEHHOCTM CTOPOH, aKT 06 OCyLWecTBAEHUN TEXHOAOTMYECKOTO
NnpUcoeaMHEHMA N aKT COrNacoBaHMA TEXHONOTMYECKOM U (MnK) aBapuiiHoM 6poHN);

6) BocCTaHOBNEHME paHee BblAaHHbIX AOKYMEHTOB O TEXHONOTMYecKomM npucoeauHeHun navbo Bblgadvy
HOBbIX [IOKYMEHTOB O TEXHOJ/IOTMYECKOM MPUCOeANHEHUM NPU HEBO3MOMKHOCTU BOCCTaHOBAEHUA paHee
BblAaHHbIX TEXHUYECKNX YCI0BUIA;

B) YCTaHOBKY, 3aMeHy U (M11) akcnayaTaumio npubopos yyeTa.

6. O6cnykmBaHue notpebuTeneit B pamkax OKasaHMA YCAyr No nepefayve 31eKTPUYECKON 3Hepruu
OCYLLLeCTB/IAETCA Ha OCHOBaHUWM o6palleHua NoTpebuTens B CETEBYIO OpraHuW3aLmio, ec/iM 3aKOHOA4ATeIbCTBOM
Poccuiickolt depepaumm He NpeayCMOTPEHO OCYLLECTBAEHME NPOLLEcCa N0 MHULMATMBE APYTUX ANL,.

7. Npu 0bcnyKMBaHMM NoTpebutenei (ocywecTBAeHUM OTAE/bHbIX MPOLLECCOB) CeTeBas OpraHu3auusa He
JOoMKHA TpeboBaTb OT MOTpebutens npenocTaBieHUMA AOKYMEHTOB, a TaKMe OCYyLLecTBleHUA notpebuTtenem
OENCTBUIN, He NPeAYyCMOTPEHHbIX 3aKOHO4aTeNbCTBOM Poccuiickoin Peaepaumu.

8. CeTeBaa opraHM3auMA pacKkpbiBaeT B COOTBETCTBUM co CTaHZApTamMM pPacKpbITMA MHPopMaLMu
Cy6beKTaMM ONTOBOTO M PO3HUYHBIX PbIHKOB 3/IEKTPUYECKOW 3SHEPInK, YTBEPKAEHHBIMW MOCTAaHOBAEHUEM
MpaBuTenbctBa Poccuinckoit depepaummn ot 21 sHeapa 2004 r. N 24 (CobpaHue 3aKoHoaaTenbcTBa Poccuitckol
depgepaunn, 2004, N 4, cT. 282; 2005, N 7, ct. 560; 2009, N 17, cT. 2088; 2010, N 33, cT1. 4431; 2011, N 45, cT.
6404; 2012, N 4, cT. 505; N 23, c1. 3008; 2013, N 27, c1. 3602; N 31, cT. 4216; N 36, cT. 4586; N 50, cT. 6598; 2014,
N 8, ct. 815; N 9, cT. 907, 919; N 19, cT. 2416; N 25, cT. 3311) (nanee - CtaHAAPTbl PaAcKpbITUA MHbOPMaLMN),
cneayoLyo MHGOPMaUMIo 0 NacnopTax ycayr (npoueccos):

(8 pea. Mpukasa MuHaHepro Poccunn ot 06.04.2015 N 217)

KpYr 3aaBuTenen;

pa3mep naTbl 338 OKasaHMe ycayrun (ocyLwecTsaeHMsa NPoLEeCcca) U OCHOBAHWA ee B3UMaHUSA;
YCNOBMA OKa3aHWUA ycayru (OCyLLecTBeHNA npoLecca);

pe3ynbTaT oKasaHuA ycayru (ocywecteaeHma npouecca);

06N CPOK OKa3aHMA yCayrm (OCyLLeCcTBAEHUA NpoLecca);

COCTaB W 3Tanbl OKa3aHWA ycayru (OCyLecTBeHNA NpoLecca), BKAOUYasA CBEAEHUA O coaepyKaHun u (1am)
ycnosuax atana, Gopma OKasaHuA yCayru (ocyLecTBaeHms npouecca).
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MacnopT ycayrm (npouecca) CoCTaBAAETCA B OTHOLIEHMM KaXKAoM ycayru (npolecca), okasblBaemMoi CETEBOM
opraHusauuen, no pekomeHayemomy obpasuy cornacHo npunoxkeHuto N 1 K HacTosalwmMm EAUHBIM CTaHZapTam.

Macnopta ycayr (npoueccoB) ceTeBOM OpraHM3auMm nNyo/AMKYIOTCA  CeTeBOM opraHusauven B
COOTBETCTBYIOLWEM pasgene Ha obuumanbHOM caliTe CeTeBOW OpraHMsauun B MHOOPMALMOHHO-
TeNeKOMMYHUKALMOHHOM ceTn UHTepHeT (aanee - ceTb MHTEpPHET), a TaK}Ke pasmellaloTca Ha MHPOPMaLIMOHHbIX
CTeHAax B opucax ceTeBOM OpraHmM3aunu, npegHasHa4vYeHHbIX A8 npuema notpebuTeneii No BONPoOcam oKasaHuA
YCNyr nNo nepegaye 31eKTPUYECKOM SHEPTUN, TEXHONOTMYECKOMY NPUCOEANHEHMIO U MHBIM BONPOCAM, CBA3AHHbIM
C 4eATeNbHOCTbIO CEeTeBOM opraHusaumm (ganee - oduc obcnyRunBaHua notpebutenei).

9. Npn BHECEHUN N3MEHEHWNIA B HOPMATUBHbIE NPaBOBbIe aKTbl, PEry/INpPYOLME NOPALOK OKa3aHUA ycayr no
nepefaye 3/EKTPUYECKOW 3SHEPrMnm U TEXHONIOTMYEeCKoMy NpucoeauMHEHUO, MnacnopT ycayrn (npouecca)
NpPUBOAUTCA CETEBON OpraHM3aumen B COOTBETCTBME YKAa3aHHbIM U3MEHEHMAM B TeYeHne AecATy pabouunx gHen
nocne BCTYNAEHUA B CUNY YKa3aHHbIX U3MEHEHUN.

10. CeTeBasa opraHuMsaLma He pexxe o4HOro pasa B rog obecneymBaeT NpoBeaeHME ONPOCOB NnoTpebuTenei
C Le/blo BbIAB/IEHMA MHEHUA NoTpebuteneit o Kadyectse 06CcnyKmMBaHMA. ExxerogHble oT4eTbl 06 UTOrax UsyvyeHus
MHEHUsA NoTpebuTenen o KayecTse obcayKMBaHMA NyBANKYOTCA Ha 0dULIMAIBHOM CailTe CeTeBOM OpraHU3aLum B
cetn WHTepHeT He no3gHee 1 mapTa roga, caeaylowero 3a rogom, B KOTOPOM MPOBOANINCE COOTBETCTBYHOLLME
onpochl.

CeTeBas opraHuM3auus B cooTBeTcTBMM co CTaHAapTaMM PacKpbITUA MHPopmaLmm obecneymBaeT packpblTue
MHbOPMaALUUM O KayecTBe 06CNyKMBaHUA NoTpebuTenen ycnyr ceTeBo opraHM3auum 3a NpeawecTBYOLWNN ros
cornacHo npunoxeHmto N 7 K HacToAWMM EAMHbIM CcTaHgapTaM Ha obuMUManbHOM CalTe CETEBOM OpraHusauum
WM Ha MHOM oduUManbHOM caliTe B ceTu MHTepHeT, onpeaensemom MNpasutenscteom Poccuiickoin ®eaepaymn.
(ab3au, BBeaeH Mpukasom MuHaHepro Poccun ot 06.04.2015 N 217)

<*> B cooTtBeTcTBUM C nyHKTOM 11(6) CTaHAApTOB pacKpbiTMA WMHOOPMaUUM CyObEKTamMM OMNTOBOMO M
PO3HWYHOTO PbIHKOB 3/1EKTPUYECKON 3HEPrUM, YTBEPKAEHHbIX MocTaHOoBAeHMem [lpaButenbctBa Poccuinckom
depepaunn ot 21 aHaps 2004 r. N 24.

(cHocka BBeaeHa Mpukaszom MuHaHepro Poccum ot 06.04.2015 N 217)

[I. OpraHuM3auusa o4Horo obcnyKmMBaHms

11. MonoKeHunA HacToALen rnaBbl 06 opraHM3auMmM LLEHTPAIbHbIX 0PUCoB 0bCyKMBAHUA NoTpebutenen n
OopraHusaunmM ob6cNyKMBaHUA B TaKMX 0pMCaX PACNPOCTPAHAIOTCA Ha TePPUTOPMabHbIE CETEBbLIE OPraHM3aL .

12. Ob6cnykmnBaHMe notpedbuTenein NocpencTBOM JIMYHOMO KOHTAKTa pabOTHMKa ceTeBOlM OpraHM3auumn c
notpebutenem (panee - oyHoe 0b6CNYKMBaAHME) ocyllecTBaAseTca B oducax obcnyxuBaHua notpebutenel, a
TaKXe B Cyyanx, NpeaycMOTPEHHbIX 3aKOHOAaTeNbCTBOM Poccuiickoin deaepaumu, ¢ Bblesgom K notpeburento
paboTHMKa ceTeBoOM opraHM3aumum.

13. Oducbl obcayxRmMBaHMA noTpebutenein NOApPasAENAOTCA Ha UEHTPbl 06CAYXMBAHMA NoTpebutenei
(manee - ueHTpblI obCcnyXRMBaHUA NoTpebuTenen) n NyHKTbl 06CNYXKUBAHUA NOTpebuTenein, opraHM3oBaHHbIE B
060cob1eHHbIX NoApa3aeneHnAx CeTeBo opraHn3aumn (ganee - NyHKTbl 06CayKuBaHMA NoTpebutenen).

Oducbl obcayKmBaHus noTpebuteneit AOMKHbI 0becneynmBaTb OPraHM3auUMIO OYHOIO O6CAYKMBAHUSA
noTpebutenei, UCKNOYAOLWLEro HeObXOAMMOCTb B3aMMOAENCTBMA NOTPebUTeNs C MHbIMU MOAPa3AeNeHUAMU
ceTeBOM opraHuMsauum (npmMHUmMn "o4HOro okHa").

14. CeTeBan opraHusauua pasmeLsaet oducbl 0b6CNyKUBaHMA NoTpebuTenelt Ha TeppUTOpPUAX CyObEKTOB
Poccuiickoit deaepaummn, B rpaHMLAx KOTOPbIX PacronoXKeHbl O6bEKTbl 3/1EKTPOCETEBOro X03AMWCTBA CETEBOWM
opraHusauuu (Janee - TeppPUTOPUA SKCMIYaTaLMOHHOW OTBETCTBEHHOCTH).

15. CeTeBan opraHM3auuMs pa3smellaeT He MeHee OAHOro LeHTpa obcay:KusaHua noTpebuteneit ycayr B
MYHMLMNANbHbIX 06Pa30BaHUAX (MyHULMMNANbHBIX PaiOHaX, FOPOACKUX OKPYrax) YMCNEHHOCTbIO Hace/NeHusa He
MeHee ABYXCOT TbICAY Ye/NoBeK U B aAMWHUCTPATMBHBIX LLEHTpax cybbekToB Poccuiickoit denepauumn B ciyyae,
€C/IN KOJIMYecTBO noTpebuTeneli yciyr ceteBoi OpraHvM3auuu, 3HEepronpuHMMaloLLMe YCTPOMCTBA KOTOpPbIX
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HenocpeacTBEHHO MNPUCOeAMHEHbl K CeTAM CETeBOM OpraHuM3auMu, B TaKMX MyHMUMNANbHbIX 06pa3oBaHUAX
(MyHMUMNANbHbLIX pailoHax, FOPOACKMX OKpyrax) M agMUHUCTPATMBHBLIX LEHTpax CcybbekToB Poccuiickol
depepaumnn cocTaBNAET He MeHee NATUAECATU ThbICAY YeNOBEK. B MHbIX CydYanx ceTeBas opraHM3auma pasmelLaer
NMYyHKTbl 06CNyXKMBaHMA NoTpebutenen.

(8 pea. Mpukasa MuHaHepro Poccun ot 06.04.2015 N 217)

CeTeBasa opraHusauma obecneumBaeT obCnyXuBaHMe noTpebutenen ¢ cobnogeHnem TpeboBaHWN K
opraHusauum oducos obcayxKMBaHUA noTpebutenei, nNpeaycMOTPEHHbIX MnpunoxeHnem N 2 K HacToawmm
EAWMHBIM CTaHZapTam.

16. CeTeBas opraHmsauma obecneymBaeT o4HOe 06CNyKMBaHME NoTpebutenei:
B LEeHTpax 0bcnyKnBaHna noTpebutenel ceTeBoi opraHMsaLmm He MeHee 45 4acoB B HEAENID;
B MYHKTax 06CNyKMBaHMA NOTpebuTenei ceTeBoit opraHnsaumm He MeHee 25 4acoB B HeAeNo.

17. O4yHoe obcnyxkuBaHMe noTpebutenenn B oducax obcayKMBaHWS MNoTpebuTeneit Begetcs B nopaaKke
KUBON oyepesn C MCMOb30BAHMEM CUCTEMbI 3/IEKTPOHHOTO YNpPaB/ieHUA ouyepenbto (Npy HavuMKM TaKoM
CUCTEMBI) M MO NPeABaPUTENLHOM 3anuUcK No TenepoHy UM Ha 0dULMANBHOM CaliTe CeTeBOW OpraHMU3aLmm.

18. O6cnymnBaHMe noTpebuTenein 40KHO OCYLLECTBAATLCA B t06OM oduce obcay»KMBaHUA NoTpedbuTtenemn
BHE 3aBMCMMOCTM OT MeCTa Pacno/IOKEHUS SHEePronpUHMUMAaIOLLMX YCTPOMCTB MoTpebuTtens Ha TeppuUTopuu
3KCnayaTaLMOHHOM OTBETCTBEHHOCTM CETEBOM OpraHU3aLmu.

19. CeTteBas opraHuM3auma nNpW OCYWECTBAEHUU OYHOro O06CAyKMBaHMA noTpebuTenein B oducax
obcnyxunBaHUA noTpebutenein obecneymBaeT cCoBeplleHUE AEMCTBUN MO NEPEYHIO COIIacHO npuaoxKeHuto N 3 K
HacToAWMM EAUHBbIM cTaHaapTam.

20. Oblee BpemMa OXuaaHUA NoTpebutena B ovepean U obcayRmnsaHua notpebutena paboTHMKOM oduca
obcnyXKuMBaHUA noTpebutenen AONKHO cocTaBnATb He 6onee 30 MUHYT. PaboTHMKM oduca obCnyKMBAHUA
notpebuteneit 06£3aHbl HOCUTb JIMYHbIE HArpygHble WAEHTUPUKALUMOHHBIE KAPTOYKM C  YyKasaHWem
HaMMeHOBaHMA CETEBOWN OpraHU3aLnn, 4ONKHOCTU, UMEHW, OTYeCTBa U damuanm paboTHUKA.

21. PaboTHMK ceTeBOM OpraHusaumm, nNpubbIBWKIM K NOTPebUTento Aas OCyLLeCTBJEHUA OYHOro
ob6cnyKmnBaHMA, cooblaet noTpedbuTento csonm Gamuanto, UMs, OTYECTBO, AOKHOCTb, HAUMEHOBaHME CETEBOW
OpraHM3auMmn, a TaKke MpPUUYMHY M uenb npubbitna. Mo TpebosaHuio nNoTpebuTens pPaboTHUK AOMKEH
NpefocTaBuUTb CAy»KebHoe yaocToBepeHne NMbo MHOW AOKYMEHT, NOATBEPKAAOWMIA NOAHOMOUYMNA PAabOTHUKA.
Mpn obpaweHnn notTpebutens K paboTHMKY ceTeBOM OpraHM3aLMM MO BOMPOCaM OKasaHMA yCayr no nepegade
3NEKTPUYECKON 3SHEPrUM U TEXHONOTMYECKOTO MNPUCOEAMHEHUA, HO He CBA3AHHbIM C NPUYMHOM U LE/blo
nNpnbbITUA, NPUOLIBLLMI PAaBOTHWUK COOBLLAET MOTPEOUTENI0 KOHTAKTHYIO MHPOPMALMIO CETEBOM OpraHM3aLmu,
pa3bACHAET, KyAa M B KAKOM NopsiaKke emy creayeTt obpaTuTbes.

22. [ata 4 Bpems Bble3ga pabOTHMKA CETEBOM OpraHMsauMmM K MNOTPebuTento CornacoBbiBatOTCA C
notpebutenem. MNpu HeobxoAMMOCTM p[aTa M Bpemsa NpUBLITUA MOTYT KOPPEKTUPOBATbCA KaK CeTeBoW
opraHusaumen, Tak U noTpebutenem, Npu sTom ceTeBas opraHmM3aLma:

a) yBegomnaet ﬂOTpE6MTeﬂﬂ O Aate 1 BpeMeEHU 3an1aHNPOBAHHOTO I'IpVI6bITWr'I pa6OTHI/IKa HE no3gHee 4yem
3a5 pa6oqu ,CI,HGVI A0 OaTbl N1aHNpPyemoro I'IpVI6bITMF|, a B C/ly4ae CPOYHbIX Bble3A0B - HEMNOCPEACTBEHHO Nepen,
Bbl€E3A0M;

6) B clyyae n3MmeHeHMs BpeMeHU cooblyaeT 06 3TOM He nosaHee Yem 3a 2 Yaca 4O paHee COrnacoBaHHOMO
BpemeHu NpnbbiTus paboTHMKa.

B cnyyae Heo6XOAMMOCTM IMKBUMAALUMMN TEXHONOMMUYECKMX HapyLUEeHU, yrpoxKatowmx pabotocnocobHocTH
obopyaoBaHMA WAM  NpeaoTBpalleHua  (NMKBMOAUMM  MNOCNeACTBUIA) HecYaCTHbIX Cayyaes, npubbITME K
notpebutento paboTHMKa CeTEBOI OpraHmn3aLmmn MOXKET He COracoBbIBaThCA.
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IIl. OpraHuM3aums 3a04HOro 06CAYKMBAHUSA (C UCNONIb30BaHMEM
TenedoHHoM cBA3n 1 ceTu NHTepHeT)

23. CeTteBas opraHusauma obecneumBaeT obCcnyKnBaHMe noTpebutenen ¢ Ucnosib3oBaHUeEM TenePpoHHOM
CBA3W, NOYTOBOWM CBA3M U ceT NHTepHeT (ganee - 3a04HOe 06CNyKMBaHME).

24, CeteBas opraHusauma obecrneymBaeT npmem n obpaboTky TenedoHHbIX 0bpaleHuii noTpebuTtenel no
BOMpPOCaM:

a) OCyLLecTBIeHUA TEXHONOTMYECKOro NPUCcoeAnHEHUs;
6) OKazaHuA ycayr no nepesayve 31eKTPUUECKON aHeprnu;
B) OpraHM3auum yyeTa 3/1eKTPUUYECKON SHEPTUK;

r) opraHuzauum obcay)KuMBaHWA noTpebutenein, NpeaoCcTaBAEHUSA KOHTaKTHOM uHdopmauum oducos
obcnyKMBaHUA NoTpebuTenen, 3annucu Ha OYHbIM NPUEM, a TaKKe NONb30BaHUA UHTEPAKTUBHbIMKU CepBMCAMMU
odpULMaNbHOrO CaiTa CETEBOM OpraHn3aumm B ceTu MHTepHeET;

[l) HECOOTBETCTBMA KauyecTBa 3/1eKTPUYECKOW SHEPrUM TeXHUYECKMM perfiameHTam U UHbIM 0653aTeNbHbIM
TpeboBaHUAM;

e) nepepbIBOB B nepeaayve 3/1EKTPUYECKOM IHEPTUK, MPEKPALLEHNA UAN OTPaHUYEHUA peXknma nepeaayn
3NEKTPUYECKOMN IHeprumu.

25. [na 3ao4yHoro obcaykuBaHuA noTpebutenelr ceteBas opraHusauma obecrneynmBaeT BO3MOMKHOCTb
BbINOJIHEHWNSA AEMACTBUIA NO NEPEYHIO COrNAacHO npuaoxKeHuto N 4 K HacToAwMM EANHBIM CTaHZapTaMm.

26. 3ao4yHoe obcnykuBaHWe noTpedbuTenelt ¢ UCNOAb3oBaHMEM TenedOHHOW CBA3M MO BOMPOCAM,
yKasaHHbIM B nognyHktax "a" - "r" nyHKTa 24 Hactoswmx EAMHbIX CTAaHAAPTOB, CeTeBas OpraHW3aums
ocylecTsaAeT yepes LeHTpbl 06paboTkn TenedoHHbIX BbI3OBOB B pabouyee Bpema oPpUCOB 0OCAYKMBAHMUSA
notpebuteneit. Homepa LeHTpoB 06paboTKM TenedOHHbIX BbI3OBOB CETEBOW OpraHM3auuM MO YKasaHHbIM
BOMpPOCAaM pasmelLaroTca Ha oduuMaNbHOM CailTe CceTeBOW oOpraHu3auum B ceTu WMHTepHeT u B oducax
obcnyKnBaHus notTpebuTenei.

27. O6cnyRunBaHMe notpebuTeneit No BONPOCaM, YKasaHHbIM B nognyHKTax "a" u "e" nyHKkTa 24 HacToAwwmx
EAMHBIX CTaHAAPTOB, OCYLLECTBASETCA B PEXMME ropsyer AvHUKM (ganee - ropAdYas /IMHMA MO BOMpPOCam
3/1EKTPOCHABKEHUA) KPYTIOCYTOYHO.

TenedpoHHbIN HOMep ropAYein AMHUM NO BONPOCAM 3N1EKTPOCHabKeHUA ABAAeTca eguMHbIM U 6ecnaaTHbIM
Ana notpebutenei Ha TePPUTOPUN IKCMIYATaLMOHHOM OTBETCTBEHHOCTM CETEBOM opraHM3aumn. He gonyckaetca
MCNONb30BaHWE B KayecTse TelepOHHOro HOMepa ropsayeit IMHUKU Mo BONPOCaM 3/1EKTPOCHABKeHNA TeNeOHHbIX
HOMEepOB OMepPaTUBHOIO NEePCOHaNa CETEBOM OpraHmn3aLuu.

TenedoHHbIA HOMep ropadYer NMHUK NO BOMPOCAM INEKTPOCHABXKEeHUA CeTeBoi opraHM3auumn 4oBOAMUTCA
[0 noTpebutenei, sHepPronpuHUMAaloLWMe YCTPOMCTBA KOTOPbLIX HEMOCPEeACTBEHHO NPUCOEAMHEHbI K 0bbeKTam
3/IEKTPOCETEBOIO XO3AWCTBA CETEBOM OpraHMs3auuu, B TOM 4YWC/e MyTeM €ero BK/OYEHWs B L0roBOpbl
3HeprocHabKeHus, pasmelleHns Ha oPULMANLHOM CaliTe CeTEeBONM OpraHusaummn B ceT UHTepHeT M B oducax
obcnyKnBaHua notTpebuTenei.

28. CeTeBasi OpraHu13aLLMaA NPU OCYLLECTBIEHNM 3a04HOTO 06CNYKMBaHUA NoTpebuTenel ¢ NCnoib3oBaHMEM
TenedoHHON cBA3M obecneynBaer:

Ha/Anume BecnnaTHbIX Teﬂed)OHHbIX KaHanoB CBA3UN mexay ceTeBom opraHmsaumeVl n I'IOTpE6I/IT€I'I‘r'IMVI;

npvem n 06paboTKy Bcex BXoAaWwmMX TenedoHHbIX BbI30BOB NOTPebuTeneit B CETEBYIO OpraHnsaumio. Bpema
oXunaaHus notpebutenem otseta Mo TenedoHy CETEBOM OpraHU3aUMM C MOMEHTA coeaumHeHus (B ciyyae
obcnyknBaHMA notpebuTeneit ¢ UCNONb30BAaHNEM CUCTEMbI MHTEPAKTMBHOIO FOJIOCOBOrO MEHI0 - C MOMEHTa
BblbOpa noTtpebutenem KaTeropum "coeAmHeHUs ¢ paboTHUKOM opraHusaumm" B cCUCTEME WMHTEPAKTUBHOIO
roJIoCOBOro MeHi0) 40 MOMEHTa OTBeTa PaboTHWKA CETeBOM OpPraHM3aLMM He AOJ/IKHO MPEeBbIWaTb 5 MUHYT.



Bpema 06paboTkun BbizoBa (TenedpoHHOro pasrosopa notpebutens c paboTHUMKOM) He AOJIKHO NpeBbiWwaTbh 5
MWHYT;

OCyWecTBAeHNe  UCXoAAWMX TenedOoHHbIX BbI30BOB A4A  WMHPOpMMpoBaHMA  noTpebutenein u
npegocTaBaeHusa MHGopmaumm no obpalleHmam noTpebutenei;

BeJeHWe ayamosanncu Bcex BXOAALMX M UCXOAALMX PasroBOPOB C notpebutesnem, o Yyem noTpebutesnb
yBEAOMNAETCA B Hauasie pa3roBopa ¢ paboTHUKOM CETeBOM OpraHn3aLmm;

AOCTYNHOCTb N HaAEeXHOCTb pa6OTbI Teﬂeq)OHHbIX KaHanoB CBA3U;
PETrNCTpaLmMiio BXO4AWNX N NCXO4ALWNX BbISOBOB COr1IaCHO NMYHKTY 42 HacToAwmx EanHbIX CTaHOapTOB.

29. CeTeBas opraH13aLmMaA OCYLLECTBASET 3a04HOe 0bcnyKnBaHMe noTpebuTenelt ¢ UCNoab3oBaHUEM CBOETO
oduumanbHoro cata B cetTu MHTepHeT, coaeprkallero MHGOPMaLMIoO O AeATeNbHOCTU CETeBOW OpraHusaumm
(oanee - opunymanbHbIN canT).

30. B cnyyae BO3HMKHOBeHMA nepeboeB B paboTe oPpUUMANBHOIO CaiTa, BJIEKYLIMX HEBO3MOMKHOCTb
AOCTyna K coaepxalleiica Ha Hem nHbopmaLmm (cepsucam), ceTesan opraHnsaLma B TedeHne 2 4YacoB C MOMEHTa
BO306HOBAEHMA A0CTYNa K opULManbHOMY CaTy pasmellaeT Ha Hem MHOOPMaLMIO O NPUYKHE, AaTe U BPeMeHM
NpeKpaLeHnn AoCTyna, a TakKe 0 AaTe U BpemMeHW BO306HOBNEHNA A0CTyNa K oduLMaIbHOMY CalATy.

MoTpebutenn [OMKHbI MMETb BO3MOXHOCTb O3HaKOM/IEHMA C WHPopMaumeld, pasmelleHHON Ha
opuuManbHOM caliTe, C WCNONb30BaHMEM pPaCMNpPOCTPaHeHHbIX Beb-obo3peBartesneit. lNpu 3TOM He A0/XKHA
npeaycmaTpuBaTbCA YCTAHOBKA Ha KOMMbIOTEPbl MOTpebuTenen cneumanbHO CO34aHHbIX A8 MPOCMOTPa
odurUManbHbIX CaNTOB NPOrPaMMHbIX U TEXHONOTMYECKUX CPeaCTB.

CymmapHas ANUTENbHOCTb MepepbiBoB B paboTe opuLMaNbHOMO caiTa He A0/KHA npesblluaTbh 4 4acos B
mecal,.

31. UHdbopmauus, pasmelLaemasn Ha odULMANBbHOM CaiTe, fONKHa BbiTb:
[LOCTYMHA A1 aBTOMAaTUYecKol 06paboTku;

KPYrnoCcytTo4yHO A0CTynHa I'IOTpe6MTe}'IFIM 6e3 Mcnosb3oBaHUsA nporpammHoro O6€CI‘I€‘-I€HVIFI, YCTaHOBKa
KOTOPOro Ha TexHn4yeckmne cpeacrea I'IOTp86VITel'IFI TpEGyET 3aK/1Ilo4eHnA TIMUEH3NOHHOIo U MHOTOo cornatleHuna c
npaBoo6nap,aTeneM nporpaMmmMmHoOro o6ecnequMﬂ, npeaycmatpusarowero s3MmmaHume c I'IOTpE6VITe}'IFI nnaTbl;

[ocTynHa 6e3 B3MMaHWs nNaaTbl.
32. Hasurauus odu1LmManbHOIO caiTa A0JIKHA COOTBETCTBOBATL C/1eAyOLLMM TpeboBaHUAM:

BCA pa3MeLLeHHas Ha opuumanbHOM caiiTe MHbopMauMA AOMKHA BbITb AOCTYNHA NoTpebutenam nytem
nocneaoBaTeNbHOrO nepexoda Mo TUMNEepCCbiNKamM HauyMHaa C FNaBHOM CTpaHMubl odpuUMaNbHOrO caiTa.
Ko/imyecTBo TakMX Nepexog0B Mo KpaTyalwein nocieoBaTe/IbHOCTU A0/IKHO bbITb He 6osiee NATYH;

noTpebutento Ao/MKHA NPeaoCcTaBAATbLCA HarnaaHaa MHGopMauma o CTPYKType odMLManbHOroO caiTta M o
MECTOHaXOXAeHNMU 0TOBParKaeMoli CTPaHULLbl B 3TOMN CTPYKTYpPE;

Ha Kaxkgow CcTpaHuue oPpuLUManbHOro carTa AOMKHbI ObiTb Pa3MeLLLeHbl: ITaBHOE MEHIO, CCbI/IKa Ha FNaBHYO
CTpaHMLYy, CCbIIKa Ha KapTy opULLMaNbHOTIO CaltTa;

3aroz1oBKM 1 noanncn Ha CTpaHuuax O0J/1XKHbl ONUCbIBATb CoepXKaHue (Ha3Haqume) TaKo CTpaHuULpbl,
HanmeHOBaHWe TEKYLLEro pa3gena n OTO6pa)'KBEMOI'O AOKYMEHTaQ;

HaMMeHOBaHWE CTPaHWULbI, OMUCbIBalOLEE ee codep)KaHue (Ha3HauyeHue), A0/MKHO oTobpaskaTbca B
3aro/10BKe oKkHa Beb6-0603peBaTtens;

TEKCTOBbIN agpec B ceT MHTepHeT (YHMBepcanbHbI yKasaTenb pecypca, URL) Kakaoh CTpaHWLbl A0MKeH
oTObpaKaTb ee NoJoXKEeHMEe B NOTMYECKOW CTPYKTYpe CaiTa M COOTBETCTBOBATb €€ COAEpPKaHUIo (HasHayeHuto), a
TaKXe B TEKCTOBOM aZpece A0/KHbI 6bITb MCNONb30BaHbI CTaHAAPTHbIE NPaBUaa TPaHCAMTEPaLUK;



Ha TrNaBHOW CTpaHuue oduLManbHOro calTta M B OTAe/lbHOM pasgene (ganee - AUYHBLIA KabuHet
notpebutensa) pasmellaetcA HOMep ropadYeid AMHMM NO BOMNPOCaM 3NEKTPOCHAbXeHUA, runepccblika Ha
MHPOPMaLMIO, NpeaycMOTPeHHYo ab3auem oauMHHaALaThiM U ABeHaAuaTbiM MyHKTa 33 HacToAwmMx EamHbIX
CTaHAapTOB, a TaK¥Xe CCbIIKN-6aHHepbl Ha MHGOPMALMOHHbIE MHTEPAKTUBHbIE CEPBUCHI CETEBOW OpraHM3aLnu.

33. B uensax obecneyeHna onepaTMBHONO A0OCTyNa notpebuteneit K HGopmauum o6 okasbiBaeMbIX yCayrax
M 0bBCNYKMBAHUM CETEBOM OpraHM3auMm B [NAaBHOM MeHI0 OodUUMANbHOrO caiTa ceTeBOlM OpraHM3aumu
Bblaenaerca pasgen "Motpebutenam". B ykazaHHOM pasgene pasmeliaetca MHGOpMaLMA B COOTBETCTBUM CO
CTaHZAPTaMM PACKPbITUA MHOPMaLMK cybbeKTaMM ONTOBOMO U PO3HUYHBIX PbIHKOB 3/1EKTPUYECKOWN SHEPrUHn, a
TaK¥Ke cneaylolme cBefeHuA:

NoYTOBbIN afpec CETEBOM opraHM3aumu, agpeca u rpaduKk paboTtbl oprcoB obCcayKMBaAHUA NoTpebuTenen,
Homepa TenedoHOB, NO KOTOPbIM OCYLLECTBAAETCA 06CNy:KMBaHUe noTpebuTenei, agpec oouumanbHOro caiTa
ceTeBOl opraH1sauuu;

nopsaaoK NoAaYm U PaccCMOTPEHMA 0bpaLleHuii noTpebutenein, cogeprKalumx Kanoby Ha A4eCcTBUSA ceTeBol
OpraHu3aLMmn, C ykasaHMem CPOKOB PAacCMOTPEHMUS 06paLLeHMIA U NPeaoCTaBAEHUA OTBETa;

NopaaoK M CPOKM 3aK/IloYeHMA [oroBopa 06 OKasaHUM ycayr Mo nepefade 3/EKTPUYECKOW 3Heprum,
npeaycMoTpeHHble 3aKkoHoaaTebcTBom Poccuiickoi ®eaepaunu;

NMopAAOoK MOAa4YM 3adBKM Ha TEXHOJIOTMYECKOe MPUCOeANHEHMNE, OCHOBHbIE 3Tarnbl ee PacCMOTPEHUA U UX
CPOKM, CBEAEHWA, KOTOPbIe AO/KHbI COAEPXAThCA B 3aABKE Ha TeXHO0rMYecKoe npucoeamHeHune, u TpebosaHmaA
K MpuUnaraembim K Hei JoKymeHTam, GopMbl 3aABOK /1A 3aM0/IHEHUA noTpebuTenem;

NopAAO0K BbIMOAHEHUA TEXHOIOMMYECKOro NpucoeamMHeHus, sTanbl TEXHONOMMUYECKOro NpUcoeanHEHUA N UX
CPOKMU;

NnopAaaoK pacyeTa MAaThl 3a TEXHONOMMYECKoe NpuUcoeAuHeHUMe AAA BCex rpynn noTpebuteneit, Konuu
peleHnin opraHa MCNOJHUTENbHOW BAacTu cybbekTa Poccuiickonn Pepepaumm B 06/1aCTM rocygapCcTBEHHOrO
perynmpoBaHua LeH (Tapudos) 06 ycTaHOBAEHUM NaaTbl 3@ TEXHONOIMYECKOe NPUCOeAMHEHUE B OTHOLUEHMM
TEPPUTOPUANbHbIX CETEBbIX OpPraHM3aLMi, a TakKe KonuAa pelleHua denepanbHOro opraHa WUCNONHUTENbHOM
BNacTM B 06/1acTU  roCyAapCTBEHHOrO peryaMposBaHua uUeH (Tapudos) nNo yCTaHOBAEHMIO nNAaThl 3a
TEXHONOTUYECKoe MpucoeAnHEeHNe B OTHOLWIEHMM OpraHMsauuu Mo ynpaBAeHUI0 eAMHON HauWoHa bHOM
(obwepoccuinckoin) aneKTpruyecKkon ceTblo, MOPAAOK onaaThl No A0roBopy 06 ocyWwecTBAeHUM TEXHONOTMYECKOTo
NpUCcoeaMHEHUA K 3NEKTPUYECKUM CeTAM, 0COBEHHOCTM BHECEHWA NAaTbl OTAE/bHbIMU rpynnamun notpeburenei,
npeaycMoTpeHHble 3aKoHoAaTenbcTBOM Poccuiickont Pepepauuu;

NopAAOK pacyeTa NaaThl 33 OKasaHWE YyCcAyr No nepegaye 3N1EKTPUYECKON 3HEpPrMn Ans Bcex rpynn
notpebuTtenei, KONUK peLleHnn opraHa UCNOAHUTENbHOM BRacTn cybbekTa Poccuiickoit ®Pepepaunn B obnactu
rocyZapCTBEHHOro peryivpoBaHua ueH (Tapudos) o6 ycTaHoBneHWu TapudoB Ha ycayrm no nepepade
3/IEKTPUYECKOW 3HEPTMM B OTHOLUEHUW TEPPUTOPMANBbHBIX CETEBLIX OPraHU3auUMi, a TaKKe KOMUM peLueHui
dbesepanbHOro opraHa UCMOJIHUTENIbHOM BNACTM B 061aCTM rocyAapCTBEHHOMO PeryMpoBaHus LeH (Tapmudos) 0b
YyCTaHOB/IeHNM TapudOB Ha YyCaAyrM Mo rnepesave 3/JeKTPUYECKOW 3IHEPrMn B OTHOLIEHMM OpraHusauumu no
ynpaBAeHU0 eaMHOW HaLMoHaNbHOM (0BLLEePOCCUNCKOM) 3NEKTPUYECKOW CeTbio, NOPAAOK onaaThl N0 AOroBOpPY
06 OKasaHWM ycayr No nepeaaye 31eKTPUYECKOM SHEPrnun;

NOPAAOK OCYLLECTBAEHUS KOMMEPYECKOTO yYeTa CETeBbIMW OPraHuM3auMamMMK, B TOM uYucie TpeboBaHuA K
MeCTaM YCTaHOBKM NPUBOPOB yyeTa, CXeMbl MOAKNIOYEHMA U METPOIOTMYECKME XapPaKTEPUCTMKM NpUBOpPOB yyeTa
6e3 yKasaHMA TOBAPHbIX 3HAKOB, 3HAKOB OBCAYXMBAHMA, GUPMEHHbIX HAaMMEHOBAHMI, MATEHTOB, MOJE3HbIX
moZenei, NpPOMbIWeHHbIX 06pa3yoB, HAaUMEHOBAHMI MeCT MPOMCXOXAEHMA MpUMBOPOB ydyeTa WM
HaMMeHOBaHW Npon3BoauTEeNEel NPMOOPOB yyeTa;

HanmeHoBaHUe I'IpM60pOB y4yeTa, YCTaHOBKY KOTOpPbIX OCYLLECTBNAET CeTeBaA OpraHn3auna, X CTOMocCTb "
CTOMMOCTb pa60T No UX YCTaHOBKE;

NPUYMHBI U CPOKM MAAHOBbLIX MEpPepbiBOB B Mepegaye 3/1EKTPUYECKOW 3HEepruu, MnpeKkpalleHna nam
OrpaHUYeHUs pexuma nepesayn 31eKTPUYECcKoi 3Heprum, B TOM Yncae npeaBapuTesibHas MHPOpPMaLUma 0 CpoKax
OrpaHMyeHMa pexuma noTpebneHns 3SN1eKTPUYEecKoM 3sHeprun (MowHoCTM) noTpebutenen B CBASU C
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npoBeAeHMeM PEMOHTHbIX paboT Ha 06bEKTaX 3/1EKTPOCETEBOrO X03ANCTBA CETEBOW OpraHmn3aLMm, BKAOUYEHHbIX B
rogoBon (MecAYHbIN) rpaduK PEMOHTa;

pacyeTHble AaTa M BPeMA BOCCTAHOB/JEHMA 3/1IEKTPOCHab)KeHMA B C/Ayyae BBEAEHMA BHENJIaHOBOro
OrpaHUYeHUs PeXnMa NoTpebIeHNa 3NEKTPUYECKOW IHEPTUN (MOLLHOCTH);

YacTo 3a/laBaemble BOMPOChI, BO3HUKAIOLWME Yy NOTpebuTenen, n oTBETbl Ha HUX;

aKTyanbHble M3MEHEHMA 3aKoHopaTenbcTBa Poccuitickolt deaepauum B OTHOWEHUM Npoueayp OKasaHus
YCAYr ceTeBbIMM OpraHU3aLnamMm;

yTBEpPKAEHHbIe rpadMKM aBapuIMHOrO OrpaHMyYeHuns;
nacnopTa ycayr (NpoueccoB) ceTeBoi opraHM3aLmy;

nopagoK paboTbl B IMYHOM KabuHeTe moTpebutens, BKAKOYAA MOAyYeHME NepBOHAYaNbHOro AOCTyna K
NINYHOMY KaBUHETY, perncTpaumio n agTopusaLmio notpedbutens.

34. WUHbopmauma, ykasaHHaa B ab3aue OAMHHAALATOM NyHKTAa 33 HactoAwMx EAMHBIX CTaH4apTOB,
NoANEeXUT ONyH6ANKOBAHMIO He NO34Hee YeM 3a 7 AHel 40 AaTbl NaHOBbIX MePepPbIBOB Nepesayn 3/1eKTPUYECKOoM
SHepruu.

35. UHpopmauumsn, ykasaHHana B ab3aue TpMHaALATOM NyHKTa 33 HacToAWwmX EANHBIX CTaHAaPTOB, NOA/IEKUT
onyb6/IMKOBaHMIO HE pe)ke OAHOro pasa B KBapTa/i Ha OCHOBE aHa/M3a NOCTyNUBLUMX O6palLeHWnit B CeTeBYIo
opraHusaumio.

36. CeTeBan opraHusaums obecrneynBaeT, B TOM YMCAE C UCMOIb30BAHMEM JIMYHOTO KabuHeTa noTpedbuTens,
TEXHUYECKYI0 BO3SMOXHOCTb:

a) HanpaBaeHua noTpebutesiem obpaLLeHMi, B TOM YMCE COAEPKALLMX Kanobbl U 3a8BKKU (3asABNEeHNsA) Ha
OKasaHWe ycnyr (npoueccoB), cornacHo npuaoxkeHnto N 5 K HactoAwum EamMHbIM cTaHgaptam B dopme
3NEKTPOHHOIO [AOKYMEHTa MyTem 3anoJIHeHUs 3KpaHHbIX ¢opm Beb-MHTepdeica oduumanbHOro camta ¢
06A3aTeNIbHOM A1 3aN0/IHEHUA KOHTAKTHOM MHOPMaLMen U NpeanoyTUTeIbHbIM CNOCOBOM NOyY4eHUA OTBETA.
B aKpaHHbIx dopmax Beb-nHTepdeiica opuumanbHOro caita obecneynBaeTcs BOSMOMXKHOCTb NPUKPennaTb dpannbi
C matepuanamm no obpalieHuto. Mpu HanpasBaeHUM obpalleHUs Yyepes YKasaHHbIN MHTepdeinc notpebutenb
JOMKeH OblTb yBeOMAEH O MIQHOBbIX CPOKax PaccMOTpeHus obpalleHusa € yKaszaHMeM pPernctpaLyoHHOro
Homepa obpallLeHus;

6) 3anonHeHWs NOCPeACTBOM 3KpaHHOW ¢opmbl Beb-uHTepdeica oduuUManbHOro canTa aHKeTbl
notpebuTtensa AnA onpoca C LLeblo OLEHKN KayecTBa OKa3blBaeMbIX YCAYr CETEBOM OpraHM3aLmm U 06CNyKMBaHUA
nortpeburens;

B) Mony4yeHus notpebutenem cBefeHUn O CTaTyce pacCMOTPeHMA obpalleHna, HanpaBAeHHOro B CETEBYIO
opraHusauuio;

r) BBO4A NOTpebUTENEM TEKYLLMX MOKa3aHMI NPMBOPOB yYeTa 3N1EKTPUYECKOMN SHEPruY;

[) HanpaeaeHua noTpebutenem yBeaoM/IEHUA B CETEBYIO OpraHM3aLmio 06 UCNONHEHUM UM MEPOMNPUATUN,
NpeaycMOTPEHHbIX TEXHUYECKMMU YCOBUAMMU;

E) npepnocrassieHnA I'IOTpEGI/ITEfI‘r'IMZ

CBe,El,eHMﬁ O CTaTyCe pPacCMOTPEHNA 3aABKU (3aﬂB}'IEHMFI) I'IOTpE6I/ITefI‘r'I Ha OKa3aHwue yCchayr, HOAaHHOﬁ B
CeTeBylo OpraHunsauuto, C YyKasaHMem [AaTbl NOCTyNnNeHUA 3aABKU U ee pPernctpauMoHHOro Homepa, AaTtbl
Hanpas/1€HWA 3aABUTENIO NOANNCAHHOIO ceTeBou opraHmaaumeVl Aorosopa 06 oKasaHuu ycnyru;

CBe,D,eHMVI O CTaTyce UCMNOoJIHEHNA OOroBOpa OKa3laHUA yCayrn C ykasaHMem njaaHoBbiX CPOKOB UCMNOJIHEHUA,
3a WUCKIKYEHMem [O0roBopoB Ha OKasaHue ycayrm no nepegade 3neKpr-|ec+<of/'1 HEeprun. CeegeHua no
Aorosopam 06 OoCywecTtBiEHUN TEXHONIOMNMYECKOTO npucoeanHeHnAa AO0/1KHbl BK/IKOYATb MHq)OpMaLI,MIO O paaTte
3aK/1ilo4eHnAa Oorosopa, xone BbINOJIHEHUA ceTeBom opraHmaaumeﬁ TEXHNYECKUX YCﬂOBMP’I, (baKTM‘-IeCKOM
npucoeanHeHnn, CoCtaBieHnn n noagnnNcaHMM AOKYMEHTOB O TEXHO/IOTMYeCKOM nNpmnucoeamHeHnu;



CYETOB Ha onnaTy ycayr no TeXHO/1I0rM4eCkomy npncoeanHeHuo;

CBe,D,eHMlz O NOKa3aHuAX FlpVI6ODOB yyeTa NOo TOYKamM Yyd4eTa 3HEKTpMHECKOl>JI 3Heprmun FIOTpe6MTEJ'IFI n
CTaTUCTUKe I'IOTpe6}'IEHVIF| aﬂeKTpMLIECKOVI 9HEPrnMn Ha MOMEHT nocnegHero CHATUA ceTeBoW opraHM3aume17| TaKuUX
NMoKasaHui unu BBEAEHUNA NnoKasaHui an6opa y4yeTa FIOTpE6MT€J'I€M CaMOCTOATENbHO,

CBEEHMUIN O CTaTyce pacCMOTpPeHUsa 0bpalLeHMs, HaNpPaBIEHHOIO B CETEBYIO OPraHM3aLLMIO B 3/IEKTPOHHOWM
dopme.

37. OocTyn K AvMyHOMY KabuHeTy noTpebuTens ocywecTBiseTcs nocie BBOAA NOTpebutenem CBOUX
NOEHTUOUKAUMOHHBIX AAHHbIX: UMeHW (NornHa) u napona u (Man) No perucTpaLMoHHOMY HOMEpPY 3asaBKM Ha
OKasaHue ycayr (oTAaeNbHbIX Npoueayp) U Napoto, KoTopble BblgatoTcs noTpebutento:

a) Npy O4HOM 0BPALLEHMM B CETEBYIO OPraHM3aumio;
6) no NcbMeHHOMY 3anpocy noTpebutens;

B) nocne 3anonHeHuA notpebutenem sKkpaHHoW dopmbl Beb-uHTepdeiica oduLManbHOrO caliTa ceTeBoM
OopraHuM3aLuun pernctTpaumm.

38. Pasgen "MoTpebutenam" oduumanbHOro canta CETeBOM OpraHM3aUnmn pekoMeHayeTcsa pa3pabaTtbiBaTth B
COOTBETCTBUM C NpuaoxKeHmem N 6 K HacToAWMM EANHBIM CTaHZapTam.

IV. Mprem 1 paccmoTpeHue obpalleHMin noTpebutenei

39. MoTpebutensam obecneymBaeTcs PacCMOTPEHNE 0BPALLEHUI B YCTAHOBAEHHbIE CPOKM.

40. CeTeBas oOpraHusauua nNpuM PacCMOTPEeHMU obpalleHuii notpebuteneit obecrneumBaeT npuvem U
perucTpaumio NocTynueliero B agpec CeTeBOM opraHM3aumm obpalleHus noTpebuTtens (B MNMCbMEHHOMN,
3NEKTPOHHON, YCTHOM d¢opme, € uUcnonb3oBaHMem TenedoHHoW cBasn). Mpu peructpaumm obpalieHua
buKcuMpyeTca  KOHTakTHaa uHbopmauma notpebutena, pata nocTynieHus obpalleHns w  BXoAALMiA
PerncTpaunoHHbIiM HoMep 0bpaLLeHus.

41. CeTeBas opraHu3auma HanpasaseT NoTpebuTento OTBET NO CyLLEeCTBY Ha ero obpalleHune B caeaylowme
CPOKM:

a) OTBET Ha NMCbMeHHOEe obpalleHWe noTpebuTtens Ha bymarKHOM HocuTene - B TedeHue 30 gHel co AHA
pernctpaunmn obpalleHns ceTeBol opraHusaLmen, B cydyae ecim MHoe He NpesyCMOTPEHO 3aKOHOAATEe/IbCTBOM
Poccuiickoin Pepepaunu;

6) obpaweHue noTpebuTens, HanpasJeHHOE C UCMNo/b30BaHMEeM odULMaNbHOrO calita B ¢dopme
9/1IeKTPOHHOIO AOKYMEHTA, - B CPOKM, YKa3aHHble B npuaoxeHnn N 5 K HacToAwmm EgUHbIM cTaHaapTam;

B) OTBeT Ha obpauieHne noTpebutens ¢ MUCNOAb30BaHMEM TenedOHHOW CBA3M NPeLOCTaBNAETCS
HenocpeAcTBEHHO B MOMEHT 06palleHna noTpebuTens. B cnydyae HEBO3MOXKHOCTU NPEAO0CTaBUTb OTBET B MOMEHT
obpalueHna notpebutens paboTHMK CeTeBOW OpraHM3aLMKn 3anNnCbiBaeT KOHTAKTHYIO MHPOpPMaUmio NnoTpebutens
M He no3gHee 4 4acoB C MOMEHTA perncrpaumm obpalleHuns npeaocTaBaseT OTBET NoTpebutento;

r) echn obpauleHne NoTpebuTens C MCNoab3oBaHMEM TenedOHHOM CBA3M COAEPNKUT Kanoby M daKTbl,
N3/10}KEHHbIE B TAKOW }Kanobe, TpebytoT aHan3a maTepuranos no obpalieHuto notpebutens, paboTHUK ceTeBoM
OpraHusauuun, nNpuUHABWKNK TenedOoHHbIA Bbi3oB, odopmadeT Kanoby B Gopme 3/1EKTPOHHOrO AOKYMEHTa,
KOTOPbIN perucTpupyeTcs B yCTaHOB/eHHOM nopsagke. CpoK oTBeTa NoTpebuTento No Takon Kanobe He JONKeEH
npesbiwatb 30 AHEeN Co AHA perncTpaunm obpalieHms;

) oTBeT Ha ycTHoe obpauieHune notpebutens B opuc obcayKMBaHUA noTpebuteneit npepocTasBaseTca
HenocpeacTBEHHO Npu noceleHnn notpebutenem opuca. B cayyae HEBO3IMOKHOCTU NPEAOCTaBNEHNA OTBETA Ha
obpaueHne notTpebuTens Npu ocywecTBAeHUM O4YHOTro O6CNYKUBAHUA NOTPEOUTENSA, a TaKKe ecnu obpalleHue
noTpebuTtenna coaepKuT Xanoby n ¢dakTbl, U3/10XKEHHbIE B TaKOM Kanobe, TpebyloT aHanM3a maTepuanos Mo
obpalweHnio noTpebutenn, paboTHUK CeTeBOM OpraHM3auUnmM AO0/KEH NpeasioXuTb NoTpebutento HanpaeBuTb B
CETeBYI0 OpraHM3auuilo nUcbmeHHoe obpalleHue uamv odopmuTb obpalieHMe B oduce 0b6CAYKMBaAHMA Ha
TMnoBom 6naHke. Mocne 3anonHeHWsA M noAnucaHuA noTpebutenem H6naHka obpalwieHMA Takoe obpalieHue



pernctpupyetca. CpoKk oTBeTa Ha Takoe obpalleHue He Ao0AKeH npesblwaTe 30 AHeEl co AHA perucrTpauuu
obpalueHus.

42. B cnyyae ecnn M30MKeHHble B obpallleHun notpebuTens BONPOCbl HE OTHOCATCA K KOMMETeHLMK
ceTeBOM OpraHuM3auuu, paboTHUK CeTeBOM OpraHu3auuM He nosgHee 5 paboumx AHEN cO AHA perncTpaumm
obpalleHna MHbopMUpyeT nNoTpebuTena O HEeBO3MOXKHOCTM NpeaoCTaB/leHMA emy OTBeTa Mo  CyLlecTsy
N3/I0XEHHbIX B 06palleHMM BOMPOCOB M COOBLLAET KOHTaKTHYIO WMHPOPMaLUIO opraHM3aumii, K KomneteHumum
KOTOPbIX OTHOCATCA TaKue BOMPOChI.

43. ObpaweHue notpebutens o nNpeaocTaBNeHUM CnpaBoYyHOM MHPOpPMaUMM M (MIM) KOHCY/bTaLMu
CYMTAETCA PACCMOTPEHHbIM, €eciuM noTpebutento HanpasneH (nNpegocTaBfieH) OTBET € 3anpalinMBaemon
nHbopmaumeit.

44, ObpalueHne noTpebuTtens, cogeprKallee Kanoby, CUMTAETCA PAaCCMOTPEHHbBIM CETEBOW OpraHuU3aLmen,
ecnu:

a) ycTtaHoB/ieHa 060CHOBAHHOCTb (HEOBOCHOBAHHOCTL) 3asiBIEHUSA O HapyLUEHUW MpPaB UM OXPaHAEMbIX
3aKOHOM MHTEPECOB NoTpebuTens, B TOM YMC/Ie O NPeAoCTaBAEHUN YCAYT HEHAA/1eKaALLEero KavecTBa;

6) B cnyyae HeobxoaAMMoCTU No 06OCHOBAHHbLIM »Kanobam onpeaeneHbl MEPONPUATMA, HanpaBaeHHble Ha
BOCCTAHOB/IEHME HapyLIEHHbIX MPaB MWMAM OXPaHAEMbIX 3aKOHOM MWHTepecoB mnoTpebuTtens (panee -
KOppeKTUpytoLuime mepbl);

B) HanpasneH (NpeaocTaBneH) oTBET NoTpebuTento no obpaLleHuio:

B Chy4vyae nNpwu3sHaHuA »Kanobbl HeoboCHOBaHHOW B OTBETE npeanocTtaBaATCA apPrymeHTUpPOBaHHbIE
pPa3bACHEHMA B OTHOLWEHUN OTCYTCTBUA OCHOBaHMUM Aana ee yaoBaeTBoOpeHUA;

B C/ly4yae MpPU3HaHUA »Kanobbl 06OCHOBAHHOW B OTBETE MOTPEOUTENIO YKa3bIBAOTCHA, KakuWe MpaBa WUau
3aKOHHble WHTepecbl NoTpebuTena nognexkaT BOCCTAHOB/AEHUIO M B Kakom nopagke. Ecam no »Kanobe
HeobxoaMma peanm3auma KOPPEKTUPYIOWMX Mep, B OTBETe NoTpebuTento ykasbiBaeTca NaaHMPyemblit CPOK MX
peanusauuu.

45. PaccmoTpeHure obpalleHnsa He NPoM3BoANTCA (C yBeLoMaeHMem 06 3Tom noTpebuTtens) B caydasx:
a) ecnun obpalleHne coaepKUT HeleH3ypHble TM60 0CKOPBUTENbHbIE BblpaXKeHNs;

6) ecnn B 06palleHUM COAEPNKUTCA BOMPOC, Ha KOTOPbIM AaHHOMY noTpebuTento ycayr yxe 6bin
npefocTaBieH OTBET MO CYLW,EeCTBY B CBA3W C paHee HanpasieHHbIMKU 06paLLEeHNAMM, U NPU STOM B 06paLLEHUN He
NpMBOAATCA HOBble A0BOAbI UM 06CTOATENLCTBA;

B) eC/iM OTBET MO CyLLEeCTBY NOCTAaBNEHHOMO B 06palleHMM BONpoca He MOKeT 6biTb AaH 6e3 pasrnaweHus
CBELEeHWI, COCTaBAAIOLMX KOMMEPYECKYIO TalHY MAN UHYIO OXPaHAEMYIO 3aKOHOM TaliHy.

46. PaccmoTpeHune obpalieHus (6e3 ysegomneHna notpebutensa) He NPOU3BOAMTCA B CNy4YanX, €C/M TeKCT
NUCbMEHHOro 06palleHMA He MOoAAAaeTCA MPOYTEHUIO WAM B 0BPALLEHMM OTCYTCTBYHOT KOHTAKTHble AaHHble,
HeobxoanMble ANS HanpaB/ieHUa OTBeTa.

V. OcobeHHOoCTM 0b6cnyKMBaHMA NoTpebuTenein Nnpmn okasaHmu
YCNYT NO TEXHOI0TMYECKOMY NPUCOEANHEHWIO

47. CeteBas OopraHnsauuAa obecneuunBaet I'IOTpe6MTe.l'IFlM - d)l/I3M‘-IeCKVIM nnuam, MaKCMMmalsJibHaA
npuncoeamHeHHaa MOWHOCTb SHEPTONPUHUMAKOLLNX YCTDOﬁCTB KOTOpPbIX COCTaBaAeT 40 15 kBT BKAOUNTENBHO (C
yd4eTom paHee npuncoegunHeHHbIX B ,Cl,aHHOf/‘I TOYKE npucoegunHeHnAa SHEPronpuHUmaromnx YCTDOﬁCTB),
BO3MOXHOCTb:

a) BbICTaB/1IEHNA CY€Ta Ha onaaty ycayrm no TexHOoNorM4eCckomy npucoegmnHeHuUto CFIOCO6aMVI,
Aonyckakowmmm BO3MOXKHOCTb UX y,u,aneHHoﬁ nepegayun (nhoa, CeTb MHTepHET), no XXeNaHno ﬂOTpE6MT€ﬂH,‘

6) BHECEHMA NNaTbl NO AOroBopy 06 ocywectBieHNN TEXHO/IONMYECKOro npncoeanHeHnAa K aIEKTPUYECKMM
ceTaAm 6e3 onnaTbl KOMUCCUW.



MpunoxkeHne N 1

K EAMHbIM CTaHZapTam KayecTBa
obcnyKMBaHMA ceTeBbIMM OPraHU3aLLUAMM
noTpebuTenen ycnyr ceTeBbiX opraH13aumm

MACIIOPT YCJIYTM (IIPOLIECCA) CETEBOM OPTAHU3AILIMA

HaMMEeHOBAaHMe yCJyI'u (mpoliecca)

Kpyr zagaeutresnenm <1>:
PasmMmep miaTe 3a INpenocTabJIeHME YCIyTu ([Ipollecca) M OCHOBAHME ee B3MMaHUA:

YcoBUsa oOka3aHMsa yCJayI'm (mnpolecca) <2>:
PesynbTaT oOkKa3aHUA YCJIYyI'M (mpolecca) :
Obmmit CpOK OKaszsaHMuA yCJayI'M (mpouecca) :

CocTaB, MNOCJEIOBATEJILHOCTL M CPOKM OKaszaHUSa yCJayTru (mpoiecca) :

N J1an CopepskaHne/ycnosus stana | Popma npegocrasneHuns | CPoK UCNONHEHUA CcbinKa Ha
n/n HOPMaTWBHbIN
NpPaBOBOM aKT

KonTakTHas mHOOpMaLMs OJi8g HalpabBlleHMsa oOpalleHum <3>:

<1> YKa3bIBaloTCA MLE, KOTOPbIE MOTYT NOYYUTb AaHHYIO YCAYTY.

<2> OnucaHWe YCNOBWIA, NPU KOTOPbIX OKasaHWe ycayrn (npouecca) CTaHOBUTCA BO3MOMKHbIM
(npegoctaBneHme Bcex HeOBXOAUMBIX AOKYMEHTOB, HanuuuMe ¢GU3MYECKON BO3MOXHOCTM OKasaHWA YCayru

(npouecca) n ap.).

<3> YKa3blBaloTCA KOHTaKTHble [aHHble /ML, KOTOpble MOMyT AaTb McyeprbiBaioLlylo MHbopmaumio 06
OKa3blBaeMoi ycayre, NpUHATL Kanoby Ha aelictBus (besgeiicteune) nogpaspeneHus (paboTHWKa) ceTeBo
OopraHvM3aumMM, 3aHATOr0 B  OKa3aHUW  YCAyrK, YNOJHOMOYEHHOro OpraHa WCNOJHWUTENbHOW  BNacTw,
OCYLLLECTBAIAIOLLErO HaA30PHble GYHKLMM 33 AeATENbHOCTbIO CETEBOI OpraHM3aumu.

MpunoxkeHune N 2

K EAMHbIM cTaHgapTam KayecTsa
06CNyKMBaHUA ceTeBbIMU OpPraHM3aLMAMU
noTpebutenei ycayr ceTeBbix OpraHn3auuii

TPEBOBAHMA
K OPFAHM3ALNM OPUCOB OBC/TYKUBAHUA NOTPEGUTE/IEN
CETEBbIMW OPTAHU3ALUAMUN

1. Mpu obopynoBaHWM LEHTPOB OOCAYXKMBAHMA MNOTPebUTeNein B KAMEHTCKOM 3aje Mpou3BOAMUTCA
30HMPOBaHWE NoMmelLeHUn, obecneynBatolLee ero pasgeneHme Ha ABe 30Hbl: KIMEHTCKYIO U 30HY pPasMeLLeHus
PaboTHMKOB, OCYLLECTBAAIOLWMX 0BCAYyKMBaHMe noTpebuTenei.

2. UeHTpbl obcaymnBaHus noTtpebuteneit cHabxkatoTcs MHGOPMALMOHHBIMUM Tabanykamm (BbiBECKammu) ¢
JIOTOTUNOM CETeBOM opraHMsaumu:

a) Ha BXoAe B 34aHMe pasmellaeTcA BblBeCKa C MHpoOpmaumel: HaMMeHOBaHWE CETEBOW OpraHu3auumu,
MoYToOBbIN agpec, rpaduK paboTbl LEeHTPa 0OCNYKMBAHUA NOTPebuTenen, agpec 3NEeKTPOHHOM NoYyTbl, TenedoH
ueHTpa obcnyRunBaHNA NoTpebuTenei u ropayvet IMHUU NO BONPOCAM 3/1EKTPOCHABKEHUA CETEBOW OpraHM3aLmm;



6) B MOMELLEHNN - BbIBECKM C 0DOO3HAYEeHMEeM MEeCT OYHOro npuema noTpebutenen, cayRebHbIx
nomeLLeHni, He NpegHa3HauYeHHbIX 418 O4HOro NpMema noTpebutenel;

B) B K/IMEHTCKOM 3a/1e - BbIBECKM Ha OKHaX 06CNyXMBaHMA NoTpebuteneit okono pabouymx mect paboTHUKOB.

3. B KAMEeHTCKOM 3ane UueHTpa o06CcayuBaHMAa noTpebuteneir opraHU3yeTca 30HA OXUAAHUA A4A
notpebuTeneit, No3BoAKOLLAA Pa3MecTUTb MNoTpebutenen B nNUKoBble AHM (4ackl) npuema. Maowanb 30HbI
OXKMOAHUA COCTaB/sET He MeHee 4 KBagpaTHbIX METPOB Ha ogHoro paboTHMKa, obcayKmBatowero notpebuTens
(ogHoro okHa obcny:KuBaHus). B 30He oxmnpaHua obecneuymBaercAa Hanuume mebenu AnA MCMNO/Ib30BaHUS
noTpebuTenaMmm BO BPEMA OXWAAHUA: HEe MeHee OfHOro CcuMAsYero Mecta Ha o4HOro paboTHMKA,
obcnyKmBatowero notpebutens (o4HOro oKHa 0BCNYXKMBaAHMA), HE BKAKOYAA CMAAUYME MECTa HENOCPeaCTBEHHO
Ons npuema notpebuteneil, oTAeNbHOro ctona U cTyna Ana opopmieHMa OOKYMEHTOB BO Bpems OXUAAHWUS,
KaHLUENAPCKMX NPUHAANENKHOCTEN.

4. 30Ha OXWAAHUA KAMEHTCKOrO 3a/a OCHALWLAeTcA UHPOPMALMOHHLIMU CTEHAAMWU C Heobxoanmoln ans
notpebutena nHdopmaymein B cootBeTcTBMM co CTaHAApPTaMM PacKpbITMA MHPOPMaLMKN Cy6bEKTAMM ONTOBOrO U
PO3HUYHbIX PbIHKOB 3/EKTPUYECKOI 3HEPrun, YyTBEPXKAEHHbIMU NocTaHoBAeHWeM [MpasutensctBa Poccuinckoit
depepaunn ot 21 aHeaps 2004 r. N 24, a TaKKe co cneaytoLwen MHGopmaumen:

4.1. rpaduk paboTbl opuca obcnyxKMBaHUA noTpebuteneis;

4.2. NOYTOBbIN agpec W 3/IEeKTPOHHbLIN agpec oduUMANbHOIO CaiTa CeTeBOM oOpraHuMsauuun, agpec
3NEKTPOHHOM NoYTbl, TenedoHHble HOMepa LeHTPa 06CNYyKMBaHUA NoTpebutenei n ropadyeint IMHUK NO BOMPOCaM
3NEeKTPOCHabXeHUA ceTeBOoI opraHn3aLmnm, No KOTOPbIM OCYLLECTBAAETCA 3a04HOe 06CNyKMBaHMe noTpebutenei,
TeppuUTopUA 06CNYKNBAHUA CETEBO OpraHn3aLum;

4.3. NopAAOK Nogaun u paccMoTpeHua obpalleHnit noTpebuTenei, cogeprKalimx Kanobbl Ha OeNCTBUA
CeTeBOl OpraHM3aLuK, C YKasaHMeM CPOKOB pacCMOTpeHUA 0bpalleHuid U NpefocTaBNeHns OTBETa;

4.4, nopAdOK N CPOKM 3aK/OHYEHMA A0roBopa 06 OKasaHWW yCAyr Mo nepenadve 3/1eKTPUYECKON SHeprumu,
npeaycmoTpeHHble 3aKoHoAaTeNbcTBOM Poccuiickoit Peaepaumy;

4.5. nopAAoK MoJayn 3asaBKM Ha TEXHONOTMYecKoe npucoedvHeHWe, OCHOBHble 3Tanbl U CPOKKU ee
paccMoTpeHun, CBEAEHUA, KOTOpble [O/IKHbl COAEpP:KaTbCA B 3asABKe, TpebOBaHWA K Mpunaraembim K HeW
OOKyMeHTam;

4.6. Tapudbl Ha ycayrM no nepejaye 3NEKTPUYECKOM SHEPrMM Ha TeKylMIi nepuod PeryanpoBaHua C
YKa3aHMeM WCTOYHMKa odMLMANbHOTO ONyBAMKOBaHWUA pPelleHWs opraHa WCMNOAHWUTENbHOM Bnactu B obnactu
rocyAapCcTBEHHOro peryMpoBaHua Tapudos cybbekTa Poccuiickoii ®eaepaunm;

4.7. Tapudbl Ha TEXHONOTMYECKOE MPUCOEAMHEHME Ha TEKYLLMI Nepuos peryanpoBaHuMa C yKasaHWEM
UCTOYHUKA oduUMaNbHOrO Oonyb6AMKOBaHMA  pelleHus opraHa WCMNOAHWUTENbHOM BAacTM B 061acTu
rocyAapCcTBEHHOro perynmMpoBaHua Tapudos cybbeKkTa Poccuiickoii ®eaepaunm;

4.8. BNaHKM TUMOBbIX AOKYMEHTOB NO TeXHO/NO0rm4eCKomy npucoeanHeEHUKo, Ha OKasaHue ycayr no
nepegade 3ﬂeKTqueCKOﬁ SHEPIrnn n npoyee;

4.9. NopAAOK OCYLLECTBIEHNA KOMMEPYECKOro yyeTa CeTeBbIMM OpraHu3aLusamm, B TOM Yucae TpebosaHus
K MecCTam YCTaHOBKM NpMBOPOB yyeTa, CXeMbl MOAKAIOYEHUA U METPONOTMYECKME XapaKTepUCTUKKU npubopos
yyeTa;

4.10. HaumeHOBaHWe NPMBOPOB y4yeTa, YCTAHOBKY KOTOPbIX OCYWECTBAAET ceTeBas OpraHuM3auma, WX
CTOMMOCTb M CTOMMOCTb PaboT Mo MX YCTaHOBKE;

4.11. EanHble cTaHAapPTbl KayecTBa OBCNYXKMBaHMA CETEBbIMW OpraHuMsauusamu notpebutenein cetesbiX
opraHusauui;

4.12. nacnopT ycAyr CeTeBOM opraHM3auunu;

4.13. KHUra »anob v npeanoxXeHun.
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5. |_|pl/l HeOGXO,CI,VIMOCTVI B UEeHTpe O6Cﬂy>KMBaHMFI I'IOTpEGMTGI'IEVI obecneuymBaeTcs HanuumMe MNATENKHOIO
TEPMUHANA ONA ONAaTbl YCAyr CeTeBOM KOMMaHUMU.

6. Ecnun B KAMEHTCKOM 3ane obcnyKnBaHue ocyllectsnineTcs bonee yem 4 paboTHMKamu (bonee yem 4 okHa
obcnyKMBaHMA), 30Ha OXKWAaHUA 0b6OpyayeTca 3/EKTPOHHOW CUCTEMOW yYnpaBieHWs o4yepeablo, KoTopas
npeaHasHayeHa ONTMMM3MPOBATb MOTOKM nocetutenen. UHCTpyKuMa no aKcnayaTaunm CUCTEMbl ynpas/ieHus
oyepesblo U CXema pasmeLLaoTca Ha UHGOPMALMOHHOM CTEHAE.

7. TNomeweHne ueHTpa obcayKmBaHusa noTpebutenein obopyayeTca MNPOTMBOMOMNKAPHOM CUCTEMOM,
CPeACcTBaMM NOXKAPOTYLLUEHWUSA, @ TaKXKe LEHTPA/IM30BaHHOM CUCTEMOM OMOBELLEHMA NoceTuTenei u paboTHUKOB
LeHTpa 06CNyKMBAHUA O NOXKape U APYTUX KPUSUCHDBIX CUTYALUAX.

8. B nomeweHumn LEeHTpa O6CI'IY)KMBaHMF| I'IOTpE6VITeIIel\/‘I obecneunBaeTcs HanMune nNUTLEBOM BOAbl,
anTeyvyKun.

9. B ueHTpe obcnykmBaHMA noTpebutenei obecneymsaetca 6e3onacHoOCTb NoTpebuTenelt U paboTHUKOB.
10. B 3gaHun LeHTpa obcnyRunBaHmAa notpebutenen obecneumsaerca AOCTYN NOCETUTENEN B CaHY3/bl.

11. B OTHOLWEHNM MYHKTOB 0OCNYXKMBAHMA NOTPebUTENEN ceTeBas opraHu3auma obecneymsaeTt TpeboBaHUA
NYHKTOB 2, 4, 8, 9 HacToALLEero NnpuaoXKeHma K EanHbim cTaHgapTam.

Kpome Toro, B nyHKTe o06cayuBaHMAa obecneunsaetrca Haauvunme mebenn Ana  MCNONb30BaHMA
notpebutensmm BO BpPeEMA OMWUAAHMA: HE MeHee OJHOro cuaAdYero MecTa Ha ofgHoro paboTHMKa,
obcnyKmBatowero notpebutens (ogHOro okHa obcnyKuBaHWA), He BKAKOYAA CUAAYME MEeCTa HernocpeacTBEHHO
OnA npuema notpebutenen, ctona u ctyna gna opopmIeHUs AOKYMEHTOB BO BPEMSA OXKMAAHUSA, KaHLENAPCKNX
npuHagneskHocten (pydykun, bymara ana sanucen).

MpunoxkeHune N 3

K EAVHbIM CTaHAapTam KavecTsa
06CNYKMBaAHMA CETEBBIMM OpPraHMU3aLUAMM
notpebuTenen ycnyr ceTeBblX OpraHM3aLmii

OCHOBHbIE AENCTBUA
CETEBOW OPTAHM3ALMW MPU OCYLLIECTB/IEHUX OYHOIO OBCNYXMBAHMA
NOTPEBUTENEN B ODUCAX OBC/TYKUBAHWUA NOTPEBUTENEN

N OcHOBHble AeicTBuA CeTeBOM opraHMU3aLmMmn NPU OCyLLECTBAEHMM OYHOTO 06CNYKNBAHUA NOTpebuTenel B
oducax obcnyRmBaHus notpedbutenei

1 Mpuem © pernctpauma O4YHOro obpalieHus noTpebuTens, perncTpaums KOHTAKTHOW UHbopmaLmn
notpebutena, NpoBepKa KOPPEKTHOCTU OPOPM/IEHMA 3aABOK Ha OKasaHWe YCAYr, KOMMIEKTHOCTU
[OKYMEHTOB M MONIHOTbI CBEAEHMUI B 3afiBKE B COOTBETCTBMU C TPEOOBAHUAMM HOPMATUBHbIX NPABOBbIX

aKTOB:
1.1 npuem *Kanobbl NoTpedbuTens B NMCbMeHHOW dopme
1.2 npvem 3a8BKW/3aABNEHNA Ha OKasaHWe YCAyr B MMCbMeHHOM dopme, B TOM Ynche:
1.2.1 3aABKM Ha TEXHONOTMYEeCKoe NpucoeanHeHune
1.2.2 obpalleHns noTpebutensa o NPoaSeHUM CPOKa AeNCTBUA paHee BblAaHHbIX TEXHUYECKUX YCI0BU
1.2.3 3afB/IEHNA O BOCCTAHOB/IEHUMW pPaHee BblAaHHbIX TEXHWUYECKUX YCNOBWI, yTpaTa KOTOPbIX HAacTynuna B

CBA3W C JIMKBUZAUMEN, peopraHusauuen, npekpaweHnem f[eATesbHOCTUM NpeXKHero Bajesnbla
(3anBuTENA), NPpOAaXKeN 06BEKTOB U MO MHLIM NPUYMHAM

1.2.4 yBeaAoOMNEHNA O 3aKNH0YEHUN CornalleHna o nepepacnpegeneHmnm HpMCOE,ﬂ,MHEHHOVI MOLWHOCTHN

1.2.5 3anB/IEHUA HA 3aK/loYeHne 4orosopa 06 OKasaHMM YC/yr Mo nepeaaqe 31eKTPUYECKON SHeprum




1.2.6 3aMpoca O COrnacoBaHMM MecTa YCTaHOBKM Npubopa yyeTa, cxeMbl NOAKAOYEHUA NpMbOpa yyeTa U UHbIX
KOMMOHEHTOB M3MEpPUTE/IbHbIX KOMMIEKCOB M CUCTEM YYETA, @ TAKKE METPONOITMYECKMX XapaKTePUCTUK
npubopa yyeta

1.2.7 33ABKM 0 HEODXOAMMOCTU CHATUA NOKa3aHMUI CyLLecTByOLero npubopa yyeta

1.2.8 3aABKM Ha OCYLLECTB/IEHME AOMNYCKA B 3KCN/yaTauuio npnbopa yyerta

1.2.9 3aABNEHNA Ha 060pya0BaHME TOYKMU MNOCTaBKMU Npubopamm yyeTa

1.2.10 3aABKM Ha YCTAHOBKY, 3aMeHy U (1K) akcnayaTauuio npubopos yyeTa

1.3 npvem cooblueHnin o 6e3foroBopHom (6esyyeTHOM) NOTPEBAEHUM INEKTPUYECKON IHEPTUM, O XULLEHWUU

0b6beKTOB 3/1EKTPOCEeTEBOro X031 ncrea

2 Mpuem nokasaHWn NpMbOPOB yYeTa SNEKTPUYECKOM SHEPTUN

3 MpenocraBneHne CNpaBoyHo uHOOPMAUMKM O OEATE/IbHOCTM CETEBOM OpraHMsauMM no BOMpocam
OKasaHuA ycayr ceTeBoi opraHMsaumnm, B TOM Y1cie NpesocTaBieHne TMNoBbiX GOPM AOKYMEHTOB

4 MpenocTaBneHne KOHCYbTaLMIM NO BONPOCaM OKa3aHUs YCAyr CETEBOM OpraHU3aLmm.

B cnyuae oTcyTcTBMA MHGOPMALMM Y PaBOTHMKA, OCYLLECTB/IAIOLLETO OYHbIA NpYem, ANA NpeaoCcTaBieHUs
KOHCY/IbTauun paboTHUK PerncTpupyeT NMcbMeHHoe obpalleHne, OTBET Ha KOTOPOe NpPeaocTaBAAeTCs B
TeyeHue 30 aHel

5 MpepocTasneHre nHbopmaLmMmn o cTaTyce UCMNONHEHMA 3a8BKM Ha OKasaHue ycayr (npouecca), 4orosopa
OKasaHuA ycayr, paccMoTpeHusa obpalleHns, coaepKallero Kanoby

6 Bblgaya LOKYMEHTOB NoTpebuTensam, B TOM YMcC/ie AOrOBOPOB Ha OKasaHWe YCAYr, KBUTAHUMIA, CYETOB-
daKkTyp Ha onnaTy ycayr, LOKYMEHTOB MO pe3y/bTaTaM OKasaHuA ycayr (akToB), akToB 6e3ydeTHoro
(esporoBopHoOro) NoTpebeHns 3NEKTPUYECKOW SHEPTUN

7 MpenocTtaBneHne MHGOPMaLMM O MPUYMHAX U CPOKaxX NIaHOBbLIX NEPEPBLIBOB Nepesayn 3/1eKTPUYECKOn
3Hepruun, NpuYnHax HecobntogeHus TpeboBaHUIM K MapamMeTpam ee KayecTBa, O JaTe W BPemeHMu
BOCCTAHOBNEHUA Mepeaaym 3/1eKTPUYECKON 3Heprum, a Takxke ob obecneyeHnn CooTBETCTBMA KayecTea
3NEKTPUYECKOM 3Heprumn TpeboBaHMAM 3aKOHO4ATE/IbCTBA.

Mpwn oTcyTcTBUM MHbOPMALUMUKM Yy PabOTHMKA Ha MOMEHT MocelleHUs PaboTHWK NpenocTaBAsfeT OTBET
notpebutento He nosgHee 4 4YacoB C MOMEHTa perncTpaumm obpauieHuns ¢ 3anpocom. Ecam obpauieHue
COAEPXKNUT Kanoby U M3NoXKeHHble ¢akTbl TpebyloT aHanu3a maTepuanoB, TO PaboOTHWK nNpeanaraer
notpebutento HanpasuUTb B CETEBYHD OPraHuM3aLMio NUCbMeHHOe obpalieHue B GOpme 31EKTPOHHOTO
OOKyMeHTa unn opopmuTb obpalleHre Ha TMNoBOM B/1aHKe Npu NOoCcelLeHMM, OTBET NPeAOCTaBAseTCs B
TeyeHue 30 aHen

8 Mpuem nnaTexken 3a okasaHue ycayr (B ueHTpax obcnyxusaHua notpebutenei)
9 Bblgaya MHAMBUAYANbHOTO NOTUHA M NAaponA ANSA AOCTyNa B IMYHbIA KabuHeT noTpebutensa
10 MpoBeneHWe LeneBbiXx ONPOCOB, aHKETUPOBaHWA MoTpebuTenei ANA OLEHKM KayecTBa OKasbiBaeMbIX

YCAYr v 06CAYKUBAHUA

Mpunoxenue N 4

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

OCHOBHbIE AENCTBUA
CETEBOW OPTAHWU3ALIMM MPU OCYLLECTBNEHWUM 3A0OYHOIO OBC/TYKUBAHUA
NMOTPEBUTE/IEN C UCNO/Ib3OBAHUEM TENEPOHHOW CBA3N

N OCHOBHble AENCTBMA CETEBOW OpPraHmn3aLmMm Npu ocyLLeCTBNEHNM 3a04HOr0 06CNYKMBAHWUA NoTpebutenei
nocpeacTtsom TenedoHHOM CBA3N




Mpuem, pernctpauma, obpaboTka BXOAALMX BbI3OBOB NOTpebuUTenein ¢ 3anpocom CnpaBoyvHOM MHPopmauuK,
no BoOMpocam MpPeaocTaB/leHMa oOTBeTa noTpebuTtento M 3anucu notpebuteneir Ha npuem B oduc
obcayKnMBaHMA No Bonpocam:

11

OoCcyLlecTsNeHnA TeXHOI0rM4eCKoro npnucoeguHeHunA

1.2

OKa3aHuA ycnyr no nepenaye 3}'IEKT|3W-IECKOI‘;1 Heprum

13

OpraHu3aLmMm yyeTa 3/IeKTPUYECKON 3Heprum

1.4

obcnykuBaHua notpebutenei

1.5

MO/IYYEHNA KOHTAKTHOM WHPOPMaLMM CEeTeBOM OpraHM3auMm U opraHusaumn, paboTatowmx B cohepe
SHEPreTUKM Ha TEPPUTOPUN AEATENbHOCTU CETEBON OpPraHM3aLmm

Mpuem, peructpaumsa, obpaboTKa BXOAALMX BbI3OBOB NOTPebUTeneli no BOMPOCAaM KOHCYAbTauui W
npeaocTasneHns oTBeTa NoTpebuTeto

Mpuem nokasaHuii NPUOOPOB yyeTa 3SNEKTPUYECKOW 3IHEPTMM B CAy4vasX, NpPesycMOTPeHHbIX OCHOBHbIMM
NOMIOXKEHNAMM  GYHKUMOHMPOBAHMA PO3HUYHbLIX PbIHKOB 3/1EKTPUYECKOW 3SHEPruM, YTBEPKAEHHLIMM
noctaHosseHvem MpasuTtenbctea Poccuninickon Pegepaumm ot 4 mas 2012 r. N 442

Mpuem, pernctpaumn, obpaboTka BxoAAWMX Bbl30BOB noTpebuteneit ¢ cooblieHem o 6e340roBOpHOM WU
6e3y4yeTHOM nNOTPebNEHUN 3IMEKTPUYECKON 3SHEPrMM, a TaKKe O XULWEHUU OOBEKTOB 3/1EKTPOCETEBOrO
X03ANCTBA CETEBOM OpraHn3aumnm

4.1

Mpuem, peructpaums, obpaboTka BXOAALWMX BbI3OBOB NOTpebuTenei ¢ cooblieHMem O HeCcoOTBETCTBUM
KauecTBa 3/1IEKTPUYECKOM 3JHEPrMM TEeXHUYECKMM perfiameHTam M MHbiM obA3aTesibHbiM TpeboBaHMAM.
Mepeaaya yKasaHHbIX COObLLEHMI onepaTUBHOMY NepcoHany CEeTeBoi opraHM3aumm (npu HeobxoamMmocT)

4.2

Mpuem, peructpauusa, obpaboTKa BXOAALMX BbI3OBOB MNOTpebuTeNeil € COOBLEHMEM O NpeKpalLeHUm
nepegayn 31eKTpUYecKol sHepruun. MNepesaya yKasaHHbIX COOBLLEHUI ONepaTMBHOMY MepCoOHany ceTeBoW
opraHusaumm (npy HeobxoaMMOCTH)

Mpuem, peructpaums, o6paboTka BXOAALWMX BbI3OBOB noTpebuteneir ¢ 3anpocom uHbopmauum o
NNaHUPYEMbIX CPOKax BOCCTAHOB/IEHWA MNepefauyn 3NEKTPUMYECKOM 3Hepruu, Nno Bonpocam obecneyeHus
COOTBETCTBUA KauyecTBa 3/1EKTPUYECKOW 3SHEPrMM TEXHUYECKUM pernameHtam M MHbIM 06A3aTeNbHbiM
TpeboBaHUAM

OCyLWEeCTBEHNE WUCXOOALWMX BbI3OBOB A/ yBeAoMaeHusa noTpebuteneid o6 aBapuiiHbIX CUTyauusax B
3NEKTPUYECKMX CETAX, PEMOHTHbIX U NPodUNAKTUUECKUX paboTax B NOPAAKE M CPOKM, YCTaHOB/IEHHble
[OrOBOPOM Ha YC/IyT1 Mo nepeaaye 31€KTPUYECKON 3HEprun

OCYLLI,ECTBI'IEHVIE nexogAawmx BbI30BOB  O/14 yBeaoMNneHnA I'IOTp86VITEJ'IEI71 npu ocyuwectsnieHnn
TEXHONOrnyeCckoro npucoegunHeHnda, OKasaHuA ycayr no nepepgade 3neKpr4ec+(oi51 3Heprum m npu
ocyLliecTBieHNN Kommep4yecKoro yyeTta 3I'IGKTpMHECKOI71 3Heprmun

OcyLwiecTBneHne UCXOOALMX Bbl30OBOB A4/ OTBETa NoTpebutensm Ha obpalieHusa, Ha KoTopble He 6bl1o
BO3MOXXHOCTM NPeoCcTaBUTb OTBET HENOCPEACTBEHHO NPU NOCTYNeHNW obpaLleHus

Mpuem, pernctpaums, o06paboTKa BXOZALWMX BbI30OBOB MNOTpebuTenei, coaep:Kawmx Kanoby, w
npeaocTasaeHme oTeeTa NoTpebutento

10

NHbopmaLMoHHOE B3aMMoAencTBMe C ONepaTUBHbIM NEPCOHAN0M CETEBOM OpraHM3aumMm npu NocTynieHnm
06palleHNit Mo BOMNPOCamM HECOOTBETCTBMA KauyecTBa 3/1E€KTPUUYECKOM SHEPrnM TeXHUYECKMM pernameHTam u
MHbIM o06A3aTesbHbIM TpeboBaHMAM, NEepPepbIBOB, MNPEKpalleHMs Mepesadn 3/eKTPUYECKOW 3SHepruu
nHbopMaLMKN aBapUHbIX U NNAHOBbLIX OTKNHOUYEHUAX SNEKTPOIHEPrM

11

MpoBeaeHWe LeneBbIX ONPOCOB, aHKETUPOBAHUA NOTPebUTENEN ANA OLEHKU KayecTBa OKasbiBaeMbIX YCAYT U
obcnyRuBaHua
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MpunoxkeHne N 5

K EAMHbIM cTaHAapTam KayecTBa
06CNYKMBaAHMA CETEBBLIMMW OPraHMU3aLUAMM
noTpebuTenen ycnyr ceTeBbiX opraH13aumm

OCHOBHbIE AENCTBUA
CETEBOW OPTFAHU3ALMM MPU OCYLLECTBNEHWN 3A04HOIO OBC/YKMUBAHUA
NOTPEBUTENEN C UCMO/Ib3OBAHUEM CETU UHTEPHET

CN1COK U3MEHSIOLMX AOKYMEHTOB
(B pea. Mpukasa MuHaHepro Poccum ot 06.04.2015 N 217)

OCHOBHble AeNCcTBUA CeTeBOI OpraHun3aLmu npu
OCyLLEeCTB/IEHMM 3a04HOr0 0b6CNyKMBaHUA NoTpebuTenein B
cetn UHTepHeT

MHTepaKTUBHbIN cepBUC

CpokK ucnonHeHusn

1 Mpuem obpaleHnii noTpebuTeneli ¢ 3anNpocom CnpaBoYHOM B TeueHwue 15 aHelt co
MHPOPMALMM Yepe3 MHTEPAKTUBHbIE SNEKTPOHHbIE popMbl, AHA OTNpaBaeHuns
npeaocTaB/ieHne oTeeTa NoTPebUTeNto 1 3anucb obpalleHus
notpebuteneit Ha npuem B oduc 06CNYKMBAHNUA MO
BOMNPOCAM:

1.1 OCYLLECTB/IEHUA TEXHONOTMUYECKOTO NPUCOESUHEHMUA VHTepHeT-npuemHas,

12 . JINYHbIV KabuHeT

. OKasaHuA yCayr no nepegaye 31eKTPUYECKOM SHEPTUN
yeny PeA P P notpebutens

1.3 OopraHusaumu yyeTa 3N1eKTPUYECKON 3Heprum

14 obcnyknBaHUA notTpebutenein

1.5 KOHTaKTHOM MHPOpPMALMM CETEBON OpraHn3aLmm 1
opraHunsauuii, paboTaroLmx B chepe sHepreTmkm

2 Mpuem obpalleHunii noTpebuTenein no Bonpocam NHTepHeT-npuemHas, B TeyeHune 15 gHelt co
KOHCY/IbTauuK Yepes NHTEPAKTUBHbIE 3NEKTPOHHbIe GOPMbI U | INYHbLIN KabuHeT [OHA OTNpaBaeHus
npesocTaB/ieHne OTBETa NOTPebUTENIO notpebutens obpalleHus

3 Mpuem Kkanob notpebutenen Yepes UHTEPAKTUBHbIE NHTepHeT-NnpuemHas, B TeueHwne 30 aHelt co
3/1eKTPOHHbIe pOopMbI 1 NpeaocTaBAeHMe OTBeTa NIMYHBIA KabuHeT OHA OTNpaBAeHus
notpebutento notpebutens obpatuleHus

4 Mpuem 3aaBKK/3aABNEHMA Ha OKa3aHUe ycayr Yepes B TeueHue 1 gHsA co gHA
WHTEPaKTUBHbIE 3/1eKTPOHHbIe GOpPMbI, B TOM YnCae: OTNpaB/ieHnn

obpalleHuns B cayyae

4.1 3aABKW Ha TEXHOJIOMMYECKOEe NPUCOeAMHEHNE K KOMMNEKTHOCTH
3/1eKTPUYECKUM CeTaAM JOKYMEHTOB "

NoJIHOTbI CBEAEHUN B

4.2 3aABKM O HEOBXOAMMOCTM CHATUS NMOKA3aHWUI CYLLLECTBYIOLLLErO 3anBKe/3aABNEHNN
npubopa yyeta o

pnbopay JINYHbIN KabuHeT
notpeburens

4.3 3aABKM Ha OCYLLECTBIEHNE AONYCKa B 3KCN/yaTaumto npubopa
yyeTa

4.4 3aAB/IeHNA Ha 06opyf0BaHME TOUKM NOCTAaBKM Npubopamm
yyeTa

4.5 3aABKM Ha YCTAHOBKY, 3aMeHY M (1K) aKcnayaTaLmto
npubopos yyeTa

5 Mpuem yepes MHTEPaKTUBHbIE SNEKTPOHHbIE opMbl NHTepHeT-NnpuemHas, B TeueHue 1 gHsA co gHA

cooblueHunit o 6esgorosopHom (6esyueTHom) noTpebaeHnn
3/IEKTPUYECKOMN IHEPTUU, XMLLEHUN 06 bEKTOB
3/1EKTPOCETEBOrO X03AMCTBA

NINYHbIN KabuHeT
nortpebutens

oTnpasieHus
obpalieHus
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6 Mprem nokasaHU NPUBOPOB yUYeTa SNEKTPUYECKOMN SHeprnn | JINUHbIN KabuHeT B TeyeHue 1 aHA co gHA
notpebutenn OoTNpaBeHus
obpaleHua
7 MpepoctaBneHne MHGoOpMaL MM O CTaTyce UCNOSHEHWUSA 3aABKU | JIMUHbIN KabuHeT B TeyeHne 1 aHA co gHA
Ha OKa3aHue ycayr (npouecca), 40roBopa OKasaHuaA ycayr notpebutens OTNpaBneHus
obpalleHus
8 MpepocTtaBneHne MHPoOPMaL MM O CTaTyce PacCMOTPEHUA NHTepHeT-npnemHas, B TeyeHue 1 aHA co AHA
obpallleHuns, coaeprraLLero *Kanoby JINYHbIN KabuHeT oTNpaBeHus
notpebutenn obpaleHus
9 MpepoctaBneHWe 31eKTPOHHbIX KOMUI OKYMEHTOB JINYHBbIN KabuHeT B TeueHune 15 gHelt co
noTpebuTenam no pesysbTaTamM OKasaHuA yCayr (aKToB), aKToB | noTpebuTens [OHA oTnpasaeHuA
6e3yyeTHOro (6e340roBopHOro) NoTpebaeHUs aNeKTPUYECKOM obpatlleHus
sHepruu
10 Bblgaya MHAMBMAYANbHOrO NOTMHA M NApOaA ANA AOCTYNa B NHTepHeT-NnpruemMHas B TeueHune 1 gHA co aHA
JIMYHBIA KabuHeT noTpebutena 3anosHeHUA
perucTpaLMoHHOM
dopmbl
11 YaneHHblM AOCTYN K MOKa3aHUAM npubopa yyeta no Todkam | JINUHbIN KabuHeT Mpu 3anpoce
YYETa 3/IEKTPO3HEPTUN NOTPEOUTENA, CTATUCTUKE notpebutens
notpebaeHua (Mpu HAAUYUKU CUCTEMBI YUYETA C YAANEHHbBIM
c60pOM ZaHHbIX)
12 MNpepocTaBaeHne c4eTOB Ha ONAaTy yCcayr no JINYHBIN KabuHeT B TeueHune 15 gHeit co

TEXHO/N0rM4eCKomy npncoeamHeHuUO

(n. 12 B pea. Npukasa MuHaHepro Poccun ot 06.04.2015 N 217)

notpebutens

AHA OTNpaBAeHUsA
obpatlleHus

13 MpoBeneHue LieneBbIX ONPOCOB, aHKETUPOBaHMUA NHTepHeT-npnemHas, Ha noctosHHOM ocHoBe
notpebutenei ANA OLEHKMN KauecTBa OKasblBAaeMbIX YCAYT 1 JIMYHBIN KabuHeT
obcnyKuBaHuA notpebutens

14.1 MpepoctaBneHne nHGopmaLMm 0 NPUUMHAX U CPOKaxX JINYHbIN KabuHeT B TeyeHne 1 aHa
NNIaHOBbIX (BHEM/IAHOBbIX) OFPAHUYEHMUAX PEKMMA notpebutenn
notpebaeHnsa 31eKTPUYECKON 3HEPTUM (MOLLLHOCTH)
notpebuTesien, a TakKe 0 AaTe U BPpeMeHU BOCCTAaHOB/EHUSA
3NEKTPOCHabKeHuA

14.2 MNpenocTtaBieHne MHPOPMaL MM O MPUYMHAX HecOBAOAEHNS B TeyeHue 15 gHelt co

TpeboBaHWit K NapamMeTpam KayecTBa 3/1eKTPUYECKOM
3HEepPruu, 0 MeponpUATMAX U paboTax, HeobXxoANMbIX 4NA
obecrneyeHns COOTBETCTBUA KauecTBa 31EKTPUUYECKON SHEPrnm
TpeboBaHMAM 3aKOHOAATENbCTBA

AHA OTNpaBaeHuns
obpauleHus. Ecam
U310XKeHHble GaKTbl
TpebyloT aHanm3a
maTepuanos, TO CPOK
npeaocTaBneHuns
OoTBETa MOXKeT 6bITb
npoaneH ao 30 gHen
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MpunoxkeHne N 6

K EAMHbIM cTaHAapTam KayecTBa
06CNYKMBaAHMA CETEBBIMMW OPraHMU3aLUAMM
notpebuTeneit ycnyr ceTeBbix opraHu3aumi

CTPYKTYPA

PA3AENA "MOTPEBUTENAM" OPULMANIBHOTO CAUTA

CETEBOW OPTAHM3ALINU

HavmeHoBaHue CopepxaHue OnucaHune
noapasgena

Tepputopus Obwas nHpopmauma MepeyeHb 30H [AEATENIbHOCTU CETEeBOM OpraHu3auuu C Aetanusauuen no

06CcNyKuBaHuA HaceNeHHbIM MyHKTaM M palloHam ropogoB, onpefensembiX B COOTBETCTBUM C

ceTeBo rpaHMuammn  6anaHcoBOM  NMPUHAANEKHOCTM  3/IEKTPOCETEBOIO  XO3AMCTBA,

opraHusaumm Haxogslleroca B COBCTBEHHOCTU dUAMANA UAN NPUHALNENKALLETO €My Ha MHOM
3aKOHHOM OCHOBaHWUK

TexHuyeckoe cocTofHMe | CBEAEHUA O TEXHUYECKOM COCTOAHUU CETEN, B TOM YnCe:
ceTei 1) cBofHble faHHble 06 aBapWiAHbIX OTKAKOYEHMAX B MeECAL, MO rpaHULAM

TEPPUTOPUANbHBIX 30H AEATe/IbHOCTU OPraHU3aLMM, BbI3BaHHbIX aBapuAMU UK
BHEMNAHOBbIMU  OTK/IIOYEHUAMMU OOBEKTOB 3/1EKTPOCETEBOrO  XO3AWCTBA, C
YKa3aHWeMm [aTbl aBapUMHOrO OTKNOUYEHNA 0OBLEKTOB 3/1EKTPOCETEBOrO X03AMUCTBA
M BKAIOYEHMA MX B PaboTy, NMpuumMH asapuit (Mo uMTOram paccnenoBaHusA B
YCTaHOB/IEHHOM NOPAZKE) U MePONPUATUIA MO UX YCTPAHEHWIO;
2) obbem HeAoOMOCTAaBNEHHOW B  pe3ynbTaTe aBapPUMHbLIX  OTKIOYEHWUN
3NEKTPUYECKOM SHEpPruu;
3) BBOZ B PEMOHT M BbIBOA, U3 PEMOHTA 3/1EKTPOCETEBbIX OOBLEKTOB C YKasaHMEM
CPOKOB (cBOAHAaA MHPopMaLms)

MNepepaya O6wan nHpopmauma o | UHbopmaums o nepepayve SNEKTPUYECKOW 3IHEpPrun, CXxema B3aMMOAENCTBUSA

3N1EKTPUYECKOM nepegave YYaCTHUKOB MO Nepeaave 31eKTPO3Heprum

3Heprum 3/1EKTPUYECKON 3HEPTUn

HopmaTtusHble
OOKYMEHTDI

I'Iepequb AKTYa/IbHbIX HOPMATUBHbBIX AOKYMEHTOB

MacnopTa ycnyr
(npoueccos)

MepeyeHb MacnopToB BCex ycayr (MPoLeccos), oKasbiBaeMblX (OCYLLECTBASEMbIX)
CeTeBOW opraHM3aumein NoTpebutTenam nNpu nepesade 31eKTPUYecKon sHeprum

Tunosble popMmbl
OOKYMEHTOB

®opMmbl TUMNOBBLIX AOrOBOPOB Ha OKasaHWe ycnyr no nepejave 3/1eKTpUYECcKomn
SHeprum

Tapudbl Ha ycnyrm no
nepegaue
3N1eKTPUYECKOM 3Heprumn

Tapudbl Ha ycnyrv no nepefaye 3NeKTPUUECKOM SHEPTUM Ha TeKyLWWid nepuos
PeryiMpoBaHna C YKasaHWMeM MUCTOYHMKA ooUUManbHOrO  onybanKoBaHuA
peleHns opraHa WCMOAHWUTENbHOM BAacTM B 064acTM  rocyAapCTBEHHOro
peryanpoBaHua Tapmdos cybbeKkTa Poccuiickon dPegepaumm

BanaHc anekTpuyeckom
3HEPrrm U MOLLHOCTH

1. OTNycK 3N1eKTPMUYECKON 3HEprMm B CeTb M OTMYCK 3NEKTPUYECKOW 3Heprun us
CeTU CeTeBOM KOMMaHUM MO YPOBHAM HaMpPAMeHWI, MUCNOoNb3yembiM ANA
LeHoobpa3oBaHMA, MOTPEOUTENAM INEKTPUYECKON SHEPTUN U TEPPUTOPUAIbHBIM
CeTeBbIM OpraHmn3aLmaM, NPUCOEANHEHHbIM K CETAM CETEBOI opraHmn3aLmm.

2. O6bem nepenaHHON 371EKTPO3HEprMM no Aorosopam o6 oKasaHuu ycayr no
nepegaye 3/MEKTPUYECKON 3SHEPrMn noTpebutenam CceTeBoW opraHuM3auum B
pa3pese ypOoBHEN HaNpPAXKEHUIM, UCNOb3yeMbIX ANA LLeHO0Bpa3oBaHUA.

3. MoTepun 3NeKTPUYECKO SHEPrUM B CETAX CETEBOI OpraHM3auumn B abcoloTHOM
MU OTHOCUTE/NIbHOM BbIPaXKEHUU MO YPOBHAM HanpaXeHusa, UCNosb3yembiM ANA
uenel ueHoobpasoBaHUSA

3aTpatbl Ha onnaty
noTepb

1. 3aTpaTbl CEeTEBOM OpPraHM3aLLMmM Ha NOKYMKY NOTePb B COBCTBEHHbIX CETAX.
2. YpoBeHb HOPMATUBHbIX NOTEPb 3NEKTPUYECKOM IHEPTUM HA TEKYLLMI Nepuog, C
YKa3aHMEM WCTOYHWMKA ONyb6/AMKOBAHMA peleHus o6 YCTaHOBNEHUM YPOBHSA




HOPMAaTUBHBbIX NOTEPb.
3. MepeyeHb MepPONPUATUIN MO CHUNKEHUIO Pa3MepoB MOTEPb B CETAX, a TaKXKe O
CPOKax UX UCMOSIHEHWUSA N UCTOUYHMKAX GUHAHCUPOBAHMUA.

4. 3aKynKka ceTeBOM OpraHM3auMel 3NEeKTPUYECKON IHEepPrun s KoMMneHcauuu
noTepb B CETAX U ee CTOMMOCTMU.

5. Pasmep ¢aKTMYeCcKMX NoTepb, ONAAYMBAEMbIX MOKynaTensmu  npu
OCYLLECTB/IEHNMN PACYETOB 32 3/IEKTPUYECKYIO SHEPTUIO MO YPOBHAM HanpsXKeHUs

TexHonornyeckoe | Obwan MHoopmauma o | UHPopmauma o npoueaype TEXHOJOrMYecKoro npucoeaumHeHusa. Cxema
npucoeavHeHne | TEXHONOTMYECKOM B3aMMOZENCTBMUA Y4aCTHUKOB NpoLecca
npucoeanHeHnn
HopmaTuBHble MepeyeHb aKTyalbHbIX HOPMATMBHbLIX [OKYMEHTOB MO TEXHOJOrMYEeCKoOMy
[OKYMEHTbI npucoeanHeHno
MacnopTa ycayr MepeyeHb ycayr (NpoueccoB), OKasblBaeMblX (OCYLLECTBAAEMbIX) CeTeBoW
(npoueccos) npoLeccos | opraHusaumeit NOTPebUTENAM NPU TEXHONOTUYECKOM NPUCOEANHEHUM
MopAAOK BbiNoAHeHUA | MopAAOK BbINOJHEHUA TEXHONOTUYECKUX, TEXHUYECKUX U APYTUX MEpOnpUATUN,
MeponpuATUiA, CBA3AHHbIX C TEXHOJIOrMYECKMM MNPUCOEAUHEHMEM K 3/EKTPUUYECKMM CETAM,
CBA3AHHbIX C BK/IOYAA NepeyeHb MepPonpuATUA, HeobXoAMMbIX ANA  OCYLLEeCTBAEHUA
npucoeguHeHnem K TEXHONOTMYECKOrO MPUCOEAMHEHUA K 3N1EKTPUYECKMM CeTAM, M NOpAAOK
cetam BbINO/SIHEHUA 3TUX MEPONPUATUIA C YKa3aHMEM CCbIOK Ha HOPMaTMBHbIE
NpaBoBble aKTbl
Tunosble bopmbl Tunosble popmbl JOKYMEHTOB Ha TEXHOJOMMYECKOE NPUCOEAUHEHUE MO KaXKAOW
AOKYMEHTOB rpynne 3asBuTenen
Tapudbl Ha Tapudbl Ha TEXHONOrMYECKOe MPUCOeAMHEHWE HA  TeKyWwwuid  nepuop,
TEXHOJIOrMYeckoe PeryfMpoBaHns C yKasaHWeM UCTOYHMKA ooMUManbHOro  onybanKoBaHus
npucoeamnHeHne peleHns opraHa MCMOJHUTENIbHOM BAacTM B 06/1acTM  rOCYyJapCTBEHHOTO
perynupoBaHua Tapudos cybbekTa Poccuinickoit deaepaumm
CeeaeHnn o Hannuum CeegeHna o0 Haanumm obbema  cBOBOAHOW  ONA  TEXHO/OTMYECKOro
MOLLHOCTH, cBOBOAHOM | npucoeanHeHna notpebuteneid MOLWLHOCTM Ha OObEKTax 3/1eKTPOCeTEBOro
ONA TEXHONOMMYECKOrO | XO3MCTBA C YyKasaHMeM TeKyuwero obbema MOLWHOCTM Ha TakuX 06bekTax
npucoeanHeHns (oToenbHO Mo Kaxkaomy 06bEKTY)
CefieHus o nogaHHbix | 1. CBeaeHUA O KOAMYECTBe 33asBOK M 06beme MOLLHOCTU, HEOBXOAMMOM ANS UX
3aABKax Ha YZL0B/IETBOPEHMUS.
TexHonornyeckoe 2. CBefeHMA O KO/AMYECTBE aHHY/MPOBAHHbLIX 33fBOK Ha TEXHO/OTMMYecKoe
npucoeamnHeHwe, npucoeanHeHue.
3aK/I0YEHHbIX 3. CBegeHMs O BbINOMHEHHbIX NPUCOEAMHEHUAX M obbeme npUcoeanHEHHOM
ZloroBopax u MOLLHOCTH.
BbIMO/IHEHHbIX 4, CeefieHMA O 3aK/IOYEHHbIX A0roBopax 06 OCyWeCcTBAEHUN TEXHOOMMYECKOro
npucoeauHeHnax NPUCOeaMHEHNA K INEKTPUUECKMM CETAM C YKaszaHMem obbema npucoeamHaemon
MOLLHOCTW, CPOKOB M MAaTbl MO KaKAOMY 40r0BOpPY.
Kommepueckuit 0O6wan nHpopmauma 06wan nHpopmaLma 0 NOPAAKE OCYLLECTBIEHNA KOMMEPYECKOTO yyeTa
yyet
3/1eKTpMYEecKom
SHepruu HopmaTusHble MepeyeHb aKTyasbHbIX HOPMATMBHbLIX AOKYMEHTOB MO OCYLLECTBAEHWIO y4yeTa

OOKYMEHTbI

3J'IEKTpVI‘-I€CKOI7I aHeprmun

MacnopTa npoueccos

MepeuyeHb Bcex ycayr (NpoueccoB), OKasbiBaeMblX (OCyLLEeCTBAAEMbIX) CETEBOW
opraHusaumeint No KOMMepPYeCKoMy yueTty

Tunosble popMmbl
[OKYMEHTOB

Tunosble GOPMbI JOKYMEHTOB

TpeboBaHUs K
opraHv3aumu ydyeta

TpeboBaHUA K MecTaM YCTaHOBKM NPUOOPOB yyeTa, CXeme NOAKAOYEHUA W
METPOSIOrMYECKMM XapaKTePUCTMKam Npnbopos yyeTa 6e3 yKasaHuA Ha ToBapHble
3HaKM, 3HaKKU 0b6CNYyKMBAHMA, PUPMEHHbIE HAMMEHOBAHMWA, NaTeHTbl, NONEe3Hble
MOZENN, MPOMbILJEHHbIe 06pasubl, HAaMMEHOBAHWUA MECT MPOUCXOXKAEHUS
npubopoB yyeTa NaM HaMMEHOBAHMA NPOU3BOAUTENEN NPUOOPOB yyeTa




06cnyxumBaHue
notpebutenei

Oducbl ob6cnyRMBaHUA
notpebutenemn

1. MoyToBble agpeca u rpaduk paboTbl

odurcoB 0bcnyRnBaHUA noTpebuTenen.

2. TenedoHHble  HOMepa  3a04HOrO  OBCAYXKMBAHMA NO  BOMpoOcCam
TEXHONOTMYECKOTO MPUCOEAMHEHUS, Nepesayn INEeKTPUYECKON 3Heprum u
OCYLLECTB/IEHNS KOMMEPYECKOTO yYeTa.

3. DNIeKTPOHHbIN afpec CeTeBOW OpraHM3auuu Ans HanpaB/ieHUA obpalleHui
notpebutenel No 3NeKTPOHHOMN popme.

4. ®aMunuKn, MHUUMANbI OOMKHOCTHBIX /ML, OTBETCTBEHHbIX 33 06CAy»KMBaHUe
notpebutenel ceTeBoi opraHM3aLnn.

5. ®opma 3anmncK Ha oYHbIN Npuem B 0dUC 06CNYKMBAHUA

3aoyHoe obcnyKMBaHNe
nocpeacTeom
TenedoHHOM cBA3N
(EamHbIN UeHTP
06paboTKM BbI3OBOB)

TenedoHHble HoMmepa 33204HOrO obcnyxkuBaHuA no BOMpOCam
3/1EKTPOCHABXKEHUA,  OCYLLECTBNIEHWA  TEXHO/NIOTMYECKOrO  MPUCOEAUHEHMUS,
nepesayu aeKTPUYECKOM SHEPTUN U OCYLLLECTBIEHMA KOMMEPYECKOIO yYeTa.
MepeyeHb BOMPOCOB, MO KOTOPbIM MOTPEOUTENb MOMKET MOAYYUTb CNPABOYHYIO
MHPOPMALMIO M KOHCY/NbTALMIO NP O0BpaLLeHNM NO YKasaHHbIM TenedoHHbIM
HOoMepam

NHTepaKTMBHanA
obpaTtHan cBA3b
(MHTEpHeT-NpuemHasn)

B pybpuKe pasmeLatoTcs MHTEPAKTUBHbIE 3/1eKTPOHHbIE GOpMbl C 06a3aTebHOM
ONA 3aNONHEHUS KOHTAKTHOW MHbOpMauuelr u npeanoyTUTebHbIM Cnocobom
nosyyeHus oteeta. [lpu  HanpasneHunM obecneymBaeTca  BO3MOXKHOCTb
npuKkpenaate Gpaisbl ¢ mMaTepmanamm no obpalieHuio.

dneKTpoHHble popMbl NPeayCMaTPUBAIOT CAeAyloLme KaTeropnm obpaLLeHni:

1) 3anpoc cnpaBo4HO MHGOPMaLMKN/KOHCYIbTaLUNK;

2) obpalleHune, coaepKallee Kanoby;

3) coobuieHne o 6e3goroBopHom (6esyyeTHoM) NoTPeBAEHUM 3INEKTPUYECKOMN
3Hepruu;

4) onpoc noTpebutenei (aHkeTa notpebutens).

B pybpuKke obecneumBaeTca BO3MOKHOCTb NOyYeHUA NoTpebuTenem ceeseHunin o
cTaTyce paccMOTpPeHWs obpalleHus, HanpaBAeHHOTO B CETEBYID OpraHM3auuio B
3NEKTPOHHOMU dopme

HopmaTtusHble
OOKYMEHTDI

1. MNepeyeHb HOPMATMBHBLIX MPABOBbLIX AKTOB, PEryivpylowWwmx npoleaypy
OKasaHuMa (ocylliecTBNeHMA) CETeBOM opraHusauueir ycayr (npoueccos)
notpebutensm.

2. WHdopmaumsa o nopadKke nojayM M CPoKax paccmoTpeHuAa obpallieHui
notpebutenei, Npu 3TOM CPOKM pPaCCMOTPEHUA 06palleHUs He [O0/XKHbI
npeBbllaTb CPOKKU, OnpeaeseHHble AeCTBYOWMMM HOPMATUBHBIMU MPAaBOBbIMU
aKTamu.

3. MopAagok paboTbl B AMMHOM KabuHeTe noTpebutens

JINYHbIN KabuHeT
notpebutens

JInYHbIN KabuHeT noTpebutens

npefocTaBnseT agpecHyr uHPopmauuio noTpebutensm, B TOM  uucne
MHOOPMALMIO O XOZe MPOXONKAEHWUA STAaNOB PACCMOTPEHUA 3aABKU NoTpebuTens
W UCNONHEeHWA fJorosBopa (nocTynaeHWe 3aABKW, BblAaya TEXHUYECKUX YCNOBUNA,
3aK/Il04eHne [0roBopa, UCNOIHEHUE A0roBopa, baKTUUecKoe NpucoeguHeHne)

Bonpocbl n oTBeThbI

B pybpuKe pa3smellaloTca 4acTo 3aJaBaemble BOMPOCbI, BO3HMKalOWMe Y
notpebutenei, 1 oTBETbl Ha HUX




MpunoxkeHne N 7

K EQMHBbIM CTaHZapTam

KauyecTBa 06CNyKMBAHUA CETEBLIMMU
opraHmMsaunamm notpebutenen
YCAYr ceTEBbIX OpPraHM3aLmi

CNM1COK M3MEHALWMX AOKYMEHTOB
(sBepgeHo Mpukaszom MuHaHepro Poccum ot 06.04.2015 N 217)

MubopMalMsa O KauecTBe OOCIYyXMBAHMUSA NOTpebuTesen
yCcIayr 3a ron

(HaMMeHOBaHME CEeTeBOV opTaHM3aLUM)
1. Obwasn nHpopmauma o ceTeBol opraHMU3aLUm

1.1. Konnyectso notpebuteneit ycnyr ceteBol opraHusaumun (ganee - notpebutenu) c pasbuBKoin no
YPOBHAM HanNpaKeHUn, KaTeropuMam HaZeKHOCTU noTpebutenei u Tuny noTtpebutenein (pusmyeckne wam
lopUANYECKME MLA), @ TaKKe AMHAMMKA NO OTHOLWEHMIO K rogy, NpesLecTBYOLWEMY OTYETHOMY, 3aMO/HAETCA B
npou3BoJibHOU dopme.

1.2. KonuyectBO TOYEK MOCTaBKM BCEro M To4YeK MNOCTaBKW, 0BOpyAoBaHHbIX Npubopamu y4yeta
3NEeKTPUYECKoMn sHeprun, ¢ pasbuskoi: dumanyeckne nuua, rpUAMYEcKe Anua, BBoAHbIe YCTPOICTBa (BBOAHO-
pacnpefenntesibHoe YCTPOMCTBO, FNaBHbIA pacnpesennTeNbHbii WMT) B MHOTOKBAPTUPHbIE AOMa, 6ecxo3siiHble
0bObeKTbl 3/IEKTPOCETEBOrO X03AMCTBA, NPMOOPbLI yyeTa C BO3MOMKHOCTbIO AUCTAaHUMOHHOIO cbopa AaHHbIX, a
TaK)Ke AMHAMMKa NOo OTHOLLIEHMIO K rody, NpeaLlecTsytolleMy OTYETHOMY, 3aMNoIHAETCA B NPOU3BObHON hopme.

1.3. MHdopmauma o6 ob6beKTax 3/1EKTPOCETEBOrO XO3AMCTBA CETEBOW OpraHM3auuu: AJAMHA BO3A4YLUHbIX
nvHWiA (panee - B/1) u KabenbHbIX AMHUIA (ganee - K/) ¢ pa3buBKOlM MO YypPOBHAM HaMpPAMKEHUs, KONUYECTBO
noactaHumii 110 kB, 35 KB, 6(10) KB B AMHaMWKe OTHOCUTENbHO roga, NPenlecTBYOWEro OTYETHOMY,
3ano/IHAETCA B NPOU3BO/bHONM dpopMme.

1.4. YpoBeHb (PU3NYECKOr0 M3HOCA OOBEKTOB 3/1IEKTPOCETEBOrO XO3AMCTBA CETEBOM OpraHU3auumn c
pa3buBKOWM MO YPOBHAM HaNpAXKeHUa M Nno TMnam o6opyAoBaHMA, a TaKKe AMHAMMKA NO OTHOLIEHMIO K roay,
npeaLwecTByloWweMy OTYETHOMY, 3anoJIHAETCA B NPOM3BOAbHOW ¢GOopmMe W Bblpa)aeTca B MPOUEHTax no
OTHOLLEHMIO K HOPMATUBHOMY CPOKY CAYXKObl 06EKTOB.

2. UHdopmaLma o KayecTBe ycayr no nepegaye
31IeKTPUYECKOM SHEeprun

2.1. MNoKasaTenM KayecTBa ycayr No nepesaye 31eKTPUYECcKoi sHeprumn B LeJIOM Mo CeTEBOM OpraHu3aumm B
OTYETHOM NEPUOAE, a TaK}Ke AMHAMMUKA MO OTHOLIEHMIO K roay, NPealecTBYIOLLEMY OTYETHOMY.

N lMoka3saTtenb 3HauyeHue nokasarensa, rogbl
N-1 N (Tekywmi OnHamuKa
roa) M3MEHEeHUs
nokasaTens

1 2 3 4 5

MoKasaTenb  cpegHeit  MPOJO/MKUTENBHOCTM  MpPeKpalleHwWid  nepenayu

3NEKTPUYECKOM aHeprum ( HSAIDI )

1.1 BH (110 kB u Bbiwe)

1.2 CH1 (35 - 60 KB)

1.3 CH2 (1- 20 kB)
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1.4 HH (no 1 kB)

MoKasaTenb cpegHeilt 4YacToTbl MpPEKPaLLeHWid nepefayn  31eKTpudecKon

2 sHeprum ( HSAIFI )

2.1 BH (110 kB v BbiWwe)
2.2 CH1 (35 - 60 KB)
2.3 CH2 (1- 20 kB)
2.4 HH (a0 1 kB)

MokasaTenb  cpegHel  NPOLO/IKUTENbHOCTM  MpeKpalleHnin  nepenayu
SNEKTPUYECKON IHEPrnn, CBA3AHHBLIX C MPOBeAEHWEM PEMOHTHbIX PaboT Ha
3 0bObEKTax 3NEKTPOCETEBOrO XO03AMCTBA CETEBOM OpraHusaumm (CMexHoM
CeTeBOM OpraHMsauuK, WHbIX BAafenblLes OB6bEKTOB 3/1EeKTPOCEeTeBOro

xo3aicrea) ( HSAIDI, wan )

3.1 BH (110 KB v Bblwe)
3.2 CH1 (35 - 60 KB)
3.3 CH2 (1 - 20 kB)
3.4 HH (go 1 kB)

Mokasatesb cpegHei 4acToTbl MPEKPaLLeHU nepeaadn 3NEeKTPUYECKoM
3Hepruun, CBA3aHHLIX C MNPOBEAEHUMEM PEMOHTHbIX paboT Ha obbeKkTax
4 |2NeKTpOCeTEBOTO  XO3AWCTBA  CETEBOW  OPraHM3aLum (cmexkHoW  ceTeBoiA
OpraHu3auum, WHbLIX BAALEeNbLeB OBBEKTOB 3/1EKTPOCeTeBOro xossicrea) |

IT

SAIFI, rwan )
4.1 BH (110 KB v Bblwe)
4.2 CH1 (35 - 60 kB)
43 CH2 (1-20kB)
4.4 HH (a0 1 kB)

KonuuyectBo cnayyaeB  HapylleHUs KayecTBa  3/IEKTPUYECKOM  3Hepruu,
5 | noATBepKAEHHbIX aKTaMW KOHTPOIMPYHOLMX OPraHu3aunii U (uam) peweHuamm
cyaa, WTYKK

B TOM uucne KONMYECTBO C/ly4aeB HapyLIeHWs KayecTBa 3/1eKTPUYECKoW
5.1 |3HeprMMm no BWHe CEeTeBOW OpraHuM3auuu, TMNOATBEPKAEHHbIX aKTamu
KOHTPO/IMPYHOLMX OPraHM3aLuii U (MaK) pelieHnAMM cyaa, WTYKu

2.2. PEelTUHT CTPYKTYPHbIX eAWHWL, CEeTeBOM OpraHvM3auMM Mo KauyecTBYy OKasaHWA ycayr no nepegave
3/1EKTPUYECKOW SHEPTUN, a TaKKe N0 KauyecTBy INEKTPUUYECKON SHEePrMn B OTYETHOM nepuose.




N CTpyKTypHas MokasaTtenb cpepHen MokasaTtenb cpepHen MokasaTtenb cpeaHei MokasaTtenb cpepHen [MoKa3aTenb KayecTsa MnaHnpyemsble
egmHuua NPOAOIKUTENBHOCTH YacToTbl NPeKpaLLeHUi NPOAONKUTENIBHOCTH YacToTbl NPeKpaLLeHuUi OKasaHuA ycnyr no nepegaye mMeponpuaTuA,
ceTeBou NpeKpaLLeHnit nepesaun nepesayn 3NeKTpUYecKom npekpaLLeHnin nepegaun nepesayun sNeKTpu4ecKkom 3N1EKTPUYECKOIN 3HEPTUN HanpasneHHble Ha

opraHusauum 3NEKTPUYECKOM SHeprAm, HSAIFI 3NEKTPUYECKON SHEpPruu, 3Hepruu, cBA3aHHbIX C (oTHOWeHwMe obuwiero uncna noBbllLEeHNe
SHeprim, HSAIDI CBA3AHHbIX C NPOBEAEHMEM | NPOBEAEHUEM PEMOHTHbIX 3aperncTpmMpoBaHHbIX KauyecTBa OKasaHwuA
PeMOHTHbIX paboT Ha paboT Ha ob6beKTax CNy4aeB HapylueHna yCAyr no nepepave
06beKTax 3/1EKTPOCETEBOTO 3N1EeKTPOCeTeBOro KauyecTBa 3/1eKTPUYECKOM 3/1eKTPO3HEpPTUK, C
X03AMCTBA CETEBOM X03AICTBa CETEBOM SHeprum no BMHe ceTeBom YyKa3aHWem CpoKoB
opraHusaumm (CMmexKHoMn opraHusauum (CmexKHoM OpraHusaumm K
ceTeBOl opraHun3auum, ceTeBOM OpraHu3aumm, MaKCUMMaIbHOMY KONNYecTBy
WHbIX BNageNbLEB WHbIX BNageNbLeB notpebutenen,
O0OBEKTOB 3/IEKTPOCETEBONO | OOBEKTOB 3/IEKTPOCETEBOrO 06CcNyKMBaEeMbIX TaKoM
X03AK1CTBa), X0381CcTBa), CTPYKTYPHOM egnHuLLEN
I I CeTeBOM OpraHn3aumm B
SAIDI, nnan SAIFI, mian
OoTYeTHOM nepuose)
BH CH1 | CH2 HH BH CH1 | CH2 HH BH CH1 | CH2 HH BH CH1 | CH2 HH

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20

1

2

n |Bcerono

ceTeBoM
opraHusaumm

2.3. MeponpuATUaA, BbINOJIHEHHbIE CETEBON OpraHU3auMent B LeasX NOBbILWEHUSA KayecTBa OKa3aHWs yCAyr Mo nepefaye 3/7eKTPUUYECKOM 3Heprnn B OTYETHOM Mepuose,
3ano/IHAETCA B NPOM3BOAbHOM dopme.




2.4. Mpoyas MHOOPMALMSA, KOTOPYIO CETEBAs OPraHM3aLMsa CUMTaeT LenecoobpasHoi Ans BKAKOYEHMSA B OTYET, KAcCaloLascA KauyecTBa OKasaHWA ycayr Mo nepegade
3/1eKTPUYECKOW SHEPTUN, 3aMNOJTHAETCA B NPOM3BOJIbHOW dpopMme.

3. UIHdopmaumsa o KadecTse ycayr
Mo TEXHO/IOFMYECKOMY NPUCOEANHEHUIO

3.1. UHpopmaLma O HaMYMM HEBOCTPEHOBAHHOM MOLLHOCTM (MOLLIHOCTU, Oonpeaenaemol Kak pa3HOCTb MeAay TPaHCPOPMaTOPHON MOLLHOCTbIO LIEHTPOB MUTaHMA U
CYMMapHOW MOLLHOCTbIO SHEPronpUHUMAIOWMNX YCTPOMCTB, HEMOCPEACTBEHHO (MAM ONOCPEeLOBaHHO) NMPUCOEANHEHHBIX K TAKUM LLEHTPaAM MUTaHUA, U SHEePronpuHUMAIOLWMX
YCTPOMCTB, B OTHOLUEHUN KOTOPbIX MMEIOTCA 3asiBKM Ha TEXHOJIOTMYECKoe NPUCOEAMHEHUE) ANA OCYLLECTBNEHUSA TEXHONOMMYECKOro NPUCOeANHEHUSA B OTYETHOM Nepuose, a
TaK)Ke 0 MPOrHo3ax ee yBe/MYeHUs ¢ Pa3buBKON MO CTPYKTYPHbIM eAMHULAM CETEBOM OpraHM3auMm U No YPOBHSIM Hanps*KeHMa Ha OCHOBAHWN MHBECTULMOHHOM Nporpammbl
TaKoOW opraHM3aumm, 3aN0NHAETCA B NPOU3BO/IbHON popme.

3.2. MeponpuaTus, BbINOJHEHHbIE CETEBOW OpraHM3aLMel B LEeAAX COBEPLIEHCTBOBAHUA AEATENbHOCTU MO TEXHO/OTMYECKOMY MPUCOEAUHEHNIO B OTYETHOM Nepuose,
3aMo/IHAETCA B NPOM3BOJIbHOM dopme.

3.3. MNpoyan MHd)OpMaLI,Mﬂ, KOTOPYHO CceTeBaA opraHMU3aumnAa cHUTaeT u,enecoo6pa3H0171 ANnA BKAKOYEHUA B OTHET, KaCaloWwaAaca NnpeaocrtaBaeHna ycayr no tTexHonorm4eckomy
npncoeanHeEHUKO, 3aNno0JIHAETCA B I'IpOVI3BO!'IbHOI\;1 ¢opme.

3.4. CBeeHMA O KaYecTBe YC/IYr Mo TEXHOIOTMYECKOMY MPUCOEANHEHMIO K 3EKTPUYECKUM CETAM CETEBOM OpraHn3aLumu.

N MNokazaTtenb KaTteropusa npucoegmHeHunsa notpebuTenei ycayr no nepegaye a1eKTPUYECKOM SHEPTUM B pa3buBKe No MOLLHOCTH, B AMHAMUKE MO rogam Bcero
[0 15 kBT BkAtountenoHo | csblwe 15 KBT 1 o 150 KBT| cBbiwe 150 KBT u meHee He meHee 670 KBT 061beKTbl MO NPOU3BOACTBY
BK/IIOYUTENIBHO 670 kBT 3/IEKTPUYECKOM SHEeprum
N-1 N OnHamuka | N-1 N OnHamumka | N-1 N OnHamumka | N-1 N OnHamumka | N-1 N OnHamuka
(Terywy, | U3MeHeHun (Terywy, | 13meHeHH (Terkyw, | M13meHeHun (Tekyw, | M3meHeHu (TERYWM | U3MeHeHHU
uii roa) a1 uii roa) a1 nii rog) A nii rog) a nron) a
nokasaTten nokasaTen nokasaTen nokasaTen nokasaren
a, % a, % a, % a, % a, %
1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18
1 |Ywucno 32ABOK Ha
TEXHONOrn4yeckoe
npucoegmHeHne, NOAaHHbIX
3aABUTENIAMMU, LUTYKN
2 | Y1cno 3aABOK Ha




TeXHO/I0rnyecKoe
npucoeguHeHue, No KoTopbIM
Hanpas/ieH NPOEKT AoroBopa
06 ocyuiecTsieHun
TEXHO/IOTMYECKOro
npucoeanHeHun K
3N1IEKTPUYECKUM CETAM, LUITYKM

Yncno 3aABOK Ha
TeXHo/IorM4eckoe
npucoeanHeHUe, MO KOTOPbLIM
HanpasaeH NPOEeKT AOroBopa
06 ocyuiecTBieHMmn
TEXHO/I0rMYECKoro
npucoeanHeHns K
3NEKTPUYECKUM CETAM C
HapyLleHWEM CPOKOB,
NOATBEPKAEHHBIM aKTaMM
KOHTPOJIMPYHOLLMX
opraHusauuit u (unu)
peleHnaMU cyaa, WTYKK, B
TOM uncne:

no BUHe ceTeBomn
opraHusaumm

No BUHE CTOPOHHUX NNl

CpegaHsan
NPOLOMKUTENBHOCTb
NOArOTOBKM M HanpasaeHuA
npoekTa gorosopa 06
OCyLLEeCTBIEHUM
TeXHOJ/I0rMYecKoro
npucoeanHeHnsa K
971eKTPUYECKUM CETAM, fHEW

YMCNO 3aK0YEHHDbIX
[orosopos 06
OCyLLecTBNEHUN




TexHoornyeckoro
npucoegunHeHnA K
SIEKTPUYHECKUM CETAM, WLUTYKU

Y1CNo NCNONHEHHbIX
[orosopos 06
OCYLLEeCTBAEHUM
TEXHONOTMYECKOoro
npucoeamHeHnNA K
3N1EKTPUYECKMM CETAM, LUTYKK

4Y1cno MCNONHEHHbIX
[orosopos 06
OCYLLECTB/IEHUM
TEXHO/I0FMYECKoro
npuUcoeanHeHUs K
3N1EKTPUYECKMM CETAM, MO
KOTOPbIM NPOU30LLO
HapyLleHue CPOKOB,
NOATBEPKAEHHOE aKTaMM
KOHTPOJIMPYHIOLLMX
opraHusaumii 1 (unu)
peleHnaMM cyaa, WTYKK, B
TOM unchne:

no BUHe ceTeBomn
opraHusaumm

no BUHE 3aABUTENA

CpegHsan
NPOAOIKUTENBHOCTb
WCMNOJIHEHUA [,OrOBOPOB 06
ocCyLLecTBAeHUN
TEXHOJIOFMYECKOro
npucoeamMHeHUA K
3NEKTPUYECKUM CETAM, AHEN




3.5. CToMMOCTb TEXHO/I0rMYEeCKOro npucoegmnHeHNA K 3/IEKTPUYHECKMM CETAM ceTeBom opraHnsauunu (He
3ano/HAeTCA, B C1y4ae Ha/IM4YnA Ha od)mu,maanorv\ caitTe ceTeBOM opraHusaummn B cet MHTepHeT MHTEePaKTUBHOTO
UHCTPYMEHTa, KOTOprﬁ NO3BO/IAET aBTOMAaTUYECKN PaCCYNTbIBATb CTOMMOCTb TEXHO/IOTM4YECKOro npncoegmnHeHunA

npv BBOZE NapameTpoB, MPeAyCMOTPEHHbIX HAaCTOALLMM MYHKTOM).

MoOLWHOCTb 3HEPTrONPUHUMAIOLLMX YCTPOMCTB 3aAaBUTENA, KBT

15

150

250

670

KaTeropua HagexXHocTH

PacctoaHue go HeobxoanmocTb Twun AMHUK
rpaHuL, CTPOUTENbCTBA
3emMe/IbHOro noAcTaHuum
y4yacTKa 3anasuTens,
M
KN
500 - cenbcKkasn Aa
MecTHocTb/300 - BN
ropofackas
MECTHOCTb KA
Het
B/l
KN
[a
B/l
750
KN
Het
B/l
KN
Ja
BN
1000
KN
Het
BN
KN
Ja
B/
1250
KN
Het
B/

4. KayectBo 06CNyKMBaHMUSA

4.1. Konnyectso obpalleHnid, MOCTYNMBLUMX B CETEBYIO OpraHM3aumio (Bcero), obpaLleHunit, cofepKamx
anoby u (nnmn) obpalleHuii, cogepKalLmx 3a8BKY Ha OKasaHWe yCayr, NOCTYMUBLUMX B CETEBYH OPraHM3aLmio, a
TaKXe KONnYecTBo 06paLLeHnid, N0 KOTOPbIM BblaN 3aKA0YEHbI LOroBOPbLI 06 OCYLLECTBIEHUN TEXHOIOTUYECKOTO
npucoeavHeHna U (uan) forosopbl 06 OKasaHWM yCAyr Mo nepegaye 3/EKTPUYECKOW 3HEepPrnu, a TaKKe no
KOTOpPbIM 6blIM YperyimpoBaHbl »Kanobbl B OTYETHOM Mepuoae, a TaKKe AMHAMMKA MO OTHOLEHMIO K roay,
NpeaLecTBYOWEMY OTYETHOMY.




Kateropumn obpauieHui
notpebutenem

dopmbl 06CNYKMBAHUA

OyHan popma

3ao0y4Han popma ¢

MCMO/Ib30BaHMEM
TenedoHHOM cBA3N

dneKTpoHHasa dopma ¢
MCNONb30BaHMEM CETU
NHTepHeT

MucbmeHHan dopma ¢
MCNO/Ib30BaHMEM NOYTOBOM
cBA3n

Mpouee

N-1

(Texywy
nin rop)

OnHamuka
M3MEHeHMUA
nokasaren
1, %

N-1

N

(Tekywy
uii roa)

OnHamuka
U3MEeHeHU
fl
nokasaren
a, %

N-1

N

(Tekywy
uii roa)

OnHamuka
M3MEHeHMUA
nokasaren
1, %

N-1 N
(Tekywm
nron)

OnHamuka

M3MeHeHuA

nokasarena
, %

N-1

N

(Texkywm
nron)

OnHamuka

NU3MeHeHuA

nokasaTens
, %

2

8

10

11

12 13 14

15

16

17

Bcero obpauieHuit
notpebutenem, B TOm Yncne:

1.1

OKa3aHue
nepeaave
Heprmmn

ycnyr no
3NEeKTPUYECKOMN

1.2

ocyuiecrtsneHune
TeXHo/0rm4yeckoro
npucoeamHeHUA

1.3

KOMMepYeCcKui
3NeKTPUYECKOM aHeprumn

yyeT

14

Ka4yecTBoO 06Cl'ly)KM BaHUA

1.5

TexHu4yeckoe
obcnyKnBaHue
3N1eKTpOoCeTeBbIX OHBLEKTOB

1.6

npoyee (ykasatb)

*anobbl

2.1

OKasaHue ycnyr no
nepegaye  31EKTPUUYECKOM
3Hepruu, B TOM uncne:




2.1.1

KayecTBo ycayr no
nepefaye  31eKTPUYECKOMN
3Hepruu

2.1.2 KayecTBO 3/IEKTPUYECKOM
3Hepruu

2.2 ocyliecTBieHune
TEXHO/IOrMYEeCKoro
npucoeanHeHus

2.3 KOMMeEpPYECKUit yuer
3NEKTPUYECKOM SHEPTUn

2.4 KayecTBo 0bcnyKMBaHuMA

2.5 TexHu4yeckoe
obcnyKnBaHue 06beKToB
3NEKTPOCETEBOrO XO3ANCTBA

2.6 npouee (yKkasatb)

3 3asaBKa Ha OKasaHue ycnyr

3.1 no TeXHO0rn4yeckomy
npUCcoeaNHEHUIO

3.2 Ha 3aK/4YeHWe aorosopa
Ha OKasaHue ycayr no
nepefaye  31eKTPUYECKOMN
3Hepruu

3.3 opraHu3sauma
KOMMepP4YecKoro yyeTa
3NEKTPUYECKOM SHEPTUN

3.4 npoyee (yKkasaTb)




4.2 NHdopmaums o geatenbHOCTU opucos 0b6CnyRUBaHMA NoTpebutenen.

N Oduc obcnyxkmBaHuA Tun Appec Homep Pexxum MpepocTasnae Konunuyectso CpenHee Bpemsa | CpegHee Bpemsa Ko/nyectso CTOPOHHUX
notpebutenen oduca | mecToHaxoxae TenedoHa, paboTbl Mble yCayrm notpebutenen, Ha OXUAAHUA OopraHusaumi Ha
HUA agpec obpaTmBLMnxCA obcnyxkusaHue | notpebutens B Tepputopun oduca
3/IEKTPOHHOM O4YHO B OTYETHOM | noTpebuTtens, | oyepenm, MUH. obcnyxuBaHua (npu
noyThbl nepuoae MWH. Ha/ZIMYMK yKa3aTb Ha3BaHUA
opraHusaumi)
1 2 3 4 5 6 7 8 9 10 11
1
2
4.3. UIHdopmauma o 3a04HOM 06CAYKMBAHUM NOTpebuTenelt nocpeacTsom TenedpoHHOM CBA3N.
N HanmeHoBaHue EamHuua namepenma
1 MepeyeHb HOMmepoB TenedOHOB, BblAeNEHHbIX A1A 06CNyKMBaHUA NoTpebutenein: Homep TenedoHa
Homep TenedpoHa no Bonpocam sHeprocHabxeHuA:
Homepa TenedoHoB LeHTpoB 06paboTkM TesiepOHHbIX BbI3OBOB:
2 Obwee yncno TenedoHHbIX BbI3OBOB OT NOTpebuTenen no BblaeseHHbIM HoMepam TenedoHoB eanHULbI
2.1 Obuwee yncno TenedoHHbIX BbIZOBOB OT NOTpebuTenen, Ha KOTopble OTBETU/I ONepaTop ceTeBoi opraHM3aLmMm eaNHNLbI
2.2 Obuwee yncno TenedoHHbIX BbIZOBOB OT NoTpebutenei, 06paboTaHHbIX ABBTOMATUYECKU CUCTEMOWN MHTEPAKTUBHOTO eanHULBI
rOI0COBOFO MEHH0
3 CpefiHee BpemMA 0XnaaHua oTeeTa notpeburtenem npu tenedoHHOM BbI30BE Ha BblAe/ieHHble HoMepa TenedoHoB MMH.
3a TeKyLwMmii nepumog,
4 CpeaHee Bpema 06paboTku TenepoHHOro BbI30Ba OT NOTPebUTENS Ha BblAENEHHble HOMepa TenedoHOB 3a MWH.
TEKYLLMIN Nepuos,

4.4, Kateropua obpalleHunin, B KOTOPOW 3aperncTpMpoBaHo Hambosblee Yncno obpalieHunin Bcero, obpalleHnin, coaeprKalumx }Kanoby, obpalleHnin, coaeprKaLimx 3aaBKy
Ha OKasaHwue ycayr, MOCTYNMBLUMX B OTYETHOM NEPUOAE, B COOTBETCTBMM C NMyHKTOM 4.1 MHPopmaLmmn o KayecTBe 06CNyKMBaHUA NOTpebuTenen ycayr.



4.5. OnucaHue [ONONHUTENbHbIX YyCAnyr, OKa3biBaeMblX ﬂOTpE6MTEI’IIO, NMOMMMO YC/Nylr, YKa3aHHbIX B EanHbIX CTaHAapPTax Ka4yecTtBa OGCﬂy)KMBaHWr'I ceTeBbiMU
opraHnsaumnamum n0Tpe6MTenel7| ceTeBbIX opraHM3aL|,m71.

4.6. MeponpuaTua, HanpaeaeHHble Ha PaboTy ¢ CoOUuManbHO YA3BUMbIMK FPYMNNammM HaceseHus (NeHcMoHepbl, MHBaANAbl, MHOTOAETHbIE CEMbM, YYacTHUKM BOB 1 6oeBbIx
OEWNCTBUI Ha TepPUTOPUAX APYIUX TOCYAAPCTB B cOOTBETCTBMM ¢ DeaepanbHbiM 3aKoHOM OT 12 aHBapa 1995 r. N 5-d3 "O setepaHax" (CobpaHue 3akoHogaTeNbCTBa Poccuiickol
depepaunu, 2000, N 2, cT. 161; N 19, c1. 2023; 2001, N 1, c1. 2; N 33, cT. 3427; N 53, cT. 5030; 2002, N 30, c1. 3033; N 48, cT1. 4743; N 52, cT. 5132; 2003, N 19, cT. 1750; 2004, N
19, c1. 1837; N 25, cT1. 2480; N 27, c1. 2711; N 35, cT. 3607; N 52, cT. 5038; 2005, N 1, cT. 25; N 19, cT. 1748; N 52, cT. 5576; 2007, N 43, cT. 5084; 2008, N 9, cT. 817; N 29, cT1. 3410;
N 30, cT. 3609; N 40, cT. 4501; N 52, cT. 6224; 2009, N 18, cT. 2152; N 26, cT. 3133; N 29, cT1. 3623; N 30, c1. 3739; N 51, cT1. 6148; N 52, c1. 6403; 2010, N 19, cT1. 2287; N 27, cT.
3433; N 30, ct. 3991; N 31, cT. 4206; N 50, cT. 6609; 2011, N 45, c1. 6337; N 47, cT. 6608; 2012, N 43, c1. 5782; 2013, N 14, cT. 1654; N 19, cT. 2331; N 27, cT. 3477; N 48, cT. 6165;
2014, N 23, cT. 2930; N 26, cT1. 3406; N 52, c1. 7537; 2015, N 14, cT. 2008), maTepn-04MHOYKM, YYAaCTHUKM NUKBMAALMN aBapum Ha YepHoObinbcKo ASC 1 NpUpaBHEHHbIE K HUM
KaTeropuu rpaxkaaH B cOOTBETCTBUM € 3aKoHOM Poccuiickon ®eaepauymm ot 15.05.1991 N 1244-1 "O coumanbHOW 3almTe rpaxkaaH, NoABeprinxcs Bo3AenCcTBUIO paguaumnn
BCNeacTBue KatacTpodbl Ha YepHobbinbckon AIC" (Begomoctn Chesga HapoaHbix aenytatoB PCOCP u BepxoBHoro Coseta PCHOCP, 1991, N 21, c1. 699; Begomoctn Chesaa
HapoaHbIx aenytatoB Poccuiickoint Pepepaumm n BepxosHoro CoseTta Poccuiickoint ®egepaumn, 1992, N 32, c1. 1861; CobpaHme 3akoHoaaTenbcTBa Poccuitickolt deaepauuu,
1995, N 48, cT. 4561; 1996, N 51, ct. 5680; 1997, N 47, ct. 5341; 1998, N 48, cT. 5850; 1999, N 16, cT. 1937; N 28, cT. 3460; 2000, N 33, cT. 3348; 2001, N 1, cT. 2; N 7, cT. 610; N
33, c1. 3413; 2002, N 30, c1. 3033; N 50, cT. 4929; N 53, c1. 5030; 2002, N 52, c1. 5132; 2003, N 43, c1. 4108; N 52, c1. 5038; 2004, N 18, c1. 1689; N 35, cT. 3607; 2006, N 6, CT.
637; N 30, ct. 3288; N 50, c1. 5285; 2007, N 46, cT. 5554; 2008, N 9, cT. 817; N 29, c1. 3410; N 30, cT. 3616; N 52, cT. 6224; N 52, c1. 6236; 2009, N 18, cT. 2152; N 30, cT. 3739;
2011, N 23, cT1.3270; N 29, c1.4297; N 47, c1. 6608; N 49, cT. 7024; 2012, N 26, cT. 3446; N 53, cT. 7654; 2013, N 19, cT. 2331; N 27, cT. 3443; N 27, cT. 3446; N 27, cT. 3477; N 51,
CT. 6693; 2014, N 26, cT. 3406; N 30, cT.4217; N 40, cT. 5322; N 52, cT. 7539; 2015, N 14, cT1. 2008).

4.7. Tembl 1 pe3ynbTaTbl ONPOCOB NoTpebuTenei, NPOBOAMMbIX CETEBOW OpraHMsaumein AN BblABNEHUA MHEHMA noTpebuTeneit o KayectBe OBCNYKMBAHUA, B pamKax
ncnonHeHnn EgUHbIX CTaHAAPTOB KauecTBa 06C/yKMBAHMA CETEBbIMMW OPraHN3aLMAMM NOTpebuUTeNel YCAYT CeTEBbLIX OPraHn3aLLmi.

4.8. MeponpuaTuA, BbINOHAEMble CETEBOI OpraHmnsaLMelt B LieNsxX NoBbILEeHMA KayecTBa 06CnyKuBaHMA noTpebutenen.

4.9. UHdopmauums no obpalleHnam notpebutenen.
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